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Safe harbor statement

The following is intended to outline our general product direction. It is intended for information
purposes only, and may not be incorporated into any contract. It is not a commitment to deliver any
material, code, or functionality, and should not be relied upon in making purchasing decisions. The
development, release, timing, and pricing of any features or functionality described for Oracle’s
products may change and remains at the sole discretion of Oracle Corporation.
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Oracle Enterprise Manager for Siebel CRM

« Manage your Siebel CRM environments easily

O

o 0 V

« Oracle Enterprise Manager (OEM) provides a m =\ m
centralized console that helps IT administrators -
manage Siebel CRM multi-target environments

« Anintegrated solution that leverages Oracle
Enterprise Manager Cloud Control in
configuration, management, application
performance management, automation, &
service-level management

« Comprehensive coverage of application
management

- Target Discovery

- Siebel CRM Environment Monitoring

- Performance Analysis

- Compliance and Configuration Management

Packaged Apps Web Server Middleware Database Hardware

Enterprise Manager
ﬁ) Cloud Control 13c
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Oracle Enterprise Manager for Siebel CRM

ORACLE’ Enterprise Manager Cloud Control 13c 2 Enterprise v Targets ¥ oy Favorites ¥ @ History ¥ 'a' Setup ¥ SYSMAN w

Siebel

Auto Refresh Off Page Refreshed Aug 16, 2016 7:47:41 PM PDT

Enterprises = Services

Search

Keyword Type All Status  All Search

View w

Name Type Status Host Most Utilized Siebel File

S o
System (%) CPU Utilization (%) Memory Utilization (%)

All Sisbel Enterprises
siebel_den00swy.us.oracle.com Siebel Enterprise I nia
serverome3_siebel_den00swy.us.oracle.com Siebel Server den00swy.us.oracle.com 5.0%  I—
serveromcd_siebel_den00swy.us.oracle.com Siebel Server den00swz.us.oracle.com 0% | I
siebel_slc06xjg.us.oracle.com:4332 Siebel Enterprise I nia
slc0Bxjg_siebel_slc0Gxjg.us.oracle.com:4332 Siebel Server sIc0fxjg.us.oracle.com 3.0% | —
siebel_slcO07din.us.oracle.com:4332 Siebel Enterprise It nia

sIc07dtn_siebel_slcO7dn us.oracle.com:4332 Siebel Server slc07dtn.us.oracle.com % [ Joo%
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Case Study

Siebel CRM Monitoring with OEM
Best Practices & Useful Tips
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Oracle EM Siebel Monitoring
Best Practices and Useful Tips

Karl Brown
Siebel Architect
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IRCC - GCMS Overview

* |mmigration, Refugee and Citizenship Canada (IRCC) is a federal government
department responsible to develop, implement policies, programs and services to
migrants, refugees and Citizens of Canada.

* Global Case Management System (GCMS) is IRCC’s integrated and worldwide

web-based system used to fulfill IRCC mandates by processing applications for
immigration, refugee, citizenship and passport services for Canada.

GCMS was first introduced in 2004 to process applications for citizenship
services.

In 2007, GCMS implemented Immigration processing services

Between 2010 and 2014, GCMS extended its immigration-related functions to
other government agencies such as Custom Border Service Agency, and other
federal government groups, such as Department of Justice and Immigration
Refugee Board.

In May 2015, GCMS became the Passport Program

Now, over 14,000+ end users at IRCC offices in Canada and overseas work
with one integrated system to process immigration, citizenship and passport
applications from end to end, along one client continuum.

. o I Immig_rgtinn, F_tefugees Imm.igration, Réfugiés
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates
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Architecture Overview

Siebel 16.19/0racle Enterprise Manager 13.3
* Production Environment Consists of
e 28 Siebel Servers, 3 web for users, 3 web for integration
* 600+ Components, including 250+ of Both JMS Receivers & WPM
Components
e 2 Prod Environments, Active and Next Release. Connected with Oracle
Golden Gate in order to reduce the outage window
e ~20+ Monitored Siebel Enterprises
e 2 Separate Siebel Projects
e Additional Monitored OEM Targets include OBIEE, Bl Publisher, Tomcat, Active
Directory, Custom Applications & Middleware and other Third Party Products
* Primarily on Microsoft Stack, including servers and DB
 Critical system is to be available 7/24 with minimal downtime

I o I Immigration, Refugees  Immigration, Réfugiés
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates
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Challenge:

How do | keep OEM monitoring
separate from other environment
activities?

Immigration, Refugees Immigration, Réfugiés
"""""

Canada



Solution: Do NOT use SADMIN

 Create a clone of the SADMIN sy Rede e 2 it o R
Account such as OEMADMIN Monitoring Configuration OK Cancel
* If you have multiple ECM Sync Enabled  true]
authentication methods, such Siebel Internal Name  [Enviranment Name]
as Active Directory, OID, create Last Update Time A
OEM specific accounts for EHBN purt sHURoWN EomEchantgteth 4
eaCh! * giebel Database Password ssssss
e Keeps the auditors happy! * Slebel Database UserName (OEMADMIN

Siebel Database Connect String [Evironment]_DSHM
Siebel Discovery State NEW
* giebel Enterprise Password sessss
* giebel Enterprise User OCEMADMIN

Siebel Gateway Port 2320

Monitoring

Dracle has autormatically enabled monitaring for this target's availability and performance, 50 no further monitoring configuration 15 necessary. You can edit the metric
threshaoldds frorm the target's homepage.

