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We code-named it SPROUT

tlassmn Stlmulus Package |

set JIRA and Confluence for $5 each for 5 users for 5 day
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Chordiant Software - A Background

» Optimizing the customer experience

» Improve business results
* Significantly strengthening customer relationships

» Multi-channel management

» Centralized Next-Best-Action ™
* Driven interactions
* target individual customer & needs
* Provide unprecedented management/control
* Sophisticated customer strategies
* Intelligent dialogue
* Enables strengthened connections with customers

* Can differentiate themselves from competition
* Maximize their business objectives

e Support and maintain all of the above



Chordiant Support & Sustaining

+ Customers
» 140+ Customers

» Financial Institutions, Telcos, Healthcare,
Media

» Many Fortune 500

» Enterprise, Business Critical Platform and
Applications

e Support Engagement
» Customer Support Tool
» Support Hotline
» Escalation Process

» 24Xx7/%x365 across 5 Geographical
Locations



Chordiant Support & Sustaining cont.

» Issue Profile
» OOTB Code
» Customized Code
» Implementation Model
» Business Requirement
» Environmental
» Regulatory
e Customer Interactions
» Hinges on our system of record



Jira as a Customer Support Tool

Business Requirements - Driving Factors

Inexpensive
Easy price tag to sell to Executive team

Historical Experience with new tools was
poor. We needed to be certain of
success in every dimension:
Cost

Partner

Implementation

Deployment

Most Important Feedback

-Customer
Chordiant.



Jira as a Customer Support Tool

Business Requirements - Goals

Smallest support and maintenance costs

Use of current technical staff for updates
and changes without maintaining a special
skill set.

Performance

The single most reported issue was the
slowness of all other systems — it came up in
every review

Bl Chordiant



Jira as a Customer Support Tool

Business Requirements - Goals

Value for money

Customer Success

We are an exceptional customer service
department

Our performance is driven by a true passion for
customer success

This mentality drives high expectations!

Chordiant.



Jira as a Customer Support Tool

Functional Requirements

Some 120 Functional Requirements

Key factors:
Customer security

Fast and accurate searching
Intuitive, secure and simple Client UI

Bonus: Availability of 3rd party
extensions (time tracking etc)

I Chordiant



Jira as a Customer Support Tool

Bridging the Gaps

Enlisted help of (SEVE-INEeN'Y'W A R E

3 Day Gap Analysis and Requirements Gathering
session with CustomWare to finalise design

CustomWare had “off the shelf” solutions for
some of the requirements - for example
SalesForce.com integration enabling us to
check the S&M contract for a customer is up
to date.

BBl Chordiant



GAP: Customer / Client Relationships §

Harmony
Group

Concept of a ‘customer’

Customers

»Users (Clients) can be associated with one or more

Ltd
customers
own customer’s issues and not issues for other
Bankl = customers
Cardsl » Customer hierarchy catered for (parent company
etc)
Harmon
Chord1 = = = =
yl =
Mrktngl H =

Chordiant.



GAP: Customer / Product Relationship .

Harmony
Group

|

Har~—~n L vrnnne, Telco Ltd
_ Chordiant Product

m. »Ownership of product by _

Customers

Foundation customer
Disputes »Versions for each product with
release and end of life date

CDM

MD =
¢ This is never
Telle = an ootb
r config!

Chordiant.



Jira as a Customer Support Tool

Bridging the Gaps cont.
SLA’s and alerting

Enhanced email handling

Direct email straight to the team best placed to assist
Add CC list to issue - populate cc list from inbound email

Hook into existing engineering Jira
For bug tracking (including search capability)

Data Migration from previous system was again with
the help of CustomWare.

Chordiant.



CPRT Client Portal

Contact Us | Chordiant Home | Resource Centre

Chordiant.

