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Agenda

Digital Transformation with ServiceNow
Unified IT Services with ServiceNow
Making IT look easy with SolarWinds

Better together leads to service-aware
operations
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Legacy IT operations models do not support the “Must Have”
capabilities required for today’s digital business

Q 5 .

Lack insight into Manual creation Manual correlation
business services of performance of events to identify
and infrastructure benchmarks to service impact

relations detect issues and root cause

/AN S= "

Notification of Often siloed Manual remediation of
outages coming from management tools problems, informing
the customer and dashboards service owners,
and end-users
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The foundation for consumer-like services

“Must-Have” capabilities for today’s digital business

Digital business needs “Must-Have” Capabilities

E::'r:‘:;s Timely reaction to unexpected, unplanned business events

siivation Decision makers' instant business-state understanding
awdareness

i':;?g:;‘;;“e Real-time, self-service, unconstrained analytics

Stream Absorbing large volumes of data “on the move”
Analytics

Classic “tried-and-tested” IT approaches won’t work anymore!

Source: "“The 10 Habits of Customer-Centric Organizations in the Age of Digital Business”, Gartner 2017
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Your trusted, sirategic partner

Forbes' World's Most
Innovative Company

Gartner Magic Quadrant
for ITSM and IRM

Forrester Wave for SPM and ESM

servicenow | o] \\ A
. /7
AN

687% growth

$425M

$244M
sam  Seam TN
L

2009 2010 2011 2012 2013 2014 2015 2016 2017

Our customers

Global 2000 apps built renewal rate
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Your Federal Transformation agenda

VP of IT Initiatives

Unified IT Remove IT Align to a single

. department silos source of truth
Experience

\
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Automatically identify normal vs. abnormal

Service Management Operations Management
Service-oriented Infrastructure-oriented

i 5 Events & Alerts _-
Problem

Servers Storage

Discovered Cls
'__| A
m - =
Virtualization Network
010)e
Service
Catalog Decisions from ML/AI
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Unify IT Teams

Remove IT silos under a single cloud-based platform
Outcomes

servicenow

67 | Network CAB: 2018-08-31 10:30:00 - o ConsolldOTeS |T fools ACross

Ep——

services and operations

_cnge i iy —s ol Improves effectiveness through
single data model

Expedites CAB approvals with
service owners

CHOO000
Update [etc/network/interfaces to
include name servers 8.8.8.8 % ...

CHtonean
Change default router on unix201

IT Service Management—CAB Workbench
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Get visibility of your operations estate

Begin the journey to becoming a digital enterprise
Outcomes

] E Application
E a performance
= tools

Holistic visibility into cloud and
on-premises resources, DevOps
environments, applications,
and services

Data
Visibility of sources
your entire
operations
estate

|II||I® |§|
Event Infrastructure, o
sources On-premise APIs, cloud F o U n d q il o n

services
For AIOps for your business services

Compliance/Audit
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A single source of truth
Gain full visibility of your infrastructure and services

Ovutcomes

Get continuously optimized
view of services

Detect and remediate service drift
(e.g., a known change or an
unplanned change)

IT Operations Management—Service Mapping

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Prompt Team Resolution

Escalate and resolve critical service outages faster than ever
Outcomes

SErvICeNOW, sevie Management

Major Incident
INCOO1041S

Inbound email outage © [T siste o
< Cate SO0, In Progress

< ew Farm Resalve = ¢

02:23:42:35

Createc: 201508 10 15.36:24 « Assigned to: System Administrator « Priority: 1 - Criical ategory: Software

Delivers a single pane workbench
for IT fo make informed decisions

Provides status updates to service
Latest Activity Communication Tasks tvo. | Completed OWnerS Ond ConSU mers

Automatically documents processes
with post-incident review

Groups

60%

Reduction in time to solve
customer major incidents

IT Service Management—Major Incident Management
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A single source of truth
Gain full visibility of your infrastructure and services

Ovutcomes

juju-t34af7-7 »f)\ Vortical | Hornzontal Rad

Discover traditional and modern
IT resources in one place

Track and manage operational
state across on-premise and cloud

|ldentify service history and
relationships for prompt action

IT Operations Management—Service Mapping
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Improve availability
Fastest route from alerts to incidents to resolution

Outcomes

[ Tv—

Diagnoses and pinpoints issues

Speed incident resolution

Automates remediation steps

IT Operations Management—Alert Intelligence

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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6

How can | help you?

