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Provision of Service
through Standard
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M OF and service m anagem ent
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Service Management is the management of IT services and the
business processes that are dependent on these services.

Service management is also a term to describe the higher
levels of services that are demanded. SLAs will incorporate
business performance metrics, rather than the traditional
metrics of the past.

Service management is not : monitoring IT components or
individual applications, it’s not reporting the up- or downtime
of end-point devices.

Gartner Group

Service M anagem ent Defined… .
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M anaging to a Service Level Agreem ent

Lots of com panies boast SLAs with their custom ers, few however can truly
m anage the level of service.

To accom plish this level of m anagem ent com panies need to have a Service
M anagem ent discipline, one that focuses on the m onitoring and m anagem ent of
the com plete environm ent and facilitates.

This discipline  needs to focus on several m ajor phases of service delivery,
from  a M OF perspective change, operation, support, and optim ization.



filenam e\location

How is it possible to deliver high levels of service?

Service SupportService Support

✔✔  Help Desk Help Desk
✔✔ Problem ManagementProblem Management
✔✔ Change ManagementChange Management
✔✔ Configuration ManagementConfiguration Management
✔✔  Software Control and     Software Control and    
DistributionDistribution

✔✔  Service Level Management Service Level Management
✔✔  Capacity Management Capacity Management
✔✔  Contingency Planning (BCM) Contingency Planning (BCM)
✔✔  Availability Management Availability Management
✔✔  Cost Management Cost Management

Service DeliveryService Delivery

A Standard Approach ….ITILA Standard Approach ….ITIL
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W hat is ITIL

• W orldwide recognition.

• Docum ented set of best practices.

• Process focused.

• G uidelines for success.

• Platform  independent.
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• Fundam entally based upon ITIL concepts
• Based on the needs of the business user

• Focus on providing a predefined level of service

• Becom e results oriented (processes)

• Be com petitive (outsourcing thread)

• Be accountable

• Blend of:
People, Process, and Technology Com ponents

HP's interpretation of ITIL as it pertains to the
Open System s arena:

The ITSM  Reference M odel

“Running IT as a business within a business”
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IT Service M anagem ent Reference M odel

BUSINESS - IT ALIGNMENT OPERATIONS BRIDGE

SERVICE DEVELOPMENT & DEPLOYMENTSERVICE DESIGN & MANAGEMENT

Understand the business
requirements to gain
optimal IT strategy

- Translate strategy into planned IT services
- Manage IT service levels
- Continuous Service Improvement

- Primary interface for service delivery, measurement
  and control
- Monitoring and maintenance of  the IT Service
  environment

Develop, test and
deploy IT Services

Configuration
Management

Change
Management
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W hat has M icrosoft
done with ITIL?

ITIL is very generic, as HP did with
the ITIL in their definition of the
ITSM  Reference M odel, M icrosoft
has done to ITIL with M OF.
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M icrosoft Operations Fram ework (M OF):

A collection of best practices, principles, and m odels. It provides com prehensive
technical guidance for achieving m ission-critical production system  reliability, availability,
supportability, and m anageability on M icrosoft’s products and technologies.M OF is one
of three fram eworks that form  Enterprise Services Fram ework (ESF).
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M O F addresses People, Processes, and Technology (sound
fam iliar?)

• Operations Guides

• W hite papers

• Assessm ent tools

• Operations kits

• Best practices

• Support tools
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M OF concepts:

Service Solutions

• LOB apps

• Capabilities, or business
functions, that IT provides to it’s
custom ers.

• M essaging

• Data Storage

• Archiving

• Network Support

• Etc.

IT Service M anagem ent

• Functions custom ers need to
m aintain a given service solution.

• Help Desk

• Problem  M anagem ent

• Contingency Planning

• Configuration M anagem ent

• Change M anagem ent

• System  Adm inistration
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M OF based upon a set of principles

• Structured Architecture

• Rapid Life Cycle, Iterative
Im provem ent

• Review-driven M anagem ent

• Em bedded Risk M anagem ent

An architecture that facilitates management at both
the operational level as well as the service level.

