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“ Why care about change management?

“ How should change management work?
“ Case study

“ HP OpenView

“ Can technology really make a difference?
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Business opel!
IT is no diffe

(2-5 years) Strategic Management
Planning And Long Term Control
Over Quality, Stability, Flexibility

(6-24 months)

Tactical Management (Service Delivery)
To Guarantee Quality, Stability, Flexibility

(0-6months)

Operational Management (Service Support)
To Achieve Quality, Stability, Flexibility

IT Organization
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Pl

lanming to Implement Service Management
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The IT Serviee Management Forum

IT Service
Management

A companion to the
T INFRASTRUCTURE LIBRARY

11/17/2003

An IT Service is a
described set of facilities, IT
and non-IT, sustained by
the IT service provider, that:

-Fulfills one or more
needs of the customer

-Supports the customer’s
business objectives

-Is perceived by the
customer as a coherent
whole

Source: IT Service Management, ITSMF
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Is Change Ma
Important?

It is estimated that 80% of eCommerce
outages are caused by human error during
periods of change to IT assets, potentially
resulting in a significant loss of money,
credibility, customers and even market

capitalization.

Source - Gartner Group
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Is Change Manag
Difficult?

Typical IT organization dynamics:

Process

Management
NGRS Production

Desktop
Management Management

Processes
Management

Culture
Turf Processes Processes Processes
Cultur ulture

Policies Culture
Turf Turf

anagement Turf
N . Policies olicies
Metfjods Policies
Management Management
Management Methods ethods
Methods
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Turf
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What triggers c HP WORLD)2003

Incident Management

Incident q

Matching
Problem
Problem Problem NS Known Error
Management I error record
Root cause
determined
......................................... Clat....ccoiivviee e B
Temporary Fault RFC
Change solution Workaround
Management Change
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Sample Change Approval Flow |
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Change
Manager
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filter RFCs

Initial Approval

Plan, Test
-and Build
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Major
Change?

Update CMDB
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“learnings” to
improve overall
change cycle
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Change HManagCiiy HR\@ZO%
Case: Pillsbury ki e e 6250
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Event Mgt One Helpdesk Tool

Proiect Multiple Helpdesk ;
rojec Infrastructure I7TIL Consolidated
Integrated Change & Paging  p.. . Services
Event Mgt/Helpdesk Re-engineering Desk
Sept 98 Operational Management Projects Nov 2000

Jan 2000

2 = meeeeeeeeeeee N e——
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Results

“ Reduced TCO 40%,

" Reduced Desk Top Service Resource by 50%,
“ Maintained and Improved Service Levels,

" Improved Customer and User Satisfaction,
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HP OpenVie HP WORLD2003
Manageme

Management
technology that
implements &
reinforces
accepted
industry

best practices
to improve

IT staff
efficiency

& effectiveness
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Linking people, processes

technology
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incident problem change configuration = service level
help desk managemen managemen managemen managemen managemen
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ITIL based data structure & process

t - t

flow
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ITIL
people &
processes

service service
model levels

operations console

user/customer
service transaction

IT service
transaction

clients

ITIL based data structure & process flow
technology elements
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Case Study: HP WORLD 2003
Services

1200 servers managed by

OpenView
16 people managing the
service desk
||”’ I"'I::' ra “L“d Change turnaround: 16 days
#] I""':"-"'Tr ':"'"'"I”g ITIL Practices resulted in 20%

ee |nfdFmation .."n.l'u ik pdf cost improvement
£ "_-,. pet P
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Case Study:
Services

YORLD)2003

Solution

HP Service Desk:

3800 servers and 2x network
elements; still managed by HP

OpenView
12 people managing the
__ service desk
#1 |ﬂiﬂl_.ll1'" -:-ur:lr‘lg Change turnaround:1.2 days

[see InfofmationWe ¢ ok pdf] Additional 18% cost
\ '_'* improvement
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Not like this...

Additional servers may
be required to
facilitate the
communications

, between help desk and ’

@ Incident & Problem Management
= || HE= IHEE HEST |
HR DB SMS Unicenter Telalert
Interface Interface Interface Interface

€
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@ Change Management - Configuration Management
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= ' B Service Level Management =
ALM Change Man DS > = | S|«
Application Application : :
Server Server CRM Service Catalog ‘m‘
Portal Custom UNIX DB 2 -
o8
W $ Custom Sybase Database
UNIX Platform - $ 500K est.
= —oel 1
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Improve success chance
with change manageme

People

Education

Motivation

Know your organization 60
Process O
wed
ITIL

Project management

Technology
Configuration database

Make the right thing to do the
easiest

Costs of customization
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Interex, Encompass and HP bring you a powerful new HP World.
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