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Where are we?
Where do we want to be?”?

How do we get there?

11/17/2003 HP World 2003 Solutions and Technology Conference & Expo page 4



HP WORLD -2003

| ev e I S Of e n t e Selut “hs and Technology Conference & Expo

Where are we?
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levels of ente

managing the
business value of IT

managing  control computing
the services iInfrastructure

e encompass devices
and data

e operate as
technology provider
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levels of ente

managing the
business value of IT - control computing
services

- run the computing
infrastructure as a
business

- operate as a service
provider

managing the
infrastructure
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levels of ente

11/17/2003

- enter business
planning process

.- deliver services for
competitive advantage

managing - be recognized as
the services Irreplaceable business
partner

managing the
infrastructure
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levels of enterprise |'T mans R
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what is ITIL? | ESAMSIT

Information Technology Infrastructure lerary

* Literally, a library of
IT-specific books

* Result of years of analysis
and research

« THE de facto global standard of
IT Service Management best practices &

 ITIL is Vital! It’s not a question of whether
you’re doing ITSM or not... it’s a question of
how well or poorly you’re doing it!
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ITIL Publications mag

\vailable

valilable now
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toward an InternationalssSiciils

” A Code of I:’mrlin'ﬁsr
IT Service
Management

British Standards Institution (BSi)
* 1998 - Code of Practice [PD0005]

2000 - Self-assessment Workbook [PD0015]
- Specification [BS15000]

2001 - Early adopters > Feedback

2002 - Rewrite as Part 1 & 2 (release 11/02)
- Rewrite PD0005/PD0015

2003 - Formal certification scheme
???7? -1SO Standard

BSE
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“ICs on board”

“Enterprises will realize valuable process improvements
and better measurement and reporting of process
outcomes through the adoption of ITIL processes and

guidelines.”
- “ITIL Brings Clarity to Complex IT Processes” Gartner 6/02

“Enterprises should use ITIL as the baseline definition of
service management best practice, and particularly use it
to validate the integration between their own operational

processes.”
- “ITIL’s Service-Level Management Strength Is in Integration ” Gartner 1/02
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The IT Service Management Forum is the only
internationally recognized and independent
organization dedicated to IT Service Management. It is
a not-for-profit body, wholly owned, and principally
operated, by its membership.

It was formed in the UK in 1991 & now has national
chapters in Australia, Austria, Belgium, Canada,

Germany, the Netherlands, South Africa, USA and
growing!
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The IT Service Management Forum

IT Service
Management

“IT Services are there
solely to support the
business and its
efficient and effective
operation.”

A companion to the
T INFRASTRUCTURE LIBRARY

-- ItSMF ITIL Pocket Guide

Source: IT Service Management, ITSMF
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ITIL IT Servi HP WORLD2003
Disciplines

Service Delivery Service Support

Service Level Management  Service Desk

Capacity Management Configuration Management
Availability Management Problem Management

IT Service Continuity Change Management
Management

Release Management
Financial Management for

IT Services Incident Management
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ITIL Hierarchy HPWORLD'2003

Stability
and
Flexibility

Short Term
Focus
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Managing
Service
Levels

Medium Term
Focus
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Quality
Management
for IT Services

Achieving
Software Infrastructure

Lifecycle Architecture a Qua“ty
Support Design & Policies Organ|zat|0n

Strategic Focus

Customer Relationship Management

Planning and Control Managing
for IT Services Supplier Relationships
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ITIL Hierarch HP WORLD'2003

Solto nology Con

x/

1. Planning

Stratedic F Achieving
rategic Focus a Quality
Organization
_ Managing
Medium Term Service
Focus Levels
Stabgity
hort T ar
Shor§ Term Flexibility

2. Implementation
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HP ITSM Reference

delivery
assurance
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ITSM Ref

Sep,:
)

Provides detailed
services specifications to
balance service quality
with service cost

Provides IT strategy
and service portfolio
to optimize IT’s added

value to the corvice delivery

assurance

Provides service information
and change coordination
to ensure service
commitments

Provides daily
monitored services
and handles customer
service requests to meet
agreed service levels
and ensure customer
satisfaction

Provides project based,
tested service releases to
reduce service activation risks and
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" Service delivery

assurance

Operations management

Problem management

Incident & service
request management
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“IT lives a Three Dimensional Word”
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RID 2003

so, what is an WViCE?

