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Please note:

* IBM'’s statements regarding its plans, directions, and intent
are subject to change or withdrawal at IBM’s sole discretion.
Information regarding potential future products is intended
to outline our general product direction and it should not be
relied on in making a purchasing decision.

* The Iinformation mentioned regarding potential future
products Iis not a commitment, promise, or legal obligation to
deliver any material, code or functionality. Information about
potential future products may not be incorporated into any
contract. The development, release, and timing of any future
features or functionality described for our products remains
at our sole discretion.
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Integrated Service Management forces us to think differently about how we
design, deliver & manage services across the interconnected service chain
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.. and requires an extensive but integrated set of capabilities

K] World’s Infrastructure



Hh—

Optimized Business Services Management

4 Visibility A
Visualize service performance and
health across all network, server,

middleware and application

\_ components. )

4 )

Control
Increase effectiveness and
productivity, reduce errors and
Improve availability through

A Lifecycle Based Availability Solution for Success \ consolidated tooling. /
l:l—: i = K
— e - C Automation A
e Dj : Keep costs under control as all
— aspects of infrastructure grows with
integrated policy-based
Application Consolidated Operations \_ automation. Y
Availability Management
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Businesses are Inhibited by the Gap between Business & IT
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Business User IT Operations

Business people
know which business
processes are
critical, but aren’t

aware of the IT effectively prioritize
impact on business —= decisions that support
performance business objectives

IT people often lack
the visibility into
business processes
and activity to

“...Benchmarking success will move from
using IT-centric metrics to business-oriented
metrics derived directly from the correlation

of BSM data with business process data.”

IDC: Business Service Management Study; Oct. 2007
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Business Service Management is for the business...

Solves multiple business problems...

— Consolidate events, find root causes,...

— How do | prioritize resolution?
— How do | efficiently assign key resources?

Prioritizes issues according to business impact!

— Business metrics, Key Performance Indicators (KPIs)
and Service Level Agreements (SLA) help prioritize actions
— Examples
= Number of trades succeeded/failed in the last hour
= Number of customers who lost mobile connectivity yesterday
= What kind of response time was promised
= How many customers are waiting (on “hold”) for service
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Tivoli Service Assurance, _
Proactive

Avallability & Performance Business Business Aligned
Management Service

= Enable Service

Service-centric

Management through Modeling, impact & RCA
Consolidation and TBSM, TNSQM
Integration

Consolidated Operations

= Meet the needs of Management

businesses Wlth Cross-domain Correlgtion,
Qua”ty Scale Topology & Analytics R _

’ ’ eactive
& Total Service Tivoli Netcool/OMNIbus & Analytics )
Soluti Resource Aligned

olutions
Domain-Specific Management System

Performance . Application Network Security
Transaction System . Mainframe Storage
Perf. Analyzer, Proviso* IBM Tivoli Network Manager Security Ops. Manager
Comp. App. Mgr., Net. Assure* Monitoring NetView Z TotalStorage Prod. Center
Dependency Collection Event & Performance Collection
IBM CCMDB & any IBM & 3™ Party discovery & data sources. IBM and 3" Party event source.
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Network Voice Security Mainframe Storage Business Other

Applications Systems

Wireless
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Common Maturity/Growth Paths to BSM

 Traditionally BSM has grown out of Operational Dashboards

* BSM is now the critical piece for mature organizations

Integrated Service

Application/Process Management LEveLa
Management | ‘ VALUE
| LEVEL 3 | * IT as a strategic business
Event & Network | i SERVICE partner
Man agem ent | LEVEL 2 . Tasa il . :;Eggebusmess metric
id

|‘ PROACTIVE i ;Z‘?r;eea;rervices . !T/ Business _collaboration
| \ LEVEL 1 - Analyze trends clace pricing' lmprm—fes l-)usmess process

/ REACTIVE - Set thresholds « Understanies " Roal-tm e

LEVEL 0 - Fight Fires * Predict Problems Guarantee SLAs » Business planning

Resource CHAQTIC « Inventory . mgﬁglégﬁtspplication « Measura andseie

DI SCOVBI"y e Rac * Desktop software service availability
distribution * Automate « Integrate processes

Mature problem,

* Undocumented

= Initiate problem

» Mulitple help desks assetand

- User call notification - Measure component
availability (up or

down)

Operational Process Engineering

Tool Leverage

Service Delivery Process Engineering

Unpredictable B e Tt process configuration, changs, Mapnagt;lmem Manage IT as a Business

|

= Alert and event
erformance mgmt. .
« Minimal IT operations management Emcesses i Service and Account Management

Source: Gartner Research (2005)
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Real-Time Business Dashboard
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Banking Cen...

fanking Center Executive Dashbosrd

I e-Xtend Bank

Banking Center Portfolio

Teller

Teller Referral  Matl Teller 0%

SLA

Brokerage
Market Dats Quate Boching
Compliance
rrrrrrr $iC FDeg
Technology

Core [+1} Security

Online Mortgage

Bod Interimk Credit Cards Apphcation Qualification Progeung

Global Banking Operations

A Regional Banking Site @ Regional Brokerage Site 4 Regional Mortgage Site

St redesh m 27 pecords.

