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Chapter 1: Introduction

About This Document

I'T organizations receive demand from many different sources. Some demand
istracked in help desks, defect tracking systems, or service request systems.
Often demand gets tucked away in spreadsheets, Post-it notes®, and emails.
Asaresult, IT resources are pulled in many different directionsand IT
activities become misaligned with business requirements.

Mercury Demand Management™ isaMercury IT Governance Center™
product that provides a single application and repository to capture all demand
placed on an IT organization. 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 categoriesallow IT
organizations to normalize the demand from different sources. This helps
ensure the right people are working on the right activities.

Use Mercury IT Governance Center to:

e Captureall IT demand from al sources

e Capture and enforce processes

e Standardize IT demand processes

e Manage and schedule demand on your organization

To capture and manage I T demand, you must configure Mercury Demand
Management for IT demand tracking and management. Configuring Mercury
Demand Management for IT demand requires configuring request types and
workflows to track and manage I T demand. In addition, you need to configure
SLAs and demand sets to meet your I'T demand requirements.

This document divides the configuration tasks into the following chapters:

e Chapter 1, Introduction, on page 9

This chapter provides an overview of IT demand tracking and management
configuration, and lists the chapters found in this document.

e Chapter 2, Configuring I T Demand Reguest Types, on page 17

Requests are a fundamental work unit of a request tracking and resolution
system. All requests are defined by request types. This chapter details how
to configure standard request typesinto I T demand request types.

10
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Chapter 1: Introduction

e Chapter 3, Configuring Demand Sets, on page 31

Demand sets are used to map IT demand fieldsto one or more IT demand
request type fields. This chapter details how to create a demand set and
map the demand set fields to IT demand request type fields.

e Chapter 4, Configuring Workflows for IT Demand, on page 43

Workflows define standard business processes. Y our organization’s
response to IT demand can be configured to follow a certain processto
bring the IT demand to resolution. This chapter provides the information
required to update workflows for managing I T demand.

e Chapter 5, Configuring S_As for IT Demand, on page 47

Mercury Demand Management tracks and reports on a predefined set of
Service Level Agreements (SLAS). These SLASs correspond to an
acceptable level of performance or reaction time for items being managed
using Demand Management. This chapter discusses how to configure SLA
for use with Mercury Demand M anagement solution.

Who Should Read This Document

This document is for the following audience types:
e Application administrators

e Application developers and configurators

For More Information

For information about audience types, see the Guide to Documentation.

Who Should Read This Document 11



Chapter 1: Introduction

Prerequisite Documents

Prerequisite documents for this document are:
e Guideto Documentation

e Key Concepts

o (Getting Started

For More Information

For information about these documents and how to access them, see the Guide
to Documentation.

Related Documents

Related documents for this document are:

e Guideto Tracking and Managing I T Demand

e Demand Management User’s Guide

e Commands, Tokens, and Validations Guide and Reference

e Demand Management: Configuring a Request Resolution System
e Open Interface Guide and Reference

e Reports Guide and Reference

e Security Model Guide and Reference

For More Information

For information about these documents and how to access them, see the Guide
to Documentation.
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Chapter 1: Introduction

Overview of IT Demand Management

The Mercury Demand Management solution for managing IT demand enables
you to capture, analyze, and manage the demand placed on your IT
organization. The Mercury Demand Management solution for managing I'T
demand 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.

To configure Demand Management for tracking and managing I T demand:

Step One: Create the IT demand request type.

Thisincludes configuring request types and their associated request header
typesto include the Demand Management Field Groups. Thisalso includes
configuring the SLAs in the request types. See Overview of Creating IT
Demand Request Types on page 20 for details.

Step Two: Configure the demand set.

Thisincludes configuring the demand fields and mapping them to fields on
each demand request type. See Configuring Demand Sets on page 31 for
details.

Step Three: Configure the workflow for IT demand tracking and
management.

Thisincludes using special transitions in your workflows that enable IT
demand scheduling features. See Configuring Workflows for IT Demand
on page 43 for detalils.

This document details how to configure a Mercury Demand Management solution for
@: managing IT demand. For details on how to track and manage your IT demand, see

the Guide to Tracking and Managing IT Demand.

Overview of IT Demand Management 13
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Accessing Mercury IT Governance Center

Businesses often need to control access to certain information and business
processes. This can be done to protect sensitive information, such as employee
salaries, or to simplify business processes by hiding data that isirrelevant to
the user. Mercury IT Governance Center includes a set of features to help
control data and process security on the following levels:

Limiting who can access certain windows or pages
Limiting who can view or edit certain fields
Limiting the data displayed in sensitive fields or screens

Limiting which users can view, create, edit or process Mercury IT
Governance Center entities, such as requests, packages, projects,
portfolios, and programs

Limiting which users can view, create or edit Mercury IT Governance
Center configuration entities, such as workflows, request types, object
types, and security groups

Limiting which users can alter the security settings

The following features control the data and process security in Mercury IT
Governance Center. These features can be combined in a number of ways to
provide a secure system:

Licenses. Each user is assigned a license that provides the user with the
potential to accessto aset of Mercury IT Governance Center
product-related screens and functions. Licenses dictate available behavior
but need to be used in conjunction with access grants to enable specific
fields and functions.

Access Grants. Linked to users through security groups, access grants
define which windows and functions users can view, edit, or perform
actionsin. Access grants also provide varying levels of control over certain
entities and fields.

Entity-level restrictions. Settings on the entity that specify who can
create, edit, process, and delete Mercury IT Governance Center entities,
such as requests, packages, and projects. Y ou can also control which
request types and object types can be used with certain workflows. These
restrictions are often configured in the configuration entities, such as
workflows, request types, and object types.

