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INTRODUCTION

OBSIDIAN USER MANUAL

This document contains the Obsidian 2.0 User Manual and is intended for Obsidian
platform end-users.

The Obsidian administration guide is available in HTML format in Obsidian’s technical
wiki, along with the rest of Obsidian’s technical documentation, which can be accessed
from http://wiki.obsidiansoft.com

This manual refers to the Obsidian 2.0 Professional Edition.

All features from the Professional Edition are also included in the Enterprise edition.

OBSIDIAN CORE OBSIDIAN PROFESSIONAL OBSIDIAN ENTERPRISE

Open source edition Commercial edition Advanced edition for
from the core of of Obsidian, ideal for distributed deployments,
Obsidian, for developers any organization, with parallel computing

and investigators. with all platform and other specialized

features available. requirements.
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INTRODUCTION

OBSIDIAN PLATFORM

Obsidian is a Business Service Intelligence & Through integration with the organization's pre-
Analytics platform for the definition and existing data sources (monitoring tools, service
automatic calculation of real-time and historical desk platforms, business appliances, platform
service level indicators for availability, capacity, management environments, etc.) it represents
service desk assistance and service level. service architecture and dependencies.

slin

ON-PREMISES & SAAS CORPORATE TOOL INTEGRATION ITIL/1S0 20000 AND IT4IT

INSTALLATION SUPPORTED

On-premises, Saa$S or hybrid Easy integration with the Aligned with ITIL/ISO 20000
deployment available. Distributed organization's pre-existing processes and IT4IT value flows
architectures are also supported monitoring and service desk tools
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INSTALLATION AND

INITIAL SETUP

Deployment options

Initial setup of Obsidian




2. INSTALLATION AND INITIAL SETUP

DEPLOYMENT OF OBSIDIAN PROFESSIONAL

The deployment of Obsidian Professional is carried MINIMUM REﬂUlREMENTS

out via virtual GNU/Linux (openSuSE) appliances
distributed in the clients datacentres. The
appliances don't require internet connection to
run.

The minimum requirements for the virtual
appliance are 2 cores and 4GB of RAM.

Although Obsidian is usually deployed on-

premises. Cloud platform deployments and hybrid DEPLOYMENT IN ESX ENVIRONMENTS

on-premises/cloud platform deployments are also
available.

Upon deploying virtual appliances in ESX
environments, when the virtual environment'’s
start-up process is finished, a message in
green will appear with the IP address
assigned to the appliance.

The recommended approach is to deploy Obsidian
“near” the data sources that will be used.

DOWNLOAD THE VIRTUAL APPLIANCE

Download the appliance from the following URL:
http://rpm.obsidiansoft.com/appliance/

It requires a PINSAFE username, which will be
provided by your official Obsidian distributor.

INITIAL SETUP

1. Integrate appliance in the virtualization
environment.

2. Start the appliance. The initial setup is
automatic.

3. Open the appliance IP in a web browser to
launch the setup wizard.



http://rpm.obsidiansoft.com/appliance/

2. INSTALLATION AND INITIAL SETUP

DEPLOYMENT OF OBSIDIAN ENTERPRISE

Obsidian Enterprise incorporates a series of
additional characteristics, further to those
available in Obsidian Professional, suitable for
environments that require a more advanced
architecture.

VIRTUAL APPLIANCE DOWNLOAD

The download link will be provided by your
Obsidian sales representative.

INITIAL SETUP

Setup is similar to Obsidian Professional setup:

* Integrate the appliance in the virtualization
environment.

» Start the appliance. The initial setup is
automatic

* Open the appliance IP in a web browser to
launch the setup wizard.

MINIMUM REQUIREMENTS

The minimum requirements for virtual

appliances are similar to the Professional
version, 2 cores and 4GB of RAM.

However, due to the parallel calulation
engineincluded in Obsidian Enterprise,
increasing the number of available cores will
reduce processing time.

The administration guide for Obsidian
Enterprise includes analysis of Obsidian
calculation parallel performance
https://wiki.obsidiansoft.com/enterprise/paraleli

zacion.

RED HAT ENTERPRISE LINUX SERVERS

In addition to deploying Obsidian Enterprise via
virtual GNU/Linux (openSuSE] appliances, it can
also be deployed in Red Hat Enterprise Linux 7.x
corporate servers provided by the client.

In this case, the Obsidian repository should be
configured for RHEL environments:

1. Create /etc/yum.repos.d/obsidian.repo with
the following content:

[obsidian]

name=obsidian
baseurl=http://rpm.obsidiansoft.com/
redhat

enabled=1

gpgcheck=0

2. Update RPMs and install Obsidian packages:
# yum update -y

# yum install -y obsidian-base
obsidian-calculate obsidian-
dashboard obsidian-console obsidian-
extra obsidian-data2text

3. Start the initial Obsidian setup:
#/opt/ozona/utils/bin/setupappliance



https://wiki.obsidiansoft.com/enterprise/paralelizacion.

2. INSTALLATION AND INITIAL SETUP

INTERNET ACGESS AND APPLIANGE USERS

Obsidian doesn't require internet access to run.

However, it may be useful to enable remote
acess or access to external URLs in certain
circumstances:

ACESS TO EXTERNAL URLS FROM THE
OBSIDIAN APPLIANCE

We recommend you enable access to standard
openSuSE and Obsidian repositories
(http://rpm.obsidiansoft.com] for frequent
appliance updates.

REMOTE ACCESS TO THE OBSIDIAN
APPLIANCE

Your official Obsidian distributor can request
remote access to the appliance via SSH and

HTTP in order to streamline installation and
configuration tasks.

APPLIANGE USERS

Obsidian’s presentation layer is an Apache
environment, meaning any type of authentication
compatible with Apache will be valid: integration
with active directory or LDAP, PInSAFE double
factor security authentication, etc.

