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OUR AGENDA

ITOM Value Journey Implementation
Methodologies for accelerating results, critical

success factors and implementing a trusted
CMDB, service mapping, and ITOM integration

Overview of the how a trusted CMDB,
service mapping, and the ITOM platform
can solve Operational & Business issues.

Trusted

Strategies

CMDB,
Service &
Mapping, & Outcomes

ITOM

Live Demonstration

Real-life scenarios of a trusted CMDB &
service mapping supporting value based
outcomes
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Why ConfigureTek?

ServiceNow Premiere ITOM Partner

ConfigureTek’s industry-leading
Implementation strategies for trusted
CMDB, service mapping, and ITOM
Integration are driving immediate results
for organizations across the country!

Customer Satisfaction!

onfiqure”

¥ Technology & Process

Leadership
- ]

/CMDB & Service

___ Mapping Experts
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CMDB Assessments

Multiple accounts found their way to
a trusted CMDB.

CMDB Assessment
Service Mapping Factory
ITOM Foundation

Standardized approach to
establishing a trusted CMDB,
rapid service mapping, and ITOM
Integrations.

ITOM Service Delivery

=] [ITOM Foundation

Utilizing a trusted CMDB to support
enhanced event management

Customer Enablement

Rapid Service Mapping
Service Mapping factory led to
improved CMDB usage.
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IT Operations face a radical transformation...

EXPLOSIVE
CLOUD ADOPTION

Ensure operations meet
business requirements

2

NS

HYPER GROWTH
OF DEVICES & DATA

Meaning more systemes,
more information,
less visibility

-
=

BUSINESS
RUN BY SOFTWARE

Absolute reliance on
business services

[

©

SECURITY
CONCERNS

Increase as the perimeter
grow & bad actors abound

@\figure‘“
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... this means IT should have Key Operational Requirements...

A

(]

Real-Time Always-on Accelerated
Service Service Service
Visibility Availability Delivery
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...unfortunately, IT Teams Face Many Challenges

%&

LACK OF UNRELIABLE SLOW
SERVICE VISIBILITY SERVICE AVAILABILITY SERVICE DELIVERY
| can’t tell which systems If a service component goes We need to accelerate
are connected to each down, we don’t know about service delivery, while

service. it until it’s too late. maintaining quality.
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Table Breakout — Pain Points

At your tables, please discuss the following question and come up with 4-5 answers to the question. Then, rank
the answers as to the criticality or impact.

What Pain Points does your IT organization regularly face?

Discuss those pertinent to your job or those that you are aware.

' Pain Point #2

Short description

Pain Point #1

Short description

Pain Point #4

Short description

Pain Point #3

Short description




Pain Points In IT Operations Management (ITOM)

Mike L.

IT Manager Joe Z.
Business Service Manager
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How a Service Oriented CMDB Supports IT & Your Business

Service Management Operations Management

Service-Oriented Infrastructure-Oriented

7/
o 2 =

Servers Applications

¥ & o

Virtualization Cloud Network

Service Catalog
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Configuration Management System — “Platform Application”

Support of other IT & business processes

Incident Management

/. -

“An infrastructure Problem Management /-
component broke in our

; Data Center. What part of
(W8 8 Spanding i 0 the business is affected?” “We've identified a defect

n
money on our IT in our infrastructure. What

Inventory

infrastructure. Where are :
these components business appllcatjons are
deployed and for what affected?
business applications?”

Event Management

Change Management ‘
“Our monitoring tool

“We need to change notified us that a metric has

something in our Data exceeded a threshold. How

Center. How will this affect "Wei.need todsatlsf.y.the ¢ urgent is this to our
oUF Bisinese?™ compliance and auditing o business?”

various regulatory
agencies.”
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Informed Event Management

Here’s how ITOM helps you REACT more effectively

» Consolidate event sources = = | e = e _
» Align events to a service-aware _F F F| sewe = l_______
foundation e W g
IMPACT CALCULATION ROOT CAUSE ANALYSIS L

