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What is driving
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Companies rely more and more on IT because of Companies rely more and more on IT because of 
fewer people resourcesfewer people resources

Economic conditions affect 
reliance on IT
Economic conditions affect 
reliance on IT



Does this look like your
IT environment?
Does this look like your
IT environment?
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CIO concerns…CIO concerns…

“… ever “… ever increasing IT support costsincreasing IT support costs””

“… struggling to “… struggling to keep ahead of changekeep ahead of change in in 
our complex, multiour complex, multi--technology environment”technology environment”

“… having “… having inconsistent service levelsinconsistent service levels
and incompatible and incompatible –– or no or no –– service level service level 
reporting”reporting”

“… having multiple support interfaces and “… having multiple support interfaces and 
frustration with frustration with finger pointingfinger pointing””

“… when my support providers aren’t “… when my support providers aren’t 
connected to my connected to my accountabilityaccountability to the to the 
business” business” 

“… having to negotiate, procure, administer “… having to negotiate, procure, administer 
and and manage multiple support contractsmanage multiple support contracts””



IT as a strategic partner?IT as a strategic partner?

Business perception of IT
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What do analysts say about 
reducing the complexity of

“the business of IT?”



Market trends –
analysts’ view 
Market trends –
analysts’ view 

‘The inter-
dependence, 
complexity and 
business need 
for the IT 
infrastructure has
become so critical
that it must be
managed as a 
whole’

‘Buying behavior with 
regard to IT services 
will begin to shift in 
favor of packaged 
services, managed 
services, and full 
outsourcing rather 
than internally 
developing projects’

‘Large enterprise 
clients are keen to 
engage with fewer 
service providers
and a super 
eco-system would 
suit them if the 
model was 
economical and the 
delivery seamless’



Multisourcing –
vendor consolidation!
Multisourcing –
vendor consolidation!

Gartner analysts said that through 
2004, “multisourcing” will remain the 
dominant strategy, and 40 percent of 
large companies will adopt a prime 
or general contractor to manage the 
external service provider “chaos.”



How can HP help?



It is not the strongest of 
species that will survive nor 
the most intelligent but the 
one most able to change…
– Charles Darwin

“
”



The case for the
adaptive enterprise
The case for the
adaptive enterprise

ItIt’’s the ultimate state of fitnesss the ultimate state of fitness…… business and IT business and IT 
perfectly synchronizedperfectly synchronized
Operating in a world where every business decision Operating in a world where every business decision 
triggers an IT eventtriggers an IT event

Measure and maintain a dynamic Measure and maintain a dynamic 
link between business and ITlink between business and IT
Architect and integrate Architect and integrate 
heterogeneous IT environmentsheterogeneous IT environments
Manage and control business Manage and control business 
processes, applications and the processes, applications and the 
IT environmentIT environment
Extend and link business Extend and link business 
processes and applications processes and applications 
horizontally horizontally –– from suppliers from suppliers 
through to customers

Business

Information Technology

through to customers



HP Adaptive EnterpriseHP Adaptive Enterprise

Agility metrics and design principlesAgility metrics and design principles

Key design principles forKey design principles for
all elements of an adaptive all elements of an adaptive 
enterpriseenterprise

Drive consistency in Drive consistency in 
development and development and 
implementation ofimplementation of
services and solutions services and solutions 

Implement IT management Implement IT management 
“best practices”

HP adaptive 
design principles

Simplification

Standardization

Modularity

“best practices” Integration



Building the foundation of
an adaptive enterprise
Building the foundation of
an adaptive enterprise
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Stable DynamicManaged / integrated

Manage and 
integrated resources

Enterprise integration
IT consolidation
Management

Dynamic and automated

Virtualization
On demand
Managed services
Integrated support 
Financing

Provide a stable, 
extensible foundation

Business continuity
Security

IT Adaptability



What is HP’s integrated 
support solution?