Done

PCTY

» Aggregate views into
key Banking Center
Portfolio of offerings,
services, applications
and/or functions

* “Quick, at a glance” at
high-level aggregate state
and status

» Most important
information: KPI
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Nati

onal Mortgage Dashboard

Executive Dashboard A7 -0
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e-Xtend Bank

National Mortgage Processing

Bt 000 Y 220 BT 210 ABY 170 DAY 14.0 AT 260 DAY 130 B2

Application Credit & Risk Qualification

Regional Mortgage Branch Status

Processing Disbursement Collections Compliance

Regional Mortgage Processing SLA

Login Apply Apprv Proc Disb

castern [ W [0 N G
- L L L L

Western B8 a G

192.168. 228, 28:16316 [} #°

*National context
provides quick “at a
glance” view to broad
business process

e|deal for executives or
management with
territorial responsibility

*Business / IT Analyst
uses to direct / guide
problem identification
and first level anlysis

*Geography or LoB
boundaries work well

*Goal is to provide
answer, ability to make
decision, take action at
highest level possible
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Business Analyst

Empowers business
users

Drill into IT domain via
integrated dashboards

Create views of service
patterns and events

See activity in real time

Integrated Solution Bridges the Gap between
Business & IT

@
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IT Operations

Empowers IT users

Prioritize work in relation to
the Business

Recommends or initiates
targeted action

Able to control cost with
focus on the most important
problems

Demonstrate to the
business the IT value.
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Strategy and Direction
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What are we thinking about now...

Managing Next-Generation Endpoints Smarter Runtime Secure by Design

+ Key ISM capabilities & analytics + Factor security into
. embedded into runtime platform . initial app design
@ e + Enable safe and

o DATA AND INFORMATION

o APPLICATION AND PROCESS

¢ Seamless mgmt across all
- @ endpoints.

" mnciert  *  Virtualization support in BigFix
@ offerings
= L * Hosted virtualization: MS App-V,

Desktop .
m Installfree, Citrix XenApp

« Desktop virtualization: VMWare

EE — & VDI, Citrix Xen, MS-Hyper-V

Iobile

» Delivers inherent insight into IT
resources, relationships, secure adoption of
monitoring, metrics & analytics @ e | new technologies,
that support business services (e business models

« Applications leverage runtime * Reduce security
insights to improve process and costs, increase
performance innovation and

shorten TTM

Real-time Asset Management Cloud

* Real-time events in Maximo
based on asset location.

e Support multiple sensor
solutions: RFID, ultrasound,
WiMax etc.

« Provide improved
compliance when asset
location is critical

Apply standardized services to
middleware as well as infrastructure,
leading to shared middleware services
Use off-premise cloud services to drive
hybrid cloud requirements on
governance, monitoring, security,
application and data integration

Smarter Buildings Virtualization

+ Improve management of

» Make buildings more efficient by F q lidated workloads i
. : o consolidated workloads in

. Enable execitive decision \ reducing both facilities operations kﬁ’ ﬂ oS .
~ »  and energy costs and increasing r virtualized environments

making based on breadth of =7 ”\J. * Leverage new

ISM data . space utilization o requirements for identity,
e Optimize operations in real : Inc_re_ase worl_<er_ produ<_:t|V|ty n 'J access and compliance

time and plan for future needs bu!ld!ng|s, while improving the management emerging
building's value from recent virtualization
technology developments
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 Product enhancements to address ease-of-use &
ease-of-admin

* Tools to accelerate deployment, configuration &
integration

 Remote Services & Support

' * Agile Development Methodology
| m
p— | ] * Best-practices & guidance on multi-product
l "f — b solution adoption
| B

« Multi-product solution Reference Architectures

« Alternative packaging & delivery methods for
Multi-product solutions

Optimizing the
World’s Infrastructure
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Higher Value Outcome Think Big, start sman:

BSM Solutions Audience Beyond IT Ops

Enabling Planning Activities

Focus on Visual Aggregation and Navigation
Growth Beyond “Up/Down”
Use Cases Determine Model Needs

Widest Scale Impact Assessment

Subject Matter Expert Focus iy o
o o
Growth Beyond IT § s
Becoming Proactive g— ;
- - m
More Integrations, More Metric Focus ,:_", 0
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Broad Technology Discovery Coverage
Fully Automated Model Management

Wide Scale Impact Assessment

Integration with CMIDBs, Similar DBs *
Automated Containment and Grouping

Initial Discovery Capability

Very Reactive
Small Scale Impact Assessment

Basic Manual BSM Controlled Manual Model Creation %
Simple Containment and Grouping
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Heavy Focus on “Up/Down”



