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VMware Skyline™: Proactive Model for Customer Support

About VMware:

VMware, a global leader in cloud infrastructure and digital workspace technology, accelerates digital
transformation by enabling unprecedented freedom and flexibility in how our customers build and
evolve IT environments. With VMware solutions, organizations are improving business agility by
modernizing data centers and integrating public clouds, driving innovation with modern apps, creating
exceptional experiences by empowering the digital workspace, and safeguarding customer trust by
transforming security. VMware was founded in 1998 and serves around 500,000 customers with
offices is more than 100 countries and Headquartered in Palo Alto California.

Executive Overview:

This project aims at changing the support model within an existing organization from a reactive model
to proactive model. As we go through the project in detail we can understand the reason for the shift,
internal and external challenges, project methodology used and the outcomes.

Global Services (GS) Organization and the Business Opportunity:

Global Services (GS) organization’s mission is to accelerate VMware customer success and ensure a
best-in-class pre and post-sales experiences for customers and partners. VMware’s portfolio of
progressive, responsive and pre-emptive services accelerates customer realization of business value
beyond their expectations and across the technology portfolio, creating customers for life.

The VMware’s customer support model has been more of “Reactive Support” model which was
triggered by a customer call/email reporting the issue and engaging a Technical Support Engineer
(TSE) to connect with the customer and fix the issue. A Reactive Support model addresses issues
after the customer experience them and takes time to resolve. Some recent data shows that time to
close a case takes on average 13.5 days.

Aligning with GS mission to ensure best-in-class support for our customers and partners, VMware had
a business opportunity to explore ways to provide a more “Proactive Support” model to its customers
where VMware can identify potential problems before they occur and enable TSE’s for more efficient

resolution of issues when they occur.

In 2017, through a survey of selected customers (Inner Circle), VMware sensed and received a positive
respond to a strategy for a software solution to collect product health information in customer
environment to enable early detection of potential issues and their resolutions. This gave birth to

VMware Skyline™ software solution.
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About VMware Skyline™ Solution

VMware Skyline™ is a proactive support service aligned with VMware Global Support Services. It
automatically and securely collects, aggregates, and analyzes product usage data which proactively
identifies potential problems and helps VMware TSEs improve the issue resolution time.

The project was selected as a Tier 1 project at the Organization level and was reviewed and approved
by the VMware Project Review Board, with funding being provided to fund the project from both
CAPEX & OPEX.

The project used the methodology of — Collect, Listen, Analyze and Act as described below.

Proactive Support Technology

Collect Analyze

» Simple installation and + Environment visibility to » Comprehensive analysis + Proactive findings and
configuration understand product of environment details recommendations are
. Automated, on-going interactions and product usage provided
collection of product usage « Capture patterns, events, = Alignment with best + For Premier Support
data trends, configuration, practices and design customers, Support Account
design-compliance, cross- considerations Manager/Engineer provides
product additional advice and

recommendations to improve
reliability and stability

The rationale behind the solution approach was if VMware has a better understanding of the
customer environment and usage,

e |t can proactively provide guidance to avoid potential problems before they occur,
e |t would help uncover an undiscovered bug or other anomaly that needs attention

e |t can provide real time analytics that would reduce time to resolution of issues with minimal
impact to customer operations

How the Solution Works

The VMware Skyline™ Collector is a virtual appliance (a pre-configured virtual machine) that gathers
and aggregates product usage information such as configuration, feature, and performance data
while listening for changes and events within the customer's environment. This information is
encrypted and then sent to VMware for analysis. The data privacy and security of the data is ensured
by VMware.
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Active Support i :
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CUSTOMER Skyline Collector Skyline Collector ) support
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and Scoping the environment
» Visualize and investigate as a holistic solution

deployment

» Known issue detection across products for pattern
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* Based on VMware's Library of Knowledge (KB, Docs,
Best Practices)

* Proactive Findings & Recommendations provided to
customer via Skyline Advisor

VMWARE

After the analysis is complete, customers can view their proactive findings and recommendations in

VMware Skyline™ Advisor, which is a self-service, web-based application; provides customers with an
on-demand view of the proactive support recommendations.

VMware TSEs have a similar view of the information that enables more informed conversations with
the customer and improve issue resolution time performance. The TSEs use this data to resolve
service requests and generate proactive operational and health assessment reports and
recommendations to the customers.

Solution Implementation

The solution prototype was built and deployed with 4 customers who volunteered to test and
improve the solution. The customers were from healthcare, service and technology domain who
tested the protype version focused on 4 areas — Operational support service, Health assessment
service, design assignment services, software upgrade planning service

\»
Proactive
4-SolEware UpgradeiBlaniing 3. Design Assessment Service

Service i !

The implementation continued with Controlled onboarding starting in Q3 FY18. The VMware Skyline™
product general availability to all customers was announced by the VMware CEO in VMworld US,
VMworld Europe and at VForums in APAC regions.

2 Health Assessment Service

1. Operatlonal Support Service
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Solution Features:

The VMware Skyline™ product, is available with a self-service portal for the customers to alert them of
expected issues and proactive guidance on the best practiced and fixes

Account Details
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« Total number of servers, hosts, &
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+ Past and upcoming analysis dates
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Solution Adoption and Impact

We are tracking VMware Skyline™ solution adoption and impact on customer issues time to
resolution (TTR) metrics. The solution is showing gains in TTR metrics. As of November 2018, 648
customers chose to adopt VMware Skyline™ with more than 5000 service requests (SRs) were
processed through this solution.
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