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Webinar Housekeeping

• This “LIVE” session is 

being recorded

• Recordings are available to 

all Vivit members

• To enlarge the presentation 

screen, click on the 

rectangle in the upper right 

hand corner of the 

Presentation pane
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• Session Q&A: 

Please type questions in the Q&A pane 

and click on  “Ask”

• Choose the language in which you would like to ask your 

questions
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Commitment to 

Transformation, 

Improved Service, 

Metrics  

Accelerated Time 

to Value with Plug 

In Capabilities

Agility to Scale Up 

and Down based on 

Client’s Business 

Requirements 

You Pay for 

Services Consumed 

with a Variable 

Cost Structure

As-a-Service
IS HERE
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THE INTELLIGENT OPERATIONS IS A KEY 
ENABLER FOR NEW IT DELIVERY MODEL
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Judgement-driven

High value

Transactional

Commodity

Increased 

“intelligence”More proven

ARTIFICIAL 

INTELLIGENCE

Self-learning 

systems and 

self-evolving tools

INTEGRATED 

ANALYTICS

Use of analytical 

tools to predict and 

recommend

ROBOTIC

Standardization of 

scripts and reduced 

manual efforts

FOUNDATION

Project level, ad-hoc 

automation for areas 

like scripts
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INTELLIGENT OPERATIONS IS THE DELIVERY VEHICLE 
TO POWER THE FUTURE OF IT 
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Increases availability and performance of business services provides deeper insights into Infrastructure through 

operation Analytics and enable effective management of the environment health and Service request

As-A-Service

Service Catalog

Service Assurance

Business Service 

Management

Cloud & Service Fulfilment

Increased 

Accuracy

Compliance using LiveHealth

Operations Analytics and 

Predictive

Self Healing

Rapid Root Cause Analysis

Industrialization

Multi-Tenant modular 

Shared Platform

Increased Infrastructure 

Availability

Gamification

Automation Led Delivery

Increased Customer 

Engagement

Guided Fulfilment

Digital Assistant

IT-Wallet

Business Value 

Dashboard
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BUILDING THE INTELLIGENT AUTOMATION 
CAPABILITIES WITH MICRO FOCUS
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The Intelligent Operations framework and architecture enables end to end Automation for IT Operations
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User Experience, Infrastructure Health - Portals, Business Value Dashboard  

Business Process Monitor

IPC, KM, SRM, CMDB, AM, Self Service Portal, Intel. Notification

Operations Bridge (Aggregation,  Event Correlation, Runtime Service Models)

Discovery Network Management (NNMi) Server/Cloud Management Application Performance (APM) 3rd Party Events 
(BSM Connectors)

Platform Security Application/ Business Services

• Servers/ Hypervisor

• Storage

• Cloud

• Database & Network

Digital Assistant*, Real User Monitor

Visualization

Business Service 

Management 

IT Service 

Management 

Event 

Management 

Availability and 

performance

Infrastructure 

stack

User Experience 
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SOURCES OF EVENTS IN INTELLIGENT OPERATIONS

6

BSMC 

Connector 
Third Party Element 

Manager Integrations

OpsBridge

Event 

Management and 

Processing

BPM/RUM

Web Application 

performance and 

transaction 

monitoring alerts

OMi (Satellite) 

Server, DB, Application, 

Middleware events

SiteScope 

Server, DB, 

Application, 

Middleware events

RNMi 

Network Events

GNMi

BSMC

BSM BSM

Satellite OMi
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Ops Bridge plays most crucial role in Accenture’s Intelligent Operations framework 

ensuring proactive and predictive IT Service Delivery for our Clients

Degraded Transactions leading to Business Service performance Impact identified through Time 

Machine and Anomaly detection. Predict Failure and Operation Insights for Capacity Management

Benefits:

1. Anomaly Detection using 

Rare Events

2. Faster Root Cause 

Identification

3. Operation Insights through 

Predictive Analytics enabling 

capacity Management

4. Advanced Correlation with 

Business Metrics
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CLIENT CASE STUDY – MAJOR EUROPEAN 

