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Summary
Substance	I solve problems.  I'm particularly good with technical problems, and my solutions are innovative, pragmatic, and robust.  Some have been downright spectacular, though I say so myself.  In fact I can identify and fill gaps at all levels, from strategic management decision making to specialised technical troubleshooting.  I'll study any situation in great detail, and I'll soon figure out what it needs.  That's what I'm good at.
Style	I deliver.  I’ll always tell it like it is, and won’t promise anything I’m not 100% confident of achieving.  I’m a bit of a perfectionist, but I’ll temper this with pragmatism when necessary.  I can be trusted.
Speciality	Retail card payments: EFTPOS, PINpads, their Terminal Management Systems, and Point of Sale integration.  Cards, schemes, acquiring, and switching.  AS2805/ISO8583, EMV, and PCI-DSS.  Security, cryptography, networking, monitoring, support, research, analysis, design, development, integration, testing, and vendor management.  The whole shebang, really (I’ve been doing it on and off since 1986) ... except perhaps card issuing, which I might learn a bit more about one day.
Qualifications and Memberships
2009	Project Management Professional certification (now lapsed).
2001	PRINCE2 Foundation level certification.
1998	Master of Business Administration, Massey University, New Zealand.
1984	Bachelor of Electrical and Electronic Engineering (with Honours), University of Auckland, New Zealand.
History
	Nov. 2022 – present
	Kaitiaki[footnoteRef:1] of the family estate (North Hokianga, New Zealand). [1:  Guardian or custodian (NZ Māori)] 

Executor of the estate of my late brother (a long held family farm) in New Zealand, made challenging by distance and a serious injury sustained in the process.  Now part-time only.

	Aug. 2015 – Sept. 2022
	Australia Post (Melbourne, Australia; contract/permanent) Service Delivery Manager.
AusPost operates a network of around 3700 integrated EFTPOS terminals across Australia.  These terminals process both regular card payments and bespoke “Bank@Post” transactions through a Postilion switch operated by a third party (I worked on the project that established this in 2011-2013 – see below).  Between 2015 and 2022 I returned and:
Took charge of the EFT & Banking Support team (level three production support) with an incident rate sometimes exceeding 2000 per month;
Assumed responsibility for liaison with suppliers (of devices, application software, and switching services);
Designed, built, and implemented two real-time monitoring and alerting systems that completely changed our support game;
Established a comprehensive and open (but managed) library of technical resources;
Found and fixed multiple serious technical and administrative defects; 
Took effective charge of QA during the first major fleet software upgrade in years (an extremely high-risk undertaking);
Implemented several new bespoke testing and diagnostic tools;
Reviewed and improved the standard fleet upgrade rollout process;
Took the lead in integrating a new PINpad and terminal management system, despite having no formal role in the project;
Redesigned the testing environment and release processes to ensure reliable transition to production;
Reduced fleet update rollout time from weeks to as little as a few hours;
Found creative cost-saving solutions to multiple design challenges;
Maintained an ongoing improvement process that chipped away at long-running risks and issues;
Engaged in multiple development projects to influence design decisions and repair mistakes;
Designed, built, and delivered a series of technical training sessions for testers; and
Achieved at least one month in 2022 with fewer than 200 EFT & Banking incidents and 100% first- and second-level ticket resolution.
In 2022 I left AusPost with its Payments and Banking services in arguably the best state that they have ever been in.

	Jul. 2013 - Jan. 2014
	DWS (Melbourne, Australia) Consultant.
Engaged as a Team Leader in NAB’s JBWere “Project Blaze” (a very apt name!) migration from Goldman Sachs systems to NAB systems.

	Apr. 2011 - Mar. 2013
	Australia Post (Melbourne, Australia; contract) Business Analyst.
Engaged as a member of the EFT and Banking team in the major overhaul of Australia Post’s EFTPOS and Point Of Sale systems.

	Sep. 2010 - Mar. 2011
	National Australia Bank (Melbourne, Australia; contract) Implementation Project Manager.
Responsible for the final testing and implementation phases of an urgent National Online (commercial internet banking service) hardware upgrade.

	Dec. 2009 - Sep. 2010
	Coles (Melbourne, Australia; contract) Business Analyst.
Engaged for the “Visa Self Acquiring” project, in which Coles established direct credit card processing links with Visa.

