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Cloud Services als Teil meiner Services anbieten

also ejn Service Provider-

Okosystem schaffen

Digitalisierung der

IT-Wertschopfungskette




Die IT-WertschopFungskette

Demand & Business Relationship Service Requests & Lieferung, € Incidents & Behebung, Knowledge

IT-Werte erzeugen

PLAN BUILD DELIVER RUN

Strategy Requirement Request Detect
to Portfolio to Deploy to Fulfill to Correct

Messen und Einsicht gewinnen

/ / /

Sourcing Bestellung & Provisionierung, € Incidents & Behebung
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Die Servicearchitektur

SCM PLM CRM
LKW g Marketing- Lieferschein
Abfertigung Mahnlauf Terminplanung kar?:pgglggn Druck
2 s |
SLM
OLA !

Managed App/Web Server

OLA Managed Databases, Middleware ...

A

OLA
Managed Operating Systems (phys./virt. Svr.)

Managed Storage/Backup
Basic IP Services (AD, DNS, DHCP, ...)
Network Services (W/LAN, Campus, RZ, WAN)

DC/RZ Services (Raum, Klima, Strom, Housing)

Fertigungstiefe

ist variabel

Geschaftsprozesse

Teilprozesse/
Prozessschritte/
Geschaftsfahigkeiten

Customer-Facing Service
(fGr den IT-Kunden sichtbar)

- Supporting Services
(far den IT-Kunden i.d.R. nicht sichtbar)

Technalagy
Consulting
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Der Servicekatalog

,ber ist Teil des
Serviceportfolios und enthdilt
Angaben zu zwei Arten von

IT Services: kundengerichtete
Services, die flir das Business
sichtbar sind, und unterstiitzende
Services, die flir den Service
Provider notwendig sind, um
kundengerichtete Services
bereitzustellen.” mL2011]

OLA

Fertigungstiefe
ist variabel

O Albfertiuny

OoLA

PLM

...................

uc

CRM

Geschiftsprozesse

, Teilprozesse/
Prozessscl hritte/

Merkstivgharmpagren  Liator schem Lruck Geschaftsfahigkeiten

Customer-Facing Service
(fur den IT-Kunden sichtbar)

L Supporting Services
{fiir den IT-Kunden i.d.R. nicht sichtbar)

Jeder Service wird beschrieben durch
Service Owner
Servicesystem (IT-System + Personal/Org./Prozesse)
Serviceabhangigkeiten
Service Offer (Value Proposition: Utility + Warranty)
Service Contract

ITC Information
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Die IT-Wertschopfungskette - Services am laufenden Band

Demand & Business Relationship Service Requests & Lieferung, € Incidents & Behebung, Knowledge

IT-Werte erz
BUILD Y DELIVER 'A RUN

: extern xtern
Strategy Requirement Request Detect

to Portfolio to Deploy ' to Fulfill ' to Correct

Messen und Einsicht gewinnen

/ / /

!iourcing Bestellung & Provisionierung, € Incidents & Behebung

i
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Strategy to
Portfolio

Enterprise
Archi-
tecture

Scope
Agree-
ment

Portfolio

-

Backlog
Item

Con-
ceptual
Service

Require-

b ment

urce

IT
Initiative

‘ Logical
‘ Service

Requirement to Deploy

h-_l

Build
Package

L Service
. Release

Service
Release
Blueprint

DELIVER

Request to Fulfill

Request
9 Charge-

Sub- back

scription I Contract

Service
Catalog
Entry

Usage
Record

Fulfill-
ment
Request

Desired eXtern

Detect to Correct

Problem,
Known
Error

Incident

Service
Contract

Service
Manitor

Actual extern'

- _ _ -




DELIVER

Request to Fulfill

Shopping
Cart

Request

Service

Catalog
Entry

Sub-
scription

Charge
back
Contract

Charge
back
Record

Usage
Record

Problem,

Known
Error

Incident

Service
Contract

Fulfill -
ment
Request

Desired
Service

RUN

Detect to Correct

Service
Monitor

Actual
Service

ITC......
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Kegeksder 11/44 25 2016.08-00000012-00 10082016 2016-08-00000012-00 .
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BO4T62MSx 12 10082016 2016-08-00000018-00 deil Konstn
5O L017T MEx 20 2016-08-00000015-00 10082016 2016-08-00000019-00
DIN 908 (Femgewinde) M16x 1.5 2016-08-00000020-00 10082016 2016-08-000000
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Bildquelle: GAIN Software GmbH, Wiedergabe mit Genehmigung

ITC....

