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Initial Pain Points

Limited partnership with business units
ITIL processes exist in “name only”
Project delivery too slow

Limited thought leadership - Innovation
IT Organization was inefficient (overlap)

Unable to deliver optimal service
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IMPACT

Higher-cost people doing low value work
Created ownership and accountability issues
Business impact - frequent service interruptions
Increased time to repair

Customer Satisfaction was below average

Limited credibility with business



Evolving BMC IT

THEMES

Defined and documented IT processes (SMO)
Innovative IT - Be Digital!

Business Relationship Management
Communicate the value of IT

Standardize, simplify and automate IT activities
Performance Measurement

Service Management Framework
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High Performance IT — Accountable, Agile & Adaptive
Innovative IT — Cloud, DevOps, Mobility, Big Data

Elevated Business Partnership — Get a seat at the table

Bite Size Communications — Share Top of Mind

Automate low-value work — Streamline everything possible
Remove IT Bureaucracy — Service Management Excellence

Establish DSM Thought Leadership — We are Customer Zero
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THE TEAM
CIO

Scott Crowder
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Private offices Cubicles are 68 Dark space,
on windows inches high little natural light
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COLLABORATION TECHNOLOGIES @WORK

Bob geauchamp .
chairman of the goand and Chief Executive LT

Inside BMC

Quick Poll

should BMC recycle
at all faciliies?

®yes @No
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OFFICE OF THE FUTURE CONCEPT

T Servi ralog News Feed My Activity ~ My Favorites at

Ibeacon
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BMC IT DRIVING
BUSINESS OUTCOMES

e “SaaS First” — App Strategy

e Business Intelligence / Analytics
e Customer Success Dashboard

e Cloud Transformation @ BMC
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Customer Success
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Saas First Strategy - Applications

STRATEGY MARKET
z zSolutions Optimization

STRATEGY MARKETING
MANAGEMENT MANAGEMENT

& Salesforce.com

& BMIC Communities -

JIVE

BACK
OFFICE

HUMAN
RESOURCES
MANAGEMENT

IT MANAGEMENT

& BMC.com — Clickability

& B\VIC Communities - JIVE

& B\IC Advocate Hub - Influitive
& Sprinkir — Social Media

& Bunchball Gamafication

& sSAVO

& Eloqua Engage
& | can Data

& ReferenceEdge

& Adobe Test & Target

& Adobe Site Catalyst
& Twistage / Vidyard

& Sales Commissions — Callidus

& Taxware — Tax Exemption
& Siebel (EOL)

& Oracle Fusion HR
& Taleo Recluiting

@ ilearn — Cornerstone OnDemand

& Chatter - SFDC
& Smartsheet
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& \obile Applications— Force.com
@ SharePoint Online (future)

