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Business Service Management 9 

 

Point of View/CFD 

HP Software and Solutions  
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THE BUSINESS 

Governance, Strategy, and Planning 

IT 

 BUILD 
Faster 

  
OPERATE 

Simply 

 SECURE 
Proactively 

 STORE 
Efficiently 

 
ANALYZE 

Real-time 

Software Solutions to  
SIMPLIFY, AUTOMATE, and SECURE 

IT for business 

SECURE 

HP Software: IT for the Future 
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HP HYBRID  

DELIVERY 

Enables you to run your business  

on traditional, or public and private cloud 

We unify, simplify and automate IT management  

for business applications and cloud services. 

Operate Simply 

BUSINESS SERVICE 
MANAGEMENT 

IT SERVICE 
MANAGEMENT 

BUSINESS SERVICE 
AUTOMATION 

• #1 market share in distributed systems management 

• 80% of the Fortune 500 use HP Operations Software to  
manage their IT 

• 2x market-leading in quadrants and waves (Gartner, Forrester) 
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HP Business Services Management:  
 
Next Generation IT Operations Management 
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Virtualization & Cloud is increasing IT Service complexity 

IT Apps/Services are evolving 
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Physical IT Service 

Hybrid/Cloud Service  
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2006 2010 2012 

 
 

 
 

 
 

Virtual 

Cloud, SaaS, 

Outsourced  

Virtualized IT Service 

 
 

 
 

Virtual 

Time 

Complexity 

Change volume, velocity 

Complexity 

Change volume, velocity 

Managed but not owned 

Custom Apps 

Custom Apps 

Custom Apps 
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Traditional IT operations not business aligned 

LOB: Manage & report IT 

application performance to SLA’s 

IT Operations: Prioritize 

events based on business 

impact & efficiently resolve 

Infrastructure monitoring 
99% server, network, web, storage availability* ≠ IT Service performance mgmt 

 82% IT service availability* 

Large Healthcare Enterprise* 

App Support:  App issue? 

DB issue? Server issue? 

Network issue? 
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Real World Impact 

IT Service Operations Challenges 

$ 
Industrial 

manufacturer 
 

$80 labor cost per 

incident 

 

20 Ops personnel  

to troubleshoot 

incidents 

Financial service 

provider 
 

50% virtualized, 

moving to private 

cloud 

 

Reactive - 74% of 

problems detected by 

end customers 
 

Health Insurance 

provider 
 

900 changes/month,  

 

8 hours to 

troubleshoot app 

Virtualization & cloud increase operations challenges 
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What is need to manage (dynamic) IT services effectively? 

Requirements for an IT Operations solution 

Extend current 

solutions & 

maximize 

existing 

investments 

Business-aligned operations 
• Measure, report, optimize to business SLA’s & impact 

End to end service management 
• Complete Infrastructure & Application performance management 
• Full support for dynamic virtualized/Cloud services 

Automation everywhere 

Right data, right team, right context 
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Unified on-premise, Cloud/SaaS  service operations 

 

Comprehensive IT service performance management 
 
• Infrastructure and  application management integrated on Run-time Service 

Model 
• Business-SLA aligned IT service management 
 

Consolidated & automated operations management 

Collaborative platform to improve team efficiencies 

HP Business Services Management 
Next-gen IT operations to manage dynamic virtualized & cloud services 

 

Industry leading solutions with over 40k+ customers 
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Bottom-up Infrastructure Management 

• App, server, network, storage monitoring & management 

• 100s of out of the box infrastructure support 

• Integrated Availability & performance mgmt 

• Flexible Agent/agentless deployment 

 

Proven solution with thousands of customers 

Middleware 

Web Server 

App, SAP, Siebel 

Oracle, J2EE, .NET 

Mainframe 

DB Server 

Users 

JMS, MQ  

CICS 
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Top-Down App Performance Management 

• Synthetic and Real-user monitoring, SLA management, deep 

application diagnostics & end to end Transaction mgmt 

• Out of the box support for packaged applications (SQL, Oracle, 

SAP, Siebel) 

• Flexible SaaS deployment 

 

Proven solution with thousands of customers 

Middleware 

Web Server 

App, SAP, Siebel 

Oracle, J2EE, .NET 

Mainframe 

DB Server 

Users 

JMS, MQ  

CICS 
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Complete support for virtualized 

infrastructure/service  
Discover, map, monitor, remediate, SLM 

  

 

 

