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Case Study Highlights

Leading provider of
technology products
and services for
business, government
and education

New User of BMC
Remedy ITSM
Incident, Problem and
Service Level
Management

Minor modifications to
Remedy ITSM 7 to
support required
functionality.

Remedy ITSM 7 Incident Management, Problem
Management and Service Level Management at a
leading provider of technology products and services
for business, government and education

About Provider of technology products and services for business, government and
education

The provider of technology products and services is the leading solutions provider for
business, government and education. It is the single source of IT products and services, that
enable customers to optimize technology and solve business problems.

Why Xinify?

Xinify was asked by the provider of technology services to participate due to the deep
technical expertise that Xinify has in implementation of BMC Remedy ITSM Incident, Problem
and Service Level Management, and the ability to deliver solid business support services for
the organization. The IT Service Desk and internal customer assistance are crucial to the
organization and it was imperative that there be a high quality standard in the delivery.

Business Challenge

A key factor in the Implementation of ITSM Incident, Problem and Service Level Management
is the development of functional requirements that support the current ITIL and Best
Practices processes as defined within the organization. The application must be developed,
so that is will support the strategic goals and objectives of the organization.

The successful implementation of Incident Management is critical to the organization
because most incidents effect the ability of the organization to generate revenue and
maintain organizational stability. Incident Management service levels are maintained by the
implementation of Service Level Management service targets and thresholds.

Business Solution

Xinify personnel evaluated the organizational processes and completed a functional
requirements assessment tailored to helping the organization achieve its best process and
ITIL goals. The BMC Incident, Problem and Service Level Management applications were
then modified based upon the functional requirements. The applications underwent user
acceptance testing and were put into production allowing the organization to enforce best
practices and ITIL principles.

Business Results

Xinify implemented the BMC Incident, Problem and Service Level Management applications
on schedule and within budget in the spring of 2007. It is currently supporting the
organization and has increased the first call resolution rate and reduced the mean time to
resolution for incidents throughout the organization. The organization is meeting its goals of
increased efficiencies by implementing best practices and ITIL processes that are supported
by the BMC Incident, Problem and Service Level Management applications.
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XINIFY LOCATIONS

Global Headquarters ABOUT XINIFY

111 Deerwood Road

Suite #180 Founded in 2003, Xinify Technologies was built on deep expertise in IT Management and
San Ramon, CA 94583 : . .
Phone: 925-791-4150 Governance (ITMG). With more than 100 consultants, we help our customers gain the highest
Fax: 1-800-803-7888 ROI from their IT investments. We have built our methodologies and processes on proven

customer success with Fortune 500 and Fortune 1000 companies. Xinify is a Premier CA
Clarity Alliance Partner and a BMC Remedy Consulting Partner. Xini f y’' s headquar

North America located in San Ramon, CA and has offices throughout North America in Atlanta, GA; Chicago,

Atlanta . . .

Midtown Colony Square Center IL; Los Angeles, CA; New York, NY; Seattle, WA and in South America, Mexico; Europe,
1201 Peachtree St., NE United Kingdom. For more information, visit www.xinify.com.

Suite 200

Atlanta, GA 30361
Phone: 404-877-9199

Fax: 404-870-9005 Xinify Partners

Chicago .

401 North Michigan Avenue Computer Associates (CA)
Suite 1200

Chicago, IL 60611
Phone: 312-836-3719
Fax: 312-840-8201

CLARITY:

Howard Hughes Centre
6080 Center Drive, 6th Floor
Los Angeles, CA 95045
Phone: 310-242-5699

Fax: 310-242-5201

New York BMC i Remedy
300 Park Center

300 Park Ave., 17th Floor
New York, NY 10022

Phone: 212-572-6422 4: bmc

Fax: 212-572-6499

Seattle

701 Fifth Avenue
Suite 4200

Seattle, WA 98104
Phone: 206-262-7570

Fax: 206-262-8001 Xlnlfy Customers

Latin America

Mexico 1 American Express 1 PHH Mortgage
Batallén de San Patricio #109 1 Amerisource Bergen 1  Price Waterhouse
Piso 11, Col. Valle Oriente q Ford q Ross / Abbot Labs
San Pedro Garza Garcia, N.L. . .
México CP.66260 1 Honda T San Dlego Gas & Electric
Phone: 52-81-8625-6830 1 Humana 1 SanDisk
Fax: 52-81-8625-6599 1 Kaiser Permanente 1  South Florida Water

T MTV § State of Nebraska
Europe 1  Nationwide 1 Target
United Kingdom 1 Navteq  T-Mobile
é;nlifngecg_ﬂo'ogiesr Limited 1  Oppenheimer Funds 1  Toyota Financial Services

iccadilly e

London, W1J9HF 1 Pacific Life 1 Wal-Mart Real Estate
Phone: +44 0207-9179809  Perdue Farm 1  Wyndham Resorts

Fax: +44 0207-6812621

India

Mumbai

B 405, Shubham Centre 1
Cardinal Gracious Road
Chakala, Andheri (E)
Phone: 91 22 40051200
Alt: 91 22 40051300
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