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Profile
													           


18 years of IT professional experience in various sectors: Software, Finance, Electronic Payment Industry
Area of Expertise: Project Management, Service Management, Incident / Change Manager, 
    Strong People Management, Process Coordination and Offshore India IT Management   
    


Higher Education 
													           	

1999 – 2000	Management 
2000 – 2001	Web programming (Evening Classes)
2000 – 2003	Degree in Computer Science (IT Programming) at ICET Mons, Belgium

Core Skills, Trainings, Certification 
													           	
• Data processing: Ms Office
• Databases: MySQL, Oracle 11i and SQL Server 2000
• Software Development & Programming languages: VB .NET, ASP.NET 
• Data Warehousing: DWH Concepts (Ralph Kimball), ETL Oracle Warehouse Builder   
• Business Intelligence Dashboards: XCelsius, QlikView       
• Business Intelligence Reporting: BO Enterprise 6.x (BO SDK using VBA macros) + XI R3 
                                                                      Web intelligence, Infoview, BCA scheduler and publisher) 
• Business Analysis: Business Requirements Gathering / Documentation, Requirements Gathering
• ERP: SAP FICO, Oracle e-Business Suite 11i
• Project Management: PMI, Scrum Agile, Kanban, MS Project Training, Project Management
• IT Service Management: ITIL (Foundation v3 – Certified on 2013) and ITIL Practitioner (2017) 
• Social Collaboration & Knowledge Sharing: Circuit (Unify), SharePoint, Skype, Bluekiwi
• People Management: Strong Worldline Leadership Program (LEAD – 2016) + LEAN Management 
• Finance Modules: Account Receivables, Account Payables, Cash Management, Treasury,
                                         Fixed Asset and General Ledger.

Languages
	           												           
	Oral		Written
French                 	Mother Tongue	Mother Tongue
English	Fluent		Fluent
Dutch	Knowledge		Knowledge



Work Experience
													           	

10.10.23 until present		Service Delivery Manager, Brussels, 
		Belgium - https://www.etnic.be/
· Receiving and evaluating customer requests and complaints
· Establishing and maintaining strong relationships with internal and external stakeholders
· Understanding customer needs and providing the best service possible
· Creating SLA
· Providing monitoring KPI
· Hands on role in resolving incidents with the help of Service desk and Incident managers.
· Improving processes to meet or exceed customer expectations.
31.08.22 until 31.08.23		Senior Service Delivery Manager, Brussels, 
		Belgium - https://www.proximus.be    

01.12.20 until 31.08.22		Service Delivery Manager and Project Leader, Brussels, 
       Belgium - https://www.euroclear.com/    
As a global provider of Financial Market Infrastructure (FMI) services, 
Euroclear helps customers to be more successful by making it easier to settle domestic and cross-border securities transactions and safekeep their investments. 

Job Responsibilities: 
· Task 1:  Service Delivery Manager (80%)
- Act as Coordinator for all activities related to the external 
  company hosting Oracle financial applications 
  (ERP, Business Intelligence , DBA and billing support team):
- Management of the incidents, changes, life cycle reports and service provider relationship using the clients processes and tools
- Interface between for Euroclear internal teams and the hosting provider 
- Monitor the performance of the provider
- Provide support to the 3 teams in charge of the 3 large Oracle applications
- Close interaction with IT Infrastructure and Delivery teams
including incident management, change management, problem management, life cycle management and service provider management.
- Experience using ServiceNow 
- Experience in OLA, SLA, Contractual Agreement with IT providers  

· Task 2: Project Leader (20%)
· Gather technical and functional knowledge to become Leading project planning sessions.
· Coordinating IT internal/External staff and customer (Finance on a regular basis)
· Managing project progress and adapt work as required.
· Ensuring projects meet deadlines.
· Managing relationships with clients and stakeholders
· Overseeing all incoming and outgoing project documentation
· Designing risk mitigation plan
· Conducting project review and creating detailed reports for executive staff
· Optimising and improving processes and the overall approach where necessary
· Organizing Steering Committee
· Managing large and diverse teams
· Experience using Microsoft Project for Gantt chart, resource, and scheduling.

