S

Astellas Pharma Inc.

ju Family

Internet Initiative Japan Inc.
INTELLIGENT WAVE INC.

infoSense Corporation

Energia Communications

NRI System Techno, Ltd. (formerly Ajinomoto System Techno Corporation)

NTT DATA CCS CORPORATION

OTSUKA CORPORATION

OPTEX GROUP Co., Ltd.

Kawasaki Shinkin Bank.

Kohnan Shoji Co., Ltd.

Konica Minolta, Inc.

CTC System Management

Seven Bank

SoftBank Payment Service Corp.

DAIKIN INFORMATION SYSTEMS CO., LTD.

Dai Nippon Printing Co., Ltd.

DIVA CORPORATION

TO SOLUTIONS CO., LTD.

Toyobo Information System Create Co., Ltd.

Nagano Prefectural Government

Tata Consultancy Services Japan, Ltd.

Networld Corporation

Virtualex Consulting, Inc.

The Hyakugo Bank, Ltd.

Fukuoka University

Fuji Electric IT Center Co., Ltd.

Mitsubishi Chemical USA, Inc.

Yamato System Development Co., Ltd.

Label Gate Co., Ltd.

Example of use in human resource departments
mPLAT

ITOKI CORPORATION

INTEC Inc.

SCSK

NRI Data iTech, Ltd.

NTT Data

OLGO (formerly Oita Local-Government Cooperative Outsourcing Center)

QUICK
GLORY System Create Ltd.
TOKYO KANTEI Co., Ltd.

Example of use in IT infrastructure management

senj u Fa m | |y User Case *Listed in order of the Japanese syllabary

Reflecting on 20 years of history in system operations with Senju

Solutions for the issue of internal system management faced by the internet pioneer company

Reduced maintenance costs by one-fourth without changing any operation
Method that reduces error messages by 67% and strengthens direct sales of operations
Explanation of operation method realizing automation of most advanced data center
Contributing to business innovation and the visualization/optimization of services at the service desk
Installed a service desk for JX Holdings for improved quality of operations
Improved the quality level through "visualization" of service operations

Realized automation of operations via the Run Book Automation function
Implemented Senju Family for the integrated operating platform which supports
the new public relations system

mplemented Senju Family for the reform of operations management in conjunction with
the creation of an open system

Implemented Senju Family for open system operations from SAP R/3 to EC site operation
Auto sorting of 80,000 alerts, reducing operation work by 300 hours per month

General reform of system management tools to reduce operating costs of accounting system
Implemented operating platform infrastructure which supports 20 million monthly transactions
with a total monthly transaction volume of 65 billion yen

For accumulating renovation costs of independent systems, what is the deciding factor
for package changeover?

The decision to replace a foreign-owned tool with "Senju/SM”
Aproblem occurred when linking systems Measures for supporting processing of

patches that are too heavy

Realized internal government through unification/automation of release duties and
visualization of progress status

Realized monitoring of 1,000 computers at 110 group companies and standardization
of operations at multiple locations

Vital point of system operations which supports large-scale payroll system for 30,000 people
Senju Family responsible for stable operations and improved service level of NIKKEI NET
Manages four operations stages by using an integrated monitoring server

Realized an integrated monitoring service leading to new business
Favorably evaluated the performance record of Senju Family and sequentially implemented
the tool for operations of four systems

Realized integrated management of a system with more than 20,000 users. Reduced labor
associated with operations and improved the service level.

Created an information-sharing mechanism to improve quality and reform into a support
division contributing to business

Used Senju Family to integrated management for SAP R/3 and peripheral systems,
and realized a significant decrease in operations cost

Integrated management system which support ASP services for credit card companies and
the creation of new business

What is the system management tool which realized distribution of 4.5 million songs via
AWS and internal response to failure?

Utilize "Senju/SM" for functions supporting HR inquiries

ITIL® compliance for automation and visualization of individualized incident management
and change management

Automation of incident calls eliminates labor shortages

mportant pointis how to instantaneously share information with a large number of people
and operate accurately

Chronological assessment of incident support by mPLAT/SMP

The torrent of RPA inquiries, and an operational method to reduce number of man-hours.

Reduced the increased load placed on the service desk following the merging of municipalities

and implementing cloud services.

About monitoring system for “systems that cannot be stopped,” and value of automation of
“emergency calls”

Advanced awareness from registration in an ITIL® compliant "mPLAT/SMP" to
system improvement

Implemented mPLAT/SMP for the support foundation of 2,400 member corporations

What extent of high-level management rules have been implemented for a cloud infrastructure

of financial institutions

Details for user cases can be viewed at the Senju Family Website. oy Y

Senju Information Center

*The company names, product names, and service names listed in this pamphlet are

trademarks or registered trademarks of the respective companies.
*The content described in this pamphlet is current as at November 2019,

Share the Next Values!

S nju Family

Management PLATform

powered by Se@ Family

System management moves to the next stage

Nomura Research Institute, Ltd.

Senju Family

TEL : 0120-736-580 E-mail : senjuinfo@nri.co.jp https://senjufamily.nri.co.jp

and the company may change the specifications and pricing of products and services,
or cancel the provision or sale of goods and services, without prior notice.
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As the digital transformation (DX) trend accelerates, the importance of IT service management in speeding up business develop-
ment and increasing flexibility is growing. ITIL4, the latest version of ITILS also focuses on speed and value creation. To meet such
needs, we have released a new multi-cloud management service, "mPLAT/Clouday." By incorporating past achievements and the
latest technology, we realize winning IT service management.

