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Agenda
9:00-9:15 Velkomst v/Mads Bjørklund, Senior sales Specialist

9:15-10:00 Introduktion til IBM’s IT Service Management strategi
v/Jørgen Krog, NE IOT Manager

10:00-10:30 Konkrete eksempler på problemstillinger og udfordringer i forbindelse med indførelse af
Change & Configuration Management
v/Michael Imhoff Nielsen, Service Management Pricipal

Pause

10:45-11:45 Hvordan kommer man igang og optimerer Change- og Configuration 
Management processen ved hjælp af Application Dependency Discovery
Demo v/Mogens Theill

11:45-12:00 Afrunding

12:00 Frokost
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IT Service Management
Efficiently and Effectively Aligning
IT Performance to Business Goals

Name: Jørgen Krog
Title: Sales Manager – Business Automation
Organization: IBM Tivoli Europe
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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Actual Application Architecture for Consumer Electronics Company

Architectural Complexity Reduces IT Efficiency & 
Effectiveness

Actual Application Architecture for Consumer Electronics Company
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IBM IT Service Management IBM IT Service Management –– ChallengesChallenges
Despite the focus on IT Operations’ “Effectiveness and Efficiency”, only 
little change in IT spending percentages can be seen over the past 5 years.
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2005 Total IT Spending on IT Internal Staff¹

77% of firms rated improving IT efficiency as the most important
operational priority in 2006²

¹ Source: Gartner Research “U.S. IT Spending and Staffing Survey, 2005, Table 5” dated 2 November 2005
² Source: Forrester Research “North America’s 2006 Enterprise IT Spending Outlook” 3 February 2006
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By shifting focus from IT systems 
or infrastructure management 
towards IT service management, 
customers can:

• Reduce costs

• Manage complexity

• Ensure compliance

• Respond to change

“We’re trying to resolve a huge 
morass  of IT complexity, while 
demand for our services keeps going 
up. We’re getting hit from both sides.  
So what are we doing about it? We’re 
delivering an adaptive IT organization 
that provides services on demand to 
support the needs of the business.”

– George Surdu, Director, Global 
Information Technology Infrastructure, 
Ford Motor Company

IBM IT Service Management IBM IT Service Management –– Value PropositionValue Proposition
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Leading CIOs have a goal of driving                                       
down the ratio of IT spending for on-
going IT operations and maintenance                             
to accomplish four goals:

• Demonstrate that they are effective                             
managers of the IT function

• Make room for new IT initiatives that back business 
strategies and goals

• Fund technology R&D without seeking extra funds

• Cut overall IT costs, if required

“A company that spends less of its 
overall IT budget on ongoing IT 
operations and maintenance than the 
peer group average will have better 
business results.”

– Forrester Research “US IT Spending 
Benchmarks For 2005” 24 May 2005

IBM IT Service Management IBM IT Service Management –– Value PropositionValue Proposition
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IT Dilemma:  Managing Cost and IT Dilemma:  Managing Cost and 
Responsiveness Across IT SilosResponsiveness Across IT Silos

Many businesses struggle to manage composite applications.
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IT Service Management is the Optimal Intersection IT Service Management is the Optimal Intersection 
of People, Process, Information and Technologyof People, Process, Information and Technology

Effective and efficient delivery of IT services in support of business goals.

TechnologyTechnology

ProcessProcess

PeoplePeopleInformationInformation IT ServiceIT Service
ManagementManagement

Processes

Information 

People

! Based on Best Practices
! Automated
! Customizable

! Interconnected
! Productive

! Standardized
! Federated
! Secure

Technology
! Integrated
! Virtualized
! Role Based
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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An innovative vision for the optimal intersection of people, process, 
information and technology.

