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IE] Service A DR Planning Cost Service

Reporting > Breakdown # Monitoring
ServiceView records usage, ServiceView models data Staff and other costs are ServiceView can take feeds
capacity and availability centre dependencies and assigned to each service. from other monitoring
data for all IT services. failover strategies for each : ) _ solutions or perform the

: By using the relationship R
: service. : monitoring itself.
KPI performance is between services, costs of
monitoried and reported. The impact of a data centre underpinning services are A server side browser
or multiple data centre escalated to give the true simulates real client

Scheduled and unscheduled

outages can be predicted. service cost. interaction with online
outages are recorded and

services, and records

communicated. A restoration plan is Total organisation spend is
. : . screenshots at each step.
automatically generated. calculated itemising every
dollar.
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SERVICEVIEW OVERVIEW

For each IT service, ServiceView records or calculates:

Service description and supported hours.

Business, technical and budget owners.

Which staff work on the service, how much time they spend, and what role they perform.
Other stakeholders needing to be informed of service events.

Usage, capacity and other metrics.

KPI targets and achievements against objectives.

Service dependencies on underpinning services.

Planned and unplanned events affecting the service.

Data centre dependencies, failover capabilities and strategies.

Client perspective service monitoring with response time and availability.
Service availability over a period with and without including planned outages.

Costs incurred to run each service, staff and other costs.

vV V. V VYV V V V V V V V VYV VY

Total organisation spend breakdown.
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SERVICEVIEW OVERVIEW

Section for each service
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Blackboard (ELear“i“g & CD“abDratiDn) Home Reports Monitoring Calendar Equipment People Finance Dependencies
4

Home Blackboard (eLearning & Collaboration) 2013 Availability: 92.48%

. . . . . . Mot including scheduled work: 99.96%
Service Status Business owner: Simon Collyer (Teaching and Learning Support) -
Technical owner: Roy Duncan (Applications & Identity Systems) Cate Cutage Event
Services - -
Supported: 24x7
PP T 23 Jan 1 hours Disk crash

T ts (KPI - . .
argets (KPI) Blackboard is the e-learning system used by UQ to provide o ey 11.2 d Staging Blackboard service - fresh install of
ar . ays i o - -

this Blackboard environment

Disaster Recovery . . . . . . .
nline learning and assessment to students. It is accessible via the web and also by mobile device.

25 Mar 23 mins Outage of learn.ug.edu.au L
Infrastructure ) - L ] ) 1
Blackboard is a tool that facilitates communication and online learning bet . ) .
3 Apr 8 hours Learn.Uq unavailable for hardware upgrade
Organisation ) . ) . . .
ween students and course co-ordinators. It can also provides online assessment items, including 18 Apr 4 mins [emmrnEietian nes iy crsveisls
Finance online tests or electronic sub
27 Apr 30 mins :.rftu__rr: Rriccrf:lijgz Unavailable Saturday
ission of assignment 7AM Fer 30 mins
Setup mission o C
] ) 13 May 2 mins LDAP Service -
Logged in as ugcparke. Logout 5, as well as access to lecture theatre recordings.
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SERVICEVIEW OVERVIEW

Section for each service
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I £

Owners
Home Blackboard (eLearning & Collaboration) zulo Availability: 92.48%

. . , - . . Mot including scheduled work: 99.95%
Service Status Business owner: Simon Collyer (Teaching and Learning Support)

Technical owner: Roy Duncan (Applications & Identity Systems) Date Outage Event
Supported: 24x7

Services
23 Jan 1 hours Disk crash

Targets (KPI . . .
gets (KPI) Blackboard is the e-learning system used by UQ to provide o Staging Blackboard service - fresh install of
11 Mar  11.2 days aging =lac Seric shins
this Blackboard environment
Disaster Recove . . . . . . .
i nline learning and assessment to students. It is accessible via the web and also by mobile device.

25 Mar 23 mins Outage of learn.ug.edu.au L
Infrastructure ) - L ] ) 3
Blackboard is a tool that facilitates communication and online learning bet 3 Apr 2 hours Learn.UQ unavailable for hardvare upgrade
Organisation . . ) . . .
ween students and course co-ordinators. It can also provides online assessment items, including 18 Apr 4 mins [emmrnEietian nes iy crsveisls

online tests or electronic sub

Finance
27 Apr 30 mins I:.eactu_re Reccrf:ling Unavailable Saturday
mission of assignment 7AM for 30 mins
Setup —
] ) 13 May 2 mins LDAP Service -
Logged in as ugcparke. Logout 5, as well as access to lecture theatre recordings.

Service Description
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SERVICEVIEW OVERVIEW

Section for each service
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Blackboard (ELear“mg & Collaboration ) Home Reports Monitoring Calendar Equipment People Finance Dependencies
4

Home Blackboard (eLearning ¢ Service Availability 2013 Availability: 92.48%

. ) . . ) Mot including scheduled work: 99.96%
Service Stafus Business owner: Simon Collyer (Tea & Outages
Technical owner: Roy Duncan (Appli _ _

Date Cutage Event

Services . .
Supported: 24x7 23 lan 1 hours Disk crash

T ts (KPI - . .
argets (KPI) Blackboard is the e-learning system used by UQ to provide o ey 11.2 d Staging Blackboard service - fresh install of
ar . ays - o - -

this Blackboard environment

Disaster Recovery . . . . . . .
nline learning and assessment to students. It is accessible via the web and also by mobile device.

25 Mar 23 mins Outage of learn.ug.edu.au L
fnfrastructure Blackboard is a tool that facilitat ication and online learning bet |
ackboard is a tool that facilitates communication and onling learning be 3 Apr 5 hours Learn.UQ unavailable for hardware upgrade
Organisation ) . ) . . .
ween students and course co-ordinators. It can also provides online assessment items, including 18 Apr 4 mins [emmrnEietian nes iy crsveisls
Finance online tests or electronic sub
27 Apr 30 mins Lecture Recordings Unavailable Saturday
o f ) " - = 7AM for 20 mins
Setup mission of assignmen
] ) 13 May 2 mins LDAP Service -
Logged in as ugcparke. Logout 5, as well as access to lecture theatre recordings.
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SERVICEVIEW OVERVIEW

Section for each service

Usage, capacity &

THE UNIVERSITY . . . -
Nor OF QUEENSLAND ServiceView availability reports

Logout

|

Blackboard (EI—earni“g & CD“abDratiD“} Reports Monitoring Calendar Equipment People Finance Dependencies

Home

5 Year View 3 Year View Annual View Quarterly View Monthly View

Service Status

Services Blackboard Logins Jan 2011 - Dec 2013

Targets (KPI)

150K
Disaster Recovery

125K
Infrastructure
Organisation LooK
Finance 75K
Setup

SOK
Logged in as uqcparke. Logout

25K

D —_— —_—— S— —_—— ¥ —_— —_— ———

Aprz2oll Jul 2011 Oct 2011 Jan 2012 Aprz201z Jul 2012 Oct 2012 Jan 2013 Aprz2013

Mumber of lagins on all Blackboard production servers [lagins)
Measure of the number of staff using Blackboard on a day for all preduction servers {logins)
Bl Measure of the number of students using Blackboard on a day for all production servers [lagins)

¥

L Edit Report Add Target @ Download Data 4 Sawve Graph
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SERVICEVIEW OVERVIEW

Section for each service

Service Monitoring

THE UNIVERSITY 5 .
s OF QUEENSLAND ServiceView

Logout

Search Blackboard (ELearning & Cnllabnratinn} Monitoring Calendar Equipment People Finance Dependencies

] :
Home Service Monitoring
Service Status My Services Monitoring
Services

P Blackboard (elLearning & Collaboration) Current Time in State

Targets (KPI)

Legin to learn.uq using phantomjs browser Blackboardd_1 @ 10 days ills History & Alerts 3 Edit
Disaster Recovery
== roe ServiceView monitored business hours uptime HTTF ® 19 days LH:I History -.}j Alerts Lu:: Edit
Organisation ServiceView monitored total uptime HTTP ® 19 days ills History § Alerts & Edit
Finance . ) "I = i
Uptime of learn.ug.edu.au HTTPS [ ] 14 days ills History & Alerts Lo Edit
Setup

& Add More Maonitering
Logged in as ugcparke. Logout

& Monitor Another Service
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Home

Service Status
Services

Targets (KPI)
Disaster Recovery
Infrastructure
Organisation
Finance

Setup

Logged in as ugcparke. Logout

SERVICEVIEW OVERVIEW

Section for each service

ServiceView

Blackboard (eLearning & Collaboration)

Calendar (Blackboard)

'l 3 today
SUN MOM TUE

5 6 7

i2 13 14
e

19 20 21
R

26 27 28

May 2013 meonth | week | day
WED THU FRI SAT
1 2 3 4
8 9 10 11
15 16 17 18
22 23 24 25
25 30 3

Monitoring

]
Fquipment

) Show All Services
! Show Blackboard On Call

Calendar of events
affecting service.

