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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 technologii,
dodavanych definovanymi kompetencemi, umisténymi na

centralizovaném misté.

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: vysveétleni pojmu

CSO

Customer Service Operation
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CSO: Poslani/uloha/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: Tymy:
= Rizeni = SMDC P&C Management
. Problem Management = SMDC Reportink
. Change Management
. Availibility Management
. SLA Management
= Kontrola

. Proceslu
. Dokumentace

= Reportink
. Informacéni reporty
. Kontrolni reporty

= Sprava nastroju
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CS0O: 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 tiketl, severita tiketd,...
— Informacni: pocCet sametimovych meetingu...

= Reporty pro IBM
— Data od vsSech kompetenci
— Umisténi — Web Repository
— Sprava pristupt do Web Repository
= Reporty pro zakaznika - ,,Packages*
= Kontaktni tym pro konzultace nad reporty

= Sprava dokumentace k reportim
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SDM Processes

Problem,Change,Availa
LA Mg
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Servive reporting

CSO - SMDC (Service management + reporting)

Escalation path

.

Day to Day interfaces

Delivery Processes
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Definice problému:
Udalost, ktera zpusobuje ztratu nebo potencionalni

moznost ztraty dostupnosti, nebo vykonu rizenych
zdroju Ci spravovaného prostredi. V tomto jsou
obsazené chyby systému, siti, pracovnich stanic,
hardwaru, softwaru a aplikaci.
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Mise problém managementu:

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

.| Problem Reporter
"| Problem Rec. Closer
KPl1 ————— op=n Problems
final Problem clhss
— KPIE —
refuss solution + KFlS
v
Laadel I‘E:”"ra Grup Problem Resoleer Froblen Rasobesr
: resssign / tensisr
aooept'assgn Problem #| resobve Problem EPlZ — KPI34 —I_.
reject Problam propose to close
Ortheer J
Processes
coordinats *
as=gn Froblam Frohbiem reporsing
escalae - »| Escalstion Focalpaoint Frosem saving

. FProflem coondinating
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Key Performance Indicators — mérené hodnoty:

Measurement

Definition

Criteria

Target Ranking

Percentage of problems not
accepted by

no of problems not accepted within one day /
no of all problems

> all problems within IBM resolver groups

> difference between Date/Time opened and

5% - 10%

5% - 8%

10% -
15%

5% - 10%

5% - 10%

5% - 10%

90% -
95%

PMKPI1 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 KP4 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
within three days after solving after solving / no of all problems > difference between Date/Time solved and
PM KPI5 )
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
closed within 30 / 60 days 30/60 days / Number of closed Problem were not closed within 30 days and all
PM . .
BCP2 Records Severity 3 and 4 Problem Records, which

were not closed within 60 days within the
reporting timeframe

20% -
25%
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KPI- dopad probléem managementu:

Problem Mansgement KPI Jan “a Feb % Mar % Apr % May % Jun  th Jul % Aug % Sep % Oct %
Total number of Tickets closed EE0 100,0% | 651 100,0%( 839 1000%| 464 100,0%| 514 100,0% (379 100,0%|404 1000%| S08 100,0%| 455 100,0%( 527 1000%
Total Mumber of Tickets closed in IBM groups E20 939%| 631 969%( 858 965%| 456 958,3%| 498 959% (321 847%|336 832%| 4500 88E%| 428 941%( 505 958%
Total Mumber of Tickets closed in customer groups 400 BA%| 200 3I1%[ = 3,5% 8 1 T%| 16 3% 58 153%| 63 168%( 55 114%| 27 S59% 220 42%
Tatal Mumber of Tickets clozed in 3rd party support groups 0 00% u] 0,0%: o 0,0% o 0,0% u] oo 0 00% 0 00% 0o 00% o 00% 0o 00%
Total Mumber of Tickets closed in other groups 0 0,0% 0 00% 0o 00% 0o 00% 0 00%| 0O O00% 0O D0% 0o 00% 0o 00% 0o 00%
Total Mumber of first call closure tickets 167 253%| 230 35,3%( 442 4979 232 50,0%| 264 S514% (120 31 7%|165 405%| 224 441%| 170 374%( 263 499%
Murmber of closed Severity 1 Tickets (IBM) o) 0,0% 0o 00% o 00% o 00% 0 00%| 0 O00% 0 O00% o 00% o 00% o 00%
Mumber of clozed Severity 2 Tickets (IBM) 1 0,2% 1 0,2% 0o 00% 2 DA4% 0 00%| 0O O00% 0O D0% 1 0,2% 1 0,2% 0o 00%
Mumber of clozed Severity 3 Tickets (IBM) 200 32%| 22 35%| 44 S51%| 43 94%| 26 52%([ 16 S50%| 19 S57%| 16 IE¥%| 24| 5S5E% Too14%
Mumber of closed Severity 4 Tickets (1BW) 01%| 472 94 8% 95 0% 94 3% 95 2% 34 2%

