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the IT operations-business gap 
 
 
 
 
 
 



the growing challenge  
gap between IT operations and the business 

Last-generation       
IT operations 

BSM 

MoM 

Silo  
managers 

Time 

V
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New-generation,  
dynamic real-
time solution: 
Service  
Operations 
Management 

Business  
demand for             
Agile IT services 

Continuous business and 
technology innovation 
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the IT operations-business gap 
people, processes and technologies 

IT Executives and Service Owners 

Operations Managers 

Operations Support Staff 

“How are my key business services 

performing and are they at risk?” 

“How can I make better CAPEX/OPEX 

decisions?” 

“Thousands of alerts per day.” 

“How can my team prioritize them        

from a business point of view?” 

“We manage technologies, not             

business services?” 

 “…so we can triage faster, escalate          

better and speed MTTR?” 

Virtualization Program Managers 

Service Desk and Change Managers 

Service Level Managers 

“I’m  virtualizing our data center and will 

build a private cloud…” 

“….but I don’t have an end-to-end view     

of the service I’m supporting.” 

“How can we prioritize tickets based on 

the flood of alerts from operations?” 

“How can I see services in real time to 

manage change better?” 

“We’re close to violating SLAs.” 

 “…can’t operations give us better 

performance?” 
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modern discipline, modern solution, 
modern product 
 
 
 
 
 
 



6 August 30, 2011 CA Service Operations Management:  User Community Briefing   Copyright © 2011 CA. All rights reserved. 

service operations management  
for today’s dynamic business & IT environment 

Physical & 
Virtual 

Systems  

SLAs  Automation 

SOM 

Applications,
Middleware 
& Databases 

Networks 

Workloads Storage 

Service 
Desk 



product for service operations management (SOM) 
CA Service Operations Insight (SOI) r3.0  
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Capabilities 

1. Build & maintain real-time,                                                     

cross-domain, end-to-end view of 

services 

2. Analyze service quality, availability,                                                

impact & risk  

3. Contextually launch domain                                                    

managers for root cause analysis 

4. Service-driven actions 

 

Benefits 

Improve service quality 

Improve service predictability 

Optimize operations 
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Application  
Performance  
Management  
CA Application 
Performance 
Management 

Automation  
CA Automation Suite  
for Data Centers & 
Cloud: 
 CA Server Automation 
 CA Virtual Automation 
 CA Configuration        
       Automation 
 CA Process Automation 
CA Clarity 

Infrastructure Management  
CA Spectrum 
CA Virtual Assurance for IM 
CA eHealth 
CA NetQoS 
CA NSM 
 CA Insight Database 
Performance Manager 

------------------- 
Akorri BalancePoint 
IBM Tivoli Monitoring 
IBM Tivoli Enterprise Console 
IBM Tivoli Netcool OMNIbus 
IBM  Tivoli Enterprise Portal & 
Monitoring Server 
Microsoft SCOM 
NetApp SANScreen 
Oracle Grid Control 

Mainframe &  
Workload   
Management 
CA OPS/MVS 
CA Autosys 
CA SYSVIEW 
------------------- 

IBM Omegamon 
Terma Software   
  Labs JAWS 
 
 

Service &  
Change  
Management 
CA Service Desk 
CA CMDB 
CA IT Client    
  Manager 
CA Service Catalog 
CA Clarity 

------------------- 
BMC Atrium 
BMC  Remedy 
IBM Service 
Request Manager 
 
 

 
 

Security 
CA Access Control 

Integration 
Tools 
SDK 
Event Integration 
SNMP Connector 
Universal Connector 

Service Operations 
Management  

CA Service Operations Insight 

Common, Open Bi-Directional Integration &  Automation Platform 

CA Service Operations Insight r3.0 integrations  
integrating people, processes & technology 
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Transactions 

Application Components 

dynamic service modeling 
leveraging CA APM & CA IM discovery 

CA  SOI imports  APM 

& IM service models 

from domain 

managers 

CA SOI correlates hosts of  

application components 

discovered by APM with 

physical and virtual hosts 

discovered by IM 



1 
1 

Switches 

Systems 
 

Service 

Topology:     

real-time 

model, 

component 

relationships    

& impact 

Imported 

Components 

for Service 

Models 

Component 

Detail: 

status, 

severity, 

impact &  

root cause 

Transactions 

Databases 

Service 
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analyzes and alerts on service quality 
service console 
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Weigh the relative severity of alerts on services to prioritize actions 

Reduce the effort to pinpoint sources of impact on services across domains 



1 
1 

Switches 

Servers 
 

Databases 

Service 
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Transactions 
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analyzes and alerts on service quality 
contextually launch domain managers for root cause details 

