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IBM Tivoll

Immense capital is being invested by organizations into software to support
and augment their businesses worldwide. The enormous amount of
applications supported by these products, in turn bid a substantial number
of IT staffs and consequent infrastructure fabrication, administration and
maintenance. These investments see no bias whatsoever. All organizations;
irrespective of their size are readily plunging capitals on this indispensable
requisite.

These products have far-reaching impact on the fortune and efficiency of
any project. Even a relatively small improvement may have the aptitude to
bring in vast business benefits. The speed and quality of solution delivery;
efficiency and cost-effectiveness of IT organizations; stability, reliability and
security of solutions, all confide in these infrastructures.

To help you with the ongoing effort to derive the best ROI for invested capital
and equip you to face the persistently changing market environments, IBM
Software Services bring to you their exclusive service offerings. These
services will guide through all IBM software products, help you successfully
migrate or upgrade them, and simultaneously get the health of mission
critical applications and software’s.

We are here to help you upgrade your business, optimize them, make them
smarter.



Overview

Focus Industry

Benefits/Value Proposition

Assumptions For more information

http://www.ibm.com/software/in/sw-services/tivoli/




This service offering provides a health check of your current IBM To find out more about this offering, contact your local IBM Software
Tivoli® Monitoring environment. It will help ensure that your monitoring  Group Services representative or Visit us at;

infrastructure components, agents, event forwarding and historical data
collection are operating effectively and efficiently, meeting your growth
and performance requirements and are in line with IBM guidance for
best practices.

Cross Industry

e Review your Tivoli Monitoring environment and make
recommendations for operational and performance
improvements using IBM best practices

e |dentify systems and applications that are not monitored and
succesfully realign with your business needs

e |dentify any gaps in the integration or identify additional scope for
integration with other tool to provide additional value

¢ Analyze the event flow of your monitoring solution to Omnibus / Tivoli
Enterprise Console and correct inefficiencies

e Ensure your data warehouse is tuned for optimal performance of
your historical data collection

o Transfer knowledge from our Tivoli Monitoring expert to your
monitoring operations staff

e Tivoli Monitoring consultant for one week to review the performance
of your Tivoli Monitoring infrastructure, current monitoring processes,
event flow and historical data collection polices

e Tivoli Monitoring Assessment Report will make recommendations on
how to improve your operations, as well as leverage Tivoli Monitoring
to better meet your monitoring objectives

e Skills transfer to your personnel who are responsible for supporting
the Tivoli Monitoring environment




Quick Start Services for Tivoli
Monitoring v6.2.2 onwards

Overview For more information

http://www.ibm.com/software/in/sw-services/tivoli/

Focus Industry

Benefits/Value Proposition

Deliverables




Health Check Services for TSRM/
CCMDB/TADDM

Overview For more information

http://www.ibm.com/software/in/sw-services/tivoli/

Focus Industry

Benefits/Value Proposition

Highlights

Deliverables




e Help plan for future backup needs with lessons learned and

This service offering provides a health check of your current IBM Tivoli experienced IBM professionals

Storage Manager environment. It will help ensure that your backups,

disaster recovery plans and data retention policies are operating

effectively and efficiently, meeting your growth and performance

requirements and are in line with IBM’s guidance for best practices' * Formal assessment of your ITSM server and associated client backups

¢ Written IBM Tivoli Storage Manager Assessment Report detailing any
changes IBM proposes to the ITSM software configuration or to your
environment, the impact of any changes, and the preferred suggested
method of implementing those changes

* Transfer of information to your staff, gained through working side by
side with our experts

e Cross Industry

* |s your current capacity of the IBM Tivoli Storage Manager server and its
peripherals meeting growth requirements?

* Are your Disaster Recovery Plans current, and do they allow for a
successful recovery of both IBM Tivoli Storage Manager server(s) and
IBM Tivoli Storage Manager client(s)?

* Are your data retention policies meeting your current business
requirements?

* Are you consistently meeting your backup windows?
* Are you following “best practices” in your data management policies?

* Are you taking advantage of all of the IBM Tivoli Storage Manager
features and functions for your environment?

