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Legal Notices

Warranty
The only warranties for HP products and services are set forth in the express warranty statements
accompanying such products and services. Nothing herein should be construed as constituting an
additional warranty. HP shall not be liable for technical or editorial errors or omissions contained herein.

The information contained herein is subject to change without notice.

Restricted Rights Legend
Confidential computer software. Valid license from HP required for possession, use or copying. Consistent
with FAR 12.211 and 12.212, Commercial Computer Software, Computer Software Documentation, and
Technical Data for Commercial Items are licensed to the U.S. Government under vendor's standard
commercial license.

Copyright Notice
© Copyright 2011-2014 Hewlett-Packard Development Company, L.P.

Trademark Notices
Microsoft® and Windows® are U.S. registered trademarks of Microsoft Corporation.

AMD is a trademark of Advanced Micro Devices, Inc.

Intel and Xeon are trademarks of Intel Corporation in the U.S. and other countries.

Oracle and Java are registered trademarks of Oracle and/or its affiliates.

Documentation Updates
The title page of this document contains the following identifying information:

l Software Version number, which indicates the software version.
l Document Release Date, which changes each time the document is updated.
l Software Release Date, which indicates the release date of this version of the software.

To check for recent updates or to verify that you are using the most recent edition of a document, go to:
https://softwaresupport.hp.com

This site requires that you register for an HP Passport and sign in. To register for an HP Passport ID, go to:
https://hpp12.passport.hp.com/hppcf/createuser.do

Or click the the Register link at the top of the HP Software Support page.

You will also receive updated or new editions if you subscribe to the appropriate product support service.
Contact your HP sales representative for details.

Support
Visit the HP Software Support Online web site at: https://softwaresupport.hp.com

This web site provides contact information and details about the products, services, and support that HP
Software offers.

HP Software online support provides customer self-solve capabilities. It provides a fast and efficient way to
access interactive technical support tools needed to manage your business. As a valued support customer,
you can benefit by using the support web site to:

l Search for knowledge documents of interest
l Submit and track support cases and enhancement requests
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l Download software patches
l Manage support contracts
l Look up HP support contacts
l Review information about available services
l Enter into discussions with other software customers
l Research and register for software training

Most of the support areas require that you register as an HP Passport user and sign in. Many also require a
support contract. To register for an HP Passport ID, go to:

https://hpp12.passport.hp.com/hppcf/createuser.do

To find more information about access levels, go to:

https://softwaresupport.hp.com/web/softwaresupport/access-levels

HP Software Solutions Now accesses the HPSW Solution and Integration Portal Web site. This site enables
you to explore HP Product Solutions to meet your business needs, includes a full list of Integrations between
HP Products, as well as a listing of ITIL Processes. The URL for this Web site is
http://h20230.www2.hp.com/sc/solutions/index.jsp

About this PDF Version of Online Help
This document is a PDF version of the online help. This PDF file is provided so you can easily print multiple
topics from the help information or read the online help in PDF format. Because this content was originally
created to be viewed as online help in a web browser, some topics may not be formatted properly. Some
interactive topics may not be present in this PDF version. Those topics can be successfully printed from
within the online help.
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Service Desk Context
The ServiceDesk functions as the single contact-point for end-user incidents. ServiceDesk handles
incidents, problems, and questions, and also provides an interface for other activities such as change
requests, maintenance contracts, software licenses, service-level management, configuration
management, availability management, financial management, and IT services continuity management

Its goal is to "create" an incident. If there is a direct solution, it attempts to resolve the incident at the
first level. If the service desk cannot solve the incident then it is passed to a second or third level group
within the incident management system. Incidents can initiate a chain of processes.

The ServiceDesk Management goals include: incident control (life-cycle management of all service
requests) and communication (keeping the customer informed of progress and advising on
workarounds).

HP ServiceManager is the data source used by this Context (universe).

The following universe contains the attributes and classes that relate to Service Desk Management.

To access:

In Executive Scorecard, click Admin > Semantic Layer > Semantic Layer. In the Context
Management page, click Launch Context Designer. In the Context Designer page, click Open an
existing context, and select the Context.

