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Global Trends Driving BSM Adoption

Industry consolidation via mergers and acquisitions

Increased legislation requires greater visibility into
operational risk

Increased customer expectation of high service quality &
convenience

Cost reduction initiatives across business & IT operations

Limited alignment between IT and business objectives

“Most of the information a manager will need to run a business will reside on a
computer screen in a ‘digital cockpit’. It will contain every piece of real-time data,
with automatic alerts spotlighting the trends requiring immediate attention.”

- Jack Welsh
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What the Experts are Saying...

“IS organizations are searching for ways to demonstrate alignment with the
business and manage support priorities in a business context.

You need tools that document and correlate IT components to business
services, enabling more productive communication between the organization
that delivers the services and the business users who consume them.”

- Gartner

“Users are being driven by business requirements to improve the ROl from
technology investment. Although major trends will continue, service management
as a strategy will dominate project prioritization and budget capture as a way to
show IT’s impact on the business and customer satisfaction.”

- IDC
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The Enterprise Service Management Challenge

e .
Customers

Business Services & Processes

Assurance Quality

Security

SLA o Incident
oo orage Problem
. Availability roble Change
Service Cont. Capacity Workload Asset Configur%tion

Financial
Release

Process Automation

Analysis Automation

- Service Model

Service Intelligence

Monitoring Discovery
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IBM Service Management Software

IBM Service Management Software provides the means to bridge the service visibility gap
and align operational and business objectives for improved service quality and performance.

Process Management

Service Management
Platform

Operational Management

IBM Service Management Software

enables significant improvements in:

= Revenue growth

= Competitive advantage

= Customer experience

= Return on opex and capex
= Internal process efficiencies
= Risk management

= Regulatory compliance
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BSM in the Enterprise...

Vital to both business and IT operations:

Business
; pUsers o

uﬁh

N NN N

NN N N

Manage day-to-day business performance

Gain insight into the operational health of services
Track ongoing customer experience

Make strategic business decisions & investments

Assure high service availability and performance
Reduce costs & improve operational efficiency
Deliver against line of business requirements
Make long-term IT investment decisions
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Single Effective Interface: Line of Business Views
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Single Effective Interface: Operational Service Views
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Single Effective Interface: Service Intelligence
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Single Effective Interface: Service Intelligence

| Servers Performance- 14 Sep 2004
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IBM Tivoli Netcool Logical Architecture

Inform

Analyze

Consolidate

Collect

Managed
Environments

Business KPIs Service Dependency Maps SLA Reporting Scorecards

Service Management Views

Service Impact Analysis Root Cause Analysis Service Level Tracking

Service Correlation

Domains Correlation Enrichment

Config.

Event Management
Info.

Availability Integrity Activity

3 O e g a i

)

Applications Systems  Network  Voice Security Mainframe Storage  Other

Adapters

Adapters

Adapters

3 Party Indicators:

= Applications (ERP, CRM...)
= Databases (Oracle...)

= Service Reporting

= Other

3 Party Dependency:
= Discovery

= CMDB

= Asset/Inventory

= Other

3rd Party Event
Management

= Events/Incidents

= Performance/Capacity
= Changes

= Security

= Other
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Certification, Standards, Recognition & Compliance

CERTIFICATION

STANDARDS

RECOGNITION

International
Organization for
Standardization

1ISO9001:2000 Certified

iESMF

BS15000 Compliant

International
Organization for
Standardization

BS ISO/IEC 17799,
BS 7799 Compliant

FEAPMO

Enabler: US Federal
Enterprise Architecture

Enabler: ITIL
Six
Sigma

Enabler: Six Sigma

(oBIl

Enabler: COBIT

Gartner

Event Correlation & Analysis
Magic Quadrant ‘Leader’

Organic IT
‘Strong Performer’

Gartner|

Security Management
Magic Quadrant ‘Leader’

COMPLIANCE

Basel Committee on
Banking Supervision

Enabler: Basel Il Capital
Accord Compliance

CAD 3

Enabler: Capital Adequacy
Directive Compliance

Solvency lI|

Enabler: Solvency Il
Compliance

Sarbanes-Oxley

Public Company Accounting Reform and Investor Protection Acl

Enabler: Sarbanes-Oxley
Compliance
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Tivoli Netcool Suite Key Differentiators

BREADTH: From business to service infrastructure.

Netcool offers the only industry solution to provide real-time, end-to-end management
for Layers 1 — 7, as well as critical business events.

SCALE: Scalability to cover business growth.

