IBM Tivoli Netcool Service Quality Manager V4.1

Customer Experience Manager user function
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IBM® Tivoli® Netcool® Service Quality Manager 4.1: Customer experience manager
user function.

This training module is for Tivoli Netcool Service Quality Manager 4.1 customer
experience manager user function.
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= You have Tivoli Netcool Service Quality Manager 4.1 installed and running
= You have Tivoli Netcool Customer Experience Manager 4.1.2 installed and running

» You are a user with access to CEM Analysis, CEM SLO Management, and CEM SLO
Monitor
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Assumptions.

The assumptions are that you have Tivoli Netcool Service Quality Manager 4.1 and Tivoli
Netcool Customer Experience Manager 4.1.2 installed and running. You must also be a
user with access to CEM Analysis, CEM SLO Management, and CEM SLO Monitor.
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Upon completion of this module, you should be able to navigate Customer Experience
Manager user functions
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Objectives.

Upon completion of this module, you should be able to navigate Customer Experience
Manager user functions.
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Service Quality Manager Web portal

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

& Application Discoverer El

m Netcool Service Quality Manager

Deployment

‘WebI Portal
Users and Passwords
HTTP Port: | 8092

Documentation
SOCKS Proxy

(=] service Quality Manager Web Portal Froxy Host: | 9.38,28,222

@Ssrwce Quality Manager Client Proxy Port: | 3389
Create Shortcuts ] [ Quit ]
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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 your user ID and password to log in

- ] *°e0 . ~
Integrated Solutions Console -l |:z:£

Welcome, enter your information. ,
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Login.

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

Expand Customer Experience Management

6 Customer Experience Manager user function

Integrated Solutions
Conzols provides a
common
administration consals
for multiple products.
The table lists the
product suites that
can be administered
through this
installztion. Select 2
product suite to view
mars infermation.

Suite Name Version
WebSphere 6.1.0.23
Application

Server

00—
Integrated Solutions Console Welcome cemuser Help Logout .I | ﬂ |:::
| view: | 4l tasks ~|
Service Quality Manager
Welcome
ustomer Experience Management
Welcome 7 - Ol About this Integrated Solutions Console -0

Integrated Solutions Conscle, 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 Internationsl Business

i
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Customer experience management.

Expand Customer Experience Management.
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Customer experience management options

Customer experience management has three options: Cellular CEM, SLO Management, and
SLO Monitor

T ——
Integrated Solutions Console Welcome cemuser Help | Logout -| ﬂ |:::

‘ View: | All tasks ~|

Service Quality Manager

Welcome

B Customer Experience Management
e — Welcome 7 — O/l About this Integrated Solutions Console =
LI Integrated Solutions C: le, 6.1.0.23
SLO Monitar Integrated Solutions ntegrated Solutions Consale, 6.1.0.23 &
Console provides s Build Number: cf230910.10

common Build Date: 3/10/09

administration consale
for multiple products. LICENSED MATERIALS PROPERTY OF
The table lists the Lol
product suites that 5724-i63, 5724-H88, 5655-N01 (C)
can be administared Copyright Internationzl Businass

E through this
installation. Select a
product suite to view
more information.

Suite Name Version

WabSphare 6.1.0.22
Application
Sarvar
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Customer experience management options.

Customer experience management has three options: Cellular CEM, SLO Management,
and SLO Monitor.
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Cellular CEM

Click Cellular CEM

Integrated Solutions Console

| View: | All tasks

Welcome cemuser Help

Legout

Service Quality Manager

[ Customer Experience Management

SLO Management
SLO Monitor

Customer Experience Manager user function

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 Ver

WebSphere 6.1.0.23
Application
Server

Integrated Sclutions Console, 6.1.0.

Build Number: cf230910.10
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF
1BM

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

22 |~
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Cellular CEM.

Click Cellular CEM.
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Hide navigation menu

Click the Hide Navigation button

i *00 .
Integrated Solutions Console ~ Welcome cemuser Help | Logout -| | ﬂ |:z:
| View: [ All tasks ~] J Cellular CEM % =t e ~d
Service Quality Manager
Cellular CEM fad
E Customer Experience ]
Cellular CEM Cellular CEM =0
SLO Management 2 Customer
SLO Monitar )
CEM Cellular Analysis
Qo
:# ‘ Welcome to CEM Cellular Analysis.
A A h
441 e Use the navigation panel to the left of this welcome
message to open one of the view described below.
&  The Customer Analysis View delivers a view
&% The Customer Group Analysis View proudes
&S Customer Group
|
| "] Device f The Device Analysis View provides a view on i
Preferences v
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Hide navigation menu.

