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| ITIL - Planning to implement Service Management

Service Management

The . Service ICT
Business .y Support Infrastructure

Perspective N Management
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Management
Application -
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RGN H N %A — IBM Tivoli Monitoring

o

= EHARS 2 (TEMS) 5 % f—"%

TEP Browser or Desktop

» HUB 1
» Remote |n|}122g32?u%e _ - TEPS DB
= EIACHE (TEMA) TES

= HH[/ (TEPS)
Warehouse

TEMS Hub '- TEMS Data (Built in operational DB)

TEMS Data -' Remote TEMS

Local Cache |FlimllmEl.  Local Cache | Sl

Agents Agents
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(%) System Comrmand
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Modity - StartStop
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Universal Agent JTM #2247 IRA 197 FEGE T

Data Sources

Data Praviders { DP'$ ) Data Providerf ( DP's )

ITM 6.1 Universal Agent ITM 6.1 Universal Agent

ITM 6.1 Standard Agents { OS, DB's, applications ), also called IRA's
{ Intelligent Remote Agents )
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Universal Agentiifitf#¥jData Provider

= API Server
= API, Socket, File Script (ASFS)

» Consolidates four types of data providers into one package, which is started as a
single thread to save resource usages

» This is the default data provider when you install the IBM Tivoli Universal Agent.
File
» Monitors sequential files, such as system or message logs

» Provides the most direct, simplest method of collecting data
HTTP
» Allows monitoring of Internet URLs for availability and response time
ODBC
Post
Script
» Allows data collection from any script or program that sends results to standard output
SNMP
Sockets
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IBM Tivoli Monitoring EET software

Bah B FEEMRKTER - LIENEERFRNE AR AE

I I
EEEFEHR
Current selectioms? Easv link back to this page
BT - 118
Refine by another category:
Processes FaaE
Availability management, ... Service desk, System Management, ZE 45—
R SR B, ...
18M EPFEE
EAIEIE IBM
Tivoli software AS IS (Reviewed), B _IBM FF¥ ey
148 EE
e b
ik, S, BT, MESER, HEES, #15,
Ertthin, TE, ISz, EEF0RE, ..
Search in resulls:| | @
(_1 - 148 (& 148 TR )2 TR T
- ik < Tk
IBM Akara SAN over Socnet 1.0 The Soluticn provides the capability  ZZEIT#
appliance Monitoring Solution of monitoring Akara SAN over Sonet
using the ITM 6.1 Universal appliances using the ITM 6.1
Agent Universal Agent.
IBM Apache Monitoring Sclution 1.0 The Solution provides the capability FEIT#E
using the ITM 6.1 Universal of monitoring an Apache web server
Agent using the ITM 6.1 Universal Agent.
IBM APC UPS & PDU Monitering 1.0 The Soluticn provides the capability  ZZEITF#
Solution using the ITM 6.1 of monitoring APC appliances
Universal Agent including PDUs and UPCs using the
ITM 6.1 Universal Agent.
IBM AS/400 Monitoring Solution 1.0 The Soluticn provides the capability IZEIT#
using the ITM 6.1 Universal of monitoring AS/400 using a Perl
Agent script on the AS/400 machine to
communicate with the Universal
Agent's Socket Data Prowvider.
IBM Automated Deployment of IBM 1.0 The deployITMBagents wbscript FEITF#
Tivoli Monitering 6.1 OS agents automates the deployment and
in Windows HUB status for Tivoli Monitoring 6.1 OS5
agents to quickly install the base
infrastructure for additional
monitoring solutions. This =olution
speeds the deployment of Agents in
a Windows envircnment.
IBM Automatic Agent Update 2.0 The itmpatchagents script enables TEIT#
Deployment (itmpatchagents) vou to automatically deploy updates
for IBM Tivoli Monitoring 6.1 to the monitoring agents in your
environment.
IBM BayMNetworks Monitoring 1.0 The Solution provides the capability RN T #
Solution using the ITM 6.1 of monitoring BayMNetworks
Uniwversal Agent networking hardware including using

the ITM 6.1 Universal Agent.
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File Monitor Object Test Tools Window Help