IT service management

| | | Senju/SM mPLAT/SMP

Senju Service Manager mPLAT IT Service Management Platform

/
Release Data | SaaS Service Self-service Mobile UX reform,

Analysis ,i version level | | SLAM chart
/| release management

[ [

External vendor System user Developer / i;" S e nj u / A S M m P L AT / A M P

Senju Autonomous Service Manager mPLAT Autonomous Management Platform

. 4

Tk, mPLAT/Clouday

with Al

[=m=] Service desk

mPLAT/AEC

mPLAT Auto Event Call

Visualization
of operation
services

)
oy

Operator

Senju/PV  mPLAT/MDV

I Senju Performance Visualizer mPLAT Monitoring Dashboard View

—
| m—|
—

System management infrastructure 2003 2011 2013 2014 2016 2018
Seni Seni Seni Seni Seni 7enju Integrated system management
enju enju enju enju enju EN 2018 Q O
JEN JEN V11 JEN2013 Y JENESP JEN 2016 — Se nj I,I/ EN & Se nj U/ =\ ES P
Release ﬁgglrig\?;ilc}n/ gg&;altions gaoullui Senju JEN ESP 2018 Senju Enterprise Navigator
Execution response /EN ESP UX reform of
navigation 2016 navigation

Collaboration of operation and development

1994 2009 2011 2012 2013 2014 2016 2018 m P LAT/ DO P
Senju Senju mPLAT DevOperation Platform

Senju Senju Senju Senju Senju Senju /DC 2016 /DC 2018

- Release /OC V10 /OCV11 /OCV12 /OC 2013 /OC 2014 mPLAT mPLAT/SOP
patalcentel DIRRIEIES Run Book Virtual Cloud Ilnflt()r?ati%n Navigation /SOP y System management
Automation management inked wit| mPLAT mPLAT/DOP °
0P || Mt Senju/DC & mPLAT/SOP

DevOps Senju DevOperation Conductor mPLAT Self Operation Platform

System management field

tion through "standardization" — "automation” — "visualization." The recent spread of the cloud has the potential to significantly

change the way systems are operated, such as close collaboration between development and operation. The new version of 2020
S ys e m m a n a ge m e n supports cloud-native technologies such as containers and serverless architecture. By incorporating past achievements and the

latest technology, we realize winning system management.

® @
I n n I n g 25 years since release. In keeping with the drastic changes in the IT environment, we have pursued the evolution of system opera-



By package. By SaaS. Flexible system operation that supports DX practice.

Integrated system management tool

Senju/SM

Senju Service Manager

Service desk

Services request

Problem management

Configuration management

Senju Family

IT service management field

Incident management

Change / Release management

Service level management

Senju/ASM

Senju Autonomous Service Manager

Autonomous system
management

Recommend

Knowledge management

Senju/PV

Senju Performance Visualizer

Dashboard

Business impact dashboard

Visualization of operation status

Senju/EN

Senju Enterprise Navigator

Integrated system
management

Senju/EN ESP

Navigation

Senju/DC

Senju DevOperation Conductor

System management

System management field

Mixed management tool

Advanced message filtering

Advances auto sorting

Monitoring
Capacity
Configuration
IT relation management

Multi-cloud management

Linked with external tools

Auto incident issuance

Failure response navigation

Job schedule
Event management

Run Book Automation

OpePlayer

DevOps portal

Management PLATform

Cloud service operating platform

04 Senju Family

System user Outside vendor Developer Operator
Notification Governance Process Operation

NRI

Support

Management PLATform

powered by Se@ Family

SMP AMP Clouday AEC MDV
IT Service Autonomous Auto Event Call Monitoring
Management Management Dashboard View

Platform Platform

Incident A atem Multi-cloud Auto telephone Operation
management management management notification dashboard

SO P Self Operation Platform DO P
N N DevOperation
Run Book Automation Capacity Platform

P Linked with development

Monitoring/

Lol

Private cloud Public cloud

On-premise

mPLAT 05



Monitoring

System management

Senju/DC & mPLAT/SOP

Senju DevOperation Conductor
mPLAT Self Operation Platform

Job schedule DevOps

Senju/DC
mPLAT/SOP

Automation Multi-cloud

25 years has passed since the first release.

This system management tool was born based on NRI's many years of operation.

As the IT environment evolves, the challenges of system operation are changing.

In particular, seamless and flexible collaboration with development teams is an important theme in the cloud era.

In the new version of 2020, we have strengthened cloud management, including container and serverless architecture,
and implemented predictive monitoring and impact/cause suggestion functions.

By incorporating a track record of performance and the latest technology, we realize winning system management.

Senju offliser DevOps portal

B Remote

M Integrated

definition tasks management of
by a developer multiple systems
M Division of
tasks using

multiple consoles

W Reference/operation
using a mobile device

W Reference/operation
using a web browser

Developer

Senju Manager

M Integrated system

. I
Senju Agent — management
f— M Monitoring ’ —
M Event [ —

B Management server
= M Job schedule

M Confi

— — () — M Capacity

Senju database server
) )

W Store history in database

M Management of virtual/cloud environment

- (ﬁvs\)(@)
= CealyCoy =
— o |==2

M Agentless monitoring and job management using

WMI, SNMP, TELNET, SSH, etc. (supports IPv6) Senju Configuration File Server

W Stores configuration information files

06 Senju/DC & mPLAT/SOP

Monitoring

System monitoring is performed using about 650 monitoring items.
In the new version, monitoring accuracy is improved by monitoring
definition by monitoring recipes and anomaly judgment and
suspension functions. Further, predictive monitoring is performed
by trend analysis based on historical data.