14
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e Field-leve restrictions. For each custom field that you define in Mercury
IT Governance Center, you can configure when it isvisible or editable. For
some fields, you can additionally specify which users can view or edit the
field.

e Configuration-level restrictions. Y ou can specify, using ownership
groups settings, which users can modify configuration entitiesin the
system. For example, you can control who is allowed to edit an existing
workflow. This allows you to guarantee that only appropriate users are
altering your Mercury IT Governance Center-controlled processes.

For More Information

For information concerning security groups and access grants, see the Security
Model Guide and Reference.

Overview of IT Demand Management 15
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Configuring IT Demand Request Types

In This Chapter:

IT Demand Request Types Overview

n Default IT Demand Request Types

= Overview of Request Type Field Attributes
Overview of Creating IT Demand Request Types
Adding IT Demand to Request Header Types
Adding Request Header Types to Request Types

IT Demand SLA Fields

IT Demand Schedule Fields

Configuring Effort for IT Demand

= Configuring Effort for IT Demand Request Types
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IT Demand Request Types Overview

Requests are a fundamental work unit of a request tracking and resolution
system. End-users create requests and then submit requests along aresolution
process, which is defined in the workflow. The request page contains all
information typically required to complete a specific business process. The
Mercury Demand M anagement solution for managing and tracking I T demand
requires two specific categories (and their associated fields) be included on an
IT demand request type (see Figure 2-1):

e Demand Management SLA Fields
e Demand Management Scheduling Fields

MERCURY SIGN OUT

IT Governance Center Jash Create quest > Create New DEM - Application Bug

Create New DEM - Application Bug

Expand All Collapse All Submit Cancel
= Header
H Summary
Requested  Jane Smith
Request Unreleased
Status:
Workflow: DEM - Bug Recuest Workflow
e I
To: Bl El
v I |
Groups H
Departmen
Department:
'Description: |
=l Details

# problem/Resolution
#H Environment
H Analysis

# project Information

f = pemand Management SLA Fields \

SLA Level

SLA Violation Date:
Service Requested Date:

Service Satisfied Date:

B Demand Management Scheduling Fields
Estimated Start Date: [ =
Estimated Effort: [ 2|
Reject Date: [ | &l
Qﬂmn(l Satisfied Date: | ‘ e J
# Notes

# References

Submit Cancel

CopTiINtEI 0l WerEy

Figure 2-1. IT demand request
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Chapter 2: Configuring IT Demand Request Types

Adding the IT demand fields to a request requires making changes to the
associated request type. If you do not want to change an existing request type,
you can also create a new request type that includes the IT demand fields as
part of the new request type.

For More Information

For more information regarding configuration of request types, see the
Demand Management: Configuring a Request Resol ution System document.

Default IT Demand Request Types

Table 2-1 on page 19 provides alist of the Mercury-supplied IT demand

request types.

Table 2-1. IT demand request types

Request Type

Description

DEM - Application Bug

Report an existing application bug and request its
correction. By default, SLAs are not selected and
scheduling fields are selected.

DEM - Application
Enhancement

Request an enhancement to an existing application. By
default, SLAs are not selected and scheduling fields
are selected.

DEM - Database Refresh

Request a database refresh. By default, SLAs are
selected and scheduling fields are selected.

DEM - Initiative

Request something new, such as a new project or a
new program. By default, SLAs are not selected and
scheduling fields are selected.

IT Demand Request Types Overview 19
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Overview of Request Type Field Attributes

When creating request type fields, there are three general attributes associated
with each field.

e Criteriafor Visible Fields. Fields can be set to be visible or hidden to the
user based on their settings. For example, the SLA Level field might be
hidden when arequest isfirst created.

e Criteriafor Editable Fields. Fields can be set to become display-only, so
that their contents are frozen and become non-editable, based on their
settings. For example, the SLA Level field might be non-editable when a
request isfirst created and editable when the request is accepted.

e Criteriafor Default Fields. Fields can be configured to update the value
in that field automatically based on the settings. For example, the SLA
Violation Date can be automatically updated based on the SLA Level and the
Service Requested Date.

For More Information

For more information regarding configuration of request types, see the
Demand Management: Configuring a Request Resolution System document.

Overview of Creating IT Demand Request Types

To create an IT demand request type:
1. Add the IT demand fields to arequest header type.
See Adding IT Demand to Request Header Types.
2. Add the IT demand request header type to arequest type.
See Adding Request Header Typesto Request Types on page 24.
3. Configure the SLA fields.

See IT Demand S_A Fields on page 26.

20
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Adding IT Demand to Request Header Types

To add the IT demand fields to arequest header type:

1. Open the Mercury IT Governance Workbench.

For more information on how to open the Workbench, see the Getting

Sarted guide. The Workbench opens.

2. From the shortcut bar, select Demand Mgmt > Request Header Types.

The Request Header Type Workbench window opens.

3. Open an existing request header type or create a new request header type.

The Request Header Type window opens.

Request Header Type : DEM - Application Enhancement

19 =1 E3

Request Header Type Name: |DEM - Application Enhancement

Description: |DEM- Default Reguest Header Type
Emensinn'| j Enabled: & Yes " Mo

Fields I Layout | Filter| Ownership | | References

Tranzaction Hist Motes Hist. On SearchiFilter Pages

Display | Display Orly

Frompt

Surmmal

Created On
Request Status:
Contact Mame
Assigned Group

Requestor Deparrment
Contact Email:

T ) BEEIEEREIEE
= (o I o |5 = T |T [T
EAE] = 2= TlD 222
=4 & EREERERE
E] = TElafE|=lalE|e
o = = o |SlE
el sz

EEE 2 g

Application:
Pacrrin tirr

s =a e | Edit | Field Groups |

Ready

4. Make sure the request header type general information is complete.

See the following table for the general information fields and definitions

for request header types.