Rate of change is rapid. MOF incorporates the ability
to continually re-evaluate the effectiveness of IT and
change as the needs demand.

MOF  recommends & describes many methods &
techniques to enable management to evaluate the
effectiveness of the IT environment.

MOF recognizes that contingency and availability
management need to be included in the operations
plan. It is therefore included s a fundamental
component of the MOF architecture.
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OpenView  is based upon a sim ilar set of principles

• Structured Architecture

• Rapid Life Cycle, Iterative
Im provem ent

• Review-driven M anagem ent

• Em bedded Risk M anagem ent

Not only does the OpenView Solution set provide an
operational view but it also provides the
business/customer perspective.

The OpenView suite of tools provides the information
in a timely manner, in a format that addresses
business requirements, hence allows for rapid life
cycle management, and iterative improvement.

OpenView is designed to deliver the answers that
facilitates these decisions.

OpenView, along with other HP complimentary
products,  provides a total solution, encompassing the
high availability management functions identified in
MOF.
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M O F’s operations guidance m odel’s  fall into
three m ain categories:
People, Process and Technology (Sound fam iliar … … … .                                 ?)

People and Process are explicitly defined in the m odels, Technology on the other
hand doesn’t stand alone, rather it perm eates throughout all of M OF.

M OF’s technology focus is on both enabling technologies and best practices for
achieving high system ’s availability, reliability, supportability, and m anageability
on the M icrosoft platform .
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M O F Process m odel consists of 4
INTEGRATED quadrants.

• Changing

• Operating

• Supporting

• O ptim izing

These four quadrants form a spiral of life. Applicable to
anything from the application to the entire operations center,
even encompassing outsourced applications and services.
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The M OF Process M odel

• Spiral life cycle

• Dependant upon continuous feedback (closed loop) m echanism

• Dependant upon continuous com m unications with the custom er as to their
needs

• Dependant upon tim ely data collection m echanism s (near real tim e,
historical, projections, sim ulation)

• Dependant upon history of events and CI reliability/availability/m anageability
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W here does Hewlett
Packard Stand in this

regard?

Always believed in People,
Processes, and Technology.
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W here does OpenView fit in?

HP OpenView provides the technology to facilitate these
processes.

OpenView’s suite of tools have always been designed to
provide m ultiple views of the m anaged environm ent from  m any
different perspectives. The integrated solution from  OpenView
provides the m eans to m onitor from  the com ponent level right
up to the service level. At each of these different strata's the
OpenView suite of solutions is designed to deliver the m ost
effective view into the environm ent.



filenam e\location Page 21June 29, 2001

Key Activities included in M OF

• Changing

• Introduce new service solutions, technologies, system s, applications,
hardware, and processes.

• Operating

• Execute day-to-day tasks effectively.

• Supporting

• Resolve incidents, problem s, and inquiries quickly.

• O ptim izing

• O ptim ize cost, perform ance, capacity, and availability.
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Release Release 
Approved Approved 

ReviewReview

SLASLA
ReviewReview

OperationsOperations
ReviewReview

Changing

OperatingSupporting

Optimizing

Release Release 
Readiness Readiness 

ReviewReview

M OF Process M odel:
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hp OpenView Service Desk

Problem Management

Change Management

Configuration Management

Service Management

CHANGING
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Change M anagem ent

• W hat is it?

• Standard approach that facilitates efficient & im m ediate handling of all
changes, resulting in the prevention of change related problem s.

• How do you accom plish it through O penView ?

• Change M anagem ent links the processes of initiating, scheduling,
assessing, im plem enting and evaluating changes to the IT infrastructure.

• Although Change M anagem ent is highly process dependant, OV SD
facilitates these processes.