B 1305 RN 5T =
File Edit Submap View E = P
-} / N Topology View v | bt File Filer View Event Tools
93 8 SR A () B R R Bl 20 A 5 slo
/T"T‘ :::rgjtzw Time ‘Nnda Description ‘Sevemy
. XX Q bl L\EL A s } l@ 746.84 242 Segment1] € 51001 1111 AM =none= oviopmd registering with trapd dasmon Indeterminate
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Hb ) = l:l [ i 51011116 A westiord-t-2514.ma dev... Router marginal, Warting
= [ TR D 51001 11:41 M westord-gate. ma.dewth.. BandwidthUIHE 3 threshald tggered (- 20.00) 35...
146.84.243 W 51011141 AM ‘westford-vil-251 4 ma dev. . BandwidthUtilHdx 7 threshold triggered (= 20.00): 12... Indeterminate
146.84.253.242 P 51401 200 PM snoner Insufficient available memory detected by netmon; di... Critical
3 ﬁ ﬂ:‘ ;& jﬁ /@ }Z‘:': H/J 1;):‘[‘ ﬂ] %ﬁi@ 59.0.263.24 D501 232PM hal.ma.devtholicom  Interface end; down. CRITICAL Crifcal
69.0.253.44 D 5i1i01 232 PM hal ma.des tivallcom Node Do Critical
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| MNRNNINACAITE 14 R4 747 40 seannia ma e
[ » i
Last Updated at 51/01 2:43 Phi
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*Operator
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B O H A AN AR
*PING, but not Demand Poll

 View Status, but don’t
modify devices....
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Security Console - Tivoli Net¥iew

O-Users
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—admin
—root
—native
—beth

O0—-Roles

—Jser

— O perator
—Admministrator
—Superllser
—ser2
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Usar2

Comment
|This i a comment.

Allowy Scoping in Event Browser

Actions

Select Mame Descriptio
|| AL ROz dye R UITaLRITa

] Chject Properties ohject prog

] MIB Browser Browse Sk

] Connectivity fecannecti
Fing fping.sho
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IBM TotalStorage Productivity Center (TPC)

TotalStorage Productivity Center for Data
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*
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T EE R B

MEEE I — IBM MR R4

HEREE L (ESS Only)
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IBM TotalStorage Productivity Center (TPC)
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TPCX T4 HK & HISLHF

Storage Discovery, Fabric Support Disk Provisioning Performance Replication Topology
Subsystem Monitoring, (associated Management Mgt Viewing
Asset/Capacity zoning)
Reporting
ESS N N, J N, N v
DS6000 / 80000 v v J J v
SvC N N J N N v
DS4000 J J J J J
EMC, HDS, HPQ, N N ~ J N,
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Brocade, McData, N, N, N/A N N
Cisco, Qlogic..
NetApp N
Tape Device N, N/A N,
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= ARM (Application Response Measurement) & I+ H
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ARM 2.0 API7i=: 45

Application

Transaction

arm_init

—— arm_getid

—— arm_start @ I
................ response
do user's work time

—— arm_stop (EPE) T #

arm_end
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5 5tWebSphere/J2EE (VR N2 W 125 Hir
IBM Tivoli Composite Application Manager for WebSphere/J2EE

Memory leaks 2 & X DL & B Fi2 W i) I il 2 —

= How The Tool Works

(1) Collect and compare key indicators such as JVM heap free, garbage collection cycles, request rates and resource consumption patterns
associated with memory leaks and related problems

(2) Drill-down analysis to provide information about specific, long-lived objects in JVM heap
(3) The allocating classes containing the leaking code segments

Memory analysis
= shows probable |

.
LM

Identifies leaking
line number

e T TTOE

Probable leaks
correlated with

class and request
name
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10103 | 8YSL0G-oisco-ng-DIAG-SP-NO_TEST Singularty | Module 2 Notestton.
10113 | 5YSLOG-cisco-ios-0IR-5P-REMCARD RootCause | Card remaved frofy slot infarfaces gheahled

10013 | 5YSLOG-ciscorios-0SPF-ADJCHG Symptom | Pracess 100 Nbr 1012531 an Serifl2/ 00 from FULL to DOWN Neighhar .

