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Preface

This document provides an introduction to general SLA Management,
identifyi ng the challenges that exist and how these challenges are
addressed and resolved by the HP Universal SLA Manager (USLAM) and
builds upon the introduction by explaining the user interface and the

several features that are offered by the USLAM.

This User Guide is designed as an aid to the user of the HP Universal
SLA Manager to take maximum benefit from its various features by
effectively using the USLAM to achieve their business goals

Intended Audience
This document is inten ded for the followin g HP USLAM users :
1 USLAM end -user.
1 USLAM Contract Administrator
il USLAM Contract Manager
1 USLAM Platform Administrator
il USLAM Report Manager
Abbreviations and Acronyms

The following table describes the abbreviations and acronyms used in this

document.
BIF Business Impact Factor
BDTA Business Day To Acknowledge
BDTR Business Day To Resolve
BO SAP Business Object
BO-DS SAP Business Object Data Services
BSS Business Support S ystems
CMS Central Management Server
CDTA Calendar Day To Acknowledge
CDTR Calendar Day To Resolve
Cl Configuration Item
ETL Extract, Transform and L oad
ID Identifier
IT Information Technology
ITIL Information Technology Infrastructure Library
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KPI Key Performance Indicator
OLA Operational Level Agreement
SA Service Availability
SD Service Definition
SCD Service Component Definition
SCI Service Component Instance
SCO Service Clause Objective
SI Service Instance
SCI Service Component Instance
SLI Service Level Indicator
SLA Service Level Agreement
SLO Service Level Objective
SLM Service Level Management
SLR Service Level Requirement
SLT Service Level Template
SO Service Offering
SNMP Simple Network Management Protocol
SM Service Manager
TAT Total A ctivity Time
TMF TeleManagement Forum (www.tmforum.org )
TTA Time To Acknowledge
TTR Time To Resolve
UPC Underpinning Contract
USLAM Universal Service Level Agreement Manager
XaaS Everything as a Service

Associated Documents

A list of existing HP Universal SLA Manager documents is given below for

our reference:
Document Title Relevant Product

HP USLAM Installation & Configuration Guide Universal SLA Manager
HP USLAM Administration  Guide Universal SLA Manager
HP USLAM User Guide Universal SLA Manager
HP USLAM Modeling & Integration Guide

(this guide is available on demand, please contact Universal SLA Manager
USLAM-Product -Management@hp.com )
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Typographic Conventions

This document uses the following conventions to identify special

Information Type/Example

information:
Convention

[]

(square brackets)

Interface components requiring user actions
e.g. Buttons.

Ex: Click [Finish] to complete the Import
wizard.

0

[round brackets]

Item (CI).

Supplementary information Ex. Configuration

Bold type Fields names, menus, window pane names
Ex of menus: Admin A Service Level
Management A Repository .

Italic type Important information and/or concepts.

Ex: The output is an XML file.

Symbols Used in this Guide

Symbols

Information

.‘\

T

Note

Draws your attention to additional information
about a software function/feature.

€4

Important

Draws your attention to important information
regarding the proper usage of a software
function/feature.

\'4

Caution

Draws your attention to an important warning.
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Support

Please visit our HP Software Support Online Web site at
www.hp.com/go/hpsoftwaresupport for contact information, and details
about HP Software products, services, and support.

The Software support area of the Software Web site includes the
following:

A Downloadable documentation.

A Troubleshooting information.
A Patches and updates.

A Problem reporting.

A Training information.

A Support program information.
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Chapter 1

SLA Management:
Principles and Concepts

Service level agreements (SLA) have been used since late 1980s by fixed
line telecom operators as part of their contracts  with their
corporate/business customers. Put simply, a service level agreement (SLA)
is a negotiated agreement between two parties where one is the customer
and the other is the service provider.

The practice of SLA management has spread such that intern  al
departments in larger organization have adopted the idea of using service -
level agreements with their "internal" customers i users in other
departments within the same organization. This is particularly true for

the internal IT departments of enterprise s in many industries and

markets.

Telecom operators have managed SLAs for long addressing multiple
hundreds of thousands of contracts with their business customers,
especially in the fixed line segment. Historically, SLA management was
addressed as part of the Business Support Systems (BSS) scope and SLAs
were calculated and reported upon in batch mode using home grown
solutions and significant manual reconciliations tasks.

SLA management in the telecom vertical has evolved overtime, driven by
different f actors such as increased dependency of enterprise businesses on
communications services, success of mobile services into the corporate
segment, legal obligations associated with the opening of the telecom
market, and the need to reduce the operational spen ding on SLAs.

In the early 1990s, other industries were driven toward putting SLAS in
place. Early SLM initiatives succeeded only where the IT organization

had ways of measuring, controlling and understanding the impact of those
things that would disrupt  the service (e.g., changes) and by setting correct
user expectations. Over time, industry best practice evolved drastically to
address the full picture. Businesses are more and more dependent upon
their own IT organization to satisfy corporate governance  objectives,
deliver competitive advantage, and meet increasing customer demand for
24x7 services. In addition, the trend to outsource IT services has forced IT
organization to prove their value to the business. IT departments are
forced to demonstrate acco untability, with business resources i in
particular, they must improve competitive advantage by driving business
effectiveness and efficiency.

As a result of this evolution, Communications Service Providers (CSPs) as
well as IT departments have been looking at having better and more real -
time control on the actual implementation and execution of services. This
has created new requirements for Operations organizations in terms of
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automating the SLA management business processes in terms of
instantiating SLA ¢ ontracts, getting near real time visibility on SLAs
status, pro -actively detecting and solving SLA affecting issues, reporting
on SLA achievements and calculating rebates and penalties in case of SLA
violation.

Despite CSP and Enterprises were aiming at  similar objectives, they have
approached SLA management separately, driven by their respective
industry reference standard and best practices. This has shaped the
vendor landscape between OSS vendors providing SLA management for
Network and Communication a nd Network Services, aligned on
TeleManagement Forum [TMF]  (http://  www. tmforum .org), and IT
management vendors providing Service Level Management capabilities
aligned on IT Infrastructure Library (ITIL).

1.1 Objectives of SLA Management

Whether SLAs are sold by CSP or under the responsibility of an internal

IT department within an enterprise, managing SLAs is about meeting the
commitments made to a user (or set of users) for a given service (or set of
services) at a certain price. In this  respect, SLA management/Service level
management has similar objectives whether services are IT business
services, or CSP communications services and value added services:

1 Develop service offers and SLAs that meet customer demand and can be
delivered without technical and financial risk

1 Manage the obligation between the service provider and the consumer of the
service(s)

1 Negotiate, sell and maintain services which comply to their associated Service
Level Agreement (SLA)

1 Implement the service and turn  on SLA management capabilities to monitor and
operate the service in accordance to the agreed levels of service

1 Monitor the service achievements against the SLA in near real  -time and
anticipate conditions that would lead to the SLA violation

Produce service/SLA reports for internal and external use
Account/bill for the service, including the SLA breaches financials

Provide visibility on metrics that can help improve the service

= =4 =4 =4

Control the SLA change processes associated with service improvement and
retir ement.

==

Business impact for Service Operation for easy and reliable cost management
Manage financial risks through proactive penalty prediction.

At the same time, there are a number of fundamental differences between
SLA management for IT enterprise serv ices and CSP communication
services in terms of:

1 Nature of the services for which an SLA is defined: IT business services versus
Communications services

1 Approach being used to manage the SLA: levels of service provided to group of
users (IT) versus SLA contracted with individual end users or entities

1 Volumes of SLAs to be managed: typically up to one million and more for fixed
line communication services versus thousands in IT
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1 Nature of the operational environment SLA management is integrated to: OSS &
BSS versus IT Service Management

1 Reference industry standards and best practices for  service management, mainly
TeleM anagement Forum in Telecoms (TMF) and ITIL in IT.

The following figure gives an overview of the SLA management context in
CSPs and Enterp rises.

Figure 1: SLA Management context
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As said in the introduction, these differences along with distinct industry
standards driving the SLA management discipline have shaped the SLA
management landscape with a segmented offer ing for CSP communication
services on one side and IT enterprise services on the other side.

This is where the HP Universal SLA Manager (USLAM) comes in, which
is a highly scalable SLA manager with generic and service agnostic core
capabilities that can an swer the needs of Communications as well as
Enterprise Services SLAs. One key benefit of HP Universal SLA Manager
for CMS Customers is to be able address the entire spectrum of CSP
business services SLAs with the same solution. Additionally, it has the
built -in scalability to meet high numbers in the managed IT services
market.

1.2 Relation of SLA and SLA Management

SLA management is primarily about managing the obligation between a
Service Provider (SP) and a Consumer of a service, and the compliance of
the consumed service against the contractual levels of service. A service
level agreement is a document which defines the relationship between two
parties: the provider and the customer. It addresses a wide range of
clauses such as service(s) to be delivered, price for the service, time to
deliver the service, service performance, tracking and reporting, trouble
resolution, exclusions, legal compliance, resolution of disputes, customer
duties and responsibilities, financial terms in case the SLA is not met,

ter mination of the service, force majeure, etc.
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In this respect, managing an SLA is very different from measuring how a
service performs. What need to be managed are the service level
achievements against the SLA commitments including the financial
consequences should the contractual terms not be met. For example, a
service may have contractual commitments for the time to provision the
service, service availability and performance during the service hours,
service restoration times, exclusion clauses if the s ervice unavailability is
caused by the customer and rebates on monthly charges if the objectives
are not met. Measuring the service performance is about measuring the
time to provision the service, time to restore the service, the service
availability and what are the values of the performance indicators . SLA
management is about evaluating if the mean times to provision and

restore the service are in the committed timelines and if the service
availability and performance during the service hours meetthe ob  jectives
set in the contract. It must take into account the exclusions (e.g. Force
Majeure events, service unavailability caused by the customer, etc). If the
contractual terms are not met, the SLA management must calculate the
rebates that the customer ma vy request credits and/or rebates on its
monthly charges.

1.3 Types of Agreements

There are 3 types of agreements:

A SLA is an agreement between the service provider and one of its
customers.

A OLA (Operational Level Agreement) is an agreement internal to the
Service provider for instance between two internal supplying
organizations.

>

UC (Underpinning Contract) is an agreement with an external third
party supplier to underpin  SLA.

The following figure depicts the relationship between the different types
of agreements.

Figure 2: Type of Agreements

SERVICE INTERNAL

EXTERNAL
CUSTOMER SLA LEVEL DLA IT
MANAGER DEPT. FUEELIER

1.4 Service Level Agreement

A Service Level Agreement (SLA) is a contract between the Service
Provider and the customer that specifies the level of service expected
during the contract duration. A n SLA is defined as a set of clauses, each
defining objectives against service health indicators during the agreed
reference period.

Example of SLA clauses:
A A web site must be available 99.9% of the reference time period

A Subscribers must be able to connec t to the application within 3
seconds for 99.0 % of the time during business hours and 6
seconds for 98 % and 0 % of the time during non -business hours
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A Number of Service incidents (e.g. Trouble Tickets) must be < 5
within the reference period.

ReferencePeriod is defined by the SLA, for example it can be the
4 first day of a week or a month.

1.4.1 Purpose of Service Level Agreement

The purpose of any Service Level Agreement is to describe and define the
following:

p>N

What service(s) are being made available to what customers

p>N

What levels of service or quality of service the customer should expect

p>N

What period of time will the SLA cover

p>N

What the costs are to provide those levels of service

p>N

How the service will be delivered

p>N

How the service provider will monitor ort  rack and report on
performance

A When the SLA will be reviewed and how to make changes to the SLA.

1.4.2 Operational Level Agreement

An OLA is an agreement with internal IT resources to satisfy clients SLA.
OLAs are required to ensure that the SLA targets agreed  between
customer and IT provider can be delivered in practice. They describe each
of the separate components of the overall service delivered to the

customer, often with one OLA for each support group and a contract for
each supplier.
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1.5 Typical Customer Pr ofiles

Profiles

Fixed line
communications services

(fixed line, bandwidth, access
services)

SLA agreement needs

A SLAs monitoring can be requested by local
regulations

A Very high volumes of customer SLAs

A Few guaranteed metrics across service
provisioning, service performance and
restoration.

A Leverage service measurements from
existing OSS (operational metrics) and
BSS systems (process metrics)

Mobile corporate services

(Mobile Data, fleet
management, etc)

A Lower volume of 3PP provider (retail /
access /wholesale relationship) or
customer SLAs

A Provisioning (typ e SIM card delivery),
technical and restoration types of
guarantees

example : Some company offers Business
SLAs that include up to 36 technical KPls,
which are clearly defined, currently
monitore d and assessed on a regular basis
and made available to customers in the
form of a report

A Leverage is OSS and IT Management
systems or a mix of these (operational
metrics) and BSS systems (process
metrics).

Managed networks,
enterprise services and
hosted services

(fixed, mobile, IT services)

A Less contracts but each SLA can contain up
to hundreds of clauses (KPIs).

A KPIs measure the efficiency of the IT
management business processes as well as
the performance of the delivered services.

A Number of SLA contracts is likely to
increase dramatically in the short to midterm
especially with the take off of XaaS .

A The systems which provide the service
measurements needed to calculate the SLA
compliance are predominantly IT
Management systems (operational metric s)
and BSS systems (process metrics).
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Chapter 2
USLAM Product Goals

2.1 Introduction

For a service provider, HP Universal SLA Manager (USLAM) provides a
comprehensive and powerful platform for the creation, calculation and
reporting of all types of Service Level Agreements (SLAS), regardless of
the underlying technical or business requirements of all parties.

HP Universal SLA Manager offers a complete and scalable SLA
Management solution including:

9 Services and SLAs design and repository

9 Generic service models, service metrics and SLA clauses design and
store capability.

1 Automate creation, administration and reporting for high numbers
of SLAs.

9 Allows integration into existing environment / workflow for
automated, secured and efficient dataload an d synchronization

1 High volume SLAs compliance calculation and reporting

1 Business impact for Service Operation for easy and reliable cost
management

1 Manage financial risks through proactive penalty prediction.

9 Data Collection framework for Data Records, Performance Metrics,
Tickets and Exclusions

9 Telco grade engines to compute real time SLA compliance status.

9 Customer portal for end -user reports against contractual
agreements and management analytics reports.

1 Near real time monitoring of SLA clauses co mpliance with trending
information.

1 Root cause analysis available in web Ul and Reporting, from SLA to
individual downtimes and incidents.

1 Support Service Improvement Plan process with SLA history
related data and reports.

9 Open and easto-use Business lijects Universe for developing any reports
based on USLAM data model.

9 Support a Data correction processing allowing adjustment and
negotiation with customer for contractual report. It provides audit
features like history and tracking.
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2.2 USLAM Operation Overview

The USLAM allows SLAs to be monitored and reported upon and users
are charged for the services they use. The business impact of SLA
violations is quantified.

SLA monitoring consists in measuring and calculating in near  -real time if
the service m eets the contracted levels of service, pro -actively detecting
and alerting on pote ntial and actual SLA breaches. The calculation takes
in account conditions defined in the contract such as scheduled
maintenance activities, office hours/non office hours, co mmitments,
exclusions, etc. SLA monitoring collects raw indicators from different
systems operational systems such as business process monitoring,
provisioning and activation systems, performance management, fault
management, trouble management/incident ma nagement, customer front
desk, etc. These raw indicators are transformed into KPIs which are
evaluated against the defined levels of service. The result of this

evaluation is further aggregated over the SLA reference period to
determine the compliance tot he SLA.

SLA reporting consists in aggregating and reporting on the SLA
compliance. These reports are both for internal use and viewable by end
customers. Reports are pre -defined as well as user customizable and can
be scheduled or on-demand. Reporting incl udes security mechanisms and
user profile capabilities dealing with defining which information is visible

to which user.

The reporting can also be tuned to provide SLA analytics data to provide
tracking and analysis of the SLA trends for the purpose of SLA
assessment and risk analysis.

Finally, the service must be billed to the customer/end user. In Telecoms
(and in managed services), this is the responsibility of a billing system.
The bill must take into account SLA penalties and/or credits resulting

from SLA breaches. The calculation of the financial impact associated
SLA breaches can be co-located with the calculation of the SLA
compliance in the SLA management system. This is slightly different in

IT where financial accounting is oriented towards costs,  violation impact
and cost transfer.

These SLA functions can be run for the service globally (whoever use the
service) or for a specific individual/entity. The ability to provide these
capabilities for an individual (or business entity) makes a tremendous
difference in terms of processing gra nularity and volume of data to be
processed.
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2.3 The USLAM Workflow

The USLAM workflow consists of the following major tasks depicted in
the figure below. These tasks are discussed in detail in the subsequent
sections.

Figure 3: USLAM Workflow
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2.3.1 Data Load

The USLAM platforms provides a multi  -purpose repository that is used to
store the catalogue of all Service definitions, services sold, contracting
parties, SLA templates and SLA sold.

The first stage of the USLAM workflow involves  the loading of entities
(called dataload) , templates and metadata for the following objects
required by the SLA repository

A Calculation rules

A Raw data collectors
A Services definitions
A Customers

A Providers

A Suppliers

A Users, roles and their associated permissions

Service definitions specify the models (Service types, attributes
mandatory or not; structure of the containment tree) the service instances
have to be conformed to.

A Indicators definitions  (Key Performance Indicators, Key Quality
I ndicator é)
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In dicators are mainly defined by an identifier and the applicable col  lectors
or calculation rules.

A Calendars (24x7, 10x5)

A Custom additional attributes required by the end user in addition
to the standard attributes of an SLA.

A dedicated upload interface is available as the preferred way to import /
export all objects from / to the USLAM repository and a Dataload Status
Snapshot is available in the Platfor m administration user interface  (see
8.2 Platform Management ).

2.3.2 Enrichment

Enrichment processing service performs the attachment of the calculation
objects and business rules to the Service so that SLAs calculation can be
processed by the USLAM engines.

2.3.3 SLA Calculation

2.3.4 ETL

USLAM engines perform ongoing calculations and recalculation of all SLA
metrics and applying all the calculation rules with their associated
objectives to determinate statuses (clauses, SLA items and SLAs) for a
reference period. Result of this calculation can be monitored by operators
using Dashboard windows like the Agreement Status Snapshot (see 5.1
Agreement s Status Snapshot ) or the Clause Details Snapshot (see 5.2
Agreements Status Details )

ETL processing is dedicated to build th e Datamart . The Datamart is an
access layer to the databa se used for reporting and analysis (Dataware
house). It will store and organize the historical data of the SLAs in order
to optimize the production of reports.

2.3.5 Reports

The USLAM solution provides a comprehensive and dedicated Business
Intelligence platfor m environment ( provided by Business Objects ) to
support Customer Service functions in building, analysing and
communicating various types of standard and customized operational and
contractual SLA reports.

For pre-defined, standardized reports that need to be communicated
automatically to interested groups, stakeholders or customers, the
USLAM applications offer different mechanism to schedule and automate
the production and communication of periodic SLA reports.

In general, the USLAM Reportin g environment provides the foundation
for all parties involved in the Service Level Management process to
analyze the performance of the process, decide for Service Improvement
plan and control the risks and financial impact of the Service Provider

policy.
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For more information about ETL and SLA Reports concepts and
4 procedures, refer to Chapter 9 USLAM Reporting

2.3.6 User Interface s

The ULAM solution offers 2 types of User Interfaces :

A A Web User interface that includes several modules allowing
Service Level Managers to Sell, Monitor, Review and Report easily
on SLAs.

A Anewenduser communi ty MyUdsrLtAaM6 . chighlyli esd 6
customizable portal embeds several USLAM portlets that can be
used to build private or public business dashboards , extending
business metrics visibility to business managers, end customers and
partners.

2.3.6.1 Web User Interface

The ULAM Web Ul provides several applications:
A Dashboard
A Contract Operations
A Contract Administration

A Platform Administration

Dashboard window allow monitoring of all active agreements and their
status to detect any changes to anticipate SLA breaches by using
available information to prioritize and assign the right group or function
for the resolution of an incident.

Contract Operations window p rovides a powerful windows in charge of the
data correction to adjust values and status on contractual report and their
associated business impact.

Contract Administration window  provides a powerful agreement manager
to perform tasks like managin g agreement and their lifecycle and Service
Offerings.

Platform Administration window is dedicated to administrators in charge

of the data loading process (status, browsing...), the end user management
(creation, assignation of roles...) and general settings for the USLAM
platform (security, display formaté)

2.3.6.2 MyUSLAM portal and portlets

Although many concepts are common between the USLAM Web Ul and

the MyUSLAM portal, this user guide does not provide detailed

documentation for the MyUSLAM portal. Please refer to MyUSL ~ AM

online documentation for details on how to use USLAM portlets. The

portal 6s welcome page explains the main conc
has its own help page available through the Help mode.

For more information on how to use the Lif eray portal and its advanced
features please refer to the Liferay User Guide (Using Liferay Portal 6.1).
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Chapter 3

USLAM Concepts
and Definitions

The following section presents the Universal SLA Manager concepts and
explains the architecture and the simplified Model  offered by the USLAM.

3.1 Overview Architecture

The USLAM solution consists of several integrated modules, each having
a different set of functionality.

Figure 4: Simplified USLAM Architecture
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These modules are listed below:
1 USLAM Services that contains:

0 SLA Repository Manager in charge of the central
repository that stores all objects like templates, definitions,
services, customers and SLAs.

o USLAM Engines in charge of the real-time SLA
calculation, compliance assessment and SLA business
impact calculations

0 USLAM collectors  in charge of the raw collection
acquisition of data (data records, performance records,
tickets and exclusions )
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0 USLAM Action executori s a framework that can host
any number of action executors. Standard SNMP and
SMTP Action Executors are provided with the product.

1 USLAM Database that contains:

o ETL incharge of the Datamart that will store and
organize the historical data of your SLA and order to
optimize the production of reports. Powered by SAP
Business Objects Data Services

0 Collected Raw data  from collectors

0 Repository and engine data

1 USLAM Reporting  offers a complete Reporting solution,
including a predefined end -user SLA Intelligence Portal and a set
of predefined standard reports (Operational, Contractual,

Audit é). An o-mpeaseBa@universe design is provided
to ease the production of cust omized reports. The package also
includes a tool that can be scheduled for automatic publishing of
contractual reports. Powered by SAP Business Objects Enterprise.

1 USLAM Web User Interface is a comprehensive Web User
Interface allowing the management and monitoring of SLAs, from
an operational and business impact standpoint. It is also used to
manage USLAM users and to monitor the result of the data load
tools. It contains several applications :

o Dashboard dedicated to monitor all active SLAs and
their statu s to anticipate any compliance violation.

o Contract operations window manage data correction to
adjust values and status on contractual report and their
associated business impact.

o Contract Administration windows manage contract s
and execute operations on agreements.
o Platform administration to maintain the repository and

manage users.

3.2 USLAM Model

USLAM Model offers Entities , Templates and Metadata objects. These
objects are loaded by the USLAM Repository Manager and saved in the
USLAM Database.

USLAM Entit ies are objects that are instantiated to support each

individual agreement:
1 Customer
1 Provider
1 Suppliers
1 Services
1 SLA (and SLA item s)

USLAM Templates are objects that are used to simplify creation of SLAs

by specifying the set of SLA clauses and the associated objectives that will
be automatically applied to a SLA under creation when existing template

is selected by the creator:
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1 Service Offering
1 Service Level Template
1 Calendars
USLAM Metadata objects are :
1 Service Definition
1 Service Level Requirement

 Business Rule

Figure 5: USLAM Model (entities, Templates, Metadata)
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3.2.1 Entities
3.2.1.1  Service Level Agreement (S LA)

A Service Level Agreement (SLA) is a contract between the Service
provider and a customer. It specifies the expected service level to be
delivered during its term .

There is different type of Service Level Agreements:

A SLA is an agreement between the service provider and one of its
customers.

A OLA (Operational Level Agreement) is an agreement internal to the
Service provider for instance between two internal supplying
organizations.

A UPC (Underpinning Contract) is an agreement with an external third
party supplier to underpin ~ SLA.

A SLA can specify the agreement either about one single service or about
a set of services using a component of SLA called SLA Item. One SLA item
is included in the SLA for each Service instance identified in the

agreement between the customer and the prov ider. A SLA item refers this
Service instance together with the Service Offering selected for it. A third
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party service supplier can also be specified when it is different from the
service provider.

An SLA is defined a set of clauses, each one defining th e objectives against
service performance & health indicators during the agreed reference

period. To ease the search of clauses in a huge volume, they are organized
by domain and each domain have category. The Ul usually display these
clauses by domain and category (ex: Agreement Details...)

These clauses can be:

service to be delivered

time to deliver the service,

service performance,

tracking and reporting mechanisms

exclusions, like Force majeure cases

customer duties and responsibilities,

financial term s (penalty) in case the SLA is violated.

=4 =4 -4 _a_a_a_29

Example of SLA clauses:

1 A web site must be available 99.99% of the reference time period.

1 The average response time of the MMS sending must be less than
2 seconds during the business hours.

T Number of Service incid ents (e.g. Trouble Tickets) must be less
than 5 within the reference period.

There are three types of clause:

1 Downtime : Used to cumulate all the service or service element
downtimes notified by the Service Level Status Change events
during a reference period and then to calculate the Service
Availability percentage before to check it compared to its Service
Clause Objective (SCO).

1 Incident : Used to count the number of incidents detected from a
service or a service element during the reference period com pared
to the Service Clause Objective (SCO). Incident is a critical Service
Level Status event without any duration.

9 Service Level Status : Used to summarize a set of data measured
during the reference period and compared to the assigned Service
Level Objective (SLO).

For each type of the following compliance calculations, the relevant SLA
clause defines an objective which must be met for the SLA to remain in
compliance.

3.2.1.2 Customer

The Customer object contains the information required to identify and to
contact the Subscriber of the Service.

A customer has the following attributes
A identifier, name, description and alias
A Company name
A Organization name,
A Representative Contact name and email
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Main Contact information (name, email, phones)
Address location including region and time zone
Holiday Calendar (see 3.2.2.3.2 Holiday Calendar )
Custom additional attributes  required by the end user

> > >

3.2.1.3 Provider

The Provider object contains the information required to identi  fy and to
contact the Service Provider .

A provider has the following attributes:

A identifier, name, description and alias

Company name

Organization name,

Representative Contact name and email

Main Contact information (name, email, phones)
Address location including region and time zone

Holiday Calendar (see 3.2.2.3.2 Holiday Calendar )
Custom additional attributes  required by the end us er

D D> D> D

3.2.1.4  Supplier

A Supplier can be eventually assigned to a SLA item when the service is
delivered by a third party provider. The Supplier object contains the
information required to identi  fy and to contact these third party provider
of the associated Service.

A supplier has the following attributes:

A identifier, name, description and alias

Company name

Organization name,

Representative Contact name and email

Main Contact information (name, email, phones)
Address location including region and time zone
Holiday Calendar (see 3.2.2.3.2 Holiday Calendar )
Custom additional attributes  required by the end user

> > D D D> >

3.2.15 Service

A Service, meaning a Service Instance (Sl) , represents a Service provided
to a customer. It contains a set of attributes that register its properties,

and the tree of its underlying Service Component Instances (SCI) having
themselves t heir own attributes. All these elements  must be conformed to
the referenced Service Definition and version.

A Service Instance must be registered with the USLAM repository  prior to
create a SLA against it .

Service represents a ny kind of services can be subject to be sold with a
SLA like Telco Services, Data and Communication Services ( Voice and
Internet, Triple Play, Data C enter ) or Outsourcing Services ( Incident
management, Customer satisfaction , Security Management , Continuity
Managem ent, Change Management ...)

Examples:
A A Leased Line between two cities with a given speed

A A Data Server identified by its location and unique address
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A A VPN dedicated to a customer with multiple sites and inside each
site a set of equipment and applications.

Figure 6: Example of Service and its Service Components (VPN )
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7 The Services, meaning Servicelnstances must conform to the Service definition they
“N refer to (see 3.2.3.1Service Definition). The SLA Repository Manager will reject
4 Service Instancesduring data load which are not conformed to their Service
Definition or that references a non-existing Service Definition .

3.2.1.6 Users
The user object contains the information required to identi  fy end user of
the USLAM Web User Interface and to define access control to USLAM

objects.

A user has the following attributes:
name, display name, password and description

Role
Filter name used to define access control on USLAM objects.

State of the user (active or inactive)

> > >

3.2.2 Templates

3.2.2.1  Service Offering
A Service Offering ( sometimes called SLA template) describes an offering,

including the SLA clauses & objectives against the delivered Service.

