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Agenda

" Mevcut Pazar Dinamikleri ve Yasanan Zorluklar
" IBM Tivoli Foundations Genel Bakis

= Artan lhtiyaclariniz igin uygulama yonetimi ;
Tivoli Foundations Application Manager

" Tivoli Foundations Service Manager ile Yardim
Masasi Yonetimi

= Ozet
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Dijital Ortam Yayginlasiyor !!

Biligsim teknolojileri ve gercek hayat arasindaki sinirlar kalkiyor.
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Mevcut Pazar Dinamikleri

2-1  Most SMBs Expect A Challenging Year Ahead; Only 17% Anticipate A Good Year

"What is the outlook for your industry this year?”

[JAverygoodyear  [JSomewhatgood year ] Somewhat [ An extremely [ Don't know
challenging year challenging year

2009

=t (B 1%] 9% | 3% |
W 18] 384 3% 10
i 20929) 17%| 12| 30% [0l 1%

Base: 1,258 North American and European SMB T budget decision-makers
(percentages may not total 100 because of rounding)

*Source: Enterprise And SMB IT Budgets And Spending Survey, North America, Europe, And Asia Pacific, Q4 2007
*Source: Business Technographics* November 2006 North American And European SMBIT Budgets And Spending Survey

2-3  SMBs Reduce Expenses And Defer Purchases In Response To Economic Conditions

“Which of the following actions, if any, do you expect your firm to take this year as a result of
the current economic conditions?”

IT staff hiring freeze 33%|

Reduced contractors/consultants 22% |

Defer capital expenditures 19% |

Reduced IT electricity usage 17% |

IT staff layoffs 16% |

Increased ROl justification for IT projects 13%

Accelerate certain projects 2%
to realize cost savings sooner

Increased contractors/consultants Qv
Other E

None of the above 19% |

Base: 1,258 North American and European SMB IT budget decision-makers
(multiple responses accepted)

Kaynak: The State of SMB IT Budgets: 2009 — Forrester, Aug. 7, 2009

= Global durgunluk ile maliyet
dusurulmesi:
Sirketlerin BT kadrolarinda %16’ya
varan personel kesintileri

Sirketlerin %17’si tarafindan uygulanan
enerji tasarrufu politikalari.

= Zorlu ekonomik kosullar ile BT
yatirim geri donus maliyet
degerlendirmelerinin onem
kazanmasi
Kredilerin gittikce daralmasi ve gittikce

buyuyen tutucu ve zorlu yatirimlar ile
sirketlerin Ustlendigi maliyetler.



IBM?5e%" 10 kaosTAN FIRSATA o0l

Yasanan Zorluklar:

= Maliyetleri disurmek icin BT altyapi veya
eleman alimina onem vermek yerine
kesinlikle ige yatirnm yapilmasi

Orta blcekli sirketlerin %40’ blitce kesintisi
beklenti karsiligi olarak ekonomide %10’luk bir
dususin saglanmasi

" Geri donusum maliyet analizi olmadan
uzun suren uygulamalar ile igin
akmamasi

Orta blgekli sirketlerin yaklasik %12’si maliyet
avantajlarini ileride gérme anlaminda, projelerini
hizladirmaktalar.

= Servisin surekliligi ve gelistiriimesi —
olmamas! durumda ise musterilerin
kaybedilmesi

Orta blcekli sirketlerin yaklasik %38’i servis ve
destek hizmetlerinin kullanilabilirligini
énemsemekteler.

Kaynaklar: 1) The State of SMB IT Budgets: 2009 — Forrester, Aug. 7, 2009
2) The State of SMB IT Budgets: 2009 — Forrester, Aug. 7, 2009
3) State of SMB SW: 2009 — Forrester, June 5, 2009
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Ginumiizdeki BT ¢o6ziimlerinin, Pazar gereksinimlerini
kesinlikle karsilamasi icin;

= [s modellerine hizl olarak maliyet

dusuren taktiksel gcbziimlerin getiriimegg “Maliyet avantaji getiren

veya is sureclerini
gelistiren BT cozumleri,
ozellikle ekonomik
zorluklarin yasandigi
donemlerde ilgi ¢ekici
olabilir. Fakat asil intiyag
= Basit igerigi ve kullanim kolayliginin duyulan ise; BT

olmasi cozumlerinin, islem
maliyetlerini azaltmasi
yonundedir.

