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

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

= You are a user with access to CEM Analysis, CEM SLO Management, and CEM SLO
Monitor

2 Customer Experience Manager user function

© 2010 IBM Corporation

Assumptions.

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

3 Customer Experience Manager user function © 2010 IBM Corporation

Objectives.

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

I Netcool Service Quality Manager

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

@ Application Discoverer g]

Webl Portal
Users and Passwords
Documentation

([F == Service Quality Manager Web Portal

@Serx--ce Quality Manager Client

Deployment

Server: sgmserverl
HTTP Port: | 8092

[¥] S0CKS Proxy

Proxy Host: | 9.33.28.222

Proxy Port: | 3389

Discover

[ create shorteus | [

Quit

)

4 Customer Experience Manager user function
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Service quality manager web portal.

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

window.
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Login

Enter your user ID and password to log in

Integrated Solutions Console m

Welcome, enter your information. .

User ID:
cemuser
Password:

uuuuuuuuuu
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5 Customer Experience Manager user function

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

Expand Customer Experience Management

Integrated Solutions Console ~ Welcome cemuser Help

[ View: All tasks v

B Service Quality Manager
Welcome

About this Integrated Solutions Console - O

uuomu Experience Management

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
through this

. installation. Select a
product suite to view
more information.

Build Number: ¢f230910.10

Integrated Solutions Console, 6.1.0.23 | &
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF
1em

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

Suite Name Version
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Customer experience management.

Expand Customer Experience Management.
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Customer experience management options

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

Integrated Solutions Console Welcome cemuser Help

View: All tasks v l

B Service Quality Manager

Welcome
Bl Customer Experience Management
[ welcome 7 — Ol About this Integrated Solutions Console -0
Integrated Solutions Integrated Solutions Console, 6.1.0.23 [«
Consola providas & Build Number: f230910.10
PR Build Date: 3/10/09 L

administration console
for multiple products. LICENSED MATERIALS PROPERTY OF

" 18M
::‘:d:,ﬁl:ul,x: :,I::t 5724-i63, 5724-H88, 5655-N01 (C)  —
can be administered Copyright International Business j
through this
installation. Select a
product suite to view
more information.

Suite Name Version
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Customer experience management options.

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

Click Cellular CEM

[ View: All tasks v
B Service Quality Manager

B Customer Experience Management

SLO Management
SLO Monitor

8 Customer Experience Manager user function

Integrated Solutions Console Welcome cemuser

= e m

Welcome
Welcome ?7-0

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
through this
installation. Select a
product suite to view
more information.

Suite Name Version

About this Integrated Solutions Console =0

Integrated Solutions Console, 6.1.0.23 | &
Build Number: ¢f230910.10
Build Date: 3/10/09

LICENSED MATERIALS PROPERTY OF

18M
5724-i63, 5724-H88, 5655-N01 (C)
Copyright International B _
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Cellular CEM.
Click Cellular CEM.
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Hide navigation menu

Click the Hide Navigation button

Integrated Solutions Console ~ Welcome cemuser

View: All tasks v

J Cellular CEM X

Help | Logout

B Service Quality Manager

Cellular CEM
B Customer Experience Management
Cellular CEM —
SLO Management a Customer
SLO Monitor
\,)'\ Search
A

O > Analysis

8 Customer Group
g Device
(E4] Preferences

9 Customer Experience Manager user function

7=0

CEM Cellular Analysis

Welcome to CEM Cellular Analysis.
Use the navigation panel to the left of this welcome
message to open one of the view described below.

@&  1he Customer Analysis View delivers a view
& The Customer Group Analysis View provides

@ The Device Analysis View provides a view on

© 2010 IBM Corporation

Hide navigation menu.

Click the Hide Navigation button.
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Cellular CEM options

= You can perform customer
and customer group search
and analysis

= You can perform device
search, analysis, and
summary

= You can edit preferences

Integrated Solutions Console ~ Welcome cemuser Help | Logout W

| Cellular CEM X

Cellular CEM

(3 Customer \

o

10 Customer Experience Manager user function

--- Select Action --- v

Search

Analysis

8 Customer Group

] Device
\Z Preferences )

CEM Cellular Analysis

Welcome to CEM Cellular Analysis.
Use the navigation panel to the left of this welcome
message to open one of the view described below

Y

e
o

d

A

The Customer Analysis View delivers a wew on

The Customer Group Analysis View provides a

The Device Analysis View provides a view on
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Cellular CEM options.

