Mercury™ IT Governance Center

Configuring Demand Tracking

and Management
Version 5.5.0

.
MERCURY
A:. INTERACTIVE



This manual, and the accompanying software and other documentation, is protected by U.S. and
international copyright laws, and may be used only in accordance with the accompanying license
agreement. Features of the software, and of other products and services of Mercury Interactive
Corporation, may be covered by one or more of the following patents: U.S. Patent Nos.
5,701,139; 5,657,438; 5,511,185; 5,870,559; 5,958,008; 5,974,572; 6,138,157, 6,144,962,
6,205,122; 6,237,006; 6,341,310; 6,360,332, 6,449,739; 6,470,383; 6,477,483; 6,549,944,
6,560,564; 6,564,342; 6,587,969; 6,631,408; 6,631,411; 6,633,912 and 6,694,288. Other patents
pending. All rights reserved.

Mercury, Mercury Interactive, the Mercury Interactive logo, LoadRunner, LoadRunner Test-
Center, QuickTest Professional, SiteScope, SiteSeer, TestDirector, Topaz and WinRunner are
trademarks or registered trademarks of Mercury Interactive Corporation or its subsidiaries, in the
United States and/or other countries. The absence of a trademark from this list does not constitute
a waiver of Mercury Interactive's intellectual property rights concerning that trademark.

All other company, brand and product names are registered trademarks or trademarks of their
respective holders. Mercury Interactive Corporation disclaims any responsibility for specifying
which marks are owned by which companies or which organizations.

Mercury Interactive Corporation
1325 Borregas Avenue
Sunnyvale, CA 94089 USA

Tel: (408) 822-5200

Fax: (408) 822-5300

© 2004 Mercury Interactive Corporation. All rights reserved.

If you have any comments or suggestions regarding this document, please send them via e-mail to
documentation @merc-int.com.

Publication Number: ConfigureDemand-0304A



Table of Contents

Chapter 1
INETOAUCHION c.ceeeeeeeeieceieieececiceceesesesesseeeeessesesssssssssssssssssssssssssssssssnesesssessssssssssssssssssssnsnes 1
ADOUE This DOCUMENE.....cccceiiieeeeeieieiiieitieeiteeeeeereeessessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss 1
INTENAEA AUIENCE ..ueeeeeeereeeieietieeeeeeeeeeeeesssesssesssssssssssssssssssssssssssssssssssssssssesssssnsssssesssns 3
DOCUMENT CONVENHIONS ....vuuereernieeeneiereeereeseeerensserssessessscsssssesssssssssssssssssssssssssssssssssssssssssssssses 3
ADdIHIONA] RESOUICES ....coeeeeieeiieeiieiiieeiieeeieeereeereeeessesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssse 4
Related DOCUMENIAHON ...t 4
CUSTOMET SUPPOIT ...ttt ettt ettt e ettt e e e ettt e e e ee e e eas 5
EUCTHON SEIVICES ..o et 5
Chapter 2
Key Concepts and Definitions ..........cceeveereeererneeneerensesseeseeseeseessesseessessesssessessssssesaens 7
What is Tracked as Demand? ........cooeeeeeiiiiiiiieiiiiiiieeiieeeseeesesessessssssssssssssssssssssssssssssssssssssssssss 7
FIEld GroUPS ....ccccueeurceirneeenetentenseeceectesnessesnessesssessssssssssssssssssssssssssassssssasssasssassssssasssassassss 8
Demand Field (Demand Category)........ccecueeeerrerreeereecsencecsucesuecsnssnnessnssasssasssasssssssassssssssseass 9
SEArCh ValidQHON . .e e e 10
DEMANA SO c..eeeeeeeeeeceieceeeeeereeeseesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassnns 11
Workflow Step - Transitioning on Scheduling Event.........c.ccccecueveerenveesenneenenseesensecseesseeennes 12
Dashboard Template .........ccceceierinnieininnninninnenneiceeceesnnesencsnesnesssnsssessessssssssssssssssssasssassnes 12
MENU SECUNIY ..ceeviineiiiiiitittiiiuetticcnntttessseatessssraeessssasstsssssassessssssssssssssssssssossssssssssassenes 12
17 NPt 13
Chapter 3
Configuring Demand Management
OVEIVIEW ..eeeeeeeeiereeneereeeesesessesessssseesssssssssssssssssssssssssssssssssssssssssssesssssssssssssssssssssssnssne 15
Chapter 4
Gathering ReqUIrEMENTs...........cceeceerrerereeseeceeneesseeseesesssssssessseessssssnssssessssssasssasssasse 17
Chapter 5
Creating Demand TYPes .......ccccceereerrernreeneeseenseesseesseesnessssssssssesssssssnsssssssssssssssassssse 19
Overview: Creating @ Demand TYPe.......ccccccurerurceerneerseesseessescsessaesssessnssssssasssasssssssasssasssasses 19

