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= AVP Overview (Mike)

= AVP Resources (Janis)

= Startup & Enablement (Janis)

= Basic Delivery Schedule and Output (Janis)

= Tools (Mike)
» AMPS
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>  Administrative

= Management Tools (Mike)
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The AVP Value Proposition

We give you the time to focus on your ]
business, while we focus on your IT Proactive Support

environment by delivering: » Planning, deployment, upgrades, and migration

» Potential problem identification and prevention

» Sharing of best practices & technical “know how”

Knowledge and Skill Sharing

» On site technical activities

» Staff coaching, workshops, and guidance

» Invitations to remote briefings and summits
Issue Management
» Escalation & Advocacy
» Management & Coordination
» Reporting of trends & analysis for improvement
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AVP Components of Delivery

Several or all of the following may be incorporated in to your AVP agreement:

Accelerated Value Leader helps with planning, proactive support, strategic
advising, situation management, and reporting

Priority Call Handling Direct access to Sr. SW Engineers

Accelerated Value Specialist provides deep technical skills, risk mitigation, fix
advice, and diagnostic coaching (equivalent to BIGFIX Premium SME)

On site assistance can include best practice reviews, performance
optimization, deployment, migration, or upgrade assistance

Emergency on site assistance On-site within 24 hrs. of SEV 1
Certification exam voucher provided (1) per named caller
Knowledge sharing calls exclusively for our AVP Clients

First access to technical content that is relevant to your environment

Delivery plan is a shared document that articulates your priorities and needs
for the coming year; including success criteria for delivery
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Strateg ic Focus is on: Dedicated remote and/or onsite AVL &/or AVS resources with For clients who require:
Skills supplementation additional advanced technical skills, greater leadership in problem Deep technical expertise to
and knowledge transfer prevention activities, problem isolation and diagnostics, and address critical issues,
problem management interface with IBM resources,
Additional named callers and work to prevent issues
Executive sponsor with advisory role to IBM Support from occurring
Analvst Focus is on: More hands-on assistance with problem resolution activities For clients who require:
Minimizes issue impact, Additional customized reports and analysis for problem prevention On-going access to deeply
maximizes skills More named callers skilled support resources for
transfer Customized skills development / transfer plans problem prevention and
Onsite days for planning / skills development management
Remote AVL &/or AVS resources
Assist Focus is on: Proactive problem prevention, maintenance planning and problem For clients who require:
Proactive issue escalation management A single point of contact for
prevention Prioritized call handling for entitled named callers issue management and
Assigned remote Accelerated Value Leader (shared) escalations
Emergency Onsite
(available at additional cost)
Select Focus is on: Rapid Select Level Support supplements and enhances IBM's standard For clients who require: Focus
Reactive Resolution Software Subscription and Support by providing priority call handling, faster on Priority Call Handling
response times, knowledge-sharing sessions, IBM expert recommendations
based on tech assessments, advice on migration planning, and proactive alerts.
Benefits include more effective risk mitigation, quicker problem resolution,
optimized life-cycle management, and faster retumn on the client's software
investment.
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AVP Resources Overview
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med Resources Assigned

* Accelrigied RINR Leadri (AVL)
» Singfe peintficentastwithim 1B Suppsst:
» Preactiely cesdinries cUmmnicaiRns inuding issie MRnRIRMRIH, @ScRIRlions, AndeRIting
» Fragilitetes Hills shaiing astivties and manraes the applieation offpreduslRatehesiipiates

* Accelerated Value Specialist (AVS)
* Leads IBM technical response on support issues related to assigned product(s) or segment
*  Proactively shares Product Knowledge

* Technical Advisor on IT Planning and Strategy

* Accelerated Value Program Select Engineer (AVPSE)
e Senior Engineer

*  Priority Call Handling

*  Technical Advisor (Mini Technical Assessment, Migration Assistance, etc)
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Tivoli AVP Key Contacts

= Program Director — Maria Tafuri/Raleigh/IBM

= WW Planning and Enablement — Michael Hoeft/Raleigh/IBM

= QOperations Mgr / Sales Evangelist — Sanjay Sekharan/Toronto/IBM
= Tivoli AVP AVL Leader — Janis Thomas/Raleigh/IBM

= SWG AVP Sales Manager — Alex Lewis/Austin/IBM

= SWG AVP Marketing Manager — Kim Killam/North Reading/IBM

= Delivery Manager GRT / AVP — Susan Ottinger/Dallas/IBM

= Delivery Manager GRT / EMEA — Silvia Bellucci/ltaly/IBM

= Delivery Manager GRT / AP — Sern Chong Wong/Singapore/IBM
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Getting Started
= Tivoli AVP Wiki Page

" C u Stom e r I nfo rm ati O r“‘ IBM Software Accelerated Value Program - Tivoli Wi

Home me | BluePages | HelpNow | Feedb
. L WikiCentral Home WikiCentral Home > JBM Software Accelerated Value Program - Tivoli Wiki > Home
e Ive ry ea l I lS IBM Software Edit [£J Attachments (15) Info Published on Feb 23, 2010 [FIEY=S g
Accelerated Value
Program - Tivali Wik
= P News § IBM Software Accelerated Value Program (AVP) - Tivoli
rocess :
‘Customer Information Process
Customer Info
® New AVP Education Discounts & Offerings ® Toolg
Delivery Teams.
® Knowledge Sharing Events ® Delivery
u n OW e g e Knowledge ® Customer Consumable Info by Product Seqments & Documentation
Process ® Escalation Contacts @

