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CLARITY APPLICATION MANAGEMENT OUTSOURCING 

365x24x7 - Clarity Application Management and Support  

 

Xinify ñClarity Centers of Excellenceò in India and Mexico provides viable Options for Reducing 

Cost While Adding Value 
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Achieving Productivity while Reducing Costs With 
Xinify Outsourcing Services for Clarity 

 

 
The Challenge  

 
CA Clarity is a dominant force in the IT Governance solutions space and the de 
facto leader for enterprise wide Project and Portfolio Management in every industry 
and every region around the globe.  
 
PMO and ITG executives are actively looking to maximize the value of their Clarity 
Application investment while deftly managing expenses and ensuring organizational 
alignment.  
 

Xinify Outsourcing Services for Clarity can help your organization increase 
productivity, reduce total cost of ownership and improve service execution and 
reliability.  
 
The Solution  
 

Worldwide, Clarity corporate users turn to Xinify to help them heighten the 
performance of the Clarity platform and achieve high performance by designing, 
developing and/or maintaining their Clarity applications.  
 
Application Outsourcing services offered by Xinify are:  
 
Application Outsourcing bundled with Hosting:  Xinify provides hosting services 
from its own data centers or can manage a client's Clarity infrastructure remotely. 
Xinify provides Test, Dev and Production environments under its hosting plan. 
 
Application management: Xinify configures and manages both highly configured 
(custom) and packaged Clarity application installation.  
 
Nearshore/Offshore: Xinify provides the Clarity Application Outsourcing Services 

via its Nearshore and Offshore ñClarity Centers of Excellenceò in Mexico and India.  
This unique combination allows support services across every time zone and a true 
24x7 support, without the need for multiple shifts in one location.    
 
Comprehensive Application Management: Xinify provides a full range of Remote 
Application Support Services including: 
 

1st Level Support - Helpdesk Services  

¶ 365x7 x 24; including holidays; telephone and email 

¶  Incident Logging and status reporting 

¶ User Administration - user setup, account maintenance and permissions  

¶ Responsible for óend-to-endô incident management ï logging and 
transferring of calls for technical and business issues, raising and 
managing calls with third party suppliers (e.g. CA)  

¶ Reference Data administration (e.g. new resources, security group 
maintenance, OBS changes)  

 
2nd line support - Incident / Change Management  

¶ Fault find and fix across technology stack  
 

3rd Line support  

¶ Provision of experienced resource for software and configuration changes 
to your Clarity installation  

 

 

 

 BENEFITS 
 

 

 

¶ Clarity Centers of Excellence in 
India and Mexico with Certified 
Functional and Technical 
experts providing true 24x7 
support 

 

¶ Choice of Xinify Hosted 
Services or your preferred 
Hosting Services 

 

¶ People that understand Clarity 
intimately  

 

¶ Access to highly skilled people 
that can solve your problems 

 

¶ ITIL Service Management as 
standard  

 

¶ Access to a wealth of 
knowledge and experience 
through our Clarity knowledge 
base 

 

¶ Flexibility to meet your business 
needs  

 

¶ Guaranteed SLAôs  
 

¶ You can focus on your core 
activities 

 

¶ Global Presence; Local Teams 
for exigencies 

 

¶ Backed by proven leader in the 
Clarity arena worldwide and 
ITSM solutions provider/BMC 
Remedy Partner 
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 BENEFITS 
 

 

Outsourcing Benefits:  

 

¶ 40-50% Cost Savings  

¶ Dependable, effective 
response/support time due to 
maximum utilization of 
resources  

¶ Senior US, EMEA and Latin 
American based design and 
delivery Teams for exigencies 

¶ Expanded Resource pool 
because location is not an issue  

¶ Global presence allows for off-
site development in North 
America, South America and 
Europe  

 
Offshore/Near-Shore Operations 
Benefits:  

 

¶ Proximity to US and Europe 
Market  

¶ Covers every geo and Time 
Zones  

¶ Working Culture ï Extensive 
experience working with US 
clients  

 
 

 

 

The Proven Global Leader in Clarity Solutions 
Delivers Results and Value 

 

 
Additional Development Services:  
 

In addition to Application Outsourcing Xinify also offers offsite Nearshore 
/Offshore Clarity development services.   
 
