Mercury IT Governance Center™

Mercury Demand Management™
User’s Guide

Version: 6.0

MIERCURY




This manual, and the accompanying software and other documentation, is protected by U.S. and
international copyright laws, and may be used only in accordance with the accompanying license
agreement. Features of the software, and of other products and services of Mercury Interactive
Corporation, may be covered by one or more of the following patents: United States: 5,511,185;
5,657,438; 5,701,139; 5,870,559; 5,958,008; 5,974,572; 6,137,782; 6,138,157; 6,144,962;
6,205,122; 6,237,006; 6,341,310; 6,360,332, 6,449,739; 6,470,383; 6,477,483; 6,549,944;
6,560,564, 6,564,342; 6,587,969; 6,631,408; 6,631,411; 6,633,912; 6,694,288; 6,738,813;
6,738,933; 6,754,701; 6,792,460 and 6,810,494. Australia: 763468 and 762554. Other patents
pending. All rights reserved.

Mercury, Mercury Interactive, the Mercury logo, the Mercury Interactive logo, L oadRunner,
WinRunner, SiteScope and TestDirector are trademarks of Mercury Interactive Corporation and
may be registered in certain jurisdictions. The absence of atrademark from thislist does not
constitute awaiver of Mercury's intellectual property rights concerning that trademark.

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

Mercury

379 North Whisman Road

Mountain View, CA 94043

Tel: (650) 603-5200

Toll Free: (800) TEST-911
Customer Support: (877) TEST-HLP
Fax: (650) 603-5300

© 1997-2005 Mercury Interactive Corporation. All rights reserved.

If you have any comments or suggestions regarding this document, please send email to
documentation@mercury.com.

Publication Number: ITG60DemandMgtUG1104A



Table of Contents

LiSt Of FIQUIES ...t smss s snsn s snsms s sn s sns s s sns s s sms s snsa s sm s s sna s snsmn s aneanamnnnsnan vii
IS Q0T S I o = ix
L2 T- o 2= gl I 111 o Lo [T e3 4 Lo T o T 11
ADOUL ThiS DOCUMIENT.......cee ettt st s s st st s sa st 12
Who Should Read This DOCUMENT ...ttt ettt st sp e sr s sr e 13
Prerequisite DOCUMENTS ... ettt e ses st e ss s sttt s st 13
Related DOCUMENTS ...ttt st s bbb bbb st e nsnen s 14
Overview of Demand ManagemeENt ...t sss s s s ss s s sa s e 14
Requests, Request Types, and Request StatuSes ... 16
WOrkflows and WOIKFIOW STEPS ..ottt st e s se st e st sessense 17
Request Processing and Data INtegrity..... ettt 17
Chapter 2: Viewing REQUESTES ..o rerererrsrre s ssssmssssssss s sesssssssssssesssssssssssssssssssesnssssnssssssassnss 19
Overview of Demand Management REQUESTS.......co. it see e sses e seesesenes 20
Request Detail Page, Title SECHON ...ttt et s e 22
Request Detail Page, Header SECHON ...ttt ettt nsa s 23
Request Detail Page, Details SECHION ...ttt ss s st s sa e 23
Request Detail Page, NOteS SECHION ...ttt et s 25
Request Detail Page, Status SECHON ...ttt st st nna s 25
Request Detail Page, GraphiCal VIEW ...t ses e ss s ssseseenes 26
Request Detail Page, Approval Details ...t ssesseesess e sse e ssesseeees 27
Request Detail Page, Transaction HiStOry ...ttt 28
Request Detail Page, Request EXECUION LOQ ...t see s sesee e ssse s 28




Table of Contents

Request Detail Page, References SECHION ...ttt s saen e 29
Predecessor RelatioNSNIPS. ...ttt sse st et ee st ne e s 33
SUCCESSOr REIALIONSNIPS ..ottt ettt st s sttt 33
FF Predecessor RelatioNSNiPS ... ot see et e ee et s s s seeees 33
Auto-Updating RelationNShiPS ..ottt sttt 33

Chapter 3: Creating ReqQUESTS...........c st ses s s s e sas e smssssssssssssssessssesmssssesssnssassnss 35

