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R.D. Laing, one of the most controversial
figures in 20th Century psychology

and philosophy, once observed in The
Politics of Experience: “We live in a
moment in history where change is so
speeded up that we begin to see the present
only when it is already disappearing.”

Well, I think we all know that feeling.
Most IT managers dream of being in the

driver’s seat — of delivering pioneering
applications and improving service levels
faster than the most impatient user could
ever expect. However, other than a few
well-publicized exceptions, service man-
agement remains a reactive rather than
proactive exercise, and responding to
change is a constant problem for IT. By the
time you have come up with a solution to
the current problem, the goal posts have
been moved.

This would not be so bad if our cus-
tomers weren’t so darned close to us these
days. OK, I know that is not politically
correct: Your CRM team would be happy
to know every detail about your customers,
from their shoe size to their preferred
vacation destination. But when they turn
up unannounced at the corporate Web
site, they are definitely too close for
comfort — there’s just no place left to
hide. They see you as you really are —
and you just have to pray that they like
what they see. In this environment per-
formance management, from mainframe
to Web, is everything.

One crumb of comfort is that everyone is
in the same position — everyone within the
enterprise sector, at least. All large organi-
zations are carrying legacy baggage — a
complex mish-mash of servers, routers,
network protocols, storage sub-systems,
applications, and databases. Even within a
highly centralized environment, managing

performance was never a straightforward
task; each system component had its own
tools for gathering performance data. Let’s
face it, CICS performance management
was a small industry in its own right!

Unix originally suffered from a paucity
of performance information. Windows
NT introduced a new dimension to the
problem: plenty of metrics — more than
anyone could reasonably ask for — but not
in a form familiar to the mainframe specialist.
However, such inconsistencies were minor
by today’s standards. Now, end-to-end
performance management involves a sea
of network-attached client devices, in a
constant state of flux, each one begging to
be managed.

Rest assured, the software vendors are on
the case. There is BMC with PATROL and
Best/1, combining integrated mainframe,
NT and Web performance management

with sophisticated modeling for capacity
planning; Candle, with its focus on e-business
service management and Web clients;
Tivoli, strong in the Application Response
Measurement (ARM) and mobile client
areas; Compuware, bringing its testing
capabilities to the Web management
space; HP OpenView; and, of course,
Computer Associates.

All of these vendors have moved, bit by
bit, from centralized enterprise perfor-
mance management into distributed sys-
tems, and from there to Internet and wire-
less-oriented clients. All, to varying
degrees tackle the burning issue of end-to-
end response times — the critical issue in
making sure that customers get a reason-
ably positive experience when they call at
your door.

Whether this means locating the rogue
Web server on some distant hop or the end
user whose massive Napster downloads are
bringing the network to a grinding halt, the
possibilities are endless! Just having a com-
plete view of the network is no longer
enough. The key now is knowing how to
drill down with the right tool, and to put the
right interpretation on the performance data
you receive.

Ironically, performance management is
one area where heavy investment will not
necessarily yield the best results. Sure,
increasing server MIPS or bandwidth may
drive response times back up, but expensive,
all-singing-all-dancing management solutions
often suffer from the same complexity as
the systems they are designed to manage.
Moreover, every agent technology that is
employed to monitor performance consumes
further resources.

A number of issues need to be addressed
when deploying end-to-end performance
tools. For instance:
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● To what degree should statistics be
integrated? Should mainframe, NT,
Unix, and Web data be delivered in a
standardized format to one console,
or would they be more usefully chan-
neled, unaltered, to platform-specific
specialists?

● How far should you go to measure
the end-to-end performance of a
transaction or application? The ARM
application programming interface
(API), for example, can help
deliver some powerful statistics on
transactional performance, but it

involves extensive programming
and potentially reduces flexibility.
Is a performance “snapshot” approach
adequate for your needs, or do you
need more detail?

● How “open” does your performance
management framework need to be,
in view of the rapid rate of
change in e-business and value
chain evolution?

As customer experience and response
times become more critical to business
survival, carefully tailored performance

management solutions will gain tremendous
value. There are plenty of options and
products to choose from, but simplicity and
return on investment need to be in the
forefront when making your choice.

Mark Lillycrop is director of research at
Xephon and can be contacted via email at
markl@xephon.com.
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