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Obsah prezentace

= CSO v konceptu IDC

= CSO - uvedeni do problematiky
= Teamy v ramci CSO

* Problem management

= Change management

= Avalibility management

= Reporting
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CSO v konceptu IDC

IDC — standardizace poskytovanych sluzeb a technoloqii,
dodavanych definovanymi kompetencemi, umistenymi na
centralizovaném miste.

Cile: Kompetence:
= Standardizace: procesu, = SSO
nastroju, roli
. o = NSD
= Automatizace: eliminace
manualni prace = DCS
= Konsolidace: soustfedéni = CSC
procesu = OIS
= CSO
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CSO: vysvetleni pojmu

CSO

Customer Service Operation
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CSO: Poslani/ulohal/cile

Poslani:

Kontrola, fizeni a podpora procesu probihajicich v ramci
IBM.

Cile:
= Spokojenost zakaznika

= Poskytnuti servisu podle podminek kontraktu
= Soulad s IBM standarty

= Rizeni a kontrola

= Koncentrace na podporu zakaznika
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CSO: Obsah ¢innost

Oblasti ¢innosti:

= Rizeni
. Problem Management
. Change Management

. Availibility Management
. SLA Management

= Kontrola

° Procesu
. Dokumentace

= Reportink
. Informacni reporty
. Kontrolni reporty

= Sprava nastroju
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Tymy:
= SMDC P&C Management
= SMDC Reportink
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CSO: SMDC P&C Management (SM)

Problem management

+ Sledovani otevienych problému severity 1 a 2
Kontrola severit
Kontrola RCA
Ziskavani dat
Eskalace
Rizeni problém
Change management
- Sledovani otevienych change tiketu
- Aktualizace change requestu
+ Poskytnuti podpory procesu

SLA management
» Podpora DPE pfi sledovani SLA
Availability Management
+ Major incident management, Manager on Duty process
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CSO: SMDC Reporting

= Reporty
— Kontrolni: SLA, pocet tiketu, severita tiketd,...
— Informacéni: poCet sametimovych meetingu...
= Reporty pro IBM
— Data od vsech kompetenci
— Umisténi — Web Repository
— Sprava pristupu do Web Repository
= Reporty pro zakaznika - ,,Packages*
= Kontaktni tym pro konzultace nad reporty

= Sprava dokumentace k reportiim
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CSO — SMDC (Service management + reporting)
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Escalation path

SDM Processes

Problem,Change,Availability,I'T -
Service Cont., SLA Mgt, ]
Servive reporting Day to Day interfaces
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Problem Management
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Definice probléemu:

Udalost, ktera zpusobuje ztratu nebo potencionalni
moznost ztraty dostupnosti, nebo vykonu rizenych
zdroju Ci spravovaneho prostredi. V tomto jsou
obsazené chyby systému, siti, pracovnich stanic,
hardwaru, softwaru a aplikaci.
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Mise problem managementu:

Problem management minimalizuje dopad
jakehokoliv incidentu v IT infrastrukture na vyrobu
a zajistuje prevenci vyskytu incidentu v
budoucnosti.
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Prubéh problému:

— KPIE —»
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Target Ranking

15%

5% - 10%
5% - 10%

90% -
95%
20% -
25%

u w W V4 .
Key Performance Indicators — mérené hodnoty:
Measurement Definition Criteria
Percentage of problems not no of problems not accepted within one day / > all problems within IBM resolver groups
PM KPI1 accepted by no of all problems > difference between Date/Time opened and
Problem Resolver within one day Date/Time accepted by Resolver
Number of severity 1 problems not no of all Sev. 1 problems fixed in contracted > all severity 1 problems within IBM resolver
PM KPI2 fixed in contracted target target / no of all Sev. 1 problems groups
> Date/Time solved is later as Target
Date/Time
Number of severity 2 problems not no of all Sev. 2 problems fixed in contracted > all severity 2 problems within IBM resolver
PM KPI3 fixed in contracted target target / no of all Sev. 2 problems groups
> Date/Time solved is later as Target
Date/Time
Number of severity 3 and 4 no of all Sev.3 and 4 problems fixed in > all severity 3 and 4 problems within IBM
PM KPI4 problems not fixed in contracted contracted target / no of all Sev.3 and 4 resolver groups
target problems > Date/Time solved is later as Target
Date/Time
Percentage of problems not closed no of problems not closed within three days > all problems within IBM resolver groups
PM KPI5 within three days after solving after solving / no of all problems > difference between Date/Time solved and
Date/Time closed
Number of problems reassigned no of problems more than 5 times reassigned > all problems within IBM resolver groups
PM KPI6 more than 5 times / no of all problems > more than 5 times reassigned
Percentage of problems solved Number of Problem Records solved within > all problems within IBM resolver groups
PM within SLA SLA / Number of closed Problem Records > Date/Time solved is later as Target
BCP1 Date/Time
Number of Problem Records not Number of Problem Records not closed within All Severity 1 and 2 Problem Records, which
PM closed within 30 / 60 days 30/60 days / Number of closed Problem were not closed within 30 days and all
BCP2 Records Severity 3 and 4 Problem Records, which
were not closed within 60 days within the
reporting timeframe

