service operations
nERERE ]

with CA Service Operations Insight*

David Hayward, Sr. Principal, Product Marketing
david.hayward@ca.com

David Walters, Director, Product Management
dave.walters@ca.com

August 30, 2011

agility
made possible”

*formerly branded CA Spectrum Service Assurance

technologies




the IT operations-business gap
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the IT operations-business gap

people, processes and technologies

IT Executives and Service Owners

“How are my key business services
performing and are they at risk?”

= A “How can | make better CAPEX/OPEX
decisions?”

Operations Managers

“Thousands of alerts per day.”

“How can my team prioritize them
from a business point of view?”

“We manage technologies, not
business services?”

“...s0 we can triage faster, escalate

better and speed MTTR?”
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Virtualization Program Managers

AW L
B ‘:!‘i

“I'm virtualizing our data center and will
build a private cloud...”

-

“....but | don’t have an end-to-end view
of the service I’'m supporting.”

Service Desk and Change Managers

“How can we prioritize tickets based on
the flood of alerts from operations?”

“How can | see services in real time to
manage change better?”

Service Level Managers
“We’re close to violating SLAs.”

“...can’t operations give us better
performance?”

technologies



modern discipline, modern solution,
modern product
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service operations management

for today’s dynamic business & IT environment

— Next-deneration solution for SeD'Z’SiEe
manading business services in
traditional and cloud-connected
enterprises

Automation

Workloads SOM Storage

— Lets you proactively identify,
prioritize and resolve problems Physical &
. . Virtual
across your service supply chain S
to minimize risks to your
business

Applications,

Middleware
& Databases
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product for service operations management (SOM)

CA Service Operations Insight (SOI) r3.0

J— Ca p a b i I it i es Application Performance Management Service Operations Management Data Center Automation
1. Build & maintain real-time,

cross-domain, end-to-end view of == — | —

T T T ‘
services —l E=== Other Data Sources

2. Analyze service quality, availability, IR 4 [ —

impact & risk

3. Contextually launch domain
managers for root cause analysis

4. Service-driven actions

— Benefits
— Improve service quality
— Improve service predictability

— Optimize operations
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CA Service Operations Insight r3.0 integrations

integrating people, processes & technology

Service &

Change

Management

CA Service Desk

CA CMDB

CAIT Client
Manager

CA Service Catalog

CA Clarity

BMC Atrium

BMC Remedy

IBM Service

Request Manager

Application
Performance
Management
CA Application
Performance
Management

Security
CA Access Control

Service Operations
Management

CA Service Operations Insight

Infrastructure Management
CA Spectrum

CA Virtual Assurance for IM
CA eHealth

CA NetQoS

CA NSM

CA Insight Database
Performance Manager
Akorri BalancePoint

IBM Tivoli Monitoring

IBM Tivoli Enterprise Console
IBM Tivoli Netcool OMNIbus
IBM Tivoli Enterprise Portal &
Monitoring Server

Microsoft SCOM

NetApp SANScreen

Oracle Grid Control

Mainframe &
Workload
Management
CA OPS/MVS
CA Autosys
CA SYSVIEW
IBM Omegamon
Terma Software
Labs JAWS

Common, Open Bi-Directional Integration & Automation Platform

Automation

CA Automation Suite

for Data Centers &

Cloud:

CA Server Automation

CA Virtual Automation

CA Configuration
Automation

CA Process Automation

CA Clarity

Integration

Tools

SDK

Event Integration
SNMP Connector
Universal Connector
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dynamic service modeling

leveraging CA APM & CA IM discovery

CA SOl correlates hosts of
application components

CA SOl imports APM
& IM service models

Business Service

Trading Service
-

. !

from domain AN discovered by APM with
managers 9 2 9 9 9 & Transacj physical and virtual hosts
Wiew Orders Options Trading Place Order Balances Login ;:;:1;3”

’

discovered by IM

r
7
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/Uy 4\ Components
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COrderEngine Trading Service . AuthenticationEngine ReportingService
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AghenticationService ReportingEngine

Virtual &
Physical Systems
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analyzes and alerts on service quality

service console
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technologies

Weigh the relative severity of alerts on services to prioritize actions
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analyzes and alerts on service quality
contextually launch domain managers for root cause details

Console - CA Service Operations Insight
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real-time service status

service dashboard

Business
services listed
according to:

= Business
importance

Quality level

Risk to quality

Business and IT
subservices

Historical
service
status
details
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Real-time
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service reporting

historical service and SLA reports

'Fj ePortfolio. pdf - Adobe Reader Q@
*®

Fls Edt View Docment Took Windoe Help
7
(4] Ofect Data Tol

= @- E W] e ® ass%-ﬂj

Top Ten Service Impacting Infrastruture Elements e / You See WhiCh IT
| assets are persistent
source of problems
! for each particular
NP business service
/ Network switch
R [ /’ / Server or mainframe
wiﬂ;ﬂu:: EE:;ﬁ; Clam Back-end database
192.168.128.128:MedRec Physician:Login Prompt UD3§+DS;51 06 0.53 \ .\
Transaction associated
with a specific
application ad business
process
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service synchronization

unifies operations & change management processes
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maintenance mode synchronization

cross-domain awareness & alarm suppression

CA Service Operations Insight CA Service Desk & CMDB

CA Spectrum BMC Remedy & Atrlu

.
e [(WeEY ki AL alrvmram | AG R 90RO 8[e0 Q0
©0 fervin {sAGA OGS e | B | L7

», n n

b Pomcorece WG O i

W v v -
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T T DHplng 0 o0
[ Ta—— P Ty —-
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) |5 y 2

