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Service Level
M anagement

o Service Level Management (SLM): The continuous
process of measuring, reporting, and improving the quality
of service provided by the IT organization.

Service Level Agreement (SLA): A contract between I'T
and Its clients that specifies the parameters of system
capacity, network performance, and overall response time
reguired to meet business objectives. The instrument for
enforcing SLM.

Service Level Objective (SLO): The agreed upon levels of
service that are to be provided, documented in the SLA.
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AN AN LABILITY (Percent)

Lwerage = 62 676 with 142 samples
Ihnirmam = 0,000 at 03728/01 13:20:05
Ilecrirmum = 100,000 at 03728/01 22:20:29

RESPOMSE_TIME (Seconds)

Lwerage = 22763 wath 89 samples
Mhnirmam = 128 8735 at 03/28/01 21:05:23
Mlecmimmum = 40 125 at 03/28/01 164547
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SETUP_TIME (Seconds)

Lwverace = 1.3251 with 22 samples
Ihinitmum = 0,530 at 03/28/01 20:25:23
Iflecrrmun = 8. 187 at 03/28/01 21:00:34
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Java Applets

Programs that run
with the help of a
web browser

Web Applications

ActiveX Controls

Client Side

Collects
information from
a user.

State information
client stores
about end-user

Request

Response

Forms & CGI are opposite sides
of the same coin.
Both are essential to creating
interacitve pages

JavaScript VBScript

Embed Similar to
commands within |§| JavaScript
an HTML page,

and any browser

can interpret the

command and act

on it.

s

Java Servlets ActiveX Controls

Gatekeeps Same as Servlets
common services

& re-direction as

a controller.

Common
Gateway
Interface (CGl)

Is a standard
method for a Web
browser and

Pearl, Java, C++

MiddleWare Technologies

Develops dynamic Web enabled
solutions that can interface to
databases.

- ColdFusion

- Active Server Pages (ASP) by
Microsoft

- Java Server Pages (JSP) by Sun.
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~ HTML Methods/Tags

« Javaapplets are normally included in aweb
page by using the <APPLET > tag. Explorer 4
also supports the use of the <OBJECT > tag.

When a user clicks a submit button on aform,
the browser does two things:

1.) Encodes form data into single string
NAME=VALUE pair separated by “&”

2.) Sends encoded string to server by either a
<GET> or <POST > HTTP method.

e JavaScript embedded into HTML<Script>

<\Script> <
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Transaction Management
(End-to-End)
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I Synthetic” or “Active”
ransaction Monitoring

Useof “robots’ to smulate user activity by running scripted transactions
at regular intervalsto be baselined and then threshold levels set to generate
notification.

Very effective at detecting and quantifying the impact of any problemsthat
could or do affect real customers.

Extends Service Health offering by scripting online transactions enabling
companies to monitor total end-to-end availability and performance as
opposed to the page level tests performed as part of Service Health.

Active Transaction monitoring issuited for companies whose | nter net

offering isfocused on processing transactions. @i
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“Actual” or “Passive’
Transaction Monitoring

« Monitor the actual experience of useson the
website. It capturesthe experience of all users
rather than merely sampling website
perfor mance.

Client-based Probes necessary either build
Into application software or downloaded on
end-user pc.

Work by having the user’s web browser

forward transaction timing measur ements
back to a management server . &
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Transaction Management
Trade-Offs
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Transaction Monitoring:
HP OpenView Solution

Web Transaction
Observer (WTOQO)

e B2C and B2B Features:

JavaScript (B2C)
ActiveX Plug-In (B2B)

« KeyNote Integration

Vantage Point | nter net

Services (VPIS)
e Probe Technology.

e Can probefrom
multiple locations for
strategic views.
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VPIS Probes
VPIS 3.0 supports
17 protocols

FTP
HTTP(S) -

ICMP DIAL
NNTP MAP4

POP3  DAP
RADIUS NTP

SMTP
WAP HTTP_TRANS
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Probe Placement
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HTTP TRANS

» Tracks specific user actions that occur
within Web applications, such asthe
use of catalog lookup, login/logout,
shopping carts, etc. ..