The services include:  
 

¶ Reports Development 
 

¶ Portlet / Applet Development 
 

¶ EAI Interface Development 
 

¶ Portlet/Applet Development 
 

¶ Complex Process Work Flows 
 
Why Xinify Outsourcing?  
 
To really benefit from low-cost global delivery and to avoid the common pitfalls of 
offshore requires long experience of managing delivery, profound application 
knowledge and the ability to provide business value. It requires people who are 
trained. It requires dedication, commitment and transparent accountability.  
 
While Outsourcing/Offshore is just about cost reduction, the Xinify ñCA Clarity 
Center of Excellenceò in India and Mexico is about adding value to your business. 
Xinify also delivers specific, measurable improvements in efficiency and 
productivity, and demonstrable reductions of 40 to 50 percent in the total cost of 
ownership and development for Clarity platform.  
 
With Clarity trained and certified resources already in place, Xinifyôs Mumbai, 
India; and Monterrey, Mexico -  Centers of Excellence offers Clarity users the 
Best of Both Worlds ï cost reduction and value.  
 
This Nearshore approach is unique in itself, but there are even more convincing 
arguments for you to work with Xinify on your offshore ambitions and growth 
strategies. You will be able to increase productivity, predictability and speed; and 
at the same time reduce cost, risk and the workload on your local team. You get 
more for less and you gain headroom for growth and innovation, thus creating 
long term competitive advantage. 
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The Proven Global Leader in Clarity Solutions Delivers Results and Value 

 

The scope of Clarity Support and Maintenance Services envisioned is provided below:  

Level Task/Activity 

Proactive Support: Proactive Support 

comprises those activities that are 

necessary in order to deliver the 

application in accordance with the 

Service Level Agreement (SLA).  

 

¶ Clarity Output and Interface Management;  

¶ Performance and conformance to Business SLA 

¶ Keeping the Application Running 

¶ Reporting on Application Performance 

¶ Identifying, specifying and managing Operational schedule changes for operational tuning purposes  

¶ Preventative Clarity Maintenance 

¶ Recommendations and Planning for Improvements 

Level Task/Activity 

Level 1 - First line of Support: Level 

1 Support services are those activities 

that the end user can obtain from the 

local IT Function or Local Help Desk. 

¶ Support (Functional/Technical) Desk function 

¶ Receiving Initial request/problem 

¶ Recording problems/ requests 

¶ Clarity support and guidance 

¶ Monitor call progress 

¶ Advise user of progress 

¶ Maintenance & administration of users 

¶ Problem categorization 

¶ Initial incident analysis when applicable 
 
 

Level Task/Activity 

Level 2 - Second Line of Support: 

The Level 2 support activities are 

related to Incident and Problem 

Management 

¶ Incident/Problem Ownership and Updates 

¶ Accepting Incidents/Problems from the Service Desk 

¶ Co-ordination of Incident/Problem handling between support groups 

¶ Application of known errors 

¶ Data cleansing facilitation and actual cleansing where appropriate 

¶ Housekeeping and non-code performance tuning 

¶ 24*7 Support 

¶ Assessing the impact of application changes on the level of ongoing support 

¶ Acceptance Testing of fixes 

¶ Implementation of Application Changes/Minor Upgrades 

¶ Clarity Fix Pack Installation  

¶ Maintenance of Support Documentation 

¶ Implementation of Minor Configuration or UI Changes 

¶ Change management ï when applicable 

¶ Impact assessment of new minor versions, fix packs and patches of Clarity software 

 

 

Level Task/Activity 

 

Level 3 - Third Line of Support: 

Support services would involve 

changes to the application code and 

scripts in order to provide resolution to 

problems encountered at the 

application level normally reported by 

the Level 2 support team. 

 

¶ Accepting Problems from 2nd Line Support; 

¶ Problem analysis including individual problem analysis through trend analysis and causal resolution 

¶ Clarity Performance Tuning 

¶ Design, development and testing of workarounds 

¶ Design, development and testing of permanent code fixes 

¶ Preparing and Delivering Maintenance Releases 

¶ Updating of application documentation and operating procedures impacted by code changes for 

Maintenance Releases 

 