“A set of related components
provided in support of
one or more business pProcesses.

The service will comprise of a range
of Configuration Item types,
but will be perceived
by the customer and users
as a self-contained, single, coherent entity.”

- From “A dictionary of IT Service management Terms, Acronyms and Abbreviations”
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End to End I

Component Availability Net Availability

Network 99%, 99%

Operating System 99%X99% 98%

Middleware 992 X99%X99% 97%

Database 99%X99%X99%X99% 96%

ERP System 99%X99%X99%X99%X99% 95%

Customer Accounting |99%X99%X99%X99%X99%X99¢ 94%
Application
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N

IT Service Line of
“E-mail” Business
| |
Software Email Network Customer| |Customer! | Customer
Server B “A” C
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What is IT Service VianaeEiiEliis

“The principals and practices of
designing, delivering and maintaining
IT Services, to an agreed level of
quality in support of a customer
activity.”

- From “A dictionary of IT Service management Terms, Acronyms and Abbreviations
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a shift from traditionzisssligiaisls el e

Elplicnirast
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EITHER

The IT Infrastructure determines the
Service Level

OR

The Service Level determines the
IT Infrastructure.
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What does IT Service Mlelplelcjerriarn fa

“ITSM is not simply an issue of
People, Process, & Technology.
It is using
Integrated Technology
which is designed around, embeds and
Integrates Processes
to support, enable and help
Integrate People

to better perform their jobs.”
- Ken Wendle
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Designed to Enable the I

OPERA T ITONS BRIDGE

* Event escalation

« Event correlation (ECS) Incident Operation
. " TP Management Management

* Availability monitoring

PR 4
* Network monitoring P
. ) ) ] roblem
« Business Transaction Monitoring /\ Ma,|5|e t
 Application QoS Reporting
° i i erations, PerfVie ministration,
Perfo rmance monlto rlng (: alyz(:llz M;nito;)fo’;‘{seﬁ'ce y Aog}fa(:iogs :&P,tPelll;'f\(/)i\e(w
® eporter, ervice Navigaior, nallyzer, PerfView Monitor,
Incident Management porter, OV Service Navigalofy Senart Pluguins

RerfView (Anéllyzér, Planner, Monitor)
ECS, O

* Problem Management . _ /

ov Operatins Smart Plug-Ins,

ellwce Desk, SIP

MeasureWareAgent, NNM, / V Operations ack,
Response Time ench, / OminiSforage, Response Time

Observer, Smart Plug-Ins ) Workkerich, MeasureWare Agent,

4
MeasureWareAgent GlancePlus
NNM, Smart Plug-ins




H
HP WORLD/2003

\/

IT service perspective
SLA definition

day to day impact
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IT Services can be d
(which can be

;{ 11 - Simple Service Form

Eile|§|:|it Wiews Tools Actions Help

HP WORLD -2003

Solutions and Technology Conference & Expo

IH save and Close | Default kemplate

X &G 0| R s v |3,

D

Hame

[11

E-MalL

Drescription

Type Service

Email Service For Corporate Employees

I IT Service

Status

IEﬁ Supparted

Farent service

Service Mana.,, -

Default Woork ... -

IE ernztein, Haolly

IServer specializts

i Iﬂlﬁ 0 N R

Configuration ltems |SL.f3. | Sepvice Eallsl Child Servicesl Histn:ur_l.Jl

Frewview

rch code Mame 1 \ Location Categony ...
SAWHPHETO01 HF Metserver Server L]
05w IN2000 Microsoft Windows. .. 0s (Ope... [
MSEXCHAMGE 2000 Microsoft Exchang... Commun... [
MSOUTLOOKZ000  Microsaft Qutlook, .. Commun... [
APIS0M 15 "lnkernet inform... Data Ma.. []
SRVHPOOS Mailserver Server
SHWYHPMETOOTA  HF MetServer Ema, SErver O

