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Executive summary

Public services depend on an increasingly interconnected
technology estate. From employee productivity and financial
processing to digital resident services and public-safety support,
service reliability depends on the continuous health of infrastructure,
applications, data flows, and their underlying dependencies.
Modernization therefore does not end when a new platform goes
live: its continuing public value depends on how effectively the
environment is observed, maintained, protected, restored, and

improved.

Point-in-time health checks remain useful, but they cannot by
themselves provide the service awareness needed across a full
operating cycle. Networks, cloud platforms, enterprise applications,

identity services, end-user technology, databases, integrations, cyber

controls, backup services, public-facing digital channels, and critical
service-support technologies can all require continuous operational
attention. The challenge is to connect signals from these

environments with the services and communities that rely on them.

Zensar's infrastructure health-assurance approach brings together
continuous monitoring, preventive maintenance, capacity and
service-health reviews, vulnerability awareness, backup and recovery
validation, observability, AIOps, automation, IT service management,
and expert operations. By reducing noise, establishing service
context, prioritizing risk, and accelerating appropriately governed
action, this approach helps public-sector organizations strengthen
operational resilience and sustain reliable services that support more

connected communities.

Why infrastructure health requires continuous monitoring and maintenance

Public-sector technology estates span data centers, cloud,
workplace, network, identity, enterprise applications, data, security,
recovery, and digital platforms. Each domain has distinct indicators,
maintenance needs, dependencies, and operational risks. A
connected health-assurance approach brings these views together
and translates infrastructure conditions into service-relevant

priorities.

Technology also supports missions with different demand patterns
and criticality. A document service, finance workflow, contact center,

utility platform, and technology supporting police, fire, or emergency

operations may share underlying dependencies, but disruptions
carry different consequences. Monitoring must therefore consider
not only whether a component is healthy, but also which

public-facing or internal service it could affect.

The objective is not to generate more alerts. It is to determine what
needs attention, identify probable causes and dependencies, select
appropriate maintenance or remediation, and measure whether the

service remains ready for the people who depend onit.

From traditional health checks to continuous assurance

Continuous automated infrastructure

Traditional health check health assurance

Resulting service value

Point-in-time review

Separate alerts and reports

Manual triage and routing

Component-level status

Reactive correction

Continuous service-health awareness

Correlation, suppression, enrichment, prioritization

Automated diagnostics, incident
enrichment, orchestration

Cross-domain dependency and service context

Controlled automation and continuous improvement

Readiness across the operating cycle

Teams focus on meaningful conditions
Faster response and lower MTTR

Technology health linked to
public-service impact

More resilient and efficient operations
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One technology foundation, many public-service missions

A useful operating model starts with the services that technology enables. Shared infrastructure and intelligent operations support employees,

departments, residents, finance and administration, field services, community functions, and public-safety support technologies.

The value of infrastructure health assurance is therefore measured not only by component availability, but also by the continuity, responsiveness,

and reliability of the public services those components enable.

A Stronger
Foundation for
Connected
Communities

Intelligent operations and a
resilient technology foundation
help governments deliver
reliable, integrated and efficient
public services — enabling
connected communities

to thrive.
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Reliable applications, data platforms
and digital services
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Proactive, automated and
insight-driven service assurance
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Safer communities, stronger response

» Police support systems
« Emergency communications

 Fire department systems
® 24x7 operational readiness
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* Business applications e Dataand analytics
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Resilient, adaptable
and future-ready
operations

A Brighter Tomorrow

A 24x7 operating cycle

Employees sign in, departments begin processing work, and public

interaction volumes change during the day. Yet critical technology

services do not start in the morning or stop after business hours.

Backups, integrations, digital channels, security controls, networks,

databases, cloud platforms, enterprise applications, and

public-safety support technologies may require continuous

availability or monitoring.

What changes throughout the day is the operational emphasis, not
the underlying services. Intelligent operations maintain cross-domain
visibility, detect and prioritize emerging risks, and coordinate
appropriate response across the full cycle.
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-3 ALWAYS-ON ESSENTIAL SERVICES
Citizen Services
& Online Access

24 x7 Intelligent
Operations for

Overnight | 12 AM-6AM

Accessible, inclusive

& Backups and data processing
and seamless services aa

® System patching and maintenance
* Monitoring and incident response

Public Safety Department
Connected s B Lo M o
Stronger, safer Efficient and ¢ System and access validation
communities collaborative * Readiness checks

24x7
OPERATIONAL
READINESS
Resilient Operations. [ ]
Connected Communities Y
Employee
Services

departmental services e Prioritize and resolve overnight issues

Communities

Intelligent operations help
governments deliver essential
public services securely,
efficiently, and without
interruption — every hour,
every day — enabling
connected communities

to thrive.
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Service Communications
& Engagement
Timely, transparent

and proactive
communication

* Citizen services and support
¢ Departmental operations
® Real-time monitoring

® Quick issue resolution

Enable and empower
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Critical Operations
& Continuity
Ensure business continuity
and operational resilience