Obsidian provides a series of default local users.

DEFAULT USERS

User: obsidian (Spanish)
Password: To be requested

User: obsidianEN (English)
Password : To be requested

User: obsidianPT (Portuguese)
Password: To be requested

User: root
Password: To be requested

We recommend disabling the SSH
as root in environments published on the Internet.



http://rpm.obsidiansoft.com/

2. INSTALLATION AND INITIAL SETUP

APPLIANCE CONFIGURATION (1)

When logging in for the first time to the web appliance, the initial setup wizard will be automatically
launched.

If the appliance is online, it

will request an update of the
Obsidian RPM packages.

We recommend you update by
selecting "Run”.

Choose the language and
client name.

NOTE

For concept tests, you can
load dummy data to
immediately finish the setup.




2. INSTALLATION AND INITIAL SETUP

APPLIANCE CONFIGURATION (11}

Add the services to be
included in the scope.

You will be able to revisit this
at a later date and add more
services.

Add the location of

datacentres and offices : m -

from where transactions
will be launched. o

You will be able to revisit
this at a later date and
add more locations.




2. INSTALLATION AND INITIAL SETUP

APPLIANCE CONFIGURATION ClII)

Configure the current email
server for notifications

Dashboards and default
reports are made
immediately available by
accessing the appliance IP
via a web browser.




2. INSTALLATION AND INITIAL SETUP

APPLIANCE CONFIGURATION (IV)

Upon finishing the wizard, you will be automatically redirected to the modeling console, where
integrations with corporate data sources can be configured. To do this you need to access the side panel
by clicking on the last icon of the top black toolbar.

MODELADOR OBSIDIAN ~ NAGIOS BUILDER CALENDAR MANTENIMIENTO CONFIGURACION 2 YOU can then access the console's side
panel and configure integration with
CIS Y SONDAS DISPONIBLES > 1 1
o 2 FUENTES corporate monitoring tools.

o The available default tools are:
o0 amsterdam.obsidiansoft.com
® california.obsidiansoft.com

o Belinobe * Dependencies: To establish
+ W osaka.obsidiansoft.com . .
Rrryer—— Dependencia dependencies between one service and
—— another.

* Nagios: Requests for remote Nagios.
Configured by default for access to an
Obsidian demo server.

* Local Nagios: Default Nagios
environment available in the appliance.

» Obsidian webservice: For modeling
metrics and indicators sent to
Obsidian's REST webservice.




2. INSTALLATION AND INITIAL SETUP

0BSIDIAN MAIN MENU

The Obsidian main menu offers a collection
of the most common shortcut options.

DASHBOARD OPERATIVO

DASH

Dashboard de indicadores para técnicos Dashboard de indica

OBSIDIAN MOBILE DASHBOAR

This menu is customizable, allowing you to
display the most relevant options for each
client.

If simulation scenarios have already been
defined, you will also be able to access
them from this menu.

Dashboard para smartphones (i0S, Android, Dashboard de ini
etc)

CONSOLA OBSIDIAN

Consola de modelado de servicios ISO 20000 Asistente
Acceder (>] Acceder
Escenarios de simulacion

G ¥
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3. SERVICE MODELING

SERVIGE MODELING CONSOLE

KEY FEATURES OF THE SERVICE MODELING CONSOLE

The modeling console consists of three columns: service modeling, characteristics and data sources

DOR OBSIDIAN  NAGIOS BUILDER CALENDAR MANTENIMIENTO CONFIGURACION

MODELADO DE SERVICIOS < DETALLES - CIS Y SONDAS DISPONIBLES >
www.obsidiansoft.com v ATRIBUTOS DE MONITORIZACION Nagios local v
2 Critcsdad
%6 Backiog tickts whhn SLA 100 Hemamiena cegen Zabbix 5 N Nogos
hi::;sdmm", 1D Moritor Zablieintemal-cbsidian.srv oo -9 A10AGME0L
© Verts oriine & W A10A0ME02
Web Obsidian.com e o @ ACME_SHOP_BD
© Vs o e 0 : Apache Web Server CRM
Varmng s .
W B0ACMED3
o 0 W CAM BO
Poskive Postive % Drupel - ZIACMER2 )
W Orupal - 230ACME0Y
. e 5 Orupal - ZIACMEDA ; H
The Fast 'Valﬁe fI”OLﬂ eaclh o e pmow £ Cls and monitors imported
monitor is shown ere, In . % Onpsl-MOMEE )
order o facilitate The attributes of nodes D o000 | from other tools are loaded
itori PO from the tree can be D v here.
monitoring of the EES;:::'Z:  z30A0HED3 |
propagation calculation 98,570 j002 updated, whether they " ZI0AOHEDH
. . . W ZI0ACMEDS
| = - be monitors or modeling W Zi0ACMEDS
cbsidar com W ZIOACMECY
nodes. ¥ ZIOACMEOS
W ZIOACMECRMDEO01
v W ZI0ACMECRMWEBOL
Action: delete. Item i- 15831 ) ZSOACNE0
Action: delete. [tem i 15832
- o =
Base de datos MS SQL Server -~ Nagios e
Plataforma Apache Web -~ Indi (B5M Wi ice) e
e 2 i 4] Easyvista CHDD 2

INTEGRATION OF THE MODELING CONSOLE WITH CMDB TOOLS

A CMDB provides service architecture and simplifies the definition and maintenance of modeling.

