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Integrated Service
Management for
banking, financial
markets, and insurance

Highlights

● Deliver services more effectively and
efficiently in banking, financial markets,
and insurance 

● Improve responsiveness through better
business visibility

● Drive business model efficiency with
quality and agility through higher levels
of automation

● Help reduce operational risk, cost and
complexity by integrating business and
IT services across the enterprise

● Leverage a service-centric foundation
to deliver higher-quality services for
improved customer satisfaction

Organizations in banking, financial markets and insurance face a daunt-
ing array of challenges related to cost, operational risk and changing
compliance requirements. Payment systems is just one example where
financial institutions, are reducing payment clearing periods, thus
reducing float incomes. Institutions are supporting multiple channels
for transactions, meeting payment processing costs for these channels
and carrying the overhead burden of maintaining legacy systems in
silos. Meanwhile, tighter risk and compliance requirements are forcing
organizations to maintain records for longer periods. All of these fac-
tors contribute to higher operating costs, eroding the bottom line.

To complicate matters, technological advances have enabled nontradi-
tional bank competitors like mobile phone operators, retailers and
money transfer service providers to target banking services like payroll
and remittance services. To drive profitability, banking and financial
service organizations are looking for new ways to gain market share
and increase customer loyalty while at the same time implementing
operational efficiencies that reduce the cost of doing business. They
are looking for new solutions to integrate business and IT—innovative
approaches that can enable competitive advantage by helping them
speed time to market, leverage customer data for growth, and address
changing regulatory compliance requirements.

Drive competitive advantage
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Visibility

See your
business

Govern your 
operational

assets

Build
agility into
Operations

Control Automation

Integrated Service Management can help you overcome the roadblocks 
to innovation by providing you the visibility, control and automation you
need to answer the challenges of providing financial services in today’s
competitive marketplace.

Service management can help service-intensive companies
such as those in the financial services industries optimize the
unique components of the services business model. Integrated
Service Management from IBM software is an integrated
approach that goes beyond IT service management, offering
comprehensive tools and processes that can help drive com-
petitive innovation. Integrated Service Management can help
companies in the financial services industries deliver their
services more effectively and efficiently to the customers who
rely on them.

Overcoming the roadblocks to innovation
There are roadblocks to innovation at every turn, and they
can hinder your ability to stay competitive in the financial
services sector:

● An obscured or incomplete view of the business can result
in increased operational risk and lost market opportunities.
When you don’t have access to information in real time, it’s
harder to make decisions or move quickly on opportunities.

● Inadequate governance can lead to unnecessary risk and the
inability to effectively address audit and changing compli-
ance requirements.

● Operational disconnects can reduce your efficiency as well
as your return on assets.

Today’s businesses rely on their IT organizations to provide
the data and capabilities that can help overcome these road-
blocks. As part of an effective business and IT integration

strategy, Integrated Service Management can help provide
you the visibility, control and automation you need to 
answer the challenges of providing financial services in
today’s competitive marketplace:

● Integrated visibility across business and IT can help you see
your business more comprehensively and can enable new
levels of responsiveness.

● Integrated control processes across business and IT can
facilitate better quality, governance and regulatory 
compliance outcomes.

● Integrated automation across business and IT can help
build greater agility into your operations.
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Creating business-aligned solutions
Integrated Service Management can help financial services
organizations create business-aligned solutions by providing
vital capabilities in key areas to address your most pressing
needs.

IT operations
IT operations capabilities from Integrated Service
Management cover a broad range of service management
areas, including service delivery and process automation,
service availability and performance, and service-oriented
architecture (SOA) management. By optimizing service 
delivery and improving process automation, financial services
organizations can better control costs and improve service
quality. Addressing service availability and performance can
help organizations reduce operational risk, optimize infra-
structure utilization and improve availability by moving from
reactive to proactive management. And SOA management
capabilities can help deliver a Web services infrastructure that
offers more flexibility, higher performance and stronger 
security.

Security operations
A robust IT security environment is an integral part of every
financial services infrastructure. Security, risk and compliance
management capabilities can help financial services organiza-
tions stay ahead of outsider and insider threats to data, sys-
tems and applications. Integrated Service Management
delivers timely visibility into your business continuity risks
and overall compliance posture, and provides critical func-
tionality for managing security operations, including identity
and authentication services, data confidentiality, user activity
monitoring, real-time threat and incident handling, policy
evaluation and enforcement, and compliance reporting.

Storage operations
Storage and information management capabilities from
Integrated Service Management can help financial services
organizations create highly resilient storage infrastructures,
protect valuable information assets and comply with stringent
data retention, protection and retrieval policies. The end
result is an optimized storage infrastructure for more effec-
tive business continuity planning and compliance efforts.

Service management focused on business goals
The continuing convergence of business and IT operations
provides a means for integrating service orientation and serv-
ice management focused on business goals across all types of
processes within the organization. By enabling a dynamic
infrastructure and a unified infrastructure, Integrated Service
Management Solutions provide visibility, control and automa-
tion across all business and IT assets to facilitate human col-
laboration, workflow management, problem resolution, and
process automation, thus providing corporate executives the
ability to view and manage assets across the institution to
achieve corporate objectives.

Integrated Service Management connects all elements of a
dynamic infrastructure, enabling organizations to measure
and manage services “top down” from the defined business
services that generate revenue to the underlying physical and
IT components that support them. It also enables companies
to measure and manage services from the perspective of the
end user receiving the service.
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For more information
To learn more about Integrated Service Management for
financial services, contact your IBM Business Partner or visit
ibm.com/tivoli

About Tivoli software from IBM
Tivoli® software offers a service management platform for
organizations to deliver quality service by providing visibility,
control and automation—visibility to see and understand the
workings of their business; control to effectively manage their
business, minimize operational risk, and protect their brand;
and automation to optimize their business, reduce the cost of
operations and deliver new quality services more rapidly.
Unlike IT-centric service management, Tivoli software deliv-
ers a common foundation for managing, integrating and
aligning both business and technology requirements. Tivoli
software is designed to quickly address an organization’s most
pressing service management needs and help proactively
respond to changing business demands. The Tivoli portfolio
is backed by world-class IBM Services, IBM Support and an
active ecosystem of IBM Business Partners. Tivoli clients and
Business Partners can also leverage each other’s best practices
by participating in independently run IBM Tivoli User
Groups around the world—visit www.tivoli-ug.org

IBM Global Financing
Additionally, IBM Global Financing can tailor financing 

solutions to your specific IT needs. For more information on

great rates, flexible payment plans and loans, and asset 

buyback and disposal, visit: ibm.com/financing
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