Search:
OMER EXPERIEMCE

& Harmony Bank

Dashboard Create Issue My Profile

i Issue Details i Issue Details

CCABE - Version: 6.3

IssueKey: F5-4757
F5-4757 - Example Issue Creation for Atlassian User Forum
Type: Fault
e @ Created: Tue, 10-03-2005, 03:14:16 | Updated: Tus, 10-03-2009, 03:14:15
Status: :‘é Open Compenent/s: EPD
Priority: ir Medium
C d t Customer Clisnt cli=nt
Assigne fsqueue
Reporte dyclient O 1 1
Nnce an Issue IS
Customer
HarmonyBank
Name ’ created the

Issue Operations

7 Update this issue
2 Attach file to this iss)

2 Comment on this issue

s i O
ee| iSSHE Cr

customer.

client c
ile client is prompted to
i Tlf Omﬁa ﬁEB[GéXWe the information
required to best enable us to

Ervironms us help them. Step 1 is to

stan E select from the list of
oducts associate with their

Auser : Andy Client

Log cut

=

% Localintranet

H100% -



CPRT - Jira Support Team Interface

Chordiant.

CusTomen ExPeRIEncE (04

HOME BROWSE PROJECT

‘v Project

EIND ISSUES

O Projects
0O Project Categaries

‘v Salesforce.com Settings

CREATE NEW ISSUE

Chordiant Administration - Customer

Use this page to update Customer details.

ADMINISTRATION

User: Andy Grace

O License Details

O Configuration Settings Product’s:  |ECII ~ A n d C u Sto m e r
' i ini i Knowledge Server £

v Chordiant Administration bl a to P ro d u Cts

0O Customers

O Locations SLA/s: | BBYACMD

O Products DEFAULT - DI

O Chordiant User

Administration DEFAULT -MD he
O 5LA Administration : \f
O External Jira Location: | Cuperting hd
Administration
“Time Zone: | AmericatJuneau - (GMT -09:00;} v ! A n d to

‘v Users, Groups & Roles

0O User Browser A S e rVI Ce Leve I

0O Group Browser “City: ’@

0O Project Role Browser bl ol Ag ree m e n ts
v Global Setfings s

O Attachrments Fax:

O CVS Modules —

O Default Dashboard Email: [

0O Events

O General Configuration Parent: |:| i

0O Global Permissions

O |ssue Linking URL: '—|

O Look and Feel |—

O Mail Servers Logo{lmage}: bank.gif Delete

0O Sub-Tasks

O Time Tracking cc l:l

O Trackbacks
_ 0O User Defaults Salesforce.com: | | & &

Filters | Frofile | Log out &3

QUICK SEARCH:

[Done

14 Chordiant.
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L 100%



CPRT - Security

Chordiant.

Trer Customen, Eremizwc: Cosr

er: Admin User Filters | Profile | Log Out EL

HOME BROWSE PROJECTS FIND ISSUES CREATE NEW ISSUE = ADMINISTRATION QUICK SEARCH:
¥ Project . .
Edit Issue Security Levels
O Projects
O Project Cateqories On this page you can create and edit the issue security levels for the "CETSecurityScheme” issue security scheme.
w Salesforce.com Settings Each security level can have users/groups assigned to them.

O License Details

- ) Anissue can then be assigned a Security Level. This ensures only users who are assigned to this security level may view the issue.
O Configuration Settings

v Chordiant Administration Once you have setup some Security Levels, be sure to grantthe "Setlssue Security” permission to relevant users.

O Customers 0O Yiew all lssue Security schemes
E ;:;:da'f:;gs 0O Change default security level to "None" C u StO m SeC u ri ty

O Chordiant User
Administration
O SLA Administration Security Level Users | Groups | Project Roles

type prevents
c) M CSTSecurityLevel (Default) O Group (support) (Del=t=) u se rs fro m
OIS B Cherdiant Customer Security Type (Anyone) Dslsts)

@ Group (support-manager) (Delsts) i i
¥ Users, Groups & Roles O Group (jira-administrators Seel n g I SS u es
- O Group (chserver)
Dw DCurren;.'—kssignee., for CUStomerS
O Group Browser
O Project Role Browser they a re n Ot
« Global Setfings - .
P ———— associated with.

Add a new security level by entering a name and description kelow.

O Attachments
0O CYS Modules

O Default Dashboard
O Events Name: | |
O General Configuration
O Global Permissions Description: |
O lssue Linking :
O Look and Feel [ AddSecurityLevel |
O Mail Servers

O Sub-Tasks

O Time Tracking

O Trackbacks

O User Defaulis

Done %J Local intranet 00 v

is Chordiant.
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Successes and 'Opportunities’

Picking the underlying technology

Chordiant.



haveasec.com/summit

SURVEY!!

