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—— Agenda

1.  Uberblick:
Schwerpunkte Service Level Monitoring (SLM) bei Boehringer
Ingelheim (BI)

Vorstellung Bl End2End-Server-Infrastruktur/Architektur
Bl SLM Aufgabenbereiche im Detall

Uberblick End2End -MeRstandorte
End2End-Messungen in Europaischen Niederlassungen
Was hat sich geandert? (2008->2010)

Wohin geht die Reise?

L
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—— Aufgaben SLM-Team bei Bl

» Abschliel3en von Service Level Agreements (SLAS) flr wichtige
Applikationen zwischen Kunden und Service-Verantwortlichen

 End2End basiertes SLA-KPI-Monitoring auf Monatsbasis
(performance+availability) mit
Q-Board® SLA Management

» neartime application performance monitoring mit Hilfe von End2End-Daten
und Q-Board® Cockpit Management(Trend-Analyse)

« Alarmierung von geschaftskritischen Applications (abgeleitet aus
End2End-Daten)

» Weltweites Verfligbarkeits-Monitoring und Alarmierung von Intranet- und
Extranet-Webseiten unter Benutzung der End2End-Infrastructur

» Performance-Reports fur IT-Professionals
» Verfugbarkeits Reports (AV-Reports) fur Manager
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Bl SLM-Infrastruktur Ende 2010

Q-Board® Ingelheim
2 Server fur weltweite Nutzung

2 Lizenzen Q-Board® SLA Management
2 Lizenzen Q-Board® Cockpit Management

HP Business Availability Center (BAC) in Ingelheim fur weltweiter Nutzung
4 Server

1490 Lizenzen
70 Probe-Skripte

=) Zentralisierung
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Bl SLM Architektur

Q-Board EU:
http://ing-serviceportal

INGASSLA02
.eu.boehringer.com
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Q-Board AM:
http://rdg-serviceportal

INGASSLAO1L
.eu.boehringer.com

HP Business Availability Center (BAC)

BAC
Gateway Server

INHAS00001
.eu.boehringer.com

BAC
UCMDB Server

INHAS00003
.eu.boehringer.com

BAC BAC
Dataase Server Data Proc. Server

TNHAS00004 TNHAS00002

.eu.boehringer.com .eu.boehringer.com

End2End measurement PCs (BPMSs)

ING-OVISPX VIE-OVISPx RDG-OVISPX
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—— Task 1: Bl SLAS

2 SLA-Dokumente

« Standard-SLA
- universeller SLA fur alle Services
- Standard Service-Levels (Servicezeit, Verfuigbarkeit, etc.)

* SLA Vorlage
- Vorlage zur Erstellung von spezifischen SLA-Dokumenten

- fUr Applikationen mit spezifischen Anforderungen
(z. Bsp. variable Service-Levels, End2End Performance-Monitoring, etc.)
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— Task 2: Q-Board® SLA Management
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—— Task 2: SLA monitoring: KPIs

Performance Monitoring Availability Monitoring
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Task 2: Komponenten-Monitoring vs. |m, ?n"gejii‘;gn?
End2End-Monitoring

component based performance monitoring
¢ > 14 influence factors

* no overall application performance values
{Z;‘;/B}
_SeFmpus LAN

%j factor 14 ;

=

MuIti-DB-Server

Serverfarm segments RSP
Infrastructure -services RSP

(

| =) |
.

End2End based performance monitoring E

= overall application performance values
performance values correlate with user experience

Lioraliee @ END2END transactions

CEE)
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Task 3: Q-Board® Cockpit Management:
Proactive neartime performance monitoring

-Board Cockpit - Mozilla Firefox

Dvynamic view 2010-01-19
Boehringer IV

DataStatus | Trend | Rem
10:12

BioMES Performance

CDB - Compound Database Performance

CRFTrack Performance

DE-AS-WCTS Performance

DMS BImP Performance

Exchange Service INGEXMOL

Extranet www boehringer-ingelheim .comy
v micardis.com,

File Service BIBFS10

GPM Performance

IDEA for COMN Performance

IDEA for GEN {igenbus) Performance

ITSHOR Performance

LA aLe qredoaed P g ped [ g 1
L Leqreale qreaRe qped g ped R g

Test

DataStatus | Trend | Rem
10:12

Extranet_IV wiw_boehringer-ingelheinn_ca - ] -]
ICEA for SUB Performance_Iv = =
Internet access Performance =4 L

Permanent view 2010-01-19

Mo actual data available.