Click the Hide Navigation button.
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Cellular CEM options

= You can perform customer
and customer group search
and analysis

= You can perform device
search, analysis, and
summary

= You can edit preferences

10 Customer Experience Manager user function

°0e..
Integrated Solutions Console ~ welcome cemuser Help | Logout -N I |:::
| cetiutar cem K\ =l >
Cellular CEM ~
Cellular CEM 70
(3 Customer \
CEM Cellular Analysis
N Search
| Welcome to CEM Cellular Analysis.
E ..76 GrElpss Use the navigation panel to the left of this welcome
message to open one of the view described below.
o
4 The Customer Analysis View delivers a view on
& _The Customer Group Analysis View provides a
&  Customer Group
[’} Device @ The Device Analysis View provides a view on
MZ Preferences ) s
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Cellular CEM options.

With Cellular CEM, you can perform customer and customer group search and analysis.
You can also perform device search, analysis, and summary. You can edit preferences.
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Customer anaIyS|s view
. . 00—
Click Customer to start the Integrated Solutions Console  Welcome cemuser Helz | Logout b4 41
customer analysis view Ny - solect Aion— [
Cellular CEM A
Cellular CEM 70
M
CEM Cellular Analysis
"J\\_ Search
; Welcome to CEM Cellular Analysis.
E el hnaes Use the navigation panel to the left of this welcome
message to open one of the view described below.
¥
4  The Customer Analysis View delivers a view on
& _The Customer Group Analysis View provides a
& Customer Group |
| "] Device | f The Device Analysis View provides a view on I
| Preferences ~
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Customer analysis view.

Click Customer to start the customer analysis view.
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Expand customer search options

Click the down arrow icons for Advanced Search Options and More Search Options

Help | Logout

Integrated Solutions Console ~ Welcome cemuser
j Cellular CEM x\
Cellular CEM
Cellular CEM
a Customer
Customer Search
Q Search
b = Search
Custemer Hame
7l Anal
Advanced S h Opti
I
¢ More Search Opti
3 Customer
Pref
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~
=0
Last updated at: 22/12/2008 13:18
@ Search Results =
Name Phone Humber | Addr
[£] customer Details Eh
Customer Details
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Expand customer search options.

Click the down arrow icons for Advanced Search Options and More Search Options.
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Customer search options

=You can enter a —
customer name, | intsgrated Solutions Console  Welcome cemuser oD -| |3“ :
account number, or— ———— =
' --- Select Action --- -
phone number to | J emeree N\
search Callular CEM -

r CEM

=You can match

Customer
case or search on . Customer Search Last updated at: 14/12/2009 16:55
an exact match :
. % Search . Search fig Search Results &
= Enter Keith as the
e Name Phone Mumber Address
customer name to B e Customer Name
search [ -
. Advanced Search Opti [1]
= Click Search $
Phone Number
[+]
£

Z| Customer Details

= Customer Group Match Case | | ExactMatch | |

(] Device
pr—— ’
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13 Customer Experience Manager user function

Customer search options.

You can enter a customer name, account number, or phone number to search. You can
match case or search on an exact match. Enter Keith as the customer name to search.

Click Search.
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Customer analysis

. R Integrated Solutions Console
Double-click Keith -

| cettutar cEm %

‘Welcome cemuser

Holland to see the

customer analysis Cellutar CEM
view of the customer Callular Cet
a Customer
\}\\ Search
Analysis

==l

| & Customer Group

] Device
| Preferences
14 Customer Experience Manager user function

Customer Search

. Search
Customer Name | Keith
Advanced Search Options [1]
Account Number
Phone Number
More Search Options [1]

Match Case | | Exact Match [ ]

| Clear || Search |

Help | Logout
--- Select Action --- -
~
?7-0

Last updated at: 15/12/2009 10:44

@ Search Results

Name Phone Number Address

Kaith Udaltsov: 12300000126  Addressi3g

Keith Holland 12300000217  Address2i7

Keith O'Mahon) 12300000364 Address364

Keith Burke 12300000661 | Address661

Keith Hallahan 12300000681 Address&81

Keith Dineen | 12300000778  Address778

Keith Cafferke; 12300000813  Address813

Keith Hourigan 12300000828  Address828

Kaith O'Connor 12300000863  Address863

E Details Eh

Name Keith Holland

M51 206010000000054

Account Number Account217

Phone Humber 12300000217 L
Address Address217 2
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Customer analysis.

Double-click Keith Holland to see the customer analysis view of the customer.
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= The Customer Analysis
window shows customer
details and services

= You can click the icons to
switch between the
analysis, associated SLO,
and associated SLA views

» The help tab is the default
view

= Click the double arrow icon
to hide the left navigation
window

= Click SMS 1.2

Customer analysis details

Integrated Solutions Console

15 Customer Experience Manager user function

Copyright 2007.2008,2008 Bl Allrights reserved.
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Customer analysis details.

