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IT Challeng

In the Current Downturn . . .

Ever greater cost pressures and scrutiny
The need for greater accountability
Demands for increased ROI

. « « Are Driving IT to Provide
More Business Value

C.
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More Credibility Req

According to Gartner

Credibility, not execution, is the the
major failure of most IT organizations

Demonstrating the business value of
what you do is key to improving credibility

Business value encompasses, but goes
well beyond, financial performance

C
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The IT

Potential
Economic
Value

A

Level 1
Uncertainty

Level 2
Skepticism

Level 3
Acceptance

/

Source Gartner Inc.
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A New Approact

To provide more business value,
IT is adopting a new business model

rast » Line of Business Support Operations } /

—
~——
—
S——

P,esent> Internal Service Provider

@ Treats internal users like customers

@ IT runs as a business unit
(provides value-based services)

@ |everages outsourcers and 3 party
service providers 3

) iCanse
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Service-Ce

Success Factors:
Key metrics for IT

* No. of services offered * Response time

 Availability « Support time

 Reliability * No. of incidents

« Usability * No. of changes

» Performance » Resolution time

- Maintainability * No. of closed calls

« Serviceability  Staff productivity

* No. of users supported « Customer satisfaction

* No. of service calls  Unit cost of service ,

) iCanse

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 7



HP\ NORLD 2003

Solutioris and Technology Confererice & Expo

Service-Centric Cc

Success Factors

Key factors for Business:
Service Offerings
Customers
Subscriptions
Service levels
Cost of services
Return On Investment (ROI)

[ ]
) iCanse
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Service Managen

The ITIL IT Service Management
Framework

: N
E' Service F ﬂ
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Life Cycle

"% Chargeback & $ M| service
\ Cost Allocation . (. Provisioning

) iCansp
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The Service Manage
Life Cycle

V

Serwce Catalog

e Rates
e Resources

e Service
Integration

e Offerings
e Users

e SLAS

e Processes

HP WORLD 2003

and Technology Co

Key Benefits

Offer clear service
definitions that
Include service
levels and costs

Set standards

Track user
subscriptions



=3 Welcome to iCan¥iew - Microsoft Internet Explorer

File Edit Miew Favarites

=181 x|

Help

Back ~ = - it | (3] Favorites S | e

o

Address I@ hktp: fiCan101: 2030/iCan/iCanyiew

Welcome spadmin!
Catalog

Define Offerings
Define Rate Plans

Subscription
Management

Exchange Rates

Define SLA Package
Setup
My Workplace
Reports
Provisioning
Billing
SLA
Metering

Accounts

Search

Help I

Logout I

jPGD'

Catalog Builder - Offerings

Actions Views Define Dependencies

Quick Links: iCanSP.com

B &5 catalog
B B icanSP.com
B & Mid-Range Services
B & Financial Services
B & nNetwork Services
0 & special Services
B & Mainframe Services
0 & Desktop
B & Email Services
B & Exchange 5.5
B & Exchange 2000
a @ Lotus Motes

Email Rate Plan

Email Server Monthly Maint. Charge Charge by Email Count Service Level

Lotus Motes Domino Server $300 per Maonth

Recurring Charge of Charge of $0.03 Number

$.03 per Mail {in and out) Gold Email Service Level
View Package Details

&

) iCanse

$300 per Month

B & Market Data Services
B & Application Productivity Tools
B & application E-Business

o L. Il . - Il

@ Done

[
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The Service Manager HPWORLD 2003
Life Cycle

Key Benefits 1 Il Service

- Provisioning

@ Standardize and automate

manual processes o Activate Service

® Optimize resource e Workflow
allocation e Assignh Resource

®Reduce deployment time

®|ncrease staff productivity



The Service Managem HPWORLD)2003

Life Cycle
Key Benefits

@ Track resource
usage by business
unit and function

@ |dentify usage of
shared resources

@ Correlate usage
patterns with
business objectives

Solutions and Technology Confererice & Expo

"3a=. Service Metering

°* Measure Resource Usage

e Track Usage by User,
Department or Customer



Storage Usage
Business Unit

[Label: Technology Value: 191.29]

