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. Session Description

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
resolution; use of diagnostic features for problem
management; and an end-to-end automated closed-loop
change management lifecycle solution.
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. Please Read

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.

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

DATATIER ~2@base

ORACLE

Scalable Grid and Cloud Management
« Manage many as one




. Agenda

Session Purpose:

* Enabling ITIL Best Practices Through Oracle Enterprise
Manager, Session

Agenda:
 Oracle Enterprise Manager, Integrated Manageability

« 2009 CIO Strategy & Challenges
* Oracle Enterprise Manager Enabling ITIL

» Customer Speaker — Ingersoll Rand
cQ&A

ORACLE



2009 Challenges
2009 CIO strategies

ClO strategies reflect the need to reduce the cost of IT and raise IT

performance
ClO strategies Ranking of strategies ClOs selected
as one of their top 5 priorities
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Vehicle for delivering quality IT services

\ Process Impp,
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 IT Infrastructure Library (ITIL) - A
set of best practices focused on
providing IT services that are built
servic by, b around customers’ business needs
and end with results that provide real
business value to the customers.
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. ITIL Implementation

Start with your pain points

ORACLE
ENTERPRISE MANAGER

Customer Facing
Processes @ _

ITIL Processes
Event Mgmt
Configuration Mgmt
Release Mgmt
Incident Mgmt a
* Problem Mgmt
« Change Mgmt
» Service Level Mgmt
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Integrated ITSM Solution

Oracle IT Service Management Suite

racle Business Intelligence

\ : Reporting, Dashboards & Analytics

L}

SERVICE SUPPORT |

ENHANCED

Incident
Management

Event
Management

Change
Management

Business 0
User ;] ORACLE MaI:IraogbeI ?nr:nt
ENTERPRISE Oracle E-Business
LG Suite, PeopleSoft, Service Level
Siebel, JD Edwards, M t
&= Oracle Fusion anagemen
MIDDLEWARE Oracle WebLogic,
Oracle SOA Suite,
- OracleAS
DATABASE Sendon
Dependenc
Oracle Database, |VF|’ apping y
| Oracle TimesTen
OPERATING
SYSTEM
I Enterprise Linux Manager
VIRTUALIZATION f\:n:?,gg::g::‘
lllll Oracle VM J
Release
Management

Quality
Management
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. Enterprise Manager — Enabling ITIL

Event Management

« 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
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. Event Management

End-to-end monitoring and event detection

* Oracle Enterprise Manager:

------ ORACLE’ » End-to-end monitoring and event
i [l e appicatonsiack
Siebel, JD Edwards, MUV
------ | Oracle Fusion * Events
T Weblogic, . Avail.ability alerts
Oracle SOA Suite, * Metric alerts
""" | . ' - Job failures
PATABASE Oracle Database, » Service Level violations
""" O | - Policy violations
SYSTEM * Auto-correction through corrective

Enterprise Linux

actions
» Notifications — email, page, ticket

Oracle VM
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. Enterprise Manager — Enabling ITIL

Incident Management

* 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,
higher service availability

¥

[y ¢

Incidents
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. Incident Management

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 tracking and resolution

Synchronize changes in alert severity

Launch helpdesk Ul from Enterprise
Manager

In the helpdesk, link to Enterprise
Manager for incident resolution

S IEBEL.

Oracle E-Business Service

Siebel HelpDesk Connector

g & B B

Oracle Enterprise Manager
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Incident Management
Integration with service desk

Databases | Hosts | Application Servers | Web Applications | Semvices | Systems | Groups | All Targets | NetAppFilers | Collaboration Suites | PeopleSoft
Database Instance: PeopleSoft HCW Database = All Metrics > Tablespace Space Used (%) =

Tablespace Space Used (%): Tablespace Name PTRPTS: Last 24 hours

Alert raised in )
Enterprise Manager

Tablespace Mame PTRPTS

Statistics Metric Value
Last Known Value 82.21
Average Value 80.34 100
High Walue 82.21 a0
Low Value 80.11
O Warning Threshold 75 60
B Critical Threshold 90 40
Occurrences Before Alert 1
Corrective Action None 20
12:132 4 g 12 PM 4 8 12 AM 4 8 12 PM
Mo &, 2007 7 H k
B Feoplesoft HCM Database In Context Iln

Recommendations to SerVice deSK

Severity (T Warning H 'd t
Recommended Action Add space to the tablespace I n CI e n

| Edit Tablespace :] | Rearganize j | Segment Adwisor FEecommendations :l

Alert History

Comment for Most Recent Alert | | | Add gBmment

SeveritﬂTimes‘lamp\_ |Message I |Las‘l Comment |Detai|5|
i Mov 6, 2007 7:57:23 FM Tablespace PTRPTS is 80 percent full Ticket Semvice Request gme

IDESIA-GB8TYR was
created.

