
A common  
language for 
global IT services
BMC software helps Dell IT improve capacity planning and reduce 
the creation of application trouble tickets by four times

Streamlining IT operations is a continuous process at Dell. The  
Dell IT group is constantly searching for ways to reduce the  
costs of running its IT infrastructure and to reallocate personnel  
from routine management tasks to more innovative projects. 
Recently the Dell IT group evaluated new ways to simplify the 
labor-intensive processes of capacity planning and responding  
to trouble tickets.
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Challenge

Streamline IT operations by improving 
capacity planning for virtualized 
servers and by reducing the number of 
application trouble tickets received by IT 
administrators.

Solution

With help from Dell Global Infrastructure 
Consulting Services and BMC Services, the 
Dell IT group deployed a collection of BMC® 
software products on Dell™ PowerEdge™ 
servers to improve capacity planning and 
reduce the number of trouble tickets.

Benefits

Run IT Better

Reduced the number of trouble tickets by •	
four times

Enabled Dell IT to identify the best server •	
candidates for virtualization

Grow IT Better
Facilitated accurate capacity planning for •	
virtualized environment

Like many large enterprises, Dell is virtualizing 
more and more of its infrastructure to improve the 
utilization of servers while also containing power, 
cooling, and real estate costs. Until recently, 
though, selecting the right servers for virtualization 
was a difficult task. “When we first began to 
virtualize several years ago, it required too much 
time and energy to identify which application 
servers were the best candidates for virtualization,” 
says Joshua David, IT manager of global monitoring 
engineering and operations at Dell. “In some cases, 
we had to log into each server to collect data. But 
the data was not in a standard form, so it was 
difficult to analyze. We needed a way to better 
detect the right candidates for virtualization and 
then to forecast accurately the server and storage 
resources we’d need to run those applications in a 
virtualized infrastructure.” 

David’s group is also tasked with monitoring 
performance for numerous application servers. 
His team found that monitoring applications 
and attending to trouble tickets had become an 
enormous drain on resources that kept engineers 
from revenue-producing projects. “In the past, 
we used multiple monitoring tools for different 
IT stacks,” says David. “When an application 
encountered some difficulty and breached 
a predetermined threshold, the monitoring 

tool sent an alert. In many cases, though, we 
received multiple tickets for the same root 
cause. If a database went down, for example, 
we could receive several alerts from the multiple 
applications drawing on that database. We were 
receiving millions of alerts per year. We needed a 
way to substantially reduce the number of alerts 
that were generated.”

Dell selects BMC software to 
streamline capacity planning 
and troubleshooting
The Dell IT group selected BMC software to 
address the challenges it was facing. “BMC 
software tools provide the features and 
capabilities we need, and they are easy to 
integrate with our existing software portfolio,” 
says David. “We had used BMC software in the 
past, so learning to use new applications was  
fast and straightforward.” 

The Dell IT group collaborated with BMC 
consulting services to deploy the new 
applications in the Dell environment. 
All BMC software currently runs on 
Dell PowerEdge servers. “One of the 
goals of this project was to reduce 
our administrative burdens, and by 
working with both Dell and BMC service 
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groups, we were able to substantially decrease the 
time and energy required for deployment,” says 
David. “Meanwhile, the Dell hardware gives us 
the reliability we need to run these management 
applications reliably and consistently, without 
having to worry about serious hardware problems.”

BMC tools help Dell plan for 
virtualization and assure  
high performance
BMC Capacity Management Essentials and 
BMC Performance Assurance for Servers help to 
address the group’s virtualization challenges. “The 
BMC software helps us identify good candidates 
for virtualization and plan for accommodating 
those virtual servers in our physical environment,” 
says David. “We can easily view utilization of 
CPU, memory, and I/O of candidate servers from 
a single dashboard to determine whether they are 
currently underutilized. We can also assess the 
resources we will need for these servers in the 
virtualized environment.”

In addition, the BMC tool set can help Dell plan 
for short- or long-term changes. “We can capture 
detailed data to understand how particular short-
term programs might affect usage,” says David. 
“For example, if we run a Web promotion, usage 
for a particular application might increase. We 
can compare the increased usage to a baseline so 
we have a better sense of how these promotions 
affect our infrastructure. As a result, we can be 
sure to have the correct level of resources available 
for future promotions.”

