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Open Source o software proprietario?
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... il dilemma
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L’'Open Source: una scelta dovuta
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Quali i1 vantagqgi rispetto alle soluzioni proprietarie

Soluzioni Open Source:
__ = Flessibilita
e T ¢ = Liberta d'utilizzo
= Funzionalita piu mirate
= |nnovazione
= |ndipendenza dal vendor
= Maggior liberta per potersi
A concentrare sui servizi erogati
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OpSng]uSz(i)our:ice zona di rischio Solu_zioni proprietarie:
= Licenze complesse
= Progetti impegnativi
= Funzioni molto vaste che spesso
non vengono utilizzate
= |mposizioni del vendor

* Software quadrant — presentazione di Jeffrey Hammond di Forrester Research, durante la Open Source System Management Conference 2012
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L’'Open Source: innovazione e liberta

WURTHPHOENIX

Soluzioni Open Source:

= Liberta e trasparenza data dal
codice sorgente aperto

= Innovazione

= Liberta d'uso

= Forza della community che punta
Su servizi e utilita

= Specificazioni espresse in
software funzionanti

= Basi di cooperazioni definite da
licenze Open Source
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Evoluzione e innovazione Open Source

WURTHPHOENIX

Nagios jﬁcmGA Shinken MNaemon

CORE

2001 2010 2012 2013

NagiOS P|UginS Monitoring Plugins [www.monitoring-plugins.org]
Monitoring Exchange

Sistema di plugins in costante crescita e sviluppo

nagoVis Thruk NP4

Innovazione attraverso progetti Open Source integrabili
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Orientato alle esigenze del mercato

.. . . WI:IRTHPHDEN?X
...CON Sservizi professmnall

Consulenza

Progettazione Supporto

Nuove Release
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Incident MGMT, Request Fulfillment & Problem MGMT

WURTHPHOENIX
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Process Management con OTRS WUORTHPHOENIX

W E ! O m & -+ [Fultextsearat

DASHBOARD  CUSTOMERS | TICKETS | FAQ | SERVICES | CMDB  TIMEACCOUNTING | STATISTICS w Q

Edit Process "Book ordering™

Actions » Edit Process Information

¥ Add and Edt Activties, Activity Dialogs and Transitions Show EntityiDs -+ §
-

Avaiable Process Elements .

Ready to use system
grazie alla
preconfigurazione

Activities

Fier Ac

Approval 28|

DENI_ApproveTicket an | N N . .
s dei principali
DENI_DenyTicketdpproval .~

DENI_SetApproval Van | | pre——y——nl £

Incoming 28, — T "

o processi ITIL

Activity Dialogs e
DA Order denied

Transitions

Transition Actions

Description

v
Process complete ‘Shipment received
The Elements listed above in this sidebar L4
can be moved 1o the canvas area on the il
right by using drag'n'drop.
< m " v

Activities: You can place Adtivities on the
canvas srea to assign this Activity to the
Frocess.

Activity Dialogs: To assign an Activity
Dislog to an Adtvity drop the Activity

Dislog element from this sideber over the
Activity placed in the canvas arsa

or| Sawe and finish | or ==t
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EriZone: the dashboard
KPI per la gestione dei servizi IT

Open Tickets: 113

XDENI_ApprovalQueue: 1 FACLApprovaI 1

[1] Technical Management::Projects: O Junk 0

[3] HP Assistance: O Postmaster 5
[1] Technical Management: 1
[1] Software Management::SAP::FI: 0

[1] Software Management::SAP::MM: 0
[1] Software Management::SAP::PP: 0
[1] Software Management::SAP: 4

~— [0] Service Desk: 49

[1] Software Management; 2
[1] IT Operations: 48

[1] ApprovalQueue: 2

Monthly Tickets
Opened and Closed during last months

& Created

j i -4 Closed

Tkkets
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Possibilita di drill
down su singoli
ticket

Possibili KPI:

7 Day Stats

Upcoming Events

Latest updated KB articles
Latest created KB articles
Online

Reminder Tickets
Escalated Tickets

New Tickets

Graphical Dashboard 1

Open Tickets / Need to be answered
Product News

Out Of Office

OTRS News

Graphical Dashboard 2

C-Closed Tickets per Queue

Unclosed Tickets per Queue

Closed Tickets With / Without Escalation per
Queue

Services with greater number of Tickets
Tickets per Agent

First Response Time

Ticket Closing Rate

Ticket In Period

Ticket Type Count

Ticket Priority Count
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Integrazione Asset Management tra OTRS e NetEye worTHPHOENIX

% Type: Incident -

# From queue:  [0] Service Desk -

“Kostner, Georg” =georg.kostner@wuerth-phoenix.com=

Integrazione con
I'asset management

# To customer:

Cc

di NetEye

Beo:

Semice:  [C-003] Workstation - - -

Waorkstation and personal devices assistance

Senvice Level Agreement. 4 hrs reaction - working days -

Master Ticket: - A
Asset (hardware): |[Notebook PHXLD167 -
Asset (hardware detail);. | Type: Notebook -
DeploymentState: online
Model: HP EliteBook 8540p
Manufacture: Hewlett-Packard
05: Microacft Windows 7 Enterpriae
05 wersion: 6.1.7601
05 service pack: Service Pack 1 -
License:

Microsoft Office Professional Plus 2010

Installed software:
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Asset Management integrato nel CMDB di EriZone wortHPHoENIX

Nuovo Tickel [0 | FACH

- . Asset
*Tipo: |[]1 - Incident |Z|
Incident infermuzione non pianificata di un senvizio IT, anomalia This area is enabled only for ticket related to asset
Service Request: richiesta per informazioni, consigli & accessi ai servizi IT ' o o
Network: EE
*%Servizio: | AS400 El

power7, storwize and router Computer: | DATAD13005 n
SLA: [E Device:

o

% Oggetto: Telefono:

* Testo: Stampante: | INFOPRINT 1572 AMMINISTRAZIONEE
| B I US == € &8 = = e = = Q Software: | | 7-Zip| > |
| Formato - | | Carattere - | | Di.. - | ‘ A- - TI. | [ Codice Sorgents

Selezione del servizio e dell’ Asset associato
all’'utente che inserisce la richiesta
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L’integrazione dell’asset management nel CMDB

. . . WI'.'IRTHPHDEN?X
...Selezione degli assets in base all’'utente

CMDB

Hardware
*

Software

Contracts

Users

External Asset
Management
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WURTHPHOENIX
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WURTHPHOENIX
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IT Service Management wﬁn-er[HoENTx
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| vantaggi dell’Open Source WUORTHPHOENIX

Strategia di flessibilita e liberta di innovazione

= Affidabilita di soluzioni ad alti livelli qualitativi
= Potenzialita e flessibilita della tecnologia
= Rapidita nell'innovazione

NetEye nrop- Nagios Nag@Vis * OTRS 'J,légfﬂject
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WURTHPHOENIX

NetEve

Grazie per la
Vostra attenzione!

andrea.dilernia@wuerth-phoenix.com
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