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TD Securities.  
TD Securities drops expensive, non-effective Ticket System for complete .Biz ITSM solution 
Customer Name
TD Securities
Industry

Financial
Product 

.Biz Developers Edition

ITSM

Business Need or Business Benefits Realized
· Provide a cost-effective solution and rapid implementation
· Provide a solution to promote improved call tracking & call duration 
· Provide a Requisition Module incorporated within ITSM
· Overall service has improved as measured by customer feedback and reduction in management escalations
Results

· Substantial cost savings after dropping existing overpriced and under functional alternative solution
· Quick deployment
· Extremely high Staff acceptance with its ease of use 

Customer Summary
In the financial environment, quotes and trades for any given financial transaction can change many times in a fraction of a second.  From the opening bell to close technology processes millions of transactions each day.  The availability, stability and performance of the IT systems is a mandatory requirement for success.
The Wholesale Service Department provided all technology support for issues on and off the trading floor.  With offices in Toronto Canada,, Tokyo Japan, Sydney Australia and London England, there ITSM solution needed to not only be available locally but internationally.
Challenges

Previously, TD Canada was using an unfinished HelpDesk Ticketing system by Microage which was in development for over a year and still not complete, with many gaps in functionality. Without a complete solution, the Service Delivery Management faced challenges such as delays in providing updates to customers, access to reporting needs and the ability to identify recurring issues.  
Solution

With a mandate from upper management to find a solution with ITSM functionality and a quick implementation, EasyAccess Business Solutions Inc. was selected as the vendor.  The .Biz Developers Edition offered a complete ITSM solution, based on ITIL best practices while meeting TD Securities cost, and implementation requirements.  The first module rolled out was the Incident module and additional modules are continuing to be rolled out as required. With some customized training, the Service Delivery Management staff quickly understood the applications strengths and functionality and how it can drive the team’s new workflow.

Within the Incident module, there were specific workflow requirements including email notifications, and escalations.   An EasyAccess Business Solutions Inc. consultant was there assisting with the rollout and implementation.  With the introduction of .Biz, all incidents are caught, and assigned to an owner.  The result is quicker call resolution, improved customer satisfaction and better agent utilization.  Management can now track what types of calls are coming in and where the issues are coming from.  
Looking ahead, TD Canada is looking at implementing ITSM Change Management to further optimize their processes.
