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Assumptions

= You have Netcool Service Quality Manager 4.1
installed and running

= You are a user with access to Service Quality
Manager and SLA Provisioning roles

|}
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The assumptions are that you have Netcool Service Quality Manger 4.1 installed and
running and that you are a user with access to Service Quality Manager and an SLA
Provisioning Role.
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Objectives

= Upon completion of this module, you should be
able to:

» Create a new service level agreement (SLA)

» Create a service level agreement from an existing
service level agreement

» Create a service level agreement from a template

|}
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Upon completion of this module, you should be able to create a new service level
agreement, create a service level agreement from an existing service level agreement,
and create a service level agreement from a template.
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Start SLA provisioning

W Service Quality Manager Client
File View Add-Ins ‘Window Help

@ Exit Client @ Online Help

Monitoring

SLA Monitor
KQI Analyzer
Alarm Monitor

SLA Provisioning
SQM Pravisioning
Auditing

Welcome to Tivoli Netcool Service Quality Manager

Click SLA Provisioning on the shortcut bar

g Server (GMT) | ) sgmuser -l

A o

BN

Service level aqgreement creation

Starting at the welcome page, click SLA Provisioning on the shortcut bar.
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Select SLAs

® Service Quality Manager Client
Fle View Adddns Window Help

@ Exit Cient @ Oniine Help

SLA Templates

&
SLAs

SQM Provisioning
Auditing

Welcome to Tivoli Netcool Service Quality Manager

sla_creation.ppt
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Click SLAs in the SLA Provisioning menu.
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Create an SLA

= Highlight and right-click Wireless Services External

= You can create a blank SLA, create a new SLA from an existing SLA, or
create an SLA from a template

& SLAs - Service Quality Manager Client

File Yiew Application Add-Ins ‘Window Help
@ Exit Client @ Online Help | i~ New
Monitoring N SLas
SLA Provisioning N =
m = () stas organized by Customer MName |Servi.. |Version |Ufec.. |Desc.. |
Parties 83 S s External
83 Wireless Services Provider i Refresh FS I
ﬁ [@ Create aBlankSLA...  Alt+N
SLA Templates |.@ Create from SLA... Alt+5
% [@ Create from Template... Alt+T
SLAs
SQM Praovisioning
Auditing (4] sLas
@ server (GMT) | ) sqmuser |

A o
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In the SLAs window, highlight the Wireless Services External party and click New, or right-
click the Wireless Services External party to create an SLA.
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Create a new SLA

Click Create a Blank SLA...

Fle Yew fgpkaton Addlms Window Meb
W ExCent @ Orivatip v New

]
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Click Create a Blank SLA... to create a new SLA.
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= Enter a
name

= Enter a
description
(optional)

Enter a name and description

Create a New Blank SLA

General
2, Assessment Intervals ;
3. Schedules Sarics ;
4. Clauses Description:
S. Actions
Roles
Customer:
Supplier:

o>
Browse

iveless Services Description

Wireless Services External
Browse

Next > | concel |

Service level agreement creation
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You must enter the name of the SLA, for example, WirelessServices.

Entering a description is optional.
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Create a New Blank SLA

2. Assessment Intervals
3. Schedules
4. Clauses

S. Actions

General

Name:

Service Name:

Description:

Customer:

Supplier:

Enter a service name

X
WirelessServices
A
Wireless Services Description
Wireless Services External

=]
Service level agreement creation

Click Browse to select a service name from a new window.

Enter a service name or click Browse to locate a
service name

You can type the
name of the service
model.