£

| .3
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Incident Management
Incident resolution

>

e dhr [@Siebel Call Cenker I_ . . ﬁ v Eéé v s Page - f:,]' Tools =
Service Desk Incident ORACLE

Fie Edit View Mavigate Query Tools Help
=Y _,_H & J 5 J e J i (@] Saved Queries: * All SRs [=] Cf &,

=|® B> o> | B G| @ | ®| | |90 90

HelpDesk Service Request:

qurakion Administration - Application I E Service ?‘

G‘} Home I Administration - Server Management | Administration - Server Confi Administration - Siebel Remote
- ['>< | ts | Service Requests - HelpDesk | Agent Charts

| W 1051+ 3

HelpDesk Service Request

Menu + Mew  Delste Query
Service desk incident
contains Enterprise

Ticket created by EM Siebel Connectar,
Event Information:

EM User: A&
Target Type: Database Instance
Target Mame; PeopleSoft HCM Database

Target Host: emge-amp2.us.aracle.com
|

L]

Manager Alert Target Agent:
. f t Metric Column: Tablespace Space Used (9]
iInformation Metric Name: prlemesp - Status:* Open

Collection, Lisasssmen 0ol 19:57:29.0
b Cation Rule: Alerts on database HZM database

Ewent Page LURL:
http:ffstangl 3. us, oracle.com: 4889 emfconsole/monitoring/metricCet ailfbype=aracle®

[+]
[+]

Recommended Priority: S-Cueskion Substatus: Unassigned

Agent Priority: 3-Medium ) ) ) . Problem #:
Link back to Enterprise Manager for incident
User Priority: 3-Medium . Problem Title: |
resolution
Mare Info I Activities I Attachments I AL amart Issue I Support Cenker
Cancel
Menu - Mew Query Book Al — — Mo Records El

Activity # Type Description Planned Start © Priority Status Employees
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. Enterprise Manager — Enabling ITIL

Problem Management

* Problem: unknown root cause of one or D
more incidents

 Goals:

» Diagnose root cause of incidents and
determine resolution

 Eliminate recurring incidents

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

ORACLE



. Problem Management

Diagnostics for critical systems and services

« Performance and Availability Diagnostics across
Oracle stack

 Database Performance

Historical Interval Selection . Data| e V| Focus h iStO ri cal data

Drag the shaded box to select the historical 24 hour interval for wihich you wiant to wiew data in the graphs below. Use the active sessions

data to help with your selection. When performance

g;jj;o_—mféim problem was reported...

1040 100 120 1140 12AM 1220 1240 1:00 1:20 1:40 200 M CPU
2007 1

Chart shows database
bottlenecks

Active Sessions
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Problem Management
Detailed diagnostics and root-cause

« Database Performance Example (continued)

Se5510nS

Ll
Host CPU was a bottleneck and the instance was consuming 88% of the host CPU. All wait D rl | Id Own to
times will be inflated by wait for CPU.

Impact (minutes) 82.9
impact (%) IR 100 access ADDM
Recommendations

| Schedule SQL Tuning Achvisor ) perfo rmance

Select All | Select Mone | Show All Details | Hide All Details

Select Details Category |Benefit (%) — | fl nd I ngS tO fl nd

¥ Hide Host Configuration P 100

Action Consider adding more CPUs to the host or adding instances serving the database on other hosts. rOOt Ca u Se R
Session CPU consumption was throttled by the Oracle Resource Manager. Consider revising the resource plan that
was active during the analysis petiod. =

O ¥Hide SQL Tugiog, e 427

Finding

Action

Act stigate the SCL statement with SQL_ID "22x9qxj96n6vx" fo ible performance improvements.
chl | Wiew Tuning History |
Text SELECT S DSS_Q54 % 'B' || tt1.ch_featurevalue 09 id ch s
SaL :
Action Run SQL Tuning Advisor on the SQL statement with|Finding Recommendations
SQL Text SELECT [ jly Host CPU was & botfleneck and the instance was consuming 83% of the host CEUL AL 2 S0AL Tuning
SAL ID 2 2% ax0nnE P I ~ wait times will be inflated by wait for CEU 1 Haost Configuration
____________________________________ oorly 1 Applicaton
Rationale SQL statement witl 1S Analysis
carnnde Writte n 3 S0L statements consuming significant database time were found. 3 S0AL Tuning
| SAL statemnents were found waiting for row lock waits 1 Application
Analysis
S Q L ! SQL statemnents were not shared due to the usage of literals. This resulted in additional 1 Application
hard parses which were consuming significant database time. Analysis

identified



Problem Management
Detailed diagnostics and root-cause

« Database Performance Example (continued)

