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Why We Are Here Today

e We are here to talk about ...

e Our experience in deploying
service management solutions

e Business model impact of IT
Service management

e How we apply the IT
Infrastructure Library model to
aid in the deployment planning

e A development model for
Integrating the processes,
organization and technology
together

e A service model for organizing
your services




Today’s Agenda

e Some basic definitions

e Business drivers for Service Management

e Overview of Service Management I
e Applying Service Management

e Assessing deployment options and
readiness

e Deployment model
e Service models

e Questions and answers =
e References
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Definition of a Service

e We define a service as an IT offering used
to support a business function. A service
can be composed of ... I

Networks
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What is Service
Management?




Service Management Definition

e Service Management - is defined around three
objectives:

e Aligning IT services with current and future needs of the
business.

e To improve the quality of the delivered IT services
e To reduce the long-term cost of service

e Based on ITIL — IT Infrastructure Library
Collection of best practices
Provides a process framework for managing IT

Originated in the UK around 1989
Gaining popularity here in the United States
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ITIL Process Areas

e Service Delivery

e Service Level
Management

Capacity Management
Continuity Management
Availability Management
Financial Management

e Service Support
e Incident Management
e Problem Management

e Configuration
Management

e Change Management
Release Management




ITIL Process Integration
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e Well integrated processes are essential for
a successful deployment....

... Many years ago a wise Boeing engineer told

me there is a big difference between a million
parts flying in close formation and a well built
plane.



What are the
business drivers for
Service

Management? =




Business Drivers

T—_
e Pressure to lower the cost of IT

e Demand to offer more services
to business units & customers

e Need to manage IT divisions as
businesses that provide defined
services

e Requirement to manage
escalating cost of downtime

e Can you think of more?




Business Model Impact

e There are two generic competitive
strategies for broad businesses:1

e Overall cost leadership — using ITIL/ITSM to I
drive service delivery & service support

e Differentiation — using aspects of ITIL/ITSM to l
differentiate service offerings =

T

1. Competitive Strategy — Michael E. Porter.



Cost Examples

e Brick and mortar companies will be generating
more revenue on-line which will continue driving up
the cost of downtime

e This downtime cost will iIncrease as more revenue IS
generated from on-line mission critical applications:
e eBay: $23/sec.
e Southwest Airlines: $67/sec
e Amazon.com: $99/sec

e More accurate tracking of licenses
e Faster service implementations
More accurate changes/less rework
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Differentiation Examples

e Premier |IT support for select
customers

e Accelerated service deployment
and upgrades

e Integrated & coordinated
Infrastructure upgrades for
customers

e Automated capacity additions
for peak load periods




How do we apply
Service
Management?
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Defining What and How

e HoOw we manage to
meet business

e What we manage to
meet business

demands... demands...

o Facilities ::C'Slent mgmi.

o Networks “Qoliinn] felrntt
Configuration mgmt.

° SySt.emS. Change mgmt.

* Applications Release mgmt. l

e Services -

Service level mgmt.
Financial mgmt.
Capacity mgmt.
Continuity mgmt.
Availability mgmt.
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FE Service Management Matrix
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EONEER \Matrix Cell Structure

Process
(Customized ITIL Processes & Procedures)

Organization
(Process Owners, Process Users, Support Organization, & Development Organization)

Technology

(Service Desk, Openview Operations, Network Node Manager)




Example Matrix Cell

e E-mail Service & Service
|ncidents

e Organizations
e End-users of the service
e Incident managers
e Service managers
e Processes
e Service outage incident recovery
e Service outage notification
e Service outage reporting
e Tools
e HP-Service Desk
e HP-Internet Services i

|

e HP-Service Information Portal
e Telemon Notification service




Where to start? I




Where do You Want to Be

e Use the matrix as your map.

e Apply a simple color or numbering scheme I
to specify priority or desired location on the
matrix.

e Red -> Urgent or highest priority l
e Yellow -> Near term or medium priority -
e Green -> Longer term or lowest priority

e The application of the priorities must be
driven by your business demands



._E Example Priority Mapping
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