e, TEES——————

Szybka implementacja systemow monitorowania
| helpdesk przy uzyciu preinstalowanych
serwerow Tivoli Foundations.

Witodek Dymaczewski, Tivoli Technical Sales Team Leader
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Plan prezentacii

 Nowosé na polskim rynku — systemy zarzadzania w formie
x<appliance”

* Platforma Lotus Foundations Start
 Tivoli Foundations Service Manager
 Tivoli Foundations Application Manager
* Integracja TFSM i TFAM

SUMMER ACADEMY 2
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Nowa forma dostawy rozwiazan

* Preinstalowane serwery IBM Tivoli
— Tivoli Foundations Application Manager
— Tivoli Foundations Service Manager

SUMMER ACADEMY 7
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Lotus Foundations Appliance

« System operacyjny zajmuje mniej niz
100 MB i jest przechowywany w
wewnetrznej pamieci flash

* Wymienny dysk twardy (do 1 TB) na
kopie zapasowe

* Do 4 podstawowych dyskdéw twardych
na dane (do 500 GB kazdy)

3 karty sieciowe Ethernet
10/100/1000

» Porty USB 2.0 np. dla drukarek

* Panel LCD z przyciskami - monitor i
klawiatura niepotrzebne do | =
konfiguracii | |

SUMMER ACADEMY 8



Rekomendowana konfiguracja sprzetu

 Lotus Foundations Appliance:
*  Model 9234-DNx

. Serwery IBM

IBM System x3200 M2 Model Number: 4367-42U (Hot Swap)
IBM System x3200 M2 Model Number: 4367-22U (Simple Swap)
IBM System x206 Model Number: 8482-3MU

IBM System x226 Model Number: 8646-0AU

IBM System x236 Model Number: 8841-01U

IBM System x346 Model Number: 8840-01U

IBM System 3105 Model Number: 4347-64x and 4347-22x

IBM System 3200 Model Number: 4363-2DU and 4362-12U

IBM System 3250 Model Number: 4365-6BU

IBM System 3400 Model Number: 7975-5AU

J Serwery innych producentow
System klasy x86

Dysk 100 GB+

Przynajmniej jedna karta sieciowa
CD-ROM

Karta grafiki

4 GB RAM

Monitor i klawiatura

SUMMER ACADEMY
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Platforma Lotus Foundations

Tivoli wykorzystuje platforme Lotus Foundations jako podstawe preinstalowanych
serwerdw Tivoli Foundations

Obraz Tivoli Obraz Tivoli
FSM FAM

Lotus Foundations

Standardowa konfiguracja
serwera

Zarzadzanie licencjami

SUMMER ACADEMY
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Zalety Lotus Foundations

 Instalacja zajmuje kilka minut

« Uproszczona konfiguracja serwera
— Zarzadzanie przestrzenia dyskowa
— Uzytkownicy i grupy
— Automatyczne pobieranie poprawek
— Autobackup

SUMMER ACADEMY 1
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Konieczne elementy konfiguracji

« Konfiguracja adresu IP

e Zmiana nazwy serwera i domeny

« Konfiguracja DNS

« Zdefiniowanie hasta administratora
« Konfiguracja przestrzeni dyskowej

SUMMER ACADEMY 12
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Konfiguracja opcjonalna

« Zmiana strefy czasowej
 Integracja z katalogiem LDAP
« Konfiguracja VPN

« Konfiguracja firewall

SUMMER ACADEMY 13



Autobackup

&1 shanti.tivlab.raleigh.ibm.com - Web Configuration - Microsoft Internet Explorer E]@
File Edit View Favorites Tools Help .',"

@Back M > |£| \ELI _;\J j.._‘*'Search ‘E’_\{Favorib&s Q-‘\i E‘_Egv H'.d_',. @ Efj — ﬁ

55 @ https: /fshanti. tivlab.raleigh.ibm.com:8043/webconfig m

Foundations

shanti tiviab_raleigh.ibm.com - Version 1.1. #15

] []
Status (7] Systermn Messages Il
Users
Quotas
Software Update idb Status I
Backup Status: O

Hardware Status 70% of the idb disk space (684.0 GB Used /981.4 GB Total) is used for backups.

