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Leading CIOs have a goal of driving down the ratio of IT
spending on ongoing IT operations and maintenance to
accomplish four goals:

1. Demonstrate that they are effective
managers of the IT function

2. Make room for new IT initiatives that
back business strategies and goals

3. Fund technology R&D without seeking
extra funds

4. Cut overall IT costs, if required

A company that spends less of its overall IT budget on
ongoing IT operations and maintenance than the peer
group average will have better business results




ANl |
= ool

Despite Focus on IT Operations’ Effectiveness and Efficiency,
Little Change in IT Spending Percentages Over Past 5 Years

2005 Total IT Spending on IT Internal Staff!

System & Help Desk
Networking 10%
Management - ]
14% Adminisuaive 77% of firms rated
a : .
17% Improving IT
rauare T/;%grgréfggy efficiency as the
e ——C LR | TOS MDOTAM
A% operational priority
Project or | N 20062
Program
Management
7%

Software
Software
Mgtjnptggzratn/ce Application
0 Development
18% 14%

Source 1: Gartner Research “U.S. IT Spending and Staffing Survey, 2005, Table 5” dated 2 November 2005
Source 2: Forrester research “North America’s 2006 Enterprise IT Spending Outlook” 3 February 2006
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Can IT Prevent Business Service Disruption?
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Source: Tivoli Primary Research 2005
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IBM IT Service Management
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Information

intersection of People,
gy

Optimize the sharing of information
across people, processes and
technology

Establish decision-making policies
to collaborate across organizations

Automate and integrate IT
processes aligned to business

Leverage IBM’s modular approach
to achieve your business goals
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A CMDB Needs to Do More Than Just Store Data

= Data integration
» Integrates and shares data across complex organizational silos
» Proactively manages data currency and accuracy
> Is the true, authoritative source of record

= Workflow integration

> |s coupled with an automated change management process to ensure
integrity and consistency of configuration items

» Increases coordination and data sharing

» Policy integration
» Enforces policies for compliance with internal and regulatory requirements

IBM IT Service Management

t ki Change and Confi '
~ Management Database (CC

Information isn’t valuable until it's acted upon ...
a CMDB should facilitate action

a)

Best Practices
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Do You Really Have a CMDB Today?

Existing databases and
repositories were not
designed with a CMDB in
mind, and they lack one or
more of four management-

related critical capabilities
needed to provide desired
CMDB capalbility:
reconciliation, federation,
synchronization, and

mapping and visualization

A CMDB needs to:

1.

Rationalize the same instance of a
Configuration Item (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

Do you have a CMDB, or multiple configuration databases?
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Source: Gartner report “CMDB or Configuration Database: Know the Difference” 13 March 2006




Reconciliation — rationalize same Cl instance from multiple sources

Ensures integrity of Cl instance in CCMDB

= Different i _ _
rdm??gr tnh%rglgr%e Cl Change and Configuration

process resolves CI INSTANCE

disparities and

targets the right Cli

I
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| = Reconciliation Management Database
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Configuration Asset Transaction Additional
Information Information Information Sources
HOSTNAME IP ADDRESS

apachel.bill.net 192.168.1.64 MAC ADDRESS OTHER NAMES

IP ADDRESS MAC ADDRESS 0003BA165C55 HOSTNAME

192.168.1.64 0003BA165C55 apachel.bill.net




Federatlon — bring multiple data sources into a coalesced view

Access source of record in real-time for attributes not contained in CCMDB

Change and Configuration
Management Database

—_— |
Open Federation based on SOA, using 'ﬂehﬁplml

Tivoli Third Party
Operational Operational
Management Management
Products Products
Data Sources

o



Change and Configuration

Discover
Y Management Database

Library

CMDB Data Store

Synchronization

Discovery
Servers

Tivoli Third Party
Operational Operational
Management Management
Products Products
Data Sources
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Mapping & Visualization — illustrate relationships between Cls

1ge and Configuration

iiflnagement Database -
CMDB Data Store

ynchronization
N Federation based on SOA, using Kl =M and it -d |
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CDB ’

Tivoli Third Party
Operational Operational SAP SLD
Management Management 1.
Products Products Ve

Data Sources

IT Infrastructure (e.g. Servers, Network, Mainframe, Middleware, Applications, Business Services
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Key Capabillities for a CMDB

Capability Your Current Tivoli
CDB CCMDB
Reconciliation ? v
Federation ? v
Synchronization ? v
Mapping and Visualization ? 4

l. What Else?
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What is a Process Manager?

Best Practices

= Based on experience applying ITIL®, eTOM, CobiT
and CMMI in customer environments

= Can be personalized to your unigue environment




IT Process Managers Bridge Organizational Silos

IBM IT Service
Management

IT CRM & Service Service Information Business

Availability Release
Process Process
Manager Manager

Service
Continuity
Management
Process Manager

inancia
Assessment
Process Manager

Storage

Process
Manager

Service Level
Management
Process Manager

Change and
Configuration Security
Management* Managemen

Compliance
Management
Process Manager

Asset
Management
Process Manager

Capacity
Management
Process Manager

Change and Configuration
Management Database

*Change and Configuration Management is included in the
Change and Configuration Management Database product

Available in June 2006! Available in 2H 2006! Future Directions
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Situation:
Infrastructure Complexity Inhibits IT Service Delivery

End-user
Response Time:
4.77 Seconds

End-user
Response Time:
0.82 Seconds

Challenges:

Transaction flow varies and response time is unpredictable
Not meeting service levels

Unable to quickly isolate performance problems

Difficult to determine root cause of problem
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How It Works with IBM IT Service Management

— Detect, Diagnose and Resolve Incidents
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Can IT Prevent Business Service Disruption?