The Customer Analysis window shows customer details and services. You can click the
icons to switch between the analysis, associated SLO, and associated SLA views. The
help tab is the default view. Click the double arrow icon to hide the left navigation window.

Click SMS 1.2.
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| conuarcem £

C u StO m e r d etal |S ngmuu Solutions Console  Welcome cemuser

and services icons

Callular CEM

Cellular CEM

Customer Analysis

[] Customer Details

= Click the copy icon in scount tomber | Accountzi7
the Customer Details it Kokt

window to copy the
customer detalls to
the clipboard

= You can refresh the
Services window by F
clicking the refresh $
icon

= Click the list view icon e
to change to list view
16 Customer Experience Manager user function

sMs 1z ||@ Help

@ Foed Toanmactions

21/12/2009 11118 to 22/12/2009 11:18 POT / Keith Holland / M5 1.2

Help | Logout
-
7-0
Last updated at: 22/12/2009 13:28 &
21/12/2009 11:27 1 22/12/2009 11:27 FOT (3]
*
Failurs Hi Failurs De... || Failura L Reports
=
Count Duration
85200 &7027
77919 sa02
24828 22339 K
]
35.12%
v
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Matric Cause Type
B 5Ms 1.2
[] SMS CDR KPI Model
B Failurs
SMS_SUBMIT SMPP Cause_SMS
SMS_SUBMIT MAP Cause_SMS

SMS_SUBMIT SMS AP Causs SMS

dl ereakdown by Category.

21/12/2009 11

SN

3.65%

e

118 te 22/12/2008 11118 PDT / Kaith Helland / SMS 1.2

Customer details and services icons.

Click the copy icon in the Customer Details window to copy the customer details to the
clipboard. You can refresh the Services window by clicking the refresh icon. Click the list

view icon to change to list view.
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Services list
view icons

* You can click the tree
view icon to return to
tree view

* You can click the sort
icon to sort

[ r

Integrated Solutions Console Welcome cemuser Help | Logou

Cllular CEM

Cellular CEM
Customer Analysis

[£] Customer Details

E] =] 2] Ir]

sMs 1.2 |@ Help

Hams Kaith Hollznd

ms1 206010000000054
Account Humber | Account21?
Phone Number 12300000217

lura C: Failura M
Addrass Address217

21/12/2008 11118 to 22/12/2008 11118 PDT / Keith Holland / SMS 1.2

= You C_an click the EM::; = Cause Type Count
copy 1con to copy [ £ SMS COR KB Modl
services to the ¢ gr——
clipboard 0}
. e .@:—v e e S
* Drag the window to Qanaiz =
hide customer details - J J
and services 21/12/2009 11118 to 22/12/2009 11:18 POT / Keith Hul\z;d‘l‘zz‘ds 1z
Ty
5245 — L
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Last updated at: 22/12/2009 13:28 2

i
~
?=0
21/12/2008 11127 to 22/12/2008 11:27 PDT [T}
*
Failure L Report
&
Durati
&7027
sa0z
22939 [=]
=
v
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Services list view icons.

You can click the tree view icon to return to tree view. You can click the sort icon to sort.
You can click the copy icon to copy services to the clipboard. Drag the window to hide
customer details and services.
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Customer
analysis header

= You can filter data by
device from the pull-
down menu

= You can hide the filter
by clicking the up
arrow icon

= Click the calendar
icon to set the interval

Welcome cemuser

Integrated Solutions Console

[ conuarcem %

Help | Logeut

Callular CEM

Callular CEM

Customer Analysis

= B F

sus12 ||@ Help

21/12/2008 11318 to 22/12/2003 1541
Lo
= sws 1.2
E ] SMS CDR KPL Models
Bl
4 SMs_SUBMIT_REPORT_S
3 SMS_SUBMIT_REPORT_S

SMS_SUBMIT_REPORT &

3] Breakdown by Category

21/12/2008 11:18 to 22/12/2009 11+11

5.24% — L

7.79%
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SMPP Cause_SMs
MAP Cause_SMS

SMS RP Cause SMS

& PDT / Keith Helland / SMS 1.2

22200
77513

zag28

33.12%

1.83%
2.12%

15.58%

72%

Last updated at: 22/12/2009 13:28 (@

21/12/2009 11:27 to 22/12/2009 11:27 DT

Failurs Location || Report
=
Duration
27027
28402
22838 K2
@
- ©
b
&

[ Operator Intervention_sws
<ssion Related Error_

rees Unavailabl
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Customer analysis header.