If the service model
is not provisioned,
the service model is
not displayed in the
Clause Editor

© 2009 IBM Corporation

You can type the name of the service model, but if the service model is not provisioned,
the service model is not be displayed in the Clause Editor, and you must add clauses

manually.
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Select a service model

Expand the folders, select Service Model, and click
OK

@ ) Service Model Categories

Choose Service Model

= {J Service Model Categories
EREEUS SURAN (hoose Service Model E‘ Choose Service Model 5‘
) (] Service Model Categories = () Service Model Categories
= () COTS_IPVPN_PM & ¢Jcots
£ COTS_IPVPN_PM @
| oo o _on
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Expand Service Model categories. Expand COTS_IPVPN_PM. Select the
COTS_IPVPN_PM service model and click OK.
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Select a supplier

Click Browse to locate a supplier

Create a New Blank SLA g‘

e
2. Assessment Intervals Kot W

3. Schedules Service Name: COTS_IPYPN_PM &—I‘” ®
4.¢ ition: [Wireless Services Description.
lauses Description: Wireless Services Description
S. Actions
Roles

Customer: Wireless Services External
I

[Tnext> | | concel | |

]
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Click Browse to select a supplier from a new window.
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Select a party
Highlight a party and click OK

Choose Party [g|

B (J Parties
83 Wireless Services External

oy eem |

]
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Select the Wireless Services Provider party and click OK.
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Finish the general section

Create a New Blank SLA g
General
2. Assessment Intervals . W
3456 = Service Name: COTS_IPYPN_PM Browse I
4. Clax otion: Wireless Servic
s Description: \Wireless Services Description
S, Actions
Roles
Customer: Wireless Services External
Supplier: IWireless Services Provider
G ) i =
~——

]
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Click Next to finish the General section of SLA creation.
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needed

Create a New Blank SLA

1. General

2. Assessment Intervals

3. Schedules
4. Clauses

S. Actions

Select assessment intervals

Select trial and contractual assessment intervals as

=

Start Time: |May 19, 2009 00:00 GMT 52 )

[~ End Time: Never

The Trial Interval must end before the start date of the
Contractual Interval if the Contractual Interval is defined.

Start Time: |May 19, 2009 00:00 GMT 3: M

[~ End Time: Never

< Back Next > Cancel

X

Service level agreement creation

Select trial and contractual assessment intervals as needed.

sla_creation.ppt
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Select interval start and end times

Select startand
end times for CreateaNewBlankSA x|
assessment —
intervals 1. General @ T S
-Highlighta time and S e e T

3. Schedules

v End Time: |May 20, 2009 00:00 GMT 3: M

Use Contract Start

click the arrows to
increase or decrease | e

the ﬂme or C"Ck the S. Actions Contvactudlntftheacis.
calendaricon to
select a date ¥ Contractual

=Click Use Contract Start Time: [May 20, 2009 00:00 GMT = ()
Start to match the [ EndTime: Never °

trial end time to the
contractual start time

495 6 T & 9

or click Use Trial G B o 5 o
18 20 21 2 23

End to match the :124 25?27 8 29

contractual start time conk [ et | a

to the trial end time = ok | conce

Service level agreement creation © 2009 IBM Corporation

Select start and end times for the assessment intervals. Highlight a section of time and
click the arrows to increase or decrease the time, or click the calendar icon to select a
date. Click Use Contract Start to match the trial end time to the contractual start time, or
click Use Trial End to match the contractual start time to the trial end time as needed.
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Create a New Blank SLA

1. General
3. Schedules
4. Clauses

S. Actions

v Trial

Start Time: ]May 19, 2009 00:00 GMT 3: m
|V End Time: lMay 20, 2009 00:00 GMT 3: ) Use Contract Start I

The Trial Interval must end before the start date of the
Contractual Interval if the Contractual Interval is defined.

¥ Contractual

Start Time: ’May 20, 2009 00:00 GMT 3: ™ Use Trial End I

[~ EndTime: Never

{"<Back ' Next> Cancel

Finish creating new SLA assessment intervals

(X

Service level agreement creation

Click Next to finish the Assessment Intervals section of SLA creation.
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Add a schedule to the new SLA

1. General

4. Clauses

S. Actions

Create a New Blank SLA

Click Add to add a peak schedule

) Peak | (¥) Off Peak | (%) Standard |

(X

2. Assessment Intervals

You can add off peak or standard schedules by clicking the Off Peak and Standard tabs.

sla_creation.ppt

Service level agreement creation

Click Add to add a peak schedule to your SLA.

