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Why we are all here 

Patient  
Centered 

Care 



3 EMC CONFIDENTIAL—INTERNAL USE ONLY EMC CONFIDENTIAL—INTERNAL USE ONLY 

•  I am not here to sell you a product or a service. I am here to 
share EMC’s perspective on IT trends and inform you of what I 
see occurring in the Health & Life Sciences vertical. My role 
within EMC is to provide an unbiased perspective for our clients.  

 

Disclaimer: Please read the fine print 
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•  What’s the cloud and when are we going to get there?  

•  I just returned from RSNA and I need you to implement a  
solution we just bought.  

•  We can discuss prioritization as long as you know my priorities 
are number 1.  

•  Why does it take 6 – 12 months for a project to be completed?  

•  I was much more productive when we used paper.  

•  I just read a paper on Big Data and I think we need it.  

•  I want you to deliver IT services faster and cheaper! 

Have you ever experienced this? 
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Factors Affecting Healthcare Providers 

Demand 
for HIT 

Revenue 
Shift 

M & A 

 
 
Budget  
Pressures 

Regulation 
and 

Compliance 

•  Survival:  Need to grow to avoid 
being an acquisition target 

•  Acquisitions 
•  Divestments 
•  Challenge of maintaining high 

service levels while growing 

• Reduced budgets to match 
reduced reimbursements 

• Fixed budgets despite 
variable hospital mix 

•  BYOD 
•  MU Stage 2 
•  Advanced imaging storage 
•  Analytics 

•  MU 
•  HITECH 
•  HIPAA 
•  ICD-10 
•  Joint 

Commissions 

•  Reimbursement decreasing 
•  Patient census decreasing 
•  Outcome based payment 
•  Bundled payments 
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Healthcare Businesses Need to React 

     

React Faster To 
Find New Growth 
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Healthcare Businesses Needs to React 

     

React Faster To 
Find New Growth 

          

Cut Operational Costs & 
Legacy More Than Ever 
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Healthcare Businesses Needs to React 

     

React Faster To 
Find New Growth 

          

Cut Operational Costs & 
Legacy More Than Ever 

Accountable 
Care 
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Challenges Facing IT Providers Today 
•  Business expectations have changed with 

exposure to external services 

•  …and their demands on IT  have changed, 
requiring: 

–  Rapid, automated fulfillment of requests 
–  Documented, standardized services and 

choice 
–  Transparent, competitive costs and 

service levels 
–  Professional-grade customer service 

•  Without change, users act on their own 

•  Conversation with the business must change 
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Marketing 
creating 

microsites and 
social media 
experiences 

with swipe of a 
card 

CIO driving 
cost and 
response  

times down 

CFO would 
prefer to 

outsource the 
whole thing 

Engineers and 
developers 

bypassing IT to 
spin up test/

dev 
environments 

IT Must Become a Service Provider: Not Just a Technology 
Provider 
Consumers and Leadership Are Driving Transformation 
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IT Pain Points 
•  “Shadow IT” threatens IT budget control 

•  Lack of standardization is costly and impacts productivity 

•  IT is under pressure to reduce operational costs 

•  IT is not supporting the business agility necessary for the 
company to compete effectively 

•  Many IT organizations lack the in-house service definition 
skills needed to produce a service catalog 
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Barriers to Change Are Information Based 

Creation 

Hospital 

Pharmacy 

Lab 

Ambulatory 

Clinic 

Research 
Organization 

Public 
Health 

Insurer 

Payer 

Data 

Secure Sharing Collaborative Analysis 

Traditional Emerging 

Discovery Population 
Management Business 

Intelligence 

Research and 
Business 
Analytics 
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Accountable 
Care 

Cut Operational  and 
Legacy Costs – Now! 

