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About this Guide

PEREGRINE

The Bl Portal User Guide shows you how to use Bl Portal to generate queries and
reports.

The following table shows you where in this guide to find the information you

need.

This section Provides information about

Chapter 1, Bl Portal reporting functions Bl Portal user interfaces and key concepts
of Bl Portal

Chapter 2, Base Reports Types of base reports included in Bl Portal

Chapter 3, Working with Reports How to work with base and custom reports
in Bl Portal

Chapter 4, Using the RDS Universe The structure of the Reporting Data Store
(RDS) universe in Bl Portal

Chapter 5, Advanced Reporting How to create ad hoc queries and create

Functions custom reports in Bl Portal

Appendix A, User Exercises Performing tasks such as accessing report
data, reporting, and analyzing data

Appendix B, Base Reports for Base reports and queries using sample

ServiceCenter ServiceCenter data

Appendix C, Base Reports for Base reports and queries using sample

AssetCenter AssetCenter data

Appendix D, Copyright Notices Additional copyright information
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Related documentation

In addition to this guide, the following documentation is available for the Bl
Portal product and for Weblntelligence. Unless otherwise noted, the
documentation is available at http://support.peregrine.com.

Manual Description

Bl Portal Administration Guide Provides an overview of the OAA platform. Describes
how you customize the Bl Portal and the OAA
Administration module. Provides information about
security in Bl Portal, RDS Universe administration,
data connection and transfer, configuring
components after a custom installation, and
performance tuning.

Bl Portal Installation Guide Describes how to install and configure the
application and Web servers for Bl Portal.

RDS for ServiceCenter Provides information about customizing the RDS for

Administration Guide ServiceCenter.

RDS for AssetCenter Provides information about customizing the RDS for

Administration Guide AssetCenter.

Bl Portal Release Notes Includes last-minute enhancements, known issues,

and closed issues.

Weblntelligence User’s Guide  Describes how to use Weblntelligence for building
and running queries, reporting, and analysis.

This is available using the Help button of the

Weblntelligence Java Report Panel, which is
accessed when creating or editing reports.
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Typographical conventions

This guide uses typeface conventions to indicate special terms and actions.

Convention

Meaning

Bold

Information that you must type exactly as shown appears in
bold. The names of buttons, menus, and menu options also
appear in bold.

Italics

Monospace

Variables and values that you must provide are in italics.
New terms and book titles also are in italics.

Code or script examples, output, and system messages are
in amonospace font.
var msgTicket = new Message( "Problem" );

msgTicket.set( "_event", "epmc" );

An ellipsis (...) indicates that portions of a script have been
omitted because they are not needed for the current topic.
Samples of code are not entire files, but they are
representative of the information discussed in a particular
section.

Filenames, such as Togin. asp, appearinamonospace font.

Special elements

This guide uses special elements to help you locate information. These special
elements and their uses are in the following table.

Element

Usage

Important:
Note:

Tip:
Warning:

Information that is required to complete a task
Information that is of general interest
Information that can make a task easier or faster

Information that is needed when there is a risk of losing data

Typographical conventions | 11



Need more assistance?

For further information and assistance with this release, you can download
documentation or schedule training.

Customer Support

For further information and assistance, contact Peregrine Systems’ Customer
Support at the Peregrine CenterPoint Web site.

To contact customer support:

1 Inabrowser, navigate to http://support.peregrine.com

2 Log in with your user name and password.

3 Follow thedirections on thessite to find your answer. The first place to search
is the KnowledgeBase, which contains informational articles about all
categories of Peregrine products.

4 If the KnowledgeBase does not contain an article that addresses your

concerns, you can search for information by product; search discussion
forums; and search for product downloads.

Documentation Web site

For a complete listing of current Bl Portal documentation, see the
Documentation pages on the Peregrine Customer Support Web.

To view the document listing:

1 Inabrowser, navigate to http://support.peregrine.com.

2 Log in with your login user name and password.

3 Click either Documentation or Release Notes at the top of the page.

4  Click the Bl Portal link.

12 | About this Guide
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5 Click a product version link to display a list of documents that are available
for that version of Bl Portal.

6 Documents may be available in multiple languages. Click the Download
button to download the PDF file in the language you prefer.

You can view PDF files using Acrobat Reader, which is available on the Customer
Support Web site and through Adobe at http://www.adobe.com.

Important: Release Notes for this product are continually updated after each

release of the product. Ensure that you have the most current
version of the Release Notes.

Education Services Web site

Peregrine Systems offers classroom training anywhere in the world, as well as
“at-your-desk” training using the Internet. For a complete listing of Peregrine’s
training courses, refer to the following web site:

http://www.peregrine.com/education

You can also call Peregrine Education Services at +1 858.794.5009.

Need more assistance? | 13
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Overview of Bl Portal

CHAPTER

The goal of Peregrine Bl Portal is to help you access, analyze, report, and share
information about your organization. Bl Portal stores information in a database
called the Reporting Data Store (RDS) and uses RDS data to create the reports
and charts you want to see.

All Bl Portal reports are based on data sets created by database queries that you
can add, maintain, store, and execute. You can execute a query at any time to
refresh the data set. You can copy queries and you can change queries to
produce new data sets.

Bl Portal includes two report types:

= Base reports, which are included in the application, contain data stored in
the Reporting Data Store.

= Customreports, which users can create, contain data stored in the Reporting
Data Store.

This chapter contains the following sections:

= Bl Portal workspaces on page 16
= Bl Portal reporting functions on page 19
= Universes, classes, and objects on page 40

Overview of Bl Portal | 15



Bl Portal workspaces

Bl Portal has two main workspaces:

= The Bl Portal Reporting application opens when you first log on to the Bl
Portal. Use the Bl Portal Reporting application to run all the base reports
included with Bl Portal, and to make basic changes to them.

= The Weblntelligence Reporting application, which requires users to have
permission, or user capability, can open from the Bl Portal Reporting
application. Use the Weblntelligence Reporting application to create
custom queries and reports, and to make advanced changes to existing
reports.

Note: Refer to the Bl Portal Administration Guide for more information about
user capabilities.

The Bl Portal Reporting application

The Bl Portal Reporting application displays base and custom Bl Portal reports.
Your user capability determines the reports that you see.

o rmorateiDocuments Sy Create WOelete]  Searchi[ T @Refresh List
Personal Documents A
Inbox Documents Docurnent Groups: | ZNERENES ~| 41 available documents i
Search
Upload K |Name Date Size
Group Management 1st Call Resolution Report By Operator May 27 2005 09:20:44 7K
User Management @ Asset Cost Distribution May 27 2005 09:20:17 39K
w‘m Assets By Age May 27 2005 09:20:38 39K
Hanzqe dddrezzes [ asset Tracking May 27 2005 09:20:06 41K
Synchronize Users
S asset Tracking Details May 27 2005 09:20:05 /K
T [f)] Budasted vs. Actual Expenses May 27 2005 09:20:22 51K £
T Budaeted vs. Actual by Cost Center May 27 2005 09:20:18 EETS

[B)] Budasted vs. Actual by Department May 27 2005 09:20:19 33K
Budaeted vs. Actual by Supplier May 27 2005 09:20:20 EETS
[f)] Call Efficiency Report May 27 2005 09:20:46 53K
Calls Opened By Degt And Asset Type May 27 2005 09:20:47 /K
[f)] Cateorizstion of Unsvsilable Assets May 27 2005 09:20:39 40K
Change Cost Analvsis May 27 2005 09:20:13 27K
[f)] Contract Expense Details by Cost Center May 27 2005 09:20:23 BK
Contract Expense Details by Department May 27 2005 09:20:24 4z K
[f)] Contract Expense Details by Reion May 27 2005 09:20:25 K
[#5] Contract Expense Forecast Mav 27 2005 09:20:27 45 K &
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The following matrix shows the Bl capabilities required for the Bl Portal
functions on the Reporting application activity menu.

Portal Function

Description

Bl_Admin Bl _Create Bl View

Corporate View the base reports, based on user X X X
Documents capability.
Personal View the reports that you created. X X X
Documents
Inbox Documents View the reports that are in your inbox. X X X
Search Find reports based on criteria that you X X X
define.
Refresh list Refresh the document list. X X X
Upload Send a PDF or Excel report from your hard X
drive to the Bl Portal.
Group Management Create your own groups where you canplace X
your personal reports.
User Management  Assign users to a document group. X
Document Assign your reports to any group that you X
Management belong to. You can view reports that other
users own.
Manage Addresses  Create e-mail addresses for non-Business X X X
Objects users. You can then send reports to
these addresses.
Synchronize Users  Synchronize application users with proper Bl X
capabilities between the RDS database and
the Business Objects repository.
Publish Base Copy base reports from the Bl Portal serverto X
Documents the Business Objects server.
Scheduled View the queue of documents that have X X X
Documents been scheduled to run.

For more information about each function, see Bl Portal reporting functions on
page 19. For more information about user capabilities and other
security-related issues, refer to the Bl Portal Administration Guide.

The Weblntelligence Reporting application

The Weblntelligence Reporting application is a powerful, easy-to-use tool that
creates queries and reports and performs advanced edits on existing reports. It
helps you access and examine your data quickly and easily. For complete
information about Weblntelligence, refer to the Weblntelligence User’s Guide,

Bl Portal workspaces | 17



which describes how to use Weblntelligence for building and running queries,
reporting, and analysis.

Weblntelligence includes:

Element Description

Query Manager (on the left) Displays the hierarchy of classes and objects that are
available forinclusionin a query. See Universes, classes,
and objects on page 40 for more information.

Result Objects pane Shows those objects selected for a query.

Query Filters pane Displays filters that limit the results of a query to
objects having specified attributes.

0O M- 1@1'%&“&1%[ [2) EditReport | @ runcuery o iR | 4@ @
Query d@@;g‘ B Add query | 7 s

{57 Result Objects

Dt | Properties |

T Toinclude data in the report, select objects in the Data tab and drag them here. Click Run Query to relurn the data to the
report

~1&ll SewiceCenter Cormmon Objects
+@ Common Hierarchies

-@ Ascel The Query The Result Objects pane

+@ Contact .

S anager' - Sontanshecate youwantto
it displays the rds y port.

- & Company |

8 o universe.

+@ Timedimension
+@ Senice Management
+@ Incident Management
@l Inventory M F Guery Fiters
+& Change Management
+@ Senice Level Managemant
(& RDS ETL Process Status

To filter the gquery, drag predefned filters here or drag objects here then use the Filter Editor lo define custom filters.

The Query Filters pane
specifies search criteria.

@ 8 Obiects O Hierarchies

B query 1 |
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To use the Weblntelligence Reporting application, do one of the following:

= From the Bl Portal Reporting application, run a report, then click Edit.

The Weblntelligence Reporting application opens and displays the report
and its structure. Click Edit Query to display all the classes and objectsin the
RDS that are available for addition to your query and report.

= From the Bl Portal Reporting application, click Create to create a custom
query and report.

The Weblntelligence Reporting application displays all classes and objects
in the RDS that are available for inclusion in a new query and report.

Bl Portal reporting functions

The Bl Portal Reporting application activity menu has a list of functions that you
can perform based on your user capability. See the matrix on page 17.

Viewing corporate documents

You can select a document group from the Document Groups drop-down list to
display only a subset of the base reports.

Corporate Documents [}
= Corporate Documents Sy Create BDelete  Search [ @Refresh List

Personal Documents

Inbox Documnents Document Groups: |{a ¥ | 6 available docurnents

|Sak

Search

Upload B | Name Date Size
GSraup Management Asset Tracking May 27 2005 09:20:06 a1k
User Management
User Management @ Asset Tracking Details May 27 2005 09:20:05 38K
D t Management - -
R Software License Compliance Analysis May 27 2005 09:20:10 sz K
Manage Addresses
4 @ Software License Compliance Analysis by Application May 27 2005 09:20:09 104 K
Swnchronize Users 3 B :
TP 3 Software License Compliance Analvsis Details May 27 2005 09:20:08 58 K
ublish Base Documents
Wendor Contract Details May 27 2005 08:20:11 33K
Scheduled documents i8] B

Note: The report list can contain previously published reports.
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Bl Portal

Reporting task

Click a report to run it. After you view the report, you can:

= Add objects to, replace objects in, or remove objects from the report to
recalculate.

= Sort the report by column.
= Applyfilters to limit the data displayed in the report.

Refer to the Weblntelligence User’s Guide for more information about these
features.

You also can perform the following tasks in the Bl Portal Reporting application.
The matrix shows the Bl capabilities required for the Bl Portal Reporting tasks.

Description BI_Admin BI_Create BI_View

Create

Delete

Back

Download

Drill

Refresh

Edit

Create new reports using the X X
Weblntelligence Reporting application. Refer

to the Weblntelligence User’s Guide for more

information.

Delete published documents. X

Note: Only the user who publishes the
document can delete it.

Return to the list of Corporate Documents. X X X
Use the browser Back button to return to the
previous page.

Download the report to your local computer X X X
in Microsoft Excel or PDF format. See page 52
for more information.

Drill down into the report to examine its X X X
details more closely. See page 53 for more
information.

Refresh the report display. See page 57 for X X X
more information.

Edit the report. See page 58 for more X X
information.

Note: You can perform only simple
reformatting tasks in the Bl Portal
Reporting application. Use the
Weblntelligence Reporting
application to perform all advanced
report reformatting and editing tasks.

20 | Overview of Bl Portal



Reporting task Description BI_Admin BI_Create BI_View

Save Save the report to your Personal Documents X X X
folder. When you save a report, it is stored in
this folder. You can then regenerate, edit,
delete, send, or publish the report. See
page 64 for more information.

Publish Publish or save the report to the Corporate X
Documents folder, where others in your
organization can share it. See page 66 for
more information.

Schedule Schedule reports to run automatically. X X X
Send Send the report to Business Objects usersas X X X
well as non-Business Objects users. See
page 71 for more information.
PDF View/ View and Print reports in PDF and HTML X X X
HTML View formats. See page 73 for more information.
Maximize Maximize the report to view it in a new X X X
full-screen window. See page 73 for more
information.
Page Mode/ Toggle between viewing the report in Draft X X X
Draft Mode mode and Page mode. See page 74 for more
information.

Refer to the Bl Portal Administration Guide for more information about user
capabilities and other security-related issues.

Managing personal documents

Whenever you save a report, it is stored in your Personal Documents folder. You
can create categories for your reports.
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To manage personal document categories:
1 Login to Bl Portal.

2 From the Reporting application activity menu, click Personal Documents >
Categories to open the Category Management form.

Personal Documents Il 3

Corporats Documents
= Personal Documents Category Management

Select from the list or enter a new one.
Inbox Documents

ot
Upload

Group Managernent
User Management
Docurnent Management
Manage Addresses
Synchronize Users
Fublish Base Dacuments

category: |

Scheduled docurnents

To create a category in Personal Documents:
1 Enter the name of the category you want to create.

2 C(lick Create to add the category.

Personal Documents Il 3

Corporate Docurnents

Personal Documents Category Management
Select from the list or enter a new one.

Inbox Documents

Search

Name Date
Upload MyMewCategory May 27 2005 10:23:32
S Rai-Testing May 27 2005 15:39:57
User Management

category: |

Docurnent Management
Manage Addresses
Synchronize Users
Fublish Base Dacuments

Scheduled docurments

You see a status at the bottom of the page indicating that the category is
created.

3 Click Close to return to the list of Personal Documents.
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To rename a category in Personal Documents:

1 Click the category you want to rename from the Category Management list
to display it in the Category field.

Personal Documents

Corporate Documents
Personal Documents
Inbox Documents
Search

Upload

Group Management
User Management
Document Management
Manage Addresses
Synchronize Users
Publish Base Documents

Scheduled documents

Category Management
Select from the list or enter a new one.

Name
MyNewCateqory

Cateqory: |

= 2

Date
May 27 2005 10:23:32

2 Change the name of the category.

3 Click Update to list the new name in the Category Management list.

You see a status at the bottom of the page indicating that the category is
renamed.

4  Click Close to return to the list of Personal Documents.

To delete a category in Personal Documents:

1 Click the category you want to delete from the Category Management list to
display it in the Category field.

Personal Documents

Corporate Documnents
Personal Documents
Inbox Documents
Search

Uplasd

Group Management
User Managsment
Document Managsment
Manage Addresses
Synchronize Users

Publish Base Documents

Scheduled documents

Category Management
Select from the list or enter a new one.

Name
MyNewCateqory

Category: [MyNewCatsgory

Date
May 27 2005 10:23:32
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2 C(lick Delete. The category no longer displays in the Category Management
list.

You see a status at the bottom of the page indicating that the category is
deleted.

3 Click Close to return to the list of Personal Documents.

Viewing inbox documents

You can run reports that other users send to your inbox.
To view inbox documents:
1 Login to Bl Portal.

2 From the Reporting application activity menu, click Inbox Documents to
display the list of available documents.

Inbox Documents H R
e &y Create Woekte|  Searchi[ @ Refresh List
Personal Docurments

& Inbox Documents 2 available documents
Search
K |Name Date Size
Upload
Group Mansgement DB @ Assets By fge May 27 2005 16:00:08 4z K
User Management [1 [ Cateaorization of Unavailable Assets May 24 2005 13:05:32 39K

Document Management
Manage Addresses
Synchronize Users
Publish Base Documents

An envelope beside the report indicates a new entry.

Scheduled documents

3 Click areporttorunit.

Searchlng for reports
You can search for reports in Bl Portal according to the following criteria.
Search criteria Description
Document type This includes Corporate Documents, Personal Documents,

and Inbox Documents.

Document name You can search for the entire name, or for documents whose
name contains a phrase.
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Search criteria

Description

Document keywords

Dates

You specify keywords when you publish reports. See
Publishing reports on page 66 for more information about
keywords.

The search uses the report creation date.

Further, you can sort the results of your search by document name, size, or type.

To search for reports:

1 Login to Bl Portal.

2 From the Reporting application activity menu, click Search.

The Search For Document form opens.

Search For Document
Corporate Documents
Personal Documents
Inbox Documents

= Search
Upload
Group Management
User Management
Docurnent Management
Manage Addresses
Synchronize Users
Publish Base Docurnents

Scheduled docurnents

i

Search for document(s}

Type of document: @ corporate Documents
O persanal Dacuments

© Inbox Dacuments

Document name contains: ||

Keywords:
Date between:
Orderby:

—_—
[ oo sferey and M oD e

@ Document name
O Document size

O bocument type

3 Specify your search criteria in the following fields:

Document name contains

Keywords
Date between

4 In the Order by field, select the order to sort the results.

5 Click Search.

The Bl Portal Reporting application displays the results of your search.
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Uploading reports

You can send a PDF file or Excel spreadsheet from your hard drive to the Bl Portal
and publish it as a corporate document.

To upload reports:
1 Login to Bl Portal.

2 From the Reporting module activity menu, click Upload.

Upload as corporate document

Enter the document name: |

I owerwrite the docurnent

Select the destination doc groups: A

Asset Tracking =
Change Mgmt —
Expense Control

Incident Mgt b

Enter the file location (.PDF or .XL5): | Browsze...
Publish

3 Inthe Enter the document name field, type the name of the file to upload.
You have the option to overwrite the document if it already exists.

4 Inthe Select the destination doc groups field, select which group to store
the file.

5 Inthe Enter the file location (.PDF or .XLS) field, type, or browse and select,
the file name.
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6

Click Publish.

The uploaded files appear in the document group list.

By create

8 Delste &9 Refresh List

Search :
Document Groups: |{dgalklel:) ¥ 2 available documents

N |Name Date Size

O[E] eoe
|:| Spreadsheet

May 27 2005 15:45:58 39K
May 27 2005 15:45:40 93 kK

To delete the files, select the check box next to the file and click Delete.

Click OK to delete the file.

Confirm deletion of document(s)

ﬁ PDF

Spreadsheet

[

Back to Document List

You see the message status: Documents successfully deletedatthe
bottom of the form.

Click Back to Document List to return to the main menu.

Afteryou upload a document, you may see a pop-up window when you click the
document name in Bl Portal to open the document. To avoid getting a pop-up
window which prompts you whether or not to open the document, edit the file
type options in Windows Explorer.

To set Windows Explorer options to prevent a pop-up window:

1

2

3

In Windows Explorer, go to Tools > Folder Options.
Click the File Types tab.

Highlight the PDF or XLS file type from the list.
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A

4 C(Click the Advanced button.
5 Clear the Confirm Open after download option.

6 Click OK twice to close all dialog boxes.

Managing groups

In Bl Portal, report data is organized and grouped to facilitate the management

of reports and report data. There are system-defined groups and user-defined
groups.

Note: You must have BI_Admin capability to use this function.
Group names must contain at least one alpha character.