You can add off
peak or standard
schedules by
clicking the Off
Peak or Standard
tabs

© 2009 IBM Corporation
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Select holiday and weekday schedules

Public Holidays

:
«You can include or  [Ekmer Cedsms

Week Days

exclude public
holidays

= You can include
working days, the
weekend, the full

week, or specific T
Weekdays { oe | _eiz__|__fz18 | _lo2t }
o T

OK Cancel
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You can include or exclude public holidays by selecting Include Holidays or Exclude
Holidays in the Public Holidays section.

You can include working days, weekend, or full week, or add specific weekdays to your
SLA template. For specific days, select the check boxes for the days listed in the
Weekdays section.
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Add specific days to a new SLA
Date/Time composition [X\
= You can mclqde (o] S [ ot
exclude specific oo
days from the i ot et ey
IV Friday [V Saturday ¥ Sunday
schedule |
= Click the calendar . e
icon to select dates @l 1 &)
from a calendar, e
select day to B EuwEL b
include or exclude, |7, | z=s=asx
and click OK B
oK Cancel l

Service level agreement creation © 2009 IBM Corporation

You can add specific days to include and exclude from the schedule of your SLA by
clicking the calendar icons, selecting a day to include or exclude, and clicking OK.
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Delete specific days from a new SLA

Date/Time composition [zi

= You can delete T
SpeCIﬁC dayS to :;:‘:Mvs [~ Exclude Holidays
|rr1]cludfe or exclude T
t em irom the [V Fridsy [V Satwday ¥ Sunday Week-end
Full Week
schedule — [t ]|
= Highlight the day to ﬂ
L]

delete and click the
delete icon

Day time coverage
| 0-6 6-12 12-18 18-24 ]

e e o] 6 @
oK Cancel

Service level agreement creation © 2009 IBM Corporation

You can delete specific days to include and exclude from the schedule of your SLA by
highlighting the day to delete and clicking the delete icon.
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= You can select the
day time coverage by
highlighting a block
of time on the slider
bar or by selecting a
startand end time
from the menus

= Click the Add Time
icon to choose the
selected time

= Click the Delete Time
icon to change your
selection

= Click OK

Select day time coverage

Public Holdays
™ Inchude Holdays [~ Exchude Hobdays

Week Days

™ Mondsy ¥ Tuesday [V Wednesday ¥ Thursday
¥ Friday ¥ Sstuday ¥ Sunday

Specfic Days

Day tme coverage

06 612 1218 1824

2 [ =] oo ] () @]

Coy_ama |

Service level agreement creation

© 2009 IBM Corporation

You can select the day time coverage by highlighting a block of time on the slider bar or
selecting the Start and End time from the menus.

You can click the Add Time icon to choose the selected time, which then changes to blue.

You can click the Delete Time icon to change your selection.

Click OK.

sla_creation.ppt
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Finish creating the new SLA schedule

Create a New Blank SLA fz]
1. General ) Peak | () Off Peak | (¥) Standard |
L &
2. Assssemenk Int S8 including from Monday to Sunday and holidays
time from 8:00 AM to 5:00 PM

4. Clauses

S. Actions

Add | pelete | Edt |

cgack ([ wext> I) | concel | |
—

Service level agreement creation © 2009 IBM Corporation

Make sure that there is a time period reported. In this example, the time period is 8:00
a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

Click Next to finish the Schedules section of the SLA creation.
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Accept the clauses

Click Next to accept the clauses

Create a New Blank SLA 4l You can edit the
P clauses by clicking
2. Assessment Intervals e Ed it

Narre | Description |
3. Schedules & IPVPN_PM_Enterprise_Latency Round trip latency (delay) for a... = |
fL IPVPN_PM_Enterprise_Packe... The outbound Packet Loss Ratio ...
& IPVPN_PM_Enterprise_Jtter  The outbound packet jitter of VP...
5. Actians & IPVPN_PM_VPN_Latency Round trip latency (delay) for as...
& IPVPN_PM_VPN_Packetloss  The outbound Packet Loss Ratio ...
L IPYPN_PM_VPN_Jitter The outbound packet jitter of VP...