I * I Immig_rglion, Befugees tmmligration, Réfugiés adﬁ
snd Chizenghip Canada et Choyennals Canada Copyright © 2020, Oracle and/or its affiliates Call



Challenge:
What is really the health of my
environment?
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Solution: Leverage OEM’s System & Services

e Systems and Services can View

T

to see what is down. Tt

* During Maintenance Windows, i
create Notification Blackouts at %
the top to prevent alerts, but Tlv

still check the status.

e Create sub-systems of key
components

* Easily expand your Siebel
Enterprise to see servers,
component status.

e Automate system creation with
emcli scripts (we start with a
spreadsheet)

nia

D> DD HND

I * I Immigration, Refugees Immigration, Réfugiés
and Citizenship Canada et Citoyenneté Canada

o= Add w

provide a central hierarchical
. Status Name AV Propagation 3
dashboard of your Enterprise . ) i
* Drill down on the Red Targets Y 4 _GCSPRD1_HealthCheck

} BS_GCSPRD1_BIP
» BS_GCSPRD1_OE
4 BS_GCSPRD1_SBL
AS_GCSPRODI_SBL_HOST
A5 _GCSPRDM_SBL_URL_BD
A5 GCSPRDI_SEL_URL_MAIN
4 GCS5PRDI_gesprdibatch! apps.cigo.ca
p Batchl GCSPRDY_gesproibatchl apps.cloc.ca
b docl_GCSPRDI_gesprdibatch apps.cigo.ca
b eps1_GCSPRDI_gosprdibatch! apps.cigo.ca
b eps?2_GCSPRDN_gesprdibatch! apps.cigo.ca
b ips1_GCSPRDI_gesprdibatchi.apps.cigo.ca
p ips2_GCSPRO1_gesprdlbatchi.apps cige.ca

b WorkFlow GCSPRD1_gespriibatchi apps.cige.ca
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System/Services - Naming Convention

GS

AS

RS

BS

Generic
System| Service

Aggregate
Service| System

Redundancy System

Base System

HealthCheck HealthCheck

URL_MAIN Main URL

URL_INT

URL_BD

I* I Immigration, Refugees
and Citizenship Canada

Integration URL

Back Door URL

A single instance that is monitored

A container of similar type objects such as hosts, URL’s, Siebel
Components. All targets must be online for the system to be online

A container of similar type objects such as hosts, URL’s, Siebel
Components. A certain number can be offline before the system is
considered down

A container of business related objects, typical Aggregate
Services| Systems

Environment Container

Aggregate of URL 's used by end users

Monitored Integration Point used by systems

Monitor Backdor URL's

Immigration, Réfugiés
et Citoyenneté Canada

GS_GCMSPRDO_OBI_VIP_analytics, monitors
https://[Env_Name]/analytics

AS_GCMSPRD1_SBL_HOST, contains gcmsprdlbatchl

RS_GCMSPRD1_SBL_COMP_PS_ENU (2 can be offline before alert
is generated)

BS_GCMSPRD1_SBL, contains GS_GCMSPRD1_SBL_Hosts

_GCMSPRD1_HealthCheck, contains BS_GCMSPRD1_SBL

AS_GCMSPRD1_SBL_URL_MAIN, contains
GS_GCMSPRD1_SBL_VIP_english

AS_GCMSPRDO_MW_URL_INT, contains
GS_GCMSPRDO_MW_passport

AS_GCMSPRD1_SBL_URL_BD, contains
GS_GCMSPRD1_SBL_Admin

Canada



System/Services - Environment Prefixes

Healthcheck Order | Environment | _Bample

_ (underscore) Production _GCMSPRD1_HealthCheck
10 Training 10 GCMSTRN1_HealthCheck
20 Staging 20 GCMSSTG1 HealthCheck
30 System Test 30 _GCMSSTEB_HealthCheck
40 Development 40 GCMSPEF1_HealthCheck
50 Sandbox 50 GCMSSA1_HealthCheck

I *I Immigration, Refugees Immigration, Réfugiés Cal‘l d“l
and Citizenship Canada et Citoyenneté Canada a, a_
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System/Services - Charting

e Create charts of individual
components or summary of all
components — such as how
many users or on the system.

* Great for visualizing
component outliers

e Track historical trends — adjust
the time window - how does
this week compare to last
week?

4 RS_GCMSPRD2_SBL_COMP_PS_ENU ©®

@ Redundancy System w

.-"\}ﬂ'\\lf.ff \"-\I || =

\W

Tath ™

Charts
Current Tasks Current Tasks
Current Tasks: Siehel Component: Selected Targets «  Current Tasks: Siebel Camponent: Summary
50
330
40 300
270
a0
; (J\ 240
AN WA R 210
20 /'I \'I Wk e"lf,-'ll vy Q\:t" A
) \ A o 180
A . _-/ “"’ JM/V_/ f v‘\.r’l"‘?':.
IIr f AT A oy -
1l "ﬁ'._,}":\-}v;’\ J/ Ve E 150 A/
o=l ATV ,."I
120 AN
ul an -\ /
= -
0z 05 07 09 11 12 15 17 19 21 23 N
Aug 23 20 z &0
W CICPSCrOhjMgraD_snu_CIC... | CICPSCCObiMoraD_enu, 30
CICPSCoObjgraD_enu_CIC... M CICPSCoObiMgran_enu_ 0
03 05 o7 09 11 13 15 17 19 21 23
CICPSCoObiMgraD_enu_CIC... B CICPSCoObiMgral_enu ALQ 2320
CICPSCoObiMgral_enu_CIC... CICPSCoObiMgral_enu, =T
Tah ™
4 Il (3 4 1
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System/Services — Monitor Endpoints

i+l

OEM Supports over 20 different
types of endpoints, including:

* Website Availability

* LDAP

* Port Verification,

*  Web Service (SOAP/REST)

* Ping/TNS Ping
* Custom Script

Utilizes the Beacon Plugin,
which can be pushed to any

agent.

Mimic Load Balancer Health

Checks — with alerts

Create synthetic transactions —
such as actually logging into

Siebel every X minutes

Immigration, Refugees
and Citizenship Canada

Immigration, Réfugiés
et Citoyenneté Canada

4 GS_GCMSSTE1_SBL_VIP_english ©

Lol Generic Service w

General

Service

Current Status

Since

Created At

Availability Last Known At
Timezone

Availability (%)

Availahility

Down Time {minutes)
Blackout Time {minutes)
Maintenance Brownout Time (minutes)
Agent Down Time {minutes)
Systemn Error Time (minutes)

Status Pending Time (minutes)

