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Director

Alexandre HEDAYAT

Mobile: +41 (79) 244 63 35
Email:  alexhedayat@yahoo.com

Mr. Hedayatbrings30 yearsof extensiveglobalexperience,more specifically
in Switzerland,Europe,Russiaand the United Statesin information systems,
consulting,sales& businessdevelopment,technology,finance,and covering
numerouskey industry sectors. His clients havebenefitted from his unique
know-how, and deep knowledge in strategy, operations, management,
strategic sales, negotiations, advisory, consulting, transformation, and
outsourcing. He also brings a very unique mix of perspectivesfrom his
extensiveclient,advisory,consultingandserviceǇǊƻǾƛŘŜǊΩǎexperience.

¸ CurrentRole
Prior to working with ISGfor the last 6 years,Mr. Hedayatspent 15
years in global roles working for Du Pont de Nemours,in Financial
Audit, IT Service Delivery, Telecommunications, Strategy,
Transformation, Executive Board Advisory as well as providing
leadershipfor a $5billion outsourcingfor DuPontI.T. includinga 4000
FTEglobalworkforcetransfer. Mr. Hedayatthen joinedCSCfor 8 years
where he held global project, delivery and businessdevelopment
roles,aswell asworkingon mega-dealsizedoutsourcingengagements
up to $8billion both in the civiliananddefensesectors. Hethen joined
OrangeBusinessServicesto build and lead their global Outsourcing
StrategicSalesteam, winning over $2billion worth of new business
during his 6 yearsin Orange. He is alsoa regularspeakerat industry
andeconomicevents.

¸ CareerHistory

Mr.IŜŘŀȅŀǘΩǎmulti-disciplinarybreadthanddepth of experiencehasallowed
him to bringrecognized,trusted andvaluedadvisoryguidanceandconsulting
both at operational and Board level. This, in areas such as management,
strategic sales, strategy, service delivery, global operations, mega-deal
outsourcing leadership& advisory. Further experiencealso includes high-
profile transactions,transitions and transformations,finance, applications,
audit, security,organization,change,and telecommunications. Mr. Hedayat
hassold and led a number of key sourcingtransactions,developedsourcing
and IT strategies,advisedon numerouscritical global negotiationsfrom all
sidesof the table,supportedset-up of governance,operations& deliveryand
providedstrategic,Board-leveladvisoryto a numberof clients. Hisexperience
coversa wide rangeof industriessuchasManufacturing,ChemicalOil & Gas,
Energy,Insurance,Aerospace,Banking,Finance,ConsumerGoods,Telecom-
munications, Defenseand Governments. He hassupportedhigh-level clients
in the UnitedStates,Russia,Europeandthe Nordics.

¸ Management Consulting, Strategic Sales and Advisory

Mr. Hedayatis a Swissnational, lives in Geneva,with Russianand
Persianbackgrounds,has worked and lived in the United States,
Russia and Europe. He speaks fluent French and English, and
understands German and Russian. He has solid multi-cultural
experience,working with a global and diverse group of corporate
clients. Heholdsa degreefrom the EcoleSupérieurede Commerceof
Genevaandhascontinuouslyrefreshedandupdatedhisexpertiseand
thought leadership through executive education and development
over 25 years. Mr. Hedayatis a current aircraft and helicopter pilot,
andisactivein the field aviationsafetyandhumanfactors.

¸ BackgroundandLifeExperience
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1. Best Practices Business 

Culture in IT Services
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Ʒ There are many different reasons why companies are engaged in Multi-sourcing.

Ʒ Multi-Sourcing, Outsourcing, multiple Managed ServicesςSame impacts & requirements

Why do Companies Engage in Managed Services ?

Managed Services

It just happened!

..best road to 
inconsistencies.

Internal Capabilities

Ʒ Delivery limitations of 
organisations

Ʒ Maturing sourcing and 
service management 
expertise 

Strategic Considerations

Ʒ Agility and flexibility
Ʒ Better alignment to 

differing business models 
Ʒ Best-of-breed focus
Ʒ Introduce competition

Driven (forced) by
Market Dynamics

Ʒ Trend away from Single-
Supplier mega deals

Ʒ Intense competition
Ʒ Advanced service delivery 

options

VU

V U
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Why are we having this conversation ?   Typical situation.

Two levels of engagement, executive and service delivery ςconceals relationship 
challenges and can damage opportunity for strategic focus and innovation. 
Structured Contract Management, Commercial Management and Relationship 
Management processes help. Service Provider Executive & Governance TeamClient Executive & Provider Management Team

Service  levels
are OK but our
stakeholders
are unhappy!

CXO

We are
delivering

according to the
contract!

How can we get
past the day-to-day
to a more strategic

relationship?

²Ƙȅ ŀǊŜƴΩǘ ǿŜ
getting the

innovation they
promised?

They want to
attend our strategy 
meetings but I think 

it is just to sell
more services.

CXO

Executive conversation Executive conversationService Delivery Conversation

Delivery
Lead

Service
Delivery
Manager

Service
Delivery
Manager

Delivery
Lead

They never
give us time to

respond to
their urgent
requests!
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Ʒ Multi-sourcing (a collection of Managed Services) is often underestimated and market 
observations show that expected benefits are often not realized due to ineffective 
management.