With Cellular CEM, you can perform customer and customer group search and analysis.
You can also perform device search, analysis, and summary. You can edit preferences.
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Customer analysis view

customer analysis view

J Cellular CEM X

Click Customerto startthe | integrated Solutions Console

Welcome cemuser Help

Cellular CEM

Cellular CEM

P

2 Analysis

8 Customer Group

Device

(F1) Preferences

1 Customer Experience Manager user function

CEM Cellular Analysis

Welcome to CEM Cellular Analysis.
Use the navigation panel to the left of this welcome
message to open one of the view described below.

"

-

o

d

7=0

The Customer Analysis View delivers a new on

The Customer Group Analysis View provides a

The Device Analysis View provides aview on
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Customer analysis view.

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

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

12

Integrated Solutions Console ~ Welcome cemuser

Cellular CEM X

Cellular CEM
3 Customer
Customer Search
Se h L Saarch
Customer Name
j-é Analysis
Advanced Search Options
¥ More Search Options
f+.3 Customer Group
] Device
(1] Preferences

Customer Experience Manager user function

Last updated at: 22/12/2009 13:1

@ Search Results

Name Phon:

" Customer Details

e Num! ber  Address

Customer Details

© 2010 IBM Corporation

Expand customer search options.

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

=You can entera

customer name, 9 Console
account number, or—
phone number to

search

=You can match
case or search on
an exact match

= Enter Keith as the
customername to
search

= Click Search

| Cellular CEM X

Cellular CEM

a3 Customer

Search

>

Analysis

13 Customer Experience Manager user function

Customer Search

. Search

Customer Name

Account Number

Phone Number

Last updated at: 14/12/2009 16:55

W@l Search Results ]

Name Phone Number Address

= Customer Details b]

© 2010 IBM Corporation

Customer search options.

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

Click Search.
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Double-click Keith
Holland to see the
customer analysis
view of the customer

Customer analysis

Integrated Solutions Console
J Cellular CEM X

Cellular CEM

Cellular CEM

74 Analysis
»
§8  Customer Group
g Device
@ Preferences
14 Customer Experience Manager user function

Welcome cemuser

Customer Search

- Search

Customer Name Keith

Advanced Search Options (1]
Account Number

Phone Number

More Search Options (+]

Match Case | | ExactMatch | |

| Clear
I L

Search |

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

W@l Search Results &)
Name Phone Number Address
Keith Udaltsovi 12300000136  Address136
Keith Holland 12300000217 Address217
Keith O'Mahon' 12300000364 Address364
Keith Burke 12300000661 Address661
Keith llah 1 1 1
Keith Dineen 12300000778 Address778
Keith Cafferk: 1 13 13
Keith 9 1 g
Keith O'Connor 12300000863  Address863
E c Details 3
Name Keith Holland

IMsI 206010000000054
Account Number Account217

Phone Number 12300000217
Address Address217
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Customer analysis.

Double-click Keith Holland to see the customer analysis view of the customer.
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Customer analysis details

Integrated Solubons Console  Wekcome cemuser

= The Customer Analysis
windpw shows customer
details and services

= You can click the icons to

switch between the
analysis, associated SLO,
and associated SLA views

= The help tab is the default
view

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

= Click SMS 1.2

Preferences

15 Customer Experience Manager user function
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Customer analysis details.

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

Click SMS 1.2.
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Customer detailg | staentmo wecomecomeer e m
and services icons

= Click the copyicon in
the Customer Details
window to copy the
customer details to B resuir =
the clipboard

= You can refresh the
Services window by g
clicking the refresh '
icon —

= Click the list view icon LI
to change to list view o

1 Wetwork Resources

I Protocel Error_sMs

Subscriber Identity |

User rror_SMS v

16 Customer Experience Manager user function © 2010 IBM Corporation

Customer details and services icons.

