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Take Back Control with IBM Service Management

Today’s challenges

Obstacles to Innovation

Growing Complexity Unsupportive culture

Rapid, Constant Change Limited funding

Escalating Costs Internal workforce issues

Regulatory Compliance _ .
Process Immaturity

Lack of Service Context o
Inflexible infrastructure

Insufficient access |
to information
\

10 20 30 40

Source: IBM Global CEO Survey, Jan. 2006
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Take Back Control with IBM Service Management

Today’s challenges

= Growing Complexity

SWEHAVE!

NiakelBackaeaorniie

| Nomen Wildnson || QST 2008

Obstacles to Innovation

Disparate technologies
Inflexible infrastructures
Acquisitions

Legacy

International or global reach

TAKE BACK CONTROL
@ : s e
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Take Back Control with IBM Service Management
Today’s challenges
Obstacles to Innovation
e-Business shift in routes to market
Demand for instant on-line transactions
= Rapid, Constant Change
Open competition — service differentiates

Customers are IT aware

Shift from Product to Customer focus

TAKE BACK CONTROL
@ : s e
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Take Back Control with IBM Service Management
Today’s challenges

Obstacles to Innovation

® Hardware
Services

= | abour
70% of 2005 CIO Software

. Budget is Labour
» Escalating Costs

Operations will be 73% of CIO labour budgets by 2008

Application development will decline at -10% CGR to 2008
Source: Tivoli Commlssmned IDC Study 2005

TAKE BACK CON TROLL
TR e |
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Take Back Control with IBM Service Management
Today’s challenges

Obstacles to Innovation

Savings
Infrastructure Infrastructure

Current

TCO Portfolio

(E) Current
Portfolio

» Escalating Costs

New

Development
New

Development

Current State Desired State

TAKE BACK CON TROLL
TR e |
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Take Back Control with IBM Service Management
Today’s challenges

Obstacles to Innovation

Increasing security requirements
Increasing audit requirements
Data retention and lifecycle impact

= Regulatory Compliance

TAKE BACK CONTROL
@ : s e
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Take Back Control with IBM Service Management

Today’s challenges

= |ack of Service Context

SWEHAVE!

NiakelBackaeaorniie

Obstacles to Innovation
Culture and organization
Process maturity
Poor management information
Collaboration between Technology silo’s

No means of measuring service against
business KPI's

TAKE BACK CONTROL
@ : s e

| Nomen Wildnson || QST 2008
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Take Back Control with IBM Service Management

Technology Management Service Management

’ Tecticel  TRATSTOTANONM JSategic

Complexity

SRV Service Management
Fragmented 2ss Management
Approach  SYGRVEUELENEN

Many IT organizations SILO's

are HERE today but

seem unable to move
forwards Manual

Processes

Legacy

Value to IT Operations

pns/Portal Management
Lack of on Performance

Standards cle Management
and

Centralization

Lo \alue to the Business Hi

R 2 -

. * _"

) A -

by ; a .
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Take Back Control with IBM Service Management

The drive towards value

IT VALUE

IT efficiency & productivity gains
Centralization

Standards

Integration

Service Management culture
Best Practices

Utilization improvement
Process Automation

IT aligned and responsive to business
Focus on service
Manage and measure by service
Optimization through automation
High availability & performance
Compliance assurance
Value for money
Service = Expectation

Cost Efficiency
Scalable model
Ability to fund innovation

Partnership & Trust
Mutual value

=
Nt

Py

SWEHAVE!

