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Welcome to This Guide

This guide describes how to use HP Service Level Management to monitor
the contracts your organization has with service providers and customers,
both internal and external, and produce reports that measure service level
agreement (SLA) compliance.

This chapter includes:

» How This Guide Is Organized on page 11

» Who Should Read This Guide on page 12

» How Do I Find the Information That [ Need? on page 12

» Additional Online Resources on page 15

» Documentation Updates on page 16

How This Guide Is Organized

Part |

The guide contains the following parts:

Service Level Management Administration

Describes how to work with the Service Level Management
Administration component to define service Cls and SLAs mapped to IT
metrics, to represent the business services, infrastructure services, and
service level agreements, maintained by your organization.

11
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Service Level Management Reports

Describes how to work with the Service Level Management application to
produce reports that track and analyze service levels, and check
compliance with business objectives.

Service Level Management Repositories

Describes the KPIs, Indicators, and Business Rules Repositories, which
enable you to manage the key performance indicators (KPIs), event type
indicators (ETIs), health indicators (HIs), and business rules used by
Service Level Management.

Who Should Read This Guide

This guide is intended for the following users of HP Business Service
Management:

» HP Business Service Management administrators
» HP Business Service Management application administrators
» HP Business Service Management end users

Readers of this guide should be knowledgeable about navigating and using
enterprise applications, and be familiar with HP Business Service
Management and enterprise monitoring and management concepts.

How Do | Find the Information That | Need?

12

This guide is part of the HP Business Service Management Documentation
Library. This Documentation Library provides a single-point of access for all
Business Service Management documentation.
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You can access the Documentation Library by doing the following:

» In Business Service Management, select Help > Documentation Library.

» From a Business Service Management Gateway Server machine, select
Start > Programs > HP Business Service Management > Documentation.

Topic Types

Within this guide, each subject area is organized into topics. A topic
contains a distinct module of information for a subject. The topics are
generally classified according to the type of information they contain.

This structure is designed to create easier access to specific information by
dividing the documentation into the different types of information you
may need at different times.

13
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Three main topic types are in use: Concepts, Tasks, and Reference. The topic
types are differentiated visually using icons.

Topic Type Description Usage

Concepts Background, descriptive, or Learn general information

&) conceptual information. about what a feature does.

Tasks Instructional Tasks. » Learn about the overall
Step-by-step guidance to help workflow of a task.

Qﬁl} you work with the application | » Follow the steps listed in
and accomplish your goals. a numbered task to
Some task steps include complete a task.
examples, using sample data. » Perform independent
Task steps can be with or operations by
without numbering: completing steps in a

» Numbered steps. Tasks that non-numbered task.

are performed by following
each step in consecutive
order.

» Non-numbered steps. A list
of self-contained operations
that you can perform in any

order.
Use-case Scenario Tasks. Learn how a task could be
Examples of how to perform a | performed in a realistic
task for a specific situation. scenario.

14
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Topic Type

Description

Usage

Reference

®

General Reference. Detailed
lists and explanations of
reference-oriented material.

Look up a specific piece of
reference information
relevant to a particular
context.

User Interface Reference.
Specialized reference topics
that describe a particular user
interface in detail. Selecting
Help on this page from the
Help menu in the product
generally opens the user
interface topics.

Look up specific
information about what to
enter or how to use one or
more specific user interface
elements, such as a
window, dialog box, or
wizard.

Q,

Troubleshooting
and Limitations

Troubleshooting and
Limitations. Specialized
reference topics that describe
commonly encountered
problems and their solutions,
and list limitations of a feature
or product area.

Increase your awareness of
important issues before
working with a feature, or
if you encounter usability
problems in the software.

Additional Online Resources

Troubleshooting & Knowledge Base accesses the Troubleshooting page on
the HP Software Support Web site where you can search the Self-solve
knowledge base. Choose Help > Troubleshooting & Knowledge Base. The
URL for this Web site is http://h20230.www2.hp.com/troubleshooting.jsp.

HP Software Support accesses the HP Software Support Web site. This site
enables you to browse the Self-solve knowledge base. You can also post to
and search user discussion forums, submit support requests, download
patches and updated documentation, and more. Choose Help > HP Software
Support. The URL for this Web site is www.hp.com/go/hpsoftwaresupport.

Most of the support areas require that you register as an HP Passport user
and sign in. Many also require a support contract.

15
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To find more information about access levels, go to:

http://h20230.www2.hp.com/new_access_levels.jsp

To register for an HP Passport user ID, go to:

http://h20229.www2.hp.com/passport-registration.html

HP Software Web site accesses the HP Software Web site. This site provides
you with the most up-to-date information on HP Software products. This
includes new software releases, seminars and trade shows, customer support,
and more. Choose Help > HP Software Web site. The URL for this Web site
is www.hp.com/go/software.

Documentation Updates

16

HP Software is continually updating its product documentation with new
information.

To check for recent updates, or to verify that you are using the most recent
edition of a document, go to the HP Software Product Manuals Web site
(http://h20230.www?2.hp.com/selfsolve/manuals).
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Introducing Service Level Management

This chapter includes:

Concepts

» Service Level Management - Overview on page 20
» The Audit Log on page 24

» Data Purging on page 24

19
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Concepts

& Service Level Management - Overview

20

In Service Level Management (SLM), an administrator defines service level
agreements (SLAs) that represent the formal and informal contracts your
organization has with your service providers and customers. SLAs include
operational level agreements (OLAs), and underpinning contracts (UCs).

Service Level Management determines compliance with your SLAs by
measuring your business applications. You can define business service
entities (Business Service and Infrastructure Service Cls) that represent the
service offerings in your service catalog, and map measurements for
service-related processes and network components to each service CI. The
service Cls are added to your SLAs. You can also add CIs representing
service-related processes and components, directly to your SLAs.

The data produced by the service-related measurements helps you
determine whether the availability and performance requirements of users
and infrastructure are being met. Service Level Management calculates key
performance indicator (KPI) and health indicator (HI) values from the
received availability and performance data, and compares them with
required service level objectives. The results are displayed in reports.

You begin by examining performance trends and setting baselines for a
variety of business processes. These baselines in turn enable you to establish
realistic service level objectives for system availability and performance,
within the different subsidiaries, geographical locations, or organizations
that you serve.

Note: In general, the usage of the terms agreement or SLA, in both the
Business Service Management user interface and in the documentation,
includes SLAs, OLAs, and UCs; one exception to this is in the user interface
pages where you specifically select SLA as the SLA type.
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Service Level Management administration and reporting are accessed from
two different areas of HP Business Service Management:

> "Service Level Management Administration" on page 21
» "Service Level Management Application" on page 23

> "Viewing BSM Information in an External Portal" on page 23

Service Level Management Administration

To access the Service Level Management administration pages, select
Admin > Service Level Management.

Service Level Management Administration includes the following tabs:

» Agreements Manager. From this tab, you create SLAs and recalculate
existing SLAs.

» SLAs. You manage SLAs, OLAs, and UCs that reflect actual agreements
you have with your service providers and customers. The SLAs enable
you to build reports showing the level of service management. For
details, see "Building SLAs with the SLAs Wizard" on page 31.

> Recalculations. You can run recalculations on an SLA, usually after
making retroactive changes. For details, see "Recalculation for SLAs" on
page 67.

> SLA Data Corrections. In this tab, you define retroactive data corrections
for incidents that may skew results and which you may want to exclude
from reports. For details, see "Adjusting SLA Data" on page 183.

> SLA Alerts. In this tab, you define alert schemes to notify users of changes
in SLA status. For details, see "Administer SLA Alerts" on page 339.

» Assignments. In this tab, you can view and modify:

» The definitions for the automatic assignment of KPIs, Hls, and
business rules to monitoring Cls included in an SLA.

» The definitions for the automatic propagation of KPIs to higher-level
Cls.

For details, see "Assignment and Propagation Overview" on page 234.

21
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> Services Manager. In this tab, you define service ClIs to represent business
and infrastructure services provided and consumed by your department.
For details, see "Manage Services" on page 165.

> Repositories. From this tab, you can define offering packages, calendars,
and outage categories, and define new KPIs, HIs, and rule types.

» Service and Cl Offerings. Offerings packages (service offerings and CI
offerings) define KPIs and objective thresholds to use with the services
and other ClIs in an SLA. For details, see "Service and CI Offerings" on
page 20S.

» Calendars. Calendars specify periods during which objectives must be
checked. Service Level Management provides two default calendars
(24x7 and Business Hours); you can define more if needed. For details,
see "Calendars for SLAs" on page 295.

» Outage Categories. Outage categories can be used in Service Level
Management reports, to make results more meaningful. Service Level
Management provides default categories (Database, Network,
Undefined, and Webserver); you can define more outages categories if
needed. For details, see "Status Alerts for SLAs" on page 68.

» KPIs. Service Level Management includes default KPIs that are used
when defining SLAs and offering packages. For details, see "KPI
Repository" on page 525.

> Indicators. Service Level Management includes default HIs and ETIs
that are assigned to ClIs. For details, see "Indicators Repository" on
page 543.

> Business Rules. Service Level Management includes default business
rules that are used with the KPIs and HIs. For details, see "Business Rule
Repository" on page 547.

The Rules API can be used to create new rules; for details see "SLM
Rules API" on page 651.
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Service Level Management Application

To access the Service Level Management application pages, select
Applications > Service Level Management.

The Service Level Management application includes the following tabs:

» Status Snapshot. In this tab, you view current and forecast status for the
best-performing or worst-performing SLAs, and a summary of status in
previous periods. For details, see "Status Snapshot Report" on page 499.

> SLA Reports. From this tab, you can access Service Level Management
reports that show you results for KPIs and HIs, enable you to see how well
service levels compare with your goals, and provide information on
current, forecast, and over-time statuses for SLAs and Cls. For details, see
"Service Level Management Reports - Overview" on page 418.

> Alerts. From this tab, you can access the SLA Alerts reports, showing
information on triggered alerts for the SLAs. For details, see "SLA Alerts
Report" on page 511.

» Outage Reports. From this tab, you can access reports that show data on
outages that have occurred for Cls included in SLAs. For details, see
"Outage Reports" on page 425.

> SLA Management. In this tab, you select service-related views to view
information about the connections between your services, organization
entities, and SLAs. You can link to related reports that assist you in
understanding the connection. For details, see "About SLA Management"
on page 425.

Viewing BSM Information in an External Portal

You can use the BSM menu command Admin > Link to This Page to generate
a link, which can be copied to an external portal in order to view BSM
information.

For details, see "Linking to a Specific Page" in Platform Administration.
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& The Audit Log

You use the audit log to track configuration changes to your SLAs and
services. The audit log displays all configuration changes that can affect
reports.

As the audit log can become very long, you can use filters to display only
those SLAs and services in which you are interested.

The audit log tracks the following changes:

» Creation or deletion of an SLA.

» Any changes made to an SLA.

» The addition of a configuration item (CI) to, or removal from, an SLA.
» Any changes made to services and offering packages.

» Any changes to data correction scheduling, including the creation,
editing, and removal of data corrections.

» Any changes to the calendars.
» Any changes to user permissions.

For details on using the audit log, see "Audit Log" in Platform Administration.

& Data Purging

24

Data collection tables can grow to a very large size, and thus need occasional
purging. For details on managing historical data and the Purging Manager,
see "Partitioning and Purging Historical Data from Databases" in Platform
Administration.

Service Level Management calculates aggregated data for SLA reports, and
this aggregated data is stored for long periods. However, the raw data from
the various monitoring sources is stored in the database for limited periods,
according to the purging policy for each data type (see the settings on the
Admin > Platform > Setup and Maintenance > Data Partitioning and

Purging page).
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If you want to re-aggregate data (when doing SLA recalculations) from
earlier periods, you need to make sure that the raw data is available to do the
calculations for those periods. For example, if there is a two week purging
policy for SiteScope data, but your organization sometimes needs to
recalculate SLAs four weeks retroactively, then you need to change the
purging policy for SiteScope to four weeks so that SiteScope data is available
for the calculations.

If you need to re-aggregate data for further back than three months, then as
well as making sure that the raw data is available, you must also change the
default three month limit for the recalculation policy. To modify the limit,
select Admin > Platform > Setup and Maintenance > Infrastructure Settings,
choose Applications, select Service Level Management, and locate the
Recalculation period limit entry. Modity the value according to the period
you need. (It is not recommended to lengthen the period because of the
increased time required for the recalculation task.)

For information on recalculation, see "Recalculation for SLAs" on page 67.

Caution:

» If you recalculate an SLA for a period when the raw data has already been
purged, you lose the previously calculated data for that period.

» Increasing the data stored in the database can impact on system
performance. Changes to the purging policy and recalculation policy
settings are advanced tasks that should be performed only by an
administrator or HP Software Support.
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SLAs in Service Level Management

This chapter includes:

Concepts

> Agreements Manager - Overview on page 29

» Building SLAs with the SLAs Wizard on page 31

» ClIs in SLAs on page 33

» Indicators for Cls on page 39

» Providers and Customers for Services and SLAs on page 44
» Weights for KPI Calculations on page 45

» SLAs, OLAs, and UCs on page 46

» Manually Changing SLA Content on page 46

» Breakdown by Location for BPM ClIs on page 48

» Configuring SLAs Using SiteScope and EMS Data on page 60
» Imported Transaction Thresholds on page 62

» Six Sigma for SLAs on page 65

» Viewing PNR Data for SLAs in Service Health on page 66

» Permissions for Working with SLAs on page 66

» Recalculation for SLAs on page 67

» Status Alerts for SLAs on page 68

Tasks

» How to Use SLM to Monitor Your Service Agreements on page 69

» How to Define an SLA in the SLA Wizard - Use-Case Scenario on page 75
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» How to Modify an SLA - Use-Case Scenario on page 91

» How to Update Topology Changes to an SLA on page 102
» How to Customize Target Names on page 103

Reference

» Agreements Manager User Interface on page 104

Troubleshooting and Limitations on page 164
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Concepts

& Agreements Manager - Overview

Note: In general, usage of the terms SLA or agreement in both the Business
Service Management user interface and documentation includes SLAs,
OLAs, and UCs; one exception to this is in the user interface pages where
you specifically select SLA as the SLA type. For details on these terms, see
"SLAs, OLAs, and UCs" on page 46.

You use the Agreements Manager to create and manage your SLAs.

In the Agreements Manager, you create service level agreements (SLAs,
OLAs, and UCs) that represent contracts entered into by your department
with service providers and customers. To achieve this, you extract
measurements information from the actual service contract, and interpret
this information within an SLA by adding the appropriate configuration
items (CIs).

Service Level Management monitors the SLAs to check compliance with
your service contracts. Your users can view Service Level Management
reports to see how well actual service levels compare with SLA goals.

The SLAs are based on Cls representing the services you need to monitor.
You add to each SLA the Business Service and Infrastructure Service ClIs, that
are in turn mapped to the service-related CI topology that supports the
service (the ClIs that actually measure the performance of your infrastructure
components and business applications). You can also add service-related Cls
directly to the SLA.

Before you create the SLAs, you must populate the Run-time Service Model
(RTSM) with the required service-related Cls, and model your topologies.
You can model service topologies using the Modeling Studio or from the
Services Manager in SLM. For details, see "Modeling Studio" in the Modeling
Guide, and "Manage Services" on page 165.
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Compliance with SLA objectives is measured using the input from two types
of indicators attached to Cls: key performance indicators (KPIs) and health
indicators (HIs). These indicators are assigned automatically to Cls, together
with their business rules and objective thresholds, based on assignment
definitions and offering packages. For details, see "Indicators for CIs" on
page 39.

Within each SLA, you can also attach additional KPIs and HIs to the Cls.

Service Level Management includes default indicators, with default rules
and values. If you want to use customized KPIs, HIs, or rules with the ClIs,
you should define them before creating your SLA. For details, see "How to
Customize a KPI" on page 531, "How to Customize a Business Rule
Template" on page 554, and "Indicators Repository" on page 543.

For more information on how to build SLAs, see "Building SLAs with the
SLAs Wizard" on page 31.

Note: Service Level Management uses its own indicators and rules, and not
those of Service Health.

Example of Interpreting a Service Level Agreement

The following is an example of clauses in a service level agreement:

Users will be able to access the HP Web site within 8 seconds for 98% of the time
during West Coast business hours. After business hours, they will be able to access the
site within 12 seconds for 95% of the time.

