Project case study

Delivering Synchrony's global
managed servicestransition and
transformation

A two-year delivery programme within a five-year financial services managed services
contract, moving aregulated enterprise from its incumbent MSP to a new integrated
global model without disrupting business-critical operations.

Delivery window Contract term Users supported Regions

2 years 5years 125,000 US, India, Philippines

The challenge

Synchrony, a leading financial services organisation, set out to modernise its global IT operations,
strengthen service resilience and improve user experience across the enterprise. The transformation
spanned multiple service towers.

I led the full transition from the incumbent MSP to a new, integrated global managed services model.
Services went live incrementally, so stability, compliance and business-critical financial operations were
protected throughout. The programme underpinned a five-year managed services contract, giving
Synchrony a long-term operational foundation for 125,000 users across the US, India and the
Philippines.

Service operations built for financial services scale

Synchrony needed a service model that could support high-volume, regulated operations across multiple
time zones. | delivered:

A 24/7 global service desk operating across three continents
A unified ServiceNow ITSM platform covering incident, request, change, problem and major incident
management

Modernised telephony and contact-centre systems aligned to financial-sector compliance and
auditability

Together these created a single, predictable operational rhythm. That matters in financial services,
where service availability directly affects customer trust and regulatory obligations.

| ncremental go-lives. controlled and predictable

The programme was structured around phased service activation, so each tower moved over safely.
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1. Early towers
Service desk, telephony and ITSM were stabilised first.

2. Infrastructuretowers
Networking, Wintel and security followed, with controlled cutovers.

3. High-risk components
Data centre migration, supply chain and device refresh were sequenced to minimise operational exposure.

This approach kept service uninterrupted for Synchrony's financial operations, reduced early-life
incidents and allowed lessons to carry from one phase to the next.

Not ssimply a supplier transition, but a full operational uplift.

Digital experience and automation

To modernise user engagement and reduce operational load, the programme introduced:

A multilingual enterprise chatbot in English and Mandarin, enabling self-service for common requests
Automated ServiceNow workflows that improved SLA adherence, routing accuracy and audit
traceability

User-adoption programmes so employees understood the new tools, processes and support
channels

Support shifted from reactive to proactive and user-centred.

End-user technology and supply chain
Synchrony's workforce needed modern, secure and reliable devices. | led:
A global device refresh with standardised builds and secure configurations

A redesigned supply chain model for predictable fulfilment, asset tracking and lifecycle management
Structured user adoption and communication plans to support smooth transitions

The result was measurable improvement in user satisfaction, device performance and operational
stability.

|nfrastructure and platform transformation

Data centre migration from legacy environments to modern, secure platforms

Transformation of networking, Wintel and security services to meet financial-sector resilience and
compliance standards

Integration of the new MSP's capabilities into Synchrony's enterprise architecture

These changes strengthened Synchrony's technical backbone and positioned it for future cloud and
digital transformation.
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| TSM excellence and gover nance

Financial services demand disciplined governance and mature ITSM practice. | established:

* End-to-end incident, request, change, problem and major incident management
* A unified service catalogue, operational playbooks and acceptance criteria for all towers
* A structured transition framework for predictable handover into BAU

This gave stability, clarity and accountability across the whole MSP ecosystem.

Outcomes
By the end of the two-year programme, Synchrony had:

= Afully integrated global managed services model

* Modernised infrastructure and end-user technology

* A unified ITSM platform with automation at its core

* A multilingual digital support experience

* Stronger operational resilience and fewer early-life incidents

* A scalable foundation for the remainder of the five-year managed services term

The programme delivered a modern service landscape able to support Synchrony's financial services
operations for years to come.

Scope: Service Desk, Telephony, ITSM (ServiceNow), Networking, Wintel, Security, Data Centre Migration, Supply Chain,
Device Refresh
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