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Every User Matters. Every Transaction Counts.

A quality user experience
' s your government s

1 = IT is critical to delivering a quality user experience to
— fulfill your organizationds mi ss
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The Government IT Service Challenge

Constituents

Why canoét
complete my
transaction?

Why is this
taking so
long?

di
to understand how these problems affect each other.

Stakeholders

Agency &
Department
Executives

Service
Owners

Why do constituents see
the problem before IT?

IT Operations

What 6s
in my domain?
How is it affecting
services?

What should |
prioritize on?
Where is the
problem?

What caused it?
Not my i s

h a

ni ng

pp

S u é DB

Are we meeting
expectations or causing
dissatisfaction?

fficul

t to get

a handl e

Network

on each of



Understanding
Service Assurance
Challenges



IT Service Assurance Paradox

Managing Technologies vs. Services

05:00 06:00 07:00 08:00 09:00 10:(|)0 11:(|)0 lZ:(I)O 13:?0 14:(?0 15:CI)O 16:(;0

[ | | | | % available

[ [ [ [ [ [ [ [ [ [ [ [
Web Server [T | 99%
AppServer [T | 99%
Mainfame ~ [Tl | 99.9%
Database /Ty W 99.9%
Network And who is measuring the 99.999%

real user experienc and

Application managing the whole service 99.9%
e - ser s
Service |

B Unavailable or Slow  Adailable, Performing as Expected

Managing Infrastructure Top -Down in Context of Services is Required
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Managerial Challenge: People & Processes

Service Desk

S R —

iQ.ur

)
=
Lo
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Sl

System Engineering

Prioritized & Shared Understanding of Services, Their Condition & Root Cause is Required

Application Engineering




What IT Professionals
Say About

Service Assurance
Challenges



IT IS Reactive

When application -related problems occur, what are the primary
ways in which IT most often finds out about the problem?

Calls from User

NOC or Monitorin
Center

Transaction
Management produ

0% 10% 20% 30% 40% 50% 60%

Enterprise Management Associates : 2008 Survey

|
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Why Is This Number Important? ‘

89%

Enterprise Management
Associates : 2008 Survey



Slow Root Cause Determination/MTTR ‘

89% IT organizations
use
triage teams
to solve

service performance
problems

Adapted from Enterprise
Management Associates :2008 Survey

G



Impact on Productivity ‘

For these cross  -domain teams, what types of personnel are
most often included?

Network personnel/management

Systems personnel/management

Applications personnel/management

Database personnel/management

Security management

Customer facing service
management

| | | | |

85%

70

57%

34%

82%

%

96%

0% 20% 40% 60% 80% 100%

M % Valid Cases (Mentions / Valid Cases)

; Responses not shown received 0%

Slide 12

Enterprise Management
Associates : 2008 Survey
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IT App/Service Management Roadblocks

In your opinion, which reasons hamper your organization's
effectiveness in terms of managing applications and

services?
1 Changes to applications and infrastructure not well
documented or controlled
2 Poor coordination between support teams
3 Troubleshooting/root cause analysis takes too long

Enterprise Management Associates : 2008 Survey

|
Slide 13



Wi sh LI st: ToE Thr ee ﬁMosA

What are the top three tools and/or functionalities that your
organization currently lacks that would most benefit your
current support requirements?

1 Consolidated event correlation

2 Change tracking, verification, audit

Transaction management, problem
identification, root cause analysis

Enterprise Management Associates : 2008 Survey

Slide
14



Top Three Pressures Facing IT Operations Management

Cost reduction andfor cost
management

A

Dermaonstrating business valug

]

ncreasing rate of change and
ressure to mowe faster

il

Data center space, power,
cooling

207 anailahility

Business continuity and
disaster rec oeny

W Dec. 2008 Data

Modifying the IT operations Center Conference,

architecture for wirtualiz ation h=173f
Defining pusmess oriented IT o Jun. 2008
Services and SLAS Infrastructure,

Ciperations and
Management Surmmit,
n=464

Modifying the 1T operations
architecture for S0A

0% A% 10% 15% 20%

Percertage of Respondernts
Gartner: 2008 Survey

G



Trends Affecting IT Operations Management

Technology Trends

Priority shift from management of
infrastructure to management of P
services and processes

Increasing IT service
delivery orientation

Need to improve (and prove)
IT operations efficiencies
Accelerating adoption of ITIL
and process frameworks