Logs and Reports

Take Snapshot

File Server Backup Jobs
Email Server Create 3 i h‘i"li'l'l‘ ilil'ii Suspend all scheduling 3
W e
(e ey Priority Job Name Settings Usage/Quota Status Action
FTP Server
1 Master Job = 637.8 GB (236.0 GB Free)  MNext backup: 8/7/09 12:00:00 AM F R DD

DNS =

| 2 TEAM Backup = 13.6 GB (236.0 GB Free) Mext backup: 8/9/09 2:00:00 AM gl A ][]
Add-ons
Local Network Disk Scan
Scalable Semnvices The disk scan feature forces the disk backup system to re-scan the idb drive for backup sets. Use this button after swapping a

disk to synchronize the current local configuration and backup sets with the files on the new backup drive.

Waorkstations

Printers

Home Knowledge Base Lotus Foundations

&] S & Internet
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Instalacja dodatkow przez jedno klikniecie

&1 shanti.tivlab.raleigh.ibm.com - Web Configuration - Microsoft Internet Explorer E]@
: Fle Edit Wew Favorites Tools Help .',"
G Badk -~ (g |£| \ELI _I\J 7 ) search "'E_\f:) Favorites Q-‘\i f T A =] - - ,i 3
EA S5 @ hth:ns:,.",."shanti.ﬁvlab.raleigh.ibm.c-am:8043,|"'.~ebconﬁg .
Foundations
shanti tiviab_raleigh.ibm.com - Version 1.1. #15
[~] . [~]
SEatus i Language Selection
Users Default Language: Er]_g_!ish "_3 B
Quotas
i i Installed add-on packages
ARl LEIE BEUE IBM Tivoli Foundations Application Manager 1.1 20090731122426 Uninstall
Logs and Reports
Take Snapshot ) ;
- | = Add-on packages available for install
ile Server
) IBM Tivali Foundations Application Manager 1.1 (Team autoinstall/Tivoli-tfam- Install]
Email Server appliance-20090731122426.pka)
Web Server
FTP Server . . . 3
e Foundations Versions already installed
NS
o Version 1.0.1c#03 Activate
Backup
Version 1.1. #15 Active
Add-ons
Lacal Metwork
Cealahle ST Foundations Versions available for download
Workstations Mo index has been downloaded yet.
| _Printers
E.< } 1l | 1111 |
Home Knowledge Base Lotus Foundations
&] S & Internet
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ystem helpdesk

LOTUS BRIl

IBM Tivoli Foundations Service Manager

Tivoli Foundations
Service Manager

Tivoli Foundations Service Manager

Limit na ilos¢ pracownikéw helpdesk

Lotus Foundations Start for TFSM

SUMMER ACADEMY

Wbudowana funkcjonalnosé

» Zarzadzanie zgtoszeniami, incydentami, problemami

» Gotowe przeptywy pracy, raport, wskazniki KPI,
eskalacje i klasyfikacje.

* Laczenie zmian w konfiguracji z incydentami

» Zdalna diagnostyka

» Serwer raportéw

* Mozliwosé zarzadzania zasobami IT i nie IT

» Wbudowane ankiety satysfakcji uzytkownikéw

Wbudowana funkcjonalnosé

» Zarzadzanie konfiguracja serwera

* Aktualizacja firmware-u

» Zarzadzanie uzytkownikami i dostepem
» Bezpieczny zdalny dostep (VPN)

* Firewall




Tivoli Foundations Service Manager 1.1

Redukcja liczby zgtoszeri

Samoobstuga i tablica ogtoszen —

portal dla uzytkownikow dostepny =
przez przegladarke pozwala i co—
uzytkownikom otwieraé¢ zgtoszenie i S —
$ledzi¢ ich status, przeglada¢ baze
znanych probleméw czy odbieraé
komunikaty o przerwach =
technicznych pracy systeméw -

Skrocony czas obsfugi zgtoszeri

Automatyzacja procesow

Gotowe aplikacje do zarzadzania
zgtoszeniami serwisowymi,
incydentami i problemami

Zapobieganie
przeterminowaniu zgtoszeri

Zarzadzanie wiedza i zdalna diagnostyka — Wbudowany
silnik przeszukiwania bazy wiedzy oraz zintegrowany system
zdalnej kontroli pozwalaja na szybsze udzielenie pomocy
uzytkownikom

Wbudowane eskalacje —

pozwalaja zapobiegaé niepotrzebnym
przestojom w procesie obstugi
zgtoszen.
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Tivoli Foundations Service Manager 1.1

a1

® «—|Mierzenie satysfakcji klientow

Efektywnosé operacyjna

Dostosowane do roli mierniki
wydajnosci (KPI), raporty i wzorce
aktywnosci w procesie wsparcia

uzytkownikéw

Ankieta — pozwala monitorowaé
satysfakcje uzytkownikow i podnosié
jakosé swiadczonych ustug