Add... kadify. .. Relate... Unrelate

34



Services Levels can be HPWORLD-2003
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== 11 - simple Service Form - 10| x|
I Eile | Edit Yew Tools #Actions Help |
‘ E Save and Close | Default template - | }C | §| [U] | EH;. E| F | @ -
ID I11 Configuration ltems  SLA | Service Eall3| Child Services | Hiztam |
Hame ;
E-MAIL Previgm |
— 0] |Name |Descriptinn |Sewice Level |Statu3 |
Dickel il 1 E-mail [24 % 7] E-mail agreement for... Gold [24 % 7] Active
Email Service For Corporate Employees ] E-mail [24 » 5) E-mail agieement for.. Silver [24 x5] 1 Active
10 E-mail [3 « 5] E-mail agreement & ... Bronze [8x 5] & Active
Type Service IIT Service j
Status I@ Supported j
Parent service I ﬁ
Service Mana.. - |Eernstein Holl £=]
Default Work . v ISewer specialists = Add... kdodify... Femove... Relate... [rrelate
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B4 6 - Simple SLA
File Edit Wiew Tools Actions Help

[ save and Close |

=1 NN NN e

Leneral | Receiving Drganisatinnsl Receiving F"ers::lnsl .ﬂ.ssignmentl HiStDr_','l

Provider Orga... « | IIT Service BU

|0 B

Name | E-mail (24 « 5]

Status Iﬂ Aclive j

SEmice - | IM %
[0 11 -

D escription: Email Service For
Corporate Emplovess
Status: Supported

Service Level v | [Silver [24 5 5)

& L

Description

E-mail agreement for 24 5 5

|nfarmatian

ol

[

Aocount Mana... ||Eem$tein Hally

=)

Actual Start |11/8/01 15:27

Actual Finish  |11/28/03 816

Prics | 150.000.00

Tem of Payrnert H alf-pearly

Evaluation Period 3 Monthz

Fenalty fin $) |1.000

Applied ime zone * Provider
" Receiver

11/17/2003
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The organization(s) receiving t

¥4 6 - Simple SLA
File Edit Mew Tools Ackions Help

& save and Close |

A= AR AR Al

D B

Name | E-mail (24 x 5)

Status Iﬂ Active j

Service - | IM %
D 11 -

Description: Email Service For
Corporate Employees
Statugz: Supported

Semvice Level « | IS“'-.-'E.'T 24 = B

& L

Dezcription

E-mail agreement for 24 = &

Information

Account Mana.,. ||Eernstein Hully

General Receiving Organizations | Receiving Per30n3| .&Ssignmentl HiSh:ur_I,II

Frewvigw
Search code |Mame 1 Farent Web page E -rnail Cateqony
COMTROL  Control BU lrvention In... Buzines. ..
DEVELOPM... Developme... Ressarch i ... Depart...
INVEMTIOM  Inwvention In... AL et infol@insventi. . Organiz...
ITAOPERATI... IT Operation... 1T Service BU Depart...
ITSERVICE 1T Service BU lrvention In... Buzines. ..
LOGISTICS  Logistics B Inwention In... Busines...
MAREETING MarketingD... Sales & Mar... Depart...
FRODUCTI... Production ... lrwvention s, Busines...
R&D Research & ... lnvention In... Buszines. ..
RESEARCH Research D... Research & ... Depart...
Sales & Mar... |EE g0l lylesljsis ==l Busines...
SALES Sales Depar... Sales & Mar... Depart...
SERWICEM... IT Service ... 1T Service BU Depart...
Add... b odify. . Relate. .. rrelate

11/17/2003 HP World 2003 Solutions and Technology Conference & Expo
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o2 Sales & Marketing BU - Simple Organization
‘ Eile Edit Yew Tools Acktions Help |

‘ E Save and Close | Default kemplate - | > | §| [m | ,}E. E| 4o W | @ -
Search code ISE‘M F"hclnel &ddrezses  FPersons | Sub Drganizatinnsl Histn:ur_l,ll
Hame 1 |Sales & Mark.eting BU Breview
E-mail Search code First name Last name ¢ E -mail Location
I MHEWHL Larmy Mewhouse (Birvention-ne.... ASAD
EI:ILEIEFZZ. K.athy olzek@inventio... SA01
Farent - !Inventiunlncurpurated ﬂ RICHC Chriztina Richardson Einvention-nc.... U5402
td anager - !Eickerstaffe Amanda J. %
Location - | |usaot ®|
Statuz I.ﬂ.ctive j
Categony |Intema| Organization # Organizati
Add.. kd adify. . Remove. .. Relate. .. Unrelate
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¥ New - Simple Service Call

J File Edit Wew Tools Ackions Help |

J & save and Close | Quick, call kernplate - |}(|§| ] | X E| -~ | (7) .

i [ue today.

