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

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

Search for knowledge documents of interest

Submit and track support cases and enhancement requests
Download software patches

Manage support contracts

Look up HP support contacts

Review information about available services

Enter into discussions with other software customers
Research and register for software training

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

https://hpp12.passport.hp.com/hppcficreateuser.do
To find more information about access levels, go to:
https://softwaresupport.hp.com/web/softwaresupport/access-levels

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

About this PDF Version of Online Help

This documentis a PDF version of the online help. This PDF file is provided so you can easily print multiple
topics from the help information or read the online help in PDF format. Because this content was originally
created to be viewed as online help in a web browser, some topics may not be formatted properly. Some
interactive topics may not be presentin this PDF version. Those topics can be successfully printed from
within the online help.
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Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (.CSV files), and
documentation for the CAP.

CAPs describe typical stories that show how correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization. CAPs demonstrate Business
Analytics capabilities, and helps you add basic elements that can be used to customize your
Dashboard.

You can also create your own CAPs.
To access:

Click ADMIN > Data Management > Activate CAP .

Learn More

Content Acceleration Pack Contents

The Content Acceleration Pack ZIP file includes the following directories:
&Ll

I: [data]

I; [kpi]

(] [uim]

| [universe]

=" 0512_dancy-WP5_1_0_1-ClusterGuide pdf

anﬂi’feﬂ.mﬂpaﬁes

« data - contains the .CSV files. The name of the .CSV files to be uploaded provide data for the
Content Acceleration Pack KPlIs and Metrics. For details, see Semantic Layer - Excel (or .CSV) File
Loader in the BA Content Reference Guide.

« kpi - contains the . XML files that correspond to KPIs and Scorecards. The KPIs and Scorecards are
imported into the Studio Active KPIs pane. The Scorecards and relevant KPls are also displayed in
the Dashboard pages after the calculation completes and the relevant page is loaded. For details,
see "Upload a CAP to the Business Analytics application" on page 8.
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« uim-contains:

L]

Components directory - contains the . XML files that correspond to the components that you can
add to a page.

Pages directory - contains the .XML files that describe the pages that are included in the CAP.

You import the components, events, and pages into the Dashboard where they are used to build
the Dashboard pages. For details, see "Upload a CAP to the Business Analytics application" on
the next page.

« universe directory- contains the . XML files that correspond to the Business Contexts (universes).
The Content Acceleration Pack installation automatically installs the Business Contexts.

« <CAP_documentation> - the PDF or Microsoft Word document that describes the CAP.

« manifest.properties file - includes information about the following items:

UUID. A unique ID for the Content Acceleration Pack.

Name. The name of the Content Acceleration Pack. Mandatory.

BCs. The names of the Business Contexts to be calculated (comma separated).
Description. The description of the Content Acceleration Pack. Optional

recalculate.date. The start date of the recalculation. Recalculation is started automatically when
you activate the CAP.

bo.in.use.

o false - The Content Acceleration Pack contents do not include SAP BusinessObjects
Enterprise reports.

o true - The Content Acceleration Pack contents include SAP BusinessObjects Enterprise
reports.

version. The version of the Content Acceleration Pack.

publisher. The name of the creator of the CAP. It can be a single user, an HP partner, or a group
in your organization.

xs.version.The version of BA.

Out-of-the-box Content Acceleration Packs

"VP of Operations Content Acceleration Pack" on page 33

"VP of Applications Content Acceleration Pack" on page 38

"ALM_Demo and ALM Content Acceleration Packs" on page 43

"SM Content Acceleration Pack" on page 69

"CSA_Demo and CSA Content Acceleration Packs" on page 50

"PPM_Demo and PPM Content Acceleration Packs" on page 63
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Content Acceleration Packs (CAPs)

2 Tasks

This section includes:

® View the available CAPS il 8
* Upload a CAP to the Business Analytics application ... . .. ... 8
® Upload alocalized CAP il 8
O ACtivate @ C AP L 9
® Deactivate a CAP 10
* Delete a CAP from the Business Analytics application .. ... ... ... .. . 10
® Download a CAP tothe user's local SyStem ... . 11
® Create a CAP from the Business Analytics applicationdata ....... ... ... ... ... ... ... .............. 11
O Modify @ C AP . 11
® Use Case - Create, download, and upload Content Acceleration Packs (CAPS) ... ................. 12

VView the available CAPs

Toview allist of all the CAPs available in the system:

1. InBA, click ADMIN > Data Management > Activate CAP.

The page displays the list of available CAPs. For details, see "CAP Management Page" on
page 12.

2. You can now manage (create, upload, delete, download, activate, and deactivate) the CAPs.

Upload a CAP to the Business Analytics
application

You can now activate the CAP. For details, see "Activate a CAP" on the next page.

Upload a localized CAP

To upload localized CAPs:
1. Delete the pre-imported out-of-the-box CAPs in the English language.
2. Upload the localized CAPS:

o Localized out-of-the-box CAP. To upload a localized out-of-the-box CAP, proceed as
described in "Upload a CAP to the Business Analytics application” above and specify the
location of the out-of-the-box CAP.
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Content Acceleration Packs (CAPs)

Note: Localized out-of-the-box CAPs .ZIP files are placed in the relevant language
directory during installation:

<HP-BA>/ContentPacks/<CP-name>/INBUILT/BI/CAP/LANGUAGES/

For example, the VPOPS CAP in German is located at:
<HP-BA>/ContentPacks/<CP-name>/INBUILT/BI/CAP/LANGUAGES/de_
DE/VPOPS_de DE.zip

« Localized user-defined CAP. To upload a localized user-defined CAP proceed as described
in "Upload a CAP to the Business Analytics application" on the previous page and specify the
location of the localized CAP you have created.

Activate a CAP

When you activate a CAP, all the content of the CAP is added to current data (Contexts, KPls, Pages,
etc.) and a recalculation is performed according to the CAP definitions.

To activate a CAP:

1. Prerequisites:
The CAP is in the list of available CAPs and is not activated.

2. InBusiness Analytics, click ADMIN > Data Management > Activate CAP.
The page displays the list of available CAPs.

3. Select the relevant CAP and click Activate.

You get a notification that the CAP is being activated. Click Yes to complete the Activation. It
takes a few minutes.

If a CAP that shares the same content was already activated, an alert warns you that activating
the new CAP will override the overlapping instances.

Once the activation is complete ﬁ is added to the CAP.
4. Youcan now:

« View the Business Context details in Context Designer. For details, see Semantic Layer -
Context Designer in the BA Content Reference Guide.

« View and expand the Scorecard tree in the Active KPIs pane. For details, see Activate
Scorecards, Perspectives, Objectives, Metrics, or KPIls Using Templatesin the BA Business
Analyst User Guide.

« View the Scorecard, and KPIs configuration in the Configuration Details, and Calculation
Details tabs.

For details, see Scorecard Configuration Details in the BA Business Analyst User Guide.

For details, see KPI or Metric Configuration and Calculation Details in the BA Business
Analyst User Guide.
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Deactivate a CAP

When you deactivate a CAP, all the content of the CAP is deleted.

Note: If you have uploaded and activated a demo CAP, you do not need to deactivate it before you
activate the non-demo CAP. Deactivate the demo CAP and the non-demo CAP only if you want to
really remove the imported configurations.

To deactivate a CAP:
1. Prerequisites:
The CAP is in the list of available CAPs and is activated.
2. InBA, click ADMIN > Data Management > Activate CAP..
The page displays the list of available CAPs.
3. Select the relevant CAP and click Deactivate.

If the CAP is activated a message is issued to task you to deactivate the CAP before you can
delete it.

You get a notification that the CAP is being deactivated.
il
Once the deactivation is complete, an indication “T’is added to the CAP.

Note: You are notified that the deactivation of a CAP may cause errors in pages and KPls
using this CAP content. All the CAP entities will be deleted if you acknowledge the waming.

Delete a CAP from the Business Analytics
application

When you delete a CAP, the CAP is deleted from the BA server and is not listed in the list of CAPs any
more.
To delete a CAP:

1. Prerequisites: The CAP is in the list of available CAPs and is not activated.

2. InBA, click ADMIN > Data Management > Activate CAP.

3. Select the relevant CAP and click I,
Once the deletion is complete, the CAP is removed from the list of available CAPs.
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Download a CAP to the user's local system

To download a CAP and save it to the local system to be used in other environments:
1. InBusiness Analytics, click ADMIN > Data Management > Activate CAP tab.

2. Click 'U' to open a browser dialog box where you can select where you want to download the
CAP.

The CAP .ZIP file is saved at that location.

Create a CAP from the Business Analytics
application data

You can create a new CAP that includes existing Contexts, Scorecards, KPls and Metrics, and
Dashboard pages.

1. Before creating the CAP, make sure you have already created all the relevant Scorecards, KPIs,
Metrics, Pages and Contexts that you wish to include in the CAP and that they have been
calculated with the expected results. If you find that some content is missing, go back and create
it. Once this is done, you can start creating the CAP.

2. InBA, click ADMIN > Data Management > Activate CAP.

3. Click * to open a wizard where you can create the CAP. For details, see "Create Content
Acceleration Packs" on page 18.

Modify a CAP

To modify an existing CAP, it is recommended to create a new CAP with the relevant content and then
to delete the existing CAP.

1. InBA, click ADMIN > Data Management > Activate CAP.
The page displays the list of available CAPs.

2. Click '* to open a wizard where you can create the CAP. For details, see "Create Content
Acceleration Packs" on page 18.

3. After you have created the new CAP, remove the old CAP.
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Use Case - Create, download, and upload
Content Acceleration Packs (CAPSs)

For details, see Use Case - Create, download, and upload Content Acceleration Packs (CAPs)in the
Getting Started with BA.

2 Ul Description

CAP Management Page

List of CAPs Cloud Optimization
* 60 Wiew by : [Al ~ Open documentation file
W Cloud Optimization O The purpose of this Cloud Content Acceleration Pack (CAPY is to provide a set of iterns {Dashboard pages, HE[.al[“laIE i@ SHE
Scarecards, Contexts, KPls, and more) that automatically gathers information from across your enterprise to 5O in use: No
 Cloud Optimizationil) Qo tild key performancs indicators (KPIs) related to Cloud-ralated issues, The CAP includes the Cloud Financials Author: HP
= o oG and Cloud Performance Perspectives. The CAP provides broad and deep insight that should enable you to O 248
EEUIITY optimize resource orovider relationshio, increase service orofitability, imorove financial performance, Vs, 20
& vea o wbhmtine Amin i trian
LA © U Content
W VPOps Q i
~ Pages ~ KPIs and Metrics
O cloud % Maonitored Applications

% 0f Change in Assets Cost
% 0f Managed Nodes

@ % 0f Met SLAS

% of Network Utilization

[ Resource Praviders
[0 Resource Supply Manager

[ service Business Manager

w Scorecards % 0f Nodes with Compliance Issues
% of Non-Encrypted Traffic
E cloud a % 0f OpEx

“ Average Time to Deploy an Application

. Average Time to Provision a Node

. Avg Costof IT Delivery Per Customer

“ v Delivery Time of New Products or Serwices

Toeamamaamn s onnnn

« Business Contexts “  AvgTime to Procure Hardware
“  Dependency Level on Resource Provider
® Type Name “  Dependency Level on Resource Provider - Amazon
v B ApplicationPerformancelemo . Dependency Level on Resource Provider - HPCS
v [l AssetManagementDemo o memandnacuLaalee Ancauren frout
v @ cloudoptimizationDemno ) Data [C5V tables)

List of CAPs area

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

ul
Element Description

- Click to create a new Content Acceleration Pack. The Create CAPs wizard opens. For details,
see "Create Content Acceleration Packs" on page 18.
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ﬁ Click to upload a .ZIP file from the file system to the Business Analytics application. A dialog
box opens to enables you to browse to locate the .ZIP file.

Before clicking the button make sure that:

o The .ZIP file of the CAP you want to upload is copied in an accessible file system.

« Acorresponding CAP (with the same UUID) does not already exist in the Business
Analytics application.

Select Activate CAP after upload to automatically activate the CAP after it completes its

upload.
Upload CAP %
Click Browse to select the CAP youwant to upload:
Browse. ..
Activate CAP after upload
Cancel
U Click to download the .ZIP file corresponding to the selected Content Acceleration Pack to

the file system.

During the creation of a CAP using the wizard, all the contents of the CAP are automatically
saved in a .ZIP file.

[II Click to delete the corresponding Content Acceleration Pack.
Before your click the button, make sure that:

The CAP is in the list of available CAPs and is not activated.
View by Filter the available CAPs by their status:
o Al All statuses.

o Activated. Displays the activated CAPs. Activated CAPs are indicated by ﬁ

« Deactivated. Displays the deactivated CAPs. Deactivated CAPs are indicated by :-'f]

« Activating. Displays the CAPs that are in the process of being activated. Activating CAPs
are indicated by @'

« Deactivating. Displays the CAPs that are in the process of being deactivated.

Deactivating CAPs are indicated by @'

<List of The list of available CAPs within the BA server.
CAPs>
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CAP Description area

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

Ul Element Description

<CAP name> The name of the Content Acceleration Pack.

The standard characters are supported: a-z,A-Z,and 0-9.

Description The description of the Content Acceleration Pack.

The standard characters are supported: a-z,A-Z,and 0-9.

Note: Only the beginning of the description in displayed in this field
(1000 characters). To view the complete description of the CAP, click
the Open documentation file link.

Click to activate or deactivate the Content Acceleration Pack.

Artivate
Note: If the Content Acceleration Pack is already activated the
Oearctivate Deactivate button is displayed and vice-versa.
_ Artivate
o When you click , the system scans the

CAP entities (Pages, Scorecards, KPIs, Metrics, Contexts, and data
(in .CSV table format)). If such entities already exist in the system
because they are part of an activated CAP, a warning is issued so
the user can select to continue the activation or not. Note that
when the CAP is activated, its entities override the entities
already activated in the application (not the templates).

. Deactivate
o When you click , the system removes

the CAP entities (Pages, Scorecards, KPIs, Metrics, user-defined
Contexts, and data (in .CSV table format)) except for the
Contexts that are out-of-the-box.

Open documentation file  Click to display a detailed description of the Content Acceleration Pack.

Recalculate date The date from when the CAP's Business Contexts are recalculated when
the CAP is activated.

BO in use Yes. The CAP comprises a page or a KPI that includes SAP
BusinessObjects Enterprise elements.

No. The CAP does not comprise a page or a KPI that includes SAP
BusinessObjects Enterprise elements.

Author The user, partner, or company that created the CAP.
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BA Version The version of HP IT Business Analytics used when the CAP was created.
Version The version of the CAP.
Activation date The date when the CAP was activated, deactivated, or created.

Deactivation date

CAP Description area

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

Ul Element Description
Pages The list of pages included in the Content Acceleration Pack.
- Pages
[0 csa
(1 Cloud

[0 Cloudanalyticsapp
(1 organization

Scorecards The list of Scorecards included in the Content Acceleration Pack.

- Scorecards

E vPapplications ,

ﬁ]‘ Select a Scorecard and click the button to display the Name and

Description of the selected Scorecard.

scorecard details x

Mame WP Applications

Description : WP Applications Scorecard

Close

Note: The name of the entity in the dialog box might be different from

HP IT Business Analytics (10.00) Page 15 of 99



Guide to BA Content Acceleration Packs
Content Acceleration Packs (CAPs)

the name in the CAP Management list if the entity name was modified in
the Studio or if duplicate entity names were discovered during the
CAP activation.

Business Contexts The list of Business Contexts included in the Content Acceleration Pack.