Wiki Statistics Delivery Teams

Education - ¢ s
= (Contact/Feedback
= AVL/AVS Start-up B |
» Knowledge &

Knowledge & Education

® Startup & Enablement
O AVL & AVS Startup Lists

O AVL & AVS Sest Fractices, Roles &
Responsibilities

Templates

SAVP family links
® Team Educatien

© TTECs - AVL/AVS Worldwide Education @

* Feedback &
® Wiki Metrics

Education->Startup & Enab s b s

= Review AVL/AVS start-
up actions task list



https://w3.tap.ibm.com/w3ki08/display/SAVTW/Home
https://w3.tap.ibm.com/w3ki08/display/SAVTW/Home
http://images.google.com/imgres?imgurl=http://whoisandrewwee.com/images/blog0906/gettingstarted.jpg&imgrefurl=http://www.whoisandrewwee.com/affiliate-marketing/affiliate-marketing-tips-getting-accepted/&usg=__quqH-lNKkbt8IduaVBhKZWO-_ZE=&h=338&w=450&sz=53&hl=en&start=33&itbs=1&tbnid=6MorVXIcJ1eX1M:&tbnh=95&tbnw=127&prev=/images%3Fq%3Dgetting%2Bstarted%26start%3D21%26hl%3Den%26sa%3DN%26gbv%3D2%26ndsp%3D21%26tbs%3Disch:1
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Foundation Training Roll-out
Title Duration Date Speaker
Kickoff Bill F. /Anthony A. (30-45 minutes) 0.5 1-Mar Bill & AA
Manager Big picture, why some changes are happening and the Client's 1 Many'H eleniPaul/Moe
benefits
AVL Roles &Responsibility, Workflowand Best Pract 1.5 2-Mar Mike H
AVS Roles &R espons bility, W orkflow and Best Practices 1.5 5Mar Mani
Soft Competencies : (12Hours)
The soft partis the hard part 1 8-Mar Jim De Piante
Active Listening 1 8-Mar Mike Rock
"Becoming a Trusted Advisor” 1 16-Mar Bob Dill
Client Focus 1 16-Mar Doug Clifton
Beyond Haggling: Secrets of Master Negotiators™ 1 22-Mar Barclay Brown
LDR-403; "Secrets of Radio and T.V. Personalities to Keep 1 22-Mar Barclay Brown
Audience Attention - In-Person and On-Line”
LOR-407: "Remote Presentations that Rock” 1 29-Mar Sacha Chua
LDR-304: "“If you build it, they will come™ — how to build 1 29-Mar Harish Dindigal
redationships for improved performance”
BAC-202: "How to Win F riends and Influence Clients" 1 6-Apr Willie Gruber
Time management 1 G-Apr Willie Gruber
LDR-406: "Detox for PowerPoint {or F reelance) Junky. Reduce 1 13-Apr Doug Clifton
Your Dependency on Slide Presentations”
Meeting E xpectations 1 13-Apr Doug Clifton
Workflow: Best Practices & Tools @ (~12 Hours)
New Customer enablement 1 12-Mar Janis th
Tools
IWC S 0.5 12-Mar Dan Nelson
OneStop 0.25 12-Mar Mary Tafuri
PMR Alert 0.1 12-Mar Mike Hoeft
Premium Support Team room 01 12-Mar Mike Hoeft
SS5R 0.4 12-Mar Janis thomas
Email Digtribution Lists 01 12-Mar Jeff Lynn
Customer Rdationship Management 1.5 19-Mar Jeff AdamsiJohn DeRosa/Michelle HowardlJeff
LynniJanis Thomas
request Central , Customer Portal 0.3 19-Mar Mary Tafuri
Regular customer reports/activities 1 26-Mar Jeff Lynn
AMPS 1 26-Mar Colin thompson
Offerings & On-site days: howtio get best usage 0.5 9-Apr Mary Tafur, Janis Th
AVL Reporter 1 S-Apr Colin thompson
iRANM { Wik 0.5 9-Apr Mike Hau
KS 0.5 16-Apr Janis Thomas
ILC 0.5 16-Apr Benoit CotnoinDawn Feimeyer
Audit 1 16-Apr Mike Hoeft/Mani
Renewal
PSST, ARB 0.5 23-Apr MikeH oeft/Paul Gardiner
ARS 0.5 23-Apr Jeff Lynn
ROI 1 23Apr Subramanian Sethuraman
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Sent via Email by AVL and Sent weekly via Email Set up by AVL with Customer Input.
Subscription set up by AVL Lists upcoming plans, upgrades, covers Value Add Delivered
migrations. Reviewed regularly. during the Quarter

Discussed in Regular AV
Meetings with Customer

Meeting Minutes list of open ER'’s

Schedule sent by AVL of upcoming Sent quarterly via Email
Subscription set up by AVL in PMR Report, and additional
reports based on customer need

scheduled sessions. Playback links
available

Sent quarterly by AVL and
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P Work Flow / Audit for Baseline Delivery

AVP Client Relationship/Communication
Management
Customer Meetings

Startup and Enablemenet

(1) Delivery Plan

Obtain AVP Customer

Information Frequency Determined by Understand Customer
RVP Contract Detais Nﬁ‘;ﬁg";‘g;arat_on AVL/Customer Review Regularly
i 1 1
i[?:igﬁrta\?vlfnsmtters (4) Account Setup (i.e. RegUIar Reports Change/Update as Year
AVP Sales Team Discussion named callers) e.g. Open |Ssues, PMRS, Progresses

Welcome meeting

Minutes, Training Keep Copy in AMPS

= -
//\R I

Audit / Delivery / N |
Baseline 3 Woskly |
1) De“\_/ery plan @ P PMR Report System/Tools Updates
2) Review AVP ) APAR Report . Wiki P
Performance (Qtrly) 2 Monthry _ S omer Meeting (6) AMPS Journals S
3) Quarterly Report 8 (®) Knoyvledge sharing < (collaboration, activity, c
4) Account Profile = 8 ; g)?g\éﬁtrl)\ll :Igtna tl?gview reggrés) o
Setup (Callers, = Quarterly PMR alert k
PMR/APAR reports) o (3) Quarterly Report (5) Travel f
5) Travel Tracking o (2) Review AVP Performance =
6) Collaboration, Yearly 1
Tracking Activity (9) ARB/ARS/ROI \/_
7) Current Status / y.
Executive Summary — —
8) Knowledge Sharing \—/
9)Renewal Process @ @, »| odnye toter
(ARB, ARS) Renewal Non-Renewal | "Fianding.
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AVP Value Add

AVP Deliverables

Examples

Proactive and customized
support

 Custom Troubleshooting and Scripting

* Remote Administration and Cleanup

« Assistance with Disaster Recovery Planning

« Facilitate Architecture review and assistance

« Capacity / Performance analysis and tuning

« Recommendations on backup and recovery procedures
* Recommendations on security precautions

« State of New York - onsite days used to review product plans, and make a recommendation for
product usage and potential growth.

« Follow-up 18 months later with an updated plan - Both times a formal document outlining the findings
« State of CA DMV - TSM Environment cleanup, Disaster Recovery, and Capacity Planning

« FBI - architects working to review questions related to TSPM

* Bank of America - Accelerated Value Leader's weekly cross-brand team meeting

Customer Focused Product
Management Assistance

« Maintain and track customer enhancement requests

« Facilitate Product management sessions

« Facilitate regular meetings to review and define enhancements requests based on
customers business priorities

« Work with IBM product management teams to ensure continuous progress is being
made on enhancement requests

AT&T AVP -

« Liaison with various teams within AT&T's organization to capture their requirements for technpack
upgrades and manage the delivery of those requirements thru upgrade roadmap aligned with thier
bsuiness needs

« Initiate and maintain the relationship with AT&T network equipment vendors (Ericsson, Nokia,
Siemens, Nortel, Lucent, Tektronix, Cisco etc) for procurement of Documentation and Sample data in
support of IBM TNPM Engineering forces for Probes/Tech-pack upgrades

» Manage Scope/Requirement Document Reviews and Approval process for each TNPM techpack
upgrade

Bank Of America AVP -

« Facilitate Cross-Brand Involvement

« Assist with Was 6.1 35 Upgrade- Collaborate with WAS AVL

« Assist with DB2 9.7 fp3 Upgrade- Collaborate with DB2 AVL

Installation, Upgrade, and
Migration Assistance

« Assist customer with installation and configuration

« Custom APAR delivery thru iFix / LA Fix, Special APAR Reports

« Check of environment and OS levels for installs Upgrade Assistance

« Patch Strategy Recommendations

« Facilitate weekly and ad-hoc meetings among IBM development, Customer, and
their 3rd parties for resolving issues arising on daily basis around release/fixpack
roadmap planning and implementation

* MetLife - weekly Non-GA APAR / Internal Defects list

« UNICEF - AVS TDS LDAP migration and consolidation

« DTCC - custom installation scripts created for TAM Migration/Installation
Bank of America —

« Custom APAR delivery thru iFix / LA Fix and Special APAR Reports

« CSP Production environment Support 7.1.1.4 on DB2 9.7.

