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IBM

International Business Machines

= Strategicky outsourcing

DESET HLAVNICH DUVODU, proég firmy sahaji k outsourcingu

. SniZeni a kontrola provoznich nakladu.

. Lépe se zaméfit na hlavni predmeét podnikani.

. Ziskat pfistup k prvotfidnimu know-how.

. Uvolnit interni zdroje pro jiné ukoly.

. Potfebné zdroje nejsou interné dostupné.

. Urychleni a zlepSeni kvality outsourcovanych procesu.

. Projekt je interné tézko fiditelny nebo se dostava mimo kontrolu.
. Snizeni investi¢nich nakladu - outsourcing je fazen mezi &

provozni naklady a zlepsSuje tak financni hodnoceni vykonu firmy.

9. Rozlozeni rizik a jejich spoleCné sdileni. X

10. Ziskani hotovosti z prodeje potfebného zarizeni poskytovateli -

outsourcingu.

CONOOTPA,WN =~
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SLA

Service Level Agreement

= Metrika pro meéreni kvality poskytovanych IT sluzeb

= Prinosem jsou informace
— 0 okamzitém stavu IT prostredi
— 0 efektivnosti vyuziti IT prostredi
— pro planovani kapacit sluzeb

— 0 mife spokojenosti koncovych uzivatelu
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IDC

Integrated Delivery Center

LD N~ r

sluzeb v oblasti strategického outsourcingu a vzdalené spravy
informacnich technologii po celém svété.

* Vyhody IDC
— poskytovani servisu z malého poctu fyzickych mist

— kombinace praci z nekolika oblasti jako jsou napriklad sprava
serveru a siti, call centra, servis management (problem a
change management) a reportovani

— jsou fizeny jako jedna entita

— zvysuji kvalitu servisu standardizaci, automatizaci a
konsolidaci
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= Proaktivni monitoring
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SSO

Server System Operation

= Monitoring a sprava vzdalenych systému

6/4/2008

= Sprava davkovych operaci, tiskt, zalohovacich procesu
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Nas tym

= 1. uroven podpory

- CO
- OS
- ERP aplikace
- databaze

— JAK

* monitoring
* napravné akce
* batch management
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DCS
Desktop Client Support

= Sprava koncovych stanic:
— iImage servis
— oprava chyb
— koordinovani a provadeéni instalci, zmén
— centralizovana podpora koncovych stanic
— zajisteni zachrany a obnovy pri vypadku
= Vyhody DCS
— minimalizace nakladu
— zajisténi jednotné konfigurace koncovych stanic
— okamzity prehled o pouzivanych licencich
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Komunikacni plan

4+

Podpora Podpora Command Centrum
na telefonu na miste

Administratori 1

- Z2 m Em®G » Z2 > =
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Change management

Vytvoren tiket

A

Tiket musi byt schvalen vSemi podpurnymi tymy

l

, NE
Schvalena? ”| Administratofi opravi tike

ANO

Administratofi informuji CC, kdyz zaCinaji

A 4

Administratofi informuji CC, kdyz koncCi

l

Po dokonceni je tiket uzavien
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Problem management

Server ma problém

Pomoci adapteru
ovérime nutnost
| restarfu |

ANO

Kontakt OSS 4

I

Kdy OSS dorazi

na misto

S
Server OK

OSS restartoval [
server

Tiket
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= Cotoje?

= Proc¢?

Shift2Shift

= Co obsahuje

&

S0 LGE CHECKLIST

LGE Shiftto Shift
BRNO Shiftto Shift

iSeries Shift to Shift
zSeries Shift to Shift !

Customers,,
Cheéiﬁgﬂrjﬂ
| S—= Tin

Ik

€, Search in ¥iew "BRNO Shift To Shift’

