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service assurance

Service Assurance is the IT practice of ensuring optimized
business

service performance across any rapidly-changing
environment

Service Assurance requires:

1. Ability to DISCOVER the entire infrastructure and maintain dynamic service
model across a constantly changing infrastructure

2. Ability to OBSERYE all customer trlansactions for all application types
3. Ability to | ns
Discover — QObserve Understand

ess services
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business case for CA Service Assurance

CA Service Assurance experience will ...

1. Lower the cost to manage the IT Infrastructure supporting your most
important Business Applications

2. Assure that All users for All applications have the best experience — “Keep
them coming back for more”

3. Focus resources on highest value functions — have confidence to deploy
applications faster — solve problems quickly

Grow
Revenue

Productivity
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our strategy

Deliver highly capable products that optimize the experience for
well-defined roles with well-defined responsibilities

Executive Operations

Real-Time
Operations
Model

Application
Support

Infrastructure

Open Standards Based Interfaces
Integration to CA and 3™ Party Data Sources
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— Build upon Core Competence:

— CA has a market-leading portfolio of highly capable products that together
enable service assurance

— Application to Infrastructure Linkage:

— Use our transaction aware Unified Service Model to link user experience
to the infrastructure

—Infrastructure to Application Linkage:

— Use our Transaction aware Unified Service Model to link infrastructure to
transactions (the apps)

—Simple Service Assurance:

— Make the solution easy to use, provide rapid time to value. Align solutions
along common policies for administering and using the solution
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APM solution context

End-to-End Real End User Experience Proactive Performance
Transaction Visibility Monitoring Management

rverview

Incident Management Root Cause Probability

E] Incident Details - affected Users -- click o any link to view more
Overview | Troubleshoot | Affected User ghroups | Affected Users
Affected User List for Incident 100,

| Lt o E
B Loy O i
B Backand 0% H

Appboun Server 1N

I wen Smeer 199
. Chest B i
Green, Slas soreen High Onling
Jellica, Mikeal tmjelico High Online ’A‘/
Mellroy, Dermot dmeilroy High Oniline F N "
Tuoma, Jesper fuomo High Cnling [ e
Alha, Fiona falba Medium (Defaul) | Dublin
Allgood, Stephanie | sallgood Medium (Detault) | CallCenter T

Link Transactions to Correlate End-User- Detect, Triage,

Infrastructure Diagnose Root Cause

Experience To
Business Impact
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new features
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Introscope 9:
marquee features

Marquee Features

Description

Business Value

Business Centric
Management

Performance and Availability data
presented in business centric terms
(manage apps rather than agents) so
users can more quickly and easily
understand the health of their applications
and communicate with business owners

Improve the alignment and
help bridge the gap between
business and IT through the
ability to view a transaction in
a business context while
maintaining the ability to drill
deeper into the application
infrastructure

Application Triage

Faster problem triage and Mean-Time—-To-

OOTB discovery provides

Instrumentation

instrumentation via Ul and implement
without restarts, increasing time to value

Map Resolution with real-time visual instant visibility into
application map, reducing need for time application health, reducing
consuming custom dashboard creation TCO while improving MTTR

Dynamic Non experts can customize Accelerate deployment and

simplify root cause diagnosis,
improving time-to-value and
further reducing TCO
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Application Triage Map:

overview

NeW |nvestigat0r Tab r@ Investigator - Introscope Workstation [admin@localhost:5001] i v E@g
ontains the AppMap Workstation Edt FProperties Viewer Help Ly
@ By Frontendjappications ©]-o] ]
bl @i W Tmerange: ieCalled Backend indicators o
Map | Browse | have a circle icon. Current |
&3 By Business Service 4 T =
8- Order Pizza Nodes represent entities such metric values are exposedon |
e B oy s Frontends, Backends and 3 thovgh A O] reene |
> AppiicationA BTs. Node type can be
ApplicationB

dentified based on the color
nd the icon. Alerts appear
fter they have been

ppMap tree configured

- 5

Y

Frontends Q &= ApplicationC

@ ApplicationC

— ApplicationB &
ree selection = /
System localhost on port 5432
of the map

| 9:33:23 PM PST 7 Jan 2010
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Application Triage Map:

business services and business transactions

'E Investigator - Introscope Workstation [admin@localh A" captured BUSiness B @Elg-‘
Worksiofon _ Edit Properties  Viewer _Holp Services accumulate &