2]

Integrated * Integrated
Workflow Integrated Workflow
Woiﬂow

Extensible to
other Data Sources
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service-driven ticketing

CA & third-party service-desk integration

CA Service Operations Insight ' | Geoglefanth | U3 wwel
eamuser | Log Out Updated: Wadnasday, Feabruary 9, 2011 1:12 PM

Dashboard  Administration

B Logged
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closing the IT operations-business gap
service-focused operations & cross-discipline collaboration

Automated Actions
for Remediation

Common
View of
Services
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CA SOI r3.0 — enhanced & new capabilities




product for service operations management (SOM)

CA Service Operations Insight (SOI) r3.0

— Capabilities

1. Build & maintain real-time, Five New SOI Leadership Capabilities*
cross-domain, end-to-end view of

services 1. Enhanced: Dynamic Service Modeling

2. Analyze service quality, availability,
impact & risk 2. New: Service-Driven Automation

3. Contextually launch domain
managers for root cause analysis 3. New: Mobile User Interface

4. Escalate alerts

4. New: Scale & Performance

5. New: Unified Event Management

— Benefits
— Improve service quality
— Improve service predictability
— Optimize operations

* Introduced with CA SOI r3.0
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accelerating IT maturity

previous release

f Evolution from Domain to Business Service-Oriented Management

Domain Service Modeling &
Management Management

I l l

Cross-Domain
Service
Models &

Alerts

Cross-domain alerts
managed for real-
time service impact
& risk analysis

Domain Event

Management

Events transformed
into alerts &
manaded in real
time by APM, IM &
other tools in
separate consoles
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accelerating IT maturity

new release

f Evolution from Domain to Business Service-Oriented Management ?
Domain Unified Event & Service Modeling & Service Alerts &
Management Alert Management (new) Management (enhanced) Aytomation (new)

l I

| ' I
Service
Impact & Risk
Triggered
Automation

Cross-Domain
Service
Models &

Alerts

. Tight integration
Cross-Domain between operations &

Alert Queues :
: ) process automation
Cross-Domain Cross-domain alerts

Event - managed for real-
Consolidation g time service impact
& risk analysis

Cross-domain
Events unified alerts managed in
through a common real-time
schema, queries policy-based

Domain Event

Management Mobile UI & Tiered

Architecture (new)

Events transformed queues

into alerts & CA SEI"VICE

managded in real Operations

time by APM, IM & .

other tools in InSIth r3.0

separate consoles
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CA Service Operations Insight r3.0

enhanced: policy based service discovery

— Capabilities

— Automatically

= populates services based on user-defined policy . Single Logical Instance

= creates relationships between CIs based on user- End-to-end Service of Discovered
defined policy Configuration Items

= maintains relationships as CIs are added to
prexisiting groups

— Allows child objects to impact a service without E— Automates

being explicitly modeled = service

CA SOl r3.0
— Benefit

— Dramatically reduces the effort to build & maintain ) Fa,m .
service models by: W ‘ v

EMEA_csxyz41 EMEA_csxyz99 EMEA_csxyz91

modeling

« creating and maintaining service model
contents

= building composite & federated end-to-end
service models

Domain
= simplifying service models to improve service MDRs

visualization, triage & MTTR

22 August 30, 2011 CA Service Operations Management: User Community Briefing Copyright © 2011 CA. All rights reserved. -

technologies



dynamic policy-based service discovery

find relationships to populate and update service models

{ View

Details
Steps
1. Define Service
2 cenfirm Service Name * |EME£« Server Farm
Relationship Type * IHas Member ll
Attribute [Primary Pvasciress |
Comparison Type |Starts With =| ® 1gnore case
Atribute Yalue |13E|‘119‘24‘ {add Lanly | Clear |
&0 —
-~ % 'Computer Mame' Starts \With "EME&_" swon
— @ 'Primary IPY4Address' Starts With "130.119.24."
Copy
— Faste
Clear
* Automatically create and maintain service
models
* Define policy to create relationship to Service
when Cls match criteria
({'Cornputer Narne' hasfpreﬁxf\gn@efcaSB@t'e@fPrWheﬁreﬁ @Wﬁx@wﬁ'ees)(‘ilstiiﬁg) C i S b e co m e
compliant and add them in real time
* Remove Cls that are no longer compliant
= Frew | MExt = I Firish Cancel |
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dynamic policy-based service discovery

find relationships to populate and update service models

§ View
Details
Steps Define Service
1. Define Service
2. Canfirem Service Name ™ IEMEA Server Farm

Relationship Type * IHas Mernby
rTarget
Class * Cornputer Syste

7

Atribute Primary IPY4ad ‘
Comparison Type |Starts With t

o Service defined ‘\«J

Attribute Yalue W
B EMEA Server
Farm

e 'Computer Name' Starts|

Low Primary IPY4address' 5 by po I icy

EMEA csxyz41l EMEA csxyz99 EMEA csxyz9l

e

= Friey. | MExt = I Fimish | Cancel |‘

({'Cornputer Narne' has-prefi]
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relationship discovery

enrich existing models by adding related objects (configuration items)

<pver | o [ e |_comat

3. Relationship policy
in SOI triggers
creation of
relationship
between Cls within
scope of Service X

Service 1. Service X already

(X) contains Device Y

Device

(Y)