BUSINESS

Customer retention

Customer acquisition

Response to change in the market
Response to new opportunities
Time to Market

Routes to Market

Competitive advantage

Agility to prosper from change
Focus on growth not operation
Returns on Investment

2k BackAEoNro S SN Grman\WWilKinsen

| geGT 2005 |
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Take Back Control with IBM Service Management

The Roadmap to Take Back Control

Reduce Costs - align labour to technology effectively

Manage Complexity — high visibility and availability

Align IT to the Business — become service and value aware

Manage Application Performance - the Customer Experience

« Automate service processes - optimized and in control
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Take Back Control with IBM Service Management IT perceived as a

ategic Partner

The Roadmap to Take Back Control

Incremental Gains in a * Manage IT as a Business g

Phased Appl’O&Ch . Autgmate Servicg Proces ‘0@6\
» Optimize IT Servica@itvely

* Collect, ana %\Q\G‘?’ dre service and process metrics
S

Understand IT ser supporting infrastructure IT perceived as a

Measure/Mod >Performance Service Provider
Ensure g8 anges to the Service Infrastructure

ompliance

IT Value to the Business

s and resources available
esource specific information
Ize resource availability

IT perceived as a
Cost Centre

Technology Focus Business Focus

“Mk X
EJ@ A I
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Take Back Control with IBM Service Management

What lies beneath a Business Service

|dentities and Access

Business
Processes
) = = =
Service é é é
Level Capacity =  En
Agreements é, é Server
Pool
"2 d
~ 4 Storage
Infrastructure
% 'l = Applications
g Transaction
Performance

“Mk X
A.Ii;:l'@- I
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Phase 1: Resource Management - Build on your existing infrastructure management tools

Service Desk

Yk @ W
& Ii;'l 5 =]
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Take Back Control with IBM Service Management

Managing Cost and Responsiveness across IT Silos

Network Database Mainframe
Experts and Experts and Experts and
Tools Tools Tools

Desired State:

Labour Cost * Reduce cost and time to resolve problems

+ First time resolution at root cause

* Reduce No. of incidents/ problems and load on
Service Desk

« Structured process aligned to ITIL best practices

* Proactive management

+ Change related outages eliminated

: MTTR

Sense Isolate Diagnose Act Evaluate

Time
@ W
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Take Back Control with IBM Service Management

Tivoli Enterprise Console - Event Management

= Operator response centre for management of events coming from a variety of sources
= Rules-based engine for correlating and analyzing events

= Proactively acts to address situations before they become problems

= Accelerates problem resolution by guiding support to the relevant problem

= Reduces the number of problems to deal with

Event
= Escalation and Notification capabilities Stream
|
= Filtering
= Fewer operators can handle larger environments Event filtering suppresses duplicates but
- operators must still figure out what to fix
= Lower reliance on skilled/experienced operators
= System performance & availability are improved s Correlation
. Event correlation automatically
=  Reduces Total Cost of OwnerShlp = determines root causes.
] I

."_ O B
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Take Back Control with IBM Service Management

Tivoli Enterprise Portal — end to end management from a single, central point

= |ntegrates multiple Tivoli management products under a common GUI

o I s
=  Adds personalization, event and status management, workflow S TTITT T
automation, expert advise, 3 party integration and more... L]
- By Windaws Systems
B |
= Access to all IT components from one place A -
. -;mse Senices P i,
= Effective and productive working environment for individuals Bl i
+ guswéégm aaaaa
= Better leverage of technical specialists and promotes collaboration ]
= |Improves efficiency and reduces time to resolve *zzl i
common system problems and outages p L ,,,,,,,,,,,,,,, o
Ready IQy Hub Time: Wed, 03/30/2005 10:39 AM D Senver Available | Wemory- 327137102 - BYSADMIN

lSituation ) Expert Graphical views Policies & 3270 ... BIOWSer ..... External
Analysis

Advice of Infrastructure Workflow Tools

X
RO B
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Take Back Control with IBM Service Management

Create Multiple Customized Composite Application Workspaces

I3
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Take Back Control with IBM Service Management

The Tivoli Enterprise Portal is a member of the ISC Family of Solutions — A Common Systems
Administration initiative to evolve all product administration under a common, standards-based
systems administration approach.