S ———

* Enhance impact, dependency, and root
cause analysis

- = T j pummm— p— L
- EEEET

= =Bl
== =
== ==

SPRIORITIZATION

 Provide reliable notification and enhance m@Ei
triage process & reporting — m—
 Automate remediation il = = =SNw=—
~ AUTO REMEDIATION CAPABILITIES VISUALIZATION OF EVENT STATUS

Eviovre ON BUSINESS SERVICES
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Top Reasons for CMDB Trust Issues

Configuration Management Approach

» “Discover everything that is out there”
» Technology focus instead of business impact
* Integrations are too complex
* Resources applied with little value gained
» “Waliting for perfection”
Inaccurate / Unnecessary Data in the CMDB

» Duplicate Configuration ltems

« Stale Configuration Iltems

* Orphaned Configuration Items
Lack of Business Focus

» Lack of clear configuration management plan
 CMDB not aligned with business outcomes

* |neffective staffing strategy

* |Insufficient Management Commitment

CCo:nfigure‘“
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138 93
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CMDB Population Must be Planned

Automated Top-Down Discovery

Service Mapping

o0 =

3'd Party Cl Source

Automated CI

W dentification/ 5| O Oy ool
Reconciliation

3'd Party Cl Source
Horizontal Discovery

s 55y skl sbe) 5By 5B

Infrastructure Discovery & Mapping
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Building a Service Aware CMDB

“Bottom-Up” Discovery

“Top-Down” Discovery

Load Balancers  pf$ [off |off of8[off|  of|ofF] o883 |oE3 B

webseres BB DG S 09 DS B S

Appservers BB (D (DB (D DD BDB

database glelglglel [Elglglglgle

vialservers (B[ AJAAA] (AIA|AIA|AA
A )

fec) el (ec) ecifec)

Servers [FE][FE][F =5 || gE

)

Application Discovery and

Infrastructure Discovery By Domain
Dependency Mapping

Horizontal discovery tools

off o LB o o8 R

() @&
EIEEEEE)

GEEIE G

Service Dependency Mapping

+ Top Down mapping tools
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Building a Service-Aware Foundation

What Is a business service?

< Hyperion HFM v  2015-07-02 15:54:56 <

€ p— - - i 0000 . A system supporting a type of customer
Properties | Impact Tree InteraCtlon

<® b - Examples: point-of-sale system, internal

o oL 1 Business Servics website, HR portal, reservations system
Gy Wndowsservee v | gy, Windows Srvce © &y EEAVetioge~
)
f—’ — # Created
[ 6} OrtePoms. v Owerues. g5, Wesogoodse v || 201506-1815:27:36 . : .
— — o 5 | What Is service mapping?
g |vsrrsawr~ | g8y | o ces °g &y Aopormtr &} OerTrPSe.. v guest ,-
( [ J Entry Points
@ Ja http://207.169.192.165....

& o » Means of identifying the applications,

Y 7 1 Name

G cmenen. gy oseowws. v Fyperion HEM Infrastructure , SEe rvice com ponen S, an d

= their inter-relationships critical to
supporting the business service
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Table Breakout — Value Based Outcomes

At your tables, please discuss the following question and come up with 4-5 answers to the question.
Then, rank the answers as to the criticality or impact.

What outcomes does your upper management expect IT to deliver to support the business?

Value based outcomes typically relate to cost, compliance, & customer satisfaction.

' Outcome #2

Short description

Outcome #1
Short description

Outcome #4

Short description

QOutcome #3

Short description

r— — —
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Configuration Management Plan

Ongoing parallel discussions on governance, organization, roles and responsibilities, policies,
CM team procedures, process integrations, etc.