The system-defined document groups are pre-set (out-of-box), and you cannot
add, delete, or rename any of the system-defined document groups. These
groups are based on the ServiceCenter and AssetCenter applications. The
system-defined document groups are:

= Asset Tracking

= Change Mgmt

= Expense Control

= Incident Mgmt

= Inventory Mgmt

= prgnapp

= Root Cause Analysis
= Service Level Mgmt
= Service Mgmt

Important: The prgnapp group is a name used for Peregrine applications and is
entered on the Admin page. The prgnapp group name must match
the name you used when you created this group in BO Supervisor
tool.

The prgnapp group contains all of the Bl Portal users in ServiceCenter or

AssetCenter. These groups are based on the hierarchy defined in the Peregrine
repository in Business Objects (BO). Bl Portal uses these groups to manage the
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reports and data. For a complete description of the repositories in Business
Objects, see the Business Objects documentation.

The Group Management function in Bl Portal enables you to manage the
user-defined groups. With the Group Management function, you can create
new groups, delete groups, or rename groups. Once you have created these
groups, you can add users and documents to these groups.

Note: You must have BI_Admin capability to use this function.

In Bl Portal, each report is assigned to a group. All the base reports are assigned
to pre-defined groups. In addition, you can create new groups and assign
reports to them. When you assign each user to one or more groups, you control
the reports that the user can execute and view.

The following table lists the reports and data available for querying and viewing
by users assigned various groups.

Group Application Description

Asset Tracking AssetCenter All reports and data related to Asset Tracking.
See the Base Reports for Asset Tracking in the BI
Portal User Guide for more information.

Change Mgmt ServiceCenter  All reports and data related to Change
Management. See the Base Reports for Change
Management in the Bl Portal User Guide for
more information.

Expense Control  AssetCenter All reports and data related to Expense Control.
See the Base Reports for Expense Control in the
Bl Portal User Guide for more information.

Incident Mgmt ServiceCenter  All reports and data related to Incident
Management. See the Base Reports for Incident
Management in the Bl Portal User Guide for
more information.

Inventory Mgmt  ServiceCenter  All reports and data related to Inventory
Management. See the Base Reports for
Inventory Management in the Bl Portal User
Guide for more information.

Root Cause ServiceCenter  All reports and data related to Root Cause

Analysis Analysis. See the Base Reports for Root Cause
Analysis in the Bl Portal User Guide for more
information.
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Group Application Description
Service Level ServiceCenter  All reports and data related to Service Level
Mgmt Management. See the Base Reports for Service

Level Management in the Bl Portal User Guide
for more information.

Service Mgmt ServiceCenter  All reports and data related to Service
Management. See the Base Reports for Service
Management in the Bl Portal User Guide for
more information.

To create a group:
1 Loginto Bl Portal.

2 From the Reporting module activity menu, click Group Management to
open the Group Management form.

Group Management i B

Corporate Documents
Personal Documents Group Management

Select from the list or enter a new one.
Inboz Documents

Search

Upload BI_ADMIN
= Group Management BIL_VIEW
BI_CREATE B
User Management Asset Tracking
Inventory Mgmt o
Decument Management ¥ M3 =
Manage Addresses
Swnchronize Users
Publish Base Documents

Scheduled documents

3 Inthe Group field, type the name of the new group.

4 Click Create to add the new document group to the User Defined Groups
list.

The name of the group you created appears in the User Defined Groups list.
To delete a user defined group:

1 Loginto Bl Portal.
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2 From the Reporting module activity menu, click Group Management.
The Group Management form opens.
3 Inthe User Defined Groups list, select the group you want to delete.
4 C(Click Delete.
The group you selected is removed from the list.
To rename a user defined group:
1 Loginto Bl Portal.
2 From the Reporting module activity menu, click Group Management.
The Group Management form opens.
In the User Defined Groups list, select the group you want to rename.
3 Inthe Group field, type the new name of the group.
4 Click Rename.

The group you selected is renamed in the list.

Managing users

The User Management function allows you to assign each user to as many

document groups as required. You also can publish documents to more than
one group.

In the following scenario, a document is published to both the Change
Management and Incident Management groups. When a user who belongs to
the Change Management group but not to the Incident Management group
tries to see the document in the Incident Management group, the document in
discussion will be displayed even though the user does not have rights to see
the documents in the Incident Management group. This is because the
document is attached to multiple groups: Change Management and Incident
Management. Since the user can see the documents in the Change
Management group, the document will be displayed to the user.
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Bl Portal

Note: You must have BI_Admin capability to use this function.

User Management
Corporate Documents &
Personal Documents Manage User Roles
e, First Select a user from the "Awailable Users™ list. Then:
AnDox DOeUments -To assign a group to the user, select a group from ™Awvailable Groups” and add it to "Assigned Groups”.
Search -To remove a group from the user, select a group from "Assigned Groups™ and rermave it.
Upload
bi_admin
= User Management bi_cannectar
Docurment Managemsnt bi_crsate
Manage Addresses
Synchronize Users
Publish Base Documents
Scheduled documents
Available Groups Assigned Groups
Asset Tracking
Inventary Mgmt Change Mgmt
Service Mgmt
Root Cause Analysis
Service Level Mﬁmt EI
A

To assign a user to a document group:

—

Log into Bl Portal.
2 From the Reporting module activity menu, click User Management.
3 Click a user in the Available Users list to highlight the user’'s name.

4 Inthe Available Groups list, double-click a group to move it to the Assigned
Groups list.

You can also click a group in the Available Groups list and click the Add

button to move the group to the Assigned Groups list. @l

5 Toremove a user from a group, double-click the group in the Assigned
Groups list to move it to the Available Groups list.

You can also click the group in the Assigned Groups list and click the

Remove button to move the group to the Available Groups list. E'

6 Click Save to commit the group assignments.
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Managing documents

The Document Management function allows you to assign unassigned

Corporate documents to a group so that the document is available to all users
in that group. Documents that the user already published shows up in the
Document Management page. The user can then assign these documents to
different groups using this screen.

This form displays the list of groups that you are allowed to assign documents
to and your lists of unassigned and assigned documents. You can also view the
documents of other users that are unassigned. However, you are not allowed to
change these documents since you are not the author.

Note: You must have BI_Admin capability to use this function.

Document Management

1]

-~

Corporate Documents -
Manage Documents

Personal Documents

Inhox Documents Selsct a document group from the "Your Assigned Groups™ list, To assign a document select a document

Search fram “Your Unassigned Documents” and add it to "Your Assigned Documents”. To remave a documnent

select a document from "Your Assigned Documents™ and remove it.

Upload

Group Mansgement Your Assigned Groups

User Management

User Management BrorapD
Document Asset Tracking
Management Change Mgmt

Incident Hamt
Synchronize Users Inventory Mgmt
Root Cause Analysis
Service Level Mamt
Scheduled dosuments Service Mgmt

Manage Addresses

Publish Base Documents

Your Unassigned Documents Your Assigned Documents
E PDF

=
[®]

To assign a document to a group:
1 Login to Bl Portal.
2 From the Reporting module activity menu, click Document Management.

3 Click a group in Your Assigned Groups to highlight the group.
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4 In Your Unassigned Documents, double-click a document to move it to
Your Assigned Documents.

You can also click a document in Unassigned Documents and click the Add
button to move the document to Your Assigned Documents. @

5 Toremove a document from Your Assigned Documents, double-click the
document in the list to move it to Your Unassigned Documents.

You can also click the document in Your Assigned Documents and click the
Remove button to move the document to Your Unassigned

Documents. @

6 Click Save to commit the document assignments.

Managing addresses

The Manage Addresses function allows you to create e-mail addresses for
non-Business Objects users. Using the reports Send feature (see page 71), you
can then send documents to these users.

To add an e-mail address:

1 Login to Bl Portal.
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2 From the Reporting application activity menu, click Manage Addresses to
open the Manage Addresses form.

Manage Addresses B
Corporate Docurmnents
Personal Documents Manage Email Addresses
Select from the list or enter a new one.

Inbox Documents
Search Name Address
Upload
Group Management ame: [
User Managermnent
Document Management Ermail address: |

= Manage Addresses

Publish Base Documents

scheduled docurnents

3 Inthe Name field, type the name of the new user.
4 Inthe Email Address field, type the e-mail address of the new user.
5 C(lick Add to add the new user.

You see the message status: Added successfully at the bottom of the
form. The new name and e-mail address are displayed in a list.

6 Click Close to return to the main menu.

To delete an e-mail address:

1 Login to Bl Portal.

2 From the Reporting application activity menu, click Manage Addresses.
3 Click the link of the name you want to delete.

This populates the Name and Email Address fields.
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4 Click Delete.

You see the message status: Deleted successfully atthe bottom of the
form. The deleted name and e-mail address are removed from the list.

5 Click Close to return to the main menu.
To update an e-mail address:
1 Login to Bl Portal.
2 From the Reporting application activity menu, click Manage Addresses.
3 Click the link of the name you want to change.
This populates the Name and Email Address fields.
4 Edit the fields as needed.
5 Click Update.

You see the message status: Updated successfully atthe bottom of the
form. The updated name and e-mail address are displayed in a list.

6 Click Close to return to the main menu.

Synchronizing users

The Synchronize Users function allows you to synchronize application users
with the appropriate Bl capabilities between the RDS database and the Business
Objects repository. User synchronization is for on-demand synchronization, and
normally, user data is synchronized automatically for a predefined interval
defined by the value specified in User Synchronization Interval on the Bl Portal
Setting page of the Bl Administration function.

Note: You must have BI_Admin capability to use this function.

To synchronize users:

1 Login to Bl Portal.
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2 From the Reporting module activity menu, click Synchronize Users.

Synchronize BI Users

Corporate Documents
Personal Documents Click sync to synchronize application users with proper BI capabilities to business objects

Inbox Documents rEpOsIoEyS

Search
Upload
Group Managernent
User Management
Docurnent Management
Manage Addresses
= Synchronize Users
Fublish Base Dacuments

Scheduled docurnents

3 C(lick Sync.

You see the message
Success: Synchronize Users request is submitted and will be
processed immediately.

at the top of the form.

4 Click Close to return to the main menu.

Publishing base documents

The out-of-box version of Bl Portal provides a set of sample documents that you

can publish. When you publish these documents, you make them available in
the Corporate Documents to all Bl Portal users. Use the Publish Base Documents
link on the Reporting module activity menu to publish the base documents.
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Note: You must have BI_Admin capability to use this function.

Publish Base Documents 2]
Corporate Documents
Personal Documents Publish Documents
Inbox Documents Copy or FTP base documents from the RDS Installation CD to your Business Object Server,
Search From: SupportFiles\<application>\reports where <application= is either ServiceCenter or

AssetCenter
Upload To: <BO Install Directory>\nodes\<HOSTNAME>\<CLUSTERNAME >\ storage\user\ <bidesigner>
Group Management

User Management
Documnent Management P
Manage Addresses
Synchronize Users

Publish Base
Documents

Scheduled docurnents

To publish the base documents:

1 Login to Bl Portal.

2 Ifthisisthefirsttime you are publishing the base documents, you must copy
the documents from the RDS for AssetCenter or RDS for ServiceCenter

Installation CD.

Application Copy from this location
AssetCenter SupportFiles\AssetCenter\reports

ServiceCenter  SupportFiles\ServiceCenter\reports

3 Paste to the Business Objects server.

<BO Install Directory>\nodes\<hostname>\<clustername>\storage
\user\<BO designer user name>

4 From the Reporting module activity menu, click Publish Base Documents.
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5 Click Publish.

You see confirmation messages.

Success: Connecting to WebIntelligence Server .
Finished Connecting to WebIntelligence Server.
Finished Logging in.
Publishing Documen
Publishing Documen
Publishing Document :
Publishing Documen
Tracking”
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Document :
Control”

Publishing Document :
Control”

Publishing Document :
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Document :
Control”

Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Document :
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen
Publishing Documen

Asset Tracking Details” Category: "pranbip_Asset Tracking”
Asset Tracking” Category: "pranbip_Asset Tracking"”

Software License Compliance Analysis Details™ Category: "prgnbi
Software License Compliance Analysis by Application” Category:

_Asset Tracking™
rgnbip_Asset

Software License Compliance Analysis” Category: "pranbip_asset Tracking”
vendor Contract Details™ Category: "prgnbip_Asset Tracking”

Change Cost Analysis” Category: "pranbip_Change Mgmt"

Failed Changes"” Category: “pranbip_Change Mgmt"

‘Tasks Under Change" Category: rgnblp Change Mgmt"

Asset Cost Distribution” Category: “pranhip_Expense Control”

Budgeted vs. Actual Expenses by Cost Center Category: "pranbip_Expense

Budgeted vs. Actual Expenses by Department” Category: "prgnbip_Expense

d vs. Actual by lier" Category: "prgnbip_Expense Control”
Budgeted vs. Actual Expenses” Categary: “pranbip_Expense Control”

Contract Expense Details by Cost Center” Category: "prgnbip_Expense Control”
Contract Expense Details by Department™ Category: "prgnbip_Expense Control”
Contract Expense Details by Region” Category: "pranbip_Expense Control”

Contract Expense Forecast™ Category: "prgnbip_Expense Cantrol”
IT Expense Distribution Details” Category: "p
IT Expense Distribution Over Time” Categor:

nbip_Expense Control"
pranbip_Expense Control”

IT Expense Distribution” Category: "pranbip_Expense Control”

Software Expense Optimization Analysis Details” Category: “pranbip_Expense

oftware Expense Optimization Analysis” Category: “pranbip_Expense Control”

Incident Closure Analysis” Category: "prgnbip_Incident Mgmt*

Incident Cost Analysis™ Categary: "prgnbip_Incident Mgmt™

Incident Management Ad Hoc Crosstab™ Category: "pranbip_Incident Mgmt”

Assets By Age” Category: "prgnbip_Inventory Mgmt”

Categorization of Unavailable Assets” Category: "prgnbip_Inventory Mgmt"

Recurrent Outages” Category: “pranbip_Inventory Mamt"

Root Cause Analysis Recommendations” Category: "pronbip_Root Cause Analysis”

Root Cause Cost Analysis” Category: “pranbip_Root Cause Analysi
st Call Resolution Report By Operato, ip_Service Mgmt”

Call Efficiency Report™ Category: “pran

Calls Opened By Dept And Asset Type™ Categur

Service Management Ad Hoc Crosstab™ Category:

Economic Impact of SLA Failures” Category: "prgnbip_

Publishing Document : “SLA Availability Successes" Category: “pranbip_Ser,

Publishing Document : "SLA Response Time Successes” Category: "pronbip_Service Level Mgmt"

Publishing Document : "Service Contract Cost Analysi : "pranbip_Service Level Mgmt”

Finished Processing Documents. Available Doc 39 Published Documents: 39

Publish Documents

Copy or FTP base documents from the RDS Installation CD to your Business Object Server.
From: SupportFiles\<application:\reports where <application= is either ServiceCenter or AssetCenter
To: <BO Install Directory>\nodes\<HOSTNAME>\<CLUSTERNAME>\storage\user\hidesigner>

6 Click Close to return to the document list.

Viewing scheduled documents

The Scheduled Documents function allows you to view the queue of reports
that are scheduled to run. You schedule reports (see page 67) to automatically
run at specified intervals and be sent to your inbox. You can also schedule the
reports to be sent to other users.

To view the list of scheduled documents:

1 Login to Bl Portal.
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2 From the Reporting application activity menu, click Scheduled Documents.

Scheduled Documents B

Corporate Documents
Personal Documents
Inbox Documents
Search

Upload,

Group Management
User Management
Docurnent Management
Manage Addresses
Synchronize Users
Publish Base Docurnents

z Scheduled documents

Scheduled Documents List

MNoJob  Wiew:

beca {Onling)

Broadcast Agent: List refreshed: 05/27/2005 04:39:38 PM

You can view all jobs, pending jobs, or failed jobs.

Universes, classes, and objects

The information in the RDS database is stored in a single universe called rds.
Whenever you run a base report in Bl Portal, modify an existing one, or create a
custom report, you use the metadata in the RDS universe.

The BI Portal hierarchy consists of universes, classes, and objects. A universe
contains classes, which combine similar information into groups. The RDS
universe includes a class for common objects in ServiceCenter and AssetCenter
called Common Objects. ServiceCenter has other specific classes such as Service
Management and Incident Management. Specific classes for AssetCenter
include Portfolio/Finance Management and Contract Management. Classes are
similar to folders. Classes can contain other classes as well as objects. See Using
the RDS Universe on page 75 for more information about the RDS universe.
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CHAPTER

Base Reports

Peregrine Bl Portal includes nineteen base reports for ServiceCenter and twenty
reports for AssetCenter that provide a wide variety of information about your
organization. This chapter describes the base reports. See Appendix B, Base
Reports for ServiceCenter and Appendix C, Base Reports for AssetCenter for a
view of the reports with sample data.

In addition to the base reports, you can use the Weblintelligence Reporting
application to modify the base reports and to create custom reports that suit the
specific requirements of your business.

For more information about creating, saving, running, and publishing base and
custom reports, see Chapter 3, Working with Reports. For more information
about running ad hoc queries and creating custom reports, see Chapter 5,
Advanced Reporting Functions.

ServiceCenter reports

The Bl Portal base reports for ServiceCenter are in six categories:

Change Management

= Incident Management

= Inventory Management

= Root Cause Analysis

= Service Level Management
= Service Management
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Base reports for Change Management

These reports provide information to help you manage change requests in your
organization.

Report name Description Format

Change Cost Analysis A bar chart listing differences between Bar chart
expected and actual costs for changes,
grouped by Company.

Failed Changes A detailed listing of all Changes that were Record
backed out or given an incomplete detail report
Completion Code.

Tasks Under Change A detailed listing of all Tasks under the Record
user-specified Change number. detail report

Base reports for Incident Management

These reports provide information to help you manage service call incidents in
your organization.

Report name Description Format
Incident Closure A summary of closed incidents based on one of Bar chart
Analysis the following fields: Assignment Group,

Category, Cause Code, Closed Group, or

Resolution.

Incident Cost Analysis A pair of bar charts listing the Parts and Labor  Bar chart
costs associated with Incidents. These costs
can be grouped based on user selection by
Company, Location, Assignment Group,
Category, or Cause Code.

Incident A crosstab summary of all open Incidents Crosstab
Management Ad Hoc  grouped by any two of the following
Crosstab user-selectable fields: Assignment Group,

Category, Company, Location, and Severity.
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User Guide

Base reports for Inventory Management

These reports provide information to help you manage assets in your

organization.

Report name

Description Format

Assets by Age

Categorization of
Unavailable Assets

An analysis of the outage  Bar chart with a table
costs over time for all

assets, grouped by the

amount of time since

installation.

A summary of unavailable  Bar chart with a table
assets (due to repair,
upgrade, or move)

grouped by type.

Recurrent Outages

A summary of asset 3-D bar chart and bar chart
downtime,

cross-referenced once by

Asset Type and Vendor,

and again by Model over

time.

Base reports for Root Cause Analysis

These reports provide information to help you manage incident root causes.

Report name

Description Format

Root Cause Analysis
Recommendations

Root Cause Cost
Analysis

All Incidents NOT associated with a root cause Table
are grouped by category. Any category

comprising more than the user-specified

percent of those tickets are flagged as

recommended for Root Cause Analysis.

A listing of the Parts and Labor costs for all Table
Incidents associated with root causes, grouped

by cause.
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Base reports for Service Level Management

These reports provide information to help you manage service level agreements

(SLA).

Report name Description Format

Economic Impact of A pair of bar charts listing the time and money  Stacked bar

SLA Failures costs incurred by assets that suffered chart and
downtime in excess of SLA thresholds, bar chart
grouped by SLA name.

Service Contract Cost A table listing each Service Contract,and the  Table

Analysis monthly Parts and Labor costs for each.

SLA Availability Measurements of how well SLA availability Line graph

Successes requirements have been met. and stacked

bar chart

SLA Response Time Measurements of how well SLA response times  Line graph
Successes have been met.

Base reports for Service Management

These reports provide information to help you manage service calls in your
organization.

Report name Description Format

1st Call Resolution An analysis of the percentage of calls solved Line graph

Report by Operator ~ without creating Incidents or Changes. and 3-D bar
chart

Call Efficiency Report  An average of the phone call time based on Bar chart

one of the following fields: Asset Type,
Assignment Group, Category, Company,

Location.
Calls Opened by Dept A summary of the number of callsin the system Bar chart,
and Asset Type cross referenced by the Department making pie chart,
the call and the type of Asset involved. and 3-D bar
chart

Service Management A crosstab summary of all open Calls grouped  Crosstab
Ad Hoc Crosstab by any two of the following user-selectable

fields: Assignment Group, Category, Company,

Location, and Asset Type.
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AssetCenter reports

The Bl Portal base reports for AssetCenter are in two categories:

= Asset Tracking

= Expense Control

User Guide

You can drill through some of the AssetCenter primary reports to generate
additional reporting information.