2.224%

97.7E%
Availability History

Copyright © 2020, Oracle and/or its affiliates

EE Performance / Incidents

[§ SLA Dashboard

GE_GCMSSTE1_SBL_YIF_english
up

Aug 25, 2020 11:07:15 AWM UTC
Jun 14, 2020 6:14:02 PM UTC

Aug 27, 2020 2:06:28 AM UTC
Coordinated Universal Time

100

Based on Serice Test

W Up Time
M Dowin Time
I Elackout Time

Agent Down Time
W System Error Time
Status Pending Time

2 Tast Summary % Topology % Create Blackout (% End Blackout 1 | Page Refreshed Aug 27, 2020 3:08:33 AM UTC 0

Component Availability

Shiow Only Key Tests

Wiew w
Name Status  History Type
4 GE_GCMESSTE1_SBL_VIP_english + N cenetic Se
4 G5_GCMSETE!_SBL_VIP_english 1+ I wieh Trans
heacon_ i —— +* [ Beacon
EM Manhagement Beacon +* P Beacon
4 mn 3

Test Reporting Dashboard

A Test Summary
Yiew w  Showby @ Tesis (0 Beacons  Fitter by [[] Key beacons only

Test Execution History (Last 24 Hours)

W Maintenance Brownout Time

Tests Type Status V_I_ng Beacon Summary
lewer Succeeded Failed % Failed
4 GS_GUMSSTE1_S| Weh Transaction f 574 1) 0
EM Mansgere + d 25 0 0

0 100 200 300
bescon_irecos t d 298 0 0

Canada



System/Services — Alerting & Incident Rules

* Create Incident Rules Base on

ORACLE Enterprise Manager Cloud Contral 13¢ SEMAN v
t h e SySte m ) In Ste d d Of th e Incident Rules - All Enterprise Rules
S I e b e I E nte r p rl Se GOMS_PRD2_SYSTEM Gener All Metric Alert events that match the following conditions: Severity is Critical Yes
= Target bype In (Aggregate Service,Redundancy System
HH H : o Severty In [Clear, Critical, Warning) « Email
e Utilize Administration Groups oy n ety oty

o Compress Incidents by

fo r effe Ctive a I e rti n g s Events are from targets that have the same ancestor target of type Generic System

® Time window: 1 hours
« Update Incident

* Make sure all the properties R —
fields are populated!

Severity is Warning

« Email (o
« Create Incident

emc l l ’ CDmp:Eé\S;EI:gd:Petirl;&:n targets that have the same ancestor target of type Generic System
w T indow: 1h

Set target property Value -Updatelnudent‘mewm e

- — . o Set Priority to Medium
_property recordS: o Set Status to Wark in pragress
“Enteprisg Name: severty s Cear
siebel enterprise: «

—_ » Create Incident

Li fecycle Status: o Compress Incidents by

= Events are from targets that have the same ancestor target of type Generic System
= Time window: 1 hours

Development™ R
o Set Status to Resolved
-propagate_ to members

I *I Immigration, Refugees Immigration, Réfugiés Can dh'
and Citizenship Canada et Citoyenneté Canada a, a
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Challenge:
How do | improve Siebel
Component Monitoring?

Immig_r;iinn, FI eeeeeeeeee . igration, Réfugiés
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates
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Solution — Monitoring Templates

* Different Parts of Siebel need to be monitored differently
* Create Monitoring Templates for different component types
* Some components such as EAI,AOM’s — alert on component utilization
* Others such as WMA, JMS receivers need to alert when less than 1 task
* Apply after the Siebel Enterprise is discovered or refreshed.
e Use wild cards such as %JMS%
e Easier if you have a component type naming convention.

ORACLE Enterprise Manager Cloud Contrc v " *' G’)" 'ﬂ' v SYSMAN ¥ Monitoring Templates

Monitoring Templates = View Monitoring Template: SBL_COMPTASKS_Standard

View Monitoring Template: SBL_COMPTASKS_Standard
Monitoring Templates c
Monitoring Tefplates > Wiew Monitoring Termplate: SBL_COMPTASKS_yuMa
View Monitoring Template: SBL_COMPTASKS_WMA General  Metric Thresholds =~ Other Collected Items  Access

5 (“ TIP Consider using Adaptive Thresholds for performance metrics or Time-based Static Threshalds for metrics whose thresholds vary based on target workload. Configure
these thresholds in the "advanced Threshold Management” page.

General  Metric Thresholds | Other Collected Items  Access Yiew | All mefrics
(¥ TIP Consider using Adaptive Thresholds for performance metrics or Time-based Static Thresholds for metrics whose thresholds vary based on target workload. Configure Expand all | Callapse Al
these thresholds in the "Advanced Threshold Management” page. Comparison Corrective
Yiew | all metrics |z| Metric Operator Warning Threshold | Critical Threshold | Actions Collection Schedule Edit

/ SBL_COMPTASKS Standard
Expand &ll | Collapse All a _Standar

Comparison Corrective V' Component Task Every 15 Minutes
Metric Operator ‘Warning Threshold | Critical Threshold | Actions Collection Schedule Edit
Current Tasks > Morne pe s
7 SBL_COMPTASKS_WWMA,
Max Tasks
7 Comporent Task Every 13 Minutes
Task Utilization (%) = en 90 MNone P s
Current Tasks < 1 Mone 20
V' Databasa Oparations Every 15 Minutes
Maix Tasks
fverage time for SOL execute - None o0
Task Utilization (%) > Mone f=l= aperations (in seconds)

B ] Immigration. Reugees  Immigration, Réfugiss Cal'lad'ﬁ'
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates



Challenge:
What’s happening with the Siebel
Web Tier?

I* I Immig_rglion, :FI eeeeeeeeee igration , Réfugiés
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates
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Solution — Monitor with Tomcat & JVMD Plugins

-

Tomcat shows the basic status of the web server
Monitored through JMX — need to enable in config files.

Example:

CATALINA OPTS=M

—Dcom. sun.management. jmxremote.port=[jmx port];
-Dcom. sun.management.jmxremote.authenticate=false;
-Dcom.sun.management. jmxremote.ssl=false”

JWM Garbage Collector

JVl Heap Memaory Pool after GC

JYIM Memory Pools
Memory Pool - Current Usage (MB)
Memory Pool - Peak Usage (MB)
Memory Pool - Percentage Usage (%)
Memory Poal - Type

JVM Metrics

JVM Threads
JVM Threads - Active Daemon Threads
JVM Threads - Active Threads
JVM Threads - Peak Threads

JVM Threads - Threads created (per min)

Memory Usage

Active Sessions
Description - Active number of sessions of each application

e Average n Last Known Current n Last Collection
Application Name Valne Low Value High Value Value  Sevority  Alert Tiggered T
Catalina: 1 34825 245 523 321 Not Applicable Aug 28, 2020 4:39:24 PM
c ! 0 0 0 0 NotApplicable Aug 28, 2020 4:39:24 PN...