Click the copy icon in the Customer Details window to copy the customer details to the
clipboard. You can refresh the Services window by clicking the refresh icon. Click the list
view icon to change to list view.
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Services list . o - W=
view icons P :
Customer Analysis Last updated st: 22/12/2009 13128
= You can click the tree
view icon to return to *
tree view c Rerere
= You can click the sort -
icon to sort
= You can click the copy
icon to copy services | Sy
to the clipboard , e e I'
= Drag the window to LT o 0] s -

. . & Services & sMs. 24828 22939 0
hide customer details Qs 1z R
and services R - -

'] n-rueol(rnl-uaisn' o
User Failure_SMS. -
FR——
JR——
Il Hetwork Resources,
B Protocol Error_sMs,
17 Customer Experience Manager user function © 2010 IBM Corporation

Services list view icons.

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

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

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

= Click the calendar
icon to set the interval

B Network Fadure_sMs

gue

I User Faiure_sMs.
[l Operator Intervention_sMs
Call or Session Related Error_S
B Network Resources Unavi aitabh
W Protocol Error_sMs
Seboctbor Ldentty Grer_svs |

User Error_SMS.

0]
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Customer analysis header.

You can filter data by device from the pull-down menu. You can hide the filter by clicking
the up arrow icon. Click the calendar icon to set the interval.
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Setting intervals

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

= You can select a historical
window by clicking Historical

window and selecting start
and end times

= Selecta 24-hour sliding
window

= Click OK

Intograted Sckubors Comacie  Wakamme comuras

e e
=N
e

19 Customer Experience Manager user function
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Setting intervals.

You can set a sliding window by selecting Sliding window and selecting a time interval.
You can select a historical window by clicking Historical window and selecting start and
end times. Select a 24-hour sliding window. Click OK.
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Transactions service data tab

[PV S—

= The Transactions service
data tab contains Failed
Transactions and All

= The Failed Transactions tab
contains Failed Transactions °
and Breakdown by Category
windows

= The All Transactions tab
contains All Transactions anc
Breakdown by Outcome
windows

20 Customer Experience Manager user function

Transactions tabs — 4'
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Transactions service data tab.

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

by Outcome windows.
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Transactions service data tab icons
| oot sotons Concle wekcome comuser T 1IIM

= You can click the Preferences Customer Analysis bt
icon to set background colors a 5 P T—————

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

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

= Drilldown into Address ‘
unresolved_SMS by double-
clicking a pie slice

21 Customer Experience Manager user function © 2010 IBM Corporation

Transactions service data tab icons.

You can click the Preferences icon to set background colors. You can expand to full
screen and restore using the icons next to the Preferences icon. You can change from
pie, chart, and tabular views with the chart icons. Drill down into Address
unresolved_SMS by double-clicking a pie slice.
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Transactions service data tab icons continued

Intograted Sckubons Console  Welcome comuner

You can drill up to the original
chart by clicking the drill up icon

ontar CEM X
Catitas CEM

Customer Analysis

)

[ 5% Debvary Fadure uaknows Service Contre sddress
[ 59 Oelivery Fadure ivabd Short Mesaage Entity address

[ €59 Recarver Parmaneat App Ervor Code

22

Customer Experience Manager user function
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Transactions service data tab icons continued.

You can drill up to the original chart by clicking the drill up icon.
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Customer groups and devices service data tabs

= You can configure Integrated Solutions Console m
the view filter by -
C|Ileng the ] Cellular CEM X

configure view icon a
| celtoecem 7.0

I

= You can change '
from bubble Customer Analysis Last updated at: 22/12/2009 22123 @
aggregate, chart
aggf&gate, 100% @ || B @ 21/12/2009 13:08 to 22/12/2009 13:08 POT [T

aggregate, tabular
aggregate, line

breakdown, column Oevice: | Al = .
failure rate

sMs1.2 ||i@ Halp

distr!but!on, and tree Transactions  Customer Devices Failure Ca...  Failure His. Failure De. Failure Loc... | Reports
distribution by r £% Associated Groups o
Cllcklng the Icons o 21/12/2009 13:08 to 22/12/2009 13:08 POT / Kaeith Holland / SMS 1.2
- Filter: 0.1% - 100%
= The Devices tab has e 10)
similar options NRSHRS Charts Auregsts @

® Customer_Groupl

Attempts

2 Customer Experience Manager user function © 2010 IBM Corporation

Customer groups and devices service data tabs.