Chordiant.
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splunk

@ Atlassian Summit 2009
Using Jira for Product Management

Christina Noren, VP Product Management

@ California Casualty Management Co.



Who's
Invented IT Search Spl un k7

> 350,000 downloads, 1,000 licensed customers in 3 years

Used for troubleshooting, investigation, monitoring and reporting

Splun k > Enterprise Security Suite €« ,» © Splunk Inc. 2009
2

I Chordiant.



A Different Approach to IT
.BUIIt by IT pros f;tVY pros.lts all about the user.

B9 One code base. One package.Laptop to datacenter. Unix to Windows. Agent and server.
Be Open. Files not a database. Scriptable. APIs. SDKs. Standard tools.

Be Flexible. Any data. Any format. Build to be extended. Different views.

Don’t keep secrets. Real engineers on IRC. Public docs. Public roadmap.

Let people work with big data.Don't filter it. Don’t dumb it down.

Don’t be too smart. There’s no way to automate the hard problems. You can’t
understand organize every byte of IT data up front.

Splu n k ®> Enterprise Security Suite €« 2~ © Splunk Inc. 2009

B Chordiant.



Jira for Product Management -
’ B@g(tf’ﬂﬂilﬂgSn September 2007
* accompanied engineering move to agile development

* engineering planned to extend use of Jira from bugs
to requirements

* PM needed a way to automate requirements
development

* PM-centric tools were too closed

Splun k :> Enterprise Security Suite &« 4 © Splunk Inc. 2009

Y Chordiant.



Goal

* Adapt pragmatic marketingss “requirements that work”
model

* Allow visibility from engineering requirements back through
to specific accounts/ requests AND vice versa

* Enable automated communication of status of
feature development to field and customers

* Reconcile engineering and marketing impedence
mismatch

Splun k :> Enterprise Security Suite &« 5~ © Splunk Inc. 2009

Y Chordiant.



Salesforce CRM

-

Accounts,
opportunities,
deployments, ...

~

Data

I Jira

Engineering backlcN

Product inputs

MRD

L

Customer councils &
visits

Splu n k ®> Enterprise Security Suite

Market problems

Enhancement
Requests
J
Market
Datapoints
y,
| Call Reports

J

Features

Marketing roadmiJ

© Splunk Inc. 2009



Custom

nf\nf\lﬁ‘l-ﬁ

PRD ) Roadmap
what needs to be solved, why, and what’s coming, how far along is it,
how? and why should customers care?
*Theme problem statement
*Sub-theme problem statement *Timeframe / Release
*Problem statement *Feature
Description (incl use cases) *Sub-feature
Business case Description
*Features Ll
*Inputs *Requiremen
*ERs ts »
*CDs Zsasi;;ed to
*MDs *Problem
*Requirements Statements

© Splunk Inc. 2009

Splu n k Enterprise Security Suite 7



Custom Workflows &
- ERAGCRI IAEBHS new PS

* PS: start scoping, complete scoping, start scoping with
new requirement, finish scoping, define features

* Features: define

Splun k > Enterprise Security Suite 4« 2~ © Splunk Inc. 2009

B Chordiant.



Cascaded Close &
: RequN@tiiﬁ@mj@@rS problem statement & feature

closure

- sensitive to priority and status

* Problem statement closure triggers ER closure

- sensitive status

* Notification to support inbox on ER actions
- scoping to a PS
- feature defnition

- closure
Splun k > Enterprise Security Suite « > © Splunk Inc. 2009

B Chordiant.



Our
+ Didn't initially allow M istaK@Sarchies

* Started PS -> requirement -> feature

- should have been PS -> feature -> requirement

* Didn’t explicitly allow for personas or use
cases

- grafted onto the problem statement

* Socialization

Splun k > Enterprise Security Suite €« > © Splunk Inc. 2009

B Chordiant.