Table of Contents i



Configuring Demand Tracking and Management

Adding the Field Groups 10 @ ReqUESE TYPE .....ccccecueeruieurcrnrnrneseneseesseessaesassssssssssssssessssssanes 20
Adding a Request Type 10 a Demand Set.........ccceeveerrenrueeruecrueceecescnessnneseessnssssssasssssssasssens 22
Chapter 6
Configuring @ Demand Set .........cccceveeeuerreereenenseeneecseeseesseeseessessaessssseesaessesssssasssessasnes 23
Creating DemANM SEts .......cccccereeerereerceesecsunesnnsneeseessesssaessesssessssssssssassssssasssasssssssasssasssasses 23
Creating Demand Fields (Categories)........cccceerurnrrrnrirreenseenseessesseesuecsensnsssnsssasssasssnsssasssasses 24
Adding a Request Type 10 @ Demand Set.........ccceeveerreerueeruecrueceecessaessnnesnsssnsssnssasssssssasssens 26
Chapter 7
Configuring the Workflow for Demand Management ...........ccccvevueceereeneecrecneccsensennnes 31
Chapter 8
Setting up the SLAs (Validation and Rules) .......c..cccueeeeeenueeienreerseeneeneeneensecceecnennenes 33
SLA Behavior (EXAMPIE).....ccccereeerereerceesueesnnesnennneneessaesssessessssssssssssssnssssssasssasssasssasssasssasses 33
SLA St UP = RUIES ....cceeeeerereeeeceneicneicaeesneesnnesnnsnnesnessassssessssssnsssssssssssssssssasssnsssssssasssssssasses 34
SLA LEVEL....eiireieeeeeteenneeseeesteeseeseecescanesnessnesssssasssasssasssnssssssssessasssasssssssssssssasssassns 35
SLA Violation Dae......c.cceeueeureceeeneesseessaessescssssasssassssssasssasssasssssssasssssssasssassssssssssassssssassns 36
Service Request Date ........ueievvuueiiiiiineiiiiieiniiece sttt aes s ae s s s anens 37
Service Satisfied DAte ........cceeveereeerecrenreeneessenenseeseessessessesseessessessessesssessessessessssssassessesns 38
Chapter 9
ENGbliNG USEr ACCESS ....c.cveecuieruierinneeesensnnesnecneecsaessanssneesseessssssessnsssssssssssasssasssasssassses 41
Enabling General ACCEss .......cccevuerneenrernriennensunneeceeseesunesesesnesnsssassssessasssassssssssssssssasssassns 41
Controlling Configuration ACCESS.........ceerreereeruereerseesenseesaessessesseesaesessessessasssassessessaessassasses 42
Appendix A
Estimated Effort in Demand Management...........c.ucceeeeceeereeneeeneeneensessueesessaesnesseesaessenns 43
Appendix B
Customizing Menus and Templates ..........cceeceerceirreineenreennennseesseeseessnessesssscenessasseenns 45

iv Table of Contents



Configuring Demand Tracking and Management

Chapter

Introduction

IT receives demand from many different sources. Some demand is tracked in
help desks, defect tracking systems or service request systems. Often demand
gets tucked away in spreadsheets, post-it notes and e-mails. As a result, IT
resources are pulled in many different directions and IT activities become
misaligned with the business needs.

Mercury Demand Management provides a single application and repository to
capture all Demand placed on IT. Mercury IT Governance Center consolidates
information from the many different sources so you can both view aggregate
Demand in real time and report against it. Standard Demand categories allow
IT organizations to normalize the Demand from different sources. This helps
ensure the right people are working on the right activities.

Use Demand Management to:

e Capture all IT Demand from all sources
e (Capture and enforce processes

e Standardize IT Demand

e Manage and schedule Demand on your organization

About This Document

This guide provides instructions for configuring Mercury Demand
Management to enable the successful management of Demand on your
company. This includes creating and modifying Request Types and
Workflows, specifying Demand Fields and Categories to be tracked, and
enabling user access to Demand Management templates and menus.

Introduction 1



Configuring Demand Tracking and Management

This document assumes that you understand the concepts and configuration
techniques outlined in Configuring a Request Resolution System. See that
document for additional details on configuring the basic Demand
Management entities, such as Workflows, Request Types and Validations.

Each chapter covers a particular topic:

"Key Concepts and
Definitions"

"Configuring
Demand
Management
Overview"

"Gathering
Requirements"

"Configuring a
Demand Set"

"Creating Demand
Types"

"Configuring the
Workflow for
Demand
Management"

"Setting up the SLAs
(Validation and
Rules)"

"Enabling User
Access"

Defines the key concepts and definitions used when
creating a Request resolution system.

Provides an overview of the process used to configure
Demand Management to track and manage the Demand on
your organization.

Describes the information that will be needed before
configuring your Demand management and tracking
system.

Provides instructions for configuring a Demand Set.
This includes specifying the Demand Fields and
mapping them to fields on each Demand Type (Request

Type).

Provides instructions for creating Demand Types. This
involves specifying which Request Types will be used
to track and manage your Demand.

Describes how to configure the Workflow to utilize the
Demand Management functionality.

Provides some guidance for configuring the SLAs for
your Demand Management system.

Provides instructions for controlling access to specific
features related to managing Demand. This includes
controlling who can access Demand Management
Dashboard templates and menu items.

2

Introduction



Configuring Demand Tracking and Management

Intended Audience

The intended audience for this document include:

e Business or technical users who configure and maintain processes related
to Demand Management

e Users responsible for Request Type and Workflow configuration

Document Conventions

Table I-1 lists the types of conventions used in this document.

Table 1-1. Document conventions

Convention

Description

Example

Button, menu, tabs

Names of interface components that can be
clicked (such as buttons, menus, and tabs)
are shown in bold.

Apply button

Fields, Windows, Pages

Names of windows, fields, and pages are
shown as displayed.

New Request window

Code Code input and output are shown as CauchoConfigFile
displayed. C:/ITG_Home/conf/
resin.conf
Link Linked URLSs, filenames, and cross references | www.mercury.com
are shown as blue italicized text.
Variable Variables are shown as italicized text. ITG_Home/bin directory
Note Used to identify note boxes that contain
additional information.
Caution Used to identify caution boxes that contain
important information. Follow the instructions
in all caution boxes, failure to do so may result .
: Caution
in loss of data.
Example Used to identify example boxes that contain

examples of related procedure.

Excmple

Introduction 3
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Additional Resources

Mercury Interactive provides the following additional resources to help you
successfully configure Mercury IT Governance (ITG) Center:

o Related Documentation
e  Customer Support

o FEducation Services

Related Documentation

The Library includes additional documents related to the topics discussed in
this guide. Access the Library through the Mercury ITG Center online help.

Installation Guide

Security Model Guide and
Reference

Configuring a Request
Resolution System

Configuring the Dashboard

Reports Guide and Reference

Customizing the Standard
Interface

Managing Demand (Demand
Management)

This document describes the requirements and
procedures for installing and configuring Mercury
ITG Center.

This document presents an overview of the data
security model and provides instructions for
controlling access to different entities.

This document provides instructions for
configuring a Request resolution system. This
includes requirements gathering, modeling your
processes in a Workflow, defining a Request Type
to be integrated with the Workflow, and rolling out
this system to your users.

This document provides instructions for
configuring custom Portlets, maintaining standard
and custom Portlets, and setting a Default
Dashboard for all users.

This document provides details for running
reports.

