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Preface

Our goal is not to make you

an expert on managing I'T
infrastructure, but to make you and
your peers think in a different way
about some of your decisions. If our
guidance starts a discussion in your
team that results in you avoiding
one big mistake, then we have
achieved our goal.




I: IT and the Business

Section
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Section |
IT and the Business

At the start of the dot-com era,
people predicted that someday

all businesses would become
“e-businesses.” That time is

now. Strong alignment between
business and IT is more important
than ever. The key to success is
communication of shared goals in
a common language.




Section I: IT and the Business
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1

IT Operations tools are a business
solution. They are not “toys for IT.”
Justify investment based on business
benefits, not benefits for IT.

2

Using an IT monitoring solution

proactively can create a competitive
advantage in the marketplace by
improving quality of service.
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Manage risk proactively.
A major I'T outage can
hurt your company

reputation, bottom line,

and even the stock price.
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Section ||
People

People are the core of any IT
monitoring solution. Without a
capable and motivated team in
place, you will inevitably fail at

keeping your infrastructure running
and your business customers
satisfied. Automating routine tasks
keeps people engaged and focused
on value-added activities.




Section II: People

17

Focus your ops team on the
important, not just the urgent.

18

Hire the best people, train them

well, equip them with the best tools.
They are the first line for incident
detection and resolution.
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19

The head of

Infrastructure and
Operations now plays
a key, strategic role in

the business. This is no

longer a cost center.
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Section |l

Process

Given the complexity of modern
IT infrastructures, organizations
need robust processes to
maintain service levels at
agreed-upon levels. While some
larger companies may embrace
the richness of ITIL v3, others
can get by with documenting
their own best practices and
following them consistently.




Section III: Process

34

Consistency counts. A poorly
performing infrastructure
can be worse than one that is
completely broken.

35

Monitor IT holistically—
include network, storage,
servers, applications, and

end-user experience.
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36

You must build in

and fund monitoring
with new applications.
Adding it on will not
work. This is a

key part of the

development process.




Section IX: Getting Started
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Secfion X
Getting Started

If you are reading this book, you

are on the right path to improving
your IT Operations. Choose one or
two ideas from this book that seem
achievable, and get them done. Track
the return on your investments.
Rinse and repeat.

19




Section IX: Getting Started

122

Event and performance management
only has value if it leads to action.

123

Continuing with your status quo
monitoring will likely fail because
of the significant structural changes
happening in the IT industry.
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Manage infrastructure

holistically. Combine
fault, performance,
configuration, and IT

process automation.




Section IX: Getting Started

140

Consolidation is

a process. Aim for

a single central
console and enjoy

the incremental cost
savings as you reduce

duplication of effort.
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Getting “#IT OPERATIONS MANAGEMENT tweet Booko1”
(http://happyabout.com/thinkaha/itoperationsmanagement.php)

“#IT OPERATIONS MANAGEMENT tweet Booko1” can be purchased as an
eBook for $14.95 or tradebook for $19.95 at

http://happyabout.com/thinkaha/itoperationsmanagement.php or

at other online and physical book stores.

Please contact us for quantity discounts sales@happyabout.info or to be

informed about upcoming titles bookupdate@happyabout.info or phone
(408-257-3000).
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