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Introduction

Today’s ClOs face the dual challenge of ensuring operational stability while enabling business
innovation. As digital transformation accelerates, legacy IT Operations Management (ITOM)
can no longer meet the demands of a fast, scalable, and experience-driven enterprise.
Business leaders now expect IT to act as a strategic partner—not just a service provider.

Modern ITOM enables this shift by leveraging unified data, real-time observability,
automation, and financial governance. With the rise of hybrid and multi-cloud environments,
constant application updates, and Al-driven customer demands, the expectations from IT
teams have evolved beyond keeping the lights on. The CIO’s role is now central to enabling
agility, resilience, and insight-driven action.

This document outlines how CIOs can lead this transformation, improve resilience and agility,
and tie IT performance directly to business outcomes. From understanding the pitfalls of
legacy ITOM to adopting a modern, intelligent operations model, this guide presents a
comprehensive roadmap that enables IT to become a catalyst for business growth.




Legacy ITOM can’t support future-ready business goals

Outdated ITOM systems were designed for static environments. Today, businesses are hybrid, cloud-native, and
digitally interconnected. The result? Legacy systems fall short in key areas:

Reactive, ticket-heavy
workflows

e Manual incident handling
delays response time and
Increases Mean Time to
Resolution (MTTR).

e |T becomes reactive, always

firefighting instead of

proactively preventing issues.

e No contextual awareness leads

to inefficiencies and
duplication of work.

Fragmented tools &
data silos

e Using dozens of tools leads to
scattered telemetry and alerts,
making it hard to correlate
incidents.

e Teams operate in isolation,
making collaboration and
shared accountability difficult.

e A lack of a unified interface
means slow root cause analysis.

Limited hybrid/multi-cloud Misalignment with business
visibility goals

e Legacy systems can’t monitor
modern architectures like
containers or serverless
workloads.

e |T metrics (uptime, CPU usage)
don’t reflect real business
impact (user drop-offs, lost
revenue).

e This blind spot makes it
difficult to maintain consistent
performance and identify
degradation before users are

impacted. e Business units lose trust in IT as
a strategic partner.

e C|Os struggle to justify ITOM
investments in terms of ROI.

e Scaling becomes cost-ineffi-
cient and complex.



To future-proof IT and drive business outcomes,
modern ITOM must transition from reactive -«
support to proactive strategy.




Unified IT Operations

HOW Break down silos by integrating underlying compute infrastructure, application, database, and
interface monitoring into one operations platform.
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Why it matters

e Disconnected tools create data noise and delay response time.
e Teams waste time switching contexts and reconciling different versions of truth.

e A unified platform enables: Benefits
- Centralized dashboards for real-time decision-making e Faster mean time to detect (MTTD) and resolve (MTTR)
- Improved team collaboration across domains e Lower tool maintenance costs

- Standardized workflows that scale with hybrid environments e Increased operational transparency and trust in IT




Enterprise Observability

HOW Collect and correlate metrics, logs, traces, and events from all systems-on-premise,
cloud, and edge.
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Why it matters

e Monitoring shows you what is wrong. Observability tells you why.
e Without context, alerts are meaningless. Observability layers context, enable: Beneﬁts

- Full-stack visibility: infrastructure - applications - end-user experience
- Anomaly detection using baselines and thresholds
- Intelligent alerting and contextual analysis

e Proactive incident resolution before customers are affected
e Faster root cause analysis and remediation

. Fnha)nced digital experience and improved Net Promoter Score
NPS



Cloud FinOps

H oW Apply financial accountability to cloud usage by integrating cost data into IT operations
workflows.

Key features

e Real-time cloud usage dashboards

e Forecasting and budgeting tools

e Chargeback/showback models for departments

e Automated rightsizing and cost optimization recommendations

Why it matters &] fﬂ

e Cloud bills can spiral out of control. FinOps brings discipline and shared accountability.
* Enables the business to understand: Beneﬁts

- Who is consuming what and why?
- Which services deliver ROI?
- How to optimize without impacting performance?

e Avoid cloud waste and over-provisioning
e Improve budget predictability and financial planning
e Align cost with performance and business outcomes




Intelligent Automation & Root Cause Analysis ‘

H ow Use Al and ML models to detect anomalous trends, correlate alerts, and RCA.
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Why it matters &]fﬂ

e |T teams are overwhelmed by alert fatigue and complexity.
e Automation reduces human intervention, freeing teams for innovation.
e Enables:

Benefits

e Reduced human error and downtime
e Lower mean time to acknowledge (MTTA)
e 24x7 operations without round-the-clock staffing

- Event correlation and root cause prediction
- Metric forecasting and alerting
- Metric or log data anomaly detection




The CIO’s 3-step ITOM Transformation

1. Integrate & normalize 2. Automate & predict 3. Optimize & align
e Consolidate monitoring and e Deploy intelligent automation for e Map IT metrics to business KPls
management tools into a high_vo|ume’ repeatab|e tasks for performance alignment

single platform
e Use Al/ML to reduce alert fatigue,  ® Use FinOps to control cloud

e Normalize data models for improve root cause identification, costs and improve usage
consistency and correlation and forecast incidents efficiency
e Eliminate tool redundancy e Enable predictive ticketing and e Deliver real-time dashboards

and reduce licensing cost self-healing infrastructure to key business stakeholders



When ITOM works, the business wins

Modern ITOM delivers tangible results by tightly integrating people, processes, and platforms across the technology
landscape. Here’s how it achieves real business value:

/0% Faster resolution times 90% Reduction in monitoring effort 809% Less troubleshooting time

e Predictive analytics and intelligent e Al-driven observability automates e Unified platforms consolidate
alert correlation accelerate root routine checks and flags only telemetry, reducing tool-switching
cause identification. actionable insights. and context loss.

e Automated remediation resolves e |T teams can focus on strategic work e Automated root cause analysis offers
incidents without manual instead of spending hours reviewing near-instant diagnostics.
intervention, reducing MTTR dashboards and logs.

drastically.



30%  Cost optimization

e FinOps tools identify underutilized
cloud resources and provide
real-time recommendations.

e Automated resource provisioning
ensures cost-effective scaling
without compromising
performance.

e

100%  SLA adherence

e Proactive monitoring and self-healing
mechanisms prevent SLA violations.

e Consistent service quality strengthens
business trust and customer
satisfaction.

100% +Return on investment

e Operational savings combined with
strategic alignment to business KPIs
drive measurable returns.

e Faster time to innovation and
minimized risk exposure enhance

enterprise agility.

These benefits are not just theoretical —they represent the new

benchmark for IT effectiveness in growth-focused organizations.
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odern ITOM isn’t an upgrade.
's a transformation.

to us at platform.solutions@tcs.com to explore your ITOM transformation journey



