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Camino hacia los Servicios Cognitivos

Crecimiento

Empresa cognitiva
Inteligencia predictiva

Chatbots
Empresa Digital Aprendizaje automatico
Multi Cloud
Empresa online Multi Dispositivo
Multi Canal

Excelencia en el servicio

Cognitive Service Management

Digital Service Management
ITSM
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Entornos Multi-Cloud
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BMC DISCOVERY
MULTICLOUD

Multi-cloud dashboard

bme Discovery # Explore v  Model v  Manage v © & d ©0Q

Azure & Amazon Web Services

Actualizaciones mensuales




Modelado de aplicaciones en MULTI-CLOUD

SQL (West Europe)

/ Virtual Machines
j (West Europe)
bme Discovery & Dplore «  Model v Manage v ©

T

US East (N.
oy Virginia)
pNEIbV2
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Data
Center
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Camino hacia los Servicios Cognitivos

Crecimiento

Empresa cognitiva
Inteligencia predictiva

Chatbots
Empresa Digital Aprendizaje automatico
Multi Cloud
Empresa online Multi Dispositivo
Multi-Canal

Excelencia en el servicio

Cognitive Service Management

Digital Service Management
ITSM
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Inteligencia Artificial

Machine Learning Servicios Cognitivos

: Big Data
Clustering Mineria de datos

Chatbots Data Scientist



Cognitivo

s










Cognitive Service Management

| 1 Chatbot & Virtual
Support Agents

DIGITAL WORKPLACE CHATBOT Usuario Final

: Predictive
Automation Intelligence

REMEDY SEVICE MANAGEMENT: ASISTENTE

Soporte

Micro-service

@ % Cognitive

g INNOVATION SUITE /
Rl G s Analistas de negocio



Innovation Suite con Servicios Cognitivos

Desarrollo de aplicaciones
Micro servicios cognitivos

Exposicidon de servicios a otras
aplicaciones
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Intuicion vs Riesgos

Los HECHOS no son faciles de
encontrar

de los lideres
= empresariales toman
-3, decisiones usando la
g95% 4 INTUICION y
subestimando los
RIESGOS

El TIEMPO no esta de nuestro
lado
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Por qué analizar datos de tickets de servicio

Los tickets de servicio son una fuente abundante e interminable de informacidn
con problemas de calidad de datos

El nivel de esfuerzo y dominio de conocimientos necesarios para analizar los Analisis automatico sobre
datos de los tickets con precision y de manera eficiente es alto datos “malos”
Reduccion de esfuerzo

Los tickets contienen informacion muy valiosa para mejorar la calidad del

" : : \ manual
servicio, cumplir mejor con los SLAs o reducir los costes

Identificar y resolver
problemas subyacentes
Disminuir MTTR y aumentar

Aunque los datos de los tickets se suelen acumular en el Service Desk, su
combinacidn con ITOps/sentimiento social permitiria mejorar el servicio

v/ ) B : .. NP
La Transformacion Digital empeorara todavia mas esta situacion 5
'8‘ Descubrir y solucionar Acelerar el analisis “““ Identificar ineficiencias
la calidad de datos ¥ | de la causa raiz B en procesos y equipos
Correlar con sent.
fr—j- el T @”j} dentificar incidencias y €53 Eliminar silos ITOM social y negocio
—f | oftware, Jnc. s S - o
= deteccion de anomalias peticiones a automatizar & ITSM



Analisis de tickets con TrueSight Intelligence

TrueSight Intelligence = Recoleccion de datos, integracion, analisis y visualizacion de manera automatica y en tiempo real