INSURANCE COMPANY
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14967

18113

20679

17405
16489 16785

17645

23587

26734

17770 17681 18095

15463

2901 3010

1536
524 286 250 230

930 1014
279 305 654 277

1-OKT-16 2-OKT-16 3-OKT-16 4-OKT-16 5-OKT-16 6-OKT-16 7-OKT-16 8-OKT-16 9-OKT-16 10-OKT-16 11-OKT-16 12-OKT-16 13-OKT-16 14-OKT-16 15-OKT-16 16-OKT-16

Event Correlation Trends

Events Received Ticket Created

Date 1-Oct-16 3-Oct-16 4-Oct-16 6-Oct-16 7-Oct-16 9-Oct-16 10-Oct-16 11-Oct-16 12-Oct-16 13-Oct-16 14-Oct-16 15-Oct-16 16-Oct-16

Events Received 14967 18113 20679 17405 16489 16785 17645 23587 26734 17770 17681 18095 15463

Ticket Created 2901 3010 1536 524 286 250 230 930 1014 279 305 654 277

Chart Title
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Client Case Study – Use Case 1
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Client Case Study – Use Case 2
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Client Case Study – Use Case 3
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Client Case Study – Use Case 4
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VALUE BENEFITS
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The Integrated Operations enables us to be future proof by driving automation & analytics across the entire operations

Full Infrastructure 

coverage with Service 

Availability and 

Performance

@ 99.99%

RAPID ROOT CAUSE ANALYSIS

20-25%

CUSTOMER ENGAGEMENT 

> 80%

BUSINESS SERVICES 

LED INFRASTRUCTURE  

MANAGEMENT

Reduce Mean 

Time to Repair

20-25%

COST EFFICIENCY  

15-30%

Auto-fix & Provisioning Automation  20-40% Industrialization 

70-80%

Run Book Automation

Predictive Analytics

• Proactive IT management

• Real time dashboards

• Extensive Reporting

Efficient Licensing

Single consistent ITSM process

Standard Delivery construct

Best Practice Sharing

Event Correlation

Service Impact views

Anomaly Detection

20+ Automations deployed

5000+ invocations of automations in 2 months

2000 manhours effort savings 

21 more automation WIP to result in 1100 manhours

protected existing 

client tool investment



Q & A

Please type questions in the Q&A pane 
and click on  “Ask”



Keys to a Successful and 

Sustaining SACM Practice
Lessons Learned in ITSM Maturity



Intro

Bill Curran
Principal Consultant –

Intact Technology

• 25+ years experience in Information Technology in Financial Services 

industry

• Enterprise Management Technology on Wall Street and with New 

England banks

• Over 15 years experience in ITSM implementations and operations

• Led ITSM initiative and HP/Micro Focus technology implementation at 

Citizens Bank

1997-2012 2013-2017 2017-Present
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Configuration Management In Practice
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80% of 

CMS/CMDB 

Projects On 

Average Fail to 

Meet Expectations

1

Untethered from Business 

Outcomes.
3

Data Quality Issues.2

Too Big, Too Monolithic.
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Polling Question

Which best describes your assessment of the use of 

CMS/CMDB at your company? 

1) Don’t have one, no plans for one

2) Don’t have one, thinking of putting one in

3) Have one but don’t trust it or it’s not being used

4) Have one and it works well

5) None of the above



The Importance of Service Asset and Configuration 
Management

• SACM is the foundation for IT Service 

Management and serves to provide 

critical information to Incident, Change, 

Problem Management and other 

processes and functions

• If users cannot trust the information in the 

CMS it will not be successful

Why is SACM Important?

• Alignment with Org Goals: the 

CMDB/CMS is itself an enabler rather 

than a discrete end goal

• Much focus on the technology but limited 

promotion of the mechanics of keeping the 

data accurate and sustainable

• The CMDB Perception Problem

Headwinds from Virtualization, DevOps

What Makes SACM Difficult?
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Key #1 – Focus on Ongoing Operations & SACM Maturity

Implementation

Phase

• Focus: “What can we 

discover/collect?”

• Identify Requirements 

Ongoing

Operations

• Focus: “What Questions Can 

We Help Answer?”

