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Foreword

Endorsements

Software is only valuable if it is deployed, used and delivers capabilities that
provide increased efficiency, reduced costs or accelerated opportunities for your
business. Too often, a software solution fails to live up to its expectations and
does not generate the expected value. The reason for these failures often has
less to do with the software itself and more likely aligns with the degree to which
the life cycle involved with software delivery is followed and managed. While
software delivery starts with the identification of a problem or opportunity and the
definition of a set of associated requirements, it continues on throughout the
implementation, measurement, education, support and ongoing value delivery.
Throughout this book, IBM has done an excellent job of formalizing important
aspects of a software delivery life cycle and highlights the process, resources,
services and capabilities they provide. By utilizing this process, businesses
should expect to increase their success rate in creating business value with IBM
products and demonstrates the IBM commitment to being an active partner with
their customers at every step of the way.

William Mitlehner, Executive at a Health Care Provider
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As an IBM client, you know all too well that the value you receive from software
happens after it is deployed within your organization. That is why we place a
great deal of importance on the steps taken by IBM specialists to ensure that
your deployment is successful. This layer of technical support can yield
tremendous results for you by quickly improving your operations and positively
impacting your business outcomes. IBM also benefits from your successful
software deployment, strengthening your trust in our ability to partner with you on
everything from software renewals to transformational business projects.

This IBM Redbooks publication highlights real-world deployment issues that will
better enable our field teams to guide you through the process of deploying IBM
Software. This book builds on an initiative we started a few years ago to guide
and track software development and deployment with our top clients worldwide.
By incorporating the feedback and wisdom of some of our client teams and top
clients, we have been able to accelerate the business value we bring to you
through software.

It's time for a fresh perspective on successful deployment of software. This book
discusses new methods, tools, and best practices to manage the deployment
process. Clients who have purchased IBM Software, especially for stand-alone
projects or enterprise contracts, will find this book invaluable.

Thank you to the team who took the time to keep this important topic current and
make this book both informative and enjoyable to read.

Respectfully,

Steve Mills
Senior Vice President and Group Executive, Software and Systems
IBM Software Group
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The true value of software solutions comes through the successful deployment of
those solutions. Delivering value to your business is our top priority at IBM, with a
strong focus on helping you successfully deploy the software you purchased.
This book is a great guide to software deployment that provides you with true
business value as quickly as possible.

Robert LeBlanc
Senior Vice President, Middleware Software
IBM Software Group

Software provides incredible value to an organization to solve business
challenges. Software can help improve business processes, manage capital
goods and human knowledge, speed transactions, capture data, find insights in
large sets of information, and in general can make businesses more profitable
and organizations more effective. But for software to do this, it needs to be
planned, installed, and deployed.

This IBM Redbooks publication provides a comprehensive framework for how
any organization can build quality implementation plans and deploy software
quickly. By using these tested approaches, technical and business teams can
accelerate projects and reap the benefits of their projects in the shortest amount
of time

The individuals who have developed the materials in this book are seasoned
professionals, each with many years of experience in architecting and managing
software deployment projects with IBM clients around the world. This is our third
-- and best -- edition, developed in consultation directly with our prestigious
clients as well as with IBM technical teams. | recommend that you take
advantage of their experience, captured here in this book, to help make your own
deployment processes more effective.

Dale Rebhorn
Vice President, Client Technical Professionals
IBM Software Group
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Preface

IBM® is working with you and all of our clients to build a Smarter Planet™. IBM
software delivers many of the components and solutions that are needed to
deliver that promise of a Smarter Planet in your organization. However, unless
the software is used, or deployed as we call it, it can never demonstrate its value.

Many companies have a complex process for purchasing software that is
required by IT projects, or better, by the business. Usually software is purchased
by a centralized procurement function, and is either purchased on a
project-by-project basis or as a large periodic software contract.

Unfortunately purchasing software products does not automatically mean that
these products are exploited throughout the organization providing the maximum
possible value to the business units. Issues that typically arise are:

» When software is purchased as a large periodic (for example bi-annual)
software contract, not everyone in the organization is aware of exactly what
was purchased. This might even lead to situations where a project team
attempts to select and even purchase software, while a software product with
the required functionality is already on the shelf.

» Even though the intention is to fully understand all functionality and the value
of each software product prior to purchasing it, it is not uncommon that there
is very limited knowledge throughout the organization after the purchase.
Many times only a few individuals are involved in the verification of the
purchase of software products and the rest of the organization remains
relatively unaware of the capabilities.

» After the software begins to be actually deployed to projects, not enough
preparation occurs to be ready for use, which can be a matter of education of
the project members or proper configuration of software prior to using it.

These issues call for a structured approach that enforces to get the most
business value out of software already purchased. The objectives of this
approach are to:

» Create maximum awareness throughout the organization of the software
purchased. Not just the titles of the software products, but also the product’s
capabilities and information about where these products can provide value to
the business.

» Track software usage in IT projects and act if certain software products are
not used at all, used improperly, or insufficiently used. After all, there was a
reason why a software product was purchased in the first place, and there
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must be a process in place to assure that the original goals of the software
purchase are met.

» Facilitate use of software products in projects, especially in situations where
software products are complex and where there is a lot of integration. This
can mean anything from running education sessions to using services
offerings from IBM or other vendors to help plan and prepare activities.

We can summarize the overall objective of this approach as making sure that the
business units in an organization obtain the maximum possible value of software
products purchased, which is also the scope of this IBM Redbooks® publication.

The team who wrote this book

This book was produced by a team of software architects and software
deployment leaders from around the world.

This effort was initiated and led by Anshu Kak, Distinguished Engineer,
Worldwide Software Client Architect Leadership Team.

Alex Louwe Kooijmans was the International Technical Support Organization
(ITSO) Project Leader for the development of this IBM Redbooks publication.

Anshu Kak is a Distinguished Engineer in the IBM Software Group. She is an
IBM Chief Technology Officer (CTO) in the Software Group and a Client
Technical Professional for Cloud Computing and Smarter Computing. Previously,
she was IBM CTO for the Middle East and Africa. Prior to that, Anshu lead the
Worldwide Software IT Architect Community. Anshu is recognized as a leader in
the deployment of architecture and the design of complex, end-to-end client
solutions using her deep technical expertise in enterprise architecture,
WebSphere®, service-oriented architecture (SOA), and cloud and master data
management. Anshu is a certified enterprise architect of The Open Group
Architecture Framework. Anshu is focused on strengthening the skills of the
software IT architect community and has a passion for developing the
architecture skills of key growth markets, including Russia, India, South Africa,
Middle East, Latin America, and China. In addition, Anshu spearheaded the
software deployment initiative for the IBM Software Group by putting the
structure in place and working with teams and clients worldwide on this initiative.
She authored the IBM internal book, Guidance to Successful Software
Deployment. Anshu is a tenacious advocate of technical vitality, both inside and
outside of IBM. Twice she received the Women In Color Technology All-Star
Award from a national magazine. She is a member of Open Group, the
Association for Computing Machinery, and the Women in Technology
consortium. She is an IBM Ambassador to New York University in New York.
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Alex Louwe Kooijmans is a project leader with the ITSO in Poughkeepsie, NY,
and specializes in service-oriented architecture technology and solutions using
System z®. He also specializes in application modernization and transformation
on z/OS®, both from an architectural and tooling perspective. Previously, he
worked as a Client IT Architect in the financial services sector with IBM in the
Netherlands, advising financial services companies about IT issues, such as
software, hardware, and on-demand strategies. Alex also worked at the
Technical Marketing Competence Center for zSeries® and Linux in Boeblingen,
Germany, providing support to customers starting up with Java and WebSphere
on System z. From 1997 to 2000, Alex completed a previous assignment with the
ITSO, managing various IBM Redbooks projects and delivering workshops
around the world in the area of WebSphere, Java, and e-business technology
using System z. Prior to 1997, Alex held a variety of positions in application
design and development, product support, and project management, mostly in
relation to the IBM mainframe. Alex has 23 years of IT experience and is the lead
author of many IBM Redbooks and Redpapers™.

Shaun A. Crain is the Software Architect Executive and Software Deployment
Leader for IBM Asia Pacific, based in Canberra, Australia. He has 26 years of
experience in the IT field in both technical and leadership roles. He spent ten
years with the Australian Government in a variety of roles, including application
development, UNIX, and other systems administration and infrastructure
management and leadership roles, including Director of IT Facilities. Since that
time, Shaun has spent 16 years working for IT vendors in technical pre-sales and
sales roles for both hardware and software products and services. He has an IT
degree from the University of Canberra, Australia. His areas of expertise include
software solution design and deployment, and he has an interest in social
software and in the government industry. Shaun previously authored technical
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Andrej Crepinsek is a CTO for IBM Central & Eastern Europe. He has worked at
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1.1 What this chapter is about

2

What is software deployment, and how can its value be measured? To some,
software deployment is the process of realizing value from purchased software.
To others, it is the process of putting software and software solutions into place to
ultimately drive business success. These and other perspectives have a common
theme: that software is an investment; one that can only be measured in terms of
cost until it is successfully deployed and used.

Measuring the benefits derived from software deployment, or determining its
value realization, is one of the primary challenges in IT organizations today. This
applies whether an organization purchased a single product, a suite of products,
or perhaps they entered into an enterprise agreement with IBM.

Mr. Steve Mills, IBM Senior Vice President and Group Executive for Software and
Systems, states, “I've never met a customer who wants to buy software.
(Customers) want to deploy software, and they want to know who's going to be
there after they deploy it”.1 Customers want to achieve business goals in the
shortest time frame, with the lowest cost, and the smartest use of software that
can support this goal.

To maximize the availability of IT solutions to an organization, it is critical that
software deployment methods are efficient. It is not efficient, for example, to
purchase software licenses and not use the product. This is not only an inefficient
use of funds but also not possible to demonstrate the value of the purchase. A
successful deployment provides indisputable value and functionality to the
organization and therefore success for you. Working closely with IBM to deploy
software, this value can be realized.

In your deployment endeavors, your goals are likely three-fold, to:

» Save money on existing, projected, and future requirements, thus achieving
value

» Deliver productivity gains for ongoing activities by reducing expenses and
increasing staff productivity

» Deliver IT innovation to your line of business users and to gain and maintain a
competitive advantage

In this chapter, we explore value realization, its benefits and challenges, and
methods for its measurement. We also examine the typical challenges of
software deployment. In this publication, we bring our extensive experience in
software deployment to your organization to help you to:

1 http://money.cnn.com/magazines/business2/business2_archive/2003/04/01/339816/index.htm
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» Bring true value and sustainability to your deployment activities
» Determine and achieve value realization in your environment

1.2 Benefits of deployment efficiency and a relationship
with IBM

Software deployment is about realizing the highest value provided by the
software. The complexity of selecting and using the right technologies for your
situation and architecting a solution based on those technologies requires deep
technology skills and expertise. An interlock with IBM as a technology vendor is
crucial for success.

Software deployment is also about developing and maintaining a relationship
with IBM so that your deployments are as efficient as possible. Our vision is to
create a win/win relationship. Your relationship with IBM is more than just with
our technical and sales teams. You can also utilize IBM for usage and
architecture patterns and other best practices, software support services, and
educational offerings.

Other benefits of this relationship, as demonstrated with other clients, might
include the ability to:
» Build IT strategies around preferred vendor offerings

» Deliver pricing consistency, eliminating the need for individual negotiations by
product and project

» Deliver further pricing consistency for budget and ongoing planning purposes
» Contain the overall costs of software

» Deliver on service level agreements (SLAs) to your line of business user
community

» Reassure that the vendor will “make it right”

» Obtain software easily, by download, by simple email template, or by an
electronic ordering system

» Access the IBM skilled resources, such as subject matter experts (SMEs)

The benefits of effective software deployment extend beyond the use of new
software. Benefits are also derived from the software that your organization
currently uses.

The IBM methodologies in Redbooks are designed to deliver success and value
to your organization.
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1.3 Software deployment challenges

In our experience, we learned that some clients frequently do not recognize the
level of commitment required to achieve deployment success. This is an
important oversight in the deployment process, so we discuss this in more detail,
next.

1.3.1 Deployment ownership

Successful deployments require that one person, or one team, has ownership of
the deployment process. You as the client are ultimately the owner of your
deployment projects. Our experience shows that, in many instances,
unsuccessful deployments did not have this required component. There was no
team with the explicit charge of owning the process. Figure 1-1 depicts the
ownership and responsibilities that are essentials for successful deployments,
from the perspectives of both you and IBM.

Customer service sales representative

Services

Customer Software architect

Customer Team IBM Team
*Deployment ownership *Account relationship
*Software deployment best practices *Contract enquiries and challenges
*ldentify an enterprise business sponsor *Software fulfillment
*Centralize software fulfillment *Uncover deployment projects
sImplement a license management tool *Access to deployment services
*Hire deployment services °Lead the analysis and the design of projects
*Assure deployment readiness *Advise customer on the software
eCommit to self-sufficiency deployment best practices.
+Define a time to value and ROl strategy *Develop and execute readiness plan with
*Develop and execute readiness plan with IBM customer

eCommunicate and market contract

*Conduct technical assessment review

Figure 1-1 Software deployment ownership and responsibilities
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Ownership of the deployment essentials in Figure 1-1 on page 4 is critical.
Examples follow, in which proper ownership was not taken. These examples
shed light on how significant proper ownership is and the gaps that might result:

»

A deployment strategy is not mapped out. Software is not assigned to a
project or early projects are not identified, and the scope and schedule of
software implementation is not considered.

The identification and sourcing of appropriate, skilled resources is not carried
out, nor is the building of appropriate internal skills.

A transition plan from the purchasing team to the implementation team does
not clearly articulate expectations, roles, and responsibilities.

Deployment projects do not finish on time. Software deployment is inherently
complex and involves multiple components and organizations. Therefore,
project management that is reactive, rather than proactive, results in delayed
implementation due to challenges that arise late in the process.

Successful solutions and deployment methods are not used across the
broader enterprise. The client and IBM are tasked with a single
implementation. Therefore, they do not focus on using the lessons,
experiences, and investment from this single need across the broader
environment.

The lack of focus in each of these areas resulted in a less than optimal return
from the software investment. It also spawned situations in which multiple
projects ran in parallel, and there was inadequate infrastructure or mechanics to
use common components, tasks, resources, and lessons.

In contrast, successful deployment requires proactive focus and attention from
both you and IBM in the following areas:

>

>

Understanding and qualifying the initial demand (projects)

Identifying the core team, with individuals from your organization and IBM,
who will coordinate the overall software deployment process

Developing a deployment strategy that will achieve defined business goals
Continually defining new projects that help to overcome new challenges

Implementing good overall IT governance practices, such as deployment
status tracking, software license management tooling, and portfolio
management processes

1.3.2 Organizational challenges

Getting value from your software purchase and the business projects that the
software supports might force you to face serious threats from organizational and
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political problems within your business. These organizational challenges might
include:

» Reorganization of the company structure: This causes uncertainty in the roles
and responsibilities for software deployment.

» Mergers and acquisitions: These might cause doubt about the strength of
business projects, or possibly serious delays, while decisions are made about
duplicate systems and organization mergers.

» Key role changes: Changes in key C-level executives in your organization, or
key stakeholders for a specific project, might delay or suspend deployment.

» Objections and preferences. Individual stakeholder objections, or executives
with conflicting business objectives or technical preferences, can send a
project off track or cause doubt in the organization about the viability of the
solution.

Although this book is not purposed with providing guidance for these challenges,
in the context of software deployment, it is important to recognize and identify
these challenges and to implement a plan to address them.

1.3.3 Technical challenges

6

Deployment of software in the 21st century is no longer about the simple
installation of a product and training in the use of it. Deployment now involves an
architected set of products, often from multiple vendors, and the integration of
these products into existing environments.

A good architecture-based solution design was likely in existence in your
organization before you purchased the software currently being deployed. But
even with the best planning, you can still encounter technical challenges in
software deployment. These technical challenges generally fall into the following
categories:

» Integration: Problems connecting one piece of software to another new or
existing product or service

» Product faults: The software or hardware does not perform the function as
specified by the manufacturer

» Product fit for purpose problems: The product does what the manufacturer
intended, but does not suit the current requirement

» Product knowledge: The team does not have the level of skill or product
knowledge to implement the solution properly

» Scalability and other non-functional usability challenges: The product works,
but it does not provide the expected performance or user experience
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These are all well-known issues that impact all IT projects. In this book, we
recommend a set of best practices2 that can reduce the impact these challenges.
We also explain how you can use IBM Services® and IBM Subscription &
Support (S&S)* to address technical issues with IBM products should they occur.

1.3.4 Other challenges

Regardless of the size or scale of a particular deployment, several challenges
must be addressed in every deployment:

>

Separation of the solution design and negotiation teams from the
implementation team: Ideally, key members of the implementation team and
key stakeholders participate in the development and negotiation of any
agreement. This commences a sense of ownership and ensures that
business goals drive the product selection process. If these teams are
separate, a complete transition in ownership is vital. Roles and
responsibilities must be crisply defined, assumptions clarified, and
expectations documented. It is too easy for early projects to falter or become
delayed when teams try to collect information and direction from the
negotiation process after the fact.

When software is purchased, the associated projects might not be concretely
defined to maximize software utilization: Because of this, additional planning
is needed to identify projects that will put the purchased software to use. In
addition, new or changing business needs will arise and must be responded
to throughout the deployment cycle.

The persons in the organization who own software deployment must be
identified and involved during project identification and product selection: With
these persons identified, they will be aware of the products that were
purchased and the business challenges that the agreement was crafted to
solve.

If any individuals or areas of the organization are opposed to the vendor or
the products purchased, address this early: A negative perception at an early
stage has the potential of undermining the success of one or more projects.

The deployment of software sold can cross a wide range of departments,
lines of business, and multiple contacts that might or might not have been
included in the sales or negotiation phases of the agreement: To maximize
deployment performance, the entire IT organization must be aligned behind
one mission, regardless of how tactical the individual project needs might be.

2 Refer to “Best practices” on page 50.
3 Refer to Chapter 5, “Using IBM Services to complement your skills and accelerate value” on

page 113.

4 Refer to Chapter 8, “How to effectively engage with IBM customer support” on page 153.
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» Itis not uncommon for software to remain unused for long periods of time
during the term of the agreement: Recognizing this situation early and putting
actions in place to prevent this is critical.

1.3.5 Tools to assist with the challenges

To assist in your deployment success, IBM developed the software deployment
method, which we discuss in “Tools” on page 71. In this Tools section, we also
discuss acceleration tools and deployment best practices that we developed (see
“Best practices” on page 50).

1.4 Value realization

Software is an investment that can only be measured in terms of cost until it is
successfully deployed and used. After it is deployed and used, how is the value
realization of that product measured?

Software is part of an overall solution that includes other infrastructure
components, such as server hardware and networking infrastructure. The
implementation of software, and the value to be obtained from it, is dependent on
the successful implementation of the surrounding solution components and
architecture.

During the process of selecting and procuring the solution, some customers work
with the IBM client team to develop a Business Value Assessment. This
assessment might outline the expected business return in financial terms, the
business value items, or perhaps the returns in process improvement.

1.4.1 Approaches to value realization

8

Our observation is that clients use one of three typical approaches to obtaining
and measuring value from software, as shown in Figure 1-2 on page 9.
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Tactical Commodity
Approach

Strategic Relationship
Approach

Strategic Business
Value Approach

Cost of Software
Minimal Support
Services Separate

SOFTWARE VALUE

Cost of Software
Amount Deployed
Invest in Support and
Services

Value Deployed
versus Cost
Value: Standardization
of Software
Value: Strategic Platforms
and Standards
Value: Bulk and Forward
Purchasing Prices

Cost of Software
Amount Deployed
Investmentin Support and
Services
Business Project Returns

Value as per Strategic
Relationship Approach
PLUS
Value: Impact of Project
on Business
Value: Relationship
With IBM

Value: Cheapest Price

Figure 1-2 Three approaches to value realization

The approaches to value realization are:

» Tactical commodity approach: The most simplistic approach to measuring the
value of your software is at the time of purchase. In this approach, software is
selected, purchased, and consumed based on cost. Little or no consideration
is given to the return to the business from the benefits of using the software.
Therefore, the value is measured by purchase price, or whether it was
purchased at a discount or using the least expensive option. Ongoing value is
not often measured, and ongoing S&S charges for the products are measured
as an expense. Often, there is little or no ongoing relationship with the vendor,
and minimal support is requested. A tactical purchase cost approach might be
valid for specific, low-value commodity software, such as an office automation
tool for each desktop.

When this approach is used for extensive software agreements, however, it
might not drive the correct use of the purchased software. Some clients
implement internal charging mechanisms to help measure the value for their
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procurement process, or they might continue to test the market for alternative
solutions for each project against the purchased software. These practices
are not recommended because they often lead to low value from the
purchase, a lack of standardization, and possibly extra costs.

» Strategic relationship approach: A better approach to purchasing and
measuring the value of software is with a strategic relationship established
with IBM. Using this approach, the software is chosen as a strategic platform
or with a specific solution outcome that is bought for large projects, based on
a solution provided by IBM or an integration partner. Here, the value can be
measured by how much of the software is in use and by the purchase cost.
For example, software that is purchased to implement a specific solution is
often considered valuable only after the solution is implemented.

Clients who choose this approach to gain an understanding of the value of
software often value:

— Additional proactive support offerings to maintain the infrastructure

— An ongoing relationship with IBM to use the solution as effectively as
possible

» Strategic business value approach: In our experience, customers that have
the most success in obtaining business value from their software are more
interested in the business return value of a project and program of work
supported by the software than merely the value of the software itself. The
cost of the software is of minimal concern when compared to the value to the
business or the project or systems associated with it. With a strategic
business value approach, the software is chosen as a strategic platform, and
a partnership with IBM is attached to business projects and strategic plans.

If you take this approach, you also value the additional support and
deployment services from IBM to ensure that your internal team focuses on
business value. Measuring the value of software is not as easy with this
approach because you must consider the amount of software deployed, the
outcome of the project, and the impact of the project on the organization.

We often see that our clients with enterprise agreements move sequentially
through each of these approaches over several years as their own maturity in
using the products and the relationship with IBM develops. We do see a clear
trend of customers achieving greater value from their agreements after adopting
one of these strategic approaches.

Whichever approach is most natural for your organization, the software must be
used to gather the most value from it. In this book, we outline the best practices
and a proven method for the governance of software deployment to help you
achieve value from this investment.
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1.4.2 Measurement of hard and soft returns on investment

Significant investments in IBM software can be realized when all teams have the
same perception of value in the investment and when any issues regarding value
realization are addressed properly and effectively. You might consider the value
of your software investment from either a tactical, cost perspective, or a strategic
project value perspective. In either case, there are both hard (tangible) and soft
(intangible) measurements that apply to determining your returns on investment
(ROls).