Overview Of Creating REQUESTS ...ttt et ettt s s ree s 36

Creating REQUESTS ...ttt et b b a e s b e b et b s s s s s st et en s 37
Creating Requests from the MenU Bar ...ttt 38
Creating Requests from a Request’'s References Section.........veececeececsececese e 41
Creating Requests by Copying REQUESTS ...ttt 42

Overview Of AdAiNG REFEIENCES ...ttt s e st s sa s 43
AdAING REFEIENCES ...ttt st st bbb bbb s st st e et en s 44
Adding Additional RETEIENCES......... et s e st e sa s 45

Adding Attachments as REfEreNCES...... ettt s 46
Adding Packages (Existing) as REfErenCes....... ettt 46
Adding Packages (New) as REfEreNCES...... ettt s 47
Attaching Programs as REfEIENCES ...ttt s 49
Attaching Projects as Ref@rENCES ...ttt et ee st 49
Adding Releases as REfEIENCES....... et sr s 50
Adding Requests (Existing) as REfEr&NCES ...ttt 51
Adding Requests (NeW) as REfErENCES....... ettt s 51
Adding Tasks as REFEIENCES ...ttt st s e 52
Adding URLS @S REFEIENCES.........oeere ettt st et 53
Chapter 4: Processing and Managing Requests...........rrerrcsrcessssesesssssesesmss e e sesnenss 55

Overview of Processing and Managing REQUESES ...ttt 56

Opening and Updating REQUESTS ...ttt see st ss s s s ses st s s ssenes 56
Opening Requests USING POIIETS ...ttt ce st sse e ss st 57
Opening Requests Using Email Notifications.......cenrcnc et 57
Opening Requests UsiNg the MENU Bar ...t eessss e sse e ssesseeens 57

MaNAGING REQUESTS ...ttt et bbb bbb st e bbbt e sn s s 62
Reopening CloSed REQUESTS.......co ettt sees e s st ee et e s senes 62
DEletiNG REQUESTS ...ttt ce et ettt st e 8 s st st et 63
(07 TaToT=1 | g o [ = T=To [0 L=} £ 64
Printing REQUESTS ...ttt ettt e et st e st 65
PUFGING REQUESTS ...ttt st s bbb s bbb s b s s sa et e sn s s 66
Managing Requests USINg REPOIS ...ttt sa s e 67
Managing Requests USING POrIEtS........ ettt sttt saen s 67

Chapter 5: Integrating Requests and Projects ..........cccrrererssnsrsrcnssssssssessesesnssssessssssassnes 69

Overview of Integrating Requests and Projects........ et seesseenens 70

iv Mercury Demand Management™ User’s Guide



Table of Contents

Referencing ReqUESTS frOM TASKS ...ttt ese st es e ssse s s es st e esessenes 72
Referencing ReqUEsts frOm ProjECTS ...ttt sttt e et et neos 73
Creating Tasks from REQUESTS ...ttt eee e ss e sttt ss st s s s e e 75
Dependencies Between Tasks and REQUESTS ...t sseese st ese e sseseenes 78
Visibility into Tasks and REQUESTS ...ttt sse st s sttt 78
Appendix A: Demand Management Portlets.............. e 79
Appendix B: Reports by Category ... serssnresssssssessssessssessssssssssssssssssssssssssssassssssns 81
Overview Of REPOIT Cat@QOrIES. ... et ceseesseese et seee et se s et st ss e st ss s 82
AdMINISTratiVe REPOITS ...ttt te ettt es e s st e st st 82
Change Management REPOITS..... ettt ettt s s bbbt st st sn s 85
Demand Management REPOITS ... ettt sttt et st es s s st es s 87
Financial Management REPOITS ...ttt see et s es st st 88
Portfolio Management REPOITS ...ttt see et st see sttt st 89
Program Management REPOITS ...ttt st saes s st sa s bbb e sn s 89
Project Management REPOIS ... ettt see et sttt e et s es s 20
Resource Management REPOITS. ...ttt see et sttt s st es s 92
Time ManagemMeENt REPOIS ... ettt ettt ee et ss s st s et s ss e s st 94
13 o 1= 95




Table of Contents

Vi Mercury Demand Management™ User’s Guide



Figure 1-1
Figure 2-1
Figure 2-2
Figure 2-3
Figure 2-4
Figure 2-5
Figure 2-6
Figure 2-7
Figure 2-8
Figure 2-9
Figure 2-10
Figure 2-11
Figure 2-12
Figure 3-1
Figure 3-2
Figure 3-3
Figure 3-4
Figure 3-5
Figure 3-6
Figure 3-7
Figure 3-8
Figure 3-9
Figure 3-10
Figure 3-11

