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Case Study

Managed Support
Services for a Global

Bank

One of the world's top five banks by total assets
required global support coverage of their Oracle
ERP and PAAS suite of products.

Partner 5 Microsoft Partner
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Global Investment Bank
Global rollout of Oracle Cloud ERP & EPM needed supporting

We were awarded the support contract for one of the world's
top five banks by total assets. They had gone live with Oracle
Cloud Financials, Accounting Hub and a Data Hub, and wanted
a cost-effective round the clock support service for the new
Oracle Cloud platform.

Questions we answered were:

How difficult would the transition be?

Will the quality improve after outsourcing support ?

How much costs would it really save?

Will this unlock time of bank’s senior management for them
to focus on strategic work instead of support?

They wanted a support partner to manage the Oracle ERP
suite of products plus provide 8x6 support coverage for their
operations in UK, Belgium, Netherlands, Spain, Italy and
Ireland, Singapore, Hong Kong and 8x6 support coverage for
US hours.

Top five global banks

Global presence with initial rollout in
Europe, America and APAC
Transitioned from EBS to Cloud
Their internal IT support team to
focus on strategic projects instead
Stringent SLAs with the business for
generating daily P/L position
Complex solution with PAAS

database integrated with Murex,
Moody, Finastra LoanIQ, Bloomberg

to name a few
Quarterly upgrade testing

30 mins response time for high

PRACTICES

priority issues



\—~ ¢/
-

\ W/~ 1~ 1\ N\~

~— \

Challenges

To have robust support to ensure the bank could focus on its

business and strategic initiatives

Timely access to
management information

Faster and reliable data
uploads

Creation of knowledge
repository

Break-Fix (Corrective
Maintenance), Patch/System upgrades
(Adaptive Maintenance)

Continuous Improvement in Application
Maintainability (Preventive/ Perfective
Maintenance)

KPIs for Reaction time, Resolution time, Root
Cause Analysis time, Problems resolved on
time, Change Management Effectiveness,
Defects Identified in Production, Recovery

of applications per Recovery Time Objectives
for OCI PAAS and integrations

PRACTICES
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The Solution

Customised Levels of Support

(AY) L2 & L3 Production support, bug
% fixes and enhancements

production fixes related to month end

Collaborating with Oracle on critical
closures and other regular issues

End to end Integrations support

Extended support for end-to-end

<O~ Integrations with Oracle General Ledger,
including their integration middleware
and integrations with Murex

Fin

Vv

Application Support, Service

desk Operations, Incident Management
& Service request,

Problem management.

Change, Release and
Configuration Management,
Database administration and
Environment

Critical fixes due to incompatibility
arising out of upgrade

24*7 monitoring of Service requests for
critical issues in production

PRACTICES
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Our transition plan we applied to take
over support work from incumbent

Pre-Planning Phase

|

» Scope Definition

* Agree assumptions,
constraints, risks,
knowledge transfer
location/s

+ Confirm knowledge transfer
start date and publish it to
all internal stakeholder

» Prepare resource ramp-up
plan

» Allocate track lead
resources

» Create a skill matrix

» Create client IDs for
identified resources

Kick off (Warranty Period)

Acclimatization
Tasks

Landscape walkthrough
between project delivery
team and support team
Plan and build Document
Repository Structure

Collect the available
documents from client
Plan for Training KT
Team on Domain
Knowledge, business
Processes and the
overall KT processes

Logistics Tasks

» Agree and provision with
client on remote
connectivity

* Provision Citrix / MS

» Assign access to Agile
Devops for bug fixes to
custom reports

» Access to other client
mandated tools

Transition Kick
off activities

» Assessment of all
documentation
availability

» Ensure Access availability
for all Applications to KT

Team

Knowledge
Transition

|

Service Introduction
Incident Management
Process ( Major and
Minor )

Change Management
Process ( Large and
Small Enhancements )
Release Management
Process

Request Management
Process

Environment and
Deployment Process

Week 3
I

« As per our plan we will retain the existing members of the Onsite team
« The KT Sessions will have reverse KT session to onsite team

Transition Complete

PRACTICES
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Workflows we implemented

Problem P Problem P Problem

Detections Logging Investigation
Problem Management e v
Known Error . . Problem
Creation ¢ Workaround ¢ Diagnosis

e Incident Management

Request e - WY Evaluate/Verify ¥ Gather RFC .

Change Management :

J ? e . Test <4
Close RFC X Sherie Implement Changexg

PRACTICES
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The process

we follow

How it all
works in
Real Life

Stage 1

Once issue is
reported, it
becomes can incident

Stage 2

The team notice
that other

user report the
same issue

Stage 3

The system
administrator creates a
problem related

with these incidents

Now

Stage 7

The problem is resolved &
all related incidents are
closed automatically

Stage 6

The proposed change is
assessed, implemented &
reviewed

Stage 5

If needed, a change is
created to resolve a
problem

Stage 4

The team tries to find
the root cause of the

problem
PRACTICES
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Impact

%
®

%

.

Improved month end financial close process by reducing
the close cycle

Accounting rules and integration to Murex, Treasury and
other systems using Accounting Hub Cloud Services
(AHCS) and Oracle PAAS Data migration from Oracle
EBS to Cloud ERP within a week using our accelerator.

User manuals and guided training videos across all key
business processes for change management

Dashboards such as Spend Analytics, Asset
reconciliation report which have contributed to
significant cost savings

Cost reductions by automating bank statement and
balance sheet reconciliations using Oracle EPM Oracle
Account Reconciliation Cloud (ARCS)

100%

SLA Adherence

A\

Implement ITIL processes for
Incident, Problem ,Change
etc.

Improved incident response and
resolution : Consistently met
SLA targets and provide 24x7
support for critical processes

Zero customer escalations
during transition & Steady State

70% Effort Savings during
quarter end due to testing
automation & continuous
improvement

PRACTICES
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What do customers value
in our partnership?

Our solutions are designed with
a customer first approach

We take care of end-to-end
implementation and offer comprehensive
support service

We are proven, trusted partners of top-
tier companies across sectors such as
finance, banking, insurance, and retail

Copyright © 2023, Fusion Practices | contact@fusionpractices.com

Partner

Our experience in transforming
mission-critical applications for
Fortune 500 companies
including finance, banking and
insurance, and retail companies
across the globe makes us one of the
leaders and trusted partners for
Oracle Cloud implementations.


http://www.fusionpractices.com/
mailto:contact@fusionpractices.com