System management Senju/DC & mPLAT/SOP

Monitoring

Agentless (Senju Sensor)

Enables monitoring and job management without installing agent
software on the server. Enables efficient operation even with
large-scale systems, distributed systems, virtual systems, and IPv6
environments.

IT relation management

Visualization of the dependency relationship of the whole system
from a service perspective. Can rapidly ascertain which services are
impacted when failure occurs, and also manage relationships
spanning multiple domains.

®

Set top-level/lower-level items and
manage the relationship between IT
services and the system

Job schedule

Performs tasks such as defining/registering job flows, executing
schedules, monitoring job progress status, and reporting. Agentless
job management is also possible.

eoam o
-

oy

Web connection
(DevOps Portal)

Provides a web-based operation management function for
developers. Supports multiple devices with responsive design.
Realizes self-maintenance by developers and seamless communi-
cation with outside partners.

Montar

[ =
[ -
[T

[

.
+
@ ton +
.
%

oo

Senju Manager

[+ ]

Senju Agent

[ Senju sensor ] Information gathered via
Senju

enj or
Agent Agent Agent [F-] Management
less less less target
=1
=]
—

No need to install agent software  Network device

- 1

Agentless monitoring and job management.

Configuration

Performs automatic gathering and unified management of system
configuration item. Also enables easy reference from a variety of
perspectives, as well as easy assessment of the latest configuration
items and change history. Visualization of the relationships
between services and configuration items is also possible.

[P B

s R msencenioraen

Senju offliser

Definition data can be created in the GUI window on an offline PC.
The operator simply registers definition data created by the
developer. This increases work efficiency and prevents mistakes.

Virtual node monitor

Manages the relationship between the host OS and guest OS.
Perform comprehensive management of the relationship between
the components (data store, network adaptor, virtual machine,
etc.) which configure the virtual infrastructure and Senju
Agent/Sensor, and the operating status. Enables instantaneous
decision-making regarding impact on the virtual server in the case
of insufficient resources, malfunctions, etc.

Capacity

Enables graphing and analysis of trends and predicted values from
data gathered during monitoring. This enables systematic resource
management for virtual infrastructure, etc.

Job activity

The job operation status and operation forecast are visualized
chronologically. The operation performance of the specified
operation date and current status are displayed in timeline format.
Can intuitively ascertain which job is operated and when, and how
the following job will operate.

Chronologically displays
the past performance
and current status of
net/jobs of the run

Transfer from other jobs
management tool

Uses automatic conversion tools to transfer the jobs from other
tools to Senju/DC.

Input Output
Current Investigation of job definitions

1. Examination of individual and shared definition

2.Fi conjunction with
3. Fit/Gap analysis with new operation process
Change policy 4. Verification in current environment
Definition
Job definition conversion | conversion
tool

obidsiintions] 2. Manual correction for Senju/DC adaptation
3. Manual correction for new operation rule adaptation
4.Operation verification in a Senju/DC environment

Application in development/
production environment

Senju/DC
iob definitions

1. Application to/testing in development system
2. Application to/testing in main system

Filter the display results by selecting the display
conditions (the ending is comparatively delayed,
long-running, etc.)

Linkage template

Centrally manages cloud and on-premises job scheduling using a
template. In the new version, a linkage function for AWS Lambda,
Azure Functions, and Durable Functions is also implemented.

Add an EC2Type change job when stopping and starting
the server on a daily basis

[ romman

(mm 004

Oz
IR

- P v P
| b Samm o

Control the EC2Type change content
according to business day/day of the week
BiERanL <JB
Lokl
2 X

ax i
Cows g ass l-aee IR

fmsaiis- i
e
Lt 1]

e
# wian
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System management

Automation

Run Book Automation

Automates direct operation tasks (parts requiring decisions by people) to be implemented in accordance with the procedure, such as diagnosis during system failure, recovery work, deploying of
virtual nodes, etc. Automatic execution from message action, and manual execution from the Senju browser can be executed by command.

Senju OpePlayer

Automate GUI operation by recording operation of the
mouse and keyboard. A large number of APIs are prepared,
and GUI operation is reliably performed using VBScript.
Advanced automation is realized by combining with the
event function or run book automation function.

Before

ployment task) Startup of client Startup of client

ion

®

®

M Image copy, machine start
M The node

is

only Procedure Scenario

Chapter Section when the Senju agent is started or on initial start M Automation of normal tasks = . manual @ Input ID/password A . auto @ Input ID/password
. . . . . eques! eques "
M Node registration command acceptance, runbook start, Increase efficiency of routine work, nighttime execution
Virtual Implementation node definition creation work etc
START J- o server ® of completion M Node property settings, reflection (node definitions), T . Senju
\\ check reflection (monitoring attributes) inside runbook M Automation of special tasks OpePlayer
M Start monitoring as a node targeted for management The same GUI work as the test environment is
= = ‘ o reliably implemented in actual operation.
&./*fﬁ;ﬁ;7 = R . Rapid failure Support Standartillze’ﬁ - S(andar(:l{f’erg
Completion P . functions (@ Transition to screen functions @ Transition to screen
check Automate initial GUI response to failure alerts.
HN=TeuT »
. . . R t
End cod [ B Monitoring of user perspective sl
' . .
= rane Build fail Seomi Esrreey Detect decreased response in user operation.
. = notification 7 .. . ® Press ® Press
M Digitization of procedures **’ the download button ) the download button
Simplify maintenance of operation manuals.