- Business Contexts

= Type Hame
v [El applicationPerformanceDemo

v @ AzsetManagementDermno

q1

v El  CloudoptimizationDemo

The area displays the following information:

. E'.J - In the recalculation status column, ¥ indicates that the
corresponding Business Context needs to be recalculated.

o Type. In this column, the icon indicates that:

. The CAP's Business Context is out-of-the-box (it is provided with the
application).

« [El The CAP's Business Context is user-defined.

« Name. The name of the Business Context.

KPIs and Metrics The list of KPIs and Metrics included in the CAP.

~ KPIs and Metrics

“ 9. Manitored Applications

& % of Actual vs Planned Projects Cost

% of Actualws, Planned Executed Tests

~ % of Atfected End Users by Application Quality
% of Applications Availability

% of Approved Project Scope Changes

# % of Authorized Tests

% of Automated Tests

% of Change in Project Cost

% % of Completed Tests

% of Critical Defects

& % of Documented Requirements

% 0f Failed Business Transactions

“  %of Failed Tests

% of Healthy Projects

% of Incidents Classified as Security Related

S nE hAnk Tl A

PO om0 oo 0o 0000 aon

ﬁ]‘ Select a KPI or Metric and click the button to display the current Name,
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and Description of the selected KPI or Metric (as specified in the current
definition in the Studio). The button is activated only for the KPlIs that are

included in activated CAPs.

Mame :
Description :

KPI details

% Manitared Applications

The nurnber of business applications that are

monitored relative 1o the total number of

applications

Note: The name of the entity in the dialog box might be different from
the name in the CAP Management list if the entity name was modified in
the Studio or if duplicate entity names were discovered during the

CAP activation.

Data (CSV Tables) Click to display the list of all the CSV tables that compose all the Business

dat Context in the Data (CSV Tables).

~ Data (C5V tables)

i = O s O O O

APPLICATION_DIM_V
ASSET_FACT_W
BACKUP_POLICY_DIM_V
BACKUP_SESSION_FALCT_W
BACKUP_SESSION_RTO_FACT W
BILLING_FACT_V
BUDGET_DIM_W
BUDGETLIME_DIM_W
BUSINESS_APP_PERF_FACT_V
BUSINESS_LNIT_DIM_\
CLOUD_IMNF_UTILIZATION_FACT_V
COMPLIANCE_STATLS_FACT_W
CONSUMER_DIM_V
CONTRACT_DIM_V
COST_FACT_V

HP IT Business Analytics (10.00)
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Create Content Acceleration Packs

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (.CSV files), and
documentation for the CAP.

CAPs describe typical stories that show how correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization. CAPs demonstrate Business
Analytics capabilities, and helps you add basic elements that can be used to customize your
Dashboard.

You can also create your own CAPs.

To access:

Click Admin > Data Management > Activate CAP, and then click ':+:' to open a wizard where you

can create the CAP.

Learn More

For details about the Content Accelerations (CAPs) contents, see "Content Acceleration Pack
Contents" on page 6.

2 Tasks

Create a CAP with the Business Analytics
application data

You can create a new CAP that includes existing Contexts, Scorecards, KPls and Metrics, Data (via
.CSV files), and Dashboard pages.

1. Prerequisite: Before creating the CAP, make sure you have already created all the relevant
Scorecards, KPls , Metrics, Pages and Contexts that you wish to include in the CAP and that they
have been calculated with the expected results. If you find that some content is missing, go back
and create it. Once this is done. you can start creating the CAP.

2. InBusiness Analytics, click ADMIN > Data Management > Activate CAP.
The page displays the list of available CAPs.

3. Click the Create a new CAP *‘ button to open the Create Content Acceleration Pack wizard
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where you can create the CAP.

Click Next and specify the CAP name, author, version, description, recalculation date and link to
any relevant document.

Click Next and in the Select Pages wizard page, select the pages you want to include in this
CAP.

Note: Once you have selected a Page, the Scorecards, KPls, and Metrics that are included in
that page and the Contexts that are assigned to the KPIs included in the page, are
automatically selected. If you want to add to the CAP additional elements like Scorecards,
KPls, and more, click the Next button and modify your selection in the other pages of the
wizard. Otherwise you can jump directly to the Summary wizard page.

Click Next and in the Select Scorecards wizard page, select the Scorecards you want to include
in this CAP.

Click Next and in the Select KPIs and Metrics wizard page, select the KPls and Metrics you
want toinclude in this CAP.

Click Next and in the Select Contexts wizard page, select the Contexts you want to include in
this CAP.

4. Click Create to create the CAP. Once the CAP is created you cannot modify it. The new CAP is
displayed in the list of CAPs in the CAP Management page. In the right pane you can see the
contents of the CAP you have just created. For details, see Content Acceleration Pack.

You can then download the generated CAP to a local directory and optionally, delete the CAP from the
BA application.

23 Ul Description

Create a new CAP wizard

"Welcome Page" on the next page > "General Details Page" on page 21 > "Select Pages Page" on
page 22 > "Select Scorecards Page" on page 23 > "Select KPIs and Metrics Page" on page 25
> "Select Contexts Page" on page 27 > "Summary Page" on page 28
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Welcome Page

Create a new CAP

Help x

Welcome

General Details

Select Pages

Select Scorecards
Select KPIs and Metrics
Select Contexts

Surmnrmary

Create Cantent Acceleration Pack Wwizard

Thiz wizard helps you create a Content Acceleration Pack (CAP),
Each step enables you to select the entities you want toinclude in the

CAP:

You can select each step directly by clicking the step name in the
navigation pane.

At the end of the wizard click"Create” to create the CAP. It is then
uploaded and listed in the CAP Management page.

Click"Mext" to continue

Fages

Scorecards

kPlz and Metrics
Jzer-defined Contexts

I Mewt I I Cancel I
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General Details Page

Create a new CAP Help  x
Welcome
*Name : M ew CAP
General Details
Select Pages Author
Select Scorecards Version :
Select KPls and Metrics Description :
Select Cantexts
Summary
Recalculate date: 11411412 ==z}

Docurmentation : Browse..,

User interface elements are described below (when relevant, unlabeled elements are shown in angle

brackets):

Ul Element Description

Name The name you want to give to the CAP.
The name should be unique. The standard characters are supported: a-z,A-Z,and 0-
9. The size of the name is limited to 256 characters.

Author The name of the creator of the CAP. It can be a single user, an HP partner, or a
group in your organization.

Description The description of the CAP. The size of the description is limited to 1000 characters.

Recalculate The date used to recalculate all the Contexts included in the CAP during the CAP
date activation.

Default value is one year back from the CAP upload date.

You can delete the default value. If you do not specify a recalculation date, the
recalculation is not performed during CAP activation.

Documentation Attached File. Select to attach a file to the CAP. Click Browse to access the location
of the CAP documentation. The document can be a Microsoft Word file or a .PDF.
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When the CAP.ZIP file is created, the document you selected is automatically added
to the .ZIP file at the level of the manifest.properties file.

External Link. Select to provide a link to the external documentation for the CAP.
Enter the URL of the documentation.

When the CAP.ZIP file is created, the link you added is automatically added to the
.ZIP file at the level of the manifest.properties file.

Select Pages Page

Select the pages you want to include in the CAP from the Available area and click the relevant arrows
to move these pages to the Selected area. The pages listed in the Available area are the pages that
already exist in the application.

You can select more than one page using the Shift button.

To unselect pages, select them in the Selected area and click the relevant arrows to move the selected
pages back to the Available area.

Click the relevant link in the navigation pane to access the corresponding page or click Next to open the
next page of the wizard.

Limitation:

« "Shared KPIs" are KPlIs that are reused in different Scorecards. If you share KPls between
CAPs by including pages that include these Scorecards, then after uploading these CAPs to
another BA machine, and after activating the first CAP, and while activating the second CAP,
the shared KPlIs are removed from the Active KPIs hierarchies and from the Scorecard of the
CAP that is activated first.

It is recommended to add all the Scorecards with shared KPls to each CAP to prevent the
removal of the shared KPIs during the activation of the second CAP.
The same issue may occur during the backup of a CAP with shared KPls.

« Pages from an activated CAP are listed in the Settings menu of the BA app installed on your
tablet or smartphone, only after they are opened in the Dashboard.
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Create a new CAP Help  x
Welcome Select Pages toinclude in the context acceleration pack:
General Details All entities that are part of the selected Pages are automatically included in the
LAP
Select Pages
Select Scorecards Available Selected
Q )
Select KPls and Metrics O Biof T
(1 Alex tests Page (1 Cloud
Select Cantexts
O CloudanalyticsApp
summary (1 cost Distribution Overyi...
[0 Cost of Service Cl Type ... @
[0 Cost of Service Cl Types
(1 costof Service Cost Cat..,
(1 csA
[0 Dema WPApps Main Page
[0 DwH Status Page
| Back | | Wext | | Cancel

Select Scorecards Page

Select the Scorecards you want to include in the CAP from the Available area and click the relevant
arrows to move these Scorecards to the Selected area. The Scorecards listed in the Available area
are the Scorecards that already exist in the application.

You can select more than one Scorecard using the Shift button.

To unselect Scorecards, select them in the Selected area and click the relevant arrows to move the
selected Scorecards back to the Available area.

Click the relevant link in the navigation pane to access the corresponding page or click Next to open the
next page of the wizard.
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Create a new CAP Help x

Welcome Select Scorecards toinclude in the context acceleration pack:
General Details All entities that are part of the selected Scorecards are automatically included in
Select Pages the CAP

Available Selected
Select Scarecards vl e

o B

select KPIs and Metrics Cloud

B o VP Applications
select Cantexts

B2 Financial Planning and An...
SUmMmary

&
| Back | | MNext | | Cancel

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

ul
Element Description

Available | The list of Scorecards that are already active in the application, that the user has
Scorecards permissions to view, and that have not already been manually selected, or that were not
automatically selected as part of the pages that were selected in the Create
CAP Wizard - Select Pages page.

You can select more than one Scorecard using the Shift button.

Selected The list of Scorecards that you want to include in the CAP.

Scorecards
Note:

« Some Scorecards (that appear as dimmed) are read-only because they are
automatically included in the list of Selected Scorecards. These Scorecards were
automatically selected because in the Create CAP Wizard - Select Pages wizard
page you selected pages that include these Scorecards. You cannot deselect
these Scorecards.

« If you add to the CAP, a Dashboard page that includes a Scorecard, and the
Dashboard page already belongs to a CAP that has just been activated, the
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Scorecard is automatically added to the list of Selected only when the
Dashboard page is opened once.

You can select more than one Scorecard using the Shift button.

Select the Scorecards you want to include in the CAP from the Available area and click
the relevant arrows to move these Scorecards to the Selected area. The Scorecards
listed in the Available area are the active Scorecards that already exist in the
application.

To unselect Scorecards, select them in the Selected area and click the relevant arrows
to move the selected Scorecards back to the Available area.

You can also drag and drop Scorecards from the Available area to the Selected area
and vice-versa.

Search Enter a string to list all the active Scorecards with names that include the string.

Select KPIs and Metrics Page

Create a new CAP Help x

welcome Select KPIs and Metrics toinclude in the cantext acceleration pack:

General Details All entities that are part of the selected KPls and Metrics are automatically

included in the CAP

Select Pages
Select Scorecards Available Selected
O‘* i
Select kPIs and Metrics
i

# % Availability of Services
Select Contexts

% 0f Actual vs Planned.., -
Summary . % of Affected End Liser.. “
% of Assets in Mainten... @ «
% of Assets Returned t... «
% 0f Authorized Tests «
% of Automnated Tests «
. % of Change in Assets C... “
% of Change in Busines... “
| Back || Wext | | Cancel
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User interface elements are described below (when relevant, unlabeled elements are shown in angle

brackets):

ul
Element

Available

Selected

Search

Description

The list of KPIs and Metrics that already exist in the application.

You can select more than one KPI or Metric using the Shift button.

The list of KPIs and Metrics that you want to include in the CAP.

KPIs or Metrics that are included in the Scorecards selected in the Create CAP Wizard -
Select Scorecards page appear as read-only. They are already listed in the Selected area
and you cannot deselect them.

You can select more than one KPI or Metric using the Shift button.

Select the KPIs and Metrics you want to include in the CAP from the Available area and
click the relevant arrows to move these KPIs and Metrics to the Selected area. The KPIs
and Metrics listed in the Available area are the active KPIs and Metrics that already exist
in the application.

To unselect KPIs and Metrics, select them in the Selected area and click the relevant
arrows to move the selected KPIs and Metrics back to the Available area.

You can also drag and drop KPIs or Metrics from the Available area to the Selected area
and vice-versa.

Enter a string to list all the active KPIs or Metrics with names that include the string.
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Select Contexts Page

Create a new CAP Hep

Welcome Select Business Contexts toinclude in the context acceleration pack:

General Details All entities that are part of the selected Business Contexts are automatically

Selert Pages included in the CAP

Available Selected
Select Scorecards

Select KPIs and Metrics
Bl ALM_Detect

E ALM_Requirement
Summary B
A

Select Contexts

ApplicationPerformance
ApplicationPartfoliota. ..
AssetManagement
ChangeManagement
CloudCptimization

DataProtection

SEgSSSS889

FinancialManagement

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

ul
Element Description

Available The list of available user-defined Contexts that already exist in the application and that
are not already selected.

You can select more than one Context using the Shift button.

Recommended: CSV tables used in Contexts should have unique names across all
active Content Acceleration Packs (CAPs). For details on CAPs, see "Content
Acceleration Packs (CAPs)" on page 6.

Selected The list of Contexts that you want to include in the CAP.

User-defined contexts that are related to KPIs or Metrics selected in the Create
CAP Wizard - Select KPIs and Metrics Page are already pre-selected and cannot be
deselected.

You can select more than one Context using the Shift button.
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Select the Contexts you want to include in the CAP from the Available area and click the
relevant arrows to move these Contexts to the Selected area. The Contexts listed in the

Available area are the Contexts that already exist in the application.

To unselect Contexts, select them in the Selected area and click the relevant arrows to

move the selected Contexts back to the Available area.

You can also drag and drop Contexts from the Available area to the Selected area and

vice-versa.

Search Enter a string to list all the active Contexts with names that include the string.

Summary Page

The Summary page of the wizard displays all the details of the CAP you just configured.

Expand the areas to display the details of each area.

Click Back to change the configuration.

Click Create to create the CAP. Once the CAP is created you cannot modify it. The new CAP is
displayed in the list of CAPs in the CAP Management page. For details, see "Content Acceleration

Packs (CAPs)" on page 6.

Create a new CAP

Help =

Welcome

General Details

Select Pages

select Scorecards
select KPIs and Metrics
select Cantexts

Summary

« General Details

Mame ;

Author

Version:

Descriptian:

Recalculate date:

b Pages

Mew CAF

11102

} Scorecards

} KPIs and Metrics

} Contexis
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CAPs Automatic Anti Virus Scans

New custom Content Acceleration Packs (CAPs) may inadvertently include viruses.

BA automatically scans a CAP you are uploading using an out-of-the-box anti virus based on ClamWin
(http://ClamWin.com).

BA includes an anti virus database (also based on ClamWin) to make sure that the latest anti viruses
are used in the provided out-of-the-box anti virus feature. By default, the database is not automatically
updated.

Alternatively, you can run your own anti virus using the same BA command instead of running the out-
of-the-box anti virus.