A hard ROI can be quantified with numbers, whereas a soft ROl is based on
factors, such as perception, intuition, and qualitative indicators. Soft ROl should
not be deprecated in favor of a hard ROl when determining the true value of
software deployment projects.

An awareness of ROI helps an organization to understand the potential value
from investing in the deployment of hardware, software, and services. Whether
the drivers for the purchase are based on proactive needs or a simple reaction to
perceived trends, the desire to track and quantify benefits is absolute.

Typically, the ROI is driven by a business that is interested in achieving cost
savings or increased productivity. Therefore, it is essential to quantify pragmatic,
tangible benefits that are tied directly to the business goals and objectives of your
organization.

Figure 1-3 on page 12 illustrates the primary factors affecting hard and soft ROls.
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Figure 1-3 Factors affecting hard and soft ROls

Hard ROIls
The following hard ROI factors can be used to measure the value of software
deployment projects:

» Head count savings: Software solutions can provide automation and
operational efficiencies that increase productivity. This allows for more work to
be done by the same number of employees, reducing the need for new hires.
Alternatively, the current workload can be handled by fewer employees. Your
finance or human resources department can determine the full cost per
employee, so that head count savings can be mapped to dollars saved.

» System count reduction: Hardware has fixed costs associated with it.
Therefore, solutions connected with reducing hardware inventory by using the
hardware more efficiently are tangible solutions, making dollars saved
quantifiable.
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» Server consolidation: It might be less expensive to move solutions from
several small machines to fewer larger machines, while maintaining or
improving the level of service. Again, because hardware costs are fixed, the
dollars saved can be quantified.

» Software license re-use: An architected solution for your deployed software
has the potential to provide savings in license costs and integration costs and
lower administration and maintenance costs.

» Department closures: Sometimes, a solution eliminates the need for entire
departments. This elimination can include head count savings, system count
reductions, and server consolidations. It can also include the elimination of
telephone, facility, or real estate costs, each of which has associated savings.
Professional studies that quantify hard ROI require a significant time
commitment; in some cases, six to nine months. These studies involve
questionnaires and interviews that can contain hundreds of questions.
Because many departments in the company are asked to participate, the time
investment can be substantial. When the process is complete, it can take
days or weeks for the analysis and results to be made available.

Additionally, even hard ROI is somewhat subjective. Keep these points in
mind before embarking on the lengthy process of defining ROI in this manner

» Leveraging Business Value Assessments: Be sure to take advantage of any
IBM business value assessments that were prepared during the solutioning
process with IBM. (For more information about assessments and client value
methods, speak with your IBM representative.) There might have been one or
more IBM software brand-specific assessments prepared, and there also
might have been an industry assessment prepared for the value of an IBM
industry solution. The cost information gathered during the assessment
process can be reused to provide hard ROl metrics for software deployment
projects.

Soft ROIs

Soft ROI factors that can be used to measure the value of software deployment
projects include:

» Helping the company achieve its strategic vision: It can be difficult to quantify
the value of attaining the business vision, but there should be no question that
attaining it produces value.

» Enhancing usability: Suppose that the multiple applications that employees
work with were to have the same look and feel. There are productivity and
satisfaction gains from achieving such a goal.

» Promoting business growth: Most businesses want to grow. Solutions that
support seamless business expansion are of value.
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>

Streamlining the work within the company: Efficiency is hard to measure, but
employees usually know when it is missing. Solutions that re-engineer
organizations or streamline processes might have soft ROI but important ROI
nonetheless.

Developing an innovative process: Coupled with thought leadership and
executive business sponsorship, software solutions can deliver enhanced
collaboration and a harvesting of ideas that can be used to create valuable
innovative initiatives.

Improving client satisfaction: Evaluate how employees feel about their jobs,
their departments, the processes they follow, their productivity, the tools they
use, their upper management, and their employer.

1.4.3 Managing issues that inhibit or prevent value realization

14

In the discussion about 1.3, “Software deployment challenges” on page 4, we
outlined several challenges that can hinder the value realization of software.
These challenges, along with other issues, require proactive attention to
minimize their impact.

The key to minimizing these challenges is a simple approach:

>

>
>
>

Recognize the issues

Plan to resolve issues

Put plans into action

Implement and measure success

These steps are depicted graphically in Figure 1-4 on page 15.
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Managing challenges to value realization
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Figure 1-4 The approach to minimizing deployment challenges

Recognize the issues

As discussed in 1.3.1, “Deployment ownership” on page 4, the ownership of
deployment activities in your organization belongs to you. It is your responsibility
to monitor the progress and success of software deployment activities and to be
watchful for factors that might disrupt the project or relationship. The IBM client
team can provide support for product issue resolution. We can also help with
monitoring for issues and communicating them with you as the owner. It is,
therefore, important to maintain a good communications strategy among both
teams.

Software issues can be categorized and classified in terms of severity and
impact. When this is done, there are a number of well-known issues that typically
surface:

» Product support: IBM Support might need to be engaged to resolve product
problems or questions. See Chapter 8, “How to effectively engage with IBM
customer support” on page 153.

» Consumability: Software consumability refers to both the ease of installation
and the ease of use of one or more software products in a solution. The IBM
Software Group is constantly working to improve the consumability of its
middleware as the portfolio continues to expand and provide new functions,
features, and solutions.
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» Skills: You and IBM are working together to understand the level of skills that
are available to implement the software solution. Certain skills gaps can be
anticipated prior to the onset of the deployment project. These skills must be
mitigated by appropriate means, such as skills transfer, education, training,
and mentoring activities. Other gaps in skills might be encountered over the
course of a project, for example, when a project change request is accepted.
These gaps must be addressed immediately. Skills gaps and their resolution
must be considered in the overall project planning and delivery of the solution.

» Project management: Plan your software deployment projects so that they are
delivered with the correct resources. Effective project management is
essential to project success, but not every software deployment project can or
will have a professional project manager assigned. It is important for your
Executive Business Sponsor, with the help of the IBM software teams, to
determine early on whether adequate project management is available.
Software projects succeed or fail according to the ability to establish and
maintain adequate awareness of the following factors throughout the project
life cycle:

— Budget: Project management is always a trade-off between costs and
time-to-value. What sources of funding exist and how can they be applied
to the project? Does the project manager have access to funding? What
are the requirements for funding the project, and what resources are
available at no extra cost?

— Resources: Well-managed projects can be run with a minimum of
additional participants who merely compare status. Beyond additional
funding, who are the project task members? Who are the vendor and
integration partner product experts? Who is responsible? Who is
accountable? Who needs to be consulted? What means of project status
communications will be used? Who are the escalation points of contact
within your organization and IBM if high severity issues are encountered?

— Change requests: How will project changes be requested, assessed,
reviewed, agreed upon, and rejected?

— Scope creep: How will new or changed project goals and requirements are
managed? How are out-of-scope project change requests going to be
handled?

During the life cycle of the project, it is important to discuss checkpoints with
project sponsors often. By doing this, you can determine whether expectations
for the outcome increased, and therefore determine if the plan must be adjusted
to deliver the additional expected results.
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IBM client relationship representation: Most clients have IBM client
relationship representation. The IBM client relationship representation is
always interested in the project status of any IBM solution that can impact
client satisfaction. When you become aware of any IBM software project
issues that can impact your value, bring this to the attention of the IBM client
representative or IBM software client architect as soon as possible.

Plan an issue resolution
Your organization already has processes for problem management, escalation,

a

nd resolution. However, it is important to recognize the external parties that

might be able to assist in this process.

>

IBM client teams and architects: IBM software client architects and other IBM
employees can be key resources in resolving deployment issues. These
resources often know your account and project well, and they can provide
advice about the capabilities that IBM has available to assist you. Some
issues, for example, are the result of a lack of understanding of our products,
and in these cases the IBM client team can certainly help.

IBM Subscription and Support (S&S): For technical problems with specific
IBM products, engage the IBM S&S group. Your IT staff can work with IBM
S&S and other IBM resources to resolve software issues.

IBM Services: IBM can be engaged to deliver services for any part of your
deployment or issue resolution process. More information about IBM Services
offerings and capabilities are included in Chapter 5, “Using IBM Services to
complement your skills and accelerate value” on page 113 and in

Appendix C, “Services offerings” on page 203.

Other Clients: IBM can connect you with other clients that might have
experienced similar situations, allowing you to learn from them.

Business Partners: IBM has a large number of Business Partners that deliver
solutions using IBM software products. These Business Partners can be
engaged in multiple phases of the software deployment life cycle. In certain
cases, they are involved in the implementation and confirmation of value of
certain deployment projects. The capabilities of Business Partners for issue
resolution should not be overlooked, nor should the need to keep Business
Partners aware of software issues that can impact a solution they are working
on with the client. To contact one of the IBM Business Partners, speak with
your IBM software representative.

Implement the plan
Realize that software projects are intended to support a business process, and
delays in a project can cause considerable business impact. A key risk in the

V

alue realization of software projects is not implementing action plans when
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issues arise. If an issue is identified that is hindering the deployment progress, it
is essential that a plan be established and executed. Time delays before putting
the plan into action might further compound the impact on the value to your
business.

Implementing and measuring success

This book provides a guide for implementing your plan and measuring its
success. See:

» “Accelerating software deployment using best practices” on page 47
» “Accelerating software deployment using tools and assets” on page 61
» “Building self-sufficiency using training” on page 129

» “Using IBM Services to complement your skills and accelerate value” on
page 113

» “How to effectively engage with IBM customer support” on page 153

» “The value of maintaining IBM Software Subscription and Support (S&S)” on
page 143

1.5 Conclusion

18

Effective software deployment is a mixture of many facets, as outlined in this
chapter. Determining the value of each deployment project is more than
considering the purchase price and implementation costs of the software. Rather,
the value of software must be measured in its return to the business from the
projects using that software.

Ensuring that you achieve the best value from your software is the result of
superior planning, monitoring, and issue management. Taking a strategic
approach to the relationship with your software vendor, and examining the value
of the software in the context of business returns, is a best practice and gets the
best results.
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2.1 What this chapter is about

The extensive experience of IBM in software deployment has proven to be of
great value to our customers. We designed deployment methods across
industries, across platforms, for small business and global enterprises. Because
of our background, we have the expertise to put processes into place to assist
you in preparing and deploying software and in realizing business value.

This chapter describes the value our expertise can add to your overall
deployment design and methods.

Software deployment is an iterative process, with each phase building on the
previous phase, and adjustments made throughout the process. Visually, the
process looks Figure 2-1.

DM2 Understand the projects for deployment
Output — Start Deployment Plan

DM1 Review the contract
Content and Critical DMS3 Finalize deployment plan
deployment documents Output — Update Deployment Plan

PREPARE

DM4 Conduct
DMO Create the deplomrt}glckoﬁ
software
deployment team

DM9 Measure the success of deployment

DMS5 Prepare Readiness
Plan
Output — Readiness plans

DM8 Manage project DM5
and Solution changes
Output — Change
Management /
Substitution report

DM8

DM6

DM7

DM?7 Execute and monitor the DM6 Execute Quick Deployment Wins

deployment plan
Output — Update Deplovment

Figure 2-1 Broad depiction of the IBM software deployment method

What is the best way to execute the IBM software deployment method? There
are lots of opinions and theories that can be accomplished by you, either
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independently or with the experts at IBM who provide guidance on getting the
most value for your software purchase.

Our experience with clients enable us to become keenly aware of oversights and
pitfalls that can occur during the deployment process. We support your efforts to
deploy efficiently, and we want to provide you with guidance in preventing
negative impacts, such as:

» Improper or inadequate planning: This occurs when a deployment strategy is
not mapped out. Early projects are not identified, and neither the
implementation scope, nor the schedule, is considered.

» Lack of details: The transition plan from the purchasing team to the
implementation team does not clearly articulate the expectations, roles, and
responsibilities of the project and the team members.

» Planned deployment projects are not carried out on schedule: Software
deployment is inherently complex because it involves multiple components
and multiple teams within the organization. When project management tasks
are applied reactively, the result is often delayed implementation because of
challenges that arise late in the deployment process.

Oversights and errors result in less than optimal success of the software
deployment project. They spawn situations where multiple projects are run in
parallel without adequate infrastructure or projects that are run without proper
planning for the efficient use of common components, tasks, resources, lessons,
and so forth. This suggests that successful software deployment, both during the
identification of deployment opportunities and during actual deployments, can
best occur with significant planning. This is where you and IBM work together the
best.

Overall, for software deployment to be successful, a proactive focus is required

from both the client and IBM in the following areas:

» Qualifying the initial demands (projects)

» Identifying the core deployment team, representing you and IBM

» Developing a deployment strategy

» Defining additional projects that can use the purchased software to overcome
challenges

To address these needs, IBM established a software deployment method. There

are three foundational phases of the method:

» Prepare for deployment.
» Execute the deployment plan.
» Measure deployment success.
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Within each of these phases, we defined the following ten processes:

DMO Define the software deployment team.

DM1 Review the contract content and critical deployment documents.
DM2 Understand the projects for deployment.

DMS Finalize the deployment plan.

DM4 Conduct a deployment kickoff meeting.

DM5 Prepare the Readiness Plan.

DM®6 Execute Quick Deployment Wins.

DM7 Execute and monitor the deployment plan.

DM8 Manage project and solution changes.

DM9 Measure the success of the deployment.

VVYVYVYVYVYVYVYYVYY

Figure 2-2 graphically conveys these ten tasks.
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OM3 Prepare Readiness Flan with IBM
DKE Execute Guick Deployment Wins
DM7 Execute and monitor the deployment plan

DHE Manage pr-ojer:t & Solution changes

Subs o

DlE Measure the success of deployment

Figure 2-2 The ten individual tasks of the IBM software deployment method

2.2 Software deployment roles in a business
partnership

The proper identification of roles and responsibilities enables the deployment
method to be executed smoothly. When this is done, each team member knows
what to do, how to do it, and when to begin, which is especially useful when
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problems arise during deployment. This approach also leads to a significantly
streamlined deployment process. The following list is an overview of the major
roles in the process of software deployment, from the perspectives of the client,
IBM, and third-party vendors.

» The client team:
— Executive Business Sponsor
— Program Manager
— Procurement Officer
— Other Stakeholders and Project Sponsors
— Project Managers
— Enterprise IT Architect
— Project Members
— Consultants
» The vendor team (for example, the IBM client team):
— IBM Client Executive
IBM Software Client Leader
IBM Enterprise Architect
IBM Enterprise Deployment Manager
IBM Technical resources (IT Specialists)
» Third Party Roles and Responsibilities
— Business Partner IT Architect

2.2.1 Client roles and responsibilities

In this section, we discuss the roles and responsibilities on the client side.

Executive business sponsor

The executive business sponsor is the key stakeholder for a software deployment
initiative. This person is responsible for what business value organization
receives from a certain contract or projects and is the most concerned with the
realization of the value of the software assets that were invested in by the firm.

Program manager

The program manager role is the lead manager for a portfolio of projects that
must deploy software. The program manager is a lead executive role. Multiple
project managers and project teams might report to that person. Executive
business sponsors and other stakeholders typically receive project updates from
the program manager, and they can also communicate project change requests
to the program manager for distribution to the individual project teams.
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Procurement officer

The procurement officer works in a financial capacity and is responsible for
software license purchases and the cost effectiveness of them.

Other stakeholders and project sponsors

Stakeholders other than the executive business sponsor have an interest in
deployment projects, for example:

» A project that implements a portal to provide a new face to clients might be
close to the goals of the marketing manager.

» A project that delivers improved reporting and business analytics can have
relevance to an executive in charge of risk management.

The IBM client team works with the client to determine the relevant stakeholders
for each project or set of projects, and they make sure their interests are clearly
communicated to the program and project managers.

Project managers

The project manager is tasked with successfully implementing project
deliverables that realize the business goals. This role can best be fulfilled by a
professionally certified project manager or project executive. The project
manager might individually negotiate the budget and the time frame for
deliverables. That person might also provide a structure for the necessary tasks
and task assignments.

Enterprise IT architect

Your enterprise IT architect can play multiple roles in deployment projects. Your
enterprise IT architect can be the lead solution architect for a solution domain, or
that person might play a broader role in defining enterprise IT technology
standards.

Your enterprise IT architect typically has experience not only in enterprise
architecture but also in the skills necessary to your industry. That person might
also have other specialty skills and experiences that are relevant to the solution
design. Your enterprise IT architect has the most current understanding of
technology standards and best practices in use in your organization.

The IBM client team keeps the enterprise IT architects appraised of new
developments in IBM technologies, such as acquisitions and new product
offerings, so that our combined efforts provide the return that we are all looking
for.

Value Realization from Efficient Software Deployment



Project team members

The project team is typically selected by the project manager and consists of
subject matter experts (SMEs) who have the specialty skills and experiences
necessary to successfully implement the deliverables.

Consultants

Consultants are hired by your organization to provide a number of roles.
Generally speaking, the consultants are most concerned with the business goals
and the strategy for their realization. They can also provide technical guidance
and feedback for the projects.

2.2.2 IBM roles and responsibilities

In this section, we discuss the roles and responsibilities of members of the IBM
client team.

IBM client executive

The IBM client executive is the lead from the IBM side who owns the relationship
between IBM and your organization. There might be a large IBM client team for a
globally integrated account with IBM client executives in multiple geographies
and for each line of business. Alternatively, the IBM client team can be smaller
and focused on supporting only certain client locations. In all cases, the IBM
client executive has access to the full resources of IBM to help you realize your
business goals.

IBM software client leader

The IBM software client leader, previously known as the software account
managet, is responsible for all IBM software group-based solution sales in your
organization. This person holds the primary responsibility for your satisfaction
with solutions from the IBM software group.

IBM architect

This role is known by IBM account teams as a software client architect or an
industry architect. IBM client teams typically have a software client architect and
a client technical advisor assigned. The software client architect supports the
client by promoting the optimal use of deployment best practices and IBM
products and technologies as they relate to the project. When necessary, this
role can be extended to methodology and governance support.

IBM enterprise deployment manager

This role has been known as the ELA deployment manager, enterprise
deployment manager, enterprise deployment architect, and the accelerated value
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leader. For several of our larger deployment clients, the IBM enterprise
deployment manager is 100% dedicated to the successful deployment of IBM
software group products with one organization. The IBM enterprise deployment
manager has access to IBM resources to help clients deploy our products.
Several of the resources are the IBM Software Support Center, IBM Passport
Advantage®, IBM Software Group lab resources, IBM proofs of technology
(PoTs), and IBM presales and delivery IBM Software Group brand technical IT
specialists.

An IBM enterprise deployment manager is a facilitator, program manager, and
customer advocate. That person represents the IBM Software Group to the
client. The primary role is to ensure the client’s success, satisfaction, and
self-sufficiency within the scope of the enterprise license agreement. The IBM
enterprise deployment manager ensures that IBM software resources, support,
and business professionals who work with the client work together collaboratively
and in a coordinated manner so that software solutions are successfully
designed and deployed with minimal risk and achievement of both business and
technical objectives of the various stakeholders. This collaboration ensures the
practical application of the IBM enterprise license agreement deployment
methodology and process, design methods, patterns, and best practices in client
initiatives.

The IBM enterprise deployment manager will:

» Work directly with a dedicated customer sponsor to achieve success and
value from their enterprise license agreement investment

» Coordinate and focus IBM resources necessary to execute the customer’s
vision and enable product installation and usage to achieve customer
satisfaction, success, and self-sufficiency

» Ensure the successful deployment of IBM Software for projects that are using
the IBM software stack

» Work on-site with the customer’s staff, and provide a single point of contact for
fulfillment of the customer’s investment in the enterprise license agreement

» Working directly with customer executives to develop their business goals as
they relate to the enterprise license agreement

» Be a member of relevant IT committees and boards related to Customer use
of IBM software

» Monitor and escalating critical issues to IBM executives and managing
resolution

» Assessing and recommending customer education, training skills
requirements, and the organizational changes that are necessary for
customer success through undertaking readiness reviews
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» Report on Software utilization and success

» Provide ongoing enablement around Software Technology updates and
capability roadmaps

» Advise on IBM Worldwide Software Deployment Best Practices

» Provide guidance and assistance to Customer as required in relation to and
during the roll-out and deployment of software

IBM IT specialists

The IBM IT specialist is a client-facing role that is defined for each of the major
IBM Software Group product specialties or brands (WebSphere, Information
Management, Enterprise Content Management, Commerce, Enterprise Market
Management, Lotus®, Rational® and Tivoli®). The role of the IT specialist is
typically presales but can include certain kinds of support because the IT
specialist might have the best insight into the background of a particular issue
that must be resolved for a successful deployment. Also, the IT specialist might
be involved in formulating evaluation strategies for IBM Software Group products
and assist new project team members with technical overviews of products.

2.2.3 Third-party roles and responsibilities

In this section, we discuss the roles and responsibilities of third parties.

Business partner architect

IBM developed working relationships with a multitude of qualified IBM Software
Group solution business partners. These business partners can be retained to
work directly with IBM clients to successfully deploy software-intensive solutions
and help realize the value of those assets. Very often, an IBM client executive,
client technical advisor, software client lead, software brand representative, or
software IT architect knows of qualified business partners that can assist clients
with their software deployment projects. The Business Partner architect is
typically assigned to the project and works directly with your project team to
understand the goals and requirements and put the solution design together. IBM
Business Partners receive the same training and access to information as do
employees of IBM.

2.3 Software deployment work products

When you follow the recommended software deployment method in this book,
four documents are generated in the planning of a software deployment project:

» Software deployment plan
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» Readiness plan or plans

» Software deployment tracking report

» Change management or substitution report (this can be included in the
Software Deployment Tracking report)

For your projects, more than one of these documents can be used based on the
needs of the project.

2.3.1 Software deployment plan

28

The Software Deployment Plan provides a foundation for all other deliverables
(for example, the Software Deployment Readiness Plan and the Software
Deployment Tracking Report). This section contains an outline of the major
components of this deliverable:

» The software deployment plan defines:

— How and when the software is included in the contract (or on the shelf from
previous contracts)

— How and when the software will be deployed
— Who is responsible for each project
— The success criteria for each project
— The success criteria for the overall contract
» The software deployment plan is updated at several points during the project:
— During the creation of the initial plan
— During software deployment method tasks DM2, DM3, DM4, and DM7
» The content of the software deployment plan includes:
— General information related to software deployment

— An Enterprise License Agreement, the foundational document for the
Software Deployment Plan (where applicable)

— Information that is specific to each project

» Overall contract:

Executive Business Sponsor

Contract success criteria or expected value realization
Projects list (on which the contract is based)

Project plan or roadmap

» Project information (for each project):
— Expected start date and end date
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— Identification of the Project Lead and Project Sponsor

— Project description

— Success criteria and critical success factors

— List of software products assigned to this project and quantity (optional)
— Project risks (optional)

— Methodology (optional)

2.3.2 Readiness plan

The Readiness Plan is designed to facilitate communications and deployment
planning between you and IBM. A well-executed Readiness Plan proactively
addresses implementation issues and, in turn, promotes enhanced customer
satisfaction with the IBM solution.