People Finance Dependencies

@ Show Blackboard
! Show All On Call

Legend

. Eche360 Servers (eLearning & Cellaboration)

S0L Database Cluster Hosting
(Infrastructure)
HNAS File Serving (Infrastructure)

LDAP & RADIUS Servers (Infrastructure)

& Add Event

THE UNIVERSITY
OF QUEENSLAND

AUSTRALIA

100

L]
Y'E

sEEEEEREE)

ARS AHEAD



SERVICEVIEW OVERVIEW

Section for each service

Servers and other

THE UNIVERSITY . . .
OFQUEENSLAND ServiceView equipment needed by
AUSTRALIA Service LCQCUt

Search Blackboard (eLearning & Cnllabnratinn) Reports Monitoring Calendar Equipment People Finance Dependencies

. ‘
Home Blackboard (eLearning & Collaboration) Equipment Breakdown

Service Status Service

Services Blackboard {eLearning & Collaboration) Equipment Purpose Data Center

Targets (KPI) & Add Equipment

Disaster Recovery Blackboard Database Servers (Infrastructure) Equipment Purpose Data Center

Infrastructure bach.soe.ug.edu.au DB Server oCa

Organisation mozart.soe.ug.edu.au DB Server GPNDC1

& Add Equipment

Finance
Setup Blackboard File Servers (Infrastructure) Equipment Purpose Data Center
Logged in as uqcparke. Logout kettle.soe.ug.edu.au MFS Cluster Node GPNDC2

snare.soe.ug.edu.au MFS Cluster Node DC3

& add Equipment

Blackboard Application Servers (Infrastructure) Equipment Purpose Data Center
bagpipes.soe.ug.edu.au web Server DC3
banjo.soe.ug.edu.au web Server GPFNDC1
cello.soe.ug.edu.au Web Server GFNDC1
flute.soe.ug.edu.au Web Server DC3
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SERVICEVIEW OVERVIEW

Section for each service Staff and other

stakeholders

THE UNIVERSITY
OF QUEENSLAND

AUSTRALIA

ServiceView

Logout

Blackboard (eLearning & Collaboration}) Reports Monitoring Calendar Equipmenk People Finance Dependencies

s Staff Stakeholders
Service Status
e Search:
Targets (KPI) Name 2 Team 2 Role # Service 2 Email 2 Mobile ~ Desk Pho"'i FIIE uj:”
w w
Disaster Recovery
Teaching and Learning s : Blackboard (eLearning & P
Support Administration Callaboratioh) 100%
Infrastructure
Teaching and Learning Administration Blackboard (eLearning & 100%

Organisation

Finance

Setup

Logged in as uqcparke. Logout

Support

Teaching and Learning
Support

Teaching and Learning
Support

Teaching and Learning
Support

Teaching and Learning
Support

Applications & Identity
Systems

Teaching and Learning
Support

Applications & Identity
Systems

Applications & Identity
Systems

Project Management

Support

Support

Support

Application
Administration

Team Management

Application
Administration

Application
Administration

Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)

Blackboard (eLearning &
Collaboration)
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Home

Service Status
Services

Targets (KPI)
Disaster Recovery
Infrastructure
Organisation
Finance

Setup

Logged in as ugoparke. Logout

SERVICE OVERVIEW

ServiceView

Blackboard (eLearning & Collaboration)

Section for each service

Reporis Monitoring

Calendar

Cost breakdown to run
this service

Equipment

Blackboard (eLearning & Collaboration) Cost Breakdown - 01 Jan 2013 to 31 Dec 2013

Service

Blackboard (eLearning & Collaboration)

Percentage

100%

L LI L U TR DN N U IR IR N U

Teaching and Learning Support

Teaching and Learning Support

Teaching and Learning Support

Teaching and Learning Support

Teaching and Learning Support

Teaching and Learning Support

Applications & Identity Systems

Teaching and Learning Support

Applications & Identity Systems

Applications & Identity Systems

Enterprice Applications Support

Applications & Identity Systems

Blackboard License
Licen=se Payment

100% Administration

100% Administration

100% Project Management

100% Support

100% Support

100% Support

38°% Application Administration

20% Team Management

50% Application Administration

50% Application Administration

30% Team Management

15% Team Management

Amount %

People

8

allocation to service 100% %

Logout

Dependencies

Download Data

Cost

THE UNIVERSITY
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SERVICEVIEW OVERVIEW

Section for each service Underpinning services
needed by this service

THE UNIVERSITY i :
OF QUEENSLAND ‘ ServiceView

Logout

Blackboard (ELear“mg & Cnllabnratlnn) Reports Monitoring Calendar Equipment People Finance Dependencies

=

Home Blackboard (eLearning & Collaboration) Service Dependencies & Refresh

. © show Reduced Dependencies @ Show All Dependencies
Service Status

Show Reduced using this © show All Uzing this Service
Services
Targets (KPI)
Disaster Recovery
Infrastructure
Organisation

Finance

Setup

Logged in as ugcparke. Logout
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Search

Home

Service Status

Contact details and
preferences

Disaster Recovery

Infrastructure

Organisation

Finance

I 3

SERVICEVIEW OVERVIEW

Each users has a personal profile

‘ ServiceView

Roy Duncan

Name and team

Roy Duncan

Applications B Identity Systems

&£ Edit Details | &

Calendar Monitoring

Adobe Connect

Shibboleth |dP
5%

Ermail:
Desk Phone:

Mobile Number:

Email KPI results:

Daily ] Weekly

Email DR Plan: [l weekly [l Manthly

Services relevant to
this user

DNever

Newer

Services

Websites - Uni

Services user is
working on

305

Services meeting
their KPI objectives

@ Edit Working

Relationship Service

oy Adobe Connect (eLearning & Collaboration)

o Blackboard (eLearning & Collaboration)

Target / KPI

Mo targets/KPI

2013 Semester 1 Blackboard Up-time 99%

Summer Semester Blackboard Up-time 99%

=

AUSTRALIA

THE UNIVERSITY
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SERVICEVIEW OVERVIEW

Personalised calendar showing events affecting users services

Personalised Calendar
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Logout

— ~———
Roy Duncan Home Calendar Monitoring
4
Home Calendar (showing My Services) © Show All Services © Show My Services
' Show all On Call ) Show Team On Call
s i Stat
ervice Status 4 Y today Mav 2013 month ~ week  day Legend
Services
SUN MON TUE WED THU FRI SAT
. Echo360 Servers (eLearning &
Targets (KPI) 4 Collaboration)
. S0L Database Cluster Hosting
Disaster Recovery (Infrastructure
. HMAS File Serving (Infrastructure)
Infrastructure . LDAP & RADIUS Servers (Infrastructure)
5 & 7 11 . .
Organisation . Blackboard (eLearning & Collaboration)
. Blackboard Database Servers
Finance (Infrastructure)
. Blackboard Staging (eLearning &
Setup Collaboration)
12 13 14 13 . Adobe Connect (eLearning &
. Collabaoration)
Logged in as ugcparke. Logout
19 20 21 25
26 27 28
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SERVICEVIEW OVERVIEW

Personalised view of services being monitored

Personalised Monitoring

THE UNIVERSITY . .
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Legout

S h
EaRE Roy Duncan Home Calendar Monitoring

— 4
Home Service Monitoring
Service Status My Services Monitoring All Monitoring
Services
P Blackboard (eLearning & Collaboration) Current Time in State
Targets (KPI)
Login to learn.uqg using phantomjs browser Blackboards_1 [ ] 6 hours, 56 minutes ills History ',yT Alerts L._.,:: Edit
Disaster Recovery
e e ServiceView monitored business hours uptime HTTF ® 19 days illa History & Alerts (2 Edit
Organisation ServiceView monitored total uptime HTTE ® 15 days ills History & Alerts L4 Edit
Finance . : " = .
Uptime of learn.ug.edu.au HTTPS L] 3 days ills History @ Alerts g4 Edit
Setup
&) Add More Monitoring
Logged in as ugcparke. Logout
P Websites - Unix (Web Services) Current Time in State
Uptime 24 hours WebsiteTest @ 27 days ills History 4 Alerts (5 Edit

&) Add More Monitoring

& Monitor Another Service
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SERVICE REPORTING

Number of students logging onto Blackboard

Blackboard (eLearning & Collaboration) Home Reports Monitoring Calendar Equipment People Finance Dependencies
5 Year View 3 Year View Annual View Quarterly View Monthly View