ggregated Stor%%e Usage
4
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Index LOB Business Unit Total Flles | Total Bytes
1 Banking Division ~ Allocations 2,116,700 AN
2 Equities Technology 685,17 101,29 6B
3 fsset Management  Consumer Retal 529,947 12260 GB
4 Fived [ncome Commitrent & Credit M2 481368
5§ Banking Division Real Estate Industries 530,032 45868
6 Eqites Corporation 253,280 07768
7 Eqites Equity Financing 17,45 147368
 Fixed Income Herchant Banking 171 1351 GB
9 Banking Division Uenture Captal 2,555 13.22GB
10 Equites Global Asset Management 553 105168
11 Asset Management  Sales & Marketing m 10.60 GB
12 Asset Management  Private Equties 4l 36068
13 Fixed Incorne Iterest Rate Products 1,449 354 6B
14 Equities Hortgage Trading 2,900 344068
15 Banking Divisian Client Services 4th 30068
) iCanse
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Exchange Usage b
Business Unit

HP WORLD/2003

Solutions and Technology Conference & Expo

e 3 3 - @ 2
Back Fariaard Refresh Stop Horme Search Favorites History M il Size it Edit Discuss  Messenger

| Address [&] http://icandred: B0B0/ACan/iCanyiew?N ode=icguinode.repartscustomlayauteditiirgs=t

=1 || Links &7ICANPROD  &]MSDN Weh \Workshop

Receive By Department:

Exchange Usage Report

Send By Department:

December 15, 2001

[Label: Service “alue: 1055.0]

Label: Marketing  Value: 6259.0]

Service | Qe
— Development

Sales

Service
| A

Marketing T

e
Marketing
Custorner Relationship
CustorFiQﬁRela‘rionship
Top Users: Mail Count By Department:
user send receive mailcount timestamp index timestamp send receive user
James Sutera 232 298 530 12712001 23:00 1 12/1/2001 23:00 E96 38 Human Resource
Gary Boselli 278 191 469 124142001 23:00 z 12/1/2001 23:00 4469 503 Sales
Steve Redd zoL zzo 430 12/1/2001 23:00 3 127172001 23:00 233 62z Cevelopment
Jay Smith 131 290 az1 124142001 23:00 E 12/1/2001 23:00 367 529 QA
Lee Hauser 236 177 413 12/1/2001 23:00 s 12/1/2001 23:00 590 794 Adrnin
Garry Hsu 204 z07 411 12/1/2001 23:00 3 12/1/2001 23:00 3055 1058 Service
Mancy Tocker 78 za0 368 124142001 23:00 7 12/1/2001 23:00 6259 z9z0 Marketing
Luis Girling 266 71 337 12/1/2001 23:00 [} 12/1/2001 23:00 1s20 1454 Custorner Relationship
Michael Munn 214 121 338 12712001 23:00 ] 12/1/2001 23:00 156 &40 MIS
Mary Leader 260 74 334 12/1/2001 23:00 10 12/1/2001 23:00 841 1s6 Travel
Cindy Grant 256 43 z99 12/1/2001 23:00 11 127172001 23:00 z4 5 Training
Diana Watanabe 30 255 285 12/1/2001 23:00
Chris Farsolas 75 159 235 12/1/2001 23:00
Rosa Costa 53 174 227 12/1/2001 23:00
Jennifer Persson 147 a7 z14 12/1/2001 23:00
Thornas Holt 123 52 175 12/1/2001 23:00
John Lus 23 146 169 12712001 23:00
Jonathan Holmes 1z 35 163 12/1/2001 23:00
Rich Thomas 74 59 163 12/1/2001 23:00
Canny Pons 13 107 1z0 12/1/2001 23:00
Maina Goul a0 EL) 119 12/1/2001 23:00
Mario Wohs 115 1 116 12/1/2001 23:00
Jirn Robersan H 5 10 12/1/2001 23:00
Page: 1 Copyright (C) 2001 iCan SP, Inc