The Readiness Plan is a set of processes and work products that are designed to
accomplish tasks, including our plan to:

Ensure that your and our expectations are aligned

Identify issues and risks and set proper courses of action

Evaluate the software implementation skills you have in-house

Identify an education roadmap to address gaps in available skills in-house
Assign responsibilities and ownership of implementation tasks

Provide guidance in how to engage effectively with IBM support

vVvyyvyvyYYyvyy

The Readiness Plan is particularly important for projects that have critical
requirements, such as a significant scope, enterprise-wide visibility, first product
drop installation, or a service provider engagement. It is prepared by you and the
IBM technical team jointly and is outlined as follows:

» Communication plan:

— Communications: Identifies the stakeholders and sponsor for internal and
external communications

— Project summary: Identifies the responsibilities and high level project
milestones

» Implementation Plan:

— Statement of Work (SoW)
— Project plan
— Responsibilities

» Operations Plan:

— Roles

— Backup and recovery, disaster recovery plan

— Help desk

— Systems management, availability management, logging, monitoring
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Support plan:

— Problem support

— How to contact IBM

— How to identify yourself and the company

— Environment description: Platform versions, products used and versions,
architecture, and so on

— Problem description: Error code, problem description, and so on
— IBM services implementation support needs
— Technical documentation: Technical documentation for this project

Education and skills plan:

Skills assessment, roles (implementation and operational), and education
justification

Education plan: courses, resources, and services available for this project

Leads to services identification and justification

Education offerings available by the local training team

Risk, dependencies, assumptions, and constraints

2.3.3 Software deployment tracking report

30

The Software Deployment Tracking Report is a deployment monitoring tool that
primarily covers:

>

»

»

IBM software included in the contract

Projects that have been considered during the preparation of a contract
Project leader for each project

Expected project start and end dates

IBM software planned for each project

Status of a project and IBM software deployment status

Status of purchased software licenses (on-the-shelf, assigned to a project, in
development, pilot, or production)

Contract history (for example, software substitutions) to understand changes
after the initial contract

A sample Software Deployment Tracking Report is shown in Figure 2-3 on
page 31
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Figure 2-3 Sample software deployment tracking report

2.3.4 Change management or substitution report

Change management is an important part of software deployment because any
change can impact the overall success criteria of the project. A change can also
affect the contract terms and conditions. Usually, less flexibility means better
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commercial conditions, but if the solutions are not yet well defined, a certain
degree of flexibility in a contract is recommended to avoid the need for software
on the shelf.

The change management process must be comprehensive and clearly
documented. Each change must require a valid reason and a clearly defined
decision and impact of the decision. It can be a manual process, or it can be
supported by process automation tools, compliance, and impact management.

2.4 The software deployment method

Figure 2-4 illustrates the overall deployment method.
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Figure 2-4 Depiction of the overall software deployment method

In this section, we provide a full picture of the IBM software deployment method.
We define each phase, the tasks within each phase, the roles and responsibilities
necessary to carry out each task, and the input and output of each phase.
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2.4.1 Prepare for deployment

The Prepare phase encompasses tasks DMO through and including DM4.

DMO: Create the software deployment team
The purpose of this task is to:

>

»

»

Form the software deployment team that will plan and lead the deployment.

Obtain commitment from each member and their managers for serving on the
team.

Agree on the roles and responsibilities of team members.

Figure 2-5 depicts this task in relation to the overall software deployment method.
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Figure 2-5 Task DMO in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

>

»

Executive Business Sponsor: No specific role

Program Manager: Leads this task, defines the team and the roles in the
team, approaches managers of deployment team members, and obtains
resource commitments

Procurement Officer: Agrees on a role and participates

Project Sponsor: Agrees on a role and participates

Project Manager: Agrees on a role and participates

Enterprise IT Architect: Agrees on a role and participates

Project Members: Agrees on a role and participates

IBM Client Executive: Agrees on a role and participates

IBM Enterprise Deployment Manager: Agrees on a role and participates
IBM Software Client Architect: Agrees on a role and participates

IBM IT technical resources (IT Specialists): Agree on a role and participate
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Input and output products
Input and output products in this task are:

» Input work products: None
» Output work products: None

DM1: Review the contract content and other critical
deployment documents

When the software deployment team is defined, the team must learn about the
contract content and other items that might influence the deployment. The goal
for this task is to understand the contract content, including the terms and
conditions:

v

Products and quantities included in the contract

Possible replacement of products with others and under what conditions
Possible extension of the content under the same conditions

Services that will be included

“Open budget” (value basket)' included in the contract

vvyyy

Other documents must be reviewed that can have an impact on deployment. For
example, a previous deployment plan for existing software on the shelf might
need reviewing, as does Solution Review documents (also known as Technical
and Delivery Assessment documents), and so on. The Executive Business
Sponsor at the client site must be identified. It is also important for IBM to:

» Discuss and understand your buying decisions
» Obtain a preliminary view of how you define success
» Determine what value you expect to gain from the partnership

Figure 2-6 depicts this task in relation to the overall software deployment method.
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Figure 2-6 Task DM1 in relation to the overall software deployment method
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Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role

1 “Value basket” is terminology used in an enterprise license agreement that represents an available
budget which can be used for new product purchases or services under the predefined Terms and
Conditions of the agreement.

Value Realization from Efficient Software Deployment




» Program Manager: Collects and manages all important documents for a
successful deployment

» Others: Provide the Program Manager with documents; can impact software
deployment and enterprise license agreement

Input and output products
The input and output products in this task are:

» Input products: Contract and other deployment-related documents
» Output products: None

DM2: Understand the projects for deployment

In this task, the software deployment team starts developing a high-level plan in
large chunks that can be used to illustrate and justify the software purchase,
which includes:

» Identifying deployment projects and mapping them to purchased software;
identifying demand gaps

» Discussing your capabilities, software deployment best practices, and the
Software Deployment Readiness Plan

» Identifying potential solution review requirements

» Using existing enterprise architecture activities or reworking tasks to begin
developing an enterprise architecture

» Determining potential services requirements

Figure 2-7 depicts this task in relation to the overall software deployment method.
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Figure 2-7 Task DMZ2 in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role

» Program Manager: Collects all information and documents it in a draft
Software Deployment Plan

» Procurement Officer: No specific role
» Project Sponsor: Provides information about specific projects
» Project Manager: Provides information about specific projects
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» Enterprise IT Architect: Provides information about projects
» Project Members: No specific role

» IBM Client Executive: No specific role

» IBM Enterprise Deployment Manager: No specific role

» IBM Software Client Architect: No specific role

» IBM IT Technical resources (IT Specialists): No specific role

Input and output products
Input and output products in this task are:

» Input products: Contract
» Output products: Software Deployment Plan (draft)

DMa3: Finalize the software deployment plan

The software deployment plan describes the requirements of each stakeholder
and deployment project lead. With these requirements incorporated into the plan,
it is then finalized, and the details of the kick-off meeting are confirmed.

To assess the requirements of stakeholders and project leads, the following
topics are discussed, generally with each person individually:

» The strategy to use for addressing open issues with the software deployment
best practices and Software Deployment Readiness Plan

» Ensure that any areas of concern that were not covered in the selling process
are addressed

» Confirm or update the list of key stakeholders who jointly own software
deployment with the executive business sponsor

» Complete planning for deployment kick-off meeting

Figure 2-8 depicts this task in relation to the overall software deployment method.
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Figure 2-8 Task DM3 in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role
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» Program Manager: Collects all information and documents it in a draft
Software Deployment Plan

» Procurement Officer: No specific role

» Project Sponsor: Provides information about specific project
» Project Manager: Provides information about specific project
» Enterprise IT Architect: Provides information about projects

» Project Members: No specific role

» IBM Client Executive: No specific role

» IBM Enterprise Deployment Manager: No specific role

» IBM Software Client Architect: No specific role

» IBM IT Technical resources (IT Specialists): No specific role

Input and output products
The input and output products in this task are:

» Input products: Software deployment plan
» Output products: Software deployment plan (final or updated)

DM4: Conduct a deployment kickoff meeting

When a software deployment plan is completed, a kickoff meeting is organized
for your Executive Business Sponsor, the key stakeholders, and the IBM software
deployment team. The purpose of this meeting is for all members to gain a
common understanding of the Software Deployment Plan, the goals that must be
achieved with the business partnership, and the criteria for success. The topics
that are discussed at this meeting are:

» The vision for deployment, presented by your Executive Business Sponsor.

» A high-level Software Deployment Plan, focusing on quick deployment win
projects.

» Product overviews and how each product links to the software deployment
strategy.

» Evangelizing and agreeing upon the Software Deployment Readiness Plan or
Plans (see “Readiness plan” on page 29), including business goals, your
communication process, training and support plans, and plans for backup and
disaster recovery, systems management, migration, rollout, service level
agreements, and dependencies.

The transition from sales close to deployment can present difficulties because
handoffs and assumptions cannot yet be communicated, and team players might
be phasing out as others are phasing in. The IBM Software client team can help
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you to put a readiness plan into place that engages the appropriate client team
members so that the momentum of a successful sale carries over to deployment.
By agreeing on the contents of the Software Deployment Readiness Plan and
investing in the components of the kickoff meeting, your investment will pay
excellent dividends as you deploy. Your preparation will:

»

»

>

Ensure that you have the right set of expectations to successfully implement
the proposed solution

Ensure the IT system lies within the “art of the possible”
Identify issues and risks to be escalated

Figure 2-9 depicts this task in relation to the overall software deployment method.
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Figure 2-9 Task DM4 in relation to the overall software deployment method
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Roles and responsibilities
The roles and responsibilities in this task are:

»

»

Executive Business Sponsor: Participates in the meeting

Program Manager: Organizes the kickoff meeting and supports meeting
preparation

Procurement Officer: Supports the meeting preparation and participates
Project Sponsor: Supports the meeting preparation and participates
Project Manager: Supports the meeting preparation and participates
Enterprise IT Architect: Supports the meeting preparation and participates
Project Members: Participate in the meeting

IBM Client Executive: Participates in the meeting

IBM Enterprise Deployment Manager: Participates in the meeting

IBM Software Client Architect: Supports the meeting preparation and
participates

IBM IT Technical resources (IT Specialists): Participate in the meeting
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Input and output products
The input and output products in this task are:

» Input products: Software deployment plan

» Output products: Software deployment plan (updated), Software Deployment
Tracking Report (initial)

2.4.2 Execute the deployment plan

The Execute phase encompasses tasks DM5 through and including DM8.

DM5: Prepare and present the software deployment readiness
plan

The IBM software deployment team prepares and presents the Software
Deployment Readiness Plan or Plans based on the IBM products that are new to
your organization. This supports your initiative and ensures that you are
prepared for upcoming projects.

Figure 2-10 depicts this task in relation to the overall software deployment
method.
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Figure 2-10 Task DMS5 in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role

» Program Manager: Leads the preparation of the Software Deployment
Readiness Plan

» Procurement Officer: No specific role
» Project Sponsor: No specific role

» Project Manager: Supports the preparation of, and receives, the Software
Deployment Readiness Plan

» Enterprise IT Architect: Supports the preparation of, and receives, the
Software Deployment Readiness Plan

» Project Members: Receives the Software Deployment Readiness Plan
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» IBM Client Executive: No specific role

» IBM Enterprise Deployment Manager: Supports the preparation of the
Software Deployment Readiness Plan

» IBM Software Client Architect: Supports the preparation of, and receives, the
Software Deployment Readiness Plan, and prepares and executes the
Software Deployment Readiness Plan

» IBM IT Technical resources (IT Specialists): Prepare and execute the
Software Deployment Readiness Plan

Input and output products
The input and output products in this task are:

» Input products: None
» Output products: Software Deployment Readiness Plan

DM6: Execute quick deployment wins

This important task is to execute projects that are what we call quick deployment
wins, as discussed in the Software Deployment Plan. A quick deployment win is
a demonstration of the capabilities and flexibilities of our deployment methods
over time. For example, you and IBM might define a 60 to 90-day project using
our products and processes to demonstrate our deployment methods. The
immediate objective here is to instill confidence in your organization about our
products and processes. As an overall objective, we want to produce a
confidence level in you, based on your seeing, first-hand, that our methods are
credible, reliable, and successful.

The key activities in this task are:

» Execute quick deployment win projects

» Conduct regular meetings with your project owners

» Monitor the resolution of software deployment best practices and Software
Deployment Readiness Plan shortfalls

Figure 2-11 depicts this task in relation to the overall software deployment
method.
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Figure 2-11 Task DM6 in relation to the overall software deployment method
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Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role

» Program Manager: Leads the preparation of the Software Deployment
Readiness Plan

» Procurement Officer: No specific role

» Project Sponsor: Supports and monitors the success of the project
» Project Manager: Leads the project

» Enterprise IT Architect: Provides direction and enforces standards
» Project Members: Participate in implementing a project

» IBM Client Executive: Validates success and satisfaction

» IBM Enterprise Deployment Manager: Supports the project

» IBM Software Client Architect: Supports the project

» IBM IT Technical resources (IT Specialists) Support the project

Input and output products
The input and output products in this task are:

» Input products: List of selected projects for deployment quick wins and the
architecture and Statement of Work (SoW) for those projects

» Output products: Software Deployment Tracking Report

DM7: Execute and monitor the deployment plan

This is the longest task and, in reality, does not end because the status of the
shelf-ware from the initial contract can be used in a project from the next
contract. The purpose of this task is to help achieve the goals of the contract and
to receive maximum value from the IBM software and hardware purchase.

Monitoring the progress of the deployment along with the deployment plan must
occur regularly, perhaps monthly, or as defined. IBM support is involved in this
too in the event that there are issues or potential issues. If there are changes to
the project plan, project content, or owners, immediately update the software
deployment plan accordingly. The success of software and hardware deployment
also depends on technical and other issues that are faced by the implementation
team during the course of the project. Therefore, the software deployment team
must fully support the resolution of project issues.
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When starting a new project, it is important to understand what will occur if:

»

»

A solution review needs to be executed

An additional Software Deployment Readiness Plan needs to be prepared
based on project content changes

When a project is completed, it must be ensured and verified that all project
goals are met, at which time the Software Tracking Report is updated.

Figure 2-12 depicts this task in relation to the overall software deployment
method.
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Figure 2-12 Task DM?7 in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

»

Executive Business Sponsor: Supports and drives any escalation and
supports problem resolution during the project

Program Manager: Monitors the software deployment progress against the
plan, identifies needs, and leads the solution review and the Software
Deployment Readiness Plan. Leads (together with a Project Manager and the
IBM Enterprise Deployment Manager) problem resolution of technical and
other issues

Procurement Officer: Controls license use

Project Sponsor: Supports and monitors project success

Project Manager: Leads projects and manages problem resolution
Enterprise IT Architect: Provides direction and enforces standards

Project Members: Perform project implementation, if agreed to with the client,
and provides input on deployment progress to the Deployment Technical
Lead, where applicable

IBM Client Executive: Supports and drives any escalation and supports
problem resolution during the project

IBM Enterprise Deployment Manager: Leads solution review and the
Software Deployment Readiness Plan. Co-leads (together with a Program
Manager and Project Manager) problem resolution of technical and other
issues
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» IBM Software Client Architect: Supports the project
» IBM IT Technical resources (IT Specialists): Supports the project

Input and output products
The input and output products in this task are:

» Input products: Software deployment plan, Software Deployment Tracking
Report

» Output products: Software deployment plan (updated), Software Deployment
Tracking Report (updated)

DM8: Manage project and solution changes

Multiple changes can occur during project execution, which can influence project
priorities and the utilization of purchased hardware and software licenses. Any
change requires impact analysis, an investment protection plan for purchased
hardware and software, a clear definition of additional needs, and an update to
the software deployment plan.

Figure 2-13 depicts this task in relation to the overall software deployment
method.
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Figure 2-13 Task DMS8 in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: No specific role

» Program Manager: Controls and documents changes
» Procurement Officer: Controls license use

» Project Sponsor: No specific role

» Project Manager: Manages changes and the impact of changes on the project
and overall costs

» Enterprise IT Architect: Provides direction and enforces standards; updates
and manages the Enterprise Architecture

» Project Members: Provide suggestions
» IBM Client Executive: Supports changes with commercial conditions
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» IBM Enterprise Deployment Manager: Manages the IBM client team to
provide recommendations for potential changes

» IBM Software Client Architect: Supports the project and provides
recommendations

» IBM IT Technical resources (IT Specialists): Support the project and provide
recommendations

Input and output products
The input and output products in this task are:

» Input work products: None

» Output work products: Software deployment plan (updated), Software
Deployment Tracking Report (updated), Change Management or Substitution
report

2.4.3 Measure deployment success

In this section, we discuss the Measure phase, which contains one major task.

DM9: Measure deployment success

Software deployment success must be monitored, measured, and communicated
to the stakeholders frequently. Therefore, the topic of how return on investment
(ROQI) is realized must be determined. Software deployment goes beyond known
projects that are defined in the selling cycle. It is important that the executive
business sponsors and stakeholders realize value, which, in turn, increases
business.

Figure 2-14 depicts this task in relation to the overall software deployment
method.
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Figure 2-14 Task DM in relation to the overall software deployment method

Roles and responsibilities
The roles and responsibilities in this task are:

» Executive Business Sponsor: Validates the success of the deployment
» Program Manager: Validates the success of the deployment

» Procurement Officer: Controls license use of shelfware
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» Project Sponsor: Validates project success
» Project Manager: Provides input to determine success of the project

» Enterprise IT Architect: Monitors Enterprise Architecture key performance
indicators (KPlIs)

» Project Members: Provide input to determine success of the project
» IBM Client Executive: Validates success of the deployment

» IBM Enterprise Deployment Manager: Provides input to determine success of
the project

» IBM Software Client Architect: Provides input to determine success of the
project

» IBM IT Technical resources (IT Specialists): Provide input to determine
success of the project

Input and output products
The input and output products in this task are:

» Input products: Software deployment plan
» Output products: Value Realization document
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3.1 What this chapter is about

This chapter describes the best practices for software deployment that IBM uses.
It complements “The software deployment method” on page 32. The concept of
best practices is complemented by other software deployment offerings that IBM
provides, such as engaging services teams, conducting software deployment
workshops, conducting readiness plans, and much more, as illustrated in this
book.

Our best practices were tested over time and have proven, historically, to be
successful in a variety of industries and organizational structures. When adhered
to consistently throughout the process of software deployment, value realization
was achieved.

This chapter illustrates the successful application of these best practices by
providing case studies, some fictitious and some based upon actual events. For
those best practices that are based on actual events, the names of the
organizations are not included for reasons of confidentiality. In all case studies in
this chapter, the clients used the Software Deployment Method discussed in 2.4,
“The software deployment method” on page 32 in addition to the software
deployment best practices that we discuss in this chapter.

3.1.1 Case study

48

HIC Corporation (HIC) is an insurance company that focuses on a wide range of
insurance products. Their operating strategy is to provide the highest value to
consumers through multiple channels. In the current fiscal year, HIC reported
revenue of over USD40 billion. HIC made an enterprise-wide purchase of
software from IBM. Early in the deployment phase, they recognized the need for
a structured method to deploy their software and turned to IBM for assistance.

Soon after signing an Enterprise License Agreement (ELA) with IBM, HIC
recognized the need for a single owner for the ELA. The responsibility of the
owner was to ensure the successful deployment of the software purchased in the
ELA. The Chief Information Officer (CIO) of the organization placed the HIC Vice
President of Architecture for Technical Services in the role of Executive Business
Sponsor (ESB).

The first step was to identify a team of IT managers to assist with identifying a
deployment strategy for HIC. IBM already had sales and technical sales
representatives in place. These two groups, when combined, created the
Software Deployment Team (see “DMO: Create the software deployment team”
on page 33). Functioning as one team, HIC and IBM focused on ensuring the
success of the ELA.
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The Software Deployment Team quickly defined a high-level deployment plan
that identified a long-term view of deployment direction. The Software
Deployment Team also defined quick deployment wins, five products from the
ELA that deploy immediately. These quick wins were to be delivered in the near
term to build confidence and generate excitement about the technology and
solutions, while supporting business objectives.

The leader of the ELA deployment team at HIC identified solution and product
captains for the helm of each quick deployment win. Their responsibilities were to
define and execute a realistic plan to use the software in at least one pilot project
and to build the infrastructure to support the use of the quick deployment win
software in future projects. In addition, they were to communicate and market
these successes within HIC Technical Services.

To facilitate this communication and marketing effort, the ELA deployment team
at HIC devised an event entitled Enterprise Agreement Land (EA Land). EA Land
was organized to allow the product and solution captains to highlight their team’s
achievements during the first eight months of the ELA deployment process.
Along with product tables and two demo rooms that were staffed by HIC and
vendor representatives, process tables were included, such as quality
assurance, information architecture, and solution services. This ensured that the
excitement about the products in the ELA generated by EA Land did not
overwhelm the process of deployment at HIC. Over 1,200 HIC IT professionals
were invited to this event.

Because HIC focused on planning, communication, and several other principles
that we highlight in this chapter, several early successes from their ELA
deployment efforts were achieved. Along the way, as part of their enterprise
architecture initiative, they also successfully designed and implemented a
process to help ensure successful software deployments in the future. This
process was made formal by the governance body they set up.

IBM is involved with deployments conducted with partners from multiple
industries, globally. The IBM best practices discussed in this chapter are proven
to ensure the highest probability of success. We saw what works and learned
what fails amid the variables in software deployment today.

The authors of this Redbooks publication used the software deployment best
practices discussed herein with multiple customers. For this publication, we
tailored these best practices to IT organizations. You are invited to use and
customize these best practice techniques based on the individual requirements
of your organization.
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3.2 Best practices

We begin with the primary best practices that form the framework of our
approach. These best practices are suitable for implementation in any software
deployment process because they address the focal business challenges of
successful, efficient software deployment. These primary best practices are as
follows, in the order in which they are generally carried out:

1. Identify the executive business sponsor and stakeholders.

Define a governance structure for the deployment process.
Centralize software fulfilment and license management tools.
Engage consulting and implementation services.