Multi-cloud management

Centrally manages multi-cloud and on-premises. Linkage functions with each cloud
enable operation without having to operate the tools provided by the cloud every time.
Further, job schedules are managed across clouds. Containers and serverless
architecture are also supported.

Example of cooperating
with AWS

By using AWS Lambda linked jobs, preference relations and branching of Lambda functions
and on-premises environment jobs are controlled.

Example of cooperating
with Microsoft Azure

Link with log data accumulated in Microsoft Operations Management Suite (OMS), and monitor.
Moreover, the incident information managed by Senju Family can be analyzed and shared by

Example of cooperating
with Oracle Cloud

Monitoring and job management functions for the Oracle Cloud Infrastructure are provided. Clouds
optimized for Oracle databases can be centrally managed.

linking with OMS Log Analytics.
Ep—— x
= i e Stk wrine 7o Joex  mEne
s niaL nogR wANE ey
L Lo
SFITE ERAEE
£
SCoMm oMS S A e i
[ Management g Log \
Serves Analytics
Senju/DC =3
AWS Cloud On-premise
mPLAT/SOP — - Acquiring logs
-— Y 3 -
A, =[p -
= g
] Monitoring usi Senju/DC ;
[ EC2instance  Lambda S3 Bucket DB Backup - onitoring using
web server Function with server server log monitoring function E
objects ) - Event log
On-premise * syslog Senju Agent

« Performance log hrth

DevOps

Container management

The container dashboard displays metrics for each container that can be obtained via Docker
commands and resource information that can be obtained via Kubectl (API). An automated DevOps
platform that utilizes job scheduling and runbook automation functions is provided.

Link the development and
operation information

Access privileges for the production environment are restricted in enterprise systems. Therefore, it may take time to address unforeseen
failures. If the DevOps environment of Senju/DC is used, failures can be addressed by oneself, without the development department
having to make requests to the operations department, such as "investigate," "isolate," and "recover." A developer can rapidly address
failures without having to access the production environment.

Senju Service Automation

Manages the application, acceptance, and approval of service requests workflow for system changes, etc., and uses the Run Book
Automation feature to automatically execute approved tasks. When a scheduled task is executed, a check is performed to see if the
task has been completed normally. In addition to preventing operation errors and reducing the workload, the service level is improved
by addressing issues rapidly, and failure can be prevented in advance using an accumulated history of past tasks.

8
Can

& O

docker

kubernetes

Docke
Dock

-container process CPU usage (%)

emory usage amount by container (MiB)

Kubernetes :

Kubernetes :

process memory usag:

(%)

Dock

process vir

y usage amount

Docker: I

Yy

g

Kubernetes :
Kubernetes :

: Number of working pods by node
: CPU usage percentage by node (%)
: Memory usage percentage by node (%)

Report on status
Memory usage amount by pod (MiB) (telephone) Platform Platform

Report on status
(telephone)

Request for
acquisition of log data

Confirmation results
(telephone)

Gather
Operation status by node LUTELLIL O information

A

A status check
al s
20 minutes

Decision
making

Confirmation

0
aN

0
aN

Memory usage amount by node (MiB)

Operation status by component Main system access

[Information required for container support

*Number of failures in chronological order/Change in number of containers/Number of relocation occurrences]

Additional time is
need

for.
main system access

i
system access

08 Senju/DC & mPLAT/SOP

Kubernetes monitoring items Before After
Docker : Total number of containers Kubernetes : Total number of pods
Docker : Number of working containers Kubernetes : Number of working pods
Docker : Number of paused containers Kubernetes : Number of non-working pods Development Failure alert Operation # Development Operation #
umber of stopped containers Kubernetes : Operation status by pod e iy O Detection of f.ﬂ'é‘.!ﬁ:,'.i'}e...am O E e onbt (1_ Applicati on) ~ ( 3. Approval \
Docker : Operation status by container Kubernetes : Number of restarts by pod J 7 7 oo -
Docker : CPU usage by container (%) Kubernetes : Podi CPU usage (%) M of failure message QD Qﬂ N e
Docker : Memory usage by container (%) Kubernetes : Memory usage by pod (%) Confirmation [CSR. Operating il

Docker : Network bytes received by container (kBps) Kubernetes : Network bytes received by pod (kBps) Confirm status ofjob = -
Docker : Network bytes sent by container (kBps) Kubernetes : Network bytes sent by pod (kBps) that finished irregularly Confirmation, EYET Main == i - = .
Docker : Number of disk 1/0 bytes per container (kBps) Kubernetes : Number of disk I/O bytes per pod (kBps) system DevOps. system . - R .

6. Confirmation of results

Senju Service Automation

4. Execution instruction

Senju/DC & mPLAT/SOP 09



Integrated system management

Senju/EN & Senju/EN ESP

Senju Enterprise Navigator

Performs integrated management of various system management tools without making changes.
Messages from numerous management tools are collected using the "Hub engine."

Advanced filtering is performed at various stages using the "Rule engine,"

so only the necessary information is extracted. Furthermore, the necessary information for each role is
displayed in real time using an easy-to-understand design in the "View engine.”

The three engines can also be used separately, and can supplement functions that are lacking

in the existing operation management environment.