10013 | 5YSLO0G-ciscorins-0SPF-ADJCHG Symptom | Pracess 100 Nbr 101,531 an Serd2/01:0 from FULL to DOWN Neighhar .

10003 | 5YSLO0G-ciscorios-0SPF-ADJCHG Symptom | Pracess 200 Nbr 10.1.254.20 on Sefel20073:0 from FULL to DOWN Neighhar..
A4

__________________ .~ frCircuitEntry.33.101
—————————————————————————— -~ frCircuitEntry.33.102
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203.198.220.95 | Frame Relay Virtual CircuitInactive (ifindex; 33, DLCI: 101) | frCircuitEntry.33...., [ iEntry.33% 3 Symptom
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203.198.220.95 | Frame Relay Virual CircuitInactive (ifindex: 33, OLCE 103) |_fiCivawiteqtry.33... WiEntry.33 © | | Symptom
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Tivoli Application Dependency Discovery Manager
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5 &5 Infrastructure Saf =& Infrastructure Software 1 & histrionix.|ab colltion.net: 3830 Apache Updated 12{23/2005 17:01 PST 17033
#- 3 Clusters @ ApachetebCantainer ApachewebContainer Updated 12/23/2005 17:01 PST  maxClients 150 100 17036
-3 Web Servers ==] conffhttpd,conf ConfigFile Updated 12f25/2005 17:01 PST 17035
#-[£5) JZEE Servers D J2€E Servers { conffhttpd.con CorfigFile Updated 12{23/2005 17:01 PST  checksum FhbrMFhymZRICLRbG. .. ZgqDiYATIUARZ21qu... 17035
7 [ Databases 3 Databases {# conffhttpd, conf ConfigFile Updated 12/23{2005 17:001 PST  content #### httpd.conf — ... #### httpd.conf - A, 17035
- (3 Messaging 52 ED Messaging Servers { conffhttpd.con CorfigFile Updated 12{23/2005 17:01 PST  size 36277 36313 17035
25 Custom Serve 2 Custom Servers {# confihttpdconf ConfigFile Updated 12{23{2005 17:0L PST  |astModified 1096390309000 1135383001000 17035
- Manualy D Manually Added Serve @ ApacheWwebCantainer ApachewebContainer Updated 12{23/2005 17:01 PST  keepaliveTimeout 15 5 17036
& Infrastructure Ser [=1-IE3 Infrastructure Services
+/-[ ONS{NIS Sery 0 NSNS Servires _l;l [15]
+-[£3) NF5 Services _‘l—l ks Diff

+-(E) LDAP Service: Username: smartoperator | Current View: 01/31/2006 11:16 PST

#-[E3) Windows File SSFoTEs T

#-[E3) Active Director

ry Servii
=
T Ll_l

Version: Current

=1l x]

Topalogy

File Edit Display Discovery Topology Analvbics  Status Management  Windows Help

[ F
] [ RSSO e
Orde
| Discovered Components Change History: Results
=
I Application Infrastruckure LI i %
Order Ma I
-\ Application Infrastructure Cve
=& application Infrastructure Ow Component Type | change | Date Ateribute old Walue | Mew Value | W
B Infrastructurs Software =1 & adonis.lab. collation.net ‘Windows Computer System Updated 12/23/2005 17:45 PST
Bl 5 clusters = [£3 adonis.lab. collation. net ‘windowsOperatingSystem Updated 12[/23/2005 17:45 PST
E3) web Servers v|
4 I 3

