BMC IT Service
Management /
Multi-tenancy



Critical Business Issue

Company wants to share infrastructure and
staffing across companies or business units
(e.g., service provider with multiple clients)

o Needs to segment data based on lines of
business

+ Must support multiple languages and
o Offer different services or level of support

To gain the advantage of:

¢ Saving money in systems, training, application
support

¢ Aggregated statistics and reporting



BMC Solution Capabllities

Data can be segmented by company or
business unit
¢ Each company can have separate configuration
People
Support groups

Menu choices - location, categorization,
localization, templates, etc

Assignment and Escalation rules
Service Level Agreements

¢ Each company sees only records for that
company



BMC Solution Capabllities

Applications can be shared
¢ Common Interface
¢ Common data where applicable

A menu item or template can be
designated as “Global” and used by
all

e Users can be configured to span
companies if necessary



Multi-Tenancy Scenario

Figure 2-1: Example of access to multiple companies
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In this scenario, some people have access to Calbro
Information, some people have access to ABC Corp
Information, and others have unrestricted access to all

Information.




Access Restriction

Figure 2-4: Login/Access Details tab
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In the example shown In Figure 3-2, companies have been
configured with multitiered menus to represent company and
business unit. To set the business unit, from the Access
Restriction field, choose the company t%pe, the company, and
ompany > XYZ >

then the business unit, as in Operating

North America.

Figure 3-2: Access Restrictions window
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How it Is used in the ITSM Applications

BMC REMEDY IT SERVICE MANAGEMENT - Incident Management
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