Across the globe, companies rely on HP BladeSystem
environments to reliably process their most critical
business tasks.

To complement the performance of HP BladeSystem
solutions, HP Services and its network of channel partners
provide:

» A comprehensive services portfolio including IT
consulting, systems integration, installation and startup
services, migration support, hardware and software
support, outsourcing, recovery services, and more

» A collaborative approach that puts your needs first

» A single point of accountability to help you cut the cost
and complexity of maintaining your HP BladeSystem
environment, managing your server and storage
systems, and protecting your IT investments

HP Services can help deliver these benefits to you and

your business:

» Improved productivity

» Increased system availability through reduced
downtime

» Ready access to high-level technical expertise

» Fast problem analysis and resolution




HP BladeSystem
products

HP have brought three generations of BladeSystem to market;
e-Class (Lst generation), p-Class (2nd generation) and c-Class
(3rd generation). In addition, to these ProlLiant technology
based BladeSystems, HP has a range of Integrity based
solutions.

BladeSystem c7000 c-Class:

The HP BladeSystem c-Class portfolio, launched in June 2006,
set a new industry agenda to "blade everything" by pre-
integrating networking, power, cooling and management

into a consolidated data centre architecture. Now, small and
mid-sized businesses as well as enterprise customers can utilise
modular Proliant, Integrity, and StorageWorks blades and then
add applications and third-party products to build complete
business solutions.

BladeSystem ¢3000 c-Class:

Launched in September 2007, the BladeSystem c¢3000 is the
next step in blade technology: an eight slot enclosure that is
tailor-made for mid-sized business. It drastically cuts costs,
making smarter use of cooling and power, slashes maintenance
time with an easy, intuitive management system and saves
space, reducing cabling and clutter.

BladeSystem components

Enclosures
kits

Power and
cooling

Management
software

The groundbreaking HP BladeSystem c-Class architecture is the
first blade environment that enables users to wire computing
resources once and change on the fly, dynamically adjusting
power and cooling to meet energy budgets, and through
Insight Control Management software, increase administrative
productivity by up to 10-fold.

It is no wonder then that HP BladeSystems are fast becoming
the hardware platform of choice for a huge number of
businesses, both large and small. But, having decided upon HP
BladeSystems, how do you ensure that you derive the maximum
benefit from their introduction through minimum time to solution,
complete usage of the uniqgue management software, minimum
downtime and maximum return on investment? The answer

is HP Care Pack Services, an extensive range of pre-defined
Services, developed specifically to support the needs of
customers with HP BladeSystems.

HP Care Pack Services

HP Care Pack Services are available to address all customer
requirements. They include:

Planning services
» VMware Capacity Planner Service
» Thermal Quick Assessment Service

Deployment services

» Hardware Installation services

» Hardware Installation and Startup Services for c-Class
infrastructure

» Installation and Startup BladeSystem Enhanced Network
Service

BladeSystem Support services

» Hardware Support Services

» Software Technical Support Services

» Combination Hardware and Software Support Services

Proactive BladeSystem Service

Education
» General
» BladeSystem specific



Planning services for
HP BladeSystem

HP Care Pack Services provide a range of planning services
to assist you when you are considering the implementation of
an HP BladeSystem environment and to help reduce the risk
associated with change. These services include:

VMware Capacity Planner Assessment

The VMware Capacity Planner Assessment offers you an
effective way to measure what you need to make the most of
a virtual environment. This service begins by automatically
capturing and tracking data over a 30-day span. It then gives
a visual representation of historical use patterns in a form that
is easy to use.

The assessment service also provides a simple, practical way
to test alternative scenarios in order to gauge the effects of
changing workloads on critical applications, enabling you
to plan the best way to implement a virtual environment and
improve server use.

The Capacity Planner Assessment is a server consolidation
assessment service that assesses the capacity utilisation of
an organisation’s IT infrastructure, identifies opportunities for
consolidation and helps deliver a virtualisation road map for
effective server containment and consolidation.

Thermal Quick Assessment

HP c-Class BladeSystems lead the market in terms of power and
cooling, offering exceptional computing capacity for a given
power and cooling requirement.

HP Services professionals are able to offer a range of thermal
assessment services through monitoring your data centre.