Tasks

Display the Context

1. In Executive Scorecard, click Admin > Semantic Layer > Semantic Layer. The Context
Management page opens.

2. The list of out-of-the-box Contexts is displayed.
3. Click Launch Context Designer.
4. In the Context Designer page that opens, click Open an existing context.
5. Select the relevant Context.

The structure of the Context is displayed.

For additional details about Context Designer, see Semantic Layer - Context Designer in the IT
Executive Scorecard Administrator Guide.
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Reference

Context Tables and Structure

The context includes the following tables and relationships:

Statistics

Entity Count Field Count Table Count Alias Count Join Count

8 96 8 3 7

Model Structure

The table lists all the views and fields included in themodel even when the corresponding objects have
not been selected to be part of the corresponding Context.

Table Name Name Type

XS.INTERACTION_FACT_V ACTIVE_PROCESS nvarchar

XS.INTERACTION_FACT_V CATEGORY nvarchar

XS.INTERACTION_FACT_V CLOSE_TIME_DURABLE_KEY numeric

XS.INTERACTION_FACT_V CLOSE_TIME_LOC datetime

XS.INTERACTION_FACT_V COMPLETION_CODE nvarchar

XS.INTERACTION_FACT_V CREATE_TIME_DURABLE_KEY numeric
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Table Name Name Type

XS.INTERACTION_FACT_V CREATE_TIME_LOC datetime

XS.INTERACTION_FACT_V CUSTOMER_ORG_DURABLE_KEY numeric

XS.INTERACTION_FACT_V FIRST_CALL nvarchar

XS.INTERACTION_FACT_V MD_DURABLE_KEY numeric

XS.INTERACTION_FACT_V PRIORITY nvarchar

XS.INTERACTION_FACT_V PROVIDER_ORG_DURABLE_KEY numeric

XS.INTERACTION_FACT_V REFERENCE_NUMBER nvarchar

XS.INTERACTION_FACT_V SERVICE_DURABLE_KEY numeric

XS.INTERACTION_FACT_V Status nvarchar

XS.INTERACTION_FACT_V SUBCATEGORY nvarchar

XS.INTERACTION_FACT_V SURVEY_DURABLE_KEY numeric

XS.INTERACTION_FACT_V Type nvarchar

XS.INTERACTION_FACT_V URGENCY nvarchar

XS.ORGANIZATION_DIM_V LEVEL0 nvarchar

XS.ORGANIZATION_DIM_V LEVEL1 nvarchar

XS.ORGANIZATION_DIM_V LEVEL2 nvarchar

XS.ORGANIZATION_DIM_V LEVEL3 nvarchar

XS.ORGANIZATION_DIM_V LEVEL4 nvarchar

XS.ORGANIZATION_DIM_V LEVEL5 nvarchar

XS.ORGANIZATION_DIM_V LEVEL6 nvarchar

XS.ORGANIZATION_DIM_V LEVEL7 nvarchar

XS.ORGANIZATION_DIM_V LEVEL8 nvarchar

XS.ORGANIZATION_DIM_V LEVEL9 nvarchar

XS.ORGANIZATION_DIM_V MD_DURABLE_KEY numeric

XS.ORGANIZATION_DIM_V Name nvarchar

XS.PERIOD_DIM_V Day nvarchar

XS.PERIOD_DIM_V DESCRIPTION nvarchar
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Table Name Name Type