CMS Data

Cl Class Cl Class

CM Plan

Hierarchy

Definitions

Dictionary

[ — . i_liai Ham Tituil Hachin o /] / /
xample Service Asset and Configuration Management Plan \
: e e i Iaiuace Nemochaire. o Hame- Diamghy PEFEID ) A /
sl of Lsagu Ll sama gnan b8 thi il e { ,‘ /
" . i X " . A " v
1 [Purpose Vi 1l Rbicasshi s Pasied 2 Caria{es] There mast b ok and aely on pariem G o ) cligs Clistied Ersircnmert
1.1 Purpose of this Plan L (1 Clesiens oo mystbe ok an onk are chi 1ol 1 claes 05 L pi ea— NELL
The purpose ofthis Plan is to define operational governance of all United Service Asset and 1t Inhmrfinecs T - v o T 3 vt e
ConfigurationManagement activities. - = e ~H — v
Wi e i v Dt M
ritate {Irmislly muanged by Coahnurstion Banagsman via Ciangs Nansamei] v N wereian vy
1.2 Background and Context Mmool M (Ui Fihi Risgiliainils [l Ihitaicn | S foi Dala | Vaillabk?
Effective, reliable and flexible IT services are critical to the overall success of United as a irigalGerverType  (Thes wil e weed fn 1 Dl Selectn iyt Wangl /g P
business. The transition to being service-focusedas opposed to technology-focused requires a ikl lha .,-|.\--J'".'Ilu.i [osT—
new approach to service management and a new approach to the management of enterprise IT - § Wnlgen: O o N‘iJ'I'i'II "
assets and services W Jow i i b
The value propositionfor SACM is based onimproving IT service delivery. Expected benefits & Cthir [efoudl| -
include: r ™ H " v p —— b orme'wy |
» (Greater success rates forchange management and release management \Inknigwn 1 |
« Improved and moreaccurate regulatory compliance v s
+  Enhanced system reliability o LR - ™ e - v v Vg
» Reduced system outages and reduced time to recover from an outage - ~T s v ~
« Lower repeat incident rates 1) - —
« Improved controloflicense costs n— e raa \apaey - i~
« Improved proactive planningand budgeting s ki Pt
« Enhanced disaster recovery planning. = = = = = '
PrimaryFusction | Avchiechorsl Ancion (hvsje  Field: Beleition BaiElemaal Wangal (e - oy | g ey i papmare
TN (L paimng . - s
In addition, another goal ofthese efforts was to eliminate the numerous “informal® sources of i by of g s i Vol O or mose I ' - J
data that IT teams use intheir day-to-day efforts by incorporatingthis informationinto a formal ity 8 i e » 0 [A=—rh v N . py
system ofrecord. This is expected to simplify day-to-day efforts, improve guality of the data, LI R = Cifw WII-,”; “_':“ oy | | — #l
and generally improve the visibility of the data. -
,Irln'm'. e N T T Uy prowe v .
g [ sye
Tothis end, the CMS will incorporate additional data thatis notcompletely managed by this . - - oy e . (e | Wty e
Plan and activities. Thevarious /T supportteams will be enabled to collectand maintain pcym Rttt
additional data and relationships between IT infrastructure components registeredin the CMS, !.... i g
but are notformally defined as Configuration Items (Cls). Future plansinclude efforts to o (uaes | ol
formalize and normalize this additional data. P
s Fm o
1 D Ml b
1.3 Scope of this Plan o Hama
This Plan applies to all United Information Technology divisions and subsidiaries. This Plan will B L ol
be used in the performance of configuration management for all T components: hardware, -
software (commercial and internally developed), and logical entities —anything defined as a "
Configurationtem (Cl) by this Plan in Section 4.1, ] I N Vit v ) v
|‘ m I. " y oy l., ey




Configuration Management Plan

A Configuration Management Plan includes:

* Goals and objectives

* Roadmap

* Scope

* Data dictionary

* Authority, organization and governance
* Roles and responsibilities

* Policies

* Processes (Configuration Management team and
integrations with other processes)

* Training plan
* Communication plan




Configuration Management Plan

Each Cl must include the following minimum registration information:

* Unique identification attributes which never changes (class / instance)
* Description of fit and function
e Attributes: —

