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— ITIL Service Level Management
— Akvizice CA — Oblicore

— Sprava servisnich kontraktU
— Monitoring plnéni SLA

— Prinosy standardizace a automatizace SLM
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Service Level Management

— Rostouci tlak na prokazovani hodnoty IT sluzeb pro business z
hlediska kvality, nakladu, prinosu

— Ocekavany jsou IT sluzby s jednoznaéné definovanou kvalitou,

funkcemi a cenou
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W= ITIL

Continual Service Improvement

“While in the past many IT organizations viewed SLM as
merely a smattering of isolated agreements around system
availability or help desk calls ... this is no longer true. SLM is
no longer optional.”

ITIL: Continual Service Improvement, Office of Government
Commerce, p 91.




Cile ITIL Service Level Managementu

— Definovat, doumentovat, dohadovat, monitorovat, méftit, reportovat a
revidovat Uroven poskytovanych IT sluzeb

— Udrzovat a zlepSovat vztahy a komunikaci s businessem a zakazniky

— Zajistovat, Ze pro vSechny sluzby byly stanoveny konkrétni a méritelné
cile

— Monitorovat a zlepSovat spokojenost zakaznik( s kvalitou dodavanych
sluzeb

— Zajistovat, Ze IT i zakaznici maji jasna a jednoznacnd ocekavani ohledné
urovné IT sluzeb

— Zajistovat, Ze jsou zavedena proaktivni opatreni ke zlepSovani trovné
poskytovanych sluzeb, pokud je to ospravedlnitelné z hlediska nakladu.
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Proc€ je SLM tradicné obtizna disciplina

— NaSe metriky se mijeji s — Vykazovani kvality sluzeb je — Jak plni zavazky
ocekavanim zakaznika velmi pracné dodavatelé?

— O nedostatecne kvalité sluzby se  _  z3kaznici otekévaji néco — Jak prosazovat plnéni
dozvidame pfilis pozdé jiného smluy, Uctovat pendle,

— V nékterych oblastech neplnime, ziskavat bonifikace?

v jinych oblastech prepliujeme

Pokud zakaznik nevidi cenu,
pozaduje nejvyssi Uroven
sluzby pro vSechny

T
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Cloud/Managed  Applickace  Virtualni & fyzicka  Sité Storage Service Desk
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Akvizice produktti Oblicore (leden 2010)

@ Oblicore

“At the core of your business are the obligations you make”

— Strukturovana sprava servisnich viceurovnovych a vicezdrojovych servisnich
kontraktu

— Agregace a korelace metrik z mnoha zdroju (dohled, service management, PPM,
business)

— Integrace datovych zdroji (CA, IBM, HP, BMC, Oracle, SAP...)

— Podpora rady modell servisnich kontraktl a SLA a jejich kombinaci
— Customer-centric
— Service-centric, ad.
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Komplementarni prvek v reseni CA SLM
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Management dodavky sluzeb

End-to-End

Enterprise

Suppliers Customers
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Rozhodujicim prvkem je smlouva/dohoda

IT Service Provider Customer

— Smlou / Mezi
poskytovateiem IT sluzeb a zak:

L.

/ice Level Agreement

— Popisuje rrational Level Agreement
- IT sluzby lerpinning Contract
— Povinnosti

— Garantované parametry

v . Bratislava
o~ Odpovédnosti, ad. CaA Forum |35 e
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ProC standardizovat a automatizovat SLM?
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Manualni sprava SLA

o Repnrts ]
= L '
_ = @ )1\ e, "'1

Proces:
* Nachylny ke konfliktom
e Pracny

« Nékladny

rvice
esk

Network Propietary

Monitoring
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Standardizace pripravy a obnovy smluv

i A ,’;* \ ;% Re’m

Chybéjici standardizace:

. . o T | @ VySOkél praCHOSt '.mﬁ |
'*-. ° 7 7 - - 7
y @H @H : Hr. o o Vlykazovéani je nejednotné
:'_ :'_ :l ::; * Roztristenost aktivit « Duplicitni pfiprava report0
= = == | _ -

* SluZby jsou standardizované

» Smlouvy nejsou
standardizované.