Associated to the Service Offering the Service Level Template specifies
the Service Level Objectives (SLO) assigned to the indicators used to
calculate the SLA clauses statuses.

A Service Offering specifies :
A All the SLA clauses & their objectives part of the offering
A The default contract duration

A The reference period recurrence : Weekly, Monthly or Quarterly . It
is used by USL AM Calculation Engines to deduce the agreement
status by calculating the polled events during this reference
period.
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A Depending on the reference period recurrence it is possible to
define some additional parameters to specify when the reference
periods actu ally start:

9 If recurrence is Weekly: the day of the week (ex: Monday,
Tuesdayé)

If recurrence is Monthly: the day of the month (1 to 31)

If recurrence is Quartlerly: the month of the year
(January, Fadthedayrofithe jnonth (1 to 31)

A The calendar that declares the service hours. ( ex: 24x7 or 10x5)

A The type of exclusions that uwiel6l obre al l o
6Unpl anned mai nt eoptomatnexdmue audhorizdde i r
duration in minutes for eah type of exclusion. This duration can
be i6minfed for the O6dForce majeure type of

A The validity period of the service offering. After this period, this
template is obsolete.

'\ : Currently USLAM only support sweekly , monthly and
- Quarterly recurrences

Example of clauses for several level of Service Offering:

Service Premium Standard

Offering
WIFI 99.8% 99%
Performance Based on Bandwidth > 1.8Mbps Based on Bandwidth > 1.5Mbps
Internet 99.8% 99%
Performance Based on Bandwidth > 15Mbps Based on Bandwidth > 10Mbps
VM 99.8% 99%
Availability Based on ping < 500ms Based on ping < 500ms
VM <5 <10
Performance Based on ping < 500ms Based on ping < 500ms
incidents

If the Service Offering has variable objectives depending on the attributes
of the service (or service component) or on input data value , a composite
object named conditional SLA clause objective can be used to design the
Service Offering . A conditional SLA clause objective is composed by a list
of simple SLA clause objectives and condition to select the actual simpl e
SLA clause objective to apply .

'\ ‘ The condition for the SLA clause objective selectionis a groovy code that
4 must be done by the Service Offering Designer.

A Service offering must in addition, set the values of the business impact
(e.g. Service Level Credit) parameters for the business impact categories
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assigned by the underlying Service Level Requirement if there is such
assignment that requires business imp act parameter.

3.2.2.2  Service Level Template

Service Level Template is a template object which specifies the Service
Level Objective s to be assigned to the underlying technical service
performance & health indicators (such as Key Performance Indicators).

Service Offering and Service Lev el Template are tightly coupled. For each
Service Offering, a Service Level Template needs to be created.

Service Offering provides a business perspective and the Service Level
Template describe the engineering perspective.

Content of a Service Level Template depends on the Service structure as
well as on the type of indicators that must be processed for that service.

A Service Level Objective (SLO) is assigned to a n indicator to determine
th e service level status . This is don e by comparison between the indicator
value, the thresholds and the comparison operator specified in the SLO

A SLO object contains a mandatory Critical threshold value and an
optional Major threshold value . Each threshold value has a comparison
operator: Less Than, Less Than Or Equal, Greater Than, Greater Than Or
Equal.

In some cases the SLO assigned to an indicator might depend on the
property of its service component (ex: the priority of a VPN site). In order
to handle such cases, a composite object named conditional SLO refers to
a set of simple SLO and a condition to select the simple SLO to apply.

The condition for the SLO selection is a groovy code that must be done by
< the Service Offering Designer.

3.2.2.3 Calendars

A calendar essentially defines th e working and non -working times for a
service, and must be considered before each SLA calculation.

USLAM support two types of calendars
9 Service hour calendars

9 Holiday calendars

Both determine the on -duty service time periods that must be applied to a
given service or service element when assigned to a SLA item.

Unlike the exclusion periods that do not impac t the Total Activity Time,
the Service H ours calendar and the holiday calendar directly determine
the Total Activity Time value.

The Total Activit y Time is used to calculate the Service Availability
percentage assigned to each SLA clause of type cumulated downtime.
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Total activity time is sometimes called Agreed Service Time , a term
4 defined by ITIL

3.2.2.3.1. Service Hour Calendar

The service hour (someti me also called business hour) defines the working
and non-working times for a service under agreement. A service hour
calendar is specified by setting the on -duty portions of each day in the
week.

A service hour calendar also specifies if the holiday cale ndars have to be
applied as off -duty periods or not.

The off-duty intervals defined by a service hour calendar are specified in
the local time zone of the service.

The service hour calendar that must be applied to a Service is the
calendar referenced by t he Service Offering.

. 24x7 Service Hour calendar is predefined by USLAM, all other
calendars have to be defined before being referenced by a Service
Offering.

3.2.2.3.2. Holiday Calendar

A holiday calendar is associated to a country or to others criteria in the
countries such as the religion specific holidays. It specifies the set of days
which are off -duty for service elements in a given location. Holidays are
applied only if this is requ ested by the service hour calendar setting.

3.2.3 Metadata
3.2.3.1 Service Definition

A Service Definition specifies the structure of a service model with the
logical decomposition into service elements definition called Service
Component Definition and the dependenc ies that exist between them.

Example: A Service Definition for Service VPN will specify Service
Definition for Service Component Site and Routers.

3.2.3.2  Service Level Requirement

A Service Level Requirement is a metadata object that specifies all the
calculation and business rules to be processed by USLAM engines to
compute the SLA compliance. These Calculation rules are assigned per
Service and Service Components.

Service Level Requirement s are used as input of the USLAM enrichment
service that performs the attachment of the calculation objects and
business rules to the Service so that SLAs can be processed by the
USLAM engines.
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"\ " This Service Level Requirement metadatais not really implicitly
“« | exposed on the USLAM User Interface.

3.2.3.3 Business rule

Business Rule are metadata that must be uploaded to USLAM repository
to describe a new custom business rule that can be used to compute the
SLA clauses designed in the Service Level Requirements.

There are 3 categories of custom business rule hand led by USLAM:
1 Calculation rule based on data record key performance indicator
(KPI)
{1 Calculation rules based on business impact factor (BIF)
9 Calculation rules based on service Level indicator (SLI)

3.3 Agreement State and Lifecycle

The following figure depicts the lifecycle of a typical SLA, showing all the
possible states from the point an SLA is created till it is terminated.

Description of each possible state of an SLA is given in the table that
follows the figure.

Figure 7: SLA Lifecycle

Initial state for data-
lnaded SLA which
o require a validation
Waiting
validation

Request @
validation

Request Request
rework e validation

Archive
Update
end date
Under r Activation . .
. Schedule Active Terminated
construction scheduled
Request
rework
Delete Delete
Restore
@D
Manual transition
Deleted Automatic transition
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State

Description

Under The SLA has been created but is still under construction.  No
construction calculation will be performed in this state.
Possible transitions:
@x Request validation : Update SLA state to Waiting validation
Schedule: Update SLA state to Scheduled
Delete: Remove this entity
Waiting The SLA needs to be manually validated by a user before being
validation scheduled. No calculation will be performed in this state.
o Possible transitions:
I“—“I Request rework: Update SLA state back to Under Construction
Validate : Update SLA state to Scheduled
Delete: Remove this entity
Activation The SLA is ready to be taken into account by the Calculation
Scheduled Engine, which automatically updates the state to  Activated as

@

soon as the SLA Start Date is reached. No calculation will be
performed in this state.

Possible transitions:
Request rework: Update SLA state back to Under Construction

Delete: Remove this entity

Activated The SLA is active and taken into account by the Calculation
Engine.
P Possible transitions: SLA state automatically changes to
Terminated at SLA end time.
Terminated The SLA is terminated. No calculation w ill be performed in this

state.

Possible transit ions: SLA state can go back to Activated if the
SLA end time is updated.

Deleted The SLA is deleted but can be restored. Calculations are no
more performed by the Calculation Engine.
ﬁ Possible transitions:
Restore: Update SLA state back to Under Construction
Archived The SLA is archived after termination. No calculation will be

performed in this state.

This is a final state; There is no possible transition to another
state.
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3.4 Agreement Status

The agreement status represents the compliance status of an agreement
as a whole and also the compliance status of the clauses contained in an
agreement.

The Agreement Status is equal to the worst status of its SLA items and

can be one of the following:
Status ‘ Description

On Target An SLA is compliant if none of its SLA clauses
Q are either Breach or At Risk .
At Risk High An SLA Status is At Risk High if none of its
SLA clauses is violated but one or several are in
close proximity of being violated
At Risk  Medium An SLA Statusis At Risk Medium if none of
E:_.J its SLA clauses is violated but one or several are
: in close proximity of being violated
At Risk Low An SLA Statusis At Risk Low if none of its
a SLA clauses is violated but one or several are in
|_.2' close proximity of being violated
Breach An SLA is Breach if one of its SLA clauses is
ﬁ violated
On Target and Adjusted This agreement has the status On Target after
@ a manual adjustment
Breach and Adjusted This agreement has the status Breach after a
@ manual adjustment
At Risk High and Adjusted This agreement has the status At Risk High
; after a manual adjustment
®

At Risk Medium and Adjusted This agreement has the status At Risk
oo Medium after a manual adjustment

£
At Risk Low and Adjusted This agreement has the status At Risk Low
& after a manual adjustment
1=

The Item Status is equal to the worst status of its clauses and can be one

of the following:
Status ‘ Description
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On Target An SLA Item is compliant if none of its SLA
clauses are either Breach or At Risk .

W
At Risk High An SLA Item Statusis At Risk High if none of
f} its SLA clauses is violated but one or several are
in close proximity of being violated
At Risk Medium An SLA Item Statusis At Risk Medium if none
£ of its SLA clauses is violated but one or several
w are in close proximity of being violated
At Risk Low An SLA ltem Status is At Risk Low if none of
f} its SLA clauses is violated but one or several are
in close proximity of being violated
Breach An SLA Item is Breach if one of its SLA clauses
@ is violated
On Target and Adjusted This Sla Item has the status On Target after a
manual adjustment
w
At Risk High and Adjusted This SLA Item has the status At Risk High
& ) after a manual adjustment
url
At Risk Medium and Adjusted This SLA Item has the status At Risk Medium
[~ after a manual adjustment)
il
At Risk Low and Adjusted This SLA Item has the status At Risk Low
(] after a manual adjustment
‘./I
Breach and Adjusted This SLA Item has the status Breach after a
@ manual adjustment
1
Exceed This SLA Item has the status Exceed
Exceed and Adjusted This SLA Item has the status Exceed after a
o manual adjustment
1
N If the Agreement or Item Status has been adjusted manually
) during a data correction. Status Icons will have a small warning
indicator
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3.5 Business Impact Calculation

If the agreement clause objectives are not reached, it may result penalties
to the customer. This penalty is calculated by an engine in charge of the
impact named Business Impact Factor (BIF). On top of the agreement
compliance processing, the Service Offering designer can optionally
specify one or several business impact categories to be computed and
published by USLAM platform.

Usual business impact of SLA is for instance the Service Level Credit the
service provider must give to the customer when his SL A is not compliant
during a reference period.

Example of service level credit agreement:

OEach site of aavalaBl&during moveithare99.8 % of the
reference period will be credited to the subscriber with the value
determined by the matrix b elow, and the maximum credit for all the sites

wi || be 10% of the VPN service feebo.
VPN site Availability % Credit (% of service fee)
From To
99.80 99.75 1
99.75 99.60 2
99.60 99.50 4
99.50 0 8

In order to allow the Service Offering designer to design his own business
impacts, USLAM supports computation of Business Impact indicators

called Business Impact Factor (BIF). A Business impact Factor can be
assigned either to the SLA clause (ex: risk ratio that might be computed

for each SLA clause) or to the SLA item.

The business impact parameter values can be modified reference period

after reference period of an active SLA. Business Impact parameter can be
a simple parameter, or a matrix, and it can be assigned globally to the

SLA item, orto a SLA clause.

Several business impact rules can be defined for a SLA clause.

The business impact can be calculated for one reference period of the SLA
or several consecutive reference periods. This period is called the business
period.
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3.6 Exclusions

Exclusion is a period of time which SLA Calculations should be excluded
and will not have any impact the SLA Compliance.

Note: They are indicated in the SLA reports and seen in the Visual time
based analysis window.

Example of usual exclusions:

A Force Majeure : It is an outage for which neither service provider
nor the customer is responsible for damages or for delays or
failures in performance resulting from acts or occurrences beyond
their reasonable control (e.g. fire, war, explosion, etc.).

A Maintenance: Maintenance refers to upgrades or modifications of
resources part of the service infrastructure. Maintenance may
temporarily degrade the quality of delivered service, including the
possibility of short -duration outages. Maintenance period
generally does not lead to SLA degradation and penalty. We can
have planned or unplanned (i.e. not scheduled ) maintenance .

Exclusion has a name, a description and an optional maximum authorized
duration in minutes for total duration in a reference period for this type of
exclusion. If there is no maximum duration specified, there is no limit on
the total exclusion duration for this exclusion reason type and the
duration is seen as o6unlimitedd.

A Service Offering defines a list of possible exclusion supported by this
service offering.

For a given Service Offering, it can be specified that exclusions of a
certain type will decrease or not the total activity time of the period
(sometimes called o0agreed service timeod).

A contract administrator can enter exclusions on multiple a  greements on
a specific reference period using the Time Period Exclusion window (see
6.1.5.1 Time Period Exclusion ) or add a single exclusion on the current
reference period using the Agreement Status Snapshot window (see 5.1
Agreement s Status Snapshot )

3.7 SLA Alerting

By default USLAM is able to detect and notifies four types of Alerts:

1 The Service Level CompliancéSLC) alerts to track anstatus change of
anySLA, SLA item andSLA clause

1 Time to Resolve (TTR)alerts to track the status change when the
indicatorvalue crosses thdajor threshold

1 The Business Impact (BlIF)alerts to track events when a calculated BIF
value crosses a defidehreshold.

1 Exclusion creation/deletionalerts to track events when exclusions are
created/deleted
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SLC and TTR a lerts can be activated in the Service Level Requirement
metadata (see3.2.3.2 Service Level Requirement ).
Thresholds for BIF alerts are defined per -SLA.

3.8 User Roles

The following table provides information about the roles that may be
assigned to different users and a typical set of tasks that can be performed

by each user role.

User Role Description
None This role does not grant any access to any USLAM
module.
Operator This role grants access to the Dashboard windows .

An operator can monitor the Agreement Status
Snapshot, display the Clause Status Details

Business Operator

This role grants access to the business impacted
Application workspace only

Platform
Administrator

This role grants access to the Platform
Administration Windows.

A platform administrator can set and change
platform settings.

User Administrator

This role grants access to the Platform
Administration Windows.

A platform administrator can  manage end users.

Dataload
Administrator

This role grants access to the Platform
Administration Windows.

A platform administrator can access to the Dataload
Status Snapshot and check data loaded USLAM
objects.

Contract
Administrator

This role grants access to Contract Administrator
window to manage contracts and their associated
lifecycle and also manage service offerings.

Contract This role grants access to the View and edition of
Adjustment Agreement clauses value and stat us adjustment.
Manager
Contract Approval This role grants access to the Approval of the
Manager Agreement clauses value and status adjustment .

Data Correction
Manager

This role grants access to the Data Correction and
the view and edition of exclusions.

Report Manager

This role grants access to t he USLAM reports
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‘.\ . User roles are defined in the USLAM Platform (see 8.1 User
Management) but the user authentication can be delegated in an
1 external way (for example using LDAPé )

The following table provides information about  permission to access to
USLAM Ul windows by each user role.

Business Platform Dataload Contract Contract Contract User Data Correctior Report
USLAM V4 Operator " . . ) L . . . q
administration administration administration — adjustment Approval administration Manager Manager

Operator

Contract administration
View Service Offerings
Edit Service Offerings
Clone Service Offering
View SLA contracts \ \
Edit active SLAs (incl AEs)
Manage SLA lifecycle

<< << <<

Dashboard
View SLA Status/SLA Clause status \
Agreements Reports \
Business Impact monitoring \Y
SLA events browser \Y \

Contract Operations
View exclusions \ \Y \Y \ \
Create/Delete exclusions \
View SLA adjustments \
Create/Delete SLA adjustements
Approve SLA adjustments \4
View Business impact adjustment \
View Business parameters \
Create/Delete Business impact adjustmen
Create/Update Business Parameters
Approve Business impact adjustment v

< <
<

,.,
<< <<

Platform administration
Set options \
Users management \
Dataload status Vv

For more explanation about the End User Management, see 8.1 User
Management to learn in detail how to create a new user and define
restriction access to USLAM ob jects.
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Chapter 4

USLAM User Interface
Overview

4.1 Logging in to the USLAM Ul

The USLAM graphical user interface can be accessed using a web br owser
(Microsoft Internet Explorer , Chrome or Firefox ). You will need
appropriate access credentials depending on your user role.

USLAM Web Ul provides two user authentication modes:

o Built -in: In this mode, you have only two predefined users (This mode
should only be used for testing or demonstration  purposes. This is the
default mode):

1 Administrator , which is granted with the several USLAM
roles (Contract Approval Manager, Platform
Administrator, Contract Administrator).

1 Demo, which is not assigned wi th any role.

0 LDAP: Use this mode to connect USLAM Web Ul to an external LDAP
system. This mode requires additional configuration of the USLAM Web
Ul as described in the HP USLAM Administration Guide

Note: USLAM product install by default pre  -defined set of user roles. A n
Administrator is allowed to access all features of the USLAM UI.

To login to the Ul, you will be required to perform the following steps:

Open your web browser and enter the following URL to a  ccess the
USLAM user interface.

http://  <server address  >:8080/sla - repository
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The Univer sal SLA Manager window displays

Figure 8: Login page

" 5
e
@ Universal SLAManac x \ e :
« = C K B /sla-repository/login.seam g

Universal SLA Manager 4.00

Sign in to continue to USLAM

Login

Password

Sign in

Remember me

CheckRemember meption
to keep your name as
preference for the next tim: E——S———

Enter your user access credentials in the relev ant text fields and then
click Signin tolog into the USLAM UI.

If you want to open several user sessions, please open multiple
instances of your web browser. If you open a new tab instead of a
“\ ~ new window, you will actually use the same session and this will
“ have an impact on login/logout operations for all your tabs.

Therefore it is recommended to always use one web browser
application for one user.
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4.2 Home page

Once you login to the USLAM user interface, the Home page will display
which is composed of the following elements:

User
= i i i T B 2 A i |nf0rmation
! [# Universal SLA Manac x ! i Mooz
€E>Cc N D
() Universal SLA Manager

B~ Dashboard ¥ Contract operations ¥ Contract administration ¥ Platform Administration ¥

/sla-repository/home.seam

G Europe/Paris

Help ¥

Dafhhﬂa"d Contract operations  Contractadministration  Platform administration Tlme Zone Language
Selector Selector

SLA Manager

Agreements status snapshot Agreements status snapshot
Displays the current administrative state as well as current and
predictive compliance status of SLA Clauses for all active SLAs, Allows
users to manage a library of filters that restrict SLAs to be displayed to 2
subset. Provides direct access to historical report associated with each
SLA. Exclusion periods can be defined for any active SLA.

Businzss impact snapshot Business impact snapshot
Displays current business impact values for all or 2 set of active SLAs.
Provides detailed information on business impact calculated values.

Allows users to manage a library of filters that focus business impacts to ! ™,
be displayed to a subset of SLAs. _P

Main Window
Alerts monitoring Alerts monitoring

Displays the Service Level Compliance alerts published by USLAM,
allowing to reduce the scope of interest thanks to user created filter
applied to the alerting database.

Reports
Agr orts Agreements reports
Acc pre-defined standard reports with details about the history of

allindividual SLA related events within successive reference periods of
each SLA.

This is main display area on the homepage and may consist of  four tabs
that group tasks per profile together:

A Dashboard

A Contract Operations

A Contract Administration

A Platform Administration

‘.\ " These tabs are only visible to user logged in with the right level of privileges
= ‘ See3.8 User Roleg

Each time the user interface is loading, refreshing and waiting for
a server update, you will see a spinner animation to indicate you
have to wait.
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4.3 Menu

Figure 10: USLAM Spinner Animation

You can accessthe same features as the homepage from the main menu.
Menu is organized by profile operations and group by tasks.

Figure 11: Menu

#  Dashboard ¥

Contract operations ¥

Contract administration ¥

Platform Administration ¥

Help ¥

Data Correction
Agreement status adjustment
Business impact adjustment

Business parameters management

Time period exclusions

Reports

Agreements reports

S5LA Manager

Agreements status snapshot
Business impact snapshot

Alerts monitoring

Reports
Agreements reports

Agreements manager
Browse agreements

Create new agreement

Service offering manager
Manage service offerings

Reports

Agreements reports

Platform Administration
Manage users

Set options

Platform Monitoring
Dataload status

Reports
Agreements reports

About Universal SLA Manager

Menu will only display features you are authorized to do based

on your user role.
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4.4 Language Selector

The USLAM GUI supports multiple languages (localization). You can
select one of the following languages from the Language Selector control
located at the top -right corner on the main menu bar:

Figure 12: Language Selector

-]

Dashboard ¥ Contract operations ¥ Contract administration ¥ Platform Administration ¥ Help ¥ ®| Europe/Paris i" iEﬂgJSh M| l

4.5 Time zone Selector

The USLAM Ul uses a time zone setting to display date time using the specified time
zone. After changing the time zone, all the page will be dynamically apply this setting.

Figure 13: Time zone Selector

N\

#& Dashboard ¥  Contract operations ¥ Contract administration ¥ Platform Administration ¥ Help ¥ 5| Europe/Paris v {Engish ¥
Europe/Madrid |
Europe/Msitz i
Europe/Marighamn
Europe/Minsk |
Europe/Monaco

Europe/Moscow

Europe/Nicosia

Europe/0slo

Europe/Podgorica

Europe/Prague

Europe/Riga

Europe/Rome

EuropefSamara

Europef5zn_Marino
EuropefSarajevo
Europe/Simferopol

Europe/Skopje

Europe/Sofiz

Europe/Stockhoim

4.6 User Information

You can view the user credential of t he logged in user on the top -right
corner of the screen near the Logout operation.

Figure 14: User Information

() Universal SLA Manager &  Built-in administrator  Logout

#  Dashboard ¥ Contract operations ¥ Contract administration ¥ Platform Administration ¥ Help ¥ | Europe/Paris ¥ | Engish ¥

-\ - The name display is the Display Name defined during the user
creation on the End User Management page that can be different from
the login name used to log in.

4.7 Navigation Bar

Each time you navigate int o the USLAM application, a navigation bar
appears and remind you where exactly you are in the USLAM Ul .
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You can easily navigate back clicking on the link.

Figure 15: Navigation Bar

) Universal SLA Manager &  Built-inadministrator  Logout
Qashbosrd Al ontract administration ¥ Platform Administration ¥ Help ¥ @

p Agreements manager p Agreement editor

2 ‘ Navigation Bar is hidden if you already are at the USLAM home page

4.8 Filter Management

The USLAM GUI offers a very robust  Search feature which allows you to
search for different entities. The mechanism used by the Search feature is
uniform across the USLAM Ul and is based on customized search filters.
In the following sections, we will discuss an example of creating, saving,
loadin g and deleting a search filter and using it to search for a required
entity.

4.8.1 Search Filter Panel

Search Panel is a panel that the user can hide/show. It provides a filter
area and search operation (Search / Reset), and give access to the Filter
library (I oad, delete, save filters). It also has a expand/collapse toggle ¥

to swap the search filter mode from Simple to Advanced and provide
several levels of search filters.

Active filter name
(if anv after loadina

Delete an
existing filter

Agreement search filter

m Filter Panel Toggl

Expand/collapse to show or hide the
toggle to swap search filter panel
between simple or

Start the searct advanced search
operation existing filter

Empty the searct
criteria and Save/Save as ..

the search filter tc

erform a search
b be reusable.

without filterina
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4.8.2 Creating a New Search Filter
4.8.2.1 Simple Search

An edit zone allows the end user to enter text and click Search to perform

a global search on all the text criteria without specified on which attribute

we want to search. This search will use automatically the list of pre -

defined text criteria. This simple filter allows performing quick and

simplesearch. You can use QRWbesiexgrtelses i emp dr at or 06 ;

(ex: SLA_1;SLA_2 will return all result cont

Figure 17: Filter Management - Simple Search

Agreement search filter

T

Simple filter

4822 Advanced Search

To create an advanced search, the user has to select from the drop -down

menu, the desired attribute and then click [Add criteria]. You can select

multiple attributes inthisstep , and all the cr ANBPBiIi a will he
expression between them. String Cri teria values support also the ; for the
expresoRbon 6

Once you have selected the attributes, select the comparison operator for
each of the selected attributes depending on the type of the criteri a e.g.
date, text, numeric etc.

Figure 18: Filter Management - Advanced Search

Agreement search filter

List of supported @&l m m

dvanced Filter

Add new criteria
Administration State Al Add criteria

and Agreement Name | contains ¥ VPN X

criteria

L

Multiple criteria and Start Date | is between Y| Uan1,201412:00PM  [E] to Jan 31,2014 12:00PM | [F]

applied

and Administration State | is equal to ¥ Active v X Remove the

selected criteria
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Criteria Type Available Operators Value
Text Is not defined Text
Is equal to
Is different from (can be separated
Contains by » to sdu
expression)
Starts with
Ends with
Numeric Is not defined Numerical
Is equal to
Is different from (can be separated
Contains by » to sy
expression)
Starts with
Ends with
Date / Time Is not defined One or two Date
according to the
Is equal to
operator. A
Is different from calendar control
will be available to
Before ;
select graphically
After the right
Is between date/time.
Is outside the range
Enumeration Is not defined List to select one

Is equal to
Is different from

Is either

or multiple pre -
defined values.

When an advanced search is executed, the filter panel collapse to extend

the search result panel and an icon

criteria are applied.

Figure 19: Filter Management

Agreement search filter

! indicates that advanced search

- Advanced applied filter

BTl T
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4.8.3 Saving a New Search Filter

Once you have created a simple or advanced search filter ( see4.8.2
Creating a New Search Filter ), you can save the filter to be able to reload
it later.

Click to the Save button on the filter panel and the Save filter dialog box
appears:

Figure 20: Save filter dialog box

Save filter &

Name LeasedLine 5LAs

Description Search all SLAs related to leased lines

#| Set as default

Enter the Name and Description  for the new search filter. You can also
save this search filter as a default filter ~ for you by clicking the Set as
default check. Click [Save] to save the new search filter.

Make sure the name of the new filter is un ique and does not already exist.

4.8.4 Loading a Search Filter

You can load an existing search filter clicking to the button Load in the
filter panel and the Load filter dialog box appears:

Figure 21: Load filter dialog box

Load fitter &

Leasedline 5LAs

Breached 5LAs m

Show
all

Setas
default

Search all 5LAs related to leased lines

Select an existing search filte r from the list and then click Load to
execute the selected search filter .
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By default, you can only se e the list of your personal filter, to select filter
from another user, you need to set the check Show all .

You can also define this search filter as a default filter ~ for you by clicking
the Set as default check.

4.8.5 Deleting a Search Filter

You can delete an existing search filter clicking to the button Delete in
the filter panel and the Delete filter dialog box appears:

Figure 22: Delete filter dialog box

Delete filter

LeasedLine 5LAs
Breached 5LAs

Delete...

Search all 5LAs related o leased lines

Select an existing search filte r from the list and then click Delete to
delete the search filter from the list of saved filters.

LA

D A filter can only be deleted if it is not defined as the default
4 filter . The filter cannot be deleted if it is used by another user.
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4.9 Search Result

Search Result Panel is a table that contains the result of a search filter
applied. All search result panel provides the same feature to ease the
analysis of the result:

A Support icons and colors
A Sorting
A Custom visibility and order of columns

A Support huge volume of result with a pagination an  d customization
page size.