. Th “der confieuration control 1 will adopt Best Prachices

O5€ Under contiguration contro | Gritical Eew 1 w«:l\ adopt Best Prach:ces

* Those allowed to be changed at will _ Versus I will adopt Best Practices

. ) o 1 will adopt Best Prachices

| Tw.ose for referenc.e (read-only) Trivial Many Y il adoat Bert Grachices

* Relationships / dependencies B 1 will adopt Best Practices
* (Optional) Associations to people / groups 1 will adopT Sest Practices
_ 1 will adopt Best Prachices

* Business owner 1 will adopt Best Practices

* |T Support owner I will adopt Best Practices

1 will adopt Best Prachices




Maturing Your Organization to a Trusted CMDB

The journey to a trusted CMDB should be a critical component of your overall IT strategy as configuration management is the foundation to
achieving true value based outcomes. The four step maturity model below is a guide to achieve a trusted CMDB that enables IT to support
business outcomes and maximize operational agility.

- ‘ Proactive (maximize operational agility)
Trusted CMDB in place, consumers & fulfillers are empowered, automation
@u & analytics support remediation & proactive analysis, predictive change
| : : | management, IT tracks and reports business outcomes.
4% Managed (service aware)
T Critical business services are mapped, integrated CMDB with
IT functions, consolidated event dashboard, event — incident
integration, enterprise standards established & adopted.
) Applied (visualize and apply)
. Assess current state of CMDB & remediate all issues, establish
= configuration management plan, automate discovery, begin
= service mapping and integration of event sources.
Operations Management
- = Reactive (infrastructure component based)
sm Applications s;:ge IT responds to infrastructure events, IT processes built from
top-down, domain centric support with little standards.
D . @ CMDB in place but only as a data store.
Virtualization Cloud Network

<< OnﬁgUfe 2018 © ConfigureTek Inc. All rights reserved. @
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Survey Instructions

CMDB Workshop Questionnaire

How can we help?

Please enter a ‘1’ in either the ‘Yes’ or ‘No’ column based on your organization’s current state CMDB, ITSM and ITOM

positioning

Question

Do you have automated discoveries for your data center(s) run on a recurring basis?

ConfigureTek has industry-leading expertise across CMDB and the
ServiceNow ITOM solutions. We are happy to offer guidance on best
practices and strategies, assessments, implementations and enablement
services.

Does your organization have a Configuration Management Plan?

- Guidance on CMDB health

Do you have a mechanism to assess your CMDB'’s health?

- Data dictionary and process alignment
- Auto-discovery across your data center

Has your organization defined the top 2-3 use cases for your CMDB?

- Service mapping to provide visibility into critical services
- Enable meaningful event management, correlation and prioritization

Is your IT infrastructure mapped to critical business services?

- Reduce MTTR through automating process and triage workflows

Does your operations team have a single event console or dashboard that they use?

- Visibility into change risk, impact and unplanned changes
- Improved alignment with ITSM and ITOM processes

Are events correlated by business service so that cause of an outage can be quickly assessed (less than
5 minutes)?

Do change reviewers and approvers know the impact to business services that a change will have?

Addressing current gaps, including areas where you answered No, is

Can you assess whether unplanned changes have occurred in the past?

critical to moving along the CMDB maturity path and enabling CMDB to
support key use cases and processes. To get detailed and specific

Do you have the ability to auto-generate incidents based on alerts.

guidance on any of these areas please contact the ConfigureTek team
(info below).

Total Score

Anu Pappu, Director

312-792-0085
anu@configuretek.com
www.ConfigureTek.com
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Description

A database lock has occurred

High cpu usage for the past 5 minutes

The MSSQLServer service entered the
LG W20 261LA6L 26LAICE 6UI6LEQ (U6

Source

SCOM

Solarwinds

wWindows Server
MIUQOM2 26LAGL

Configuration item

APP

ushmilgaasqglOl

<44 «

Mode

APP

ushmlgaasqlol

Service Mapping o

H DEM

[ Properties

Qe

Impact Tree

Properties

Business Service

Operational status

Operational

Created -

2016-11-07 11:04:56

Traffic based discowvery

Enabled

1 tod4ofs P

Task Updated

2016-11-29
10002:37

2016-11-29
09:34:04

2016-11-29
507Te-17-59




CMDB Health Dashboard
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CMDB Completeness Scorecard