O r&» O 0
AVARNE A AN AATENNAVA TN AVA

Senju/EN

View : Expresses information in various forms

Rule : Processes information based on rules

Hub : Mutually links various tool groups

Adapter Adapter Adapter Adapter Adapter Adapter 1,
Q|| - =
Server Network Storage Security Service Q
Mainframe management monitoring m it mar desk
tool tool tool tool
Email Telephone Rotating External
warning light command

1 0 Senju/EN & Senju/EN ESP

Integrated system management Senju/EN, Navigation Senju/EN ESP

Senju/EN Basic Functions

View engine
Provides required information in the optimal format for each role

e e G ——— =

[r——" ‘
SEN console main view WEB main view SEN console event view WEB event view Know-how view

Main view Event view Know-how view

This view can be flexibly designed in accordance with user This screen shows a centralized display of information This view makes it possible to gather, organize, and efficiently

roles, task content, system configuration, or other factors. from tools. In addition to viewing by chronological order, utilize the information, knowledge, and response methods

While using items such as shapes, images, and lists, information type, or content, it is also possible to hide for received events. Know-how is created for each group.

realizes an easy-to-understand screen display which information from unauthorized users. A total of 5,000 instances can be registered and referenced.

focuses on “people.”

Rule by group

RU'G engine DGFOUP1 Manager

Automation of operation by extracting Shared rule O---0 console
information based on rules

Autonomously judges complicated information and automatically executes actions for events.
Rules are easily created even for complex decisions. It is also provided for setting different
rule pipelines for each user and for conducting a preliminary operations check for rules.
Furthermore, action templates have been prepared to reduce the burden of rule creation.

Distribution GICUDIZ Manager
processing DD coe |:| console

Group 3 Manager

DD °e D console

Hub engine q@ C‘)
Centralization of A VA
system management information

Mutually connects multiple tools and conducts central gathering and distribution of m

information from each type of tool. Moreover, through a link with an outside service desk, the
engine supports incident registration and escalation of failure information. It is also possible
to execute arbitrary external commands when certain conditions are fulfilled. | Tool A | | Tool B | | Tool C |

Senju/EN ESP Navigation

A large volume of messages issued from multiple systems including the cloud are collected, and only the necessary information is isolated using the advanced filtering function. For events
requiring support, "automatic support", "navigation", and "automatic escalation" are determined/executed. In addition to the speeding up of operation functions, the accumulation of
knowledge and proactive utilization are realized.

. . . Primary Primary General-purpose
Alert detection 1 Primary sorting \| auto response response navigation sorting
Alert detection which is connected Advanced filtering of events which Auto sorting, auto emails and On the webscreen, Response which does not match
with monitoring tools do not require response telephone calls gives instructions to the operator primary conditions (auto, manual)
(Senju/DC, Zabbix, etc.) to navigate tasks

L Example effects of automatic response to failure events
Monitoring tool

:\ ' :: :\ ' /: :\ 1 /: Alert
Q Q ,@, GlsieEim Auto response Auto tel calls
1,235,000 2,000
events events

Contact by email

7,0005vents

- -
Tel calls

Aggregation of monitoring tools, 2,600evenls
auto sorting of messages

Operation

After automatic sorting, failure response navigation starts!

Simply press a button i Tasks implemented
for initial execution | Bon] e with the procedure
of Ping, etc. and e L selected

display of results via navigation

Follow on-screen
instruction for
contacting/reporting

Senju/EN & Senju/EN ESP 11



Service desk Senju/SM & mPLAT/SMP

Service desk

Basics of ITIL® processes

||
. Incident
Senju/SM & mPLAT/SMP User il
. " ! Services
Senju Service Manager m— request
_ Incident
mPLAT IT Service Management Platform
requests

(RFC)

Release
management

Problem
management

Change
management

Problem

Release

It is a service desk tool of the top share in Japan* that realizes
the operation processes required by ITIL® and ISO 20000 (ITSMS).
It collects the huge amount of scattered knowledge at a service desk

_|

and breaks free from personalized operations by proactively utilizing this knowledge. ‘ f Reference ‘ f Record/reference
It realizes accurate and speedy response while reducing the work load, oin
a
improving the satisfaction of system users. incidenl er'

* Source: ITR “ITRMarketView: Operation Management Market 2019” Service Desk/Incident Management Market:

Share of sales by vendor (FY2017-2019 forecast), for mPLAT and Senju Family. Services request m Problem management Change management
Issue of ticket Detect and record incident Record and classify problem —
B e fo re A f te r Approval Classification and primary response Set priority —
Input results Temporary response Clarify fundamental cause —
Approval/Rejection/Return Solution and restoration F;’,g"',';',',i‘fem?f,‘:;f,gg —
Free selection Instruction

T amam T T T annn of return ) L. . .

— — — — — — destination Execution Close incident tickets Close problem tickets —
I ] [ ] [ ] [ ] I ] [ ]

