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Support Manager
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Support Management - Goals

— Restore normal service
operation as soon as
possible
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Support Management - Goals

— Core team remain focused

COMPUTING . |~
DIVISION

COMPUTING |
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Support Management - Objective

— Minimize business
Impact
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Support Management -

Activities

— Support line
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Support Management - Activities

. g

A I b I t Vancouver, Salt Lake Lima, Peru Santiago, Argentina - Belo GMT |Cape Town, Dares @ Perth, Port Sydney,

- Va.l a I I y Canada City, / Medellin, Chile / Santiago | Horizonte, South Salaam, Australia, Moresby, Australia*

Utah, USA Colombia/ San Juan, del Estero/ Brazil Africa Tanzania PNG /
Toronto, @ Argentina Santiage, Queensland,
Canada |/ Santiago Chile* Australia

GMT-8 GMT-7 GMT-5 GMT-4 GMT-3 GMT-2 GMT+2 GMT=3  GMT+8 GMT+10 GMT+11
5.00 6.00 8.00 9.00 10.00 11.00 13.00 15.00 16.00 21.00 23.00 0.00
6.00 7.00 9.00 10.00 11.00 12.00 14.00 16.00 17.00 22.00 0.00 1.00
7.00 8.00 10.00 11.00 12.00 13.00 15.00 17.00 18.00 23.00 1.00 2.00
8.00 9.00 11.00 12.00 13.00 14.00 16.00 18.00 19.00 0.00 2.00 3.00
9.00 10.00 12.00 13.00 14.00 15.00 17.00 19.00 20.00 1.00 3.00 4.00
10.00 11.00 13.00 14.00 15.00 16.00 18.00 20.00 21.00 2.00 4.00 5.00
11.00 12.00 14.00 15.00 16.00 17.00 19.00 21.00 22.00 3.00 5.00 6.00
12.00 13.00 15.00 16.00 17.00 18.00 20.00 22.00 23.00 4.00 6.00 7.00
13.00 14.00 16.00 17.00 18.00 19.00 21.00 23.00 0.00 5.00 7.00 8.00
14.00 15.00 17.00 18.00 19.00 20.00 22.00 0.00 1.00 6.00 8.00 9.00
15.00 16.00 18.00 19.00 20.00 21.00 23.00 1.00 2.00 7.00 9.00 10.00
16.00 17.00 19.00 20.00 21.00 22.00 0.00 2.00 3.00 8.00 10.00 11.00
17.00 18.00 20.00 21.00 22.00 23.00 1.00 3.00 4.00 9.00 11.00 12.00
18.00 19.00 21.00 22.00 23.00 0.00 2.00 4.00 5.00 10.00 12.00 13.00
19.00 20.00 22.00 23.00 0.00 1.00 3.00 5.00 6.00 11.00 13.00 14.00
20.00 21.00 23.00 0.00 1.00 2.00 4.00 6.00 7.00 12.00 14.00 15.00
21.00 22.00 0.00 1.00 2.00 3.00 5.00 7.00 8.00 13.00 15.00 16.00
22.00 23.00 1.00 2.00 3.00 4.00 6.00 8.00 9.00 14.00 16.00 17.00
23.00 0.00 2.00 3.00 4.00 5.00 7.00 9.00 10.00 15.00 17.00 18.00
0.00 1.00 3.00 4.00 5.00 6.00 8.00 10.00 11.00 16.00 18.00 19.00
1.00 2.00 4.00 5.00 6.00 7.00 9.00 11.00 12.00 17.00 19.00 20.00
2.00 3.00 5.00 6.00 7.00 8.00 10.00 12.00 13.00 18.00 20.00 21.00
3.00 4.00 6.00 7.00 8.00 9.00 11.00 13.00 14.00 19.00 21.00 22.00
4.00 5.00 7.00 8.00 9.00 10.00 12.00 14.00 15.00 20.00 22.00 23.00

Client business hours
Spatial Dimension business hours
Spatial Dimension on call hours

* Denotes DST Adjustment

spalial dimension




Support Management - Activities

— Recording

“A problem well stated is a problem half solved” — Charles F. Kettering
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Support Management - Activities

— Categorization
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Support Management -

Activities

— Prioritization

A HIGH  MEDIUM
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Support Management - Activities

— Initial Diagnosis
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Support Management - Activities

— Escalation
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Support Management - Activities

— Matching
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Support Management - Activities

— Resolution
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Support Management - Activities

— Closure
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Support Management - Value to Business

— Downtime minimized
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Support Management - Value to Business

— ldentify possible
Improvements,
additional service
or training
requirements
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Support Management - Metrics

— Number of incidents
— completed within
agreed SLA?
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Support Management

* Replicate issue — remotely
* Local Replica sites
* Proactively notifies on critical fixes
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Support Management - Looking Forward

* Provide 24hr/day support

* Local telephone numbers

 Extensive Knowledge Base

« Standardize on Remote Desktop Protocol
« Multi-tiered technical support

e Customer satisfaction measurement tools
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