Compliance 2. A Compliance Status Cl
status is added to USM (e.g.
(CS-Y) from ITCM MRD)

4. Informational planes
are unified within single
SOl Service Model
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automatic policy maintenance (automain)
maintains intended relationships of objects imported to models

D (A g trumy Serve s Asus amr  intsveet | splwey

S g mATY e g e

v =yaS == = T T w gt SRR L e

s shen Nap— N . ] Modeler > Automatx Policy Hamtenance >Convert Aggregate
(e - s of ) Preferences

. arvice M + ) Nerts Tab Ths settrg controls Modeler Dera r regardng (onvertng the oropagator type of relaborehos m
vt - — ™ L U Aggregate propagation accordng o Automatc Policy Mantenance processng. If set to YES, when the
g otse. newty crested | P Ust Tab Modeier would normaly Teate rewtonshos with AQYregate Sropagation tyDe, it attempts 1o corvert
e R wputem peicy. Wi | #1L) Locator e 10 & type compatble with the related Automatcally Mantaned polcy group and add e 1o that
Piogen Sotire @ rubind, e Hodeler oo

® Corvert AQyregate

" & row Cuaten 'Oﬁ;Nlel“«hw‘vnmm-o.Itw-‘h——f—-ﬂ—-All—w :
fng relot @ s Enabled Polcy Mantenance (rocessng performed by the CA 501 |

: srged e “CA SN ® Owrt Complexity Servicn: Ao Fukey 1) g Moy bor Rowm arnis
R A S Py M + ) Daalogs Yes v Sy ARt §
Dostocast ® DrD Scbcomponents

s syl | .2 G e e e o [ ]

oM et view £ seatation Polcy i Modeler- > Astomatic Policy Maid v ] [ Srr— e ———
st ghor . ©® Spiner Poston 7] Made 3 7 e S et ot -+ i iy Do adnd (D) P wet gt of St S 0 e Shghtly Dwgraded

r el ] " Vurturm Action ol |0 Qs"'n"u'-.?“" Ths setting controls Modeler beharvior when you Ceate earer & 3 N [ I —
Semngr L] e - j:"': relaborshiDs I & S8rvCE 10000GY. IF SEE 10 YES, the MOGL | 11 m 2 # vy e hew st - Sty G sded (30) P et st of et s b e Pindertely Dograded

change and aitempty 10 place tThem n The refevant prope
s o AR s e L JWebut A Scaly

NOTE: Thes setting affects only the Modeler behavior, It ¢
Policy Mantenance processing performed by the CA SO [Ma#

v b (g st Pemre Camfgr st (1o bae hubed bo Pude y
Yes v .~ - i | — .
[+] Make Crarges Permanent o || coce ( Aoply | =
<44
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flexible granularity modeling options

high efficiency

43 Service Modeler - CA Service Operations Insight

File View Help = - |
Selection F} View: LoFi Demo of type Service
[ obgects | i [ Topology | sta | alert Escalation|
Browse by:| Top-level Classes v QL Q8|0 & O

Filter:

& Top-level Classes
-3 Computer System (338)
i#-{_§ Database Instance (1)

{ __: E::taer:rc(lzi;vgvice (318) O pti 0 n a I

& service (26) é .

B granularity
% | Collapse/Expand »

AS ik Establish Relationships » o m od es

Group

Define Palicies > \
<

| Assign Significance —
| Change Granularity ) Normal (0)

LOD0076.ca.com LOD0079.ca.com LOD007S.ca.com LOD0071.ca.com| v Low(l) Lgb0073.ca.com

& Print.. cul
— ) Hoﬂ Set model graulari

-

R

Lov

L I
Ttems. ionships | Policies D Comsel - CA Sanace Oparais bizht el ]

il Viow Tocls Help e~ a

Parent

& A

& F rieer Displaying 9 of 9 = s .
| nformation | st properties | st Notebook .. [Name 4 [instance Device e s T 0 bl ect
- — [OD0G70.ca.com c dnsname;lo... G | 5 ] b D oo i e SR A
Property [vae | & LODOO71.ca.com ComputerSystemidnsna... dnsnameylo... | 5 mvim : . .
© lod0072.ca.com C dnsnamelo... (| - s l m pa ctl ng
43 LODOO73.ca.com ComputerSystem:dnsna... dnsname,lo... C .
¥ LODOO7S. ca.com ComputerSystem:dnsna... dnsname,lo... C i
3 LODOO76.ca.com ComputerSystem:dnsna... dnsname,lo... C .
<> LODDO78. ca.com C dnsname,lo... (| : - t h e Se rVI ce
) LODD079.ca.com ComputerSystem:dnsna... dnsname,lo... C( L e T —— "
4> LoFi Demo Service:servicename,lof .. servicename... 5 s 5

T cncom

oom  WOKMoon  WOTace  OTLaMm WMo OMZean  O0Moon  WHMsan

3 Child
object
alerts

il Compannt ekl 5 ety e %

bt | Ao Case | Senicelngat] A |t ey | LW st | U ibasbo

3 8 (TIF e [N

Togaed In as samuser on loekel 112540
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CA Service Operations Insight r3.0

enhanced: operations management & automation integration

— Capabilities
— Qut-of-the-box integration with CA Process
Automation —,
— (A Process Automation processes are provisioned & de-provisioned
enumerated and available for selection as data center & cloud resources

escalation actions

— Runtime tokens can be substituted as

f Standard

parameters to affect the process e Automated
. CASOIr3.0l = o= Escalation
— Benefit kL Policies

