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Assumptions

= You have Netcool Service Quality Manager 4.1
installed and running

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

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

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

» Create a new service level agreement (SLA)

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

» Create a service level agreement from a template

Service level agreement creation © 2009 IBM Corporation

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

& Service Quality Manager Client

File Wiew addIns Window Help

Click SLA Provisioning on the shortcut bar

¥ Exit Jlient &) Online Help

Maonitoring

=

=
=
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o

=
5

&t

&

Alarm Monitor

« SLA Pravisioning

S0M Provisioning
Auditing

Welcome to Tivoli Netcool Service Quality Manager

‘@ Server (GMT) |9 sgmuser H

o i
»

Service level agreement creation

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

& Service Quality Manager Client

File View addIns Window Help

Exit Cliznt &) Online Help ||

Manitoring

SLA Provisioning

&

Parties

@ Welcome to Tivoli Netcool Service Quality Manager

SLA Templates

&

SLAs

S0M Provisioning
Auditing

|® Server (GMT) “3 sqmMUser -I

1o
»
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Click SLAs in the SLA Provisioning menu.
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Create an SLA

= Highlight and right-click Wireless Services External

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

& SLAs - Service Quality Manager Client

File Wew @pplication  &dd-Ins  Window  Help

AT Mew

Exit Client @) Online Help

Maonitoring
SLA Provisioning
i) Details | 7 Contacts
g Mame  |Fervi.. |wersion |Lifec.. |Desc.. |
Parties

83 ‘Wireless Services Provider i Refresh FS i

ﬁ [ Creste sBlarkSLA,..  Ak+N
SLA Templates [ Create from 5LA... Al+S
% [ Create from Template... Al+T

SLAs

S0M Provisioning
Audiing n] SLas

|& Server {GMT) ‘9 sgmuser -I

il | "
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In the SLAs window, highlight the Wireless Services External party and click New, or
right-click the Wireless Services External party to create an SLA.
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1’ SLAs - Service Quality Manager Client

application Add-Ins Window  Help

Create a new SLA

Click Create a Blank SLA...

Exit Clent @) Online Help

Monitoring
SLA Provisioring

8

Parties

]

SLA Termplates

i) Detals | ) Contacts

L]
Name |servi... |verson |Lfec... |Desc

83 Wireless Services Provider & Refresh

[

[[& Create from 5L Ab+S 2, Assessment Intervals
Create from Tenplate...  At+T
S 4, auses
SQMProvisioning |
5. Actions
Audiing | [A stas

& server o) 9 samuser B

ite a New LA

Name:

Service Name!

—
[ s

Description:
Customer: Wireless Services External
Supplier:

Browse

<Back. net> |

s | cancel |

Help

o

Click Create a Blank SLA...
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Enter a name and description

= Enter a
name

Create a New Blank SLA

= Enter a
2. Assessment Intervals F— .

description | == — ==

4. Clauses . _
1 e [Wireless Services Description
(optional)

Rale:

Cuskomer: IWireIess Services External
Supplier: I Browse

¢Bark I Mexk > I Finiishy | Cancel | Help

o i
»

Service level agreement creation © 2009 IBM Corporation

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

Entering a description is optional.
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Enter a service name

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

Create a New Blank SLA

2. Assessment Intervals Name: I—WirelessServicas h
' You can type the
ERERCLLS ervice Mame: l— rawse .
+ v . (&= ) name of the service
SR Wiireless Services Description
5. Actions mOdeI
If the service model
is not provisioned,
e the service model is
Customer: Wireless Services External nOt dISplayed |n the
Supplier: Browse | C|aUS€ Edltor
<Back I Mext > I Firist | Cancel | Help

|l >
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Click Browse to select a service name from a new window.

