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investment.

The Infra Advantage

m Smart technology that delivers results
m Best-practice methodology

infraknterprise is a 100% web solution, designed to
automate best practice IT service management processes.

With a proven track record of 100% implementation success,
infraEnterprise delivers an immediate and ongoing return on

m Successful, low-risk implementations
m Responsive, customer-focused solutions

Smart technology that delivers results

Infra specializes in the development of innovative,
leading-edge software to support best practice IT
service management.

Implementing infraEnterprise delivers the
following benefits to an enterprise:

m Improved alignment of IT to business needs

m Reduced business impact from Incidents and
Problems

m  Seamless global operations with multiple
Service Desk partitions and time zoning

m  Scalability

m Auditable processes that support
regulatory requirements

m  Comprehensive management reporting to
support future decision-making

m Greater efficiency of costs and resources

® Immediate return on investment
m Satisfied end users.

infraEnterprise is built on a 100% web architecture
— not just a web front end — that delivers
comprehensive functionality and a rich user
experience.

Multiple screens can remain active inside
infraEnterprise’s unique wrapper, providing
single-click control and navigation within a
Windows style user interface.

infraEnterprise provides out-of-the-box
connectivity to many network tools. Any number
of third party applications can be easily integrated
with infraEnterprise via .NET and Web Services.

| 3



A global enterprise
using partitions

(for regional views of
data), time-zoning and
multi-language

infraEnterprise

Infra has an enviable reputation for consistently
delivering successful implementations. This
provides clients with the added assurance that
they have chosen a low-risk solution.

infraEnterprise’s rich 100% web architecture
enables global access for multiple end users
through a single server - no installation is
required on individual client machines. Some of
the benefits provided by this 100% web
architecture include:

Rapid and efficient implementation
Ease of deployment across dispersed operations

The IT department is now widely considered to be
a provider of services to the business and must
demonstrate the genuine cost savings offered by
IT processes and implementations.

To support this business requirement, many
enterprises are adopting best practice standards
such as the IT Infrastructure Library (ITIL) and
Microsoft Operations Framework (MOF). These

Access from any computer or handheld device
Flexibility in systems integration (including
.NET compatibility)

Customer portal self-help and knowledge base
facilities.

Centralized implementation, setup and
maintenance of infraEnterprise reduces desktop
and server administration time and costs. Once
upgrades and new releases have been installed on
the server, they can be downloaded automatically
over the web with no disruption to users,
effectively minimizing deployment costs.

standards align IT services with current and future
requirements of customers and users. The aim of
ITIL is to change the role of IT from a cost center
(providing little measurable business value) to a
facilitator of continuous process improvement.
infraEnterprise has been independently verified at
an enhanced level for ITIL. This provides clients
with a guarantee that it will fully support the ITIL
standard in an IT service environment.
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Responsive, customer-focused solutions

A partnership is undertaken with each
client to define their business case and
functional requirements. This ensures
that the chosen technical solution is
aligned to the client’s service
management strategies and goals. This
partnership continues throughout the
lifecycle of the project, responding and
adjusting to meet changing business
requirements.

Infra has a global network of specialist

Infra Consulting Services provide
complete project management and
technical expertise to implement,
configure and integrate infraEnterprise.
They also provide the expertise to
complete process analysis and ITIL best
practice integration.

infraEnterprise is a fully-featured out-of-
the-box ITIL application. An extensive
configuration layer is available to
customize infraEnterprise using industry

HTML templates on which they are built.
Most major components, from interface
entities such as forms, reports and email
templates, to SQL queries for custom
searches, stored procedures and JScript
validation, can be customized.

This means that efficiency improvements
and changing business requirements can
be rapidly configured within the system
and made immediately available across
the web.

consulting, training and support services,
each bringing a wealth of experience to
every project.

standard tools. In some editions, screens
may be modified by simply editing the

infraEnterprise’s unique wrapper with its Windows style user interface in a browser
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Best Practice IT Service Management

The infraEnterprise IT service management model

CUSTOMER PORTAL REPORTING & REAL-TIME MONITORING
]

!

SERVICE MANAGEMENT

Service Level Management

Best Practice Workflow Management

! ! ! ! ! ! ! !