Innovation that Matters Innovation that Matters –– IBM IT Service ManagementIBM IT Service Management

• Optimize the sharing of 
information across people, 
processes and technology

• Establish decision-making 
policies to collaborate across 
organizations

• Automate and integrate IT 
processes aligned to business

• Leverage IBM’s modular 
approach to achieve objectives 
and business goals
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A Comprehensive Approach to IT Service ManagementA Comprehensive Approach to IT Service Management

IT Operational IT Operational 
Management ProductsManagement Products

IT Serv ice IT Serv ice 
Management PlatformManagement Platform

IT Process IT Process 
Management ProductsManagement Products

Best PracticesBest Practices

DiscoveryDiscovery
Data SynchronizationData Synchronization

and Federationand Federation

CCMDBCCMDB
Reconciliation andReconciliation and
Name CorrelationName Correlation

Service Service 
DeliveryDelivery

and Supportand Support

ServiceService
DeploymentDeployment

InformationInformation
ManagementManagement

BusinessBusiness
ResilienceResilience

IT CRM and IT CRM and 
Business Business 

ManagementManagement

Server, Network 
and Device 

Management

StorageStorage
ManagementManagement

Security
Management

Business Business 
ApplicationApplication

ManagementManagement

Open Process Open Process 
Automation Automation 

LibraryLibrary
(OPAL)(OPAL)

IBM Global IBM Global 
Technology Technology 

ServicesServices

Ecosystem of Ecosystem of 
System System 

Integrators and Integrators and 
Business Business 
PartnersPartners

IBM Tivoli Unified IBM Tivoli Unified 
ProcessProcess

(ITUP)(ITUP)

IBM IT Service ManagementIBM IT Service Management
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Taking a Modular Approach to IT Service ManagementTaking a Modular Approach to IT Service Management

IT
SM

 V
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ue

Resource 
Centric 

Management

Service 
Aware 

Management

IT Service 
Management

Technology Focus Business FocusService Focus

ProvisioningProvisioning Service DeskService Desk

MonitoringMonitoring PerformancePerformance

IBM Tivoli ADDMIBM Tivoli ADDM

ProvisioningProvisioning Service DeskService Desk

MonitoringMonitoring PerformancePerformance

ComplianceCompliance Change AuditsChange Audits

ApplicationApplication
Maps DBMaps DB

Time/Phases

ProvisioningProvisioning Service DeskService Desk

MonitoringMonitoring PerformancePerformance

Change and Configuration Change and Configuration 
Management DatabaseManagement Database

ConfigurationConfiguration ChangeChange

ApplicationApplication
Maps DBMaps DB

ProcessProcess
DatabaseDatabase

StorageStorage

AvailabilityAvailability ReleaseRelease
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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IBM Tivoli Application Dependency Discovery ManagerIBM Tivoli Application Dependency Discovery Manager

IT Operational IT Operational 
Management ProductsManagement Products

IT Serv ice IT Serv ice 
Management PlatformManagement Platform

IT Process IT Process 
Management ProductsManagement Products

BestBest Practices

• Automated Discovery – Fully 
automated application mapping and device 
discovery for unified view of configuration 
items in a CMDB

• Audit and Control – Manage the change 
process and provide record of change as a 
checkpoint for compliance and audit 
requirements

• Integration – Provides an integration 
point for other IT Service Management 
processes and management data

IBM IT Service Management

• 80% of business service related failures are due to IT changes that had 
unpredicted impacts.

• IT must manually identify relationships and dependencies between 
applications and the supporting infrastructure, which is typically undergoing 
numerous changes every day.
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www

TodayToday’’s Service Visibility Challengess Service Visibility Challenges

Critical relationships and change information are 
missing or hidden.

Visibility is the key success factor to:
• Know and control what you have
• Change it effectively

• Exploding complexity

• Silo-based management

• Accelerated change

• Increasing service level demands
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TADDM Application MappingTADDM Application Mapping

See the Big Picture
• Broadest and most extensible coverage
• Deepest cross-tier, run-time detail
• Only fully automated application discovery

Leverage your investment
• Open and published Schema, API and SDK 
• Field integrations completed in days
• Scales to global enterprise needs

Rapid time to value
• Fast, low cost implementation 
• Agent-free auto-discovery 
• Pre-packaged analytics

