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Driving Value Through a Proactive
Service Model

Production business applications are on the
edge. Support vendors have long focused on
onlykeeping the lights on and fixing issues.

This needs to change — over 25% of support
costs can be saved every year by
transforming the support process. Today we
will share 3 best practices we have identified
from our work reducing support costs for
many of the world’s leading brands.

Traditional reactive approach
of support teams

Business applications in production are the
lifeblood of organizations. They provide the
right insights to the right stakeholders and
enable the right decisions. Corporations
invest billions in the design, development,
and validation of these applications.

But once deployed in a production
environment, support teams focus only on

‘keeping the lights on’ and fixing issues. This
reactive approach means businesses are
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always operating on the edge. They cannot
plan new technology and continue to run
tasks in an obsolete manner. Something as
trivial as a manual copy of worksheets into a
master table could cost tens thousands of
dollars across the lifetime of an application.
They do not take advantage of automation
and Al/ML to improve support tasks and do
not see support as a driver of value.
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Flying under the radar

Support teams focus on two key criteria — the
Service Level Agreement (SLA) and the
Business Continuity Plan (BCP). Both the SLA
and BCP aim to maximize stability. The goal is
to plan for all eventualities, maximize uptime,

and identify and fix issues as soon as possible.

Organizations have focused on building
support teams with a robust process mindset.
They seek to meet SLAs using best practices
from the project management and ITIL (IT
Infrastructure Library) world. These teams are
good at flying under the radar when
everything is running fine. But they spend
sleepless nights when something breaks -
from a user unable to access an application,
to a data pipeline failing, to the application
itself going down for all users. In such cases,
the support teams are subject to intense
scrutiny until issue resolution and a return to
steady-state.

A case for transformation

Present-day business processes are always
evolving and need frequent updates.
Applications are no longer composed of only
code. They now include data pipelines and
AI/ML models. They support myriad

downstream business processes and
reports. In such a world, it is no longer
pragmatic to take a task-based approach to
support. A recent survey by Vanson Bourne,
titled The State of Innovation, asked 900
global CIOs, IT leaders, and decisionmakers
about obstacles they faced while managing
their production applications. 70% of
respondents felt that their technology
provider did not help the organization
innovate. 63% surveyed felt locked in a
relationship with their current tech provider.

Continuous transformation will help support
teams stay ahead of business needs and be
ready for future challenges.

of surveyed IT leaders felt their
technology provider did not help
the organization innovate.

70%

of surveyed IT leaders felt locked
in a relationship with their
current tech provider.

63%
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The transformation journey

The goal should be to maximize business value or bang for the support buck. We should seek to
reduce the ‘Support cost/user’, by:

Bringing in new tools to

((-\ Improving support Automating processes to streamline support and
O-D personnel productivity improve efficiency reduce the number of

issues over time

Support Productivity
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Technical workflow automation Standard operating procedures Cross-skilled support team to
to reduce manual process time codified to remove human ensure the right resource
dependencies works on the right issue type
Process Automation
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Automation of business routines Code and data quality checks Al/ML-based event logging

to respond to common issues

such as user account changes

Tools and Integrations

|
ol = Qo

Ticketing tool integration + Dashboards for monitoring & Smart alerts to minimize noise
analysis of ticketing data to spot governance of support process and ensure the right updates go
trends and reduce tickets over time to the right people
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Traditional support teams have been
unidimensional — support engineers respond
to and fix issues. But they go back to the data
engineers and data scientists who built the
process for deeper technical issues. This is
counter-intuitive since it forces these
personas to deprioritize their current tasks.
Support teams should focus on skill diversity,
enabling a more thorough response to a
diverse range of issues. Tredence’s support
team is a mix of data engineers, data

scientists, process engineers, web developers,

and ops engineers — well equipped to tackle
all possible issues.

Automation is the second lever for
transformation. Organizations can automate
routines such as process runs, access
management, and resource provisioning. This
will allow the support team to focus on more
pressing issues. Enterprises should adopt
Al/ML to check data, model, and code quality
to respond to issues before they occur. As an
example, Tredence helped a CPG customer
save tens of thousands of dollars a month by
proactively alerting to decay in their ML
model accuracy.

Ticketing tools have been in place for years.
But analyzing these tickets to identify
patterns and mitigate the issues is much
needed. Tracking tools can help review
production business processes, and make
the right changes to improve efficiency.
Organizations also need a method to reduce
the noise associated with monitoring. With
monitoring come alerts, and a large volume
of alerts lead to users missing important
information. Ensuring alerts go to the right
people at the right time is critical.

Smart people, better processes, and the right
tools will improve the support experience.

A decline in issues and faster issue resolution
will create better user satisfaction over time.

In conclusion

The transformation journey will allow support
teams to engage better with customers. The
focus will shift away from SLAs (rather, SLAs
not met) to ongoing value added to the
business. This value is measurable in dollars
saved per year, lower costs per user, and
improved CSAT scores. Applying these best
practices, Tredence helped a CPG customer
reduce annual TCO (Total Cost of Ownership)
of support by 30% and a hospitality player
reduced annual support cost by 50% through
continuous improvements. Such measurable
improvements will enable support teams to
become growth drivers.

Want to know more about us?
Reorient your approach to IT support
operations with Tredence. Talk to our experts.
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