— Enables dgreater adility and IT alignment with
business priorities through service impact- &
risk-triggered automation

— Improves IT Operations efficiency and
business results through enforcement of
standardized escalations

Service Service Service
Risk Quality Availability

28 August 30, 2011 CA Service Operations Management: User Community Briefing Copyright © 2011 CA. All rights reserved. -

technologies



standard pre-built automated process flows

& Escalation Action Editor - Create Action - CA Service Operations Insight

Action Name * |Workflow Action Type * |Execute Automated Proc... L] Action is currently  (+ Enabled ¢ Disabled
Click to refresh with
Description new Forms from
the server.
(% Use an Available Form | Execute another Process  Hints... Populated with Forms
from the Process

~Select a Form

Automation Server. I
Refresh Available Forms |

|Pal:h A |Form Name 4 I
JCA Custom Operators [EmailForm

/CA Remedy Gateway CreateRemedyTestTicket

/CA Remedy Gateway RemedyHPDConfiguration

/CA Remedy Gateway RemedyITSMConfiguration

JCA Remedy Gateway S5AServerConfiguration

/CA Remedy Gateway StartOnDemandSynchronization

/CA Remedy Gateway TestRemedyServerConnection "

/CA Remedy Gateway TestS5AServersConnection Lists the

parameters for

“Form Parameters each Form.

i
E;\

Parameter Name Parameter Value
Hello World

o

Filter: | Displaying 3 of 3

Subject i Hello
To String |someone@ca.com

Click here to set the
Parameter values.

Click here to see the
summary of

the Process
Automation Command.

-Summary

|

\\
Update Summary I

"ICA Custom Operators/EmailFarm” Subject="Hello" Message="Hello Woarld" To="someone@ca.com"
* indicates a required field
oK I Cancel I
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process automation escalation in action

CA Service Operations Insight CA Automation Suite for Data Centers

/2 CA Service Operations Insight - Microsoft Internet Explorer provided by CA =lo|x| Summary | Imaging | Add Resource |

E 3 > L] Q]
(€1 v /fodk023 h (S s S P~ » Home = vCenter b LPAR b Zone
| %

»
. Favortes (G cA service Operations Insight

6]

1

T L D D

¥irtual Machine Memory CPU Disk Hetwark Software Delivery

CA Service Operations Insight
B Logged in as: kieron | " May 10, 2011 5:40 PM

Dashboard | Administration

Build Machine

VC Server: : [ASMVCZEC.cacom
Services VC Data Center: [VPM-VC25C

Find:

Services sy Priority ¢ Health ¢ Quality ¢ Risk v Availabilig

3. USM and business service model updatéd with

Capacity: 29.87GB Available: 21.01G8

ol 1 el e 1 el

v @) Service 1(5) Critical .
4 | A a3
@ o | W AR | 4 L. new prowswned resource Cl’s
adquarters Critical [l ah Gl 100% Prooaction Action u. [odminisirat
=l [.l ‘ ' 10096 frackicion m’r-l" Passwurd-lu ITT1T)
1

T [IESEER ] Re-enter password: [esssssses
ion Actio Input Image
. il

Btion L Action B @ NC Virtual Machine: | \in2K3_R2_Enterprise (1) | NICs: 1

20 % 08¢ 0@0D

© ve Template: |

Ve specification: [TEST-PEC ,_;.v—bo

05 System Type: Windows

Last 24 Hours ~

Get Wbt Update Unable to
Performance ServiceDesk tem eclate

satmane v A \ . | 93 |i stalisics Issus ticket
i3 o/ "!
- / ) . —— 0 - (] 0 [ ] I n  Creste SericeDesk  Check ESK
» aass K 3 B Isusticketbased  semer @_@H@H@
: - - on alertinformation  perfomance X
' et e =
7 i

Create Reelocate Vi Closs Success
SeniceDesk  to ESK server ServiceD eck
Change Order vith more Change Order
for VM relocation  available
capacity

CA SOl alerts trigger policy-based
CA Process Automation commands

r|sk and impact
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CA Service Operations Insight r3.0

new: mobile user interface

— Capabilities

— View services in real time from mobile
devices

Actionable
Mobile Service Dashboard & Alert View

/ Parity with

= Key service metrics

= Alerts

= Escalation actions

— Configurable views

. = Desktop
— Benefit CASOIT3.0 'mae = | Service
) Dashboard &
- Anywhere-anytime: Operations
= awareness of critical IT and business service Console
status & issues

= ability to act on status of services or alerts

— Ensure common understanding of service

status among all stakeholders regardless of

location Service Alerts &
Models & Alert

Metrics Queues

31 August 30, 2011 CA Service Operations Management: User Community Briefing Copyright © 2011 CA. All rights reserved. -

technologies



mobile interface

service dashboard

" Seiices * CA Service Operations Insig e

R s a4

ﬂ'mﬁm’oﬂs =1E] A
©° CETTERREES

@] Services - CA Service Operations L.

|
9 CETTEnRCEn

. Favorites @] Services - CA Service Operations L. . Favorites

@ Service 1 - Service Metrics - CAS.. [ Favorites

Help Logout Help Logout Help Logout

CA Service Operations
Insight

CA Service Operations
Insight

CA Service Operations
Insight

Home Home »

Service: Service 1

Home
Services Alert Queues Configure Services Alert Queues Configure
. Metrics Details Alerts Hierarchy
Showing 3 Services.