Tasks

This section includes:

* Work with the out-of-the-box anti virus ... ... 29
® Work with your own anti VIrUS L 30
* Manually Update the Virus Database ... ... ... . . 30

Work with the out-of-the-box anti virus

The anti virus runs automatically every time you upload a CAP. If a virus is included in the CAP an error
message is displayed. You can view the CAP log, located at <HP-
BA>\agora\glassfish\glassfish\domains\BTOA\logs\cap.log to get more information about the
virus.

By default, the anti virus database is provided with each version and is not automatically updated.

You can decide to automatically update the anti virus database every Sunday at 12:00 am (midnight).
Todo so,

1. Inthe BA application, click ADMIN > Settings > Foundation. For details, see Foundation in the
BA Administrator Guide.

2. Inthe page that opens, set the Automatic update of anti virus database parameter to true.
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Work with your own anti virus

If you do not want to use the out-of-the-box anti virus (based on ClamWin) and you want to use your
own anti virus:

1. Open the antiVirusScan.bat file located at
<HP-BA>\agora\agora\glassfish\glassfish\domains\BTOA\config\antivirus\.

2. Replace the command line with the command line that triggers your own anti virus, and click
Save.

Every time you upload a CAP, the antiVirusScan.bat runs and triggers your anti virus detection.

Manually Update the Virus Database

To manually update the virus database, download the main.cvd and daily.cvd virus database files
from the ClamAV home page at http:\\www.clamav.net and copy them to the ClamWin virus database
directory located at: <HP-
BA>\agora\glassfish\glassfish\domains\BTOA\config\antiVirus\clamwin\bin\db, replacing the
existing files.
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Switch your CAP from Demo to Real CAP

A Demo CAP contains only demo data.
To get real data:

1. Activate the relevant integration (select ADMIN > Data Management > Activate CAP, select

the relevant data source and click Activate). For details, see Connect the Data Source in the BA
Administrator Guide.

2. Perform the relevant calculation. For details, see Calculation in the BA Business Analyst User
Guide.

CAP KPI or Metric Breakdowns: \WWhen the CAP includes KPI or Metric Breakdowns, BA does
not allow you to change Contexts. You can then do one of the following:

« Delete the KPI or Metric Breakdowns, then switch the Context for the KPIs and Metrics as
explained above, and then recreate the KPI or Metric Breakdowns.

« Gotothe Dashboard page of the CAP and replace the CAP KPls/Metrics used in the CAP page
components with the out-of-the-box KPls/Metrics from the KPI Library.
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Out-of-the-box Content Acceleration
Packs

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.
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VP of Operations Content Acceleration
Pack

The purpose of the VP of Operations Content Acceleration Pack (CAP) is to provide a set of items
(Dashboard pages, Scorecards, Contexts, KPIs, and more) that automatically gathers information from
across your enterprise to build key performance indicators (KPIs) related to VP of Operations-related
issues. The CAP provides broad and deep insight that should enable you to:

« Create the enterprise infrastructure and operations strategy and aligning it to the business.

« Deliver IT services to the lines of business, end users, and customers at the required cost, service
level, and speed.

« Optimize infrastructure and operations to improve productivity, efficiency, service quality, and
agility.

« Negotiate and manage all external contracts related to hardware, software, and co-location facilities.

The use case for this Content Acceleration Pack is to provide a 360 Degree Service View.

To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Ul Description

Learn More

What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.
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VP of Operations Content Acceleration Pack

Pages

« Demo VPOps Dashboard Filter

Demo VPOps Dashboard Filter x

Select Page v‘OBfTJ|§a’ G‘

PageFilter x
Period
- - (o}
KPI View
= 8]
Demands Backlog(0) = Number of SLA targets breached = | Percentage of C Percentage ility compared to
Qutagel0) = SLTs =
0¢ 0% 1B T
as: N b4 a2: B bk LB 15
Historical View —
= [t ]
I Average Age of Active = ~ R 8 - - -
Proposals(0) (Days) = [1] S ® . S & o
o S o T ———————————&———
M Percentage of 9
Reopened nciden... =
. 04/30/2014 04/26/2015
KPI Rolodex
= [
Percentage of OLAtargets breached = | Percentage of Reopened Incidents(0) =

2 D

« Demo VPOps Main Page

Demo VPOps Dashboard Filter x  Demo VPOps Main Page x

g
Implemented Changes(0) =

N

o

Interactions inBacklog(0) | Percentage of SLA targets breached =

Select Page v|0 B ’D‘?a G‘@

Scorecard KPI View
VPOps. Current (9
=~ Average Age of Active Proposals(0) Demands Backlog(0) = Number of SLA targets breached =

Operational Excellence Days) =
Achieve process excellence = 306 +© [N & [a0: D] [ao: DY
Improve Projects Execution = 7% +© |
Customers =0 ox or
Improve Customer Satisfaction = 177 40
Improve Support Quality = 36w istoralView

. v
T Value — =89
Stewardship of IT = [ Percentage of Healthy Projects(0) =
Reduce Cost = 7% 49 100 1

PRS- T S— o
Alignment with Business Strategy = 98 4+ T . . e, il

gt 9y (] . — . '/

04/30/2014 04/26/2015

KPI Rolodex
. [~

Number of delayed Projects = Percentage of OLA targets breached =

3 Tasks

This section includes:

® Upload and manage the Content Acceleration Pack

HP IT Business Analytics (10.00)

Parcentage of E

* View the VP of Operations CAP-related Dashboard page
* View the Scorecard Structure and KPI and Metric Breakdowns in the Studio

g of Interactions in Backlog(0) | Percentage of SLA targets braached =
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Upload and manage the Content Acceleration
Pack

For details, see "Content Acceleration Packs (CAPs)" on page 6 in the Guide to BA Content
Acceleration Packs.

View the VP of Operations CAP-related
Dashboard page

1. Inthe BA application, close all the tabs. The Dashboard is displayed.

2. Click the Demo VPOPs Main Page tab. If it is not displayed, click the Page Gallery button
in the Dashboard toolbar, double-click the Demo VPOPs Main Page icon and close the Page
Gallery dialog box. You can also view the Demo VPOPS Dashboard Filter page.

\View the Scorecard Structure and KPI and
Metric Breakdowns in the Studio

1. Make sure the CAP is activated.
2. Inthe Business Analytics application, click Studio.

3. Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPls,
KPI Breakdowns structure.
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23 Ul Description

VPOps_Demo

List of CAPs VPOps_Demo
* 0 View by : [All -
The purpase of the VP of Operations Content Acceleration Pack (CAP) is to provide a set of items (Dashboard Rec.attutatedate: 111114
@ Am © pages, Scorecards, Contexts, KPls, and more) that automatically gathers information from across your BO in use: No
& ALM_Demo O 0 enterprise to build key performance indicators (KPIs) related to VP of Operationsrelated issues. The CAP Autnor: HP
- orovides broad and deen insight that should enable vou to: Create the enterorise infrastructure and operations BA Version: 10.00
@ A O o T Versinn: n
onten
$ (Sh_Demo O o
& PPM_Demc o ~ Pages ~ KPIs and Metrics
@ SM_Demo (] 1 DemoVPOps Dashboard Filter « Approved vs Rejected Changes
& VPApps_Demo (1] [l Dema VPOps Main Page % Average Age of Active Proposals
© UPOps_D o0 . Average cost of a Change
ps_Demo

L . Average cost of a Problem
 Average cost of aRequest
. Demands Backlog

~ Scorecards

VFOps ~  Number of SLA targets breached
4 = Number of breached SLA with breached OLA
Number of delayed Projects
«« Percentage of Actual vs Planned Projects Cost
. Percentage of Availability compared to SLTs

~ Business Contexts . Percentage of Change in Project Cost
. Percentage of Changes Resulting in Outage
% Type Name .

Percentage of Healthy Projects
¥ [E VPOps_Demo £#_Dorcantana of intaracHnne in Racking

) Data (External tables)

User interface elements are described below (when relevant, unlabeled elements are shown in angle

brackets):
Ul Element Description
Pages See "VP of Operations Content Acceleration Pack" on page 33.
Scorecards VPOps_Demo

VPOps

Business Contexts VPOps_Demo

For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.
KPIs and Metrics o "Approved vs Rejected Changes KPI" on page 79
« "Average Age of Active Proposals KPI" on page 79
o "Average Cost of a Change KPI" on page 80
o "Average Cost of a Problem KPI" on page 80
o "Average Cost of a Request KPI" on page 80
« "Demands Backlog KPI" on page 83
o "Number of SLA Targets Breached KPI" on page 87
o "Number of Breached SLA with Breached OLA KPI" on page 84
o "Number of Delayed Projects KPI" on page 85
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Ul Element Description

o "Percentage of Actual vs Planned Projects Cost KPI" on page 88
o "Percentage of Availability Compared to SLTs KPI" on page 88

« "Percentage of Change in Project Cost KPI" on page 88

« "Percentage of Changes Resulting in Outage KPI" on page 89

o "Percentage of Healthy Projects KPI" on page 90

« "Percentage of Interactions in Backlog KPI" on page 91

« "Percentage of OLA Targets Breached KPI" on page 91

« "Percentage of Projects on Time KPI" on page 92

o "Percentage of Reopened Incidents KPI" on page 92

o "Percentage of Reviewed Requirements KPI" on page 92

o "Percentage of SLA Targets Breached KPI" on page 93

o "Percentage of Unauthorized Implemented Changes KPI" on page 94
o "Problem Resolution Time KPI" on page 94

o "Total Actual Cost of Projects KPI" on page 95

Data (External VPOPS
Tables)
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VP of Applications Content Acceleration
Pack

The VP of Applications is responsible for developing, growing, and maintaining an organization’s
portfolio of business software, integration technologies, and application disciplines to drive effective
business outcome. The VP of Applications/Application Owner’s role has become more strategic to the
business, because every line of business relies on applications.

To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Ul Description

Learn More

Purpose

The purpose of the VP of Applications Content Acceleration Pack (CAP) is to provide a set of items
(Dashboard pages, Scorecards, Contexts, KPIs, and more) that automatically gathers information from
across your enterprise to build Key Performance Indicators (KPIs) related to VP of Applications-related
issues. The CAP provides broad and deep insight that should enable you to:

« Reduce the cost of application development.

« Justify the investments.

« Provide explanations for project's delays.

« Provide explanations for application failures in production.

« Analyzing why applications are not meeting business requirements.

« Find the vendors with the best performance.

« Balance available resources with business demands.

« Be faced with the inability to quickly respond to the needs of the business.
« Befaced with the inability to deliver secure applications

If the applications are not aligned with the business, there is no innovation, users go to competitors,
and business revenues decline.

The use case for this Content Acceleration Pack is to provide a 360 Degree Application View.
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What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or

from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be

used to customize your Dashboard.

Pages

Demo VPApps Main Page in Dashboard

SMDirector = PPM-PMO Overview x  Demo VPAPS Main Page x

SelectPage ~ [C B BN |2 H €| ©

Scorecard ML KPIView
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Improve Staff Effectiveness = pending 1100% ] 100% | oo 100% 1008
Improve Quality = Pending
Release Management
[26%] 26%] 26 [26x 261
Improve Release Quality = pending 0% 0% 0% % ™
Improve Release Traceability = Pending © mrensismay ¥ O mrzoisismay ¥ O Ervaoisiosimay ¥ © Erva0isiosmay ¥ FY2015/05(May) ¥
Improve CPE Proguctivity = pening
Improve Release Productivity = Pending Historical View
Requirement Management v
Improve St Effectiveness = pening
Percantage of Reopened Defects =
AcceleratedAgility = Pending e oreon
Achieve Process Excellence = pending 100
Test Management o~ A o
~e o~ - ~e -——e - ~e -9
Improve Quality = Pending y \
L — PI— o
0 1
013112014 05/06/2015
KP1Rolodex
o~

Change Success Rate =

£

Percentage of Actual vs Planned
Projects Cost =

(A

Average Project Delivery Time (Months)

(;g

£ Tasks

This section includes:

® Upload and manage the Content Acceleration Pack
* View the VP of Apps CAP-related Dashboard page

* View the Scorecard Structure and KPI and Metric Breakdowns in the Studio
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Upload and manage the Content Acceleration
Pack

For details, see "Content Acceleration Packs (CAPs)" on page 6.

View the VP of Apps CAP-related Dashboard
page

1. Inthe BA application, close all the tabs. The Dashboard is displayed.

2. Click the Demo VPApps Main Page tab. If it is not displayed, click the Page Gallery button
in the Dashboard toolbar, double-click the Demo VPApps Main Page icon and close the Page
Gallery dialog box.

VView the Scorecard Structure and KPl and
Metric Breakdowns in the Studio

1. Make sure the CAP is activated.
2. Inthe Business Analytics application, click Studio.

3. Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPls,
KPI Breakdowns structure.
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23 Ul Description

VPAps_Demo

List of CAPs VPApps_Demo

Recalculate date:  1/1/14

The VP of Applications is responsible for developing, growing, and maintaining an organization pertfolio of

B M o business software, integration technalegies, and application disciplines to drive effective business outcome. The BO in use: No
& ALM_Demo (TR purpose of the VP of Applications Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, Author: He
- Scorecards. Contexts. KPls. and more that automaticallv aathers information from across vour enterorise to BA Version: 10.00
B GA Q0 Versinn: 10
Content
B (5A_Demo oo
@ PPM_Demo o ~ Pages ~ KPIs and Metrics
W SM_Demo (%] [ Demo VPApps Main Page . Average Age of Active Demands
& VPApps_Demo [ @ Average Age of Active Proposals
. Average Cycle Duration
& VPOps_Demo Qo i

4 « Average Project Delivery Time
. Average Project Initiation Time
. Average Time to Evaluate Proposal
VP Applications a, . Average Time to Evaluate Scope Change
4 @ Average Time to Resolve Production Defect
« Average Time to Review Requirement
. Change Success Rate

~ Scorecards

. Defect Resolution Time
~ Business Contexts . Demands Backlog
. Detected Vs. Closed Defects Ratio
. Deviation of Planned Work Hours
v [E vPApps_Demo £ Mumbar of Eccanad Nafarte

& Type Name

spomomoonononan

) Data (External tables)

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

Ul Element Description
Pages See "VP of Applications Content Acceleration Pack” on page 38.
Scorecards VP Applications

Business Contexts VPApps_Demo

For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.
KPIs and Metrics « "Average Age of Active Demands KPI" on page 79
« "Average Age of Active Proposals KPI" on page 79
o "Average Cycle Duration KPI" on page 80
o "Average Project Delivery Time KPI" on page 81
« "Average Project Initiation Time KPI" on page 81
o "Average Time to Evaluate Proposals KPI" on page 82
o "Average Time to Evaluate Project Scope Change KPI" on page 81
o "Average Time to Resolve Production Defect KPI" on page 82
o "Average Time to Review Requirement KPI" on page 82
o "Change Success Rate KPI" on page 82

HP IT Business Analytics (10.00) Page 41 of 99



Guide to BA Content Acceleration Packs
VP of Applications Content Acceleration Pack

Ul Element Description

o "Defect Resolution Time KPI" on page 83

« "Demands Backlog KPI" on page 83

o "Detected Vs Closed Defects Ratio KPI" on page 83

o "Deviation of Planned Work Hours KPI" on page 83

o "Number of Escaped Defects KPI" on page 85

o "Percentage of Actual vs Planned Projects Cost KPI" on page 88

o "Percentage of Actual vs Planned Executed Tests KPI" on page 88
o "Percentage of Approved Project Scope Changes KPI" on page 88
o "Percentage of Authorized Test Cases KPI" on page 88

o "Percentage of Automated Test Cases KPI" on page 88

« "Percentage of Availability Compared to SLTs KPI" on page 88

« "Percentage of Change in Project Cost KPI" on page 88

o "Percentage of Critical Defects KPI" on page 89

o "Percentage of Documented Requirements KPI" on page 89

« "Percentage of Healthy Projects KPI" on page 90

« "Percentage of Incidents Classified as Security Related KPI" on page 90
o "Percentage of Project Tasks on Time KPI" on page 91

« "Percentage of Projects on Time KPI" on page 92

« "Percentage of Rejected Defects KPI" on page 92

« "Percentage of Reopened Defects KPI" on page 92

o "Percentage of Requirements Traced to Tests KPI" on page 92

o "Percentage of Reviewed Requirements KPI" on page 92

o "Percentage of Successful Test Runs KPI" on page 93

o "Percentage of Tested Requirements KPI" on page 94

o "Percentage of Test Instances Resulting in Defects KPI" on page 93
o "Project Scope Change Backlog KPI" on page 95

o "Proposal Backlog KPI" on page 95

Data (External VPApPps
Tables)
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ALM_Demo and ALM Content Acceleration
Packs

The purpose of the ALM_Demo and ALM Content Acceleration Packs (CAPs) s to provide a set of
items (Scorecards, Contexts, KPIs, Metrics, and more) that automatically gathers information from
across your enterprise to build key performance indicators (KPIs) related to ALM-related issues with
OOTB data from Data Warehouse as well as Dashboard pages that display the relevant information.
The CAPs include the Service Manager Perspectives. The CAPs provide broad and deep insight that
should enable you to Improve Staff Effectiveness, Improve Responsiveness, Achieve Process
Excellence, Improve Quality of Delivery, and Improve Customer Satisfaction. This CAP provides a 360
degree HP Application Lifecycle Management view.

