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IBM® Tivoli® Netcool® Service Quality Manager 4.1: Customer experience manager
service level objective creation.

This training module is for IBM Tivoli Netcool Service Quality Manager 4.1 customer
experience manager service level objective creation.
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= You have Tivoli Netcool Service Quality Manager 4.1 installed and running
= You have Tivoli Netcool Customer Experience Manager (CEM) 4.1.2 installed and running
= You are a user with access CEM SLO management

2 Customer experience manager senice level object creation © 2010 IBM Corporation

Assumptions.

The assumptions are that you have Tivoli Netcool Service Quality Manager 4.1 and Tivoli
Netcool Customer Experience Manager (CEM) 4.1.2 installed and running. You must also
be a user with access to CEM SLO Management.
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Upon completion of this module, you should be able to:
— Create a service level objective category
— Create a service level objective
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Objectives.

Upon completion of this module, you should be able to create a service level objective
category and a service level objective.
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Service Quality Manager Web portal

Click the Service Quality Manager Web Portal icon in the Application Discoverer window

@ Application Discoverer g]

I Netcool Service Quality Manager

Deployment
Webl Portal
Server: sqmserverl
Users and Passwords
HTTP Port: | 8092
Documentation
- SOCKS Proxy

([F== | Service Quality Manager Web Portal Proxy Host: | 9.38.28.222

@Serx-.ce Quality Manager Clent Proxy Port: | 3389

[(cresteshorteus | [ qut ]
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Service Quality Manager Web portal.

Click the Service Quality Manager Web Portal icon in the Application Discoverer
window.
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Login

Enter user ID and password to log in

Integrated Solutions Console
Welcome, enter your information.
User ID:
cemuser
Password:
......... o

Log in

v
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Login.
Enter user ID and password to log in.
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Customer experience management

Expand Customer Experience Management

Integrated Solutions Console ~ Welcome cemuser Help | Logout

[ View: All tasks v

B Service Quality Manager
Welcome

['Welcome 7 = 0 Jll About this Integrated Solutions Console = O

Integrated Solutions Console, 6.1.0 23ﬂ

uuomur Experience Management

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
through this

. installation. Select a
product suite to view
more information.

Build Number: ¢f230910.10
Build Date: 3/10/09

0,

LICENSED MATERIALS PROPERTY OF
1em

5724-i63, 5724-H88, 5655-N01 (C)
Copyright International Business =

Suite Name Version

1.0.23
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Customer experience management.

Expand Customer Experience Management.
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SLO management

Click SLO Management

Integrated Solutions Console

Welcome cemuser Help

[ View:  All tasks

@ Service Quality Manager

Y|

B Customer Experience Management

Welcome

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
through this
installation. Select a
product suite to view
more information.

Suite Name Version

here 6.1.0.23
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About this Integrated Solutions Console =0

Integrated Solutions Console, 6.1.0.23
Build Number: ¢f230910.10
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF
1EM

5724-i63, 5724-H88, 5655-N01 (C)
Copyright International Business

-

=]
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SLO management.
Click SLO Management.
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Hide navigation menu

Click the Hide Navigation button

Integrated Solutions Console

Welcome cemuser

View: | All tasks "l J SLO Management X ™

-+ Select Action ---

v

B Service Quality Manager
SLO Managemant
B Customar Exparignce Managamant

Cellular CEM

Service Level Objective Management

@ E] SLO Explorer |4, Find SLOs

B ) SLO Categories

-
[

8 Customer experience manager senice level object creation

SLO Management 7D

Last updated at: 07/12/2009 10:47 ‘3

@ Timezone: Client
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A

Hide navigation menu.