Release 3.6 (Host: ingassla02)] @ 4 to be (www. gtobe. net) for Boehringer Ingelheim
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Task 3: Q-Board® Cockpit Beispiel
Intranetseite Frankreich

Teil 1: Cockpit Trend-Alarme aufgrund von Netzwerkfehlern

Board Cockpit - Mozilla Firefox -

Service: Intranet / SLA: @gora / Transaction: rei-bpmp0 1_Response time_productive page
Rule 2 / 3: Weekday Nest

Graph options: | Line Graph #iea Giaph Filter: Timeframe: |15 days (12/24/2009 - 01/0 show neutral incidents? | | Show

= Red threshold
m Response time

Green threshold

TOIMOUIS MEW T "3 LAUU-L I L 7IUUs t£)) & DU

c1/02/2010

Occurad on D1/02/2010 with
Ti=4,22 and T2=1.,94 and
Trendresult=148.45%

Compare 1 Weakdayg(s) fromm HH: 0 to HH: 23
versus 3 Weekday(s) from HH: O to HHi 23 with
Formula GREEN| ~1%{100-{T1*100/T2)} < -50 and
Forrnula RED: ~1%(100-(T1%100/T2)) > 50

32655836

01/917/2010

Occurad on 01/01/2010 with
Ti=4,81 and T2=1.82 and
Trendresult=154.5%

Compare 1 Weekday(s) from HH: 0 to HH: 23
versus 3 Weeskdayl(=) fropn HH: 0 to HH: 23 with
Formula GREEN: -1%(3100-{T1"100/T2)) < -SO and
Formula RED: -1%(100-(T1%100/T2)) > S0

32616742

12/3L{2009

Occurad on 12/31/200% with
Ti=4.62 and T2=3.02 and
Trendresult=52.92%

Compare 1 Weekdag(s) from HH: 0 to HH: 23
versus 3 Weekday(s) fromn HH: 0 to HH: 23 with
Formula GREEN: -1¥(100-(T1%100/T2)) < -S5O and
Formula RED; ~1%(100-(T1%100/T2)) > S0

32ST7218

12/30/2009%

Oecured on 12/30/2009 with
Ti=a,71 and T2=2.17 and
Trendresult=117.05%

Compare 1 Weekdayis) from HH: O to HH: 23
versus 2 Weekday(s) frormn HH: 0 to HH: 23 with
Formula GREEMN: -1%(100-{T1%*1006/T2)) < -SO and
Formula RED: -1%(100-(T1%100/T2)) > SO

22STSTLL

12/29/2009

Oecured on 12/29/2005 with
Tim3,45 and T2=1.93 and
Trendresult=73.76%

Compare 1 Weekdayis) from HH: 0 to HH: 23
varsus 3 Weekdayis) from HH: 0 to HH: 23 with
Formula GREEN: -1¥(100-{T1*100/T2)) < -S0 and
Formula RED: -1*(100-(T1%*100/T2)) > 50

32319351
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Task 3: Q-Board® Cockpit Beispiel
Intranetseite Frankreich

Tell 2: Resultierender SLA-Erfullungsgrad

¥ p-Board Online - Moz Firefox

Dakei Eesarbeiten ansichk Chronik Lesezeichen Exktras HilF=

2. AL a glance

Category Indicator Parameter Planned Actual Qual. Unit Achieved
walue Linit

Response time__reference page Max. Response Time _
bignet measured from France 4 = + = == 935 41.19 41.139 %

Servicaetimeaes

Fou 24

Sraph

o L]

=le)

S0

T

[=1e]

S0 Flanned

a0 Oual .
Minz 2.45
30 Maxz 100
Actual

20

]

o

WFri 2o10-01-01
nat 2000-01-02 -
Sun Z000-01-03 1

WMon 2010-01-04
Tug 2010-01-05 -

Mied Z010-01-06 -
Thu Z010-01-07 1

WFri 2010-01-08 -
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Task 3: Q-Board® Cockpit Beispiel
Applikation CRF track

Teil 3: Cockpit Trend-Alarme

%) p-Board Cockpit - Mozilla Firefox

Service: CRFTrack / SLA: Performance / Transaction: bib-ovisp07_GUI_Start CRFTrack
Fule 2, 3 Wweekday  MNeut

Graph options: | Line Graph #rea Graph Filter: Tirmeframe: |3|:| days (12/20/2009 - 01/19/2010)1 | | Show neutral incidents? | | Show

= Red threshold
m Response time

Green threshold

A

OO  o—O— 53— ——Oo0—0—0— 00—  o—~0— o0—0—0—g—0—0

Abs.

threshold Rule details

Cormpare 1 Weekdayl(=] from HH: O to HH: 23
versus 5 Weekday(s) from HH: 0 to HH: 23 with
Formmula GREEM: -1#(100-(T1*100/T21) < -50 and
Formmula RED: -1#(100-(T1*100/T2)) = 50

Compare 1 Weekday(s] fromm HH: 0 to HH: 23
versus 3 Weekday(s) fromm HH: O to HH: 23 with
Formula SREEM: -1#(100-(T1*100/T2]]1 = -50 and
Formula RED: -1#(100-(T1#100/T2]1 > S0

