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Something meaningful is happening: The world is about to get a whole lot smarter

“Every human being, company, organization, city, nation,
natural system and man-made system is becoming
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Instrumented Interconnected Intelligent

This is leading to new savings and efficiency—»but perhaps
as important, new possibilities for progress.”
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In our businesses today there are over $170 Trillion worth of assets in use

Production

Equipment $5.8 Trillion in the utilities industry alone

Communication

Over $250 Billion in Top 15 Telco’s alone
Infrastructure

IT Hardware
and Software
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$52 Billion in the Fortune 500 alone, HW only
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Today’s smart assets are enabling new levels of service
innovation, differentiation and a new economy ...
In-flight Just in time Cost-efficient Anytime
Broadband Production Power Assistance

Quality Real-time CCessS User-initiated Cloud

Health Care Information Services

...Where everything is a service.
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As products and services become smarter, so must

our approach to creating and managing them...

— To Deliver High-
u Across Quality, Differentiated
- Organizational Services & Products

Aligning Assets
and Tools with

Standard Lines of Datacenter Entities
Processes business Operations
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Operations

Facilities & Research &
Production Development

...to ensure maximum value to the business and our customers.
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Traditional IT centric management approaches lack the integration
needed to measure and manage delivery against business objectives...
Business Objectives

Improve Service Manage Risk Reduce Cost
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Best practices in Service Management deliver visibility, control and
automation that extend well beyond IT
Business Objectives

Improve Service Manage Risk Reduce Cost

Control Automation

Business Indicators People Information

Business Services
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With effective Service Management you can focus on the things that

matter most to your business...
Visibility
e See Your Business Services and Processes

Establish a clear, aligned and differentiated service strategy, and gain the
real-time intelligence needed to measure and improve delivery against
business and IT objectives.

Manage and Secure Your Investments

Ensure effective governance of assets, information, processes and
services through enhanced change and security controls, and compliance
reporting.

Build Agility into Your Operations

Improve integration and automation of workflow across operational
silos, tools, and processes for reduced cost and improved time to market.
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IBM is working with our clients to deliver Service Management solutions
that focus on Transforming Assets into Business Value™

Best Practices:

» Apply in-depth industry expertise to create
and manage differentiated services and

products for improved customer satisfaction
and retention.

Cusiomer

S mg:““mm“‘ Develop modular solutions for all stages of
e the service lifecycle that integrate service
Operation ing delivery across organizational boundaries,
improving time to market and reducing cost
Service Lifecycle iEn and risk.

Implement integrated management systems
that provide the visibility, control and
automation needed to leverage business and
IT assets and deliver a dynamic infrastructure

that can adapt to ever changing business
requirements.
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Implementing an integrated service delivery platform provides the visibility,
control & automation needed to achieve a dynamic infrastructure...

SMARTER SERVICES & PRODUCTS

a N
In-flight Just in time Cost-efficient Quality Real-time Access
Broadband Production Power Health Care information On-demand

\ /
VISIBILITY CONTROL AUTOMATION
|
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Mobility Facilities Production Technology Communications
Infrastructure Infrastructure Infrastructure Infrastructure Infrastructure
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DYNAMIC INFRASTRUCTURE

enabllng new efficiencies and opportunities for competitive differentiation.
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Smart is: Improving Service

SMART IS SMART IS
Winning industry recognition for Increasing utilization of critical business
excellent service. assets while maximizing ROI.

SKY: Network and service assurance solution BP Angola: Improves production efficiency
monitoring 1000s of network devices and through improved uptime, improves employee and
application services at over 1,200 exchanges, environmental safety, to position BP for maximum
24x7 availability to more than 1.6 million efficiency and safety; shorter time to investment
broadband customers. recovery.