SELL

SALES

MANAGEMENT

& Sales Cloud — SFDC

& Executive Briefing Center — SFDC

& Partner Relationship
Management — SFDC

& CPQ - Apttus

& nsidesales.com

& Dealmaker — TAS

& plan 2 Win

& BMIC Demo Cloud

& Account Research

& CPQ Apttus
& Cybersource — Credit Card
& Hyperion

& NVR - Force.com
& Recurly Billing

SERVICE

GLOBAL SERVICES
MANAGEMENT

& Open Air — NetSuite

& BVIC Academy -
Cornerstone OnDemand

& ReadyTech - IAAS

& Contract Mgmt — Apttus

& Salesforce.com

& ADP & Employee Recognition — GloboForce

& AON Hewitt
& BMIC HR Case Mgmt

@ rFidelity
& Employee Digital Workplace — my.bmc.com

& Citizen Development — Force.com
& SharePoint 2013

DEVELOP

SOLUTIONS
MANAGEMENT

& Request for Assistance —
SFDC

& J|RA - Attlassian

& Confluence — Attlassian

& Beta Program — SFDC

& Github

& B\IC CLM

& Milkbone / ChuckWagon

& Perforce, CVS, VSS

@ FieldGlass Contractor Mgmt
& Electronic Product Download - Akamai

FACILITIES
MANAGEMENT

& \Vicrosoft OneDrive for Business
& B\IC MyIT

& Cloud Saas
& Cloud - Hybrid
& OnPrem

SUPPORT

CUSTOMER SUPPORT
MANAGEMENT

@ Service Cloud — SFDC
& Coveo

& StarPound OCMS

& \\alker Survey

& Qualtrics

& Gainsight

& Skype for Business

& Concur Travel Mgmt
& Oracle 12 eBiz

* iOffice
e Sungard Notification Mgmt

& Office 365



BUSINESS INTELLIGENCE @ WORK
BUILD ONCE — DEPLOY ANYWHERE

1  Build once

—
——
——
—
—
.
——
—
—
——

Deploy via any media
including Mobile

Enterprise
Applications

Office

OOOOOOOO



CUSTOMER SUCCESS DASHBOARDS

*eeCO ATAT F 2:56 PM 79 % 32%m _}#

Sbme
Customer Success

Management ;;

BALANCED
SCORECARD

IR INTERNAL
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o Customer Sucess Home Menu

Balanced Scorecard

Operation

People

Select a segment to navigate

r¥

eeeco ATRT & 2:57 PM 4 9 % 33% M 4
<= Education Services - Financials

| " | Financial

[ L | |

Sales Opptys Signings

Vo $4.10M

$4.13M

Cost Margin

$3.17M 00%

$4.13M

Overall ~

CQ Bookings by Practice

Course Name

Control M

BSA

Product Line

CMDB/ADDM

oundation - BAO

load Automatio B Control M

MC Remedy IT Sei amant 9 0 R




Data Center Consolidation Progress
wNE . 99 £

Enabling Technologies:

* True-sight Operations Manager
e ITSM

e Application Discovery and Dependency Manager (ADDM) -
* BMC Server Automation
e BMC Network Automation L4 .

*  True-sight Capacity Optimization -
reduction

e BMC Cloud Lifecycle Management
1.0 &
' l
r »r e

FY14 FY15 FY16 FY17'
36 19 8 4
62,000 Sq Ft 21,000 Sq Ft 9,200 Sq Ft 7,500 Sq Ft
740 KW 640 KW

$4.4M

run-rate




SAVING MILLIONS WHILE SIGNIFICANTLY
IMPROVING COLLABORATION

BMC was spending $6.7 million annually with web
conferencing & PBX providers

o S4.4M annually with PSTN Audio Conference Calling provider
e S1M annually with Web Conferencing provider
e S$1.3M annually with Traditional PBX vendor maintenance
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Minutes Comparison
GlobalMeet vs SfB

Minutes
12,000,000

Actual Spend vs Budget

COLLABORATION AND COST SAVINGS FROM
UNIFIED COMMUNICATIONS PLATFORM
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Lync

@ GlobalMeet

© ActualSpend @ FY16-$50k per month @ FY15- $300k per month @ FY17 - $25k per month
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TBM Challenges

e |IT perceived as unnecessarily large
 True cost obscured

e Lack of alignment BU-IT vs. IT4IT
e Lack of transparency

e Abundance of amnesia

* Processes labor intensive and time consuming

© Copyright 2016 BMC Software, Inc.



Strategy: Support DSM Through TBM

° A||gn cost structure to d|g|ta| services The journey to DSM starts with ITSM excellence

ITsm Enterprise Service

e Deliver transparency and show-back

e Benchmark and manage unit costs

e Shape demand and optimize

\ . DE Ay ::
N ‘.- W_ﬂﬁm \ e SEE COSTS BY o SEE QUALITY &
/ “==»’ COSTS / BUSINESS UNIT UTILIZATION

i %

e Leverage EPM techniques
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TBM

o

Digital Service Modeling

Financial
Layer
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GL, FIXED ASSETS, BUDGETS, COST CENTER HIERARCHY, ETC.



Define Business Services

zSolutions Optimization Service Support Workload Automation Data Center Automation/Cloud Performance/Availability

STRATEGY MARKETING SALES GLOBAL SERVICES SOLUTIONS CUSTOMER SUPPORT
MANAGEMENT MANAGEMENT MANAGEMENT MANAGEMENT MANAGEMENT MANAGEMENT

Business Strategy & Solutions Marketing Pre-Sales Engagement

Corporate Development Education Delivery

: Product Management Support Delivery
Mergers & Uty Marksting Partner Management (BU)