<> By Business ServiceiOrder Pizza here I l
[ - 2 4% \When a Business Serviceis ||

e selected, the map displays all the |
recorded Business Transactions for
&3 By Frontend the selected Business Service

-¢)> ApplicationA
@ ApplicationB
- ApplicationC

4
»

Overview ‘l\

¥

Systsibm localhost an port 5432

@ ==
Browse Menu ) &

ApplicationB o System mary on port 1521

& = e
ApplicationC N ’
&> Create Order L]

ApplicationA ® \

@ mary mary-1521 (Oracle DB)

-

System localhost on port 7080

-

jdbc%postgresqgl%/fiocalhost/cemdb

A business transaction
is depicted with its own

9:22:57 PM PST 7 Jan 2010

G
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dynamic instrumentation

£=. Transaction Trace Yiewer - Introscope Workstation [Admin@APM9:5001]

Workstation  Eclt  Trace  Properties  Help

Type Domain Ho=t | Process Agert Titmestamp Duration (ms) Dezcription | UserlD |
T *SuperDomsin® Totncat RecordingTomecat Thu Apr 29 2203536 PDT 2010 16 fAutherticationEnginess. .. -
T *SuperDomain® Tomcat RecordingTomcat Thu Apr 29 2203536 PDT 2010 3 MDrderEngineszervices)
Open up the trace, right-click
on the and select View All I View AN Callesi [ x|
-
¥ Ca I Ie d M et h o d S | Called by com.wibstest.app.b.PlaceOrder.service:
5 .
m  Select the method and click \ other |
. Instrumertable | Cther
Time Add Instrumentation. _ o - =
Du add termporary instrumentation. Right-click an instrumented rowe for more informstion.
0ms 5 10 15 20 25 a0 35 40 a5 50 115 120 125
- Instrumented? | Nl hethod
- Business Seg
HitpSerwviet doDelete —
Fof - N T doGet
Hitp=erwviet doHead
Hitp=erviet doOptions
|I Hitp=erviet doPost
‘ HitpServist doPut
o} HitpSeryviet doTrace
> | | » Fro HittpServist et astModifisd =
Class with Package: com wily test app b PlaceOrder
a TN EFOEr ) . ) =
Path; Servlets|PlaceOrder hethod Signature: doGet(LjavaxizerviethitpiHttpServietRequest; Liavaxizervietntt pHitpServietResponse; 1V B |
rPerformance
Duration: 125 ms IAdd Ins{rumerﬁaﬁonl I Cloze l
Timestamp (relativel) 0 ms
100% of tatal transaction time - - -
IAc‘twe Tracing ends in 0:04:03
rProperties
Application Matme: TradeService
Class; com.wily.test.app.b.PlaceCrder
Context Path; [TradeService
HTTP Method: GET
Method: service
Mormalized URL: Defaul
Refering URL; http:/f127.0.0.1: 7081 TradeServicef =
Traced 3 transactions exceeding 10 miliseconds IAdive Tracing encs in 0:04:08 | Stop | Restart
QfStartl Q @ @ @ % Services | m Command Prompk I ﬁ My Computer | E Investigator - Intr... | E Management Madu. .. | @ htbp:ff127.0.0.1:7... ”@ Transaction Trac... |. @ % 10:41 PM
12 : . .
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dynamic instrumentation

