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Qu’est-ce que IBM Service Management ?
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u’est ce qui se
passe dans mon
infrastructure IT ?

Service Management Platform
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dois-je prendr

mes services
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IBM Service Management — Les possibilités

Qu’est ce qui se passe

dans mon

infrastructure IT ?

Quelles sont les
relations avec mes
services meétiers ?

= Server monitoring
= Storage monitoring
= Network monitoring
= Data monitoring

= Application monitoring

Dashboard

Business service
management

Service level
management

Infrastructure and
application discovery
and mapping

System reconfiguration
Data restore

User identity
provisioning

System and application
restart

Infrastructure
deployment
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IBM : Un Positionnement Unique

IBM Maximo

— IBM Maximo EAM IBM Service Management

- |BM Maximo for Life Sciences
= IBM Maximo for Nuclear Power
= |[BM Maximo For Oil and Gas
= IBM Maximo For Transportation
-» |[BM Maximo For Utilities

Fonctionnalités Maincontrol ITIL
(E-A.M) (ITAM)

PINKVERIFY™

X b

2@ SERVICE SUPPORT
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Integration des composants

Maximo Asset TAMIT

Management (Tivoli Asset Management for

IT
[Enterprise Asset )

Managemenij

TSRM

(Tivoli Service Request (Change & Configuration
Manager) Management Database)

- Solutions dédiées a la gestion des actifs IT

- Solutions dédiées a la gestion des actifs
Industriels, Batiments, Flotte d’engins
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L ’Etendue IBM Service Management

Gestion des Contrats ccecececcee eeeee | es Achats

- A * Contract Terms & Conditions * Procure based on standards

* Notifications * Create and route purchase orders
* Software Contracts * Use catalogs
* License Compliance * Integrate with ERP systems

Gestion Financiére *ccccccccccccs

* Purchase/Lease Cost Tracking :
» Work/Service Cost Tracking o
» Usage Accounting y
* Total Cost of Ownership

000000000000
0 0000O0OCGOGEOSNOSO

e oo Decouverte des Actifs
* Desktop Discovery

« Server Discovery

+ z Platform Discovery
 Software License Usage

* Deep Network Device Discovery
o « Storage Device Discovery

IBM Service
Management

Gestion des Actifs cccccccccccccsc
 Software Asset Management

» Hardware Asset tracking

* Installs, moves, adds, changes
 Reconciliation/Audit

» Extend IT AM beyond computing resources
(data center facilities, power, etc.)

Gestion des Travaux

"ﬂ » Work planning and scheduling
“ —— « Skills, labor, and inventory management

« Service plans and cost management

Gestion des Processus ITIL
W . Tivoli CCMDB

» Support service desk with asset

‘H” configuration data

* Service Impact Management
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Le lien entre tous les acteurs de I'entreprise

IT Managers can see how to streamline
inventory and resources across the

organization

Software Asset
Managers can see
how to optimize
licensing to avoid
over/under-purchasing
and mitigate
compliance risk

Hardware Asset

Managers can see
lease and maintenance
status and when to plan
for upgrades

Service Desk Technicians can see
asset data to streamline service
request handling and expedite
incident & problem resolution

_____-_‘_-‘®..‘

Financial Managers can
see the entire inventory and
analyze return on assets for
financial reporting

asset detail to ensure
regulatory compliance
and mitigate risk

Purchasing Managers can
see costs and orders
enterprise-wide for price
comparisons, discounting,
standardization and order
tracking

Risk Managers can see

Contract Managers can see

asset related contracts; negotiate

vendor T&Cs and monitor

supplier performance
Maintenance Managers
can see job plans
enabled by availability of
information to increase
asset capacity

Facilities Managers
----------------------- can see assets in the
Data Center to optimize
power consumption and
reduce unplanned
outages

Operations Managers can
see asset conditions in
sufficient detail to improve
asset utilization & performance




Gestion des
Evenements, Demandes, Incidents, Problemes
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Service Request Management — L’étape prochaine

Focus sur :
« Amélioration des processus
 Alignement de IT avec les métiers et
la satisfaction des utilisateurs finals
* Intégration Actifs IT et Industriels

Focus sur :
* Actifs IT et Services
« Résolution des probléemes

~

2000

Service Desk

1990 T
Help Desk Gestion des Incidents,
Problemes

|

Gestion des Tickets

Aujourd’

Service
Request
Manager

Tous le Service Support,

et Service Delivery

- Catalogue de Service ?
» Gestion des changement ?

Focus sur :

 Télédistribution ?
« Automatisation ?

- Gestion des configuration ?
- Base de connaissance ?

- Etc... ?2?
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Configuration Management - ITIL Best Practice

Proble \\‘S

anagement

Incident :&
IManagemen)
§

v

f

anagemen)

Change gﬂ\

(2T

\_ﬁ%@{
s

— xR
Soiee §
: J

Request
[ Service

m SERVICE SUPPORT

SAAENHANCED

f

Catalog
Relehﬁﬁ%&

anagement)
oc..,..

onflguratl
Managemenﬂ

| Configuration Management DataBase'\\,, E:j)J
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Le Catalogue de Service

= (Gestion des services

Intégration des processus

Automatisation
Flexible

Interface avec la Messagerie d’Entreprise
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Le Catalogue de Service

MorthCatalog [ SouthCatalog | MorthEast

Banner Area & Message area

=Y

Organization Specific display — go to http://w3.ibm.com

Welcome to the IT Service Shopping
Reminder: All orders must be input by Dec-15th

g Shopping Cart
-

You have 3 items

Security = Accounts = User

Browse
Adwvanced Search

Data center 7 Eilter VT

Sawve Query

Bookmarks

i % ;| ®1-TofTw

Favorite ltems:

Security Service ftem Descrigtion Host reboot
Accounts | | |
System New DB2 instance
Aoplication IDVALIDATION Validation of User IDs Display
Application
User PASSWORD Change Password I:l New CMVC release
Server cc configuration QUOTAS Establish User Quotas Order
Physical Security SETUP Setup of new account Order Add to Cart
Application Systems MAILFRWD Authorization for e-mail forwarding Order View All Pg12>>
Develogment CHGHNAMES Change legin namss Order
o Maintenance SHAREDACC Secure shared account space Quick Order:
rinting .
Software Service Name
Infrastructure
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Le Centre de Services

Le “Self Service”
Recherche de Solutions / Les FAQs

Création d'une Demande de Service

Voir le Statut de la Demande de Service

Interface Simplifié pour I'Utilisateur Final

Interface avec la Messagerie d’Entreprise
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Gestion de la Demande de Service

(Work &
Communication)

Service
Desk

Demande
De
Service

Self-Service
Start Center

Demande de Service

Création
D’une
Demande
De
Service

i
1] I
ii:“l"
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Demande de Service

A MAXIMO - Demandes de services - Microsoft Internet Explorer

File  Edit

Wiews  Favorites  Tools  Help

Demandes de senvices @ Bulletin

| hd | Rechercher : |

| #h | Sétectionner une actionv | @ ml @@ G 1952 1@ @ ey | wokdow " | Rappen= [F

Certre de contrdle

2 Brofil

. List | Service Request | Relsted Records Loy
Nemande de earniea * [1177 Pronriétaire Groune nennridgtaire CThahit MNP Pifces inintes @
a http:/ f'www.emeatc? com,/maximo/ui/maxino.jsp?event =loadapp&value=createsr - Microsoft Internet Explorer
File Edit Wew Favaorites Tools Help
Create Service Request
Consigné par  [WILSON | & Actif I:I # | IE]
Téléphone |(517) 555-5901 Emplacement |:| # | | E|
E-mail |m.wilson@helwig.eom | Priorité signalée I:l ye
Wilisateur affecté  [WLSON | £ Date de rapport  |7/1805 11:54 Ph B

Request Description

Pleaze enter & summary and a more detailed description of your Service Request.

Récapitulatif
Détails

Pluz de mail enréption |

Classify

Click the detail menu to classify your Service Reguest.

Classification |

Description | |

Click one of the buttons belowy to add an Attachment to your Service Regquest.

Diocumenit Description

Aucune ligne a afficher

| Aftach File | | Attsch'Web Page |

| Suhmitj] | Cancelj

|@ Dane

=10l x|

[+]

I_ I_ I_ |4 Internet

=]
4

|@ Dane

l_ l_ I_ | 1nternet
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Gestion des Incidents

Application des Incidents

|dentifier et Classer les Incidents

Fonction de Gestion du Service Support

Recherche des Solutions

Répartition de la charge
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Gestion des Incidents

=101x]

File Edit  Wiew

#h  |Sélectionner une actionv g @@ o ¥ IM @ [eon | workflow *Y* | FRapports

Lizt In Activities = Related Records = SoltionDetails  © Lo Failure Reporting

Incident Propriétaie || Groupepropriétaie | | statut Pibces jointes &

User Information

Personne affectée |VWILSON A

Consigné par

Hom [Tony Redding | # Hom  |Mike wilson | #
Téléphone |781-333-9667 Téléphone |(617) 355-901
E-mail |10nv.redding@mrodemo.com | E-mail |m.wilson@helwig.com |

Incident Details

Classification 11102110202 11020201 | #

w

Récapitulatif
Détails  |Pas de mail en réception ! Description |End User lzsue '\ Software \ Email \ Cant Rec. |
Priorité signalée l:l pe
Priorité interne l:l Fe
Groupe de services l:l A
A |Standard Desktop Computer | =] Service l:l F o
Emplacement # |OffiCE #4011 | = Fournisseur l:l A
Compte GLG yel ste | |#
Site de Factif pe Accord SLA appliqué? [
Dates
Date de rapport i) Contact cible I:I EY Ccontact réel I:I i) Probléme général? [ ]
Affecté le @ objectifdébut |  |E%  pébutréel | |E0 MAesociéaPDglobal | |4
Objectiffin | | Finréete | |& Catégorie globale | |/

& % i 5

Actif | A7503
&

Related Assets # =]

= Demandes de services

[&] Done l_ I_ l_ |4 mternet v
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Gestion des Problemes

= Application Probleme
= |dentifier et Classer les Problémes

= Transition entre Problemes et
Erreurs Connues

= Recherches et Diagnostic

= Création de Solutions Lorsque la
Cause et la Résolution sont
|ldentifiées

Fmaxm roblem: rosoft Internet Explorer

Fle Edt Wew Favortes Tools Help WES Local & MKES Dema Server
Problems : R réle & Feofi
~| Rechercher #h  [Sélectionner une actionv| ) A 2 | @ @ 1O O @ oo | rapens 7 [D
List [ Problem | _ Adtiviies Related Records | Solution Details log  FalureReporting
Probléme Propriétaire || Groupe propriétaire |EMALL | Statut [GUELED | Pisoes jointes &
User Information =
Consigné par # Personne affectée  |JON #
Hom |Jon Standerson 2 Hom |Jon Standerson | &
Téléphone |617-564-5471 \ Téléphone |G17-564-5431 \
E-mail ] E-mail ]
Problem Details =1
Récapitulatif [Emai Server down 1a Classification [11101 110103 | &
Détails [Email Server down, nvestigating the issue Description |Endl User Issue 4 Hardware | Server ]

