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A unique offering to achieve BSM
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BSM from BMC is a comprehensive
approach and unified platform for running IT

> 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
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Increasing complexity in IT
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Labor costs overwhelming IT budgets
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Optimization by silos

23
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IT Process |
(e.g. ITIL)

IT Environment (
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Meeting these expectations requires both alignment

and efficiency

Maturity

Highly aligned
and inefficient

Balanced
efficiency and alignment
Aligned
with
business
needs

Highly efficient with
limited alignment

P Maturity
Efficiency <bmc
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> Introduction

> Implementing ITIL to improve availability
— The problematic
— How to improve Service Operations
— Benefits and Key Performance Indicators

> Implementing ITIL to improve service deployment
— The problematic
— How to improve Service Transition
— Benefits and Key Performance Indicators

> How to succeed in implementing ITIL
— Methodology
— Service Management Process Model

> Conclusion, discussion and feedback

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

> ...

<hmc
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> 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

File

Edit Wiew Favorites

3 Analisi problema {Modifica) - Microsoft Internet Explorer

Tools  Help

SEE
| &
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o - 1 2

. | - Search  Favorites £ ‘
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Address I@J http:/{rom-wm-itsm

f
farsysiforms,ram-vm-itsmPEM . 3AProblem-+Investigation/Def ault+User +View i 7cacheid=d7ce5224

= |Lmks >

Modalita carrente: Modifica

Assegnazions personale

Seleziona operativa

1D problema*+ |PeInoooaoo00m 7
Stato flusso del processo

Identificazione e F\ Revisione

Seleziona prodotta

Wisualizza tiasmissioni
Funzioni
Funzioni avanzate

Crea altre richieste
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4]

i
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Aoalisi ¢
diagnosi
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Fase successiva
Analisi del costo

Riepilogo™® |U|der Processing Service

Note

Richiedente | Classiicazione | Info lavora | At

Email response time slow
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Assegnazione
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»

Risoluzione & Chiuse
fipristing
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Risoluzione
Annulla oI5 hd ‘ Mativa stato ‘ j
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[#Media <] Pess= 15 =
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Cognome=+ [Backie Seder [Mew o -]
Nurmera di telefono+ |Wﬂ Indirizza 1 Main St =
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Improve Service Operations —

Service Level Management

LM:DashboardSLMgr {Search) - Microsoft Internet Explorer =8 il

> Align IT infrastructure and e i

BMC REMEDY SERVYICE MANAGEMENT - Service Level Management Dashboard

operations to business priorities N - T oot

Compliance SLM Trends ‘ Service Targels |

— Which IT components are o 7 [onics Target
M Results For Folder: Customers -> ABC Company

C r I tl Cal = F:oldels Request-Based Service Targets Performance-Monitoring Service Targets Availability Service Targets

C e - i — N e
— Which incidents are critical

:;;e;;lmpam EndDate  [3/23/2006 3:2511 PM E
> Allows you to
— Monitor
Service Target Measurements

- ¥YZ Company
Standard Services
— M an ag e Service Target Latest Status Related Measurements
Goal Status StatDate (23200613000 || EndDate 3232032501 M 3|

Goal Status
W pissed
W iet
Warning

§

Shoving 1 -12 of 12 Shawing 1 - 35 of 35 4] Page]l -] ]
- e p O r Service Target Impact Costs
Shipping - Application Fesporse Time  Application Response M\ «| | Missed 23.17200... 0.00000000 243406 1:30:00 PM

Met 44.20300... 0.00000000 2/3/06 1:35:00 PM
Met 58.23400... 0.00000000 2/3/06 1:40:00 PM
Met 124.1080... 0.00000000 243406 1:45:00 PM
et E3.55300... 0.00000000 243406 1:50:00 P
et 81.51600... 0.00000000 2/3/06 1:55:00 P

Medium Payroll Processing Service - ... Incident Response E

High Shipping Application - Resalution  Incident Resolution . E

Urgent Payroll Processing Service - B... Incident Response E

Purchasing - Application Availability Azset Availabilty E

Shipping Application - Response Incident Response E =
»