A Tooltip in cells to help the user (description , summary
information é )

Figure 23: Search Result

Total number of element Single sorting

matching the request (ascending / descendin

Agreement search results (15 items)

A Agreement Name Actions  Item Name Customer Provider Supplier Service Start date %

[C1 | B> | SLA VPN Business Impact 01 View /Edit | VPN Portugal Worldwide Phone Solution Avix Portugal CCST Portugal | VPN Business Impact 01 Dec1,2012 12:00 AM (Europe/Lisbon)

[ B | SLA CallCenter001 1 View / Edit  Call Center USA Green Cafe Avix US CosTUS (Call Center - USA Dec 1, 2012 12:00 AM (Europe/Landon)

[T > | SLA VPN Ticket 01 View / Edit | VPN Mexico Worldwide Phone Solution Avix Hong Kong CCST Mexico VPN Ticket 01 Nov 1, 2012 12:00 AM (America/Mexica_City)

[T] [ | SLA VPN Aggregation 01 View / Edit | VPN Italy . . VPN Aqaregation 01 Nov 1, 2012 12:00 AM (Europe/Rame)

O B | SLA VPN Performance 01 View / Edit | VPN China Searc h reS u It | ISt Wlth i VPN Perfl Nov 1, 2012 12:00 AM (Asia/Shanghal
Florida VPN customized columns : VPN BIF detailed Florida

[T > | SLA VPN BIF Detailed Penalty 01 View / Edit .y e Oct 1, 2012 12:00 AM (America/New._York)
California VPN (order and V|S|b|||ty) VPN BIF detalled California

[T > SLA VPN Data Selectors 01 View / Edit | Paris VPN w VPN DataSelectors Oct 1,2012 12:00 AM

[T B> | VPN Conditional Objectives SLA 01 View / Edit  Florida Conditional VPN Green Cafe Avix International VPN Conditional Objectives 1 Oct1,201212:00 AM

[T > USLAM Release Monitor View / Edit  Code Quality Product team Contir Test team Code Quality Jan 1, 2012 12:00 AM

a2 M Number of agreements per page: |10 [[le

—

Number of pages of result for the request. You Sizeof the result page to displa Columns

can click on the number to go directly to the pa

(Default is 10Add or remove 5 configuration
using the selector)

Controls allows you to navigate quickly to the
First, Previous, Next, Last

Header will display tooltips to describe short name column and let the
user toggle the single sorting.

The button Columns configuration = displays a dialog box to order
and set the visibility of each column. This setting is saved in the user
preference and will be available the next time the  user goesto the same
page (see4.10 Column s Configuration )

. . Some search result page will be automaticallyrefreshed by
\ timer. This timer will be customizable on the page.

4

Example: Agreement Status Snapshot..

4.10 Column s Configuration

You can configure the arrangement of the columns and also change which
attributes are displayed in the  search result table by clicking =
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The Column s configuration window displays:

Figure 24: Columns configuration dialog box

Columns configuration

Available columns Selected columns
£ Agreement Chain Id £ Selection checkbox
[ Agreement Description [ Administration State

£ Agreement Id £ Agreement Name

£ Agreement Latitude £ Actions &
£ Agreement Type v & Item Name &
[ Agreement longitude £ Contract Id

£ Customer Company ! & Customer -
£ Customer Country i) Remowve all [ Provider I
3 Customer Description & supplier

= CustomerId = Service

= Service Hours

3 23

Select the attributes that you want to display in the search results table,
from the Available columns list, and the nclick Add to transfer the
selected attributes to the Selected columns  list. You can also add them
all, remove or remove them all using the appropriate buttons.

Confirm  button will save the setting in the user preference otherwise
Cancel button will ignore any changes.

4.11 Date and Time Selector

Each time USLAM Ul needs a date a nd/or time, the same widget is used.
It allows you to enter directly the date/time or popup a calendar widget to
ease the definition.

, To define the date and the time with the calendar widget, you
'\ need to select the date first and close the calendar the open it
. again to click to the time to get a dialog box to set the time
(hours, minutes).

Figure 25: Date and Time Selector

Empty date and time fiel
[
llan 28, 2014 12:00 PM | 75} Field after the date and time applie
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Click on the button to display the calendar widi

L

==l x

=

<< < January, 2014

5un Mon Tue Wed Thu Fri 5at
290300311234
506|783 ]10f11

12113141516 |17 'IB-
19(20) 21| 22|23 )24 (25
26| 27|28 29|30
6|23 (4|56 |7]8

Clean {12:00PM . Today: Apply

L [ S I W I (Y LN )

Time area
Click on the time to popt Today set the current datt

a dialog to modify it and time automatically

Clean will empty
the time
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efault Calculation Time zone

The default calculation time zone is an USLAM parameter which is used
by the USLAM engines when considering the Service Ho urs and Holidays

for a given agreement when the Time zone has not been set in the
Customer and/or Service and its components.

Figure 26: Default Calculati  on Time zone

(7)) Universal SLA Manager & Buitin administrater  Logout
#  Dashboard ¥  Contractoperations ¥ Contract ini: jon ¥ A dmini: jon ¥ Help ¥ o | Eurcpe/Paris ¥ IEnq.‘sn hd !
»D L

Default calculation timezone

The default calculation timezone hasn't been configured yet. Please select a valid timezone from the list below.

Default calculation timezone v

Europe/Paris

Europe/lstanbul
m m EuropefJersey
Europe/Kaliningrad
Europe/Kiev
Europe/Lisbon
Europe/Ljubljana
Europe/London
Europe/Luxembourg
Europe/Madrid
Europe/Malta
Euvrope/Mariehamn
Europe/Minsk
Europe/Monaco
Europe/Moscow
Europe/Micosia

Eu:ui-wOslc

Europe/Podgorica
Europe/Prague
| Europe/Riga

This parameter must be set before creating any agreement to let

the USLAM engine knows which time zone should be
considered.

4.13 About Box

The menu Help € About Universal SLA Manager allow the user to

HP USLAM

know the detail of the USLAM product he is working with, and have

access to a specific dialog box to describe the installation details (installed
modules, version and patch level of these modules, and the installation

directory) and statistics on the USLAM platform (active SLA, active
clauseseé)
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Figure 27: About Universal SLA Manager

About Universal SLA Manager &

Copyright © 2014 Hewlett-Packard

m Installation details (lose

Figure 28: Installation Details

Installation details &

5 [ Web Ul 40-SNAPSHOT |
| Action Executor 4.0-5HAPSHOT
BIF Engine 4.0-5NAPSHOT
Commaon Collector SDK 4.0-SNAPSHOT
Event Collector ’ 4,0-SNAPSHOT
| K0l Engine A.0-5NAPSHOT |
Metric Collector 4.0-5NAPSHOT
| Repository Manager 4,0-SHAPSHOT |
SLA Engine ‘ 4.0-5NAPSHOT |
| Ticket Collector 4.0-5NAPSHOT

icket Engine 4.0-SNAPSHOT |

USLAM Services is installed on host = indirectory: =~
' Reporting Server is installed on host s S e 0 W on port

Close
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Figure 29: Statistics

Statistics

saste e

Active SLAs

Active SLA Clauses

Declared Users

Logged Users

Collected tickets (since last cleanup)

Collected data records (since last cleanup)

Collected critical performance metrics (since last cleanup)
Last compliance value calculated on

Last ticket collected on

Last critical performance metric collected on

Refresh

10

922

7578

35610

Jan 29, 2014 3:53 AM
Jan 29,2014 9:52 AM
Jan 29,2014 12:34 AM
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Chapter 5
Dashboard

5.1 Agreement s Status Snapshot

The Agreement s Status Snapshot is a real -time window
restricted to the user access right and dedicated to

display the current administrative state and the

predictive compliance status of the SLA clauses for all
active agreements.

Operator will monitor agreements status using this
window and can access to the Agreement Status Details window to get
detailed status of all ¢ lauses for one selected agreement.

This window uses by default the current date/time to filter  but it can be
customized using a calendar widget and display current active agreement
based on their reference period dates.

You can select your desired search criteria by defining a new filter or
loading an existing one in the Agreement search filter. It is composed
of the Search Filter Panel (see 4.8 Filter Management ) and the Search
Filter Result table (see 4.9 Search Result) and supports the agreement
column customization (see 4.10 Column s Configuration ).

Figure 30: Agreements Status Snapshot

Reference perioc
and reference
period selector

#  Dashboard ¥

Contract operations ¥ Contract administration ¥ Platform Administration ¥ Help ¥

» Agreements status snapshot

Agreement search filter

- List of customizabli
g m m Columns

Agreement search results (15 items) WA W san 29, 2014 100300 AM [

> | & SLA CallCenter001 1

4 Actions ¥ Call Center USA 97.22% | Green Cafe Avix US CsTUS Call Center - USA Jan 25,2014 1:00 AM

B> | (& sLA VPN Aggregation 01 < = Actions ¥ VPN italy 0% Worldwide Phone Solution  Avix Italy CCST Italy VPN Aggregation 01 Jan1, 2014 12:00 AM
Ag reement Statu | = Actions ¥ | Florida VPN 0% CCSTEastUS | VPN BIF detailed Florida Jan 1, 2014 6:00 AM
N > | & SLA VPN BIF Detailed Penalty 01 Worldwide Phone Solution | Avix US
(SLA / Sla |tem‘ = Actions ¥ CGalifornia VPN 0% CCST WestUS | VPN BIF detailed Colifornia  Jan 1, 2014 6:00 AM
B> | [& | SLA VPN Business Impact 01 | = Actions ¥ VPN Portugal 0% Worldwide Phone Solution  Avix Portugal CCST Portugal | VPN Business Impact 01 Jan1,2014 1:00 AM
> | [&f SLA VPN Data Selectors 01 & = Actions ¥ Paris VPN 0% Worldwide Phone Solution  Avix International VPN DataSelectors Jan'1, 2014 12:00 AM

1> | & | SLA VPN Performance 01 « = Actions ¥ VPN China 0% Worldwide Phone Solution Avix China CCST China VPN Perfl Dec 31,2013 5:00 PM

@ SLA VPN Ticket 01 @ & Actions ¥ VPN Mexico 375% ‘Worldwide Phone Solution Avix Heng Kong CCST Mexico VPN Ticket 01 Jan1,20147:00 AM

[ G USLAM Quarterly Defects Monitor o ‘ Actions ¥ Defects Managemen Defects (for USLAMYA, Now 1,2013 12:00 AM
. . . i G USLAM Release Monitor O Actions ¥ Code Qualitf Code Quality (for USLAMV4] Jan 11,2014 12:00 AM
Administrative The user can set the refresh .
12 ] Humber of agreements per page: 10 =

State Reresh every (n secondsk (30 [F] period for the realtime display

and manually refresh the windo

To change the duration between each information refresh, you can modify
the number displayed in the Refresh every (in secor-'s) field. You also
can force the refresh manually clicking to the icon ~ *
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The USLAM application calculates normalized indicators like a risk
percentage and a breach estimate date for all types of SLAs. Together
with a trend status that notifies a user a SLA keeps accumulating
downtimes, those indicators helps operators sorting and organizing their
activity based on the most impactin g degraded SLAs.

Figure 31: Agreement Status Snapshot 0 Risk and Trend Indicator

S ———— S

Uause name: Site availability
LI T S R A | Estimated breach date: Jan 29, 2014 1:44 AM

& Actions ¥ 448.03% | -12h S6min 48s / 3h 43min 125 Worldwide P

> | (@ SLA VPN Ticket 01
B (62 SLA CallCenter001 1
B+ | & | SLA VPN Aggregation 01 | & Actions ¥ (% None Worldwide P

Actions ¥ 97.22%  Mone Green Cafe

Trend Indicator (T) indicates whether the worst clause is ac cumulating
service degradation.

The status can be one of the following:

1 5V Indicates that there is no open incident impacting an
agreement

1 ‘ Indicates that there is at least one open incident impacting
an agreement

The column Actions allow the user to drop down an action  menu to access
to several tasks according to the us er rights.

A View the clauses Detail s (see 5.2 Agreements Status Details )

A Manage exclusions (see6.1.5.2 Exclusion Management )

Figure 32: Agreement s Status Snapshot - Actions menu

Actions V|

View clause details

(# Manage exclusions
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The following table shows the column names and their descriptions:
Column Name Description

Administration
State ( A)

Administration State of the agreement . It displays the current
agreement state following the SLA lifecycle (see 3.3 GAgreement
State and Lifecycle 6above)

You can view this information as a tooltip on the column header

Agreement Status

(S)

Agreement Status

You can view this information as a tooltip on the column header

Iltem Status ( IS)

Agreement Item Status

You can view this information as a tooltip on the column header

Trend Indicator

(T)

Trend. Incident Status i ndicates whether the worst clause is
accumulating service degradation.

Actions Menu to select relevant operations that may be performed for an
agreement.

SLA Id Unique identifier for an agreement

Name Name of the agreement

Item Name Name of the agreement item

Customer Customer for the agreement

Provider Provider for the agreement

Supplier Supplier for the agreement item

Service Service for the agreement

Service offering

Service offering attached to an agreement

Worst clause info

Status information about the worst  performing clause of an
agreement (remaining value compare to its associated objective)

Risk ratio

Monitors the risk on the worst clause. 0% means no degradation,
value >= 100% means that breached thresholds has been crossed .

Service hours

Service hours agreed upon

Start date Date and time when the agreement becomes effective
End date Date and time when the agreement expires
Recurrence Recurrence rate for an agreement

Period start date

Date and time when the current period has started for an agreement

Period end date

Date and time when the current period will be over for an agreement.

Contract Identifier

Identifier of the contract for an agreement.
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5.2 Agreements Status Details

Agreements Status Details is only accessible from the Agreements Status
Snapshot selecting View Clause Details  in the action menu. It displays
the current status, objectives and the compliance status of the SLA
clauses for the selected agreement.

Figure 33: Agreements Status Details

SLA and SLA ltem status

() Universal SLA Manager . (See3.4 Aqreement Statu)s Recurrence. and & Built-in administrator  Logout i
&  Dashboard ¥ Contractoperations ¥ 4 Rcference Period date @|evroperars v [ engisn ¥

» Agreements status snapshot b Agreements status detad

[@This sla ‘SLA VPN Ticket 0" for customer Worldwide Phone Solution' s Breached
@ 1his item VPN Mexico for service 'UPN Ticket 01'is Breached from Jan 29,2014 1:01 AM ( Service Component Tree )

Olauses search filter
° 3 =

Monthly Reference period: fan 7, 2014 7:00 AM -= Feb 1, 2074 7:00 AM

Clauses search results (34 elements) W4 W son 29, 2014 3:43:46 PH

Actions S Service component

Record Nb Remaining value

Actions ¥ | @ VPN Ticket 01 Ratio of Critical Time To Resolve the incidents <02 075 4

Actions ¥ | & VPN Ticket 01 Mean Business Day To Acknowledge VPN tickets <2 0.31 2

Actions ¥ | G VPN Ticket 01 Critical Business Days To Acknowledge VPN tickets <2 1 = 1 1/2
Actions ¥ | & PN Ticket 01 Mean Business Day To Resolve the incidgnts <2 037 4

Actions ¥ | @ VPN Ticket 01 Ratio of Critical Business Days To Resolve 0.2 0.75 4

Actions ¥ | & VPN Ticket 01 Mean Calendar Day To Resolve the ingida 1 4

Actions ¥ | @ VPN Ticket 01 Mean Time To Resolve the incide 7 s 531 4

Actions ¥ | & VPN Ticket 01 Ratio of Critical Calendar Days Tol . Cl_auses Detal_ls \I\h 0 2

Actions ¥ | & VPN Ticket 01 Percentage of Critical Calendar D Ob]eCtlve| calculation value 0 4

Actions ¥ | @ VPN Ticket 01 Ratio of Critical Time To Acknow| and estimation 05 2

1231 Bl B2 Number of clauses per page: | 10 &

Reiresh svery (in seconds): 60 Bk

[ Done | The user can set the refresh
period for the realtime display

and manually refresh the windo

To change the duration between each information refresh, you can modify
the number displayed in the Refresh every (in seconds) field. You also
can force the refresh manually clicking to the icon g

You can also click Done to go back to the previous window.
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The following table shows the column names and their descriptions:

Column Name

Description

S Clause Status:
On Target , Atrisk (High, Medium, low) or Breached
You can view this information as a tooltip on the column header
Name Name of the clause
Objective Clause objective. It is the breach threshold of the monitored
indicator with its operator and unit.
Value Current value of the indicator  depending of the clause type

(availability, number of trouble ticket, record value)

Record Number

Number of sampl es used to compute the value. Only applicable for
clause with the type Incident or Service Level Status.

Remaining Value

(Time Left or
Numbe r Left)

Time left for a clause with the type Downtime, or the remaining
number left of incident for clause with the type Incident

Estimate Estimate value and breached date

Weight Weight of the clause

Type Clause Type : Downtime, Incident, Service Level Status
At risk when At risk range with its operator and unit

Exceed when

Exceed threshold with its operator and unit

Category Clause category (dedicated to organized clauses)
Domain Clause domain (dedicated to organized clauses)
Summary Provide a summary of several columns in a visual way with

icon/values according to the clause type :

Downtime : Availability E , Time Left E Estimate E
Incident : Incident number , Estimate ﬁ

Service Level Status : Value, Counter (n b of samples) Ll

The column Actions allow the user to drop down an action menu to access
to several tas ks according to the user rights and the type of clause
(Downtime, Incident, Service Level Status).

A View the Visual time based analysis (see 5.3 Visual time based
analysis ). Available only for clause of type Availability or Incident.
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A View Data records details (se e 5.4 Clause Status Data R ecords).
Available only for clause of type Service Level Status or Incident.

Figure 34: Agreement s Status Details - Actions menu

Fl Visual time based analysis
[ Data records details

5.3 Visual time based analysis

Visual time -based Analysis is only accessible from the Agreements Status
details selecting in the action menu. It displays all objects involved in the
agreement status and value presented in an interactive timeline
representation. It is useful to correlate raw data obj ects and their impacts
on the agreement status for the visible reference period.

Figure 35: Visual time based analysis o Timeline

[ T ——rr—

Nenfzaten e Click to access to tt Click todisplay the

calculation mode! Service component tre All objects involved in the

agreement status:
T Downtimes
9 Incidents
 Tickets

T Performances
1

1

1

1

Component Availability(4h) Componsnt Availability (4n)

Out of duty 8x5(2h) Out of duty Ex5(14h)

Exclusions
Holidays
Service hours
Alerts

Click on an object tc
see its detail window L

Show / hide abjects ( Clear )

TimezoneLentre) Etopean Time - Sel

# comp

My UsLaM

Graphical representation:
bands (detailed / overview

Refresh manually the
window

This window is composed of:

I Summary panel to display agreement status and agreement item
status and clause status and provide a link to access to the
calculation model (see 5.5 Calculation Model )

1 Navigation bar  that allows the users to move quickly to the start
or end of a reference period, and focus automatically to the last
refresh or last computed status. The right part allows the users to
move quickly to the next or previous page.

9 Timeline representation that visually display raw data and their
impacts on the agreement mixed with holidays, exclusions,
services hoursé Two bands are: displayed
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0 Detailed view (scale in hours). Mouse wheel supports zoom
up to hour / 15 minutes /5 minutes/ 1 minute.

0 Overview (scale is day). This band does not support zoom.

Both bands are interactive and the user can use the mouse to
navigate to the right object or time to analyze. Clicking on a visible
object will pop up a detailed window with all properties of the

objects.
1 Highlighting tool panel that allow coloring specific objects based
on an entered text. Five different colors are available to ease
analysis.

Figure 36: Visual time based analysis 0 Highlighting tool

Highlights objects { Clear)

2766

[Eclause Breached Out of duty 8x5(14h)
Component Availability(4h)
M slert Breached (SLA Clause)
availability =

5(2h)

1 Filtering by type panel that drive the filter to apply at server side
and reduce the volume of data to analyze on the timeline
representation and speed up performance during analysis . These
filters are based on the type of the objects (ticket, performance,
downtimes, incident sé ).

Figure 37: Visual time based analysis 0 Filters by types

Filter objects by type{ All| None )

¥ mm Clause Downtimes Closed (30) w» Open (D)
Intermediate Downtimes Closed (30) w2 Open (0)
mm Raw Downtimes Closed (3) w» Open (0)
@ Incidents (0)
¥ mm Tickets Closed (3) w2 Open (0)
P Performance Metrics (0)
&% Quality Metrics (0)
Holidays (D)
| mm Qut of duty (46)
mm Exclusions (0)
v Alerts (1)

1 Graphical filters that allow the users to show or hide graphically
objects based on criteria after applying a filter type. It allows
filtering by time zone, calendars and holiday from a list of
available combination . It is useful to correlate indicators and their
associated raw data (ex: Ticket identifier will h  elp to correlate
ticket object and its impact like incident or downtime). It also
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allows any free text search on objects to hide / show using operator
oecnt aorms®t containsd

Figure 38: Visual time based analysis 0 Graphical filters

Show / hide objects( lear)

Calendar Timezone:Central Eurcpean Time - Service Hours:8x5 - Holidays:Ching ¥

Indicators (All | None) | ComponentAvailabilityHighUrgentSLI #| ComponentAvailabilityNbMediumSLI ¥ ComponentAvailabilitySLl
Resources ( All | Mone) # My USLAM

Ticket identifiers { Clear )

and contains { Clear)

and not contains ( Clear )

5.4 Clause Status Data R ecords

Clause status data records window is only accessible from the Agreements
Status details selecting in the action menu. It displays in a data table all
data records objects involved in the agreement status and value for a
reference period. It is useful to understand the computed value and status
for a clause with the type Service Level Status.

This window is composed of:

1 Summary panel to display agreement status and agreement item
status and clause status and provide a link to access to the
calculation model (see 5.5 Calculation Model ) and Service
Component tree (see 5.6
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Service Component tree ).

1 Indicator selector that allows selecting the Service Level
indicator and displays its associated data records in the data
records table.

1 Data records table  that provides through its heade rs, dynamic
text filtering and sorting capabilities.

Figure 39: Clause sta

Click to access to the
oY _ et i Y_ i ¥ Service Component tre:

€D  Universal SLA Manager
#  Dashboard ¥ perations ¥ Can

is ) Clsuse st

» Amrsements status snapshot ) Aorasments st

[@rrs stz SLA CallCenter0D1 1" for customer ‘Green Cafe" 5.4
B rris item Ca Center USA" for service ‘Call Center - USAis & 10:00 PM  Service Component Tree)
vz clause Parcentagg siata o oy -, from Jan 3, 2014 10:00 PM | Caiculzrion Modsl) (Waskly Refersnce per

Domain Critical = M4 W Psst refersnce decs: D

Click to access to the
calculation model

i Service Level |“'°="“"“"

YRR T — i Indicator selecto! ==

evious | (slCenter - USA : Inditator: PercentageDiAbandonediDealis_SLIST} ¥ | Next Last

Jan 1, 2014 7:00:00 AM

CafCenterl0l

an 1, 2014 B:00:00 AW
1.0

List of customizablecolumns. Enter

Jan 1, 2014 5:00:00 AM

Jzn 1, 2014 10:00:00 AM 0.0 .
T text to apply a filter on this column Click to access to the Colur
sant, 2014 20000 P T —— configuration or reset the
Jan'1, 2014 1:00:00 PM 2014_01_25_14_11_12_AbandonedSDealis.csv_8 z0 20 dEfaU|t CO|UmnS VISIbIIItv
Jan'1, 2014 Z:00:00 PM 2014_01_29_14_11_12_bandonedSDeals.csv_3 &0 00

Jan1, 2014 3:00:00 PM 2014_01_29_14_11_12_AbandenedSDcals.csv_10 50 1.0 CalCenter001

Jan1, 2014 330:00 PM 2014_01_29_14_11_12_AbandonedSDeals.csv_11 30 0.0 CalCenterD01

Jan 1, 2014 4:00:00 PM 2014_01_25_14_11_12_AbandonecSDeals.csv_i2 40 1.0 CalCencerlll

Jan 1, 2014 5:00:00 PR 2014_01_25_14_11_12_AbandonedSDeais.csv_13 4.0 0.0 CafCenterl0l
Jan 1, 2014 E:00:00 PM 2014_01_25_14_11_12_AbandonedSDeals.csv_14 0.0 CaACenterDDl
Jan1, 2014 7:30:00 PK 2014_01_25_14_11_12_AbandonedSDeals.csv_15 CaliCenterDOl
Jan 1, 2014 B:00:00 PR 2014_01_25_14_11_12_AbandenedSDeals.csv_16 CallCenterDO1
Jan 1, 2014 5:00:00 PK 2014_01_28_14_11_12_AbandonedSDeals.csv_17 CaliCenterDO1
an1, 2014 10:00:00 PM 2014_01_23_14_11_12_AbandonedSDcals.csv_18 3.0 0.0 CaliCenterD0l
1an 2, 2014 T:00:00 AM 2014_01_29_14_11_12_AbandenedSDcals.csv_1% 20 0.0 CaliCenterl0l
an 2, 2014 8:00:00 AM 2014_01_29_14_11_12_AbandonedSDcais.csv_20 1.0 0.0 CeliCenter001
1an 2, 2014 3:00:00 AM 2014_01_29_14_11_12_AbandonedSDeais.csv_21 20 1.0 CaliCenterl0l

You can also click Done to go back to the previous window. You can also
access to the Calculation Model using a dedicated link (see 5.5 Calculation
Model) and to the Service Component tree (see 5.6
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Service Component tree ).

Figure 40: Clause status data records O Tickets table

R —————gregy _||CK [0 ACCESS 0 the Recurrence and Referenc
Service Component tre Period dates

» Aureements status snzpshot p Agreements

s detzis p Clause

recorés

[@This sta "USLAM Relezse Moritor” for customer Product Management team'is Eraached
ment’ for service Defects (for USLAMVAY s Ersached from Dec 1, 2013 AM{ ServIE Component Tree

Manthly Referencs perisd: Dec 7, 2013

M M fsse refersnce B

Click to access to the
calculation model

Pravious | Defects or USLAMVA) > Web Ul compenent ! In L SU (571 '| Next  Last

on the 12 periods requested] : Service LeVeI

Aug 2, 2013 12:40:00 PH 256.5 days

1950
2094 - - Issue:Error when trying 1o overwrite an user: o
List of customizableeolumns. Enter Samenwsssmmeeen  Click to access to the Columr
text to apply a filter on thiscolumn. Saru e DferngMarsge show cupicateas. g iguration or reset the
2288 — — = - Medium NullPointerException during drildown when ng d S b HH
2288 Dec 18, 2012 1:00:00 AM Jan &, 2013 5:37:00 PM 1585 days Medium BIF Calculation Model is not displayed correctly efaU|t COIumnS VISI Illty
2296 Dec 20, 2012 1:00:00 AM Jan§, 2013 10:47:00 AM 1335 days Medium Risk ratio is displa yed with US format and not Italian format
2326 Jan 16, 2013 1:00:00 AM Feb 4, 2013 3:45:00 PM 12.72cays Medium ‘Availability should be expressed as 5 in drilfown calculation model
2327 Jzn 1€, 2013 1:00:00 AM Aug 2, 2013 4:12:00 PM 14278 ayz Low the service model is shown in reverse order in drildow n timeline tooltip
2337 Jan 23, 2013 1:00:00 AM Apr3,201310:43:00 AM 50,34 days Medium In the Select Service Offering step of creating new agreement page, the optional servite offering i
2338 Jan 23, 2013 1:00:00 AM Feb €, 2013 3:57:00 PM 10.74cays For downtime sti from performance metrics, exclusion period and service hours are not taken into acc
2348 Jan 25, 2013 1:00:00 AM Feb 5, 2013 3:30:00 PM T.63days Nlzuse Drill Down displays SLSC downtimes not yet processed by SLAE
2350 Jan 28, 2013 1:00:00 AM Feb B, 2013 6:52:00 PM Bdays
2352 Jan 28, 2013 1:00:00 AM Jun g, 2013 1:47:00 PM 93.Ecays for column Action & missing the messages cataleg for Business Parameater Management window
2354 Jan 28, 2013 1:00:00 AM Jan 2E, 2013 4:45:00 PM 0.E4cays .getTir J2 :318)
2384 Feb 1, 2013 1:00:00 AM ZEE.E4 days Medium Netify Timezone possible consistenty issue when using the timefine in drildown
2387 Feb &, 2013 1:00:00 AM Oct 28, 2013 3:26:00 AM 1EE days Medium Alerts should display their levelin the drildown
2368 Feb €, 2013 1:00:00 AM Feb 7, 2013 11:21:00 AM T.4Zcays Medium ‘Add information about clause name in intermediate donw times in dritdown
2385 Feb €, 2013 1:00:00 AM Apr 11, 2013 5:28:00 PM 4833 days Medium timeline drildown i slow to appear when many Cks in database
1.2 3 Mo
[ oo |

You can also click Done to go back to the previous window. You can also
access to the Calculation Model using a dedicated link (see 5.5 Calculation
Model) and to the Service Component tree (see 5.6
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Service Component tree ).

