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imagination at work

itSM - about GE Consumer & Industrial

About us...
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About GE Consumer & Industrial
Lighting, Appliances, Supply and Industrial = $14blin

65,000+ employees
1,650 IT employees
1,800 applications, 112 business critical

1,850 servers, 90 storage systems

31,000 desktop PCs

300 locations with IT infrastructure

First Steps & Challenges

ItSM

kick off
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First Steps & Challenges

Phased Approach
GAP Analysis completed with EMC, Q4 ‘04

ITIL Pilot rollout commenced 2/14.

GE Consumer & Industrial
ISC Evaluation Combined Overall Scores
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6 months to “buy” e2e executive support

6 months to implement in infrastructure

First Steps & Challenges

Training Approach

* 500 people get internal foundations training

* L1 & 2 process leads - practitioner certificate
(HP)

10 itSM management certificates by Q3’04 (HP)

“booklets” on itSM VALUES and ACTIONS
1 month to certify 20 people in foundations

3 months to train 500 people
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ItSM — how to make It actionable?

ItSM

the Team
storage pilot

6 sigma
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ItSM — how to make it actionable?

February March April May June July

Project

- Project Management
Planning ! 9

Incident Management

Problem Management

Project-Wrap-Up

all processes in parallel - pilot in storage

design technology independent

I O

ItSM — how to make it actionable?

‘GHYHCR S DQG IP SCHP HOWDQ DYDICDEIOW\ P DQDJHP HQW SURJUDP 59 524725338 92:25338
Dwljq Vwwdjh DydldeBs P dgdjhp hawurd dgg thvsrgve B 59 524725338 524825338
Ghilyh Viwdh Dydlde B P dgdihp hawsrdfhv, 69 524925338 524;25338
Ghilgh VR [ frp sddgfh dfvlykihv iruvwrudjh Dydlde s P dgdjhp hqw 79 525425338 525725338
FREW fubiud 4g 52545338 525425338
Vhiah dffvy sk viEdoddg o ¥dg 49 525525338 525525338
GIdwhuthfryhy 4g 525625338 525625338
Fkdajh P dgdihp haw 4g 525725338| 525725338
Ghvinp Bh Vrudjh Dydltle | P dadjhp hqwitxihp haqw 439 525825338| 624325338
Ghump bh vwdjh dydlde il ghvlig 8g 624425338 624:25338

Ghihp bh vwandjh thfryhude i ghvlig 8g 624;25338 625725338
Ighqudi| Vwrudjh Dydldedd P dgdjhp hgwvhixuid Ivxhv 69 625825338 625<25338
Ghshup bh vendjh p dbphodafh surfhgahy g 626325338 72:25338
Ghibh Vwudjh Dydldeldd P dgdihp hawihsuw wkdwohhg we eh jhahudng 69 72;25338 724525338
phowti| p raleiyi dgg ddudy] thtxihp haw 8g 724625338 724<25338

ghoti| wror vkdwz Imeh xvhg w p rqleudgg ddwwhavih vkhih ¥ d p raled sufhvvw & dvk vkh z dkhug, | 439 725325338 82625338
Ghiljh Vidjh Dydlie i P dgdjhp hqwsiw 8g 82725338 824325338
Ighaudi| vhwvihgdurv dgg v| whp v byrghg 8g 82725338 824325338
UraniVandjh Dydlde i P dadihp haw 489 82445338 826425338
Ip sdp hqwVwrudjh Dydlhe 34 P dgdjhp hqwShrw 8g 824425338 824:25338
Uhyhz v dgg dgnevwgdsd jdvkhuj dag thsrurjhghudirg dv ghhghg 8g 824;25338 825725338
Ixouranaw dowedih v|whp v 8g 825825338 826425338
Ip sdp hqwVwrudjh Dydlhe By P dgdjhp hqwp rqlayj dgg thsrudyj 8g. 92425338 92:25338
P IGHVWR QH=DydIsle 3 P dqdjhp hawsujuip b sdwp havhg 39 92:25338| 92:25338
GHOHUDEGH=Dydlie i P dqdjhp hqwurdw dqg thvsrqve 39 92:25338 92:25338
GHOYHUDECH=Dydtde Hd P dgdjhp hqwsrdfhvdqg surfhwwhv 3g 92:25338  92:25338
GHOVHUDEGH= Viudjh dyd e i ghvljq 39 92:25338 92:25338
GHOIYHUD] Vwrudjh thfrymdedd ghvljg 3g 92:25338 | 92:25338
GHOYHUDECH= Vwrudjh p dvhgdgfh surfhgpahv 3g 92:25338  92:25338
GHOYHUDEGH=Dydlie 134 P dgdjhp hqwp rolerj dag thsrur] 39 92:25338| 92:25338

example — availability mgmt roadmap
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DEVELOP AND IMPLEMENT AN AVAILABILITY MANAGEMENT PROGRAM