3 kanaty zgfoszeniowe

<

Skrzynka odbiorcza — mozliwosé
automatycznego odbierania zgtoszen

Elastycznosé konfiguraciji

/ '\ Podejmowanie lepszych
decyzji

Konfiguracja formatek i przeptywow pracy przez przegladarke
-elastyczne, tatwe w uzytkowaniu narzedzia do modyfikowania

formatek, przeptywow pracy czy wzorcow komunikacji

probleméw przystanym mailem

Predefiniowane centra startowe —

wszystkie potrzebne informacje
dostepne uzytkownikom na panelu
startowym dostosowanym do ich roli.
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Przykfadowy ekran uzytkownika

”~
0E Change ContentLayout [EE Display Settings WIS Update Start Center

Quick Insert @ B ¥ | Bulletin Board = 7 Filter > (L x
_1,;& Computer Mot Wiorking _.Subject _ _[\ﬂessage. Pzt Dt Expiration Dt Siesmed 7
i N
|7y Reset Password i P
™ == Dant click "Free Yacation” Nk, pew virus is masking itself as "Free Wac.. 8209 21:51:56 B2H0 21:52.37 M
@ Networksiow | e s e R S R S R S SR R R
= Woice mall system iz down. Being investigated. 5209 21:51:12 B2H0 21:51:35 M
—‘}w‘ Metwork Mot Yiorking
| _{NJ Phone Mot Working Frequently Asked Questions = 7 Filter B i # = X
- Description Solution
_««“;‘r Fecuest System Access = — S —
= Reduest Facilty Access Hard drive failre HOF &1L
Deszktop applications are running slowly SLCWICOMP
Service Desk Actions @ B ¥ || SetGraph Options et

Search Solutions: -

My Service Requests = % Filter > 1 g 2 = X
“Wiewy Service Requests Cheart Type: PIE “iews By: Status
Create Service Reoguest Status Walue Fercent (3)
Service Request Manager Search service Reques;;yfgtratt:z)logged InLEN B [NPROG 1 33.33
1 B QUELED 1 3333
Open Urgent Service Requests ¢ =X RESOLVED 1 3333
Last Run; Upiate

Open service requests with urgent

internal priority Statns: RESOLVED (1) - 33.55%

g 10 3>
6 14
4 16
List Wigw
2 18

0 20

SUMMER ACADEMY




e, P —

Gotowa konfiguracja systemu

* 30 predefiniowanych wskaznikow KPI
* 50 raportow

« 70 przeptywoOw pracy i kreatorow

« 20 warunkow eskalacji

« 130 klasyfikacji

* 60 szablonow komunikacji

* 12 scenariuszy Web Replay

« 13 wzorcOw najczestszych zgtoszen

SUMMER ACADEMY 20
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Predefiniowane grupy i role

3 grupy/role uzytkownikow
— Service Desk Administrator
— Service Desk Agent
— Service Desk Self Service User
» Uproszczony interfejs
— Eliminacja czesci aplikacji
— Przejrzysta nawigacja

SUMMER ACADEMY 21



gtoszenia serwisowe uzytkownika

2 Creste Service Request 'y Search Solutions

entries.

Service Reguest Id:

Status:

SUmmary:

Affected Location:
-ﬁ? Dowynload Remote Diagnostics Adgert

'::JQ, Advanced Search - B Save Cuery v

View Service Requests |}

Service Reguest |d Summary

1001 Ho dial-tone on my phone
1003 Metwark Connectivity

1004 Computer Mot Working

[] Select Records

" 1-3 of3

Classification Description

Other Calls ‘' Phone
IT Izzue \ Metwworks \ Connection

IT Izzue \ Computer

SUMMER ACADEMY

Status
RESOLVED

GIELED

IMPRC

Uze this form to search for service requests. For additional details about a field description, place the cursar inthe field and press Al + F1. The icons located next to a field may be used to assist in
choozingizelecting an appropriste value for & field. For alphanumeric fields, use = before the text to ook for exact matches. Ctherwize, the comparizon will be caze insensitive and match partial text

Reported Date Fram: E?q
Reported Date Ta: Eﬂr*
Affected User: ':-:L
Affected System @,
[ Finl ] [ Rezet
H Dovnload i S
Location Affected System Reparted Date Affected User
872109 22:00:30 SDUSER
G209 220121 SDUSER
G209 220225 SDUSER




Problems

|~ |Find: |

| #hy |select Action

rzyktadowy rekord problemu

€ web Replay 2

} P GoTo [ Reports

T
aliil]