List of Figures

ReqUESES @Nd WOIKFIOWS ...ttt es s sttt es e st es s e 16
REQUEST HEIP T1COMN ...ttt ettt s st e 20
Request detail page, MIiNIMIZEd........o ettt es et 21
Request detail page, general information ... 22
Request detail page, Header SECHION. ...ttt 23
Request detail page, Details SECHON ...t 24
Request detail page, NOteS SECHION. ...ttt 25
Request detail page, Status SE@CHION. ...ttt 26
Request detail page, GraphiCal VIEW ...ttt eesees s sessse s 27
Request detail page, Approval Details ...ttt sse s 27
Request detail page, Transaction HiSTOrY ...t 28
Request detail page, eXeCULION 10g ...ttt es s e 28
Request ReferenCes SECHION ...ttt sttt 29
Create New Request, MiNIMIZEd ...ttt ettt sa s ssaenan 37
Add DOCUMENT WINAOW ..ottt ssse st ss s st ss s st st 46
Add Reference Package WiNAOW ...ttt ssss s ss s sass e 47
NEW PaCKaGE WINUOW ...ttt sass st st sass st st seesa s st enan 48
Reference Program WINAOW ...t ettt sssss st st sssssssssnssenas 49
Add Reference ProjeCt WiNAOW ...t sse et sse st sessesssssans 50
Reference Release WINTOW........ et eesee et se st es e sse st ss st s eneas 50
Add Reference ReqUEest WINAOW ...t sse et sesssssssssnsans 51
Create New ReqUEST WINAOW ...t ss e s st ssss e ss s sssssnsans 52
Add Reference TasK WINAOW ... oneneeneieeseesseeseessesssssessesssessssssssssssesssssssssssssssssessssssnes 52
ReferenCe URL WINAOW....... et sssesse s es s s s et st sessssssesssssssssnssesssssneas 53

Vii



List of Figures

Figure 4-1 Demand Management request POrIEtS..... .t

viii Mercury Demand Management™ User’s Guide



List of Tables

Table 2-1
Table 5-1
Table 5-2
Table A-1
Table B-1
Table B-2
Table B-3
Table B-4
Table B-5
Table B-6
Table B-7

References and relationShips ...ttt st 30
Dependency relatioNShiPs ...ttt ee e se et st 71
Dependency Relationships - Requests 10 Tasks ... 78
Demand Management portlets for reqUesES....... s 79
AdMINISTrAtiVE FEPOITS ...ttt ettt sttt s ettt 82
Change Management rEPOIS ...ttt st ss s s s 85
Demand Management rEPOITS ...ttt et es sttt 87
Financial Management FEPOITS....... et st ee et es et 88
Project Management rE€POIS ...ttt ettt s s 20
Resource Management FEPOITS ... eesee et ee ettt ss et 92
Time ManagemMeENnt FEP OIS ...ttt ee et st e 94




List of Tables

X Mercury Demand Management™ User’s Guide



Chapter

Introduction

In This Chapter:

About This Document

Who Should Read This Document
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Chapter 1: Introduction

About This Document

Mercury Demand Management™ is a product of Mercury IT Governance
Center™ that manages requests from creation to implementation. Each request
is processed using a graphical workflow. Demand M anagement features tools
and configurable processes for dealing with these requests. Datais captured by
prompting for process-specific information. This ensures the required
information is collected and validated at the appropriate time in the process.

Mercury Demand Management can follow complex business rules by using
different approval methods. Email and pager notifications can be generated as
the request passes through the various stages of the workflow. Prioritization
and delegation features allow requests to efficiently advance through their
specific workflow, routing them to the relevant department, group, or
individual.