\ Showing 3 Services.
Ordered by Health, Ascending. .

Health i Ordered by Health, Ascending =
&
b Service! | b | Seice 19
Risk i
P Service 2 ' P | Service 2
Availability '
P Service 3 P | Service 3
Quality i

Allltems Shown

©2011 CA Inc. Generated by CA Service Operations Insight

@ 2011 CA Inc. Generated by CA Service Operations Insight

©2011 CA Inc Generated by CA Service Operations Insight

View service health Drill down to see Configurable views ensure
while on the go detailed service business-critical information
metrics is always at your fingertips
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mobile interface

alert management

[OR AGENT LOST - Available Act..

9. Favorites
) T Help Logout Help  Logout Logout
CA Service Operations CA Service Operations CA Service Operations CA Service Operations
. P Insight Insight Insight
Insight
e: Service 1
Details ~Affected Cls Actions Details Affected Cls  Actions Details Affected Cls ~ Actions
Metrics Details Alerts Hierarchy
MdiProduct CA00047 Service 1 Senice > E-mail z
Direct Alerts MdiProdinst: LODLC0029
= Prodinstance . "
@ Service is moderately degraded due to 1 active root - I E= St - Acknowledge Alert -
cause alarm - MdrElementiD 344 N
) Server Farm Group > Clear Alert &
Affecting Alerts OccurrenceTimestamp 2011-04-29T15:50:34.577-04:00
The NSM process monitoring sub-agent is no longer ReportTimestamp. 2009-09-25T17-04:00.000-04-00 c ! LOD0090.ca.com Somputer > yestanother actions hl
¥ responding to SNMP requests on Host NSMSysWin > = ystem
device named . AlertType Quality ANother action e
o : ©2011 CAIne. Generates by CA Senics Cparatizns Insight
@ Service is moderately degraded due to 1 active root - Soveri ) -
cause alarm > everity Ciitical CreateTicket &
Device lodloan01z4 of type Host_Device is no longer AlertedMdrProduct Caoouar ©2011 CAInc. Generated by CA Service Opsrations Insight
responding to primary management requests (e.g.
@ SNMP), but appears to be responsive to other - - AlertedMdrProdinstance LODLC0029
communication protocol (e.g. ICMP). This condition ~ ~
has persisted for an extended amount of time. An AlertedMdrElementlD 334
alarm will be generated.
NSM PROCESS MONITOR AGENT
Device LODD106 of type Host_Device is no longer Summary LosT
responding to primary management requests (e.g.
SNMP), but appears to be responsive to other - §
V' Communication protocol (e.g. ICHP). This condition - Lg;'}‘?ﬁng"”;";;i ,’EEE‘D‘EQQ% sub
has persisted for an extended amount of time. An Message SUVP requests on

alarm will be generated. Host_NSMSysWin device named .

Device LOD00S0 of type Host_NSMSysWin is no
longer responding to primary management requests

@ (e.g. SNIP), but appears to be responsive to other N
communication protocol (e.g. ICMP). This condition ~ ~
has pe: ed for an extended amount of time. An v

IsAcknowledged false

©2011 CA Inz. Genersted by CA Sarvizs Oparations Insight

View service alerts View alert View affected Take actions
and domain alerts details Cls against alerts
affecting services
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mobile interface
alert management—support for alert queues

ww_ﬁlﬂmm Expl... E@ X [
ol @2 o000z ~| 45 [ X | L

1. Favorites a Alert Queues - CA Service Operations .. f"'_\ -~ a http://lodIc002.. ¥ ” *3| Google P~

Help Logout i
7. Favorites a Critical Alerts - Alert Queue - CA Servi..

CA Service Operations
Insight Help Logout

CA Service Operations
Insight

Home

Services Alert Queues Configure
Home >

Showing 4 Alert Queues. Alert Queue: Critical Alerts
Ordered by Name, Ascending.

Critical Alerts v Service is severely degraded due to 1 active root cause alarm

» . ) ‘capmuamagt’ is now running 1 instance(s) which is less than the
Critical Service Alerts - specified minimum of 3 instance(s). This Process is being
monitored by model labmen. ProcMon2790 (name - capmuamagt).

Database Alerts

PinglP:Broken
Network Alerts

ANY:ABSENT
All tems Shown

) ) ) Service is severely degraded due to 5 active root cause alarms
© 2011 CA Inc. Generated by CA Service Operations Insight

ANY:ABSENT

This service is down.

IP_Interface:Broken

ANY:ABSENT
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CA Service Operations Insight r3.0

new: unified event & alert management

— Capabilities

— Alert queues that add the ability to process
service-impacting and non-service-impacting
alerts in the same console Service SLA

Management Management

Data Center
& Cloud

— Escalations based on queue assignment, service Automation

impact, or global policy

— Interactive event queries to determine useful
correlation policy

= Drives best
— Distributed, cross-domain event correlation CA SOI r3.0 - | practices
processing for enterprises,
governments
— Benefit - &service
_ providers
— Enables evolution from event-driven to service- - =
&

focused management

— Enables higher operational efficiency by providing a
single console for alert management, whether
impacting modeled services or not

Domain
— Enables cross-domain visibility and analysis MDRs

- Improves IT-business alignment through policies
that prioritize escalations
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interactive event console
queries are federated across domains (connectors/event collectors)