Priorité signaiée | 1]
Priorité interne | 1] &
Groupe de service [T P
At | | # [ E Service |EMAL F
Emplacement & ] IE Fournisseur | |/
CompteGlG | |~ site »
Site de I'actif P Aceord SLA appliqué? [
S'agit-il d'une erreur connue 2?2 [
Date de rapport E5 Contacteible | |E% Comtactréel | | Global? [
Date affectée @ oObjectifdébut | | Débutréel | |ib AssociéauniDglobal | |/
Objectitfin | |& Finréelle | |& Catégorieglobale | |~

Related Assets  © # o o 2 o

&) pone [ [ |4 ntemet v
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Gestion de la Base de Connaissances

Application Solution

2 MAXIMO - Solul

Eil=  Edit

Wiew

rosoft Internet Explorer

Favorites  Iools  Help

=Back - = - (2}

[l Favorites  SEF Media ”l |Links & MHES Local @& MHES Dema Server

B EB-ao=a2H0

vt | ‘usearch

|dentifier et Classer les Solutions

Address [@] herp:frvwan. emeatcz comimasimajuifmasima. jsp?event—loadappee alue—salution |

Solutions

Bulltiny

Rechercher : #h  |Selectionner une actior | [l m) <2 | @ ¢ 1#55 6os | Rapports [l

estion des Erreurs Connues o

Accés en libre-service? Type

Statut

[Error wwhen Adding visio Templste to Documer| =]
I | =
| Piéces jointes

[—
&

olution de Contournement

réation de la Solution lorsque la
ause et la Résolution sont
Identifiées

fter you add & Microsoft Office Wisio 2003 template to 8 Microsoft Office SharePoint Portal Server 2003 Document Lilbrary, when you click Mew:
Document in the Document Likrary you receive the followving error messsge: The document could not ke crested.

The required spplication may not be installed properly, or the templsts for this Document Library cannot be opened This problem occurs because Visio
2003 does not support the News Document feature of the Document Library on & SharePoint Portal server

Plesse try the following: 1. Check the General Settings for this Document Library for the name of the template, and install the spplication necessary for
cpening the template. If the spplication was set 1o install on first use, run the spplication and then try cresting & nevw docUment agsin. 2. 1f you heve
permission to modify this Document Likrary, oo to Genersl SeHings for the lbrary ano SORfGUPs & nev templats. WORKAROUND To wark around this
proklem, you can post a wisio 2003 template to the Document Library a= a typical document, Users can creste newy decuments from the template
document and upload them ta the Document Library. To do this, follow these steps: Click the Documert Library folder that you wart to use. Click Uplosd
Document. Click Browse, and then locate the “isio 2003 template. Click Save and Close. Users can check out the document, save a copy to their hard
disk, and then make changes to the document or uplosd the document to the Document Library before editing the document. STATUS Microsoft has
confirmed that this is & problem inthe Microsott products that are listed st the beginning of this article

[@]5one

[ e 2




Gestion
Configuration, Changement, Release

Tivoli [ :CiftiEl::
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La Gestion des Changements et des Releases

Service Request Process
Open Obtain Line Verify
Service of Business | Entitlement
Request Approval

Obtain
e T
Approval

Implement Close
Service Service
Request Request

Categorize Assess Review and Deploy Close
RFC Impacts Approve Change RFC
Change
| 2
| T q
L Package the Test the Document Open other
Change Change Impacts RFCs
Apply Verify
* Ppatch * Patch
Select Select Select Change Schedule Deploy Verify
* Servers * Subset * Window * Change * Patch * Change

v

Rollback (if
unsuccessful)
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La Gestion des Changements et des Releases

" User-Performed Task (user interface)
s Automated Task
(performed by an OMP through Web services interface)
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Gestion des Changements

= Application Changement

= |dentifier et Classer les Demandes

Rechercher : | |#h  [Sekectionner une actionv | A @@ % 51 O lan | wetow | Rappons [

de Changement e

Changement Propriétaire || Groupe propriétaire | | Statut [AFFR | Piboes jointes  ©
. . e . User Information =
= Coordination et Planification PR soreman e
Wom [GeorgeRamsdse |~ Hom [George Ramsddle | &
Téléphone |751-335-8211 Changement effectué pour E]
, .
| | D e p I ace m e nt d eS ACt I fS et Récapitulatif |Lpgrade Memory IE Classification |4 1401 140103 14010304 | &
Parent 2 Description |Changes \Hardware | Server \Configure |
e . Acur (3002 # [server, Email E! priorite | 1]
M O d I f I C at I O n S Emplacement |COMP310 2 [Main Office 3rd Floor Computer Room E Justification de priorité E
Compte GLG |6320-777-777 | &/ Groupe de service |IT e
Priorité actiflemplacement | 1] Service |EMAIL F
Type de changement @ Fournisseur 2

.
= Circuit de Validation "

Evaluation des risques

Plan de soutien |Back-up server avaiable IE

Objectif début |S/7/05 500 AM [ Date de début prévu  [57/05 500 AM ® pébutréel | |
objecti i ® Fnpréwe [s70s 20m | S —

Durée prévue * Temps restant | | Date de rapport |2/2005 540 A B

Areas Affected for Change C1010

"‘ & pone [ [ |4 mtemet 4
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Gestion des Releases

= Application Release

= |dentifier et Classer les Mises en
Production

= Coordination et Planification

= Lancements Importants de
Logiciels

= Gestion des DSL et DHL

Fle Edt View Favortes Tools Help | Links &|MXES Local (€]MXES Demo Server

ntrles & Profll

Fermer

~| Rechercher: Sélectionner une actiorv | 4l s | 1 A0 Rappoits
: | 1531 I I

Lt | Release | Plans RelledRecords  Aciuals  Log
Version Propriétaire || Groupe propriétaire | | Statut Piboes jointes  ©
Details =
Récapitulatif E] Classification | | &
Parent | |~ Descri [ I
Actif | | & [ El priorite | |
Emplacement [SERVER1 | # [Wetwaork Server E] ion de priorité | &
Compte LG [6620-300-777 | 1 Groupe de service E
Priorité actif/emplacemnent :| Service &
Typedeversion | | Fournisseur F
Vérification | | site |BEDFORD
Evaluation des risques Accord SLA appliqué? | |
Plan de retour | 1@

Ovjectiragt | i webutpréws | @ L
objectrfin [ | Fopréwe | | Facgete | |®
Durée prévue * Tempsrestant | | Date de rapport  |5/18/05 9142 AM B

Release Details =
Politiques des mises & jour | I=] Procédures de version | I=]
Canception de la mise 3 jour | IE] Fichiers de la mise i jour | =]

Areas Affected for Release R1005_ # o o 21 B

& pone [ [ |4 mtemet 4
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Comment je peux modifier mon service métier ?

