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Integrated Service Management provides Visibility. Control.
Automation.™ across business infrastructure ....

Integrated Service Management

for Industries

Industry-unique architectures, capabilities and expertise to assist clients with
delivering innovative service to customers through integrated management of the
technology infrastructure, including IT.

for Design & Delivery

Expertise and capabilities to assist clients with product and service innovation
through the integrated processes of design, delivery and management of software

engineered into intelligent devices and services.

for Data Centers

Expertise and capabilities to assist clients with improving efficiency of IT
Operations while improving effectiveness of the business services
delivered and managed by IT from the next generation of data centers.

..to deliver mnovative products and services to customers.
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A dynamic infrastructure is required to address
today’s needs... and lay the foundation for the
future.

IMPROVE SERVICE
REDUCE COST

@ IMPROVE SERVICE
Manage the Service as it is

MANAGE RISK

experienced by the ... Providing for real-time,

Consumer ... dynamic access
to innovative new

REDUCE COST services.

Inflrjaysr:.?urgit‘::m Contain operational cost

and complexity today ... ... Achieving breakthrough
productivity gains
tomorrow.

MANAGE RISK

Leverage topology insight
and Predictive Analytics to

o _ _ avoid problems, not respond ... Preparing for the new
Delivering superior business to them ... risks of a more
and IT services with connected and
agility and speed. collaborative world.
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Service Availability and Performance Management

Visibility — Inform
» Provide Operator & Business Views — different consolidated views of the same data
- via configurable Dashboards

— Collect and Consolidate
« Collect & consolidate events across the business infrastructure
« Maintain Service Relationships to relate IT to Business in dynamic infrastructure

L8 — Analyze
« Enrich events - business intelligence & service affecting

» Predictive Analytics: Baselining and Trending of Event and Peformance Data
leading to Incident Avoidance

« Identify root-cause & symptoms events

Control

Automation — Integrate
* Integrate with diagnostic, troubleshooting & OAM tools
@  Integrate with OSS tools — CCMDB, trouble-ticketing, billing, provisioning ... etc
(\= » Reduce Operator Costs with Automated Response
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Service Availability and Performance Management - What
Does It Mean to Be Smarter?

New and Optimized

P Busi P
,m,r:‘c,:aezzn usiness rrocesses Custom Dashboards to Share Data
- with Business Stakeholders
Visualization &
Decisions J Move beyond Performance Data to
- Pre_dictive Dgta, ena_bling trye
Data Modeling & J Incident Avoidance in real-time
) A
New Insights L Deliver Dynamic Topology Context to
- assess Risk and Troubleshoot
Real Time + Historical problems
Data )
- Aggregation and reporting

Event Processing + Real
Time Data Integration | Event Management

| Monitoring Agents and probes,

Agents, Sensors, probes Discovery sensors,
New Data

Optimizing the

World's Infrastructure




e

Service Availability and Performance Management - What
Does It Mean to Be Smarter?

New and Optimized

Process Business Processes

Innovation Custom Dashboards to Share Data

- with Business Stakeholders

Move beyond Performance Data to

rated around common se dictive Data, enabling true
Common Navigation Nt Avoidance in real-time

Ney Common Reporting Dynamic Topology Context to
Common Warehousing Risk and Troubleshoot

Common security NS
Common Data Model _ _
Common Serviceability ~Jregation and reporting

Event Management

Monitoring Agents and probes,

Agents, Sensors, probes Discovery sensors,
New Data
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Business and Technology reshape IT Management

» Production Applications are the face of Enterprises and CSPs

» End User Response & Application Service Quality are key
Differentiators: Time is Money

* Dynamic Infrastructure and Cloud Computing reduces
resource costs, and adds Management Complexity

» Resource Based, “Bottom-Up” Management limits adoption
and value of new paradigms

» Opportunity to maximize savings with just-in-time resource
allocations

Monitor Application Component Relationships to ensure
Business Service is resilient

» Use Predictive Operations Analytics to provide real-time view
of emerging performance or operational risks

Optimizing the 6
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Ensure End User Service Meets Business Goals

With Applications, as in life, it is the first responders that make the
difference — The IT Operations Organization!

* Information for Effective
Response is Critical
 Averting Trouble is possible,
and more desirable
* Know in real-time the
Experience of your
consumer
» Avoid Performance and
Availability Problems

Optimizing the =
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Application Transactions are the Heart of a Business

If the Consumers of a Service are happy, then IT is being
successful

Amazon s revenues jumped 18 percent to $6.7 billion for the quarter compared with the same period a vear
earlier. VWall Street had been expecting Amazon to generate sales of 365.4 billion for the quarter. according to

Thomson Reuters

According to a recent study of Diebold financial
customers nationwide, just 1 percent of ATM
downtime for an average 61 ATM customer
network costs $29,929 annually.

