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Overview

HP Consulting & Integration offers a rich portfolio of services 
which enable greater business agility. Based on its Business 
Technology Outcomes strategy, the group helps enterprises 
access, share and synchronize applications and data across 
existing heterogeneous environments. Alcatel-Lucent designs 
and delivers networks for the world’s largest communications 
service providers and is one of HP Consulting & Integration’s 
major accounts.

Challenge
Enhancing ‘Best Practices for Service Desk’ at HP and 
Retrofitting Change Management at Alcatel-Lucent

While working with Alcatel-Lucent on an award-winning 
IT service management (ITSM) implementation involving 13 
ITIL processes in parallel, the HP C&I team gained important 
knowledge that would serve as the inspiration for further 
initiatives. 

John Clark, solution architect for HP C&I’s Americas ITSM/
HP Software Team, said that the intricate Alcatel-Lucent ITSM 
project had taught them the importance of being able to model 
multiple, integrated processes in parallel. 

“In the past, processes were modeled simplistically and 
individually and then organically built upon existing processes 
already implemented. The Alcatel-Lucent CIO recognized, as 
are many now, that there is experience in the industry—that it 
would take too long, and be too costly—therefore simultaneous 
process implementation was necessary. In addition, we realized 
that Sarbanes-Oxley compliance was a big driver that had to be 
incorporated into the solutions HP offers,” he said. 

So HP C&I took what they learned to tackle two additional 
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key initiatives. First, an internal HP C&I project to improve 
the HP’s Best Practices for Service Desk (BP4SD) solution, 
and then to retrofit that new solution to optimize the formerly 
implemented Change Management process at Alcatel-Lucent—
addressing process quality and compliance issues.

Metastorm ProVision’s powerful Enterprise Modeling toolset 
enables HP C&I to successfully address these challenges.

The HP OpenView Service Desk is a comprehensive, scalable 
IT service desk solution based on a unified configuration 
management foundation. BP4SDv1 was utilized in the original 
HP C&I/Alcatel-Lucent project. The objectives for BP4SDv2 
were to:

• Improve the ITSM process content-- leveraging the learning 
and discovery from BP4SDv1

• Provide COBIT integration for Sarbanes-Oxley compliance
• Pre-configure OpenView Service Desk to match ITIL 

processes developed in ProVision

Solution
A Powerful Combination of Tools and Services

HP C&I team members were originally introduced to 
Metastorm ProVision (formerly Proforma ProVision) during 
the HP/Compaq merger in 2002. Since that time, ProVision has 
become a standard HP worldwide modeling tool, and specifically 
in Consulting and Integration with more than 130 consultants 

Highlights

Challenges:
• To enhance ‘Best Practices for Service Desk’ at HP 
• To retrofit Change Management at Alcatel-Lucent

Customer Benefits & Results:
• Enhanced user experience
• Improved cycle time to streamline and enhance 

process performance
• Reduced out-of-hours’ requests for help
• Gained flexibility to easily meet demands of changing 

processes
• Built on existing Visio diagrams through the robust 

import capabilities of Metastorm ProVision

IT, Telecommunication

http://www.metastorm.com
http://www.metastorm.com/products/mpba.asp
http://www.metastorm.com/products/mpba.asp
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trained as users.
“Our ultimate goal for BP4SDv2 was to combine world-class 

ProVision software, world-class Service Desk software, and HP 
C&I’s extensive ITSM experience and ITIL Best Practices to 
create an accelerator solution for our customers,” said Clark.

The project team used Metastorm ProVision to drill down into 
the processes following the ISO 9000 triangle for documentation 
from high-level, process-driven policy to procedures, work 
instructions and artifacts at lower levels. Process phases for 
Service Desk include change, incident, service call and problem. 
Clark said a phase typically maps to several activities in the 
process flows. For example, the Incident Management Process 
Phases include entitlement, categorization, diagnosis, resolution 
and closure.

Tools like Visio, PowerPoint and Word were effectively 
used by HP to compile and store the best practice processes. 
But collateral could not be linked without significant effort, 
according to Clark. For version 2 of BP4SD, HP C&I would 
move all those processes into Metastorm ProVision where they 
could be published and integrated at the touch of a button.

“We had good information before, but we weren’t able 
to link to it using Visio or keep the consistency to the level 
needed. That’s a benefit of using ProVision,” he said. “Now we 
know what we have in the ProVision repository, and it’s easily 
accessible.”

Retrofitting Change Management at Alcatel-Lucent

After hearing about BP4SDv2, the ITSM Lead architect and 
Change Manager from Alcatel-Lucent wanted to further leverage 
the concepts and capabilities of BP4SD into their existing 
Change Management process as a means of communicating and 
training on the change process. Thus HP C&I and Alcatel-Lucent 
engaged on the project to “retro-fit” Change Management. 

Clark said the Alcatel-Lucent Change Management 
improvement project had several drivers:

• Supporting new users of the Change Management process 
with real time training options.

• Guiding users through the tool and process navigation 
required a great degree of manual intervention from the 
Change Management team.

• The Change Management On-Call Manager would also 
receive numerous “out of hours” requests for assistance with 
the tool and process navigation.

• Version 1 of the Service Desk tool did not have built-in 
capability to provide on-line process/workflow self help.

Clark spearheaded the retrofitting effort using Metastorm 
ProVision Business Interaction and Workflow Modelers. “We 
helped Alcatel-Lucent understand and clarify issues. I took notes 
and made changes to processes in real time. It allowed us to 
formalize how processes should work, especially at the lower 
levels of the workflows where greater details exist,” he said.

Enormous amounts of documentation were available for 
the Alcatel-Lucent service desk, but the information had to be 
searched to find the required process navigation step. Clark said 
a key objective of the project was to integrate all the pieces into 
a tool that has the capability to link and publish.

“Now when a user opens a workflow, there is a link to the 
activities so that they can quickly and easily see necessary 
documentation—it’s time relevant,” he added. “Users can view 
their role in the process in context without having to request that 
information from the modeling team. As a result, it strengthens 
their understanding of the process and Service Desk tool.”

Benefits
HP & Alcatel-Lucent Achieve Improved Process Performance

Clark said the enhanced change management tool has been 
received positively.

By understanding and modeling processes, the Change 
Management team at Alcatel-Lucent was able to visually 
scrutinize many existing processes and perform data modeling 
for cycle time improvement to streamline and enhance process 
performance. In addition, Alcatel-Lucent users can map directly 
to their position in a process and use artifacts to access “just in 
time, just enough” information to accomplish their functions.  By 
having HTML content, ProVision provides the flexibility to meet 
changing processes easily, without starting over from scratch 
every time a change is made.

For new hires and users with expanded responsibilities, this 
on-line program provides a fluid training model that allows users 
to easily obtain help and information at the click of a button.

Brian Hazen, Change Manager, Alcatel-Lucent, said the 
biggest win for Change Management has been the ability of 
users to easily access this resource that supports and enhances 
their user experience. It has also resulted in reduced out-of-
hours’ help requests to the On Call Change Manager, allowing 
the manager to focus on emergency situations. 

Alcatel-Lucent Change Management continues to review 
processes and look for additional enhancements using the 
functionality of Metastorm ProVision.
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