Acquisitions Strategic Marketing Consulting Delivery

Physical Security

Sales
Technology Strategy Web Marketing Serioes Salss Product I(Z);L\Jrilopment C”:::;":éﬂ?;‘:ﬁfss
(CTO) i i Inside Sales
Creative Services
Business Sales Enabk t Services Marketing &
Transformation Digital Marketing it mtplnod Communications Cloud Hosting Chief Customer Office

CCO)
Support Sales Management (
Data Governance (DGO) Bt & Resaecch Services Engineering

Corporate Communications Sales Operations R&D Labs
Services Operations Management (IT)

Saa$S Security

Support Operations

Strategy Operations Marketing Operations Commissions

ORDER Collaciions Accounts Product Order Passwords Order Sales Contract Customer License
MANAGEMENT Receivable Operations Services Management Fulfillment Management Data Quality Compliance

FINANCIAL Financial Planning  Accounting (Corporate, Tax Financial Information Revenue Billable Accounts Fixed

Treasury

MANAGEMENT & Analysis Regional, Mgmt) Management Management Accounting Expenses Payable Assets

Product Security

GLOBAL :
PROCUREMENT Strategic Sourcing ConMi;r:?:gn;n\:\.;rtker Supplier Management Contract Management Procurement Operations

MANAGEMENT

Corporate Law Audits & Enterprise Compliance &
Management Controls Risk Ethics

LEGAL Intellectual Litiati Contract &
MANAGEMENT Property bl Transaction Law

HUMAN

Recruiting / Talent
RESOURCES —
MANAGEMENT Onboarding  Management | "

Privacy Law

Employee Employee HR Information FACILITIES Global Corporate Real Estate
Communication| Relationship Mgmt = Operations|  Services MANAGEMENT  Service Mgmt Management

Information Security

IT Business IT Service Support Solutions Cloud & Unified

MANAGEMENT  Enablement ' Enablement  qo omance Services Delivery | Communications Office of CIO

Business Uit/ Product Line
. sness Capashy
© Copyright 2016 BMC Software; Inc. i Business Function



Map Technical Services

STRATEGY
MANAGEMENT

SharePoint

SalesForce.com

Communities

MARKETING
MANAGEMENT

Lean Data DemoChimp
Social Hub JIVE
Sprinklr Clickability
SAVO Bunchball
Adobe Site Catalyst
Twistage / Vidyard
Search & Promote
Adobe Test & Target
Eloqua / Engage
ReferenceEdge

SALES
MANAGEMENT

SalesForce.com
Chatter
BMC Demo Cloud
Account Research
Apttus

InsideSales.com

GLOBAL SERVICES
MANAGEMENT

Open Air

SalesForce.com

Confluence

CornerStone on Demand
(iLearn) (BMC Academy)

SOLUTIONS
MANAGEMENT

JIRA
ChuckWagon
Perforce
Milkbone
Confluence
CVS, VSS, Git
Code Collaborator
Klockwork, AppScan
CLM

CUSTOMER SUPPORT
MANAGEMENT

Service Cloud
Coveo
Gainsight
Avaya - IVR
StarPound OCMS
Surveys (Walker)
MS Office / 365

ORDER
MANAGEMENT

Automated Contract Request (ACR)

Siebel

Oracle Applications

Callidus

Electronic Product Distribution (EPD

Apttus

FINANCIAL
MANAGEMENT

Hyperion Financial Management

Oracle eBusiness

finance.bmc.com

GLOBAL
PROCUREMENT
MANAGEMENT

Procurement

iProcurement

iSupplier

FieldGlass

Oracle Exchange

LEGAL
MANAGEMENT

Controls DB

TeamMate

Oracle GRC

SharePoint

HUMAN

FACILITIES

RESQURCES MANAGEMENT

MANAGEMENT

SharePoint Oracle Human Resource iOffice ITSM C-Cure 800

APPLICATION SERVICES
Master Data Management Enterprise App Integration
Informatica MDM Hub VL Trader

