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IT Service Management

Technology focusTechnology focus �������� Process focusProcess focus

"Fire"Fire--fighting"fighting" �������� PreventativePreventative

ReactiveReactive �������� ProactiveProactive

UsersUsers �������� CustomersCustomers

Centralized, done inCentralized, done in--househouse �������� Distributed, sourcedDistributed, sourced
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IsolatedIsolated �������� Integrated, enterpriseIntegrated, enterprise--widewide

"One off", adhoc"One off", adhoc �������� Repeatable, accountableRepeatable, accountable

Informal processesInformal processes �������� Formal best practicesFormal best practices

IT internal perspectiveIT internal perspective �������� Business perspectiveBusiness perspective

Operational specificOperational specific �������� Service orientationService orientation



IT Service Management
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IT Infrastructure Library
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Service Level Management

Goal of SLM is to maintain and gradually improve IT service quality through a 

constant cycle of agreeing, monitoring and reporting upon IT service 

achievement and trigger actions to eradicate poor service.
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Service Level Agreement Management

The Business Units
(customers)

SLAs SLAs

IT Service Providers
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IT Service Providers

OLAs Contracts

Internal 

Providers

External 

Suppliers



Service Level Agreement Management
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Metrics, metrics, metrics
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Metrics, metrics, metrics
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Metrics Meaningful to Business

99,9% available99,9% available

page load < 2spage load < 2s
&&
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page load < 2spage load < 2s

order process < 3sorder process < 3s
&&



B S M A R T.

Metrics Meaningful to Business
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B
specific
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measurable
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Service Level Agreement Management
PROBLEMS

• Data is in various formats

• The aggregation and correlation at 

contract level is difficult and time 

consuming 

• Reporting is often generated once it is 

too late to take corrective actions
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• No “real-time” visibility into SLA 

compliance

• No ability to manage IT as a collection 

of “services”

• No ability to link individual metrics to 

business processes

• Reporting is difficult and cumbersome



CA Business Service Insight
(Oblicore Guarantee)

Automate SLM Monitoring & Reporting:

• Real-time reporting

• Align service performance to obligations

Activate link between Operational 
Performance and Contractual 
Obligation

Accelerate Business benefits & 
understanding

• Realize rapid, tangible business benefits
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• Align service performance to obligations

• Driver for proactive actions

• Predefined ITIL v3 content, ready to use

• Centralized, standards based Service 

Catalog

• Capability to manage any combination 

of outside suppliers, enterprise services, 

internal business units & external 

customers

• Ability to model E2E service delivery 

chain

• Multiple Data Sources to single Service 

Level Performance indicator

• Realize rapid, tangible business benefits

• Become able to reduce costs of IT and 

business operations

• Improve customer satisfaction

• (BOTH) Business Executives and IT 

customers will have the tool to better 

understand the business impact on 

services that they provide...
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mitja.cebokli@comtrade.com
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