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InfoVista at a glance

» Europe’s largest and one of the world'é leading providers
of Service Level Management software solutions.

» Worldwide presence (180 employees):
— Europe (France, United Kingdom, Germany).
~ USA (Washington, San Francisco, Dallas, Chicago).
~ Asia (Singapore). )
—~ Represented in more than 30 countries in the world.

* International Investars:

~ Europe : Banque Paribas, Innovacom, Dassault
(France), Technologie Holding (Germany)

— USA : Sofinnova (US)
- Asia Pacific :Vertex (Singapore)

InfoVista at a glance

® 400 customers, 2000 licenses

+ Telcos & ISPs : around 60% of the turnover

» France Telecom, Mobistar, Wind Telecom, Uni 2

» 9Telecom, Bouygues Telecom, Cegetel,
Lyonnaise Communications, Renater

» Sita Equant, BT, Concert (BT/AT&T), Debis,
Deutsche Telekom, Uunet .

« Barhain Telecom, Cincinnati Bell, Enertel, GTS,
Helsinki Telecom, High Way one, Viag Interkom,
Retevision, TCl, Telecom New Zealand, UPC,
Versatel, Vanco, ...




Professional Services

¢ 30 consultants worldwide (Europe, USA, Asia)

» Mission: Help to define and implement SLA, SLM and
customer reporting solutions.

*  90% of professionnal Services customers are Telcos,
ISPs or ASPs:

» France Telecom, Mobistar, Wind Telecom, Uni 2,
Cegetel, Renater

- Sita Equant, British Telecom, Debis, Deutsche
Telekom, Uunet

» Barhain Telecom, Cincinnati Bell, Enertel, GTS,
High Way one, Retevision ...

The future will be based on QoS Market Drivers..

a Once you get past pricing - Quality of Service, Network
Availability, and SLA’s will become the premier differentiators

a Traditional business growth will continue to lose momentum
while margins plummet

a Service providers will need to a focus on complete applications,
end-to-end transactions, and actual response times experienced
by customers, rather than how well internal systems are running

o Measuring end user perception of service quality will be critical,
since Web users are only a click away from the competition

u Companies need technology that allows them to see themselves
as others see them!!




SLA T SLM & Customer Reporting

The Service Level Agreement (SLA):

« It describes the measurements used to evaluate the quality of
the delivered service.

+ |t defines the level of service that the provider commits to deliver
to his customer.

* It describes the penalties applied to the provider in case of SLA
violation.

For the customer, the SLA is a key point to get the service
expected. The customer will pay less if the quality is not met.
With clear measurements, it is easier to compare the service
offered by two providers, and therefore to compare the fees.

SLA / SLM & Customer Reporting

The Service Level Management (SLM):

" Itis a suite of solutions that the provider put in place to:

* measure and store the quality of the delivered service.

« Calculate the relevants metrics & produce SLA reports.

« Be notified when the SLA is (near to be) violated
(integration with fault management systems).

« follow the evolution of the global quality of the service.
(internal reporting)

« Interact with provisionning infrastructure databases.

« Interact with helpdesk and billing systems.

The SLM solution is a key point for the provider to produce SLA
reports to his customers, and to improve the global quality of the
delivered service. :




SLA / SLM & Customer Reporting

The customer Reporting:

» Itis the way to communicate between the customer and the
provider about the SLA.

 The reports are coming from the SLM system.

» The reports are available on internet with a secure access for each
customer.

+ Beside the SLA reports, the provider can offer different class of

performance & trending reports to help the customer improving his

business. .

These add-on reports can be sold as options in the SLA contract.

For the customer, the reports are the visible part of the SLA system.

For the provider it is a competitive advantage to win business and a
key factor of differentiation.

What 99.9% means

Only 8.76 hours of downtime a year

Only 16,000 lost pieces of mail per hour

Only 500 incorrect surgical operations each week
Only 20,000 incorrect drug prescriptions each year
Only 2 unsafe landings at O'Hare Airport every day




The SLA Metrics

Standard SLA Metrics for a telecom operator:
« Multiple VPNs, Multiple kinds of traffic.

Objects concerned in-the SLA:
« Links & channels between sites.

VPN B - Site 1 VPN A - Site 3

Site 2

YN A Site 2

The SLA Metrics

Standard SLA metrics for a telecom operator:

« Availability of links/channels (ex: 99.8%)
Data source: pollling on the edge devices.

* Maximum time to repair (ex: 4 hours)
Data source: Helpdesk system / polling on the edge devices.

« Total outage duration
Data source: Helpdesk system / polling on the edge devices.

* Maximum Response time (percentile 95) & average Response
Time. .
Data Source: Embedded active agent in the edge devices polling
the other edge devices.




The SLA Metrics

Standard SLA Metrics for an ISP/ASP:

. Mu‘ltiple customers, multiple sites, multiple applications, muitiple
links/channels.

Objects concerned in the SLA:
« Applications, links/channels, Sites.

The SLA Metrics

Standard SLA Metrics for an ISP/ASP:
« Reachability of an application for a site (ex: 95%) *

Data source: Requests from the customer site to the application.
« ltincludes also:

- Reachability of an application for all sites (ex: 97%)

- Reachability of all applications for a site (ex: 97%)

* Maximum Response Time (percentile 95) & Average Response
Time of the application (from the site point of view).
Data source: Requests from the customer site to the application
& application logfiles.