You can filter data by device from the pull-down menu. You can hide the filter by clicking

the up arrow icon. Click the calendar icon to set the interval.
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Setting intervals

* You can set a sliding window
by selecting Sliding window
and selecting a time interval

= You can select a historical
window by clicking Historical

window and selecting start
and end times

= Select a 24-hour sliding
window

= Click OK

Itograted Solutons Console ~ Welcome cemaser

| cotmarcen X

Intograted Solutions Console  Welcome cemuser

19 Customer Experience Manager user function
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Setting intervals.

You can set a sliding window by selecting Sliding window and selecting a time interval.
You can select a historical window by clicking Historical window and selecting start and

end times. Select a 24-hour sliding window. Click OK.
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20

Transactions service data tab

The Transactions service
data tab contains Failed
Transactions and All
Transactions tabs

The Failed Transactions tab
contains Failed Transactions *
and Breakdown by Category
windows

The All Transactions tab
contains All Transactions
and Breakdown by Outcome
windows

Customer Experience Manager user function

=
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Transactions service data tab.

The Transactions service data tab contains Failed Transactions and All Transactions
tabs. The Failed Transactions tab contains Failed Transactions and Breakdown by
Category windows. The All Transactions tab contains All Transactions and
Breakdown by Outcome windows.
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Transactions service data tab icons

Integrated Solutions Console

* You can click the Preferences Customer Analysis
icon to set background colors | e Fa

* You can expand to full screen
and restore using the icons
next to the Preferences icon

= You can change from pie,
chart, and tabular views with
the chart icons

= Drill down into Address ¢
unresolved_SMS by double-
clicking a pie slice

21 Customer Experience Manager user function

sssss
sssss
zzzzz
55555

uuuuuuuu

sssss
sssss

zzzzz

© 2010 IBM Corporation

Transactions service data tab icons.

You can click the Preferences icon to set background colors. You can expand to full
screen and restore using the icons next to the Preferences icon. You can change from

pie, chart, and tabular views with the chart icons. Drill down into Address

unresolved_SMS by double-clicking a pie slice.
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You can drill up to the original
chart by clicking the drill up icon

Transactions service data tab icons continued

Intograted Solutions Console  Welcome cemuser

| cetiuarcem x

Customer Analysis

(") 3] ]
2 |[@ re

s 12
5 SMS COR KPI Modalz

3 . & Faiure

22 Customer Experience Manager user function

sssss

55555

Last updated

1/12/2009 13

76521

71418

i 22/12/2000 2027 @

08 to 22/12/200 13108 POT (1)

(=]
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Transactions service data tab icons continued.

You can drill up to the original chart by clicking the drill up icon.
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= You can configure
the view filter by
clicking the
configure view icon

You can change
from bubble
aggregate, chart
aggregate, 100%
aggregate, tabular
aggregate, line
breakdown, column
failure rate
distribution, and tree
distribution by
clicking the icons

= The Devices tab has
similar options

Customer groups and devices service data tabs

Integrated Solutions Console  wel

j Cellular CEM x\

lcome cemuser Help

Cellular CEM

Customer Analysis

- g T

SMS 1.2 @ Help
o} LA |
Transs ctiens || Customer Davices Failura C Failure Hi
[ &8 Associated Groups
»
i 21/12/2009 13:08 to 22/12/2008 13:08 BDT / Keith Holland / SMS 1.2

Filter: 0.1% - 100%
[l Bubble Chart - Aggregate

1600000000

¢ 1200000000

Irﬁ 800000000
" 400000000
1}

o 6000000000 12000000000 18000000000

Attempts
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Customer groups and devices service data tabs.

You can configure the view filter by clicking the configure view icon. You can change from
bubble aggregate, chart aggregate, 100% aggregate, tabular aggregate, line breakdown,

column failure rate distribution, and tree distribution by clicking the icons on the right. The
Devices service data tab has similar options.
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= You can view data
in column or list
view

= You can drill down
to specific data by
double-clicking a
column of data

24 Customer Experience Manager user function

Failure causes, history, devices, and location service data tabs

Integrated Solutions Console Welcome cemuser Help | Logout

| cettutar cem x

Callular CEM

& B F]
2 @ weie

nnnnnnn

Customer Analysis Last updated at: 22/12/2009 22134 Q@

© 2010 IBM Corporation

v

Failure causes, history, devices, and location service data tabs.

You can view data in a column or list view. You can drill down to specific data by double-

clicking a column of data.
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Reports

= Select report time
intervals by selecting
Specify the report time
interval and selecting a
start and end time

= You can view a report by
selecting a report and
clicking View Report, or
by double-clicking the

Welcome cemuser

Integrated Solutions Console

I | cotuar cem %

Callular CEM

Customer Analysis

- 3] P}

sms1z |[@ Help

Device: | Al &
Transactions Customer Gro... Davices Failure Causas Fzilure Hists
[ Reports

Associated Reports

Select = report and dlick view report button, or double click = report

i) Salact the start and and data (OT)

report 3 sttt ziazoss | @ (s0 ¢ o[
endi (2371272000 | ()
Report Nlame Description
25 Customer Experience Manager user function

Last updatad =t 22/12/2005 2234

21/12/2009 13:08 to 22/12/2008 13:08 POT ()

&

© 2010 IBM Corporation

Reports.