information from
the system is possible

correspondence history according to incident contents

page by page

Please show me What, you released Il Appropriate operation can be Il The speed of problem
the operation log it to the main system? proven by acquiring the trail resolution is increased by
immediately... Why didn't anybody tell me! of responses and changes. obtaining accurate information
V V O ¥ You will no longer receive
O O Whosont p— 1 -~ the same types of inquiries Only tags which can be used for Intuitive operation Notify new incidents Effective utilization of knowledge through
0 sent a complaint to The response deadline is clear, : : : : Y .
‘ q Operator an unrelated vendor?! m whichTERe S cee bl e each work duty are displayed from the icon by icon 5 consecutive classification
A ‘ response priority
W Possible to assess the workload of
each staff member, making it easy to
formulate plans
— p 4 ‘ Home Screen 15— :SSM &4, (MEIDSA SE 2017/11/07 11:15:42) QXEEQ* 40 S =E7 RS
I Smooth adjustment with related
members when changing the system ~ _— wm (sssth) )
I'm sorry, but | have Even if I'm told to We keep getting OH8Y wmrcrems 7" ATEER dmme= ¥ Bumem Oilyy O TV Rswas
no way of knowing hurry, | can't make the same kind of . .
the answer to your changes at my own inquiries over Shlft to Whltebox |n id nt M n m nt
question... discretion... and over... ‘ by sharin gl nformation BABE(1) 522 (5/66) SUCHRERS L OSAERO BRI SA ERR LET Cide anageme
V_ n {2“17411/?71 11:‘;“40‘7& W&k PRATLA AF—HAR  HAbL 137 MET 1PEX046 - EBERY—)(—)J L — ARFUBHRER T (A#:20161210, 3] console
A=WB— (AT RES N
e e ) Seniu/SM o mmmmars  moLse WS COE= s =
Vendor A Vendor B o _ gpexoss : mmmmy” AR A 7 SYEIER A
‘ ‘ ‘ ‘ Do EERLATL TADL=23 g T(Ri:2016 125> ND 1000000000000502 Bathin =R I B
4 4 44 £ mPLAT/SMP B mmman. e AT e == =
{weﬁgmuzg} AT LB BEBS AT A enee
m @ # USIREEIRTL Jut-23 S UZ e (@R S (lv:lE;ln:s ;gl;ﬁﬂ;ﬁt—)f—)jv—kﬁmﬂ]EﬁﬁT(Eﬁ:m K% SOCFS— b
| | Abl_e to conc_entrate o_n ® & HSUREEIAFL IRAL—23> Eg-fki%gmum S NVEE BRE R
f i i . main work without being TIS-HRELEL r _
We can just fix it Don't ask me about Y iat f g = 5358 H—)C
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Multi-Data

Inquiry screens can be created according to the type of service
request. Efficiency is increased for both the applying side and the
receiving side through accurate input of the required information.

Different services |
requests

Senju/SM
mPLAT/SMP

Set items according to the type of service request

Multi-Browser/
Multi-Device

Access from mobile terminals such as Google Chrome, Firefox, and
i0S-Safari is possible.

Multi-Language

For each user, it is possible to switch to a foreign language display
for labels, screen names, and messages. This realizes a greater
range of use for the tool, including use at overseas offices.

set to Japanese

Al || WEEER || FLoDNR | R | B8 [ OP- | BHEORRCEN | mC3

c v DEEE =
L

set to English

Mail Register Relates Record Apply Knowledge Delete Edit Copy Refresh  Close
= Applicant Information i§
organization

Data Analysis

By using the data analysis, it is possible to graphically analyze date
forincident service requests, problem r
change management, etc.

CTSM T Tl ST S - el

2= el
5 Select and record
. analysis definition

14 Senju/SM & mPLAT/SMP

inctive features

Checklist
Required items for
Each Status

The efficiency and standardization of the service desk is improved
through a checklist function which automatically navigates the next
response to be performed based on registered incident content,
and through a function which changes the required items for each
ticket status.

> FTyOUXL

SIS ATLERERIIHTER I
) FropsThlL A7 ngATEM  NoH

1 ZaZum i o

2 53 7R5 . .
JmmED - Display check items

4 mE

- BMFISZURL

according to incident
contents

CSLANFIv U I
No
| BT, Rua -

Open Knowledge

Even users without a Senju// SMP account can refer to FAQ
information. Direct access from a separate site is possible by
embedding this link in the web page.

e — T =]

Se”J'.J k ¥ Publish FAQ without login
Service requirement
Manager.' | | =

Publish only approved
content

Batch Approval

Batch approval from a list during process management is possible.
This reduces the workload on supervisors and increases process
efficiency.

Batch Approval

Check the records
which you wish to
approve

Workflow/
End-User Approval

Uses a workflow which
.
supports multi-stage o PN O
approval to process ; Biews 1)) ;
service requests from M CO QD
users and developers. [Fesponsieporson] ~ [Service aesk | [operater ]
Through the end-user
approval function,

approval or rejection is w
0
[AVA)

sostaton | | st work

performed by the
responsible person V
within the end-user

department. Only an

3

"approved request" is

sent to the service desk,
thus reducing the
workload of the service

desk.

Multi-View

Multiple screen policies for incident management can be set
according to the work duties and team role. This increases the
confidentiality of information and clarifies items for response by
each staff member.

- Manger view

Change displayed
items according to
the role even for

the same ticket

Service desk
user view

Email Template
Remind Email

Email template is automatically generated by transcribing from the
ticket content, thus increasing the efficiency and standardization of
email. Also, the remind email function prevents work delays by
sending email notifications to staff members regarding stagnated
approval applications or items for which the response deadline has
passed.

Create a message
by selecting a template

Set arguments and
post ticket information

SLAM chart

Tabulates incidents based on conditions defined in the SLA (Service
Level Agreement) and displays a variety of charts. Comprehensive
assessment of service level is possible by batch retrieval of multiple
processes and display of the result by list.

Graph display of

compliance status of SAL e

e

Avartun

Click a number to display a
list of applicable incidents

e
g o o -

e 1. o -
xErowa ° o -
msman o . -
Serz-TurrR o 3 '

Blink display when the threshold
value is exceeded

Full-text/
similarity search

Performs advanced full-text searches across processes and
searches for similar incidents based on data similarity. Similar
records are displayed in descending order of score.

Search conditions can be
narrowed down

Search word are
ighlighted

Full-text search
results List of s

processes

ilar

Screen Customization

A web-based management screen is used to perform tasks such as
changing the screen layout and specifying user settings. This
enables division of maintenance authority and reduces the
workload of the manager.