Adding IT Demand to Request Header Types
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Field Description

Request Header

Type Name The name of the request header type.

Description A useful description of how the request type is used.

For release types created for a Mercury Change
Extension Management™ extension. Select the extension from the
drop-down list.

Indicates whether or not the request type is available to

Enabled Mercury IT Governance Center.

5. On the Request Header Type window, click Field Groups.

The Field Groups window opens.

2 Field Groups

FPlease enable the Field Groups necessary for the desired funclionality of this Request Header Type: =

Enablzd  Description

i Detnand Management SLA Fields: This Field Group contains the fields necessary to manage reguests

<1

Demmand Managemert Scheduling Fields: This Field Group alows & request to be scheduled with the [
Master Project Reference on Request: Containg 3 field that slloves & user to add & Project reference t
PFM Asset: Allows Reguests to be considered as Assets in & Portfolio.

PFM Project: Allows Requests to be considered as Projects in & Portiolio.

PFM Proposal Allows Reguests to be considered as Proposals in the Porttolio hanagement process.

i O i i

PMO Program Issue: Allows Reguests to be considered as Issues in & Program.

< | ﬂJ
cancal

[Ready

6. In the Field Groups window, select the I T demand fields.

The following liststhe IT demand fields:
® Demand Management SLA Fields
® Demand Management Scheduling Fields

7. On the Field Groups window, click OK.

The selected IT demand fields appear on the request header type. Select the
Fields tab to see the IT demand fields. Expand the category heading to see
the associated fields.

22 Configuring IT Demand Tracking and Management
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Request Header Type : DEM - Application Enhancement 1M =] E3
Request Header Type Name: |DEM - Application Enhancement

Description: |DEM - Default Reguest Header Type

Extension: | j Enabled: & Yes " Mo
Fields I Layout | Filter| Ownership | | References
Prompt Display | Display Cnly Transaction Hist Notes Hist On Search/Filter Pages

[F- Summary
- Dernand Managerent SLA Field)

— SLA Level: B [i} il 2 |

— SLA Violation Date N il M i

— Service Requested Date: L&} M M |

— Service Salisfied Date. i (&} I I |

N

w
Y H

s =a e | Edit | Field Groups |

0K Save Cancel

Ready

8. Complete the request header type as required.

9. In the general information section of the request header type, in the Enable
field, select Yes.

The request header type is enabled.
10. Save the changes to the request header type.

Click oK to save the changes and close the Request Header Type window.
Click save to save the changes and |eave the Request Header Type window
open. Click cancel to lose the changes and close the Request Header Type
window.

For More Information

For more information regarding configuration of request types, see the
Demand Management: Configuring a Request Resolution System document.

Adding IT Demand to Request Header Types 23
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Adding Request Header Types to Request Types

To add arequest header type to arequest type:
1. Open the Workbench.

For more information on how to open the Workbench, see the Getting
Sarted guide. The Workbench opens.

2. From the shortcut bar, select Demand Mgmt > Request Types.
The Request Type Workbench window opens.
3. Open an existing request type or create a new regquest type.

The Request Type window opens.

Request Type : DEM - Application Enhancement M =] E3
(R Al DE M - Applicatio anc
Request Header Type: |- Application Enhancement
Creation Action Marme: ‘Reuueat anApplication Enhancement
New | Open
r— = [r=lfEz|
v | =
Description: ‘Appl\calinn Enhancements should be used to request new functionality in IT current applications
Meta Layer Visw: [MREQ_ | DEM_APPS_EMHANCEMENT
Mhacs Fields: |50 | Erablest & ves o
Commands I Sub-Types I workflows 1 User Access I Notificetions 1 Owinership I Help Canttent
Fields l Layout } Display Columns Request Status Stetus Dependencies Rules
Protpt Token Enabled Cotnponert Type “Walidation
Surmmary
Enhancement Details
Ana\ 50
Demand Managerment SLA Field
- Demand Management Schedulin
‘ | ]
geal| =2l ew
Ok Cancel
Ready

4. Make sure the request type general information is complete.

See the following table for the general information fields and definitions
for request types.
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Field

Description

Request Type Name

The name of the request type.

Creation Action
Name

A description of the request type’s function. For example
Log a Product Bug. Creation Action Names display on the
Create New Request page.

Category

The category containing the request type. Categories are
created by an application administrator and are based on
the business needs of the organization. Examples of
categories which an organization might use are Sales and
Support and General Administration. Categories display
on the Create New Request window in the standard
interface.

[Validation = CRT - Request Type Category]

Extension

For release types created for a Mercury Change
Management extension. Select the extension from the
drop-down list.

Description

A useful description of how the request type is used.

Meta Layer View

Meta layer views relate information specific to the Mercury
IT Governance Center. For example, the reporting meta
layer view MREQ_OPENED_CLOSED_BY_TYPE_D
provides summary information for request submission and
completion activity, broken down by request type and by
calendar day.

Max Fields

The maximum number of fields the request type can have.

Enabled

Indicates whether or not the request type is available to
Mercury IT Governance Center.

Request Header
Type

Selects a request header type to be used with this request
type. Select an existing request header type from the
auto-complete list, or create a new request header type by
clicking New.

5. Inthe general information section of the request type, in the Request Header
Type field, select the IT demand request header type from the

auto-complete list.

All enabled request header types are displayed in the auto-complete list. If
you cannot find your IT demand request header type, return to the Request
Header Type window and make sure the request header typeis enabled.