• Identify Specific Business 

Problems

• Create a Governance structure 

to oversee compliance and 

manage accountability

• Establish Ownership for CIs and 

Data Sources

Pivot From Implementation Phase to Ongoing Operation

26



Key #2 – Exploit Service Models

Impact and 

Prioritization

Incident 

Management

Planning and Impact

Change 

Management

Compliance and 

Regulations

Cost

Optimization

!

All Have Application Context
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• What do you need to model?

• How Much of Application Portfolio should be Modeled?

- Tradeoff between value and cost
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Key #3 – Focus on Data Integrity and Governance

Resiliency

Lifecycle & 
Currency

Regulatory 
Audit & 

Compliance

IT Financials 
& Cost 

Allocation

Incident, 
Problem & 

Change
Asset and 

Configuration 

Management 

Data 

Governance

Importance of Data Quality:

⇢ Effective Incident, Problem, and Change Management

⇢ Lifecycle Management and Asset Currency

⇢ Supporting Compliance and Audit activities

⇢ Accurate change impact analysis

⇢ Security and Vulnerability assessments

⇢ Risk Management

⇢ Software patching efficiency

⇢ Enforcement of standards

⇢ SLA Reporting

⇢ Supporting efficient data center moves and large scale 

hardware refresh activities 

Information is added to the CMDB by discovery, import from 3rd party sources, or manual entry. For 

compliance reporting and quality control the CI data must be audited for accuracy. 
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Point 

#1

Point 

#3

Point 

#2

Exploit Service Models for Value and Critical Context 

Take Focus Away From Technology and Toward 

Process and Maturity

Employ robust data integrity and governance practices 

to ensure confidence and correctness of data

3 Keys for Long Term Success

29



Bill Curran
Principal Consultant –

Intact Technology

Thank You!

For any question, do not 

hesitate to contact me at

bcurran@intact-tech.com



Q & A

Please type questions in the Q&A pane 
and click on  “Ask”



Board Elections Update 

Board Elections will run from April 2 – May 2, 2018

Vote Now!

5 open seats. Three, 3-year terms, One, 2-year term and One, 1-year term.

Candidates:  

Richard Bishop, Lloyds Banking Group - United Kingdom 

Chris Carpenter, Bienabee - WA, USA

Bob Crews, Checkpoint Technologies - FL, USA

Mark Ford, TIAA - NC, USA

Pedro Miguel Jeronimo Mendes, DataSmart - Portugal 

Ramesh Subramanian, NTT Data - MA, USA

Jonathon Wright, Digital Assured - United Kingdom

http://bit.ly/2GNoJaySd
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/richardbishop/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/christopherocarpenter/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/bob-crews-checkpointech/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/markeford/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/pedro-mendes-4103aa1a/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=http://www.linkedin.com/in/ramesh-subramaniam-73354437/
http://www.vivit-worldwide.org/link.asp?e=jlrcreativeservices@outlook.com&job=3302143&ymlink=225724834&finalurl=https://www.linkedin.com/in/automation/
http://bit.ly/2GNoJSd
http://bit.ly/2GNoJSd


Upcoming Vivit Webinars

April 25, 2018

Content Manager - Impact of GDPR on the International Criminal Court

7:00 - 8:00 AM PDT (Los Angeles), 10:00 AM -11:00 AM EDT (New York), 16:00 - 17:00 CET 

(Frankfurt))

http://www.vivit-worldwide.org/events/EventDetails.aspx?id=1090655&group=

May 17, 2018

SIG Talk: IT Operations – SiteScope & Omi

8:00 - 9:00 AM PDT (Los Angeles), 11:00 AM - 12:00 PM EDT (New York), 17:00 - 18:00 CET 

(Frankfurt)

http://www.vivit-worldwide.org/events/EventDetails.aspx?id=1089263&group=

http://www.vivit-worldwide.org/events/EventDetails.aspx?id=1090655&group
http://www.vivit-worldwide.org/events/EventDetails.aspx?id=1089263&group


Tweet Your Questions

#vivitsigtalks



Thank You