* Maximo 7.1.1.8 Upgrade (CCMDB, TSRM, TAMIT 7.2) Dev3 Environment.

sllcarlnad ceala ciinnart ( Marerill | yineh ) cvirrant icar Inad 22004

Assistance with Customer
Environment

« Set up and maintain a test environment similar to customer
« Test Environment Recommendations
* Review of Customizations

Bank Of America AVP -

« Daily Touch Point Meeting with various teams within BoA

» POC assistance - e.g. WAS MQ Design VS SiBus JMS

« Assistance in creating Maximo Vanilla VM

« Provide assistance in creating or upgrading development environments at client site

« Collaborative with IBM Development, DE, and L3 teams in India to help resolve critical upgrade issue

with TSRM 7.2.1.1FP (this saved customer opening critsit and was able to continue the rollout and
intain Gl iva Natg)

Knowledge transfer

« Access to user groups and advisory councils (peer collaboration with other AVP
customers using same products)

« AVS deliver hands-on customized product training

« Ad-hoc assistance to end users on how best to solve their needs using the existing
tool capabilities

« Process consulting and technical workshops

« Facilitate access to IBM's SMEs and Architects for assistance with customer's
focused needs

« Maximo Advisory council - where all AVP customers get together to discuss, share and learn best
practices from each other

« AVP Knowledge Sharing Sessions - only available to AVP customers. The topics that are
presented could actually include topics on any type of AVP deliverable.
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Journal Entries
PMR Report

APAR Report .
Customer Meeting (could be bi-weekly or monthly) = 1'

Knowledge Sharing Account Plan Review
Delivery Plan / Executive Summary / Account Status

Quarterly
— Quarterly Report
— Quarterly Newsletter
Yearly
— ARB - Account Renewal Brief
— ARS - Premium Renewal Summary (if requested by AVP Sales)
— ROI — Return on Investment (if requested by AVP Sales)



http://images.google.com/imgres?imgurl=http://www.lowesforpros.com/sites/default/files/LFP0409_Ross_BR_ProjectScheduling.jpg&imgrefurl=http://www.lowesforpros.com/time-is-money-how-proper-project-scheduling-can-help-your-bottom-line&usg=__sjhbxGPgtQ6zUmj0o4lD1pK_gwk=&h=1131&w=1697&sz=1872&hl=en&start=69&itbs=1&tbnid=fYX4AXfA2AQrQM:&tbnh=100&tbnw=150&prev=/images%3Fq%3Dscheduling%26start%3D63%26hl%3Den%26sa%3DN%26gbv%3D2%26ndsp%3D21%26tbs%3Disch:1
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Weekly AVP Report

= Track all issues, open and closed, related to AVP
= Provides status on all open items
= Reviewed by AVL and AVS during weekly / regular AVP meeting

E3'Microsaft Excel - Copy of Marriott TWS AVP'Report 3-16-10.xIs

B fle Edt Wiew I[nsert Fomat [ook Data Window Help Type aquestion forhelp = - @ X
EHRS SGQAIVH - < E - 7% -BQE\}@! Arial -9 - B I O $ % s %0 5% 7v@».é.
< A~ PMR
Wew| & [ T c T o [ E 7T F I | H I 1 J T =
1
" PMRs + I G
L red i luding JSCOrbtre, Prazhant
BEFIZA57.000 H 2| wereon | o |t et Awaling L3 nta &4 Had to bounce eWAS for JSC to wark Fichard Chessher | 8IS0

Ilarictt will be migrating their TWS 8.4-FP0Z Master from AlX 5.3 10 TWS 8.4,

FF04 on Linuz RHEL 6 #26. Therefore requesting the ifiz for Tw'S 8.4-FF02 Frashant
u APAR 63478487000 | 2 2 | 2200 | 3M5/2010 |on AXE.3 and also for 8 4-FP04 on Linus RHEL 5 286, 1271324 | 0584 DB2 Emors in Log after FINAL JoeLopez .

L3 working at the raot cause analysis, they want to provide a way o discover
TEITAETOD | 2 2| 22442000 | 5201 | apossible probleminto the symnew. Fotentially an automatic kool to 1272166 | ME jobmon orash: 03 enor 10054 Annalisa Testa
5 discover a patential incarect plan. Awaiting L3 update,

[ ] Support analyzed documentation provided, the output of datamigrate is
carteat, airor s related 1o the Fact that the LMXMASTER Is defined tuice.
Support requestingthe outpL of the following SGL queries exeouted on
LMRMASTER:

h ttp ://WWW " I b m. Com/d eve Io pe rwo rkS/rfe/? i i R db2 "select " from MOL WKC_WORKSTATION_CLASSES" » whe_olass ™ FI84 Paralil lgtaton FTAs Uninked ke o e

db2 "select * from MOLOOM DORAINS >

T dom
B RAN D I D =90 db2 "select " from MDL WS WORKSTATIONS" > whe

Awaiting dataicutput

]
H L7
= E d u catl o n | 8 Mext Action: Aawaiting Marrion reviewfesdback. AP AFi Felated AVL: Jefi L
3 wol - : - TVS A¥S Jos Lopez
1o

Frashant
PMukadam

AP AR or Hane - Monitor state or closing issue

1 Tivali - Support warking PMF

* And more.... B

M 4 » mM\DpenPMRs { AP&Rs 4 Ehancement Requests £ Education { Closed PMRs / n I

Ready NUM
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AVP Meeting Minutes

= AVL should take and send

Cate: 32210

meeting minutes for each Attendees

Marriott
+  Alan Goko, Frank Hammowd, Swe LEIbary, Ryl Kavean, Davkl Pornbouks, Ge ke 1S n@aian

regularly scheduled AVP NP
meeting R

+ &P Report
+  MNewDEcazsbon Femsidnertiong

Meeting Minutes
Open termns
-PMR Raport
| OntentS' TH13E 467,000 -TAMOS votroanhig on Wikckows, For UNEE, there B ao lactive-tin eor tee tag that wonld kick

C . oftthe  Wikdaws xbck program. Gl BRIE.

76145, 487,000 -"Falkuer cookks ame notacteallya mechank mtorm avtal i 3 63505 3 mec kank m for

Tanspare 1ty re-antie nticatg the wser. Each WeLSEAL serwer ntie cescrbed scenark will kave s ow
| Date sesshon Brtie sser. The Seston ManagementSemer (SMS can be asedtoaccomplib s eamkes 65l

talkower betwes ¥ WebSES L comalas . Witk e provice d s,
WhEN 2 1281 koo s 1D A Wk BS EAL contigared Iib e MARRIODT.COM S2a3lon
Fealn, tie same SMS Sesshon 1D wille 152, G gl PME.

Attendees 235 10,467,000 - L2 har & nooess Mily recre ak d the keee locally and e sgaged L3 © deermie oot cange.

Measnes puth place tohe o avold B3ne, b0 @ oo e ice $lice.