Ce serveur... Il est
utilisé par quelles
applications ?
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Découverte et cartographie des élements IT

= Points clés

— Comprendre ce que vous avez

- TADDM effectue une découverte compléte et classe I'information :
— Sur les applications incluant leurs dépendances
— Sur les serveurs qui hébergent les applications
— Sur les réseaux (routers, switches, etc)

— Comprendre comment cela a changé

- TADDM suit les changements dans les applications
— Les représentent sur des cartes
— Fournit les informations dans des rapports a la demande
— Comprendre ce qui a été impacté

- TADDM peut vous décrire quels groupes ou quelles applications ont été
concernés.

- TADDM a des interfaces d’intégration avec les autres outils de gestion de la
production.
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Avec TADDM vous pouvez :

= Maintenir une vue ‘Authorized’ des Cls
— Niveau de détail a gérer
— Un Cl est promu a I'état Authorized Configurations
— Des Standards peuvent étre établis =6

=%

=
= Reports/Queries % =e
— Comparer Authorized a Actual

— Comparer Standard a Actual

+ Cibler le software maquant (ou dois-je installer tel
agents...)

« Cibler les écarts de configuration (quelqu’un a modifié
%%eéc)]ue chose en dehors du processus de changement /

= Service Desk, Process Managers, etc.
— Interactions avec les Cls authorisés

= Lancement contextuel de vues de configuration

- e: L@" 1
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Discovery Sensors

Web Servers
— Apache 1.x, 2.x
— iPlanet 4.x
— iPlanet/SunOne 6.x
- IS 5.x, 6.x
— IBM HTTP Server 6.x

Application Servers
— WebSphere 4.x 5.x. 6.x (Incl. SOA)
— Weblogic 5.x, 6., 7.x, 8.x
—JBoss 4.x
— Apache Tomcat 4.x, 5.x
— Lotus Domino 6.0, 6.5
— Oracle Application Server 10.1.3+

Messaging Servers
— MQ Series 5.3/6.0

Databases
— Oracle 8.x, 9.x, 10g/I
— Sybase ASE 12.x
— Sybase 1Q 12.x
—-DB2 7.x, 8.x
—MS SQL 2000
— PostGres SQL 7.x, 8.x
— MySQL 4.x

Windows Custom Server Templates
— Remote Registry Service
— Print Spooler Service
— Compagq Insight Mgr Service
— Other Compaq Agents
— Dell OpenManage Agents
— Symantec Anti-virus
— Windows Built-in Servers

Routers and Switches
— Cisco Routers 10S10.3+
— Cisco Switches IOS 10.3+, CAT OS
— CiscoWorks 2000 and version 405
— Extreme Switches Summit 48/48i (vlan)
— HP Procurve Switches (SNMP supported)

Firewalls
— Cisco PIX 6.x
— Netscreen (Juniper) Firewall (5 and 20)
— Checkpoint Firewall (Nokia and Solaris
installs)

Load Balancers
— Alteon Load Balancer 3.0+ (SNMP, port, vlan)
— F5 Big IP Load Balancer (SNMP, port, vlan)

Storage Devices
— HBAs (Storage Volumes and File Systems on
the Host)
— Emulex HBAs
— Qlogic HBA (Linux)
— Brocade Switches (SNMP supported)
— Disk Arrays, SAN switches (via TPC)

Supported Hosts/OS
— System P HMC 5.2.1, 6.1/VIOS 1.2.1,1.3
— Solaris 2.6,2.7,2.8. 2.9
— Red Hat Linux, Suse Linux
—AIX 4.x, 5.x
—HPUX 11.0, 11i
— Windows NT 4.0, 2000, 2003
— OpenVMS
-z0S

Applications
— Citrix 3.0/4.0 Enterprise Edition
— VMware ESX Server 3.x
— PeopleSoft
— SAP 4.6C+
— Siebel
— Netegrity

Virtualized Environment
— VMware ESX Server 3.x
— System P HMC 5.2.1, 6.1/VIOS 1.2.1,1.3
—z0S LPARs

z0S Applications
— CICS, IMS, DB2 for z/OS, MQ for z/OS,
WebSphere for z/OS

Services
— MS Active Directory 2000, 2003
— SunOne Directory Server 5.x
—WFS (Samba) 3.x
— DNS
— LDAP

Custom Server Templates
— Collation
— 10 Anti-spyware, 12 Firewalls, 11 Antivirus
— InetDaemon
— Tideway
— CA Unicenter / BMC Patrol / Openview
— IBM Director
— JavaServer
— Oracle stray processes
— MS BizTalk
—IBM HTTP server
— Unix Built-in Servers




| IBM Software Group | Tivoli software

CMDB APlIs

*@

Ilm B=——|
Business Inteligence Reporting Tools

Physical Data Store

IBM Information Integrator

API
Data Source

Custom
Adapters

Management Interfaces

Storage @ (SNMP, WMI, API’s, etc.)