Click the Hide Navigation button.
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SLO categories

Click the SLO Categories folder

Integrated Solutions Console

Welcome cemuser Help Logout

| sLoManagement X --- Select Action --

v

SLO Management
Service Level Objective Management  tsstusdsted at: 07/12/2009 10:51 ()

» &1 SLO Explorer 4, Find SLOs
~
=~
@ Timezone: Client
9 Customer experience manager senvice level object creation
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SLO categories.
Click the SLO Categories folder.
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Create new SLO category

= Clickthe Createa
new itemicon

= Click Create New

tnlugrahd Solutions Console Welcome cemuser Help
SLO Category e —

SLO Management X

SLO Management

SLO Management

Service Level Objective Management

SLO Explorer |, Find SLOs d

@, >

[ ] Create New SLO Category

= ] SLO Categories

] Create New SLO

10 Customer experience manager senice level object creation

Last updated at: 07/12/2009 10:51

General

Ganaral Information

ning context:

Name:

~
?7-0
2/2009 10:51 ()
SLO Categories
SLO Categories
@ Timezone: Client v
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Create new SLO category.

Click the Create a new item icon. Click Create New SLO Category.
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Create new SLO category name

= Enter name
sqmuser_data

Welcome cemuser

= Click OK Integrated Solutions Console

| $LO Management X

--- Select Action ---

SLO Management

SLO Management

Service Level Objective Management

E] SLO Expl... &, Find SLOs

Create category

General information

Specify the category name

?-0

Last updated at: 07/12/2009 10:51 ()

Name:

1 Customer experience manager senice level object creation

@ Timezone: Client
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Create new SLO category name.

Enter name sgmuser_data. Click OK.
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Create new SLO

= Clickthe Createa
new itemicon

= Click Create New
SLO

12

Welcome cemuser

Integrated Solutions Console

| sLo management x

--- Select Action ---

SLO Management

SLO Management

Service Level Objective Management

SLO Expl...
~

@ 4 . il _Ranaral information

swo U Create New SLO Category

3, Find SLOs (] General

ning context:

Bd

Name:

Customer experience manager senvice level object creation

-~
70
Last updated at: 07/12/2009 11:02 |‘|
sqmuser_data
sqmuser_data
@ Timezone: Client v
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Create new SLO.

Click the Create a new item icon. Click Create New SLO.

slo_creation.ppt

Page 12 of 46



Enter name and description

. Entername sms_de|ivery _Intoqudsamiom(:mmn Welcome cemuser gout m

= Enter description SMS s e =
deliveries 510 Management e
A Service Level Objective Management Last updated at:  07/12/2009 11:03 ()
= Click Next ———

SLO General Information

The description is optional

e SLO name an

General Information

Description
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Enter name and description.

Enter name sms_delivery. Enter description SMS deliveries. Click Next. The description
is optional.
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Select contractual dates

Integrated Solutions Console
= The default contractual =

start date is the current
day. You can edit the
start date

= The default contractual
end date is Never. You
can specify an end date
by selecting the end date
check box and specifying
an end date

SLO Management X

T SLO Ex Find S

14 Customer experience manager senice level object creation

Welcome cemuser

Assessment interval and Schedules

[ SLO Management 7.0
Service Level Objective Management

Last updated at: 07/12/2009 11:05

schedules for this SLO

@l start Time

@ Timezone: Clien

Cancel

© 2010 IBM Corporation

Select contractual dates.

The default contractual start date is the current day. You can edit the start date. The
default contractual end date is Never. You can specify an end date by selecting the End

Date check box and specifying an end date.
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Add SChedL”eS Integrated Solutions Console ~ Welcome cemuser Ha u
| sLO Management x --- Select Action -~ v
Click Add to add a
schedule SLO Management 7 -0 e
Service Level Objective Management Last updated at:  07/12/2009 11:05 ()
Flswoex 4, Find S.. T
Assessment interval and Schedules 947]11)]
Select an assessment interval and schedules for this SLO L i
Contractual Date
Start Date: 07/12/2009 @ startTime: 00 ¢ )
End Date: End Time: =
b Schedules
Schedules
Back Next Cancel |
@ Timezone: Client
v
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Add schedules.
Click Add to add a schedule.
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= You can include or
exclude public
holidays

= You can include the
full week or specific
weekdays

= You can click Clear
All to clear all the
weekday selections

Select holiday and weekday schedules

Integrated Solutions Console Welcome cemuser

SLO Management X

Service Level Objective Management

E] 5.0 ex A, Find SLOs

Schedule Dialog

Public Holidays

16 Customer experience manager senice level object creation

[ 0 Mansgemeet _____________________________________________7.ofg
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Select holiday and weekday schedules.