6. Complete the request type as required.

Adding Request Header Types to Request Types 25




Chapter 2: Configuring IT Demand Request Types

IT Demand

7. In the general information section of the request type, in the Enable field,
select Yes.

The request typeis enabled.
8. Save the changesto the request type.

Click OK to save the changes and close the Request Type window. Click
Save t0 save the changes and |leave the Request Type window open. Click
Cancel t0 lose the changes and close the Request Type window.

For More Information

For more information regarding configuration of request types, see the
Demand Management: Configuring a Request Resol ution System document.

SLA Fields

IT demand can be tracked and reported on using a predefined set of Service
Level Agreements (SLAS). These SLAS correspond to an acceptable level of
performance or reaction time as specified by your business processes.

The Service Requested Date value is set when the request isinitiated. The user
then setsthe SLA Level in the request and the SLA Violation Date is calculated. If
the reguest is not closed before the SLA Violation Date, an SLA exception is
triggered.

=l Details
# Enhancement Details
® Analysis

= pemand Management SLA Fields

SLA Level: Critical - 3 Days

(i

SLA Violation Date: Movember 3, 2004

il

Service Requested Date: Hovermber 1, 2004

=]

Service Satisfied Date:

# pemand Management Scheduling Fields

Figure 2-2. IT demand SLA fields

The Service Requested Date does not have to correlate to the request’ s 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).

Table 2-2 liststhe IT demand SLA fields.
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Table 2-2. IT demand SLA fields

Request Type Description
The SLA Level field is set by a rule based on the
priority of the request. The default values for the
DEM - SLA Level Validation are:

e High - 5 Days
¢ Normal - 15 Days
e Low - 30 Days

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 value plus the time dictated by the Service Level
Validation.

Service Requested

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.

Service Satisfied

The Service Satisfied Date is set by the execution
workflow step, DEM - SLA Satisfied On.

IT Demand Schedule Fields

Once IT demand is created, an IT manager or IT work scheduler must decide
when to start work on the IT demand, the estimated effort required, when the
IT demand is satisfied, and if the IT demand should be rejected.

= Details
# Enhancement Details

#H Analysis

# pemand Management SLA Fields

B pemand Management Scheduling Fields

Estimated Start Date: Movember 5, 2004

Estimated Effort:

Reject Date:

Demand Satisfied Date:

Figure 2-3. IT demand schedule fields
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Table 2-3 lists the IT demand scheduling fields.

Table 2-3. IT demand scheduling fields

Request Type Description

The anticipated date when the task to complete the IT
Estimated Start Date demand will start. The Estimated Start Date is entered
by the IT manager or responsible IT work scheduler.

The Estimated Effort is set by a rule. This rule can be
changed for your specific request type. The following
lists the default effort associated with the IT demand

request type:

Estimated Effort e DEM - Application Bug = 2

e DEM - Application Enhancement =5
e DEM - Initiative = 5

¢ DEM - Database Refresh =1

The date the request was rejected. The Reject Date is
Reject Date entered by the IT manager or responsible IT work
scheduler.

The date the IT demand was completed. The Demand
Demand Satisfied Date Satisfied Date is entered by the IT manager or
responsible IT work scheduler.

Configuring Effort for IT Demand

IT demand allows you to analyze demand based on one of the following:
e The number (total count) of IT demand requests
e Theaccumulation of effort associated with each IT demand request

Consider the case where you have ten requests for database refreshes and ten
requests for bug fixes. If a database refresh takes one hour to fulfill and a bug
fix takes two days to fulfill, it might be more meaningful for the organization
to factor in the effort involved in fulfilling demand. If you want effort to equal
the total count of IT demand requests, set the estimated effort of each IT
demand request type to one.
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Each IT demand request type has a default effort value assigned to it (see IT
Demand Schedule Fields on page 27). This effort value can be reconfirmed or
changed during an analysis phase at alater step in the process (on the request).
The following are afew 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

Configuring Effort for IT Demand Request Types

To configure effort for IT demand:

1.

Open the Workbench.

For more information on how to open the Workbench, see the Getting
Sarted guide. The Workbench opens.

. From the shortcut bar, select Demand Mgmt > Request Types.

The Request Type Workbench window opens.

. Open an existing IT demand request type or create anew I T demand

request type.

The Request Type window opens.

. In the Request Type window, select the Rules tab.

The Rules tab opens.

. Inthe Rules tab, select Default for Estimated Effort and click Edit.

The Rules window opens. The Default for Estimated Effort IS displayed.

. Inthe Rules window, in the SQL text area, change the default number to the

new default number.
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£ Rules Window

Rle Mame: | Dafault workflow

Description: |
Enabled: &' Yes o
Rule Event: |Apply On Creation j
Rule Type: |Auvanced Defaults j
rDepentenci
Field Nams [ Valus
Requestor Depatment: [irvalues |
Application [ values |
hew | | |
Fesuts: o N
Field Name Column Token SELECT WORKFLOW_ID,
WORKFLOW_NAME FROM
KIWFL_WORKFLOWS WF WHERE
WWFWORKFLOW_NAME = 'DEM -
Enhancement Request Process'
1 | O]
hew Remaowe
K ‘ ‘ Cancel

\Readv

7. In the Rules window, click OK.
The Rules window closes. The Rules tab is displayed.
8. At the bottom of the Rules tab, click OK.

The changes to the request type are saved.

