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Today's IT Leaders on Market Trends

Business Service
Management

Making the Alignment of IT and Business a Reality

T management is undergoing a transformation thats
driven by the goal of managing IT to business priori-
ties. Under pressure to demonstrate business value, be
innovative and act in a more strategic capacity, 1T lead-
ers must unify and optimize their heterogeneous and re-
source-intensive infrastructures to ensure that services are
reliable and high-performing and to cost-effectively enable

moving on rather than approaching ITIL with inter-con-
nectivity among processes in mind.

According to the ITIL Service Management Prac-
tices™, Business Service Management (BSM) is de ned
as an approach to the management of IT Services that
considers the business processes supported and the busi-
ness value provided. BSM provides the methods and tools

business growth.
Instead of spending hours re-
ghting at the infrastructure level,
CI10s must focus on managing services,
assets and resources based on business
goals and user expectations. The end
result? Internal customers are more sat-
is ed, more IT resources are freed up
for strategic projects, and IT is able to
deliver, measure and support the ser-
vices that continue to generate revenue

for the company.

The rise of best-practice frameworks such as the IT
Infrastructure Library (ITIL™) has set the stage for organi-
zations to make headway on these fronts. ITIL is becom-
ing the de facto standard for service management. Indeed,
more than 40 percent of 100 U.S.-based businesses recent-
ly surveyed by IDG Research Services are adopting it. For
the most part, ITIL describes what needs to be done to im-
prove service, but it does not explain how to do it. The fact
that over 20 percent of respondents adopting ITIL say that
their experience has not yet met their expectations makes
it clear that there are dif culties:

ITIL processes are complex and dif cult to interpret;

ITIL is a journey that many organizations under-
take without a rm idea of their goals and the path to
achieve those goals;

Adopt a single ITIL process and mature it before
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for managing the lifecycle of a service
across the IT enteprise. The IDG sur-
vey nds that 71 percent of respon-
dents say their organizations place a
high or critical priority on enabling IT
to manage service assets and resources
based on business priorities and/or user
expectations. For 60 percent of those
who assign a moderate to critical prior-
ity to this task, IT business alighment
is driving that commitment.

But enterprises struggle with this
alignment. Only 38 percent report that they are effective
or very effective in enabling IT to prioritize based on busi-
ness needs. About half the respondents report their efforts

are only somewhat effective, and for 13 g —

percent of companies, the situation is About CI02CIO

much worse.

Given the changes to people, pro-
cesses and technology that organizations
must make to manage services to busi-
ness goals, it is no surprise that when
it comes to achieving this ideal, the in-
dustry is still low on the maturity curve.
More than half the survey respondents
say they are not ready to implement
BSM, and another 26 percent question
their preparedness.

Perspectives: This
peer-based thought
leadership program
analyzes quantitative
research and tests

it via qualitative
interviews with actual
ClOs. The resulting
executive insight is
then disseminated
via CXO’s multimedia
assets. To learn more
about CI02CIO
Perspectives,

please contact
mavery@cxo.com.
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The Challenges of Mapping to Business Priorities

The foundation of BSM is a consolidated, correlated
and automated infrastructure that can be optimized to
deliver business-driven services. Companies that embrace
BSM map their applications and infrastructure around ser-
vices, so that changes that can create business disruptions
are avoided or scheduled for a time when their impact
is minimal. They automate key IT policies to eliminate
the human error quotient, and monitor systems so that
corrective measures are taken before users notice any deg-
radation in business services. They constantly measure and
continually optimize services based on business impact.

Companies are eager to achieve

BSMs bene ts but are aware of its Companies are
eager to achieve
cle to enabling IT to manage services, BSM’'s benefits but
assets and resources based on business gre also aware of
its challenges.

challenges. Nearly half the respondents
cite technology integration as an obsta-

priorities, and 42 percent are trying
to overcome dif culties with mapping
business goals to the way IT works. Forty-one percent cant
even de ne what are their business goals.

The work that goes into implementing a con gura-
tion management database (CMDB) a database used to
store con guration information including the dependen-
cies and relationships to deliver IT services throughout their
lifecycle is a good example of technical and process chal-
lenges. It has been dif cult for organizations to de ne the
con guration data for a business service that will sit within
the CMDB, and to de ne which data sources to link to for
a holistic view of services and dependencies. Nearly half the
respondents say they are in the CMDB planning process,
while one-third are concerned about upgrading monitor-
ing software so that it can feed data into the system.

Pursuing the Dream of IT and Business Alignment

BSM includes improvements to the entire service
supply chain, from servicing users to the supporting in-
frastructure. To realize the bene ts of BSM, companies
must plan initiatives that bring a service-oriented, process-
driven approach to achieve infrastructure optimization,
data center automation, service quality management and
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service portfolio delivery. Companies may have individual
plans, but all will include these core goals:

change control, providing a 360-degree view of the
service through a uni ed service model to control changes
and to expedite root-cause analysis

infrastructure optimization to measure service qual-
ity based on user success and service level commitments.

Because of the ongoing nature of BSM initiatives, it
will be important for IT organizations to measure progress
using business metrics. It is also important to show incre-
mental service improvement wins to business executives,
enabling them to make the case for more BSM-related
funding. The work is challenging.

Adopting BSM is a signi cant
commitment for IT since it impacts
not just technology, but also the way
people work and the processes they
employ, says Sarah Meyer, director of
Business Service Management at CA,
one of the worlds largest IT manage-
ment software companies. IT management software ven-
dors also have had to commit to a paradigm shift to reori-
ent their offerings to solutions that create value by helping
organizations provide business-driven services.

There is no question that this is a complex undertak-
ing. Enterprises are looking to vendors such as CA, and
to system integration partners, to develop and implement
blueprints based on thoughtful assessments of the organi-
zations goals, priorities and current state.

The end result uni ed end-to-end IT service man-
agement that delivers IT services linked to business im-
peratives  will justify the hard work. Businesses that do it
right will free up time, money and resources to focus on
strategic innovations and do a better job in delivering
reliable services that enable competitiveness.

Go to www.cio.com/whitepapers/ca-bsm

to obtain a free download of the white paper “Business Service
Management: Meeting Business Objectives.” Based on a major
research survey by IDG Research Services, this paper features
in-depth discussions with C1Os and draws on peer insights to
help C1Os move toward greater 1T and business alignment.

ITIL" is a registered trade mark and a registered Community Trademark of the Of ce of
Government Commerce, and is registered in the U.S. Patent and Trademark Of ce.
*Crown Copyright. Reproduced with permission of Of ce of Government Commerce.
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