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PROFILE

Service delivery manager with 10+ years in IT who has spent the last seven running SAP operations for SAP itself as the client — a bar few delivery managers are
measured against. Accountable for keeping the landscape available, secure and inside SLA, and has held  100% SLA compliance against SAP's own standards.
Leads a 16-member operations team: hires them, develops them, and hands them real ownership rather than tasks. Calm in system-down situations — a decade
of severity-1 incident command — and trusted to present the availability numbers, root-cause findings and improvement plans that executives act on. Has a track
record of  making operations measurably  better:  40% faster  resolution,  25% more efficient,  30% fewer repeat  issues,  and an automated monitoring and
reporting platform that replaced manual reporting entirely — recognised with the SAP Hero Award (Innovator) and selected into Accenture's Top 25 Global AI
Programs. Works across India and Europe daily, and moved an entire SAP estate between providers with zero business downtime. 

CORE COMPETENCIES

Service Delivery Owning the full service lifecycle, SLA definition and adherence, availability and performance, governance and review
cadence, taking on new scope, coordinating vendors

SAP Operations SAP S/4HANA and Customer Experience landscapes, system and tenant architecture, service hosting models, SAP's own
SLA and KPI frameworks, maintenance and release coordination

Governance & Controls Writing and maintaining operational policies, procedures and standards; quality and process-adherence auditing;
identifying risks and managing them through mitigation plans; change governance; keeping documentation and evidence
review-ready

Incident & Escalation Severity-1 command when systems are down, problem management, root cause analysis, escalation handling, service
continuity, post-incident review and follow-through on fixes

Team Leadership Leading and mentoring 16 people, interviewing and hiring to business need, onboarding and developing engineers,
delegating ownership, performance management, working across time zones

Reporting & Stakeholders Operations and availability reporting, presenting to executives, explaining technical detail to non-technical audiences,
aligning with infrastructure, security and business teams

Improvement & Automation Automating monitoring and reporting, process standardisation, access and identity management on cloud platforms,
applied AI for operational analytics

EXPERIENCE

Service Delivery Lead — SAP Industries & Customer Experience Portfolio
Accenture  ·  Bengaluru, India  ·  client: SAP

Service delivery ownership. Own the end-to-end service delivery lifecycle across SAP's Customer Experience and S/4HANA landscapes — availability,
performance, SLA adherence and governance — holding 100% SLA compliance under SAP's own KPI frameworks.
Team leadership & development. Lead and mentor a 16-member operations team: interview and recruit to business need, onboard and develop engineers,
delegate ownership of goals, and manage performance in a globally distributed model spanning India and Europe.
Escalation & RCA. Own escalation management and root cause analysis for critical and system-down incidents; prepare and present availability metrics, RCA
findings and improvement plans to client and internal executives.
Policy, standards & risk. Write and maintain the operational policies, procedures and quality standards the landscape runs on; identify risks early and manage
them through mitigation plans against committed timelines.
Automation & continuous improvement. Delivered an automated SLA/KPI monitoring and analytics platform replacing manual reporting across the account
— selected into Accenture's Top 25 Global AI Programs; basis of the SAP Hero Award (Innovator). Continue to push automation into monitoring and reporting
across the team.
Stakeholder & commercial. Single point of contact between SAP and Accenture — every process change and new scope inclusion routes through this role;
build effort and pricing models and prepare proposals for annual contract cycles.
Transition delivery. Led the end-to-end service transition from NTT Data to Accenture with zero business downtime, coordinating outgoing vendor, client
stakeholders and delivery teams on time and to quality.

Subject Matter Expert — SAP Operations
Tata Consultancy Services  ·  Bengaluru, India  ·  client: SAP

Owned incident and problem management for the SAP estate, cutting resolution time 40% through triage automation and standardised escalation paths.
Rebuilt the knowledge and documentation framework, reducing repeat-issue resolution time 30%; process and tooling improvements lifted operational
efficiency 25% and optimised resourcing 20% through data-driven capacity planning.
Sustained NPS above industry average; ran enablement and process-adherence programmes across the delivery team. Nine SAP 'Best Performer of the
Month' awards and the 2019 Delivery Excellence Award.

Major Incident Manager
IBM  ·  Bengaluru, India

Incident commander for severity-1 and system-down events on enterprise customer platforms — cross-team technical resolution under pressure, real-time
executive and customer communication, and post-incident review. Introduced agile practice into the incident and problem lifecycle, materially reducing mean
time to resolution. Deep ITSM grounding in change, incident, problem and escalation management.

CONTINUOUS LEARNING

Hands-on practice estate (atla.in). Runs a self-funded cloud environment end to end — automated provisioning, deployment pipelines, access controls and
monitoring — used to prototype the automation ideas later applied to service delivery. Learns by building and running things rather than by reading about
them.
Applied AI for operations. Built and shipped AI-based operational tools end to end, and publishes free cloud and AI certification study material used by the
wider community.

AWARDS,  CERTIFICATIONS & EDUCATION

SAP Hero Award — Innovator Category (SAP)  ·  ACE — Accenture Celebrates Excellence  ·  Top 25 Global AI Programs, Accenture  ·  Performer of the Month,
multiple  ·  Nine × Best Performer of the Month (SAP)  ·  Delivery Excellence Award 2019 (TCS).
AWS Certified AI Practitioner  ·  HashiCorp Certified: Terraform Associate  ·  AWS Certified Cloud Practitioner
B.Tech, Computer Science & Engineering — CMR Institute of Technology, Bangalore, 2015
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