Cormpare 1 Weekday(s] fram HH: 0 to HH: 23
versus 5 Weekday(s) fromm HH: O to HH: 23 with
Forrmula SREEM: -1#[100-(T1#100,/T2]]1 = -50 and
Formmula RED: -1#(100-(T1#100/T2]) > S50

Seocured on 0141842010 with
oi/i1s/2010 Ti=24.65 and T2=37.2% and
Trendresult=127%

33541994

Cccured on 01172010 with
0171772010 Ti=52.62 and T2=37.26 and
Trandresult=121,74%

33541993

Cccured on 01716/ 2010 with
01/16/2010 Ti=5%9.81 and T2=37.29 and
Trendresult=&0,29%

23541992
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Task 4: Alarmierung von Bl-Applikationen und Ingelheim
URLS
Applications
_ 125
100
10 N 75
50
25

Internet Intranet
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Task 5: Performance reports for IT Ingelheim

professionals

» Performance-Verifizierung nach
Systemanderungen

» Echtzeit Performance-Monitoring wahrend
Systeméanderungen

» Performance Baselining fir neue Applikationen

» Performance-/ Belastungs-Tests flir neue
Applikationen

Project: Q to be® Q-Board® Holger Eichhorn, IS SD&D SM, Boehringer Ingelheim 15 10.05.2010
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Task 6: Verfugbarkeits-Reports fir Manager
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End2End monitoring infrastructure
AM,AP,EU
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Europaische Niederlassungen: Ingelheim

derzeitige/geplante End2End-Messungen

9

Ihtran et

¢
¢

Fileservice

¢

'Exchange

Siebel
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—— SLM: Was hat sich verandert? Ingelheim

Service-Ausfalle;

|

Erkennungsrate durch Standard Komponenten-Monitoring
(Systemmonitoring) :
2010 nur ca. 50 %! gegeniuber 90% im Jahr 2008

Erkennungsrate im Q-Board® mit SLM: nahezu 100%!

Service-Performance:

weniger als 10% der Performance-Probleme werden durch
Systemmonitoring erkannt! [2008: 50%]

Sehr viele Anfragen flur End2End basierte Alarmierung

Integration End2End-Monitoring-Tools in das System-
Monitoring

Liy

Hohe Nachfrage nach Performance-Reports fur Invest-
Begriundungen

Project: Q to be® Q-Board® Holger Eichhorn, IS SD&D SM, Boehringer Ingelheim 19 10.05.2010
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—— SLM: Wohin geht die Reise?

Weltweite Nutzung von Q-Board® Vision

Erkennung von aktuellen
Events/Performanceanderungen wird immer
wichtiger-> Q-Board® Cockpit Management

Ausrichtung und Tools von Bl SLM Team sind schon
ausgerichtet auf Bl [S-Leitspruch ,,Think Service
not Server!!!*

S

Bl End2End-Suite wird zum elementaren Tool fur die
Erkennung und Darstellung von Servicezustanden

Project: Q to be® Q-Board® Holger Eichhorn, IS SD&D SM, Boehringer Ingelheim 20 10.05.2010
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Vielen Dank

far lhre
Aufmerksamkeit und
lhr Interesse!
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Anhang 1. DMZ URL Monitoring Ridgefield

BAC BPM Probes datacenter ING

SOSL-Madem DSL Acar=s

ik

Clsco Rouier 1712
r———

12C0 ADSL-Rouke 1 (335

ING-BPNWD ING-BPMWD
{ DIVE 5 egment 1 G ( BRIV Meas Urement datay

)

A e > > _DMZ RDG
Carnpus NG Flrew St -

l DhEsegment FOG
Servertaimsegment ING

measurement data (results)

Webserver
active measurements (URL monitoring)
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Anhang 2: SLM: momentane Infrastruktur Ingelheim

Q-Board® Ingelheim

2 Server fiir weltweite Nutzung

2 Q-Board® Cockpit Module

BAC Ingelheim
4 servers

1000 licenses

33 probe scripts

2 servers
1000 licenses

16 (11) probe scripts

2 servers
415 licenses
13 (2) probe scripts

1 OVIS server
75 licenses
8 (5) probe scripts

() = to migrate in 2010
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Anhang 3: Ziele 2010/2011

Vollstdndige Migration von OVIS -> BAC

Rollout aller standardisierten Infrastruktur—Messungen in die Européischen

Niederlassungen

Feinjustierung/Optimierung der Q-Board® Cockpit Einstellungen

Umstellung des BAC-Systems auf die vollreduntante Arrchitektur zur Absicherung
der Alarmierungs—-Funktionen

Ausbau der End2End-Messungen

Vollsténdige Umstellung der Verfiigbarkeitsberechnung auf die dynamische Ermittlung

Bestellung/Anforderung von End2End—Monitoring tber IT-Shop

§ 138U
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