By default, the data table displays only filled columns and hide empty columns to ease
the reading and minimize the horizontal scrolling. It is possible to select visible or hidden
columns using the columns configuration.
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5.5 Calculation Model

Display the calculation model and their associated current value s and status es
for one clauses of the agreement item for the specified reference period . It
displays all indicators (S ervice Level Indicators (SLIs) inat ree representation ),
list of clauses objectives, all Service Level Objectives (SLOs) and all indicators
properties in an external windo w to ease the understanding and analysis on the
Clause Status Drilldown window.

Figure 41: Calculation model

Service Leve
Indicator Tree

Calculation Model for Clause Component Availability

= P (lause Component Availability
~ B ComponentAvailabilitySLI
® ComponentAvailabilityHighUrgentSLI
= @ ComponentAvailabilityNbMediumsL
* MazNbOpenMedium5LO

Clauses objective
(status, values)

Domain Defects Management > Category Nb Defects > Clause Component Availability

o S S e S e —————

Component Availability Downtime Unspecified Unspecified | 275 % between 75 % and 80 % between 80 % and 85 % between 85 % and 80 % 295% 100%
Service Level Objectives
e e
L =] Service Level Objectiv
Companent MaxNbOpenMediumsLO

Indicators Snapshot

S e e e e

¥ [100%

lighUrgent5LI  Downti SI-USLAMDefects 2 Defects (for USLAMV4) = Action Executor component | Asia/Shanghai | 845 China
G ilabili iumSL SI-USLAMDefects 2 Defects (for USLAMV4) = Action Executor component  Asia/Shanghai 85 China & 100%

All Indicators, definition EEEEEd
statuses and values

C ilabilitySLI SI-USLAMDefects | 2 Defects (for USLAMV4) > Action Executor component
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5.6 Service Component tree

Display the Service Component tree, starting from the Service Instance.

It shows the Service structure (relationship between each Service  Component)

as well as the list of attributes for each Service Component whatever the level.

Moreover itds possible to select another versioc
order to ease the comparison of 2 different versions (clicking on the new version

will open a new window).

Service TC401VPN1v4 version 4

valid from Jun 16, 2013 12:00:00 &AM
pther versions: Previous 1 2 3 4

Click toopen the Service Componer
tree for other Service Instance versi

= ¢ SD-TC401-VPN TC401VPN1vd » (1 Attributes
Validity dates of
the displayed

Expanded list of Servic
» 3 Attributes Component attributes
Site ID : TCA0TVPN1Site]
% VPN Site TC401VPN1Site1 Priority : 1
SiteType : HIGH
Credit Weight: 1

Service version

= [ Attributes
Application name : TCA0TVPN15ite1Applil
4 Application TC401VPN1Site1Appli1 Priority : 2

ApplicationType : StreamingVideo
Credit Weight: 1

Application TC40TVPN1Site1Appliz + [0 Attributes
Equipment TCAD1VPN1Site1EqT » [0 Attributes
Equipment TC40TVPN1Site1Eq2 + [ Attributes

¢ ¢ ¢ ¢

Equipment TCAD1VPN1Site1Eq3 » [0 Attributes

5.7 Business Impact Snapshot

The Business Impa ct Snapshot is a real -time window
restricted to the user access right and dedicated to display
the current business impact values for all or a set of
active agreements.

. Operator will monitor the business impact values using
this window and can access to th e Business Impact Details window to get
detailed information on business impact calculated values

This window uses by default the current date/time to filter but it can be
customized using a calendar widget and display current active agreement
based on their reference period dates.

You can select your desired search criteria by defining a new filter or

loading an existing one in the Business impact values search filter. It
is composed of the Search Filter Panel (see 4.8 Filter Management ) and
the Search Filter Result table (see 4.9 Search Result) and supports the
column customization (s ee 4.10 Column s Configuration ).
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Figure 42: Business Impact Snapshot

@) uUniversal SLA Manager 5 Built-inadministrator  Logout
# Dashboard ¥  Contractoperations ¥  Contractadministration ¥ Platform Administration ¥ Help ¥ @ | Europe/Paris ¥ |Engish ¥

p Business impact snapshot

Business impact values search filter L|St Of CUStom |Zab|‘

e columns

- “nail...
Business impact
category selectol

Selectacategory | All categories v WA W szn 30 2014 2ar:08 P T
4

Agreement Name + (lause Servicecomponent SLAS mpact$ Periodsize Customer

Actions ¥ Penalty  Final penalty for business period of the SLA item 178 Florida VPN = 0%

Actions ¥ Total penalty 179 SLA VPN BIF Detailed Penalty 01 - 3

Reference perio

Actions ¥ Penalty  Final penalty for business period of the SLA item 181 BUSIneSS im paCt 0%

. [ andreference
Actions ¥ Credit  Credit for SLA Item 170 SLA VPN Business Impact 01 values 0§ 1 el e
Actions ¥ Total Credit 198 USLAM Quarterly Defects Monitor 500 beans - period selector
Actions ¥ Total Credit 81 USLAM Release Monitor 510.9 beans - 3 months  Product Management team

Number of values per page: 10 E\ﬁi

Refresh every (in seconds): 60 EV The user can Set the refresh

period for the realtime display
and manually refresh the windo

To change the duration between each information refresh, you can modify
the number displayed in the Refresh every (in seconds) field. You also
can force the refresh manually clicking to the icon 6

The column Actions allow the user to drop down an action menu to access
to several tasks according to the user rights.

A View the Business Impact Details (see 5.8 Business Impact Details )

Figure 43: Business Impact Snapshot - Actions menu

View details

The following table shows the column names and their descriptions:
Column Name ‘ Description ‘

Administration State (A) Administration State of the agreement. It displays the
current agreement state following the SLA lifecycle (see 3.3
Agreement State and Lifecycle)

You can view this information as a tooltip on the column

header
Business impactc  ategory Category of the business impact.
Business i mpac t d omain Domain of the business impact.

Business i mpact name Name of the business impact
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SLA $

Business impact values for the agreement

Impact $

Business impact value for a given clause level

Finalization date

Finalization date for the business period

Period size Duration of the business period (ex: 12 month s)

Actions Menu to select relevant operations that may be performed
for an agreement.

SLAId Unique identifier for an agreement

Name Name of the agreement

Item Name Name of the agreement item

Customer Customer for the agreement

Provider Provider for the agreement

Supplier Supplier for the agreement item

Service d efinition

Service definition for the agreement

Service

Service for the agreement

Service offering

Service offering attached to an agreement

Service hours

Service hours agreed upon

Start date Date and time when the agreement becomes effective
End date Date and time when the agreement expires
Recurrence Recurrence rate for an agreement

Period start date

Date and time when the current period has started for an
agreement

Period end date

Date and time when the current period will be over for an
agreement.

Contract Identifier

Identifier of the contract for an agreement.

5.8 Business Impact Details

Business Impact Detalils is only accessible from the Business Impact
Snapshot selecting View Details in the action menu. It displays the
current business impact values for the selected item.
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Figure 44: Business Impact Details

€D Universal SLA Manager & Bult-inadministrator  Logout

4 [FETETR] Conwactoperations ¥ Contractadministration ¥ inistration ¥ Help ¥ @ Evroperparis * [engisn

» Business impact snapshot p Business impact dstails

details for" (Category ty) for period from Jan 7, 2014 6:00 Afo Apr 1, 2014 6:00AM
Agreement SLA VPN BIF Detailed Penalty 01
Descrption Unspected Business impac
Contractid Contract001 deta"s panel
Agreement type Agreement
Customer Worldwide Phone Solution H i
List of customizable

Provider AvixUS

Business impact search filte columns )
Business impact values searchresults(11 elements) Jan 30, 2014 4:58:96 PH

Businessimpact values search filter

Business impact intermediate values for ‘Totalpenalty', value = 0 ( Calculation model}
Service component  SLAS Slaltem$  SlaClause$  Calculatedas

Apr1,20146:00AM 3 months

A Business impac

Actions ¥ Penalty for reference period of the SLA item
search result ~ s |- . :
- 0% - BUSlness al penalty Apr1,20146:00AM 3 months

1 | m paCt Val u eS Jatty for reference period of the SLA item Feb1,20146:00AM 1 month

Jalty for referance period of the SLA item Feb1,20146:00AM 1 month

Final penalty for business period of the SLA item Feb1,2014€:00AM 1 meonth

Actions ¥ | Final penalty for business period of the SLA item
Actions ¥ | Final penalty for business period of the SLA item
Actions ¥ | critical TTR clause Penalty computed per reference period Florida VPN | Critical TTR UPNBifDet01Site] 0s
Actions ¥ critical TTR clause Penalty computed per reference period Florida VPN Critical TTR UPNBifDet01Site2 - 0%

Actions ¥ MTTR clause Penalty computed per reference period Florida VPN Mean Time To Resolve Ticket  VPNBifDet015ite2 - - 0% Penalty for reference period of the SLA item Feb1,20146:00AM 1 month
Actions ¥ MTTR clause Penalty computed per reference period Florida VPN Mean Time To Resolve Ticket  VPNBifDet01Site] - - 0% RangeBasedPenaltyPerReferencePeriod Penalty for reference period of the SLA item Feb1,20146:00AM 1 month
Actions ¥ Site availability clause Penalty computed per reference period Florida VPN Site Availability VPNBifDet015ite] - - 0% LinearPenaltyPerReferencePeriod Penalty for reference period of the SLA item Feb1,20146:00AM 1 month
Actions ¥ Penalty computed per reference period Florida VPN Site Availability VPNBifDet015ite2 - - 0% LinearPenaltyPerReferencePeriod Penalty for reference period of the SLA item Feb1,20146:00AM 1 month
12 M Number of values per page: |10 B

Refresh every (in seconds): 60 e

The user can set the refresh

= period for the realtime display
and manually refresh the windo

To change the duration between each information refresh, you can modify
the number displayed in the Refresh every (in seconds) field.

You also can force the refresh manually clicking to the icon  “.%

The column Actions allow the user to drop down an  action menu to access
to several tasks according to the user rights.

A View or adjust the item clauses or clause (see6.1.1.2 Adjustment
Agreement Details )

Figure 45: Business Impact Details - Actions me nu

Actions ¥ | Actions v

View/Adjust item’s clauses . View/Adjust Clause I

or
The following table shows the column names and their descriptions:
Column Name Description ‘
Business Impact Category of the business impact.
Category
Business Impact Domain Domain of the business impact.
Business Impact name Name of the business impact
Clause Domain Domain of the clause
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Clause Category Category of the clause

Clause Name Name of the clause

SLA $ Business impact values for the agreement

Slaltem $ Business impact values for the agreement item

Sla Clause $ Business impact value for a given clause level

Calculated as Calculation rule name

Is input for Input for the calculation rule

Finalization date Finalization date for the business period

Period size Duration of the business period (ex: 12 month s)

Actions Menu to select relevant operati ons that may be performed for

business impact values .

SLAId Unique identifier for an agreement

Name Name of the agreement

Item Name Name of the agreement item

Customer Customer for the agreement

Provider Provider for the agreement

Supplier Supplier for the agreement item

Service Definition Service definition for the agreement

Service Service for the agreement

Service offering Service offering attached to an agreement

Service hours Service hours agreed upon

Start date Date and time when the agreement becomes effective

End date Date and time when the agreement expires

Recurrence Recurrence rate for an agreement (Quarterly, Monthly,
Weekly)

Period start date Date and time when the current period has  started for an
agreement

Period end date Date and time when the current period will be over for an
agreement.

5.9 Business Impact Calculation Model

Display the tree of the business impact calculation model and their associated
current value s for agreement, agreement items and clauses the specified
business period. It displays all calculation rules, parameters and values in an
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external window to ease the understanding and analysis on the  Business impact
details window.

Figure 46: Business Impact Calculation Model

Business impact calculation model for 'Credit for SLA lem' (value = 0) Fab 1, 2074 1:00 AM— Mar 1, 2074 1:00 AM

* I} Credit for SLA ltem for SLA item "VPN Portugal, calculated as sumPerBusinessPeriod”
~ &0 Creditfor Ticket Open clause for SLA clause ‘Site Tickets Opened), calculated as linearCredit’
B Jnput SLA Clause 'Site Tickets Opened’
* Input parameter ‘ServiceFee' Business impact
~ [} Credit for Site availability dlause for SLA clause 'Site Availability’, calculated as Ca|Cu|atiOl’] mode| for c
B |nput SLA Clause 'Site Availability' given business period \
* Input parameter ‘ServiceFeg’ a tree representation

Business perioc

Business impact calculation parameters

S T S S N T S

ServiceFee Service fee 10005 ServicelevelCredit VPN Portugal Price of the service

m Business impact calculatic
parameter and their
properties and values

5.10 Alert Monitoring

The Alert Monitoring allows the user to analyze status
changes on SLA, items and clauses as well as Business
Impact values crossing a predefined limit, in his scope
using filtering capabilities. This screen can be hidden by
an administrator through the pl  atform management
options (see 8.2 Platform Management )

You can select your desired search criteria by defining a new filter or
loading an existing one in the Alert search filter. It is composed of the
Search Filter Panel (see 4.8 Filter Management ) and the Search Filter
Result table (see 4.9 Search Result) and supports the agreement column
customization (see 4.10 Column s Configuration ).

() Universal SLA Manager & Buit-inadministrator  Logout

&  Dashboard v Conwractoperations ¥ Contract administration ¥ inistration ¥ Help v @ Evroperparis v [Engisn ¥

Alerts search fitter

© 3 e | List of customizable
S | columns

Alerts search resuts (5,781 elements) Fob 4, 2014 10:50:56 AM

Old / New Status

Aficator jecti Service Level Objective Supplier Period start date Period end date.

Status change | SLA Clause | Febd, 2014 6:05 AM | 52

SLA UPN Ticket 01 | VPN Mexico | VPN Ticket 01 | VPN Ticket 01 | criticalBDTR sl aiticalBDTR Worldwide Phone Solution

CCST Mexico Feb1,2014 7:00 AM | Mar 1,2014 7:00 AM

Status change TicketKPl Febd,20146:06AM @  SLA VPN TicketO1 VPNMexico VPNTicketO1 VPN Ticket1 criticalBDTR_sli BDTR_slo Sh 0Bmin  Worldwide Phone Solution | CCST Mexico

Status change | SLA Clause | Feb4,2014 6:01AM 9 | SLA VPN Ticket 01 PN Mexico | VPN Ticket 01 | VPN Ticket 01 | criticalTTRsli 1 Worldwide Phone Solution | CCST Mexico | Feb 1,2014 7:00 AM | Mar 1, 2014 7:00 AM
Status change TicketKPl Feb4,20146:01AM @  SLA VPN Ticket01 VPN Mexico VPN Ticket 01 | VPN Ticket 01  criticalTTR_sli Alert |nfo|"mat|0n fOr 5hO1min  Worldwide Phone Solution  CCST Mexico

Status change | SLA Clause | Feb4,20145:01 AM @ | SLA VPN Ticket 01 | VPN Mexico | VPN Ticket 01 | VPN Ticket 01  MTTA_sli Sla / Sla ltem / C|au< 1205 Worldwide Phone Solution | CCST Mesico | Feb 1,2014 7:00 AM |Mar 1,2014 7:00 AM
Status change  SLA Clause Feb4,20143:26AM @  SLA VPN TicketO1 VPN Mexico VPN Ticket 01 | VPN Ticket 01 PercentageOfCriticalBusinessDT] 50 Worldwide Phone Solution | CCST Mexico  Feb 1,2014 :00 AM | Mar 1, 2014 7:00 AM
Status change | SLA Clause | Feb4,20143:26 AM @ | SLA VPN Ticket 01 PN Mexico | VPN Ticket 01 | VPN Ticket 01 | RatioQfCriticalBusinessDTA sl Tatio0TLr T calBus mes=D 1R 05 Worldwide Phone Solution | CCST Mexico | Feb 1,2014 7:00 AM | Mar 1, 2014 7:00 AM
Status change | SLA Clause Feb4,20143:26AM %  SLA VPN TicketO1 VPN Mexico VPN Ticket01 VPN Ticket 01  criticalBDTA_sli criticalBDTA 1 Worldwide Phone Solution | CCST Mexico  Feb 1,2014 7:00 AM | Mar 1, 2014 7:00 AM
Status change | TicketKPl | Feb4,20143:26AM @ | SLA VPN TicketO1 VPN Mexico VPN Ticket01 | VPN Ticket 01 | criticalBDTA_sli BDTA_slo 2h 26min | Werldwide Phone Solution | CCST Mesico

Status change SLA Clause Feb4,20143:01AM @  SLAVPNTicket 01 VPN Mexico VPNTicket01 | VPN Ticket 01  RatioOfCriticalTTA_sli Ratio0fCriticall TA 05 Worldwide Phone Solution | CCST Mexico  Feb 1, 2014 7:00 AM | Mar 1, 2014 7:00 AM
123 456 7 8 9 1010 121314151617 18 19 20 M PM (579 pages) Number of alerts per page: |10 [Fe

Refresh every (in seconds): 60 El%

The user can set the refresh
period for the realtime display
and manually refresh thevindow
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5.11 Agreement Reports

The Agreements reports allow the user to access to pre -
defined standard reports with details about history and
successive reference periods. It will launch Business Object
Portal and requires authentication.

You can access to all your customized reports including all
pre-defined USL AM reports (see Chapter 9 USLAM for detailed
information)
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Chapter 6

Contract Operations

6.1 Data Correction

6.1.1 Adjust Agreement Status

w Sometime SLAs calculations are technically correct but
a customer, a supplier or the service provider requests
some changes. That kind of change has to go through a
= negotiation process and need to be approved before
amended data can finally be reported and archived. In
this scenario, data correction needs to be properly
tracked and stored with detailed records as required by future possible
audits.

USLAM solution supports this data adjustment for those SLA calculated
values that need to be adjusted. The purpose of the Adjust Agreement
Status is to provide a user interface to help users to adjust, capture the
history of the adjusted values together with the audit information.

Adjustment and negotiation a re done per agreement clauses (not
agreement) on a reference period, and all actions are logged with
comments, date and user name for audit purpose.

N Adjustment tasks like adjust or approve are restricted based on
) user role assign to the end user. Youmay only are able to adjust
and not approve the changes.
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6.1.1.1 Adjustment Status Agreements

Adjustment Agreements List window is restricted to the right user access
and allows the user to search agreements, and perform adjustment,
manages the lifecycle of the negotiation process.

You can select your desired search criteria by defining a new filter or
loading an existing one in the Agreement search filter. It is composed
of the Search Filter Panel (see 4.8 Filter Management ) and the Search
Filter Result table (see 4.9 Search Result) and supports the agreement
column customization (see 4.10 Column s Configuration ).
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Figure 48: Adjustment Agreements List

B Dashboand ¥ v v T ey @ tursertes

» Agesment Status Adjustrment

R List of customizable
columns
Agreement
Adjustment State

oment Name * Periodstartdate  Poriodemddate  Risk% Contracthl

a1 1,201 14
oy CIONTO0 1IN0 gy Glltenter-UsA |47 Weskly | GallGenterstandard offering
Actions ¥ (Nt e ;:zs,mm () ([ Call Centes - USA 247 Weskly | Call Center standard affering
i Center

SLA CallCenter001 1 wsTUs

Actions ¥ @ @™ i Ag reement Status GllCenter-USA | 247 Weskly | GallCenterstandard offring
Aons ¥ 4 @ & el A t00|tip indicates if the GUGler-UsA (20 Weely | CollConterstndrdcfeing
2 Sl ag reement already haS b STy vPgregationnt |47 Manthly | Sarvice Offering VPN Aqgregation Gokd
» adjustments SO | i 0 | S4Sfarg h gtd ey s

CCST West | VBN BIF etalled

Actions ¥ [ & 5LA VPN Aggregation 01

i Florida VPN
(& SLA VPNEBIF Detailed Penalty
. 1

v o Grore 1, 2014500

v an AN & e 247 Monthly | Service Dfering with detaled penalty calculstion
SLA VPN Business kmpact 01 6| VP Parga [ 120AT00 D100 | ey | s | [T PHBusinessImpacl oy Monthly | Service Dffering VM Ticket Business Impact
L) Salution Portugal 01
L2 12 ' "
Actions ¥ 5 (& | SLA VPN Data Selectors 01 @ psyen o METE B Worldwide Phone ___ v —ve T e | e

Actions ¥ g 4 SLA VPN Performance 01 & | VPN China rp Date NaVIgatIOI’] COI’]tI’O| tO d|SpIZ VPH Pecd] 24 Manthly  Service Offering VPN Performance Gold

e ww

omsasesiom 2014 105740 o e & 201 1057 a0 [ associated agreement status

MNumber of sgreements per page: | 10 [

(1 month back or forward)

Detailed description of the Adjustment State:
Adjustment State ‘ Description
g:' Frozen

Adjustment is frozen and cannot be
change anymore.

Available

Ready for adjustment. The end user can
continue to make changes on clauses
status and values.
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The following table shows the column names and their descriptions:
Column Name ‘ Description

Actions

Click View to view details of an agreement.
Click Edit to edit or complete or modify an
agreement which is Under Construction

Click Add c omment to attach a comment about
adjustment to the agreement.

Adjustment State (A)

Adjustment State of the agreement

The tooltip indicates what operation you can do on
thisagreement (adj ust , approveé

Agreement Status (S)

Status of the agreement.
Note: A tooltip indicates if the agreement already
has adjustments.

Agreement Name

Name of an agreement

Comment Comment about data correction entered by end
user with the action Add comment.
Item Name Name of the SLA Item. Component under the

agreement.

Period start date

Date and time when the current period has
started for an agreement

Period end date

Date and time when the current period will be
over for an agreement.

Risk Ration (Risk %)

Monitors the risk on the worst clause. 0% means
no degradation, value >= 100% means that
breached thresholds has been crossed

Contract Id

Optional identifier of global (e.g. corporate)
contract this agreement is associated with. This is
an informational data that could be used to search
all the agreement created within the same global
contract.

Agreement Chain Id

Optional information which can be used for
instance to link one SLA to its underlying
supporting OLA and underpinning contracts.

Agreement Type Type of the agreement : SLA, OLA, or UC (see 1.3
Types of Agreements )
SLAId Unique identifier for an agreement

SLA Description

Agreement description of the agreement

SLA Item Description

Agreement description of the SLA item.
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SLA Item Link Id

SLA Item Link Identifier used to link the item
with other agreements (for example an OLA that
would backup this item)

Customer

Customer description of the agreement

Customer Company

Company of the customer under the agreement

Customer Country

Country of the customer under the agreement

Customer Region

Region of the customer under the agreement

Customer Description

Description of the customer under the agreement

Customer Id Identifier of the customer under the agreement
Customer Main contact for the customer under the
Representative agreement

Provider Provider description under the agreement

Provider Company

Company of the Provider under the agreement

Provider Country

Country of the Provider under the agreement

Provider Region

Region of the Provider under the agreement

Provider Description

Description of the Provider under the agreement

Provider Id Identifier of the Provider under the agreement
Provider Main contact for the Provider under the
Representative agreement

Supplier Supplier description under the agreement

Supplier Company

Company of the Supplier under the agreement

Supplier Country

Country of the Supplier under the agreement

Supplier Region

Region of the Supplier under the agreement

Supplier Description

Description of the Supplier under the agreement

Supplier Id Identifier of the Supplier under the agreement
Supplier Main contact for the Supplier under the
Representative agreement

Service Service description under the agreement
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Service Country

Country of the provided service under the
agreement

Service Region

Region of the provided service under the
agreement

Service Description

Description for the Service under the agreement

Service Definition

Service Definition of the provided service under
the agreement

Service Definition
Identifier

Identifier of the Service Definition of the provided
service under the agreement

Service Definition
Description

Description for the Service Definition of the
provided service under the agreement

Service Offering

Service offering attached to an agreement

Service Offering Id

Service offering identifier attached to an
agreement

Service Offering
Description

Service offering description attached to an
agreement

Service H ours

Service hours is the working and non -working
times for a service under agreement

Service H ours Id

Service hours identifier of the provided service

Service Hours

Description for the Service Hours of the provided

Description service under the agreement

Recurrence Recurrence rate for an agreement (Quarterly,
Monthly, Weekly)

Start date Date and time when the agreement becomes
effective

End date Date and time when the agreement expires

Validation required

Indicates whether a validation is always  required
before scheduling the activation of an SLA

Creation warning

Indicates whether a problem occurred during the
creation of an SLA by the dataload tool.

Last modification

Displays the date and time of the latest
modification made to an agreement

Modified by

Displays information about the origin of the latest
modification made to an agreement
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The column Actions allow the user to drop down an action menu to access
to several tasks according to the user rights.

Figure 49: Adjustment Agreements List d Actions menu

hcions

& View/Adjust clavses

&% Freeze

& Add comment

6.1.1.1.1. View / adjust clauses

Select View / a djust clauses to navigate to the Adjustment
Agreement Clauses (see6.1.1.2 Adjustment Agreement Details ) to view
the adjustment on this agreement and make new changes.

6.1.1.1.2. Freeze

Select Freeze to navigate to popup a dialog box to finalize all the
adjustment and the negotiation process.

Figure 50: Freeze Agreements Adjustment

Freeze agreement adjustment &

Remind the name an
the reference period
of the aareement

Agreement SLA CallCenter007 1 Enter explanation
about the freeze

Reference period Jan 25, 2074 1:00 AM — Feb 1, 2074 1:00 AM

operation

Comment This adjustment has been agreed by customer. We can

consider it as final !

e

@ Warning: Once frozen no more adjustment can be done on any clause of this agreement's item.
This action cannot be undone.

ClickApply to freeze the

m agreement orCancelto

abort this operation.

After a freeze operation, an agreement (frozen state frozen)
‘-\ . cannot be adjust anymore. The action cannot be undone.

T4

Note that the calculation still running after the freeze.
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6.1.1.1.3. Add a comment

Select Add comment to add or edit additional information about
changes done on this agreement. This comment is dedicated to the
report and can be seen as an executive summary for the customer.

Only one comment is allowed, if there is already a comment, it will be
display in edition to be completed.

Figure 51: Adjustment Agreements List 0 Add a comment

Add a comment

Remind the name an« YT, SLA CallCenter001 1 Enter comment tagive
the reference period

more detaik onthe
of the agreement Keference perind Jan 18, 2074 1:00 AM— Jan 25, 2014 7:00 AM data correction

Comment MNew 5LA Status negociated and agreed withz®
customer for the reference period Jan 2014

ClickApply to validate and sav
the comment orCancelto close
and lose this comment.

Co [

6.1.1.2  Adjustment Agreement Details

Adjustment Agreement Details window is dedicated to make
adjustment on agreement clause and ease the negotiation process
with your customer.

Its access is restricted based on the user role and allows to search
clauses, and perform adjustment, manages the lifecycle of the
negotiation process.

It is composed of a SLA panel, a business impact panel, SLA ltems
panel where you can explicitly select the SLA items and a Clauses
panel where you can search specific agreement clause. You can select
your desired search criteria by defining a new filter or loading an
existing one in the Clauses search filter. It is composed of the
Search Filter Panel (see 4.8 Filter Management ) and the Search
Filter Result table (see 4.9 Search Result) and supports the
agreement column customization (see 4.10 Column s Configuration ).
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Figure 52: Adjustment Agreement Details

(D) Universal SLA Manager SLA detall, |nC|UdIn§
# Dashboard ¥ Contractoperations ¥ Contract administrati inistrati ItS reference perlod

S Buitt-inadministrator  Legout

» Agreement Status Adiustment » Adiustment agreement detais

Agreement: SLA VPN BIF Detailed Penalty 01 (SLA1-VPN_BIF_detailedPenalty)

Description Unspediied A greemen t -
J— - ey ome e | impact values
Mrementeype Agreement DetaiedPenatty Totalpenatty 0s & 3months
Customer Worldwide Phone Solution
Provider AixUS

st prevoss | Sarem (2l:Feraa Ul v Next Lt SLA Item Navigation Control

First, Previous, Next and Las

Description tnspedties O —
serice P p—— N N (N T
Service offering SenviceOffeinguith Ctatec S LA | t e y Finalpenlty for of the SLAitem 05 & 3Imonths Apr1, 2014 6:00AM
Supplier CCsTERRUS |mpact Values DetaledPenalty Penalty for reference period of the SLA item 0% 1 month Feb1,2014 6:00AM

Mean Time To Resolve Ticket Percentage of penalty owed per clause and per reference period, depending on a range of defivered Service Level values

Adjustment information e e e
Objective, Value = sl ClausesSearch and
Base Reference Valu Search Result pan¢
Adjusted Value

Adjusted Status

sscel ered Service Level values

0%
0% ¥
Actions ¥ | §8 &  VPNBIDet015ite1 Critical TTR <2 0 0% 0 4
Actions ¥ 1 ' UPNBifDet01Site2 Mezn Time To Resolve Ticket. <120 0 0% 0 v
Actions ¥ | i & UPNBifDet015ite2 Site Avallabilty 200.5% 100% 0% 100% L4
Actions v i VPNBifDet01Site2 Critical TTR <2 0 0% 0 ¥

Adjustment State + v menesneen Auditinformation

Bulk operations on the agreemel (Who, when, why)

© Apply onwhole SLA

clauses (Action, Scope) Tooltip displays the
complete history of actions

The following table shows the column names and their descriptions:
Column Na ‘ Description

Actions Click Adjust to adjust the clause of the
agreement.