% Transaction Trace Viewer - Introscope Workstation [Admin@art9:5001]

Twe | Coman | Host ! Process Agert | Tastamg | Cwkn(m) | Description | e | |
T "Super Doenn’® AFwS Tomecal RecondngTomeat Thu Ape 28 220019 FOT 210 2315 uthentcaionEngneisenaces/Auhe.. &
T *Eupear Doersin’ APMS Tomeat RecordingTomeal Thua Ape 29 220040 POT 2010 10953 | KrderEngnaiservicasiOndarSarice
T *SuperDomaint® APwS Tomeat FecordingT oencat Trua Ape 29 220018 POT 2010 3350 | MroceServiceFaceCrder
T *Super Do’ APWS Tomcal ReéssandirgToemcal This Apr 28 2206032 FOT 2010 2516 | IthenticationEngneienacasiiuthe .
T *Super Dompn' AP Tomeat RcordngTomeol Thu Ape 29 220353 FOT 3010 10344 KroerEngneizervicesOrderSenice
T *Euper Do’ | | RecondingTemtal | Thas Ape 29 2206032 POT 210 | SIS | MraddSarateFiaseCnter
.| Dynamic instrumentation points appear green, ¥
Sunmery with an icon indicating that the
w . . .
b ok instrumentation is temporary. e
Durnticn: s
nmmp:mp:mp:mp:aqmmpn?qnmmmqmuum \ﬂqm1?@1%11@@21@2@@@2@@@?@@@@31@3@
- Buginess S¢ & DudarfSubmit Qrdes
Fromien
::.Ii; Temporary Ingtumentation|Serd e Place E T : Place caled dotied (D) in
Backends(WebSenica 21 hitp 0127 000.1_T0E WhnherdicationEnginefani cesbuthenticatienSamioe -
WabSasise|Cliantjhetp_1327 00.1_T03 1 Authantis stishEnginateicetifuthantic o nS ande e ietw Al Called Methods.
el S envioas)Cllend] http 127 000, 1_T081 AuthenticationEnginefend castuthentc ationSerd ca| patiendoed Add Temporary Instrumantation to Al Calad Mathods
3 l : — -;nl;nd:wMﬁ_uh_lhhutnanEnginllll.-IRLﬂDtu.F- _
W oo
iDl.I-m 096 me
{Timestamp (relaive) 16 ma
iimmwmm ‘
Properties
_ _ G
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Introscope SPM 9 marquee features

Marquee Features

Description

Business Value

Business Process
Mapping & Monitoring

Presents a graphical visualization of
business process flows within the SOA
Enables the Application Support
manager to instantly grasp the layout of
the SOA in a visual manner

Increased awareness of the
SOA through business
process mapping, faster time
to resolution, easier/clearer
communications with
stakeholders, and ability to
optimize your SOA investment

Enhanced
Transaction Tracing
Visualization

Improved Sequence View to more clearly
represent the path of cross-tier
transactions and speed problem triage

Reduces MTTR for
performance issues with
complex cross-process
transactions

Support for Leading
SOA Infrastructure

Provides OOB performance management
for TIBCO Business Works, TIBCO EMS,
webMethods Integration Server,
webMethods Broker, Apache CXF, and
JBOSS Web Services, providing critical
visibility to help IT Operations teams
quickly troubleshoot distributed
performance issues involving these
important SOA environments.