This document provides details for customizing
the standard interface, including the directory
structure and methods of customization for
changing the presentation of the standard
interface.

This document provides instructions for using
Demand Management to enable the successful
management of Demand in your company.

4
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Configuring Demand Tracking and Management

Customer Support

Customer support and downloads for Mercury ITG Center and additional
product information can be accessed from the Mercury Interactive Support
Web site at http.://support.mercuryinteractive.com.

Education Services

Mercury Interactive provides a complete training curriculum to help you
achieve optimal results using Mercury I'T Governance Center. For more
information, visit the Education Services Web site at http://www.merc-
training.com/main/ITG.

Introduction 5
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Chapter

Key Concepts and Definitions

The following sections define common concepts and terms relating to Mercury
Demand Management. Knowledge of these terms and concepts will help the
reader gain a better understanding of deploying software and application
changes in Demand Management.

This chapter covers the following topics:

e What is Tracked as Demand?

e Field Groups

e Demand Field (Demand Category)

® Demand Set

e  Workflow Step - Transitioning on Scheduling Event
® Dashboard Template

® Menu Security

e SIA

What is Tracked as Demand?

Demand Management enables you to capture, analyze and manage the
Demand placed on your organization. Demand Management can be used to
track and manage different types of Demand. These Demand Types can range
from Bug Fix Requests to Requests for New Initiatives.

Key Concepts and Definitions 7
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Tip

Demand Types in Demand Management correspond to specific Request Types
that your organization has decided to manage using Demand Management.
These Request Types must be configured to work with Demand Management.

To enable a Request Type for use with Demand Management:
1. Select or create a Request Type.

2. Attach the Demand Management Field Groups to the Request Header
Type. This is performed in the Request Header Type Workbench.

3. Configure the Demand Set to include the Request Type. This is performed
by selecting Demand > Administration > Demand Sets from the Mercury IT
Governance Dashboard menu.

4. Map the Request Type fields to the Demand Fields using the Demand Sets
page.

Requests of that Request Type will now appear in Demand Management
Portlets, Demand scheduling and analysis tools, and report data.

Demand Management includes a number of system Request Types and
Workflows that are already configured to work with Demand Management
functionality. You can use these system Request Types and Workflows or
create your own.

Field Groups

Field Groups are a set of fields that are delivered with Mercury IT Governance
Center products to enable a quick solution implementation or to enable certain
functions in Mercury I'TG Center. For example, Demand Management delivers
a Demand Management Scheduling fields Field Group to enable consistent
tracking of information across multiple Demand Types. This Field Group is
associated with a Request Type (through the Request Header Type) to enable
the basic Demand Management features such as Demand scheduling and
analyzing Demand Management.

For Demand Management, each Demand Type (Request Type) must be linked
to the following Field Groups:

8
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Configuring Demand Tracking and Management

e Demand Management Scheduling fields: This Field Group allows a
Request to be scheduled with Demand Management.

e (Optional) Demand Management SLA Fields: This Field Group contains
the fields necessary to manage Requests with SLA.

x|
Please enable the Field Groups necessary for the desired functionality of this Request Header Type: 2|
Enabled Description
r Demand Management SLA Fields: This Field Group contains the fields necessary to manage requests
r Demand Management Scheduling Fields: This Field Group allovws a request to be scheduled with the C
r hiaster Project Reference on Reguest: Contains a field that allows & user to add a Project reference t
r PFM Azzet: Allows Requests to be considered as Assets in a Portfolio.
r PFM Project: Allowws Requests to be considered as Projects in a Portfolio.
r PFM Proposal: Allowes Reguests to be considered as Proposals in the Portfolio Management process. |
r PMO Program lssue: Allowes Requests to be considered as [ssues in a Program.
r PMO Program Resource Reguest: Allows Requests to be considered as Resource Reguests in a Prog
r PRO Program Risk: Allows Requests to be considered az a Risk in a Program. =
y | of
Cancel |
|Ready

Figure 2-1 Field Groups Window in the Request Header Type Workbench

Demand Field (Demand Category)

In order to successfully consolidate Demand across an organization’s wide
range of activities, you must track commonalities across the different types of
Demand. This is done by including common fields that can be normalized in
each of the Demand Types. The fields that are common to all Demand Types
are referred to as Demand Fields. In addition to providing a consistent,
normalizeable set of Demand criteria, Demand Fields are also used to provide
the user with visibility into their Demand. For example, the Demand Fields are
used as filters in the Demand Management Portlets.

Demand Fields are introduced into your Demand Sets using the Demand >
Administration > Demand Sets page. Using the Demand Sets page, you can
create new Demand Fields and then map them to fields in Request Types.

Ultimately, you need to have a set of Demand Fields that are consistently
tracked across all of your Demand Types (Request Types). These fields are
then mapped to fields on the Request Type.

Key Concepts and Definitions 9
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You can have a different set of Demand Fields for each Demand Set in your
@e‘ system.

Search Validation

Search Validations are the Validations associated with your Demand Fields
used on search or Portlet filter pages. Each Demand Field must have an
associated Search Validation specified. The Search Validation can be the same
Validation defined for a field.

Sometimes when working with Requests you need the Search Validation to be
different than the Validation in the Request form. An example of when this
situation might occur is when your Request form has Token dependencies
between fields. Often you do not want these same dependencies in the search
form. In this situation you could specify a Validation that produced the same
list but did not have the same dependencies. Another situation when Search
Validations are useful is when you would like the a field to contain all values
in a list when searching, but only enabled values on the Request form.

