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

How the How the Sales How the analyst How the How the
customer ] Person 11 designed it | programmer 1 consultant ]
explained it I understood it wrote it described it

How the project What operations How the customer How it was What the
was documented installed was billed ] supported customer really
needed
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Industry Gap — Our Customer’s Viewpoint

How Do | get End to How do | Brldge the
End Service gap!!!
Assurance!!l!

» Heterogeneous resources

» Organizational silos

Compliance Guidelines
If you don’t Comply,
Regulator Dinosaurs

Will make life miserable!!

» Composite applications

» Regulations

Tool Solutions

My Tools will solve all
your IT problems!!! {\
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» Security
» Audit capabilities
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Management Tools are an enabler for the business of IT !

Core business Processes

Core
/ Business

Business enablement

Business of IT

IT enablement

IT Management Tools

IT Foundatio

IT Process Framework

|
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Want IT to Business Alignment ?7??
First “Run IT like a Business”

IT Objectives & Goals

Business Object v« = IT Strategy
Control Process

Business ¢ Suppliers Customers

ﬂ IT Business Process

. Managemelri: = oo :
Suppliers Delivery Process

Consumed
Business
Services

Delivery Process

= 4

IT Support Other Assets

..an IT Service Delivery Business

TTTITCR, \IMPILMII

Applications)

__Pulse .
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The Fundamentals of IT Business

Common Operating ITIL/CoBIT ASL
Environment Aligned
PROCESSES

Processes

Higher

<! Integrated Tools
Off-shoreability Index

Integrated PEOPLE

Operations

TOOLS Business Service

Monitors

Technology

Standardization Automation

TECHNOLOGY
Standards based Virtual & Service Oriented
f Automated Architectures
Infrastructures Infrastructures
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HCL ITSA™ Framework — “Run IT Like a Business”

Yar l,l\.

e +r||

Transitian nerohons MproYamen

T Process Business
Functions Business

Technology

HCL Visibulity & Service Automation

(Quality of Service)

End Usar Operations & MNetwork IT Security Apl:uhc'_;]l-c-rm TE!Ei'Il"njl-ﬂ-l_Z_]',-
Computing Data Center dervices Services Operohons Consulting

*e

qu!'mir'i

Technology

Domains
ﬁ
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HCL “ERP for IT” Blueprint

Self Service Portal IT Service View BSM Layer

SOA Management

Service Registry

_'f‘forma‘_ion SeFur“Y Unified SLM Workflow & Task Automation

Policy Management
Contract Management

Service & App  Service Reference & Process Standardization Workload Metrics
Performance Level Benchmark Auditing Diagnostics
Management Management Data

Business Processes
- Metadata
Federation & Integration

Architectures

Event & Service

Cross Domain Correlation |mpc|C1’ Ma ncgemen‘l’ Impact Analysis
Suppression & De-duplication Canonical Mapping

IT Service Continuity

Disaster Recovery (DR)

Agaregation " - t ieh t Continuity ot Operations (COOP)
ggreg Event Normalization Event Enrichmen :
Service

: T Validation & Testing
Service Provisioning Pefformance Manqgemen' Quality & Pedormance Testing
| Network | Compute | Apps | Monitoring Capacity Modeling User Acceptence Testing
Analytics Reporting Forensics Security Testing
E2E Service Testing
Federated CMDB Availability & Fault Management It Portfolio
i i i Root Cause Analysi
Core CMDB Fault Detection and Isolation Event Correlation use Analysis Mana geme nt
- Configuration (CI) . A on is Demand Management
Asset & Inventory g ice Portfolio Management
DSL (Definitive Software Library) Agent Access Control Application Agent on SR e
- Storage : Security Access i s i
Command Execution Database Agent fesoun | Scheduling o Program & Project Mgmt
Agent Configuration  Synthetic & Real User Agent  janagement & Fraduckm Event Accounting Time & Resource Management
Agentless Configuration Server OS & H/W Agent SR Misouminet Financial Mar ment
Agent Distribution Client Agent Supplier Management
: Performance & Usage . ; _
g Discovery & Topology Device Monitoring Network Layer

Monitoring
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Cost Reduction, Risk Management , Visibility and Compliance