Devices =

Hardware Devices: [C210 Network devices:

disks, processors, routers, bridges, Software: operating
etc. hubs systems, applications,
middleware,

Configuration Items subcomponents

Non-Structured

Data Source Structured Data Source

Web Services
Flat File

v
Word fdoc, images?.... f

A\

A

“Y

Databases

UDB,
Oracle,
Informix...
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. TADDM Java Console
ISM Foundation Ul < Caunch >~ |

ok r Config Mgmt Tasks
(Applications & Process Managers) | For Actual Cls

— Authorized S combe //_\
\ //

1
1
1
‘ ‘ ‘ | %system

. ! 0 .
Com System Config Mg_mt i Comp&ystem ' F"%@D System
Process driven ; ‘ i
i Softwa
1
1

. ! Fil tem
Oper ‘ System Creation : Oper‘System stallation
1
1

Authorized Assets | Actual Assets - Cached: Actual Cls
k(Subset of Actualsy . (Subset of CDM) k (CDM based) /
Cofinggtion Meta Data and other Helper objects
@‘ (e.g., LIC, Connection, Integration, Federation)
[ Eon Other Objects [ & s 15 e ]

\\ // Sensor and IDML

Based discovery
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Reconciliation dans des CI dans Maximo

Rules-Based
Reconciliation

AUTHORIZE DISCOVERED
INVENTOR) H INVENTORY

Reporting &
Business Analysis

Service
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Deéfinition de l'infrastructure a visualiser

Fil=  Edit

Discovery

Display Discovery Topology —Analytics

Stabus Management  Windaws  Help

%

Overview

Access List

i@

Custom Servers

Computer Systems

=

A0

Application Templates

&

Anchors and Gateways

@

Schedule

@

History

Versions

®
Scope
Scope Sets Method Type Walue DescriptionfHostMame
i Include Range 10,10,10.70-10,10,10.74 10,10,10.70-10, 10,1074
Entire Lab
Ivinu Test Include Host 10,10.10.77 nkdvm.lab, callation.net
Initial Scope Include Host: 10.10.10.79 hades. lab.collation. net
Include Range 10.10.10.81-10.10.10.85 10.10.10.81-10.10.10.85
add Set Delste Set Add Edit Delete

Docl.doc - Micr...

"3 Collation Config

& EMTh

i Appii

Username: smartoperator | Current View: 03/08/2006 18:30 CET
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Visualisation et création automatique de l'infrastructure

File  Edit

“ 3 [+

Display Discovery Topology  Analytics

Topology [& ] % | zoom: s w & & | o | @ | ¢ i | B B | Otegend | search:[ |
o, &
o = |
Business Applications

@
==

Application Infrastructurs

-=
Physical Infrastructure

2

&
-
Billng
o
E;

==

ITnventory Management

L

-

Logistics Management

covered Components

| Application Infrastructure ~

=-IE3 Application Infrastructure Overvi
1B Infrastructurs Softwars
i EED Clusters
B web Servers
(&[G I2EE Servers
- IEh Databases

£ I53 Messaging Servers
£ IE Custom Servers
12D Manually Added Servers
5D Infrastructure Services
é [ DNSINIS Services

l:j‘:! £ MFS Services

163 LDAP Services

£ (£ Windows File Services

=[5 Active Directory Services

[ Manually added Services

% i |

Status Managsment
| [=2][20] (@] | [2/[®] =

Application Infrastructure
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Visualisation d’une configuration
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isualisation de I'historique d’une configuration
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Visualisation de I'historique d’une configuration
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Gestion du Cycle de Vie des Actifs

Plan

Align IT to corporate
strategy

Retire

Provide for orderly
disposition of assets:
disposed, auctioned,

donated and employee
purchase

¢ Technology refresh
* Lease & contract

termination

* Asset reuse

Acquire

Negotiate agreements
to maximize value

e Payment approvals
¢ Creation of assets via
procurement, inventory

or vendor data

Deploy

Processes to ensure
standardize
committed ROI

Manage

Implement support

infrastructure and process to

enhance productivity and
satisfaction
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Actifs Déployes — Caractéristiques Materielles

Computers

‘e Hidden Frame - Debug(1)

# Start Center % GoTo

Query: | v| Fina:|

|3 [sekect Action

Ao« % L

Ligt Computer ] Processors . Gtorags

| Software  MNetwork

Communication

Computer |0-MRO-0000-001 |

Computer Description |5Ll|:||:ll:ll't WHI=Ne/DMI=Y e=/DMIPnP=Yes |

Site |BEDFORD

Role |DESKTOP

Serial Number |23NT281

AssetTag |AT-23NT281

Manufacturer* | IBH!

MakeiModel |IBM 6574470

RAM Type |DDR-SDRAM |

RAM Description |DDR memory |

Motherboard Description
Serial Humber
AssetTag

Manufacturer
Make/Model

Chipset

e
RAM Total Slots
RAM Unused Slots

[Tiger MPX (52466N-4H) AMD Athlon MP DualR
[23543545 |
[321587P0 |
|TYAN Computer |
[Tiger MPX (S2466N-4M) AMD Athlon MP Duak§
[amD-780 MPX |

Logon |adn'|l]|]1

Domain [FIG100

BIOS |Phoenix BIOS 2/4Mbit Flash ROM |

BIOS Version |5

BIOS Date |1/1/04 12:00 AM

PP
SMBIOS

Software Detection Tool
Software Last Scan Date
Hardware Detection Tool
Hardware Last Scan Date

Supports SNMP
Supports WMI

[IcoLLecT |

11/04 12:00 AN

[icoLLecT |

101/04 12:00 AM

RIE
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Inventaire des Actifs Autorisés
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~v| @Go | Liks @&]MKESLocal (&]MXES Demo Server
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gr Cut