4 |

— 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

12

@ Incident (New)

BMC REMEDY IT SERVICE MANAGEMENT - Incident Management
Incident Request

Cbmesofiware

Quick Links

INCODO000n00C:32

Incident ID*+
Aszign to Me Process Flow Status

Ol Search

Identification and |
Recording E|
(#9578 .

el
Incident Request Information
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Diagnosis Recovery

Select Operational
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Rezalution and

SLM Status

Incident Closure Closed

Service Targels

Summary™ |_How do | stop the hard dives an a D Status®
—
Mo
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+ Functions
+ Advanced Functions

¢+ Create Other Hequests Search Knowledge Base | Resalution Check List |

+ Consoles ‘ Refresh Search H Fetrieve KB Solution |

Publighed Draft enerak

|_New Status Reason

Euslamerl Eantactl Elasslhcallonl Worklnml Tasks | Asslgnmenll Vendoll Halahonsh\psl Hesolut\anl 5LM I Date/Spstem  Knowledge Base |

[]

Sensitivity 6 B [ duta Query

| search Results

|Score ~ Title

How do [ Stop and Start Hard Drives in
Windows 2000

100

a0 install hard drive on laptop

How do [ install a second, third, or
fourth hard drive?

38

1-2/7
Category VYisibility Groups
Hardware/Component/Hard Drive  Internal, Self-Help

Hardware/Personal
Computer/Desktop/Dimension/Dell Internal, Self-Help
Computer Corporation

Internal, Self-Help
Saftware/Application/Third

Sourc

Publis|
Publis|
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Improve Service Operations — Problem

Management

#7 BMC Remedy User - [Investigation des problemes (Modify)] =10jx|
> Analyze / Understand problems EEEEITEED ==

% Investigation des problémes PBI000000000037 (Modify)

- TO red u Ce th e n u m ber BMC REMEDY IT SERVICE MANAGEMENT - Gestion des problémes

Investigation des problémes

I n C I d e ntS ~ Liens rapides 1D du probléme™+ W

Affecter & moi Etat du flux de processus

Afficher les diffusions Informations principa

Générer une solutionjcause fondamentale
Résumé [Email Faser énérer des tiches In cours dinvestigation = Motif de et |

Sélect catén op Identification et “rification (™ [Inwestigation et Reésolution et Clos
— lolee € Knowieage base - D |
Sélectionner un praduit Etape suivante 3
e Générer une erreur connue
.
> Benefits -
side Flevée =] Poids 15
(clear)
H H H Demandev | Classification [ Infos de avail | Taches | Affectation | Distibuteur | Relations | Données financitres | Datedsystéme |
— Prevent recurring incidents it onctzcomen i

Société demandeuse+ ICa\blo Financial Services LI Société™r IEaIbro Financial Services

Kl

|

Ll

Prénom™+ [Francie Q| Région |

— Minimize impact of incidents oo | o |

Nom=+ IFronlhne Site+ I”E de France

[ EN KRN

NE de téléphone+ B3 Adresse
Fails,

> Example : Insurance company o = =

— $180,000 annual savings by
identifying and eliminating the ‘
root cause of 50% of calls
related to Lotus

Effacer o
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Improve Service Operations — Configuration

Management

BMC Atrium Console

> Link Infrastructure and Services
fo

— Incidents

— Problems

— Service Level Agreements
> Benefits

— Operational efficiency
> Yphise study

— Atrium CMDB recognized as
the most efficient Configuration
Management System

<hmc
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Improve Service Operations — Self Service

Refresh Logout Help

D BMC Service Request Management

<hmesoftware

> Provide a end-user interface

Welcome Jane Smith Search |4l

B

15

— To open cases

— Self-resolution of incidents
— Track evolution

— Handle other requests

List Related Services »  Browse Sub-Categories » List Related Services »  Browse Sub-Cateqgories »
.
> Benefits T : jcations Servi
=2 IT Services for Users Telecommunications Services
Preferences . Common user requests for IT services, induding hardware, @ Telephane, cell phane, pager, voice-mail, and conference call
5/ =L, software, netiwork, and systems access. related services.