Define your return on investment (ROI) strategy and time to value.

o a0~ Db

Conduct workshops to assure deployment readiness:

a. Conduct a deployment kickoff immediately after the contract is signed.
b. Conduct a software deployment workshop.

7. ldentify strong project and resource management.
8. Commit to self-sufficiency.
9. Communicate and market the vision.

Many of the best practices outlined in this chapter are integrated into the process
for software deployment detailed in 2.4, “The software deployment method” on
page 32. However, even if you are not following the proposed process, consider
using these practices to provide the best opportunity for achieving value from
your software. The importance of using and adhering to best practices is a
fundamental part of the process of software deployment, which your organization
can do independently or in concert with the IBM client team.

3.2.1 Identifying an executive business sponsor and stakeholders
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The achievement of your business goals is the foremost objective. One avenue
toward meeting this objective is the identification of an executive business
sponsor at the start of the project, who serves as the central point of contact from
your side. For the executive business sponsor, the ability to clearly communicate
the needs of each team is crucial. Ownership can be at several levels, for
example, there might be a high-level executive business sponsor and several
tiers of sponsorship beneath them.

IBM wants to build a strong partnership with you for the duration of this project
and beyond, and so communication between your team and IBM is a first priority.
We identify a person on our team who has the same responsibility from our
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perspective. Let us discuss the responsibilities of the executive business sponsor
in more detail.

In most organizations, ownership of overall deployment success can be at
several levels, for example, an IT might delegate additional sponsorship to your
direct reports. Another IT executive might delegate sub-sponsorship to separate
lines of business. In most modern businesses with so much going on each day;,
these changes are not communicated to all who need to know. The executive
business sponsor serves this need. No matter what processes are put into place
or changes initiated, the executive business sponsor is the key contact.

It is with the executive business sponsor that deployment objectives are defined
early on and with whom every success is expected and celebrated.

How do you go about selecting the most qualified person to represent your
team? To demonstrate the importance of this task, we share our experiences
with teams that did not follow the recommendation to identify an executive
business sponsor. They usually find that their software deployment team cannot
adequately control projects or manage changes. Similarly, we found that teams
who do identify an executive business sponsor oftentimes identify a person
without the necessary skills. If this occurs, be confident that we are in this
business partnership to assist you, to work together with the common goal of
making the team as efficient as possible. The executive business sponsor and
the entire client team must have support contact numbers available. You can
work with your IBM contact to develop a support roadmap, by brand.

Case study

The Chief Information Officer (ClO) of a major insurance company in the United
States personally assumes ownership of their software agreement to drive their
deployment projects. That person delegates the day-to-day responsibilities to
various project managers on the staff and maintains involvement with monthly
status updates. Any inhibitors to their success are quickly dealt with so as not to
impact their overall plans. Not only does the involvement of the CIO help to avoid
surprises, it also ensures that the vision is continuously delivered and reinforced.
Software packages, sometimes for a multitude of business projects, must be
received, logged, distributed, and tracked. We give you the option to receive
software from CDs or download them directly from our Passport Advantage
online website. This process is usually continuous until the software entitlements
expire.

Over time, the individuals or groups who need to receive software will likely
change. It is important for you to initiate a centralized software fulfillment process
as early as possible in the deployment life cycle. The key element of this process
is having one person in your company who is responsible for receiving and
downloading all software, logging its receipt, distributing it to those who need it,
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and tracking what is delivered. If it is not feasible to initiate this process within
your company, consider contacting your IBM client team to explore the option of
using an IBM Business Partner for assistance. As one executive, a client, said,
“The recommendation that one owner be defined for the successful deployment
of software has been extremely beneficial.” (GMR Corporation, VP of Technical
Services, an IBM Business Partner).

3.2.2 Defining a governance structure for the deployment process
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The executive business sponsor and the software deployment team executives
must establish a Center of Excellence to put rigor around deployment projects.
This type of organization can facilitate each deployment at multiple phases in the
deployment life cycle. While kicking off a deployment, a Center of Excellence
provides an internal organization and a group of professionals who can increase
the buy-in and willingness of other organizations to use the purchased software
and hardware. This can be done with presentations, demonstrations, and Proofs
of Concept (PoC) (see Appendix 4.4.2, “Client lab advocacy program” on

page 94) during the deployment of software and hardware.

Many individuals from your organization, and those from IBM and our Business
Partners, must work together on the Center of Excellence team to ensure
successful software deployment. Typically, a Center of Excellence team includes
the roles in the following list, which are defined in “Software deployment roles in a
business partnership” on page 22:

» The client team:

— Business Sponsor
Project Sponsors
Project managers
Enterprise IT Architect
Procurement Officer

» The IBM software client team:
— Client Executives
— Software Client Leaders
— Specialist Software Sales Representative
— IBM Software Client Architects

— Client Technical Professionals from various IBM software and hardware
brands

— Services representatives, for example, from IBM Global Services, the
Server Technology Group, Global Technology Services, and IBM Software
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Services (also known as IBM Software Group Lab Services), education,
support, and so on

» Third parties:

— Third-party Project Managers
— Third-party Architect
— IBM Business Partners assisting in administrative or deployment functions

The Center of Excellence team must meet at least bi-weekly to develop software
deployment strategies, to review software deployment progress, and to define
and manage company-wide initiatives.

Additionally, the Center of Excellence facilitates sharing of skills, experiences,
and resources across multiple projects. It accelerates and improves the quality of
the entire deployment process and provides one central place for IBM software
expertise to visit and to assist, when needed.

3.2.3 Centralizing software fulfillment and license management

This discussion focuses on the two primary steps in demonstrating deployment
readiness:

» Centralizing software fulfillment
» Implementing a license management tool.

Step one: Centralizing software fulfillment

Buying a software agreement is not like buying, for example, a car. It is not one
single entity that the customer buys. Rather, with a software agreement, you
purchase a license to use a multitude of software packages that you download
from the IBM Passport Advantage website (see “License acquisition and
entitlement with Passport Advantage” on page 90 and “Software support
offerings from IBM” on page 144). To maximize deployment activity, the delivery
of software is continuous until the contract expires. The list of customers who are
scheduled to receive software changes over time.

The executive business sponsor must centralize the software fulfillment process
as early as possible in the deployment life cycle. That way, one party in the
company is responsible for downloading all software in the ELA, logging its
receipt, distributing it to those who need it, and tracking what is delivered. This
can mean that the responsibility for all aspects of deployment are scattered
across a wide range of departments, businesses, and processes, which can be a
significant inhibitor to rapid deployment success. Therefore, instituting a
centralized software fulfillment service is crucial for compliance reasons, as
discussed in “Step two: Implementing a license management tool and processes
for use” on page 54 and “License acquisition and entitlement with Passport
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Advantage” on page 90. If it is not feasible to initiate this process within your
organization, consider contacting your IBM client team to explore the option of
using an IBM Business Partner for assistance.

Step two: Implementing a license management tool and
processes for use

Just as it is crucial to institute centralized software fulfillment service in your
organization, we found that a specific system of license management is crucial
as well. Why? In this age of distributed computing, departmental projects, and
company locations that span the globe, it is important to understand where your
investments are and how they are being used.

You might have contractual obligations to report on software use or over use;
alternately, you might use this information internally to manage costs or charge
backs. Implementing a complete process with the appropriate tools allows you to
clearly understand your software usage. License management involves
identifying software by its phase-of-use:

The licenses that to be installed

The licenses that are actually installed

The licenses that are actively being used

The number of licenses that are forecasted to be installed

vyvyyy

Performing effective license management requires a combination of tools and
processes. Many companies tried to accomplish this task on paper, with
spreadsheets, or using e-mails. This tracking typically addresses only the first
phase of license management, that is, the licenses to be installed. An equally
critical stage is tracking what software licenses are actually installed and used
because departments are charged for the software distributed to their
community, whether or not it is being used. Good record keeping and license
management techniques for your software collection and its use ensures that
software is purchased at the required levels. This can also be enlightening as to
what value is being derived from the software that is intended to grow business.

By having a centralized license management tool, you address the issue of
compliance. A software audit, either manual or with an inventory tool, can
discover widespread installation of software in the organization. In fact, software
is often not removed, consuming valuable disk space, or it is installed and later
forgotten. An inventory can be used for budgeting software licensing and
maintenance. You might realize that you have paid more than necessary to
maintain unused licenses. Finally, factor in your projected deployments if you are
using the data for budgeting purposes.

In the discussion of deployment tools in this book!, we discuss tools, including
the IBM License Metric Tool, the Tivoli License Manager, and the IBM Enterprise

Value Realization from Efficient Software Deployment



Software Management Tool. These are innovative web solutions that are
designed to help you manage large, complex software license contracts more
efficiently and more effectively, and they can be used for license management.
You can also use IBM Business Partners or a homegrown process or system to
track license utilization. The Enterprise Software Management tool is a secure,
online self-service tool that is readily adaptable to a variety of internal business
processes. It is fully scalable, so it is flexible enough to keep up with rapid
changes in business. With the same entry point for both parties, you and IBM
have an up-to-date snapshot of the status of all of your IBM license and other
software entitlements.

The key point is that IBM must enforce more strictly the need for you to report
software use. The contract specifies that this is your responsibility. Not doing so
can lead to a full audit of your environment by IBM or a third-party consultant.

For more information about the topic of license management tools, refer to
“License acquisition and entitlement with Passport Advantage” on page 90. Case
study

Case study

A leading health care provider in the United States partnered with IBM and their
software partner to develop an electronic software delivery system. This system
ensures that software is available to their users and tracked for accounting
purposes. Not only can users request authorization and download software
electronically, but the system also produces a scheduled management report to
the procurement office. This type of innovation alleviates the burden of managing
software media, provides the tracking needed to demonstrate software utilization,
and reduces company operations costs.

This customer has a contractual obligation to report software usage (refer to your
ELA and Passport Advantage agreement for details). While the IBM Software
Group takes a soft approach to enforcing this policy, it is important for the
customer to think about the concept of license tracking and management for both
limited and unlimited licenses.

3.2.4 Engaging consulting and implementation services

Our most successful customers frequently engage IBM deployment services to
augment their local expertise. Our services professionals are familiar with the
products and can start planning and implementing your solutions immediately.
They can also be helpful in providing training to your staff, which reduces the
time you need to reach self sufficiency.

1 Refer to “Tools” on page 71
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Your IBM client team gets involved with many services engagements and can
help you determine what is needed for your unique situation. If you decide not to
use an external services organization, realize that your time-to-value might be
delayed further than desired. We are here to train your staff to integrate and
fine-tune the new technology in line with your existing environment and gain
value from the software purchased to address the business challenge. Little
worthwhile business software is self-installing, self-calibrating, or
self-maintaining. You have highly skilled technologists employed, but, while they
are working on core business, when will they have time to deploy the new
technology and support core business? This deployment best practice causes
you to consider their requirements for parallel or redundant resources for the
duration of deployment. It is important to have IBM Services involved early in the
solution design cycle, where you might not have existing expertise in your
organization and where you welcome the approach from IBM Services.
Preferably, IBM Services can be engaged in the pre-sales steps of the
engagement and continue to work with you on the implementation details. The
IBM Services team will:

» Assess the deployment projects that are scheduled to begin after the
agreement closes.

» Conduct a skills gap analysis with you and recommend appropriate IBM
Services engagements.

Refer to our discussion about engaging IBM Services organizations?.

3.2.5 Defining your return on investment strategy and time-to-value
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It is up to you to determine and communicate how you will calculate and measure
value. This calculation is typically stated as return on investment (ROI) with the
time frame for that return known as the time-to-value. There are generally two
types of ROI used:

» Soft ROI: This includes such examples as better monitoring or control
capabilities, transformation of IT or business processes, implementation of a
strategic vision, and the adoption of a common look and feel.

» Hard ROI: This includes such examples as head count savings, system count
reduction, server consolidation, department or process closures, and
outsourcing.

You or the executive business sponsor can work with the IBM Software Client
team to define the ROl and map a timeline with value milestones. Revisit the
milestones at least quarterly to ensure that the deployment is moving forward

2 Refer to Chapter 5, “Using IBM Services to complement your skills and accelerate value” on
page 113
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effectively and delivering the intended results. Refer to 1.4, “Value realization” on
page 8 for more information about this topic.

3.2.6 Conducting workshops to assure deployment readiness

A key event that helps to launch a large deployment effort is hosting a workshop
that initiates the deployment process. We call this deployment kickoff meeting.
This meeting generally takes place soon after the software sales agreement is
closed, and can be followed by a two to five-day software deployment workshop,
which usually occurs in later stages of deployment. It is beneficial to conduct this
workshop when you have trouble with software deployment, in case you
purchased a lot of software that is not yet deployed and need guidance in taking
advantage of your purchase. Thus, you can use any one of the workshops,
depending on your requirements.

During the workshops, follow the guidance and practices of the software
deployment method. This document serves as a guide for documented, proven,
repeatable software deployment practices that, when followed, maximize your
probability of deployment success. We discuss this method in 2.4, “The software
deployment method” on page 32.

The key to deriving value from software deployed within a software purchase
contract is the adherence of the IBM team to this method (a common roadmap),
which keeps the team on the same page and helps them to look and act as a
team when they interact with you.

Step one: Conducting a deployment kickoff meeting

This event introduces your stakeholders to the purchased products. It is also an
opportunity to describe how the products fit into your vision. This is a good time
to review software deployment best practices. In addition, review any
expectations that were set and the criteria that will be used to measure value
realization. This is a good start to guide and plan for successful deployment of
software for multiple projects.

The time invested will pay excellent dividends as you deploy. See also “DM4:
Conduct a deployment kickoff meeting” on page 37.

Step two: Conducting a software deployment workshop

A software deployment workshop, generally two-to-five days in duration, was
designed to help you build the internal plan, skills, and processes that are
necessary to realize success from your IBM software purchase. It is conducted
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with the software deployment method and software best practices in mind and
specifically designed for you and your stakeholders. If you seek answers to any of
the following questions, you can benefit from the workshop:

»

What business or IT goals are you hoping to accomplish by this software
purchase?

How will success and value be measured?
What are the timelines and major milestone plans?

What deployment projects can be accomplished in the next six to nine months
that can produce quick deployment wins to gain confidence?

Is there a person or persons, across lines of business, who are responsible
for realizing full value from purchased software?

Who will deploy software and handle knowledge transfer to your team?

What personnel skills and experience gaps do you think can impact the
deployment progress?

How is education delivered today (classroom, web)?

What internal matters (politics, factions, geographies, languages, cultures)
exist that can impact deployment mindshare, buy-in, and progress?

Across all lines of business, and within departments, how will the vision be
articulated, the goals communicated, success advertised, and potential
challenges averted? At the workshop, we will work with you to set the right
expectations, provide pre-workshop collateral, and offer follow-up suggestions
to keep the momentum of deployment high. The workshop will:

— Introduce the software deployment method
— Determine what it means to plan for success
— ldentify quick deployment wins that will build confidence and momentum

— Introduce the IBM Software Client team and review our core
responsibilities

— Step through deployment best practices and the deployment readiness
plan, and identify any gaps

— ldentify action plans to address identified gaps
— Define value and determine how and when it will be realized

— Sketch and discuss a high-level deployment plan that will achieve
business goals

— Schedule a follow-up meeting to monitor progress

This workshop is conducted as a best practice and follows the software
deployment method. Depending on your preferences, you can conduct a
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workshop or IBM can conduct it. To arrange for a software deployment workshop
for your team, contact your Software Client Leader from IBM.

Case study

To facilitate communication and marketing efforts, the Enterprise Agreement
Deployment team at HIC devised an event entitled EA Land, which was
organized to allow the project leads to highlight their teams’ achievements during
the first eight months of ELA deployment work. To realize the true value of
purchased software, the executive business sponsor gathered the professionals
who were involved with deployment projects and organized them into groups.
They were charged with addressing key questions across multiple lines of
business. They were responsible for realizing the full value from the purchased
software and hardware. During the workshop, they discussed and addressed the
questions listed in“Step two: Conducting a software deployment workshop” on
page 57.

3.2.7 ldentifying strong project and resource management

To successfully deploy projects that address your business needs, you need a
strong project manager. There are a number of aspects in the deployment of the
projects to consider, such as which tasks are being carried out by whom and how
deployment tasks come together under one umbrella. The question for you is,
“Do | have the needed resources and skills for success, and, if not, should |
recruit these resources from within the organization or hire from the outside?”

3.2.8 Committing to self-sufficiency

The goal of your IBM Software Client team is to decrease the level of involvement
from IBM over time as you progress through your deployment plan. This is
accomplished through a well-designed education plan that develops subject
matter experts (SMEs) within your own organization for the solutions being
implemented. You can kick start this by hiring deployment services, or you can
develop in-house expertise.

3.2.9 Communicating and market the vision

Your software partners and vendors are capable marketers of their products, they
are not in the best position to market your vision. Therefore, the business drivers
behind a software purchase are often not communicated within a company.
Sometimes it is the inventory of software purchased but not deployed that is
forgotten. This internal marketing and communication can be led by the executive
business sponsor to create demand, interest, and promote success.
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Like the steady beat of a drum, communications must continue throughout the
life of the deployment to market and surface deployment opportunities and areas
for improvement. The software deployment team is charged with monitoring
deployment progress and recommending adjustments in the communication
plan.

In general, keep those who need to know informed about the progress or
inhibiting factors of the deployment. An example of communications can be a
newsletter or intranet web site that keeps management and end users informed
about recent accomplishments, milestones, and improvements. It is important to
promote and validate the results of deployment often and to as many audiences
as possible to maintain momentum and excitement. An example of how
continued communication can promote success is in the 3.1.1, “Case study” on
page 48, from which we quote:

“Because HIC focused on planning, communication, and several other
principles highlighted in this chapter, several early successes from their EA
deployment efforts were achieved. Along the way, they also successfully
designed and implemented a process that would help to ensure successful
software deployments in the future”

Value Realization from Efficient Software Deployment



Accelerating software
deployment using tools and
assets

© Copyright IBM Corp. 2011. All rights reserved.

61



4.1 What this chapter is about

62

Planning IT projects and tracking the progress and performance of them is
crucial for successfully achieving value realization of software licenses. The
planning aspect includes:

» Setting priorities and determining a project roadmap and dependencies

» Defining the needs for project implementation (for example, hardware,
software, resources, and skills) and operation with a strong focus on
optimization

» Defining governance and key performance indicators (KPIs) to ensure that
each initiative is moving in the right direction

» Realizing plans, which includes:

— Building a project roadmap by defining project priorities, dependencies,
the major implementation considerations (for example, hardware,
software, resources, and skills), and the operations process

— Maintaining a strong focus on optimization

— Governance and key performance indicators (KPIs) to ensure that each
initiative is moving in the right direction

Realization of deployment plans is also important, which includes:

» Project and portfolio performance tracking to ensure that projects are
progressing and delivering value realization as planned

» Resource, asset and license management tracking to support the optimized
use of hardware, software and human resources

» Change management governance and tools to support changes in business
and technical needs

There are several methods, tools, and best practices that are used by many
clients that can help organizations plan and track their IT investments, including
software licenses. More details regarding best practices and tools is in

Chapter 2, “The IBM software deployment method” on page 19. We recommend
that you review that chapter in addition to this chapter. The most important of
these are discussed in this chapter, which are:

» Enterprise architecture (EA) and portfolio management. EA provides a
structured approach for aligning business and IT in terms of priorities and
performance management, optimization and standardization of the
organization and processes, and IT and transition planning.

» Project management is required to adequately manage, plan, and track
projects.
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» License and Compliance management, discussed in “License and
compliance management” on page 70, is necessary for tracking and
managing software licenses.

» Change Management, discussed in “Change management” on page 70, is
required to manage change requests.

We conclude this chapter with a discussion about tools for tracking and planning.

4.2 Enterprise architecture and portfolio management

In this section, we discuss Enterprise architecture, including portfolio
management and how these disciplines can help in realizing value by successfull
deployment of software.

4.2.1 Introduction to EA and portfolio management

Enterprise Architecture is a business and IT architecture framework, a blueprint
that aligns business initiatives to IT. As such, EA is the integration point between
business and IT, serving as the catapult that accelerates the delivery of IT
solutions.

IBM Enterprise Architecture method: There are several EA methods
available on the market including the IBM Enterprise Architecture method,
which was developed through several client engagements. This document is
not describing a specific EA Method, but it looks more at how Enterprise
Architecture, as a concept, can help improve the software deployment
success.

Figure 4-1 on page 64 illustrates the concept of EA at a high level, where EA is
the link between strategy (business) and system design (IT).
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Classically, we’ve defined EA as the “planning” function between
strategy formulation and delivery...
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Figure 4-1 High level view of EA, integrating strategy (business), and system design (IT)

EA defines the architectural models, governance, and transition initiatives that
are needed to effectively coordinate the stakeholders’ drive toward the overall
goal of increasing efficiency and lowering costs. Figure 4-2 on page 65 illustrates
the components of these initiatives.
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Three aspects of enterprise architecture
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Figure 4-2 The architecture, governance, and transition perspectives of EA

IBM is one of the leaders in Enterprise Architecture with long history and
experience. Enterprise Architecture best practices are consolidated in the IBM
Enterprise Architecture Method, which provides guidance about Zow to
implement Enterprise Architecture in an organization, not just what must be

defined.

4.2.2 What is the EA process?
The EA process is an iterative process. Every successful project has the

potential to change the existing architecture, possibly forming gaps, and
therefore needs a transition process, as depicted in Figure 4-3 on page 66.
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... helping the enterprise create the right set of architectural,
governance and transition planning materials
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Figure 4-3 Primary components of the EA process

EA is primarily about:

» Doing the right things (Upstream EA): Identifying, funding, and resourcing the
most important programs in line with the business strategy, within budget, in
the right sequence, and with effective program management and control.

» Doing the things right (Downstream EA): Ensuring that the solutions delivered
by these programs meet the needs of the business, work within the existing IT
environment, and contribute to the realization of the IT strategy of the
enterprise.

4.2.3 IT portfolio management in EA governance

The principal purpose of IT portfolio management is to define project and
program priorities in terms of IT investments. The goal is to provide the best
method for achieving business goals and measuring performance. IBM uses one
of the key components of IT portfolio management, EA governance, to define
these priorities.
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EA governance defines the metrics, measurement, and monitoring of the
investment, as compared with the value derived from projects, applications, and
technologies. IT portfolio management provides an important base for defining
project, application, and technology life cycle governance, as Figure 4-4 shows.
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Figure 4-4 IT Portfolio management in EA governance

IT Portfolio management defines a sequence (project or program roadmap) of
projects and programs and dependencies between them. With the prioritization
and roadmaps completed, each project and program must be managed properly
to achieve the defined goals.