PMKFI 2 Severity 1 Tickets nat fixed in contracted target (1BM)
PMKPI 3 Severity 2 Tickets nat fixed in contracted target (IBM)
PMKPIl 4 Severity 3 Tickets nat fixed in cortracted target (1BM)
PPl 4 Severity 4 Tickets not fixed in contracted target (IBW)
PMPI 6 Nr of Problems reassigned more than S times (1BW)
PMBCP1 Percertage of Tickets solved within SLA (KPI 2,340 (1BM)

Problem Management KPI Jan Yo Feb Yo Mar Yo aApr ] May Yo Jun %o Jul ] Aug Yo Sep Yo Oct Yo
Total number of Tickets clozed 1531 1000% 1735 100,0% (1759 100,0% | 1319 100,0% (1706 100,0% (1512 100,0% 1717 100,0% 1705 1000% 17453 100,0% | 2003 100,0%
Total Mumber of Tickets clozed in BM groups 1509 9856|1772 931% (1730 9549|1300 9B E% (1653 97 2% |1458 O64% (1646 95 9% |1645 96 5% |1608 920%| 1917 957%
Total Mumber of Tickets closed in customer groups 220 14%| 16] 08%| 29 1E%| 19 14%| 45 25%| 4 3%l M 41%| BO 35%) 1400 §0% g6 4 3%
Tatal Mumber of Tickets closed in 3rd party support groups 0o 00% o 00% o] 0,0% 0o 00% 0o 00% o] 0,0% 1] 0,0% 0o 00% o] 0,0% 1] 0,0%
Total Mumber of Tickets clozed in other groups o 00% o 00% 0o 00% o 00% o 0,0% o 00% o 00% o 00% 0o 00% 0 0,0%
Total Mumber of first call closure ticketz 469 J06% | 344 19.2% | 392 223%| 232 1T E%| 284 166%| 275 182%| 311 181%| 295 17 3% 283 162%| 330 165%
Mumber of closed Severity 1 Ticketz (IBM) I3 O22%( 30 17| 25 4% H 24%( 29 7% I3 23%| 21 1.3%| 14 089%]) 13 08% g 04%
Mumber of closed Severity 2 Ticketz (IBM) 16 A% 193] 14%| 200 12%| 25 19%| 25 5% 10 07| 35 2% 29 18%) M 1,3% 21 11%
Mumber of closed Severity 3 Tickets (IBM) 219 34.4% ) 393 225% | 987 339% | 324 249%( 493 S00%| 4989 I %) 571 347%| B9 F9E%| FOB 43 9% | B3 355%
Mumber of closed Severity 4 Tickets (IBM) 941 B2 4% 1325 T4.8% (1098 63,5%| 920 TVOS8%(1106 667%| 936 G636% (1019 619%| 930 =75%| 568 S4.0%| 1207 63 0%
PPl 2 Severity 1 Tickets not fixed in contracted target (IB)

PMKPI 3 Severity 2 Tickets nat fixed in contracted target (1BM) 2 125% 2 10,5% 4 114% 3 10,3% 3O14.3%