This document contains the following chapters:

e Chapter 1, Introduction, on page 11

This chapter provides general information concerning this document and
provides an overview of Mercury Demand Management for requests.

e Chapter 2, Viewing Requests, on page 19

In Mercury Demand M anagement, requests are how actions and processes
get started. Requests contain all of the information necessary to take a
series of actions and move requests through aworkflow. This chapter
discusses the major features of Demand Management requests.

e Chapter 3, Creating Requests, on page 35

In Mercury Demand M anagement, requests are how actions and processes
get started. This chapter discusses how to create arequest.

e Chapter 4, Processing and Managing Requests, on page 55

In Mercury Demand M anagement, once arequest is created, you can
process and manage the request. This chapter describes how to open and
update requests, and how to manage requests using reports and portlets.

e Chapter 5, Integrating Requests and Projects, on page 69

Mercury customers with both Mercury Demand Management and Mercury
Project Management™ can integrate Demand M anagement’ s request
tracking capability with Project Management’ s deliverable date and actuals
tracking capabilities.

12
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Chapter 1: Introduction

e Appendix A: Demand Management Portlets on page 79

This appendix lists the Demand M anagement request portlets.
e Appendix B: Reports by Category on page 81

This appendix lists the available reports.

Who Should Read This Document

This document is intended for the following audience:

e End users, including:
s Usersof Mercury Demand Management
= Managers who create and manage requests

= Business usersresponsible for creating and processing requests

For More Information

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

Prerequisite Documents

Prerequisite documents for this document are:
e Guide to Documentation

e Key Concepts

o (Getting Started

For More Information

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

Who Should Read This Document 13



Chapter 1: Introduction

Related Documents

Related documents for this document are:
e Guideto Tracking and Managing I T Demand
e Mercury Demand Management: Configuring a Request Resolution System

e Reports Guide and Reference

For More Information

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

Overview of Demand Management

A Mercury Demand Management request resolution system is used to track
requests from creation to resolution. The main components of a request
resolution system are:

e Requests
e Workflows

Requests are the fundamental work unit of Demand Management. When you
ask for help, you create arequest. When you report a problem, you create a
request. When something needs to happen, you create a request.

Once arequest is created, it must follow a process to reach its conclusion. A
workflow is the process a request takes to reach its conclusion. Workflows
consist of workflow steps. Each workflow step corresponds to a decision or
action.

At each workflow step, additional information can be added to the request or
existing information can be updated. For example, you might create an
Enhancement request, asking for achange to an application. Later in the request
resolution process, once the Enhancement request has been verified, developers
are assigned to make the change.

A request’s detail page iswhere you interact with the request. A request’s
detail page displaysall of the information regarding the request. Also, a
request’ s detail page is where you make decisions and take actions pertaining
to the request.

14
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Chapter 1: Introduction

For example, Figure 1-1 shows a request’ s detail page and a portion of its
associated workflow. In this example, the request has reached the Approval
Request workflow step. At the Approval Request workflow step, a user or group
must make a decision. In this example, the choices are:

e Approve
e MoreInformation
e Regect

The possible decisions are listed at the top of the request’s detail page. Only a
user who has the correct permissions can make the decision or take the
appropriate action.

Once the decision is made or the action completed, the user must manually
access the request’ s detail page and select the decision or action. The request
then moves on the next workflow step. There, another user will need to make a
decision or take an appropriate action.

Overview of Demand Management 15



Chapter 1: Introduction

MERCURY

IT Governance Center Dashboard > Reguest Search » Requ

2| Help with Generic Request & Print Business Case

Generic Request - #30243

Description:  ERP reparts not prinfing to defaull printer Most Recent Hote:  (Vigw Notes Below)

Request Status: Cancelled (¥iew Full Status Below

Approval Request
MPProve More Information N Reject

Make a Copy Delete
Expand All Collapse All Save

# Header

# Details

# Notes Mo Mates Exist

* Status l

# References 1 Reference Exists I

Make 2 Copy Delete

Figure 1-1. Requests and workflows

Requests, Request Types, and Request Statuses

A request is the fundamental work unit of Demand Management. A request’s
detail page contains all of the information that is required to complete a
specific business process. Each request has an associated request type, such as
the Bug request type or the Enhancement request type. Request types determine
the fields associated with a request and the workflow.

A request’s status is a summary indicator of the current state of arequest. For
example, arequest can have arequest status of New, Assigned, Or In Progress.
Request statuses are automatically set asthe request moves through its
workflow. Demand Management comes with Mercury-supplied request types
that can be modified to meet your business needs.