Click Approve to approve the adjustment done
on the clause of the agreement

Note: Users with the correct user right will hav e
access to theAdjust or Approve actions.

Adjustment State (A) Adjustment State of the agreement

See explanation below.

Service Component Name of an Service associate to this clause

Clause Name Name of the clause

Objective Clause Objective and its current value depending
on its type (downtime, incident or service level
status)
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Hold Value Hold Value i.e. the reference value used for the

adjustment. It is a copy of the value after a Snap
operation (or adjust if the reference is not set).

This base is a value used as a reference during the
negotiation process.

Adjusted Value Adjusted Value is th e current adjusted value we

will propose to the customer

Adjusted Status (AS) Adjusted Status is the new status for clause after
adjustment

Comment Comment about data correction entered by end
user.

Changed by Displays information about the  user who did the

latest modification

Adjustment State is important information that indicates the stage of the
adjustment and negotiation process.

Several bulk operations are available:

1 Approve clauses : Execute an approval operation on the adjusted
value for this clause. (see 6.1.1.2.1 Adjust Clause Value )

1 Snap clauses value : Capture and keep the existing value as a
reference for the negotiation. The value will be saved in the field Hold
Value .

DN USLAM Calculation engine still running and may update the current
“,\4 value. We need to keep the reference value used to start the ongoing
negotiation with the customer.

1 Freeze to finalize the adjustment. No more changes will be authorized.

I Cancel to cancel all selected adjustments done on clauses.

Figure 53: Adjustment Agreement Clauses d Actions menu

.................................. ® Apply on current SLA Item
h
Apply on whole SLA

Snap clauses value
Freeze
| Cancel adjustments

Scope of the action:
current Sla item or Sla

Actions Freeze and Cancel always apply on the whole SLA
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Detailed description of the Adjustment State:

Adjustment Description

State

T Locked

e

The hold value has been snapped and kept for
reference (after Snap or Adjust action)

Adjusted

Value has been modified and an adjusted
value is available for negotiation (after ~ Adjust
action)

Approved

The adjusted value has been approved (after
Approve action)

@ Automatic Locked

The adjusted value has been automatically
locked.

"‘\ ’ It is possible to modify values (Hold value, adjusted value, status) until
- the agreement has stateLocked or Automatic Locked

6.1.1.2.1. Adjust Clause Value

This dialog box allows you to make change on the current adjusted value
and its associated status.

Figure 54: Adjustment Agreement Clauses 0 Adjust Clause Value

Adjust clause value for Site Availability

Remind the previous \chieved value 100% Enter comment to
value and reference bas givemore detaik on

value for the clause Snapped value 1o0% the adjustment

Adjusted value 95 Enter adjusted valu

Comment

Site was actually availability at 95% this month|

ClickApply to validate and sav
the comment orCancelto close

and abort this adjustment
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After Apply or Cancel, you will go back to th e Adjustment Agreement
Clauses with updated changes.
6.1.1.2.2. Approve Clause Value

This dialog box allows you to approve the current adjusted value and
status.

Figure 55: Adjustment Agreement Clauses o Approve Clause Value

Approve clause value for Site Availability &

Review the adjusted valu
and status for the clause

Remind the previous valu
and reference base value
for the clause apped value 100 %

Achieved value 100 %

Enter comment tayive more

Adjusted value a5 % detail onthe approval

Comment As Customer Relationship Manager, | approve this adjustmend

ClickApply to validate and
save the comment o€ancel

m to close and abort this
approval operation

6.1.2 Adjust Business Impact

- - Business Impact Adjustment window displays a list of
past and finalized business impact values for all or a set
of active agreements. Contract managers can access to
this windows to get detailed information on the business
impact calculated values over past reference period and
allows them to adjust or approve clause values and

check impact on business impact values.

You can select your desired search criteria by defining a new filter  or
loading an existing one in the Business impact values search filter. It
is composed of the Search Filter Panel (see 4.8 Filter Management ) and
the Search Filter Result table (see 4.9 Search Result) and supports the
column customization (see 4.10 Column s Configuration ).
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Figure 56: Business Impact Adjustment

& v Conuract

¥ Conuractadministration ¥ Platform Administration ¥ Help ¥ | curope/Pars v | Engisn ¥

» Business impact adjustment

Business impact values search filter

Service Level Crec
category selector

T

Business impact
values search filter

AgreementName ltemName Clause Servicecomponent SLA$ Impact$ PeriodStartdate Finalizationdate Periodsize Contracthd

List of customizable columr

Businessimpact values searchres, Selectacategory | All categories Inalized business impact view for January 2014

_ _ Service Offering with
) Final penalty for business Florida 0ct1,20136:00 | Jan 1, 2014 6:00 i
Actions ¥ -
Penalty | - oriod of the SLA item VPN 05 | Al Sz SELE:E::ZIXPN o

’ e y Worldwide
Tzl SLA VPN BIF Detailed 0§ |- 6:00 Jan1,2014 6:00 Fhane i US
Penalty 01 N
Solution
ol ety for usiness Gafona NERPRSERER.  Business impact Searc i
. fod of the SLA item VEN - M » v
Actions Menu result based on
A 2 A = Worldwide _
= e et SLAVPNBusiness | VPN _ lpg |Decl 2013100 finalized business view e Offering VPN L7 Avix
Impact 01 Portugal AM Et Business Impact N Portugal
Solution
Product Continuous
. : USLAM Quarterly 500 May 1, 2013 Feb1,2014 0
Acti —
fons ¥ Total Credit Defects Monitor beans 12:00 AM 12:00 AM 3 quarters Management | Integration
team Test team
Number of values per page: 10 Ell?

Finalized business impa

Display finalized business impact values January ¥ | | 2014 ¥

date selector

The column Actions allow the user to drop  down an action menu to access
to several tasks according to the user rights.

A View the Business Impact Details (see 5.8 Business Impact Details )

Figure 57: Business Impact Adjustment - Actions menu

View details

The following table shows the column names and their descriptions:
Column Name ‘ Description ‘

Actions Menu to select relevant operati ons that may be performed
for business impact values.

Business impact category Category of the business impact.

Business impact domain Domain of the business impact.

Business impact name Name of the business impact

Clause domain Domain of the clause

Clause category Category of the clause

Clause n ame Name of the clause

SLA $ Business impact values for the agreement

Impact $ Business impact value for a given clause level
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Calculated as

Calculation rule name

Is input for

Input for the calculation rule

Finalization date

Finalization date for the business period

Period size Duration of the business period (ex: 12 month s)
SLAId Unique identifier for an agreement

Name Name of the agreement

Iltem Name Name of the agreement item

Customer Customer for the agreement

Provider Provider for the agreement

Supplier Supplier for the agreement item

Service definition

Service definition for the agreement

Service

Service for the agreement

Service o ffering

Service offering attached to an agreement

Service h ours

Service hours agreed upon

Start date Date and time when the agreement becomes effective
End date Date and time when the agreement expires
Recurrence Recurrence rate for an agreement (Quarterly, Monthly,

Weekly)

Period start date

Date and time when the current period has started for an
agreement

Period end date

Date and time when the current period will be over for an
agreement.

Administration state

(A)

Administration State of the agreement

Contract Id

Optional identifier of global (e.g. corporate) contract this
agreement is associated with. This is an informational data
that could be used to search all the agreement created
within the same global contract.

Agreement Chain Id

Optional information which can be used for instance to link
one SLA to its underlying supporting OLA and
underpinning contracts.

Agreement Type

Type of the agreement : SLA, OLA, or UC (see 1.3 Types of
Agreements)
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6.1.3 Manage Business Parameters

Business Parameters Management window displays a
list of selected agreement and provides detailed
information on the business impact calculation
parameters over past, current or future reference
periods. Contract managers can access toset values of
variables business impact calculation parameters per reference period.

-l

First step is to select all or a set of agreements using the search filter
criteria window.

You can select your desired search criteria by defining a new filter or
loading an existing one in the Agreement search filter.  Itis composed
of the Search Filter Panel (see 4.8 Filter Management ) and the Search
Filter Result table (see 4.9 Search Result) and supports the column
customization (see 4.10 Column s Configuration ).

Figure 58: Business Parameters Management

() Uuniversal SLA Manager & Buitt-inadministrator  Logout

@ Dashboard ¥ Contract ions ¥ Contract administration ¥ Platf inistration ¥ Help ¥ @ | Europe/ars v | Engisn

Agreement search fitter

-T-F--T-

Agreement search filte

List of customizable column

Agreement searchred

Agreement Name * Contractld i Servicehours Recurrence Service offering Startdate

Actions ¥ [> | SLA CallCenter001 1 Gall Center USA  CallCenter001 Green Cafe AvirUS | CCSTUS | Call Center-USA | 2847 Weekly  Call Center standard offering U1 RPELOL
(Evrope/London
Actions ¥ [> SLA VPN Aggregation 01 VPN Italy AggregationContract] ‘S'\:“l:‘td‘:’r:deph“"" Avicltaly | CCSTltaly VPN Aggregation 01 | 24x7 Monthly  Service Offering VPN Aggregation Gold (N;;{:ﬁ;;n:;m o

Actions ¥ Florida VPN detailed penalty

’ 0 us :
S SLA VPN BIF Detailed Contract0] wmd.mdePhnne Aviz US Aq reement Search resu‘ 0(t1‘%01212‘00 AM
Penalty 01 Solution st . dotailed penalty  \AmericaiNen_Yord
California VPN o — Zx Monthly —
WestUS  California calculation
) Business IMpact | oy oo tol BusinessimpactContract] :lﬂcll:lld‘.:,:dePhnne Q::’;u ) ;EftTu ) ‘\JmPNaE\thTess . — izn:j Offering VPN Ticket Business I(];:{L ZE/D[];;,,Z,;,DMM
Actions Ment 9 el |Impect 01 P ﬂ
Actions ¥ [ VData Selectors oo ven Contract001 Worldwide Phone | Avx VPN DataSelectors  24x7 oty | SodsliEni i Oct1,2012 12:00 AM
o Solution Internatianal DataSelectors
Actions ¥ [ | SLA VPN Performance 01 VPN China PerformanceCantract1 | L oTOWidePhone e china | (T VPN Perfl 2647 Monthly | Service Offering VPN Performance Gold | oY, 1 20121200 AR
Solution China (Asia/Shangha)
Actions ¥ | [> | SLA VPN Ticket 01 VPN Mexica TicketContract] Wnnd.mdePhnne Aviz Hong ((ST VPN Ticket 01 2457 Monthly S.Erwze Offering template for VPN Nnv1‘_20121%100 A.M
Solution Kong Mexico ticket {America/MexicaCit)
- VPN Conditional Florida Avix VPN Conditional Service Offering for VPN with
Actions ¥ | [> Contract001 Green Caf P | Monthl Oct 1,2012 12:00 AM
Objectives SLA D1 Conditional PN 1 reentale International Dbjectives 1 g oMY Conditional Objectives ©

Number of agreements per page: | 10 [

The column Actions allow the user to drop down an action menu to access
to several tasks according to the user rights.

A Set business parameters (see6.1.4 Set Business Parameters )

Figure 59: Business Parameters Management - Actions menu

o Set business parameters
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The following table shows the column names and their descriptions:

Column Name

Description

Selection checkbox User selection to perform SLA lifecycle operations

Administration State Administration State of the agreement

(A) You can view this information as a tooltip on the
column header

Agreement Name Name of an agreement

Actions Click View to view details of an agreement.
Click Edit to edit or complete or modify an
agreement which is Under Construction
Note: Users with the correct user right will have
access to theEdit action.

Iltem Name Name of the SLA Item. Component under the
agreement.

Contract Id Optional identifier of global (e.g. corporate)

contract this agreement is associated with. This is
an informational data that could be used to search
all the agreement created within the same global

contract.

Agreement Chain Id

Optional information which can be used for
instance to link one SLA to its underlying
supporting OLA and underpinning contracts.

Agreement Type Type of the agreement : SLA, OLA, or UC (see 1.3
Types of Agreements )
SLA Id Unique identifier for an agreement

SLA Description

Agreement description of the agreement

SLA Item Description

Agreement description of the SLA item.

SLA Item Link Id

SLA Item Link ldentifier used to link the item

would backup this item)

with other agreements (for example an OLA that

Customer

Customer description of the agreement

Customer Company

Company of the customer under the agreement

Customer Country

Country of the customer under the agreement

Customer Region

Region of the customer under the agreement
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Customer Description Description of the customer under the agreement
Customer Id Identifier of the customer under the agreement
Customer Main contact for the customer under the
Representative agreement
Provider Provider description under the agreement
Provider Company Company of the Provider under the agreement
Provider Country Country of the Provider under the agreement
Provider Region Region of the Provider under the agreement
Provider Description Description of the Provider under the agreement
Provider Id Identifier of the Provider under the agreement
Provider Main contact for the Provider under the
Representative agreement
Supplier Supplier description under the agreement
Supplier Company Company of the Supplier under the agreement
Supplier Country Country of the Supplier under the agreement
Supplier Region Region of the Supplier under the agreement
Supplier Description Description of the Supplier under the agreement
Supplier Id Identifier of the Supplier under the agreement
Supplier Main contact for the Supplier under the
Representative agreement
Service Service description under the agreement
Service Country Country of the provided service under the
agreement
Service Region Region of the provided service under the
agreement
Service Description Description for the Service under the agreement
Service Definition Service Definition of the provided service under
the agreement
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Service Definition Identifier of the Service Definition of the provided

Identifier service under the agreement

Service Definition Description for the Service Definition of the

Description provided service under the agreement

Service Offering Service offering attached to an agreement

Service Offering Id Service offering identifier attached to an
agreement

Service Offering Service offering description attached to an

Description agreement

Service H ours Service hours is the working and non -working
times for a service under agreement

Service H ours Id Service hours identifier of the provided service

Service Hours Description for the Service Hours of the provided

Description service under the agreement

Recurrence Recurrence rate for an agreement (Quarterly,

Monthly, Weekly)

Start date Date and time when the agreement becomes
effective
End date Date and time when the agreement expires

6.1.4 Set Business Parameters

Business parameters setting is only accessible from the Business
parameters manager selecting Set business parameters in the action
menu. It displays the business parameters values for the selected item
and allows a contract manager to modify business parameters for a
specific reference period or from a specific reference period for all of future
ones. It provides also tr acking information about changes (date, users,
and comments).
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Figure 60: Business Parameters Setting

# Dashboard ¥  Conuractoperations ¥ Contract admini: jon ¥ F inistration ¥ Help ¥ & Europe/Pars ¥ | Engisn ¥

» Business parameters manager b Business parameters setting

Business parameters standard values (SLA VPN BIF Detailed Penalty 01, Florida VPN) BUSIneSS parameters Sta’ndard Valu‘

- e

Service fee per Reference Period DetailedPenalty Price of the service

Maximum penalty that can be demanded per reference period 7005  DetailedPenalty - Maximum penalty that can be demanded per reference period

Credit as percentage of service fee per number of incident interval drows DetailledPenalty  Critical TTR

Credit as percentage of service fee per MTTR interval 3rows DetailedPenalty  Mean Time To Resolve Ticket Percentage of penalty owed per clause and per reference period, depending on a rartoe

Business parameters custom value setting (for periods)

BUSIneSS pal’ameters First  Previous  Feb1,2014 600 AM— Mar 1,2014 6:00AM ¥ | Next Last
wme ey CUStOMIZed values for period: Changedby Change comment Chonge time

Edit . . . Sy aan £3n0 per reference period, depending on a range of delivered Feb4,2014
alue Credit as percentage of service fee per MTTR interval Cervice Lavel valuss Dataload 12:25 M
Edit Fredita; percentage of service fee per number of incident 4 DetailedPenalty Critical TTR Percr_antage of penalty owed per clause and per reference period, depending on a range of delivered Dataload Feb 4, 2014
value  interval rows Service Level values 12:25AM
% N atvithat e e S PR 700% DetailedPenalty — Maximum penalty that can be demanded per reference period Dataload  — 5:"245’;?414
g 5

Edi 1000 Feb4,2014
- B A DetailedPenalty - Price of the service Dataload - !

a Edit value action for g 1225

[ one | the selectedparametetl

The column Actions allow s the user set the business value for the selected
parameter .

Figure 61: Business Parameters Setting o Edit value

Setvalue for Service fee per Reference Period &

Remind the service, its urrent value 1000 since gt 7, 2012 6:00, !
reference period and Modify the value and enter an

associated business Newvalue 1050 : explanationabout your modificatior
parameter current valut

Next planned value Nane .
9 The user calCancelthe setting

Comment 9 Set for nowto modify the business
parameter value for this reference perit
5% Increase starting from Feb 15t and all the future ones

1 Set for period onlyto modify the
business parameter value only for this
specific reference peod. Next reference
period will use the standard value.

m Set for period only
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6.1.5 Manage Exclusions

Exclusion is a period of time which SLA Calculations should be excluded
and will not have any impact the SLA Compliance (ex: maintenance, force
majeure...). It can be define based on an available list of exclusion
specified in the Service Offering and be compliant with the left remaining
time possible for this type of exclusion. See 3.6 Exclusions for more
details.

Exclusions period of time are automatically considered with on-going re-
4 calculation by USLAM calculation engines.

There are two way to manage exclusion.

1 If you work on a active agreement, you can select directly the
Exclusion Management window from the Agreement Status
Snapshot (seeb.1 Agreement s Status Snapshot )

1 If you wan tto exclude period on multiple agreements in a bulk
mode on a set of filtered SLAs for a specific reference period , you
can use the Time Period Exclusion window.

6.1.5.1 Time Period Exclusion

The Time Period Exclusion is a window restricted
to the user with the Contract Administrator role and
dedicated to explicitly exclude periods of time in a
bulk mode using manual selected agreements or
search result list of agreements. It is also possible to see the detailed
history of exclusion and delete an existing exc lusion using the View /
Edit Exclusion  action on the Time Period Exclusion window for a
specific agreement.

It is composed of the Search Filter Panel (see 4.8 Filter Management ) and
the Search Filter Result table (see 4.9 Search Result) and supports the
agreement column customization (see 4.10 Column s Configuration ).

You can select your desired search criteria by defining a new filter or
loading an exis ting one in the Agreement search filter.

To enter a new exclusion period, you need to enter the start and end date
of the exclusion, its reason, and optionally you can explain this exclusion
filling the description field.

Start Date (From ) will be used to identify the reference period to use to select
4 agreements and to compute correctly exclusion time.
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Figure 62: Time Period Exclusion

Enter the period of time to exclude using t

dates start date From)/ End date To) or
= using start date From)and a duration in
S - " —_ days, hours and minutes.

» Time Period Exdusion

Agreement search filter

o Note: durayon will be automatically
o s e - computed if you changedates, else the enc
e ] vouss [5] wmwesp 5] date (Towill be computed based on the

™ changes done on duration
[ sesrn [ e |

Agreement:

Period definition

Exclusion Reason to select ifist

AgreementName & ItemMame Marduration Remaining duration Customer i Servicahours Recurrence Serviceoffering Periodstartdate Period enddate

Feb s, 2014 10:33:484M

Mana .E a SLA VPN BIF Detailed Penalty | California 70 @n WDF‘?W\GE Phone Ak US CCSTWest. U:V‘f B\F.ﬂE[il\Eﬂ 2w Monthy Service Offering ith detalled penalty calculztion Feb1,20146:00  Mar1,2014 6:00
exdusions o VeN Sobtion us Calfornis
Manage [ SLAVPNEFDetsledPenaty | R WorldwicePhone | CGTRE e e oy SEViceOferguithdetaed penaly alainfor  Feb, 2014600  Mar1, 2014600
exdusions o Solution S VPNPT AM AM
Manage - VBN ‘Worldwide Phone ccsT Ll
) SLAVPNBushhess Impact01 7 70 AvikPortugal \PHBusinessimpact 01 | 24x7 Month,
exdusions esnessimpatol portugal L] Sobtion WXPOIEU b rtugal SHessimpaci 01 | 240 i) hi h
. (] |SLAVPNPerformance0l  |VPNCHina 7 @ :\L‘:S:::‘me PROTEaching  CCSTChns | vENEert] 2ax7 Monthly Ag reements matchi ng th ;
. o T —— exclusion requested
Opt|ona| descrlptlon to ente ECEIE an o e K::ﬂ °" | ccsTMexio | VPN Ticket01 2417 Monthly

Number of agreements per pages 10 Bt

@ ApDly on selected agreements
© Apply on whole resuit set
4

Scope of the exclusion: All search result or selec

. S
\“ ‘ Exclusions reason list is a complete list of defined exclusion in USLAM product.

After entering these criteria, you click  Search to see which agreements
can match the requested exclusion period of time and allow the requested
exclusion reason (based on their Service Offering definition).

The following table shows the column names and t heir descriptions:
Column Name ‘ Description

Actions Click View / Edit Exclusions to manage
exclusion and history of exclusion on the selected
agreement.

Selection checkbox User selection to perform exclusion bulk
operations

Status (S) Agreement status

Agreement Name Name of an agreement

Item Name Name of the SLA Item. Component under the
agreement.

Item Status (IS) SLA Item Status

Max Duration Maximum duration allowed based on the selected
exclusion reason and the Service Offering of the
agreement.
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Remaining Duration

Current remaining duration. This is the
maximum duration allowed o total of exclusion for
this exclusion reason.

It is the maximum duration if there is no
exclusion already defined.

This column is very useful because it also indicate
wit h an icon how will be apply the current
exclusion as a preview and estimate in the tooltip
the remaining duration after the exclusion
operation.

See detail below with several use cases.

Agreement Chain Id

Optional information which can be used for
instanc e to link one SLA to its underlying
supporting OLA and underpinning contracts.

Agreement Type Type of the agreement : SLA, OLA, or UC (see 1.3
Types of Agreements )
Customer Customer description of the agreement

Customer Company

Company of the customer under the agreement

Customer Country

Country of the customer under the agreement

Customer Region

Region of the customer under the agreement

Customer Description

Description of the customer under the agreement

Customer Id Identifier of the customer under the agreement
Customer Main contact for the customer under the
Representative agreement

Provider Provider description under the agreement

Provider Company

Company of the Provider under the agreement

Provider Country

Country of the Provider under the agreement

Provider Region

Region of the Provider under the agreement

Provider Description

Description of the Provider under the agreement

Provider Id Identifier of the Provider under the agreement
Provider Main contact for the Provider under the
Representative agreement

Supplier Supplier description under the agreement
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Supplier Company

Company of the Supplier under the agreement

Supplier Country

Country of the Supplier under the agreement

Supplier Region

Region of the Supplier under the agreement

Supplier Description

Description of the Supplier under the agreement

Supplier Id Identifier of the Supplier under the agreement

Supplier Main contact for the Supplier under the

Representative agreement

Start date Date and time when the agreement becomes
effective

End date Date and time when the agreement expires

Recurrence Recurrence rate for an agreement (Quarterly,

Monthly, Weekly)

Period Start Date

Start Date of the Reference Period for the
agreement

Period End Date

End Date of the Reference Period for the
agreement

Service

Service description under the agreement

Service Country

Country of the provided service under the
agreement

Service Region

Region of the provided service under the
agreement

Service Description

Description for the Service under the agreement

Service Definition

Service Definition of the provided service under
the agreement

Service Definition
Identifier

Identifier of the Service Definition of the provided
service under the agreement

Service Definition
Description

Description for the Service Definition of the
provided service under the agreement

Service Offering

Service offering attached to an agreement

Service Offering Id

Service offering identifier attached to an
agreement
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Service Offering Service offering description attached to an

Description agreement

Service H ours Service hours is the working and non -working
times for a service under agreement

Service H ours Id Service hours identifier of the provided service

Service Hours Description for the Service Hours of the provided

Description service under the agreement

A useful column named Remaining Duration that indicates a preview
execution of the exclusion operation for all agreement in the search result
list. It also provide s in tooltip an estimated new remaining duration if this
exclusion is applied.

Figure 63: Time Period Exclusion - Remaining Duration

An icon indicate if the Remaining duration Customer Provider  Supplier Service

exclusion can be perform @7 WorldwidePhone |, . CCST VPN BIF detailed
completely, partially or is no Solution g WestUS | California
possible for this agreement

Success: Remaining duration after exclusion will be 6d 23 30min]!

b HYXUY

Solution us Florida

The tooltip indicates the
remaining duration if the
ongoing exclusion
operation is exected

Detailed description of the Remaining Duration:
Icon ‘ Description ‘ Root Cause

a Success

The exclusion can be added
without any problem. The
complete period of exclusion
time will be used, and the
remaining duration computed

accordingly.

0 Warning Several root causes are possible:
The exclusion operation will 1 The remaining duration for this reference period is
not be completely success. less than exclusion duration you wanted. (ex: you
Only a partial exclusion will be want to exclude 2 hours, but the remaining
executed and will not be duration is only 1 hour). So, the exclusion will be
exactly what you want to apply on the maximum remaining duration (best
exclude or it will be crossing effort mode i.e. 1 hour in the previous example)

two reference periods.

1 The exclusion is across two reference period, and
in this case 2 different exclusions will be  created
on the 2 reference period impacted. The first one
using the possible duration until the end of the
reference period, the second will start the first day
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of the next reference period with the remaining
exclusion duration not used yet.

Note: It is possible to create exclusion across two
reference periods maximum only (all other
reference period will be ignored)

Error .

The exclusion defined cannot
be applied to the agreement. If
you perform a bulk exclusion
operation, this agreement will
be ignored.

1 The remaining duration is 0 for this reference
period. You cannot add anymore exclusion. You
reached the maximum exclusion authorized by the
Service Offering of the agreement.

6.1.5.2

After review of the expected result, you can select the Apply on whole
result set option if you want the bulk  exclusion to apply on all the
agreements listed in the Agreement search results list

You can select the Apply on selected agreements  option if you want
the bulk exclusion to apply only on selected agreements (with the
selection checkbox column).

Then click Apply Button to add this new exclusion to agreements . The
Search Result list will be refreshed to display changes (remaining
duration changesé)

Exclusion Management

Exclusion Management w indow provides an detailed and historical view

of exclusion on a n agreement. You can navigate to this window if you

work on a active agreement in the Agreement Status Snapshot (seeb.1
Agreement s Status Snapshot ), or through the action View/Edit

Exclusion of the Time Period Exclusion (see6.1.5.1 Time Period
Exclusion)

The mandatory field is the reference dat e used to identify the reference
period to search the correct exclusion. By default, the current date / time
are used.
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Figure 64: Exclusion Management

ale a refere e date to ide
# Dashboard ¥  Contractoperations ¥ (ontracta B | Europe/Paris ¥ | Engish ¥
ofare e period vo 3 0 see
» Time Period Exclusion p Exclusion Management
O a Ol € O
Exclusion period management: SLA VPN BIF Detailed Penalty 01 (SLA enalty) - lrem = California VPN
Currentreference period
Referencedate 253, 2014 G —
feb 1, 2014 6:00 AM— Mar 1, 2074 6:00 AM

Service VPN BIF detailed California

Customer Worldwide Phone Solution

Useful information m the agreement (customel

Provider Auix US service, service hours, exclusions available
Supplier CCST West US

Service Hours 287

Exclusion reasons UnplannedMaintenance , FarceMajeure

Exdusion periods for the selected reference period

Start time

Create a new
exclusion

UnplannedMaintenance Feb 3, 2014 8:45:00 AM

UnplannedMaintenance Feb 5, 2014 10:30:00 AM Feb 5, 2014 11:00:00 AM

Feb 3, 2014 8:30:00 AM

Delete selected exclusionfs) Delete selected Historical list of exclusion create
exclusions in the selected reference perioc

9 ClickSaveto save your changes (new exclusion, deleted exclusic
1 Cancelclose the window without saving any change

The following table shows the column names and their descriptions
Column Na ‘ Description

Selection checkbox User selection to perform deletion operation

Max Duration Maximum duration allowed based on the selected
exclusion reason and the Service Offering of the
agreement.