MODELADOR OBSIDIAN  NAGIOS BUILDER CALENDAR MANTENIMIENTO

MODELADO DE SERVICIOS < DETALLES ~ CIS Y SONDAS DISPONIBLES >
EasyVista CMDB ‘v
Almacenamiento : v v
= [l Almacenamiento = 7 EasyVista CMOB
= Procesos de negodio = [0 Akmacenamiento (7)
& SLA Amacenamiento - SLA - Procesos de negocio
4 - Gestion de - Sistema & SLA Amacenamiento - SLA
& Aimacenamiento - Comunicaciones de almacenamiento - ¢ 4 - Gestion de - Sister
& Amacenamiento - Plataforma de aimacenamiento - Sisten 4 - C de
W Subservicios TI & Aimacenamiento - Plataforma de almacenamiento - Skt
= % Comin M Subservicos TI
W Indicadores de senvice desk = % Comin
Dependencias W Indicadores de service desk
» Comunkadiones Produccion - Datacenter S Dependencias
Senvicio de alojamiento ) Comunicaciones Produccion - Datacenter
) Vittualzacion - VMWare ) Servicio de alojamiento
Virtualizaq
TN = [, Amacenamiento
— Proceso Existing Cls in the CMDB
W Subservicdh, 9 .
£ le of let . e g } for each service,
xamp € 0T a comptete service . Organized by type
which has been pulled from the s i |
. ios
tree on the right. e
Nagios local A
Obsidian Webservice A
) o8 e Websitepulse .~
The CMDB provides all of the Action: insert. Item d: 26798
X Action: insert. z(emld: 26799 Zabbix A
SerV|Ce Cls Action: incaet Tham id: 2R800




3. SERVICE MODELING

EXAMPLE SERVICE: “0BSIDIAN MONITORING"

After running the initial wizard, aside from
the defined services, an additional service
Is created for Obsidian’s own monitoring.

MODELADO DE SERVICIOS < DETALLES
This is an example service which will be ATRIBUTOS DR PROPAGACION
used in this manual to illustrate the Monitorizacién Obsidian ¥ | omaded
71| Monitorizacién Obsidian [100]100]100) Propagacién de la disponibiidad  Seleccione una...

Procesos de negocio
W Subservicios T1 .
5 % Comin Propagacién del service desk Seleccione una...
W Indicadores de service desk
! Aplicaciones
= Obsidian Console
© Obsidian Access to console@0BS [100)
“! Obsidian Dashboard
© Obsidian Access to dashboard @0BS [100)
=[] Obsidian Calculate
B ohp calculate_hist.php 1:1 1:2 [100)
ﬁ php calculate.php 1:1 1:2 [100)
Obsidian Webservice
$§ web 80 [100)
Obsidian Nagios
© Obsidian Generate report in nagios@OBS [100]
= = Obsidian obsidian database
$ Mysql Obsidian connection [100]
$ Mysql Obsidian Last Update [100)
Servidores e infraestructura
=) [ obsidian
B checkhost-alive [100)
Current Load [100)

different configuration options.

Propagacién de la capacidad Seleccione una...

It is a service comprised of a single
machine, Obsidian’s own appliance with
different types of monitors:

» Atinfrastructure level, with availability
and capacity metrics for the appliance

» At application level, with process level
monitors and database instance
monitors.

» User experience, with synthetic i LG
transactions to check that the Nagios Swap Usag (100
. Total Processes [100)
local server, the modeling console and § ss1(100)
the Obsidian dashboard are all working - Joblf ey
correctly Orpondenchs
* Service desk indicators ([dummy data e
for demo purposes) Correo electrénico
Virtualizacién
Web corporativa




3. SERVICE MODELING

EXAMPLE SERVICE: “0BSIDIAN MONITORING"

Once services have been modeled, the Obsidian calculation engine should " *erv’;caegsios
be restarted by selecting the following options: 2t [ Obsi¢— =
& Web , Start
Configuration = Operation = Obsidian Service > Restart =41 Advance s
% Upda
%% Force (%) Restart sions
£ Bqo Status
£ Impc
%% Update obsidian RPM files

BEFORE STARTING THE CALCULATION MOTOR ~ AFTER STARTING THE CALCULATION MOTOR

The monitors (leaf nodes) have no associated values The monitors obtain values from data sources

=& Monitorizacién Obsidian [100]100]] ] Monitorizacién Obsidian [100]70|89]

Procesos de negocio Procesos de negocio
¥ Subservicios TI ¥ Subservicios TI
=3 Comln =% Comin
=% Indicadores de service desk =¥ Indicadores de service desk
Incidencias abiertas Incidencias abiertas [100]
Incidencias cerradas Incidencias cerradas [100]
Backlog de incidencias Backlog de incidencias [100]
Backlog de incidencias fuera de SLA Backlog de incidencias fuera de SLA [100]
Tiempo medio de resolucidn de incidencias c. alta Tiempo medio de resolucién de incidencias c. alta [100]
Tiempo medio de resolucién de incidencias c. media Tiempo medio de resolucién de incidencias c. media [100]
Tiempo medio de resolucién de incidencias c. baja Tiempo medio de resolucién de incidencias c. baja [100]
T Backlog de incidencias < 70% del objetivo F] Backlog de incidencias < 70% del objetivo [95]
e Backlog de incidencias criticas < 70% del objetivo F] Backlog de incidencias criticas < 70% del objetivo [100]
T % de incidencias dentro de limites SPC %] % de incidencias dentro de limites SPC [94]
== Aplicaciones =12 Aplicaciones
&-EA Obsidian Console [=}- /= Obsidian Console
T > Obsidian Access to console@OBS © Obsidian Access to console@OBS [100]
=2 Obsidian Dashboard (=)= Obsidian Dashboard
 Obsidian Access to dashboard@OBS © Obsidian Access to dashboard@OBS [100]
= /2] Obsidian Calculate /=] Obsidian Calculate
EBE php calculate.php 1:1 1:2 php calculate.php 1:1 1:2 [100]
$ php calculate_hist.php 1:1 1:2 ¥ php calculate_hist.php 1:1 1:2 [100]
=20 Obsidian Webservice [=- = Obsidian Webservice
H Web 80 { web 80 [100]