Tivoli Monitoring ‘ ‘ ‘

Tivoli System . De_creases training and required
Automation skills needed for the day-to-day
management of IT

Tivoli Federated
Identity Manager

= Standardizes leading self-
managing capabilities across

Integrated ;
IBM IT solutions

Solutions Console

= Reduces IT operations and
management costs

M oM B
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications

Tivoli Application Dependency Discovery Manager (TADDM)
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53 Aoskcation Llvmtructure Ove |
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* Relationships between components s .= =
ﬁmi__ e - E",—.:.:
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|
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Mk . @ W
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications

5

* Visibility of assets is crucial

* Relationships between components

 Deep configuration details

Details

Compenents: | fgg nflenzaab.colation.net: 7003

JEEIYE

|[ Refresn || mefresnal |
[ configuration ™. [ Modues

[ confia Fies

|| Dependencies . [ adnin o

32EE pplications \ EBs | Web \ Connectors | Other

Name —

File Name
cluster eih teller i

1
cib basic 1
eib basic o el
eib basic 6.1
1
1

|application |

<l . <© W
& Ii;'l 5 =]
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications

* Visibility of assets is crucial
* Relationships between components
* Deep configuration details

Change detection and reporting

80% of service outages
are caused by CHANGE

Gartner
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications

Visibility of ts jal
Fle Edt Display Discovery Topology Analy
. .
. Relatlonshlps between con \ponents I (o] e | (28]
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Take Back Control with IBM IT Service Management

Discovery of infrastructure components and applications

|BVISEIWATENETCURN MIIVEISEIWATE

Visibility of assets is crucial

Relationships between components

Deep configuration details

Change detection and reporting

Comparisons against standards

Populates CCMDB and
Business Service Views
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications
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Take Back Control with IBM IT Service Management

IBM Service Management - An Open, Standards-Based Configuration Platform
based on proven IBM technology

## collation. DB2.

Configuration Management Database
IBM IT Service Management « Open, federated model - shares data across silos
 Proactively manages data currency and accuracy
 Centralized, authoritative source of data

IT Process
Management Products

Workflow Engine
IT Service  Improves collaboration and process automation
Management Platform . . .
 Process modeling and simulation
IT Operational « Change and Configuration Management included
Management Products  Real-time monitoring and reporting

Policy Integration
 Enforces compliance with internal and regulatory
requirements
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Common User Interface

CMDB or Not?
Release Avallability | g g mmm Storage ISM So'u“ons
Management [ | Management Management
[_Core Change Management | [ _Configuration Management _|
Process Runtime Infrastructure @
Error Hdlng

CCMDB Process DB I Functional I
I l I l I l I l Interfaces
Existing Management
Config Relationships | ~Process Tools
ltems Artifacts Metadata

. — Tools
Reconciliation
D
Data Federation
very

Bl Middleware

63 . L]
Yy =
B
o " ' Y
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Take Back Control with IBM Service Management

A true CMDB needs to:;

« Rationalize the same instance of a Configuration
ltem (CI) or component that might come into the
CMDB from multiple sources

Bring multiple data sources into a coalesced view
that represents relationships across components

« Use approved changes for updates and identify
changes that are not approved

 lllustrate logically or physically the peer-to-peer and
hierarchical relationships between Cls

Source: Gartner report “CMDB or Configuration Database: Know the Difference” 13 March 2006
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Take Back Control with IBM Service Management
CCMDB - Why it is different

SWEHAVE!

