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«If you can’t measure it, you can’t improve it.»

Peter Drucker



Agenda

1. Die Mobiliar – Facts & Figures

2. Monitoring Model – What monitoring and aviation have in common

3. Dashboard – Centralized control due to a global perspective

4. Measurable Benefits – Reduced MTTR and less Major Incidents

5. Business Value Dashboard – Integrating Efficiently for the Business
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Die Mobiliar

Switzerland’s most personal insurer

• founded 1826

• legal form of a cooperative association (mutual 

company). 

• Switzerland’s number one insurer of household 

items, business and pure risk life insurance. 

• close to customers throughout the country thanks 

to around 80 general agencies at 160 locations.

• over 1.7 million insured persons or firms.

• over 4,600 employees and 300 trainees.
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13x  continuously 2003-2015



Die Mobiliar

Reputation in comparison to competition
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Source: GfK Business Reflector 2015 

Die Mobiliar

C1

C2C3

C4

Rational appreciation Sustainability Emotional appreciation



Die Mobiliar

Deploy and Run innovative technologies for efficient business processes

• Systems: iOS, Linux, Windows and z/OS

• 5000 Servers, 5000 Notebooks, 1800 iPhones, 

300 iPads

• DBMS: Oracle, DB2, IMS, MS SQL Server, Neo4j

• Standard-SW (ArcGIS, SAP, BO, Siebel, COR Life 

etc.) 

• Many home-grown applications
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«The most important thing in communication is 

hearing what isn’t said.»

Peter Drucker



Monitoring Model

Monitoring layers, an aviation analogy
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Monitoring Model

Monitoring layers, an aviation analogy
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Monitoring Model

Monitoring layers, an aviation analogy
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Monitoring Model

Monitoring layers, an aviation analogy
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Monitoring Model

Monitoring Reference Architecture
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«Plans are only good intentions unless they 

immediately degenerate into hard work.»

Peter Drucker
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Dashboard

Tracking & Control from Operations Bridge



Measurable Benefits

Increase in monitoring tickets
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Measurable Benefits

Decrease in average routing rate for monitoring tickets
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Includes releases
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Measurable Benefits

Decrease in Mean-Time-to-Repair (MTTR) of monitoring tickets
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Includes releases
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«Management is doing things right; leadership is 

doing the right things.»

Peter Drucker



Business Value Dashboard

Monitoring Reference Architecture
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Business Value Dashboard

Rollout plan
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Tasks Jan Feb Mar Apr May

Requirements

Training

Installation + Configuration

Development Dashboard

Testing Feedback

Go-Live [Management]

Consolidation

Go-Live [@all]



Business Value Dashboard

Sources
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Business Value Dashboard

Result
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Business Value Dashboard

Stakeholders
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IT operations
corporate 

communications

corporate 
development

brand 
management

?Developers



Thank you for your attention!
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For any questions or comments, 

feel free to contact me:

daniel.boschbach@mobi.ch



BSS – Beiersdorf Shared Services

EVENT MANAGEMENT 2.0
QUALIFIED INCIDENTS BY CMDB BASED EVENT CORRELATION

27.09.2016, Thomas Kresalek



AGENDA

1. Introduction

2. Starting Position

3. Event Management 2.0

4. Effort & Benefit
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BSS – Beiersdorf Shared Services

1. INTRODUCTION



BEIERSDORF

“We are Skin Care.”
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More than

150 affiliates

More than 130 years of 

competence in research and 

development Over 17,000
employees worldwide

Founded in 

1882 in Hamburg 

DAX-listed

since 2008

€6.686 billion 

Group sales in 2015

Strong Brands:



BSS

We are strategic partners for Beiersdorf for IT and Accounting –

the nerve center connecting employees worldwide.
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100%-owned

affiliate of

Beiersdorf AG

1,9 petabytes

in 2 data centers

Processing 1.138.000
Accounts Payable documents 

for 33.000 vendors

Work on more than 250
projects a year

More than 400
people worldwide

Founded in 2003

Connecting 290
locations and managing

21,000 user rights

Full Service Accounting

for 41 affiliates



ABOUT ME
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Thomas Kresalek (M.Sc.)

Manager IT Service Processes

Beiersdorf Shared Services

Responsible for ITSM Processes & HPE Tools:

 Project and Portfolio Management

 Service Manager, Asset Manager

 Universal CMDB, Connect-IT

 Operations Bridge
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2. STARTING POSITION



CHALLENGES

• Plenty of different Monitoring Tools 

• By technical Level

• Without logical grouping

• duplicates

• One outage, numerous automatic events

• Structured usage of event handling within ITSM Processes

• Finding the root cause

• Inform all relevant people



MONITORING TOWER
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Network

Hardware

Virtualization

Applications

Business Services

HPE NNMi

HPE SIM, VMWare vCenter

VMWare vCenter

SAP Solution Manager, SQL Server, 

SAP Batchman, MS SCOM, …

Operating System MS SCOM, Nagios



ACTUAL LOGIC
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IT SM Tools

Service 

Manager

CMDB

Monitoring Tools

HPE 
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MS 

SCOM

HPE 

NNM
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vCenter



AMOUNT OF AUTOMATIC INCIDENTS P.M.

