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This PowerPoint 2007 template produces a 36”x56” 

professional  poster. It will save you valuable time 

placing titles, subtitles, text, and graphics.  

 

Use it to create your presentation. Then send it to 

PosterPresentations.com for premium quality, same 

day affordable printing. 

 

We provide a series of online tutorials that will guide 

you through the poster design process and answer your 

poster production questions.  

 

View our online tutorials at: 

 http://bit.ly/Poster_creation_help  

(copy and paste the link into your web browser). 

 

For assistance and to order your printed poster call 

PosterPresentations.com at 1.866.649.3004 

 

 

Object Placeholders 

 
Use the placeholders provided below to add new 

elements to your poster: Drag a placeholder onto the 

poster area, size it, and click it to edit. 

 

Section Header placeholder 

Use section headers to separate topics or concepts 

within your presentation.  

 

 

 

 

Text placeholder 

Move this preformatted text placeholder to the poster 

to add a new body of text. 

 

 

 

 

Picture placeholder 

Move this graphic placeholder onto your poster, size it 

first, and then click it to add a picture to the poster. 
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QUICK TIPS 
(--THIS SECTION DOES NOT PRINT--) 

This PowerPoint template requires basic PowerPoint 
(version 2007 or newer) skills. Below is a list of 
commonly asked questions specific to this template.  
If you are using an older version of PowerPoint some 
template features may not work properly. 
 

Using the template 
Verifying the quality of your graphics 
Go to the VIEW menu and click on ZOOM to set your 
preferred magnification. This template is at 100% the 
size of the final poster. All text and graphics will be 
printed at 100% their size. To see what your poster will 
look like when printed, set the zoom to 100% and 
evaluate the quality of all your graphics before you 
submit your poster for printing. 
 
Using the placeholders 
To add text to this template click inside a placeholder 
and type in or paste your text. To move a placeholder, 
click on it once (to select it), place your cursor on its 
frame and your cursor will change to this symbol:         
Then, click once and drag it to its new location where 
you can resize it as needed. Additional placeholders 
can be found on the left side of this template. 
 
Modifying the layout 
This template has four 
different column layouts.  
Right-click your mouse 
on the background and  
click on “Layout” to see  
the layout options. 
The columns in the provided layouts are fixed and 
cannot be moved but advanced users can modify any 
layout by going to VIEW and then SLIDE MASTER. 
 
Importing text and graphics from external sources 
TEXT: Paste or type your text into a pre-existing 
placeholder or drag in a new placeholder from the left 
side of the template. Move it anywhere as needed. 
PHOTOS: Drag in a picture placeholder, size it first, 
click in it and insert a photo from the menu. 
TABLES: You can copy and paste a table from an 
external document onto this poster template. To make 
the text fit better in the cells of an imported table, 
right-click on the table, click FORMAT SHAPE  then 
click on TEXT BOX and change the INTERNAL MARGIN 
values to 0.25 
 

Modifying the color scheme 

To change the color scheme of this template go to the 

“Design” menu and click on “Colors”. You can choose 

from the provide color combinations or you can create 

your own. 
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Optimizing Staffing Levels for IT Services Using Simulation 

Q: If you have thousands of teams delivering hundreds of services worldwide,  

… How do you know that you have the correct staffing level in each team to 

meet your customers’ needs? 

 A: You don’t,  

… Unless you can use the power of simulation to model those teams and 

determine the right staffing levels. 

 

Simulation Models Give Us Insights into Many  

Team Performance Characteristics 

 

BACKGROUND 

Global Technology Services, IBM Corporation 

DATA COLLECTION & VALIDATION MULTIPLE MODELS PAST / PRESENT / FUTURE 

THE TEAM 

The team spans a wide range of organizations, academic degrees, 

and tenure/experience in IBM and in Analytics. 
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Tom Lubeck, Redha Bournas, Brian Eck & David Northcutt 

Aspect of Operating Environment 
Service Level Agreements 

Arrival process 
Work Types 

Ticket Severity 
Service Time distribution 

Dispatching logic 
Page Out (on call) 

Breaks/Lunch 
Sickness/Vacation 

 
Agent Affinities 

 
Unique aspects 

Service Line Components     
Unix/Intel            Opns            ProdCtrl       WebApp 
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incidents, changes, maintenance, etc. 

nonhomogeneous Poisson, by Account 

X% in Y hours, by Account & Severity 

accounts 

technologies shifts 

complexity work type 

severity s LEGEND 

hybrid console 
monitoring 

batch  
monitoring 

multi-
touch 

Models were created for each Service Line Component,  
to capture important differences in their operations 
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[n/a] 

coverage, random time, respect affinities 

external to model 

forced after current job 

Each Service Line Component (like Unix & Intel, or 
Web & Middleware Enablement) has its own 
standardized Delivery Catalog of services 
 

Volumes come from ticketing systems, but these have 
only open and close, but not "time on task."  
 

We use the Delivery Catalog for a subset of activities 
and track these with a desktop stopwatch, in order to 
build service time distributions. 

Model Input 

Spreadsheet 

AnyLogic Simulation 
OptQuest Optimization 

Model & Optimization Parameters 
1.  Enable Swing 

2.  Enable Sev 2 Page Out 

3.  Guided Search 

4.  Contract vs. As Is SLA's 

 The Global Delivery 

Framework (GDF) is a set 

of delivery practices, 

referred to as components, 

and designed to support the 

IBM’s GTS strategy to "be 

the world's premier IT 

services provider by 

delivering the highest quality 

solutions at the most 

competitive prices." 

Objectives 

•Deliver best-in-class quality 

IT services 

•Standardize delivery 

processes globally 

•Execute with industry 

leading efficiency 

•Implement defect prevention 

processes 

Ticket Service Times 

Source: Timing Study 

Service Level Agreement (SLA) 

Source: Customer Contracts 

Shift Structure 

Source: Pool Team 

Workload Volume and Arrivals 

Source: Historical Ticket Data 

where it exists, else Timing Study 

Automated Report Generation 
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