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| NVENTI ONWOls/oprsesent i nvention relates to a process and ®¢ItEsorsdmieh is
used to manage information technology hardware and software. Specifically,
the systempermts real-tinme nonitoring of operational |evel value
generating factors within the IT system which are then used to nake
automated tactical and strategic decisions based on previously established
value criteria. BACKGROUND OF THE | NVENTION I nformation technol ogy (IT)
systens provi de businesses with automated processes for executing business
transactions, including order entry and fulfillnment, funds transfer,
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processes for executing business transactions, including order entry and fulfillment, funds
transfer, production control, and various other financial transactions. IT is often regarded
as a strategic asset of the business, as critical to its success as any assembly line
technology within a manufacturing environment. Depending on the type of industry, an
enterprise can invest from 2-10% of its gross revenues to install and maintain its IT
infrastructure. Increasingly, the competitive position of an enterprise depends on how
effectively this investment is managed operationally, tactically, and Sﬁategically. ‘

The IT infrastructures used by businesses are becoming increasingly complex.
Made up of literally thousands of individual hardware and software components, such
infrastructures include mainframe computers, servers, printers, workstations, various
wide and local area networks, operating systems, middleware, applications, and
databases. This technology is becoming increasingly embedded within the business
processes. Indeed, with the advent of e-business, in some instances the technology itself
is the business.

Traditionally, this technology has been managed by distinct operational, tactical,
and strategic IT management processes. Technology is now available to automatically

react to operational events within this infrastructure to adjust performance and correct

some errors. The infrastructure is monitored for a set of operational events or errors,
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performance of predeterm ned actions. The set of nonitored events has
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This data, however, does not distinguish the relative importance of the customers visiting

a given location; accordingly, the bank does not have a clear indication of the strategic
business value of ATM operations at that location.

~ There is a need for an improved automated IT management system in which the
business value of various IT operations may be determined, in order to maximize the

strategic value of the IT infrastructure.

SUMMARY OF THE INVENTION

The present invention addresses the above-described need by accumulating not
only technical data relating to the performance of the various components involved in the
IT infrastructure, but also their business condition and contribution. This combined
business and technical condition of each component is then fed into a predefined set of IT
management system processes, or workflows, which act not only at an operational level,
but at tactical and strategic levels as well. As in the case of the operational level criteria
which trigger corrective action, this combined technical and business perspective can
trigger automated actions at these tactical and strategic levels, maximizing the overall
value derived from investment in the technology.

A system and set of processes for managing IT infrastructure is provided by the



val ue derived frominvestnment in the technol ogy. A system and set of
processes for managing IT infrastructure is provided by the WO 03/ 040887
PCT/ US02/ 8603840887 i nvention. At the |owest |evel, each di #cmatse2ssImponent
whi ch nakes up the IT infrastructure3(both hardware and software) i ncludes
a software agent. This agent is responsible for nonitoring not only the
techni cal condition of the conponent, but also for accunulating the nunber
and type of business transactions that conponent handles. Al such
transactions are identified and captured. As the conmponent is utilized as
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for the management of the individual hardware and software components on a

real time basis. By incorporating an intelligent agent into each component required.to
deliver the business services, data from each of the components can, in accordance with
the invention, be linked back to the original business case developed for the service,
permitting various investment type analysis to be made.

This Business view of the infrastructure is then fed into the workflows of a
predefined management system, in the same manner that technical data is fed into the
automated operations processes. By extending the reach and range of business data down
to an individual IT cbmpoﬁent, tactical decisions can be made, such as reallocation of
resources and optimal times for replacefent or for upgrades of components. This
knowledge can be applied to other business processes such as procurement. Based on the
business value generated, much more accurate determinations of return on investment can
be made, knowledge which can potentially be applied to vendor negotiations.

