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INSTRUMENTED      INTERCONNECTED   INTELLIGENT

An opportunity to think and act in new ways:

Service Creation

Service Delivery

Service Management 



























Service architectures tailored
by industry

Service lifecycle management

Service dashboardsService dashboards

Unified management of service 
requests and incidents

Asset management

Automated management







Created reusable services across their 
lines of business 

Reduced time to market by more than 85% 

Increased new promotion sales from 
15% to 75%



Running Securely and Flawlessly



IBM Integrated Service Management



Process and Technology
Automation across
Business Services

Visibility across Applications,
Data and Underlying
Infrastructure

IBM Integrated Service Management

Control Aligned to
Business Priorities and
all Assets Classes



IBM Integrated Service Management

IBM Service Management helps organizations leverage service management 
principles through tailored combinations of hardware, software, best practices 
and consulting to create best business value in each unique industry.  Across 
the board, IBM Service Management offers exceptional value for customers 
planning the transformation of their business.

Successful transformations require a secure, consistent and embedded 

Service Management platform as the foundation

Simplified
Consolidate

Shared
Virtualize

Dynamic

Automate
Cloud



Consolidation

Centralization

Chicago

London

New York

Chicago

Reducing the number 
of data centers

Physical Consolidation
(e.g. by Virtualization)

Reducing storage/servers 
with fewer more powerful 

systems

Windows ®

NT® Servers

UNIX®

Servers

Other

Servers

Windows ®

NT® Servers

UNIX®

Servers

Other

Servers

Data Consolidation 
& Integration

Centralizes data from 
different sources.
Reduce instances

Billing

System

ERP:
Billing
Order
CRM

Order

System

CRM

Application Integration
(= Functional Consolidation)

Migrates several 
applications into 

fewer applications



Servers

Reduce hardware 

acquisition and 

management costs

Reduce the 

Virtualization
Makes the best use of resources.

Storage

Reduce the 

complexity and cost 

of managing SAN-

based storage

Run mixed application 

types and workload patterns to 

optimize resource utilization and 

management while enhancing 

quality of service

Application



ITM

Resource PoolChange, Provision, & Automate

ITCAM

• Shorten Mean-Time to Repair (MTTR)
• Reduce capital and labor costs
• Setup time reduced to hours vs. days
• Increase service delivery quality

Actions
• Increase Server 
capacity
• Add Redundant 
Database
• Need WebServer 
to meet demand 
• Manage new 
resources

ITCAM

OMEGAMON

ITMITM

Automation

� Drive Change Management with CCMDB.

� Automate Provisioning & Patch Mgmt (TPM)

� Automate operational tasks & enrich service context w/ Tivoli Impact

ITCAM

ITM

ITM

TSOM
ITNM

TNPM



Service Management of the Cloud

End 

Users Service Portal Service Request Catalog Provisioning Engine

� Workflows
� Systems, Software

Optional Service 

Modules 

� e.g. Metering/ 
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Easy to use self service catalog

Invisible infrastructure & operation

Shift focus to delivering IT as a service

Rapid allocation for less cost

Services which can be metered and billed

� e.g. Metering/ 
Usage Billing, 
Monitoring, etc.

Virtualized Cloud 

Infrastructure



Collaboration

Financials 

CRM/ERP/HR

Industry 
Applications

Four Major Categories of Cloud Computing Services
Are Emerging

Examples

Business Process-as-a-Service

Employee 
Benefits Mgmt.

Industry-specific 
Processes

Procurement

Business Travel 

Level 4 Cloud

Infrastructure-as-a-Service

Platform-as-a-Service

Application-as-a-Service

Servers Networking Storage

Middleware

Applications

Data Center 
Fabric

Shared virtualized, dynamic provisioning

Database

Web 2.0 Application
Runtime

Java
Runtime

Development
Tooling

Level 1 Cloud

Level 2 Cloud

Level 3 Cloud



Cloud Computing Services are Being Delivered
Using Three Coexisting Delivery Models

Service Consumers

Service Integration Service Integration

Traditional 
Private Cloud

Services Services

Service Integration

Public

Services

Enterprise

Traditional 

Enterprise IT
Private Cloud

Public

Clouds

Hybrid  Cloud

�Service provider owned and managed.

�Access by subscription.

�Client owned and managed.

�Access defined by client.

.… Customization, efficiency, 

resiliency, security and privacy 
.…Standardization, capital preservation, 

flexibility and time-to-deploy

GOVERNANCE



Sample Cloud offerings from Tivoli

Service Service 

For clients seeking to design
highly customized
cloud services

IBM Service Management
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Service 

Subscriptio

n

Service 

Delivery

Service 

Activation

Service 

Design

Service 

Operations

For clients seeking to 
deliver cloud services with 
more platform and 
virtualization options

For clients seeking to 
rapidly active cloud services

with a fixed configuration

IBM Tivoli 

Service Automation Mgr

IBM CloudBurst



Cloud – Why Tivoli

IBM Tivoli offers the solutions and expertise to transform the world's intelligent 
global infrastructure to accelerate innovation, connect people, provide an effective 
& creative service delivery model, and leverage a global network of skills and 
technology.

Network,
Infrastructure and
Resources

Understand
User Service 

Automate 
Service 
Operations

Process and Technology

Visibility across Applications,
Data and Underlying
Infrastructure

Map Service 
Dependencies to 
Infrastructure

User Service 
Experience

Fulfill
Service
Requests

Align Assets 
and Resources 
to Business 
Priorities

Provide Business 
Aligned 
Dashboards

Provide Security 
and Compliance 
Solutions

Process and Technology
Automation across
Business Services

Service Management
Control Aligned to
Business Priorities
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100%

Power Costs

Software Costs

New Development

Without Cloud

Liberated funding for

new development, 

transformation investment 

or direct saving

With Cloud
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Hardware Costs 

(annualized)

Labor Costs 
(Operations and 

Maintenance)

Hardware Costs ( - 88.7%)

Labor Costs ( - 80.7%)

Deployment (1-time)

Power Costs (-88.8%)

Software Costs



IBM Today is …

… about delivering service management

… about optimizing workloads

… about deployment choices

Shared

Dynamic

Automate

Cloud

Desktop and 
Devices

Development 
and Test

Infrastructure Business
Services

CollaborationAnalytics

Simplified

Consolidate

Shared

Virtualize

Automate












