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About Altiris, Now Part of Symantec

Altiris, Inc., now part of Symantec, is a pioneer of IT lifecycle management software that allows IT organizations
to easily manage desktops, notebooks, thin clients, handhelds, industry-standard servers, and heterogeneous
software including Windows, Linux, and UNIX. Altiris automates and simplifies IT projects throughout the life of
an asset to reduce the cost and complexity of management. Altiris client and mobile, server, and asset
management solutions natively integrate via a common Web-based console and repository. For more
information, visit www.altiris.com.

NOTICE

INFORMATION IN THIS DOCUMENT: (1) IS PROVIDED FOR INFORMATIONAL PURPOSES ONLY WITH
RESPECT TO PRODUCTS OF ALTIRIS OR ITS SUBSIDIARIES (“PRODUCTS"), (Il) REPRESENTS ALTIRIS’
VIEWS AS OF THE DATE OF PUBLICATION OF THIS DOCUMENT, (lll) IS SUBJECT TO CHANGE
WITHOUT NOTICE, AND (IV) SHOULD NOT BE CONSTRUED AS ANY COMMITMENT BY ALTIRIS.
EXCEPT AS PROVIDED IN ALTIRIS’ LICENSE AGREEMENT GOVERNING ANY PRODUCTS OF ALTIRIS
OR ITS SUBSIDIARIES (“PRODUCTS"), ALTIRIS ASSUMES NO LIABILITY WHATSOEVER, AND
DISCLAIMS ANY EXPRESS OR IMPLIED WARRANTIES RELATING TO THE USE OF ANY PRODUCTS,
INCLUDING WITHOUT LIMITATION, WARRANTIES OF FITNESS FOR A PARTICULAR PURPOSE,
MERCHANTABILITY, OR INFRINGEMENT OF ANY THIRD-PARTY INTELLECTUAL PROPERTY RIGHTS.
ALTIRIS ASSUMES NO RESPONSIBILITY FOR ANY ERRORS OR OMISSIONS CONTAINED IN THIS
DOCUMENT AND ALTIRIS SPECIFICALLY DISCLAIMS ANY AND ALL LIABILITIES AND/OR OBLIGATIONS
FOR ANY CLAIMS, SUITS OR DAMAGES ARISING FROM OR IN CONNECTION WITH THE USE OF,
RELIANCE UPON OR DISSEMINATION OFTHIS DOCUMENT AND/OR THE INFORMATION CONTAINED
HEREIN.

Altiris may have patents or pending patent applications, trademarks, copyrights, or other intellectual property
rights that relate to the Products referenced herein. The furnishing of this document and other materials and
information does not provide any license, express or implied, by estoppel or otherwise, to any foregoing
intellectual property rights.

No part of this document may be reproduced, stored in a retrieval system, or transmitted in any form or by any
means without the express written consent of Altiris, Inc.

Customers are solely responsible for assessing the suitability of the Products for use in particular applications.
Products are not intended for use in medical, life saving, life sustaining, critical control or safety systems, or in
nuclear facility applications.

Copyright © 2007, Altiris, Inc. All rights reserved.

Altiris, Inc.

588 West 400 South
Lindon, UT 84042
Phone: (801) 226-8500
Fax: (801) 226-8506

*Other company names or products mentioned are or may be trademarks of their respective owners.

Information in this document is subject to change without notice. For the latest documentation, visit
wwwe.altiris.com.
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Inventory data is the
foundation of many
IT service
management
processes, so it is
imperative to have
an accurate baseline
and manage
changes to the
inventory as they
occur.

—Gartner, P. Adams
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Why We Automate

The value of any process is directly linked to its repeatability. A bold statement. But one that strikes at the
heart of the non-automated IT infrastructure. Are you waiting days or weeks between a software request
and its subsequent installation? Can you receive an operating system (OS) upgrade or refresh in a few
minutes after talking to a single person? Or, must you hear from a list of personalities—from the Help
desk person to the build technician to your deployment technician and back to the Help desk—when your
needed applications don’t make it into the finished product?

This concept of repeatability within operational procedures drives business to enforce “lean
manufacturing” concepts to IT. According to a McKinsey survey in 2007, this lean manufacturing concept
is the number two priority on CIO agendas. Lean manufacturing identifies the processes that support a
business, measures them, and systematically removes wasted time, effort, and cost.