Base reports for Asset Tracking

These reports provide information to help you manage assets.

Report name

Description

Format

Asset Tracking

— Details

Software License
Compliance Analysis

— by Application

This analysis allows IT management to view a
summary of the assets scheduled to retire that
are distributed throughout the enterprise. It
performs a secondary function by acting as a
template for more focused views into asset
distribution breakdown for IT knowledge area
experts.

This sub-report of Asset Tracking provides
details of the selected asset.

This analysis allows managers to view the
degree to which they are out of compliance
while not inundating the user with a list of all
the installed applications.

This Software License and Compliance Analysis
sub-report shows the license levels by
application.

Crosstab

Table

Pie chart

Bar chart
and crosstab

— Details

Vendor Contract
Details

This Software License and Compliance Analysis
sub-report shows the details of the license
status by application.

This analysis provides IT contract managers
with insight into the scope and distribution of
contracts that are maintained across suppliers.

Table

Pie chart
and table
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Bl Portal

Base reports for Expense Control

These reports provide information to help you manage expenses.

Report name Description Format
Asset Cost This analysis helps senior IT management to Line graph
Distribution determine the impact on the IT budget of

regional or departmental concerns.
Budgeted vs. Actual  This analytic application allows executive Line graph
Expenses management to identify discrepancies in the  and table

actual budget spanning across different

categories. Once the key areas for concern are

identified, this application helps the user to

identify when the organization went off

budget, to what degree, and for how long.

— by Department This sub-report of Budgeted vs. Actual Line graph
Expenses explains the percentage of budget  and table
spent in a particular year by department.

— by Cost Center  This sub-report of Budgeted vs. Actual Line graph
Expenses explains the percentage of budget  and table
spentin a particular year by cost center.

— by Supplier This sub-report of Budgeted vs. Actual Line graph
Expenses explains the percentage of budget  and table
spent in a particular year by supplier.

Contract Expense This analysis allows IT management to reclaim  Table
Forecast control of their budgets by identifying
contracts that are coming up for renewal.

— by Region This Contract Expense Forecast sub-report Table
gives the shows the contract and expense
details by region.

— by Department This Contract Expense Forecast sub-report Table
gives the shows the contract and expense
details by department.

— by Cost Center  This Contract Expense Forecast sub-report Table
gives the shows the contract and expense
details by cost center.

IT Expense This analysis identifies the categories of assets  Stacked bar

Distribution which are most costly to own and where chart and
expenses are being spent across several crosstab
categories.

— Over Time This IT Expense Distribution sub-report Line graph
displays the cost distributed over time.

— Details This IT Expense Distribution sub-report Table
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Report name Description Format
Software Expense This application unlocks the value of Pie chart
Optimization Analysis information gathered through a controlled

workflow process to support SOX compliance

to give organizations an understanding of the

state of the organization within the scope of a

controlled data collection process.

— Details The Software Expense Optimization Analysis  Bar chart

sub-report has two tabs that explains license
reductions savings details and maintenance
reduction savings details.
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Working with Reports

CHAPTER

Peregrine Bl Portal offers two types of reports:

= Base reports, which are pre-defined reports provided with Bl Portal.

= Custom reports, which you design and save using the Weblntelligence
Reporting application.

This chapter describes how to run reports and use the reporting tasks that are
available.

= Downloading reports on page 52.

= Drilling into the report on page 53.

= Refreshing reports on page 57.

= Editing reports on page 58.

= Saving reports on page 64.

= Publishing reports on page 66.

= Scheduling reports to run automatically on page 67.

= Sending reports on page 71.

= Viewing reports in PDF and HTML formats on page 73.
= Maximizing the viewing screen on page 73.

= Viewing reports in Page and Draft mode on page 74.
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Overview of reporting tasks

All reports, both base and custom, are assigned to a document group. The base
reports reside in one of the following document groups:

Application Document group

AssetCenter Asset Tracking
Expense Control

ServiceCenter Change Mgmt Root Cause Analysis
Incident Mgmt Service Level Mgmt

Inventory Mgmt Service Mgmt

After you create custom reports, you assign them to groups. See Managing
groups on page 28 and Managing documents on page 33 for more information.

For more information about base reports in Bl Portal, see Base Reports for
ServiceCenter on page 117 and Base Reports for AssetCenter on page 139. For
more information about creating ad hoc queries and custom reports, see
Advanced Reporting Functions on page 85.

Important: The Weblntelligence Reporting application is very complex. It
includes both an online help system and a Weblntelligence User’s
Guide to help you take full advantage of its rich functionality. A
comprehensive discussion of the Weblntelligence Reporting
application is beyond the scope of this guide. This chapter presents
only an introduction to the functionality of the Weblntelligence
Reporting application.
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Running base or custom reports

The following procedure describes how to run a base or custom report.
To generate a base or custom reports:
1 Login to Bl Portal.

2 Click the Reporting tab to open the Reporting application.

Corporate Documents

= Corporate Documents +Create  Rxlpelete Searchfor: Refresh List
Personal Documents
Inbox Documents
Docurnent Groups: EASSEt Tracking ~| 7 available documents

Search
Upload B | Name Date Size
Group Management P

@ Asset Distribution Analysis Mar 30 200% 09:52:54 47 K
User Managerent

@ Asset Over Timne Mar 30 2005 09:52:56 33K
Docurnent Managerent

@ Asset Overview Mar 30 2005 09:52:58 100K
Manage Addresses

@ Contract Managernent Mar 30 2005 09:52:59 30K
Synchronize Users
Publish Base Docurmants @ License and Installation Details Mar 30 200% 09:53:00 36K
Scheduled documents @ License Status Mar 30 2005 09:53:04 235K

@ License Status By Application Mar 30 200% 09:53:03 259 K

3 Find the report you want to run by doing one of the following:

= Choose any report from the list.

= To narrow your search, choose a type of report from the Document
Groups drop-down list; only reports in that document group are
displayed. For example, choose Asset Tracking to view only those
reports associated with assets.

= Click Inbox Documents to see only reports in that folder.
= Click Personal Documents to see only reports in that folder.
Note: To see information about a report before you run it, click the Document
icon to the left of the report name. Read the information, and then click

Back to Document List.

4 Click areportto openit.
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Downloading reports

You can take the information from a report and download it to an Excel
spreadsheet or to a PDF document.

To download a report:

1 Open the report you want to download and click Download.

To save this document, select one of the actions below:

Save to my computer
“ Save this docurnent to your computer as:

® Microsoft Excel format {xlsy
O PDF format

[ Return to Docurnent View ]

2 Choose either Microsoft Excel format (.xls) or PDF format.
3 Click Save to my computer.
4 Inthe File Download dialog box, select Save.

5 Inthe Save As dialog box, navigate to the location where you want to save
the file. If needed, type a new name.

6 Click Save.
The file is saved as an Excel or PDF file in the location you specified.
7 C(lick Close.
8 Click Return to Document View to see the report.
Note: If you download a report that has a magnifier glass on it that allows you
to drill through to another report, the downloaded report does not show

the magnifier glass and the drill through is not possible. The drill-through
function is only possible in Bl Portal.
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Drilling into the report

After you generate a report, you can examine the data in more detail. This is
called drilling into the report. It takes you to the next level of information.

Drilling down

You can drill down to see the lower-level data behind the visible data in a report.
Underlined information in a table cell indicates that you can drill down to
another level. This can help explain a certain result. For example, if you are
comparing sales results, your report might show that the East region
significantly out-performed the West in a particular year or quarter. You can drill
down to the state level to analyze the more detailed data behind that result.
How far you can drill down along a drill path depends on the scope of analysis
you set for that report. If the scope of analysis is set to one level, then you can
only drill one level down along that hierarchy’s drill path. For example, if your
report shows data for year, you can only drill down to Quarter.

Note: Drill down adds a filter AND drops to the next level down.

Drilling up
You drill up on a dimension value to see how the more detailed data aggregates
to a higher-level result. For example, if you drill down on Year to examine data
for each quarter, you can drill up to see how this data aggregates to yearly
results.

When you drill up on a dimension value, you move along a hierarchy’s drill path
from lower-level to higher-level data. For example, if you drill down on Year to
Quarter, you drill up on Quarter to return to Year.

Note: Drill up goes up one level AND removes the filter.

Drilling by

When you drill down or up, you move through a hierarchy’s drill path one
dimension at a time. However, you might want to skip several dimensions in the
same hierarchy or move to another hierarchy altogether. You do this by drilling
by.
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Note: You can drill by to a dimension in a hierarchy that is not displayed in your
report only if that dimension to which you want to drill is included in the
scope of analysis or if your security profile allows you to drill beyond the
data in the document and thereby edit the query.

To drill into a report:

1 Runthereport.

2 Click Drill.

The report refreshes, and items in the report that contain detailed
information are underlined.

3 Place the cursor over the report and choose a drill option from the shortcut
menu.

eack EyOownload | Jiend Oril @ Refresh | Bedic Bl save | & publish | Flschedule | 55 Send POF view TMazimize Draft
3,000,000 ! ~

B 0 Monitor

* Assets By Age

2,000,000

1,000,000

2004/03 2004/05
102 2004/04

Drill Down to Azset Name

Drill Up to Type:

Drill By Outage Costs|

,
s 03107] 0l
WRIE| 534 211
Replace o03/09) 1,036 598
X FRemove 0ar10| §1,502,324]
Set as section a1 52,080 358)
Swop axes 03r12) 52,560,492
— 0401 53,001 472
04 §3,525,120)

Format cell
a3 54,034 551
st * fonand] §4,562 106)
T Calculstions v boag 45,067 444]

QAN +m Q0 Aavie Ald
<

Assets By Age

A report is displayed that shows more detailed information.
4 To end drill mode, click End Drill.

If you modify a base report and save it this way, it becomes a custom report.
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Drilling and the object hierarchy

There are hierarchies defined in the universe that are applied to most attributes
on the reports. When a report is displayed in a tabular format, you can drill
upward or downward in fields that are in hierarchies. An arrow next to a field on
the report indicates that you can drill on that field within the hierarchy.

For example, if a report contains an Asset Tag column, clicking the Drill link
displays an up arrow next to the column heading. Clicking the up arrow causes
the field to change to the attribute that is one level higher within the hierarchy;
in this case, Subtype.

To view the entire hierarchy of objects and attributes in the RDS universe:

1 Click Create in the Bl Portal Reporting application to open the
Weblntelligence Reporting application.

2 Click the Hierarchies option button in the left pane of the Weblntelligence
Reporting panel to display the entire RDS hierarchy.

To drill down into a report:
1 Run areport in the Bl Portal Reporting application.
2 Click Drill to drill down.

The following example shows a drill-down of the Categorization of
Unavailable Assets report.

PRGN
Brazilian Office i
Asset Name I Asset Priority Contact Name I Type Asset Tag I

o0selPT Mormal HERRERA, JOSE computer L-000012
Corporate Headquarters Fil
Asset Name I Asset Priority Contact Name I Type Asset Tag i .
DavePC Mormal HEMNMESEY, DAVID  |computer .CIICk computer
DavidHPC Marmal HENWESEY, DAVID |computer Ic-000012 in the Type
DD-000002 Mormal MANAGER, MAX ~ displaydevice [DD-000002 column to drill
HenJoPC Mormal OHNESON, JENMIFER |computer
HoePC Marmal ErMPLOYEE, JOE computer L8534 dOWn one IeVeI
UohnPC Mormal EDWARDS, JOHN _ |computer  |L-89321 to laptop and
FRGN Serer 0001  [CRITICAL OCONMELL, STACY  |computer [ 2B93863-5Y desktop,
StacyPC Mormal OCOMMELL, STACY  |computer c-28190
SusiePC Harmal SUPERTECH, EUSIE |computer
[TrainPC 03 Marmal ILCEWVEDD, JUAN computer D-18924
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3 Click an underlined, hyperlink field within the report to examine
information specific to that field.

For example, to drill down to computer subtypes in the Categorization of
Unavailable Assets report, click computer in the Type column.

The resulting drill-down report shows the type of computer.

PRGN |
Brazilian Office i

Asset Name I Asset Priority Contact Name I Subtype I AssetTag I
0selPT Marmal HERRERA, JOSE Laptop L-000012
Corporate Headquarters i

Asset Name I Asset Priority Contact Name I Subtype I AssetTag I
DiavePC Marmal HEMMNESEY, DAVID |Laptop

DavidHPC Morrmal HEMMESEY, DAVID  |Laptop C-000012

HendoPC Marmal HOHNSON, JEMNIFER [Laptop

HoePC Mormal EMPLOYEE, JOE Laptop L-89341

HohnPC Marmal ECYWARDS, JOHM Laptop L-89321

PRGM Server 0001 |CRITICAL OCOMMELL, STACY  |Server 26938635
StacyPC Marmal OCOMMELL, STACY |Desktop C-28190
SusiePC Mormal SUPERTECH, SUSIE |Laptop

TrainPC 03 Mormal IWCEVEDD, JUAR Desktop D-18924

4 Toendthedrill and return to the original report, click End Drill at the top of
the form.

Drilling through

The magnifier glass icon on any table indicates that you can drill through to
another report. You use the drill through feature when you are not in drill mode.

Note: If you download a report that has a magnifier glass on it that allows you
to drill through to another report, the downloaded report does not show
the magnifier glass and the drill through is not possible. The drill-through
function is only possible in Bl Portal.
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Refreshing reports

While viewing your report, you can synchronize with current data in the
database and recompile the report. You see the new date and time after you
refresh the report.

Your administrator assigns you security rights that determine how your reports
refresh.

= Ifyou have the Security feature enabled, your report refreshes automatically
prior to opening.

If a report is saved with the Refresh on Open option, then each time you
click on that report, the report refreshes automatically prior to opening.

= If you have data restriction filters and the Security feature is NOT enabled
and the report was not saved with the Refresh on Open option, when you
clickon areport, you see all the data (even data that is restricted). When you
manually refresh the report, it generates again and this time the restricted
data in the report does not display.

To manually refresh a report:

= Open areport, then click Refresh.

The report shows the updated date and time.
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Editing reports

After you run a report, you can change it in two ways: in the Bl Portal Reporting
application and in the Weblntelligence Reporting application.

Editing a report in the Bl Portal Reporting application

By scrolling the cursor over a column in the report, you access an interactive
menu and can perform simple editing tasks in the Bl Portal Reporting form. You
can then save the report to your Personal documents.

PRGN |

Brazilian Office i

Asset Name I Asset Priority Contact Name 1 Subtype I Asset Tag I

0selPT Marmal Drill Doveen 0 L-000012

Drrill Up to Company . .

Corporate Headquarters Ovil By ' nght;}dICk.
Asset Name I Asset Priority | add a}‘?yw erein
DiavePC Marmal Renlace 1] the report to
DavidHPC Mormal " b c-000012 open the
HendoPC Marmal ¥ Remove 1 interactive edlt
HoePC Morrmal Set as section 1] L-59341 menu.
HohnPC Mormal Swwap axes 1] L-59321

FRGM Server 0001  [CRITICAL Turnto... 3] [F2693863-5Y

StacyPC Marmal Format cel top C-28190

SusiePC Mormal Sort , 1]
[TrainPC 03 Marmal tiop D-18924

E  Calculations 3

Warning: If you add a field through the interactive menu and the field has no
value in the database, it will show up with a blank value and you will
not be able to remove that field from the report.

Note: Variable names that start with BIP have a URL in the formula definition
and are reserved for base reports with links. These variables do not appear
in the list of objects when adding or replacing objects using the
Interactive Menu. Peregrine Systems recommends that you do not use
variable names that start with BIP.

Note: Refer to the Weblntelligence User’s Guide for more information about
these features.

58 | Working with Reports



Adding an object to an axis
Follow these steps to add an object.

To add an object to an axis:

1

2

Run the report.
Place the cursor over a column in the report to view the shortcut menu.
Click Add to select the axis where you want to add an object.

Choose an object from the Result Objects > Objects list that opens to the
left of the report.

Click Apply.

The columnis added to the right of the column where you placed the cursor.
The report now displays data for the object you chose.

Replacing an object
Follow these steps to replace an object.

To replace an object:

1

2

Run the report.

Place the cursor over a column in the report to view the shortcut menu.
Click Replace to dynamically display the list of all objects for the report.
Select the object to replace.

Choose an object from the Result Objects > Objects list that opens to the
left of the report.

Click Apply.

The object is replaced in the column where you placed the cursor. The
report now displays data for the object you chose.
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Removing an object
Follow these steps to remove an object.

To remove an object:
1 Run thereport.

2 Place the cursor over the column in the report you want to remove to view
the shortcut menu.

3 Click Remove to dynamically remove the column from the report.

The report now displays records without the object you chose.

Applying a filter to a report

Follow these steps to add a filter to a report.

To filter a report in the Bl Portal Reporting application:

1 Runthereport.

2 Place the cursor over a column in the report to view the shortcut menu.

3 ClickFilter By to display a Dynamic Filters list that includes all values shown
in that column of the report.

4 Choose the values you want to see.
To choose multiple values, press Ctrl and click the values.
5 Click Apply.

The report now displays only records that include the values you chose.

Sorting report data
Follow these steps to sort the data in a report.

To sort a report in the Bl Portal Reporting application:

1 Runthereport.
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2 Place the cursor over a column in the report to view the shortcut menu.

3 Click Sort and choose a sort order, either Default, Ascending, or
Descending.

The report is now sorted for that column in the specified order.

Editing a report in the Weblntelligence Reporting application

To edit a report:
1 Runareport in the Bl Portal Reporting application.

The following is an example of an Incident Cost Analysis report.

Incident Cost Analysis

Grouped By Company
Data last refreshed on: B/&A05 10:52:51 AM

T T T s DT

(Click the buttons above to changs ths grouping fisid)

Incident Part Costs
ACME ‘ ‘ | |
T
Year
o 2001
GENERICOM | 2002
0O 2003
O 2004
0 10,000 20,000 30,000 40,000
Incident LaborCosts
ACME | ‘
I
Year
o 2001
GENERICOM W 2002
5" 0O 2003
O 2004
PRGN
0 800 1,600 2,400 3,200
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2 Click Edit to open the Weblntelligence Reporting application, which opens
with the Edit Report tab selected.

0 - & | G3Edtauery i Edit Report @ RefreshData ¥ @ 4@ @)
Report l@ PR A T EE-= | D [EF view Stucture | Oy Drill 68 Page H4| 1[PM
Deta | Templates | Properties | Map N N L)
Incident Cost Analysis
=% Incident Cost Analysis Y
+(88 Query 2 - rds Grouped By Company
=80 Variahles Data last refreshed on: GBS 10:52:51 A

rby&ParamValue=CR-by&ParamValue=Ci +by&ParamValue=L framValue=Assignnfi&ParamValue=Caus|

(Click the buttons above 1o change the grouping field)

Incident Part Costs

ACME | | ‘
I

Year
@ 2001
W 2002
0 2003
0 2004

GENERICOM

—
PRGN ;l

10,000 20,000 30,000 40,000

< b

Incident Cost Analysis |

You can drag and drop objects to rearrange columns in the report,
right-click to delete columns and rows, clear cell contents, reformat the cell,
and more.

Important: The Weblntelligence Reporting application offers extensive
functionality that is beyond the scope of this user guide. To learn
more about the Weblintelligence Reporting application, click Help
and read the InfoView User’s Guide that opens. You also can refer to
the Weblntelligence User’s Guide.

3 Click Edit Query to change the query and specify information on which the

report is based. 4||@%MMr

4 Click View SQL to open the SQL Viewer and examine the SQL that executes

@

5 Click Close to return to Edit Query.

when you run the query.
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6 Click Run Query to execute the query and generate the report. |@ run auer |

7 While the report is displayed:

= Click View Structure to examine its structure.
i i I View Result
= Click View Results to return to the report. M

8 To create a section in the report, drag and drop an object onto the report
pane, above the report itself.

9 Click Save, then choose a location to save the report.

To publish the report, see page 66. To send the report to other users, see
page 71.
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Bl Portal

Saving reports

When you generate a base or custom report, you can save it to your Personal
Documents folder. Later you can run the same report to update its data.

To save a report:

1 Runthereport.

2 Click Save.

The Bl Portal Reporting application opens the Save as personal document
form.

Save as personal document

Enter the document name: |Incident Cost Analysis

Enter the document description:

Select Personal Categories :

- Mo Category S
AC-ADHOC

Enter the document keyword(s): |
Refresh options: @ Refreshed manually
O Refreshed when opened

DOverwrite if document exists: O Tes @ No

[ Save ] [ Back to Document ]

3 Complete the following information.

a
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In Enter the document name, specify the name you want assigned to
the document.

In Enter the document description, type a description of the document
to help others identify it.