2]
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The Service Manage promzoos
Life Cycle

and Technology Col

Key Benefits

® Set expectations and
performance goals

® Avoid misunder-
standings between IT
and users

Service Assurance

@ Maintain service levels

> Define Service Levels ®Establish performance
o Monitor and Alert per contractual (SLA)

e Report and Assess requirements



e e anVie erne plore O
File Edit Wew Favorites Tools Help ﬂ.
Qeak - © - ¥ @ @ - BLDOEB D

Address | 4] http://63. 125.218.40:8080 fiCan iCanView

SO search <7 Favorites @ Media  £2)

v|Go

i o
o J iCansp
- [
I SLO Detail
Repao Report Period: 7f13/2003 12:00 to 7/1 display SLO description
: g Tenant:ITServ Account:ITServ:Consulting Contract:86454343
Data ediatic 28 The over all system and network availability must be greater than this 99 2.
i The availability of all the fail-over servers must be greater than 99 % for the duration of the contract pericd.
S . [ 04 The server availability must be greater than 98.5 % for the duration of the contract period.
H 1 The network links averaged awvailability must be greater than 99.5 % for the duration of the contract period.
[[] 0B The network link availability must be greater than $9.2 % for the duration of the contract period.
: Hic The combined Oracle database availability must be greater than 99.6 % for the duration of the contract period.
Outage Repo [[] 0c The Oracle database availability must be greater than 99.5 % for the duration of the contract period.
Reno Hio The load balanced Apache web server availability must be greater than 99 % for the duration of the contract pericd.
. 1 Reno [ oo The Apache web server availability must be greater than 98 % for the duration of the contract period.
Pro 0 g ID Start Time End Time Value Goal Host Description
(=" ] 24 7/13/2003 12:00 7/13/2003 13:00 62.500 99
. Ba 1A 7/13/2003 12:00 7/13/2003 13:00 100.000 99
oq O& oa 7/13/2003 12:00 7/13/2003 13:00 100.000 93.500 ican-lab2s
O@ oa 7/13/2003 12:00 7/13/2003 13:00 100.000 935.500 ican-lab2e
0ga O& oa 7/13/2003 12:00 7f13/2003 13:00 100.000 93.500 ican-labz7
M & 1B 7/13/2003 12:00 7f13/2003 13:00 50.000 99.500
O& oB 7/13/2003 12:00 7f13/2003 13:00 0.000 99.200 iCan Router
O& o8 7/13/2003 12:00 7f13/2003 13:00 100.000 99.200 ushpgrogQ
(=" ] 1C  7/13/2003 12:00 7/13/2003 13:00 0.000 99.600
O& oCc 7/13/2003 12:00 7f13/2003 13:00 100.000 99.500 ican-labze
O & oC 7/13/2003 12:00 7f13/2003 13:00 0.000 99.500 ican-lab27
O& oC 7/13/2003 12:00 7f13/2003 13:00 100.000 99.500 ican-labzg
(="} 1D  7/13/2003 12:00 7/13/2003 13:00 100.000 99
O@® oD 7/13/2003 12:00 7/13/2003 13:00 0.000 o8 g::f;f”me”t R
I O& oD 7/13/2003 12:00 7/13/2003 13:00 100.000 ag icansell.black.com

@ Done

# Internet




File Edit Wew Favorites Tools Help
QBack - ) - ¥ 2] (o S search FrFavorites @ Mediz £ - & B[] P Y D
Address | ] http:/f172.20. 1.9:3080/iCan/iCanView

Resource Explorer
Owverall System Availability

”
¥4he Ar't of Service

: = A P Management
orkplace - i gboard: Overall System Availability
S = S Go to Dashboard: | Overall System Availability™ v | Add Dashboard
. . T £ £ £ 3 1 Status: Loading Dashboard Item (13/13) - complete
3 - : y y

Resource Explorer Resource Explorer Resource Explorer Resource Explorer

Fail-over servers Load balanced web servers Network Links (Averaged) Combined Oracle Servers