Introducing HP’s
Integrated Support
Introducing HP’s
Integrated Support

HP Integrated Support provides HP Integrated Support provides 
total support managementtotal support management for a for a 
multimulti--vendor IT environmentvendor IT environment

Integrated Support Integrated Support improves the improves the 
service qualityservice quality and and reduces the reduces the 
costcost of multiof multi--vendor support vendor support 
management, freeing IT to focus management, freeing IT to focus 
more on the business while more on the business while 
maintaining control and maintaining control and 
flexibility over the environmentflexibility over the environment

HP does this by integrating market HP does this by integrating market 
leading support processes, people leading support processes, people 
and tools to meet your specific and tools to meet your specific 
requirements, coordinating service requirements, coordinating service 
delivery of other vendors as the delivery of other vendors as the 
single point of accountability

IT organization

HP Integrated Support

Vendor 3

Vendor 4 Vendor 5

Vendor 2Vendor 1

single point of accountability



Integrated Support servicesIntegrated Support services

HP Integrated Support is HP Integrated Support is a solutiona solution that provides that provides total support total support 
managementmanagement for a customer’s multifor a customer’s multi--vendor IT environment.  vendor IT environment.  
Integrated Support Integrated Support improves the service qualityimproves the service quality and and reduces the reduces the 
costcost of multiof multi--vendor support management, freeing IT to focus more vendor support management, freeing IT to focus more 
on the business while on the business while maintaining control and flexibility over maintaining control and flexibility over 
the environment.the environment.

IT organization

HP Integrated Support

Vendor 3

Vendor 4 Vendor 5

Vendor 2Vendor 1

HP does this by:HP does this by:
Integrating market leadingIntegrating market leading
support processessupport processes
Coordinating Coordinating service deliveryservice delivery
Consolidating Consolidating responsibilityresponsibility
for vendor managementfor vendor management
Streamlining multiStreamlining multi--vendor vendor change change 
managementmanagement processesprocesses



Integrated Support  Integrated Support  

Assess, inventory, 
and profile environment

Adopt ITIL principles

Consolidate contracts

Align contracts to 
business needs

Streamline processes

Single-point-of-contact

Consistent 
measurement and 

reporting

Resource based 
pricing

Custom code

Applications

Middleware and Database

Software

Hardware

Servers Storage Networks Desktop Printing



Integrated SupportIntegrated Support

What we deliver depends on your custom 
requirements…
And uses a collection of  processes and 
“best practices” that we’ve developed and
implemented over the past 40+ years

Integration of support and best practices, Integration of support and best practices, 
gained through 40+ years of experiencegained through 40+ years of experience

Multi
Vendor ReportingCall 

Mgmt
Vendor
Mgmt

Escalation
Processes

Asset
Mgmt

Change
Mgmt Logistics



What are “best practices”
for IT service management?



HP’s approach to IT service 
management “best practices”
HP’s approach to IT service 
management “best practices”

Provides the IT strategy and 
business-linked service portfolio                                        

to optimize IT’s added                              
value to the business

Provides daily      
monitored services 
and handles customer 
service requests to meet 

agreed service levels        
and ensure customer 

satisfaction

Provides detailed 
business-linked service  

specifications to 
balance service          

quality with 
service cost

Provides project based,
tested service releases to 

reduce service activation risks and 
optimize implementation costs

Provides service information 
and change coordination 

to ensure service 
commitments



IT Infrastructure Library 
(ITIL)
IT Infrastructure Library 
(ITIL)

Library embodies industry standards for best practiceLibrary embodies industry standards for best practice
IT processesIT processes
Developed in late 1980’s by the UK government Developed in late 1980’s by the UK government –– Office of Office of 
Government Commerce (OGC)Government Commerce (OGC)
Independently managed by the IT Service Management Forum Independently managed by the IT Service Management Forum 
((itSMFitSMF))
foundation for HP’s ITSMfoundation for HP’s ITSM
reference model (endorsed byreference model (endorsed by
Ann Livermore 8+ years ago)Ann Livermore 8+ years ago)
HPS is an active participant inHPS is an active participant in
driving the ITIL standards anddriving the ITIL standards and
writing of bookswriting of books
HPS is a leader in # of certifiedHPS is a leader in # of certified
and trained ITIL resourcesand trained ITIL resources



ITIL processesITIL processes
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Complexity of your
IT environment
Complexity of your
IT environment
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How HP can help you…  How HP can help you…  

Reactive Support

Desktop Problem 
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Break fix
Maintenance

Software
Support

IT Service Management Principles
Delivered through Integrated Support and implemented over time