Wishlist

* Ability to define custom layouts for issue types
- that include specific fields on linked issues of specific other issue types

> s0 we can see the name of an account for an ER related to a given
problem

- that group linked issues by issue type

> so we don'’t have to use custom link types

* Report wizards
- | hate needing to bug a java guy whenever | need a new field or layout

- Most common Jira complaint is that the data is in there but too hard to
SpILgdt O rprise security suite « 1y © Splunk Inc. 2009

Y Chordiant.



splunk> Jira

The World According to Jira

Splunk for

Unfiled Views- Unit Tests

Average time to resolve per developer over the last year

November 2008

time

Number of Issues per group by Madenna sprints

150

50

F I S

fram...ark

Users with most requirements

assignee
Ledio Ago
Christy Wilson
Johnvey Hwang
Nick Mealy
Tom Donahos
Carl Yestrau
Steve Zhang
Eric Woo

Rory Greene
Ledion Bitincka

und. fied | qa

group

Average days to resolve per group over the last year

avgduration;

3,000,000
2,500,000
2,000,000
1,500,000
1,000,000

e s

= Amritpal Bath
Brian Murp hy
—=— Canl Yastrau
—=— David Garasso
Emma Dannin
Eric Woo
—s— Gareth Watts
Ind b harwal
—=— Ivan Tam
Jahnvey Hwang
—=— Ladio Ago
—=— Ledion Bhinca

March 2009

windows | pm support

count
15
100
84
84
70
66
85
58
55
54

Number of issues resolved by developer over the last year

40

30

Movemb er 2008

time

Number of issues resolved per group over the last year

Users who take the longest 1o resclve

assignee

Jef Bekes

Beth Goldman
Leonid Budchenko
Philippe Troin
Unassigned

Tom Donahoe
Inger Sabharwal
Jon Woodard

Lisa Sheridan

Vishal Patel

September 2008

time

App-

March 2009

January 2008

dur

95.59675925926
78.72744212063
58.968941512346
43.20006844444
41.67843287037
41.37256365741
40.47517332176
38.11250000000
37.69902910931
35.70455400177

Number of Issues resolved per group by type over the last year

250

g2

=

Manager | Jobs | Logout

Help

FileaBug | About

Amritp al B ath
B rian Murp hy

—=— Carl Yestrau
—=— David Carasso

Emma Dannin
Eric Woo
Garath Watts
Inder Sab harwal

—=— van Tam

Johnvay Hwang

—=— Ledio Ago
—=— Ledion Brtinca

—a— framawork
—=— pm
—=—qa

—=—

—— i

—=— ungassfied

—=— windows

Requirsment
Bug

Test

Crash
Documemation

B Tazk

© Splunk Inc. 2009



splunk

The IT Search
Company

@ California Casualty Management Co.



splunk

haveasec.com/summit

SURVEY

@ California Casualty Management Co.



Three Uses of JIRA Beyond
Bug Tracking

Modha K Khammammettu

@ California Casualty Management Co.



Agenda

v" JIRA: Consolidation of Disparate Reporting
v" JIRA: Process Improvements

v JIRA: Business Answers

@ California Casualty Management Co.



Consolidation of Disparate IT Systems

2008 2009

X

A
X
KK

splunk >

X
X

</ California Casualty Management Co.



Service Requisition Process




% DCS Service Requesk: - Message {Rich Text)

File Edit ‘“iew Insert Tools Ackions Help

(=A%end | Accounts~ | (= S| 4 G E ) 2 |G B Y B¢ L§ ] Cptions. ., '@)H

To.., ||JiraDC5 -+

ce. ||

Subject: IDES Service Request:

|Jse this Farm ta request services such as purchases of PC equipment and software, moving PC equipment,
reconfiguring equipment, development of PC applications, Instruction, and product inveskigation.

MOTE: DCS will use this Form to prioritize, scheduls, assign, and track requests. You will receive a confirmation
niarmally within a Fewe dawvs noting the assigned DCS analyst and the DCS Request Mumber,

TC REFORT A PROBLEM, CALL THE HELP DESK AT x4444

Priority

Date Required

o

Your Name: I ‘four Phone:; I our DiviDept: I

Request is Far: I Div/Depk: I

Their Phone #: I CC#: I CC Mar: I

Request:

Justification:

Comments:

@ California Casualty Management Co.