The average round-trip transmission between a UUNET-designated Hub Router in the
Sunnyvale metropolitan area and a UUNET-designated Hub Router in the Chicago
metropolitan area will take 120 milliseconds or less during business hours and 150
milliseconds or less after business hours.
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When defining an SLA in Service Level Management to represent this SLA,
the clauses are interpreted as the following calendars and KPI objectives (for

previously created Business Process Monitor, SiteScope, and Real User

Monitor ClIs):
Term During Business Hours After Business Hours
Calendar 9 AM to 5 PM, Monday 5 PM to 9 AM, Monday
to Friday PST to Friday PST
5 PM Friday to 9 AM
Monday PST
Cl 1 (measures 98% 95%

availability objective)

Cl 2 (measures response
time objective)

Home page must
download within 8

Home page must
download within 12

seconds. seconds.

150 milliseconds from
hub router in Sunnyvale
to hub router in Chicago

120 milliseconds from
hub router in Sunnyvale
to hub router in Chicago

Cl 3 (measures network
response time)

& Building SLAs with the SLAs Wizard

You define SLAs in the SLA Wizard. The SLA Wizard enables you to combine
into a single SLA all the components needed to determine compliance with
your service contract goals. These components define the monitoring
environment and measurements that are applied for the SLA, and include
ClIs, indicators, thresholds, calendars, and tracking periods.

The SLA can be based on service ClIs, or non-service Cls that relate to the
SLA services, or a combination of both.

Tip: It is recommended that you base your SLA on services; you should add
non-service Cls directly to the SLA only if the services are not sufficient.
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Basing the SLA on service ClIs facilitates integration with other service-based
solutions. The service Cls (Business Service CIs or Infrastructure Service Cls)
can be defined before you define the SLA (in the Services Manager page), or
can be defined from the Select CIs page of the SLA Wizard. For task details,
see "How to Define a Service for an SLA - Use-Case Scenario" on page 169.

A service CI has an attached topology of all the ClIs in the RTSM that are
related to that service. For example, you might create a Business Service CI
called Online Payment Service, and attach all CIs in the system that are
related to the online payment service to that Business Service CI. The Online
Payment Service CI can then be added to any SLA you create that involves
the online payment service.

The non-service CIs that you add to your SLAs can be individual leaf ClIs, or
whole CI hierarchies that are not part of a service topology.

After adding a service CI or other CI topology to your SLA, you have the
option to fine-tune the ClIs that are included in the SLA. For example, the
Business Service CI Online Payment Service includes in its topology all CIs
that monitor a particular Web server. This Web server is not applicable for
the SLA you are creating, so you use the Fine Tuning option in the SLA
Wizard to filter the Online Payment Service topology, and exclude the
unnecessary Cls. All other service-related Cls that are part of the Online
Payment Service CI topology remain attached to the SLA.

During SLA creation, you define the offering packages to use for the Cls. The
offering packages types are:

» Service offerings for service Cls

» Cl offerings for non-service ClIs (that are not part of a service hierarchy)

Offering packages include KPIs, rules, and objectives to apply for each CI.
You can customize offering package content as required. For task details, see
"How to Create or Edit a Service or CI Offering" on page 210.

When there is a need, you can also fine-tune information for individual Cls
within the SLA, including KPIs, HIs, objectives, selectors, outages, and
calculation weights (this is intended for users with advanced understanding
of CI and indicator functioning).
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Tip: It is recommended that, as far as possible, you set up offering packages
and assignments for specialized monitoring, and use those preconfigured
settings when defining the SLA, rather than making manual changes to Hls
and KPIs in the SLA.

For user interface details, see "New SLA/Edit SLA Wizard" on page 136. For
task details, see "How to Use SLM to Monitor Your Service Agreements" on
page 69, and "How to Define an SLA in the SLA Wizard - Use-Case Scenario"
on page 73.

é& Cls in SLAs

SLAs are built from the ClIs that represent your service-related network
components and applications.

This section includes the following topics:

> "Measuring SLA Performance with CIs" on page 33

» "Consuming Metrics and Event Data in SLAs" on page 34
"Impact Model and CI Hierarchies" on page 35

"Filtering of Non-Persistent CIs" on page 38

"Maximum CIs in an SLA" on page 38

Y Y VY Y

"Working with SiteScope Groups, Monitors, and Measurements" on
page 39

Measuring SLA Performance with Cls

The KPIs and HIs attached to each CI measure the performance of each ClI,
by comparing the data received for the CI over a calculation period with
defined SLA objectives, to provide an indication of how well SLA goals are
being met.
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For example, you might add the following CIs to your SLAs (either
individually, or as part of a hierarchy for a CI), to check if availability
percentages and performance times reflect the terms of the SLA:

» A CI from the Business Process Monitor domain that measures the time
taken to add a purchase to a shopping cart.

» A CI from the SiteScope domain that measures runtime for a servlet on a
WebLogic application server.

» A CI from the SiteScope domain that measures the percentage of free disk
space on a database server.

Caution: The SiteScope Health groups that are automatically created for
every SiteScope machine have no business impact. The SiteScope Monitor
CIs that are included in the Health groups should not be included in SLAs.

For information on which CIs are added to the SLA as part of a hierarchy for
a CI, see "Impact Model and CI Hierarchies" on page 35.

When required, your SLAs can include Business Process Monitor domain
ClIs, broken down by location. For details, see "Breakdown by Location for
BPM CIs" on page 48.

For more information on KPIs and HIs, see "Indicators for CIs" on page 39.

Consuming Metrics and Event Data in SLAs

The results calculated for the CIs in your SLAs can be derived from metrics
and/or events consumed within BSM:

> Metrics. Metrics arrive in samples, sent to BSM by the data collectors, for
example, a sample from a Business Process Monitor containing metrics on
the response time for running a transaction. The metric samples are
mapped to an HI on a monitored CI, and the HI rule calculates a result
(value/status) based on the metrics accumulated over the calculation
period.
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> Events. For events arriving to BSM, the Service Health statuses of the
corresponding HI are stored in a database. SLM reads the status changes
from the database, and calculates a value for the HI, using the HI
Availability rule. For example, over an hour calculation period, the rule
calculates the percentage of time the HI was not in failure status during
the hour. For more details, see "HI Availability" on page 591.

For information on events in BSM, see Using Operations Management.

Impact Model and Cl Hierarchies

When defining an SLA, you can add individual ClIs, or add group ClIs that
derive their status from a hierarchy of Cls that impact the added ClIs. For
example, you might add a Business Service CI with a hierarchy of
service-related Cls that make up that service.

The BSM impact model determines the direction of impact between the CIs
in the hierarchy, using calculated relationships. These calculated
relationships determine the propagation direction between parent and child
Cls.

When there is no calculated relationship between a parent CI and a child CI,
the child CI is automatically excluded from the topology for a service or
other group CI within the SLA.

When adding a CI and its hierarchy to an SLA, you can choose to add the
entire impact hierarchy from the RTSM for the selected CI. Alternatively,
you can choose to add a limited impact hierarchy that includes CIs that
impact the selected CI only if they appear in the view from which you are
adding the CI to the SLA. For details, see "Select CIs Page" on page 140.
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In the following example, using the Add Cls with their impact model
hierarchy button to add the Sanity service CI to the SLA, adds the CI to the
SLA together with a hierarchy of child CIs that do not appear in the Business
Services view in the left pane:

Select Cls

Select a view in the left pane, select the required Cls (you can also do a zearch for Clz), and click one of the Add butt,

between the panes.
The top Add button adds the selected Cls, together with the impact model hierarchy Cls for each selected CI

The bottom Add button adds the selected Cls, together with the impact model hierarchy Clz that are also included in th
each selectad CI.

Browse Views Search SLA Cls
ﬁ % fal Bal 4 Mew Service = b4 £, Fine Tuning
| Businesz Services El— my SLA
E-LI Business Services E_@'IJ

= E-{@] Default Client_Snt_2p1_1

2 AMOA-BS

8:: amga-s

& YM259

{_5_1 levell
{B) MickeyBsIS
{_l_f_}_lJ Sanity service
5

_Ij Add Cls with their impact model hierarchy
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If the Add Cls with their impact model hierarchy (only Cls that are included
in the view) button is used to add the Sanity service CI to the SLA, only that
ClI is added; the hierarchy of child CIs for the CI are not included in the
Business Services view and so are not added to the SLA:

Select Cls

Select a view in the left pane, select the required Cls (you can also do a search for Clz), and click one of the Add button)

between the panes.
The top Add button adds the selected Cls, together with the impact model hierarchy Cls for each selected CI.

The bottom Add button adds the selected Cls, together with the impact model higrarchy Cls that are alzo included in the
each selected CI.

Browse \Views Search SLA Cls
@ % fa| Fat 4 Mew Service - 3 | <@ Fine Tuning
EHE] my 514

| Busziness Services

=L I Business Services & Santy service
By AMQA-BS
&J amga-Hs
{2y WhMz5e
{21 levelt
{2y WickeyBsI5
{_?,5_1 Sanity service

| Add Clz with their impact model hierarchy (only Cls that arg
I

For more information on the impact model used by BSM, see "Impact
Modeling" in the Modeling Guide.

Each CI you select to add to an SLA is added directly under the SLA root. All
the hierarchy for the CI (according to your impact selection) is added under

the CI.
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Filtering of Non-Persistent Cls

ClIs that are defined to receive non-persistent samples cannot be included in
an agreement. Persistent data refers to data that is stored in the database,
while non-persistent data is reported only to the bus. If you try to add
prohibited CIs to an SLA, you get a message listing the Cls that are excluded
from the agreement.

The non-persistent CITs are defined in the Prohibited configuration item
types XML file, accessed from the Infrastructure Settings Manager. To
modity the list of CITs, select Admin > Platform > Setup and Maintenance >
Infrastructure Settings:

» Select Applications.
» Select Service Level Management.

> Locate the Prohibited configuration item types (CIT) entry, and change as
required.

Maximum Cls in an SLA

The number of CIs that can be included in an SLA is determined by the
deployment scale defined for SLM in Server Deployment (accessed from
Platform Administration). By default, you can define up to the following:

» Small scale deployment - up to 500 ClIs.
» Medium scale deployment - up to 1000 ClIs.
» Large scale deployment - up to 2500 ClIs.

To modify these limits, select Admin > Platform > Setup and Maintenance >
Infrastructure Settings:

» Select Applications.
» Select Service Level Management.

» Locate the Maximum number of Cls for SLA entry, and change as
required.
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Working with SiteScope Groups, Monitors, and
Measurements

The recommended way to create an SLA is using the CIs that represent your
service-related network components and applications.

However, if you are working with SiteScope, and you have already set up
your CI structure with SiteScope groups, monitors, and measurements, you
can use the System Monitors view to create an SLA based on these elements.
Within this view, the KPI and HI assignment mechanism assigns KPIs and
HIs to groups, monitors, and measurements as required.

& Indicators for Cls

The performance of an SLA is calculated based on the performance of the
ClIs in the SLA, and the performance of the ClIs is measured using two types
of indicators, KPIs and HIs. The KPIs and HIs definitions include, as
appropriate, business rules, objective thresholds, and selectors. The
indicators are attached automatically to the CIs that you add to an SLA.

For each monitoring domain, SLM provides default indicators. If you import
additional content packs into BSM, the appropriate indicators for the data
are added to SLM and automatically used for the relevant Cls.

This section also includes:

» "KPIs for CIs" on page 40
» "HIs for CIs" on page 42

> "Selectors" on page 43
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KPIs for Cls

Key performance indicators (KPIs) provide high-level information on how
well each CI in an SLA is performing, compared with the objectives set for
that CI and it’s KPI within the SLA. Each KPI calculation is based on data
from HIs, child or sibling KPIs, or a combination of these, according to the
business rule for the KPI.

Each KPI has a business rule that calculates KPI status or value (or both). For
example, you can specify a rule that sets the status of the KPI to the worst
status of any HI attached to the CI, or to the average value of all KPIs
attached to the child CIs. Each change in status for a KPI attached to a CI
may in turn trigger a change in status for the KPI on the parent CI, and so
forth up the hierarchy.

Service Level Management assigns the KPIs to each CI in an SLA, together
with the business rule and objective thresholds used by each KPI, based on a
combination of KPI assignment definitions and offering package
definitions. Assignment is automatically activated when you add CIs to an
SLA, remove CIs from an SLA, or modify links between a CI and its parent
ClIs in an SLA. For more information, see "Assignment and Propagation
Overview" on page 234. For more information on offering packages, see
"Offering Packages in SLAs" on page 208.

In addition, you can manually attach KPIs to the ClIs within an SLA, and edit
the attached KPIs. You can attach a KPI to any CI, at any level in the SLA
hierarchy. For details on attaching and editing KPIs, see "Add KPI for CI/Edit
KPI for CI Dialog Box" on page 113.

The KPIs, whether attached automatically or manually, propagate up the CI
hierarchy in the SLA based on KPI propagation definitions. For details on
propagation definitions, see "Propagation Rules" on page 241.

When adding KPIs to a CI, note the following:

» By default, a maximum of 6 KPIs can be attached to any CI. (You can
change this in the Infrastructure Settings page, see "Maximum number of
KPIs to a CI" on page 41.)

» The KPIs that you attach to a CI, or changes that you make to a KPI for a
Cl, are only active within the current SLA. These changes have no affect
on the CI or KPIs within other SLAs.



Chapter 2 » SLAs in Service Level Management

» The applicable rule list displayed for the KPI may vary, depending on the
specific CI type to which the KPI is attached.

» Service Level Management uses its own KPIs, only viewable in Service
Level Management reports. The exception to this is the PNR KPI, which is
used to show SLA data in Service Health. For details, see "Viewing PNR
Data for SLAs in Service Health" on page 66.

KPI Domains

Domains are groups of KPIs that monitor similar functions; KPIs are
assigned to domains within the KPI repository. For example, the Network
domain contains the Network Availability and Network Performance KPIs,
while the Business Health and Business Performance KPIs are assigned to the
Business domain.

Within the KPI repository you can create a domain to suit your
organization’s needs. For user interface details, see "New KPI/Edit KPI Dialog
Box" on page 540.

Maximum number of KPlIs to a Cl
By default, you can assign up to six KPIs to a single CI in an SLA.

To modify this limit, select Admin > Platform > Setup and Maintenance >
Infrastructure Settings:

» Select Applications.
» Select Service Level Management.

» Locate the Maximum number of KPIs for a single Cl entry and modify as
needed. You can enter a value between 3 and 20.
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His for Cls

Health indicators (HIs) provide fine-grained measurements on the ClIs that
represent your monitored applications and business services. Some HIs
provides business metrics such as backlog and volume, while others monitor
various aspects of performance and availability such as CPU load or disk
space. HIs are based on the data consumed by BSM, calculating results from
metrics in the incoming samples sent by data collectors, or from status
changes recorded for events sent to BSM, and thus represent the actual
monitored components in the hierarchy of calculations for an SLA.

For an introduction to health indicators, see "Health Indicators and KPIs -
Overview" in Using Service Health.

KPIs and HIs are automatically assigned to the monitored CIs in an SLA.
When the rule for a KPI defines that its calculation is based on HIs, the KPI is
assigned only when at least one of its related HIs is also defined to be
assigned to the CI, based on the HI assignment definitions. For more
information, see "Assignment and Propagation Overview" on page 234.

You can manually attach HIs to the CIs within an SLA, and edit the attached
HIs. For details on attaching and editing KPIs, see "Add Health Indicator for
CI/Edit Health Indicator for CI Dialog Box" on page 105.

The definition for each HI includes a rule, rule parameters, objectives for the
selected calendar and tracking periods (optional) and a selector. By default,
the HI uses the same objective thresholds as the corresponding KPI (taken
from the offering package for the CI). The selector defines which data
samples on the database are relevant for the HI (see "Selectors" on page 43).

As with KPIs, the Business Logic Engine calculate a value for the HI, and
compares the value with the objective thresholds for the HI to assign a
status (depending on the rule definitions).

Note: When the Synthetic User Transaction Performance HI and the BPM
Percentile rule are used together for a BPM CI, the definition for the rule
includes an import mechanism that can import the transaction threshold
settings. For details, see "Imported Transaction Thresholds" on page 62.
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Maximum number of His to a Cl

By default, you can assign up to ten HIs to a single CI in an SLA.

To moditfy this limit, select Admin > Platform > Setup and Maintenance >
Infrastructure Settings:

» Select Applications.

» Select Service Level Management.

» Locate the Maximum number of Health Indicators for a single Cl entry
and modify as needed. You can enter a value between 3 and 20.