— Rapid resolution for customers
— Increased level 1 efficiency
> Example : French Telecom Company

— 20 % incidents opened through
self service after 1 year

lwi Yiew Broadcast

0\ Heeds Attention

Request On Behalf OF

[@Sear(h O Select O Review O Provide Information O Submit J—

0\ Drafts
0 SinceLastVist

Browse

For Services

1\ OpenRequests
—

Repart 5 Problem
Password Reset

Enhancement Reguest

* Search Requests

Browse for Services

Quick Picks

Submitted Requests
» Switch User

» Provide Feedback

» Other Applications

<

Advanced IT Services

Advanced user and IT internal requests, induding new project
requests, application and server deployments, and database or
network management requests.

List Related Services »  Browse Sub-Categories »

Employee Services

Administrative services available to all employees, induding
training, benefits / payroll, imekeeping, travel reservations, and
expense reporting,

List Related Services »  Browse Sub-Cateqories #

Business Services

Access services for spedific business applications, incuding
customer management, order processing, payroll, accounting,
and human resources systems, L

List Related Services »  Browse Sub-Cateqories »

Fadilities Services

Building security, office equipment, furniture, office supplies,
I cubides, and HVAC related services.

il

List Related Services »  Browse Sub-Cateqories »

|

Powered by bme software | Close %
| ;IJ

|i&] jane_smith | kangaroo.eng.remedy.com

[T T Mlnranet 4
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Improve Service Operations — Identity and Access

Management

> Automate the management of — FEEREERESEEE } @
Eack v = - (D (2] Y | Qsearch [Ggravories medie o | Ehv o] - [ Links

Address [&] oiuni_Fileywork-UriProductsiLambadatLambada UTYCUT HTML_Z|lambada_htm|htmipolicies. html ~| P ‘

- R O | eS ‘:bl'l'lf.SOﬂ\ﬂ@!e | Help | | Logoff =

Hello Marshall Mcluhan | LastLogin: 12, January 2005 0% 32 AM

i Self Service \[ User Provisianing )| compliance ranagement || ellow Pages 1
]
|dent|t|es cauelie Policy Compliance Dashboard
Policies
i Excessive Rights Finance search: | =0 [Go || mdvanced |
Ghost Accounts Finance @
Inactive Accounts Dev =

Password Policy R&D

!-. SoD Finance @ Folicies with exceptions ..... 2/5
— (out of tatal number of

policiesy
Cormnpliance trend .. o 16
(compared to last wi
Reports Policies with new exceptions 0
. e Threshald
) B e e ItS poldes i
I I Settings r | | 4 | Threshold
Excessive Rights Ghost Accnts Inactive Accnts Password Policy Sol Finance
Finance Finance Drew Rl

— Operational efficiency

Group 2 Policies Auditing Status
Locate a madule / policy:

> Exambple : Financial institution N e T e =
- ¢ Ghost Accounts Finance Roi 9 0371172004 19 % w

¢ Inactive Accounts Development uri 47 0170142004 7 -~

" Passward Policy R&D Moti 47 10642004 16 hd

— 70 % password resets done " " el
automatically
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Improve Service Operations — Monitoring and

Transaction Management

Ele Edit Yiew
Qoback - ) - [x] 2]
BMC PORTAL

Status Reports

Favorites  Tools Help

> Proactively detect incidents

— From the infrastructure

~ Search fd-bemsim EPM - Status x|

—_ F ro m tran S aCt I 0 n S ~ Objects Expand Al | Collapse Al \ Mar 20, 2007 10:37:18 AM CDT

Calbro
@ Status and Parameter Currently IHEm
=]
B Operating Systems
= @ Customer Facing Services

