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Innovation is the Process, Success is the Result

“CEOs indicate that Innovation is the preferred path to achieving 

business objectives in today’s environment”…but how?

Innovation is the process of delivering new products, services, processes and business models 

to help accelerate growth and create a unique competitive edge.

Source:  IBM Global CEO Study 2006

Address the enormous resource applied to 
maintaining business operations

Apply scarce resources 
more effectively

Business Objectives

Compliance & Risk 
Management

Optimize
Investments

Growth &
Competitive Edge
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Enabling Innovation with ISM Service Management

Business Services & Assets

VisibilityVisibilityVisibility ControlControlControl AutomationAutomationAutomation

Provides the integrated visibility, control & automation across the service 
lifecycle that are needed to innovate and achieve business objectives.

IBM Service ManagementIBM Service ManagementIBM Service Management

Business Objectives

Compliance & Risk 
Management

Optimize
Investments

Growth &
Competitive Edge

Increase Agility & Edge Deliver Service Assurance

Improve Customer Value Minimize Business Risk

Improve Return on ExpenseStreamline Processes                                            
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Delivering Value with IBM Service Management
Architected to deliver visibility, control and automation

IBM Service Management

Best Practices and Services

Development
Efficiency

Software Delivery

Process Management

Operational
Management

Service Delivery
and Support

Service Management Platform

Optimized Infrastructure

Accelerate tasks and 
improve effectiveness:
Automate development 

and delivery tasks

Bridge silos and 
reduce friction:

Provides a collaborative 
team-based software 

delivery platform to 
reduce friction

Visibility to information 
& service context:
Service delivery and 
support platform serves 
as the foundation for 
automation

Receive service context:
Operational management 
products deliver task level 
automation

Enable service priority and leverage best practices:
Process management supports organization alignment with 

business goals

Gain insight, establish best practices:
Identify opportunities for added efficiency, 

business value and growth

Optimize: flexible, reliable, 
available, and secure infrastructure
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IBM Service Management Facilitates Service Excellence, 
Business Growth, Operational Efficiency and Effectiveness

IBM
Service 

Management

ProcessTechnology

Information

People

•• Scalable approach integrating Scalable approach integrating 

technology, people, information technology, people, information 

and processand process

•• Broadest and deepest domainBroadest and deepest domain--

specific operational managementspecific operational management

•• Integrated data and contextual Integrated data and contextual 

visualizationvisualization

•• Automated workflows, Automated workflows, 

processes and repeatable tasksprocesses and repeatable tasks

•• Flexible management platform Flexible management platform 

built on SOAbuilt on SOA

•• Based on selfBased on self--managing managing 

autonomic technologiesautonomic technologies
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Service Strategy

Market Intelligence

IT Financial Management

Service Portfolio Mgmt

Demand Management

Service Portfolio Mgmt

Service Catalog Mgmt

Service Level Mgmt

Capacity Mgmt

Availability Mgmt

Service Continuity Mgmt

Information Security Mgmt

(ISO 27K, ISO 20K)

Supplier & Contract Mgmt

Change Mgmt

Service Asset & 

Configuration Mgmt

Knowledge Mgmt & a 

service knowledge system

Service Release & 

Deployment Planning

Performance and Risk 

Evaluation

Testing

Acquire, Build, Test 

Release

Service Release, 

Acceptance, Test & Pilot

Deployment, 

Decommission and 

Transfer

Monitoring & Event Mgmt

Incident Mgmt

Request Fulfillment 

(standard changes)

Problem Mgmt

Access Mgmt

Measurement & Control

Service Measurement

Service Assessment & 

Analysis

Process Assessment & 

Analysis

Service Level 

Management

Improvement PlanningRisk Management

Processes

Functions

Service Desk

Infrastructure 

Management

IT Operations

Facilities 

Management

Organizational Change & 

Communications

Strategy Design Transition Operation
Continual 

Improvement

Application 

Management

The ITIL v3 materials describe processes and functions 
included in v2, but add tremendous depth and breadth
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Service Strategy

Market Intelligence

IT Financial Management

Service Portfolio Mgmt

Demand Management

Service Portfolio Mgmt

Service Catalog Mgmt

Service Level Mgmt

Capacity Mgmt

Availability Mgmt

Service Continuity Mgmt

Information Security Mgmt

(ISO 27K, ISO 20K)

Supplier & Contract Mgmt

Change Mgmt

Service Asset & 

Configuration Mgmt

Knowledge Mgmt & a 

service knowledge system

Service Release & 

Deployment Planning

Performance and Risk 

Evaluation

Testing

Acquire, Build, Test 

Release

Service Release, 

Acceptance, Test & Pilot

Deployment, 

Decommission and 

Transfer

Monitoring & Event Mgmt

Incident Mgmt

Request Fulfillment 

(standard changes)

