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Staff per 1,000 events
Staff per 100 devices

% Level 1 incident resolution
% automated resolution

Cost per event handled
Cost per device monitored
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Staff Efficiency

Successful Incident Triage

Cost Metrics
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Tacoma Narrows Bridge (1940)
(a.k.a. Galloping Gertie)

Good Technology, Poor Process
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Technology TrendsTechnology Trends

Sophisticated distribution 
of processing and 
presentation (Java, XML)

Central servers with 
limited distribution 
architectures

Management 
processing

Expanding to include 
physical relationships

Based on logical 
relationships (maybe)Fault correlation

Integral to monitoring and 
correlation systems

Manual; relied on silo 
experts for analysis

Configuration 
integration

Modular point tools with 
strong integrationMonolithic frameworksPopular tools

Predict failuresPost-failure reactionIncident detection

Management function 
(clusters)Technology silosDomain groupings

Infrastructure and 
services (applications)Mainly infrastructureMonitored agents

FutureFuturePastPastTopicTopic
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META Group
Process Maturity Model
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Process Maturity Model

Process FlowsProcess Flows

Cross-Process IntegrationCross-Process Integration
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All Parties Must Agree
on Standards
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Poor 
Definitions

Poor
Process

Standard 
Definitions 
and 
Processes
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future vision of the command COE
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