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Business & IT are aiming to improve IT Service Efficiency and
Value through a mix of common initiatives

Virtualization of Drives lower capital
Hardware requirements

Utilization of Virtualized en.V|ronments.
Infrastruct only get benefits of scale if
ITastruciure they are highly utilized

Infrastructure
Leverage

Clients who can “serve
Self Service themselves” require less
support and get services

Automation of Take repeatable tasks and
Management automate

Labor
Leverage

More complexity =
less automation possible =

Standardization of
Workloads people needed
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These initiatives are leading to an IT environment that
will consist of a mix of co-existing delivery models

Enterprise

-« L |

Service Integration € »  Service Integration € » Service Integration

Traditional Seprivate Cloud Public

Enterprise IT Clouds

Hybrid Cloud

IT portfolio aspects migrating to different delivery models today:

= Mission Critical » Test Systems » Variable Storage
= Packaged Apps = Pre-production = Software as a Service
» High Compliancy = Developer Platform = Web Hosting
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And those delivery models will be used to deliver a mix
of increasingly standardized & commoditized IT services

Collaboration CRM/ERP/HR

Business o Industry
Processes Applications

Software as a Service Iﬁ

Web 2.0 Application Java
Runtime Runtime

BN Development

Tooling

Middleware

Database

Platform as a Service

Data Center

Servers Networking Fabric

Storage

Shared virtualized, dynamic provisioning

Infrastructure as a Service
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But each layer of those services is dependant upon
guality services provided in the layers below it

Collaboration CRM/ERP/HR

Business R Industry
Processes Applications

Q Software as a Service Q

Web 2.0 Application Java
Runtime Runtime

BN Development

Tooling

Q Platform as a Service @

Data Center
Fabric

Middleware

Database

Servers Networking Storage

Shared virtualized, dynamic provisioning

Infrastructure as a Service

... these relationships must be architected and managed
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The role of the CIO is moving more to “integrator”, as (s)he has to
Integrate various delivery models in order to deliver business

services
Business = ﬁ h \
[ Business Services N\
IT Department ¥ cio
- = K
H m Traditional IT
‘ —_
Platform Infrastructure | Softwarg I I
as a Service as a Service asa S{arwce j
[ \

Shared Brivate Cloud Public Cloud Public Cloud
— —— —
— e E—
Vendor A Vendor B Vendor C
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IBM recommends a Roadmap to transform the IT
services to achieve desired benefits & value

Virtualisation D Standardisation D D Self Service

With "‘.‘ With"‘.‘ Wlth".".‘ With .".“.‘

= Enables flexibility = Simplification Low human User in control
= Increase utilisation = Few configurations involvement " Cos_t and usage
= Energy efficient - Enables : izpr:g O(L?Efg'tment& choices 4 visibil
* Infrastructure " Easier support = Improves compliance

abstraction . Without
* Physically con_stralned " Physically = Manually intensive availability of data
= Capital intensive constrained = Skill dependent centre staff
= Hard configuration - Many _ = Error prone = Lack of awareness
= Linked to PO process configurations = Costly

EED) D) D) EID) CIIm) EmEn)

I 2 010 ‘ & Meet the people who can help 5
Se ’ C advance your infrastructure



based on a Consumer /

der framework for these new del

IS

and an architecture that

dels

ivery mo

Serv
Request & Operations

Prov

Service
Creation & Deployment

Service

Provider

ice

ice

/  Serv

Planning

inition
igura

Publishing
Fulfillment
tion

& Confl

Tools

ice
ice

Service Reporting
& Analytics

Service Defi

Serv
Serv

End Users

Operators

.

-
=

i bl

G
@

-
.

-
-
=

.
|
-
-
=

|
.
.
-
=

-
-
-
-

=

E%E;ééi%iﬁi
e
-
-

=
-
-

et
.
.

oo
-
-

¢
-
-
=

£
-
-
=

.
-
-
=

-
-
-
-
- .
&
-
-
-

b
-
=

e
.
.

"
-
-
-
=

xagggx

-

-
-
=

.

.

-
-
-

-

-

-

. @ @
s

CES

e

Interfa

o

xaxaxaxaix S

Egiﬁiiﬁfigfffigi

R ————

...

]

EEE————————————eeeed

-

-

Role-based

-
.
=
.

&
.
.
=
.

