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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 service 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

3 Customer experience manager service level object creation © 2010 IBM Corporation

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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4

Service Quality Manager Web portal

& Application Discoverer

m Netcool Service Quality Manager

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

‘WebI Portal
Users and Passwords
Documentation

(=] service Quality Manager Web Portal
@Ssrwce Quality Manager Client

Deployment

HTTP Port: | 8092

SOCKS Proxy

Proxy Host: | 9.38.28.222
Proxy Port: | 3389

Discover

Create Shortcuts ] [ Quit ]

Customer experience manager service level object creation

© 2010 IBM Corporation

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:
Password:
5 Customer experience manager service level object creation
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Login.
Enter user ID and password to log in.
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Customer experience management

Expand Customer Experience Management

i 00—
Integrated Solutions Console Welcome cemuser Help Logout .I | ﬂ |:::

| view: | 4l tasks ~|

Service Quality Manager

Welcome

ustomer Experience Managsment

Welcome (=] About this Integrated Solutions Console e
Integrated Solutions Integrated Solutions Consols, 5.1.0.23 [«
Console provides a Build Number: cf230910.10
common Build Date: 3/10/0%
administration canzale
for multiple products. LICENSED MATERIALS PROPERTY OF
The table lists the ESKT .
product suites that 5724-i63, 5724-H88, 5655-N01 [C)
can be administered Copyright International Business A
through this

E instzllztion. Select 2
product suite to view

maore infarmation.

Suite Name Version
WebSphere 6.1.0.23
Application

Server

6 Customer experience manager service level object creation
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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

All tasks ~]

| View:

Logout

Service Quality Manager
Welcome

B Customer Experience Management

Cellular CEM

5LO Management

SLO Monitor Integrated Solutions
Conscle provides a
comman
administration conscle
for multiple products.
The table lists the
product suites that
can be administerad
through this
installation. Select a
product suite to view
more information.

Suite Name Version
WebSphere 6.1.0.23

Application
Server

Customer experience manager service level object creation

About this Integrated Soluf

15 Consol

Integrated Solutions Consocle, 6.1.0.23 (&
Build Number: cf230910.10
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF

18M

5724-i63, 5724-HB88, 5655-H01 (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

Help
| View: | All tasks

VI. J sLO

®
Service Quality Manager

SLO Management
3 Custemar Expariznce Managamant

Legout

--- Select Action --- hi

5LO Managemeant
Cellular CEM =
SLO Management

SLO Moniter

Service Level Objective Management
@ E] sLO Explorer |@, Find 5LOs

= {1 5LO Categories

-@ZZ

Customer experience manager service level object creation

Hide navigation menu.

A

Last updated at:  07/12/2009 10:47 |r_'

@ Timezone: Client

%

© 2010 IBM Corporation

Click the Hide Navigation button.
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SLO categories

Click the SLO Categories folder

Integrated Solutions Console

J SLO Management ¥

Welcome cemuser

Help

Legout

--- Select Action --- hd

E E] sLO Explorer |@, Find 5LOs

B ] sLO Catsgeries

e

Customer experience manager service level object creation

Service Level Objective Management

Last updated at: 07/12/2009 10:51 |r_'

@ Timezone: Client

SLO Mznagement ~
SLO Management REE

€
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SLO categories.

Click the SLO Categories folder.
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Create new SLO category

= Click the Create a
new item icon

= Click Create New | Integrated Solutions Console ~ Welcome cemuser
SLO Category B

[E] sLoExplorer @, Find 5LOs

[E] CresteTiew SLO

10 Customer experience manager service level object creation

ct Action --- v
| sLO Management % Select Action
SLO Manzgement ~
SLO Management FEE

Last updated at: 07/12/2009 10:51 |r-'

Service Level Objective Management

[ - o - i
General Information
U Py — [ | Creste New SLO Category

SLO Categories

SLO Categories

@ Timezone: Client

€
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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
sgmuser_data

= Click OK

Integrated Solutions Console Welcome cemuser Help | Logout

- - w
| sLO Management % Select Action

SLO Management A
SLO Management ? -0

Service Level Objective Management

Last updated at: 07/12/2009 10:51 |/j
SLO Expl... |, Find SLOs )
B Create category =

Specify the categery name. D
E = SLO Categories

General information

Hame: (samussr_data )

3 Timezcne: Client

| €

11

Customer experience manager service level object creation
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Create new SLO category name.