As a result of IT's computer-centric nature, automation should be endemic. Computers are computational
machines designed to rapidly process instructions handed down to them. If this is the case, why do so
many computer people still use manual methods to inventory assets and software, deploy software, using
the tools they have on hand? In most cases, the problem lies with the tools themselves.

Automation = Agility

A study on IT budgets and spending compared the quantity of spending on ongoing IT operations and
maintenance with that spent on new IT initiatives (Source: Forrester Research, Inc. 2005). For the typical
company, 75% of IT budgets were applied to ongoing operations and maintenance while only 25% of that
budget went towards new initiatives that helped improve the bottom line. With the typical company
spending 3.6% of revenue on IT budgets, this translates to operational cost thrashing of 2.7% annually
just to keep the lights on.

Take a close look at the IT spending in your own company:

Do your IT dollars drift towards processes that take too long to implement, involve too many steps, and
utilize the time of too many IT workers?

Does lack of automation in your company mean that critical applications, patches, and OS upgrades
don’t make their way to desktops fast enough to be agile?

Do you have a good understanding of your software and hardware inventory and your license
compliance?

And most importantly, do you have the ability to act on that inventory and compliance information,
generate reports for auditors, and rapidly enable configuration changes on managed systems in your
network?

The tools to complete and automate these types of tasks are available, mature, and are used by
companies who value agility in their IT infrastructure coupled with the lowest possible cost per asset
based on IT automation. The integrated Altiris platform is the tool that enables this value.
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Figure 1. According to one study, the 75% of IT spending on ongoing projects equates to 2.7% of total
revenue annually just to keep IT’s lights on.

The Parable of Three Companies

To help illustrate the cost savings associated with automation, let’s dive deep into one internal process
that, when non-automated, has the potential for slipping schedules and driving up IT personnel costs:
The software request process. This example involves three companies. The first uses a fully manual
process. The second uses an automated deployment process but lacks a standardized IT Infrastructure
Library (ITIL) process framework. The third combines the best of both, incorporating systems automation
at the level of software package deployment, software asset monitoring, and inventory, with workflow pre-
approval.

In this parable, these three technology companies vie for product superiority. Each develops a similar
product, all of which have equal market share and recognition in the marketplace. All three companies
enjoy nominal profit based on sales of their respective product and all three compete directly against
each other. Where the three differ is in their internal operations and business processes.

COMPANY A: LOTS OF PEOPLE, LOTS OF TIME

The first of these, Company A, uses a labor-intensive process for manually identifying computer
hardware and software inventory on their network. Software deployments are done via manual methods,
sending low-cost technicians into the field with CDs to complete software installations. The procedure for
Company A’s Help desk is to log incoming assistance requests and forward those requests to the
technicians in the field. Users with complicated or non-standard requests often find themselves bouncing
from Help desk to field technician and eventually to a high-level systems administrator to resolve their
needs.
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Figure 2 shows a swimlane analysis of the people and the steps necessary in a typical software request
process for Company A. Notice the highly interrupt-driven process for completing this simple task,
involving five separate entities to provision and complete the request. Table 1 shows a cost breakdown
for each step in the process involving IT resources, making some assumptions as to the timing involved
for each person to complete their step in the process.
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Figure 2: Company A’s fully manual system involves many IT personnel.

Process Step Wage/Hour (Unburdened) Time to Complete Cost to Complete
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Table 1: The involvement of numerous high-cost personnel in the request process increases that
processes’ cost for Company A.
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Because of the number of people involved in completing this task, the delay between its request and its
completion is unnecessarily extended. In addition, its time-to-complete metric doesn't fully illustrate the
amount of time needed to complete the task, as queuing of tasks on the part of any individual will mean
further delay in accomplishing their piece of the work share. Additionally, when multiple software requests
are made, much of the process—especially the “Installs Software” step—must be done sequentially. A
request for a large software rollout to many machines could take weeks or months, significantly driving up
the costs of deployment.