The value of individual components can also be accumulated for various technical -
architectures, which can be used to influence strategic decisions. Investments can be
directed to those architectures which generate the maximum return on investment based

on the total business value generated, rather than based primarily on technical factors as



be made, know edge which can potentially be applied to vendor negoti ati ons.
The val ue of individual conponents can al so be accunul ated for various
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deci sions. Investnments can be directed to those architectures which
generate the maximumreturn on investnent based on the total business

val ue generated, rather than based prinmarily on technical factors as WD
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DRAWNGS Figure 1 illustrates an information technol ogy process nodel using
information derived fromthe present invention;, Figure 2 illustrates the
val uation of the conponents of the systemon a per service basis, in
accordance wijgicdllijeddeesent invention; Figure 3 illustrates an IT system
whi ch enpl oys agents for each conponent for obtaining transaction data,;
Figure 4 shows an accunul ation of data fromvarious intelligent agents used
in the IT system conponeBRIEF BESCRIGIMGN ©F THEHARAWENGShe fl ow of work in
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Figure 5 illustrates the flow of work in which data gathered by the agents is

utilized by a management system such as shown in Figure 1.

DETAILED DESCRIPTION OF A PREFERRED EMBODIMENT
Figure 1 illustrates an information technology process model. The pfocess model
for an IT system defines a set of eight different groups of processes; each of these is
decomposed into more detailed processes, containing numerous processes which are
integrated by object flows to define an integrated management model. The illustrated
model defines the information flows used in the practice of the preferred embodiment of

the present invention.

Process Group Al - Satisfy Customer Relationships

The purpose of the Satisfy Customer Relationships process group is to manage
and optimize the commﬁMcaﬁons and interaction between the customers of IT and the

_ providers of IT. This process group establishes a mutually beneficial relationship
between the customers and providers of IT, recognizing that without customers IT by

itself has no intrinsic value. The processes in this group included:

Al1 Understand Customer Requirements

A12 Market IT Offerings



providers of IT. This process group establishes a nutually benefici al

rel ati onship between the custoners and providers of |IT, recognizing that
wi t hout cwetosnmess7 | T by. itself has no intrinsic val ue. Poa/ysoasses in
this group included: A 1 Understand €ustonmer Requirenents A 12 Market IT
O ferings WO 03/040887 PCT/US02/35713 5 Al3 Adm nister Service Levels Al4
Provide I T Operational Support to Custoners Al5 Manage Custoner

Sati sfaction The Satisfy Custonmer Rel ati onships process group Al includes
processes for understanding and docunenting custoners' needs, in addition
to supporting and satisfying custoners' requirenents. |In general,
custoners' needs are expressed by custoners in business terns, not in
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customer, but rather is an iterative process that may recur several times as the provider of
IT better understands a given customer requirement and works toward refining a solution
to meet that requirement.

This process group also addresses negotiatiﬁg and managing service
commitments, marketing IT opportunities to customers, providing operational support,

and monitoring and managing customer satisfaction.

Process Group A2 - Provide Enterprise Information Technology Management System

The purpose of this process group is to plan and create a system for managing
information technology in an enterprise. The roles and responsibilities for the
enterprise-wide marragement of IT are defined, along with the management principles

- and primary success indicators. Furthermore, this process group translates the plans and
goals of the enterprise into IT terms so that the IT entity will be aligned with the overall
objectives of the enterprise. ‘

The processes in this group include:

A21 Establish IT Management System Framework

A22 Plan IT Management System

A23 Evaluate IT Management System

This process group also establishes the guiding principles for the management of



objectives of the enterprise. The processes in this group include: A2l
Establish I T Managenent System Framework A22 Plan |IT Managenent System A23
Eval uat e WO odmmmgenent System This process group al so est @bfTiesazsshe

gui ding principles for the nanagenent 6of WD 03/040887 PCT/ US02/ 35713 6

i nformati on technol ogy and consi ders several variables, including financial
objectives, in the formation of those guiding principles. These guiding
princi ples may focus on such factors as (i) managenent style (e.g. "al
teanms will be self-nmanaged"); and (ii) responsibilities (e.g. "business
units wll be responsible for the managenent of information technol ogy
wher e reasonabl e and cost effective", "all processes wll have a single

owner who h fl I L i lities" . . -
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The purpose of the Manage IT Value process group is to ensure that the enterprise
receives a return on the investment it has made in information technology. The value
returned to the enterprise must be identified and realized, and communicated back to the
enterprise as a whole.