You can type your request below, or use the
button to ses everything that | can assist you
with

jUSE row

Pay Discrepancy

What type of pay discrepancy can |
help you with?

| expected a different amount than rny
payatub shows

My paystub and my direct depaosit are
different amounts

My deductions don't lnok right

Something else
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Your Federal Transformation agenda

VP of IT Initiatives

Proactive Improve service Establish
Service availability service level

. commitments
Delivery

\
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SolarWinds at a glance

Austin, TX headquarters
Herndon, VA federal office
30+ offices globally

Founded More than 2,400
in 1999 employees globally

#1 50+ Leader
in Network IT management in Remote Monitoring
Management? products and Management

150,000+ THWACK® registered members

9

P Rq 275,000+ 499 22,000+ > 450,000+ Every branch of the DoD,

customers in 190 of Fortune 500° MSPs serving and nearly every civilian
countries! organizations and intelligence agency
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The Orion® Platform

SERVER &
APPLICATION
MONITOR

STORAGE
RESOURCE
MONITOR

NETWORK
CONFIGURATION VIRTUALIZATION
MhNAGER MANAGER

o

NETWORK
PERFORMANCE
MONITOR

NETFLOW
TRAFFIC
ANALYZER

@@ ‘

.x\.

| __..-\/'\_ ]

®

. ORION® PLATFORM

=1

\ B )

SERVER
LOG MANAGER CONFIGURATION
FOR UH]GN MDNITDR

DATABASE
PERFORMANCE
ANAL\"ZEH

OD P

* Modular, extensible, unified, and scalable platform for a hybrid IT world

« Unified view from network to web performance metrics for faster root cause

identfification and troubleshooting

Centralized administration, access control, advanced alerting, and reporting

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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SolarWinds® enables service aware operations within ServiceNow®

Network and System Monitoring Service-Aware Operations Management

solarwinds © servicenow.

=

Events Open Update

Alerts Close

©2019S

erviceNow, Inc. All Rights Reserved. Confidential.
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Orion NOC View

NPM Summary

All Nodes managed by NPM | Hardware Health Overview

. ‘ Node Count 28

v .

High Errors & Discards Today

List of Switch Stacks

¥ ACSE

List of all VLANs

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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AppStack Dashboard

APPSTACK ENVIRONMENT

Narrow your Environment

[=] STATUS (ALL)
+ @ Doun
¢ @ Critical
#| A Warning
Unknown
6 Unreachable
Ld Up
#| & External

[=] DISPLAY NAME (ALL)

[=] APPLICATIONS (APPLICATION)
Microsoft 115
Windows Scheduled Tasks
Internet Information Service (11S) Services
and Counters
Show more:

+ Add Filter Properties

APPLY FILTER Clear Al

«

(]
(38)
(42)

5]
I5)
(2870)
2)

Eh Expand All Bh Collapse All B Show Names

Status (All): Down X Critical @ Warning » Up X External X

@ Wondering where this AppStack data comes from?

) OVERVIEW: 2760
Select an object below to see what it is refated to
* total objects

APPLICATIONS (57

Default 5QL Instance on lab-dem-sql.demo.lab |!

Sy App is Critica I

Server Status: B ServerisUp

DATABASE INSTANCES (25) CPU 375
Load:

o o o o o o o o Memory Used:  15%
Components with Problems:
[}y Al Databases
=" Average Read Latency (yaf)
iy Average Read Latency (dnn)

Average Read Latency
{AdventureWorks2012)

Average Read Latency
(ReportServerTempDB)

7 more components with problems

(7 W~
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SolarWinds Intelligent Alerts

Manage Alerts

All Alerts created for your environment are listed in the grid below.

ALERT MANAGER ACTION MANAGER

GROUP BY:

Object Type H

All (354)

Access Port (1)

All Polling Engines (8)

Applnsight for Exchange: Database (3)
Applnsight for Exchange: Database Copy (2)
Applnsight for Exchange: Mailbox (1)
Applnsight for Exchange: Replication Status
Applnsight for IIS: Application Pool (1)
Applnsight for I15: Request (1)

Applnsight for I1S: Site (1)

Applnsight for SQL: Database File (2)
Application (2)

Auditing Event (4)

Component (3)

Discovery Log (2)

F5 Device (1)

F5 GTM Service (1)

F5 Health Monitor (1)

e ODRREOODODODODOOOOOOEOE @ O

(¥) ADD NEW ALERT | o~

Alert Name -
Alert me when the region's failed call percentage is over 25% within the last 30 minutes OFF
Alert me when the region's jitter is over 50 within the last 30 minutes OFF
Alert me when the region's latency is over 150 within the last 30 minutes OFF
Alert me when the region's MOS5 is under 3.5 within the last 30 minutes OFF
Alert me when the region's packet loss is over 5 within the last 30 minutes

Alert me when there is a IP Address Conflict based on MAC address.

Alert me when virtual IP address is not Up.