-
E§§§§§§EE!§§;E5 %5
. i

-

.

=

.

.

-
-
&
|
-
-
.
=
.

SE—————
-

.

-

-

e

o

.

S

.
.

-

t

.
-

-
-
.
.

S

.
.

-
.

s

.
.

.

S
.

-
.
.
.

| 7

advance your infrastructure

o
=
3
i
=
a
£
oF]
o
3
=




The Service Provider - Consumer Architecture runs on an Integrated

Service Management Framework

( service [ Service Provider N[ service )
Consumer Developer
5
53 . Software-as-a-Service e.g. Lotus Live é
) @ C .
& Service 91}‘3 5 Services Platform as-as-Service - e.g. Desktop Cloud 3
User Q" — — ——  —— —— ——— —— — m
0 Infrastructure-as-a-Service - e.g. Compute Cloud 2
o
[ Virtualized Infrastructure — Server, Storage, Network J §
s |
Common Delivery Platform
Consumer BSS Offering Mgmt Customer Mgmt Pricing / Rating
h Business Business . : Developer ﬂ
Manager Support Order Mgmt Entitlements Subscriber Mgmt
Services . - —_— .
Accounting & Billing Invoicing Peering & Settlement 0 -
- - @ )
@ SLA Service Offering 2 5
cgbl el S Reporting Catalog g %
& Cor_lsymer 8 Metering Reporting & Analytics o %
Administrator U o) =1
% 0SS Operational Console Service Delivery Catalog | Service Request Mgmt % Service Def. & m
@ o Developm.. Tools § I3
< Operatio Service Definitions Service Automation Mgmt g 8
I Support > g
W a_: Services Provisioning Configuration Mgmt Image Lifecycle Mgmt g =
Q
S Incident, Problem ; -
Monitoring & Event Mgmt & Change Mgmt Service Level Mgmt
Continuity Mgmt, ; 2
Backup / Restore Asset Mgmt Capacity, Perform. Mgmt
Virtualization Mgmt
Customer mage Creation
In-house IT ) ) Tools
Service Provider Portal ]
Service Business Manager ‘ & Service Operations Manager
\_ ) \\ Security & Resiliency /J \_ )
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Organizations are making some progress with documenting the
processes in ITIL v3

Strategy

Transition

Operation

Continual
Improvement

Service Strategy

Service Portfolio Mgmt

Transition Planning &
Support

Monitoring & Event Mgmt

Measurement & Control

Market Intelligence

Service Catalog Mgmt

Change Management

Incident Mgmt

Service Measurement

IT Financial Management

Service Level Mgmt

Service Asset and
Configuration Management

Request Fulfillment
(standard changes)

Service Assessment &
Analysis

Service Portfolio Mgmt

Capacity Mgmt

Release & Deployment

Problem Mgmt

Process Assessment &
Analysis

Demand Management

Availability Mgmt

Service Testing and
Validation

Access Mgmt

Service Level
Management

Risk Management

Service Continuity Mgmt

Evaluation

Information Security Mgmt
(ISO 27K, I1SO 20K)

Knowledge Management

Supplier & Contract Mgmt

Deployment,
Decommission & Transfer

Processes

Organizational Change &
Communications

PulseANZ20107% 5%

Technology
Management

Application
Management
IT Operations |
Management i

Facilities |
Management i

Improvement Planning
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But ITIL v3 also introduced the concept of a Service
Lifecycle for the management of services

iStrategy

Business

Requirements
Definition

' Evaluation
e
i

Procurement

Operation
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The new IT service delivery models introduce a new set of

challenges that must be managed in the Service Management
Framework

L)

v
‘ Tomorrow  §& H
yYv .

We Have Control! Who Has Control?

It's located at X. Where is it located?

It's stored in server's Y, Z. Where is it stored?

We have backups in place. Who backs it up?

Our admins control access. Who has access?

Our uptime is sufficient. How resilient is it?

Pulse ANZ2010% 4 i
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New delivery models will bring significant business

benefits
* More responsive provisioning of services to meet business needs

* Reduced development and test costs due to more standardized
services

* Reduced infrastructure costs through virtualization and higher
utilization

* Improved IT service continuity through redundancy and fail-over,
Improved backups, etc

... but without appropriate service management there
are some significant risks

« Capacity requirements may grow exponentially if requests are not
appropriately managed

e EXxperience is showing that while operational costs initially decrease,
after a while they can increase significantly due to the high costs of
managing a more complex environment

« There will be additional complexity in security and governance

P I ANZ 2010 ‘ F’ Meet the people who can help
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So, everything that has been done previously In
IT Service Management is still valid and
iImportant ...

