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Challenges of the Education Sector <bmesoftware

Mo s drgadisationdhave
been performing IT service
and support from the very
beginning of the IT
organisation'sconception;

however, most still struggle
with providing highguality
service that meets and
aligns to the needs of the
busi ness.”

Source: (Gartner, Il nc. . * Mac
by D. Coyle & Hrittain, October 16, 2009



Service Management Challenges <hmesoftware

Point tools

- Poor control / Process /
Reporting

Inconsistent processes

Disjointed / fragmented service
offerings

Eliminate redundant /
Conflicting services

Silos of data & IT organisations

Keeping up with change

Increasing service support costs

Selecting the right service
model

on-premise or cloud based
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End User Challengers <bmesoftware

» Require support across multiple geographies
(both local and international) across different
time zones (24x7)

> Quality of Service

- To meet service levels — IT operations and
application owners need a solution that
monitors and diagnoses all in one console

> Visibility
- No application is an island — end user
experience depends on many components
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BMC Service Management Solutions <bmcsoftware

SOLUTIONS

> BMC Remedy ITSM Suite:

Service Desk: Incident & Problem
Management

Change & Release Management

Asset & Software License
Management

Knowledge Management

Service Management Process
Model

BMC Service Request Management
BMC Atrium

» BMC End User Experience
Management
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BMC - The leader in Service Management....Again <hmesoftware

Figure 1. Magic Quadrant for the IT Service Desk

I,.-r-Eha”E“gers leaders . > Leader |n both
- Vision
- Ability to execute

BMC Softwara (Ramady)

Service

Axios Systeams

o Service-now.com > Reduced Risk

] A Technologies

< HE , .

= B > |Improve Quality of
= FrontRange Salutions {ITSM)

Mumara Software

Hornkbill
WihAwars
LAaMDwesk Software
. l v
miche players visionaries

| completeness of vision —p»

Ag of Movember 2010

Source: Gartner (November 2010)

© Copyright 9/12/2011 BMC Software, Inc




ITIL Aligned ITSM Processes <bmesoftware

Quality/Consistency of Service
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Self — Service for the User Community Chmesoftware

helpdesk.bmc.com

| how can we help you today?

This page will load the New Service Request Consolein = ) | seconds Resources

& srm console Tutorial

g FAQY's

Q About BMC Service Desk

x Report an Incident
g Request a Service

v 4 Approval Console
Alternatively

) If you cannot access the
" D“u"EWlEW COHSU'E console, you can request help

by phone or email:

Emaail

How to Request a Service / Log an Incident et

# Log into the Help Desk console using your NT Username and password
& (50 to “IS&T Service Requests and Incidents® @ Call Us

& Select the appropriate Service Request from the Service Catalog e Ext 24358

& [Describe your izzue, urgency and impact o lerasl VOIP 354358

® Click Submit s International: 1-713-918-4353

< hmesoftware

Hote: Pleaze do not call or =end emails directly to the Service Management Team.



Addressing Today’s Mobile Needs <bmcsoftware

T T A

Manage Reply to change Deflect help- Control your  Mobilise any
incidents in the  requests on desk calls with IT capital business and
field for greater smartphones to mobile self- with barcode IT apps built
service and reduce risk service portal. and RFID on the BMC

lower IT cost. and disruption. scanning. AR System.
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What are your End Users experiencing? <bmesoftware

20 October, 2010 (00:05 - 00:10)
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Reporting to the Business....Continuous Improvement

BMLC IT Business M
Calbro Financial
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<bmesoftware

Home page for: Jason Plan/ Log Ouk

<< bmesoftware

E-Mail Cost Detail  <* Tabs
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. - . <
Operational and Business Goals - Metrics <omesoftware

» Overall Increase in User Mean Time to Repair/Restore
productivity Service (MTRS)

> Drive Innovation & Better Support

0, g .
Plans for Business Growth % Service Request Fulfilled w/o

Manual Activity
> Cost Control/Savings

> Improve Customer Satisfaction SLA Performance and % Attainment

> Increase Service Availability
% Reduction in Change Failure &
> Avoid damage to brand reputation Unplanned Outages

> Demonstrate Transparency
% Reduction in Staff Turnover




Monash University — Organisational Background <hmesoftware
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Vision of Monash University <bmcsoftware

Monash University’s Shared Services vision

The University will strive

for Shared Services
| opportunities which will
| achieve operational cost
| savings, improve the
| | quality of services and

processes, and reduce
risk to the University
when compared with
alternative approaches
to the provision of IT
services
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Project Overview <bmesoftware

> |n late 2009, to support the Shared Services vision, BMC Remedy suite
was selected as the new University-wide IT Service Management tool.

» The alignment of IT services to business objectives was a key driver of the
BMC Remedy implementation.