Technalagy
Consulting
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Catalog Composition

— Pflege der bestellbaren
eigenen IT-Services

Shopping Problem _
Cng: Known Incident
Error

(Customer-Facing und
Supporting Services)
— Provider bieten eigene Senice
Offer Request Contract
Kataloge sup- M CPe0e W Clore
scription Contract Record
— Bestelloptionen, Kosten, Catalog
. o Composition
Bundling, Subscription ComponengEsves .
. Catalog Record Vonior
Terms, Service Level NG
— Service-Abhangigkeiten AU
— Informationen fir die L "o
Instanziierung von A ‘
- Desired Actual
Services (> Basis fur Senice Senvice

Automatisierung!)
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OFfer Management

— Service Offers, Pricing;

Service:Offer = m:n .
Shggr[:m P}Egg\lfr?q’ Incident
Error

— Zielgruppenspezifische

Offer Catalogs Offer
Managemen
— - i 7 Service
Mash Up und Bundling | orer | ) request N Charget ) Charge (Tl Convc
eigener und zugekaufter P 'q iy — back

Contract Record

Services

— Navigierbarkeit von
. . Catalog
Services, Optionen; Entry
Preisabfragen

Usage Service
Record Monitor

Fulfill -

ment
— Definition der fir die Request
Bestellung relevanten
Ei Nga be N Desired Actual

Service Service

© ITC GmbH 2018 14



OFfFer Consumptic

Self-Service Portal

— User Experience fur das Offer Consumption Comp gent

Shopping von Services; o) o -
User Profiles Cart Known ncident
R Error

— User kann eigene Offer
Bestell . Management
estellungen sowie S o
of o . Vi
subskribierte Services Offer B Request . Charge \ Charge \ [l Contract
. S back back
und deren Service- scription I oriczc A Record
Status abfragen Catalog

Composition
) Componen : |
— Bestellbarkeit mehrerer o Usage Senvice

. ] Entry Record Monitor
Offers in einer
Transaktion

Fulfill -
ment
Request

— Bestellungen fir andere
User; Sichten fur

. . Desired Actual

Abteilungsleiter etc. Senice Senvice

© ITC GmbH 2018 15



& HARLEY-DAVIDSON 1SA GIS IT SERVICE MANAGEMENT ACCOUNT SETTINGS ~  WELCOMEEDDIE | | OGOUT
HOME | ORDER THINGS | KNOWLEDGE | GET HELP

ORDER THINGS KNOWLEDGE  GET HELP

BROSE THE SERVICE CATALOG SEARCH THE KNOWLEDGE BASE QUESTION AND ANSWER TRACKING
B HARDWARE @ TODAY'S NEWS # SOMETHING BROKEN

% SOFTWARE % HIGHEST RATED B ASKAQUESTION

@ OFFICE AND PRINT @ COMMON ANSWERS =1 |SSUE STATUS

is SERVICES # MUSTREAD = LIVE FEED







Request Rationalization

— Master der Lieferung;
Lieferstatus Gesamt und
aller Einzelauftrage

— Sicherstellung erfullbarer
Requests (Genehmigung,
Verfugbarkeit)

— Zerlegung in Fulfillment
Request fur einzelne
(abhangige) Services
gemald Service Catalog

— Interaktion mit
Fulfillment Execution
intern wie zu Providern

— Alle Bestellungen und
Subscriptions,
Consumption Patterns

Offer Consumption Component

Offer
Management

Catalog
Composition

Cart

Fulfill -
ment
Request

Request

R atlonallzatlon

. N0 N ——
jRequest "— ‘ L Service

W -Charge- Charge Contract

" Sub-
 scription

Problem,
Known
Error

Incident

back back
Contract Record

Usage Service
Record Monitor

Desired
Service

Actual
Service

© ITC GmbH 2018




FulFillment Execution und Change Control

— Orchestrierung von
Zielsystemen zur
Umsetzung von
Fulfillment Requests fir
den bestellten Service
(,,Desired Service”)