Select report time intervals by selecting Specify the report time interval, and selecting a
start and end time. You can view a report by selecting a report and clicking View Report,

or by double-clicking the report.

cem_user_function.ppt

Page 25 of 54



Customer group analysis view

Integrated Solutions Console

Click Customer Group to start the customer group analysis view

Welcome cemuser

| cenutarcem %

Help | Logout

--- Select Action ---

Cellular CEM
| a Customer

fr. Customer Group

i, Search
Q Search

2

Group Name

E Eﬂt Analysis

ﬁ Advanced Search Options

More Search Options

'8 Device
|

Preferences

26
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Customer Group Search

o
o

-~
[l —
Last updated at: 22/12/2009 22:34
@ Search Results B
Name Description
[E] Customer Group Details Eh
v
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Customer group analysis view.

Click Customer Group to start the customer group analysis view.
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Expand customer group search options

Click the down arrow icons for Advanced Search Options and More Search Options

°ee .. —
Integrated Solutions Console Welcome cemuser Help | Logout .I | |‘::
J Cellular CEM % et Hachonk
Cellular CEM e &
| 2 Customer |
@ S Customer Group Search Last updated at: 22/12/2009 22:34
| |
L1 Search @@ Search Results B
O\\ Sl —_— Ham Description
Group Hame
b || Anal;
[ E%- e §  Advanced Search Options ()
More Search Options L YRL
- [E] Customer Group Details B
| B Device |
| Preferences |
)
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Expand customer group search options.

Click the down arrow icons for Advanced Search Options and More Search Options.
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Customer group search options
= You can enter a
customer group
name or a Console  Welcome cemuser Hel Logout
customer name to | [ comam oo
search
Cellular CEM
= You can match CeNuRrCEN
case or search on 2 e
an exact match P Customer Group Search  testupdsted at: 23712
= Enter Customer : Qs @ Search Results
as the customer == — Name
group name to i Froup flame
searCh 76 nnnnnnn § | Advance d Search Opti @
= Click Search Camtomer Name
©] customer Group Details
(<] Devi
Prafi
28 Customer Experience Manager user function

/2009 09:40

<
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Customer group search options.

You can enter a customer group hame or a customer name to search. You can match
case or search on an exact match. Enter Customer as the customer group name to

search. Click Search.
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Customer group analysis

Double-click Customer_Groupl to see the customer group analysis view of a customer group

Customer Experience Manager user function

[ 11 I
Integrated Solutions Console Welcome cemuser Help | Logout .I | ﬂ |zz:
| cenviarcem % =E-Ceaie e b
Cellulzr CEM A~
Callular CEM ?-0
| 2 Customer |
= T Customer Group Search Last updated at: 23/12/2009 05:44
| |
- ., Search i@ Search Results =
{ Search
Y Mame Description
Group Name | Customer
[ Customer_Groupd Customer_Groupl
3
?é Analysis Customer_Groupl Customer_Groupl
e §  Advanced Search Options [1]
Custemer Name
" E] customer Group Details
More Search Options ) Name Customer_Groupt
Match Czse | | Exact Match || Members 1000
Description Customer_Groupl
| Device | L
I 8 | Clear Search
| Preferences |
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Customer group analysis.

Double-click Customer_Groupl to see the customer group analysis view of a customer

group.
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Customer group analysis details

Integrated Solutions Console

_J Cauarcem X _

Welcome cemuser

The Customer Group

Help | Logout

Analysis window shows
customer group details
that are similar to the
ones in the Customer
Analysis window

Cellular CEM

Cellular CEM
Customer Group Analysis

E] customer Group Details

Customer_Group1

Members. 1000
Daseription Customer_Groupt
k
@ sen B
v (@ sms session Services
GisMs 12
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B [([@][(E][=

Last updstad at: 23/12/2008 03:5¢

22/12/2008 07:40 to 23/12/2008 07

sMs12 ||@ Help

= || Failurs C... | Failurs H... | Failurs D... || Failurs L
actions

22/12/2009 07:40 to 23/12/2009 07:40 PDT / Customer_Group1 / SMS 1.2

Mmatric. Cause Type Count Duration

B sMs 1.2

[ SMS CDR KPI Mod
5 Failurs

SMS_SUBM  SMPP Cause_SMS 80795257 80803023
SMs_suBM 73837836 73696307
SMS_suBM 13485883 13436002
sms_susi 31740633 31221061
SMS_SUBM  SMPP Causs SMS s08e3578 spe71864

@ reakdown by Category

22/12/2009 07:40 to 23/12/2009 07:40 PDT / Customer_Groupl / SMS 1.2
37.66% [ NetworkFailure_SHS
2.08% ol User Failure_sMs
L37%—Ry
[l Operator Intarvention_SHS
s8%
5.17% e on Related Errar_SMS
2.08%
37-33% B protacol Error_SMS
23.49% 2.08%
L Subscriber Identity Error_SMS
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Reports
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Customer group analysis details.