Selectors

When a monitored CI is assigned an HI, the HI properties include a selector.
A selector is a filter definition that defines which samples are relevant for
the HI calculation. The Business Logic Engine uses the selector to identify
and utilize the data that is relevant for each CI and its HIs. Different
selectors can be used by different HIs (with corresponding rules), enabling
the use of different samples for each HI attached to the same CI.

Note: Selectors are also used for the Outages KPI when using certain outage
rules.

Each selector filter consists of one or more selector expressions, defining the
conditions for identifying a relevant data sample. There is an AND
relationship between each of the selector expressions within a filter,
dictating that all conditions must be met (all selector expressions must have
result TRUE) for a data sample to qualify for that selector filter.

If more than one sample type is relevant for the HI, then the selector can
contain multiple filters. There is an OR relationship between each selector
filter, dictating that a data sample needs to meet the requirements of only
one of the selector filters to qualify for the HI.
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If you define a new HI instance for a CI, SLM uses a default selector for the
HI. The default selector definitions include the health indicator type and the
RTSM ID of the CI. The default selector is defined in an XML file, accessed
from Admin > Platform > Setup and Maintenance > Infrastructure Settings >
Applications Context > Service Level Management > Default selector for
new health indicators.

Note: The default selector is applied only when defining an HI on a single
CI, not when defining an HI for multiple Cls.

For user interface details, see "Selector Area" on page 111.

For a task on defining selectors, see "How to Define Selectors for HIs" in
Using Service Health.

& Providers and Customers for Services and SLAs

44

When creating SLAs and services, you can define the service provider
providing the services being consumed, and the customer consuming the
services. They can be part of your internal IT department or external. If
required, you can associate a provider with each service, and associate a
different provider with the SLA that contains those services.

The service providers and customers are added as organization entities in
the RTSM, as part of the Business Units view, and are then available to use
with any other SLAs or services. If required, you can create relationships
between Organization ClIs, and define additional Organization ClIs, in the
Admin > RTSM Administration > Modeling > IT Universe Manager page. For
each Organization CI, you can build a hierarchy of components.

For user interface details, see "Select Customer Dialog Box" on page 156, and
"Select Provider Dialog Box" on page 157.
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After linking organization entities to your SLAs, you can see information
organized by providers and customers in some of the Service Level
Management reports and in the SLA Management tab. You can also see
information on the services associated with providers in the Service
Providers view (available in the SLA Management tab and in Service Health).

& Weights for KPI Calculations

You define weights for Cls in the SLA Wizard (see "CI Data Area - Weights
Tab" on page 154).

You define weights on child CIs, so that a weighted child CI has more
impact on the KPI calculations for the parent CI than the other child ClIs.
The weights are only applied for KPIs that have a rule that uses weights, for
example, if the rule calculates a percentage. All group rules that calculate an
average based on child KPI results, take child weights into consideration in
calculations.

For example, your SLA includes a Business Application CI that contains two
Business Transaction CIs. You decide that availability and performance for
the first BT CI are more important than for the second, and so you give the
CIs weights of 2 and 1. When Service Level Management calculates the KPI
values for the Business Application CI, child CI 1 contributes two thirds of
the overall score and CI 2 contributes one third.

Tip: When assigning weights to Cls, it may be helpful to consider the
percentage weight you want to give each CI. For example, if you have two
ClIs and you think one should carry 40% of the weight and the other 60%,
you could set their weights at 40 and 60 respectively.

Note: By default, Six Sigma calculations do not take weighting into account.
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& SLAs, OLAs, and UCs

When defining an SLA in Service Level Management, you can classify it as
one of the following SLA types:

» OLA (operational level agreement). An internal agreement covering the
delivery of services which support the IT organization. OLA is usually
used to indicate that the contract addresses system hardware (machines,
routers, and so on).

> SLA (service level agreement). Written agreement between a service
provider and customer, that documents agreed service levels for a service.
SLA is usually used to indicate that the contract addresses services
(applications, services, business processes, and so on).

» UC (underpinning contract). A contract with an external supplier
covering delivery of services that support the IT organization in their
delivery of services.

These classifications are used to filter and organize SLA data in Service Level
Management reports.

& Manually Changing SLA Content

46

When defining an SLA, you define the SLA properties, and must select the
CI hierarchies you want to include in the SLA from the available views. You
can also assign your own customized offering packages, to define the KPI
and HI values that are used for the Cls.

After defining these aspects of an SLA, SLM automatically assigns all
indicators and parameters needed by the SLA to monitor your services, using
default values and the values defined in the offering packages.
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You can fine-tune, modify, and override many of the SLA elements, as
described below:

» Use the fine-tuning option to specify the specific Cls in a CI hierarchy
that you want to include in the SLA. For user interface details, see "Fine
Tuning Dialog Box" on page 132.

» Use the location breakdown option to include location for BPM Cls in the
SLA. For details, see "Breakdown by Location for BPM CIs" on page 48.

» On the Configure SLA Indicators page, you can manually attach
additional KPIs or HIs to any CI included in the SLA, or delete KPIs and
HIs from a CI. This can include KPIs that are not part of the assignment of
the offering package for the CI, and new KPIs that you create in the
repositories. For user interface details, see "Configure SLA Indicators Page"
on page 147.

> You can edit the rule, parameter, or objective thresholds for any KPI or HI.
Within an SLA, you also have the option to edit these aspects for
individual indicators within the SLA, overriding the assignment and
offering package values that were used for the indicators.

For user interface details, see "Add KPI for CI/Edit KPI for CI Dialog Box"
on page 113, and "Add Health Indicator for CI/Edit Health Indicator for
CI Dialog Box" on page 105.
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& Breakdown by Location for BPM Cls

48

Note: In Business Service Management 9.x there is no longer an Include
Locations option in the SLA Wizard.

BSM provides the ability to breakdown by location the business
applications, business transaction flows, and business transactions that are
monitored by the Business Process Monitor (BPM) domain. This breakdown
functionality is available exclusively within an SLA, and enables you to
breakdown a location by its BPM ClIs, or to breakdown BPM CIs by their
assigned location.

Adding location breakdown to an SLA enables you to drill down in the SLM
reports to see results per location; or enables you to remove a specific
location from an SLA, so that results from that location do not impact on
the overall SLA metrics.

The breakdown is performed from the Select CIs Page of the SLA Wizard,
after the CIs have been added to the SLA. (For details on the page, see "Select
ClIs Page" on page 140.)

This section also includes:

» "Adding Breakdown by Location to an SLA" on page 49

» "Location Breakdown Examples" on page 50

\

"About Breakdown CIs" on page 55

\

"Topologies for Multiple Domains" on page 55

\

"Reversing Location Breakdown" on page 59
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Adding Breakdown by Location to an SLA

You perform a location breakdown in the SLA Cls pane of the Select Cls Page
(for UI details, see page 140) by selecting the relevant option from the
Breakdown menu (available from the toolbar, or by right-clicking the
relevant CI). The Breakdown option is enabled when you select a Business
Application, Business Transaction Flow (BTF), Business Transaction (BT), or
Location CI, as long as the CI is monitored by BPM. You can also select
multiple CIs (of the same CIT) for breakdown.

The breakdown creates breakdown CIs for the relevant BPM locations
running the transactions.

Note: Locations are defined in the Location Manager, and assigned to the
BPM data collectors that monitor the applications or business transaction
flows. For details, see "Location Managetr" in Platform Administration.

After activating a location breakdown, the SLA ClIs pane displays a new
topology of breakdown Cls. The relevant location name is automatically
added to the end of each CI name, for example, MyApplication from Tokyo.
The breakdown ClIs are additional CIs added to the SLA, with their own
default KPIs and health indicators (HIs).

The following are the breakdown CI types:
> SLM BPM Application from Location

» SLM BPM BTF from Location

» SLM BPM Transaction from Location
The breakdown is recursive, with CIs from the relevant locations added at
each relevant layer under the original CI. The breakdown topology for an

application therefore includes 3 layers of breakdown ClIs for the application,
BTFs, and BTs.
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Note the following points:

> Best practices: The breakdown options should be used selectively; the
breakdown may add many additional ClIs to the SLA and to the RTSM,
which may impact performance and capacity.

» If you want the location breakdown to apply retroactively for the SLA (so
that you can see location breakdown results over time in the SLA reports),
you need to perform recalculation for the SLA. For details, see
"Recalculation for SLAs" on page 67.

» If additional locations are added in the future for a BPM application in a
breakdown, or additional BPM applications are added for a location in a
breakdown, these are not automatically added to the SLA. To synchronize
the location breakdown in the SLA with these changes, open the Edit SLA
Wizard and reapply the breakdown option for the relevant CI. For details,
see "New SLA/Edit SLA Wizard" on page 136.

» You cannot apply a breakdown to a CI which is already part of a
breakdown configuration, meaning Cls with a broken ancestor node, or a
broken descendant node.

A broken node is a CI which has child ClIs of the following CITs:
application by location, BTF by location, or BT by location. A broken
ancestor node is possible in the case of a CI monitored by multiple
domains.

Location Breakdown Examples

In the following examples, location breakdown is performed in an SLA that
contains a Business Application CI, My app and a Location CI, New York. The
topology for My app contains BTF and BT ClIs.

SLA Cls

4¢ New Service - <, Fine Tuning B B

=&
(&) Wy app
B-[Etx 5 10 15
tx_10
tx_15
tx 6

'C;' Mew York




Chapter 2 » SLAs in Service Level Management

Full Application Breakdown Example

The SLM Administrator selects the Breakdown > Breakdown by location
option for the Business Application CI, My app. The original topology under
My app is replaced by two branches containing breakdown CIs for the
locations New York and Tokyo. There are three layers of breakdown Cls; for
example, for New York there are application, BTF, and BT breakdown ClIs, all
corresponding to the ClIs in the original My app topology.

SLA Cls

4 Mew Service - e, Fine Tuning B B

B8] sLa

=@l My app
B4 My app From Mew ‘York
E[&] tx_5_10_15 From Mew York
—@b tx_10 From Mew Yark
—@h tx_15 From Mew Yark
—@b tx_5 From Mew Yorlk
8% My app From Tokyo
E-[&] tx_5_10_15 From Tokyo
—@b tx_10 From Tokyo
—@h tx_15 From Tokyo
—@b tx_5 From Tokyo
—'CJ Mew York
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Location Cl Breakdown Example

After performing the application breakdown, the SLM Administrator now
selects the Breakdown > Breakdown by BTF option for the Location CI, New
York. A breakdown topology is added under the Location CI, containing all
BTF and BT breakdown CIs (SLM BPM BTF from Location and SLM BPM
Transaction from Location) that relate to applications monitored from New
York. The BTF and BT breakdown ClIs for the My app application are repeated
in the topology.

SLA Cls

4 MNew Service ~ | 3¢ | g Fine Tuning ¢ | EE | By B

B8] sLat
-8 My app
E1—-4&% My app From Hew York
tx_5_10_16 From Mew York
89 tx_10 From Mew Yoark
89 tx_15 From Mew Yoark
89 tx_5 From Mew Yorlk
tx_fail From Mew York
89 tx_1_failed From Mew York
89 tx_2 failed From Mew York
FE—4&% My app From Tokyo
EI—';;I MNew Yaork
Default Cliert_Smt_2&1_1_Sanity _BTW1 _1 From Mew Yark
Default Cliert_Smt_&p1_1_Sanity_BTW1 _2 From Mew Yark
Default Cliert_Smt_&p2_1_Sanity_BTW2_1 From Mew Yark
tx_5_10_16 From Mew York
é’s tx_10 From Mew York
ég tx_15 From Mew Yorlk
ég tx_5 From Mew Yark
tx_fail From Mew York
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Exclude Data From a Specific Location Example

Instead of adding a full breakdown topology to the SLA, the SLM
Administrator simply wants to exclude data from Tokyo for the transaction
tx_5.

The SLM Administrator selects the Breakdown > Breakdown by location
option for the BT CI tx_5.

SLA Cls
4 Mew Service ~ | 3€ | ¢g Fine Tuning | @ - | B B

B8] sLa
(& Wy app
B (@t 510 15
tx_ 10
tx 15
tx 5

(:;' Mew York

©  Create new service C| r

#£ PRemove selected Cls  CulD
@ Breakdown ¢ % Breakdown by location

B I Properties Breakdown |
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A new branch is added under tx_5 containing SLM BPM Transaction from
Location ClIs for the locations New York and Tokyo. The SLM Administrator
opens the Fine Tuning dialog box and clears the check box for tx_5 from
Tokyo.

£| Fine Tuning @
= [

The tree displays Cls included in the SLA (indicated by a selected check box), and Cls that are part of the
impact model but not included in the SLA (indicated by an empty check box).

A Clwith an overlaid icon, ie. < iz included inthe SLA | but the impact model connecting it to the
higher-level Cl no longer exists in the in the impact layer. Select or clear the Cl check box to includefremove
it from the SLA.

SLA Cls
By Bl
=& sLat
=1 (8] My app
B B tx_5_10_15
tx_10
tx_15
== [&] tx_&
tx_56 From MNew York
tx_5 From Tolkyo
() Mew York

The SLA topology is now set to include data for the business transaction tx_5
only when it is run from New York.

SLA Cls

o New Service - | b4 ; .{& Fine Tuning : | i L ey

EH[&] sLet

[©] Wy app
B[ tx_5 10 15

&) tx_10

tx_15

tx_&

l—fs tx_5 From Mew Yorlk

O Mew Yaorl
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About Breakdown Cls
The breakdown ClIs are handled in BSM as follows:

» The SLM assignment mechanism automatically attaches the relevant
default KPIs and HIs to each created breakdown CI. (For details on
assignments, see "Indicator Assignments and Propagations" on page 233.)

» Once the breakdown ClIs are added to an SLA, they can be treated as any
other Cls in the SLA, including modifying or adding KPIs and HIs.

» The breakdown CITs are specialized CITs for SLM, and are only relevant
within the SLM domain. They are not consumed by any other BSM
application.

Topologies for Multiple Domains

When you add a location breakdown topology to an SLA, SLM checks which
domains are monitoring each business transaction, business transaction
flow, and application in the branch selected for breakdown. If the CIs are
monitored only by BPM, then the BTF and BT CIs in the original topology
are removed from the SLA and only the breakdown topology remains.

However, if any of the BT Cls in the original topology are receiving
monitoring data from any other domain (for example, from Real User
Monitor), then those ClIs and their parent CIs remain in the SLA, in the
original topology—only the BTs that are monitored solely by BPM are
removed from the original topology. BTF Cls and CI Collection ClIs
(containing one or more BTF ClIs) remain in the original topology if they
still have child CIs, and are removed if there is no non-BPM monitored
transaction left in their hierarchy.
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SLM performs the following logic to clean up the KPIs and HIs from the
original topology, so that the BPM metrics impact the SLA through the new
breakdown topology (and not also through the original topology).

1 The default KPIs and HIs used for data from the BPM domain are as
follows:

KPI HI

Application Availability Synthetic User Transaction Availability
Application Performance Synthetic User Transaction Performance
Application Response Time BPM Response Time

For each of the above KPIs assigned to a CI in the original topology, when
KPI calculation is impacted by HlIs, the BPM HIs are removed from the
Related Health Indicators field for the KPI, breaking the connection
between the two entities.

Note: These KPIs and HIs are defined by an infrastructure setting, based
on the default SLM BPM KPI assignment. If you make any changes to this
assignment, or if you edit the infrastructure setting definition, this will
impact which KPIs and HIs are removed from the multiple domain
topology. Only KPIs with related HIs are taken into account. This
infrastructure setting is defined in Admin > Platform > Setup and
Maintenance > Infrastructure Settings > Applications > Service Level
Management > BPM Breakdown KPI assignments.
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2 SLM checks if the KPIs on the ClIs are still impacted by data from HIs in
other domains (for example, RUM). If there are no other impacting HIs
for a KPI, then that KPI is removed.

For example, if the Application Availability KPI on a BT CI is impacted by
both the Synthetic User Transaction Availability HI (BPM domain) and
the Real User Transaction Availability HI (RUM domain), then the
Application Availability KPI still remains attached to the CI and
impacting the KPI after the Synthetic User Transaction Availability HI is
removed.

3 SLM checks if any of the HIs on the CIs are still impacting a KPI. If not,
the HI is removed. If the HI is still relevant (for any CI), it remains.

Note: If a custom KPI is attached to the CI, for example, Custom
Availability KPI, and that KPI is impacted by one of the BPM HIs, for
example, the Synthetic User Transaction Availability HI, then that HI is
left in the original topology, even though the Application Availability KPI
is removed.