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

Choose Service Model

s[j Service Model Categaries

Choose Service Model

= U Service Model Categaries

(£ cOTS_[PUFN_FM Choose Service Model

Expand the folders, select Service Model , and click
OK

= !{j Service Model Categories
B (] COTS_IPYPN_PM
i COTS_IPYPH_PM

= s[j Service Model Categaries
= 2l COTS_IPVPH_PM

o i
»

Service level agreement creation

Expand Service Model categories. Expand COTS_IPVPN_PM. Select the

COTS_IPVPN_PM service model and click OK.
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Select a supplier

Create a New Blank SLA

2. Assessment Intervals

3. Schedules
4. Clauses

5. Actions

Click Browse to locate a supplier

~General

Hame: WirelessServices
COTS_IPVPN_PM Browse

‘ireless Services Description

Service Mame:

Description:

Raole:

Customer: Wireless Services External

<Back I Next > I Firiishy | Cancel |

Help.

<> W
»
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Service level agreement creation

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

Bl (] Parties

83 wireles: vices External

5% vireless Services Pravider

Cancel |

<o
& 4

Service level agreement creation © 2009 IBM Corporation

Select the Wireless Services Provider party and click OK.
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Create a New Blank SLA

2. Assessment Intervals

3. schedules
4, Clauses

5. Actions
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Finish the general section

raeneral

Marne:

Service Name:

IWireIessServices
ICOTS,IPVPN,PM Browse

Description: Wireless Services Description
Rl
Cuskomer IWireIess Services External
Supplier: IWireIess Services Provider {“Browse

<Back @ Finiishy Cancel

Help.

—

1o
»
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Service level agreement creation

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

Create a New Blank SLA

1. General
3. Schedules
4. Clauses

5. Actions

Select assessment intervals

Select trial and contractual assessment intervals as

@rial
Start Time: |May 19, 2009 00:00 GMT 3: @

I~ End Time: Mever

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

start Time: [May 19, 2009 D0:00 GMT 32 i)

I~ End Time:  Mever

< Back I Next > I

Finiishy

Cancel

Help.

il | "

Service level agreement creation

Select trial and contractual assessment intervals as needed.
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Select interval start and end times

Select start and
end times for

Create a New Blank SLA ‘z‘

_assessment
|nterva|s 1. General v Trial
-nghllghtatlme and S ( Start Time: [May 19, zoos omoo GMT = [79) )
click the arrows to et w End Time: IMay 20,2009 0000 GMT ] ) UUse Cortract Stark
increase or decrease | *“= Py
the t|me or CI'Ck the 5. Actions l:nt‘rracll_llaltlnterval if the Contractual Interval is defined.
calendar icon to
select a date ¥ Contractual
=Click Use Contract <K [y 20, o0 o0 @ =] 7 m“\
(€] )

May 2009
Sun Mon Tue Wed Thu

Start to match the
trial end time to the
contractual start time

[~ End Time:  Mever

4 5 &6 7

or click Use Trial S Ema o s
End to match the 24 25?27 28 29 30
contractual start time cbock [ Tt> | 3

to the trial end time | o | cancel

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

1. General W Trial

2. Assessment Intervals Start Time: [May 19, 2009 00:00 GMT 32 ]
3. Schedul 2
necues ¥ End Time:  |May 20, 2009 0000 GMT 3 i) Use Contract Start

4, Clauses
The Trial Interval must end before the start date of the
S. Actions Contractual Interval if the Contractual Interval is defined.

¥ Contractual

Start: Time: |May 20, 2009 00:00 GMT E [ Use Trial End

|~ End Time: hlever

Finish Cancel Help

1o
»
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Click Next to finish the Assessment Intervals section of SLA creation.
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Add a schedule to the new SLA
Click Add to add a peak schedule

You can add off

Create a New Blank SLA k3
1. General (©] PEaKI 1¥) Off Peakl ] Standardl peak or Standard
2. Assessment Intervals SChed U|es by
clicking the Off
4. Clouses Peak or Standard
5. Actions tabS
Add pelt= | Eat |
Firish | Cancel | Help |

© 2009 IBM Corporation

Service level agreement creation

Click Add to add a peak schedule to your SLA.
You can add off peak or standard schedules by clicking the Off Peak and Standard tabs.
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Select holiday and weekday schedules