Application Name : C; — g
statistics Thresholds
Last Known Value 321 Warning /Critical Not Applicable / Not Applicable
Collection Timestamp Aug 28, 2020 4:39:24 P GMT Comparison Operator
Average Value 34825 Occurrences Before Alert 0
Low {High Value 245 | 523 Corrective Actions  Mone
4 Metric Value History options ¥ Compare keys Compare Targets
600
s00
400
30
20
100
o
18:00 19:00 20:00 21:00 22:00 23:00 00:00 01:00 02:00 03:00 04:00 05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00
August 27 2020 s

M Active Sessions : Catalina:context=/eta, host=localhost, type =Manager
Table View
Legend

Add: Apache Tomcat

Add 5 target to be monitored by Enteratise Manager by specifing target monitating properties

Target

T TargetName  gionel weh

Target Type  Apache Tomcat

Host e ——— -
Agent

Apache Tomcat Monitoring Credentials

Credential type  ApacheTomcatCreds
Apache Tomcat JMX
Username

Confirm Apache Tomcat
JMK Username

Apache Tomcat JMX
Password

Confirm Apache Tomcat
JMX Password

Apache Tomcat SSL
Truststore Password
Confirm Apache Tomcat
SSL Truststore
Password

Properties

* Apache Tomcat Version
5,670rg) 8

* Communication )
Protocol el

+

Host e —
* JMX Port Humber 555

SSL Trust Store {required
when S5L is enabled)

= >
Service Name jrrrmi

i~

Immigration, Refugees
and Citizenship Canada

Immigration, Réfugiés
et Citoyenneté Canada

Copyright © 2020, Oracle and/or its affiliates

387 iemdimaini

Canada



Solution — Monitor with Tomcat & JVMD Plugins

e JVMD Provides Advanced JAVA Monitoring

* WAR file downloaded from OEM and deployed in the webapps directory of Tomcat. For Example:
°* SSIEBEL HOME\ailapplicationcontainer\webapps\jamagent.war
° SSIEBEL HOME\ses\applicationcontainer\webapps\jamagent.war

* In-depth Visibility of JVM Activity

1 H . ORACLE’ enterprise Manager Clou« Bl Y b ¥ ¥ 'ﬂk ‘.ﬁ_‘x SYSMAN ¥
* Monitor thread states and Java method/line numbers in e e O &
. Engines And Agents Page Refreshed Aug 24, 2020 3:59:17 AM UTC 4 )
real time :
* Identify issues rather than diagnosing issues like G ’
application crashes, memory leaks, & application hangs JVMD Load Balancer(s)
. o . Load Balancer URL Status Associated Engine(s)
° Real Tlme Tra nsaCtlon TraCIng Download JVM Diagnostics Components X jvmdengineEMGC_OMS1
* Monitor your Java application at a very high frequency i RN ey E
(default frequency is once every 200ms) ] " kel e
. (# JYMD Agent' consists of agent binaries for oK o o Availability
« Allows for interdependency of threads, bottleneck resources ] i R
(DB, I/0, CPU, Locks, Network, RMI) and top methods S

* Memory Leak Detection and Analysis
* Analyze the differences between the heap dumps and identify the object causing the memory leak
* Take heap dumps in production applications without stopping the application.

. HeaE analxsis is Erovided with the Memory Leak Report, and the Anti-Pattern Report.

. o I Immigration, Refugees Immigration, Réfugiés Cal'l dh'
and Citizenship Canada et Citoyenneté Canada Copyright © 2020, Oracle and/or its affiliates dddad



JVMD - Targets found under Middleware

ORACLE Enterprise Manager Cloud Confrol 13c

Middleware
Best Practices £ Middieware Features v == Add v
- gemssad X Multiple Target Types
Search Reset
View v
Target Name gcmssald “A
Metadata Repositor *
Oracle WebLogic CI
Oracle WebLogic D
Oracle WebLogic St
4 Web Tier
Oracle HTTP Servel
4 Target Version Table  Heat Map
1.8.0.162(2)
Vi =
180(3) ew v  weAdd ¥ Remc
Blank (2)
See More Target Name
“
4 Status 7 .
» B /gemssa3bip11_bubi_jvmpool
Down (2)
4 [- gemssa3_siebel_jvmpool
N/A (2)
Up (3) P, gemssadbateni
SesMors L. aemssagwent
) Site P.. gcmssaspst

m

Save Search

..‘ Enterprise ¥ Targets ¥

Saved Searches v Simple Search

Target Type

Configure v! Show Hierarchy

Target Type

Java Virtual Machine Pool
Java Virtual Machine Pool
Java Virtual Machine
Java Virtual Machine

Java Virtual Machine

G @' '133" O A

SYSMAN ¥

Auto Refresh Off = Page Refrashed Aug 24, 2020 3:27:52 AM UTC t:
Status
Huw (3)
Woown (2)

W/ (2)

Member Status Summary
¥ 4 /F % NA

-

Status

w

Immigration, Refugees
and Citizenship Canada

Immigration, Réfugiés
et Citoyenneté Canada
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JVMD - Live Thread Analysis

4 gcmssa3web1 ©

— [%. Java Virtual Machine w 5. Java Workload Explorer

Live Thread Analysis

A JVMs

View v = Detach

JVM 0s

gcmssadweb1 windows Server 2012-6.2

Columns Hidden 5

4 JVYM Threads : (gcmssa3web1)

Action v View w T, Export Search Thread Name B

Thread Name

Thread-20
Thread-19
Thread-18
Thread-17

main

<

Columns Hidden 25

[=. Live Thread Analysis

CPU
(%)

Host
Swap
Memory Space OSR CPU
(%) %) (%)
33 23 0 0
o, Show Idle Threads [
Request

com siebel.om.conmgr.Connection->run
com.siebel.om.conmgr.Connection->run
corm siebel.om.conmgr.Connection->run
corn.siebel.om.conmgr.Connection->run

org.apache catalina.startup Bootstrap->main

1

/~ Configure JVM Target

JVYM Process

Memory Context Switch 4
(%) (per sec) Descrlpt(g/zs) CPU W
45 2662 7 0
=" Detach
JVM CPU (%) Allocation (%)
0.0 0.0
00 0.0
0.0 0.0
0.0 0.0
0.22 01