The SLA Metrics

Standard SLA Metrics for an ISP/ASP:

¢ Maximum Time to repair (ex: 24 hours).
Data source: Helpdesk / Requests from the customer site to the
application.

« Total outage duration. :
Data source: Helpdesk system / Requests from the customer site
to the application.

A typical case study for Telcos

Presentation of the operator ‘PlanetCom’:

« International presence.

+ Multiple Network Operation Center (NOC).

« Multiple needs of SLAs and specific reporting for their customers.
« Cisco routers a@ the access poihts.

» Core backbone with IP, Frame Relay and ATM devices.




A typical case study for Telcos

The standard SLA offers 3 choices to the
customer:

Standard service (free):
» SLA on availability and time to repair.
« Historical access to some of the data collected.

Gold service:
» SLA on availability and time to repair.
» Real-time and historical access to most of the data collected.

Platinum service:

« SLA on availability, time to repair and response time.

+ Real-time and historical access to all the data collected.
+ Full detailed traffic analysis for some links (Rmon2).

General Archictecture

. NOC . = @ Polling from 1mn to 15 mn

Daily collection of 1 hour samples WEB P
from the distributed polling DJ &8 Portal




A typical case study for Telcos

The regional NOC (Network Operation Center)

SNMP: Availabliity, Load, drop Distributed collection and

packets, CPl:, buffers, becn & Calculation system ‘// o
ecn

Customer Site

The SLA contract
& Historical access only 0‘19 \Q‘s
§¢ Historical and real-time access S 5
& o Q
Availability | % { 38 | 3¢
SLA Time to Repair | s¢ i
~ " Response Time | b 4
Availability & load details | . | 3¢ | 3¢
Links Percentile95 ¥\l
s -Trending (prediction)
Congestion |
Channels busiest hours x|
‘Response time details 218
"Protocol Distribution details | %
Routers Cpu, Buffers, Memory | g ®ixn
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SLA Reports
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Technical Reports

Voice over |P details
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A typical case study for ASPs

Presentation of the ASP ‘StarSystems’:

« Offer hosting and management services for SAP application.

responsibility of the ASP.

Cisco routers at the access points.

+ Lines are leased to a Telecom Operator.

Routers and links to access to the application are under the

Multiple needs of SLAs and specific reporting for their customers.

« Statistics from SAP application provided by an in-house tool.

A typical case study for ASPs

< Multiple customers, multiple application per customer
« Muitiple servers par application
« transactional or batch application

Customer

Customer
B servers
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A typical case study for ASPs

The SLA scope:

* The reachability of an application from a site (95%).

* The global reachability of an application (from all sites)
(97%). ‘

« time to repair (24 hours).

 The response time for transactional applications.

* A minimum free database space per user per
application. :

Architecture of the solution

Reachability:

« SAA TCP connect request from the router
access to the application.

Response Timé:

. ’Addition of the network response time (SAA
Request) and the application response time
provided by the application.

A - Site 1

Cusfomer
A server

e

’5\4510“’39" . @

C
A

e 2

o
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'The SLA contract

3¢ Historical access only \99 ' C?’o
) 4 Historical and real-time access 3 .\#
~ | &£
Application Reachability | 3¢
SLA Application Response Time | ¢
Time to repair "
Response time details | 3¢ | 3¢
Application| . Database Detais | ¢ | 3¢
' Link Performance Details b3
Network |~ Trending (prediction) | * | 3¢
Network Response time details | 32 ’!_
Routers Cpu, Buffers, Memory | 3 | 3¢
SLA Reports
: wrtfarams
REE - PJZ (ppa - Monthly Customer Report) - Milrz \,’
Contsacted' Usm ®
E " 1000 0
93,009 935406 4792

Uind TatalDisk | Uised Space par User

i
i

Rovtwr 1V 5

2
REE Rouier AER-7 > RIZ
2

N

Hab Moot 3 > PIZ
Pouter Nt > B2 13
AERAT >
Rous VO3 > P2
HbAER > R2
Router VDN > RIZ

1
Pouior FRN 3 PZ. — 18714
3
10.880¢

37547

S

,_u__mu-uu
e N

5
BERE

X
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Detailed SLA Reports

‘WAN Response Time CINTA

Avarage Raepense Timme Dolly wwil Juni 2008
T eperes e ks smcsad ty e oot 5.
o ok Renpares T o

100p.0-0
:1 s eiems  eies seses  siiel Drill-down to real-time details
70600 00800 [T 20600 26w

Avornge Roaponne Thwe Woeldy uat KW 26 / 2068
Roweres Tie fms)
! u—-r—-.:mm--u-n -l . Disbiibulion of the Averaged Raspases Time by dey

ol Yl T Tilo

).
Flesponse Time Madsnun wmacthed by the coom 5 °
Sa Coveahepona Toe i -

dand Fab®0 a 00 a0 Maico ~n00

Reporting Advantages

Advantage for the customer:
« Bad quality means penalties (verifiable).

* Possibility to track problems, and to inform the provider of
expected improvements.

Advantage for the provider:

« Excellent quality image.

+ Competitive advantage

» Possibility to sell different class of reports




InfoVista

*Flexible
*Open

‘Real Time "

‘Thank You

Q&A
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