Data Mediatio (#3 L.. (81 .. &3 .. (=3 ..
wl— W Wl W
ELE s s EHE BN BN =N =  mn EEE BN = == p/an N EE BN En =  au HE BN BN En .
sc— S B B B W ss— B = B . =g 8 8N 8N N sc— B B S BN W
0 £ x5 | — | — — L1 £ x5 — — £ B — |— — L £ 5 | |— "1
a ] 0 ]
R 5§ % ¢ $83 33 133883
Dgo
Prod //: A /ﬁ A
Resource Explorer [EXISE1 Resource Explorer
apservers0 usdcrudé Resource Explorer
oy ] apserver8”
et iz
53 s ! s I"?ﬂ— Resource Explorer 20 2 _ x|
____________ S
T — — — — T — — — — —_
- B B Bl = W W W W O TR apserverd?
® s — — — £ 25— — | — | ——
%8 % 8§ @ S8 ® ¥ = [#£3] Status:
E - 25 %3 4 -
Resource Explorer
y: 4 apserver8s =
apserver91 usdcru08 —
— |
@I @-I 125 100.00
-

# Internet




The Service Manage promzoos
Llfe Cycle

olutions an d Technology Col

M EICELEC .3 Key Benefits

e,w .Y Cost Allocation

*Track spending by business

» Cost Tracking unit and function

° Invoicing Generate cost data to

s Budgeting support budget projections

Offer variable pricing linked
to service levels

‘Implement usage-based
billing and chargeback



‘=3 Welcome to iCanYiew - Microsoft Internet Explorer =7 =]

File Edit Miew Fawvaorites Taools  Help |

Back ~ = - it | (3] Favorites S | e

Address [&] http:/iCan101:8080/iCan/iCaniiew | s

Welcome spadmin! m

Catalog 3

Setup

Client Strategy Group

My Workplace

Tenant Profile %) Accounts % Billing Info | Subscriptions RO

SLA Contracts

Reports

Billing Ao lzme et | Life Insurance: 966650100 |+

SLA Item Summary
Provisioning Charges o
Date Description Armount
Accounts Mainframe Services - CPU
search X37 PROCESSOR TSO CPU TIME
10/z20/200z2 Processor Time Metric Yalue; 2451.00 /202002 - 1072002002 2451.00 x $0.48 Per Minute $1176 .45
Logout - Mics
Intergration
Package
X37 PROCESSOR DEZ2 CPU TIME
10/z20/2002 Processor Time Metric Yalue; 3190.00 /202002 - 1072072002 3190.00 x $0.48 Per Minute $1531.20
- Mics
Intergration
Package
X37 PROCESSOR CICS CPU TIME
105202002 CPU Time - Metric Walue; 3252.00 /202002 - 1042072002 JZ282.00 x $0.46 Per Minute $1509.72
Mics
Intergration
Package
X37 PROCESSOR JOB TCB CPU TIME
105202002 CPU Time - Metric Yalue: 856.00 /202002 - 1072072002 356.00 x $0.47 Per Minute $402.32
Mics
Intergration
Package
Email Services - Exchange 2000 =

] Dane ’_ l_ l_ [oF Local intranet



Budg

Rate Budgets for: Corporate IT
Ratepudgets

@ Delete Checked Budgets

P WORLD)200

Solutions and Te

-

Expo

T oOffering ¢ Drivers Year BUL'ilr']EIitE; ;SS;:: 71D Serg;c;i Actual

I administration all IS Counts 2003 1400.00 G30000.00 214050.00 201290.32 §
[T fpps Management App Changes (packaged) 2003 500,00 165425.00 127899.00 135017.35 §
I giii‘ifenndciﬁigden AW Conferencing 2003 10000.00 630500.00 327912.76 3nzi1ss.19 &
[ Data Recovery Fecoveries 2003 400,00 114000,00 Feooo, a4 928,24 §
[ Database Administration  Databases 2003 1300.00 2610000,00 1461600.00 120589242 4
[ Email Services Ernail {weighted) 2003 o.oao 2076000.,00 a74239.40 991214.24 §
[T Fax Services Deslktop Fax Accounts 2003 350,00 22500.00 32000.00 31589234 §
[ Movesadd/Change Moves 2003 1000.00 1z00000.00 43760000 451287 .62 §
[T NT Server Engineering MNT Servers 2003 goo.oao ZOoooooo,oo 128570945 1259284.19 §
[T PC/NT Suppaort MT Weighted 2003 1z2000.00 13500000.00 FFZE0O00.00 Fel19401.21 §
[ Remote Access Rermote Access IDs 2003 Zooo,ao Z2120500,00 G769321.56 g71305.62 §
[T Report Management Report Managerment IDs 2003 S00.aa 240000.,00 130200.00 110595.62 §
[ Storage GB 2003 365000.00 3220000.00 2125200,00 2259010.51 §
[T Unix Support Sun Servers 2003 F50.00 2389335.00 16005544 .00 15991515.56 §