You can configure the view filter by clicking the configure view icon. You can change from
bubble aggregate, chart aggregate, 100% aggregate, tabular aggregate, line breakdown,
column failure rate distribution, and tree distribution by clicking the icons on the right. The
Devices service data tab has similar options.
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= You can view data in =
column or list view

Collutar CEM X

= You can drill down Customer Analysis
to specific data by a X
double-clicking a = e
column of data S—

MAD Cause_SMS

24 Customer Experience Manager user function

T )

B MAP Cause_sms &

Il SMPP Cause_sMs i
[l SMSRP Cause_sMS

SMS CP Cause_SMS

© 2010 IBM Corporation

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

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

clicking a column of data.
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Reports HW |

T — =]~
" SeIeCt report tlme Customer Analysis
intervals by selecting
Specify the reporttime
interval and selecting a
start and end time

= You can view a report by fererts
selecting a report and ARsoceted Reponts P
clicking View Report, or
by double-clicking the
report L | s

25 Customer Experience Manager user function © 2010 IBM Corporation

Reports.

Select report time intervals by selecting Specify the report time interval, and selecting a
start and end time. You can view a report by selecting a report and clicking View Report,
or by double-clicking the report.
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Customer group analysis view

Click Customer Group to start the customer group analysis view

Integrated Solutions Console Welcome cemuser

Cellular CEM X

--- Select Action --- v

| Collvtarcew .o

a Customer

o - Customer Group Search Last updated at: 22/12/2009 22:34

§ . Search @ Search Results 3
)
& h
< E— Name Description
Group Name
>4 Analysis
$ Advanced Search Options o
More Search Options o
= Customer Group Details )]
"] Device
(] Preferences

v

26 Customer Experience Manager user function
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Customer group analysis view.

Click Customer Group to start the customer group analysis view.
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KR
Mgl
] |

Expand customer group search options

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

Integrated Solutions Console

Welcome cemuser

Cellular CEM X

Cellular CEM
a Customer
P e oo Customer Group Search
. Search
=8 Search
Group Name
Analysi
! yc ST $ Advanced Search Options
More Search Options
[*] Device
@ Preferences

27 Customer Experience Manager user function

Last updated at: 22/12/2009 22:34

@l Search Results

Name Description

] Customer Group Details

7 -0 R
3
3

v
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Expand customer group search options.

Click the down arrow icons for Advanced Search Options and More Search Options.
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Customer group search options
= You can enter a
customer group
name or a Integrated Solutions Console Welcome ¢
customernameto | -
search
Cellular CEM
= You can match — —
case or search on 2 ——
an exact match @ Cistemer Greis Customer Group Search Last updated at: 23/12/2009 09:40
- Entt?‘]r cusfomer 3 @ Search Results ;]
as the customer X Search _— iy
group name to ) Grous tame
search 7 Analysia
i Advance: d Search Option: (1]
= Click Search
More Search Options (1]
" Customer Group Details B
"] Davice
D a
28 Customer Experience Manager user function

--- Saelect Action -=- v

~

© 2010 IBM Corporation

Customer group search options.

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

search. Click Search.
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Customer group analysis

Double-click Customer_Group1 to see the customer group analysis view of a customer group

Integrated Solutions Console

| Cellutar cEM X

Welcome cemuser

Help

--- Select Action ---

Cellular CEM

3 Customer

8 Customer Group
\{ Search

?C Analysis

Device

M m

Preferences

29

Customer Group Search

. Search

Group Name Customer

Advanced Search Options (1]

Customer Name

More Search Options (1)
Match Case [ | Exact Match [ |
Clear

| Search

Customer Experience Manager user function

Last updated at: 23/12/2009 09:44

@@ Search Results
Name
Customer_Group0

Customer_Groupl

] Customer Group Details
Name
Members

Description

Description
Customer_Group0

Customer_Groupl

Customer_Groupl

1000

Customer_Group1

© 2010 IBM Corporation

v

Customer group analysis.

Double-click Customer_Group1l to see the customer group analysis view of a customer

group.
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Customer group analysis details

Integrated Solutions Console  Welcome cemuser

The Customer Group F—
Analysis window shows o
customer group details

that are similar to the
ones in the Customer
Analysis window

Customer Group Analysis

Customer Group Details 3

30 Customer Experience Manager user function

-l

B Network Failure_SMS
User Failure_SHS
Wl Operator Intervan tion_SMS

Call or Session Related Error_SMS
B Network Resources Unavailable_SMS
B Protocol Ervor_sms

Subscriber Identity Error_SMS

© 2010 IBM Corporation

ots

Customer group analysis details.