Confidently deploy on popular
SOA platforms knowing they
will be effectively monitored

14
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business process mapping & monitoring

* Automatically maps & monitors
complex business process flows |

« Enables quick triage of
distributed transaction flows

Cliert/Cliernt Seller process
PP -

http_ifxmlins . example.comi/1138594945529

Http_ffamlns example comf/1138594945529

0 ames
Serviceflmple mentation/Operation SubmitPurchase Order process Servicellmplementation/OperationCheck StatusP O process
@ = QP =
processes fSubmit Process Order process processes fCheck Status process
PP - PP -
processes, fSubmit Process Order Thread process
X -
@ processes, f&Eet Price For kem.process @ processes/Calculate Shipping Costs.process
0 mes 0 mes

|

% TIBECDO EMS Serwver at wilysoa-2k32 on port T222
0 mes
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improved cross process trace visualization

Summary Yiew \ Trace Yiew \ Tree Yiew | Seguence i \

Cross-process Calling Sequence: Process Label |Default | Duration Type: [Full

|-

CliertSeller|Frontends|&pps{Tibeo BWURL 2 TimerEvert Source(ClientiCliertSeller process) : ~Selected Process Information
S| CliertSeller|TibcolP CliertiCliert=eler

E;| iertSeller| Tiboo ro-cesses| ient/CliertSeller process Thread Name: htip-3695 Processord
— Seller_2|Tibco|Transports|=0AR N DetaZoapHelper|extracty Data

m Seller_2|TibcolProcesses|Servicedmplementstion/OperstionCheckStatusPO process Thread Group Name: main

—t ﬂ CliertSeller|TibcolProcesses|ClentiClientSeller process A pplication Meame; Bt Hitp Server
1 i z mit? : Claz=: com tibco plugin zhare hitp servlet BveServiet

t_2|TihcolProcesses|ServicedmplementationiOperationSubmitPurchazeOrder process
Seller_2|TibcolProcesses|processesiSubmit ProcessOrder Thread process
JERE— Seller_2|TibcolProcesses|processesiSubmit ProcessOrder Thresd process
— CliertSeller{TibcolProcesses|Client/CliertSeler process
| Seller_ATibcolTransparts|S0AMKDataSoapHelperiexdract (Data URL: fServicelSellerSer vice serviceagent/SellerEndpoint1
B Seller _2|TibcolProcesses|Servicedmplement stion/OperationCheckStatusPO process i :
Tt CliertSeller| TibcolProcesses|ClientiCliertSeller process

L@ ser

hiethad: service
Method Descriptor: (LiavaxizeryiethttpHtpServistReguest LiavaxizerylethitpHitpSe

Resource Mame: Servists

Mormalized URL: Defautt

E§| CliertSeller|TibcolProcesses|CliertClientSeler process Server Mame: localhost
— Seller_2|Tibco|Transports|=0AR K DetaZoapHelper|extracty Data Server Port OE95

JEE Seller_2|TibcolProcesses|Servicedmplementation/OperstionCheckStatusPO process
— ClientSeller|TibcolProcesses|Client/ClientSeler process

Scheme: hittp

% 4
Ranked Durations of Processes:

47 ms

32 ms

3 ms

16 ms

16 ms

16 ms

16 ms

15 ms

15ms

Clearly depicts cross-thread call sequence

Enables sorting of each thread segment by response time

Quickly triage complex multi-threaded transactions

1
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support for TIBCO Business Works

Tibco BW - Overview m ‘ wliqu

Overview

Response Time Response Time
Response Time Response Time Errors Stalls Response Time
Errars Errars
Errars © Errars

Response Time  Errors Stalls

Stall= Stalls

© S0AP Faults ©

@

S0AF Faults

o
.

« OOB metrics, typeviews, dashboards, and cross process
tracing

 Business Process Mapping

17 i |
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CEM 5 marquee features

Marquee Features

Description

Business Value

Common APM
Transaction Model

Provides a common set of Business
Service/Transaction definitions for rapid
integration between CEM and Introscope
when Introscope customers purchase the
CEM upgrade

Rapidly achieve full value of
APM by accelerating
CEM/Introscope integration
with a common real-time
model

Automated
Transaction
Identification

Analyzes network traffic flows and
automatically extracts prospective
transaction definitions, making it
possible for non experts to quickly set up
CEM

Simplify and accelerate
deployment, improve TTV
and reduce TCO

Business Service
Based Security

Segregates access to key user experience
data by user groups, and secures data by
business service. Enables single sign-on
through Embedded Entitlement Manager
(EEM).