I
Web base o
management ?
screen

SEEEaEEas

Rl
Batch editing of
multiple labels

Drag & drop to change the position of screen items

Service desk Senju/SM & mPLAT/SMP

anagement functions |

Extensive Templates

Basic layouts for ITIL® of "incident management," "service request,"
"problem management," and "change management" are provided
as templates. Templates are also provided for 1ISO 20000.

External Link

It is possible to link with a variety of systems, including automatic
email loading, alert links from monitoring tools, and links with CTI
tools. Database information is disclosed in a view format, and it is
easy to perform tabulation, analysis, and data linking with other
tools.

Cooperation with job
management function

+ CTl linkage function can be used
+ CTl linkage function can not be used

SecureCube AccessCheck is a proxy server type privileged ID management tool that doesn’t require agent, which has the No. 1 domestic market share.
Combined with Senju/SM and mPLAT/SMP, ITIL® processes such as change

y management with ITIL® processes

release and so on, and unifying access application management,

it visualize the purpose of main system access and related processes, and enables analysis.

Senju/SM mPLAT/SMP ©

I

‘&\ SecureCube AccessCheck

/‘D Log in to the server to be
1/ audited by the application user

Privileged ID user
(Web browser)

Audit target server

Privileged ID

Administrator

q) Access request to
\.l/ approval at Senju Service Manager

(3\ Collaboration of access
\“/ application information

Privileged ID
authorizer
(Web browser)

£/ in work flow

(2\‘ Approve access request
\

Senju/SM mPLAT/SMP

Release management I

(5\ Visualization of main
2/ system access information

Visualizat f main system access information

Access purpose  Failure response, service request, maintenance, release, test, investigate/ information acquisition

Related process  Incident management, problem management, change management, release management, service request, configuration management

Hands-On Seminars

Eliciting the potential of the Senju Family

NRI holds hands-on seminars for each product. By experiencing the series of
operations for the work flow performed by each member, it is possible to acquire an
even more concrete image of using the tool. Also, even more practical use is possible
through a deep knowledge of each function. We recommend these hands-on
seminars for customers who are considering the implementation of system manage-
ment tools, and for customers who want to utilize their system management tools

more effectively.

Senju Service Manager V10.0
AT s 2
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Autonomous system management Senju/ASM & mPLAT/AMP

B Performs advanced filtering of events from the system in three stages: "single processing," "correlation processing," and "automatic response."
B Multiple occurrence events can be collected.

u M Processes related to events that occur can be dynamically linked to each failure.
Se I'Ij u / AS M & m I I-A I / A M P Event collection function

Autonomous system m

. . SenjwASM | (SR e The collection of multiple occurrence events
Senju Autonomous Service Manager Sy EGEL D allows them to be treated as a single incident
mPLAT Autonomous Management Platform EEEa
WAF-0-F: Zu-0-f 1
| Collection BHE DTS [-]
In addition to messages from the system, operation history, etc., the operation site gathers various information rsese JO— [ | [ |11t
BREFFEIT—Fra& I (R-HMD FTEA HREBIFT Ayg—I0 ARZMRER/—FID
such as the request from the user, the correspondence history of the person in charge of the operation, syt mre s - oD sitm
and the status of the request to the external vendor. o mEd e bR aoimeas oz () BEROLI - FUAL b
NRIDSD EPht 20170929 test
Senju/ASM and mPLAT/AMP collect this huge amount of information, turn it into knowledge, e o iR o (i | [ |11 @y
= v
and realize autonomous operation using machine learning. vy - ) st
. . . . . . . 57 i 1 > EE - (ZZME) BTk — B R bES
Through a service desk, advanced message filtering, automatic execution functions, and so on, the operational processes AL G e - o AR R T
M

required by ITIL® and ISO 20000 (ITSMS), along with higher operation efficiency and operation quality, are achieved.

USSP L LEEET Tttt ----< Analysis [========"- mmmm———
.= By S B Recommends appropriate response (knowledge) based on past incidents for tickets that have been escalated because they could not be solved by auto
- ~

response of the advanced filtering function.
B Lists similar incidents and knowledge in order of relevance.
M In addition to similarity, frequency of use and the number of times response have been useful can be checked to make a multifaceted use decision.

Recommend knowledge Similar incidents

@ Recommend

Operator B L SLIR R - WA OE R -
Lassrm
1 e zar - EE BEDIRER e M BRI e
. | T "o Tpoer T p———— 5 T | = :
1 ESTIF—ILBOELA
2 w0 T R p— . v =
Analysis | |
Record | B - AT
SREELLLEERY 3)  Knowledge RPTS ) s - — ~ -
[l P — Automatic analysis of incident contents and recommendation Wo 37 - A
,' i display of knowledge information considered effective | 583 2010060022509  FRTOELMHOLMNpsRIE)

P20~ HSH
@ Ad va nced fi Ite ri n l Automatlon — == 2 495 20180223-0021438  (FAEAE)0penlDAPBED S~ — T/ (D= FEBlRf SRR TEZ
g M anua -~ P F . it ! L 3 48.1 20171212-0020451 GEMESE] OpenlDAPEE@L =T/ (A0 FERLANERTEZ
response o= b 1 E 7@» =
BATRD
- -7 . e piny = e d
reg:::se D IEEEE L :

- Efficient identification of causes and response
procedures from similar incidents in the past