HP 

BSM 

Application View Hypervisor View 

Network Virtual Switch View Virtual Server View 
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Comprehensive, automated and up-to-date model for dynamic services 

Run-Time Service Model 

 
 

Run-Time  
Service Model 

 

HP CMS 
3rd party 

CMDB 

Integrated 

Federated 

Create & maintain service Map :   1 week+ (Manual) 

Create & maintain service Map :  Near-real time (BSM) 
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Identify, Prioritize, Analyze, Resolve events and incidents faster 

Run-time service model 

Hypervisor 

VM 

Web  
server 

Exchange app 

Active  
directory 

VM VM 

APPLICATIONS 

PHYSICAL 

HOST (server)  

 

VIRTUAL 

INFRASTRUCTURE 

USER EXPERIENCE 

Impacted users 

RESOURCES( network, 

storage) 

 

 
Host 

Prioritized Issue 

Disk 
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Consolidated Operations Bridge 
Integrated operations leveraging the Run-time Service Model 

 
 

Run-Time  
Service Model 

 

3rd party  

Monitoring 

solutions 

Application Performance 

Mgmt 

Infrastructure Mgmt 

 
Event and Perf. 

metrics 

• Efficient use of IT ops – SME’s focus on critical issues 

• Enhanced cross-tier troubleshooting (topology based correlation) 

• Consistent & automated processes 

Consolidated 

Operations Bridge 

Cross-tier App, Server, network events 

Topology based event correlation 



16 

Business Aligned Service Management 

Service Level Tracking 

Availability  & Performance Over Time 

Business Impact of affected 
service 

• Real time and historical application SLA views 

• Customizable and sharable business centric  

dashboards 

• Enables operations prioritization by business impact 
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Run-
time 

service 
model 

Consolidated Service 

Event and performance 

view 

Integrated RBA 

Enrichment 

Automated 

diagnostic solutions 

Integrated to Incident/change mgmt process 

RBA driven auto-remediation 

Business Impact  

driven prioritization 

Cause 

Cause & 

Symptom 

Symptom 

Automatic 

Prioritization 

Topology based  

event correlation   MTTR:  10+ hrs    1hr 

Topology based correlation 

Automate event detect-troubleshoot -resolve process 

Fully automated operations 
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Personalized views built on a single source of truth 

Collaborative platform 

IT Operation personnel/incident: 20+  4 

Line of Business 

Executive 

SLA View Tier 1 Ops 

Console 

Tier 3 Virtualization Operator 

Virtual infrastructure performance view 
Mobile console 

Full BSM view 

Tier 1 NOC Operator 

Consolidated Event Console 

Tier 1 Application Support 

Transaction and application 

performance view 

Tier 3 Network Support 

Network performance view 

BSM 
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Minutes to 

create views 

 

Integrate HP BSM &  

3rd party data  

Easy to customize, easy to personalize 
Web 2.0 dashboards facilities contextual collaboration 

Event context-aware MS Knowledge base 
portlet 

Global map with real-user views 
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Proven customer success 
Application performance Management 

Increased availability 
 

 

 

 

 

 

Net: Proactive performance 

management with high SLA’s 
 

 

 

MTTR 10hr  1hr 

Detect time 1 hr  10mins 

$879K/yr 

Low  99.8% (SLA) 

 

BSM ROI 
(BAC) 

Reduced IT Operations costs 

Technology 

Isolated data points 

Un-integrated management tools 

 

Process 

Reactive, slow root cause analysis 

In-optimal support process 

 

 

People 

Unhappy customers & business stakeholders 

Blame Game 

 

Major App Performance Problems. 

 

Customer Challenges  
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Proven customer success 
 Infrastructure and event/incident management 

 

BSM (OM, BAC) ROI 
Project ROI  

 

Customer Challenges  

Business Issue: Application 

availability & performance issues 
• 1 hour outage cost $1 million USD 

• Response time > 8 seconds, 

customers re-directed to a 

competitor site! 
 