IT portfolio management is accomplished successfully by managing three
portfolios:

» Application portfolio: The application portfolio takes into account the cost of
existing software, whether purchased, licensed, or developed in-house. All
expenses are considered, including development (if applicable), upgrades,
licensing, and maintenance. Management of the application portfolio focuses
on comparing the spending for the application with the relative value of the
software to the organization. The comparison can be based on the level of
contribution in terms of IT investment profitability, or less tangible factors (for
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example, existing skills), that can be measured using soft skills measurement
techniques.

» Infrastructure management: Infrasucture management refers to the
operational components of the enterprise that primarily impact Quality of
Service (QoS) and the overall effectiveness of the IT infrastructure. These
operational components include system management, network management,
security management, and storage management. For each of these areas, we
analyze the policies, processes, equipment, data, human resources, and
external contacts that make up the infrastructure.

We strongly support the creation of the infrastructure portfolio, based on our
experience with organizations that overlook this important component of
portfolio management. Often, in the rush to reduce costs, increase IT quality,
and increase competitiveness by selectively choosing sources and services,
organizations that overlook this portfolio realize overpayments, cost overruns,
unmet expectations, and failure.

» Project portfolio: This type of portfolio management focuses on prioritizing
new projects based on value, urgency, project dependencies, and the
availability of resources. This portfolio provides a framework for the project
roadmap.

4.2.4 The value of enterprise architecture and portfolio management
in software deployment

There are several commonalities between planning for EA and planning for
software deployment:

» Both align IT to business goals and value
» Both define a technology gap between current and future states
» Both define a transition plan (business and technical project roadmap)

IBM developed a light version of the enterprise architecture, illustrated in
Figure 4-5 on page 69, with a focus on IT infrastructure planning and value
realization. It has been used in the preparation of many IBM enterprise license
agreements with the content preparation and content business justification.
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Figure 4-5 The IBM EA Light process

The process starts with the definition of business goals and the value associated
with each goal. Usually, several projects are identified that help to achieve these
business goals. The team must provide a project roadmap, based on project
complexity, needs, available resources, and project dependencies. Each project
generates an IT solution with an appropriate architecture. The next step in the
optimization process is the consolidation of solution architectures using
component standardization in the target architecture. Component re-use
between multiple projects and solutions is important because it produces:

» Lower SW license costs because the same license can be used for multiple
solutions

» Lower administration and maintenance costs because fewer components
need to be managed and maintained

» Lower integration costs and faster integration

The target architecture contains the existing components (hardware and
software) and new components. The gap between the “as is” and the target (“to
be”) architectures generates a list of hardware and software components needed
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to establish the target architecture and the services needed for implementation,
support and skills transfer.

The list of hardware, software, and services can be associated with the project
roadmap with the following output:

» Hardware deployment plan: The timing for each hardware component to be
installed and operational

» Software deployment plan (roadmap): The software implementation schedule,
based on the project plan and software requirements for each project

» Resource deployment plan: The resource activity plan, based on hardware
and software implementation plans

For each project in the solution, and for the solution overall, the contract must
provide value to the business. Map the solution components to the function and
value of the project and business goals to provide a good model for justifying new
components and for measuring the value of them.

4.2.5 License and compliance management

70

License and compliance management provides:

» License Management: Real-time monitoring and reporting on license use by
an organization or segment of the organization

» Compliance Management: A comparison of licenses purchased with licenses
used enables you to understand which ones and how many licenses are still
available and if the organization is software-license compliant.

There are several tools available for monitoring software license use and
software compliance.

License and compliance management is extremely important in complex
software deployment projects. It enables you to be aware of software license
purchases and use. It also makes you aware of potential software license
substitutions, where applicable (see Appendix A, “The IBM Enterprise License
Agreement” on page 187).

Change management

Changes happen frequently when a deployment project is running. In long-term,
strategic projects, a multitude of changes can be expected. Changes to the
original project plan are needed because of changes in business priorities,
technologies, and other factors that were not considered or that changed. Each
change in project priority, scope, architecture, or plan can have multiple
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implications on overall project performance. Therefore, they must be identified
and managed to achieve the business goals as initially defined.

Change management can have a tremendous impact on software deployment
success. This includes changes in licensing needs (for example, a change in
project priority or architecture), resources and skills, and changes in the overall
project justification.

4.2.6 Addtional tools

Tools that IBM uses in planning and tracking software deployment projects are:

»

4.3 Tools

Enterprise architecture management
(http://www.ibm.com/software/rational/offerings/eam/)

— IBM Rational System Architect

Requirements management
(http://www.ibm.com/software/rational/offerings/irm/)

— IBM Rational Doors, IBM Rational Requisite pro

IT portfolio management
(http://www.ibm.com/software/rational/offerings/ppm/)
— |IBM Rational Focal Point™

— IBM Rational Insight

— |IBM Rational Asset Analyzer

Project management

— Rational Project Conductor™
— Rational Method Composer

Software license compliance

— IBM Tivoli License Manager
— IBM Tivoli Compliance Manager
— Change Management

This section discusses the tools that are available for systemically assisting you
in accelerating your software deployments. We encourage you to take advantage
of these tools and processes.

Our tools and procedures can be organized into five primary categories:

| 2

License and asset management tools
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Compliance management tools
Software product compatibility tools
Tools for managing software projects
Self-help tools

vyvyyy

Most organizations have a customized set of tools for managing projects and
monitoring deployment performance. It is not our goal to have only IBM products
in place to fulfill your tools requirements. It is more important that you recognize
any weaknesses in your tools strategies and take corrective action. To learn
more about any of the tools described in this chapter, contact your IBM software
sales representative or visit:

http://www.ibm.com

The overall goal of the tools discussed in this section is to help you to confidently
architect, install, and configure combinations of products in specific business
scenarios. These tools are our way of proactively making information available to
you that can assist you in avoiding problem management records and critical
situations.

4.3.1 Tools that facilitate software deployment management
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Experience confirms that portfolio, product, and project management solutions
transform the way organizations define and deliver value.

Portfolio, product, and project management software from IBM

It is helpful to teams to align software and product investments with business
objectives. It helps to improve predictability and product success, manage and
optimize project execution, and measure team performance and project results.

The portfolio, product, and project management solutions deliver the following
values. They:
» Continually prioritize investments, based on revenue potential, risk, and cost

» Gather and use stakeholder input to prioritize the most valued products,
applications, and projects

» Maintain clear visibility into performance across project, application, and
product life cycles

This concept is depicted graphically in Figure 4-6 on page 73.
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Figure 4-6 Values delivered by the IBM portfolio, product, and project management solutions

Other products in the category of portfolio, product, and project management
software are:

>

IBM Rational Focal Point

Offers the ability for you to evaluate investment scenarios to align product,
project, and application portfolio decisions with the overall business value.

IBM Rational Insight

Lets you measure, monitor, analyze, and trend your project and process
performance to make the best decisions for your business and for continual
process improvements.

IBM Rational Method Composer

Helps you to implement effective processes with a flexible process
management platform with tooling and the richest process library.

IBM Rational Project Conductor

Aids you in your goals to improve software and systems delivery with
streamlined, collaborative project and resource management.

IBM Rational Publishing Engine

Assists you in automating document generation from disparate applications
with a document generation solution that has built-in extractors.
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For further details about these tools, visit:

http://www-01.ibm.com/software/rational/offerings/ppm/.

An example of how IBM implemented the portfolio, program, and project
management end-to-end solution is shown in Figure 4-7.
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Figure 4-7 Depiction of how IBM implemented the portfolio, program, and project management solution

4.3.2 Tools that facilitate software deployment tracking
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For software deployment tracking, we offer the following tools.

License and asset management tools

In today’s business, no company can be profitable without taking care of IT
resources. IT is more than just a link in a production chain. For many companies,
it is the key factor that improves overall corporate revenue. Even the smallest
organization needs to set up an IT infrastructure for their business.

The larger an organization is, the more complex the IT infrastructure needs to be
to support business objectives. This infrastructure requires time and money for
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management and maintenance activities. In a large organization, a critical
business need is that you have a software solution that helps you to track assets
from financial, contractual, and physical perspectives. By having an integrated
view of your hardware and software assets, you enable the organization to plan
for hardware and software maintenance and upgrades, and to understand
exactly what resources are needed to support the business goals.

Typically, software assets are a key factor that is missing from asset
management. The primary focus of setting up an IT infrastructure is usually
related to software, not to hardware. Working with software products that are
running in a large infrastructure, including thousands of servers and desktops, is
not a trivial task. There are several benefits to using an enterprise solution to
accomplish this task. Several of these are that an enterprise-based solution
enables you to:

» Legally enforce license agreements of procured products
» Obtain information about the software that is actually used

» Strive for full utilization of procured products, paying for support only on those
products that are used

» Gather data for total cost of ownership analysis

Collecting information about the software products that are installed and used in
your IT infrastructure is the only way to achieve these benefits. To do this, an
explicitly designed system for asset and license management, along with
well-defined processes for using it, is necessary.

Taking control of software licenses

Software monitoring is the primary issue in software asset management. It is the
only way to know exactly what products are really needed, especially for large
environments. However, a solution for asset and license management is more
than just an inventory of software.

The real needs for asset management go far beyond a simple tool for tracking
software. You likely need to know if any of your departments are purchasing more
licenses than necessary because they do not know if the software is really
needed. Further, you need to know if this is exposing your company to the risk of
using software products in a noncompliant manner.

Taking control of your software licenses is just as important as tracking the life
cycle of hardware assets. A solution that tells you if you are overspending or
taking the risk of high penalties gives you an instrument to achieve these goals:

» Reduce the overall cost of software license management and compliance
monitoring
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» Produce the licensing data necessary to plan for license upgrades and
migrations

» Analyze the licensing data to determine if other options are more attractive

To attain these goals, your software procurement information must be properly
reconciled with software use and inventory data. Only by doing this is it possible
to tell whether you are paying more license fees than necessary or if you need
additional licenses to remove any compliance exposure.

IBM License Metric Tool

The IBM License Metric Tool helps Passport Advantage (see“License acquisition
and entitlement with Passport Advantage” on page 90), clients determine their
full and sub-capacity Processor Value Unit licensing requirements.

The IBM License Metric Tool is a product that helps to calculate the number of
Processor Value Units. The tool is available free of charge to Passport
Advantage and Passport Advantage Express customers. This includes
supported virtualized servers that are available to the Passport Advantage,
Processor Value Unit-based software. The IBM License Metric Tool enables you
to:

» Achieve and maintain compliance: Use the report function to help determine if
you have the correct number of Processor Value Unit license entitiements, in
both full and sub-capacity environments, for each Passport Advantage,
Processor Value Unit-based product installed. The license terms of the
Passport Advantage sub-capacity offerings require that reports from this tool
be created, verified, adjusted, signed, and saved.

» Support distributed server virtualization: Manage diversified workload
consolidations onto virtualized servers, using the partition-specific Processor
Value Unit-based software inventory reports.

» Lower liability risks: Reduce the risk of not meeting your Passport Advantage,
Processor Value Unit-based contractual licensing conditions and facing
unplanned license compliance payments.

» Track IBM Processor Value Unit-based software inventory: The tool maintains
a continuously updated inventory of where the Passport Advantage,
Processor Value Unit-based software assets are installed on your network.

» Obtain the IBM License Metric Tool free of charge: Passport Advantage and
Passport Advantage Express customers can order the IBM License Metric
Tool at no-charge, using Passport Advantage or Passport Advantage Express
and part number D561HLL.

» The IBM License Metric Tool is also useful for tracking the use of other types
of software in your organization. These include: freeware (free or low-cost
software with restricted use rights), open source software (modifiable source
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code that requires a software license), shareware (software generally used on
a trial basis), and non-IBM proprietary software.

For more information about the IBM License Metric Tool, visit:
» Getting Started with IBM License Metric Tool presentation:

ftp://public.dhe.ibm.com/software/tivoli/products/1icense-metric-too
1/Getting_Started_with_IBM_LicenseMetricTool.pdf

» Summary of Passport Advantage sub-capacity licensing requirements and
related offering documentation:

http://www-01.ibm.com/software/lotus/passportadvantage/subcaplicensi
ng.html

» IBM Passport Advantage Sub-capacity offerings license terms require that
reports from this tool are created, verified, adjusted, signed, and saved:

http://www-01.1ibm.com/software/lotus/passportadvantage/ibmlicensemet
rictool.html

IBM Enterprise Software Management Tool

The IBM Enterprise Software Management Tool is an innovative web solution
that is designed to help manage large, complex software license contracts
efficiently and effectively. The tool is a secure, online tool that is readily adaptable
to a variety of internal business processes. Because it is fully scalable, it is also
flexible enough to keep up with the rapid changes in business. The tool, which is
applicable to IBM software only, is a free service. With the same entry point for
both parties, the client and IBM have an up-to-date snapshot of the status of all of
your IBM license entitlements. It is the responsibility of the client to maintain the
database, or to provide access to the IBM client team. The data collection is
done manually.

Whenever you deploy, input, or update information, the Enterprise Software
Management tool automatically updates related data as well. This makes
up-to-date information available to you and IBM, simultaneously and in real time,
so there is no need for you or IBM to verify figures:

» Access to the Enterprise Software Management tool

Granting both parties easy access to the same information is central to the
smooth running of a contract. As an online tool, this program makes
information available to both parties. Each time an action is performed within
the tool, it automatically notifies the right people, using email, which adds an
extra degree of transparency to the management of software license
contracts.
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» The role of the Enterprise Software Management tool in software deployment

Each software deployment can be registered with the tool by the client, along
with details, such as the associated business unit. This assists both IBM and
the client in keeping the overview of deployed software current. Enterprise
Software Management tool reports can be generated, listing software
deployed and software not yet deployed.

» Benefits and how the Enterprise Software Management tool can save you
time and money

There are multiple benefits of the tool, such as:

— Productivity savings

— Less manually-intensive work in tracking licenses

— Provides 24X7 access to view entitled software using a secure portal

— Decreased administrative tasks, translating into more time for you to focus
on business

— Improved visibility
— Historical reporting
— Improves visibility to the terms and conditions of the contract

» The tool automatically updates the contract status and numbers of licenses,
as the data changes

» Eases software deployment planning
» Supports product substitution

For more information about the Enterprise Software Management tool, visit:

http://www-304.ibm.com/shop/americas/content/home/store IBMPublicUSA/en
_US/enterprise_software.html.

IBM Tivoli License Manager

The IBM Tivoli License Manager tool is an offering for managing software
licenses, including non-IBM licenses.

» The tool is a web-based solution that meets the challenge of supporting the
complex software asset management process. It provides software usage
metering, procurement management, license allocation, and compliance
support services, all on a variety of host platforms.

» This tool assists you in meeting software asset management objectives by
accomplishing, often silently, a number of tasks, including:

— Collecting information about installed products using Tivoli Common
Inventory Technology for scans
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— Identifying the start and stop of software products on all machines on
which the IBM Tivoli License Compliance Manager agent is running

— Providing reports that allow the comparison of installed, used, and
procured licenses to support procurement management activities

— Metering software usage for products that have no license definitions or
requirements

— Generating alerts that automatically inform administrators when license
usage reaches a predefined level

— Assigning a pool of licenses to users and machines with a
product-specific, context-driven quantity that defines the number of
software instances, either installed or in execution, for a specific product
for compliance checks

— Associating the information contained in contracts to license definitions

— Providing for the security of confidential information by maintaining
security profiles and by the encryption of data during transmission
between the components of the IBM Tivoli License Compliance Manager
(see“Tivoli License Compliance Manager ” on page 80)

— Establishing electronic entitlement for IBM software, using prefilled,
error-free IBM license terms and definitions

— Providing the capability for managing a complex product, made up of
several components or bundles, possibly installed on different systems

— Offering logical partitioning and virtualization support, using layer
abstraction, and based on partitioning and virtualization elements in the
virtualization stack

For more information, visit the License Compliance Manager product line web
site at:

http://www-01.ibm.com/software/tivoli/products/Ticense-mgrproductline/

Implementation best practices for IBM Tivoli License Manager (Redbooks
publication) are available at:

http://w3.itso.ibm.com/abstracts/sg247222.htm1

Compliance management tools

Compliance, corporate reporting, and auditing practices are now a critical issue
in an IT infrastructure. Given this, it is no surprise that an effective compliance
system is one of the best investments an organization can make. Organizations
need to ensure that their systems, and the software installed on their systems,
meet all of the current legal and regulatory requirements.
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Managing your compliance initiatives electronically provides for more proactive
risk management, decreased costs, increased public disclosure, productivity, and
a more effective way to ensure IT compliance with corporate policies and
regulatory requirements. Thus, to avoid surprises when an audit is done, use the
tools that can help. There are many tools on the market that take care of software
license compliance. IBM has the end-to-end solution.

For more information, visit:

http://www-01.ibm.com/software/tivoli/products/Ticense-mgr/.

Tivoli License Compliance Manager

The Tivoli License Compliance Manager helps manage software costs and
license compliance. This is an IBM tool for identifying software inventory,
measuring software use activity, and automatically linking complex license
entitlements, thus enabling IT to align software spending with business priorities.
Specifically, this tool:

» Helps IT proactively manage and verify increasingly complex software license
compliance tasks, and reduces unnecessary license fees by identifying
software inventory with low or no use activity

» Enables the monitoring of software use trends, therefore assisting you in
budgeting for software with a focus on optimal software migrations, changes
in licensing, data center consolidations, outsourcing and in-sourcing events,
mergers and acquisitions, and disaster recovery planning

» Facilitates in the preparation of contract negotiations by providing a complete
view of software deployed across the enterprise

» Helps generate cost savings by automating the manual data collection
process needed for license compliance audits, redundant software cost
control, contract negotiations, and budget planning

» Enhances the charge-back process by allocating expensive, low-use software
to the appropriate department

» Supports multiple operating systems, such as AIX®, HP-UX, i family, Linux,
Solaris (Sun Microsystems), and Windows

For more details, see IBM Tivoli Asset Management for IT Portfolio Overview at:
http://www.redbooks.ibm.com/abstracts/sg247376.htm1?0pen

4.3.3 Tools that facilitate software product compatibility
The IBM software product portfolio contains a broad array of products designed

to be used to construct scalable, robust solutions to complex problems. Given the
large software product portfolio at IBM, we are often asked how we can so
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quickly determine which products work together and what operating systems the
products support. The Software Product Compatibility Report is a new tool
designed to allow our clients to quickly and easily generate custom reports about
compatible IBM software combinations. The tool is available free of charge at:

http://publib.boulder.ibm.com/infocenter/prodguid/vir0/clarity/index.ht
ml

Using this tool, you can create reports about the compatibility of a product with
regard to supported operating systems, prerequisite software, and virtualization
environments. Additionally, you can use the tool to tailor graphical reports that
define the end of service dates for a set of products.

Each report contains a date-time stamp for the date and time the database for
the tool was last updated. The database is updated regularly to reflect
combinations that are currently supported. This tool was created to complement
existing InfoCenters (see, “IBM Product Information Centers” on page 134). The
support shown in the reports generated by this tool might require a specific
maintenance for the products.

Figure 4-8 on page 82 is a snapshot of the types of reports provided by this tool.
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Figure 4-8 The IBM Software Product Compatibility report tool provides multiple reports
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Operating system reports
Operating system reports are designed to answer customer questions regarding
product compatibility with a set of operating systems. This tool contains three
reports from which you can explore relationships from a product or operating
system perspective. The operating system reports are:

» Operating systems for a specific product
» Products that use a specific operating system
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» A matrix between specific products and a desired operating system

The Operating Systems for a Specific Product report generates a report from the
product perspective. In Figure 4-9, the user entered the partial product name,
“WebSphere Application,” clicked search, and selected the product and version
of interest from the search that product and version is compatible.
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Figure 4-9 Sample Operating System report

The second operating system report, Products that use a Specific Operating
System, is similar to the Operating Systems for a Specific Product report.
However, the report is generated from the perspective of the operating system,
by listing the products that use a specific operating system. To generate this
report, you select a platform, operating system, version, and hardware, with
results displaying as shown in Figure 4-10 on page 84.
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Figure 4-10 Selecting values for a report on Products that use a Specific Operating System

The third report, the Matrix Between Specific Products and the Desired
Operating System report, is designed to allow you to construct a report based on
a custom list of products and the operating system of interest. Here, enter the
products and operating system as depicted in Figure 4-9 on page 83 and

Figure 4-10. Certain IBM products contain components that are deployable to
servers, desktops, and agents or endpoints. As shown in Figure 4-9 on page 83,
you can list the products and the desired operating system compatibility details
for each deployment unit. Figure 4-10 captures the matrix report generated using
the products and operating system as sample input. The reports are designed to
allow you to determine what works together at a glance.

Prerequisite reports

Prerequisite reports are designed to answer questions about product
compatibility with a set of prerequisites. Similar to the Products that use a
Specific Operating System reports, this tool contains three reports about
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prerequisites. Here, you can explore prerequisite relationships from the product
or prerequisite perspective. Those three reports are:

» Prerequisites of a Specific Product
» Products that use a Specific Prerequisite
» Matrix Between Specific Products and Desired Prerequisites

For the Prerequisites of a Specific Product report, you locate the product and
version of interest. The report lists all of the prerequisite software products. You
can filter the list based on the capabilities provided. Mandatory capabilities are
product prerequisites. Optional capabilities are the elective, supported software
that is defined for the product.

The Products that use a Specific Prerequisite report lets you list all of the IBM
software that use or support a specific product. The tool generates a report
containing the software that uses or supports a specific product.

The Matrix Between Specific Products and the Desired Prerequisites report
allows you to construct a report based on a custom list of products and
prerequisites planned for use. In essence, customers use this report to
determine if a set of prerequisites will work with a set of specific products.
Figure 4-11 on page 86 shows the sample matrix between specific products and
a desired operating system.

The report output shows:

» Prerequisites support for each product
» Prerequisites that are not applicable for each product
» Prerequisites that do not support the each product
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Figure 4-11 Sample Matrix Between Specific Products and the Desired Operating System report
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Server virtualization environment reports

IBM established a set of virtualization environments that are supported across its
multi-platform product portfolio for servers. Virtualization environments consist of
the operating system and the virtualization technology. The Server Virtualization
Environment reports help clients in planning strategic deployment environments
for applications. Server Virtualization Environment reports answer questions
about product compatibility with a set of virtualization environments. Similar to
the operating system reports, this tool contains three reports about virtualization
environments, from which you can explore virtualization environment
relationships from the product or virtualization environment perspective. The
three reports are:

» Server Virtualization Environments Supporting a Product
» Products Supported by a Server Virtualization Environment

» Matrix Between Specific Product(s) and the Desired Server Virtualization
Environments

For the Server Virtualization Environments Supporting a Product report, you
enter the product name, click search, and select the product and version from the
search results. The tool generates the report, listing the compatible virtualization
environment for that product and version. In Figure 4-12 on page 88, the product
selected is DB2® Enterprise Server Edition. These reports are designed to allow
users to determine what works together at a glance.
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Figure 4-12 Selecting values for the Server Virtualization Environments Supporting a Product report
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The Products Supported by a server Virtualization Environment report lets you
determine which products are supported by a given server virtualization
environment.