— Ggf. Provisionierung
von Cloud Services

— Standard Changes
— Update Config Mgmt
— Ggf. Update Asset Mgmt

— Provisionierung des
Service Monitorings

Offer Consumption Component

Cart

Offer
Management

Request

Catalog
Composition

Request
Rationalization
Component

Charge
back
Contract

Charge-

back
Record

Usage
Record

Problem,

Known Incident

Error

Service
Contract

Service
Monitor

/7 Fulfill -,
ment |
\Request/ ¢

Fulfillment

Execution
omponent

/Desired "
‘Service/

Actual
Service
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Configuration Management
RUN (Detect to Correct)

i i Offer Consumption Component
— ,Actual Service” mit umpti D

seinen relationierten Cls .
Shopping Péggv"fm Incident

ist die Realisierung des cart Error
,Desired Service”

Offer Request
— Servicebidume erlauben '\cﬂgr?ﬁo%enrgre]m Mozl
cend
Impact und Root Cause- Request Charge W Charge e
Analysen fur Change Cor?tiact Re?;i)rd
Control, Events und Catalog
. Composition
Incidents ST U o
oo b
— Fundamental: Actual Sy
. N
Service steht zu a!IIen ) Som Fulfillment Change Configuration
Records des Betriebs in vl Execution Control Management
. Request
Be2|ehung Component Component Component
- CMDB bildet BaSiS fur Desired -"'-I‘ACtUal

Service . Service,

Service Monitoring und
Eventkorrelation

© ITC GmbH 2018



Service Monitoring

— Uberwachung aller
Ebenen/Aspekte des
Service (Infrastruktur,
Anwendungen, Security,
Customer Experience)

— Monitor-Definitionen
enstehen bereits in
Requirement to Deploy
(Service Release
Blueprint)

— Erzeugt Events

Offer Consumption Component

Offer
Management

Shopping
Cart

Request
Sub-
scription

Catalog
Composition
Co MPONENERNEA

Catalog
Entry

Request
Rationalization
Component

Charge
back
Contract

Problem,
Known
Error

Incident

Service
Charge- Contract
back -

Record

Usage

Record . 207

¢ { Service
, Monitor ;

S Fulfillment

Change Co

Monitoring

&guration

Service

omponent

=il Execution Control Manggkeme
. Request
— Messungen des Service SR, COEenET £
Level (Service Contract)
Desired Actual
. Service Service
— Ggf. Usage Records fir
Chargeback/Showback
© ITC GmbH 2018 22
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Configuration directory
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Automatisierung von Event, Incident, Problem, Change

— Eventkorrelation ist
Grundlage fur autom.
Erkennung von Incidents

— Regelwerk nutzt
Servicebaume aus
Configuration Mgmt

— Synchronisierung der
Lebenszyklen Event ->
Incident -> Problem

— (Automatisierte)
Run Books flir Diagnose
und Behebung

— Ggf. Standard Change

Offer Consumption Component

Offer
Management

Cart

Request
Rationalization

Request

Catalog
Composition
ComponentSsya

Catalog
Entry

Charge Chl." fge
back bl tk
Contract Rg (ord

Usage
Record

Problem
nen

Contract

Fulfillment
Execution
& Component

Desired
Service

Component

Incident
Component

Incident gr—

S
ervk

nitorinr‘
ompone

Service
Monitor

Configuratio®
Managemefit

CompoTnt

Actual W
Service

ITC....
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Service Level

— Pflege des Service
Contract Lifecycle

— Instanziierung u.a. durch
Request Rationalization

— Service Contracts
definieren KPls

— Verarbeitung von
Messdaten aus Service
Monitoring (Optimum)
und Incident Mgmt
(haufige gangige Praxis)

— Transparenz des Service
Level-Status auch fir
User/Consumer (via
Offer Consumption)

Offer Consumption Component

Offer
Management

Shopping
Cart

Request
Rationalization

Request

Catalog
Composition
Co MPONENLENVRS

Catalog
Entry

Charge
back
Contract

Charge-
back
Record

Problem
Component

Usage
Record

Fulfillment
Execution
& Component

Desired
Service

Change
Control
Component

Incident
Component

Incident

Event
Component

Service
Monitoring

Component
Service

Monitor

Configuration|
Management
Component

Actual

Service

ITC....
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Usage und Chargeback/Showback

Service Portfolio, Kosten der Services

— Usage Records aus
Service Monitoring oder
von (Cloud) Service
Provider

— Chargeback Contract legt
Verrechnung fest
(Einmal, regelmalig,
nutzungsabhangig, ...)