O Indexed 2
Search for I | Search I * bore |
Subject & Console & Author Date
*  |BRMO Shit To Shift 28.01.2006 &t 06:21:59 OFERATOR14 Michal Stekly 26.01.2006 06:15:03 E
*  [BRMO Shift To Shift 28.01.2006 st 06:50:32 SHIFT LEADER Eliska krizova 208.01.2006 01:53:14 ]
* |BRMO Shitt To Shift 28.01.2006 at 14:26:05 OPERATORZ Patrik Stefurak 28.01.2006 01:25:01
* |ERMO Shitt To Shift 28.01.2006 st 07:16:20 OPERATOR13 Josef Macinksa 27.01.2006 23:31:33
*  |BRMO Shift To Shift 28.01.2006 at 00:3357 OFERATOR2Z Jiri Lengsteld 27.01.2008 22:09:44
*  |BRMO Shitt To Shift 27.01.2006 at21:53:11 OPERATORI Andrea Horsakova 27.01.2008 21:58:41
* |BRMO Shitt To Shift 27.01.2006 at 18:35:33 OPERATOR14 Jarn Hurnl 27.01.2006 18:29:07
*  |BRENO Shift To Shift 27-01-2006 at 22:13:24 OFERATOR13 Slawaomir Konieczek 27.01.2006 18:18:55
*  |BRMNO Shitt Ta Shift 27.01.2006 at 22:12:13 OPERATORZ Jan Bartes 27.01.2006 15:15:02
*  |BRMO Shift To Shift 27.01.2006 at 14:18:11 OPERATOR14 Martin Senkyr 27.01.2006 14:06:51
* |BRMO Shitt To Shift 27.01.2006 at 14:32.058 SHIFT LEADER Marcela Abecassis 27.01.2006 09:59:44
* |BRMO Shift To Shift 27.01.2006 at 14:42.32 Daniel Sacha 27.01.2006 09:56:13
*  |BRMO Shift To Shift 27.01.2006 at 06:28:09 OPERATORI13 Josef Macinka 27.01.2006 0b:20:44
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Tiket

= jedinecnost

General
. Statu S [Froble Abstract*: [
[Request Type™: [PROBLEM = Call Code *: Incoming Call
[Prablemn Status™: [Setect Transter Code- =)
[ ] J 4
" popis problemu A . WS
Cause Change Number: [
v )4 I4 4 [Reporter User ID*: fezeosr Q) [d]  Reporter Group ID*: [ExFrTo_Dacal
= feSeni problému e ==
Node ID: I
[Froblem Description®: =]
K im?
" Kadms nim: g
[Problem Resolution: =]
= vyreseni problému — T G i
Date And Time
Date Geomred®: me Tune Ocomred*: W(ﬂmm}
[geverio [-Seledt Severiy- =]

S50 &DCS - VUT F 6/4/2008 'ON DEMAND BUSINESS'




IBM IDC Brno

= Monitoring
— TEC, WebTEC

— Patrol
= Vzdalena pripojeni
— Citrix MetaFrame
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CC

Command Centrum

— pro Unix, Windows, SAP, Oracle

6/4/2008

1101 [N software

'ON DEMAND BUSINESS




IBM IDC Brno

Tivoli - infrastruktura

TMR Server
Endpoint Manager

Endpoint Gateway

Maste
Endpoi = .
List I
—TCPIP |
Local cache of Endpoints =
-
assigned to Gateway ——
[
o -~
TCPIIP
Endpoint

Endpoint Process

oServ process or service oserv process
or service

TCP/IP Port 94 (defaulty™

Managed Node /

SSO & DCS | - VUT FlI

Endpoint Gateway - Port 9494 (default *)
TMR Server

TCP/IP

Endpoint - Port 9494 (default *)

T

lctd process, service, * Note: Both Endpoint and Endpoint Gateway port

program, etc.
values are configurable.
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= monitoring

TEC

Tivoli Enterprise Console

— Event Yiewer: Group Console01.evq - Eventgroup dedicated to Consolenl
File Edit Options Selected Automated Tasks Help

el

BE | )= N

Waorking Queue

Total: 7 Selected: 0

Message

| stat.. |

Class

2| seve... |1+ Time Received | Hostname |
Jdanuary 24, 2006 4:05:53 AM C.. 17 _sapguadb0l

January 24, 2006 31312 AM C. M7 _sapdevdhid
January 25, 2006 12:19:32 AW .. J17_sapdevdb03
BTSN January 24, 2006 3:53:23 PM C . AUT_argisdh
January 24, 2006 9:59:23 PM C.. AUT_argisasi

[EHHEEN January 24, 2006 9:53:01 PM C.. AUT_argissun
GRS J=nuary 24, 2006 9:52:08 FM C.. AUT_argisearth

GEMDESKLGENDTE Disk space used %:/oracle/Q03foraarch increases beyond 95%  Open

mySAP Application Server ofthe instance sapdevdb04_XD3_01 is unknown
mySAP Application Server ofthe instance sapdevdb03_D03_00 is unknown

Maintenance_start
Maintenance_start
Maintenance_start
Maintenancel_start

Open
Open
Open
Open
Open
Open

Generic_monitor_disk
SAP_Application_Server_5t..
SAP_Application_Server_St.
Maintenance_Start
Maintenance_Start
Maintenance_Start
Maintenance_Start

Details ‘ ‘ Information ‘

Severity[1 +  Time Received

Hostnaine
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January 25, 2006 4:08:27 ...
January 25, 2006 4:07:33 ...
January 25, 2006 4:06:40 ...
January 25, 2006 4:05:53 ..