– Tracks the change through project plans

– Generates work orders for the change

– Ensures that control is m aintained over the change (i.e. approval)

– Tracks costs

– Tracks changes by C.I., by incident, by problem
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Configuration M anagem ent

• W hat is it?

• Identification and recording of all of the com ponents in the infrastructure
that need to be m anaged. These configuration item s (C.I.s) are then
tracked (incidents, problem s, ownership, relationships, etc)

• How do you accom plish it through O penView ?

• HP OpenView Service Desk tracks and controls configuration item s (e.g.
assets) throughout their lifecycle. In addition to providing inform ation to
other processes such as problem  and change m anagem ent, configuration
m anagem ent also includes easy access to inform ation such as service
contracts, relationships/dependencies between configuration item s and
organization-related inform ation.

• Key to a successful CM DB is an autom ated m ethod for adding C.I.s to the
CM DB. This autom ated facility is included in OV Service Desk.
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hp OpenView operations/performance (Ops &
Perf. monitoring and management from a
Service Prospective)

OpenView Smart Plug-Ins

Network Node Mgr

hp OpenView service navigator for hp-ux

hp OpenView internet services

hp OpenView web transaction observer

OmniBack

OPERATING
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System  Adm inistration

• W hat is it?

• The process related to m aintaining the business availability and
continuity, ensuring data integrity, process autom ation, and
system  availability.

• How do you accom plish it through OpenView?

• OpenView provides tools that perform  the above functions in both
hom ogeneous (NT) as well as heterogeneous (NT, Unix, etc)
environm ents. These tools allow for the autom ated discovery of
com ponents and services, the autom ated deploym ent of tem plates
and policies, the auditing of the environm ent, m onitoring &
reporting on the environm ent, as well as the autom ated/audited
backup and recovery of the environm ent.
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M onitoring & M easurem ent

• W hat is it?

• Gathering and analysis of (near) real tim e inform ation on the
infrastructure, and the associated actions taken to ensure that the levels
of service being provided to the custom er base is m aintained or
im proved.

• How do you accom plish it through O penView ?

• The OpenView suite of tools provides ‘out of the box’ functionality to
accom plish this process. The infrastructure can be m onitored from  the
operation’s, business m anager’s, and/or support m anager’s perspective.

• The tools are fully integrated into the support m anagem ent environm ent
(Help Desk, Problem  M gt, etc).

• The tools also provide detailed reports, critical to the success in a service
m anagem ent environm ent.

• Additional features in the tools allow for resource provisioning to be
autom atically adjusted depending upon the custom er and service
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Network Adm inistration

• W hat is it?

• Focuses on high availability and reliability of the network to ensure
optim um  levels of service for current and future custom er
dem ands

• How do you accom plish it through OpenView?

• The OV solution provides several solutions that allow for the
network to be identified and m onitored.

• These tools feed the Configuration M anagem ent data base for
im proved levels of service m anagem ent.

• The tools allow for extensive perform ance testing, m onitoring, and
m anagem ent of the network.

• Services that use the network can be m onitored against service
level agreem ents.
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hp OpenView Service Desk
Service Mgt
Incident Mgt
Problem Mgt
Change Mgt
Configuration Mgt
Service Mgt

hp OpenView operations/performance
hp OpenView reporter
hp OpenView smart plug-ins

SUPPORTING
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Key Values of hp OpenView Service Desk

• Productivity increases achieved through greater stability of the IT
infrastructure.

• Facilitates the alignm ent of IT Services with the business objectives of the
organization.

• Allows IT to m ove from  the service provisioning role to becom e a valued
business entity, identifying and im plem enting technologies deliver com petitive
advantage to the organization.

• IT speed and agility in the m odification and introduction of new and revised
solutions to gain com petitive advantage.
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Help Desk

• W hat is it?

• The single point of contact between the custom er base and IT,
responsible for restoring the service as quickly as possible.

• How do you accom plish it through O penView ?

