MMG transforms glob€
shared business servibg

with assyst

The Challenge

MMG operates a Shared Business Services team that supports
the organization through hubs located in Laos, Peru and the
DRC.

The group provides internal services including Finance, Payroll,
Human Services, Travel and Facilities for 3,500 staff globally as
well as hundreds of vendors.

The Shared Business Services used multiple email mailboxes to
manage the queries and requests received. They had no ability
to track progress of requests, no understanding of how the
workload was shared across team members and no ability to
track the common requests and issues.

The Vision

Robert Herring, MMG’s Manager of Service Management since
2010, states that the department heads endeavours to develop
MMG into a leading, second-tier mining organization globally
through current and future technological innovation and
efficiencies.

They needed visibility of services, self-service for requests and
the ability to log and track in multiple locations and languages
across the globe.

A single source of truth allows MMG to record and report the
number of requests and the requisitioning cost in terms of time
and money, and identify departmental pain-points or process
blockages.

The ability to provide self-service requests around the clock, in
both English and Spanish, was required to allow mining workers
to focus on improving productivity rather than administration.

The Solution

Via a tender process in 2011, MMG assessed the suitability of the
assyst Service Catalog as best-in-class and purchased the ITSM
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solution for the growing business. Initially it was used as a Service
Catalog as a front end for the Technology Services provided by a
third-party vendor.

In 2014, Shared Business Services required a tool to better track and
manage the activities of the Shared Business Services team, and
assyst was chosen as the platform for achieving this, as it was
already being used by MMG’s IT function.

The initial implementation included

» Developing and agreeing on Service Management process
for Service Requests, Incidents and Major Incidents to be
managed by the Shared Services teams

» Configuring assyst with each of the teams, and setting up
the required email templates within assyst in both English
and Spanish

» Integrating with SAP for costs centres and business unit
details

» Integrating with Onelist, which is MMG’s corporate approval
engine

e Migrating all Shared Business Services mailboxes into assyst
to trigger automatic logging of requests and incidents within
the solution

The assyst process workflows allow us to
implement the solution right across the
business, and as we grow we can add more
and more automation, giving us the visibility
of resources required to fulfil the services.
This enables us to save time and money, or
use resources elsewhere.

Robert Herring
Manager of Service Management

Once the implementation went live, work was undertaken to further
build and develop workflows within assyst.

MMG requested Axios Systems to provide a full-time consultant
from the Melbourne team to undertake administration of the
solution on its behalf, leaving MMG to undertake the allocated
roles.

As time goes on, Robert Herring feels the adaptability of assyst will
result in other areas of MMG’s business operations utilizing the
process workflows to automate business functions for an improved
business experience and efficient service fulfilment.

The Future

MMG is committed to using assyst to support the business
organization and looking at where assyst can further improve
productivity.
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MMG’s Shared Business
Services (SBS) team used
multiple email mailboxes to
manage the queries and
requests of 3,500 staff and
hundreds of vendors. The vision
was to gain visibility of services
and requests across multiple
locations and languages.

assyst’s Service Catalog was
selected by MMG as a front end
for the Technology Services
provided by a third-party
vendor. Later, assyst was
expanded across the entire SBS
team to streamline its
operations and facilitate
Service Requests and Incident
Management.

Across all global sites of MMG,
staff can manage workflows
and track requests in multiple
languages. In 2018 alone, over
33,900 incidents and over
42,900 Service Requests were
logged within assyst, as well as
56,000 tasks allocated and over
700 decisions approved.

Find out more

Further information, e-mail
info@ifs.com, contact your
local IFS office or visit our
web site, ifs.com
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