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QUICK TAKE

EXECUTIVE SUMMARY
In the face of shifting customer priorities, BMC has increased its focus in IT service management 
(ITSM). The vendor has begun to execute on its Atrium strategy, tying tools together over a common 
configuration management database (CMDB), service model, integrated reporting tools, and a unified 
interface. BMC is not alone in moving emphasis from incident management to service management. 
Recent reorganizations at Computer Associates and HP’s acquisition of Peregrine also point to service 
management gaining vendor attention, resulting in tools that cut across the traditional IT stovepipes. 
This is good news for organizations that have used technology to automate IT business processes: Finally, 
the tools to manage the business of IT will be in line with the tools used to manage the business. 

RESEARCH CATALYST

BMC recently held its worldwide analyst conference to share its plans for systems and service 
management products. 

BMC OUTLINES SERVICE MANAGEMENT OFFERINGS

Forrester had the chance to spend time with Jim Grant, vice president and general manager of the 
Remedy group, and his colleagues. Service desk offerings currently make up about one-quarter of BMC’s 
revenue and are its fastest-growing product segment.1 The coming 12 months will be characterized by 
better integration among BMC products and more options in licensing and deployment.

Specifically, the company described plans to: 

· Enhance the CMDB that acts as a foundation. Underlying the BMC Atrium product suite is 
a CMDB. The CMDB acts as the single point of truth regarding IT components and assets. As 
such, the service desk products are key consumers of this information, using it to drive problem 
management, asset management, change management, and service-level management. BMC will 
enhance the CMDB with more features and better integrations during the coming year.

· Enhance integration, adding value to service management practices. BMC’s Service Level 
Management tools collect service-level agreement (SLA) information at the infrastructure level. 
Remedy’s ITSM measures what’s happening at the people level. BMC will tighten the links between 
the modules: first by opening tickets when service levels are in jeopardy; then, by bubbling up this 
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information to a service-level dashboard. Eventually, as ties to the CMDB increase, relationships 
between items link assets to business services supported, with financial impacts tied to 
performance.

· Expand delivery offerings. BMC’s long-talked-about plans for on-demand service management 
solutions are beginning to become a reality. Hosted and managed services offerings for the 
enterprise with Remedy are now available. Offerings for the small and medium-size businesses 
(SMBs) market with PATROL Express are finding their way onto the market. BMC is also 
working on a subscription ASP service management offering for SMBs, which uses the Magic 
offering, for release in the next 12 months. Organizations can elect to buy a service, a term 
license, or a perpetual license from hosted, remotely managed, or locally situated software 
configurations. The SMB market will see bundled service desk and systems management 
offerings from VARs, integrators, and service providers. 

Forrester’s Take

The integration path described by BMC is the right one. Enterprise applications span multiple 
systems, locations, and infrastructure components. However, getting to full integration will be a 
multiyear process, with some products becoming tightly integrated to the underlying architecture 
at the same time that other products receive the veneer of a common interface. Additionally, BMC 
may be ahead of many user organizations that will have to change management organizations and 
reporting structures to benefit fully from integrated management suites. 

W H A T  I T  M E A N S

SERVICE MANAGEMENT WITH TEETH

Service catalogs, which describe what IT will do for a client, can move from static lists with 
retroactive analysis to real time, with automated actions based on SLAs. This will translate into:

· Service desk priorities will become value-based. Linking infrastructure to business 
processes and the processes to business value will help the service desk prioritize requests. 
The right resources can be assigned to the right problem for the right reasons.

· There will be better relations between IT and the business. Service requests won’t drop 
through cracks. Templates will automate trackable actions. What needs to be done, and 
when it must be done to meet SLAs, is predefined and monitored. Users will be able to count 
on IT to deliver on expectations. 

· Business managers will get better visibility to supporting processes. Dashboards present 
visibility to infrastructure in which components are tied to applications and applications to 
business processes. The IT infrastructure becomes less of a mystery.

· Implementation risks will be reduced. Software as a service transfers implementation risk 
to the vendor or integrator. IT can concentrate its efforts higher in the value stack. 