10 Key Concepts and Definitions
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<, Demand Set - Default Demand Set

Demand Set Info Done Cancel

*Name: |Default Demand Set

Description: |This is a default Demand Set created by the installer,
Enabled: * ves o

Copy Delete

Demand Fields Request Types

Select the fields that will determine what dermand is included in this set:

Field Name ’ Search ¥alidation

] |App|icati0n |DEM Filter - Application ﬂ
=l |Assigned User |DEM Filter - User Id - E i8]
i) |Assigned Group |DEM Filter - Security G |i=]
=l |Pri0rity |DEM Filter - Priority - E i8]
| |Depar‘tment |DEM Filter - Departmer i8]
X |Request0r Location |DEM Filter - Requestor 35|
X |Business Initiative |DEM Filter - Business It 35|
® |Estimated Start Date |Date =
X |Rejec,t Date |Date [
® [sLA Level |DEM - SLA Level =
® |[SLA Viglation Date |Date =
X |Service Requested Date |Date [
X |Service Satisfied Date |Date [
=l |Ef'f0r‘t Ulumeric Text Field El

r r—  E

Done Cancel
Figure 2-2

Demand Set

Different groups within your company may need to track different sets of
Demand. For example, your R&D department may need to track the Demand
from Product Bug and Enhancement Requests, whereas the IS department may
need to track Demand from Help Desk Requests. To enable this separation of
Demand, Demand Management supports the creation of multiple Demand
Sets.

Each Demand Set can include a unique group of Demand fields and Demand
Types (Request Types). The Demand Set can then have a unique mapping of
Demand fields to Request Type fields. When the Demand or Team Manager is
scheduling or managing Demand, they can select to see only the Demand from
their Demand Set.

Key Concepts and Definitions 11
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Workflow Step - Transitioning on Scheduling Event

You need to configure the Workflow to utilize the Demand Management
functionality. The Schedule, Reject and Assign functions in Demand
Management interact directly with Mercury IT Governance Workflows. When
a Request or group of Requests is Scheduled, Rejected or Assigned, each of the
Requests will check the current Workflow step. If the Workflow step has is
configured with a scheduling-related transition, it will follow the transition out
of the step. If the current Workflow step does not have this transition defined,
no processing will happen, but the Demand will still be marked as Scheduled,
Rejected or Assigned.

Dashboard Template

Users can import templates into their Mercury ITG Dashboard. These
templates are added as a new page (tab) on your Dashboard. Each template can
consist of one or more Dashboard pages. Once imported, you can personalize
the pages to suit his specific business needs; for example, add, delete or
personalize Portlets.

Advance users can modify templates or create custom templates to be
imported. For more information on working with templates, see Customizing
the Standard Interface.

Menu Security

Each user must have a Demand Management Standard License to access the
Demand Management menus. Additionally, users must be given the following
additional access grant to be able to access the Demand and Team Manager
menus.

Demand Mgmt: Manage Demands

The Demand Management menus are defined XML files. Advanced users can
customize these menus to provide alternate navigation, additional menu items,
and alternate menu security. See Customizing the Standard Interface for
additional details.

12 Key Concepts and Definitions
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SLA

Mercury Demand Management tracks and reports on a predefined set of
Service Level Agreements (SLAs). These SLAs correspond to an acceptable
level of performance or reaction time for items being managed using Demand
Management. The SLAs are defined on the Request Type.

Key Concepts and Definitions 13
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Chapter

Configuring Demand Management
Overview

This chapter provides an overview of the process used to configure Mercury
Demand Management to track and manage the Demand on your organization.
The following summarizes each phase of configuration. Additional details for
configuration are included in the referenced chapters.

To configure Demand Management:

1.

Gather requirements for your Demand Management implementation.

This includes determining which Request Types and Workflows will be
used as well as the Demand Fields (categories) to be tracked in each
Request Type. See “Gathering Requirements” on page 17 for details.

Create the Demand Types.

This includes configuring Request Types and their associated Request
Header Types to include the Demand Management Field Group. This also
includes configuring the SLAs in the Request Types. See “Creating
Demand Types” on page 19 for details.

Configure the Demand Set.

This includes configuring the Demand Fields and mapping them to fields
on each Demand Type (Request Type). See “Configuring a Demand Set”
on page 23 for details.

Configure the Workflow for Demand tracking and management.

This includes using special Workflow transitions that will enable certain
Demand scheduling features. See “Configuring the Workflow for Demand
Management” on page 31 for details.

Configuring Demand Management Overview 15
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5. Setup the SLA.

This includes configuring the SLA rules and Validations in the Demand
Type. See “Setting up the SLAs (Validation and Rules)” on page 33 for
details.

6. Enable user access to menus and templates.

This includes configuring User accounts and Security Groups to control
who can access certain Demand Management functionality. See “Enabling
User Access” on page 41 for details.

16 Configuring Demand Management Overview
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Chapter

Gathering Requirements

The first step in configuring Demand Management is to gather the Demand
requirements. This chapter lists the information required to configure Mercury
Demand Management.

The following is a list of the information you need to collect to enable Demand
Management:

Determine the Demand Types.

Decide which Request Types will be used to capture Demand. This can be
existing Request Types, Request Types delivered as part of Demand
Management, or new custom Request Types developed on-site.

Determine the Demand Fields (Categories).

Decide how you want to categorize your Demand. This will translate into
the Demand Fields (Demand Categories) For example, you may want to
include a Demand Field for “Business Initiative.” You could then manage
and analyze the Demand based on the Business Initiative. Demand Fields
need to be consistently tracked across all of your Demand Types (Request
Types). These fields will be specified when creating a Demand Set. Once
the fields of the Demand Set are specified, they can then be mapped to
fields on the Request Type.

Determine your SLA requirements.
Decide on the levels of support your IT organization provides. SLAs are
configured using the Request Type rules and Validations.

Determine which Mercury IT Governance Workflows will be used.
Decide on the Mercury ITG Workflows used by Demand Management.
Requests are routed through their associated Workflow. Additionally, each
associated Workflow might need to be modified to enable some Demand
scheduling features.

Gathering Requirements 17
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Chapter

Creating Demand Types

Once the Mercury Demand Management requirements are gathered, you can
configure the Demand Types. Demand Types are Request Types customized to
include one or both of the Demand Management Field Groups. This chapter
provides instructions for creating Demand Types.

This chapter covers the following topics:

® QOverview: Creating a Demand Type

® Adding the Field Groups to a Request Type
® Adding a Request Type to a Demand Set

Overview: Creating a Demand Type

Demand Types correspond to specific Request Types that your organization
has decided to include in Mercury Demand Management. These Request
Types must be configured to work with Demand Management.

To create a Demand Type:
1. Add the Demand Management Field Groups to the Request Type.

