Autonomic Managed Service & End User Help Desk
Oil & Gas Case Study

Autonomic Managed Service transforms IT
from a Cost Center to a Strategic Asset

Overview

Country or Region: United States
Industry: Oil & Gas
Customer Profile
This organization provides drilling
equipment and contract drilling services for
the oil and gas industry in the US, primarily
in the Gulf of Mexico. IT spans 73 national
and international locations, including
roaming oil rigs.
Business Situation
Faced with strong headwinds in the oil and
gas industry, with a backdrop of an already
lean IT budget, the business needed to
reduce IT operations costs by $1,000,000 a
year.
Solution
The company selected nDivision for an
Autonomic Managed Service and a proactive
End User Help Desk service.
Metrics
 Initial cost savings of 60%
 Eventual cost savings of 70%
 500% increase in business projects
 Enablement of public cloud migration
 Strong ITIL v3 compliance
 Comprehensive knowledge management
 90% monthly customer satisfaction rating
 93% of tickets involve automation
 70% of infrastructure tickets handled by
digital labor – no humans involved
 Less than 3% call abandonment
 20 second average call response time
 8 minute average ticket response
 Average ticket resolution less than 3 days

When nDivision first met this customer in 2015, it
presented its version of their IT Maturity chart, which
was ranked from one to five, and asked the customer
where they thought they were ranked. At the time, the
customer estimated that its IT operations were ranked
at approximately 1.7. nDivision then asked the
customer what their plan was to evolve towards level 5;
the customer explained that it was constantly
improving but there wasn’t a road map for getting to
level 5. Less than two years into nDivision’s Autonomic
Managed Service, the customer reached level 4.5.

Situation

nDivision’s proposal for services
exceeded the customer’s goal
of reducing IT operations costs
by $1,000,000 a year, and
represented a cost reduction of
approximately 60%. nDivision’s
proposal was also compared
with three other proposals, and
was the most competitive.
By the end of the first year,
nDivision had worked with the
customer to optimize and
consolidate its IT, lowering the
cost of the services and
increasing the savings to
approximately 70%.

In 2015, the customer was dealing with
considerable challenges within the oil & gas
industry. IT budgets had already been paired
down, but the business was now looking to
reduce IT costs by a further $1,000,000 per
year. The only way that this could be achieved
was through a headcount reduction and a
third-party service for infrastructure
management and end user help desk support.
Automation had been considered as a solution,
but it wasn’t possible to get approval to hire
two automation engineers.

Solution
nDivision provided the customer with two
services: an Autonomic Managed Service to
ITIL v3 Level 2 standards for the datacenter and
network, and a proactive End User Help Desk.

Challenges
nDivision recommended that the transition had
a phased go-live; for example, datacenter,
network, then help desk. Also, nDivision
explained that some staff could be released at
go-live, but others should be retained through
the transition. Lastly, nDivision required
sixteen weeks for the transition. However, the
business leadership required a simultaneous
go-live for the entire service, that all staff not
being retained be released at go-live, and that
the transition be completed in just over eight
weeks to coincide with other headcount
reductions across the business.

Transition
nDivision was not able to have any
conversations with IT staff being retained or
released, however, IT leadership provided

guidance and necessary data. The transition
was completed in seven weeks. nDivision’s
help desk went live at 10am on the morning of
go-live, and it was so seamless that business
leadership were unaware that the transition
had occurred.

Achievements
Employee off-boarding
There were twelve IT actions for each
employee being released, which would require
over 3,000 actions at go-live. nDivision
automated five of the steps during transition
and three more steps during the first nine
months of the service.
Ticket backlog
At go-live, there were 1,400 open tickets.
nDivision reduced this to 700 within one week,
and down to 200 within three weeks.
Business-focused projects
Prior to nDivision’s service, the customer
would typically execute 4-5 business-focused
projects each year. The customer didn’t expect
to be able to reduce the IT headcount and
increase the number of business-focused
projects being executed. However, in 2017, it
executed over 30 business-focused projects.
Automations
93% of all tickets are touched by automations.
70% of infrastructure tickets are resolved
completely by digital labor, with no human
involvement. Automations range from
mundane processes through to an interactive
global map that tracks the real-time weather
conditions, and alerts IT of any issues that
could impact the service to offshore oil rigs.
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For more information about nDivision services and solutions go to www.ndivision.com or
contact us at info@ndivision.com.

