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IBM Tivoli® Netcool® Service Quality Manager V4.1: Service Quality Manager
administrative function.

This training module is for the Tivoli Netcool Service Quality Manager version 4.1
administrative function.
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* You have Tivoli Netcool Service Quality Manager 4.1 installed and running

* You are a user with access to:
— Service Quality Manager with SLA Template Management
— SLA Provisioning
— Party Management
— Service Quality Manager User Management
— Service Quality Management Audit
- SQM Modeling
— Service Modeling roles
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Assumptions.

The assumptions are that you have Tivoli Netcool Service Quality Manager 4.1 installed
and running. You must also be a user with access to Service Quality Manager with SLA
Template Management, SLA Provisioning, Party Management, Service Quality Manager

User Management, Service Quality Management Audit, SQM Modeling, and Service
Modeling roles.
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After you complete this module, you should be able to navigate Service Quality Manager
administrative functions, including:

— Service Quality Manager user management

— Party management

— SLA template management

— SLA creation

— Services resources

— SQM modeling

— Service modeling

- SQM audit
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Objectives.

After you complete this module, you should be able to navigate Service Quality Manager
administrative functions, including Service Quality Manager user management, party
management, SLA template management, SLA creation, services resources, SQM

modeling, service modeling, and SQM audit.
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Service Quality Manager, user management

‘A Service Quality Manager, User Management - Microsoft Internet Explorer

o
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O - O X [@ G Psee dorwe @ - 5B LJK g
Address | &) https: /sqmserver 1:8094 2action=login v D)oo ks ;@ -
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User Management

Netcool Service Quality Manager

I sPcreate new user | @manage users | ®logout
Welcome to Service Quality Manager, user management

Service Quality Manager client applications employ a user authentication and
authorisation security model. To use an application, a user must login. To perform certain
tasks, the user's authorisation level is verified.

Using this application, you can manage Service Quality Manager users:

« create and delete users
« define authorisation levels by granting roles to users

[Plogout

& 8 ¥ Localintranet
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Service Quality Manager user management.

Refer to the Service Quality Manager, user management IBM Education Assistant
module for further information about user management.
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Service Quality Manager Client

& Application Discoverer

2=,
m Netcool Service Quality Manager
Deployment
WeblI Portal
Server: sqmserver1
U nd Password:
AT S HTTP Port: | 8092
-E Dx tati
sementen [Jsocxs Proxy

Service Quality Manager Web Portal

Create Shortcuts ] [ Quit ]
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Service Quality Manager administrative function

Service Quality Manager client.
Double-click the Service Quality Manager Client icon in the Application Discoverer

window.
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Login

Application Login

Login Name: sgmuser

Password: (eessssssss])

I™ Admin Domain:

{ Login Cancel
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Login.

Enter your user ID and password to log in. Click Login.
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SLA provisioning

File Wiew Add-Ins Window Help
[ Exit Client @ Online Help

SLA Provisioning

&

Parties

L&

SLA Templates

&8

Ll
SLAs

5QM Provisioning
Auditing

& Service Quality Manager Client

Welcome to Tivoli Netcool Service Quality Manager

& Server (GMT) | ) sqmuser .I
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SLA provisioning.

SLA provisioning includes Parties, SLA Templates and SLAs. Click Parties.

sgm_admin_function.ppt

Page 7 of 60



Create new parties category

& Parties - Service Quality Manager Client

File View Application Add-Ins Window Help
@ Exit Client gom-nenelp o I
SLA Provisioning ¥
a *. Explorer Name |Organizational... | Description |
Parties
() External
ﬁ & ] Internal
SLA Templates hied P
Eb File ‘View Application Add-Ins Window Help
SlAs
W Exit Clent @ OnlineHelp | oo~ New M Delc o [ ]
M Provisioni = . :
50 ovTaomng SLA Proviioning @ Company  Alt+C
Auditing 82 Department  Alt+E
m I Person Alt+P

Name |Organizational... | Description

Parties Alt+N
ﬁ_ ) Internal
SLA Templates ® (] Third Party

New Category

Enter the name for the new Category:

L

@ Server (GMT) rj sqmuser 1
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Create new parties category.