Diebold Premier Services Flyer

According the the American dar{E"
trade group, a teller transaction costs a bank about §1.07

Azcociation, an industry
while the same transaction ¢ onducted at an Atm would Cost 27 Cents. In en:h:lu on,

'——.—_-'..— SoSive reyeSnus "-'—ﬁ— _"'r" IFsSssChonRs. 28 miost -LT.-'.—..:. e .:..:. E= =
using an Atm outside their bank’'s system. j

dphlade oo, Y =
- BB IMJ_M#‘* Tyt e By '“r‘h.“ -.ihl-'m'"-"'*-.ﬁ'h.

'-\'"u-*-i.-i-..._uu.“‘ -
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Outside-In Service View

Integrate Dynamic Information on Customer Experience, Application
Topology, Redundancy and Risk into one view
* Deliver real-time experience

data to the business ‘:’ T —

 Manage IT based on |
Business Goals ‘f | Integrate
e -~ Change and
« Combine Transaction data, . I Config Process
Application Topology and = J" |l Information
process activity into a e A A .
single view for Operations
t_ « Monitor Customer Dynamically Update .
= Experience _ Application :
’ _ ~Topology - =
-« Track detailed TR =
transaction info =
Show your Business what’s Important. Dynamically Track Changes

Optimizing the
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Cloud Computing to Optimize Resource Costs
IBM Experience with a Global Development and Test Cloud

In an IBM Dev/Test Cloud in 2009:
* 40% CapEx reduction
* 15% OpEXx reduction

Cloud 2ass « Each VM replacing a physical
Administrators vigmé | | Monitoring server saves $2700/server/year
—_ « Provision Server in under 20 min
.. (down from >10 Hours)

W'F » CPU Util over 40% (up from 7%)

Cloud Service
Manag

Servite locally
manage globally”

Developers®
Testers (Europe

=S . g Developers
i alo d Testers (AP)

Virtualized
Infrastructure

Lessons Learned:
* Leveraging Cloud requires

“Users access from an Virtualized

L Infrastructure M H ” H
geography Testare (Americas Outside-In" perspective
« Automation Critical to realizing
Savings

» Understanding current config critical
to Automation

Optimizing the 1
World's Infrastructure 0
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Using Business Service Focus to Manage Cloud

Tt I3

* Visualize all Cloud-based services in
a single dashboard

_.ﬁii"“':m]:ﬂf.j « Gain Outside-In Service Perspective
€3 ) ) to enable End User driven decisions

P ey Pl e (TR

000

Leverage OMNIbus,

* Tivoli Monitoring,
- — - Systems Director and
B . 05 9 - - Tivoli Storage Manager
o - + Full visibility into cloud to optimize for
i power, performance, cooling and
b on | storage

Tivoli Service Automation Manager :

» Deliver Automated Image and Service Management for Cloud

* Federated image library

» Automated Provisioning new VM takes 5% as long as provisioning manualy

* Increased (and simple) sharing between Development and Test for faster rev

Optimizing the »
World's Infrastructure



Generate Business Reports from IT Data to Drive
IT Operations Improvement

The Big Time Bank
Roseville, CA

Costs By LoB

AA - Northern California Branch Operations

LUn

Wire Transfers 50,093
[ Total International Banking Charges

ATHM Transactions 61,612
Credit Card Transactions 607,264
Elestronic Deposits 113,664
Qrline Electroric Payrnents 30,119
Telephane Trarsactions 47,590

|Totai Global Consumer Char

Drrafts and Collections
Secure Sales - Internct Commerce

I Total Cash Management Cha

Correrercial Loans
Mortganes

| Total Loan and Credit Charg

Reetirermant,

| Total Investing Charges

Total for AA - Northern Cal

Top 10 Cost Report - Pie Chart

Account Ramge: AN Accounts

Costs By Service

Detail Rate Codes by Identifi| account % Chargss
Acteant Renge: All Acgounts COX-Credit Card 29.94% 30, 73881 lovaks
Date Range: 01/01 2007 to 03/06/ 2007 RTM-Retirement 27.54% 217 76046 lOVEES
TE L=Teleph one Trant actions BAZE 4975 9n Iovales
MACHINE MACHINE TYPE
MTG-Morto 3ges 7.20% 55,580 55 liedii
WTX-Wire transfars 6.70% SLEX AR livlii
1EM AUSTIN
CEP-ElRctronk DaposRs 5.27% 4142042 lovolcs
arlzo03 [BA Saries 353 on Mo-Commercisl Loane 455 3507006 Lovoics
=009 M 58
ALy IBM wSaries J6S| o b rarts and CoBections 1.78% 29,164 41 louoics
arlzB00 EM xSaries 363
arlz0oa 1M wSariag 365 A TM-ATH Transactons L45% iR AS1 48 Liealci
Total For 1AM AUSTIN S51-Secure Sales - Internet Commerce 2.26% 17,449 17 lovaics
ther & 1.77% 13.637.31
TEM RALEICH Dther Accounts
ariz008 [BM xZariag 355 Tetal 770, 706.13
arl=DD5 B3 il [} el 1R uln} 10 34Eg 0500
ariz09 1219925 B.0L0,751.00 B.453,095,00
arlz0os (8 xSaries 3350 3.051.33 3.0B6.345.00 9,209,770.00
priz0:0s [BM xSarias 3550 1.559.00 2403, 148,00 5.952.662.00
arlz0:od [BM xSaries 3550 1226465 2.64%.348.00 26,53%5,777.00
Tatal For: IBM RALEIGH 49,14 33,631,234 10,162, 84200 £1.738,700.00
“Run Total B1B6 I0,180,73 25537, 780,00 B4.910,252.00