End of service report for products

The End of Service Report for Products answers your questions about when

service will end for particular products. This report contains detailed information
about the available IBM Software Support Lifecycle Policies for a product set, so
that we can help customers realize the full value of their IBM software products.

Locate the products of interest using the search facility, select the product and

version from the search results, and set a desired starting quarter/year. A sample
report is shown in Figure 4-13 on page 89.
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Figure 4-13 Sample End of Service Report for Products

The End of Service Report for Products lists the service windows that are
officially announced by IBM and those that are estimated. Finally, the span of

time during which all products on your list are supported is also indicated as the
common service window.

Globalization report

In the interest of internationalization, you might want to know which languages
are supported by our products. See Figure 4-14 on page 90.
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Figure 4-14 The Globalization report describes the languages that are supported, by product

4.3.4 Self-help tools

Self-sufficiency is another software deployment best practice from IBM. IBM
focused a great deal of energy on providing you with the tools needed to be
self-sufficient. Most of this work occurred in the problem management and in the
software fulfillment space.

Problem management

IBM provides an extensive set of self-help tools for problem reporting,
management, and tracking.

For more information, visit:

http://www.ibm.com/support

License acquisition and entitlement with Passport Advantage

IBM offers two license acquisition and maintenance programs: Passport
Advantage and Passport Advantage Express. Passport Advantage is designed
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for larger enterprises. Passport Advantage Express is designed to meet the
needs of small or medium-sized businesses. Passport Advantage is the IBM
comprehensive software licensing and software maintenance program. It is a
global program, designed to save you money at every stage of your software
acquisition and use. Passport Advantage is the most flexible and cost-effective
way for you to reap the benefits of new releases of the latest technology and
technical support to keep your business up and running, plus obtain volume
pricing for significant software purchases. It can help to lower your acquisition
and administrative costs, facilitate migration to new platforms, boost productivity,
and increase profits.

For more information, visit the Passport Advantage Home at:

http://www-01.1ibm.com/software/support/pa.htm]

Software maintenance using Passport Advantage

IBM Software licenses purchased using Passport Advantage have an associated
S&S program that complements your IBM Software purchases. It includes both
product upgrades and technical support. It also fosters successful software
deployments. You can upgrade to new releases and new versions as the needs
of your business dictate. Our technical support team helps keep your users up
and running wherever they are in the world. This is our way of making sure you
are covered with the technical support you need and your way of getting an
increased return on your IBM investment of a total software solution.

For more information, see Chapter 7, “The value of maintaining IBM Software
Subscription and Support (S&S)” on page 143, or visit:
http://www.ibm.com/support

4.4 Software deployment accelerators

Accelerators can contribute to successful software deployment throughout the
entire software deployment life cycle. In this chapter we discuss the most
important accelerators that are readily available from IBM.

The accelerators discussed are:

» Programs that you can execute in collaboration with IBM to help plan,
understand, configure, or install software solutions. These programs are
usually performed as a service, but free of charge in most cases. The
following programs are discussed:

— 4.4.1, “Proof of Technology ” on page 92
— 4.4.2, “Client lab advocacy program” on page 94
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— 4.4.3, “IBM solution review” on page 97
— 4.4.4, “The software Accelerated Value Program ” on page 98
— 4.4.5, “Business and IT alignment” on page 101

» Tools that can assist you in software deployment, discussed in 4.3, “Tools” on
page 71.

» Guidances to help you in a better overall planning, design and architecture of
enterprise solutions and the role of software products therein. This is
discussed in 4.5, “Guidances” on page 104.

» Education helping you to plan, configure, install and use the software. See
6.1, “What this chapter is about” on page 130.

4.4.1 Proof of Technology

92

A Proof of Technology (PoT) is a hands-on workshop in which participants
execute a number of predefined scenarios that demonstrate the capabilities of a
product or suite of products. PoTs can be different in length, anywhere from
one-half to two days, depending on the product. More complex PoTs can be
longer. PoTs are free of charge to IBM clients and prospective clients.

When do you need a PoT

A PoT can be helpful in gaining a better understanding of the functionalities and
usability of a product. After having read product brochures and viewing
presentations and demos on a product, participating in a PoT is the next step.
PoTs are conducted by subject matter experts (SMEs), so they provide an
excellent opportunity to discuss complex technical issues related to the product,
specific to your organization.

Requesting a PoT

There are two ways to request and attend a PoT, talk with your IBM
representative or attend a prescheduled PoT. Select the method most convenient
for you.

Talk with your IBM representative

Inform your IBM representative of your interest in attending a PoT. Your IBM
representative will check the availability of PoT events and discuss with you how
and when to deliver the PoT.

Attend a prescheduled PoT
1. Go to the IBM Events page at:

https://www-950.1bm.com/events
2. View a list of event types, as shown in Figure 4-15 on page 93.
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Figure 4-15 The web page for IBM Events

3. Click a category of interest, for example, IBM General Business Events, to
display a list of available PoTs in that category. The designation “PoT” is
included in titles, where applicable.

The browser automatically detects your country. To select another country,
use the [change] link that displays at the top of all Event pages, including that
shown in Figure 4-15.

4. For the PoT of interest, follow the instructions to register or arrange for a
personal delivery of a PoT at your organization.

How PoTs are delivered

Prescheduled PoTs are typically conducted at any of the IBM Technical
Exploration Centers around the world. Most countries have an IBM Technical
Exploration Center. If you have a group that is interested in a particular PoT, we
can organize a PoT for delivery at your organization, depending on available
infrastructure and classrooms. In most cases, the required infrastructure consists
of workstations with VMware images of the required products. Occasionally,
connectivity with a mainframe host is used. More and more PoTs are executed in
“sandbox” format, using the terminal server concept. You can use the product,
hands-on, and consider how it will best be used your organization.
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The next step

PoTs follow common scenarios and highlight the most significant functions of the
solution. At the conclusion of the PoT, you will have a general understanding of
the functionality of the product. However, in most cases the PoT event will not
provide enough evidence that the product can address the issues specific to your
organization. The next step is a Proof of Concept (PoC) event, in which you
further explore the product specific to your environment.

A more extensive, Proof of Concept service engagement can be provided as a
risk mitigation tool. For details about PoC, fee-based engagements, see 4.4.2,
“Client lab advocacy program” on page 94.

4.4.2 Client lab advocacy program

94

The Client Lab Advocacy Program is a premium, post-sales relationship program
between selected clients, our product development organization, and select IBM
Business Partners. The objective of this program is to help you to extract the
maximum value from your software investment and explain our future plans. In
return, we gather feedback from you that can steer our development plans and
priorities.

The lab advocate provides information to you about our product futures and
serves as a connection point to our product development organization. This
program is currently offered for all of the IBM software brands, including
WebSphere, Lotus Information Management, Rational, and Tivoli.

The relationship sustained by the Client Lab Advocacy Program expands the lab
advocate's knowledge about your IT challenges and requirements. It also gives
you a voice in the development of our future products and increases your
knowledge of our long-term strategies.

How the program works

The Client Lab Advocacy Program is specifically designed for clients with whom
we have had a close, vested relationship over the previous 12 months. At the
beginning of the program, you are assigned a lab advocate for a key product in
your environment. The lab advocate typically works with your architecture,
design, solution, and delivery leads on new projects, best practices, migration,
and upgrade plans to extract the maximum value from your software investment.

The Client Lab Advocacy Program is in effect for one year. Renewals for
additional one year terms require renewal of product licenses and a renewal of
the agreement to participate.
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Lab advocate

The lab advocate works with the IBM account team and acts as a direct link
between you and the IBM software development organization. The advocate
provides us with perspectives from your organization by focusing on
understanding your business, IT installations, your needs and expectations, and
the use of our products and solutions to ensure high client satisfaction. Lab
advocates provide insight into future development plans, address product
questions and concerns, and ensure that you are utilizing the capabilities of IBM
software products to manage and grow your business today and in the future. By
being knowledgeable about your IT structure and business needs, the advocate,
in turn, feeds your key client requirements directly into development for
consideration. Multiple advocates can be assigned to a client, based on the
scope of the client’s business needs.

Qualifications of the lab advocate

Those who serve as lab advocates are fairly senior members of IBM who are
highly skilled in their area of expertise. Typically, a lab advocate has stellar
business qualities:

» Is viewed as a leader and team player in an area of expertise
Has a rich mix of technical skills

Possesses the desire to work with a top IBM client

Is resourceful and responsive

>
>
>
» Has excellent communication skills

Goals of the lab advocate
The goals of the lab advocate are multi-faceted:

» Enhance your knowledge of the IBM offerings and long-range strategies, our
partnership capabilities, and how we can help your business grow

» Be proactive in broadening their understanding of your environment,
requirements, and challenges

» Assist the IBM account team in clarifying your key requirements to our
technical community

» Develop a long-lasting relationship with you, resulting in greater trust and
openness between you and IBM

» Communicate regularly with you and the IBM account team

Role of the lab advocate

An advocate has extensive product knowledge and is committed to promoting a
successful relationship between you and IBM. They engage with you and the
IBM client team to provide assistance and serve as an information resource.
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The advocate is committed to:
» Actively engaging with your team for short-term and long-term account plans

» Understanding your environment in terms of topology and applications, and in
future goals and directions

» Participating in briefings on trends and directions

» Providing assistance with migration, architecture, performance, and
configuration

» Exchanging information with the IBM lab and client team and validating
requirements and solutions

» Determining, with the IBM client team, the appropriateness of
teleconferences and on-site visits with the client

The role of the advocate does not include serving as:
» A remote software engineer

» An alternative to IBM fee-based service offerings
» A critical situation manager

» A requirements solicitor, although the lab advocate provides input to the IBM
development organization, based on your feedback

» A pre-sales support offering

Inner circle program

The Inner Circle Program is a specialized program offered by the WebSphere
brand. It is a two-year program, based on a close, vested business relationship
over the previous 12 months. This program provides you with an IBM executive
advocate, a lab advocate, and an invitation for three persons from your
organization to attend the private WebSphere Inner Circle at the Annual Impact
Conference.

In this program, your Inner Circle executive advocate maintains a long-term
relationship with a member of your IT leadership team. The executive advocate
meets with and discusses client projects and issues, shares broader IBM and
WebSphere plans and strategies, and can serve as a connection between the
IBM and WebSphere development and business executive teams.

In addition to the executive advocate, one or more technical Inner Circle lab
advocates are assigned for the key WebSphere products in your environment.
Lab advocates typically work with client architecture, design, and solution and
delivery leads on new projects, best practices, migration, and upgrade plans to
help you extract the maximum value from your investment. Technical Inner Circle
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lab advocates can provide information about product futures and are a
connection point to the WebSphere development laboratories.

As a participant in the Inner Circle Program, you are also invited to participate in
the Annual Inner Circle Conference event and other Inner Circle update calls and
briefings throughout the year.

When the two-year program is concluded, a renewal for an additional two years
requires an additional license purchase and a renewal of the agreement to
participate.

4.4.3 IBM solution review

IBM has several processes in place to improve project success based on IBM
technology. The Solution Review is one of these. Also known as the Technical
and Delivery Assessment, the Solution Review is available for:

» Hardware configuration and architecture reviews
» Software configuration and architecture reviews
» Services scope of work and project plan reviews

Complex projects can require a combination of these reviews, including
dependencies between them. For these projects, we provide an Integrated
Technical Review. This is undertaken when highly complex issues, such as
cross-brand and cross-geographies, require a project-wide, holistic view. (For
more information about the Integrated Technical Review, contact your IBM
representative.)

The introduction of the Solution Review came about to minimize technical risks
for projects that we prepare or, when applicable, that are prepared by IBM
Business Partners or Systems Integrators using IBM technology. Typically, we
suggest that a Solution Review take place when additional IBM products are
added to an existing IBM product portfolio, or when a purchase represents a
substantial change to your environment.

The focus of the solution review
We prepare a Solution Review for your deployment project with a focus on
identifying:

» Solution architecture inhibitors
» The solution and solution implementation risks
» A risk mitigation plan

Each of these topics is evaluated by your IBM architect or specialist, the solution
design team, and the Solution Reviewer. With input from these professionals, the
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Solution Review provides valuable information for deploying your software
successfully.

The process

The process of defining a Solution Review begins with a Solution Design and
contains several check points to identify risks early on in the design process for
quality risk mitigation. By following the guidance of the Solution Review, you can
be confident that the software can be deployed consistent with your
requirements.

Further, the Solution Review process can be complemented by a Readiness Plan
that addresses implementation and operations risks of the project. For details of
the Readiness Plan, see 2.3.2, “Readiness plan” on page 29. We can also
include a determination of whether your project teams have adequate plans in
place, in the case of unidentified implementation risks occurring.

For cases for which your solution has been designed by an IBM Business Partner
or Systems Integrator, the partner or integrator will likely follow their own Solution
Review and Design Review processes. If needed, IBM can provide the Solution
Review to the Business Partner or Systems Integrator for you.

Additional information
For additional information, consult:

» Your IBM representative for information about the Solution Review process for
Business Partners and System Integrators applicable in your country

» Your Business Partner or Systems Integrator directly for more information
about their Solution Review process and Solution Design documentation

» Your IBM representative for more information about IBM Solution Review
offerings

4.4.4 The software Accelerated Value Program
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The mission of the software Accelerated Value Program is to unlock the value of
your IBM software investment by delivering enhanced technical advisory
offerings that maximize your Return On Investment (ROI). This offering applies to
the IBM software product families, including Business Analytics, Information
Management, Industry Solutions, Lotus, Rational, Tivoli, and WebSphere.

For further details about Accelerated Value Program, visit:

http://www-01.1ibm.com/software/support/acceleratedvalue/productfamily.h
tml
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Participating in the Accelerated Value Program is a proactive way of building a
trusted, long-term partnership with your IBM experts. It provides you with a single
point of contact, access to technical experts, knowledge-sharing activities,
standard processes, best practices, and more, to provide continuous growth for
your organization.

The Accelerated Value Program provides a level of IBM middleware support that
is significantly greater than standard technical support arrangements. Our staff is
dedicated to you as the customer. Proactive and reactive services are provided,
and Accelerated Value Program teams coordinate the availability of all IBM
resources.

Benefits of the Accelerated Value Program

Our program gives you time to address your business needs because it focuses
on your IT environment by delivering proactive support, knowledge and skill
sharing problem management, and much more.

Proactive support
We deliver real support in the areas of:

» Planning, upgrades, and migration

» Potential problem identification and prevention
» Early notification of potential critical situations
» Best practices sharing

» The Accelerated Value Program, which builds upon the support offered by the
IBM Subscription and Support (S&S) program

Knowledge and skill sharing
We offer the technical knowledge to improve your business in the areas of:

» On-site technical activities, such as discussions led by IBM engineers on
specific subjects, technologies, and skill areas

» Staff coaching, workshops, and guidance
» Invitations to remote briefings, summits, and seminars
» Technical conference calls delivered by IBM SMEs

» Access to the Accelerated Value Program dedicated and customizable web
portal:

http://www.ibm.com/software/support
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Problem management
We provide assistance in managing problems when they arise in the areas of:

» Emergency on-site assistance

» Priority call handling and assignment of problem management records to
technically senior analysts

» Assistance in coordinating technical issue solutions

» Reporting on support issues and trends

» Escalation management

» Single point of contact for most technical issues, without regard to brand

Operational and technical guidance

Our areas of expertise include research on interoperability, architecture, and
performance, in addition to guidance on installation, configuration, and trend
analysis.

Best practices

We learn about your IT environment, infrastructure, and people. Then, we help
you to avoid known software defects and provide recommendations to help avoid
known issues.

Productivity enhancement

Assistance with problem management, including priority escalation, reporting on
support issues, and personalized trend analysis.

Your single point of contact

The Accelerated Value Program provides an Accelerated Value Leader as your
single point of contact. The Accelerated Value Leader provides strategic advice
and assists you with projects in your software infrastructure. That person also
follows up with your problem management records, globally, and provides regular
updates.

Your Accelerated Value Leader can be assisted by one or more brand-focused,
Accelerated Value Specialists. An Accelerated Value Specialist is assigned to a
specific area of technology and provides direct support and assistance with
technical questions from you and your field staff.

Why choose the Accelerated Value Program

The Accelerated Value Program helps our clients to achieve a faster
time-to-value and a lower total cost of ownership. It provides an overall faster
time to problem resolution, and proactive assistance with problem prevention. In
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line with one of the goals that we have at IBM, participation in the program
promotes a lasting partnership between IBM and you.

For more information

Learn why our clients continue to choose this program. A case study from one of
our clients is documented in the article, Value Proposition for IBM Software
Accelerated Value Program: Quantifying the Cost/Benefit Case from the
International Technology Group. This article is located at:

http://w3.ibm.com/software/x1/portal/content?synKey=D467264L67453V27
More about the key features of the world-class, enterprise-level support available
through the IBM Software Accelerated Value Program is located at:

» http://www-01.1ibm.com/software/support/acceleratedvalue/av_enterprise.
htm1

» http://www.ibm.com/software/support/acceleratedvalue

4.4.5 Business and IT alignment

Business and IT Alignment is an IBM offering for a client and IBM joint IT
development plan. It is based on The Open Group Architecture Framework
enterprise architecture methodology and provides identification of IT projects and
an IT project roadmap.

At the end of the Business and IT Alignment engagement, the client will be able
to answer the following questions:

» How ready is my IT Environment* to face the business initiatives driven by our
strategy?

» What is the IBM suggested future IT architecture?

» What is the roadmap for advancing from the current architecture to the future
architecture?

» What are the next steps?

Figure 4-16 on page 102 depicts some of these considerations.
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Business and IT Alignment, illustrated in Figure 4-17 on page 103, provides a
value both to you as the client and to IBM. It is a structured approach for maturity
assessment in different domains, from the architecture to process and
organization perspectives, and provides an excellent base for defining project
priorities and your project roadmap. This information helps vendors, such as IBM,
to better understand when, where, and how IBM can support you, which reflects
on the quality of support you can expect from IBM. You can also expect IBM
resource planning will assure that the right resources with the right skills are
available when you need them.

The methodology of this assessment usually takes approximately six-to-eight
weeks and has four distinct stages:

» Architectural evaluation

» Business initiatives analysis
» Gap analysis

» Roadmap elaboration
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Figure 4-17 Business and IT alignment

The architectural evaluation is based on a comparative analysis of the client’s
architecture with two reference models:

» Enterprise architecture
» Industry reference architecture

The second stage of this methodology includes an analysis of the technical
requirements within the context of current and future business initiatives.

The third stage combines the two initial stages to perform a gap analysis that
establishes priorities, business value against gap reduction, and capabilities
requirements.

Finally, a roadmap is performed to present a series of actions with the objective
of reducing architectural gaps and maximizing the business value obtained from
IT.
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Workshop preparation is important for an efficient workshop delivery. There are a
lot of workshop preparation activities in which the client and IBM are involved,
such as:

» Agreement among all parties about the goal, dates, and locations of
workshops and the final presentation

» Obtaining commitment from the crucial persons to participate in the workshop

» The client performing basic data collection for use at the workshop and for
initial analysis by a Business and IT Alignment expert

To achieve the best results from the interviews, it is important to have enough
preparation time. This phase usually takes two-to-three weeks.

A final presentation is made to all client stakeholders who participated in the
engagement, including the proposed action plan. The purpose of the final
presentation workshop is to agree on an action plan and the next steps.

The following list contains typical deliverables:

Main conclusions (one or two main sentences)

A prioritized list of the main IT gaps that impact your business initiatives
A brief explanation of our reasoning

A prioritized list of recommendations

The proposed Project Roadmap and next steps

vyvyyvyyvyy

4.5 Guidances

This section discusses the following two solutions:

» Frameworks, models, and other reusable assets
» IBM Global Solution Centers

4.5.1 Frameworks, models, and other reusable assets

One of the accelerators that benefits software deployment is reusable assets.
Examples of these are frameworks, components, and various types of models.
Ideally these reusable assets are industry-specific and built up over time using
experience in the industry.

IBM Industry Frameworks is a set of frameworks that combines the unmatched
capabilities of IBM software with industry-specific solution assets and best
practices that are configured to meet the unique challenges and business needs
of an industry.
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Each framework provides IBM market-leading middleware capabilities in an
industry context, while creating an agile foundation for future growth. IBM
Industry Frameworks is the primary software platform for IBM Industry Solutions,
accelerating time-to-value and payback and simultaneously lowering project cost
and risk.

The main benefits of the IBM Industry Frameworks are:

» Speed of implementation with repeatable architectural patterns and
accelerators

» Flexibility to progressively transform to a simplified architecture, one project at
atime

» Choice of how to get started and who to partner with for business capabilities

» Cost reduction through the re-use of services and assets and through faster
implementation

» Alignment of business and IT priorities for more effective results from solution
implementation

IBM Industry Frameworks exist for almost all industries:

Banking

Chemical and petroleum
Electronics, automotive and aerospace and defense
Energy and utilities
Government

Healthcare and life sciences
Financial markets

Insurance

Media and entertainment
Retail and consumer products
Travel and transportation
Telecommunications

VVYVYYVYYYVYVYVYVYYVYY

The extent and exact content of each framework varies by industry. Let us see
what the IBM Industry Framework looks like for the banking industry.

Framework example: Banking

The IBM Banking Industry Framework provides a banking-specific software
platform for deploying solutions for customer care and insight, integrated risk
management, payments and securities, and core banking transformation. It
provides industry-specific software extensions, solution accelerators, and best
practices to speed the deployment of smart banking solutions at reduced cost
and risk. The framework supports open and industry standards. In addition,
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applications provided by an ecosystem of framework partners are optimized for
the framework middleware.

Customers can get started with a frameworks approach with a project that
leverages components of the framework. Over time, project-by-project,
customers can move to a simplified, more strategic technology infrastructure to
support the changing needs of their business. With each project, customers can
realize a return on investment in a short payback period. The frameworks
approach supports a practical, progressive approach to transformation.

Figure 4-7 on page 74 provides an overview of all the assets and asset types that
are available for the banking industry.
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Figure 4-18 Assets and asset types in the banking framework

106  Value Realization from Efficient Software Deployment




IBM Industry Frameworks accelerates software deployment

As depicted in Figure 4-18 on page 106, a framework provides guidance in
implementing complex solutions, for example, solution templates and the
methodology guide you in taking the right steps in designing your new solution
architecture and the underlying software architecture. It is here where
frameworks can really help in software deployment.

