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Who am I and why am I qualified to talk about this?
• 20 years in IT

• 10 years as a Tivoli customer

• 7 years as member of Tivoli user group

• 2 years working for a Scottish bank

• Currently responsible for rolling out a new Tivoli based monitoring 
solution to 10,000 servers



Economic turmoil is changing the way we do business



The typically sedentary CEO is looking to IT to save money



Flat budgets and changing business requirements

Source: IBM market Intelligence, Service Management in an Uncertain Economy, January 2009



CIO’s forced almost at gun-point to reprioritise



Providers of IT services can no longer afford to focus on technology and 
their internal organisation, they now have to consider the quality of the 
services they provide and focus on the relationship with customers

The good old days Now



Top priorities for IT project investments
How has the current economic/business environment impacted projects in the following IT areas?

Source: IBM market Intelligence, Service Management in an Uncertain Economy, January 2009



CIO’s left with difficult decisions to make



Key business drivers for service management projects
What is the key business objective for the service management programs/projects you are continuing, expanding or 
initiating?

Source: IBM market Intelligence, Service Management in an Uncertain Economy, January 2009



Common patterns for service management projects

Objective Approach Priority Projects
Improve the 
quality of IT 
services

• External provider for process 
design improvements

• External provider for software 
implementation

• Event management and monitoring
• Incident, problem and service desk
• Improvements in governance of service 

management
• Service catalogue and service requests
• Service level and availability

Reduce or 
control costs

• Internal process design project
• External provider for software 

implementation

• Chargeback and accounting
• Asset and configuration management
• Performance and capacity management



Top inhibitors to ROI from service management projects
Do you expect the following factors to inhibit your ability to achieve the desired business value/ROI for your service 
management programs/projects

Source: IBM market Intelligence, Service Management in an Uncertain Economy, January 2009



Most IT organisations have to reprioritise
Peer-driven recommendations 

1. Improve the quality and reliability of IT services 
that enable business workforce productivity 

2. Prioritise smarter ways of doing things and 
technology consolidation 

3. Revise measurements and reporting to stress 
business-driven outcome metrics, costs and 
business value 

4. Change focus from technology and optimised 
subsystems to optimisation of IT-enabled 
business activity 

5. Apply some investments to tactical quick hits— 
but also make progress on longer- term service 
quality inhibitors 

In an economic downturn, 
CIOs are prioritising their 
investments to help optimise 
IT-enabled business services. 

Peer-driven recommendations 

1. Improve the quality and reliability of IT services 
that enable business workforce productivity 

2. Prioritise smarter ways of doing things and 
technology consolidation 

3. Revise measurements and reporting to stress 
business-driven outcome metrics, costs and 
business value 

4. Change focus from technology and optimised 
subsystems to optimisation of IT-enabled 
business activity 

5. Apply some investments to tactical quick hits— 
but also make progress on longer- term service 
quality inhibitors 



CIO’s need to be tactically strategic



Next gen CEO’s will look at IT as a profit centre not a cost centre
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