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The Opportunity

The Threshold for Pain for E-commerce Customers

What will end-users tolerate?

e 8 seconds maximum to show something on the page

« 20 seconds to complete the display

e 6 seconds for end user to decide to stay/leave

e 6 mouse-clicks maximum to find the desired information

And if the threshold is exceeded?

o Take their business to a competitor

* Hold on to their money

« Make use of a more costly channel - a call center, the local sales rep...
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The Opportunity

Costs
of Poor Customer
EXxperiences $4.35 billion per year lost in

total E-commerce sales due to

unacceptable end-user wait times!

Zona Research
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The Opportunity

The competition is a mouse-click away!

_—
/

What will it cost your organization ? ..... / \
» If e-shoppers get disconnected in the middle of lengthy sessions?

« If your sales reps and channels can’t get their orders in at month-end?
« If your clients can’t access your systems to enter their trades?

» If your customers go back to phone support because they couldn’t
access your website?

More traffic means less revenue If customers click
away because of poor performance.
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The Opportunity

Like itornot ... You’'re at bat ...

-

Your Company Your Company.com

Customers Visit Customers Visit @
Your Store Your Data Center

(4
Personal Interaction Electronic Interaction
with Customers with Customers
Known Number of Unknown Number Q“L“)
Customers of Customers
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The Opportunity

Like itornot ... You’re at bat ... and the stadium is full

=)

Your Company

Your Company.com

the Business Business

IT (you) SUPPORT IT (you) ARE the (-\('

P

PSS
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The Opportunity

Like itornot ... You’re at bat ... and the stadium is full

Your Company Your Company.com

It’s your moment to deliver ...
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The Opportunity

And to make sure you do ... Apply technology and expertise ...

Your Company

O

invent

S

HP OPENVIEW

Your Company.com

.z*<... Agilent Technologies
“27 Innovating the HP Way

muse
<hme

Tavve Vdge - B3 Remedy"

Carparation
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The Opportunity

So you have an Effective Management System ....

‘ Your Company.com

Which Clearly and Quantitatively ....

v'Proactively Prevents Problems

v"Quickly Find the Root Cause of Problems that Occur
v"Monitor and Communicate the Health of Your Infrastructure
v'Provide Useful Business Metrics to Senior Management
v'Monitor and Report SLO and SLA Status

v"Monitor and Report Customer Satisfaction Metrics

Your Company
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The Implementation Approach

(Yeah, right ...)

Iterative Process ....

1. Understand Domain to be Managed
/T Resource Perspective (Yours and Vendors)
*Business Services Perspective
eCustomer Perspective
sUser Perspective
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The Implementation Approach

(Yeah, right ...)

2. Consider Value

IT Now on Front-Line
*Basic Business Equation ...

Revenue - Cost = Profit
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The Implementation Approach

(Yeah, right ...)

3. Consider Revenue

*Ensure/Enhance Customer Experience

(Can’t improve what you’re not measuring)
Collect Valuable Sales and Marketing Data
Differentiate Your Organization

(Automated, real-time, communication with customers)

«Stay In Front of Competitors
(Measure the customer experience at your competitors’ sites)
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The Implementation Approach

(Yeah, right ...)

4. Consider Costs (Direct, Indirect, Corporate Valuation)
*Downtime
*Performance Degradation
L_ost Customers/Orders
*Troubleshooting/Corrective Action
*Time To Effectiveness for New IT Ops Staff
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The Implementation Approach

(Yeah, right ...)

5. Deploy
elnstrumentation

*Technology Integration

*Event Flow, Data Collection and Data Management
*User Interfaces - Ops, Escalation, Mgmt, Customers
*Reporting
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The Implementation Approach

(Yeah, right ...)

5. Deploy (cont’d)

*Go for High Value/ROI (IRR)

*80/20 Rule - Get the Basics

*Go for the Pain & What’s Important
Set-up for Success - SMART Objectives
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The Implementation Approach

(Yeah, right ...)

6. Operate

*People

*Process/Work Flow/Change Management

*Key Performance Indicators/Metrics (Mgmt System)
*Management of Management System

*Minor Enhancements & Capture Knowledge
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The Implementation Approach

(Yeah, right ...)

6. Operate - Balance ...

People Process

Technology
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The Implementation Approach

(Yeah, right ...)