17.09.18 until 01.12.20		Service Delivery Manager, Brussels, 
       Belgium - https://www.euroclear.com/    
As a global provider of Financial Market Infrastructure (FMI) services, 
Euroclear helps customers to be more successful by making it easier to settle domestic and cross-border securities transactions and safekeep their investments. 

Job Responsibilities: 
· Task 1:  Service Delivery Manager
- Act as Coordinator for all activities related to the external 
  company hosting Oracle financial applications 
  (ERP, BI and billing):
- Accountable for building and maintaining global delivery planning for the hosting company;
- Interface between for Euroclear internal teams and the hosting company on transversal hosting matters
- Monitor the performance of the hosting company
- Provide support to the 3 teams in charge of the 3 large Oracle applications
- Accountable for providing these teams with necessary tools (VDI, VM, development tools...);
· Task 2: IT Coordinator for all existing financial applications in scope
- Gather technical and functional knowledge to become Application Owner.
- Act as SPOC for the IT infrastructure teams to provide them with a clear and complete information on the application technical context and physical topology.
- Act as SPOC for Finance Business users in case of enhancement change requests
- Act as SPOC for Corporate Technology division
- Resolving independently Production complex incidents affecting the applications under your control and communicate effectively with the internal Business Users
- Build a good functional and technical knowledge and documentation of the implemented package and its interfaces.
- Participate to the application software delivery to both test and production environments.
- Contribute to the supervision and/or validation of the build process by external companies.


04.01.13 until 14.09.18		IT Project Manager and Service Delivery Manager, Brussels, 
       Belgium - http://be.worldline.com   
40 years of experience, Worldline is the European leader in the 
              payment and transactional services industry with over 9400 talents in 29 
              countries
Job Responsibilities: 
· Task 1: Applications/Infrastructure Service Delivery Manager
· Manages the Service transition for implementation of new applications in the standardized global support model (Organization, ticketing tool, related procedures, and work instructions)
· Reports to the IT&P Service Manager. 
· Involve in the implementation of SAP Hana
· FTE: 2 people (Nearshore & Offshore)
· Task 2: IT&P Resource Manager
· Manages the Sourcing requests, in compliance with the governance rules of WL Workforce manager and validated by the Worldline CIO
· Maintains the costs, budgets, resources plan 
(external consultants) up to date. 
· Reports to the CIO of Worldline. 
· Task 3: IT Oracle ERP Finance Manager
· Manages the relationship with stakeholders regarding the business requirements, the project follow-up, problems management.
· Manages risks, issues and assumptions associated with multi-streamed projects involving technologies and resources. 
· FTE: 1 Atos NL functional consultant and 6 Offshore India resources (PM, Analysts, Developers). 
· Responsible to understand and communicate customers’ requirements to appropriate team members by translating business needs into technical needs.
· Manage a team of 7 resources: 1 Senior Oracle Financial analyst and 6 offshore people (development & support) located in India 
(Mumbai and Pune offices).
· Maintain technical documentations and upload them into a central SharePoint location.
· Responsibilities include project plan, communication plan, allocating tasks and setting milestone.
· Track progress and review project tasks to make certain deadlines are met appropriately with a structure planning and procedures. 
· Task 4: IT Social Collaboration & Knowledge Sharing Manager 
· Advice on the technical use of Social Collaboration & Knowledge Sharing tools such as SharePoint 2013
· Proposes solutions (IT deployment Strategy) for social collaboration and documentation management within WL.
· Pilots the implementation of the validated solutions 





01.01.12 until 03.01.13         	BI Project Manager & IT People manager for ERP team, Brussels, 
       Belgium -  http://be.worldline.com
Job Responsibilities: 
· Report to AWL BI Application Manager (Information Systems)
· Manage 6 resources in Offshore Development Centre in India 
· Act as an interface between the ERP Finance Manager and IS Development team.
· Follow-up on BI and ERP Oracle FIN tickets 
(Incidents, Service Calls, Change, Problem)
· Responsible for project management and for BI projects planning

01.06.11 until 31.12.11	       SAP Business Intelligence Analyst, Brussels, Belgium 
       http://be.worldline.com
Job Responsibilities: 
· Report to AWL BI Application Manager (Information Systems)
· Follow up on BI and ERP Oracle FIN Projects
· Responsible for SAP BI functional analysis & requirements
· Responsible for development of BO XI R3 reports including Security & Maintenance of BO Platform.

