DEEPAK RAJ
OBJECTIVE: 
To handle Leadership position in Service Delivery Management, Program / Project Management, Account Management and PMO in an organization of repute and create value to organization and its stake holders with Entrepreneurial orientation where I can utilize my professional skills and personal capabilities towards enhancing the growth of the organization and create value to the stakeholders.

HIGHLIGHTS OF EXPERIENCE:
· Overall experience of 16 years in IT industry, with a broad spectrum and mix of skills across multiple geographies, industry verticals and service portfolios;

· Handled various leadership roles in Managed Operations, Global Delivery, Account Management and Strategic Program Management;
· Strong track record of successful delivery and management of large, strategic and transformational programs for Fortune 500 customers across US, Europe, APAC and India;

· Extensive experience in conceptualization, design and institutionalization of strategic and tactical organizational change management programs aimed at improving delivery, operational efficiencies and customer delight.
CORE COMPETENCIES:
· Financial planning; Budgeting; P&L ownership
· Operations Management: Improving operational efficiencies

· Building Customer relationships; Strategic partnerships, ensuring customer satisfaction

· Organizational change management; Program managing complex organization wide initiatives 

· Process streamlining; defining and designing Frameworks, Dashboards

· Large Deal Solutioning; innovative offerings

· Global Delivery; delivering enterprise wide, local and global solutions

· Grooming leaders; establishing winning teams 
TECHNICAL SKILLS:
PM skills: PMBOK, Exposure to Six sigma, SDLC / Agile / Scrum methods
Storage & Backup Infrastructure: EMC storage, Veritas NetBackup
Application & Server Platform: UNIX (Solaris, AIX), Windows 2003, Windows 2000
High Availability Infrastructure: Clustering Concept & Tools
Database: Oracle (9i), Microsoft SQL Server, IBM DB2
System and Network Monitoring: IBM Tivoli
Service Desk: eESM, McAfee DPU, HP Service Center, ITSM BMC Remedy 7.1/7.6
Enterprise Reporting: Actuate, Crystal Reports, BO
Web: Apache Tomcat, IIS
PABX / Automated Call Distribution: Lucent CentreVu Call ManagementSystem, CentreVu Supervisor. 
LEADERSHIP CAREER HISTORY


Unisys is a worldwide information technology company providing a portfolio of IT services, software, and technology that solve critical problems for clients. Specializes in helping clients secure their operations, increase the efficiency and utilization of their data centers, enhance support to their end users and constituents, and modernize their enterprise applications. 
Senior Program Manager / Practice Lead – Direct Report to Director, Project Management Practice and Business Excellence

Technical Achievements:
· Ensure delivery of projects (Transition and Transformation) through effective program management with the required deliverables in terms of time, price and quality.

· Manage business-level client relationships (expectations, communications, negotiations, escalation, feedback).
· Handled people management responsibilities includes Performance appraisal, Skills / Competency Assessments, Trainings, Mentoring, Rewards & Recognition, Retention.

· Focused on Growth, Customer, Employee and Financial Metrics for the Business Unit / Delivery Unit.

· Manage multiple infrastructure programs/projects – BMC ITSM Tools Deployment, data center projects, End User projects for NA, EMEA and APAC region

· Met BU/DU targets for Utilization, Recovery & other financial targets.

· Met the overall attrition management targets in line with regional market standards and realities 

· Drive thought leadership within the PMCE leader’s community. Introduced new programs like PMI industry interface programs, Mentoring programs. Ensured challenging stretch goals for all employees aligned with our strategy.

The Goldman Sachs Group, Inc. (Goldman Sachs) is a global investment banking, securities and investment management firm that provides a range of financial services to a substantial and diversified client base that includes corporations, financial institutions, governments and high-net-worth individuals. Goldman Sachs reports activities in four segments: Investment Banking, Institutional Client Services, Investing & Lending and Investment Management. 
Vice President, Technology Infrastructure – Direct Report to Senior Vice President

Technical Achievements:
· Involved in resource planning, forecasting for department and progress reporting.

· Handled People Management, worked with subcontractors for resourcing.
· Managed a team size of 100 resources with direct reporting of 5 managers 
· Managed and owned the Client Event Services transformation/transition globally, large teams and outsourced vendors, involved in Client Services provisioning work for Goldman employees globally.

International Business Machines Corporation (IBM), incorporated on June 16, 1911, is an information technology (IT) company. IBM operates in five segments: Global Technology Services (GTS), Global Business Services (GBS), Software, Systems and Technology and Global Financing. 
Delivery Project Executive – Direct Report to Senior Manager

Technical Achievements:
· Management of IT services delivery of different nature such as Managed Operations, End User. Services and Infrastructure services for customers across multiple sectors.
· Responsile for large multiyear Outsourcing engagement in the areas of Service Delivery management, SLA Management, Contract/Financial management and Relationship Management.

· Led the Process and quality initiatives in the account for continuous service delivery improvements.