Completeness Last upaatea: 2017-11-29 00:00:43
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CMDB Compliance Scorecard

Compliance Last updated: 2017-11-30 00:00:42
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CMDB Correctness Scorecard

Correctness Last updated: 2017-11-28 00:00:53
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ServiceNow ITOM Event Management Console

Connect to Multiple Monitoring Tools

Machine learning and Al driven analytics collect, filter, and normalize events from multiple monitoring tools to rapidly understand impact to business services.

? Sy stem Center

Operatrnns Manager

.
solarwinds ¥

4 AMaZOn 1y Vach

—

Hewlett Packard
Enterprise

Netcool

splunk>

<O

_ ThousandEyes
@ sumologic
Naglos' ymware
zendss ¢ (4

B0 $IABdO0 =

-m
“

@figure‘“
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The Before and After with ServiceNow® ITSM & ITOM

e
@ “o o 0 ‘;

|
@ m Automate > ﬁ Automate Resolution
[E S Workflow g i / I \

Mobile
Notification

Automate Routing

ldentify Impact

Minimized Downtime

Single System-of-Action
Team Collaboration

Predict Events Service Aware
Proactive Response Prioritized Response
>
e 03 X
> - @ Closure

Eliminate Business Impact

Incident Email

Notification

Manual
Recovery
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Proactively Identify Service Issues

Know the status of critical business services through a single dashboard.

@\figure‘“

:h P roductio
rh UK Billi

= AlY zl ENEBR Prioritize by: Business criticality 4% = Groups

Sl
- o
rh North Ameri

:h EMEA E-Pa
rh Produchon Audit
:h EMEA Custo

th Edit Purchas

th Demographi

:hP

th Customer Management ‘ | fhcu |dhCR

th Credit Check
th APAC
:h APAC Blllmg ‘ th APA

rh EU Billing

fh EU - Customer Purc

rh User Verif
rh UK Loyalty
rh US Loyalty Club ‘-h Order fullf
rh UK Custome

th Corp E-Mail
‘h Cusmmer S m

:h Customer P ,-h Asia Portal

Bo WMo B3 B1 1 todofd P PP
Number Type Severity A Description Source Configuration item Node Task Updated
Alert0110004 . Critical Spectrum: Disk quota is out of space ServiceWatch  10.1.0.141 10.1.0.141  INC0010001 3:/.0.3;;6;6. ;;.5;.(;5. ...................
Alert0110003 . Major Spectrum: RadWare STARTUP AND RUNNING CO... ServiceWatch  10.1.0.101 10.1.0.101 TASK0020043  06/04/2016 15:50:42
Alert0110005 B Major Spectrum: LDAP Svrla HIGH CPU UTILIZATION ServiceWatch  10.1.0.135 10.1.0.135 06/04/2016 15:50:33

Instantly see
critical issues

Size, color and tile
placement reflect
business service
status

Alerts affecting
selected service
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Pinpoint Disruptions

Quickly identify the business services experiencing problems.

T Waragwra € DoVl

Lovw W agrma . N Loty

Remediation options

Bemedaton « Restant Service

Diagnose and remediate issues. ...

Remedaton « Increase Memocy Capacty

© Remedataon - ROIDICK Configaratoon

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

9

DA Seta @

N NS

At woet Owiom  nodet  Oharge - avet

L

A i X0

@figure‘“
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«
Easily review and roll back associated
changes to mapped services.

Instantly determine the severity of an alert.




Table Breakout — Barriers and Roadblocks

At your tables, please discuss the following question and come up with 4-5 answers to the question. Then, rank the answers as to their
criticality or impact.

What roadblocks or barriers does IT face in achieving the outcomes that the business wants?

ldentify the constraints and disruptions that hamper you or your organization.

Roadblock #1

Short description

Roadblock #2

Short description

Roadblock #3

Short description

Roadblock #4

Short description

— —_—
-




HOW TO ELIMINATE SERVICE OUTAGES

.