The Customer Group Analysis window shows customer group details that are similar to

the ones in the Customer Analysis window.
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Device analysis view

Click Device to start the device analysis view

Integrated Solutions Console

Welcome cemuser

| cetutar cem %

Help | Logout

--- Select Action ---

31
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v
Cellular CEM ~
Cellular CEM ?=0O
| 2 Customer |

i Last updated at: 23/12/2008 05:51

= s | | Device Search P /12,
| |
| @ ¢ Device > |
| | P

"} Search @ Search Results =

- el Model Manufacturer
{ Model Name
Search
E \J\S

Manufacturer
7?4 Anzlysis
T More Search Options [V ]
= Summary
- = earch

E] pevice Details
| Preferences
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Device analysis view.

Click Device to start the device analysis view.
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Expand device search options

Click the down arrow icon for More Search Options

Integrated Solutions Console

Welcome cemuser

Help | Logout

| cetutar cem %

32
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--- Select Action -—- v
Cellulsr CEM ~
Cellular CEM 2=0
) Customer |
! | =

Last updatad at: 23/12/2003 05:51
= e ——— | | Device Search P /12,
| |
| D |
|8 pevice | s
"} Search i@ Search Results [E]
Madel Manufacturer
Q Sl Medal Nams
3 %
Mznufacturer
Analysis
o More Search Options Il
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| Preferences
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Expand device search options.

Click the down arrow icon for More Search Options.
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Device search options
= You can enter a
model name or
manufacturer to ——
search -
J Cellular CEM x\
= You can match
Cellular CEM
case or search on
Cellular CEM
an exact match 2 customar
- Entel’ [: Cnst;mar[iroup
DeviceType3_15
as the model o i
name to search [ B
= Click Search 24 el
| S
Preferences
33 Customer Experience Manager user function

Device Search

i Search

Medel Name

Manufacturer

Last updated at: 23/12/2009 10:07

Il Search Results

Medel
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%

Device search options.

You can enter a model name or a manufacturer to search. You can match case or search
on an exact match. Enter DeviceType3_15 as the model name to search. Click Search.
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34

Device analysis

J. Cellular CEM ;\

Integrated Solutions Console

Welcome cemuser

Double-click DeviceType3_15 CEM_SMS to see the device analysis view of the device

gl
Y

b d

[t

=

Device analysis.

Summary

Mstch Case [ | Exact Match [ |

Preferences

Clear Search

Customer Experience Manager user function

Q

=
e -
--- Select Action --- v
Cellular CEM ~
Cellular CEM ? -0
2 Customer
e Device Search Last updsted at: 23/12/2003 10:03
Device
), Search i@ Search Results &)
i Model Manufacturar
Model Name  DeviceType3_15
Search ¥ee3_
ks @15_::5!\4_5»45
§ Manufacturer
Analysis
More Search Optians

Manufacturer3_CEM_SMS
[E] Device Details

Model

Manufacturer
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DeviceType3_15_CEM_SMS

Manufacturer3_CEM_SMS

€
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Double-click DeviceType3 15 CEM_SMS to see the device analysis view of the device.
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Device analysis details

Integrated Solutions Console

= The Device

Welcome cemuser

Analysis window
shows device
details that are
similar to the ones T
in the Customer

and Customer e T ’
Group Analysis
windows

Click Summary to
see the device
summary [

Device Analysis

Device Details

+
@ services 8
Vv I SMs Sessi viess
@sms 12
Preferences
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2 [@ ][

(@ Feiled Transactions

Last updated st: 23/12/2008 10:15

Failure History
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W
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Duration

372546
327336

42622

112153
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22/12/2009 08107 to 23/12/2009 08:07 POT 1]

Fsilurs Location

Reports

Device analysis details.