— Chargeback Records
erfassen Gebuhren
(Charges) fir Subscriber

— Showback (Aufzeigen der
Kosten) oder Chargeback
(Verrechnung)

Offer Consumption Component

Offer
Management

Shopping
Cart

Request

Rationalization

Request

Catalog
Composition
Co MPONENLENVRS

Catalog
Entry

Recordl___

Component
Run
Book

& Component

Fulfillment
Execution

Desired
Service

Problem
Component

Service Level
Component

Contract

Diagnostics&
Remediation

Change
Control
Component

Incident

Service
Monitor

C

Management

Financial Mgmt, Abrechnung

Incident
Component

Event
Component

Service
Monitoring
Component

onfiguration|

Component

Actual
Service

ITC....
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Diese Bausteine brauchen Sie in der Praxis
Portal/Request Fulfillment (ITSM) Klassisches ITSM

Problem
Component

Herausforderu ngen: Offer Consumption Component

Shopping

— Funktionen sind
klassisch in
unterschiedlichen
Toolfamilien abgedeckt

Request
Rationalization

Chargeback

Component

Request

— Durchgangigkeit des
Servicemodells
herstellen

Service
Monitoring
Component

ComponenigSs e
. ervice
— ,Service Catalogs” CriEleg Record Monitor

Entry
gibt es viele, aber:
,Bestellkataloge”
vs. ITIL Servicekatalog
beachten!

Configuratio
Management
Component

sdQ 11/8ula0yiuop (astidianul)

Component

Acwal N

— Best of Breed vs. < Seriice P

Suite/Plattform RZ-Automatisierung
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Kostenloses Web-Tool: ITC Navigator For IT4IT

P S o o 1 % T

e — www.itc-germany.com/itd4it

IT4IT™ Reference Architecture Level 1

eSS gemizay.com,

SPED WM WD W MET O SNIP O MlSaveRaw O SUF @

- o X
fﬁ Request to Fulfill (R2F) V= X V' () ITAIT Reference Architect X \D

& ‘@Nlchtsl(her‘ pubs.opengroup.org/itdit/refarch21/ITATv2.1 htmé_Tocd73262512 % 1}| Q :

B S TR S it Apps [[) OnePageCRM = SAPBYD 'l MC-WP ' ITAT © SNPP () HiService Portal (Y SURF » Weitere Lesezeichen

<

C | O Nehtzewr  wwaute gemeny.com/) " iz
= 30E0 WM WD W IET O SNIE O HlSuveRaw O SUF @ MEPP ) Relis Fourdation () SAKhssEaarge () A Reure 748 Fulfiliment Execution Functional Component

A ke Exue

IT4IT™ Reference Architecture L Purpose

Orchestrate the delivery of the various requests amongst (one or more) fulfillment engines in order to deliver the IT
ITCz Navigator for IT4IT™ - i a trademark of The Open Group service. Fulfillers may be systems that perform actions directly, or engage other systems in order to perform actions.
=S Functionsl Components and Dt HOVER fur £ . CLICK fr irk 1o ITH They may also include external providers. In order to be able to engage the fulfillers. the Fulfillment Execution

B a1 Streom names: HOVER for explanation, CLICK for { evel 2 diagram functional component needs to:

Requirement to Deploy Value Stream
Key Valus Broposition
> Ensure hat 15 b
gty utity)
> Maka senice delvery predktabie, even acrazs ghoally cisparsed
Leears 3nd sucpners, snduulipe devsopment melheeeioges
while presenng Innovaice.
> Standardze seniee develapment and nr-my 10 1he pakt whom
re-use of serdoacempcnents is e nor
> o cuo of Staborsbon belaven 1 Eate s

5

s Manage a registry of the available fulfillers. This registry captures:

— What each fulfiller does (capabilities)

W Fscusst o Pl x QY

%0 rmprove Sery — How to engage each fulfiller (where they are located and how to invoke them)
e«  clon WawE GermangIEm e 3
Trpical Activit = > o S = - . Takfz the bound Ser}l_ce (?alalcg Entry and generate both 1}1_& relevant Fulfillment Requests in order to
yplcal Activities * Offer (Koy Data Object) i A @ Onfagccitd & SAng0 WK WP 4T O SKIP O HSave il O SUR @ MFER) realize/fulfill the originating consumer request and the Desired Service data object which represents the Service
— D=fnes how 2 Sendce Catacg Entry il be mstzrbaled and under what Model in its pre-configured or consumer configured state.

