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Tivoli’s New Foundations Appliance Solutions

It’s all about.. ‘consumability’
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* The Marketplace & Demand

* Tivoli Appliances Overview
— TFAM
— TFSM

* Q&A
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Business Process Problems Faced by Mid Market Customers

- Optimize and Automate Troublesome Equipment

How can | |dent|fy equment that is

IMPROVE SERVICE
REDUCE COST
MANAGE RISK

Improve Service
How can | improve service

Dynamic
Infrastructure

Business Impact
How can | assess the business
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Offerings Designed and Priced for Mid-sized Organizations
Enable visibility, control and automation across all Business and

IT assets

IBM Tivoli Foundations Solutions:

Entry Points into IBM Service Management for availability and help desk

Increased Return on Investment == e — Closed loop service

Easy Deployment — Plug & Play =gy = - = management processes
Easy to Use Solutions operational in under one

Integrated Disaster Recovery hour!

1113

Turn-key Service
Request, Incident,

Turn-key Application
Monitoring for the

Problem Management Mid-market
for the Mid-market - “Service Desk in a Box” * “Application Monitoring in a Box”

* Requests for service * Asset Discovery

* Remote Diagnostics Tooling * Operating Systems, Email Servers, Databases, Virtual

* Self Service Knowledge Base Servers, and Network

* Intuitive Reporting * Intuitive Reporting for both Real-time and Historical Data

* Best Practice Workflows * Automatic Problem Resolution

* Extends beyond IT services * Out of the Box Best Practices

* Operational in minutes * Operational in minutes
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Partnering Across IBM to Delivery Tivoli Foundations

T|voI| IS using Lotus Foundations as the delivery platform for
and GB Service Manageme

Tivoli ISM Tivoli ISM
Appliance Load Appliance Load

Lotus Foundations Core
Physical Hardware

Software and
Firmware Patch Management

User and Group Access Controls Remote Access

P

Standardized Server
Configuration

License Management

© 2009 IBM Corporation 5
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Process and

'm CCMDB and ‘mm Business Even 'm Business
Process Enrichment Service
Managers Management

Asset Management A& Managem 1 and Dependencies

'm Discovery and

Dependency
Manager

Tivoli Foundations
Application Manager

Tivoli Foundations Service
Manager

Future Tivoli Foundations
Appliances
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IBM Tivoli Foundatlons Application Manager

Tivoli Foundations

Application Manager
(Software PID 5724-Y07)

Tivoli Foundations Application Manager

150 Managed Servers Max
25 Managed Network Devices Max

Lotus Foundations Start for TFAM
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Included Functionality

* OS Monitoring

* Virtual Server Monitoring (VMware, Microsoft)
* Database Monitoring

* Email Monitoring

* Network Monitoring

* Automated Discovery

* Reporting & Alerting

* Data Warehousing

* Integration to TFSM Appliance

Included Functionality

* Server Configuration

* Server and Firmware Management
* System Users & Security

* Remote Service Accessibility

* Firewall License Management

Hardware Ordered Separately

© 2009 IBM Corporation 7
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TFAM Appliance Add-on

~ Monitoring for Email Servers v6.1 Agent Builder v6.2

MOSWOS Agent § Proxy Agent Svc

— Lightweight
Monitoring for Databases v6.2 Discovery

Monitoring for Virtual Servers v6.1

Basic Network Monitoring v1 : TCR v1.2

TDW
ITM v6.2.1 IFO3
(including OS agents) ! DB2 v9.5

l e l[ SLES 10 packages in NVS
Lotus Foundations Core - ~( N
Core Open Source
iy Applications apps
|
Autonomic Engine | Soft Update (call home) In?e"igent oo Apache
L service) FTPd
(Based on Tivoli Backup AtaTalk
Technology) ( UniService connectors ' Double Vision L etc. )
( SuSe 10 kernel )

© 2009 IBM Corporation 8
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Typical Deployment

Desktops Servers

TR,

Admin System

@ VPN (logical link)

13°usiness ——————————————
Partner
Support Person

R
Tivoli Foundations ou

Application Manager

I\ /| H -
v—AppHan

ISP ’ \ .
Edge Router

(with firewalk
Intranet zone

Internet zone

© 2009 IBM Corporation 9
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TFAM Welcome page

Tivoli Foundations Application Manager 1.1
Application performance and availability management for the GB Market

aunches
Client

This appliance allows you to easily manage the applications, servers, and networks

critical to your business. /

Manage applications, server, and networks for your environment ]
View Reports

Documentation

aunches
Client

Trvoli Foundations Application Manager documentation

Downloads

Get IBM Tivoli Agent Builder

Get BIRT Report Designer v2.2.1 for Tivoli Common Reporting
Get IBM Java Runtime Environment 1.5

[ Lotus Foundations Adminjstration Console ]

Lotus Foundations Quick Start Guide
Lotus Foundations Administration Guide —— Launches Lotus foundations