/
7‘.??\ ’
a
-~

\

éﬁ%




IBM SERVICE MANAGEMENT CONFERENCE

ENTER A NEW WORLD OF SERVICE MANAGEMENT

Global Technology Services m software

Smart is: Reducing Cost

SMART IS SMART IS
Reducing operating costs by reducing physical 95% reduction in cost per transaction.
servers up to 70%.
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University of Pittsburgh Medical Center: Bank of Russia: Improvements in operational
Reduces capital and operating costs by up to and energy efficiency are saving apx $400million
$30M, improves energy efficiency by reducing per year and allows dynamic response to

floor space 40% and physical servers 67%. business needs.
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Smart is: Manage Risk

SMART IS SMART IS
Connecting to the world securely with Protecting your customer... and your brand
100% availability. with no loss of data.

Australian Open: Securely, resiliently provides Bank of Montreal: Providing a recovery point
scalable resources 100x normal scalability, real- of zero and a recovery time of 2 hours helps
time analysis and prevention of attacks and reduce operational risk, increases client trust,
achieves 23% reduction in energy consumption, improves availability, and meets stringent
with 100% website availability. regulatory compliance requirements.
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IBM has invested billions to advance Service Management

Investment in People

e Service management excellence programs to improve
understanding and skills

* Training and education of over 7,000 practitioners
Investment in Technology

» $29 Billion, 5-year research and development investment
» $20 Billion in acquisitions of over 60 companies

e 15 consecutive years of patent leadership

Investment in Best Practices

* Development, Contribution or Support for best practices and
standards—ITIL, COBIT, VAL-IT, eTOM

* Establish robust portfolio shared, collaboratively developed,
service management IC assets

* Drive service science into the public sector and academia -
improve professional qualifications for service management

* Publish more intellectual capital & open standards
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Trademarks and disclaimers

Intel, Intel logo, Intel Inside, Intel Inside logo, Intel Centrino, Intel Centrino logo, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are trademarks
or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries./ Linux is a registered trademark of Linus Torvalds
in the United States, other countries, or both.

Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft Corporation in the United States, other countries, or both. IT
Infrastructure Library is a registered trademark of the Central Computer and Telecommunications Agency which is now part of the Office of Government
Commerce. ITIL is a registered trademark, and a registered community trademark of the Office of Government Commerce, and is registered in the U.S.
Patent and Trademark Office. UNIX is a registered trademark of The Open Group in the United States and other countries. Java and all Java-based
trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both. Other company, product, or service names may be
trademarks or service marks of others. Information is provided "AS IS" without warranty of any kind.

The customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have achieved.
Actual environmental costs and performance characteristics may vary by customer.

Information concerning non-IBM products was obtained from a supplier of these products, published announcement material, or other publicly available
sources and does not constitute an endorsement of such products by IBM. Sources for non-IBM list prices and performance numbers are taken from
publicly available information, including vendor announcements and vendor worldwide homepages. IBM has not tested these products and cannot confirm
the accuracy of performance, capability, or any other claims related to non-IBM products. Questions on the capability of non-IBM products should be
addressed to the supplier of those products.

All statements regarding IBM future direction and intent are subject to change or withdrawal without notice, and represent goals and objectives only.
Some information addresses anticipated future capabilities. Such information is not intended as a definitive statement of a commitment to specific levels of
performance, function or delivery schedules with respect to any future products. Such commitments are only made in IBM product announcements. The

information is presented here to communicate IBM's current investment and development activities as a good faith effort to help with our customers'
future planning.

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual throughput or
performance that any user will experience will vary depending upon considerations such as the amount of multiprogramming in the user's job stream, the
1/0 configuration, the storage configuration, and the workload processed. Therefore, no assurance can be given that an individual user will achieve
throughput or performance improvements equivalent to the ratios stated here.

Prices are suggested U.S. list prices and are subject to change without notice. Starting price may not include a hard drive, operating system or other
features. Contact your IBM representative or Business Partner for the most current pricing in your geography.

Photographs shown may be engineering prototypes. Changes may be incorporated in production models.

© IBM Corporation 1994-2009. All rights reserved.

References in this document to IBM products or services do not imply that IBM intends to make them available in every country.

Trademarks of International Business Machines Corporation in the United States, other countries, or both can be found on the World Wide Web at
http://www.ibm.com/legal/copytrade.shtml.