     
React Faster To 
Enable New Growth 

Healthcare IT Business 
Challenges 

New HIT Agenda 
Provide Secure Access to  

Applications and Data Through 
Mobile Devices  

2 Use Agile Development to 
Build New Patient-Centric 

Applications 

Build Data Lakes To Deliver 
Insights and Applications on 

Business, Clinical & Research Data 

Move to Software-Defined 
Data Center Infrastructure and 

Expand to Hybrid Clouds 

 Enable HIPAA With Data-
Driven Security and Rapidly 

Respond to Threats. 
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The New Healthcare IT Stack 

INFORMATION INFRASTRUCTURE 
CONVERGED INFRASTRUCTURE 

Data is Liquid, Access is Easy and Everything is Secure 

BIG DATA SOLUTIONS 
 PLATFORM AS A SERVICE 

AGILE APPLICATION DEVELOPMENT 

ENTERPRISE MOBILITY 
SOFTWARE-DEFINED DATA CENTER 

HEALTHCARE  
APPS PLATFORMS 

VIRTUAL 
WORKSPACE 

HEALTHCARE 
DATA LAKE 

SECURITY / 
COMPLIANCE 
ANALYTICS 

SOFTWARE 
DEFINED 

DATA CENTER 

Private + Public = 
Hybrid Cloud 
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Transforming to IT as a Service 

Align Workloads 
With Most Suitable 

Cloud Model And 
Empower Them For 

Mobile And Big 
Data Solutions 

Deliver Private 
Cloud With Legacy 
And Hybrid Cloud 

Extensibility 

Package And 
Orchestrate 
Services For Agile 
IT Operations And  
Convenient 
Consumption 

INFRASTRUCTURE 
TRANSFORMATION 

PRIVATE PUBLIC 

LEGACY 

APPLICATION 
TRANSFORMATION 

2nd Platform 
Existing Apps 

3rd Platform 
New Apps 

Cloud Fabric  

Application Fabric  

Data Fabric  

OPERATING MODEL 
TRANSFORMATION 

Metering 
Engine 

Service 
Catalog 

Orchestration  
Engine 

User Portal 

Policy 
Engine 

New Roles 

Agile 
Processes 

HYBRID 
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What IT As A Service Delivers 

 
 

 
 

T R A N S P A R E N T  
P R I C I N G  

A N D  S E R V I C E  L E V E L S  
CONSUMERIZED 

CHOICE OF DEVICE 

STANDARDIZED 
SERVICES 

BROKERED 
AS WELL AS BUILT 

A U T O M A T E D 
DEPLOYMENT  

SELF 
P R O V I S I O N E D 
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IT as a Service Business Outcomes 

•  Increased Speed and Agility   
•  Reallocated Resources to High Impact 

Projects 

•  Greater Operational Efficiency 

•  Reduced OpEx and CapEx 

•  Heightened Compliance and Security 
•  Improved Customer Experience 
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1 3 2 
We See Several Different Approaches 

How Do You Get Started? 

Transition to a 
Modern Cloud 
Architecture 
•  Infrastructure Architecture 
•  Automation, Orchestration & 

Management 
•  Security & Availability 

Run IT As A 
Business 

•  Run IT As A Business 
•  ITaaS Strategy 
•  Service Management 
•  Organization & Process 
•  Supply & Demand 

Launch a Specific 
Service 
•  Desktop As A Service, End 

User Compute, VDI 
•  Modernized Applications / 

Software As a Service 
•  Business Process As A 

Service 
•  Content As A Service 
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Service Delivery Framework Is Key to IT as a Service 

Ser 

S
er

vi
ce

 P
or
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l 

Service Delivery Framework 

IT Business 

Service Provisioning 
Define and publish services 

delivered by IT and service providers  Customers 

Operations 

Management 

Operations Management 
Automate, manage, report on services 

for virtualized data centers 

Business Management 
Govern and manage cloud services  

to provide transparency on costs and service levels 
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Elements of a Service Delivery Framework 

Customers 

Operations 

Management 
Rules 

            