Enter name sgmuser_data. Click OK.
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Create new SLO

= Click the Create a
new item icon

- C“Ck Create NeW _\nmgramd Solutions Console Welcome cemuser Help Logout
SLO

== == w
| sLO Management % Select Action

5LO Mansgement ~

5LO Management FEE

Service Level Objective Management Lest updated at:  07/12/2008 11:02 {j

[E] sL0 expl... |4, Find 5L0s (] Genersl

@ x . ﬁ? L_Gensral Information

[ = ¢ so (] Create New SLO Categary
»

8 5| Create New SLO ning context: | sqmuser_dats

Name:  sgmuser_dats

@ Timezcne: Client

| €

12
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Create new SLO.

Click the Create a new item icon. Click Create New SLO.
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Enter name and description

» Enter name sms—delivery imgm}ad Solutions Console Wielcome cemuser Help | Logout -m%

J 5L0 Management x\

= Enter description SMS

deliveries 2
. Service Level Objective Management Lest updated st 07/12/2005 11:05 ()
= Click Next :
[E] sLO Ex... | &, Find S... N e
L. ) i SLO General Information =
The description is optional Specify the 510 name an 4 descistion. =

=ma:
Dazeription: SMS deliveries

=

© 2010 IBM Corporation

13 Customer experience manager service level object creation

Enter name and description.

Enter name sms_delivery. Enter description SMS deliveries. Click Next. The description
is optional.
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= 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

Select contractual dates

[ 1=
Integrated Solutions Console Welcome cemuser Help | Legout .I |‘::
| sto x\
~
SLO Management 9
Service Level Objective Management Last updated =t 07/12/2008 11:05 (]
E] sLo Ex... | &, Find 5... )
- Assessment interval and Schedules ‘m;j
1
Select 2n zssessment interval 2nd schedules for this SLO. |

Contractual Date

Start Date: |07/12/2008 A Stz Time: o0 : 00 i]
check box and specifying © eaoae €nd Time:
an end date
[ Schedules
Schedules
Add
Back Hext Cancel
@ Timezone: Client
]
14 Customer experience manager service level object creation © 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.

slo_creation.ppt

Page 14 of 47



Add SChedu |es Integrated Solutions Console Welcome cemuser Help | Logout
| 510 Menagement
Click Add to add a
~
SLO Management =l
schedule
3 = o =
Service Level Ob]ectlve Management Last updated st:  07/12/2009 11:05
SLO Ex... | @ Find 5... .
B - Assessment interval and Schedules e
Select an assessment interval and schedules for this SLO. ZEsE
Contractual Date
Start Date:  07/12/2009 Gl statTime: | 00 ¢ 00 [T
[] endDate: End Time:
[ Schedules
-
Schedules
Back Next oK Cancel
@ Timezone: Client
v
15 Customer experience manager service level object creation © 2010 IBM Corporation

Add schedules.
Click Add to add a schedule.
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Select holiday and weekday schedules
. Integrated Solutions Console  Welcome cemuser Help | Logout
= You can include or | oo aTons Poreske
exclude publIC | Lo Manzgement x
holidays 510 wanagemen: o 2
. Service Level Objective Management Last updated ati  07/12/2009 11:05 ()
* You can include the - : ! E ’ e
full week or specific B soee A0 | o adule Dialog 2
Weekdays Select schedule element attributes. \)
= You can click Clear Putiic Horidays
All to clear all the ) includs public haliday () Excluds public holidy
weekday selections
Day Time Coverage
00100 ~ 06:00 | 06100 ~ 12100 | 12100 ~ 18100 | 18100 ~ 24100 | | Full Tima
Clezr &l
Specific Days
Include Exclude
] =
oK Cancel
@ Timezone: Client
16 Customer experience manager service level object creation © 2010 IBM Corporation

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

Welcome cemuser Help | Logou

. Integrated Solutions Console
= You can select the day time L N
coverage by clicking Full Time | stoManzgement x
or by highlighting half-hour
increments or a block of time on s
the coverage bar
= You can click Clear All to clear B swo = el
all the day time coverage
selections
17 Customer experience manager service level object creation

Service Level Objective Management

Schedule Dialog

Select schedule element attributes.