\LWeb Config Ul in same
window

LICENSED MATERIALS PROPERTY OF IBM 5724-¥07 (C) Copyright International Business Machines
Corp. 2005, 2009 all Rights Reserved US Government Users Restricted Rights - Use, duplication or
disclosure restricted by GSA ADP Schedule Contract with IBM Corp. IBM is a registered trademark of
the IBM Corp.(default)
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TFAM Launch Pad (in TEP)

File Edit Yiew Help
&

[E Tivoli Foundations Application Manager

Tivoli Foundations Application Manager
Role specific tasks

for major functions
within the appliance

!{ | El |

Deploy Application and

T
Manage Situations . o
o Nety‘gork Munl_tdrlng

Discovery Status

H Discovery process is idle

e e e e e e AT o el a e e e e e e e S ATu AL e e slalele e e el e e B e le e aTe el s e le o e aTe e e eeale e B aTe el w o e el e o e Te o e L e e L ATal e e S e e e e L L e e e L e el e e ot s et e S e ahIal s s S AL S S AL s o s Tulile s S wael S e St e s S E e e it e s v S e R eh ey ae i orporationl1
| (® Hub Time: Mon, D6/22/2009 01:58 PM | b server mvailable | Launch Pad Display- shaktraleigh.ibm com - SYSADMIN ADMIN MODE®
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Discovery features

_tivlab.raleigh.ibm.com - SYSADMIN *ADMIN MODE* wﬁjﬂj
File Edit “iew Help
@a-5- O EBRsARE 0028 ¢ d ERLMELL M DT E L =
@ENauiga‘lur + M H = [[Z] niscovery and Deployment s T M B B x:
.@ View.|DapIDy tonitaring | :

IP addresses to scan: {

Ex. 192.168.1.1-23
Discove fl | Range format: nnn.nnnunnn.nnnees, where o is the ending @ ddress, or ) -
ry FIRRL NN, AR NS, where x the mask, Discovery process is idle
controls ;
Cancel Discovery

Status indicator

<! Show Al ) Show Windows Only 0 Show Linus Only 0 Show AIX Only ) Show Metwork Only

Host Mame IPAddress  OSType  OSVersion  Confidence  Managed  Discoversd At
| 42 LaunchPad | <58 Deploy Maritaring J 9472933 9472033 Metwork_Dey 100 M 8/2/09 5:23 PM Q S a—
| - | 9.42.20.35 9.42.28.35 Linux 26X 100 R 8/2/09 5:22 PM |y . e
[&] i Ty and 05 L 9.42.2927 9422827 Linus 26X 100 A 80209 5:23 PM :
Discovery and OS Deployment 9.42.29.31 9.42.280.31 Linux 26X 100 A 8/2/09 5:23 PM
foundation54.tiviak 9.42.28.50 Windows 5.2 100 Mo 8i2/09 522 PM

Before you can deploy monitoring to an operating system, you 2 4 i i

must discover the host on your network. To launch discovery, in gdowin99 tiviab ral 9.42.28.22 Windows 57 100 Mo 8/2/08 5:23 PM

the Discover section of the workspace enter a range of IP 9477935 94728735 Windows 57 100 A 2/2/09 5:23 PM

addresses you want to discover and click Discover. The ;

discovered machines and network devices will ke listed in the 9.4229.24 9422324  AIX 5x 100 hA 8/2/09 5:23 PM

table in the Deployment section gdowinltiviabral 8422038  Windows 5.2 100 Mo 8/2/09 5:23 PM

To deploy monitoring to an operating system, select the 9.42.39.37 9422837 Linux 26X 100 NiA 8I2/08 5:23 PM

system you want to monitor in the discovered systems tahle, 9.47.2621 9472821  Linux 26X 100 i 812108 522 PM

then select a type of monitoring to deploy. Tivoli Foundations s e A ¥

Application Manager supports two types of monitaring: goowint 11 tiviabr 9422020 wWindows 552 100 Mo B2/09 5:22 PM

Agent-based monitoring uses a physical agent placed on the 472999 5422999 Linu 100 NI 8/2/08 5:23 PM Jj

target system and provides full pedormance monitoring

Agentless monitoring uses SNMP over the netwark to monitor

the system. Agentless maonitaring provides basic performance ‘ Deploy 0F Agant | | Deploy Agentiess Manitar | | Diaployrment Status

manitaring.

Monitaring of operating system can be either agent-hased or ReSUItS table
agentless, but if you intend to monitor applications on the same

rachine, you must use agent-based monitoring. Monitoring of

network device uses only agentless maonitaring.

ny i1 o ot Ttk d ] 1. Lzl 1 it

|| ® Hup Time: Mon, 08/03r2009 08:22 AM [ € server availabie || Deploy Avent Display- shantitiab.raleigh.iom.com - SYSADMIN. *ADMIN MODE® |

© 2009 IBM Corporatior] 2
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Deployment workspace

)’ Deploy Application Manitoring - vmpaO1.tiviab.raleigh.ibm.com - SYSADMIN “ADMIN MODE* u@@

File Edit ¥iew Help

G- TH BRI E 002 a4 d BEWEESE L@ 7 @S E S (2

€2 Havigator £ @B = FH Deploy Application Monitoring Agent on System # % [ BH 0O % :E application Agents Currently Deployed s 3T M B 0O %

