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Executive Summary
 IT Management/Leadership – Service Delivery Management and Operations  
IT Strategy/Project Management - Client Relations & Account Management
Strategic and committed management executive with professional offerings of over 18 years of Technology/Service support and management in a multitude of industries from IT, real estate to Leisure/hospitality.
Executive Achievements 

· Services transition using open source solutions, outsource/In-house technology initiatives, inventory recycling resulting in 5 million AED savings. 
· Business Process Automation, Successful project implementations of technology solutions resulting in 2 million AED revenue, 20% cost reduction and online services to clients.
· Led and managed a team of 75 IT support personnel consisting of 50 desktop support field engineers and 25 service desk analysts across various Dubai World locations. 

· Achieved a consistent client satisfaction rating of 95% across 10,000 business users within Dubai World accomplishing 80% same day resolution and continuous improvement.
· 40% reduction in the number of incidents exceeding SLA thresholds post successful implementation of problem and incident ITIL management.
· Reduced the number of incidents exceeding SLA thresholds by 40% after the successful Improved Service Desk performance resulting in a steady 3% call abandonment rate, 10 seconds ASA and a 25% improvement in service quality.
· Managed the entire Golf club operations systems using Jonas Club management.

· Successfully devised and managed risk to implement audit recommendation to ensure departments compliance of policies and procedure with IT governance standards. 
· Planned, implemented and supported the complete real estate mobile application for JGE.

· Implementation of CRM Dynamics, Oracle ERP requirements gathering and implementation for Financials, HR, CRM, Procurement modules.
Professional Experience 

Head of IT


 




     Aug 2013-Jan 2017
Jumeirah Golf Estates- Dubai, U.A.E  

Development of the overall IT strategy in line with business strategy, management of solutions and operations in the delivery of enterprise services to the organization.
· Set strategies for the IT department in line with business objectives and vision
· Managed a complete IT environment from solution development and service delivery using various service and support methodologies
· Transition of services between in-house and outsource resulting in 6 million AED savings.
· Business process automation to reduce cost by 20%, reduce resource utilization by 30% and generate revenue of 1.2 million AED to align with technological advancement
· Efficient planning, professional development and performance management of staff.
· Slashed service delivery costs by 30% through service transition to in-house in line with business strategy
· Accomplish financial objectives by forecasting requirements; budget preparation; expenditure schedules; variance analysis; in line with management direction
· Ensured support and solution service level agreements are met with business partners to ensure smooth and timely delivery of solutions and services with continuous improvement objectives.

· Recommended information technology governance, controls, policies and procedures to comply with audit requirements and reduce findings by 50%
· Successfully project management implementations of Microsoft CRM Dynamics: Lead generation increase by 40%, NOC on-line services, Manage Engine, Oracle R12 Upgrade
· Analyzed the business requirements of all departments to determine their technology needs for business process automation
Key Account Manager 




               Feb 2013-Aug 2013
DUTECH - Dubai World- Dubai, U.A.E  

Maintained and expanded customer relationships with strategic account objectives and revenue targets.  
· Established productive, professional relationships with key personnel of assigned customer accounts, while adding service subscriptions resulting in additional revenue of 20%.
· 95% SLA metrics achieved through correlation of service delivery performance management objectives.

· Met and exceeded assigned targets by 20% in line with key business account revenue.

Senior Manager – IT Customer Services  
     January 2009 – Feb 2013

Dubai World- Dubai, U.A.E  

Managed a team of 75 customer service staff across Dubai, building on Customer Relationship Management and operations by introducing innovative ways to identify customer needs and enhance customer satisfaction. 
· Managed a team of 75 IT support staff consisting of 50 user support field engineers and 25 service desk agents.

· Agreed SLA terms compliance with call response times of less than 10 seconds, 3% abandonment rate and 80% first level resolution.
· 40% reduction in incidents utilizing ITIL based incident, problem and change management.
· 90% client satisfaction ratings with business CIO’s and senior managers to discuss and review ongoing service levels, areas of continuous improvement.
· Developed and monitored budget, reviewed periodic cost saving avenues, to meet business requirements and quality standards. 
· Restructured department periodically to reduce cost by 30% and align business operations.
Manager - IT Client Support
Services              
            June 2006 – December 2008
Dubai World - Dubai, U.A.E  
Strategized/Managed  the direction of Dubai World’s business objectives, with a team of over 50 support staff across Dubai, achieving client satisfaction rating of 92% with continuous improvement and quality metrics standards. Compliance with SLA terms providing field technical support operations and management of onsite projects.
Senior Consultant/Project Lead 


                        Jan 2002 – June 2006
CGI Group Inc. - Toronto, Canada

Lead project teams to provide 90% transitional success across COTT client sites, to comply with the updated system standards and no interruptions to operations and business continuity factors across U.S and Canada.
Lead – Service Desk      


                                   June 2000 – Jan 2002
Millennium Care Inc. – Toronto, Canada

Managed a team of 10 service desk analysts to increase the 1st and 2nd level resolution by 70% while maintain call quality standards.
Consultant, Onsite IT Project Lead  
                                 Sept 1998 – March 2000
CGI Group Inc. – Toronto, Canada

Management and deployment of the client desktop environment in Bell Canada with a 90% success rate.
Education and Certifications

	University of Indianapolis, Indiana, USA
BSc. Computer Information Systems - 1994
	· PMP
· ITIL 

	
	· MCSE

	
	· CCNA
· CISA - On line 
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