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About KPN

-~ Y

KPN facilitates personal contacts. Our technology enables the
Netherlands to move forward. We do this on the basis of a strong
vision, established in our everyday activities for more than a century
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About KPN

Who are we? What do we do?

KPN truly believes in KPN is the largest telecom and
technology and in the power of T service provider in the
communication. We are KPN. Netherlands. Our network is
We are the network that Dutch to the core. We have a
enables the Netherlands to clear mission - to help the
move forward — the network Netherlands move forward
that cares for the Netherlands. through that network.
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Our organization

Our 14,000 employees are
dedicated to providing our
customers with the best
products and services, using
the latest technology.
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Our Dedicated Team
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When We Started...
KPN and CA Techn

CA eHealth® CA Spectrum”
Performance Manager Infrastructure Manager
Copyright @ 2013 €A, All rights reserved. OneClick
e KPN started with performance e 2 years later we started using
management in 2003 by fault management by
introducing CA eHealth implementing CA Spectrum

Component Monitoring
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Virtual Platform

Designed in associatior

HighAvailability HO\L{isrigugal

LocationRedundant
Physical-to-Virtual
FullyManaged
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Advantages for our Customers

Reduction of
administration costs

P ﬂ Scalability

Accelerate changes
(DevOps)

High
Quality

Mitigation of risks

High
Performance

Highly Flexible

Increase customer
satisfaction
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KPN’s View on Service Assura

Consequences of a tradition

Service problems first detected by users

IT Organizations resort to cross-functional
meetings to tackle problems regarding
networked application service performance

Portion of IT resources devoted to finding and
fixing problems

Source: Jim Frey, Vice President of Research, Enterprise Management Associates

8 | FROM MONITORING COMPONENTS TO MANAGING IT SERVICES @ kp n



Intro of CA Service Operations Ins
The first start...

e Two domains into one single pane of glass
e Start with thinking about business services
e Separated monitoring teams needs to work together
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o Create cross-domain service model visualizations
e Measure service and customer impact analysis
e Provide proactive service quality and risk management

dana lyt'l CS Health + CQuality + Risk v
E st
) gillll
ey ailll

e More comprehensive view of business services by introducing:
= CA Application Performance Management
o Monitoring applications

e CA Unified Infrastructure Management
o Server Monitoring
o End to end monitoring
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Monitoring Applications

CA Application Perf
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Server Monitoring

CA Unified Infrastrue
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End-to-End Monitoring

CA Unified Infrastru
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Functionality We Deliver Today

Functional building ble
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Today’s Integrated Solution

Designed
together with CA

—> Third party

<— integration

CA Service Operations Insight

ol 1 98 10 18 10

>
<— | servicenovw

KPN Mediation Layer
BizTalk Server

CA Spectrum
CA eHealth
CA PA & CA RA
Performance
Centre
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Facts & Figures
Monitored by KPN

Infrastructure
- routers / switches / firewalls / wi-fi access points

. Application Performance Management

] i - CA APM agents
/ - applications (end-to-end customer experience)

Servers
- Monitoring KPN data center servers

Miscellaneous
- Cameras / voice loggers / highway signaling / storage devices
- IP phones / SBCs / signposts
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IT Operations Transformatior

The KPN journe
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KPN and CA Technologies

Next steps

e Strategic collaboration:
» KPN operational workload shifts to CA Application Management
Services
e The expected growth on the following domains:
» CA Service Operations Insight
» CA Unified Infrastructure Management
» CA Application Performance Management
» CA Spectrum
e New applications
» Capacity Manager
» CA Release Automation
e Replacements
» Transition to CA Performance Management from CA eHealth
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