8 Console - CA Spectrsm(R) Service Assurance

Be Yew Took Heb - - Q|8& T A
Nawsation Y| contents: UC_Service of type Service < 9
dlert Gueoes | Users Event Polkcy |
Explorer Events
& e ||| Tpne Range... [[Last 1 hows
[ | [ame_= [l| | search Criteria
=] D;a Source ek | ¢ [MertedMdrElement D7 and motches{ Summary, ™ *has started. *§) . l
N E&lm“"”"“""” s et 8 1. Define the event patterns
1 E [
: e to search for
4. Save queries and R !
L = Hlmuu:ntmls_m . . .
execute on R 2. Specify the search criteria such as
demand in the Ul € ocars b smewinfo | sk -y
| freqlugmrgmxlqr timing - .
i mee:[ Displyimg 2ol
[severty = [Suaremary [ecumreres e = » Instance Masheapaten |
ot eraes e s s s s -m EXECU’CG th.fgimarch to see j
= Frocess. exe has stoppe. 206 HIS! usciA. Patternz ||
b mr o oS RS R
iMador BiyProcess.eoom has started.  2011-02-08T11IRSO0N 00 Ca s usci0H . ca.00m Patbernll
Marjor yProoess. eon b started. 200 L-0206T11: 18500500 CRIDGT USCiH .Ca.ooem Fatternl
fMajor MyProcess, son b started, 00 1-02-06T11: 18:50-05:00  CA:09997 i, o oo Patternl
Critical yProcess, s b stoppesd, 200 0-02-08T10: 14:50-05:00  «CA 05957 s C8, o0 Pattem
ot R A L A R o e f =

| m Leit s sannciiza s CA Spestea(l) BA Lipssgu — R
| = | Yo ase bepged bn a5 samuseds a0 w30 iHh0 2,00 M via pesy uswgadvip. o oom S0 _I" _I
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unified view of alerts across management domains

organize alerts in queues

& Console - CA Spectrum(R) Service Assurance

o
]

Contents: Critical Alerts

Ele Wiew Tools Help >

Explarer | Events| Alert Queuss | Users Alerts |

(+] [‘} x X W |:‘} [= I Filter:‘ ‘Disp\aying 190 of 190
fame < Filtered By: Maintenance Available Filters: | All Alerts
All Queues

Sevetity 4 ‘DatefT\me |Name |-/ |Serwce[mpact #Impactedsarw..lsuurce |TicketID |

[
1 Critical Service

~

[l Database Alerts Mo 17, 2010 10:56:55 AM EST  ucses unknawr Risk-R... DEVICE HAS STOPPED RESPONDING TO POLLS CA00005_5...
1 Default i Sep 14, 2010 3:23:40 PV El 00Z.ca.com  unknown Risk-R... DEVICE HAS STOPPED RESPONDING TO POLLS Mane
i Network Alerts i 3 125 deaga-tsihpy.ca, Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS Mone
i p ssrm-085-256- Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS Kone

srp016779srs.ca, Risk-R... DEVICE HAS STOPPED RESPONDING TO POLLS Mone CA0005_5..3

ATS-restemp-vm... unknown Quality  ¥MWARE YIRTUAL MACHIME POWERED DOMWHM Mone CAD000S_5...

237-w2k3-x86-1.,, unknown Risk-R... DEYICE HAS STOPPED RESPONDING TO POLLS Hone CA00005 5.,

Jan 20, 2011 4:31:50PMEST  esfko01-wzks.c... unknown Risk-Fault DEVICE HAS STOPPED RESPONDING TO POLLS hone CA:00005 5.,

Jan 20, 2011 4 OPMEST  esfko0l-w2ka. Risk-Faulk DEVICE HAS STOPPED RESPONDING TO POLLS Mone CA:00005 5.,

Jan 20, 2011 4 OPMEST  esfko0l-w2ka. Risk-Fault DEVICE HAS STOPPED RESPONDING TO POLLS Kone CA:00005_5...

Jan 20, 2011 5 9 PMEST  linchOShyperfdm. .. unknown Risk-Faulk DEVICE HAS STOPPED RESPONDING TO POLLS Mone CAN000S_5...

Jan 20, 2011 5 4 PMEST  WMWare:linch09, CA00005_5...

unknawrn Risk-Faulk DEVICE HAS STOPPED RESPONDING TO POLLS Mone

Jan 20, 20112 6 PMEST  PortiethernetCs, & BOCL IR o

Aug 16, 2010 5:37:08 PM EDT  srpOle621srs.ca

Ll o
Critical Dec 9, 2010 10:28:59 AMEST  pep193335pcs ‘ rlt I Ca I a I e rt u
Critical Mo 2, 2010 5; 00-50-56-80-70.

CA:00005 5.,
CA:00005 5.,
CA:00005 5.,
CAD000S_5...

