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IT service management — IBM reference model
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Workload Management

Ability to rollback

Corporate dependencies
General calendars

Ad-hoc jobs

Dynamic critical path discovery
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System Automation scenario - planned site switch

%.

Steps:
1. Operator
initiates

planned site
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IBM is THE Recognized Middleware Leader

1N App BPM and Business On-Prem and
p Infrastructure iaati
: and Rule Management Application
has named IBM #1 Middleware Systems Platforms

...in App
Performance
Management

nterprise Server Bus Application
and Connectivity Development
Software

e
e
e
I
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—

-

has named IBM #1

- INFO~TECH

#1 market share in “Control Desk is a strong

Operations Consolidation product with a very

and Event Correlation advanced s?t of
Solution features.

# vendor in Application
Performance Management
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Insight with IT Service Management

Composable management services that help development and

operations collaborate to build, run and manage hybrid applications

' IBM Collaborative !
Im\ Operations (Beta)
\ J

0"' 9,
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"
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Compose service
management services and
collaborate across DevOps

for speed and agility
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Operations Insight

|
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Improve operational agility
and efficiency with
analytics

! Monitoring and !
Analytics,
Workload
Scheduler services

l on IBM Bluemix |

Ll A.J.n-alfw,._m

Manage hybrid application
performance and
workloads across PaaS
and On Prem
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Target Personas

Traditional APM New 2014 Personas

/ Operations \

CIO

/I_ine of Business\
LOB Owner

App Ops

IT Ops

Manager

IT Ops
Engineer /

/ Development \

Dev Manager

Developer

\& >/
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IBM Service Engage

https://www.ibmserviceengage.com/application-monitoring/learn

IBM Service Engage

Leamn Explore Try Buy Extend

Explore Performance Management
Let U5 auide you. Which hevo ave you?

Explore our live demo with guided tutorials based on your role and common tasks.

@ @

LINE OF BUSINESS OWNER APPLICATION DEVELOPER IT OPERATOR

View application status n View transaction details n View infrastructure u
status

View enq user n Diagnose application n Conned_to your n

application response problems on-premises event

time management system
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IBM is the only vendor to have a true Hybrid APM solution

Single User Interface in hybrid environments to

* Nodes in
topology
view

span
SaaS

and On-
Premise

InterConnect201: interconnect 12



New IBM Monitoring v8.1
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InterConnect2015

Improve TCO by and TTV by
Includes a simple unified architecture that can
be deployed in minutes with one server install.

management (One Ul to view both on
prem & SaaS) allows IT ops to gradually move
partial workloads to the cloud

: Monitors user
response time as well as the health of
application components such as the application
server or runtime, databases, web servers,
middleware stacks, and more, for cloud and
traditional workloads

Offers complete integration, including
predictive, search, and optimization analytics

Enables of capabilities

with IBM Control Desk, IBM Operations
Analytics, and IBM Netcool Operations Insight
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Current On-Prem

(1™

ITM for VE

SCM

SCM-AI

\ITCAM for MS Apps

-

SCAPM Entry
ITCAM for Apps Single Agent
.

-

ITCAM for Applications Three Agent Pack
ITCAM for Applications Full Pack

ITCAM for Transactions

SCAPM Standard

SCAPM Non-Prod

N

New On-Prem

s

IBM
Monitoring
GA: 03/2015

\

%

N
~

/

-

IBM Application Performance Diagnostics
(.

~

-

IBM APM
GA: 2Q15

/
N

AN/4

)

Vs

-

ITCAM for AD

-

IBM AD
GA: 2Q15

~

A\/4

\

IBM APM
Advanced
GA: 2Q15

Black arrow () represents customer entitlement from current on-prem to new on-prem.

