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This session discusses how you can use Information 
Technology Infrastructure Library (ITIL) best practices for 
incident, problem, change, configuration and release 
management with Oracle Enterprise Manager and leading 
help desk systems, such as those from Remedy and 
Oracle’s Siebel. Use cases include incident detection and 

Session Description

Oracle’s Siebel. Use cases include incident detection and 
resolution; use of diagnostic features for problem 
management; and an end-to-end automated closed-loop 
change management lifecycle solution.   



The following is intended to outline our general 
product direction. It is intended for information 
purposes only, and may not be incorporated into any 
contract. It is not a commitment to deliver any 
material, code, or functionality, and should not be 
relied upon in making purchasing decisions.

Please Read

relied upon in making purchasing decisions.
The development, release, and timing of any 
features or functionality described for Oracle’s 
products remains at the sole discretion of Oracle.
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Oracle Enterprise Manager 
Top-Down, Integrated Application Management

• Complete, Open, Integrated Management for 
Oracle Technologies
• Deep, Optimized, Best of Breed 

• Database, Middleware, Packaged Applications, 
Physical and Virtual Infrastructure

• Business Centric, Top Down Application 
Management

• Complete Lifecycle Management

• Scalable Grid and Cloud Management
• Manage many as one
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2009 Challenges
2009 CIO strategies



• IT Infrastructure Library (ITIL) - A 
set of best practices focused on 
providing IT services that are built 
around customers’ business needs 
and end with results that provide real 
business value to the customers.  

ITIL
Vehicle for delivering quality IT services



• Link business & IT 

ITIL Implementation
Start with your pain points

ITIL Processes
• Link business & IT 
strategies and plans

• Deliver projects that 
enable business growth

• Improve IT Governance

• Improve the business-IT 
relationship

• Leading enterprise 
change initiatives

• Event Mgmt 

• Configuration Mgmt

• Release Mgmt

• Incident Mgmt 

• Problem Mgmt

• Change Mgmt

• Service Level Mgmt
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Oracle IT Service Management SuiteOracle IT Service Management Suite
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Problem 
Management

Service Level 
Management

S
e
rv
ic
e
 D
e
s
k

Siebel 
Helpdesk

Oracle Business Intelligence

Reporting, Dashboards & Analytics

Incident 
Management

PeopleSoft

S
e
rv
ic
e
 D
e
s
k

Configuration 
Management

Change 
Management

Service 
Dependency 
Mapping

Quality 
Management

Release 
Management

Enterprise 
Manager

BMC 
Remedy

HP Service 
Center

Event 
Management

PeopleSoft
HelpDesk

C
o
n
n
e
c
to
r



• Events: Significant occurrences in IT infrastructure

• Goal: Detect events, make sense of them and 
determine appropriate control action

• Provides mechanisms for early detection of incidents

Enterprise Manager – Enabling ITIL
Event Management

RAC



• Oracle Enterprise Manager: 
• End-to-end monitoring and event 
detection of the complete enterprise 
application stack

• Events

• Availability alerts

Event Management
End-to-end monitoring and event detection

Extended Infrastructure

• Metric alerts

• Job failures

• Service Level violations

• Policy violations

• Auto-correction through corrective 
actions

• Notifications – email, page, ticket



• Incident Management
• Incident: Unplanned interruption to an IT service or reduction 
in the quality of an IT service

• Goal: Restore failures of service as quickly as possible to 
minimize impact on the business

• Detecting and resolving incidents results in lower downtimes, 

Enterprise Manager – Enabling ITIL
Incident Management

higher service availability

Incidents



Other Help DesksPeoplesoft HelpDeskOracle E-Business Service

• Helpdesk incident ticket creation

• Enterprise Manager integration with 
Oracle and non-Oracle helpdesks

• Automatically / manually open 
helpdesk incidents for Enterprise 
Manager alerts

• Customizable ticket templates

Incident Management

Other Help DesksPeoplesoft HelpDeskOracle E-Business Service

• Incident tracking and resolution 

• Synchronize changes in alert severity

• Launch helpdesk UI from Enterprise 
Manager

• In the helpdesk, link to Enterprise 
Manager for incident resolution

Oracle Enterprise ManagerOracle Enterprise Manager
Help Desk 

systems

Siebel HelpDesk ConnectorSiebel HelpDesk Connector



Alert raised in 

Enterprise Manager

Incident Management
Integration with service desk

In context link 

to service desk 

incident



Service desk incident 

Incident Management
Incident resolution

Service Desk Incident

Link back to Enterprise Manager for incident 

resolution

Service desk incident 

contains Enterprise 

Manager Alert 

information



• Problem: unknown root cause of one or 
more incidents

• Goals:
• Diagnose root cause of incidents and 
determine resolution

Enterprise Manager – Enabling ITIL
Problem Management

determine resolution

• Eliminate recurring incidents

• Eliminate or minimize impact of 
incidents, resulting in lower downtimes, 
higher service availability 