Date/Time composition Yl

= You can include or @
holidays T&wda\, ™ Sundey
=You can include
working days, the %II | %I
weekend, the full
week, or specific
weekdays T S — —

Mk o

Service level agreement creation © 2009 IBM Corporation

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

You can include working days, weekend, or full week, or add specific weekdays to your
SLA template. For specific days, select the check boxes for the days listed in the

Weekdays section.
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Add specific days to a new SLA

Date/Time composition |z|

rPublic Holida:

= You can include or

v Include Holidays [ Exclude Holidays

exclude specific
d ays fro m th e v Monday [ Tuesday [ Wednesday v Thursday W:hni Da:s
S C h e d U | e v Friday Iw Saturday v Sunday

Full week

= Click the calendar

iconto selectdates | | @ @
from a calendar, ° e
select day to RN
include or exclude, |®=™™ S

and click OK E,—_, —

OF | Cancel

Mk o

Service level agreement creation © 2009 IBM Corporation

You can add specific days to include and exclude from the schedule of your SLA by
clicking the calendar icons, selecting a day to include or exclude, and clicking OK.
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Delete specific days from a new SLA
= You can delete
SpeCiﬁC dayS to _FlnkcludeHoIidays [~ Exclude Holidays
include or exclude R =
them from the e T i |
Full week
schedule
= Highlight the day to : | %l
. [ ]
delete and click the
delete icon
[ 0-6 [=H 12-13 15-24 |
T A A A A AT |
Startlm Endlm ﬁl!l
o] 4 | Cancel

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

= Click the Add Time
icon to choose the
selected time

= Click the Delete Time
icon to change your
selection

= Click OK

|l >

Select day time coverage

Working Days
“Week-end

Date/Time composition
Public
’VF Include Holidays [ Exclude Holidays
WaekD
W Monday W Tuesday [ wednesday [V Thursday
¥ Friday ¥ saturday W Sunday
- Speciic Dat
Included Days: Excluded Days:
. ’
[Day time ¢
[ &1 BT )
- HANENEES -
Start (8:000 - | End i[lﬁbv
3

Date/Time compasition

Fublic
[Fln(\ude Holidays [~ Exclude Holidays
ek D
‘orking Days
I Monday [ Tuesday [ Wednesday ¥ Thursday
Week-end
[V Friday | Sehurday [ Sunday
Full week
- Speific D
Included Days Excluded Days
Day time «
06 612 12-18 1824
b - - - CHNNENANANNNENENER - - - ]
Start |00:00 = | End [00:00 [}

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

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

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

Click OK.
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Finish creating the new SLA schedule

Create a New Blank SLA

1. General ® Peak' (¥) Off Peak | (¥) Standard |

2, Assessment Intervals

including fram Monday to Sunday and holidays
fime from &:00 AM 10 5:00 PM

4. Clauses

5. Actions

Add | Delete | Edit |

< Back, (l Mext > h Finish | Cancel | Help |
"

Mk o
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Make sure that there is a time period reported. In this example, the time period is 8:00

a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

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

Click Next to accept the clauses

Create a New Blank SLA |Z| You can edit the

1. Genera ; o clauses by clicking
LMmary ol auses Edlt

2. hzsessment Intervals Marre I Description I
3. Schedules t IPYPM_PM_Enterprise_Latency Round trip lakency (delay) for a... + |
ik IPYPN_PM_Enterprise_Packe... The outbound Packst Loss Ratia ...
t IPYPN_PM_Enterprise_Jitker The outbound packet jitker of YP...
DGR t IPWPN_PM_YPMN_Latency Round trip latency (delay) far as...
t IPYPM_PM_YPMN_PackerLoss The outbound Packet Loss Ratio ...
t TPWPN_PM_WPN_Jitker The outhound packet jitker aof WP...

t IPWPM_PM_YPM_Core_Latency Round trip latency (delay) for as...
t IPYPM_PM_YPM_Core_Packet... The outbound Packet Loss Ratio ... |

Bk IPYPH_PM_WPN_Core_litter The outbound packet jitter of VP...
t IPYPM_PM_YPRLink_Latency  Round trip latency {delay) far as... -

Edit |

< Back

Firish | Cancel | Help |

gy oI

Service level agreement creation © 2009 IBM Corporation

Click Next to accept the clauses section.