TT306 467,000 - Flx provice d 347 - Marrktt nollleg ko prodvcton over 379 weekend - DEcass resale on nent

= Agenda

TE324,457,000 - ExbarcementMROG 12103955 - Cas ome s bave tonad vale b leverag g thelr MOIz oo
I ewaliatng changes mack vlathe changelog abr e @ce o vtom e d data sy ol . Castome s are
tecpnestng this clne tothe comple xityotthe I replication conmgaration an aitpk peer e imme d ace rtralized

H ] oy of chand)es mack watjiEto each rapl Br,bitarmoe wiverzalchans Whih Tacks AaLL
m Ongomg / Open ltems Pt TEASMEE kIO e et Lt gk
Mewy Discussion ke rmsloestions
" PMR Updates ~Omte mesthg schecn paTo 1
—Joz e R olE oy will 2 ons e allday
| ]

New ltems
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Weekly APAR Report
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= Automated Report sent by
AMPs based on customer
profile setup

= Report consists of all
APARs opened that week
against the product(s) for
which the customer has
AVP support

= Only Named Callers
receive report

= Recipients defined in
AMPs to receive

| || 100%

Al

-

ﬁ Qh 2] @ s Arial
# Mew Tivoli Storage APARs Encountered by Costomers for 02412/2010 - 02/18/2010

E3 Microsoft Excel - Tivoli_Storage_apars27814.2010-03-05.xls
Bile Edt Wew Insert Format  Tools Data  MWindow  Help

- - [B]s U [E]

.0 .00
%or T a0

oli Storage APARs Encountered by Customers for 02/12/2010 - 02/18/2010
Version

Product

[
OP DOMING DOCUMENTATION 1S MISSING ¥B6_B4 WEB CLIENT

ICEE41S| n | 2/17/2010 |TDP FOR DOMINO SV
g RESTRICTION
ICEEE74| n | 271472010 |TIv CONT DP FOR FIL 310 |COP RESTORE FAILS WWITH "FILEPATH ERROR FPDIFF CATCHUR READ
4 ERR: DESIRED:## GOT.0"
ICEEE1E| n | 2142010 [T CONT DP FOR FIL 30 |UNNECESSARY STORAGE USED IF E-MAIL APPLICATION |5 RUN
BEFORE CDF3.1 OR FASTBACK FOR WORKSTATIONS 6.1 STARTS UP
5
ICEE245| n | 2117/2010 |TPC FOR DATA 41 |TPC FAILS TO LAUNCH DSB000 STORAGE MANAGER, AND ELEMENT
WMANAGEMENT IS MIZSING FUNCTIOMALITY IF JRE 1.5 13 NOT
G INSTALLED
ICEE380| n | 21672010 |TPC FOR DATA 414 |SRA INSTALLATION RUM FROM AN AlX-BASED TRPC SERVER TO
7 WINDOWS HOSTS FAILS
ICEE334| n | 2162010 |TPC FOR DATA 414 |MISSING DOCUMENTATION FOR ERROR CODE AGTO30BE IN TPC
] 4.1/4.1.1 MESSAGES GUIDE.
ICEB434| n | 21772010 |TSM CLIENT B15  |CLIEMT GUI CAN INCORRECTLY PROCESS THE -ASNODENAME
g PARAMETER
10 1CHE263| n | 2152010 |TSM CLIENT 554  |HSM DEMRECONCILE COMMAND MAY HANG ON STARTUP.
ICEE225| n | 2118/2010 |TSM FOR SHAREPOINT | 610 [AUTOMATIC PRUNING OF THE INDEX CACHE DOESNT FUNCTION
1 CORRECTLY.
12 ICEE317) n | 21182010 |TSM FOR SHAREPOINT | B10  |BACKUP REPORTED AS SUCCESSFUL WHEN INDEX FAILS
ICEB262| n | 2115/2010 |[TSM SERVER B1YW |MESSAGE "ANRDS30W TRANSACTION FAILED ..." FOR BACKUPS
13 USING A DISK POOL WITH CACHE ENABLED THAT IS FULL
14 ICBB136| n | 2A2/2010 |TSM SERVER 1YW [TIVOLI STORAGE MAMAGER B.1.3 "EXPORTING RESTRICTIONS"
ICEE231| n | 2/1272010 |TSM SERVER BV [TIVOLI STORAGE MAMAGER STORAGE POOL DEDUPLICATION MAY
15 CAUSE LINKED DEDUPLICATED DATA TO BECOME INVALIDATED
ICEE235| n | 211272010 |T3M SERVER 1Y [VERSIONING OF TWVOLI STORAGE MAMAGER 6.1 MONITORING &
16 REFPORTINGNOT CLEAR
ICBR285| n | 21152010 |TSM SERVER B1L  |TIVOLI STORAGE MAMAGER BACKUP DE FAILS DUE TO DE2 SQLCODE
7 -2428
ICEE293| n | 2/15/2010 [TSM SERVER B1L |TMTAMO0G CRASH ABEND ERROR HANDLING TWOLI STORAGE
18 WMANAGER SERYER

4 4 » »]Tivoli_Storage_apars27814.2010-

Ready

]( I 1l }

I>IF

[ Fu: Weekly Tivall Shorane APAR Report - (/052010 -
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Delivery Plan and Monthly Review

= The Delivery Plan serves as a
roadmap for AVP activities as
well as retaining some historical
data for reference

= Contents/Topics/Agenda:

= Open Action ltems

= Upgrades/Migrations

= Onsite Usage

= Enhancement Requests
= Technical Notes

Other Recommendations

= The monthly review ensures all
parties are in congruence

S,
4 L .1
ICN: 713052

Date: 10/21/2009

AWL: Janis Thomas - [anisit@us. ibm.com

a: Activiby Title IBM

Owner
Arechitechare labnkubn

Customer  Status

Owner

Started

State of New York AVP Account Plan

atlie COFT iz waiting for this doourment whidh inchides ITCAM for Deliverad
Doaarment for Sigadel Transaction info. An ardhitect from Theoli, Jeffrey Powers, came August, 2009
ITME onsite,
Janis will dhed with Jobin kuhn b see wheee this arrenty
stands,
Legacy Thaoli Tben Charlie Started Mever moved the Legacy Thali (Framewark, TTME, TEC) bo Q4 2009
Melsan Sigadel zlinux, There were 2 issues:
1) Servers are quite ol (oldest from 2002)
21 Toa many of thern,
Migratirg the Legacy Thioli bo rew AT LPARs, and the target is
4 2009,
Tulti-Haming Tben Charlie Initial CFT iz riat that Familiar with roalti-harning TMRs Q4 2009
TMRs Melsan Sigadel
Migrating ITMS | Toben Charlie Started Challenges with passing hings to TEC (it clears cut events), and | G4 2009
ta ITME Melsan Sigadel with Manibaring wyITHS,
CMMIELE nfa Charlie Started Big urknown, Planning to sttend awebcast on 625, lanis Qd 2008
Sigadel suggested we right use this as an idea for a fubure Premium

Suppart Knowledge Shaing call. He said he waoul like to have
an ides of what hey're going to Face fov the migeation bo da
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Quarterly Report

= This Quarterly Report highlights AVP activity
delivered during the previous quarter,
specifically identifying improvements achieved
and recommendations for improvements next

quarter.
- . Software Accelerated Value Program
Contents: Quarterly Report— Q1 2010
= AVL/AVS Activities
. oo Prepared for: CIGHA

* Proactive Activities
= Metrics 8 4

* PMRs / APARs / Enhancements 7Y v
= Knowledge Sharing Activities CIGNA

= Recommended Actions for Next Quarter

= Due on the 15th following end of quarter:
Q1 - April 15
Q2 - July 15
Q3 - October 15
Q4 - January 15
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AVP Contract Renewal

Report Type Due Date Responsible Party
Delivery Plan (Account April 30 AVLs should work on these during the first
AVL

Plans) quarter of the vear.

Due on the 15th of the month following end of

quatter.