To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Learn More

What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.

The ALM_Demo is based on data in .csv files that are part of the CAP package and ALM CAPs include
data from the HP Application Lifecycle Management data source.
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Pages

ALM-Application LifeCycle Management Overview Page

SMDirector x  PPM-PMO Overview x  Demo VPApps Main Page x

Scorecard

Application Lifecycle Management

Defect Management

Improve Quality = 0.2
Improve Staff Effectiveness = 9.87
Release Management

Improve CPE Productivity = 6.67
Improve Release Quality = 0.68
Improve Release Traceability = 9.68
Improve Release Productivity = a7
Requirement Management

Improve Staff Effectiveness = 05
Accelerate Agility = 05
Historical View v

Filter by Percentage of Critical Defects (kP View)

Percentage of Critical Defects =

ALM-Application Life Cycle Management Overview x

Current

~

+
+

+
+
+
+

+0

KP1 View
Filter by Improve Qualty (Scoracard];

Percentage of Critical Defects =

|mn%

© FF01505May) ¥

Forecast
Filter by Percentage of Critical Defects (KPI View)

Percentage of Critical Defects

Select Page

Average Time to Resolve Production
Defect (Days) =

28

FY2015/05(May) 4

R EIEEREE
x
Number of Escaped Defects =
1oo#
FY2015/05(May) 4
x

107 . _7777—1
0 0 |
0513172014 05/08/2015 08/30/2015 08/31/2015
ALM Post-Release x  ALM-Application Life Cycle Management Overview x  ALM-Pre-Release x selectPage v | & Ex N g =]
Page Filter
Period
Feature Burn down Cycle Time
Z~ .. q~
M Feature Planned 8 Cycle Time on User Story (Days) =
Burndown =
Feature Actual Burndown ® o Im
o ®
0 &1,
04/30/2014 04/26/2015 FY2015/0a0apr)
ADR & Traceability Quality Matrix
= U~ — 9~
Agile Urgent and High Defect Resolution User Story Traceability = Agile Medium 2nd Low Defect Resolution Reject Ratio = Reopen Ratio = Regression Ratio =
I 100% m ] 100% m 100% 100% 100% 100%
| 62.75%
@ 0% 0% I 0% 0% 10% 10%
© EF2015/0d0p) = FY2015/00(8pr) 4 FY2015/04(8pr) ¥ © mFv2015/04mpr) ¥ © @ F2015/04p) ¥ O 0504 ¥
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ALM-Post-Release Page
SMDirector x  PPM-PMO Overview x  DemoVPApps MainPage x  ALM-Application Life Cycle Management Overview x  ALMPost-Release x SelectPage ~ |C B2 B 1 | € €@
Page Filter
]
(PE Backlog Average (PE Incident Resolution Duration Number of Closed (PE Incident
== 8 = v
klog = Low Incident g
-
I 0% I 0% -
@ m |
FVZD\S,’US[;:V) + FVZD\E/US[;:V) + ’
Closed vs Opened ((PE Long Duration Incident backlog Number of Escalated CPE Incident
- A~ — Show trend line [] kv o Show trend line [ v
45 CPE Long Duration Incident Backlog = Number of Escalated CPE Incident =
\ e i o N o \\\ g e T TN
o N—e— " g —
0 0
1 /06/2015  05/31/2014 7k
This section includes:
® Upload and manage the Content Acceleration Pack ... ... . ... ... 45
* View the ALM or ALM_Demo CAP-related Dashboardpage .......... ..., 45
* View the Scorecard Structure and KPI and Metric Breakdowns inthe Studio ......................... 46
O U S r S Oy 46
® ALM Demo and ALM . 47

Upload and manage the Content Acceleration
Pack

For details, see Content Acceleration Packs (CAPs) in the Guide to BA Content Acceleration Packs.

View the ALM or ALM_Demo CAP-related
Dashboard page

1. Inthe BA application, close all the tabs. The Dashboard is displayed.
2. Click the ALM-Application LifeCycle Management Overview tab. If it is not displayed, click the
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Page Gallery == button in the Dashboard toolbar, double-click the ALM-Application LifeCycle
Management Overview icon and close the Page Gallery dialog box.

View the Scorecard Structure and KPI and
Metric Breakdowns in the Studio

Make sure the CAP is activated.
In the Business Analytics application, click Studio.

Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPIs,
KPI Breakdowns structure.

User Story

1.

Dan is the RnD Director responsible for multiple applications within the IT department. He has a
weekly meeting with his team in order to discuss the performance and expectations of the
applications that his organization implements. Before the meeting, he logs on to the IT Business
Analytics (BA) application.

Dan launches the ALM-Pre Release page to view the latest updates of the overall release
performance.

He starts looking at the KPIs in the Quality matrix section, and notices that the Fixing Ratio KPI
value is very low and does not meet the normal thresholds. Its status is Red. Other Quality KPI
values are in the normal range.

Dan changes the KPI view to display the trend view in order to view the historical trend of the KPI
in the component below.

He notices that some times in the last few months, the KPI value showed a bad ratio.

6. Tounderstand if there is a specific period in the month that affects the overall ratio, Dan drills

10.

11.

12.

down by changing the periodicity to weekly.

He finds out that the ratio is overall good, however, at the end and beginning of each month the
ratio drops for unknown reasons.

Dan wishes to continue his analysis to understand which team is responsible for this situation.

He changes the visualization back to Bars and selects the Fixing Ratio KPI and clicks the
breakdown by ALM Release in order to understand which release project may cause the KPI
result.

He realizes that the Hercules release worsened dramatically and caused the value of the KPI to
increase.

He writes an annotation to Peter, the PMO who manage this release project, requesting
clarifications.

Peter receives an email from Dan regarding the problematic KPI. He logs on to the BA application,
checks the same KPI, and sees that the ratio is low.
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13. Peter checks the future behavior of the KPI (forecast) and understands that something needs to be
done to overcome this issue.

14. He sets a brainstorm meeting with his team to understand why the Fixing Ratio decreases at the
beginning and at the end of each month and asks the team to come up with reasons why and with
aplan.

15. The team finds out that for the past few months, the more experienced engineers attended training
workshops at the beginning and at the end of each month, which left the new and not so
experienced engineers to deal with defects. This caused a low quality delivery and a low Fixing
Ratio.

2 Ul Description

ALM_Demo and ALM

List of CAPs ALM_Demo

* 0 View by :[All ~

Recalculate date:  1/1/14

The purpose of this ALM Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages,

G A o Scoracards, Contexts, KPls, and more) that automatically gathers information frem across your enterprise to BO Inuse: No
& ALM_Demo Q1 build key performance indicators (KPls) related to ALM-related issues with 00TB data from Data Warehouse. The Author:

= CAP includes the Defect Manaaement. Requirement Management. Test Manaaement. Pre-Release and Post- BA Version: 10.0
$ CSA QO m Versinn- 10

Content
® (5A_Demo O o
@ PPM_Demo o ~ Fages ~ KPls and Metrics
@ SM_Demo (2] [ ALM Post-Release . Agile Medium and Low Defect Resolution
& VPApps_Demo (%] [ ALM-Application Life Cycle Management Ov...  Agile Urgentand High Defect Resolution
_ = « Average CPE Incident Resolution Duration

& VPOps_Demo O m e

 Average Cycle Duration

. Average Time to Resolve Production Defect
« Average Time to Review Requirement

. (PEIncident Backlog

. (PELong Duration Incident Backlog

« (PE Medium and Low Incident Backlog

. (PEUrgent and High Incident Backlog
Cycle Time on User Story

~ Scorecards

ALM-Rnd Director
Application Lifecycle Management

~ Business Contexts . Defect Resolution Time
. Detected vs Closed Defects Ratio
B Type Name . Feature Actual Burndown

v EBE am #._FaaturaDlannad Rurndowmn.

} Data (External tables)
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~ Data (External tables)

List of CAPs ALM
The purpose of this ALM Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, Rec_a“ulateuam 1114
G Am o Scorecards, Contexts, KPls, and more) that automatically gathers information from across your enterprise to BOin use: No
& ALM_Demo TR} build key performance indicators (KPIs) related to ALM-related issues with 00TE data from Data Warehouse. The Author:
- CAP includes the Defect Management. Reauirement Management. Test Management. Pre-Release and Post- ion:
o BA Version: 10.0
D A O 0 Varsinn: 10
Content
& (SA_Demo O m
& PPM Demo o « Pages ~ KPls and Metrics
W SM_Demo (Y] ) ALM Post-Release  Average lime to Resolve Production Uefect =
& VPApps_D: & Average Time to Review Requirement a,
s_Demo Lo :
PP Q [ ALM-Application Life Cycle Management Ov... @ CPE Incident Backlog o,
© VPOps_Demo O q [0 ALM-Pre-Release # (PE Long Duration Incident Backlog a,
. (PE Medium and Low Incident Backlog D,
~ Scorecards @ CPE Urgent and High Incident Backlog @,
. (ycle Time on User Stary @\
ALM-Rnd Director @
Application Lifecycle Management € g

No items to show
~ Business Contexts

2 Type Mame
v [E ALM_Defect
v [E ALM_Requirement

User interface elements are described below (when relevant, unlabeled elements are shown in angle

brackets):

Ul Element
Pages

Scorecards

Business Contexts

KPIs and Metrics

Description

See "ALM_Demo and ALM Content Acceleration Packs" on page 43.

Application Lifecycle Management
ALM-Rnd Director

ALM_Defect
ALM_Requirement
ALM_Test
ALM_TestInstance
ALM_TestRun

For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.

"Agile Medium and Low Defect Resolution KPI" on page 79
"Agile Urgent and High Defect Resolution KPI" on page 79
"Average CPE Incident Resolution Duration KPI" on page 80
"Average Cycle Duration KPI" on page 80

"Average Time to Resolve Production Defect KPI" on page 82
"Average Time to Review Requirement KPI" on page 82

"CPE Incident Backlog KPI" on page 82

"CPE Long Duration Incident Backlog KPI" on page 82

"CPE Medium and Low Incident Backlog KPI" on page 82

"CPE Urgent and High Incident Backlog KPI" on page 82
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Ul Element Description

o "Cycle Time on User Story KPI" on page 83

o "Defect Resolution Time KPI" on page 83

o "Detected Vs Closed Defects Ratio KPI" on page 83

o "Feature Actual Burndown KPI" on page 83

o "Feature Planned Burndown KPI" on page 83

» "Feature Traceability KPI" on page 83

« "Fixing Ratio KPI" on page 83

o "Number of Closed CPE Incident KPI" on page 85

o "Number of Escalated CPE Incidents KPI" on page 85

o "Number of Escaped Defects KPI" on page 85

o "Number of Opened CPE Incident KPI" on page 86

o "Percentage of Actual vs Planned Executed Tests KPI" on page 88
o "Percentage of Authorized Test Cases KPI" on page 88

o "Percentage of Automated Test Cases KPI" on page 88

« "Percentage of Completed Test Instances KPI" on page 89

o "Percentage of Completed Test Runs KPI" on page 89

o "Percentage of Critical Defects KPI" on page 89

o "Percentage of Documented Requirements KPI" on page 89
o "Percentage of Failed Test Instances KPI" on page 90

o "Percentage of Failed Test Runs KPI" on page 90

o "Percentage of Rejected Defects KPI" on page 92

o "Percentage of Reopened Defects KPI" on page 92

o "Percentage of Requirements Traced to Tests KPI" on page 92
o "Percentage of Reviewed Requirements KPI" on page 92

o "Percentage of Successful Test Cases KPI" on page 93

o "Percentage of Successful Test Instances KPI" on page 93

o "Percentage of Successful Test Runs KPI" on page 93

« "Percentage of Test Instances Resulting in Defects KPI" on page 93
o "Percentage of Tested Requirements KPI" on page 94

o "Number of Opened CPE Incident KPI" on page 86

o "Number of Closed CPE Incident KPI" on page 85

« "Regression Ratio KPI" on page 95

o "Reject Ratio KPI" on page 95

« "Reopen Ratio KPI" on page 95

o "User Story Traceability KPI" on page 97

Data (External ALM
Tables)
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The purpose of the CSA_Demo and CSA Content Acceleration Packs (CAPs) is to provide a set of
items (Scorecards, Contexts, KPIs, Metrics, and more) that automatically gathers information from
across your enterprise to build key performance indicators (KPIs) related to CSA-related issues with
OOTB data from Data Warehouse as well as Dashboard pages that display the relevant information.
The CAPs include the Cloud Server Automation Perspectives. The CAPs provide broad and deep
insight that should enable you to Increase Service Profitability, Optimize Resource Provider
Relationship, Improve Resource Utilization. This CAP provides a 360 degree HP Cloud Service
Automation view.

The CSA is based on the HP Cloud Service Automation, Amazon Web Services, and Amazon Web
Service CloudWatchdata sources.

The CSA_Demo takes its data from out-of-the-box .CSV files included in the CAP.
To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Ul Description

Learn More

What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.

The CSA_Demois based on data in .csv files that are part of the CAP package and CSA CAPs include
data from data sources.
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Report

The Billing Statement for Cloud Service report displays the subscription cost incurred by each
organization during the time period you specified when you opened the report. for details, see CSA-

Related Reports in the BA Reports Reference Guide.

Pages

CAP

CSA_Demo

CSA

Page
"CSA-Billing Statement for Cloud Services" below
"CSA-Cloud Service Automation Overview" on page 53
"CSA-Organization" on page 53

"CSA-Resource Supply Manager" on page 54
"CSA-Service Business Manager" on page 54
"CSA-Service Business Manager_Extended" on page 55
"CSA-World Map" on page 55

"CSA-US Map" on page 56

"CSA-Billing Statement for Cloud Services" below
"CSA-Billing Statement for Consumer Organization Admin" on the next page
"CSA-Cloud Service Automation Overview" on page 53
"CSA-Organization" on page 53

"CSA-Resource Supply Manager" on page 54
"CSA-Service Business Manager" on page 54

"CSA-Service Business Manager_Extended" on page 55

CSA-Billing Statement for Cloud Services

The Billing Statement for Cloud Services report displays the subscription cost incurred, during the time
period specified when the user opened the report, by the organizations for which the user has

permission.