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:

e Make certain your data recovery is efficient and effective

e Learn about and correct performance issues associated with data
growth

e Correct data retention issues that can undermine backup performance
and service levels

e Learn skills and gain hands-on experience from ITSM Subject Matter
Experts

e Make sure your Disaster Recovery Plan meets your business
requirements

¢ Discover ways to take better advantage of your backup and recovery
tools

15




Maximo Integration with Microsoft

Active Directory

Overview
e Integrate Maximo with existing Active Directory instance

¢ The integration will take care of user base for Maximo application
security and people records in people application

¢ The integration will enable existing users in Active Directory instance
to login into Maximo application using their AD credentials

e The integration will enable synchronization of users from Active
Directory to Security Users and People records in Maximo application

e Password management of AD user ids still remains with Active
Directory. No need to have separate password management
capabilities in Maximo

Focus Industry

e Cross Industry

Benefits/Value Proposition

e Most of the customer environments have Desktop authentication
enabled through AD

¢ No requirement for a separate user repository for Maximo. Use
existing AD instance

¢ No additional user/password to be maintained by end users for
Maximo

e Applicable to all Maximo suite of products

¢ Read only credentials to Active Directory DN would suffice thus
reducing any security exposure

e Can add multiple instances of Active Directories as Maximo’s User
repositories

Assumptions

e This integration is possible only with the versions of MSAD supported
by WebSphere Application Server

o User Atrributes synced from AD to Maximo are default ones supported
by Maximo’s people record schema
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e Doesn’t assume any additional attributes to be synced, other than the
ones given in the Maximo schema

e Read only credentials to DN in AD where user entries are residing

¢ Network Connectivity and required ports to be opened for
communication between Maximo application server and Active
Directory Server

e Maximo is deployed on WebSphere Application Server

e DN Suffix in AD from where user records have to be synced to Maximo
needs to be shared

Scope
e Configure AD as additional repository for Maximo
o Configure only ONE instance of AD with Maximo
¢ Enable vmmsync script to sync users from AD to Maximo
e Test the integration for any errors/bugs and correct them

For more information

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:



Migration of IBM Tivoli Monitoring
vo.X Or vb.1 to v6.2.X

This services offering will help you upgrade your existing IBM Tivoli Monitoring
v5.x or IBM Tivoli Monitoring v6.1 environment to version v6.2.x. This
consulting engagement provides assistance in performing the upgrade/
migration planning, configuration and information transfer.

(Windows, Linux, UNIX). The agentless-monitoring software identifies
and notifies you of common problems with the operating system

that it monitors, and includes monitoring, data-gathering, and event-
management capabilities for Windows, Linux, AlX, HP-UX, and Solaris

Cross Industry

Migration provides you to leverage and take full benefits of the new
Tivoli Monitoring technology to optimize your monitoring and systems
management capabilities, while maintaining and incorporating your
existing monitoring investments

Minimize the impact on your current monitoring capabilities while
upgrading

Upgrade efficiently and effectively, utilizing experts to minimize risk and
maximize time to value

Expert IBM consultant on-site services

Better in-built integration with other Tivoli offerings Eg. ITCAM, Omnibus,
TBSM

Agent autonomous mode, which ensures event information is not lost
when communications are lost between an agent and its monitoring
server

The Agent Management Services Watchdog monitor is introduced for
watching the OS Monitoring Agent and restarting it automatically if it goes
down

The Find feature for Navigator items enables you to search for and locate
items by criteria such as product code or associated situation, and using
formula functions

Support for LDAP Authentication

New workspaces for showing deploy depot information and the status of
the past, current, and scheduled agent deployments

Bulk remote deployment / upgrade of agents

Supports agentless monitoring of the distributed operating systems
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Using the IBM Tivoli Monitoring Agent Builder, you can quickly create,
modify, and test an agent for your custom monitoring requirements

The 64-bit operating environments are now supported for IBM Tivoli
Monitoring components

Historical navigation mode with synchronized workspaces by which you
can turn on Historical navigation mode with a time span that you specify,
ensuring all workspaces you open will align to that time period

Configure historical data collection with distribution lists
Granular data collection with historical collection object groups

Baselining added to charts for predictive analysis

Customer to procure the hardware and software listed in the Hardware
and Software Prerequisites provided by IBM

Customer to ensure the installation of the hardware, operating system
and other software specified in the hardware and software prerequisites

e The customer will ensure that all required backups are done prior to

migration

Customer team will take charge of rolling out agents to additional servers
and locations

