Approaches in Back Office Work
—Speed-Up, Product Improvement, and Trouble Prevention—
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Abstract

A maintenance and operation support service called “SupportDesk” is being provided by
Fujitsu to support the stable operation of the information technology (IT) systems that are
indispensable to our customers’ business. Fujitsu Support Center’s OSC (One-stop Solution
Center) supports various open system products that compose a system and has professional
engineers available to solve promptly and accurately any trouble reported by customers. To
enable rapid problem solving, the back office is taking a multiple-pronged approach
featuring automatic analysis of division/investigation, local support for urgent trouble, a
frequent occurrence watch for trouble prevention, and advice from professional engineers at
the SupportDesk. Moreover, a customer support engineer called a Technical Account
Manager is on hand to provide premium support in the High Availability service, which is
one of the SupportDesk’s options. This paper introduces these approaches to the stable
operation of customers’ systems.
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