
Understand telecommunications service quality from the customer’s perspective

IBM Tivoli Netcool Service Quality Manager

Highlights

	 Monitor	and	improve	the	quality	of	

each	customer	experience,	resulting	

in	more	effective	customer	care	and	

increased	customer	satisfaction

	 Respond	to	network	issues	based	

on	corporate	directives	such	as	

revenue,	profitability,	service	and	

customer	impact

	 Provide	product	differentiation		

to	your	enterprise	sales	team		

by	offering	guaranteed	SLAs	

to	attract	and	retain	high-value	

enterprise	customers

	 Enable	the	successful,	rapid	

introduction	of	new	services	that		

you	can	offer	with	confidence	in		

their	service	quality

Telecommunications operators, seeking 

to grow and increase profitability, look 

for ways to control costs, reduce churn, 

improve revenue per user and grow the 

overall subscriber base. These goals 

must be accomplished against a back-

ground of spiraling network complexity, 

increased competition, service prolifera-

tion, demanding customer expectations 

and ongoing convergence.

The key to addressing these challenges 

is understanding the customer experi-

ence. Insights into the real customer 

experience can help you keep high-

value subscribers, create and launch 

new services, and optimize existing 

services. Traditionally, however, service 

management tools have not provided the 

end-to-end visibility of the service quality 

needed to improve that experience.

In contrast, IBM Tivoli® Netcool® 

Service Quality Manager enables 

you to see your service through the 

customer’s eyes and thus helps you 

deliver high-quality service. With a 

real-time, end-to-end view, you can 

verify that each service (including 

voice, video, e-mail, Voice over 

IP [VoIP], i-mode, online gaming, 

virtual private network [VPN], IP-TV, 

DSL, Metro-Ethernet and more) is 

functioning correctly and within the 

expected bounds. To help you manage 

services for each subscriber group 

on the network, Tivoli Netcool Service 

Quality Manager works through a wide 

variety of delivery technologies, such 

as the following:

•	 Global System for Mobile (GSM) 	

communications

•	 General Packet Radio Services (GPRS)

•	 Third-generation (3G) wireless technologies

•	 Digital Subscriber Line (DSL)

•	 WiMAX/WiFi networks

•	 Many more

Tivoli Netcool Service Quality Manager 

combines service quality management 

(SQM) and service level agreement 

http://www.ibm.com/us
http://www.ibm.com/tivoli
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Tivoli Netcool Service Quality Manager augments performance and fault management systems by 
leveraging data from other network and non-network sources, giving you the visibility needed to 
deliver high-quality services.

(SLA) management into one solution, 

designed specifically to manage and 

improve service quality despite the 

complexities of today’s telecommuni-

cation networks. 

Enable diverse business units to leverage 

customer-centric service quality information

Tivoli Netcool Service Quality Manager 

allows you to integrate various teams 

throughout your enterprise. Each team 

can make use of relevant information 

about service quality — provided in a 

variety of formats supporting different 

business functions:

•	 Senior	management	can	see	qualitatively	and	

quantitatively	how	well	the	business	serves	

customers.

•	 Network	operations	and	engineering	can	priori-

tize	customer-impacting	service	degradations	

while	also	being	able	to	view	how	network	

improvements	impact	delivered	service	quality.

•	 Customer	care	can	verify	customer	complaints	

and	use	impact	analysis	tools	to	prioritize		

problems	that	have	the	greatest	impact	on	

customers	and	revenues.

•	 Product	management	can	see	at	a	glance	how	

their	products	perform.

•	 Corporate	sales	teams	can	offer	SLAs	to		

high-value	enterprise	customers	to	differentiate	

your	business	offerings.

•	 Third-party	suppliers	such	as	content		

providers	can	have	visibility	into	the	quality		

of	service	delivery.

Tivoli Netcool Service Quality Manager within the OSS environment

Tivoli Netcool Service Quality Manager covers every technology, every service — end to end
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By integrating these diverse efforts, 

Tivoli Netcool Service Quality Manager 

helps you operate efficiently and 

achieve a sharpened focus on customer 

service quality, in the context of your 

overall business management priorities.

