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Curriculum Vitae of 
SIPHIWE KHUMALO | Service Delivery Manager at Engen | Post Graduate Diploma Information Systems | Management Advancement Program | Advanced Diploma in Computer Science
VISION

To lead and inspire a high-performance team that delivers innovative and resilient IT service management solutions.
EXECUTIVE SUMMARY

I am a strategic, results-driven, and multi-skilled IT Management Professional with 22 years of experience working in challenging roles delivering bespoke IT service management solutions to companies in the telecommunications, IT, and energy industries. My experience covers strategic IT onsite support, service delivery, service architecture, and compliance management, which has developed my expertise in IT service standards and best practices. 

In my current role as Service Delivery Manager at Engen, I have developed and implemented service delivery strategies that align with business goals and customer requirements, creating measurable improvements in service levels and compliance. 

Previously, I served as the Service Transition and Compliance Manager at Engen, where I led the integration of new services into operations and collaborated closely with stakeholders to define service requirements. My risk management expertise allowed for the identification and mitigation of potential issues, ensuring seamless transitions. 

As a Service Architect at MTN Group, I was instrumental in developing a cohesive service architecture strategy that emphasized industry’s best practices and interoperability across the organization. I aligned service components with regulatory and security standards, contributing to a robust service portfolio that could scale with the company’s needs. 

My experience spans multinational projects, including managing major incidents in a high-stakes environment at Wipro Technologies and leading process improvements at Neotel, T-Systems, and Pink Elephant. 
KEY SKILLS
· IT Operations & Service Delivery Management

· ITIL Compliance

· Risk & Incident Management

· KPI and SLA Management

· Contract & Vendor Management

· Stakeholder Relationship Building

· Mentoring and Development

· IT infrastructure Management
· IT Onsite Support

· Network & Server Management

· Budget Management

· Software Licensing Management

· Asset Management 

· IT Change Management 

PERSONALITY SKILLS
· Intuitive, Adaptable & Strategic
· Results-Driven, Proactiv & Collaborative

CAREER HISTORY 
Service Delivery Manager, Engen, June 2023 to current  

· Developed and implemented service delivery strategies to ensure successful customer service. 

· Designed and implemented process and procedures for efficient service delivery. 

· Managed risk and created mitigation plans for any potential risk. 

· Identified, monitored, and managed service levels to meet customer satisfaction. 

· Led problem resolution, Major incident, and Change management processes. 

· Built and maintained relationships with stakeholders and partners. 

· Assured ITIL compliance and oversaw team performance. 

· Mentored and trained team members and developed their skills. 

Service Transition and Compliance Manager, Engen, November 2018 to May 2023 

· Stakeholder Communication
· Creation of IT Maintenance and Forward schedule of changes
· Collaborated with stakeholders to define and document service transition requirements, including service level agreements (SLA) and key performance indicators (KPIs). 
· Conducting change reviews and thorough RCA on issues post implementation.
· Conducted risk assessments and mitigation strategies to address potential risks during service transition. 

· Ensured the successful integration of new services into existing infrastructure and systems. 

· Reporting (Weekly, Monthly, Ad-hoc). 

Service Architect, MTN Group, January 2017 - July 2018 

· Developed and maintained the overall service architecture strategy and roadmap for the organisation. 

· Defined service architecture principles, standards, and guidelines to ensure consistency and interoperability 

across the company's service portfolio. 

· Designed end-to-end service architectures, including service components, interfaces, and integration points. 

· Ensured service architectures align with best practices, regulatory requirements, and security standards. 

· Mentored Service Delivery Managers, sharing knowledge and best practices within the organization. 

EARLIER WORKING EXPERIENCE 
Global Service Transition Lead, SABMILLER May 2015 – December 2016
Service Management Lead (Seconded to MTN Uganda), Wipro Technologies, January 2014 - December 2014 

Change & Release Manager, Neotel, September 2011 – December 2013  

Change & Release coordinator, T- Systems, September 2009 – August 2011 

ITSM Consultant, Pink Elephant, November 2008 – May 2009 

Change & Configuration Management Specialist, Cell C, October 2006 – October 2008 

Configuration Management Controller, ABSA, January 2005 – September 2006 

Desktop Team Lead, Service Desk Manager, Configuration Management Specialist (MTN Group 1998 – Dec 2004)
QUALIFICATIONS

2022
Post Graduate Diploma Information Systems, University of Cape Town 

2013
Management Advancement Program, Wits 
1996
Advanced Diploma in Computer Science, Oxford College 
1994
Matric, SE College

CERTIFICATIONS

· Practical Configuration Management  

· V2, V3, V4 Foundation

· Prince2 Foundation 

· ISO20000 Foundation 

· ITIL V3 Service Design, Service Transition & CSI 

· COBIT 

· TOGAF 

SELECTED CAREER ACHIEVEMENTS      

· Successfully optimized vendor support process, leading to a 20% reduction in call hopping. 

· Received peer recognition as a service champion for consistently delivering exceptional performance. 

· Successfully executed the migration of BCX support to Accenture - India. 

· Contributed to the telesales operations in Poland. 

VOLUNTEER WORK 
Founding Member of the Klipriviersberg Residents Association. 
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