Building the Service Management
EcoSystem by leveraging IBM Labs

Rekha Garapati
Director, IBM India Software Lab
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IBM SOftware GI’OUp ® 45,000 Employees Worldwide

= 60 Major* R&D Locations

Major* R&D Locations = 25,000 Developers
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India Software Lab Overview

Development teams across all 5 Deep technical skills to
Software Brands: WebSphere, support local customers &
Lotus, IM, Tivoli & Rational deliver world class products

BANGALORE




Product Development from a Client-centered Perspective

* Your Goals
— Fullfill your business needs with fundamental robustness and performance
— Achieve fast time-to-value
— Simplified ownership
— Increase Return on Investment

 Our Goals
— Help you meet your goals by creating “Consumable” products with expected quality
— Continually improve the value obtained from our products

 Approach
— Work together to understand business context and processes

— Map the customer’s perspective into practical focus areas throughout product
development and lifecycle

— Complement the current well-established Development Process with
Consumability-focused activities

— Continually validate quality improvements



Approach — the processes for achieving quality

The “Outside-in Design approach™ is a means for getting the
customer’s perspective:

4 Capturing customerss W a p@%p%@gﬂgs their
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Contribute to requirements
refinement

Infliianra tha nradiirct ~nntant
Customer Problems (APARs &
PMRs) Analysis

Customer Residencies and
Internships

Customer Advisory Councils Support Programs

Web-based Consumability ate in ESP
Assessment survey

Prototype Reviews

Technical Previews

Hands-on validation of
prototypes and early code

drops
» how the product

addresses your business _Provide early feedback on
scenarios in your environment implementation

Report your quality feedback



Approach — you can influence the results

*What are the benefits for you?

— Help us build products that match your
needs

— Opportunities for collaborating with us to
positively influence the business value and
overall quality of our products :

» Participate in requirements validation and
refinements

* Provide us with your typical usage scenarios

» Participate in overall product quality
assessments

% Obtain a product with less defects

Tivoli Product

Development Model

The “Outside-in

Design approach ”

“*What does it means for us?

— Continually improve our development
process using your input and feedback:
» Refine our requirements and design validation
phases

» Enrich the verification phases with scenarios
that better reflect customer environments



Unleash the Labs

< The Unleash the Lab initiatives leverages the unique skills of the development
organization to help our clients to reach their business goals

*» The goal is also to enhance the development community, which becomes a
partner of the field and sales forces

A wide network of multi-discipline laboratories
« SWG and STG development sites
» Executive Briefing Centers

» Service Management
Excellence Center



Service Management Excellence Center in India (SMEC)

M Industry Best WWwW WWwW Use
= Premier center to explore and Solutions Practices Expertise Demos Cases
leverage Tivoli's Service \ I / /

Management offerings with
customers and partners. Cross Brand \| Competitive Ww
Solutions Solutions Enablement

Charters:
= Build strong service management
eco-system and skills in the region. o3
= Create regional hub for Tivoli S 9 ~
Service Management strategy & = SM EC o _c;é
lutions. =3 %
Ll S c Tivoli Hub S P
: c @ @
Offerings: Y X S

= Drive Tivoli solution design projects
with Service Management focus.

= Executive Briefings / PoCs / PoTs/
Demos / Enablement workshops

'

How to Engage SMEC: . Tech
GBS Business ec
N ContaCt SMEC@lnlbmcom [ Customers ] [ | GTS } [ Partners }

Lab
Services




Thank You

Contact Detalls: regarapa@in.ibom.com



Service Management: Core of
Dynamic Infrastructure

Nataraj Nagaratnam, Ph.D.
Distinguished Engineer
CTO for Software, IBM India Software Lab



Need to Move to a Dynamic Infrastructure

IMPROVE SERVICE
REDUCE COST
MANAGE RISK

IBM Service Management:
at the core of
Dynamic Infrastructure

Virtualization

Energy
Efficiency

Security

Service
Management

Business
Resiliency

Asset
Management

Information
Infrastructure



IBM Service Management

Transforming Assets into Value

-In-depth industry knowledge

-Offerings span entire service life
cycle for broadest coverage

-End-to-end service view crosses
organizational boundaries

-Modular or comprehensive
offerings

-Merges infrastructure

management of both IT and
enterprise assets



IBM Service Management Delivers...
 Visibility u
— The ability to see everything that’'s gomg_ n—
across the infrastructure &

« Control
— The abllity to keep the infrastructure in its
desired state by enforcin licies

* Automatio



Key Innovation Trends in 2009

Asset Integration and Convergence

Virtualization and Optimization
Cloud Computing
Energy Efficienc
Securit

Information Management

Governance and Risk Management



Asset Management: Blurring the
Boundaries

\
I \
Change
Management AN

Configuration

* IT improves asset performance Transportation « On-board IT increases asset
» Networked connectivity for remote sophistication

monitoring - » Automation of complex tasks
* Networked connectivity for

maintenance automation » Mechanics replaced by electronics

Service management implementation services enhancements
Telecom expense management service for mobile communications Page 15




Virtualization: The Key to Optimization

Integration and Simplification

Service  fgip mldTE
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» Decouple complexity from scale

Mainframe or ~ Networks |etwor|| torad * Integrated autonomic mgmt
Unix Server _ » Dynamic energy optimization
. « Better software migration « Data center security foundation
Storage » Simplified HA solutions

L|nux Server .. .
g Improved resource optlmlzatlon

» Ready-to-run packaged software

« Better hardware utilization

 Improved IT agility

e Lower power consumption
IBM Implementation Services for Power™ Systems - Planning and Implementing a Virtual 1O Server
IBM Microsoft Server Virtualization - Microsoft Server 2008 Migration
IBM Web Infrastructure Optimization & Virtualization