Open File

D

gemssadweb . J——

]  Page Refreshed Aug 24, 2020 3:42:51 AM GMT 0

Auto Refresh Off

Total Rows :
1

Current Call

com siebel.om.conmgr.Connection->readPacket
com.siebel.om.conmgr.Connection->readPacket
com siebel.om.conmgr.Connection->readPacket
com siebel.om.conmgr.Connection->readPacket

org.apache catalina startup Catalina->await

»

Total Rows :
7

Immigration, Refugees
and Citizenship Canada

Immigration, Réfugiés
et Citoyenneté Canada

i+l
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JVMD - Live Thread Analysis

4 gcmssa3web1 ©

— [%. Java Virtual Machine w 5. Java Workload Explorer

Live Thread Analysis

A JVMs

View v = Detach

JVM 0s

gcmssadweb1 windows Server 2012-6.2

Columns Hidden 5

4 JVYM Threads : (gcmssa3web1)

Action v View w T, Export Search Thread Name B

Thread Name

Thread-20
Thread-19
Thread-18
Thread-17

main

<

Columns Hidden 25

[=. Live Thread Analysis

CPU
(%)

Host
Swap
Memory Space OSR CPU
(%) %) (%)
33 23 0 0
o, Show Idle Threads [
Request

com siebel.om.conmgr.Connection->run
com.siebel.om.conmgr.Connection->run
corm siebel.om.conmgr.Connection->run
corn.siebel.om.conmgr.Connection->run

org.apache catalina.startup Bootstrap->main

1

/~ Configure JVM Target

JVYM Process

Memory Context Switch 4
(%) (per sec) Descrlpt(g/zs) CPU W
45 2662 7 0
=" Detach
JVM CPU (%) Allocation (%)
0.0 0.0
00 0.0
0.0 0.0
0.0 0.0
0.22 01

Open File

D

gemssadweb . J——

]  Page Refreshed Aug 24, 2020 3:42:51 AM GMT 0

Auto Refresh Off

Total Rows :
1

Current Call

com siebel.om.conmgr.Connection->readPacket
com.siebel.om.conmgr.Connection->readPacket
com siebel.om.conmgr.Connection->readPacket
com siebel.om.conmgr.Connection->readPacket

org.apache catalina startup Catalina->await

»

Total Rows :
7
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JVMD — Display Top Request

4+ gecmssa3webl ©
|
=

L. Java virtual Maching w
A Summary

General

JVM Up Since  Aug 5, 2020 11:37.00 A
Availability (%) 100
Heap Size (min-max) 126m - n/a

Main Class n/a

A Overview [Last 15 Minutes)

View w Search Jvhi O, %" Detach

Target Status

T

Columns Hidden 15

4 Top Requests (Last 15 Minutes)

View ¥ Search Request O, %" Detach
Request
e e T TS
faigbelfapp/ienus
fsiebelfapp/ienu

Rows Selected 1 Columns Hidden 9

f0 JavaWorkload Explorer [= Live Thread Analysis

/& Configure JYM Target

Q gemssadweh1].apps.cige.ca

I | Page Refreshed Aug 24, 2020 3:49:49 AM GMT ﬂ

A JYM Activity (Last 15 Minutes)

Monitoring and Diagnostics

Incidents 0 12
8
Descendant Target Incidents 0 4
Configuration Ch. il e
enfiguration Changes 03:34:50 03:36:29 03:385:08
August 24 2020
T, Export
Threads
Diagnostic
cpu DB | ooy Network 10 RMI JVMTime (sec) Findings
Wait Wait Wait Wait
0.0 0.0 0.0 6.81 0.0 0o 008 6210
T, Export

Sampled

Max. Duration

JYM Time (sec) {ms)
54 10,407
24 8,721

Select Vi Activity Graph w

— Request Count
Ay Response

— PR NVAN —_yAY Titme igec)
03:39:47  03:41:26 034305 034444 03:46:23  0345:02 03149041
Tahle wiew
Include Idle Jwhis
Resource (%)
GC Overhead
o ,_.._ Host CPU (%) JYM CPU (%) JVM Heap (%) (%)
1.28 8874 142 1.0 35.0 01z
m »
Total Rows
Count Allocation JYM CPU Max. Duration Avg. Duration
(MB) (sec) {ms) {ms)
41 3048 0.18 10,401 1435
(3] 5795 0.46 8,721 391 i
Total Rows
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JVMD — What’s going on with Memory?

E gomssadwebll apps.cige.ca

1 gcmssa3web1 ©

[
= [, Java vitual Machine

Java Workload Explorer

Memory Diagnostics

Heap Memory Usage = Garbage Colection  Class Loading Data  Class Histograms

A JYM Heap Memory Usage

FS Old

goedseialy
B0 pIo 54

o
ut
a
@
o
o
u
=
o

|0 passaldwod
aeds uep3 54
“eds JoMAINS S5d

4 Tenure Distribution Information

Current Tenuring Threshold 1 Survived Size (MB) 0.125

Max Tenuring Threshold 15 Promoted Size (MB) 25
Desired Surviver Size (MB) (0.5

@ Information

Far current GC configuration Tenure Distribution can not be determined

4 TLAB Statistics

TLAB Allocation (KB) 42 GC Waste (KB) 2
TLAB Allocation Thread Count 11 Max GC Waste (KB) 0
Noh-TLAB Allocations 56 Slow Waste (KB) 0
Max Nen-TLAB Allocations 40 Max Slow Waste (KB) 0
TLAB Refills 100

Max TLAB Refills 41

. Live Thread Analysis

A JVYM Metrics

Past 15 minutes Al Month Week Day

100

30

o
30

20
10

/~ Cenfigure J¥M Target

l Take Heap Snapshot

~—  ——— N e —

a
03:35 Ak 03:40 03:42 03:44 0346 0345 03:80 0382

100

50

0
100

30

o
100

50

a
03:35 Ak 03:40 03:42 03:44 0346 0345

2

1

Aungust 24, 2020

N N — N\

03:50 0352
Aungust 24, 2020

2 hours 15 minutes

Auto Refresh Off

Chart Y-Azis @ By Percentage © By value

b Slider [

W M Heap Usage (%)

