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Time to Make Shoes for Cobbler’s Children
“Arise Awake and Stop Not till the Goal is Achieved”

How  it  w as 
supported

How  the custom er 
w as billed

How  the 
consultant  

described it

How  the 
program m er 

w rote it

How  the analyst  
designed it

How  the Sales 
Person 

understood it

How  the 
custom er 

explained it

How  the project  
w as docum ented

W hat  operat ions 
installed

W hat  the 
custom er really 

needed
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Industry Gap – Our Customer’s Viewpoint

Compliance
�Regulations 

�Security

�Audit capabilities

Complexity

�Heterogeneous resources 

�Organizational silos 

�Composite applications

Change

�Market  demands

�Workloads

�Service levels

Cost

�Management
�Administ rat ion

How do I Bridge the 
gap!!!

Tool Solutions
My Tools will solve all

your IT problems!!!

Process Consultants
World Class Processes are the 
m ust ! !  Operat ions will follow

Compliance Guidelines
If you don’t Comply,
Regulator Dinosaurs 

Will make life miserable!!

How Do I get End to 
End Service 
Assurance!!!!
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Core business Processes

Business enablement

IT Foundation

IT enablement 

IT Process Framework

Business of IT

Core
Business

IT Management Tools

Management Tools are an enabler for the business of IT ! 
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Want IT to Business Alignment ???
First “Run IT like a Business”

Business Objectives & Goals

Business Strategy

Management Process

Delivery Process

Business Process

Suppliers

Consumed 
Business 
Services

Offered Business 
Services

Customers

People

(Roles/Job)

Other Assets

(Brand, 
Capital)

IT Support

(Automation, 
Infra, 

Applications)

IT Objectives & Goals

IT Strategy

Control Process

Delivery Process

IT Business Process

Suppliers Customers

People Tech.Process

…an IT Service Delivery Business
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The Fundamentals of IT Business

Standards based 
Infrastructures

Virtual &
Automated 

Infrastructures

Service Oriented 
Architectures

TECHNOLOGY

Integrated 
Operations

Standardization Automation

Integrated Tools

Business  Service 
Monitors

Common Operating
Environment

ITIL/CoBIT ASL
Aligned

Higher
Off-shoreability Index

TOOLSPEOPLE

PROCESSES
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HCL ITSA™ Framework – “Run IT Like a Business”
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HCL “ERP for IT” Blueprint
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Cost Reduction, Risk Management , Visibility and Compliance
The Next Big Thing

Leverage 
Globalization

(Cost savings: 20-30%)

1

Optimize 
Operations

(Headcount reduction by 
15-20%)

2

Unified SLAs 
(improving MTTR by 15-20%)

3

S
tan

d
ard

s &
 C

o
n

tro
ls: IS

O
 27001 B

S
7799

B
es

t 
P

ra
ct

ic
es

 :
 IT

IL
v3

, I
S

O
20

00
0 Help Desk Support End User Response Time

Server Support Database SupportNetwork & Security  Support

Monitoring & 
Administration

Problem 
Resolution

Performance 
Management

Application Availability

End User Level Support

Vendor 
Management

Patch Upgrades & 
Data Migration

Infrastructure Level Support

Application Level Support
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Integrated IT Operations: The Why

Infrastructure 
Management

Application 
Management

Business Process 
Management

Data Center Facilities

Networks

Servers Desktops

Help 
Desk

1st Level

2nd Level

Application Base Level Services

Functional Support & Maintenance

Process Support

Competence 

Center

Key Users

Operations 

Support

Application Support

Business Support

Application Base Level Services

Operations 
Support

Application
Operations

Operations
Competence

Source : Gartner

-24 x 7 real time ops - ITIL rather than CMM - SLA driven

- Ticketing Tools - Closer interaction with Infra
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Integrated IT Operations: The What

