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IBM ECM System Monitor

Maximizing Service Quality for your ECM
applications to ensure Competitiveness
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Enterprise Content Management System Monitor

Agenda

- The Business Challenge — ECM is essential

How do | maximize my ECM Service Quality?

What is the Business Value?

How do | get there?

Live Demo

© 2015 IBM Corporation
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So what is it all about?

productivity
Datacap oroactive user satisfaction
Case Manager

serwce quallty ECM health
fevet 5 COMpetitiveness

customer experlence
single pane of glass

CMOD

analytics

Content Collector

e
-

% Costs of operations
-

less downtime

By providing your ECM administrators a best in

class tool to manage their ECM ecosystem!

© 2015 IBM Corporation
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Enterprise Content Management System Monitor

ECM Applications are essential for customer satisfaction and
Line-of-Business productivity = your competitiveness

Higher customer-service-level
expectations, e.g. eStatements

Greater demands for productivity
amid complex decisions

Cost pressure in operating ECM
platforms 24/7

Compliance and auditing
requirements — business continuity

Full insight ECM stack to prevent
negative user impact — today N/A

© 2015 IBM Corporation
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Enterprise Content Management System Monitor

Consequences
More than Lost productivity and revenue in LOB
70% Customer satisfaction down

‘.“ Brand reputation damaged

Y
- .‘ Firefighting in ECM administration
[

of problems reported by High costs for problem determination

user due to lack of insight

into ECM platform and resolution

- No fault prevention Average cost of downtime approx.
- Business suffering $5,600 per minute!
from outages or (Gartner, Uptime Institute Symposium 2014)
performance
degradation

© 2015 IBM Corporation
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How do | assure ECM Service Quality?

IBM ECM System Monitor for proactive ECM
application health monitoring

ServiceTracer® supplementary solution to monitor
service quality from end user perspective

Integration into IT Service Management to enable

IT Operations managing ECM platform 24/7
- Event Management

- Service Level and Compliance Reporting

© 2015 IBM Corporation
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IBM ECM System Monitor — four pillars of value

1 2

Proactive Knowledge
Monitoring — Base —
Single Point

A

Reporting &

Analytics
extendable
of Control

@
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Enterprise Content Management System Monitor

Single Point of Control — entire ECM business service

* Repositories & Capture — FileNet, Content
Manager, Content Manager On Demand, Datacap

» Case — Case Manager, Case Foundation, BPM
* ILG — Content Collector, Enterprise Records

 Middleware — Databases, J2EE Application & Web ‘
Servers, LDAP, Tivoli Storage Manager, Storage

« Custom Monitoring — 3" Party and custom-built

applications, e.g. input and output management ﬁ

N
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Enterprise Content Management System Monitor

Monitoring KPI and Events of ECM Applications

Avallability & Status of ECM engines
and components, e.g. CPE or Library
Server

Accessability of ECM applications

Performance Metrics, e.g. for
document searches or logon

Capacity Metrics, e.g. for
ObjectStores or Queues

Errors and Log file Entries of ECM
components, middleware and
infrastructure

© 2015 IBM Corporation
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Analytics in ECM Platform Operations

Service Level Analysis — availability

- and quality, e.g. search and queue
performance or throughput KPI

< Irend Analysis — forecast future growth
patterns, e.g. for storage, queues, cases, ..

Charge Back — accounting for ECM
services, e.g. based on storage usage

© 2015 IBM Corporation



Enterprise Content Management System Monitor

[l
Al

i

@’:

11

Architecture

Dedicated Management Server & Event
Database processing events, analytics,
integration with ITSM

Agent on Managed Systems performing
local monitoring, log file analysis and
task execution

Remote Monitoring for databases and
z/OS based components (no agent)

ITSM Integration for central Event
Management / IT Operations and
Incident Management / Service Desk

Integration based on standards — log
file, SNMP, command line and API-
integration (Tivoli, HP) as well as SMTP

© 2015 IBM Corporation
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Multiple Consoles for multiple roles — 1