7. Quarterly Review
*Changes in Managed Domain (Infrastructure, Scale)
*Opportunities for Value and Cost Savings
*Key Performance Indicators/Metrics (Mgmt System)
Last Quarter’s Events, Problems, Outages ...
«Captured Institutional Knowledge
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The Implementation Approach

(Yeah, right ...)

8. Quarterly Management System Enhancement
«Additional Instrumentation
e|Integration/Upgrade/Patching of Components
*Process/Work Flow Changes
*Training of New Personnel
*Changes to Event Flow, Data Collection and Data Mgmt
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The Implementation Approach

(Yeah, right ...)

8. Quarterly Management System Enhancement ... (cont’d)
*Enhance User Interfaces - Ops, Escalation, Mgmt, Customers
*Enhance/Expand Reporting
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Management of E-Services

Typical Managed Domain

==Y =]

Customer Employee Vendor

)
Content Servefs E-Mail Servers Office Al tomano
B E - - Radio tower
Supplier Web Servers Applicatign Servers CRM rvers | ERP Servers RDBMS Servers
ISP e =]

Security/ Security/
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Security/ Secunty/
Traffic Managementiffic Management ~ Satellite dish

Employee Empluyee

Hosted Application
Servers
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Distribution Channels

Remote Offices Payment Vendor  Strategic
Distribution Channels Supplier
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I\/Ianagement of E-Services
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I\/Ianagement of E-Services
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I\/Ianagement of E-Services

@ T aF

Operator Engineers Customers Management

Technology

w ~ SNMP Agents - Hardware/Software  Software Agents
\ \ Probes \
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ses of What You Get

Customer Experience §
Operators Engineers
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Glimpses of What You Get
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Glimpses of What You Get
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Glimpses of What You Get
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Customer Perspective

of What You Get
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Glimpses of What You Get
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Glimpses of What You Get
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Best-of-Breed
Powerful

Integrated Tools
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Glimpses of What You Get
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State-of-the-Art

Glimpses of What You Get
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State-of- the Art

Gllmpses of What You Get
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ses of What You Get
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Glimpses of What You Get
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Glimpses of What You Get
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You Get
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System Resource
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Glimpses of What You Get

Detailed Info on
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Glimpses of What You Get
it REALLY

Going on in Your
Network Operators || Engineers

D

Customers Management

HP NetMetrix/UX: Internetwork Monitor ¥5.02—00 1: Host sales207

novia. pa.itc hpocomHEE—" Smed
P p - comlEE-

ntdpclll _pa.itac
rajah _pa_ ditc _hp.co

[LElpatti pa itc hH
_hpccOl.cor‘p.hp.com ntdpc33 . pa.itc_hp.com

-
cockie pa.itc hp.c
-

15.0.120.0

fad |
=
- K
|

e e s =

=

[[Ens37. 203191 ; >

e L S

- rint0&5. corp_hp.com
15.37.200.0 = aeeE R

15.58.136.0

-
I“‘-."-‘I-E'ch Systems, Network and Applications Management http://www.inotech.com 800-InoTech



Glimpses of What You Get
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Glimpses of What You Get
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Glimpses of What You Get

Powerful Reporting
Tool and Gobs of
Pre-configured
Reports Operators Engineers

f

Ty

j

%

"

Customers Management

<> OpenView Service Reporter ' I

System Up Time

System Up Time is calculated based on the amount of time that the MeasureWare collector was ranning,

Prime Shift is defined as shown at the end of this report. Off Shift iz all other times. The "All Day" petrcent is based on 24 hour days for the
range of dates in the database.

This report was prepared: 7/2/99, 5:23:29 PM

SystemName Dates in Days in All Day Prime Off Shift
Database Database Up Time %o Up Time %o Up Time %%
appsviil 41399 401900 T 1000 1000 1o0o
app=vrl 413,098 _4719,/03 7 100.0 aoa 10008
appsvrl 28 41399 401900 7 100.0 100.0 1000
app=vyr2Y 413,098 _4719,/03 7 100.0 10008 10008
appsvrd2 41309 411990 7 100.0 100.0 100.0
appsvrS0 413,98 401 9,/00 7 100.0 10008 10008
appsvrh 41309 411949 7 o9 6 A 094
appsvxTT 41309 41900 7 1000 1000 1000
hashir 41309 -4119/90 7 09.a 031 Qo7
helanna 41309 41900 7 1000 1000 1o0o
highird 41309 -4119/90 7 971 7.0 094
cat 41399 401900 T o049 Q97 1o0o
chakotay 413,098 401 4500 2 202 a1z 221
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Glimpses of What You Get