You can edit the clauses by clicking Edit.

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

1. General
2. Assessment Intervals
3. Schedules

4, Clauses

Create new SLA actions

Actions baken when SLA enters a new state
Rlew SLA state I Action taken
Mew Modify Delete

\

Test >\\ Finish

Create a New Action

Click New to
create a new
action

Action Type:

Violation State: © Indeterminate j

<> W
»

Service level agreem:

Click New to create a new action.

sla_creation.ppt

ent creation
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Create new SLA action type and violation state

= Select an action type and a
violation state

Create a New Action

= Valid action types are send
an internal alarm, send an
e-mail, and send an SNMP | "=
trap

Send an internal alarm

g &
Send an SNMP trap

= Valid violation states are
indeterminate, warning, -

Create a New Action ]

violation, and clear =
Action Type: ISend an internal alarm

= Select Send an internal A e
alarm as the Action Type & ramamits

and Violation as the S15 coel_|
Violation State

ERVEN

-l > W

Service level agreement creation © 2009 IBM Corporation

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

1. General
2, Assessment Intervals
3. schedules

4. Clauses

Finish creating the new SLA

Actions taken when SLA enters a new state

New SLA state | Action taken

D Winlation

Send an internal alarm

T MadFy | Delete |

< Back Next > | m‘ Cancel Help
S —

1o
»

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

view the new SLA

& SLAs - Service Quality Manager Client

Fle view Appication Adins Window Help

Expand Wireless Services External

Exit Clent @ Online Help

Honitoring

SLA Pravisioning

HName

| Description |

83 Wireless Se.

Wireless Services External

83 'Wireless Services Provider

3

PPQOSININN & 51.As - Service Quality Manager Client

Fle View Application Add-Ins Window Help

83 wireless Se... External

External

Provider of Wir...

7 Exit Client @) Online Help

B SLAs - Service Quality Manager Client

Monitoring
SLA Provisioning

QM Provisioning

Audting

8d

1 83 wirsless Services External

[ wirelessServices

Wireless Services Provider
LA Templates

File Yiew Application Add-Ins  Window Help

and expand WirelessServices to

Exit Client &) Online Help

Maritoring

SLA Provisioning

Name |

| Description |

83 Wireless Services External

= [ WirelessServices

[ Draft

iR

SLAd SLA Templates [ (& Terminated Versions
QM Provisioing | % 82 vinreless Services Provider
udting ‘ [ stas a
s

o i
»

83 wireless Se... External
83 Wireless Se... External

Prosider of Wir...

SQM Provisioning ‘

[4) sLas

Auditing |

1@ Server (a1 | sqmuser FI

Service level agreement creation

Expand Wireless Services External

sla_creation.ppt

and expand WirelessServices
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to view the new SLA.
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Create a new SLA from an existing SLA

= Click Create from SLA...

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

B SLAs - Service Quality Manager Client

Fle View Applicstion Ad:

Create a New SLA from SLA

i 1, Select Source SLA Source SL
2, General
P [ ———=) |
SLA Templates 3, Assessment Intervals ~———
% 4, Sthedules Source SLA D
sLa EHELTE Version [
5QM Pravisionin 9 © Actions Deserption;
Auding | [4] stas
Q@ Server (GMT) |4 sqmuser |
Servicelame: |
Customer [
Supplier; [
<Back ext > Fich Cancel Help

1o
& »

