
Planning for more success
Banking execs tend to take their IT systems for granted, mainly because a
major system outage just doesn’t bear thinking about. Fortis Bank chose
SAS® to plan its capacity requirements and ensure that the nightmare doesn’t
become reality

Fortis Bank Belgium is a major financial
services organization in Europe, with more
than 694 billion in assets and 56,000
employees. Fortis has been growing
rapidly since 1990, due partly to the bank’s
acquisition strategy, and has five million
retail banking customers. Its Information
Systems department processes 16 million
transactions per day, and is also
responsible for a range of other systems
including 280 AIX logical systems, 360
Sun systems and 1900 Wintel servers.

Because of the massive size of the
organisation and the nature of its
acquisitions, the IS department has a
serious challenge in terms of integrating
its applications and keeping service levels
consistent across the organization. This
is where SAS comes in: Fortis Bank is
using SAS software to smooth the way
for the running of its 1900+ applications.
Capacity planning with SAS enables Fortis
Bank to anticipate its IT needs and plan
for the hardware and software necessary
to meet those needs.

Fortis Bank’s Information Systems
Operations Manager, Jean-Paul Remory,
says, “We are responsible for IT services
for the bank, so we cover a number of
functions that support the services. We
have operational first -level support, and
also support for IT processes involving
problem, change management and liability
management; we also plan the capacity
needed by each of the applications. If you
have applications running on different
platforms this area becomes critical.”

New challenges

Fortis Bank applications are constantly
growing and changing to support new
business needs. At the end of 2003 Fortis

Bank rolled out a new version of its web
banking application, with a wide range of
new functionalities. This, and a spectacular
growth in the number of customers using
the web channel (more than 40 percent
annual increase) revealed an imbalance
in performance and capacity between the
various application components.
Consequently the bank was faced with a
whole new relam of service delivery and
capacity planning challenges. Remory
comments, “We had to take some short-
term actions to manage system overload.
It was crisis management. The lessons
that we learned were first, that we needed
to take some actions to monitor the
environment better and second, we had
to increase or improve our capacity
management facilities. We had to deal
with increased complexity in capacity
management while closely monitoring the
delivered service and performance.

“Capacity management had been
distributed across the IT infrastructure
departments, was not always formalised
and was largely reactive; no action would
be taken unless there was a problem. In
most cases, we did not have a long-term
data collection process that would allow
us to analyse activity across our systems
and networks and make forecasts of future
growth and usage. We didn’t have the
applications and business drivers, and so
couldn’t form a productive correlation
between the two.”

Choosing a partner

“Using SAS to report on our consolidated
data is the best way to get our systems,
network and applications data into a single
repository and help us integrate
performance, capacity and service
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Service problems due to lack of
capacity can be avoided now

“Thanks to SAS, we now have
a formally integrated capacity
management system for the
bank so that we can avoid
service problems due to lack of
capacity in one of the hardware
components.”
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management acivities,” says Remory.

“SAS allows us to perform analyses and

reports that are used by hundreds of

people across the company.”

These reports and analyses ensure

continuity of service.

“Thanks to SAS, we now have a formally

integrated capacity management system

for the bank so that we can avoid service

problems due to lack of capacity in one

of the application hardware components,”

says Remory.  “One of the important things

that we do is service management, and

we want to be seen to be delivering the

service to the customers as agreed.”

In short, SAS® IT Resource Management

enables the Information Systems people

at Fortis Bank to "speak" to business by

aligning IT direction with the corporate

bottom line, while bridging organizational

gaps. “We also aim to provide a system

to ensure that adequate resources are

available and functional at the required

time and that everything performs

according to specifications,” says Remory.

“And the bottom line is that the system

ensures all costs are accounted for and

correctly attributed.”

Self-service

Banking via the Web is increasingly

popular. Fortis Bank currently has more

than a million active subscribers to Web

banking services, which allow customers

to do daily transactions, engage in lending

services, plan investments, and even
perform portfolio analysis and simulation.
“Encouraging customer self-service over
the internet is a long-term strategy as it
will free up the people working in the bank
to deliver more value in customer service,”
says Remory. “Our objective is to ensure
that the correct levels of service are being
provided reliably and consistently now
and for the future.  SAS is an integral part
of that vision”

Find out more about SAS® IT Resource
Management:

http://www.sas.com/solutions/itresource

“Using SAS to report on our

consolidated data is the best way to

get our systems, network and

applications data into a single repository

and help us integrate performance,

capacity and service management

activities.”
Jean-Paul Remory

IS Operations Manager, Fortis Bank
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