Order Mane Username: smartoperator Current Yiew: 01/31/2006 11:16 PST

Management

Username: smartoperator Current Yiew: 01/31/2006 11:16 PST
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= \Web Servers

Apache 1.x, 2.x
iPlanet 4.x
iPlanet/SunOne 6.x
IS 5.x, 6.x

IBM HTTP Server 6.x

pplication Servers

WebSphere 4.x, 5.x
WebLogic 5.x, 6.x, 7.x, 8.x
JBoss 4.x

Apache Tomcat 4.x, 5.x
Lotus Domino 6.0, 6.5

atabases

Oracle 8.x, 9.x, 109/l
Sybase ASE 12.x
Sybase 1Q 12.x

DB2 7.x, 8.x

MS SQL 2000
PostGres SQL 7.x, 8.x
MySQL 4.x

Applications

4
»
»
4

»

Universal Data Sensor for 3rd

PeopleSoft
SAP
Seibel
Netegrity
Remedy

Party Applications

»
»

CiscoWorks 2000
MS SMS 2003

Services

»

4
4

MS Active Directory 2000,
2003

SunOne Directory Server 5.x

WFS (Samba) 3.x

Supported Hosts/OS
Solaris 2.6, 2.7,2.8. 2.9

Red Hat Linux, Suse Linux
AlX 4.x, 5.x

HPUX 11.0, 11i

Windows NT 4.0, 2000, 2003

v Vv Vv Vv Vv

Routers and Switches

» Cisco Routers 10S10.3+

» Cisco Switches I0S 10.3+, CAT OS
» Extreme Switches Summit 48/48i

» HP Procurve Switches (SNMP
supported)

Firewalls
» Cisco PIX 6.x
» Netscreen Firewall (All)

» Checkpoint Firewall (Nokia and
Solaris installs)

Load Balancers

» Alteon Load Balancer 3.0+

» F5 Big IP Load Balancer

» F5 DNS Server

Storage Devices

» Emulex HBAs

» Brocade Switches (SNMP supported)

» EMC Symmetrix and Clarion series
(EMC solution enabler 5.5 and 6.0)
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Bl HIRSIRA — Web Farm

—Web 72 th 2 NWeb il 55 #f i o

Each Web server generates events. One such event is a WebServerStatus event—the event's
severity indicates the Web server's status:
if Severity >=5, Status = Bad

if Severity >= 3, Status = Marginal
...otherwise, Status = Good

A Web Farm's status aggregates the status of its Web servers
if >70% Web Servers Bad or Marginal (3 of 4), Status = Bad
if > 30% Web Servers Bad or Marginal (2 of 4), Status = Marginal

...otherwise, Status = Good
SEHL: I WebfIR4s 22 MIWeb FarmBl g —N IR S5 BEA,
SR G A e 1 PR e 55 5 451
Web Servers
#1, #2, #3, and #4
Node AlertKey AlertGroup Severity Class

WebServerl :8080 WebServerStatus 5 0
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Tivoli Service Desk £ #F ITILAZ

CONFIGURATION

MANAGEMENT
Maintains All Details of Assats
CHANGE MAMAGEMENT Through Entire Lifecyele
Identifies and Classifies Understands Relationships
Routes Through Corract Betwaen Assats RELEASE MANAGEMENT - PinkVerif ?,.
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IT Infrastructure

IT Organization

INCIDENT SERVICE LEVEL AVAILABILITY PROBLEM
MAMNAGEMENT MANAGEMENT MAMNAGEMENT MANAGEMENT
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Prioritizes Incidents Agreaments, Proactively Metrics (Downtima) Problems
Monitors Performance
View Assat Details KPls to Ensure Availability Creates and Implements
Escalation Managament Solutions
Solution Searching to Escalations and Worlflow
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Just Service Dask Madify Problem to Known Errar
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