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The New Challenge For The
Intelligent Business

Asthe pace of doing business continuesto accelerate
exponentially, companies everywhere are demanding
significantly more from their enterprise IT functions
- such as improved quality and accelerated delivery of
business services with lower risk and ultimately lower
costs. To meet this challenge, IT has no choice but to
evolve.

Much of this evolution is necessitating enterprises
to embrace technologies such as cloud computing
and virtualization. Added to this, many enterprise IT
organizationsare procuringtechnologiesfromavariety
of different technology providers. Integrating these
distributed technologies into existing infrastructures
whilst delivering a high quality end-to-end IT service,
all in a way that ensures the highest possible service
levels, is a significant challenge.

The traditional and typically ‘siloed’ practices of IT
can make it very difficult to meet these challenges,
particularly from a service intelligence perspective.

Atbest, the businessis often provided withafragmented
and technology-centric view of which infrastructure
elements and application components across their
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slow resolution and extended troubleshooting and

support resource in order to directly relate IT assets to
the services being impacted. In addition, the complexity
and dynamically changing nature of virtualization and
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In order to retrieve meaningful business-centric and
service-focused intelligence from such ever-increasing
_kiIhat egbn]opng_pgnao( ] qjeka™ J1Ink] d eo0 jaa™a”
that directly links IT to the management of the business.
Services need to be matched to business priorities, and
IT priorities and investments need to be aligned with the
greater goals of the business.

Achieving this level of alignment can be done by
ploejc 1 _Kkjokhe™Jpa™ JhInk] d  “qgehp kj ] gjeea”
service model and an integration platform that provides
intelligent automation for the entire IT service life
cycle. Adoptingsuch a model will deliver business-level
actionable insight, whilst enabling IT organizations
to proactively manage services, and not simply the
underlying assets — thereby dramatically increasing
the utilization and performance of the infrastructure
and enabling dynamic allocation of resources to meet
business demands and drive innovation.
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Automated Service Intelligence, or ASI.

Intelligence: The CIO
iImperative

Intelligence solutions for IT enterprises which have been
built using ‘traditional’ Bl tools tend to only be able to
satisfy a small fraction of the intelligence needs of most
organizations. This is most likely to be the reason why
Bl continues to rank as an ongoing top priority in many
CIO surveys, despite years of Bl implementations and
dqj “na”o kb “efanajp >E pkkho Jr]en]Ma kj pda i Jngap*

Much of this satisfaction shortfall can be attributed
pk pda “eg_ghpu 13~ “ahjuo kb ~gehejc( megplejejcl
and integrating the disparate components required for
many of today’s Bl solutions. Unfortunately, due to the
“eg_ghpeao pd]p E]ju atlancaj a( kbpaj ki l]jeaopaj”
to dramatically scale back their expectations or give
up entirely, never attaining the true value of what real
~qgoejaoo ejpahecaj _a _1j kA&art

As business dependence on IT increases however,
so does the need for IT to be accountable, meaning IT
must understand how business evaluates the services IT
provides and therefore provide intelligence to support
this. Service must be measurable, and business priorities
and user success must be the ultimate arbiters of quality.
To ensure accountability and shared goals, both IT and
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business stakeholders need visibility and intelligence
around the quality of services IT provides.

This is why intelligence is a CIO imperative - and this
need is driving a new generation of advanced business
intelligence solutions.

From technology-centric to
service-centric

In the creation of business intelligence metrics, many
organizations leverage the output from infrastructure
management tools to support monitoring and reporting.
The resulting metrics tend to be both technology-focused
and engineering-focused metrics, such as downtime,
along with CPU and disk usage. This ability to report
on how IT operates from an IT perspective is no longer
remarkable; it is fully expected. But this information is of
no relevance for business or service managers, who need
intelligence on their own terms rather than IT terms,,

With this in mind, some organizations look to leverage
the output from service focused deliverables such as
Service Catalogs and Service Level Agreements (SLAS)
in order to provide metrics and feedback to end-users
about actual quality of service. Unfortunately, once
again, the feedback here is primarily IT-centric rather
than business-centric, relating primarily to metrics such
as system availability and response times, as opposed to
taking a business view of services.

Whilst many Business Managers can be considered
‘technically-savvy’, they expect IT to measure and
report on service quality and overall service health
using business-centric and metrics rather than IT-centric
metrics. Business Managers view IT as simply an enabler
of business processes, and will increasingly measure IT
on how well it directly supports the business on their
terms.

Added to this, many of todays business services exist
across application and other network and logistical
boundaries. Business will expect IT to be able to mirror
this perspective and understand the impact of their IT
across the board.