The Next Big Thing

Leverage

Globalization
(Cost savings: 20-30%)

/ Optimize

Operations
(Headcount reduction by
15-20%)

Unified SLAs

(improving MTTR by 15-20%)

End User Level Support

Application Level Support

Best Practices : ITILv3, ISO20000

Infrastructure Level Support

66./.S4d T00L¢ OS] :S[011U0D B splepuels
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Integrated IT Operations: The Why

e nn

Business Support
Business Process ey Uaes
Management
Process Support
e op SN E & A O e
K O 00 B el a O ci
| ] P e p p e p p g g g g PEEREEEEEEEEE N L L L o o o o o o o o b EEEEEEHN mi
Appllcgtlon Application Base Level Services Operations HeIp
Operations Competence Desk
. Servers Desktops 1st Level
Operations
Support Infrastructure
Management Networks
Data Center Facilities
y
Source : Gartner
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Integrated IT Operations: The What

| seRvICE DELIVERY
; ; : :
FRA i1 [ tome- | | Aom |

o e g L
EUC ; R K&/ l
 Omwpmen |

Applications Development
: ‘
-{ Hatwores |

-{ Carsas .

smmay¥ B

SEINISNE IML IONVHD

APPLICATIONS | DOMAIN COE

APPLICATIONS OPERATIONS COE
Database
Adniudrlﬂm

Integrated Help Desk

Integrated Tools o e Focus on ITIL
Server gement inframe Hosting
ndows : ~_ and Provisioni
SLA driven s === 24 x 7 support

INFRASTRUCTURE SERVICES COE

" HANOR THE SUSNESS

DC Operations
(Moulonng)

-----------------------------------------------------------------------------------------------------

» 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 %

mug \[\—
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Integrated IT Operations : The How

Enterprise Support Center . End User Community
Resolve all common enterprise

_ incidents via Live support & Remote ]
w w w Desktop Control i i i
] ~——"
]
|
E-mail
(,— o 3 ) Knowledge _ Help Desk V\’/Té";‘)'
( g g ; : 1 % @ o
1
88%/
]
|
|
]
]
1

Apps Landscape

@
)
3 b e e e J 3
2 o
— IOMC Team ’ a
8 »
™ ‘ e
| _ 0
= Application Services Center ] Infra Services Center g
£ (L2 Support) ' (L2 Support) 2
o | o
0 | | - 7]
.2 7
: &5‘ &5 &5 l&w J taw; taw 7 ~
o
= ; w
3 ' ' ¢
@ 3
Application CoE Infrastructure CoE 8
(L3 Support) (L3 Support)

Client Retained Org Onsite Team Il rd Party Vendor
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End User

/—\ Managed Infrastructure

Event
Management

Incident Management
¢ I

Problem Management)

Availability 1

Management Service
Level Management

GMG Level 1 Cross Functional Incident

Service Desk Level 1 End User Support
Management

Level 1

Account Non-IT REITE Apps. Slities Service Service

Desktop Incident
Management Helpdesk ;
g Helpdesk Support p Management Improvement Readiness

|
Storage Collaboration Database Middleware Network Telecom Desk-side Applicatipn

| Support Support Support Support Support Support Support Operatiops

I °
T

Capacity N i i i
Management Z Build Team sdu nlsrglzegscslzelg Gl Design Team
Change Management (Project Education) . (Engineering)
Release Management (Process Definition)
O OlNad e e
Enhancement/ code I I I I
Fixes
Problem ment AS/ 400 Web Tech JDE B1
Change e

A
v

Application Developers
Managing the Wo/
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Integrated IT Operations - Proactive Visibility

Business Transaction ‘
Monitoring

Database & Buffers

Background Processes

Dialog Processes System Errors

« Syswidequeuelength

« Directory used

—————————————————————————————~
N AN ERyRERa

. . « Dialog response time « Utiligatiag * ABAP short dumps
App“catlon ! v » Space used
Monitoring « Network time - NoofpBTC - ! « Aborted Batch jobs
! * Wait Time |
» Std. response time « Progrfin errors 1 : i « Update Errors
' « Hit ratio !
* Users Logged on « Aborfd jobs : 1 : * Syslog msgs
- * Swap !
[ |
[ [
[ |
[ 1
N A O S A ’
Servers Database
UNIX NStworks Oracle
Infrastcruc.ture 10S LAN DB2 Storage Desktop
Monitoring . WAN