In Select Personal Categories, choose a personal category if you
created any and want the document in that category.




= In Enter the document keywords, add text to help you find the
document later. Use only individual keywords, not phrases. Separate
multiple keywords with spaces. For more information about searching
for reports, see page 24.

= In Refresh Options, select whether to refresh the report manually or
when you open the report.

= Finally, choose whether to overwrite an existing version of the
document.

4 C(Click Save to save the report to your Personal Documents folder.

You see the message status: Document successfully saved atthe
bottom of the form.

5 Click Back to Document to return to the report.

Note: Base reports that you modify cannot be saved using their original names.
You specify a different name for each base report that you modified and
want to publish.

To access a saved report:

1 From the activity menu, click the Personal Documents link to see a list of
your saved reports.

2 Select your report from the list to open and edit it as needed.
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Publishing reports

When you publish a report, you assign it to a document group. It becomes part
of the list of reports in the Corporate Documents folder. All users assigned to a
group that contains the report can then use the report.

To publish a report:

1 Run the report you want to publish.

2 Click Publish.

The Publish as corporate document form opens.

Publish as corporate document

Enter the document name: |Incident Cost Analysis

Enter the document description:

Enter the document keyword(s): |

Select groups:

Asset Tracking
Change Mgmt
Expense Control

Incident Mgt b

DOverwrite if document exists: O Tes @ No

Refresh options: @ Refreshed manually

O Refreshed when opened

Publish ] [ Back to Document ]

3 Complete the following information.

= In Enter the document name, specify the report name.

= InEnterthe documentdescription, type a description of the document
to help others identify it.

= In Enter the document keywords, add keywords to help other users
search for the report. Use only individual keywords, not phrases.
Separate multiple keywords with spaces. For more information about
searching for reports, see page 24.
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= Select the group.
To select multiple groups, press Ctrl and click the groups.

= Choose whether to overwrite an existing version of the document.

= Finally, in Refresh Options, select whether to refresh the report
manually or when you open the report.

Note: Reports refreshed manually will improve performance but may display
out-of-date data when first opened.

4  Click Publish.

You see the message status: Document successfully published atthe
bottom of the form. The report is published to the Corporate Documents
folder in the groups you chose.

Note: Base reports cannot be published using their original names. You specify
a different name for each base report that you want to publish.

5 Click Back to Document to return to the report.

Note: If you later want to edit a document’s name, description, category,
keywords, and groups, or reset its overwrite and refresh options, run the
report and publish it again.

Scheduling reports to run automatically

Since the information stored in databases is constantly changing, it is useful to
run queries and reports frequently to keep them up-to-date. You can schedule
automatic generation of any base or custom reports to which you have access,
whether they are stored in your Inbox Documents or Personal Documents
folders or Corporate Documents.

You can view a status log of all your schedule reports from the Bl Portal

Reporting application activity menu. See Viewing scheduled documents on
page 39 for more information.
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Brroral
To schedule a report:
1 Runthereport.
2 Click Schedule at the top of the form.

The Scheduling Options form opens where you choose how frequently to
generate the report.

Scheduling Options .
You determine the

Refresh freql.llency: Refresh date and time freq uency Of the
report’s schedule.

@ once Date (mmfddfyyyy) / /2005

OHDUHV Time (hh:mm} 8 E L] AM W

ODain

OWeekly

OMonHﬂy

O Monthly Interval
O User-Defined
These options
change depending

on the frequency
Update docurnent prompts you choose.

Select the destination users:[Li 2dmin

bi_connector
bi_create
bi_wiew

a Choose a refresh frequency from the options on the left.

b Choose additional details on the right.
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For example, if you choose Monthly as the Refresh frequency, choose
the day of the month, the time of day, and the start and end dates for
the generation cycle.

Scheduling Options

Refresh frequency: Day(s) in the month: 1 ~

0z 21, | Schedule when
O Once 03 »|L_the report runs
O Hourly = each month, and
O paily Time (hhimm) [11 v |ifos  fam v for how many
O weekly start Date: monthsto run the
© Monthly (mm/ddiyyyy) (6 w6 v/ o005 report.
@] Monthly Interval Expiration Date:
O user-Defined (mm/dd /yyyy) / /[z006

Update document prompts Wiew prompts

Select the destination users:[bi 2 dmin
bi_connector
bi_create
bi_view
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T

¢ Click View prompts if you want to specify how to group the fields before
you run the report, then click Run Query.

Prompts
Reply to promptis) before running the query,

Please choose field to group by Enter or select a value:

Category Tz
Cornpany
Location
Assignment Group
Cause Code

I

[ Run Query ] [Cancel

d Select the users who you want to receive the report.
To select multiple users, press Ctrl and click the users.

3 Click OK.
You see the message Status: Document successfully scheduled to be
sent to the inbox of the selected users atthe bottom of the form.The
regenerated report appears in the Inbox folder according to the schedule

you set. The users you selected also see the report in their Inbox folder
according to the schedule you set.
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Sending reports

When you send a report, it is forwarded to another user’s Inbox Documents
folder. You also can send the report to non-Business Objects (BO) users if their
e-mail addresses are defined to the Bl Portal Reporting application. See
Managing addresses on page 34 for more information.

To send a report:

1 Runthe report.

2 Click Send.

The Send document to users form opens.

Send document to user(s)

Enter the document name: |Incident Cost Analysis

Enter the document description:

Enter the document keyword(s): |

Select the destination BO users: bi_admin Send_EmaiI Notification: O ves
bi_connector (applies to BO Users only)
bi_create No
bi_wiew

Select other users: Choose file type: @ PDF

John Smith @abe.com) (applies to other users only)

Mary Jones@abc.com) e

Refresh options: @ Refreshed manually

O Refreshed when opened

[ Send ] [ Back to Document ]

3 Complete the following information.
a In Enter the document name, specify the name of the document.

b InEnterthe document description, type a description of the document
to help others identify it.
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¢ In Enter the document keywords, add text to help you find the
document later. Use only individual keywords, not phrases. Separate
multiple keywords with spaces. For more information about searching
for reports, see page 24.

d InSelect the destination BO users list, click the names of the users who
you want to receive the report.

To select multiple users, press Ctrl and click the names.
e Click whether to Send Email Notification to the user list.
Note: Non-Business Objects users will always receive an e-mail notification with
the document attached to the e-mail. Business Objects users will receive
e-mail notification that the document has been sent to their Bl Portal

Inbox folder only if this option is selected.

f InSelect other users, click the names of the non-Business Objects users
who you want to receive the report.

To select multiple users, press Ctrl and click the user names.
g InChoose file select, select either PDF or XLS format.

h In Refresh Options, select whether to refresh the report manually or
when you open the report.

Note: Documents that you send to Business Objects users are viewable only in
HTML format, regardless of the format type that you select to send.
Non-Business Objects users will see the document in the format that you
selected, either PDF or XLS.

4 C(Click Send.
The report is sent to the Inbox Documents folders of the Bl Portal users and
to the e-mail inbox of other users. The message status: Document

successfully sent verifies that the report is sent.

5 Click Back to Document to return to the report.
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Viewing reports in PDF and HTML formats

You have the option to view reports on the screen in PDF and HTML formats.
To view reports:
1 Run the report you want to view.
The report opens in HTML format.
2 Click View in PDF to view the report in Adobe Acrobat reader.

3 Toggle between PDF and HTML views.

Maximizing the viewing screen

Using the Maximize mode, you can open a new instance of the browser with the
report displayed in full-screen mode. You can keep the report open in Maximize
mode and view multiple reports at one time in different windows.

To maximize the viewing screen:

1 Run the report you want to view.

2 Click Maximize to view the report in a new full-screen window.

3 C(lick Close to return to the Bl Portal Reporting view.

Note: Only the Close option is available when you open the report in Maximize

mode. You must return to the default reporting view if you want to use
the other options.
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Viewing reports in Page and Draft mode

By default, all documents open in Page mode. When you have long reports, this
helps navigate to specific pages. Draft mode does not display documents
page-by-page. Instead, the entire document is on one page.

Mode type Description

Page In long reports, view the report one page at a time.

Draft Scroll through the report using vertical and horizontal scroll
bars.

To view reports in Page and Draft mode:
1 Run the report you want to view.

The report opens in Page mode.
2 Click Draft Mode.

The report changes to Draft mode.

3 Toggle between Page mode and Draft mode as needed.
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Using the RDS Universe

CHAPTER

This chapter describes the structure of the RDS universe in Bl Portal, including its
hierarchy and the types of objects it contains.

Note: Only users with BI_Create or BI_Admin capability can create ad hoc
reports using the RDS universe.

Refer to the Bl Portal Administration Guide for information on scheduling
automatic data synchronization.

Topics in this section include:

= Security on page 76
= Understanding the structure of the RDS universe on page 76
= Report writing basics on page 82

Using the RDS Universe | 75



Security

If you are using ServiceCenter with Bl Portal and you are populating users from
ServiceCenter to RDS, for Bl Portal to work properly in a contact-based
authentication environment, users must edit the rds_user scenario and turn
the flag for transferring contact data into RDS. This causes both Contact and
Operator data from ServiceCenter to be pushed to the RDS_USER table. Refer to
the Bl Portal Administration Guide for more information about security issues.

Contact-based authentication environment

Note: Contact-based authentication only applies to ServiceCenter.

In a contact-based authentication environment, the RDS_USER table has both
Contacts and Operators data in it. Therefore, the portal users are:

= Operators who appear with their user name as usual; for example, Admin.

= Contacts who appear with a suffix of the operator name they belong to. For
example, if the Operator name is Admin and the Contact name is also Admin,
then the user list in the portal shows the following information.

User name Description
Admin This is the Operator.
Admin(Admin) This is the Contact and the Operator it belongs to is

indicated in parenthesis after the Contact name; for
example: contact_name (operator_name).

Note: The Operator option in the rds_user scenario must never be turned off.
Only the Contact option can be turned on or off.

Understanding the structure of the RDS universe

The information in the Reporting Data Store (RDS) database is stored in a single
universe called RDS. Whenever you run a base report in the Bl Portal Reporting
application, modify an existing one, or create a custom report, you use the data
in the RDS universe (RDS_AC or RDS_SC).
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The Bl Portal hierarchy consists of universes, classes, and objects. A universe
contains classes, which combine similar information into groups. The RDS
universe includes a class for common objects for ServiceCenter called
ServiceCenter Common Objects and other specific classes such as Service
Management and Incident Management. AssetCenter Common Objectsinclude
specific classes such as Portfolio/Financial Management and Contract
Management. Classes, which are similar to folders, are represented in the user
interface by a folder icon. Classes can contain other classes and can also contain

objects.
RDS elements
The RDS structure has four basic elements. You can identify each element by its
icon.
Element Description Icon
Folders Folders are a general grouping of data fields that
do not map to anything in the database. Use IE
folders to organize fields into meaningful groups.
Dimensions Dimensions are non-quantifiable attributes such E

as Name, Company, and Location. Typically, this
data creates report sections or shows detail.

Dimensions have folders. One folder contains the
common details. These are fields that typically are
most important to report designers, such as IDs,

status, priority, open and close details, and so on.

Other folders are grouped by area, such as
relevant asset information, contact information,
parts and labor.

The Related Records folder maps associated
records from other applications; for example,
incidents tied to calls.
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Element Description Icon
Measures Measures contain common numeric data. They
are quantifiable attributes that you include in E |

totals, averages, and other metrics. You can use
the numeric data (such as counts, summaries,
finances, and elapsed times) in the same manner
as dimensions. You also can use the data in roll-up
or summary operations.

The Aggregated Measures folder contains
pre-calculated sums and averages, provided to
add efficiency for reports only concerned with
totals.

to quickly construct limitations on the data
displayed in the report.

Most filters are self-explanatory. For example, the
Closed Calls Only filter in Service Management
shows only those calls that are closed.

Filters Filters are pre-made common data screens, used ﬁ

RDS object hierarchy

The RDS uses the basic elements to structure data. The following illustrationis a
typical RDS hierarchy.

AssetCenter ServiceCenter
=% rds_ac =91 rds
+@8 Asset Center Common Objects + &8 SeniceCenter Common Ohjects
+[88] Asset Portfolio/Finance Management +& Service Management
+[88 Asset Contract Management + & Incident Management

+@8 Inventary Managerment
+@8 Change Management
+@ Service Level Management
+[@] RDS ETL Process Status
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The root of the ServiceCenter hierarchy has seven folders, while AssetCenter has

three folders.

AssetCenter Description ServiceCenter Description
RDS object RDS object
AssetCenter This folder contains fields from  ServiceCenter  This folder contains fields from
Common tables that are referenced from  Common tables that are referenced from
Objects AssetCenter applications, such ~ Objects every ServiceCenter application,
as Contacts, Assets, and such as Contacts, Assets, and
Locations. Many of your reports Locations. Many of your reports
use data from one AssetCenter use data from one ServiceCenter
application, supported by data application, supported by data
from the Common Objects (see from the Common Objects (see
page 80) area. page 81) area.
Asset Portfolio/ This data maps directly to the Service This data maps directly to the
Finance Asset Portfolio/Finance Management  ServiceCenter call tracking
Management  Management system and its system and its supporting tables.
supporting tables.
Asset Contract This data maps directly to the Incident This data maps directly to the
Management  Asset Contract Management Management  ServiceCenter ticket tracking
system and its supporting tables. system and its supporting tables.
Inventory This data contains advanced
Management  Asset handling data.
Change This data maps to the
Management  ServiceCenter Software Change

Service Level
Management

RDS ETL
(Extracting,
Transforming
and Loading)
Process Status

Request (SCR) and Task areas.

This data maps to the
ServiceCenter Service Level
Managementarea,including SLA
and contract management
statistics.

This data contains information
about the mapping of data
between ServiceCenter and the
RDS. It includes when the data
was last updated, relevant keys,
and historical updates. Use this
folder primarily for
troubleshooting and logging,
not for day-to-day reporting.
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AssetCenter common objects

The Region, Employee Department, and Department folders map directly to
their equivalent objects in AssetCenter. Additional Common Objects include
General Hierarchies.

=% rds_ac
—al Asset Center Common Ohjects
+[@] General Hierarchies
+@8 Region
+@ Employee Department
+{@8 Departrent
+@8 Asset Portfolio/Finance Management
+@8 Asset Contract Management

Common object Description
General Hierarchies AssetCenter has six supporting tables that are
self-referential; that is, some records are parents of
-l General Hisrarchies other records in the same table. The Hierarchy
i g Asset Hierarchy folder maps to special tables that only exist in the
+ Model Hierarchy H .
+@ Brand Hierarchy RDS. In this case, the Asset, Model, Brand, Region,
+@ Region Hierarchy Employee Department, Contract, and Cost Center
+@ Employee Department Hierarchy | levels clearly display parent-child relationships. This
(@ Contract Hisrarchy facilitates OLAP reporting, where you can drill down
+{@1 Cost Center Hierarchy on these fields. By default, 5 levels are defined. You

can customize this, as needed.

AssetCenter applications

Currently, the RDS supports two AssetCenter applications.

= Asset Portfolio/Finance Management
= Asset Contract Management

80 | Using the RDS Universe



User Guide

The AssetCenter application folders all conform to a basic standard hierarchy.
Each main folder has at least three sub-folders: Dimensions, Measures, and
Filters. See RDS elements on page 77 for more information about the elements.

-r&l Asset Portfolio/Finance Management

+@8 Assef Management Measures
+@8 Asset Management Filters
+@8 Asset Managment Prompts
—&l Asset Contract Management
+@8 Asset Contract Dimensions
+{@8 Asset Contract Measures
+@8 Asset\Gontract Filters

ServiceCenter Common Objects

The Asset, Contact, Operator, Vendor, Location, Company, and Model Common
Objects folders map directly to their equivalent objects in ServiceCenter.
Additional Common Objects include Common Hierarchies and Timedimension.

S Sop nter Commaon Ohjects
+/¢8 Cormaon Higrarchies

+ @ Asget

+@ Contact

+{@8 Operator

+(@8 Wendor

+@ Location

+@ Company

+ @8 hodel

+/@8 Timedimension

Common object Description
Common Hierarchies ServiceCenter has four supporting tables that are
self-referential; that is, some records are parents of other
- &l Comman Hierarchies records in the same table. The Hierarchy folder maps to
+@ Asset Hierarchy special tables that only exist in the RDS. In this case, the

+/@8 Location Hierarchy
+@8 Departrent Hierarchy

Asset, Location, Department, and Contact levels clearly

@ Contact Hierarchy display parent-child relationships. This facilitates OLAP

reporting, where you can drill down on these fields. By

default, 5 levels are defined. You can customize this, as

needed.

Timedimension Use this special generic Date-Time field for OLAP

drill-downs.
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ServiceCenter applications

Currently, the RDS supports five ServiceCenter applications.

= Change Management

= Incident Management

= Inventory Management

= Service Level Management
= Service Management

The ServiceCenter application folders all conform to a basic standard hierarchy.
Each main folder has three sub-folders: Dimensions, Measures, and Filters. See
RDS elements on page 77 for more information about the elements.

—al Serice Management

+@8 Serice Managemenf Dimension
+@ Serice Managemeht Measures
+@8 Serice ManagementEilters

Report writing basics

Before you start designing a report, you must determine the type of report you
want to create. To begin, answer the following three questions.

= Which AssetCenter or ServiceCenter application do you want to report on?
= Do you want a Base or OLAP report?

= Do you want to include historical data?

Which application?

This is straightforward. If you want information regarding calls, use Service
Management. If you want to track tickets, use Incident Management. If you are
looking for information regarding SCRs and tasks, use Change Management. For
assets, use Inventory Management. And for response time and outages, use
Service Level Agreement. To track assets, use Portfolio/Finance Management.
To manage contract expenses, use Contract management.
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Base or Online Analytical Process (OLAP)?

A base report is a typical display of data. Data is shown on a single record or a
group of records, and usually displays information in detail. Examples of a base
report show the full details, including notes, of an Incident, or show a list of all
computers sorted by network and domain. This is the most common report to
design.

OLAP reports deal with grouping and drilling. High-level information is
cross-referenced by one or more dimensions, allowing users to drill on any
dimension to show the information in greater granularity. For example, an OLAP
report can contain a cross-tabular table showing the number of calls made by
company and category, where the user drills down on company into
department and contact, and on category into subcategory and product type.

Include historical data?

When an updated record changes a key field (for example, contact name), the
RDS creates a new record rather than overwriting the old one. You can then
track changes and do reports on these updates. Old records are marked as
obsolete to distinguish them from the active data.

You must decide whether you want to exclude this historical data from your
report.

Note: In the Bl Portal 5.2 release, RDS is unable to keep historical and archived

data on AssetCenter Portfolio records. This includes assets, computers,
software installs, and portfolios with unique asset tags.
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5 Advanced Reporting Functions

CHAPTER

This chapter addresses the following advanced reporting functions:

= Who can use advanced reporting functions?
= Running ad hoc queries to create custom reports

= Finding additional information about Weblntelligence on page 98

Who can use advanced reporting functions?

To use the Weblntelligence Reporting application, your system administrator
assigns you user capabilities that grant you access to the application’s various
functions. The administrator can assign new capabilities if you need them.

Note: Only users with BI_Create or BI_Admin capability can create ad hoc
reports using the RDS universe.

Running ad hoc queries to create custom reports

To create a custom report, you build and run an ad hoc query in the
Weblntelligence Reporting application.

After you create a custom report, you can save it for personal use or publish it for
others to see. See Publishing reports on page 66 for more information.
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Note: You can migrate custom reports when you upgrade to a new release of BI
Portal. Refer to the Bl Portal Installation Guide for more information. After
upgrading, you must redesign custom reports referring to clock
management or root cause analysis attributes because of changes to the
universe file.

Using the Weblntelligence Reporting application

You can use the Weblntelligence Reporting application to build and run a query,
and to view and format the report that shows the information returned by the

query.
To use the Weblntelligence Reporting application to run a query:

1 From the Corporate Documents, Personal Documents, or Inbox
Documents page, click Create.

The Bl Portal Reporting application lists the universes that are available for
gueries and reporting. Your Bl Portal can have either or both of the following
two universes: rds for ServiceCenter and rds_ac for AssetCenter.

= Corporate Documents Search: [ [GiRefrash List
Personal Documents
e — 2 Available universes. This list was last refreshed: Jun 06 005 13:04:24.
Search W [Namea  [from  |[pate
Upload
Group Managsment ([ rds (rds) unvdarnain Jun 04 2005 13:42:45
User Management rds ac (rds_ac) unvdormain Jun 04 2005 13:41:43

Docurnent Management
Manage Addresses
Synchronize Users
Publish Base Documents
Scheduled documents

The following examples use the rds universe, which is only for
ServiceCenter data.
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2

Click rds.