. » 12 windows 2003
) 3 online Retal Barnking
Process and Services

% Customer Support

. ~ B3 windows Process: HPM& Cleanup
% Discaunt Equity Brokerage ﬁ\mnduws Process: HPMA Cleanu
. . . . ) Mass Marketing 81 application Collection Status trua =
— Avoid service disru ption s e pcnion = Bruaces
= J e _ "

> Example : French Insurance
company cero | oo | e | | twers: [ Srtorton i Eworted =1 Wlul

Selection: [ Hitp:itzahic:7001 = AdentifyTrader/accountSummary#ction.do

| [;==) configuratian ‘ (@] Analysis | 2L Log New Loy (Jan 17, 2 Description Start 01707 21:03:55 | Stap 01A7/07 24:10:30

Compaonent || Invocation ||_Start Time || Aterts | Duration || _Performance Break... J| 4] 4
i action AdentiyTraderfaccountSum. .| 01/17/07 21:05:08 Maximum invocation durati 2288 = |+
. 1 &% action fldentifyTraderzccountSum 01/17/07 21.00-35 Mo Alerts a0ms B —
_— | n Crease aVa.l a I Ity Of ﬂé action NdentifyTraderaccountSum. . 01717707 21:08:13 Mo Alerts a0ms ]
i'.?a action -tldénmyTraderrac:ountSum . 01/17/07 21:08:53 Mo Alerts 30ms |

services above 99.8 % |

Gl %k Web: action action
B € EJE: AccountFacadeBean.getBalanceByUserlDn| I
B Eﬁ;;) JDBC: Queries and Updates I
E;jap JDBC: Queries and Updates [ |
=] f_fﬁ) JDBC: Gueries and Updates |
|

[ih JDBC: Queries and Updates

@ web t_begin
E3 web t_end

B B3 wieh: AccountSummary == |
&3 web: t_head |
|
|

T T
Os 08s 1.6s
custorn Component 8888 Jppc EEEE onp) B ocA B ClentSocket I ows EEEEE  Ta

\ DB Log Usage. Management Server: hitpizahic:B080
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Improve Service Operations — Event and

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

Service

084 - BMC Impact Explorer

Edit View Server Help

EEE Z2& © go0 6790 23 GoN

b |
= 0e QD MyGroup
= & (bsmsrvi
= ) Ops¥iew1 - 459
% ' ‘) Internal Events - 370
= () Alerts by Origin - 89
® J Factory_Detroit,Ml - 4
®  HeadQuarters_Detroit,Ml - 7
" ..} Sales-Office_Dallas,TX - 18
63 () Sales-Office_London - 28
e / Sales-Office_Sydney - 32
= () Ops¥iew? - 89
) hlerts by Management Plan - 89
= oo @ Applications - 11
" 0 Business Automation - 71

f ..} Sales-Office_Dallas, TX@hsmsrv1 r J Sales-Office_Londongibsmsrv1

(2] [ vents 15w merts w4 [=

msg
Business Sfaius: Active ——= nactive, 3-F 0| o
Business Status: Active --» Inactive, 2-P0 |
Business Status: Active --= Inactive, 1-PO