Confidential © 2017 ServiceNow All Rights Reserved 29 SerV|Cenww



HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO
INFRASTRUCTURE

Confidential | © 2017 ServiceNow All Rights Reserved 30 SerV|Ceno)w



HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO ' : . KEEP SERVICE
INFRASTRUCTURE MAPS CURRENT

Confidential | © 2017 ServiceNow All Rights Reserved 31 SerV|Cenww



HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO ' : . KEEP SERVICE
INFRASTRUCTURE MAPS CURRENT

INGEST EVENTS FROM ACROSS
THE IT LANDSCAPE

Confidential | © 2017 ServiceNow All Rights Reserved 32 SerV|Ceno)w



HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO ' : . KEEP SERVICE
INFRASTRUCTURE MAPS CURRENT

PRIORITIZE ISSUES UL .
AND AUTOMATE FIXES INGEST EVENTS FROM ACROSS

THE IT LANDSCAPE
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HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO ' : . KEEP SERVICE
INFRASTRUCTURE MAPS CURRENT

- = o =
-------

) I i : _ : nl
PIL.L_‘:J' GAIN VISIBILITY INTO % _25 [j

Y. BUSINESS SERVICES HEALTH

PRIORITIZE ISSUES UL .
AND AUTOMATE FIXES INGEST EVENTS FROM ACROSS

THE IT LANDSCAPE
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HOW TO ELIMINATE SERVICE OUTAGES

MAP BUSINESS SERVICES TO ' : . KEEP SERVICE
INFRASTRUCTURE MAPS CURRENT

- = o =
-------

) I i : _ : nl
PIL.L_‘:J' GAIN VISIBILITY INTO % _25 [j

Y. BUSINESS SERVICES HEALTH

PRIORITIZE ISSUES UL .
AND AUTOMATE FIXES INGEST EVENTS FROM ACROSS

THE IT LANDSCAPE
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ConfigureTek’'s Success Factors to a Trusted CMDB!

2018 © ConfigureTek Inc. All rights reserved.

01

02

03

04

05

PLAN & PREPARE

Ensure that project participants, including sponsors,
understand why and how the CMDB and the ITOM
platform will be evaluated and their part in the process..

DEFINE USE CASES

Target use cases for the CMDB and service mapping that
support strategic, business outcomes as supported by
ServiceNow.

ASSESS CURRENT STATE

Utilize standardized approach to assess the trustworthiness of
the CMDB, current state of business service mapping, and
how the CMDB is used throughout IT and the business.

ADOPT SERVICE AWARE CMDB

Focus on resolving any CMDB trust issues, identify the critical business
services and map them toward defined use cases, establish the
standards and process for mapping business services.

UTILIZE the TRUSTED CMDB

Implement and integrate the CMDB into the most critical use cases and
enhance business productivity

S



Service Mapping Factory

Pending Questionnaire Mapping in
Questionnaire Recelved Progress

Approved

Routine :

Workflow Automation
Task automation to
progress through the
lifecycle

Bottleneck Resolution
Automated bottleneck
resolution and
escalation algorithm

Task Assignment
Automatic task
assignment to SMEs
and app owners

Service Mapping Status by Criticality

i
L=

Business Service Count
[ ]

'

&

B 1 - most critical

&

2 - somewhat critical

B 3-lesscritical [ 4 - not critical

@figure‘“
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Implementation Accelerators

Lifecycle

Service Mapping Lifecycle
Tracking. A proven and

repeatable methodology for
tracking your organization’s

service mapping lifecycle.

22| 2 | @ | | @ P

@ @|e

4 ol critical

Questionnaire

Automated SME questionnaire
distribution. Pre-created in-tool
guestionnaires to enable your
service and app mapping
project.

-----------

Attestation

Pre-configured SME validation
and verification workflow for
service mapping projects.