Business Enablement
SharePoint

Business Intelligence
MicroStrategy

Database Services IT Management

Netezza Database Hosting ~ Microsoft Project Server/Tempus

Confluence

Jive

Cbw Siebel

EDW
Tableau
QlikView

Informatica Meta Data Mar.
Datafiux

Informatica Power Center
webMethods Suite
MS Office Productivity

Oracle Database Hosting
SAL - Server Database Hosting
Imperva Securesphere

Mega
Troux
Visio / Excel

T
MANAGEMENT Rally IT
INFRASTRUCTURE SERVICES

Unifed Comms. & Network Mgmt Data Center Infrastructure

MS Lync Avaya IVR  Citrix

Firewall LAN/WAN * nap
Avaya IP

Cisco Telepresence Agent

Service Management IT Enablement

CLM BSA
BRLM BMC Remedy CMDB BNA BPPM

BMC Capacity Optimizer BAO ITSM

Information Security

McAfee Suite
AppScan

Support Services

MoDM (Airwatch, BES, Avamar)
MS Office 365
BMC Client Mgr.
Desktop HW/SW/Phones/Printers

Wireless Teammate
Storage Hosting = Foundstone

Backup / Recovery Imperva Application Firewall

[ saT |
© Copyright 2016 BMC Software, Inc.

Technical Service




Align IT Components and Resources
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Project Management Office
Managing Portfolio Value
Resource, Schedule,
Budget

Risk Management

Measurement
Reporting
Improvement

Feedback Management
Requirements
Management

Customer Satisfaction on IT
Services

G ——

Management —

Service Culture Process Maturity

Competence Management
Personal Service

Service

Excellence r—

¢ Identification of Repeating
Incidents

3-step Change Model
Release and Deployment
Management

Social Media Service .
Channels .
Knowledge and

Information Management

“Service Management Excellence Framework”, Marko Jantti



BMC Leading the Digital Workplace

Gartner: Product scores on Digital Workplace, ITSSM use case — August 2016

Product or Service Scores for Advanced Digital Workplace ITSSM

BMC Remedy Service Management Suite v.9.1.00 3.76 BMC Remedy Service Management Suite v.9.1.00 I N I :
UNerwell Service Management v.5.uz e — - ServiceNOw Service Management Sute, Geneva Kelease e —— T
HPE Service Anywhere March 2016 23 Cherwell Service Management v.8.02 | | ERE
ServiceNow Service Management Suite, Geneva Release 3 HPE Service Anywhere March 2016 IR ;.08
Heat Service Management v.2015.2 3.1 HPE Service Manager v.9.41 | EX)

HPE Service Manager v.9.41 3.01 Heat Service Management v.2015.2 --
EasyVista IT Service Manager 2015 2.68 Axios Systems assyst v.10.7
Axios Systems assyst v.10.7 87 Landesk Service Desk v.2016
Landesk Service Desk v.2016 4 CA Service Management v.14.1.02
CA Service Management v.14.1.02 2.58 EasyVista IT Service Manager 2015
BMC Remedyforce Summer 15 32 BMC Remedyforce Summer 15
IBM Control Desk v.7.6 2 IBM Control Desk v.7.6
4 5
As of August 2016

Gartner, Critical Capabilities for IT Service Support Management Tools, Chris Matchett, Katherine Lord, 24 August 2016
This graphic was published by Gartner, Inc. as part of a larger research document and should be evaluated in the context of the entire document. The Gartner document is available upon request from BMC.

Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users to select only those vendors with the highest ratings or other designation. Gartner research
publications consist of the opinions of Gartner's research organization and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including any
warranties of merchantability or fitness for a particular purpose.



EPM @ BMC

Planning Delivery Value Measurement

EPM Dashboard Reporting

Strategy

Schedule Resources

Portfolio Intake Proiect Execution Service Delivery

\
A

JuU100d%23Y) 92UBUIBAOY eleQ
JuI0d)23Y) 92UBUIBAOY) eleq
JuUI00d%23Y) 92UBUIBAOY eleq

Finamcial Planning Monitoring & Reporting Service Costing

of Concept

° ﬂ e (O )pern

TOGAF® 9
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Measuring Success via TBM

e Manage Service Levelswith Service Costing
e Trusted Business Partner
e Digital Innovations impacting the Cost Structure



Service Level Management oo

What Is This Service?

Order Services covers most aspects of the Quote to Cash process including but not

limited to the following:

= Provides the visibility for Executive Management to track the revenue being
generated from Orders.

= Offers a unique pricing structure for the Sales Reps to work with remotely.

= Tools that allows for highly complex orders to be entered efficiently.

= Allows BMC to recognize revenue on a timely and accurate basis.

