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• Business and IT Objectives and Priorities
• Customer study findings – Realize value from existing IT and business assets

• Service Management Essentials
• Overview of IBM Service Management and the underlying platform blueprint 

• IBM Service Management
• IBM Service Management solutions are designed to integrate and protect current investments
• IBM Service Management Suite and the Core Products
• IBM Service Management Business Value

• Next Steps



   

Top 10 Business Priorities for 2009
Organizations technology priorities concentrate on realizing value from 
existing assets through systems management solutions in order to raise 
enterprise visibility and transparency to align with business priorities 
(Gartner EXP worldwide CIO survey – January 2009)

Ranking Business Priority
1 Business process improvement
2 Reducing enterprise costs
3 Improving enterprise workforce effectiveness
4 Attracting and retaining new customers
5 Increasing the use of information/analytics
6 Creating new products or services (innovation)
7 Targeting customers and markets more effectively
8 Managing change initiatives
9 Expanding current customer relationships
10 Expanding into new markets and geographies

Source: Gartner EXP (January 2009)
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Why to Invest in Service Management?

CEO’s Inhibitors
Maintaining Operations

Must Do InitiativesSupport
primary goals

Quantifiably improve the leverage of customers investments

Growth and 
Differentiation 

(Competitive Edge)

CEO’s reason to invest in IT 
and Service Management

Innovation
• Business Models

• Operations
• Products and Services

Must Do
• Governance

• Risk
• Compliance
• Regulations

Labour Costs
OPEX

Investments
• IT Assets

• Physical Assets 
(Non-IT)

• Budget expenditures
• IT labour costs 25 % 75 %

SM objectives are to free 
investments for innovation

Tightly integrate 
business and 
technology

Visibility
•Business services 
running and optimized
•Access to information and 
data
•KPIs and business 
metrics

Control
•Insight into assets and 
investments
•Manage and optimize 
assets

Automation
•Manage processes that 
leverage assets and 
investments
•Improve and optimize 
effectiveness and 
efficiency
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Visibility –  Visibility –  SeeSee your Business your Business
Respond faster and make better decisionsRespond faster and make better decisions

Control –  Control –  Govern Govern your Businessyour Business
Improve quality and reduce riskImprove quality and reduce risk

Automation –  Automation –  OptimizeOptimize your Business your Business
Lower costs and build agilityLower costs and build agility

Enabling Innovation with Service Management
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Architectural Model for Dynamic Infrastructure

DEVELOPERS OPERATORS
CORE ENTERPRISE 
ADMINISTRATION

SERVICE REQUESTORS

SERVICE MANAGEMENT

APPLICATION ARCHITECTURE

SERVERS STORAGE NETWORK

VIRTUAL IT INFRASTRUCTURE

SERVERS STORAGE NETWORK FACILITIES

PHYSICAL IT INFRASTRUCTURE

END 
USERS

END 
USERS

R
ESILIEN

C
E

BUSINESS 
INFRASTRUCTURE

END USERS
SERVICE 

CREATORS

INFORMATION INFRASTRUCTURE

Description of the Dynamic Infrastructure components at a high level
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Service 
Management

Asset 
Management

Virtualization & 
Consolidation

Information 
Infrastructure

Energy 
Efficiency

Security

Business 
Resiliency … these interrelated initiatives can provide the 

DNA needed for a Dynamic Infrastructure 

A Dynamic Infrastructure is a Journey …
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• Business and IT Objectives and Priorities
• Customer study findings – Realize value from existing IT and business assets

• Dynamic Infrastructure Essentials
• Overview of Dynamic Infrastructure and the 7 building blocks
• The journey towards a Dynamic Infrastructure 

• Service Management Essentials
• Overview of IBM Service Management and the underlying platform blueprint 

• IBM Service Management
• IBM Service Management solutions are designed to integrate and protect current investments
• IBM Service Management Suite and the Core Products
• IBM Service Management Business Value

• Process Framework Models
• ITIL v3 – Best practices for Service Management
• IBM Tivoli Unified Process Tool

• Market Analysts on Service Management Landscape
• Analysts research and predictions on the Service Management strategies and solutions

• Where to get Started
• IBM Assessments help clients continue the journey towards a Dynamic Infrastructure  

• Next Steps



   

Quality Service Delivery Requires Service 
Management

What do we 
mean by a 
ServiceService?

• An offering, function or activity delivered 
to an internal or external customer that 
may contribute revenue and profit or fulfill 
a critical mission of an organization

• The output created through the use of an 
organization’s human, intellectual, 
financial and physical assets

What do we 
mean by Service Service 
ManagementManagement?

• Service management encompasses the 
management processes, tactics and best 
practices needed to deliver business 
services

• Applies to IT, operations, and line-of-
business services – all require service 
management
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What is IBM Service Management
ISM solutions deliver the visibility, control and automation needed to 
increase quality of service, manage risk and compliance, maximize return 
on investments, and accelerate business growth. 