MAXIMO - Assets - Microsoft Internet Explorer

List File Edit View Favorites Tools  Help
; Back - = - 7ot | Qi 5earch  [EFavorites  GMedia &4 | By S » 4
Classifid Address I@ htkp: v, emeatcZ, comfmaximofuifmaximo, jsprevent=loadappéwalue=asset

atriput] | : | Find: | | #h  [Select Action v A @ )@ @ |1 15y T EA e | Repots )i
b [Rams] _ List  Asset Spare Parts | Safety  Meters  Specifications
b DISKSIH
b PROZP Asset [7500 | |Standard Laptop Computer IE Site
Parent | | # | |=

Aszat Description Location Description
b [v1001 F Mz visio HASTOCK | [IT Hardware Cage |E
b 2044 Fo Windowes ¥P Operating System HASTOCH, F IT Harcwware Cage E
b 2046 F Hard Drive HASTOCH, o IT Harchware Cage =

Description

Guantity Remarks

Mo roves to display..
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Gestion des contrats
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Gestion des contrats

= Permet de faire I'inventaire de tous types de contrat
= Alerte sur les dates d’échéances
= Archivage numerique des contrats papiers

= Association des actifs et des contrats

= Historisation des contrats
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Ecran de saisie des contrats

MAXIMO - Software Contracts - Microsoft Internet Explorer
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Revision El | | Fully Licensed?
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Maintenance ?
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Enhancements ¥
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DDDD
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Support Sites
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Service Coverage

Support Team

|

|

|

|
Dedicated Support Team? [ |

|

|

Version Support

Yendor Term Allowed?

Wendor Hotify Period | |

Requires PO? [ | Maintain Hierarchy? | | Extendable ?

Create Release? [ | Global Usage? [ | Condition for Extension

Can Exceed Amount? [ | License Key? [ | Automatically Extend Period
Payment Schedule? [ | Transferable? [ | Acceptance?
Add Lines On Use? [ | Acceptance Period (Days)

Perpetuity? [ | Dizaster Recovery? | |

Automatic Renewal? [ | Divestiture Rights? [ |
Confidentiality? [ | Divestiture Period | |
Warranty Period | | Additional Product Discounts (%) | |

Hew Releases? [ | Additional Server Cost I:l
Hew Yersions? |:| Additional Site Cost l:l

Cancellation Hotice |

t Date @

Cust Ter " All d?
Customer Notify Period I:l

Additional Training Discounts (%)

Portability?
Assignability?

L]
Late Payment Penalty | |

O

O

EndDate | |

Production Coverage |

|
| General Coverage
|
|

Done

istart| | @ & @ |[£]Maxv0 - Software ..

T .
J | AR MEE 10
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Gestion des contrats logiciels

rnet r

File Edit View

Favarites  Tools  Help

LKee

Address

ttp: fflocalhost: 7001 /m:

er =contsw

Q- Q[ A& ) search 57 Fovorites €2) 2 2}

Links () BMLinks ] Google ] [BM Standard Software Installer & IT Help Central @] PVCS Version Manager Welcome &) Welcome to Maximo ] Maxime Harrier

[ | Find:| |#h  [select Action v A @ @ G e
List  Contract Properies |  Contract Line ltems | Associaled Licenses Summary. Associated People _ Terme and Conditions
Contract [1037 | [ & status |AFPR ] Approved
Revision | 0] [ ] Fully Licensed?
Type [SWCONTRACT Total Cost
License Type l:l#'

Description

Order Unit

Unit Cost

Line Cost

| [1iRe2sxaz

‘GoodY'ear G362 11R22.5 tire

Description

Vendor Platform

£ 0.00]

\ 0.0

License Type

|_Payment Schedule | | Vendor tems | | New Row )

Scope

b E2E license 25

PSLC

Vendor License Type

Associated?

EZE License 2

EZE License 27

E2E License 6

DB2 for /05 - VWLC
EZE License 17

EZE License 5

E2E License 32

EZE License 29

E2E License 9

E2E License 35

EZE License 14

E2E License 23

File Manager for /05 V8 - IPLA Sub Cap Ex
EZE License 26

E2E License 33

FWLC

IPLA z/05-based Full Capacity
VWLC Full Capacity

VWLC Full Capacity

PSLC

VWLE Full Capacity

IPLA Reference-based Full Capacity
IPLA z/0S-based Sub-Capacity
EWLC Full Capacity

IPLA Reference-based Sub-Capacity
TWLC

IPLA Execution Based Sub_Capacity
IPLA Execution Based Sub-Capacity
IPLA z/05-based Full Capacity

IPLA Reference-based Full Capacity

z z\z\z\z|z|z\zzzzzjzz=

cPU

|_Associate Licenses | | New Row |

gLom\ intranet
8 11:43AM
95% || @ (D®'@E Thursday
M Go VE  aj19/2007
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estion des Niveaux de Servi

Application SLA

Active a Tous les Niveaux de la
Solution

Extrémement Flexible et Efficace

Gestion des Escalades

ZMAXIMO - Accords de niveau de service - Microsoft Internek Explorer B [ 9
inks (@&]MAES Local @& MKES Demo Server

~| Rechercher: #h D A 28 @ 6l | s ([ B

List Service Level Agreement | Rolicd SLAs  Asscisand Locafions ___ KPls Escalation

AccordsSLA (1002 ] [IT Genteric P2 - Respondl 4 hrs , Resolve 6 s Site e Type £
Applicable d [NCDENT | & Organisation a2 Statut
ces jointes &
Classement | 80| Clssification | |~
admi NEwroR |4 [iames tewen \ pon [
] = —
Contact cli i | # [ e
Date de aébut [5/314 545 FM @ Organisation organisation ||~
Date de fin [5/12/06 5:45 PMl ] Calendrier calendrier | |~
Dato de réuision [5/12105 &:45 PM 2 Equipe Equps [ |-
Date du statut |1/13i05 1:54 P ::c]
Commitments.
Encagetnent Description Tvoe Waleur Unité de mesure
o | [Ressrdwitinies E [eeomse |- T ew s |0
> 1004 Resalve within & hrs. = RESOLUTION 8.00 HOURS &