Jan 7, 2011 & christy-sd,ca.com St NG —rTr . CAO005_5..,
Jan 20, 2011 12:53:44 PMEST PortiethernstCs, .. unknown Risk-R... BAD LINK DETECTED CA00005_5..
Dec 11, 2010 10 stp024853srs.ca. .. unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS hone CA:00005 5.,
MNow 16, 2010 11 stpOLETF8srs.ca. .. unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS Mone CA:00005 5.,
Jun 30, 2010 4:45:56 PMEDT  srpD16533srs.ca... unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS Kone CA:00005_5...
Mow 24, 2010 11 31 AMEST  pcpl93363pes. unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS Mone CA:00005_5...
6, 2010 11:20:53 AMEDT  Ken BL9.2.3 Ser... unknown Quality  SERVICE 15 DOWN Mone CA:00005_5...
ssrm-wzk3-xG6-... unknown Risk-R... DEVICE HAS STOPPED RESPONDING TO POLLS hone CA:00005 5.,

urknown i ... DEWICE HAS STOPPED RESPONDING TO POLLS
unknown Quality  UMWARE WIRTUAL MACHIME POWERED DOWH
unknown ... DEVICE HAS STOPPED RESPONDING TO POLLS
+ unknown ... DEVICE HAS STOPPED RESPONDING TO POLLS

400005,

CoococoooooocCooCoCCoCCoCoCocoOoCoooOoo

Alert queues examples:
= Default

= Critical
* Domain-specific Famby Lo
Acknowledged set
" Location-specific . J
™ CrOSS-domain-specific Source C::UDUDS_Spectrum-samqavaQ@kriraU}winxp-Z‘ca.com
m.. "You are logged in assamuser on kiira03-winxp-2 Q m
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unified view of alerts across management domains

enforce standardized escalation policies

% Console - CA Spectrum(R) Service Assurance Auto m ated

Fie Wiew Took Help - (= < [
°
Mavigation q Contents: Critical Alerts Act I o n s

Explorer | Events | Alert Queuss | Users Aleits | .
© [ x x v v i BT §F e =
Mame 4 Filtered By: Maintenance a

Al Qeues Sewerity 4 |Date,iT\me |Name ‘C\ass ‘Category‘summary ‘\/ ‘Service Impact |# Impact -

ical Alerts

[ Critical Service Alerts
[ Database Alerts

1 Default

[ Network Alerts

W Critical MNow 17, 2010 10:56:55 &M EST ucsegal.ca.com  unknown Risk-R... DEVICE HAS STOPPED RESPONDIMG TO POLLS MNone
W Critical Sep 14, 2010 3:23:40PMEDT  lecdo02.ca.com  umknown Risk-R... DEVICE HAS STOPPED RESPONDIMG T POLLS None
W Critical Dec 15, 2010 9:25:47 AMEST  deaga-rsihpv.ca... unknown Risk-R... DEVICE HAS STOPPED RESPONDING TO POLLS Mone

o
0
1)
W Critical Dec 7, 2010 1:04:45 PM EST ssrm-085-%86-3.... unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None o -
W Critical Dec 22, 2010 10:11:31 PMEST  srp016779srs.ca. .. unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS None 1)
W Critical Jan 19, 2011 11:51:32 PMEST  ATS-testemp-vm. .. unknown Quality  ¥MWARE YIRTUAL MACHINE POWERED DOWMN Mone 0
W Critical Dec &, 2010 9:34:16 PM EST 237-wZk3x86-1... unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None 0
W Critical Jan 20, 2011 4:31:50 PMEST  esfko0l-w2kE.c... unknown Risk-Fault DEVICE HAS STOPPED RESPONDING TO POLLS None 1)
W Critical Jan 20, 2011 4:31:50 PMEST  esfkoD1-w2kE.c... unknown Risk-Fault DEVICE HAS STOPPED RESPONDING T POLLS Mone 0
W Critical Jan 20, 2011 4:31:50 PMEST  esfhkoD1-w2ks. urknown Risk-Fault DEVICE HAS STOPPED RESPONDIMG TO POLLS None 1)
W Critical Jan 20, 2011 5:35:29 PMEST  linchO9hyperfdm... unknown Risk-Fault DEVICE HAS STOPPED RESPONDIMG TO POLLS None 1]
W Critical Jan 20, 2011 5:35:44 PMEST  WMWare:linch0... unknown Risk-Fault DEVICE HAS STOPPED RESPONDIMG T POLLS None 0
W Critical Jan 20, 2011 2:48:56 PMEST  Port:ethernetCs... unknown Risk-Fault BAD LINK DETECTED None 1)
W Critical fug 16, 2010 5:37:08 PMEDT  srp0166215rs,ca. ., unknown Risk-R.,. DEVICE HAS STOPPED RESPONDIMG TQ' POLLS None o - — — —
W Critical Dec @, 2010 10:26:53 AMEST  pcp193335pcs.c... unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None 0 - — - B
W Critical Nov 2, 2010 5:49:26 FMEDT  00-50-56-G0-7D... unknown Quality  ¥MWARE VIRTUAL MACHINE POWERED DOWN None 1) f— f— f—
W Critical Jan 7, 2011 3:55:01 PMEST christy-sd.ca.com  unknown Quality  WMWARE YIRTUAL MACHINE POWERED DOWN Mone 0
W Critical Jan 20, 2011 12:53:44 PMEST  PorkiethernstCs... unknown Risk-R... BADLINK DETECTED Mane 1] == —
W Critical Dec 11, 2010 10:08:23 AMEST  srp024853srs.ca. .. unknown Risk-R... DEVICE HAS STOPPED RESPONDING TQ' POLLS None 1) - 2
W Critical Now 16, 2010 11:47:32 PM EST  srp016778srs.ca.. . unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None 0 ' —
W Critical Jun 30, 2010 4:45:56 FMEDT  srp016593srs.ca. .. unknown Risk-R... DEWICE HAS STOPPED RESPONDING TO POLLS None 1) == -
W Critical Nov 24, 2010 11:53:31 AM EST pcpl93363pcs.c... unknown Risk-R... DEVICE HAS STOPPED RESPONDIMG TQ' POLLS None o X —
W Critical Mow 6, 2010 11:20:53 AMEDT  Ken BL9.2.3 Ser... unknown Quality  SERWICE IS DOWN Mone a . .
W Critical  Dec9, 2010 10:30:16 AMEST  sstm-wzkd-xB6-... unknown  Risk-R... DEVICE HAS STOPPED RESPONDING TO FOLLS Nene il Se rvice d es k tic kets
W Critical Dec 9, 2010 4:55:57 PM EST srp016573srs.ca. .. unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None 0
W Critical Jan 7, 2011 3:55:02 PM EST stpD24831srs.ca. .. unknawn GQualty  YMWARE YIRTUAL MACHINE POWERED DOWM Mone a
W Critical Dec1l, 2010 1 101 AMEST  stp024869srs.ca.,. unknown Risk-R.,. DEVICE HAS STOPPED RESPONDIMG TQ' POLLS None 2
W Critical Jan 19, 2011 7:06:33 PMEST  ATS-restemp-vm... unknown Risk-R... DEVICE HAS STOPPED RESPOMDIMG T POLLS None 0 |

