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Bili� im Sistemleri Yönetimi

�

Kar � �la� �lan Problemler

! Belli problemlerin çözümünde sürekli tek ki� iye ba� �ml� kal�yorum

! Elemanlar�m�n doluluk oran�n� ve yapt�klar� i � leri takip edemiyorum

! Sürekli tekrar eden problemlerle u� ra� �yorum

! Güncel bir bilgi bankas� olu� turam�yorum

! Yeni elemanlar�n verimli olma sureci ve e� itimi cok uzun zaman al�yor

! Problemlerin çözümü olmas� gerekenden çok uzun sürüyor

! Sistemde yap�lan de� i� iklik ve yenilikler birçok öngörülemeyen

problemin ç�kmas�na neden oluyor

! Maliyetler sürekli art�yor

! Yap�lan yat�r�mlar�n kar � �l�� �n� alam�yorum



Cevap Bekleyen Sorular

�

Planlama ve Organizasyon:

� Bili� im Sistemleri ve i� hedefleri birbiriyle çak�� �yor mu?

� Organizasyon iç ve d�� kaynaklardan yeteri kadar yararlanabiliyor mu?

� Bili� im Sistemleri’nin � irket için yaratti� � risk nedir? Risk yönetimi var m�?

Yat�r�m ve Uygulama:

� Yeni projeler zaman�nda ve bütçe dahilinde gerçekle� tirilebiliyor mu?

� Yeni sistemlerin uygulamaya konulduktan sonraki performans� nas�l?

� Sistemde yapilan degisiklikler sistemin calismasini olumsuz etkileyecek mi?

Hizmet Sunumu:

� Bili� im sistemleri i� in gerektirdi� i öncelik ve ihtiyaçlara cevap verebiliyor mu?

� Maliyetler bütçe dahilinde optimize edildi mi?

� Çal�� anlar Bili� im Sistemleri’nin sundu� u hizmetleri güvenli ve verimli bir � ekilde kullanabiliyor mu?

Kontrol ve De � erlendirme:

� Bili� im Sistemleri performans� ölçülebiliyor mu?

� Problemler çok geç olmadan tespit edilebiliyor mu?

� Bili� im Sistemleri gerekli standartlara uygun çal�s�yor mu?



IT Standards and Best Practices

�

ISO/IEC 20000

� Specifies a set of inter-related management 

processes, and is based heavily up on the ITIL 

framework. 

� Is the first international standard for IT 

Service Management

ISO/IEC 27002

� Current best practice in the subject area of 

information security management systems

� Focuses on developing and maintaining 

security standards within an organisation to 

improve reliability on information security

COBIT

� Provides the tools to direct and oversee all 

IT-related activities

� Does not include process steps and tasks

� Focuses on what an enterprise needs to 

do, not how it needs to do it

� Target audience is senior business 

management, senior IT management

ITIL

� High-quality approach for achieving 

business effectiveness and efficiency

� Concerned with planning, sourcing, 

designing, implementing, operating, supporting 

and improving IT services

� Focuses on the method and defines a more 

comprehensive set of processes 



Service Management Structure 

�



Success Stories

�



Success Stories
Company Pathway Communications

Profile
ISO 9001:2000 certified company offering integrated Internet solutions, 
VoIP, Server Co-location, Integration and Management of WANs and 
LANs, Network Security and Business Process Outsourcing

Locations Toronto, Montreal, Vancouver, India (Pune)

Industry Telecommunications 

Type Privately Held  

Size 150-200 employees 

Founded 1995

Problems

� Lack of coordination within multi-location, multi-tier and bilingual  technical 

support  processes

� High number of customer complaints & cancellations 

� High attrition rate

� Increasing cost of technical support  service

� High problem resolution time 

� High escalation rate

� Low system uptime
�
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Actions Taken

� Analyzed existing customer service and technical support  processes (Six Sigma 

methodology)

� Identified areas for improvement

� Designed, implemented and automated  ITIL processes (incident, problem, change, 

configuration and release management)

� Replaced the in-house developed  ticketing system with an ITIL compatible help desk 

management system for Worldwide operations

� Developed a system to contact customers periodically (open/closed ticked call-back, 

surveys)

� Designed and implemented an automated dashboard

� Eliminated internal requests submitted by email  or phone

� Created a knowledge base integrated with the help desk management system

� Implemented SLA breach warning system

�



Achievements

� Improved reporting structure that enables  real time

� Incident tracking, 

� Agent performance monitoring, 

� Preventive maintenance,

� Proactive customer retention,

� SLA monitoring

� Improved customer satisfaction and reduced cancellations by 80%

� Reduced attrition rate by 70%

� Reduced downtime by 70% 

� Improved First Call Resolution and Problem Resolution Time 

� Reduced technical support costs by 40% 

� Established an effective and efficient multi-location and multi-tier support system
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Success Stories
Company Petro-Canada

Profile

Petro-Canada operates as an integrated oil and gas company in Canada. 
It engages in the exploration, development, production, and marketing of 
crude oil, natural gas liquids, and natural gas in Canada and 
internationally.