@ d @2 @ @ I U ARBIYIY &

# Start Center

¥ g
o

ign Out

? Help

List Problen Activities

Related Recordz

Solution Detailz

Log

Failure Reporting

Specificationz

Problem Owner l:l Owner Group Status Aftachments &
Source || A& Created By |:|
Reported By 44 Affected Person Fa.
Name  [Mike Small | 2 Name  |Wike Small |
Phone r Phone ,.
E-mail | | # E-mail | |
Summary |5y5tem Slow ||_.] Cla=zzification | |,.'
Detailz Clazzification Path |1 V102410201 |,.4
Clazs Dezcription |Ent| Uzer lzzue \ Software \ Operating S',rs.teml.»-'
Indicated Priority | | |
Reported Priority ,
Azset | |.ﬂ ||_] Impact | | E |
Location | |.r' |i_] Urgency | |, |
Configuration tem | & | IE Internal Priority | 1| |urgent
Target Description | ||_] Service Group A
GL Account l:l,. Service F
Aszzet Site ,. Wendor I:I Fo
I Known Error? [ Ste |[BEDFORD | &
IR VA .
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Powiazania pomiedzy roznymi rekordami

Incidents i sl * Return

| [ ]| | #h [Select Acton Mae ¢?» G RARB YU YY B
List 1cide Activities Related Records Solution Detaile Log Failure Reporting Specifications

Incident 1020 Owiner l:l Owner Group Status  [INPROG Attachments &'
Source || E Created By l:l

Reported By |LIBERI ¥ Affected Perzon  |LIBERI F

Mame |Diane Liberi |.r‘ Mame |Diane Liberi |4‘
Phone |(617) 555-9087| Phone |(817) 555-9087| .5

_ List [ Provlem | | E-mail [maximo57@hotmail. com | # E-mail [maximoS7@hotmail.com | &
Problem 1001 Summary |Financea|:||:||icatiunisduwn. |_| Claz=ification £

Detail= | Can't get to Contracts screen. Classification Path |1\ 102\ 10205 Fa

Problems

| ¥

Clazs Description  |End User lssue \ Software ' Fin. & ERP Apps |~
Indicated Priority | ] |

Reported By [WiLS| Repiarted Priority "

Name [Mike Asset | E E mpact | |£ | |
et | la | 1= Urgency | P |
Phone |(617) 555901+ PIOTE (G171} T 4—(3{}4;-
E-mail |m.x'.'ils.un@_helwig.cum |4‘ E-mail | Fo
Summary  |Finance application is down. |= Classification | | £
Detaile  |Cant get to Contracts screen. Classification Path |1 V10210205 |J‘
Clazs Description |End Uszer lzsue \ Software \ Fin. & ERP Apps |z-
L 1 L
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utomatyzacja przeptywow pracy

5 Workflow Designer - @wiehR ﬂ““*qwu P Ta MioReparts  # Stert Certer  &Prafle X Sign Out 7 telp
ik fabin e TR T o e il aimie [l
W ¥ 1 miel r
| | [Finet | | dfh [etect Action i d @ @ o 5 v) 8 &
Lizt Canva ] Process

Process  |(N=gaepnee |Defec1 and Log Proklem |.J Changed By AKX ADMIN Enabled? [+
Ohject  |PROBLEM P Changed Date | 2008-03-07 10:10:25 Active? ||
Proceszs Revision |:| Interactive Intiste? [

SsNxmE| = | o | s | = | o | & | e

— =] — — =
ARCH_AFPLI CHANGE_STR

— B — [ ]

- B— ¢

» Przekierowywanie zgtoszen pomiedzy liniami wsparcia
» Weryfikacja poprawnosci zgtoszen, automatyczna klasyfikacja, itd

SUMMER ACADEMY
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M3G01 SELECT_STG INC_TREMDS KEEF_SEAR? FOUMND PRE_CR_SIO

MNOT_MATCH GIVE_LP RETURM_MNEG
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Integracja z MS Active Directory

Select Action T

Org and Site Configuration I| MEAD '@figuraticn |

73 Configure Microsoft Active Directory

# Set the desired value for each property before starting the configuration.
& C(Click the Submit button to start the process of configuring Micresoft Active Directory.
# To get more information on a property, select the property value textbox and press the ALT+F1 keys

