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Status Report: How did BSI Meet our Business Requirements

Q - Q QR

Single Source of Truth: SLA metrics need to be in a combined so that reporting can be generated from a Single repository.
Compliance & Audit requirement: Multiple Monitoring Sources

Simple Report Generation: Increase quality and reduce cost. : move from using manual services of creating monthly SLAs to
automated paving way to SCALE for More customers , more services and demand for performance SLAs and detailed

reporting.
Data Editor: Correct reporting and add comments for acts of force majeure within SLA Reports prior to distribution.

Multiple user personas by same system and users: Produce secondary and tertiary reports for metrics like breach reports for

Customer Support, financial impact of missed SLAs, and obligation reporting.

Scalable Dashboards for Executives, Business Service Owners and Customers

ca

2017 CA. ALL RIGHTS RESERVED. technologies



CA’s BSI Implementation by the Numbers

Today

CA SaaS Services Currently on BSI 8
CA Vendors Currently monitored by BSI 7
Monthly SLA Booklets Generated ~450/month
Contracts in BSI ~450
Automated Management Reports 10
Dashboards 450+

Executive Management 1

Service Specific 9

Customer Facing

450 (Live) 1k (planned)
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CA’s 360° View of Saa$ Service Levels

= For Customers
— Customer Experience (SLA reporting)

" |nternally
— Vendor Monitoring (SLA adherence)

Future BSI Integrations

" Customer Support Information

= Contract Management
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Service Dashboard

Ca CA SaaS Service and Account Managé
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Availability in %
# of SLAs

Service Fulfiliment and Time Details

Monthly Outages & Faults

URL Availabilty . 3/2/2017932PM  3/2/2017 937 PM 9ggg March GIS_Vendor_SzaS_Contract
URL Availability . 3/3/2017933AM  3/3/2017 938 AM 9897
URL Availabiity . 3/12/2017 733PM  3/12/2017 7:38 PM 9534
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Customer Dashboard

CA SaaS Customer Dashboard™

Customer Selection Ayerage Service Levels Trend over the last 12 month Response Time Graph
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Service Fulfilment and Time Details

2017 83477 63477

27447453 27448772

Service Selection =C}

205035 2050.77

63544 636,52

Monthily Outages & Fauits

CAP.AL. LR TR . DAL Swailability 3/29/2017 3:13 AM 3/29/2017 318 AM
O 'etmm B _ ailabiity 3/29/2017 6:41 AM 3/29/2017 653 AM
ilzDikty 3/29/2017 719 AM 3/29/2017 724 AM
railabiity 3/24/2017 549 PM 3/24/2017 554 PM

vailabibty 3/20/2017 628 PM 3/20/2017 633 PM
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Questions?
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Wendy Arthur

SaaS Sales & Customer Enablement
wendy.arthur@ca.com
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