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Align IT services with
strategic business objectives.




Understand the business
impact of IT events.

Companies today increasingly depend upon the IT
infrastructure for successful business operations. It's
more important than ever for the IT organization to
be aligned with key business priorities. Yet, economic
pressures have reduced the IT resources available

for meeting business demands. And IT must do more
with less while managing complex and ever-changing

IT environments.

To succeed in a competitive climate, organizations
need a way to prioritize their IT operations according
to the goals of the business. They need to be able
to understand the impact of technology changes on
the business, and conversely, how changes in the

business impact the IT infrastructure.

BMC Software addresses this need with Business
Service Management (BSM), which ensures that

IT systems and services directly support business
objectives. With BSM, companies can harness their
technology to improve business performance

throughout the organization.
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Technology

BMC Software Service Impact Management solutions
are essential to BSM because they enable organizations
to map their business services to the underlying IT
infrastructure. With Service Impact Management
solutions, companies can assess the business impact
of IT events and prioritize actions for resolution—

enhancing overall customer satisfaction.

As the cornerstone for BSM, our Service Impact
Management solutions add business relevance to

the management of IT infrastructure, application and
support investments. As a result, IT organizations

can manage what matters from a business perspective,

and execute with precision.

Business Services

Service Impact Management

IT Service and Applications Management

IT Operations and Infrastructure Management

BMC Software solutions align to provide an integrated BSM solution—from the lowest levels of the infrastructure
to the highest levels of business services. They enable you to optimize your existing IT investments to deliver a

greater impact on the business.



Add business relevance
to your IT operations.

With Service Impact Management solutions from BMC
Software, you can directly link your IT services and
infrastructure to your business processes—enabling
BSM. You can:

Map the relationships between your IT assets and

business services

Manage the impact IT has on your business in real-time

Prioritize incidents to assure performance and

availability of your most critical services

Manage service requests and IT changes based

on their business relevance and impact

Analyze and optimize IT effectiveness against

business service-level commitments

Business

Technology

To further enhance BSM, our Service Impact
Management solutions integrate with other BMC
Software solutions, as well as third-party products,

so you can leverage your existing management tools
and processes for service support and delivery. We
empower IT to manage, track and respond to incidents
and requests in real-time. Our solutions enable you to
create “intelligent trouble tickets,” which provide IT
personnel with the information they need to assess the
impact of IT events on the business and end-users. IT
actions can then be prioritized and issues resolved in

the most effective manner possible.

In addition, the Service Impact Management solutions
provide detailed, correlated information for the
management of your business and IT services. Thus,
you can ensure that IT personnel deliver the speed

and quality of service that customers demand.

Service Impact Management

BMC Software Service Impact Management solutions enable you to bridge the gap between business and IT
operations. You can manage the real-time impact of IT events and align your efforts with business priorities.



Take a proactive approach to
IT service management.

BMC Service Impact Manager, a key Service Impact
Management solution, enables your IT organization
to manage your business services—not just the logical
and physical IT assets that support them. You can then
prioritize T staff responses to incidents based on their

business impact.

BMC Service Impact Manager creates service models
that graphically display the associations between

your business services and the IT infrastructure. Any
events that occur in the underlying IT environment are
captured by your monitoring tools and forwarded to
your service models for processing. This is where the
business impact is evaluated, the root causes are
identified, and the IT response is prioritized according

to the business relevance.

By leveraging your existing IT management solutions,
BMC Service Impact Manager enables you to manage
your IT enterprise from a business perspective. The
service models process performance and availability
data so you get the information you need about the
real-time status of business services. Managing your IT
infrastructure from a BSM perspective empowers you to
deliver better service consistently—Ilowering the cost of

operations and maximizing business revenue potential.

BMC
Service Impact
Manager

As part of an integrated BSM solution, BMC Service Impact Manager adds business
relevance to IT management. You can model your IT technologies to your business services,
align your IT operations with your business operations and incorporate a business
perspective into the robust monitoring and management of your infrastructure components.



Achieve new levels of
IT service quality.

BMC Service Impact Manager integrates with
complementary solutions, from BMC Software as well

as other companies, to deliver the full promise of BSM.
Leveraging our industry-leading impact management
capabilities, as well as our service support and delivery

solutions, you can:

> Manage incidents from a business perspective. With
BMC Service Impact Manager, you can manage your
entire IT environment from a single, consolidated
view. The solution integrates with BMC Event
Manager and other IT management tools that
collect and correlate event data from all of your IT
components. We enable IT to easily analyze, diagnose
and pinpoint the root causes of problems. Then, they
can prioritize the IT actions to be taken based on the

critical nature of the impacted business service.
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Streamline IT support processes. BMC Service Impact
Manager integrates with service desk, asset and
configuration management tools so you can control
the impact that IT changes have on your critical
business services. IT staff can be automatically
notified about changes in the underlying IT
environment, along with the business-level severity
and scope of potential problems. This enables IT to
respond to issues before they impact users or the

operations of the business.

> Measure and improve IT service delivery. With

advanced modeling capabilities, BMC Service Impact
Manager enables you to create “what if” scenarios
to evaluate the potential impact of IT changes on
business services. We integrate with other service
management solutions for continuous reporting and
analysis of IT service delivery. You can manage and
assure the availability required by your business—
spanning from the IT infrastructure and all the way

up to critical business services.

How BMC Service Impact Manager works for business.
Due to a change in interest rates, a financial services
company is facing a surge in customer refinancing
requests. However, the growth in requests is causing

critical slowdowns in customer transaction processing.

As part of the increased service demand, an application
server has become overloaded. BMC Service Impact
Manager correlates the root cause of the increased
transaction time and opens an intelligent trouble ticket
about the performance slowdown. A technical analyst
evaluates the performance slowdown and issues a
change management task to add another application
server. The server is added to increase the application
performance, and the asset changes are automatically
reflected in the BMC Service Impact Manager service
model. As a result, the company has maintained its

service levels and high levels of customer satisfaction.



Focus IT resources on what
matters for your business.

With Service Impact Management solutions from

BMC Software, you can elevate your IT services to
a new strategic importance. By understanding the
business relevance of your IT management efforts,
you can ensure that your IT resources are focused

on what counts the most for the business.

BMC Software is focused on your success. We're ready
to help you deliver the full value of technology by
aligning it with your business. With BMC Software
solutions, your IT organization can manage what matters

at a business-service level—and execute with precision.
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About BMC Software

BMC Software, Inc. [NYSE:BMC], is a leading provider of enterprise management solutions that empower companies to
manage IT from a business perspective. Delivering Business Service Management, BMC Software solutions span enterprise
systems, applications, databases and service management. Founded in 1980, BMC Software has offices worldwide and fiscal

2003 revenues of more than $1.3 billion.

To learn more about Business Service Management solutions from BMC Software, visit us on the Web at www.bmc.com/bsm
or call 1-800-278-4262.
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