Provide solid data security
and streamlined user access

18
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automated transaction identification

Transaction
Templates

2 CA Wily Customer Experience Manager - Microsoft Internet Explorer provided by CA

@&dﬁt Wigw Egvol%ea Tools  Help ca Ca Ca (‘a
Back + x Y Search Favorit r R = W ocs o e
Qo O 1) &) 5 Doewn Lm0 0202 3 | JZD S| D

address @ http: fummg-t4.ca.com: 8081 fwilyfcem/tess)appfadminautoGenTransactionTemplateList . htmlzp TemplateId=1
A Wily Customer Experience Manager - Microsoft Internet Explorer provided by CA
wily  Wily Customer Experience Manager™ Fle Edt Yew Favoites Tooks Hep Ga Ga
@Back @ e E @ \{h pSearch *Favorites @ Bv "Ti\# % |_J E !

Logged in as: {Log Qut }
Transaction Template ; . .
address |@ hittp: ffummg-t#, ca.com: 8081 fwily frem|tessfapp/adminfautozenParametersList . html?pld=1

Overview l Applications I Business Processes l Specifications I User Groups I Correlati
Transaction Template wﬂglly Wily Customer Experience Manager™
(=] List of automatic business transaction templates.
Logged in as: {Log Qut )
General | Transaction Template | Parameters
Parameters
|N9W| | Enable | | Disable | | DE|EtE| Overview I applications I Business Processes I Specifications ] User Groups I Correl.
[] | Name | Status | Description | Content Type | URL Path Application Number of Parar
[ | awvitsk | Enabled | Avitek Financial | textitm r Default Application | 2 Parameters
@ List of parameters for transaction templates.
General | Transaction Termplate | Parameters
Trangsaction Template:
[Mew] | Delete | | Undaie
Required
|:| Type | Name Action Pattern D
~ T | cuery | evert |Matches v| - O
| [T | Post event |Matches v| - F
Copyright © 2010 CA. All rights reserved. .
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discovered transactions

CA Wily Customer Experience Manager - Microsoft Internet Explorer provided by CA

Fle Edt Vew Favortes Toos Help a

eBack 'n@ E @ _@ﬂlp Search *E\f:rites @I BY“% |_J ﬂa ?‘ﬂ @ ﬁ

G

G

G

G G

G

Address @http:,l',l'ummq-t4.ca.com:8081,l'wily,l'cem,l'tess,l'app,l'admin,l'tranSetDeFList.html?pId:1&type=4 b4 %
Help  About My Account

wily Wily Customer Experience Manager™

System | Security | Setup | Administration | Tools | CEM

Logged in as: cemadmin cemadmin {Log Out )

Business Processes » Business Transactions

Overview l Applications l Business Processes l Specifications l User Groups l Correlational SLAs l Recording Sessions l Automatic Definition l

Monitors are not synchronized @

B2

=-[ZBusiness Processes

~[ZAutogen

—[Fhea.portal framework internal portlet.edit
’—|j bea.portal framework.internal portlet.edit

—[E& bea.portal framewaork.internal portlet.event

Business Process: Autogen

General | Business Transactions | Access Policies

[Detete] | Enanle | [ Disatie |

raport | | Export | Mave to:

5] & husiness process is an arbitrary collection of business transactions that your customers complete via web applications.

More...