Scope is limited to upgrading ITM Server components and limited number
of agents covering various flavours

Discuss and finalize the migration process that will be used

Install any fix packs or interim fix

* Engagement can be customized to meet specific requirements

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:



IBM Upgrade/Migration Services
for Tivoli Storage Manager

Overview

Focus Industry For more information

BeneﬁtSN alue Proposition http://www.ibm.com/software/in/sw-services/tivoli/

Challenges

Deliverables




Quick Start Services for Tivoli Application
Dependency Discovery Manager

http://www.ibm.com/software/in/sw-services/tivoli/




Overview

Health Check Offering is a proactive infrastructure assessment

by Subject Matter Experts. This offering helps to ensure that your
infrastructure operates efficiently and effectively to meet your growth
targets and performance requirements and are in line with IBM guidance
for best practices.

Focus Industry
e Any

Benefits/Value Proposition
e More productive use of system resources

¢ Understanding of current and potential issues

¢ Avoidance of service breakdowns

e (lear identification and solutions to performance detractors
e |ess time and resources wasted in circumventing problems
e Better planning and forecasting

e Access to highly trained and experienced personnel

Check Synopsis

 Tivoli Access Manager for e-Business (TAMeB) Checks
Configuration Check
Authentication Check
Junction Check
* Performance Checks
TDS
Operating System (TAMeB specific)
DB2 Checks
TAMeB Components
TDS Replication check

25

e Check Backup and Maintenance methodology in place
e TAMeB Log checking for errors
e Best Practices

Target Infrastructure

e Existing setup containing up to 2 WebSEALs, 1 Policy Server, 2 Tivoli
Directory Servers, CARS (if applicable), SMS (If applicable)

o Offered for Unix & Windows

Out of Scope

e Architecture & Design review is not in scope

Deliverables

¢ Document results of Health Check analysis and performance check
exercise

e Recommendations based on Health Check analysis and performance
check exercise

For more information

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:



Health Check Services for Tivoli
Directory Server

http://www.ibm.com/software/in/sw-services/tivoli/




Upgradation of IBM Tivoli Directory Server v5.x,
v6.0, vb.1, v6.2 to v6.3

Overview

Scope of Value Frame - Migration Activities

Focus Industry

Value Frames

Scope of Value Frame - Migration assessment

Assumptions

For more information

http://www.ibm.com/software/in/sw-services/tivoli/




Health Check Services for Tivoli Identity

Manager

Overview

Health Check Offering is a proactive infrastructure assessment by subject
matter experts, which will help ensure that the customer’s infrastructure is
operating effectively, meeting their growth and performance requirements
and is in line with IBM’s guidance for best practices.

Focus Industry
e Any

Benefits/Value Proposition

¢ More productive use of system resources

¢ Understanding of current and potential issues

¢ Avoidance of breakdowns

¢ (Clear identification and solutions to performance detractors
e |ess time and resources wasted in circumventing problems
e Better planning and forecasting

e Future scalability

Check Synopsis

IBM Tivoli Identity Manager (TIM) Checks
¢ TIM configurations including
1 TIM HR Feed
2-3 TIM Services with 2 provisioning policy each.
2-3 TIM Workflows
Organization Structure within TIM
TIM groups and ACI’s

e |dentity Policy, lifecycle rules, adoption policy (for 2 to 3 services),re-
certification policy

TIM role management (v5.1 only)
TIM Log checking for errors
Middleware settings & tuning checks for WAS, TDS, DB2
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e | og Analysis
Review Backup and Maintenance methodology

Target Infrastructure
e Medium sized clustered TIM deployment with 2 nodes

o Offered for Unix & Windows

Deliverables
¢ Document results of Health Check analysis and performance check
exercise

e Recommendations based on Health Check analysis and performance
check exercise

For more information

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:

http://www.ibm.com/software/in/sw-services/tivoli/



Quick Start Services for Tivoli
Identity Manager v5.1

Tivoli Identity Manager Quick Start Deployment Service offering provides o  Djscovery and Architecture Document describing a managed

comprehensive consultancy, implementation and enablement services approach to achieving Identity Management
for consolidating your infrastructure for a more optimized return on o
investment and availability. Topics include:
Business Case
Proposed Architecture
e Any
Task List
Skills Gap Analysis
e Start with an architectural foundation based on your organization and
Next Steps

business processes

e Deployment of Tivoli Identity Manager in a non-production
environment to give your staff extensive hands-on experience with a
test system

