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The Organization Behind Your Infrastructure
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Plexent — The Company

e 2001 - Founded Plexent based on an Expanded ITIL Architecture, CMMI, ISO,
and BS15000 - itDNA™

e 2003 — Launched itDNA™ Service Offering

e 2003 —John Groom, past Director of the OGC acknowledged “itDNA™ as the
“Richest set of ITIL intellectual property in the industry”

e« 2004 — Declined multiple acquisition offers from Fortune 500 IT service
organizations

« 2004 - Strategic agreement with Perot Systems to deliver ITIL
consulting to their client base

e 2005 - Strategic agreement with Sun Microsystems to deliver ITIL
services to their customer base

e 2005 — Recipient of Deloite’s “Tech Titan” Award

e 2006 — Strategic partnership with TeamQuest

« 2006 — Strategic agreement with the British Standards Institute to provide ISO
‘@ 20000 services
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The Organization Behind Your Infrastructure
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IT Service Management

= Gartner measurements show the overall
results of moving from no adoption of
IT Service Management (ITIL) to full
adoption can reduce an organization's
Total Cost of Ownership by as much as

48%.
Gartner
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Planning for Service Management

S5

Application Management
%
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Service Delivery

» Service Level Management

o Capacity Management

* Financial Management for IT
 Availability Management

« Service Continuity Management
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Service Support

» Service Desk

 Incident Management

e Problem Management

« Configuration Management
* Change Management
* Release Management =
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AJdOpPTLIC C AMme -

40% -

20% -

0% -
Currently End of 2006 | End of 2008
B Corporations with 13% 40% 80%

Revenue exceeding
$1 Billion

[ Gl
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ITIL's Evolution

ITIL Processes can be difficult to implement
since ITIL in its current form describes the “what”
but not the “how” of IT service delivery. In other
words, a lack of implementation tools and best
practices are increasing costs and timelines
related to ITIL implementation.




The Organization Behind Your |
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ITIL, Where does it fit - (Governance, Process,
Security, Metrics, Policy & Procedures)

ol | International
Iso Organization for
N Standardization

1SO27001:2005
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Expanded ITIL Service Support Architecture

R —— Policies and Procedures
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Expanded ITIL Service Delivery Architecture

e — Policies and Procedures
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Embedded Intellectual Property
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CMMI Process Process Maturity Process Models KPI, C5F Process
Maturity Model Assessments Metrics
& \ (3 \ 2l \ ISO 27001
Roles and Policies and IT Governance Security
Responsibilities Procedures

] =

Principals & Best Technology Enablers Standardized Services Definition

‘ @ Practices Services Workshop
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CMMI Process Maturity Model

A

Continuously
Improving
Process

Optimizing (5) 1%

Quantitatively Predictable
Managed(4) Process

Standard,
Consistent
Process

Defined (3) y

Reduce Man Hours
with Automation

[
»

Planned
Processes

Managed (2)

- Ad hoc
Initial (1) Processes

. _ Increased Process
Effectiveness & Quality

v
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Process Maturity Profile

Service Desk
5

Security Management ‘ . Configuration Management

/ =N N

N

. N |
IT Service Continuity - . Incident Management

Management

Availability Management — - Problem Management

Capacity Management / Release Management

N

Financial Management : Change Management

Service Level Management

@ = Current Maturity == Desired Maturity
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Industry Insight

I'T organizations should increasingly
look for tools that can sift through
the management data clutter to
pinpoint today’s problems and
predict tomorrow's needs

Gartner

‘
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TeamQuest On the Web

\‘g’"’ System: amc 1 Status: Active
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The Organization Behind Your Infrastructure

Service Modeling

Stretch Factors
(Queuing + Service)/(Service)

e I n th e Si m p I eSt te rm S y 20 Infinite Population

Single Queue

. : 18 A :
m O d e | I n g IS abo ut = 15 SSLEJET;snemJ’aI Interarrival
] ] . g Distribuon
finding the point
o
& 4

where the service
starts to slow down.

Utilization

B 1 Server % 2 Servers # 3 Servers —4 Servers ’
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Service Modeling

Question:

How will a
critical service
respond to a 5%
user increase per
month?

& TeamQuest Model
File Edit Calibrate Modify | %whatif Predict “Window Help

Frames »

Steps 3

tep Growth..
Chooze Step Growth Type..

erge System From bModel...
Change to a Different System Type...

Change CPL Equipment Type..

Change 1/0 Equipment Mames...
Balance 1/0s Among Disks. ..
Change Dizk Cache Hit Rates..

//\\_\W\\

~Step Increments

" Set All Steps to Same Yalue as Base Step

¢ Incremental Increases

¢ Simple Percentage Increases Cancel |

& Compound

age Increases

Percentage

[ Apply the Step Increment changes across all Workloads
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Predicted Service Capacity

Stretch Factor

Answer:
The service will hit
Its limit in June

when the stretch | | —
factor reaches 2. e

OTHER

M ark nad

‘ 4 4 ¢ M[%Stretch Factor / Throughput # Response Time # 1 saturn CPU use by WL # 1 saturn AR Ukl £ 5 OTHER
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The Organization Behind Your Infrastructure

Service Level Costs

$8.00

$7.00 -

$6.00 —

$5.00 -

$4.00

$3.00

Millions of Dollars

$2.00 -

$100

$0.00
3 Second 2.5 Second 2 Second 15 Second

Avg. Response Time

‘. Cost Options for Sales Support Application
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Questions & Answers
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