30

Configuring IT Demand Tracking and Management



Chapter

Configuring Demand Sets

In This Chapter:

Overview of Demand Sets

Creating Demand Sets

Creating Demand Set Fields

Mapping Demand Set Fields to I T Demand Request Type Fields
Copying Demand Sets

Deleting Demand Sets

Deleting IT Demand Request Types from Demand Sets

Deleting Demand Set Fields from Demand Sets
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Overview of Demand Sets

Field naming conventions across different IT demand request types might not
be the same. However, you might find it useful to manage and report acrossthe
different IT demand typesin a consistent way. Demand sets help the system
know how to report across the different I'T demands.

Each demand set can include a unique group of demand fields and demand
request types. Each demand set can then have a unique mapping of IT demand
fieldsto IT demand request type fields (see Figure 3-1).

Demand Fields

;
l"""'g
i
g
:

-
e

Figure 3-1. Demand set field and IT demand request type field mapping

Y ou can create and configure demand sets in the standard interface using the
Demand menu. If you do not see the Demand menu, contact your application
administrator.

To configure ademand set:
1. Create the demand set.
2. Create thefields for the demand set.

3. Add an IT demand request type to the demand set and map the fields.
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Creating Demand Sets
To create ademand set:

1. Log onto Mercury IT Governance Center.

The standard interface appears.

2. From the menu bar, click Demand > Administration > Demand Sets.

The Demand Sets page opens.

SIGN ouT

MERCURY
IT Governance Center R e Create & Request > Create New DEM - Application Enhancement > Administer Demand Sets

Demand Sets

Demand Set defines what is counted a3 demand for difterent parts of the organization. This allows management of demand by multiple groups within the same instalation of Mercury IT

Governance Center This installation's Demand Sets are listed below:

Desecription

Demand Set
This is & default Demand Set crested by the installer,

Default Demanc Set
Sales IT Demand Set

Create New Demand Set

Sales IT Demand Set

Done

3. On the Demand Sets page, click Create New Demand Set.

The Demand Set - New Demand Set page opens.

SIGN OUT

MERCURY

IT Governance Center

Demand Set - New Demand Set

Done Cancel

Copy Delete
*Name: Wewe Demand Set |
Description: |
Enabled: @ves Ono

Demand Fields Request Types ‘
Select the fields that will determine what demand is included in this set

Field Hame Search Validation

| _nddField

Done Cancel

Copy Delete

Copight@200l Mercry
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4. On the Demand Set - New Demand Set page, complete the fields aslisted in
the following table.

Field Name

Name Enter the name of the new demand set.

Description Enter a brief description explaining the function of this
demand set.

Enabled Make the demand set available to the system. Select
Yes to make the demand set available to the system.
The Demand Set must have at least one field and one
request type selected.

5. At the bottom of the Demand Set - New Demand Set page, click Done.

The demand set is created.

Creating Demand Set Fields

Y ou must create the fields associated with a demand set. Once created, these
demand set fields will be mapped to IT demand request type fields. These
fields should be common fields that you use for managing and reporting on the
various types of demand. Each demand set field must exist in each of the IT
demand request types.

To create ademand set field:
1. Log on to Mercury IT Governance Center.
The standard interface appears.
2. From the menu bar, click Demand > Administration > Demand Sets.

The Demand Sets page opens.
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MERCURY SIGN OUT

IT Governance Center 3 ch Creale & Reguest > Create Mew DEM - ion Enhancement > &dminister Demand

Demand Sets

Demand Set defines what is courted as demand for different parts of the organization. This allaws management of demand by multiple groups within the same installation of Mercury IT
Governance Center. Thiz installstion's Demand Sets are listed below:

Demand Set Deseription
Default Demand Set This is & default Demand Set created by the installer
Salez IT Demand Set Sales IT Damand Set

Create New Demand Set

Done

3. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set isdisplayed in the Demand Set page. The Demand Fields tab is

displayed.

MERCURY SIGN OUT

IT Governance Center S s > Cregte st > Crea I ation Enhancement > Administer Den

Demand Set - Default Demand Set
iz Delete Done Cancel

*Name: [Detaut Demsnd sat |

Description: | This is & default Demand Sef created by the nstaller |

Enabled: @®ves Omo

et Types |

Select the fields that will determing what demand is incluced in this set

|pate =

|pate

|Service Renuested Date

|Service Satisfied Date

Field Hame Search Validation

® [ applicstion | |cEm Fier - appication - €| [i5]
H[assigned User | |cEm Fiter - Liser 1 - Enab| [iE]
®[assigned Srou | |cEm Fiter - sacurty srow ]
H [priorty | |cEm Fiter - Priority - Enail| [iE]
M Department | |oEm Fiter - Depsrtment - €| [i5]
M Requestor Locetion | |pEm Fiter - Reuestor Lac| [i5]
M [Business Infiative | |EM Fiter - Business Intis] [iE]
® [Estimated Start Dete | |pate | =l
B [Reject Date | |pate I=]
H o [sLaLev | |cEm - sLa Lever | =l
H [sLA viktion Date | |mate | =l
2 |

a |

- |

‘E!fort |Numenc Text Field

Copy Delete Done Cancel

CopTiINtEI 0l WerEy
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4. Create ademand set field:

a. On the Demand Set page, in the Field Name column, enter afield name.

b. On the Demand Set page, in the Search Validation column, select the
validation from the single-sel ect auto-complete list. The search

validation is used to offer the full set of available values. For example,
if one demand type was only available to usersin the United States and
another was available to usersin Europe. Each I T demand request type

would useits own field but the search field would include all possible

choices.

c¢. On the Demand Set page, click Add Field.

The configured field is saved to the demand set. A Delete icon appears

next to the configured field. A new empty field is created.