Application Topology

Application Infrastructure

Physical Topology
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API

Discovery Engine
and Sensors

Data Center 
Reference Model

Application Mapping 
Database

Run-Time 
Env ironment

External 
Applications

TADDM
Client

TADDM Server

1 2 3 4

5

1   The agent-free discovery engine coordinates the discovery sensors to collect the identity, attributes and configuration

2   The data is fed to the data center reference model creating the run-time cross-tier application topologies

3   The topologies, along with their configuration data, inter-dependencies and change histories are stored in the database

4   The TADDM client prov ides rich analytics and topological views of the discovered enterprise

5   Third-party applications (like serv ice desks) integrate and access the TADDM server via APIs

How TADDM Works How TADDM Works –– The Big PictureThe Big Picture
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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A CMDB is More Than a Data StoreA CMDB is More Than a Data Store

IT Operational IT Operational 
Management ProductsManagement Products

IT Serv ice IT Serv ice 
Management PlatformManagement Platform

IT Process IT Process 
Management ProductsManagement Products

Best PracticesBest Practices

DiscoveryDiscovery
Data SynchronizationData Synchronization

and Federationand Federation

CCMDBCCMDB
Reconciliation andReconciliation and
Name CorrelationName Correlation

IBM IT Service ManagementIBM IT Service Management

Data integration
• Integrates and shares data across complex organizational silos
• Proactively manages data currency and accuracy 
• Is the true, authoritative source of record

Workflow integration
• Is coupled with an automated change management process to ensure integrity and 

consistency of configuration items
• Increases coordination and data sharing

Policy integration
• Enforces policies to ensure compliance with internal and regulatory requirements
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ReconciliationReconciliation
Reconciliation will ensure the data is coalesced – avoiding duplicates and 
enabling matching of configuration items from different sources

Availability Process ManagerAvailability Process Manager Release Process ManagerRelease Process Manager Storage Process ManagerStorage Process Manager
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Software Product  (Asset)

Software Component

Confi guration
It em Tables

CMDBCMDB
Data StoreData StoreChange and Configuration Change and Configuration 

Management DatabaseManagement Database

Configuration Configuration 
InformationInformation

AssetAsset
InformationInformation

TransactionalTransactional
InformationInformation

Additional Additional 
SourcesSources

CI InstanceCI Instance

IP ADDRESS
192.168.1.64

HOSTNAMEHOSTNAME
apache1.bill.netapache1.bill.net

HOSTNAMEHOSTNAME
apache1.bill.netapache1.bill.net

MAC ADDRESSMAC ADDRESS
0003BA165C550003BA165C55

IP ADDRESSIP ADDRESS
192.168.1.64192.168.1.64 MAC ADDRESSMAC ADDRESS

0003BA165C550003BA165C55

OTHER NAMESOTHER NAMES

• Different naming rules for 
the same CI

• Reconciliation process 
resolves disparities and 
targets the right CI

Ensures the integrity of CI 
instances in the CCMDB
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FederationFederation
Federation will bring in multiple data sources directly and by linking to 
sources

Availability Process ManagerAvailability Process Manager Release Process ManagerRelease Process Manager Storage Process ManagerStorage Process Manager

Enterprise PortalEnterprise Portal OutOut--ofof--thethe--Box ReportsBox Reports Custom QueriesCustom Queries
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SynchronizationSynchronization
Synchronization will ensure the same version of the truth across
integrated systems

Availability Process ManagerAvailability Process Manager Release Process ManagerRelease Process Manager Storage Process ManagerStorage Process Manager

Enterprise PortalEnterprise Portal OutOut--ofof--thethe--Box ReportsBox Reports Custom QueriesCustom Queries
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Mapping and VisualizationMapping and Visualization
Mapping and visualization will enable a peer-to-peer and hierarchical view 
of the CIs
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Enterprise PortalEnterprise Portal OutOut--ofof--thethe--Box ReportsBox Reports Custom QueriesCustom Queries