... but the world is changing, and new delivery
models will require the implementation of a
Service Lifecycle to manage the new services

PulseANZ2010% ¢ e
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Some Service Management considerations for

new delivery models

« Security

— How will enterprise services provided
by a third party be secured in
accordance with enterprise security
requirements?

 Identity & Access Management

— What are the processes for
provisioning IDs and managing access
for services provided by a third party?

— Is there a common function for
provisioning IDs and access?

— Is single sign-on feasible, or are there
numerous logins for a user?

* Request Fulfillment

— How will requests be fulfilled for third
party services? Are the service
catalogue and service request systems
integrated across multiple delivery
models?

PulseANZ20107%, "

(1)

 Change & Release Management

— How are change and release
management policies affected by self
service and automated provisioning of
new environments? What controls are
required?

« Configuration Management

— How are services that are provided by
alternate delivery models recorded in
the CMDB?

 Virtual Server Operations

— How are both physical and virtual
servers monitored?

— What is the strategy for event
management across all layers of the
infrastructure?

Meet the people who can help
advance your infrastructure
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Some Service Management considerations for

new delivery models (2)
 Demand & Capacity Management * Financial Management
— How do you plan for capacity in an — Virtual server farms and Private Clouds
environment where requirements are require significant initial capital
provisioned more dynamically / investment for infrastructure that is not
automatically? yet “sold” to the business (unlike
— What are the rules for de- traditional models for funding projects).
Commissioning a service or How will that initial Capital cost be
environment? (2 years to de- funded?
commission a test / dev environment?) — What is the model for metering and

charging for services? What are the
cost components of charging
(infrastructure, utilities, IT labor, etc)?

services provided through alternate — How will a virtualized environment or
private cloud become self-funding so

delivery models? : )
that it continue to grow and
* SLM & Vendor Management progressively replace traditional

— How will you manage the SLAs, OLAsS environments?
& Underpinning Contracts for services
that have hierarchical dependencies?

P I AN Z 2 010 ‘ F Meet the people who can help
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« Availability & Service Continuity

— What is the strategy to provide high
availability and service continuity for
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Therefore Service Management scenarios must be
Integrated with, and based on the service delivery
models

Management of
Virtual Operations
& Cloud services

ﬁ Monitoring,
Demand &

IT OV Capacity Mgmt

Service Delivery

Manager SLM, Supplier
Mgmt &
Charging

Change, Configuration &
Release Management

|

Integrated
Service
Delivery

User
Request-Driven

o

Provisioning T Owner

%

Subscriber

Identity

Federation and
Access Mgmt.

Service Designer

Deployment of /
Virtualized

Infrastructure

PulseANZ20107% 4

Process Platform
Virtual and Physical
Resources

Optimize Data Protection
Virtual Operations and Recovery
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As Business Leaders and CIOs become “Integrators” they
need the tools that provide Visibility into operations

85% of CEOs Require More Insight into their Businesses
Source: IBM Global CEO Study 2008

PulseANZ2010% 5 Mect v pcpe o cantily |
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Business Service Management (BSM) Provides Process Visibility
ClOs & Business leaders gain real-time visibility into processes

Real-time information consolidated into ClOs & Business leaders monitor
customizable dashboards process KPIs and receive alerts

S, Rty [ vt T | s (CTeILY ]
v ramiain e g Adr | Miud | Aaim L) . T )
* aien, Tossn [ [Lreap - L) -

B et ST B
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Achieve End-to-End Process Visibility
Understand, monitor and explore the state of business operations

External Information
Information affecting
business service performance

T ——r— |

Collaboration e - Business
Share metrics and BT s Impacting Alerts
models with teams —— == e . Notification of situations
to resolve situations S — T TP that require response
= e |
— s (T
A 18 =1 0 | s
: u“-’:"—m- . ar ...,:_:_,h_, E - Eg il 4 & u .:- . P A
Process Metrics ol ‘ : Reports & Analyses
Key Performance Indicators ' : - Understanding trends by
for business services combining multiple KPI's using

historical information
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“See and Respond” Service Visibility Helps Manage & Improve Operations