The Billing Statement for Cloud Services Demo report displays the subscription cost incurred by each
organization based on demo data.

HP IT Business Analytics (10.00)

Page 51 of 99



Guide to BA Content Acceleration Packs
CSA_Demo and CSA Content Acceleration Packs

User: 3+ | administrator | Logout | Help @
@ ITBUSINESS ANALYTICS

STUDIO EXPLORER ADMIN
CSA-Billing Statement for Cloud Services x  CSA-Service Business Manager x  CSA-Resource Supply Manager x  (SA-Service Business Manager_extended x

selectpage v | O Br h|& @
Web Intelligence Report Viewer

Web Intelligence > | [ = (& ~ | S a4 | © L&~ 0 | & v || ETrack ~ J 0rll + % Flter Bar G Outline

Reading v Design v (2 |

oa | BT | i
I»

=g
@)

Billing Statement for Cloud Services

Billing Period | 2013-01-01 00:00:00 to 2014-01-01 00:00:00 Currency I usD
Organization | ALL Subcribed User | ALL
Total Billing Amount: 5,718,211.66

2013.01

Orgnization: Engineering

Subscription Name

subscribed User Name: Cost =
subscription csaReportingUser 199999

suscription groupthanagert 19.999.9

subscription? csaReportingUser 449999

supscription? group1Managert 449909

Subtotal for Orgnization:  129,999.6

Orgnization: Finance

Subscription Name

Subscribed User Name Cost

subscriptiontt allen 57,000

subscriptions allen 133334

Subtoral for Orgnization:  88,333.34
Orgnization: HR b
subscription Name Subscribed User Name Cost -
| B silling Statement for Cloud Services A

Billng Statement for Cloud Services ~ [ Trackchanges: Off | 4 4 Pagetof1r > M| |z 5] [1oom -

i < 1minuteago —

CSA-Billing Statement for Consumer
Organization Admin

The Billing Statement for Consumer Organization Admin report displays the subscription cost incurred

by each organization during the time period you specified when you opened the report for the Admin
user.

For details, see "CSA-Billing Statement for Cloud Services" on the previous page.
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CSA-Cloud Service Automation Overview

CSA-Cloud Service Automation Overview x

Scorecard v I [ @ & X KPlView
Cloud Server Automation Current.

E~ Average Cost of IT Services (USS) = Average Revenue of Services (USS) =
Resource Supply Manager
Optimize Resource Provider Relationship — 07 ¥Q 5233 m §50.2¢
Improve Resource Utilization = 01 ¥
Organization =50 50
Reduce Cost = 0 ¥

Historical View

Service Business Manager
Increase Service Profitability — 691 4@ —_

Number of Used Instance
= & ]
Number of Used Instances =
127 0—e—0—0—0—y_o—0—0—a_ _q
0

05/31/2014 05/10/2015

CSA-Organiz

| (SA-Organization x

Page Filter
Period Organization : Name Consumer : Name
~ ~ ~
KPI View Overtime
[ 8~
Number of Service Subscriptions = Total Expense for Services (US8) =
3.07M L
N
L)
57 5T# * .\
.‘./ .\.__.
g
L]
- 0# 0
© FFY2015/03(Mar) 4 03/31/2014
Expense for Services by ServiceOfferit = 1i | @ # X  Subscription Lifespan by ServiceOfferi
ServiceDffering Name ~ = |t | Organization Name ~ =t
& &
M Medium Instance (US$) = aum HR (Days) = =
= 53.2M
52.4M N _
[ | S:mall Instance (US) $1.5M |||I M Engineering (Days) =
- $800K 11
Application Server 0 Finance (Days) =
| Uss$) = | 014/03(Man)FY2015/03(Man) 1014/03(Mar) FY2015/03(Mar)

Amount of Used Storage

Total Expense for Services (US$) =

0K g g — o

0
05/31/2014

= &) =

Amount of Used Storage (TB) =
204K g0 g9 g0 g o—0_g—0—o°
0 0

05/31/2014 05/10/2015 05/31/2014

ation
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Incoming Network Traffic

Incoming Network Traffic (GB) =

12 o _o—0—9—g—0—g_o—"~e—~g®

03/02/2015

Select Page v\c E | &

Number of Service Subscriptions = Public vs Private Cloud Spending =

m 87# 200%
105.900% " |
0¥ To%

(&)
'__‘___—.\.\_‘. ./o-_.

05/10/2015

Outgoing Network Traffic
(&)
Outgoing Network Traffic (GB) =
155 0y _0—0—0—g—0—0—0—y o—*
0
05/10/2015 05/31/2014
Select Page v\OFéDVSﬁ‘ |
Service Subscriptions by Consumer
Consumer Name =i ‘ 1] Vl
&
W Allen = =
M George =
Jackie =
Mark = 2014/03(Mar)FY2015/03(Mar)

Service Subscriptions by ServiceOfferi

ServiceOffering Name ~~ =t

&«
M Application Server =~ -
45.68

34.28

22.8%
11.48
0#

2014/03(Man)FY2015/03(Mar)

M Encrypted Storage =

M MediumInstance =
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CSA-Resource Supply Manager

CSA-Resource Supply Manager x selectPage ~ ‘ c B n|e € ‘ @
Page Filter Public Historical View
Period |
he o Public vs Private Cloud Spending =
200 1
0 1
01/31/201¢ 06/30/2014
Total Cost of Resource Providers by Resource Provider Amount of Used Storage by Resource Provider Number of Used Instances by Resource Provider
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CSA-Service Business Manager_Extended

Note: This page is only available on your mobile device.
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Note: This page is only available with the CSA_Demo.
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Note: This page is only available with the CSA_Demo.
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2 Tasks

This section includes:

® Upload and manage the Content Acceleration Pack ... ... .. ... 57
* View the CAP-related Dashboard pages . ... ... .. 57
* View the Scorecard Structure and KPI and Metric Breakdowns inthe Studio ..__..................._. 57
® Activatethe CSA _Demoin BA 58
® Deactivate the CSA_Demo and activate the CSA CAP . 59

Upload and manage the Content Acceleration
Pack

For details , see Content Acceleration Packs (CAPs) in the Guide to BA Content Acceleration Packs.

View the CAP-related Dashboard pages

1. Inthe BA application, close all the tabs. The Dashboard is displayed.
2. Click the tab corresponding to the relevant CAP page (for details, see "Pages" on page 51) in the

Dashboard. If it is not displayed, click the Page Gallery == button in the Dashboard toolbar,
double-click the relevant page icon and close the Page Gallery dialog box.

\View the Scorecard Structure and KPI and
Metric Breakdowns in the Studio

1. Make sure the CAP is activated.
2. Inthe Business Analytics application, click Studio.

3. Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPIs,
KPI Breakdowns structure.
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Activate the CSA_Demo in BA

To activate the CSA_Demo you do not need to connect to a live CSA source.

1. Log on to the BA application.
2. Ignore the Unreachable Java Applet. Click OK.

Unreachable Java Applet

Business Analytics might not waork properly
because a Java applet did not load in a timely
manner.
Make sure Java is installed, up-to-date, and
enabled in your browser.

3. Click the ADMIN > Data Management > Activate CAP.

() musiNESS ANALYTICS

User: g* | admin | Logout | Help @

STUDIO EXPLORER ADMIN
Help G x
) Users and Roles List of CAPs CSA_Demo
) Settings * 0 View by: Al ~]
b (HTT — The purpose of this Cloud Content Acceleration Pack (CAP) s to provide a set of tems (Dashboard pages, Recalculate date:  1/1/14
© ALM_Demo O m Scoracards, Contexts, KPls, Metrics, and more) that automatically gathers information fromacross your BOinuse: No
N © Cloud2_for_Ul_tests2 o enterprise to build key performance indicators (KPIS) related to (SA-related isues with demo data from Data Rutbo e
eI Warehouse. The CAP includes the Cloud Server Automation Persoectives. The CAP nrovides broad and deen BAVersion: 100
T | @ (SADemo (1) Versinn: 10
~ DataManagement Content
© PPM_Demo [T}
Data Management Guide © S o w ~ Pages ~ KPlsand Metrics
Install Content Pack = i
© VPApps_Demo (LI} ) CsA-Billing Statement for Cloud Services Average Cost of IT Services
Connect Data Source = :
& VPOps_Demo [} D) CsA-Cloud Service Automation Overview @ IR ECSICEIIEATITES

Configure Consolidation
Run ETL
Activate CAP

[ csa-organization

~ Scorecards

Cloud Server Automation

~ Business Contexts

B Type Name
v [E csADemo

. Average Expense for Services

. Average Revenue of Services

. Number of Service Subscriptions.
. Percentage of DiskSpace Utilization
. Percentage of Memory Utilization
. Percentage of Pagefile Utilization
. Percentage of Server Utilization
. Percentage of Swap Utilization
. Percentage of Volume Utilization
. Publicvs Private Cloud Spending
. Seice Profit Margin

. Service Subscription Lifespan

» Data (External tables)

PLBPPLHLPPPPPLS

4. Select CSA_Demo in the list of CPs, and click Activate to activate the CAP. Click Yes to begin
the activation process.
Then wait until the CAP activation is successful.

Close the ADMIN tab.

6. Inthe Dashboard, click Select Page and select the pages that are relevant for CSA. For details,
see "Pages" on page 51.

The pages display demo data.

Note: If the CSA-Billing Statement for Cloud page displays a blank screen with the title Web
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A

Intelligent Report Viewerand a shield icon s displayed in the URL bar (top right-hand
corner), click the shield and allow script to run. After a few seconds, the page will display
data.

Deactivate the CSA_Demo and activate the CSA
CAP

If you have activated the CSA_Demo previously, you must deactivate if before you activate the
CSA CAP.

1. Log on to the BA application.
2. Ignore the Unreachable Java Applet. Click OK.

Unreachable Java Applet x|

Business Analytics might not work properly
because a Java applet did not load in a timely
manner.

Make sure Java is installed, up-to-date, and
enabled in your browser.

OK

|
a. Click the ADMIN > Data Management > Activate CAP.

3. Select CSA_Demo in the list of CPs, and click Deactivate to deactivate the CAP. Click Yes to
begin the deactivation process.
Then wait until the CAP deactivation is successful.

4. Select CSA inthe list of CPs, and click Activate to activate the CAP. Click Yes to begin the
activation process.
Then wait until the CAP activation is successful.

5. Close the ADMIN tab.
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23 Ul Description

CSA_Demo and CSA

List of CAPs CSA_Demo
* 0 View by: [All ~ |
The purpose of this Cloud Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, Re(.altulatedate: 1114
G ALM (1] Scorecards, Contexts, KPls, Metrics, and more) that automatically gathers information from across your BOinuse: No
& ALM_Demo Q@ enterprise to build key performance indicators (KPls) related to (SA-related issues with demo data from Data Author: He
N Warehouse. The CAP includes the Cloud Server Automation Persectives. The CAP provides broad and deen BA Version: 10.0
$ A O m Versinn- 10
— Content
$ (SA_Demo O o
& PPM_Demc 'y ~ Pages ~ KPIs and Metrics
& SM_Demo L] [1 €sA-Billing Statement for Cloud Services % of Memory Utilization
& VPApps_Demo Q [ CSA-Cloud Service Automation Overview o REE RS RS
. L « Average Cost of Resource Providers
& VPOps_Demo O m [ CSA-Organization .
(| . Average Expense for Services
. Average Revenue of Services
~ Scorecards . -
 Number of Service Subscriptions
(TG G T ; . Percentage of DiskSpace Utilization
4 @ Percentage of Pagefile Utilization
. Percentage of Server Utilization
. Percentage of Swap Utilization
. Percentage of Volume Utilization
~ Business Contexts .  Publicvs Private Cloud Spending
. Service Profit Margin
B Type Name . Service Subscription Lifespan
v [E csA_Demo £ Tntal Cct f IT Carvicac
) Data (External tables)
List of CAPs (SA
*6 View by : [All ~ |
The purpose of this Cloud Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, Ret.attutatedate: 11114
G am [ Scorecards, Contexts, KPls, Metrics, and more) that automatically gathers information from across your BOin use: No
% ALM_Demo TR} enterprise to build key performance indicators (KPIs) related to (SA-related issues with demo data from Data Author: He
- Warehouse. The CAP includes the Cloud Server Automation Perspectives. The CAP orovides broad and deen BA Version: 10.0
@ A O w Versinn- 10
Content
® (Sh_Demo QT
@ PPM_Demo o ~ Fages ~ KPls and Metrics
4. Number of Service Subscriptions
W 5M_Demo Q [ cSA-Billing Statement for Cloud Services N D
O iioin P . Percentage of Diskspace Utilization
5_Uemo -Billi i
Pp! [ CsA-Billing Statement for Consumer Organi... . Percentage of Memory Utilization
& VPOps_Demo [V IT) q (1 €SA-Cloud Service Automation Overview . Percentage of Pagefile Utilization
# Percentage of Server Utilization
~ Scorecards . Percentage of Swap Utilization
# Percentage of Volume Utilization
Cloud Server Automation
{
~ Data (External tables)
Noitems to show
~ Business Contexts
[ Type Name
v [El (CSA_Cloudoptimization

User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

Ul Element Description

Pages See "Pages"” on page 51.
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Ul Element Description
Scorecards o Cloud Server Automation

Business Contexts .« CSA-CloudOptimization
o (SA_CloudOptimization_Demo
For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.

KPIs and Metrics KPIs:
o "Average Cost of IT Services KPI" on page 79

» "Average Cost of Resource Providers KPI" on page 80
« "Average Expense for Services KPI" on page 81

« "Average Revenue of Services KPI" on page 81

o "Number of Service Subscriptions KPI" on page 87

« "Percentage of DiskSpace Utilization KPI" on page 89
e "Percentage of Memory Utilization KPI" on page 91

« "Percentage of Pagefile Utilization KPI" on page 91

« "Percentage of Server Utilization KPI" on page 92

« "Percentage of Swap Utilization KPI" on page 93

o "Percentage of Volume Utilization KPI" on page 94

e "Public vs Private Cloud Spending KPI" on page 95

o "Service Profit Margin KPI" on page 95

o "Service Subscription Lifespan KPI" on page 95

o "Total Cost of IT Services KPI" on page 96

o "Total Cost of Resource Providers KPI" on page 96

o "Total Expense for Services KPI" on page 96

o "Total Revenue of Services KPI" on page 96

« Total Revenue of Services for US Map KPI (see"Total Revenue of Services
KPI" on page 96

« Total Revenue of Services for World Map KPI (see"Total Revenue of Services
KPI" on page 96

Metrics:

o "Amount of Used Storage Metric" on page 79

o "Incoming Network Traffic Metric" on page 84
o "Network Download Metric" on page 84

e "Number of Used Instances Metric" on page 87
e "Outgoing Network Traffic Metric" on page 87

Data (External « CSA_BILLING_FACT_V
Tables) « CSA_BUSINESS_UNIT_DIM_V
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Ul Element Description

o CSA_CLOUD_INF_UTILIZATION_FACT_V

o CSA_PERIOD_DIM_V

o CSA_RESOURCE_PROVIDER_DIM_V

o CSA_PERSON_DIM_V

o CSA_SERVICE_CATEGORY_DIM_V

o CSA_SERVICE_INSTANCE_DIM_V

o (CSA_SERVICE_OFFERING_DIM_V

o CSA_SERVICE_PROVIDER_BILLING_FACT_V
o CSA_SUBSCRITPION_DIM_V
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PPM_Demo and PPM Content
Acceleration Packs

The purpose of the PPM_Demo and PPM Content Acceleration Packs (CAPs) is to provide a set of
items (Scorecards, Contexts, KPIs, Metrics, and more) that automatically gathers information from
across your enterprise to build key performance indicators (KPIs) related to PPM-related issues with
OOTB data from Data Warehouse as well as Dashboard pages that display the relevant information.
The CAPs include the Project Portfolio Management Perspectives. The CAPs provide broad and deep
insight that should enable you to Align with Business Strategy, improve the Stewardship of IT
Investment, Accelerate Agility, and Improve Project Execution. This CAP provides a 360 degree HP
Project and Portfolio Managementview.