™ WM Heap Used after
GC (%)

M Edlen Space Used (%)

™ Survivor Space Used
£

W Old Gen Used (%)

B Meta Space Used (%)

m Compressed Class
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JVMD — Generate Detailed Workload Reports

Java Workload Report

Java Workload Report

Report Generation time: Monday, August 24, 2020 03:55:29 AM UTC

Summary
Report Start Time Report End Time Total Report Time (sec) Sample Counts
|M0nday August 24, 2020 03:51:12 AM UTC |M0nday, August 24, 2020 03:55:12 AM UTC 240 | 791
umated Associated Min. Heap Max Heap JVM Start Dlagnostlc
gomssadweh nfa gomssadweb1l a 012 0.23|[Wednesday, Oracle WWindows Server
pps.cige.ca August 05, 2020 ||Corporation 201262
11:37:09 AM
uTtc

Main Report

* Diagnostic Findings
* Threshold Violations
* JVM Statisti

* OS5 Statistics

* GC Statistics

* Requests Statistics

* Request Instances Statistics
* Session Statistics

« User Statistics

« Application Statistics
* Thread Statistics

* Method Statistics

* Class Statistics

* Packages Statistics

« Datahases Statistics
* 501 s Statistics

« N t Fuante S

Save to File |

OK
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Challenge:
How can | Reduce the time to
Deploy Siebel/Migrate changes?

Immig_r;tinn, F_Iefugees Immligration, Réfugiés
and itoyenneté Canada Copyright © 2020, Oracle and/or its affiliates
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Solution — Leverage OEM Job Templates

i+l

Centralize Software library to a single share/NFS mount point accessible to all servers

Create shell scripts to call Silent Installs
Run the job on multiple servers Jab
simultaneously.

Repeatable Process

Push out (actually pull) configuration
files to all servers in seconds

Job Library
Search

Mame | Inskall%:17%:

Owrer | Al (=l

Target Mame

Submit | Create Like| Edit Delete| | Create Library Job | ©5 Command

Create Job Templates to start/stop
environments e
Rotate/Compress Log files

Schedule nightly jobs — emails

can be sent on success/failures

Could be used in stead of a Repeating
Component Request (RCR)

Select |NaAME 4

IMSTALL _Java_JDkEU172_1586

INSTALL _JAVA_JDESUILTZ2_¥Ked

IMSTALL_SIEEEL_17.0.0.0_AT
IMSTALL_SIEBEL_17.0.0,0_COLOCATED _GATEWAY _SIEESRVR
IMSTALL_SIEEEL_17.0.0.0_COPY_AMCESTORY _REPCSITORIES
IMSTALL_SIEBEL_17.0.0.0_GATEWAY_SIEESRVR
INSTALL_SIEBEL_17.0.0.0_LDAP_INSTALL_12C
IMSTALL_SIEBEL_17.0.0.0_LDAP_TMNSTALL_19C
INSTALL_SIEBEL_17.0.0,0_SIEESRVR_EAI
IMSTALL_SIEBEL_17.0.0.0_SIEESRYR_ORLY
IMSTALL_SIEBEL_17.0.0.0_SMAC1S
IMSTALL_SIEEEL_17.0.0,0_TodaLS

Submit | Create Likel Edit Delete| | Create Library Job | O3 Command
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Job Twpe | A&l
Target Type | &l

= o
Job Type
05 Command
035 Command
035 Command
035 Command
05 Command
05 Command
03 Command
05 Command
035 Command
035 Command
035 Command
035 Command

= ol

ol

Owner

SYSMAN
S SMAN
SY3MAN
SYSMAN
SY3MAN
SYSMAN
S SMAN
SYSMAN
S SMAN
SY3MAN
SYSMAN
SY3MAN

L~

Targets

=

Target Type
Host
Host
Host
Host
Host
Host
Host
Host
Host
Host
Host
Host

Canada



Monitoring Siebel CRM
in the Cloud
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Bogdan Petcu

Director, Product Support
Oracle

DA bogdan.petcu@oracle.com
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Customer Driven Innovation

We need to focus our IT
resources on advanced
technology projects

management of Siebel?

, We need to reduce the
How can we further effort spent handling
automate the faults during key
business processes or
daily operations

Solution: Autonomously scan known issue
root causes, automatically create SRs with
required collections and route to experts.

36  Copyright © 2020, Oracle and/or its affiliates



Mf//d/:____:\.um// / /1 N
N\
S/ \




Proactive Monitoring for Siebel CRM in the Cloud

New Innovation: Smart Sensors for Siebel CRM on Oracle Cloud Infrastructure

« Co-innovation built by Oracle Support and Oracle Advanced Customer Services

« Automatic monitoring of all system technical parameters

« Standard Enterprise Manager Plug-in allow sensors to track system performance
« Can run on all supported versions of Siebel CRM

« ~100 Smart Sensors for Siebel CRM today

« SQL scripts that scan the database for faults and corruptions

« Tracking functional issues across modules Marketing, Loyalty, etc.

« Continuously increasing capabilities

* No additional cost for functional monitoring

* Included in Premier Support

Siebel CRM on Oracle Cloud @
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https://support.oracle.com/epmos/faces/DocumentDisplay?id=1456246.1
https://docs.oracle.com/cd/E74385_01/siebel.html

Automatic Functional & Health Monitoring

Key Features for Siebel CRM:

« 24/7 monitoring

« ~700 Sensors across the Siebel CRM application

« Automatic creation of SRs, routed to support engineers, with pertinent diagnostic data included
 Available for all Applications Unlimited running on Oracle Cloud Infrastructure (OCI)

« Delivery Manager — one contact for OCl and one for Application Monitoring

« Personalized governance

- Management and progress reporting

39  Copyright © 2020, Oracle and/or its affiliates




Features and Benefits

ORACLE
Applications

Siebel CRM
E-Business Suite

PeopleSoft
JD Edwards

40  Copyright © 2020, Oracle and/or its affiliates

24 /7 applications fault and
health-check monitoring

Proactive identification of
potential issues before they
become problems

Automatic creation of Service
Requests with diagnostic data
Accelerated routing of Service
Requests to apps experts