* Metriky jsou nejednotné

 Sbér dat je nejednotny

* Vlysoka Groveii duplicity

- o
Application Business Service
Monitoring Applications Desk

Network Propietary

Monitoring
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SLA

>
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* Vliv na rozpocet

* Vliv na dal3i smlouvy

Netwo
Maonitor

il .'L.- Y

\

=
r —

Pracny sbér dat
e Nakladny
e Podporuje Spatny pfistup

T4

Vétsina SLA predpoklada vice zdroju dat
* Celkovy pohled na sluzbu
 Pfesny popis sluzby

Potieba adgredovat data

Potfeba Fidit vyjimky

Korelace

Vlysok& pracnost a sloZitost

Repn rts

Lk

* Nutna kontrola

Propietary

G Forum|

* Reaktivni reporting L.
 Obvykle pfilis pozdé
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Reaktivni management

Repn rts ]

=N . Reaktivni rezim:
= =
1 sc [ .+ IT sesoustfeduje na aktualné l
= L nejhlasité;jsi stiznosti
I * Neschopnost ovéfit plnéni Reaktivni reporting
- darantovanych parametrd * Nikoli na nejdilezitéjsi

Chybi aktualni informace
» Béhem Zivotniho cyklu SLA

* MozZna chyba v infrastrukture

* ZpUsobivolani uZivateld

Network Application Business Service Propietary
Monitoring Monitoring Applications Desk

Bratislava
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Interni a externi komponenty sluzeb

Suppliers Camnany Customers

o NemoZnost propojit interni a externi
SLA:

» Neefektivni investice

e Zbytecné nakupy externich
sluzeb




Penalizace a bonifikace

Suppliers Company Customers

a
° Up[atﬁujeme * \WyuZivdme efektivné zdroje
opravnéné
penalizace
* \/lyuzivame
bonifikace

January 2010 a FQ ru m_ ............



Jak toho dosahnout?

Contract & Portfolio

Standardizované informace o sluzbach
' Management

@ Urgent Payments = Life Cycle Management
. Helpdesk Gold Financial Metrics

’ . Vendor Performance
. . | ACE" Technol . .
ix. Email Services Oblicore ACE™ Technology = Service Portfolio Mgmt

Smlouvy a dohody

=Service Level Agreements
= Underpining Contracts
. Operatlonal Level Agreements

Service Level Reporty
=Concurrent and Prediction Reports

= Alerts and Dashboard

= SMS, Email and Service Desk Alarms
= Integration with Portals, Financial
Solutions

rJ

Informace o zdrojich

G ol G

| @am | |
‘I.::mimm |:|ti software ‘I.::mimm uti software 4_]

INELWUIK * ’ ‘I"I‘"_“""“_""' ’ f JCTI VILC LCON M |d
Monitoring : Monitoring i Call Center
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Strategické aspekty SLM

Supplier One

—

> Customer One
——n

SLA

ﬁ

SLA

Bratislava
G Forum 5.



Service Portfolio

@ ObliCOre' Powered by Oblicors

Guarantee . 3 Framework Configuration Administration Settings | Logout ]

Service Portfolic Managemeant

Service Portfol_io Management li?:g
esBTRBS Service Portfolio - Contract Templates ==