Custarmer - | IEllsen Kathy ﬂ Eiemaral | Hist-:ur_lrll
L e oo | Imeac [Cow (1 prson afected <]
Time Zone - Exstom Standard v Pty o Low =
Organisation | [Sales & Marketing BU B|  Classiication [Oser
o |541 Configuration |... = | I i
Status I Reqiztersed j ﬂ
Service - | IM ﬁ j
Categony |In|:i|:|ent To
b edivari IF'hu:une j Graup - | I@m =
D'Efl‘“ipti""" : Person - | I @
Cant access Emal ko Azsignment Statuz: Mew :l @
. From workgroup: Helpdeszk,
Information :l Fram persan: Uzer, System J
Clazure code I
Saolution
-
[~ [~
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Can check to see if any inf Eip WORLD-2003
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#¥ New - Simple Service Call
I File Edit Wiew Tools Actions Help |

‘ I 5ave and Close | Quick call template - |}( |§| 1] | + E| -~ W | (2] .

i [Due today.

Cusztamer - | IE”SEH: F.athy Ell General | Histur_l,ll
T elephone number; 3408 -
E -rnail: nlsek@inventinn-inc.cumj Impact Il":""“I (1 person affected) j
Job title: Account banager .
Time Zone : Eastern Standard ;I Fricrity I"*‘u L j
Organization | !Sales & Marketing B E.El Claszification ILlser |
D |54-| Configuratian |... = I I “jl
Status I Registered j LI
Service v [EMAIL 24| r
Advanced Find | To
Services Used By Caller
j Group - I IHE| desk E
Cuick, Yigs
Person - I I Ell
Cpen
Mew bare Azzignment Status: Mew ;l (ﬁl
From workgroup: Helpdesk
Actions s Far this Service Fram person: User, System
CIs per Service ;I
Open calls For this Service
Open Incidents For this Service I |
Business Service Farm
Cperations Management Service Form ;I
Underpinning Service Form
;I LI
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/167 - Simple Incident
J File Edit Wiew Tools Ackions Help

Jniaveandclcﬁe | '|x|§|@|%ﬁ|**|@-

D I-IE'? Leneral |"-.-'»-"Drk Drdersl Helatiunsl Til‘l‘lE.-"EI:IStl Histn:ur_l,ll
ltie Impact IHigh [Department affected) j
Description Pricrity |1’H Top j
FROCESSOR THRESHOLD EXCEEDED. CPU USAGE » ;
0% OWER B MIMUTES Deadline |1.-"3'I£EI213:25 ;l
Information To
Found problern. MNew processor defective. ETA 5:00 ;I Group - INetwnrk S pecialists =
p.m today.  See related change. =
Ferzon - IJDhnsun b artin %
kare A zzignment Status: Accept :I %
From workgroup: Metwork, Specialists
From perzon: User, System

Clozure code

I

Configuration |... = | |SRYHPOOS Solution

1ol

IP &ddress: 127.0.0.1 Meed to replace defective Processar.

admin. Org. : Hewlett-Packard
Adrmin. Perzon
admin. Perzon T elephone

Semnvice - IM

Service Level IGDIl:I 27

i
Kl

Claszification IF'EffDrmance

|G | B i Lo LIe et flo
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I m|167 - Simple Incident
- ‘ File Edit Wiew Tools Actions Help |

‘Hiaveandclase | '|x|§|@|éﬂﬁ|4*|®- k

ID I-IE? General |Wn:nrk Drdersl Flelatin:lnsl Timeﬂ:n:mtl HiStl:lr_',ll

Status I Registered j Impact IHigh [D epartment affected) j

Description Priority Ij_/ﬂ Top j

PROCESSOR THRESHOLD EXCEEDED. CPU USAGE » _

0% OWER 5 MINUTES Deadline I1.-"31.-"|:|213225 j

Irfarmnatiorn Ta

Found problem. Mew processor defective. ETA 5:00 ﬂ Giraup - | INetwurk S pecialists =

p.m today,  See related change. =
Perzan - ||Ju:|hnsc|n b artity @
b ore Azzighment Status: Accept ﬂ %

From warkgroup: Mebwark, S pecialists
From perzon: Uszer, Spstem

Kl

&ll calls Faor this CI

All changes For this CI

- Al incidents Far this CI = code
Configuation... v |SRVHPOD: All problems For this CI h

Advanced Find Calls For this category CIs 0 replace defective Processor, ﬂ

CIs Used By Service I Struckure

CIs Managed By Service Cpen calls for Ehis CI

ZIs Suppotted By, Service Open changes For this 1

Quick Yiew Open incidents far CI.