Start Time Date and time when the exclusion becomes
effective

End Time Date and time when the exclusion is over

Description Explanation entered by the creator of the
exclusion

Created By Name of the user who created this exclusion

Duration Duration of the exclusion (end time & start time)

Once the required reference period is found you can perform any of the
following operation :

A Create a new exclusion

A Delete an existing exclusion
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To delete one or multiple exclusion, you need to select them using the
checkbox, and click Delete selected exclusion(s).

To create a new exclusion on the selected reference period, click New
Exclusion to popup a creation dialog box.

Figure 65: Exclusion Management - New Exclusion Period

) Universal SLA Manager

&  Dashboard ¥  Contractoperations ¥ Contract administration ¥ Platform Administration ¥ Help ¥ €8 | Europe/Paris ¥ | Engiish ¥

» Time Period Exclusion p Exclusion Management

Exdlusion period management: SLA VPN BIF Detailed Penalty 01 (SLA1-VPN_BIF_detailedPenalty) - ltem = California VPN EXC' us |0n Reason to Select |n a I|St

New exclusion period (including the remaining duration )
Reference date Feb 3. 2014
7 U0 AM— Mar 1, 2074 6:00 AM
Reason* UnplannedMaintenance (6d 23h 15min) ¥
. . . Description Unspecified

Service VPN BIF detailed Califor

Leftallowed duration Gd 23h 15min
T i A S Enter the period of time to exclude
Provid i i i

= AuicUS o Start Time / End Time
tart time -

Supplier CCST West US feb, 2014 305 P 2
Service Hours 247 End time Feb 6,204 4:15PM [
Bxclusionreasons LR Description Router failure...replacement needed

Exdusion periods for the selected reference

Enter an optional explanation for
New duration 1h10min this exclusion period

Reason Start time

#| | UnplannedMaintenance Feb 3, 2014 8:3

UnplannedMaintenance Feb 5, 2014 10:

9 Click Add to add this exclusion period to the
= reference period of the agreement.
9 Cancel close the window without saving any change

"‘\ " Al the exclusion operations (new / delete) will be saved on the server at the
‘ same time when you click the button Save

e

After review of the exclusion you can click Save to make all changes
permanent, or Cancel to abort all ongoing changes and go back to the
previous windows.

6.2 Contracts Reports

The Contracts reports allow the user to access to pre -
defined standard reports related to contracts
operations especially the d ata correction
management . It will launch Business Object Portal

and requires authentication.

You can access to all your customized reports including all pre  -defined
USLAM reports (see Chapter 9 USLAM for detailed information)
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Chapter 7

Contract Administration

7.1 Agreement Manager

7.1.1 Browse Agreement s

Browse Agreements window is restricted to the user
access right and allows the user to search, edit or view
existing agreement, and perform changes on the
administration state of multiple agreements in a
single operation to manage agreement Lifecycle

You can select your desired search criteria by defining a new filter or
loading an existing one in the Agreement search filter. Itis composed
of the Search Filter Panel (see 4.8 Filter Management ) and the Search
Filter Result table (see 4.9 Search Result) and supports the agreement
column customization (see 4.10 Column s Configuration ).

Figure 66: Agreement Manager 8 Manage Agreements

) Universal SLA Manager & Bult-inadministrator  Logout

&  Dashboard ¥ Contractoperations ¥ Contract administration ¥ inistration ¥ Help ¥ @ | Europepars v [ Engisn v

» Agreements manager

Agreementsearch fitter

@ List of customizable column
=

Agreementsearchresults (8items)

A Agreement Name * i Servicehours Recurrence Service offering Startdate

Dec 1, 2012 12:00 AM

Administrative Stat( o CallCenter001 Green Cafe Avix US CCSTUS | Call Center-USA | 24xT Weekly | Call Center standard offering ermeiont?

. WorldwidePhone VPN Aggregation Nov 1, 2012 12:00 AM
VPNItaly | AggregationContract] ot Avisltaly  CCSTltaly |+ 247 Monthly  Service Offering VPN AggregationGold ' 20
Horida VPN CCSTEsst | VPN B detailed |y Monthly | SeTVce Ofering with detaed penaty
SLA UPN BIF Detailed View / Worldwide Phone ~ us Florida calculation for VPN P1 Oct1,2012 12:00 AM
S 2 i 5 Contract001 o AuixUS -
enalty Edit | Calfornia olution CCSTWest | UPNBF detalled 47 Monchly  Service Offering with detalled penalty (America/New_Yori
VPN us Galifornia Y caleulation
SLA UPN Business View/ | VPN i Worldwide Phone CCST | UPNBusiness Service Offering VPN Tickst Business Dec1, 2012 12:00 AM
o 8 ImpactContract] Avix Portugal 247 Montht 5
Impact 01 Edit  Portugal | oo e MPACROntEetl gy tion VXPOMUER B rtugal | Impact 01 * oMY mpact (Evrope/Lisban)
, i . .
) SHAVPNDataSelectors | Vew/ oo Worldwide Phone ~ Avix PN Datselectors | 2447 Montaly | SeviceDifering for VPN with T TR BT
o1 Edit Solution International . DataSelectors
, .
o> 3;“ LENES: s = Q“ * UPNChina | PerformanceContract] ;v:[x:’n‘d‘ Phone | » i« China Eﬁ‘z VPN Perf1 207 Monthly | Service Offering VPN Performance Gold :“/::I; /‘Sigl;:;m} Am
[ . b .
()| B> SLA UPNTicket 01 Ve L ypn enico TicketContract] Worldwide Phone | AvixHong | CCST | oy iyt g 287 Monthly  Service Offering template for VN ticket |01 112012 1200 AN
Edit Solution Kong Mexico (America/Mexica. City)

Number of agreements per page: | 10 Bl=;

® Apply on selected agreements
Action: | Please select ™
) Apply on whole result set (when applicable)

SLA Lifecycle Manageme

Show agreements Lifecycle Managem

The following table shows the column names and their descriptions:

Column Name Description

Selection checkbox User selection to perform SLA lifecycle operations
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Administration State

(A)

Administration State of the agreement

You can view this information as a tooltip on the
column header

Agreement Name

Name of an agreement

Actions

Click View to view details of an agreement.
Click Edit to edit or complete or modify an
agreement which is Under Construction

Note: Users with the correct user right will have
access to theEdit action.

Item Name

Name of the SLA Item. Component under the
agreement.

Contract Id

Optional identifier of global (e.g. corporate)
contract this agreement is associated with. This is
an informational data that could be used to search
all the agreement created within the same global
contract.

Agreement Chain Id

Optional information which can be used for
instance to link one SLA to its underlying
supporting OLA and underpinning contracts.

Agreement Type Type of the agreement : SLA, OLA, or UC (see 1.3
Types of Agreements )
SLAId Unique identifier for an agreement

SLA Description

Agreement description of the agreement

SLA Item Description

Agreement description of the SLA item.

SLA Item Link Id

SLA Item Link Identifier ~ used to link the item
with other agreements (for example an OLA that
would backup this item)

Customer

Customer description of the agreement

Customer Company

Company of the customer under the agreement

Customer Country

Country of the customer under the agreement

Customer Region

Region of the customer under the agreement

Customer Description

Description of the customer under the agreement

Customer Id

Identifier of the customer under the agreement
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Customer Main contact for the customer under the
Representative agreement
Provider Provider description under the agreement

Provider Company

Company of the Provider under the agreement

Provider Country

Country of the Provider under the agreement

Provider Region

Region of the Provider under the agreement

Provider Description

Description of the Provider under the agreement

Provider Id Identifier of the Provider under the agreement
Provider Main contact for the Provider under the
Representative agreement

Supplier Supplier description under the agreement

Supplier Company

Company of the Supplier under the agreement

Supplier Country

Country of the Supplier under the agreement

Supplier Region

Region of the Supplier under the agreement

Supplier Description

Description of the Supplier under the agreement

Supplier Id Identifier of the Supplier under the agreement
Supplier Main contact for the Supplier under the
Representative agreement

Service Service description under the agreement

Service Country

Country of the provided service under the
agreement

Service Region

Region of the provided service under the
agreement

Service Description

Description for the Service under the agreement

Service Definition

Service Definition of the provided service under
the agreement

Service Definition
Identifier

Identifier of the Service Definition of the provided
service under the agreement
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Service Definition
Description

Description for the Service Definition of the
provided service under the agreement

Service Offering

Service offering attached to an agreement

Service Offering Id

Service offering identifier attached to an
agreement

Service Offering
Description

Service offering description attached to an
agreement

Service H ours

Service hours is the working and non -working
times for a service under agreement

Service H ours Id

Service hours identifier of the provided service

Service Hours

Description for the Service Hours of the provided

Description service under the agreement

Recurrence Recurrence rate for an agreement (Quarterly,
Mont hly, Weekly)

Start date Date and time when the agreement becomes
effective

End date Date and time when the agreement expires

Validation required

Indicates whether a validation is always required
before scheduling the activation of an SLA

Creation warning

Indicates whether a problem occurred during the
creation of an SLA by the dataload tool.

Last modification

Displays the date and time of the latest
modification made to an agreement

Modified by

Displays information about the origin of the latest
modification made to an agreement

A lot of useful information is summarized in tooltip. For example,
customer name will display tooltip with the complete profile of the

customer.
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Figure 67: Agreements Browser  d Customer tooltip

Customer Provider Supplier  Service :
Green Cafe i
Contactname: Mr Dupond
Worldwide Ph Organization: WPS
Solution Importance: High

Representative name: Tintin

Worldwide Ph{ Representative email: Tintin@Herge.com

Solution Contact email: Dupond@wps.com
Contacthome phone: -

Worldwide Pn{  Contactwork phone: (+33) 1 99887766 (Preferred)
Solution Location: Tour Eiffel
Worldwide Ph ZSOO‘ et
Solution Lo

T Timezone: Unspecified
Worldwide Ph

Avi i VPN Pertl

Solution UL China =

7.1.1.1  Agreement Lifecycle Management

Agreement Lifecycle Management is an important feature provided by the
Universal SLA Manager which allows the user you to change the
administration state of multiple agreements in a single action.

Search for the required agreements using a search filters or select
manually the agreements by clicking the check -box adjacent to each

agreement.
-\ ' The Administrative State choices aredynamically updated with
A possible changes. In case of multiple selections, only the possible
——common actions will be available in the drop-down menu.
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Figure 68: Agreements Manager  d SLA Lifecycle Management

Agreement search results (7 items)

A Agreement Name Actions ltemMName Contractid Customer Provid

View / | Call Center

Ll | = | SLA CallCenter001 1 i CallCenter001 Green Cafe Avix U
Edit usa

N .

]| = | SLA VPN Aggregation 01 - VPN Italy  AggregationContract] World_u.'lde Fhone Avix It
Edit Solution
Florida VPN )

& . Contract001 ;‘h:rltc!mde Phone Avix U
Selection checkbox to select manuall olution

agreement from the result list for actio

(if the action applies on selection only Worldwide Phone | Avix
BusinesslmpactContract]

Edit Portugal Solution Portuc
N .
3 S R L UlEtw = | VPN China | PerformanceContract] World_u.'lde 32,3 Avix Cl
01 Edit Solution
View [ i Worldwide Phone  Avix H

List of possible action tc Edit Scope of the action: All search result or select
change the SLA Lifecyc

®' Apply on selected agreements
Action: | Setend date ¥ B m PPy ?
' Apply on whole result set (when applicable)

You can select the Apply on whole result set option if you want the
bulk transition to apply on all the agreements listed in the Agreement
search results list .

You can select the Apply on selected agreements option if you want
the bulk transition to apply  only on selected agreements (with the
selection checkbox column).

Then click GO! Button to perform the Administration State change

7.1.1.2  Show Agreements Lifecycle

To ease the SLA lifecycle management, a help online is available
describing the complete SLA lifecycle (see 3.3 Agreement State and
Lifecycle).

Click on the icon W to display a window containing the complete SLA
li fecycle description.
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7.1.2 Agreement Viewer

From the Agreements Browser, we can display the det ail of the agreement
using View action.

The Agreement Viewer display s several panels on the page :

il

1
1
f
f

Agreement Details

Customer Detalils

Provider Details

Automatic Act ions

One or more SLA Items Details, for each SLA Item, you can see:

1

f
f
f

SLA Item Details
Supplier Details
Service Details

Service Offering Details with all clauses objectiv  es
organized by Domain and C ategory.

You can display one Sla Item at a time but in case of multiple
SLA Items defined, a navigation control is available and allow
you to navigate quickly to the First , Previous , Next and Last
item or select in the drop-down menu the SLA Item you want to
display.
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€D Universal SLA Manager

#  Dashboard ¥ Comtract operations ¥ Contract administration ¥

Figure 69: Agreement

» Aureements mznzger ) Aareement editor

" This agreement SLA CallCenterd01 1is in state Active

Agreement: SLA CaACenterd01 1 (SLAD1-CalCenter0

Each panel has the name and its identifier in the -

Viewer

wator  Logomt

[ [eogion |

eX:ServiceOffering VPN Gold {8ENGOLD)

Start / End Date and time zo

Customer Contact

Ag reement DetaI|S [ SLADT-C=Centerd0l O starttate Dec1, 20121200 AH
SLA CatCenter01 1 Enddate m
Dates Timezane Eurape/London
/,
Caordinates Latitude [*Tiongituee ]
Contractis [catCenteront
Agreement Chain i
Type Agraement v
- Required felss
Customer: Green Cate (GreenCate)
Description GreenCafa international distribution “ Contact Wike {5 Mike@groom ]
Customer Details — e Ungectes
Organization Heipassk Work phane s 12121212
grip GrasnCatatorp Mabie phone Unspecified
Importance Unspecified Location London
Engiand
Reportmaling st Lnspecified =
Timezone. Unspacifizg
Representative Unspeciied (2 Unspecitied | =
Coordinates Unspecified
Provider: Avix U (Avix_us)
Awix s . Contact Tom (B Tem@avic.com )
Provider Details — meobme g
Auix Work phone (300)6 12121212
unspecifiet Matie phane Unspecified
unspecified Location -
Easton M
Reportmalinglist  Unspectiec USA Americas
Representative Unspecities (B Unspecified | P =5
Coordinates Unspeckied

Automatic actions

Provider Contact

SLA Item Navigation Control:
First, Previous, Next and Last

Previous | Sisitam: CaiCenter USA ¥ | Next

Stz ftem: Call Center USA

SLA Item Details
S

= Center USA

[y

Latitude

[#]ongicuce

° Require fisids

Supplier Details

Supplier: CCST US (CCST_US)

2

Description CsTUS
Unspecified
Organization st
Company Unspacifisd
Importance Unspecttied
Reportmakinglist  Unspecifies
Representative Unspecitiss [ ™ Lnspeciied |

Service: Call Center - USA [CallCenter_USA)

. Contact Kkim { ™ Tim@cest.com |

Home phane Unspecified

‘Work phone. (300} 612121212

Mable phane unspecitied

Location Boston

us
Timezane Unspecified
Coordinates Unspacified

Supplier Contact

Service Details
S

Service Definition  C= Center
Unspecifiss

Cricaga -
USA AMERICAS

America/Chicaga

Unspeciied

CatCenter00l

ing.Callenter)

Service Ofering for CalCenter
247

Weskly

Exclusionreasons Mo exlision slowes.

Service Clauses Objectives » Critical

Dornzin Criticat > Catagory ServicaCsl

Percentage of sbandoned 5D calls

S N N [ Y
Y

<10% |betwssnB3%and10%

Medium risk when

batwssnE%andl%

List of Clauses and theirs

objectives organized by Domait
CategoryPanels

L , 2014 12:25 AM by Dat
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7.1.3 Agreement Editor

From the Agreements Browser, we can display the detail of the agreement
to modify them using Edit action.

y Depending on the Administrative State of the SLA, not all fields
can be edited.

The Agreement Editor displays several panels on the page like the
Agreement Viewer (see 7.1.2 Agreement Viewer)

i Agreement Details that allow you to modify the information.

i Customer Details that allow you to select another customer.

i Provider Details that allow you to select another provider

i One or more SLA Items Details panel that allow you to remove a

complete SLA item or a dd a new SLA Item to the agreement. F or each
SLA Item, you can see:

1 SLA Item Details that allow you to modify current
information

Supplier Details that allow you to select another supplier.
Service Details that allow you to select another service.

Service Offering Details with all clauses objectives
organized by Domain and C ategory that allow you to
select another existing Service Offering.

You can display one Sla Item at a time but in case of multple
o SLA Items defined, a navigation control is available and allow
you to navigate quickly to the First , Previous , Next and Last
item or select in the drop-down menu the SLA Item you want to
display.

Some panels are in edit mode (Agreement Details and SLA Item Details)

and let you directly modify the field in the panel (see7.1.4 Create New
Agreement). Other panels have two actions: Change and Clear ,
dedicated to select an USLAM object (Custom er, Provider, Supplier,
Service and Service Offering). Clear action will remove the selected object
(see7.1.3.2 Change / Clear)

Note that information about the last edit performed on the agreement is
displayed in the bottom -left corner of the window (user and date/time of
the last modification)

When you finis h editing the agreement, click Save to save any changes or
Cancel to ignore all changes.
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7.1.3.1 Add / Remove Iltems

Sla Items panel provides a control to navigate between existing SLA items
and also allow you to remove the current displayed SLA Item or add a
new item t o fill.

Figure 70: Agreements Editor & Add / Remove Items

Previous | Slaltem: Slaltem#1 ¥ | Next Removeltem  Additem

Slaltem: Slaltem#1

Remove the SLA Itel I adda new SLA lte!
from the agreement to the agreement

Leased Line 6

SLA Item Navigation Controls
First, Previous, Next and Lasand
the existing list of SLA Items

Coordinates’

*Required fields

After adding a new SLA Item, you have an empty SLA Item and you have
to select each USLAM object using the Change action (see 7.1.3.2 Change
/ Clear).

7.1.3.2 Change / Clear

Panels with actions: Change and Clear are dedicated to select an
existing USLAM object (Customer, Provider, Supplier, Service and Service
Offering). Clear action will remove the selected object.

Figure 71: Agreements Editor 8 Change/Clear Actions

Service Change  Clear

There is no service selected.

Navigate to a selection page tha
allow you to attach the right objec j§ Clear the current selectio
to the aareement

The panel indicates clearly whe
there is no current selection

Change Action will display a specific selection page according to the
USLAM obiject to select. These selection pages are the same when you
create a new agreement using the agreement Wizard (se e 7.1.4 Create
New Agreement ), refer to these description for details:

Customer (see 7.1.4.5 Select Customer)
Provider (see 7.1.4.6 Select Provider )
Supplier (see7.1.4.7 Select Supplier )

Service (see7.1.4.4 Select Service)

=A =4 =4 -4 =4

Service Offering (see7.1.4.3 Select Service Offering )
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7.1.4 Create New Agreement

| =

An agreement wizard is available to  define a new

2
Y i L% agreement associating the right USLAM objects

(Service Definition, Customer, Supplier, Provider,
’) Service, Service Offering).

The agreement entities must already exist in the
repository before you can define a new agreement.

window will ask you to specify the correct time zone to use by

.-.\ ~.  If the Default Calculation time zone has not been set yet, a

~* 1 default (see4.12 Default Calculation Time zone)

All available steps are displayed in the left panel of the Agreement
Wizard, the right panel is the editable part where you can enter or select

USLAM objects.

Figure 72: Agreement Wizard

Universal SLA Manager

#  Dashboard ¥ Contracteperations ¥  Contract administration ¥ Platform Administration ¥ Help ¥

& Built-inadministrator  Logout

5| Europe/Paris ¥ [Engisn ¥

Agreement form

Select Service Definition
Select Service Offering
Select Service

Select Customer

Select Provider

Select Supplier

TEFF I EI

Finalize Agreement

Preview and Create

Navigation panel:
Wizard provides several steps to

complete to create a new agreeme

Agreement

Id*
Name *

Description

Coordinates Latitude |z| longitude

*Required fields

Right panel:

Wizard displays the current ste
and alows edition or selection

Navigation controls to navigate
between wizard steps: Previous
Next, Create and Cancel

Navigation panel is updated after each step with the state of the step and
the selected objects (in case of selection panel)
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Figure 73: Agreement Wizard 8 Navigation Panel

() Universal SLA Manager

#  Dashboard ¥  Contractoperations ¥  Contract administration ¥ Platform Adminis

Seryi
¥ Agreement form

Each step displays the current selection. C
¥ Select Service Definition the Red icon -=X-

Icon indicates the
R »x —
State of the step SD-VEN

Search

¥ Select Service Offering

Service searchresults (9 elements)

Click on the link to g Service Offering X
directly to the step VPM... —

Blect Service

= Select Customer

VPN BIF detailed Florida

= Sclect Provider VPN Business Impact 01
VPN Conditional Objectives 1
= Select Supplier
VPN DataSelectors

= Finalize Agreement VPN Perfl VPN Service for demon
VPN Perfe

= Preview and Create
VPN Ticket 01

v [ e

Icons are described below:

Step Description
State
-2 Current step visible on the right panel
o Step is not completed
v Step is completed
= Step is not completed. You can go directly to this step if you
want to complete it or you can be skip it in case of a patrtial
agreement creation.

There are 9 steps to create completely a new agreement:
1 Agreement form
1 Service Definition Selection
1 Service Offering Selection
1 Service Selection
1 Customer Selection

9 Provider Selection
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1 Supplier Selection
1 Finalize Agreement

9 Preview and Create

Agreement Wizard creates automatically one SLA item with the

Service, Service Offering and Supplier. You can add items using
the Agreement s Manager A Agreement Editor and the
Edit action (see7.1.3.1Add / Remove ltems)

7.1.4.1  Agreement Form

The agreement form step is a mandatory first step to indicate the
identifier and name of the agreement. A check will be done to ensure the
agreement you are creating does not already exist.

Figure 74: Agreement Wizard & Agreement Form

Agreement
d* SLAOOE
Name * SLA Leased Line 6
Description The 6th S5LA
4
*Reguired fields

7.1.4.2 Select Service Definition

The Service Definition Selection window is composed of the Search Filter
Panel (see 4.8 Filter Management ) and the Search Filter Result table (see
4.9 Search Result) and displays a set of useful field to select the right
service definition for the agreement.

Column Name ‘ Description

Selection User selection. Only one selection is possible.
Name Name of the Service Definition.

Note: A Tooltip displays the Service Definition Identifier.

Description Description of the Service Definition
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Figure 75: Agreement Wizard & Service Definition Selection

Service Definition search fitter

-1 T

m Select the Service
Service Definition search results (2 elements) Definition with the
selection button

(Call Center Call Center Service Definition

SD-VPN Service Definition for VPN services

Select a Service Definition using the selection radio button, and click
Next to continue to a next agreement step.

, There is a dependency between Seriee, Service Offering and Service
’\ > Definition .

- Only possible Services and Service Offerings will be disphyed in other
agreement wizard steps

7.1.4.3  Select Service Offering

The Service Offering Selection window is composed of the Search Filter
Panel (see 4.8 Filter Management ) and the Search Filter Result table (see
4.9 Search Result) and displays a set of useful field to select the right
service offering for the agreement.

The following table shows the column names and their descriptions:
Column Name ‘ Description

Selection User selection. Only one selection is possible.

Name Name of the Service Offering.

Note: A Tooltip displays the Service Offering Identifier.

Description Description of the Service Offering

Recurrence Recurrence rate for the Service Offering ( Quarterly,
Monthly, Weekly)

Service Hours Service Hours is the worki ng and non -working times for
the Service Of f ering (10x5, 24x7¢)

Creation Date Creation date and time for the Service Offering

Number of Number of clauses defined in the Service Offering.

clauses

Note: A Tooltip describe the the first clause Objectives in
a textual format.
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Action

View action popup an external Window with the Service
Offering Details.

Clone action navigate to a window able to create a new
Service Offering cloning an existing one.

See 7.2 Service Offering s Manager for more details
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Figure 76: Agreement Wizard 0 Service Offering Selection

Service offering search filter

Service offering search results (5 elements)

-T---T-

Select the Servic®ffering
with the selection button

calculation for VPN P1

Service Offering VPN Performance Gold

Service Offering VPN Ticket Business. 24x7 Service Offering for business impact based on simple VPN Monthl 2847 2847 2 View | Clone
Impact Tickets SLA clauses v

Service Offering template for VPN ticket 247 Service Offering template for Tickets related simple SLA clayces_Month Ay 2457 28 View | Clone
Service Offering with detailed penalty 24x7 Service Offering template for detailed businesd R 3 R R

o U s SA s Click toViewaction to display e
Service Offering with detailed penalty 24x7 Service Offering template for detailed businesd an external WIndOW Wlth the

Service Offering for VPN performance, level gold Monthly 24x7 28x7

priority 1 VPN, based on tickets

Service Offering details

Figure 77: Agreement Wizard & Service Offering Detalil

Exclusion reasons

(lauses Objectives

Service offering Servic ing-Busi yForVPN_P1 (version1)
Name- - Service Offering with detailed penalty calculation for VPN P1 SerVICE Offerlng DetallE
Description 2457 Service Offering template for detailed business impact on priority 1 VPN, based on tickets
Service Definition SD-VPN
Service Hours 2447
Recurrence Monthly

Created on Feb 6, 2014 12:25 AM.

UnplannedMaintenance , ForceMajeure

List of Clauses and theirs objective
defined for this Service Offering

Clauses search filter

(lauses search results(3 elements)

Domain Category Type Weight v (lausename Objectiveid Objective High risk when Medium riskwhen Lowriskwhen  Exceededwhen
Ticket | MTTR Service Level Status | 5.0 Mean Time To Resolve Ticket meanTimeToResolveTicket | < 120 Unspecified Unspecified Unspecified Unspecified
Ticket  Incident Incident 3.0 Critical TTR criticalTTR <2 Unspecified Unspecified between 1and 2 Unspecified
Ticket | Service availability Availability 3.0 Site Availabili i ilabili 299.5% between 99.5 %and 99.7 % | Unspecified Unspecified Unspecified

Number of clauses per page: | 10 Ig

9 Selectbutton will go back to the selection ste
and automatically select this Service Offerin

i Cancelclose the window without any selectic

The Service Offering Detail window is composed of the Search Filter

Panel (see 4.8 Filter Management ) and the Search Filter Result table (see
4.9 Search Result) to search in the volume of clauses defined for this
Service Offering and displays useful columns.

The following table shows the column names and their descriptions:
Column Name Description

Category

Clause category

Domain

Clause domain

Type

Clause Type : Downtime, Incident, Service Level Status

Weight

Weight of the clause
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Name

Name of the clause

Obijective

Clause objective. It is the breach threshold of the monitored
indicator to compute the clause status with its operator and

LNt

At (High / Medium
/ Low) risk when

Itis the At Risk threshold (high, medium and low) of the
monitored indicator to compute the clause status with its
operator and unit.

Exceed when

Exceed threshold with its operator and unit

Select a Service Offering using the selection radio button, and click  Next
to continue to a next agreement step.

There is a dependency between Service, Service Offering and Service

Definition

Only possible Service Offerings will be displayed inthis agreement wizard step.

If you select the Service Offering before the Service Definition, The Service
Definition associated to the selected Service Offering will be automatically
selected and Servie Definition Selection will be updated accordingly.
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7144 Select Service

The Service Selection window is composed of the Search Filter Panel (see
4.8 Filter Management ) and the Search Filter Result table (see 4.9 Search
Result) and displays a set of useful field to select the right service for the

agreement.
The following table shows the column names and their descriptions:
Column Name Description
Selection User selection. Only one selection is possible.
Name Name of the Service.
Note: A Tooltip displays the Service Identifier and its
custom fields (if any)
Description Description of the Service
Service Id Service Identifier

Figure 78: Agreement Wizard 0 Service Selection

Service search filter

T -1

Service search results (6 elements)

Select the Service wi
el the selection button

VPN BIF detailed California

VPN BIF detailed Florida VPN_BIF_detailed_Florida =
VPN Business Impact 01 VPN_BIF1 O,
VPN Perf1 VPN Service for demonstrating performance metrics management VPN_PERF1 )
VPN Perf2 VPN_PERF2 O
VPN Ticket 01 VPN_TICKET1 &

Select a Service using the selection radio button, and click Next to
continue to a next agreement step.