HOME BROWSE PROJECT FINDISSUES CREATE NEWISSUE ADMINISTRATION PLANNING BOARD TASK BOARD QUICK SEARCH:

Issue Details il | Wiond | Printabls)

Key: DCS-308

Type: [1] DCE Request
Status: & InProgress
Priority: o 3- Minor
Assignee: Frank Belden
Reporter: Eamon Barrios
Votes: 0

Watchers: 0

Available Workflow Actions

OClose Issue
Operations

O Go to Planning board

O Assign this izsue o me)
O Attach file to this issue

O Attach screenshot to this issue
O Clone this issue

OComment on this issue

O Delete this issue

O Edit this issue

OLink this issue to another issue
O Mowe this issue

O'Voting:
You have notwated far this issue.
Yote for it ifyou wish itto be fixed

OWatching:
You are not watching this issue.
Watrh it tn ha nntified nf rhannes

DCS Reguest

 Memory for GX745 for SMO and ASC.

Created: Monday 09:53 AWM Updated: Monday 10002 A

<7 Return to search

Izzue 4 of 288 issuels)
4 Previous | DE5-308 | Next ==

Component/s: Mone

Affects Version/s: Mone

Fix Version/s: Mone

Time Tracking: Mot Specified

File Attachments: 1 i) DCS-308 Memory- Dell Computer - Saved Guate Information 1006876418282 hirn (35 ke)
DCS Type List: Hardwarg

Customer: Frank Belden

Assign To Group: SO deskiop

Meed to order 25 1-gig memory modules for SMO and ASC.

Comments Work Log Change History Subwersion Comimits

DCS Fequest made changes - 054209 10:00
Field Original Value
Status Dpen ]

DCS Fequest made changes - 054209 10:00
Attachment

u« Hide

Sart Order;

Hew Value
In Progress (2]

DCE-308 Memory- Dell Computer - Saved Cuote
Information 100687E41 3282 hitn [ 14020 ]

@ California Casualty Management Co.



Time Reporting

@ California Casualty Management Co.



@ Modha Khammammetty History Fiters Log Ot & @

HOME BROWSE PROJECT FINDISSUES CREATENEWISSUE ADMINISTRATION PLANNING BOARD TASK BOARD QUICK SEARCH:

Dashhoard Corfigure: QM | OFF Manage Dazhboard
Time Sheet § . ]I Mon | Tue Wed Thu  Fri @ Sat | Sun Mon Tue Wed Tho Fri | Sat Sun
IHEHERLINAIVREE L 1106 1206 1306 145 18/5 16/5 1765 18/5 195 2006 21/6 225 238 244
[[] ADMN-134  Modha's daily Admin Time g 1h 1k Th  th 1k 1h | 2h

MTCE-144 | QY JIRA Reports - Enhancements i 2h | 1h h

ES0L1175 Portal Load Testing p %h 8 Th Th 8h B.5h B.5h

Total: oh 9h 10h 9h  Oh 7.5n 8.5h 1h

Powered by Atlassian JIRA the Profeszional Izsue Tracker, (Enterprize Edition, Version: 3.13.2-#335) - Bug/feature request - Atlazzian news - Contact Administrators

@ California Casualty Management Co.



Service Desk

@ California Casualty Management Co.



Filters: Favourites

Manage Filters

Popular Search

MHame

All Open Service Desk

All open Jira service desk call

Allcalls
All Dpen calls not update in 1 week
All Dpen Priarity 1 Calls

All Dpen Service Desk Calls
All Service Dedk calls in JIRA

any priority 1 jira
any jira priority ane not just service desk calls.

asc one week calls

bug report closed

hug testing filter

Call not updated in 2weeks
Calls in Open Status

Zalls in Open Status for not updated in 5 day
Calls in Open Status for not updated in 5 day

dan list of admin time tracking

dan regquest

dis apen

HR calls not update in 3 days

it service desk call not update in 3 day

IT Service desk calls

kellie Tunheirm Shared Responishlity for Atlas Phase 1
Kellie Tunheim Shared Responisblity for Atlas Phasze 1

last ¥ days prairty 1 call

My calls sorted by updated date.
My open calls

iy open calls | created

My Open Service Desk calls

Issues Shared With

292

7449
14545
11
292

105

68
63

121
234
126

3829
23

29

17
17
68

lﬂu Group: Test group for Reports

g Private Filter

o Group: Test group for Reports
o Group: Test group for Reports
i@ Shared with all users.,

i@ Project: Test Project

g Private Filter
g Private Filter
igp Private Filter
g Private Filter
iqgp Group: IT Senice Desk
i@ Group: IT Senice Desk

g Private Filter
g Private Filter
g Private Filter
g Private Filter
qgp Group: [T Senice Desk
g Group: IT Senice Desk
g Private Filter

agp Shared with all users.
g Private Filter
igp Private Filter
g Private Filter
& Private Filter