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo
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The Service Manage D)

HP WORLD'2003

Life Cycle —
ice Pg
S View & Administer *7

- Role-based Access
- Improve Communications

Key Benefits
Automatically generate reports

Present usage and performance data in
business terms

View data by service, resource, user or account



=} Welcome to iCanYiew - Microsoft Internet Explorer = =] x|

J File Edit ‘iew Favorites Tools Help |

4@,*,@@%‘@@&3‘%5@@%'

Back Foriward Stop Refresh Haome Search  Fawvorites  History Mail Prink Edit Full Screen Size
. kv J ..('r’il-;l:_-. 1% 51 0010 =
Welcome spadmin! ool ! o N
ki) e iCan Sys Admin

- - . {2’ Universal Corp. :

Administration - e~ a |

» Catalog Builder Dashboard: Service Summary

k 5LA Management g

Options Save Layout Show Library Go to Dashboard: |Service Summary* -| Add Dashboard #

* Service Metering

Dashboard Status: Loading Dashboard Item (5/5) - complete
k Billing Management

SLA o # — X |Service Availahilit
* Provisioning -
S SLO Service Goal | Service Level fowsil ability
Annlicati Oracle Finance 99,900% 99,312% 100,
pplications P |
Management iﬂg!;?atm” Order Entry System | 98.500% 100,000% :E
Resource Assignment =TAR #9.900% 100.000% 4
. . Project Tracking
Personalization Response System 0 5EE Jorr el 565, 21
Time
Account Receivable <4 sec, Z2.231 sec. 0
Reports OF OES GSTAR  PTS AR |
e Helpdesk Speed to Answer <=(0 sec. 45 sec. Applet started P
Helpdeslk First Call Resolution 7o 95.000% Transactions - Ma
* Metering
L4 E'-illing Done A 2000 Transactions - May , 2002 E::n
X : mp]
F Custom Reports P
Service Summary Applications Total Users | Trans Count Cost
¥ Search Dracle Finance 35 2230 | $12,035.06
Messages Crder Entry Systern 10 5296 | $10,373.90
= STAR 75 3454 | 410,934 .32 —
My A.pplic:ltiuns : : =
< g:ﬂt‘ﬁ““k'”g 1z 1497 | $8,345.92
My Tasks f
Account Receivable 18 4657 | $9,325.12
Help 4
Cone A Bpplet started o
Logout Cost s X
|Cu5tumer5 Services Transaction Mo. Transaction Date Amount | ﬂ

I_I_ (28 Local inkranet



The Service Mane prom)zoos
Life Cycle

Jice Po
@(-q\liew&Administ?Q/

¢ Role-based Access
e Branding

@ = Chargeback & Service

g e

e\ Cost Allocation g _ ’ Provisioning
’ Service Catalog
* Track Costs L A, | °Activate Service

* Invoice - Offerings  ° Rates © | » Workflow
° Budget e Users e Resources ° ASSign Resource
°* SLAs > Service

°* Processes Integration

Service Metering

-
Service Assurance

* Define Service Levels e Measure Resource Usage
* Monitor and Alert e Track Usage by User,
° Report and Assess Department or Customer G.
) iCanse
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Case Study No. 1 HPWORLD/2003
Manufacturing Se

Global specialist in energy and
transportation with 120,000
employees in 70 countries and
annual sales of 22 billion euros.

