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Obstacles to Integration achieving Innovation and Growth

Growing Complexity: Disparate
technologies and service Obstacles to Innovation

infrastructures
Unsupportive culture _

Rapid, Constant Change: Industry
consolidation, technology
convergence

Rising Costs: Process inefficiencies,
administration, maintenance
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Tougher Compliance: Added security,

audit and governance requirements nsufficient access

to information

Lack of Service Visibility and Control:
Silos of people, process, technology,
information
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Source: IBM Global CEO Survey, Jan. 2006
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IBM Facilitates Service Excellence, Operational
Efficiency & Effectiveness, and Business Growth
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IBM Service Management

Integrated Scalable, Contextual Domain Management
Broadest technology support spanning:

» Security to storage

» SOA to legacy applications

» Layer 1 to layer 7

Deepest management capabilities, including:
* Provisioning, Discovery, Monitoring, Scheduling
» Event and fault management
» Automated analysis and response
» Support for third-party management products

Role-based visualization and control
Automation of workflows and tasks

Open, standards-based products and tools
SML, WSDM, SID




Integrated Service Management Platform

Integrated visibility and control across people, process, technology and
information domains

( Service Management Platform Delivers:
IBM Service Management

Service Visualization
* Role-based contextual views
» Customizable Web-based visualization

Integration and Data Federation via a CCMDB
» Open and standards based, built on SOA
 Trusted source of information
» Decision making and policy-based
» Highly scalable

Automation
» Enforce policies to ensure compliance with
internal and regulatory requirements
» Automated discovery and impact analysis
spanning layers 1-7




CMDBs Must Provide Data Integration & Federation
Leverage complete service view of data for more informed decision-making

Desktop Network  Application Database Server Mainframe  Storage
Silos Experts Experts Experts Experts Experts Experts Experts
and Tools  and Tools  and Tools and Tools and Tools and Tools and Tools

no data integration

Desktop Network Application Database Server Mainframe Storage
Experts Experts Experts Experts Experts Experts Experts
and Tools and Tools and Tools and Tools and Tools and Tools and Tools

with data
integration




Enterprize / Online Banking Help Logout

Targeted Line of
Business Views:

= Role-based,
customized
intelligence

= Access virtually any
data, anywhere

= Capacity Indicators

— Number of transaction processed

Service
Status
Indicators

NETCOOL® suite™
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— Average dollar value per

| Application Transaction Summary
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Application

Bill Payment
Money Transfer
Check Reorder
Online Brokerage
Check Image
Account Activity

Status Transactions Trans/Sec
1232 043
14 0.53
669 2.23
45 4.87
3z 0.77

203 145
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Trans SLA
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Errors

Error SLA | Trans Pend | Pending $ | Quarter Rev. I
5 13 45,034 $453,301 |
10 1] 40 $391,256 |
10 a0 5435 $e6,791 |
3 2 $4532 | 1,143,546 |
10 0 NA HA
10 2 NA NA
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Airbus Wins Key A350 Orders Despite Doubts ap
Stocks Flat in “Volatile Trading ap
OPEC's Ability to Influence Prices ap

1 Over Deal ap

L ET &riefing.com

Realtime &
Historical

. Cust. Forecast

|—' Cust. Actual

Reports

AsiaPac EMEA
1152 763

[ Market Summary
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transaction
— Types of transaction processed

= Cost indicators
— Transaction cost
— Setup cost
— Maintenance cost
— Sales cost

= Service quality
indicators

— Error volume for transactions
— Avg time per transaction
— Avg time per process step




Automated workflows and process
management:

 Consistent process execution
» Based on robust process best practices
* Role-based visualization and control

* Integration of IBM and third-party operational
management tools into and across IT and
business processes

» Enforce and audit change and compliance




CMDBs Must Provide Workflow Automation
Achieve continuity through collaboration across IT silos

Application
Experts
and Tools

No workflow
integration

. Desktop Network  Application  Database Server Mainframe  Storage
S ilos Experts Experts Experts Experts Experts Experts Experts
and Tools and Tools  and Tools and Tools and Tools and Tools and Tools

With workflow
integration
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| IBM Service Management

How It Works with IBM IT Service Management
— Isolate, Diagnose and Resolve Incidents
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Key Acquisitions Speed Customer Value
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IBM Service Management

= Manage across IT & operational assets with a

} common toolset
SOftware = Service Catalog and Service Desk enables

service delivery

,» * Business and service assurance extending from
VICROMUSE [Ty
COOL SOLUTIONS

= Teleco capabilities, including IP convergence and
Security Event Mgmt

C(’)“L—l’[l()l"l. = Application discovery and dependency mapping

Ee———— = Proactively protects against internet threats
s across networks, desktops and servers.

= Automation of Release management down to the
bare metal




Take the Next Steps Now!

For more information:

= Visit ibm.com/software/tivoli/itservices for more information

= Register and use the IBM Tivoli Unified Process Tool

= Contact your IBM Representative