[&] pore [T
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La Gestion des Escalades

Une Réponse Proactive

Service Leve Priorité 1 et 2 Service Requests/Incidents
Agreement

A4

[l

Escalation | After :30, remind Agent

Commitment

Response = 2:00 Escalation | After 1:00, notify Supervisor

Resolution = 4:00

A4

Escalation | After 1:45, re-assign to
Supervisor
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La Gestion des Escalades

MAXIMD - Accords de niveau de service - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools Help Links @MXESLocaI @MXES Demo Server

- ngr!g_r.cp__e_r_:| |ﬁ |Sélectionner une actiorw| M @ | Q S |_z:!l_l| £0 | Rapports

Lizt  Servicelevel Agreement = Related SLAz Assetz and Locations KPls i Escalation ]

Accords SLA [1002 | [T Generic P2 - Respond 4 hrs., Resolve 8 hrs| (5] Site |BEDFORD yel Statut |ACTIVE

Applicable & |INCIDENT ye

Organisation  |EAGLENA, A Type |CUSTOMER | &

Escalation

Escalade 1004 | |IT Generic - 4 Hr Response, B Hr Resolution | (=] Actifz []

Applicable & |INCIDENT 2

Condition  |historyflag=0 and ticketuid in (select ownerid from slarecords where Organisation l:l 2

ownertable= 'TICKET' and slanum= 1002 )

@ Planification * [1h 20,72 452 2 | &

Heure derniére exécution l:l

Validation Results

Escalation Points I tre - b =l

Point d'escalade Attribut de temps Scoulé

Intervalle de temps écoulé Unité de mesure dintervalle
» 1 TARGETFIMISH ~ -1.00 HOURS ~ ﬁl
» 2 TARGETSTART pel -1.00 HOURS e in |

[ actions | Metifications

Hew Row I

U Select Action Group or acd individual actions by clicking Mew Rowe.

Actions

Action Group l:l F

Action Description

Type Sequence

Aucune ligne a afficher

Hew Row :

|@ Daone

[ [ | @ meemet o
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Gestion des Indicateurs de Performance

= Actifs, Contrats, Ressources, Coordination et Planification, etc.

= “Key Performance Indicators” ou KPI

KPI Manager
~| Find: | |#h  [Select Action vl @ @ la @
List [ kPl | Historical Trends
KPlHame [KFI-5 | [Mean Time 1o Fai - Friority 1 and 2 Assets | 2] c jon Type * [DECMAL v
Query Details
Select ¥ |selzct avalm) from (select (maxireportdate)-min(reportdate ) icount Where

(neonum) m from asset, workorder where
workorder assetnum=asset assetnum and workorder failurecode is
not null and asset priovity in (1,2 group by asset.assetnum)

KPI Parameters 2 | Graph Detail= o

Target * 100.00 Make Public ? Last Run: 87304 3:03 Ph LUpctate
Caution At * a5.00 Created By l:l Status Actuzl Lazt Reading Target Wariance

+ 3803 TE45 100 -B0.87

Alert At * 50.00 Created Date  |B/3104 3:05 PM ]
AT T A e

Tolink this P o snother of to a Report select the corresponcing link(s) by using the lookups .

LinktokPl | |~
LinktoReport | |# |

50 60

40 70
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Le Workflow

= Le Workflow permet de Surveiller tous les objets de la Plate-Forme

— Les Escalades
« Surveille et Escalade
— Le Circuit de Validation

- Process workflow Create
. o Workflow Incident .
* Approbation multi niveau Prompt:
— L’Interactivité P

. . Workflow creates a
- interactions Contextuelles Enter SR Resolved get y new incident and

ya . . esolve whersnip : H
- Ecran de Confirmation navigates to it

Workflow runs the
. SR’s Select

. Ownrer action to

| assign ownership
to another agent.

Workflow runs a status change action and
returns user to the Start Center for another task.
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L’Outil de Création du Workflow

3 MAXIMO - Modélisation du Workflow - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools Help

Modélisation du Workflow

| i B | Rechercher : |

| #h  |Seectionner une actiorv | Fl A @ la o ] v @] &Elen

_ List Canvas Process

Processus |INC | |Incident Interaction Process | Bl

Objet  |INCIDEMT -
Révision du processus

Modifié par  WILSOR
Modifié le  |7/1405 11:27 A

Activé?

O

Actif?

Lancement interactif?

| NININ k(| foow m | = | e | = | e | = o
O - Q@ =
WVALIDATION i HASSLAY i CREEATEPROBE
| — B —
INWVALIDATA i CEEATECHG
|
E‘ ? _ <> ——————— B 13
QPTIOMNS RESCOLUTION MORESOLUTI
< | Ll_l

I_ l_ I_ |ﬂ Internet
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Le Portail - KPI & Tableau de Bord

Achats Administrateur SLA

Gestionnaire de service de support

0% Modifier le contenu ou la mise en page &8 Paramétres d'affichage “08 Créer un modéle &3 Modifier le modéle existant

Insertion rapide
’n’? Mouvel accord SLA

Type de plan: FIE

Applications favorites

K:E’t Catalogue des services

@ Accords de niveau de service

Conformité & I'accord SLA par priorité
Dernigre exécution: 11/10/04 1335

Affichane en liste

Accord SLA - Conformité d'incident

Incidents ouverts violart 'accord SLA (Par Status)