@ Wi | Deploy Application Monitoring Il] ga | T Origin Mode Hast Info = = Crigin Mode Host Info

Primany X33650A16:MNT WIN2003~..
z0alnx3 3L Lz~
snasal0 kKUK SunQS5-~5
oaaix2 bk A6
rsol07 kKUK SunOS~4....
oalhx01:LT Lz~
mpail: LT Lie-
soalnud 8:LE Linus-
30331 3K Al~5.3

I Deploy Application Monitaring]
to-Mghy Launch Pad

firnary: SOAWINEZMNT WINZ RS,
.
\ 1 | » <| I »l
N EDepluyMonitoringngentfurNetwurkDeuices < ¥ M BH 0O = | E Hetwork Agents Currently Deployed S T M B O %
| mede | Timestamp | onjectstatus| @ Error code Subnode MSM | Subinode Type | Subnode Resource Name | Subnode ver
| | wimpa01:M4 | 08/06/09 17:11:46 | ACTIVE M4vmpald-... | nma | wrnpang-1 | 06.21.00
455 Physical %53 Deploy Application Manitoring
B i Select the link next to the system | .« |
Deploying application and network monitoring you Want to deploy agents to S F I H O %
~
Deploying application and network monitoring

Deploying applicati itoring ag

The Deploy Application Monitoring Agent on Systern table lists the systerms on which an operating systerm monitoring agent has been deployed. (You cannot deploy application monitoring to a system on which agentless
operating system monitoring has been deployed.)

To deploy an application monitoring agent to one of these systems, click the elink for the target systermn in the Deploy Application Monitoring Agent on System table. The Mavigator entry for the target system is displayed
inthe Physical Mavigator view. Right-click the systerm name in the Mavigator and select Add Managed System then select the application agent to deploy. See the user's guide for the selected application agent type in
the Tivoli Foundations Application Manager Inforrnation Center for information on the required parameters. MNote: ¥ou cannot deploy monitoring to an offline system

After an application agent has been deployed, an entry for the agent appears in the Navigator tree along with its predefined workspaces and is listed in the Application Agents Currently Deployed table.

For rmore information, Deploying application monitoring
Deploying network monitoring

|| ® Hup Time: Thu, nemez009 0513 PM | €@ serer avaiianie || Depioy Appiication monitaring - vmpant iviab.raleigh.ibm.com - SYSADMIN ADMIN MODE™ |

© 2009 IBM Corporatior] 3
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TCR with TFAM reports (running in TIP)

Welcome tipadmin

Help | Logout

- _S_e_lect ﬁ_l._;:tion —

2

*l Troubleshooting Navigation | Search || Reports

']
EW“&I E-Report Sets Ii @ a'| l_\
el £TFAM 1.1 Reports :
) Tivoli Products Title ) Description |

l—TivoF'r Common
Reporting I:PI- Exchange Server Resouce Utilization

: This report will show the details of EI
! Exchange Server rescurce

: Utilization in terms of Threads in
{Use and Storage Group Percent

i frea space

EPI- Exchange Server Services Status
Availability

4 Eﬂ. ITM: Availability Heat Chart for Single
Fesource

This report will show the details of
Exchange Server Services Status

This report helps identify patterns
of resource availability over a
pericd of time. The first column
shows dates during the selected -
reporting period. The other
columns show hours during a
particular day. By hovering over a
particular icon, the average system
uptime during that hour can be
sean. The report can also be
reversed to show system downtime
instead of uptime based on
parameter selection.

This report lists all the Windows.

Linux and Unix resources in the
environment. On clicking on a
resource name you can drill

Selected: 0, Total: 9

yrporatior] 4
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O} Agent Management Services - tfam01.tivlab.raleigh.ibm.com - SYSADMIN *ADMIN MODE*
ge g€ 8