[ % | stams |

CE CHEL_WINDOW_CLUSE
373 ACK SCHED_WINDOW_CLOSE
AGK SCHED_WINDOW_CLOSE

SCHED_WINDOW_CLOSE Business Status: Active --= Inactive, PO P|

FPATROL_EVENT
PATROL_EVENT

Average disk 10 operations out of range
Average disk 10 operations out of range

¢ o IT Jobs - 4 bsmsrvl OpsWiew! Alerts b 180
] JSecurityJ o B Zoo
® ) Systems -2 (‘Basics | Internals | Notes | Extended Details
+ O ttsrVinw _ 2
user@bmedsm.bme.com:3084 - BMC Impact Explorer P ] 4 el
Fle Edit View Tools Server Help
Dashboard | Events | Services | Administration |
I e [Graph for: Car Insurance
| Component Name | C Type | Component ID | E il
Payrall Service BMC_BusinessService REODS0560C63F2hinRRAT k... 3
€3 Y Car Insurance BMC_BL o AF3... | =) C—r =l
7|2 Accident&Health BMC_BusinessService O5-BI25DB4TTEESADEATZE .., EHE =8 |
Z|FZ Life Insurance BMC_BusinessService O5-E598253BDIET49B1ADO .. Sutomated S0P App kd
7|4 Pizza Ordering BMC_BusinessService O5-281C497F57D7490EAA .. Bill Pary futto (I
€34 Employee Directory BMC_BusinessService O5-63E4653E73AB42DBERL. .
T%|[Z siebelapplications BMC_BusinessService 0S-6BEC12FBFBI94CACIA. ., d;;l ! kﬂl —
EE EHE
Tierz Acct Branch SaR App 2y
Managers sccount .. Auto =1
Y
(17 P B—=E!
Causal Components | Causes of Important component's status - e € = EE
| Component Name | [= Type | [= D | L 2@E SAP App
D BMC_Appli Frastruct.., 14848, CarSure 1 Oniine Auto
brakers \nsurance GQuatation =
Y
m = a
- L
o Wigh Front
Tier1 sect End
Managers
K
L =
a@E &@E
Desler Wieh Front
Locator End
- 31 a
= =L
Online ish Front
Accident End M
Statemert
4] Il ] D]
Impact/Cause View (100%)
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Improve Service Operations — Key Performance

Indicators

B3M Dashboards

> 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

<hmc
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> Introduction

> Implementing ITIL to improve availability
— The problematic
— How to improve Service Operations
— Benefits and Key Performance Indicators

> Implementing ITIL to improve service deployment
— The problematic
— How to improve Service Transition
— Benefits and Key Performance Indicators

> How to succeed in implementing ITIL
— Methodology
— Service Management Process Model

> Conclusion, discussion and feedback

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

© Copyright 1/12/2009 BMC Software, Inc.
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Improve Service Transition — the change
management cycle

Hequest
Charripe

Lofarige
Fdanager

Assignes

CMDB updated

&

Fasi
finplesraniars

A8

<hmc
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Improve Service Transition — Request / Plan /

Approve

Welcorne, Merlin Mongy Help

Chmesafivare

BMC REMEDY IT SERVICE MANAGEMENT - Change Management

Request

-

<hmesoftwerg

eiesh |

REMEDY IT SERYICE MANAGEMENT - Task Management

Plan tasks

» Console View

~ General Functions 000000000000004

%ﬂﬁk Flow

TS ParentbpplicationDbject

New Charge New employee
vt r o
Search Change
- 2 =0l =

iy Frafile [+
xpfcation Preferences - ) [ ratmestsssrnarsysfcemsisuncrary.ong.remedh.comjCHG S0 MCalervd Chorege s Colenvbe iewfrachesiett, =] (3 6n [IGL SChed u Ie
Remnders
Reatts: BMC REMEDY IT SERVICE MANAGEMENT . (]
i endar
Flishiboard

[ —— [ - | Duick riterna P L B Fntrash
Frouae Ouerew Change Risk Report

e Approve

Questions

Other Appications

Responss Risk Walus

Question

Ouick Links

i — Does this change need ta be done during business hours * Mo 5

Dushits Bome Can this change be rolled back sasily ? Tes 5

What is the estimated Financial Irmpact of this change on the business 7 Less than $100,000 5

@ How soon will T need to update my Resume if this change fails 7 < 1 Wesk 3

ot Detolly
Doy Chiarios Reguss] .
Mt Busnan Burt Derived Factors
CLnLiniLL Risk Factor Derived Valus Rigk Walue
Close i CIWTS z 2
CIWTS 5 S
Maxirmurm priority of related C1s I 3 3
Maximuwm priorty of related Cls a3 5 5
Maxirnurn priority of related Cls 3 3
Aggregate Risk Value:
A
| Dune Legend