& IPVPN_PM_VPN_Core_Latency Round trip latency (delay) for as...

#& IPVPN_PM_VPN_Core_Packet... The outbound Packet Loss Ratio ...

#& IPVPN_PM_VPN_Core_Jitter  The outbound packet jitter of VP...

#& IPYPN_PM_VPNLink_Latency  Round trip latency (delay) for as... ;]
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Click Next to accept the clauses section.

You can edit the clauses by clicking Edit.

If the model initially chosen is not provisioned, there are no clauses, and you must add the
clauses manually.

sla_creation.ppt Page 23 of 52



| |BM Software Group | Tivoli software EH

Create new SLA actions

=1 Click New to
2 oot il T create a new
I action

Service level agreement creation © 2009 IBM Corporation

Click New to create a new action.
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Create new SLA action type and violation state

= Select an action type and a
violation state

Create a New Action

= Valid action types are send
an internal alarm, send an AcionType: _[send an ntepal s
e-mail, and send an SNMP | "= SEti s
trap

= Valid violation states are
indeterminate, warning,
violation, and clear

Create a New Action

. Action Type: lSend an internal alarm Z|
= Select Send an internal o rye— r
alarm as the Action Type ® Mtxsbss
and Violation as the —

© Clear

Violation State

- - I li_l ® .' '

Service level agreement creation © 2009 IBM Corporation

Choose an action type and violation state. Valid action types are send an internal alarm,
send an e-mail, and send an SNMP trap. Valid violation states are indeterminate, warning,
violation, and clear. Select Send an internal alarm as the Action Type, and Violation as
the Violation State.
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Finish creating the new SLA

Create a New Blank SLA

(X

1iiGensrd Actions taken when SLA enters a new state

2. Assessment Intervals New SLA state I Action taken
5 Schiadilés © violation Send an internal alarm

4. Clauses

]
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Click Finish to finish the Actions section of SLA creation and create your SLA.
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View the new SLA

Expand Wireless Services External and expand WirelessServices to
view the new SLA

& SLAs - Service Quality Manager Client
Flo View Agplcaton Addlns Window Heb
W ERClent @ Orine Heb

Mororng |
SUA Provisioning Nome [Orgaraations.... | Descrgtion |
B s g F 83 Wreless Se... External
b O‘“MS'M“( 83 Wreless Se... External Provider of Wr...
ﬁ + 83 Wreless Services Provider
”'M
&
s
Fle Vew Apphcation Addlns Window Hebp
QM Provisonng -
SUA Provisning W B Clent @ Onine Help
Audting
B %) Morgorrg
PR 5 83 Wieless Services External A Provisioning
O),Mldn‘sav:el
ﬁ 3 83 Wreless Services Provder m s o
SUA Templates Parties i
i! S WrelessServices
~ l ) 4 Oralt
s QA Templstes % ( Terminated Versions
P - “ % 3 Wreless Services Provider
s ’
Audtng B s
Audtng (a Sas
@ Server (GMT) |9 smuser M)

]
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Expand Wireless Services External and expand WirelessServices to view the new SLA.
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Create a new SLA from an existing SLA
= Click Create from SLA...

= Click Browse to select a source SLA from which to create the new SLA

Fie Vew Applcaton Addlrs Window e

W ERCent @ Orineteb e New
Monkoreg

A Proveionng o —

EED ¢ o © cotes

N G SAS WoRRE L Ciflainte Name [Serv.. |Verson |Ufec... |Dexc... |
- o 1 %S5 e U

® 83 Wireless Services Provides & Refresh F5 |

&
©
&

o] o | o

Service level agreement creation © 2009 IBM Corporation

Click Create from SLA... to create an SLA from an existing SLA.

