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Why Service Assurance ?

What if youhad the ability to know the health of the servic
you deliver and could predict problems that WI| |mpact tr
performance and availability?

I The City
University

of

Mew York

What if you had a single screen that helped show you the quality, availability, risks and SLA coerI
your most important business services?

What if your support staff across your IT domains instantly see the root cause of service degrdda
outages?

What if you could weigh infrastructure utilization, capacity, performance and outages according tc
Impact or risk to business services and SLAsS?
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Service Assurance Challenges
aa]l] ez2dzNhSft tX

How often does your help desk get calls
before IT knows there is a problem and how to fix it

How much time does operations spend fixing
problems versus adding val@e

How muchrevenue, customer good will or productivity was lost last year w
IT was troubleshooting?

What is your process for pinpointing a problem
that is affecting userg or preventing problems from affecting users

How do you visualizeervices so you can make informed investment and
operational decisions basemh their status and risk3
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Service Assurance Challenges

do you know what is impacting your services?

Little Issues Add Up

05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00

SLA Compliance

Web Serve N I B | 007
systems | A VR 0%
Viaiirarne | I | 0009
Databas And Wh_o is ] 99.9%
Network rg?\las@ulr\l/lng tgpeéelil 99.99%
Application \?V?]C(lﬂr:ig?\?iicneg the ‘ 99.9%
EndUser ?

Service

Unavailable or Slow
Available, Performing as Expected
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Solving Performance
Problems the Hard Way




Service Assurance Challenges

how fast can you fix problems? can you measure & mitigat

Researc Email
' - Web Enablec

CUNY 1s
Registration [ l Services

Client = = -'-_
Systems
Applications I g
Databases
systems [ | [ [ i P
Storage B ¥
e O OO odo Lo
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Challenges to Service Assurance

CA: 2008 Focus Groups

Technologgilos prevent
endto-endmanagement

Too many Silo tools not well integrated
Determiningoot cause idifficult

Little or no visibility into application
stack

Reactive: little or no predictive visibility

Performance becoming most significan
service issue

Little time to optimize
Flat or down budgets

G
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Service Assurance

Service Assurance halpprove service qualitand
predictability g andlower IT support costg] by pinpointing
service risks and root causes of service guality problems acr
enterprise.

ACorrelatedata from infrastructure and application performa
management tools to build a rdiahe, endto-end view (models
of your services

AAnalyzehow components from each technology silo impact
services or put them at risk

APinpointthe root cause so you can mitigate risk and speed
time-to-repair (MTTR).
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Service Assurance Goals

Student &
Staff
experience

Measure
individual
transactions

Maximize
availability
and optimize
performance

Increase and
protect
revenue from
Grants and
Services

infrastructure

Reduce risk
of change
in the
environment

Make more
informed
iInvestments

Prioritize
actions basec
on
Institutional
Mission and

Simplify
management
processes
and tools
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Building the Service Assurance Approach

INFRASTRUCTURE APPLICATIONS SERVICES

COMPONENTS @ networks (data & voice) g web portals & app servers q endto-end servicenodels

g systems g JEE, .NET & baekd g top-to-bottom
(physical & virtual) q client/server infrastructure mapping
g databases q TCP/IP g SLAmanagement

q environmental q unified communications

PIVOTAL fault, configuration, end user experience, infrastructure impact
INSIGHTS performance & application and on service quality,
flow analysis transaction visibility risk & performance

Dramatically simplifies IT management by linking apication,

services and transactions to the underlying infrastructure
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Right Information, Right People, Realme

Executives an@perations

Service E— “=  AlTExecs and Managers ==—=
Operations —— ALine of Business Ownerg
= 2 £ = AIT Operations Ay
Management =———— .
5 1

Infrastructure Applications

ADomain Experts AOwners
ASupport

Performance and triage across and Performance and triage for business
into technology silos transactions and applications

technologies
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Service Assurance
Quality | Health Risk