'ON DEMAND BUSINESS™




IBM IDC Brno

Problem Managemernt KPI

Taotal number of Tickets clozed

Tatal Mumber of Tickets clozed in 1BM groups

Tatal Mumber of Tickets clozed in customer groups

Tatal Mumber of Tickets clozed in 3rd party support groups

Total Mumber of Tickets closed in other groups

Tatal Mumber of first call closure ticket=

Mumber of closed Severity 1 Tickets (1BM)

Mumber of closed Severity 2 Tickets (1BM)

Mumber of closed Severity 3 Tickets (1BM)

Mumber of closed Severity 4 Tickets (IBh)

PRIKPI 2 Severity 1 Tickets not fixed in contracted target (IBW)

PRKPI 3 Severity 2 Tickets not fixed in contracted target (IBM)

PRKPI 4 Severity 3 Tickets not fixed in contracted target (IBM)

PMEPI 4 Severity 4 Tickets not fixed in cortracted target (1B

PRKPI & Mr of Problems reassigned more than 5 times (1B

PMBCP1 Percertage of Tickets solved within SLA (WP 2,347 (1B

Problem Managemert KPI

Tatal number of Tickets closed

Taotal Mumber of Tickets closed in IBM groups

Tatal Mumber of Tickets clozed in customer groups

Tatal Mumber of Tickets clozed in 3rd party support groups

Total Mumber of Tickets closed in other groups

Taotal Mumber of first call closure tickets

Mumber of clozed Severity 1 Tickets (IBh)

Mumber of closed Severity 2 Tickets (IBWM)

Mumber of clozed Severity 3 Tickets (IBW)

Mumber of clozed Severity 4 Tickets (IBh)

PRWIKPI 2 Severity 1 Tickets not fixed in contracted target (1BM)

PMKPI 3 Severity 2 Tickets not fixed in contracted target (1BM)

PRKPI 4 Severity 3 Tickets not fixed in contracted target (1BM)

PMIKPI 4 Severity 4 Tickets not fixed in contracted target (1BM)

PMIKPI 6 Mr of Problems reazsigned more than 5 times (IBW)

PMBCPT Percentage of Tickets solved within SLA (KP12,3,4) (1B
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KPI- dopad problem managementu:
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Nastroje problem managementu:

= Sledovani problém
» eESM Help Now

Zakaznik(v nahled do problému dostupny v intranetu
» eESM Manage Now
Dokumentace, monitoring, reseni, eskalace problému
» eESM Tivoli Service Desk
Vstupni prostfedi Helpdesku
= Reporting
» Crystal pro KPI reporty
» Brio Reporting pro opertivni reporty
» Report now pro SLA reporty

28932254.htm
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Change Management
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Definice zmeény (Change):

Change je jakakoliv instalace nebo uprava
hardwaru, systemu, softwaru, aplikaci, prostredi Ci
pripojenych siti.
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Mise change managementu:

Change management je ,nastroj”, ktery zajistuje,
ze prvky jsou meneny predem definovanym
zpusobem bez chyb a spatnych rozhodnuti.
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Prubéh zmény (Change):
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Key Performance Indicators — mérené hodnoty:

Measurement

Definition

Criteria

Target Ranking

Exception Changes

5% - 10%

2% - 5%

5% - 10%

changes not fully approved

no of all executed changes

CMKPI2 Percentage of failed changes no of failed changes / no of all changes »all changes /
» failed changes
CMKPI3 Percentage of failed changes no of all failed changes with SLA impact / ~all changes /
with SLA impact no of all changes »failed changes with SLA impact
CMKPI4 Percentage of backed out no of backed out changes with SLA impact »all changes /
changes I no of all changes » backed out changes
CMKPI5 Percentage of all closed no of closed changes not fully approved / »~all changes /

»executed not fully approved

>0% - 2%

Process Target Alignment

CMKPI6

Percentage of exception
changes Cat 1+2+3

Number of exception changes category
1+2+3 | Total number of change category
1-2-3 requests