VPIS s Web

ransaction Recorder 1s

the VPI S tools that captures actions and
the sequence of accessed pages and
l1NkS When one navigates through aweb

Site.

€
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VPIS: HTTP_TRANS

Supported NOT Supported
Active Server Pages  « Java applications

CGI Script e Dynamic URLSs generated
JavaScript on theserver by JavaScript on the client

Static JavaScript onthe ¢ Pop-up Windows

client Digital certificates
Dynamic cookies NT

HTTP authentication/passwords
authenti cation/passwd
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VPIS: Web Transaction Recorder

e Supports two navigational modes by
a.) URL (can handle Java Script)
b.) Navigation Point — Tries to emulate and record user
navigation for links (HTML Anchors) and forms (HTML
Forms), but capturing some context information from
anchor and from element.

e There are three views within atransaction:

a) Page (IE)
b.) HTML Source (Probe) | <
c.) Probe Output HP Oy
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Service Groups; Targets,
ODbjectives

Internet Services Configuration Manager

File “iew Action Help

= TEN R

=] Custamers Service Groups Service Targets | Objectives I Probes
r'ahoo

DIs
Metledger

= O Forum
=0 Service Groups Service Group | service | Host| Part| Target Infarmation |

EI@ Wb Site Login @ wieh Site Login HTTP_TRAMS 20 httptrans.dat
EI{:l Service Targets

Cuszstomer: OWForum Service Group: “Web Site Login

El-Z1 Service Ohjectiv
TRAMSFER_TPUT
DMS_SETUP_TIME
COMMECT_TIME
COMMECT_TIME
SERVER_RESP_TIME
TRAMSFER_TIME
TRAMSFER_BYTES
REGQUESTS
AVAILABILITY

--gilf RESPOMSE_TIME

~-gff SETUP_TIME

=-{_1 Probe Locations
L. Local System

-{_7 Status

]
|Ready [MUM |
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The Transaction
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ﬁ&ﬂiﬂ%l%ﬁﬂﬁ

¥ ull.-.‘lni

oviorum

Ember Mailing List: "avforam”
IF v mre o miessber of “ovfomm”™ pleaie type
Vour el widress [
Vooar s panend) |

b et of ow heerna provemd paresosd

IF vais e mol o miemleer of “ovTermn”, please diwose

[0kl yom farget your pasewerd?

& 0. e woun eire] edders

HP OPENVIEW

A UTHORIZED

EXECUTIVE
P A R T M E R




=8 Recorded Transaction in VPIS —

Login Screen

HF ¥antagePoint Internet Services - Web Transaction Recorder
—Recorder [Bv LURL] — Playback Output

Fecard | Stop | Blay | Step I Fage [IE] | HTML Source [F'ru:ul:ue]l Frobe Elutputl

hittp: A, ovforum. ong _ The OpenView Forum International now includei"
hittp: Ay, ovforurn. orgAtech archives. ofm for member content areas. If you are unsure of y

hittp: A v, oveforurn. orgdeagi-bindyriz. pl fenter=oviarim .
hitkp: A e, ovbiorunm. orgcgi-bindyriz. ovforumidid=144300042 P Password please contact member services at the

hp:.-".-"www.u:uvfu:urum.u:urg.-"u:gi-l:uin.-"l_l,lris.pl?sul:u=1 2039%id=144300062 PO

Member ID I

Password I

Login |

Cnntarct Infarmatinn _IL"
3

Kl |

Inzet... Delete |

<
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Target 5tep Properties Ed |

HP ¥antagePoint Internet Services - Web Transaction Recorder

— FRecarder [By LIRL]