The Demand Management Field Groups are:
® Demand Management SLA Fields

® Demand Management Scheduling Fields

2. Add the Request Types to a Demand Set.

Creating Demand Types 19
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A fresh Mercury Demand Management installation consists of the following
@: Demand Types:

e DEM - Application Bug
e DEM - Application Enhancement
e DEM - Initiative

e DEM - Database Refresh

Adding the Field Groups to a Request Type

This procedure details how to add the Demand Management Field Groups to a
Request Type.

To add a Field Group:

1. From the Workbench, open or create a Request Type.
2. Open the Request Type window.

3. Click Open under the Request Header Type field.

The specified Request Header Type window opens.

ﬁ'__i Request Header Type : DEM - Application Bug =lal=l

Request Header Type Mame: |DEM - Application Bug

Description: |DEM - Default Request Header Type
Ex‘tension:l | Enabled: * ‘Yes " No

Fields | Layoutl Filterl Ownershipl Referencesl

Praompt Dizplay | Display Only Transaction Hist. Motes Hist. On SearchiFi

Reguest Status:

-|-A||| =l Mew | Edit | Refmove Field Groups |

Ok | Save | Cancel

Ready

20 Creating Demand Types
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4. Click Field Groups.

The Field Groups window opens.

ield Groups x|

Flease enable the Field Groups necessary for the desired functionality of this Reguest Header Type: 2|

Enshbled Description

Demand Management SLA Fields: This Field Group contains the fields necessary to manage requests
Demand Management Scheduling Fields: This Field Group allovws a request to be scheduled with the [
Master Project Reference on Request: Containg & field that allowws a user to add a Project reference t
PFM Azzet: Allovws Reqguests to be considered as Assets in a Portfolio.

PFM Project: Allowws Requests to be considered as Projects in a Portfolio.

PFM Proposal: Allowes Reguests to be considered as Proposals in the Portfolio Management process. |
PMO Program lssue: Alloves Reqguests to be considered as lzsues in a Program.

PMO Program Resource Reguest: Allovws Requests to be considered as Resource Reguests in s Proc

L e A i B R

PMO Program Risk: Allowws Reqguests to be considered as a Risk in a Program. _ILI
3

|Ready

5. Select the Demand Management Field Groups to attach to your Request

Header Type.
6. Click OK.

The selected Field Groups appear on the Request Header Type.

ﬁ'__i Request Header Type : DEM - Application Bug =lal=l

Request Header Type Mame: |DEM - Application Bug

Description: |DEM - Default Request Header Type
Ex‘tension:l | Enabled: * ‘Yes " No

Fields | Layaut| Filter| cwnership | | Referances |
iI Displayl Dizplay Cnly | Transaction Hist. | Motes Hist. | On SearchiFiter

Summary
Demand Management SLA Field
Demand Management Scheduli

Reject Date:

Cemand Satisfied Date:

Kl | 0|

| =1 A | Edit | Remoyve Field Groups |

Ok | Save | Cancel |

Ready

7. Save the Request Header Type and the Request Type.
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Adding a Request Type to a Demand Set

Once a Demand Request Type is created, it must be added to a Demand Set. To
add a Request Type to a Demand Set, see “Adding a Request Type to a
Demand Set” on page 26.
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Chapter

Configuring a Demand Set

Once Mercury Demand Management Demand Types are configured, they can
be added to a Demand Set. Demand Sets enable you to separate Demand into
different categories. Each Demand Set can include a unique group of Demand
Fields and Demand Types (Request Types). This chapter provides instructions
on how to configure a Demand Set.

This chapter covers the following topics:
® (Creating Demand Sets
® (Creating Demand Fields (Categories)

® Adding a Request Type to a Demand Set

Creating Demand Sets
To create a Demand Set:

1. From the Dashboard menu bar, click Demand > Administration > Demand
Sets.

The Demand Sets page opens.

Demand Sets

Demand Set defines what is counted as demand for different parts of the organization. This allows management of demand by
rmultiple groups within the same installation of Mercury IT Governance Center, This installation's Dermand Sets are listed below:

Demand Set Description

Default Demand Set This is a default Demand Set created by the installer,
MNew Dermand Set IT Initiative Demand Set

Create Mew Demand Set

Done
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2. Click Create New Demand Set.

<, Demand Set - New Demand Set

Demand Set Info Done Cancel

*Name: |New Demand Set

Description: |
Enabled: * ves o

Demand Fields Request Types
Select the fields that will determine what demand is included in this set:
Field Name Search ¥alidation

Done Cancel

3. In Name, enter the name of the new Demand Set.

4. In Description, enter a description of the new Demand Set.
5. In Enabled, make sure Yes is checked.

6. Click Done.

The Demand Set is created.

Creating Demand Fields (Categories)

You can add or configure Demand Fields to be used across all Demand Types
in your Demand Set. Demand Fields are used throughout Mercury Demand
Management. For example, Demand Fields are used to organize/display
information in the Demand Management Portlets. The Demand Categories
appear as filtering categories and in the Grouped By drop down list in the
Demand by Category Portlet.

To create a Demand Field:
1. From the Dashboard menu, click Demand > Administration > Demand Sets.
The Demand Sets page opens.

2. Open the Demand Set.
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<, Demand Set - Default Demand Set

Demand Set Info Done Cancel

*Name: IDeFauIt Demand Set

Description: IThis is a default Demand Set created by the installer,
Enabled: @ ves  Na

Copy Delete

Demand Fields Request Types

select the fields that will determine what dernand is included in this set:

Field Name Search ¥alidation
® IAppIicat\Un IDEM Filter - Application :E]
x |Assigned User |DEM Filter - User Id - E 5]
L] IAssignEd Group IDEM Filter - Security G 5]
= |Priarity |DEM Filter - Priority - E ﬂ
® |Department |DEM Filter - Departmer ﬂ
= IRequestUr Location IDEM Filter - Requestor 25
x |Business Initiative |DEM Filter - Business 1t 5|
% [Estimated Start Dste [Date =
£ |Rejact Date |Date El
® [sLA Level [CEM - 5LA Level El
= ISLA iolation Date IDate E
x |Service Requested Date |Date El
= ISer’vlce Satisfied Date IDate [
® |[Effort [Murneric Text Field =
— & Add Field
Done | Cancel |

Copyright @ 2004 Marcury

d—

3. In Field Name, enter text into the blank field.
4. Select a Search Validation.

See “Search Validation” on page 10 for more information.
5. Click Add Field.