[=}- /= Obsidian Nagios
© Obsidian Generate report in nagios@OBS [100]

[=-== Obsidian obsidian database
¥ Mysql obsidian connection [100]
¥ Mysql obsidian lastUpdate [100]
Servidores e infraestructura
|-|(W obsidian
i check-host-alive [100]

Current Load [100]

Current Users [100]

Root partition [100]

[=]- = Obsidian Nagios
> Obsidian Generate report in nagios@0OBS
[=-== Obsidian obsidian database
ng Mysgl obsidian connection
¥ Mysql obsidian lastUpdate
== Servidores e infraestructura
[=-|/® obsidian
$F check-host-alive
Current Load
Current Users

Root partition
2 Total processes [100]
Total processes Swap usage [70]
Swap usage -
= SSHp g i ssH[100]
B H HTTP[100]
+ HTTP

3 =« Dependencias
17 Dependencias



3. SERVICE MODELING

SERVIGE MODELING CONSOLE

CIS AND MONITORS PROVIDED BY MONITORING TOOLS

Example of the integration of Cls and monitors coming from monitoring tools with the model.

MODELADOR 0BSIDIAN

BUILDER

CALENDAR  MANTENIMIENTO

CONFIGURACION

MODELADO DE SERVICIOS

termet (100 o0
Procescs de megaco
W Subservicios TI

Example of a Cl and its

tree on the right. The

automatic.

associated monitors which
has been pulled from the

configuration of monitors is

RP
Contratacién

Corres electrénics - Exchange onpremises

< DETALLES -~
ATRIBUTOS DE MONITORIZACION

v Criticidad
MHerramienta origen Nagics.
10 Montor focaihost+ 2016
Max
M
arnng
oK
Positive Seleccione un.
Resuit
VIR
Q
(i vakor QUERY OK: ‘sekect connt{focha

Crtima actusizaciée 2017-04-10 14:00:10

Indicators show if the
webservice has any
recent values,

or has no
monitoring values.

INDICATORS PROVIDED BY SERVICE DESK TOOLS

Example of the integration of indicators from service desk tools with the model.

MODELADOR OBSIDIAN  NAGIOS BUILDER

CIS Y SONDAS DISPONIBLES
Nagios local

FreeSRerageSpace
MySQL: Connections: Maxd
MySQL: Comnections: Tetal |

DiskQueveDepth J

Cls and monitors used in
more than one service. For
design reasons, it should
be avoided.

T roracb1:112

§ Myl mailable [
Aoache Web Server CRM |

H20ACNEDS

N

Orupal
Orupas

Orupy

Available Cls and monitors
that have been used
previously in a service
model are shown in grey.

Orupal - ZIOACMEDS
ZIACHER
ZI0ACHED?
ZIOACMED
ZIVATMEDS
ZIOACMEOS
ZIOACMED?
2I0ACME0S
ZIACMECRMOB01

@ 8 TanarMecomarrn
Dependencias.

Nagios

Indicators (BSM Webservice)
Easyvista CMDB

CAl MANTENIMIENTO

CONFIGURACION

MODELADO DE SERVICIOS

Monitorizacién Obsidian

Procesos de negoco
W Subservicios T
= 2 Comin
< B Indcadares de service desk

YeBack incdencies en SUA [100]

- ...

Example of a set of
service desk KPIs that
has been pulled from
the tree on the right.

Configuration of the
KPIs is automatic.

Correo electrénico - Exchange onpremises

< DETALLES ~

ATRIBUTOS DE MONITORIZACION
v Critcidad

Herramienta origen

1D Monitor

Max 100

Mn

Warning s0

oK )
Positive Fesitive
Resut

VIR

F1Q

Umimo valor nn

2017-04-10 18:34:53

Indicators show if KPIs
have recent values,
values from

or have no
values, for the service
being modeled.

CIS Y SONDAS DISPONIBLES
Indicators (BSM Webservice)

= espisa

Acoeso remato 3pHaCOnes
3 sereces

Bases de Datos
Comparticion de aechivs
Cerreo electronico
Directorio actvo

Fuewd

Gestien de nombees de intermet
Gestidn documents
Intranet

(222 2 2 2 2 2 2 2 )

WNincdencias en resclucion (
Wlncdencias ro escaladas (O,

~ DJ
7] WBackog incdencias en SUA (

o W Vietwsizacin
5 P Virtuskzacion HyperV

P Virtuskzacion VMWwe

Service desk indicators
provided by the service
desk tool for the
webservice.




3. SERVICE MODELING

TYPES OF NODES

The types of nodes available in the model are The standard node subtypes available in the model
the following: are the following:

, * Infrastructure element
* |T Service o
_ * Generic infrastructure element
* |T Subservice

, * Device
» Business process Clust
. uster
* Infrastructure element c
* Server

» Application

» Dependency * Application

* Application

The first three types allow aggregated indicators « Database

and impact rules to be shown to different levels

of granularity, using monitors associated with * Dependency

the remaining types of nodes or their own « Dependency with no impact
monitors. * Major dependency

All nodes represented in the model must * Minor dependency
correspond to Cls from the service architecture

which are relevant to the aggregate calculation B 1T Service

of availability, capacity or service level services. W IT Subservie

Business process

= Infrastructure » )
fH Infrastructure

=) Application » o
= evice
«) Dependencies »
Add node as child @8 Custer
|
Add node after |L [® server
Delete node
[E] IT Service
Cut node W IT Subservice
Paste node Business process
Export monitor configuration B Infrastructure ’
= Application > = ey
Export monitor data for simulation 2| Application
) Dependencies > —
Set type N ks = Database
ype...
IT Service
Set monitors... ’ o )
IT Subservice [ IT Service
Set availability propagation... ’ Busi W IT Subservice l
usiness process
Set capacity propagation... » F R Business process
Infrastructure | B Infrastructure N
Set service desk propagation... » v
Application | ) Application >
Schedule maintenance o .
) Depend >
Dependencies v dip Dependencies () Dependencies

&

g Minor Dependency

Major Dependency




3. SERVICE MODELING

TYPES OF MONITORS

Any of the model nodes can be associated to the Since ISO 20000 processes are used as a base,

following types of monitors: the model focuses on the calculation of
aggregated availability and aggregated capacity
for each service.

