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The Next Generation Solution for end -to-end Service Management  

By Michael Maley, CTO, NavAscend 

Origins  

Over the past 20 years, we have helped numerous 
organizations optimize the way they manage and 
operate technologies. 

Throughout those efforts, there have been consistent 
themes: 

¶ There are reams of raw data yet no relevant 
information and the effort to convert it to 
actionable knowledge is overwhelming 

¶ Technology has been the myopic focus and 
answer to everything 

¶ People get things done,  so we manage heroics 

¶ Financials are estimated and adjusted as 
necessary 

¶ Any improvement initiative requires significant 
training on non-value add concepts 

¶ Adherence happens at the personal level 

In addition, during this same timeframe technology has become a commodity (ubiquitously available 
and continually dropping in cost), and our service delivery staff have become our largest expense yet, 
there are minimal effective solutions to measure effort. 

Tools to track our efforts have been focused on the fulfillment of a ticket, not management of: 

¶ Services and the business outcomes they provide. 

¶ Delivery and how we effectively build and manage operations around services. 

¶ People and how they make an optimal contribution to delivering services. 

¶ Costs and our ability to understand costs at the service, solution and technology level. 

What is required is a solution that: 

¶ Automates Technology Service Management end-to-end 

¶ Offers an intuitive self-help portal for customers to engage and understand offerings and value 

¶ Delivers real time transparency for management to see what is happening throughout the 
supply chain 

¶ Enables the agility to adjust process and portal in minutes, not months 

The principals at NavAscend felt that there was a better way to address these challenges.  Although, we 
needed to step back and analyze the situation and all possible solutions...even outside of the technology 
realm. 
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A Better Way  

With decades of implementation experience, we found that there are 
specific requirements essential to better manage technology services, 
solutions, technologies, people, locations, and activities: 

¶ Need for relevant Business intelligence 

¶ Real time information, not last month or even last week 

¶ Ease to engage 

¶ Automatically adhere to process 

¶ Automatically capture effort 

¶ Reduce overhead, not increase it  

The more we looked at the challenge, the more we saw the parallels in the business world.  

Measuring for Success 

When I was a teenager, I helped my father repair Ford Model T automobiles.   As we worked on one 
that was owned by a farmer, I noticed that there was an old arrow behind the seat.   Curious, 
one day I asked the farmer about its purpose. 

He explained that because there was no fuel gauge in the Model T, he used it to 
determine the amount of fuel in the car.  Through years of experience, and trial and 
error, he could roughly determine how far he could go before a fill up.  It had 
evolved to more of an art rather than a science because there were so many 
variables.  He was very proud of his expertise. 

Today with all the technological advances, my car provides me with a complete 
dashboard and information console that tells me how many miles until I will run out of 
fuel. 

As we look back of our experiences in managing and optimizing technology management and 
operations, many of those organizations are like that farmer and his arrow.  Unfortunately, the tools 
that many technology organizations use today are very similar to that good old arrow.   

Distinctive Trend  

Over the past 30 years, for many in technology 
management there has been a focus on the 
ǘŜŎƘƴƻƭƻƎȅΧ how to better manage, administer, and 
operate.  This made perfect sense at the time.  

Although during this same period, technology has 
advanced, become less expensive, ubiquitous, and is 
available to just about everyone.  This has turned the 
once exclusive technology into a commodity, while at 
the same time people costs have sky rocketed. 

If that is the case, why are all the current technology 
administration tracking solutions focused on a ticket 
rather than the people? 
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Challenges with Tracking  

The majority of the current ticketing tools available today are tracking 
solutions.  These tools focus on a ticket.  Additional ticket attributes are bolted 
on.  They were a very effective solution at a time when we just wanted to 
ƳŀƪŜ ǎǳǊŜ ǘƘŀǘ ŎǳǎǘƻƳŜǊΩǎ ƛǎǎǳŜǎ ǿŜǊŜ ŀŘŘǊŜǎǎŜŘ ŀƴŘ ǊŜǉǳŜǎǘǎ ǿŜǊŜ Ŧǳlfilled. 

Unfortunately, these tools required staff to drive the ticket through a process.  
That process was generally documented and external to the tool, and staff 
needed to know all the aspects of the process to make sure that the tool 
reflected the corrŜŎǘ ƛƴŦƻǊƳŀǘƛƻƴΦ  LŦ ǘƘŜǊŜ ǿŀǎƴΩǘ ŀ field for any pertinent 
information, they would capture any relevant information into the free form 
text field. 

