
Dubai, a World Class City
We have a tradition at Parallon to dedicate our newsletter to a 
city in the regions we operate, and this time is the turn of 
Dubai, that became the home to a number of our people.  
Dubai today has one of the best city infrastructures in the 
world, some of the best hotels, the tallest building, one of the 
biggest distribution hubs, a popular tourism destination, a 
unique regional business hub, one of the best airports and 
airlines in the world and it is still digesting the unprecedented 
growth of the last decade.  Dubai has developed a numbers of 
services sectors and diversified it’s  previously oil based 
economy.  The challenge of some of our UAE customers, such 
as Etisalat, has been to transform themselves to world class 
telecommunications provider in order to support a world class 
and fast pace services economy of the country.  We are there 
to support our customers in this transformation effort, and our 
SLA Bus software will manage the Service Level Agreements 
to corporate data customers of Etisalat.  Parallon’s business in 
the United Arab Emirates has been increasing exponentially 
and we had to switch offices three times in the matter of three 
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years in order to accommodate this growth. 

On another note, the difficult times that the world economy is 
going through  has proved to be an opportunity for Parallon, 
since companies  are looking to improve efficiency and 
consolidate operations as well as increase the quality of their 
services; Our solutions provide exactly that value to our 
customers in Europe and the Middle East.   

Parallon is now a very diversified team with nationals from Canada, Cyprus, Czech Republic, 
Egypt, Greece, India, Turkey, UK and the USA.  Our team is growing and making a name in the 
market as the one to call upon for critical and complex projects with HP Software.  With hard 
work and quality results, over the years we have created a relationship of trust with our 
customers and partners and this makes us proud of our achievements.

I would like to take this opportunity to thank all our customers and partners for their support and 
looking forward to growing our relationships in the future.

Kind Regards,

George Petrides
Group CEO
Parallon Systems
george.petrides@parallon.com



CIO Dashboard
There is a big misunderstanding when providing dashboards and reports to Sr. IT management 
and this practice makes it difficult for an organization to understand the value of IT management
solutions. Starting from alerts in the monitoring systems, false alarms go to technical 
administrators and they ignore them. Technical detail information goes to a Sr. Director or a CIO 
and they do not have much use for this data. What will a CIO do with a report of that says a disk 
filesystem was full last Thursday or that the CPU was 100% at some point on Friday. The Sr. 
management of an IT organization deals with the business and at the end of the day the data they 
need is the current status of the IT service and a report as to how it performed in the past 7 or 30 
days or so. Just like a CFO the first thing he needs is money produced and money spend, 
similarly the CIO needs to know if the service is available and the performance of the service is 
acceptable. The historical report should also incorporate the business requirements for these IT 
services. What is the point of stating to a Telco CIO that a POS at a store was unavailable outside 
the business hours? Planned downtimes need to be mentioned in the report and finally if 
available the business expectations for the service should be reflected in the report. If there was 
an agreement, more of a Service Level Agreement (SLA) or an internal Operational Level 
Agreement (OLA), that a service will have 99.9% availability for example then there should have 
been an investment to support the high availability of this service. The ROI of the business 
related to this high availability investment is the report that the availability of the service is 
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compliant to the business expectations (the SLA or OLA is compliant). High availability does not 
happen by magic else it is a wishful thinking of the business unit; Therefore these business 
requirements should be formalized and if needed spend money to be able to provide this level of 
service. The report of the CIO for the IT services should reflect that. When an IT service is failing, 
then this is the point when the detailed technical information from the events along with incident 
information from Service Desk need to come into the picture to figure out why the service is failing 
the expectations. Just like if a company is loosing money, the CFO and CIO will dig into the detail 
financials of the expenses to find out what went wrong and make adjustments to improve the 
results. Imagine if they tried to fix a problem without the right data in there hands. When the 
executive IT reporting is left to the hands of the technical administrators without clear guidelines 
as to what the upper IT management is looking for, then the technical admins are looking for 
ways to 'impress' and a meaningless report with beautiful colors comes out and it will not do the 
job. If you want to impress get fireworks, this is a business report that should have the right info 
for the CIO level.  The Dashboard should present a simple current status of the IT services and 
provide the historical reports.

HP Business 
Service 
Manager 
Dashboard
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Cyprus
Hellenic Bank
Basic implementation of HP Service Manager for incident management support.  The project was 
in cooperation with HS Data company.

