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Business Leaders Struggle With Issues
Lack of Visibility into Operations Leads to Many Business Problems

Poor workload Paper-intensive Supply chain
management leads to and manual processes disruptions
dissatisfied employees impede visibility increase costs

85% of CEOs Require More Insight into their Businesses

; ﬁi Source: IBM Global CEO Study 2008 1




Business Service Management (BSM) Provides Process Visibility
Business leaders gain real-time visibility and actionable insight into processes

Real-time information consolidated into Business leaders monitor process
customizable dashboards KPIs and receive alerts




Achieve End-to-End Process Visibility
Understand, monitor and explore the state of business operations

External Information
Information affecting
business service performance
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Process Metrics = s Reports & Analyses
Key Performance Indicators o - » Understanding trends by

for business services combining multiple KPI's using
historical information

P




“See and Respond”
Service Visibility Helps Business Leaders Manage & Improve Operations
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Current Trends towards Business Operations Center

[Dashboard Builder )
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Evolving Trends towards Business Operations Center

[(Eull’Self-Service Dashboard )
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Transforming Trends:
Breaking down the walls between business and IT

 The need for transparency is pervasive!

e Business and IT collectively need:

— Greater accountability, visibility,
communications, and knowledge from the
people, resources and processes
responsible for service management

— To elevate the interaction and involvement
of both parties in the delivery of services

: : = ke e
— To leverage and align operations around ' i " J
new tools that empower all end users to
become “knowledge workers”
. / Self Service capabilities and Social

*:,.,T...« 3 Networks are delivering this to
2 Fé the world today — why not to
ﬁ YOUR business?

WITH OUR SOFTWARE
YOU CAN LEVERAGE 2.0
FOR YOUR COMPANY..,
SOCIAL NETWORK. ..
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TiM O'REILLY... TAS
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YOUTLEE... RIA...

SOUNDS cooL!
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i
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Build Time Knowledge
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There’s Value in Breaking Down these Walls

Run Time Knowledge

Thinks Differently!

* Understands Business Goals,
Objectives and Outcomes
* Understands what impacts
them
* Understands how they support
them
* Supports Business via IT

[via Catalog/Wiki]

Knowledge Worker

Operates Differently!

* Builds stronger relationships
with business

* Communicates with clarity
and purpose

* Makes informed decisions

* Takes appropriate actions
[via Catalog/Wiki]

Empowered Worker

Responds Differently!

* Understands and manages
“big picture”

* Driven by impact, importance
* Understands role, response

* Speaks business & IT lang.
[via Catalog/Wiki]



So what 1s a Self-Service Dashboard?

A self-service dashboard is a user-
frlendI%/ way for a greater community of
users to easily access, extend, and use
the data they need, creating the desired
vViews b)/ themselves, and o
sharing/socializing their contributions
without the need to involve IT or power
users.

— offers the benefit of streamlining the
reporting/viewing process

— Increases speed of decision-making process,
removing IT work

— frees up IT personnel from building
dashboards
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« Dashboard content becomes a simplified set of
catalogs for metrics, events, sources, and
visualizations

 Dashboard assembly becomes a streamlined
action of assembling/sharing a workspace filled
with content that is fully interlinked, relevant, and
easy to understand
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Self Service Dashboard capabilities brought forward with

IBM Mashup Center
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What does the Data Dictionary and REST service bring?

= Focus on creating views based on role and
responsibility instead of product specific (treat
products as data feeds)

= Completely decouple systems management data
from Ul to enable mashups

» Leverage Data Integration Services (CDM and
the Common Data Model (CDM) and further
normalize data

REST API (JSON/XML)

‘ “ ; ‘ = Allow for quick data integration that can be
visualized across a common set of widgets

Data Dictionary

= 3rd party sources easily integrated (just another

Data Manipulation Engine
| P g data feed)

| Data Access Layer

= Utilize iWidgets to create new visualizations to
ehance the look and feel and user experience
t ¢ t ¢ across multiple products

3rd Party = Mobile clients and other technology based clients
TBSM ImM TADDM ITNM urces . . .
S W S e T will be able to take advantage of this service

%



Example: End-to-End Business Operations Visibility
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Status refresh in 0 seconds, ..

e Business process execution involves automated and manual (human) interactions

e Visibility into contact center operations helps pinpoint process execution issues due to low
staffing levels, long calls, etc.
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Business Process Execution Step Performein

(511 Erost & ik Avmmmark

..........

e Use real time scorecards and
charting to provide “quick, at a
glance” insight into
performance trends.

Chart complements the scorecard
and provides historical context
to interpret the real time
scorecard information.
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Q& A
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THANK YOU!
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