Recommendations for SQL ID:22x9¢xj96nbvX

Only one recommendation should be implemented. U se SQ L TU N | ng
e . Advisor to get

SELECTFDSS Q54 */'E' || ft1 .ch_featurevalue 09 id ch_featurevalue 09 id, 'G'|| #1.ch_featurevalue 02 ¢

ch_featurevalue 02 id.". recommended solution

Select Recommendation
| Original Explain Plan (Annotated) |

| Implement
New
Benefit Explain Compare
Select Findings Recommendations (%) Plan Explain Plans
SQL Profile A potentially better execution plan Consider accepting the 09 ge prosy
was found for this staterment.  performance Finding Details
bdimmmllmimm ;e Tha mrbeaimar ~mald st e Database Time gy g Pariod Sta ct 11, 200~ ~-rr-an nes ~m Period Duration .~ .

{minutes)

Task Name ADDM:259¢ ReCO mme nd atIOn S

e SGL statements were not shar
d parses which were consuming significant database time.

Impact (minutes) 14.4

17.4
Recom ons
S Al Details | Hide All Details
etails Category |BMNefit (%)

¥ Hide Application Analysis ]
Action Alternatively, you may set the parameter "cursor_sharing' to "force". (_Implerment )
cnon Investigate application logic for possible use of bind variables |nstead of literals.

174

Rati At least 737 SCIL statements with PLAN_HASH_VALUE 3191477378 were found ‘e using literals. Look in V$SQL for
ationt les of such SQL statements.




Problem Management
Detailed diagnostics and root-cause

- 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

Doflabaig inalanog. (lada b is AT ST e ]

Problem Datalls: DRA G0 [41346]

Pape Rebached Setober § 200 -£5743 PMPOT | Faly

nvestigats and Recolve

Summany oo My Orack Socan | | Gk Fackig
B Edi | ; T s C SR
Aclnk  Yas Coliect and Send Dingraesc Dais reate
Fackdged Mo Srisdle 3 Sardle Faguiet wdih Ty Qracls Sugen,
Humber ol inckients 2 Bacord Sorca Fameg) bumiier 19 Prablem
Fo ncidant - Ciopes @ 2009 111526 P POIT it ety 2o dilanal Dunos end Tidl Cases
Lt D) v i
Timestimmp  Ocicher § 000119 154 PRI POT -
Incem Squces  System Gereraiod -“_H__"_r i =
Uz impatt ain i

Chackey RByn 1
Checiar Findings - ]

Incigeris Salely Lag
Sintus Iﬁm._-ﬁ--:s = DaiaDumpd | s ;l EPJ
Ve Clome
Salact A8 | Sdec) Mo | Shae A8 Darsta | Hute S0 Dolais
Galmcs Dwinlie IH':IEQL:I[muu Ortn Dl Pt v E{TTITTY Ti
I B=Show 32T ORACDD [GE] 2] [T D 1] Vea ez Rmarty Ociobar & 2000 111545 PMPOT
T PeShow 3451 ORASEDN 13 |2 {273 10 o el Ry Dohabsar B IM15 91 1535 PMPOT
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Problem Management
Java application performance

- Java memory leak or out-of-—_ ...
U b 1 o PO 00N EREE OLFER- 115 B ben I tangoaeill prarkady oon BEEE DOLFER-BE 1813
memory error e it
. T 40 sbgacts in Dect
» Fast and reliable heap - :

snapshot ~ e

Fhizs W [sdeiesietiaicl ek 1 2 WN0E 1220M AT 10 20 20T 2ELHM 62 il
* Heap comparison quickly Kot ggicaimens | R e aam 1 eR oW amm L

d tf b t . B i AT ks e
Khyes  inbicache 1 38 ELE} [l 1 4 a4 faand

iaentity objects consuming i
Klass @ javallang/Class 1 212 91 16,112 1 272 91 16,112 0