4 The SLM assignment mechanism assigns KPIs and HIs to the new
topology.

Multiple Domains Example

An SLA contains the Business Application CI, App1, which includes ClIs
monitored by the BPM domain and other domains.

SLA Cls

4 Mew Service ~ | 3§ | <@ Fine Tuning | @ - gl el

B8] sLat
=-[8) Appt
BE-[gtx_5 10 15

RUN1
tx_10

tx_15
tx_5
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The SLM Administrator selects the Breakdown > Breakdown by Location
option for the Business Application CI. SLM displays an information dialog
box, stating that some Cls are monitored by other domains.

.

Info |

@ Some of the selected Cls descendants are monitored by a non BPM domain
and therefore will not be removed from the SLA:

[&] RUMY is monitored by RUM

@ tx_10is montored by Diagnostics
@ tx_15is montored by Diagnostics
@ tx_5 iz monitored by Diagnostics

(—

After the breakdown, the SLA still contains the original topology (which is
now calculated based on RUM and Diagnostics data, and not impacted by
BPM data), in addition to the BPM location breakdown topology.

SLA Cls

 Mew Service - | 3% | @, Fine Tuning | &b ' | B B

BB sLad
(0] App

[l]—@ Appd From Mew York
E-[&] tx_5_10_15 From New York
—& tx_10 From Mew York
—& tx_15 From Mew York
—& tx_56 From Mew York
I}]—@ App1 From Toloyo
E-[&] tx_5_10_15 From Tokyo
—& tx_10 From Tokyo
—& tx_15 From Tokyo
—& tx_6 From Taolyo
B[ tx 5 10 15

&] rUm

&] tx_10

&] tx_15

&] tx_5
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Reversing Location Breakdown

If you have performed a location breakdown for BPM ClIs in an SLA, and you
want to revert to the original topology, you can select the CI where you
performed the breakdown and click the Undo Breakdown button.

The breakdown ClIs are removed and the original impact topology is
restored in the SLA, using the default KPIs and HIs for the BPM data.

After saving your changes to the SLA, perform recalculation for the SLA if
you want the changes to apply retroactively to the SLA data (see
"Recalculation for SLAs" on page 67).

Note the following points:

» If you have removed specific BTF or BT CIs using the fine tuning option,
this CI filtering is canceled by the breakdown reversal. All the relevant Cls
are now included in the SLA.

» If you have customized KPI or HI definitions on a CI within a breakdown,
the breakdown reversal deletes the customization. The SLM assignment
mechanism automatically attaches the default KPIs and HIs to each Cl in
the original impact model.

» Customizations on CIs monitored by domains other than BPM (for
example monitored by RUM) are not changed following breakdown
reversal.

» HI objectives for CIs monitored by BPM are taken from the default KPI
objectives, and not from customized KPI objectives.
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& Configuring SLAs Using SiteScope and EMS Data

60

You can set up an SLA using SiteScope or EMS Integration data, as follows:

SiteScope Data in SLAs

If you have created custom views which display SiteScope monitor Cls
attached to the monitored Cls, when creating an SLA based on SiteScope
data, do not drag the monitor CIs into the SLA. Instead, drag the monitored
ClIs themselves into the SLA. For example, if your topology includes a
database CI and a monitor CI attached to it, drag the database CI itself into
the SLA.

The KPI and HI assignment mechanism automatically assigns the relevant
indicators to the monitored CI, according to what is actually monitored on
the CI. If you define mapping between monitor measurements to an HI
within System Availability Management or SiteScope, SLM automatically
assigns the new HIs to the monitored CI in the SLA. For details on adding
HIs within SiteScope, see "How to Create and Manage Indicator
Assignments" in Using System Availability Management.

Note: SLM assigns HIs to the CIs monitored by SiteScope using the SiteScope
Dynamic Health Indicator Assignment, which is defined on the
Configuration Item CI type. Within this assignment you can modify which
rule is used to calculate these HIs; for details, see "SiteScope Dynamic HI
Assignment" on page 240.
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SiteScope Monitors that Do Not Report Topology

There are a number of SiteScope monitors which do not report topology by
default; for details see "Monitors Not Reporting Topology Data By Default"
in Using System Availability Management.

If you want to include data from these monitors in your SLA, you have the
following options:

» Manually set up the monitors to report topology; for details, see "How to
Configure Topology Reporting" in Using System Availability Management.

» Open the System Monitors view, and drag the relevant monitor Cls into
your SLA.
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& Imported Transaction Thresholds

The following sections describe how Service Level Management
automatically imports Business Process Monitor transaction thresholds, and
how to override the import process.

How Imported Transaction Threshold Works

BPM Business Transaction Cls are created using the transaction threshold
settings defined in Admin > End User Management. The transaction
threshold settings define OK, Minor, and Critical statuses for the Business
Transaction ClIs.

Set Transaction Thresholds

Cefine the transaction thresholds

&

Transaction | Scripts | OK(sec) | Minor (sec)) | critical (sec.) | Outlier (sec.) | Availability (..
trans_10 MediumProfSc... & g8-12 12 45 a0
trans_1 MediumProfSc... & g8-12 12 45 a0
trans_2 MediumProfSc... & g8-12 12 45 a0
trans_3 MediumProfSc... & 812 12 45 a0
trans_4 MediumProfSc... & g8-12 12 45 a0
trans_5 MediumProfSc... & 812 12 45 a0
trans_G MediumProfSc... & 812 12 45 a0
trans_7 MediumProfSc... & 812 12 45 a0
trans_8 MediumProfSc... & g8-12 12 45 a0
trans_9 MediumProfSc... & 812 12 45 a0
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When the Synthetic User Transaction Performance HI using the BPM
Percentile rule is defined for a Business Transaction CI in an SLA, the
definition for the rule includes an import threshold mechanism. This
mechanism imports the value defined for the monitor’s OK threshold into
the Percentile Condition parameter for the rule. (For information on the
rule, see "BPM Percentile" on page 579.)

g Edit Health Indicator for Cl: trans_1

Health Indicator

Health Indicator:

Business Rule: BFM Percentile |V|

Health Indicator Properties

Business Fule Parameters

Trimming condition: | < |V| | | seconds
Percentile condition: | < |V| | g | sgconds
Mo data timeout: | 3600 | seconds

Note the following:

» This import mechanism is applied to Business Transaction CIs and SLM
BPM Transaction from Location Cls.

» You can override the imported threshold by editing the HI in the SLA
Wizard.
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Hard Code the Percentile Condition Parameter

If you want to hard code a different value for the Percentile Condition
parameter, you can do so in the HI assignment definitions for the Business
Transaction Cls.

1 On the Health Indicator Assignments page, select Business Transaction >
BPM Business Transaction HI Assignments and click the Edit button.

2 In the Health Indicator Configurations area, select Synthetic User
Transaction Performance and click the Edit button.

3 Change the value for the rule’s Percentile condition parameter to the
required value. For example, you might change the Percentile condition
to Value="10".

E Edit Health Indicator For Azsignment: BPM Business Transaction Hl Assignments

Define a Healtth Indicator Corfiguration

Health Indicator [#]

* Heafth Indicator:

# Businezz Rule: | BFM Percentile |V|
* Priority: | DI%‘
Business Fule Parameters [#]
Calculation method: ) sample Based (® Time Based
lgnore timed ot trimming: | Falze |V|
Mo data timeott: | 3800 | seconds
C::f_agrcentile condition: [< [=][s | se&ﬁﬂ:ﬁﬂ Convert miliseconds to seconds

Trimming condition; | |v| | | seconds [ | Convert miliseconds to seconds

* You can drag properties from Cl Type Properties list or press Ctrl + i while editing a field to set the valus to
the selected property.

For more information on editing assignments, see "How to Define a KPI or
HI Assignment" on page 250.
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& Six Sigma for SLAs

You can produce Service Level Management reports that show data from a
Six Sigma perspective. To see Six Sigma data for a ClI, you define Six Sigma
calculations for the CI in the SLA Wizard.

At the monitoring level, define a Six Sigma rule for HIs used by the CI.
Define for the CI one of the Six Sigma KPIs, either Availability Six Sigma or
Performance Six Sigma, using the business rule Six Sigma Group. The KPI
should be calculated based on the HIs for the CI.

For Service Level Management to calculate the number of failures for a CI,
all HIs used by the KPI, or all child KPIs for the KPI on a group CI, must
include a Six Sigma rule.

When defining objectives for HIs and KPIs using Six Sigma business rules,
you enter Six Sigma objective values between 0 and 6 with up to three
decimal points. This defines the objective against which Service Level
Management measures the time taken to execute a process, or the time that
a business application or a service is up and running.

Tip: It is recommended that you set up offering packages and assignments
for Six Sigma, and use those preconfigured settings when defining the SLA,
rather than making manual changes in the SLA.

For details on Six Sigma KPIs and rules, see "List of Service Level
Management Business Rules" on page 557.

To see Six Sigma data in reports, see "Configuring Additional Values to Use
with KPIs" on page 438.
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& Viewing PNR Data for SLAs in Service Health

In the views displayed in Service Health, you can include PNR (Point of No
Return) data for CIs that are included in your SLAs.

The PNR KPI enables you to view how well SLA objectives are being met.
When the PNR KPI is defined for a CI, a bar is displayed in Service Health
indicating how much more time (in percentages) the CI can be unavailable
before the SLA is in breach of contract.

The PNR KPI is defined for the CI in Service Health Administration, and is
calculated based on the unavailability of the CI in Service Level
Management.

For more details, see "Enabling PNR (Point of No Return) Display within
Service Health" on page 552.

& Permissions for Working with SLAs

66

After defining an SLA, the HP Business Service Management administrator
must give users permission to work with the SLA. Users with view
permission can view or generate reports for their SLAs. You define
permissions in Admin > Platform > Users and Permissions.

For general information on defining permissions, see "Permissions
Overview" in Platform Administration.

Note: If you change a user’s permissions for a specific SLA, the user must log
out and log in again to view the changes.
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& Recalculation for SLAs

Note to HP Software-as-a-Service Users: HP Operations administers the
recalculation task functionality. For information about recalculation,
contact HP Software-as-a-Service Support.

SLM automatically recalculates the SLA data once an hour, for the data
received two hours ago. That is, if the time is now 07:30 AM, SLM
recalculated the data at 7:00 AM for data that was received between
05:00 AM and 06:00 AM.

Note: If you create a new SLA for a period in the past, then Service Level
Management automatically runs recalculation.

In addition, you can schedule recalculation tasks to update the data in your
SLAs. You generally use recalculation after making retroactive changes. For
example:

» After defining a data correction event for the previous week, you should
run the recalculation process to show the effect of the data correction on
results.

» In the case of a connection problem with a site where data is sent after a
one day delay, you should run recalculation so that this data is also
included in calculations. (Service Level Management automatically
supports "late arrivals," that is, data that reaches the database up to one
hour after the data is recorded. However, for data reaching the database
after a longer period of time, you must run the recalculation function.)

» After viewing the reports of a specific SLA, you notice that the objective
definition was set too high. You edit the objective and run recalculation
so that the change is reflected in the historical data.
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Service Level Management performs aggregation retroactively on existing
data only when an SLA is recalculated. If the SLA is not recalculated,
previous data is displayed in the report even though it may not answer the
criteria set by the changes.

Recalculation tasks are scheduled from the "Agreements Manager Page" on
page 124. Recalculation is only enabled if an SLA can be recalculated. The
functionality is disabled for SLAs with state Preliminary or Pending, and for
Terminated SLAs that ended too long ago for recalculation.

After scheduling a recalculation task, you can cancel the scheduled task if it
has not yet begun running. Once the task is running, a message is displayed
in the State column on the Agreements Manager page, for example,
Recalculation Progress: 25%.

By default, the earliest date at which the recalculation process can begin
running is three months back (default set in the Infrastructure Settings
Manager). For details, see "Data Purging" on page 24.

Caution: If you recalculate an SLA for a period when the raw data has
already been purged, you lose the data that was already calculated for that
period. For more information, see "Data Purging" on page 24.

& Status Alerts for SLAs
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You can create alert schemes to notify users if an SLA is not reaching its
targets, or if its status is changing for the worse. You can also create alert
schemes based on changes in the forecasted status.

The SLA Alerts report provides information on triggered alerts.

For details, see "SLA Alerts Overview" on page 340.
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Tasks

T How to Use SLM to Monitor Your Service Agreements

This task describes how to set up the various components available in SLM
to help you define, manage, and monitor your SLAs, according to the
specific needs of all stakeholders.

Most of these components have default values that are applied to the SLA
contents, and some (for example, the Assignments and Propagation pages)
are accessed only to perform advanced customization. Therefore, all task
steps are optional, and provide only a suggested working order; most of the
steps can be performed before, during, or after creating SLAs.

This task includes the following steps:

"Prerequisites" on page 70

"Customize KPIs, HIs, and business rules" on page 70
"Customize assignments and propagations" on page 70
"Define calendars" on page 71

"Define services" on page 71

"Define service and CI offerings" on page 72

"Define outage categories" on page 72

"Define SLAs" on page 72

"Grant permissions" on page 73

"Define downtime events" on page 73

"Define alerts" on page 73

Y Y Y Y Y Y Y Y Y Y VY Y

"View SLA data in reports" on page 74
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1 Prerequisites

Make sure that your Business Service Management installation includes
an SLM license, the data collectors to report monitoring data to BSM are
running, and that the RTSM is populated with the service-related ClIs that
you require for your SLA.

Note: If your SLM license is expired, you can view data and generate
reports for existing SLAs, but you cannot create new SLAs.

Customize KPIs, Hls, and business rules

If you require custom KPIs, HIs, or business rules to use with your SLAs,
you define them in the SLM repositories.

» For details on creating custom KPIs, see "How to Customize a KPI" on
page 531.

» For details on creating custom HIs, see "Indicators Repository
Overview" on page 544.

» For details on creating custom rules, see "How to Customize a Business
Rule Template" on page 554 and "SLM Rules API Overview" on
page 653.

Customize assignments and propagations

You can customize the default assignment of KPIs and HIs to ClIs, or the
way that the KPIs propagate up the SLA hierarchy.

» For details on customizing assignments, see "How to Define a KPI or HI
Assignment" on page 250.

» For details on customizing propagations, see "How to Define a KPI
Propagation Rule" on page 255.
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4 Define calendars

If you require custom calendars for your organization, to calculate data
for periods other than those defined in the default calendars, define them
using the Calendar Wizard. For user interface details, see "New Calendar/
Edit Calendar Wizard" on page 310.

For examples of setting up a calendar, see "How to Define an SLA
Calendar - Use-Case Scenario" on page 299.

Example:

Acme Publishing house has an internal contract between the IT and
eBusiness departments for a database service with a required service
offering. The Service Level Administrator wants to set up a service level
agreement in Service Level Management to monitor compliance for the
contract.

Acme has business hours that differ from the predefined Business Hours
calendar, so the administrator creates a custom calendar for the company
hours:

Calendars
Im
# P X S =
Name Entity Type Period Type Descriptiol

| I =il =]l

1000te1 2000 Custom Weelkly

24x7 Predefined Weelkly 24 hours, 7 days aw
| Acme Business Week | Custom Weekly

Business Hours Predefined Weelkly 8:00-17:00, Monday-

5 Define services

Create Business Service and Infrastructure Service ClIs in the Services
Manager to represent your IT services. Each service CI is mapped to the
service topology that supports the service.

For task details on defining service Cls, see "How to Define a Service for an
SLA - Use-Case Scenario" on page 169.
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6 Define service and Cl offerings

Modify the predefined offerings packages, and create custom ones, to
define the objectives required for your services and SLAs.

For task details on defining offering packages, see "How to Create or Edit a
Service or CI Offering" on page 210.

Define outage categories

Define custom outage categories (to add to the preconfigured ones) to
help categorize probable outage causes for the service-related CIs when
generating Outage reports.

For details on the outage categories user interface, see "Outage Categories
Page" on page 323.

Define SLAs

Create SLAs using the SLA Wizard.

For details on the wizard user interface, see "New SLA/Edit SLA Wizard" on
page 136.

For task details, see "How to Define an SLA in the SLA Wizard - Use-Case
Scenario" on page 75.
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Grant permissions

Grant permission to users for the created SLAs, so that other users can
view, modify, or generate reports for the SLAs. For details, see "Permissions
for Working with SLAs" on page 66.