Applying a framework, such as the IBM Industry Framework for banking,
ultimately tells you which software products you will need for a given solution
design. This is the primary and direct benefit of using an IBM Industry
Framework for software deployment.

4.5.2 IBM Global Solution Centers

IBM is instrumental in bridging the gap between business challenges and the
deployment of innovative technologies across industries. At our Industry Solution
Centers (such as the Global Solution Centers, the IBM Forum La Gaude,
Industry and Solution Centers, and Executive Briefing Centers), we discuss and
demonstrate several of our methods for integrating high-value industry solutions.

At our Industry Solution Centers, we exhibit several of our solutions to clients and
prospective clients. Over time, we have fine-tuned these solutions to produce
more efficient results and for applicability to other environments. The Industry
Solution Centers are our way of showcasing that these solutions have met some
of the toughest business needs among a wide range of industries. Figure 4-19 on
page 108 shows an example of an Industry Solution Center framework.
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Figure 4-19 Framework of the IBM Industry Solution Center

All client Centers worldwide can be identified within their Center category group.
The Client Center category groups are:

» Executive Briefing Centers

Executive Briefing Centers offer sales organizations a powerful tool to help
shorten the sales cycle, grow opportunities, and close deals. Briefings are
customized to sales objectives. SMEs provide expertise in product, brand,
and services.

» Industry and Business Solution Centers

Industry and Solution Centers are a broad spectrum of Centers that provide
sales support to IBM client teams from early in the sales cycle to delivery,
including demos, workshops, Proofs of Concept (PoCs), etc. These Centers
offer expertise and capabilities in industry-specific solutions, cross-industry
solutions, or both.
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» Technology Centers

Technology Centers offer another way to showcase our worldwide Systems
and Technology Group SMEs, their technology leadership, and that of our
partners in support of the Systems and Technology Group and overall IBM
portfolio. These worldwide Systems and Technology Group Client Centers
provide access to globally available, large-scale physical infrastructure
allowing clients, business partners, and independent software vendors to
experience, first hand, how IBM solutions and technologies can add value to
their business. A staff of technical professionals, with field and lab experience,
provide thought leadership to address a particular business need or
challenge, along with the value of our key strategic initiatives, such as
Dynamic Infrastructure®, Smart Analytics and cloud computing.

Technology Centers provide global support for all IBM hardware and software
products. They architect and design, prove and measure, and validate and
review solutions, based on industry requirements, while highlighting IBM
technology.

» Worldwide Design Centers

Our worldwide Design Centers are state-of-the-art facilities where certified IT
architects and specialists work with clients and Business Partners to analyze,
assess, and design IT infrastructure solutions.

For details, email design@us.ibm.com or visit
http://www.ibm.com/systems/services/designcenter.

» Business Partner Centers

Business Partner Centers are owned by either IBM or an IBM Business
Partner.

IBM-owned Centers provide your Business Partners with customized
assistance to help build solutions, grow cutting-edge skills, and explore the
latest open standards-based and open source technologies. IBM-owned
Centers also provide Business Partners with access to IBM technical,
marketing, and sales experts, worldwide.

Business Partner-owned Centers offer a consultative approach to solution
selling and strategic initiatives. These Centers focus on cross-selling to
increase the clothing rate for hardware, software, and services.

» IBM Marketing and Conference Centers

Design, build, and operate an innovative and compelling IBM event and
collaboration experience, for clients and partners with distinct competencies,
to be run in the client or partner proximity.
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» IBM Forum Centers

IBM Forum Centers provide executive-level conference facilities. Experiential
solution demonstrations, supported by marketing messaging, and a dedicated
staff for logistical, IT/AV, and event management support. This ensures a
superior client experience. IBM Forum Centers can be multi-purpose or
multi-mission, or for single- and multi-client and Business Partner events.

» IBM Forum Conference Centers

Host executive-level conferences, including single- and multi-client and
Business Partner events at the IBM Forum Conference Centers. Marketing
messaging and dedicated logistical, IT/AV and event management support
ensure a superior client experience.

Figure 4-20 shows a sample of several solutions deployed in our Industry
Solution Centers.
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Figure 4-20 Grouped categories at IBM Industry Solution Centers
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4.6 Conclusion

Make use of these centers that showcase the best solutions. Use them to receive
guidance about architecture solutions for your unique business challenges. Then,
consider an architecture workshop at one of our IBM Design Centers. To visit an
IBM Industry Solution Center, contact your IBM representative.
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5.1 What this chapter is about

We discussed the challenges of realizing value from your software purchase in
Chapter 1., “Software deployment perspectives and challenges” on page 1 of this
publication. We discussed challenges in several categories, including ownership,
organizational, and technical challenges. As a whole, this book addresses the
best practices, recommended methods, and considerations that can help to
address these challenges.

In certain instances, your internal IT organization might not have the required
skills or experience to deploy your new software. Or, they might need additional
capacity or support to ensure that the new software is not only used, but that it
provides the most business value.

More specifically, many IBM services are designed to overcome situations, such
as:

» The project team does not understand the business value of a given product
or solution

» There is not enough knowledge about a product to deploy it successfully

» Deployment skills for the current software product are lacking and so, even
though the value of the software is understood, training is necessary to avoid
serious delays in the project

» A product does not perform or scale (or it is believed that this is the case)

» There is no bandwidth for people to deploy the software or manage the
deployment of software

» Rapid deployment and quick wins are required that demand using prior
experience and patterns of use from the vendor

This chapter is not intended to be an exhaustive list of the offerings available
from IBM services organizations, but it does highlight a few specific examples of
our services offerings that can address these needs, and that have been
designed to address the objective of getting value from your software. See
Appendix C., “Services offerings” on page 203 for a list of more relevant services
offerings. Speak with your IBM representative about any of these services
offerings.

5.2 Why you need services

In 1.4.1, “Approaches to value realization” on page 8, we outline the approaches
to value realization from your purchased software. In that chapter, we discussed
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that the value of software can be measured by price alone, by its level of use, or,
at best, by measuring the business impact of the project for which the software is
used. In most cases, software is of little value unless it is deployed and used.

The deployment of purchased software might be delayed, or not take place at all,
if the skills and resource levels required are not applied appropriately. Chapter 1,
“Software deployment perspectives and challenges” on page 1 also discusses a
number of factors that can inhibit the value of purchased software. Some of these
factors can be overcome by engaging the specialized services of IBM or an IBM
Business Partner. The following list contains several of these factors:

» The project team is unsure if the software addresses the true business needs
and whether it has the functionalities that are of value. The team might need
more knowledge about the product and how its functionalities can benefit the
project. Occasionally, this lack of knowledge results in highly functional
software that is not deployed. One solution is to seek the services of IBM to
demonstrate the software functionalities to your team.

» The necessary skills are not available within the organization to efficiently
deploy the software. Although the value and functionality of the product might
be clearly understood, a lack of technical skills in software deployment can
delay the project significantly. One solution is to train employees in installing
and configuring the software. Another solution is to bring in IBM to provide
this service. It is also possible that obtaining skills for the chosen solution is
difficult in your local region, so using the global resource pool from IBM or a
remote provision of skills might be appropriate.

» Deployment and configuration of the software are successful. Still, the
product is not used for its intended purpose. Perhaps there is a need for
additional training to take full advantage of product functionalities. Users need
to know how to use the software properly and efficiently. Especially for
newly-available software products, this requires education and experience.
One solution is to provide adequate time for training to encourage a comfort
level with the product. An adjunct to this solution is to hire experts to begin
building the first solution during this time of training and initial experience.

» When software products are tested for the first time for scalability and
performance, results can be disappointing. Many times, this is due to
insufficient tuning or incorrect calculations of expected workload and system
use. If not addressed promptly and properly, this can impact the value
realized from the software and the success of projects as a whole. One
solution is to engage, early on, the services that will assist in creating proper
environment sizing and performing capacity planning. The goal is to ensure
that service level agreements (SLAs) can be met. Advanced and proactive
support services from IBM are used by our clients to address these issues,
both during implementation and for the ongoing use of the solution.
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» There are no resources available in the organization to perform software
deployment-related activities. These activities can include anything from
planning to software installation and governing and driving the projects that
are associated with the software. There might not be an ongoing need for
these skills in your organization. Here, it might be appropriate to use the
expertise of IBM or one of our IBM Business Partners for the current project
only.

» Many business projects that use new software require quick, positive results,
or “quick wins,” to establish the value of the software to the organization.
Rapid deployment and quick wins often require the use of prior experience
and patterns of use from the vendor. The IBM “Quick Start” and accelerated
software implementation services can help. We do this by, for example,
initiating the first phase of the project quickly (thereby demonstrating product
value to shareholders).

Our most successful clients frequently engage IBM services to augment their
local expertise or to accelerate the implementation and time-to-value. IBM
services professionals know their products and can begin planning,
implementing, and integrating solutions quickly. They can also be helpful in
transferring skills to your staff, reducing the time needed to reach self-sufficiency.

Contemporary business projects and IT solutions are often a complex
architecture of products that integrate with your environment to deliver business
value. This type of software implementation is not normally self-installing,
self-calibrating, nor self-maintaining. The most efficient use of your resources is
to allow the IBM client team to provide guidance in integrating new software or
technologies into your environment.

5.3 Types of valuable IBM services for software
deployment

IBM has extensive services capabilities, which we provide a comprehensive list
of in Appendix C, “Services offerings” on page 203. Of these, we offer a subset of
services that are directly associated with obtaining value from your purchased
software. These include:

» Advanced support services: These services are targeted to minimize
disruption from the implementation and operation of the software, two
components that are critical in realizing software value. When you engage
IBM for these services, we provide:

— On-site, proactive support of your associated products and processes

116  Value Realization from Efficient Software Deployment



— Critical performance reviews and tuning to meet your systems goals,
diagnostic assessments, and health checks, all of which enable ongoing,
smooth operations

One of the services in this category, the Accelerated Value Program (see
4.4.4, “The software Accelerated Value Program ” on page 98), is highly
recommended as a best practice towards getting value from your software.
Services in this category are available primarily from the IBM Software
Services and Global Technology Services organizations (see 5.5, “Services
organizations” on page 125).

Education services: IBM offers a comprehensive portfolio of technical training
and education services. These services are designed to ensure that you
acquire, maintain, and optimize the skills needed to realize software value.
Appendix C, “Services offerings” on page 203 is dedicated to this important
services category, and explains our range of free and paid offerings to help
you with building critical skills. Services in this category are available primarily
from the IBM Software Services and Global Technology Services
organizations (see 5.5, “Services organizations” on page 125).

Accelerated deployment of products and solution sets: A great way to quickly
realize the value of software is to implement a first phase deployment with
one of our “Quick Start” or “Rapid Deployment Service” offerings and
methodologies. These can be helpful when local access to software skill
resources is limited, as certain offerings are largely remote. More information
about these offerings can be found in 5.4, “Services offerings specific to
software deployment” on page 118. Services in this category are available
primarily from the IBM Software Services and Global Technology Services
organizations (see 5.5, “Services organizations” on page 125).

Solution design services: It is well understood that gaining value from
software is no accident. Key solution design services, such as project
scoping, architecture and design planning, and reviews, Deployment
Readiness Assessments, application reviews, and migration assessments,
are key factors in making the IT solution fit the business need. The services in
this category are customized to your needs, and are available primarily from
our Global Business Services®, IBM Software Services, and Global
Technology Services organizations (see 5.5, “Services organizations” on
page 125).

Services of an IBM enterprise deployment manager or deployment architect:
There is a growing use of longer term enterprise license agreements and
longer term integrator led projects to implement software and business
transformation together as one project. For this, IBM has developed offerings
aimed at maintaining software vendor dedication to the success of the
deployment. A discussion of the “IBM enterprise deployment manager” on
page 25 describes this role. Many of our successful enterprise license
agreement software customers keep these resources, for example, an IBM
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enterprise deployment manager or deployment architect, from IBM Software
Services. This is to maintain a sustained focus on getting value from the
enterprise license agreement. These services are primarily available from the
IBM Software Services team (see 5.5, “Services organizations” on page 125).
Occasionally, these services are available as part of the Accelerated Value
Program (see 4.4.4, “The software Accelerated Value Program ” on page 98).

Implementation services: This category covers the technical skills needed to
deliver traditional services, such as software installation, configuration, and
customization. Vendor resources can often add value to your team with their
direct, current product knowledge and their access to the IBM network of
experience. Services in this category are available primarily from the IBM
Software Services and Global Technology Services groups, or part of Global
Business Services’ systems integration engagements (see 5.5, “Services
organizations” on page 125).

Consultancy and integration services: In the context of a large business
transformation project, a world class system integrator and business
consulting services firm might be required to take overall control. The scope
of this book is not to address program management of this scale, but we
acknowledge here the importance of quality business consulting and
integration skills in the implementation of your software. These services are
provided by Global Business Services (see 5.5, “Services organizations” on
page 125). More information about the capabilities of Global Business
Services is located in Appendix C, “Services offerings” on page 203.

5.4 Services offerings specific to software deployment

With the IBM extensive range of services offerings, we want you to be aware of
those that are most significant for deployment projects. We highlight the
Accelerated Value Program, deployment resources, and the Rapid Deployment
Service here, and accentuate these with a case study.

5.4.1 Accelerated Value Program and deployment management case

study

A great example of the value of IBM Services offerings is demonstrated by a
real-life, single case study, involving an organization we will call JDM. JDM took
advantage of the Accelerated Value Program offering for software deployment
needs. (For an overview of this program, see 4.4.4, “The software Accelerated
Value Program ” on page 98.)
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Business context

JDM is a major user of IBM mainframe and IBM middleware software. The
increase in mainframe use is due to a number of factors, including the global
financial crisis, which increased the demand on JDM services.

JDM recently completed the first phase of an IT Next Generation program. This
program represented a more than five-year commitment to improving service
delivery by providing technology to support self-service options. JDM elected to
acquire and deploy WebSphere and Rational software to deliver the major
functionality of the IT Next Generation program.

The IT Next Generation program improves JDM’s technical system foundations,
including:

» Infrastructure that will allow the introduction of a wide range of self-service
options, reducing the need for over-the-counter services

» Improving internal and external security and access to systems
» Removing stresses to increase system availability

» Enhancing hardware and software to support data exchange, third party
transactions, and stability of systems

» Upgrading connectivity, platforms, and systems to support faster and
increased capability

To-date, the IT Next Generation program has moved into phase 2, supporting the
next steps in their business transformation journey.

IBM offerings used

JDM engaged IBM services for implementation assistance, taking advantage of
an extensive list of IBM products over the five-year span of the project. These
products included:

» Establishment of a Rational application development environment

» Establishment of a WebSphere and WebSphere Portal infrastructure
» Development of J2EE applications for access through the web

» Deployment of an internal staff portal

» Deployment of an external customer portal, including authentication using
IBM Tivoli Federated ldentity Manager

» Implementation of DataPower® boxes
» Deployment of other portals
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» Deployment of IBM WebSphere Process Server and IBM FileNet® Business
Process Manager (BPM) for scanned documents, for the development of a
claim processing function

» Implementation of Cognos®

» Expansion of IBM WebSphere Process Server and IBM FileNet BPM to
support more processing claim types

» Implement monitoring by IBM Tivoli to monitor IBM WebSphere, IBM
WebSphere Portal and IBM WebSphere Process Server environments

To deliver this capability, JDM engaged in an IBM enterprise agreement, and a
number of service offerings were specified:

» IBM Software Group services: to assist in the deployment of new and
enhanced technologies

» IBM Gilobal Business Services: for application infrastructure and development
activities

» IBM Global Technology Services: for mainframe-related infrastructure
activities

» An extensive Accelerated Value Program for proactive software management
that can include up to six IBM resources, supplemented with a number of field
service engineer days

» JDM also engaged a full-time enterprise deployment architect and an IBM
enterprise deployment manager

Value gained

JDM regularly presents at IBM customer conferences and events, describing
how the offerings from the IBM software and services groups helped them to
achieve their goals and objectives. JDM often recognized the value that the
Accelerated Value Program and an IBM enterprise deployment manager brought
to their organization. These resources helped JDM to demonstrate a high level of
deployment of purchased software and a high rate of return on business projects.

Since approximately 2002 when JDM purchased the Accelerated Value Program,
this program has been a key service. As JDM’s belief in the value of the program
grew, their service from IBM grew from one person to six persons.

The IBM enterprise deployment manager and IBM enterprise deployment
architect roles were originally intended as short-term agreements. JDM values
the direct focus these roles provided in realizing value from the enterprise license
agreement, and these roles continued as part of the enterprise license
agreement since 2002. These roles also ensured a minimal need for license
compliance reviews or audits because IBM enterprise deployment managers
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have full visibility and an agreed tracking process with JDM for all license use,
with a focus on ensuring value to the client for every piece of software they
maintain. JDM states the value proposition of the Accelerated Value Program as
that it:

» Helps manage existing deployments with the proactive management of
support calls

» Offers advice about strategic direction in the Accelerated Value Program team
product specialty areas

» Provides a flexible model to obtain key technical resources, when needed, in
periods of high demand

5.4.2 Rapid Deployment Services: A new approach to getting your
deployment kick-started

Rapid Deployment Services is a new services offering that is designed to kick
start software deployment. The Rapid Deployment Services difference is that it
utilizes:

» A library of previously built solutions for specific software combinations

» A Central Delivery Team that develops the installation packages off site for the
client’s environment

» A cloud-based test environment to ensure quality before on-site, production
installation

In a traditional, labor-based service delivery model, middleware deployment is
dependent on each individual SME to install, configure, and test their individual
component, brought together for integration and testing as part of the project
whole. This often follows a pattern of inserting disks, installing software,
configuring software, addressing issues and failures, uninstalling and reinstalling
software (potentially multiple times), re-configuring, integrating, and testing. This
process can be repeated by each subject matter or product specialist expert.
Manual deployment and configuration of middleware infrastructure is highly
inefficient, time consuming, expensive, and prone to errors.

In contrast, Rapid Deployment Services follows an automated middleware
deployment capability consisting of:
» Library of middleware assets:

— Pre-built and preconfigured to IBM best practices
— Modular and repeatable in nature

» Automation tools:
— Accelerate asset construction and deployment
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— Global Technology Services field developed and proven
— Internal methodology known as the Simple Product iNstaller

» Delivery methodology:
— Established global delivery support by the Central Delivery Team:
* Phase 1 (Local): Draft the build sheet, capture parameters

¢ Phase 2 (Central Delivery Team): Build the asset, package
construction and testing

¢ Phase 3 (Local): Deploy the package, run automated scripts

Figure 5-1 illustrates these implementation services graphically.

Implementation Services

Phase 1 Phase 2 Phase 3
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Figure 5-1 Implementation services by phase

This service is designed to integrate with your internal team and is in support of
the IBM Software Services group and Business Partners in providing this service
to you. The model allows on-site delivery self-sufficiency in Phase 1 with three

services and engagement of Central Delivery Team shared services in Phase 2.
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Benefits of Rapid Deployment Services

The potential benefits of using Rapid Deployment Services in your
implementation are:

» Speed: The Rapid Deployment Services process has the potential to use
pre-existing assets to complete the implementation quickly

» Quality of implementation: Using a Central Delivery Team with product
experience can help in situations where local skills are not available for the
software or solution, and therefore increase the quality of the implementation

Rapid Delivery Service is an offering from IBM Global Technology Services.

For more information about Rapid Deployment Services, speak with your IBM
representative or visit:

http://www-935.ibm.com/services/us/index.wss/offering/its/ull6523t54994
s53

5.4.3 Proof of Concept

A Proof of Concept (PoC) is a short-term engagement between you and IBM that
is normally a paid service. A PoC is often delivered by a mix of IBM pre-sale
specialists and services specialists to deliver a more comprehensive capability
than simple pre-sales Proof of Technology. POC is primarily used as a risk
mitigation tool to test uncertain, client-specific functionality before moving
towards full project scope. The PoC is an extension of the POT, which covers
basic product or solution functionality.

A Proof of Concept is most valuable to you as an environment that demonstrates
how the key solution components will work in your specific and unique situations,
and often addresses integration points with other applications or specific
workload or user interface proof points.

PoCs are not a full pilot solution designed for production use and, therefore, are
not installed in your production environments, but must reflect the actual
complexity or integration points from your production environment that are being
tested.

The PoC is conducted by a team of IBM SMEs, which provides an excellent
opportunity for discussing complex and technical matters with SMEs. It is also a
time for getting hands-on mentoring about the use of the product. A PoC
generally lasts from one to three weeks, depending on the products involved and
the scenarios executed. Although it is unlikely that a single PoC will address all
aspects of the IBM software purchased or considered for purchase, the PoC is
extremely beneficial.
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When a PoC takes place

A PoC is generally undertaken in situations where a Proof of Technology (PoT)
does not demonstrate specific integration or context needs in your environment.
Most of the time, a PoT demonstrates that the technology is capable of the
required function, so a PoC is only recommended and proposed by us if further
or longer term proof points are required. It is expected that, before any PoC is
undertaken, you make yourself aware of the product capabilities as much as
possible using brochures, presentations, and product demos from our teams,
and after you have participated in introductory training in the technology.

General PoC best practices

A PoC is a significant investment from you, so IBM treats a PoC as a functioning
project, requiring that the management of the project be taken seriously. There
are several best practices we recommend and follow in our PoC engagements. A
brief outline of these best practices follows:

» Clear success criteria and requirements: Ensure that the criteria for PoC
success are clearly stated in a PoC Document of Understanding, agreed
upon between IBM and you.

» Avoid scope creep.

» Develop a test plan: Develop a test plan prior to the PoC development to
compare results against the success criteria. A member of your team must
have ownership of the test plan, with that person responsible for updating it as
the PoC progresses. The test plan serves as a daily status, clearly indicating
progress to the IBM and client teams.

» Roles and responsibilities: Clearly define PoC preparation and execution
roles and responsibilities. Make sure that roles and responsibilities are clearly
defined in the PoC Document of Understanding.

» Logistics: Ensure that all necessary logistics are covered in the PoC
Document of Understanding, which might include:

— Providing root access to computer equipment

Providing user IDs and passwords

Providing hardware in support of an agreed upon PoC topology
Providing PoC support resources

Providing product installation media

» Execution topology: Clearly define the PoC execution topology, and make
sure that it is appropriate for a PoC (for example, it cannot be executed in a
Quality Assurance environment).

» If the PoC success criteria require that a load be driven against the
environment, ensure that appropriate consideration to components and
network have been given to allow for testing of that aspect, implementing
dedicated environments where appropriate.
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Product maintenance: Apply the latest product maintenance. Unless there is
a known reason not to do so, apply the latest maintenance releases on each
product associated with the PoC.