To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Ul Description

Learn More

What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.

The PPM_Demo is based on data in .csv files that are part of the CAP package and PPM CAPs
include data from data sources.
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Pages

PPM-PMO,Qverview

PPM-PMO Overview x SelectPage > | G B2 i}

‘:}’C*‘EI

Scorecard KPI View Historical View

Forecast
o o ) (o] Showtendine o e by Percentageof HesthyPoject Bistorial View) X |
Ev Percentage of Healthy Projects = Percentage of Healthy Projects =
Proposal Management I Percentage of Healthy Projects
Accelerate Business Opportunity = 491 44 SO 100 I
~
o
Project Management . / \.
.
Improve Project Execution = 523 ¥4 \
Improve Project Quality = 557 40 34.125% . e
Improve Project Cost Transparency — 738 40 .
0% 100%
0 0
v o Fraos/odtapn 04/30/2014 04/30/2015 05/31/2015 07/31/2015
Proposals Backlog by Priority v 1 |® A X Number of Unhealthy project by Project Manager Project Task Backlog by Manager
PropesalsBacklog  ext_PPM_Demo Proposal_... ~ =t [l v Number of Unhealthy...  ext_PPM_Demo ProjectMa... @ [av Project Task Backlog  ext_PPM_Demo ProjectMa... =
« « «
W HIGH= o M Brown, Andy = 3 W Brown, Andy =
0 Clark, Judy =
_ (X3 _ 248
W CRITICAL = W Clark, Judy = B Adams, John =
s Ta# _
9 NORMAL = B Adams, John = I Davis, Sandy =
s 128
1.6# 0.6# .
o o
FY2015/03(Mar) FY2015/04(Apr) FY2015/03(Mar) FY2015/04(Apr)
PPM-Project Portfolio Management Overview
PPI-PMO Overview x  PPM-Project Portfolio Management Overview x SelectPage - [© B
Scorecard KPI View
Project Portfolio Management Current.
Ev Total Planned Cost of Projects (USS) = | Total Actual Cost of Projects (USS) = ge of Chang ject Cost = ge of Actual vs Planned
Demand Management Projects Cost =
Improve Customer Satisfaction = 523 ¥4 3300 3300 200% 200%
Accelerate Business Opportunity = 128 40 | | I I
Proposal Management

Accelerate Business Opportunity = 565 44 I I

Project Management m
Improve Praject Execution = -
Improve Praject Quality = 633 #4 50 50 0% 0% b
Improve Project Cost Transparency = 5 4® © [T FY2015/04(800) ¥ © [T FY2015/04(800) ¥ © [T FY2015/04(800) ¥ © [T FY2015/04(800) ¥
Historical View

Total Planned Cast of Projects (USS) =
300

— T = \__\'/ \,/ \‘

043072014

04/29/2015

2 Tasks

This section includes:

® Upload and manage the Content Acceleration Pack
* View the Security CAP-related Dashboardpage ... ... ... 65
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® View the Scorecard Structure and KP| and Metric Breakdowns in the Studio
O U S Br S OMY oo 65

Upload and manage the Content Acceleration
Pack

For details , see Content Acceleration Packs (CAPs) in the Guide to BA Content Acceleration Packs.

View the Security CAP-related Dashboard page

In the BA application, close all the tabs. The Dashboard is displayed.
2. Click the tab corresponding to the CAP page in the Dashboard. If it is not displayed, click the

Page Gallery button in the Dashboard toolbar, double-click the relevant page icon and close
the Page Gallery dialog box.

VView the Scorecard Structure and KPIl and
Metric Breakdowns in the Studio

Make sure the CAP is activated.
2. Inthe Business Analytics application, click Studio.

Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPls,
KPI Breakdowns structure.

User Story

1. Chris is the Project Management Officer of the IT Operation department. As part of his daily work,
he’d like to log into the IT Business Analytics (BA) application to understand the overall
performance of the projects and proposals within his organization and check if there is any critical
issue on the table.

2. Helogs into BA and launches the PPM-PMO Overview page to view the latest updates of the
overall business performance.

3. Chris starts reviewing the PMO Scorecard and under the Project Management perspective, he
notices that the status of Improve Project Execution objective is Red.

4. Tounderstand why the Improve Project Execution objective was not met, he clicks the
objective and checks the related KPI in the KPI View Component. He notices that the reason for
not meeting the Project Execution objective is due to poor performance of many of the KPIs.

5. Chris decides to start his analysis with the Number of Delayed Projects KPI.
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He clicks the KPI in the KPI View component to view the historical trend of the KPI and check its
forecast.

He notices that lately, the behavior of this KPI got worse.

8. The KPI granularity is Monthly. He wishes to find the specific day or week this KPI started to be

10.
1.

12.
13.
14.

15.

16.

17.

18.

19.

breached. To do so, he clicks the Calendar icon and selects Weekly.
The historical results of this KPI are now presented in a weekly resolution.
He finds out the specific week when the KPI started to breach.

Chris also noticed in the Forecast component that the KPI will continue to be breached in
upcoming months and therefore understands that something needs to be done.

He continues the drill down to understand which specific project is causing the delay.
He clicks the KPI itself and selects Project Name to view a breakdown by projects.

Once the component is refreshed with the new data, he changes its view of to Multiple Historical
Trend to be able to compare between projects.

He clicks each one of the projects listed in the legend and finds out that EPR Financial project is
negatively affecting the main KPI result.

Chris writes an annotation to Daniel, the owner of the EPR Financial project in the organization,
requesting some clarifications.
Daniel receives an email from Chris regarding the problematic KPI. He logs on to the BA

application, checks the same KPI, and sees that indeed the project has been delayed over and
over again during the past few months .

Daniel sets a meeting with his team to find out why the project was delayed and together they
write a plan to overcome the issues.

He writes an annotation back to Chris stating that a plan was set to avoid delays and that Chris
will see an improvement very soon.
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23 Ul Description

PPM_Demo

List of CAPs PPM_Demo
*0 View by : All
The purpose of this PPM Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, RE(.ELEuLateﬂate: 114
W AN L] Scorecards, Contexts, KPls, Metrics, and maore) that automatically gathers infarmation from across your BO in use: No
© ALM_Demo P enterprise to build key performance indicators (KPIs) related to PPM-related issues with 00TB data from Data Suilitre il
. Warehouse. The CAP includes the Proiect Portfolio Management Perspectives. The CAP provides broad and deep BA Version: 1.0
D sA O o Versinn: 10
Content
B (5A_Demo LI}
& PPM_Demo o ~ Pages ~ KPIs and Metrics
¥ SM_Demo 1) D0 PM-PMO Overview g AuerageI!meIotuatualewme[tsmpe thange =,
@ VPApps_D & Average Time to Evaluate Proposal )
s_Demo L : o ! ’
pp [4] [ PPM-Project Partrolio Management Overview % EpEes e SE a,
& VPOps_Demo O q . Demands Backlog @
¢ Deviation of Planned Work Hours €,
~ Scorecards &  Number of Delayed Project Tasks €,
. Number of Delayed Projects aQ,
PMO a,

q{
~ Data (External tables)

o

Project Portfolio Management

B PPM_Demo

~ Business Contexts

= Type Name
v [E PPM_Demo

User interface elements are described below (when relevant, unlabeled elements are shown in angle

brackets):

Ul Element
Pages

Scorecards

Business Contexts

KPIs and Metrics

Description
See "PPM_Demo and PPM Content Acceleration Packs" on page 63.

« PMO
« ProjectPortfolioManagement

o PPM_Demand Management

o PPM_FinancialManagement

o PPM_ProjectPortfolioManagement

For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.

« "Average Age of Active Demands KPI" on page 79

o "Average Age of Active Proposals KPI" on page 79

o "Average Project Delivery Time KPI" on page 81

« "Average Project Initiation Time KPI" on page 81

o "Average Time to Evaluate Proposals KPI" on page 82

o "Average Time to Evaluate Project Scope Change KPI" on page 81

« "Capexvs Opex Project Spending KPI" on page 82
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Ul Element Description

« "Demands Backlog KPI" on page 83

« "Deviation of Planned Work Hours KPI" on page 83

o "Number of Delayed Project Tasks KPI" on page 85

o "Number of Delayed Projects KPI" on page 85

o "Number of Unhealthy Projects KPI" on page 87

o "Percentage of Actual vs Planned Projects Cost KPI" on page 88
« "Percentage of Approved Project Scope Changes KPI" on page 88
« "Percentage of Changes in Project Cost KPI" on page 89

o "Percentage of Healthy Projects KPI" on page 90

o "Percentage of Project Tasks on Time KPI" on page 91

« "Percentage of Projects on Time KPI" on page 92

o "Project Issue Backlog KPI" on page 94

o "Project Risk Backlog KPI" on page 94

o "Project Scope Change Backlog KPI" on page 95

o "Project Task Backlog KPI" on page 95

o "Proposal Backlog KPI" on page 95

o "Total Actual Cost of Projects KPI" on page 95

o "Total Planned Cost of Projects KPI" on page 96

Data (External « PPM_Demo
Tables)
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The purpose of the SM Content Acceleration Pack (CAP) is to provide a set of items (Dashboard
pages, Scorecards, Contexts, KPls, Metrics, and more) that automatically gathers information from
across your enterprise to build key performance indicators (KPIs) related to SM-related issues with
OOTB data from Data Warehouse. The CAP includes the Service Manager Perspectives. The CAP
provides broad and deep insight that should enable you to Improve Staff Effectiveness, Improve
Responsiveness, Achieve Process Excellence, Improve Quality of Delivery, Improve Customer
Satisfaction. This CAP provides a 360 degree HP Service Manager view.

To access:

Click Admin > Data Management > Activate CAP. You can then select the relevant CAP and
activate it.

If the CAP you want to activate is not the demo CAP, you must make sure you have installed the
relevant Content Pack, connected the relevant data source, optionally configured the consolidations,
and run the ETL to see the relevant data in the CAP Dashboard pages.

Ul Description

Learn More

What are Content Acceleration Packs (CAPs)

Content Acceleration Packs (CAPs) are ready-to-import packages that include Dashboard pages that
display Scorecards and components, KPls, Metrics, Contexts (universes), data (from .CSV files or
from data sources), and documentation for the CAP.

CAPs describe typical stories that show how the correct implementation of Business Analytics drives
Performance Improvement and Cost Reduction for the IT organization.

CAPs demonstrate Business Analytics capabilities, and helps you add basic elements that can be
used to customize your Dashboard.

The SM CAP includes data from the HP Service Manager data source.
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SM-Incident Management Overview
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SM-Request Management Overview
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SM-Service Level Management Overview
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£ Tasks

This section includes:

® Upload and manage the Content Acceleration Pack ...

* View the CAP-related Dashboard pages
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® View the Scorecard Structure and KP| and Metric Breakdowns in the Studio ......................... 74
O U S Br S OMY oo 74

Upload and manage the Content Acceleration
Pack

For details , see "Content Acceleration Packs (CAPs)" on page 6 in the Guide to BA Content
Acceleration Packs.

View the CAP-related Dashboard pages

1. Inthe Business Analytics application, close all the tabs. The Dashboard is displayed.
2. Click the tab corresponding to the relevant CAP page (for details, see "Pages" on page 70) in the

Dashboard. If it is not displayed, click the Page Gallery =2 button in the Dashboard toolbar,
double-click the relevant page icon and close the Page Gallery dialog box.

VView the Scorecard Structure and KPl and
Metric Breakdowns in the Studio

Make sure the CAP is activated.
2. Inthe Business Analytics application, click Studio.

Expand the relevant Scorecards to view the Scorecards, Perspectives, Objectives, KPls,
KPI Breakdowns structure.

User Story

1. Maggie is the Service Management Director of the IT service department. As part of her daily
routine, she'd like to log into the IT Business Analytics (BA) application to understand the overall
performance of her organization and check if there are any critical issues on the table

2. Shelogs into BA and launches the SM director page to view the latest updates of the overall
business performance.

3. Maggie starts reviewing the SM Director Scorecard and under the Customer perspective, she
notices that the status of Improve Customer Satisfaction objective is Red and it seems that the
trend started in the previous period.

4. Tounderstand why the Improve Customer Satisfaction objective was not met, she clicks the
objective and checks the related KPI in the KP1 View Component. She notices that the reason for
not meeting the Customer Satisfaction objective is due to poor SLA and OLA performance.
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10.
11.

12.
13.

14.

15.

16.

17.

18.

Maggie decides to start her analysis with the Number of SLA Targets Breached KPI.
She clicks the KPI to view the historical trend of the KPI and check its forecasted behavior.
She notices that lately, the behavior of this KPI got worse.

The KPI granularity is Monthly. She wishes to find the specific day or week this KPI started to be
breached. To do so, she clicks the Calendar icon and selects Weekly.

The historical results of this KPI are now presented in a weekly resolution.
She finds out the specific week when the KPI started to breach.

Maggie also noticed in the Forecast component that the KPI will continue to be breached in
upcoming months and therefore understands that something needs to be done.

She continues the drill down to understand which specific SLA Agreements were breached.

She checks the Top 3 Breached SLA Target by Customer component and drills down using the
Agreement Name dimension.

Maggie checks the last periods and notices that Sharepoint Service agreement is the top target
that was breached.

She writes an annotation to John, the owner of the Sharepoint Service in the organization,
requesting clarifications.

John receives an email from Maggie regarding the problematic KPI. He logs on to the BA
application, checks the same KPI, and sees that the indeed the number of breached Sharepoint
Service SLAs is high.

John is not surprised since lately the Sharepoint service has not been stable due to large number
of issues appeared after upgrading to a new version. Most of the issues were already resolved.

He writes an annotation back to Maggie stating that the SLA will improve in the upcoming period
and that he expects to see an improvement very soon.

23 Ul Description

List of CAPs SM_Demo
* 6 View by : |All ~ Activate
& ALM TR The purpose of the SM Content Acceleration Pack (CAP) is to provide a set of items (Dashboard pages, RE(?L[L‘LatE date: 1/114
Scorecards, Contexts, KPIs, Metrics, and more) that automatically gathers information from across your BOn use: No
& ALM_Demo o enterprise to build key performance indicators (KPIs) related to SM-related issues with 00TB data from Data Author:
e o 1 g P S . o
Content h o
& (SA_Demo (1)
@ PeM O « Pages ~ KPIs and Metrics
& PPM_Dems (X [ smpirector . Approved vs Rejected Changes
& SM_Demo O o [ smM-Change Management Overview % Average Cost of a Change
- . . ) Average Cost of a Problem
§ VPApps_Demo O W [ sm-Incident Management Overview
. Average Cost of a Request
© VPOps_Demo L] — Gmrrin . Average Cost of an Incident
. Average Interaction Closure Duration
E SMDirector . Average Outage Duration by Service
B Service Manager . Average Time to Agreed SLA Phase

« Change Backlog Size
 (Change Success Rate
. Incident Aging

. Incident Backlog Size
[ Type Name . Incident Resolution Time
“_Interaction Backlog Size

~ Business Contexts

v [E sm_pemo

} Data (External tables)
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User interface elements are described below (when relevant, unlabeled elements are shown in angle
brackets):

Ul Element Description
Pages See "Pages" on page 70.
Scorecards o SM Director

« Service Manager

Business Contexts . SM_ServiceManagement
o SM_Demo

For details, see Reference: Contexts (Universes) in the BA Content Reference
Guide.