• Service Desk provides an environm ent that, through action
tem plates, rule m anager, and sm art server actions, facilitates
speedy resolution of incidents and service calls.

• Service m anagem ent is integrated into the Service Desk
solution, therefore call resolution, and restoration of service can
be m onitored and tracked against the service contract.

• Escalation of incidents and service calls will happen
autom atically based upon service m anagem ent rules.

• Integration into the m anagem ent environm ent allows for
autom atic logging of incidents, thus speeding up the tim e to
resolution, and m inim izing the im pact on the custom er base.
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Problem  M anagem ent

• W hat is it?

• The identification and elim ination of errors in the infrastructure to
ensure m axim um  stability of IT services

• How do you accom plish it through O penView ?

• Service Desk provides an environm ent that, through action
tem plates, rule m anager, and sm art server actions, facilitates
speedy resolution of problem s.

• The integration between the Help Desk function, the Change
M anagem ent function and the Problem  m anagem ent function
enable easy transitions between the different support processes.

• Of key significance is the ability to relate the problem  to
configuration item s, thus allowing for faulty com ponents to be
identified and m aintained.

• Problem  m anagem ent is further enhanced through the use of
other OpenView tools that com plete the service m anagem ent
offering.
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Storage M anagem ent

• W hat is it?

• This process deals with the m anagem ent of stored data, both on and
off site.

• How do you accom plish it through O penView ?

• Although OpenView does not directly handle the m anagem ent of
the stored data, the solution suite does include the facility to create
and m anage the backup m edia.

• OpenView’s backup and recovery solutions provide the reliability
and data integrity that is required to com plete this transition process.
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hp OpenView operations/performance (Operations &
Performance monitoring and management from a Service
Prospective)

hp OpenView smart plug-ins

Network Node Mgr

hp OpenView internet services

hp OpenView web transaction observer

hp OpenView Service Desk/ reporter

OmniBack

OPTIMIZING
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Service Level M anagem ent

• W hat is it?

• The ultim ate goal of IT!

• How do you accom plish it through O penView ?

• HP OpenView Service Desk offers com prehensive service
m anagem ent capabilities so support organizations can
im plem ent configuration, helpdesk, incident, problem  and
change m anagem ent processes into a single, seam less
workflow. Through this unique level of integration, the entire
workflow process is im plem ented from  the work m anagem ent
process, which enables the service desk to operate
preventatively. W ith critical inform ation at their fingertips, support
personnel can respond to and resolve problem s before they
affect vital business services.
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Capacity M anagem ent

• W hat is it?

• The processes of planning, sizing, and controlling service
solution capacity such that user dem and is satisfied within the
perform ance levels stated in the service level agreem ent.

• How do you accom plish it through O penView ?

• The OV suite of tools allows for perform ance data to be
collected, threshold alarm s generated, trend analysis and
capacity m odeling to be perform ed.

• The threshold alarm ing feeds directly into the system s and
service m anagem ent solution suites, which in tern feed into the
Service Support suite of tools.

• The capacity m anagem ent tools are designed around service
m anagem ent, thus provide a service view of the environm ent.
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Service Continuity M anagem ent

• W hat is it?

• The singular goal of continuity m anagem ent is to ensure that the
custom er can use a given service at any tim e

• How do you accom plish it through O penView ?

• High availability is dependant upon reduction in the num ber of
problem s that occur. Trapping those that do prior to them
affecting the  level of service provided to the custom er base. The
OV suite of tools, through deployed agents, is able to detect,
report, and in a high num ber of instances resolve incidents
before they becom e a service inhibitor.

• All incidents are logged into the help desk environm ent, and
associations with the corresponding C.I.s are logged.

• Incidents that do require m anual intervention can usually be
dealt with quickly by operations/support staff by accessing
knowledge data repositories, and history data bases for
guidance.
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HP O penView
Service Desk

The Service M anagem ent Solution
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???
Q UESTIONS

???

Thank you for your
tim e.