Increasing technical complexity,
which involves new
management buyers

IT virtualization —>
Increasing
commoditization _>

of platform agentry
Movement back towards
vendor frameworks —>
Reducing TCO of management
via deployment of agentless
solutions _’

New organizational roles and CMDB and workflow (RBA) as new
collaborative responsibilities age framework —>

)/ \/

7
S
Le/r,
/f'f,

\ ‘)I)S 7

Focus on automation g ‘
g
Y
Y

Green IT
(power & cooling)

Improve or establish IT
operations accountability

Data Center Consolidation
(cost reductions)

Adapted from Gartner: 2009 Report
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Summary: Barrie

rs to Overcome ‘

Too many tools
Silo tools not well integrated

Technology silos prevent
end -to -end management

Determining root cause is
difficult

Reactive: little or no predictive
visibility

Performance becoming most
significant service issue

Little time to optimize

Flat or down budgets

CA: 2008 Focus Groups

Copyright © 2009 CA



People, Processes and
Technology for IT In
Lean Economic Times



IT Approach for Lean Economic Times

External Constituents FOCUS on What é

Citizens

Businesses most important o to
Suppliers . .
meet your mission &

Internal Constituents mandates delivering

Executives/Officers .
value to constituents

Staff
Compliance

IT Mngt & Operations

ClO

PMO

CISO

Support
Engineering/Development

Infrastructure

IT Hardware &
Software Assets

A Aim resources at high
value deliverables

A Improve user
experience

Infrastructure Management
Security Management
SelfService

Project & Portfolio Mgmt

A Reduce waste

Application Performance Mgmt
Service Management

A Increase productivity

Copyright © 2009 CA
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Technology Building Blocks
for Transforming IT In Lean Times

G



3 Building Blocks

Copyright © 2009 CA
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3 Building Blocks

Pivotal Insight

Fault, Performance,
Configuration &
Capacity

Copyright © 2009 CA
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#1: Infrastructure

Management ‘

End-to - End View of Infrastructure Status

Discover networks,
systems and databases;
map to IT services

USER

WAN/

NETWORK

Ho © © ® © %@
- O-R-E-8- -

Router

Correlate alarms;
diagnose network, system
and database root cause

5 o
[ /7 o

Monitor performance
trends/violations and
outages

FRONT

MIDDLEWARE Mamframe
=
Firewall Switch Load Web Portal App Server Database
Balancer Servers

‘rqu

23
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#1: Infrastructure Management

End-to - End View of Infrastructure Status

Discover networks, Monitor performance Correlate alarms;
systems and databases; trends/violations and diagnose network, system
map to IT services outages and database root cause

BACKND@@
®

USER NE’I\\NORK FRONT = )
@ © © ©@ ® "® ///

o MIDDLEWARE  \;ainframe @
-O-R-8-8-1 1 [B— =

WAN/ Router Firewall Switch Load Web Portal App Server Database
-
T

=1\ ~O-fa®
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Best Practice:

25

> Inductive Modeling

25

Discover assets
Learn relationships
Create model

A Monitor the model for
conditions

Automated Discovery

/] Console - SPECTRUM OneClick

Eile View Tools Help

@~ -8 @) @K HB

Navigation

Palicies (3)
AcL poiicy
[ acL poiicy (Core video ..
SNIP Community (CISC.

O Correlation Manager
= [ LostFound (1)
Upload. Z008-08-27_15:.
#0 Multicast Manager (16)
Policy Manager
O Qo5 Manager
O Secure Domain Manager
# ) Service Management (3]
[ Telco EMS Manager

@ world
ot Favarites
¢ Global Collection Hierarchy
53 Global Callections (5}

= _g Core Yideo Routers (1)
_ O csco7an4-96.6.ca.c0m
#§ Data Center Switches (5)

flice Routers
8 Sprin i
8 Verizon Circuits
=W Video Broadcast Netwark
=]

© cscoz621-96.7.ca.com
O cisc3810-96.12.ca.c0m
O cisco3610-96.13.ca.c0m
O cisco?204-96.5.ca.com
D ciscoP204-96.6.ca.com
© cisco7S05-96.11.ca.¢0m
© ciscoRPM-.18.c3,com
O eLs100-24T2
@ junperizo-s6.3
O MCASTSRCS
D UpnBlue-CE-1.vpr-blue...
© upnRed-CE-1

#[] MPLS VPN Manager (9)

Contents: videa Broadcast Netwark

#larms | Topelogy |List | Events | Information|

Component Detail: ideo Broadcast Network of bype GlobalCollection

Tnformation [ Hst Configuration | Interfaces | Ferfarmence [Heighbers

= General Information

Child Count

© 2009 CA, Inc.