File Edit Wiew Halp

|

@ Hub Time: Fri, 08/07/2009 01:50 AM

& Server Available

@G- 0 EEMeIDE 0028 ¢ d BOUWHPALOREEECR ST @B AED S &
ch'gﬂauigator 2 @DH % fE Agents' Management Status f 3 D BHO =
@ Yiew: | Physical
o out | Trsiea ML A Agent Narne Timestarap | P95 ngfarzjgement Manager Type ‘ {\l%ggt ‘(
@Ente[?rﬁ:s stems IEM HTTF Server 0840709 01:51:07 | Managed Agent Management Services | Console | L«
& tfa;01 Froxy Agent Services Watchdog 080709 01:51:07 | Managed Agent Management Services | Consale | L
Tivoli Common Reporter 0860709 01:41:07 | Managed Agent Management Services | Console | L
Tivoli Enterprise Portal Server 080709 01:51:07 | Managed Agent Management Services | [T Unix | L
Capacity Lsage Information Tivoli Foundations Metwork Monitoring Agent 080709 01:51:07 | Managed Agent Management Services | [Thi Unix | L
DisiUs}; . g Tivoli Maonitoring Server 080709 01:51:07 | Managed Agent Management Services | [T Unix | L
Filelnforrﬁation Tivoli Warehouse Proxy Agent 0807049 01:51:07 | Unmanaged Mot Managed IThl Unix | L
N N Liniversal Agent for Linux 0840709 01:51:07 | Unmanaged Mot Managed ITh Unize | L
etwor Wiarahnnica SummariTation and Proninn Anant QM7MNa N1-51-07 Ilnrmanamad kot Maonamad IThd | i 1 T
%y Frocess ‘r] T 3
Syztem Information 1
Users [ Agents® Alerts « 3T D HO =
Summarization and Pruning Agent Timestamp Alert Message Agent MName Agent Status
‘warehouze Prosy
¥ More...
+ UNIX Systems
+--fm] Windaws Systems
ricg'g Advanced Mavigation | rfg'g Physical ricg'g Reparts
#53 Launch Had ﬁég Deploy Moritanng 4 ﬂ
fEH Agents' Runtime Status « 3T D HO =
. Agent Availability Frocess Cammand Agent Operating Agent
A& Agent Name Timestamp Q Status Frocess Mame ) L Tyne System IF Address g e
IEM HTTF Server 080709 01:51:07 | Running & | hitpd 32731 | foptIBMHTTRServerthindhtt... | Console | Linux 9.42.31.1... | tfamd1 -
FProxy Agent Services Watchdog 080709 01:51:07 | Running & | keawd 28077 | foptIBMATMAIB 263 2binfke... | Console | Linux 9.42.31.1... | tfam01
Tivali Commaon Reporter 080709 01:51:07 | Running & | java 0 Caonsale | Linux 9.42.31.1... | tfam01
Tivoli Enterprise Portal Server 080709 01:51:07 | Running & | kfwServices 10912 | foptIBMATMAIB 263 cgfbindk.. | ITM Unix | Linux 9.42.31.1... | tfam01
Tivoli Foundations Metwork Monitoring Agent 0810709 01:51:07 | Running @ | kndagent 18702 | foptlBMATMAIGZE3Mndmindk... | [T Unix | Linux 9.42.31.1... | tfam01
Tivoli Monitoring Server 080709 01:51:07 | Running @ | kdsmain 15480 | foptIBMATMAIB 263 mstbind... | ITM Unix | Linux 9.42.31.1... | tfam01 -
Tivoli Warehouse Proxy Anent DE{DTIDQ 01:51:07 | Unknown @ | khdxorti | 1] ITh Unie | Linws 942311, tfammj
4 »
EH agents' Man t D s T D H O =
A& Agent Name [cliciille Frocess Mame FAS D auat Agent Path Startup Script Stop £
Timestamp Type i
IEM HTTF Server 070209 16:20:56 | hitpd hitp Conzole | foptIBMHTTRServerhinittpd foptIBMHTTPServerbiniapa... | foptIBMHTTPSer «
Proxy Agent Services Watchdog 070209 16:02:04 | keawd keannd Console | $CAMDLEHOMESSITM_BINARCHIZhinike awed FCANDLEHOMEinditmemd ... | $CANDLEHOMES
Tivoli Common Reporter 070209 1620056 | java ter Caonzole | foptIBEMtivalitipfavaiinijava foptiBMAivolitip/productsiter... | foptiBMtivolitip/p
Tivoli Enterprise Portal Server 070209 16:20:56 | KiwSerices ke ITh Unix | $CANDLEHOMESSITM_BINARCHIcafhinfkfwServices | $CANDLEHOME b infitmemd ... | $CANDLEHOMES!
Tivoli Foundations Metwark Manitoring Agent 070209 16:20:56 | kndagent knd ITh Unix | $CANDLEHOMESSITM_BINARCH ndfhinfkndagent FCANMDLEHOME binditrmemd ... | $CANDLEHOME!
Tivoli Monitoring Server 07/02/09 16:20:56 | kdsrmain kms ITM Unix | $CANDLEHOME!SITM_BINARCH!msshintkdsmain FCANDLEHOME binditrcmd ... | $CANDLEHOME! ~

- &

Agent Management Services - tfam01 tiviab.raleigh.ibm.com - SYSADMIN  *ADMIMN MODE*

brporatior] 5§
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Event Console for Abnormal Availability and Performance Situations

Situation and Message Log Viewing

File Edit “iew Help

Netwark Monitoring Agent
{&] Monitored Devices

‘warehouse Prozy
% More..
=) ‘wiindows Systems

@ AN O J[%[&[&Eﬂ I w ]TutaIEvents:

149 | termn Filter: Enterprise

| @E Physical |
&g LanchPad |

@E Advanced Navigati

or
d5g System Avalability and PertolM

-

[ull ©
3

MS_Offline

Ocount

o = 5]

Severity Status et Situation Mame Display tem g
= (% ] Warning Qpen MNT_Percent_Disk_Tirme_Low 0 E: Prirmal =
o= |5 | Wwarning Qpen MT_Fercent_Disk_Time_Low _Total Frimal
= |4 | Warning Qpen MNT_Missing_Msdic_Warning Frimal
= & | Wwarning Qpen MT_Missing_FProcess Frirmal
= |4 | Warning Acknowledged BEJORMN MNT_Process_hemory_WWarning Frimal
= & | Vwarning Acknowledged FPALIL MT_Log Space_ Low System Frirmal
= £ i Acknowledged PALIL MNT Log Space Low Security Frimal
= e — 1 MT_Log Space_ Low Application Frirmal

