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Business outcomes
• continuous service delivery 

improvements
• improved operational efficiency
• enhanced overall service performance

Challenges
Managing your services and supplier 
relationships can be complex and time 
consuming. You want to ensure that 
governance is in place, scheduling is 
seamless, and that all processes and 
documentation are in order.

You also want to be able to take 
advantage of opportunities, to optimise 
when needed, and to know when costs 
can be saved. But, time and other 
business priorities often get in the way.

Solution
Our Service Delivery Assurance offer 
supports you in overcoming these 
challenges. We monitor and report on 
service performance against Service 
Level Agreements (SLAs) and provide 
you with a single point of contact. Your 
service delivery manager will review 
service levels against agreed upon 
commitments, ensure that improvement 
opportunities are captured, and that 
systems are optimized. Their dedicated 
commitment to your business, will help 
you reduce costs, identify avenues for 
improvement, and help you map our 
services to your business needs.

Your service delivery manager is your 
advocate with us, managing the services 
relationship, establishing the service 
governance structure, running all service 
management review meetings, and 
putting all processes and documentation 
in place.

NTT’s Service Delivery Assurance Service offers an account 
advocate who is responsible for delivering control across service 
entitlements, processes, and systems under contract with us, as 
well as providing continuous service improvements.
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Proactive Support Services:
Service Delivery Assurance
An advocate that ensures seamless service delivery and continuous improvement

The objectives of our service delivery 
managers are to:

• maintain and improve the delivery of 
services to you, in line with agreed 
service levels and contractual 
commitments

• establish a clear method by which they 
can measure and report on your agreed 
service levels

• provide you with a single, trusted 
communication channel

• provide you with an escalation channel 
and partner within  
our organization

Service Delivery Assurance provides you 
with governance and control across the 
service entitlements, processes, and 
systems you have under contract with  
us. It includes transition, operation, 
account governance, and continuous 
service improvement.
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How the service works
Monitoring and reporting on service 
performance
Service Delivery Assurance monitors and 
reports on service performance against 
SLAs, giving you a single point of contact 
and support. Service performance 
metrics include:

• monthly ticket volumes as a percentage 
of your covered assets

• monthly achievements of the on-
site parts SLAs, as a percentage of 
incidents requiring on-site parts

• monthly achievements of the onsite 
labour SLAs, as a percentage of 
incidents requiring on-site labour

• monthly achievements of the incident 
response SLAs, as a percentage of total 
incidents

These can be customized and scheduled 
to your specifications and are posted on 
our Manage Center.

Operations run book development and 
maintenance
The service delivery manager works 
with your transition team to develop and 
maintain an operations run book that 
includes processes, escalation lists, and 
documentation. The operations run book 
includes:

• network map(s)
• site-level engineering diagrams
• client and site contacts
• configuration items and IT service 

mappings and relationships

Contract and financial management
Your service delivery manager provides 
you with additional support around 
the management of your contract with 
us, including change requests, new 
engagements, and billing enquiries.

Additional Proactive  
Support Services
Service Delivery Assurance is a member 
of our Proactive Support Services 
portfolio. Our Proactive Support Services 
accelerate IT optimization and ensure 
that your technology is delivering all that 
it can.

Additional Proactive Support Services you 
may wish to consider include:

Annual Version Updates helps you 
standardize on vendor updates for 
infrastructure under contract with us.

Asset Tracking and Analytics discovers 
your Cisco asset data and transforms it 
into actionable information to help you 
make informed infrastructure decisions.

Availability and Capacity Monitoring 
provides active polling and threshold 
monitoring of your assets to diagnose 
and resolve incidents faster.

Configuration Archive uses automated 
mechanisms to backup and store 
configurations on the assets covered.

Technical Account Management assigns 
a senior engineer who understands your 
operations, monitors and tracks your 
support needs and service requests, 
troubleshoots issues, and identifies 
opportunities to improve availability.

Third Party Support coordinates incident-
related activities and provide technical 
incident management to simplify and 
improve your overall service management 
process for assets that are supported by 
third parties.

Proactive Problem Support reviews 
service incidents and proactively 
identifies potential problems that can 
result in future downtime.

MACDs fulfil standard move, add, change, 
and delete requests, relieving your team 
of these routine functions.

IT Service Integration integrates your 
existing service management system 
with ours to automatically exchange task 
information.

The NTT advantage
Service Delivery Assurance provides 
you with exceptional support to ensure 
that your operations run smoothly, 
efficiently, and productively. This service 
will improve the effectiveness of our 
business relationship with you throughout 
your organization, manage service level 
targets, and ensure seamless service 
delivery.

Our portfolio of Proactive Support 
Services improves operational 
efficiency by automating and integrating 
processes, leveraging analytics to 
improve your decision making, and 
simplifying operational complexity across 
technologies and vendors. We can 
proactively handle many of your  
standard IT processes, freeing up 
valuable staff and management time  
to devote to innovation.

We won the Technology Services Industry 
Association (TSIA) STAR award in 2018 
for Transformation of Support Services. 
This is one of the highest honours in 
the technology service industry. The 
award recognizes our commitment 
to outstanding innovation, leadership, 
and excellence in the transformation 
and extension of our service delivery 
capabilities to enhance our clients’ 
experience and help them achieve  
their goals.

‘We are incredibly 
proud to receive 
this award from 
the TSIA. For NTT, 
this achievement 
establishes our 
services as being 
amongst the best in 
the industry having 
been up against 
the likes of Cisco, 
SAP and Sum Total, 
also finalists in this 
category.’
Bill Padfield, Senior Executive Vice 
President, Transformation and Platform 
Services, NTT

Disclaimer: The work described in this data sheet was performed while the company was known as Dimension Data.