KPIs and Metrics » "Approved vs Rejected Changes KPI" on page 79
o "Average Cost of a Change KPI" on page 80
o "Average Cost of a Problem KPI" on page 80
» "Average Cost of a Request KPI" on page 80
« "Average Cost of an Incident KPI" on page 80
« "Average Interaction Closure Duration KPI" on page 81
o "Average Outage Duration by Service KPI" on page 81
o "Average Time to Agreed SLA Phase KPI" on page 81
o "Change Backlog Size KPI" on page 82
o "Change Success Rate KPI" on page 82
« "Incident Aging KPI" on page 83
» "Incident Backlog Size KPI" on page 83
« "Incident Resolution Time KPI" on page 84
o "Interaction Backlog Size KPI" on page 84
o "Mean Time to Resolve Incident KPI" on page 84
o "Mean Time to Resolve Problem KPI" on page 84
e "Number of Breached SLA Incidents KPI" on page 84
o "Number of Breached SLA with Breached OLA KPI" on page 84
o "Number of Breached SLA with Breached UC KPI" on page 85
o "Number of Changes Where Remediation is Invoked KPI" on page 85
e "Number of Closed Incidents KPI" on page 85
o "Number of Completed Changes KPI" on page 85
o "Number of Documented SLAs in Place KPI" on page 85
o "Number of Failed Changes" on page 85
o "Number of Incidents Caused by Change" on page 85
o "Number of OLA Targets Breached KPI" on page 86
o "Number of OLA Targets Close to Breached KPI" on page 86
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Ul Element Description

o "Number of OLA Targets Met KPI" on page 86
o "Number of Opened Changes KPI" on page 86
e "Number of Opened Incidents KPI" on page 86

o "Number of Opened Interaction KPI" on page 86
o "Number of Opened Problems KPI" on page 86
o "Number of Opened Requests KPI" on page 86

o "Number of Rejected Changes Caused by Incomplete Impact Assessments

KPI" on page 86

o "Number of Rejected Changes Caused by Incomplete Change Specifications

KPI" on page 86

o "Number of SLA Targets Breached KPI" on page 87
o "Number of SLA Targets Close to Breached KPI" on page 87

o "Number of SLA Targets Met" on page 87

e "Number of UC Targets Breached KPI" on page 87
o "Number of UC Targets Close to Breached KPI" on page 87

o "Number of UC Targets Met KPI" on page 87

« "Percentage of Agreements Reviewed Within the Period KPI" on page 88

» "Percentage of Availability Compared to SLTs KPI" on page 88
« "Percentage of Changes Resulting in Outage KPI" on page 89
o "Percentage of Closed Incidents KPI" on page 89

« "Percentage of Closed Problems KPI" on page 89

» "Percentage of Closed Requests KPI" on page 89

o "Percentage of Emergency Changes KPI" on page 90

o "Percentage of Escalated Incidents KPI" on page 90

» "Percentage of First Call Resolution KPI" on page 90

» "Percentage of Improvement Plans Related to Agreements KPI" on page 90

« "Percentage of Incidents Classified as Security Related KPI" on page 90

o "Percentage of Interactions in Backlog KPI" on page 91

o "Percentage of OLA Targets Breached KPI" on page 91

o "Percentage of Reopened Incidents KPI" on page 92

o "Percentage of SLA Targets Breached KPI" on page 93

o "Percentage of SLAs Due to Expire KPI" on page 93

» "Percentage of Service Based SLAs Agreed KPI" on page 92
» "Percentage of UC Targets Breached KPI" on page 94

o "Percentage of Unauthorized Implemented Changes KPI" on page 94

o "Problem Backlog Size KPI" on page 94
o "Problem Resolution Time KPI" on page 94
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Ul Element Description

"Request Backlog Size KPI" on page 95
"Total Cost of Change KPI" on page 96

"Total Cost of Incident KPI" on page 96
"Total Cost of Problem KPI" on page 96
"Total Cost of Request KPI" on page 96

Data (External SM Director

Tables)

Service Manager
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Glossary of KPIs and Metrics

Actual Cost KPI
The cost of the assets over the last period.

Agile Medium and Low Defect Resolution KPI

The number of medium and low defects resolved within 30 days of the release date relative to the
number of defects detected in the release minus the pending defects (unresolved defects younger
than 30 days of the release date).

Agile Urgent and High Defect Resolution KPI

The number of high and urgent defects resolved within 30 days of the release date relative to the
number of defects detected in the release minus the pending defects (unresolved defects younger
than 30 days of the release date).

Amount of Used Storage Metric

The number of TBs of storage that are currently in use.

Approved vs Rejected Changes KPI

The number of approved changes relative to the number of rejected changes. The approved and
rejected changes are broken down by: i. Urgency, Impact, Service/Business Service, Cl, Cl Type,
Platform. ii. Risk (side-by-side). iii. Cost vs. Projected ROI (side-by-side).

Available CostKPI
Total remaining budget, that is, the total planned costs less the total actual costs during the
measurement period.

Average Age of Active Demands KPI

The average age of active demands that are currently waiting for approval during the measurement
period.

Average Age of Active Proposals KPI

The average age of active proposals that are currently waiting for approval during the measurement
period.

Average Age of Hardware Assets KPI
The average age of hardware assets.

Average Availability Rating KPI

Qualitative assessment of availability based on periodic survey results and expert opinion.

Average Cost of IT Services KPI

The average cost of services provided by IT.
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Average Cost of a Change KPI

The average cost of a change that occurred during the measurement period.

Limitation - if the cost change time and the change create time are not recorded in the same
measurement period, the KPI will not able to count it.

Version Limitation - This KPl is available only if you have SM 9.40 Codeless mode(PD) version.

Average Cost of a Problem KPI

The average cost of a Problem created during the measurement period.

Limitation - if the cost change time and the problem create time are not recorded in the same
measurement period, the KPI will not able to count it.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Average Cost of a Request KPI

The average cost of a Request that was created during the measurement period.

Limitation - if the cost change time and the request create time are not recorded in the same
measurement period, the KPI will not able to count it.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Average Cost of an Incident KPI

The average cost of an Incident that was created during the measurement period.

Limitation - if the cost change time and the incident create time are not recorded in the same
measurement period, the KPI will not able to count it.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Average Cost of IT Delivery Per Customer KPI

The average cost of IT delivery per customer calculated as the cost of IT service delivery divided by
number of end users or customers.

Average Cost of Resource Providers KPI

The average cost of the Resource Providers during the measurement period.

Average Cost of Service Provisioning KPI

The total cost of a problem, change, incident, or request added to the total cost for license and
hardware relative to the total number of services that are in use. (Limitation - This KPI will not display
data if you do not have the AM module) (Version Limitation - This KPI is available only if you have SM
9.40 Codeless mode(PD) version.

Average CPE Incident Resolution Duration KPI

The average time needed to close a CPE incident during the measurement period.

Average Cycle Duration KPI

The average cycle duration. This KPI enables you to measure whether the organization has adopted
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Agile best practices. Short cycles can lead eventually to more agility from the time-to-market
perspective.

Average Delivery Time of New Products or Services KP|

The average delivery time of new products/services defined as the time it takes from the conception
of a project until it is delivered to customer(EndDate and StartDate used in this KPI formula).

Average Expense for Services KP!I

The average expense of services consumed by the organization.

Average Interaction Closure Duration KPI

The average time elapsed from the interaction creation time till the interaction close time.

Average Maintainability Rating KPI
The qualitative assessment of maintainability based on periodic survey results and expert opinion.

Average Outage Duration by Service KPI

The average duration of outages associated with an incident.

Average Performance Rating KPI

Qualitative assessment of performance based on periodic survey results and expert opinion.

Average Project Delivery Time KPI

The average project delivery time of new products/services defined as the time it takes from the
conception of a project until it is delivered to customer (EndDate and StartDate used in this KPI
formula).</

Average Project Initiation Time KPI

The average time it takes to initiate a project (until all resources are assigned and the planning is
completed) during the measurement period.

Average Revenue of Services KPI

The average revenue of services provided by IT during the measurement period.

Average Time to Agreed SLA Phase KPI

The average duration of SLAs from the first time they are "draft" to the time they are "agreed"
during the measurement period. (Version Limitation - This KPl is available only if you have SM 9.40
version.

Average Time to Evaluate Project Scope Change KPI

The average duration of scope changes from the time they are opened to the time they are closed
during the measurement period.

Average Time to Evaluate Project Scope Change KPI

The average duration of the project scope changes from the time they are opened to the time they
are closed during the measurement period.
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Average Time to Evaluate Proposals KPI

The average duration of proposals from the time they are opened to the time they are closed during
the measurement period.

Average Time to Evaluate Scope Change KPI

The average duration of scope changes from the time they are opened to the time they are closed
during the measurement period.

Average Time to Procure Hardware KPI

The average time needed to procure an item defined as the time lag between a request for
procurement and the contract signing or the purchase.

Average Time to Resolve Production Defect KPI

The average time needed to fix a defect in production during the measurement period. A production
defect is a post-release defect (detected after the release end date).

Average Time to Review Requirement KPI

The average time spent to review and approve a requirement during the measurement period.

Capex vs Opex Project Spending KPI

The capitalized expense relative to the operational project expense during the measurement period.

Change Backlog Size KPI
The backlog of opened changes.

Change Success Rate KPI

The number of successful changes relative to the total number of changes performed during the
measurement period.

Cost Per Dimension KPI

The cost of assets during the measurement period, per dimension.

Cost Per Location KPI

FinancialManagement

CPE Long Duration Incident Backlog KPI
The number of CPE incidents that are still open after 30 days.

CPE Incident Backlog KP!I

The number of open CPE incidents.

CPE Medium and Low Incident Backlog KPI

The number of open CPE incidents with medium and low severity.

CPE Urgent and High Incident Backlog KPI
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The number of open CPE incidents with urgent and high severity.

Cycle Time on User Story KPI

The average time needed to implement a User Story.

Defect Resolution Time KPI

The average time it takes to close a defect during the measurement period.

Demands Backlog KPI
The number of open demands.

Dependency Level on Resource Provider KPI

The number of services that depend on a specific resource provider.

Detected Vs Closed Defects Ratio KPI

The ratio between detected defects and closed defects during the measurement period.

Deviation of Planned Work Hours KPI

The sum of the actual effort and the remaining estimated effort, relative to the planned effort for
project tasks started during the measurement period.

Downtime Percentage of SLAs KPI
The number of outages relative to the total SLA uptime, during the measurement period.

Feature Actual Burndown KPI

The number of actual features that are ongoing.

Feature Planned Burndown KPI

The number of ongoing planned features.

Feature Traceability KP!I

The number of features that are covered by a test case relative to the sum of the number of
completed features that are tested and of the number of uncompleted features that are covered by
a test case.

Fixing Ratio KPI

The number of fixed defects relative to the total number of defects.

Incident Aging KPI

The number of open incidents older than 5 days (or any other given time frame) relative to the total
number of open incidents. This metric measures the efficiency of the service desk by determining
how quickly technicians address the incidents and group the incidents into aging categories.

Incident Backlog Size KPI

The trend of the number of incidents. Managers can track the total number of opened incidents
within a specified time period to determine the effectiveness of incident prevention initiatives that
include training, automation, proactive processes, and maintenance.
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Incident Resolution Time KPI

The average time elapsed from the incident creation time till the incident close time.

Incoming Network Traffic Metric

Network Download.

Innovation Delivery KPI
The discretionary cost divided by the actual cost.

Interaction Backlog Size KP!I

The trend of the number of interactions. Managers can track the total number of opened
interactions within a specified time period to determine the effectiveness of interaction prevention
initiatives that include training, automation, proactive processes, and maintenance.

Mean Time to Resolve Incident KPI

The average time elapsed from the incident creation time till the incident close time.

Mean Time to Resolve Problem KPI

The average time elapsed from the problem creation time till the problem close time.

Network Download Metric

Total network download.

Network Traffic Metric
Total network traffic.

Number of Applications in Lifecycle Categories Metric

The number of Applications in each lifecycle categories, including all four categories for active
application (Invest/Sustain/Sunset/Decommission).The number of Applications in each lifecycle
categories, including all four categories for active application (Invest/Sustain/Sunset/Decommission).

Number of Applications in Portfolio Metric

The number of applications active during the measurement period. The application assessments and
transformations often result in a reduction in the total number of applications.

Number of Breached SLA Incidents KPI

The number of incidents from the SLA(SLT) category that were opened during the measurement
period.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Number of Breached SLA with Breached OLA KPI

The number of SLA targets with relevant OLA targets that were both breached during the
measurement period. (Version Limitation - This KPl is available only if you have SM 9.40 version.
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Number of Breached SLA with Breached UCKPI

The number of SLA targets with relevant UC targets that were both breached during the
measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of Changes Where Remediation is Invoked KPI

The number of changes where remediation is invoked during the measurement period.

Version Limitation - This KPI is available only if you have SM Codeless mode(PD) version.

Number of Closed CPE Incident KPI

The number of CPE incidents that were closed during the measurement period.

Number of Closed Incidents KPI

The number of incidents closed during the measurement period.

Number of Completed Changes KPI

The number of changes that were completed successfully during a measurable period (for example:
daily/weekly/monthly).

Number of Delayed Project Tasks KPI

The number of projects tasks that were delayed during the measurement period.

Number of Delayed Projects KPI

The number of projects that were delayed during the measurement period.

Number of Documented SLAs in Place KPI

The number of Service Level Agreements that were agreed to during the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of Escalated CPE Incidents KPI
The number of escalated CPE incidents that were opened during the measurement period.

Number of Escaped Defects KPI

The number of defects that were not discovered during pre-production quality testing, and were
found after the release (their discovery date is after the release).

Number of Failed Changes

The number of changes that failed during the measurement period.

Number of Incidents Caused by Change

The number of created incidents caused by change failure that occurred during the measurement
period.

Limitation - If the linkage setup time and the incident create time are not recorded in the same
measurement period, the KPI will not able to count it.
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Version Limitation - This KPI is available only if you have SM Codeless mode(PD) version.

Number of OLA Targets Breached KPI

The number of Service Level Targets for Operational Level Agreement that were breached during the
measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of OLA Targets Close to Breached KPI

The number of Service Level Targets for Operational Level Agreements that were close to breached
during the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of OLA Targets Met KPI

The number of Service Level Targets for Operational Level Agreements that were met during the
measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of Opened Changes KPI

The amount of new changes opened during the specific period.

Number of Opened CPE Incident KP!I

The number of CPE incidents that were opened during the measurement period.

Number of Opened Incidents KPI
The amount of new incidents that were opened during the measurement period.

Number of Opened Interaction KP!I

The amount of new interactions that were opened during the specific period.

Number of Opened Problems KPI

The amount of new problems that were opened during the measurement period.

Number of Opened Requests KPI

The number of new requests that were opened during the measurement period.

Version Limitation - This KPl is available only if you have SM 9.40 Codeless mode(PD) version.