HP’s “intelligent cooling” approach leverages sophisticated
modeling tools and techniques to determine the unique thermal
conditions within the data centre. HP Services professionals
recommend changes to help reduce energy and cooling costs,
enable more equipment to be added to an existing data centre
and provide understanding to mitigate failures.

Deployment services
for HP BladeSystem
environments

HP Care Pack Services provide a range of installation and
startup services for a smooth transition to the HP BladeSystem
environment and to help reduce the risk associated with
change. These services:

Provide a faster time to solution

Include configuration of the HP BladeSystem management
software and remote support links to maximise the benefits of
the BladeSystem environment

Offer knowledge transfer

» Can compensate for a lack of in-house expertise and
resources

Reduce risks associated with deployment by relying on
experienced technical experts
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The following HP Care Pack Services are available to support
BladeSystems deployment:

Installation and Startup Service for HP BladeSystem
Infrastructure (OS + ICE)

HP Installation and Start-up Service for HP BladeSystem
Infrastructure provides for an integrated hardware and software
implementation that includes:

» Remote service planning

» On-site deployment of hardware and software

» Installation verification testing

» Product orientation

Service includes installation and setup of the following:

» One (1) cClass enclosure, including power supplies and fans

» Configuration of c-Class enclosure includes setup of the
Onboard Administrator

» Up to eight (8) single wide Ethernet interconnects, including
Virtual Connect Ethernet and Virtual Connect Fibre Channel
modules

» Up to 16 c-Class ProLiant or Integrity server blades (and
direct attach storage blades), including server blade
qualified options into a single blade enclosure

In addition, hardware deployment will include configuration of

iLO management processors and verification that the existing

firmware is current.
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For software, deployment activities by the service specialist on
the server(s) designated by the customer will include:

»
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Installing and configuring the Insight Control Enivironment

for HP BladeSystems software, including the following

components:

= HP Systems Insight Manager (HP SIM) server and agents

= HP ProLiant Essentials Rapid Deployment Pack (RDP)

= HP ProLiant Essentials Performance Management Pack
(PMP)

= HP ProLiant Essentials Vulnerability and Patch Management
Pack (VPM)

Using the Insight Control Environment wizard-based installer

to install and configure all of the core applications listed

above

Setting up the Administrator accounts for accessing RDP, HP

SIM, and the c-Class Onboard Administrator

Verifying the correct installation of HP SIM

Verifying the correct installation of RDP, PMP, and VPM

within the HP SIM license manager and validating integrated

operations from within HP SIM

Verifying that the RDP installation includes scripted jobs to

enable the configuration of HP server blade hardware and

deployment of the Customer's preferred operating system via

RDP

Running a system discovery to establish available

BladeSystem infrastructure resources (HP servers, network

switches, and local storage) as part of the Insight Control

Environment integrated installer

Installing and configuring the Rapid Deployment Pack (RDP),

including preparing RDP to deploy up to two operating

system editions of Microsoft® Windows® or two operating

system editions of Linux. If the customer requires both Linux

and Microsoft Windows to be deployed then the customer

will need to purchase the additional operating system

installation and startup service.

Preconfiguring the HP management agents and drivers

Configuring the server to include initial automatic discovery

of the managed servers

Setting up the minimum required network administrative

parameters for the switches according to the customer details

provided
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Completing VPM setup, deploying VPM agents, and running
a patch acquisition and vulnerability scan on a single server
blade

Completing PMP setup and configuring monitoring settings
for the server hardware

Installing and configuring, on the HP SIM server, HP Service
Essentials Remote Support Pack and OSEM service tools,

if the Customer agrees to provide an external Internet
connection (optional)

Installation and Startup Services for HP ¢3000 (OS only)
The Installation and Startup Service for HP ¢3000 (OS only) is
an additional option for c3000. Deliverables are the same as
for the Installation and Startup Service for Blade Infrastructure
above but exclude deployment of management software (Insight
Control Environment).
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Installation and Startup BladeSystem Enhanced Network
Service

HP Enhanced Network Installation and Startup Service for HP
BladeSystem provides configuration and testing of BladeSystem
Ethernet switches and HP Virtual Connect modules to facilitate
proper implementation of network protocols and access to
advanced features that can help improve the performance,
scalability, and reliability of the data centre network. The
service consists of the following elements:

M

Service planning interview

Confirmation of software revisions

» Network device configuration

» Knowledge transfer on operation of Virtual Connect
Manager

Virtual Connect Manager configuration

Verification of operation
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Hardware Installation for Additional Server Blades

An “additional blade” service is available as a complement to
the blade enclosure and server blade installation. It is intended
for the installation of add-on server blades not installed at

the time of the original installation of the HP BladeSystem
environment. An engineer will install all additional blades
made available in one return visit.