14.06.10 until 01.04.11           Business Objects Manager, Vilvoorde, Belgium 
      www.ingrammicro.eu
                                                       Ingram Micro Inc. is the world’s largest technology distributors
                                                       Job Responsibilities: 
· Manage 1 internal Direct Report (BO reporting Analyst) and 1 external Indian developer for a specific project.
· Design and secure Central Consolidated reporting in BO
· Act as an interface between the business and Development team
· Follow up on BO Universe developments. 
· Assist in project management duties, manage expectations.
· Develop know-how on the Data Warehouse/Business Objects to reach Best-in-Class reporting culture.
· Work closely with his/her team mates to promote both central model and BO technology.
· Define the overall data warehousing program strategy.




01.09.09 until 31.05.10	       Datawarehouse/Specialist/BO Administrator, Brussels, Belgium 
       www.test-achats.be
TEST –ACHATS runs publishing and information activities in several
              European countries (Belgium, Spain, Italy, Portugal and France) and 
              promotes intensive collaboration between its member associations that
              represent consumers in their respective countries.
Job Responsibilities: 
· Defining the overall data warehousing program strategy
· Analysing the business requirements and provide BI vision.
· Focusing on internal customers satisfactions
· Resolving high-level business and technical issues
· Ensuring the warehouse is populated with timely and accurate data.
· Solving organizational problems through reports, analysis, and data visualization
· Acting as a coach, provide support and BO training. 
· Providing continuity in all major data warehousing solution 
· Defining and designing Data Warehouse Architecture
· Designing and Implementation BO Universes
· Acting as a project manager for specific internal VBA Excel applications
· Being a single point of contact for the business for major reporting issues and BI Business Objects Software across the organization.
  
09.7.07 until 30.08.09	       Business Intelligence Specialist, Brussels, Belgium 
       www.test-achats.be
Job Responsibilities: 
· Responding to incoming customer requests for technical support 
· Migrating corporate documents & contents from BO 6.5 to XI R2 
· Auditing of the current situation
· Agile methodologies: Scrumaster
· Implementing of an information architecture data warehouse) 
· Suggesting recommendation for improvements
· Managing of the user request (Training and Support)
· Responding to incoming customer requests for technical support
· Installing, Administering, and maintaining of Business Objects Architecture XI R2 application on Windows 2003 server
· Designing and Implementation of BO Reports & Universes              for major European customers and partners from Belgium, Italy 
Spain, Portugal, and Brazil






04.1.05 until 29.06.07	       Technical Support Engineer, London, United Kingdom
       https://www.sap.com
Job Responsibilities: 
As a member of the Support team of Europe, Middle East and Africa (EMEA), I was responsible for: 
· Responding to incoming customer requests for technical support 
· Managing open customer incidents. 
· Responsible for creating knowledge base articles, BO technical whitepapers and Sample Applications.
· Sharing knowledge amongst customers and peers 
· Maintaining the quality of/and looking for ways to improve the customer experience. 
· Acting as an ambassador for the customer support organization internally and externally.
· Working with both expert and novice developers who are developing applications with our technologies.
· Maintaining the quality of/and looking for ways to improve the customer experience. 

08.12.03 to 30.08.04	       .NET developer and IT support, Antwerp, Belgium
       http://www.ipg-callcenter.be
Job Responsibilities: 
· Responsible for the design, creation, and maintenance of 
complex web applications using the .NET technologies.

14.2.03 to 15.11.03	       Software Developer Brussels, Belgium
       www.partena.be
Job Responsibilities: 
· Responsible for the creation of Intranet’s web application 
(Year End Appraisal form) for HR department. 

Hobbies 
	           												           

IT Books, Sports (Tennis), Football (UK Arsenal FC).





	
	Page 1
	

	
	
	