COMPANY B: AUTOMATED SOFTWARE DEPLOYMENT WITH WORKF LOW ADHOCRACY
Company B, in a previous fiscal year, made the decision to assign a portion of its new projects budget
towards procuring and installing a systems management solution. Their systems management solution
incorporates an automated software and hardware inventory capability that feeds into a centralized
change management database (CMDB). The dynamic CMDB brings automated software deployment
and OS refresh capabilities to their workstations, software license compliance reporting for their
procurement department and outside auditors, and—along with remote control capability—Ilinks into their
Help desk application. This enables Help desk workers to resolve incoming calls as they arrive.

Company B, however, implemented the system utilizing ad-hoc workflow processes. Thus, some
software deployments don’t occur with high success. Occasionally, the escalation of issues does not
occur within acceptable timeframes as workers expend extra cycles determining the status of open work
orders.

Let’s take a look at Company B’s process for a software deployment and compare it with the manual
process associated with Company A (see Figure 3). The automated system allows for the pre-packaging
of software prior to distribution, which moves the responsibility for installation from the technician to the
Help desk. This movement of responsibility, combined with the remote control capabilities of the software
cuts the deployment time in half, from nearly 2 hours to almost an hour. This reduction in the time-to-
complete value similarly reduces the deployment cost by half.

However, as with the situation in Company A, the workflow adhocracy and lack of pre-approval
components in the process means that the software request must still go through a number of individuals
within the organization before it can be fulfilled. As with Company A, any queuing of tasks on the part of
anyone in the chain means a delay in task completion.
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Figure 3: Company B reduces the cost of implementation through software installation pre-packaging,
but the manual workflow components still involve a number of individuals.
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Table 2: The workflow components are reflected in the process cost. Though reduced by half through
software installation automation, inefficiencies still exist.

COMPANY C: UP-FRONT ENGINEERING ENABLES FIRST CALL RESOLUTION

As did Company B, Company C purchased and implemented a systems management solution in a
previous fiscal year. However, Company C also implemented standardized ITIL processes to
complement the technical solution. These ITIL processes, coupled with the logic and inventory available
within the solution’s integrated CMDB allow management and logistics to pre-stage three critical
approvals within the workflow system:

Pre-approval of software requests based on a set of generated criteria
Software availability information
Software licensing and license metrics information to validate license compliance
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With these three additional components pre-staged into the system’s workflow, Company C is able to
empower Help desk employees with the information and authorization they need to resolve software
installation requests at the time of the first call. This empowerment, bounded by system controls, virtually
eliminates the work share associated with the other companies. As Table 3 illustrates, the cost and time
to complete the software installation request is reduced five-fold from the fully manual system and by half
from the partially automated system. Queuing problems are also essentially eliminated as responsibility
for the work order remains with the Help desk.

Figure 4. At Company C, incorporating standardized ITIL processes enables the pre-authorization and
pre-staging of necessary information, empowering the Help desk to fully complete the request.

Table 3: This ability to “first call resolve” the request is recognized in the processes’ significant reduction
in the cost to compete.

Altiris = Automation

Manifesting automation in IT leads to an improved ability to support business needs. The base of this
automation lies on an integrated inventory database to which multiple suite management applications can
interact. Altiris’ Service Oriented Management Platform with its central CMDB for inventory and auditing
information ties into each of Altiris’ management solutions. Automation is built-in to the solution through



defined and customizable workflow.

Companies that
systematically

manage the life This extensible management architecture provides for asset and software management, automated

cycle of their IT software packaging and delivery, patch management, employee self-help, change control, and the
assets will reduce necessary personnel work share that keeps the entire infrastructure well oiled. Leveraging the centralized
the cost per asset by data store as its base, the automated business gains:

as much as 30%
during the first year,
and between 5% and
10% annually during
the next five years

Visibility and control into systems operations

Standardization of IT infrastructure and device configuration

Automation of previously manual processes

An increase in system security that results from having a known configuration

—Gartner, F. Obrien, The ability to better meet the stringent demands of corporate and government compliance

Life Cycle
Management
Underpins IT Asset
Management

Figure 5: Each component in the Altiris Service Oriented Management Platform ties into the centralized
CMDB.

The Altiris Service Oriented Management Platform enables automation at all levels of IT—asset
management and inventory, server and network device management, device change control with built-in
workflow, integrated patch management and software deployment, and a service desk application with
visibility into all the other components. This platform, coupled with integrated workflow, speeds ITIL
processes and drives down the cost of asset ownership.
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