XS.PERIOD_DIM_V DISPLAY_LABEL nvarchar

XS.PERIOD_DIM_V END_DATE datetime

XS.PERIOD_DIM_V FINANCIAL_USAGE nvarchar

XS.PERIOD_DIM_V MD_DURABLE_KEY numeric

XS.PERIOD_DIM_V Month nvarchar

XS.PERIOD_DIM_V NAME nvarchar

XS.PERIOD_DIM_V PERIODICITY nvarchar

XS.PERIOD_DIM_V PERIOD_NUMBER numeric

XS.PERIOD_DIM_V Quarter nvarchar

XS.PERIOD_DIM_V START_DATE datetime

XS.PERIOD_DIM_V Week nvarchar

XS.PERIOD_DIM_V Year nvarchar

XS.PERIOD_DIM_V Year_Number numeric

XS.SERVICE_DIM_V BusinessCriticality numeric

XS.SERVICE_DIM_V Description nvarchar

XS.SERVICE_DIM_V DisplayLabel nvarchar

XS.SERVICE_DIM_V Level0 nvarchar

XS.SERVICE_DIM_V Level1 nvarchar

XS.SERVICE_DIM_V Level2 nvarchar

XS.SERVICE_DIM_V Level3 nvarchar

XS.SERVICE_DIM_V Level4 nvarchar

XS.SERVICE_DIM_V Level5 nvarchar

XS.SERVICE_DIM_V Level6 nvarchar

XS.SERVICE_DIM_V Level7 nvarchar

XS.SERVICE_DIM_V Level8 nvarchar

XS.SERVICE_DIM_V Level9 nvarchar

XS.SERVICE_DIM_V MANAGER_DURABLE_KEY numeric
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Table Name Name Type

XS.SERVICE_DIM_V MD_DURABLE_KEY numeric

XS.SERVICE_DIM_V Name nvarchar

XS.SERVICE_DIM_V State nvarchar

XS.SERVICE_DIM_V Type nvarchar

XS.SURVEYRESULT_FACT_V COMPLETION_DATE_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V EMPLOYMENT_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V FULL_MARK_SCORE float

XS.SURVEYRESULT_FACT_V LOCATION_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V MD_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V Name nvarchar

XS.SURVEYRESULT_FACT_V Name_Alt nvarchar

XS.SURVEYRESULT_FACT_V ORG_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V PERSON_DURABLE_KEY numeric

XS.SURVEYRESULT_FACT_V SCORE float

XS.SURVEYRESULT_FACT_V Type nvarchar

Object List

The table lists all the entities and fields of themodel that were selected to be part of the Context.

Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

AssignedToOrgan
ization

Level0 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL0 STRIN
G

AssignedToOrgan
ization

Level1 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL1 STRIN
G

AssignedToOrgan
ization

Level2 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL2 STRIN
G

AssignedToOrgan
ization

Level3 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL3 STRIN
G

AssignedToOrgan
ization

Level4 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL4 STRIN
G
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