As result, people need to know a lot about process, commitments, escalations, ownership, 
configurations, assets, and all their relationships.  This creates a tribal environment, heavily weighted 
with frequent communication to make sure that tickets are addressed promptly and accurately.  The 
overhead and rework can be significant. 

Regrettably, during the same time period that technology was becoming 
commoditized, and our people have become our biggest cost.  We cannot 
afford to have our people spending so much time working inefficiently and 
ineffectively. 

In addition, because the information captured is primarily related to the 
completion of the ticket, very little relevant information is available for the 
management of the service delivery and operations. 

We found that the frustration level with this issue is rampant in the industry.  
However this is a fundamental flaw in the design of ticketing systems and cannot be addressed by simply 
bolting on additional attributes. 

A new solution is required to enable managers to manage the work flow and workload related to the 
services we offer and operate so that we can continually improve. 

A New DNA 

After years of searching and evaluating the tracking tools available, we took a completely new approach 
from the ground up, and set out to address the situation as a business 
problem. 

We started with the work effort.  What drove work load in our technology 
organizations?  Then we analyzed the consistencies in the workflow for each 
type of work item.  Finally, we combined the service, solutions, technologies, 
items, people, and locations to create a holistic end to end solution to manage 
all aspects of technology service optimization, delivery, support, and 
operations. 

We wanted a solution that would support a pragmatic approach to instill 
confidence in managers to make decisions. The only way would be to allow 
them to make incremental changes and see the results in real time. 
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A New Approach 

Building upon our new DNA, we looked to the business arena to leverage 
their successes over the past decade to help drive innovation.   We 
evaluated and incorporated: 

¶ The Power of Business Process Management Suites (BPMS) 

¶ Methods for Operating like a Business: Supply Chain Methods  

¶ IT Serviec Management best practices through decades of 
implementation and optimization 

In order to eliminate the complexities and massive quantity of 
information available from technology management, we applied Supply 
Chain methodology.  This allowed us to: 

¶ Eliminate need to translate what technology is doing for the business 

¶ Provide a robust business process framework  

¶ Streamline metrics and make them relevant and actionable  

¶ Simplify and streamline management 

To provide a robust platform, we built our solution on an industry leading BPMS to:  

¶ Capture and Manage in Real Time; 
o Work Flow 
o Work Load 
o Compliance 
o Adherence 
o Utilization 
o Cost 
o Customer Satisfaction 

¶ Provide an Agile platform that enables you to; 
o Make changes easily, quickly, and reliably 

¶ Deliver Real time Information at your finger tips, anytime, anywhere; 
o Readily available relevant information for everyone ς reduce communication overhead  

{Ŝǉǳƻƛŀ ƛǎ ƴƻǘ ǎƻŦǘǿŀǊŜΦ  Lǘ ƛǎ ŀ ǎƻƭǳǘƛƻƴ ŀǎ ŀ ǎŜǊǾƛŎŜΦ  ²Ŝ ŘƻƴΩǘ ǎǘŀǊǘ ȅƻǳ ŦǊƻƳ ǎŎǊŀǘŎƘΦ  ²Ŝ ƘŀǾŜ ǇǊe-built 
ŀ ǎŜǊǾƛŎŜ ƳŀƴŀƎŜƳŜƴǘ άǎƻƭǳǘƛƻƴέ ǘƘŀǘ ƛǎ ул҈ ŎƻƳǇƭŜǘŜΦ  ²Ŝ ŎǳǎǘƻƳƛȊŜ ǘƘŜ ǊŜƳŀƛƴƛƴƎ нл҈ ǘƻ ƳŜŜǘ ȅƻǳǊ 
needs. 

The Power of Intelligence  

With the reliable foundation of SequoiaΩs rich data, managers can, for the 
first time, simultaneously look at relevant metrics (intelligence) and optimize 
in real time from multiple perspectives; 

¶ Customer 
o Satisfaction 
o Value 

¶ Offerings 
o Service 
o Solutions 
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o Technologies 

¶ Operations 
o Activities 
o Roles and Responsibilities 

¶ Performance 
o Compliance 
o Workload 
o Workflow  
o Backlog 
o Utilization 

¶ Cost 
o People 
o Technology 

Sequoia delivers all these perspectives, both the real time conditions and historical trending to show 
emerging patterns. 

Connecting the Dots for Workl oad 

One of the biggest challenges that we found is the management of work flow and work load.   Although 
essential to managing services end-to-end, it requires (demands) automatic capture of effort on work 
items.  Otherwise all information is subjective and in the end unreliable.  