Click Browse to select an SLA from which to create the new SLA.
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Select a source SLA

= Expand Wireless Services External

= Highlight WirelessServices

.
= Click OK
Select an SLA rzl Select an SLA E‘
[ER®E:. 5 organized by Customer = () SLAs organized by Customer
‘Wireless Services External = 83 Wireles vices External
+ 83 Wireless Services Provider = [ &G ces

ces
& 83 Wireles: vices Provider

i Cancel @ Cancel

Service level agreement creation © 2009 IBM Corporation

Expand Wireless Services External. Select the WirelessServices SLA and click OK.
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Create a New SLA from SLA

1. Select Source SLA

2. General

3. Assessment Intervals
4. Schedules

S. Clauses

6. Actions

Finish selecting the source SLA

Source SLA

~Source SLA Details

Version:
Description:

Service Name:
Customer:
Supplier:

|wirelessservices Browse

|1 (Current State: Draft)

Wireless Services Description

|cors_tpven_pm

|w1raless Services External

| wireless Services Provider

Cancel

(X

You can click

Browse to select
another SLA name

Service level agreement creation

Click Next to finish selecting the source SLA.

You can click Browse to select another SLA name.

sla_creation.ppt
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Create a name for the new SLA

Enter a name and click Next

Create a New SLA from SLA

1. Select Source SLA General
e Nere: Qircsserveess
3. Assessment Intervals
Service Name: (COTS_IPVPN_PM Browse

4, Schedules .
Description: Wireless Services Description

5. Clauses

6. Actions

Roles

Customer; Wireless Services External
Supplier: Wireless Services Provider Browse

—
<Back | Cancel |

N

BN

You can change the
service name,
description, and
roles supplieras
needed

Click Browse to
locate a service
name or roles
supplier from a list

Service level agreement creation

© 2009 IBM Corporation

You must enter the name of the SLA, for example, WirelessServices?2.

You can change the service name, description and roles supplier as needed. You can click
Browse for the service name or roles supplier to select from a list.

Click Next.

sla_creation.ppt
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Create a New SLA from SLA

1. Select Source SLA
2. General

4. Schedules

S. Clauses

6. Actions

v Trial

Start Time: May 19, 2009 00:00 GMT 33

[V EndTime: |May 20, 2009 00:00GMT =] (1) Use Contract Start ’

Create assessment intervals

)

=

The Trial Interval must end before the start date of the
Contractual Interval if the Contractual Interval is defined.

v Contractual

Start Time: |May 20, 2009 00:00 GMT 5: k)] Use Trial End l

[~ End Time: Never

Cancel

X

You can add or
remove trial and
contractual
assessment
intervals and
change the start
and end times as
needed.

Service level agreement creation

Click Next to finish the Assessment Intervals section of SLA creation.

© 2009 IBM Corporation

You can add or remove trial and contractual assessment intervals, and change the start
and end times as needed.

sla_creation.ppt
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Create a New SLA from SLA

1. Select Source SLA
2. General

3. Assessment Intervals

Create schedules

) Peak | (¥) off Peak | (¥) Standard |

You can add or
remove peak, off

including from Monday to Sunday and holidays
time from 8:00 AM to 5:00 PM

peak, and standard
schedules as

4. Schedules

S. Clauses

6. Actions

needed

|}
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Make sure that there is a time period reported. In this example, the time period is 8:00
a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

Click Next to finish the Schedules section of SLA creation.

