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PosAm prevadzkové ICT sluzby

ICT sluzby: motor Vasho biznisu

Prevddzka infokomunikacnych technolégii (ICT) a sluZieb je
sticastou kaZdej organizdcie, ale len pre malti Cast' z nich pred-
stavuje predmet ich hlavnej Cinnosti. ICT sluzby uZ nie st len
sticastou operativneho chodu podniku, ale stali sa jeho kon-
kurencnou vyhodou. Rastie previazanost biznis procesovs ICT
procesmi: chod vyrobnych liniek, predaj cestovnych listkov, ban-
kovych a poistovacich produktov Ci riadenie letovej kontroly.
To vsetko st priklady pre kritické procesy, ktoré st zdvislé od
trovne ICT technolégir a sluZieb.

Pre udrzanie konkuren¢nych vyhod organizicie ras-
tu naroky na uroven ICT sluZieb v podobe ich ¢asovej do-
stupnosti, dostupnosti podpory, lehoty jej odozvy a vyrie-
Senia poruch. Dostupnost ICT sluzieb je prakticky rovna-
ko nevyhnutnd ako napr. dostupnost elektrického prudu.

Rastlce naroky na uroven sluzieb a rychly vyvoj tech-
noldgii vyZaduju neustéle ndkladné vzdeldvanie a certifi-
kaciu ICT pracovnikov. Neaktudlne vzdelanie alebo chyba-
juce skusenosti ICT pracovnikov maju priamy negativny
dopad na uroven poskytovanych ICT sluZieb. Navyse or-
ganizdcie pdsobiace vo viacerych lokalitdch ¢asto bojuju
s kvalitou a nakladmi ICT sluzieb poskytovanych lokdlne.

Vysoka previazanost ICT sluZieb s biznis procesmiorga-
nizécie vplyvanarolu ICT oddelenia, ktoré sa tradi¢ne vni-
ma ako sprévca infrastruktury, aplikdcii, pracovnych stanic
alebo periférnych zariadeni. Oc¢akévanie biznis organiza-
cie sa vSak meni: technoldgia nie je transparentna, rozho-
dujicim ukazovatelom su ICT sluzby, ich dostupnost, tro-
ven a cena, za ktoru st poskytované.

Dlhodobé vyhody pre zdkaznika

« sustredite zdroje na predmet hlavnej Cinnosti odbiranim
nesuvisiacich cinnosti, akymi je ICT

» externe poskytovanymi sluzbami Vdm poméZeme
optimalizovat vyuZitelnost fondu pracovnej doby a zvysit
produktivitu prdce

« prejdete od operativneho riadenia technoldgir k riadeniu
zmluvného vztahu

« nase prevddzkové ICT sluzby zmenia investicie na pldnované
a jednoducho odhadnutelné prevddzkové ndklady

« eliminujete ndklady spojené s pldnovanim a realizdciou
investicii do rozvoja aplikdcir, infrastruktiry a vlastného
persondlu

« spolocne nastavime parametre uirovne poskytovania sluZieb:
napr. dostupnost, doba odozvy, doba vyriesenia poruchy

« zabezpecime meranie a vyhodnocovanie spolocne dohodnutej
trovne sluZieb (SLA) s cielom jej neustdleho zlepsovania

« vdaka vybudovanej sieti pobociek poskytujeme sluzby na
rovnakej tirovni po celom tizemi SR

ICT services: the power of your business

Every organisation operates information and communica-
tion technologies (ICT) and services, but only for a few these
represent their core business. ICT services have shifted from
a supporting role towards a competitive advantage. Business
and ICT processes are becoming one: production lines opera-
tion, sales of travel tickets, banking and insurance products or
even air traffic control. All these are examples of critical busi-
ness processes that depend on ICT technology and services.

In order to keep a competitive advantage, the require-
ments on ICT services are growing in terms of availability,
support, response and fix times. The availability of ICT servi-
ceshasbecomeasimportant as the availability of electricity.

Increasing requirements on service levels and fast de-
velopment of technologies lead to ongoing trainings and
certification. ICT professionals with lack of training or ex-
perience can have a negative impact on the level of provi-
ded ICT services. Moreover companies with regional bran-
ches often face quality issues and high cost of services de-
livered locally.

Increased interaction between ICT services and busi-
ness processes of a company have a direct impact on the
ICT department, which is traditionally perceived as admi-
nistrator of the infrastructure, applications, work stations
or peripherals. However business expectations are chan-
ging: technology is not transparent, the decisive element
are ICT services, their availability, level and price.