16 Mercury Demand Management™ User’s Guide



Chapter 1: Introduction

Workflows and Workflow Steps

A workflow isalogical seriesof steps defining a process. Workflows can be
configured to handle virtually any business process. This allows a department
to create workflows to automate existing processes, rather than forcing your
company to adopt afixed set of processes.

Workflow steps are the events that are linked together to form a complete
workflow. Demand Management uses four types of workflow steps:

e Decisions. In decision workflow steps, auser or group must make a
decision or take some action, such as approve a request or complete a task.
The workflow step is manually updated to reflect the decision or action.

e Executions. In execution workflow steps, the system performs an action
and then updates the workflow step with the results. These actions can be
as smple as calculating the value for atoken or as complex as updating
Web pages. Execution workflow steps are automatically updated to reflect
the outcome of the action.

e Conditions. Condition workflows steps are logic steps, such as AND and
OR. Condition workflows steps are used for complex workflow
processing, such are requiring all inputs reach aworkflow step before the
process can continue.

e Subworkflows. Subworkflow workflow steps are small, self-contained
workflows used by the workflow associated with the request.

Request Processing and Data Integrity

Information gathered during the regquest resol ution process is often necessary
for arequest to reach a point of resolution. While much of arequest’s
information might be available when the request is created, some information
must be acquired during the resolution process.

To make this happen, Mercury Demand Management incorporates the concept
of conditional behavior for fields. For example, when arequest isfirst entered,
afield such as Assigned User is not required and might even be disabled.

As the request proceeds through the workflow, there will come atime when a
user must be assigned to the request. At that workflow step, the user or group
working on the problem might be required to fill in the Assigned User field. The
(now required) field is displayed with ared asterisk. The request cannot
proceed unless a user is assigned. In fact, the request cannot be saved unless
the Assigned User field is completed.

Overview of Demand Management 17
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Chapter

Viewing Requests

In This Chapter:

Overview of Demand Management Requests
Request Detail Page, Title Section

Request Detail Page, Header Section

Request Detail Page, Details Section

Request Detail Page, Notes Section

Request Detail Page, Status Section

s Request Detail Page, Graphical View

»  Request Detail Page, Approval Details

»  Request Detail Page, Transaction History
»  Request Detail Page, Request Execution Log
Request Detail Page, References Section

» Predecessor Relationships

»  Successor Relationships

» FF Predecessor Relationships

= Auto-Updating Relationships
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Chapter 2: Viewing Requests

Overview of Demand Management Requests

A Mercury Demand Management request resolution system is used to track
requests from creation to resolution. Demand Management requests are highly
configurable. As such, actual sections and fields can vary between different
request types. Typically, each request type is associated with a unique
workflow.

A request’s detail page iswhere you interact with the request. A request’s
detail page contains all of the information regarding the request. Also, a
request’ s detail page is where decisions and actions pertaining to the request
are executed. If you have a question regarding the request, section, or field,
Demand Management also provides the option of adding help content to
requests. Requests configured with help content have the Help icon (see
Figure 2-1).

*Contact Hame: Schmidt, Fredrick _Ee
Contact (408 958-1 22@

Phone:

Contact Email: fzchmicti@mercury! com

Figure 2-1. Request Help icon

Figure 2-2 shows a submitted (existing) request’s detail page with its sections
minimized. The following isalist of the main sections of arequest’s detail
page and a brief description of each section:

e Title. Thetop of the request contains the request number, the type of
request, and the Available Actions section. The Available Actions Section
displays the actions you can take concerning this specific request at this
specific timein the request’ s workflow. The title section appears after a
request is created and submitted.

e Header. The Header section contains general information concerning the
request, such as who created the request, the date, and the type of request.
Typically, when creating arequest, you need to complete some of thefields
in the Header section. Once the request is submitted, you can update any of
the active fields. The Header section appears at the time of the request’s
creation.

20
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Chapter 2: Viewing Requests

e Details. The Details section contains information specific to the request,
such as a description of the problem, the business area affected, and the
resolution of the request. Typically, when creating a request, you need to
complete some of the fields in the Details section. Once the request is
submitted, you can update any of the active fields. The Details section
appears at the time of the request’s creation.

e Notes. The Notes section contains fields where notes and information
concerning the request can be entered and stored. Notes can be added to a
request as part of creating the request, and after the request is submitted.
The Notes section appears at the time of the request’ s creation.

e Status. The Status section contains status information concerning the
request. The Status Section appears after arequest is created and submitted.

e References. The References section contains additional information
concerning the request. For example, you might add a document or URL to
arequest. The References section appears at the time of the request’s
creation.

