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In this session, we will cover:
~ Introduction
— Q1 Is Configuration Management essential for all organisations?
— Q2 Does a lack of Configuration Management prevent progress?
~ Q3 How can benefits and costs of Configuration Management be measured?
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To get started, a few questions for you...and a quick show of hands...
= Who has a Configuration Management initiative ongoing now or
is considering starting an initiative?
= Who is seeing value from Configuration Management today?

= Who is unsure of the value of implementing Configuration

Management?




s
.
.

.
.
.

.
.

28

-
.

-
.
.

-

2l
ek
=

i

Tntroduction

Introduction

s
=
-
=
.
.
e
-

b
i
-
.

-

L
-

i
.

-
i

58
- a8

o
o

i
T

¢

e
EE

eSS
|
I

|
n

> 2008 IBM Corporation

> 2008 IBM Corporation

i

ese
uirer
L
e
.
.

.

£5

-
-
-
-

=35 R85

586z Sua

-
o
-

-

W aseeley WOE

.
. =
5

a;¢ .
L

L - R
=
EE e
e e -
B

-

-
-
-
-
-
.
-
-

=
=

.

"
i

e
.

-
.

=
.
.
-
.
.

-
-

-
o

=
-
-

-

-

-
-

o
=
.

.

s
.
.
.

-

=
-
-

-

.
-
.
-
_

.

-
-

= =

£ .
= o

orisit?
orisit?
=

=
-

o
orisit

-

-
. . -

- S 8 2
& & =

-

=
-
-
-
-
-
=

=
-
-
o
o

-
o
-

e
|

=
5
-
-

-
-

.

-

-

e e we
S

o5
|
-
L

tanagement

-
-
s

-

|
|

=

-
.
-

>

Configuration Management

-

.
-
-

Q Configuration ltems (Cls)

Q Relationships

e
s
.

-

3
]
4
3
g
5
I
H
H
H
H
S
g
H
H
=
=
2
]
H
E-4
H
H
o

-
.

-
a

=
SCo
g
ot 2
cE€2
s 2 85

2

-
.
.

.
-
-
i
-

.

:

-

.

.

.
.

.

cor

S |
=25 |
.38 |

|

= Q2 Does a lack of Configuration Management prevent progress?
the need for Configuration Management

= Q1 Is Configuration Management essential for all organisations?
= Q8 How can benefits and costs of Configuration Management be

A quick overview of Configuration Management to make sure we all
The changing business environment is placing higher demands on IT
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Configuration Management sounds fundamental to IT meeting the
demands of the business, but do the perceived benefits become
reality?

= CMDB is in the Early Adopter

Stage CMDB Adoption
(Computer Economics Survey 2008)

= When implemented,
Configuration Management is
not always used to its full
potential

15%

6%

30%

= Real financial’ benefits appear  |2#avaCvB sobion inpiace

O Ave researching or i the process of implementing a CMDB|

to be difficult to quantify 10 ity underway on GMDB adopton

Introduction
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= Introduction

= Q2 Does a lack of Configuration Management prevent progress?

= Q3 How can benefits and costs of Configuration Management be
measured?

Configuration Management: The Powerhouse of Service Management...or is it? ©2008 1BM Corporation

IBM Gilobal Technology Services

Typical characteristics of large and small organisations may help to
determine the need for Configuration Management

Typical Characteristics of Large Typical Characteristics of Small
Organisations Organisations
= More formal, managed communication * Quick communication

= Careful management needed to maintain = Close to the business
closeness to business

« Small number of configuration items
« Large number of configuration items

« Easy access to locally held infrastructure

= Infrastructure information carefully information
controlled and managed to ensure all have K I ily sh
access = Knowledge easily shared
+ Tools needed to share knowledge + Informal culture

= Reliance on individuals

= Per capita complexity

Configuration
Management to
be considered

tial for all organisations?|

: The Powerhouse of S
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Typical characteristics of dynamic and stable infrastructures can also
help to determine the need for Configuration Management

Typical Characteristics of Dynamic Typical Characteristics of Stable
Organisations Organisations

= High rate of reported incidents = Few reported incidents

= High rate of Requests for Change = Few Requests for Change

= Still a need for effective Risk Management

= Still a need for efficient incident and problemy
resolution

= Likely to be afocus on cost reduction

Configuration
Management to
be considered

Q1 Is Configuration Management essential for all organisations?
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Large dynamic organisations may have a more obvious need for
Configuration Management, but small stable organisations also have
characteristics which Configuration Management would support