• Performance and Availability Diagnostics across 
Oracle stack

• Database Performance

Focus historical data 

Problem Management
Diagnostics for critical systems and services

Chart shows database 

bottlenecks

Focus historical data 

when performance 

problem was reported…



• Database Performance Example (continued) 

Drilldown to 
access ADDM 
performance 
findings to find 

Problem Management
Detailed diagnostics and root-cause

Poorly 
written 
SQL 
identified

findings to find 
root cause…



• Database Performance Example (continued) 

Use SQL Tuning 
Advisor to get 
recommended solution

Problem Management
Detailed diagnostics and root-cause

Recommendations



• Database incidents

• Occurrence of a critical error in the database

• Finding, resolving root cause typically requires Oracle assistance 

• Support Workbench 

• Facilitates packaging of diagnostic data and opening of Support SR

Problem Management
Detailed diagnostics and root-cause

Create SR



• Java memory leak or out-of-

memory error

• Fast and reliable heap 
snapshot

• Heap comparison quickly 
identify objects consuming 

Problem Management
Java application performance

memory



• Goals:
• Agree and document IT service targets with 
the business

• Monitor and report on delivery against agreed 
level of service

Business 

Enterprise Manager – Enabling ITIL
Service Level Management

• Ensures services delivered by IT        
align with business requirements and 
meet customer/user expectations
• Promotes customer loyalty, increase business 
opportunities

• Enables IT to validate its contribution to the 
business

Business 



• Model & map service to IT resources 

• Monitor service availability, performance, usage

• Monitor Service Level compliance

• Focus on end-user perspective

ServiceNew York

Service Level Management
Service modeling and monitoring

Order Entry

Service

Representative      

Clients

Monitor key 

service 

indicators

�Availability 

� Performance

�Usage

�Business 

�Service Level 

Compliance

New York

London

Tokyo

Related

System Components

All End-Users

Real End-User 

Performance Monitoring



� C-Level view: “Are my 
critical services 
available?”

� Monitor critical 

Service Level 

ComplianceAvailability

Service Level Management
Service level dashboards

indicators at a glance:
- Availability

- Performance

- Usage

� Service Level 
Compliance

Service Level 

Breaches



Change Management
• Change: Request to add, modification or removal of approved, 
hardware, network, software, application, environment, system, 
desktop or documentation

• Goal: Ensure standardize methods and procedures are used for 
efficient handling of all changes

• Minimize the impact of Change-related Incidents upon service quality, 

Enterprise Manager – Enabling ITIL
Change Management

Copyright ©2009, Oracle. All rights reserved

• Minimize the impact of Change-related Incidents upon service quality, 
consistency and improve the day-to-day operations.



• Change request records …

• Priority and category

• Status

• Linked to configuration items

• Linked to and routed to support 
employees

Change Management
Integration with change management systems

Copyright ©2009, Oracle. All rights reserved

employees

• Recording of post implementation 
and review information

• Change authorization and rejection

• Automated communication of 
authorization/rejection

• Facilitation with change scheduling

Release Management



Release Management
• Release: Addition, modification or removal of approved, hardware, 
network, software, application, environment, system, desktop or 
documentation

• Goal: Life-cycle management of 
software Configuration Items

• Provide Design, implementation 

Enterprise Manager – Enabling ITIL
Release Management

• Provide Design, implementation 
and control of procedures for 
distribution and changes to IT 
systems.

Install

Create 

reference 

installation

Promote

And 

Release

Mass 

Deploy 

or CloneDeploy 

Patches
Create new 

revision of 

Gold image

Save 

Gold

Image



• Flexible Control of:

• Software

• Hardware

Release Management
Definitive Media Library

Enterprise Manager Provisioning

• Hardware

• Documentation

• …….