= Provides for a Special Bids Automated approval system

§ = Customized Collections module
c What Is Included?
g = AR Cash Management = Pricing
& = Billing = Month/Qtr End Close
Q = Collections = Revenue Recognition
E = Contract Agreement = Revenue Summary
‘g = Order Management = Sales Commissions
o = Financed Receivables = Sales Quotes

= License Key Management = Support Contracts

= License Product Management = Support Quote

= Official Orders = Support Renewals

= Revenue applications
What Should You Expect?

Incident SLA See Standard Incident Management Response/Resolve SLA

Service Continuity Tier1
See Appendix B

© Copyright 2016 BMC Software, Inc.

Users Cost Breakdown

“ NonFTE

Corporate — Order Related
Management

(Services)

IT Cost Transparency application
= Functional view of IT costs
Key Cost Drivers
= Oracle maintenance and license fees
= Production Support of a customized application

Planned Enhancements

® Pricing updates = Licensing updates
= Revenue Accounting Recast and = Opportunity ID updates
Subscription updates = Add Credit Limits in OE+
= Support Quote expiration
updates

SLA Performance

98.6% 96.4% 97.8% 3

(Simulated Data)



Measuring Success: Service Levels

e 82% reduction in Emergency Changes

e 84% reduction in Aging Incidents

e 54% reduction in MTTR

e 94% reduction in Average Answer Speed

e 38% increase in Service Desk Resolved %

e 98% Incident Resolution SLA

e 0% Unplanned outages due to approved changes
e 0% Unauthorized changes

* 95% Capacity Management coverage

e 84% of all Cls automatically updated in CMDB
e 3-9s Critical service availability

© Copyright 2016 BMC Software, Inc.



Measuring Success: Trusted Partner




EMPLOYEE ONBOARDING CONCEPT

ssses Skaich T 8:41 AM 100% - sssss Skoich T 9:41 AM 100% - sasee Sietch T 9:41 AM 100% . esese Siaich T a:41 AM 100% - ssses Shaich T @41 AM 100%, -
: — ¥ :
My Activity = My Activity 2 % Get to know us Step 1: our ¢ ave < Your first day
Looks like you have 5 events waiting

for you to be completed. | | Key facts about us I i ‘-- = B | September 12‘ 20 6 @9AM

Office

0 West Broadway, Vancouver BC

A

Desk #: 45
4th floor - East wing

tact Hiedi

Timeline
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Measuring Success:
Impacting the Cost Structure

36to 4 Increased Efficient &
................ workforce effective
Reduction in data efficiency collaboration
centers
Tighter
62k to 7k SRR Delivered integrations
................... 10x + cisiomer e : 3x 100% 5 months
Reduction  iiiieeeeseses engagement i A —————— L
in sq ft | . emergmg N efiafiial Increase in new . . Business-
LR (17 technologies ew digita hire CSAT Killed email
collaboration processes requests focused
$24M $18M $750K Digitlal
----------- 1.1Mto 11M 150% 3 f Id Workplace
Syt 3-yearsavings = sessssssssesn Empowered 3-year savings -10
Minutes used Net ROI employees oy 146%
0, 650% L —
183% ST _
................ $12M 3-year ROI Increase in
S5-yearROI  ssssssssssssseas el
3-year ROl in tickets

in savings

BMC’S DIGITAL WORKPLACE
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TBM Lessons Learned

Know your audience at all levels — What TBM needs exist?
Align cost center hierarchy to business services model

Drive value through service management excellence

Discuss and agree upon your cost allocation strategy up front
Don’t start with a tool!

Always have business value in sharp focus

“Don't tell me what you value. Show me your budget and I'll tell you what
you value”

© Copyright 2016 BMC Software, Inc.



Continuing to Pursue
The Digital Journey

1 Focus on the organization — put people first, always
‘ Accelerate value delivery — accent on agility and innovation

‘ Give people meaningful work — automate the rest

4 Communicate the value story — why does the business come to us?

. Optimize license and subscription positions — manage risks and never be surprised

© Copyright 2016 BMC Software, Inc.



Questions?



Thank you

Blaine Bryant, Director

IS&T Finance & Service Management Office
BMC Software

23 bmce digital T

ight 2016 BMC Software, Inc.
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