Intuitive service dashboard for
status reporting

Easy agent deployment and
target discovery

Service features Benefits and value

* Increase efficiency

v" Reduce the effort and number of
tasks IT staff need to perform to
support the SR process

v Prevent critical issues and
enable faster resolution

v" Increase business productivity
 Accelerate workflow processing

v Detect potential business flow
or closing problems before they
happen

* Increase operational visibility




Intelligent Detection & Business Impact

Critical Error Detection

» Leverage knowledge gained from
working thousands of customer

ORACLE Enterprise Manager Cloud Control 13¢c l.-l Enterprise ¥ Targets ¥ * Favorites ¥ @ History ¥ 'm' Setup ¥

4 orcl_celvpvm01814.us.oracle.com_1 &

= Oracle Database » Performance w Availability v Security v Schema w Administration v Page Refre:

orcl_celvpvm01814.us.oracle.com_1 > All Metrics

service requests. Amertes _
Search Q Overview
View v 4 Open Metric Events 4 Metric Collection Errors

i ~ 10
b SCN Growth Statistics 1 0 Critical

b SCN Instance Statistics Metric Collection Errors

v
» SCN Max Statistics Open Alerts Warnina

Prioritization

« What issues do customers
experience frequently?

* Whatis the business impact of
these issues?

» SGA Pool Wastage
i View Data Last 24 Hours ™ 1

b SGAand PGA usage 4 Important Metric charts

» @ SIEBEL_BIP_PDQ_CH

» 0'.') SIEBEL_COMMSERVE

» 0.) SIEBEL_EPROD_VER ¢ No data available »

» & SIEBEL_LOY_SERVER_K

» @ SIEBEL_NUM_WORKS 10

» © SIEBEL_ORDERMANAGE

This section shows charts for some of the important metrics for this target. You can add/remove any additional metrics by clicking the options menu of metric value history.

) & SIEBEL_SQL_TEST_ME
0
b & SIEBEL_S_XMLP_REPOL 12 PM 02 04 08 08 10 12AM 02 04 08 03 10
o - June 22, 2020 23
» @ SIEBEL_S_XMLP_REF

» & SIEBEL_TEST

Table View

» . .
SQL Response Time 4 Deployed Metric Extensions

¥ Segment Advisor Recommen
v View v
>

41 Copyright © 2020, Oracle and/or its affiliates




Architecture, Process Flow and Components

Sensors scan Siebel CRM periodically, Oracle Cloud Infrastructure Customer Tenancy

OASG looks for issues using EM technology
If match found, data sent to OASP@oracle

Rules applied: new SR? existing SR? etc. Sensor data
SR is created or updated and assigned

Engineer engages, notifying of solution or
action plan. Collaborative resolution begins

Fast resolution time because details of Collaborative
issue detected are known Resolution

Siebel CRM
Production

Collections

Hos &8

MOS: My Oracle Support
OASG : Oracle Gateway
OASP : Oracle Platform
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Default Monitoring for Siebel CRM on OCI

Application Management Pack for Siebel CRM:

« Proactive scan that ensures application availability and optimal system performance at all times
« Achieved through the OEM plugin seeded sensors

« 50+ sensors that scan the Siebel CRM-specific targets for technical issues

Application Management Suite D;l
for Siebel CRM applications
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Sensor Types

Functional Technical
Proactive/predictive scan of conditions known to Scan of technical conditions known to cause
cause failures in business processes e.g. : failures that impact processes across the entire
« Failure of Bulk requests due to changes to application
product structure  Queued Workflow Jobsin S_SRM_REQUEST
 Monitor Performance issues with Product table
Configurator related to increasing number of * Monitoring of daily batch jobs for queued &
workspaces failed
» Loyalty transactions not being processed « Monitors the remote transaction tables for
« Email been lost or causing an inbound email gaps identified

processing halt

44 Copyright © 2020, Oracle and/or its affiliates




Functional Example: Siebel Loyalty
Transactions not Processing / Performance Issues with Transactions

Description Business Impact Cause Detection

Oracle’s Siebel Loyalty * Itisimportant to » Corrupted server  Proactive smart sensor
is @ multichannel businesses that key, incorrect monitors the Loyalty
application that loyalty transactions transaction key transactions every 24
enables companies to process normally. parameter updated hours

create dynamic, cross-  Canimpact recently might be » Looks for records which
industry Io;;]alt\:j _ consumer causing issue. are not processed
programs that drive credibilitv. .

strategic customer Yy Alerts the customer

and support via SR

» Support engineer will
suggest proper
solution steps to take
action before it gets

delayed or failed.

Initiatives.
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Functional Example: Siebel Loyalty
Negative Points

Description Business Impact Cause Detection

The Loyalty Negative « As a negative balance < Concurrency « The smart sensor
Points monitoring use means that a member setting know to periodically queries
case determines technically owes money cause this issue. the underlying
whether there are any to the customer application tables
negative point’s running the Siebel « |dentifies such
balances. application being negative balances.
The solution of offered monitored. . Alerts via SR and

by this service provides  « This can cause member support engineer
early detection of dissatisfaction. contacts the customer
negative points with proposed solution

balances and gives the
customer ample time
to address and fix the
Issue.
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Functional Example: Siebel Communications Server
Inbound Emails not Getting Processed

Description Business Impact Cause Detection
Siebel Email Response * Inbound Email  CommSrvr crashes « Smart sensor
enables organizations processing would not caused due to proactively detects any
to manage and work and the entire incorrect settings parameter changes
respond toa hlgh mbou_nd e_mall _ « Recent changes to » Executes profile
volume of incoming functionality will get parameters monitoring
email. hampered, important . :

_ b 'P ’ pl il be High CPU * If issues are detected a
We are proactively dgf;”gjsorelrgsa; >WIEDE tilization for SR is created and the
monitoring Inbound y ' ComminboundRevr support engineer will
emails processing component contact the customer
delays or mails not to pinpoint the cause
processed. and implement an

adequate solution.
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Functional Example: Siebel Order Management
Possible Performance Issues with Product Configurator

Description Business Impact

Siebel Order « Delays in processing
will lead to business
revenue loss.