Schedule for entitlement has not yet been determined but will not occur in 1Q15.
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Huge breadth of coverage for traditional/cloud workloads

o
c_({ b Ja\[a’ PostgreSQL

° .Boss
. @ by Red Hat

LR E N software

Microsoft q - ' .. MHrSJ/Eer-V
NET python

® . mongoDB

ubuntu

MySQL. AND MORE...... PowerVM
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IBM Operational Analytics — Predictive Insights

Goal: Detect issues while service quality is good

MINORITY REPORT,
IN REAL LIFE? -

FAILURE
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IBM Operational Analytics — Predictive Insights
Improved Alarm Visualization

Clearer tooltip
including legend

Alarms consolidated by Node router-ne19.tut.com CO]OI‘S

+ Consolidated Alarm Major £ G~ )~ |® -2 - B -

@

Mode: router-ne19.tut.com .ﬂJ Granularity: 5 Minutes S
Topic: TUTORIAL i i

25013 8:00 AN End: 6/1/131:00 FM

. i
o ] "

Time of Instance i =/25/12 9:20 BM

GMM3TO5AM 4@ ) I | Javgresponsetime 6.000
router-nel S tut.com{TUTOL
InTotalbytes 2.616e2

: router-nel 3 tut.com{TUTO.

Maxresponsetime 6.000
router-nelS.tut.com{TUTCO.

Legend removed
for additional

L

screen real estate 5/27/13; €115 PM 5(29/13, 130 PM 5/31/13. Bi45 AM
B/11/13 B14/13 1813 23 5253 E/28i13 s/ 8413 Slider a]]owing MY EIRRNIEIEZEINE
[ | [ | | o | [ | | [ N A A | P |_ LG Lt | [ . . {1 [
4 ) — resize of the grid 4
MNode router-ned9.tut.com has been most recently anomalous for 1 hour 10 minutes \\ and chart
Related Metrics
Legend colors
Metric a d de d tO grl d urce ﬁ;omaln S;t::lrﬂpected Info Easefin
v |l Avaresponsetime router-ne19.tut.com N 4ip 42,000 [ 6.754 o i ﬂ
[+ | InTotalbytes router-ne19.fut.com N 3 1.026e7 [ 2.64%9e9 @ ]
v [ Maxresponsetime router-ned9.tut.com A 4 42.000/6.754 1] )

Total: 10 Selected: 3
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IBM Operational Analytics — Predictive Insights
Stepwise baselines

Granularity: 5 Minutes Start: 5/29/13 8:00 PM End: 5/30/13 9:00 PK .

e Alarm appears to be
' within the baseline

128

1,18
1=8
Se7

87 |
Tel
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=7

47 ||

37
2e7

1=7

L]

5/29/13, B:00 PM 529013, 10:30 PM 3013, 100 AM 530713, 3130 AM 5(30/13, &:00 AM 5/30/13, Bi30 AM 5/30/13, 11:00 AM S/30/13; Li30 PM 53013, 4:00 PM 5/30/13, 6:30 PM 530/13, 9:00 PM

Granularity: 5 Minutes Start: 5/29/13 9:00 PM End: 5/20/13 9:00 PM

o the baseline

1.2e8

saes [Alarm shown outside

1.1e8

1=8
Se7

Be7 .
77

a7

57

47 |

37
27
1e?

5/19/13, 11:00 PM 53013, 200 AM 5/30V13, 5:00 AM 530713, B:00 AM 5/30/13, 11:00 AM 5{30/13, 2:00 PM 5/30/13, 5:00 PM L3013, B:00 PM
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IBM Operational Analytics — Predictive Insights
Variant invariant, correlation

~ InTotalbytes Minor | e @@ -~ @& - | © - - = -

ource Res1 5 ) | Granularity: 5 Minules Start: 7/5/14 4:00 AWM End: £/2/14 4:00 Al
Topicl ‘ =