Soc danuary 25, 2006 4:05:43
Warning  January 25, 2006 4:05:35
WWarning  January 25, 2006 4:05:35
January 25, 2006 4:05:28 .

January 25, 2006 4.04:51 ...
January 25, 2006 4.04:50 ..
January 25, 2006 4:03:38 ...
January 25, 2006 4:02:15 ...

IMF_fremopd crmxtte01
IMF_fremop2sa2wis0l
44 _SSARTDCO1
J17_sapguadb01
BdA_STOULAGDRWH
B4A_sproerplé
G4A_SROISDCH
INF_fremopdcrmdte01
LUSB_mophdtsmsy-02
LUSB_moph2tsmsy-06
G448 SSARTDCO1
G4A_SROISAGDRW1

GENFROLGEDNDT Daemon: tec_taskup { Impacts Tivoli)
GENDSKLGEDDZI Disk space used % ¢ less than 7T6%
CPUAYGLGEDDI CPU utilization Omn avg value: 0% = 0%0
GEMWDSKLGEODE Disk space used %: joraclefQi3foraarch increases beyond 95%
ORACLELGE1011; darwin Database Ok - Status :OPEMN.

GEMDSKLGEDOO3IE Disk Monitor : Ressource File notValid ; One or more ressources are not monitaredd
GEMSERLGEDO3E MTService Monitor | Ressource File notValid : One ar mare ressources are not monitoredO

GEMPROLGEOQOZ| Daemon: tec_task down { Impacts Tivoli)

FILTERLGEOQTE: TSM: AMRE311E An I'C error occurred while accessing drive DRIVE 3 {fdewdv3 pl) for WRITE ope
FILTERLGEOQTE: TSM: AR 4114 Access mode forvolume TMOS26 now setto'read-only' due to write error.~; MUMB

CPUAYGLGEDDIE CPU utilization Ormn avg value: 4% = 0%0
ORACLELGEZD1: RTEC Tahlespaces AutoExtend Ok - Status (Mo Errors detected,

P

[
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Alert

informacni alert pro stop monitoringu:

console07

Maintenance is starting on Y31_BWLAFO01P

Netview_Maintenance_St

nasledny alert pro navrat monitoringu:

- 2006-2-13 0:55:39

console07

Maintenance is over on Y31_BWLAFO01P

Netview_Maintenance_St
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= co vidi operator

Web TEC
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PATROL

HSEVYS TECReports

Host @ I Class : I Message ! I Sev ! I »= I Cays ago : IE Far n days : I Submit |

Davys Ago 5 days , For 0.5 days :I

Last refresh date : 20060129_06H30M (updated every 15 minutes) Yiew statistics

Hostname Date R| Message | Class
] fredlapp0Z? 10,149, 82,167 ORACLE_TESP_INSTAMCE triggered a CRITICAL alarm on
2006-01-26 12:58:21 |0 |AutcExtended for instance ( PCO_PSAPBTABD ) at Thu Jan 26 124:55%:12 2008, PATROL_ARP

The current value = 1%.000000 Alarmn range is 1 to 1

FRFCAPOSDAMKE 10,149.76,37 PROCPRES triggered a FATAL alarm on
AUUR-UL1-26 12105101 U (FROCPPCountCheck for instance | websSphere_Partal ) at 1hu Jan @& 12%:2E%:110 HAHLDL_AHH
2006, The current value = 2,,000000 Alarrn range is 2 to 2

FRSDOAPPO4 10.149.82,172 SAP_ABERR_CONT triggered a CRITICAL alarm on
Z00&-01-26 12:55:48 0 |[Murmberdewalerts for instance [ SDH_FCO_abapdErrors 1 at Thu Jan 26 124:54%: 24 PATROL_APP
2006, The current value = 1%, 000000 Alarmn range is 1 to 2

dkolcrmdlérnas3e 10.140,86,2% NT_PROCESS triggered a FATAL alarm on
2006-01-26 12:51:36 0 |PROCDown for instance [ NMOTEPADMO_ARGUMENT_1 1 at Thu Jan 26 12%:514:25 PATROL_APP
2006, The current walue = 1%, 000000 Alarm range is 1 to 1