Evening Operations | 5PM-12 AM
1 l I * Performance analysis

* Reporting and insights

® Plan for next day

* Ongoing optimization

INTELLIGENT OPERATIONS

Observability ) AlOps 3 Automation 3 Expert Operations
Unified visibility Detect, correlate @ Resolve faster Validate, respond and
across services and prioritize and accelerate remediation continuously improve
THE RESULT
Departments / ﬁ\ Reliable Resilient Greater Reduced Risk of Greater Public-
Ready to Serve Y Citizen Services Critical Operations @Il Operational Efficiency Service Disruption Service Confidence People

Possibilities
Progress

Connecting IT operations to public-service outcomes

Enterprise operations require a shared view linking telemetry from the hybrid technology estate to service dependencies, experience, and
public-service outcomes. Observability provides signals; analytics and AlOps correlate and interpret them; automation and IT service management

support controlled actions; and governance keeps decisions aligned with operational risk and mission criticality.

Enterprise intelligent-operations architecture

. Access . Resilience

Public-service outcomes +  Continuity - Community trust

. Responsiveness

. . . . Departments . Public safety
Service and experience views

. Citizen journeys . Workforce experience

. Monitoring The Vinci
. e Vinci

AlOps

. Automation

. Maintenance
Infrastructure health assurance layer .

. Governance
. Analytics

. Metrics . Experience
Observability and telemetry «  Events . Security
. Logs and traces . Recovery
. Workplace . |dentity
. Network «  Cloud
Hybrid technology estate Compute . Data
Storage «  Applications
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Coverage across the
technology estate

Coverage extends across the hybrid

technology estate, from infrastructure

and enterprise applications to digital

services, integrations, security, and

operational dependencies, providing a

unified view of technology health and

service readiness.

Workplace

m Endpoints, access, file and

print services

Storage capacity, filesystems,
hardware, power and
environmental health

- Storage & data center
—
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6 Cloud & platforms
f Cloud workloads, availability,
platform health and
service performance

Backup & DR

Backup jobs, replication,
recovery readiness and
data protection

Network

ity

LAN, WAN, wireless, internet,
VPN and connectivity

Enterprise applications
& middleware

ERP, finance, HR, line-of-business
applications, web services

and middleware

Data & processing

Databases, integrations, batch
processing and scheduled jobs

=X

Observability

Monitoring platforms, alerts, logs,
metrics and digital experience
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Zensar's Infrastructure Health Assurance Framework

= Compute
Physical and virtual servers,
3 :

Windows, Linux, hardware
health and capacity

‘ Identity

‘o Directory services, authentication,

access, replication and
synchronization

/[ ...\ Collaboration
o O - ) )
- Email, messaging, collaboration

platforms and portals

Security
Vulnerabilities, security events,
exposure and policy exceptions

Zensar's Infrastructure Health Assurance Framework is a governed health-assurance cycle. It combines continuous monitoring and automated

evidence gathering with expert validation, preventive maintenance, prioritized remediation, recovery readiness, and continual improvement.

Infrastructure Health Assurance Framework
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Observe
Collect telemetry
and service health

Observe

Correlate

Understand

Orchestrate

Remediate

Learn
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Correlate

Establish current state

Reduce noise and build
context

Determine likely cause
and impact

Coordinate repeatable
response

Restore or stabilize
service

Improve the operating
systeme

Suppress noise and
enrich context
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Understand
|dentify patterns,
cause, and impact

Metrics, events, logs,
experience, recovery, and
security signals

Deduplication, grouping,
topology, enrichment,
and prioritization

AlOps, anomaly
detection, trend, and
dependency analytics

ITSM integration,
diagnostics, routing, and
workflow automation

Intelligent automation
with expert oversight

Outcome analysis,
tuning, knowledge,
problem management

Orchestrate
Create, route, and
execute workflows

4 5

Define scope, service
criticality, and thresholds

Validate service
relationships and
escalation criteria

Assess ambiguity, risk,
and business impact

Approving actions and
exception paths

Retain human control for
sensitive or high-impact
actions

Govern new rules,
models, and automations

Reminiate
Automate or accelerate
restoration

6
Learn
Tune, expand, and
optimize

Early awareness across
the estate

Focus on meaningful
conditions

Faster and
better-informed triage

Consistent and
accountable response

Reduced mean time to
resolve (MTTR) and faster
restoration

Continuous reliability
improvement
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How Zensar’s modern operations strengthen infrastructure health

From reactive to resilient: operations centered on outcomes

Traditional operations can become absorbed in alert volume, manual The aim is not to eliminate alerts or human judgment. It is to make
triage, delayed response, and component-centric reporting. An operational attention more relevant to outcomes that matter:
intelligent operations control plane shifts the emphasis: it uses dependable resident services, productive departments, support for
observability, event correlation, AIOps, operational analytics, public-safety missions, and resilient connected communities.

automation, and expert governance to prioritize actions by service

risk and consequence.