Service level agreement creation

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

© 2009 IBM Corporation

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

= Expand Wireless Services External
= Highlight WirelessServices
= Click OK

Select an SLA X Select an SLA X

= [j SLAs organized by Customer

= B3 wirel
83 wireless Services Provider @
83 Wirel

xternal

o M

Service level agreement creation © 2009 IBM Corporation

Expand Wireless Services External . Select the WirelessServices SLA and click OK.
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3. Assessment Inkervals
4. Schedules
5. Clauses

6. Actions

Create a New SLA from SLA

1. Select Source SLA

2. General

Finish selecting the source SLA

[-Source SLA

SLA Marne:

‘WirelessServices

You can click
e | Browse to select

another SLA name

~Source SLA Detail

Wersion:

Description:

Service Name:

Custamer:

Supplier:

Il {Current State: Draft)

‘ireless Services Description

ICOTS_IPVPN_PM

IW\reIess Services External

IW\reIess Services Provider

Firist

Cancel Help

o i
»

Service level agreement creation © 2009 IBM Corporation

Click Next to finish selecting the source SLA.

You can click Browse to select another SLA name.
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Create a name for the new SLA

Enter a name and click Next

Create a New SLA from SLA |£|
You can change
1. Select Source SLA ~General the Service name
L)
Mame: C wirelessServices2 > deSCI’IptIOH, and
3. Assessment Interiab Service Name: COTS_IPYPN_PM Browse | roles supplier as

4. Schedul il
e Description: Wireless Services Description needed
5. Clauses
6. Actons Click Browse to

locate a service
e name or roles

supplier from a list
Customer: Wireless Services External
Supplier: \wireless Services Provider Browse |

< Back, ‘ Mext » } Finish | Cancel | Help

Service level agreement creation © 2009 IBM Corporation

You must enter the name of the SLA, for example, WirelessServices2 .

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

Click Next.
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Create a New SLA from SLA

1. Select Source SLA
2. General

4. Schedules

5. Clauses

6. Actions

Create assessment intervals

v Trial

Start Time: IMay 19, 2009 00:00 GMT 3: it}
v End Time: IMav 20, 2009 00:00 GMT 3: m Use Contract Start |

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

¥ Contractual

Start Time: IMay 20, 2003 00:00 GMT 3: it Use Trial End |

|~ End Time: RMever

Firish Cancel Help

Mk o

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

Service level agreement creation

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

© 2009 IBM Corporation

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

Create a New SLA from SLA '_l

X
L vou can add or
1. Selert Source 5LA () Peak | () off Peak| (%) Standard | remove peak, off
2. Generdl including from Monday to Sunday and holidays pea‘k' and Standard
3. Assessment Inkervals time fram S:00 AW to 500 P SChEdUleS as
4. Schedules needed

5. Clauses

6. Actions

I e

Firish | Cancel | Help |

“ gy oI

Service level agreement creation © 2009 IBM Corporation

Make sure that there is a time period reported. In this example, the time period is 8:00

a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

Click Next to finish the Schedules section of SLA creation.

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

Create a New SLA from SLA |Z|
1. Select Source SLA Summary of Clauses YOU can edlt the
2. Genersl = | Desaription | clauses by clicking
3. Assessment Intervals i IPYPN_PM_Enterprise_Latency Round trip latency {delay) For a... 1= Ed|t

e t IPYPM_PM_Enterprise_Packe... The outbound Packet Loss Ratio ...
t IPYPM_PM_Enterprise_Jither The outbound packet jitker of ¥P. ..
t IPYPM_PM_WPN_Latency Round trip latency {delay) for as...
&, Actions B IPYPM_PM_WPN_Packetloss The outbound Packet Loss Ratio ...
t IPYPM_PM_WPN_Jitker The outbound packet jitter of ¥P. ..
ik IPYPM_PM_WPN_Core_Latency Round trip latency (delay) For as...
ﬂ; IPYPM_PM_YPN_Core_Packet... The outbound Packet Loss Ratio ... __|
B IPYPM_PM_WPN_ Core_litter The outbound packet jitter of WP, ..
t IPYPM_PM_WPMLink_Latency  Round krip latency (delay) for as... »

Edit |

Firish | Cancel | Help |

Ty o

Service level agreement creation © 2009 IBM Corporation

Click Next to finish the Clauses section of SLA creation.