AssignedToOrgan
ization

Level5 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL5 STRIN
G

AssignedToOrgan
ization

Level6 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL6 STRIN
G

AssignedToOrgan
ization

Level7 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL7 STRIN
G

AssignedToOrgan
ization

Level8 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL8 STRIN
G

AssignedToOrgan
ization

Level9 XS.ORGANIZA
TION_DIM_V

Provider_Org LEVEL9 STRIN
G

AssignedToOrgan
ization

Name XS.ORGANIZA
TION_DIM_V

Provider_Org Name STRIN
G

ClosedTimePerio
d

Day XS.PERIOD_
DIM_V

Day STRIN
G

ClosedTimePerio
d

Description XS.PERIOD_
DIM_V

DESCRIPTI
ON

STRIN
G

ClosedTimePerio
d

DisplayLabel XS.PERIOD_
DIM_V

DISPLAY_
LABEL

STRIN
G

ClosedTimePerio
d

EndDate XS.PERIOD_
DIM_V

END_DATE DATE

ClosedTimePerio
d

FinancialUsa
ge

XS.PERIOD_
DIM_V

FINANCIAL_
USAGE

STRIN
G

ClosedTimePerio
d

Month XS.PERIOD_
DIM_V

Month STRIN
G

ClosedTimePerio
d

Name XS.PERIOD_
DIM_V

NAME STRIN
G

ClosedTimePerio
d

Periodicity XS.PERIOD_
DIM_V

PERIODICI
TY

STRIN
G

ClosedTimePerio
d

PeriodNumb
er

XS.PERIOD_
DIM_V

PERIOD_
NUMBER

NUME
RIC

ClosedTimePerio
d

Quarter XS.PERIOD_
DIM_V

Quarter STRIN
G

ClosedTimePerio
d

StartDate XS.PERIOD_
DIM_V

START_
DATE

DATE
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

ClosedTimePerio
d

Week XS.PERIOD_
DIM_V

Week STRIN
G

ClosedTimePerio
d

Year XS.PERIOD_
DIM_V

Year STRIN
G

ClosedTimePerio
d

YearNumber XS.PERIOD_
DIM_V

Year_
Number

NUME
RIC

CreateTimePerio
d

Day XS.PERIOD_
DIM_V

CreateTimePerio
d

Day STRIN
G

CreateTimePerio
d

Description XS.PERIOD_
DIM_V

CreateTimePerio
d

DESCRIPTI
ON

STRIN
G

CreateTimePerio
d

DisplayLabel XS.PERIOD_
DIM_V

CreateTimePerio
d

DISPLAY_
LABEL

STRIN
G

CreateTimePerio
d

EndDate XS.PERIOD_
DIM_V

CreateTimePerio
d

END_DATE DATE

CreateTimePerio
d

FinancialUsa
ge

XS.PERIOD_
DIM_V

CreateTimePerio
d

FINANCIAL_
USAGE

STRIN
G

CreateTimePerio
d

Month XS.PERIOD_
DIM_V

CreateTimePerio
d

Month STRIN
G

CreateTimePerio
d

Name XS.PERIOD_
DIM_V

CreateTimePerio
d

NAME STRIN
G

CreateTimePerio
d

Periodicity XS.PERIOD_
DIM_V

CreateTimePerio
d

PERIODICI
TY

STRIN
G

CreateTimePerio
d

PeriodNumb
er

XS.PERIOD_
DIM_V

CreateTimePerio
d

PERIOD_
NUMBER

NUME
RIC

CreateTimePerio
d

Quarter XS.PERIOD_
DIM_V

CreateTimePerio
d

Quarter STRIN
G

CreateTimePerio
d

StartDate XS.PERIOD_
DIM_V

CreateTimePerio
d

START_
DATE

DATE

CreateTimePerio
d

Week XS.PERIOD_
DIM_V

CreateTimePerio
d

Week STRIN
G

CreateTimePerio
d

Year XS.PERIOD_
DIM_V

CreateTimePerio
d

Year STRIN
G

CreateTimePerio
d

YearNumber XS.PERIOD_
DIM_V

CreateTimePerio
d

Year_
Number

NUME
RIC
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

Interaction ActiveProce
ss

XS.INTERACTI
ON_FACT_V

ACTIVE_
PROCESS

STRIN
G

Interaction Category XS.INTERACTI
ON_FACT_V

CATEGORY STRIN
G

Interaction ClosedTime XS.INTERACTI
ON_FACT_V

CLOSE_
TIME_LOC

DATE

Interaction CompletionC
ode

XS.INTERACTI
ON_FACT_V

COMPLETI
ON_CODE

STRIN
G

Interaction CreateTime XS.INTERACTI
ON_FACT_V

CREATE_
TIME_LOC

DATE

Interaction FirstCall XS.INTERACTI
ON_FACT_V

FIRST_
CALL

STRIN
G

Interaction Priority XS.INTERACTI
ON_FACT_V

PRIORITY STRIN
G

Interaction ReferenceNu
mber

XS.INTERACTI
ON_FACT_V

REFERENC
E_NUMBER

STRIN
G

Interaction Status XS.INTERACTI
ON_FACT_V

Status STRIN
G

Interaction Subcategory XS.INTERACTI
ON_FACT_V

SUBCATEG
ORY

STRIN
G

Interaction Type XS.INTERACTI
ON_FACT_V

Type STRIN
G

Interaction Urgency XS.INTERACTI
ON_FACT_V

URGENCY STRIN
G

RequestedByOrg
aniztion

Level0 XS.ORGANIZA
TION_DIM_V

LEVEL0 STRIN
G

RequestedByOrg
aniztion

Level1 XS.ORGANIZA
TION_DIM_V

LEVEL1 STRIN
G

RequestedByOrg
aniztion

Level2 XS.ORGANIZA