You can add or remove peak, off peak and standard schedules as needed.

sla_creation.ppt
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Accept clauses

Create a New SLA from SLA rz‘
1. Select Source SLA e P You can edit the
2. General NS [ DREEEn | clauses by clicking
3. Assessment Intervals & 1PVPN_PM_Enterprise_Latency Round trip latency (delay) for a... = | Edit
e e & IPVPN_PM_Enterprise_Packe... The outbound Packet Loss Ratio ...
f IPVPN_PM_Enterprise_Jitter  The outbound packet jitter of VP...
& IPVPN_PM_VPN_Latency Round trip latency (delay) for as...
6. Actions f IPVPN_PM_VPN_Packetloss  The outbound Packet Loss Ratio ...
& IPVPN_PM_YPN_Jitter The outbound packet jitter of VP...
f IPVPN_PM_VPN_Core_Latency Round trip latency (delay) for as...
& IPVPN_PM_VYPN_Core_Packet... The outbound Packet Loss Ratio ... __|
# IPVPN_PM_VPN_Core_ditter  The outbound packet jitter of VP...
L IPVPN_PM_! _Latency  Round trip latency (delay) for as... w

Edit

Service level agreement creation © 2009 IBM Corporation

Click Next to finish the Clauses section of SLA creation.

You can edit the clauses by clicking Edit.

If the model initially chosen is not provisioned, there are no clauses, and you must add the
clauses manually.
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Finish creating an SLA from an existing SLA

Create a New SLA from SLA le You can add new

actions by clicking

1. Select Source S Actions taken when SLA enters a new state .

2. General New SLA state [ Action taken New. You can_modlfy

O Violation Send an internal alarm or d6|ete eXIStIn

3. Assessment Intervals N

. actions by

. Schedules . . . .
highlightingan action

5. Clauses ~ . .
and clicking Modify
or Delete.

new | | |
< Back I

A o

Service level aqgreement creation © 2009 IBM Corporation

Click Finish to finish the Actions section of SLA creation and create your SLA.

You can add new actions by clicking New. You can modify or delete existing actions by
highlighting an action and clicking Modify or Delete.
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View the new SLA
Expand Wireless Services External and expand WirelessServices2to
view the new SLA
W Exk Chert G Orine Help
Mordtorng
KA Provisionng
B ‘Wireless Services External
# 83 Wireless Services Provider
a3
5‘, 8 SLAs - Service Quality Manager Client =3
™ Morkorng A
S roshiselg KA Proviscnng W ExCert @ Orine Hep
i 8 C Monkoring
Parties. = 83 Wireless Services External SLA Provisionng
L& (o s &
A Tempistes 23 Wireloss Services Provider Pertag
) &
SAs SLA Templates
&
Austng A RAs SUAs
sneamme —
@ Server (QMT) |5 scpmuser ™)

]
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Expand Wireless Services External and expand WirelessServices2 to view the new
SLA.
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Create an SLA from a template

= Click Create from Template...

IM)I Cancel

Service level agreement creation © 2009 IBM Corporation

Click Create from Template... to create an SLA from a template.

Click Browse to locate a template for the SLA.
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Select a source template

= Select the Wireless Services template

= Click OK
Select a Template [z‘ Select a Template rzl
EXEE. - ericit=s | & (J SLA Templates
1/ Wireless Services v

Service level agreement creation © 2009 IBM Corporation

Expand Wireless Services. Select the Wireless Services template and click OK.
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Create a New SLA from Template

2. General

3. Assessment Intervals
4. Schedules

S. Clauses

6. Actions

Source Template

Template Name: |w5reless Services

Source SLA Template Details
Description: Wireless Services Template
Service Name:  |COTS_IPYPN_PM

SLA Edition Scope: IF\‘ Access

Crees D

Cancel

Service level agreement creation

Finish selecting the source template

Click Browse to

select another SLA

template

© 2009 IBM Corporation

Click Next to finish the Select Source Template section of SLA creation from a template.

You can click Browse to select another SLA template.

sla_creation.ppt

Page 39 of 52



| IBM Software Group | Tivoli software EH

Enter a name for the new SLA

Create a New SLA from Template

1. Select Source Template General
—
-
3 Asssssment In el Service Name: (COTS_IPvPN_PM Browse
4. Schedule: e Hon: T P S———
R Description: Wireless Services Template
S. Clauses

6. Actions

You can change the
service name and
description as
needed

Click Browse to
locate a service
name

Service level agreement creation

© 2009 IBM Corporation

You must enter the name of the SLA, for example, WirelessServices3.