You can edit the clauses by clicking Edit.

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

1. Select Source SLA

2. General

3. Assessment Intervals
4. Schedules

5. Clauses

Finish creating an SLA from an existing SLA

3

Actions taken when SLA enters a new state

Mew SLA state Action taken

D Violation

Send an inkernal alarm

Mew | MModify |

Delete

Mk o

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

Service level agreement creation

You can add new
actions by clicking
New. You can modify
or delete existing
actions by
highlighting an action
and clicking Modify
or Delete.

© 2009 IBM Corporation

You can add new actions by clicking New. You can modify or delete existing actions by

highlighting an action and clicking Modify or Delete.
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View the new SLA

Expand Wireless Services External

view the new SLA

& SLAs - Service Quality Manager Client
Fle Wiew Appication Add-Ins Window Help

Exit Clent @ Online Help

Honitoring
LA Provisiening

Parties

B

SLA Templates
File  Yiew

application Add-Tns  Window  Help

HName

| Description

83 Wireless Se... External

83 wireless Se... External

[ Exit Clent @ Online Help

QM Provisioning

Audting

g’

Expand Wireless Services External

SLA.

sla_

Parties

]

SLA Templates

5

H

Moritoring
SLA Provisioning

El 82 Wireless Services External
[ WirelessServices
] WirelessServices2

Wireless Services Provider

Provider of Wir...

& SLAs - Service Quality Manager Client
application  Add-Ins  Window  Help

File  View

and expand WirelessServices2 to

19 Exit Clientt @ Online Help

Manitaring
SLA Provisioning

Parties

28

SLA Templates

5

SQM Provisioning
Auditing

(4] SLas

[ 83 Wireless Services External

[ wirelessServices
[ wirelsssServicss2
[ Draft
(& Terminated Versions

[+ 83 ‘Wireless Services Provider

HName

| Description |

83 Wireless Ser.., External

83 Wireless Ser.

External Provider of WWirel...

creation.ppt

SQM Pravisioning
Auditing

[ SLas

|@ server tanry | G sqmuser

Service level agreement creation

and expand WirelessServices2 to view the new
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Create an SLA from a template

= Click Create from Template

sion|Lifecyde [Descrin, |
Draft  Wireless.

ﬁ Source Templ
2. General
SLA Tempiates { Template Name: e D ‘
% 3., Assessment Intervals —
e 4, Schedules Source SLA Template D
BhET Deserption;
5QM Provisonin 0 | G
Audting | [ Stas
@ server (GMT) | ) sqmuser =
ServiceMame; |
5L Edftion 5zopes [

<Back o> | roh Cancel Help

il | "

Service level agreement creation © 2009 IBM Corporation

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

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

= Select the Wireless Services template
= Click OK

Select a Template |Z| Select a Template | X |

= [j SLA Templates

[ vireless Services

Service level agreement creation © 2009 IBM Corporation

Expand Wireless Services . Select the Wireless Services template and click OK.
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Finish selecting the source template

Create a New SLA from Template |£|
2, General
Template Name: IW\reIess Services H .
3. Assessment Inkervals CIICk Browse to
4. Schedules ~Source SLA Template Detail SeIeCt an Other SLA
template
5. Clauses Description: ‘Wireless Services Template p
6. Actions
Service Name:! ICOTS,IPVPN,PM
5LA Edition Scope: IFuI\ Access

<Back @ Mext> [)  Finish Cancel Help

o i
»

Service level agreement creation © 2009 IBM Corporation

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

You can click Browse to select another SLA template.

sla_creation.ppt Page 39 of 52



4. Schedules
5. Clauses

6. Actions

1. Select Source Template

3. Assessment Inkervals

Create a New SLA from Template

‘ IBM Software Group | Tivoli software

Enter a name for the new SLA

~General

Service Name:

Marne: (Juwirelessservicess )
COTS_IPYPN_PM Browse |

Description: wireless Services Template
Rl
Customer! wireless Services External
Supgplier: Browse |

< Back I Mext » I

Firish |

Cancel |

Help:

Mk o

You can change
the service name
and description as
needed

Click Browse to
locate a service
name

Service level agreement creation

© 2009 IBM Corporation

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

You can change the service name and description as needed. You can click Browse to
locate and select a service name from a list.
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1. Select Source Template
3. Assessment Intervals
4. Schedules

5. Clauses

&, Actions

Select a supplier

Create a New SLA from Template

Click Browse to locate a supplier

~General

Hame:

Service Name:

wirelessServices3
COTS_IPWPN_PM Browse |

Description: Wiireless Services Template
. Raole:
Customer: Wireless Services External

< Back, I Mext » I Finish | Cancel | Help

<> W
»

Service level agreement creation

© 2009 IBM Corporation

Click Browse to select a supplier from a new window.
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Select a party

Select a Wireless Services Provider party and click
OK

Choose Party x|

Bl (] Parties
83 wWireless Services External

5% vireless Services Pravider

<> W
»

Service level agreement creation © 2009 IBM Corporation

Select the Wireless Services Provider party and click OK.
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1. Select Source Template
3. Assessment Intervals
4. Schedules

5. Clauses

&, Actions

Create a New SLA from Template

Finish the general section

~General

Hame:

Service Name:

wirelessServices3
COTS_IPWPN_PM Browse |

Description: Wireless Services Template
. Raole:
Customer: Wireless Services External
Supplier: Iwireless Services Provider Browse !

< Back m Firist Cancel

Help.

<> W
»

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

= Click Next

Create a New SLA from Template

1. Select Source Template

3]

I Trial

2. G | =
anerd Start Time: IMay 27, 2009 0000 GHT 3 [ ]
3. Assessment Intervals Tl e svar
4. Schedules
The Trial Inkerval must end before the start date of the
5. Clauses Contractual Interval if the Contractual Interval is defined.
&, Actions

@Cnntractual
Start Time: IMay 27, 2009 00:00 GMT 3: it

I~ End Time:  Mever

Finish Cancel

Help.

“ gy oI

= Select contractual assessment intervals as needed

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

Service level agreement creation

Select Contractual Assessment Interval as needed.

Click Next.

© 2009 IBM Corporation

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

and end times as needed.
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Create schedules

Create a New SLA from Template B3

X]

i You can add or
1. Select Source Template ] PEakI ¥) off Peakl & Standardl remove peak Oﬁ
L)
Elees including from Monday to Sunday and holidays peak, and Standard
3. Assessmant Inkervals time fram ;00 AM to 5:00 P schedules as
[soshedies ] needed.
5. Clauses

6. Actions

I e

< Back

Firish | Cancel | Help |

“ gy oI

Service level agreement creation © 2009 IBM Corporation

Make sure that there is a time period reported. In this example, the time period is 8:00

a.m. to 5:00 p.m. If no time period is shown, click the Add button and click the Add Time
icon, which is shaped like a clock.

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

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

Create a New SLA from Template |z|
1. Select S Templats H
SleCt Source leMbiesy Summary of Clauses You can edlt the
2. General - icki
Narre [ Description I clauses by clicking
3. Assessment Intervals t IPYPM_PM_Enterprise_Latency Round trip lakency (delay) for a... + | Ed|t
4. Schedules ik IPYPN_PM_Enterprise_Packe... The outbound Packst Loss Ratia ...

t IPYPN_PM_Enterprise_Jitker The outbound packet jitker of YP...
t IPWPN_PM_YPMN_Latency Round trip latency (delay) far as...
£, Actions ¥k IPYPN_PM_VPI_PacketLoss The outbound Packet Loss Ratio ...
t TPWPN_PM_WPN_Jitker The outhound packet jitker aof WP...
t IPWPM_PM_YPM_Core_Latency Round trip latency (delay) for as...
t IPYPM_PM_YPM_Core_Packet... The outbound Packet Loss Ratio ... |

ik IPYPN_PM_YPN_Core_Jitter The outbound packet jitter of VP...
t IPYPM_PM_YPRLink_Latency  Round trip latency {delay) far as... -

Edit |

Firish | Cancel | Help |

gy oI

Service level agreement creation © 2009 IBM Corporation

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

You can edit the clauses by clicking Edit.