You can include or exclude public holidays. You can include the full week or specific

weekdays. You can click Clear All to clear all the week day selections.
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Select day time coverage

,,,,,,,,,

" Integrated Solutions Console elcome cemuser
= You can select the day time ks - et
coverage by clicking Full Time SLO Management X
or by highlighting half-hour
increments or a block of time on P——
the coverage bar Service Level Objective Management
= You can click Clear All to clear £l swoex. (RSO | g ihedule Dialog
all the day time coverage St abist
selections
Public Holid:
tnchude public
Week Days
V] Mon v T
v sat v s
17 Customer experience manager senice level object creation
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Select day time coverage.

You can select the day time coverage by clicking Full Time or by highlighting half-hour
increments or a block of time on the coverage bar. You can click Clear All to clear all the

day time coverage selections.
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Add specific days

Integrated Solutions Console

= You can include or -
exclude specific days
from the schedule

SLO Management X

SLO Management

= Click the calendaricon to f) si0 ex
select dates from a
calendar and select the
day to include or exclude

= To include December
14th, click December 14

18 Customer experience manager senice level object creation

Welcome cemuser

Service Level Objective Management

Find SLOs

Schedule Dialog

Week Days
v, Mon VT v
v sat Vs
Day Time Coverage
00 | 06:00 ~ 12:00

ACCETETET < > ¢ @ o s 2 )

Specific Days

© 2010 IBM Corporation

Add specific days.

You can include or exclude specific days from the schedule. Click the calendar icon to
select dates from a calendar and select the day to include or exclude. To include

December 14", click December 14.
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Finish the service
dialog

19 Customer experience manager senvice level object creation

Click OK ) 5.0 ex... | &, Find 5LOs

Integrated Solutions Console Welcome cemuser Help | Logout
| SLO Management X
SLO Management 7o
Service Level Objective Management Last updated at
Schedule Dialog
Select schedule element attributes.

Public Holidays
o) Include public holiday () Exclude public holiday
Week Days
V] men V] Tue V] wed V] The V] Fri | Full week |
] sat ] sun | clearan |
Day Time Coverage
00:00 ~ 06:00 | 06:00 ~ 1 12:00 ~ 18100 | 18:00 ~ 24:00 | Full Time

L Clear All J
Specific Days
Include Exclude
Mon Dec 14 2009 & =

@ Timezone: Client
v
© 2010 IBM Corporation

Finish the service dialog.
Click OK.
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= Verify that schedules are
complete

= You can add, remove, and edit
schedules by clicking Add,
Remove, and Edit

= Click Next

Verify and finish assessment interval and schedules

Integrated Solutions Console

SLO Management X

[ S0 Managemart ____________________________________________________7-og

Welcome cemuser

Service Level Objective Management

] SO ex Find 5LO

20 Customer experience manager senice level object creation

interval and Sc

hu, Fri, Sat
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Verify and finish assessment interval and schedules.

Verify schedules are complete. You can add, remove, and edit schedules by clicking Add,

Remove, and Edit. Click Next.
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Browse KPI model
Integrated Solutions Console ~ Welcome cemuser
W SLO Management X
Click Browse to see KPI models
Service Level Objective Management
SLO Ex 4, Find SLOs
KPI Model
© KP1 Model must be selacted for this SLO
General information
21 Customer experience manager service level object creation

== Select Action === v
8
@ Timezone: Client
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Browse KPI model.