IrmiEar LIForn Mame - N
= h ¥ | MT_Invalid_Logon_Attermpt SYSTEM FPrimal
o) Open MT_Service_Error Frimal
Acknowledged Sy SAD MM MT_Services_Automatic_Start Frimal
Qpen MT_System_FProc_ @ Lenoth_ Lowy Frimar—
Qpen MT_Frocess_hemory_Critical Frimal
[T a1=1a1 NT Swvwcterm Total Internints Drir‘f'j
[ 3
Fuents f T 0D EH O =
er| Mame | Display Item| Source ‘ Impacl| Opened ‘ Local Timestamp | Type | uuiD | Node| Refergnce ID|
Message Log A T D H B %
Status Mame Display ltem Origin Mode Global Timestamp | Local Timestamp |Nude| Type |8]
@ Cpen lermpErrars M4vmpalGnma 05/07/09 19:34:07 | 05/07/0919:34:07 | TE.. |Sampled |lcmpErrors
@ Cpen lernpErrars M4vmpal3nma 05/07/09 19:34:07 | 05/07/0919:34:07 TE.. |Sampled | lcmpErrors
#. Opan shmplnASHParseErrs MN4vmpalGnma 05/07/09 19:34:07 | 05/07/0919:34:07 | TE... |Sampled |snmpinASNParseErrs
#. Opan MWS_Offline shanti.raleigh.ibm.com:shanti:R4 | 05/07/09 19:31:08 | 05/07/0919:31:07 |TE... |Sampled |MS_Offline
#. Open hS_Offline joshi.raleigh.ibm.com:shanti:R2 05/07/09 19:31:08 | 05/07/0919:31:07 | TE.. |Sampled |MS_Offline
@ Jpen hs_0Offline R4a:shanti-raleigh-ibm-corm: LM 05/07/09 19:31:08 | 050709 19:31:07 | TE Sampled | MS_Offline
@ Open MS_Offine R4:8-42-38-21 C:LIN 05/07/0919:31:08 | 05/07/0918:31:07 |TE.. |Sampled | MS_Ofline
[#= Open MS_Offline R4:8-27-138-208:LNX 05/07/0919:31:08 | 05/07/0918:31:07 |TE.. |Sampled |MS_Ofline
@ Open MS_Offine R2:joshi-raleigh-ibm-camWin 05/07/0919.31.08 | 05/07/0918:31:07 |TE.. |Sampled | MS_Ofline
[# Open MS_Offline 9.42.38.210:shanti:R4 05/07/0919:31:07 | 05/07/0918:31:07 |TE.. |Sampled | MS_Ofline
# Open MS_Offline 9.27.138.208:shanti:R4 05/07/0919:31:07 | 05/07/0918:31:07 |TE.. |Sampled | MS_Ofline

@ Last 24 Howrs.

” Q Hub Time: Fri, 05/08/2009 09:41 PM

||. Senver Avallable

” Enterprise Status - shanti tiviab.raleigh.ibm.com - SYSADMIN “ADMIN MODE®
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Tiovli ITM §
Foundations or ITCAM for

Application Mlc.ros.o & Applications
Monitoring Capability Manager apliEdene
Windows OS

Agentless Monitoring

SQL Server (Database)
Exchange (Email)

VMWare (Virtual Server)

Active Directory

Cluster Server

.NET Framework

SharePoint & Biztalk

IS (Web Server)

Linux OS's

Unix OS's

DB2 (Database)

Oracle (Database)

Sybase (Database)

Lotus Domino (Email)

Apache (Web Server)

iPlanet (Web Server)

J2EE Application Servers

MQ

Custom Monitoring ( via UA)
Discovery (Lightweight)

Network Monitoring (Lightweight)

v
v

ANRNANANANAN

ANRNAYASAYAYVAYAYASNAY

ASRNAYANAYAN

AR AR AYAYAYAY RAYAY

AN AN
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Tivoli Foundations Service Manager Overview

“Service Desk in a box”’

© 2009 IBM Corporation
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The basic idea behind the appliance is to provide
a...

“Service Desk in a box”

Provides extensive Service Request Management,
Incident Management, Problem Management and
Knowledge Management capability

Rich set of out of the box templates and best
practice/starter content

Includes robust capabilities for value-add customization
and integration

© 2009 IBM Corporatior]9
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IBM Tivoli Foundations Service Manager

Tivoli Foundations

Service Manager
(Software PID 5724-Y08)

Tivoli Foundations Application Manager

Authorized User
20 Max, No Charge for Self Service Users

Lotus Foundations Start for TFAM

)
IZ
-
(2]
-
-
©)
-

Hardware Ordered Separately

Included Functionality

* Service request, incident, problem management

* Best practice content such as process workflows,
reports, KPIs, escalations and classifications.

