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Avery Island Technologies, LLC (AIT) provides consulting and implementation
services that will improve the efficiency and effectiveness of IT Service Management
(ITSM) within your organization.

Your IT department is required to provide critical IT services to your company’s
internal and external user community. This user community demands high-availability
and continuous improvement in the quality of these IT services all while mandating a
reduction in the overall cost. The key to meeting these challenges is effective, business-
focused IT Service Management that delivers verifiable improvements to the
organization based on real business metrics.

Identify -> Monitor -> Actively Manage

AIT’s history with near-real-time Information Management produced a core strategy:
Identify—>Monitor—>Actively Manage. When applied to IT Service
Management the strategy dictates that you must: Identify the critical services provided
by the IT department and the assets and processes used to provide these services,
Monitor these critical assets and processes collecting information concerning perfor-
mance, quality, availability and costs,
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IT Service Management
Active Management occurs when the IT department proactively anticipates and
Technology responds to situations which impact its delivery of critical services. This requires an
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event-responsive strategy and infrastructure able to monitor the various factors that can
threaten or impact proper operation, correlate these factors into a common logical event
stream and provide the appropriate policy-based response in near-real-time.

The core-capabilities for effective IT Service Management are typically provided via
the proper configuration and customization of commercial off-the-shelf products that
address the required ITSM disciplines.

The AIT Metholodogy

While AIT can provide our technical

and project management resources to
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in the process where we can apply our

proven results-focused, management-verifiable, three-tier methodology for the
successful implementation of an ITSM program.

The first step toward an effective IT Service Management program is to perform a
preliminary Review phase of the business and technical objectives to ensure proper
alignment of the entire project team to your objectives.

The Assessment phase identifies the current state and establishes the desired future
state. The first component of this assessment involves obtaining an understanding of
the current status of ITSM within the organization. This includes identifying the
critical IT Services that the IT department must deliver to the user community and
correlating the appropriate IT assets to each service. At this point an exercise is
performed to determine the monitoring requirements for Operations to ensure the IT
Service meets the desired availability. Next an analysis is performed to determine the
Key Performance Indicators (KPIs) that are necessary to ensure that accurate
availability and the associated costs are measurable. With the previous items defined, it
is now possible to implement a solution to actively manage the IT services and identify
gaps in capabilities that could be addressed by adopting new processes or enhancing
existing processes.

AIT focuses on the following core ITSM disciplines to enable an organization to better
identify, monitor and therefore actively manage IT Services:

1) Incident, Problem & Request Management;

2) Network, System & Application Management;
3) IT Asset Management;

4) Change and Configuration Management.

The assessment phase is followed by a Phased Implementation developed to
implement the overall project in small, incremental phases that may be verified against
the KPlIs identified in the assessment phase.
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