Incident and Problem Tracking

Logging of Known Errors

Escalations

Resource and Relationship Auto-discovery
Resource Reconciliation

Data Federation

Data Synchronization

Operational Management Product Integration
Change History

Out-of-the-Box Reports

Process and CI Relationships

Accurate Change and Configuration Management
Standards-Based Process Modeling / Runtime
Automated Policy Enforcement Through Process
Standards-Based APIs for Application Interface
Process Aggregation and Bottleneck Analysis
Highly Available CMDB

Tooling

Take BECKICONTTG] | Norman Wilkpson | QCF 2008 |

Service Desk
or CDB

v
v
v

©2006) BV Corporation
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Phase 2: Service Aware Management — Operational Management Products

; ; Service Desk
Business Systems Management Executive Dashboards

ITSM Platform

Enterprise
Data
Warehouse

Reporting and Business
Intelligence Integration

Enterprise
Console

| e |

Network Management Applications Monitoring Transaction Performance

\ Mk '@ W
Ii_] A =]
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Take Back Control with IBM Service Management ﬁ“""‘av\
L
8

Aligning IT to the Business - the vertical stack

Business Business Order Business Business
Service 1 Service 2 Management Service 4 Service 5
Avolication) Layas ' w

Miclellzware Layar

D
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Take Back Control with IBM Service Management

Discovery of infrastructure components and applications

* Visibility of application
composition — software and
hardware

* Dependencies and
relationships

» Enables views of business
services to be dynamically
maintained

“Mk X
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Take Back Control with IBM Service Management

Aligning IT to the Business — Understand Business Impact

»”

>

Order Man

SWEHAVE!

Order Management — Statistics for 1 month
(SLA Threshold is 99.9% availability)

Component Downtime % Availability
(min : secs)
Microsoft IIS Server 0:00 100.000
Microsoft SQL Server 4:32 99.990
Microsoft Windows Server 7:54 99.982
Lotus Domino AIX Server 6:00 99.986
IBM AIX MQ Server 0:00 100.000
Apache Web Server 8.64 99.980
HP Procure Switch 69:12 99.840
CISCO Switch 9:88 99.977
Composite Effect/ User Experience  105.50 99.750
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“The business cannot
sustain these outages”
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Take Back Control with IBM Service Management

Aligning IT to the Business — Service Views

Tivoli Business Systems Manager (TBSM)

ology - IBM Tivoli Business Systems Manager

IBM Tivoli Business Systems Manager

SUPER ADMINISTRATOR

Visualize problem alerting
by Business Service

Console Edit View Search Actions Windows Help 7

S EO @A LS
i stems

2% Business Systems
22485 Views
22BPM Library

Real-time business impact Shcommsaen e

%Crmcal Resource Lists

Y )
man agement ﬁgl:sal:;:weSemce @
E%Help Desk &

2% Human Resources &

Link with Service Level §§ﬁt2ﬁ‘;§2@
Management tools

[ Mew Business - General Topology

=

il S R s S 2 AU =i SYSTEM DEFAULT REMOTE QUEUE@MY,
- 4

e

HNawBusingss Wab Servars _ - BYSTEM CLUSTER GOMMAND QUEUE@M.

B
New Business MQ Servers == p . =

Manage Trouble Tickets and
links with Service Desk function

Move from Reactive to Proactive

Executive Service Dashboards

Bw 1eral
wstartl J Heomd ” J & htkp: fitbsm3Lldema, . I &1 http:/ftbsm31dema. . | |7 D:\demol TESM31

“Mk X
EJ@ A I

SIWEHEVE! i szl Coniral | Nogren Wilkdnson || OSTE2005 (| © 2009 BV Corgorton |




(O DEMAND BUSINESS N VIS TrwaTE Croup| Vol Sorware

Take Back Control with IBM Service Management

Understand and manage the customer experience

Tivoli CAM for Response Time Tracking

X2 Transaction [table view]
s00 XYZ Transaction

= Combines simulated and actual user transactions to o
identify performance problems '

= Application instrumentation enables decomposition of
l\ problem transactions to assess impact from IT component

response time

= Integrates with Tivoli Monitoring Health Console for fast root cause analysis

@i :::
—'i—’ }

Application
Server

a !
a
\ 4

Edge Server / B
Load Balancer .
Host Databases
istri Systems
Web Server Web Application %‘St”bbu'[ed y
Cluster Servers atabases

M Qui
ry ¥ =]