The Weblntelligence Reporting application opens in a new window in Edit

Query mode. If prompted to download the java applet, click Yes.

Click Edit Query to edit an

executed query.

Click Edit Report to edit a
generated report.

OE- & |%Ecmuu

by [E] Edit Report

@ runcuery o |BD | D )

Query @@ﬁ 3 Add Guery | T | sB

Data | Propetties

|47 Result Objects

<

--& Related Revision Trac

T Sysmodcount
7 Sysmoduser
T Sysmadtime
W Calls Source
W Change Depend
T Incident Depend
¥ Related Root Causes
=&l Senice Management Meas
@ Call Count
@ Currently Open Callg
@ Currently Closed Calls
@ Call Handle Time (Secs)
@ Call Duration (Secs)
@ Ayg Call Handle Time (5
@ Awg Call Duration (Secs)
+(@8 Service Mgt Aggregate
+[&8 Outage Measures (Ser
+@ Contract Labor Measure:
+@ Contract Parts Measure:

=@ Clock Measures (Serv M

| >

report

T include data in the repor, select ohjects ir the Data tab and drag them here. Click Run Queryto return the data to the

7 Query Filkers

(3 &1l Objects O Hierarchies

To filter the query, drag predefined filters here or drag objects here then use the Filler Editor to define custom fiters.

3 query 1 ‘

3 From the Query Manager left pane:

Click
Run
Queryto
execute
the
query
and
create a
data set
on
which a
report
can be
based.

In the left pane, the Weblntelligence Query Manager includes all the objects
thatyou canincludein your query. Objects are grouped in classes, which are
similar to folders. If you do not see an object you want to use, open the
folders that contain the object. See RDS elements on page 77 for more
information about the types of objects in the Weblntelligence Reporting

application.

You can divide the report into subsections according to object categories,
or you can simply include objects and display their values in the report.

= Drag and drop the objects you want to include in your query to the

Result Objects pane.
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Note: While the new objects you added show up on the left pane, to see them
on the actual report, you must drag the object and place it on the right
location on the report in the right pane.

= Drag and drop filters to the Query Filters pane.

For example, the following query includes information about Service
Management calls: the Call ID, Severity, Owner, and Status. The query filters
only calls that are currently open from the GENERICOM company.

ODHE- | & i@Eumuaw Edit Report @ Runauery 5 |G (4D @)
Query @53 B add uery | 7 SR

{57 Result Objects

Data | Properties
7 callp I Severity 1 Owner 7 Status ‘

D Al
T Total Loss Of Senice
A Worked Time

=@l Call Contacts

e
T Company D

7 Department

7 Contact Name

7 Contact First Name
7 Contact Last Mame
7 Contact Email

7 Contact Location
7 Contact Phone

3 Contact Extension | | gy Fiters
7 Contact Fax

3 Contact Payroll Mo 7 Open Cals Oniy
7 Cost Center And 7 G I Ecpual to: GENERICOM
A Critical User Ompany Mame Ecual to:

7 Customer Referenc

7 Different From Con

7 Reported By Name

7 Reported By Phone v
b

<
@) Al Objects O Hierarchies

33 query 1

Hame of the company the customer works for

Note: The RDS is, by default, configured to keep historical entries for all records
updated in the system. You can use these to create tracking and change
reports. If you are not interested in historical data (that is, your report is
only concerned with statistics about the current state of the system), you
MUST add a filter to remove these extra records. If not, you will receive
multiple copies of certain records and your results will be skewed.

In the Filters folder for each major application, there are pre-existing
filters to remove historical records. Under Dimensions, Ignore Historical
Data will filter out old records from your dimension objects. Under
Measures, Ignore Historical Data will do the same for measure objects. To
prevent erroneous statistics, add these filters to any report you create.

= Click Scope of Analysis Pane to reveal the analysis pane. El
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If you want to allow drill-down in your reports, set the drop-down list to
the appropriate number of levels. By activating this feature, you can
allow users to drill into data for further analysis. For example, the
category field in ServiceCenter Incident Management is set to drill into

sub-categories.

Note: Adding levels to analysis slows report processing. Always set this to the

minimum level required.

4 Click Run Query to execute the query.

The report, based on your queries, opens on the right side of the form.

Edit Reportis highlighted after

you run the query.

O - (@ B2esmaeny | Edit Report

@ RefreshData 35 | B |48

Report [ (B # & & | | A7 |2 = = D Efviewstuoure Qonn page M 4 [ 1 b
Data | Templistes | Properties | Map e
-47 Document Report Title
=@l Query 1 - s
A CalllD
3 Owner Call ID Severity Owner Status
T Sewerity CALL1004 3 BOBE HELPDESK| Open - Idle
T Status CALLIONG 4 BOB HELPDESK| Open - Linked
(& Variables CALL1024 4 BOB HELPDESK| Open - Linked
CALLIO38 5 BOB.HELPDESK| Open - Linked
CALL10SS 4 BOB.HELPDESK| Open - ldle
CALL10E7 3 EBOE HELPDESK| Open - Idle
CALL10SE 4 EBOB.HELPDESK| Open - Linked
CALL1037 1 BOB HELPDESK| Open - ldle
v
< >
Report 1

Last Refresh Date: June §, 2005 2 44:35 PM

The Weblntelligence Reporting application is now in Edit Report mode.
Only those objects and filters included in the query are available in the
Report Manager, which is now in the left pane.

5 To change the information you see in the report, click Edit Query, and do

one of the following:

= Toadd objects, drag and drop from Query Manager to Result Objects
and Query Filters, then click Run Query.
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= Toremove objects, drag and drop from Result Objects and Query
Filters to Query Manager, then click Run Query.

= Tostart over, click the New Document icon.
= Build an entirely new query.

s Click Run Query.

Reformatting reports

After you create a custom report or generate a base report, you can change the
report’s appearance.

Use the Bl Portal Reporting application to perform simple reformatting tasks on
reports. For more information, see Editing a report in the Bl Portal Reporting
application on page 58.

To perform more advanced reformatting tasks, or to change the query on which
any report is based, use the Weblntelligence Reporting application.
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To edit a report in the Weblntelligence Reporting application:
1 Run a base or custom report.
2 Click Edit to open the Weblintelligence Reporting application.
In Edit Report mode, you can perform most of your report formatting tasks.

= Click the Properties tab to open the Report Format dialog box.

Report Properties icon: Enter a name and ——
description for the report. J‘ﬂ“m‘ Propets | wep|
Report Format

Report Format icon: Choose a — ~Background — @&
background color or skin, and hyperlink -
colors for Visited and Unvisited.

& Image (URLY () Skin
Report Page Layouticon: Select page size, URL:
orientation, and margins. Display: | Mormal v

Pasition: Lett v | Top v
Filters icon: Choose report filters to limit ~Hyperfinks ———————————©—
information displayed even further. Unvisted calor:  [Defaut

Yisited color: Drefauilt i~

Help
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= Click inside the report to open the Cell Format dialog box.

Cell Properties button: Specify cell
width, height, and other properties.

| Data | Templates| Froperties |M_ap|

TE Cell Format
Cell Format button: Select font, style, 7 — T
color, border, and other text properties. = ¥
< = | | Selected Cell b Reszet
. . A
Break Properties button: Create section 1A c
aﬂd page breaks when column values A o =
change. Reguier ¥ |10 ¥
. Undlerli
Sort button: Sort the reportin g e
descending, ascending, or default sort Stketirough
d g, g, [ wirap test L
oraer. Colar: Default v
“ertical: Default b
Horizontal: Default b

~Background ——@

Colar: Default w

v

= Right-click a column to display a cell formatting shortcut menu.

Clear Cell Conterts

Remove

Remaove Row

Remave Calumn

Farmat Mumber ...
Formula Toolkbar
Eclit Format
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Using drill downs and Scope of Analysis

An important step in optimizing reports is to establish drill-down settings.

To establish drill-down settings:

1 Select the fields and filters for your report.

2 From the Weblntelligence Reporting application, click Show/Hide Scope of
Analysis Pane to open the window where you configure drill-down

settings @ This example uses the rds_ac universe.

Query |E§|§]@1Auu query | T |

Data | Propertiss

=& rds_ac
—@&l Asset Centsr Common Objects
=&l General Hierarchies
+(d] Asset Hierarchy
+{& Modsl Hisrarchy
+(&] Brand Hierarchy
—&l Region Hierarchy
Region Hierarchy ID
Region Mame
Hierarchy Level
Region Hierarchy (Level 0)
Region Hierarchy (Level 1)
Region Hierarchy (Level 2)
Region Hierarchy (Level 3)
Region Hierarchy (Level 4)
Region Hierarchy (Level 5)
Region Hierarchy (Level B)
Region Hierarchy (Level 7)
Region Hierarchy (Level 8)
Region Hierarchy (Level 3)
+/& Employes Department Hisrarchy
+1& Contract Hisrarchy
aa g

Quuuuuuuugugagaa

[E3

(57 Result Objects

1 Region Hierarchy (Level 0)

@ Azzet Count

T Query Filters

filters:

To filter the guery, drag predefined filters here or drag objects here then use the Filter Editor to define custom

V&2 Scope of Analysis [None

4N

() All Objects () Hisrarchies
I

7 Region Hierarchy (Level 0)

J

You see all the drillable fields. Refer to the Hierarchy section of the Business
Objects documentation for more information about adding drill capability

to afield.
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The drop-down list has five settings.
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Level Description

None This setting only uses fields that have been added to the Result
Objects pane. Using the previous example, dragging Region
Hierarchy (Level 1) and Region Hierarchy (Level 2) to the Result
Objects pane automatically adds them to the Scope of Analysis.

Note: When in this mode, drills only go as far as the fields chosen in
the report. Activating the drill function on this report allows a
user to drill from Region Hierarchy (Level 0) to Region
Hierarchy (Level 1) to Region Hierarchy (Level 2), then stop. It
is NOT possible to drill to Region Hierarchy (Level 3), even if
the hierarchy in the universe allows it. This is the only setting
that enforces this restriction.

Query E@E B adeouery T <R

Data ‘ Froperties|

47 Result Objects

- &7 rds_ac ~ “J Region Hierarchy (Level 0) | & Asset Court ] “IRegion Hierarchy (Level 1) | =1 Region Herarchy fLevel 2)]
~ @l Agset Center Common Objects
=@l General Hierarchies
+@ Asset Hierarchy
+@ Modsl Hierarchy
+@ Brand Hierarchy
=@l Region Hierarchy
7 Region Hierarchy D
7 Region Name
T Hierarchy Level
7 Region Hierarchy (Level 0)
7 Region Hierarchy (Level 1)
egion Hierarchy (Level 2
3 Region Hisrarchy (Level 3 T7 G
7 Region Hierarchy (Level 4
7 Region Hierarchy (Level 5)
7 Region Hierarchy (Level 6)
7 Region Hierarchy (Level 7)
7 Region Hierarchy (Level 8)
7 Region Hierarchy (Level 9) 1 Reion Hierarchy (Level DJl 1 Region Hierarchy [LEVEH)‘ <3 Region Hierarchy (Level 2
+@ Employee Department Hierarchy
+{@ Contract Hierarchy

T fiter the query, drag predefined filters here or drag objects here then use the Filter Editor to define custom
filters.

78 Seope of Analysis |Hone ~|

@) Al Chjects ) Hierarchies
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Level

Description

One Level
Two Levels
Three Levels
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Select this option to automatically add fields to the Scope of Analysis
for all hierarchies defined in the universe. Fields shown in white also

exist in the Result Objects pane. Those in grey are added only to the
Scope of Analysis.

Query [@@E B ad query | T <R
Dala" Propertiss

=87 rds_ac -~
~ @l Agset Center Common Objects
=@l General Hierarchies
+@ Asset Hierarchy
+@ Model Hierarchy
+@ Brand Hierarchy
=@l Region Hierarchy

7 Region Hierarchy ID

1 Region Name

7 Hierarchy Level

I Region Hierarchy (Level 0)

7 Region Hierarchy (Level 1)

7 Region Hierarchy (Level 2)

7 Region Hierarchy (Level 3)

3 Region Hierarchy (Level 4) Tofilter the gquery, drag predefined filters here or drag objects here then use the Filter Editor to define custom

7 Region Hierarchy (Level &) filters.

7 Region Hierarchy (Level 6)

7 Region Hierarchy (Level 7)

7 Region Hierarchy (Level &)

7 Region Hierarchy (Level 9
+{@ Employes Department Hierarchy
+@ Contract Hierarchy

=

47 Result Objects

1 Region Hierarchy (Level 0) | @ Asset Court

¥ Query Fiters

J8 Scope of Analysis

71 Region Hierarchy (Level 0) | 7 Region Hierarchy (Level 13| -3 Reaion Hierarchy (Level 2)

) &l Objects O Hierarchies

For example:
Selecting One Level adds Region Hierarchy (Level 1).

Selecting Two Levels adds Region Hierarchy (Level 1) and Region
Hierarchy (Level 2).

Selecting Three Levels adds Region Hierarchy (Level 1), Region
Hierarchy (Level 2), and Region Hierarchy (Level 3).

Note: When in this mode, users can continue drilling beyond the
fields listed here. When they reach the end of the list, they are
prompted for further queries because the report needs to
retrieve information not included in the original query.

Extend the Scope of Analysis

=

Select the dimensions you want to analyze.
Select filters to apply them to the query.

This drill requires additional data

Region Hierarchy

@ pegion Hierarchy (Level 0)
© [T Region Hierarchy (Level 0) = Americas

@ pegion Hierarchy {Level 1)
| [T Region Hierarchy (Level 1) = USA

@ pegion Hierarchy (Level 2)
[T Region Hierarchy (Level 2) = California

@ pegion Hierarchy (Level 3)
& Region Hierarchy (Level 4)
@ Region Hierarchy (Level 5)
B pegion Hierarchy (Level 6)
& pegion Hierarchy (Level 7)

@ pegion Hierarchy (Level 8)

aaaaan

@ Region Hierarchy (Level 9)

Run Query Cancel




Level Description

Custom Select this option to drag and drop fields on to the Scope of Analysis
pane to establish customized drills. You automatically switch to this
mode if you add or remove an object from this area.

For example, you can drag Region Hierarchy (Level 4) to the right of
Region Hierarchy (Level 0). This creates a drill that skips the
intermediate levels.

Note: When in this mode, users can continue drilling beyond the
fields listed here. When they reach the end of the list, they are
prompted for further queries because the report needs to
retrieve information not included in the original query.

Choosing a method

The setting you select depends on your specific circumstances. Setting scope to
None prevents your users from seeing complex prompts, but may deny access
to potentially valuable levels of granularity. Including all levels of your
hierarchies in the scope gives your users full potential, but each new analysis
item adds another field to be queried and grouped by. This can have a negative
effect on performance.

For best results, do the following:

= Always check the Scope of Analysis pane when creating or altering a query.
Purge any unnecessary fields that may remain from previous experiments to
prevent querying of unwanted data.

= Setthelevel of your scope appropriately to the data. If a particular hierarchy
almost never goes beyond three levels, add these levels to the scope and set
the mode to None. If the data goes to the sixth level, but your average user
is only concerned with the first three, set the scope to Three Levels, leaving
open the option to go further, without bogging down your typical user with
unwanted data.
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Finding additional information about Weblntelligence

The Weblntelligence Reporting application is a very complex and powerful
guery and report generation tool. This guide demonstrates only a small subset
of the functions that are available when building and running queries, and
formatting reports. For complete information about the Weblntelligence

Reporting application, click the Help icon within WeblIntelligence or refer to the
Weblntelligence User’s Guide.
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User Exercises

APPENDIX

This appendix includes exercises that demonstrate how to perform tasks in Bl
Portal. The examples use the rds universe and ServiceCenter base reports. The
goal is to show you Bl Portal features and functionality, including:

= Accessing report data
= Creating and formatting reports
= Analyzing data
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Accessing report data

This section presents a set of tasks that demonstrate how you access report
data.

How to access report data:

1 Login to Bl Portal and click the Reporting tab to open the Reporting
application.

2 From the Document Groups drop-down list, select Inventory Mgmt.

Click the Document Properties icon beside Categorization of Unavailable
Assets to view the properties of this report.

Document Properties

Name: Categorization of Unavailable Assets
Description:

Document Group: Inventory Mgmt

Keywords:

Back to Document List

3 Click Back to Document List to return to the document list.

4 Click Categorization of Unavailable Assets to run the report.
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5 Scroll to the Corporate Headquarters table and sort the Asset Name column.

a

Brazilian Office

Asset Priority Contact Name

Corporate
Asset Name X
[TrainPC 03
SusiePC
FRGM Serve
HohnPC
HoePC
HendoPC
DD-000002
DavidHPC | Z

Al
Replace
Remave

et az section
SWap axes
Turnto...
Faormat cell
Filter by ...
Sort

Calculations

-

HERRERA, JOSE

Type
computer

DiavePC

[Marmal

Contact Name Type Asset Tag

IWCEVEDD, JUAR computer D-18924

SUPERTECH, SUSIE |computer

OCOMMELL, STACY  |computer 26938635

EDWVWARDS, JOHM computer L-89321

EMPLOYEE, JOE computer L-89341

totoo e FER icomputer

Defaut | tisplaydevice |pD-000002

[#) ascendng  |HD [computer  |c-D00012
Descending D |computer

User Guide

Hold the cursor over the column or title and right-click to open the
interactive menu.

b Click Sort > Ascending to sort the names from the shortcut menu.

6 Click Refresh to synchronize with current data in the database and
recompile the report.

When you schedule a report to run automatically, you can specify how often
you want to refresh the report. See Scheduling reports to run automatically
on page 67 for more information about scheduling reports.

7 Click View in PDF to open the report as a PDF file.

a

b Click Refresh to refresh the data.

The PDF format is static and is used for printing.

Click View in HTML to close the PDF and re-display the report in HTML
format.

The HTML format of the report that opens in your browser is dynamic
and its data can be refreshed.

Accessing report data | 101



8 C(lick Maximize to open a new instance of the browser with the report
displayed in full-screen mode.

Because you open a new instance of the browser, you can leave the report
open in Maximize mode and view multiple reports at one time.

9 Click Close to return to the report.
10 Click Back to display the entire document list.

Note: The browser Back button takes you to the previous page. The Back option
at the top menu of the report takes you to the document list.

Creating and formatting reports

This section describes how to create a Closed Tickets by Severity query, format the
report, generate a report based on the query, and add a chart.

Creating a query

You create a report by defining what objects you want to query. You move the

objects from the Query Manager to the Results Objects pane and Query Filters

pane.

To create a query:

1 Login to the Bl Portal Reporting application.

2 C(lick Create.
The Bl Portal Reporting application displays a list of all available universes.
See Universes, classes, and objects on page 40 and the Weblntelligence
User’s Guide for more information.

3 Click rds to select the RDS universe.
By default, the Edit Query page opens in the WeblIntelligence Reporting

application. See Understanding the structure of the RDS universe on
page 76 for more information about the Weblntelligence Query Manager.
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4 From the Weblntelligence Reporting application, do the following.

From Query Manager, expand Drag this object Drop to this pane
Incident Management > Incident Incident Number  Result Objects
Management Dimensions > Incident Severity
Details Owner Name

Close Time
Incident Management > Incident Company Result Objects

Management Dimensions > Incident
Details > Incident Contacts

Incident Management > Incident Incident Count Result Objects
Management Measures

Incident Management > Incident Closed Incidents Query Filters
Management Filters Only

5 Create afilter that prompts users to specify a minimum Close Time.

a Drag and drop the Close Time object in the Result Objects pane to the
Query Filters pane.

The Weblntelligence Reporting application opens the Filter Editor

dialog box.
2 Filter, Editor
% Editing Query Filters
Filtered Object Prompt text:
T Clase Tirne | Close Time Greater than:
Operator
Greater than b Prompt with List of Yalues 7] Select onby From list
Operand Type Keep last value(s) selected
() Constant
O value(s) fram list Cloge Time ”~ Value(s) Selected
(%) Prompt ] o | |
TI72003 3:24:59 PM
TI72003 54017 P
71552003 5:17:05 AM
TI52003 502612 Ad o
| ¢4
[] Advanced filter Refresh List
[ OF ] [ Cancel ] [ Help ]

From the Operator drop-down list, choose Greater Than.
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In Operand Type, select Prompt.

Select Prompt with List of Values, Keep last value(s) selected, and Set
default value(s).

In the Values Selected field, type a Close Time default value for the filter
to use in case the user does not enter a value when prompted.

This example shows a default Close Time of 7/7/2003 3:24:59 PM. If the
user does not enter a Close Time when prompted, the query will return
information about only those Incidents with a Close Time later than
7/7/2003 3:24:59 PM.

b Click OK.

The Result Objects and Query Filters panes in the Weblntelligence
Reporting application contain the following objects.