Public Holidays

(&) Include public holiday () Exclude public holiday

Week Days
[V Mon [V Tue (¥ wed
e s

Day Time Coverage

00:00 ~ 06:00 | 06:00 ~

Specific Days

Include

Last updated at:  07/12/2003 11105 ()

B 2

2
N

oK Cancel

© 2010 IBM Corporation

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 ~ welcome cemuser Help | Logout -| |§§§ =
* You can include or [ 17 10 e - Selec Adion -
exclude specific days .
from the schedule ———— =11
Service Level Objective Management Lst updated at: 077122009 11:05 ()
= Click the calendar icon to B sose. [Qandston [0 ie Didlog 2
select dates from a Selact scheduls slement atiibutes. :’)
calendar and select the
day to include or exclude S
(*) Include public haliday () Exclude public holiday
= To include December ek Daye
14th, click December 14 Fvon Mrue Mwed Mre M PITEE
V] sat M s Clear All
et |
[ [4] December 2000 ||
Day Time Coverage s M T W T F S
00:00 ~ 06:00 | 06:00 ~ 12:00 1 2 2 4 35 oo Full Time
5 7 B, El 1? 11 12 ]]] T
20 21 22 23 24 25 26
specific Days 27 28 29 30 3t
Include
@
oK Cancel
@ Timezens: Cliznt i
18 Customer experience manager service level object creation © 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

Click OK

Integrated Solutions Console Wielcome cemuser Help | Logout

--- Select Action --- v

J 5L0 Management %

~
SLO Management =] —

Service Level Objective Management Last updated ati 07/12/2008 11105 (F)

SLO Ex... @, Find 5LOs
B * = Schedule Dialog

Select schedule element attributes.

Public Holidays

() Include public holiday Exclude public holiday

Week Days

[¥] mon ¥] Tue [¥] wed ¥] Thu ¥ Fri

Full weak
Clear All

[¥] sat [+ sun

=

Day Time Coverage

00:00 ~ 06:00 | 06:00 ~ 12:00 | 12:00 ~ 18:00 | 18:00 ~ 24:00 Full Time
[TTTTTTTTTTTTT ——— 017070,

Specific Days
Include Exclude

Mon Dec 14 2009

<>

@ Timezone: Client

v

19 Customer experience manager service level object creation
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Finish the service dialog.
Click OK.
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Verify and finish assessment interval and schedules
Integrated Solutions Console  Welcome cemuser Help | Logout .I |i§§ =
| (oo PN

= Verify that schedules are a
complete Service Level Objective Management Last updated at: 07/12/2008 11:05 ()

" YOU can add, remove, and ed|t B soee [Qfndsio0 Assessment interval and Schedules |93‘921
SChedU|eS by C“Cklng Add’ Select an assessment interval and schedules for this SLO. ==
Remove, and Edit

Contractual Date
= Click Next Start Date: | 07/12/2009 B sterTime: | 00 1 00 [

[0 endDate: End Time:
Schedules

E Schedules
Including Holida:
Including Mon Dec 14 2009
Including Sun, Mon, Tus, Wed, Thu, Fri, Sat
Including 07:00 to 17:00

Backe 0 Cancel
@ Timezone: Client il
20 Customer experience manager service level object creation © 2010 IBM Corporation

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

Click Browse to see KPI models

Integrated Solutions Console Welcome cemuser

J 5LO Management X

Help | Logout

--- Select Action - v

SLO Management

Service Level Objective Management

[E] 5o Ex... | @, Find SLOs
= KPI Model

General information
Name:

KPI matric:

21 Customer experience manager service level object creation

Last updated 3t 07/12/2009 11:05 ()

@ KPI Model must be selected for this SLO.

s
Back Cancel
@ Timezone Client

2 -0 el

[£2]

© 2010 IBM Corporation

Browse KPI model.