Problem
Management
Known Errors

Service
Continuity
Management

Incident
Management

Request for Change Release Capacity
Service Management Management Management

Availability
Management

Asset Software System/Network
Discovery Release Management
Tools Tools Tools

Financial
Systems

Directory
Services

Incident Management

The goal of Incident Management is to restore = Clearly defined treatment of Incidents, Major
normal service as quickly as possible to minimize Incidents, Problems, Known Errors, Service
disruption to the business. The Service Desk plays Requests and Requests for Service.

a key role in the Incident Management process. m Access for external suppliers to action

Incidents via a designated portal.
infraEnterprise provides:

m  The ability to define rules to ensure that calls

are routed to the right person every time Key business benefits

= Automatic notification of Incident details to
stakeholders and forums that have the m  Reduced impact of Incidents on business
experience required to solve the issue operations

m  Real-time visibility of progress against Service m Efficient cost and resource management
Level Agreements m  Improved customer satisfaction

m Intuitive identification of Knowledge Bank m  An efficient and customer-focused Service
items to assist in quick call resolution Desk

m  The ability to log and track the progress of
Incidents via a customer and external supplier ...
portal
m  Real-time monitoring of Service Desk workload
m Instant identification of potentially related
Incidents, Problems and/or Known Errors
m  Seamless integration with Change
Management



Recurring issues caused by errors within
the IT infrastructure have a detrimental
impact on a business. Problem
Management minimizes this impact by
proactively identifying the root cause of
Incidents and taking action to resolve
the situation and prevent a recurrence.

Over time, effective Problem
Management will significantly reduce
both the number of Incidents reported to
the service desk and the impact of
Incidents and Problems on your
business.

Change Management ensures that
standardized methods and procedures
are used for all Changes. This reduces
the impact of Changes on service quality
and business operations.

infraEnterprise provides:

Advanced workflow capabilities for
clear definition of complex processes
Visual representation of the various
tasks required to complete a request
Flexibility to map any ITIL process
with advanced workflow features
Automated tasks that allow a request
to progress without requiring user
input

Managing Change workflow

infraEnterprise provides:

Real-time trend analysis of Incident
data for proactive Problem
Management

One-click functionality to promote an
Incident to a Problem

Automatic population of associated
Incidents with details of a
workaround

Automatic resolution of related
Incidents when a Problem has been
fixed

Problem prioritization based on
business impact and urgency,
available resources and potential risk
Single click creation of Problems and
Known Errors

The ability to schedule regular,
recurring requests

Visibility of a Forward Schedule of
Change via the Customer Portal
Specialized approval tasks that can
be actioned by a customer via the
Customer Portal

Regular activities that can be
completed by an external supplier via
the External Supplier Portal
Automatic notification of the
progress of a request to stakeholders
and other interested parties
Management of service request
commitments through Service Level
Agreements

Application of Operation Level
Agreements and Underpinning
Contracts to tasks and approvals

Real-time access to potential
solutions via the Knowledge Bank
Seamless integration with Known
Error and Change Management
processes.

Key business benefits

Reduction in the volume and
severity of Problems and Known
Errors

Stable IT infrastructure
Improved business productivity
Knowledge base that continually
grows with lessons from past
experience

Full integration between Change,
Configuration and Problem
Management processes.

Key business benefits

Manages risk to stabilize and
protect the IT environment
Improves reliability and
responsiveness of IT services and
processes

Higher turnaround of Changes and
reduction of rework and duplicated
effort

Customer logs
request via portal

Attach business
group specification
to Request

Request for
Change in
infraEnterprise

Customer
Approval via
portal

L
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Auto notification
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Release Management facilitates the introduction
of software and hardware releases into managed
IT environments. It ensures minimal disruption to
the business when Changes are introduced.

infraEnterprise provides:

Predefined workflow processes to fast-track
the implementation of Release Management
Sophisticated workflow functionality for a high
level of control over Changes made to the
CMDB

All IT processes feed into and out of
Configuration Management. Careful management
of the configuration environment is required to
ensure cost and resource efficiency.

The Configuration Management process within
infraEnterprise maintains information about each
Configuration Item (Cl) and its relationship with
other Cls and services within the Configuration
Management Database (CMDB).

CMDB

The CMDB module in infraEnterprise is defined by
creating services (e.g. Internet, email, application
support). The services are then linked to other
entities such as the customers who use the
services, the configuration items that provide the
infrastructure for the services, or the contracts
that cover the services. These linkages make it
easy to view and understand the relationships
that impact and rely on services. Integration

with network management systems such as
Microsoft’'s Systems Management Server (SMS)
ensures that the CMDB is regularly updated and
has accurate configuration information available at
all times.

Integration with leading industry tools to cover
all processes associated with Release
Management

Smooth coordination of a major release of
hardware, software and associated
documentation.