PMIPI 4 Severity 3 Tickets nat fixed in contracted target (IBM) 80 154%( F& 1919%| 104 17 7% TPO168% | 99 17 3% 120 17.0%

PMWIPI 4 Severity 4 Tickets nat fixed in contracted target (IBM) 200 182% 205 185% 154 151% 139 16,0%

PRIKPI 6 Mr of Problems reassigned more than S times (1BM)
FMWBCP1 Percentage of Tickets solved within SLA (KP1 23,4 (1BM)
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Nastroje problem managementu:

= Sledovani problém
» eESM Help Now

Zakaznikdv 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

2

932254 .ht
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Change Management
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Definice zmeény (Change):

Change je jakakoliv instalace nebo uprava
hardwaru, systému, 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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Prabéh zmény (Change):

RequasEr
[Changs Reg.Closs - no " o yes
request
dose
IC. Controller
C. Scheduler
—me| schedule |—me  C2€92Y
1or2
no
Ememency
Change Driver
approve — approved
B
activate install Frrrererimry
- I J Change Perform Coordinating
e A Change Contolling
Problem N0 Change o |check - I Change Approving
ok ? imple mentation| Cha .
Managementt L nge Ferforming
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Key Performance Indicators — mérené hodnoty:

Measurement

Definition

Criteria

Target Ranking

Exception Changes

5% - 10%

2% - 5%

5% -10%

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 /

changes not fully approved

no of all executed 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%

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 /

problem

problem / Total number of closed change
records

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

5% - 10%
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KPI- dopad change managementu:

Change Management KPI Jan % Feb % Mar % Apr % May % Jun % Jul % Aug % Sep % Oct %
Total number of change records closed 22 1000%| 419 1000%| 16| 1000%| 14 41000%( 31 1000%| 33 1000%| 31 41000%| 416 1000%| 46| 1000%( 19 1000%
Total number of change records COMPLETED [completion code) 200 909%| 19 1000%| 16| 1000%| 14 1000%( 30 968%| 29 &79%| 28 903%| 15 938%| 16| 1000%( 19 1000%
Total number of change records CANCELLED (completion code) 1 4 5% u] 0,0% u] 0,0% ] 0,0% ] 0 0% 4 121% 3 97% 1 6,3% u] 0,0% u] 0,0%
Total number of change records BACKOUT (completion code) o 0,0% o 0,0% o 0,0% 0 0,0% 0 0,0% 0 0,0% 1] 0,0% o 0,0% o 0,0% o 0,0%
Total number of change records EMERGENCY (Fastpsth Reason) 1] 0,0% 1] 0,0% 1] 0,0% 0 0,0% 0 0,0% 0 0,0% 0 0,0% 1] 0,0% 1] 0,0% 1] 0,0%
Total number of change records EXPEDITE (Fastpath Reason) 14 B36%| N a7 3% 9 563% 8 571%| 16 S1E%| 21 E36%| 16 516% Tood43n%| M B3A%] M a7 3%
Total number of change records CRITICAL 1] 0,0% 1] 0,0% 1] 0,0% 0 0,0% 0 0,0% 0 0,0% 0 0,0% 1] 0,0% 1] 0,0% 1] 0,0%
Total number of change records MAJOR 1] 0,0% 1] 0,0% 1] 0,0% 0 0,0% 0 0,0% 0 0,0% 0 0,0% 1] 0,0% 1] 0,0% 1] 0,0%
Total number of change records MEDILM 11 50,0% 3 158% 5 313% 5 357% 9 290%| 14 4z24%| 17 S48%| 11 58,8% 8 50,0% T 365%
Total number of change recards MINOR, 11 S00% | 16 54.2% 9 563% Voos00%| 20 G45%[ 15 455%| 12 IET%R 5 3 3% g 500%| 12 632%
Total number of change records BAL 0,0% il 0,0% 4 250% 4 28E5% il il il

CMKPI2 Total number of change records FAILED

CMHPIS Total number of change records FAILED with SLA impact
ChKPI Total number of change records BACKOUT with SLA impact
CMEPIS Total number of change records not fully approved