The processes in this group include:

A31 Establish IT Value

A32 Conduct Research

A33 Develop IT Strategy

A34 Justify Offerings & Infrastructure Portfolio
A35 Define IT Architecture

A36 Develop/Track IT Plan

This process group develops the Information Technology Plan, establishes and
promotes the value of information technology to the business, and focuses on the .
alignment of information technology with the business. The processes involved may
address enterprise-wide information technology, the planning of information technology |

- within a particular business unit, or the planning of information technology within a
_central location. This process group is dependent on understanding customer needs and
ltranslating them into an information plan that will meet the needs of the business.

This process group addresses the development of an IT strategy so that
information technology is proactively involved in the development of the enterprise's

overall business plan and is aligned with the enterprise's business objectives. In



address enterprise-wde information technol ogy, the planning of information
technology wthin a particular business unit, or the planning of

i nf or mat iwo iBeeis8Dl ogy within a central |ocation. This pPCTAse2/8F70up i S
dependent on understandi ng custoner néeds and translating theminto an
information plan that wll neet the needs of the business. This process
group addresses the devel opnent of an IT strategy so that information
technol ogy is proactively involved in the devel opnment of the enterprise's
overall business plan and is aligned with the enterprise's business

obj ectives. In WO 03/040887 PCT/US02/35713 7 particular, the information
technol ogy plan is devel oped in accordance with custoner requirenents,
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exi sting solutions. The processes in this group include: A4l Understand
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includes extensions to (and nmaintenance of ) exfsting solutions. The basic
unit of wortkisiggoupdselnded to be a project; projects may vary widely in size
and duration. The Realize Sol utions processes act together in a project

driven context to,.create systens solutions for specific sets of custoner
requirenents. . A41 ngerstang §olut10n f{eqmrements .

A42 Design Solutions

A43 Construct and Integrate Solutions
A44 Test Solutions

A45 Gain Customer Acceptance and Certification

Components of a solution may be newly developed or purchased, and are then
integrated. This process group includes engineering and manufacturing of information
technology products and services and includes the making or buying of solutions,
systems, integration, and furthermore includes extensions to (and maintenance of )
existing solutions. The basic unit of work is assumed to be a project; projects may vary
widely in size and duration. The Realize Solutions processes act together in a project
driven context to create systems solutions for specific sets of customer requirements.

‘The Realize Solutions process grou'p addresses a broad range of systems
integration activities, including the integration of hardware components, software and
network components, applications development, and other modifications to the :
computing infrastructure. This process group accommodates all levels of the solution’s
configuration (e.g. individual parts, sub-assemblies, distributed components, etc.) and
component types (e.g. hardware, software, printed documentation, skills, architectures

and designs, etc.).



. The Realize Sol utions process group addresses a broad range of systens
integration activities, including the integration of hardware conponents,
sof t war e wod3/oms8Wwor k conponents, applications devel opnentPCTarsd2/a7mer

nodi fications to the conputing infra8tructure. This process group
accommodates all levels of the solution's configuration (e.g. individual
parts, sub-assenblies, distributed conponents, etc.) and conponent types
(e.g. hardware, software, printed docunentation, skills, architectures and
designs, etc.). WD 03/040887 PCT/ US02/ 35713 8 Process Group AS - Depl oy
Sol utions This process group introduces changes into the IT environnment in
such a way as to mnimze disruption to that environnent. The tasks
associ at ed pitdis BisurPREL PeplosHNJiltiAeS Process group address all aspects of
change activity, 1ncluding assignments, scheduling, approval,
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degree of Cus Ion. € processés 1n group i nclude: A61
Enabl e Ser gra# previdsed yordesiualrfeamewak to which deployment of changes across all

business units should conform. The processes in this group include:

A51 Define Change Management Practices
A52 Plan Change Deployment

A53 Administer Changes

A54 Implement Solutions

Process Group A6 - Deliver Operational Services

The Deliver Operational Services process group delivers agreed-upon services to
the customer of information technology, in such a way as to produce a high degree of

customer satisfaction. The processes in this group include:

A61 Enable Service Delivery Requirements
A62 Match Resources to Commitments
A63 Perform Services

A64 Sustain Service Delivery Capability

This process group accepts customer input, acts on that input, and produces a
result. The generic element of work is a work item, which for example may be a single
transaction, a request for access to a specific piece of software in a LAN environment, or

a multi-hour batch job in a mainframe environment. All required resources to execute the



A62 Match Resources to Comm tnents A63 Perform Services A64 Sustain
Service Delivery Capability This process group accepts custoner input, acts
on that iwpws/4@8t produces a result. The generic el enentPCofuSnwsiis a
work item which for exanple may be a9single transaction, a request for
access to a specific piece of software in a LAN environnent, or a

mul ti-hour batch job in a mainfrane environnment. Al required resources to
execute the WD 03/040887 PCT/US02/35713 9 work itemare identified and

al l ocated, and the work itemis integrated with others. If the work item
is anulti-phase work item an analysis of next steps is undertaken. |If the
work itemis conplete, then resources are rel eased and made avail able for
the next - PobilidnPhreiiirich S ariSbhicaSAt G Sofl M ESfeBtafodPil ke IRt OF tO
delivery to the customner. I's process group al so 1 ncludes the

housekeepi ngoikridnnisianheltisphnse wbrk itsmanaeaysis bbmexé xtepypis apdatakemgd theedi a

mai nt enance as .wel)] as the repl eni shent, of .consumabl e esources such as
i sket t oo, BPRACEHS camPlato il Es e BgR oo 400 BHSEAYSIBIELo ARG r ocoss
group al so rﬁdi‘éﬂti%!ﬂﬁéﬂ{ fadh "RAY 3Eicdi ﬁ%ﬁ@c’%@%ré’(ralﬁlﬁfe&'p%gr il'(’)\r/ dg?;ré‘[g}io th@n | nportant

data el ene In this procesS group Is the Service I an, which

gui des al | @stomer.ties within the process. The plan includes the scheduling
of available resources for speci f#a stgri{égse%e%eg%es SN wel I?fs t he master
schedul e whi ch PIRESS EF DA QETAT 1T HBECTTPRe PR PGS G oup
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Service and Sol utions process group provides support functions for the
oper at i onalressuydes stnheastdisketies, pintehcdrtridgey andgébons dnd papen siogksThip process

delivered. This.process. group . thus ensures availability and performance
accordi ng t%o‘?uaé{)oo%ﬁl% Se'glggn.lg b éﬁﬁgs@éggseé‘{%ﬁgr I gen?sésponsi ble for: (i)
avai l ability of AmpesotahOdah elemeacihithis pREAS\sesup it tHeSendesiPalivey Plnreet i ng
recovery objectives; (iii). resolution of problens; and (iv) accuracy of
oper at i onalWhieh gnidgs; il sctiyttieg wihin the process. The plan includes the scheduling of -

available resources for specific service requests as well as the master schedule which

defines the operating times of all services.

Process Group A7 - Support IT Services and Solutions

The Support Information Technology Service and Solutions process group
provides support functions for the operational environment from which IT services and
solutions are delivered. This process group thus ensureé availability and performance
according to customer needs. This process group is responsible for: (i) availability of
operational capacity whenever it is needéd; (ii) meeting recovery objectives; (iii)
resolution of problems; and (iv) accuracy of operational data with regard to

configuration, problems, performance, etc. The processes in the group include:

A71 Maintain Configuration Information
A72 Manage Availability

A73 Manage Facilities Supporting IT
A74 Manage Backup and Recovery

A75 Manage IT Continuity

A76 Manage Performance and Capacity
A77 Manage Problems



configuration, problens, performance, etc. The processes in the group

I nclude: Al Mintain Configuration Information A72 Manage Availability
A73 Managwomawmidssti es Supporting |IT A74 Manage Backup an@CRasowai7y3 A75
Manage | T Continuity A76 Manage Perfotmance and Capacity A77 Manage
Probl ems WD 03/ 040887 PCT/ US02/ 35713 10 Process G oup AS - Manage IT
Assets and Infrastructure The Manage I nformation Technol ogy Assets and