Discover Discover  
 What you have – the infrastructure
 What if it breaks – the business risk of outages

MonitorMonitor
 Smart devices in both IT and business
 Manage performance and energy consumption

ProtectProtect
 Information from unwanted access
 Business from outages

IndustrializeIndustrialize
 Automate the process of IT
 Assure quality service to users and consumers

IntegrateIntegrate
 Application development and IT operations
 Quality service across IT and business infrastructure

Address the top five 
tactical challenges to 
minimize time to value and 
to achieve practical 
business results and 
benefits.
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Service Management – Think Different

Facilities Facilities 
InfrastructureInfrastructure

ProductionProduction
InfrastructureInfrastructure

MobilityMobility
InfrastructureInfrastructure

TechnologyTechnology
InfrastructureInfrastructure

Communications Communications 
InfrastructureInfrastructure

+ + + +

Achieving service excellence extends IT’s contribution to economic 
performance beyond managing expenditures

• Enabling visibility, control and automation across all business and IT 
assets supports converged management to deliver service excellence

• Innovation delivers new products, services, processes and business 
models to help accelerate growth and create competitive advantage

Visibility – Control – AutomationVisibility – Control – Automation
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Enabling Innovation with Service Management
Innovation is the process of delivering new products, services, processes 
and business models to help accelerate growth and create competitive 
advantage – quantifiably improve the leverage of customers investments

 Implement dashboards for 
real-time operations and 
process management

 Create an integrated, 
actionable, and insightful 
view into business metrics

Visibility
See your business services

Control
Manage and secure your 

investments

 Implement an integrated 
asset control solution to 
discover and utilize those 
assets

 Integrate process workflows 
with operational tools to 
enforce control

Automation
Build agility into your 

operations

 Optimize and integrate 
operational processes that 
directly support the business

 Improve quality and reduce 
costs through automation by 
leveraging and integrating 
existing tools

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure12



   

• What is out there – 
the infrastructure

• What if it breaks – 
the business risk of 
outages

• Smart devices in IT 
and business

• Manage 
performance and 
energy consumption

• Information from 
unwanted access

• Business from 
outages

• Automate the 
process of IT

• Assure quality 
service to users and 
consumers

• Application 
development and IT 
operations

• Quality service 
across IT and 
business 
infrastructure

IBM Service Management Solutions
IBM Service Management solutions support building an infrastructure needed 
to increase quality of service, manage risk and compliance, maximize return 
on investments and accelerate business growth 

DiscoverDiscover MonitorMonitor ProtectProtect IndustrializeIndustrialize IntegrateIntegrate

Infrastructure
Discovery and

Mapping

Assessing Security
controls Effectiveness

Business Resilience
Planning

Event and
Performance
Management

SOA Applications
Performance

Policy and Regulatory
controls Monitoring

User Activity
Monitoring and

Log Management

User Access Rights
and Lifecycle
Management

Vulnerability and
Threat Management

Virtualization
Management

Business Service
Management

Data Backup,
Restore and

Retention

Business Continuity
and Disaster Recovery

Energy Management
for Green Savings

Single Sign On

IT Asset Management

Usage Accounting

Service Deployment
and Lifecycle
Management

Integrated Service
Management Planning
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IBM Service Management  

Service Management Platform 

Best Practices, Methodologies, and Services  

Visibility Control Automation

Datacenter 
Transformation

Service 
Availability 

and
Performance
Management

Asset and  
Financial 

Management

Service 
Delivery and 

Process 
Automation

Network 
and 

Service 
Assurance  

Storage 
Management

Security, Risk 
and 

Compliance

IBM Service Management Platform
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• Business and IT Objectives and Priorities
• Customer study findings – Realize value from existing IT and business assets

• Dynamic Infrastructure Essentials
• Overview of Dynamic Infrastructure and the 7 building blocks
• The journey towards a Dynamic Infrastructure 

• Service Management Essentials
• Overview of IBM Service Management and the underlying platform blueprint 

• IBM Service Management
• IBM Service Management solutions are designed to integrate and protect current investments
• IBM Service Management Suite and the Core Products
• IBM Service Management Business Value

• Process Framework Models
• ITIL v3 – Best practices for Service Management
• IBM Tivoli Unified Process Tool

• Market Analysts on Service Management Landscape
• Analysts research and predictions on the Service Management strategies and solutions

• Where to get Started
• IBM Assessments help clients continue the journey towards a Dynamic Infrastructure  

• Next Steps



   

Integrated Solutions for E2E Service Management
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IBM Service Mgt Architecture

Process Artifacts
• Related to CIs and 

Assets
• Process Definitions

CIs
• Attributes

• Relationships
• Configuration Data

IT Assets
• Attributes

• Relationships

Service Request and 
Fulfillment Management

Datacenter 
Provisioning and 

Release Management

Incident and Problem 
Management

Asset, Change and 
Configuration 
Management

Common Applications | Common Workflow | Common 
Reporting | Common User Interface | Common 

Autonomic Extensions

Integrated Solution
An Integrated set of solutions represent 
the full management of data, processes, 

tooling and people

Common Data Model 
The core solutions share a common data 

subsystem for simple data sharing

Processes that Work Together 
The core solutions share a process 

workflow automation engine

No Rip and Replace
Leverage existing investments in IBM and 

3rd party IT management tools

Lower Cost of Ownership
Lower infrastructure and training costs, 

simple upgrade model

IBM Service Delivery and Process Automation 
Offers a Unified Platform to seamlessly 

support Service Management Life-Cycle, 
simplifying the transition from ITIL V2 to V3



   

IBM Service Management Suite
Description of the IBM Service Management Platform and core components
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Out of the 
Box 