Best Practice: Automate

> Active monitoring does
not just rely on event
streams

> Distinguish between a
flood of events and
meaningful alarms

A Symptomatic event
A Causal event

26 26

d Root Cause Analysis

Console - SPECTRUM OneClick

Eile View Tools Help

-0 |G @ BGHE

Navigation

@
=0 Conifiguration Manager (3)
.4 Device Families (11)

AcL poiicy
[ acL poiicy (Core video ..
SNIP Community (CISC.

O Correlation Manager
= [ LostFound (1)
Upload. Z008-08-27_15:.
#0 Multicast Manager (16)
Policy Manager
O Qo5 Manager
O Secure Domain Manager
# ) Service Management (3]
[ Telco EMS Manager
@ Toporg
@ Universe (56)
@ world
it Favorkes
't Giobal Collection Hierarchy

3 Global Callections (5}

= _g Core Yideo Routers (1)
_ O csco7an4-96.6.ca.c0m
#§ Data Center Switches (5)

flice Routers
8 Sprin i
8 Verizon Circuits
=W Video Broadcast Netwark
=]

© cscoz621-96.7.ca.com
O cisc3810-96.12.ca.c0m
O cisco3610-96.13.ca.c0m
O cisco?204-96.5.ca.com
D ciscoP204-96.6.ca.com
© cisco7S05-96.11.ca.¢0m
© ciscoRPM-.18.c3,com
O eLs100-24T2
@ junperizo-s6.3
O MCASTSRCS
D UpnBlue-CE-1.vpr-blue...
© upnRed-CE-1

#[] MPLS VPN Manager (9)

N contents: video Broadeast Netwark

#larms | Topelogy |List | Events | Information|

Component Detail: ideo Broadcast Network of bype GlobalCollection

= General Information

Child Count

Tnformation [ Hst Configuration | Interfaces | Ferfarmence [Heighbers

v A s B e % O mmm ] Q@
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Best Practice: Automated Root Cause Analysis

> Correlate symptoms T | =y

Ble Vew Iods Help @O A& B @R |

Navigation U contents: video Broadcast Metwork 2 9

aarms | Topology | List | Events | Infarmation|

H 8w v A sty v [ o BB X W [mmp o] Q &

<

=/ conifiguration Manager (3)
#5% Device Families (11}

= Policies (3)

> Suppress unnecessary,
symptomatic alarms

Uplozd,2006-09-27
(7 esm-perf (0xde00000)

.t Global Collection Hierarchy
= Global Collections (5)
=g All Routers (43)

. .
> Pii 1pOINt root cause o
D cisco7010-96.15.ca.com
D cisco7204-96.5.ca.com

O cisca7204-96.6.ca.com
O cisc07505-96. 10.ca.com
O cisco7505-96.11.ca.com
=g Care Video Routers (1)
O cisca7204-96.6.ca.com
Data Center Switches (5)

A Must be automated

i etizon Circuits
=" ¥ideo Broadcast Network
) eprisma-a62625¢

Ve O cisco2621-96.7.ca.com
D cisco3810-96,12.ca.com
D cisco3810-96.13.ca.com
O cisc07204-96.5.ca.com
O cisco7204-96.6.ca.com
D ciscoTS05-96.11,cancom Component Detail: cisco7204-36.6 ca.com <-> cisco?505-96.11,ca.com £ N

D ciscaRPM-.18.c3.c0m
B Es100-247x

.
LI T 5 X F [ zom Q «
O vpnBlue-CE-1.ven-blue,

Link Information

O Upnped-CE-1
@[] MPLS VPN Manager (3)

slow

Rl TR ——"y—] I

27 © 2008 CA, Inc. .