Number of Opened Risks KPI
The number of Risks that are opened during the measurement period.

Number of Rejected Changes Caused by Incomplete Impact Assessments KPI

The number of rejected changes caused by incomplete impact assessments that occurred during the
measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Number of Rejected Changes Caused by Incomplete Change Specifications KPI
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The number of rejected changes caused by incomplete change specifications that occurred during
the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Number of Service Subscriptions KPI

The number of Service subscriptions created during the measurement period.

Number of SLA Targets Breached KPI

The number of Service Level Targets for SLA that were breached during the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of SLA Targets Close to Breached KP!I

The number of Service Level Targets for SLA that were close to breached during the measurement
period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of SLA Targets Met

The number of Service Level Targets for SLA that were met during the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of UC Targets Breached KPI

The number of Service Level Targets for Underpinning Contracts that were breached during the
measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of UC Targets Close to Breached KP!I

The number of Service Level Targets for Underpinning Contracts that were close to breached during
the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of UC Targets Met KPI

The number of Service Level Targets for Underpinning Contracts that were met during the
measurement period. Version Limitation - This KPI is available only if you have SM 9.40 version.

Number of Unhealthy Projects KPI
The number of projects that became unhealthy during the measurement period.

Number of Used Instances Metric

The number of dedicated instances you are running in your hybrid cloud environment.

Organization Spending for Services Metric

The average spending of internal or external consumers on IT services.

Outgoing Network Traffic Metric
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Network Upload.

Percentage of Actual vs Planned Executed Tests KP!I

The number of tests that were executed relative to the total number of test instances that were
opened during the measurement period.

Percentage of Actual vs Planned Projects Cost KPI

The actual project costs relative to the planned project costs during the measurement period.

Percentage of Agreements Reviewed Within the Period KPI

The number of agreements with a non-expired review date relative to the total number of
agreements.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Percentage of Approved Project Scope Changes KPI

The number of scope changes that were approved relative to the total number of scope changes that
were closed during the measurement period.

Percentage of Assets in Maintenance KPI
The number of assets in maintenance relative to the total number of assets.

Percentage of Assets Returned to Supplier KPI

The number of assets returned to the suppliers relative to the total number of assets.

Percentage of Authorized Test Cases KPI

The number of test cases with a planning status that is ready relative to the total number of test
cases that were created during the measurement period.

Percentage of Automated Test Cases KPI

The number of test cases that were automated relative to the total number of test cases that were
created during the measurement period.

Percentage of Availability Compared to SLTs KPI

The total outage time relative to the total service-based SLT uptime during the measurement period.

Percentage of Capex vs Opex Spending KPI
The capitalized expense relative to the operational expense.

Percentage of Change in Project Cost KPI

The change in the cost of projects during the last period relative to the change in the cost of projects
during the previous period.

Percentage of Changes in Assets Cost KPI

The asset cost in the last period relative to the asset cost in the previous period.
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Percentage of Changes in Business Service Cost KPI
The last period cost of business services relative to the cost of business services during the previous
period.

Percentage of Changes in Project Cost KP!I

The change in the cost of projects during the last period relative to the change in the cost of projects
during the previous period.

Percentage of Changes Resulting in Outage KP!I

The number of changes opened during the measurement period that resulted in outage, relative to
the total number of changes.

Percentage of Closed Incidents KPI

The number of incidents that were closed relative to the total number of incidents that were opened
during the measurement period.

Percentage of Closed Problems KPI

The number of problems that were closed relative to the total number of Problems that were opened
during the measurement period.

Percentage of Closed Requests KPI

The number of requests that were closed relative to the total number of requests that were opened
during the measurement period.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Percentage of Completed Test Instances KP!I

The number of test instances that were executed relative to the total number of test instances that
were planned to be executed during the measurement period.

Percentage of Completed Test Runs KP!I

The number of test runs that were executed relative to the total number of test that were run during
the measurement period.

Percentage of CPU Utilization KPI

The average of percentages of CPU utilization at instance level.

Percentage of Critical Defects KPI

The number of critical defects (‘Urgent' and 'Very High' Statuses) that occurred relative to the total
number of defects that were opened during the measurement period.

Percentage of DiskSpace Utilization KPI

The average of percentages of diskspace utilization at instance level.

Percentage of Documented Requirements KPI
The number of requirements with attachments or descriptions larger than 50 words relative to the
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total number of requirements during the measurement period.

Percentage of Emergency Changes KPI

The number of changes of type emergency that occurred compared with the total number of
changes that occurred during the measurement period.

Version Limitation - This KPI is available only if you have SM Codeless mode(PD) version.

Percentage of Escalated Incidents KPI

The number of incidents that were escalated relative to the total number of incidents that were
opened during the measurement period. According to the escalation rule in the SM application, based
upon the Alerts definition, an incident that has met one of the Alert definitions is considered an
escalated incident. This analysis enables organizations to identify inefficiencies in the incident
routing process.

Percentage of Failed Test Instances KPI

The number of test instances that failed relative to the total number of test instances that were run
during the measurement period.

Percentage of Failed Test Runs KPI

The number of test runs that failed relative to the total number of test runs that occurred during the
measurement period.

Percentage of First Call Resolution KP!I

(Percentage of first call resolution of service requests) The number of interactions that were solved
by the first line without assistance from other support lines, relative to the total number of
interactions that occurred during the measurement period. This metric enables organizations to
identify the percentage and call counts that the initial customer contact completes for non-Employee
Self Service (ESS) calls. The metric is commonly one of the crucial drivers of customer satisfaction. By
monitoring first call resolution, Call Center managers can determine how well the service is
performing and whether additional staff or knowledge tools are necessary to facilitate high call
volumes.

Percentage of Healthy Projects KPI

The number of healthy projects relative to the total number of projects that are ongoing in the
current month.

Percentage of Improvement Plans Related to Agreements KPI

The number of agreements with service improvement plans relative to number of agreements.

Version Limitation - This KPl is available only if you have SM 9.40 version.

Percentage of Incidents Classified as Security Related KPI

The number of incidents classified as security-related relative to the total number of incidents that
occurred during the measurement period.

Percentage of Incidents Response Time Meeting SLTs KPI

The number of escalated incidents relative to the total incidents opened during the measurement
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period. According to the escalation rule in SM application, based upon the Alerts definition, that is if
anincident that has met one of the Alert definitions, then it's considered an escalated incident. This
analysis enables organizations to identify inefficiencies in the incident routing process.

Percentage of Interactions in Backlog KP!I

The number of open interactions that are older than 28 days (or any other given time frame) relative
to the total number of open interactions. This number reflects the size of the backlog of old
unresolved interactions.

Percentage of IT POR vs Total Revenue KPI

The IT Plan Of Record relative to the Total Planned Company Revenue Goal (where the goalis
manually entered).

Percentage of Memory Utilization KPI

The average of percentages of memory utilization at instance level.

Percentage of Met SLA Targets KPI

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

Percentage of Met SLAs KPI

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

Percentage of OLA Targets Breached KPI

The number of Service Level Targets for Operation Level Agreements that were breached during the
measurement period relative to the total number of Service Level Targets.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Percentage of Pagefile Utilization KPI

The average of percentages of pagefile utilization at instance level.

Percentage of Project Budgets at Risk KPI
The budget of unhealthy or risky projects relative to the total budget of projects that are ongoing
during the measurement period.

Percentage of Project Effort Done by External Resources KPI

The number of outsourced projects relative to the total number of projects that are ongoing during
the measurement period.

Percentage of Project Tasks on Time KPI

The number of project tasks completed on time relative to the total number of project tasks
completed during the measurement period.

Percentage of Projects Associated with Business Objectives KPI

The number of projects aligned with a business objective relative to the total number of projects that
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were started during the measurement period.

Percentage of Projects on Time KPI

The number of projects completed on time relative to the total number of projects that were
completed during the measurement period.

Percentage of Projects with Unresolved Urgent Issues KP!I

The number of projects with unresolved urgent issues, relative to the total number of active projects
or projects that were completed during the measurement period.

Percentage of Rejected Defects KPI

The number of defects that were rejected relative to the total number of defects that were opened
during the measurement period.

Percentage of Reopened Defects KPI

The number of reopened defects (supposedly fixed defects or defects that were once fixed but
reappeared) relative to the total number of defects that were logged during the measurement
period

Percentage of Reopened Incidents KP!I

The number of closed incidents that were reopened, relative to the total number of incidents closed
during the measurement period. This KPI is meaningful only if your Incident Management process
allows reopening calls.

Percentage of Requirements Traced to Tests KPI

The number of requirements that have a corresponding test relative to the total number of
requirements.

Note: The assumption is that a cycle duration is shorter than the KPI periodicity (if a KPI periodicity is
monthly, the cycle duration should be a month or less).

Percentage of Reviewed Requirements KPI

The number of business or functional requirements that have been reviewed relative to the total
number of business or functional requirements that were planned to be reviewed during the
measurement period.

Percentage of Satisfied Customers KPI

The number of satisfied customers relative to the total number of customers. Customer satisfaction
is based on the criteria and on customer satisfaction surveys and feedback.

Percentage of Server Utilization KPI

The average of percentages of CPU utilization at instance level.

Percentage of Service Based SLAs Agreed KPI
The number of service-based SLAs agreed relative to the total number of SLAs.

Version Limitation - This KPl is available only if you have SM 9.40 version.
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Percentage of SLA Targets Breached KPI

The number of Service Level Targets for SLAs that were breached during the measurement period
relative to the total number of Service Level Targets.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Percentage of SLAs Due to Expire KPI

The number of SLAs that, according to plan, should expire in the upcoming three months relative to
the total number of active SLAs.

Percentage of SLAs Planned to be Expired KP!I

The number of SLAs that according to plan should expire in the current period relative to the total
number of SLAs. Calculation at the beginning of the month is meaningful than at the end of the
month and recalculation the history data is meaningless because this KPI only see the forecast.
Percentage of SLOs Met KPI

The number of service level objectives for IT process activities that were met, relative to the total
number of IT process activities during the measurement period.

Percentage of Software Licenses in Use KPI

The number of used software licenses relative to the total number of purchased software licenses.

Percentage of Successful Test Cases KPI

The number of test cases with a passed execution status in the last run (last test instance) relative to
the total number of test cases that were planned to be executed during the measurement period.
Percentage of Successful Test Instances KPI

The number of successful test instances relative to the total number of test instances that occurred
during the measurement period.

Percentage of Successful Test Runs KPI

The number of successful test runs relative to the total number of test runs that occurred during the
measurement period.

Percentage of Swap Utilization KPI

The average of percentages of swap utilization at instance level.

Percentage of Test Instances Resulting in Defects KPI

The total number of test instances linked to defects relative to the total number of test instances
that were run during the measurement period. Note that the KPI only counts the test instances that
are directly linked to defects.

Percentage of Test Resulting in Defects KPI

The total number of defects relative to the total number of test that were run during the
measurement period. Note that the KPI only counts the test that are directly linked to defects.
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Percentage of Tested Requirements KPI

The number of requirements that are actually covered and completed by tests that run, relative to
the total number of requirements during the measurement period. Note: By default, the KPl is based
on cycles; if the organization does not use cycles the default can be changed to Projects.

Percentage of Time Invested on Strategic Projects KPI

The amount of time invested in strategical projects relative to the total amount of time invested in
all projects.

Percentage of UC Targets Breached KPI

The number of Service Level Targets for Underpinning Contracts that were breached during the
measurement period relative to the total number of Service Level Targets for UC.

Version Limitation - This KPI is available only if you have SM 9.40 version.

Percentage of Unauthorized Implemented Changes KPI

The number of unplanned changes relative to the total number of changes during the measurement
period.

Percentage of Unplanned Implemented Changes KPI

The number of unplanned changes opened during the measurement period, relative to the total
number of changes.

Percentage of Variance of Actual vs Planned Costs KPI

The actual costs relative to the planned costs of an activity.

Percentage of Volume Utilization KP!I

The average of percentages of volume utilization at instance level.

Planned Cost KPI

The last period asset cost relative to the previous period.

Planned Cost Per Year KPI

The planned cost of assets for the current year.

Problem Backlog Size KPI
The backlog of open problems.

Problem Resolution Time KPI
The average time elapsed from the problem creation time till the problem close time.

Project Issue Backlog KPI

The number of open project issues.

Project Risk Backlog KPI

The number of open risks.
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Project Scope Change Backlog KPI

The number of open scope changes.

Project Task Backlog KP!I

The number of open project tasks.

Proposal Backlog KPI
The number of open proposals.

Public vs Private Cloud Spending KPI

The ratio between the public and the private spending.

Regression Ratio KPI

The number of regression defects relative to the total number of defects.

Reject Ratio KPI

The number of rejected defects relative to the total number of defects.

Reopen Ratio KPI

The number of submitted defects that have been fixed or closed by Dev and then reopened because
there are still problems. Defects that are reopened n times will be counted n times.

Request Backlog Size KPI
The backlog of opened requests.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Restore Provider Cost KPI

The average monthly cost of our resource providers.

Service Profit Margin by Organization Metric

The average service profit margin of our internal or external consumers.

Service Profit Margin KPI

The profit margin of the services provided by IT during the measurement period.

Service Revenue KPI
The average revenue of service provided by IT.

Service Subscription Lifespan KPI

The average lifecycle time of a subscription to a service during the measurement period.

Time to Resolve Project Scope Change KPI

The average time of Project Scope Change to resolution.

Total Actual Cost of Projects KP!I
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The total actual cost of projects during the measurement period.

Total Cost of Change KPI

The total cost of a Change created during the measurement period.

Limitation - if cost change time and change create time are not recorded in the same measurement
period, the KPI will not able to count it.

Version Limitation - This KPl is available only if you have SM 9.40 Codeless mode(PD) version.

Total Cost of Incident KPI

The total cost of an Incident created during the measurement period.

Limitation - if cost change time and incident create time are not recorded in the same measurement
period, the KPI will not able to count it.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Total Cost of IT Services KPI

The total cost of services provided by IT during the measurement period.

Total Cost of Problem KPI

The total cost of a Problem created during the measurement period.

Limitation - if cost change time and problem create time are not recorded in the same measurement
period, the KPI will not able to count it.

Version Limitation - This KPl is available only if you have SM 9.40 Codeless mode(PD) version.

Total Cost of Request KPI

The total cost of a Request created during the measurement period.

Limitation - if cost change time and request create time are not recorded in the same measurement
period, the KPI will not able to count it.

Version Limitation - This KPI is available only if you have SM 9.40 Codeless mode(PD) version.

Total Cost of Resource Providers KPI

The total cost of the Resource Providers during the measurement period.

Total Expense for Services KPI

The total expense of services consumed by the organization.

Total Planned Cost of Projects KPI

The total planned cost of projects during the measurement period.

Total Revenue of Services KPI
The total revenue of service provided by IT during the measurement period.

In addition, the following KPIs are also available in the CSA_Demo CAP only:

« Total Revenue of Services for US Map: The total revenue of service provided by IT during the
measurement period(this KPl is created for US Map component)
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« Total Revenue of Services for World Map: The total revenue of service provided by IT during the
measurement period(this KPI is created for World Map component)

User Story Traceability KPI

The number of user stories that are Validated, Done and don't have "N/A" as QA Status actually
covered by test case relative to the total number of user stories that are Validated, Done and don't
have "N/A"as QA Status.
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Send Documentation Feedback

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

Feedback on Guide to BA Content Acceleration Packs (IT Business Analytics 10.00)
Just add your feedback to the email and click send.

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

We appreciate your feedback!
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