Netcool offers the industry’s fastest, most scalable engine for event collection,
consolidation, and correlation.

SPEED: More value, faster.

Netcool solutions deploy quickly for immediate ROl and enable true realtime response
to service-affecting problems.

LEVERAGE: [everage your existing investments.

Netcool solutions integrate and add value to your existing platforms, tools, and
applications ... without disruptive changes to architecture or workflow.

FLEXIBILITY: Fit the tool to the business.

Customizable and configurable, Netcool solutions adapt to your organization’s unique
requirements ... not the other way around.
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Service Visibility and Availability Management

= Pioneers in alignment of IT with business services

= Only single effective interface for service management

Broadest access to realtime business indicators

Only self-maintaining realtime service model (FIM)

Broadest discovery across management domains

Market leading COM solution as foundation for BSM
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Agenda

= Part | — Business Service Management for the Enterprise

= Part Il — IT Cost Management for the Enterprise

= Summary
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What problem does it help solve?

I'T Departments contain many different
platforms, environments, sub-system, and

users: o
= Costly to own, maintain,

and operate

= With unique record
formats and metrics

= Il equipped to discuss
services delivered in a
business context
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Virtualization needs and challenges amongst those implementing
Motivators Inhibitors amongst Implementing

Reduce costs

Simplify IT infrastructure & admin

Increase server utilization* _ .
No identified need

ility of infrastructur
Increase scalability of infrastructure Lack of skills

Enhance resilience & reliability

Improve flexibility to business goals and
cycles

Improve App performance

No clear vision from vendors
Ability to quantify value

Org. barriers

Automate IT operations L vl

Accelerate App Development & deployment Product availability

Have a single view on the IT environment
Manage a heterogeneous systems
environment

20 40 60 80

0% 10% 20% 30% 40% 50%  60%

T T 1
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IT Resource Optimization: stages of adoption Where does your organization want to start?

A Better IT - A
Orchestrale;

2 : Achieve Policy-
hm bazed computing

Virtualize

Provisiomn: Automate
Capacity & Workload Mgt

Business Value
Business VYaloe

Virtualize:
Creste logical asset pools

 Reduce costs  simplify:
4 Consolidate T azsets

Ability to Dynamically Respond . Ability to Dynamically Respond
Technology services assist IT Resource Optimization adoption

The ITRO Solution highlights these Products
‘ Simplify Virtualize Simplify Virtualize Provision  Orchestrate
+ | "
‘ IT Optimization " Infrastructure Services Readiness Engagements
STy ] | IT Infrastructure Implementation

and Standardization
Services

Business Value

IT Consolidation ]

IBHAmmmrﬂ'Sﬁ'm Management for
orchestration and provisioning

Business Value

1IBM Accelerator for Infrastructure Services — IBM

|

|

| Infrastructure Services Architecture and Design
Dynamic Infraztructure for mySAP Businezs Suite |

| Managed Hosting Services — virtual 2erver services
Flexible Support Option
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IBM Usage and Accounting Manager is . . .

= An integral part of an organization’s

financial reporting systems

(Shared Services, Invoicing, Product Profitability, ERP
Integration, Cost Allocations, Activity Based Costing,
Resource & Cost Trending, etc.)

= Used across multiple platforms
(Including Mainframe, Unix, Linux, Windows, etc.)

= Supporting multiple sub-systems
(DB2, Oracle, SQL Server, CICS, Virtualization, Web,
E-Mail, Networks, Storage, Print Servers, etc.)

= Internet enabled
(Web-Based Reporting & Drill-Down and multiple outputs)
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Know what it costs — The IBM UAM funnel

MACHINE
USAGE DATA

IT FINANCIAL DATA

DB2, Oracle, SQL Server, . _ .
IMS, IDMS, ADABAS, Cout Fool Dat Agreements Consulting
Sybase, Informix, Etc. Abektion BSowieo = Salrwca
] -
Networks ‘Data ot c:ﬂ :gs
ixe
CL?DS‘:BII..&?DEE:/.WANS, Services Data Etc. Assets
Storage Etc. Etc.
SANS, Storage ot . whdd e
Managers, i 4 w0 & ;
BuEf.;‘ up, HSM, g ; - — o
C. i 2 & :.: P o s
ere. pi 1> e -
P ; L e

IBM UAM

Knowledge
of IT Cosis

Utility Computing Reports, Cost
Allocations, Service Level Monitoring,
Service Forecasts, Budget/Actuadl,
Trending, Discovery, Etc.
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Usage and accounting capabilities can help
realize iImmediate benefits

= Increase Client (Business Units) Satisfaction
» Real Usage = Accurate Billing
» Accountability = Improved services
» Alignment between Business and IT costs

= Lower Infrastructure Cost
» Reduced server sprawl
» Higher utilization

» Rationalization of resources
When running a business,

nothing matters more
than knowing how much
» Understanding costs can lead to managing costs something costs.