memory Klass @ javallang/System 1 264 415 71,872 1 264 415 71872 0
Klass Jjavallang/ThreadDeath 1 312 ] 672 1 312 ] 672 0
Klass M javallang/RuntimeException 1 320 13 1,136 1 320 13 1,136 0
Klass é%’;ﬂ;”gemundamr 132 10 800 132 10 800 0
Klass JjavalutiiRandomAccess 1 240 7 464 1 240 7 464 0
Klass Jjavallang/Float 1 312 39 4328 1 312 39 4328 0
Klass i?l‘;aé';?egrExcepm 1312 11 848 132 1 848 0
Klass JavalutiliStack 1 624 15 1,856 1 624 15 1,856 0
Klass sun/misc/SoftCache 1 368 28 3768 1 368 28 3768 0
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. Enterprise Manager — Enabling ITIL

Service Level Management

 Goals:

« Agree and document IT service targets with
the business

* Monitor and report on delivery against agreed
level of service
* 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

ORACLE



. Service Level Management

Service modeling and monitoring

* Model & map service to IT resources

* Monitor service availability, performance, usage
* Monitor Service Level compliance

* Focus on end-user perspective

New York Service

=
lgi —

- Related
Monitor key System Components
London service
indicators 2 ’
. v'Availability “ 7‘

Hﬁ? v Performance
v'Usage

Representative v'Business

Clients v'Service Level
Compliance

2 &
Real End-User

All End-Users E’ @ Performance Monitoring
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Service level dashboards

. Service Level Management

ORACLE Services Dashboard

Gollaboration Suite

Service Level

""""" Availability Compliance
B wai & e e ©
B vore giy v | v | ¥
EF"& ® [x] L4 Q
(2] cotendr © e e ©
i Eomterence & v | v | ¥
s o v v v
FL Momement iy v | v | ¥
Legend
ESRRCL = fon b
i . Barviini e
i i ‘ e
L L."-- ."“"_"" 1] WA al L
Esi Eavice i A
| EE— e 1l
P ' A
Bordns Lol Mok B
e e
s apbam SEatiae = Eedlse
g e G Ay o ST OB BSOS MFy 2. 2008 O ra LS4
Log b sowr. Do 29, J0R 1§ Do 79, 00 1200E B EEre
Logm = Fowr. ke J 04 152X e 00K 1BI0ET DO

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

Monitor critical
iIndicators at a glance:
- Avalilability
- Performance
- Usage
Service Level
Compliance
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. Enterprise Manager — Enabling ITIL

Change Management

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,
consistency and improve the day-to-day operations.

Change ; Reviewing
Change : Coordinate - Management
Adviso . and Closin :
- Assessment / Boardry " the Change / RFC 9 / Reporting /

Copyright ©2009, Oracle. All rights reserved



. Change Management

Integration with change management systems

« Change request records ...
 Priority and category
« Status
 Linked to configuration items

 Linked to and routed to support
employees

» Recording of post implementation | it - . .
and review information o T — e

« Change authorization and rejection R ACL
o Automated communication of ENTERPRISE MANAGER

authorization/rejection ,Ei

 Facilitation with change scheduling S >3

Release Management

]
LA wodmie ]
.

ORACLE
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. Enterprise Manager — Enabling ITIL

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 Iltems

* Provide Design, implementation
and control of procedures for Croate
distribution and changes to IT reference

systems.

Save - * P t
Gold romote
!2'1" And

U o
o

Release

[ grfl
Install H'ﬂs

s

Mass
Deploy
Deploy or Clone
Patches

Create new
revision of
Gold image
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Release Management
Definitive Media Library

Enterprise Manager Provisioning

ORACLE Enterprise Manager 10g Setup Prefersnces Help Loout
Grid Control Home | Targets Deployments g Compliance Jobs Reports

General | Proy

Provisioning

Provision a full stack of software ranging from Operating System to applications onto a Hardware Server. Page Refreshed September 15, 2009 11:04:55 AM PDT (_Refresh
Comg Directives Metwarks Images  Sutes  Assignments Hardware Cluster  Suite Instance  Administration

. Define and configure the set of Software Components that may be included in an lmage.
* Flexible Control of:
L] “iew (Gu ) Advanced Search

Create Folder ) Create Component )