Reports

Reporting 
Engine

Web Based

Common 
User 

Interface

Role base 
data 

access

Configurable 
by roles

User 
Configurable

Report 
Definition

Data 
Visualizatio

n

Workflow

Common 
Configuration 

Services

User 
Interfaces

Data 
Extensions

Process Workflow Runtime and Services

IT Infrastructure
(Server, Storage, Network, Security, Software, Applications, Transactions, Services)

Integration 
Modules

Operational Mgmt
Products

Service Delivery & Support

IBM and Non-IBM 
Software

• Application 
Management

• Server/Device 
Management

• Network Management
• Storage Management
• Security Management

•Discovery Tools
• Customer developed

CIs
• Attributes

• Relationships

Change and 
Configuration
Management

Service Request Management

•  Service Order Management
• Incident and Problem 

Management

Common Data Subsystem

Assets
• Attributes

• Relationships

Process 
Artifacts

• Related to CIs 
and Assets

Meta Data
• Configurations

• Process

Storage 
Management

Release 
Management

Capacity 
Management

Collaboration Notification Escalation Security

IT Asset 
Management

Enterprise 
Asset 

Management

Reconciliation Federation Discovery Discovery 
Library

Discovery and Application Dependency Mapping



   

CMDB – Foundation for Service Management
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The CMDB provides the source about Configuration Item information 
and the relationship between them

CMDBCMDB

Common DataCommon Data
ModelModel

• The CMDB provides the trusted source of information 
• The Common Data Model is built on open standards and best practices (ITIL) 
• The CMDB is a scalable platform for the implementation of Service Management 

initiatives
• The CMDB is accessible through an application programming interface (API) and 

GUI reporting



   

CMDB – Population through Discovery
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CMDB PopulationCMDB Population

Automated discovery and mapping technology populates attribute 
information and interrelationships between Configuration Items 

CMDBCMDB

Common DataCommon Data
ModelModel

CMDB PopulationCMDB Population
Configuration DiscoveryConfiguration Discovery
and Topology Mappingand Topology Mapping

33rdrd Party Discovery Party Discovery
AdaptorsAdaptors

33rdrd Party Data Stores Party Data Stores

• Methods to identify Configuration Items, their attributes and application 
dependencies:

• Automated agent-less discovery
• Existing data repositories and tools
• Manual entry

• Topology mapping illustrates relationships between Configuration Items and 
supports the linkage to specific business services



   

CMDB – Integration Point to Provide Services
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CMDB IntegrationCMDB IntegrationCMDB IntegrationCMDB Integration

Service DeskService Desk

Asset ManagementAsset Management

Business Service Business Service 
ManagementManagement

Service CatalogService Catalog
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CMDB PopulationCMDB Population

The CMDB is the integration point for the applications which use the 
information to provide Service Management processes

CMDBCMDB

Common DataCommon Data
ModelModel

CMDB PopulationCMDB Population
Configuration DiscoveryConfiguration Discovery
and Topology Mappingand Topology Mapping

33rdrd Party Discovery Party Discovery
AdaptorsAdaptors

33rdrd Party Data Stores Party Data Stores

• The Service Desk delivers critical support by keeping key business systems and 
services available and reliable

• Asset management includes all the control and automation needed to seamlessly 
and efficiently track and manage asset configuration information  

• Business Service Management provides management of applications as a service
• The Service Catalog is an essential element for defining services and 

communicating with the business



   

CMDB – Data Federation

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure21

O
pe

n 
In

te
rf

ac
es

O
pe

n 
In

te
rf

ac
es

CMDB IntegrationCMDB IntegrationCMDB IntegrationCMDB Integration

Service DeskService Desk

Asset ManagementAsset Management

Business Service Business Service 
ManagementManagement

Service CatalogService Catalog

O
pe

n 
In

te
rf

ac
es

O
pe

n 
In

te
rf

ac
es

CMDB PopulationCMDB Population

Federated data stores contain information which need to be tracked or 
referenced but which is not part of the core Configuration Item

CMDBCMDB

Common DataCommon Data
ModelModel

CMDB PopulationCMDB Population
Configuration DiscoveryConfiguration Discovery
and Topology Mappingand Topology Mapping

33rdrd Party Discovery Party Discovery
AdaptorsAdaptors

33rdrd Party Data Stores Party Data Stores

Common DataCommon Data
ModelModel

Data FederationData Federation

Federated Data StoresFederated Data Stores
• Access source of record for attributes which are not contained in the CMDB
• Federation brings multiple data sources into a coalesced view
• Report generation with information from CMDB and other data sources



   

CMDB – Data Reconciliation
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CMDB IntegrationCMDB IntegrationCMDB IntegrationCMDB Integration

Service DeskService Desk

Asset ManagementAsset Management

Business Service Business Service 
ManagementManagement

Service CatalogService Catalog
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CMDB PopulationCMDB Population

Data reconciliation is the ability to filter, prioritize and normalize 
identical Configuration Items from multiple sources 

CMDBCMDB

Common DataCommon Data
ModelModel

CMDB PopulationCMDB Population
Configuration DiscoveryConfiguration Discovery
and Topology Mappingand Topology Mapping