Business Goals IT Challenges
BIHKG@Sd 4DGJ} -
izostte(:)cr:]:r aFL{ne(ienti on SLM Aroo Many Tools/Manual Triage
Angility/ Time to Market ﬁraglg(lleflntegra.t I(')t;]'I'
AReduce Risk & Cost Capacity Mgmt ack of E2E Visibility
Predictive ACost (70% of IT budget)
&
o Service Impact %\p

Model Based RCA

Performance Management
Device/Traffic /Transactions

Discovery / Mapping/Reallime \

Main

internet (D Applications | Network S?Dr/\(/er Database | OS | Storage Frarlne
Desktop (D L

Wireless
Voice -
—/

</

IT Service Supply Chain
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CA Service Assurance

-
LY \

\ \ | \ | \ \\\ \\\\\\ ““\““,

ontinuallyDISCOVEthe networks, systems, databases;
applications& transactions you depend on
A OBSERVal business service traffic & transactions, from
the end user, across the infrastructure, to the back end
potential issues that may impact service

delivery

Across physical, virtual and cloud environments



CA Service Assurance

understand infrastructure impact on quality

Endto-End Business Service Quality, Risk, Busines$ervice Assurance
Service Visibility Impact and Root Cause Analysis andSLA Reporting

_ Show how IT is aligned
Focuoperations staff with the business, enable

actions according to continuous improvement,
business priorities make more informed IT

Buildreattime,
endto-end service models
including data from both CA

& 3rd party IT tools CAPEX/OPEX decisions
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Service Assurance

building blocks

Understand Monitor business Detectionand Triage;
Customer transactions through the  Measure and Report on SLAs
experience; infrastructure; measure

establish SLAs | response and SLAs

USER NETWORK FRONT BACK
END END
I \c,i\;aengitélsgb irp()jpﬁgaz%ns

Databases

. . Load Web
AN / www Router  Firewall Switch Balancer  Servers Portal

T MIDDK\_

AR E Web Services




CA Spectrum Service Assurance Integrations

uses data from IT domain managers for service impact and

Compliance
Applicatioi CA Spectrum Service Assurancess e W Knowwnen
. . . . c,e‘ aC noncompliance
l'lﬂanag:m?:t RealTime Service Modeling & Analysi ?;\5\‘&““9 impacts o puts
now when the s — services at risk
application impacts or e
puts services at risk "' """"""""" Security
Know when
Infrastructure security Issues
Management Sources 0 . impacts or puts

Ser vice services at risk

Know when Risk &

infrastructure
impacts or puts

i

1
it

i

services at risk -— épp:cl_catlotr_]
! onfiguration
e o Management
Malnfl’ame & Sources of KnOW When an
Management Risk & configuration
impacts or puts
Know when mpact Sources of services at risk
mainframe Ser vice
and workload Service Risk & Impact
impacts or puts Management Service Catalo
services at risk Generate tickets and Krow which usersg
escalate actions according _ e .
to service priorities Data Center Automation ::]eques Ing fseI’VICteSd
Trigger automated provisioning to mitigate ave been impacte
risks and overcome service impact, Know when m

automation provisions new resources technologies



CA Spectrum Service Assurance

core capabilities

Focuson _ _
services, Realtime Continuously
makeinformed Service Service & improve quality,
decisions, Dashboards & SLA Reports demonstrate
prioritize Console results
actions f
x Build & maintain
Actionable K / reak-time enc-to-
RS B ModelBased Intelligent end service
domain Service Dynamic models
management Impact & Service
teams Root Cause Modeling Build & maintain
Analysis a singular,
coherent, real
I time view of the
discovered IT
Catalyst Integration Platform environment
I CA & thirdparty
data sources

19 CA Spectrum Service Assurance Overview Copyright © 2010 CA technologies



CA Spectrum Service Assurance
Discover and Visualize
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CA Spectrum Service Assurance

service discovery & modeling: leverages many data sources
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