¢ Implement IBM Identity Manager in a non-production environment,
allowing staff the opportunity to examine automation and provisioning
alternatives

e Benefit from IBM consultant’s experience in a phased approach to * Deployment Summary Document
architecture and implementation * Transfer of information to your staff
e |everage IBM’s experience with secure policy-based identity

management systems across multiple platforms, e-business

applications, and middleware throughout the enterprise To find out more about this offering, contact your local IBM Software Group

« Discovery of your business case, expectations, and processes Services representative or Visit us at:
to ensure an architecture and deployment strategy that fits your
organization and business model

e Becoming familiar with IBM Tivoli Identity Manager

e The customer will identify the Middlewares to be used with IBM Tivoli
Identity Manager prior to IBM arriving on-site

e The customer will check the TIM v5.1 supported operating system
versions (documented in the “TIM v5.1 Planning and Installation
Guide”) and inform IBM of any servers on OS versions that are not
supported by TIM v5.1

¢ Ticket would be generated using the packages available from IBM
e Any customization to this package is out of scope
¢ No new attributes would be added as a part of this
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Upgrade of Tivoli l[dentity Manager from
v4.6 to v5.1 — Assessment Services

Overview Scope

TIM v5.1 Announcement Letter

Focus Industry
For more information

Benefits/Value Proposition

http://www.ibm.com/software/in/sw-services/tivoli/

Assumptions




Upgrade of Tivoli l[dentity Manager from
v4.6 to v5.1 — Consultancy Services

Validate Customer [dM/ TIM Roadmap
TIM SME Assistance during key milestones of the project
Architecture & Design
Solution Development
Solution Deployment
Go-Live

Any — BFSI, Telecom & Media, Energy & Utility, Media & Entertainment,
Manufacturing etc

Enable strong alignment of TIM environment with Business goals
Enable resilient environment in line with Business goals

Mitigate solution delivery risks towards v5.1 upgrade — Leverage best
practices

Enable Implementation that uses best practices

Customer owns TIM v5.1 migration project delivery, specifically needs
TIM SME assistance

TIM assessment services is independent of this service but can be
combined with this service as an enablement step

Customer has Project managers, Architects/Solution leads , developers

& operators assigned for migration activity

Customer has a team capable of performing the routine tasks —
Installation & Configuration of TIM

Customer team has minimal expertise in Solution Design and best
practices

Customer needs focused efforts to ensure migration is successful and
platform is enabled to meet business demands

Perform Viability assessment of existing TIM v4.6 setup in customer
environment vis-a-vis planned TIM v5.1 migration/roadmap

Provide SME assistance during Solution architecture — clarifications &
best practices

e \Validate Project Plan — identify gaps and inform Customer Project

Manager

Validate design, address specific design challenges and share known
best practices

Provide directions during solution development cycle / identify
prototypes required to mitigate risk

Enable team by directing to available literature (Architecture / design /
Know-how articles)

Enable team on practices for setting up HA/DR setups and Staging
environment

Provide support during Go-Live phase and directions to Operations
team for on-going maintenance

To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:



e |BM Tivoli Netcool/OMNIbus Integration with Tivoli Service Request ¢ Configure Netcool Omnibus to send events to TSRM
Manager provides bidirectional communication between Netcool/

OMNIbus and Tivoli Service Request Manager (TSRM) . (E:\?g:lit%ufrr% rl;lle;g%?\ln Omnibus to receive updates on tickets related to

e The integration allows IBM Tivoli Netcool/OMNIbus events to auto open . . .
tickets/service requests in TSRM . gg;gtgg;i grSaTilc\Jnnto receive events from Netcool Omnibus for Auto

e This integration allows sending Resolution and Closure event . . .
information to IBM Tivoli Netcool/OMNIbus from TSRM o S?r?rl:lltg)ld;e TSRM to send updates on ticket related to a event in Netcool

e |ntegration is only for 1 instance of Netcool with Single instance of

TSRM
o Primarily for clients who are maintaining and implementing data

centers

To find out more about this offering, contact your local IBM Software Group

o Accelerates mean-time-to-resolution of events Services representative or Visit us at:

o Better decision making by predefined policies

¢ Minimum human intervention

¢ Productive operational staff

¢ |ntegrated solution for automated event management

¢ The customer environment has supported versions of Tivoli Service
Request Manager and Netcool/OMNIbus

o Tivoli Service Request Manger (TSRM) and Netcool/OMNIbus are
installed and configured

