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Over the last few years IT organizations
have received a consistent, simple
message. That message is that it is critical
for them to align with their company’s
business and functional managers. While
the message is simple, it is difficult to
enact. | believe that the difficulty comes in
large part from the fact that IT
organizations have historically planned
and managed around individual
technology domains; e.g., LAN, WAN,
servers, firewalls. It has been my
experience however, that a company’s
business and functional managers
generally don’t care about individual
technology domains. They care about the
processes that they use to run their
business units and the applications that
support those processes.
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White Paper .
Introduction

Over the last few years IT organizations have received a consistent, simple message. That message is that it is critical for
them to align with their company’s business and functional managers. While the message is simple, it is difficult o enact.
| believe that the difficulty comes in large part from the fact that IT organizations have historically planned and managed
around individual technology domains; e.g., LAN, WAN, servers, firewalls. It has been my experience however, that a
company’s business and functional managers generally don’t care about individual technology domains. They care about
the processes that they use to run their business units and the applications that support those processes.

Another challenge facing IT organizations is that due to the complexity of the typical IT environment, when the performance
of an application is degrading, that degradation is typically noticed first by the end users and not by the IT organization. In
addition, when the IT organization is made aware of the fact that the performance of an application has degraded, it
typically is unaware of the cause of the degradation. Given the sheer number of components in the IT infrastructure, the
time it takes to troubleshoot the problem can be lengthy.

A few months ago, | published a report entitled Application Delivery: A Reality Check . Based on a survey that was
administered to 356 IT professionals, that report identified the challenges that IT organizations are currently having relative
to ensuring acceptable application delivery. As | highlighted in the report, in 2010 the optimization task that is the most
important and the most difficult for IT organizations is relating the performance of applications to their impact on the
business. In addition, in 2010 the management task that is the most important and the most difficult for IT organizations is
rapidly identifying the root cause of degraded application performance.

In an attempt to overcome these application delivery challenges and to respond to what their company’s business and
functional managers care about, many IT organizations are beginning to develop a focus on Business Service Management
(BSM). BSM is the practice of managing IT services from a business perspective, including monitoring the level of service
delivered to users who are accessing critical business applications and services. The term BSM is derived from ITIL (IT
Infrastructure Library) version 3, which defines BSM as "an approach to the management of IT Services that considers the
business processes supported and the business value provided."

Visual Performance Manager™ and VPM Connex™

Effective BSM is highly dependent on a performance management system that provides visibility not only into the end user
experience, but also intfo how performance within each of the various tiers of the overall system (e.g., application, server, and
network) affects the level of service delivered to the end user. Granular performance measurements provide significant value
if those measurements can be integrated with key infrastructure management functions, such as event management,
configuration management, and service level reporting. The Visual Network Systems performance management solution for
service management is based on Visual Performance Manager (VPM) and VPM Connex, a web services platform that allows
third party solutions to integrate with VPM.
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Figure 1: Visual Performance Manager flexible architecture
can help organizations successfully manage the entire lifecycle
of key IT projects.
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VPM Connex
VPM Connex is a set of industry-standard integration
capabilities that enable VPM to exchange information

bi-directionally with virtually any management system or Dashboard

platform, including automated BSM platforms. Integration w
of VPM performance data with a BSM system via VPM
Connex facilitates significant improvement in a number of
management workflows. In particular, improved
performance visibility and more efficient workflows equate
to improved service levels and more demonstrable IT
support for business operations. Specific benefits of BSM
integration via VPM Connex include:

® |mprovement in the efficiency of incident management
by automating portions of the trouble-ticket workflow

and by providing performance data in standard Network & Application Performance

formats to assist in diagnostics and troubleshooting.
Mediation & Correlation
e Support for improved reporting of application .
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performance, including dashboard reporting of
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e Support for automated configuration management of
VPM appliances via a central configuration

management database. Figure 2: The bi-directional integration of VPM Connex between
VPM and IT Process Automation tools helps organizations improve
incident management efficiency and the accuracy of IT incident
business reporting.

Summary

In the introduction | mentioned some of the barriers that limit the success of most IT organizations. | believe the Visual
Network Systems VPM Connex is a major step fowards eliminating those barriers. | say that in part because the data
provided by VPM helps IT organizations identify application performance problems and perform root cause analysis to
identify the cause of the problem before end users are impacted. | also say that in part because of the ability of VPM
Connex to support a range of automation and to enable effective dashboard reporting. Taken together, these capabilities
represent a major step towards enabling IT organization to achieve the goals of BSM.
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