5. Repeat step 4 on page 36 as many times as required.

MERCURY

IT Governance Center

SIGN OUT

= Ediit Demand Set

Demand Set - Default Demand Set

Copy Delete

Done Cancel

*Name: [Deaut Demand set

Description: ‘Th\s is @ default Demand Sef created by the installer.

Enabled: ®ves Owo

Demand Fields | |Rfluest Types |

Zelect the fields that will determine what demand is included in this set.

Field Hame Search Validation

M |Application

| EM Fitter - Application - €| [EE]

CopTiINtEI 0l WerEy

|
®[assigned User | |cEm Fiter - Uizer 10 - Enab| [i5]
® [ assigned Graup | |cEm Fiter - security crow [iE]
H o [Priority | |cEm Fiter - Priority - Enata| [i5]
H [Depsrtment | |cEm Fier - Department - €| [i5]
H  [Requestor Locstion | |cEm Fiter - Reuestor Lac| [i5]
®  [Business Intistive | |cEm Fiter - Business Intis]| [iE]
H [Estimated Start Date | |pate =
H [Reject Date | |pate =
H o [sLaLeva | |cEm - 5L Lovel =
® [sLA vikstion Date | |pate =]
M [Service Requested Date | |pate =]
M [Service Satistied Date | |pate =]
®  [Effort | | Pumeric Text Fist =]
oy ke Done Cancel
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6. At the bottom of the Demand Set page, click Done.

The fields are added to the demand set.

Mapping Demand Set Fields to IT Demand Request Type

Fields

To map demand set fieldsto IT demand request type fields:

1.

Log on to Mercury IT Governance Center.

The standard interface appears.

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

The Demand Sets page opens.

. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set is displayed in the Demand Set page. The Demand Fields tab is

displayed.

. On the Demand Set page, select the Request Types tab.

The Request Types tab opens.

. In the Add Request Type field, select an IT demand request type from the

single-select auto-complete list.

The selected I T demand request type is displayed in the Add Request Type
field.

. Next to the Add Request Type field, click Add.

The IT demand request type is added to the demand set. The IT demand
request type is displayed in the Request Types field. Y ou must map all of
the demand set fields to the IT demand request type fields before adding
another I'T demand request type to the demand set.
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MERCURY SIGN OUT

IT Governance Center = Cregte £ quest > Create Mew DEM - Application Enhancement > Administe: = Ediit Demand Set

Demand Set - Default Demand Set
Copy Delete Done Cancel

*Name: [Deaut Demand set

Deseription: |This Is & default Demand Sel created by the installer. |

Enabled: ®ves Owo

Demand Fields || Request Types

Select he Request types which will be courted as demand in this set. Then select which field in the Reguest Type will be mapped to each of the Demand Fields

Add Request Type: |:| =l Add

Request Types: Field Mapping:

DEM - Application Bug Demand Fields Request Type Field

=

DEM - Initistive Masigned Lser =l
Assigned Group =
Requestor Location |
Business Inftiative =l
Estimsted Start Date =l
SLA Violation Date =l
Service Requested Date =l
Service Satistied Date =l

Copy. Delete Done Cancel

CopTiINtEI 0l WerEy

. In the Field Mapping section, map the demand set fields (Demand Fields

column) to the IT demand request type fields (Request Type Field column).

Select the IT demand request type field using the single-select
auto-complete list. The Demand Fields should be mapped to Request Type
Fields with the same validation type. Additionally, theinformation stored in
the fields should be similar across the multiple IT demand request types.
This allows you to obtain an accurate picture of demand across multiple
demand types.

. Repeat the process as many times as necessary until all of the IT demand

request types are added to the demand set and al of the IT demand request
type fields are mapped to demand set fields.

9. Repeat step 5 on page 37 through step 7 on page 38 as often as you want.
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10. At the bottom of the Demand Set page, click Done.

The changes to the demand set are saved. The I T demand request types and
field mappings are added to the demand set.

Copying Demand Sets
To copy ademand set:
1. Log on to Mercury IT Governance Center.
The standard interface appears.
2. From the menu bar, click Demand > Administration > Demand Sets.
The Demand Sets page opens.
3. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set is displayed in the Demand Set page.

4. On the Demand Set page, click Copy.

A copy of the demand set is created.
5. In the Name field, enter a new name for the copied demand set.
6. At the bottom of the Demand Set page, click Done.

The new demand set is saved.
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Deleting Demand Sets

To delete ademand set:

1.

Log on to Mercury IT Governance Center.

The standard interface appears.

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

The Demand Sets page opens.

. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set is displayed in the Demand Set page.

. On the Demand Set page, click Delete.

A delete confirmation window opens.

. In the delete confirmation window, select Yes.

The demand set is deleted.

. At the bottom of the Demand Set page, click Done.

The Demand Set page closes.
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Deleting IT Demand Request Types from Demand Sets

To delete an IT demand request type from a demand set:

1.

Log on to Mercury IT Governance Center.

The standard interface appears.

. From the Mercury IT Governance Dashboard™ menu bar, click Demand >

Administration > Demand Sets.

The Demand Sets page opens.

. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set is displayed in the Demand Set page. The Demand Fields tab is

displayed.

. On the Demand Set page, select the Request Types tab.

The Request Types tab opens.

. In the Request Types tab, in the Request Types field, select an IT demand

request type.

. In the Request Types tab, click Remove.

The IT demand request type is deleted.

. At the bottom of the Demand Set page, click Done.

The Demand Set page closes.
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Deleting Demand Set Fields from Demand Sets

To delete ademand set field from ademand set:

1.

Log on to Mercury IT Governance Center.

The standard interface appears.

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

Sets.

The Demand Sets page opens.

. On the Demand Sets page, select a demand set.