33rdrd Party Discovery Party Discovery
AdaptorsAdaptors

33rdrd Party Data Stores Party Data Stores

Common DataCommon Data
ModelModel

Data FederationData Federation

Federated Data StoresFederated Data Stores

Data ReconciliationData Reconciliation

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

• Automatically ensures single records in the CMDB from duplicates found in 
multiple sources by comparing matching fields from each data store

• Maintains source integrity of each Configuration Item instance in the CMDB



   

Visibility through Discovery and Application 
Mapping
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E01-EDI

Data Warehouse
(Interfaces to and from the

Data Warehouse are not
disp layed on this diagram)

DRAFT    Best Buy - Application Diagram V4   DRAFT
November 10, 1999

G02 - General
Ledger

A05 - AP

S01 - Sales
Corrections

I01  PO
Receiving

I03 Return to
Vendor

I06 Warehouse
Management

Mainframe apps - Blue
PC/NT apps - Green
Unix apps - Yellow
3rd party interface - Orange
Lines:  Colors have no special meaning.
They are to help make the diagram easier to
read.
For More Information:  See the database
containing information about each
application:   Application V4.mdb

S06 - Credit App

P15 EES Employee
Change Notice

OTHER  APPS - PC
AP - Collections/Credit

TM - Credit Card DB

ACCTS REC  APPS - PC
990COR
Bad Debt

Benefical Fees
Beneficial Reconcil

JEAXF
JEBFA
JEBKA
JEDVA
JESOA
JEVSA
JEVSF

NSF
TeleCredit Fees

INVENTORY CONTROL APPS - PC
Code Alarm

Debit Receivings
Devo Sales

Display Inventory
In Home
Junkouts

Merchandise Withdrawl
Promo Credits
RTV Accrual

Shrink
AP Research - Inv Cntrl
AP Research-Addl Rpts

Book to Perpetual Inventory
Close Out Reporting

Computer Intelligence Data
Count Corrections

Cross Ref for VCB Dnlds
Damage Write Off
Debit Receivings

DFI Vendor Database
Display Inventory Reconcil

Display Inventory Reporting

INVENTORY CONTROL APPS - PC
DPI/CPI

IC Batching
Inventory Adj/Count Correct
Inventory Control Reports

Inventory Levels
Inventory Roll

Merchandise Withdrawl
Open Receivings
PI Count Results

PI Time Results from Inv
Price Protection

Sales Flash Reporting
Shrink Reporting

SKU Gross Margin
SKU Shrink Level Detail

USM
VCB Downloads

Journal Entry Tool Kit

Scorecard - HR

L02-Resource
Scheduling
(Campbell)

P09 -  P17
Cyborg

M02 - Millennium

M03 - Millennuim 3.0

Banks - ACH and Pos to
Pay

Cobra

B01 - Stock
Status

S03-Polling

P14 On-line New
Hire Entry

CTS

Plan Administrators
(401K, PCS, Life,
Unicare, Solomon

Smith Barney)

D01 Post Load
Billing

I04 Home
Deliveries

I02 -
Transfers

Arthur Planning

I07 Purchase
Order

I12 Entertainment
Software

I05
Inventory Info

E13
E3 Interface

S04 - Sales Posting

V01-Price Management
System

I10 Cycle Physical
Inventory

I55 SKU
Information

K02
Customer Repair

Tracking I35 Early Warning
System

B02 Merchandise
Analysis

I13- Auto
Replenishment

U18 - CTO

Intercept

I09 Cycle Counts

E02-Employee
Purchase

Texlon 3.5

ACH

Stock Options

I17 Customer Perceived
In-Stock

U16-Texlon

SiteSeer

C02 - Capital
Projects

F06 - Fixed
Assets

US Bank Recon
File

Star Repair

EDI
Coordinator

Mesa Data
NEW Soundscan

NPD Group
AIG Warranty Guard

Resumix

Optika

Store Budget
Reporting

P16 - Tally Sheet

Cash Receipts/Credit

S05 - House
Charges

Ad Expense

L01-Promo
Analysis

V02-Price
Marketing
Support

BMP - Bus
performance Mngt

Store
Scorecard

I11 Price
Testing

Valley Media

P09
Bonus/HR

I15 Hand Scan
Apps

Roadshow

POS

S08 - Vertex
Sales
Tax

A04 - Cust
Refund Chks

Equifax

ICMS Credit

Cellular
Rollover

S09 - Digital
Satellite
System

NPD,
SoundScan

Sterling VAN
Mailbox (Value)

I18
SKU Rep

X92-X96
Host to AS400

Communication

S02 -
Layaways

Washington,
RGIS,

Ntl Bus Systems

V04-Sign
System

I14 Count CorrectionsNARM

P01-
Employee
Masterfile

I06 - Customer
Order

Frick
Co

UAR - Universal Account
Reconcilliation

Depository
Banks

S07 - Cell
Phones

S11 - ISP
Tracking

AAS

Fringe PO

Cash Over/
Short

L60 MDF
Coop

SKU Selection
Tool

SKU
Performance

Supplier
Compliance

1

I35 - CEI

ASIS

Misc Accounting/Finance Apps - PC/NT
COBA (Corp office Budget Assistant)
PCBS(Profit Center Budget System)