Assign Storage roles and r
Define Storage Awailability Management policies

Define SOX compliance activities for Storage Availability Management

COBIT criteria
Secure access (physical and logical)

Disaster recovery

Change Management

Determine Storage Awailability Management requirements

Determine storage availability design

Determine storage recoverability design

Identify Storage Availability Management security issues

Determine storage maintenance procedures

Define Storage Awailability Management reports that need to be generated
Identify monitoring and alerting requirements

Identify tools that will be used to monitor and alert (ensure there is a monitoring process to “watch the watche 10d

Define Storage Awailability Management Pilot
Identify test scenarios and systems involved

Rollout Storage Awailability Management

Implement Storage Availability Management Pilot

Review results and adjust data gathering and report generation as needed
Full rollout to all storage systems

Implement Storage Availability Management monitoring and reporting
MILESTONE: Availability Management program implemented
DELIVERABLE: Availability Management roles and responsibilities
DELIVERABLE: Availability Management policies and processes
DELIVERABLE: Storage availability design

DELIVERABLE: Storage recowerability design

DELIVERABLE: Storage maintenance procedures

DELIVERABLE: Auailability Management monitoring and reporting

5d
15d

2005.02.14
2005.02.14
2005.02.16
2005.02.21
2005.02.21
2005.02.22
2005.02.23
2005.02.24.
2005.02.25
2005.03.11
2005.03.18
2005.03.25
2005.03.30
2005.04.08
2005.04.13
2005.04.20
2005.05.04.
2005.05.04
2005.05.11
2005.05.11
2005.05.18,
2005.05.25
2005.06.01
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07,

ItSM — how to make it actionable?

2005.06.07
2005.02.15
2005.02.18
2005.02.24
2005.02.21
2005.02.22
2005.02.23
2005.02.24
2005.03.10
2005.03.17
2005.03.24
2005.03.29
2005.04.07
2005.04.12
2005.04.19
2005.05.03
2005.05.10
2005.05.10
2005.05.31
2005.05.17
2005.05.24
2005.05.31
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07

existing processes — how compliant are they?

Assign * Availability Management roles and responsibilities
Define * Availability Management policies

Define SOX activities for *

COBIT criteria

Secure access (physical and logical)

Disaster recovery

Change Management

Determine * Availability Management requirements

Determine * availability design

Determine * recoverability design

Identify * Availability Management security issues

Determine * maintenance procedures

Define * Availability Management reports that need to be generated
Identify monitoring and alerting requirements

Identify tools that wil be used to monitor and alert (ensure there is a monitoring process to “watch the watche 10d

Define * Availability Management Pilot
Identify test scenarios and systems involved

Rollout * Availability Management

Implement * Availability Management Pilot

Review results and adjust data gathering and report generation as needed
Full rollout to all * systems

Implement * Availability Management monitoring and reporting
MILESTONE: Availability Management program implemented
DELIVERABLE: Awailability Management roles and responsibilities
DELIVERABLE: Awailability Management policies and processes
DELIVERABLE: * availability design

DELIVERABLE: * recoverability design

DELIVERABLE: * maintenance procedures

DELIVERABLE: Awailability Management monitoring and reporting

5d
5d
15d

2005.02.14,
2005.02.14
2005.02.16
2005.02.21
2005.02.21
2005.02.22,
2005.02.23
2005.02.24
2005.02.25,
2005.03.11
2005.03.18
2005.03.25
2005.03.30
2005.04.08,
2005.04.13
2005.04.20
2005.05.04,
2005.05.04
2005.05.11
2005.05.11
2005.05.18
2005.05.25,
2005.06.01
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07

ItSM — how to make it actionable?

DEVELOP AND IMPLEMENT AN AVAILABILITY MANAGEMENT PROGRAM

2005.06.07
2005.02.15
2005.02.18
2005.02.24
2005.02.21
2005.02.22
2005.02.23
2005.02.24
2005.03.10
2005.03.17
2005.03.24
2005.03.29
2005.04.07
2005.04.12
2005.04.19
2005.05.03
2005.05.10
2005.05.10
2005.05.31
2005.05.17
2005.05.24
2005.05.31
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07
2005.06.07

When is the process mature enough

to be applied across entire infrastructure?

imagination at work
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corporate relationship

ItSM

corporate

itSM — corporate relationship

need to synchornize with corporate itSM process
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corporate drives tools standardization

provides device management services

GE imagination at work
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guestions & answers

ItSM

g&a
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