Manage customers’ SLAs

Tivoli Netcool Service Quality Manager 

enables management of the service 

quality delivered to your most profitable 

customers through the monitoring of 

customer SLAs. More and more services 

(for example, BlackBerry) are becoming 

critical to the day-to-day business  

of customers. Consequently, for  

service providers to attract and retain 

enterprise customers, you must be able 

to measure both service quality and 

prove compliance with SLAs at a very 

granular level. It is not enough to deliver 

an aggregate view of service quality; 

your customers want to know the service 

levels they receive for each individual 

service their businesses rely on.
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To address requirements such as these, 

Tivoli Netcool Service Quality Manager 

tightly couples SLA management with 

SQM. Whether using quality thresholds 

established by your organization or 

by your customers, you can map and 

manage service performance levels 

to SLAs. Even the performance of 

third-party service providers can be 

measured against SLAs.

By integrating SLA management and 

SQM, you can minimize errors while 

constructing new SLAs and test them 

prior to deployment. Additionally, you 

can more easily develop internal SLAs, 

allowing internal targets for service 

quality to be monitored and enforced.

When potential SLA violations may 

occur, Tivoli Netcool Service Quality 

Manager can raise alarms in real time. 

Multiple thresholds can be set for an 

SLA; for example, one might be based 

on the severity of the impact and 

another on the time of day in which a 

problem occurs. Using these thresholds 

and monitoring information to trigger 

alarms, Tivoli Netcool Service Quality 

Manager helps your organization move 

proactively to maintain customer rela-

tionships and mitigate revenue impacts. 

It also enables targeted notification 

to relay service quality issues to the 

responsible parties in the organizations, 

thereby expediting problem resolution.

Identify high-priority problems quickly  

and accurately

Intelligent key quality indicators (KQIs) 

in Tivoli Netcool Service Quality 

Manager provide essential insights into 

customer-perceived quality issues and 

help identify network problems that 

affect customers. Users can build KQIs 

that draw data from multiple sources —  

based on metadata from network 

resources and data from other  

systems — and assemble it into useful 

information your organization can 

act on. The quantitative service and 

diagnostic measurements of Tivoli 

Netcool Service Quality Manager KQIs 

match industry standards such as the 

TMForum WSMT Handbook method-

ology (GB923) and TMF GB917  

SLA Handbook.

Note that KQIs can draw on new 

or existing data sources as well as 

multiple network and non-network 

sources, including performance 

management systems, third-party 

service probes and testers, customer 

relationship management (CRM) 

systems, billing and many more. 

This flexibility is important because 

performance measurements are ideal 

for improving network performance 

such as dropped call rates, load and 

other metrics, but not for determining 

the quality of the service or customers’ 

experience with the network. Customers 

perceive performance as being inad-

equate whether the problem resides 

in an unreliable network or delays in 

resolving problems. An end-to-end 

understanding of network performance 

and service quality can help your busi-

ness adopt the customer’s view when 

assessing service quality.

From your organization’s perspective, 

your priorities may shift according to 

spikes in particular geographic areas 

or in particular services. With Tivoli 

Netcool Service Quality Manager, you 

can dynamically adapt to changing 

conditions and priorities to optimize 

service quality restoration.

Because you don’t want to overwhelm 

operations staff with large quantities of 

underlying data that can actually make 

it more difficult to concentrate on the 

most important problems, Tivoli Netcool 

Service Quality Manager offers a top-

level view that highlights important 

problems that cause the most problems 

for customers. From the high-level 

metric, users can drill down into the 

cause of the problem and perform  

root-cause analysis.
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Obtain a more complete picture of service 

performance by using open architecture

First-class service quality manage-

ment depends on drawing data from 

sources throughout your network and 

enterprise. The more an SQM solution 

integrates with your existing and future 

systems, the more complete the picture 

of service performance it can deliver. 

Tivoli Netcool Service Quality Manager 

uses open application programming 

interfaces (APIs) that conform to 

industry standards such as J2EE™, 

OSS/J and 3GPP. The scalable plat-

form not only integrates with current 

systems but also supports your evolu-

tion to 3G/4G and all-IP networks. As 

a result, it helps minimize the cost of 

synthesizing data and simultaneously 

maximize the comprehensiveness of 

your service monitoring efforts.