23mMS A0 CoAHINS — P, drployment. Approrl. warkf. sonds
leval (coniract), eic. e Update the IT asset inventory as they are ordered

Ik Ugn = Do = . .
T peacipbn P — b *  Request standard changes and update the Configuration Management functional component (if needed) on
il [ " 3> O to Servics Catalog Entry {nmy Ersines b roqursd . delivery of components.
et P Infarmation i Caphared for e “Uilment [Oepeymentidelven of
B —_— e seiyne. . risibility &  lev i ity i
fuactit X j— eries Cartjnm) Zach Ofer m: i tiple __\'Iamram visibility into supplier capacity levels and raise alerts if capacity appears to be insufficient for
Stovioand [ ——— Shappig Carts and £3ch Shopping Gar 'vwr \noice muftpic Composite/Cy immediate demand
Ofiers. nm 1N Sevice Reque
===| - Sontmn - —-—f} The Fulfillment Execution functional component can be used via two paradigms:
| (Tempiate)

: J +  Consumer-driven — In this paradigm a consumer request results in a bound Service Catalog Entry which is

broken down into the necessary Fulfillment Requests needed to fulfill the originating request.

Strategy tu
Portfolio

Requirement to Deploy

I ¢ Direct access (without a Service Catalog Entry) — In cases in which there aren’t sufficient catalog enmas to
. describe the fulfillment and no entries are planned to be created. the Fulfill Execution fi
is directly engaged by the Release Composition functional component (R2D Value Stream). The Release
ry Composition functional component needs to provide enough information in order for the Fulfillment Execution
Estmalea  Extmstod avor functional component to create the Fulfillment Request(s) necessary to perform the actions needed.

Aswet Cost  Configuration
| nm Key Data Objects

¢  Fulfillment Request (data object): Describes all fulfillment aspects of an IT service, which includes items such
as provisioning, deploying, modifying, actions (i.c., start, stop, etc.), decommissioning, and so on.

Strategy to
Portfolio

Requirement to Deploy F

*  Desired Service (data object): The specification of an instance of a service as required to meet the fulfillment
r detailed in the order (Reguest) and supported by a single Service Release Bluepnnt. It
contains the relevant parameters that determine how a service will be deployed /fulfilled

Navigierbare IT4IT-Referenzarchitektur LS | mm o
:nmfﬂﬁ) ¢ :L':‘:;‘. ! x:::. 20 .- :,:WM:"MVAJM
]

Schnelle Infos zu allen Komponenten durch Mouseover

k — o+ - - - . Do Otgact - Koy
Nocont e s Cost
1 1 D Otgoct - Auoiary
| e Ertay Relaicriy
! y == > Fioor Fats Inisgraken
. -

Drill-Down in Level 2 sowie in Open Group-Standard
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ITC Service Lifecycle Scan

B Wir durchleuchten lhren Service Lifecycle
Prozesse und Stakeholder in allen vier Value Streams
Funktionale Unterstiitzung durch IT-Tools (Abdeckung und Reifegrad)
Datenhaltung und -flisse, Integrationen, Briiche
Zustand des Service Backbone/Servicekataloge
Laufende/geplante Verbesserungsprojekte

B Sie erhalten unseren Diagnosebericht, ab 5 Seiten netto
Status des IT-Management entlang des Service Lifecycle
Inventar aller IT-Prozesse und -Tools
Starken und Schwachen der Service-Fertigungslinie
Priorisierte Handlungsempfehlungen inkl. Quick Wins

B ab 1 Tag gemeinsamer Workshop und 1 Tag Ausarbeitung durch ITC

© ITC GmbH 2018




Vielen Dank. Wir unterstiitzen Sie gern. Sprechen Sie uns an.

I TC InFormation

Technology
Consulting

Gesellschaft fiir Netzwerkmanagement
und Systemintegration mbH

Member of IT@IT Forum

Stefan Mohr Marc Gumbold

WogusS ko -

Drill-Down in Configuration Management -
Aktualisierung der CMDB
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