Alert me when virtual server is not up

Alert me when volume has |ess than 60 days of capacity left

Alert me when watch list item becomes active

AP has more than 10 clients

AP has more than 10 clients

AP has more than 10 clients

Appinsight for Exchange: Alert me when a replication status check fails

Appinsight for Exchange: Alert me when mailbox database file is low on space

Applnsight for Exchange: Alert me when mailbox database is in warning or critical state

@) | Page 6 of 18| () (¥ | £ | NUMBER OF ITEMS PER PAGE: 20

| @ ENABLEMISABLE~ | [ir ASSIGN ACTION~ | E. EXPORT

Enabled (On/Off)

Displaying items 101 - 120 of 354

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Your Federal Transformation agenda

VP of IT Initiatives

Real-Time Focus teams |dentify IT trends

Decision on prompf and impact on
Making resolution service delivery

\
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S S %\ = (£
R U SN R

Identify Impact

Automate
Routing

o)
§@ W&

Notification

Manual
Recovery

Incident Email
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Establish Intelligent Alert Automated
Centralized CMDB Aggregation Remediation

Discover Infrastructure Informed Incident Single View across IT
and Business Services Response Services and Operations

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CMDB and Discovery benefits

« Complete visibility of assets and « Ability to populate CMDB » Reliable CMDB to identify correct
underlying running applications automatically to reduce manual owner for incidents and problem
- Identify relationships needed intervention and to improve escalation and to manage
to support hardware asset accuracy, completeness and vendors’ SLA

management life-cycle compliance of CDMB data - Prioritise incident response based

on impact to business service

Security Operation Process Improvement End User Service

+ Ability to identify software + Single source of truth to improve » Optimise software investment by
vulnerabilities and associated impact and root cause analysis proactively managing software
assets to shorten remediation . Ability to detect unplanned/ license compliance and reclaim

turnaround time ad-hoc changes unused software

* Prioritize vulnerability response
based on impact to business service

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Configuring ServiceNow Connector for ServiceNow

* |dentify both Request Event
ITSM/ITOM and Management
monitoring team Plugin

stakeholders
Deploy MID Server

Follow ITOM
Guided Setup

* |dentify goals

Create SolarWinds
credentials for
integration

 Create new
Connector
Instance

« Assign MID Server

« Test Connection

Test events
Confirm Cl
binding
Confirm
event rule

OOB Event Rules
or custom

Create Alert
Management
Action

Task routing logic

Change/mute
alerts

Service Mapping
Auto remediation
Change integration

CMDB updates

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Receive Events

Events
Cl Binding
Event Rules

Alert Management

servicenow
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Update  Create EvertRule | Delete

Related Links

vz |
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o oo  Update  CresteEvent
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Fage Sples/8xtch Request

Solarwinds S8CE]

2019.03-27 15:0502
Arocessad
Alpti01Es8

Lomponesyt Pape Splits/Batch Jugoes or Application NSSCLSERVER on Nude ip-172-31- 1622 15 Warning

{ Postname " ECZANAZHIRAPIL  retworkiodeld*:* 2 vwhventid *: ' 158" toon *: 'Hadvield", netObjectic

Eincirg 2lert Ci peacass flaw:

Node is 17 address

Event O type Is cmpty

Na retated Ol Faund far Dinding, shert Cwill e Bound 12 rode (id); sSba S0 bobe 000fesaci20a96190:
Einc to 2sta50E0dbeorTDcEac22 961500

Event ruke applice: Sroup status 1

TZILV NetObject Type " "AM* teverit lype s 5000

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.




servicenow federal summit

Digital Transformation
The foundation for consumer-like services

2

.‘_
@.
&

: &
1 @e

IT Events

Alert Correlation
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Next steps
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Velocity with the ServiceNow Platform
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Customer example
Media and entertainment

(19
Resulis With ServiceNow, we get seamless integration

between event management and the CMDB,
as well as with ServiceNow's ITSM processes.
o o That's critical for our operations teams—with
. PI’IOI’ITIZQ incidents, assign incidents any other event management vendor, we

fo the ight person or group would have to build all of those integrations

« Proactive approach to service outages— from scratch.

know about issues right away
Director of Service Management 9 9 7

Reduction in
event noise

 Reduced more than 120,000 events per
week to less than 1,000 incidents
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servicenow.

Phone
Email
Website

GSA partnere

Linkedin?

38

servicenow \ Meriﬂa;a’ \\ ‘ A
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o
solarwinds 7

877.946.3751
federalsales@solarwinds.com
www.solarwinds.com/federal

solarwinds@dlt.com

www linkedin.com/company/solarwinds-government
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Thank you

Contact information here if needed