Jan 2012 - Dec 2012

Blackboard

100K

20K

B0K

40K

20K

Feb 2012 Mar 2012 Aprz0iz May 2012 Jun 2012 Jul zo1z Aug 2012 Sep 2012 Ocrz012 Mow 2012 Dec 2012

Mumber of legins on all Blackboard production servers (logins)

]O Malke Report | add Target @ Download Data ﬂ Save Graph

THE UNIVERSITY ﬁ@ N
o/ OF QUEENSLAND e opin

AUSTRALIA




SERVICE REPORTING

Number of students logging onto Blackboard

Blackboard (eLearning & Collaboration) Home Reports Monitoring Calendar Equipment People Finance Dependencies
5 Year View 3 Year View Annual View Quarterly View Monthly View

Jan 2012 - Dec 2012

Blackboard
Semester 1 . Semester 2
100K R +
“Tbu'“’d Results

so Release Released
60K
40K
20K

0

Feb 2012 Mar 2012 Apr2012 May 2012 Jun 2012 Jul 2012 Aug 2012 Sep 2012 Qcr 2012 Mow 2012 Dec 2012

Mumber of legins on all Blackboard production servers (logins)

]O Malke Report | add Target @ Download Data ﬂ Save Graph
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ct (eLearning & Collaboration) gqe

E MAI L Service Status
Eles Adobe Connect User Usage
SERVICES
Disaster Recovery
Infrs ucture
AG E NT Organisation
Finance
Setu
d arke.

nnnnnnnnnnnnnnn

v
CORPORATE p rrcE
CAPACITY

SERVICES v AVAILABILITY

WEB INTERFACE

ONLINE
SERVICES

AUTHENTICATION NETWORK
SERVICES SERVICES

THE UNIVERSITY
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AUSTRALIA YEARS AHEAD

=



#!/usr/bin/perl| ”SAMPLE PERL AGENT’/

use LWP::Simple;
use CGl;

Ssql = “SELECT count(*) as value FROM client WHERE client_status _cd IN
(‘active')”;

# Connect to database

Sdate = "Sday-Smonth-Syear";

Svalue = Srow->{value};

Surl = 'http://serviceview.its.ug.edu.au/record.php
?service=' . CGl::escape(Sservice) .
'&metric='. CGl::escape(Smetric) .
'&date='. CGl::escape(Sdate) .
'‘&secret=NoYB' .
'&value='. Svalue;

Sresult = get(Surl);

if (Sresult 1~ /SUCCESS/) {

print "Cannot post to ServiceView: ".Sresult;

}

THE UNIVERSITY

AUSTRALIA
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KP| REPORTING

 Set KPI or Targets for each service, for instance 99% uptime
 Daily and monthly reports against KPI objectives.

* Daily Emails with KPI results.

Blackboard (elLearning & Collaboration) [jome
Blackboard Up-time Apr 2013 - Jun 2013
10z
100
98
96
94
9z
50
May 201 Jun 20
ServiceView monitored total uptime [Percent
Summer Sem Blackbeard Up-time 99%
= Edit Target 1 Edit Report @ Download Data ¥y Save Graph
THE UNIVERSITY 1\
I\ J\ /
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KP| REPORTING

30 Day Target / KPI Reports in portal

THE UNIVERSITY . .
OF QUEENSLAND ServiceView

AUSTRALIA

Targets (KPI) Status Table View 30 Day View
|

Homse Service [/ Target Date May 20  May 21 | May 22  May 23 | May 24 | May 25 | May 26 | May 27 | May 28 | May 25 | May 30
Service Status Aurion (Applications) Aurion business hours uptime 99% ® ] ] ® [ ] [ ] ] ] L [ ] e
Services SI-net (Applications) SI-net Up-time 99% | @ L L L4 L L L L b b L
Targets (KPI)

UniFi (Applications) Unifi Business hours 99% | @ ] ] ® [ ] [ ] ] L L [ ] [
» Targets Status

All Targets (KPI) Blackboard (eLearning & Collaboration) 2013 Semester 1 Blackboard Up-time 99% ® ® ® ® ® ® ] ] L [ ] ®

> SLA Clients Blackboard (eLearning & Collaboration) Summer Semester Blackboard Up-time 95% ® ] ] ® ® ® ] L e L] [
a 30 Day Report

Exchange Mail and Calendaring (Email & M Exchange Up-time 99% = @ ® ® ® ® ® ® *® ® L ]
g 12 Month Report

BroadHop (Netwerks) Broadhop Up-time 99% | @ ] ] ® ® ® ] L L L [
Disaster Recovery
S — Pizza Metwork CMDE {Metworks) Pizza Business Hours 98% @ @ ® ® ® L L ® ] ® ® ®
Organisation WebDNS (Networks) WebDNS Business uptime 93% @ ® L *® L ® ] ] L ® ]
Finance LDAP (Underpinning technologies) LDAP Up-time 99% | @ ® ® ® L] L ® ® ® ® ®
Setup . o ) )

shibboleth IdP (Underpinning technologie IDp Up-time 99% | @ ® ] L ® ® ] L L L ®

Logged in as ugcparke. Logout

WebPrISM Delegated Administration (Under WebPriSM Business Hours 99% | @ ] ] ® [ ] [ ] ] L L [ ] [

CMS (Web Services) CMS Up-time 99% | @ ® ] ® ® ® ] [ ] ® [ ] ®

myUQ (Web Services) my.UQ Up-time 99% | @ ® ® L L L ® ] ® ] ]

THE UNIVERSITY
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KP| REPORTING

Daily Emails oraurnsan | ServiceView

w AUSTRALIA

THE UNIVERSITY . .
OF QUEENSLAND ‘ ServiceView
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Fri Sat Sun Man Tue Wed Thu

Service / Target Date | 1.y 24 | May 25 | May26 | May 27 | May28 | May 23 | May 30
LOAP Up-time 93% 100% 100% 100% 100% 100% 100% 100%
ICp Up-time 99% 100% 100% 100% 100% 100% 97.86% @ 97.51%
o Service / Target 2013 Semester 1 Blackboard Up-time 99% 100% 100% 100% 100% 100% 100% 100%
Summer Semester Blackhoard Up-time 99%: 100% 100% 100% 100% 100% 100% 100%
Sl B Aurion (Applications) my.Ug Up-time 95% 100% 100% 100% 100% 100% 100% 100%
Services Slnet (Applications] Eroadhop Up-time 99% 100% 100% 100% 100% 100% 999% 999%
Websites Up-time 95% 100% 100% 100% 100% 100% 100% 100%
Targets (KP1) Unifi (Applications) Websites Updates Business Up-time 39% 100% 100% 100% 100% 100% 100% 100%
TEEEEERLE CMS Up-time 93% 100% 100% 100% 100% 100% 100% 100%
All Targets (KPI) Blackboard (eLearning & Collaboration) Pizza Business Hours 98% 100% 100% 100% 100% 100% 100% 100%
I sckboard (eLearming & Collaboration] Unifi Business hours 99% 100% 100% 100% 100% 100% 97.34% 100%
WebPriSM Business Hours 99% 100% 100% 100% 100% 100% 100% 100%
Bl 30 Day Report Exchange Mail and Calendaring (Email & M Auricn business hours uptime 39% 100% 100% 100% 100% 100% 100% 100%
Bl 12 Month Report SI-net Up-time 55% 93.96% @ 97.84% | 96.73% 99% 98.31% 100% 99%
reater Recovery BroadHop (Networks) WebDNS Business uptime 3% 100% 100% 100% 100% 100% 100% 100%
N ) ) Exchange Up-time 9% 100% 100% 100% 100% 100% 100% 100%
Infrastructure Pizza Network CMDE (Metworks) - - :
Sharepoint Business Up-time 33% 100%a 100%a 100%: 100%: 100%: 100% 100%:
Organisation WebDNS (Networks)
Finance LDAP (Underpinning technologies) UQ ITS Service Desk Hours:
Setup Bam to 6pm (AEST) Monday to Friday.

Bam to 12pm (AEST) Saturday.

Shibboleth IdP (Underpinning technologie

Logged in as ugcparke. Logout

email: tsupportdeskiits.ug.edu.au

WebPrISM Delegated Administration (Under www: www.its.ug.edu.au
CMS (Web Services) CMS Up-time 99% | @ ® ] ® ® ® ] [ ] ® [ ] [ ]
myUQ (Web Services) my.UQ Up-time 33% L ® ® ® L L ® ® ® L L
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SERVICE DEPENDENCIES

Graphical representation of service dependencies

HMAS File Sening

100%

Adobe Connect

PriSM Ideniity Management

™

=
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SERVICE DEPENDENCIES

Record service that are required for this service to run.