Corporate IT was struggling with 
IBM Tivoli 

• Tivoli did not meet the evolving 
needs 

• Does not scale well to customer 
environment 

• Does not provide good task 
automation 

• Does not provide business impact 
of infrastructure issues 

• Improved event consolidation, 
correlation and automation 

• 5FTE ($500K) savings 

• Improve end to end incident and 
problem management 

• 11FTE ($1.1M) savings 

• Improved & integrated config 
mgmt and operations mgmt 

• 23FTE ($1.8M savings) 

 

 

Net: Lower cost & improved SLA 

Large Healthcare Company 
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Proven customer success 
Network Management 

 

BSM (NNMi) ROI 
 

Customer Challenges  

•Better visibility and detail into the 

cause of network faults 

• Allow geographically distributed 

teams to identify and react faster to 

network issues 

• Reduce MTTR for network 

outages 

• Reduce IT staff duplication of 

effort 

Annual benefits: 

• 75%  1% Reduction of escalated 

incidents 

• 36% reduction in support calls  

•60% reduction in hardware/software 

costs 

Cumulative benefits (3 years) 

• $1.4M savings 

• ROI of 265% 

• Payback in 5.8 months 

 

Net: Lower cost & improved network 
performance 

Consumer Products Company 
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BSM: Winning solutions 
25K+ customers, market leading solutions 

Event Correlation & Analysis  

Gartner MQ 2010/2011 

Application Performance Mgmt 

Gartner MQ 2010 

NMC : 10K+ customers; NA Gartner Marketscope Leader winner 2010 



25 

HP Business Services Management 
Architecture 

BTO Operations Bridge 
 

Event Consolidation | SLM | Service Health | Advanced Analytics | Reporting | Dashboards 

Application Performance Management 

 
Network 

Management 
 

 
System 

Management 
 

BSM Foundation 
 

Run-Time Service Model  
 3rd Party Adapters  | Shared Services 

Storage 
Management 

Server Storage Applications Network Cloud 
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HP Business Services Management  
 
Extending IT Operations to the Cloud 

2

6 
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Cloud computing types 
Many delivery modes & usage requires next-gen operations solution 

Cloud Infrastructure Services (IaaS) 

Example: Amazon EC2, S3 

Platform Services (PaaS) 

Example: Google App Engine 

End-User Services (SaaS) 

Example: SalesForce.com CRM, 

HP SaaS 

Physical Infrastructure 

 

Service Consumer 

How is it used? What is delivered? 
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Users 

Public Cloud  
(IaaS, PaaS, SaaS) 

Private Cloud  
(IaaS, PaaS, SaaS) 

Cloud Service SLA  

Availability and performance Over Time 

HP BSM: “Black-box” cloud service mgmt 
End-user experience and SLA mgmt for “black box” cloud service 

Seamless private & public cloud 

service mgmt 
Infrastructure agnostic  

service performance  monitoring 

Real time and historical  

SLA management  
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Seamless hybrid cloud (on-premise, off-premise) management 

HP BSM: Deep Cloud Service Management 
 

Enterprise Deployment 
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Public Cloud 

  
• SaaS Applications 

• Web Server, App/DB server  

• Compute, Storage 

infrastructure 

HP BSM 

Agent/Agentless management 

Cloud vendor API integration 

 

End-User Experience 

Transaction management 

App management 

 Infrastructure management 

  

Server hosted in cloud 

Cloud Service map 
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HP BSM: Unified On-prem & Cloud 
Operations 

 
 Private Cloud 

 

Public cloud 

On-Premise services 

 
 

Virtual 

One solution to manage all services – Enterprise, private & public Cloud 

HP BSM 

Public & Private cloud SLA 

Public & Private cloud Availability 

On-premise Service SLA 
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HP BSM  
 
Key Integrations 
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Performance and Availability Lifecycle 

HP BSM Integrations 

New application 

deployment 

Continuous 

improvement 
(Hot packs, fixes etc)  

Major upgrades 

Bidirectional 

Asset 

Reuse 

Reuse Business Processes Scripts/SLAs from Testing in Production 

Leverage Real User Information in Pre-Production 

Unified Diagnostics 

Test and 
Optimize 

Record 
Business 
Process 
Scripts 

TESTING  OPERATIONS  

Monitor 
and 

Optimize 

Reuse 
Business 
Process 
Scripts 
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Event Generation & 
Detection 

Send all events to single console 

Event Correlation & 
Business Impact 

Symptom or cause, SLA 

Incident Submission 
Ticket creation & assignment 

Investigation & 
Diagnosis 

Root cause, subject matter expert 

Resolution 
 

Leverage run book automation 

Recovery & Closure 
Verify & close incident and events 

ITIL Process 

     Event Management 

     Incident Management 

HP BSM Integrations 
Closed Loop Incident process for ITIL Event & Incident Management 

 
 

Service Model 
HP CMS 
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Outcomes that matter. 