Large Organisatiol
Stable Infrastructul

Configuration Mgt
sizoo more essential
1ze of

Organisation

EI Configuration Mgt to
be considered

‘Small Organisation Small Organisation

Stable Dynamic

Stability of Infrastructure

Q1 Is Configuration Management essential for all organisations?
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An organisation’s strategy and internal forces can influence the need
for Configuration Management

Plans for mergers and

Changes in the acquisitions

organisational
structure or culture
which require new IT
capabilities

Adherence to
internal
standards and
frameworks

Changes in business
processes which require a
different level or type of IT

support

Changing demands for
management information

al for all organisations?
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External forces such as legislation can influence the need for
Configuration Management in any size or type of organisation

Changes in legislation Changing demands

from customers

External
Forces

Adherence to
external
standards and
frameworks

Increased competitive

ressure
Being the target of an P

acquisition

Q1 Is Configuration Management essential for all organisations?
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Even small organisations with stable infrastructures are affected by
internal and external forces which may influence the need for
Configuration Management

Exterfal Forces.

Configuration Mgt
more essential
Configuration Mgt to
be considered

0m

Internal Forces

External Forces

Stability of Infrastrucy

Q1 Is Configuration Management essential for all organisations?
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= Introduction

= Q1 Is Configuration Management essential for all organisations?

= Q3 How can benefits and costs of Configuration Management be
measured?

orisit?
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To consider if a lack of Configuration Management prevents progress,
we need to re-visit the perceived value that it brings and what it exists
to support

Configuration Management IT Service

Configuration Management

Configuration Management

Q2 Does a lack of Configuration Management prevent progress?|
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The concept of ‘progress’ within IT Service Management is commonly
considered to be the level of effectiveness and efficiency of IT services
provided to the business and can be measured against a Maturity Model

Effectiveness Efficiency
Q2 Does a lack of Configuration Management prevent progress?|
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We explored the potential impact to achieving progress in maturity if
Configuration Management was not implemented

Change Management

x Less efficient or effective impact
assessment

* Risk of less accurate

cor ir

Eteciveness Eficency
* Potentially less efficient
identification of CAB participants

x Less effective management of
emergency changes

Q2 Does a lack of Col

guration Management prevent progress?
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We explored the potential impact to achieving progress in maturity if
Configuration Management was not implemented

Incident Management

 Less effective incident diagnosis
due to no correlation of Known
Errors with Cls

= Difficulty in identifying and
tracking incidents related to the
same Cls

Efeciencss Eficoncy

* Less efficient investigation and
resolution due to difficulty in
interrogation of data

 Less effective reporting as
incidents not linked to Cls

Q2 Does a lack of Configuration Management prevent progress?|
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We explored the potential impact to achieving progress in maturity if
Configuration Management was not implemented

Release Management

* Lack of a view of the
infrastructure can impact ability
to formulate release
management policies.

* Configuration data not available
to assess impact of bundling
changes and to identify
complimentary changes

Efeciencss Eficoncy

* Lack of link between releases
and Cls impacts ability to report
on release metrics and trends
against the infrastructure

Q2 Does a lack of Configuration Management prevent progress?|
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It appears that without Configuration Management, the level of effectiveness
and efficiency to be attained by other service management disciplines is
limited, and this impacts the ability of IT to meet business requirements

Configuration Management IT Service

Configuration Management »

B
& JA

3 Rolatonshios
.

Q2 Does a lack of Col
ment...or is t?

°eed

guration Management prevent progress?)




IBM Global Technology Services

Agenda

= Introduction

= Q1 Is Configuration Management essential for all organisations?

= Q2 Does a lack of Configuration Management prevent progress?
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In order to understand the benefits we expect to derive from
Configuration Management we should look at the requirements and
drivers behind the decision to implement Configuration Management

Configuration Management mission, vision
and goals

Configuration Management Guiding Principles
Audit, regulatory or compliance requirements
Frameworks and Process Models

Security requirements

Other work streams that may affect the
Configuration Management requirements

Q2 How can benefits and costs be measured?
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The requirements and drivers can be categorised to help with analysis
of the related benefits

Compliance with legal
requirements

Such as improved
resolution times fg

Such as improt

Abilty to perfof
resources

May enable of
increased prof

Enables an o
the future

Allows an org:
more efficient;

Reduce costs

Enable increased
shorter timescale

Enables the desired b
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By asking key questions against each category and sub category we can
do an iterative analysis until we establish the specific benefit to be

achieved

- Whys it imgnnam torealise

the benefit ?
~ "Supporting evidence

How will the benefit be
achieved ?
What are the measurements
that will demonstrate the
benefit ?