Example

In the Platform Administration > Users and Permissions > User
Management page, the Service Level Administrator sets permissions for
user1 to have full control for a new SLA:

| Uzers and Permizzicns » User Management

Setup and Maintenance Report Scheduling Locations Content Packs | Uzers and Per
usert | General || Pecpient ||  Permizsions t
Context |m
| Sarvice Level Management LI :

O i G G d i G /Roles/P:
[ i Businessz Service Management Lo LL e e o e
Change I
B 2y SLAs
) Wiew |
4 Default ClientSnt_Sla_N1_1 v s
% Default ClientSnt_Sla_M1_2 Fe" CE ol -
ull Contro
¥ TestSLA WMouse-over the operation name to get a dezcription of ho

% alart tact highlighted rezource.

Define downtime events

Define downtimes to exclude periods of planned downtime or scheduled
events from the SLA calculations.

For details, see "Adjusting SLA Data - Overview" on page 184.

Define alerts

You can define alerts to notify users about changes to the status of an SLA
during one of the specified tracking periods.

For task details, see "How to Define an SLA Alert Scheme" on page 342.
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12 View SLA data in reports

Once data has been collected and aggregated for the SLAs, you can view
performance results in the various report tabs of the Service Level
Management application.

For details on viewing reports, see "How to View SLA and Outage Reports"
on page 444.
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* How to Define an SLA in the SLA Wizard - Use-Case

Scenario

This use-case scenario describes defining an SLA using the SLA Wizard. For
user interface details, see "New SLA/Edit SLA Wizard" on page 136.

Acme Publishing house has an internal contract between the IT and
eBusiness departments for a database service and application at expected
service offering levels. The Service Level Administrator, Aya, needs to define
a service level agreement in Service Level Management to monitor
compliance for the contract.

This scenario includes the following steps:

"Background" on page 75
"Define SLA properties" on page 76
"Select CIs" on page 80

"Configure SLA indicators" on page 88

>
>
>
> "Select offerings and calendars" on page 85
>
» "Check SLA details" on page 89

>

"Results" on page 90

)

Background

Before creating the SLA, Aya checks that the ClIs, location, service
offerings, and calendar that are required for the SLA have all been defined
in BSM. For details, see "How to Use SLM to Monitor Your Service
Agreements" on page 69.
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2 Define SLA properties

Aya clicks New SLA on the Agreement Managers page to open the New
SLA Wizard, and defines the SLA properties.

» For Customer, she opens the Select Customer dialog box and defines a
new customer under the Customers branch, eBusiness.

 Mew Customer |51 B2 BT

[ECrganizations
= r‘_ﬁ Customers
I—r‘_ﬁ eBusiness
r‘_ﬁ External Providers
r‘_ﬁ IT Department

» For Provider, she opens the Select Provider dialog box and defines a
new provider under the IT Department branch, Database services.

i Mew Provider | [&0 | B B

[E-0Organizations
ﬁ_’-l Customers
ﬁ_’-l External Providers
= ﬁ_’-l IT Departmert
ﬁ_’-l Databasze services
ﬁ_’-l Service Level Manager
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» For Start date, she clicks the arrow at the end of the box to open the
calendar and selects the date from which she wants the SLA to start
calculations. This is the date from which the service contract actually
took effect, so the SLA needs to be calculated from this date.

Start date: | G810 3:00 PM v
End date: [ e 'y o
Time zone: [ '

Sun Men Tue Wed Thu  Fri Sat
25 26 27 28 29 30 1
Tracking period(z): 2 3 4 5 & 7 g
2] 10 11 12 13 14 16
16 17 18 19 20 2 22
33 24 25 2% 2 29
30 3 1 2 3 4 5

Targets:

» For Tracking Periods, she opens the Tracking Periods dialog box to add
Quarter to the tracking periods already selected by default.

Tracking Periods H

Select at least one tracking period. K you select the
SLA period, you must select at least one additional
tracking period.

[“THour
Day

[ week
Morth
Quarter
[vear

[JsLA Period

|2

Al

[
[
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» For Targets, she opens the Targets dialog box to add Met, Minor
Breached, and Breached to the targets already selected by default.

At least two targets must be selected.

) Excesded
[v] 4 et
v, Minor Breached
W Breached

D Failed
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The Define SLA Properties page looks as follows:

Mew SLA

} Define SLA Properties
Select Cls
Offerings and Calendars
Configure SLA Indicators
SLA Summary

Define SLA Properties

Erter detailz about the SLA.

* MName:

Description:

SLA details:

Related URL:

Type:
Classification:
Customer:
Prowvider:

Creator:

Start date:
End date:

Time zone:

Tracking period(z):

Targets:

Y
| |T-ehiz database services SLA
Menitar performance objectives for SCQL server
and database engine and apps
Based on service contract #3529
[ sLa =]
| Informal |V| =
eBusiness a m
Database services Q m
administrator
| 52710 3:00 PM -|
| 5127i20 3:00 PM -|
| AsialTokyo |V|
Day, Week, Morth, Quarter Q
eded, Met, Minor Breached, Breached, Failed Q
b
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3 Select Cis
In the Select CIs page, Aya adds the relevant Business Service CI and

Application CI to the SLA, together with all their model hierarchy.

Select Cls
Select a view in the |eft pane, select the required Clz (you can also do a search for Clg), and click one of the Add button located between the pane

The top Add button adds the selected Cls, together with the impact model hierarchy Cls for each selected CI
The bottom Add button adds the selected Cls, together with the impact model hierarchy Cls that are also included in the view, for each selected C|

Browse Views | Search SLA Cls
£5 | Sy | el Pt & New Service ~ 38| <& Fine Tuning
| service Measurements |>] =-[&] IT-ehiz Database Services SLA
& 851
(@] Defautt Client_Srt_2p1 1

E-L I Service Meazuremerts
LE_IJ ALL Services

LE_IJ gaby_ci_2
=& Test
H-En BS1
E
“—J Add Cls with their impact model hierarchy
L]
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Only reported data from the Tokyo location is relevant for this SLA, so
Aya accesses the CI menu commands to perform a breakdown by location

for the BPM business application Cls.

Select Cls
Select a view in the left pane, select the required Cls (you can alzo do a search for Cls), and click one of the Add button located between the panes

The top Add button adds the selected Cls, together with the impact model hierarchy Cls for each selected CL
The bottom Add button adds the selected Cls, together with the impact model hierarchy Cls that are alzo included in the view, for each selected CI.

E-L Service Measurements
{EI_J ALL Services
EEI_J gaby_ci_2
1By Test

[+ g
& @ Be 3 Remove selected Clz Ctil-D
@l Brealdown

I‘z‘_él_" Cl Properties

|| Browse Views Search SLACls
o TR i bew Service - | 3| 0@ Fine Tuning | @ - 0 g | B ar
| service Measurements [~] E-[@] IT-ebiz Database Services SLA
=& B51
(0] petaut ci
Creste new service Cl » [BTWZ_1

b ‘(—' Breakecown by locatior

Breakedown by
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After the breakdown, the SLA CIs pane contains BPM ClIs for each
location.

Select Cls

Select a view in the eft pane, select the required Cls (you can also do a search for Clg), and click one of the Add button located between the panes.
The top Add button adds the selected Cls, together with the impact model hierarchy Clz for each selected CI.
The bottom Acdd button adds the selected Cls, together with the impact model hierarchy Cls that are also included in the view, for each selected CI.

J Browse \iews | Search SLACls
ﬁ Er_"'l_-, uEl DET 4 New Service - | 3 | .{& Fine Tuning | |§'|
[ Business Services =] E-[&] IT-ebiz Database Services SLA
& BS1
E-L1 Busi Servi =
R EH-[0] Defaut Cliert_Srt_ap2_1
@J ALL Services
@D gaby_ci_2 {B:J} Default Client_Snt_2&p2_1 From San Jose
5 _Cl_. .
= {_Ey Test {B:J} Default Client_Snt_4p2_1 From Tokyo

L@ st [©] Defautt Client_Srt_ap1_1
{@':} Defautt Client_Snt_2&p1_1 From San Jose
{@} Default Client_Snt_2Ap1 _1 From Tokyo
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Aya then opens the Fine Tuning dialog box and clears the check boxes for
the locations that are not relevant for this SLA, leaving the Tokyo location
ClIs selected.

|| Fine Tuning |£|

The tree displays Cls included inthe SLA (indicated by a selected check box), and Cls that are part of the
impact model but not included in the SLA (indicated by an empty check box).

A& Cl with an overlaid icon, ie. < is included in the SLA | but the impact model connecting it to the
higher-level Cl no longer exists inthe in the impact layer. Select or clear the Cl check box to includeiemove
it from the SLA.

5LACls
By B

EH[&] IT-shiz Database Services SLA
=] & B51

=88] Defautt Cliert_Srt_sp2_1
. P

5y D
&} Default Cliert_snt
={=] (@] D&t e
[P teT— ST —tFresSan Jose
'@} Default Cliert_Smt_2&p1_1 From Tokyo
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After clicking OK in the Fine Tuning dialog box, the SLA ClIs pane displays
only the included ClIs.

Select Cls

Select a view in the left pane, select the required Clz (you can also do a search for Cls), and click one of the Add button located between the panes.
The top Add button adds the selected Clz, together with the impact madel hierarchy Cls for each selected CIL
The bottorn Aded button adds the selected Clz, together with the impact model hierarchy Cls that are also included inthe view, for each selected C1L

J Browse Views || Search SLACIs
[s BN % MNew Service - a, Fine Tuning B B
| Business Services [=] E-[&] IT-ebiz Database Services SLA

{89 BS1
-] Defaut Client_Snt_sp2_1
EI—@} Default Client_Snt_ApZ_1 From Tokyo

E-L] Business Services
@I_J ALL Services

&y gaby_ci_2 <
B, L'élj 'gl'aesf_m_ =& Defautt Cliert_sSnt_Ap2_1_Sanity_BTW2_1 From Tokyo
L]—L_ELJ B51 |—&& trans_1 From Tokyo

—& trans_10 From Tokyo

—& trans_2 From Tokyo

—& trans_3 From Tokyo

—& trans_4 From Tokyo

—& trans_5 From Tokyo

—& tranz_& From Tokyo

—& trans_7 From Tokyo

—& trans_8 From Tokyo

—& trans_%9 From Tokyo

@] Defautt Client_Snt_ap1 _1

E—{@ Default Cliert_Srt_~&1 _1 From Tokyo

Default Cliert_Srt_Ap1_1_Sanity_BTW1_1 From Tokyo
Default Cliert_Srt_&p1_1_Sanity_BTW1_2 From Tokyo
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4 Select offerings and calendars

In the Offerings and Calendars page, Aya wants to change the offering
packages assigned to the Cls. Instead of the Default offering packages, the
SLA is to use custom offering packages previously defined on the Service
and CI Offerings page. These custom offering packages contain KPI
objectives in line with the eBusiness department’s expectations, and are
based on an additional custom calendar (Monday to Saturday) that
reflects the eBusiness department’s operational hours.

To change the offering packages, Aya selects the relevant line in the
Service and Cl Offerings area, and clicks the Edit service/Cl offering
selection button.

Offerings and Calendars

Inthe Service and C1 Offerings table, select a service offering for each displayed service Cl. Cl hierarchies that are not part of a service Clare
combined into the group entry "Cther Cls (non-Service Cls)". Select a Cl offering for this group.

Service and Cl Offerings

lallSs s a0
H Edlit service/Cl offering selection ! | | Servicel/Cl Offering | | Offering Calendars
£ 5LA Services
| | — EEE | Default 24%7, Business Hours
Other Clz (non-Service Clg)
L non-Service Cls Default 24%7, Business Hours

Gmoes

SLA Calendars

Select the calendars used by this SLA:
W24x7

[[]Businezs Hours
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For the Business Service CI, in the Edit Service Offering Selection dialog
box, she selects the required service offering.

Edit Service Offering Selection

Select Service Offering:

&

Cefault

Gold

Silver
Platinum
System S0OL1
System SOL2

Offering Felated Calendars:
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She repeats the operation for the non-Service Cls. Then, in the SLA
Calendars area, she selects the calendars to be used for monitoring this
SLA.

Offerings and Calendars

Inthe Service and C| Cfferings table, select a service offering for each displayed service Cl. Cl hierarchies that are
part of a service Cl are combined into the group entry "Cther Cls (hon-Service Cls)". Select a Cl offering for this grol

Service and C| Cfferings

FIEE:

Cls Service/C| Offering Offering Calendars
| || i

SLA Services
L @_J B51 Systern SOL1 24%7, Business Hours, Monday t...

Cther Cls (hon-Service Cls)
L non-Service Cls Systern O1 24%7, Business Hours, Monday t...

woene

SLA Calendars

Select the calendars used by this SLA:
C2ax7

Business Hours

Monday to Saturday
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5 Configure SLA indicators

In the Configure SLA Indicators page, Aya wants to add weighting to
certain BPM transactions, so that the relative importance of those
transactions is reflected in the performance status results for the
applications in the SLA.

She selects the appropriate row in the top table, then selects the Weights
tab in the CI Data area, and defines the required weight for each
transaction.

Configure SLA Indicators

Edit and define KPlz and health indicators for this SLA.

IT-ebiz Databaze Services SLA
G, Chy | B B0 EZ Hide KPIs B
Cl Name Cl Type KPIs
| Il || -]
=3 IT-ebiz Database Services SLA Service Level Agreemernt '&;3' '@u D:{[
B = B3t Business Service b & I
= (@] Defautt Cliert_St_Ap2_1 BusinessApplication pad & il
=8 {@}' Default Client_Snt_Ap2_1 From Tolcyo SLM BPM Application from Location i‘;} '-Qé'u ]EI
E|— Default Client_Snt_Ap2_1_Sanity_BTW2_1 From Tokyo SLM BPM BTF from Location '@} ﬂ:’u D:{[
— 89 trans_1 From Tokyo SLM BPM Transaction from Location i‘;} 'Qé'u fed D:{[
— gb trans_10 From Tokyo SLM BPM Transaction from Location i‘} \Qé'u c M
— gb trans_2 From Tokyo SLM BEPM Transaction from Location i‘} 'Qé'u M
— 89 tranz_3 From Tokyo 5LM BPM Transaction from Location u} ﬂ:’u D:{[
— &a tranz_4 From Tokyo SLM BPM Transaction from Location z‘} '&? D:{[
— gb trans_5 From Tokyo SLM BPM Transaction from Location i‘} \Qé'u M
— gb trans_& From Tokyo SLM BEPM Transaction from Location i‘} 'Qé'u M
— 85 tranzs_7 From Tokyo 5LM BPM Transaction from Location u} 'Qé'u ]EI
— &a tranz_B From Tokyo SLM BPM Transaction from Location z‘} '&? D:{[
= gb trans_8 From Tokyo SLM BPM Transaction from Location ';‘;i' 'Qé'u D:{[
E- (8] Defautt Cliert_Snt_sp1_1 BusinessApplication pa & Jii|
B {@} Default Client_Snt_Ap1_1 From Tokyo 5SLM BPM Application from Location u} 'Qé'u ]EI
Default Cliert_Snt_Ap1_1_Sanity_BTW1_1 From Tokyo SLM BFM BTF from Loeation z} '&? D:{[
Default Client_Snt_Ap1_1_Sanity_BTW1_2 From Tokyo SLM BPM BTF from Location i’} 'Qé'u D:{[
C| Data: Default Client_Snt_2p2_1_Sanity_BTW2_1 From Tokyo KPls Health Indicatars Weights ]_ Legend
= i‘;} Application Availability
trans_1 From Tokyo: _ p -.QZ-: Application Performance
trans_10 From Tokyo: 1 L 4 & Application Response Time
[ D:{[ Outages
tranz_2 From Tokyo:
trans_3 From Tokyo:
trans_4 From Tokyo: 1.0 b
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In the Summary page, Aya checks the SLA details, and makes sure the
Start SLA check box is selected, so that the SLA starts running

immediately.

Define SLA Properties SLA Summary

Select Cls Checl the SLA details are correct. To intiate the SLA, select the "Start SLA" check box; the SLA starts calculatin

Offerings and Calendars
Configure SLA Indicators

} SLA Summary Cescription:

Start date:
End date:
Time zonge:
Type:
Classification:
Customer:
Provider:

Calendars:

Tracking periodis):

Targets:

| Start SLA

the start date is inthe past, and enters pending state, if the start date is in the future.

Monitor performance objectives for 5QL server and database engine and apps
Thu May 27 2010 09:00 PM IDT

Wed May 27 2020 09:00 PM IDT

AsialTolyo

LA

Informal

eBusiness

Databasze services

Menday to Saturday, Business Hours

Cay, Weelk, Month, Quarter

Exceeded, Met, Minor Breached, Breached, Failed
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7 Results

The SLA is added to the Service Level Agreements table.