“ted Time of Instanc

value Expe

Glir 654,272 634,415 7123114 11:15 AM o =

T.100.000

1,000,000
=00.000
00,000
760,000
600,000
500,000

200,000

300,000

7424/14, 1,00 AM Fe27I14, 100 P 7I3L44, 1:00 AM

2 | T B o BB 00 AWM

'e/14. 1:00 PM /L0, 1:00 AM F413/14, 1,00 PM 717014, 1:00 AM

[

2/17/10, 2:00 AM 2/17/10, 7:00 PM 2/18{10, 11:00 AM 2/15/10, 3:00 AM 2/19/10, 7:00 PM 2/20/10, 11:00 AM 2/21/10, 3100 AM

.| Correlation between | =
g —{ 2 metrics —

TBoosterPumpSuction on BoosterPy

211310, 7100 PM 2144

Related Metrics Find More MetriZ
Metric Resource Anomalous Actual | Expected Value Info, Baseline
ﬂ =/ This metric is correlated to the target metric from an alarm that you launched. B -
+ W TBoosterPumpSuction BoosterPump @
v B TUpperBarrelOfauxiliaryPumpCouplerSide AuxiliaryPump 4 0.000000/129 9 @)
[T TinteriorBarrelOfAuxliaryPumpCouplerSide AuiliaryPump 4,0.000000/127 @ (<)
™ TEWPumnNisrharne FearwaterPimn R0 Annnnn 430 a =) =
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IBM Operational Analytics — Predictive Insights
Flat line, granger

+ * FlleControlBytes/sec64 Minor | £ @
Resource: NT_SYSTEM 0_; Granularity: 15 Minutes Start: 8/11/12 2:00 AM End: 8/19/12 2:00 AM
Topic: E |
Actual Value Expected Time of instance
4 6.439e7 2874143 BMTA2915AM {3

|
IH{eCnnvdﬁy‘EsfaecM 3.379¢7
& 1 ICunnediuﬂMa.}Mai‘tTme 1.000
IMemndAvelageReqmnseTme 101
i w
Uy " ak A L i 1145 A
B/12/12, 1:00 AM B/13/12, 1:00 AM B/14/12, 1:00 AM B/15/12, 1:00 AM B/16/12, 1:00 AM B/17/12, 100 AM 8/18/12, 1:00 AM B/19/12, 1:00 AM
ez 72UL 7 &z w4l 11z as2 a2 welz WiNiZ
| | | | | | I | | | | | | | I | | | I | | | 1 | | | | | | | | | | | | | | | | | | | | | | I
LA I . b
FileControlBytes/sectd on {NT_SYSTEM has been most recently anomalous for 17 hours
Related Metrics Find More Metrics
Metric Resource Anomalous = Actual/ Expected Value Info Baseline
v/ |l FileControlBytes/sec6d _ N §r 6.439e7 / 2,874,143 1] ®
/| il ConnectionMaxWaitTime $1.000/5242 @ )
MethodAverageResponseTime o - - 5 83.202/1317 @ 2
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IBM Operational Analytics — Log Analysis
Search — extract insights from unstructured log records

» Support common log formats

» Extract industry common patterns for the standard
applications and infrastructure

- * Provide generic annotation to support non-common formats . .

h{;//ﬁ) « Alert on common errors and reduce manual work - ‘ .

Thread ID

[10/9/12 551:38:295 GMT+ 05:30] 0000006a serviet E Errartogs
com-ibm.ws.webcontainer.servlet.ServletWrapper service SRVEOOGS8E: ;
Uncaught exception created in one of the service methods of the servlet

Log file Trade AppServlet in application DavTraderZ-EEL. Exception created :
javax.zervlet.ServletException: TradeServletAction.doSell(...) exception
gelling holding 3111 for user =uid:43 at
org.apache.geronimo.zamples.davtrader.web.TradeServletAction.doSell{Trad
eServletAction.java:708)

.................................................... 5 B

Text analytics e Generic
and ~ - Log Analytics Server annotations or
eguiar Insight Packs
expressions

logRecord timestamp traceBlockAll exceptionMethodlame

[10/3M12 5:51:37:181 GMT+05:30] 00000059 SystemOut O ato... 2012-10-09T05:51:37+05:20 at org.apache.geronimo.samples. daytrader.... performTask

[10/8/12 5:51:37:181 GMT+05:30] 00000059 SystemOut O ato... 2012-10-08T05:51:37+05:30 at org.apache.geronimo.samples.daytrader.... doGet

[10/9M12 5:81:37:181 GMT+05:30] 00000059 SystemOut O atja... 2012-10-09705:51:37+05:30 at javax.serviet.hitp HitpServiet. service(Http...