=+~ Service Portfolios

=5 |i| Contract Templates

i Dates presented in DD MM/ YYYY hhimm f t
H- 2] HelpDesk Services S o A o

¥ - EEE e T
E R | Internal Services

- Iil Standard Service Catalog EJTvpe: Contract templates - 11 items

I ecieas Sariies I =& , #& @ » Callcenter Agreement Effective
1IT Tachnical Producks r & -ﬁ B » CCpayments processing Effective
& |i| FelC i Sers r = % ] » CorpSales eBooking Sys.SLA Effective
r = # [ » FEFAonline booking SLA Effective

r =~ »  FFA online booking SLA template Effective

4

r = @- B » Leased Line agreement Effective

r = ﬂ B » Heverlate Storage Management Effective

r = ﬁ B » lLate Travel Booking Srvecs SLA Effective

r = # [ » MNiate Travel Booking Sves SLA Effective

r == i /[ » online booking SLA for demonstration Effective

r m- :ﬁ- B » Travel Booking Sves SLA Effective

i

i'| |Ur:|lr'u5r| | Link to... | | Move to.. | | Copyto..

=
i
T
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Contract Wizard

@) Oblicore

Guarantee

Contracts # New Contract

Contract Wizard

Framework

Powered by Chlicors

Configuration Administration Settings | Logout ]

[ "4
"

(O Business Context

® Select Contract
Template

(O Details

O edit Parameters

0 Select from Service
Definition

@) Edit Service Definition
Parameters

O Summary

Contract Party: | Far Far Away

¥

EﬁECti\fE Between: ID].,-"DB,-"EDDE 00:00

Status: i+ Effective § Pending

= E| Contract Templates
Call center Agreement
CC payments processing
Corp Sales eBooking Sys.SLA
FFA online booking SLA
Leased Line agreement
Never Late Storage Management
HLate Travel Booking Srvcs SLA
HLate Travel Booking Swcs SLA
online booking SLA for demonstration

H 6 5 6 & £ 5 & 9 8 |

Travel Booking Sves SLA

Las

HelpDesk Services

A~

) [o1/09/2008 c0:00 | )

¥ hhzmm oO/M

hhomm

o

A

Search: Name: | Type: |Cnntrac:t Template vli

Enity Path
FFA online booking SLA template fContract Templates /FFA online booking SLA
template

. ,!‘Contract Terljplates{FFA online booking SLA
JContract Templates Leased Line agreement _ |=

fContract Templates MLate Travel Booking
Srves SLA

[Contract Templates /Corp Sales eBooking

FFA online booking SLA
Leased Line agreement
| MLate Travel Booking Srves SLA

Corp Sales eBooking Sys.SLA

CC payments processing [Contract Templates /CC payments processing

Call center Agreement [Contract Templates/Call center Agreement

[Contract Templates MLate Travel Booking
Swvies SLA

Flever | ate Starane Mananement
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Contract Detall

Logged in as bddemo (Oblicors)

@ ObliCOre' Powered by Oblicors

Guarantee 3 Contracts Framework Configuration Administration Settings | Logout ]

Contracts ® Never Late E-Msil Services » Geaneral

Contract Details | o8
. Contract Details Contractual Section Financial Section Operational Section All Metrics

General Motes Parameters Timeslots Audit Trail Diagnose Excephions W

Contract )
Name: Mever Late E-Mail Services
Contract Type: Service Level Agreement
Status: Effective
Effective: 01f01f2007 00:00 to 01/01/200% 00:00 fo Change ey W‘ehpage Dialng
Primary Contract Party: Receiver MLate Air
Secondary Contract Party: Provider MLate EMC Group _. 2 o Ll
Service Components: Exchanae Email Services (Weh) Version 11 _ Effective 01/01/2007 00:00  01/01/2009 00:00
Version Version 10 Cancelled 01/01/2007 00:00 01/01/2007 00:00
s 11 of 11 (Effective) Version 9 . Cancelled i} _1;'0 };'ZDD? 00:00 _leﬂl,-"ZDD? 00:00 =
Effective: 01/012007 00:00 to 01/01/2009 00:00 fol Version & Cancelled 01/01/2007 00:00 01/01/2007 00:00
Workflow Version 7 . Cancelled 0 _1;'0 };'EDD? 00:00 _01,,"01,-"200? 00:00
[~ To be approved by: Version & Cancelled 01/01/2007 00:00 01/01/2007 00:00
Reply to: Version 5 _ Cancelled a _1;'0 _l,r'EDD? 00:00 _01,,"01,-"200? 00:00 =
Details Version 4 Cancelled : DI{U‘I,{ZIJD? 00:00  01/01/2007 00:00
Time zone: Gar. 8 Version3 ~ Canceled =~ 01/01/200700:00 01/01/2007 00:00 -
Currency: 1S Dollars i
Fee: 0 per month
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@ Oblitore' ; bt ! Powered by Oblicors