Reports due: X
Quarterly Reports Q1 - April 15 AVL

Q2 - Julv 15

Q3 - October 15

Q4 - Januarv 15 (of new vear)
?‘;ﬁ%ﬁm Renerwal Brief 90 to 120 davs prior to contract expiration date AVL

The ARS document should be completed by the
AVL 3-4 months prior to the renewal date of the AVL

contract.

This is part of the ARS and should be completed by
the AVL 4 months prior to the renewal date of the

contract.

Account Benevwal
Summary (ARS)

Fetwn on Investment
(ROI) Calculation

AVL (Questionnaire |
SS8S (Contract, 55)

Account Fenewal
Summary (ARS) Cover
Letier

3-4 months prior to contract expiration date (Should SSS§ (with input from
be completed after the ARS is done ) AVL)
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Tools

* AMPS

* AVL Reporter
* Administrative
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AMPS Introduction

= A single portal for AVP users that provides internal client-facing
audiences a program view for each client that includes
entitlements, deliverables, contacts, value adds, PMR reporting
and workflow capacity

= Direct URL:

= Authorization as TaylorMade:

» access the TaylorMade home page using IBM intranet login/password
>

» click on "Request TM Access" in the left hand menu box, fill out and
submit the access request form

» email will be sent when the request has been processed

= Community link



http://tiger.lenexa.ibm.com:81/amps/amps_main
http://tiger.lenexa.ibm.com:81/taylor_made/tam_master
http://w3.ibm.com/connections/communities/service/html/communityview?communityUuid=66abeb4d-3892-44c0-a19c-9346f0cac965
http://w3.ibm.com/connections/communities/service/html/communityview?communityUuid=66abeb4d-3892-44c0-a19c-9346f0cac965

AVL Reporter CAPture

Setup Account details y
Named Caller details y
Record on-site days
v v
Generate APAR report y
Open PMR status
v v
PMR detailed
information v v
PMR reportin
porting v v v
rterl rti
Quarterly reporting 5 y
Client requests (tasks)
or email via journals v
Store customer
documents v
Detailed account
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+ D anage B DPO
dce Ome Kepo 24 B0 Ore e
\DMESsY 1 S Repo onta 0 L D0 : B p Pro . .
PMRs for -0g Velferdsetat (NAV) s OTET PHRS X e o :
IEM Corfidentisl ; L Gt 5 i
PMRE Fifers
PIMR Brand Pr Severity Status  Age LastCT Abstract i ICN \
42141,001,806 MTEPS 3  Open 76 2010-01-14 11:35 :W-'lF 091124 RDOD> OMXE4.1 g... 01071189
Tivoli ITCAM FOR S0A-DIST 3 Open T4 2010-01-22 1300 ITCAMISOA - SDSM database . 01071189
21 WAS PREMIUM SUPPORT 4 Open &7 2010-01-11 0313 WDOC java io IOException: ...
Tiwali TEF 2 Open B3 2009-12-1811:47 premium support ITh - TS 1266596
42456,001,806  Tivoli ITCAM TRANSACTIONS 2 Open 59 2010-01-21 14:57  Premium - ITCAM for ZOS ha... 01071189
42528,001,606 &M VBl MODELER AE 3 Open 48 2010-01-2001:31  BE: Search in Modeler PDF ... 0107118
42529,001,806 | &M WWBI MODELER AE 3 Open 48 2010-01-1910:31  |BE: Diagrams in reports is... JRI5454 | 0107119
42779.00.806 AM  WEBPROC SERY PREM 1 open | 17 2010-01-25 08:04  DJB - WPS CrashiHang (AED) 0107119 9 PMR= with no contact in 5 day
Tivoli ITCAM TRANSACTIONS 2 ol 12 2010-01-22 0834 | CYTQOOS0E RC 160 and 170 = PhRe el e PR
2l Bl S 2 Al 2 Open Activities
Alnd BUS PRC CHORECGGMP 2 Cipen 12 2010-01-21 09:52 bpeconfig jacl fails &vg, PMR Duration is 43 days
Tivoli ITCAM TRANSACTIONS 2 Open 5 CYTQO025E message is not d... 0A31798 Avg. PMR Backlog Age is 44 day

4 Aging PMRs - Older than 60 d
Avig, days for last contact is 15 flays

Show Details Refresh PMRs Download ‘Send e-Mail

Contextual Information
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AMPS - Account options — PMR Info and Reporting

Main purpose: allows the AVP team to review the PMR status and update summary status for inclusion in the regular PMR
reports that can be sent to the customer.

= Displays one line per open PMR for all the brands covered by the contract

. IBM Software Group

* View can be modified by view selection, PMR Filter, or by selecting the brand tab

= Line selection displays detail in the lower section of the screen, and has selection tabs for the
detailed display of PMR body text or customer summary. It also has a hyperlink to WebRETAIN

u Download report PMRSY Journal Contacts Environment Documents Business Profile
for editing, or send iy DNENGR -
IEM Corfidertizl !
g, S PME Filters
.
directly to customer T O« R
PWMR Brand Product Severity Status Age LastCT Abstract Application APAR ICH
#5439,599,806 (A WWEBS APP SERY MD 4 . Cpen 7 ;WFEIK STD CETThread Pool Se... 0003320
43136,001,806 AW WEBSPHERE APP SERY 2 Open 3 ALM @ 3:11AM Feb 19 addCon.. 07ESE70
Mext Refresh PMRs Download Send e-Mail
Hicle Details
“ PR Text Custorner Summary Internal Notes Additanal Featuras
PMR No.: 08439,999 806 Brand: Alhd Current Queue: AFWCTS
Status: Open Product: WEBS APP SER... ICN: onoe220
Opened: 0211242010 Comp ID: 5724H8800 Application: Select Application
Severity: 1 PMR Owner: Lermpinen, Jarm... Project: Select Project
Impact: Select Impact Contact; Jon Trygwe Utn... IWCS: @ves Opo
Hot: Oves @No Last CT: QuickView: o
Age: 7 APAR: Source: PHOME
Release: Hide PMR: Oves ®no Billable Hours: l:l
*Mote: Only for Block Hour PMRs
Submit Reset
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AMPS - Account options — Journal Entries

Main purpose: displays the journal entries for the selected customer. Journals are a way of recording and tracking tasks
performed for the customer, which should be reported in the Quarterly Report

= View summary one line per journal, click on line to view detail

Brand selection tabs

= View open, completed, past due, visits, value adds, time period, IWCS

Customized display via journal filters

= Create new entries, download list and email interface

» eMail to Journal: journal@tiger.lenexa.ibm.com

PMRs Journal¥ Contacts Environment Documents Business Profile

Journal Entries for Norges Arbeids-og Velferdsetat (NAV) View. | open

IBM Confidertizl :
Journal Filters

“ AIM | Thvali |

Type Status Activity Brand Project owner open Target ﬁ
Communications Open PR 42144 Tivvali COLIM THOMPSOM 02 Ei2010 0272672010
Executive Summary Open Accourt Status - Internal Tivoli COLIN THOMPSOM 05£2642009 0202652010

Technical lzsues Open VPSS 7.0 support within [TM... Tivali COLIN THOMPSOR 121 352009 02/26/2010

Shiow Details New Download Send e-Mail
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AMPS - Account options — Maintain Contacts

Main purpose: displays contact details for the selected customer. Maintains the account contacts and their subscriptions.