Properties = Property Values = Property Description =
The Hame of the P Set a value for a pri Description of
Base Domain: |=da.ldap.basedomain DC=domainpart!,DC=demainpart2, D C=domainpart3 The LOAP domain string (e.g.; .
Domain: |zda.ldap.domain full domain.com Domain configuration for the Microsoft Active Directory
Host: |zda.ldap.host 1234 IP address or hostname for the Microsoft Active Directory LDAP
Qrganization Unit. |=da.ldap.orgunit QOU=0RGUNIT Organization unit within the Microsoft Active Directory Server that
Password: |zda.ldap.password sesssnsnne The admin password for the domain on the LDAP server
Port: |sda.ldap.port 389 IP port for the Microsoft Active Directory LDAP
User Name: |=da.ldap.username DOMAINWAdministrator Administrative uzer ID for the Microsoft Active Directory Server

Subi

Script Logs I} Filter

Status

Type

SUMMER ACADEMY

Run Date
...No rows to digplay...

Script




Open Problems

La=zt Run: Update
Status Last Reading Actual Target “ariance
- 0 0 5 -5
Grafi kazniki KPI
ra Iczne WS aznl I Problems that are currently open

8 10

12

14

16

18
KPI Graph 20
Last Run; 2008-02-29 15:02:07 Update
Statuz  KPI Actual Target Variance
I = Registered User-Type 1 67 100 -33
= Registered User-Type 2 0 100 -100
=  Registered User - Type 3 0 100 -100
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Open Ticket Detail

Open Tickets by Status

=5
=0
45
40
35
30
25
20
15

10

15

o | E—— ]

L
1 4
%, R
[y

March 24, 2009 1:09:43 PM GMT+00:00
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aza wiedzy

|@ Solutions - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help : Lir

> | b = "a) | j— search g ¥ Favori Ty -

?event=loadapp fvalue =solution Suisessionid= 1203013711515 BN > =

rhino. tivlab.austin.ibm.com: 9999 /maximo ful

E Search Web ~ | & Ev @]v @ 4l Upgrade your Toolbar Mow! - Mail - @M\-‘ Yahoo! - @HotJobs = >
g . = = _ - 7 = - = g -
threatens to delay the timely performance of this Order. If the “Wendor iz unable to complete performance at the time specified for delivery hersunder, ol
by reason of atri =, labor putes, riot, war, & or other causes beyond the Wendor's reasonable control, the Buwer, at hiz option, may elect to take
delivery of Material hereunder in it= unfinished =state and to pay =uch proportion of the contract price as the work then completed bears to the total
|»woerk hereunder and to cancel this Order » hout liabilty as to the balance of the terial cowvered hereunder. el
Cause [SEEEE e e i —
—EeEE Buwer or the Wendor, are effective 1=n made, but must be confirme 1 wwriting. Any provisions hersof for delivery by installment =hall not be |
con=strued as making the obligations of the Wendor 2ewverable. The Buyer =hall have the right to refuse deliveriez made more than one ek in
adwvance of any delivery schedule appea g in thiz Order unless arrangements for such early delivery have been confirmed with the receiving party.
[The Wendor =hall notify the Buywer in writing prompthr of any delays (howewer caused) and of any actual potential labor dizpute which delays or
threatens to delay the timely performance of thie OQrder. If the Wendor is unable to complete performance at the time specified for delivery hersunder,
by reason of strikes, labor dizputes, riot, war, fire or other causes beyond the “Wendor's reasonable control, the Buyer, at hiz option, may slect to take
delivery of Material hereunder in it2 unfinizshed state and to pay such proportion of the contract price as the work then completed bears to the total
work hereunder and to cancel thizs Order without liability as to the balance of the Material covered hersunder. o
Biesdintinn: o e e e S e S S e e e e e S e S Sy —
Buwer or the Wendor, are effective when made, but must be confirmed in riting. &ny provizions hersof for delivery by installment =hall not be
construed as making the obligations of the Wendor severable. The Buwer =hall have the right to refuse deliveriee made more than one week in
adwance of any delivery schedule appearing in thiz Order unles=s arrangements for =uch sarhly delivery hawve been confirmed with the rec ing party.
[The WwWendor shall notify the Buwyer in riting prompthy of any delawvs (ho er caused) and of any actual potential labor pute lich delawvs or
threatens to delay the timely performance of this Order. If the “Wendor i=s unable to complete performance at the time =pecified for delivery hersunder,
by rea=on of strikes, labor putes, riot, war, e or other causes beyvond the Wendor's reasonable control, the Buyer, at hiz option, may slect to take
delivery of Material hereunder in it2 unfinished state and to pay such proportion of the contract price as the work then completed bears to the total
wrork hersunder and to cancel this Orde ithout liabilty a=s to the balance of the Material covered hersunder e
Filter - i i #iel-1ofl 4 » Download
Kewvword id Keyword
|1002 | & {m |
[ Select Kevwords ]
Filter = * & e 5
User Mame User Ranking User Comments
P
:El Done
g == A £ -
) @ o o e 00 Q@0 s WYL Blaaen
Thursday
@ reme. | s -] cacwen. | @remic | @ o RO ET o, |3 owce.. o2/2o/z00s