Monitor

* Generic monitor, undefined

- Availability monitor i % Morstor
. Capacity monitor © Synthetic Transaction g Availability
* Synthetic transaction i ot @ Capacity
[¥] Service Desk

* Generic indicator

Service desk indicator

Analysis should be done to determine whether

[3 Add node as child . . .
S e s other dimensions of aggregated analysis
D3 Delee node should be considered:
[3 Cutnode
[ Paste node
=] Export monitor configuration * Pe rfO rmance
= Export monitor data for simulation . .
* Information security
Set type... »
) Set monitors... > > Monitor R i Y R | S k
“1: Setavailability propagation... » R ) ) Monitor
Ve Satcopacly propegetion.. , © Synthetic Transaction g Availability . C O St
| Indicator
“t:  Set service desk propagation... > ) Copadity . .
. (%) Servie Desk  Business impact
#£& Schedule maintenance
+ Etc.

At present, those other dimensions may be
included as part of the analysis, provided that
they are linked to the availability or capacity
calculation.




3. SERVICE MODELING

AVAILABLE FEATURES FOR SERVIGE MODELING

Accessible via the shortcut node menu: % Add node as child
* Add node as child 5  Delete node
* Add node % Cut node

4 Paste node

e Delete node
Load default structure

* Cut node Restore deleted structure

» Paste node == Download Tree XML

« Load default IT service structure S Import Tree XML

. Export monitor configuration
» Restore default IT service structure

Export monitor data for simulation

* Download Tree XML

Set availability propagation... 4
* Import Tree XML “1. Set capacity propagation... 3
« Export monitor configuration “s Setservice desk propagation... ’

. . . Schedule maintenance
» Export monitor data for simulation

Set calendar
» Set availability propagation criteria . »
Update monitor definitions

* Set capacity propagation criteria Force update monitor definitions

S o 808

* Set service desk propagation criteria Force service calculation

» Schedule maintenance/scheduled service break
+ Setcalendar

* Update monitor definitions

* Force update monitor definitions

» Force service calculation

* Drag & drop between nodes of the same tree

* Drag & drop between nodes of different trees

* Implementation of changes to all elements of a
multiple selection.




3. SERVICE MODELING

MODELING CRITERIA

DEFAULT SERVICE STRUCTURE

The default service structure can be loaded via the The default structure is made up of the following
shortcut: nodes in the modeling tree:
= Servicio TI [100/100/100]
[ Add node as child :
Procesos de negocio

[3 Delete node ﬁ Sistemas TI

B Qtnode W Subservicios TI

[ Paste node = ﬁ Comin

25 Load default structure T} Indicadores de service desk

55 Restore deleted structure ; Aplicaciones

o2 Download Tree XML 2 servidores e infraestructura

o2 Tmport Tree XML ) Dependencias

Organizacion [T Cliente

Business PrOCESSES |sersrsrsrssssasarasasarararanasananannnss @ @

Contrato BLA

u
UC Soporte Infraestructt ACME SLA - IT Services

C
Infraestructura
i
e

Servicios Tl relacionados

Servicio de infraestructura Servicio de Tl

Firewalling y VPN - Dublin Servicio de infraestructura

Dependenc|es ------------------ —7

Virtualizacion - Dublin [

Subservicio ‘ ‘
T SUbSErvices  kersssssssssssssmmsmmssmssssnsssessnees ; ﬁ *
Sistema
|T SyStemS ............................................ g

Software

Base de datos

App“cations ......................................... T

Gestor de bases de dau%s

Agrupacion logica

Agrupacion l6gica

Servidor

Servidor virtual

B2 = =

infrastructure

|
Sewidorfisico e | }




3. SERVICE MODELING

MODELING CRITERIA

RECOMMENDATIONS

* All model nodes -which are not monitors- should be included in the service diagram.

« The model does not need to reflect dependencies as “parent-child” relationships between
applications and servers that contain them, as it is not relevant for the calculation.

BBDD Web

=[] BBDD Web
Procesos de negocio
¥ Subservicios TI

1

B Comin
7 Indicadores de service desk

[=)- /= Aplicaciones

= Samba - Web

= MySQL-Web
=-F Servidores e infraestructura
[® Z30ACMEDBO1
<A Dependencias

Software

Base de datos

Gestor dd bases de datos

Agrupacion |ogica

Agrupacidn loégica

Servidor

Servidor|virtual

Servidor fisico

R

« The elements identified in the service diagram for each ‘Subservice” will be modeled as
components of an independent service

Servicio de base de datos

= Servicio de base de datos
Procesos de negocio
=3 Subservicios TI

) BBDD Web
= Comin

7 Indicadores de service desk
= Aplicaciones
£ Servidores e infraestructura
[=l-¢) Dependencias
0 Firewalling y VPN - Dublin
) LAN - Dublin

A Virtualizacién - Dublin

’ ) BBDD Aplicaciones } ...............................................................

BBDD Aplicaciones

(=[] BBDD Aplicaciones
Procesos de negocio
- Sistemas TI
=% BBDD MS SQL Server
Procesos de negocio
=- 7 Comin
1 Indicadores de service desk
=-[2] Aplicaciones
= MS SQL Server 2008 R2
=-E Servidores e infraestructura
[ vso4sqLo3
¢ Dependencias
7% BBDD Orade
% Subservicios TI
# Comin

Nl
Lo

=
¥ Indicadores de service desk
= Aplicaciones
=] Servidores e infraestructura
o ;
) Dependencias




3. SERVICE MODELING

MODELING CRITERIA

RECOMMENDATIONS

* The elements identified in the service diagram for each ‘System’ will be modeled within the ‘IT
Systems’ node. In this way, this node will become a model sub-tree within the main service, with its
own default modeling structure.