Guarantee Contracts Administration Settings | Logout 1

Contracts # Never Late E-Mail Services » Metrics
Contract Details v
Contract Details Contractual Section Financial Section Operational Section All Metrics |
Find >
D52 | Jrme 5 e ategoy 22— Otpcmestatement [
[=lService Domain: Availability Management - 4 items
[ . Availability Success Rate =g Time Available -
l_. A »  Cluster High Availability 2% Time Available ;
|; & » Mean Time. to Restore Time To Restore -
I &) Humberoffailores Max #DowrTmes >TL S
E]gem Duma“: Back“p Mamgemnt ; 3|tem5 .................................................................................
[ M »  Archive Backup Success Rate Archived Backup Success -
: I" - :0\ .y . Cold Backup Success Rate " Cold Backup Success ";
l". M ) Hot Backup Success Rate Hot Backup Success ; A
E]Service Domain: Capacity Management - 2 items . :
r M. ) Mailbox Usage Mailbox Usage -
- I - -~ .} Storage Utilization Storage Utilization -
E]Sen"ce Dnmam; ﬁmmlﬂamgem“t j 1¢em .................................................................................
L A » Exchange Email Incentive Plan Incentive -
E]gen,m Dumam: mcde“t Hammnt i 2 'tems ..................................................................................
I A » Problem Resolution Rate 2% Inc Resolved = T1 -
™ ) ProblemResponseTime %IncResponded <T1 2
E]Sem Dommpeﬂormm Manageme"t zﬂ:ems ..............................................................................
I~ B ) Storage Response Time Response Time - ==
j“; o “ .'. .T-h.ﬂ.;,,_., .h. .u.t Rate ................................ .-n-,r.oﬁéh-pgf Fia.te. i.-c;mmé ....... s i 1
| SV E a5
£ Fulsoreen
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Service Level Report

@) Oblicore

Guarantee
eports Folder » Report Chart

B

Framework Configuration

Powerad by Oblicore

: [ settings | Logout

Brs LDabhHABY

Chart Data Analysis Filter
977 :
897 64 !
9754 897 .45

v [] Service Level

Saved Reports:

Never Late - Storadge Services -

4. Editing
Chart |Selies| Data i Tools I Expoltl Frint I Themesi
Sefies |General! fiiz I Titles I Legendi Fanel | F'agingl ‘whallz I D I

0572005

M TeeChart Gallery

Seres I

Line =

Qe Q@

Rollup method : Worst case

Pain

Previons

Related Reparts

Standard |3D | Extended | Financial | Stats | Other |

EEX

(= http:f/localhostwidgetid-3B3&widgetname-Contract: Mass Bank Credit Card BU Agree... [ : :

M B ok B e

Radial Tree Layout'-

. PONERED Bv:

& = &) Oblicore

~

Ve

e Il
Haorizor] W e
Mass Bank.. U
Areg SAPHR Agreement Hyperion .. Ba
- .LCCesS sed Price
Rate
5 r——— £
s ke
\CQ Hypherior®,.. ‘-Q
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uccess : ‘{3 onse Time =

Rate P
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Managersky dashboard

Powered by Chlicors

@Oblicure‘
Settings | Logout ]