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

the ones in the Customer Analysis window.
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Device analysis view

Click Device to start the device analysis view

Integrated Solutions Console

Welcome cemuser
| Cellutar CEM X

Cellular CEM
Cellular CEM
a Customer

Device Search

= Customer Group

§

. Search
— ) Model Name
h
l A Searc
Manufacturer
¥
Analysis
More Search Options
£] Summary
@ Preferences
H Customer Experience Manager user function

Help | Logout

=== Select Action ---

Last updated at: 23/12/2009 09:51

@l Search Results

Model Manufacturer

" Device Details

© 2010 IBM Corporation

=0

Device analysis view.

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

Click the down arrow icon for More Search Options

Integrated Solutions Console ~ Welcome cemuser Haipd | REogout
| Cellutar CEM X === Select Action ==+ v
Cellular CEM .
Cellular CEM =0
3 Customer .
s Customer Group Device Search Last updated at: 23/12/2009 09:51
] Device
- Search @ Search Results B
Model Manufacturer
& Search Model Name
Manufacturer
¥
Analysis
More Search Options @
j Summary
"] Device Details &
@ Preferences v
2 Customer Experience Manager user function © 2010 IBM Corporation

Expand device search options.
Click the down arrow icon for More Search Options.
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Device search options

= You can entera
model name or

manufacturer to i
search -

Cellutar CEM X

= You can match

case or search on s
Callular CEM
an exact match —
L Enter &8 Customer Group

Device

DeviceType3_15 :
as the model

name to search e
= Click Search o
J Sommary
] Preferences
3 Customer Experience Manager user function

Welcome cemuser

Device Search Last updated at: 23/12/2009 10:07
Search @ Search Results
Model
Model Name
Manns i
]
More Search Options. (1]

" Device Details

?2-0

Manufacturer

© 2010 IBM Corporation

Device search options.

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

Double-click DeviceType3_15_CEM_SMS to see the device analysis view of the device

--- Select Action ---

="
~o

Integrated Solutions Console ~ Welcome cemuser
| Cellular CEM X
Cellular CEM
Cellular CEM
a Customer

8  CustomerGrovp Device Search

"] Device
.. Search
! \)\ Search Model Name
§ Manufacturer
7 Analysis
More Search Options
= Match Case | |
f:;] Summary
Clear
li] Preferences L | |
M Customer Experience Manager user function

DeviceType3_15

Q

Exact Match [ |

Search
)

Last updated at: 23/12/2009 10:09

@ Search Results

Model

@ 15_CEM_SMS

Manufacturer

=] Device Details
Model

Manufacturer

Manufacturer3_CEM_SMS

DeviceType3_15_CEM_SMS

Manufacturer3_CEM_SMS

7=0
@
&
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Device analysis.

Double-click DeviceType3_ 15 CEM_SMS to see the device analysis view of the device.
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Device analysis details

Intograted Solutions Console  Welcome cemuser : s ;::E
 Select Adion —

ccccccccccc

= The Device
Analysis window
shows device
details that are
similar to the ones
in the Customer
and Customer '
Group Analysis 2
windows

Click Summary to
see the device
summary

Preferences v

35 Customer Experience Manager user function © 2010 IBM Corporation

Device analysis details.

The Device Analysis window shows device details that are similar to the ones in the
Customer and Customer Group Analysis windows. Click Summary to see the device
summary.
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= Double-click
SMS 1.2 to see
manufacturers
for this service

= Double-click All
Manufacturers
to see all
manufacturers

=You can double-
click any device
to see the
device in the
Device Analysis
view

Device summary

Integrated Solutions Console
| celtutar cem x

Cellular CEM
Callular CEM

a Customer

5 CustomerGroup

@ Preferences

Welcome cemuser

Device Summary

6 Customer Experience Manager user function
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Device summary.

Double-click SMS 1.2 to see manufacturers for this service. Double-click All
Manufacturers to see all manufacturers. You can double-click any device to see the

device in the device analysis view.
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Preferences

YOU can_enable Integrated Solutions Console

automatic refresh -

and set the interval [ cetutarcem %\

of automatic refresh

in the Preferences Cellutar cEv

WIndOW Cellular CEM
a Customer
s Customer Group
] Device
g Preferences
e

37 Customer Experience Manager user function

Welcome cemuser e e m

=== Salect Action --- v

-~
?7-0

Preferences Last updated at: 23/12/2009 10:52

General
@ Refresh Preferences

] enable automatic refresh

© 2010 IBM Corporation

Preferences.

