
VIKRANT SINGH
Delivery and service management leader | Major incident, release planning, human-gated AI in operations
Scarborough / Greater Toronto Area, Ontario | Canadian citizen

vikrantsingh.fyi | linkedin.com/in/ssvikrant | medium.com/@svikrant

PROFESSIONAL SUMMARY
Fifteen years in IT service delivery and service management: Sev 1 / Sev 2 through restore, release planning, SLA ownership
on the provider side, and three years on Citi Trade and Transaction Services through Virtusa.
At Virtusa for Citi I ran incident and problem management for two trade applications (repeat incidents down 60 percent
through root cause), coordinated delivery for 22 applications, and after promotion kept ownership of major incident
reporting, executive service reviews, and the ServiceNow infrastructure project queue. At CompuCom for the Government
of Ontario I was the client point of contact on Sev 1 and Sev 2 through restore and led a 15-person global team at 99
percent availability. At Total IT Consult I held the Service Delivery Manager seat for six APAC and Europe clients against SLA
and satisfaction targets.
Today I build small production systems where AI proposes and a human authorizes. Public walkthroughs: the gated incident
path and related writing on Medium.

CORE COMPETENCIES
Service delivery and governance: Client SLAs and satisfaction targets | Service performance reporting | Executive
service reviews | Recovery plans when commitments slip
Incident and problem: Sev 1 / Sev 2 through restore | Root cause follow-through | Major incident reporting | Clear
updates to customers and resolvers
Release and transition: Release planning with milestones and dependencies | Staged releases | Transition into support
Teams and stakeholders: Single point of escalation for client IT managers | Cross-functional resolver urgency | Concise
business summaries for senior management
ITSM and platforms: ServiceNow | BMC Remedy | Teams and SharePoint Online (admin support) | ITIL v3 Foundation
AI in operations (building): Human-gated triage agents | Written repo rules for coding agents | Production deploys
from main after checks

PROFESSIONAL EXPERIENCE

Independent - IT Delivery Consultant and AI Developer
Toronto, Ontario | Remote | Sep 2024 - Present

Built an incident triage agent where the AI drafts triage and communications and a human authorizes before anything
is sent or closed. Folder is the ticket if the model is down. Public walkthrough and essay: vikrantsingh.fyi and
medium.com/@svikrant.
Build small working systems end to end in Python and TypeScript. Direct AI coding agents through written repository
rules; production deploys only from main after tests or build checks pass.
Operate a personal site with live health checks (vikrantsingh.fyi). Built and operate a daily Python pipeline on GitHub
Actions for CanadaBuys tender notices (LLM ranking is report-only). Delivered live marketing sites on Cloudflare
Workers (TypeScript) with bot-protected lead capture.

Virtusa - Project Manager
Toronto, Ontario | Remote | Jan 2024 - Jul 2024
Citi Trade and Transaction Services (TTS), North America

Continued ownership of the Citi TTS infrastructure portfolio after promotion, including the ServiceNow infrastructure
project queue, major incident reporting, and executive service reviews.

Virtusa - Associate Project Manager
Toronto, Ontario | Remote | Jun 2021 - Jan 2024
Promoted to Project Manager in January 2024

contact@vikrantsingh.fyi



Ran incident and problem management for two trade applications. Root cause work reduced repeat incidents by 60
percent.
Ran delivery plans with milestones and cross-team dependencies for 22 applications, coordinating application
development, architecture, operations, and finance through each release.
Changed program status reporting from percent complete to remaining work, new scope, and blockers so slips
surfaced weeks earlier.
Managed vulnerability remediation for three treasury and trade applications to full compliance with risk targets.
Delivered infrastructure for 22 TTS applications at about 95 percent on time, including the infrastructure side of the
India data localization program (servers, storage, network, and security controls) so India transaction data was held in
country.

CompuCom Canada - Team Lead, Infrastructure Management
Greater Toronto Area | Aug 2018 - May 2021
Government of Ontario managed services, 24x7

Client point of contact on Sev 1 and Sev 2 incidents. Ran the response and stayed through restore.
Led a 15-person global team supporting more than 3,000 servers (Windows, Linux, AIX, Solaris) and network
infrastructure at 99 percent availability.
Subject matter expert on the ServiceNow to BMC Remedy integration between CompuCom and the client (defect
resolution and new integration requirements).
Worked with Information Security to reduce open vulnerabilities by 25 percent. Built IT operations automation on
Microsoft Power Platform; supported Teams and SharePoint Online administration.

Total IT Consult LLP - Service Delivery Manager
New Delhi | APAC and Europe clients | Aug 2017 - Mar 2018

Ran IT service delivery for six mid-to-large clients across APAC and Europe against SLA and satisfaction targets.
Built a partner network from scratch across both regions to staff customer support, and managed those partners as
subcontractors against client SLA targets.
Single point of escalation for client IT managers. Reported project and program P&L to leadership.

Wipro Ltd - Information Technology Operations Manager
Gurgaon | Big 4 client | Jul 2014 - Aug 2017

Led 40 IT professionals across seven sites (service desk, deskside, asset management, and voice conferencing).
Reduced downtime 25 to 30 percent through monitoring, trend analysis, and preventive fixes. Moved program gross
margin from 22 to 30 percent. Primary on-site liaison with client executives up to C-level.

Vayam Infosolutions - Site Lead
Noida | Jan 2012 - Jul 2014

Ran 24x7 IT operations for a large BPO client covering deskside, server, network, and asset management.
Founding member of the Situation Management team handling major incidents for EXL Service. Raised transaction
quality from about 55 to 85 percent.

Earlier roles
Service Desk Specialist, Microland Ltd (Jun 2011 - Dec 2011) - Email, chat, and phone support; SLA above 95 percent;
escalated power-user calls.
Executive, Aegis Global (Aug 2009 - Mar 2011) - 24x7 remote support for users in the USA, Canada, and the UK by phone,
email, and chat.

EDUCATION AND CERTIFICATIONS
B.Tech, Computer Science and Engineering - AKTU (formerly UPTU), Lucknow, 2005-2009
ITIL v3 Foundation - AXELOS, March 2017 (GR750297178VS)
AWS Cloud Practitioner Essentials; Google Cloud SRE: Measuring and Managing Reliability; Microsoft Azure Essentials
Courses (LinkedIn Learning): Agile Foundations; Scrum: The Basics; DevOps Foundations (SRE, DevSecOps); IT Security
Foundations