First Discovered

Last Discovered

Number of Times

Transaction

—[Zbutton.login U Hame Date Date Detected Template
’—ﬂ button.lagin | | | beaportal frameweork internal portlet edit | 2008-08-23 11:02:33.523 | 2008-08-23 11:02:33.523 | 1 Avitek Financials
—[Zlink.confirmbuy L bea.ponal..framework.internal.portlet.evem 2009-09-23 11:02:38 57 2009-09-23 11:023857 |1 Av:rtek F?nanc?als
=_|j link confirmbuy L] t?'uuﬂon.lo.gln 2009-09-2311:0215.523 | 2009-09-23 11:0215.523 | 1 Av.rtek F?nanc?als
—E=link.login L[ | link.confirmbuy 2009-09-23 11:02:358 57 2009-09-23 11:023857 |1 Avitek Financials
—Ij Show Al L | | link.lagin 2009-09-23 11:02.05.694 | 2009-09-23 11:02:05.694 | 1 Avwitek Financials
L1 | linklogout 2009-09-2311:01:55.693 | 2009-09-23 11:02:03.565 | 3 Avitek Financials

@ .a Local intranet
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business-service based security

— Resources that can be secured
— Business Service
— CEM Tabs

— Actions allowed on Business Service

— View
— Access secure data O] e O] teme
S e
— CEM/APM is integrated with CA Embedded il
Entitlements Manager (EEM) mAL —
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CEM 5 high priority features

High Features

Monitor Transactions
in Multi-Byte
Languages

Description

Provides users the ability to monitor
business transactions of applications
written in double-byte languages,
particularly Japanese

Business Value

Broader, global transaction
coverage

Deliver CEM as a
software appliance

Delivers APM business-centricity by
integrating TESS services on EM platform.
Reduces CA dependence on hardware
management and overhead costs.
Delivers to users a more flexible method
of CEM software delivery. TIM delivered in
set of CDs/DVDs.

Users will be able to use the
hardware of their choice,
reduce the contract cost, and
further promote a unified way
of purchasing APM

22
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architecture
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architecture change highlights

— TESS services run inside the Enterprise Manager
— TIM Collection Service
— Database cleanup service
— Stats Aggregation service

— MOM is mandatory for APM
— The Wily CEM Console is served by MOM

— Introscope uses APM Database (PostgreSQL) for storing Application
Triage Map data

— TIM now delivered as a software appliance; customers buy their own
supported hardware

24 Copyright © 2010 CA. All rights reserved. s



APM 9 architecture

Enterprise
Manager
(Collector)

Enterprise

Manager
I- Services

Introscope 1] 1
Workstation 0110

SmartStor

Enterprise Enterprise
Manager

Manager
(MOM) database (Collector)
Enterprise Enterprise
Manager Manager

Wily CEM

Console Services Services

u—m Uﬂ”'
oo 1
- -

SmartStor SmartStor

Enterprise
Manager
(Collector)

Enterprise
Manager
Services

-
0py1p00!
-

SmartStor
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Introscope 9 architecture

Enterprise
Manager

(Collector)

Enterprise
Manager
Services

Introscope p -
Workstation / 0gq1p00!

SmartStor

Enterprise
Manager
(MOM) database

Wily CEM -
Console Enterprise
Manager
Services

Enterprise
Manager
(Collector)

Enterprise
Manager
Services

[
-

SmartStor

SmartStor
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APM 9 training

09CEM20071 CA Wily Customer Experience Manager r5: Up and Running
200
09CEM20080 CA Wily Customer Experience Manager r5: Differences 200 :

refer to catalog
091TS20610 CA Wily Introscope r9: Differences 200 : refer to catalog

091TS2062B CA Wily Introscope for Java r9: Up and Running Bundle 200**
:Jun 28-Jul 2

091TS20671 CA Wily Introscope r9: EM Capacity Management 200
091TS20681 CA Wily Introscope r9: Plug-In Development 200

091TS2069B CA Wily Introscope for Microsoft. NET r9: Up and Running
Bundle 200**

091TS20740 CA Wily Introscope r9: SOA Performance Manager 200

08ITS2017B CA Productivity Accelerator for Wily Introscope for Java r9 : Up and

Running Bundle
09ITS30041  CA Wily Intsescope £9:Diagnostic Tools and Customizations@BD
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