[10/9412 5:51:37:181 GMT+05:30] 00000059 SystemOut O atja... 2012-10-09T05:51:37+05:30 at javax.serviet http. HitpServiet. service(Hitp...

[10/8/12 5:51:37:181 GMT+05:30] 00000059 SystemOut O atc.. 2012-10-09T05:51:37+05:30 at com.ibm.ws.webcontainer.serviet. Serviet...

[10/9M12 5:51:37:181 GMT+05:30] 00000059 SystemOut O atc... 2012-10-09T05:51:37+05:30 at com.ibm.ws.webcontainer.serviet. Serviet...

[10/9/12 5:51:37:181 GMT+05:30] 00000059 SystemQut O atc.. 2012-10-09T05:51:37+05:30 at com.ibm.ws. webcontainer. fitter VWebAppFi...
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IBM Operational Analytics — Log Analysis
Analytics driven ad-hoc Visualization - quick problem isolation

Slice and dice the data multiple ways
Multiple charting options for drawing out insights
Convert searches to charts and dashboards easily

Easily create and share dashboards to empower IT Operations
for quick problem resolution

‘‘‘‘‘‘‘‘‘

55555555

ttttttttt
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IBM Operational Analytics — Log Analysis
Expert Advice — recommends solutions for known issues

* Auto recommends solutions to known issues

Qo
 Ability to look through support portal, tickets and documentation

« IBM’s unique text analytics helps recognize appropriate context from

these documents . .
 Cuts down the Mean Time To Resolution - . -

Quick Searches o= Geting Started = Hew Search x Google-Based-Expertidvice x Sample Dynamic Dashboard x + Add Search

5] sample WAS SystemoOut s » * »  msgclassifien=="J2CA0045E" OR msgclassifier:=="ADMS50 20
[Z) sample DBZ db2diag

= ST msgdassifier=="J2CAQ04EE" OR msgclassifier =="ADMSS02W - custom - B - [l
= o
[E} sample Cracle alert Log Evenis Granwarity - second Time Range = 4/16/13, 12:00 PM - 416/13, 1215 PM (UTC)

[E] sample App fransaction log

7] sample Omnibus events 1w
w Custom Apps - gz B E ¥z Bz EE R 8z ®Z 2z EE 73 B3
= a = 3 o g 8 b 5] b= o 8
. . 2] & = 3] i L 2 il <] (] = 2]
» (O EvenlinsightPack_v1.0.0
» & ExpertAdvice -
“{ IBMSupporPortal-ExpertAc <
_logsource
» D WASADD === - ACHISSOZW The escalation of "255" locks. dbZdiaglog
» O WebdppinsightPack v1.0.0 o Connection not avaiable whie invoking m... SystemOut? iog
» hostname{ 3} Connection not avalable whis nvoking m SystemOutd log
~ B el ARLESARA Tha saralation af S0T= Inrle ARSian b

Expert Advice Search Results

WebSphere Process Serves VG Business Process Choreographer: Performance Tuning Automatic Business Processas for Production Scenafios with D82
V6 Business Process Chovecgrapher: Performance Tuning Aulomabc Business Processes fv Production.. This paper CONCenirales 0n Derormance lLining aLlomatic Dusin
There are two categories . for erceplion handiing. This pager concentrales
Quickly

seifing) Answer Examine the file SQLLISIH2db2diag jog. If you see the message: "ADMSS02W The escalation . " ung o Eendent swg2 4177150
ARschmentFéeNames ADM3SO2VY lock escalation deadiock irozen biocked Determine

Replication begins but fads 1o complete and the mobés devices continue to TmeouL.