The Demand Field is added to the Demand Set. You will need to map the
new Demand Field a Request Type field for each Request Type in your
Demand Set.
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Adding a Request Type to a Demand Set
To add a Request Type to a Demand Set:

1. From the Dashboard menu bar, click Demand > Administration > Demand
Sets.

The Demand Sets page opens.

Demand Sets

Demand Set defines what is counted as demand for different parts of the organization. This allows management of demand by
rmultiple groups within the same installation of Mercury IT Governance Center, This installation's Dermand Sets are listed below:

Demand Set Description

Default Demand Set This is a default Demand Set created by the installer,
MNew Dermand Set IT Initiative Demand Set

Create Mew Demand Set

Done

2. Open the Demand Set.

< Demand Set - Default Demand Set

Demand Set Info Done Cancel

*Name: |Defau|t Dermnand Set

Description: |This iz a default Demand Set created by the installer,
Enabled: & vas T No

Copy Delete

Demand Fields Request Types

Select the fields that will determine what dernand is included in this set:

Field Name Search ¥alidation

= |Apn|icat\on |DEM Filter - Application ﬂ

o IAssignEd User IDEM Filter - User Id - E ;5]

) |Assignad Group |DEM Filter - Security G j

= IPr’mrlty IDEM Filter - Priority - E j

= |Department |DEM Filter - Departmer

= |Reuuestor Location |DEM Filter - Requestor ﬂ

® IBusiness Initiative IDEM Filter - Business 11 i5]

® |[Estimated Start Date |Date

o IRejact Date IDate

® [sLA Level |DEM - SLA Level

= |SLA Violation Date |Date

= |Service Reguested Date |Date

= |Service Satisfied Date |Date ﬂ

% [Effort [Mumeric Text Field =
I— I— = Add Field

Done | Cancel |

Copyright @ 2004 Marcury

d—
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3. Click the Request Types tab.

< Demand Set - Default Demand Set

Demand Set Info

Done

Cancel

*Name: IDefauIt Demand Set

Enabled: * ves Mo

Demand Fields

of the Dernand Figlds

Request Types:

DEM - Database Refresh
DEM - Application Enhancement
DEM - Application Bug

Copyright @ 2004 Marcury

Description: |Th|s is a default Dernand Set created by the installer,

Add Request Type: I i L

Field Mapping:

Copy Delete

Select the Request types which will be counted as dermand in this set, Then select which field in the Request Type will be mapped to each

Demand Fields
application

Assigned User
Assigned Group
Priarity

Departrment
Requestor Location
Business Initiative
Estimated Start Date
Reject Date

SLA Level

SL& Wiolation Date
Service Requested Date
Service Satisfied Date
Effart

Request Type Field

Assigned To: (Request
Assigned Group: (Requ
Priority: (Request Heac
Requestor Departrment
Requestor Location (Re
Eusiness Initiative: (Re
Estimated Start Date:

Feject Date: (Deman

SLA Level: {Demand M
SLA Violation Date: (D
Service Requested Dat

Service Satisfied Date:

i

Done |

Cancel |

d—

4. In Add Request Type, select the Request Type to add to the Demand Set.
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<, Demand Set - Default Demand Set

Demand Set Info Done Cancel

*Name: |Default Dernand Set

Description: IThis is a default Demand Set created by the installer,
Enabled: * ves O No

Copy Delete

pemand Fields Types

Select the Request types which will be counted as demand in this set. Then select which field in the Request Type will be mapped to each
of the Demnand Fields

Add Request Type: I El Add

|

Service Satisfied Date

Request Types: Field Mapping:

DEM - Initiative Demand Fields Request Type Field

DEM - Database Refresh application I— =

DEM - Application Enhancerment PR —

DEM - Application Bu Assigned User I =l
Assigned Group I =l
Priority I =l
Department I j
Requestor Location I =

_ Business Initiative I =
Estimated Start Date I =
Reject Date I ﬂ
SLA Level I =l
SL& Wiolation Date I =
Service Requested Date I ﬂ

Effart

|

Done Cancel |

Copyright @ 2004 Marcury

d—

5. In the Field Mapping section, map the Demand Fields to fields on the
Request Type.

The Demand Fields should be mapped to Request Type fields with the
same Validation type. Additionally, the information stored in the fields
should be similar across the multiple Request Types. This will allow you to
obtain an accurate picture of Demand across multiple Demand Types. For
example, if you configure a Demand Field called Effort and map that to
many Request Types, then the effort should be tracked using a similar
measurement (for example, Days). Then, when viewing the Demand Effort
on your group using Demand Management’s visualizations, the
information will be consistently displayed as Days.

6. Click Done.

The Request Type is added to the Demand Set.
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Mapping Demand Fields to Request Type fields requires the system to
modify parameter columns in the database. If you are mapping fields for
Request Types that have a large number of Requests currently in the system,
this could take several minutes to move the existing Request data to the new
columns.

Because of the scope of database changes, you should re-run the Database
Statistics on your Mercury IT Governance Center Database. Instructions for
this are included in the "System Administration Guide". Contact your
application administrator for help with this procedure.
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Chapter

Configuring the Workflow for
Demand Management

The Scheduled, Rejected and Assigned functions of Mercury Demand
Management interact directly with Mercury IT Governance Workflows. When
a Request is Scheduled, Rejected or Assigned, the Request checks the current
Workflow step. If the Workflow step has is configured with a scheduling-
related transition, it will follow the transition out of the step. If the current
Workflow step does not have this transition defined, no processing will
happen, but the Demand will still be marked as scheduled, rejected or assigned.

Demand Management includes an additional method for transitioning out of a
Workflow decision step that coincides with a Demand scheduling event. Select
Specific Event in the Define Transition window (see Figure 7-1). You can then
specify the specific event for the transition.