Click Browse to see KPI models.
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Expand KPI
model explorer

= Expand SMS Session
Services

= Expand SMS 1.2

Integrated Solutions Console  Wekcome comuses
O Mamagurmant X

SLO Mansgemant

Select Action

EExTEY
Service Level Objective Management
Py L= | —————

Saiact 151 Modal rom the vee
K1 Mkl Explorer
@ 5 session sanvces
Intorateg Sltom Comle Wtk tsmeres

50 Mamagurmant X

50 Mansgement

= Expand SMS CDR KPI Service Level Objective Management o U S e ekt st
Models T T — '—-—
Ser
O
22 Customer experience manager senice level object creation
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Expand KPI model explorer.

Expand SMS Session Services. Expand SMS 1.2.
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Expand SMS CDR KPI Models.
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Select KP|l model Integrated Solutions Console  Welcome cemuser
| SLO Management X
SLO Management
Service Level Objective Management
Click E] 5.0 Expl... | @&, Find SLOs
2 KPI Model Dialog
SMS—Dellver—COlj'1ters Select a KP1 Model from the tree.
KPI Model Explorer
3 () SMS Session Services
2k sMs1.2
JP sMs_Deliver_Report_Counters
i P sMS_Celiver_Report_Duration_Counters

|P SMS_Daliver_Report_Rate_Counters

PP sms_status_Report_Counters

JP sMs_status_Report_Duration_Counters

PP sms_status_Report_Rate_Counters

P sms_submit_Counters

P sMs_Submit_Duration_Counters

PP sMs_submit_Rate_Counters

JP sMs_submit_Report_Counters

P sMs_submit_Report_Duration_Counters

P sMs_submit_Report_Rate_Counters
23 Customer experience manager senvice level object creation

-+ Select Action ---

Last updated at;

Cancel

@ Timezone: Client
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Select KPI model.

Click SMS_Deliver_Counters.
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Select KPI metrics and finish KPl model dialog

Integrated Solutions Console
= Click SMS [
Deliver Success

= Click OK

Welcome comuser
| 5L0 Mansgement X

SLO Management

Service Level Objective Management

[ SLO Explorer 4, Find SLOs

KPI Model Dialog

Select 3 KPI Model from the tree.

XPI Model Explorer

5 () SMS Session Services
Sk sMs12
S fk SMS COR KP1 Models
|¥ sMs_Deliver_Counters
J¥ SMS_Deliver_Duration_Counters
¥ SMS_Deliver_Rate_Counters
P SMS_Deliver_Report_Counters
|P sMS_Deliver_Report_Duration_Counten
P SMS_Deliver_Report_Rate_Counters
JP SMS_Status_Report_Counters
|® SMS_Status_Report_Duration_Counters
[P SMS_Status_Report_Rate_Counters
¥ suMs_Submit_Counters
P SMS_Submit_Duration_Counters
* sMS_Submit_Rate_Counters
PP sms_Submit_Report_Counters
P sMs_submit_Report_Duration_Counter
PP SMS_Submit_Report_Rate_Counters

24 Customer experience manager senvice level object creation

SLO Managemant 250

KPI Model Detail
Naming context:
Name

Friendly Name.
Oparator:

Data Source Type:

Violation Threshold:

Warning Threshold

Description:

KPI metrics

Last updated at:  10/12/2009 11:49 ()

SMS/Delivery
SMS_Deliver_Counters
SMS Deliver Counters
cem_sus

20 count

30 count

This KP1 model groups counter
metrics related to SMS Deliver

SMS Daliver Attempts
SMS Deliver Success
SMS Deliver Failure

oD [coment |

@ Timezone: Client v

© 2010 IBM Corporation

Select KPI metrics and finish KPI model dialog.
Click SMS_Deliver_Success. Click OK.
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— R — s
Finish KPI model = e T
SLO Management

Service Level Objective Management st usdated at
] SLO Exp. 4, Find SLOs
= Click Next KEL Moded
= You can change the
KP| metnc by General information
selecting from the o
pull-down menu
@ Timezone: Client
25 Customer experience manager service level object creation
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Finish KPI model.