[ Sof‘twa re Product name/Patch Product
Select Name Type Revision Status Maturity number version Description
® v Compaonents
] B Al database components
 Hardware O b Curiinchame
Q B MyOracle Deplayment Oraclel0y R2 for Online Bank
. Q B Oracle Components Oracle Components
* Documentatio
u n I n (2] P Oracle Software Updates
Q B OracleComponents
o} B OracleSoftwarelUpdates
[ J o} P S0A Suite 10.1.3.1
LR R o B Tost
. . (2] ¥ Uofl App Server
) Ve rS I O n I n o} 10203DatabaseGoldimage Oracle Database 01 Ready Beta Oracle Database 10.2.0.3 This is a Gold Image created fram an
Software Clone 10.2.0.3 database reference installation
o] Adobe software Generic Component 0.2 Active Beta Adobe Reader 20 “ersioh 2
° R I k o] AF-foo Generic Component 0.1 Ready Production Test component for a PDF
e ease paC ag es o] AF-large Generic Component 0.2 Incomplete Untested
o] AF-test Generic Component 0.1 Inactive  Beta
o] AppSenet_10.1.3.1 Oracle Application 0.1 Incomplete Untested  Oracle Application Server 10.1.3.1.0
Server
] A 10.1.3.1 Oracle Application 0.1 Ready Untested Oracle Application Server 10.1.3.1
Server
o} AS Component Oracle Application 0.2 Active Production Oracle Application Server 10.1.2.0.2  NMicole created this for demo purposes
Server J2EE and Wyeb Cache
C ASCloneCompl Oracle Application 0.1 Active Untested

Server




Release Management
Deployment Management

Enterprise Manager Provisioning

* Flexible Procedure Framework

ORACLE Enterprise Manager 10g Selup Freferences Heln Logout
ol Home |/ Targets 0TI LOOUCHN Alerts mpliance | Jobs | Reports
Deployment Procedure Manager
. . Procedure & ion Status Eecyele Bin
* Integration with DML
Deployment procedures are best practices provided by Oracle for various Provisioning and Patching tasks. Procedures created by Oracle cannot be edited, but can be extended using 'Create Like', so that you can customize the
procedure to fityour environment. For more details click Help
Search Text Fields | | Go ) Adwanced Search
(View ) Stheduie Deployment... J( Edlt ) Create Like ) (Detete ) | (Upload )
Last
Select Procedure Tune Description Maodlified By Version Last Updated
@ patch Oracle Fusion Middlewsare Patch Procedure for patehing Oracle Fusion Middieware SOA Suite - Middietier 5 SUPER 1.0 Jun g, 2009 2:24:10 PM PDT
S0A Suite Oracle
« Workflow int ti A o
O r OW I n eg ra I O n O Linux RPM Repositary Server Setup Patch Procedurs for registering the Linuy RPM Repository Server to Unbreakabile Linwe network (ULN). This procedure also Oracle 5.0 Feb 18, 2009 6:56:44 PM PST
Qracle schedules a recurring job to download latest RPM from LLN to Linux RPM Repository Server.
Software
O Patch Standalons Oracle ASM Patch Procedure for patching Standalone Oracle ASM installations. Note: Major upgrade for example, DB 10.1 to 10.2 is not Oracle 5.0 Feb 18,2000 6:56:40 PM PST
Oracle supported. 5
Software
O Patch Windows hosts Patch Procedure for patching Windows Hosts 5 Oracle 5.0 Feb 18, 2009 6:56:36 PM PST
Oracle
Software
N N O Patch Linux hosts Patch Procedure for patching Linux Hosts o Oracle 5.0 Feb 18, 2008 6:56:35 PM PST
* Integration with CMDB
Software
O Patch Solaris hosts Patch Procedure for patching Solaris hosts ) Oracle 5.0 Feb 18, 2008 6:56:34 PM PST
Oracle
Software
(o] Patch Application Server Fatch Procedure for patching Cracle Application Server installations - Middle Tier. jo) Oracle a0 Feb 18,2000 6:56:32 PM PST
Qracle
Software
©  Patch Oracle Database Fatth Procedure for patching standalone Oracle Database installations with Critical Patch Updates, intarim patches, and Oracle 5.0 Feb 18, 2009 6:56:29 PM PST
Oracle patchsets. Note: Major upgrade for example, DB 10.1 to 10.21is not supported. )
. Software
[ Out Of bOX beSt praCtICeS for ©  Ppatch Oracle Clusterware - All Patch Procedure for patehing Cracle Clugterware in all-nodes mode. This procedure can be used for patching shared Oracle Oracle 4.0 Feb 18, 2009 6:56:28 PM PST
MNodes Oracle horne Clusterware as well. Mote: Major upgrades, such as from Oracle Database 1001 to 10.2, are not supported. o]
Software
OraCIe Prod uCtS O patch Oracle Clusterware - Rolling Patch Procedure for patehing an Cracle Clusterware in Rolling mode. This procedure is used to apply patches when each node Oracle 4.0 Feb 18, 2009 6:56:25 PM PST
Oracle ofthe Cluster has its own CRS Home. Applicable forversion 10.1, 10.2 and higher. Note: Major upgrade for example, DB
Sofware 1001 to 10.2 is not supparted. (5
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. Enterprise Manager — Enabling ITIL

Configuration Management

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
quality, consistency and day-to-
day operations.