• Versioning

• Release packages



• Flexible Procedure Framework

• Integration with DML

Release Management
Deployment Management

Enterprise Manager Provisioning

• Workflow integration

• Integration with CMDB

• Out of box best practices for 
Oracle Products



Configuration Management
• Configuration: Components of an IT infrastructure

• Goal: Provide logical model of IT infrastructure or service, by 
identifying controlling, maintaining and verifying Configuration Items

• Minimize the impact of Change-
related Incidents upon service 

Enterprise Manager – Enabling ITIL
Configuration Management

related Incidents upon service 
quality, consistency and day-to-
day operations. Knowing What 

You have

Standardizing Your 

Configurations

Configuration

Compliance

Detecting

Configuration Changes



Analytics, Change 
Detection & Control

Discovery and Asset 
Tracking Configuration Collections

• Hardware
• OS
• Database
• Application Server
• Packaged Applications

Knowing What You Have
Configuration Management Database

Enterprise Manager Provides

Compliance 
Assessment & 
Reporting

Detection & Control
• Packaged Applications
• Third Party

Out of box topology mapping 
For key Business Apps

Inventory Management (CMDB)

Topology Mapping



Analytics, Change 
Detection & Control

Discovery and Asset 
Tracking

Search
• Installations
• Configuration

Change History
• Real time detection
• Target Specific

Standardizing Configurations
Record configuration baselines & historical information

Enterprise Manager Provides

Compliance 
Assessment & 
Reporting

Detection & Control • Target Specific
• Data Range

Compare
• Comparison across

application lifecycle
• 1-to-n and 1-1
• Comparison with gold 

standards

Enterprise Manager Provides



Analytics, Change 
Detection & Control

Discovery and Asset 
Tracking

Critical Patch Advisory

Automated Security Checks
• ~300 out of box 

policies
• Across database, 

middleware and OS

Configuration Compliance
Verify CI data and report compliance trends

Compliance 
Assessment & 
Reporting

Detection & Control • Supports User Defined 
Policies

Compliance Visibility
• Score
• Remediation Advice
• Trends

Alerts & Reports

Enterprise Manager Provides
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Enabling ITIL Processes With Enterprise Manager 

Mervyn Lally
Ingersoll Rand
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Siebel HelpDeskSiebel HelpDesk

Oracle IT Service Management SuiteOracle IT Service Management Suite

Middleware

ApplicationsApplications

Oracle Business IntelligenceOracle Business Intelligence

Oracle EnterpriseOracle Enterprise
ManagerManager

Oracle ServiceOracle Service
EE--Business SuiteBusiness Suite

Reporting, Dashboards & Analytics

Oracle ITSM Suite
Overview

User Portal / Self-Service

Incident Management

Problem Management

Change Management

Service Level Management

Middleware

Database

ManagerManager

Incident Monitoring & Alerting

Problem Diagnostics

Change impact analysis

Release Management

Service Level Monitoring

Configuration Management

EE--Business SuiteBusiness Suite

User Portal / Self-

Service

Incident Management

Problem Management

Change Management

Service Asset and 

Configuration 

Management



�Single, integrated solution supporting ITIL

�Best-on-Oracle, compelling across  your 
heterogeneous environment

�Management of complete Oracle 

Oracle Advantage
Leveraging your Oracle investment

�Management of complete Oracle 
application stack

�Content-rich CMDB

� Integrated with My Oracle Support



Oracle Helps You Maximize Customer Value

Avoids online revenue 
losses up to 25%

Cuts configuration 
management effort by 
90%

Replaces manual 
tools with automation; 

Deploys SOA 
infrastructure 92% 
faster

Saves 80% time and 
effort for managing 
Databases

Improves IT 
productivity by 25%

Drives asset utilization 
up by 70%

Saves $1.9 million
with Oracle Enterprise 

Saves $170,000 per 
year with Oracle 

Saves weeks on 
application testing 
time

tools with automation; 
saves time by 50%

Reduces Database 
testing time by 90%

Reduces provisioning 
effort by 75%

with Oracle Enterprise 
Manager

year with Oracle 
Enterprise Manager

Delivers 24/7 uptime 
with Oracle Enterprise 
Manager

Cuts application 
testing from weeks to
hours

Reduces critical 
patching time by 80%
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Additional Oracle Enterprise Manager Sessions

Thursday, Oct. 15

12:00 p.m. 

• Worry-Free Application Upgrade Using Oracle Change Management Pack – South Room 102

• Spot Problems Before Your Users Call: Oracle Real User Experience Insight – South Room 308

• Enabling ITIL Best Practices Through Oracle Enterprise Manager – South Room 303

1:30 p.m. 

• Dell IT's Implementation of Oracle Enterprise Manager Patch Provisioning – South Room 306 

3:00 p.m.3:00 p.m.

• How to Keep Your Siebel CRM Users and Your Boss Happy? – West Room 2010

• Get the Best out of Your Coherence Cluster with Oracle Enterprise Manager – South Room 310