= View one line per contact, click on line to view detail
= Setup automatic distributions, no longer enabled within TM

= Selectable view, and display can be customized via filters

il i Contacts for Norges Arbeids-og Velferdsetat (NAV) View: [ al [ae]
" Emall Interface 1BM Corfidertial Contacts Filters

*Mote: Select the C=to enable subscriptions for contacts.

Al | AIM Other Cortacts |

Primary Hamed Tech
Mame Role Primary Phone Product Subscribe Contact Caller Survey Talks Mewsletter APAR IWCs
COLIM THOMPECM PSM 44-(0)1754-445267 Tiveoli =) «
Dominic King Backup PSM 44-1926-4E5752 Tivali = W
Ernst Bohmer Managemert +47 85251270 Tivoli WS Busine... o= v v v 4 ¥ ¥ 4
Johnny Kristisnsen Technical +47 21 07 16 03 Tivoli o= v 4 4 4 4
Wiell-Anders Karst... Technical +47 21 07 09 11 Tivoli o= v v 4 v 4
Roger Karlszon Technical +47 41 B1 66 35 Tival = v v v v L
Mt New Download Send e-Mail
Hide Details

“ Subscriptions | e-hiail Groups ICHs

Contact Type: O custormer @ 1BMer Copy Customer Address

Status: @ active O Inactive *Geo/Region: [ Mardic - Morway [v]

“Name: [COLIN THOMPSON | Address:

*Role: [PEmM |

; City:
Category: Select Category _ s | |
. State: | |
Title: [Premium Support Manager (PSM) |
i - - Paostal Code: | |
“a Mail: [colin thompson@uk.ibm_com |
_ “Timezone: [Central European Time (GMT +01.00) |
“Primary Phone: [44-(011784-445267 |[ Business [+|
. “IWCS: ®ves Omno

-
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AVL Reporter - Overview

Notes database which generates customer reports. It reads PMR data from Retain, and allows
the AVL to customise for their customers.

Add To Favarite vi ' B ‘Write Mema
" Developers : = X-Brand - PSM View & [ o] sev| PR~ Days Open |DSA|SWE [contact Short Description
¥ DnB NOR
} Steve Waggoner * @ 2 42790,001,306 ar 24 Robett Wan Bok O'Hanlon LT 21/ non-A5F mode delay guestions
PSM Reporter: w197 Last Updated: 01022010 Der Gugten
Current Horges Arbeids- og Opened: 13012010
3 Customer: Velferdsetat (HAV) * @ 3 08399,999,306 43 24 Mercedes  Helge Andersen  Installation of 14-511-upgrade-' 2-solaris fail
J o h n H as I am PSST Hame: Horges Arbeids- og Last Updated: 01022010 Aso
Velferdsetat (HAV} Opened: 12/01/2010 4575522 31 48
IcH: 0107119806
} Ro I a n d U rba n * @ 3 03402,999,306 40 24 Robert Van Jacob von der clg 1001 28 including the three norwegian letter ', »
[ Scratch Pad ] Last Updated: 01022010 Der Gugten lippe
. Opened: 151012010 4575522 31 45
* LotusScript agents SiiEeste i
17 b Nor i
- . . : ges Arbeids- og Velferdsetat (NAWV)
build Microsoft Office 30 b Raiffeisen Schweiz
. ar ]
documents using the [BReports
data stored in the S Favorite Views
database. = Al Views
R B OPEN PRRDocs |
= Inte rfaces to: ... Problem Statistic
.. ] OPEN/CLOSED PMR Docs
. .. . OPEN/CLOSED PMR Docs b Brai
» Premium Support - sprs
- . #--T] Oueues
Services Tracking
.- ] Ouarter - OpeniClosed
(PSST) for contract
. . [#--[5) Create PSM Reports
information and
. - [ All PMRs
details of named
T Deleted PMRs
callers [ Missing Product nfo
|55 SearchResult

» ComplDMaps
database, to convert
Retain Product IDs
into product names
and brands
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AVL Reporter - Report Formats

= Basic weekly report:

42402,001,806 OPEN 2 sal Gunduz Audun Simonsen Premlum support ITM - TCAMfRT issue 11/30/2009 01/27/2010 29
42456,001,806 OPEN 2 dwight Dino Hockic Premium - ITCAM for ZOS hangs in pre- 12/04/2009 02/18/2010 7
Dixon production
42459,001,806 OPEN 2 %nght Svein Seglen PREM support TCAMfT CICS 12/04/2009 02/18/2010 7
ixon

= Monthly report with charts: = Quarter report template doc with charts,
g2 standard files can be appended:

| Appendix Selection I
Appendix Attachment sel — —
On this from you can specif] - = =
The documents must be st
Append| Header 1 Text ——— - -— . I
= o
£ Yes| L I . -
& Description 1T] = - |
2 Mo e Tt
= — - = e —
Horth i T rr—
Append| Header2 Text Ly e i e S 0 M S B
ElgliE} F St [
A e 0 D e IO B e B MR R e
£ Yes P - i ghix
& Mo rES[Z[I'] 1on -
4 =
Append| Header3 Text
o
 Yes 5 - Eir
escription |
& Mo 7 2
i ey Appereis - PR Cuarvies
ekl Append| Header 4 Text K B sy oy o sy ey By
Lotus o L — i i W
e & Mo Description 4 T| Frerrereer e B M
_—l_ T2 T
LALLM N LA S L Lt B
RALLLLLLL B mALLLLLUSE BB SR LB
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Admin - PMR Alert Process

* Please go to http://ausgsa.ibm.com/projects/i/issti2sup/pmralert/ read carefully the following links:
* - Queue Addition:

* http://ausgsa.ibm.com/projects/i/issti2sup/pmralert/access.html#requestQueueAddition

* - Queue Removal:

* - Configuration Change:

Text Address email address

Whe to alert - Primeshift Who to Alert - Offshift /Weekend
§ 5521455 [[8004251160@archwirelass. netB00431 5415 @ archwirkless nat: kefrEftas Eus b carm e Eus bm.com, alvonda |
B freitas@us.ibm.com mrj&us.ibm.com,

ElvardE_towants {

Siemens 0877425 4477646671 28@mmail co.uk, x HAMILGAR@uk ibm.com, DIAPER@&uk ibm.com, HAUM@&uk ibm com, David G . Kay@uk.ibm.com, 07/08/
HAMILGAR&uk ibm com,DIAPEREuk ibm .com HAUMEuk ibm. |[MAGUIREPEuk ibm.com, WILLJEMN&uk ibm.cgm el (2007
lzom, Hoeft
David G Kay@uk.ibm.com MAGUIREP&uk ibm .com WILLIENE
ke ibm com

| e mmim INETI071 AT TCACCTI 20 e =il mm cale LA MM 2 A DR et e LI ARAN 2 A DN e e mimmen TDUADCD RN e e mmk AT RSN i e mmm Timnsid 12 W 20 il e i MAimb— INTon0 s

Dist -
PMR 34455 _7TD. 000 was detected on WBETIM.12H with state: {1} - PMR Arrival
Comment: ATTHM Mike: Txfr back to TIM
. Additional information:
Received CSTATUS:
COMPID: 5724C3403
Alert —— P Category: PAX
Severity: 2
Timestamp: 01/08/2009 10:33
shift: 1
timefoneOffset: -002
Priarity: 2
timePutOnQ: 11:36/08