SIWEHEVE! ake BACKACOnITo N Norman Wildpson | @cr 2008 | @ 2006 8N Corgorziion |
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Phase 3: IBM Service Management — Process Automation

e . i ice Desk
Business Systems Management Executive Dashboards Servic

ITSM Platform

Enterprise
Data
Warehouse

Reporting and Business
Intelligence Integration

ESNIETOEES

3@ Party Applications

)
=
o
=
5
=
a
ar
<
>
=
S
@
ar
2
)

Enterprise 3
Software Distribution

Console

rk Management Applications Monitoring Transaction Performance

N o™ §
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Take Back Control with IBM Service Management

Service Management Process Automation — What to do?

{BE e nformation Technology Infrastructure Library

INTERNATIONAL

ITIL is a suite of publications that define a set of process based best practices for
managing complex IT environments. They are applicable to all IT organizations.
ITIL is the world’s most widely accepted approach to IT Service Management.

Planning tomplement Service Management

. T T

ITIL Goals: h h
. . . . Th

= Align IT services with the current and future needs of the business B Lot !

and its customers s [ Ve c

. . . n Delivery n

= |mprove the quality of the IT service delivered e - 0

0

= Reduce the long term cost of service provision > | Applications Management g

ITIL publication set
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Take Back Control with IBM Service Management

Service Management Process Automation —How to do it

IBM Tivoli Unified Process (ITUP) and ITUP Composer

Detailed diagrams and descriptions of IT Service Management processes
Based on industry best practices

A complete, cohesive process model:
IBM Process Reference Model for IT (PRM-IT)

Strongly aligned to ITIL and can be mapped to other process
models such as CoBIT, eTOM, Six Sigma, CMMI, ISO 17799

Web-based Tools Mentor

SWEHAVE!

Makes ITIL Actionable!

©2006) BV Corporation

Products
(Tools)

-
IBM Tivoli

Problem Unified People

Scenarios ErbEats (Roles)

/ Information \

(Work Products)
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Take Back Control with IBM Service Management

Service Management Process Automation — ITUP

Resolving slow response on a SOA app
Rolling out software

Running an IT Service

SLA for a new application

User needs access......

Walkthrough Scenarios Release Management Example
i Peaopl " Release, Conf, | Release, App : I T
Automated provisioning of storage 2 Manager | (0 e e | e | Manager | CofigWeb | Manager
Automatic response to outage Roles | _EwniOps | GO | | et |
. . . I I I | |
Base-lining applications [ | [ S ][ S ][ S0 ] [commm ] [ oo ][ e |
Consolidate licenses B : i = P | pr—
Ensuing back-ups = | [w :[ — ][ﬂm.*f I[W mﬂ [ = ]
Manage software compliance I | )| e JILR .
New availability requirements — : ! } ! ’
rmati J
Order entry slows down ol | | | |
T . . Change
Prioritizing incidents =g b [ retemee ]\ Ronoutran |1 [ Rotemse ] [implemenses ] [~ Roeaee
Hpe H Workproducts | | | |
Provisioning a laptop Ralazes Plan : | ; ;
|
: :
[ i
| |
| |
| |
| |
| |

Free Download: http://www-306.iom.com/software/tivoli/features/it-serv-mgmt/itup/overview.htmi

2= Y X
A.Ii;:l'@- I
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Take Back Control with IBM Service Management

Phase 3: Service Management Process Automation

Request
For
Change
Report
g Verify and
Accept Coordinate = - —  Monitor IConfiguration L
ond | | Change chonen.. and Status LA
Classify IR Schedule Implermentation Change m
m“m Changes Changes Request Management Configuration Management
Distribute 1t %
dentify and
I—T I—D "'"" "‘ﬁ‘.'. Control Cls
Change E S
Change Management
Forward Schedule
of Change +
-_ﬂ_’____,_,..‘u—
Communicate,
Test and ; Distribute Release
Plan Design Build Plan Prepare, | |
Relnase | | Relesss | | Relesse | ] :;“’"‘ ™ rRoliowt | 7| Trainfor SNSRI - ahug et
EASE Rel Release Report
Release Management