Click New. Click Category. Use New Category as the name for the new category. Click

OK.
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Category contents
& Parties - Service Quality Manager Client
Fie Wew Apphcston Addlns Window Help
W ExtClent @ OrineHelp = v New M o
SLA Provisioning
Parties
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g () Third Party
P
SLAs SLA Provisioning
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Audting 8 Parties Parting
MTe«d‘du
&
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S0M Provisioning
Audting
Service Quality Manager administrative function

Flo Vew fpplcston Addlns Window Hep

W Bk Chent @ OnineHeb | = New X o [

% Parties

= —

= (J External
i Customer 1
8 Customer 2
[ Customer 3
= ¢ Intenal
83 City Manager Kuala Lumpur
83 Gy Manager, Raleigh
83 City Manager, Rome
p Desk
= ) Thrd Party
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[ Suppler sbc

i =|® %
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Category contents.

Expand External, Internal, New Category, and Third Party to see companies, departments
and people associated with the categories. Highlight New Category to add new parties to

New Category.
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Party types

& parties - Service Quality Manager Client

File View Application Add-Ins Window Help
M Exit Client @ OnlineHelp | 3~ New J€ Delete (/) Rename § Move
SLA Provisioning o & Company  Al+C
83 Department Al+E
Person Alt+P

S| (| Category  Alt+N
—Ey

- =

E [# Customer 1

SLA Templates 4§ Customer 2
a {8 Customer 3
o = () Internal

A 83 City Manager Kuala Lumpur
83 City Manager, Raleigh
83 City Manager, Rome
83 Help Desk

= () Third Party
8 Customer xyz
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SQM Provisioning
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Party types.

Click New. There are three different party types. The party types include Company,

Department, and Person. Click Company.
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Creating a company party: General Details

Create a New Company @

1. General Details :

iCompany A”A

2. Contact Details Description: west coast customer

3. Location/Telephone

Organizational Relationship: | ™ Internal

& External

Lol v

The organizational relationship indicates whether the party is part
of the operator (like another internal department) or is an external
organisation,

1| Next > h Cancel
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Creating a company party: General details.

Enter customer name Company AAA. Enter optional description west coast customer.
Select the organizational relationship External. Click Next.
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Create a New Company

Service Quality Manager administrative function

Creating a company party: Contact Details

1. General Detals —
. toara
2. Contact Detals L /7 N
Name: Job Smith
3. Location(Teleghone e ——
Emad Address smthass.com
elephone Mumber: | [972-123-4567
Mobde Mumber: 14-987-6543
Addxnal Info 15t shit manages
Resporsblties: | [ Report
— I~ Helpdesk
(=] ) [ siam
Bk | Mt ox Cancel
Create a New Company

o G

rrrrr

Cancel
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Creating a company party: Contact Details.

You can add contacts. Click Add. Enter contact name John Smith. You must enter at
least an email address, telephone number, or mobile number. Enter email address
jsmith@aaa.com. Enter telephone number 972-123-4567. Enter mobile number 214-987-
6543. Additional Info is optional. Enter the additional info 1st shift manager. You must
select at least one responsibility. Select Contract. Click OK. Click Next.
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1. General Details

2. Contact Details

3. Location/Telephone

Address:

Telephone Number:

Fax:

< Back

Creating a company party: Location/Telephone

—

=)\

Create a New Company @
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Creating a company party: Location/Telephone.

You can enter optional address, telephone number, and fax information. Click Finish.
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& Parties - Service Quality Manager Client
File WView Application Add-Ins ‘Window Help
™ ExitClient @ OnlineHelp | i~ New J€ Delete (/ Rename £ Move
SLA Provisioning 2 I
3 _ Name |ore Relationship | Description |
= [ Customer AAA External west coast customer
Parties () Category Alt+N
ﬂ il Customer 1
SLA Templates il Customer 2
m i Customer 3
L = ¢ Internal
SLAs
83 City Manager Kuala Lumpur
83 City Manager, Raleigh
83 City Manager, Rome
83 Help Desk
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il Customer AAA
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—
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Creating a department party.