APIAPI

SynchronizationSynchronization

H ost A.ib mc om

H ost A
H ost A

L AB EL/ DE SC

\\... .\..J JI3 8

\\... \..... 124 5

\\... .\.... ...T 1

\\... .\...J Z
\\..\ ....Y

\\... \....X

\\... \..... C

\\... \...B
\\... .\.... .A

IDE NT ITF IER

012

901

890

789
567

456

345

234
123

ID GU ID

Ta sk

Ta sk

Ta sk

SWC om p
SWC om p

SWC om p

C omp Sy s

C omp Sy s
C omp Sy s

T IME ST AM PSTY PE

H ost A.ib mc om

H ost A
H ost A

L AB EL/ DE SC

\\... .\..J JI3 8

\\... \..... 124 5

\\... .\.... ...T 1

\\... .\...J Z
\\..\ ....Y

\\... \....X

\\... \..... C

\\... \...B
\\... .\.... .A

IDE NT ITF IER

012

901

890

789
567

456

345

234
123

ID GU ID

Ta sk

Ta sk

Ta sk

SWC om p
SWC om p

SWC om p

C omp Sy s

C omp Sy s
C omp Sy s

T IME ST AM PSTY PE

Ru ns O n5 671 23
Ru ns O n4 561 23

TY PET OF RO M

Ru ns O n5 671 23
Ru ns O n4 561 23

TY PET OF RO M

Managed Element

Relati onship

General  Purpose
I nst ance Tabl es

T CM

T PM
S CM

M SS Nam e

\\ ...\.. .C357

\\ ...\.. .B246
\\ ...\.. .A135

A liasMS S G UID

T CM

T PM
S CM

M SS Nam e

\\ ...\.. .C357

\\ ...\.. .B246
\\ ...\.. .A135

A liasMS S G UID

Management Sof tware System

3 571 23

2 461 23

1 351 23
M SS  G UIDG UI D

3 571 23

2 461 23

1 351 23
M SS  G UIDG UI D

MSS Managed El ement  Li nk

MSS Identif er s

Rel at ionships

2 22

1 23

2 22

1 23

Managed Element Ali as

Har dware (Asset)

123123

Comput er  System

Operati ng System

Protocol Endpoint

I P Networ k

Software Product  (Asset)

Software Component

Confi guration
It em Tables

CMDBCMDB
Data StoreData StoreChange and Configuration Change and Configuration 

Management DatabaseManagement Database

CustomerCustomer
Data SourcesData Sources

SAPSAP
LandscapeLandscape
DirectoryDirectory

ABAP

XI

IT S

W AS

Po rtal

GUI

SA P System

ABAP

XI

IT S

W AS

Po rtal

GUI

SA P System

ABAP

XI

IT S

W AS

Po rtal

GUI

SA P System

XMLXML
FilesFiles

CSV andCSV and
Text FilesText Files

Federation Based on                     and          Federation Based on                     and          TechnologyTechnology

CustomerCustomer
Data SourceData Source

Discovery Discovery ofof
New AcquisitionsNew Acquisitions

IT Infrastructure IT Infrastructure –– Servers, Networks, Mainframes, Middleware, Applications, BusineServers, Networks, Mainframes, Middleware, Applications, Business Servicesss Services

TivoliTivoli
OperationalOperational
ManagementManagement

ProductsProducts

Sy
nc

hr
on

iz
at

io
n

Sy
nc

hr
on

iz
at

io
n

DiscoveryDiscovery
LibraryLibrary

DiscoveryDiscovery
ServersServers



IBM Software Group  |  IBM Tivoli Software

26

Comparing Capabilities Comparing Capabilities –– Service Desk vs. CMDBService Desk vs. CMDB

"
"
"
"
"
"
"

Standard 
CMDB

"• Tooling
"• Highly Available CMDB

"• Automated Policy Enforcement Through Process
"• Standards-Based APIs for Application Interface

"• Logging of Known Errors
"• Incident and Problem Tracking

"• Escalations

"• Process Aggregation and Bottleneck Analysis

"• Standards-Based Process Modeling / Runtime
"• Accurate Change and Configuration Management

"• Data Synchronization

"• Resource and Relationship Auto-discovery

"• Change History
"• Out-of-the-Box Reports
"• Process and CI Relationships

"• Operational Management Product Integration

"• Data Federation
"• Resource Reconciliation

Tivoli 
CCMDB

Service Desk 
or CDBCapability
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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What are Process Managers?What are Process Managers?