Integrated Tools Focus on ITIL 

SLA driven 24 x 7 support

� At least 20% reduction in number of L2 resources for both Apps and Infra 

� At least 15% reduction in Operations team and with lower skills resulting in a cost saving of over 20 %
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Integrated IT Operations : The How
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Help Desk
Incident/Problem/Change

Enterprise Support Center

Apps  Landscape

IOMC Team

SOPs
Knowledge

Base

End User Community

E-mail 
Web 

Phone

Client Retained Org III rd Party Vendor Onsite  Team

Resolve all common enterprise 
incidents via Live support & Remote 

Desktop Control

Application CoE
(L3 Support)

Infrastructure CoE
(L3 Support)

Application Services Center
(L2 Support)

Infra Services Center
(L2 Support)

Faster Triage of end-user calls to identify root cause 
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Event 
Management

Incident Management

Problem Management 
Availability 

Management Service 
Level Management

Capacity 
Management

Change Management
Release Management

Enhancement/ code 
Fixes 

Problem Management
Change Management

Service Desk Level 1 End User Support
GMG Level 1 Cross Functional Incident 

Management

Account 
Management

Non-IT 
Helpdesk

Remote 
Desktop 
Support

Apps. 
Helpdesk

Critical 
Incident 

Management

Service 
Improvement

Service 
Readiness

Server 
Support

Storage 
Support

Collaboration 
Support

Database 
Support

Middleware 
Support

Network 
Support

Telecom 
Support

Desk-side 
Support

Application 
Operations

L
 3

Build Team
(Project Education)

Admin, HR & Financial 
Processes 

(Process Definition)

Design Team
(Engineering)

Cross Functional Services

AS /  4 0 0 W eb Tech JDE B1

Applicat ion Developers

End User
Managed Infrastructure
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Integrated IT Operations - Proactive Visibility

Business Transaction 
Monitoring

Application 
Monitoring

Infrastructure 
Monitoring

Step 1
Login 
and 

Password

Step 2
Create 

ASN

Step 3
Choose

SA release

Step 4
Select 
Items

Step 5
Feed in Invoice

Date, qty

Step 6
Create ASN

Dialog Processes

• Dialog response time

• Network time

• Std. response time

• Users Logged on

Background Processes

• Syswidequeuelength

• Utilization

• NoofwpBTC

• Program errors

• Aborted jobs

Database & Buffers

• Directory used

• Space used

• Wait Time

• Hit ratio

• Swap

System Errors

• ABAP short dumps

• Aborted Batch jobs

• Update Errors

• Syslog msgs

Servers
UNIX
z/OS

WINTEL

Networks
LAN
WAN

Database
Oracle
DB2
SQL

Storage Desktop
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First Step to BSM is to Integrate IT Operations

0-6 months 3-12 months 3-24 months

� ITILv3 based ITSM

� IT Process Automation

� De-skilling 

� SOP & Knowledge Mgmt

� Integrated Apps Release 

Mgmt

� Service Catalog

� Datacenter Consolidation

� Platform & Apps Virtualization

� Client Computing Optimization

� Datacenter Automation

� Business Service Management

� ITSM Assessment
� Increased Remoteability 

through Tools
� Centralization of services for 

all computing blocks across 
service tracks

� Unified Global Monitoring
T

C
O

Time Line

Centralization

Standardization

Optimization
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In Summary

Integrated IT Team

Standardized ITIL Based Processes

Engineering vs. Operations

Integrated Tools

Guaranteed Integrated SLAs

Benefits 

` Accountability for both applications & infrastructure
` Highest Level of Incident Ownership

` Lower unplanned downtimes
` Improved First Call Resolution rates

` Clear demarcation 
` Freeing high skilled personnel for engineering/research activities

` Reduction in FTE due to automation
` Proactive approach 

` Common SLA across Apps and Infra
` Measurement and Improvement

Lower Operating Costs

` Can achieve up to 10-15% lower cost of operations at this level
` Cross-skilling of manpower
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Visibility:  
See your 
Business

Control:  
Manage your 

Business

Automation:  
Improve your 

Business

Respond faster and 
make better decisions

Manage risk and 
compliance

Lower costs and 
build agility

IBM Service Management - Core Tenets
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IBM Service Management - Approach

How does this relate 
to the business 

service?