Click Next. You can change the KPI metric by selecting from the pull-down menu.
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Select customer group or customer to be associated with this SLO if req

Customers
= You can selecta I S Sovee | skt e
customer group or e St
Customer to SLO Management
be associated with the - -
SLO Service Level Objective Management
T SLO Explorer 4 Find SLOs
= Select no customer s omens
is the default setting
) Select no customer
26 Customer experience manager senvice level object creation

-+~ Select Action --- v

Last updated at:  10/12/2009 11:49 ()

.. &8

Select customer group () Select customer

© 2010 IBM Corporation

Customers.

You can select a customer group or customer to be associated with the SLO. Select no
customer is the default setting.
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Select customer group

* You can select  iogrted Soksons Comsole
customer group o .

= You can filter SLO Management
customer group 5LO Management

names by entering a
filter and clicking
Filter

= You can selecta
customer group from
;the customer group
ist

= You can accept the
customer&roup by
clicking O

I} SLO Explorer i, Find SLOs

27 Customer experience manager senice level object creation

Welcome cemuser

Service Level Objective Management

750D

Last updated at: 10/12/2009 11:49 ()

&

Customers

Select customer group or customer to be associated with this SLO if required.

Select no cus tomer (((+) Select customer group Select customer
ustomer grou

© 2010 IBM Corporation

Select customer group.

You can select customer group. You can filter customer group names by entering a filter
and clicking Filter. You can select a customer group from the customer group list. You can

accept the customer group by clicking OK.
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Selected customer group

Welcome cemuser

= You can clear the
selected customer
group by clicking
Clear

= You can selecta new
customer group by
clicking Select

= You can accept the
customer group by
clicking Next

Integrated Solutions Console

| L0 Management X

SLO Management

SLO Managemaent
Service Level Objective Management

T] SLO Explorer 4 Find SLOs

Customers

Select customer group o

Select no customer

Customer group

28 Customer experience manager senice level object creation

r customer to be associated with this SLO if required.

*) Select customer group Select customer
1mst
Customer_Group0
| o
@ Timezone Client v

750

Last updated at: 10/12/2009 11:49 ()

&
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Selected customer group.

You can clear the selected customer group by clicking Clear. You can select a new
customer group by clicking Select. You can accept the customer group by clicking Next.
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Select customer
Integrated Solutions Console  Welcome camusar m
= You can selecta - a ' =
customer AEHN e
SLO Management -~
= You can enter a name
or telephone number Service Level Objective Management Last updated ati  10/12/2009 11:43 ()
to search and click 50 explorer |4, Fndsion |
Saect oo customer O Select customar group
oK Can .!
Back Next Cancel
@ Timezone: Client v
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Select customer.

You can select a customer. You can enter a name or telephone number to search and click
Search.
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Customer search
= You can search
DR e =
customers ks s e 152
SLO Management X --- Select Action -+ v
= You can enter the S A
name Keith, click
Search, Click Kelth Service Level Objective Management t updated at:  10/12/2009 1149 ()
- I SLO Explorer Find SLOs
Holland and click OK i Customers 83
i - "
to select o ’
i ey (il i s
———
Customer Search
o~ Keith O'Mahony =
=
] [ =
@ Timezone. Chiant v
30 Customer experience manager service level object creation © 2010 IBM Corporation

Customer search.

You can search customers. You can enter the name Keith, click Search, click Keith

Holland and click OK to select.
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Selected customer

Selact customaer group or customer to be associated with this SLO if required. 3

Select customer group  (#) Select customer

Last updated at: 10/12/2009 11:49 ()

™ You can c|ear the lmndeWmmmh Welcome cemuser
selected customer by [ 510 management X
clicking Clear 10 Mecageminat

* Youcan seIeCt_a new Service Level Objective Management
customer by clicking =
Select SLO Explorer 4, Find SLOs Sistvasrs

= You can accept the
customer by clicking Saleck o cmomar
Next Customer

31 Customer experience manager senvice level object creation

Back @ Cancel

D=

@ Timezone: Client &
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Selected customer.