Key business bhenefits

Improved productivity and service quality
Fewer and better planned releases

infraEnterprise provides:

A graphical representation of relationships and
dependencies between IT services and assets
within an enterprise

Quick identification of the potential cause of
issues through comprehensive impact
analysis

The ability to perform outage simulation
scenarios to identify single points of failure

as well as the assets and stakeholders that
will be impacted by an outage

Access to a fully-featured Service Catalog via
the main application and the customer portal
Control of CMDB updates through the Change
and Release Management processes

The ability to specify who can view and
update CMDB items and change periods when
updates are allowed

The ability to create a baseline or snapshot of
a particular configuration at a point in time
Versioning of a Cl throughout its lifecycle and
the ability to roll-back to a prior version if
necessary

The ability to define and track the availability
of Cls and services over given periods of time.

Key business benefits

Assists in financial planning through clear
identification of all assets

Visibility of software changes supports and
enhances Release Management

Ensures compliance with legal and
contractual obligations



Configuration Management continued...

Graphical view of the relationships and
dependencies between an enterprise’s IT
services and assets. An Outage Simulation
scenario is performed to identify single points
of failure and the assets and stakeholders that
will be impacted by an outage.
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Comparison of actual Availability
performance against expected/

Availability Management can have a
significant impact on the success and

reputation of an enterprise. Defining,
monitoring and reporting on the
Availability of its IT service management
processes will enable an enterprise to
consistently meet its business objectives
in a cost-effective manner.

infraEnterprise provides:

An option to set Availability targets
for critical items that need to be
tracked and reported

The ability to schedule outage
through Incident and Change
Management

contracted Availability

The ability to maintain Availability
data through easy-to-use screens
that are accessed directly from the
CMDB

Automatic notification when
Availability targets are under threat
Integration of Availability Change
periods with Change and Release
Management

Graphical representation of CMDB
outages to identify possible causes
of Incidents

Automatic outage creation based
on integration with network
monitoring tools.

Key business benefits

Reliable Availability of IT services
and processes

Cost effective provision of services
to meet business objectives
Frequency, duration and impact of
outages is reduced
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Service Level Management supports and improves
the quality of services through the creation and
management of formalized IT service
commitments. Levels of service are agreed upon
by the provider (internal or external) and the
receiver of the service.

Automating service agreements improves service
by ensuring full integration of agreements with
Incident and Problem logging in a common
event-driven system.

infraEnterprise provides:

A comprehensive Service Catalog listing all of
the services currently being provided

The application of Service Level Agreements,
Operational Level Agreements and
Underpinning Contracts across the full range
of ITIL service support and service delivery
processes

Service targets that can be customized to
meet your unique business needs

Integrated notification support for internal
escalation and breach of service alarms
Automated agreement identification when an
Incident is logged or details are updated
Real-time monitoring to track the progress of
calls and requests against Service Level
Agreements.

Key business benefits

Ability to track a report against service
commitments

Budget and resource efficiencies
Continuous improvement of service levels
Increased customer satisfaction

The Knowledge Bank in infraEnterprise provides support for Knowledge Management best practice

methodologies such as Knowledge Centered Support (KCS). It captures knowledge from a diverse range
of sources, including external sources, corporate procedures, manuals and calls to the service desk and
turns them into useable knowledge that can be rapidly disseminated across the enterprise, via the Web.

This reduces the load on a Service Desk by providing solutions to Service Desk staff and potentially
to the customer base, via a self-help portal. It also improves the efficiency of a Service Desk and adds
value to a customer’s business.

The flexible framework and architecture of infraEnterprise provide many uses beyond IT service
management. Our clients have also used infraEnterprise to support customer service, facilities
management and human resources functions.
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Asia Pacific

Phone: +61 2 8908 7100
Fax: +61 2 8908 7199
www.infra.com.au

Leading the way with best practice IT service management

Infra is a pioneer in the development of 100% web solutions for
automating IT service management processes in enterprises.

Since its establishment in 1991, Infra has built an international reputation for
innovation in technology, aligned with real-world business strategies. This
reputation is supported by a proven track record of implementation success
in global enterprises.

Infra’s 100% web solution is used by its blue-chip client base across a wide
range of industry sectors.

With regional head offices in North America, Australia and the UK, and a
worldwide network of partners and distributors, Infra consistently delivers
on-time and on-budget.

USA UK | Europe
Phone: +1 562 733 7500 Phone: +44 148 321 3200
Fax: +1 562 733 7501 Fax: +44 148 321 3201

www.infra-corp.com www.infra.co.uk
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