= Continued Infrastructure Improvement

» Usage comparisons can lead to more effective

investments You can’t manage what

you don’t measure!
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Objectives of an IT usage and accounting management system

= Allocate/Distribute or Charge IT
Costs to the Users, Cost Centers,
Applications and other
organizations that consumed them
ina...

» Fair @

» Understandable

» Auditable/Reproducible, and N
» Easy to administer manner -

= Optimize IT costs through . . .
» Costs trend identification
» Real time analysis
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2 ITUAM - Microsoft Internet Explorer

File Edit VWew Favorites Tools

Help
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-MS IIS

- M5 Exchange Sent and Received
-M5 Windows Processes

-M5 Windows Print

-Mainframe Frinter Reader Charges
-Mainframe Storage Charges
-Mainframe Print Charges
-Mainframe CICS Charges

[+ Mainframe DE2 Charges

[=1- Credit Card

[+ Equipment/Shared Services

[+ Unix DB2 Charges

[+ Unix Process Charges
[+ Unix Filesystem

[+ Unix Oracle Charges
[+- MS Windows Storage Charges
[+ MS Windows SQL Server

[+~ M5 IIS

[+ M5 Exchange Mailbox

[#-MS Windows Processes
&3]
&3]
&3]
&3]
&3]
&3]
&3]
&3]

- Mainframe Batch Charges

- Mainframe T50 Charges

- Mainframe Input/Output Charges

- Mainframe Printer/Reader Charges
- Mainframe Storage Charges

- Mainframe Print Charges

- Mainframe CICS Charges

- Mainframe DB2 Charges

[+- Commerdial Loans

Invoice by Account Level
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Invoice

240K

200K
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Publish Return
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Billing Period: 04/01/2006 to 04 /30,2006

|T Expenses by Account

@ Done
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-- £ ATM Database
G- 2 ATM Email
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[+ & ATM Print
- P ATM Servers Application View
-- A2 ATM Storage Application
[+ P ATM Web
[=- CCX ATM - ATM Transadtions
[+ P CC¥ Database
[+ P CCx Email
[+ £ CCX Equipment
[#- P CCX Print
[+ S CCX Servers DEP - Electronic Deposits
[+- & CCX Storage MTG - Mortgages
i éé'hp CCK Wieb ONE - Online Elect ronic Payments
[+ P COM Database ) I kel rement
[ @ COM Email 551 - Sexure Sales - Internet Commerce
[#- P COM Equipment TEL - Telephone Transadtions
[+ £ COM Print WTX - Wire transfers
[+ P COM Servers
[+ & COM Storage Total
[+ P COM Web
[=I- DAC
- 2 DAC Database Application View
[+ /& DAC Eguipment o
[+ /& DAC Print Application Charges
[+ 2 DAC Servers Resource Group
[+ /2 DAC Storage
[+ 2 DAC Web C0OM - Commerdal Loans
[+- DEP
1 MTE | | COM Database \ 830659 |
[+ ONE [aiw] =TET) Z,518.80
[+-RTM COM Eguipment 399.00
(- 551 b COM Print 0.30
COM Servers 1,534.31
COM Storage 22,185.45
COM Web 1
COM - Commerdal Loans 35,078.06
Application View
Resource Group Charjes
Platform
COM Database
COM Database Mainframe 3,639.90
COM Database Unix 1.394 .66
COM Database Windawes 3,27%.03

COM Database 8,306.59
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TUAM - Microsoft Internet Explorer
File Edit View Favorites Tools Help

@Badr. - @ @ @ r{’b pSearch *Famrihes @ veda £2) 8, h{} ] - D &l ﬁﬁ

Address |@ http: ffwwew.cimsserver.com/ActiveXViewer . asp? AccountLength 1 =4&AccountLength2=208Accountlength3=368AccountLength4=56 8BAccountlength 5=0&Accountiame 1 =Application 8AccountMame 2=Resource +Grou

FAdobe - Y_, Al ﬁvl ;I[Search WWeb |v|%v @v | (i~ Messenger [LF]~ Bookmarks @My‘fahoo! » WP Yahoo! - M Finance -~ (=) Mail ~ < News - @Shopi;ﬂng
Publish