PPG: 202



http://ausgsa.ibm.com/projects/i/isstl2sup/pmralert/access.html
http://ausgsa.ibm.com/projects/i/isstl2sup/pmralert/access.html
http://ausgsa.ibm.com/projects/i/isstl2sup/pmralert/access.html
http://ausgsa.ibm.com/projects/i/isstl2sup/pmralert/access.html
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Admin - AVP Support Team Room

* AVP Support Team Room

= (Tivoli Premium Support
Implementation)

* Main Use is for Monthly
AVL/AVS Meeting Agenda and
Materials:

= Monday. 10 am — 11 pm EST

"= Request Access:

* Send email to either Janis
Thomas/Raleigh/IBM or Michael
Hoeft/Raleigh/IBM

Current View:

1 3 To Days

.j_\ One Week

fiome actiedocs  projects  meetings

leader's corner
ot docs

C\ Search in View 3. Meetings\Meeting Calendar'

3 M
"l Two Weeks

work forme i docs team
calendar

meeting docs

méeting list

IBM TeamRoom Plus Template

. . .
I._E\One Manth E GoloDate Ev’ Mark Closed

) Indeved

Searchfor I

D Searchips

| Da | Weeke | Monh

Fomating* 0 Febua

0T AN
(800 AN
0300 AN
LA
1A

e

0H0F

!Monday- Fetruary 1, 2010

Cusrrent Wiews -

= =
MNew Documnent BB Comment ER® park Closed

L=

Thursday - Febnuan, 2010
R00AN
BAn

1L0AR
T100AM- 1200PN

IS EMEA AVL B Weekly
Meeting
77421030 periopart

MNonelisted]

1200PM
e

active docs

by category

by due date

by person
recent activity

projects

A -
-Egﬂ view Al ER s oac D

E, Search in View "1. Activelby Category”

Search for

I
| |&_|b,ect = Avthor

[ 3
[ 3
[ 3

~-HOT -
ANMNOUNCEMENTS
CUSTOMER WIN STORIES

MAMAGEMERNT COMMUNICATIONS

L B O O O 2 2
TYYYV VY|V

MEETING MINUTES
MOMTHLY REPORTS
PROCESS

PROJECT PLAM
TEAM INITIATIVES
TOOLS
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Admin - SSR Support Systems Request DB

Lotus Notes Workspace
* |nstall Database Link:

Main Use - Setup/Change
Authorized Callers, report SR
issues, etc. for AVP customers

To open a Request:
=  Click on “Create New Request”
=  Fillin Support Systems Request Form
=  Primary Category: Accelerated Value Pgm
=  Secondary Category: Select from pulldown

= Complete ICN, Brief Description, Detailed
Description

= Click on “Save and Exit”

Support [Create New F-{equﬁt] )

Requesis By

Requests Search for

Assigned To  |Status
P b Andy Wardell

s b Bill Gibson

b Bob Weir

b Gary Maidment

b Jerry Mazziotta

Requestor b Karen Hamilton
b Lex de Sturler
Status b Maria Fancy

¥ Maria Fancy (Retain)
b Patti Stapleton

b Sharon Chartier

b Tracy Enman

» Tracy Matthews

¥ Tracy Matthews (OPC)
b [Not Categorized)

Assigned to

Category

5 o

£
: |
S s

Type

[Save and Exit] [Edit Document] (Creats Response to Main | [Notify Reauestor of change to Request) [Forward Request]

Support Systems Request Form

Requestors Information:

Name: "Michael Hoeft ;=1
Email address: ", Phone: "
Additional Email updates to: *

Information about Request

Request Created on:  03/01/2010
F

Request Closedon- " Status: "New = Assigned To: " =
Primary category: -
Secondary Category: " =1
ICN:"
Brief Description- Fa Select K rds E |
Detailed Description:
T oo
Azcelerated Value Program (Premium Support)
CallFrompter
Solution: ccWin
3 Data Power Premium

ECuRept
D Request / lssue —



notes://CAMDB04/86256E8C007992FB/
notes://CAMDB04/86256E8C007992FB/
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Admin - AVP Notes / Email Aliases

= Example -email-alias
— Example-embedded-email-alias
= 1) Tivoli-AVL-US
= 2) Tivoli-AVS-US
= 3) Tivoli-AVL-EMEA
= 4) Tivoli-AVS-EMEA
= 5) Tivoli-AVL-AP
= 6) Tivoli-AVL-LA
= 7) Tivoli-AVL-WW

— Tivoli-AVL-US, Tivoli-AVL-EMEA, Tivoli-AVL-AP, Tivoli-AVL-LA
— Tivoli AVP Management (not an alias)

= 8) Tivoli-AVS-WW

—  Tivoli-AVS-US, Tivoli-AVS-EMEA
= 9) Tivoli-AVP-WW

—  Tivoli-AVL-WW, Tivoli-AVS-WW,SupWW_GRT-Tiv-All, Tivoli-AVP-ISS
= 10) SupWW_GRT-Tiv-All

— SupAM_GRT-Tiv-All, SUpEMEA_GRT-Tiv-All, SupAP_GRT-Tiv-Al
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dmin — Vacation Planner

Backup/Absences

1. Determine your backups, and inform your Manager

2. Update your Vacation Flanner and send to the appropriate team e.g. Tivoli-PSM-US or Tivoli-PSM-EMEA, PSA(s)

Vacation Day
Yacation Planner - Version 1.74 9/09/2003

Date:

05/15/2009 15

[T Multiple Consecutive Days

Type: DCuration:

& Vacation Day & Full Day (10:00:00 AM-06:45:00 PIM)
i PC Holiday  1/2 Day AM

i~ Flex Day  1/2 Day PM

i Site Holiday

Description:

KPMG - «<Backup Mame, Contact Infa>
UNICEF - <Backup Mame, Contact Info>

3. Inform your Customers via email.

4. Update your Out Of Office in Notes:



http://images.google.com/imgres?imgurl=http://www.profitability.net/content/images/BackupRecovery.jpg&imgrefurl=http://www.profitability.net/content/backup-and-recovery&usg=__vF1eBsFXqoVQQlz6yId4dvVq8ZI=&h=580&w=550&sz=82&hl=en&start=1&itbs=1&tbnid=B_jHCSYj8csWGM:&tbnh=134&tbnw=127&prev=/images%3Fq%3Dbackup%26hl%3Den%26gbv%3D2%26tbs%3Disch:1
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Using ILC

* There is on-line documentation:

= |LC data will be used to prove to the customer that time was spent
on his/her issues. Areas to be reported on are:

Activity Code
AV0224
AV0225
AV0226
AV0227
AV0228
AV0229
AV0230

Activity Description
Other Deliverables
Problem Management
Customer Visit
Knowledge and Skills
ROI Staff Advisement
ROI Risk Avoidance
ROI Proactive Tasks

" These codes correspond to AVP Deliverables as describe in the
Delivery section on the WIKi. This presentation as well as a detailed
list of ILC codes now reside on the WiKI.

= |f you can’t find an activity that corresponds to a deliverable, use
AV0224 as the catch all.



http://d01db034.pok.ibm.com/q_dir/qmx/gts_bt/q05dl.nsf/procnum/db8cacd7fc92dfb0872574ad002ab045?OpenDocument
http://d01db034.pok.ibm.com/q_dir/qmx/gts_bt/q05dl.nsf/procnum/db8cacd7fc92dfb0872574ad002ab045?OpenDocument
https://w3.tap.ibm.com/w3ki08/display/SAVTW/Delivery
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Accelerated

VALUE PROGRAM | IBM Software Group
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AVP WIKI ILC Instructions

IBM Software Accelerated Value Program - Tivoli Wikih — Searching SAVIW

Delivery w3 Home | BluePages | HelpNow | Fg

Info Published on May 13, 2010 OB g |

NOTE: These are the basic xBrand Deliverables. The Tivoli
Accelerated Value Deliverables are built from the IBM SWG
Deliverables, and this section is included mostly just for reference.

