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� Part I – Business Service Management for the Enterprise
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� 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

Global Trends Driving BSM Adoption

“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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“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 ROI 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

What the Experts are Saying…
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The Enterprise Service Management Challenge

The Service

Visibility Gap
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OtherCI VisibilityCI VisibilityStorage
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Service Model
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Monitoring Discovery
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Analysis Automation
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Change
Configuration
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Problem
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Availability
Capacity
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Storage
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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

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.

IBM Service Management Software

Operational Management

Service Management                        
Platform

Process Management

Best Practices



IBM Software Group | Tivoli software

7

Vital to both business and IT operations:

BSM in the Enterprise…

� 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

Business Business 
UsersUsers

Operations Operations 
StaffStaff
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Single Effective Interface: Line of Business Views

Realtime 
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Single Effective Interface: Operational Service Views

Realtime SLA 
Tracking

Auto-Service 
Dependency 

Mapping

Realtime 
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Event 
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Indicators

Root Cause & 
Service Impact 

Analysis
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Performance 
& Capacity

Reports

Configuration 
Details
Report                    

Change 
History 
Report

Single Effective Interface: Service Intelligence
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3rd Party
Management  
& Reporting

CMDB 
Views

Advanced
Service 

Desk 
Integration

Single Effective Interface: Service Intelligence
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Single Effective Interface: Logical Architecture

Event Management

Discovery Availability Performance

3rd Party Event 
Management

� Events/Incidents

� Performance/Capacity

� Changes

� Security

� Other

3rd Party Dependency:
� Discovery

� CMDB

� Asset/Inventory

� Other

Correlation Enrichment

Consolidate

Collect

Inform

Analyze

3rd Party Indicators:
� Applications (ERP, CRM…)

� Databases (Oracle…)

� Service Reporting

� Other

Domains   

Config. 
Info.

Business KPIs Service Dependency Maps       SLA Reporting       Scorecards  

Integrity

Service Management Views

Service Correlation

Service Impact Analysis Root Cause Analysis Service Level Tracking
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Managed 
Environments

IBM Tivoli Netcool Logical Architecture

NetworkSystems SecurityApplications Voice Mainframe OtherStorage
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CERTIFICATIONCERTIFICATION STANDARDSSTANDARDS RECOGNITIONRECOGNITION

ISO9001:2000 Certified

BS15000 Compliant
Organic IT     

‘Strong Performer’

Event Correlation & Analysis    
Magic Quadrant ‘Leader’

Enabler: US Federal 
Enterprise Architecture

Enabler: ITIL

Enabler: Six Sigma

Security Management       
Magic Quadrant ‘Leader’

COMPLIANCECOMPLIANCE

Enabler: Basel II Capital 
Accord Compliance

Enabler: Capital Adequacy 
Directive Compliance

Enabler: Solvency II 
Compliance

Enabler: Sarbanes-Oxley 
Compliance

BS ISO/IEC 17799, 
BS 7799 Compliant

Enabler: COBIT

Certification, Standards, Recognition & Compliance
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� SPEED: More value, faster.

� SCALE: Scalability to cover business growth.

� LEVERAGE:  Leverage your existing investments.

� BREADTH:  From business to service infrastructure.

� FLEXIBILITY:  Fit the tool to the business.

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

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

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

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

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

Tivoli Netcool Suite Key Differentiators
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� 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

Service Visibility and Availability Management
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IT Departments contain many different 
platforms, environments, sub-system, and 
users:

�Costly to own, maintain, 
and operate

�With unique record 
formats and metrics

� Ill equipped to discuss 
services delivered in a 
business context

What problem does it help solve?
Inability to allocate IT costs, usage, and value

Unix / Linux / Windows

Databases & Networks

Storage & many other systems

Internet & E-Mail

Mainframes

Time 
sheets

Invoices
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Virtualization needs and challenges amongst those implementing

57%

48%

48%

29%

25%

16%

15%

11%

11%

10%

9%

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

Reduce costs

Simplify IT infrastructure & admin

Increase server utilization*

Increase scalability of infrastructure

Enhance resilience & reliability
Improve flexibility to business goals and

cycles
Improve App performance

Automate IT operations

Accelerate App Development & deployment

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

environment

Motivators

Source: IBM Systems Directions 1Q 2006

Inhibitors amongst Implementing

Source: IBM Systems Directions 1Q 2006 

*‘People worry they might not get enough resources. They believe they will get less than they need.’ (Mgr. IT Germany)

‘It’s a matter of convincing people at the beginning because they won’t have their own hardware. For us, virtualization worked so long
as it was on one platform, but then platforms were assigned to different departments and those departments now had to work 
together.’ (Dir. IT Germany)

‘It involves trying to convince people not to order servers but to allow resources to be pooled into a virtual environment…trying to 
convince the business stakeholders to do this. The first moment someone has a problem, they will blame the virtualization.’ (VP IT; US)

Source: ITS Virtualization Research Feb 2006

*

10

29

19

35

37

9

13

0 20 40 60 80

No identified need 

Lack of skills 

No clear vision from vendors

Ability to quantify value

Org. barriers

Chargeback, billing end users

Product availability
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Know costs

IUAM
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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
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Usage and accounting capabilities can help 
realize immediate 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

� Continued Infrastructure Improvement
�Understanding costs can lead to managing costs

�Usage comparisons can lead to more effective 
investments

When running a business, 
nothing matters more 

than knowing how much 
something costs. 

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 
in a . . . 

� Fair
� Understandable
� Auditable/Reproducible, and
� Easy to administer manner

� Optimize IT costs through . . .
� Costs trend identification
� Real time analysis
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IBM Usage and Accounting Manager services
Services are an important part of an UAM Solution implementation

� 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.

� 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.

A list of services:
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Report chart
(Partial list of categories)
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IBM UAM features
(Partial list)
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Take a hard-nosed look at IBM UAM!

� Windows, Unix/Linux, Mainframe, Internet

� Powerful Server-Based System

� Competitive Prices

� Replaces In-House and Competing Products

� Hundreds of Users

� Excellent Technical Support

A Proven Product!

Over 170 customers
� 90% Fortune 500
� 90% also IBM customers

Customers

Know What IT Costs!
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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.

Know The Impact on Your Business!
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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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Q & A?