IT Operational IT Operational 
Management ProductsManagement Products

IT Serv ice IT Serv ice 
Management PlatformManagement Platform

IT Process IT Process 
Management ProductsManagement Products

Best PracticesBest Practices

Service Service 
DeliveryDelivery

and Supportand Support

ServiceService
DeploymentDeployment

InformationInformation
ManagementManagement

BusinessBusiness
ResilienceResilience

IT CRM and IT CRM and 
Business Business 

ManagementManagement
IBM IT Service ManagementIBM IT Service Management

• Products that automate IT management 
processes for rapid responsiveness and 
greater flexibility 

• Based on experience applying ITIL®, eTOM, 
CoBIT and CMMI in customer environments

• Integrate with Tivoli and non-Tivoli 
management products 

• Customization tools allow customers to:
• Customize the processes 
• Integrate additional products into the processes 

including in-house and third party applications
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Maintaining Application Service LevelsMaintaining Application Service Levels
Challenges
• When IT resources are unavailable 

or not performing as expected, a 
company’s business is at risk

• Turning data into information and 
information into business value 
and higher quality of service

• The reality is¹:
• About 50% of outages are reported by 

customers via the help desk
• IT operations uses help desk reporting 

to identify about 70% of the problems
• IT change leads to more than 60% of 

availability and performance issues
• When a problem occurs, 80% of IT 

operations time is spent isolating and 
diagnosing the problem

Requirements
• Automatically sense poor 

performance in an application
• Identify what changes have been 

made
• Prioritize problems and incidents 

based on the impacted SLAs
• Determine resource relationships 

and identify failing components
• Dynamically launch needed 

diagnostic tools from a dashboard
• Base the corrective action on 

best practices and expert advice
• Verify that occurred problems 

have been resolved¹ Source: Based on IBM customer engagements
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Incident ManagementIncident Management

IT Service Management in action – isolate, diagnose and resolve incidents
Maintaining Application Service LevelsMaintaining Application Service Levels

IncidentIncident
ManagerManager

IncidentIncident
AssigneeAssignee

IncidentIncident
AnalystAnalyst
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ManagerManager

Establish Establish 
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FrameworkFramework
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Prov ide Initial Prov ide Initial 

SupportSupport
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Incident and Incident and 

Recover Recover 
ServiceService

CloseClose
IncidentIncident

Ev aluate Ev aluate 
Incident Incident 
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PerformancePerformance

Search for Search for 
Configuration Configuration 

ItemItem
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IBM Tivoli Availability Process Manager IBM Tivoli Availability Process Manager –– Determine Business Impact FunctionDetermine Business Impact Function
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WhatWhat’’s Unique in Availability Managements Unique in Availability Management

• Real-time application discovery                                 
and dependency mapping

• End-to-end application performance            
monitoring

• End-to-end transaction discovery and mapping

• Incident and problem classification and 
prioritization based on business service impact

• Holistic application management view – single 
portal view with integrated management information
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Benefits of Maintaining Application Service LevelsBenefits of Maintaining Application Service Levels

• Improved time to resolution
• Automates incident correlation for fast                         

problem identification
• Improve first call resolution rate
• Controls problems proactively by analyzing historical           

management data and identifying trends

• Improved performance against SLAs
• Reduced financial impacts 
• Higher business satisfaction with IT services

• Increased availability of critical business services
• Accurate classification and prioritization of problems
• Higher customer satisfaction

• Improved IT cost efficiencies
• Improved staff productivity and efficiency 
• Reduced overall incident and problem volumes
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Preventing Business Service DisruptionPreventing Business Service Disruption
Challenges
• 85% of problems are             

caused by IT changes¹

• 80% of problems are          
reported by users or      
customers¹

• 40% [of unplanned downtime] are 
caused by operations failures, 
typically people and process 
issues related to infrastructure 
changes, as well as configuration 
and problem management²