~all changes /

»executed not fully approved

15% - 0%

Business Control Points

5% -10%

problem

problem / Total number of closed change
records

CMBCP1 Percentage of changes where Number of change records not ~all changes /
schedule was not reached implemented within planned timefram / .
~all change records which were
Total number of closed change records - .
implemented earlier or later than planned
start and end date / time"
CMBCP2 Percentage of changes caused a Number of change records caused ~all changes /

~all change records which caused a
problem in the reporting timeframe,
documented”

5% -10%

CSO VUT FI
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KPIl- dopad change managementu:

Change Managemert KPI

Jan %

Total number of change records closed

100,0%

Tatal number of change records COMPLETED (completion code)

90,9%

Tatal number of change records CAMCELLED (completion code)

4.5%

Total number of change recards BACKOUT {completion code)

0,0%

Total number of change records EMERGENCY (Fastpath Reason)

0,0%

Tatal number of change records EXPEDITE (Fastpath Reason)

53 ,6%

Tatal number of change records CRITICAL

Total number of change recards MAJOR

0,0%

Total number of change recaords MEDILM

50,0%

Tatal number of change records MINOR

a0,0%

Tatal number of change records BAL

1
0
0
4
0 0,0%
0
1
1
0

0,0%

ChKPI2 Total number of change records FAILED

ChKEPIS Total number of change records FAILED with SLA impact

CMEPI4 Total number of change records BACKOUT with SLA impact

ChKPIS Total number of change records not fully approved

Chd BZP1 Percentage of changes where schedule wasz'nt reached
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Change Management KPI

Total numker of change records clozed

100,0%

Total number of change records COMPLETED (completion code)

100,0%

Tatal number of change records CANCELLED (completion code)

0,0%

Tatal number of change recards BACKOUT (completion code)

0,0%

Total number of change records EMERGENCY (Fastpath Reaszon)

0,0%

Tatal number of change recards EXPEDITE (Fastpath Reason)

a0,0%

Tatal number of change recaords CRITICAL

0,0%

Total number of change records MAJOR

0,0%

Total number of change records MEDILIM

50,0%

Tatal number of change recards MINOR

0,0%

Total number of change records BAL

= O = OO = OO0 0 Rk

ChKPIZ Total number of change records FAILED

CMKPIZ Tatal number of change records FAILED with SLA impact

ChKPI4 Tatal number of changes records BACKOUT with SLA impact

ChKPIS Total number of change recards not fully approved

Ch BCP1 Percentage of changes where zchedule was'nt reached
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Nastroje change managementu:

=Sledovani zmén
»eESM Manage Now

*Dokumentace, planovani, fizeni, kotrola, koordinace a monitoring zmén

1160963.htm
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Avallibility Management
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all from Escalation
Process

Maijor Incident
Criteria met?

[ Major Incident Evaluation ]

[

Major Incident Setup ]

(Major Incident Evaluation

Maijor Incident Criteria:

»Major Security Incident
\>Escalation case is foreseeable

»DPE declare as an Major Incident
»Vital Customer production is affected

~

/

CSO VUT FI

A\ 4

Determine the situation
-affected services
-affected countries
-needed skills

v

assign the
MIO

!

Organize the staffing
Depending on the impact
of the Major Incident the
team, which escalate or
decide consist of...

A 4

Setup Steering Committee

v

Perform Major Incident
notification via

to IBM and or ABB

A\ 4

Decision to raise
an EXEC ALERT
or not
(Notes Database)

—p| Incident

Major Incident Management:

[ Major Incident Operation ]

Recovery from Major

[Major Incident Termination]

Close Major

-Recovery Plans

-Bypass

Perform Major
Incident notification via

(It is critical important to
inform regularly all stakeholderg)

Verify
Recovery from
Major Incident
complete?
-Check against Major Incident
Criteria setup by MIO.
-Decision
how to proceed

no

yes

Incident
Verify the customer
satisfaction

Notify involved persons

- all persons involved in recovery
- Mgmt.

- Customer

Major Incident Post processing

Perform Major Incident Review
2 days after Major Incident

A 4

Major Incident Report
according to the situation max 4
weeks after Major Incident
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Reporting
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CSO: SMDC Reporting

= Reporty
— Kontrolni: SLA, pocet tiketu, severita tiketd,...
— Informacéni: poCet sametimovych meetingu...
= Reporty pro IBM
— Data od vsech kompetenci
— Umisténi — Web Repository
— Sprava pristupu do Web Repository
= Reporty pro zakaznika - ,,Packages*
= Kontaktni tym pro konzultace nad reporty

= Sprava dokumentace k reportiim
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