CA Infrastructure Management 

CA Application  
Performance 
 Management 



Business 

services listed 

according to: 

 Business  

importance 

 Quality level 

 Risk to quality 

 Business and IT 

subservices 

Real-time 

service  

status 

indicators  

Historical 

service 

status 

details 

real-time service status 
service dashboard 

SLA Health 

Quality 
Risk 

Availability 
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You see which IT 

assets are persistent 

source of problems 

for each particular 

business service 

Network switch 

Server or mainframe 

Transaction associated     

with a specific           

application ad business 

process 

Back-end database 

service reporting  
historical service and SLA reports  
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CA & 3rd-Party 
CMDB Service 

Models 

service synchronization  
unifies operations & change management processes 
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Infrastructure  Manager: Discovers, Maps 
& Manages Servers & Networks 

CA Service  
Operations Insight 



CMDB 

Microsoft SCOM 

CA Service Operations Insight 

Integrated  
Workflow 

maintenance mode synchronization                                           
cross-domain awareness & alarm suppression 
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Integrated  

Workflow 

Integrated  

Workflow 

Integrated  

Workflow Integrated  

Workflow 

August 30, 2011 CA Service Operations Management:  User Community Briefing   Copyright © 2011 CA. All rights reserved. 

CA Service Desk & CMDB 
BMC Remedy & Atrium 

CA NSM 

CA Spectrum 

Extensible to  
other Data Sources 



service-driven ticketing 
CA & third-party service-desk integration 
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closing the IT operations-business gap  
service-focused operations & cross-discipline collaboration 

Operations Support 
Staff 

Executives & 
Service Owners 

Operations  
Managers 

Virtualization  
Program Manager 

Service Desk & 
Change Managers 

Common 
View of  
Services 

Service Level 
Managers 

Common  
Understanding of Service      

Quality & Risk 

Automated Actions  
for Remediation 

Optimized  
Operations 
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CA  SOI r3.0 –  enhanced & new capabilities 
 
 
 
 
 



product for service operations management (SOM) 
CA Service Operations Insight (SOI) r3.0  
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Capabilities 

1. Build & maintain real-time,                                                     

cross-domain, end-to-end view of 

services 

2. Analyze service quality, availability,                                                

impact & risk  

3. Contextually launch domain                                                    

managers for root cause analysis 

4. Escalate alerts 

 

Benefits 

Improve service quality 

Improve service predictability 

Optimize operations 

 

Five New SOI Leadership Capabilities* 

         1.  Enhanced: Dynamic Service Modeling 

2.  New: Service-Driven Automation 

                                4.  New: Scale & Performance 

                                3.  New: Mobile User Interface 

   5.  New: Unified Event Management 
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* Introduced with CA SOI r3.0 







Automates  
service  
modeling  

CA SOI r3.0 



dynamic policy-based service discovery 
find relationships to populate and update service models 
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• Automatically create and maintain service 
models 

• Define policy to create relationship to Service 
when CIs match criteria 

• Detect when new or existing CIs become 
compliant and add them in real time 

• Remove CIs that are no longer compliant 



dynamic policy-based service discovery 
find relationships to populate and update service models 
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Service defined 
by policy 

Servers discovered by policy 



relationship discovery 
enrich existing models by adding related objects (configuration items) 
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1. Service X already 
contains Device Y 

Compliance 
status 
(CS-Y) 

2. A Compliance Status CI 
is added to USM (e.g. 
from ITCM MRD) 

Service 
(X) 

 
 
 

3. Relationship policy 
in SOI triggers 
creation of 
relationship 
between CIs within 
scope of Service X 

4. Informational planes 
are unified within single 
SOI Service Model 

Device 
(Y) 



automatic policy maintenance (automain) 
maintains intended relationships of objects imported to models 
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flexible granularity modeling options 
high efficiency  
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Child 
 object 
alerts 

Parent 
object 
impacting 
the service 

Optional 
granularity  
modes 

July 26, 2011 



Standard 
Automated 
Escalation 
 Policies 

CA SOI r3.0 



standard pre-built automated process flows 
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process automation escalation in action 
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3.  USM and business service model updated with 
new provisioned  resource CI’s  

CA Service Operations Insight CA Automation Suite for Data Centers 

CA SOI alerts trigger policy-based 
CA Process Automation commands 4.  Continuously analyzes service 

risk and impact 

2. Triggers dynamic resource provisioning 
according to policy 



Parity with  
Desktop   
Service 
Dashboard  & 
Operations 
Console 

CA SOI r3.0 



mobile interface 
service dashboard 
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View service health                                                         

while on the go 

 