· Involved in Contract / Financial management focusing on P&L for the account, cost management.
· Managed 3 large multiyear Outsourcing engagements in the areas of Service Delivery management, SLA Management, Contract/Financial management and Relationship Management. 
· Achieved Green Client satisfaction score during Project management reviews for all the accounts.
· Developed and implemented Standard Operations Procedure document comprising of Process Interface Manuals and Operational Run book for improving operational efficiency and reduce operational costs by $60,000 annually by optimizing resources. 
· Worked with Engagement / Sales team on new opportunities within the managed accts for Acct growth and renewal of existing contracts
· Managed accounts within Compliance framework, with zero tolerance of Business Conduct Guidelines violations.  
American Automobile MNC – Datacenter - Managed Services
Description: 
· Managed Datacenter Operational services for Asia Pacific & Africa involving 200+ servers in a

distributed client/server environment (onsite) in accordance with Service Level Agreements. 

· Manage the 24/7 Command Center/Service Desk for Asia Pacific & Africa with 1 Manager, 2 Team leaders and 20 operators/analysts. 

· Deliver IT Service Management (ITSM) solutions based on ITIL Best practices and Continuous Improvement plans. 

· Own the IT Service Catalog and IT Service Delivery dashboard

· Build, maintain, and manage compliance with global policies and procedures for command center/service desk, escalation matrices

· Handle escalations and provide pro-active response to issues raised by clients. 

· Supervised service delivery through the use of metrics, SLAs and operational reviews. Analyzed and

reported on Key Performance Indicators at monthly executive management meetings and recommend solutions for continued improvement in metrics. 

· Developed and implemented Standard Operations Procedure document comprising of Process Interface Manuals and Operational Run book for improving operational efficiency and reduce operational costs by $60,000 annually by optimizing resources. 

· Arranged ITIL Training for operators/analysts on proper Incident, Problem and Change Management

procedures and on the proper use of Remedy ticketing system and proper method to troubleshoot customer problems. 

· Assist Engagement / Sales team on new opportunities – account growth
German Chemical MNC – Datacenter – Managed Services
Description: 
· Manage the Application Hosting services and solution implementation for South East Asia end users in a distributed client / server environment in accordance with Service Level Agreements. 

· Managed Level 2 technical support teams providing system management and support, network & security management, database and middleware support. 

· Monitored service delivery quality, cost and track profitability of contract and assist in continuous 

improvements of delivery processes and quality. Managed Change Requests in the contract. 

· Improved reporting, trending, analysis and recommend investment projects to drive down problems.

· Drived service improvements via an Account Satisfaction process.
· Reduced Sev 1 Problems in the account. Regular and timely input into Service Management competency reporting vehicles including SLA reports, weekly operational status and the monthly business report.. 

· Identification of business growth opportunities within the account and renewal of existing contracts

· Managed Server & Applications Relocation/Migration activities from datacenters. 

UK MNC – End User Services – Managed Services
Description: 
· Managed End user services/ deskside support for 300 users based in Singapore
· Managed a team of onsite engineers providing deskside support, comply with SOE client platform image. Co-ordinated with other global resources in UK and Australia for operations support. 

· Team Resolved 80% of problems the same day and the other 20% in less than 48 hours. 

· Supported new projects rollout and comply with corporate workstation security & audit requirements, asset management. 

Large Bank in South East Asia

Description: 
· Managed multiple infrastructure projects delivery as part of RFS process (Request for New services), Enterprise Reporting Tool and Portal Implementation.

· Infrastructure services for MFA (Moody Financial Analyst) for business users from North Asia (Shanghai, Beijing and Taipei). Infrastructure services for GFM Margin Trading Application. 

· Delivered a Disaster Recovery infrastructure for the Enterprise Data warehouse and Business Intelligence infrastructure in Singapore. 

ISI-Dentsu South East Asia was established in Singapore in 1992 as "ISI-Dentsu Singapore Pte. Ltd." The company is an overseas subsidiary of Information Services International-Dentsu, Ltd. (ISID) in Japan, a member of Dentsu Group.
Specialties include: System Development, System Integrator & Consultant Services, Business Intelligence, Customer Relationship Management, Call Centre Solutions, Digital Marketing 
Consultant – Direct Report to Senior Manager

Technical Achievements:
· Worked in the areas of Systems Integration & Consultancy, involved in Application Development and Maintenance Support for Banks. 
Previous Experience

Lecturer from 1993 to 1995 in The National Institute of Engineering, Mysore



Total Experience:


16 years
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Education & Professional Development


Master of Science in Computing - Griffith University, Australia, in 1996





Bachelor’s Degree in Industrial & Production Engineering - Mysore University, NIE, in 1993





ITIL V3 Foundation Certified


PMP Certified





Industry: IT Software services / Banking / Financial / BPO / KPO / ITES





Employer: Goldman Sachs, Bangalore 	                        Duration: September 2008 – June 2009





Employer: IBM, Singapore 		 	                    Duration: December 1999 – August 2008





Information Services International, Singapore 			September 1997 – December 1999





Employer: Unisys Global Services, Bangalore  	               Duration:  March 2010 -  May 2013