Red line means
required for service

delivery \

1 00%
100%
Blackboard Database Servers
THE UNIVERSITY
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SERVICE DEPENDENCIES

Some services are only required for some features.

m Adobe Connect
HMAS File Sen'llg \ 1% -
PriSM Ideniity Management

Yellow line means required / | \

for some features but not
dependent on.

THE UNIVERSITY
OF QUEENSLAND

AUSTRALIA

=



SERVICE DEPENDENCIES

Services required for updates are also recorded.

Blue line means required for
HNAS File Senving \ - updates or changes.

PrISM Idenhhr Management

DD% .
‘IDD%

Kerheros

/ /

THE UNIVERSITY
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SERVICE STATUS REPORTING
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THE IMPACT OF OUTAGES

Turning the dependency relationship around we are able to see which services
are dependent on other services, and therefore which are affected when a
service is down.

Staring@UQ Personalised Links g
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Home

Service Status

Services

Targets (KPL)

Disaster Recovery

Infrastructure

Organisation

Finance

Setup

Logged in as ugcparke. Logout

Service

Internet Services
- Academic

Active Directory
Comain
Caontrollers

Active Directory
Comain
Controllers

Metwork Projects

UniFi

Data Centre

UniFi

UQAPS Citrix

FujiFacs

LANDesk

TRIM

Data Centre

SQL Database
Cluster Hosting

ServiceView

Search Clear Search

Service Event

AAPT Mid-band Ethernet

Removal of old ug.edu.au domain

controllers

Mew ug.edu.au do

TPCH Metwork cut over

UniFi

SERVICE STATUS

Scheduled and unscheduled outages are recorded.

£| Download

When

12 Jun 2013 10:00 pm

6 Jun 2013 5:00 pm

main controllers 4 Jun 2013 5:00 pm

2 Jun 2013 9:00 am

31 May 2013 2:10 pm

Frentice Data Centres 2 and 3 moved to - =.
new transformer feeds £ AEL I TEL G

Apply fixes to Unifi report issues 30 May 2013 8:00 pm
éﬁ:EiILcaticn update for Raisers Edge on 30 May 2013 6:00 pm
Fuji PACS application 26 May 2013 9:00 am

Software Services will be making changes

to the QkI.IEI’IE< and Dashboards in 24 May 2013 7:00 pm
LAMNDes

TRIM Service Migration 24 May 2013 4:30 pm
Prentice Diata Centre 1 moved to new 24 May 2013 7:30 am

transformer feeds

Test Cluster Failover 23 May 2013 6:00 pm

Duration

g hours

2 hours

2 hours

1 hour

19 min

0 min

1 hour

1 hour

9 hours

3 hours

1 hours

0 min

33 min

Edit

L]

]

el

k|

|

]

]

L]

]

L]

L]

el

]

m

Academic Portal

Mormal Service

Academic Scholarships
Mormal Service

Adobe Connect
MNormal Service

Airport Reception Database
Mormal Service

App Central
Mormal Service

Atlassian JIRA
MNormal Service

Aurion
MNormal Service

Australian Graduate Survey
MNormal Service

Banking Services
Mormal Service

Blackboard

4

J Add Service Event ]

m
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SERVICE STATUS

The CMDB works out which services are impacted.

Service / Equipment Name:

Search

LDAF {Underpinning technologies)

Services Not Running During Outage

ALy NOTE: Stakeholders of RED services will be notified via email & SM3

that the service is down.

Logout

Current Events
94

Find: For Informaticn
Firae El Event Impact it
LOAP (Underpinning technologies)
Service Status u Service Availability: e ) e Status
‘i e H H I:l Some service impact 1
C L Inter| | Service NOT available during period El mic Portal >
- Acy Blackboard (eLearning & Collabaoration] c A
) 2nfice
g ) Name: Mo service
argets (KPI) Activ] 0] o
O oom il il il s mic Scholarships =
Cont )
Disaster Recovery myUQ (Web Services) Service
£ Mo service
oy Description:
Infrastructure ﬂ ggm P ’ [ Some service impact Connect
RADIUS (Networks) Servi
. - 2nfice
Organisation 0 Netw 5 S
L5 |:| Some service impact k REEE‘DtiD“ Database
@ uniFi ~ MaiI.chuting (Email & Messaging) Service
Mo service
Set
5 5 Start Date: Wl -
ﬂ Data Some service impact sntral
s el s e 31-May-2013 15:53 ] NNTE News Service (Metworks) Service
ﬂ UniFi Mo service
End Date: I:l Some service impact an JIRA
ﬂ UQAR 31-May-2013 16:53 E [ unknown WR lob Tracking (Underpinning technologies) Service
Mo service
ﬂ FujiP. Public Event: I:l Some service impact
SMTP Service (Email & Messaging) Service
'& LAND Wes El Mo service —
4 m r lian Graduate Survey
i Service
@ TrRM
. Cancel Save 10 Services
Data .
V] 4| Service
@ SQL Database Test Cluster Failover 23 May 2013 6:00 pm 33 min & e Blackboard

Cluster Hosting
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SERVICE STATUS

Emails are sent to stakeholders informing them of the outage.

THE UNIVERSITY : :
Nag? OF QUEENSLAND Service Notice

AUSTRALIA

Dear Stakeholder
The LANDesk zervice will be undergoing scheduled maintenance

Scheduled start: Thursday, 23 May 2013 19:00
Scheduled end: Thursday, 23 May 2013 22:00

Such changes will include:

1. The addition of a 'My Dashboard’ within the 'ITS' shaort-cut group;

2. The addition of a 'My Group Dashboard’ within the 'ITS' short-cut group;

3. The removal of several redundant queries within the 'Queries and Reports’ short-cut group; AND
4, Renaming several queries within the 'Queries and Reports’ short-cut group.

There is no expected impact on service delivery.

Mare information can found at the following address: httpSwww.its.ug.edu.au/Tincident id=14407

Regards,
ITS Service Desk

UQ ITS Service Desk Phone numbers
Internal: x56000

Local: (07) 336 56000

Australia wide: 1300 738 082

UQ ITS Service Desk Hours:
Bam to 6pm (AEST) Monday to Friday.
Bam to 12pm (AEST) Saturday.

email: tsupportdesk@its.ug.edu.au
WWWE Www. its. ug.edu.au
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SERVICE STATUS REPORTING

Automatic feed to Service Status website

UQ HOME  CONTACTS

THE UNIVERSITY | (TS
OF QUEENSLAND
St

Information Technology Services

HOME

Search

i

Help&Support  Services Service Status

Service Status || Pastissues
Future
sTARY Tme
@ 09 Dec201209:00 Hazardous works - P.A. Hospital Network - Kidney

Current

Ay
09 Dec 2012 15:00

TE S TIME TiTLE

© 13Au5201200:00 C

Recently Resolved (Last 7 Days)

DATEMME T RESOLVED
05 Nov 2012 17:45
05 Nov 2012 10:00
05 Nov 2012 09:00
20 Sep 2012 08:13
03 Nov 2012 11:00
01 Nov 2012 18:00
31 0ct 2012 02:00
30 Oct 2012 16:44
30 0ct 2012 15:50
31 0t 2012 06:00
30 0ct 2012 17:00

05 Nov 2012 18:50
05 Nov 2012 12:00

0
01 Nov 2012 23:00
01 Nov 2012 09:00

eeccceecoee

STUDY WAPS NEWS EV

Service Desk

Unscheduled Service Reduction
WINS (Underpinning technologies)

Some WINS entries are not available

Reduced service delivery during period

(® Start: 07 May 2013 05:30 PM

SEOPM
(® End: 08 May 2013 05

|
Some WINS records used

maps short NetBI0S com| SerV|Ce Event itname(wws
s o DEtAIS & Updates |

deleted automatically bv:
internal issue.

|

g their records
Erduetoan

|

L]
L]
.
.
L]
L]
L]
.
.
L]
L]
L]
.
.
]
L]
L]

Academic Portal

Academic Scholarships
Adobe Connect

Airport Reception Database
App Central

Atlassian JIRA

Aurion

Australian Graduate Survey
Banking ¢

Blackboard

Bulk Messaging

ITS is working with Microsoft to attempt to re-add the deleted records on the dients behalf.

Most WINS records are not affected.

In the meantime if you have a server that is unavailable by its short name and that is causing an issue for
clients that rely on the short name, reissuing the WINS registration from that server should resolve the

problem. On Windows this can be done by running nbtstat -RR from an elevated command prompt or issuing
a reboot.

2013-05-08 17:45:00

o Resolution

Tombstoned/deleted records have been re-added.

. Service
Availability

ServiceView

< Show all Notify on resolution

If you would like to receive a notification via email or SM5 whel
provide your details below.