TION_DIM_V

LEVEL2 STRIN
G

RequestedByOrg
aniztion

Level3 XS.ORGANIZA
TION_DIM_V

LEVEL3 STRIN
G

RequestedByOrg
aniztion

Level4 XS.ORGANIZA
TION_DIM_V

LEVEL4 STRIN
G
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

RequestedByOrg
aniztion

Level5 XS.ORGANIZA
TION_DIM_V

LEVEL5 STRIN
G

RequestedByOrg
aniztion

Level6 XS.ORGANIZA
TION_DIM_V

LEVEL6 STRIN
G

RequestedByOrg
aniztion

Level7 XS.ORGANIZA
TION_DIM_V

LEVEL7 STRIN
G

RequestedByOrg
aniztion

Level8 XS.ORGANIZA
TION_DIM_V

LEVEL8 STRIN
G

RequestedByOrg
aniztion

Level9 XS.ORGANIZA
TION_DIM_V

LEVEL9 STRIN
G

RequestedByOrg
aniztion

Name XS.ORGANIZA
TION_DIM_V

Name STRIN
G

Service BusinessCrit
icality

XS.SERVICE_
DIM_V

BusinessCrit
icality

NUME
RIC

Service Description XS.SERVICE_
DIM_V

Description STRIN
G

Service DisplayLabel XS.SERVICE_
DIM_V

DisplayLabel STRIN
G

Service Level0 XS.SERVICE_
DIM_V

Level0 STRIN
G

Service Level1 XS.SERVICE_
DIM_V

Level1 STRIN
G

Service Level2 XS.SERVICE_
DIM_V

Level2 STRIN
G

Service Level3 XS.SERVICE_
DIM_V

Level3 STRIN
G

Service Level4 XS.SERVICE_
DIM_V

Level4 STRIN
G

Service Level5 XS.SERVICE_
DIM_V

Level5 STRIN
G

Service Level6 XS.SERVICE_
DIM_V

Level6 STRIN
G

Service Level7 XS.SERVICE_
DIM_V

Level7 STRIN
G
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

Service Level8 XS.SERVICE_
DIM_V

Level8 STRIN
G

Service Level9 XS.SERVICE_
DIM_V

Level9 STRIN
G

Service Name XS.SERVICE_
DIM_V

Name STRIN
G

Service State XS.SERVICE_
DIM_V

State STRIN
G

Service Type XS.SERVICE_
DIM_V

Type STRIN
G

SurveyResult FullMarkScor
e

XS.SURVEYRE
SULT_FACT_V

FULL_
MARK_
SCORE

NUME
RIC

SurveyResult Name XS.SURVEYRE
SULT_FACT_V

Name STRIN
G

SurveyResult Score XS.SURVEYRE
SULT_FACT_V

SCORE NUME
RIC

SurveyResult Type XS.SURVEYRE
SULT_FACT_V

Type STRIN
G

SurveyResultPeri
od

Day XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Day STRIN
G

SurveyResultPeri
od

Description XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

DESCRIPTI
ON

STRIN
G

SurveyResultPeri
od

DisplayLabel XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

DISPLAY_
LABEL

STRIN
G

SurveyResultPeri
od

EndDate XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

END_DATE DATE

SurveyResultPeri
od

FinancialUsa
ge

XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

FINANCIAL_
USAGE

STRIN
G

SurveyResultPeri
od

Month XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Month STRIN
G

SurveyResultPeri
od

Name XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

NAME STRIN
G

SurveyResultPeri Periodicity XS.PERIOD_ SurveyCompletio PERIODICI STRIN
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Entity Name Field Name
Source Table
Name

Alias Table
Name

DB Column
Name

Field
Type

od DIM_V nPeriod TY G

SurveyResultPeri
od

PeriodNumb
er

XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

PERIOD_
NUMBER

NUME
RIC

SurveyResultPeri
od

Quarter XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Quarter STRIN
G

SurveyResultPeri
od

StartDate XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

START_
DATE

DATE

SurveyResultPeri
od

Week XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Week STRIN
G

SurveyResultPeri
od

Year XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Year STRIN
G

SurveyResultPeri
od

YearNumber XS.PERIOD_
DIM_V

SurveyCompletio
nPeriod

Year_
Number

NUME
RIC
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Reports Associated with the ALM Data Source
TheWeb Intelligence reports display information related to the business models provided by the
different data sources. The reports can be added to theWeb Intelligence Report Viewer component and
to theWeb Intelligence Static Report Component Viewer component in the Dashboard.

