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Case Study

Allianz

Allianz Australia Implements a Selective

Outsource Model

Customer Profile

Insurance companies in Australia face many challenges
in their dynamic environment they need constant
innovation to keep up with ever increasing customer
demands and legislative pressures. As many
organisations within the industry are governed by
international parent companies, they are required to
develop their offerings in order to maintain their
competitive advantage over local niche players.

Whilst the IT function is generally undervalued, thus
faces budgetary constraints and with limited personnel
to resource what is considered the most crucial
department to maintain operational 24/7 business
needs.

Meeting the requirement of the ever evolving industry,
Allianz recognized the need to have a fully functional
ITIL based solution, that needed to be aligned with
their internal processes for Internal IT resources; as
well as external IT outsourced partners. Whilst the
solution needed to meet a number of very specific
business objectives, it was the way in which the tool
was administered and the processes which the tool
supported that would be critical to the success for
optimisation of their service management function and
the resulting alignment of this department with the
overall business objectives.

Allianz pursued a selective outsourcing model and
chose Planwell Technology as their supplier for the
administration and enhancement of their ITSM Tool.

www.allianz.com

Why Remedy?

Allianz were looking to implement a tool that would
automate their core service management processes
being Incident, Problem, Change, Configuration,
Release and Service Level Management. Remedy’s
ITSM Suite provided the technology and overall vision
needed to fulfil their requirements.

Allianz  decided on a strategically staged
implementation and to date the Incident and Problem
Management modules have been installed in stage one
with Change Management and Service Level Manage-
ment forming the next phase of the project.

Planwell Technology
www.planwell.net

Incident Management

Allianz were looking to enhance the quality of their
support by increasing the number of calls resolved at
the first level to above industry standards. The Incident
Management module of Remedy’s ITSM Suite has
provided the ability for rapid call-logging via
pre-defined and pre-assigned Incident types in Remedy
as well as automating the management of certain
Incident types according to pre-defined priorities.

Remedy supports access to Knowledge bases by
end-users as well as support personnel to promote self
help thus reducing the number of Incidents managed by
the Service Desk. Remedy has also reduced the pressure
on the Service Desk function by proactive notification
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and automated escalation policies via multiple messaging

platforms including SMS and email enabling end-users a
well as management to keep abreast of incident progress
without calling the Service Desk for updates.

Problem Management

Proactive Problem Management activities are a must to
ensure rapid resolution. Remedy’s ability to support the
recording of Known Errors together with the ability to link

these records to the appropriate Incidents and Change
was achievable in a Remedy solution.

Allianz ()

Enterprise

Planwell Technology
established since 1991 is
the leading independent
specialist of IT Service
Management  Solutions
(ITSM)  and  Customer
Support Solutions in Asia
Pacific.

Having developed a solid
reputation for providing
specialist consulting
services with innovation,
skill and effectiveness.
Planwell has
demonstrated professional
s excellence in the
provisioning of holistic
ITSM projects, including
ITIL, Technical,
Implementation and
Support services for many
leading government
departments, institutions
and industrial
organisations throughout
Asia Pacific region.
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Other Features

Allianz had a number of requirements which their
selected tool needed to support including rich
management reporting capabilities for demonstrating IT
value. Such capabilities included pre-defined reports that
measured KPIs per process including;

1. Process effort (workload generated to deliver the
process)

2. Process  benefit (tangible results of the imple-
mentation and automation)

3. Inputs and Outputs (quality of triggers and out-
puts from the process)

4. Improvements (the quality of the workflow and
the actual usage of the process).

5. Mandatory reporting capabilities to support

trend analysis and auditing as well as ad-hoc
reporting based on templates or search string
capabilities.

Due to the nature of the information contained within the
toolset, Allianz also required that access to the system
was limited to predefined personnel and that their level
of access should be determined by their role within the
organization. Additionally, 3rd party access was required
for input into the Change Management process and their
level of access needed to be governed by the role they
played within the process while maintaining
confidentiality of other parts of the tool.

Change Management

One of Allianz’s major objectives is to lower their number
of incidents by tightening their change control process.
Remedy’as Change Management will allow Allianz to
streamline their Change Management process by
providing the ability for multiple layers of online input and
approval from both within the organization and from
external parties via pre-defined approaches to specific
Change types. A Change Calendar available out of the box,
will allow advice of upcoming Changes which can be
published on communication portals such as the
Corporate intranet or the Service Desk.

Service Level Management

Remedy’s Service Level Management will enable the
compilation of a comprehensive Service Catalogue.
Defining services as top-level Configuration Items within
the Configuration Management Database. It will also
allow Allianz to define, track and report on service targets
in the form of Service or Operational Level metrics as well
as supporting comprehensive reporting on particular
elements including service availability and reliability.

Planwell Technology
www.planwell.net
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Configuration Management

BMC’s Atrium CMDB, once populated will provide Allianz
with the ability to relate Cls with both physical and logical
relationships as well as expressing complex IT Services
and their relationships. In order to facilitate accuracy and
effectiveness measures, the Atrium CMDB will be
automatically populated using auto-discovery tools, thus
reducing both the direct and opportunity cost associated
with manual CI data maintenance.

Release Management

In aligning their IT processes with their business objectives,
Allianz will look to BMC’s Business Service Management to
assist them in facilitating the interactive nature of the
Change and Release Management processes. The tool
needs to be able to automatically update Cl status based on
release activities as well as link to Change and Known Error
records when a new service is introduced including linking
to pre-defined activities such as planning, communication
and education via automated workflow.

Key Products Used

e Remedy Service Desk

¢ Remedy Change Management
* Remedy SLM

Journey Path

Allianz have commenced on a journey to increase
productivity and service to the business. They are working
with Planwell to ensure all facets of the tool are utilised to
meet their objectives and that the processes are industry
standard.
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About Allianz

Allianz Australia Limited is a
wholly owned subsidiary of
Allianz SE one of the world's
largest insurance and finan-
cial service providers. Allianz
Australia operates through-
out Australia and New Zea-
land, employs approximately
3,000 staff and has over 2
million policyholders.

Allianz Australia has com-
bined premium income of
over AS$2.4 billion and invest-

ment assets of
mately AS5.3 billion.
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