Optimizing the

World's Infrastructure

12



Manage Risk )
i
III "
Availability Assurance i

Predictive Analytics
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Manage Complexity with Integrated Solutions

When a service is Complex and Dynamic, total up-to-date context is
crucial to quick problem resolution
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Dynamic Discovery and Change Management

« Understand Application Topology and Relationships
« Maintain Business Service Redundancy Information
« Maintain Configuration Information and History

« Assure Configuration Compliance

Optimizing the
World's Infrastructure

15




g TEESSSSS———SSSSsssssssss—

Predictive Analytics built into the Solution, not onto

Tivoli Solution

v Predictive Analytics across all layers:
Built-in PAM span all levels of technology
stack!

v" Broad collection/integration: Largest
available experience library of collectors, _
integrations, and run-books! Consolidated Operations

: | ‘ Management

v Robust domain experience: We're : .
investing more intelligence up-front! el BRse s |-
v Efficient & scalable: We collect the right N e | Corelation | Topology

data, not just lots of data! /

v Robust visibility: Get the metrics that / Domain_s@
matter most, more frequently! N

v Max:mum mtelllggnce: Nimble ap_prqach ByERTE Threshaid ; mttfg;f:gsﬁfge . frgr:;:ﬁgg;e\
to collecting & storing data for maxim intel | \

Optimizing the 1
World's Infrastructure 6



Getting Ahead of Service Outages

X

- No automated approach to define
- No warning of abnormal behaviors prior to peak periods
- No flexibility in the monitoring environment

Baselining |

Fixed Threshold |

= Track Normal behavior of services and
resources

v

Mean time to recovery

= Escalate Abnormal behaviors as soon
as they are detected

* Reduce False Positives

= Reduce Configuration Challenges

= Increase Warning on Service Affecting
Incidents

T F Fixed threshold
alert at 11 am

Automated
definitions with

+ or - variations

V]

I Dynamic Threshold defined vI /éseline I

Possible Shortened MTTR

Incident Avoidan

Abnormal behaviour
alert at 7 am

Gam 7am Eal\ \Qw\ﬂam 1pm 2pm 3pm 4pm Spm Gpm 7pm 8pm 9pm 10pm

Predictive reporting,
forecasting and alerting

0J Total Events
B Trends

Trending

= Vary Sensitivity:

hardware)

Tr?nds Fnalyis based

sample size, confidence

Proactive warning for abnormal
behavior occurring before peak
periods or during non-peak periods

= Monitor Service and Resource Utilization
= Predict Emerging Capacity Issues

»Short term high confidence analysis for virtual
provisioning activities

»Longer lead time alerting for problems that
may require physical updates (purchase

Optimizing the

World's Infrastructure 17




Reduce Costs

« Automate Response to Frequent i |::
Problems !|:||:||

« Optimize Capital Resource ]
Utilization

 Provide Context for Quick Solutions
when Problems Arise

IBM Software

PCTY2010°% #*
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Realize Immediate Savings with Incident
response Automation ‘

Event Enrichment — Save minutes of lookups on

Operational
every event Automation

« Task Automation -- Take Simple actions to (
remediate Incidents

» Business Resiliency — Automate Application
Restart and Automatically Optimize Component
Distribution iy e T i B

- Unify Context -- Consolidated . Configurationinfo " Contact

- f = — Details. ...
Operations View == — z
Change-History - I g -

* Runbook Automation— Custom —_—— e e
Right-click actions to combine ~ Problem Resolution History: ==~
automation with Guided Operator |- — e
aCtiVity Assign Owner &