Agreements Manager

Agresmentz Manager | SLA Data Corrections SLA Alerts Aszsignments Services Manager Repositories
Service Level Agreements
= bl
& X % 0o O & D | & &8 1
Name Description Type Start Date State Last Calculation
| |l | E2 2 | I )
Finance MY SLA Tue May 25, 201003, @ Running Sun May 30, 2010 09:00 Al
| |IT-ebiz Database Services SLA | Maonitor performa...  SLA Thu May 27, 2010 06; @ Running Sun May 30, 2010 09:00 A
IT Health SLA application heatth | SLA Sat May 1, 2010 02:00 € Preliminary
sla_alrt SLA Tue May 25, 20101 @ Running Sun May 30, 2010 09:00 Ak
Test Brealkdown SLA Sun May 23,2010 01 Q@ Running Sun May 30, 2010 09:00 Ak

The stakeholders can see results for the SLA in the Service Level
Management reports.

| SLA Reports = Cl Summary

Status Snapshot SLA Reports

Alerts QOutage Reports SLA Management

ClSummary 3/28/11 12:00 AM-3/30/11 12:00 AW Asiallerusalem

5 R B A+ &

Data
&e| m

Application Availability (%)

90

Cls Business Hours Monday to Saturday

[ etaut ClentS. _5TWH_1 From Tolyo T F N —T)
i & tx_10 From Tokvo 100.000 100,000
i & b 15 From Tokya 100,000 100,000
- 8bts 1 foicd From Totre S F ")
B epprm—— T ST
i 8 b5 From Tokyo 100.000 100,000
Excesded B Met Minor Breached B Breached MW Fail=d




Chapter 2 » SLAs in Service Level Management

T How to Modify an SLA - Use-Case Scenario

This use-case scenario describes how to modify various aspects of an SLA.
The scenario demonstrates an end-to-end workflow which combines various
areas of SLM administration.

Acme Bank has created an SLA based on an internal contract between its IT
and HR departments, to verify that various internal transactions are meeting
expected service offering levels. The Service Level Administrator, Aya, wants
to add a KPI to the business transaction CIs in this SLA, to monitor
transaction availability using a custom calculation rule.

Aya creates a rule using the Rules API. She then creates a new health
indicator which uses this rule to calculate the HI, and a new KPI which is
based on this HI. She then modifies the SLA’s offering package to set
objectives for the new KPI.

Aya then uses the assignment mechanism to automatically assign the new
HI and KPI to the relevant Cls in the SLA. She then edits the SLA to use the
new offering package for her business services. Finally, she synchronizes the
SLA to add the new HI and KPI to the monitored business transactions.

This scenario includes the following steps:

"Create a calculation rule" on page 92

"Create a KPI" on page 92

"Create a health indicator" on page 93

"Edit the SLA'’s offering package" on page 94

"Add the HI to the relevant HI assignment" on page 95
"Add the KPI to the relevant KPI assignment" on page 97

Y Y Y Y Y Y Y

"Edit the business service in the SLA to include the new offering package"
on page 98

\

"Assign the offering package to the service in the SLA" on page 99
» "Synchronize the SLA" on page 100
> "Result" on page 101
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1 Create a calculation rule

Aya has defined a custom calculation to calculate HI values based on
business transaction samples. She uses the Rules API to create a new
sample-based rule. For details, see "SLM Rules API Overview" on page 653.

In the business rules repository, she clones the API Sample Rule and opens
the new rule for editing. She renames the rule, defines it as a rule for
calculating Hls, and enters Acme’s custom calculation script. For user
interface details, see "Business Rules Repository Page" on page 643.

Repositories > Business Rules

Agreements Manager SLA Data Corrections SLA Alerts Asszignments Services Manager Repositories
Rules
oy
7R R » N 3
Name Domain Type
| i il ]|
AP Duration-Based Sample Fule General Predefined Use this rule
APl Group And Sibling Rule General Predefined Use this rule
APl Outage By Samples Rule General Predefined Use this rule
AP| Sample Rule General Predefined Use this rule
AP| Simplified Average Fuls General Predefined Use this rule
PTiET Do et oeged Average Rule General Predefined Use this rule
Acme Sample Fule General Custom Custom rule -
Epplicaton Gualty Integrations Predefined Calculates th
2 Create a KPI

In the KPI repository, Aya clones the Application Availability KPI, and
renames the new KPI. This KPI will be calculated based on the new HI. For
user interface details, see "KPIs Repository Page" on page 538.

Repositories = KPis

Agreements Manager SLA Data Corrections SLA Alerts Assignments Services Manager Repositories
KPls
im Y
Prauie QIR RN s & £
Name Domain

 —

Application Availability
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Acme Availability KPI
FRpNcamon

Application
Application
Application

Custom
Predefined
Predefined
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3 Create a health indicator

In the indicators repository, Aya opens the list of indicators defined for
the Business Transaction CI type. She creates a new HI called Acme
Availability HI. She defines the HI for SLM only, and sets its default rule to
Acme Sample Rule.

For details on the indicators repository, see "Indicators Repository
Overview" on page 544.

Repositories = Indicators

Agreements Manager SLA Data Corrections SLA Alerts Assignments Services Manager Repositoriss
Cl Types C| Type - BusinessTransaction
|_:_|_O Corfiguration tem Indicators Detailz - Acme Availability HI
BE-() BusinessElement ¥ o P < XK o
— Business Process Scope ) General
— Business Process Step @ Acme Availability HI I i
_ Business Service View i backend Transaction Application
—[2] BusinessActivity @ Backend Transaction Average D Mame: Acme_Availability_HI
: gﬂ:::gzzgﬁzﬁ:?n @ Backend Transaction Count Type: Health Indicator with «
et P @ Backend Transaction Maximum § Description: Hlfor calculating busi
_@ BusinessTransaction @ Backend Transaction Minimum C o
—_O'M_I_ ‘1 Backend Transaction SOAP Fau Application: SLM
B—(Z) End User Group 21 BPM Response Time Units:
-2 Group @ Completed Transaction Delayed
B service 24 Completed Transaction Delayed | 3
[]_@ CiCoIIe.ctim @ Completed Transaction Exceptior States
[]__% E\::;TS;;‘;EZ;:‘:BE @ Completed Transaction Exceptior
| © e 4 @ Completed Transaction Failure R
[]_ Monitor 3 @ Completed Transaction Failure Wi § Display Name
E—) Party @ Completed Transaction Value : NORMAL [Defautt] PR
[+ @ End<o-end Transaction Average CRITICAL Critical
#21 End<o-end Transaction Maximun
@ End<o-end Transaction Minirmum
@ End User Transaction Average C
@ End User Transaction Maximum
@ End User Transaction Minimum C SLM
@ Inprocess Transaction Average
@ Inprocess Transaction Average I Default Bule: feme Sample Fule I
L s ase Trameaction Tt
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4 Edit the SLA's offering package

Aya now wants to edit her SLA’s offering package to add the new KPI to
the package, and set objectives for the KPI.

In the Service and CI Offerings repository, she clones the Default offering
package and renames the clone Acme Custom Offering. She adds the new
KPI to the offering package, and sets objectives for the KPI.

For user interface details, see "Service and CI Offerings Page" on page 222.

| Repositories » Service and Cl Offerings:

Agreementz Manager SL& Data Corrections SLA Alerts Aszsignments Services Manager | Reposzitories

B Edit Service Offering - Default(1)

Service Offering Definition

* Mame: Acme Custom Offering

Description: Offering package for the Acme external SLA, which uses the Acme sample rule to
calculate business tranzaction availabili‘tyl

Objectives Defintion

Calendars and Tracking Periods

k52 | B O

Name Hour Day Week Meonth Quarter Year SLA Period
Business Hours
24x7

Ohjectives Definition For:Business Hours Hour;Business Hours Day;Business Hours Week;Business Hours Month;Business Hours Qua

* & K| By Oy
hlame = !_ Units Operator | O Excee. .. | ‘@, Met | L Minor __. T Brea__. | @ Failed
Acme Availability KPI = 98 95 a0 85 Otherwise
plication % = a8.0 850 an.n 850 Otherwise

Application Availability = % = 98.0 9510 0.0 850 Otherwise
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5 Add the HI to the relevant HI assignment

Aya now edits the health indicator assignment which assigns HIs to
business transaction ClIs monitored by BPM.

In the Health Indicator Assignments page, she opens the list of HI
assignments for the Business Transaction CI type. She then opens the
BPM assignment for editing. For user interface details, see "Health
Indicator Assignments Page" on page 258.

Aszzignmentz = Health Indicator Assignments

Agreements Manager SLA Data Corrections SLA Alerts | Agzsignments | Services Manager Repositories
Cl Types Assignments for Cl Type: BusinessTransaction
@ Filter:| Show all azsignments |V| & % qb [ @
— Assi nt M Monitored B Stat
EH g Configurationttemn | SN Ame | | QOEOIEC SV, us
() BusinessElement - i
—Eg Business Process Scope BPM Business Transaction HI Azsign... BFM | Running
_ Business Process Step Diagnostics HI assignments Ciagnostics Running
_E;: gus:?nessiiru;ce plc RUM Business Transaction HI Assig... RUM Funning
= it
o USHHESS, o Site Scope Dynamic Health Indicator .. StteScope Bunning
—@, BusineszApplication 3 3 7 :
L q . ransactionVision Hl assignments nning
BusinessFunction il Etioa i o M R

o B =S o
1=y
‘I»‘:"m BusinessTransaction I

HI definitions include a selector, which is a filter that defines which
samples are relevant for the HI calculation. Aya wants the new HI to be
calculated based on the same samples which are used to calculate the
other HIs in the BPM assignment. She therefore copies the selector from
an existing HI, to re-use the same selector definition on the new HI.

From the list of HIs in the assignment, she opens the BPM Response Time

HI for editing, and copies its selector definitions to the clipboard.

Edit Health Indicator For Assignment: BPM Business Transaction Hl Assignments

Selector [#]
! £ - X % 1]
Field Name _Il'lnPrainr | IT3.|'|:||3 Value
=- AND | Copy Selector Te Clipboard |
sampleType = String trans_t
E u_i{Transactionld = Binary <<C| |D==
application_id = Binary <<Application 1D=>
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She now exits the BPM Response Time HI, and adds a new HI to the

assignment. She selects the Acme Availability HI, and in its Selector area
she pastes the selector definitions from the clipboard.

! Add Health Indicator To Assignment
I Define a Heatth Indicator Corfiguration

J Health Indicator
1
# Heatth Indicatar: [ Acme Availabilty HI | [=]
# Business Rule: | Acme Sample Rule |V|
# Priority: | DI%'
|_&PI Pule Defintions =]
[ |
Selector
I b W % % @
Field Name | | Paste Selector From Clipboard Pe Value
l =- AND
sampleType = String trans_t
u_iTransactionld = Binary ==C] |D=>
application_id Binary <<fpplication 1D>>

After Aya saves her changes, the HI assignment for business transactions
monitored by BPM now includes the new HI.

Health Indicstor Configurations

A

Health Indicator

EPM Responze Time

Business Rule

BPM Average Responze Time
Synthetic User Transaction Availability

BPM Average Availability
| action Performance BPM Percertie
Acme Availability HI

Acme Sample Rule
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6 Add the KPI to the relevant KPI assignment

Aya now edits the KPI assignment which assigns KPIs to business
transaction ClIs monitored by BPM.

In the KPI Assignments page, she opens the list of KPI assignments for the

Business Transaction CI type. She then opens the BPM assignment for

editing.

For user interface details, see "KPI Assignments Page" on page 262.

In the KPI Configurations area she adds the new KPI to the assignment.
She selects the Acme Availability KPI, and defines it as calculated based on

HIs. In the list of related HIs, she specifies the Acme Availability HI.

Define a KPI Configuration.

KPI

I KPI: [ Acme Awallabilty kPI | [=]
Calculated Based On: | Hls |V|
Pelated Health Indicators: &

Acme Availakility HI

Business Rule:

[ worst child (Max.)

=]

After Aya saves her changes, the KPI assignment for business transaction

CIs monitored by BPM contains the new KPI.

KP| Configurations

= & IR | By B

KFI

Calculated Based On

Related Heath Indicators

Acme Availakility KPI
] = =] =1 01

Application Performance

J—

His
His
His

Acme Availability HI
Synthetic User Transaction Avail ..
Synthetic User Transaction Perf...
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7 Edit the business service in the SLA to include the new
offering package

Aya now wants to add the new offering package to the list of applicable
offerings, in order to select this offering for the SLA using the SLA Wizard.

Within the Services Manager, Aya opens the Acme Business Service for
editing; this service is used in the SLA to monitor business transactions.

For user interface details, see "Services Manager Page" on page 180.

| Services Manager

Agreements Manager SLA Data Corrections SLA Alerts Assignments Services Manager

Service Catalog

4 Mew service » & % qb @ By B ﬂ?sa [}

Name Type Description
I il [~]]]

—I@J Acme Business Service I Buginess Service Business Service used to monitor Ac

In the Service Offerings area which defines the list of applicable offerings,
she adds the Acme Custom Offering; this offering includes the new KPI.

Define properties, topology, and associated service offerings for the service.
The created Business Service Clis added to the service views, and is available to include inan SLA,

Froperties

|
|
| Topology
|

Service Offerings

Select one or more service offerings to associate with the service:

Available Service Offerings Aszzociated Service Offerings
Silver

Flatinum Aeme Custom Offering

Gold
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8 Assign the offering package to the service in the SLA

Within the Agreement Managers page, Aya now open the Acme SLA for
editing. In the Offerings and Calendars page, she selects the Acme
Business Service, and opens it for editing.

For user interface details, see "New SLA/Edit SLA Wizard" on page 136.

Define SLA Properties Offerings and Calendars

Select Cls Inthe Service and C| Offerings table, select a service offering for each displayed service Cl. Cl hierarchies that are
"Cther Clz (non-Service Clz)". Select a Cl offering for this group.

} Offerings and Calendars

Configure SLA Indicators
Service and Cl Offerings

& | &3

Cls Service/Cl Offering

- SLA Services
| | l—l {0 Acme Business Service | | Defauilt

She selects the Acme Custom Offering as the service offering for this
business service.

Edit Service Offering Selection

Select Service Offering:

&

||Acme Custom Offering I
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9 Synchronize the SLA

In the Offerings and Calendars page, she selects the Acme Business
Service, and perform a hard-sync of the SLA’s Service Cls with related
Offering.

Note: In this scenario, Aya performs synchronization because she knows
her original SLA has not been manually customized. If her original SLA
had been modified, Aya would create a new SLA rather than override her
customizations. For example, if any KPI definitions were changed on the
Cls in the SLA after the SLA was created, synchronization would revert
them to their original settings.

B Edit SLA - Acme Banking SLA

Define SLA Properties Offerings and Calendars

Select Cls Inthe Service and C| Cfferings table, select a service offering for each displayed service Cl. Cl hierarchies that are
"Other Cls {non-Service Cls)". Select a Cl offering for this group.

} Offerings and Calendars

Configure SLA Indicators

Sgruiceand C| Cfferings
gallfs e

| Hard-sync with service/Cl offering | Service/Cl Offering

- SLA Services
| | L {Ej Acme Business Service | | Agme Custom Offering
==
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10 Result

In the Configure SLA Indicators page, the new KPI now appears on the
business transaction Cls, and it is automatically propagated to their
parent Cls.

Configure SLA Indicators

Edit and define KPls and health indicators for this SLA.