= How will the measurement be
reported ?

= What are the risks if th;s

benefit is not realised ?
What is the financial benefit ?

Q2 How can benefits and costs be measured?

Configuration Management: The Powerhause of Service Management...or is t?
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For each benefit, it will be possible to identify which of these provide an
identifiable financial benefit. and which provide non financial benefit

Benefit

Efficiency Scenarios
Hgh

Operational Metric

Non financial

y

e

Numbers are ilustrative only.

Q2 How can benefits and costs be measured?
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ongoing operational costs should be performed and this compared to
the expected benefits

* Solution Implementation Costs
~ Solution Development
- design and
Testing and implementation
~ Project management
Training
= Solution Delivery Costs

Detais of IT staff turover ratio (number of jiners and
leavers in a 12-month period) as a percentage of total
employees

Number of incidents raised per annum

Current First Time Fix rate (incidents)

Number of staff involved in low-level incident handling
versus the number of staff involved in resolution of
incidents

— Application Licenses
ppli Support &

Average helpdesk call duration

Detais of current knowledge base hit rate

— Infrastructure
Configuration Analysts
Configuration Manager

To be correlated
with analysis of
benefits

Number of major incidents reported

Number of incidents by category

Q2 How can benefit:

easured?|
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So, do the benefits realised by implementing configuration
management always outweigh the cost?

This is a subjective question. Factors that can affect the answer are:

Ensure stakeholders are clearly
identified

= Ensure that the stakeholders
understand Configuration Management
—what it can and can't do Sovston

Perform a robust requirements

gathering analysis to ensure

requirements and expectations are @
appropriate :

= Follow an approach that continually ) o
focuses on the requirements

Select and implement a solution that
addresses requirements

Lifecycle Approach

Q2 How can benefits and costs be measured?
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In summary, Configuration Management can bring benefit to a range of
organisations; help to deliver a responsive, flexible, reliable, efficient IT
service; and financial and non financial benefits can be measured

Q1 Is Configuration Management
essential for all organisations?

Nearly all organisations can benefit from
Configuration Management
Factors to consider are:

Organisation size

Infrastructure stability

' Internal influences
Is Co g glon Mgt | . External influences

Q2 Does a lack of Configuration

Management prevent progress? & 8
G CIaimestiona Q3 How can benefits and costs b]
can limit effeciveness and effciency o "
of other IT Service Mar Techniques exist to identify and
disciplines, which can impact the The Powerhouse of analyse benefits and costs of
ability of IT to meet the demands of s Confi

the business.

e Following an approach which
- OFis it? continually focuses on
requirements can help to ensure
that benefits outweigh the costs.
El

be measured?
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organisations; help to deliver a responsive, flexible, reliable, efficient IT
service; and financial and non financial benefits can be measured

Q1 Is Configuration Management
essential for all organisations?

It depends upon a number of factors:
Organisation size.
Infrastructure stability
Internal influences
External influences

Q2 Does a lack of Configuration
Management prevent progress?

Lack of Configuration Management
can limit effectiveness and efficiency
of other IT Service Management
disciplines, which can impact the
ability of IT to meet the demands of
the business.

Configuration Management,
The Powerhouse of
Service Management,

D
Con
prev

of Howe ' fenefits a
ion Mgt sts of
progress? Configuration Mgt

be measured?

Q3 How can benefits and costs be|
measured?

Techniques exist to identify and
analyse benefits and costs of
Configuration Management.
Following an approach which
continually focuses on
requirements can help to ensure
that benefits outweigh the costs.

T

Powerhouse of S

Corporation

10
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Finally let’s revisit who was unsure of the value of implementing
Configuration Management...show of hands...

= Who has a Configuration Management initiative ongoing now or is considering
starting an initiative?

= Who is seeing value from Configuration Management today?

= Who is unsure of the value of implementing Configuration Management?
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