
CXO. W hat is operations process manage-
ment?
SS. Essentially, it means streamlining the
way the IT operations department goes
about its business of supporting applica-
tions. For too long, the various disciplines
within IT operations have operated as inde-
pendent silos, each performing its daily tasks
using largely unstructured, ad hoc methods.
One group might use a pre-packaged rou-
tine to execute its tasks, another group
writes scripts and a third just does it the old-
fashioned way Ð with lots of costly people
and manual labor. These inconsistent and
disjointed methods do not consider the
entire end-to-end application and business
dependencies, resulting in process ÔgapsÕthat
cause problems and subsequently consume
resources. M anagement has traditionally
made up the deficit by throwing even more
personnel at the situation to shepherd along
processes, monitor them, and respond when
they break. Still, few operations organiza-
tions really have their arms around all the
processes they are responsible for and regu-
larly exercise. And worse, they are ill-pre-
pared to scale and adequately support the
growing enterprise. OPM  can solve this.

OPM provides a means by which to
establish repeatable, scalable operations pro-
cedures Ð such as activities associated with
the launch, support and maintenance of
enterprise applications Ð so that they can be
easily designed,automated and monitored.
Once designed and stored in a repository,
such procedures can be called up for execu-
tion as needed or programmed to be execut-
ed automatically. Automatic task execution

and maintenance provides a powerful way to
accomplish the shift towards value creation
by dramatically reducing the resources
required for sustaining applications.

CXO. W hy would IT want to better manage
and automate their operations processes?
SS.Because by doing so, IT operations can
lower costs and free up valuable resources to
work on value-added initiatives for the orga-
nization.Most of our customers have experi-
enced 30-50 percent efficiency gains in the
resources required for day-to-day production
application support and management.For
the typical IT organization,this can translate
into significant cost savings.Better yet, the
benefits are generally realized within a few
months of implementing OPM. These pro-

ductivity improvements represent a very tan-
gible benefit that quickly yields a more effi-
cient IT operations department and demon-
strates fast ROI for OPM tool purchasers.

In addition, there is typically a marked
improvement in job processing time due to
machine-speed execution and a decrease in
errors due to reduction of many human-
dependent steps.This in turn helps to mini-
mize both administrative and remediation
demands.Our customers have told us that
we are often the reason they are able to
exceed their agreed service levels and
improve application availability. W hen
things go wrong, problem resolution time is
also shortened and unnecessary call escala-
tion is avoided.

Lastly, with the increasing emphasis on
best practice and regulatory compliance,OPM
is a measure to reduce risk of operations non-
compliance. OPM inherently allows IT oper-
ations to institute controls such as access secu-
rity, event audit trail, and process documenta-
tion that are prerequisites to running a lean,
highly-automated operations organization and
delivering reliable IT services.

CXO. How does OPM  relate to IT service
management, COBIT and IT Infrastructure
Library (ITIL) best practice initiatives? 
SS.You need best practices if you are to per-
form at your optimal level. However, best
practices alone arenÕt sufficient,as they donÕt
specify nor provide the tools needed to
implement the processes.In other words,you
can implement all best practices in a purely
manual fashion and still be very inefficient Ð
you may be compliant and follow superior
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Scott Stouffer, CEO of Optinuity, explains how operations process management (OPM)
can help IT operations derive economies from their enterprise application support efforts
and facilitate a more proactive, value-added organization.

TodayÕs dual demands on IT to contain costs and help grow the business present formidable challenges for IT
managers and executives. Within IT operations, the group charged with ensuring integrity and quality of service
for the production application environment, the pressure is magnified as this department typically consumes
between 50 and 80 percent of the IT budget. In response, IT operations departments that have historically been
highly segregated are now trying to manage themselves as a business with an end-to-end services view. A new
class of process automation and management tools is emerging to enable IT operations to make this transition.



process methodology, but youÕre inefficient
nonetheless.OPM adds efficiency.

Optinuity C2O, an OPM platform for IT
process automation, institutes many IT service
management (ITSM) principles and can be a
powerful catalyst for improved IT manage-
ment and efficiency. For instance, C2O allows
operations staff to define and capture stan-
dardized process workflows and then store
them in a central repository where they are
available to those authorized to invoke them.
In support of COBIT/ITIL best practice
guidelines, all processes are self-documenting
and C2O facilitates process audit trails so that
there is always an accurate current and histor-
ical view of operations activities.

OPM addresses an under-served area of
ITSM Ð disciplined IT process manage-
ment. W hereas in the past, operations
processes where performed by siloed special-
ists using ad hoc methods and rogue person-
al scripts, now with OPM , these same
processes can be performed with fewer
resources in a more methodical manner that
leads to lower costs, fewer mistakes and
increased applications availability. For ITSM
to fully realize its potential, organizations
should adopt a comprehensive perspective
that includes IT process streamlining and
automation.

CXO. W hat criteria should an enterprise
consider to determine if it can benefit from
OPM?
SS. Nearly every company can benefit in
some way. Simply organizing, documenting,
securing and tracking all procedures and
their use will provide universal benefits to
most operations teams.With that said,the
operations organization profile we have seen
that consistently has a compelling case for
OPM exhibits the following characteristics:

¥ Complex, heterogeneous computing envi-
ronment.

¥ Mission-critical applications.
¥ Support staff (DBAÕs, admins, etc.)

dedicated by application.
¥ Pressure to prove best practices and

controls.

The criteria do not seem to discriminate
by industry however. We find these elements

exist in many industries including financial
services,healthcare, transport and logistics,
and e-commerce to name a few.

CXO. How does OPM fit with other IT
enterprise management tools?
SS. They are complimentary since OPM  is
focused on improving the processes that
the production support staff currently man-
age. That staff and their processes act as the
glue between infrastructure components.
So while each component may be well
instrumented, the interface between them
is largely left to human decision and inter-
vention. OPM  enhances this with process

control and automation that coordinates
the actions across the applications infra-
structure in real time. As such, OPM  must
integrate with these existing systems which
perform component infrastructure man-
agement or workflow functions for the
organization.

C2O supports numerous standard con-
trol interfaces to enable it to easily commu-
nicate with common network management,
change management,and trouble ticket sys-
tems.As experience with and confidence in
enterprise and application monitoring grows,
these can be tied to standardized, pre-vali-
dated operations procedures that are trig-
gered to execute automatically when a recog-
nized event occurs.Ultimately, this will allow
data centers to achieve a near Ôlights outÕ

operation and respond instantly to every-
thing but the most exceptional situation.

CXO. W hatÕs the main obstacle you
encounter from IT decision makers when
presenting OPM?
SS. The main issue is cultural inertia Ð
theyÕve been operating in siloed, discon-
nected ways for so long that itÕs difficult for
many to break out. H owever we can over-
come this. Selecting a single critical appli-
cation that has significant downtime costs
and consumes substantial IT operations
staff to maintain, and applying OPM  to the
associated processes has dramatic and

immediate positive impact. In fact, we typ-
ically spend a few days with every new
install helping the customer to custom
design and automate several of their own
critical procedures. In addition, we recom-
mend that customers capture their existing
scripts and utilize C2O to control their
execution Ð this is easy to do and can be
done quickly so that they begin to appreci-
ate the power of the platform. Then itÕs a
natural progression to use those basic
building blocks to assemble more complex
procedures. A large financial services cus-
tomer of ours has automated disaster recov-
ery from start to finish and reduced associ-
ated headcount requirements by 90 per-
cent. These people are now helping to grow
the business. !
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