Requirements
• Dynamically use the pre-defined, 

best practice workflow, based on 
the type of change

• Urgent change
• Major change
• Minor change

• Fully understand the business 
impact prior to the implementation

• Automatically link the change 
management process with an 
automated release management 
process

• Assess the status of a change at 
any point in the process

¹ Source: Tiv oli Primary Research 2005
² Source: Gartner Report “Gartner Data Center Survey Shows

Application Availability Lev els Rising”, 15 April 2005

85%85%

80%80%
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Storage Capacity Storage Capacity 
AssessmentAssessment

Change Process ManagerChange Process Manager

IT Service Management in action – change management automation

ChangeChange
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WhatWhat’’s Unique in Change Managements Unique in Change Management

• Automated Change Management                      
ensures consistency and accuracy                            
in the execution of the process

• Integrating the Change Management process with 
the CMDB ensures the integrity and reliability of the 
configuration information in the CMDB

• Ability to automatically determine the appropriate 
Change Management process workflow based on 
the classification and prioritization of the request
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Benefits of Dynamically Managing IT ChangeBenefits of Dynamically Managing IT Change

• Optimized proccess implementation                             
based on type of RFC

• Automated, best-practice process to assess,                                     
implement and verify changes

• More accurate impact analysis and assessment
• Business impact of change is fully understood prior to implementation

• Increased efficiency – seamless integration with Release 
Management 

• Ability to assess status of change at any point in the process

• Improved collaboration across management silos
• Integration with CCMDB ensures other areas of IT have access to current 

change information

• Reduces costs while improving application availability
• Fewer personnel involved
• Workflow enforces consistent process execution resulting in fewer outages
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Maintaining Production Application RolloutMaintaining Production Application Rollout
Challenges
• 50% of applications put into 

production are later rolled back
• 68% of production application 

support is done by development 
teams – an average of 30% of their 
time

• 60% - 80% of average company's 
IT budget spent on maintaining 
existing applications

• Spending on administering and 
managing infrastructure is 
growing at two and one half times 
the compound annual growth rate 
of new server spend

Requirements
• View the critical path for 

coordinating multiple releases
• Automate the deployment process 

of release packages
• View a single consolidated report 

identifying success of the 
installation – even if multiple 
rollout tools were used

• Improve visibility into the status 
of all releases
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Release Process ManagerRelease Process Manager

IT Service Management in action – release management automation
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Maintaining Production Application RolloutMaintaining Production Application Rollout

Automated Release Testing, Automated Release Testing, 
Deployment, Installation and Deployment, Installation and 
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Application Planning and Application Planning and 
Release BuildingRelease Building
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WhatWhat’’s Unique in Release Managements Unique in Release Management

• Multiple distribution products can                             
be used for deployment

• Deployment success validated by                            
the distribution products

• Release Management process is tightly integrated 
with the Change Management process

• Changes reflected in the CCMDB

• Automatic roll-back upon failure

• Exception report can be used to establish new 
deployment list
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Benefits of Ensuring Quality RolloutsBenefits of Ensuring Quality Rollouts

• Increase success rate for software                              
and hardware deployments

• Improved coordination among organizational                      
barriers and management silos

• Consistently track releases from plan-to-production using a single tool 
• Reduced release errors by tracking and automating repeatable actions

• Improve ability to absorb high rates of changes to the IT 
infrastructure effectively 

• Minimize disruption of business services through synchronization of 
releases to pre-defined maintenance windows

• Complete audit trail of changes to the live environment is maintained – both 
for software distributions and for hardware changes 

• Reduce costs for managing and maintaining the IT 
infrastructure and applications

• Leverage existing investments for many automation activities
• Centrally build and control the software used at remote sites
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IT Process Managers Bridge Organizational SilosIT Process Managers Bridge Organizational Silos