I nfrastructure process group nanages many of the non-technol ogy-oriented
resources (such as people, finances, contracts, etc.) that support IT
service delivery. The processes in this group help build and nmanage the
necessary infrastructure for controlling IT s assets (such as hardware,
sof tware, g -peORID) A8 THESSHTOLRSE GAd Mifashudifeessary part of any
ent erpri se managenent system and I ncl ude personnel managenent, financi al
and admi ni st r at iThe Maragg &xferibation Feslatologynsseisand Infeastiuctiviel precesregrage nent .

The processes in this oup | ngcl ude: rg%]il Manage | T Fi nanc 82 Procure
Ser vi ces a%%%ﬂ&%@@“’%fﬁ@ioﬁq ﬁ‘i‘gfgsc’&l?%a muﬁ 8} BYOP& SPBKEY Contracts
AB4 Manage chiirdchy 8Rt)Qhi sapsbrfS@ivice \RepvBN a8 prdcesiRS i this\erdipthelfphane Human

Resources A87 Manage Skills Portfolio The above-descri bed nanagenent node
i s used toahdimanageythe dedessaey infrastoicture for candollidg [T s @ssetsepuch@e bardwegra, an | T

oo s o BB AR P R e Y GRSy ERHA Skl 00" o
i nfrast r uCkytén hiid BRI PeRAnA nfnsRineat, fafGilehd LRMAALNE MangRiRaged of
varyi ng

asset management, and skills management. The processes in this group include:

A81 Manage IT Finance

A82 Procure Services and Components

A83 Price Offerings & Administer Customer Contracts
A84 Manage IT Inventory and Assets

A85 Manage IT Security

A86 Manage Human Resources

A87 Manage Skills Portfolio

The above-described management model is used to identify, define, construct, and
deliver services from an IT infrastructure. The processes of the model may comprise a
computer program being executed by a computer of the IT infrastructure. The IT
infrastructure is comprised of a set of discrete components, composed of varying
combinations of hardware, software, and middleware. These components are
interconnected based on an IT architecture, which is developed using process-A35 in
Process Group A3, Define IT architecture Process A35.

‘When delivering business services from this infrastructure, a need exists for the
management of the individual hardware and software components on a real time basis.
By incorporating an intelligent agent into each component required to deliver the
business services, data from each of the components can, in accordance with the
invention, be linked back to the original business case developed for the service defined

by the model permitting various investment type analyses to be made.



conbi nati ons of hardware, software, and m ddl eware. These conponents are

I nterconnected based on an IT architecture, which is devel oped using
process ABD m3/0408BPT ocess Group A3, Define IT architecture PCoassw3#Add. Wien
del i vering business services fromthid infrastructure, a need exists for
the managenment of the individual hardware and software conponents on a
real time basis. By incorporating an intelligent agent into each conponent
required to deliver the business services, data fromeach of the
conponents can, in accordance with the invention, be |linked back to the
ori ginal business case devel oped for the service defined by the nodel
permtting various investnent type anal yses to be made. WO 03/040887
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determ ned precisely, based on the nonetary value of each transaction
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represented in
P business value may be determined precisely, based on the monetary value of each

Oy

transaction (retail sale within a transaction or total dollar value of electronic funds
transfer, for example), or it could be generalized based on transaction types
. (approximated value for a class of e-mail, or on-time billing).

These business values are used to construct a table similar to that represented in
Figure 2. The X-axis of this table contains a list of the services performed by the IT
infrastructure. The Y-axis of this table contains a list of all components contained within
the infrastructure. A required component for performing a given service is indicated by
an “X” in the appropriate cell in the table. For example, an “X” in the cell at the
intersection of “server” and “e-mail” indicates that a server is required for delivering
e-mail service, and furthermore indicates a requirement that an intelligent agent for that
component collect data with respect to that service. The agent for each component is
enabled to identify an occurrence of each transaction type for which it may involved .
during the delivery of the service.