The Device Analysis window shows device details that are similar to the ones in the
Customer and Customer Group Analysis windows. Click Summary to see the device

summary.
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Device summary

Integrated Solutions Console wel Hel L t .I |"'%
. elcome cemuser =lp | Logoul =
= Double-click 8=

SMS 1.2 to see | | e
manufacturers .

for this service — =

= Double-click All BISERURISRGY | Device Summary TR
Manufacturers S e [ ] v [F] oo S —
to see all Q S Service Manufacturer
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Manufacturerl0_CEM_SMS
=You can double- i @ Manufacturert_CEM_ S
click any device

R
e[

[k

Manufacturer2_CEM_SHS

Summary Manufacturers_CEM_SMS

[

toseethe | :
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DevicaTyped_S_CEM_ Manufacturerd CEM_S 80387620 4244345 5.27%
DavicaTypeB_12_CEM Manufactursr8_CEM_S 79556564 2194225 s.27% -
Preferences [l B
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Device summary.

Double-click SMS 1.2 to see manufacturers for this service. Double-click All
Manufacturers to see all manufacturers. You can double-click any device to see the
device in the device analysis view.
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Preferences
[ 1 TSN
You Can. enable Integrated Solutions Console Welcome cemuser Help | Logout -| | ﬂ |:z:
automatic refresh - 080>
and set the interval | ceutarcem % --- Select Action --- v
of automatic refresh o .
in the Preferences Celder B e
window Cellular CEM ?-0
a Customer

'B i S Preferences Last updated =t: 23/12/2009 10:52

"] Device

| Preferences ol

(& Refresh Preferences
r : referances
[ i [ ] Enz5le sutematic refrash
¥
Automatic Refresh is disabled
Vo
Cancel Apply -
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Preferences.

You can enable automatic refresh and set the interval of automatic refresh in the

Preferences window.
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SLO management

Click SLO Management

Cellular CEM

SLO Managemant

SLO Monitor Integrated Selutions
Console provides a
commen
administration console
for multiple products.
The table lists the
product suites that
can be administerad
through this
installation. Select =
product suite to view
more information.

Suite Name Version
WebSphere 6.1.0.23

Application
Server

38 Customer Experience Manager user function

Integrated Solutions Console Welcome cemuser Help | Logout
| View: | All tasks ~]
Service Quality Manager
Wwelcome
3 Custemar Expariznce Managemant
O

Integrated Solutions Console, 6.1.0.22
Build Number: cf230910.10
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF
IEM

5724-63, 5724-H88, 5655-N01
Copyright International Business
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SLO management.

Click SLO Management.
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SLO explorer

* You can create,
delete, modify,

Integrated Solutions Console

| 510 wanagement X

Welcome cemuser

and refresh SLO
folders and
SLOs

SLO Manzgement

SLO Management

Service Level Objective Management

= You can verify
information from
the SLO
information tabs

i) General nformation

Life Cycle:

Description:

@ History
Created by:
Creation on
Modified by:
Modified on:

Modified reason:

39 Customer Experience Manager user function

=] General | Assessment | KPIModel |[@ Resource |§8 Customer @

Name: =

Naming context | =

+10/12/2009 14:53

=]

Last updated ati  23/12/2008 10:38 ()

Monitorad

SME_deliveries
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SLO explorer.

You can create, delete, modify, and refresh SLO folders and SLOs. You can verify

information from the SLO information tabs.
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= You can validate,
activate, terminate,

Manage life cycle of SLO and create SLO

suspend, and recycle
SLOs

Integrated Solutions Console Welcome cemuser

* You can see how to —
create an SLO by
referring to the CEM
SLO Creation IEA

40 Customer Experience Manager user function

ation on: | 10/12/2009 14:53

@ Timezone: Clisnt <
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Manage life cycle of SLO and create SLO.

You can validate, activate, terminate, suspend, and recycle SLOs. You can see how to
create an SLO by referring to the CEM SLO creation IEA.
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1 Integrated Solutions Console Welcome cemuser Help | Logout
Find SLOs By ; S
J SLO Management X\ <o Select Action --- >
= You can find SLOS by |  siomanzgement ~
clicking the Find SLO Management 7.0
SLOs tab Service Level Obiective Management Last updated at:  23/12/2009 10:59 |:|
= Enter sms_deliver E] sLo Explorer
for the SLO name R
= You can also expand e tame:
More Search More Search Options
Options and select Case match [| Exact match [
case or exact match E e
= Click Search Search Results
@ Timezone: Client 3
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Find SLOs.