Locations Calgary, Toronto, London (UK), Montreal, Edmonton 

Industry Oil & Energy

Type Public Company (Revenue: 19 billion CAD)

Size 5000-10,000 employees

Founded 1969

Problems

� High customer service – technical support costs

� Lack of reporting to monitor agent performance, breached SLAs and open 

incidents

� Service manager system is not flexible enough to address new requirements

� High problem resolution time 
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Actions Taken

� Developed and implemented a project plan to outsource Tier 1 customer service –

technical support processes

� Analyzed and mapped existing processes 

� Identified areas to implement improved quality control functions

� Implemented an ITIL compatible help desk management system and replaced existing 

system

� Automated customer support workflows and escalation procedures for each service 

type (Emergency Calls, Retail Gas Station Devices Support, Customer Loyalty Program 

Support)

� Defined and automated SLA breach response and warning actions

� Integrated IVR system with the help desk management system to enable automated  

incident creation for quick response  

		



Achievements

� Successfully completed the entire bilingual support process outsourcing within 3 

months for nation wide customer support

� Reduced support cost by 25%

� Automated support processes and reduced human errors by 80%

� Decreased response time by effective incident tracking

� Reduced customer complaints 

� Increased efficiency and reduced high wait time in support queues
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Success Stories
Company Covad

Profile

Covad Communications Group provides integrated voice and data 
communications products and services to consumers and businesses in 
the United States. Covad is California’s largest wireless internet service 
provider.

Locations San Jose (US) 

Industry Telecommunications

Type Public Company (Revenue: 490 million USD)

Size 1000 - 5000 employees

Founded 1996

Problems

� High support costs

� Technical resources cannot meet company’s rapid growth in subscribers 

� Lack of integrated knowledge base

� High problem resolution time 

� Customer complaints

� High response time for system outages

	�
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Actions Taken

� Developed and implemented a project plan to outsource Tier 1 technical support process

� Analyzed and mapped existing processes 

� Identified areas to implement improved quality control functions

� Implemented an ITIL compatible help desk management system and replaced existing 

system

� Prepared and implemented an integrated knowledge base

� Automated escalation charts and SLA breach warnings 

	�



Achievements

� Successfully completed the transition of technical support process (customer 

seamless)  

� Reduced support costs by 25%

� Increased FCR (First Contact Resolution) rate

� Improved problem resolution and response time by  60%

� Improved reporting structure that enabled proactive approach 

� Reduced hold times
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Success Stories
Company Ray Sigorta

Profile
Ray Sigorta provides insurance products primarily for the business 
customers in Turkey. It offers fire, marine, and accident, as well as 
aviation, engineering, and life insurance products 

Locations Istanbul, Ankara, Izmir, Bursa, Antalya, Adana, Lefkose

Industry Insurance

Type Public Company (Revenue: 100 million YTL)

Size 200 - 500 employees

Founded 1958

Problems

� Change requests in IT Systems cannot be tracked

� Unfinished in-house developed  software solutions cannot meet requirements

� High resolution time for incidents and change requests

� No reporting structure for incidents, service level breaches and system changes 

� IT employees performance metrics cannot be monitored

� Incident and change request processes are not automated and are inefficient  
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Actions Taken

� Analyzed existing process flows

� Identified areas for improvement

� Automated incident and change management workflows using LiveTime

� Set up SLAs and SLA warning thresholds for each configuration item

� Assigned specific owners for each process step

� Automated escalation procedures 

	�



Achievements

� Completed the IT processes automation within 2 weeks!

� Eliminated paperwork for incident and change processes

� Improved resolution time

� New reporting structure enables monitoring employee performance, incident and 

change request

� Eliminated lost requests in the system 

� Customizable and flexible automated system meets process change requirements
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Automation of ITIL 
Processes

	�



ITIL Automation Tool

LiveTime

Business Processes:
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Incident – Problem – Change Management

�	

ITIL Automation 
Tool

LiveTime



Incident – Problem – Change Management
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ITIL Automation 
Tool

LiveTime



Configuration Management
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ITIL Automation 
Tool

LiveTime



Service Level Management
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ITIL Automation 
Tool

LiveTime



Workflow Management
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ITIL Automation 
Tool

LiveTime



Knowledge Base
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ITIL Automation 
Tool

LiveTime



Reporting
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ITIL Automation 
Tool

LiveTime



Dashboard
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ITIL Automation 
Tool

LiveTime



Scheduled Calls
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ITIL Automation 
Tool

LiveTime



Templates

�


ITIL Automation 
Tool

LiveTime



Surveys
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ITIL Automation 
Tool

LiveTime
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ITIL Automation 
Tool

LiveTime

Search Engine Artificial Intelligence (AI)

Embedded search engine enables 

users to search through; 

� Articles, 

� Incidents 

� Notes 

� Document attachments (Word, 

PDF, Text HTML, RTF, Star and 

Open Office formats) 

The system learns from experience 

and intelligently selects solutions and 

workarounds based on heuristics and 

empirical analysis. 



Other Features & Specifications

��

� Quick server installation

� Pure HTML user interface in any browser 

� Runs on any platform, any database

� Unlimited scalability with clustering & high availability

� Open for 3rd party integration

� Productivity tools e.g. Quick calls, Incident Analysis

� Web portal for self-service requests 

� Closed loop email integration

� AD/LDAP authentication

� Custom reporting 

� Spell checking

� Live Chat

� Context-sensitive on-line help

� RSS Feeds

� Service and Support on the iPhone

ITIL Automation 
Tool

LiveTime



Contact Us

Serkan Çavu� o� lu – Senior Process Consultan (ITIL)
E-mail: serkan@btgrubu.com

Yücel Tepeköy – Process Consulting Services (CMMI)

E-mail: yucel@btgrubu.com

Bilgi ve Teknoloji Grubu Ltd. � ti.
Kanyon Ofis Binas� Kat:6
Levent, ISTANBUL
Tel: (212) 319 7722
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THANK YOU!
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