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Key Benefits

> Lower downtime with change management
process automation

> Automated closed-loop change management
ensures incidents are routed to appropriate
support teams and managed to closure

> Real-time awareness of changes across
organizations improved customer satisfaction
and communications between support teams

> Increased visibility of process metrics
provides the basis for continuous process
improvement and real-time reporting

The Result

> Over 90% reduction in man hours

> Decreased change event processing from
hours to minutes

> Centralized real-time dashboard of all
changes in queue

> Synchronized data across all change
management systems

> Ten month ROI

The Environment
>BMC Atrium Orchestrator grid architecture
installed on two Sun Solaris systems

>BMC Atrium Orchestrator Adapters for
Tripwire, IBM Netcool, BMC Remedy, Oracle,
POP/SMTP

>BMC Atrium Orchestrator Perspective Portal
for real-time dashboards and reports
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AT&T Automates Change Control Process with
BMC Atrium Orchestrator

AT&T is recognized as the leading worldwide provider of IP-based communications
services to businesses and the leading U.S. provider of wireless, high speed Inter-
net access, local and long distance voice, and directory publishing and advertising
services.

CHALLENGES

The AT&T southeastern data network is a very sophisticated multi-layered topology, responsible
for providing customers with numerous IP-data services. Changes on this network take place on
a constant basis and require significant manual processes to ensure that changes from different
parts of the organization do not adversely affect other dependent network assets. Despite imple-
menting state-of-the-art monitoring and change management systems, AT&T determined that
automating the interaction of change management processes and monitoring tools could
increase the success of changes, reduce costs and provide better service to customers.

SOLUTION

BMC Atrium Orchestrator was deployed to provide process automation across a number of
management tools, including Tripwire, IBM Netcool and BMC Remedy. Leveraging the change
management templates and metrics of BMC Atrium Orchestrator, AT&T was able to quickly
implement an automated closed-loop change management process.

BMC Atrium Orchestrator is triggered by events from Tripwire. These events are sent to an
email server where BMC Atrium Orchestrator Platform picks them up almost real-time, cross-
correlates the events to a change management request (CMR) system to determine if the
changes were “planned” or “un-planned”. Using BMC Atrium Orchestrator’s rules engine,

if the event is determined to be "“un-planned” then a ticket is opened in BMC Remedy, popu-
lated with all change information and escalated to the appropriate group (e.g., network, server,
IT). BMC Atrium Orchestrator then monitors BMC Remedy real-time for changes to tickets
and automatically closes tickets once the process has successfully completed.

AT&T also utilized the advanced dashboard capabilities of BMC Atrium Orchestrator's Portal to
provide network operators a real-time view of the status of all scheduled changes and changes
currently in process in the network, regardless of organization responsible for the change. Using
the same integration infrastructure deployed for the closed-loop change management process
above, additional BMC Atrium Orchestrator Adapters were configured to gather information from
other CMR systems and consolidate status into a centralized dashboard.
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