Long term customer benefits

« focus your resources on core business by reducing activities,
such as ICT

« services delivered externally will increase productivity by

optimizing your workforce’s utilization

shift from management of technologies to contract

management

our managed services transform investments into operational

expenses

eliminate investments into planning and realisation of

application development, infrastructure and staff training

together we will setup the service levels such as the

availability, response and fix time

we will secure measurement and evaluation of mutually

agreed service level agreement (SLA)

our nationwide coverage secures the same service level in

the entire country



Prevadzkové ICT sluzby

PosAm ponuka Siroku $kalu kvalitnych prevddzkovych ICT
sluZieb. Nase sluzby pokryvaju vietky trovne podpory
a prevadzky informac¢ného systému:
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Sluzby starostlivosti o informacny systém rodiny Care do-
pinaju prevadzkové sluzby §ité na mieru zakaznika pod-
[ajeho individudlnych poZiadaviek a potrieb. Podporu po-
skytovanym sluzbdm zabezpecuje profesiondlny 24x7 ICT
Service Desk, ktory ako jednotné miesto pre nahlasova-
nie uzivatelskych poZiadaviek garantuje ich koordinova-
né arychle vyriesenie.

Rodina prevadzkovych ICT sluZieb Care zahfia:

« starostlivost o koncové zariadenia DesktopCare
(desktop, notebook, tlaciarne a periférne zariadenia)

« starostlivost o aplikdcie ApplicationCare

« starostlivost o infrastrukturu DatacenterCare/
ContinuityCare

 komplexnd starostlivost o celu ICT infrastruktdru
TotalCare

Nase prevadzkové ICT sluzby pozostavajui z pausalnych
avolitelnych vykonovs garantovanym SLA. Sluzby st logic-
ky zaradené do niekol'kych skupin v katalégu sluzieb v su-
lade s obchodnymi zvyklostami a taktiez s uplatnenim ter-
minoldgie a certifikovanych najlepsich praktik podla ITIL®.
Procesne zaloZzena metodika ITIL® je zarukou dosiahnutia
vysokeja transparentnej irovne poskytovanych sluZieb. Po-
sAm je od roku 2007 prvou spolo¢nostou s certifikatom sys-
tému manazérstva ICT sluzieb podlalSO 20000 (ITIL®) na
Slovensku s pravidelne obnovovanou certifikdciou.

V zavislosti od vlastnictva zdrojov poskytujeme ICT sluz-
by formou outsourcingu alebo outtaskingu. V pripade out-
sourcingu poskytujeme sluzby po prebranf pracovnikov ¢i
majetku zakaznika. Outtasking je forma poskytovania slu-
Zieb bez prevzatia zdrojov.

PosAm managed ICT services

Managed ICT services

PosAm offers a wide range of reliable managed ICT ser-
vices. Our services cover support and operation an infor-
mation system:
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Our Care family products have been designed to take care
of yourinformation system. Moreover they are supplemen-
ted by tailored managed services according to the require-
ments of a customer. Service support is performed by our
professional 24x7 ICT Service Desk that representsasingle
point of contact for all requirements and guarantees a co-
ordinated and quick resolution of your ICT issues.

The Care family of managed ICT services includes:

« care for end user components DesktopCare (desktop,
notebook, printers and other peripherals)

« care for applications ApplicationCare

» care for infrastructure DatacenterCare/ContinuityCare

 complex care for the entire information system
TotalCare

Ourmanaged ICT services consist fromaregular fee and
optional services with guaranteed service levels. According
ICT practices, our service catalogue is divided into logical
and easy-to-understand groups of services with transpa-
rentservice levels. Our service provisioning model is based
onITIL® good practices. In2007 PosAm was the first com-
pany in Slovakia to achieve the ISO 20000 (ITIL®) certifi-
cation and is subject to periodic re-certification.

In regards to the ownership of resources, our servi-
ce delivery model is based on outsourcing or outtasking.
The services provided in the outsourcing model include
the transfer of customer employees or assets. Outtasking
represents a different approach, as the resources remain
with the customer.

PosAm na slovenskom
trhu IT sluzieb

PosAm and the Slovak IT
market

PosAm patri medzi Top1o
poskytovatelov IT sluZieb.
PosAm is one of the Top1o
providers of IT services.

V oblasti outsourcingu in-
formacnych systémov ma
PosAm na trhu 19%-ny po-
diel.

PosAm has a 19% market
share in information sys-
tem outsourcing.

Siemens

Spolo¢nosti PosAm patrf
2.miestovsegmente outso-
urcingu manazmentu a sta-
rostlivosti o aplikacie.
PosAm is the 2nd largest
provider of application ma-
nagement outsourcing.

V segmente outsourcingu
desktopov asietimd PosAm
na trhu14%-ny podiel.
Within the segment of ne-
tworkand desktop outsour-
cing, PosAm has a 14% mar-
ket share.

Siemens
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zdroj / source: IDC IT market 2008, 02/2010
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