Greece
ANTENNA TV
After the implementation of HP Network Node Manager, the customer is managing Antenna’s core 
network using SNMP as well as the remote sites.
Casino Loutraki Hotel and Resort
Implementation of Solution for Windows-based event management, performance monitoring, and 
automated alerting. We have also a Software support contract in place as part of Parallon Systems 
SVI services offerings.
COSMOTE
The project was to include in the already implemented EMT solution 2 more countries for 
COSMOTE International, Romania & AMC. The solution covered Systems Applications and 
service views were created to minimize the time spent in fault finding and understand the business 
impact. 
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impact. 
Emporiki Bank
Reconfigured the NNM to manage new network devices and  integration of the new Cisco Unified 
Operations Manager with HP’s Network Node Manager. Enabling the customer to effectively 
manage the new IP telephony network.
Vodafone
-Designed and implemented a custom solution for the efficient management of its IT infrastructure 
by automating the existing system monitoring (OMU). Enabling IT to react in a timely manner to IT 
incidents and increase infrastructure availability
WIND Hellas 
-Designed a customized end-to-end monitoring solution using HP’s Business Process Monitoring 
software to measure the service times against business transactions. We are currently expanding 
the solution to cover more critical business applications and services.
-The new Fraud Management, Prepaid Billing and  CRM were added to the systems management 
platform.
-Wind also signed an annual solution support contract.
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United Arab Emirates:
ETISALAT
We have completed a number of projects at Etisalat Telecom:
-Implementation of the second phase for the Service Level Management platform.  The solution is 
about to go live in August 2011, with Etisalat offering SLAs to corporate Data Network Customers.  
The current setup includes an OSS platform to pro-actively monitor the customer’s networks along 
with incident and change management to handle the faults and the SLA management system.  
Also, the billing and provisioning integrations are completed along with the integration to the GIS 
platform to present the alarms on the geographical map with GPS coordinates. The system 
provides only link availability and the current phase 3 will include performance SLAs end-to-end.
-Upgrade of the Corporate IT HP Software Management Platform to the latest versions and 
implementation of high availability.  The upgrade, included a migration of one of the largest Service 
Desk installations in the Middle East to Service Manager 9 and migration of Internet Services to 
Business Service Manager.  Service Manager is integrated with the billing system for easy ticket 
opening for application faults, integration with Microsoft sharepoint for customer surveys, and with 
the HR system for employee data retrieval.  The upgraded platform is running on a high-availability 
clustered setup.
-Migration of Network Node Manager 9i and migration of Service Desk to Service Manager for 
Engineering with custom integration of HP Operations Dashboard and Service Manager for 
managed services customer access.  These systems are the heart of the network managed 
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managed services customer access.  These systems are the heart of the network managed 
services operations.
-Implementation of Service Manager for the Mobile Network Support team, integrated with GSM 
cell fault monitoring with Temip and the Cell Tracker inventory system.  Faults from GSM cells are 
automatically forwarded to Service Manager along with automatic alerts to support personnel.  The 
system includes SLAs for response and change management and tablet/PDA access for field 
technicians.

Qatar:
Qtel
Custom integration with web services of HP Service Manager and Microsoft ILM (identity 
management) fro Qtel to be able to add/modify/remove users from the central identity 
management system.

Saudi Arabia:
National Commercial Bank
Implementation of NNM iSPI for advanced network reporting



The Award Winning Service Level Management Solution of Etisalat
Middle East telecoms giant Etisalat has been selected as one of its eight 2010 HP EMEA 
Business Optimization Champions for the Service Level Management solution implemented 
by Parallon. 
Picked by a panel of HP business and technology leaders, EMEA Business Optimization 
Champions are selected based on the delivery of exceptional business value using HP 
software and solutions, with measurable improvement in IT and business outcomes. 
Etisalat was chosen as a champion because its solution demonstrated a fast and efficient 
way of generating returns and benefits for company and customer alike. Etisalat's solution 
implemented a service level management (SLM) platform built on a range of HP software and 
the Parallon SLA Bus. The complete solution provided Etisalat with a centralized service view 
of customer networks, enabling the company to monitor and manage service level 
agreements and aiding the connection of UAE businesses with new markets.

