
Who is JSC National Company 
KazMunayGas?
JSC National Company KazMunayGas is 
the leading vertically integrated oil and gas 
company in Kazakhstan. It manages assets 
throughout the production cycle, from hydro-
carbon exploration and production to trans-
portation, processing and service delivery. 
The national company provides 25% of the 
country’s oil and gas condensate production, 
as well as 15% of natural and associated gas 
production. The company’s main pipelines 
transport 56% of the oil. Its share of the vol-
ume of oil refining in Kazakhstan’s refineries 
is 81%. JSC NC KazMunayGas is one of the 

largest employers of the country—the number 
of company employees is over 50,000.

The Previous Vendor of the  
IT Automation Product Left the 
Market—a New Solution is Needed
A few years ago, the company faced a difficult 
situation. ServiceNow, the global supplier of 
the ITIL/ITSM toolkit that was used at that time 
by JSC NC KazMunayGas, decided to withdraw 
from the CIS market. In order to continue auto-
mating IT operations and processes, the com-
pany had to start preparing for the transition to 
a new toolkit in 2020.

By that time, JSC NC KazMunayGas had de-
veloped internal regulatory documents for 10 
processes that covered the previous product, 
including management of requests, incidents, 
changes, releases, problems, etc. In addition, 
there were many extensions and develop-
ments based on the old toolkit that needed to 
be somehow transferred to a new product.

SMAX: a Comprehensive  
and Promising IT Toolkit
In order to choose a new ITIL/ITSM toolkit at 
the end of September 2020, the company 
organized and conducted an open tender in 
which the Intelligent Step LLP integrator won 
with the Service Management Automation X 

JSC NC KazMunayGas
SMAX helps JSC NC KazMunayGas successfully automate IT pro-
cesses to move from accounting and control of IT department 
operations to forging business partnerships.

At a Glance

 ■ Industry

Petroleum

 ■ Location

Republic of Kazakhstan

 ■ Challenge

Migrate to a new IT automation toolkit, as the 
vendor of the product previously used by the 
company withdrew from the CIS market

 ■ Products and Services

Micro Focus Service Management Automation 
X (SMAX)

Micro Focus Universal Discovery and Universal 
CMDB (UD & UCMDB)

 ■ Success Highlights

 + Automation of 16 processes within the IT 
department

 + Integration with ERP, IT monitoring, and other 
systems

 + Started the transition to the resource service 
model and objective valuation of the cost of  
IT services

 + Monitoring of service quality and user satisfaction

Case Study
IT Operations Management

“The transition from the previous 
solution to SMAX allowed JSC NC 
KazMunayGas to begin large-scale 
automation of IT asset management 
and configuration. When we 
evaluated the capabilities of  
SMAX, we realized that this was  
not a problem, but rather a small  
and relatively easy-to-solve issue.”

ALINA ISMAILOVA

Leading Specialist in the IT Department
JSC NC KazMunayGas



Case Study
JSC NC KazMunayGas

2

(SMAX) product from Micro Focus. The bidders 
offered various products for IT management 
automation, with several bidders presenting 
sketches of projects based on SMAX. The win-
ner was able to offer the most favorable terms.

“The SMAX solution met all the requirements 
of our technical specification,” explains Alina 
Ismailova, leading specialist in the IT depart-
ment at JSC NC KazMunayGas. “We had a 
rather complex project that required transfer-
ring not only our processes, but also a lot of 
work from the old system to the new one.”

In particular, we needed to integrate with the 
inventory system, IP telephony, SAP SolMan 
and transfer more than 30 self-service portal 
services to the new product, implemented 
based on the previous toolkit. These features, 
which had a rather complex lifecycle, were pro-
vided to users through the company’s internal 
portal. For some functions (such as creating 
or modifying a user account), it was necessary 

to employ several systems, each with several 
modules—the necessary data sources—and 
to ensure a clear sequence and integrity in all 
the changes made.

Rapid Deployment and Development
The project’s technical specification included 
transition to the new product of all the existing 
IT processes of the parent company of JSC 
NC KazMunayGas, as well as the main IT pro-
cesses (including the service catalog and man-
agement of service requests, changes, service 
levels, maintenance issues, etc.) of one of its 
three subsidiaries.

The project team included representatives of 
the vendor, integrator and customer. The team 
attempted to complete the main work in three 
months—from the end of September until De
cember 2020.