As shown in Figure 2, the various components of the IT infrastructure each have a
value shown in the last column which is a composite value based on their use in

delivering the various services. For example, the component value of the data transfer



Figure 2. The X-axis of this table contains a list of the services
performed by the IT infrastructure. The Y-axis of this table contains a
list of awbDosomsenents contained within the infrastructuPeT/usorssyus r ed
conponent for performng a given service is indicated by an "X' in the
appropriate cell in the table. For exanple, an "X" in the cell at the

I ntersection of "server"” and "e-mail" indicates that a server is required
for delivering e-mail service, and furthernore indicates a requirenent
that an intelligent agent for that conmponent collect data with respect to
that service. The agent for each conponent is enabled to identify an
occurrence of each transaction type for which it may involved during the
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revenue valuation. The information shown in Figure 4 may than be used by

the syst emsewit transfers have pyeay high vabiption hese s adatal TavarucH uptomeThe st i f i ed
i L e e S e
t he procesgystaeapgradestiige @nbeGastified with sush datheBervices returning a high
valuation can then be expanded or upgraded with additional components.
The use of such collected data in the process model of Figure 1 can be illustrated
with respect to Figure 5. Referring now to Figure 5, each agent 24 periodically reports
accumulated data related to the component on which it is installed to a ‘Sustain Service
Delivery Capability' process, A64 shown as part of process group A6. (Each process of
Figure 5 is identified by a letter and two digits as defined previously with respect to the
process model of Figure 1).
The “Sustain Service Delivery Capability Process, A64, accumulates the data
from the agents and creates the tables of Figures 2 and 4 various reports regarding (i) the
value of each component in the delivery of each service, and (ii) the value of the
component to the business enterprise as a whole, based on its multi-service applicability.
These reports are provided to the ‘Establish IT Value' process, A31
The accumulated data is also utilized by tactical processes such as Manage
Performance and Capacity (A76), Manage Problems (A77), Manage Availability (A72).
These tactical level processes allow changes to be made to the infrastructure for the
purpose of outage prevention. The accumulated data is also offloaded to the Manage IT

Assets and Infrastructure processes, A84, which is responsible for initial valuation



with respect to Figure 5. Referring nowto Figure 5 each agent 24
periodically reports accunulated data related to the conponent on which it
i s instalwed3ess7  Sustain Service Delivery Capability' pCoasey357A64 shown
as part of process group A6. (Each prBcess of Figure 5 is identified by a
letter and two digits as defined previously with respect to the process
nodel of Figure 1). The "Sustain Service Delivery Capability Process, A64,
accurmul ates the data fromthe agents and creates the tables of Figures 2
and 4 various reports regarding (i) the value of each conmponent in the
delivery of each service, and (ii) the value of the conponent to the

busi ness enterprise as a whole, based on its nmulti-service applicability.
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the subsequent | yh&@haildse ffles, Bralcd DYThe BHsublis EPROPRORES AF1UbRS, Created
by the "Establish IT Value' process, A3 1, but

developed from operational data, would also be made available to process group AS,

Deploy Solutions. As with problem management, the urgency of change requests for

critical components can be modified based on these new business rules, as could the

schedule for when changes are introduced. Based on predictive analysis of operational

data, change requests could be accelerated or deferred in order to reduce the risk

associated with such changes.

Process group Al, which includes processes typically executed by an IT
organization's help desk, would also benefit from these new business rules. The priority
of calls to the help desk, which utilizes process A14, Provide IT Operational Support to
Customers, can be modified, for example, based on the new polices generated by analysis
of operaﬁoﬂal data. Additionally, the ‘Administer Service Level' process, A13, will have
real-time information and reports available regarding service level attainment.