Best Practice:

Configuration

> Manage to standards
A Gold standard
A Change Authorization
> Know infrastructure
Impact of change

A Fault - Awareness

A Degradation -Awareness

A Automated detection and

roll -back

- Aware Root Cause

" Configuration Differences - SPECTRUM OneClick b

Mar 28, 2008 3:17:07 PM EDT - system

Mar 26, 2008 11:21:13 AM EDT - system

confarm-action kransmik
exceed-action drop
violate-action drop
class woip-traffic-br
police cir 10000
conform-action transmik
exceed-action drop
winlate-action drop
palicy-rap Wa-Traffic-Gold
class mulkicast-traffic-go
police cir 334000
conform-action transmik
wiolate-action drop
class remaining-traffic-go
police cir 1152000
canform-action transmik
wiolate-action drop
class woip-traffic-go
police cir 10000
conformm-action kransmik
exceed-action drop
wiolate-action drop

i‘:l—er ara | annhoacln

|

il

confarm-action kransmit ;I
exceed-action drop
violate-action drop

class woip-traffic-br

policy-map Wa-Traffic-Gold J
class mulkicast-traffic-go
police cir 334000
conform-action transmit
violate-action drop
class remaining-traffic-go
police cir 1152000
conform-action transmit
violate-action drop
class woip-traffic-go

i‘:TVF ara L amnhacln

il

Mext | Previous | Added 3 Line(s) | Removed O Line(s) | | Changed Z Line(s) | Tokal: 10
Close |
Misconfiguration Original Configuration

G

Copyright © 2009 28



Best Practice: Proactive Perf. & Capacity Management

Identify when unusual behavior
Is happening

Identify when something is too
wrong for too long

Time Over Threshold Time is_ Unacceptable
=15 min., = 15 min,

: Automaticall
Automatically oAl cicrmine
reduce Threshold b |
. Basel aseline
1015€ ne values
S — 4 Lower

. ) Threshol
Time Window Time Window eshold
=1 hour =1 hour

“““““““““““ LANIWAN AbaGlance. Oracl Apbsaton Service Element LAB OrackeDE 9 BE o
[ —— ° Report LR B n | Repart List | Run Reports | MyHealth | Live Health | Systems|
== e From (12000 e -
S ramowonmn pou TR CA . Operations Energy Man
] mh m LAB-Oracl
— — 2B Quliy ks
I | | CPU Usliation DB Quatty nder (%) UseeConmtsSecond [ kW (real-time) kwWh (30 days)
hysical Memery 1om 08
e " (1
lls Second P o
ats/Secod 2
isex Comits w o
s Rlbacks ™ "
o ks
Charges/Truns =y
om T UserRotbacksSecend )
e, llTrus ™ 1
) | T er CallPase.
- = o - BeTeliral " o
B OlihEda ™ “ Energy Usage Trend
ETaE WM"‘Q‘ N 14a00
. o - Rexsie Rate ~ 132000
o FE T F A % Bt =10 gpaiashee o \V\I\,..-
Clemalae L. - - el PicdMoscyOye) KL ' -
STy ra B . reomrom % s i e
F 7 / / L AF7 L , [ Assacations u] “ o
£ / 150 U]

Networks Systems Databases Energy



3 Building Blocks

Pivotal Insight IT Benefits

Improve Infra MTTR 50%
Reduce Infra DT 70%
Boost  Efficiency 43%

Fault, Performance,
Configuration &
Capacity

Copyright © 2009 CA
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What Does This Mean? ‘

MTTI



An Important Concept ‘

Mean Time
To
Innhocence



3 Building Blocks

Pivotal Insight

Service Assurance

Customer Experience
& Transaction
Behavior

Application Management
e ——

AWeb portals & servers

A Application servers

AJ2EE, .NET & client/server apps

Fault, Performance,
Configuration &
Capacity

34

Infrastructure Management

A Networks
A Physical & virtual systems
A Databases

IT Benefits

Improve Infra MTTR 50%
Reduce Infra DT 30%
Reduce Help Desk Calls 40%

MTTR = Mean -Time -to -Repair
DT = Downtime

Copyright © 2009 CA



#2:. Application Performance Management

End-to-End View of Transaction Behavior

Discover applications; Monitor all business Conduct triage across
understand user transactions through infrastructure; diagnose
experience; establish SLAs infrastructure; measure application root cause

response and SLAs

BACK END

D =

USER NETWORK FRONT / / = Siebel
END yd
MIDDLEWARE  yainframe

m—O-B-E-8-E - E-=

WAN/ Router Firewall Switch Load Web Portal App Server Database

) j Balancer Servers \
End User — I \ Web Services
\

Databases
3 Party

Applications

3 G



#2: Application Performance Management

End-to-End View of Transaction Behavior

36

Discover applications;
understand user
experience; establish SLAs

USER NETWORK

@
LI

End User
T

Monitor all business
transactions through

Conduct triage across
infrastructure; diagnose

infrastructure; measure application root cause

response and SLAs

WAN/ Router Firewall Switch Load

Balancer

Overview
Root Cause Probability

BACK END

. / ol

MIDDLEWARE  \ainframe

P e

Web Portal App Server Database

Servers ~ I! .
| \ Web Services
\

Databases
3 Party

Applications




#2: Application Performance Management

End-to-End View of Transaction Behavior

Discover applications; Monitor all business Conduct triage across
understand user transactions through infrastructure; diagnose
experience; establish SLAs infrastructure; measure application root cause

