IT organizations face many obstacles

ensuring operations and costs are
aligned with the needs of the
organization. Perot Systems Service
Management Services use proven
methodologies, best practices, and
proprietary management tools to
provide IT organizations with a
formalized management process to
assess the effectiveness of their
operations. Our Service Management
Services ensure alignment with the
business strategy and provide

a sustainable roadmap for ongoing

operations and cost containment.

PEROT SYSTEMS® Service Management
Services include:

¢ IT Consulting Services
- Assessment of Existing Practices
- Remediation/Realignment of Priorities
- Operation Support Processes

* OPAS (Operational Process
Applications Suite)—Perot Systems’
Proprietary Service Management Tool

* Proven Service Delivery and
Support Processes
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Service Management Services

Managing Technology Has Never Been More Complex

Managing IT operations has become a very complex business. For most companies,
managing the growing number of new and legacy technologies, networking and
computing components, personal computers, and appliances has become over-
whelming. Often, this complexity results in frequent service disruptions, delays,
and unsatisfied users because IT departments cannot proactively manage the
requirements of the enterprise. Technology is evolving, but shrinking IT budgets,
unpredictable legacy equipment, lack of standardization, loosely integrated
systems resulting from mergers and acquisitions, and not to mention increased
scrutiny and expectations from business leaders, is forcing IT organizations to
find proven methods to improve quality while controlling costs.

Service Management Aligns Technology Operations with Business Needs

Perot Systems Service Management Services help customers ensure their IT
organizations are aligned to meet the needs of the business. After all, the job of IT
is to support the operations and growth of the business. Perot Systems’ long history
of managing IT operations for many of the world’s largest companies has led to

the development of a proven service management solution which has helped our
customers realize the true benefits of their IT infrastructure.

Developing, Implementing, and Supporting the Plan Ensures Success

To help customers identify and establish an effective management system based

on their business requirements, Perot Systems first conducts an assessment. Our teams
work closely with key business and IT stakeholders to understand business drivers.
This allows us to get an accurate accounting of the current state of operations and the
expectations of business leaders to develop a roadmap to improve service and align-
ment with the business.

The solution typically contains initiatives such as process re-engineering,
organizational alignment and optimization, service management tool implementation,
and leadership and skills improvements. Our solutions include the implementation
and operational support of Perot Systems-developed operational processes. Based on
the Information Technology Infrastructure Library (ITIL) standard, these processes
embody our best practices, developed for multiple accounts across multiple industries.

Organizational alignment and accountability with these processes is then achieved by
implementing our proprietary service management tool, OPAS (Operational Process
Applications Suite). Developed specifically to support service management processes
for large and/or complex IT organizations, OPAS provides incident, problem, change,
request, and configuration management across the spectrum of IT operational areas
such as server support, operations, security and administration, network support, and
disaster recovery.



PEROT SYSTEMS WILL DESIGN, IMPLEMENT, OR MANAGE A SERVICE MANAGEMENT
SOLUTION THAT ALIGNS YOUR IT ORGANIZATION WITH THE NEEDS OF YOUR BUSINESS.
OUR EXPERIENCE AS A LEADING TECHNOLOGY AND SYSTEMS INTEGRATOR MEANS YOU
GET THE RESULTS YOU NEED AT A PRICE YOU CAN AFFORD.

Perot Systems Service Management Services Includes: Benefits of Perot Systems Service Management Services:
e Assessment Services—Experienced service * Service Management provides the IT organization
management teams work with key business and and executive management with a comprehensive
IT stakeholders to understand business drivers and view into IT operations

to develop and improve an ongoing support plan * Service Management practices typically lead to

* Improvement Planning—Improvement plans are lower management costs and improved quality
developed to ensure IT is aligned with the needs of of service to users through consistent responses
the business while balancing the IT organization’s and continuous improvements
ability to adopt change e Customers benefit from Perot Systems’ years

* Ongoing Operational Support—Perot Systems of experience managing complex, worldwide
will manage ongoing support providing continu- IT operations

ous process improvement * OPAS was developed to meet the needs of

* OPAS (Operational Process Application Suite)— growing IT operations

OPAS was developed specifically to support « OPAS is delivered via an ASP model to

service management processes for large and/or minimize expense and maximize ease of use

complex IT organizations to provide integrated and implementation

incident, problem, change, request, and configura-

. * Perot Systems’ customer-proven methodologies
tion management across the spectrum of IT

and processes are based on globally-accepted

operational areas such as technical support,
ITIL standards

operations, security and administration, network

support, and disaster recovery

For more information about our Service Management
Services or other solutions for your business or
organization, contact your Perot Systems account
representative or call +1 888 31 PEROT.
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