MERCURY

IT Governance Center Dashboard > Request Sear

2| Help veith Generic Request S print Business Case 4] Result 8 of 50 =]
Generic Request - #30211

Description:  MNewvy Financial she program reguirec Most Recent Hote:  (Jane Smith) Mewy Financial shwv program reguired. (e Notes
Below’

Request Status: Mot Submitted (View Full Statis Below
&l Awvailable Actions

More Information

Approved Not Approved Delegate Decision

_Expana Au_| | colispse an | $
# Header
# Details
# Notes Last Updated November 1, 2004

# Status

# References

Make a Copy Delete

CopyTigNtE 2004 Wercry

Figure 2-2. Request detail page, minimized

Overview of Demand Management Requests 21
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Request Detail Page, Title Section

The top of arequest’ s detail page contains the request number, the type of
request, and the Available Actions section. The title section appears once a
request is created and submitted. Thetitle of the request detail page is Request
Type - Request #, such as DEM - Application Bug - #30182.

From the title section, you can:
e Print acopy of the request
e Make acopy of the request
e Dédlete therequest

The title section also includes links to the Status section and Notes section. If
you have the appropriate permissions to act on an eligible step, the available
action appears in the Available Actions section. Some actions, such as Accept
and Reject, usually move the request to another step in the process (workflow).
For actions, such as Assign Resource Or Delegate Decision, a workflow action
page might appear, presenting more choices. Some actions might change
optional fields to required.

Reference relationships make it possible for arequest to wait until another
request is complete. In these reference relationships, an Override button
appears in the Available Actions section. Clicking Override allows the request to
proceed through the workflow. When a relationship is overridden, the
relationship is changed in the References section.

IT Governance Center Dashhoard > Regue

2| Help with Generic Request & Print Business Case [ ] Resutt 8 of 50 =]
Generic Request - #30211

Desecription:  Mew Financial shw program recuired Most Recent Note:  (Jane Smith) Mewe Financial siw program reguired. Cyiew Notes
Below’

Request Status: hlot Submitted (Yiew Full Status Below’
=l Available Actions

More Information

Approved Not Approved Delegate Decision

Figure 2-3. Request detail page, general information

22
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Chapter 2: Viewing Requests

Request Detail Page, Header Section

A request’ s detail page Header section contain general information concerning
the request, such as who created the request, the date, and the type of request.
The Header section isincluded in the request creation process and continues
with the request until resolution. Typically, when creating a request, you need
to complete some of the fields in the Header section. Figure 2-4 shows a
typical Header section, however, requests are highly configurable. As such, the
fieldsin aHeader section can vary between different types of requests.

=l Header
= Summary

Jane Smith

Request No.: Request Type: Generic Request [Change Created By:

- : Octoker 25,2004
*Department: Finance v Sub-Type: =) Created On:

Mot Submittedd
"Workflow: Dewv = Test = Pre-Prad = Prad =) ;::1‘:1:51

Priority: Hormal ~ Application: C5M App =] “Contact Mame:  |Schmict, Fredrick | (5] [2

Assigned To: = Contact (403) 985-1222 |2

Assigned Group: PFM - Finance Rey Phone:

= il: fachmict@mercury!.com
Request Group: Upgrade = Contact Email: @ il

*Description: e Financial st program required

Figure 2-4. Request detail page, Header section

Request Detail Page, Details Section

A request’s detail page Details section contains information specific to the
request, such as a description of the problem, the business area affected, and
the resolution of the request. The Details section is included in the request
creation process and continues with request until resolution. Typically, when
creating arequest, you need to complete some of the fields in the Details
section. Once arequest is created and submitted various fields will need to be
updated as the request proceeds through the resolution process.

Figure 2-4 shows a Details section. Within this example section are severa
other subsections including Problem/Resolution and Analysis. However, request
are highly configurable. As such, actual sections and fields can vary between
different types of requests.

Request Detail Page, Header Section 23
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=l Details

& Problem/Resoluti

L]

H Analysis

# Pproject Information

# pemand Management SLA Fields

= p | Manag Scheduling Fields
=l Details

=l Problem/Resolution

Problem:

Business Area

Resource pool not showing all avalable resources.