response and SLAs

BACK END

D =

USER NETWORK FRONT / / = Siebel
END yd
MIDDLEWARE  yyainfame

N o _

WAN/ Router Firewall Switch Load Web Portal App Server Database

) Balancer Servers ~
| —
- il G C (==
iy ustomer Expeience Manager~
d Overview
- Root Cause Probability | pamma oy View | Trace View Tree tiew | A
Agent: *SuperDomair*| JEDADI 6-2|App Servers|Forward
| e - |mestamp:UﬁfZE/UE 15:43:24 EDT q
End User ! Duration: 10666 m Web Services
—
e @ 100%: - Customer Experience|Busiess Processes| Trading|B
& - @ 100% - Frontends| MDD |Tradi g\LIRL ult | service|
W Network (95% 1@ L00% - Servlets|ActionServet service | Trading/sea
W Logic (3% (£ ® 0% - JNDI| Context]javalRL V43 ”DIIU‘"DHEU‘
I Backend 1% - 0% - JNDI|Cortext|javalRL ! \
Application Server (1% SionE B _ri7enc |
W web Server (0% ionEJB_n7enc T
Client (0% ® 474 - E|5es ] 31 p Databases
o @ 0% - TTA|Serve ms. arty
@ 0% - JP| _searchresi Applications

7 G



Best Practice: Understand Real User Experience

Incident Managernert > Monitor all transactions all the
@ Incident Details - Affected Users -- click on any link to wiew rmore .
. time
Dverview | Troubleshoot | affected User Groups | affected Users
Affected User List for Incident 1009 A 24x7 in prOduction
User Login Mame | Impact Level | User Group e
Thor=an, Jane jthorson Critical online A From browser to baCk - end
Blumfield, Rose rhlumfield Critical CallZerter
Green, Silas Zreen Higgh online
Jellico, Mikeal mjellica Higgh online > U n d e r S t a n d y O u r u
Mcliroy, Dermot dmcilray Higgh online I
Tuomo, Jesper jtuomo Higgh online expe rl e n Ce
Alba, Fiona falba Medium (Default) | Dublin 4 .
Allgood, Stephanie | sallgood Medium (Default) | CallCerter A MOﬂItOI’ end = USGI’ brOWSGI’

response times

A ldentify users by name and
priority

A See transacti on
impact to the service

September 5, 2009 CA Wily Technology Copyright © 2008 CA 38 .



Best Practice:

Business Process SLA Report

Business Process

DMV H.P.

Driving Manual

Driving Test

Online Reg.
Unemployment H.P.
Unemployment Reg

Prof. Skills

Job Postings

Success
Rate
Status

Success
Rate
Observed

Success
Rate
SLA

Average
Time
Status

93.551%

9:3.000%

99.614%

95.000%

99557 %

9:3.000%

100.000%

9:3.000%

100.000%

95.000%

100.000%

9:3.000%

100.000%

95.000%

100, 000%

9:3.000%

September 5, 2009 CA Wily Technology Copyright © 2008 CA 39

Set SLAs 4

> Set and measure SLAS on
processes

> Understand the impact of
Application Performance

> Communicate in the language
of the stakeholders



Best Practice:

Incident Prioritization

Open Incidents for All Business Processes
493 Defects in 9 Incidents. 2 Criticale 3 Severe (1] 4 Moderate = u] Low@
[T | ID | Status Impact | Business | g, j;n0q Process Business Transac tion
Level Impact
Il 1009 | Open 0 7360 | Trading Place Cr
Il 1005 | Open Q B128 | Siebel Call Center Updste Profile
Il 1006 | COpen 0 4 536 | Tracding Liogin
Il 1004 | Open 0 4400 | Siebel Call Center Wiewy Statement [/ iew Statement
Il 1003 | Cpen 0 3472 | Siebel Call Center Opportunities § Cpportunities
Il 1001 | Open - 2320 | Portfolio Open Accourt
Il 1007 | Open - 1,632 | Trading “iewy Orders [iew Orders
- 1002 | Open - 1,344 | Partfolio Azzets View
Il 1008 | Cpen - 1,ME | Trading Balances JBalances
9 iterns found, displaying all itemns.