IT Organization
o Major opérations in 15 countries

® 6 Service Centers operating as internal
service providers

® Separate business unit with own P&L_.,____
e $350 million IT budget '
e 1,400 IT staff

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo




Case Study No. 1 HPWORLD)2003
Manufacturing Se

Global specialist in energy and
transportation with 120,000
employees in 70 countries and
annual sales of 22 billion euros.

IT Manages

e 481 Business Units

® 1020 Service Offerings

e 5177 Rate Plans

e >400 Service Requests per month

e 25 Administrators per 40K employees

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 27
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Solutions and Te

Switzerland

» Internal IT Service Provider.
-- Established in 2000.

-- Doubled in size in 2001.

-- Global savings of >10% / year.

» World wide Customer base

-- IT Services provided in 15
major

countries
-- 60,000 users
» 350 Million Euro revenue = B

» 1,400 IT staff.

p—

11/12/2003 HP World 2003 Solutions and Technology Conference & Expo page 28



ITC Busines

Internal IT Service Provider

Customer_ base
= All businesses.

Service contracts.
Service catalogue.

Managed as an internal
business.

Profit and Loss reporting.
Bank account.
Ownership of assets

C.

) iCanse
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HP WORLD2003

Solutions and Technology Confererice & Expo

ITC Strategy

» IT Infrastructure Library
» Professional customer/supplier -- Service Catalogues

relationship. -- Service Level Agreements.
-- Service Level Management.

» Service Improvement Projects

» Continuous improvement in

Service qualit -- Process improvements
’ 4 -- Technology improvements.

» Capability

-- Technology to reduce cost

» Reductions in price of operational _- Skills to create value

and added value services.
C.

) iCanse
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- Welcome to iCan¥iew - Microsoft Internet Explorer

J File Edit ‘iew Favorikes Tools Help

J ABack = = - e fal | @Search []Favarites @Histnrv ||%v = =

=
Welcome spadmin!

£ Administration

& catalog Builder

Define Offerings

Define Rate Plans

@ Billing Management

Account Management

&) Personalisation

& Reports

Messages

Help

Logout

o I o T o B e e e e R

Catalog Builder - Offerings

Actions VYiews Define Dependencies

ALSTOM Offerings

= {8 catalog: ALSTOM

& application Productivity Tools

& application Enterprise Resource Planning
& application Engineering

& application PDM

& Application Lotus Notes Databases
& application E-Business

& Tele-Communications

& Labour Rates

& Desktop

# peripheral Services

# Projects

& specials

& France Catalogue

@ Done

[ ][4 nternet
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Walcoma spadminl
£ adminlstration

7 Gotalog Puilder  EiEREe ah s L e S e

Define Offerings Cataloq Builder - Offerings
Define Rate Flans

@ Billing Manage ment Actlons Views Define Dependencles

Arrount Manogement ALSTOM D‘Herings
@ Fersonallsation El & Cotnlog: ALSTOM
i@ ReEports I© ® & applicotion Productivity Tools

r= ﬂ Application Enterprise Resource Planning

Messages
] I = & applicotion Engineering
Help I = & application POM
o r= ﬁ Application Lotus Notes Databases
" = & applicotion E-Business El

Rugby Offerngs

Elﬂ:ﬂatalug: Rughby —
rm @ Application Productivity Tools
r & Applicotion Enterprizse Rexource Planning
r® ﬂ: Application Englneaering
r =& Applicotion PDM
r & Applicotion Lotus Motex Datahoses
I~ = & application E-Business
I & Tele-Communications =]

&1 0one [ [ & tntarme:
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| He Edit Misw Favorbss Tods Hsh