You can clear the selected customer by clicking Clear. You can select a new customer by
clicking Select. You can accept the customer by clicking Next.
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=You can select niograind Souions Console. _ Welcome camesar A m
resources to T = veas naon—— 1
associate with the R -
SLO | s.o warsoemet ____________________________________________________________________________________7.0]
Service Level Objective Management Last updated at:  10/12/2009 11:45 ()
I SLO Explorer 4 Find SLOs
Resource
Ermon R 3
Available Resources Selected Resources
PR o v P s
e
| [Twas =
@ Timezone: Cliant v
32 Customer experience manager senvice level object creation © 2010 IBM Corporation

Resource.

You can select resources to associate with the SLO.

slo_creation.ppt

Page 32 of 46



Resource type —

= Selecta resource type | )
by clicking Metric from — e
the pull-down menu —— (— =

= Selecta resource level - -
by clicking Metric from —_ o -
the pull-down menu ! -

= Select resourcesto ~ ) i i s
show by clicking All . i

33 Customer experience manager senvice level object creation © 2010 IBM Corporation

Resource type.

Select a resource type by clicking Metric from the pull-down menu. Select a resource level
by clicking Metric from the pull-down menu. Select resources to show by clicking All.
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Select resource

= You can filter

Integrated Solutions Console Welcome cemuser
resource NAMEeS | | 0w«
by entering a
searchin the
Filterfield Service Level Objective Management
a Cllck ] SLO Explorer 4 Find SLOs Resource
SMS_DELIVER Select resources to be associated with this SLO.
_SMS
Available Resources
= Click the right P i >
arrow icon """"""" :.'“ =
Resource name
unknown_Metric
SMS_DELIVER_SMS
SMS_DELIVER_REPORT_SMS
34 Customer experience manager service level object creation

Last updated at

Selected Resources

Resource type

-+~ Select Action == v

P

10/12/2009 11:49 (O)

1

Resource type

© 2010 IBM Corporation

Select Resource.

You can filter resource names by entering a search in Filters.

Click the right arrow icon.

slo_creation.ppt

Click SMS_DELIVER_SMS.
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Finish resource

Click Next

Integrated Solutions Console

| SLO Management X

SLO Management

SLO Managemant

Welcome comuser

Service Level Objective Management

] sL0 explorer

4, Find SLOs

Resource

Select resources to be associated with this SLO.

Available Resources
Resource type: Metric v

Resource level: Metrc -

Show: Al -

Filter:

Resource name
unknown_Metric
SMS_SUBMIT_SMS
SMS_SUBMIT_REPORT_SMS
SMS_DELIVER_REPORT_SMS
SMS_STATUS_REPORT_SMS.

35 Customer experience manager senvice level object creation

Last updated at:  10/12/2009 11:49 ()

Selected Resources

Resource type

SMS_DELIVER_SMS

Back @ Cancel

2=0

1

Resource type

SMS_DELIVER_SMS

@ Timezone: Client v

© 2010 IBM Corporation

Finish resource.
Click Next.
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Aggregation algorithm
9 ions Console 5 | Logo
SLO Management >‘
SLO Management A
SLO Management 7=0
Select the aggregation Service Level Objective Management Last updated at:  10/12/2009 11149 (D)
algorithm Minimum = i o
L, Find SLOs
from the pull-down HO Bxplorer Aggregation algorithm and Rules -e
menu Select an aggregation algorithm and rules for this SLO.
Aggregation
Aggregation algorithm |
Rules
S§ 15min (g Hoully
State Operand “—_Opdrand  Threshold Unit
Default Add
[ Oefouk | Md |
Back | Next Cancel
@ Timezone: Client v
36 Customer experience manager senice level object creation © 2010 IBM Corporation

Aggregation algorithm.