Installation and Startup of Insight Control Linux Edition
HP Installation and Startup Service for HP Insight Control

Linux Edition provides for the deployment and configuration

of HP Insight Control Linux Edition on an HP BladeSystem
enclosure. This service provides a pre-installation session with
an HP service specialist, installation and configuration of HP
Insight Control on a supported HP ProLiant server, and capture
and deployment of a supported Linux operating system onto
server blades within an HP BladeSystem enclosure. The service
concludes with an orientation session to help familiarise your
customer with the product usage.

Installation and Startup for VMware Virtual
Infrastructure

HP VMware Installation and Startup Support Service minimises
the in-house time, effort, and resources your customer will
need to successfully deploy VMware Virtual Infrastructure
software. Three package options are available to reduce

their implementation risk and allow them to make major
infrastructure changes with high confidence. An HP Services
professional works with you customer to prepare for the
installation, deploy and configure their VMware software, and
provide an orientation session for their IT staff.

» Starter: Installation and Startup for Virtual Infrastructure
Starter (one-day engagement)

» Standard: Installation and Startup for Virtual Infrastructure
Standard (two-day engagement)

» Enterprise: Installation and Startup for Virtual Infrastructure
Enterprise (five-day engagement)

HP BladeSystem
Support Services

HP Care Pack Services are also available that increase uptime
and productivity through rapid-response support for your HP
BladeSystem environment. Service delivery features include:

» Telephone problem diagnosis and support
Electronic hardware and software information
Access to technical resources

Problem analysis and resolution

Escalation management

Three levels of engineering support
Hardware onsite repairs
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HP Hardware Support Services

Increase availability and productivity with integrated rapid-
response support, covering HP BladeSystem hardware. A range
of services are available to provide the option that suits you
best

» Coverage — a choice of 24x7 or 13x5 (Monday to Friday
8am to 9pm) coverage window

» Service level — a choice of Next Day response, 4-hour on-site
response, 6-hour Call-to-Repair and also Proactive Support

» Contract period — a choice of 3, 4 or 5 year contract periods

The following Service Levels are available:

Next-day service
Next Business Day Hardware Support provides:

»

¥

Remote problem diagnosis and support - HP Services can
utilise electronic remote support tools to isolate problems and
facilitate resolution

Next business day onsite response - For issues that cannot be
resolved remotely, an authorised HP Services representative
will visit your site the next working day your their call has
been logged and for which you have a contracted service
window. HP Services will return the covered hardware to
operational condition, repairing or replacing components

or entire units as necessary. The HP Care Pack coverage
includes all required parts and materials

»
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Coverage window options:

» Standard business hours, standard business days. Service is
available 8:00am - 5:00pm, Monday to Friday, excluding
holidays

» Escalation management. Established escalation procedures
enlist specialised expertise from HP and selected third-parties

4-hour response
4-hour Same Business Day Hardware Support provides:

» Remote problem diagnosis and support - HP Services can
utilise electronic remote support tools to isolate problems and
facilitate resolution

» 4-hour onsite response. For issues that cannot be resolved
remotely, an authorised HP Services representative will visit



your site within four hours after your call has been logged,
if this time falls within the contracted service window.