BBDD Aplicaciones v

[l BBDD Aplicaciones
Procesos de negocio
=P Sistemas TI
7 BBDD MS SQL Server
=] * BBDD Oracle sssssssssssssssssssssssssssssnnnns
Procesos de negocio
=- P Comin
5 Indicadores de service desk
=2 Aplicaciones
= Oracle 10g
== Servidores e infraestructura
[=-[® CLT_ORA_BD
[® vs040RA02
[® vso40RAO1
*Q‘ Dependencias
W Subservicios T
=-# Comin
8 Indicadores de service desk
= Aplicaciones
[ servidores e infraestructura

&) Dependencias

» Both physical services and virtual services will be modeled within the “Servers and infrastructure”
node without considering its type.

* Inthe "Dependencies” node, all services that impact the service model in a major or minor way will be
pulled.

* Only IT Services and IT Subservices identified in the service diagrams will be modeled.




3. SERVICE MODELING

PROPAGATION OF CRITICALITY RULES

For both availability and capacity, each node may

have a different propagation of criticality rule.

Add node as child

3 Add node after

Delete node

[3 Cutnode “ts Fixed
Paste node “ts Best child
Export monitor configuration "t Worst child

! Export monitor data for simulation “ts Simple redundancy

7 Set type... » “}+ Forewarned redundancy

Set monitors... » "t Linear cumulative
Set availability propagation... » “t+ Exponential cumulative
Set capacity propagation... » "+ Weighted cumulative
Set service desk propagation... » '

Schedule maintenance |

DEFAULT PROPAGATION RULES

Fixed: propagates a fixed value, without
considering its child components
= () Fixed

Best child: propagates the value of the best
child
= () Best child
Child 1
@ child2
@ Child3

Worst child: propagates the value of the worst
child

= @ Worst child
Child 1
@ Cchild2
@ Child3
Simple redundancy: returns the best value from
the inner nodes
= () Simple redundancy
@ Child 1
@ Child2
@ Child3

Forewarned redundancy: returns the best value
from the inner nodes, but lowering its value

= Forewarned redundancy
@ Child1
@ child2
@ Child3

Linear cumulative
Exponential cumulative
Weighted cumulative

= Custom
@ child1
@ child2
Child 3
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4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

MAIN SERVICE INDICATORS

For each service, a real-time calculation of the Four values are shown for each indicator:
most important aggregated indicators is

provided: * Real-time value and area it corresponds to

* Service availability » Average daily value

« Service capacity * Trend line

 Last 12 monthly values (default]
* Quality of attention received by users

(service desk] » Last 30 daily values

» Last 24 daily values
* And, as a calculation of the above, numeric
quantification of service level.

Area that the real-time

value belongs to
(adequate, , alert)

Black hand: real-time
value

Grey hand: Average
daily value

Last 12 monthly values,

showing , last,
maximum and minimum




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

MAIN SERVICE INDICATORS

For each service, a real-time calculation of the Four values are shown for each indicator:
most important aggregated indicators is

provided: * Real-time value and area it corresponds to

* Service availability » Average daily value

« Service capacity + Trend line
 Last 12 monthly values (default]

* Quality of attention received by users

(service desk] » Last 30 daily values

» Last 24 daily values
* And, as a calculation of the above, numeric

quantification of service level.

Example of how An unavailability means more
occasional unavailability service desk calls and a lower
can affect daily averages customer service ratio

Nombre del servicio

—e

.;'. Disponibilidad Capacidad “x‘ Service Desk Nivel de servicio
Example of Example of a worrying The average daily value
unavailability in the 4th trend despite there is at its lowest level for

month of a series being no alerts the year




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

MODEL CORRESPONDENGE—> DASHBOARD
INDICATORS

The values calculated in the model tree at node root level, correspond to service level aggregated

indicators.
- - - - -
Monitorizacion Obsidian (i )
40 50 60 40 50 g 40 50 6o 40 50 g0
30 70 30 " 70 30 70 30 70
20 80 20 80 20 80 20 80
10 90 10 90 10 90 10 )
0 o 100 0 o 100 0 ° =% 100 0 ° =8 100

0[100]100] 100 [688]59] 100 A_A_ 4100 [218]92]

H
[=]
oi
—p>

Service Desk Nivel de servicio

[=Y

Disponibilid

MODELADO DE SERVICIOS DETALLES ~ CIS Y SONDAS DISPONIBLES >
ATRIBUTOS DE PROPAGACION Nagios ‘v
Monitorizacién Obsidian Criticidad server
Monitorizacién Obsidian [100]100]100) Propagacion de la disponibilidad ~ Seleccione una... ; 5 N Nogios
Procesos de negocio Propagacién de la capacidad Seleccione una... ¢ + [ amsterdam.obsidiansoft.com
W Subservicios TI . " + [® california.obsidiansoft.com
5 % Comdn Propagacién del service desk  Seleccione una... : 5. e
M Indicadores de service desk : B
= |1 Aplicaciones
=151 Obsidian Console

© Obsidian Access to console@0BS [100]
=11 Obsidian Dashboard

© Obsidian Access to dashboard@08S [100)
=11 Obsidian Calculate

g php calculate_hist.php 1:1 1:2 [100)

¥ ohp calculate.php 1:1 1:2 [100)

