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CURRICULUM VITAE
STEVEN MITCHELL
______________________________________________________________________

Nationality
British

Year of Birth
1961
Qualifications



PRINCE2 (Project Management)
City & Guilds Level 2 Diploma for IT Users - Web Site Design (Pass)

City & Guilds Level 3 Advanced Diploma for IT Users - Web Site Design - Databases  (Distinction)

Languages
French (working knowledge), Spanish (working knowledge)
Professional Background
Steve has over 25 years’ experience in the telecoms sector in both customer-facing roles and on projects aimed at improving the customer experience. In 2006, in order to take care of his mother (who had Alzheimer’s), he took a part-time role in a leading supermarket chain and was rapidly promoted to a team leadership role. Throughout his professional career, Steve has maintained a passion for improving the customer experience and this includes User Experience (UX) within web sites.
KEY PROJECTS AND ROLES
Web Designer

As a principal at Fontana Design I carry out all web design work for clients and advise on better design principles in order that their site is as user-friendly as possible.
Team Leader at Tesco  
As Team Leader at Tesco (Bar Hill, the largest store in the UK), I was responsible for a team of 20 checkout staff and was also tasked with ways of improving customers’ experience of their time in the store. 
Senior Solutions Designer, BT
The programmes that I was consulting on in this post were at a high level and were looking at the future road map for BT Retail, the customer-facing division of the organisation. I was the consultant on call delivery for BT Vision and VIP Contact Routeing (managing the company’s major customers). I was also a senior advisor on how to improve service on all contact channels used by customers.

Project Manager, BT  
I was seconded to the Project Team as a development opportunity and was given the task of bringing a failing voice automation project back on track.  I worked closely with the client to ensure that all requirements were understood as the initial requirements capture had not been comprehensive.  I discussed with the client ways in which we could move the project forward and agreed timescales for the testing and trialling of the product.  This also involved working with external suppliers and managing expectations on both sides.  The project was completed to time and budget with additional functionality.  I was given a recognition award by the client for my willingness to work with them to get the project completed.

Call Centre Manager, BT 
I was responsible for seven Team Managers, who in turn were responsible for teams of up to 30 call centre agents in all aspects of coaching; counselling; development and disciplinary matters.  My responsibilities included improving the customer experience through influencing the Key Performance Indicators of percentage of calls answered to target and call handling times.
Websites Developed
La Fontana Holiday Apartment (http://www.fontanadenia.com) 

Adam Simmons’ professional website (http://www.adamsimmons.co.uk)
Fontana Design (http://www.fontanadesign.eu/) 

Penarth Guest House (http://www.penarthgh.co.uk)

Sunrise Property - Dénia Estate Agent (http://www.sunrise-property.es)

Marina Alta Business Centre of Excellence (http://www.mabc.be) 

Guardian Angels (http://www.guardian-angels.es)

The Hot Property Shop (http://www.the-hps.com)

Kevin Jones Construction – Benitachell  (http://www.kevinjones.es) 

FatCat Media (http://www.fatcatmedia.co.uk)
Rayne van Sing – Artist (http://www.singingrayne.com)

FatCat Offers – (http://www.fatcat-offers.co.uk) 
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