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IT service management – IBM reference model
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Business Service layer Business Service Management
End user experience

Management subsystems Server side monitoring

Network infrastructure
Hardware, virtualization, 

middleware, applications
Other management 

systems

Unique systems management

Event Management layer
External 

systems, 

databases

Event Dashboard Event enrichment

Application and 

server management

Service management layer

Device and relationships discovery, import

CMDB upload

Service Desk System
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Workload Management

• Ability to rollback

• Corporate dependencies

• General calendars

• Ad-hoc jobs

• Dynamic critical path discovery
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Site I Site II

System Automation scenario - planned site switch

„Open DR Manager“
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IBM is THE Recognized Middleware Leader

 in App 

Infrastructure 

and 

Middleware

#1 market share in 

Operations Consolidation 

and Event Correlation 

Solution

has named IBM #1

BPM and Business 

Rule Management 

Systems

On-Prem and 

Application  

Platforms

 in App 

Performance 

Managementhas named IBM #1

Enterprise Server Bus 

and Connectivity

Application 

Development 

Software

# vendor in Application 

Performance Management

“Control Desk is a strong 

product with a very 

advanced set of 

features.”
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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

Compose service 

management services and 

collaborate across DevOps

for speed and agility

IBM Collaborative 

Operations (Beta)

Manage hybrid application 

performance and 

workloads across PaaS 

and On Prem

Monitoring and 

Analytics, 

Workload 

Scheduler services 

on IBM Bluemix 

Improve operational agility 

and efficiency with 

analytics

Netcool 

Operations Insight
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Line of Business
Operations

Development

Target Personas

IT Ops 
Engineer

CIO

App Ops

Dev Manager

Developer

Traditional APM
New 2014 Personas

Buyers Users

LOB Owner

IT Ops 
Manager



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

IBM Service Engage
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IBM is the only vendor to have a true Hybrid APM solution

• Nodes in 

topology 

view 

span 

SaaS 

and On-

Premise

• Monitor dynamic environments such as dev/test using SaaS and the production environment using on 

premise monitoring while still maintaining complete visibility end to end with the hybrid APM UI dashboard

• Reduce costs by transitioning to IBM Performance Management (SaaS) where necessary and still see it all 

in one place – no need for multiple dashboards 

• Monitor dynamic environments such as dev/test using SaaS and the production environment using on 

premise monitoring while still maintaining complete visibility end to end with the hybrid APM UI dashboard

• Reduce costs by transitioning to IBM Performance Management (SaaS) where necessary and still see it all 

in one place – no need for multiple dashboards 

Single User Interface in hybrid environments to 

move partial workloads to the cloud



New IBM Monitoring v8.1
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� Improve TCO by 30% and TTV by 5x-10x. 

Includes a simple unified architecture that can 

be deployed in minutes with one server install.

� Hybrid management (One UI to view both on 

prem & SaaS) allows IT ops to gradually move 

partial workloads to the cloud

� Huge Breadth of Coverage: 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 analytics integration, including 

predictive, search, and optimization analytics

� Enables seamless integration of capabilities 

with IBM Control Desk, IBM Operations 

Analytics, and IBM Netcool Operations Insight



IBM 

Monitoring

GA: 03/2015

IBM APM 

Advanced

GA: 2Q15

Current On-Prem New On-Prem

ITM

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

IBM Application Performance Diagnostics

ITCAM for AD

IBM APM

GA: 2Q15

IBM AD

GA: 2Q15

APM On Premises Portfolio Entitlements

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. 



Huge breadth of coverage for traditional/cloud workloads
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AND MORE…… 



Goal: Detect issues while service quality is good

IBM Operational Analytics – Predictive Insights



IBM Operational Analytics – Predictive Insights
Improved Alarm Visualization

Clearer tooltip 

including legend 

colors

Slider allowing 

resize of the grid 

and chart

Legend removed 

for additional 

screen real estate

Legend colors 

added to grid



IBM Operational Analytics – Predictive Insights
Stepwise baselines

Alarm appears to be 

within the baseline

Alarm shown outside 

the baseline



IBM Operational Analytics – Predictive Insights
Variant invariant, correlation

Correlation between 

2 metrics

Correlation between 

2 metrics



IBM Operational Analytics – Predictive Insights
Flat line, granger



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

• Alert on common errors and reduce manual work



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



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

• Auto recommends solutions to known issues

• 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



IBM Operational Analytics – Log Analysis
Embedded Analytics – tight integration with APM & event mgmt.

Application Performance Management

Log Analysis

• 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
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https://www.ibmserviceengage.com/products

. . .



Collaborative Operations

• 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.

We show the total 

number of tickets 

across all apps 

and the trending.

We show the total 

number of events 

across all sources 

and the trending.

Seamless integration between Application, Events 

and Ticket Management in the cloud in minutes
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