Finally, the accumulated data is made available to remaining processes in Group
A3, the Manage IT Value set of processes, where it is utilized for strategy level decisions.
By having access to detailed operational data, these processes can generate new polices
to be fed to the operational management processes for incorporation into antomated rules
based recovery. These polices can now be business based, rather than pure technical

decisions. As a result, operational activities such as load balancing, performed by



devel oped from operational data, would al so be nade avail able to process
group A5, Deploy Solutions. As with probl em managenent, the urgency of
change r ewoasisos8or critical conponents can be nodified lrazaonss7ihese new
busi ness rules, as could the schedul® for when changes are introduced.
Based on predictive analysis of operational data, change requests could be
accelerated or deferred in order to reduce the risk associated with such
changes. Process group Al, which includes processes typically executed by
an | T organization's help desk, would al so benefit fromthese new busi ness
rules. The priority of calls to the help desk, which utilizes process Al4,
Provide I T Operational Support to Custoners, can be nodified, for exanple,
based on t hﬁo&@%’}"A@Qll\gﬁ% RS 16 EoRniffidty SirSbe ®ineP8dBintOoBhe Hadda.-
Additionally, the "Adm nister Service Level' process, Al3, wll have
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Resources to Commtnments, can be done in advance of the need, rather than
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accumul at ed operational data captured by infrastructdre element, strategic
| evel deci somponratsiangpldratedby khe DgfirevddArchitecture process A35. Projects being

executed by process group A4, Realize Solutions, can be accelerated, slowed down, or
stopped, based on their project impact on existing return-on-investment projections:
While the invention has been described in terms of specific embodiments, it is
evident in view of the foregoing description that numerous alternatives, modifications
and variations will be apparent to those skilled in the art. Accordingly, the invention is
intended to encompass all such alternatives, modifications and variations which fall

within the scope and spirit of the invention and the following claims.



Much nore accurate business return analysis can be done to ensure the
portfolio of services is providing value to the business. Contribution of
i ndi vi duawoaslmissect ure el enents can be exam ned, and nodCiriusar/a3Im3 or
architectures or replacenent of conpBnents accelerated by the Define IT
Architecture process A35. Projects being executed-by process group A4,
Real i ze Sol utions, can be accel erated, slowed down, or stopped, based on
their project inpact on existing return-on-investnment projections: Wile
the invention has been described in terns of specific enbodinents, it is
evident in view of the foregoing description that nunerous alternatives,
nodi fications and variations will be apparent to those skilled in the art.
Accordingly, the invention is intendegiApsnconpass all such alternatives,
modi fications and variations which fall wthin the scope and spirit of the
i nvention aNde elp@:fol | owi ng cl ai ms. WO 03/ 040887 PCT/ US02/ 35713 15 CLAI MBS
W claim 1 1. , A process for managing an integrated information

technology (I T) systemhbaving . 2 a.plurality of.c ongnt nd provi.ding a
bl ur b1y ol ser BTRE [ Bbieing o ulesfpy bt aiobReeoR: TP e BB Riits | g
at eagh of {R&ARYBPASHPShentd 2R BrovitliRe h PREARY b &riBes? BRURbcedd cdigfRising €ach
conponent receives in providing each of the services; 6 reporting the usage
dat a ®f eacthesteppofient for each service; 7 constructing a val uation
functjon for val uing.each seryjce; 8 correlati .each.service wth each
component  used  (PIRPHRE gheehioh egpmpeihts fifke AR RAE R i gl by 0
corref ated sfRh\¢ofPonchi eceRBPRINBVIding cvél ofahOberoRe) 10 conponent and a val ue
of said IT system 1 2. The process according to claim1, wherein said

val uet i s det er mi ieperting din usgggydata obeash gompenens freaelhigrdesd at each
conpopent. 1 3. T [ ' her conprising the
step of eval uaticﬁggté@éﬂ'%mﬁ§§gé%gﬁg%%ogﬁlgjﬁ@rﬁ@%gg%gfcgh mul ti-pl e uses of
sai d £onponent idorRltingRhch seevive @B each component used to provide said service; and

2 determining from said correlated services and components a value of each

10 component and a value of said IT system.

1 2. The process according to claim 1, wherein said value is determined from usage -
2 statistics accumulated at each component.