" [leriye yonelik ve dlgeklenebilen dusl

maliyetli cozum yatirimlari
— Baz seviyede fonksiyonlara sahip, az yatirrm
hemen baslanabilen, fonksiyonel ve dlceneb
esnek ¢ozumler

Sources: IDC WW SMB Forecast 2009
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Servis Yonetimi

Servis Yonetimi, kaliteli servis temini ve altyapi maliyetlerinin
azaltiilmasi yonunde ihtiya¢ duyulan yazilim ve metodlari
saglamaktadir.

Servis Yonetimi Getirileri:

= Servis kalitesinin gelistirilmesi

" s Gizerinde akiglarin kusursuz
entegrasyonu.

* Hizli ve daha guvenilir servis temini

* Verimliligin ve personel uretim
gucunun arttiriimasi

* Minimum operasyonal risk ve acik
olmasi

= Maliyetlerin azaltilmasi
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IBM Service Yonetimi ile ...

= Gorunurlak
— Altyapi Uzerinde gerceklesen hers
ayrintili olarak gorebilme

= Kontrol

— Mevcut politikalar ve belirlenmig tale
yonetilen altyapinin degisiklik yapiimadan

= Otomasyon
— Mali
gelis
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Eger..

" Verimliliginizi ve is akislarinizi gelistirmeniz ile beraber maliyetlerinizi
kontrol edebileceksiniz?

= Servise onem vererek, yatirimlarin geri donisimunu birkag ay icinde
saglayabileceksiniz?

® Ek ig gucu ihityaci duymadan veya sistemlerinizi degistirmeden istikrarli
buyimeye devam edebileceksiniz?

= Uzman BT ekibi yardimina gerek kalmadan 1 gunden veya 1 saatten
daha az bir strede is yapiniza kurulabilecek bir ¢ozum ile kontol
edebileceksiniz?



IBM5e2 10 xa0STAN FIRSATACo:ccrf[[|

IBM Tivoli Foundations

IBM Service Management
offerings that are:

= Kapsamli Fonksiyonalite Orta Olcgekli
firmalar igin daha hizli ve kolay
uygulanabilir az maliyetli yuksek kalite
servis yonetimi

" Tam entegrasyon Minimum insani hata
veya uzman BT eleman temini ile hizli ve

kolay kurulum ve konfigurasyon yapilan
cozumler

= Esnek ve olceklenebilir Degistirme ve
yeniden baslatmaya gerek kalmadan
operasyonlarin buyuttlebilmesi ve
olceklenebilmesini saglayan ¢ozumler
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Tivoli Foundations Application Manager
Artan ihtiyaclar icin Uygulama Yonetimi

Problem Cozum

* BT ortaminda zayif gorunurlik ile = BT kaynaklari igerisinde kesif ve merkezi
problemlerin net algilanamamasi gorinarlik.

=Sistemlerin Manuel izlenmesi ile hata
mesajlari and zaman kaybinin gorulmesi

= Yerinde problem teshisi ve ¢ozunurlik igin
olay bazinda alarm ve raporlar

= Verimli yapilmayan izleme ve takiplerin
servis Uzerindeki etkileri

= Kaynak optimizasyonu ve BT
maliyetlerinin dugurulmesi igin gercek
zamanli ve gegcmige yonelik raporlar.