There is a dependency between Serv ice, Service Offering and
Service Definition.

"\ > Only possible Services will be displayed inthis agreement wizard step.

If you select the Service before the Service Definition, The Service Definition
associated to the selected Service will be automatically selected and Service
Definition Selection will be updated accordingly.
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7145 Select Customer

The Customer Selection window is composed of the Search Filter Panel
(see 4.8 Filter Management ) and the Search Filter Result table (see 4.9
Search Result) and displays a set of useful field to select the right
customer for the agreement.

The following table shows the column names and their descriptions:

Column Name Description
Selection User selection. Only one selection is possible.
Name Name of the Customer.

Note: A Tooltip displays the Customer Identifier and the
contact information of the customer

Description Description of the Customer

Figure 79: Agreement Wizard & Customer Selection

Customer search fitter

o )

Select the Customer wil
the selection button

Customer search results (2 elements)

Green Cafe GreenCafe international distribution

Worldwide Phone Solution

Select a Customer using the selection radio button, and click  Next to
continue to a next agreement step.

7.1.4.6 Select Provider

The Provider Selection window is composed of the Search Filter Panel (see
4.8 Filter Management ) and the Search Filter Result table (see 4.9 Search
Result) and displays a set of useful field to select the right provider for the

agreement.
The following table shows the column names and their descriptions:
Column Name ‘ Description
Selection User selection. Only one selection is possible.
Name Name of the Provider.
Note: A Tooltip displays the Provider Identifier and the
contact information of the provider
Description Description of the Provider

HP USLAM 4. User Guide Pagel22



Figure 80: Agreement Wizard & Provider Selection

Provider search filter

-T-F0---T--]

Provider searchresults (6 elements)

Select the Providewith

Aviz China Aviz China

Avix Hong Kong Avix Hong Kong the SeleCtlon bUtton
Avix International Avix international
Avix Italy Avix Italy
Avix Portugal Avix Portugal
Aviz US Aviz US
[ [ e

Select a Provider using the selection radio button, and click  Next to
continue to a next agreement step.

7.1.4.7  Select Supplier

The Supplier Selection window is composed of the Search Filter Panel (see
4.8 Filter Management ) and the Search Filter Result table (see 4.9 Search
Result) and displays a set of useful field to select the right supplier for the

agreement.
The followin g table shows the column names and their descriptions:
Column Name ‘ Description
Selection User selection. Only one selection is possible.
Name Name of the Supplier.
Note: A Tooltip displays the Supplier Identifier and the
contact information of the suplier
Description Description of the Supplier
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Figure 81: Agreement Wizard o Supplier Selection

Supplier search filter

T[T

Supplier search results (§ elements)

CCST China CCST China

CCST Corp. CCST Coporation SeIeCt thesuppllerWIth
T e —" the selection button
CCST ltaly CCST ltaly
CCST Mexico CCST Mexico
CCST Portugal CCST Portugal
CCSTUS CCSTUS
CCST West US CCST West US

Select a Supplier using the selection radio button, and click  Next to
continue to a next agreement step.

7.1.4.8 Finalize Agreement

The Finalize Agreement step is the last  editable step. This window
reminds you several fields you already filled in the first step (see  7.1.4.1
Agreement Form ) and let you complete the agreement with additional

information.

Fields ‘ Description

Agreement Name Name of an agreement

Agreement |dentifier Identifier of the agreement

Description Description for the agreement

Coordinates Latitude and Longitude for this SLA

Contract Id Optional identifier of global (e.g. corporate)
contract this agreement is associated with.  This is
an informational data that could be used to search
all the agreement created within the same global
contract.

Agreement Chain Id Optional information which can be used for
instance to link one SLA to its underlying
supporting OLA and underpinning contracts.

Start date Date and time when the agreement becomes
effective and computation of the compliance .

Note: Start date is mandatory to schedule an
acti vation of the agreement ,and can be in the
past (no more than  the data retention delay )
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End date Date and time when the agreement expires and
will be automatically terminated.

Note: This information is optional

Agreement Type Type of the agreement : SLA, OLA, or UC (see 1.3
Types of Agreements )

Validation required Indicates whether a validation is always required
before scheduling the activation of an SLA

Administration State Administration State of the agreement , depending
on the agreement information entered, it can be :

1 Under Construction
1 Waiting Validation
1 Activation Scheduled

SLA Item SLA Item information that can be modified.
T SLA item name

1 SLA item description

1 Link Identifier
1

SLA item coordinates (longitude, latitude)

The Navigation panels summarize choices done for Service Definition,
Service Offering, Service, Customer, Provider, and Supplier and allow  you
to remove or change these objects.

Figure 82: Agreement Wizard & Finalize Agreement

v - Agreement: SLA Leased Line 6 (SLADOG) i
7 Agreement form
V' Select 5 Definiti -
o x| e R NEEEN revious information from
SD-VPN x
Name * SLA Leased Line 6 Startdate
¥ st savice Ofeig N the Agreement Form: Id,
Description The 6th SLA Enddate

Service Offering X
wit.

Name. Description

4

¥ Select Service N
Coordinates puy o NN NN ] EEEEN 0DEEEN 20NN EEEE EEEE BEEE BDEE BIEE O BEE s .

VPN Perf1 x
¥ Select Customer coreracld - .
e x| Mareenenthan Additional fields you cal
¥ Select Provider Type Agreement M mOdlfy to C0mp|§‘te the
Avportugsl X Valiationrequired |y, agreement creation ant

prepare its activation

¥ Select Supplier

Under construction ¥
CCSTPortugal X

®  Finalize Agreement

= Preview and Create

Navigation panel summarize
choices done and allow you t
remove or malify these objects

Coordinates Latitude. [*] tongitude 5]

* Reguired fields

[ [ e RN o
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Complete the agreement information and click  Next to see a preview of
your current agreement before creation.

7.1.4.9 Preview and Create

Preview and Create step is the last confirmation before creating the
agreement.

When you finis h, click Create to create the agreement in the USLAM
Repository or Cancel to ignore this agreement creation.

Review the information you provided for th e new agreement and then
click Create to create the new agreement . You can cancel the new
agreement creation process by clicking Cancel .

Once the agreement created, a popup dialog co nfirms the success of the
creation and asks you if you want to create another agreement.

Click Yes start creating another agreement and reuse the information you
provided during the last agreement creation process. Click No to go back
to the USLAM homepag e.

Figure 83: Agreement Wizard & Multiple Creation

Agreement created successfully

Do you want to create another agreement ¢

7.2 Service Offering s Manager

Service Offering Management is a set of several
windows restricted to the user with the right access
that allows searching, viewing, and cloning existing
Service Offerings. The cloned Service Offering can be
edited and its objectives can be modified . The new
Service Offering will be ready for using and create a
new agreement in the agreement creation wizard.

7.2.1 Manage Service Offering

It is composed of the Search Filter Panel (see 4.8 Filter Management ) and
the Search Filter Result table (see 4.9 Search Result) and supports the
agreement column customization (see 4.10 Column s Configuration ). You
can select your desired search criteria by defining a new filter or loading

an existing one in the Service Offering  search filter.
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Figure 84: Service Offering Management

@ Universal SLA Manager & Built-inadministrator  Logout

A Dashboard ¥ Contractoperations ¥ Contractadministration ¥ inistration v Help ¥ @ Eorope/paris ¥ [Engisn ¥

» Service Offering Management

Service offering search fitrer

- 3 == List of customizable columr

Service offering searchresults (13 elements)

Actions  Serviceoffering * ipti Nbitems Nbdauses Recurrence Service hours (reationdate

Actions ¥ | Call Center standard offering Service Offering for CallCenter 1 1 Weekly 2457 Feb 6, 2014 12:25 AM  Call Center

Actions ¥ Service Offering VPN Performance Gold Service Offering for VPN performance, level gold 1 2 Monthly 24x1 Feb,2014 12:25AM SD-VPN

Actions ¥ | Seryice Offering VPN Ticket Business Impact 24x7 Service Offering for business impact based on simple VPN Tickets SLA clauses 1 2 Monthly 24y Feb6,2014 12:25AM SD-VPN

Actions ¥ Seryice Offering template for VPN ticket 24x7 Service Offering template for Tickets related simple SLA clauses 1 28 Monthly 24y Feb 65,2014 12:25AM SD-VPN

Actions ¥ _gervice Offering with detailed penalty calculation 24x7 Service Offering template for detailed business impact based an VPN tickets SLA clauses 1 1 Monthly 2417 Feb6,201412:25AM SD-VPN

Actions ¥ Service Offering W RULPI 247 Service Offering template for detailed business impact on priority 1 VPN, based on tickets 2 3 Monthly 24x7 Feb6,201412:25AM SD-VPN

Actions ¥ 2 Monthly 24x7 Feb 6, 2014 12:24 AM | Code Quality Definition

L2 Available actions:

Monthly Bx5 Feb6,2014 12:224 AM Defects
M ¢ viewthe Service Offering Details P e
4 9 Edit the Service Offering (only if neireadyused by an item’ Nuroer ofsevicecfeing perpages 10 [<]

1 Cloneand start the Service Offering Editor

Action Click View to view details of a Service Offering

Click Edit to open the Service Offering editor (this
action is available only if the Service Offering is not
already referenced by an item)

Click Clone to clone and edit a Service Offering

Service Name of the Service Offering.
Offering . s . . e
Name Note: A Tooltip displays the Service Offering Identifier.

Service Identifier of the Service Offering
Offering Id

Description Description of the Service Offering

Recurrence Recurrence rate for the Service Offering ( Quarterly,
Monthly, Weekly)

Service Hours Service Hours is the worki ng and non -working times for
the Service Of f ering (10x5, 24x7¢)

Service Hours Description associated to the Service Hours

Description

Service Hours Identifier of the Service Hours

Id

Creation Date Creation date and time for the Service Offering
Number of Number of clauses defined in the Service Offering.
clauses

Note: A Tooltip describe the clauses and theirs objectives
in a textual format.

Service Service Definition name
Definition
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Service Service Definition Identifier
Definition Id

7.2.1.1  Service Offering Details

Service Offering Details is dedicated to view and validate that the selected
Service Offering is the right one to clone and edit.

It is composed of detail panel on the Service Offering , a panel describing
the business impact parameters and tables that list all the Clauses and
theirs objectives.

This Clause Objectives panel is composed of a Search Filter Panel (see 4.8
Filter Management ) and the Search Filter Result table (see 4.9 Search
Result) and supports the agreement column customization (see 4.10
Column s Configuration ). You can select your desired search criteria by
defining a new filter or loading an exis ting one in the Clauses search
filter.

Figure 85: Service Offering Details

) Universal SLA Manager

Title shows the Service Offeril e

@ [Europerpers [ engisn v

@  Dashboard ¥ Contractoperations ¥ Contractadministration ¥ Platfo

identifier and its version

ing SO-USL ion 1)

Name USLAM Defects Management - Gold

Description Gold Service Offering for USLAM Defects Management Service Offenng Detail
Service Definition  Defects

Service Hours 85

Recurrence Honthly

Exdusionreasons  Management meetings , Trainings

(reated on Feb 6, 2014 12:24 AM . BUSIneSS ImpaCt paramete|

Businessimpact parameters

ServiceLevelCredit Service Fee

Search filter and Result panel to sear

ServiceLevelCredit Maximum Credit Maximum credit that can be allocated

Servicel evelCredit Component Availability Penalty Percentage Matrix Percentage of credit allocated per clause, depending on a range of delivered value for a clause of type Service Level for Clauses in th|S SerVICe Offe”nq

Causes Dbjectives

Causes search filter

Clauses searchresults (20 elements)

Defects Management Nb Defects  Availability Component Availability ComponentAvailabilitySLO =75% between 75 % and 80 % between 80 % and 85 % between 85 % and 90 %
Defects Management Nb Defects  Availability Component Stability ComponentStabilitySLO 275% between 75 % and 80 % between 80 % and 85 % between 85 %and 90 %
Defects Management NbDefects  Service Level Status Max number of open Medium defects over year MaxNumberOfMediumbDefectsOverYearSLO <20 defects  between 15 defects and 20 defects between 10 defects and 15 defects between 5 defects and
Defects Management NbDefects  Service Level Status. Max number of open Urgent/High defects over year MaxNumberDfUrgentHighDefectsOverVearSLO <10 defects  between 7 defects and 10 defects between 5 defects and 7 defects. between 3 defects and £
Defects Management TimetoFix  Service Level Status MTTF (Medium/Low) MeanTimeToFixMediumLowDefects <30 between 20and 30 between 10 and 20 between 5 and 10
Defects Management TimetoFix  Service Level Status MTTF (Urgent/High) MeanTimeTofixUrgentHighDefects <5 between 4 and 5 between 3and 4 between 2and 3
Defects Management Nb Defects  Availability Nb days with too much Medium defects - - - - -

Defects Management Nb Defects  Incident Opened in period (Medium/Low) NbMediumLowDefectsInPeriodSLO <10 between 7.and 10 betweendand 7 between 2and 4
Defects Management TimetoFix  Incident Nb not fixed in time (Medium/Low) NbMediumLowDefectsNotFixedinTimeSCO <10 between7.and 10 betweenSand 7 between 3 and 5
Defects Management Nb Defects  Service Level Status. Still open (Medium/Low) NbMediumLowDefectsNotFixed <5 between 4 and 5 between 3and 4 between 2and 3
12 M

e o clauses per page: | 10 BES

== 1 Closethe window and go back to the Service Offering Management Wind:

1 Clonethe Service Offering and launch the Service Offering Editor

The following table shows the column names for the clause objectives and
their descriptions:

Column Name Description

Category Clause category
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Domain Clause domain

Type Clause Type : Downtime, Incident, Service Level Status

Weight Weight of the clause

Name Name of the clause

Objective Clause objective. It is the breach threshold of the monitored indicator

to compute the clause status with its operator and unit.

At risk when Itis the At Risk threshold of the monitored indicator to compute the
clause status with its operator and unit.

Exceed when Exceed threshold with its operator and unit

7.2.1.2  Service Offering Editor

Service Offering Editor is dedicated to edit and customize anew  Service
Offering.

It is composed of detail panel on the Service Offering with information you
can modify , a panel of business impact parameters and a list of Service
Clauses and their s objectives that you can edit.

The first step is to review and modify t he pre-defined identifier and name
of the Service Offering. A check will be done to ensure the Service Offering
you are creating does not already exist.

Figure 86: Service Offering Editor

& Dashboard v Contractoperations ¥ (ontractadministration ¥ Platf inistration v Help ¥ B curcpsirars v [engen ¥

» Service Offering » Service Offering Editor

Hew service offering

Service Offering panel iedition

Identifier* ServiceDffering-VPNTicket-Businessimpact - Copy
Version* 1
Name* Service Offering VPN Ticket Business Impact - Copy
Description 24x7 Service Offering for businessimpact based on simple VPN Tickets SLA clauses
4
Servicedefinition  SD-vPN
Service hours 27 v 5 . QA
Business Impact parameters paneledltlon.
Recurrence Monthly ¥ | Awaysstarton: Dayofthemonth: BasedonSLAstartdate v
Validity period From = untit ]

Business impact parameters

Servicel evelCredit Service fee Price of the service 1000 |$

Exclsion reasons List of exclusion Reasons available for this Ser
Offering. You can create new exclusion reasol

UnplannedMaintenance 10080 | min Remove

ForceMajeure min Remove

Select an existing exclusion reason or create anew one | =

List of clauses and their objective

4 (lauses configurafio

Click toClause configurationto launch the
el Service Offering Clause Configuration ar
fo. | select or unselecclauses you would like 1 Smana ot Eaccvien b
Site Tickets Opened include |nth|s Service Offering Unspedified Unspecified Unspecified | Edit

Domain Ticket » Category Service avalabilty

Avaiabiity 70 siteAvaiability 2099.6% between99.6%and99.7% Unspecified Unspecified

Site Avalabilty

*Required fieids

m Cancel

ClickSaveto create this
Service Offering o€ance

Click toEdit on the selected claus

to launch the clause editor

to abort the creation
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Service Offering panel provide all the modifiable attributes of the Service
Offering with the value by default of the cloned Service Offering.

You can modify the Business Impact parameters either directly (for
simple parameters) or using the Matrix Busine ss Impact parameters
editor. You can easily customize the list of exclusion reasons using the
Exclusion reasons panel.

Use the ©6CI au s elisktaconfigure thailistaftclauses ¥ou
would like to select or unselect on this service offering using  the Service
Offering Clauses Configuration page (see 7.2.1.3 Service Offering Clauses
Configuration )

Figure 87: Service Offering Editor 0 Matrix Business Impact
Parameters

Forpackage SAD_bushessimpact-Penalty You can create new row, delete existin

For category DetailedPenalty row, order them and edit the range value
ClickSaveto save your changes @ancel

to abort your changes.
Percentage of penalty owed per clause and per reference period, defETs

Name Credit a5 percentage of service fee per number of incident interval

Description

2 3 5 % + X
3 5 10 % T+t 4 X
5 7 15 % + 4 x
7 +Infinity 20 % T %

Add row

(o [ e

Figure 88: Service Offering Editor - Exclusion Reasons

Customizable description for
selected exclusion reasons

Exclusion reason Description Decrease Agreed Service Time
T
+*

0 480 min 960 |min Remove

Exclusion reasons

meetings i 8 hours of t meetings per month

|4

Trainings Used when a technical training takes place for the team Unlimited min Remove

Select an existing exclusion reate a new ong ¥

Max duration time for the exclusion

. . minutes (eaveempty for Unlimited
Select oneof the defined exclusin Reason Indicates if exclusions createc { Py )

in ULSAM Repository or create a new oy [ with this reason also impact
typing directly in the text edition field the total activity time of the
considered period

Note: A tooltip indicate the same
duration in days/hours/minutes
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P A graphical indicator appears when you modify a max duration value indicating
\ clearly if you enter a higher value + or lower value +.

“

It eases the final review ofthe Service Offering changes.

The following table shows the column names for the clause objectives and

their descriptions:
Column Name Description

Action Click Edit to launch the Service Offering Clause Editor (see
7.2.1.4 Service Offering Clause Editor )

Clause Name of the clause

Type Clause Type (Downtime, Incident, Se rvice Level Status )

Description Description of the clause

Weight Weight of the clause

Objective Clause objective. It is the breach threshold of the monitored
indicator to compute the clause status with its operator and
unit.

At (High , Medium It is the At Risk threshold of the monitored indicator to

Low ) risk when compute the clause status with its operator and unit.

Exceed when Exceed threshold with its operator and unit

Service Offering Editor always displays the current definition for your
Service Offering you are going to create clicking the  Save button.

Cancel button will go back the Service Offering Management window (see
7.2.1 Manage Service Offering )
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7.2.1.3  Service Offering Clauses Configuration

Service Offering Clauses Configuration allows selecting the clauses
attached to the service offerings. It is composed of clauses list panel with
clause details and a checkbox that let you select or unselect this clause for
this service offering.

You can select the checkbox to select/unselect the clause, or uses link to
select or unselect all clauses.

Clauses are displayed by domain and category to ease the search and
selection.

Figure 89: Service Offering Clauses Configuration

& Dashboard v fons v

e atministration v jnistration ¥ Help ¥ & ursparoars 7 Jergen ¥

» Service Offering Management p Service Offering Editor b Service Offering Clauses Configuration

Select or unselect all

Please check clauses youwould ke to select for ths service offering. { Select al | Unselect al Cl auses us | ng hese I | n ks

Domain Defects Management > Category No Defects

T S Y S T S T S T

@ 1| Component Avaiabiity Avaiabiity Unspecified | ComponentAvaiabitySLO [ TET— Scccos =05%
@ 2 |patiorm tabiity Avatabiity Unspecified | PiatformStabiitySLO . . . 205%
8 | o |cmmasany List of clauses and their objectiv gt
@ 3| stuopen UrgentHign) Service LevelStatus Unspecied  NoUrgentHighDefectsNotFed — e Unspeciied
- 4 | Stilopen (Medium/Low) Service LevelStatus. Unspecified | NbMediumLowDefectsNotFixed betweendand 5 between3and 4 between2and3 Unspecified
@ Max number of open Medium defects over year Sevice Leveltatus Unspecified | MaxNumber0fMedumDetectsOvervearsLO <20 defects :::’;Smmmmnm :::’;S”mmmmm betweens defects and 10 defects = 1 defects
® Max numberof open Urgent/Hih defectsoveryear  Service LevelStatus Unspecfied MaxhumberOiUgentighDefectsOverVearsLO <10 defects | between defectsand 10defects | between s cefectsand 7 defects  between3 defectsandS defects | = Ddefects
F No days o unstabiity Avaiabiity Unspecired Unspeciied | Unspecifed Unspeciried Unspecired Unspecired
e No days with oo much Medium cefects Avsiabiity Unspeciied Unspecilied | Unspecified Unspecied Unspeciied Unspeciied
@ Openea nperind (MedumyLow) ncident Unspeciied  NoMediumLowDefectsiPeriodsL0 <0 betweenTand10 between 4and7 between2and4 <0

- ‘Opened in period (Urgent/High) Incident. Unspecified | NbUrgentHighDefectsinPeriodSLO <5 between3and 5 between 2and 3 between1and2 <0

Domain Defects Management > Categon

@ Select or unselect the Clause HighDefectsNotAcknowledgedinTime <50 | between25ands0 between 10and 25 between’ and 10 Unspecified

InC|leed Irl[hIS SerVICe Offerll’]g <2 between1and2 Unspecified Unspecified Unspecified

sNotAcknowledgedinTimeSCO

e e = N

@ 9% fixedin time (ALseverity) Service LevelStatus Unspecified | Percentage0fDefectsFixedinTime =50%  between50%and70% between 70%and 80 % between 80 %and90% Unspecified
] 9%notfixed in ime (Medium/Low) Service Level Status Unspecified | Percentage0fMediumLowDefectsNotFicedinTime <50%  between40%and50% between 25%and 0% between 10%3nd25 % Unspecified
@ %ot fixed in time (Urgent/High) Service Level Status Unspecified | Percentage0fUrgentHighDefectsNotFixedinTime <20%  between10%and20% between 5%and 10% between 2%and5 % Unspecified
@ MTTF (Medium/Low) Service LevelStatus Unspecified | MeanTimeToFixMedumLowDefects <30 | between20and30 between 1020020 between5and 10 <2
-] MTTF (Urgent/High) Service Level Status Unspecified  MeanTimeToFixUrgentHignDefects <5 between 4and 5 between3angd between 2and3 <1

@ Nbmot fixedintime <10 between7and 10 between5and 7 between3and5 Unspecified

No ot fixedinti CI'CkDOnesaVe your c anges al d <5 betweendand§ between3and 4 between2and3 Unspedified
return to the Service Offering Editc

with the updated list of clauses.
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7.2.1.4  Service Offering Clause Editor

Service Offering Clause Editor is dedicated to view / edit the claus e
defined for the service offering.

It is composed of detail panel on the Clause with several information you
can modify and Service Clause Objectives and their Service Level
Objectives that you can edit.

Figure 90: Service Offering Clauses Editor

Navigation Corbls
(D Universal SLA Manager F|rst' Prev|0us' Next and Las1 inadministrator  Logout
# Dashboard v Contractoperations ¥  Contractadministration ¥ inistration ¥ Help ¥ . .- . | ]
and the existing list of clause:

» Service Offering Management p Service Offering Editor p Service Offering Clause Editor

First  Previous | [08/20] Domain Defects Management > Category N Defects > Clause Component Availability | Next last

You can use the following fields to organize the way SLA Clauses are displayed in reports and web Ul

Clause* Component Availability Bl
Order
1
Clause description
Domain Defects Management |~
= Category Nb Defects =
Objectiveid ComponentAvailability5L0 Label1 1
Enter label or pick one |~ Clause Deta"s
Objective description | :ouoonent must be available 75% of the month, A component is Label2 Enter label or pick one | ~
considered available i il
- It has no open Urgent or High defects P Label3 Enter label or pick ane | ¥
Type ® Availabilty & Enter label or pick one | ™

Enter label or pick one | =

Service Clause Objectives and the
weight thresholds (value, operator and uni

Service Component  Component

Service (lauses Objectives

275% =750 % * between75%and 80% between 75%and 80.0 % | betweenB80%and85% between 80 % and 85.0 % | between85%and 90% between 85 %and 90.0 % | 295% = 95.0 %
Service Level Objectives
—— S B e B
I = S S
Component MaxNbOpenMediumSLO Performance Metric =10.0 defects = 10.0 defects * Unspecified < defects

*Reguired fields

ClickDoneto go back to the Service Level Objectivi

Service Offering Editor and their thresholds

. . Agraphical indicator appears when you modify threshold value indicating clearly
\ ‘ if you enter a higher value + or lower value *.

It eases the final review of the Clause changes.

The following table shows the column names and their descriptions:
Column Name Description

Clause Name Name of the clause

Description Description of the clause

Weight Weight of the clause

Order Index used to order the clause in the list.
Domain Name of the domain related to this clause
Category Name of the category related to this clause
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Label 1é5

Optional label used to organize clauses

Type Clause Type : Downtime, Incident, Service Level Status
Note: this is not an editable information

Service Name of the service associated to this clause

Component

Service Clauses

Objectives

Note: this is not an editable information

Description

Objective

Clause objective. It is the breach threshold of the monitored
indicator to compute the clause status with its operator and unit.
You can see its original value (not editable) and its current value
you can modify.

Note: This is a mandatory value

At (High, Medium,
Low) risk when

It is the At Risk threshold of the monitored indicator to compute
the clause status with its opera tor and unit . You can see its
original value (not editable) and its current value you can modify.

Unspecified indicates there is not associated value for this
threshold.

Note: This is a optional value

Exceed when

Service Level

Exceed threshold with its operator and unit . You can see its
original value (not editable) and its current value you can
modify.

Unspecified indicates there is not associated value for this
threshold.

Note: This is a optional value

Description

Objectives

Service Hierarchy list of service component associated to this SLO

Component (ex: Servicel > Componentl > Component 2 > Name )
Note: this is not an editable information

SLO Name of the Service Level Objectives

Critical It is the critical threshold of the monitored  indicator used to
determine the Service Level Status with its operator and unit.
You can see its original value (not editable) and its current value
you can modify.
Note: This is a mandatory value

Major It is the Major threshold of the monitored  indicator used to

determine the Service Level Status with its operator and unit.
You can see its original value (not editable) and its current value
you can modify.

Note: This is a n optional value
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Threshold values have to be consistent. An error will be dynamically displayed
around all invalid values.

Example of inconsistent At High Risk Threshold compare to its objective.

=
.;, High Risk

Current MNew

between 88.5% and 88.7% between 98 5% and %

After changing the needed values, you can click DONE to go back to the
Service Offering Editor (see 7.2.1.2 Service Offering Editor ) or use the
navigation controls to move to another clause and keep the Service
Offering Clause Editor window.

To apply changes and create the new Service Offering, you have to go back thé
4 Service Offering Editor for a final review and click Save.

7.3 Contracts Reports

The Agreements reports allow the user to access to pre -
defined standard related to contracts administration
especially agreements and service offerings management .
It will launch Business Object Portal and requires
authentication.

You can access to all your customized reports including all pre  -defined
USLAM reports (see Chapter 9 USLAM for detailed information)
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Chapter 8

Platform Administration

8.1 User Management

The User Management Windows is dedicated to
platform administrator to create or edit end users
\ and assign them an USLAM role.

Role defines a set of available tasks accessible

through the user interface (ex: an operator will not
have any access to any admi nistration tasks or able to modify any
contract).

On top of the role, it is also possible to restrict access to specific USLAM
objects using filters. These filters are named implicit filters and are
automatically applied before any user filters  to grant th at a user do not
see or select any restricted U SLAM objects (SLAs, Service Offerings,
Parties, Service Instance, Service Definition, Customers, Suppliers,
Providers, etc...)

Implicit Filters dedicated to restrict access to specific USLAM

v objects are sysem filters and are not visible to the end user in
the user interface. Only an administrator can access to this

details.