& Approval - Group oﬂ Workflow

Configuration Management Approval Workflow w
Team Approval that Data is Escalations
Correct Before it Goes to T
Business Owner ys
Approved B
=

Rejected

( ﬁ Notification

Notify Configuration
Management team of
Recieved Attestation
Always
Always

@figure‘“

Service mapping

technical leadership

testtation Data on

-

Implementation

Accelerators
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Dashboard

Track and visualize your
organization’s service mapping
progress.

B | o ey ey B mces B oweme
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Reporting

Track and visualize completed
and pending attestation to
accelerate service mapping.

i

e

|
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o
=

e
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i
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Best Practices Kit for

Sustainable Results




Let’'s work together..

CMDB ASSESSMENT SERVICE MAPPING |TOM FOUNDATION
FOUNDATION
v Optimize the CMDB data v Rapid service mapping v Configure automated discovery
v' Enhance IT & business use cases v Auto-discovery v Establish service mapping
v’ Identify errors, inefficiencies, & v SERVICE MAPPING FACTORY foundation
inconsistencies v Risk and Impact Analysis v' Integrate monitoring sources
v Streamli.nfe integrations to ensure v Event Management v' Configure event correlation rules
data validity v Reporting and Dashboards v" Event management dashboard
v’ Strategies to mature your CMDB v Enablement v' Change impact reporting
v' Delivered in 3 weeks v Enablement
Assessment & Strategy Service Aware CMDB ITOM in Weeks
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Questions?




Contact Us Today

. Phone/Website
B (800) 987-8460

\o www.configuretek.com

- ™ Email
onflgure™ .o, = e

andy@configuretek.com

mark@configuretek.com

Schedule a Demo
// www.configuretek.com/demo-request


mailto:info@configuretek.com
mailto:andy@configuretek.com
mailto:mark@configuretek.com
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For IT Operations, the stakes are high...

» Effective IT Operations
Management is critical to
business service delivery

e |nefficiencies can be
costly, disruptive, and
damaging

 |nstabllity affects IT,
busINess services,
executives, customers,
and shareholders alike

PSN. Thanks for your patience as we investigate. bit.ly/2chYveS
4:29 PM - 6 Sep 2016
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Meaningful Results for IT Management in Support of the Business

Event Management

» Rationalize events based on business impact
* Provide single pane of glass
* Enhance root cause analysis

* Reduce triage & remediation time (MTTR)

Data Center Management

* Optimize compute, network, and storage devices
* Provide accurate inventory and asset information
» Support data center transformation

Proactive Processes

* |dentify impact of unplanned changes

* Apply compliance thresholds to business services
» Utilize performance metrics to anticipate outages
» Automate compliance reporting & remediation

2018 © ConfigureTek Inc. All rights reserved.

When a system failure occurs, alerting systems turn
red and suddenly everyone starts asking lots of
questions... and meets together on a bridge line.

What's happening? What Changed?

Who's impacted?

CTARNEERN

SLA Breach?

Monitoring tools :
S Security Exposure?

overload? I

I Skills to resolve?

Other
considerations?




IT Management Solutions to Drive Results — Key Use Cases

Linking IT Services to Support Business Needs

SERVICE DESK

IT OPERATIONS ‘ ASSET MANAGEMENT

Change Advisory
Board
Incident Resolution

Problem Resolution Asset Inventory
Impact Analysis Asset Lifecycle
Contracts Management

Software Asset
Management

Root Cause Analysis
Problem Isolation
Event prioritization

SECURITY @ AUDIT & COMPLIANCE

‘ Un-planned Changes . Configuration Drift
Rogue Device Un-planned Changes

Detection IT Policy Reporting
Impact Analysis CI\;{LDB Track SOE

Auto Discovery
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Configuration Management Elements