¢ The deployment will consist of 1 TSRM and 1 Netcool/OMNIbus
system

¢ The customer will check the supported operating system versions and
inform IBM of any servers on 0S versions that are not supported

e Default attributes and status updates on ticket are assumed to be
synchronized from TSRM to Netcool Omnibus
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This offering consists of three building blocks that provide the detailed e Document a solution architecture and structure
deployment architecture, implementation planning, and business/process o Mission stat t obiecti d aoal tablished
mapping necessary for a successful IBM Tivoli Service Request Manager Ission statement, Objectives and goals are estabiishe
implementation. Focus will be placed on processes and establishing the e Communications, training and testing plans are defined and
technical foundations critical to rollout. documented for the full configuration to “go live”

e Business processes are defined and mapped to tool set for quick time
to production

* Reduce service desk costs and enable end user self help . . . .
e Detailed documented project plan and implementation approach
e Quickly and successfully implement the solution and realize a more

rapid time to value

e Ensure processes are effective and establish reusable knowledge

capital To find out more about this offering, contact your local IBM Software Group

Services representative or Visit us at:
e Deployment plan for implementing Tivoli Service Request Manager

that will assist in aligning IT services to the business within the ITIL

framework

e (ross industry

e Minimize IBM Tivoli Service Request Manager installation costs by
properly planning and executing the rollout

e Implement proven practices for Service Desk functions, and Incident
and Service Request Management processes

e Ensure known processes are correctly mapped and an effective
approach is established for rollout

e Understand resource needs, level of effort and plan organizational
support

e Establish training and communication rollout plans
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The majority of service requests in Tivoli Service Request Manager involve
password changes. The Tivoli Identity Manager integration for Tivoli
Service Request Manager has the ability to automate password change
requests and create Service Request type tickets for all changePassword
operations that occur. These tickets can be used to track all the change
password operations.

Any

Users can change their passwords in real time, which results in a
dramatic reduction of tickets being raised formally through the Service
Desk agents

Lowers overall help desk operational cost

Decrease in number of helpdesk calls originating for these requests

The customer environment has supported versions of Tivoli Identity
Manager and Tivoli Service Request Manager

Tivoli Service Request Manger (TSRM) and Tivoli Identity Manager are
installed and configured

The deployment will consist of 1 TSRM and 1 TIM system

The customer will check the supported operating system versions and
inform IBM of any servers on 0S versions that are not supported

Install the integration package for Tivoli Identity Manager
Communication with Tivoli Service Request Manager

Configure the Tivoli Service Request Manager server
Configure the Tivoli Identity Manager server
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To find out more about this offering, contact your local IBM Software Group
Services representative or Visit us at:



Health Check Services for Tivoli
Workload Scheduler

Overview

Focus Industry
Deliverables
Benefits/Value Proposition

For more information

http://www.ibm.com/software/in/sw-services/tivoli/

Highlights




Migration of Tivoli Workload Scheduler v8.2 to v8.4

Overview

Assumptions

Focus Industry

Benefits/Value Proposition

For more information

http://www.ibm.com/software/in/sw-services/tivoli/




Quick Start Services for Tivoli Workload
Scheduler v8.4

Overview

Focus Industry

Benefits/Value Proposition

Assumptions For more information

http://www.ibm.com/software/in/sw-services/tivoli/




Tivoli Workload Scheduler

SME Services

Overview

Highlights

Focus Industry

Installation and Configuration Support

Benefits

Mentoring

Benefits

Performance Assessment

Migration Assessment

Benefits

For more information

http://www.ibm.com/software/in/sw-services/tivoli/




IBM Software Services

Highlights

« Plan, deploy, grow, optimize,and
extend your software environment
and applications with the Accelerated
Value Program

Take advantage of proactive
planning, deployment mentoring, and
knowledge sharing before projects
start

Accelerate past project delays with
fast problem resolution via priority
call handling, problem management,
and emergency on-site services

L2M

IBM Software
Accelerated Value
Program

Leading across the IT life cycle

Change happens quickly. Problems arise. The marketplace never stops
moving. Just ask IBM clients around the world, and they’ll tell you that
their business wouldn’t be the same without the IBM Software Acceler-
ated Value Program.

