
IBM United States Software Announcement
209-107, dated April 28, 2009

IBM United States Software Announcement
209-107

IBM is a registered trademark of International Business Machines Corporation 1

IBM Tivoli Foundations Application Manager and IBM Tivoli
Foundations Service Manager

Table of contents

1 Overview 1 Description 
1 Planned availability date 3 IBM Electronic Services 

Overview

IBM® Tivoli® Foundations Application Manager

IBM Tivoli Foundations Application Manager is a systems resource appliance designed for
general business IT organizations. It provides the capability to comprehensively monitor, alert,
and report on the performance and availability of the server operating system, databases, and e-
mail applications. IBM Tivoli Foundations Application Manager has built in best practices, domain
knowledge, enhanced problem determination tools, and expert advice.

IBM Tivoli Foundations Application Manager deploys and configures quickly to help get your IT
staff productive quickly. It can integrate with other Tivoli appliances and solutions to provide end-
to-end management of the IT environment.

IBM Tivoli Foundations Service Manager

IBM Tivoli Foundations Service Manager is a service support management appliance, designed
for general business customers, that provides basic service desk capabilities through IT
Infrastructure Library® (ITIL®) aligned service request, incident, and problem management
processes.

IBM Tivoli Foundations Service Manager deploys and configures quickly to help get your staff
productive quickly, and can integrate with other Tivoli appliances to provide robust support
management capabilities.

Planned availability date

Fourth quarter 2009 (date subject to change)

Previews provide insight into IBM plans and direction. Availability, prices, ordering information,
and terms and conditions will be provided when the product is announced.

Description

IBM Tivoli Foundations Application Manager

IBM Tivoli Foundations Application Manager will help provide:

• Intuitive installation and configuration tools to help IT Administrators quickly deploy and get
running for fast time-to-value

• Comprehensive operating system, database, and e-mail resource metrics for managing the
performance and availability of your IT resources

• Customizable user interface that can bring together the right set of data and reports (called
workspaces) in an easy-to-use interface
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• Predefined views and windows, called workspaces, that deliver immediate value in displaying
performance and availability data, as well as facilitating communication between individuals by
providing a common view, with the flexibility to quickly create additional workspaces tailored to
the needs of each individual or group

• Built-in alerting situations and expert advice to help both novices and experts quickly identify,
isolate, and resolve problems quickly

• Integration with other Tivoli appliances to provide complete end-to-end management of the IT
environment

IBM Tivoli Foundations Service Manager

IBM Tivoli Foundations Service Manager will help provide:

• Service request, incident and problem management

– Provides process-based services support through IT Infrastructure Library (ITIL) aligned
service request, incident, and problem processes. Powerful visual workflow and escalation
enable quick resolution.

• Self service portal

– Allows users to proactively address their own issues reducing call volume to support team

• Role-based Key Performance Indicators (KPIs)

– Service desk agents, managers, or executive can monitor role-based KPIs in an easy to
configure, intuitive graphical display.

• Reporting

– BIRT reporting engine for trending and historical reports

– Common out-of-the-box reports for immediate use

• Survey tool

– Provides necessary tooling to create and distribute surveys to obtain feedback from end
users on services provided

• Process workflow tool

– Easy-to-use, drag and drop workflow tool to create workflows that align with your process

• Best practice contents

– Out-of-the-box content such as process workflows, ticket templates, KPIs, reports, role-
based start centers for immediate use

• Escalation management

– Proactively monitor conditions and send notifications for prompt action

• Integration toolkit

– Provides Web services-based integration capability to integrate with IBM as well as third-
party software applications

• Dashboards

– Real-time dashboards provide actionable information and identify potential problem areas,
enabling support to take appropriate corrective actions before critical services are adversely
affected.

• E-mail listener

– Efficiently processes inbound e-mails into service requests streamlining service desk
operations and increasing user satisfaction.

• Bulletin board

– Provides real-time message display on service outages to all employees

IBM Global Financing

IBM Global Financing offers competitive financing to credit-qualified customers to assist them
in acquiring IT solutions. Offerings include financing for IT acquisition, including hardware,
software, and services, from both IBM and other manufacturers or vendors. Offerings (for all
customer segments: small, medium, and large enterprise), rates, terms, and availability can vary
by country. Contact your local IBM Global Financing organization or visit
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http://www.ibm.com/financing

IBM Global Financing offerings are provided through IBM Credit LLC in the United States,
and other IBM subsidiaries and divisions worldwide to qualified commercial and government
customers. Rates are based on a customer's credit rating, financing terms, offering type,
equipment type, and options, and may vary by country. Other restrictions may apply. Rates and
offerings are subject to change, extension, or withdrawal without notice. For more financing
information, visit

http://www.ibm.com/financing

Business Partner information

If you are a Direct Reseller - System Reseller acquiring products from IBM, you may link directly
to Business Partner information for this announcement. A PartnerWorld® ID and password are
required (use IBM ID).

https://www.ibm.com/partnerworld/mem/sla.jsp?num=209-107

IBM Electronic Services

IBM has transformed its delivery of hardware and software support services to help you achieve
higher system availability. Electronic Services is a Web-enabled solution that offers an exclusive,
no-additional-charge enhancement to the service and support available for IBM servers. These
services are designed to provide the opportunity for greater system availability with faster
problem resolution and preemptive monitoring. Electronic Services comprises two separate, but
complementary, elements: Electronic Services news page and Electronic Services Agent.

The Electronic Services news page is a single Internet entry point that replaces the multiple entry
points traditionally used to access IBM Internet services and support. The news page enables
you to gain easier access to IBM resources for assistance in resolving technical problems.

The Electronic Service Agenttm is no-additional-charge software that resides on your server. It
monitors events and transmits system inventory information to IBM on a periodic, client-defined
timetable. The Electronic Service Agent automatically reports hardware problems to IBM. Early
knowledge about potential problems enables IBM to deliver proactive service that may result
in higher system availability and performance. In addition, information collected through the
Service Agent is made available to IBM service support representatives when they help answer
your questions or diagnose problems. Installation and use of IBM Electronic Service Agent for
problem reporting enables IBM to provide better support and service for your IBM server.

To learn how Electronic Services can work for you, visit

http://www.ibm.com/support/electronic

Trademarks

Electronic Service Agent is a trademark of IBM Corporation in the United States, other countries,
or both.

IBM, Tivoli and PartnerWorld are registered trademarks of IBM 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.

Other company, product, and service names may be trademarks or service marks of others.

Terms of use

IBM products and services which are announced and available in your country can be ordered
under the applicable standard agreements, terms, conditions, and prices in effect at the time.

http://www.ibm.com/financing
http://www.ibm.com/financing
https://www.ibm.com/partnerworld/mem/sla.jsp?num=209-107
http://www.ibm.com/support/electronic


IBM United States Software Announcement
209-107

IBM is a registered trademark of International Business Machines Corporation 4

IBM reserves the right to modify or withdraw this announcement at any time without notice. This
announcement is provided for your information only. Additional terms of use are located at:

http://www.ibm.com/legal/us/en/

For the most current information regarding IBM products, consult your IBM representative or
reseller, or visit the IBM worldwide contacts page

http://www.ibm.com/planetwide/us/

http://www.ibm.com/legal/us/en/
http://www.ibm.com/planetwide/us/