	Aug. 2009 - Dec. 2009
	National Australia Bank (Melbourne, Australia; contract) Service Delivery Lead.
A mix of delivery management/administration and process improvement activities in the Delivery team of the Cards and Acquiring division.

	July 2008 - Oct. 2008
	TAFMO (now Touch Networks, Melbourne, Australia): Project Manager.
Responsible for two major software development projects.

	Jan. 2007 - July 2008
	National Australia Bank (Melbourne, Australia; contract) Implementation Manager and Project Manager.
Engaged in a series of projects commencing with (and further relating to) the implementation of a new payment transaction switch.

	Nov. 2004 - Nov. 2006
	Good Stuff Limited (own trading company, Auckland, New Zealand): freelance Project Manager.  Contracted to:
Cadmus Payment Solutions Limited (Jul-Nov 06).
ASB Bank (Sep 05-Jun 06).
Vodafone New Zealand (Mar-Sep 05).
The Warehouse Limited (Nov 04-Mar 05).

	Oct. 2002 - Oct. 2004
	eFunds International Limited (Watford, UK): Service Delivery Manager.
Project and service management in support of eFunds’ Connex software (EFTPOS and ATM transaction processing).

	Sept. 2001 - Oct. 2002
	Transaction Network Services (TNS) UK Limited (Welwyn Garden City, UK): Project Manager.
Responsibility for a program of work relating to mobile phone pre-pay “topup” services via EFTPOS terminals and ATMs.

	July 1997 - June 2001
	Good Stuff Limited (own trading company, Auckland, New Zealand): freelance Project Manager.  Contracted to:
ASB Bank (Jun 00-Jun 01).
The Warehouse Limited (Dec 99-Jun 00, Apr-Jul 01).
ASB Bank (Oct 97-Jan 00).
Advantage Group (Jul-Nov 97).

	1994-1996
	Transaction Exchange Limited (Auckland, New Zealand): Business Development Manager.
Overall business unit responsibility for a new EFTPOS service.

	1993 - 1994
	Cardinal Network Limited (Christchurch, New Zealand): development Consultant.
PC (Windows) client-server systems development.

	1992 - 1993
	Desktop Strategies Limited (Auckland, New Zealand): Auckland Representative.
Sole charge sales and support role for a five person IT business.

	1991 - 1992
	Hypercom Data Systems (Auckland, New Zealand): Implementation Manager.
Project management and technical support for EFTPOS systems.

	1986 - 1991
	Burroughs (now Unisys , Wellington, New Zealand): pre- and post-sales Technical Support, Technical Consultant, development Team Leader and Project Manager.
Sales/technical support; software design, development, testing and implementation; introduction to project management.

	1985-1986
	New Zealand Post Office (Wellington, New Zealand): Assistant Engineer, Switching Systems.
Software development and toll billing system integration.


Comments
2021-2022	Paul Novachev, Manager Payment Operations, Australia Post
	“Brilliant!!!!!! And bloody hilarious. Remind me again who will be taking this over once you are gone?”  (August 2022)
“Brilliant. There is not much you can’t do.”  (May 2022)
“Love your work Nigel.”  (February 2022)
“If anyone was going to solve it, it could only be you Nigel.”  (October 2021)
May 2018	Various, Australia Post (360 degree feedback report)