The Realities of Managing Managed Services

ά[ŀŎƪ ƻŦ ƳŀƴŀƎŜƳŜƴǘ ƛǎ 
central to the problems 
with multiple sourcing. 

84% of companies do not 
have what they regard as a 

mature governance 
ƳƻŘŜƭΦέ

Survey by PA Consulting
Financial Times 

άсо҈ ƻŦ ŎƻƳǇŀƴƛŜǎ 
surveyed believe they lose 

an average of 25% of 
contract value due to poor 

ƎƻǾŜǊƴŀƴŎŜΦέ

International Association 
of Outsourcing 
Professionals

ά/ƻƳǇŀƴƛŜǎ ƭƻǎŜ ōŜǘǿŜŜƴ 
10% and 30% of the 

expected value of their 
transaction through 
ƛƴŜŦŦŜŎǘƛǾŜ ƎƻǾŜǊƴŀƴŎŜΦέ

ISG Field Experience
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Elements for Successful Managed Services

The functions and business processes required for successful post-contract 
management of outsourcing relationships. 

Elements of
Successful 

Managed Services

Clear Roles & 
Responsibilities

Common 
Source of Truth

End-to-end 
Measurement & 

Reporting

Integrated 
Governance 
Framework

Assured Contract 
Compliance

Repeatable, 
Common & 
Integrated 
Processes

ValueAssurance

Staff Readiness
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Managing Managed Services is different

ƷWe consider this a new management science

ƷLimited academic consideration of the subject
Á Carnegie Mellon ςeSourcing Capability Model (ESCM)

Á Duke University ςResearch 

Á IAOP, SiG, and others providing some research, conferences to grow practices

Ʒ There are many elements in play in managed services, but the single biggest 
element is human factors, similar to aviation.

Ʒ Success attribute: Expect change and make change

Ʒ How do you define success and failure ?
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Best Practices Culture in IT Services

ƷToday, Russia has a fast maturing IT Services market. That is very clear. 

ƷSome Industry clients and Providers are catching-up fast on what is done at 
global level, integrating best practices. Others are taking more time.

ƷState-owned companies need an uplift of how to get best possible IT services 
(exactly the same as in the rest of the world).

ƷThe question is how to apply Global business culture and practices to the 
currently evolving Russian market for IT services ?

ƷThe understanding of the difference between Managed Services and 
Outsourcing is still evolving. Three examples of key differences: 

ÁSize of Project

ÁHR, People Transfer

ÁTransition & Transformation

ά²ŜǎǘŜǊƴέ ±ǎ wǳǎǎƛŀ Κ   bƻΦ    Dƭƻōŀƭ .Ŝǎǘ tǊŀŎǘƛŎŜǎ ǾŜǊǎǳǎ [ƻŎŀƭ IŀōƛǘǎΦ
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Best Practices Culture in IT Services

ƷWhat is different in Global or Western markets ?

1. IT services procurement follow mature bidding processes
(not always good processes ςbut more mature and adjustable as needed)

2. Sales teams and bid are more experienced. Senior sales executives are more 
ŜȄǇŜǊƛŜƴŎŜŘ ŀƴŘ ŀǘǘǳƴŜŘΣ ŀƭƛƎƴŜŘ ǿƛǘƘ ǘƘŜƛǊ ŎƭƛŜƴǘΩǎ Ƙŀōƛǘǎ ŀƴŘ ƴŜŜŘǎΦ

3. More transparency/structure in:  1) bidding process (RFP/Tender), 2) Results, 
selection and award, 3) Services definition, SLAs, prices, transition, delivery.

4. Therefore: clearer Transition, Transformation, Deliveryand Governance. 
Difference clearer also between Managed Services and Outsourcing

5. Governance processes are more mature, experienced and acknowledged as 
key to deliver expected value and results. 

ά²ŜǎǘŜǊƴέ ±ǎ wǳǎǎƛŀ Κ   bƻΦ    Dƭƻōŀƭ .Ŝǎǘ tǊŀŎǘƛŎŜǎ ǾŜǊǎǳǎ [ƻŎŀƭ IŀōƛǘǎΦ
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Best Practices Culture in IT Services & Procurement

1. Delivery services, get paid fairly

2. Have clarity in contracted services

3. Support your team. Make sure the 
supplier supports their team.

4. Manage Change

5. Excellent Client-Side Governance

6. Executive Alignment

7. {[!Ωǎ Ƴǳǎǘ ƳŀƪŜ ǎŜƴǎŜ ƻǇŜǊŀǘƛƻƴŀƭƭȅ

8. Usable definition of services (and prices)

9. Clear Selection Process

1. Every service has a fair price and value

2. RFP / Contracting phase is crucial

3. Superior management is fundamental

4. Key during Transition and Transformation

5. Vital ςwill not work without Governance

6. Strategically, the most important

7. If not, SLAs are not effective

8. If not, nobody knows what services must be 
delivered, and which services can be 
requested (and at which price).

9. Establish clear selection / win process

Some of the particular items noted when operating in Russia. But these are not 
Russian exceptions ςsame discussions in Europe. 
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2. IT Services & Sourcing, a 
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