You can change the service name and description as needed. You can click Browse to

locate and select a service name from a list.

sla_creation.ppt
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Select a su

Create a New SLA from Template

1. Select Source Template
3. Assessment Intervals
4. Schedules

S. Clauses

6. Actions

pplier

Click Browse to locate a supplier

X
General
Name: WirelessServices3
Service Name: COTS_IPVPN_PM Browse

Description: Wireless Services Template

Service level agreement creation
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Click Browse to select a supplier from a new window.
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Select a party

Select a Wireless Services Provider party and click
OK

Choose Party [X‘

B Parties
83 Wireless Services External

Service level agreement creation © 2009 IBM Corporation

Select the Wireless Services Provider party and click OK.
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Finish the general section

Create a New SLA from Template g|
1. Select Source Template ~General
N [Weoksssorvooss
3. Resesstmont Inteeig Service Name: COTS_IPVPN_PM Browse
% 3chedules Description: \Wireless Services Template
S. Clauses
6. Actions
Roles
Customer: Wireless Services External
Supplier: I%eless Services Provider
<Back Next > Finist Cancel

]
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Click Next to finish the General section of SLA creation from a template .
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Identify assessment intervals

.
= Click Next
Create a New SLA from Template
1. Select Source Template [~ Trial
2. General
t Im
3. Assessment Intervals r
4. Schedules
The Trial Interval must end before the start date of the
5. Clauses Contractual Interval if the Contractual Interval is defined.
6. Actions
@ortractual

Start Time: |May 27, 2009 00:00 GMT 3: (i)

[~ End Time: Never

n(ﬁ—_t\]) Cancl

A o

= Select contractual assessment intervals as needed

You can add or
remove trial and
contractual
assessment
intervals and
change the start
and end times as
needed.

BN

Service level agreement creation

Select Contractual Assessment Interval as needed.
Click Next.

© 2009 IBM Corporation

You can add or remove trial and contractual assessment intervals, and change the start

and end times as needed.
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Create schedules

Create a New SLA from Template E{
You can add or

1. Select Source Template :)Peak' » offpgy(l :)stmdl remove peak Off

bl
it including from Monday to Sunday and holidays peak, and standard
3. Assessment Intervals time from 8:00 AM to 5:00 PM schedules as

[#.cheddes | needed.
S. Clauses
6. Actions
add | I I
| _concet | |

Make sure that there is a time period reported. In this example, the time period is 8:00
a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

|}
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Click Next to finish the Schedules section of SLA creation from a template.

You can add or remove peak, off peak, and standard schedules as needed.
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Accept the clauses

Create a New SLA from Template B_]
e S Summary of Clauses You can edit the
2L Narre [ Description [ clauses by clicking
3. Assessment Intervals & IPVPN_PM_Enterprise_Latency Round trip latency (delay) for a... | Ed it
4, Schedules #& IPVPN_PM_Enterprise_Packe... The outbound Packet Loss Ratio ...
& IPVPN_PM_Enterprise_Jtter  The outbound packet jitter of VP...
# IPYPN_PM_VPN_Latency Round trip latency (delay) for as...
6. Actions fk IPVPN_PM_VPN_Packetloss  The outbound Packet Loss Ratio ...
L IPYPN_PM_VPN_Jitter The outbound packet jitter of VP...
#& IPYPN_PM_VPN_Core_Latency Round trip latency (delay) for as...
& IPVPN_PM_VPN_Core_Packet... The outbound Packet Loss Ratio ... __|
# IPVPN_PM_VPN_Core_Jitter  The outbound packet jitter of VP...
f& IPVPN_PM_VPNLink_Latency  Round trip latency (delay) for as... ;'

Service level agreement creation © 2009 IBM Corporation

Click Next to finish the clause section of SLA creation from a template.

