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Application Management Services (AMS) Framework

Governance Framework

Program Reporting ] 'Risk Monitoring Knowledge Compliance
Mgmnt Structure Mitigation & Control Mgmnt Audit

Service

Team
Flexibility

Management
Service Productivity
Assurance ’ AMS MGthOdOIOgy -
Engagement e nice » Scoping & Design Resources
Framework Optimization » Set up Operations Framework
» Transition Skill Gap
Service » Steady State & Optimization Analysis
Maturity
Client
Academy
Cost
Effective

Shadow
Resourcing
I A AT 2 Aa, 24

Incident Problem Change Release Continuo
Management Management Management Management Improvement

Service Operations (Embracing ITIL V3)
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1. Scoping & Design Phase
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Current system landscape

Support model requirement Dedicated / Shared
Type of support requiremerg L1/L2/L3

Current support structure

Customizations

Support transition methodology

3Step

a1l

¥ Y, VY T T

55TAYS GKS ao02LI 27F {dAJLR NI O
Type of support and Engagement model -
Transition Strategy from the existing vendor
Systems and modules to be supported
Support Time zone

Support team structure

Issue resolution methodology

Escalation methodology

Tools to be used

SLA and Key performance indicators

3Step
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AMS Methodology & Approach

2. Setup Phase

egStep Setting up the support team for Onsite/Offshore
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Hardware and Software setup in Onsite / offshore locati
e Step Connectivity
2 Ids for system access

& Email ids under clients domain
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§Step Support Team Training and Installation of Ticketing tog
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3. Transition Phase

3Step
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Communication to User Community with
Solution

Knowledge Transfer to ETG support team from the current
support team / customerg ETG Team will act as shadow

Reverse ShadowingETG team will attend the tickets and
current support team will act as shadow

Communication to User Community with
Solution

f Solved

Primary
Responsibilit
% Attend Calls

Secondary
Responsibilit
y Shadow Analysis

Primary
Responsibili

ty

Secondary
Responsibili
8%

f Solved

Attend Calls
Shadow
Analysis

3Step  signoff
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Knowledge Transition Activities
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Business Overview and Documentation Review
Infrastructure Details

Deep Dive in Application Architecture

DB Schema awareness

Interfaces- Inbound and Outbound

Process Flow, Workflows

Batch JobsRuntimes and Schedules
Enhancements

Customizations, code control, hands on, Product
configuration

Reports across all modules

How to Calls, Bredfkx Log

QA and defect handling process
Defect Tracking Tool

Defect Resolution Database
Application Security configuration

Introduction to Business/ User Community as
appropriate
Overall Communication Model, status reporting
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4. Steady State & Optimization Phase

B
.»Step Commencement of Limited support operation and measurement of SLA
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ProposedSupport Coverage
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sStep  nitiation of Service Maturity Model
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Service Level Service Service Client Based
Measurement Assurance Optimization Knowledge
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AMS Support Layer

» To ensure that the applications are designed &

e d  Application Services developed to meet users requirements
» Ability to change Configuration /Software
48 Houré* as per users needs

» To manage dayo-day activities so as to ensure
availability of application for Business

» To ensure business continuity

» To avoid disruptions to business

» To recover from disruptions as fast as possible

Business Process
Services

Support Layers

» To enable/assist end users to learn and
Customer Service use the system, by direct hand holding

Business
Layer

End User

##These are the standard SLA resolution timings and may vary from client to clien
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