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SLA Performance Scoreboard

Overview The breadth of data sources is limited 
only by the scope of the monitored 
domain.  While typical data sources 
include helpdesk, network monitors, 
application monitors, et al, 

  How it works

ScoreBoard can also tap other non-IT 
data sources such as business 
metrics, financial data, and office and
                                    production
                                    devices.

  Benefits

.Provides a simple, centralized 
  approach for managing service
  levels.

.Simplifies relationship management
  tasks for IT service delivery
  managers.

.Provides early warning alerts for
  immediate attention.

.Can surface complex problems that
  can only be revealed through
  correlation of data from multiple
  point tools.

.Improved custome relationship...can
  be used by both IT and business
  users, so both service provider and
  service user are working from the
  same set of metrics.

.Allows quicker problem
  determination and reduces time for
  correction action.

ScoreBoard is for those companies 
that care intensely about quality of 
service delivery and have critical 
service level 
objectives to 
meet. When 
implemented 
it operates as a 
high-level 
manager 
of managers that 
integrates all 
connected data 
sources for 
purposes of 
correlation, performance tracking, 
event monitoring, and reporting and 
analysis. In can also be used to feed 
business scorecards.

ScoreBoard is a linchpin for systems 
management environments. It 
interfaces with tactical point tools 
(data sources) and retrieves 
information relevant to the 
performance of critical business and 
IT objectives.
And, it does 
it in real-time 
so both 
operational 
and strategic 
decision-
making
can be 
supported. 
All results are 
displayed 
graphically as 
they occur in a dashboard format 
designed with end-users in mind.

 

ScoreBoard can also include end-
user opinions.  So, while the 
correlation of underlying point tool 
data and SLA objectives reveals one 
story, the true end-user opinion can 
also be learned in a side by side 
display.  This provides greater 
sensitivity to the business 
requirements and can also be used to 
recalibrate service level objectives.

                                    ScoreBoard
                                    acts as a
                                    manager of
                                    managers,
                                    collecting event
                                    data from
different point tools.  Events and other 
relevant information are filtered and 
stored in a central repository.The 
information is constantly examined 
and correlated within the parameters 
of the business rules established for
                                 service level
                                 management.
                                 When 
                                 performance
                                 objectives are in
                                 jeopardy visual
                                 alerts will appear
                                 that signal status
                                 of conditions.  A 
                                 visual alert can
                                 be examined
                                 through a drill-
down technique that reveals the 
problem and, at the lowest level of 
drill-down, shows the point tool data 
that correlates with the problem. 

......
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Features

.Data can be collected from any point
  tool using ScoreBoard data
  collectors.

.ScoreBoard data collectors can
  operate one-off from point tool in
  shared extract DB, or can directly
  link through ODBC or point tool API.

.Allows preemptive corrections...this
  reduces the number of service level
  misses and increases the overall
  service level performance.

.Business rules for alerts are based
  upon Service Level Agreements,
  which are much closer to the
  language of end-users than
  thresholds and triggers used by
  point tools.

.Graphs are produced for application
  response time.

.Supports both Netscape and
  Internet Explorer for user interface.

.Can customize views for different
  user populations.

Requirements

Software: Win2K, IIS, MS SQL (or 
compatible relational DB), 
Netscape/IE, Crystal

Hardware: Minimum 1 server 
connected through TCP/IP

.ScoreBoard data collectors are
  available for a limited number of
  point tools, such as Remedy and
  Topaz.  Our data collector toolkit can
  be used to quickly customize
  collectors for all other point tools in
  your environment.

Base price (cost for required 
hardware and software platform not 
included)

ScoreBoard Management Server: 
$55,000
ScoreBoard Dashboard: $15,000
ScoreBoard Data Collectors: $10,000 
- 15,000 each
based upon complexity

Services (fees vary based upon 
scope and scale)

Implementation of Business Rules
Customization of Data Collectors
SLA consulting
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