AN Admin is the built -in administrator account always available to
log in. It cannot be deactivated (see8.1.5Activate / Deactivate
Users)

Implicit filters are optional and pre  -defined filters defined by your

platform administrator to restrict access to USLAM object s based on your

work. It is mainly to secure task and avoid = mistake managing agreements

(ex: filter on contract id to list only SLA associated to this contract and its

USLAM objects, SLArestrictedt o0 a speci fic customer, &)

These filters can be set for the display of agreements and hide
unauthorized SLA, or can be defined to hide all unauthorized USLAM
objects during selection when the user creates or edit agreements.
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Figure 91: Implicit Filters Overview

Browsing agreements Browsing agreements

| | |
I | I
. 1 1 1 USLAM
User log in | | | Server
with the | _ 1 1
USLAM Ul | User Filters | Implicit Filters |
1 Adreement | Adreement |
| | |
8 ' '
1
M Browse, create and edit requests M
1 Create/Edit agreements T | Create/Edit agreements 1
| | |
_ : User Filters : Implicit Filters :
Restricted | Customer ) | Customer | All USLAM
USLAM _
objects to this : i ! ! Objects
1 eer I User Filters I Implicit Filters l
1 Provider ) 1 Provider 1
| | |
| _ | |
I % I Implicit _Filters I
I upplier 1 supplier 1
| ) | pp \
| . | |
1 —Usfer F"fr.s. 1 Implicit Filters 1
| Service Definition : Service Definition :
1
i | L . |
: User Filters | Implicit Filters "
I Service Offerina 1 Service Offerina I
| | |
User System

All requests related to the browsing, creation and edition between the
USLAM database and the end user are filtered by the two levels of filters:
Implicit  (i.e. system) and User (the one created and loaded by the end
user to ease his work).

The end user wi Il always see and manage restricted list of USLAM
objects.

_ The current USLAM product has a limitation and do not allow a
4 deletion of implicit filters.

8.1.1 Manage users

It is composed of the Default user role panel, Search Filter Panel (see 4.8
Filter Management ) and the Search Filter Result table (see 4.9 Search
Result) and supports the agreement column customization (see 4.10
Column s Configuration ). You can select your desired search criteria by
defining a new filter or loading an existing one in the User search filter.
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Figure 92: User Management

@ Universal SLA Manager &  Built-in administrator Logout

# Dashboard ¥  Contract operations ¥  Contract inistration ¥  Platform Administration ¥  Help ¥ | Europe/Pari :IEnDﬁsh :

p End user management

Default user role
Default User Role
Default user role™ | platform administrator |1|

* Any user correctly authenticated, but who is not explicitly declared in the panel below, will be granted with this role

Universal SLA Manager Users

User search filter

......... ——— @ m s

m List of existing USLAM User:
Login

User search results (4 elements) Name

Name %+ Display name Group name GI’OUp

{ Platform administrator , Operator , Contract administrator g DeSCI’i pt|0 n
User administrator , Dataload administrator , Data correc
Roles

| Built-in
| administrator

admin

{ Platiorm administrator , Operator , Contract adminisfrator , User al ~ Deactivate |

Option to display
only active users
or all users

Edit - Deactivate

ClickAdd newuser...to [
create a new USLAM us

ontract administrator , User administrator , Dataload administrator , Report manager }

s Add new user..
(] Show deactivated users

Click toSaveto confirm the List of actions available on

modification of the Default User role

existing users:

or click Cancel to abort this change Edit, Reactivate or Deactivate

,-,\ “.  Only active users are displayed by default in the user search
result table. To see the complete list of users including the
disabled ones, you need to check theShow deactivated users.

-

The default user role will be granted to all users correctly authenti cated
but not explicitly listed in the list of USLAM users. The default user role
is Platform administrator

See 3.8 User Roles for more details about the user role and their
associated tasks

The follo wing table shows the colu mn names and their descriptions.

Column Name ‘ Description

Name Login name to enter on the USLAM login page
Display Name Complete name to use for display. It could be different

from the login name.

Group Name Name of the group this user belongs to.
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Roles List of assigned role for this users

Action 1 Click Edit to modify an existing user (see 8.1.3 Edit
an existing user )

1 Click Activate to enable the user to log in. By
default all new users are acti ve and do not require an
activation.

1 Click Deactivate to disable the user. He will not be
able to log anymore and seen as not active or obsolete
user.

Note: After a deactivation, it is always possible to use
activate action.

8.1.2 Add a new user

A platform adm inistrator can easily create a new USLAM user clicking to
thelink Add new user é

The administrator have to enter a mandatory and  unique name (login
name), a display name more user friendly for the user interface, a
password and a set of roles.

A check wil | be done to ensure the user you are creating does not already
exist.

Figure 93: User Management - Add a new user

#  Dashboard ¥  Contractoperations ¥  Contractadministration ¥ Platform Administration ¥ Help ¥ B | Europe/Paris ¥ | Engiish ¥

» End user management p Add user

USLAM user

Name * John

Selectan existing group or
create a new group for this us

Display name John Doe

Password

Group name Select or enter a group name 2
Assigned roles
Userroles Operator Platform administrator g

Contract adjustment manager Contract administrator

Contract approval manager

Avallable r0|eS User administrator v

Dataload administrator

t

Data correction manager

Report manager Select the roles you want to assign

Business Operator

this user using the buttonsSelect All,

Select, Remove, Remove All

*Reguired fields

m ClickCreateto create this user ¢
Cancelto abort the creation

Click Cancel to abort the user creation and go back previo us window (see
8.1.1 Manage users).

Click Create to add a new user, a confirmation box will ask you if you
want to assign implicit filter to this user now.
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Figure 94: User Management 9 Assign Implicit Filters

Confirmation

Would you like to assign implicit filters now ?

Click Yes to assign now implicit filters to restrict the accessto  USLAM
objects. You can also add these filters later on editing the user in the user
Management window (see 8.1.1 Manage users). For more detail about
editing a user and his implicit filters, refer to 8.1.4 Manage Implicit
Filters .

8.1.3 Edit an existing user

Edit an existing user to make changes or new assignment will display the
following window.
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Figure 95: User Management 9 Edit an existing user

@  Dashboard ¥  Contractoperations ¥  Contract administration ¥  Platform Administration ¥ Help ¥ @B Eurcpe/Paris ¥ | Engish ¥

» End user management b Edit user

USLAM user
Name John
Display name ol Doe Selet an existing group or
et e create a new group for this us
Group name Select or enter a group name he E
User rales Operator Platform administrator ASSIgnEd roles
Contract adjustment manager m Contract administrator

Contract approval manager
User administrator

: psinsa Sglect the r_oles you want to assign
Available roles Dt correction manager : this user using the buttonsSelect All,
Report manager o - Select, Remove, Remove All

Implicit filters for agreements view «

Agreement filter: Ilnslecified Load... Create...

Thereis noimplicit fiter defined when browsing agreements

Implicit filter used whet
browsing agreements

Implicit filters for agreements creation

Customer filter: Ilnsle(ified Load... (reate..

Thereis noimplicit fiter defined for the selection of customers during the SLA creation/edition

Provider filter: unsleciried Load... (reate..

There is no implicit fiter defined for the selection of providers during the SLA crgass
Implicit filters used when you create
or edit an agreement. You can restric
Customer
Provider
Supplier
Seruice Definition ilter: Unspecified) Service Definition Create..
There s noimpiicit fiter defined for the selection of service definitions o Service Offering

Supplier filter: llnsle(ified Create...

There is noimplicit fiter defined for the selection of suppliers during

Create...

Service filter: Unspecified

There i= noimplicit filter defined for for the selection of services during thy

Service Offering filter: Ilnspe(ified Load... (reate..

There is noimplicit fiter defined for the selection of service offerings during the SLA creation/edition

“Required fieds ClickUpdateto save your changes on this us
[ e | or Cancelto abort the edition

Editing a user do es not allow to change the name used to
log in , but you can change the display hame.

If you really want to change this login name, you need to
Deactivate this user and create a new one.

8.1.4 Manage Implicit Filters

During the User creation after confirmation (see  8.1.2 Add a new user ) or
during edition, you can create new implicit filters.

A popup dialog asks for an unique filter name and an optional description.

Clicking Create you can continue and defines filter criteria, or choose
Cancel to abort the implicit filter creation.
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Figure 96: Create Implicit Filter (ex: Agreement Filter)

Agreement filter i

Name Contract Id GreenCafé

Description syeer iy SLA having a Contract Id inked with GreenCafe corp.

Figure 97:Implicite Filter Panel (ex: Agreement Filter)

Remove the

Create a new implicit filte |mpI|C|t_ il
from this user

Implicit filter name and
its description in tooltip

Agreement filter: Contract ld GreenCafé

The following fiter wil be applied when browsing agreements

Contractld . m Load and associate an existing implicit fil

and Contractld | contains ¥ | GreenCafé

Fove [

Saveor Save Aghanges done to this implicit filte

Implicit filter criteria (attribute, operator, values)
Click the red —-X- to 1

Implicit filter definition is very identical to the user filtering described in
4.8.2.2 Advanced Search. Refer to this section for more details.

8.1.5 Activate / Deactivate U sers

A platform administrator can disable the access of an existing user if the
user account is obsolete for example. The User Management window
provides 2 actions: Reactivate and Deactivate in the column Action to
manage correctly the state of the user account.

1 An active user can log in and work with USLAM UI.

1 An inactive (i.e. deactivated) cannot log in anymore and wor Kk with
USLAM UL.

Figure 98: User Management & User State lifecycle

-==

Pagel42

Create a
new user
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.\ “.  After a creation, the state is by default active. The user account is
. ready and the user can log in and there is no additional action to
perform.

Figure 99: User Management - Reactivate and Deactivate Users

User search results(5 elements)

ClickReactivateto set as active this use
Name * Dispayname Growpmame Reles This user will be able to leg again.

John John Doe [ Platform administrator , Contract ad

Reactivate
ST Built-in [ Platform administrator, OperatgLLas = = o ot
administrator administrator , Dataload admin ClickDeactivate to set as inactive this use -
albin Jérime Albin [ Patform administrator, Operd This user will not b able to Iogin anymore Edit - Deactivate
Team
nicotra | Lucie Nicotra [Operator} Deactivate
Management
pelissier IJUI'FIII:IIE[LIE Product [ Piatform administrator , Operator , Contract administrator , User administrator , Dataload administrator , Report manager } [Edit - Deactivate
Pelissier Management

& Add new user...
¥ Show deactivated users

Only active users are displayed by default in the user searct

result table. To see the complete list of users including the
disabled ones, you need to check t8how deactivated users.
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8.2 Platform Management

The USLAM Options component is designed to display and
set the options available for the platform . These options are
split in several parts: General options, Display options ,
Reporting options and Security options.

General options allow setting options on Engine server host, maximum
simultaneous SQL requests to the database, optional features to hide  or
show (simple search, alert browser) and the default business category.

Figure 100: Configuration Options 0 General options

() Universal SLA Manager

& Built-inadministrater  Legout

@ Dashboard v  Contractoperations ¥  Contract administration ¥ Platform Administration ¥ Help ¥ @ Europe/Paris

» Confiquration Options

Configuration options

General Disply  Reporting  Security

USLAM servers (engines) localhost
Maximum simultaneous SOL request 20
Simple search enabled ® Yes

'Request count’ cache expiration peried | 500

Alert browser enabled ® Yes

Lo [ e

Default business category Servicel evelCredit

Comma separated st of host names on whith USLAM Servers are running.

RMiport name can be specified if gifferent from the defawlt (1099,

Ex: hostl.mycorp.com, fostZ.mycorp.com: 1799

The maximum number of simultaneous SQL requests that can be executed by the SLAM UL
A zero value means unlimited and wil require 3 restart of USLAM Server

True if the simple search fealure s enabied in fiter panels

Period (n seconds) used fo reset the request count' cache

Trwe if the alert browser i accessibie for Flaiform administration

The defawit business category in the Business impact Snapsiel and Adusiment screens. Emply valve wil dspiay all categories.

Display options allow setting options on several display format (date or
numeric), default time zone and supported locale, and refresh rates
settings for real -time screen.
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Figure 101: Configuration Options o Display options

(P Universal SLA Manager
@  Dashboard ¥ Contract
» Configuration Options

jons ¥ Contract administration ¥ Platform Ads tration ¥ Help v

Configuration options

General  Display  Reporfing  Security

Datepattern MMM d, yyyy h:mm a The gate format pattern used for dispiay

Detailed date pattern MMM d, yyyy himm:ss 3 The detafed date format pattern (with seconds) used for dspiay
Default Agreement Status ~

Snapshot refreshrate 60 |z| The defauit refresh rale (seconds) in the Agreement Stalus Snapshot
Default Clause Status Snapshot 60 |z| The defauit refresh rale (seconds) in the Agreement Clause Siatus
refreshrate

Default Alert Browser refreshrate 50 |z| The defaut refresh rate (seconds) in the Alert browser

Comma separated it oflocales codes supported by the platform. "en” s always avaiable.
Supported Locales For each additionaliocals, 3 messages_<locale= properties fle needs to be avaiable in
<installationdirectory=/iboss/server/defauly/conl.Any update or addition in tis directory requires a USLAM restart.

Default display locale en The default display focale
Default display timezone Europe/Paris v The default dsplay timezone
Maximum fraction digit 2 |z| Maximum number of decimal places

Lo [ e

Reporting options allow setting options on BusinessObject server host and
port and its display date for mat.

Figure 102: Configuration Options 8 Reporting options

#  Dashboard ¥  Contractoperations ¥  Contract administration ¥ Platform Administration ¥ Help v @/ Europe/Paris ¥ | Engish ¥
» Configuration Options

Configuration options

General  Display  Reporting  Security

BusinessDbjects server host localhost Hast name of the Business Objects server
BusinessDbjects server port 8080 El Listening port of the Business Ojects server

BusinessObjects date pattern  dd/MM/yyyy HE:mm:ss The date format p% SeCucinass Jhjects reporis

[ save [ cance | BusinessObiect Server paramete

Security options allow setting options on the USLAM authentication mode
(built -in or LDAP) and the optional LDAP parameters, and optional SSO
configuration.
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Figure 103: Configuration Options d Security options

#  Dashboard ¥  Conmtract, ions ¥ Contract ini ion ¥ Platform ini ion¥ Helpv | eurepe/paris MESEM
» Configuration Options
Configuration options
N — Authentication mode: buitin (default) or LDAI
Authentication mode @ Buit-in O LDAP The security
LDAP server host LDAP Server Address LDAP Server Dal’amet&
LDAP server port 389 |Z| Listening port of the L DAP server
LDAP Bind DN cn=Manager,de=slam,de=com LOAP Bind DN neededif anonymous bind'is disalowed)
LDAP Bind Credentials LDAP Bind Credentials (needed iF anonymous bind & disalowead)
LDAP user name attribute uid LDAP User Name Alttribute
LDAP user attribute o LDAP user attrivute used for thelogin
LDAP user display attribute  ¢n LDAP user attribute used for the dispiay of the user name
Base DN for users lookup The Base DN for users iookup
LDAP uses secure connection ~ © Yes ® No True ifLDAF provider uses secure connection
SSO parameter:
TrustStore file Path to the TrustStore fie, ifrequired by the LBAP Drovider (backsiashes must be coupled)
Fully qualified)a : i 5505 enabled (e B7D. MyS S0Class. getUseni”).
550 Login Name method com.hp.uslam.sso.MyS50Cass.getUserld Leaveblank to disable S50.
This e avaiabiein efurn 3 String.
Fully qualified)s e 2 550 enabied fex: “com.mycom.MySSOisss. getUserBisplayName’y.
550 Display Name method com.hp.uslam.sso.MyS50Ckass.getUserDi: I will be set to the togin name.
This be qvaiabie i eturn 3 5inng.
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8.3 Dataload Status

The USLAM Dataload component is designed to write
audit information in the database for every entity that
has been loaded. This information is set at the entity -
level granularity. A Dataload Status Snapshot is also

‘ integrated in the USLAM Ul which can be u sed as an
audit tool to track whether the entities were loaded
successfully or rejected.

Therefore, for each object loaded, following information is recorded:

A Date on which the object was loaded (dataload time)

A Type of loaded entity

A Creation status i.e. Success@” , Partial % , Failure )

A Explanation text, giving more information about the reason for

the assigned creation status.

Figure 104: Dataload Status Snapshot

() Universal SLA Manager A Buit-inadministrator  Logout
v Contract v Contract i fion ¥ ini: ion ¥ Help ¥ & | Europe/Pars v | English v

Dataload status search filter

Description of the problem in

Dataload Status: case of dataload failure

1 Success
1 Partial
ﬂ Failed SLAT-VPN_BIF_detailedPenalty Agreement

%" SLA1-VPN_ConditionalObjectives Agreement Feb7,2014 8:43 AM SLAT-VPN-ConditionalObjectives.xml

bad status search results (137 elements)

eb7,2014 8:43 AM

SLA1-Businessimpact_DetailedPenalty.xml

' SLADI-VPN-Perf Agreement Feb7,2014 8:43 AM SLAT-VPNPerf.xml
" SLAD1-CallCenter001 Agreement Feb7,2014 8:43 AM SLAT-CallCenter.xml
" SLA1-VPN-DataSelectors1 Agreement Feb7,2014 8:43 AM SLAT-VPN-DataSelectors.xml

' SLAD1-VPN-Ticket Agreement Feb7,2014 8:43.4 1-VPNTicketxml

& SLAQT-VPN-Businessimpact sinessimpact.ml

BT e — Filenamecontaining the loaded entjt .

& ServiceOffering-VPN-ticket_allSimpleSLi-template ticket_templatexml

¥ ServiceOffering-VPN-Aggregation-Gold Service Offering Feb 7,2014 8:43 AM ServiceOffering-VPN-AggregationGold.xml
1234556789010 213 14 M b Number of dataload status per page: | 10 é‘
a N A successful dataload is marked by % adjacent to
\ each loaded entity. So, filtering on the status allow the

“a ‘

platform administrator to find easily dataload

problems.
Column Name Description ‘

Dataload Status (  S) Dataload Status: Success ¥ , Partial tih’:?'or Failure @

You can view this information as a tooltip on the column header

Entity Identifier Identifier of the dataloaded entity

HP USLAM 4. User Guide Pagel47



Entity Type

Type of the dataloaded entity . It can be
1 SLA

Service

Service Definition

Services Hours

Party

SLT (Service Level Template)

SLR (Service Level Requirement)

Holidays

Raw Data Collector

Collector

Users

Action Executors

= =4 4 -4 -4 -8 _—a -8 _a _a _a -9

Business Rules

Description

Explanation about the p ossible root cause of the datal oad problem
in case of partial or failed dataload.

Dataload Time

Date / time of the dataload operation executed by USLAM Dataload
tools.

Filename

Name of the file containing the definition of the loaded entity.

Note: tooltip on this column will describe the full path of the file.

8.4 Agreement Reports

The Agreements reports allow the user to access to pre -
defined standard reports related to the USLAM platform.
It will launch Business Object Portal and requires
authentication.

You can access to all your customized reports including all pre  -defined
USLAM reports (see Chapter 9 USLAM for detailed information)
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Chapter 9
USLAM Reporting

The USLAM platform is built with a full dedicated SLA Intelligence
reporting environment to store, aggregate, analyse and report on SLAs.
Powered by market leader Business Intelligence software, the reporting
module allows manual or automatic production of operational, analytical
and contractual end -user reports that can be fully customized,
communicated and published in a secured web portal.

In that reporting environment,  the solution offers:

1 A pre-defined dashboard with pre -defined standard reports

9 a comprehensive Universe that is the abstraction layer of the
USLAM Datamart , allowing the design of USLAM reports and
custom operational and analytics reports

1 atool for the automatic publication of SLA reports

Vocabulary:

USLAM standard reports are based on USLAM universe .

USLAM U niverse relies on USLAM Datamart which stores
and organizes historical data (definition, status, compliance,
4 business impact ...) of the SLAs

USLAM Datamart _is a database built and updated regularly
by the USLAM ETL _ processing (see HP USLAM
Administration Guide for more information about ETL ).

9.1 Predefined dashboard and predefined reports

USLAM Reporting solution offers a pre -defined dashboard _with a
number of pre -defined standard reports.

Pre-defined reports can be generated and communicated for any type of
SLA that is active in the USLAM platform.

Pre-defined reports can be copied, edited and further customized at any
time to fit particular n  eeds or contexts.
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In order to connect to the USLAM BOE Reporting server, 0  pen your web
browser and enter the following URL to log  on:

http://  <BO server> : 8080/InfoViewApp/logon.jsp

or

Start the USLAM Web Interface and select the access to report from the
home page or menu (refer to the 5.11 Agreement Reports , 6.2 Contracts
Reports, 7.3 Contracts Reports or 8.4 Agreement Reports .)

Figure 105: USLAM reporting - Reporting  Login page

Log On to InfoView Help

Enter your user information and click Log On.
{If you are unsure of your account information, contact your system administrator.)

User Name: |Adm\mstratw |

Password: | |

- Enteryour BOE Xl username and password

- The main navigation window is displayed.

Figure 106: USLAM reporting - Reporting navigation window

&} Home | Document List = Open ~ | Send To - | Dashboards ~ Help | Preferences = About | Log Out
F X
Welcome: Administrator
Navigate Personalize
View your Inbox, Favorites, or Document Lists. Use the Help to learn  Change your InfoView start page, viewing options, and preferences
more about Infoview. for daily tasks.
Document List Preferences
5] My Favorites
[E3 My Inbox
EX Information OnDemand Services
@ Help
. \ Z
- Cl i c kDocumentd.ist 6
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Figure 107: USLAM reporting

&, Home | Document List | Open - | Send To -

Dashboards -

- Reporting document list

Help | Preferences | About | Log Out

[ & | = | New -~ Add -
=0

& [55] My Favorites

- EL inbox

Public Folders

Organize ~ | Actions ~ | Search title ~ [

My Favorites
Inbox
Public Folders

] &

F X

[ Joft

Total: 3 objects

- Ex p an d Public €oldérs 6

Figure 108: USLAM reporting

The USLAM V4 Dashboards

=R Public Folders
[ USLAM V4 Dashboards

: RepartsUsedByDashboard 3
B ] USLAM V4 standard reports

@Home Document List | Open » | Sen

18| 2 | New  Add ~
= Al
&[5 My Favorites
é“"‘=li1nh0x
= Public Folders
B[ USLAM V4 Dashboards

" USLAM V4 standard reports

Organize

23 USLAM Dashboard

- Public Folders

folder contains 2 ddashboardsa

The USLAM reporting dashboard presenting SLA related information

5 USLAM Reports Catalog

The catalog of USLAM standard reports

- USLAM D ashboard : an example of USLAM reporting dashboard

- USLAM Reports Catalog

: not really a dashboard but a single board

giving quick access to all the USLAM standard reports

Let s

o0 0 k USLAM daghboart d.t h e

It contains six boxes, which give an overview of the analytics that can be
done on top of the USLAM D atamart.

The top 3 boxes focused on the current reference period:

- Number of active SLA

. a speedometer which shows the number of

SLA which are currently activated on the USLAM platform

This allows you to know how many SLA you are monitori  ng on your
platform.
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- Distribution of clause status on current period : a pie chart which
gives the number of SLA clauses per status ( exceed on target, low risk ,
medium risk , high risk , breach).

This allows you to determine if the SLA clauses you are managi ng are
globally ok or not.

- Customer with highest penalty on current period ;asimple
informational panel which gives the customer name having the
highest penalty on current period
This allows you to proactively determine (before the end of the

reference period) what would be the highest penalty you would pay for
a customer.

The bottom 3 boxes focused on historical views:

- Number of breached SLA over last 12 periods :an area chart
which shows the history of the number of breached SLA over the last
12 periods.

This allows you to globally understand the historical trend of the SLA
statuses.

- Distribution of SLA item status over last 12 periods : a bar chart
which shows the history over the last 12 periods of the number of SLA
item classified by their status ( exceed on target, low risk , medium
risk , high risk , breach).

This allows you to globally understand how the SLA item have
performed over the last 12 periods.

- Penalties over last 12 months : an area chart which shows the
history over the last 12 months of the total amount of penalties.
This allows you to understand the historical trend of the total amount
of penalties you paid over one year .

Figure 109: USLAM Reporting Dashboard

USLAM Dashboard

aF X
Edit Dashboard

74 W Exceed
m OnTarget
o LowRisk MyCompany 45230 §
@ MedumRisk
@ HighRisk
B Breach

0 ‘ 15

57 145

— 37

32

16
28 1 512
24 12 510
2 10 508
E
16 s w6
504
12 4 iy
2
08 500
ﬁﬁﬁﬁﬁﬁﬁﬁﬁ o Bf g i
g¥

VVVVVVVVVVVVVVVVVVVV

2013-0 2013-w7 2013-1% 13-41
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Obviously , you can modify this dashboard by adding new analytics or
designing your own specific dashboard using the BOE dashboarding and
reporting capabilities based on the USLAM Universe.

When launching the standard USLAM Dashboar d, if you get the
followingpop -u p me s sThegAdobe S¥G Viewer is not installed.
Downloadnow? 06 , do @®HKoétThiscplug -in ks not needed.

Click O6Lmactehédn cl i ck Poeferericdse NMenrf w v i
Then in 6Dashboard oacheck Ahal Ysexc 6 s
Macromedia Flash when available 6

The dashboarding capabilities of BOE allow also to design some panels
containing some links to existing reports.
Thi s can be USLAM RepdartmCatalbge @ .
You can access it, in the following way:
- Cl i c kUSIbAM V4 Dashboards6 f ol der
- Cl i c kUSIbAM Reports Catalogé o bj ect

Figure 110: USLAM Reports Catalog

USLAM Reports Catalog [+ S
Print Preview | Edit Dashboard

[= [ Reports about Service Levels delivered
| 1 SLA, current reference period_Dsliversd valuss against target
| 1 SLA, last closed reference period_Delivered values against target
| 1 SLA, user requested period_Detailed report
| 1 SLA, user requested period_Clause details report
I Al SLAS (per customer), current reference period_Delivered values against target

[ [ List of managed SLAs, Custemers, Offerings

! List of services

! List of SLA ttems and services

| List of Offerings for all Services

! Listof customers.

! Listof customers with SLAs for all their services

~ Contractual

[ [= End-user reports with custom format

| SLA contractual (business impact details) report for current business period

| SLA contractual (business impact details) report for last closed business period
| SLA contracual (business impact) report for current business period

| SLA contractual (business impact) report for last closed business period

| SLA contractual (compliance) report for current reference period

| All SLAs (per customer), last closed reference period_Delivered values against targst | SLA contractual (compiiance) report for last closed reference period

| List of SLAs for all parties by activation tims
| Al SLAs (per provider), current reference period_Delivered values against target

| Al SLAs (per provider), last closed reference period_Delivered values against target

I All SLAS (per supplier), current reference period_Delivered values against target

I Al SLAS (per supplier), last closed reference period_Delivered values against target

[= [~ Reports about Service Levels credits [ = History and statistics = [ 5LA lifscycle and adjustments

| Penalties over last 12 months | Number of breached SLA over last 12 periods | Adjustment operations over last 12 periods by Provider
! Distribution of SL4 item status over last 12 periods.
! Distribution of SLA clause status, current ref period
! Al SLAs, last 12 periods_Compliance status
| Al SLA tems, Iast 12 periods_Compliance status
! 15La, last 12 periods_Clauses values

| Top 5 customers with highest business impact on current period

| Top § customers with highest business impact on last closed period
I Top S providers with highest business impact on current period

| Top 5 providers with highest business impact on last closed period
| Top 5 services with highest business impact on current period

! Adjustment operations over last 12 periods by Provider
| adjustment operations over last 12 periods by Service
| Adjustment operations over last 12 periods by Supplier

| Top 5 services with highest business impact on last closed period
| Top S suppliers with highest business impact on current period

| Top 5 suppliers with highest business impact on last closed period
| Credits due by Customer on current period

| Credits due by Customer on last closed period

| Credits due by Provider on current period

I Credits due by Provider on last closed period

| Business impact per SLA, OLA, UG for a servics on current psriod
| Business impact per SLA, OLA, UC for a service on a given period

You can find here all the standard reports embedded within ~ the USLAM

product.

The categories illustrate the USLAM capabilities in term of ope rational
and analytical reports: Achievements, Inventory, Contractual, Business
Impact Analysis, Historical analysis , Audit and SLA Administration.
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