Click New. Click Department.
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Creating a department party: Department Details

Create a New Department @
L. Department Details Department Name: /P_Aﬂ Help Desk \

2. Contact Details

Company Name: tustmgr AL

Description: Customer AAA help desk j
=

Organizational Relationshipf ™ Internal
\f-‘ External /

The organizational relationship indicates whether the party is part
of the operator (like another internal department) or is an external
organisation.

3. Location/Telephone

‘l Next > I’ Cancel

 ——
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Creating a department party: Department Details.

Enter department name AAA Help Desk. Enter optional company name Customer AAA.
Enter optional description Customer AAA help desk. Select the organizational
relationship External. Click Next.

sgm_admin_function.ppt Page 15 of 60



Creating a department party: Finish department party

Create a New Department

Create a New Department

1. Department Details Address: =
2. Contact Detads
| 3. Location/Telephone
Telephone Number:
— Fax
oo (G ) = 4

< Back J ] Finish Cancel J
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Creating a department party: Finish department party.

You can add contacts. Click Next. You can add location or telephone information. Click
Finish.
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Creating a person party

& Parties - Service Quality Manager Client

File View Application Add-Ins Window Help
@ ExitClient @ OnlineHelp = i~ New J§ Delete (7 Rename € Move
SLA Provisioning n @ Company Alt+C 3 ! =l x I
g Name |Organizational Relationship | Description |
. {# Customer ARA External west coast customer
Parties iR s ; 83 AAA Help Desk External Customer AAA help desk
E_g @ Customer 1
SLA Templates 8 Customer 2
% {8 Customer 3
= Internal
SLAs
83 City Manager Kuala Lumpur
83 City Manager, Raleigh
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83 Help Desk
83 AAA Help Desk
{# Customer AAA
= ¢ Third Party
i Customer xyz
{8 Supplier abc
QM 9
Auditing &8 Parties
O Server (GMT) | ) sqmuser -l
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Creating a person party.

Click New. Click Person.
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Creating a person party: General Details

Create a New Person

: —
1. General Details e John Smith

2. Contact Details Role:

3. Personal Details

Organizational Relationship: |  Internal
(s External

1st shift manager

organisation.

Ii Next > i'

The arganizational relationship indicates whether the party is part
of the operatar (like another internal department) or is an external

Cancel

S~
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Creating a person party: General Details.

Enter name John Smith. Enter optional role 1st shift manager. Select the organizational

relationship External. Click Next.
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Creating a person party: Finish person party
Create a New Person f?\
1. General Detals =
2. Contact Detads Here J Raspondh Bins ]
3. Personal Details
Create a New Person EZ‘
1. General Details Address: =
2. Contact Detals J
.. | | Pemniowas ] J
=
Telephone Number
I
< Back
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Creating a person party: Finish person party.

You can add contacts. Click Next. You can add personal information. Click Finish.
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Party details and contacts
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Party details and contacts.

You can view party details and contacts by selecting a party and clicking the Details or

Contacts tab.
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Modify a party
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Modify a party.

You can modify a company, department, or person by selecting the party and clicking
Modify. You can edit information associated with the party.
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Moving a party
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Moving a party.

You can move a party to a different category. Select party Customer AAA. Select Third

Party. Click OK. Customer AAA is moved to Third Party.
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Deleting a party

& Parties - Service Quality Manager Client
File View Application Add-Ins Window Help

@ Exit Client @ Online Help | [ Modify fj
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88 ek Desk & Confirm Delete X]
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—
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Deleting a party.
You can delete a party. Select Customer AAA. Click Delete, Click Yes.
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{4 New Category M
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& sia Templates - Service Quality Manager Client
File View Applicstion Add-Ins Window Help
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m (& Explorer
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SLA templates.

Refer to the Service Quality Manager SLA template creation IBM Education Assistant
module for further information about SLA template creation.
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& SLAs - Service Quality Manager Client r;|@|®
File View Application Add-Ins Window Help
@ Exit Client @ Online Help
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Service Quality Manager administrative function © 2010 IBM Corporation

SLA provisioning.