Merchandising Budget

AIMS
Merch Mngr Approval

Batch Forcasting
Ad Measurement

AIMS Admin

AIMS
ReportingAd

Launcher

V03- Mkt
Reactions

Spec
Source

CTO2.Bestbuy.
com

Rebate
Transfer

Sign
System

CopyWriter's
Workspace

ELT
PowerSuite

Store
Monitor

AIS Calendar

Stores & Mrkts

Due Dates

Smart Plus

Insertions
Orders

Budget
Analysis Tool

Print Costing
Invoice App

AIS Reports

Broadcast
Filter

Smart Plus
Launcher

General
Maintenance

Printer PO

Printer
Maintenance

Vendor
Maintenance

Vendor Setup

Connect 3

Connect 3
Reports

Connect 3
PDF Transfe

Spec Source
SKU Tracking

S20-Sales
Polling

Prodigy

PSP

In-Home
Repair

Warranty
Billing
System

Process Servers
(Imaging)

Prepared by Michelle Mills

Page 1 of 2 Traditional View of Infrastructure Topology
• What does the service configuration look like –  

does the topology reflect the current state?
• By changing this server, what other devices are 

impacted?
• What database might be involved and what other 

application could be affected?

Automated Discovery & Application Mapping
• Enables organizations to visualize dependencies 

between applications, and within the IT infrastructure
• Understand how any changes in the IT infrastructure 

can affect associated business processes
• Achieve regulatory compliance, ability to audit plus 

improved control of IT infrastructure 



   

Relationship Mapping and Configuration 
Information
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See the Big Picture
• Broadest and most extensible 

coverage
• Deepest cross-tier, run-time detail
• Only fully automated application 

discovery

Rapid Time to Value
• Fast, low cost implementation 
• Agent-free auto-discovery 



   

Identify Changes to Assist Problem Resolution

25

Step 1 – Select change history window 
to identify changed components

Step 2 – Changed Configuration 
Items are automatically identified

Step 3 – View detailed 
history of the changes 
by attribute

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure



   

Audit Configuration Items via Comparison

26 Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure

Select identical component types to run 
a comparison report

Enables easy comparison of 
like CIs to a ‘master’ copy

Dissimilar attribute 
values are highlighted



   

Service Request Management – Solution 
Capabilities
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Asset Management

Work Mgmt Incident

Problem

Materials Mgmt

Procurement

Change

Release

Configuration

Safety

Cost                 Planning & Scheduling                Resource Management           Preventative Maintenance

Contract Mgmt

CCMDB

PR’s, PO’s
RFQ’s

Invoices
Receipts

Inventory
Thresholds

Tools
Storerooms
Conditions

Leases
Warranties
Purchase

Labor
Master

Work Orders
Activities
Job Plans

Incidents
Global Issue

Failure Reporting

Problems
Know Errors

Solutions

Changes
Job Plans

Releases
Dependency

Projects

CI’s
Relationships
Item Master

Systems

Production Assets IT AssetsFacility Assets Transportation Assets

Service Request

Work Log
Communications

Service Management

Service Catalog SLA’s OLA’sService DeskSelf Service

Hazards
Precautions

Plans

R
ep
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g 
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d 

G
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ce

The Business:  (Missions, Goals, Customers, Users)



   

Unified Solution to Improve Productivity

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure28

 Users

Service Desk

Service Catalog

Service
Requests

Service
Requests

Shopping Requisition Order 
Management Order Tracking

OMP/PMP
Integration for 

automation

SRM Service 
Provider 
Solution 

integration

Knowledge Incident Problem Asset/CI

• Advanced work management processes
• Flexible and easy to configure, no coding 

required
• Integration with CCMDB, TEC & other OMPs
• Multi-customer support
• Based on leading standards-based 

technology – J2EE, SOA, XML

• Process integration, built from  
the ground up  on ITIL 

• Single user interface
• Dashboards and reports
• Data integration
• Enterprise asset management  

integration

OMP/PMP
Integration for 

automation

SRM Service 
Provider
Solution 

integration

Service Request Manager 



   

End-to-End Best Practice Service Management
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Problem ManagementChange Management

Release Management

Purchase Requisitions
Service Level   
Agreements

Asset ManagementService Request Incident Management

• One Web-based platform
• One integrated technology
• One CMDB instance



   

IT Asset Lifecycle and Software License 
Management
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IT Asset Lifecycle ManagementIT Asset Lifecycle Management

SW License ManagementSW License Management

IT Asset InventoryIT Asset Inventory

What do we own?
Have we over-purchased? Savings opportunity?

Have we under-purchased? Is this a compliance risk?
How do we manage complex license types?

What about virtualized environments?

What did we purchase versus what is deployed?
Should we buy or lease?

How do I manage vendor contracts and volume 
purchase agreements?

How do I optimize my inventory?
How do I validate invoices and enable accurate 

reporting?

What hardware and software is deployed?
What is the software use?
What is the license use?

Who has it?
Where is it located?

How do we keep this up to date?

