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Business Service Analytics
ask yourself...

How often does your help desk get calls
before IT knows there is a problem and how to fix it?

How much time does operations spend fixing
problems versus adding value?

How much revenue, customer good will or productivity was lost last year while
IT was troubleshooting?

What is your process for pinpointing a problem
that is affecting users — or preventing problems from affecting users?

How do you visualize services so you can make informed investment and
operational decisions based on their status and risks?

Bratislava
3 Copyright © 2010 CA. All rights reserved. - Fo r u m ‘ 20. oktdber



Business Service Analytics

do you know what Is Impacting your services?

Little Issues Add Up
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Business Service Analytics

how fast can you fix problems? can you measure & mitigate risks?
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The CA Service Assurance Solution
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Building the Service Assurance Solution

INFRASTRUCTURE APPLICATIONS SERVICES
COMPONENTS — networks (data & voice) — web portals & app servers  — end-to-end service models
— systems — JEE, .NET & back-end — top-to-bottom
(physical & virtual) _ client/server infrastructure mapping
— databases _TCP/IP — SLA management

— environmental — unified communications

PIVOTAL fault, configuration, end user experience, infrastructure impact
INSIGHTS performance & application and on service quality,
flow analysis transaction visibility risk & performance
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Right Information, Right People, Real-Time

.

Executives and Operations

Business e — = |T Execs and Managers
Service _:_"-- = — T — = = | OB and SLA Owners
Analytics iz - = =Operations

> 1 =

Infrastructure Applications

= Domain Experts = Owners

= Support

Performance and triage across and Performance and triage for business
into technology silos transactions and applications
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CA Business Service Analytics Provides the Answers

understand infrastructure impact on quality

End-to-End Business Service Quality, Risk, Business Service Assurance
Service Visibility Impact and Root Cause Analysis and SLA Reporting
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End-to-End Service Visibility
open integration, intelligent modeling & real-time service model

Application Performance
Management

I [
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Business Service Quality, Impact, Risk & Root Case Analysis

service operations console

El e BTl Hep ¢ > Q3|85 BF / Service
— T | :
Impo rted avigation k| Cnmems:.Quntmg %erwce of type Service a8 OpO -Ogy
ExPr | tsers | Blarms | List | Services Topolagy | nformation | CMDB Visualizer | real-time
Components o & % ’? L a | Coview & Adust = | A G E DO | LSS ® 0 Q@ ‘ model
for Service || uiasrme. Servi e compc;nent
R ervice /g ol
Models ||t > . e N relationships
?;EELTLEEE ‘é}lajf;_'_'_ | 4 e k 4 Transac\l;\lons & impact
gg tanciall\:E:ds, ! WEE:";E@ 0 w & \\\ ":h
o W systems y
FCAET TR N o L3 @
¢ Trading Floor .. i ; Da a‘abgss es ::W Switches
: : wegl E f oo . % m
Component 0 sl . . : .
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severity, s drill down from here to domain management tools to fix
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root cause » eliminate unnecessary triage, speed MTTR & work more
cooperatively across silos

Ca [ e proactively mitigate risk & prevent problems from
escalating & noticeably impacting services
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Business Service Quality, Impact, Risk & Root Case Analysis

understand infrastructure impact on services
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Business Service Quality, Impact, Risk & Root Case Analysis

understand infrastructure risk to services
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Business Service Quality, Impact, Risk & Root Case Analysis

understand application impact and risk to services

Console - CA Spectium® Service Assurance
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Business Service Quality, Impact, Risk & Root Cause Analysis
multidimensional situation awareness
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Business Service Assurance and SLA Reporting
real-time service dashboard
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* know who is addressing problems & risk
 improve IT & LOB communication & strategic planning
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Business Service Assurance and SLA Reporting

real-time service dashboard
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Business Service Assurance and SLA Reporting

historical service and SLA reports
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Service and SLA Reports
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« accurately justify hardware upgrades and application ad business
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process

» deliberately plan and execute continuous
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Service and SLA Reports
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* manage operations support staff according to
business priorities

* reward domain experts based on continuous
Improvements

* accurately justify hiring specific domain experts
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CA Business Service Analytics
what does CA Technologies make possible?