Tivoli Provisioning (Virtualization) Manager V7.1
Provisioning manager for OS Deployment with tie-in to Systems Director 6.1



Cloud: Transforming IT and Business

" Line of Business . :
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Common Cloud Attributes
Elastic scaling

Rapid provisioning \
Advanced virtualization /
“Flexible pricing S
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" Public Clouds . Private Clouds
.---—"Cloud Computing is more than a computing medel;

It’s a Service Delivery model

Infrastructure strategy & planning for cloud computing
NEW Implementation services for cloud computing - design and implementation for test environments
IBM Service Management for Cloud Computing



Green: IT Drives the Energy and Ecology Agenda

Laws, Regulations,
Standards

Governmental regulations and
laws designed to reduce
emissions of greenhouse gases,
protect natural resources and
limit further damage

Opportunities & Challenges

Develop greener products,
technologies, and services to
capture emerging market
opportunities while balancing
environmental impact

i\l}é@ Tivoli Monitoring for Energy Management V6.2

Stakeholder Expectations

From investors to market analysts,
from employees to consumers and
NGO’s, the demand for
consideration of environmental
and economic consequences of
activities is growing

Costs and Availability
Rising Costs and uncertain
availability of energy, waste
disposal, water and raw
materials; risks for physical
assets due to climate change /
global warming



Frequency of

Occurrences

frequent

infrequent

Per Year Virus  pata Corruption

Data Leakage Business driven

worms Disk Failure

S : Application Outage
System Availability Failures
Lack of governance

10 Network Problem Event driven

Failure to meet
Industry standards

Compliance Mandates \Terrorism/CiviI Unrest
110 Workplace inaccessibility Natural Disaster
1/100

Regional Power Failures

1 Failure to meet

1/1,000 Pandemic

Building Fire
1/10,000

$1 $10  $100 $1,000 $10k $100k $1M $10M $100M

TConsequences (Single Occurrence Loss) in Dollars per Occurrence

1/100,000
high

IBM Data Security Services for enterprise content protection - Fidelis Security Systems
appliances & support

Resiliency consulting service - business impact analysis



Governance: A Leading Indicator of Value

The of Bad
Governance

Minimize the
depth and
duration of
performance

decline during
periods of change
and innovation.

The of Good
Governance

i:\l;g@ IT Governance Consulting




Information: Growth Continues Unabated

6 D a )
128 GB/
person
@ Availability
The World’s total data
per person
J Security
N “I think l'can “W\ehave as
iy Retention
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2003 2006 2010 .
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4 Exabytes of information ,;

IBM Tivoli Storage Manager 6.1
ProtecTIER Data De-Duplication Appliances
GTS Data Security Services for Enterprise Content Protection

There are 200 million
users on MySpace

A T e & _.a_.._-—f'—__""‘-f i

S

31 billion searches on
Google every month




Organizations need to Coordinate and Integrate Their Use of Tools, Processes &

Automation

 Need Coordination
of activities across
operations

* Need Data Driven
Decision Making

* Need fully
integrated
automation to
eliminate errors

22

Managing IT is a team effort ...more than one person is needed!

Adam is preparing a
new version of
WebSphere

Jeff is diagnosing
the CRM app
errors

Joe is patching a
server

Paul is updating the

Laura is tracking down sales app database

the owner of a CRM
server

Sally is assessing the
impact of a change

Anne is doing a
configuration audit
according to ITIL John is scheduling

changes for his team

Page 22



Traditional
(in-house)

IBM Service Management Reference Model

Managed
Services

Deployment Types

Appliances

SaaS

Cloud
(Public/Private)

Self-Service Portal

Dashboard '

Consolidated
Reporting

. Service Catalog
Request
Management

& Billing

Service Desk |

Integrated Service Management

fConfiguration )

[ g E |

Incident &
Problem

Change &
Release

Fault & Event |

Operational
Security

Usage &
Accounting

Management
System

[ R |
Management

Availability,
Capacity,

Performance

Business
Continuity

Dynamic
Provisioning

Workload
Management

Energy

Server Mgmt

Eff’icien’cy

Storage Mgmt

Diverse Assets

Production

Distribution ~ Transportation

)

People

Facilities

. Discovery

N

Software Pkg |
& Distribution |

Backup &
Recovery

Network Mgmt

Application
Magmt

Automated Operational Management

Remote

(3

Applications

Information

System

Service Planning

Solution Design

Workflow Modeling

Data Modeling

Tool
Configuration

~ Develop & Test

Virtualized & Heterogeneous Infrastructure

oP o & O

Storage Network

Voice Securit




Integrated Process & Operational Views

Process View Operational View

ervice Management Service Delivery

Service Support Availability
Service Deployment Performance
Asset Management Analytics

24



Common Integration Components
Reduce complexity and cost of ownership

Security

Consolidated Operations

Process Automation |

L

Launch-in-
Context

Integrated User
Interfaces

Common Data Model
Federated, Reconciled, Synchronized

25

Functional
Integration

Process

Integration

Module

| B

[0

Management

Serve

Composite Offering Installer










The IT Complexity Problem

Busmess Processes as Services

Topologies of federated services must be mapped onto
large numbers of diverse physical and virtual resources

Sea of Heterogeneous Servers, Storage, Networks and Their Virtualization
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» Businesses spend a large fraction of their IT budgets on data center resource
management rather than on valuable applications and business processes

» Data center complexity has reached record levels and is continuing to increase thereby
limiting IT improvements and benefits

28