• Capacity 
Management

• Storage 
Management

• Release 
Management

• Change and 
Configuration 
Management

• Availability 
Management

Information Information 
ManagementManagement

Service Service 
DeploymentDeployment

Service Service 
Delivery and Delivery and 

SupportSupport

• Service 
Continuity 
Management

• Security 
Management

• Compliance 
Management

• Financial 
Assessment

• Service Level 
Management

• Asset 
Management

Business Business 
ResilienceResilience

IT CRM and IT CRM and 
Business Business 

ManagementManagement

IT Operational IT Operational 
Management ProductsManagement Products

IT Service IT Service 
Management PlatformManagement Platform

IT Process IT Process 
Management ProductsManagement Products

Best PracticesPractices

IBM IT Service Management

• Automates IT management  processes for rapid responsiveness and greater flexibility
• Based on experience applying ITIL, eTOM, CoBIT and CMMI in customer environments
• Extends autonomic computing technology experience to people, processes and information

Available June 2006

Available 2H 2006

Future Directions
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AgendaAgenda

• Challenges – Value Proposition
• IBM IT Service Management Strategy
• Application Dependency Discovery
• Change Management Database
• Process Managers
• Where to start
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! Modular SOA-based approach lets you 
implement at your own pace

! Best practices – a key to success –
based on extensive IBM experience 
helping customers implement solutions

! Extensive product portfolio TODAY to 
automate tasks and integrate processes

! Ecosystem of Business Partners provide 
expertise and services

We’ll Help You Achieve Greater 
IT Service Management Value … Quickly
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Step 1:  Establish the Technology Foundation

! Monitor end-to-end application performance
! Establish accurate view of IT components
! Create application and component map
! Begin to analyze existing processes
# Download IBM Tivoli Unified Process  (free of charge)

http://www.ibm.com/software/tivoli/features/it-serv-mgmt/itup/index.html

• Use to define best practices process flow, skills 
development and technology automation plan

# Enlist Business Value Analysis Tool  
• Determine the Return on Investment for operational 

management products
# Automation Assessment Tool

• Assess current capabilities and determine a direction to 
deliver the best near-term value
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Step 2:  Develop a Service Delivery Approach

! Leverage IT Service Management offerings for 
operational improvements
# IT Service Management Innovation workshops

• Baseline your IT organization’s current operations 
and establish tactical and strategic plans to improve 
skills, technology, process and information 
coordination

# IT Service Management Readiness Assessment

• Assess your organization’s ability to execute an IT 
Service Management strategy and learn critical 
success factors

# ITIL® Consultancy
• Certify your IT staff on the ITIL® V2 framework
• Establish an ITIL® roadmap strategy
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Step 3:  Align IT Service Delivery with Business Operations

! Establish Configuration Management Data Base
# Must be authoritative source of record (audit ready)

# Federate and synchronize from other discovery & 
management products

# Maintain current state configuration of all CIs

! Implement automated process managers
# Change Management
# Release Management
# Availability Management

# Storage Management

! Begin measuring process performance
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What are the AnalystWhat are the Analyst’’s Sayings Saying
"IBM’s new product capabilities and new process-centric ITSM visions 
catapult IBM to the lead in terms of ITSM vision and ITSM value 
proposition".

- Summit Strategies Dynamic Computing Industry Report Card: ITSM Software

"Service management software will give IT administrators the tools they 
need to get a handle on the costs, the value and the efficiencies of their 
operations."

- Summit Strategies, "The 2005 Summit Seven Dynamic Computing Gets Down to Business 
Executive Briefing 

"IT services deliver the business services that drive competitive 
advantage and success. In an on demand computing environment, IT
service management must be well-planned, intelligent, automated, and 
integrated to provide the information and control needed by operations 
and line of business executives. IBM clearly understands and is delivering 
solutions to address these needs." 

- Richard Ptak, Ptak, Noel & Associates  

"Tivoli is adding new portal configuration tools providing the ease of use 
long taken for granted in the software development world. This is not your 
father's Tivoli." 

- Tony Baer, Principal Analyst, onStrategies
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