Click Browse to see KPI models.
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Integrated Solutions Console  Welcome cemuser

Expand KPI

[ {510 Management X\

aaaaaaaaaaa

model explorer

[£] SLO Expl... A Find SLOs

KPI Model Dialog

Select a KPI Model from the trae.

Service Level Objective Management Last updated at:  10/12/2009 11:43

e
= Expand SMS Session (@ 54 sasion s =
Services (e

& N

= Expand SMS 1.2

u Expand SMS CDR KPI Service Level Objective Management
Models B st

A\ Find
“FRESST L epT Model Dialog

22 Customer experience manager service level object creation

Selact 3 KPI Modal from the tres.

Service Level Objective Management ot updated ot 1073212009 1159 )

P KPI Model Dialog
Select 2 K Model

© 2010 IBM Corporation

Expand KPI model explorer.
Expand SMS Session Services. Expand SMS 1.2.

slo_creation.ppt

Expand SMS CDR KPI Models.
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Integrated Solutions Console

Select KPI model

| sto managemen

Welcome cemuser Help

Logout

SLO Management

Click
SMS_Deliver_Counters

[l

[S] @ F
[E] L0 expl... | & Find SLO=

Service Level Objective Management

KPI Model Dialog

Select 2 KPI Model from the tree.

KPI Model Explorer

B (] 5MS Session Services
= sMs 12

r_Rate_Countsrs

r_Repert_Counters

P sMs_Deli
P sms_status_Report_Counters

r_Report_Rats_Countsrs

JP 5Ms_Ststus_Report_Duration_Counters
P sms_status_Report_Rate_Counters

PP sms_submit_Counters

¥ sms_submit_Durstion_Counters

P sms_submit_Rate_Counters

JP sms_submit_Report_Counters

P sMs_submit_Repert_Duration_Counters

¥ sms_submit_Report_Rste_Counters

23 Customer experience manager service level object creation

r_Report_Duration_Counters

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

o Cancel

@ Timezone: Client

[£4]

© 2010 IBM Corporation

Select KPI model.
Click SMS_Deliver_Counters.
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Select KPI metrics and finish KPI model dialog

Welcome cemuser

Integrated Solutions Console

= Click SMS

=]
==

Help | Logout

Deliver Success
= Click OK Service Level Objective Management

E] sLO Explorer | &, Find 5LOs.
g plor=r KPI Model Dialog

Selact 2 KPI Model from the tree.

KPI Model Explorer

@ (J sMs sassion services
ok sms 12
[ (& SMS COR KPI Modals
¥ 5MS_Deliver_Counters
¥ SMS_Deliver_Duration_Counters
¥ SMS_Deliver_Rate_Counters

(Rl

¥ sms_beliver_Report_Counters

¥ smS_Deliver_Report_Duration_Counters
¥ sms_Deliver_Report_Rate_Counters

P SMs_Status_Report_Counters

¥ SMs_Status_Repert_Durstion_Counters
¥ Sws_status_Report_Rate_Counters

¥ sms_submit_Counters

¥ SwMs_Submit_Duration_Countars

¥ sms_submit_Rate_Counters

¥ SMS_Submit_Report_Counters

¥ SMS_Submit_Report_Duration_Counters
¥ SMS_Submit_Report_Rate_Counters

24 Customer experience manager service level object creation

J SLO Management X% --- Selact Action v
SLO Management -
SLO Management ]

Last updated at:  10/12/2008 11:43 ()

s

KPI Model Detail
Naming context: sms/Delivery
Name: SMS_Daliver_Countars

Friendly Name: SMS Deliver Counters

Operator: <
Data Sourca Typat CEM_SMS.
viclation Thrashold: 20 count
Warning Threshold: 30 count

Description: This KPI model groups counter

metrics related to SMS Deliver

KPI matrics SMS Deliver Attempts

SMS Deliver Success

SMS Deliver Failure

Q) Timezone: Client -

© 2010 IBM Corporation

Select KPI metrics and finish KPI model dialog.
Click SMS_Deliver_Success. Click OK.
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Finish KPI model