« Baza wiedzy (Zﬁane problemyyri\ rozwiazania)
— Schemat Objawy/Przyczyna/Sposéb rozwiazania
— Pogrupowane i przywiazane do klasyfikaciji
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Import danych o komputerach z pliku CSV

Wprowadzenie danych o komputerach uzytkownikdw usprawnia
rozwiazywanie problemow.

Reported By: [SDUSER »
' q :
< Remote Diagnostics
Mame: |[Self Service User

'ﬂ:D:  £H L _J oz I o S|

Phone: '«:.{\,

E-mail:

Service Request Details

Remote Diagnostics

Summary: Computer Mot Working

Detailz: [Can't launch office applications R Open Connection

Server Address |micahdemu:u.raleigh.ibm.mm

Port fatats]

Location: e

Configuration tem; MCAHDEMO RALEIGH Bk .COM

Target Description:

GL Account: '«:-{\,
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« Mozliwosé natychmiastowej

pomocy uzytkownikowi

* Mozliwosé rejestrowania
sesji zdalnej pomocy

SUMMER ACADEMY

dalna diagnostyka, przejecie pulpitu

Senvice Requests

[ Tvlrne] | #h [select Action

Ml @2 4o QRS TS

Reports # Start Cenler & Profle » Sign Out 7 Help

List Service Reques Related Records

Solution Details

Log Specifications

Service Request

S 2

Reported By [}
Name j ents My Help
Fhone
E-mail
Summary
Detailz ||
nnected **
Active **
** Disconnected ==
= Active ==
Asset
Location

Configuration tem
Target Description
GL Account

Asset Site I

P [Versiof
2001 Micr

Reported Date [

Affected Date [

Creation Date I

1F Address.
Subnet Mask . .
Default Gateway

Ethernet adapter Wireless Ne

Asset Location Configuration ltem

-ﬁj Dane

Target Description

Sequence Progress?

D 0 Internet

>@J]_

Site




Scenariusze Web Replay

J Addminiztration Process Management Reguester

e
[0 Change Contertlayout EE Display Settings 3 Creste Mew Template &2 Modity Existing Template @8 Update Start Center
Initial Configuration & 5= ¥ | Bulletin Board = 7 Filter x
Appliance Configuration Subject Message Pozt Date Expiration Date Wigwed?
Users ul
Security Groups . .
There are currently no bulletin board messages to view
People
Person Groups Inbox | Assignments # =X
Refresh
i =
Workflow Configuration 2 x De=scription Due Dste Priarity Start Date Route:
MorkfiovwBesiuner Mo Assignments found for MAXADMIN
Roles
Actions KPI Graph £
Communication Templates Last Run: 5/ 4109 16:43:11 Update
Workflowe Administration Status KPI Actusl  Target  Variance
Ezcalations EurrentNAmBer.afLaggeciimisers =  Current Number of Logged In Users 1 21 =50
40 30 60
F ite Applicati 25X 48 .
avorne iIcations
ge 20 80
Cron Task Setup
10 L]
System Properties
Fepart Administration 0 100
Application Designer
Database Configuration
KPI Graph # =M
Last Run: 5/ 409 16:05:40 Update
3 Status HPI Actusl Target Variance
I =  Service Desk Administrator/Agent - Users 2 20 -18 3
Web Replay: Strona ghéwna = Uruchom &
Create Ticket [ d 1

- e o= se | ane | ona
(i i R e

Zakoriczono dziatanie scenariusza

| e e
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Proste i szybkie monitorowanie ,,prosto z pudetka™
IBM Tivoli Foundatlons Application Manager

Wbudowana funkcjonalnosé
» Monitorowanie systemow operacyjnych

Tivoli Foundations « Monitorowanie wirtualizacji (VMware)
A | - M » Monitorowanie baz danych
pp |Cat|0n anager » Monitorowanie serweréw poczty
* Monitorowanie sieci
Tivoli Foundations Application Manager * Automatyczne wykrywanie zasobow
» Raportowanie i alarmowanie
Max 150 monitorowanych serweréw * Hurtownia danych
Max 25 monitorowanych urzadzen sieciowych * Integracja z systemem helpdesk