> Assign value to successful
and unsuccessful transactions

> Prioritize incidents based on
the impact

Ve

A Criticality of the transaction
A Priority of the users

40

A Severity of the error

> Work to resolve most
serviceodos crit

September 5, 2009 CA Wily Technology Copyright © 2008 CA
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Best Practice: Triage and Root Cause Analysis

Overview

Root Cause Probability > Trlage

A Identify the problem
B ket 956 sourceobdts domai n

Logic (3% Wiew  Tree View I
B Metwork i1%

e — Application Server 15 in* | IWEDAOL KE-2| App Servers|Forwar A AI d re m ed I atl 0 n

W wieb Server (%) pidaizd EDT

Client (0% wperience |Business Processes| Trading|B > D I ag n OS I S an d root Cau Se

hds|Apps| Trading|URLs | Defaulk| service|
vlgts|ActionServiet|service| Trading/seal

T MDY  Context|javaURLCantextFactory$d an aIyS I S

0% - JNDI|Context|javalRLContextFackaryd)
[+ @ 46% - EJB|Session| TradeSessionEJB_n7enxe_I 4 . .
0% - EJB|3ession| Trade3essionEJB_nenxc_I A M O n |t0r th e tran SaCtI O n Cal |S

® 47% - EJB|Session| TradeSessionEJE_n7enxc_I

----- 0% - JTA|3erver TransactionImpl|commit D{ms) th ro u g h th e ap p | I Catl O n

[F- @ 0% - 15P|__searchresulks| _jspService S0{ms)
A ldentify application
components or back end
calls behind failures

41 September 5, 2009 CA Wily Technology  Copyright © 2008 CA .



3 Building Blocks

Pivotal Insight

Customer Experience
& Transaction
Behavior

Fault, Performance,
Configuration &
Capacity

42

Service Assurance

Application Management
e —
AWeb portals & servers

A Application servers

AJ2EE, .NET & client/server apps

IT Benefits

Improve App MTTR 50%
Reduce App DT 70%
Reduce App Perf Delays 71%

Infrastructure Management

A Networks
A Physical & virtual systems
A Databases

Improve Infra MTTR 50%
Reduce Infra DT 30%
Reduce Help Desk Calls 40%

MTTR = Mean -Time -to -Repair
DT = Downtime

Copyright © 2009 CA




3 Building Blocks

Pivotal Insight

Infrastructure
Impact on
Quality & Risk

Customer Experience
& Transaction
Behavior

Fault, Performance,
Configuration &
Capacity

43

Service Assurance

AEnd -to -end infrastructure
A Applications

Application Management

AWeb portals & servers
A Application servers
AJ2EE, .NET & client/server apps

Infrastructure Management

A Networks
A Physical & virtual systems
A Databases

IT Benefits

Improve App MTTR 50%

e
Reduce App DT 70%

Reduce App Perf Delays 71%

Improve Infra MTTR 50%
Reduce Infra DT 70%
Reduce Help Desk Calls 40%

MTTR = Mean -Time -to -Repair
DT = Downtime

Copyright © 2009 CA



# 3

Ser vi

C

e ASsSSsSUuUurance Ma n a

Complete View of the IT Service

44

Transaction behavior
insight

USER

‘
LB

NETWORK

Router

Firewall

Infrastructure status
insight

Switch Load
Balancer

Service quality, risk to
service delivery & root
cause insight

BACK END

. / ol

MIDDLEWARE Mainframe

B Ee

Web Portal App Server Database

=

End User
T

Servers ~ ! F‘

L ¥
001100017001

| T

| Databases




# 3 Servi c

Complete View of the IT Service

45

Transaction behavior
insight

USER NETWORK

o

E

WAN/ Router Firewall

e ASsSSsSUuUurance

Infrastructure status
insight

Switch Load

Balancer

Web
Servers

-

End User
T

Ma n a

Service quality, risk to
service delivery & root
cause insight

81 N

U

Portal App Server Database

e

Databases

|
—
001100017001 |
T

|

|



Best Practice:

Service Modeling & Impact Analysis

W Console - CA SPECTRUM® Service Assurance Manager
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Best Practice:

Services listed
according to:

A Business
Importance

A Quiality level
A Risk to quality

Historical
Service

Status
Details
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Service Dashboards & Reports

Health Quality

Risk

Availability

.

DMV H.P.

Driverdos Manual

Tax Filing
Medicare

Fish & Game
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Real -time
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