Notification Type*
© Email © SMS

Your name *
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SERVICE AVAILABILITY REPORTING

By combining outages and outage impacts,
service availabilities can be calculated for
each service.

2013 Availability: 99.77%

Mot including scheduled work: 99.99%

Date Cutage Event

THE UNIVERSITY . . 25 Mar 23 mins Cutage of learn.ug.edu.au

OF QUEENSLAND ServiceView

R 3 Apr 3 hours Learn.UQ unavailable for hardware upgrade

Blackboard (eLearning & Collaboration) SRS LR 18 Apr 4 mins learn.ug.edu.au was briefly unavailable
Home Blackboard (eLearning & Collaboration) 13 May 2 mins LDAP Service
Service Status Business owner: Simon Collyer (Teaching and Learning Support)
Technical owner: Roy Duncan {(Applications & Identity Systems) Date Outage  Event

Services

Supported: 24x7 .
PP 25 Mar 23 mins Outage of learn.ug.edu.au

Targets (KPI - . - - -
gets (KPI) Blackboard is the e-learning system used by UQ to provide online learning and 2gsessment - 8 h Learn.UQ unavailable for hardware
pr ours ’ -

) to students. It is accessible via the web and also by mobile device. upgrade
Disaster Recovery

Blackboard is a tool that facilitates communication and online learning between students axd e e

course co-ordinators. It can also provides online assessment items, including online tests or
electronic submission of assignments, as well as access to lecture theatre recordings.

Infrastructure
13 May 2 mins LDAF Service
Organisation

Finance

Setup

THE UNIVERSITY rﬁgﬁm\{m}
e/ OF QUEENSLAND N\
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DR PLANNING

Using the service dependency data we are able to plan for data centre outages.

THE UNIVERSITY . .
OF QUEENSLAND ‘ ServiceView

AUSTRALIA
Logout

Data Centre (Infrastructure) Reports Monitoring Calendar Equipment People Finance Dependencies
4
— Data Centre (Infrastructure) Service Dependencies bl
) Show Reduced Dependencies ) Show All Dependencies

Service Status . . . . .
@ Show Reduced using this ) Show All Using this Service

Services

Targets (KPI)

Disaster Recovery Call Accounting

AutoCAD
Infrastructure PABX

Scimneider Power Quality Ser ers

Aurior; Database Servers

Broadhop Semvers ackboard Database Servers

Organisation

Oracle Genoral Purpose and Web Daiabase Senvers Websites - Microsoft

P—— = e
Fxenanae Sewvers Cliznt Atcess oo~ onire System

Echo360 SeVer | yici ¢ o) net Application Servers Unix

Finance Aurion Web Servers

P&F Active Directory = . ey PL- Web Senvices B Citrix Servers - Xenapp
Logged in as ugcparke. Logout Uniri & Sl-net Web Servers F&F Sophos ME:lru:- ,

T —= M5 & DHCP Sonvers Storage Network
Exchange Servers Edge Transpor oSSy - ,,.--_“‘_,_,..":—-" UniFi & Sl-not Appiication Servers Microsoft

NAS File Serving
Mionitoring

—
m—— )

e Applications Application Servers .. ri. conmre

——

s iMarherps Servers

irectory Domain Coniruneis i

Proxy Servers

PROSIT Gialabass Server s3haardAppScation Sarve
‘ . . .
N\ N ssensl - Services directly using a
P&F File & Print SRS
data centre

S0 Database Cluster Hosting

Circutor Power Studio
{h'ilical Alarm Monitorin
= Video Conferencing Fxchange Servers Mailbo
AR LDAP # RADIUS Servers [ DVIS |
File Sening - EP

Storage Arrays Exchange Servers Hub Transport

THE UNIVERSITY
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DR PLANNING

Each service using the data center has fail over capabilities details recorded.

Data Center Dependencies

The following data centers are using by Blackboard Database Servers (Infrastructure). In the event of an outage of these data centers services may be failed over as follows: =
Data Center Failover Priority Failover To Performed By Service Impact Failover Duration Edit
DC3 Automatic failover Preferred failover GPNDC2 Unix Servers Mo change in service 30 min [
GPNDC2 Automatic failover Preferred failover DC3 Unix Servers No change in service 30 min [

Showing 1 to 2 of 2 entries First Previous || 1 || Next Last

In this example the blackboard database servers normally run in DC3 but can fail over to

GPNDC2, and also the reverse failover is possible. The failover is automatic but may take
up to 30 minutes.
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Home

Service Status

Services

Targets (KPI)

Disaster Recovery
» Restoration Priorities

» Disaster Scenarios

gl Complete Restoration Plan

Infrastructure

Organisation

Finance

Setup

Logged in as ugcparke. Logout

DR PLANNING

Services are prioritised in service recovery order

‘ ServiceView

Logout

Service Restoration Priority

Search:

Select Service Name & priority - =)
Exchange Mail and Calendaring (Email & Messaging) 1 2
SI-net (Applications) 1 =2
Blackboard (eLearning & Collaboration) 1 =)
Aurion (Applications) 1 ()
Active Directory (Underpinning technologies) 1 )
PABX (Voice Network) 1 ]
Websites - Unix (Web Services) 2 ]
CMS (Web Services) 2 ]
myUQ (Web Services) 2 )
Sharepoint (Web Services) 2 2
> 4 Name priority Edit
Showing 1 to 10 of 12 entries 3 Mext Last

1

AUSTRALIA

THE UNIVERSITY
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DR PLANNING

Disaster scenarios are entered, involving outages of one or more DCs

THE UNIVERSITY

OF QUEENSLAND ‘ ServiceView
AUSTRALIA
Disaster Scenarios
|
Search:
Home
Scenario Name - Affected Data Centers ~
Service Status — v o
Services s GF Morth DC Outage GPNDC1 GPNDC2 ]
Targets (KPI) & Herston Outage CCRDC (3]
Disaster Recove
L X paBX Machine Room Outage PABX-MICHIE (3]
> Restoration Priorities
) ) ™ prentice & GP North Outage DC1 DC2 DC3 GPNDCL GPNDC2 &
> Dnsaster Scenarios
a Complete Restoration Plan = Prentice All DC Cutage OC1 DC2 DC3 =
Infrastructure ™ prentice DC1 Outage DC1 )
Organisation % prentice DC2 & DC3 Outage b2 Des -
Finance
% Stlucia Campus DC1 DC2Z DC3 GPNDCL GPNDC2 TA202 TAZ03 =
Setup
% Therapies Annex Outage TAZ202 TA203 )
Logged in as uqcparke. Logout
b4 Scenario Name Affected Data Centers Edit
Showing 1 to 9 of 9 entries

THE UNIVERSITY
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DR PLANNING

Generated documents show what services are affected for each disaster scenario.

Prentice All DC Outage

A Outage of DC1 (DC1 Building 42 - 5t Lucia Campus)
£\ Outage of DC2 (Data Center 2 in Prentice)
£\ Outage of DC3 (DC3 Building 42 - St Lucia Campus)

GP North DC Outage

Herston Outage

Service Restoration Plan

PABX Machine Room Outage Services Running in Affected Data Centers

\ Prentice & GP North Outage

Service Name Failover

Adobe Connect (eLeaming & Collabaration) Manually to CCRDC
’. —— Aurion Application Servers (Infrastructure) Automatically to GPNDC2
& Prentice DC1 Outage Aurion Database Servers (Infrastructure) Automatically to GPNDC2
Generated 31 May 2013 - Serviceview Prentice DC2 & DC3 Outage Backup (Storage & Backup) Manually to GPNDC2
: Blackboard Application Servers (Infrastructure) Automatically to GPNDC2
— Blackboard Database Servers (Infrastructure) Automatically to GPNDC2
[heraples Annax Outage Blackboard File Servers (Infrastruciure) Automatically to GPNDC2
Broadhop Servers (Infrastructure) Mo failover possible.
Bulk Messaging (Email & Messaging) Mo failover possible.
Citrix. Servers - Xenapp (Infrastructurs) Automatically to GPNDCA
DHCP (Metworks) Automatically to GPNDC2
DNS (Metworks) Automatically to GPNDC2
Echo360 Servers (eLeaming & Collaboration) Automatically to GPNDC2
ESX Cluster (Infrastructure) Manually to GPNDC2
Exchange Servers Client Access (Infrastructure) Automatically to GPNDC2
Exchange Servers Edge Transport (Infrastructure) Automatically to GPNDC2

THE UNIVERSITY
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AUSTRALIA
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DR PLANNING

Service restorations plans are generated using the service dependency database.