Work load is the actual effort expended on a work item (task).  It is critical to know άwhat isέ driving 
work into your organization, in order to manage it. 

Through decades of practical experience and combining service management 
and supply chain approaches we found that work is driven in technology 
through the following work items: 

1. Request 
2. Incident 
3. Problem 
4. Change 
5. Project Task 

We confirmed that all other discipline (function) work is driven through these 5 
work items. 

In addition, each of these work items has a consistent business process that can then be customized to 
each organization. 

Power of Context -Aware  

Through SequoiaΩs robust data model, work items are context-aware of 
service offerings, activities, locations, roles, and people.  For example, 
when a work item is submitted, Sequoia knows where you are located, 
what you have been allocated, what you own, and tailors the questions 
to you.  We eliminate those frustrating questions that get in the way of 
what you need. 
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Buildin g Blocks 

{ŜǉǳƻƛŀΩǎ ŀǊŎƘƛǘŜŎǘǳǊŜ ƛǎ ŎƻƳǇǊƛǎŜŘ ƻŦ ŀ Ǌƻōǳǎǘ ŦƻǳƴŘŀǘƛƻƴ ŎƻƳōƛƴŜŘ ǿƛǘƘ ǎƛƎƴƛŦƛŎŀƴǘ ƛƴƴƻǾŀǘƛƻƴ ǘƻ 
deliver an end-to-end solution for technology service management. 

Robust Foundation 

¶ IBM Lombardi WebSphere Business Process Management Suite 

¶ NavAsceƴŘΩǎ BPM Framework 

¶ bŀǾ!ǎŎŜƴŘΩǎ Business Intelligence Framework 

Intuitive Sequoia Perspectives 

¶ Prebuilt Electronic Service Catalog 

¶ Intuitive Self Help Portal (Storefront) 

¶ Structured Management Consoles  with Role based Perspectives 

¶ Simplified Business Intelligence Dashboards 

Core Administrative Components 

¶ Service Offerings Administration 

¶ Configuration Administration 

¶ People Administration 

¶ Location Administration 

Pre-Optimized Workflow Packets 

¶ End-to-End Business Process Automation 

¶ Automatic Service Level Compliance 

¶ Automatic Routing to Roles 

¶ Complete Transparency of Supply Chain 
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Prebuilt Workflow Packets  

Key elements of Sequoia are workflow packets that have been constructed within Lombardi 
TeamWorks.  Each of these packets focuses on a specific activity or core element of Sequoia that 
supports the operations of all the other packets.  These packets include the following: 

 

IBM WebSphere Lombardi BPMS 

Lombardi BPMS is a robust Human Centric Business Process Management Suite (BPMS) that provides a 
reliable platform for Sequoia.  We have incorporated the years of implementation, service management, 
operations management, and business experience and expertise to create an end-to-end management 
solution. 

The capabilities that Sequoia leverages from Lombardi include: 

¶ Click and drag workflow automation  

¶ Click and drag coach (form) creation  

¶ Prioritization 

¶ Roles & responsibilities 

¶ Data representation (Graphs) 

¶ Work queue automation 

¶ Real Time work load management 

¶ Real Time work flow management 

¶ Optimization tools 
o Workflow  Optimizer  
o Simulator ς ά²Ƙŀǘ LŦΧέ  

Architecture  

Our strategy for the architecture of Sequoia is elegant in its simplicity.   Our objective is to maintain as 
simple architecture as possible for ease of maintenance and optimization. 

The foundation of Sequoia is Lombardi TeamWorks BPMS.  It is our workflow automation and 
integration platform.   

The pre-built Sequoia workflow packets are built within Lombardi TeamWorks (see Pre-built workflow 
packets section for detail) using the NavAscendΩǎ BPM and Business Intelligence Frameworks. 
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Any database that Lombardi supports we support with a SQL interface.  In addition, we can interface 
with any application or web site using WSDL, command line interface, or application program interface 
for two way exchange of data. 

In order to be self sufficient, Sequoia is supported by its own core and work item databases.  Again, we 
support any database that Lombardi TeamWorks supports. 

The Storefront (portal) of Sequoia is built in basic HTTP scripts.  

 

Components of Sequoia: 

Portal 

¶ Storefront - http 

¶ Consoles - http 

Business Process Automation 

¶ Lombardi TeamWorks  

Roles, Access, Authorization 

¶ Lombardi TeamWorks  

Databases 

¶ Any DBMS Supported by Lombardi 

Integration Platform 

¶ Lombardi TeamWorks  