Problem Mgmt

Access Mgmt

Measurement & Control

Service Measurement

Service Assessment & 

Analysis

Process Assessment & 

Analysis

Service Level 

Management

Improvement PlanningRisk Management

Processes

Functions

Service Desk

Infrastructure 

Management

IT Operations

Facilities 

Management

Organizational Change & 

Communications

Strategy Design Transition Operation
Continual 

Improvement

Application 

Management

The ITIL v3 materials describe processes and functions 
included in v2, but add tremendous depth and breadth
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As you look at the details of the ITIL v3 model it’s important to 
understand the processes may span more than one phase of the 
service lifecycle

<<SOOperation Management

SOProblem Management

SORequest Fulfilment

SOIncident Management

SOEvent Management

STKnowledge Management

>>STEvaluation

STService Validation and Testing

STRelease and Deployment Management

STService Asset and Configuration Management

STChange Management

STTransition Planning and Support

SDSupplier Management

SDInformation Security Management

SDService Continuity Management

SDAvailability Management

SDCapacity Management

SDService Level Management

SDService Catalogue Management

Continual 

Service 

Improvement

Service 

Operation
Service 

Transition
Service Design

Service 

Strategy

O
w

n
e
r

Operational Processes

Source: “ITIL Refresh: Vendor pre-release briefing”, May 2007
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As you look at the details of the ITIL v3 model it’s important to 
understand the processes may span more than one phase of the 
service lifecycle (continued)

SSIT Financial Management

SSService Portfolio Management

SSStrategy Generation

SSDemand Management

CSIService Improvement

CSIService Reporting

CSIService Measurement

Continual 

Service 

Improvement

Service 

Operation

Service 

Transition
Service Design

Service 

Strategy

O
w

n
e
r

Governance Processes

Source: “ITIL Refresh: Vendor pre-release briefing”, May 2007
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ScopeScope
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ITIL V3 Model

Service Catalog Management

Service Level Management

Service Continuity Management

Capacity Management

Availability Management

Configuration Management

Asset Management

Change Management

Release Management

Knowledge Management

Build and Test

Service Desk

Event Management

Access Management

Incident Management

Problem Management

Technical Management

Operations Management

Applications Management

Focus Areas
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Tools to Get You Started Today

ITSM Self-Assessment Tool

� Facilitates identifying your service

management priorities

� Self-assessment of your capabilities, 

importance, current levels of automation 

and governance effectiveness

� Based on a proven approach

Tivoli Unified Process / Rational 

Unified Process

� Navigation tool that provides “how-to”

for customizing and implementing 

best practices for mapping, modifying 

and improving IT processes

� Prescribe specific actions for ITIL

� Includes the IBM Process Reference

Model for IT (PRM-IT)

http://www-306.ibm.com/software/tivoli/governance/servicemanagement/
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Building the IBM Service Management Capability

How does this 
relate to the 

business service?

Service Management PlatformService Management Platform

What’s happening 
with the

infrastructure?

What actions
do we take?
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CMDB

Sensors Bulk Upload Web Svcs +API

Federated
Data

Relationship Mapping
Synchronisation
Reconciliation

“CIs/Assets”

Change

+Config

Visualise

Common Data Model         Workflow        Policy         Security

what have I got
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O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Relationship Mapping
Synchronisation
Reconciliation

“CIs/Assets”

Change

+Config

Visualise

Central

Event Console

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

Common Data Model         Workflow        Policy         Security

Capacity Management Component Level CM

what have I got + what is it doing

Bulk Upload Web Svcs +API
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Event Aggregation + 

Enrichment + Correlation

Network

Management

O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Relationship Mapping
Synchronisation
Reconciliation

“CIs/Assets”

Change

+Config

Visualise

Wired + Wireless
Discovery Monitoring

QoS

Central

Event Console

Security Events

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

Common Data Model         Workflow        Policy         Security

Capacity Management Component Level CM

what have I got + what is it doing

Bulk Upload Web Svcs +API
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Business Service Management

Event Aggregation + 

Enrichment + Correlation

Network

Management

O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Business View
Topology

Real-Time
Events

Relationship Mapping
Synchronisation
Reconciliation

SLA Predictive

“CIs/Assets”

Change

+Config

Bus. KPIs

Visualise

Wired + Wireless
Discovery Monitoring

QoS

Central

Event Console

% Availability

Transaction Response Time

Penalty Costs

Security Events

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

Historic
Events for
Predictive
Trending
against SLAs
CM

Common Data Model         Workflow        Policy         Security

Capacity Management Component Level CM

what have I got + what is it doing + how does this relate to the business

Bulk Upload Web Svcs +API
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Business Service Management

Event Aggregation + 

Enrichment + Correlation

Network

Management

O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Business View
Topology

Real-Time
Events

Relationship Mapping
Synchronisation
Reconciliation

SLA Predictive

“CIs/Assets”

