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A unique offering to achieve BSM

› Better Decisions
– Unique capability to predict IT issues and 

identify probable cause
– Cross-platform capacity management to 

minimize CapEx and plan for the future
– Complete visibility across IT activities and 

spend
› Unique Architecture and Workflow

– The most pervasive IT management 
workflow platform in the industry

– Proven scalability and global language 
support

– Unified architecture for provisioning and 
compliance

› Superior Coverage 
– Always on, mainframe computing
– Physical and virtual environments

BSM from BMC  is a comprehensive 
approach and unified platform for running IT
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Increasing complexity in IT
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Labor costs overwhelming IT budgets
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Optimization by silos

• Cost
• Availability
• Performance

• Enable new services
• Support growth
• Lower risk
• Reduce cost
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Meeting these expectations requires both alignment 
and efficiency

How do you…

Lower cost and risk 

WHILE 
Improving business impact, quality 
of service, and transparency?
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Agenda

› Introduction 10h30 – 10h40
› Implementing ITIL to improve availability 10h40 – 11h00

– The problematic
– How to improve Service Operations
– Benefits and Key Performance Indicators

› Implementing ITIL to improve service deployment 11h00 – 11h20
– The problematic
– How to improve Service Transition
– Benefits and Key Performance Indicators

› How to succeed in implementing ITIL 11h20 – 11h35
– Methodology
– Service Management Process Model

› Conclusion, discussion and feedback 11h35 – 12h00
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Impact of low availability

› Loss of data
› Loss of time - internal to IT
› Loss of time for users – external to IT
› Impact on experiments
› Unsatisfied users 
› Impact on service targets
› Image of IT
› High Service Desk call volumes
› High risk
› …
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Improve Service Operations – Incident Management

› Improve effectiveness
– Standardization – unique point 

of contact
› Improve efficiency

– Automation
– Information
– Prioritization

› Benefits
– Lower costs
– User satisfaction

› Example : South African Bank
– MTTR comparison reduced 

>40%
– 50% incident increase handled 

with the same staff 
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Improve Service Operations –
Service Level Management

› Align IT infrastructure and 
operations to business priorities

– Which IT components are 
critical 

– Which incidents are critical
› Allows you to

– Monitor
– Manage
– Report
– Act

› Benefits
– Better prioritization
– Customer satisfaction
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Improve Service Operations – Knowledge
Management

› Provide ways to find solutions
– To solve incidents

› Benefits
– Reduce mean time to repair
– More incidents solved in first 

line of support
› Example

– A customer evaluated saving 
$60,000 per year due to more 
cohesive information sharing 
between the Service Desk and 
Operations for locating 
appropriate Level 2 and 3 
support
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Improve Service Operations – Problem
Management

› Analyze / Understand problems
– To reduce the number 

incidents
– To feed the knowledge base

› Benefits
– Prevent recurring incidents
– Minimize impact of incidents

› Example : Insurance company
– $180,000 annual savings by 

identifying and eliminating the 
root cause of 50% of calls 
related to Lotus 
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Improve Service Operations – Configuration 
Management

› Link Infrastructure and Services 
to

– Incidents
– Problems
– Service Level Agreements

› Benefits
– Operational efficiency

› Yphise study
– Atrium CMDB recognized as 

the most efficient Configuration 
Management System 
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Improve Service Operations – Self Service

› Provide a end-user interface 
– To open cases
– Self-resolution of incidents
– Track evolution
– Handle other requests

› Benefits
– Rapid resolution for customers
– Increased level 1 efficiency

› Example : French Telecom Company
– 20 % incidents opened through 

self service after 1 year
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Improve Service Operations – Identity and Access 
Management

› Automate the management of 
– Roles
– Identities
– Access

› Benefits
– Operational efficiency

› Example : Financial institution
– 70 % password resets done 

automatically
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Improve Service Operations – Monitoring and 
Transaction Management

› Proactively detect incidents 
– From the infrastructure
– From transactions

› Benefits
– Avoid service disruption

› Example : French Insurance 
company

– Increased availability of 
services above 99.8 %
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Improve Service Operations – Event and Service 
Impact Management

› Automatically handle events 
– To keep only technically 

meaningful events
› Calculate the Impact on the 

Services
– To prioritize the correct events

› Benefits
– Avoid Service disruption
– Detect, analyze and repair 

more quickly down services
– Operational efficiency
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Improve Service Operations – Key Performance 
Indicators

› Services availability
› Number of incidents
› Mean Time to Repair 

– by criticality
– by Service

› Cost per incidents
› Number of incidents opened / 

resolved through self service
› Number of incidents solved by 

Level 1 support
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Impact of poor change management / service 
deployment

› Incidents / Service disruption from changes
› Delayed deployments
› Poor quality of deployed services
› No tracking of changes
› Important number of rollbacks
› Difficulty to do rollbacks
› IT perceived as hindrance to the business
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Improve Service Transition – the change 
management cycle
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Improve Service Transition – Request / Plan / 
Approve

Request

Plan tasks

Schedule

Approve
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Improve Service Transition – Configuration 
Management
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Improve Service Transition – Implementation

BMC Bladelogic Operation 
Manager ensures all changes 
meet security, operational, or 
regulatory policies, reduce risk 
of change increases staff 
productivity and speed the 
delivery of new applications 
and business services

BMC Atrium Orchestrator automates tasks and 
processes to reduce IT labor costs, eliminate 
operator errors, and speed the execution of 
complex IT workflows.
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Benefits & Examples

Benefits
› Better quality of deployed services
› Less Service disruption
› Projects are more delivered on time
› Ability to deliver more changes
› IT perceived as a business enabler

Examples
› 95 % application deployment success rate (Mutual Fund)
› From 120 to 1300 changes a week with same staff (CME)
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Improve Service Transition – Key Performance 
Indicators

› Changes by Impacted Area 
or Business Reason

› Incidents and Problems 
Associated with Changes by 
Company Structure, 
Impacted Area, or Business 
Reason

› Percentage of Changes 
Resolved based on Service 
Target

› Summary of Incidents 
Caused by Changes
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Methodology
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A proven track record to help you get started

BMC offers a range of assessment 
services to help you plan your 
BSM program

– 1-day initial assessment
– In-depth maturity and capability 

assessments
– ITIL education and process 

consulting
– Customized BSM project and 

maturity roadmaps
– Business case development
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Service Management Process Model
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Benefits of BSM

Manage Risk

Provide Transparency

Improve Quality of Service

Increase Business Impact

Reduce IT Costs 30% increase in staff efficiency
Reduce support costs by 25%

50% faster delivery of IT services

Reduce downtime by 75%
70% faster MTTR
Time for audit tasks reduced from months to minutes 
Reduce the cost of compliance by 30%

100% visibility to IT spend and activity



1/12/2009

Thank you!



© Copyright 1/12/2009 BMC Software, Inc.36

Business runs on IT.  IT runs on BMC Software.

› Strength 
– Founded in 1980
– 9th largest independent software company
– Solid balance sheet
– 15,000 customers in 116 countries
– Member of S&P 500 Index; listed on NYSE: BMC

› Innovation and vision
– Established and enhanced concept of BSM
– Invested over $1 billion in strategic acquisitions in the 

past year
– Support for mainframe, distributed, physical, and virtual 

environments
– Proven implementations 
– Patented BSM technology 

› Comprehensive approach and unified platform for 
running IT through BSM

– Reduce IT costs
– Increase business impact
– Improve service quality
– Manage risk
– Provide transparency