~_ Enriched Events
Email/Page/Message o man ana s atas e 1 s 3

Restart App Service

Restart Server

Provision

. Optimizing the 19
Open Trouble Ticket World’s Infrastructure




End-to-End Monitoring, Tracking and Isolation

Response Time
Measurement

— _h_

Monitors transaction i
. ) =
performance and identifies Tivol Directary
end-user problems Server (LDAF)
0.21sec 1.31sec
0.01sec .
- — e
3.71sec [ .tabases
Wab Servers 0.89sec
.l i 4 o h-*-‘; [l
D NSV D
. "".'nh':r;ﬁ;:’um - D“:b
TransaCtIOn TraCklnq WebSphere Portal %‘nl'ebSpher;I"ﬂesaage Broker | F,.,J1,|.;::iiF,
Correlate data from app WebSphere Process Server /

WebSphere ESB
server, MQ, CICS, IMS and . .
custom instrumentation to De a"e‘?' Problem Isolation
show topology and isolate Launclh. In C(.)ntext_to SME
problems capabilities including SME level

tracking within specific domain

Optimizing the

World's Infrastructure
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Application Health Management

Ensure Highest-Priority Mission Critical Applications
Provide Fast Response Times and Meet Service Levels
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Unified Visibility into All Critical Resources
Physical and Virtual Resources integrated on a Single Console enabling rapid
identification of problems for quick resolution

) Optlmlze Workload v ko Do R ik Qv Cpcty | e Dyl Dl oW S fersfim Nl Dy Heallh Sum, () !
« Automate action to address - " — =
resource constraints 3 J - uj @ il
. . ' : A o ‘! &
« Manage Virtual Environment e i =
— Hypervisors, VIOS, efc. i m=? —
— Dynamic Mapping of Virtual i i
Resources | o5 ’ﬁﬂ =1 A
 Gain Visibility into all critical et i' — W \.?
resources =¢ mE
— Servers, Middleware, Applications m oS
— J2EE,Web Servers, WebSphere | 8 il G &8 6" 8" | .
— Mainframe and System z e T D e "
Llolomome L= ,
"""""""" j"sa;'e;;g;sa """"""" n"n' re;ﬁs'f& """"""" M-‘grgg&f'& """ """" Avsche ;;;g‘g‘gﬁ,‘,‘;;; """"" o """"""
......................................... Sys‘e“‘z | Windows Servers vitware °'”s‘e""9 SUN, AIX, Linux sz,’:?:
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Extend Optimization to Energy Management

|| eneroy vash.. — SeletAcon

- A Single Dashboard to e ———
Consolidate Energy Usage and = 3
Performance information ——— Ihitn ]

= Collect Key Data From across IT

and Facilities — =

[ J
o . R ‘ . y / "
As a consolidation point for energy related . Ene— B
information e (T oy :
I Rack servers - iy 3
[ BiaseCenter ) B 4]

T
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= Deliver Context to enable
Optimization of Energy Costs oo =
without sacrificing Consumer | - LT R S——
Performance

2

o,

|
woevcy
e |

« Expand from DataCenterto L= J_I
Integrated Facilities Management | | I I I i
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Improving Operations WorIdW|de

US-based bank:

“‘Now we immediately see everything from the ATMs low on cash,;
highest transaction frequency; location density to the diverging
activity or service level trends”

»60% reduction in time spent investigating and managing

incidents

Labor Efficiency
& Cost Reduction

Improved MTTR

European Cable Provider:

“Prior to Tivoli Netcool, manual searches took eight to 12 minutes per
alarm and one hour of staff time per day to calculate the impact. With this
step alone, we achieved a time reduction to one minute per alarm.” P

»Can roll out new services to gain a competitive advantage, using the
same headcount

European Managed Service Provider:

“We have built a successful cloud

using IBM Tivoli Monitoring software and working closely

with IBM.

» Automate and Simplify on-boarding of new customers

computing infrastructure

Implementing Cloud
Solutions

Outside-In Tracking
and Troubleshooting

Global Electronics Manufacturer:

“The ability of ITCAM to provide a comprehensive, detailed view of the

transaction as it traces its path across the infrastructure enabled us to identify

not only where the problem occurred but to pinpoint the cause of the problem. ..
In the end, we were able to ... identify problems that resulted from the way our
applications handled transactions.”

»Improved End User Response and Application Quality

Optimizing the 24

World's Infrastructure
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Tivoli re-shapes IT to Respond to the Business

* Production Applications are the face of your Business

» Customer Response & Application Service Quality are key
Differentiators

* Dynamic Infrastructure and Cloud Computing enables IT to
deliver value at lower cost but add Complexity

% Reduce
- Cost

« Dynamic Application Discovery, Transaction Tracking, and
rich Automation help manage that complexity

» Optimize Service Performance with a Comprehensive
Infrastructure View

» Monitor Application Component Relationships to ensure
Business Service is resilient

» Use Predictive Operations Analytics to provide real-time view
of emerging performance or operational risks

Optimizing the 2
World's Infrastructure o
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Mukesh Sethi
0873084374
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