Guarantee
Reports Folder = Report Chart

Critical Contracts

Mass Bank Credit Card BU ... Never Late HelpDesk Services

Never Late E-Mail Services

Key Performance Indicators

lmmea——Tpecs epmrement & 5

» Storage Response Time Metric 11,5114 msec

Mumber of Failures Metric £ 1.34965 Mbr

91,5415 %

Availability Success Rate

90.6418 %

Cold Backup Success Rate
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Rizeni sluzeb na viech urovnich

Aktivace, poskytovani, uctovani, fakturace

ERP, CRM, Desktop

SAP, Siebel, Microsoft, Oracle

Server, hub, switch, router

CA Forum 5556,



Oblicore podporuje procesni cyklus Service Level

Managementu

Bratislava
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Zivotni cyklus sluzeb

Report

.

Contract

Design

runlish

J

Service Provi

S Smluvni S Dodavatel
:g Finan¢ni :g Zakaznik
S Provozni 2 Interni
o o
(¢B) (¢B)
L L
> >
| — | —
(¢b] (¢b]
>’ >

WA 1 Y1 VIR | 20. oktober



Design sluzby

= Service Portfolios
2 of 2 (Effective) Change Version & =
Report z r—
Service Catalog - USA """ Draft

All services valid for delivery in the USA branches & offices. | & 77 Eﬂ Fina I

Dates presented in DD/ MM [¥YYYY hhemm format

DO ] [leme = eaerom & § dectveto 55 | swt 55|

(=] Type: Service Definitions - 4 items

Contract Publish e ey

Il E = HelpDesk Staruiar:?; UﬂOﬂZDOS 01/07/2010 Ef'i:ecﬁ\te
D7 8s
. mows

Mobile Data Service 01/01/2008 01/01/2010 Effective
Telecom: Voice over IP 30/05/2007 01/10/2010 Effective
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Publikace sluzeb

|i| Portfolio for Customer 1 =8 |f| ServPortfolio Business Services

Report DeSign """ AsiaPac = ||i i Call Center Services
..... e I 1 Hosting Services

B . = [0] servPortfolio End User IT Services

""" Support Services

""" Workplace Services

=+ [5] ServPortfolio Technical Services

Contract

""" ] Infrastructure services

b Hebtwork services

.
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Sprava servisnich kontraktt

_ - Contract Wizard
Report Design Jednan —
Parametry O Selectconrac
Podminky O Details
Publish Ceny
Select from Service
~ Naklady i

0 Edit Service Definition
Parameters

) Summary
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Reporting sluzeb

.

Contract

Ign

Publish

J

| Contrachial Statss by Castoriver |mix  Reper:Custt:last Guorsh FLARY LIES = Service Desk KPI
EICEITEEETTEE = | ow o | ° A
b Dt sy
pofm
| £st
B Ly
o = ey ==
T i ; -
e
P
4 Prio 1 Resolving =
Y Rwport: Cust1: Last Motth by Meliic Category i® % Report: Tops Worst Pertorming metr§
> Chart | Data | Fiter L] Chwt  Data  Filter
h e
@ s (oS wers
@
. = = ’ (0]
A
9 §s
S
[Blr7 UaBABE & oo = =
Chart | Date  Analysis | Filter o
_—
won] |
won] |
ool |
* 140,000 ‘

oar00s. 02008 122008

s ] 23 P oo
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Standardizace a automatizace zajistuje

LepSi komunikace hodnoty a
pfinosu IT sluezb

Lepsi pInéni SLA

Lepsi alokace zdrojl pro plnéni
prioritnich dkold

Maximalni vyuZziti dodavatel(l

Zajisténi vazjemného
pochopeni SLA

Standardizace SLM procesu
Rychlejsi korektivni akce

Redukce nakladl na manualni
sbér podkladu

— Lepsi kontrola dodavatel(
— Silnéjsi vyjednavaci
pozice -- “dvéruj, ale

provéruj”

— VyuZiti penalizace a
bonifikace
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Dékuji za pozornost
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