Case study

Specialty Chemicals Manufacturer
Selects Autonomic Service to Manage
Multi-Vendor Global Network
Background
Our client is a global specialty chemicals company with leading positions in
lithium, bromine and refining catalysts. It powers the potential of
companies in many of the world’s largest and most critical industries, from
energy and communications to transportation and electronics. In
partnership with its customers, it develops value-added, customized
solutions that make them more competitive. Our client’s solutions combine
the finest technology and ingredients with the knowledge and know-how of
its highly experienced and talented team of operators, scientists and
engineers.

Challenge: Dramatically reduce the cost of
managing a complex global network while
achieving exceptional service levels
In 2014, our client embarked on a strategy to refresh its network globally.
It needed to partner with a service provider that was flexible enough to
initially manage a small number of devices at its U.S. headquarters, but
then expand its service to manage the network across ninety-four locations
in thirty-three countries.
The organization’s planned network refresh included solutions from eight
of the world’s top network technology vendors and twelve different
carriers. The broad range of functionality and capabilities were architected
to deliver world-class benefits. However, this best-of-breed solution would
also involve the challenges of managing multiple technologies and
remediation across disparate solutions.
Our client estimated that the cost of managing the network internally, 24x7
globally, would be approximately $1,000,000 a year.

Solution: 24/7 Global Network
Managed Service
Our client selected nDivision’s Autonomic Managed Service
to support its network 24x7, globally. nDivision manages
the network from the edge to core (firewalls, routers,
switches, web filters and VPN).
nDivision was able to leverage its experience and expertise
across approximately one hundred customers, to be provide
our client with a high-quality service across eight different
technology solutions and twelve different carriers.
Although the scope of the Autonomic Managed Service only
covered the global network, nDivision has worked closely
with our client to help remediate incidents in other areas, in
the spirit of being a true partner. On one occasion,
nDivision worked with our client’s IT team and its datacenter
infrastructure Managed Service Provider for more than two
days to help resolve an issue that was ultimately related to
servers.
nDivision also acted as an independent trusted advisor when
the organization was working on a $6.2bn merger. Our
client engaged nDivision to fly a Networking Principal
Consultant from the U.S.A. to Germany, to work with its
internal teams to help determine a best practice strategy for
integrating the two international networks.
Customer satisfaction and Continual Service Improvement
are core pillars of nDivision’s service. Every time an incident
is resolved, the originator of the ticket has the opportunity
to complete a satisfaction survey. During 2017, nDivision’s
service to our client had an average Quality of Service Score
of 91. Regular service reviews with an nDivision Customer
Relationship Manager, ensure that opportunities for
additional automations and service level improvement are
discussed and executed.

Benefits: 50% Cost Reduction and No
Network Security Incidents in Over
Three Years
nDivision’s service came in at roughly half the estimated
$1,000,000 a year cost of managing the network with
internal resources.
Since the start of the nDivision Autonomic Managed Service
in December 2014, our client has had no security incidents
related to network infrastructure, in over three years.
Through partnering with nDivision, the organization has
achieved the following benefits:
•

Mean time to respond to incidents: 63 seconds

•

Mean time to respond to service requests: 4 min. 43 sec.

•

Mean time to resolve incidents: 70 minutes

•

Mean time to completion for service requests: 2.5 days

•

20,989 incidents autonomically resolved in 2017 (81%)

•

3,728 incidents autonomically assisted in 2017 (14%)

•

96.03% of all incidents resolutions involved automation

“We view nDivision as a trusted advisor and an extension to
our own team, that’s willing to go the extra mile whenever
we need them.”
To learn about what nDivision can do for your organization
visit nDivision.com or contact us at info@ndivision.com.