Refer to the Service Quality Manager SLA creation IBM Education Assistant module for
further information about SLA creation.
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Services resources.

Click Services Resources. Expand Resource Types to see the technology categories.
The technology categories are shown. Expand Customer.
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Resource Types
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Resource types.

The Resource Types are shown. Click Subscriber to see the subscriber resources.
Right-click Subscriber and click Properties...
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Resource properties
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Resource properties.

The resource properties are shown. Click OK.
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Creating a resource

Service Quality Manager administrative function

& Service Resources - Service Quality Manager Client
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Creating a resource.

Right-click Subscriber. Click Create Resource...
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Creating a resource: Name and description

Create Resource E[

2. Aliases

-
Resource Name: ISLbscnbev 1 \

Example subscriber

Resource Description:

Geographic Information: |

dl

Time Zone: I

Next > Cancel
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Creating a resource: Name and description.

Enter the resource name Subscriber 1. Enter the resource description Example
subscriber. Click Next.
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Creating a resource: Alias

Resource Alas

[2. Ahases

New Resource Alias
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Service Quality Manager administrative function

the menu. Click OK. You can click Delete to delete the alias. Click Finish.
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Modifying a resource

B Service Resources - Service Quality Manager Client

Fle View ServiceResouces Addlns Window Hep
B Bk Clent @ Orietep Wl S
oy | T | - ||
scthoseneo :
: S ¥y Resource Types
# (g Encodng
Services Resources B (G Customer
@l CEM_SubscrberType
! # subscriberGroup
KQI Models Wl SubscriberType
o o
t& ¥l Enterprise
Service Models ¥ g Probe
1. Name
] Resource Nams:
2. Absses —,
Example subscriber|
Resource Descrpbion:
Geographe Information:
Time Zone:
Audting
(=) Concel

Service Quality Manager administrative function

1. Nome
Resource Abas. Data Source Type
2. Alases.
=l o |
<Back | pron ) come | |

©2010 BM Corporation

Modifying a resource.

Right click Subscriber 1. Click Modify. You can change the resource description. Click
Next. You can add a new alias or delete an alias. Click Finish.
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Deleting a resource
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Deleting aresource.

Right-click Subscriber 1. Click Delete. Click Yes to delete the resource.
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Creating a resource.

Right-click Subscriber. Click Create Resource Group...
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Creating a resource group: Name and description

Create Resource Group @

Group Name: |5ubscnher Group 1 \
2. Resources
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Creating a resource group: Name and description.

Enter the resource name Subscriber Group 1. Enter the resource description Example
Subscriber Group. Click Next.

sgm_admin_function.ppt Page 35 of 60



Creating a resource group: Resources

Create Resource Group @

1. Name

Possible Resources Contained Resources

({unknown_Subscriber )
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Creating a resource group: Resources.

You can select possible resources to be contained resources, or make all possible
resources into contained resources using the appropriate icons. You can select individual
or all contained resources to be moved back to possible resources. Click Finish.
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Modifying a resource group
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Modifying a resource group.

Right-click Subscriber Group 1. You can change the resource group description. Click
Next. You can change the possible and contained resources. Click Finish.
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Deleting a resource group
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Deleting a resource group.

Right-click Subscriber Group 1. Click Delete.
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Right-click Subscriber. Click Find... You can enter user label, description, time zone, and
geographic information to search. Enter default in the Description field. Click Find Now.
You can click New Search to start a new search. Double-click the found resource to see
the resource properties. The resource properties are shown in the groups, geographic
information, references, name, aliases, tags, and creator tabs. Click OK.

sgm_admin_function.ppt

Page 39 of 60



& KQI Models - Service Quality Manager Client
File View Actions Tools Add-Ins Window Help
@ ExitClient @ OnlineHelp | 2 Refresh l} Create Category 4 Find
SLA Provisioning o KQI Models
SQM Provisioning KQI Models, 2 categories
B O 8 Category |
[ (g INTEGRITY INTEGRITY -
Services Resources B G * SERVICE DESK SERVICE DESK
i
KQI Models
Service Models
=
Auditing [ KQI Models
& Server (GMT) | 7} sqmuser -I
Service Quality Manager administrative function © 2010 IBM Corporation

SQM modeling: KQI creation.