Demand Management supports the following events:
e Assignment
e Schedule Demand

e Reject Demand
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{2 Define Transition x|
" Specific Result: |: 'l IApprD\n’ed LI

7 Other Resutts:

Al Results:
*' Specific Event:  |Assign Demand LI
CE e n Demand

Schedule Demand
" Other Errors: |Reject Demand

Al Errors:

I Require Motes on Transtian

Ok I Add | Cancel |

|Ready

Figure 7-1 Specific Event Transition from a Workflow Step

A Demand Management event will not occur if one of the following conditions
exist:

e [f there is required look-ahead for the transition. The exception to this
exception is when the look-ahead requires you to enter an Assigned To user
during the assignment of Demand.

e If you do not have the correct security permissions (Request Type and
Workflow step) to transition out of the Workflow step.

e If the Request is locked (being edited) by another user.

If the scheduling, assignment, or rejecting event does not work, an error
message is returned. See Figure 7-2 for an example of an event error message.

This Request has been updated by another user. Please refresh the Request and then continue with your changes. (KCRT-40134)

Figure 7-2 Error Message
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Chapter

Setting up the SLAs (Validation and
Rules)

Once the Demand Types, Demand Sets and Workflows are configured, the
SLA can be configured. SLAs are configured using the Request Type rules and
Validations. SLAs can be enabled for all Demand Types. This chapter provides
guidance for configuring the SLAs for Demand Management.

This chapter covers the following topics:
e SILA Behavior (Example)
e SIA Set Up — Rules

In the default Demand Management installation, SLAs are only enabled for
@: the Database Refresh Demand Type.

This chapter presents the Database Refresh SLA configuration as an example.

SLA Behavior (Example)

SLA behavior is driven by the Demand Management SLA Fields on the
Request Type. The following is a list of the SLA Fields (see Figure 8-1):

® SLALevel
® SLA Violation Date
® Service Requested Date

® Service Satisfied Date
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=

SLA Level: |Critica| - 3 Days ]
SLA Yiolation Date: IFEerﬁf’Y 20, zo04 =
Service Requested Date: IFEerﬁf’Y 17, zo04 =
Service Satisfied Date: I @

Figure 8-1 Demand Management SLA Fields

The Service Requested Date value is set when the Request is logged. The user
then sets the SLA Level in the Request. When they select the SLA Level the
Request SLA Violation Date is calculated. If the Request is not “satisfied” before
the SLA Violation Date, an SLA exception is triggered.

The Service Requested Date does not have to correlate to the Request
6: creation date. For example, the customer’s SLA might be based on the time it

takes to implement a bug fix following bug approval (rather than the bug
creation).

The Service Satisfied Date denotes the end of the Request resolution process.
The Demand can be set to satisfied at any point in the process.

SLA Set Up - Rules

The SLA behavior is based on the Request Type rules and Workflow
configurations. Figure 8-2 illustrates the SLA Fields for the DEM - Database
Refresh Request Type. The following is the list of the Database Refresh rules:

e SLA Level
e SLA Violation Date
e Service Request Date

e Service Satisfied Date
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ﬁ'__i Request Type : DEM - Database Refresh =lal=l

Reqguest Type Mame: IDEM - Database Refresh

Request Header Type: | DEM - Database Refresh
Creation Action Mame: |Request a Datahase Refresh

e | Ne_ﬂml

Extension: I LI
Description: |3h requests can be made for all IT Ops applications in the testing phase. Standard IT Ops service levels apply.
hieta Layer View: [MREQ_ |DEM_DATABASE_REFRESH
Maix Fields: ISD LI Enabled: % ‘Yes N
Commands | Sub-Types | ‘Warkfloves | User &ccess | Matifications Ovvnership | Help Caonterit
Figldls Layout Display Columns | Regquest Status Status Dependencies | Rules
Praompt Token Enabled Componert Type “alidation
G- Summary ;I
- DB Refresh Details
- Analysis

SLA Level: \ * amplete List ~ DEM - SLA Level

SLA Violation Date: * e Field Date

Service Requested Date: d k e Field Date
Service Satisfied Date: ! T e Field Date

#- Demand Management Scheduli

[4] I I

+AII| —Alll Pl | Eclit | Refmove

OK | Save | Cancel |

heady

Figure 8-2 Dem - Database Refresh Request Type

We recommend using a Validation to store the SLA configuration

@: information. It will be easier for the customer to alter the Validation, rather
than having to modify SQL. You should use one Validation per Request
Type with an SLA.

SLA Level

The SLA Level field is set by a Rule based on the priority of the Request. The
Validation for the SLA Level field is DEM - SLA Level. Figure 8-3 illustrates the
Rules window and Validation for SLA Level. The default values for the DEM -
SLA Level Validation are:

e (ritical - 3 Days
e High - 5 Days

e Normal - 15 Days
e Low - 30 Days
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x|
Rule Mame: ISLA Level & SLA Violation Date Setup

Description: |SLA Level & SLA Violation Date Setup

Enabled: (% ‘es N
Rule Evert: |Apply On Field Change LI
Rule Type: |Advanced Defaults LI
rDependenb.
|| Field Mame | “alug |
|Priarity: [l values |

(oS | Ediit | Remove

Fesults: L

Field Marne | Colurmn | Token SELECT
SLA Violation Date: |1 |REQ.P.KNTA_SLA_VIOLATION_DATE sysdate + to_numhberkl.description),
2 sysdate + to_number(kl.description),
kl.meaning,
kl.meaning

WHERE kllookup_type = 'DEM -
SLA Level : Bug'

REQ.PRIORITY_CODE]

4 | 2l fanp Keenabled_fag="r

x|
Description:l
Enahled: 7 Use in Workflow? [~
ComponentType:lAuto Complete List -
Validated By: [List =l Expected listlength: & Short ¢ Long
Selection mode: & Starts With € Contains Mumhber of results per page: ISD
Configuration | Eilter Fields FiIterLayoutl
Walidation Yalues:
Seq | Code Meaning Description | Enabled | Default
111 Critical - 3 Days 3 i I
202 High - 5 Days a i I
3|3 Medium- 14 Days |18 i I
414 Low - 30 Days 30 i I
[+ | Edit | Delete Copy Fram | f|&|
Used By | Ownership | QK | Save | Cancel |I
[Ready (Read-Only, Seed Data) I