* Links changes in assets to incidents

* Remote Diagnostics

* Intuitive Reporting

* Manage both IT and non-IT assets

* Measure end user satisfaction using built-in survey

Included Functionality

* Server Configuration

* Server and Firmware Management
* System Users & Security

* Remote Service Accessibility

* Firewall License Management

© 2009 IBM Corporatior20
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Pre-built Start Centers for Users, Agents, and Admins

Welcome, Self Service User T Web Replay  Buletins: (0) =~ Go To Reports Start Center  Profile  Sign Out

(¥ Change Content/Layout EB Dizplay Settings W8 Update Start Centel

x

. — | Bulletin Board (2) v Filter > (L = <
Post Date Expiration Date Viewed?

Subject Mess

@ Password reset request == Voice mail eystem iz down

@?}. My email izn't working

== Don't click "Free Wacation™ link New virus masking ftself as "Free VS

|Seruioe[)e5kﬁclims 2 = XK |

Search Solutions |Fre:;|enﬂyh5kedﬁue5ﬁm5§ vFiter > Qi3 @ # = X

View Service Requests Description
Create Service Reguest | \
How to defragment your hard drive \ DEFRAG

Service Reguest Manager Se
How to request hard-drive replacement
1-20f2

Set Graph Optione
Open Urgent Service Requests |

Last Run: S/M2/09 18:35:43

Solution

S —
@ = X

> Qinie

View By: Status

Open service reguests with u
internal priority Status Value Percent (%)

ogged inuser

W QUEUED 2 65.67

g 10 1>

W RESOLVED 1 33.33

Lizt View
© 2009 IBM Corporatior21
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Self Service User Screen Shot...

Welcome, Self Service User

~
(% Change ContertLayout BB Display Settings WIS Update Start Certer —

[Quick Insert @ =2 X J [Bulletin Board = 7 Filter * [Z i x J
u@} Computer Mot wiorking Subject Mezsage Post Date Expiration Date Viewned?
[ Reset P o | | 1

eset Passywor ipn P

== Don't click "Free Vacstion® Ink. e virs iz masking tself as "Free Yac.. 52009 21:51:56 G210 21:52:57 M

@ Network Slowe [ e e R
== Yoo mail system i dovwn. Being investigated. 5i2/00 21:51:12 BI2M021:51:35 M

[ Metwork Mot Wiorking

# Phone Mot Wiorking [Frequenﬂy Asked Ouestions - 7 Fiter > CL @ = X J
Description Solution

@“} Request System Acocess |

(5 Request Faciity Socess Hard drive tailire HOF &1L
Desktop applications are running showly SLOWICOMP

[Senﬂice Desk Actions P 4 J St Graph Cptions el

Search Solutions . . L
[MySewice Requests = 7 Filter » L ° @ = XJ
i Service R =t =
B SBIVICE RBAUBSLS Chatt Type: PIE Viewy By, Status |
Creste Service Reguest Status walue Fercent (%)
. Service Requests for the logged in user
Service Request Manager Search (By Status) B INPROG 1 3333
1 B QUEUED 1 33.33
[Open Urgent Service Requests 2 = X J RESOLVED 1 33.33
Last Run: Update "
1
Open service requests with urgent
internal priority Statns: RESOLVED (1] - 33.5353%
g 10 12
List *fliesn
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Service Desk Agent Screen Shot...

Welcome, Service Desk Agernt = iy v Bulleti R r Brofile
5 = |
[Quick Insert & B X JLBulleﬁn Board 7 Filter » O x J —
‘-ﬁ ey Incident Subject MWessage Post Date Expiration Ciate Wigwed?

| | H

== Don't click "Free YWacation" link.

:,"'r" Plesee Solution
Mesy wirus iz masking tself as "Free Vac.. 8209 21:51:56 SI2M0 215237 M

New Problem e
{..'?-ﬁ == Yoice mail zystem iz down.

Being investigated. SI209 215112 S22 0 21:51:35 il
@ Mewy Zervice Reguest
A =
) Computer Not Working llnhu:!.ﬂssmnments @ x J
Refresh
|#5) Reset Password — —
Descrigtion DCue Date Priarity Start Date Raute
Mo Aszsignments found for Service Desk Agent 1
[Fauur'rte Applications # B XJ
Incicents lOpen Service Requests | Own or Control = 7 Filter * L @ = X J
Problems Service Regquest  Description Internal Priorty  Status Chner Crwvner Group  Target Stat  Target Finish
Service Requests | | | | |
1003 Metwork Connectivity GILELED SDATIER1
Salutions .
1004 Computer Mot Working INPROG SDATIERA
Set Graph Options 1-20f2
lOpen Service Requests @ B XK J
Last Run: Update | Qpen Incidents | Own = 7 Fitter > L £ 0 X
Service Requests that are currently ) ) o
open Open Problems | Own @ Filter * Q, P G e £ 0 X
g8 10 37
Late Service Requests | Own @ °F Filter * @ Lo e g B2 X
Service Request Description  Internal Priority Status Crvnier Owvner Graup Target Stat Target Finish

18 |

Mo Data Found.
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Service Desk Administrator S Screen Shot..