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

Preferences window.
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SLO management

Click SLO Management

Integrated Solutions Console

Welcome cemuser

[ View: | All tasks

B Service Quality Manager
B Customer Experience Management

Cellular

o e m

Welcome

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
| through this
installation. Select a
product suite to view
more information.

Suite Name Version
6.1.0.23

38 Customer Experience Manager user function

About this Integrated Solutions Console =0

Integrated Solutions Console, 6.1.0.23 | &
ber: ¢f230910.10

LICE

1eM

$5724-i63, 5724-H88, 5655-NO1 (C)
Copyright International Business
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SLO management.
Click SLO Management.

cem_user_function.ppt

Page 38 of 53



SLO explorer

* Youcan create, Integrated Solutions Console ~ Welcome cemuser
delete, modify, |-
and refresh SLO
folders and
SLOs

= You can verify
information from
the SLO
information tabs

SLO Management X

39 Customer Experience Manager user function

escurce

@ Timezone: Cliant 2

© 2010 IBM Corporation

SLO explorer.

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

information from the SLO information tabs.
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Manage life cycle of SLO and create SLO

= You can validate,
activate, terminate,
suspend, and recycle | s susos oo wekons o — = |

* You can see how to —
create an SLO by Service Level Objective Management Lart updated st 231272009 10139 ()
referring to the CEM 7 510 Explorer Find 5LOs 1 Ganeral | 1 Assessme del | Resource 8 Customer |d Action |=g Rule Report
SLO Creation IEA
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Manage life cycle of SLO and create SLO.

You can validate, activate, terminate, suspend, and recycle SLOs. You can see how to
create an SLO by referring to the CEM SLO creation IEA.
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TR [T p———— ||| =
| 5LO Management X --- Select Action --- v
b YOU can ﬁnd SLOS by SLC Management ~
Clicking the Find SLO Management PED
SLOs tab Service Level Objective Management tsstupdsted at: 23/:2/2003 10159 ()
= Enter sms_deliver Z] 510 Explorer
for the SLO name e
= You can also expand $10 kama:
More Search More Search Options ®
Options and select Case match [ | Exactmatch [ ]
case or exact match o
* Click Search TR
@ Timezone: Client v
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Find SLOs.

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

Click sms_deliver to see SLO information

Integrated Solutions Console  Welcome cemuser

Service Level Objective Management

510 Explorer
Saarch
$LO Name: ama_
More Search Options [+]
- Exact m
Ses
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Search results.

Click sms_deliver to see SLO information.
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SLO monitor

Click SLO Monitor

Jsyte DiSons Comasis Helcome comuser o = m

l View: | All tasks vJ

@ Service Quality Manager
Welcome ~

About this Integrated Solutions Console = O

Integrated Solutions Console, 6.1.0.23 | &
Build Number: ¢f230910.10
Build Date: 3/10/09

B Customer Experience Management

Integrated Solutions
Console provides a
common
administration console
for multiple products.
The table lists the
product suites that
can be administered
through this
installation. Sel
product suite t
more information.

LICENSED MATERIALS PROPERTY OF
1M

5724-i63, 5724-H88, 5655-NO1 (C)
Copyright International Business

Suite Name Version

WebSphere 6.1.0.23
n
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SLO monitor.
Click SLO Monitor.

cem_user_function.ppt Page 43 of 53



Monitor SLO
) Intograted Solutions Console  Welcome cemuse . m
= Hide the — 7 T
navigation Esaea o o _— o
window st — =0
Service Level Objective Monitor o @
= Expand
P ws Dyectiv B SLO Monitor: Al discover red SLO: T
sqmuser_data — S R R
= Click O ‘(‘5‘:,51’3,’.“!2',\.
sms_deliverto =
monitor
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Monitor SLO.