Subscriptions

Mone - Subscribe
Mone - Subscribe
Mone - Subscribe
Mone - Subscribe

2 Bubscriptions
Mane - Subscribe

Mone - Subscribe
Mone - Subscribe
Mone - Subscribe
Mone - Subscribe
Mone - Subscribe

Mone - Subscribe

Mane - Subscribe
Mone - Subscribe
Mone - Subscribe
2 Bubscriptions

1 Subscription
Mone - Subscribe

Mone - Subscribe

1 Subscription

Mone - Subscribe
Mone - Subscribe
Mone - Subscribe

Mone - Subscribe

Filters are issue searches that have heen saved for re-use. This page allows you to manage all filters created by you, a5 well as view filters shared with you by others.

Operations
Edit | Delete | Columns

Edit | Delete | Columns
Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Calumns

Edit | Delete | Columns

Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Columns
Edit | Delete | Columns

Edit | Delete | Columns

Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Columns
Edit | Delete | Columns
Edit | Delete | Colurmns

Edit | Delete | Columns

Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Calumns
Edit | Delete | Columns

Edit | Delete | Columns

@ California Casualty Management Co.

)



Fram: JIRA
To: Scotk Thompsan
s

Subject:  Jira Subscription: All Open Service Desk Calls

Senk:

Fri 5/22/2009 5:01 AM

Issue Subscription

Fitter: All Open Service Desk Calls (200 of 303 issues)
All Service Desk calls in JIRA
Subscriber: sthompsaon

T HKey Pr Status Customer Summary
m MEB-G6iZ 0§ InProgress Brahmesh Reg. Portal Atcess
= Chinta
m WEB-533 n - Open Robert Silva | Performance Claims
m WEB-424 0 g Bpen Angela E-SERWICE INTERIM 419703
Tompkinz
m MEB-479 i) Open ity At There are nao "farms below "
customer
m MEB-475 ;8 Open Stephanie | Any idea why documents are printing inwWingdings?
Kilpatrick
m MEB-430 )8 Open Lyn Marin  mail marshall safe sender listis notwarking
m MER-304 i) Open Bick McCleve | Problemwith Calcas.comicorporate Employment Career Connection Center
m MEB- 257 it ;1 In Frogress Ann Baber | Parformance Claims - moving 5o slowly today
m MEB-349 & (25 Open bty Ak my &+ - question on the Billing Detail screen
customer
m MER- 193 ;8 Open Error selecting records from dhi, Please checkWEB4 senver log for more information.
m WEN-32 & [2h Open Joshua Wireless connection problems
Hinrichs
m YEHN-31 . ch Open Rick Gald Atlas VRN
m WEH-28 Ik ¢ Open Teshwanth | g ahle 0 connect to my YPM
Wepachadu
m WEH-23 i) Open Larenza Flease apen a ticket for "Cisco MeetingPlace Failing Through Firewalls" and assign itto
Montezemols | g This i a low-priarity tickat.
m TELE-296 & |25 Open Soott Help desk 4444 not going towsd number in the off hours
¥ Thompson
m TELE-395 n ;i Hald for customer Becky Becky will also need to be ahle to sign into the VIC ACD line.
Fatterson
m TELE-382 . ) Open LebiAngelo | YR -- payment methods
m TELE-371 g Open Bedla Custamers pressing # after entering credit card number are heing rejected
Fatterson
m TELE-355 & (25 Open Sher CSC Phonehail Mode 1 Issues
Browning
m TELEZ33 ;8 Open Michelle Meeds voice mail password changed on 5200
Eillian
m TELE-215 I i Hald for customer | Scott Cisco Agent Sofhware