Refer to the Service Quality Manager KQI creation IBM Education Assistant module for
further information about KQI creation.
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Service Models.

Click Service Models. Expand Service Model Categories to see the service model
categories. Select the COTS_IPVPN_PM category to see the service models for the
service model category in the right pane. Expand the COTS_IPVPN_PM category to see
the service models for the service model category. Select the COTS_IPVPN_PM service
model to see the service model, details, and attributes in the tabs. Expand the
COTS_IPVPN_PM service model to see the service model elements. Select Enterprise to
see the details, attributes, and KQI model filter in the tabs.

sgm_admin_function.ppt Page 41 of 60



@ Exit Chent @ Online Help

SLA Provisioning
SQM Provisioning

K

Services Resources

KQI Madels

o

Service Models

& Service Models - Service Quality Manager Client
File View Application Add-Ins Window Help

i New J§ Delete [
M Service Models

W Explorer

= ] Service Model Categories

2 Refresh

= #§ COTS_IPVRr
ik Enterpri
foven | O Deete
& ven corl 1B
& VPN Link (5 Rename
& Service Element Cate € Move

o

Creating a service model category

(7 Rename € Move of!

Name

FEX

Description

¥ COTS_IPYPN_PM

F5

Delete

This represents the COTS IPVPN P...

Alt+Shift+N

Alt+R
Al+M

Auditing

¥ Service Models

&3 Server (GMT) | 7} sqmuser !

Service Quality Manager administrative function

©2010 BM Corporation

Creating a service model category.

Click the COTS_IPVPN_PM service model category. Click New. Click Category. You can
enter a name for your new category. Click OK.
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Deleting, pasting, renaming, and moving a service model category.

You can delete, paste, rename, and move service model categories. You can paste copied
service models to the current service model category. Click Delete. You can delete the
service model category. Click No. Click Paste. You can paste a copy of a service model.
Click OK. Click Rename. You can change the name of the service model category. Click
Cancel. Click Move. You can move the service model category. Click Cancel. You can
also right-click the service model category to perform the delete, paste, rename, and move

tasks.
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Creating a service model.

Click Service Model from the New list or right-click New Category. Click New; then click

Service Model.
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Service model general information.

Enter the name New_COTS. Enter the description Example service model. Click the
ellipses (...) to select an icon. You can select from the icon categories using the Category
list. Click Select to select the mobile telephone icon. Click Next.
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Deleting, copying, pasting, modifying, locking, and unlocking a service model.

You can delete, copy, paste, modify, lock, and unlock service models. Click Delete. You
can delete the service model. Click No. Click Copy to copy the service model. You can
paste a copy of a service model or service model element by clicking Paste. Click Modify
to modify the service model. You can change the description or image of the service
model. Click Next. You can create, modify or delete attributes. Click Finish. You can lock
and unlock the visual editor by clicking Unlock Visual Editor or Lock Visual Editor. You
can also right-click the service model to perform the delete, copy, paste, modify, lock, and

unlock tasks.
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Service element categories.

Service elements can be shown for a service model. Expand the COTS_IPVPN_PM
service model to see service elements. Service elements are listed by category. Expand
Service Element Categories. Expand COTS_IPVPN_PM to view service elements.
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Creating a service element.

Select the COTS_IPVPN_PM service model. Click Local Service Element from the New
list or right-click COTS_IPVPN_PM; click New; then click Local Service Element.
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Service element general information.

Enter the name Example service element. Enter the description example. Click the
ellipses (...) to select an icon. You can select from the icon categories using the Category
list. Click Select to select the mobile telephone icon. Click the ellipses (...) to select a
background color. Click Cancel. Click Next.
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Service element additional information: Create and modify.

Click New to create a new attribute. Enter the name Customer. Enter the value 1. Click
OK. You can modify attributes. Click the Customer attribute. Click Modify. Change the
value to 2. Click OK.
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Service element additional information: Delete.