» xBrand Delivery Templates

# xBrand Delivery Education

Customer Info )
s AVL Deliverables &

Delivery Teams o Problem Management

Enhancements Basic Deliverables o Customer Reporting
FAQ o Customer Profiling
K e o Escalation Management
o Support Flanning

Process

cever o meoewewes

Documentation

» AVS Deliverables ®
Tools ) .
Skills Sharing,

Wiki Statistics \l Remote Analyst

« IBM SWG AVP ILC Instructions®

On-site Analyst
* SWG AVP ILC Activity Codes @

On-site Analyst Days
Reguest On-Site Days

(= I = T e T o o

s Standard Deliverables &
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Knowledge Sharing Sessions

* Offered exclusively for our Accelerated Value Customers

v Topics come directly from customer suggestions and requests
v" Topics cross all segments

v One hour sessions are recorded via Centra

v" Playback Links available for missed sessions

v"ldeas or Recommendations are forwarded through AVLs
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Segment Champions

= Segment Focused Teams to help serve AVP clients more efficiently

v
v
v

Focal Point for any specific segment related request
Inner Circle communication structure

Intended to ensure AVL/AVS are aware of Segment Roadmap/strategy plans and properly
leverage them

Group meets monthly
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Accelerated Value Support Portal

Manage my product list

Company products [JESR Y

» http://www.ibm.com/supportportal

My products list

Select products assoc iated with my tompany. (o] Active  Product name

Home Solutions~  Services

[] Alloy by I8M and SaP ‘;l [a]

[ 18M Mashup Center [] 1BM Mashup Center i
[#] 18 Mobile Portal Accelerator | & Version/0S
[ Lotus Activelnsight Add to my [ Cloudscape Qvesonos

[ Lotus Component Designer

curent

v Products ~  Support & downloads ~ Ry 1BM - Coguos S5usiess

Welcome Janis Thomas [Not you?] [ IBM Sian out]

+ G0 to quick start

Choose your products

5] Manage my product
lists

w Viewed Products

|:| Maximo MainControl

Tivoli brand support
(general)

v Your saved products

Tivoli Monitoring

Maximo Agzet Management

Tivoli Application
Dependency Discovery
Manager

Tivoli Netcool OMNIbus

Tivoli Federated Identity
Manager

Tivoli ldentity Manager

Tivoli Access Manager for
e-Dusiness

Choose your page

© oveniiew

% Downloads

g Enhanced PMR Management
Support overview bt i e p—
Suppgrt for my selected PFOdLIDtS ° E t vasw (00167 12,000 53] [ AN Produdts in View g
r————— = oot oo e sz e
rese o jn rj: —— 27 200 l: 2009
My bookmarks + Technol Y ey o g
Trnshte tispage 1+ R
IBM Software Accelerated Value Program ERS T S ‘
Accelerating our clients' bus e P
Support resources +
7 Al Software Accelerated Value:
ostact ooy = | @=ggp| Access your personal account
Buy support and services + ¥ -

| m]

= Serviess-  Products-  Support & downiosds -

ey mhe

My support programs

= ETS Gateway
= Electronic Service Agent
= Integrated Metwork Support (RS

QOther IBM pages +
Product and brand links  +

Accelerated Value Program

Welcome Janis

Company: | Bl Support Portal AVP Users [ | °

Site availability (R
[®/BM Support Portal AVP Users: Virtual Red Carpet Lounge Site news +
= BM Support Portal AVP Users: Product inventory Support fesdback F

Company product list when managing products

=Bl Suppart Portal AVP Users: Company contacts
= BM Support Portal AVP Users: Reports

Icon indicates portlets or documents available
only to AVP participants

Flashes 8 alerts

4

- |=| X - =X

Featured links

 Tivoli brand support (general)
- Meeting User Needs with Tivoli Support

Cummnrttrekninal fesknmane

Alerts: Getthe most up to date alerts

foryour product(s) = Iy BN contacts

Enhanced manage problems portlet




TN TEM Software

Accelerated

VALUE PROGRAM IBM Software Group

Best Practices Initiative

* Ongoing Initiative to Provide Consistency and Efficiency to Team

v AVP Refresher — offered in April 2011
v" Tested with current AVP customer for fdbk
v" AVL and AVS Refreshers planner for Q3/Q4
Teaming and Collaboration Efforts being put in place for Dev, L2, Sales, AVP
v Reviewing and Standardizing Scorecards / Executive Briefs

<




IEM Software
Accelerated
VALUE PROGRAM

Unlock the value of your
software investments.

IBM Software Group




	Tivoli Accelerated Value Program:  Overview and Enablement for GRT – EMEA AP 
	Agenda
	Slide 3
	The AVP Value Proposition
	Accelerated Value Leader helps with planning, proactive support, strategic advising, situation management, and reporting Priority Call Handling Direct access to Sr. SW Engineers Accelerated Value Specialist provides deep technical skills, risk mitigation, fix advice, and diagnostic coaching (equivalent to BIGFIX Premium SME) On site assistance can include best practice reviews, performance optimization, deployment, migration, or upgrade assistance Emergency on site assistance On-site within 24 hrs. of SEV 1 Certification exam voucher provided (1) per named caller  Knowledge sharing calls exclusively for our AVP Clients First access to technical content that is relevant to your environment Delivery plan is a shared document that articulates your priorities and needs for the coming year; including success criteria for delivery
	Software Accelerated Value Levels
	Slide 7
	Named Resources Assigned
	Tivoli AVP Key Contacts
	Slide 10
	Getting Started
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	AVP Value Add 
	Basic Delivery Schedule and Output
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	AMPS Introduction
	Slide 26
	AMPS - Main page layout
	AMPS - Account options – PMR Info and Reporting
	AMPS - Account options – Journal Entries
	AMPS - Account options – Maintain Contacts
	AVL Reporter - Overview
	AVL Reporter - Report Formats
	Admin - PMR Alert Process
	Admin - AVP Support Team Room
	Admin - SSR Support Systems Request DB
	Admin - AVP Notes / Email Aliases
	Admin – Vacation Planner 
	Slide 38
	Using ILC
	AVP WiKi ILC Instructions
	Slide 41
	Offered exclusively for our Accelerated Value Customers  Topics come directly from customer suggestions and requests Topics cross all segments One hour sessions are recorded via Centra Playback Links available for missed sessions Ideas or Recommendations are forwarded through AVLs 
	Segment Focused Teams to help serve AVP clients more efficiently Focal Point for any specific segment related request Inner Circle communication structure Intended to ensure AVL/AVS are aware of Segment Roadmap/strategy plans and properly leverage them Group meets monthly  
	Slide 44
	Ongoing Initiative to Provide Consistency and Efficiency to Team  AVP Refresher – offered in April 2011 Tested with current AVP customer for fdbk AVL and AVS Refreshers planner for Q3/Q4 Teaming and Collaboration Efforts being put in place for Dev, L2, Sales, AVP Reviewing and Standardizing Scorecards / Executive Briefs 
	Slide 46