Service

Request

Incident Problem Change

+Config

Release

Service

Catalog

SLA Asset +

Compliance

Contract +

Procurement

Bus. KPIs

Visualise

Wired + Wireless
Discovery Monitoring

QoS

Central

Event Console

Raise Trouble Ticket

% Availability

Transaction Response Time

Penalty Costs

Time to Respond
Time to Resolve
Escalation Policies

Security Events

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

Historic
Events for
Predictive
Trending
against SLAs
CM

Common Data Model         Workflow        Policy         Security

Provisioning

Capacity Management Component Level CM

what have I got + what is it doing + how does this relate to the business + what actions do we take to control and manage it all

Bulk Upload Web Svcs +API
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Business Service Management

Event Aggregation + 

Enrichment + Correlation

Network

Management

O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Business View
Topology

Real-Time
Events

Relationship Mapping
Synchronisation
Reconciliation

SLA Predictive

“CIs/Assets”

Service

Request

Incident Problem Change

+Config

Release

Service

Catalog

SLA Asset +

Compliance

Contract +

Procurement

Bus. KPIs

Visualise

TBSM ITSLA

ITNM+Proviso

VallantOmnibus+ImpactTSOM

TSRM Release PM

ITAM4IT

ITM - TEP

ITM

ITM+Omegamon

ITCAM

ITM for …
Omegamon

CCMDB/TADDM

TPM

Wired + Wireless
Discovery Monitoring

QoS

Central

Event Console

Raise Trouble Ticket

% Availability

Transaction Response Time

Penalty Costs

Time to Respond
Time to Resolve
Escalation Policies

Security Events

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

ITM - TDW

Historic
Events for
Predictive
Trending
against SLAs
CM

Common Data Model         Workflow        Policy         Security

Provisioning

Capacity Management Component Level CM ITM PA

what have I got + what is it doing + how does this relate to the business + what actions do we take to control and manage it all

Bulk Upload Web Svcs +API
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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

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

BSM in 6 steps:

4

3

2

5

1

6
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ITIL V3 Model

Service Catalog Management

Service Level Management

Service Continuity Management

Capacity Management

Availability Management

Configuration Management

Asset Management

Change Management

Release Management

Knowledge Management

Build and Test

Service Desk

Event Management

Access Management

Incident Management

Problem Management

Technical Management

Operations Management

Applications Management

TIDE Scenario 4 Focus Areas
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MonitoringMonitoring

Event ManagementEvent Management

InfrastructureInfrastructure

Business Service ManagementBusiness Service Management

Service ManagementService Management

Configuration ManagementConfiguration Management

Provisioning Provisioning 
ManagementManagement

TIDE4 - TBSM – Demonstrates function in 7 key management areas

Discovery Dependencies

IT Service View 

LOB View 

Orchestrated

Workflows

Incident Problem Change Release
Central
Console

Event
Enrichment

Resource
Monitors

Application
Monitors

Network
monitors

X,P,Z Windows, AIX, Linux, vmware HTTP, WAS, DB

Automated

Integration



IBM Software Group  |  Tivoli software

24© Copyright IBM Corporation 2008

Trade - Composite Application - HTTP, WAS, DB2

Provisioning    
Manager

12. Execute Workflows 

To Correct problem

CCMDB
ITM

11. Change History

Analysis

TADDM

Display 
Application

Dependencies

TNM

1. Trigger Event

Network Issue 
DB Cluster

Network 

Monitoring

6 . ITM 

forwards 

the Event

ITM

5. Trigger Event

Disk Full 
DB Cluster

TBSM

4. Network Event Sends 

Service  Status to YELLOW

TBSM

8. Disk Overflow Sends IT 

Service - RED Business 

Service – YELLOW 

Triggers SLA Count

14. Close

file Ticket

Service Desk

TBSM

13. Overflow resolved 

returns Business service 

back to green 

9. Incident 

Analysis

TBSM

10. Incident Analyst uses

TBSM to prioritize issue

and urgency

3,7. Automatically 

Open Trouble Ticket

OMNIbus

Impact

Service Desk

2 . Network 

Manager 

forwards 

Event

DB-1 DB-2

Business Service – Availability (Network, Resource), Incident & Change within BSM
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Business Service Management

Event Aggregation + 

Enrichment + Correlation

Network

Management

O/S Monitoring

Composite App Mgmt

Middleware+Apps+DB

CMDB

Event

Management 
Server

Sensors

Federated
Data

Business View
Topology

Real-Time
Events

Relationship Mapping
Synchronisation
Reconciliation

SLA Predictive

“CIs/Assets”