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

Finish creating an SLA from a template

1. Select Source Template
2. General

3. Assessment Inkervals
4. Schedules

5. Clauses

Actions taken when SLA enters a new state
Mew SLA state Action taken
e | Midify | Delete |
Help. |

<> W
»

You can add new
actions by clicking
New.

Service level agreement creation

© 2009 IBM Corporation

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

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

Expand Wireless Services External
view the new SLA

B SLAs - Service Quality Manager Client
Application  Add-Tns  Window  Help

Fie  View

and expand WirelessServices3 to

v Mew

Ext Client @ oriing Help

Maritoring

5LA Pravisioning

i) Detsils | &) Contacts

|servic...

|version |Lfecycle Descrin, |

5L organized by Customer —
o 2 Wi,

[ wir...

[ wir...

T 1 Draft
COTS 1, 1 Draft
TS I 1 Draft

83 Wirsless Services Provider

]

EYACLCE () 1 As - Service Quality Manager Client

application Add-Tns  Window  Help

oh New

Fie view

[ Exit Clent @ Online Help
File  View

Wireless. .

Wireless. .
Wireless. .,

application  Add-Tns  Window  Help

Moritoring

Exit Client @ Online Help

e New

SQM Provisioning SLA Provisioning

Audting

= (7 5LAs organized by Customer

g’

Parties

[ WirelessServices

]

[ WirelessServices2

SLA Templates WirclessServices3

83 Wireless Services Provider

5

sLas sLa

SQM Provisioning

Auditing

(4] SLAs

Manitaring
SLA Provisioning

SQM Pravisioning

g

Parties

2

Templates

5

= () 5LAs organized by Customer

[ wirelessServices
[ wirelessServices2
B (4 WirelessServices3

[ Draft

(& Terminated Versions

) Details

T Cantacts

[ Wir... COTSL. 1

Hame |Servic... |Version |Lifecyde |Descri.. |
[ Wir... COTS L. 1 Wireless...
[ wir... COTS_L.. 1 Draft Wireless. ..

Draft  Wireless...

[ SLas

Auditing |

| server (M) | 9 somuser

Service level agreement creation

Expand Wireless Services External
SLA.

sla_creation.ppt
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and expand WirelessServices3 to view the new
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SLA actions

Highlight an SLA to see actions that you can perform

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

9=

[ Exit dlient &) Online Help Modify... [ Activate B Terminate @2 Edi Clauses... M Delete @ validae €3 Recycle @

Maonitoring

SLA Provisioning

&

Parties

2

SLA Templates

&

SLAs

S0M Provisioning

= (j SLAs organized by Customer
= 83 Wireless Services External

[7 Draft
[3 Terminated Yersions
[41 wirelessServicesz

B ‘Wirelessoervices3

83 Wireless Services Provider

& General Information

Attributes The SLA properties

.-.gJ Schedule The time periods when this,..
atiables iew the threshold and res...
“atiabl ‘i the threshold and -

L History | Actions

-
General —I

-
| LI_I

Auditing

[ SLas

|G§ Server (GMT) ‘9 sqmMUser H

Mk o

Service level agreement creation

Highlight an SLA to see actions that you can perform.

© 2009 IBM Corporation

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

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

Service level agreement creation © 2009 IBM Corporation

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

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

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

» Create a service level agreement from a template

Ay > W

Service level agreement creation © 2009 IBM Corporation

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