Today€dualdemandson IT to containcostsand helpgrow the businesspresentformidablechallengesfor IT
managersand executivesWithinIT operationsthe groupchargedwith ensuringintegrityand qualityof service
for the productionapplicationenvironmentthe pressureis magnifiedas this departmentypicallyconsumes
between50and80percentof the IT budget.In response]T operationsdepartmentghat havehistoricallybeen
highlysegregatedare nowtryingto managethemselvesas a businesswith an end-to-endservicesview. A new
classof processautomatiorand managementoolsis emergingo enablel T operationso makethis transition.

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.

CXO. W hat is operationsprocessnanage-
ment?
SS. Essentially, it means streamlining the
way the IT operations department goes
about its busness of supporting applica-
tions. For too long, the various disciplines
within | T operations have operated asinde-
pendent silos, each performing itsdaily tasks
using largely unstructured, ad hoc methods.
One group might use a pre-packaged rou-
tine to execute its tasks, another group
writesscriptsand athird just doesit the old-
fashioned way D with lots of costly people
and manua labor. These inconsstent and
digointed methods do not consider the
entire end-to-end application and business
dependencies, resulting in process Qapshat
cause problems and subsequently consume
resources. Management has traditionally
made up the deficit by throwing even more
personnel at the Stuation to shepherd along
processes, monitor them, and respond when
they break. Still, few operations organiza-
tions redly have their arms around &l the
processes they are regponsible 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 meansby which to
establishrepeatablescalableopemtionspro-
cedues b sut as activitiesassociatedavith
the launch, support and maintenance of
enteprise appliationsb sothat they can be
easiy designedautomatedand monitored.
Once designedand stored in a repositoy,
sut proceduescan be caled up for execu-
tion asneedecbr programmedto be execut-
ed automatically. Automatic task execution
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and maintenancerovidesa powerful wayto
accomplishthe shift towardsvaluecreation
by dramaticaly reducing the resources
required for sustainingappliations.

CXO.W hywouldl T wantto bettermanage
andautomatetheir operationgprocesses?
SS.Beauseby doing sq IT opeitionscan
lower costsand freeup valuableresoucesto
work on value-addedhitiativesfor the orga-
nization.Most of our customersiaveexpei-
enced30-50 percent efficieng gainsin the
resoucesrequiredfor day-to-dayproduction
appliation suppot and managementFor
thetypical IT organiation,this cantranslate
into significant costsavingsBetter yet, the
benefitsare geneally realizd within a few
months of implementingOPM. Thesepro-

ductivity improvementsrepresentavely tan-
gible benefitthat quickly yieldsa more effi-
cientl T opetionsdepatmentanddemon-
stratesfastROI for OPM tool purchasers.

In addition, there is typicaly a marked
improvementin job processingime dueto
madine-speedexecutionand a deceasein
errors due to reduction of many human-
dependenstepsThis in turn helpsto mini-
mize both administative and remediation
demandsOur customershavetold us that
we are often the reasonthey are able to
exceed their agreed service levels and
improve application availability. When
things go wrong, problem resolution time is
alsoshotened and unnecessgrcal esala-
tion is avoided.

Lagly, with the increasng emphasis on
best practice and regulatory compliance, OPM
isameasure to reduce risk of operations non-
compliance. OPM inherently alows | T oper-
aionsto ingitute controls such as access secu-
rity, event audit trail, and process documenta-
tion tha are prerequisites to running a lean,
highly-automated operations organization and
ddlivering reliable I T services

CXO. How does OPM relateto I T service
management, COBIT and I T Infrastructure
Library (ITIL) best practiceinitiatives?

SS.You needbestpracticesf you are to per-
form at your optimal level. However, best
practicesalonearer®sufficient,asthey don
specify nor provide the tools needed to
implementthe processe$n otherwords,you
can implementall bestpracticesn a purely
manualfashionandstill bevely inefficient®
you may be compliantand follow supeior



processmethodolog, but you@e inefficient
nonethelesOPM addsefficieng.

Optinuity C20, an OPM platform for IT
process automation, ingitutesmany I T service
management (1T SM) principles and can be a
powerful catalyst for improved IT manage-
ment and efficiency. For ingance, C20 dlows
operations gaff to define and capture san-
dardized process workflows and then store
them in a centrd repodtory where they are
available to those authorized to invoke them.
In support of COBIT/ITIL best practice
guidelines, dl processes are sdf-documenting
and C20 fadllitates process audit trails o that
there is dways an accurate current and histor-
icd view of operations activities

OPM addessesn under-sevedareaof
ITSM b disciplined IT processmanage-
ment. Whereas in the past, operations
processewhere pefformedby siloedspecial-
istsusingad hoc methodsandrogueperson-
a scripts, now with OPM, these same
processes can be performed with fewer
resoucesin a more methodi@l mannerthat
leadsto lower costs, fewer mistakesand
increaseappliationsavailabiliy. For I TSM
to fully realiz its potential, organiations
should adopt a compehensiveperspective
that includesIT processstreamlining and
automation.

CXO. What criteria should an entemprise
considerto determineif it can benefitfrom

OPM?

SS. Neaty every companycan benefit in

someway Simply organizing documenting
secuing and tracking all procedues and
their usewill provide universalbenefitsto

most opeationsteams.With that said,the
opertionsorganiation profile we haveseen
that consistentf hasa compeling casefor

OPM exhibitsthe following characterstics:

¥ Complex, heterogeneous computing envi-
ronment.

¥ Mission-ciitical appliations.

¥ Support gtaff (DBAQ admins, etc.)
dediatedby appliation.

¥ Pressure to prove best practices and
controls.

The criteria do not seemto disctiminate
by industry however We find theseelements

existin many industiies including financial
sewices,healthare, transpot and logistics,
ande-commeceto namea few.

CXO. How doesOPM fit with other IT
entemprisemanagementools?

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 asthe
glue between infrastructure components.
So while each component may be well
instrumented, the interface between them
islargely left to human decison and inter-
vention. OPM enhances this with process

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

C20 suppots numelous standardcon-
trol interfacesto enableit to easiy commnu-
nicate with commonnetwork management,
changemanagementandtroubleticket sys-
tems.As expeiencewith and confidencen
entepriseandapplic@tion monitoring grows,
thesecan be tied to standardied, pre-vali-
dated opeiations procedues that are trig-
geredto executautomatially whenarecog-
nizedeventoccursUltimately, this will allow
data centersto achieve a near @ights out®

opertion and respondinstantly to every-
thing but the mostexceptionasituation.

CXO. What® the main obstacle you
encounterfrom IT decisionmakerswhen
presening OPM?

SS. The main issue is cultura inertia B
they®e been operating in siloed, discon-
nected ways for so long that it@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 |T operations
staff to maintain, and applying OPM to the
associated processes has dramatic and

immediate positive impact. In fact, we typ-
icaly spend a few days with every new
install helping the customer to custom
design and automate severa of their own
critica procedures. In addition, we recom-
mend that customers capture their existing
scripts and utilize C20 to control their
execution B this is easy to do and can be
done quickly so that they begin to appreci-
ate the power of the platform. Then it®a
natural progression to use those basic
building blocks to assemble more complex
procedures. A large financia services cus-
tomer of ours hasautomated disaster recov-
ery from gtart 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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