"With HP Software, Etisalat experienced positive outcomes that included 18 support teams 
across the UAE. The major achievements were on the improvements of the quality of service 
enabling proactive monitoring on the customers equipments, as well as automatic ticket 
notification and assignments to the respective teams along with the possibility of 
automatically notifying customers via SMS and email to assure the transparency," said Mr. 
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Nasser Salim, SVP/Information Technology, Etisalat in the official HP press release. "In 
addition, Etisalat was able to offer corporate customers service level agreements while also 
significantly cutting the time required to gather customer network link information, and reduce 
the average time to repair of network faults.“

Abbass Tarraf, HP Software Country Manager for UAE and Oman said “Parallon is focused 
on delivering high quality solutions with HP Software.  Their commitment to quality, 
knowledge of IT and Telecom business and world class skill sets provides a high value for 
our enterprise HP Software customers”. 

In the photo, Etisalat and HP executives at the award ceremony at the HP 
Software Universe in Barcelona.



SLA Bus Presentation in Barcelona
The 2010 HP Software Universe conference that took place in Barcelona on 
November 30th, was a big success for Parallon. Our Service Level Management 
solution was presented during the conference with the SLA Bus software, a unique 
Telecom SLA management solution. Etisalat, our major customer in the Middle East 
have received the EMEA award for Business Optimization Champion for our Service 
Level Management solution.
The SLM solution, enabled Etisalat to identify immediately a fault related to a 
customer network and gave the support teams across the country a root cause 
analysis tool with HP Operations Manager. The solution helped the 18 support teams 
around the country to improve fault detection by almost 90%. The Parallon SLM 
platform has helped Etisalat support teams to collaborate, avoid duplication of work 
and reduce the gathering of customer network link information, to minutes instead of 
hours. The efficient SLM support platform will also help Etisalat accommodate the 
future growth of data network customers. The Parallon SLA Bus is the core software 
of the solution retrieving measurements from the HP Software platform and managing 
the customer SLAs.
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Parallon 

SLA Bus

Screenshot

One year anniversary of our HP Software Support offering in Greece
Parallon has been offering HP Software support in Greece under the Services Integrator (SVI) 
Program.  It is no ordinary partner that earns the privilege to become an SVI partner. SVI partners 
have a proven level of HP Software expertise and capabilities to provide comprehensive support 
on HP Software products. The SVI seal is given only to those partners who have the skills. 
Parallon is offering renewals of HP BTO software support contracts in Greece along with premier 
offerings and provide the first level support while the second level will be provided by the HP labs 
within the SVI program.  There are currently three customers that signed up with the program and 
the level of satisfaction is high. Our plan is to expand our support offering to the United Arab 
Emirates in 2012. For more information regarding the support contract offering, contact Nikos 
Ioannides at +306944285580  or email nikos.ioannides@parallon.com
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VIVIT UAE Chapter
The first meeting of the HP Software User Group 
VIVIT UAE Chapter took place on April 2010 at the 
Westin Hotel in Dubai.  A number of IT 
professionals attended the meeting with speakers 
from Emirates Airlines, HP and Parallon.  George 
Petrides of Parallon is the UAE Chapter Leader 
and you can join the independent HP Software 
Worldwide user group at www.vivit-worldwide.org.

Welcoming new employees to the Parallon team
Robert Wilson and Michal Kovac have joined our Middle East operation as Practice Lead 
Consultants in the Service Management practice.  Robert came from Barclays Capital in the 
UK and Michal came from Ahasware consulting in the Czech Republic.  Mohamed 
Abdelmoneim has also joined Parallon as an ITSM consultant and he came from OMS 
consulting in Egypt.  All three consultants are based in Dubai.

Offices relocating in Athens, Dubai and Nicosia
All our offices have been moved in the past 6 months in our effort to restructure and 
accommodate the growth areas. Our Middle East consulting team has growth exponentially 
over the past two years and we had to move three times to accommodate the headcount 
increase.  Our Dubai office is moving to Dubai Internet City Building 11 (3M building) near 
HP’s Middle East offices in August 2011.  

DUBAI
Parallon Systems (ME)  FZ LLC 
DIC 11, Suite 414
PO Box 500063
Dubai, UAE

NICOSIA
Parallon Systems (EMEA), Ltd.
28 John Kennedy Ave.
4th Floor
Nicosia, CY-1087, CYPRUS 

ATHENS
Parallon Systems Hellas 
Monoprosopi EPE
46 Iereos Dousi Street 
151-26, Marousi
Athens, GREECE 

Dubai Internet 
City

Web : www.parallon.com   Email: parallon.info@parallon.com