Click on a demand set to open the Demand Set page. The selected demand
set is displayed in the Demand Set page. The Demand Fields tab is

displayed.

. On the Demand Set page, click a Delete icon next to the demand set field.

Each demand set field includes a Delete icon. The demand set field is
removed.

. At the bottom of the Demand Set page, click Done.

The Demand Set page closes.
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In This Chapter:

e Overview of IT Demand and Workflows
e Transtions for Workflows
s Event Errors
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Overview of IT Demand and Workflows

The Schedule, Reject, and Assign functions in Demand Management interact
directly with workflows. When arequest is Scheduled, Rejected, Or Assigned
the current workflow step is selected for atransition. If the workflow stepis
configured with a scheduling-related transition, the request follows the
trangition out of the step. If the current workflow step does not have this
transition defined, no processing happens, but the IT demand is still marked as
Scheduled, Rejected, Or Assigned (see Figure 4-1 and Figure 4-2).

*£, L
P Assign /°
1. Britial Rewiew 2. Signeoff High Level Design

Figure 4-1. Workflow step without IT demand transitions

S ooy B PN

1. itial Feviewr 2. 3ign-off High Letal Decign
Accign Demand

Feject Dematid

|14. Close (Rrpnediate fubme) - 100%|

Figure 4-2. Workflow step with IT demand transitions
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Transitions for Workflows

Mercury Demand Management for IT demand includes an additional method
for transitioning out of a workflow decision step that coincides with an I'T
demand scheduling event. When adding a transition from one workflow
decision step to another workflow step, select Specific Event in the Define
Transition window (see Figure 4-3). Y ou can then specify the specific event for
the transition.

The following isalist of the Mercury Demand Management for IT demand
transitions:

e Assign Demand
e Schedule Demand

e Regect Demand

£ Define Transition

% Specific Resutt |= = | d

Resolution Provided
Assign Demand

" Al Resuks: Mare Info Required

Schedule Demand

" Other Results:

" Specific Evert;

Reject Demand

" Specific Errar;

" Other Errors:

" Al Errors:

[ Require Motes on Transttion

Ok | Add | Cancel ‘

|Read\,r

Figure 4-3. Specific event transition from a workflow step

For More Information

For more information regarding configuration of request types, see the
Demand Management: Configuring a Request Resolution System document.
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Event Errors

Mercury Demand Management for IT demand events do not occur if one of the
following conditions exist:

e If thereisrequired 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 1T demand.

e If you do not have the correct security permissions (IT demand request
type and workflow step) to transition out of the workflow step.

e |If thelT demand request type islocked (being edited) by another user.

If the scheduling, assignment, or rejecting event does not work, an error
message is returned.
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In This Chapter:

e Overview of Setting up SLAs for IT Demand
e S ABehavior
e Configuring SLA Rules

= Configuring SLA Levels

= Configuring SLA Violation Dates

= Configuring Service Request Dates

»  Configuring Service Satisfied Dates
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Overview of Setting up SLAs for IT Demand

The Mercury Demand Management I T demand solution tracks and reportson a
predefined set of Service Level Agreements (SLAS). These SLAS correspond
to an acceptablelevel of performance or reaction time for items being managed
using Demand M anagement.

Oncethe IT demand types, demand sets and workflows are configured, the
Service Level Agreements (SLAS) can be configured. SLAs are configured
using request type rules and validations. SLAs can be enabled for all IT
demand types.

In the default Mercury Demand Management for IT demand solution installation,
Note SLAs are only enabled for the Database Refresh demand type.

SLA Behavior

SLA behavior isdriven by the Demand Management SLA fields on the request
type. The following isalist of the SLA fields (see Figure 5-1):

® SLALevel
® SLA Violation Date
® Service Requested Date

® Service Satisfied Date

=l Details
# Enhancement Details
® Analysis

= pemand Management SLA Fields

SLA Level: Critical - 3 Days

(i

SLA Violation Date: Movember 3, 2004

Service Requested Date: Movember 1, 2004

il

Service Satisfied Date:

=]

# pemand Management Scheduling Fields

Figure 5-1. Demand Management SLA Fields

48 Configuring IT Demand Tracking and Management



Chapter 5: Configuring SLAs for IT Demand

The Service Requested Date value is set when the request islogged. Y ou set the
SLA Level in the request. When you select SLA Level, the Request SLA Violation
Dateiscalculated. If the request is not satisfied before the SLA Violation Date,
an SLA exception istriggered.

The service requested date does not have to correlate to the request 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. Mercury
Demand Management for IT demand can be set to satisfied at any point in the
process.

Configuring SLA Rules

The SLA behavior is based on the request type rules and workflow
configurations. Figure 5-2 provides an example of the SLA fields on arequest

type.

Request Header Type : DEM - Application Enhancement 1M =] E3
Request Header Type Name: |DEM - Application Enhancement

Description: |DEM - Default Reguest Header Type

Emensinn'| j Enabled: & Yes " Mo

Fields I Layout | Filter| Ownership | | References

Frompt Display | Display Only Transaction Hist Notes Hist On Search/Fier Pages

[F- Summary

- Dernand Managerent SLA Field)
— SLALevel: N
— SLA Violation Date i}
— Service Requested Date: L&}
—— Service Salisfied Date: N

Dernand Management Scheduli

z|z|z|=
z|z[=z|=
EAE4E4E

Estimated Start Date
Estimated Efiort

Reject Date:
Demand Satisfied Date

s =a e | Edit | Field Groups |

0K Save Cancel

\Ready

Figure 5-2. Dem - Database Refresh Request Type

You should use a validation to store the SLA configuration information. It will be
easier for you to alter the validation, rather than having to modify the SQL. You
should use one validation per request type with an SLA.
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Configuring SLA Levels