	
October 2017	Martin Lavelle, Programmme Manager, Australia Post
	“Nigel has taken it upon himself to resolve the technical issues surrounding the self-install procedure for the PINpad Hardware refresh.  He takes great delight in solving deep technical issues working in his own down time to understand the problem and resolve it.  This has taken some time and through his efforts a workable solution has been driven out.  This delights our business by confirming the self-install strategy and reduces the organisational spend by around $800k.”
January 2017	Anita Matuszewski, Head of Technology, Australia Post
	“Excellent job on PINpad zero floor limit work. Able to articulate problem, solution and drive remediation. Can talk techo, talk business, talk SENSE! Well done keep it up - much appreciated.”
October 2011	Phil McAleer, Project Manager, Coles
	“Nigel delivered outstanding work during the Coles project. In particular, he was very innovative and found clever ways to produce great results.”
July 2008	Peter Moody, Senior Implementation Manager, NAB:
	“You were one of the few who took what was in front of us professionally and ensured you made time to attend most if not all of the scheduled internal and external conference calls and meetings. During those meetings your conduct was professional and your subject matter expertise invaluable.  You took ownership of the components assigned (or had fallen in your lap). You got on with the tasks at hand and kept everybody regularly informed.  You informed internal and external parties how it is and didn't fluff about just telling people what they wanted to hear.  When issues did arise they were clearly communicated and rectified promptly (not that there were many of these instances).  The end result was an exceptional piece of work completed to a very demanding client’s satisfaction (and beyond judging by the conversations I've had with [client]).”
January 2004	Steve Walker, Manager, eFunds International:
	“Nigel has demonstrated great flexibility and a high level of skill in managing clients, staff and commercials to maintain expected project revenue and client satisfaction. 4(/5)”
“Nigel is a natural communicator ... team management and client communications are, in my experience, better than the norm. 4(/5)”
Nigel has proved to be a highly flexible and capable PM, who can apply his expertise to a wide range of applications. 4(/5)”
June 2002	Denis Stalker, IT Delivery Manager, Barclaycard Merchant Services:
	“I wanted to take the opportunity, before I leave, of registering my appreciation for the work done by Nigel Grounds since he joined the project and the good working relationships that he has worked to build ... He has, in my opinion, managed to strike the difficult balance of being open enough with BMS for us to understand situations and appreciate problems without going so far as to reveal information TNS may wish to remain more confidential ... I have also appreciated Nigel's manner and approach which has always been cheerful and helpful - it makes life so much easier. As the TNS point of contact for BMS/Bell development I feel that Nigel has been a very good ambassador for TNS.”
November 2024
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‘OVERVIEW OF REPORT \

At Australia Post, we are at our best when we are demonstrating our Shared Values. In the spirit of
'improving everyday' this 360 degree feedback survey provides you with a great opportunity to give
and receive feedback from a range of people that you work closely with in your day to day activities.
It will help you understand how people see you demonstrating our Shared Values as well as
potential areas for development.

The information in this report should be incorporated into your individual development plan. It will
also be used by your manager as an input into your end-of-year performance rating and will be
included in the end of year calibration process.

Behavioural Review Process:

You and your assessors were asked to rate and provide feedback relating to each of our Shared
Values, using the following scale description:

Unsatisfactory

Partially demonstrates
Demonstrates
Proactively demonstrates
Role models

vk wN e

Assessors

The Behavioural Assessment assessors are grouped into the following categories.

e Self
e Line Manager
e Peers

e Direct Reports

Please note that in instances where there were less than 2 employees, their feedback has been
included in the 'Other Assessors' category to ensure anonymity. Comments in red are those provided
by the individual being assessed in their self assessment.
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SHARED VALUES — OVERALL AVERAGE

You and your assessors were asked to rate your demonstration of our Shared Values by selecting the
description that best reflects what you display the majority of the time. Below is an overall average
of the results across the 5 values, with subsequent pages of the report detailing the ratings and
feedback from each specific value. Please note comments are taken verbatim from the survey.

Overall Average Scores
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SHARED VALUES — DETAILED SCORES

Being Safe Everywhere
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Manager 3.0
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Respecting Everyone

Self Review

Manager

Direct Report

Peer

Helping Each Other

Self Review

Manager

Direct Report

Peer
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Delighting Our Customers

Self Review

Direct Report 5.0
Peer
0 0.5 1 1.5 2 2.5 3 3.5 - 4.5 5

‘GENERAL BEHAVIOUR FEEDBACK

The following section provides general feedback on what you are doing well and how you can
continue to improve.

Please provide feedback (providing examples) on what you have achieved this
performance period and are doing well in (e.g. key achievements / strengths/ positive
feedback)

Constantly stepping outside the normal bounds of my real job to fill the gaps | see all around ...
especially those that require hands-on technical skills, or a bit of outside the box thinking.

I have had opportunity to work along side Nigel as a Peer and a manager, on both instances Nigel's
commitment to quality of work and the will to help other has been something outstanding. His work
ethics around customer centricity is evident from the input he provided to all projects and business
initiatives.

He is highly respected by his team, and peers and is very pragmatic.