Application Cost

| x & dfw=fioen =] || W 4 1 of1 > M om || &M

Preview | COM ~ COM Database |

[=]- COM Database

[+ COM Database Mainframe
[ -COMDatshase  Unix

[+ COM Database Windows

Usage and Accounting Manager

Application View
Resource Group
Platform
COM Database

Charges

gk T LUS

COM Databacs T =
COM Database Unis 1,395.66
i

COM Database B,306.59
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-COM Database Unix
[+- COM Database Unix eddie

COM Database Unix eddie EDDIE10 [EABa s e e
COM Catabase Ui eddie EDDIES20 Usage and Accounting Manager
COM Database Unix garfield =
[+- COM Database Unix roxie Appimtlﬂn View
Platform Charges
Server
COM Database Unix
COM Database Unix eddie 0.00
| Im i ad 'E 1 oA
I COM Database Unic eddie | 340.70 I
COM Database Unx garfield 0.00
COM Database Unix roxie / 0.00
COM Database Unic 1,395.66
Application View
Server Charges
Rate Group
COM Database Unix eddie EDDIED.
Unix Oracle Chamges 840.70
C0OM Database Unibc eddie EDDIE9: \ B840.70
Application View
Rate Group Units Charges
Rate
COM Database Unix eddie EDDI
Unix Oracle Charges
Unix Cracle 0.04
Unix Oracle Session CPU (Minutes) 40.81
Unix Oracle Conned (Hours) 160.31
Unix Oracle UGA Memory (MB Days) 0.00
Unix Oracle PGA Memory (MB Days) 0.19
Unix Oracle Rec CPU (Minutes) 0.02
Unix Oracle User Commits 0.00
Unix Oracle Physical Reads 273,677 41.04
Unix Oracle Physical Writes 52,944 18.51
Unix Oracle DB Blodc Gets 8,321,411 416.05
Unix Oracle Messages Sent 327,441 147.36

Unix Cracle Messag

es Received

327,707

Unix Oracle Charges
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TUAM - Microsoft Internet Explorer
File Edit View Favorites Tools Help

@Badr. - @ @ @ r{’b pSearch *Famrihes @ veda £2) 8, h{} ] - D &l ﬁﬁ

Address |@ http: ffwwew.cimsserver.com/ActiveXViewer . asp? AccountLength 1 =4&AccountLength2=208Accountlength3=368AccountLength4=56 8BAccountlength 5=0&Accountiame 1 =Application 8AccountMame 2=Resource +Grou
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Application Cost Publish

| x & dfw=fioen =] || W 4 1 of1 > M om || &M

F‘reviewl com  COM Database |
[=]- COM Database
[+ COM Database Mainframe
[ -COMDatshase  Unix
[+ COM Database Windows

Usage and Accounting Manager

Application View

Resource Group Charges
Platform

COM Database
COM Database Mainframe 3,639.90

COM Databass s 4
& _COM Database Windows 3,271.03
—_—
COM Database B,306.59
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UWs

indows CIMSLAB-C

indows ROCA-DEMO
Yindows ROCA-5RV1

indows ROCA-SRV1 Commaon
indows ROCA-SRY1 Users
Yindows ROCA-WWW
indows WWWFTP

Usage and Accounting Ma

Application View

Platform Charges
Server

COM Database Windows

COM Database Windows CIMSL 1.85
COM Database Windows ROCA 70.24
COM Database Windows ROCA 1.70
COM Database 'Wind ows ROCA 1,273.13
COM Database Windows ROCA 1,429.70 I
base Windows RO A a.44
COM Database Windows WWW 490.97
COM Database Windows 3,271.03
Application View
Server Charges
Rate Group
COM Database Windows ROCA-SRV1
MS Windows Storage Charges 209.70
C0OM Database Windows ROCA-SRV1 1,429.70

Application View

Rate Group Units Charges
Rate

C0OM Database Windows ROCA-SRV1
MS Windows Storage Charges

M5 Windows Folder Disk Usage (GB Days) 194.01 0.00
M5 Windows Files in Folder 714,792 1,429.70

MS Windows Storage Charges 1,429.70
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TUAM - Microsoft Internet Explorer
File Edit View Favorites Tools Help
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Address |@ http: ffwwew.cimsserver.com/ActiveXViewer . asp? AccountLength 1 =4&AccountLength2=208Accountlength3=368AccountLength4=56 8BAccountlength 5=0&Accountiame 1 =Application 8AccountMame 2=Resource +Grou
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Application Cost Publish
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F‘reviewl com  COM Database |
[=]- COM Database
[+ COM Database Mainframe
[ -COMDatshase  Unix
[+ COM Database Windows