= Konfigurasyon ve entegrasyonun maliyetli

ve gerektiginden uzun surmesi = Kapsamli gériintiileme kabiliyetleri: Basit,
kolay kurulum , tek bir arayiiz ile
biitiinlesik ¢6ziim
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IBM Tivoli Foundations Application Manager (TFAM)

Erisilebilirlik . Malivetlerin azalmas: (Is giicii, destek), Son Kullanici Memnuniyeti

— 1
- R

150 Sunucu ve 25 Network donanimlarina
kadar yonetim imkan1

= Sunucu and sanal ag kesfi Tivoli Foundations

i ] ] _ . Application Manager
=Kullanilirlik. Isletim sistemleri, Sanal Ag,

Veritabani ve Uygulamalar icin Performans
] zleme Tivoli Foundations Application Manager

= Raporlama: Anlik ve Gegmise Yonelik
| Otomatlk Problem Q('jzme Lotus Foundations Start for TFAM

= Out of the Box — En ¢ok kullanilan
senaryolardan olusan igerik

= Service Yonetimi ile entegrasyon
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Tivoli Foundations Service Manager
Artan ihtiyaclariniz icin Yardim Masasi Cozumu
Problem Gozum

= Olaylarin ve servis problemlerin = Olay ve problem ydnetiminde

¢OzUmuanun uzun sirmesi ve hata noktadan yénetim imkan.

alma yonunde riske edilmesi.
= Akig cizgisi yardim masasi

uygulamasi ile dnceliklendirme,
eskalasyon ve hizli problem
¢cOzumu.

= Efektif olmayan izleme ve raporlama
ile Grin ve musteriye efektif servis
sunma olanigini riske etme.

= Minimum BT Teknik ekip destegi ile
maliyet avantaji yaratan ¢ozum
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IBM Tivoli Foundations Service Manager (TFSM)

Yardim Masasi Malivetlerinde azalls, Erisilebilirlik, Son Kullanici Memnuniyeti

20 Yetkili & 10 es zamanl kullaniciya kadar )

(Musteri Servis Yetkilisi, Teknik Destek) Sinirsiz Self-Servis Kullanicilar

= Butun son kullanici talepleri igin servis talebi

olusturma — Olaylar ve problemler Tivoli Foundations
= “Self Servis” bilgi bazl| e e
= Varliklar icerisinde degisen linklerin olaylari
adreslemesi = Tivoli Foundations Service Manager
= Uzaktan yonetim ile teshis etme _ Authorized 322? (DOATHLL)
u Raporlama Concurrent User (DOCTRLL)
= Orta olcekli Pazar icin tasarlanmis etkin is P —
akislari (DOATDLL)

= Uygulama Yoneticisi ile entegrasyon
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....... >

Tivoli Foundations Serv ce Manag_e[_ 1'1,“

Mﬁgteri Memnuniyetini Olgcme

Operasyonel Verimlilik

-~:- = | Anket — Son Kullanici
Rol Bazli Performans, Raporlarve | 77N —=-"" = T ==

memnuniyetini

Is Yonetimi

L .| = | dlcebilme olanag

— Kolay izleme

. E-posta ile destek kaydi agm3

- Dokuman basliklari, aktsviteleri ve

diger prosediirleri belirleme == e : E-posta onceliklendirme — E-posta
prry e ile gelen Verilen oncelik sirasina gore
Hizli Ariza Kayit Cozimd. 20N - _ J J
L = siniflandiriimasi
N .
J C Ol
Yiikseltim, 6zellestirme, Konfigurasyon kolaylig: Hizh ve dogru karar verme
Konfigurasyon ve is Akisi — Esnek, kolay konfigure edilebilir Goriintii ekrani ve Baslangic Merkezi—
surukle & birak Teknigi ile kolay kullanim ile sureg Potential problemlerin tanimlanmasi
akislarini belirleme. ve aksiyon bilgisi — Kritik Servisler

Etkilenmeden dogru karar alabilme.
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Finding and Fixing Application Problems

WITHOUT Tivoli Software

8. Bob contacts Mike to confirm he is able to
access his application. He then logs in his log
book that the problem is closed.