TN
| V‘iﬁw: | All tasks Welcome tipadmin Continuously
' improve ke
[E=RE! | | service ava... - P Y ecndion— ™
business :LJ
| - fa . ~
. 4 Desktop services ;
Identlfy health’ ;Ser\rice Tree L Py S I:IJ | Service Viewer [ S |
events, m_ake | state [T —~
smart choices R 2 Understand up-to- X EEE?
25 o ;| ExchangeTrading L) minute business b 1 B re
= Users and Groups | Oninapenmend @ performance by Detect, respond
« Administrative User Roles By 2T > monitoring KPIs J rapidly to business
* Administrative Group Roles g Londen g Impact situations
= Manage Users EE New York o y /f
© Manage Groups = EE Tokyo 5 ] // :
Troubleshooting E ET_CancelCrder O/;) 3
=) Administration ET_ChangeOrder 9 3
& TIP Charts Q ET_Ewecut...Order Q ")
» Senice Administration Q ET_Execut...Order [ o) : |
Event Management Tools | ET_Getquote & <] L L—-.-H '1" L (] |Fa ¥ . v
B Spiiexs : El FT fnain A e | |5l 2]
Availability 4 i] 1l | |L| | Status refresh in 126 secands... =
Events £ ] il " >
“ Senice Availability | Urgent Services ty ? _ [O|| Service Details Ly T SRR 1|
= Reporting (‘-&] vi \ SLA Events Rules
= CommaniReporing Sarvice State Last Changed :
Troubleshooting and Support ET_Convart o " 7/28/08 505 AM h%ps:h.’n«travel:lssmma e | ) )
Dashboards ET_ExecuteSellOrder e ] 8/08 9:05 AM & 0 @ @ K 4 - 1 : : ’ h b M
ET_CheckAccountBala 0
ET_Transfer o
ET_ChangeOrder [} 7/28/08 3:05 AM : ,
ET_ChangeOrder i ] 7/28/08 9:05 AM AI[0/0] |
. ET_ExecuteBuyOrder 7/28/08 9:05 AM . tipadmin rxrtravel:16316
Customize e . Solve the primary
ET_Lagin [} 7/28/08 3:06 AM
dashboards Business Impacts
- first
» Credential Store i
= Change Your Password E = = = R B! M

< I | [] 21 — v B
PUI ﬁ Iii Z 2()10—? ) Meet the people who can help o
Se r ¢ advance your infrastructure



Where to Begin:

1. Establish a Service Management Strategy and Architecture for the
Provider — Consumer environment

Benefits Main recommendation: Define a business
= Faster service delivery with agreed and well centric service strategy focused on business
= services, standardized flexibility and demand
understood qualities driven value based pricing

» Business expenses follow level of value creation

= |T investments follow business demand and
revenue generation 120%

Consumption

Opportunities 100%

« Service Strategy: definition of standardized
Services to allow responsiveness and pay per 80%
use

« Service Catalog: agree with the business to
move towards standardized business services

* Optimized Demand Management based on
standardized and tailor made business

80% ]
Corridore

»

Period 1 Period 2 Time'

Where to start:

services » Discuss benefits with the business
« New Pricing Model provides flexible pricing ) gg{:’;ggbusmess services for your Service

 Initiate innovative pricing schemes

P I ANZ 2010 ‘ W Meet the people who can help
u Se " C advance your infrastructure



2. Integrate specific features of the delivery model into the Service

Management framework

Benefits

= Creates a manageable demand/supply chain for
IT services

» Enables increased control of service quality,
service cost and service risk

Opportunities

* Integrate an optimum mix of internal and
external (multiple vendors) IT services

« Alignment and management of Underpinning
Contracts

» Establish Information Security Management

* Enforces standard service development
through Enterprise Architecture

* Revise SLA metrics to reflect new types of
services

* Pricing Model will have to cover all IT services

in hybrid delivery model

PulseANZ20107% 5%

Main recommendation: introduce the “Strategic
Service Integrator” function to combine all IT
Services into one portfolio of balanced
business services

‘ Enterprise Business Units H Enterprise Bysiness Units H Enterprise Business Units ‘
T 1 T

Retained IT ¥ v

Strategic Service Integrator
[ customer Vendor Portfolio [ Business value creation |