» Dedicated Shared Services program team was created
1 x Program Director
1 x Program Manager
9 x Project Managers (9 streams)
A Data Centre Consolidation
A Service Desk
A Desktop
A Change and Release
A Asset and Configuration
A Service Level Management
A Finances
A Service Management
A Vendor and Contract Management
Dedicated team of Business Analysts and Subject Matter Experts
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Establishment of Central Service Desk < hmesoftware

» A centr al Service Desk model was <created
multiple IT support services into a single facility to capture and triage incidents and
requests.

> The central facility accommodated a separate Staff and Student Service Desk

> To support the central Service Desk Operation a federated model of Service Centres
was implemented.

> The diagram below shows the relationship between the Service Desk, and location-
based Service Centres (SC) with their respective Points of Presence (POP).

Gippsland Clayton SC
e (TBA)
Berwick SC ClaytonSC
. T o (Build 4) °
Centralised Service
Peninsula Desk
e

Clayton SC
(Build 11)
° POP @ Coulfield
Student Admin Sudding
Clayton SC
Caulfield SC (Build 24) °

Tier2/3 Clayton SC
Support (B’burn rd)
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Service Level Management promotes

) <bmesoftware
Continuous Improvement

» The implementation of Service Level Management
enabled end-to-end measurement of the IT

services provided.
. . 1-Extensive/Widespread | Medium High Critical Critical
» Service Level Targets were put in place for all

incidents. dSigifcanilage Medum  Medum | Hgh Crca
> The priority of an incident is calculated according f ottt | o RN W | W
to an impact/urgency matrix v
» Service Level Management allows the University £ Wil el it H
to consistently measure and report on Mo Miedim | 2Hgh | 1<itea

» Reports are publicly available to the Monash
community to aid transparency.

> Analysis of performance feeds a continuous
service improvement program

» Community of Practice forums have also been
established to provide opportunities to review
processes and recommend beneficial, cost
effective enhancements.
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Improving Customer Satisfaction <bmesoftware

» The implementation of an integrated ITSM tool, supported by consistent
and effective processesas allowed IT teams across the University to
work together to achieve complete customer solutions.

> To facilitate consistent service, all IT staff were required to undertake an
intensive two-day IT Service Enhancement workshop:

- providing staff with tools and strategies to effectively communicate with
customers

- providing a collaborative forum for staff from various teams to network and
understand each others’ roles.

» A formal Customer Satisfaction Survey is in its planning and
implementation phase.

» The reporting that Remedy allows has added considerable value to senior
management

© Copyright 9/12/2011 BMC Software, Inc




Organisational Alignment <hmesoftware

Course Goal Attendees
IT Service Enhancement Establish a link between ITIL IT staff (300+)
2 days (pre-go live) processes and improved

customer service. Build time
management and
communication skills.

IT Service Management Build knowledge and skills in IT staff (300+)
Processes & Remedy using ITSM processes and the
1 day (pre-go live) Remedy system.
ITIL Simulation Apply ITIL skills and Incident coordinators
1 day (pre-go live) knowledge in safe simulation | &
environment. Build teamwork | Managers (50+)
skills.
ITIL Foundation Certificate v3 | Certify all IT staff in ITIL IT staff (150+)

(post-go live) framework.
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On-Boarding of Faculties <bmesoftware

Roadmap — Faculty / Division Cut Over to Remedy IT Service Centre Support
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Outcomes << hmesoftware

> The ITSM Implementation was used as a catalyst to deliver rapid
transformation in the delivery of IT services at Monash University.

> The implementation, and overall Shared Services initiative, enabled the IT
organisation to align its focus to the needs of the business, and become
service orientated.

> The Post Implementation Review of the project concluded it was delivered
to the agreed scope, time, cost and quality specifications

» The benefits delivered to the business are outlined in the table below

Benefit delivered

Improved transparency
1 More proactive service

=

1 Duplication reduced
Lower IT support costs
1 Workflows managed through one tool

1 Improved service availability
Better compliance and control
1 Minimised impact of change
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From Monash University’s CIO < bmcsoftware

‘While many universities are
attempting to move to a Shared
Services model, we've perhaps set
more ambitions ana comprehensive
fargets. You absolutely could not do
that without a service management
solution. Today, as a result of
introducing Remedy, Monash has
access to real data on how quickly
the IT team is adaressing incidents
and also a clear log of all recorded
incidents and requests.”
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Future Plans < hmesoftware

» Continuing to Onboard Faculties

» Knowledge Management

> Mobility

> Process Integration into other Monash applications
» Move to On Demand / SaaS Platform

» Extend Self-Service Offering into cloud services and other offerings
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How BMC Addresses Education Sector Challenges <bmesoftware

> Standardise on Best Practice

> Consolidation to a single service management platform
> |T and non-IT areas

> Rich Data and Multiple Reporting Options

> A platform which underpins and support all of your IT
initiatives in the future

> Lots of opportunities for automation including self -service
and mobility

> Flexible delivery model
- On-premise or Cloud based
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< meSOﬁ\Nare Learn more at www.bmc.com .

BUSINESS RUNS ON IL.T.