Ultimately, intelligence around the quality and health
of IT services must be delivered to the business in
business terms.

Full control through holistic
intelligence

To derive true business-centric intelligence that will be
genuinely useful to Business Managers, a holistic, 360
degree approach must be taken. Managing business

intelligence in this way can be compared to the act of
driving a car.

To understand and interpret historical data, businesses
need clarity in their ‘rear view mirror’ to be able to see
sd]p to afa_perahu adej ~h pda@* Pdeo eo gjksj bnk i ]
business intelligence perspective as Historical Reporting,
and is the most commonly implemented (but least
insightful) Bl function across many businesses.

To understand and interpret what is happening right
now, businesses need a ‘real time’ view of the world.
Continuing the car analogy, this would require a clear
understanding and visibility of current speed, revs and
fuel level. This is known from a business intelligence
perspective as the Real-Time Dashboard. Real-time
dashboards tend to present intelligence relating to
current state data, such as system availability, network
performance andthresholdsbreached ornearly breached.
Whilst this information may be invaluable, it doesn't
paint the ‘bigger picture’ from a service perspective, nor
does it incorporate any future or predictive intelligence.
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To be able to look forward in order to see the road
ahead, including any early warning signs of what is
coming, you need a clear forward view through the
car windshield. This is what is known from a business
intelligence perspective as Predictive Processing.

Only by bringing all three ‘views' together and
combining historical, real-time and predictive can we
ever fully be in control of our car. This combined and
holistic approach to intelligence can also be applied to
business management and is delivered by Automated
Service Intelligence (ASI).

ASI presents this holistic approach to intelligence via the
Real-time Report.
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The Real-time Report focuses on holistic intelligence
around the overall health of a service, and is derived from
multiple intelligence feeds (for example, availability,
security, business data, trends, performance etc.) Real-
time Reports are the mechanism for presenting this
combined and service-oriented approach to business
intelligence across the three previously discussed
‘views’ - historical, real-time and predictive. This multi-
dimensional approach to presentation of business
intelligence is unique and is considered the pinnacle of
pda =OF kEanejct
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engine for growth

As previously discussed, whilst new technologies such as
kg™ _kalgpeje 157 renpa]hevipekj k&an pda Ink i eoa kb
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a new level of complexity and additional management
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agility that it needs to be, the IT environment needs to
be converged and aligned around the business services
they support.

ASI helps make this a success by taking an integrated
approach to business intelligence that combines a top
down and bottom up approach to monitoring and spans
both the physical and virtual infrastructure. The ultimate
goal isto manage every element of the business service—
including infrastructure, applications, transactions,
experience, virtualization, and any services that may be
delivered via the cloud.

ASlisdesigned to correlate and analyze this information
from your infrastructure and other IT management tools
in real time, in order to accurately visualize services,
calculate service quality and to pinpoint what impacts
service quality and what puts it at risk. Through this
production of true service intelligence and leveraging
pdaNa]hpem aNalknp(EP_]j ~apn]jobknia” ejpk ] Gateha
engine for business growth.

How ASI works

ASI is unique in its ability to deliver business critical
intelligence in a holistic, multi-dimensional form,
concerning business service health and related events.

At its highest level, ASI distills all information available
from IT and the business to deliver a concise, real-time
report of service health, showing historical norms,
current state and predicted future performance via the
Real-time Report.
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based dashboards (for IT executives and service owners)
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and operational consoles (for operations managers and
pa_dje_Jhop]Ahbkopan ] od]na™ gj ~anop]j ~ejc kb ~qoejaoco
services. This provides real-time actionable information
and contextual insights so IT executives can focus
operations on business priorities, business and service
owners can understand IT status in business terms, and
klan]pekjoop] £ JhsJuogjksosde d_kii Ikjajpoej pdaen
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services and can proactively mitigate risks.
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creation also proactively supports the inclusion of both
business and IT groups from inception in the creation of
intelligence solutions using ASI.
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From a practical perspective, ASI is built upon a

highly-scalable open architecture (OSGi) model,
supportedby a series of adaptors (or plugins) that
integrate all the existing management tools, repositories
$ej hg ejc ?kj@can]pekj B]j]camajp @]p]~Joaok 15
the proprietary events they generate. The use of OSGi
reduces complexity by providing a modular architecture
for today’s large-scale distributed systems as well as
small, embedded applications. The ASI Plugin library
ej_hg-ao ?kjécan]pekj B]jJcamajp( Oanre_a Bk ahejc|
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