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DHL - IT Services
Manager of Application Support Department – Customer Services Applications	Jan 2023 – Current

Manager of managers. 40+ local and remote team members in Prague, Czech Republic; Kuala Lumpur, Malaysia; San Jose, Costa Rica and Chennai, India. Application portfolio of global applications deployed in all countries and territories operated by DHL Express (220).

Major achievements:
· Implementation of stabilization program for vendors failing to meet delivery quality
· Outstanding departmental results in Employee Opinion Survey
· Pilot rollout of Customer Services Module of ServiceNow to replace legacy case management system in 25 countries in 2 years with an exciting plan to deploy this service to another 80 countries in 2025
· Consultancy on DHL wide programs related to zero downtime and improvements in service resiliency
· Managing Portfolio of Customer Services related applications:
· Multichannel Tool is a core application for Customer Services to communicate with customers over e-mail, social networks and various digital channels. I managed a stabilization program that took place in 2024 to enable migration to a new cloud solution in 2025
· Case management platform - Extensive rollout of new Case management solution to replace legacy solution was ramping up dramatically in 2024 to become one of key priorities for Customer Services centers with massive rollout in 2025
· Cost Center management of approx. 15 million € in revenue

DHL - IT Services
Manager of Application Support Department – Finance Applications	February 2018 – December 2022

Manager of managers. 20+ local and remote team members in Prague, Czech Republic and Kuala Lumpur, Malaysia. Application portfolio of global applications deployed in all countries and territories operated by DHL Express (220).

Major achievements:
· Implementation of Service Reliability teams
· Implementation of Service improvement programs to business and mission critical applications
· Implementation of collaboration plans across multiple application support domains (Finance,
Client Service, Sales & Marketing, E-Commerce)
· Implementation of Talent Discovery program that is providing mentoring and guidance to colleagues in Service Desk to get relevant skills to move into Solution Support organization
· Cost Center management of approx. 10 million € in revenue
· Consistently keeping key KPI’s above organizational targets
· Implementation and rollout of several Global applications and platforms (Global Rating Engine)

DHL - IT Services
Manager of Application Support Team	October 2015 – January 2018

Managing application support team for data mediation and ETL

Major achievements:
· Creating Deployment team as new organization structure to improve quality of Build-to-Run process
· Improving post-go-live support and reporting for mission critical applications
· Improving stakeholder management strategy and communication

DHL - IT Services
IT Project Manager	July 2013 – September 2015

Managing finance/billing application suite (1 major and 2-3 minor releases per year)

Major achievements:
· Leading multifunctional project team of 15 members
· Creating and maintaining relationship with key Express Business and ITS stakeholders
· Managed project portfolio budget of €2.35m in 2014
· Successful delivery of DVRA GRE Pilot release - Key technical stages (Technical E2E testing, Technical RTP and Post go‑live support) managed from Kuala Lumpur, Malaysia


DHL - IT Services
Technical Analyst team Lead 	October 2012 – June 2013

Technical deliverables for key projects: Global Deployments, DVRA GRE release, Data validation	

Major achievements:
· Created a new foundation for Knowledge Base and Knowledge capture
· Process improvement for task assignments and reporting for technical consultants
· Leading team of technical analysts through most stages of SW lifecycle as analyst/tester (SRS, TAT, IAT, PST, UAT, RTP and Post go-live support)
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Ernst & Young, s.r.o
Junior programmer – Financial Services Risk Management Department	August 2011 – August 2012

Major achievements:
· Implementation of tools for Loan Impairment under IFRS9 standards and Assets & Liability management tool
· Ownership of data design and application architecture for Assets & Liability management tool


[image: ADP Employer Services Czech rep.]
ADP Employer services Česká republika, a.s.
IT Assistant/Administrator	July 2007- January 2011

Job description: 
· IT support for EMEA region and maintenance of computers and technical assets of company in PRG
EDUCATION
[image: University of Economics in Prague, Faculty of Informatics and Statistics]University of Economics, Prague
The Faculty of Informatics and Statistics
Study program: Computer science – bachelor’s degree	January 2012
Bachelor thesis: Security risk analysis of data boxes established by individuals
· Risk analysis of data boxes information system
skills and ABILITIES
Project and People Management, Finance and Billing applications, Database systems (Microsoft SQL, Oracle), Microsoft Suite, Talent and Sourcing management
CHARACTER QUALITIES AND INTERESTS
Leadership, team player, communication skills, continuous improvement, martial arts, volleyball, jogging
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