Wbudowana funkcjonalnosé

Lotus Foundations Start for TFAM - Zarzadzanie konfiguracja serwera

+ Aktualizacja firmware-u

 Zarzadzanie uzytkownikami i dostepem
 Bezpieczny zdalny dostep (VPN)

* Firewall

LOTUS BRIl
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Dodatek TFAM

Monitoring for Virtual Servers v6.1 MOSWOS Agent} Proxy Agent Svc

Monitoring for Databases v6.2

Basic Network Monitoring v1 - TCR v1.2

ITM v6.2.1 IFO3
(zawiera agentow systemowych)

Configuration [
connector

Lotus Foundations Core vi.1 [ ciwne | plkacie
T apliakcje Pen SOUrce
Autonomic Engine Soft Update (pokbleranle) Inteﬁigent lJDisk AI?'?SZG
(bazuje na poprawek) Backup. AtaTalk
technologii Tivol)) |(* yniService connectors ' Double Vision etc.
\ J \ J

Kernel SuSe 10
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rzyktadowy scenariusz instalacji

E e e Stacje robocze Serwery
%@ VPN (facze logiczne)
Zdalne wsparcie w

o . Urzadzenia sieciowe
Tivoli Foundations ‘

Application Manager

(TFAM Appliance)

Styk

z internetem | Serwery poczty l
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Funkcjonalnosé zintegrowana w TFAM

« Wykrywanie zasobow w sieci

« Zdalna instalacja i konfiguracja monitorowania
* Predefiniowane sytuacje alarmowe

* Predefiniowana kolekcja danych historycznych
« Gotowe raporty

» AgentBuilder

* Monitorowanie systemow operacyjnych, baz danych,
serwerdw poczty, VMware, urzadzen sieciowych

* Powiadamianie przez e-mail/SMS
 Integracja z systemami zewnetrznymi
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Zadaniowy panel startowy

& Launch Pad - suntan3.demo.tivoli.com - SYSADMIN *ADMIN MODE*
File Edit View Help

7 @ &% B S

Tivoli F

Tivoli Found

Operational Tasks

=) =4

Wiew System Availability
Manage Events
and Performance

Administrative Tasks

&

Manage Situations

J ﬁ

Manitar Appliance

Performance

Discovery Status

=
D Discovery process is idle

SUMMER ACADEMY

& - OH HBMR 4 5 Ofdd BQuUHEHEERS @

Wiew Application Availability

and Performance

Manitor Warehouse Agent

Canfiguration

Wiew Metwork Performance

p

Discover Systems and

Deploy ©S Manitaring

Bl

View Histarical Reparts

Deploy Application and

Metwork Maonitoring
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Wykrywanie zasobow w sieci

Discover

IP sddresses to scan: -
Ex 152.168.1.1-23 '[} \

Range format: nnn.nnn.nnn.nnn-xx, where xxx is the ending address, or

nan.nnn.nnn.annf, where xx the mask. Discovery process is idle
: Ciscovery Starting %
Discover Cancel Discovery
%o : : :
« « Discovery is being started.
L] L]
L]
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Zdalna konfiguracja monitorowania

Show All Show Windows Cnly Show Linux Only Show ALK Only Show Metwork Only
I_—|_|:15_t_r_ul_a_r_n_e _______ IP Address OS5 Type 05 YWersion © Confidence  Managed Discovered At

wiodek3 demotive, 192168210 Windows 5.0 100 Mo 10013049 B:59 P

E Deployment Status Summary

Deploy TEMS |§ Succeeded E] Failed | Retring | Gueued| In Progress

TEMS 1 1] 1] 1]

User name:
Auth password:
Auth Protocol: MD5 -
Ol Cancel
Deploy OF Agent Deploy Agentless Monitor Deployment Status
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Monitorowanie operacyjne w kilka minut

|%. System Overview - suntan3.demo. tivoli.com - SYSADMIN *ADMIN MODE* [__][g]@
File Edit View Help
@ - P g | Network - suntan3.demo.tivoli.com - SYSADMIN *ADMIN MODE*