Including Reports
on Effectiveness of

,
f

Management
S){stem Operators Engineers Customers Management
<> OpenView Service Reporter : I

ITO Resolution Time Trend

This report shows the munitmarn, average, and masomurm birme to aclonowle dge messages each dasyy.
This report was prepared: FAM9, 12:25:55 PIV

ITO BWlanagement Server: phimas
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21690 (Rl D00 oua02 14
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Glimpses of What You Get

Including Reports
on Effectiveness of

f

Ty

j

Management
System Operators Engineers Customers Management
€= OpenView Service Reporter - |

ITO Resolution Time by Application
Thiz report shows the time it talces to acknowledge a message for each application

(rodndtrun, average, and masmimirm).

This refport was prepared: 7/600, 122455 P
ITO Mlatwazemment Serrer: phanas

1400
1200
1a0a
S0o0
s00
400
200

[Troage | 0 ==

Minutes

The resolation titne (it mmdtoate ) for an incomitng thessage is:

Applicabon hIlinimum Average Mlaxdismum Count
SMNAMP Traps 64 554 1367 4
JAusr'hbindsu(l ) Switch User 1368 13270 1372 [
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Glimpses of What You Get

[ %
E

Including Reports
on Effectiveness of

Management
Sj /stem Operators Engineers Customers Management
- OpenView Service Reporter I

ITO Message Load per Operator

This report shows the nurmmber of messages receitved by each coperator.

This report was prepared: FAam00  12:24:55 PIv
ITO MMlanagement Server: pluamas
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Glimpses of What

Reports, Reports,
Reports
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Glimpses of What You Get

Reports, Reports,
Reports
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Glimpses of What You Get

Reports, Reports,
Reports

Operators Engineers Customers Management

| oo = -3 A} Dm I [FRATA

-~ OprenView Service Reporter !

Top Busy CPU Systems

TH=E rep-crt was prepared om THAODSER, 12202 37

This report shorms shnch systens conaameed Hhe oot TP oyecles dhaningg The reporbmg nberwall of 703050 - 705

FE. Thee gmmrh sheaw=
= =merape TP oy pecent For =y swsbemmy :ﬂ- — = _'_|E'I'I'EI'I'I_=I‘-_‘I"'="J|'I'_2|'I—'"IZI.I_'F-E'I' o bad = —'-=—.|Jlln:ra=-=r fodml TPIT cacles

corraresd 1F dabs = reol o=l el be For Hhed =s=tern for Hee enhire repeorbngg mlermal  See e mefredoasl spebemn graphes belos Bor s
o=

Togp CTPLU FPerceaent Bwsy

ROSS0EGTZSWE
ROSES595G66MEC
ROEST1EFIFGRA

OSSO0 84 FMEM
FOSSE01THDEN

I pic oo se oo oam

ROESSIOITHOD
ROESOTF4 2L EWW
ROEES 7L

=EERMEER

R -

"-"‘-Ei:h Systems, Network and Applications Management http://www.inotech.com 800-InoTech




Cost, Time and ROI ...

(see fine-print)

e Estimated Costs ...
— From $75k - $100k to $1.5m - $3m

Time to Value ...

— 1-3 months

* Time to Substantially Operational ...
— 3 -9 months

e Return-on-Investment

— 10:1 within 12-24 months

Typical Estimates for Small to Medium-Large E-Business Infrastructures
Your Mileage May Vary
You Must Take Delivery By December 1, 1998
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What We Covered ...

e The Opportunity
— IT Front and Center ...
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What We Covered ...

e The Implementation Approach
— Understand Domain to be Managed
— Consider Value
— Consider Revenue
— Consider Costs (Direct, Indirect, Corporate Valuation)
— Deploy
— Operate
— Quarterly Review
— Quarterly Management System Enhancement
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What We Covered ...

 Management of E-Services
o Glimpses of What You Get
e Cost, Time and ROI
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Questions ? ... More Info ?

Eric Jacobs
ejacobs@inotech.com
(800) InoTech

How come | didn’t
get a face ?

Is There Going
to be a Test ?

Wonder how
NASDAQ’s
Doing ?
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