R




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

DEFINING DASHBOARDS

You can create as many dashboards as you like. DASHBOARD SHURTBUTS

Each is accesible by using its name as a

parameter: Dashboards are also accessible from the

menu once advanced setup has been

http://.../obsidian/dashboard/?view=operational ,
configurated

Default configuration includes the following " 60 o
dashboards: operational \bo
* Operational dashboard tactical jdad
. strategic
» Tactical dashboard
servicedesk
* Strategic dashboard datacenter %
)\ 80
. - capacity "‘;b
» Service specific dashboard example %\ 90
(Obsidian MOﬂItOFIﬂg service] Dashboard | operational a = Ultima actualizacion: 13:4§

* Process specific dashboard example
(Capacity)

Dashboards can also be accessed using
shortcuts in the main menu

i
; ; 1

i DASHBOARD OPERATIVO DASHBOARD TACTICO DASHBOARD ESTRATEGICO :

H Dashboard de indicadores para técnicos Dashboard de indicadores para responsables Dashboard de indicadores para la direcciér -

I de servicio I

i i

' i

i

i i

: :

i i

: M——— :

i

1 1

: OBSIDIAN MOBILE DASHBOARD DE CAPACIDAD : INFORMES

H Dashboard para smartphones (i0S, Android, Dashboard de indicadores d de | Generacién automatica de informes de

1 etc) gestion de ¢ ad ! provisién de servicios

1 1

i i

i

1 1

: :

1 1

CONSOLA OBSIDIAN SETUP HISTORICO

Consola de medelado de servicios 1SO 20000 Asistente de configuracién general Correccién de valores histéricos de s

as

Obsidian 1.18 ©2017




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

STRUCTURE OF DEFAULT DASHBOARDS

MODELADO DE SERVICIOS < DETALLES

This section shows the default design for
all main Obsidian dashboards:

Configuration v
Sa
=41 Configuration files .

Obsidian Calculation Engine

. . o . .
1 ; Obsidian config files v. 2.01
* Dashboards are organised in tabs & Ovsiden Caciation Engine - Tempae 2 '
¢ Obsidian Console PRI . ottt et ol iy
. . . ¢’ Obsidian Dashboard 4 Dashboard definition
« Tabs are organised in sections (rows] & Obsidon Dashboar Views e e
& Obsidian Dashboard.KPls - [operational]
1 . 7 tabServiceswy
. & Obsidian Data 8 tobServicedesken
* And sections are made up of elements & Ovsidan Mabdle 9 group_naps=y
& Obsidian Output 10 tabDependencies=y
& Obsidian Simulation 1 tabInfrastructuresy
5 . P 12 group_events=y
& Obsidian Web Service 13 tabEvents=y
441 Nagios Builder 14 tabEvents_2=y
+ 1Y Negios Builder templates 15  tabUserExpEuropesy
+1 41 Authentication 16 tabServicereport=n
5 |Y Language files 17 enNotifySeviceChangesy
18 enNotifyNewAlertwy
. . T 19 enNotifyData2textwy
This is the definition of default dashboards: 20 endblescrol Tabborey
21
22 + [tactical)
23  tabMetrics_bsmey
24 taobMetrics_trans_bsmmy
25
26 ~ [strategic])
27 tabDependencies2=y
28 tabUserExpiorldsy
29 tablTBalancedScorecardsy
30 tabUserExpESPT=n
31
32 ~ [copacity]
33 tabMetricsCapacitymy
34 tabMetricsCapacity3my
35 tabMetricsCapacity2en
36 tabServicereporten
37
38 + [hist)
39 tabStatisticslay
40 tabStatisticsZay
41 tobHist=y
42 tobHistlmy
43  tablog=y
44
45
46
47
Operation IN 48




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

TAB DEFINITION - ORGANIZATION OF ELEMENTS

Each dashboard can have as many tabs as desired

Each tab is shown in a 4x3 grid space (without scroll] or 4xX [with scroll)

On Full HD or higher resolution screens, two 4xX columns will be shown.

If the number of services is more than 8, automatic rotation of services can be configured.




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

TAB DEFINITION - TYPES OF ELEMENTS

Despite the grid displaying 4 elements per row, it

Is also possible to show 1, 2 or 3 elements per A e e ¥
row. ENEKE&QE |
T T PR SR
- { |

—————————————————————————————————————————————

e o e e o o

Many different types of elements can be used to
represent the indicators. prTTTTT s oo R 1
- = -

—————————————————————————————————————————————

]
H Procense (85 1
| Ejemplo de inﬁqon- de capacidad |

@

----------------------------------------------

______________________________________________

The same metrics and indicators can be _

visualized in multiple ways. In the following — 2 .
figure, the data shown in all three rows is the s u; M A
A




4. DEFINING DASHBOARDS, DISPLAYS AND METRICS

TAB DEFINITION - DEFAULT PATTERNS

Nimero de usuarios conectados

Default patterns usually will have 0, 1 or 2
metrics + progress chart (automatic update

every X minutes) N I? e

Combination of a service indicator row + specific
service metrics rows

Parsing one same metric, various values and the

maximum reference value can be extracted User experience - Transaccionas sintétcas




DIFFERENT WAYS OF DEFINING THE SAME METRICS

The three rows shown in the
following figure represent the
same data, with different
visual presentations.

Indicator thresholds have not
been defined.

The same data shown with
custom thresholds
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5. CONFIGURATION AND ADMINISTRATION

REFERENGE MANUAL

Obsidian’s technical documentation includes a complete reference manual,
how-to's for more common activities and REST AP| documentation.

REFERENCE MANUAL REST AP DOCUMENTATION

Obsidian v2.0 Reference Manual

Dewcrpton penss s
Required
1. Dashboards Settings Reference — ‘
...... ‘
—
Required
O | et T R e
. Save
-
. @@ Oes
1.1. Views
.......
Requred
o npsry ©
tibtfeastrt what 10 show o
L i et Regquired
: ,,,,,,,
o
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6. INTEGRATION WITH DATA SOURCES

INTEGRATION MECHANISMS

- . . - Obsidian v2.0 Integration Manual
Primarily there are two integration .

mechanisms:

* Active integration:

« Via Obsidian's active access to databases 1. Active Inbound Integration
or the tool's web services.