Created
21 a0

04/Mayw8

1484 pr0g

A04p A0S

08 44pH0D

17 it an0s
10/Man0g
03/tanos

17/Febi09

209/Dec0s

19/M 208

15/M a8

2444pH0D

26/Mar0g

1/l 308

13/M a8

0l 303

2344p 10D

1B p 0D

05/Febi09

22/Jani0g

Assignee

Lorenzo Monteremolo

Unassigned

Unassigned

Unassigned

Eric Cole

John Maito
Stewe Sands

Juanita Lagan

Richard Drozd

Manik Peddada

Jacgueline Padua

Ben Quarey

Ben Quartey

Lorenzo Montezemolo

Carleen Aiello

David Livingston

Sheri Browning

Sheri Browning

Sheri Browning

Sheri Browning

Juanita Lagan

Assign To Group Reporter

LAN Support

Ferfarmance

Claims

flyfplus

flydplus

Guidewire

LAN Support

AN

flydplus

S0 deddop

SMO deddop

Telecom

Telecom

Telecom

Telecom

Telecom

Cozetta Ketchens

Juanita Lagan

Cozetta Ketchens

Cozetta Ketchens

Seott Thompson

Scott Thompson

Keith Howard

Juanita Lagan

Juanita Lagan

Cozetta Ketchens

Keith bickioy

Seott Thompson

Sooft Thompson

Cozetta Ketchens

Scott Thompson

Cozetta Ketchens

Juanita Lagan

Sheri Browning

Sheri Browning

Sheri Browning

Scott Thompson

</ California Casualty Management Co.

Updated
21t aying

0/M a0

14iAp g

AD4ApRDS

0B/M a0

2340 ang
104 an0g
0B/ a0

09/l ar09

30/l ar0g

Z4/M a9

18/M a9

244Apr0a

26/ ar09

Z4/M w09

15/M awDg

184M ayDS

15/M awDg
2844p10E
18/Feb0g

14ApI0D



Project Management
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@ PROJECT: |E-SOL2.0 B # Logout @

Modha Khammammettu
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CPU upgrade Titan Properties : Vatistion Werity all URL references are SUM Health Check Unresolved: O TolDo:o 0
relative. Resolved: 12 In Progress: 0
Lone: 12
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T Hours by

Hours

28%

26%

4%

22%

0%

18%

TE%

14%

12%

0%

2%

%

4%

2%

0%

Categor

FeBruary, 2009

24.44%

Project Categories:

Administration:
IT Time spent on any of the following: Yacation, lliness, Training, Holidays, Mon-Projectissue
meetings or events, Staff Meetings not related to a specific Projectfissue Administration

24.08% 23 85% Development / Enhancement:
Development: Work associated with those Projects prioritized by the IT Council & Corparate
priotity projects normally exceeding $100,000 in implementation costs. This category also
includes Enhancerments: Wark 1o imprave or enhance ugericustamer facing transaction
pracessing.

IT Infrastructure:
Work to install new IT suppart system (hon-user facing), software, hardware or convert old to news.
Would also include ‘additional' hardware for any system reguired for expansion.

Maintenance:

15.89% Wiork required to replace ‘broken’ hardware or to perfarm vendor provided upgrade to operating
systems, software or hardware. Also includes general activities to keep systems and
enviranments functional and current.

Production Support:

\Wark to resalve a problarm that is impacting normal production processing or carrect something
that is not functioning as designed.

B12%

221%

0.41%

Development  Administration Production Maintenance Service Infrastructure

Coded
Support Desk Wrong
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I'T Development Projects (Top 7)
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Service Desk Time Allocation by Type

Hours

of Call (Top 10)

February, 2009

Service
Desk Hardware @ SMART Software
Staff

Mainframe Prodggggn Outlook Security  Web Sites Reports
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52.92%

21.46%
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Conclusion

"JIRA helped us streamline our processes
and eliminate most of the sub-systems and
applications used for tracking and
management

"JIRA allows better transparency for IT
results by providing improved information and
communication

"JIRA had reduced software and
maintenance expenses for Cal Cas

- Bi-Ghovdiantc
CusTOMER EXPERIENCE



Questions-and
Answers

Modha Khammammettu

mkhammammettu@calcas.com

602-866-4751

Buo-Ghorvdiantc


mailto:mkhammammettu@calcas.com

haveasec.com/summit

SURVEY!!
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