Hide the navigation window. Expand sgmuser_data. Click sms_deliver to monitor.
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Add selected SLOs
* Click the plus (+) [ e - e U

icon to add = sdscrson— [

sms_deliverto ° -
-
monitored SLOs

Service Level Objective Monitor Last updated at:  24/12/2009 10:08 ()
L EXpand & My Service Level Objectives (0) B SLO Monitor: sqmuser_data @:;

H 5.0 name SLO state KPIname Trigger Starttime End time
>
sms_deliver —— 2 o -

= (J SLO Categories
G PRSI OO Wekcome cemmenes TR m

] sms)

SLO Monitor X

~

SLO Monitor X --~ Select Action ==~ v

SLO Monitor -

Service Level Objective Monitor Last updated at:  24/12/2009 10113 ()
& My Service Leval Objectives (1) B 510 Monitor: sqmuser_data b4 28

SLO name SLO state KPIname Trigger Starttime End time
Explorer ::"

@3] sms_geliver RN ™S Oeliv

= (J SLO Categories
= (J samuser_data

] sms_deliver

@ SLO History

o Select 3 SLO aggregation period in the monitoring view in order to display the
related historical values in this ares.
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Add selected SLOs.
Click the plus icon to add sms_deliver to monitored SLOs. Expand sms_deliver.
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SLO monitor icons

= You can remove
or refresh SLOs

_ Inograted Solutions Console  Welcome cemuser m
= Click the reports i —

. --- Select Action --- v
icon to generate | . oMo ® ===
reports $LO Monitor ~
associated with
the SLO Service Level Objective Monitor Last updated at: 24/12/2009 10:18 @

2 My Service Level Objectives (1) B 5LO Monitor: sgmuser_data @ @.

SLO name SLO state KPI name Trigger Start time 53
Explorer )

E £] sms_deliver IR sMs Deliv
@ Period: 15min [ SvS Celiv 24/12 091 24/12 09

o 8 {J SLO Categories

B ] samuser_data

=] sms_deliver

@ SLO History

+ Select a SLO aggregation period in the monitoring view in order to display the
related historical values in this area

@ Timezone: Client v
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SLO monitor icons.

You can remove or refresh SLOs. Click the reports icon to generate reports associated
with the SLO.
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Generate reports
= Available reports
are shown
= Click Back to |27 e ) W
monitor view to [ 510 Monitor X - SelectAction -8
return to the i
- . LO Monitor ~
monitor view
Service Level Objective Monitor Last updated at: 24/12/2009 10:23 (}
Back to monitor -.w.-‘; d
Explorer & Associated Reports B
Select a report and click view report button, or double click a report.
Time Interval: | 18/12/200 & ~ 24/12/2009 o
Report Name Description
Refresh Reports |
@ Timezone: Client v
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Generate reports.

Available reports are shown. Click Back to
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monitor view to return to the monitor view.
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SLO monitor service data tabs
Double-click
sms_deliveror - jons Console. Wi ]
Period:15minto [~
| L0 Monitor X --- Select Action -~ v
see the SLO data
tabs SLO Menitor R
Service Level Objective Monitor Last updated at:  24/12/2009 10:23 ()
& My Service Level Objectives (1) B 5LO Monitor: sqmuser_data P4 < 5
= SLO name SLO state KPI name Trigger Starttime End time
Exploeer & AT sms_deliver BESEEEE  sMs Oeliv
= {J SLO Categories @ Period: 15 min_/ IS SMS Oeliv 24/1209: 24/1209
{J samuser_data
=] sms_deliver
@ SLO History
¢ Select a SLO aggregation period in the monitoring view in order to display the
related historical values in this area
@ Timezone: Client v
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SLO monitor service data tabs.
Double-click sms_deliver or Period: 15 min to see the SLO data tabs.
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SLO monitor service data tabs view

Click Back to Intograiod Soluons Console. Waelcome camuser
monitorview to | s =
return to the i
monitor view 5.0 Montor

Explorer b
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SLO monitor service data tabs view.
Click Back to monitor view to return to the monitor view.
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SLO history

= Select Period: 15
min to view SLO
history

= You can move the
history window
backward or forward
by clicking the left
and right arrow icons

= You can change the
history window size
by clicking the
calendaricon

Itograted Soluons Console  Welcome cemuser e | Lo W

SLO Moniar X

5L0 Monitor 7cD
Service Level Objective Monitor Lastupdated st 24/12/2009 1038 ()

Gy Sarvice Laval Objactives (1) (B SLO Monitor: sqmuser_data

510 nama

SLOstate KPIname Trigger Stat v
| |5 [ sma_deivar B s cein
EESEEEE  svs el 24/12 091 24/12 10100

& SLO History: sqmuser_dats/ sms_duiwer (13 min) )
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SLO history.