Acme Banking SLA

G, Dby | Bey BE EZ Hide KPIs =
Cl Name Cl Type KPIs
=3 Acme Banking SLA Service Level Agreement Acme A Applica... Applica... {
[l} {E_IJ Acme Business Service BusinessService Bcme A Applica... Applica... {
Update Employes Tax Rate BusinessTransaction Flow Acme A Applica... Applica... {
— @ UpdateTax Rate BusinessTransaction Acme A Applica... Applica... Applica... |
[ @ lagin BusinessTransaction Acme A Applica... Applica... Applica... |
— @ logout BusinezsTransaction Bome A Applica... Applica... Applica... |
e @ searchEmployees BuzinessTransaction Acme A Applica... Applica... Applica... |
— @ viewDetailz BusinezsTransaction Lome A Applica... Applica... Applica... |
updateEmployee Salary BusinessTransaction Flow Acme A Applica... Applica... {
— @ Update Salary BusinessTransaction Acme A Applica... Applica... Applica... |
B @ login BusinessTransaction Acme A Applica... Applica... Applica...
— @ logout BusinessTransaction Acme A Applica... Applica... Applica... |
C| Data: Update Tax Rate KPl= Health Indicators
4 Add KPI + & 3 | &3 €0
KPl Mame Business Rule KP1 Domain Calculated Based On Related Health Inc
| il il il |||
Acme Availabilty KPI Waorst Child (Max.) Application Hls Acme Availakility HI
Application Availability Group Average Valus Application Hls Synthetic User Trans
Application Performance Group Average Value Application His Syrthetic User Trans
Application Response Time Group Average Valus End User Hls EPM Response Time
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T How to Update Topology Changes to an SLA

102

If a new Cl is added to the existing impact topology for a service CI or other
CI, the new CI is not automatically added to the SLAs that include the CI
topology. You must update each SLA, as described below.

Note: If CIs are removed from the topology, this change is automatically
updated to the SLAs containing the CI topology.

For information on service topologies, see "Service Topologies" on page 167.

To update an SLA with an addition to the impact topology:

1 In the Service Level Management > Agreements Manager page, open the
Edit SLA Wizard for the SLA.

2 In the Select CIs page, open the Fine Tuning dialog box, and select the
check boxes for the added Cls.

In the example below, the circled CI has been added to the service
topology, but is not included in the SLA as long as the check box for the
Cl is not selected.

The tree displays Cls included inthe SLA (indicated by a selected check
impact model but not included inthe SLA (ndicated by an empty check bo:
included in the SLA, but the impact model connecting it to the higherdevel
impact layer. Select or clear the Cl check box to includeiremove it from the

SLA Cls
Fey BD

[=][&)] sanity =im
[B] Defautt Client_Srt_ap2_1
=Hm] By sanity service
(8] Defautt Client_srt_sp1_1
Default Client_Snt_2&p1_1_Sanity _BTW1_1
[l Beferit-Eliem—Sat_ap1 _1_Sanity_BTW1_2
CHIE CMDB_Sanrty_Host_cT“‘)
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3 Save the changes in the Fine Tuning dialog box, and save the Edit SLA
Wizard, to update the new Cls to the SLA.

4 Run recalculation for the SLA if you want the change to affect historical
data for the SLA. For details, see "Recalculation for SLAs" on page 67.

T How to Customize Target Names

This task describes how to change the names used for the Service Level
Management targets, for example, if you want to change the name of the
Breached SLA target.

1 Open the Admin > Platform > Setup and Maintenance > Infrastructure
Settings page.

2 Select the context Applications, then select Service Level Management
from the dropdown list.

3 Locate the Targets entry. Modify the values in the file as required.

For example, to change the default name of Breached SLA to
Contravened SLA, change:

<Target Color="{f3333" Default="true" 1d="0"
Name="settings.slm.targets.def.target.breached.text"/>

to:

<Target Color="{f3333" Default="true" Id="0" Name="Contravened SLA"/>
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Reference

@ Agreements Manager User Interface

104

This section includes (in alphabetical order):

» Add Health Indicator for CI/Edit Health Indicator for CI Dialog Box
on page 105

» Add KPI for CI/Edit KPI for CI Dialog Box on page 113

» Add New Selector Field/Edit Selector Field Dialog Box on page 119
» Add Outages KPI/Edit Outages KPI Dialog Box on page 120

» Add/Remove Associated Service Offerings Dialog Box on page 122
> Agreements Manager Page on page 124

» Define Recalculation Task Dialog Box on page 129

» Edit Health Indicators in KPI Calculation Dialog Box on page 130
» Edit Service Offering/CI Offering Selection Dialog Box on page 131
» Fine Tuning Dialog Box on page 132

» Modified Values for <HI/KPI Name> Dialog Box on page 134

» New SLA/Edit SLA Wizard on page 136

» Select Customer Dialog Box on page 156

» Select Provider Dialog Box on page 157

» Selector Expression Operators - Reference on page 158

» Targets Dialog Box on page 160

» Tracking Periods Dialog Box on page 161

» Warning Dialog Box on page 162
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% Add Health Indicator for Cl/Edit Health Indicator for CI
Dialog Box

This dialog box enables you to define or edit a health indicator on a CI or
for multiple ClIs.

To access In the SLA Wizard > Configure SLA Indicators page >
Health Indicators tab, select one or more Cls in the
upper part of the page, then click either the Add Health
Indicator button or the Edit Health Indicator button.

Important » The areas displayed in the dialog box vary,
information depending on the selected business rule.

» When defining an HI for multiple CIs, if one or
more of the CIs already has that HI attached, then a
Warning dialog box is displayed when you click
Save. For details, see "Warning Dialog Box" on
page 162.

See also » "Indicators for CIs" on page 39
» "Indicators Repository Overview" on page 544
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Health Indicator Area

User interface elements are described below:

Ul Element (A-Z)

Description

Business Rule

The business rule used with this HI to calculate
measurement and status. The dropdown list contains
all rules that are applicable for the selected CIs
(according to CI type).

If you change the HI in the Health Indicator box, then
the Business Rule box displays the default rule for the
HI on the selected CI. For multiple CIs, if the HIs are
using different rules, then the Business Rule box
displays [Mixed Values].

After selecting a rule, the dialog box is automatically
updated to display the areas that are relevant for the
selected rule.

For information on each individual HI rule, see "List of
Service Level Management Business Rules" on
page 557.

Tooltip: When the Quick Help is enabled, you can view
a short explanation of each rule by placing the cursor
over the Business Rule box.

Health Indicator

(This parameter is disabled when editing an HI.)

The dropdown list contains all HIs that are relevant for
all of the selected CIs (according to CI type), as defined
in the Indicator Repository. For details, see "Indicator
Repository Overview" on page 682. Health indicators
that are already attached to all selected CIs are not
included in the list.
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Health Indicator Properties Area

After you select a business rule, the Health Indicator Properties area displays
the areas (Business Rule Parameters, APl Rule Definitions, Objectives, and
Selector) that are relevant for the selected rule, as described in the following
sections.

Note: Some areas in the dialog box are displayed by default with the area
collapsed. Click the expand arrow '¥] button to see the area contents.

Business Rule Parameters Area

This area enables you to view and modify rule parameters for the selected
rule.

If required, modify the parameter values by entering a new value in the
appropriate boxes. Information is provided after some boxes to indicate the
type of value that can be entered, or the units for the value (for example,
Any Number, Text, seconds).

To view a short explanation of each parameter, enable the Quick Help and
place the cursor over the parameter box.

For information on rule parameters and possible values, refer to the relevant
rule in "List of Service Level Management Business Rules" on page 557 and
to the rule parameters in "List of Service Level Management Business Rule
Parameters" on page 635.
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API Rule Definitions Area

This area is displayed when you select an API rule in the Business rule list. It
enables you to define and modify your own rule, based on the selected Rules
API template. For details, see "SLM Rules API Overview" on page 653.

The scripts and parameters included in the API Rule Definitions area vary,
depending on the selected rule. For details on what is required for each rule,
see the following:

» API Duration-Based Sample Rule. See "API Duration-Based Sample Rule"
on page 667.

> API Outage by Samples Rule. See "API Outage by Samples Rule" on
page 673.

> APl Sample Rule. See "API Sample Rule" on page 664.

> API Simplified Average Rule. See "API Simplified Average Rule" on
page 655.

> API Simplified Duration-Based Average Rule. "API Simplified
Duration-Based Average Rule" on page 656.
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Objectives Area

This area enables you to view and modify the objective for the HI. The
objective defines the target thresholds for each time slot (calendars broken
down by tracking periods) relevant for the HI. The measurement for the HI
during each time slot (calculated by the business rule) is compared with the
threshold values to determine status for the HI.

Important » The calendars, tracking periods, and threshold target

information categories that are included for an HI depend on the
definitions for the SLA defined in the previous pages
of the SLA Wizard.

» Most HIs that are automatically assigned to the Cls
have default objective threshold values. When you
manually add an HI to a CI, you must define the
threshold values.

» When the objective thresholds have default values,
these values are taken from the corresponding KPI.
The KPI takes the values from the service offering or
CI offering that is used for the CI. For more details,
see "Offering Packages in SLAs" on page 208.

» If there are no objective thresholds defined for the
HI, Service Level Management still calculates a
measurement for the HI, but the HI will have blue
status in the SLA reports (no objective defined).

» For information on defining objectives for Six Sigma
rules, see "Six Sigma for SLAs" on page 635.
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User interface elements are described below (unlabeled elements are shown
in angle brackets):

Ul Element (A-Z) Description
Calendars and Displays a table of the calendars used for the SLA,
Tracking Periods broken down by the tracking periods defined for the

SLA, so that each cell represents a time slot.

» Click a time slot to select it; click it again to clear the
selection.

» Click a calendar name to select all time slots for that
calendar. Click it again to clear the selections.

» Click the Select all button to select all time slots in
the table. Click the Clear selection button to clear all
selected time slots.

After selecting time slots, define the threshold values
for the time slots in the Thresholds area.

Thresholds Each row displays a target defined for the SLA, with its
corresponding status icon.

When one or more time slots are selected in the
Calendars and Tracking Periods table:

» Select the relevant operator to use with the
thresholds, for example, >=. The same operator is
used for each threshold.

» Enter the required threshold value for each target in
the appropriate box.

Make sure that:

» The values are appropriate for the unit of
measurement defined by the business rule. For
example, for a rule that calculates percentage values,
the threshold values should be between 0 and 100.

» The values you enter are logically ordered.
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This area enables you to define a selector to catch the data samples that are
relevant for this HI on this CI.

Important
information

If you select Use Default, the selector is taken from the HI
Assignments, if there is an assignment that matches this
CI and HI

If not, its selector is taken from Admin > Platform > Setup
and Maintenance > Infrastructure Settings > Service
Level Management > Default Selector for New Hls.

Relevant tasks

"How to Define Selectors for HIs" in Using Service Health

See also

"Selectors" on page 43

User interface elements are described below:

Ul Element (A-Z)

Description

Add Row. The dropdown list contains two options:

» Add Selector Expression. Enables you to define a
selector expression to add to the selector filter
currently selected in the Selector table. The added
selection expression has an AND relationship.

» Add OR Clause. Enables you to define a selector
expression to add to the selector table, as the first
expression in a new selector filter. The new selector
filter has an OR relationship with other selector
filters in the Selector.

Edit. Opens the Edit Selector Field dialog box for the
currently selected selector expression row, where you
can edit the expression details.

Delete. Deletes one or more selected selector
expressions rows. The button deletes a whole selector
filter if the AND or OR heading for the filter is selected.

Copy. Use to copy a selector expression row to the
clipboard. The copied expression row is then available
to paste within the current selector.
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Ul Element (A-Z)

Description

L%

Cut. Use to cut one or more selector expression rows
and paste them elsewhere within the selector.

Note: The rows continue to appear until you click Paste.

o

Paste. Pastes the selector expression rows on the
clipboard to the current selector. The expressions are
pasted after the selected row in the table.

If you are pasting a whole selector filter, it is pasted as a
new filter (with OR relationship).

&

Copy Selector to Clipboard. Copies the entire contents
of the selector to the clipboard, for use in other HI
selectors.

Paste Selector From Clipboard. Pastes the entire selector
stored on the clipboard to the HI, replacing any selector
information previously there.

AND

Group heading for a single selector filter in the Selector
table.

Expression Summary

Once you have defined a selector, this area displays a
summary of the selector conditions.

Field Name

The field that is searched for in the incoming data
samples, to compare with the selector expression. For
details on the sample fields, see "Data Samples" in
Reports.

Operator

The relational operator that is used to compare the
actual value for the referenced field against the value
defined in the selector expression.

For details on each operator usage, see "Selector
Expression Operators - Reference" on page 158.

OR

Group heading for each selector filter in the Selector
table, when there are two or more filters.

Type

The data type for the specified value (can be String,
Double, Integer, Long, Boolean, Float, or Binary).
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Ul Element (A-Z) Description

Use Default Select this check box to use the default selector
definition. If there is an HI assignment that matches
this CI and HI, the default from the assignment is used.
If not, its selector is taken from Admin > Platform >
Setup and Maintenance > Infrastructure Settings >
Service Level Management > Default Selector for New
Hls.

To define a non-default selector, clear this check box.

Value The value that is compared with the actual field value
in the data samples.

@ Add KPI for ClI/Edit KPI for Cl Dialog Box

This dialog box enables you to define and edit a KPI on a CI or for multiple

Cls.

To access In the SLA Wizard > Configure SLA Indicators page >
KPIs tab, select one or more ClIs in the upper part of the
page, then click either select the Add KPI option or the
click the Edit KPI button.

Important » The KPI definitions apply only to the KPI within the

information current SLA; different definitions can be applied to

the same KPI defined for the same CI in a different
SLA.

» The areas displayed in the dialog box vary,
depending on the selected business rule.

» When you attach a KPI to multiple CIs, the KPI is
added to all CIs that do not already have that KPI
attached. All instances of the KPI have the same
defined business rule and properties.

» When defining a KPI for multiple ClIs, if one or more
of the CIs already has that KPI attached, then a
Warning dialog box is displayed when you click
Save. For details, see "Warning Dialog Box" on
page 162.
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Relevant tasks

"How to Define an SLA in the SLA Wizard - Use-Case
Scenario" on page 75

See also

» "Indicators for CIs" on page 39
» "List of Service Level Management KPIs" on page 532

» For general information on working with KPIs, see
"KPI Repository" on page 525.
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KPI Area

User interface elements are described below:

Ul Element (A-Z) Description

Business Rule Select the business logic to be used for calculating the
KPI value. After selecting a rule, the dialog box is
automatically updated to display the areas that are
relevant for the selected rule.

Service Level Management displays only those rules
that are applicable for both the KPI and the selected CI
types (including API rule templates).

If you have selected multiple CIs and these CIs use
different rules to calculate this shared KPI, [Mixed
Values] is displayed.

Tooltip: When the Quick Help is enabled, you can view
a short explanation of each rule by placing the cursor
over the Business Rule box.

Calculated Based On | Select one of the following calculation methods for the
KPI:

» Hls. The KPI is calculated based on the HIs assigned
to the selected CI.

» Child KPIs. The KPI is calculated based on the KPIs
assigned to the child CIs of the selected CI.

» Hls and child KPIs. The KPI is calculated based on
both the HIs assigned to the selected CI, and on the
KPIs assigned to the child CIs for the selected CI.

> His; if none, use child KPIs. The KPI is calculated
based on the HIs assigned to the selected CI; if there
are no HIs assigned to the CI, the KPI is calculated
by the KPIs assigned to the child CIs for the selected
CL
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Ul Element (A-Z)

Description

KPI

(This parameter is disabled when editing an KPI.)

The dropdown list contains all KPIs, apart from those
that are already associated with the selected CI. For
multiple CI selection, the list contains all KPIs apart
from those that are associated with all selected CIs.

For details on KPIs, see "List of Service Level
Management KPIs" on page 532.

Create new KPI in the repositories link: Displayed only
when adding a KPI to the ClIs. Click the link to open
the New KPI dialog box where you can create a new KPI
in the KPI Repository; after saving the new KP], it is
available to select in the Add KPI for CI dialog box.

Related Health
Indicators

(This parameter is disabled when Child KPIs is defined
as the Calculated Based On option, or if an API rule is
selected.)

Lists the HIs (selected from the HIs that are attached to
the selected Cls) that are used to calculate the KPI on
the ClIs.

To modify the list, click the Edit |E| button. For
details, see "Edit Health Indicators in KPI Calculation
Dialog Box" on page 130.

Business Rule Parameters Area

This area is displayed when the selected business rule has parameters that

can be modified.

Parameters generally have default values. Define or edit the parameter

values, as required.

Tip: When the Quick Help is enabled, you can view a short explanation of
each parameter by placing the cursor over the parameter box.
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API Rule Definitions Area

This area is displayed when you select an API rule as the business rule for the
KPI. Use this area to define the calculation logic of the API rule. For details
on the rule, see "API Group and Sibling Rule" on page 656.

For details on defining API rules, see "SLM Rules API" on page 651.

Objectives Area

This area enables you to view and modify the objective for the KPI. The
objective defines the target thresholds for each time slot (calendars broken
down by tracking periods) relevant for the KPI. The measurement for the
KPI during each time slot (calculated by the business rule) is compared with
the threshold values to determine status for the KPI.