Affotted: Ordler Management v
Source: Performance Testing v
Reproducible:  (Oves Onn
Steps to
Reproduce:
Resolution: User Resolved
Solution:
# Environment
# Analysis
# Project Information
# pemand Management SLA Fields
® p i M

g Scheduling Fields

Required
Date:

Source
Category:

MNowvember 18, 2004

Interface

Figure 2-5. Request detail page,

Details section
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Chapter 2: Viewing Requests

Request Detail Page, Notes Section

A request’s detail page Notes section contains fields where notes and
information concerning the request can be entered and stored. The Notes
section isincluded in the request creation process and continues with request
until resolution. Typically, when creating areguest, you do not need to add a
note to the request.

Figure 2-6 shows atypical Notes section. All Notes sections include the Add
Note section. The Existing Notes section is created when the request’ s first note
IS created.

=l MNotes
= Add Notes
= Existing Notes

D Show Only User Hotes Hote Author: ALL - Changed Field: ALL W
Jane Smith (jasmith) Hot Submitted
November 1, 2004 0211:17 PM PST New Financial st program required

Figure 2-6. Request detail page, Notes section

Request Detail Page, Status Section

A request’ s detail page Status section lists the workflow steps associated with a
request. If aworkflow step has been acted on, the status of the workflow step
and who completed the step are also listed. Workflow steps can be linked to a
Web address (URL) which might describe the workflow step or provide some
other information. The active workflow step is highlighted.

If you have the appropriate permissions to act on the active workflow step, a
View Available Actions link appearsin the Step Status column (see Figure 2-7).
Click the link to access the workflow step’s available actions. Note that the
available actions are also shown in the Available Actions section of the title
section (see Request Detail Page, Title Section).

Some workflows include subworkflows. Subworkflow steps found within a
workflow are displayed sequentially along with the other workflow steps.
Subworkflow steps are numbered with additional decimal places,
corresponding to the level of the workflow, such a3.1, 3.2, and 3.3.
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In addition to the list of workflow steps, the Status section includes the
following links:

e Graphical View. Graphical View displays the workflow associated with the
request.

e Approval Details. Approval Details displays a detailed view of approved and
completed workflow steps.

e Transaction Details. Transaction Details displays detailed information of
each completed workflow step transaction.

=l Status

Seq Step Status Completed By Date

z

3 - Schedule Jane Smith October 21, 2004 01:52.34 PMPOT
4 Meed Info from Recuestor

3 Reguestar Sign-off

B On Hald Azsign Jane Smith ©ctober 21, 2004 01:52:59 PM POT
7 Reguest Analysiz Code Change Jane Smith October 22, 2004 02:09:58 PM POT
8 Reguestor Sign-off

a Meed Info from Reguestor

12 Cartact Wendor October 22, 2004 02:03:57 PM POT
13 Ciost Analysis

14 Cost Approval

15 Design/Develop

16 Creats Package

17 Wendor Responze

18 Get Patch

19 Reguestor Review Code Change

20 Close (Immediate failure)
il Cloze (Immediate success)
22 Close (Immediate success)

( Graphical Yisw Approval Details Tranzaction Detailz ) Cancel Request

Figure 2-7. Request detail page, Status section

Request Detail Page, Graphical View

A request’s detail page Graphical View displays the workflow associated with
the request. The workflow shows which workflow steps have been visited and
which workflow step is the current workflow step.

A Current % Complete value can be assigned to individual workflow steps. As
the request moves aong the workflow, the percent completed is updated
according to each step’ s configured value (see Figure 2-8).
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6. Close (ruanediste success) - 100%

Figure 2-8. Request detail page, Graphical View

Request Detail Page, Approval Details

A request’s detail page Approval Details displays a detailed view of approved
and completed workflow steps. The Approvers column lists the users of the
security groups who can act on the workflow step. Additionally, Approval
Details displays the requirements to complete aworkflow step, such asAll Users
Must Decide. Depending on the configuration of the workflow step, the
Approvers column will list the name of the security group, not the name of the
users. Click on the security group to display the users belonging to the security
group.

MERCURY

Approval Details - Generic Request #30211

Request Status: Mot Submitted

Deseription: Mew Financial siw program recuired.