Welcurne Senvice Desk Administrator Bulletin z 5 et ofile nowt Help

PN
08 Change Contentlayout  EB Dizplay Settings 08 Create Mew Template &8 Modify Existing Template 248 Update Start Center =l

[Quick Insert & 52 X% JLBulleﬁn Board = 7 Filter > Ol = » J
& Mew Bulletin Subject Message Post Date Expiration Date Wienwed?
il
|#) Mew Service Reuest | — — | |
== Dot click "Free Yacation” k. yew virgs iz masking teelf as "Free Wac.. 82009 21:51:58 B/2M0 21:52.37 ]
:& Mewe Solation e e .............. .................................................................................................................................................................................
== Woice mail system is down. Bieing investigated. B9 215112 BEAD2ETES N
Favorite Applications @ = X J .

l pp [Inhn: | Assignments @ B X J
Incidents Refresh| | _
Frohlems Description Cue Date Priarity Start Date Route
Service Requests Mo Assignments found for Service Desk Administrator
Salutions

lﬂpen Service Requests @ “F Filter * @, ] @ B X J
Ticket Templates
Service Redquest  Description Irternal Priority  Status et COwyner Groupy  Tardget Stat Target Finish
Report Administration | | |
1003 Metwork Connectivity CILELED =DATIER
[Average Service Request Process Time & = X J 1004 Computer Mot Yarking IMPROG SDATIERT
Last Run: Update | | Set Graph Options 1-20f2 | |
Average process time per service lopen Incidents @ “F Filter = Q o e & 5 o J
request in hours : : :
25 Incideri Description Irtetnial Pricovity: Status Chvnet Chvniet Groug Target Start Target Finish
31 7 | | | |
Mo Data Found.

lOpen Problems @ °F Filter * @ Do Cape g B X J

Problem Description Internal Priority Status Ovner Owyner Graup Target Start Target Finish

Mo Data Found.
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Knowledge Base to Resolve Problem

.

ic| nternet lorer

File Edit

eBack. = Q Ig @ L{:j psaarch *Favorit&s -@ @v ,3__;

Wiews Fawvorites Tools Help

LJ

Address @ http: ffrhino. tivlab. austin.ibm. com 9993 /maximo fui ffevent=loadapp &value =solution&uisessionid=12030 13711515

S -

2|

Search Web |~ &7

@' @l Ak Upgrade your Toolbar Now! ~ = Mail ~ @My Yahoo! - CﬁiHoﬂobs - >

Causs

Resolution

User Mame

= = e =

threatens to delay the timehy performance of this Order. If the Wendor is unable to complete perfermance at the time specified for delivery hereunder,
by rea=on of strikes, labor dizsputes, riot, war, fire or other causes bevond the Wendor's reasonable control, the Buwer, at his option, may slect to taks
delivery of Material hereunder in itz unfinizshed =state and to pay such proportion of the contract price as the work then completed bears to the total
work hereunder and to cancel this Order without liakility as to the balance of the Material covered hersunder.

e - = = §

Buwer or the WVendor, are effective when made, but must be confirmed in writing. £&nyw provizions hereof for delivery by inztallment =hall not be
construed as making the obligations of the Wendor severable. The Buyer shall have the right to refuse deliveries made more than one week in
adwance of any delivery schedule appearing in thiz Order unle=s arrangements for =uch esarhy delivery hawve been confirmed with the receiving party.
The Wendor hall notify the Buwer in writing prompthy of any delaye (however caused) and of any actual potential labor dispute which delayvs or
threate=ns to delay the timsehr performance of this Order. If the Wendor iz unable to complete performance at the time =pecified for delivery hersunder,
by rea=son of strikes, labor dizputes, riot, war, fire or other causes beyond the Wendor's reaszonable control, the Buyer, at his option, may =lect to take
delivery of Material hereunder in it2 unfinished state and to pay such proportion of the contract price as the work then completed bears to the total
work hersunder and to cancel this Order without liability a=s to the balance of the Material covered hersunder.

J

e - w = - -

Buwer or the WVendor, are effective when made, but must be confirmed in writing. Any provizions hereof for delivery by installment =hall not be
construed as making the obligations of the Wendor =everable. The Buyer =shall have the right to refuse deliveries made more than one week in
adwvance of any delivery schedule appearing in thie Order unlesse arrangements for such earty delivery have been confirmed with the receiving party.
The Wendor shall notify the Buyer in writing prompthy of any delays (however caused) and of any actual potential labor disputs which delays or
threatens to delay the timehy performance of this Order. If the Wendor is unable to complete perfermance at the time specified for delivery hereunder,
bw rea=on of strikes, labor dizputes, riot, war, fire or other causes bevond the Wendor's reazonable control, the Buwer, at hiz option, may elect to take
delivery of Material hereunder in itz unfinizshed =state and to pay such proportion of the contract price as the work then completed bears to the total
work hereunder and to cancel this Order without liakility as to the balance of the Material covered hersunder.

<)

Keyword

1003 = Microsoft

User Ranking User Comments Wiews

splay...

