Autonomic Managed Service: Global Network
Specialty Chemicals Case Study

Autonomic Managed Service for a Global
Network Slashes Costs and Hardens Security

Overview

Country or Region: Global
Industry: Specialty Chemicals
Customer Profile
The organization is a global specialty
chemicals company with leading positions in
lithium, bromine, refining catalysts and
applied surface treatments.
Business Situation
The customer estimated that the annual cost
of managing its new, complex global
network on a 24x7 basis, would be in the
region of $1,000,000 a year.
Solution
The customer selected Dell EMC and
nDivision’s Autonomic Managed Service to
support the network, globally. This
delivered an approximate 50% savings
compared to the projected internal costs.
Metrics
 2017 Quality of Service Score: 91%
 Mean time to respond to incidents: 63
seconds
 Mean time to respond to service requests:
4 minutes, 43 seconds
 Mean time to resolve incidents: 70
minutes
 Mean time to completion for service
requests: 2.5 days
 20,989 incidents resolved with
automation in 2017 (81.55% of total)
 3,728 incidents assisted with automation
in 2017 (14.48% of total)
 96.03% of all incidents were resolved with
the use of automation

The organization employs 5,400 people across fifty locations in
twenty-four countries. In 2014, it was refreshing its global
network in partnership with Dell EMC, and was rolling out a
best-of-breed solution that encompassed eight different
networking technology vendors and twelve different carriers.
The customer recognized that this approach, while delivering
substantial capabilities, was going to be complicated to manage.
It selected Dell EMC and nDivision’s Autonomic Managed
Service to manage its network globally on a 24x7 basis, and
augment its existing staff.

Situation

Since the start of the nDivision
Autonomic Managed Service in
December 2014, the customer
has had no security incidents
related to network
infrastructure, in over three
years.
nDivision has been a true
partner, at times assisting with
out-of-scope incidents and
working closely with the
customer’s internal resources
through a $6.2bn acquisition

The customer’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.
The customer estimated that the cost of
managing the network internally, 24x7
globally, would be approximately $1,000,000 a
year. Consequently, it decided to explore the
possibility of having a third party manage the
network.

Solution
The customer selected Dell EMC and
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). The Dell EMC and nDivision service
came in at roughly half the cost of managing
the network with internal resources.

Automation

and the associated network
integration challenges.

nDivision invests heavily in automation to
lower costs and drive up service levels. Its
Continual Service Improvement philosophy

forms part of the regular service reviews,
identifying new opportunities for automation.
In 2017, over 20,000 incidents were fully
automated (no humans involved). Almost
4,000 additional incidents were resolved by
humans with the assistance of automation. In
total, over 96% of all incidents involved
automation.

Service Levels

Every time an incident is resolved, the
originator of the ticket has the opportunity to
complete a satisfaction survey. During 2017
nDivision’s service had an average Quality of
Service Score of 91%. Mean time to respond to
incidents averaged 63 seconds and mean time
to respond to service requests averaged 4
minutes, 43 seconds. Mean time to resolve
incidents averaged 70 minutes and mean time
to completion for service requests averaged
2.5 days.

True Partnership
Although the scope of the Autonomic Managed
Service only covers the global network,
nDivision has worked closely with the customer
to help remediate incidents in other areas, in
the spirit of being a true partner. On one
occasion, nDivision worked with the customer
and its datacenter infrastructure Managed
Service Provider for more than two days to
help resolve an issue that was related to
servers.
nDivision also acted as an independent trusted
advisor when the customer was working on a
$6.2bn merger. The customer engaged
nDivision to fly a Networking Principal
Consultant to Germany to work with the
internal teams to help determine a best
practice strategy for integrating the two
networks.
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