Knowing What 5
f’- You have [}

Configuration
Compliance

Standardizing Your
Configurations

-k
Detecting
Configuration Changes

ORACLE



Knowing What You Have
Configuration Management Database

r

Discovery and Asset
Tracking

\

Analytics, Change
Detection & Control

r
i L
Compliance
Assessment &
Reporting

Fi

nf

onlogy Mapping j

™

Configuration Collections
 Hardware
« OS
« Database
» Application Server
« Packaged Applications
* Third Party

Out of box topology mapping
For key Business Apps

Inventory Management (CMDB)

ORACLE




. Standardizing Configurations

Record configuration baselines & historical information

(" ) _ -~ 2
Discovery and Asset _ < .31/ Search \

Tracking * Installations
\ « Configuration
— Change History
Analytics, Change * Real time detection
Detection & Control * Target Specific
« Data Range
1 b
— Compare
Compliance Comparison across
Assessment & application lifecycle
_ Reporting 1-to-n and 1-1

Comparison with gold
standards /

ORACLE




Configuration Compliance
Verify Cl data and report compliance trends

r

Discovery and Asset
Tracking

\

s

Analytics, Change
Detection & Control

Compliance
Assessment &
Reporting

g

\ Alerts & Reports

/' Critical Patch Advisory \

Automated Security Checks
« ~300 out of box
policies
» Across database,
middleware and OS
» Supports User Defined
Policies

Compliance Visibility

e Score
« Remediation Advice
e Trends

/

ORACLE



. Agenda

Session Purpose:

* Enabling ITIL Best Practices Through Oracle Enterprise
Manager, Session

Agenda:
 Oracle Enterprise Manager, Integrated Manageability

« 2009 CIO Strategy & Challenges
* Oracle Enterprise Manager Enabling ITIL

» Customer Speaker — Ingersoll Rand

« Summary and Q & A
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. Agenda

Session Purpose:

* Enabling ITIL Best Practices Through Oracle Enterprise
Manager, Session

Agenda:
 Oracle Enterprise Manager, Integrated Manageability
« 2009 CIO Strategy & Challenges
* Oracle Enterprise Manager Enabling ITIL

» Customer Speaker — Ingersoll Rand

« Summary and Q & A
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Oracle ITSM Suite

Overview

SERVICE SUPPORT

ENHANCED

Applications Oracle IT Service Management Suite

Oracle Business Intelligence

Reporting, Dashboards & Analytics

Oracle Enterprise : Oracle Service
Manager SRR AR T E-Business Suite

Incident Monitoring & Alerting | User Portal / Self-Service User Portal / Self-

Problem Diagnostics Incident Management Service

Change impact analysis Problem Management Incident Management

Release Management Change Management Problem Management

Service Level Monitoring Service Level Management | Change Management

Configuration Management _ Service Asset and
Configuration
Management

ORACLE



. Oracle Advantage

Leveraging your Oracle investment

v Single, integrated solution supporting ITIL

v Best-on-Oracle, compelling across your
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Deploys SOA
infrastructure 92%
NetApp faster
Improves IT
AMIRUSTBANK. 1o ductivity by 25%

Saves $1.9 million
delstra” with Oracle Enterprise
Manager

Reduces Database
testing time by 90%
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Cuts application
CUMIS testing from weeks to
hours
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Oracle Helps You Maximize Customer Value

Saves 80% time and
effort for managing
Databases

Avoids online revenue
losses up to 25%
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Replaces manual

o : . - e Spe g . . .
KTR STy tools W|_th automation;
saves time by 50%

Cuts configuration
management effort by
90%

Drives asset utilization
up by 70%

Saves $170,000 per
year with Oracle
Enterprise Manager

... Saves weeks on
MERIDIAN application testing
time

Reduces provisioning
effort by 75%

: Delivers 24/7 uptime
G Fvansion With Oracle Enterprise
Manager

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.
« 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
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