B Executes the recommended response procedure (knowledge).
Lists escalated tasks Displays hot keywords Basic B Even complicated procedures are displayed in a flow that is easy to understand, KnOWledge tasks
by priority order that are often searched information and execution instructions such as investigation commands can also be performed from the screen. s w2
M Tasks that require human judgment can be handled manually, enabling a flexible workflow that Hann 5 a [
Home Screen Process Screen combines automatic and manual processing. st .
7> RET EBEEDT—270— wrEn o wo
Knowledge work flow IR T A Rl L ot sow
FA. . o
D=5 70— Wil Ciscoll—SIAA ¥ FOCPHEMESR D=2 70—l Cistoll— SR .
ey = R Gy 3 Rorren
> s
5 FO000 - #0000t = ONESEE k b
Bl Cacoil—FIRA » FOCPURAENR AL CBoOL— MRS 4 F . . .
Pl e A Implementation and confirmation of
investigations and response scripts

Step-by-step
automation

;j;:—-|f,...-.|—¢<8>—-|a:r=..-.*.«;:-..-. Homw. I—'O

‘-.T,—-|f----|—‘<8* ~|- f'::-’-'-'. oz I—O
e

Auto response

Ranking display such as the number of
times tickets are referenced

Displays the progress of Escalation
the response in chronological order status Manual response

d
6
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Multi-Cloud Management mPLAT/Clouday

The new service “mPLAT/Clouday” performs integrated management of billing status and KPI management for each department in addition to the usage status and failure status of
the multi-cloud environment. Developed as a cloud-native service, it can be easily customized to allow flexibly coping with the rapidly changing multi-cloud environment.

B Flexible dashboards allowing management across multi-cloud environments using queries
M Integrated management of alerts and KPIs across multi-cloud environments
H Appropriate access control for each function

B Automatically collected multi-cloud information can be obtained flexibly by executing
tabulation (sum/max/min/count, etc.) and narrowing down (filtering) with queries.

M Query results are visualized in various panel formats (line/bar/pie/map, etc.).

B The arrangement and size of panels can be changed easily by drag-and-drop operation,
allowing the creation of original dashboards.

Automatic collection based on connection
settings managed by Clouday

O Sefjren/ce/:?reate/ m P I-AT/C I 0 U d ay
pdate/Delete
=

QO Reference

X Create/Update/Delete S
o

el ) «
.l : =
M Control Reference/Create/
Update/Delete for each function.

Example:

Allow only “Reference” and prohibit
“Create/Update/Delete”

for the practice function

Query execution

* Tabulation and
narrowing down of
results

- L]
] L]
1 5 Y
! 1
e ——
M Integrated management of alerts and KPIs created and managed
for each platform is performed.
B Flexible alerts and KPIs can be set using queries.
b o8 foo e ses
« Visualize multi-cloud information such as AWS and Azure on the same dashboard « Analyze costs based on information collected for each platform such as AWS
« Create original dashboards by adding panels and editing dashboards and Azure/AzureCSP
(changing panel positions and sizes) « Support of referencing of total cost, daily cost changes, cost information for each
resource group, etc.
s ~ Poe a Poo
N
« Aggregation of multi-cloud operation-related know-how as “practice” and setting « Setting what needs to be notified during multi-cloud operation as “Alerts”

of multiple KPIs in the practice « Setting alert criteria and notification method (email/SMS, etc.)

« Quantification of multi-cloud operation-related know-how by setting when creating alerts
achievement/non-achievement standards and scores when creating KPIs

1 8 mPLAT/Clouday

Auto telephone notification mPLAT/AEC

Telephone notification of alerts detected by the monitoring tool in order according to the telephone contact network In addition to email, notification is also done by telephone.
In addition to the management functions of the telephone contact network, auto registration of tickets, auto registration of response results, dashboards for each work responsibility, etc.,

help improve the efficiency of operation work.

M Automatic telephone calling triggered by email sent by system management tools
B Management of telephone contact network setting and update

H Auto issuance of incident tickets and update of response results

M Available regardless of whether on-premise or cloud

Calls are made in sequence according to
the pre-registered telephone contact network

0 w0 0
bon Bon Ban

Operator 1 Operator 2 Operator 3 Transmission of

results by email
ﬁ On-premise

il

System management tools

m PI.AT/A E C Auto registration of results

Internet I

Wans| REFEEN] AR TEER| 80 | MEvcaes | Masue
- ABEMST

W7 0
2
- TR
ety

AR 77U~ AR FEEE) W4T
i ———— Wi [ e - . TR el T
- TR W s g -

RIBREET 25128 MR 00 1 P

R — - —

Telephone contact network management function Incident management function

Collaboration of operation and develo

This is a service that allows the person in charge of the development department to grasp the status of the system without having to access the main system.
This eliminates the need to check with the operators when a failure occurs or when performing a release operation, making it possible to respond quickly and appropriately.
Access from mobile devices can reduce nighttime rushes.

Streamlining of M Ensure appropriate control (access control, data control)
operations anddevelopment M Smart device access from outside
communications M Services easy to use without affecting the production environment

Development Operation

Failure alert o Detection
(telephone/email) of failure

Development Operation
Failure alert

(telephone/email)

Detection
of failure

Status check
(telephone)
Confirm status of Confirmation
job that finished Operating Operating
M irregularly Platfor Platform
Status check -
(telephone) Main [VET
Initial start system B system
(status check) Request for Faster initial
acquisition of log start
alone takes 20 to data Confirmation (status check)

30 minutes
Information acquisition

request (telephone)

Se 50 5

Confirmation results
(telephone) Decision

making

Main system access

Main system access even

for simple result check
20 minute task per time

Main system access

Simple check does

not require main
system access

mPLAT/DOP, mPLAT/AEC 1 9
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