Service Quality and 
Improvements

Service 
Develop-

ment

Customer 
Feedback 

and 
Quality 
Mgmt

Complementary Solutions Business Recovery Education Finance

Change and Information 
Management

Change
Management

Asset and
Inventory 

Management

Equip introduction/ obsolescence

Installation

System 
Staging and 
Retirement

PC Provision 
Delivery and 

Staging

Supply Chain Linkage

Moves / 
Updates

PC Software 
Supply and 
Distribution

Product Development

Proactive Support
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Technical 
Account 

Management
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System 
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Licence
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Desktop 
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Network
Management



How we help you achieve 
lower support costs
How we help you achieve 
lower support costs

Asset price

500

400

300

200

100

Technology volume



Integrated Support
examples



NavisiteNavisite

Business challengesBusiness challenges
Delivering cost competitive, high availability environments acroDelivering cost competitive, high availability environments across a diverse setss a diverse set
of customer needsof customer needs
Managing support of diverse data center hardware obtained via coManaging support of diverse data center hardware obtained via corporate rporate 
acquisitions and improving acquisitions and improving QoSQoS

SolutionSolution
HP provides support for approximatelyHP provides support for approximately
1100 HP, Sun and IBM servers1100 HP, Sun and IBM servers
StorageTek supportStorageTek support
HP provides Gold level software supportHP provides Gold level software support
for NT and Linux environmentsfor NT and Linux environments
Just added STK supportJust added STK support

BenefitsBenefits
Uniform contract terms and SLAs acrossUniform contract terms and SLAs across
multimulti--technology environmenttechnology environment

A leading provider of outsourced web hosting and application serA leading provider of outsourced web hosting and application services vices 
for companies conducting missionfor companies conducting mission--critical business on the Internetcritical business on the Internet



Stanford UniversityStanford University

Business challengesBusiness challenges
Stanford needed to reduce IT spendingStanford needed to reduce IT spending
Increased challenges of requiring very responsive with std serviIncreased challenges of requiring very responsive with std service levelsce levels
across multiacross multi--platforms and multiplatforms and multi--vendor environments vendor environments 
Ease the management of multiEase the management of multi--vendor contracts and invoicesvendor contracts and invoices

SolutionSolution
HP provides hardware and software support for over 500 HP, SGI, HP provides hardware and software support for over 500 HP, SGI, Sun servers Sun servers 
and workstations, Seagate, Lexmark and IBM pc devicesand workstations, Seagate, Lexmark and IBM pc devices
Consolidated to oneConsolidated to one
contract and one invoicecontract and one invoice

ResultsResults
Improved response timeImproved response time
and escalation pathand escalation path
Contract manageabilityContract manageability
Lowered costsLowered costs



Vodafone and HPVodafone and HP

Business challengesBusiness challenges
Cut IT support costsCut IT support costs
Increase resources for profit Increase resources for profit 
generating initiatives while limiting generating initiatives while limiting 
recruitmentrecruitment
Measure, monitor and improve Measure, monitor and improve 
effectiveness of IT supporteffectiveness of IT support
Establish strong partnership with Establish strong partnership with 
a world class IT suppliera world class IT supplier

SolutionSolution
HP multiHP multi--vendor support servicevendor support service
ServiceService--based support pricingbased support pricing
Agreed performance levels and Agreed performance levels and 
incentivesincentives
Proactive and preventative Proactive and preventative 
maintenancemaintenance

ResultsResults
Single point of accountability increased Single point of accountability increased 
responsiveness to businessresponsiveness to business
Lower support costsLower support costs
Less downtime and risk of failureLess downtime and risk of failure
Higher user satisfactionHigher user satisfaction
Better visibility and control of support Better visibility and control of support 
qualityquality
Flexibility to deploy resources Flexibility to deploy resources 
wherever neededwherever needed



HP Integrated SupportHP Integrated Support



Why Integrated Support?Why Integrated Support?

Cost savings (operational)
Staff utilization 
Asset utilization
Business management
Accommodating growth
Reduced downtime

Integrated 
support

Consistent service levels
Fast response
Integrated response
One number to call
Accountability

Reduced complexity and improve business flexibility

Focus on core business
Add “real” value to business management
Utilize best practices when available
Focus, focus, focus



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