Communications: The plan must ensure that an IBM expert from the PoC
team is always available for you when you are using the PoC environment.

Timing of POC: Avoid long-running, overlapping, or split PoCs. If a PoC is
planned to take more than two weeks, consider rescoping, as we have
experienced that PoCs that last longer than two weeks are too broadly
scoped for consistent success.

Maintain resource stability: During the PoC, do not pause a PoC project in the
middle. The context switching costs of a split PoC among different
practitioners and time frames can greatly reduce the probability of achieving
the outcome you desire.

Performance: Performance is not an afterthought for a PoC. If performance is
a significant part of the evaluation criteria, it might be better that it is scoped
and planned as its own PoC.

5.5 Services organizations

IBM offers a diverse range of IT solutions and products and built specialized units
within the organization to support that diversity. As a result, there are services
capability groups that address each of these disciplines. The services
organizations you will most likely be involved with during your relationship with
IBM are:

»

IBM Gilobal Business Services
http://www-935.1ibm.com/services/us/gbs/consulting/

Global Business Services is the business consulting and Systems Integration
group of IBM that delivers integrated business solutions that customers need
to compete in a globally integrated enterprise. This group is the world's
largest group of IT consultancy services. Global Business Services has
expertise across many industries, helping companies to capitalize on new
business models, reengineer core processes, implement packaged solutions,
and create management systems to help you manage top projects. IBM
Global Business Services can help you to use the latest capabilities to
optimize business performance and deliver higher value. All of the IBM Global
Business Services business lines provide access to a full range of technical
and business solutions.

Refer to Appendix , “Global Business Services” on page 209 for specific
information about Global Business Services offerings.
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» IBM Software Services

http://www-01.ibm.com/software/sw-services/?cm_re=masthead-_-itservi
ces-_-software

IBM Software Services is a team of highly skilled consultants with broad
architectural knowledge, deep technical skills, and best practice expertise.
Engaging this team grants you access to some of the deepest product,
consulting, and training skills in the world. Software Services has close
relationships with our development labs, ensuring that you have access to the
latest technologies over the life of your project. The experts in this group focus
exclusively on providing technical services, training for IBM solutions, and
integrating other supported platforms to help you use your solution as quickly
and as fully as possible. With an IBM technical expert by your side, you can
minimize your risk, maximize your investment, and meet your business goals.
Software Services is also known as IBM Lab Services in select countries.

Refer to Appendix , “IBM Software Services” on page 204 for specific
information about Global Business Services offerings.

» IBM Global Technology Services
http://www-935.1ibm.com/services/us/index.wss

Global Technology Services helps clients to reduce costs, improve
productivity, and assert their competitive advantage with a comprehensive
portfolio of assessment, outsourcing, infrastructure, and systems integration
services. They also offer innovative rapid deployment services for IBM
software.

Refer to Appendix , “Global Technology Services” on page 210 for specific
information about Global Business Services offerings.

» IBM Systems and Technology Group Lab Services
http://www-03.1ibm.com/systems/services/Tabservices/index.html

The IBM hardware division is known as the Systems and Technology Group.
This group has its own services organization, focused on deployment and
value from the hardware solutions and their integration to software. The
Systems and Technology Group Lab Services helps to infuse intelligence in
the way the world’s information technology works. They focus on driving down
costs by designing flexible infrastructures, while, simultaneously, managing
risk through the use of deep technical skills and training expertise.

Refer to Appendix , “Systems and Technology Group Lab Services” on
page 211 for specific information about Global Business Services offerings.
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5.6 Conclusions and recommendations

The value of engaging IBM as a services partner in key areas can bring real
results and enhancements to your project value. This chapter demonstrates
specific areas in which IBM services can and have accelerated the deployment of
software and value to organizations. In summary, engaging IBM services can
have the following benefits to you:

>

>

>

Fastest path to value

Delivery methodology and templates that help to accelerate project schedules
and reduce risk

Services offerings that foster adoption
Ongoing self-sufficiency of your organization by skills development
Education and training by role and function

Flexible engagement models to optimize your access to expertise, while
retaining a low total cost of ownership

Direct access and collaboration with IBM product development labs

For any major implementation of IBM software, we do recommend the following
set of offerings as the best set to invest in for project success. Consider whether
each one is appropriate for your instance, and discuss them with your IBM
representative:

»

Accelerated Value Program: To provide advanced product support and
proactive, on-site engagement from the IBM support management team (see
4.4.4, “The software Accelerated Value Program ” on page 98).

IBM deployment managers and deployment architects: These resources help
you with the governance of software deployment projects, and provide
ongoing advice and information about realizing value from purchased
software. This is particularly recommended for enterprise license agreement
software purchases, where a longer term, multi-project software entitlement
was procured.

Education assessment and planning: We recommend that you engage IBM to
perform an assessment of your education and training needs. as these can
determine which investments are needed for enablement of your organization
(see 6.3, “Portfolio of training offerings” on page 132).

Software implementation quick starts or accelerated deployment services:
These methodologies can get first phase and quick win implementations
underway.

Key skills resources: Architects, key technical implementation resources,
project managers, industry-specific solution skills, and business consultants
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are critical skills and talents for projects. They can be sourced from your
integration partner or IBM Services teams.

As a final note on the topic of services, IBM service offerings and the structure of
the IBM services organizations can and do change. Be sure to visit the IBM
website for the latest information.
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6.1 What this chapter is about

A significant part of your software deployment and implementation strategy is to
arm your team with the necessary skill sets for your environment. Depending on
your approach for each project, you can elect to use the services of IBM, such as
technical or integration services, or perhaps those of one of our IBM Business
Partners. Ultimately, the deployed products must be supported by your
organization.

One of the most effective accelerators for gaining value from software
deployment in the short term and long term is investing in training your team. Ask
yourself, as does Figure 6-1, if your skills are ready for what is ahead.

The planet is getting smarter...

Are your skills ready for what’s ahead?
Figure 6-1 Investing in training is one of the most effective software deployment accelerators

To be self-sufficient, a team must be developed so that it has the right blend of
skills and experiences to act independently of the IBM support and services
teams. Training can be obtained by knowledge transfer from any deployment
services you have engaged, or by participating in formal training from IBM.

6.2 Required skill sets

To ensure that you have a comprehensive training strategy in place, consider the
skill sets that we discuss in this section. For any that are out-of-date or lacking,
IBM has training and educational offerings to assist, as described in 6.3,
“Portfolio of training offerings” on page 132.
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6.2.1 Implementation skills

Implementation skills include knowledge of product installation and configuration.
Your implementation plans might indicate that initial installation will be contracted
to an external provider. However, a certain amount of internal team knowledge of
software installation and configuration is critical to the success of the project.
Training must include specific platform and version considerations and
integration with other IBM or third party software.

6.2.2 Technical administration and operations skills

Administration and operations training sessions for your support team are other
components of project success. Certain software products and systems that
interact with deployed products require ongoing administration, tuning, and
maintenance to maintain high-level performance and availability based on
Service Level Agreements (SLAs).

6.2.3 User training

The value of software implementation is normally associated with functional and
business requirements that describe the tasks to be carried out by users and how
to do so. For a newly-implemented system, users require training to develop a
comfort level with the technology, the system, and the processes. A few
enablement sessions, on-site training, or other transition tools address these
needs.

IBM offers a comprehensive portfolio of technical training services that are
designed for individuals, companies, and public organizations to acquire,
maintain, and optimize their IT skills. The IBM training portfolio includes both free
and paid offerings. There are both standard and customized training programs
available. The entire portfolio of training offerings is summarized as follows and
depicted in Figure 6-2 on page 132:

» Free training programs and tools
Standard classroom training

Distance learning

IBM software conferences and events
Customized training

vVvyyy
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Standard Clas© om
Training:

Software Conferences
and Eventr

Figure 6-2 Depiction of the IBM training portfolio

To learn more about these and other training opportunities available to you, visit:
http://www-01.ibm.com/software/sw-training/

6.3 Portfolio of training offerings

In this section, we provide an overview of standard and customized training that
is available from IBM. Links are provided, where applicable.

6.3.1 Free training programs and tools

IBM offers a number of training tools that are free of charge. We discuss these
tools in this section.
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IBM seminars and product roadshows

Scheduled throughout the year, roadshows offer you the opportunity to speak
with IBM product experts. Recent roadshows include Impact Comes to You and
LotusSphere Comes to You. For more information, speak with your local IBM
representative or, for a list of current seminars and roadshows, visit:

https://www-304.ibm.com/jct03001c/services/learning/ites.wss/zz/en?page
Type=page&c=a0011023

Brand or product-specific web programs
Worldwide web training tutorials are available for multiple product offerings at:

http://www-01.ibm.com/software/sw-training/

DeveloperWorks website

This forum for development and IT professionals is of particular value, providing
podcasts on software products. Visit:

http://www.ibm.com/developerworks/

IBM Redbooks

IBM Redbooks publications are developed and published by the IBM
International Technical Support Organization (ITSO), which develops and
delivers skills, technical knowledge, and materials to IBM technical professionals,
Business Partners, clients, and the marketplace in general. Typically, Redbooks
publications provide positioning and value guidance, installation, and
implementation processes, typical solution scenarios, and step-by-step
instructions. They often include sample code and other support materials that are
available as downloads. Visit:

http://www.redbooks.ibm.com/

Mentoring from IBM sales and technical specialists

Your IBM client team is a valuable resource, interested in maintaining a
relationship with you in support of your deployment efforts. The IBM sales and
technical specialists are not substitutes for skilled deployment resources, but are
a valuable learning resource in understanding product value and positioning,
features, and solution fit.

User groups

Many of our clients around the world have built user groups or communities of
practice for our solutions. Your local IBM software sales representative might be
able to connect you to one of these client-run and client-delivered groups.
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IBM Product Information Centers

The Product Information Centers are a modern approach to product information.
Information Centers provide a powerful online interface for finding technical
information about a product offering or product solution that:

» Helps you plan, install, configure, use, tune, monitor, troubleshoot, and
maintain products

» Contains reference materials, such as product commands, parameters, and
system values

For more details, visit:

http://www.ibm.com/support/publications/us/Tibrary/index.shtml

IBM Education Assistant

This is a collection of multimedia training modules that are designed to help you
gain a better understanding of IBM software products and to use them more
effectively to meet business requirements. Modules consist of multiple types of
content, such as:

» Presentations that provide an overview of a product or technology or a more
in-depth look at a particular product component or feature. These are
available in Flash (many with audio) and PDF formats.

» Demonstrations that show you how to complete a specific task or
configuration. They provide background information to help you understand
the available options. Available in Flash format.

» Tutorials on an array of topics. Each tutorial includes all of the files necessary
to complete a practice lab scenario in your environment.
For more details about the IBM Education Assistant, visit:

http://publib.boulder.ibm.com/bpcsamp/index.html

6.3.2 Standard classroom training

134

The IBM hardware and IBM software divisions have a comprehensive portfolio of
standard training offerings, ranging from product awareness to detailed technical
training with certification. The IBM Education Group schedules many of these as
regularly available courses in many countries. Many of our IBM-certified
Business Partners also offer a range of training offerings for IBM software. For
more information, visit IBM Training Guaranteed to Run Classes at:

https://www-304.1ibm.com/jct03001c/services/Tearning/ites.wss/us/en?page
Type=page&c=B768303T750066D41
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Training paths

To assist you in planning your training needs, IBM developed training paths.
These paths are designed to help you navigate through the training and other
resources that are available for IBM software and hardware products and
solutions.

Information about these training paths is located at:
http://www-304.ibm.com/jct03001c/services/learning/ites.wss/au/en?pageT
ype=page&c=a0011935

As an example, if you are implementing data warehouse software, we suggest
the training path shown in Figure 6-3 on page 136.

For our online course catalog, see:

http://www-304.1ibm.com/jct03001c/services/learning/ites.wss/us/en?pageT
ype=page&c=a0000037
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Data Warehouse Implementation

START HERE...
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warehouse?
CF180 — US OR
Classroom (4 days)
CF18G — Worldwide
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Want
to design a data . .
mart? Architecting the Data You may be ready for:
Warehouse
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DW112 — US OR IBM Certified Solution Designer
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Figure 6-3 The IBM training path for those interested in implementing data warehouse software
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6.3.3 Distance learning or e-Learning

Train without limits. Learn at your own pace or in a real-time, web-based
classroom with peers around the world. Either on its own or as a complement to
classroom instruction, IBM e-learning gives you maximum control over your
training. Our available e-learning formats follow.

Instructor-led online training in a virtual classroom

IBM offers live classroom instruction, complete with instructor-student
interactivity, delivered to your desktop. Instructor-led online (ILO) courses are
taught live on a prescheduled day and time. Most courses are exactly the same
as their classroom equivalent, including the course duration, content, and
student materials. To connect to a class, a broadband Internet connection is the
only requirement. This offer allows you to connect to the virtual classroom and
interact directly with your instructor and peers. Several benefits of ILO training
are:

» No travel costs or travel time
» Same content as the classroom version of the course

» Live instructor with whom you can interact and ask questions using Voice over
IP (VolIP)

» Modest connectivity requirements let you participate from anywhere
» Thin-client implementation for easy system preparation
» Hands-on labs reinforce the concepts learned

» Classes can be scheduled after business hours to minimize time away from
work

For more information about ILO training, visit the IBM online training site at:

http://www-304.1ibm.com/jct03001c/services/learning/ites.wss/us/en?pageT
ype=page&c=a0013864

Self-paced virtual training

Self-Paced Virtual Classes (SPVCs) include web-based assignments, hands-on
labs, and interactions with instructors through the IBM Learner Portal. SPVCs
allow you to take part in classes on your own schedule, while having the same
content, interactive exercises, and hands-on labs as our instructor-led classroom
training sessions. Quizzes are incorporated to provide students with feedback on
comprehension of the material. These classes let you take control of your
training, because you participate when and where it is convenient for you. Get
the high-quality content and instructor-led support of traditional classroom
training, without the time and cost of travel.
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Benefits of SPVCs include:

»

»

>

Flexibility to train at your own pace

Training from your desktop

Courses and labs are available 24x7

High-quality content

No travel costs

Lower training costs

Modular and scalable lessons

Module-based quizzes

Interactive and prescriptive training

Delivers the same content, exercises, and hands-on labs as in the classroom

Instructors are included virtually, through recorded lectures and
demonstrations

Hands-on labs use actual IBM products

Basic online training

Individual students learn at their own pace, at their desktop, with totally
self-contained courses that are available as single titles or as curriculum bundles.
Self-paced, web-based training is available on demand and is offered in single
titles, collections, or libraries, such that, when you purchase a course, you have
access to many more for a full year. For more information, visit:

http://www.ibm.com/training/us/elearning

Several benefits of self-paced online training are:

>

>

>

Courses are self-directed and self-paced, all from your desktop
Available as single titles, collections, or libraries

Purchase a course that is part of a collection or library, and gain access to
many more for a full year

Lower training costs

No travel time
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The IBM Education Pack

The IBM Education Pack is a prepaid discount program that gives your technical
staff access to the IBM top-notch classroom training at a competitive price. It is
ideal for companies that need to train multiple employees on limited budgets. The
IBM Education Pack can be used for:

» Most public courses in more than two dozen curriculum areas (course
description online denotes eligibility)

» Most IBM Technical Conferences

» On-site training, including tuition, mentoring, instructor travel and traveling
expenses, equipment charges, and room rentals

» Most ILO and self-paced virtual classes

Although pricing varies by country, the IBM Education Pack’s global availability
lets you save money on training, wherever your people work. For information and
conditions, visit the IBM Education Pack website at:

https://www-304.ibm.com/jct03001c/services/Tearning/ites.wss/us/en?page
Type=page&c=B768303T50066D41

6.3.4 Customized training

We also offer tailored training programs and training plans that are specific to
your needs. Dedicated training can be delivered at your facility or ours. You have
the option to purchase customized, dedicated training to better fit your training
requirements. We also provide mentored workshops that are tailored for more
specialized situations. In this style of training, the instructor presents the
concepts and content in lecture and lab settings. The material is generally
reinforced by examples, and worked on either individually or in teams. In most
cases, the attendees are from a single project team, or of the same discipline in
the company. Because of this, the material and examples can be tailored to
reflect the team's domain. In cases where the material and examples remain
generic (a cost trade-off), classroom discussions are used to explore the
domain-specific application of the examples and concepts.

Customized offerings are normally developed using a five-step method, as
shown in Figure 6-4 on page 140.

Chapter 6. Building self-sufficiency using training 139


https://www-304.ibm.com/jct03001c/services/learning/ites.wss/us/en?pageType=page&c=B768303T50066D41

Maintain I Provide Ongoing Training Support

Deliver Deliver Your Training

Develop Develop Your Course Content

Design Design Your Training Solution

Assess Understand Your Learning Issues

Figure 6-4 Five steps of IBM customized training

To develop your customized training, we first assess your needs. Our consultants
work closely with you to understand your business objectives. Based on this
assessment, we design a complete learning plan. With the design agreed to by
you, we develop the specific content, through to completion.

The final step in the process is to consider your maintenance program. In this
stage, we examine the ongoing training that might be required to support the
system. We also examine the ongoing training that the team might need, for
example, for updates in technology, or for projected changes and growth within
your teams. This approach ensures that the customized training is going to
deliver value to the deployment project, and that all of your training needs are
considered in the plan.

Any of our scheduled IT and professional courses can be tailored to your
environment. Browse our course catalog for available content. We can then
discuss how a customized training program will meet your needs.

Customized training assessments, design, and development are a paid services
offering from IBM. Contact your IBM software sales representative to obtain more
information, or visit:

http://www-304.1ibm.com/jct03001c/services/learning/ites.wss/au/en?pageT
ype=page&c=a0012026

6.3.5 IBM software conferences and events

Another form of training is our major Software Customer Conferences. IBM
software offers customer conferences each year that focus on specific, major
categories of software. Events, such as Lotusphere®, Information on Demand,
Tivoli PULSE, IMPACT, and Rational Innovate, are great opportunities to learn
about our technology, our strategies for the future, and to meet with IBM and
other customers of those solutions.
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Typically, these events are run annually at a global level with predetermined
agendas. Events last up to one week and are attended by thousands of
customers. Attending conferences and events gives you an opportunity to:

» See the latest strategy and announcements to the product portfolio

» Attend many sessions and tracks designed to build your product knowledge
and product use cases

» Meet with IBM product executives and developers

» Attend sessions delivered by other clients, outlining their successful use of
IBM products

» Meet and compare implementation strategies with other IBM software clients

» Contribute feedback to IBM development on the direction of our products and
portfolio

» Take part in Business Leadership Forums

» Browse through Solution Showcase areas that highlight IBM and our
Business Partner offerings

» Explore our offerings that are specific to your industry by participating in
industry-focused sessions

Our events can also include exclusive opportunities for our larger customers to
be part of the feedback to our product development.

Highlights of these major client conferences are often offered as local events in
your own country, for example, Lotusphere Comes to You is an annual roadshow
event that occurs in several countries. This event allows for a subset of the
Lotusphere conference sessions to be attended within your own city or country.
For more information, speak with your local IBM representative. For a
comprehensive list of conferences and events, visit the IBM Events Calendar at:
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7.1 What this chapter is about

The IBM Software Support Center offers Subscription and Support (S&S)
services to ensure that you receive the most from your current software. S&S
provides you with ongoing access to the latest versions of your software and
access to software support assistance both by telephone and electronically.

When you purchase IBM software, a period of S&S is normally included in the
purchase price, typically for up to two years. At the end of that period, and each
year thereafter, IBM offers to renew the S&S contract for a fee.

IBM software products undergo continuous development, adding improvement in
functionality, new integration features, and changes that take advantage of new
technologies. An S&S package from IBM software helps to ensure that you can
take advantage of these continuing developments and helps to answer questions
on the use of the product.

Without S&S coverage, IBM cannot support your critical business systems;
therefore, the impact on your business is increased. IBM requires that you
maintain S&S on every copy of each software license you intend to continue
using, and we do not provide free support from our sales or pre-sales technical
community in place of an S&S agreement.

In certain cases, such as for certain enterprise license agreements1, a longer
term of S&S is included in the annual contract fee for the term of the agreement.
Speak with your IBM software sales representative to understand the
arrangements that apply to you for S&S renewal.

See Chapter 7, “The value of maintaining IBM Software Subscription and
Support (S&S)” on page 143 for more information about engaging effectively with
customer support.

7.2 Software support offerings from IBM

144

The IBM Software Support Center provides software licenses to our customers
for three different programs:

» Passport Advantage: A license program for IBM software that is not on the
mainframe z-Series platform. This is also known as distributed software.
Passport Advantage is a comprehensive IBM offering that covers software
license acquisition, product upgrades, and technical support under a single,
common set of agreements, processes, and tools. To ensure that you

T Refer to Appendix A, “The IBM Enterprise License Agreement” on page 187
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continue to have access to the latest version of software and technical
support, S&S is included in the initial Passport Advantage license acquisition
for all distributed software products. It is renewable on an annual basis. A
small business version is also available, called Passport Advantage Express.

» Mainframe One-Time Charge license: One-Time Charge license agreements
are similar to the Passport Advantage program. These agreements have a
separate S&S offering that, if acquired, provides for product support and
access to future releases and versions. The S&S is then renewable on an
annual basis.

» Mainframe Monthly License Charge: A Monthly License Charge agreement is
a monthly rental agreement for the use of the license, and includes the
support component in the monthly charge. The support program for these
licenses is known as Program Services and support for most System z
(S/390®, zSeries) products includes problem support for defects in IBM code
and publications, available by telephone and electronic access. IBM provides
the remote technical specialists necessary to resolve defects in the majority of
our mainframe products at no additional cost to you. Support for critical IBM
defect problems is available 24x7. These agreements can have fixed terms
and specify the quantity cap of each license that is covered. S&S for Monthly
License Charge license software is not charged separately, and if the Monthly
License Charge payment is stopped, there is no ongoing license entitiement,
and no support.

The IBM Software Support Center provides other support in addition to
customizable options. These levels are:

» Foundational level offerings: Our foundational support provides a variety of
support needs, which are:

— S&S acquired through Passport Advantage

— Software Maintenance for System p® and System i®
— Support line

— SoftwareXcel for US System z customers

» Premium support options, including our Accelerated Value Program: An
enhanced customizable premium support offering, designed to add
personalized proactive and on-site support capabilities, plus attention to
software deployment planning and tracking and enhanced access to problem
solving databases.

» Customized support: Additional customized services can be added, based on
your specific support needs.

Regardless of the license program that has been used for your software, S&S is
an important component to maintain your software and your b