IBM Tivoli Asset Management for ITIBM Tivoli Asset Management for IT

IBM Tivoli License Compliance ManagerIBM Tivoli License Compliance Manager



   

Integration Enables Productivity and Adds Value
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IBM Service Management Platform puts everything seamlessly in one place

Solution 
Packaging

• Administration
• Job Plans, Work Orders
• Reporting
• Configuration Items
• System Configuration 

   (Workflow, App designer, etc)
• Security
• Start Center
• Self-Service

Included in Platform

• Assets 
• Service Desk (I&P)
• Service Catalog
• Service Level Management 
• Knowledge Base

Included in Service 
Request Manager

• Asset Management
• Contracts Management
• Procurement Management
• Inventory Management
• Financial Management (Costs

Included in Asset 
Management for IT

• Change Management
• Configuration Management  Included in CCMDB

• Release Management Included in Release

• Preventive Maintenance
• Industry Solutions Included in EAM



   

Definition of Business Service

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure32

Traditional Understanding
• A customer, partner or user facing any business application 

• Examples: SAP, Siebel, Oracle, Microsoft Exchange

Business Service Definition
• A business service is any customer, partner or user facing 

a group of application, middleware, security, storage, 
network and other supporting infrastructure building and 
enabling a comprehensive, end-to-end business process, 
transaction or exchange of information



   

Business Service Management
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Consolidated operational 
view of performance and 
availability

Complete 
coverage of over 
1000 device types

Real-time data access, from virtually 
any data source across organizational 
boundaries

IT Operational and business events integrated 
in one console.  Launch to operational console 
for quick root cause analysis.

Policy driven automated 
response to events 
(failover, provision new 
capacity, problem 
resolution)Service-centric     

Modeling, impact & RCA 

Business Business 
Service Service 

ManagementManagement

Consolidated Operations Consolidated Operations 
ManagementManagement

DomainDomain--Specific ManagementSpecific Management

Cross-domain Correlation, 
Topology & Analytics

Dependency CollectionDependency Collection Event & Performance CollectionEvent & Performance Collection

NetworkApplication

System Mainframe

Security

Storage

Performance

Transaction

Tivoli Netcool/OMNIbus & Analytic

Enrichm
ent &

 O
perational Autom

ation

Enrichm
ent &

 O
perational Autom

ation

Leverage external data, enrich and autom
ate actions.

NetworkSystems SecurityApplications Voice Mainframe OtherStorage Business

Note: All layers are inclusive of distributed and mainframe.

Wireless

Service-centric     
Modeling, impact & RCA 

Business Business 
Service Service 

ManagementManagement

Consolidated Operations Consolidated Operations 
ManagementManagement

DomainDomain--Specific ManagementSpecific Management

Cross-domain Correlation, 
Topology & Analytics

Dependency CollectionDependency Collection Event & Performance CollectionEvent & Performance Collection

NetworkApplication

System Mainframe

Security

Storage

Performance

Transaction

Tivoli Netcool/OMNIbus & Analytic

Enrichm
ent &

 O
perational Autom

ation

Enrichm
ent &

 O
perational Autom

ation

Leverage external data, enrich and autom
ate actions.

NetworkNetworkSystems SecuritySecurityApplicationsApplications VoiceVoice MainframeMainframe OtherOtherStorageStorage BusinessBusiness

Note: All layers are inclusive of distributed and mainframe.

Wireless
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CustomersCustomersLines of BusinessLines of Business

Business Business 
Service Service 

ManagementManagement

ITIT

Who Matters Most!Who Matters Most!Who Cares Most!Who Cares Most!

DeliveryDelivery SupportSupport

RevenueRevenue

What Matters Most! What Matters Most! 

Who Makes it Work!Who Makes it Work! N
etcool/Im

pact 

Service-centric     
Modeling, impact & RCA 

Business Business 
Service Service 

ManagementManagement

Consolidated Operations Consolidated Operations 
ManagementManagement

DomainDomain--Specific ManagementSpecific Management

Cross-domain Correlation, 
Topology & Analytics

Dependency CollectionDependency Collection Event & Performance CollectionEvent & Performance Collection

NetworkApplication

System Mainframe

Security

Storage

Performance

Transaction

IBM Tivoli
Monitoring

Network Manager
NetView Z

Security Ops. Manager
TotalStorage Prod. Center

Perf. Analyzer, Proviso* 
Comp. App. Mgr., Net. Assure*

Tivoli Netcool/OMNIbus & Analytics

TBSM, TNSQM

Enrichm
ent &

 O
perational Autom

ation

Enrichm
ent & O

perational Autom
ation

Leverage external data, enrich and autom
ate actions.

IBM CCMDB & any IBM & 3rd Party discovery & data sources. IBM and 3rd Party event source.

NetworkSystems SecurityApplications Voice Mainframe OtherStorage Business

Note: All layers are inclusive of distributed and mainframe.* Service Provider

Wireless

N
etcool/Im

pact 

Service-centric     
Modeling, impact & RCA 

Business Business 
Service Service 

ManagementManagement

Consolidated Operations Consolidated Operations 
ManagementManagement

DomainDomain--Specific ManagementSpecific Management

Cross-domain Correlation, 
Topology & Analytics

Dependency CollectionDependency Collection Event & Performance CollectionEvent & Performance Collection

NetworkApplication

System Mainframe

Security

Storage

Performance

Transaction

IBM Tivoli
Monitoring

Network Manager
NetView Z

Security Ops. Manager
TotalStorage Prod. Center

Perf. Analyzer, Proviso* 
Comp. App. Mgr., Net. Assure*

Tivoli Netcool/OMNIbus & Analytics

TBSM, TNSQM

Enrichm
ent &

 O
perational Autom

ation

Enrichm
ent & O

perational Autom
ation

Leverage external data, enrich and autom
ate actions.

IBM CCMDB & any IBM & 3rd Party discovery & data sources. IBM and 3rd Party event source.