IBM Software Accelerated Value Program allows you to meet challenges
as they arise-and even before they appear, with proactive monitoring of
your company’s I'T needs. Our clients maximize their software return on
investment by working with our dedicated team that understands the
highly individualized needs of complex companies.

Our clients succeed because of the fast, timely service that the Accelerated
Value Program provides.

Why the Accelerated Value Program?

The Accelerated Value Program provides a wide array of services aimed at
maximizing your software investment anywhere along the life cycle of
your software infrastructure. Our goal is to help you achieve faster time to
value, lower the total cost of ownership (T'CO), and provide proactive
guidance on infrastructure management and operations.

How the Accelerated Value Program helps

o Single point-of-contact-The Accelerated Value Program is your liaison
to IBM Support, development, product managers, IBM Business
Partners, Accelerated Value team members, and third-party vendors

e Proactive problem avoidance-We offer our clients risk and change
assessment, remote or on-site assistance and coordination, interoper-
ability research, and skill gap assessments

o Knowledge and skill sharing-We offer our clients first access to
environment specific technical content, on-site technical activities, staff
coaching, workshops, and guidance. When available, you receive
invitations to remote briefings and summits

e Problem Management-Not all problems can be avoided. In those cases,

we monitor and expedite closure of service requests. We help coordi-
nate solutions, provide status updates, and manage escalations
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* Operational and technical guidance-Our areas of expertise include
research on interoperability, architecture, and performance and
guidance on installation, configuration, and trend analysis

¢ Best practices-We’ll learn about your I'T environment, infrastruc-
ture, and people. Then, we’ll help you avoid known software
defects and provide recommendations to help avoid known issues

Key components

Accelerated Value Leader

The AVL acts as a single point of contact to IBM, creating a virtual
extension of your I'T management team. The AVL coordinates
proactive and reactive support activities for your team, such as:

¢ Providing a delivery plan and quarterly reports

e Driving proactive project planning

e Strategizing ways to help optimize IBM software

¢ Analyzing PMR activity to identify areas of skill building
¢ Reporting the status of open issues and trends

* Escalating of critical issues

* Advising alternatives to help provide quicker solutions to you
everyday support requirements

* Connecting you to IBM Support management and development
to raise visibility of your issues

* Creating opportunities for you to gain expertise from the IBM
development labs

Accelerated Value Specialist

The primary goal of the AVS is to provide ongoing technical
expertise to help you resolve reported problems and avoid
future outages. The AVS is assigned to a specific area of
technology and interacts directly with your designated named
callers. Specific AVS activities include:

* Assisting planning, development, upgrades, and migrations

* Communicating known problems that may pose risk to
your environment, and suggesting proactive action

* Anticipating conditions that could cause outages and
recommending actions to minimize risks

* Recommending proactive system maintenance

* Assisting with preparatory work to ensure smooth migra-
tions

* Providing diagnostic guidance for problem resolution

* Advising specific fixes and workarounds for your environ-
ment
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Emergency on-site assistance

In the event of a business-critical (severity 1) issue, IBM
makes every effort to dispatch an engineer to your site
within 24 hours.

On-site assistance

On-site activities can include reviewing an existing
application for adherence to best practices, performance
improvements, guidance on deployment, migration or
updating software.

Priority call handling
e Priority access to support centers and Level 2 software
engineers

¢ Your AVL is notified of newly opened PMRs

¢ Support center notified of client-specific issues

For more information

To learn more about IBM Software Accelerated Value
Program, please contact your IBM Marketing Representative
or IBM Business Partner.

© Copyright IBM Corporation 2010
May 2010 All Rights Reserved

IBM, the IBM logo and ibm.com are trademarks or registered
trademarks of International Business Machines Corporation in
the United States, other countries, or both. If these and other
IBM trademarked terms are marked on their first occurrence in
this information with a trademark symbol (® or TM), these
symbols indicate U.S. registered or common law trademarks
owned by IBM at the time this information was published.
Such trademarks may also be registered or common law
trademarks in other countries. A current list of IBM
trademarks is available on the Web at “Copyright and
trademark information” at ibm.com/legal/copytrade.shtml

Other company, product or service names may be trademarks
or service marks of others.