The Dell team can now better plan for long-term 
user growth as well. “Without this tool set, we can 
only provide rough estimates of future use,” says 
David. “BMC Capacity Management Essentials 
provides a more accurate assessment of how our 
needs will change as we add users. With better 
planning, we can create more accurate budgets 
and avoid unnecessary spending.” 

The BMC toolset keeps virtualized applications 
running at peak performance. “Once the servers 
are up and running, BMC Capacity Management 
Essentials and BMC Performance Assurance for 
Servers help us analyze application performance, 
find any potential problems, and target additional 
opportunities for optimization,” says David. 
“For example, we found that running a weekly 
virus scan on manufacturing application servers 
increased utilization to 70 percent and resulted in 
sluggish application performance. We rescheduled 
the scan to run at night. As a result, we were able 
to maximize performance during working hours.”

The BMC toolset has also helped protect 
applications from potential problems. “We 
used BMC software to avoid a problem with a 
manufacturing application,” says David. “The 
application was running across multiple servers 
and duplicated across two stacks. We used the 
BMC tools to run predictive analyses for multiple 
growth patterns. We found an issue with one 
server, on just one half of the stack. If we hadn’t 
resolved this issue, the application would have 
hit resource limits early. Instead, we identified 
the cause and were able to resolve the issue in a 
controlled manner, without any impact on service.”

How it works

Hardware

Various generations of Dell•	 ™ PowerEdge™ 
servers with Intel® Xeon® processors

SOFTWARE

BMC•	 ® Capacity Management Essentials

BMC Impact Manager•	

BMC Performance Assurance for Servers•	

SERVICES

Dell Global Infrastructure Consulting •	
Services

“BMC Capacity Management 
Essentials provides a more 
accurate assessment of how 
our needs will change as 
we add users. With better 
planning, we can create more 
accurate budgets and avoid 
unnecessary spending.”
Joshua David, IT manager, Global Monitoring engineering and operations, Dell
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BMC software helps Dell cut 
trouble tickets by four times
To reduce the creation of trouble tickets for 
application problems, the Dell team deployed 
BMC Impact Manager software. “BMC Impact 
Manager plays a key role in helping us reduce the 
number of trouble tickets generated,” says David. 
“It eliminates duplicative trouble tickets and then 
helps us prioritize trouble tickets based on their 
business impact. With BMC Impact Manager, we 
have reduced the number of trouble tickets by four 
times, from an estimated 3.6 million to 960,000. 
As a result, we can save our group substantial 
time, resources, and money.”

Dealing with a single vendor 
simplifies IT and saves Dell 
money
The Dell team sees the value in working with  
a single vendor for so many IT management  
tools. “BMC provided all of the tools we needed,”  
says David. “Having to deal with a single 
vendor to receive all of our Business Service 
Management needs helps us simplify IT and 
reduce support costs.”

The Dell team can also maximize their utilization 
of each tool. “When you buy tools from multiple 
vendors, there is often overlap in functionality, so 
you wind up using only a small part of each tool,” 
says David. “The BMC tools complement one 
another well. By selecting a suite of BMC tools, 
we can be sure to maximize the use of each tool. 
In the end, that helps us reduce costs compared 
with buying tools from multiple vendors.”

In addition, the Dell-BMC relationship is helping 
both companies develop tools that meet the 
emerging use cases of large enterprises. “We 
have also fostered a close relationship with 
BMC—the BMC team listens to our product 
requests and suggestions, and they integrate 
solutions for our use cases into their tools,” says 
David. “That’s a tremendous benefit for us, and it 
will benefit other enterprises as well.”

For more information on this case study  
or to read additional case studies, go to  
DELL.COM/CaseStudies.

“BMC Impact Manager plays a 
key role in helping us reduce 
the number of trouble tickets 
generated….We have reduced 
the number of trouble tickets 
by four times, from an 
estimated 3.6 million to 
960,000. As a result, we can 
save our group substantial 
time, resources, and money.”
Joshua David, IT manager, Global Monitoring engineering and operations, Dell
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