Service Restoration Plan

\J
'

Generated 31 May 2013 - Serviceview

N

GP North DC Outage

Herston Outage

PABX Machine Room Outage

Prentice & GP North Outage

Prentice All DC Outage

Prentice DC1 Outage

Prentice DC2 & DC3 Outage

StlLucia Campus

Therapies Annex Outage

PDF is emailed to stakeholders weekly.

Prentice All DC Outage Cont.

Service Restoration Priority

Service Name

Active Directory (Underpinning technologies)

1. DNS
Process:

2. DHCP
Process:

Aurion (Applications)
1. Awrion Database Servers
Process: Automatically

2. Awurion Application Servers
Process: Automatically

3. Storage Amrays
Process: Automatic

4. DNS
Process:

5 DHCP
Process:

Blackboard (eLeaming & Collaboration)
1. Blackboard Application Servers
Process: Automatic
2. LDAP
Process:

3. Blackboard Database Servers
Process: Automatic

Failover

Automatic
Automatically to GPNDC2

Automatically to GPNDC2

Automatic
Automatically to GPNDC2

Automatically to GPNDC2

Automatically to GPNDC1

Automatically to GPNDC2

Automatically to GPNDC2

Automatic
Automatically to GPNDC2

Automatically to GPNDC2

Automatically to GPNDC2

Availability

0 mins

0 mins

30 mins

30 mins

30 mins

5 mins

0 mins

0 mins

30 mins

2 mins

0 mins

30 mins

A
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SERVICE MONITORING

Each service can be monitored

Service Monitoring

THE UNIVERSITY 5 .
s OF QUEENSLAND ServiceView

Logout

Search Blackboard (elearning & Collaboration}) Home Reports Calendar Equipment People Finance Dependencies
I «
Home Service Monitoring
Service Status My Services Monitoring
Services

P Blackboard (elLearning & Collaboration) Current Time in State

Targets (KPI)

Legin to learn.uq using phantomjs browser Blackboardd_1 @ 10 days ills History & Alerts 3 Edit
Disaster Recovery
== roe ServiceView monitored business hours uptime HTTF ® 19 days LH:I History -.}j Alerts Lu:: Edit
Organisation ServiceView monitored total uptime HTTP ® 19 days ills History § Alerts & Edit
Finance . ) "I = i
Uptime of learn.ug.edu.au HTTPS [ ] 14 days ills History & Alerts Lo Edit
Setup

& Add More Maonitering
Logged in as ugcparke. Logout

& Monitor Another Service

THE UNIVERSITY rﬁgﬁm\{m}
OF QUEENSLAND NI\
N ustravia



SERVICE MONITORING

Select monitoring test and enter parameters.

THE UNIVERSITY

e

Service:

Blackboard
Blackboard (elLearning & Coll LETS Equipment People Finance Dependencies

Metric:

Lagin to learn.ug using phantomjs browser El

Home Service Monitoring
Monitor test: - = . - =
Service Status My Services Monitoring
Blackboarda_1 [=]
Services
P Blackboard (elLearning & Blackboard URL te

Targets (KPI)

Login to learn.ug using phantomjs bro https://learn.ug.edu.au History .;gf Alerts E Edit

Disaster Recovery

Username:

. . p— .
ServiceView monitored business hour History @ Alerts I:___. Edit

I N

Infrastructure
58999999

Organisation ServiceView monitored total uptime History & Alerts 2 Edit
Password:

Finance . - ) " = -

Uptime of learn.ug.edu.au . . EHa History w4 Alerts [z4 Edit

= Set polling period

Setup p g p

& Add More Monitoring

: i i i ?
Sebeat] ol et it el Monitor only in business hours? 0

- ) e Polling peried (seconds):
.\@ Monitor Another Service ap ( )

Ewvery minute [=]

Delete Test Cancel Save

THE UNIVERSITY
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THE UNIVERSITY
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AUSTRALIA

Search

.

Home

Service Status
Services

Targets (KPI)
Disaster Recovery
Infrastructure
Organisation
Finance

Setup

Logged in as uqcparke. Logout

THE UNIVERSITY
OF QUEENSLAND

AUSTRALIA

SERVICEVIEW OVERVIEW

Last 24 hours

ServiceView

Monitor History

Last 24 Hours

Last 7 Days Last 30 Days

Last 90 Days

Last Year

Logout

P Login to learn.uq using phantomjs browser

Last 24 Hours

People Finance Dependencies

SErvi( Total Uptime: 100% e —
Uptime not including scheduled outages: 100% Services Monitoring All Monitoring
Down for scheduled maintenance: 0 seconds (0%) U ti me du ri n eriod
’ Black Down for unscheduled maintenance: 0 seconds {0%) p g p
Total downtime: 0 seconds (0%)
Login to | History Alerts E Edit
P Availability And Response Time
ServiceVig Eﬂa History :@7 Alerts E Edit
Servicelie Average fls History .qf Alerts E Edit
Maximum
20.0 Minimum
Uptime of ' Eﬂg History .qf Alerts E Edit
175 @ add More Monitoring
15.0
@ Monit
12.5
10,0
7.3
08:00 10:00 12:00 14:00 16:00 18:00 20:00 22:00 00:00 02:00 04:00 06:C
Cancel
4




CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

0 st © g— . oo

Step 1.

Opening page: https://learn.ug.edu.au
load started

load finished in 0.499 secs

Checking for Learn.UQ) success.

ﬁ THE UNIVERSITY Entering username: 9933939 and password
N OF QUEENSLAND Step 2.

Clicking on Login button
AUSTRALIA load =tarted

load finished in 1.592 secs

Step 3.
Zhecking for Blackboard Learn success.

LEHI’".UQ load started

load finished in 0.53 secs

USERMAME: Step 4.

Checking for Tools success,
load started
|oad finished in 1.9 secs

PASSWORD:

Step 5.
|oad started
load finished in 0.783 secs

Zhecking for No Course Announcements
have been posted in the last 7 days
SUCCess,

load started

load finished in 0.511 secs

Staff and students: To log inte Blackboard use your UG

usemame/stucdent ID and password, I you dont know your Step 7. )
password contact the TS Helpdesk an 07 336 SE000 ar 1300 Checking for Text item success.
738 082 (Australia-Wide), or by email: jisup pori@its.ug.edu.au. load started

load finished in 0.094 secs

Step 8.

Checking for This file was successfully
accessed success.

load =started

load finished in 0.205 secs

Step 9.

Checking for To log into Blackboard use
your U username success.

test complete

THE UNIVERSITY
(S OF QUEENSLAND ]OO
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

0 sz © e [ T

Step 1.

Opening page: https://learn.ug.edu.au
load started

load finished in 0.52 secs

Checking for Learn.UQ success.

% THE UNIVERSITY Entering username: £9999999 and password
N OF QUEENSLAND Step 2.

Clicking on Login button
AUSTRALIA load started

|oad finished in 1.595 secs

Step 3.
Zhecking for Blackboard Learn success.

LEHI’“.UQ load started

|oad finished in 0.466 secs

LUSERMAME: Step 4.
Checking for Tools success,

59999999 load started
load finished in 1.932 secs

PASSWORD:

Step 5.
TTITLITY |lzad started
|oad finished in 0.878 secs

Checking for No Course Announcements
have been posted in the last 7 days
SlUCCess.

load started

load finished in 0.45 =ecs

Stalf and students: To log inte Blackboard use your UQ

username/shudent 1D and password, |f you don't know your Step 7. )
password contact the ITS Helpdesk on 07 336 56000 or 1300 Checking for Text item success.
738 082 (Australia-Wide), or by email: jisuppor@its.ug.edu.au. |oad started

load finished in 0.1 secs

Step B.

Checking for This file was successfully
accessed success,

load started

load finizshed in 0.206 zecs

Step 9.

Checking for To log into Blackboard use
your UQ username success,

test complete

THE UNIVERSITY
OF QUEENSLAND ]OO
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

THE UNIVERSITY X
N OF QUEENSLAND | eLearmning@UQ

AUSTEALIA

Welcome ‘ Notifications Dashboard

Add Module

Tools

Announcements B Other
Calendar system_monitoring
Tasks
My Grades
My Announcements
Send Email
User Directory . 7
Address Book No Course or O

Personal Information
Goals

My Meadia
My Calendar

A

Course Search

Organisation Search

Blackboard Statistics

11

A

No calendar evenis have bee

QO step3 O

A #n O

Welcome Courses Help

A

Community
Yy

My Communities

Currently you aré nol partcipalting in any orgamsations

Welcome to Blackboard Learn at UQ

s have been posted in the last Is the right screen at your lecture being recorded?