| & - = - @[] A

ﬂﬁc:ﬂ:h [&=] Feraarites P:BHHII":.' | - = = - E

oL

=]
Walcoma Mark Hodgins |
£ adminlstration
T ocatalog Builder  EERE R e e R e e R e
@ Billing Managerent Cataloq Builder - Offerings
ACCount MEHEHBI’I‘IHI’II
T Actlons Views Define Dependencles
Personalisation
i Reports Rughy Offering=
& LUMIX Workstatlon
ESS00ESs
9 Produck Code Budget Actual
HBIp Ztandard Zervica Excl 21 CRT Ttandard Service Excl 2L CRT =LA Sprvice Oetail
Aecumng Charmge Re=curming Cherge More Info... More [nfo...
Logout af [000 % GBP 5334.74 Unit  of 000 x GBP 5334.74 Unit
Baden Baden Sl Service Oebail
Recuring “hargs Racurting Charge Mare Info.,, More [nfo,..
ufllllIl ¥ GBP 1020.00 Unit  of |IZLIII] 1 GEP 1020.00 Unit
High Perdformance UNIX Workstation
Produck Code Budget Actual
Hinh Performance Ezd 21 inch CRET Hiph Pedformance Excl 21 inch CAT SLA Servioe Detail
Aecuming Chargs Racurrimg Charge More Info... Mors Info..,
ufllllII % GBP 6296.28 Unit of IIJ.DIZI ¥ GBP E295.2Z6 Unit
WS NT
Produck Code Budget Actual
Bronie Service Bronze Service SLA Service Oetail
Aecuming Charge Recurring Cherge More Info,., More [nfo,.,
AN » RO AR AN IR anI'IITI = RO 1ATA AN 1Rit
4
&1 0one [ [ & tntarme:
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| & - = - @[] A

ﬂﬁc:ﬂ:h [&=] Feraarites P:BHHII":.' | - = = - E
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Walcoma Mark Hodgins |
£ adminlstration
T ocatalog Builder  EERE R e e R e e R e
@ Billing Managerent Cataloq Builder - Offerings
ACCount HEHEHBI’I‘IHI’II
T Actlons Views Define Dependencles
Personalisation
i Reports Rughy Offering=
reE @ Application Enterprise Resource Planning -
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Case Study No. 1 HPWORLD 2003
Success Factors!

Global specialist in energy and
transportation with 120,000
employees in 70 countries and
annual sales of 22 billion euros.

Benefits
e Standardise offers at the lowest per unit cost
® Consistent processes for order approval
oVisibility\Transparency of costs

e 3 million Euro cost saving — year 1

® 15% reduction in IT expenditure
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Case Study No. 2 HPWORLD)2003
Financial Sector ~—

Worldwide leader in financial
protection and wealth management
with more than 140,000
employees, 50 million clients and
910 billion euro in assets.

IT Organisation

® New business model migration

e Standard Set of service offerings and prices
e Delivery against SLA standards

e Consistent processes for order approval

C

e Bill\chargeback business units for IT services J iCanse
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Case Study No. 2
Financial Sector

Worldwide leader in financial
protection and wealth management
with more than 140,000
employees, 50 million clients and
910 billion euro in assets.

What IT Manages

® 60 Seperate SLA contracts

e 500 different Service Level Objectives (SLO)
e 206 Frame Relay circuits

° 19 ATM circuits

C

¢ 600+ Unix and Windows production servers /icans
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Network Infrastructure Availability

The average network infrastructure availahility for the period beginning 20020201 00:01:00
and ending 2002./02/28 23:539:00 was 99.75%.

The following table represents the network outages recorded during the report period:

Drate of Event Event State Server Comment
20020207 14:02:17 Ciowen MY Router Faulty Card
ZO0Z/02507 14:24:20 Up MY Router
20020219 00:17:11 Croww MY Router
20020219 00:49:05 Up MY Router
ZO0OZ 0220 O7F:21:04 Croven M7 Router Planned Outage
2002/02/20 058:47:28 Up MY Router

The network infrastructure availability trend for the past year is displayed in the following
chart:
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Case St“dy No. 2 HP 0@2003
Financial Sector | =

Worldwide leader in financial
protection and wealth management
with more than 140,000
employees, 50 million clients and |

910 billion euro in assets. }X

Benefits
e Standard Catalog of service offerings and prices

e Business Units charged for IT Services on both fixed
and variable charges

e Automated invoices with usage and charge detail

e Bill\chargeback business units for IT services
with YTD usage
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Summary HPWORLD 2003

The Key Benefits of
Service Management

'
S\ - 4

® Manage and Contain Costs
® Improve Quality of Service
® Increase IT Credibility

Service Management lets you
manage IT operations as

business processes
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