The SLA level field isset by arule based on the priority of the request. The
validation for the SLA level field iSsDEM - SLA Level. Figure 5-3 shows the
ruleswindow and validation for SLA level. The default values for the

DEM - SLA Level vaidation are:
e Critical - 3 Days

e High-5Days

e Normal - 15 Days

e Low-30Days

£ Rules Window

Rule Marme: , i on D 47|

Description: |SLA Level & SLA Violation Date Setup

Enabled: @ Yes Mo

Rule Event: |Apply On Field Change j
Fule Type: |Advanned Defaults j
Dependenci
Field Matne | Walue ‘
Priarity [T values |
how | et |
Results: [aL:
Field Marme Colurn Token SELECT
SLA Violation Date: 1 REGQ.PKMNTA_SLA WIOLATION_DATE sysdate +to_number(kl.description),
2 REGLWP KMTA_SLA_VIOLATION_DATE sysdate + to_number{kl.description),
SLA Level 3 REGQ.P KMTA_SLA_LEVEL kl.meaning,
4 REG.VWP KMTA_SLA_LEVEL kl.meaning
FROM  knta_lookup:
WHERE kl.lookup_tvi = 'DEM - SLA Level : Bug'
AND Kl.lookup_cod®
4 » -
‘ J AND Kl enabled_flag=""
e
Ok | | Cancel |
Ready
Validation : DEM - SLA Level 1 =]
Description: |
Enabled: [~ Use inWiorkflow? [~
comporert Type: | |
Validated By: | | Expected list lergth; = r
Selection mode: (% o Number of resutts per pages |50
Configuration 1
Walidation Yalues
Sey Code Meaning Description Enabled Defautt
11 Critical - 3 Days 3 il N
22 High - 4 Days ] il N
33 Medium - 15 Days 15 I M
44 Low - 30 Days 30 il N
=N | #12]

Used By Ownsrship

M# Cancel

Feay (Read-Only, Seed Data)

Figure 5-3. SLA Level Rule and Validation
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Configuring SLA Violation Dates

The SLA violation date is set by arule based on the service level and service
requested date. The SLA violation date equal s the service requested date value
plus the time dictated by the service level vaidation. Figure 5-4 shows the

rules window for SLA violation date.

£ Rules Window E]
0 3

Rule Marme: |

Description: |SLA Level & SLA Violation Date Setup

Enabled: & Yes " Mo
Rule Event: |Apply On Field Change j
Fule Type: |Advanned Defaults hd
Dependenci
Field Matne | Walue ‘
Priarity [T values |
vow | _tt_|
Results: [aL:
Figld Matne Calurin Taken SELECT
SLA Violation Date: 1 REGQ.PKMNTA_SLA WIOLATION_DATE sysdate +to_number(kl.description),
2 REGLWP KMTA_SLA_VIOLATION_DATE sysdate + to_number{kl.description),
SLA Level 3 REGQ.P KMTA_SLA_LEVEL kl.meaning,
4 REG.VWP KMTA_SLA_LEVEL kl.meaning

FROM  knta_lookups ki
WHERE kl.lookup_tvpe = 'DEM - SLA Level : Bug'
. T AND  Kllookup_code = [REQ.PRIORITY_CODE]

AND kl.enabled_flag=""
N

Ok | | Cancel

|Ready’

Figure 5-4. SLA Violation Date Rule

Configuring SLA Rules
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Configuring Service Request Dates

The service requested date is set by arule to the creation date of the request.
The service requested date could be set to correlate with any workflow step.
Figure 5-5 shows the rules window for service requested date.

£ Rules Window

Rule Mame: | =g
Description: |Defau|t Service Requested On Setup
Enabled: * Yes Mo
Rule Event: |App|y Cn Creation j
Rule Type: [Advanced Defautts Ea|
Dependenc
Figldd Mame | “alue |
Priarity: a1 values |
I | |
Results: e
Field MNane | Colurmn | Token SELECT
Service Reguested Date: |1 |[REQ.P.KNTA_SLA_SERV_REQUEST! || sysdate,
|[REGQ WP KNTA_SLA_SERY REQUES || sysdate
FROM dual
‘ L0
My
Ok ‘ | Cancel
Reary

Figure 5-5. Service Request Date Rule
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Configuring Service Satisfied Dates

The service satisfied date is set by the execution workflow step, DEM - SLA
Satisfied On. Figure 5-6 shows the DEM - SLA Satisfied On execution step in the

Database Refresh workflow.

Executlun} Ownershlp]

Frocessing Type |Immed\ate j

Execution

Workflow Scope ‘ J
Description |DEM - Scope Check
Execution Type |Wnrkﬂnw Step Commands j Workflow Event ‘ J
Walidation |WF - Standard Execution Results R | J
Open lean \questmnz aif

Enabled: & Yes

Conclition

[=| Set Request Satisfied On \mime e —
N

\
| =an]  mew cmel ‘

K1 | >l

Command Step:
Command
"[VWF 1P TEMP_DATE[","WFLP TEMP_DA

Cancel

£ Edit Command 3

Command,
Condition:
Description:
Timeout (5):
Enabled

Set fied Onf
| MiF S STEF_NAME] = 'SLA_CLOSE"

[a0
= yes © No

Steps:

ksc_store REQUEST_SATISFIED_ON="[WFI.P.TEMP_DATE]","[UFI.P.TEMP_DATE]"

Tokens ‘ Special Cmd | Show Desc ‘

Cancel

|Ready

Figure 5-6. Database Refresh Workflow Execution
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