Service Management PlatformService Management Platform

What’s happening 
with the

infrastructure?

What actions
do we take?
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IBM Service Management
Integrating Operational Management and Process Automation

OtherNetworkNetworkSystemsSystems SecuritySecurityApplicationsApplications VoiceVoice MainframeMainframe StorageStorage BusinessBusinessWirelessWireless Enterprise Assets

�Dependency Collection�Discovery & Inventory �Situation, Event & Performance Monitoring
�Provisioning & Software Distribution �Usage & Accounting �Licensing �Security & Compliance

External Discovery, Data, Event, Asset, License, Contract, Service Desk & other sources 

CMDB

Domain-Specific Management

Performance Application Network Security

Transaction System Mainframe Storage

Business
Service

Management

Cross-domain Correlation, 
Topology & Analytics

Service-centric 
Modeling, Impact & RCA

Consolidated Operations
Management

Configuration &
Asset Management

Authorized & Actual

CI, Asset

Process Governance & Automation

Automated Processes for Asset & ITIL-based 
processes (IPC, Release, Storage), run book & 

task automation

Service Catalog & Fulfillment Management

Industry & process solutions integrating Service Design, Transition & 
Operation across IT assets, resource configuration & provisioning, 

licenses, procurement
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Integrated
Components

User Interface
Launch-in-Context

Reporting
Security

Deployment
Health
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Delivering Value with IBM Service Management
Architected to deliver visibility, control and automation

IBM Service Management

Best Practices and Services

Development
Efficiency

Software Delivery

Process Management

Operational
Management

Service Delivery
and Support

Service Management Platform

Optimized Infrastructure

Accelerate tasks and 
improve effectiveness:

Automate development 
and delivery tasks

Bridge silos and reduce 
friction: 

Provides a collaborative 
team-based software 

delivery platform to 
reduce friction

Visibility to information & 
service context:  Service 
delivery and support 
platform serves 
as the foundation for 
automation

Receive service context:  
Operational management 
products deliver task level 
automation

Enable service priority and leverage best practices:  Process 
management supports organization alignment with business 

goals

Gain insight, establish best practices: Identify 
opportunities for added efficiency, business 

value and growth

Optimize:  flexible, reliable, available, 
and secure infrastructure
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IBM’s Approach in Building Service Management Capabilities

People
� Job roles and teams
� Skill requirements
� Job descriptions
� Performance indicators
� Staffing levels
� Resource acquisition
� Training curriculum
� Staff training

Process
� Policies and governance
� Process design
� Detailed workflows
� Technology and 

information requirements
� Workflow implementation
� Procedures

Information
� Information requirements
� Data model
� Information flows
� Interfaces and integration
� Measurements
� Reports

Technology
� Technical architecture
� Tool evaluation and selection
� Tool installation
� Development environments
� Customisation and integration
� Testing
� Deployment

Well trained people, armed with the right information, 
executing well defined, technology-enabled processes will 
deliver high quality services to the businesses they support.
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� HCL is an IBM Global Solution Acceleration Initiative (GSAI) partner

� HCL is a global IBM Service Provider (MSP) partner

� HCL’ internal IT is one of the largest deployments of Tivoli & other IBM software in 

India

� IBM Tivoli Netcool® is a key component in HCL Service Delivery Platform (MTaaS™)

� HCL has extended IBM Tivoli Netcool® integrations to multiple 3rd party software 

technologies & platforms

� HCL has Center of Excellences (CoE) on the following IBM technologies:

� Tivoli software

� Rational software

� WebSphere software

� DB2 & FileNet software

� Power-PC advanced engineering

� z-Series (z/OS,OS/390) & i-Series (OS/400)

HCL & IBM – Partnering for Success
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Questions or Comments?

kalyank@hcl.in
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