To access:

In the Dashboard, add aWeb Intelligence report or an operational report to aWeb Intelligence
component by configuring the component. For details, seeWeb Intelligence Report Viewer - Configure
Component Dialog Box orWeb Intelligence Static Report Component Viewer - Configure Component
Dialog Box in the IT Executive Scorecard Business Analyst Guide.

The report is then displayed in these components in the Dashboard. For details, seeWeb Intelligence
Report Viewer Component orWeb Intelligence Static Report Component Viewer (Display) in the
IT Executive Scorecard Business Analyst Guide.

Tasks
This section includes:

"Add aWeb Intelligence report or an operational report to aWeb Intelligence component" below

"Display aWeb Intelligence report or an operational report in a page" below

Add a Web Intelligence report or an operational report to a Web Intelligence component

In the Dashboard, add aWeb Intelligence report or an operational report to aWeb Intelligence
component by configuring the component. For details, seeWeb Intelligence Report Viewer - Configure
Component Dialog Box orWeb Intelligence Static Report Component Viewer - Configure Component
Dialog Box in the IT Executive Scorecard Business Analyst Guide.

Display a Web Intelligence report or an operational report in a page

After you have added aWeb Intelligence report or an operational report to aWeb Intelligence
component by configuring the component, these reports are then displayed when these components
are added to a page in the Dashboard. For details, seeWeb Intelligence Report Viewer Component or
Web Intelligence Static Report Component Viewer (Display)in the IT Executive Scorecard Business
Analyst Guide

Reference

Reports
TheWeb Intelligence report categories are:
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l "Interaction Reports" below
l "Service Status Reports" below
l "SLA Reports" below
Interaction Reports

The Interaction reports are based on the business model taken from the HP ServiceManager data
source.

The reports are:

High Priority Interactions by Customers Report

Number of Interactions by Category Report

Service Status Reports

The Service Status reports are based on the business model taken from the HP ServiceManager data
source.

The reports are:

l Mean Time Between Failures for Top 3 Services Report

SLA Reports

The SLA reports are based on the business model taken from the HP ServiceManager data source.

The reports are:

l SLA Not Met by Consumers Report
l SLA Not Met by Services Report
l Top 3 Services Suppliers Report
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% of Availability of Services KPI
Component Type KPI

Business Questions Make sure our service availability is meeting customer expectations.

Business Objective ImproveQuality of Delivery

Description The number of available services relative to the total number of services during themeasurement period.

Context AvailabilityManagement

Data source BSM

Formula PERCENTAGE_MATH(SUM(ServiceStatus.Duration, KpiName.Name='Application Availability' and
Status.Name= 'ok' and PERIOD_ENTITY=Period), SUM(ServiceStatus.Duration,
KpiName.Name='Application Availability' and PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 90 to 95 95 to 99 99 to 100

Release 9.00
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% of Affected End Users by Application Quality KPI
Component Type KPI

Business Questions Make sure that the number of users not affected by application faults is adequate.

Business Objective Improve Customer Satisfaction

Description The number of users affected by application faults relative to the total number of users during the
measurement period.

Context ApplicationPerformance

Data source BSM

Formula PERCENTAGE_MATH(       SUM( ApplicationPerformance.OpenSessionInError ,PERIOD_
ENTITY=Period), SUM( ApplicationPerformance.OpenSessions ,PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Minimize

Thresholds 0 to 5 5 to 30 30 to 100

Release 9.02
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% of Applications Availability KPI
Component Type KPI

Business Questions Make sure our application availability procedures are efficient.

Business Objective Improve Customer Satisfaction

Description The number of available applications relative to the total number of applications during themeasurement
period.

Context AvailabilityManagement

Data source BSM

Formula PERCENTAGE_MATH(SUM(       BusinessAppStatus.Duration, KpiName.Name='Application Availability'
and Status.Name= 'ok' and PERIOD_ENTITY=Period),SUM(BusinessAppStatus.Duration,
KpiName.Name='Application Availability' and PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 90 to 95 95 to 99 99 to 100

Release 9.02
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% of Failed Business Transactions KPI
Component Type KPI

Business Questions Make sure that the number of successful transactions in all critical applications is adequate.