Select Period: 15 min to view SLO history. You can move the history window backward or
forward by clicking the left and right arrow icons. You can change the history window size

by clicking the calendar icon.
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You should now be able to navigate Customer Experience Manager user functions
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Summary.

You should now be able to navigate Customer Experience Manager user functions.
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Training roadmap for IBM Tivoli Netcool Service Quality Manager.

You can see the training roadmap for IBM Tivoli Netcool Service Quality Manager by going
to the URL listed on the slide.

cem_user_function.ppt Page 52 of 53



Trademarks, copyrights, and disclaimers

IBM, the IBM logo, lbn;'com and the ing terms are or reg of i B Machi C ion in the United States,

other countries, or bof
Netcool Tivoli
If these and other IBM trademarked terms are marked on their first occurrence in this information with a trademark symbol (® or ™), these symbols indicate U.S.

registered or common law trademarks owned by IBM at the time this information was published. Such trademarks may also be registered or common law(rademarks in
other countries. A current list of other IBM trademarks is available on the Web at "Copyright and at http //www ibm Viegal/copytrade shtry

Other company, product, or service names may be trademarks or service marks of others.
Product data has been reviewed for accuracy as of the date of initial publication. Product data is subject to change without notice. This document could include

technical inaccuracies or raphical errors. IBM may make improvements or changes in the products or programs described herein at any time without notice. Any

statements reg rding IBM's future direction and intent are subject to change or withdrawal without notice, and rep goals and obj only. in this

documem to M produc(s programs, or services does not imply that IBM intends to make such products, programs or services available in all countries in which IBM
Any to an IBM Program Product in this document is not intended to state or imply that only that program product may be used.

Any funcbonally equrvalent program, that does not infringe IBM's intellectual property rights, may be used instead.

THE INFORMATION PROVIDED IN THIS DOCUMENT IS DISTRIBUTED "AS IS" WITHOUT ANY WARRANTY, EITHER EXPRESS OR IMPLIED. IBM EXPRESSLY
DSCLAIMS ANY WARRANTIES OF MERCMNTAB LITY, FITNESS FOR A PARTICULAR PURPOSE OR NONINFRINGEMENT. IBM shall have no responsnbmty to
update this 1BM d if at all, according to the terms and conditions of the ﬁ eements (for example, IBM Customer Agreement
Statement of Limited Warranty, Intematxonal Program License Agreement, etc.) under which they are provided. Information concerning non-IBM products was obtained
from the suppliers of those products, their published announcements or other publicly available sources. IBM has not tested those products in connection with this
publication and cannot confirm the accuracy of performance, compatibility or any other claims related to non-IBM products.

IBM makes no representations or warranties, express or implied, regarding non-IBM products and services.

The prowi of the inf i herein is not intended to, and does not, grant any right or license under any IBM patents or copyrights. Inquiries regarding
patent or copyright licenses should be made, in writing, to:

IBM Director of Licensing

IBM Corporation
North Castle Drive
Armonk, NY 10504-1785
USA
F is based on its and using 1BM na environment. Al d i
of ho S sed IBM products and the results they may have achieved. The actual thre u%’ 811! performance that any user r wil
expenence will vary dependm%kupon consnderatlons such as the amount of multiprogramming in the user's job stream, the /O configuration, the storage. conﬁgurabon
and the can be given that an individual user will achieve ghput or per imp
ratios stated here.
© Copyright Business Machil Corp 2010. Al rights reserved
Note to US. Users - D related to restricted rights-Use, duplication or disclosure is subject to restrictions set forth in GSA ADP Schedule

Contract and IBM Corp.

53 © 2010 IBM Corporation

cem_user_function.ppt Page 53 of 53