Management allows
employees such as
salespeople and call
center agents to create
and manage quotes
and orders through
their entire life cycle.

It will identify the
delays or performance
issues with order
processing, bulk
request processing.

48  Copyright © 2020, Oracle and/or its affiliates

Cause

* Product
configurator setting
changes

» System load

Detection

* Smart sensor monitors
related tables to find
any missing seed data
related to LOV

e Product structure
changes

« Number of workspaces
and alerts

* |f detected a SR will be
created and the
support engineer will
contact the customer
to resolve the issue




Functional Example: Siebel Remote
Remote Transactions not Processed

Description

Siebel Remote
functionality allows a
Siebel Mobile Web
Client that typically
runs remotely while
disconnected to do
synchronization, which
is the process of
synchronizing the data
that resides on a
remote computer with
the data that resides
on the Siebel Server.

Business Impact

« Transaction
processing without
any delays or stuck is
key to make sure
Siebel remote users
are getting up to date
data.

» Business can
experience delays on
processing and
routing transactions
to remote users.

49  Copyright © 2020, Oracle and/or its affiliates

Cause

* Router is not
routing the .DX files
or there are routing
performance issue
/ DX Files
accumulating in
docking/TXNPROC
directory

Detection

* Smart sensor queries
for remote specific
tables.

 Alert in case any
backlog accumulation
suspected

» Support engineer will
investigate along side
the customer.




PUMA (Proactive Upgrade and Migration Assistance)

Proactive Support Engineers share best practices and knowledge

Oracle Support provide a FREE service to help with Upgrade planning and execution to the
latest Siebel CRM release

Installation Review Upgrade Planning Execution Benefits
 Certification * Pre-upgrade tasks * One main contact A technically accurate
. Architecture - Upgrade execution |<;Ient1f1ed at Client Action Plan
changes - in-house side « Minimize risk of issues
. Critical steps for execution with * One main contact during upgrade
IP2017 Installation Customer identified at Oracle « Maximize likelihood of
Repository Support side SUCCESS
» Upgrade path and  Client is responsible - Establish a strong
environment for the Upgrade partnership between
recommendations execution Oracle and our
customers

Related Session: How Oracle can help you E
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Advanced Customer Services portfolio Find Out More at [ ORACLE
Consistent across on premise and cloud Ve http://oracle.com/goto/acs  Services
1ssion-

Critical Services

Transition
Services

Managed
Platform

Hybrid Cloud
Multicloud

Expert AMa;_na%_ed
Services pplications
and Help Desk

odl

Oracle Cloud
Infrastructure

Oracle SaaS

On Premise
Systems
Optimization

Security
Services

Oracle Advanced Customer Services

Related Session: American Airlines'
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https://support.oracle.com/epmos/faces/DocumentDisplay?id=1456246.1
http://oracle.com/goto/acs
http://oracle.com/goto/acs
http://oracle.com/goto/acs

Key Takeaways

1 Simplify IT. Oracle Enterprise Manager
for Siebel CRM to ensure system health
and availability

2 Intelligent Service. Smart Sensors
for proactive issue detection and
resolution

3 World Class Support. Innovative
solutions for our customers to provide
best in class services for the Cloud
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Thanks!

Agnes Zhang
g agnes.zhang@oracle.com

E blogs.oracle.com/siebelcrm
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Poll:
What is the primary solution to monitor your Siebel deployments?

Custom solution

Oracle Enterprise Manager Siebel Plugin
Third-party monitoring solution

Siebel Server Manager and native tools




Poll Result:
What is the primary solution to monitor your Siebel deployments?

Custom solution

Oracle Enterprise Manager Siebel Plugin
Third-party monitoring solution

Siebel Server Manager and native tools

m Custom solution
Oracle Enterprise Manager Siebel Plugin
Third-party monitoring solution

m Siebel Server Manager and native tools \\/




Take the Siebel CRM
Innovation Survey

win
—
— 3
— o
“

Let us help you kickstart your
Siebel CRM transformation

https://go.oracle.com/siebelcrm-innovation
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Useful Resources

59

Siebel CRM Blog

Siebel CRM YouTube

Siebel CRM Sales Team X
Siebel CRM ACS Services XK

Oracle Support Value

Partner Spotlights

Siebel CRM Statement of Direction

Siebel CRM Release Updates

Siebel CRM Premier Support

Datasheets — Features by Release

Siebel CRM lIdeas (Collaboration)

Copyright © 2020, Oracle and/or its affiliates

Siebel CRM Learning Subscription
(Free content, click Preview)

Siebel CRM Bookshelf

Siebel CRM Github

Siebel CRM Advisor Webcasts
My Oracle Support Community

Siebel CRM Customer Connect
CAB portal

Linkedln Customer Connect

Newsletter Email Distribution list
(Customer) & (Partner)

Virtual CAB replays



http://customerconnect.oracle.com/
https://www.linkedin.com/groups/8735948/
https://go.oracle.com/LP=59391?grp=crmcab
https://go.oracle.com/LP=59391?grp=crmptn
https://videohub.oracle.com/category/Products+and+Services%3EOracle+Siebel+CRM/97347451
https://education.oracle.com/oracle-siebel-learning-subscription/ls_38497
https://www.oracle.com/technetwork/documentation/default-5244921.html
https://github.com/OracleSiebel/ConfiguringSiebel
https://support.oracle.com/epmos/faces/DocContentDisplay?id=1456246.1
https://community.oracle.com/community/support/siebel
http://support.oracle.com/epmos/faces/DocumentDisplay?id=2641170.1
https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=280773470197856&id=2382435.1
https://www.oracle.com/support/lifetime-support/applications-unlimited.html#unlimited
http://support.oracle.com/epmos/faces/DocumentDisplay?id=2494861.1
https://community.oracle.com/community/support/siebel/siebel-crm-ideas
https://blogs.oracle.com/siebelcrm/
https://www.youtube.com/oraclesiebelcx
https://blogs.oracle.com/siebelcrm/new-acs-services-for-ip2017-and-siebel-on-cloud
https://blogs.oracle.com/siebelcrm/why-support-is-vital-for-your-siebel-crm-implementation
https://blogs.oracle.com/siebelcrm/partners-6
mailto:appslicensesales_be@oracle.com
mailto:acs_ww@oracle.com

