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Introduction

IT environments are growing in complexity as Customer demands must be met by Business Services that are
sometimes delivered in-house, outsourced, or by multiple vendors. In order to support these needs, IT teams are
striving to create more dynamic IT platforms. However most organisations still face the challenge of delivering
business services with an array of applications using multiple technologies often from different eras delivered in
an ad-hoc way.

Cost reduction while maintaining service quality is a key focus for organisations.

IT Cost Management initiatives are constantly driving consolidation of the infrastructure and people that support
Business Services. Often application components are virtualised further abstracting the elements that create
customer value from underlying components and whatdés mor

Despite the numerous tools and technologies available on the market, few organisations manage to portray
business services in language that customers, business representatives and technical people can all understand.
Words are always open to misinterpretation especially when those involved span business, technical, regional
and commercial barriers.

In the Business Service Management market vendors typically offer a catalogue of technology delivered in silos.
Many are very capable at what they are designed to do but they do not manage the end-to-end customer
Journey.

Infrastructure Monitoring, Relationship Management, Business Service Definitions are all key ingredients but
what the customer wants to see is the experience of the end-to-end business services (The Journey) managed.
Despite best efforts and excellent tooling, many organisations suffer the embarrassment of the customer
informing the business that there is a serious issue.

Taking a Top Down approach ensures that the Services that matter most commercially are tackled first; instead
of attempting to resolve, discover or monitor the entire estate the key business services can be prioritised.
Service Management is a familiar function within most organisations where the service manager attempts to gain
knowledge of the underlying systems. This tends to be ineffective in part because the role does not operate 24/7
whereas the infrastructure usually does. It is much more effective to embed the business knowledge into the
tools than the technical knowledge into a service manager.

As TubeMapper is technology agnostic, services can be mapped within weeks instead of many months because
there is no need to rip out and replace existing tools. Many vendors have failed to deliver on the promise of
business service mapping due to the need to implement wide scale change.
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FIGURE 1. TOP DOWN IMPLEMENTATION STRATEGY
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TubeMapper brings together knowledge from all stakeholders and matches them against services status from the
monitoring world. It is a Customer Journey Visualisation tool backed by a Knowledge Management Database.

Visualisation is provided using a data-driven, automatically refreshing web page that can be filtered to suit the
audience (filters by customer, business services or region). Knowledge Management comes from a backend
database which tracks seven layers of relationship in three dimensions; How Business services relate to provide
a Journey (we call each step of the journey a phase); How Journeys are related to customers; How Business
Services are related to underlying systems and infrastructure.
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FIGURE 2. SIMPLE REPRESENTATION OF A CUSTOMER JOURNEY
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The TubeMapper methodology is the engine room behind the product that mobilises an organisation to pull
together its business services, portray them visually so everyone can understand them and relate them to the
technical world (monitoring tools, data repositories and ITIL processes).

-3-
Copyright O 2009 ATOV All Rights Reserved.



FIGURE 3. TUBEMAPPER DELIVERY METHODOLOGY
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The TubeMapper methodology begins with identification of the key business services that, in the business eyes,
will yield maximum benefit from being visualised and monitored. This ensures that within 2-3 weeks the team can
bring results and self start motivation within the organisation to drive out additional services and value.

The TubeMapper product is technology agnostic so it will report business service status based on existing tools
and existing low level relationship data. Over a short period of time, this serves to highlight strengths or
weaknesses in technology or service delivery. TubeMapper has the ability to manage through and visualise even
with weak underlying systems. This does to core infrastructure what it ultimately does to all business services:
provide clear representation of reality to upper management so they can do something about what matters.

The product compliments the methodology in several ways:

Data Driven Visualisation filtered to suit stakeholder needs
Business Service Financial Prioritisation and Notification

Flexible mapping of relationships and integration with existing data sources (CMDB)
Workflow and Audit to ensure that decisions on relationships and status are tracked

1
1
1 Agnostic Integration with Monitoring Systems
1
1
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Changing the Service Environment to achieve Customer Benefits

We interviewed members of the command centre of a large Telco and established the biggest issue faced from
an operational and management perspective was that the command centre was technology centric and not

customer experience centric.

They had technology silos that were world class at solving technical issues but had no visibility of what that
meant to the customer experience. It was also evident that the business speak a different language to technical

operations team, so when the business experiencead epr eci ati on or | of

back to the technical teams to resolve as a priority.
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Using the TubeMapper methodology has allowed them to map the customer journey end to end for key global

services. Technical teams and business operations are able to use the same visualisation.

As a result, they have reducedthe number of hand offés for inci

den.t s

The mean time to recovery on average for all high priority incidents has gone from 4hrs 19 minutes to under 20

minutes.

Historically, the investment split between development of new services and maintaining the existing ones was an
80/20 split. As a result of the TubeMapper methodology it is now the complete opposite. This business decision
was made by understanding and focussing on the root cause of service affecting incidents, not all incidents as a

whole.

Finally, due to investment now being made in the right areas, the organisation was able to save A1 00 s

millions in service interruption charges and other damages that clients would claim for prolonged outage.

FIGURE 4. CHANGING THE MANAGEMENT OF INFRASTRUCTURE TO BE SERVICE AWARE
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TubeMapper
Visualisation

The visualisation of the customer Journey is delivered via a web page which makes it easily accessible and easy
to deploy. In addition the pages are designed for delivery to mobile devices such as BlackBerry. One of the key
differentiators is the dynamic nature of the web page.

In the following scenario a Business Service had failed due to a double Server failure. The IT Operations team
have elected not to recover one of the servers but simply build a new one. In many Business Service Mapping
Tools this would require a redraw of the map. In TubeMapper the map changes automatically:

FIGURE 5. DYNAMIC VISUALISATION WEB PAGES
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The IT team have analysed the issue and elected to restore service by rapidly provisioning a new Virtual Server.
This has turned the Business Service to Amber reflecting that it is operational but degraded:
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The IT team have now fixed SAPWEBLON2 and the event automatically adjusted the server to Green:
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SAPWEBLONL1 is removed from the CMDB, this is updated in TubeMapper and restores the Business Service to
a fully operational state:
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To enable stakeholders from all levels to use the same tool, it needs to be capable of visualising complexity in a
simplewayandenabl e t he audi emwhatitwaotstoseeene i nd

In the following scenario we simulated that moment when the customer calls the business service manager and
wants to know the status of his/her services.

In the following screenshot we TubeMapper simply allowed the Business Service Manager to filter out all but the
Customers Business Services. This confirmed that while ongoing problems existed they did not affect this
particular customer.

FIGURE 6.APPLYI NG A 6 QLEENS®MERD T HEATON WEBPAGES
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TubeMapper is designed to be the focal point of business services and this obviously includes status and
availability. In order to influence the prioritisation and notification of incidents TubeMapper includes a Business
Service Calendar.
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Why This Matters

Our experiences tell us that tools that do not meet stakeholders expectations tend to either fail or go stale.
Technology Implementations are often successful but the adoption of the technology sometimes fails.

Having a tool that crosses the great business / technical divide and can deliver early business value reduces the
risk of failure during the adoption phase.

Being able to take a business led top down approach with minimal investment and show results early is a key
factor for organisations when adopting a tool or methodology. TubeMapper is visually simple. It engages
stakeholders early in the adoption. Regardless of technology, it provides a single point of reference for business
service status that adds value to all levels of the organisation.
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