Click Delete to delete the attribute. Click Next.
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Service element KQI model selection.

Click Modify to modify the KQI selection. You can filter by category by selecting a
category from the Category list. You can filter the KQI names shown by entering filter text.
You can select a KQI model by selecting a model and clicking the right-arrow icon. Select
IPVPN_PM_Enterprise_Jitter and click the right-arrow icon. You can remove KQI models

by selecting a KQI model and clicking the left arrow. Click the KQI Filters tab to see KQI
filters.
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Service element KQI model selection: KQI filters.

The KQI filters tab is shown. Enter the filter Enterprise. All KQI models filtered are show
in the filter preview. Click Add to add the filter. Expand Enterprise to see all KQI models
that meet the defined filter. You can delete the filter by clicking Delete. Click OK.
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Service element KQI model selection: Finish service element creation.

Click Finish to finish KQI model selection. The new service element is shown.
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Deleting, copying, and modifying a service element.

You can delete, copy, and modify service elements. Click Delete. You can delete the
service element. Click No. Click Copy to copy the service element. You can paste a copy
of a service model element to a service model. Click Modify to modify the service
element. You can change the description, image, or background color of the service
element. Click Next. You can create, modify, or delete attributes. Click Next. You can
modify KQI names and filters. Click Finish. You can also right-click the service model to
perform the delete, copy, and modify.
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Audit manager.

Click Audit in the Auditing pane. Select All to see all audit records. You can sort audit
records by clicking the property to sort.
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Help.
You can view help by clicking the Help menu.

Click Online Help to view online help. Online help is shown.
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You should now be able to navigate Service Quality Manager administrative functions,
including:

— Service Quality Manager user management

— Party management

— SLA template management

— SLA creation

— Services resources

— SQM modeling

— Service modeling

- SQM audit
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Summary.

You should now be able to navigate Service Quality Manager administrative functions,
including Service Quality Manager user management, party management, SLA template
management, SLA creation, services resources, SQM modeling, service modeling, and

SQM audit.
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Training roadmap for IBM Tivoli Netcool Service Quality Manager.

You can see the training roadmap for IBM Tivoli Netcool Service Quality Manager by going
to the URL shown on the slide.

sgm_admin_function.ppt Page 59 of 60



Trademarks, disclaimer, and copyright information

IBM, the IBM logo, ibm.com, Netcool, and Tivoli are trad: ks or regi d trad ks of Intemational Busil Machines Corp., registered in many
jurisdictions worldwide Other product and senvice names might be trademarks of IBM or other companies. A current list of other IBM trademarks is
available on the web at ” gt ormation” at http://www.ibm.com/legal/copytrade_shtml

THE INFORMATION CONTAINED IN THIS PRESENTATION IS PROVIDED FOR INFORMATIONAL PURPOSES ONLY. WHILE EFFORTS WERE
MADE TO VERIFY THE COMPLETENESS AND ACCURACY OF THE INFORMATION CONTAINED IN THIS PRESENTATION, IT IS PROVIDED
"AS IS" WITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. IN ADDITION, THIS INFORMATION IS BASED ON IBM'S CURRENT
PRODUCT PLANS AND STRATEGY, WHICH ARE SUBJECT TO CHANGE BY IBM WITHOUT NOTICE. IBM SHALL NOT BE RESPONSIBLE FOR
ANY DAMAGES ARISING OUT OF THE USE OF, OR OTHERWISE RELATED TO, THIS PRESENTATION OR ANY OTHER DOCUMENTATION
NOTHING CONTAINED IN THIS PRESENTATION IS INTENDED TO, NOR SHALL HAVE THE EFFECT OF, CREATING ANY WARRANTIES OR
REPRESENTATIONS FROM IBM (OR ITS SUPPLIERS OR LICENSORS), OR ALTERING THE TERMS AND CONDITIONS OF ANY AGREEMENT
OR LICENSE GOVERNING THE USE OF IBM PRODUCTS OR SOFTWARE

© Copyright | ional Busi Machines Corporation 2010. All rights reserved

©2010 IBM Corporation

sgm_admin_function.ppt Page 60 of 60