Lecturers have so many display options these days
sometimes they are not recording the one they are talking
to. This is fixed with a touch of a button during the
lecture. See make sure you are recording the correct

& ¢

more announcamants.,

Make your Course Avallable to your Students

To make your Blackboard course available to your
students go to the Control Panel -> Customisation -~
Properties. Then at 3. Set Avallabllity, change the
option to Yes and submit

more calendar events.. Blackboard In 2013 - Important information

For Semester 1 2013 courses onwards, Blackboard will
be running here on a new server. It has a new URL

- hMtps:/leam. uq. edu.au, which will be

the Learn.UQ address from now on. Further information
is available here in the eLearning Updates section on

the eLeaming website

My Tasks

No tasks due.

’ Screenshots m Scpt Steps

Step 1.

Opening page: https://learn.uq.edu.au

load started

load finished in 0.52 secs

Checking for Learn.UQ success.

Entering username: s9999999 and password

Step 2.

Clicking on Login button
load started

load finished in 1.585 secs

Step 3.

Checking for Blackboard Learn success.
load started

load finished in 0.466 secs

Step 4.

Checking for Tools success.
load started

load finished in 1.932 secs

Step 5.
load started
load finished in 0.878 secs

Step 6.
Checking for No Course Announcements
have been posted in the last 7 days
success.

load started

load finished in 0.45 sec

1]

Step 7.

Checking for Text item success.
load started

load finished in 0.1 secs

Step 8.

Checking for This file was successfully
accessed success.

load started

load finished in 0.206 secs

Step 9.

Checking for To log into Blackboard use
your UQ username success.

test complete
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

0 s © e [ T

Step 1.
Opening page: https://learn.ug.edu.au

Zhecking for Learn.UQ success.
Entering username: 3999999 and password

Step 2.

Galendar system_monitaring load finizhed in 1.64 =ecs

¥ Zhecking for Blackboard Learn success.
load fimished in 0.536 secs
No Institution Announcements have been posted in the last

Wekome

Sand Email
- Is the right screen at your lecture being recorded?

Usar Directory 7 days Leclurers have so many display options these days Step 4.
Ad B TR TN P somatimes they are not recomding the one they are talking Checking for Tools success.

dress Book fECEINERIonT y _'”_"f ) S 10. This is fixed wilh a touch of a button during the load started
S — SESEE lecture, See Make sure you are recomding the ¢orrect load finished in 1.758 secs

in | ion th }
Mo aRncUREEMants.,
Goals Step 5.
Make your Course Avallable to your Students locad started

My Media To make your Blackboard course avallable to your load finished in 0.819 secs

My Calendar

students go to the Control Panel -= Customisation -=

Properties. Then at 3. Set Avallabllity, change the Step 6

Checking for No Course Announcements
have been posted in the last 7 days
mare calendar evants., Elackboard In 2013 - Important Infermation SUCCESE.

For Semester 1 2013 courses onwards, Blackboand will load started )

be running here on a new server. It has a new URL load finished in 0.423 secs

= hitps:/fleam. wy adu. au, which will ba
the Learn,UQ address from now on. Further information Step 7.

Go
is available here in the eLearning Updates section on Checking for Text item success.
Organisation Search the eleaming websila load started

Ne calendar avenis have been posted for the nest 7 days ion to Yes and submit
Course Search opt

load finished in 0.087 secs

Zhecking for This file was successfully

accessed succezs.

|load started
No tasks due load finished in 0.206 secs
Blackboard Statistics
maone sks.,
Avallable Communities Step 9 )
and Courses for 2013 Checking for To log into Blackboard use

yvour UQ username success.

Semester |
Self enrolment courses test complete
Faculy Avalible Avaisble
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

THE UNIVERSITY
Nt OF QUEENSLAND

AUSTREALIA

¥ system_monitoring H
(system_monitoring)

Home Page
Content
Discussions
Groups
Tools

Help

THE UNIVERSITY
(S OF QUEENSLAND

AUSTRALIA

QO steps O

eLearmning@UQ

Home Page

My Announcements

iwse Announcements have been posted in the

more announcements. ..

My Tasks

more tasks...

Edit Notification Settings Actions ¥

Al ALl
' .

Needs Attention

Edit Notification Settings Ackions: v

Screenshots

A A0

Courses
o

Welcome Community Help

My Calendar

N ‘ 1] I3 ry #, ¥ rth y ' 7
No calendar evenis have been posted 1or the next ;

more cakndar events..

Edit Notification Settings

What's Past Due Actions ¥
» Alltems
What's Due Actions ¥

Select Date: [0408/2013 & co

v Today

» Tomorrow
» This Week

» Future

Edit Notification Settings

Aol

Step 1.

Opening page: https://learn.ug.edu.au

load started

load finished in 0.565 secs

Checking for Learn.UQ success.

Entering username: s9999999 and password

Step 2.

Clicking on Login button
load started

load finished in 1.498 secs

Step 3.

Checking for Blackboard Learn success.
load started

load finished in 0.515 secs

Step 4.

Checking for Tools success.
load started

load finished in 1.775 secs

Step 5.
load started
load finished in 0.945 secs

Step 6.

Checking for No Course Announcements
have been posted in the last 7 days
success.

load started

load finished in 0.514 secs

Step 7.

Checking for Text item success.
load started

load finished in 0.086 secs

Step 8.

Checking for This file was successfully
accessed success.

load started

load finished in 0.205 secs

Step 9.

Checking for To log into Blackboard use
your UQ username success.

test complete

Do s .. A -

100
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SERVICEVIEW OVERVIEW

Last 7 days

THE UNIVERSITY . 4
OF QUEENSLAND ServiceView

AUSTRALIA Monitor History

Last 90 Days

Last Year

Last 24 Hours Last 7 Days Last 30 Days

5 h
o People Finance Dependencies

_ P Login to learn.uq using phantomjs browser Last 7 Days 4
Home Servil  total Uptime: 99.82%
Service Status Uptime not including scheduled outages: 99.82% ¥ Services Monitoring All Monitoring
Down for scheduled maintenance: 0 secands (0%)
Services 3 . .
b Black Down for unscheduled maintenance: 17 minutes, 58 seconds (0.18%)
Targets (KPI) Total downtime: 17 minutes, 58 seconds (0.18%)
Legin ta le |_'|i3| History .;{j Alerts L:. Edit
S S R T P Availability And Response Time
Tt e ServiceVie " illy History @ Alerts & Edit
L]
125 ; - == :
Organisation SeryviceVidl Average iy History & Alerts [z#—Edit
Maximum
Fi Minimum =
inance Uptime of | 100 iy History o Alerts L:_. Edit
Setup
&) Add More Monitering
Logged in as ugcparke. Logout 75
&) Monit -
25
o]
Wed, 29 May Thu, 20 May Fri. 21 May Sat, 1 Jun Sun, 2 Jun Maon, 2 Jun Tue, 4 Jun
Cancel
r
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

0 sws O e |

im0
ﬁ THE UNIVERSITY . Step 1.
WDF QUEENSLAND eLeamlng@U{} Cpening page: https://flearn.ug.edu.au

AUITREALIA

Wealcome courses Community Help load started
: F load finished in 1.453 secs

Checking for Learn.UQ) success,
Entering username: 39995999 and password

9

Step 2.

Clicking on Login buttan
Hume PEQE load started

=  system_monitoring H load finished in 9.012 secs
(zy=tem_monitoring)

Home Page My Announcements My Calendar Step 3.
¥ Y Checking for Blackboard Learn success.

Content ) _ ) B load started
||||| e AL = S&r Dakfad in e VO S ENGAF Svant: hdve Daan Doasiad Ior e et ||:ad FiI'IiEl'IEd il'l ].3|EE EECE
Discussions days
Ercips mofe announcements... mane calendar evants.. Step 4
Tool Checking for Tools success.
e load started
Help lzad finished in 32.1 secs
. Step 5.
: Edit Motification Settings load =started
load finished in 0.056 =ecs
What's Pnst Due Actions =
mane asks. . F All hems Step 6.
Checking for No Course Announcements
What's Dus P hE_n.re been posted in the last 7 days
Salect Date: W | Go
Edit Motification Settings Asllons Step 7.
I ¥ Today Checking for Text item failure.
i Semii load started
LF g LAle [ooay

load finished in 1.919 secs

F Tomorrow

Step B.
b This Week Zhecking for This file was successfully
accessed success,
Heeds Attention b Future load started

| -:I

s . lzad finished in 0.556 secs
Edit Notification Seftings Aclions ¥

No Nofificafions Step 9.
T Checking for To log into Blackboard use

_ eyl UQ ot e sHesess.
test complete

THE UNIVERSITY
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CLIENT PERSPECTIVE MONITORING

Simulates end user actions to test the service

O semo © e [ T

Step 1.
E R R Cpening page: https://learn.ug.edu.au
load started
load finished in 1.453 secs
Checking for Learn.UQ success.
Entering username: =3999999 and password

Step 2.

