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Cycle for IT Operation Management

Gartner vae_ Cycle 2006

Visibil Ity4 Web Services Managemen

Network Device Gartner Hype Cycle 2005
Configuration Management
CobiT Business Service Managemen

IT Service Dependency Mapping
Continuuuis Data Protection
Application Management
Open-Source Management Tools
Open;Source-Based

Proprietary Management Tools

IT Workload Automation Broker

~ Information Technology Infrastruc Joh Scheduling
Storage Resource Managemenq Event Monitoring

Server Provisioning and Configuration Management
Information Technology
Infrastructure Lirbary
IT Change

Management Process
IT Change Management

Network Monitoring Tools

Real-Time
Infrastructure

IT Inventory, Software
Distribution and Usage Tools

Database

1

IT Seryice Portfolio Archivin Tools

Mancyement fools Run Book ’ 17 End-to-End R.I:speo:sa: !(I':ln':e Monitoring Tools
I Application Automation Process and Tools P 9

IT Service Desk Tools
Network Performance Reporting
Incident Management Process
Event Correlation and Analysis Tools

PC Life Cycle Configuration Management
Problem Management Process

Service-Level Agreement Monitoring and Reporting

Transaction Profiling

IT Chargeback Tools

Business Process Consoles

Peak of
[HETE
Expectations

As of July 2006 Time

Technology Trough of Slope of Plateau of

Disillusionment Enlightenment Productivity

Trigger

Years to Mainstream Adoption:
O lessthan2years @ 2to5years @ 5to10years A more than10 years ® obsolete before plateau

Source: Gartner July 2006
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Drawing Upon the Past...

Prevents collaboration
using common
information

Sales
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Production |® \/
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Plant Asset
Maintenance Management

Brings functions
together to enable more
efficient business
processes
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The Transformative Effect of BSM

Prevents collaboration
using common
information

Service Impact
Management

Service Impact
o’ . Management
Configuration
Items and their )
Relationships { : 4‘\ A

f Configuration il Problem
| Discovery g Management |BN
il > ' «
K S < ' ~ Definitive
- Relationship A \ PAS A s
| Discovery

Change - " SLA
\ Management | ¢ N/ Management
\ \/
Identity Incident
Management Management

Brings functions together to
enable more efficient IT
processes to better support
the mission

Configuration
Items and their
Relationships

Asset
Management

4

f Configuration
§ Discovery

| = Definitive |
| Relationship Software |
| Discovery Library |

Identity Incident
Management Management
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The Maturity and Management Challenge

. BSMVivV2 ]
ITIL (Service Delivery)

ITIL (Service Mgmt)




BSM Creates Opportunity

What would be the impact of 2X investment in IT

innovation and development ?
IT Budget

Current

“As 76% of the IT budget goes to
operations, firms that implement
BSM can potentially save 25% of
their overall IT budget.”

24%

IT Innovation

Forrester Research, Inc., “Implementing BSM: Keep The Big Picture In Mind
If You Want To Reap The Full Benefits”, T. Mendel, P. O’Neill, with J.
76% Garbani, R. Igbal, April 2006

IT Operations
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April 2006, Trends “Implementing BSM”

Estimated BSM Adoption Rates In $1 Billion-Plus
Companies, 2005 To 2010

According to Forrester Research, 25% of $1B+ companies will have conducted
BSM implementations by 2008.

- Implementing BSM - Keep The Big Picture In Mind If You Want To Reap The Full Benefits; by Dr. Thomas
Mendel; Forrester Research, Inc., April 18, 2006

Implementing Implementing
all ITIL services BSM
Implementing CMDB stip 9%
25% 25%
15% 30% 30%
35%
60% &
Maturity @
of IT
service S ® Implementing business
delivery 35% L process mapping
65%
10%
85% A di 3504
(NEO-CISCOVELY 60% Integrated IT
IT asset 10% management
management ® 35%60% 1%
50% 7%
75% Impl ing basic ITIL i e
8504 mplementing basic services

20%

50%
80%

Time
; d
(percentages may not total 100 because of rounding) b bmcsoﬂvvare



Best Practice Frameworks

1ISO 20000

Industry
Related Models
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ITIL Frameworks

Planning to Implement Service Management

= =

D

Service Management

Service
ICT
Su pport Infrastructure

Management

Service
Delivery

< Q@ O —TO0O0 S oo oo —
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BSM Architecture : H| &8 S & & A X

Business Service Management

Business Services

Quality of Quality of
Service Transactions Experience

Service Level
Management

Planning to Implement Service Management

Service Impact
Management

Service Management

B T
u e
1 Softw
.S The Ser\”ce c Con?igura:a;?on
| Business Support o I::T t h
n Perspective Service :n;:;:;:;f n o
e D9|Ivery 0 Management
S I Identity
S 0 Management
Security Management g Event
Management
y € > € >
Applications Management Storage AT Mobile
Batch and Online Applications
v Performance and Avallablllty \
IT Operations Patabase ‘ Desktop
and Infrastructure M'dd'eware . Mamirame
Management Network and Distributed
Servers
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Biz Relationship 22| 2| & A
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IT dependency -~

But... ' ' 5 Technology driven

Market driven =3 {20 Technology evolves
Markets evolve IT flexibility

Flexibility & agility

Low business knowledge
Low IT knowledge
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Why Integrate IT Processes?