Select the aggregation algorithm Minimum from the pull-down menu.

slo_creation.ppt

Page 36 of 46



Console Help
Rules B
SLO Management X
& YOU can Set 15_ SLO Management -
= SLO Management 7E0
minute, hourly, - =
daily, and weekly Service Level Objective Management Last updated at:  10/12/2009 11:49 ()
rules by clicking ] 510 Bxplorer. [ RS Aggregation algorithm and Rules -E
the 15 min, Select an aggregation algorithm and rules for this SLO.
Hourly, Daily and
Weekly tabs ———
= Click Add to add ks
arule s
@ 15min |0 Hourdy | (g ¥ Weekly
pera; Operan
Default
Back Next Cancel |
@ Timezone: Client v
37 Customer experience manager service level object creation © 2010 IBM Corporation

Rules.

You can set 15-minute, hourly, daily, and weekly rules by clicking the 15 min, Hourly,
Daily, and Weekly tabs. Click Add to add a rule.
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Add additional rule O

J SLO Management X

-~ Select Action --- N

SLO Management

SLO Management

Click Add to add an
additional rule

38

Customer experience manager senvice level object creation

Service Level Objective Management

] SLO Explorer 4 Find SLOs

?=D

Last updated at: 10/12/2009 11:49 ‘j

Aggregation algorithm and Rules

Select an aggregation algorithm and rules for this SLO. .e

Aggregation

Rules

¥) 1Smin 0@ Hourly (g Daily (g Weekly

State Operand Operand Threshold Unit

@ Vviolatio  KPI value < ] count

o
€

!
Back Next | | Cancel |

@ Timezone: Client

© 2010 IBM Corporation

Add additional rule.
Click Add to add an additional rule.
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Default and remove rules

= Select Violation state

= Select default settings
by clicking Default. The
default operand and
threshold values are set

= You can remove the rule
by clicking Remove

SLO Management X

SLO Management

Integrated Solutions Console ~ Welcome

“ e W

Service Level Objective Management Last updated at:

T SLO Explorer 4

39 Customer experience manager senice level object creation

Find SLOs

Aggregation algorithm and Rules

Select an aggregation algorithm and rules for thi

Aggregation

Aggregation algorithm: | Minimum

Rules

¥) 1Smin |0g Houry |Ug Daily |l Weekly

State

10/12/2009 11:49 (5)

is SLO. -e

© 2010 IBM Corporation

Defaults and remove rules.

Select Violation state. Select default settings by clicking Default. The default operand
and threshold values are set. You can remove the rule by clicking Remove.
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Set operand, threshold and finish aggregation algorithm and rules

= Selectthe less than (<)
operand from the pull-
down menu

= Enter 20 for the Pt
threshold

= Click Next
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Set operand, threshold, and finish aggregation algorithm and rules.

Select the less than (<) operand from the pull-down menu. Enter 20 for the threshold. Click
Next.
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Actions el [ = |

SLO Management X -- Select Adtion -~ v

= You can create actions to be o manaement 2
associated with the SLO Service Level Objective Management  testuodstsd st 10/12/2009 1149 ()
= You can send an alarm, send an B 0 e [EEREE | Acsons

SNMP trap, or send an e-mail by
using the Send an internal alarm,
Send a SNMP trap, or Send an
email tabs

= Select Violation from the Send an 8 Co
internalalarmtab e

= Click Next
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Actions.

You can create actions to be associated with the SLO. You can send an alarm, send an
SNMP trap, or send an e-mail using the Send an internal alarm, Send a SNMP trap or
Send an email tabs. Select Violation from the Send an internal alarm tab. Click Next.
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SLO activation

= You can activate the e e Lomcis S emmne S
SLO lateror $LO Management X
immediately SLO Management A
3 g
" _ACt|vate this SLQ later Service Level Objective Management Last updated at: 10/12/2009 1143 ()
is the default setting -
. . SLO Explorer 4, Find SLOs 510 sctivation F
= Select Activate this Salact 2 SLO activation option to datarmine when to activate this SLO "?
SLO immediately
3 _) Activate this SLO later
= Click OK Om.m. this SLO immediately
Back Cancel
@ Timezone Client v
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SLO activation.