Service

Request

Incident Problem Change

+Config

Release

Service

Catalog

SLA Asset +

Compliance

Contract +

Procurement

Bus. KPIs

Visualise

Wired + Wireless
Discovery Monitoring

QoS

Central

Event Console

Raise Trouble Ticket

% Availability

Transaction Response Time

Penalty Costs

Time to Respond
Time to Resolve
Escalation Policies

Security Events

Real Time

+

Historic

“Events”

J2EE, SOA
Response Time QoS

DB, Apps, Exchange, 
Notes, Virt Svrs, Clusters

Unix, Linux, AS400,
Windows, z-Series

Historic
Events for
Predictive
Trending
against SLAs
CM

Common Data Model         Workflow        Policy         Security

Provisioning

Capacity Management Component Level CM

what have I got + what is it doing + how does this relate to the business + what actions do we take to control and manage it all

Bulk Upload Web Svcs +API
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Breadth of TSOM Supported Devices Access and Identity Management
CA eTrust Access

CA eTrust Secure Proxy Server

CA eTrust Siteminder (Netegrity)

RSA SecureID RADIUS

Oracle Identity Management (Oblix)

Sun Java System Directory Server 

Microsoft Active Directory

Cisco ACS

Wireless Security
AirMagnet

AirDefense

Management Systems
neuSECURE escalates to:
Micromuse Netcool

IBM/Tivoli 
Remedy  ARS
HP OpenView 
CA Unicenter 

Management Systems
Source of events into neuSECURE:
Check Point Provider-1
ISS RealSecure SiteProtector
Juniper Global Pro (Netscreen)
Juniper NSM (Netscreen)
Tripwire Manager
Intrusion, Inc. SecureNet Manager
McAfee ePO
Nortel Defense Center
Sourcefire Defense Center
Q1 QRadar Mgmt Server
Symantec ESM

VPN

Juniper SSL VPN, Juniper VPN
Nortel VPN Router (Contivity)
Check Point
Cisco IOS VPN
Nortel VPN Gateway

Web Servers
Apache

Microsoft IIS 
IBM WebSphere

Operating Systems Logs, Logging 
Platforms
Solaris (Sun) 

AIX (IBM) 
RedHat Linux 

SuSE Linux 
HP/UX 
Microsoft Windows Event Log
(W2K3 DHCP, W2K DHCP, IIS)
Microsoft SNMP Trap Sender
Nokia IPSO
Novell NetWare 
OpenBSD
Tru64
Tripplight UPS
Monitorware SYSLOG 
KiwiSyslog
Tivoli Agent SYSLOG Messages

Antivirus
CipherTrust IronMail 
McAfee Virus Scan 
Norton AntiVirus (Symantec)
McAfee ePO
Trend Micro InterScan

Application Security
Blue Coat Proxy
Nortel ITM (Intelligent Traffic Mgmt)
Teros APS
Sentryware Hive
Nortel Application Switch (Alteon)

Policy Compliance

Vericept

Network Intrusion Detect/Prevention
McAfee Intrushield 
Sourcefire Network Sensor
Sourcefire RNA
Juniper IDP
ISS RealSecure
ISS Proventia
ISS BlackICE Sentry
Cisco Secure IDS 
SNORT IDS
Enterasys Dragon 
Nortel Threat Protection System (TPS)
Intrusion's SecureNetPro
Mirage Networks
NFR NID 
Symantec ManHunt 
ForeScout ActiveScout 
QRadar
Top Layer Attack Mitigator 
Labrea TarPit
IP Angel
Lancope StealthWatch 
Tipping Point UnityOne NDS
Arbor Networks PeakflowX 

Host-based Intrusion Detect/Prevention
Cisco CSA (Okena) 
NFR HID 
Sana
Snare
Symantec Intruder Alert (ITA)
Sygate Secure Enterprise
Tripwire 
ISS RealSecure
McAfee Entercept
PowerTech PowerLock/Interact (iSeries)

Firewalls
Check Point Firewall-1 
Cisco PIX 

CyberGuard
Fortinet FortiGate
GNATBox
Juniper (Netscreen)
Linux IP Tables 

Lucent Brick 

Microsoft ISA Server
Nortel Switched Firewall

Stonesoft's StoneGate 
Secure Computing's Sidewinder 
Symantec's Enterprise Firewall
SonicWALL
Sun SunScreen

Vulnerability Assessment
Nessus
Vigilante
ISS Internet Scanner
QualysGuard
Foundstone
eEye Retina
SPI Dynamics WebInspect
nCircle IP360
Harris STAT

Routers/Switches
Cisco Routers 
Cisco Catalyst Switches 
Foundry Switches
F5 Big IP, 3-DNS
Juniper JunOS
TACACS / TACACS+
Nortel Ethernet Routing Switch 
5500, 8300, 8600, 400 series
Nortel Routing Switch 3510

Discovery Tools

Lumeta IPSonar
NMAP
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