Ability to know the performance of your business services
from the end-users’ perspective

Enables Operations to know when the most important services have problems
and what is being done to fix them

Enables Operations to do the right things to mitigate risks
and better prevent services from being impacted

Make more informed CAPEX and OPEX decisions
based on the reality and risks of your business services

Demonstrate that your protecting and improving the services
that drive revenue and competitive advantage

Bratislava
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CA Spectrum Service Assurance

what the analysts say

Enterprise Management Associates
Val u e Lead e r Award EMA Radar™ For Business Service Management (BSM)

“...a jumpstart ahead of most of its competitors...”

“....atrue, model-based BSM dashboard...the tip of the wedge for Rioee”
Introducing CA’s Unified Service Model and Catalyst integration e
architecture more broadly.”

“CA adds to this strong infrastructure, application and user experience
monitoring, as well as world class SLA contract management.”

“CA can deliver comparatively fast time-to-value for a platform-level
solution especially when CA monitoring solutions (Spectrum, Wily, eHealth,
etc.) are already in deployment.”

* Enterprise Management Associates: “EMA Radar For Business Service Management (BSM)” June 2010 Author: Dennis Drogseth I
Bratislava
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CA Spectrum Service Assurance

what the analysts say

Enterprise Management Associates Impact Brief
CA Spectrum Service Assurance Bridges Service “YEMA
Management Gap

“...delivers some truly unique and innovative features.”

“ ...offers real hope for beleaguered IT organizations that are trying to
bring together the pieces to build an integrated service management
story.

“...CAis bringing an open approach to the table, with a plan for

connectors and a heritage that brings a deep understanding of
Infrastructure management to bear, along with solid experience with CMDB
and service desk.”

* Enterprise Management Associates: “Impact Brief, CA Spectrum® Service Assurance Bridges Service Management Gap” April 2009 Author: Jim Frey

Bratislava
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CA Spectrum Service Assurance

what the analysts say

Ptak, Noel & Associates Gives =
Spectrum Service Assurance High Marks 3# A men oy

“SSA’s new analytical capabilities, fuelled by simplified integration and displayed
in a web accessible dashboard, means that although different IT staff use
specialized management software to perform their tasks, they can all work from a
shared, common view of the critical business services supported by varied
infrastructure.”

“...thereby allowing IT organizations to work smarter and be more effective in
Guaranteeing high quality services without adding staff.”

“...simplified service modeling and policy creation capabilities and its pre-built
Integration modules (which share the context and analysis captured within the
service model across multiple tools) allow IT organizations to advance their
service management maturity more rapidly and cost effectively.”

* Ptak, Noel & Associates LLC: “Spectrum Service Assurance Commentary” April 2009 Authgg::Jasmipe Noel Bratislava
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CA Spectrum Service Assurance

what the analysts say

Ihearparating

Ovum Butler Group Technology Audit of E
Butler Group”

CA Spectrum Service Assurance
“...delivers a business-service-centric view of IT management, and its
capabilities can bring about improvements in the quality of delivered IT
services, while at the same time helping offset the associated risks.”

“......directly addresses the problem of multiple domain management tools
that deliver large volumes of non-normalized, non-correlated data, where
the tasks of root-cause analysis and impact analysis are inherently difficult
because of what can be termed ‘Event blindness’..”

“...can provide an end-to-end view of the IT infrastructure, importantly from
the business, not just IT, perspective.”

*Ovum Butler Group, “Technology Audit: CA Spectrum Service Assurance” January 2010, Authors: Stephen Mann and Balachandar GaneEh o
ratislava

26 Copyright © 2010 CA. All rights reserved. . Fo rum ‘ 20. oktdber



+
Discussion

A Forum !> ok,




+
thank you

A Forum !> ok,