HP Services will return covered hardware to operational
condition, repairing or replacing components or entire
units as necessary. The HP Care Pack coverage includes all
required parts and materials

Coverage window options:

» Extended business hours, standard business days. Service is
available 8:00am - 9:00pm, Monday to Friday, excluding
holidays

» 24x7x365. Service is available around-the-clock every day,
including all holidays

» Escalation management. Established escalation procedures
enlist specialised expertise from HP and selected third-parties

6-hour Call-to-Repair Hardware Support Service
Keep availability high with responsive committed-repair-time
service.
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Remote problem diagnosis and support. HP Services can
utilise electronic remote support tools to isolate problems and
facilitate resolution

Onsite hardware support. For critical issues that cannot be
resolved remotely, an HP-certified customer engineer will

visit your site to return your covered hardware to operational
condition, repairing or replacing components or entire units
as necessary. HP Care Pack coverage includes all required
parts and materials

» 6-hour repair time commitment. HP commits to correcting
hardware malfunctions in less than six hours from your initial
call to the HP Response Centre (available up to 50 miles from
a primary HP support office)

Round-the-clock coverage. Service is available 24x7x365
Escalation management. Established escalation procedures
enlist specialised expertise from HP and selected third-parties

Software Technical Support Services
HP Software Technical Support Services for solutions based on
Microsoft Windows, Linux open-source software, HP ProLiant
Essentials and VMware provide high-quality support with a
wide range of purchase options, giving you flexible response
times and the precise level of coverage they need. Software
technical support is delivered via HP customer support centres
worldwide, which provide fast, reliable access to support
specialists. HP’s internal virtual network links these support
centres and routes calls to specialists with the right skills to
address your problem.
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Combination Hardware & Software
Support Services

HP Care Pack Enterprise Services provide a combined
hardware and software support for your customer's
BladeSystems environment. There are three main services
available through the HP Care Pack Enterprise Services
portfolio. These can be summarised as follows:

Support Plus and Support Plus 24

Support Plus and Support Plus 24 represent the “entry level”
combination offering in the HP Care Pack Enterprise Services
portfolio. They provide an integrated set of hardware and
software support services.

Proactive 24

HP Proactive 24 Service is an integrated hardware and
software support solution that combines efficient problem
prevention with responsive technical assistance whenever you
need it.

This service not only improves the effectiveness of technologies
across your IT infrastructure but it also establishes a
collaborative relationship between you and HP that strengthens
your IT team and gives you rapid access to HP’s expertise as
issues arise.

Critical Service

As the highest level of support available within the HP Care
Pack Enterprise Services portfolio, HP Critical Service is a
comprehensive support solution designed for businesses that
run mission-critical applications and cannot tolerate downtime
without significant business impact.

HP Critical Service is a unique, comprehensive solution for
organisations running business-critical applications that

require high availability. HP’s customer support team of high
availability certified experts collaborate with you and provide
the right combination of proactive and reactive services to cover
the entire IT infrastructure (servers, storage, SAN, networks,
etc.). This maximises availability and performance across the
environment, as well as assuring accessibility to mission-critical
data.

Proactive BladeSystem Service
The HP Proactive BladeSystem Service addresses many of the
key concerns and requirements of customers:
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The lack of staff bandwidth and difficulty of keeping up with
the flood of information about the latest tools, techniques,
revisions, and updates

The need to customise generic information for your specific
environments

The lack of knowledge about what best practices exist

The need for ongoing training
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The desire to use and benefit from new technologies must be
balanced with the ability to manage change effectively. HP
Services are available to help you to manage change smoothly,
providing access to expertise when you need it, and also to
help your staff gain knowledge on the job.

The HP Proactive BladeSystem Service helps you gain the
business benefits you expect from your investment in HP
BladeSystem technology and tools. HP’s goal is to provide

a cost-effective, high-performance service to support the
BladeSystem infrastructure. The service covers HP BladeSystem
servers, storage, network and SAN devices, as well as HP
management software.

The first step with this service is to assign you to an Account
Support Manager (ASM). Acting as your primary contact for
delivering the service, the ASM provides expertise, coordinates
resources, and assumes primary responsibility for your
satisfaction with this service. The ASM works with your IT staff
to understand the applicable goals and objectives, to assess
current operational capabilities, and to make recommendations
for improvements. These recommendations are focused on

HP BladeSystem technologies and tools and are drawn from
HP’s extensive best practice databases. They leverage the IT
Infrastructure Library (ITIL) and other industry acknowledged



standards plus HP’s experience in managing and supporting IT
infrastructures. No two customers are exactly alike, so HP tailors
recommendations to your specific situation.