N File Edit “iew Help
5 vicatoy - | [ BB j= Processes - suntan3.demo.tivoli.com - SYSADMIN *ADMIN MODE® [W[E[X]
D& View: | P 2l
& Fila Edit View Help =1}
&) Enterpise == Mavigator 7
= s | oo i @-%- |7 ) BD File Edit Yiew Help
4 ieur | Physical e =
=] tan3 = =7
B @ e F=p— @9 NP BN ANE 002 ¢ d HRUBFOUEFEAEY I T@EAD S ®
o] rterprise =
B Manad| 5@y Linu Systems @< View: | Physical 4 Havigator 2 @A x Overall CPU Utilization +DBDO X
=B surtan3 :
- Ent @ View:| Physioal
=115y Agentiess Windows 05 - 1 @ nalx’:‘\j:syslems & 1 bl | 14
1 B} Managed Systems + ntan? &) Erterprise ~
SNMP windows Syst = Linu Systems
=Bl Agenlless Wwindows DS}
B) bisk "D Managed Systems || =B suntend
B} Memory =8k agenlless Windows 05 - 1_AgentL esswin suntan3R2 1)
-8 SNMP Windows §
[=} Disk ~[EM Managed Systems
< — Biers -8 SNMP Windows Systems - R2:wlodelc3-demotivalicomwiN
& | - [EH Processar e Disk 12
L & B System Memary
{3} Prysical Memory - Frocsssor gemmk
rosssses
€5 LaunchPad | 45 Physical | % <. j - T
. System Minimum
[l Byte Rates & lanchiad | Eewscd [ L oas
BN Capacty Usage Information o
[l Process CPU Time .M Disk Usage
B File Information
B Netwark
Setaten & @) Process 2
Eb JEH Spstem Information
SavRoam. exe: £ Users
Intel(R) PROMYirs ess 304548 He umunare-tray.exe: [ Agent Management Services ] Bl
< > B T T B i R R R ST TR TR e RS R
isamtiay.exe 3 2 & 5§ B 8 B B B B 3B = 2 3 308 8 % % 3 3 @
ST 45 Launch Pad | €5 Physical | 465 Deploy Mortoring - E & 5 8 & 3 &8 8 & 3 8 8 2 2 8 & 5 kB g 3
issimeve.ee
FEna [all ation per CPU == )
Whiwware Vitual Ethernet Ada
ati2ewsocexe
ssoShell exe;
javameie
PCSuite.exe
Whivware Vinual Ethernet Ada POWERPNT.EXE:
swehost.exe.
timagent.exe
wmizpsr.exe
Whiware Virtual Ethemet Ada Rbveoaniee
SNDSnc.exe
M of cPU Uzed
D O of cPU 11e
ninotes.exe
cams.exe
MS TCP Lo
explarer.exe
vmiare-authd.exe
procexp.exe
4 System Idle Process:
o 200 000
10 20 30 40 50 B0 70 a0 a0 100
(® Hub Time: wio, 10/13/2008 0712 PM @b server mvailable Processor - suntan3. dema tivoli.com - SYSADMIN “ADMIN MODE®
= = - ;
= e @ Ban o] Dre. | @2F -] Gine. M... @ [ @me | =e. [ des. 93% IHtQE.&
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Raportowanie

Reports L i s 15

Tivoli Common Reportin|iT

http://www.ibm.com/developerworks/spa

ITM: Utilization Overlaid Comparison for Single Resource

Search

Mawvigation

“rReport Sets Start Date Sep 13, 2009 12:00 AM End Date
TFAM 1.1 Reparts Report Period Last 30 days 0S Type

A . i i I 1l
“Tivoli Products Selected/ Default Summarization Type Default! Daily Server Name

“Tivoli common Repaorting )
(CPU/Disk/Memory Used Plotted against Time

CPU/Disk/Memory Used CPU/Disk/Memary Free

a0 — Disk

a0 Mamory
70
&0
50
40
30
20
10
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Automatyczne otwieranie zgtoszen (TFAM -> TFSM)

I Konfiguracja wysytania powiadomien TFAM

Wykrycie sytuacji alarmowe;

Komunikacja po
SSL

system zrodtowy,
komunikat btedu, etc

Nastuch na > Przestanie > Utworzenie incydentu > Analityk qbs’ruguje
zadanym powiadomienia wg zadanego wzorca zgtoszenie
porcie
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Podsumowanie
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Tivoli Foundations Service Manager

] Windows Server
Gotowe wzorce procesow Btyskawiczna integracja

oparte o ITIL v3 z Active Directory

Scenariusze Web Replay

System wsparcia uzytkownikdw operacyjny w godzine po zakupie !
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Tivoli Foundations Application Manager

i — = r
Zintegrowane wykrywanie - L :
zasobow

Zintegrowane raportowanie

e Intuicyjny, zadaniowy interfejs

System monitorowania gotowy do pracy ,prosto z pudetka”
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Dziekuje !
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