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 Managing an 
E-Business Infrastructure

 with HP OpenView
Eric Jacobs
InoTech, Inc.

www.inotech.com
800 InoTech
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What We’ll Cover

• The Opportunity
• The Implementation Approach
• Management of E-Services
• Glimpses of What You Get
• Cost, Time, and ROI
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Who We Are
• InoTech: An Overview

– Focus on Network, Systems, and Application
Management Solutions

• Resale/Strategic Partners
• Network, Systems, and Application Management

Consulting
• Operations Management: Sys Admin and NOC
• Management Application/Agent Development

– One of Original 16 OpenView Channel Partners
– OpenView Crystal Award Winner: E-Services Mgmt
– One of Fastest 500 Growing Technology Firms
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Who Are You ?

• Areas of Responsibility?
– Systems, Network, Apps Only?  All?
– Number of Servers ?
– Types of Systems ?

(HPUX, MPE, NT, OTHER)
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Where Are You ?

      4    Value IT/Business Metric Linkage

3    Service Capacity Planning, 
Service-Level Management

2    Proactive Performance, Change, Problem
Configuration, Availability
Management Automation,
and Job Scheduling

1    Reactive Event Up/Down, Console,
Trouble  Ticket, Backup,
Topology, Inventory

0    Chaotic Multiple Help Desks,
Non-Existent IT Operations,
User Call Notification

LevelLevel MaturityMaturity ProcessesProcesses



C
op

yr
ig

ht
 ©

 2
00

1 
In

oT
ec

h,
 In

c.
C

op
yr

ig
ht

 ©
 2

00
1 

In
oT

ec
h,

 In
c.

The Opportunity

The Threshold for Pain for E-commerce Customers

What will end-users tolerate?
• 8 seconds maximum to show something on the page
• 20 seconds to complete the display
• 6 seconds for end user to decide to stay/leave
• 6 mouse-clicks maximum to find the desired information

And if the threshold is exceeded?
• Take their business to a competitor
• Hold on to their money
• Make use of a more costly channel - a call center, the local sales

rep
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The Opportunity

Costs
of Poor Customer
Experiences $4.35 billion per year lost in

total E-commerce sales due to
unacceptable end-user wait
times!

Zona Research
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The Opportunity

The competition is a mouse-click away!

What will it cost your organization ? …..
• If e-shoppers get disconnected in the middle of lengthy sessions?
• If your sales reps and channels can’t get their orders in at month-

end?
• If your clients can’t access your systems to enter their trades?
• If your customers go back to phone support because they couldn’t

access your website?

More traffic means less revenue if customers
click away because of poor performance.
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The Opportunity

Like it or not … You’re at bat

Your Company.comYour Company

Customers Visit
Your Store

Customers Visit
Your Data Center

Electronic
Interaction with
Customers
Unknown
Number of
Customers

Personal
Interaction with
Customers
Known Number of
Customers
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The Opportunity

Like it or not … You’re at bat … and the stadium is full

Your Company.comYour Company

IT (you) ARE the
Business

IT (you) SUPPORT
the Business
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The Opportunity

Like it or not … You’re at bat … and the stadium is full

Your Company.comYour Company

It’s your moment to deliver
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The Opportunity

And to make sure you do … Apply technology and expertise

Your Company.comYour Company
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The Opportunity

So you have an Effective Management System ….

Your Company.comYour Company

Which Clearly and Quantitatively ….
!Proactively Prevents Problems
!Quickly Find the Root Cause of Problems that Occur
!Monitor and Communicate the Health of Your Infrastructure
!Provide Useful Business Metrics to Senior Management
!Monitor and Report SLO and SLA Status
!Monitor and Report Customer Satisfaction Metrics
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Data
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The Challenges

Typical Managed Domain
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The Challenges

• Complex Infrastructure
• Responsibility Without Authority
• Demanding User/Customer Expectations
• IT Front and Center

Good Thing Your Budget Increased …
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Solutions

Operators

Engineers

Users

Customers

Management
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Solutions

Security 

Performance 

Accounting 

Configuration 

Fault 

Network
Devices 

Computer
Systems 

Software
Apps 

Business
Services 

Customer
Experience 
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Solutions

VP Operations
(NNM)
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Web
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Element
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Solutions

ICMP SNMP Agents Hardware/Software
Probes

Software Agents
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The OpenView Family
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The Implementation Approach

(Yeah, right …)
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The Implementation Approach

Iterative Process!
1. Understand Domain to be Managed

• IT Resource Perspective
(Yours and Vendors)

• Business Services Perspective

• Customer Perspective

• User Perspective
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The Implementation Approach

2. Consider Value

•IT Now on Front-Line

•Basic Business Equation

Revenue - Cost = Profit
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The Implementation Approach

3. Consider Revenue

•Ensure/Enhance Customer Experience
(Can’t improve what you’re not measuring)

•Collect Valuable Sales and Marketing Data

•Differentiate Your Organization
(Automated, real-time communication with
customers)

•Stay In Front of Competitors
(Measure customer experience at competitors’ sites)
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The Implementation Approach