Teams NNM SCOM Grand Total

Monitoring 93 42 135

Network 22 22

Storage & Backup 168 168

Database 60 60

Infrastructure Application 40 40

Clients 73 73

Server 416 416

Unified Communication 332 332

SAP Infrastructure 13 13

Grand Total 115 1144 1259
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Start of project

• 1259 automatic Incidents

• 50% Symptoms

Necessary per incident:

• Analysis &

• Documentation



BSS – Beiersdorf Shared Services

3. EVENT MANAGEMENT 2.0



IDEA

• Automatic Correlation of Events

• Automatic Root Cause Analysis

• Automatic Incident Creation



CONCEPT – BLACKBOX CORRELATION
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PREREQUISITE

• Well maintained CMDB & techn. Discovery

• Defined correlation rules

• Events (Positive & Negative; e.g.: Node Up - Node Down)

• Correct representation of technical situation
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REQUIREMENTS

• Based on CMDB Knowledge

• Automatic root cause analysis

• Determine affected Service(s) 

• Incident Creation

• Rule-based automatic forwarding to incident process

• Document updates to existing incidents

• Source systems controls

• Filtering of events

• Criticality of events

• Define failover groups
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USE CASES

1. Duplicates

2. Site not reachable (WAN Carrier)

3. Blackout (some devices with UPS)

4. Network outage (Some devices / subnets)

5. Server outage
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USE CASE: DUPLICATES

• Automatic recognition of doubled alerts

• Creation of only one incident

• Publish updates
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USE CASE: SITE NOT REACHABLE
Trigger: Outage of redundant WAN Carrier

• Symptoms

• Depending Server,

• Depending Applications

• Correlation of rootcause event

• Information for depending teams
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LIS

SYD

SHA

…

PAR

HAM



USE CASE: BLACKOUT

Trigger: Some Devices (without UPS) of a Site are down

percentage outage

Symptoms:

• Depending Server

• Depending Applications

Reporting outages / degradations
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USE CASE: NETWORK OUTAGE

Trigger: Network device is down

Symptoms:

• ESX Host not reachable

• VMs not reachable

• Applications not reachable

19.10.2016 | Page 51
BSS – Beiersdorf Shared Services



USE CASE: SERVER OUTAGE

Trigger: Hardware Server is down

Symptoms:

• ESX Host not reachable

• VMs down

• Applications down / not available

(IIS, Exchange, Lync, AD, SQL, etc.)

• Depending Applications down / or degraded
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FURTHER USE CASES

• Disk full – degraded server functionality

• Database outage – Applications not working, jobs aborted

• Web server down – Website not available

• AD disturbed – logon not possible

• …
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3. EFFORT & BENEFIT



BENEFIT

 Less automatic incidents

 20% duplicates / 30% symptoms 

 Reduced time for analysis & documentation of incidents

 Focussing root causes

 6x less IT Staff disturbed at night

 Faster recovery of systems at outage
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Effort in Hours Analysis Documentation Total

# 1259 0,12 0,03 0,15

Duplicates 20% 251 0 8,4 8,4

Symptoms 30% 377 44 12,6 56,6

Total 50% 628 44 21 65

Priceless!

SAVED 6000 €

SAVED 7150 €



EFFORT & BENEFIT (5 YEARS)
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Effort/Benefit 1.Year* 2.Year 3.Year 4.Year 5.Year

Licenses (300T€) - 60,000 € - 60,000 € - 60,000 € - 60,000 € - 60,000 €

Maintenance(10%) - 30,000 € - 30,000 € - 30,000 € - 30,000 € - 30,000 €

Server Operation - 21,000 € - 21,000 € - 21,000 € - 21,000 € - 21,000 €

Initial Project - 20,000 €

Reduced MTTR 78,650 € 85,800 € 85,800 € 85,800 € 85,800 €

Outage during

Night
66,000 € 72,000 € 72,000 € 72,000 € 72,000 €

Total 13,650 € 46,800 € 46,800 € 46,800 € 46,800 €

Effort/Benefit

Licenses (300T€)

Maintenance (10%)

Server Operation

Initial Project

Reduced MTTR

Outage during Night

After 6th Year: 106,800 € permanent saving

* Duration of initial project: 1 Month



NEXT STEPS

 Step by step approach

 Infrastructure ( Backup, Storage, vCenter) 

 Applications (Active Directory, Exchange, Skype )

 Business Applications ( SAP, Business Intelligence )
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THANK YOU FOR 

YOUR ATTENTION!



Discover 2016 London 
- Excel London

– In today's idea economy, success favors enterprises that can 
reinvent to outpace the competition. Discover 2016 can put your 
enterprise in the lead. Come to the intersection of digital 
transformation, technology and ideas. Accelerate what's next for 
your business.

– Join more than 10,000 IT executives, architects, engineers, 
partners and innovators from around the globe. Accelerate your 
unique digital transformation journey. Explore how to deliver 
seamless experiences, harness data, mitigate risk, boost agility 
and enable workforce productivity.

– Dive into Discover 2016.

Register Now and receive your member discount
hpe.com/discover



Discover 2016 London    29, November – 1, December 



Thank you

• Complete the short survey and opt-in for more information from 
Hewlett Packard Enterprise.
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