Afficher par: Status

Status “aleur Pourcentage (%)
IMPROG 3 1304

W PENDING 2 a7

W GUELED 18 75.26

Graphigue de tableau de bord
Dernigre exécution: 111004 1323

Statut Tableau de bord

Réel  Ohjectit Ecart

10

176 081

142 073 7.58 546 133

1.02

= Délai de résoluti wen des incidents P1 1.76 1 076
= Temps de réponse moyen en cas dincident P1 081 05 031
= Délai de résoluti wen des incidents P2 113 2 087
= Temps de réponse moyen en cas d'incident P2 0.7a 1 -0
= Délai de résoluti wven des incidents P3 758 4 355

Temps de réponse moyen en cas d'incident P3 546 2 346
= Délai de résoluti wen des incidents P4 139 g -6.61
= Temps de réponse moyen en cas dincident P4 1.02 4 288

’_I_’_ E ocal intranet 4
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Le Portail - KPI & Tableau de Bord

MAXIMO - Centre de contrile osoft Internet Explorer

Favorites  Tools

Links &]M=ES Local & ]MXES Demo Server

Service Desk Actions

Rechercher des solutions

é@ Afficher les demandes de service

W8 Mettre a jour le Centre de contrile

A10/0504 21:15

== Email zerver upgrade ADVISORY

10ME04 21:10

Créer une demande de service EL thhskecQuesti Y Fittrer, + dh
SOLUTION DESCRIPTION
| |
Requisition Actions 1021 Configuration de l'archivage du courrier lectronique
\[:EE[ Créer une demande 1022 Comment partager mon calendrier ?
1024 Comment effectusr un mappage sur une imprimante réseau 7
ﬁg Afficher les modéles 1025 Comment améliorer les performances du systéme 7
1029 Comment personnaliszer la barre de lancement rapide 7
'!E:y’ Afficher les brovillons 1030 Comment rendre les pages Web dizponibles hors connexion ?
1031 Comment configurer [E 5. pour bloguer I'accés & tous les sites Internet sauf les sites aut. 7
© Afficher lez demandes 1032 Comment empécher linfection par un virus ?
1033 Comment définir des régles pour le courrier indésirable 7
1034 Gu'est-ce gqu'un logiciel espion 7

Affichace en graphigue

@ Done

Tversi0deqz 282 o
sivarte

l_ l_ l_ E Local inkranet v

-
I
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Reporting

= Rapports
— Ensemble complet de rapports prédéfinis

— Les utilisateurs ont également la possibilité de créer ou paramétrer selon
leurs besoins des rapports en utilisant des modeles ou des bibliotheques.

= |ndicateurs de Performance clés (KPlIs)

— Les KPlIs fournissent un instantané des performances des équipements
comparées aux références définies par l'utilisateur.

— Visualisation des performances des actifs via des indicateurs graphiques.

= Analyse

— La base de connaissances de MAXIMO permet d’améliorer la
maintenance de tous les secteur fonctionnels. Les KPls et les rapporis
de MAXIMO identifient les domaines qui nécessitent des améliorations.
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Générateur de Reporting

Détails des pannes

Actif :
Description :
Emplacement :

Description :

Site :

Code probléme

11430
Centrify
BR430

Conden
Centrify

BEDFOF

1=

Page: of 1

Favorites  Tools

Arborescence des pannes par «

Code probléme :
Description :
Actif :

Description :

Emplacement :
Description :

Site :

LEAK

Leaking

11430
Centrifugal Pumy

HD

BIR430
Condensate Retl
Centrifugali100c
BEDFORD

Date de la panne

260952001

@ Done

Help

9@ » 2k S o

of 1

T

ternet Explorer

Work Order Details #1488 - Fuite de la |

de cond

| v

Parent :
Type de travail :
Fournisseur :

Classification :

t 1488
: BEDFORD
: CLOSE

Date de début 25/09/2001 06:54:12

Objectif début : 25/09/2001 08:54:12

Début réel = 27/09/2001 13:46:14

Priorité : 2
Contrat :
Catégorie de PUMPS

Date du rapport = 27/052001 11:44:00

Date de fin 0140/2001 01:23:00
Objectif fin : 01052001 01:23:00
Fin réelle : 23/02/2001 20:57:12
Demandeur : Doug
Compte GLG : 6210-300-777

Code probléme : LE&K

100GPMEOFT HD

Responsable Responsable : Groupe de
Propriétaire : Groupe
Service : Groupe de
Gamme Actif : 11430 Cerntrifugal Pump Emplacement : BR430 Condenzate Return Pump-

Centrifugali D0GPME0FTHD

Compte rendu des articles

ID Tache Article Description M: até Coiit unitaire Coiit ligne
______________________________ 1453 Seal, Mecharical Self Aigning- 1000 BR430 ot &M@\ HAsm
Articles totaux effectifs : £128.00

|

l_ ’_ ’_ E Local intranet 4
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Pourquoi IBM Tivoli Asset Management ?

Upgradeability -nation is stored in meta data to readily
ersion to the next.

Unified Platform - platform combines asset management
nction in one environment.

Ease of _

g e?\?ig eC Sggirate -at drive the business — IT and non-IT — are
he same service desk.

Leading, standards- ' atform built on J2EE with advanced

based technology anagement; based on SOA, web services

Breadth of IT :

Service dth of end-to-end asset and service
Management ons that operate on a common web
offering ure.

n tools allow for easy, on the fly changes
ocesses, reports.
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En Conclusion

La Plate-forme IBM Service Management répond aux besoins ITIL
— Service Support
— Service Delivery

Est un environnement parfaitement homogene
— Pour la gestion du Centre de Services
— Et la gestion des actifs

S’appuie sur les derniéres technologies

Flexible et facilement paramétrable

S’adapte aussi bien aux petites et grandes entreprises

Kit de démarrage délivré par nos équipes Services
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Questions