Usage and Accounting Manager

Application View

Resource Group Charges
Platform

COM Database

E COM Database Mainframe 3,639.90 >
COM Databa T T, .66

COM Database Windows 3,271.03

COM Database B,306.59
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S WEE)
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Application View
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COM Database Mainframe SIE

Mainframe DB2 Charges
DB2 Transactions (Recomds) 3,300 49,50
DB2 Transaction CPU Minutes 263.23 1,316.10
DB2 Accumulated CPU Minutes 260.82 1,304.10
DB2 Transaction Elapsed Minutes 8,392.42 126.00
B2 Accumulated Hapsed Minutes 3,351.46 502.80
DB2 Entry/Bxit Events 6,427,260 64.20
DB2 I/O Adivity (Get Pages) 277,205,640 277.20

Mainframe DB2 Charges 3,639.90
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IBM Usage and Accounting Manager services

A list of services:

= Allocation planning — help client decide what resources
are to be tracked, what metrics are relevant to their
environment and how the costs will be reported by
service or department.

= Cost planning — help client create the per unit costs
based on the expenses associated with the resources
that need to be allocated by service or department and
build the algorithms to drive that cost back to the

specific service or department. At
'S
= Billing System integration — helps the client map the ‘
output of UAM into the format required by their internal

billing system to drive the data into their accounting
ledgers and create internal billing.
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C Budget Analysis
Reports
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IBM UAM features

(v

Account Code Editing

Account Code Validation
Automatic E-Mail Reporting
Automatic Web Reporting

Billing Equation

Budget / Actual Reporting
Business Rules Engine

Contract Pricing

Conversion Engine

Cost & Resource Analysis Reports
Creates GL Transactions

Disk Space Accounting

Discounts

Efficient Daily Processing

Efficient EOM Processing

External Billing

Flexible Account Code Generation
Flexible Account Code Reporting
Full Time Administrator Not Required

Integrated Rate Table/Service

\ Catalogue

(e

Miscellaneous and Recurring
Transactions

Multiple CPU's of Differing Speeds
Supported (Normalization)

Multiple Rate Tables by Acct.

Multiple Reporting Levels with
drilldown

Paper & Form Chargeback
Proration

Rate Modeling

Sales Tax

Security Authentication/LDAP
Server Based Reporting System
Server Based Stand-Alone System
Shift, Class, Priority Surcharge
Tiered Pricing

Usage Discovery

Web Enabled & Automatic HTML
Creation

Work Shift Reporting
Year To Date Reporting
Zero Based Budget Support

J
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Take a hard-nosed look at IBM UAM!

] | —

A Proven Product! A=

= Windows, Unix/Linux, Mainframe, Internet

= Powerful Server-Based System
= Competitive Prices
= Replaces In-House and Competing Products

= Hundreds of Users

] I “‘ -
Excellent Technical Support ' }\

Over 170 customers

= 90% Fortune 500
= 90% also IBM customers

Know What IT Costs!
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Agenda

= Part | — Business Service Management for the Enterprise

= Part Il - IT Cost Management for the Enterprise

= Summary
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Summary — Business Service Management

= Business Service Management (BSM) aligns an organization’s IT operations with its
business goals by enabling infrastructure management from the service perspective.
The Tivoli portfolio provides a rich set of BSM capabilities to help customers achieve
service management today.

= Tivoli's BSM products offer organizations a broader and deeper view into the health
and status of the critical services upon which they rely for customer satisfaction and
business success.

= Customers can gain significant advantage in understanding how the infrastructure and
their own management processes impact critical business services.
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Summary - IT Cost Management

More easily introduce new applications and systems

» IBM Tivoli Usage and Accounting Manager (TUAM) provides insights to current costs
and usages

» IBM TUAM easily facilitates IT’s usage tracking and cost allocation of new applications
and systems

Better integrate business processes with IT

» IBM TUAM provides the ability to report usage and service in business versus technical
terms

» Users can see services delivered and costs by line of business

Improve IT systems utilization and productivity
» Top 10 reporting quickly identifies heaviest uses and potential abuses
» IT can focus on service delivery and intelligent tuning versus data gathering and
reporting
Enable better access to information

» IT Financial Management, operations, and user have easy and flexible access
to the resource usage they need when and where they want it

Reduce or mitigate business operations risk
» Disparate usage data turned into valuable decision-making information

Know What IT Costs!
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