Important » The calendars, tracking periods, and threshold target

information categories that are included for a KPI depend on the
definitions for the SLA defined in the previous pages
of the SLA Wizard.

» Most KPIs that are automatically assigned to Cls
have default threshold values, taken from the values
from the service offering or CI offering that is used
for the CI. For more details, see "Offering Packages
in SLAs" on page 208. When you manually add a KPI
to CI, you must define the threshold values.

» If there are no objective thresholds defined for the
KPI, Service Level Management still calculates a
measurement for the KPI, but the KPI will have blue
status (no objective defined) in the SLA reports.

» The objective thresholds must be logical. Service
Level Management performs some validation on the
entered values.

» For information on defining objectives for Six Sigma
KPIs, see "Six Sigma for SLAs" on page 65.
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User interface elements are described below:

Ul Element (A-Z)

Description

Calendars and
Tracking Periods

Displays a table of the calendars used for the SLA,
broken down by the tracking periods defined for the
SLA, so that each cell represents a time slot.

» Click a time slot to select it; click it again to clear the
selection.

» Click a calendar name to select all time slots for that
calendar. Click it again to clear the selections.

» Click the Select all button to select all time slots in
the table. Click the Clear selection button to clear all
selected time slots.

After selecting time slots, define the threshold values
for the time slots in the Thresholds area.

Thresholds

Each row displays a target defined for the SLA, with its
corresponding status icon.

When one or more time slots are selected in the
Calendars and Tracking Periods table:

» Select the relevant operator to use with the
thresholds, for example, >=. The same operator is
used for each threshold.

» Enter the required threshold value for each target in
the appropriate box.

Ensure:

» that the values are appropriate for the unit of
measurement defined by the business rule. For
example, for a rule that calculates percentage values,
the threshold values should be between 0 and 100.

» that the values you enter are logically ordered.
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@ Add New Selector Field/Edit Selector Field Dialog Box

This dialog box enables you to define a selector expression, as part of the
selector for an HI or an Outages KPI. The selector expression is compared
against each incoming data sample, generating a result of either TRUE or

FALSE.

To access

In the Add Health Indicator/Edit Health Indicator for Ci
dialog box or in the Add Outages KPI/Edit Outages KPI
dialog box, in the Selector area, click Add Selector
Expression or Add OR Clause (or click the Edit button for
an existing selector expression).

Relevant tasks

"How to Define Selectors for HIs" in Using Service Health

See also

"Selectors" on page 43

User interface elements are described below:

Ul Element (A-Z)

Description

Field Name The field that is searched for in the incoming data
samples, to compare with the selector expression. For
details on the sample fields, see "Data Samples" in Reports.

Operator The relational operator, used to compare the value

defined in the Value box in the selector expression,
against the actual field value in the data sample.

For example, if the selected operator is not a prefix of,
then the text entered in the Value box is compared with
the beginning of the value for the relevant field in each
data sample. When the prefix value in the sample does
not match, the selector expression gives a TRUE result.

Select the required operator from the dropdown list. For
details on each operator usage, see "Selector Expression
Operators - Reference" on page 158.
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Ul Element (A-Z) Description

Type The data type used in the samples for the specified value,
for example, String, Integer, and so forth.

Value The value that is compared with the actual field value in
the data sample, to establish if the sample qualifies as
TRUE for this selector expression.

@ Add Outages KPI/Edit Outages KPI Dialog Box

This dialog box enables you to define the business rule and properties for an
Outages KPI attached to a CI in an SLA.

To access In the SLA Wizard > Configure SLA Indicators page >
KPIs tab, either open the Add KPI menu and select Add
Outage, or double-click an Outages KPI entry in the

table.
Important » The Outages KPI for a monitoring CI is calculated
information from either the availability results for the CI (as

calculated by another KPI for availability attached to
the CI), or calculated directly from the data received
in samples for the CI. The method used depends on
the business rule defined for the Outages KPI.

If you define a business rule that uses data in the
samples, the Outages KPI dialog box includes a
selector to define the relevant samples.

» When defining an Outages KPI for multiple CIs, if
one or more of the CIs already has an Outages KPI
attached, then a Warning dialog box is displayed
when you click Save. For details, see "Warning
Dialog Box" on page 162.

Relevant tasks "How to Use SLM to Monitor Your Service Agreements"
on page 69
See also » "Outages" on page 319

» "List of Service Level Management Business Rules"
on page SS57
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Business Rule Area
Select the business rule that you want to use for the Outages KPI. Only the
rules appropriate to the CI are included in the dropdown list.

Tooltip: When the Quick Help is enabled, you can view a short explanation
of the selected business rule by placing the cursor over the box.

KPI Properties: Business Rule Parameters Area

This area enables you to define the parameters relevant for the selected
business rule. The parameters vary, according to the selected rule.

User interface elements are described below:

Ul Element (A-Z) Description

<Rule parameters> Edit the rule parameters as required. For details on each
rule parameter, see "List of Service Level Management
Business Rule Parameters" on page 635.

Tooltip: When the Quick Help is enabled, you can view
a short explanation of each parameter by placing the
cursor over the parameter box.

Default category Select the outage category that describes the most
probable cause of an outage for this CI, or leave the
category as Undefined. You can define additional
outage categories by clicking New Outage Category.

The outage categories can be used to filter and organize
data in the outage reports.

Note: You can also assign an outage category after an
outage occurs, in the Outage Summary report page (see
"Outage Summary Report" on page 484). However, it is
recommended to categorize outages during SLA

creation.
New Outage Open the New Outage Category dialog box, where you
Category define a name and description for the new outage

category. The new outage category is automatically
added to the list on the Admin > Service Level
Management > Repositories > Outage Categories tab.
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KPI Properties: Selector Area

This area is displayed only for certain business rules, such as BPM Outage or
SiteScope Outage Rule.

For user interface details on defining selectors, see "Selector Area" on
page 111.

® Add/Remove Associated Service Offerings Dialog Box

This dialog box enables you to modify the list of service offerings that are
associated with the currently selected service. Before you can select a service
offering to use for a service within the SLA, that service offering must be
associated with the service.

To access In the SLA Wizard > Offerings and Calendars page > Edit
Service Offering Selection dialog box, click the Select
Service Offerings |:zz| button.

Important Modifying the list of associated service offerings for a
information service impacts the list for the service itself, not only for
the service instance within the current SLA. For example,
the newly associated service offering will be available for
that service in the service catalog.

However, if you disassociate a service offering that is
already in use for the service in another SLA, the other
SLA is not affected by the change to the associated service
offerings.

Relevant tasks "How to Define an SLA in the SLA Wizard - Use-Case
Scenario" on page 75

See also "Offering Packages in SLAs" on page 208
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User interface elements are described below:

Ul Element Description

|3| Move to Associated Service Offerings. Adds the service
=== offerings selected in the left pane to the list of service
offerings associated with the selected service.

Move to Available Service Offerings. Removes service
offerings selected in the right pane from the list of service
offerings associated with the selected service.

)

Move all to Associated Service Offerings. Adds all the
service offerings in the left pane to the list of service
offerings associated with the selected service.

m

Move all to Available Service Offerings. Removes all
associated service offerings (apart from the Default
service offering) listed in the right pane from the list of
service offerings associated with the selected service.

]

Note: The Default service offering is associated with
every service by default and cannot be removed from the
associated service offerings list.

Available Service Lists the defined service offerings that are not currently
Offerings associated with the selected service.

Associated Service Lists the service offerings that currently associated with
Offerings the selected service.
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@ Agreements Manager Page

This page enables you to create SLAs or to perform actions on existing SLAs.
Service Level Management displays those SLAs which you, the logged-in
user, have permissions to view.

To access Select Admin > Service Level Management >
Agreements Manager

Important For information on working with tables in the user

information interface, see "Common Report and Page Elements" in
Reports.

Relevant tasks "How to Use SLM to Monitor Your Service Agreements"
on page 69

See also "SLAs in Service Level Management" on page 27

User interface elements are described below:

Ul Element (A-Z) Description

|_| New SLA. Opens the New SLA Wizard where you define
WL anew SLA.

|§| Edit SLA. Opens the Edit SLA Wizard, where you can
= modify most SLA properties.
Note:

» You can modify the Start date and Time zone only
during agreement creation, or if the agreement is
still in Preliminary or Pending state (in which case,
you can modify the agreement in edit mode). Once
the agreement is running or terminated, you cannot
change these options.

» If the changes you make to the SLA affect historical
data, you may want to run the recalculation process.

[ View SLA. This button is enabled when you select an
= SLA for which you have viewing permissions only. It
opens the SLA Wizard in disabled mode.
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Ul Element (A-Z) Description

Clone SLA. Clones the SLA. A copy is added to the list
of SLAs, with the same SLA name and the copy number
after the name. For example, My SLA (2). You can then
edit the details of the copy, including renaming it.

| B

The cloned SLA inherits all the properties of the
original SLA. The creator of the new SLA is the user
who cloned it.

The start and end of the clone is the same as the
original SLA. However, if those dates conflict with the
purging policy (by default, earliest start date = current
date minus 3 months), then the default start and end
dates are applied to the cloned SLA (current date and
current date + 10 years, respectively).

Note: To clone an SLA, you need to have change
permissions for the original SLA.

Delete SLA. Removes all selected SLAs, and all
calculations for them, from Service Level Management.

|%| Select All. Selects all SLAs in the table.

| qb | Clear Selection. Clears all selections in the table.

= Refresh. Updates the table with the most recent data
[s}
L_d and changes made by other users.

|E| Start SLA. Begins running the selected SLAs. You can
use this button to immediately start running an SLA,
even when it is set to begin running in the future.

|§| Terminate SLA. Terminates the selected SLAs. A
Ll terminated SLA cannot be restarted.

|t=_'| Recalculate SLA. Opens the Define Recalculation Task
=L Dialog Box where you can schedule recalculation of the
SLA. For details, see "Recalculation for SLAs" on

page 67.

|E| Cancel Scheduled Recalculation. Cancels a future
& scheduled recalculation task for the SLA.
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Ul Element (A-Z)

Description

()

Open SLAs Summary Report. Opens the SLAs Summary
Report in a new browser window, displaying data for
the selected SLAs.

Convert SLA. For pre-9.x SLAs, creates a new SLA which
is aligned to the BSM 9.x concept as follows:

» Monitor Cls are removed from the SLA, and replaced
with the monitored CIs themselves.

» Health indicators are added to monitored CIs, and
KPIs are calculated based on these HIs.

For details, see "Converting 8.x SLAs to the BSM 9.x

Format" in the HP Business Service Management Upgrade

Guide PDF.

Note: This button is only visible if you have upgraded
to BSM 9.x.

Open SLA Conversion Report. After you have
converted a pre-9.x SLA, select the generated SLA and
click to open the conversion report. This report lists
the differences between the original SLA and the new
one.

For details, see "Converting 8.x SLAs to the BSM 9.x
Format" in the HP Business Service Management Upgrade
Guide PDF.

Note: This button is only visible if you have upgraded
to BSM 9.x.

Export to Excel. Opens the Export Table dialog box,
enabling you to save the Service Level Agreements
table information in Microsoft Excel format.

Export to PDF. Opens the Export Table dialog box,
enabling you to save the Service Level Agreements
table information in PDF format.

When the Service Level Agreements table contains
multiple pages of entries, use the page scroll to move
between pages.
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Ul Element (A-Z)

Description

¥

Change visible columns. Opens the Choose Columns
to Display dialog box where you select the columns
you want to display in the table. Your settings apply for
you (the current user) only, and are saved for future
sessions.

Creator The user name of the person that created the SLA.
Customer The customer for the SLA services.

Description The description defined for the SLA.

End Date The date and time when Service Level Management

stopped/will stop calculating the SLA.

Last Calculation

The date and time of the last calculation for the SLA
data. Service Level Management recalculates the SLA
data once an hour, for the previous hour. That is, if the
time is now 07:30 AM, Service Level Management
recalculated the data at 7:00 AM for data that was
received between 05:00 AM and 06:00 AM.

Name

The SLA name.

Provider

The provider of the SLA services.

Service Offering

The service offerings included in the SLA, in
alphabetical order.

Services

The services included in the SLA, in alphabetical order.

Start Date

The date and time when Service Level Management
began/will begin calculating the SLA.

Note: This date is not the SLA creation date.
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Ul Element (A-Z)

Description

State

The current operational state of the SLA. Can be one of
the following:

> The SLA has been started, but its start
date is in the future. You can terminate a pending
SLA (click the Terminate SLA button).

> The SLA has not begun running. The

SLA is at this state if you did not select the Start SLA
check box on the Summary page of the New SLA
Wizard. Click the Start SLA button to start
calculations for the SLA.

> The SLA begins collecting data. Once

the SLA enters this state, you cannot change the
start date and time zone, but you can change the
end date to any date later than the current date. You
can terminate a running SLA (click the Terminate
SLA button).

> The SLA finished running and no

longer collects data. A terminated SLA cannot be
restarted. (However, you can clone a terminated
SLA.)

An SLA is terminated in one of two ways: By
manually stopping it (clicking the Terminate SLA
button), or when its end date has passed. The SLA
terminates on the next hour after it is stopped.

Note: You can recalculate a terminated SLA, up to
the termination date.

> |5 Recalculsting| The SLA is in the process of being
recalculated. The progress of the recalculation is

shown in percentages. For details, see "Recalculation
for SLAs" on page 67.

> |E% Awaiting Recalculation| The SLA is scheduled for
recalculation at the displayed date and time.

> |E'e Failed Recalculatiun| Service Level Management
failed to recalculate the SLA.

Type

Whether the SLA is classified as an SLA, OLA, or UC.
For an explanation of these SLA types, see "SLAs, OLAs,
and UCs" on page 46.
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@ Define Recalculation Task Dialog Box

This dialog box enables you to run the recalculation process to update the
data in your SLAs. You generally run recalculation tasks after making

retroactive changes.

To access

In the Agreements Manager page, select an SLA and
click the Recalculation SLA ||'___¢| button.

Important
information

Note for HP Software-as-a-Service customers: HP
Operations administers the recalculation task
functionality. For information about recalculation,
contact HP Software-as-a-Service Support.

If you recalculate an SLA for a period when the raw
data has already been purged, you will lose the stored
data for that period. To verify the purging policy, see
"Data Purging" on page 24.

See also

"Recalculation for SLAs" on page 67

User interface elements are described below:

Ul Element (A-Z)

Description

Recalculate from

In the dropdown calendar, define from when SLM
should recalculate the SLA.

» The selected date and time must be later than the
start date and time for the SLA (this is the date and
time displayed by default for the Recalculate from
parameter).

» The selected date and time should be earlier than
the Last Calculation date and time (which you can
view in the Agreements Manager page).

» The selected date and time cannot be more than the
default recalculation period (3 months). For
information on changing the default, see "Data
Purging" on page 24.
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Ul Element (A-Z)

Description

Schedule the task to
start

In the dropdown calendar, define when the
recalculation task should start.

» If you select a date and time that has already passed,
the recalculation task starts immediately.

» If the recalculation date and time are in the future,
the scheduling information is displayed in the
tooltip for the State column on the Agreements
Manager page.

@, Edit Health Indicators in KPI Calculation Dialog Box

This dialog box enables you to determine, within the current SLA, which of
the HIs attached to a CI will impact calculation of a specific KPI for the CI
(when the KPI calculation is based on HIs).

To access

In the SLA Wizard > Configure SLA Indicators page > Add
KPI for CI/Edit KPI for Cl dialog box, click the Edit button
in the Related Health Indicators box.

Important
information

» When a single CI is selected in the upper pane of the
Configure SLA Indicators page, the lists in this dialog
box include all HIs that are attached to the currently
selected CI.

» When multiple CIs are selected, this dialog box shows
only the HIs that the selected CIs have in common, as
follows:

» An HI that all selected CIs use with the current KPI
is listed in the Selected Health Indicators pane.

» An HI that only some of the selected CIs use with
the current KPI is listed in the Available Health
Indicators pane.

See also

"Indicators for CIs" on page 39
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User interface elements are described below:

Ul Element (A-Z)

Description

>

Move to Selected Health Indicators. Adds the health
indicators selected in the left pane to the list of health
indicators used for the current KPI (right pane).

Move to Available Health Indicators. Removes the health
indicators selected in the right pane from the list of
health indicators used for the current KPI.

q,U_

Move all to Selected Health Indicators. Adds all the
health indicators in the left pane to the list of health
indicators used for the current KPI (right pane).

iift

Move all to Available Health Indicators. Removes all the
health indicators listed in the right pane from 