* Provides a quick overview
of the ECM health

* Plug-In for IBM Content
Navigator

L O [ = gk

File Window Desktop Tools Options Help OveI’Vi ew
O Overview X Console
‘ Custom Trees > Qverview Platform
Name ECM Middleware System SystemMonitor
4 Owverview Platform (%] P (V] V]
I FileNet P8 (%] P (V] V]
8 cms /] @ @ @
I cmop O\ (] (v] (v]
L] SM Server - [v]
%) ICN - ECM-SM Integration - Mozilla Firefox
ICN - ECM-SM Integration
‘ =
Hame Case Application WAS Web
 Globsl Corporafion = [¥] %] (%] (V]
¥ 1 - Clims Processing & - %) %) H -
e > = 5 Integration -
¥ Modeware " - (] - - 7] - -
¥ Mantoring = - 7] - - - @ -
System ) - (] - (7] - - -
¥ 2-Loan Origiaion = [¥] - - V] - @ (V]
Y ow © - - - (V] - - -
¥ Medewsre ™ [¥] - - - - @ (V]
¥ Montoring ) - - - - - (7] -
» System ) - - - - - @ -
7 3- Accourts Payatle = - (V] (7] (%) - - (7}
? fatm ‘w - - (V] ) - - -
¥ Montoring ® - (] — © - - (/]
» System ) - 7] - - - - (V]

’@ ECM 5M

\ ‘.L-' ¢ localhost: 23990/ rap

© 2015 IBM Corporation



Enterprise Content Management System Monitor

13

Event List and Details for
root-cause analysis

« Knowledge Base to speed sl
up troubleshooting

Multiple Consoles for multiple roles — 2

Pleie & &S

Enterprise Content Management System Monitor

File Window Desktop Tools Options Help

[ Tree 21 2 Event Details

[ Event List I

Ywﬂesumi Value Ful Qualified Hot iilicaunn Name Data Stream
____

contains 0 index requests =

™ Business View of De-/Select Al ¥) Refresh O History view P Filter = = 00

Wassage Taxt
) Rafrash ¢ New

Ovenview Platform

gcump W)

F IceMailObjacts [1 WA

Gota Page ) ([ pageiofz (][ Event 1- 30 of 45
) Knowledge Base Entry 5 > add v=pn
et oty s e WAL Knowledge Base Entry
NDARD
» General T
' Error Cause and Corrective Action
File Window Desktop Tools Options Help :
[ Tree B = O [ event List | [} Event Details £2 | Business View JTC+02:00
7 || [Event Detail Value
¥ Refresh &2 New Data Stream ComponentManagerStatus
ver v PlaTonn 7 || |Sequence Number -1
Event Class FileNetBasis
Timestamp 2014-10-16 11:52:56 +0200 User | 2014-10-16 09:53:56 +0000 UTC | 2014-10-16 11:53:56 +0200 Agent
Full Qualified Host Name Iswinfip8.demo. example.com
P Address 192.168.2.3
Agent Host Name Iswinfip8.demo.example.com
Agent TP Address 192.168.2.3
Severity Critical
Source Cenit Advanced Logfile Adapter
Sub Source calamon
Source Name ‘ComponentManagerStatus PB_5.1_OneBox ComponentManager lswinfnps.demo.example.com

B0 Iccmailobjects [1 wa]
[ IccObjectsNotStoredFinally [1 WA]

Goto Page [E| [« |: Page 10f 1 |:\ |:

1 Knowledge Base Entry £

1 ObjectsiotStoredFinally (1 WA Knowledge Base Entry

LT
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Why IBM ECM System Monitor?

ECM specific health information — get alerted
ahead of time

End-to-end Monitoring of ECM business services 24/7 in
one Single Point of Control

Full insight for ECM administrators and integration with
IT Service Management / IT Operations

Fault prevention instead of firefighting — happier and
more productive users, customer satisfaction

Best integration and currency with IBM ECM applications

© 2015 IBM Corporation
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Enterprise Content Management System Monitor

ngher Value for ECM |nvestment @bank Source: Presentation at IBM Insight

conference — Las Vegas, October 2014

Leadin
Eventsg Discovery Resolution

Service
Confirmation a Ng visibility until end users report problem

Without ECM health monitoring
Outage Troubleshooting

» Time-consuming troubleshooting
\ J

|
Users impacted — Service Level breached

= Significant impact on end user productivity

Leading ) ) . .
Events  Discovery  Resolution With ECM System Monitor
. Service
Outage | Troubleshogtin : . . .
g Eonfirmation = Faster detection of incidents, even before
‘ ‘ outage > prevention of outage possible
[

