A EvergreenEvolve (EE): Major U.S. Distribution Company
Leverages EvergreenEvolve to Support and Evolve HP
Asset Manager and Service Manager
]

IT that aims higher

Background and Challenge

A major U.S. distribution company had partnered with Evergreen to reach an industry-leading IT Service
Management (ITSM) operational state with a new solution built upon HP Service Manager, HP Asset
Manager and xMatters messaging. Evergreen had been selected based on its long track record of
success as well as its proven methodology for combining people, process and technology into a unified,
business-driven solution. This made Evergreen the clear, low-risk choice and was pivotal in the client’s

decision given their aggressive timeline for initial operational capability.

Once operational, the client wanted to build on their success by providing excellent user support and
continuing to deliver the new and evolving functionality the users required, led by deep knowledge of
best practices and expertise in the installed technologies. The client turned to Evergreen and its unique

EvergreenEvolve (EE) program.

Evergreen’s Approach

Evergreen’s unique combination of offshore Systems Administration and

Senior Developers with U.S.-based Program Management and Solutions
Architecture provided a complete solution for maintaining, enhancing and
managing the client’s ITSM solution at a cost-effective price.

EvergreenEvolve from Evergreen align well with the client’'s systems
development lifecycle (SDLC). While much work is performed offshore, to
guarantee Evergreen is closely aligned with the client’s business needs,

the effort is led by a senior U.S.-based Evergreen resource who develops
requirements, performs business analysis, directs the offshore development
and support team and ensures that Evergreen delivers high-quality support
and ongoing solution enhancements.

Examples of Evergreen support provided to the client under EE include:

* Providing end-user, systems administration and break/fix support and
ongoing enhancements for HP Service Manager, HP Asset Manager
and xMatters.

“The amount of face time
we maintained with
the Evergreen project

team was extensive, and
they have remained

extremely visible. If we
have an outage, they are
right there. And they are
quick to address our
concerns and our ongoing
development and
enhancement needs.
Evergreen has a keen
understanding of our
business and our needs.”

Senior Director of IT
Service Management,
Major U.S. Distribution

Company

»  Working with the client’s subject matter experts to define business requirements and design and build

solution enhancements that meet corporate release standards.

» Developing requirements in support of future planned phases such as Request Management;
defining and designing system changes based on release requests such as interface changes; and
creating new interfaces, system notifications, minor upgrades to the application version and minor

enhancement requests.



» Creating and reviewing functional requirements documents for use during the design-and-build
stages.

» Collaborating with client resources to create technical documentation, including logical diagrams,
physical diagrams, application architecture and custom documentation.

Outcome and Benefits

EvergreenEvolve provides cost-effective, high-quality continuing services
that free the client to focus on their mission — delivering quality services
to their customers.

“Because of Evergreen’s
alignment, visibility and
agility, they deliver. It made
sense to select Evergreen for
By providing complete, turnkey solutions support and program manage- continuing services. There
ment, EE enables the client to: are only pluses around our

relationship.”

* Operate IT in a more business-aligned fashion. o
Senior Director

» Deliver consistent, high-quality, expert systems support and adminis- of IT Service Management,

tration to their users. MajontisbistibLuan
Company

» Continue to improve their solution after reaching initial operational
capability and not stagnate into a steady state.

» Take a proactive rather than reactive stance in defining and clarifying upcoming end-user needs.

* Provide high-quality, innovative and much needed user enhancements regularly and quickly.

Evergreen has extensive experience deploying and managing the vast majority of the HP software
portfolio and thus has the depth of expertise, methodologies and best practices experience to ensure
that EE is well supported by deep, practical capability.

Evergreen delivers strategic value by focusing on business, rather than technology outcomes supported
by ITIL and other best practices appropriate for your business.

“We continually support and enhance the solutions to
ensure they remain world class and very cost effective.
The client can focus on their mission - delivering
IT services to their customers.”

Scott Seaton, Evergreen Principal Consultant
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