NetworkNetworkSystems SecuritySecurityApplicationsApplications VoiceVoice MainframeMainframe OtherOtherStorageStorage BusinessBusiness

Note: All layers are inclusive of distributed and mainframe.* Service Provider

Wireless

IT FocusIT Focus

Business Business 
FocusFocus

Concerns/NeedsConcerns/Needs
  Quality of ServiceQuality of Service

  Consistent and ReliableConsistent and Reliable

  Lack of LoyaltyLack of Loyalty

Concerns/NeedsConcerns/Needs
  Services being DeliveredServices being Delivered

  Targets are being metTargets are being met

  Customer SatisfactionCustomer Satisfaction

Concerns/NeedsConcerns/Needs
  Offering increased value to the BusinessOffering increased value to the Business  

  Effective Use of ResourcesEffective Use of Resources

  Proactive Support to CustomersProactive Support to Customers

Benefits from BSMBenefits from BSM
  Helps improve Quality of Helps improve Quality of 

ServiceService

  Achieve Consistency Achieve Consistency 
and Reliability of Servicesand Reliability of Services

  Target Brand LoyaltyTarget Brand Loyalty

Benefits from BSMBenefits from BSM
  KPIs to provide deep KPIs to provide deep 
Visibility into Delivered Visibility into Delivered 

ServicesServices

  SLAs to measure SLAs to measure 
Service Delivery and Drive Service Delivery and Drive 

AccountabilityAccountability

Benefits from BSMBenefits from BSM
  Service Dashboard for End-to-End ServicesService Dashboard for End-to-End Services

  Applies Business Context to IT ResourcesApplies Business Context to IT Resources

  Connects IT to the Business in a way never Connects IT to the Business in a way never 
before possiblebefore possible



   

Business Service Management Vision
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The “Single Pane of Glass” to Manage Your Business Services

Realtime 
Business 
Indicators

Third 
Party 
Data 

Realtime & 
Historical 
Reports

Service
Status

Indicators

• Line of 
Business Views

• Service Health 
Views
• Availability
• Performance
• SLA Status
• E2E Visibility

• Business 
Activity Views
• Real-time KPIs



   

Tivoli Phased Approach – Phase 1
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Tivoli Phased Approach – Phase 2
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Server Monitoring
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Tivoli Phased Approach – Phase 3
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Server Monitoring
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Tivoli Phased Approach – Phase 4
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Tivoli Phased Approach – Phase 5
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Align the Metrics to Manage Business Services
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Business Metrics - Capacity, Cost & Quality

Availability

Performance
& Capacity

Usage

Security

VOIP

Network

Application 
& Systems

Databases

Mid-Range

ITIL Integration
Eg. Problem
Resolution

Asset 
Discovery

Infrastructure

Service

Business Process 
& Service Management

Mainframe

IT Service Matrix – Availability, Performance & Capacity



   

Key Areas in Delivering Service Management
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Service 
Management

What’s happening 
with the

infrastructure?

How does this 
relate to the 

business 
service?

What actions do we 
take to correct the 

problems?

Any Event or Fault from 
Any Source - ITM, 

Omnibus, TEC, ITCAM, 
OMEGAMON XE, NMS, 
EMS, Devices, 3rd Party

Infrastructure 
Events

Real-time Transaction 
Performance, Service Status, 

and End-User & Service 
Experience -             (ITCAM 

portfolio, 3rd Party)

Experience Dependencies

Relationship and Discovery Data  – 
TADDM, CCMDB, MRO Asset, 

Inventory, Network Mgmt, BPEL, 3rd 
Party CMDB

Business 
Metrics

Business Support Data – 
Incidents, Call Records, 

Billing Data, Process 
dependencies, Revenue, 
and Risk Analysis data

Exe
cute

Pl
an

Monitor

a

An
al

yz
e

Views
Business Views: SLM/SLA, 
Rev$$, Health, Customer
Operational Views: RCA, 
Compliance, Impact 
Analysis, Incident Mgmt. 

Actions
Impact Analysis, Task 
Automation, Config, 

Provisioning, Activation, 
and Orchestration – 

TPM, TCM, TIO, Impact

Service Management PlatformService Management Platform

4

3

2

5

1

6
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Transaction 
Events

ITCAM

System 
Events

ITM

Mainframe 
Events

OMEGAMON

Service Infrastructure Events Industry-leading Library  Industry-leading Library  
of Sourcesof Sources

Security 
Events

TSOM

Network 
Events

ITNM

Performance 
Events

Proviso

 Consolidate, Integrate, and Round-Out Infrastructure Visibility
 Feed enriched status events for availability, performance, 

storage, security, networking, transactions, & integrity
 Events Sources: Omnibus, TEC, ITM, OMEGAMON, ITCAM, TSOM, 

TSM, TPC, Netview, ITNM IP, Proviso, and 3rd-party sources

1
Application 

Events

ITM

Storage 
Events

TSM



   

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure44

Transaction Step – Normal

User and Service Experience Measure Real TransactionsMeasure Real Transactions

Understand the end-to-end customer experience!
Transaction monitoring provides: 

• Real-time transaction performance and service status 
• Real-time end-user perspective
• Rapid value via improved visibility