dkO0lcrmd4l6ras3e 10.140.86.29 NT_PROCESS triggered a FATAL alarrn an
200&-01-26 12:51:325 0 [PROCStatus for instance [ NOTEPADNS _ARSGUMENT_1 ) at Tho Jan 26 124:51%:25 PATROL_APP
2006, The current value = 1%,000000 Alarrn range is 1 to 2

bohzap02 10,149,582, 82 SAP_OS_SWAP triggered a FATAL alarm on R3PageQut for
2006-01-26 12:49:04 1 linstance [ SWAP ] =t Thu Jan 26 11%:554:35 2006, The current value = 550300 PATROL_APP
%, 000000 Alarmn range is S00000 to 2147453647

bohsap0Zz 10,149, 82,82 SAP_OS_SWAP triggered a CRITICAL alarm on R3Pagedut
ZO0&-01-26 12:44:10 0 |for instance [ SWAP 1 at Thu Jan 26 11%:50%:44 20068, The current value = 361436 PATROL_APP

. 000000 Alarmn range is 300000 to 500000
I_l_f_l_l_lﬂ Internat

| K
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Citrix MetaFrame

=maximalni flexibilita
=univerzalni pristup
“jakékoliv zarizeni

“jakékoliv misto

sjakakoliv sit

Citrix:

MetaFrame
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[ citrin progra
Fle. Wew Todls
J Up Re
Add ICA Conne
64A_FROGHACT
64A_FROGACT

A26_CRESAPPE

A2B_CRESAPPE
A26_CRESAPPE
AZB_CRESAPPE
A26_CRBSAPPE
£26_CRESAPPE

£2B_CRESAPPK.

A2B_CRESINT3
A2B_CRESINT3
A2B_CRESPASI
AZB_CRESWTS
A2B_CRESWTS

AZB_CRESWTS

AZB_CRESWTS:
AZB_CRESWTS:
AZB_CRESWTS:
AZB_CRESWTS:
AZB_CRESWTS:

AZB_CRESWTS,

A26_CRBSWTS,
A2B_CREYISAP
AZB_CREWFD3
AZB_CREWFDS
£2B_CREWFOE
| S A28 _CREWFOR

121 object(s)

IBM Tivoli
Enterpr

Okna v oknech

e

PUTTY

Humminabird
hb ot

‘ ‘ mcwtmi Program Meighborh. .. | HIBHON_FRHONAPOI - Meta, .. | #H A2B_CRBSWTSIGSOL -...
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Unix

Vzdalena pripojeni

— putty, tera term, ...

— telnet, ssh, ...

Windows

— Carbon Copy, PC Anywhere, RAdmin, Remote Desktop, Terminal

Services, Client Connection Manager, VNC, SSH, ...

SAP

— SAPlogon (SAPgui)

Oracle

— sqlplus

SSO & DCS | - VUT FlI
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Komunikace

/:ommanm
Help Desk )

Aministratorsky tym

Koncovy ' -

uzivatel A
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Automatizace CC?

= RozliSeni problému
— realnost
— navaznost

— dulezitost
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Proc?

Vypadky systému za ctvrtleti

Zmény Vykonnost sSW
Zakaznik 12% 5% 7%
6%

Aplikace
19%

HW
14%

Lide
37%
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Priklad z praxe

Hosthame

Date R Message Class
dkOlapl18masre 10.140.82.62 IBM_ANN_MDLOG triggered a FATAL alarm
2006-01-29 01:06:05 1 on Status for instance ( RLOG0O02W_se01x171mlc010 ) at Sun Jan 29 PATROL_APP

01\:05\:45 2006. The current value = 1\.000000 Alarm range is 0 to 0

o 00 e g 4
I =y
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Pouzité zkratky

IBM = International Business Machines
IDC = Integrated Delivery Center

GSDC = Global Services Delivery Center
SSO = Server System Operation

DCS = Desktop Client Support

HW = Hardware

SW = Software

OS = Operating System

SLA = Service Level Agreement

IT = Information Technologies

SNMP = Simple Network Management
Protocol

TCP/IP = Transmission Control Protocol
/ Internet Protocol
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ERP = Enterprise Resource Planning

PC = Personal Computer

CC = Command Center

HD = HelpDesk

TEC = Tivoli Enterprise Console

ICQ = | seek you

OSS = On Site Support

RSA = Remote Supervisor Adapter

LAN = Local area network

WAN = Wide area network

TMR = Tivoli Management Region

lcfd = Lightweight Client Framework
Daemon
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Zdroje

*..  FProcess
-
% Info qé}

1\'-._‘ a
.

The Blue Rose 2/2003
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