Business Objective ImproveQuality of Delivery

Description The number of failed transactions in all critical applications relative to the total number of transactions in all
critical applications during themeasurement period.

Context ApplicationPerformance

Data source BSM

Formula PERCENTAGE_MATH(
SUM( ApplicationPerformance.FailedTransaction ,
PERIOD_ENTITY=Period),
SUM(ApplicationPerformance.TotalTransaction , PERIOD_ENTITY=Period ),100 )

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Minimize

Thresholds 0 to 5 5 to 10 10 to 100

Release 9.02
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% of Met Application Performance KPI
Component Type KPI

Business Questions Make sure our critical application performance is adequate.

Business Objective Improve Customer Satisfaction

Description The number of critical applications with an Application Performance KPI with anOK status relative to the
total number of critical applications with an Application Performance KPI with any status.

Context AvailabilityManagement

Data source BSM

Formula PERCENTAGE_MATH(
SUM(BusinessAppStatus.Duration, KpiName.Name= 'Application Performance' and Status.Name= 'ok'
),
SUM(BusinessAppStatus.Duration, KpiName.Name= 'Application Performance'),
100 )

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 0 to 90 90 to 95 95 to 100

Release 9.02
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% of Met Service Performance KPI
Component Type KPI

Business Questions Make sure our service performance is meeting expectations.

Business Objective Improve Customer Satisfaction

Description The number of periods when service performance was met, relative to the total number of periods included
in themeasurement period.

Context AvailabilityManagement

Data source BSM

Formula PERCENTAGE_MATH(SUM(ServiceStatus.Duration, KpiName.Name= 'Application Performance' and
Status.Name= 'ok' and PERIOD_ENTITY=Period),SUM(ServiceStatus.Duration, KpiName.Name=
'Application Performance' and PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 0 to 90 90 to 99 99 to 100

Release 9.00
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% of Met SLAs
Component Type KPI

Business Questions Make sure that our SLAs meet the goal, over time.

Business Objective Improve Customer Satisfaction

Description The number of met SLAs relative to the total number of SLAs that are ongoing during themeasurement
period.

Context SLM

Data source BSM and SM

Formula Percentage(SLAOverAllStatus, Status.Name= 'ok' and Period.Periodicity =KPI_PERIODICITY_TYPE
And PERIOD_ENTITY=Period, Period.Periodicity = KPI_PERIODICITY_TYPE And PERIOD_
ENTITY=Period,100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 0 to 90 90 to99 99 to 100

Release 9.00

Page 24 of 34HP IT Executive Scorecard (9.50)



% of Monitored Applications KPI
Component Type KPI

Business Questions Make sure our business applicationmonitoring procedures are efficient.

Business Objective Reduce Risk

Description The number of business applications that aremonitored relative to the total number of applications.

Context ApplicationPerformance

Data source BSM, UCMDB

Formula PERCENTAGE_MATH( COUNT(  Application.ApplicationId , Application.Monitoredby <> 'NULL' ) ,
COUNT( Application.ApplicationId ,* ) ,100)

KPI Formula Filter

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 0 to 80 80 to 90 90 to 100

Release 9.02

Page 25 of 34HP IT Executive Scorecard (9.50)



% of Non-Encrypted Traffic KPI
Component Type KPI

Business Questions Make sure that the quantity of encrypted traffic is adequate.

Business Objective Reduce Risk

Description The quantity of non-encrypted traffic relative to the total traffic during themeasurement period based on
Real User Monitor (RUM) captured data.

Context ApplicationPerformance

Data source BSM

Formula PERCENTAGE_MATH(SUM(ApplicationPerformance.NonEncryptedTrafficOut , PERIOD_
ENTITY=Period)+SUM(ApplicationPerformance.NonEncryptedTrafficIn , PERIOD_
ENTITY=Period),SUM(      ApplicationPerformance.TotalTrafficIn,PERIOD_ENTITY=Period)+SUM( 
ApplicationPerformance.TotalTrafficOut,PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Minimize

Thresholds 0 to 5 5 to 10 10 to 100

Release 9.02
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% of SLAs Planned to be Expired KPI
Component Type KPI

Business Questions Make sure we are providing the best service to our customers. Make sure our services are up to date.