Clicking on Login button
load started

load finished in 9.012 =ecs

Step 3.

Checking for Blackboard Learn success.
load started

load finished in 13.68 =secs

Step 4.

Checking for Tools success.
load started

load finished in 32.1 secs

Step 5.
load started
load finished in 0.056 =ecs

Step 6.

Checking for No Course Announcements
have been posted in the last 7 days
failure.

Step 7.

Checking for Text item failure.
load started

load finished in 1.919 =ecs

Step 8.

Checking for This file was successfully
accessed success.

load started

load finished in 0.556 secs

Step 9.

Checking for To log into Blackboard use
yvour U username success.

test complete

THE UNIVERSITY
OF QUEENSLAND -IOO
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SERVICEVIEW OVERVIEW

90 day monitoring

THE UNIVERSITY

OF QUEENSLAND ServiceView

AUSTRALIA Monitor History
Logout

Last 24 Hours Last 7 Days Last 30 Days Last 80 Days Last Year
S h
. People Finance Dependencies
_ P Login to learn.uq using phantomjs browser Last 90 Days 4
Home SEervit  1otal Uptime: 99.36%
Service Status Uptime not including scheduled outages: 99.74% v Services Monitoring All Monitoring
Down for scheduled maintenance: & hours, 4 minutes (0.37%)
Services . .
W . e a -
b Black Down for unscheduled maintenance: 5 hours, 42 minutes (0.26%)
Targets (KPI) Total downtime: 13 hours, 46 minutes (0.64%:)
Login to le . H I d- ils History qf Alerts E Edit
Disaster Recovery bAva||ab|||ty And Response Tima Up tlme not Inc u Ing
i i Servicelig . Schedu Ied outages illls History & Alers & Edit
250 | J
Organisation Servicelie Average Eﬂg History .qf Alerts E Edit
Maximum
Finance Minimum
Uptime of | z00 Eﬂg History \qj Alerts E Edit
Setup
@ Add More Monitoring
Logged in as ugcparke. Logout 150
@ Monit 100
S0
; e - —_—
8 Mar 16 Mar 24 Mar 1 Apr 8 Apr 16 Apr 23 Apr 1 May 8 May 16 May 24 May 1 Jun
Cancel
A
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SCHEDULED MAINTENANCE

Step 1.
Opening page: https:/flearn.ug.edu.au
load started

» load finished in 0.744 secs
Checking for Learn.UQ failure.
. Entering username: 3999939 and password

. Step 2.
___"‘ 5 - Clicking on Login button

O stepi ©

Step 3.

Checking for Blackboard Learn failure.
load started

load finished in 0.645 secs

Step 4.
Checking for Tools success.

Step 5.
by - - lzad started
load finished in 0.608 secs

Step 6.

Checking for No Course Announcements
have been posted in the last 7 days
failure.

Home Step 7.

Checking for Text item failure.
load started
load finished in 0.591 secs

Maintenance Information page 1B o This e was successtully

accessed failure.
load started
load finished in 0.602 secs

Step 9.

The Learn.uq.edu.au system 1s currently

unavailable for important system maintenance. We E;EE@DEEJEJ?;QE‘F‘;TLFE'T‘“‘"“““’ =
apologise for the inconvenience. Maintenance will

take up most of the day (3rd April, 2013) -

THE UNIVERSITY
OF QUEENSLAND

AUSTRALIA

%




SERVICE UP TIME

P Login to learn.uq using p Atual up time

‘ Last 90 Days

Total Uptime: 99.36%

Uptime not including gcheduled outages: 99.74% scheduled ouatges

Up time not including

Down for scheduled maintenance: 8 hours, 4 minutes (0.37%)

Down for unscheduled maintenance: 5 hours, 42 minutes (0.26%)

Total downtime: 13 hours, 46 minutes (0.64%) M

e g w

Average
Maximum
Minimum
200

150

100

50

e et el e i S e e =S e P e i g ——_ = e — r———— e ———————

8 Mar 16 Mar 24 Mar 1 Apr 8 Apr 16 Apr 23 Apr 1 May 8 May 16 May 24 May 1 Jun
Cancel
A
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OF QUEENSLAND e 4
V AUSTRALIA YEARS AHEAD




OUTAGE ALERTING

SMS or email when service is down

THE UNIVERSITY

OF QUEENSLAND ‘ ServiceView
w2 rQ

AUSTRALIA
Logout

Search Blackboard (elearning & Collaboration) Reports Monitoring Calendar Equipment People Finance Dependencies
I ]
Home Service Monitoring
Service Status ‘ My Services Monitoring
Services

P Blackboard (elLearning & Collaboration) Current Time in State

Targets (KPI)

Login to learn.ug using phantomjs browser Blackboards_1 ® 2 day, 11 hours il History 4 Alerts L3 Edit
Disaster Recovery

e W ——
| alerts || 3 Edit

Organisation )
} P Add person Chriz Parker (Applications & Identity Systems) &) Add
Finance d nlerts 5 Edit
& Alerts LA
Setup . . .
p Login to learn.uqg using phantomjs browser SMS Alert Email Alert @ Add More Monitoring
Chris Parker (Applications & Identity Systems) #
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SERVICE COSTING
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PEOPLE

The people who work on each service is recorded as well as the percentage of time
they spend working on each service.

THE UNIVERSITY . _
OF QUEENSLAND ‘ ServiceView

AUSTRALIA

Home

Service Status

Services

Targets (KPI)

Disaster Recovery

Infrastructure

Organisation

Finance

Setup

Roy kamasm Home Calendar Monitoring
q

Roy

Applications & Identity Systems Adobe Connect

[ & Edit Details ]t-*

Websites - Unix

Email: S R R
Desk Phone: ¥

Mobile Number:

Email KPI results: M paily [Cweekly [[Inever

Email DR Plan: [l weekly [CI Monthly  [¥] Never

THE UNIVERSITY
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CHARGES

e Costssuch as licenses are associated with each service.
* Chargescan be one off or repeating.

THE UNIVERSITY ‘ _
OF QUEENSLAND ‘ ServiceView

AUSTRALIA

Search

.

Chris Parker

Finance People Calendar Monitoring

Budgets: -

=i
e SICEEEE
Service Status
Services
The | | IP Address management (Networks) 50
Targets (KPI)
The | MName: Charge Type: $0
Disasics Recopcry The | | APNIC IP Address allocation fee License Payment El %0
Infrastructure
The { Description: 50
Organisation The | | Charge for IP address space £1,180,135 £1,20¢
o
Finance The | $183,204 £19cC
The | Charge Period: Unit Cost ex GST: Quantity:
Setup - $3,051,418  $3,15 +
Servi Every Year E| § 1 ' ' . '

Logaged in as ugcparke. Logout * |

Date Of First Charge Mumber of charges, ie 36: Or ongoing:

7
01-Jan-2013 i 999 ' e

Cancel Save

A nic
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SERVICE COSTS

* Combining staff costs and other costs allows a total service cost
to be calculated.

THE UNIVERSITY . .
OF QUEENSLAND ServiceView

AUSTRALIA

Search Blackboard (eLearning & Collaboration)  yome Reports Monitoring calendar Equipment People Finance
] .
Home Blackboard (eLearning & Collaboration) Cost Breakdown - 01 Jan 2013 to 31 Dec 2013 | & pownload Dats
Service Status Service Percentage Cost
Services Blackboard {eLearning & Collaboration) 100% Simon

Teaching anu Learning Support 80% Team Management

Targets (KPI
¢ i i Adam . 50% Application Administration
Applications & Identity Systems

Disaster Recovery

Roy - . .
et ructure Applications & Identity Systems 50% Application Administration

Andrew

o,
Enterprise Applications Support 30% Team Management

Organisation

e e e e

Finance Chris ) -
Applications & Identity Systems 15% Team Management

Setup Blackboard License Amount £ = allocation to service tnm
License Payment 100%

Logged in as ugcparke. Logout

Total Service Cost: $123,456
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TOTAL SERVICE COST BREAKDOWN

Costs of underpinning services escalated

100% of database costs
pushed onto Blackboard
overall costs
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TOTAL SERVICE COST BREAKDOWN

Costs of underpinning services escalated

Blackboard Costs Brea kdown

E8 Blackboard (eLearning & Collaboration) 100%

HNAS File Senving \ Blackboard Application Servers (Infrastructure)  100%

Blackboard File Servers (Infrastructure)  100%

Storage Arrays (Storage & Backup) 21.5%
Storage Network (Storage & Backup) 21.5%

Backup (Storage & Backup) 30%

Blackboard Database Servers (Infrastructure)  100%
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QUESTIONS?
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