I Component Detail: stp024825srs.ca.com of type usm.T.
Iwce Impact | USM Properties | USM Makebaook.

Alert queues examples:
= Default

= Critical

= Domain-specific kot thoo

= Location-specific | mema

= Source CA:00005_Spectrum-samgavmS3@kriral3-winxp-2.ca.com

Cross-domain-specific

Gw “rou are logged in assamuser on kilral3-winxp-2
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CA Service Operations Insight r3.0

enhanced: distributed architecture

— Capabilities
— Tiered SOI architecture

= Unify services managed in sub-domains into

enterprise-wide managed services -Optimal .
. . o Service Operations
= Unified alerts managed in sub-domains into an Flexibility & Control

enterprise-wide console

= Physical separation of tenant data with a \
unified ‘cross-tenant’ view

= (Centralized views of locally managed SOI CA SOI 3.0 SOl
resources Enterprise/Global
° Connector-
— SOI Manager & UI components natively Enabled
support 64 bit operating systems & JVMs Tiered
. Architecture

— Benefit s F-

— Optimal flexibility & control in how you
manade IT staff, processes, alerts & services
enterprise-wide

— Addresses privacy needs of MSPs &
Enterprise Departments

— Greater scalability extends value of a single
SOI instance
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tiered architecture in action

Enterprise/Global

N Y -
SOI Service CIs & Service Alerts SOI
Connector Connector
EMEA L BN I B B B B B B L B B BN B BN BN A USA

2. v

USM Store

USM Store

technologies
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service operations management implementation

evolving to business service focused operations

A four-phase approach Q A
o

8" ﬁ Ongoing Service

Discovery &

Fully Optimized
Operations

Modeling
Priority Alert escalation fully
Service integrated with data
. Discovery & center ar.wd cloud.
" Unified Event Modelin automation, service
a Management g desk, change & SLA
£ Medium and low priority management
o services, so that
ultimately all IT assets
Real-time end-to-end are mapped to the
" Normfa\llze & tra.nsform'cross- management high priority business services they
] domain events into actionable Business Services to provide support
5 alerts for IT Services within a single  service impact, risk and root
et . )
= console & escalation path to the cause analysis
£ Service Desk
<
Event-oriented = SErViCe-OriENted.......cccvueurrneeeeereereresaesnesessessesnssnsnnns - Cloud-enabled =
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closing the IT operations-business gap
service-focused operations & cross-discipline collaboration

Automated Actions
for Remediation

Common
View of
Services
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thank-you

visit www.ca.com...and look for:

Service Operations Management (discipline)

Service Operations Insight (product

technologies


http://www.ca.com/us/service-operations-management.aspx
http://www.ca.com/us/service-operations-management.aspx
http://www.ca.com/us/products/detail/CA-Service-Operations-Insight.aspx

Legal

Certain information in this presentation may outline CA’s general product direction.
This presentation shall not serve to (i) affect the rights and/or obligations of CA or its
licensees under any existing or future written license agreement or services agreement
relating to any CA software product; or (ii) amend any product documentation or
specifications for any CA software product. The development, release and timing of any
features or functionality described in this presentation remain at CA’s sole discretion.

Notwithstanding anything in this presentation to the contrary, upon the general
availability of any future CA product release referenced in this presentation, CA may
make such release available (i) for sale to new licensees of such product; and (ii) in the
form of a regularly scheduled major product release. Such releases may be made
available to current licensees of such product who are current subscribers to CA
maintenance and support on a when and if-available basis.
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Legal

Copyright © 2011 CA. All rights reserved. All trademarks, trade names, service marks
and logos referenced herein belong to their respective companies.

THIS PRESENTATION IS FOR YOUR INFORMATIONAL PURPOSES ONLY. CA assumes no
responsibility for the accuracy or completeness of the information. TO THE EXTENT
PERMITTED BY APPLICABLE LAW, CA PROVIDES THIS DOCUMENT “AS IS” WITHOUT
WARRANTY OF ANY KIND, INCLUDING, WITHOUT LIMITATION, ANY IMPLIED
WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, OR
NONINFRINGEMENT. In no event will CA be liable for any loss or damage, direct or
indirect, in connection with this presentation, including, without limitation, lost profits,
lost investment, business interruption, goodwill, or lost data, even if CA is expressly
advised of the possibility of such damages.
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