[ sowers | svaewy 1 I T oo |

x
; v
Operational Integrator
Account t & Demand J

T | Policies & Sta

ndards
|[_Design Authority ][ Regulatory ||| [ Business IT ] [ Supplier
en

Transformation Management

Deployment
Solution Development Strategy Management
§ Portiolio

Transformation  “Chan,

ooooooooooo

Test Data Centre App.
Management Ops. Hosting

Scope of Operational Integrator R

Where to start:

* Optimize management of current Enterprise
Service Providers

 Revise SLA’s to reflect Business Services

* Improve impact of Enterprise Architecture
deployment (standardization)

« Conduct Service Readiness Tests to ensure
ability to provide management and support
for new delivery models

Meet the people who can help
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3. Manage Service Delivery in accordance with the selected service

delivery models

Benefits
» Professionalizes Service Operations

= j.e. Service maintenance capabilities are part
of service design

» Cost reduction and improved reliability through
automation and external provisioning

Opportunities

* Focus on delivering integrated Business
Services

* Automation of operational processes;
requires high level of maturity of these
processes

* Enhance governance for Operational
processes, optimize organizational
structures, implement skill patterns

e Optimize infrastructure management
processes like Availability & Capacity
management, Risk Management, IT Service
Continuity Management and Asset
Management

PulseANZ20107% 5%

Main recommendation: Use Continual Service
Improvement to improve the Visibility,
Control and Automation of the Services
environment

SCOR Mode!

Where to start:

* Measure process efficiency and
effectiveness through KPlI measurement and
reporting

* Implement BSM to provide visibility and
control of the environment

* Manage external suppliers through SLAs
and vendor management

* Initiate service improvement initiatives to
improve efficiency and effectiveness:

— Examine opportunities for automation

Meet the people who can help
advance your infrastructure
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Trademarks and disclaimers

Intel, Intel logo, Intel Inside, Intel Inside logo, Intel Centrino, Intel Centrino logo, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are
trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries./ Linux is a registered trademark
of Linus Torvalds in the United States, other countries, or both.

Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft Corporation in the United States, other countries, or both. IT
Infrastructure Library is a registered trademark of the Central Computer and Telecommunications Agency which is now part of the Office of
Government Commerce. ITIL is a registered trademark, and a registered community trademark of the Office of Government Commerce, and is
registered in the U.S. Patent and Trademark Office. UNIX is a registered trademark of The Open Group in the United States and other countries.
Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both. Other company,
product, or service names may be trademarks or service marks of others. Information is provided "AS IS" without warranty of any kind.

The customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have
achieved. Actual environmental costs and performance characteristics may vary by customer.

Information concerning non-IBM products was obtained from a supplier of these products, published announcement material, or other publicly
available sources and does not constitute an endorsement of such products by IBM. Sources for non-IBM list prices and performance numbers are
taken from publicly available information, including vendor announcements and vendor worldwide homepages. IBM has not tested these products
and cannot confirm the accuracy of performance, capability, or any other claims related to non-IBM products. Questions on the capability of non-IBM
products should be addressed to the supplier of those products.

All statements regarding IBM future direction and intent are subject to change or withdrawal without notice, and represent goals and objectives only.

Some information addresses anticipated future capabilities. Such information is not intended as a definitive statement of a commitment to specific
levels of performance, function or delivery schedules with respect to any future products. Such commitments are only made in IBM product
announcements. The information is presented here to communicate IBM's current investment and development activities as a good faith effort to
help with our customers' future planning.

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual throughput or
performance that any user will experience will vary depending upon considerations such as the amount of multiprogramming in the user's job
stream, the 1/O configuration, the storage configuration, and the workload processed. Therefore, no assurance can be given that an individual user
will achieve throughput or performance improvements equivalent to the ratios stated here.

Prices are suggested U.S. list prices and are subject to change without notice. Starting price may not include a hard drive, operating system or other
features. Contact your IBM representative or Business Partner for the most current pricing in your geography.

Photographs shown may be engineering prototypes. Changes may be incorporated in production models.
© IBM Corporation 1994-2010. All rights reserved.
References in this document to IBM products or services do not imply that IBM intends to make them available in every country.

Trademarks of International Business Machines Corporation in the United States, other countries, or both can be found on the World Wide Web at
http://www.ibm.com/legal/copytrade.shtml.
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