\ Nube Mainframe Base de Aplicaciones  Servidores AIm'acena— PCs Red Experiencja Puntos de Otros disp.
datos miento de Usuario Venta (loT)
‘II!II‘ Eééi t] — [(==] . ® — o O (::::)
(,\) 5 ‘: ,3 SIR=A LA Y, %
Métricas  Eventos = . = :
>/ - _J
4 A
I \ i - ') Datos Técnicos
I e A
\ y,
I e N
= \_ J Recolectar & Agregar Datos p Analitica & Vlisualizacion
Series de Métricas Temporales Estadisticas
Eventos TrueSight Baselines de comportamiento
Registros ITSM 3 i i
Logs Intelllgence Igeteclcpr] de Anomalias
TrueSight Intelligence .
Clustering
Solucién SaaS
Acceso inmediato
Escalado por uso .
[ Datos Publicos Datos de Negocio
Upgrades realizados por BMC &
Prueba gratuita
Auto-Servicio
- - R
o oo 830 o o
=] L6 O M) &% 16 =i P~
Publicidad Noticias Facebook ~ Twitter ~ Feedback | oictica Procesos  KPIs Objetivos KPIs Informacién  Informacion
© Copyright 2017 BMC Software, Inc. clientes Negocio Neogcio Servicio Clientes Mercado

Cliente



Analisis de tickets con TrueSight Intelligence

a minute agoo Q Qv ‘v

bmc TrueSight Intelligence

Viewsv Apps Events Sources Integrations Advanced Analytics

15min 30min

Sort By: Act

Engage Cash Business
Loan Approval Time

8.28

secs

O My_Serv
Sort By: Act

Remedy

Escalated Incidents

45.00

Engage Cash Business
Loan Request Volume

183.27

number of requests

Remedy
SLA Breached Incidents

93.00
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Jul 24,2017 7:58 AM - Oct 24, 2017 7:58 AM

Engage Cash Business

bmc TrueSight Intelligence

15min 30min

Sort By: Activ

Engage Cash Business
Loan Approval Time

8.28

secs

Sort By: Activ

Service Desk America
Time to Resolve (Hrs)

2.00

Events Sources Integrations Advanced Analytics

Engage Cash Business
Loan Request Volume

183.27

number of requests

Escalated Incidents

45.00

Jul 01,2013 7:58 AM - Oct 24, 2017 7:58 AM

Engage Cash Business
Loan Credit Check Time

2.00

secs

Remedy
SLA Breached Incidents

93.00

Service Desk APAC
Time to Resolve (Hrs)

4.00

> v a q

Service Desk EMEA
Time to Resolve (Hrs)

5.00

a few seconds ago O Q av *'

Service Desk LATAM
Time to Resolve (Hrs)

0.00




Analisis de tickets con TrueSight Intelligence

13, 2096 600 AM - Apr 11, 20

* Metric Details
B Service Desk ENLA | T to Resolve (Mra)

[ Cumtom [N Sare T 1 o ho -

me(d Q O &

* Metric Details

D Servos Desk EVEA | Time 0o Resalve (Hrs) ~

megratons  Advanced Anyses I O O 4.

Mar 13, 2016 600 AM - Apr 11, 2096 626 AM

* Metric Details

Service Desk EVIZA | Tieme to Resclve (Mry)
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Analisis de tickets con TrueSight Intelligence

bme TrueSightlntel]igence Home Viewsv Apps Sources Integrations Advanced Analytics aminuteagOO Q Q’V ‘,

1Smin  30min  1hr hr ‘ 1 w1 | =) £ Oct 24, 2016 8:06 AM - Oct 24, 2017 8:06 AM > 6 a Q

7 Events

/' Edit Layout Y Filter

Summary

Events by Type Service desks Agent level :
Total /

251.7K
@ Incident 239.1 K
239.1K =

Event

7.8K

@ Ts.abnormality

4. 5 K Ticket cost ($) :

® Abnormality

332

Day of week : Time to resolve :

0-1 hours
monday 45'5K 1-2 hours

—y 239.1K }
- : ' 50-100 hours

= :
tuesday 409K ' 20-30 hours
100-200

wednesday 393K
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Analisis de tickets con TrueSight Intelligence

Apps  Evests  Sources  Integrations  ASvanced Asaltics smmrsas(d Q £ &

Im 3m &= n o 2 {  Oct 24 2006 5:08 AM - Oct 24, 2017 B06 AM

.+ Views / Service Ticket Analytics / Escalations and SLA Breach

Escalated Incidents

D Remedy | fscalated Incidents Remedy | SLA Breached Inci,

T’__{zf,é"', Inte gence o5 vents  Sources  Integrations  Advanced Anahtics -‘r—wv:nhq,-o Q b *