A Result Objects

71 Incicent Mumber | 71 Severity 1 Crwvner Marne 1 Comparry | & Incident Court

" Query Filters

F Closed Incidents Cnly

1 Incident Detailz Close Time Grester than ("Cloze Time Greater than:")

And

6 Click the View SQL button to examine the SQL code that you generated. |«
The SQL Viewer contains the SQL that executes when you run the query.

7 Click Close in the SQL Viewer when you are satisfied with the SQL code.
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Formatting a report

You can customize a report’s appearance by changing the cell and table
formats.

To format the report:
1 Using the query in Creating a query on page 102, create a section.

a Click Edit Report to switch to Edit Report mode.

b Dragand drop Owner Name above the table to create a section.
Report sections repeat once for each unique value. When you drag a
field over to the left top side, you automatically create a section. If you
do not want an object in the section, drag and drop it to the Report
Manager on the left to remove it, and then delete the section.

2 Make the Owner Name section delineator into a section header.

a Click the Owner Name box above the table to highlight it.
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b Click the Properties tab in Report Manager to open the Cell Format
dialog box.

Data | Templates | Properties | map

Cell Format
| ~ApplyTo —— €4

Selected Cell % Reset

-~ Text

B2l R 0

Fort: Arial M

<

Regular % | 10

|:| Underline

[ strikethrough

|:| Wirap text |
Colar: Defaultt M
Wertical: Defaultt M
Horizartal: Defaultt M

~Background ——@

Colar: Default w

v

¢ Inthe Cell Format dialog box, specify the font, color, and other
properties of the section header.

3 Sort the report on the Severity column.

a With the Properties tab in the Report Manager selected, click the
Severity column to highlight it.

A
b From the menu bar, click Sort. <

¢ Inthe Sort options, click Ascending.

4 Create a break on the Severity column.
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Note: Whenever the value of a column with a break changes, a blank row and a
new title bar are inserted to highlight the changed value. Breaks are used
only on sorted columns.

a With the Properties tab in the Report Manager selected, click the
Severity column to highlightit.

o

b From the menu bar, click Break.
5 Create a count on the Incident Count column.

a With the Properties tab in the Report Manager selected, click the
Incident Count column to highlight it.

b From the menu bar, click Insert Sum and choose Count from the list.

= Min
=X Max
“F Percentage

6 Move the cursor into the table area to highlight the table.

Note: There is an empty row that has Count: on the left side. Now that you have
the summary option on the Incident count column, it is safe to delete this
row. To delete the row:

a Click Count: in the empty row to highlight it.

b Right-click to display the menu.

Click Remove Row to delete the row.

(@]

7 Format the table with alternate row coloring.
a With the Properties tab in the Report Manager selected, move the

cursor near the table, but not within it, so that a border surrounds the
table.
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b Click to highlight the entire table.
Note: If you click within the table, you select a single field.

The Table Format dialog box opens.

| Data | Templates| Propeﬁies»'|

Table Format
~Background ———&—

& Image (URLY () Skin
URL:

<ok

T
o
(4

ol =
wi

@

Dizplay: Marmal M

Pasition: Lett v | Top v

- Alternate Row/Column Colors —@&—

Freguency: !
Colar: .
~Border —————@—

Apply to all sides

Help |

¢ Inthe Frequency field, select 2 to alternate every other row.
d Choose a color to use in alternate rows.
Generating a report
After you define your query requirements, you are ready to run the report.
To generate a report:

1 Using the example in Creating a query on page 102, click Edit Query.

2 Click Run Query to run the query and generate a report.
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I UserGuide
Adding a chart

Whenyou run the query, you see the report in View Results mode. To change the
report, you first must switch to the View Structure mode.

1 Run areport (see the previous section, Generating a report).
2 Click View Structure to toggle to View Structure mode.
You create new charts from View Structure mode.
3 To create a bar chart, do the following:
a Click near, but not inside, the table structure to highlight it.

b Dragthe table structure to a lower location on the screen to make room
for a chart.

¢ C(lick the Templates tab in the Report Manager.
d Click Charts > Bar > 3D Bar.

e Dragand drop the 3D Bar object to the space above the table structure.

Flace measure Flace dimenzion
ohkjects here, objects here
[optional).

Place dimension ohjects here.

f Click the Data tab in the Report Manager.

g Dragand drop the Severity object from the Report Manager to the
portion of the bar chart labeled Place dimension objects here.
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h Drag and drop the Incident Count object from the Report Manager to
the portion of the bar chart labeled Place measure objects here.

i  Click View Results to display the bar chart and reports.
4 Change the chart from a bar chart to a pie chart.
a Click the Templates tab in the Report Manager.
b Expand the Pie folder.
¢ Drag and drop the Pie object to the chart.
The chart becomes a pie chart.
5 Add a blank cell that contains a title for the report.
a Expand the Free-Standing Cells folder.
b Expand the Formula and Text Cells folder.
¢ Drag and drop the Blank Cell object to the report, above the pie chart.

d Re-size the blank cell and center it on the report. When the blank cell is
highlighted, the Formula Editor is available.

[peix ] ||

e Type Closed Tickets by Severity as the title for this report.

v
f Click Validate to insert the title into the blank cell. D
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6 From the menu bar, click the down-arrow beside Save to open the Save
menu.

= -

Save as a corporate document... )

Save as a personal document ...

Save to my computer as ]

7 Choose Save as a personal document, type a name, and click OK.

Analyzing data

This section describes how to create and view Online Analytical Process (OLAP)
reports. These reports, which deal with grouping and drilling, present high-level
information that s cross-referenced by one or more dimensions. You drill on any
dimension to show the information in greater granularity.

Creating an OLAP report
Follow these steps to create an OLAP report where you can drill into the data.

1 Inthe Bl Portal Reporting application, click Create.

2 Inthe Weblntelligence Reporting application, create a new query that
contains the following objects.

Drop to this
From Query Manager, expand Drag this object pane
ServiceCenter Common Objects > Level 0 Name Result Objects
Common Hierarchies > Location Hierarchy
Service Management > Service Call Count Result Objects
Management Measures
Incident Management > Incident Incident Count Result Objects
Management Measures
Inventory Management > Inventory Asset Count Result Objects

Management Measures
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3 Create a new table block by copying the existing one.
a Click Edit Report.

b To create a new table block, drag and drop the Objects folder in the
Report Manager to the report, below the existing table block.

4 Draganddrop one or both table blocks to align them and to make sufficient
space for a bar chart.

5 C(lick the Templates tab in the Report Manager.
a Expand the Charts folder.
b Expand the Bar folder.

¢ Drag and drop the Vertical Grouped object to the table block that you
want to change into a bar chart.

d Click the bar chart to select it.

6 Click the Properties tab to open the Chart Properties dialog box.

Templates | Properties |

Chart Properties
Hame ©

| Blocks |

Size <
Wicith: 7Hom
Height: 6.1 cm _1
Display <

|:| Avoid duplicate rov aggregation
Shaowy chart when empty

|:| Axiz legend

[ 30 look

Help
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7 Check Axis legend and 3D look.

8 C(lick Edit Query > Run Query to execute the query and generate the report
and bar chart.

9 Hide X-axis and Y-axis labels.
a In Edit Report mode, right-click the chart and choose Edit Format.

b Fromthe Apply To drop-down listin the Chart Format dialog box, select
X Axis Label.

¢ Clear the Show Object Name check box.

d From the Apply To drop-down list in the Chart Format dialog box, select
Y Axis Label.

e Clear the Show Object Name check box.

10 From the menu bar, click the down-arrow beside Save to open the Save
menu.

= -

Save as a corporate document... )

Save as a personal document ...

Save to my computer as ] |
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11 Choose Save as a personal document.

-2 Save to Personal Documents

@ Personal Document

Document Properties

Mame: OLAP REpDFﬂ bt
Description:
Categories: [ pranbip_AC-ADHOC

Keywards:

Document Options

|:| Refresh on open

[ OF ] [ Cancel ] [ Help ]

a Type OLAP Report in the Name field.

b Click OK.

Viewing the OLAP report
After you run a report, you can drill to the next level of information to view
additional data that is not initially displayed when you view a document. See
Drilling into the report on page 53 for more information.
To view the OLAP report:
1 Login to Bl Portal.

2 C(lick Personal Documents > OLAP report to open the report that you
created and saved (see Creating an OLAP report on page 111).
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3

Click Drill.

The values in the report are now underlined hyperlinks.

Level 0 Name Call Count Incident (|

WCWE 46

GENERICOM | 74|

PR‘E Drill Dovwen to Level 1 Name)

Dorill L

Drill By

Al

Replace
¥ Remove

Sort 3
E  Calculations 3

Down is the next lower level field.

Extend the Scope of Analysis

%

Select the dimensions you want to analyze,
Select filkers to apply them to the query,

This drill requires additional data

Location Hierarchy

B Lavel 0 Name
* I Level 0 Marme = AcME

& Level 1 Name
7 & Level 2 Name
[T & Level 3 Name
[T & Level 4 Name

M a Location Name

Run Query Cancel

a Todrilldown, hold the cursor over a hyperlink field and click Drill Down
to Level 1 Name from the shortcut menu.

b To drill further, select a Level or Location Name and click Run Query.

Note: You drill up by levels. When you reach the second-highest level, the
context screen does not provide a selection option because only the
highest level remains. For example, the location levels might be
Continent, Country, State, County, City. If you are at the Country level, you
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Bl Portal

do not see the option to select Continent because by default, that is the
only level to which you can drill up.

¢ Todrill up, do one of the following:

= Hold the cursor over a hyperlink field and right-click, then select
Drill Up to Level 0 Name from the shortcut menu.

= Click the up arrow in the column title.

Level 1 Name }

ACKWE HQ

ASIA HOQ

4 Tosortthereportbyacolumn, hold the cursor over the column or title, then
right-click and select Sort > Ascending (or Descending) from the shortcut

menu.
Level 0 Name Call Count Incident Count Asset Count
ACME 46 32 14
GEMERICOM 74 a1 4
PRGN Add G544 a1 47
Replace
¥ Remove
S Fitter by .
700 | Sart » Defaut
ggg T Calculations  » %l Ascending
400 il Descending

5 Tofilter the reportand display only specified values, hold the cursor over the
column, then right-click and select Filter by from the shortcut menu.

6 Click End Drill to return to the report.
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B Base Reports for ServiceCenter

APPENDIX

This appendix contains the base reports and displays the queries using sample

data.

The following table contains some of the navigation features in these reports.

Navigation feature

Icon

Description

Banner

Hand

Magnifier icon

| Title

H 4 page 2 } N|

e}

The banner at the top of the report
contains the report name and page that
you are viewing. Click the triangles to
the right and left of the page number to
advance and go back one page at a
time. Click the left-most triangle to
return to the first page; click the
right-most triangle to go to the last
page.

Right-click the hand at any location to
open the interactive menu.

When you are at the lowest level of the
hierarchy, the hand does not appear.

When not in drill mode:

Click the magnifier icon to drill
through to another report.

Click the tabs at the bottom of the
report to view the report data by
different fields.

Use the browser Back button to
return to the original report.

Use the Back option on the report to
return to the Corporate Documents
list.
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Navigation feature Icon Description
Report tabs | : Tabs are underlined text at the bottom
[exDepariment By Redion] o tha report. Click the tab to view the
report.
Underlined text or When in drill mode:
numbers in tables -

Click the underlined area to drill
down one level.

14 Click the arrow beside the area to go
up one level.

Note: Underlined information in a
table cell indicates that you can
drill down to another level.

Up arrow When in drill mode, go up one level in
the hierarchy.
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Base reports for Change Management

These reports provide information to help you manage change requests in your
organization.

Change Cost Analysis

This bar chart lists differences between expected and actual costs for changes, grouped
by Company.

Change Cost Analysis
Data last refreshed on: 8/22/04 11:55:00 A

Average Difference Between Expected and Actual Costs

-20

-30

-40

-60

ACME PRGN

Failed Changes

This report provides a detailed listing of all Changes that were backed out or given an
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incomplete Completion Code.

Failed Changes
Data last refreshed on: 7/7/04 2:35:10 PM

Change Number: C3

Description: (none)
Category: RFC

Planned Start: g 5, 2003 12:00:00 Ph
Current Phase: RFC Implementation Approval Status: approved

Closing Comments:

==

none)

Reason Marked As Failed: Backed Out
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I JRSiCtide
Tasks Under Change

This report provides a detailed listing of all Tasks under the user-specified Change
number.

Tasks Under Change C11
Data last refreshed an: 7704 2:39:42 PM

nstall 1S and update patches.

Planned Dates:  Jul 10, 2003 S:00:00 AM - Jul 11, 20035 12:00:00 P

Category: Installation Requested By:

Priority: 1 Contact Hame:

Current Phase:  [nstallation Coordinator: TS M AR & GER
Risk Level: 3 Assigned To: LAR SUPPORT 1
Status: clozed

nstall local web server.

Create uzer profiles and access rights to wesite.

Planned Dates:  Jul 10, 2003 5:00:00 A0 -~ Jul 11, 2003 1 2:00:00 P

Category: Security Requested By:

Priority: 1 Contact Hame: MUSER:, &L

Current Phase:  Security Coordinator: MLH MANAGER

Risk Level: 3 Assigned To: SYSTEMS SUPPORT 2
Status: clozed

nstall local web server.
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Base reports for Incident Management

These reports provide information to help you manage service call incidents in
your organization.

Incident Closure Analysis

This report is a bar chart summary of closed incidents based on one of the following
fields: Assignment Group, Category, Cause Code, Closed Group, or Resolution.

Incident Closure Analysis
Grouped By Assignment Group
Diata last refreshed on: 77704 2:40:37 PM

Covsenanmes | ovsaene | ucusecose | ivciosesion | ousassusen |

[Click the buttons above to change the grouging field)

Closed Incidents
2
28 Close Date
@ 200307
24 W 200308
0 200308
20 [ 20030
1® W 200311
O 2003112
12 W 2004/01
O 20042
8 m W 2004/03
W 200404
4 B J]]]IIL O 2004/05
o Lmmmm | omomm [ (TN | | momm |
CLIENTSEGURITY  FACILITIES LANSUPPORT TELECOMS
DEFAULT HELPDESK SOFTWARE TRAINING
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j User Guide

Incident Cost Analysis

This report provides a pair of bar charts listing the Parts and Labor costs associated with
Incidents. These costs can be grouped based on user selection by Company, Location,
Assignment Group, Category, or Cause Code.

Incident Cost Analysis
Grouped By Company
Data last refreshed on: 4/11/05 10:46:50 Ak
[ oucussory | ocomn | owtosaion | scsomens | ovcaueecons
[Click the buttons above to change the grouping field)
Incident Part Costs

ACME

Year

O 2001

GENERICOM W 2002

;l [0 2003

O 2004

0 10,000 20,000 30,000 40,000
Incident LaborCosts

ACME

Year

O 2001

GENERICOM W 2002

O 2003

O 2004
PRGN

0 200 400
Incident Cost Analysis
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Incident Management Ad Hoc Crosstab

This crosstab report is a summary of all open Incidents grouped by any two of the
following user-selectable fields: Assignment Group, Category, Company, Location, and
Severity.

Incident Management Ad Hoc Crosstab

Grouped on Company and Assignment Group
Data last refreshed on: 7/7/04 2:42:32 PM

(Click onthe buttons above to change the grouping fields )

GENERICOM PRGN

CLIENT SECURITY
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Base reports for Inventory Management

These reports provide information to help you manage assets in your
organization.

Assets by Age

This report displays a line graph with a table and is an analysis of the outage costs over
time for all assets, grouped by the amount of time since installation.

Assets By Age
Data last refreshed on: 7704 3:14:39 PM
700 to 799 days old
Incideni Oulage Coslis Over Time
320,000
o

280,000 o

240,000 iy

200,000 =

160,000 - Subtype

a O Desktop
120,000 {1
80,000 =
o
40,000 O
0 —o
200307 200309 200311 200401 200403 2004/05
200308 200310 200312 200402 200404
Subtype Qutage Month Outage Costs|
Diesktop 2003407 0
Desktop 2003103 531 B30
Desktop 200309 £59,040
Desktop 2003410 o0 720
Deskiop 200311 $122 400
Desktop 2003412 5149 760
Desktop 200401 5175 680
Desktop 200402 §205 920
Desktop 200403 §237 B00)
Deskiop 200404 $266 400
Desktop 200405 $253 030
Sum: $1,637,280
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Categorization of Unavailable Assets

This report displays a bar chart with a table and is a summary of unavailable assets (due
to repair, upgrade, or move) grouped by type.

Categorization of Unavailable Assets
Data last refreshed on: 8/10/04 2:11:52 P

Unavailable Assets By Type

9

8

7

6 Subtype
O Desktop

5 B Hub

4 0 Laptop

3 0 Maonitor
| Server

a1 —

—H Hi [] []

0

computer displaydevice networkcomponents
ACME

Asset Priority Contact Name Type
ACME PC 0016 Marmal IR, JOMATHOMN  |computer ACK-LPT-0016

Asset Priority  Contact Name Type
ACMEsemwedl02 Maormal MUSER, AL computer

PRGN

Brazilian Office

Asset Priority Contact Name Type
Josel PT Mormal HERRERA, JOSE computer L-000012

Corporate Headquarters

Asset Name Asset Priority Contact Name Type Asset Tag
DavePC Mormal HEMMNESEY, DAVID  [computer

DavidHPC Marrmal HEMMESEY, DAYID  |computer C-00o012
DD-000002 Mormal MANAGER, MAX displaydevice [DD-000002
JendoPC Marrmal JOHMNSOMN, JEMNIFER|computer

JoePC Marmal EMPLOYEE, JOE computer L -89341
JohnPC Mormal EDWWARDS, JOHN computer L-89321
PRGN Sereer 0001 [CRITICAL OCONMELL, STACY  |computer 7 2653863-5
StacyPC Marmal OCONMELL, STACY |computer C-23190
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Recurrent Qutages

This report displays a pair of bar charts that summarize asset downtime,
cross-referenced once by Asset Type and Vendor, and again by Model over time.

Recurrent Outages
Data last refreshed an: 81304 3:29:04 P

Number of Outages by Asset Type and Vendor

240

computer
displaydevice osh
furnishings MI efalﬂ.?ﬂb
handhelds ‘ ‘ 1=1 r%r?ﬁ.&merica
- ) Decision Cne
officeelectronics V Compag
compa
telecom AT&T Sypstgms
Total Outages by Model
80
70
60
50 L Qutage Quarter
O 2003 Quarter 3
40 W 2003 Quarter 4
[ 2004: Quarter 1
o [0 2004: Quarter 2
20
| i I
UJE_ l]lj]:l_ |1 | OOt | (D | | [ | [ |
N
R T A S s
CJ\@.Vﬁ%r@\Q@QQ\&@&\A@\
A Qg %, Q ﬁ
2 \?ﬁ
S
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Base reports for Root Cause Analysis

These reports provide information to help you manage incident root causes.

Root Cause Analysis Recommendations

This table, grouped by category, displays all Incidents NOT associated with a root cause.
Any category comprising more than the user-specified percent of those tickets are
flagged as recommended for Root Cause Analysis.

Root Cause Analysis Recommendations
Threshold of 10%
Data last refreshed on: 8/5/04 4:37:14 PM

Category Subcategory Percentage Recommendation
business applications  |client dependent 7.92% Mot Required

business applications  |[enguiry 0.29% Mot Reguired

client system hardware 16.72%|Analysis Recommended
client system software 16.72%|Analysis Recommended
Enguiry business applications 1.61% Mot Required

enguiry client system 1.91%|Mot Reguired

netwiork lan 4.11% Mot Reguired

network remate communications 3.67% Mot Required

netwiork wan 0.59% Mot Reguired

other client dependent 3.52% Mot Required

printing consumables 3.23% Mot Required

printing hardware 3.52%|Mot Reguired

printing software 1.61% Mot Required

security wvirus infection 3.23%|MNot Required
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Root Cause Cost Analysis

This table is a listing of the Parts and Labor costs for all Incidents associated with root
causes, grouped by cause.

Root Cause Analysis Recommendations
Threshold of 10%
Data last refreshed on: 8/5/04 4:37:14 P

Category Subcategory Percentage Recommendation
business applications  |client dependent 7.92% Mot Reguired

business applications  |[enquiry 0.29% Mot Required

client system hardware 16.72%|Analysis Recommended
client system software 16.72%|Analysis Recommended
enguiry business applications 1.61%|Mot Reguired

Brguiry client system 1.91% Mot Reguired

network lan 4.11% Mot Required

netwiork rermate communications 3.67%|Mot Reguired

network wan 0.59% Mot Required

other client dependent 3.52%|MNot Required

printing consumables 3.23% Mot Reguired

printing hardware 3.52% Mot Required

printing software 1.61% Mot Reguired

security virug infection 3.23% Mot Required
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Base reports for Service Level Management

These reports provide information to help you manage service level agreements
(SLA).