References in this publication to IBM products or services do

not imply that IBM intends to make them available in all
countries in which IBM operates.
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IBM Software Services

Highlights

« Creates a bridge that connects
the client to the full capabilities
of IBM

* Delivers expertise that helps
unlock the value of the IBM
software investment

* Develops and grows the
dedicated partnership between
the client and IBM

L2M

IBM Software
Accelerated Value
Program

Delivery excellence via Accelerated Value Leaders
and Accelerated Value Specialists

Building a dedicated partnership

IBM Software Accelerated Value Program helps unlock the value of your
IBM middleware software and strengthens your I'T infrastructure
throughout the life cycle. Our tiered offering levels provide fexibility in
building a partnership with IBM. In turn, that partnership assists you with
preventative actions, delivering smooth interoperability management,and
overcoming implementation barriers for new technology.

The key to building this partnership is through our Accelerated Value
Leader and Accelerated Value Specialist.

Accelerated Value Leaders®

The Accelerated Value Leader (AVL) is responsible for ensuring clients
receive a higher level of service and added value when using their licensing
software from IBM. The AVL has a close working relationship with the
client’s team and plays an integral role in helping determine the overall
life cycle of their IBM software implementation.

The primary goal of the AVL is to provide proactive assistance to help
clients sustain and optimize their IBM Software infrastructure. The AVL
is the primary point of contact to the client on behalf of IBM Support.
The AVL coordinates delivery of proactive support, skill sharing activities
and problem management.

Accelerated Value Specialists*

The Accelerated Value Specialist (AVS) provides clients with the highest
level of remote and/or on-site technical direction for specific supported
products, including initiatives such as diagnostic coaching and defect and
nondefectproblem resolution assistance.
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The primary goal of the AVS is to provide the ongoing technical
expertise that is required to avoid potential problems or mitigate the
impact of reported issues.

The AVS is assigned for a specific area of technology and has direct
interaction with subset of Named Callers, as designated by client.
The AVS provides direct support or assistance with technical queries
from clients and field personnel.

Accelerated Value Leader responsibilities

Relationship

« Acts as a single point of contact as your bridge
to IBM support

Virtual Extension of your IT management team
Might assist the client on site for periodic reviews

Problem Management
Request (PMR)

* Provides regular reports detailing status of open
issues

Investigates alternatives to help provide quicker

solutions to your everyday support requirements

Escalation Management

« Connects the client to IBM Support management
and Development to raise visibility of issues
Helps facilitate critical issues

Knowledge Sharing

Coordinates workshops, conference calls
exclusive to your needs

Provides opportunities for the client to gain
expertise from the IBM development lab

Accelerated Value Specialist responsibilities

Technical Advice and

« Participates in project planning

Skill Sharing » Shares best practices for key tactical initiatives
Remote Technical « Provides guidance in gathering diagnostics for
Proactive Assistance problem resolution

Helps advise on documented fixes and
workarounds for the client environment

Technical Briefings

Delivers customized reports with technical advice
and proactive maintenance information

Tactical Activities

Assists with product deployment and
configuration
Performs advanced troubleshooting

Additional proactive services
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For more information

To learn more about IBM Software Accelerated Value
Program, please contact your IBM Marketing Representative
or IBM Business Partner.

Nikhil M Nande
Cell : 91-9967-966128
E-mail : nikhnnand@in.ibom.com
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* Client needs may require these two roles be combined.
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For more information on
Tivoli Service offerings,
Contact

Shyam Marathe
shyam.marathe@in.ibm.com

Anand Krishnamoorthy
anandk@in.ibm.com

Dinesh Pamnani
dineshpamnani@in.ibm.com

Harsh Verma
harshverma@in.ibm.com

Nikhil Nande

niknande@in.ibm.com

For other IBM Offerings
please visit us at:

http://www.ibm.com/software/in/
sw-services/

http://www.ibm.com/software/in/
sw-services/tivoli/
http://www.ibm.com/software/in/
sw-services/tivoli/offerings.html
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