Service 
Provisioning 

Reporting & 
Governance 

Request 
Execution 

Service 
Configuration 

Self-Service 

            

Workload 
Request 

IT Service Catalog 

Orchestration 
Engine 

Policy 

Engine 

Cloud Infrastructure 

Stack 

Definition 

Service  

Blueprints 

Monitoring 
(SLAs, chargeback, 

lifecycle mgt) 

S
er

vi
ce

 P
or

ta
l 

Tools & Automation 
CMDB 

            

A 

B 

C 

A 
B 

C 
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Gain practical experience 
 

Building the Service Delivery Framework 

Deliver a Working Pilot 
Realize automated service delivery in your environment 

Focus on Infrastructure as a Service 
Establish standards for service delivery 

Define Service Management Lifecycle 
Create service blueprints to establish business groups, 
workflow, technology layers 

1 

2 

3 
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Establishes standards for technology stack 
Focus on IaaS First 

   Traditional IT 

Storage 
Servers 

Networking 

O/S 
Middleware 

Virtualization 

Data 
Applications 

Runtime 

Yo
u 

M
an

ag
e 

O/S 

   IaaS 

Storage 
Servers 

Networking 

Middleware 

Virtualization 

Data 
Applications 

Runtime 

Yo
u 

M
an

ag
e 

M
anaged by Platform

 

O/S 

   PaaS 

Storage 
Servers 

Networking 

Middleware 

Virtualization 

Data 
Applications 

Runtime Yo
u 

M
an

ag
e 

M
anaged by Platform

 

Agility and 
Cost 

Savings 

Cloud Enablement 

1 
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Managing Complete Service Lifecycle With Blueprints 

…
 

Private V
irtual  

…
 

Private Physical  

…
 

External C
loud 

Shared 
Infrastructure 

Consumers Service 
View 

B 

B 
B 

B 
B B 

B 

B 

B 
A 
A 

A 

A 
A 

C 

C 
C 
C 

C 

C 
C C 

2 

                    Cloud Service Blueprint Cloud 
Administrator 

Service 
Tiers 

Cost  
Profile 

SLA Security Policies Machine 
Template 

Request Provision Retire Archive Manage 

B
LU

EPR
IN

T 

Request Provision Retire 

B
LU

EPR
IN

T 

Request Approval Provision Manage Retire Archive 

B
LU

EPR
IN

T 

Gold 

Silver 

Platinum 

$ 
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Gain Practical Cloud Management Experience 

EMC Infrastructure Automation Service 

 
Hands-On 
Experience 

 
 Gain Management 
and Orchestration 

Skills 

 
Pilot 

 
 

Deliver Pre-Production 
VMware vCloud Automation 

Center environment 

 
Service 
Lifecycle 

 
Develop Service Blueprints 

Reques
t 

Approv
al 

Provisi
on 

Manag
e 

Retire 

Archive 

3 
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VMware Cloud Management Framework 

vCenter  
Operations 

Mgmt 

IT 
Business 

Mgmt 

vCloud Automation Center 
  

IaaS                                   PaaS                                   DaaS 

vFabric 
Application 

Mgmt  

vCloud Director 
vCloud Connector 

vCloud  
Networking 

 and Security 

vCenter  
Site Recovery  

Manager 

vSphere 

Hardware 
vCloud  
Service 

Providers 
Hyper- 
visors 

Other  
Service 

Providers 



26 EMC CONFIDENTIAL—INTERNAL USE ONLY EMC CONFIDENTIAL—INTERNAL USE ONLY 

Defining standard services to foster consumption 
 

EMC Service Catalog Strategy & Design Service 

Workload 
Requirements  
Analyze requirements 

by workload 

Architecture 
Definition 

Define reference 
architecture, 

configurations and 
decision logic 

 