“Mk X
._Fi:l'@- I
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Take Back Control with IBM Service Management

Phase 3: Service Management Process Automation

2
o
o
3]
(a
Change Process Manager
S sess Change =

m ,
U) Nangae
@
o
o
o

Impacted 3 lan Releas I Design'and I stand Ac ' Plan Releas ommunica ‘ Distribute ' ase Manag

o P 'I 'I =
g CMDB Data Store
‘g ange and Configuration Management Y
5 Database
= =

ITBSM ITSLA

ITCM
SIWEHEVE! i szl Coniral | Nogren Wilkdnson || OSTE2005 (| © 2009 BV Corgorton |

Technology




(0N DEMAND BUSINESS | E VIS riare Crotph| Vol iSorware

Take Back Control with IBM Service Management

Phase 3: Service Management Process Automation

JE) Integrated Salutions Cansole - Microsoft Internet Explorer BE=
{ Fle Edt Vew Favorites Tools Help eﬁack - gAgdre;g@hm;ﬂg‘mu‘mg.]ﬁﬂ‘an [ZDNboJAFEATDU IDQOH-0QIbQMEYSgUAKQ: P QamKkuIFmbH7ImrersEQowc| ¥ | [ so  Links g‘.

Welcome wpsadmin

IT Service Manangement

Change Management
Configuration Management
Release Management
Availability Management
Storage Management
Capacity Management
Workload Management
Service Level Management
Asset Management
Security Management

Service Continuity Management Trmmmm— m

Ao B

“Mk X
EJ@ A I
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Take Back Control with IBM Service Management

ISM Process Managers Build Business Value of IT

. I—E Integrated Solutions Consale - Microsoft Internet Ex'pIr:r‘ T B[]
[ ] CO m m O n (I S C) O rtal I nte rface Fle Edt Vew Favortes Tods Help (€ address ] htmi/19.180.180, 16490 exmif04_SiS5Pykssy _ITMQADEDN U QDIHLAtGR FizAy DMBGerAgarU_tsaanea) v | [ Go ks g'l'
p Welcome wpsadmin My Favorites ] 1 My Portal | Administration | 15C | Edit my profila | Help | Log out
. R | b d iewe:| No group filter v ork with Configuration Items X ork with Repor x for Change X 3
ole-pase — .
* Automated workflow

Manage CI's effectively

Discovery auto feeds

ITIL, ITUP, Custom Process
templates invoked according
to parameters

* Enforces process discipline
* Integrated with CCMDB

* ITIL processes aligned to
technology

: L~ X
..&_;j@l I
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Take Back Control with IBM Service Management

Focus on initiatives that deliver value today and contribute to the ‘Big Picture’

Top-Down Approach

« Strategically driven as a major Service Improvement Programme
* Broad front of attack

¢ Culture changing with enterprise impact
* Time-to-Value is slow

ITSM Workshop
Bottom-Up Approach

« Tactically driven but strategically aligned

Vertical Stack approach

Specific focus on 1 — 2 critical business services
Prototype then replicate to other business services
Time-to-Value is fast

IT Efficiency & Cost Reduction

Tk @ N
Iil “!)l
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Take Back Control with IBM Service Management

: Planning & Scheduling
IBMas a strateglc Progress Reporting

Service Management Partner Human Resource Management
Change Management

Implementation/
Project Management

Transformation Service
Management Management
Toolset

Cultural Change
Stakeholder Management

Product Portfolio

Communications Integration Services
Benefits Realization I ’
People Change
Process / Skills
Transfer
Management
- Technical Workshops
Process Definitions User Education
Workflows Service Operator Education
Automation

I\/Ianagement Management Education
How we work with the customer Training Modules
Service Delivery
Service Support
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“Take Back Control”

IBM Service Management

A better way to manage the business of IT
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