Wewn e G Iy 24w D 3 s s y R ¢ Oct 24,2016 06 AM - Oct 24, 2017 806 AM

Views / Categories / Incident Category

Metrics Visualization

B Remedy | Escalated Incidemts (¢

SLA Breached Incidents Escalated Incidents

129.0

Categoey 1 i tegory 2 Category2 i

P
,239.1K

%
"ty g

Agent level 3 Region 3

[230.1K -« - [ 239.1K
©
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Analisis de tickets con TrueSight Intelligence

bme TrueSight |nte||igence Home Viewsv Apps Events Sources Integrations a few seconds ago O Q 'av &V
B A UVd ed ANa - - - € UE UE - O 0 016 O 0
prod error (9473) account unlock (8196) sge apm (8077) sge pnet (8064)

sge patrol (18645)

LR password reset (7110) hdsvsp hitrack (5859) | remove user (5631) | sge eye (5541)

problem lob (14773)

tgt services (5248) lync problem (4027) | lead resubmission (3949) | eye bgp (3607) | accountiockout(3083) | Other (2239)

arror downloading (1533)
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Analisis de tickets con TrueSight Intelligence

bme TrueSightlntelligence Viewsv Apps Events Sources Integrations Advanced Analytics afewsecondsagoo Q Qv ‘v

30min t 2 1 Y 1 6 3 4 Oct 17, 2017 8:17 AM - Oct 24, 2017 8:17 AM > 6 a q

3 BMC TrueSight Store
Sort By: Active Abnormalities v

Application Metrics BMC Store Business Met...
BMC_Store_Austin_Chec... BMC Store Austin ip-172-31-54-234 Transaction Count ip-172-31-54-234 Current Users
HTTP Response Time EUE Page Download Network Outbound CPU Utilization

60.08 34.42
212.47 ms 1.22s 538b 0.18 %

Sample Application

3 United Airlines
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Analisis de tickets con TrueSight Intelligence

bme TrueSightmteIIigence Home Viewsv Events Sources Integrations Advanced Analytics afewsecondsagoG Q Qv ‘v

15min 30min  the e 12he  1d RO 2w 1 6 vio & < Oct17,20178:25AM-Oct24,20178:25AM > © Q& Q

= BMC TrueSight Store ~

(ol Show Details V¥

KPIs (9) Sources

Y Filter Events
Transactions @ Twitter.tweet @ Incdent

Q

[> BMC_Store_Austin_Checkout \ HTTP Response Time (duration)

1000 duration

[> BMC Store Business Metrics \ Current Users k@I

100 number

[> BMC Store Business Metrics \ Sales in USD
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Analisis de tickets con TrueSight Intelligence

bme TrueSightlntelligence Home Viewsv Apps Events Sources Integrations Advanced Analytics aminuteagoO Q

15min  3omin  thr  Ghr  1zhe  1d  lw 2w 1 6 vio [Ell < 0ct20,20174:18PM-0ct 21,2017 2:44AM > © Q@ Q

>GMetric Correlation

Correlation @

0

- 1000
positive
negative
Lead/Lag Analysis
Time Window: 4 hours

Scope

All
(® App BMC Store Austin

Metric

Q

HTTP Response Time (7) Metric Correlation v Source

Context Switches (3)

CPU 10 Wait Time (3) HTTP Response Time BMC_Store_Austin_Checkout
CPU Stolen Time (3)

CPU System Time (3,
) ¥ ) HTTP Response Time high (0.98) BMC_Store_Austin_MacBook

HTTP Response Time high (0.98) BMC_Store_Austin_Homepage

HTTP Response Time high (0.98) BMC_Store_Austin_Home
BMC Store Austin (36)
ip-172-31-53-67 (20)
ip-172-31-54-234 (20) . HTTP Response Time high (0.97) BMC_Store_Austin_Shopping_Cart
findex.php@BMC Store Austin (16)

/@BMC Store Austin (13)
‘ Total Number of Processes high (0.97) ip-172-31-53-67

Additional Filters

KPI Only
Abnormal Only

HTTP Response Time high (0.95) BMC_Store_Austin_Canon
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