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A Tale of Two IT WorldsA Tale of Two IT Worlds



What do Managers want to invest in?What do Managers want to invest in?
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Top Priority for FY07 Budget PlanningTop Priority for FY07 Budget Planning
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Data Center ChallengesData Center Challenges
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IT Service ManagementIT Service Management

Industry Best Practices such as ITIL and COBIT outline 
a set of IT management procedures that can support 
businesses in achieving both quality and value for 
money in IT operations

ITIL: Information Technology Infrastructure Library (IT Management 
Procedures)
COBIT: Control Objectives for Information and related Technology 
(develop IT Governance and control)



Dynamic IT Service ManagementDynamic IT Service Management



Necessary Changes in IT OperationsNecessary Changes in IT Operations
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Building Blocks of IT Service 
Management
Building Blocks of IT Service 
Management
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IT service Management Benefits for IT 
and Business
IT service Management Benefits for IT 
and Business

Growth

Operations BusinessIT

Faster response to 
changing requirements

Capacity MgtCost Control

Faster resolution of 
performance degradation Availability Mgt Availability of critical apps

Monitor & predict 
consequences of changes Change & Config Mgt Reduce business risk

Assets Mgt Transparency of IT costImproved utilisation

Security MgtReduce risk Ensure policy compliance

Source: IT Service Management: Running DCs efficiently, IDC, 2006



Convergence of Systems, Storage & 
Security
Convergence of Systems, Storage & 
Security

Storage SW
25% / 9.5% CAGR

Security SW
45% / 13.2% CAGR

Systems Mgt SW
30% / 6.7% CAGR

Dynamic 
IT 

Service 
Mgt



Convergence of Systems, Storage & 
Security SW
Convergence of Systems, Storage & 
Security SW
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The Road to IT Service ManagementThe Road to IT Service Management

Consolidation
Protection & availability of information 
assets
Standardisation
Optimisation & automation
Adoption of integrated suites of 
management tools

Business policy – driven IT service 
Management
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Essential GuidanceEssential Guidance

Audit existing services provided and tools used

Prioritise and develop a strategy on how to progress 
towards the desired IT service levels and achieve the 
goals of simple management and high flexibility.

Understand the management software functionality 
currently implemented, identify redundancy as well as 
missing functionality.

Define IT management goals as policies in preparation for 
policy-driven IT service management.



Questions?Questions?

Please email me at

carend@idc.com



Benefits of IT Service ManagementBenefits of IT Service Management

Minimise and simplify administration 
Maximise the flexibility of the infrastructure 
Monitor service level agreements (SLAs) across the entire 
infrastructure 
Demonstrate a return on investment to the business units
Reduce the number of separate skills that are needed
Extract increased value from legacy investments
Deploy more cost-effective technology
Achieve the optimum balance of work load across available 
resources, and maintain this optimization across changing 
patterns of resource demands.
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