Ch BCP1 Percertage of changes where achedule was'nt reached

Change Management KPI Jan % Feb Y Mar % Apr % May Y Jun Y Jul % Aug Y Sep Y Oct %
Tatal number of change records cloged 2 100,0% 4 100 0% 5 100,0% 0 100,0% 4 100 0% G 1000%( 20 100,0%| 25 1000%| 17 1000%| 27 100,0%
Total number of change records COMPLETED [completion code) 2 100,0% 4 100 0% 3 B00% 1] 0,0% 3 ¥50% G 1000%( 20 1000%| 24 960%| 17 1000%| 27 100,0%
Total number of change records CAMCELLED (completion code) u] 0,0% ] 0,0% u] 0,0% u] 0,0% ] 0,0% u] 0,0% u] 0,0% ] 0,0% ] 0,0% u] 0,0%
Total number of change records BACKOUT (completion code) o 0,0% 0 0,0% o 0,0% o 0,0% 0 0,0% o 0,0% o 0,0% 0 0,0% 0 0,0% o 0,0%
Tatal number of change records EMERGENCY (Fastpsth Reason) 1] 0,0% 0 0,0% 1] 0,0% 1] 0,0% 0 0,0% 1] 0,0% 1 50% 0 0,0% 0 0,0% 1] 0,0%
Total number of change records EXPEDITE (Fastpath Reason) 1 50,0% 3 ¥50% 3 B00% 1] 0,0% 3 ¥50% 6 Y50%|( 10 S00%| 14 5S60%| 10 588%| M 40,7%
Tatal numker of change records CRITICAL 1] 0,0% 0 0,0% 1] 0,0% 1] 0,0% 0 0,0% 1] 0,0% 1] 0,0% 0 0,0% 0 0,0% 1] 0,0%
Total number of change records MAJOR 1] 0,0% 0 0,0% 1 20,0% 1] 0,0% 1 25,0% 1] 0,0% 1] 0,0% 0 0,0% 1 5,9% 1] 0,0%
Tatal number of change records MEDIM 1 50,0% 0 0,0% 1] 0,0% 1] 0,0% 1 25 0% 2 25 0% 1 50% 0 0,0% 1 5,9% 5 185%
Total number of change records MINOR 1] 0,0% 4 100 0% 4 50,0% 1] 0,0% 1 25,0% 3 37 5% 50 250%( M 44 0% 13 Y65 20 T41%
Total number of change records BAL 1 0 il il 1 3 4 14 2

ChKPIZ Total number of change records FAILED

ChKPIS Total number of change records FAILED with SLA impact
ChikPl4 Total number of change records BACKOUT with SLA impact
ChKPIS Tatal number of change records not fully approved

Chl BCP1 Percentage of changes where schedule was'nt reached
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Nastroje change managementu:

*Sledovani zmén

»eESM Manage Now

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

60963.ht

CSO VUT FI

5/18/2014

'ON DEMAND BUSINESS



IBM IDC Brno

Avallibility Management
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Major Incident Management:

[ Major Incident Evaluation ]

all from Escalation
Process

Major Incident
Criteria met?

[

Major Incident Setup ]

/Major Incident Evaluation

Major Incident Criteria:

»DPE declare as an Major Incident
»Vital Customer production is affected
»Major Security Incident
\>Escalation case is foreseeable

)

CSO VUT FI

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

¥

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

A4

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

[ Major Incident Operation ]

Recovery from Major
Incident
-Recovery Plans

[ Major Incident Termination]

-Bypass

Perform Major
Incident notification via

(It is critical important to
inform regularly all stakeholder:

no

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

yes

A

Close Major
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

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 tiketl, severita tiketd,...
— Informacni: pocCet sametimovych meetingu...

= Reporty pro IBM
— Data od vsSech kompetenci
— Umisténi — Web Repository
— Sprava pristupt do Web Repository
= Reporty pro zakaznika - ,,Packages*
= Kontaktni tym pro konzultace nad reporty

= Sprava dokumentace k reportim
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Otazky?
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