Economic Impact of SLA Failures

This report displays a pair of bar charts listing the time and money costs incurred by
assets that suffered downtime in excess of SLA thresholds, grouped by SLA name.

Economic Impact of SLA Failures
Data last refreshed on: 7/3/04 10:00:30 A

ACME Phone Protection Plan

Unplanned Downtime (Hours)

240
200 1 M i M Logical Name
160 B 1RO O O ) A | 8 ACME >hone 0001
B ACME =hone 0002
120 HH 51l mi H 3l m B B O ACME =hone 0003
50 NI O O A | 0 ACME >hone 0004
B ACME Zhone 0005
40 HH HiR H HIHIH H H O ACME Zhone 0006
0 A S N L A Qb-_ P
S PP 8 GG TG
S S S S S S S Sl

Cost of Excess Downtime

2,800,000
2400.000 Logical Name

2,000,000 @ ACME Zhone 0001
1,600,000 B ACME =hone 0002
O ACME =hone 0003
1,200,000 0 ACME 2hone 0004
500,000 B ACME “hone D005
400,000 0 ACME “hone D008

0
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Service Contract Cost Analysis

This table lists each Service Contract, and the monthly Parts and Labor costs for each.

Service Contract Cost Analysis
Data Refreshed On 8/24/04 3.27:06 PM

PRGN VIP SERVICE

200307 715
200308 315
200309 765
200310 7E5
2003511 914
2003412 g0
200401 7ES
200402 765
200403 805
200404 930
200405 305
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B Fo] I
SLA Availability Successes

This report contains a line graph and stacked bar chart with measurements of
how well SLA availability requirements have been met.

SLA Availabhility Successes
Data Refreshed On 3/10/04 2:22:12 PM
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SLA Response Time Successes

This report is a line graph with measurements of how well SLA response times have
been met.

SLA Response Time Successes
Data Last Refreshed On /404 3:41:03 PM

ACME Bronze

Overall Average Success Rate (%)
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Base reports for Service Management

These reports provide information to help you manage service calls in your
organization.

1st Call Resolution Report by Operator

This report displays a line graph and 3-D bar chart of an analysis of the percentage of
calls solved without creating Incidents or Changes.

1st Call Resolution Report: By Operator
Data last refreshed on: 7704 3:30:41 PM

Issues Resolved on the First Call Over Time
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I
Call Efficiency Report

This bar chart displays an average of the phone call time based on one of the following
fields: Asset Type, Assignment Group, Category, Company, Location.

User Guide

Call Efficiency Report

Grouped By Asset Type
Data last refreshed on: 7/30/04 2:18:29 FM

[ Click the buttons above to change the grouping field)

oussssi s | ovsssmmen | ~ovcusaans | “ovcoman | “oviomen |
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Calls Opened by Department and Asset Type

A bar chart, pie chart, and 3-D bar chart display a summary of the number of calls in the
system cross-referenced by the Department making the call and the type of Asset

involved.

Calls Opened By Department And Asset Type
Data last refreshed on: 7/8/04 3:48:18 Al

7.14%

21.433&@ W Network C...

Executive Prof. Svcs. R&D Support
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20
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Executive
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Office Elec.
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Prof. Bves.

R&D

Support Computer
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Service Management Ad Hoc Crosstab

This report is a crosstab summary of all open Calls grouped by any two of the following
user-selectable fields: Assignment Group, Category, Company, Location, and Asset
Type.

Service Management Ad Hoc Crosstab
Grouped on Company and Asset Type
Data last refreshed on: 8/19/04 4:24:08 PM

Horizontal Axis: Asset Type Category Company

(Click on the buttons to change the grouping fields )

ACME GENERICOM PRGN

computer
displaydevice
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officeelectronics
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Base Reports for AssetCenter

APPENDIX

This appendix contains the base reports and displays the queries using sample
AssetCenter data.

The following table contains some of the navigation features in these reports.

Navigation feature Icon Description

Banner

The banner at the top of the report
contains the report name and page that
you are viewing. Click the triangles to
the right and left of the page number to
advance and go back one page at a
time. Click the left-most triangle to
return to the first page; click the
right-most triangle to go to the last
page.
Hand Right-click the hand at any location to
‘llb open the interactive menu.

When you are at the lowest level of the
hierarchy, the hand does not appear.

|Title H 4 page 2 } N|

Magnifier icon Iﬁ When not in drill mode:

Click the magnifier icon to drill
through to another report.

Click the tabs at the bottom of the
report to view the report data by
different fields.

Use the browser Back button to
return to the original report.

Use the Back option on the report to
return to the Corporate Documents
list.

Base Reports for AssetCenter | 139



Navigation feature Icon Description
Report tabs | : Tabs are underlined text at the bottom
[exDepariment By Redion] o tha report. Click the tab to view the
report.
Underlined text or When in drill mode:
numbers in tables -

Click the underlined area to drill
down one level.

14 Click the arrow beside the area to go
up one level.

Note: Underlined information in a
table cell indicates that you can
drill down to another level.

Up arrow When in drill mode, go up one level in
the hierarchy.
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Base reports for Asset Tracking

These reports provide information to help you manage assets in your
organization.

Asset Tracking

The first key to understanding how to manage the IT assets that existing within
the organization is to understand where they have been deployed and to what
extent. This analysis allows IT management to view a summary of the assets
scheduled for retirement that are distributed throughout the enterprise. This
analysis performs a secondary function by acting as a template for more focused
views into asset distribution breakdown for IT knowledge area experts.

@ pack BuDownhad [T Drl @2 Refresh Regeot [ save | & Publisn | Elschedule B Send| PDF view [Maximize |Draft Mods

lAsset Tracking page 1

Asset Tracking
Assets scheduled to retire in 2005

Data last refreshed on: B/3/06 11:18:29 AM

s 34
s & o l&
s (G s (&
s [ o8
as [ pratel
1 & o ld
a7 (& n &
1 118
< »

Asset Tracking

Details

This report has a crosstab that explains the asset count for that particular model
across different regions. Clicking the drill-through magnifier icon in any cell
takes you to the sub-report, which shows details of the assets for that model and
region.
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Sub-reports

It has one sub-report, Asset Tracking Details, with two tabs that explain the assets
scheduled to retire in that particular time and the asset tracking details.

Asset Tracking Details

Asset Tracking Details provides a tabular view of the details of each asset
scheduled to retire in the specified year.

9 pack BeDownibad [T Dril @ Refresh | Regedt [ save | & Publish | Flscheduls % Send PDF View [ JMaximize Draft Mode

lAsset Tracking Details page 1

Asset Tracking Details
Data last refreshed on: B/8/05 8:52:35 A

Assets scheduled to retire in 2005, Model type: /Cable device Location: ‘Americas

DEMO-007 4-port Faceplate Gtr 1'Week 10 |California [Burkbank 1
DEMO-004 EE Punchcovvn Block (100-Pin) Gir 2WWeek 18 [California [Burbank 1
DEMO-005 66 Punchcovyn Block (100-Pin) Gr 2'Week 18 [California [Burbank 1
IDEMO-D06 66 Punchcown Block (100-Pin) Gitr 2%veek 18 [California [Burbank 1
DEMO-005 4-port Faceplate Gir 2WVeek 18 [California [Recmonc 1
DEMO-009 4-port Faceplate Gir 2'Week 18 [California Recmaond 1
DEMO-010 4-port Faceplate Gir 2%Veek 18 [California [Burbank 1
DERO-011 4-port Faceplate Gitr 2WVeek 18 |California [Burkbank 1

Sum: 8

< | >

Asset Tracking Details  Asset Tracking Over Time
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Asset Tracking Over Time

Asset Tracking Over Time provides a line graph plotting the number of assets
slated to retire by calendar quarter.

@E\ack EB:Downlaad EDnH @ refresh  FagEdit || save | & Publish | [F]Schedule 55 Send PDF View [CIMaxirnize | Draft Mode

}Assei Tracking Details page 1

Asset Tracking Over Time
Data last refreshed on: B/8/05 8:59:38 A

Assets scheduled to retire in 2005. Model type: iCable device Location: /Americas

45

35

25 Model Name

[ 4-pori Faceplate

- :‘ln:):,r::?ﬂuw n Block

15

05

Asset Tracking Details  Asset Tracking Over Time

Line graph
X-axis: Quarter

Y-axis: Asset Count
Legend: Model

Functionality

Asset Tracking has drill-down functionality on both Model and Region. Activate
drilling, click on row or column headers to drill to the desired set of assets, then
click the drill-through icon to see the details behind the summary.

Constraints

= Thisreport only displays assets scheduled to retire. Assets marked as
Retired (or consumed) or Missing or having a blank Schedule Retire date
will not display.

= Thesub-report, Asset Tracking Details, only shows data when called from the
parent report. Refreshing this report directly returns no data.
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T

Parameters passed
Region full name
Model full name
Year (from Schedule Retire date)

Workflow

Asset Tracking —> Refresh —> drill down on model/region —> drill through to
Asset Tracking Details —> browse details

Software License Compliance Analysis

It is not enough for organizations to identify whether they are in compliance
with their software licenses. This analysis allows managers to view the degree to
which they are out of compliance while not inundating the user with a
laundry-list of all of the applications that are installed.

@Back ERvDownload EDriII @y Refresh GEdt o Save &y Publish |[FiSchedule [ar Send POF view [ JMaximize Craft Mode

A~

Foﬂwnre License Compliance Analysis page 1

Software License Compliance Analysis
Data last refreshed on; 5/4405 5:37:35 AM

@ Properly Licensed
® Unlicensed Installs —
O Unused Licenses

Software License Compliance Analysis by Application

3

|~
|

Software License Analvsis
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Details

This report uses a pie chart that provides information about the percentage of
properly licensed, unlicensed installs, and the unused licenses by IT
management. Below the graph is the sub-report title that you are going to view.

Sub-reports

This report has two sub-reports. The first, Software License Compliance Analysis
by Application, breaks down all licenses/installations by model. A side-by-side
bar chart shows properly licensed installations, unlicensed installs (installations
in excess of licenses), and unused licenses (licenses in excess of known installs).
Below the bar chartis a tabular view showing summaries and a drill-through link
to Software License Compliance Analysis Details.
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Software License Status by Application

@ Bsck EypDownibad [ Dl & refrash Bgedt [H savs

Software License Compliance Analysis By Application

Data last refreshed on: 5/31/05 11:37:47 AM
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Side-by-side bar graph
X-axis:  Model
Y-axis:  Asset Count
Legend: License Status

The second sub-report shows specific details for installations and licenses of the

model selected.

Installation Details

@E\ack EB:Downlaad EDnH @ refresh BogEdit | [ save

& Publish | [F]Schedule @Send PDF Wiew [TJMaximize |Draft Mode

Foﬂwal e License Compliance Analysis Details

page 1

Installs of applications under /Operating systems

Software License Compliance Analysis
Installation Details
Data last refreshed on: B/8/05 9:45:12 A

indawes 2000 12420102 Unknowen a 9
indowes 2000 21803 Unknaveen o 8
indawes 2000 8431104 Unknoween a 1
indows 2000 1481035 Unknowen a 28
indows 2000 Unknareen o 1
indawes 2000 Server 1481035 Unknowen a 4
indows Me 122002 Unknoween a 3
indawes Me 1ME04 Unknowen a 1
indows Me Unknaveen o 1
indoves MT 4.0 =p Ba 11805 Unknovwn 1] El
indowes MT 4.0 srv spha 18105 Unknown 1] 10
indows Server 2003 std 1705 Unknareen o 1
indawes Server 2003 std 1481035 Unknowen a 2
indows XP 1481035 Unknoween a 13

Sum: 85

|~

Installation Details

License Details

|
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License Details

@Bad-( Eoownboad [T ohl & Refresh Feedt H save | & Publish | [Flschedule 55 Send| PDF Visw [IMaximize Draft Made

ISoﬂwale License Compliance Analysis Details page 1

Software License Compliance Analysis

License Details
Data last refreshed on: B/3/05 3:45:12 AM

Available licences for applications under /Operating systems

Linux Red Hat Ent +3 Linu:: Ert v3 Per named warkstation o a 1

By instsllstion or

indovws 2000 indowrs Litiization

25572 25872 180

By installation or

inclonnrs 2000 Server inclonnes: \tiization

81981 8193 5

Sum: 166

Installation Details  License Details

Functionality

The main report has only drill through function. Use the drill through in the title
below the pie chart.

The first sub-report has drill through and drill down and up functions. You can
drill down or up in the higher level of the model to the lower lever of the model.
Use drill down or up either in the graph or the crosstab below the graph. To drill
through, click the magnifying glass, which creates the second sub-report.

The second sub-report has two tabs that provide the license details and the
installation details.

Constraints

= Software License Compliance Analysis by Application assumes identical
model names under the Software License and Software Installation
hierarchies. If the model name for a license and equivalent installation do
not match, it cannot calculate proper versus improper installations.

= The sub-report, Software License Compliance Analysis Details, only shows
data when called from the parent report. Refreshing this report directly
returns no data.
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Parameter passed
Model

Workflow

Software License Compliance Analysis —> drill through to Software License
Compliance Analysis by Application —> drill down on model to the desired level
—> drill through to Software License Compliance Analysis Details —> browse
details
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Vendor Contract Details

IT contract managers frequently do not have the same information as those in
the organization who are responsible for managing physical assets. This analysis
providesinsightinto the scope and distribution of contracts that are maintained
across suppliers.

@Bad( [ERDownload EDH" Q‘-}Refresh %Edlt E save &4 Publish | [Flschedule B Send PDF iew IMaximize Draft Mode

~

¥endor Contract t\!eu(lor Contract Details page 1 b M

Vendor Contract Details
Data last refreshed on: 51005 11:13:37 A

Expiration Status
@ 90+ days to Expire
m Past Due

Contract Expiration: 90+ days to Expire

<

|+

4

Wendor Contract

@Back EDownload [ Dl & Refresh Fgedt [ save | S publish | [Flschedule E% Send PDF view [TMaximize Draft Mode
~
¥endor Contract }\/emlor Contract Details W4 page2 » M |
Days Until
Reference Company Name Start Date End Date B
CO01001 Computinta 22002 1252005 203 b
o100 Computinto 12r20/m2 1212003 203
Coo1011 Computinto 12020102 12120005 203
DEMO-LEAS Interieasing 1rm 113108 245
Cooq0zz2* Interieasing 1M SI3105 457
Coo1024 Computinto anrinz S TI0E 474
DEMO-RAIS CALL 1102 12031408 578
C099001 3nsng ansoy B56
4
| ¥
Vendor Contract
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Details

This report displays a pie chart which explains the contracts that are expiring in
the next 30, 60, or 90 days. The table explains the contract details that are going
to expire.

Workflow

Vendor Contract Details —> view pie chart —> scroll or click on tree to
appropriate section —> browse details
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Base reports for Expense Control

These reports provide information to help you manage expenses in your
organization.

Asset Cost Distribution

Senior IT management can use the information in this analysis to determine the
impact on the IT budget of regional or departmental concerns.

@Back ERvDawnload EDI’\" @ Refresh | BoyEdit | [ save | & Publish | [FSchedule 5% Send |PDF View TIMaximize Draft Mode
rs

|Assel Cost Distribution page 1

Asset Cost Distribution
By Region
Data last refreshed on: 5/23/05 10:45:50 Al

Costs (in USD) associated with assets inthe calendar year 2004
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o
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1,000
=] o o
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< >

By Region By Model

Details

This report has two tabs: cost distributed by region and cost distributed by
model. This report shows the comparison line graph cost of assets over the
region in that particular year and the cost of assets over the model for that
particular year.
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Line graph
by Region:

X-axis: Quarters (from billing date)
Y-axis: Cost
Legend: Region

by Model:

X-axis:  Quarters (from billing date)
Y-axis:  Cost
Legend: Model

Functionality
This report has drill-down functionality in the chart legend on both the tabs.

Workflow

Asset Cost Distribution —> Refresh —> prompt for year —> enter a year —>
view the cost distribution over region and model —> drill down and up
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Budgeted vs. Actual Expenses

This analytic application allows executive management to identify
discrepancies in the actual budget spanning different categories. After the key
areas for concern are identified, users can identify when the organization went
off budget, to what degree, and for how long.

@Bad( Ef:Download EDI‘I" @@Reﬁesh %Edlt Eseve & Publish  [FSchedule 5 Send POF Wiew [TJMaximize Draft Mode

Pu(lgele(l vs. Actual Expenses page 1

Budgeted vs. Actual Expenses
Analysis by Department
Data last refreshed on: 6/7/05 2:51:15 PM

Percentage of Budget Spent in 2004

6,000

5,000

4,000 4 Employee Hierarchy
({eve\ 0)
Taltek / Expense Line
3,000 = — O Tota
2000 & Taltek / Budgets
1,000
0 o o o o
5] Q2 Q3 Q4
Click on the magnifying glass below to analyze budoet vs. expenses for thet department
072% 1.44% 1.44% 090% |ﬁ
< >

By Departrnent By Cost Center By Supplier

Details

This report explains the percentage of budget spent in the selected year. The
three tabs provide details based on company (department), cost center, and
vendor (supplier). Each tab has a comparison line graph that shows the
percentage of budget spent in that year for all quarters. Below the graphis a
crosstab that shows summary data and a drill-through link to the appropriate
sub-report.

Sub-reports

Three sub-reports provide the comparison line graph of actual and budgeted
expenses for a particular quarter. The sub-reports are by Department, by Cost
Center, and by Supplier.
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Budgeted vs. Actual Expenses by Department

@eack HCownbad [T ol @2 refresh Regedit [ save || & Publish | [E]schedule 5T Send| POF view [TMaximize | Draft Mode

Puduele(l vs. Actual Expenses page 1

Budgeted vs. Actual Expenses
Analysis by Department
Data last refreshed on: B7/05 2:51:15 PM

Percentage of Budget Spent in 2004
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Click on the magnifying glass below to analyze budget vs. expenses for that department

Details

|

By Departrnent By Cost Center By Supplier
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Budgeted vs. Actual Expenses by Cost Center

@Bad—( EmDownload [T Dl &9 Refresh Fgedt [ save | & Publish | Flschedule % Send POF View [IMaximize Draft Mode

Pu(lgete(l vs. Actual Expenses page 1

Budgeted vs. Actual Expenses
Analysis by Cost Center
Data last refreshed on: B7 06 2:51:15 PM

Percentage of Budget Spent in 2004
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Click on the magnifying glass below to analyze budget vs. expenses for that cost center

Details
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By Departrnent By Cost Center By Supplier
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Budgeted vs. Actual Expenses by Supplier

@ pack BpDownioad T Dril @ Refresh | Rggedt [ save | &y Puslish | [Fscheduls B Send PDF Wiew [IMaximize Draft Mode

Pu(lgete(l vs. Actual Expenses page 1

Budgeted vs. Actual Expenses
Analysis by Supplier
Data last refreshed on: 67105 2:51:15 P
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By Department By Cost Center By Supplier

Functionality

This report has drill-through functionality from the main report to the
sub-reports. Use drill through to pass the particular parameter.

Constraints

= The sub-reports, Budgeted vs. Actual Expenses by Department, Budgeted vs.
Actual Expenses by Cost Center, and Budgeted vs. Actual Expenses by Supplier,
only show data when called from the parent report. Refreshing these
reports directly returns no data.
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Parameters passed

Department full name
Vendor (supplier) full name
Cost center title

Year (from budget)

Workflow

= Budgeted vs. Actual Expenses —> first tab (department) —> click on the cell
to go the sub-report —> parameter passed —> Department name and
Quarters —> Budgeted vs. Actual Expenses by Department

= Budgeted vs. Actual Expenses —> second tab (cost center) —> click on the
cell to go to the sub-report —> parameter passed —> Cost center title and
Quarters —> Budgeted vs. Actual Expenses by Cost Center

= Budgeted vs. Actual Expenses —> third tab (vendor) —> click on the cell to
go to sub-report —> parameter passed —> Vendor name and Quarters —>
Budgeted vs. Actual Expenses by Supplier
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Contract Expense Forecast

One of the larger drains on the IT organization is incurring unnecessary contract
related costs due to lapses or automatic renewals. This analysis allows IT
management to reclaim control of their budgets by identifying contracts that
are coming up for renewal.

@Bad-( Boownload [ ol & Refresh Fegedt B save | & Publish | Flschedule 5% Send POF view TIMaximize |

~

It:onn act Expense Forecast page 1

Contract Expense Forecast
By Department (in USD)
Data last refreshed on: B/3/05 4:21:02 PM

13 @ 13 & 13 @ 13 @-l
7683 |Q TE3 @ TE3 @ 763 @
133 @ 193 @ 193 @ 193 |Q
< > .