Drill down to see 

detailed service                                                                         

metrics 

 

Configurable views ensure 

business-critical information 

is always  at your fingertips 

 



mobile interface 
alert management 
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View service alerts 

and domain alerts 

affecting services 

 

View alert  

details 

 

View affected  

CIs 

 

Take actions  

against  alerts 

 



mobile interface 
alert management—support for alert queues 
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Drives best  
practices  
for enterprises,  
governments 
 & service  
providers    

CA SOI r3.0 



interactive event console                                                                   
queries are federated across domains (connectors/event collectors)  
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1. Define the event patterns 
to search for 

2. Specify the search criteria such as 
frequency or timing 

3. Execute the search to see 
the historical results 

4. Save queries and 
execute on 
demand in the UI 



unified view of alerts across management domains           
organize alerts in queues 
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Critical alert queue 

Alert queues examples: 
 Default 
 Critical 
 Domain-specific 
 Location-specific 
 Cross-domain-specific 



unified view of alerts across management domains             
enforce standardized escalation policies 
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Automated 
Actions 

Service desk tickets 

Announcements 

Emails 

Workflow 

Alert queues examples: 
 Default 
 Critical 
 Domain-specific 
 Location-specific 
 Cross-domain-specific 



SOI 
Connector- 
Enabled 
Tiered 
Architecture  

CA SOI r3.0 



tiered architecture in action 
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service operations management implementation 
evolving to business service focused operations 

Unified Event 
Management 

Priority 
Service  

Discovery & 
Modeling 

Ongoing Service 
Discovery & 

Modeling 

Fully Optimized 
Operations 

P
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Service-oriented…………………………………………………→   

Real-time end-to-end 
management high priority 
Business Services to provide 
service impact, risk and root 
cause analysis 

Medium and low priority 
services, so that 
ultimately all IT assets 
are mapped to the 
business services they 
support 

Alert escalation fully 
integrated with data 
center and cloud 
automation, service  
desk, change & SLA 
management 

Cloud-enabled → 

Normalize & transform cross-
domain events into actionable 
alerts for IT Services within a single 
console & escalation path to the 
Service Desk 

Event-oriented → 

41 

A four-phase approach 
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closing the IT operations-business gap  
service-focused operations & cross-discipline collaboration 

Operations Support 
Staff 

Executives & 
Service Owners 

Operations  
Managers 

Virtualization  
Program Manager 

Service Desk & 
Change Managers 

Common 
View of  
Services 

Service Level 
Managers 

Common  
Understanding of Service      

Quality & Risk 

Automated Actions  
for Remediation 

Optimized  
Operations 
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thank-you 
 
 
 
 
visit www.ca.com...and look for: 
 
- Service Operations Management (discipline)  
- Service Operations Insight (product) 
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http://www.ca.com/us/service-operations-management.aspx
http://www.ca.com/us/service-operations-management.aspx
http://www.ca.com/us/products/detail/CA-Service-Operations-Insight.aspx


Legal 

Certain information in this presentation may outline CA’s general product direction.  
This presentation shall not serve to (i) affect the rights and/or obligations of CA or its 
licensees under any existing or future written license agreement or services agreement 
relating to any CA software product; or (ii) amend any product documentation or 
specifications for any CA software product. The development, release and timing of any 
features or functionality described in this presentation remain at CA’s sole discretion.  

 

Notwithstanding anything in this presentation to the contrary, upon the general 
availability of any future CA product release referenced in this presentation, CA may 
make such release available (i) for sale to new licensees of such product; and (ii) in the 
form of a regularly scheduled major product release. Such releases may be made 
available to current licensees of such product who are current subscribers to CA 
maintenance and support on a when and if-available basis.  



Legal 

Copyright © 2011 CA. All rights reserved. All trademarks, trade names, service marks 
and logos referenced herein belong to their respective companies. 

 

THIS PRESENTATION IS FOR YOUR INFORMATIONAL PURPOSES ONLY. CA assumes no 
responsibility for the accuracy or completeness of the information. TO THE EXTENT 
PERMITTED BY APPLICABLE LAW, CA PROVIDES THIS DOCUMENT “AS IS” WITHOUT 
WARRANTY OF ANY KIND, INCLUDING, WITHOUT LIMITATION, ANY IMPLIED 
WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, OR 
NONINFRINGEMENT.  In no event will CA be liable for any loss or damage, direct or 
indirect, in connection with this presentation, including, without limitation, lost profits, 
lost investment, business interruption, goodwill, or lost data, even if CA is expressly 
advised of the possibility of such damages.  