7. Sara contacts Bob and lets
him know the problem is
resolved (cross your fingers).

(By the end of the day, Sara
resolves Mikes call for help)

Rep (CSR)

6. Sara looks at all of the server
and application logs and
manually correlates the
information to try to find Mikes
problem. Finding nothing, she
decides to restart the server to
see if that helps; this causes a
temporary outage for all users
but when the server reboots the
problem appears to be solved.

1. Mike is logged into his
business application

2. Mike suddenly loses

Mike- End User (customer
or employee)

Bob- Customer Service

Sara- Subject Matter
Expert (e.g. Technical
Support Representative)

connection to the application

3. Mike calls the
Help Desk for
HELP! Bob takes
15 minutes to try to
resolve Bob’s
problem by asking
questions

4. Bob cannot resolve the
problem after 15 minutes, so he
writes the problem down in his

log book

5. Bob tells Mike the problem needs to be
escalated to technical support. Bob then calls
Sara in Technical Support, reviews the situation
with her, and asks her to work on the problem.



IB zﬁ’ﬂlelgx 1 O KAOSTAN FIRSATA owea

Finding and Fixing Application Unavailability

WITH Tivoli Software

8. Bob Bob closes Mikes’ service request.

7. Sara uses Application Manager to
find and fix the problem. She updates
Service Manager reflect the problem is

resolved and how it was resolved.

1. Mike is logged into his
business application.

2. Mike suddenly loses
connection to the application.

6. Sara uses Service Manager
to review her incidents and
finds Mikes problem.

Mike- End User (customer

or employee)

Bob- Customer Service
Rep (CSR)

Sara- Subject Matter
Expert (e.g. Technical
Support Representative)

3. Automatically
the problem and
resolution are
identified in
TFAM and a
trouble ticket is
opened for this

problem in TFSM

5. Bob discovers there is a server problem affecting
Mike’s application and needs to pass the problem to the
server team. Bob uses Service Manager to forward
Mike’s problem on to Sara in Technical Support.

l. Bob checks the Service Manager service
requests and finds Mikes problem.
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Tivoli Foundations Software

Tivoli Foundations Birlesenlert:
" Tivoli Software
— Monitoring
— Service Desk

Tivoli Foundations Application Manager
o] §
Tivoli Foundations Service Manager

" Lotus Foundations Start Software

(ships with Tivoli Foundations SW) Lotus Foundations Start
— SuUSE Linux for Tivoli Foundations Software

— Tools and utilities
— Add Lotus or 3rd party apps

IBM System x Hardware

* Hardware (ordered separately) IBM Tower Systems (e.g. x3200/9234)
— Lotus Foundations Appliance HW IBM Rack Systems (x3250)
— System x HW Other System x or 3™ Party Hardware
— Other 3rd party HW System with Minimum Configuration:

CPU=2 dual core or 1 quad core
4 GB RAM, 500 GB HD space
At least one IDE or SCSI hard disk
At least one Network Interface Card
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Process and
Asset Management

Application Discovery
and Dependencies

== CCMDB and == Business Even == Business == Discovery an
Process Enrichment Service Dependency
Managers Management Manager

niegrate Aigner vaiue vrrerings as Needs Arise

Performance and Availability Service Management

Tivoli Foundations
Application Manager

Future Tivoli Foundations
Appliances

Tivoli Foundations Service
Manager
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IBM Tivoli Foundations ile Zorluklari ASIN !!

Zorluklar Getiriler
Maliyetleri azaltarak mevcurt /Ihtiyacmlz olan .fo.nksiyonaliteye
ekonomik duruma uyum ulagmaniz icin yatirrm yaparak,
saglayabilme maliyetlerinizi azaltin.
Teknoloji Yatirnrmlarinin J is getirilerinin hizli bir sekilde
gerekliligini gésterme ile hizli algilanmasi
sonuca ulasabilme ve karliligi J
maksimize etme Rekabet ortaminda daha iyi servis

sunarak musteri ve son
kullanicilara geri donus
surelerini geligtirebilme

Yiiksek kalitede servislerin
gelistirilmesi rekabetgi
olabilme.
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