You can find SLOs by clicking the Find SLOs tab. Enter sms_deliver for the SLO name.
You can also expand More Search Options and select case or exact match. Click

Search.

cem_user_function

.ppt

Page 41 of 54



Search results

Click sms_deliver to see SLO information

Walcome camusar

Integrated Solutions Cansole

| L0 Management X\

H &=
|55

- Sslect Action - v

Help | Legeut

Service Level Objective Management

Last updated oty 23/12/2009 10:53 ()
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Search Results
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Created by:  cemuser
Crastion on: 10/12/2005 14153
Modified by:
Wodifiad on:
Modifisd reasan:
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Search results.
Click sms_deliver to see SLO information.
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SLO monitor

Click SLO Monitor

43 Customer Experience Manager user function

Integrated Solutions Console Welcome cemuser Help | Logout
| View: | All tasks ~|
Service Quality Manager
Welcome ~
B Customsr Experizncs Management ]
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gement
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common Euild Date: 3/10/02
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for multiple sroducts. LICENSED MATERIALS PROPERTY OF
The table lists the oI .
oroduct suites that 5724-i53, 5724-H88, 3655-N01 (C)
can be administarad Copyright Internationzl Business
i through this
instzllztion. Select =
product suite to view
more information.
Suite Name Version
WebSphere 6.1.0.23
Application
Server

| €
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SLO monitor.
Click SLO Monitor.
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Monitor SLO

Integrated Solutions Console

= Hide the

Welcome cemuser Help

navigation as
window

= Expand
sgmuser_data

= Click
sms_deliver to
monitor

View: | All tasks *| | stomonitor x\
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5L Monitor

Service Level Objective Monitor Last updated at:  24/12/2003 10:08 ()
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@0 =amuser data

@ SLO History

+ Select 5 SLO aggregation period in the monitoring view in order to display

0.
Integrated Solutions Console Welcome Help | Legout ‘8:
[ st monitor x g
5L Honiter A
Service Level Objective Monitor Lastupdated at:  24/12/2009 10:08 ()
() Bl SLO Monitor: samuser_data &
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>
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3
@ Stomistery,
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@ Timszens Clisnt v
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Monitor SLO.

Hide the navigation window. Expand sqmuser_data. Click sms_deliver to monitor.
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Add selected SLOs

. Integrated Solutions Console  Welcome cemuser Help | Logeut
= Click the plus (+)
: | 510 wonitar X
icon to add
H SLO Monitor ad
sms_deliver to 2
- d SLO SLO Monitor 7=0
monitore S . . .
Service Level Objective Monitor Last updated 3t 24/12/2008 20102 ()
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Add selected SLOs.

Click the plus icon to add sms_deliver to monitored SLOs. Expand sms_deliver.
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SLO monitor icons

= You can remove
or refresh SLOs

the SLO
&' My Service Level Objectives

Explorer
B (2] SLO Categories
E = ] samuser_data

[E] sms_deliver
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Integrated Solutions Console  Welcome cemuser Help | Logout
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reports SLO Monitor ~
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=
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related historical values in this area.

& Timezons: Client

£
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SLO monitor icons.

You can remove or refresh SLOs. Click the reports icon to generate reports associated

with the SLO.
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Generate reports

= Available reports
are shown

monitor view to J SLO Monitor ;\ - Selact Action --- v
return to the

. . 5LO Monitor
monitor view

R
5LO Monitor 7=
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[ 11
. Integrated Solutions Console Welcome cemuser Help | Logout -| | ﬂ |
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Generate reports.

Available reports are shown. Click Back to monitor view to return to the monitor view.
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SLO monitor service data tabs

Double-click
sms_deliver or i .
. Integrated Solutions Console Welcome cemuser Help | Logout :':
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| sL0 Monitor % SelectAcan g
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B SLO Categories

IE B ] sgmuser_data

] sms_daliver

@ Period: 15 min

" @ SLO History

« Select a 5LO aggregation period in the monitoring view in order to display the
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& Timezone: Client

[E3
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48 Customer Experience Manager user function

SLO monitor service data tabs.
Double-click sms_deliver or Period: 15 min to see the SLO data tabs.
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SLO monitor service data tabs view

49 Customer Experience Manager user function

Click Back to Integrated Solutions Console  Welcome cemuser
monitor view to | st bonitor %
return to the 3
monitor view
Service Level Objective Monitor Last updated at:  24/12/2005 10:38 ()
i@ Resource ion |m@ Rule |[F] Report
Explorer
sLo i) General nformation
Life Cycle:  Monitored
Name sms_deliver
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E Description
[ History
Created by:  cemuser
Creation on: | 10/12/2008 14:53
Modified by
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Q Timezone: Client v

© 2010 IBM Corporation

SLO monitor service data tabs view.

Click Back to monitor view to return to the monitor view.
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SLO history
- ael:’]e?é sleer\.llvogLéS Integrated Solutions Console ~ welcome cemuser Help | Logout Hl Iii!%
history o
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history window Service Level Objective Monitor Last updated ati  24/12/2009 10:38 (3)
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history window size
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SLO history.

Select Period: 15 min to view SLO history. You can move the history window backward or
forward by clicking the left and right arrow icons. You can change the history window size
by clicking the calendar icon.
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You should now be able to navigate Customer Experience Manager user functions

51 Customer Experience Manager user function © 2010 IBM Corporation

Summary.

You should now be able to navigate Customer Experience Manager user functions.
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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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