= 85% of problems are caused

Since all

customers
have a change
management 509

process, why
do we still

have this

problem?

Source: Tivoli Primary Research 2005
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Situation:

Current Processes Can Cause Business Service Disruptions
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|f ou Could...

= Dynamically use the pre-defined, best practice

workflow, based on the type of change?
» Urgent change
» Major change
» Minor change

» Fully understand the business impact prior to
Implementation?

= Automatically link your change management process with an
automated release management process?

= Assess the status of a change at any point in the process?

One organization told Gartner it had reduced emergency

changes from 85% to 5% after it deployed a CMDB!?

Source: Gartner report “Management Update: Benefits Drive Demand for
Configuration Management Databases” 28 September 2005
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How It Works Wlth IBM IT Service Management
— Change Management Automation
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Configuration ltem Integrity
— CCMDB Tracks Change History of Every CI

urrent

|
\
i
i
i

1
|
|
i
L

File Edit Display Discovery Topology Analytics Stabus Management Windows Help
[ ] -
Discovered Components Business Applications - Drder Management

|Apphcat\nnInFrastructura J IE <) | Zoom: B hi KN E= B Ilegend | Search:

=& Application Infrastructure Ove

=5 Infrastructure Software m a Sl ﬁ

infteza.lab colltion net

e ———

-3 Clusters

5 Web Sarvers R [Solaris | =

13 12EE Servers T Pisviorinlab.cs laion rat crrjadalab. codaton ot

129 Databases m ﬁ

[ﬁ Messaging Servers ‘sparakisiab.collason net

12 Custom Servers

123 Manually added Serve

=-{£3 Infrastructure Services m ﬁ

camariabociasenne aniine b sllasonne
/-3 DMSNIS Services WehSphere J ]

cansxsarvl

-2 MFS Services

[ﬁ LDAP Services m ﬂ m ﬁ

12 Windows File Services X e

12 Active Directory Servis
—— mordlast b collzionnat

hpux Liabooltagon. e

Topalagy =

= . AT |

aixd.Jabeollagonret

aid.lab collstionn e 881

Domino m ﬁ

b Jabicollasorne

Order Management

DOMNO_ANACOLLATION

©rdet Management - Staging

o ———

© =
\!\s\:hoollllonri“ ; m ﬁ

isis b collason.rm

apali.abasllazcnnet

Bill Payment Service

Crder Entry Service

Order Management({Applications)

10034120

o

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




|
|
|
i

iguration Compliance
— CCMDB Audits Current State Versus Desired Baseline
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YT Service Manager

IBM IT Service ivoli Change and Configurat ion Management
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Best Practices
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I'I"' Seu'rw\L/'i‘e Mngment Offerings
— What Are We Delivering?

= Three new IT Service Management
Implementation services, focusing on:

» Configuration Management

» Change Management ‘W

» Release Management

2NN

= New services fully integrated with existing IBM services
» Each is a superset of existing ITIL® design recommendation

» Each can be incorporated into a broader assessment and
installation engagement

Three ways to leverage IBM’s ITSM services
» Quick Install

» Quick Implementation W

» Custom Implementation

= Additional services in design for Availability and Storage Management




IBM IT Service Management

 Effectively and Efficiently Deliver IT Services
— Aligned with business priorities

* Quantifiable Process Performance
— End-to-end process measurements and quantification

e Extract Greater Value from Existing Investments
— Meaningful integration across technology, information and people

s Increase IT Organizational Productivity
— Alignment of IT through data and workflow integration

D E*:j:il-::‘ N
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Disclaimers and Trademarks

No part of this document may be reproduced or transmitted in any form without written permission from IBM Corporation.

Product data has been reviewed for accuracy as of the date of initial publication. Product data is subject to change without
notice. Any statements regarding IBM's future direction and intent are subject to change or withdrawal without notice, and
represent goals and objectives only.

THE INFORMATION PROVIDED IN THIS DOCUMENT IS DISTRIBUTED "AS IS" WITHOUT ANY WARRANTY, EITHER
EXPRESS OR IMPLIED. IBM EXPRESSLY DISCLAIMS ANY WARRANTIES OF MERCHANTABILITY, FITNESS FOR A
PARTICULAR PURPOSE OR NON-INFRINGEMENT. IBM products are warranted according to the terms and conditions of the
agreements (e.g. IBM Customer Agreement, Statement of Limited Warranty, International Program License Agreement, etc.)
under which they are provided.

IBM customers are responsible for ensuring their own compliance with legal requirements. It is the customer's sole responsibility
to obtain advice of competent legal counsel as to the identification and interpretation of any relevant laws and regulatory
requirements that may affect the customer's business and any actions the customer may need to take to comply with such laws.
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The following terms are trademarks or registered trademarks of the IBM Corporation in either the United States, other countries
or both: DBZ2, e-business logo, eServer, IBM, IBM eServer, IBM logo, Lotus, Tivoli, WebSphere, Rational, z/OS, zSeries,
System z.

Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States and/or other countries.

Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft Corporation in the United States and/or
other countries.

UNIX is a registered trademark of The Open Group in the United States and other countries.
Linux is a trademark of Linus Torvalds in the United States and other countries.
Other company, product, or service names may be trademarks or service marks of others.

ITIL® is a Registered Trade Mark, and a Registered Community Trade Mark of the Office of Government Commerce, and is
Registered in the U.S. Patent and Trademark Office.

IT Infrastructure Library® is a Registered Trademark of the Central Computer and Telecommunications Agency which is now
part of the Office of Government Commerce.
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