Examples would be the PinPad rollout project - he has taken full ownership around current defects
and is an integral part of the project.

Nigel is a hands on and result driven person who is willing to go an extra mile (by working longer
hours) to get the job done even, sometimes, the job might not be under his responsibility. This is
reason why he is a role model for helping each other.

In order to maintain the quality of our deliverables, Nigel is not afraid to give a tough but fair
assessment on the work we do. He is easy to work with once you earned the respect from him that is
not too difficult.

I have worked with Nigel (he is my manager) for one year. He is always ready to offer help. Has been
proactively working on solution/issue on projects and daily production issue. Delight
internal/external customers by offering expertise advice/solution/fix.

Achievement: Successfully implemented "Pinpad software refresh project"; Big contribution to
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"Pinpad hardware refresh project" in all phases such as solution, technical environment and hand-on
testing; He developed PAM used for EFT banking daily monitoring, which is critical for EFT banking
production support.

Nigel has a comprehensive, detailed knowledge of the EFT, Banking and our external Vendor
Landscape from both the IT and customers point of view. Nigel goes far beyond what a normal
member of our organisation would, to guide, assist and to help deliver the end of product. Nigel is
outstanding at meeting customer expectations. Whether it be IT staff, Managers, Product
Managers, Help Desks or external vendors, staff are constantly in contact with Nigel for his help,
experience and well thought out concise opinions or his ability to think outside the box to deliver a
solution. Nigel detailed knowledge also play a key role in helping us manage and challenging what
our External Vendors communicate and deliver to us, as an end product.

He will provide logical sound feedback and advice to me or anyone from another team that requires
help. Nigel plays a key resource for me in allow me to perform my role. | know working with Nigel
as a peer he will always listen to any issues, then try to brainstorm issues and provide solutions. As
we both work in the PINpad or EFT & Banking world, he will always respect my opinion and other
people solutions and provide honest and concise feedback. He will then offer his opinion and work
together to obtain the best possible outcome for all groups concerned.

Nigel always looking to deliver quality outcomes for the business and his customers. Nigel has
played a key role in a number very important projects, such as

. a senior team member in assisting in completing tasks such as, providing feedback on
general topic discussion, technical investigations, defect resolution and the conducting of PVT to
enable the PINpad refresh project to be delivered on target and under budget

. assisting in investigation, identification and advice into the fraud issues around the CBA
Online Banking card withdrawals conducted at Australia Post outlets. This played key role in CBA
reimbursing Australia Post the 240k they had originally debited us

. the implementation of the removal electronic Fall-back for all International Cards & Removal
of the expired VISA Production Key
. played a pivotal role in defining requirements, trouble shooting issues and delivering a new

Terminal Management System that will deliver efficiencies particularly when delivering new tables
update to our new fleet of PINpad’s

. played a pivotal role in trouble shooting issues and defects, defining requirements when
implementing our new PINpad in conjunction with our new Terminal Management System

Nigel is the gatekeeper for the BAU environment. He is not afraid to call out issues as he sees them.

From a project perspective Nigel has gone above and beyond in helping us to navigate through a
myriad of testing issues that have impacted the PINpad solution for VHQ. He has been instrumental
in problem solving and testing solutions as provided by the vendors. He has intimate knowledge of
the PINpad/POS environments and uses this to great affect. He uses his own time to problem solve,
thinking through and testing out theories.
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Please provide feedback (providing examples) on how you could continue to improve and
what learnings should be taken forward (e.g. key learnings / development areas /
reflections on what you could have done differently)

Constantly stepping outside the normal bounds of my real job to fill the gaps | see all around ...
especially those that require hands-on technical skills, or a bit of outside the box thinking.

With new Technology landscape being introduced in POST+, Nigel would really benefit from courses
to support and provide the same level of service he provides to all stakeholders.

As always, no result driven person likes to deal with red tape and, | believe, Nigel will get used to it
over time.

At times, the people took advantage of him being helpful by offloading their work onto him.

Can see Nigel like learn new technology and manage it by good efforts. So he improve and keep
improving his expertise in region of EFT banking.

Nigel should continue to providing outstanding outcomes for the business and Australia Post and be
supportive, available, proactive and provide guidance to staff to all teams.

Nigel is not afraid to speak his mind. Needs to keep in mind the audience.
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