Tier Full Volume 
Refresh Rate

Tier Service Area

Tier 3 Tier 2 Tier 4

Most Stringent Attribute = Availability, 
so Primary Storage = Tier 2

Tier Availability Tier 
Performance

Service  
Definition 
Express service 

attributes, service level 
targets by tier,  

basic unit costing 

Nu
mb

er
 of

 A
pp

lic
ati

on
 

En
vir

on
me

nts

Application Business Requirements – Low -> High

T-1T-2T-4T-5 Tier-3
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EMC Point of View & Best Practices  

•  Document services in clear, easy-to-understand 
language 

•  Begin with a few business or technical services at 
each level 

•  Define additional services and refine existing services 
through an iterative process 

•  Immediately expose services through a  
role-based view within a service portal 

•  Institute reporting to facilitate continuous process 
improvement through KPIs 

•  Link the process to other operational and 
management processes 
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Service Catalog Methodology 

Definition of SLOs 
 

Technical Reference 
Architecture 
Definition 

 
Validation of 

Previously Defined 
Services Catalog 

Test and Validate 
 

Executive 
Summary 

 
Next Steps 

Current 
Offerings 

 
Technical 

Requirements 
 

Service Levels 
 

Financials 

Requirements Design Validation 

Discovery & 
Analysis 

 
Definition of 

Service 
Blueprints 

 
Creation of 
Reference 

Architectures 

Execution 
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Service Catalogs Change the Conversation 

•  Foundational to ITaaS transformation 

•  Defines the services that IT can deliver 

•  Provides transparency to cost/benefit 
tradeoffs 

•  Drives standardization and motivates 
consumption of standard services 

•  Fosters automation, self-service, ITaaS 
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Service Catalog Approach & Deliverables 
•  Service Descriptions:  

Consumer-facing menu 
–  How to request service 
–  Cost per unit 
–  SLAs and OLAs 

•  Decision Logic:  
Ties requirements to service levels 

–  Application workload focused 
–  Functionality, performance and  

criticality filters 

•  Reference Architectures: 
Transparent service 

–  Translates decision logic to available solutions 
–  Detailed technical specifications 
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Service Catalogs Consist of Business and Technical Services 
•  Business Services 

–  End-user Services (SaaS) 
–  Hardware Procurement Services 
–  Office Supply Procurement Services 

•  Technical Services 
–  Infrastructure Services: IT internal 

services (IaaS) 
–  Application Services: Dev/test services  

(IaaS and PaaS) 
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Views of a Service Catalog 

•  Detailed structure 
•  Component level 
•  Service costing & 

unit structure 

Internal Service 
Catalog 

Internal to 
Service •  Lowest granularity 

of service available 
to the client 

•  Organized and 
grouped 

•  Includes tiers of 
service / SLAs / 
OLAs 

Customer-Facing 
Service Catalog 

Client Delivery 
•  Marketing 

materials focused 
on capabilities of 
service center or 
“bundled” 
services 

Offerings  
and 

 Capabilities 

Client Services 
•  Defines how the 

offering / capability 
solves a business 
problem 

•  Storyboards  

Architecture 
Use Cases / 
“Scenarios” 

Business 
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Future State Vision: A Day in the Life 
Scenario 1:  IT App-Store 

Each 
Offering is 

Summarized 
and 

Selectable 
(see next 

page) 

Selection of 
Different IT 

Service 
Types 
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Future State Vision: A Day in the Life 
Scenario 1:  IT App-Store (cont.) 

Offering 
Descriptions 

On-Line 
Ordering 

Details, 
Options, 
Service 
Bundles 

and Service 
Levels 
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Future State Vision: A Day in the Life  
Scenario 2:  Request for New Service Not In Catalog 

Required Service 
NOT Available 

??? 1

New Service 
Available 

3

New Service Establishment Process 

Business & IT 
Engage to 
Evaluate & 
Estimate Creation 
of New Service(s) 

2
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Contact Information 

Trey McMillian 
Trey.McMillian@emc.com 