In the first phase, the specialists deployed a 
standard version of SMAX with 12 processes. 
The next step was to configure the integration 
components, which was necessary in order to 
implement a function that was different from 
the standard SMAX variants. The data was then 
moved from the old IT toolkit to the new one, 
and users were trained on the basics of work-
ing with SMAX. No additional hardware was 
needed to deploy SMAX.
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In 2021, the project was further developed: 
SMAX was scaled to five more subsidiaries and 
affiliates. Each of them formed project teams 
for this purpose that ensured the implemen-
tation of the product. The parent company of 
JSC NC KazMunayGas was responsible for 
these projects, which, in particular, determined 
the general procedure for scaling up SMAX. In 
2022, it is planned to expand the project to six 
more subsidiaries of the company.

Management and Control  
Based on SMAX Integration  
with ERP and IT Systems
The main purpose of SMAX today is to man-
age and control the IT department operations 
of the parent company and the IT services of 
its subsidiaries and affiliates. SMAX now cov-
ers 16 IT processes at the parent company 
of JSC NC KazMunayGas, including manage-
ment of service requests, incidents, changes, 
problems and various other functions. It also 
includes product capabilities for knowledge 
management and user quality surveys. 

In addition, integration with the following soft-
ware systems has been implemented and 
configured:

 ■ SAP ERP, including SAP ERP Financials 
and SAP ERP Enterprise Asset 
Management;

 ■ SAP Solman to carry out transfer requests 
for the changes implemented in the SAP 
ERP and SAP HCM systems;

 ■ SolarWinds monitoring system;

 ■ Snow Software’s Software Asset 
Management System (SAM);

 ■ Micro Focus Universal CMDB (UCMDB)  
IT asset management system;

 ■ Cisco and Avaya telephony systems 
(actively used by the Service Desk);

 ■ Microsoft Active Directory mail server  
and directories. 

The total number of SMAX users at the mo-
ment is around 3,000 employees.

IT asset, project and financial management 
processes should be in place by early 2022. 
Integration with SAP ERP will allow the com-
pany, among other things, to estimate the total 
cost of ownership of the solutions used by the 
company. In addition, it is planned to build a 
resource service model.

From IT Landscape Automation to  
IT Department Cost Management
The transition from the previous solution to 
SMAX allowed JSC NC KazMunayGas to be-
gin large-scale automation of IT asset manage-
ment and configuration. By the time SMAX was 
introduced, this was a very important issue for 
the IT department because it was impossible 
to buy a module with the necessary functional-
ity due to the previous vendor’s departure from 
the CIS market.

“By evaluating the SMAX capabilities, we real-
ized that automating configuration and IT asset 
management is not a problem. On the contrary, 
it is a small and relatively easytosolve issue,” 
comments Alina Ismailova. “Now the main 
challenge for us is to assess the cost of the 
IT department’s services. I am sure that we will 
achieve this task in the near future.”

The company uses a three-tier IT department 
service catalog. The top tier consists of the 
services used in business processes (busi-
ness services). This relies on the infrastructure 
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services tier. Below this is the tier of services 
provided by the individual IT components. 
Assignment (allocation) of services is per-
formed by the business department and by 
individual users. “Calculating the cost of a 
single service is a very important and valu-
able opportunity for any IT department, and 
one that we plan to implement using SMAX,” 
Alina continues. “I hope that in the next year 
we can calculate the cost of any service from 
our IT department.”

Another valuable opportunity for SMAX, notes 
Alina Ismailova, is conducting user surveys: 
“Surveys allow us to monitor the quality of ser-
vices and assess the level of business satisfac-
tion with IT services, which ultimately leads to 
higher IT KPIs.”

To Be Continued: SMAX Expected  
to Scale Further in 2022
SMAX opportunities will continue in 2022. The 
final results of the SMAX implementation proj-
ect will be announced at the end of the year. 

In the near future, the IT department plans  
to update its internal regulations to bring them 
into line with updated processes that are 
 automated using SMAX. As a separate and 
large task, the company is considering imple-
menting calculation of the cost of IT depart-
ment services.

The company also plans to complete the build-
out of its configuration and asset management 
process in 2022 and provide IT staff with in-
cident alerts. In addition, the IT processes will 
be implemented that directly impact the KPIs 
against which the IT department is evaluated. 
In particular, it is planned to build performance 
management and the availability of IT services. 

As part of further project development, SMAX 
is also being considered as a toolkit for project 
management.
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“Calculating the cost of a single service is a very important 
and valuable opportunity for any IT department, and one 

that we plan to implement using SMAX. I hope that  
in the next year we can calculate the cost of  

any service from our IT department.”

ALINA ISMAILOVA

Leading Specialist in the IT Department
JSC NC KazMunayGas
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