WINTEL SQL

—Fuse "
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First Step to BSM is to Integrate IT Operations

» ITILvV3 based ITSM

» ITSM Assessment » IT Process Automation

» Increased Remoteability
through Tools
» Centralization of services for
all computing blocks across
service tracks
» Unified Global Monitoring

» De-skilling
» SOP & Knowledge Mgmt
» Integrated Apps Release
Mgmt

» Service Catalog
Centralization

| Optimization

» Datacenter Consolidation

» Platform & Apps Virtualization

» Client Computing Optimization
» Datacenter Automation

» Business Service Management

Time Line

Better Communicate
value of Services to End
- Customers/ Support Groups

L g o standardize processes on
Service Levels ITIL Best Practices Access to Best Practices
Improved 24%7F
Support to End Users Flexibility to Align with business

Reduce no. of calls needs
. Through Self Help & Root Cause
Consolidated / Amalveis Increased Range of Services
Optimized Resources Y r\
Maraging 1he World s In2:0-6'months V 3-12 mfﬂths V 3-24 months 14




In Summary

i E » Accountability for both applications & infrastructure
i Integrated IT Team | » Highest Level of Incident Ownership

» Lower unplanned downtimes

i Standardized ITIL Based Processes ' » Improved First Call Resolution rates
e 1 b Clear demarcation

: Engineering vs. Operations . » Freeing high skilled personnel for engineering/research activities
i ' »  Reduction in FTE due to automation

i Integrated Tools . » Proactive approach

i E » Common SLA across Apps and Infra

i Guaranteed Integrated SLAs » »  Measurement and Improvement

T T ' »  Can achieve up to 10-15% lower cost of operations at this level

i . i 2 -skilli

: Lower Operating Costs | Cross-skilling of manpower

—Pase 00 | S—
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IBM Service Management - Core Tenets

0
#
Visibility: Control: Automation:
See your Manage your Improve your
Business Business Business
Respond faster and Manage risk and Lower costs and
make better decisions compliance build agility

mm \[\—
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IBM Service Management - Approach

e

What's happening
with the
infrastructure?

Service Management Platform

Last 3 Days

Cloar Pendi ™ npproved " Tstan

e business
service?

17
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IBM Service Management
Integrating Operational Management and Process Automation

Service Catalog & Fulfillment Management

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

Process Governance & Automation

Service-centric
Modeling, Impact & RCA

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

Consolidated Operations
Management

Cross-domain Correlation,
Topology & Analytics

Configuration &
et Management

Domain-Specific Management

Performance Application Network

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

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

e

A & I
@ A <o & 0 = g me s ?
A e °
Applications Systems Wireless Network Voice Security Mainframe Storage Business Enterprise Assets Other

2000 \J

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

Process Management

Service Management Platform

Software Delivery . S‘g;}’ijcgl?pe;i(\)ﬁfy

Development Operational
Efficiency Management

B

2009
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IBM’s Approach in Building Service Management Capabilities

7en's ined people, armed with the right 'i’ﬁ‘i’@?ﬁﬁatio

= Job roles an = Policies ancpdovern ce
I

exgqammgéﬁn@i:&feﬁned, technology-enabled psasessgs W
dehverebagbeesuality services to the businessegatreyosigport.

= Performance indicators = Technology an
= Staffing levels information requirements

= Resource acquisition = Workflow implementation
= Training curriculum = Procedures
= Staff training

Technology Information
= Technical architecture = Information requirements
= Tool evaluation and selection = Data model

= Tool installation
= Development environments

Information flows

= Interfaces and integration
= Customisation and integration = Measurements
= Testing = Reports

= Deployment

2009 \{
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HCL & IBM — Partnering for Success

= 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

= |BM Tivoli Netcool® is a key component in HCL Service Delivery Platform (MTaaS™)

= HCL has extended IBM Tivoli Netcool® integrations to multiple 3™ 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/0S,0S/390) & i-Series (0S/400)

m‘” —
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Questions or Comments?

kalyank@hcl.in

\‘ 2009 \{
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