= Click Next

= You can change the
KPI metric by
selecting from the
pull-down menu

25 Customer experience manager service level object creation

N °00.. |
Integrated Solutions Console Welcome cemuser Help | Legout -I | |zz:
| sto Management X
~
5LO Management =] —
Service Level Objective Management Lestupdsted st 07/12/2009 11105 ()
=] )
[E] sLO Exp... |4, Find SLOs
B KPI Model
Select a KPI Model to be associated vith this SLO.
General information
Name: SM5_Deliver_Counters Browse
KPT metric: SMS Deliver Success
WS Deliver Attempts
Detail information SMS Deliver Success
X 2115 Deliver Failure <
Friendly Name: et e
Dats Source Type: CEM_SMS
Violation Thresheld: 20
Warning Threshold: 30
Unit: count
Description: This KP1 medel groups counter metrics
related to SMS Deliver
Back o Cancel
@ Timezone: Client
v
© 2010 IBM Corporation

Finish KPI model.

Click Next. You can change the KPI metric by selecting from the pull-down menu.
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Welcome cemuser

00— |
e [ TG

--- Select Action —— v

Customers
* You can select a | roaretnd Soluons onecl
customer group or ] s10 anmgemer X
customer to L0 Management
be associated with the| ==
SLO
T] 5LO Explorer L Find SLOs.
» Select no customer '
is the default setting
[
26 Customer experience manager service level object creation

Service Level Objective Management

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

Customers &
Select customer group or customer to be associated with this SLO if required.
(*) selact no customar () Select customer group () Select customar

| Back || Next | oK

© 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

{7 ]
= You can Se'ect Integrated Solutions Console  Welcome cemuser Help | Logout .| I:::_ =
customer group | 510 Wanagement .
= You can filter SLO Management X
customer group 5.0 Managsment e
names by enterlng a Service Level Objective Management Lost updated ati  10/12/2009 11143 ()
filter and clicking = ‘ s oo
Filter ] SLO Explorer | (4, Find 5LOs Customers
Select customer group or customer to be associated with this SLO if required. m

= You can select a
customer group from
the customer group

() Select no customer (( (=) Select customer group ) () Select customer

||St Customer group
Customer group name filters Filtar

= You can accept the 1

customer group by

clicking OK

| Back || Next | | cancel |
@ Timezone: Client v

27 Customer experience manager service level object creation © 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

°er.,

n YOU can Clear the Integrated Solutions Console Welcome cemuser Help | Logout -l |’:'
selected customer 1 o mansgamen - Select Actien - >
group by clicking 510 Management a
Clear SLO Management =]

Service Level Objective Management Last updated st 10/12/2009 1148 ()

= You can select a new CPpmm—r T
= Customers
CUStOmer grOUp by Select customer group or customer to be associated with this SLO if requirad. ss
clicking Select

() select no customer (=) Sslact customer group () Selact customer
= You can accept the
Customer group.
customer group by
clicking Next Customar group typa: [t
E Customer group nam Customer_Groupd
= e
& Timszona: Client -

28 Customer experience manager service level object creation © 2010 IBM Corporation

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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*°ee.
Integrated Solutions Console ~ Welcome cemuser Help | Logout .I | |:::
= You can select a =N —
510 Management X
customer !
SLO Managsment )
= You can enter a name 5LO Management ?-0
or telephone number Service Level Objective Management Lost updated at:  10/12/2009 11145 ()
to search and click ] 510 Explorer |4, Find 5105
Customers a
SearCh Select customer group or customer to be associated with this SLO if required. 1
() Select no customer () Select customer group
Customer
Cictnanar'Se Name  Phone N Address
E Name:
Phone Number:
Search Clear
oK Cancel
‘ Back ‘ ‘ Next ‘ OK ‘ Cancel ‘
@ Timezone: Client v
29 Customer experience manager service level object creation © 2010 IBM Corporation

Select customer.