Transaction Step Below Baseline Avg.Full Transaction Effects the Business
2
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Service Dependencies Automatically Build ServiceAutomatically Build Service
RelationshipsRelationships

Security 
Devices RelationshipsServers ApplicationsSOA

3
Network 
Devices

Mainframe 
Resources

 Discovery helps identify configuration items (CI), infrastructure 
dependencies, supports asset mgmt, drives service models, and 
is used to track and report on changes

 Sources for Dependency & Context: TADDM, CCMDB, Impact,      
3rd-party CMDB, Discovery Libraries (DLA) for z/OS, TMS, BPEL, 
Netview, ITNM IP, Proviso, Homegrown,  Inventory/Asset data
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Service Metrics/Processes

Trouble Tickets
Incident Mgmt

Governance
SOX Compliance

Transactions        
End-User Response

Business Process 
Dependencies

Call Center
Records

Billing Data

Key Performance Indicators Key Performance Indicators 
(KPI) for Services(KPI) for Services

4

 Real-time KPIs for monitoring business activity – CRM, ERP, 
Databases, Governance, Process Improvement (Six Sigma)

 Example KPIs include trouble tickets, transactions, billing records, 
call center details, risk analysis, and process measurements
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Executive Dashboards for how End-to-End Services Impact the Business

Show Deep 
Business Data 

per Service           
         Showing High 

Level Status for 
All Systems          

          

Aligning IT and the Business around a 
Common Service Model is at the heart of 

Intelligent Service Views

Service IntelligenceService IntelligenceTargeted Service Views

Integrated 
Service 

Intelligence

Discovery and 
Change History 

Reports                    

Service Level 
Compliance and 

Management          
           

Service Desk
Incident 

Management        
            

Service Manager views on what matters most to quality delivery

Quality & Views of 
what matter most 
to this Service        

             

Service-specific 
Status & Process 

Dependencies

Operational Consoles for Service Impact & RCA, Infrastructure 
Management, and Compliance

Operational 
Views – GIS, 

Charts, Events      
              

Deep Real-time 
Federated Data 

across Sources    
              

5



   

Support Business Objectives with IBM Service Management and Dynamic InfrastructureSupport Business Objectives with IBM Service Management and Dynamic Infrastructure48

Targeted Service Actions Automatically Provision ResourcesAutomatically Provision Resources

6
ITM

Execute

Pl
an

Monitor

a

An
al

yz
e

Resource PoolChange, Provision, & Automate

ITCAM

• Shorten Mean-Time to Repair (MTTR)
• Reduce capital and labor costs
• Setup time reduced to hours vs. days
• Increase service delivery quality

 Drive Change Management with CCMDB 
 Automate Provisioning and Patch Mgmt (TPM), Configuration Mgmt 

(TCM)
 Automate operational tasks and enrich service context w/ Tivoli Impact

Execute

Pl
an

Monitor

a

An
al

yz
e

Actions
• Increase Server 
capacity

• Add Redundant 
Database
• Need WebServer 
to meet demand 
• Manage new 
resources

ITCAM

ITM

ITM

OMEGAMON

TSOM
ITNM

Proviso

ITMITM



   

Benefits of IBM Service Management
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“IBM (software) allows us to view our IT infrastructure from a 
business process perspective in real-time, and respond to 
problems with the correct priority. This helps to ensure that 
we maintain the service levels that our customers demand.”

– Arndt Kollett , Lead Architect, E.ON IS GmbH, Germany

Visualize
• How does the underlying service infrastructure support 

the provided application or service? 

Prioritize
• Are problems impacting service availability, performance, 

integrity and delivery against SLAs?

Communicate
• How to deliver contextual service intelligence to the 

operational staff that must manage service performance?
• How to deliver the relevant business metrics to the lines of 

business that must manage service level agreements?



   

Sample Value Progressions – Value Grows as Needs Change
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Asset, Change and 
Configuration Management

Service Request and Fulfillment

Automate end 
user requests 
into IT

Maximize asset utilization, reduce cost, mitigate risk, exploit asset convergence

Server and Application Provisioning 
Release Management

Adds Automated 
Deployment of 
Service Requests

Incident and Problem
Management

Adds self-help to 
LOB for reduced 
costs and call 
volume

Adds Awareness, 
Change and Cost 
Control of Deployment

Asset, Change and 
Configuration Management

Discovery and App. 
Mapping to 
understand 
environment

Server and Application Provisioning 
Release Management

Adds Automated 
Changes to 
Configurations

Incident and Problem
Management

Adds proactive 
awareness of  
incidents due to 
changes 

Service Request and Fulfillment

Adds automation 
of service 
deployment 
reducing errors

Incident and Problem
Management

Identify and Resolve 
incidents BEFORE 
they become a 
problem

Asset, Change and 
Configuration Management

Add Control and 
Discovery, reducing 
errors due to changes

Server and Application Provisioning 
Release Management

Adds Automated 
Changes to 
Configurations further 
reducing errors

Service Request and Fulfillment

Adds automation 
of service 
deployment 
reducing errors

e.g. RSRM

e.g. TPM, RPM

e.g. TAMIT, TADDM, CCMDB

e.g. TSRM e.g. TSRM

e.g. SRM, TEC

e.g. TPM

e.g. TADDM e.g. TSRM, TEC

e.g. TAMIT, TADDM, CCMDB

e.g. TPM

e.g. TSRM
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