\ ] = Faster identification of root-cause and corrective
action

Users impacted — Service Level breached
» Reduced impact on end user productivity

Leading _ . o With ECM System Monitor automated response
Events Piscovery  Service Confirmation
Outage| Resolutio = Faster detection of incidents , even before
‘ ‘ outage > prevention of outage possible
. ——— » Fast resolution due to automated response
LYJ * |n best case no impact on end user productivity

Users impacted — Service Level breached
15 © 2015 IBM Corporation
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IBM ECM System Monitor and IT Service Management

ECM specific application health monitoring
using IBM ECM internal APl and tools —
not available in generic monitoring
solutions

Value-Add solution targeting ECM
Administrators and L2/L3 Support

Integration with enterprise IT Service
Management / IT Operations tools

Currency with ECM applications —
supported by IBM ECM Support

Protects Investment in ECM and ITSM
Technologies

© 2015 IBM Corporation
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The Benefits — Better Service Quality
for ECM users
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Assures ECM Service
Quality due to
automated fault
detection and
prevention

Reduces number of
trouble tickets
significantly — cost
savings in Service
Desk and
Administration

Higher productivity
in business, better
customer service
and experience, risk
mitigation

Is a standard
solution — currency
with ECM platforms,
integrated into IT
Service Management

Assure better business outcomes with IBM ECM System Monitor

Simplified and
accelerated problem
analysis and
resolution — less
cost in operations

Enables IT

Operations to
manage ECM
services 24/7

© 2015 IBM Corporation
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Large US Insurance Company / CENIT

IBM ECM System Monitor improves uptime and reduces operations costs

ECMSM is monitoring
the health of more than
200 FileNet and ICC
servers.

At a glance view of ECM
applications from end
user perspective.

Business challenge:

*Very large ECM environments supporting multiple business units

*Meet key internal service level agreements (SLAS) — 24/7

*Reduce costs of operating ECM platform by automating mundane routine work
sImprove business user perception

The solution —implemented by CENIT:

*ECMSM helped to reduce ECM incidents by 55% - increase uptime to 99.99%
«Critical alerts are forwarded to central command center using BMC — 24/7
*Response time to incidents is significantly improved

*Reporting for SOX Compliance and Corporate Audits is automated
*ServiceTracer® automates daily function testing and simplifies QA testing

© 2015 IBM Corporation
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Large US Bank / CENIT

IBM ECM System Monitor improves uptime and reduces operations costs

ECMSM is monitoring
the health of more than
80 FileNet, Datacap,
Case Manager, Lombardi
and 34 Party servers.
Monitoring of 20+
custom apps.

) Business challenge:
Analytics -Business critical ECM applications, e.g. consumer loan and lease operations
*Meet service level agreements (SLAS) — 24/7
*Reduce costs of operating ECM platform by automating mundane routine work
*Protect positive perception of internal users and customers
*Replace labor-intensive custom-built monitoring of ECM platform

Task Automation and

The solution —implemented by CENIT:

*ECMSM helped to reduce ECM incidents and increase uptime

+Critical alerts are forwarded to central event management using CA — 24/7
*Response time to incidents is significantly improved

*Reporting of service levels and performance is automated

*ServiceTracer® automates performance monitoring and simplifies QA testing

© 2015 IBM Corporation
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IT Service Provider for German Cooperative Banks / CENIT

IBM ECM System Monitor improves uptime and reduces operations costs

ECMSM is monitoring
the entire document
processing chain —IBM
Content Manager, Tivoli
Storage Manager,
WebSphere AS and DB2.

Core Library Servers run
on z/OS Mainframes,
Resource Managers and
other components on
UNIX servers.