You can select a customer. You can enter a name or telephone number to search and
click Search.
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* You can search —
1 8
CUStOmerS lmagramn Solutions cn\nsaln Welcome cemuser Help | Logout H-L ix’z =
| 510 Management X
* You can enter the RYT— a
name Keith, click —_— —
Search. click Keith Service Level Objective Management Lzt upsatsd st 20/12/2008 11048 (2)
’
H E| SLO Explorer A Find SLOs
Holland and click OK el e
to select Selact customer group or customer to be assaciatad with this SLO If required.
() Sslact no customar () Sslact customar group  (s) Sslack customar
— nama Phone Number | Addre:
E Phone Number:
@ cl Keith B 12200000661 | Add
e Keith Hallsh: 12300000681 | Add
Keith Dy 12200000778 | Add
Keith Cafferkey 12300000813 | Addresse13
Keith Hourigan |~ 12300000828 | Address&28
Keith ©'Connor 12300000863 | Address853
Back Hasct Cancal
@ Timezone: Client 2
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

» 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

31

Welcome cemuser

Integrated Solutions Console

J 5LO Management x\

Help | Logout

Bl

[E] sLo explorar | &

Find SLOs

Customer experience manager service level object creation

--- Select Action --- v
SLO Management ~
5LO Management ?-0

Service Level Objective Management

Customers

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

elect no customer

Lest updsted at:  10/12/2003 11:43 ()

pes

() Select customer group  (+) Select customer

Name:

Keith Holland

Bhone Number:

12300000217

Address

i Address:

217

CERICED,
wE =

Back | (next ) Cancal
@ Timezone: Client -

© 2010 IBM Corporation

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.

slo_creation.ppt

Page 31 of 47



Resource

=You can select
resources to
associate with the
SLO

32

[ Show

Integrated Solutions Console ~ welcome cemuser

[ sLo management X\

Help | Logout

50 =
Service Level Objective Management

[E] SLO Explorer 4, Find 5LOs
- Resource

Select resources to be associated with this SLO.

Resource lavel:

Filker

SMS_SUBMIT_SMS
SMS_SUBMIT_REPORT_SMS
SMS_DELIVER_SMs

SMS_DELIVER_REPORT_SMS

SMS_STATUS_REPORT_SMS.

Customer experience manager service level object creation

~
Last updated at:  10/12/2009 11:49 (]
Selected Resources
Resource bype Resource type
| mack | [ me | | caneel |
@ Timezone: Client v

© 2010 IBM Corporation

Resource.

You can select resources to associate with the SLO.
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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

33 Customer experience manager service 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 Help | Logout H"ﬂliii =
resource names Jm’?\
by entering a .
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Select Resource.

You can filter resource names by entering a search in Filters. Click SMS_DELIVER_SMS.
Click the right arrow icon.
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Finish resource.
Click Next.
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Aggregation algorithm
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Aggregation algorithm.

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

[£] SLO Explorer |k Find 5L0s
Click Add to add an
additional rule
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Add additional rule.
Click Add to add an additional rule.
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Default and remove rules
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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
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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.

slo_creation.ppt

Page 40 of 47



Actlons Integrated Solutions Console  Welcome cemuser Help | Logout Hl iiii&
| stomanagement x\ ——- Select Action - v
* You can create actions to be o
associated with the SLO Service Level Objective Management  Lestupdated at: 10/12/2005 11:45 )
= You can send an alarm, send an El 510 Sxplorer [ P30 | | Actions *’
SNMP trap, Or Send an e_mall by Craste actions to ba associated with this SLO. 2
using the Send an internal alarm, ot [T
Send a SNMP trap, or Send an —
email tabs © vilston
= Select Violation from the Send an e
internal alarm tab ; tndeterrinste
= Click Next
i Back ‘@ i c: 4] |
@ Timezone: Client v
41 Customer experience manager service level object creation © 2010 IBM Corporation

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 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
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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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Your feedback is valuable

You can help improve the quality of IBM Education Assistant content to better meet your
needs by providing feedback.

= Did you find this module useful?
= Did it help you solve a problem or answer a question?

= Do you have suggestions for improvements?

Click to send e-mail feedback:

This module is also available in PDF format at:
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You can help improve the quality of IBM Education Assistant content by providing
feedback.
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