Figure 8-3 SLA Level Rule and Validation

SLA Violation Date

The SLA Violation Date is set by a Rule based on the Service Level and Service
Requested Date values. The SLA Violation Date equals the Service Requested Date
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value plus the time dictated by the Service Level Validation. Figure 8-4
illustrates the Rules window for SLA Violation Date.

x|
Rule Marne: |5 ati y Level on Priotity Change
Description: |SLA Vialation Date & SLA Level on Priority Change
Enabled:  ‘es & Mo
Rule Evert: |Apply On Field Change And Stop Processing Rules LI
Rule Type: |Advanced Defaults LI
rDependenbi
|| Field Mame | “alug |
|Priarity: [l values |
ey | Ediit | Refmoye
Fesults: 218l
Figld Mame Column Token SELECT
SLA Violation Date: 1 REG.P KNTA_SLA_VIOLATION_DATE sysdate + to_numhberkl.description),
2 REGWYP KNTA_SLA WVICLATION_DATE sysdate + to_numhberkl.description),
SLA Level: 3 REGQ.P.KNTA_SLA_LEVEL kl.meaning,
4 REQ.VWP.KNTA_SLA_LEVEL kl.meaning
FROM  knta_lookups ki
WHERE kllookup_type = 'DEM -
SLA Level : Bug'
AND kl.lookup_code =
REQ.PRIORITY_CODE]
| | 2l faND Henabled_flag= v
ok | Apply | Cancel
|Ready

Figure 8-4 SLA Violation Date Rule

Service Request Date

The Service Requested Date is set by a Rule to the creation date of the Request.
The Service Requested Date could be set to correlate with any Workflow step.
Figure 8-5 illustrates the the Rules window for Service Requested Date.

Setting up the SLAs (Validation and Rules) 37



Configuring Demand Tracking and Management

¥ Rules Window x|

Rule Mame: |Service Requested On Setup

Description: |Defau|t Service Reguested On Setup

Enabled: (% ‘es N

Rule Evert: |Apply On Creation

Lel Lol

Rule Type: |Advanced Defaults

rDependenbi

Figld Mame Walue

Priority:

= | Ediit | Remave
hesuns: L
Figld Mame Colurmn Taoken SELECT
= 3 sysdate,
sysdate
FROM dual
| | i
= Remave |
Ok | Al | Cancel

|Ready

Figure 8-5 Service Request Date Rule

Service Satisfied Date

The Service Satisfied Date is set by the execution Workflow Step, DEM - SLA
Satisfied On. Figure 8-6 illustrates the DEM - SLA Satisfied On execution step in
the Database Refresh Workflow.
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X
Wiorkflow Scope |ALL LI
Description |DEM-Scope Check
Execution Type |W0rkﬂ0w8tep Commands LI ‘Wiarkflow Event |N0ne -
walidation [ViF - Standard Execution Results E Timeout | Days =
[+ ey | Openl lean |questi0n2.gif
Processing Type |Immediate LI Enahbled: ' Yes Mo
Execution:
riComman: rCommand Step:
_I Comrancd Comrancd
=] 3 g kst_store REQUEST_SATISFIED_OMN="[MFI.P TEMP_DATE]""MFI.P. TEMF
& Edit Command X
Cammand: Set Request Satisfied On
Condition: TVFS.STEP_MNAME]' = "5LA_CLOSE'
Description:
Timeout (s} a0
Enabled: & Yas Mo

Al | | Steps:

o =i e ksc_store KNTA_SERV_ SATISFIED_ON="[UFI.P.TEMP_DATE]","[WFI.PF.TEMP_DATE]"

Werify |

|Ready

4 | »]
Tokens | Special Cmd | Show Desc | QK I Apply | Cancel |
|Ready

Figure 8-6 Database Refresh Workflow Execution
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Chapter

Enabling User Access

Mercury IT Governance Center provides licenses, Security Groups and Access
Grants to access all of the features of Mercury Demand Management. This
chapter provides instructions for controlling access to specific Demand
Management features.

This chapter covers the following topics:
® FEnabling General Access

e (Controlling Configuration Access

Security Model Guide and Reference to control access to Demand

You can also use standard data and process security techniques as outlined in
Management features.

Enabling General Access

Each user must have a Demand Management Standard License to access the
Demand Management features. Additionally, users must be given the Demand
Mgmt: Manage Demands access grant to be able to access the Demand and Team
Manager menus.

Enabling User Access 41



Configuring Demand Tracking and Management

Controlling Configuration Access

Mercury Demand Management allows you to set security around the Demand
Management configuration. You can establish configuration security around
all of the configuration entities. This includes such activities as controlling:

¢  Who can change the Workflow.
e  Who can change Request Types

e Who can change the User and Security Group definitions.

You must have the correct Access Grants to modify User accounts or
@j Security Groups. See the application administrator at your site to make
changes to either of these entities.

See the Security Model Guide and Reference for details on controlling who can
alter your configurations.
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Appendix

Estimated Effort in Demand
Management

Mercury Demand Management allows you to analyze Demand based on the
pure number (count) of Demand Requests. Demand can also be normalized
based on effort.

You have 10 Requests for Database Refreshes and 10 Requests for Bug
Fixes. If a Database Refresh takes 1 hour to fulfill and a bug fix takes 2 days
to fulfill, it may be more meaningful for the organization to factor in the
effort involved in fulfilling Demand.

Customers may not want to consider effort in their Demand Management
setup. In this case, default the effort to 1. This will result in a one to one
mapping of effort to count.

You can configure a default effort value for a specific Request Type. This
effort value can be reconfirmed or changed during an analysis phase at a later
step in the process. The following are a few examples of how you can set the
default effort for a Request Type:

Single default using field defaults.
Advanced defaults driven by other Request Type fields using rules.

Using status dependencies in an analysis phase in the Request process with
reconfirm.
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Appendix

Customizing Menus and Templates

Mercury Demand Management templates and menus are delivered as xml files
on the Mercury IT Governance file system. Users can customize these
templates and menus by creating new files or altering existing xml files. See
Customizing the Standard Interface for a description of the main elements of
the template and menu files and instructions on how to modify them.
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