Date

o

‘ Internet

“{command Prompt - startweblogicL

52 0L:32PM

@ rRamd... | 33a.. -] @cRa.. | @Araml. | @@comm.. |RORET EL tece.. | g orade.. | @lavr.. |

Thursday
02/14/2008

 Structured representation of formal knowledge
— Symptoms/Cause/Resolution
— Grouped under well-defined classifications
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y Settings ‘U8 Create New

Hel

Automation{ Welcome to Organization Setup for the Foundations Service Manager irkflows | ¥ Filter - it |
Appliance. Workflow

iy
%% Proy ) . ; . .
This scenario will help you set up base default configurations which are
required for service desk operation such as submitting service requests.
% ® Proy
In this scenario you will:

No Data Found.

iks | #Filter g 0 i@

Proy +« Setup an organization with its currency code, item set and company
set.
Y i * Setup a general ledger account code format or component.
g

+ Set up general ledger account code for the organization.
+ Activate the organization by assigning a clearing account and add a
Prol site for the organizatio_n.
oy * Set up default-insert-site for user(s). b DG
+ Update configuration on database. B

Mo Data Found.

Proy

In order to run this scenario you must be a member of the Service Desk pdel
Administrator group.

Provisioning For more information on initial configuration, please refer to the infocenter: [
Initial Data Configuration &
X X X e Service Access Point
Other config ¢jick on the red box to run this scenario. .
ress Point
Dat{ If you do not want to run this scenario, click on the Stop icon in the Web e Access Point
Replay panel at the bottom of the screen. kas Point
% App coess Point
# e Access Point

. 1,119 Stack Of Patches
Workflow Designer
S
Web Replay: Home = Run

Initial Setup for ISM Integration2 @ <& 1]

©

Start Center -- Waiting for you to click on the highlighted element

* To facilitate quick
configuration

—For example,
Organization and Site
configuration

* To quickly train users,
agents and
administrators...

—“How do | submit a ticket”

—“How do | search the
knowledgebase”

—“How do | create
solutions”

© 2009 IBM Corporatior26
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* Tuning appliance for small & medium sized business (SMB)
needs

— Wizard to simplify initial configuration

— Simplified Uls

—New content for SMBs (Roles, Start Centers) tailored to
fewer/broader roles

—New CI applications

— Training Aids (using Web Replay) - Tutorials

* Runs on Lotus Foundations Start designed for SMB
—“Instant” deployment

— Can leverage services from L Foundations Start core (e.qg.
SMTP, file serving, etc.)

* Import of Configuration ltems/Assets:
— Import of configuration items/assets from csv files ez sucopoaioer



IBM!5%e509
TFSM & TFAM integration

I  Configure TFAM to forward events to EIF receiver TFAM

TFAM Situation fires

SSL based
communication

_______ SWAONAMIIRUES m e e e e e e e e e e e E E E E e —————— = —
TEMS name, situation id, TFSM |
Source System name,

Timestamp, other situation

Attributes etc. //

EIF Receiyer rfaceives +ESM receives —T-F-SM—Bsnail listener Ched‘h_m?desk analyst
selected Situation events local message received parameters processes the incident

and sends local message and creates an incident
To Service Desk
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TFSM & TFAM integration

<

<

TFAM Situation closed TFAM acknowledge/close TFAM SOAP Server

Workflow CT Reset
CT_Acknowledge

Web Service Close/Acknowledge Message:
(Both) TEMS name, Situation id, Source

(Ack only)
TFSM :
I
—/ :
I I
I I
I
I Action to convert incident Escalation < - I
| to TFAM web service paﬁmeters Service des.k apalyst I
L _ andinyokes TEAM SOAPServer _ _ _ oo = — - S'oesthemneident )
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TFAM Appliance integrations

—

F g

Incident
integration

Situation
Notifications

TFAM Data

extraction

reporting

|
|
|
I for
|
|
|

/‘V

DLA

Installed on

A/

——

-«

New Integration

Existing Integration

© 2009 IBM :Znrporatior80



IBM?

azilimn
irvesi

09

© 2009 IBM Corporation



IBM:55e5109

Standardized Appliance Physical Machines

* Utilize the 2 -3 standard hardware types and models (Entry Level and

Advanced) for Tivoli Appliances:

Tivoli ISM
Appliance Load

Tivoli ISM
Appliance Load

Tivoli Appliance Foundation

Physical Hardware

Hardware Offering
* 1-year warranty only

= Appliance components: LCD panel,
Removable HDD, flash drive
* Foundations preload / bios

=ntry Level 57200 DC2x1GB SS SATA 1 x 250 PATA flash with 1 Dual port Intel

interposer card PRO/1000

Removable HDD
with IBM 500 GB
SATA drive

Advanced F
66 GHz GB interposer card PRO/1000
Removable HDD
with IBM 1 TB
SATA drive

)2(3330 QC2x2GB SS SATA1x500 PATA flash with 1 Dual port Intel

LCD Foundation 1 Year Tivoli ISM
Display Bezel
LCD Foundation 1 Year Tivoli ISM
Display Bezel
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Bu sunum 22 Ekim 2009 tarihinde istanbul Swissotel the Bosphorus’da yapilan Yazilim Zirvesi 2009 igin
hazirlanmistir.

http://www.ibm.com/software/tr
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