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What's driving the CEQO'’s thinking?

sanp e neasues bus ness vd ue ddivered
- revenue gowh )
-reurnon assets bus ness
- revenue per enployee manage ment

- ti me to bring new product to mar ket
- sd es from a new pr oduct
« product service qudity

«i nd enentaiontime: new app.
i nd enment a&i on cost: new app.

-irfrastruct ure aval aldlity
. CcOst per transaction
.« COSt per server

Boary Briefing
onlT tJU\.E] rnance

manage ment
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ti mefa bus nessi npact degree of irfl uence
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ClO top 10 issues

cuting/ stallia ng costs

dignngl Tinvest nents wth busness dreaions
buldng strong IT service ddivery

sourci ng

resource nanage nment

securityindl itsaspects

enterprise archtectue

|t egration

buldng cred blityfa the va ue o | Tservces
danning praitianglTinvest ments

d ga Nov 2001 P | }

I | WORLD 2002 [



What is an IT service?
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“green lights™ across the board means...

agvenl|Tseavicesavalahblity & perfamanceis
dependent on ather d ements & servi ces™
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HP's IT Service Management

~ technd o
~ i ay

hp off ers sdtwar e
consuting, support and
educati on tha

assures the quality d
criticd budg ness
servces

reduce overdl | T costs

managethe vdue t hat
| T provi des across the

ent erpri se
.
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manag ng the
bug ness val ue of
manag ng

t he services

manag ng the

| frastruct ure

hp's IT

management

approach
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manag ng the
bus ness val ue of

ma nag ng
the services consistert management of

net work, systens, staage,

manag' ng the o550 M dd eware & applicaions

| frastruct ure « irfrastruct ure vi si hlity

- fadt manage ment

. perf or rance nmanage ment
- resource opti nnzati on

- apdicai on management

- Inega ed operations
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manag ng the
bug ness val ue of
manag ng

the services

manag ng the

| frastruct ure

-dign|T wth curent
bus ness pri aities

- Opti mzel T [rocesses
- servce M sihblity
- Servceli npact andys s

- d osed | oop servicelevd
manage nmen

rnght peod eworking onthe

nght things a therigt ti ne

by prov d ng theri gt i farmati on

to assure bud ness aitical | T servi ces
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Based on ITIL industry standard

a standard which describe best practices for IT
service management processes

- linked to the ITSMF user-group.

- used by over 10,000 large industry leading
companies.

- can be used to obtain an ISO certification.

- hp’s IT service management reference model is
based on ITIL s i
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Linking people, processes, and technology

servicelevd
I manage ment

confi gur ai on
manage ment

ITL based dat a Sructure & process flow

user/ custo mer
serv ce transacti on

J

[ ITIL people service service level )
& processes model management | T servi ce

transacti on

oper &i ons
consd e

Sys.
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manag ng the >>>
bug ness val ue o
h%nag’ ng

t he services

manag ng the

| frastruct ure

. denonstrae vdue

ddi ver ed

- bus ness impact andys s

cmaximzerdunonlT

| nvest nents

- Manage cust omer

experience

. enald e new budg ness

opportunties



Getting started with hp OpenView

ddivery assurance usage

cust omer experi ence
pr ocess bus ness

management . i rtdligence
servce nmanage ment
killing
service
acti vati on service
usage
management
gaage daage
adivaion usage
net wor k systens & apgdicdion & daa &
Servces servers web servi ces g aage
—
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the cost savings...

« # servers per administrator
— IT efficiency improved 26% — 47 to 61 after OpenView

— |IT travel costs reduced 41% — 30% improvement

» cost reduction

* LANs per administrator
— 8 to 25 after OpenView
— 300% improvement

* IT productivity
— improved 54%

— |T travel time costs reduced

53% * network segments per

administrator
e Uuser productivity — 10 to 28 after OpenVieW

— o/ 1
— 21% reduction for operations 75% improvement

— 31% reduction in downtime

.  # of help desk calls handled/week
Impact

— 1,700 to 4,200 after OpenView
/ ﬁ
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..drive return on IT Service Management investment

| DC OpenMew Sudy, Spring 2002

investments $ 12819
sauvi ngs $ 233 585
- ROI of 1,296% on investment
returnorvinvest ment 63 days in OpenView tools
YY% 79% reduction in server downtime
33% 16% . 74% reduction in overall downtime

49% reduction in the time
to identify & fix downtime incidents

42%

B IT productivity
B IT efficiency
[1 User Productivity
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driving value to the business

BOMBARDIER
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