» Suitable for tools that provide data for
numerous monitors and raw data, such as
monitoring tools. A

1.1. Abstractintegrator

* Passive integration:

* By sending indicators to the Obsidian Web
Service.
» Suitable for service desk tools and other

tools that occasionally send data or
processed metrics.

NUTE Description
Documentation on integration with data sources

is included as part of Obsidian’s technical
documentation and is not included in this user F—

manual.
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1. SIMULATION SCENARIOS

CONFIGURATION OF SIMULATION SGENARIOS

Simulation scenarios can be
activated from the Obsidian
appliance main menu, once
demo data has been loaded.

In addition to default
simulation scenarios, which
are used for demos and
training, it's also possible to
define your own simulation
scenarios, simulating any
unavailability or service level
alert, Cl or monitor.

= -
— —
) DASHBOARD OPERATIVO DASHBOARD TACTICO DASHBOARD ESTRATEGICO
T h ere are 3 d efa u lt scenarios enbeard e ndcadores para enlee = Jrinbosrdde ndicsderespara o dreccen
which you will see in the
fOLlOWi ng pag eS. OBSIDIAN MOBILE DASHBOARD DE CAPACIDAD INFORMES
The last scenario marked T ORI i
with a sun shows normal
performance without any
active simulation scenario.
= )
— R




1. SIMULATION SCENARIOS

SCENARIQ 1- MULTIPLE ALERTS

There are multiple alerts in the service
infrastructure. However, they don't affect
the services, which remain at an adequate
service level.

OBJECTIVES

Show how availability management based on
infrastructure alerts does not always show a
realistic overview of services.

SCENARIO ACTIVATION

Scenarios are activated from the main menu:

1. Load the ﬁ simulation scenario in the
appliance main menu.

2. Access the Strategic dashboard (Business
view)

3. Access the Operational dashboard
(Technical view)

KEY POINTS

* There are various services with alerts

* However, none of them are causing impact
at service level




1. SIMULATION SCENARIOS

SCENARIQ 2 - FIREWALL DISABLED

The Dublin datacentre firewalls have been Ch
reconfigured and an error has occurred TN
meaning that traffic is being redirected, ; N )
impeding the correct external routing. ¢ L (> = g
V%\\'.' R T % s
\ < A \ \
(-
OBJECTIVES EN 2
Show how an element’s unavailability causes \

the unavailability of a service and how that
affects many dependant services.

SCENARIO ACTIVATION \ :

The scenario is activated from the main menu: \ . R d
\ R \
1. Load the & simulation scenario in the E 3 { R
appliance main menu : p \
\
Q \
2. Access the Strategic dashboard \ N
(Business view) \

3. Access the Operational dashboard
(Technical view)

~
' N
§ ' N &
KEY POINTS o Il S
5 ¥y P N Q S
* There are multiple impacted services R " § ¢ R » N
* However, only one service is affected, iE}g'i : L § ‘ % 5 § O F
which is the “firewalling and Dublin VPN v L e 5 2 "ag% o
L - 8 N
* And from this service, only the firewall is : > N Ry Ry E: R \

down i 3 R




1. SIMULATION SCENARIOS

SCENARIQ 3 - PRO-ACTIVE CAPACITY MANAGEMENT

The Dublin datacentre firewalls have been
reconfigured and an error has occurred
meaning that traffic is being redirected
impeding the correct external routing.

OBJECTIVES

Show how an element’s unavailability causes
the unavailability of a service and how that
affects many dependant services.

SCENARIO ACTIVATION

The scenario is activated from the main menu:

1. Load the ;f simulation scenario in the
appliance main menu

2. Access the Strategic dashboard
(Business view)

3. Access the Operational dashboard
(Technical view)

KEY POINTS

* The webs have a minor capacity problem

* Atatechnical level, the only affected
service is the “Tomcat” service

* And from this service, various machines
from the “Tomcat” cluster have
performance problems.

\ \
\ : \ N
. N A )
- 4 \
\
-
\
\ ~ N
\
.
N -
L
\
\ / &, . ;
. . X L .
\ & 4 \ !
. ~ N N
. -
“
<
5 ‘h\\\\
§ 8 - . N
§ § & N
%E - X > EEE EE
W Y X Ny *‘rﬁﬁ ﬁé
U R Vo W &
Yo w9,
X L s
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8. 0BSIDIAN ARCHITECTURE

0BSIDIAN ARCHITECTURE

SERVICE MODELING

Console for service modeling

MONITORING INPUT

Connectors (SCOM, Nagios, Zabbix, etc.)

Real-time input interface (web service)

SERVICE DESK INPUT

Web service for service desk input

MANUAL INPUT

Module for manual data inputting

CALCULATION MOTOR

Internal representation of the model

Real-time calculation

MANAGEMENT OF HISTORICAL DATA

Calculation of historical data/statistics

Storage of historical data/statistics

ALERT AND NOTIFICATION MANAGEMENT

Correlation of variables and Bl

Management of alerts and notifications

MONITORING DATA OUTPUT

Real-time output interface (web service)

Historical data output interface
(web service)

DASHBOARDS

Standard Mobile TV

ADVANCED TOOLS

Data2Text
Simulation of continuity scenarios

Obsidian Analytics




&

'

OBSIDINN

BUSINESS SERVICE INTELLIGENCE

www.obsidiansoft.com

Madrid
C/General Martinez Campos, 44 - 28010 - Madrid
Tel: +34 91 781 09 57

@ @bsidian Soft

o obsidiansoftware

o @ Obsidian_Soft



