


SERVICEVIEW OVERVIEW

 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.

 Total organisation spend breakdown.

For each IT service, ServiceView records or calculates:



SERVICEVIEW OVERVIEW
Section for each service



SERVICEVIEW OVERVIEW
Section for each service

Business & Technical
Owners

Service Description



SERVICEVIEW OVERVIEW
Section for each service

Service Availability
& Outages



SERVICEVIEW OVERVIEW
Section for each service

Usage, capacity &
availability reports



SERVICEVIEW OVERVIEW
Section for each service

Service Monitoring



SERVICEVIEW OVERVIEW
Section for each service

Calendar of events 
affecting service.



SERVICEVIEW OVERVIEW
Section for each service

Servers and other 
equipment needed by 

service



SERVICEVIEW OVERVIEW
Section for each service Staff and other 

stakeholders



SERVICE OVERVIEW
Section for each service Cost breakdown to run 

this service



SERVICEVIEW OVERVIEW
Section for each service Underpinning services 

needed by this service



SERVICEVIEW OVERVIEW
Each users has a personal profile

Name and team

Contact details and 
preferences

Services user is 
working on

Services relevant to 
this user 

Services meeting 
their KPI objectives



SERVICEVIEW OVERVIEW
Personalised calendar showing events affecting users services

Personalised Calendar



SERVICEVIEW OVERVIEW
Personalised view of services being monitored

Personalised Monitoring



SERVICE REPORTING



SERVICE REPORTING
Number of students logging onto Blackboard



SERVICE REPORTING
Number of students logging onto Blackboard

Semester 1 Semester 2
Results

Released

Results
Released



SERVICEVIEW
DATABASE

 USAGE

 CAPACITY
 AVAILABILITY

WEB INTERFACE

REPORTS

NETWORK

SERVICES

ONLINE

SERVICES

CORPORATE
SERVICES

AUTHENTICATION
SERVICES

EMAIL

SERVICES

AGENT

AGENT

AGENT

AGENT
AGENT



“SAMPLE PERL AGENT”#!/usr/bin/perl

use LWP::Simple;
use CGI;

$sql = “SELECT count(*) as value FROM client WHERE client_status_cd IN 
('active')“;

# Connect to database

$date = "$day-$month-$year"; 

$value = $row->{value};

$url = 'http://serviceview.its.uq.edu.au/record.php
?service=' . CGI::escape($service) . 

'&metric=' . CGI::escape($metric) .
'&date=' .     CGI::escape($date) .
'&secret=NoYB' .
'&value=' . $value;

$result = get($url);
if ($result !~ /SUCCESS/) {

print "Cannot post to ServiceView: ".$result;
}



KPI REPORTING

• Set KPI or Targets for each service, for instance 99% uptime

• Daily and monthly reports against KPI objectives.

• Daily Emails with KPI results.



KPI REPORTING
30 Day Target / KPI Reports in portal



KPI REPORTING
Daily Emails



SERVICE DEPENDENCIES
Graphical representation of service dependencies



SERVICE DEPENDENCIES

Red line means 
required for service 

delivery

Record service that are required for this service to run.



SERVICE DEPENDENCIES
Some services are only required for some features.

Yellow line means required 
for some features but not 

dependent on.



SERVICE DEPENDENCIES
Services required for updates are also recorded.

Blue line means required for 
updates or changes.



SERVICE STATUS REPORTING



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.

Services requiring
LDAP.



SERVICE STATUS
Scheduled and unscheduled outages are recorded.



SERVICE STATUS
The CMDB works out which services are impacted.



SERVICE STATUS
Emails are sent to stakeholders informing them of the outage.



SERVICE STATUS REPORTING
Automatic feed to Service Status website

ServiceView

Service Event

Details & Updates

Service Event Subscribers




Service

Availability 

LEDs 
Service Event Summary







SERVICE AVAILABILITY REPORTING

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



DR PLANNING



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

DR PLANNING

Services directly using a 
data centre



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

DR PLANNING

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.



Services are prioritised in service recovery order

DR PLANNING



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

DR PLANNING



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

DR PLANNING



Service restorations plans are generated using the service dependency database.

DR PLANNING

PDF is emailed to stakeholders weekly.



MONITORING



SERVICE MONITORING
Each service can be monitored

Service Monitoring



SERVICE MONITORING
Select monitoring test and enter parameters.

Set  polling period



SERVICEVIEW OVERVIEW
Last 24 hours

Up time during period



CLIENT PERSPECTIVE MONITORING

Last 24 hours

Simulates end user actions to test the service



CLIENT PERSPECTIVE MONITORING

Last 24 hours

Simulates end user actions to test the service



CLIENT PERSPECTIVE MONITORING

Last 24 hours

Simulates end user actions to test the service



CLIENT PERSPECTIVE MONITORING

Last 24 hours

Simulates end user actions to test the service



CLIENT PERSPECTIVE MONITORING

Last 24 hours

Simulates end user actions to test the service



SERVICEVIEW OVERVIEW
Last 7 days



CLIENT PERSPECTIVE MONITORING
Simulates end user actions to test the service



CLIENT PERSPECTIVE MONITORING
Simulates end user actions to test the service



SERVICEVIEW OVERVIEW
90 day monitoring

Up time not including 
scheduled outages



SCHEDULED MAINTENANCE

Section for each service



SERVICE UP TIME
Section for each service

Actual up time

Up time not including 
scheduled ouatges



OUTAGE ALERTING
SMS or email when service is down



SERVICE COSTING



PEOPLE

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



CHARGES
• Costs such as licenses are associated with each service.

• Charges can be one off or repeating.



SERVICE COSTS
• Combining staff costs and other costs allows a total service cost 

to be calculated.

Total Service Cost: $123,456



TOTAL SERVICE COST BREAKDOWN

100% of database costs 
pushed onto Blackboard 

overall costs

Costs of underpinning services escalated



TOTAL SERVICE COST BREAKDOWN

100% of database costs 
pushed onto Blackboard 

overall costs

Costs of underpinning services escalated

Blackboard Costs Breakdown Percent

Blackboard (eLearning & Collaboration) 100%

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%



QUESTIONS?