Business Objective Achieve Process Excellence

Description The number of SLAs that according to plan, should expire in the current period relative to the total number
of SLAs.

Context SLM

Data source SM, BSM

Formula PERCENTAGE(SLA, SLA.State='Running' and SLA.EndDate IN_PERIOD , SLA.Name <> 'INVALID'
and SLA.Name <> 'UNKNOWN' )

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Minimize

Thresholds 0 to 50 50 to 75 75 to 100

Release 9.00
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% of SLOs Met KPI
Component Type KPI

Business Questions Make sure the processes for IT responses to incidents within the SLAs are efficient.

Business Objective Improve Customer Satisfaction

Description The number of service level objectives for IT process activities that weremet, relative to the total number
of IT process activities during themeasurement period.

Context SLM

Data source SM, BSM

Formula PERCENTAGE_MATH(SUM(SLAStatus.ObjMetCount,KpiName.Name='Incident Response Time' And
PERIOD_ENTITY=Period),SUM(SLAStatus.ObjCount,KpiName.Name ='Incident Response Time' And
PERIOD_ENTITY=Period),100)

KPI Formula Filter N/A

Unit Type %

Time Period Monthly

Direction Maximize

Thresholds 0 to 95 95 to 99 99 to 100

Release 9.00
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Mean Time Between Failures of Services KPI
Component Type KPI

Business Questions Enables servicemanagers to identify themost troublesome incidents, determine how to address the
incident categories that have the lowest mean time between failures (MTBF), and continuously improve
themost frequently occurring incident categories.

Business Objective ImproveQuality of Delivery

Description The average time between service failures.

Context AvailabilityManagement

Data source BSM

Formula DATE_CONVERT( 's','h',
RATIO_MATH(SUM(ServiceStatus.Duration, Status.Name='ok' And PERIOD_
ENTITY=Period),COUNT_DISTINCT(ServiceStatus.StatusStartTime, Status.Name='ok' And
PERIOD_ENTITY=Period) ))

KPI Formula Filter KpiName.Name = 'Application Availability'

Unit Type Hours

Time Period Monthly

Direction Maximize

Thresholds 0 to 24 24 to 36 36 to 96

Release 9.00
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Mean Time to Repair a Service KPI
Component Type KPI

Business Questions TheMean Time to Repair (MTTR) report illustrates the influence of the average incident time, in hours,
needed to resolve incidents of a particular category so that servicemanagers can determine which issues
require additional training or which third-party relationships to address. The subclass of the report enables
servicemanagers to determine which types of issues aremost difficult to resolve. Managers learn where
training or third-party support is necessary. They can focus on issues that take longer to address but do
not necessarily occur in large numbers.

Business Objective Improve Responsiveness

Description This KPI helps Call Center managers and Servicemanagers identify the top incident categories by their
MTTR for the organization. Managers can then assign and train resources to address the state of the
organization's support activities and lead any issues where trends dictate that particular incident
categories aremore visible whether there are relationships between the trends of difficult issues to
address based on their resolution times.

Context AvailabilityManagement

Data source BSM

Formula DATE_CONVERT('s','h',
RATIO_MATH(SUM(ServiceStatus.Duration, Status.Name='Critical' and PERIOD_
ENTITY=Period),COUNT_DISTINCT(ServiceStatus.StatusStartTime, Status.Name='Critical' and
PERIOD_ENTITY=Period) ))

KPI Formula Filter KpiName.Name = 'Application Availability'

Unit Type Hours
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Time Period Monthly

Direction Minimize

Thresholds 0 to 12 12 to 24 24 to 48

Release 9.00
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Send Documentation Feedback
If you have comments about this document, you can contact the documentation team by email. If an
email client is configured on this system, click the link above and an email window opens with the
following information in the subject line:

Feedback on Content Reference Guide for the Integration with HP Business Service
Management (IT Executive Scorecard 9.50)

Just add your feedback to the email and click send.

If no email client is available, copy the information above to a new message in a webmail client, and
send your feedback to SW-Doc@hp.com.

We appreciate your feedback!
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