4. Consider Costs
(Direct, Indirect, Corporate Valuation)

•Downtime

•Performance Degradation

•Lost Customers/Orders

•Troubleshooting/Corrective Action

•Time To Effectiveness for New IT Ops Staff
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The Implementation Approach

5. Deploy

•Instrumentation

•Technology Integration

•Event Flow, Data Collection and Data Management

•User Interfaces - Ops, Escalation, Mgmt, Customers

•Reporting
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The Implementation Approach

5. Deploy (cont’d)

•Go for High Value/ROI (IRR)

•80/20 Rule: Get the Basics

•Go for the Pain & What’s Important

•Set-up for Success: SMART Objectives
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The Implementation Approach
 Rapid Value and Adaptability …

Technology Deployment
Product Integration

Instrumentation of Managed Objects

Customer Perspective
Organization Objectives

Services and Applications

Workflow
Process

Organizational Structure

Phase 1 Implementation

One Possible Phase 2

Management Solution is …
•Region, not Point
•Constantly Adapting
•Contracts AND Expands

Top Down

Bottom Up

Integrated With Infrastructure
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The Implementation Approach

6. Operate

•People

•Process/Work Flow/Change Management

•Key Performance Indicators/Metrics (Mgmt
System)

•Management of Management System

•Minor Enhancements & Capture Knowledge
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The Implementation Approach

6. Operate - Balance

People

Technology

Process
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The Implementation Approach

7. Quarterly Review

•Changes in Managed Domain (Infrastructure,
Scale)

•Opportunities for Value and Cost Savings

•Key Performance Indicators/Metrics (Mgmt System)

•Last Quarter’s Events, Problems, Outages

•Captured Institutional Knowledge
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The Implementation Approach

8. Quarterly Management System Enhancement

•Additional Instrumentation

•Integration/Upgrade/Patching of Components

•Process/Work Flow Changes

•Training of New Personnel

•Changes to Event Flow, Data Collection, and Data Mgmt
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The Implementation Approach

8. Quarterly Management System Enhancement (cont’d)

•Enhance User Interfaces: Ops, Escalation, Mgmt,
Customers

•Enhance/Expand Reporting
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The Implementation Approach

•  Short, predictable
 implementations

•  Success at each step
 along the way

•  Ability to make course
 corrections as required
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Glimpses of What You Get – Customer Experience
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Glimpses – Customer Experience
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Glimpses – Customer Experience
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Glimpses – Customer Experience
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Glimpses – Customer Perspective
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Glimpses – Integrated Tools
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Glimpses – Integrated Tools
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Glimpses – Business Perspective

Problem in System Infrastructure
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Glimpses – Visualization/Context

Event affecting Webserver (Yellow =
Minor)  What is the root cause?
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Root Cause: CPU bottleneck

Glimpses – Visualization/Context

What else is impacted by 
this CPU bottleneck?
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Glimpses – Visualization/Context

…..By the CPU Bottleneck Impacted Services?
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Glimpses – Institutional Knowledge/Process
Integration



C
op

yr
ig

ht
 ©

 2
00

1 
In

oT
ec

h,
 In

c.
C

op
yr

ig
ht

 ©
 2

00
1 

In
oT

ec
h,

 In
c.

Glimpses – Support Business Strategy
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Glimpses – Real-Time Server Management
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Glimpses – Planning Ahead
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Glimpses – What’s REALLY Going
on in Your Network
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Glimpses – What’s REALLY Going
on in Your Network
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Glimpses – Baseline Data
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Glimpses – Centers of Expertise/
Management Domains
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Glimpses - Reporting
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Glimpses - Reporting
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Glimpses - Reporting
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Glimpses - Reporting
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Glimpses – Management System
Effectiveness
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Glimpses – Management System
Effectiveness
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Glimpses – Management System
Effectiveness
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• Estimated Costs …
– From $75k - $100k to $1.5m - $3m

• Time to Value …
– 1-3 months

• Time to Substantially Operational …
– 3 - 9 months

• Return-on-Investment/IRR
– 10:1 within 12-24 months, IRR 25%+

Cost, Time, and ROI …
(see fine-print)

Typical Estimates for Small to Medium-Large E-Business Infrastructures
Your Mileage May Vary

You Must Take Delivery By December 1, 1998
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Bonus, Extra Value, Slide …
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• The Opportunity
– IT Front and Center

What We Covered
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• The Implementation Approach
– Understand Domain to be Managed
– Consider Value
– Consider Revenue
– Consider Costs (Direct, Indirect, Corporate

Valuation)
– Deploy
– Operate
– Quarterly Review
– Quarterly Management System Enhancement

What We Covered
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• Management of E-Services
• Glimpses of What You Get
• Cost, Time, and ROI

What We Covered
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Questions ? … More Info ?

Huh ?

Is There Going
to be a Test ?

Wonder how
NASDAQ’s

Doing ?

How come I didn’t
get a face ?

Eric Jacobs
ejacobs@inotech.com

800 InoTech