"‘\\I

Service Elements of an Initial Configuration Management Capability

/

CONTINUOUS O
STRATEGY / oot Virtualeer o Monaganant SPONSORSHIP
ALIGNMENT - =R Reconciliati mmm-r jons Cloud Management
o Container Management
.. Q :ﬁ;ﬁ Event Management
[JW_I Device Compliance
PLANNING, POLICY, e o .mmmmus NO “ORGANIC”
PROCEDURES GROWTH
KEY ROLES
O ' =0 =0=0=~0~0= FORMALLY
USE CASE DRIVEN MANAGED
CONFIGURATION SERVICENOW / PLATFORM CONFIGURATION
MANAGEMENT STAFF ADMINISTRATION ITEM OWNERS USER COMMUNITY —
MANAGED DAY-TO-DAY OPERATIONS CRITICAL FEW

ROADMAP & VS. TRIVIAL MANY

CONFIGURATION PLANNING

ALORIN "~ coTsoL
REQUEST TAILORING IDENTIFICATION CONTROL VERIFICATION AND AUDIT
DATA QUALITY

CONFIGURATIONSTATUS ACCOUNTING

_ IMPROVEMENTS

VALUE-ADD 9 9
GOVERNANCE
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Event Integration Overview

SNMP Traps
162/udp

0 GO [ty

298

Collected MID Server
Event Connectors

Events SNMP Trap Listener

Events via REST

Event table

000

Events via scripted REST integration

HTTPS 443/tcp

Events via email

=

HTTPS 443/tcp

Inbound Action s

1

SMTP 25/tcp

CloudWatch / Azure alarms via web services

|

> SMTP Account

[em_event]

D

Infrastructure | Monitoring |

HTTPS 443/tcp

Event Collection

© 2017 ServiceNow All Rights Reserved Confidential

\_

> em_event.do

Event Processing
Scheduled Worker

Instance

Alert table
[em_alert]

R Alert Processing
Scheduled Workers

09 Alert Correlation
-

[Jj—[_|$|1 Service Impact Calculation

@ Task Automation (e.g., Incident)

% Remediation

v

47

Event Processing

servicenovw



The ITOM Solution Roadmap to Business Value

Capabilities for ensuring that enterprise infrastructure and applications are optimized and always available to the business.

2 FOUNDATION > REACTIVE > PROACTIVE

service B s - Q5 D B service

v" Change Planning

v Service Mapping targeted discovery v Integrated event sources g |
v Automated Horizontal Discovery v Consolidated dashboard v Predictive Impact Analysis

v' Automatic inventory & Asset Management v' Automatic alert & incident creation Y Unplann.ed change trackin.g

v' Infrastructure reporting v Rapid root cause analysis v Change In context of Service Maps
v Business & technology services reporting v Event remediation v Application Portfolio Management

v Performance Analytics
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Service Mapping Factory

Lifecycle

Service Mapping Lifecycle
Tracking. A proven and

repeatable methodology for
tracking your organization’s

service mapping lifecycle.

0 Shemea = View map = Senvice Mapping Litecycle
*Calin

C_ B Wiew map Mok Stared

@ o Niew map Pending Sign-of

q) s Yicw map Fending Guesticnnaire

(1)  EmployseServces iew map Mapping In Progress

(i) Dok Wigw map Retired

D Eames Nigw Pending Questionnaie

(1) Famd Yiew map Mapping In Progress

(D) Eetoen Miew rap Pending Questisnrre

(i)  SeniceHealthPReporer  ewmap Fending Questionnainz

4. nol eritical

4. nof ritical

1 - most criical

3-less critical

3- less critical

1 - most critical

1-somewhat critical

4 nol £ritical

1- somewhat critical

Questionnaire

Automated SME questionnaire
distribution. Pre-created in-tool
guestionnaires to enable your
service and app mapping
project.
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Attestation

Pre-configured SME validation
and verification workflow for
service mapping projects.

@ Approval - Group o@ Workflow

Configuration Management
Team Approval that Data is
Correct Before it Goes to
Business Owner

Approval Workflow w
Escalations

Always

Approved E
Rejected =
‘ ﬁ Notification
Notify Configuration
Script Management team of

Recieved Attestation

Service Always -
Always E
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Dashboard

Track and visualize your
organization’s service mapping
progress.
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Reporting

Track and visualize completed
and pending attestation to
accelerate service mapping.
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