You can edit the clauses by clicking Edit.

If the model initially chosen is not provisioned, there are no clauses, and you must add the
clauses manually.
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Create a New SLA from Template

1. Select Source Template
2. General

3. Assessment Intervals
4, Schedules

S. Clauses

Actions taken when SLA enters a new state

New SLA state | Action taken

Service level agreement creation

Finish creating an SLA from a template

You can add new
actions by clicking
New.

© 2009 IBM Corporation

Click Finish to finish the Actions section of SLA creation and create your SLA.

You can add new actions by clicking New.
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View the new SLA

Expand Wireless Services External and expand WirelessServices3 to
view the new SLA

D o | © Gt
» 2 W, COTS L... 1 Dot Wreless...
rties
4 we... COTS I 1 Cralt Wireless...
F 2 wr... COTS ... 1 Ot Weeless,
KA Tenpistes Y
a Fle Vew Appkestion Addlns Window Heb
9‘: W ERCent @ OrdneHep i New
Fle Vew Appkcaton Addlns Window Hep
Morkorng A
e B bt mi s e
a Mortorng CED (3] -]=]x
Partes A Provisoring *« Explorer D0 B Contacts
[ & MNome _fserve... |Verson _|\fecyde Descr... |
e Parties [Zwr. cotsit Oraft  Wieless...
Z W COTS L. 1 Oraft Wireless...
m ﬁ 2 Wr... COTS 1... 1 Oraft  Wireless...
~ i
s SUA Templates
gn
Audting A A QUAs
Audung » s
O server (@) 9 somuser W]

Service level agreement creation © 2009 IBM Corporation

Expand Wireless Services External and expand WirelessServices3 to view the new
SLA.
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SLA actions

& SLAs - Service Quality Manager Client

Highlight an SLA to see actions that you can perform

You can modify, activate, terminate, edit clauses, delete, validate, recycle or
generate reports on SLAs depending on the current state of the SLA

File Wiew Application Add-Ins Window Help
@ Exit Client @ Online Help (1 Modify... [ Activate [ 12 Edit Clauses... M @ validate €3 ~ 1% Report
Monitoring Er
SLA Provisioning [
m Q General Information =
B =] U SLAs organized by Customer
Parties = 83 Wireless Services External The SLA properties =
- ¥ Schedule The time periods when this...
aaame €, Variables View the threshold and res...
| Draft
SLA Templates # (& Terminated Yersions History = Actions
(4] wirelessServices2 ]
- B General
(] wirelessServices3 -
Slas = emr—
& 83 Wireless Services Provider 4 4
SQM Provisioning
Audting (A stas
&3 Server (GMT) | £} sqmuser -I

<My

@ W
L]

BN

Service level aqgreement creation

Highlight an SLA to see actions that you can perform.

© 2009 IBM Corporation

You can modify, activate, terminate, edit clauses, delete, validate, recycle or generate
reports on SLAs depending on the current state of the SLA.
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Training roadmap for Netcool Service Quality Manager

http://www.ibm.com/software/tivoli/education/edu prd.html

]
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You can see the training roadmap for Netcool Service Quality Manager by going to
http://www.ibm.com/software/tivoli/education/edu_prd.html
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Summary

= You should now be able to:
» Create a new service level agreement

» Create a service level agreement from an existing
service level agreement

» Create a service level agreement from a template

|}
Service level agreement creation © 2009 IBM Corporation

You should be able to create a new service level agreement, create a service level
agreement from an existing service level agreement and create a service level agreement
from a template.
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Trademarks, copyrights, and disclaimers

IBM, the IBM logo, ibm.com, andthe following terms are ks orregi ks of i Machines C ion inthe United States,
other countries, or both:

Netcool Tivoli
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IBM makes no represerlanons orwarranties, express orimplied, regarding non-IBM products and services.
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