Extrame

2 High
3 Medium
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Improve Service Transition — Configuration

Management

¥ BMC Remedy User - [AlS:Main3 (Search)]
@ File Edit Wiew Tools Actions wWindow Help

alal 22| #~| slal B |

BMC Atrium Impact Simulator

Cls for Simulation

| ] : : fdd C
Femove Cl

B simulate Impact

Results in Topology | Results in Table

Change Columng

% #
=] i) Show Only Services

Sl i
Cadls Fodsmaanon =t
TT Farel i
: [ E T ﬁ é Wiew in Large T able
= 9 = ] B ¥ I E ]
EMChlla SIM Zslls A AdpETE Irrsgradons I pace Popal Publlshing Ermsiprlas Ipase o cadon Ram ey Feset Besults
Aaminls rac S oms e Wanayg om e Ropaaming Faonal co
lon Semets no S Euvenc .., Dusk ...
Save Analyzis ... | Load Analysis ... Close Relate to new ﬂ
Ready Demo rhd0as-atrium-vml
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- < 3
l?' r—b{:':ﬁ' > »t;rf >
- . -
Start Update Change Deploy Patch on
Status System

No

b@Bﬂ]

Patch Yes Perform Append

successfully {':-‘ Log to Problem
deployed? L.. ‘,1‘: >
.

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
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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)

<hmc
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Improve Service Transition — Key Performance

Indicators

> Changes by Impacted Area
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> Introduction

> Implementing ITIL to improve availability
— The problematic
— How to improve Service Operations
— Benefits and Key Performance Indicators

> Implementing ITIL to improve service deployment
— The problematic
— How to improve Service Transition
— Benefits and Key Performance Indicators

> How to succeed in implementing ITIL
— Methodology
— Service Management Process Model

> Conclusion, discussion and feedback

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

10h30 - 10h40
10h40 - 11h00

11h00 - 11h20

11h20 - 11h35

11h35 -12h00

<hmc



Methodology

Plan & —»]  Solution —»  Solution — : —> . —>
. . Build Validate Deploy
Setup Analysis Design

Solution
adopted and |

effectively
used by IT

value goals |
agreed upmn_;I

Y%
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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

30



Service Management Process Model

31
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> Introduction

> Implementing ITIL to improve availability

— The problematic

— How to improve Service Operations

— Benefits and Key Performance Indicators
> Implementing ITIL to improve service deployment

— The problematic

— How to improve Service Transition

— Benefits and Key Performance Indicators
> How to succeed in implementing ITIL

— Methodology

— Service Management Process Model

> Conclusion, discussion and feedback
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A unique offering to achieve BSM

BUSINESS SERVICES

A Identity
7 Management

Capital =
Management Financial Service Request
Management Management

Project and ,*
Portfolio

Management ({88~

’j} Asset
1= Management

Dashboards

Process and Task
and Analytics 52 i

Orchestration

L=
- Governance and Change and -
Application g% Compliance Release %) Application
Prnhlgam Release

Management B Management

Predictive J/""

Y 4| Configuration
Analytics \S ; i

22| Audit and
gz Compliance

@ [
@ . ((*)
Event and L[, \\_

r Configuration
Performance,

Impact rman Capacity Enterilse Automation
Management  Availability =~ Management  Scheduling
and Recovery
L.T. INFRASTRUCTURE
Ste Transactions Database Applications and Manframe. Network Client
Middleware Distributed, and Devices
Virtual Servers

BSM from BMC is a comprehensive
approach and unified platform for running IT

> 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

<hmc
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Benefits of BSM

-
S
o Yo i
T

-*.
L
-

" ' H_____- ‘ . 1 :. .
1) - - ¥
> ity Mppe r el
\ 30% increase in staff efficiency
ReducLe I-ﬁ ¢35t5 Reduce support costs by 25%

Increase Business mPact 50% faster delivery of IT services

- o Reduce downtime by 75%
Improve Quality o# $erwce 70% faster MTTR

: o
Manage R'Sk Reduce the cost of compliance by 30%

Provide Wr%r‘{sb%r%nfgy 100% visibility to IT spend and activity
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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 hillion 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 s
running IT through BSM Pt o
— Reduce IT costs e
— Increase business impact
— Improve service quality
— Manage risk
— Provide transparency
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