* Lower risk
* Support growth

Service Deliver
Manager

80% of downtime is from people

and process failures
Human labor accounts for more than 40%

of the overall service delivery cost

<bmesoftware
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BSM Conceptual Architecture

Events
Impact
Service Impact Management
IT Systems and Model
Applications
People and Roles Discover and

Monitor
SLM

- d/
' 4 X

Provisioning

Change Management Help Desk

<bmesoftware
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A Common Business View of IT

tePriepome oo

Identity Service Configuration Service Incident Prablem Asset Change Capacity
Level Desk

Service

o \EREETTE
Next-generation is here:
‘ MCAt |Vl‘.r

* Federation B
* Visualization

* Business processes
* Analytics

« BSM Dashboards

» 250 active CMDB customers
« 20 product families integrated
* Developer network

True CMDB:
* Integration
* Relationships

* Reconciliation
- ¢ Stﬁ » Federation P ‘ &

Mobile Web twork Desktop

Services |: meSOﬂ\Na fe
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BMC IT Process Optimization Solutions

iPPrEee oot

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk

Factory integrated BSM pervice BMC Solutions:

Management
* Higher value * Proactive Incident and
* Faster value Problem Management

* Lower cost and risk Business e e Unified Service Level

* Modular Impact Automation Management

» Standard interfaces * Closed-Loop Change
Management

* Best practices
Infrastructure

ITI I ® Management

IT Service Management

e @ 8 » @ & £ e

Mobile Web Storage / Middleware Servers Databases Applications Network Desktop

Services : meSOﬂ\Na fe
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Identity Service Configuration Service

( Intelligent Ticket 3\
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Mohile Weh Storage / Middleware Servers Databases Applications Network Desktop
Services

Incident Problem

Service
Management

Infrastructure

Management
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Proactive Incident and Problem Management

Identity Service Configuration Service Incident Problem
Level Desk
Service
Management
« Early Detection
* Coordinated ITIL :
Business
response T
Infrastructure
Management
Mohile Weh Storage / Middleware Servers Databases Applications Netwark
Services

TASIEERY

Capacity

* Minimize costly service
disruptions

* Reduce costs through staff
efficiency

E » 0§ =988 e

Desktop
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Closed-Loop Change and Configuration Management

A ENA N E'BE NN

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk

Service
Management

Resolution/
Automation

Infrastructure
Management

l Datacenter Optimization v Closed-Loop Client Management

e @ @ =0 8 8 e

Mohile Web Storage / Middleware Servers Databases Applications Network Desktop

Services I: meSOﬂ\Na fe
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Closed-Loop Change and Configuration Management

EX XA TR R WE

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk

Service
Management

* Plan the execution * Reduce cost

* Execute the plan ' Resolution / * Be agile
* Desktops and Automation * Reduce disruptions
datacenter

* Improve compliance

Infrastructure
Management

e @ o =@ £ e

Mohile Web Storage / Middleware Servers Databases Applications Network Desktop

Services |: meSOﬂ\Na fe




Typical Service Level Management

Technology-Oriented SLAs in Silos

_ - ® oo Service levels need to l.)e de.fined
' ' @ better, and should be tied directly
! to the business impact that a
deviation in service will create.
) @2 @2 Minutes of downtime directly
. ' ' correlate to dollars lost; generic
SLAs SLAS SLAs 99.99% uptime metrics are not
sufficient.
A
. @ Business Service Management: Emerging Market
Landscape
Da;::);se Sicbel App S‘év:’:rs SS;Vsi;e Dennis Gaughan — AMR Research

<bhmcsoftware
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Unified Service Level Management

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk

Define

Service
Management

Business Resolution/
Impact Automation

Monitor Infrastructure

Management

e @ @ =0 8 8 e

Mohile Web Storage / Middleware Servers Databases Applications Network Desktop

Services : meSOﬂ\Na fe
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Unified Service Level Management

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk
Service
gl ] Management
T =

Business Resolution/
Automation

Infrastructure
Management

= B = § = § 8 £ ¢

Mohile Web Storage / Middleware Servers Databases Applications Network Desktop

Services : meSOﬂ\Na fe
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Unified Service Level Management

ryeweeve o9

Identity Service Configuration Service Incident Problem Asset Change Capacity
Level Desk

Service
Management

* Define and agree Align service support and
« Monitor and measure Business s mnuvA  delivery with business

* Performance

* Availability

* Cost

Impact Automation

» Trigger action across
people, processes and
technology

Infrastructure
Management

e @ @ =0 8 8 e

Mohile Web Storage / Middleware Servers Databases Applications Network Desktop

Services |: meSOﬂ\Na fe



BMC PATROL End-to-End
Response Timer

BMC PATROL for Oracle

BMC PATROL for
Siebel eBusiness
Applications

BMC PATROL for Unix

NB T2
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Service Impact Manager
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Toyota Motorsport GmbH activates its business with BMC Software

COMPANY CHALLENGE

RESULTS

* Improved decision-making and instant responses to operational issues

* Monitored and measured the availability of underlying IT components — and created a tie
between those components and the business services they impact

* Achieved faster analysis, identification, and resolution of technical problems

* Improved modeling, management, and execution of business processes
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Corporation .

-

‘I

rehensive ITSM
COMPANY

CHALLENGE

RESULTS

* Increased management and monitoring capabilities of IT infrastructure
* Increased service levels and customer service capabilities

DOOSAN (Communication BU) adapt BSM strategy for comp
implementation

UResanan. s JAUERIZN SO.E

* Improved communication and understanding between business and IT management

<bmesoftware




010

Me)

RO
Jy

™ ol

A< 1o KM
J) KO B RO
% KD M U
< = W ol
e K23
RO 2 X
R K W<
~z Jo0 O M
o0 X0 o% H
& 3J OF ol
L] © IO <
z o = IF
H KU B) KO
Al HOD o) U

A<

J|]
o8

1 3E MAELE BEGHK

=PI

» ITIL

By Malcolm Fry

: BMC Software Z & 7 Z

<bmesoftware

29



P bmcsoftware

Thank You!