You can activate the SLO later or immediately. Activate this SLO later is the default
setting. Select Activate this SLO immediately. Click OK.
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View SLO

= Expand
sqmuser_data

= Click sms_deliver

= You can review the
SLO by clicking the
General,
Assessment, KPI
Model, Resource,

Rule and Report
tabs

Customer, Action,

SLO Management X

SLO Managemant

510 Management
Service Level Objective Management

£] SLO Explorer Find 5LOs
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View SLO.

Expand sgmuser_data. Click sms_deliver. You can review the SLO by clicking the
General, Assessment, KPI Model, Resource, Customer, Action, Rule, and Report

tabs.
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= You should now be able to:
— Create service level objective category
— Create an service level objective
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Summary.

You should now be able to create a service level objective category and a service level
objective.
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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 listed on the slide.
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Trademarks, copyrights, and disclaimers

IBM, the IBM logo, lbn;'com and the ing terms are or reg of i B Machi C ion in the United States,

other countries, or bof
Netcool Tivoli
If these and other IBM trademarked terms are marked on their first occurrence in this information with a trademark symbol (® or ™), these symbols indicate U.S.

registered or common law trademarks owned by IBM at the time this information was published. Such trademarks may also be registered or common law(rademarks in
other countries. A current list of other IBM trademarks is available on the Web at "Copyright and at http //www ibm Viegal/copytrade shtry

Other company, product, or service names may be trademarks or service marks of others.
Product data has been reviewed for accuracy as of the date of initial publication. Product data is subject to change without notice. This document could include

technical inaccuracies or raphical errors. IBM may make improvements or changes in the products or programs described herein at any time without notice. Any

statements reg rding IBM's future direction and intent are subject to change or withdrawal without notice, and rep goals and obj only. in this

documem to M produc(s programs, or services does not imply that IBM intends to make such products, programs or services available in all countries in which IBM
Any to an IBM Program Product in this document is not intended to state or imply that only that program product may be used.

Any funcbonally equrvalent program, that does not infringe IBM's intellectual property rights, may be used instead.

THE INFORMATION PROVIDED IN THIS DOCUMENT IS DISTRIBUTED "AS IS" WITHOUT ANY WARRANTY, EITHER EXPRESS OR IMPLIED. IBM EXPRESSLY
DSCLAIMS ANY WARRANTIES OF MERCMNTAB LITY, FITNESS FOR A PARTICULAR PURPOSE OR NONINFRINGEMENT. IBM shall have no responsnbmty to
update this 1BM d if at all, according to the terms and conditions of the ﬁ eements (for example, IBM Customer Agreement
Statement of Limited Warranty, Intematxonal Program License Agreement, etc.) under which they are provided. Information concerning non-IBM products was obtained
from the suppliers of those products, their published announcements or other publicly available sources. IBM has not tested those products in connection with this
publication and cannot confirm the accuracy of performance, compatibility or any other claims related to non-IBM products.

IBM makes no representations or warranties, express or implied, regarding non-IBM products and services.

The prowi of the inf i herein is not intended to, and does not, grant any right or license under any IBM patents or copyrights. Inquiries regarding
patent or copyright licenses should be made, in writing, to:

IBM Director of Licensing

IBM Corporation
North Castle Drive
Armonk, NY 10504-1785
USA
F is based on its and using 1BM na environment. Al d i
of ho S sed IBM products and the results they may have achieved. The actual thre u%’ 811! performance that any user r wil
expenence will vary dependm%kupon consnderatlons such as the amount of multiprogramming in the user's job stream, the /O configuration, the storage. conﬁgurabon
and the can be given that an individual user will achieve ghput or per imp
ratios stated here.
© Copyright Business Machil Corp 2010. Al rights reserved
Note to US. Users - D related to restricted rights-Use, duplication or disclosure is subject to restrictions set forth in GSA ADP Schedule
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