Furthermore, Tivoli Netcool Service 

Quality Manager can deliver network 

and service intelligence to customer 

and business management systems 

that require it, in ways that these 

systems can use.

Quickly map services to architecture

One of the biggest challenges in 

service quality management is service 

modeling — mapping services to the 

supporting infrastructure so that you 

can monitor performance in all its 

dimensions. This is particularly chal-

lenging every time you take a new 

service to market. 

Comprehensive reports in Tivoli 

Netcool Service Quality Manager 

include:

	 Automatically generated SLA 

performance reports.

	 Reports compiled on a per-SLA 	

or per-customer basis.

	 Customized reports based on 

specific user requirements.

	 Automated reports distributed by 	

e-mail and Web.

	 Historical analysis and trends.

Tivoli Netcool Service Quality Manager provides end-to-end visibility to help you deliver superior service 
quality while reducing operational costs.

Tivoli Netcool Service Quality Manager within the OSS environment
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To streamline this process, IBM continu-

ally develops “off-the-shelf” service 

models that are available with Tivoli 

Netcool Service Quality Manager. 

While you also can use the product to 

develop your own models or modify 

the provided models, the models 

developed by IBM — based on proven 

deployments — facilitate rapid introduc-

tion of new services. From the outset, 

you can accurately monitor and track 

the delivery quality of new services.

For more information

To learn more about how Tivoli Netcool 

Service Quality Manager can help your 

organization meet SLAs and roll out 

new services effectively, contact your 

IBM representative or IBM Business 

Partner, or visit ibm.com/tivoli

About Netcool software

The IBM Tivoli Netcool software portfolio 

is used by many of the world’s leading 

service providers for its ability to consoli-

date and manage events, network 

performance, service quality and the 

customer experience across some of the 

largest, most complex, heterogeneous 

environments. The Tivoli Netcool soft-

ware portfolio offers broad collection, 

consolidation and correlation capabili-

ties to help organizations rapidly identify 

and resolve problems and improve 

operational efficiency. By combining 

real-time service modeling and impact 

analysis capabilities with scalable fault 

and network management, the Tivoli 

Netcool software portfolio helps orga-

nizations to effectively manage the 

availability, performance, service quality 

and security of business applications 

and services.

Rapidly introduce service quality 

management for individual 

technologies

Sometimes, a provider wants 

to begin with SQM on a limited 

scale and leave the option of 

expanding into a broader initiative 

later. IBM Tivoli Netcool Service 

Quality Manager Solution Packs 

allow you to implement SQM 

for a single technology, such as 

BlackBerry, GPRS or i-mode. These 

targeted offerings include defined 

service models, data interfaces 

and reports that help you obtain 

a detailed view of the service 

delivery network, fulfill demanding 

quality of service expectations, 

reduce churn and attract new, 

high-value subscribers. As a result, 

you can introduce SQM quickly —  

and provide a basis for future  

Tivoli Netcool Service Quality 

Manager deployments.

Tivoli Netcool Service Quality Manager at a glance

Minimum hardware requirements for Tivoli Netcool Service Quality Manager server:

•	 Four 1GHz processors
•	 6GB memory
•	 Three 36GB disks
•	 DVD-ROM

Minimum hardware requirements for Tivoli Netcool Service Quality Manager client:

•	 Intel® Pentium® III or above
•	 1.5GHz processor
•	 512MB RAM
•	 3GB disk space availability for the software

http://www.ibm.com/tivoli


About Tivoli software from IBM

Tivoli software provides a set of offer-

ings and capabilities in support of IBM 

Service Management, a scalable, 

modular approach used to deliver more 

efficient and effective services to your 

business. Helping meet the needs of 

any size business, Tivoli software 

enables you to deliver service excel-

lence in support of your business 

objectives through integration and 

automation of processes, workflows 

and tasks. The security-rich, open 

standards–based Tivoli service 

management platform is complemented 

by proactive operational management 

solutions that provide end-to-end visi-

bility and control. It is also backed by 

world-class IBM Services, IBM Support 

and an active ecosystem of IBM 

Business Partners. Tivoli customers and 

business partners can also leverage 

each other’s best practices by partici-

pating in independently run IBM Tivoli 

User Groups around the world — visit 

www.tivoli-ug.org
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