From Reactive to ReSi I ient Less Disruption. Greater Readiness.

. . . i e Stronger Communities.
Intelligent infrastructure operations for stronger, safer and more connected public-sector communities.

The Traditional Challenge The Intelligent Operations Control Plane Outcome-Focused Operations
Disconnected tools. High alert noise. Reactive response. Turning data into insight. Insight into action. Action into better outcomes. Prioritize resilient services. Stronger communities.
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Department Disruption T';’s:; ES;?;T:S:E a"d:é:f;:‘e:h"g : P S
Employees and departments e®e Jupraves REH) AP jel1 oo
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Metrics that support operational governance

A public-sector infrastructure health-assurance program should use measures that connect technology activity with service quality and

operating discipline. Appropriate measures may include:

. Service health and availability by critical service

. Alert volume, suppression, correlation, and priority distribution

. Time to detect, acknowledge, diagnose, and restore, including mean time to resolve (MTTR)
. Automation execution, success, exception, and human-handoff rates

. Incident recurrence and problem-management trends

. Departmental or public-service impact and duration

. Recovery, resilience, vulnerability, and critical-risk indicators
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A practical path to continuous infrastructure health assurance

Organizations can advance incrementally: establish consistent visibility, connect telemetry to service context, use analytics to identify
emerging conditions, implement approved automation, and continuously review operational outcomes. Maturity is service-dependent; an
organization may automate selected low-risk workflows before it achieves full enterprise-wide coverage.

Infrastructure health-assurance maturity model

01 02 03 04 05
Visible Connected Proactive Automated Continuous
Foundational monitoring Unified telemetry and Trend, anomaly, and Orchestration and Continuous assurance
and health reporting service context service-impact insight approved remediation and optimization

Responsible automation for mission-critical environments

Observe Continuous collection and service-health awareness Automated

Diagnose Approved evidence gathering and repeatable checks Automated where appropriate
Recommend Probable cause, impact context, next-best action Human-reviewed

Remediate Low-risk, pre-approved operational actions Guardrailed automation
Escalate Complex, sensitive, or high-impact conditions Human-led

Learn Outcome review, rule tuning, knowledge, workflow Joint governance

How we help

Zensar brings together infrastructure managed services, cloud, workplace, network, cybersecurity, data, observability, automation, AlOps,
service management, and expert operations to deliver a unified approach to IT infrastructure health assurance.

By connecting technology health with service performance, we help public-sector organizations improve operational resilience, reduce
service disruption, and sustain reliable public services that support stronger, more connected communities.

. Establish coverage, dependencies, health indicators, operating risks,
Assess and baseline ) S
and maturity priorities.

o Connect workplace, network, infrastructure, cloud, data, security,
Integrate visibility and recovery signals

. . . Define health checks, preventive maintenance, vulnerability and
Operationalize health and maintenance . ) : .
capacity reviews, ownership, and escalation.

Use The Vinci, AlOps, analytics, ITSM integration, and approved
Enable intelligence and automation

automation to reduce noise and accelerate action.

) Measure health, readiness, restoration, recurrence, resilience, and
Govern and improve : )
continual improvement.
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Conclusion

Zensar helps public-sector organizations modernize and strengthen
their IT infrastructure through intelligent, proactive, and integrated
operations. By bringing together infrastructure expertise,
observability, AlOps, automation, and service management, Zensar
helps organizations move beyond fragmented monitoring and
excessive alert noise toward meaningful insights, prioritized actions,

and improved service reliability.

This approach shifts the focus from simply maintaining technology to
sustaining the public services that depend on it. By strengthening
operational resilience, enabling efficient government operations, and
supporting the continuity of essential services, Zensar helps
public-sector organizations build a more responsive, reliable, and
future-ready digital foundation, ultimately enabling stronger, safer,

and more connected communities.

Systems Engineer, Digital Operations
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Zensar

An $»RPG Company

At Zensar, we're ‘experience-led everything.” We are committed to conceptualizing, designing,
engineering, marketing, and managing digital solutions and experiences for over 145+ leading
enterprises. Using our 3Es of experience, engineering, and engagement, we harness the power
of technology, creativity, and insight to deliver impact.

Part of the $4.8 billion RPG Group, we are headquartered in Pune, India. Our 10,000+ employees
work across 30+ locations worldwide, including Milpitas, Seattle, Princeton, Cape Town, London,

Zurich, Singapore, and Mexico City.

For more information, please contact: info@zensar.com | www.zensar.com