Hecand | Stop | Elay | Step |

hittp: A vy, ovforurm. org

http: Adf e, ovforum. orgstechdarchives. cfm

hittp: A dwivan. o forum. org/ cagi-bindlynis. pl Y enter=oviorum

htkp: Ad v ovtorum, orgs/car-binglunzs. ol Ysite=oviormmeid=1 4430004 2 Pl
hittp: Ao ovforunm. orgdcai-bindlvnz. plYeub=12033%id=1 44300062 PO:

— Playback Output

Page [IE] HTML Source (Probe) | Probe Output |

<px<img src=" imagesnewicon. gif'' width=""50"" height="%0" alt="' I:u:ur:;"
&z of Spring 2001 visitors to this site will notice some major changes o

<px<£img zre=""imagesnewicon. gif'' width=""50" height="50" alt=""" bar
Opertfiew Forum International iz pleased to announce the creation of
< font:

<hr zize=""1">
<px<font face="Anal, Helvetica, sans-senf"' size="-1":<b>L
<hr zize="1""

<px <bre

Type: |uRL =]

Target URL: e gi-binsleriz. pl *site=ovforumid=1 4430
Fost Data; Farr [GET] page=uzer] &login_names=ilabazso
Fatterr:

Fattern Settings:
zermanme:

Faszword:

O Canicel |

£/p

<table width="445" border="0" cellzpacing="0" cellpadding="5">
<k

<td align="LEFT" walign="TOF"">

<font Face="Anal hel: helveticatahoma' zize="-1"

<bxCheck Out the O%F| Bookstorel < /b <br=
<8, HREF="http: / Awvaan, arnazon. comdexec/obidosz redirect-t
<IMG SRC="http: /A, azzocimg. comd azsocsuzsholiday-home-btn-1. -«

4 I I »

Help (0] | Cancel |
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LB Recorded Transaction in VPIS —
Ending Screen

HF ¥antagePoint Intemet Services - Weh Tranzaction Recorder
— Recorder [By URL) — Playback, Output

Fecaord | Stop | Flay I Step Fage (IE] I HTHL Source [F'ru:ubs]l Frobe Dutputl

btk v, orvforam, org Read Messages
http: A e, ovforum, orgtech/archives. ofm

hktp: 2w, ovvforum, orgogi-bindlpriz. pl fenter=ovionm

hktp: A, oovforum, org/ogi-bindlpriz. pl ?site=ovforuméad=144 300042 PC )
hitp: vy, ovform, argdegi-bindlyris. pl?sub=12039%id=1 44300062 POS Messages are avalable from 0401799 to

032801
These 200 messages are from 03/21/01 to
03/28/01

PswsrbmldsrAppllcatmn ssndlng messages tl:n Open
YWPO Pedformance Agent for MT Templates - 03,25/
Mode Folling - 03/28/01 [Schmidi-1, Pamela]
LanOptics Ethernet Switches and MMM on NT - 03/280
Mew MNEKE T Patchies) available FHSS_23668 text M
Mew ITOB 0 Patchies) available PHSS_22830 text F
Segment autamatic naming - 03/28/01 [Scoft Banyas)
—>» Scott Banyas

—> Jeff Law

Pl BIRIRAR 1 Pratehicsh svailakla PHSS 23ERD h:-\.v‘l_fklILI
»

|psert.. [IrelEte

Cancel
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All Services Heport - Microsoft Internet Explorer
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Response Time

All Services Report - Microzoft Internet Explorer
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=\ vailability

Il Services Report - Microsoft Internet Explorer
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WTO Implementation Planning
Steps

Determine Measurement Targets.

Decide which web pages & hyperlinkswill trigger the
download of the Browser Sensor .

Provision for WTO M easurement Server
Determine firewall solutions

Determine whether to implement the B2B (Activex) or
B2C (JavaScript) solution.

Design data groups such as applications, transactions and
user groups.

Define service level objectives and alarm thresholds. <
| HPOPEN[EW
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Transaction
M anagement

End-to-End Service Level Management
Solution based upon:

«Service Level Objectives

*\\Veb Site Architecture
ne of Transaction

oe of Monitoring tool
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