1 3. The process according to claim 2, further comprising the step of evaluating a

2 worth of each component based on multiple uses of said component in multiple services
3 performed by said IT system.

1 4. The process according to claim 1, further comprising the step of constructing a
2 relationship table identifying the components used in providing each service, wherein a
3 configuration management process is fed by a change management process in order to
4 maintain the relationship table as changes to said IT system are made.

1 5. The process according to claim 1, wherein valuing a given service comprises

2 determining a value for each transaction conducted in providing that service.

1 6. The process according to claim 1, further comprising the step of providing for

2 each component an agent for accumulating transaction data regarding services provided

3 using that component.



3 perfornmed by said IT system 1 4. The process according to claiml1,
further conprising the step of constructing a 2 relationship table

i denti f yiwg@ oBlogossDnponent s used in providing each servi cePCBS0®BITIRl 3
configuration managenment process is f®d by a change managenent process in
order to 4 maintain the relationship table as changes to said IT system
are made. 1 5. The process according to claim1l, wherein valuing a given
service conprises 2 determning a value for each transaction conducted in
providing that service. 1 6. The process according to claim11, further
conprising the step of providing for 2 each conponent an agent for

accunul ating transacti on data regardi ng services provided 3 using that
conpgnent. MO 031{4 P@@Zss%@%rhﬁ%ﬁé 3Ritd 8, wiGeih sdid vhiiR iPOAEASIRePRGRddi Ng to
claim6, wherein safd value 1s determned.in said 2 determning step in
accordance udéteimining stepan secdrdaice dathahe ttanBactibnealaga ocess according to claim
6, wherein said transaction data includes the type 2 of transaction and a

val ue assocjated _therewith. 1 9. The grocess accordin further
conprli sing $he sThePigress @senrding do elgin ’ZVI?qr%lﬂéé‘étt{aBFP"Hg? Qataincilﬁi‘?s

for nmnagi nge th%ﬁ?%dé%égcﬁtéﬁﬂér&%ﬁ‘ plurality of conmponents for 2
providing a plu |ty of services, sald systemconprising: 3 an agent
associ at ed vvlth each of the conponents, said agent identifying each 4
trangacti ong.of aTkepretese apeorlipp n@clainy6,Saitkerlcdmipribingshe step off reporfingithe
information collection systemfor collecting fromsaid agents transaction
6 |nf20rnat|6ﬁ15?‘é10&ltqaf?g to each service perforned, said system determ ning
fromsaid 7 transaction i nfornatl on which of said conponents are invol ved

: i nvol
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servixgte thepmaluu% a)f;]u%t}doﬁmcgsesam]@sﬁehﬁcon@ﬂgmg 3 of the conponents used
in prOV| ding said service. 1 12. A systemfor managing an | T infrastructure

conprd si ng: an agent associated with each of the components, said agent identifying each
4 transaction of a service performed by said IT infrastructure;
5 a information collection system for collecting from said agents transaction
6 information relating to each service performed, said system determining from said
7 transaction information which of said components are involved in said transaction.
1 11.  The system according to claim 10, wherein said information collection system
2 provides a report which identifies for each service the vﬂue of said service and the value
3 of the components used in providing said service.
1 12. A system for managing an IT infrastructure comprising:
2 an information technology process model which defines a plurality of groups of
3 processes defining information flow for an integrated management model defining the IT
4 infrastructure for a plurality of IT services; and
5 a plurality of agents for monitoring each component of said IT infrastructure, said
6 agents collecting transaction information identifying each transaction by service type;
7 said agents reporting over said IT infrastructure transaction information to said
8 information process model whereby said information is used by said model.

1 ~ 13.  The system for managing an IT infrastructure according to claim 12 wherein said

2 information is processed to provide a table which identifies for each component the
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of 3 said Services:

2 total value is determined for at least some of said services based on the number of

3 transactions performed by said services.

1 16.  The system for managing an IT infrastructure according to claim 13 wherein said
2 first table includes a valuation of each component based on its participation in each of

3 said services.