As part of the service, specialised consulting is also available
on topics that are particularly relevant to BladeSystem
implementations, including power and cooling, virtualisation,
ITIL and security. You can choose the area in which you want
the most help.

The HP Proactive BladeSystem Service complements HP reactive
support services through its focus on proactive, preventative
measures to optimise BladeSystem technologies and avoid
future problems.

HP Proactive BladeSystem Service highlights:

Account support manager (ASM)
Working closely with your staff, the account support manager:

M

Acts as your focal point for service delivery

Develops a customised plan describing the service that will
be delivered and how it will help meet your objectives
Provides detailed expertise and recommendations
Co-ordinates additional HP technical experts when specific
skills are needed

Recommends appropriate HP technical and education
services

X

M

X

M

Account support plan

This document describes the services and consulting that HP
will provide and the mutually agreed-upon timeframe for service
delivery. It is updated by the account support manager and
reviewed with you during periodic meetings designed to reflect
progress and changes in your objectives or your BladeSystem
environment.

HP blade technology assessment

The account support manager conducts an onsite, in-depth
interview with your IT staff to understand the operational goals
and how they manage their BladeSystem technology. With

this information, HP can then provide recommendations for
specific changes you can make to help you achieve your goals.
These recommendations are focused on improving availability,
performance, and efficiency, as well as reducing costs of
operation in the BladeSystem environment.

HP blade toolset assessment

The account support manager uses the baseline information
gathered during the blade technology assessment to analyse
your current usage of HP management software. By comparing
your usage and procedures to proven best practices for
utilisation of the software, the account support manager

helps to optimise to gain better insight and control over the
BladeSystem infrastructure.

Technical services that focus on your needs

The HP Proactive BladeSystem Service includes a selection of
technical and educational services that provide your IT staff
with additional consulting and education on topics related

to blade environments. The following is a representative
sample of technical service topics focused on HP BladeSystem
environments:

» Power and Cooling - an assessment of your current power
and cooling requirements, with a focus on controlling costs
and optimising utilisation

» Security - an assessment of the adequacy of your existing
security tools and resources

» ITSM - an assessment of your current IT Service Management

best practices, with recommendations to help you improve

service to your business users

Virtualisation - a detailed view of your current server

configuration, with recommendations and advice for

consolidation and virtualisation (includes the deployment and

configuration of VMware Capacity Planner)

Installation and Startup - planning, deployment, and

installation verification for one of the following:

= HP BladeSystem c-Class Infrastructure

= HP ProLiant Essentials Systems Insight Manager

= VMware Virtual Infrastructure
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Customised technology bulletin to save your staff time
The account support manager prepares an HP Blade
technology bulletin, providing version and usage advice for
the HP software, firmware, and drivers that are important
components of your BladeSystem hardware and the HP
management software suite. This bulletin is a consolidated,
personalised source of information that also includes access
to resources as well as tips and techniques for managing the
BladeSystem infrastructure.

Education services to enhance staff skill-set

You may select from HP’s comprehensive educational offerings
to train your IT staff in areas such as server and blade
deployment, system management, and VMware administration
and operations. Both instructor-led and online courses are
available to help enhance and expand the skills of your IT staff.

Recommended educational offerings with a focus on blade
environments include:

» HP BladeSystem Solution—Planning and Deployment

» Introduction to HP Systems Insight Manager

» Enterprise System Management Using HP SIM

» HP SIM Applications and Plug-Ins

» Virtual Infrastructure with ESX Server and Virtual Centre
» VMware Infrastructure 3—Install and Configure
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Progress review meetings

Periodic review meetings are conducted throughout the year
to assess progress and address changes in your operations.
During these meetings, the account support manager
updates the account support plan, reviews the impact of the
recommendations that have been implemented, and delivers
the HP Blade technology bulletin.

Education Services

Instructors from HP Education Services provide the expertise

to meet a wide range of customers’ education needs, for end
users, system administrators, and support personnel. HP on-line
and instructor-led courses build both core and advanced skill
sets and can help customers improve system performance and
availability. There are two types of HP services for education in
support of HP BladeSystem environments:

» HP Care Pack Total Education
» Technology-specific HP Care Pack Services

For full details of the Education services available and their
associated pricing, please visit www.hp.com/uk/education.