"Now we can see the entire
ECM production chain,
including TSM. The CM8

administrators have insight
into their platform as never
before. “

AFIDUCIA

Ihr IT-Partner

Business challenge:

*ECM platform for 66,000+ users in 350+ cooperative banks — customer-facing
applications with strict service level agreements (SLAS) — 24/7

*Protect brand reputation

*Understand health of entire document management process end-to-end

The solution —implemented by CENIT:

*ECMSM helped to reduce ECM incidents and increase uptime

+Critical alerts are forwarded to central event management using LeuTek — 24/7
*Response time to incidents is significantly improved

Single pane of glass improves administrators’ productivity

*Better understanding of underlying middleware and TSM

© 2015 IBM Corporation
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The Implementation Approach
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Tailored turnkey implementation
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Analysis & Conception — Best Practices and
customer-specific requirements

Installation & Configuration — of management servers &
agents in production & non-production environments

Administrator Training — how to use and maintain
solution, delivered in your environment

Fine Tuning — tweaking of monitor thresholds and log file
filtering — collect as many events as needed, but as few
as possible

23

- Optional — implementation of custom monitoring or end
user quality measurement

© 2015 IBM Corporation
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Live Demo

« ECM Managed in a
console?

* Videos of an ECMSM live
demo can be found in the
IBM YouTube channel

m Deskicp Tools Optons Help

i@ECMSM

G

(€ ) @ localhost: 23930 frap

File Window Desktop Tools Options Help

1 Overview 3

‘ Custom Trees > Overview Platform

Name

+ Il FileNet P8

» I cvs

« g Overview Platform

I1POGG

Tmustamg

» l§ cmop ¢ &
+ e SM Server
e [— s cumert ™ - "
» ° ° (] (] @ ° [
- - L ° ° o (] ~
» - ) o @ - - -
. - ° - - [} - -
. - ° - - - ° -
Po== A e~ - —
o a o - - ] - ] ]
/ — ae » - - - ° - - =
| & @ localhost: 23990 rap [y » ° = = = - o o
* oy . - - - - - ) -
File Window Desktop Tools Options H + oyn » - - - - - ) -
- 3- Acoourts Paretie - - o o 4] - - [}
T overview 3 [ Vaonm i - - ] o - - -
Moty - - (] =, o = - (]
| Custom Trees > Overview Sites * omn - - [} - o - - ]
T
MName ECM Middleware System SystemMonitor
= Overview Sites R
» B New York ) e ) Q
» B Dubai i o o Q
L (%] A () QG
» [l Stuttgart - - [] (]
nterprise Cantent Management Sysiem Monitor
= 0| [CABBELREE] 1 #vent Dot | 1 susess view, o Do Scloct a1 D Ratrush O vistory viam B Fiter © 0
vas Full Quaitod Ho: Appicatien amo Data stsam
| mwemsascok  linkes.demo. FIPSDS - CbjctstouStongeds Objectstestoragesra Dekiop Todl Gotire e
- Evant Batal ks
MRSt lmipdemo. ComponaniManagerdueusSiatal Componen Managarcus o3tz swaam Compansnmesnapurstans
WISt ihes.demc. PELoMSIt - Tramacton de PELeStR .
2014-10-16 11531440 0 o damo. lecHalObjocts [ [
aewiwnszesco bwinkpsdeso Timastarp 2034-10-16 152156 40200 Usar | 2014-10-16 03/53:56 40000 UTE | ZB34-10-16 115356 40200 Agent

B tecHaiObiects (1 Wal

B9 Objectsniotstersarnaty [1 W]

ale

B8 lecobjectoNotStoracEnaly [1 WA) |

7 Knowlaiga Base Enry 5

Knawledge Base Entry

@9 tocMaRbjocts [1 WAl

o Sstem Status: AVAILABLE SAMOGECMEMETD | 20141010 11:45:10 0200 UTCH2:00

O tecnbjectanststacadrnaty (1 WAl

[rEt————
I doma exampie com

& 5.1 Onetor & —

[ 3 vage sors
1 krwiadge Bace Ensy 33
Knowledie Base Entry

[
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Summary

 Maximize Business Outcomes — Protect LOB
productivity and brand, maximize customer experience

* One Single Point of Control for ECM administrators
— full insight into entire ECM platform

* Functional Monitoring — from business perspective,
not IT components and silos

* Integration — into enterprise-wide IT Service
Management

* Risk mitigation — meeting IT compliance and auditing
requirements
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Next Steps

Requirements Analysis — what applications shall
be monitored, how many systems?

Solution Scenario — implementation scope and costs for
software and services

Presentation — of solution and associated costs

© 2015 IBM Corporation
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Thank you!

shass@us.ibm.com
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