Application hangs with J2CAGDLSE errors and with J2CADGEEW wamng messages AC’tiO ns tO
Symptom Before occurrences of @ hang, there are repeatied JRCA0088W wamning messages. e
JACADOBEW message. Technote (Toubieshooting] Problem{Abstract) An Reso Ive

tion is 8 serviet The

Perormance issue with DB2 tabde kocks during Electnical Catalog storage
sQidEscalatel ocks Frobe 3 Database ENOYENTZ ADMII02VY The escalabon of "327™0cks on table ENCADM VIUEERANCH" o fock intent X" was successid. ADMISOZVY The esCalation
of 303" focks o table ENGADM . OBJREF 10 lock infent ™ was successiid
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IBM Operational Analytics — Log Analysis
Embedded Analytics — tight integration with APM & event mg

Tight integration with IBM APM & Netcool — (Netcool Operations
Insight), with initial embedded 2Gb/day entitlement

Launch in context eliminates the need to figure out the search syntax

Pulls up the logs in context of the APM screen from where it is invoked

Automatic look up of logs in context further drives down the MTTR

Can ingest events from OMNIBUS facilitating event analytics

 Application Performance Management

‘j-‘ﬁnt User Transactions ’
(7] = mmytEmasy

Sty e T @
- =
———— —
settig Started Hew Search * hdd Saarch
SAVESIGAW AND (datasustesbostrame stockTraceDB" OR datascurt ebiostrame stock TradeWAS 1* OR datasmurcetostrame moble®) + SRVEBNMIN AND (datesourceHostname:st
SRVE BN AND (datasours eHosname stocs TradeD' OR Gaiascurt ehosmarme: stoc KTradeVikS 1 OR asout cHosname mobie”) =
Log Events Granufarty mwnte  Time Range ~ 02022014, 2347 50 - 02032014, 00 4758 (UT
S L ‘
-
' Tan "
Trarsastione - Top 0 T J— 1
A Lt (VLY vl sl ) M) Raw
(L]
[02/02/14 23:48:08:432 +0000)
_datasource Mobile yn.moumg vl.ulg' RITICAL: Cannot set header. ﬂnpam.lmdymma methodName addHeader. middieware V1
wnwuhwnwm \ab.raleigh ibm com, oombmvn threadiD:000000e0, _writetime

Day Trader Tracing Appis o soverityE
SRVESOSW.

[02/03/14 00:01:20:432 +0000]

_datasource:Mobile SystemOut log, message: CRITICAL: Cannot s nua- nwr\ulud mmm mm-mmmmm fevare W\

atasourceHostnare MabHe eb rsegh m com com ibm ID:000000e0, _writetime (
& Na.
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IBM Service Engage

Products

Collaborative Operations

s [ntegrate tools and teams

Performance Management
» Find the Root Cause 90% faster

s Improve Availability by 60-90%

* Reduce Outages by 50%

« Manage hybrid applications

s Optimize collaboration

Learn Trial Léarn Trial

Workload Automation

= Central Scheduling Management

Service Desk

s Reduce Help Desk Calls
= Improve First Call Resolution Rate s Integration Hub

» Reduce Incident & Request Times # Self Service Application Catalog

InterConnect 2015 https://www.ibmserviceengage.com/products
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Collaborative Operations

icket Management in

» Streamlined resolution with automated event management and ticketing
* Integrated collaboration, calendaring, notification, knowledgebase, automation (Virtual War Room)
 Allowing for quick and easy dispatch of people to work on problems as they are detected.

sl Integrated Dashboard

O ’ ' 1 - 2
01 22 26 - 120 - 225 -

- - . .
,l|l|ll||.l| - alllanll,

AVERAGE TICKET REECLUTION TIME UNIQUE USERS PAST 24 HOURS TRANSACTIONS PAST 2< HOURS

S S Weshowth_etotal S e
number of tickets
across all apps

and the trending. W

[Pan 24 Worn)
Finer

Events by Source

We show the total

number of events

across all sources e
and the trending. s e - -

Istase oomcrbod hore .. e Y namedi12ckt

st 24 Howrs|

Isase ocacrbod hom ..« ” g named12colt

I 008 TOd hem .. o o namedi2oet
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