Open problems Far this CI

Open Problems For this cateqgory CT

hlew Mokepad Smart Action j

ackions Ping I
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Discovery: th HP WORLD 2003

T 150 - Simple Change With Approvals

I File Edit %ew Tools Actions Help

‘ & save and Clase | Default template - | by | §| M | X E| & ¥ | (2] .
ID I-IEEI General |.-’-'-.ppru:wal Sheetl Wiork, Drdersl Helatiu:unsl Time;"Eu:ustl Histu:ur_l,ll
Status loze
Impact I tedium [Group / Unit affected] j
Requestor - ||.-’-‘-.n:|ams Faul @
Fricrity |3-i M ediurm j
Configuration |... » | [SRvHPOOS i Dosdine | =]
Descrniption
&dd extra processor bo handle extra load of the Email Server Categary |
Informatian Clazsification I
Email Server currently not capable of handling the ;I Ta
increazed email volume. Extra processor iz required [zee
related problem recard) and will be added wia this Group - | I =
change.
Person - | I @
More ;I ﬁ
=
Clozure code
S olution
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M 150 - Simple Change With Approyals

I File Edit Wiew Tools Actions Help

‘ Eiaveandcluse | Default templake - |}<|%| llﬂ | c% E|-§ V|® .

I I-IEEI Generall &pproval Sheet  work orders | Helatiu:unsl Time.-"Eu:ustl Histu:ur_l,ll
Status |E|DSEI:| j Preview |
Fequestor - | I.-’-'-.I:Iams Paul %
Configuration |« | [SRvHPO0S
Description
Add extra proceszzor to handle extra load of the Email Server
|nformation
Email Server currently not capable of handling the ;I
increased email volume. Extra processar iz required [zee
related problen record] and will be added wia this
change.
=
Closure code I
Solution
=

ll Add... kadify... Femove... Felate. .. Irrelate
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EH| 765 - Master Work Order

I File Edit “iew Tools Actions Help |

‘ EE&VEEI‘IdGDSE | Defaulk template - |>‘:|%| llﬂ | cll% E| & W | @ .

D I?E5 Generall .ﬁ.pprnvall Time.-"Eu:ustI Felated to ... | Clz / Dutagel Predecessor/Successor - Histary |
Status I Clozed j History
Descnption ﬂl
Install Pracessor Subject |Infu:urmati-:un |Ereateu:|| Created by |
= Change zet to "Add extra proc... 1/314... Syztemn adminiztrator
Infu:urme-:tlu:-n : : : Status et to "Clozed'. 1431/ System administrator
Follow installation procedures included with processor il Impact zet to "Medium [Group ... 1/ System adminiztrator
Pricrity zet bo "'t edium'. 1/317... Syztemn adminiztrator
To group st to "Server special... 1/314... System administrator
To perzon zet to "keeks, Bill", 1/ System adminiztrator
Azzignment Status zet to "Mew', 1/317... Syztemn adminiztrator
Plarned Start zet ba 1431 /200.. 1/317... Systemn administrator
Plarnned Finish zet to "1/31/20... LAY Systemn administrator

131/, Meeks

Azzignment Statuz from "MNee .
Ran aut af time during install windaw, Mo time ta te%}ShDuld be EIK.~

Procezsar Inztalled.

Add.. | M adify... Remave... |

Registered 1431021219

Feqistration Created: 1/31/02 1219 ;I @

Created by: System adminiztrator
LI Modified: 1/31/02 12:24

Flequestor - | | @ Modified by: Mesks -
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Solving customers’ busi
setting the stag

“Enterprise customers have been rapidly adopting
IT Service Management (ITSM) to reduce costs,
assure availability of critical services and maximize
the return on their IT investments.

... ITSM sets the stage for us — and our customers
— to move toward adaptive management.

... we can help them “move up the food chain” to
Web services management and the HP Utility Data
Center. ... HP is the best choice.

- Nora Denzel (2/21/03)
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