By Departrnent By Region By Cost Center

Details

This report has one main report and three sub-reports; the main report has three
tabs each for department, region, cost center and three sub-reports which
explain the detail for each one. The main report explains the rent due in the next
30, 60, 90, 120 days for that particular department, region and cost center.

Sub-reports

This report has three sub-reports: Contract Expense Forecast by Department,
Contract Expense Forecast by Region, and Contract Expense Forecast by Cost
Center.

These reports contain the detailed report of the three tabs on the main reports.
Each sub-report has two tabs: the details of the contract details and the expense
details.
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Contract Expense Forecast by Department
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Contract Expense Forecast by Region
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Contract Expense Forecast by Cost Center
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Functionality

The main report has drill down and up as well as drill through functions. The
sub-reports provide the details of the three tabs.

Constraints

= The sub-reports, Contract Expense Forecast by Department, Contract Expense
Forecast by Region, and Contract Expense Forecast by Cost Center, only show
data when called from the parent report. Refreshing these reports directly
returns no data.

= Forecast data must be projected in AssetCenter. For any of these reports to
show data, you must meet the following requirements:

= Your AssetCenter data must contain active rent contracts.
= Each of these contracts must contain assets that are actively leased.

= Your AssetCenter server must be set to project rents up to 120 days in
the future, and this projection must be scheduled for regular updates.
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Parameters passed

Cost center title
Region full name
Department full name

Workflow

» [T Expense Distribution —> drill down and up —> click on the cells —>
parameters passed —> Department name, Country name, Cost center title,
Rent due —> Contract budget details for Department, Region and Cost
Center

= Cost center contract budget details —> two tabs —> Contract details and
Expense details

= Region contract budget details —> two tabs —> Contract details and
Expense details

= Department contract budget details —> two tabs —> Contract details and
Expense details
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IT Expense Distribution

This analysis identifies the categories of assets that are most costly to own and
where expenses are being spent across several categories.
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Details

This report has a stacked bar chart of a model with Purpose over Total Cost. The
crosstab explains the chart, and the detailed report is a sub-report of the main
report.
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Stacked bar graph

Main report:

X-axis: Model
Y-axis: Total Cost
Legend: Purpose

Sub-report:

X-axis: Quarters (from billing date)
Y-axis: Total Cost
Legend: Purpose

Sub-reports

There are two sub-reports. IT Expense Distribution Cost Over Time shows a graph
of cost distributed over time for that purpose. The IT Expense Distribution Details
report provides the details associated with it.

IT Expense Distribution Cost Over Time

@Bad( ERxDownload EDH" @@Refresh %Edlt & save | &4 Putlish | [Fschedule @Sand PDF Wiew [IMaximize Draft Mode

PT Expense Distribution Over Time page 1

IT Expense Distribution
Cost Over Time
Data last refreshed on: B/8/05 10:34:18 AM

AT expenses of type Free in 2004

35,000
o

30,000
25,000
Holplely Purpose
15,000 O Fres
10,000

5,000

0 n
Q-1 Q-2 Q-3
IT Expense Distribution Details
< £

Cost Over time

Base reports for Expense Control | 165



IT Expense Distribution Details
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IT Expense Distribution Details

Functionality

The main report has drill through and drill down and up functionality. The first
sub-report one has drill through function. The second sub-report gives the
details of the vendor and the associated items.

Constraints

= The sub-reports, IT Expense Distribution Cost Over Time and IT Expense
Distribution Details, only show data when called from the parent report.
Refreshing this report directly returns no data.
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Parameters passed

Model full name
Purpose

Workflow

= [T Expense Distribution —> click on the cells —> parameters passed —>
Model Hierarchy Higher Level and Purpose —> IT Expense Distribution Over
Time

= Vendor Cost Optimization1 —> Line graph explains the part you clicked —>
click on the title —> parameters passed —> No —> IT Expense Distribution
Details

= Vendor Cost Optimization 2—> Details of the IT expenses distributed across
the Model
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Software Expense Optimization Analysis

IT financial managers face challenges in trying to bring together asset costs
across the disparate data stores where information might be hidden. This
application unlocks the value of information gathered through a controlled
workflow process to support SOX compliance to give organizations an
understanding of the state of the organization within the scope of a controlled
data collection process.
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Software Expense Optirization Analysis

Details

This report shows a pie chart detailing the total amount that can be saved, the
cost of unused licenses, and the maintenance contracts’ amount saved by
reducing the license count and the maintenance fees.

Sub-reports

The one sub-report has two tabs: one explains the license reduction savings
details and the other explains the maintenance reduction savings details.
License reduction details are based on region. Maintenance reduction savings
are based on cost center.
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Expense Optimization Details
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Functionality

The main report is a drill through report. The sub-report has drill down and up
functionality.

The sub-report is a graph that is drillable only in the region level, which shows
license reduction savings details based on the hierarchy set. The maintenance

reduction savings details is not drillable because the cost center is not
hierarchical.

Line graph

Sub-report first tab:

X-axis:  Region
Y-axis: License reduction savings

Sub-report second tab:

X-axis:  Cost center title
Y-axis:  Maintenance reduction savings
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Workflow

= Expense Optimization Analysis —> click on the title —> parameters passed
—> No —> Expense Optimization Details

= Expense Optimization Details —> two tabs —> License reduction savings
and Maintenance reduction savings
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APPENDIX

Copyright Notices

Peregrine Systems acknowledges the copyrights belonging to the following
third parties. (This appendix constitutes a continuation of the copyright page.)

iso-relax.jar

The following software may be included in this product: iso-relax.jar
v2002/07/07; This software may be obtained under the terms of the license
below:

MIT license

Copyright © Permission is hereby granted, free of charge, to any person
obtaining a copy of this software and associated documentation files (the
“Software”), to deal in the Software without restriction, including without
limitation the rights to use, copy, modify, merge, publish, distribute, sublicense,
and/or sell copies of the Software, and to permit persons to whom the Software
is furnished to do so, subject to the following conditions:

The above copyright notice and this permission notice shall be included in all
copies or substantial portions of the Software.

THE SOFTWARE IS PROVIDED “AS IS”, WITHOUT WARRANTY OF ANY KIND,
EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED TO THE WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND
NONINFRINGEMENT. IN NO EVENT SHALL THE AUTHORS OR COPYRIGHT
HOLDERS BE LIABLE FOR ANY CLAIM, DAMAGES OR OTHER LIABILITY, WHETHER
IN AN ACTION OF CONTRACT, TORT OR OTHERWISE, ARISING FROM, OUT OF OR
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IN CONNECTION WITH THE SOFTWARE OR THE USE OR OTHER DEALINGS IN THE
SOFTWARE

relaxngDatatype.jar

The following software may be included in this product: relaxngDatatype. jar
v1.0; This software may be obtained under the terms of the license below:

Copyright © 2001, Thai Open Source Software Center Ltd, Sun Microsystems. All
rights reserved.

Redistribution and use in source and binary forms, with or without modification,
are permitted provided that the following conditions are met:

Redistributions of source code must retain the above copyright notice, this list
of conditions and the following disclaimer.

Redistributions in binary form must reproduce the above copyright notice, this
list of conditions and the following disclaimer in the documentation and/or
other materials provided with the distribution.

Neither the names of the copyright holders nor the names of its contributors
may be used to endorse or promote products derived from this software
without specific prior written permission.

THIS SOFTWARE IS PROVIDED BY THE COPYRIGHT HOLDERS AND
CONTRIBUTORS “AS IS” AND ANY EXPRESS OR IMPLIED WARRANTIES,
INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF
MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE
DISCLAIMED. IN NO EVENT SHALL THE REGENTS OR CONTRIBUTORS BE LIABLE
FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR
CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT
OF SUBSTITUTE GOODS OR SERVICES; LOSS OF USE, DATA, OR PROFITS; OR
BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF
LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING
NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE USE OF THIS
SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

Jerypt.java

This product includes software developed by Eric Young (eay@mincom.oz.au).
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JAXP

W3(

See the W3C license and the Apache version 2 license below.

W3C IPR SOFTWARE NOTICE

Copyright © 2000 World Wide Web Consortium, (Massachusetts Institute of
Technology, Institut National de Recherche en Informatique et en Automatique,
Keio University). All Rights Reserved.

The DOM bindings are published under the W3C Software Copyright Notice and
License. The software license requires “Notice of any changes or modifications
to the W3C files, including the date changes were made.” Consequently,
modified versions of the DOM bindings must document that they do not
conform to the W3C standard; in the case of the IDL binding, the pragma prefix
can no longer be 'w3c.org’; in the case of the Java binding, the package names
can no longer be in the 'org.w3c' package.

Note: The original version of the W3C Software Copyright Notice and License
could be found at
http://www.w3.org/Consortium/Legal/copyright-software-19980720

Copyright © 1994-2000 World Wide Web Consortium, (Massachusetts Institute
of Technology, Institut National de Recherche en Informatique et en
Automatique, Keio University). All Rights Reserved.
http://www.w3.org/Consortium/Legal/

This W3C work (including software, documents, or other related items) is being
provided by the copyright holders under the following license. By obtaining,
using and/or copying this work, you (the licensee) agree that you have read,
understood, and will comply with the following terms and conditions:

Permission to use, copy, and modify this software and its documentation, with
or without modification, for any purpose and without fee or royalty is hereby
granted, provided that you include the following on ALL copies of the software
and documentation or portions thereof, including modifications, that you
make:

1. The full text of this NOTICE in a location viewable to users of the redistributed
or derivative work.
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2. Any pre-existing intellectual property disclaimers, notices, or terms and
conditions. If none exist, a short notice of the following form (hypertext is
preferred, text is permitted) should be used within the body of any redistributed
or derivative code: “Copyright © [$date-of-software] World Wide Web
Consortium, (Massachusetts Institute of Technology, Institut National de
Recherche en Informatique et en Automatique, Keio University). All Rights
Reserved. http://www.w3.org/Consortium/Legal/”

3. Notice of any changes or modifications to the W3C files, including the date
changes were made. (We recommend you provide URIs to the location from
which the code is derived.)

THIS SOFTWARE AND DOCUMENTATION IS PROVIDED “AS IS,” AND COPYRIGHT
HOLDERS MAKE NO REPRESENTATIONS OR WARRANTIES, EXPRESS OR IMPLIED,
INCLUDING BUT NOT LIMITED TO, WARRANTIES OF MERCHANTABILITY OR
FITNESS FOR ANY PARTICULAR PURPOSE OR THAT THE USE OF THE SOFTWARE
OR DOCUMENTATION WILL NOT INFRINGE ANY THIRD PARTY PATENTS,
COPYRIGHTS, TRADEMARKS OR OTHER RIGHTS.

COPYRIGHT HOLDERS WILL NOT BE LIABLE FOR ANY DIRECT, INDIRECT, SPECIAL
OR CONSEQUENTIAL DAMAGES ARISING OUT OF ANY USE OF THE SOFTWARE
OR DOCUMENTATION.

The name and trademarks of copyright holders may NOT be used in advertising
or publicity pertaining to the software without specific, written prior

permission. Title to copyright in this software and any associated
documentation will at all times remain with copyright holders.

Apache Version 1.1

The Apache Software License, Version 1.1
Copyright © 1999 The Apache Software Foundation. All rights reserved.

Redistribution and use in source and binary forms, with or without modification,
are permitted provided that the following conditions are met:

1.Redistributions of source code must retain the above copyright notice, this list
of conditions and the following disclaimer.
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2. Redistributions in binary form must reproduce the above copyright notice,
this list of conditions and the following disclaimer in the documentation and/or
other materials provided with the distribution.

3. The end-user documentation included with the redistribution, if any, must
include the following acknowledgment:

“This product includes software developed by the Apache Software
Foundation (http://www.apache.org/).”

Alternately, this acknowledgment may appear in the software itself, if and
wherever such third-party acknowledgments normally appear.

4. The names “Xalan” and “Apache Software Foundation” must not be used to
endorse or promote products derived from this software without prior written
permission. For written permission, please contact apache@apache.org.

5. Products derived from this software may not be called “Apache”, nor may
“Apache” appear in their name, without prior written permission of the Apache
Software Foundation.

THIS SOFTWARE IS PROVIDED “AS IS” AND ANY EXPRESSED OR IMPLIED
WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF
MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE
DISCLAIMED. IN NO EVENT SHALL THE APACHE SOFTWARE FOUNDATION OR
ITS CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL,
SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT
LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS OF USE,
DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON
ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT
(INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE
USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH
DAMAGE.

This software consists of voluntary contributions made by many individuals on
behalf of the Apache Software Foundation and was originally based on software
copyright © 1999, Lotus Development Corporation., http://www.lotus.com. For
more information on the Apache Software Foundation, please see
<http://www.apache.org/>.
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Apache Version 2
Apache License, Version 2.0, January 2004, http://www.apache.org/licenses/

TERMS AND CONDITIONS FOR USE, REPRODUCTION, AND DISTRIBUTION
1. Definitions.

“License” shall mean the terms and conditions for use, reproduction, and
distribution as defined by Sections 1 through 9 of this document.

“Licensor” shall mean the copyright owner or entity authorized by the copyright
owner that is granting the License.

“Legal Entity” shall mean the union of the acting entity and all other entities that
control, are controlled by, or are under common control with that entity. For the
purposes of this definition, “control” means (i) the power, direct or indirect, to
cause the direction or management of such entity, whether by contract or
otherwise, or (ii) ownership of fifty percent (50%) or more of the outstanding
shares, or (i) beneficial ownership of such entity.

“You” (or “Your”) shall mean an individual or Legal Entity exercising permissions
granted by this License.

“Source” form shall mean the preferred form for making modifications,
including but not limited to software source code, documentation source, and
configuration files.

“Object” form shall mean any form resulting from mechanical transformation or
translation of a Source form, including but not limited to compiled object code,
generated documentation, and conversions to other media types.

“Work” shall mean the work of authorship, whether in Source or Object form,
made available under the License, as indicated by a copyright notice that is
included in or attached to the work (an example is provided in the Appendix
below).

“Derivative Works" shall mean any work, whether in Source or Object form, that
is based on (or derived from) the Work and for which the editorial revisions,
annotations, elaborations, or other modifications represent, as a whole, an
original work of authorship. For the purposes of this License, Derivative Works
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shall not include works that remain separable from, or merely link (or bind by
name) to the interfaces of, the Work and Derivative Works thereof.

“Contribution” shall mean any work of authorship, including the original version
of the Work and any modifications or additions to that Work or Derivative Works
thereof, that is intentionally submitted to Licensor for inclusion in the Work by
the copyright owner or by an individual or Legal Entity authorized to submit on
behalf of the copyright owner. For the purposes of this definition, “submitted”
means any form of electronic, verbal, or written communication sent to the
Licensor or its representatives, including but not limited to communication on
electronic mailing lists, source code control systems, and issue tracking systems
that are managed by, or on behalf of, the Licensor for the purpose of discussing
and improving the Work, but excluding communication that is conspicuously
marked or otherwise designated in writing by the copyright owner as “Not a
Contribution.”

“Contributor” shall mean Licensor and any individual or Legal Entity on behalf of
whom a Contribution has been received by Licensor and subsequently
incorporated within the Work.

2. Grant of Copyright License. Subject to the terms and conditions of this
License, each Contributor hereby grants to You a perpetual, worldwide,
non-exclusive, no-charge, royalty-free, irrevocable copyright license to
reproduce, prepare Derivative Works of, publicly display, publicly perform,
sublicense, and distribute the Work and such Derivative Works in Source or
Object form.

3. Grant of Patent License. Subject to the terms and conditions of this License,
each Contributor hereby grants to You a perpetual, worldwide, non-exclusive,
no-charge, royalty-free, irrevocable (except as stated in this section) patent
license to make, have made, use, offer to sell, sell, import, and otherwise transfer
the Work, where such license applies only to those patent claims licensable by
such Contributor that are necessarily infringed by their Contribution(s) alone or
by combination of their Contribution(s) with the Work to which such
Contribution(s) was submitted. If You institute patent litigation against any
entity (including a cross-claim or counterclaim in a lawsuit) alleging that the
Work or a Contribution incorporated within the Work constitutes direct or
contributory patent infringement, then any patent licenses granted to You
under this License for that Work shall terminate as of the date such litigation is
filed.
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4. Redistribution. You may reproduce and distribute copies of the Work or
Derivative Works thereof in any medium, with or without modifications, and in
Source or Object form, provided that You meet the following conditions:

(a) You must give any other recipients of the Work or Derivative Works a copy of
this License; and

(b) You must cause any modified files to carry prominent notices stating that
You changed the files; and

(c) You must retain, in the Source form of any Derivative Works that You
distribute, all copyright, patent, trademark, and attribution notices from the
Source form of the Work, excluding those notices that do not pertain to any part
of the Derivative Works; and

(d) If the Work includes a “NOTICE” text file as part of its distribution, then any
Derivative Works that You distribute must include a readable copy of the
attribution notices contained within such NOTICE file, excluding those notices
that do not pertain to any part of the Derivative Works, in at least one of the
following places: within a NOTICE text file distributed as part of the Derivative
Works; within the Source form or documentation, if provided along with the
Derivative Works; or, within a display generated by the Derivative Works, if and
wherever such third-party notices normally appear. The contents of the NOTICE
file are forinformational purposes only and do not modify the License. You may
add Your own attribution notices within Derivative Works that You distribute,
alongside or as an addendum to the NOTICE text from the Work, provided that
such additional attribution notices cannot be construed as modifying the
License.

You may add Your own copyright statement to Your modifications and may
provide additional or different license terms and conditions for use,
reproduction, or distribution of Your modifications, or for any such Derivative
Works as a whole, provided Your use, reproduction, and distribution of the Work
otherwise complies with the conditions stated in this License.

5. Submission of Contributions. Unless You explicitly state otherwise, any
Contribution intentionally submitted for inclusion in the Work by You to the
Licensor shall be under the terms and conditions of this License, without any
additional terms or conditions. Notwithstanding the above, nothing herein shall
supersede or modify the terms of any separate license agreement you may have
executed with Licensor regarding such Contributions.
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6. Trademarks. This License does not grant permission to use the trade names,
trademarks, service marks, or product names of the Licensor, except as required
for reasonable and customary use in describing the origin of the Work and
reproducing the content of the NOTICE file.

7. Disclaimer of Warranty. Unless required by applicable law or agreed to in
writing, Licensor provides the Work (and each Contributor provides its
Contributions) on an “AS IS” BASIS, WITHOUT WARRANTIES OR CONDITIONS OF
ANY KIND, either express or implied, including, without limitation, any
warranties or conditions of TITLE, NON-INFRINGEMENT, MERCHANTABILITY, or
FITNESS FOR A PARTICULAR PURPOSE. You are solely responsible for
determining the appropriateness of using or redistributing the Work and
assume any risks associated with Your exercise of permissions under this
License.

8. Limitation of Liability. In no event and under no legal theory, whether in tort
(including negligence), contract, or otherwise, unless required by applicable law
(such as deliberate and grossly negligent acts) or agreed to in writing, shall any
Contributor be liable to You for damages, including any direct, indirect, special,
incidental, or consequential damages of any character arising as a result of this
License or out of the use or inability to use the Work (including but not limited
to damages for loss of goodwill, work stoppage, computer failure or
malfunction, or any and all other commercial damages or losses), even if such
Contributor has been advised of the possibility of such damages.

9. Accepting Warranty or Additional Liability. While redistributing the Work or
Derivative Works thereof, You may choose to offer, and charge a fee for,
acceptance of support, warranty, indemnity, or other liability obligations and/or
rights consistent with this License. However, in accepting such obligations, You
may act only on Your own behalf and on Your sole responsibility, not on behalf
of any other Contributor, and only if You agree to indemnify, defend, and hold
each Contributor harmless for any liability incurred by, or claims asserted
against, such Contributor by reason of your accepting any such warranty or
additional liability.

END OF TERMS AND CONDITIONS
APPENDIX: How to apply the Apache License to your work.
To apply the Apache License to your work, attach the following boilerplate

notice, with the fields enclosed by brackets “[1” replaced with your own
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identifying information. (Don't include the brackets!) The text should be
enclosed in the appropriate comment syntax for the file format. We also
recommend that a file or class name and description of purpose be included on
the same “printed page” as the copyright notice for easier identification within
third-party archives.Copyright [yyyy] [name of copyright owner]Licensed under
the Apache License, Version 2.0 (the “License”); you may not use this file except
in compliance with the License. You may obtain a copy of the License at
http://www.apache.org/licenses/LICENSE-2.0 Unless required by applicable law
or agreed to in writing, software distributed under the License is distributed on
an “AS IS” BASIS, WITHOUT WARRANTIES OR CONDITIONS OF ANY KIND, either
express or implied.

See the License for the specific language governing permissions and limitations
under the License.
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