Active Workflow Steps

2 - More Information Eligible since Movernber 1, 2004; All users rmust decide (no deadling)
Decision Results  Approvers Decision Date

[Mo Decision] 2dmin User, Belinda Kolan, Betty Molan, Bob Brown, Bob Molan, Brad Nolan, Fred Bieko, Jane Smith,
Jeremiah Smith, Martha Greenbaum, Luis Sanchez, Luis Chan, Katie Smith, Jose Smith, Jose Ortega,
John Wang, John Smith, Joe Smith, Tracy Wilcos, Tina Wilcos:, Tim Wicox, Thomas Wilcax, Ted
Wilzox, Steve Smith, Stephanie Smith, Sophie Smith, Shaven Smith, Sara Smith, Sam Smith, Norman
Scott, Mortan Greenbaum, Mos Greenbaum, Mindy Greenbaum, Martin Gresnbaum, Janst Ortez,
Fredrick Schmict, Chris Brown, Bob Waite, Bob Fell, Bil MNalan

Completed Workflow Steps

4 - Approval Request More Information; Only One user needed to decide
Decision Results Approvers Decision Date
More Information Jane Smith Movember 1,2004 0215 PM PST

Done

Figure 2-9. Request detail page, Approval Details
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Request Detail Page, Transaction History

A request’ s detail page Transaction Details displays adetailed list of information
for each completed workflow step transaction (see Figure 2-10).

MERCURY

Transaction Details - Generic Request #30211

Date Username Step  Workflow Step Hame  Step Status  Results Error Error Message  Hotes
COctober 25, 2004 02:33 PM POT jasmith 4 Approval Reguest Eligitale
Oclober 30, 2004 02:43 PM POT ‘workflow_timeout_service 4 Approval Request Error Timeout
Mowember 1, 2004 0215 PM PST  jasmith 4 Approval Request Complete More
Infarmation
Mowember 1, 2004 0215 PM PST Jjasmith 2 More Infarmation Eligible:

Figure 2-10. Request detail page, Transaction History

Request Detail Page, Request Execution Log

It is possible to view the details of the execution of a particular request by
viewing the Request Execution Log. TO view the Request Execution Log for a
particular workflow step, click log in the Step Status column. The Request

Execution Log page appears. From this page, you can view the details of the
request’ s execution.

=l Status

Seq Worldflow Step Hame Step Status Completed By Date

1 Review Recuest Assign Jane Smith Octaber 27, 2004 08:28:08 AM POT
2 Recuest Assigned In Pragress Jane Smith October 27, 2004 06:28:27 AM POT
3 Request Analysis Mo Coe Change Jane Smith October 27, 2004 05:28:53 AM PDT
4 Create Package

5 Requestor Sign-off Approved Jane Smith October 27, 2004 09:11:12 M POT
3 Close (mmediste success)

7 On Hold

] Meed Info from Reguestar

9 Request Reviewed, No Action

10 Close (Immediate failure)

11 H  Sample Subworklow Jane Smith October 27, 2004 05:11:17 AM POT
12 Executs Reguest Commands (Exec"'t‘E (R At s () @) ) Jane Smith October 27, 2004 03:11:18 AM POT

Figure 2-11. Request detail page, execution log

28

Mercury Demand Management™ User’s Guide



Chapter 2: Viewing Requests

Request Detail Page, References Section

A request’s detail page References sections contain additional information
concerning the request. For example, you might add a URL to a request or
delete an outdated document from arequest. The References sectionisincluded
in the request creation process and continues with request through the request’ s
conclusion. References can be added or deleted from the request.

The Reference Addition section IS used to add a reference to the request. Saved
references are organized by reference type, such as all saved reference
packages are saved in the Packages section. In Figure 2-12, two references
were added to the request, another request (in the Requests section) and a
package (in the Packages Section).

For some references, afunctional dependency between the request the
referenced entity can be created. For example, you can specify that a package
is a predecessor to the request. This means the request will not continue until
the package is closed. See Table 2-1 for alist of the references, their
definitions, and their possible dependency relationships.

=l References

Bl Requests

Req# Assigned Description Request Type Status %  Relationship Relationship Details
User Complete

0189 Resaurce poal not DEM - Application  New % Related ta his Reguest | Informationsl: Reguest 30184 is related

£ show Bug 10 Request 30182

E Programs

Name Program Manager State Relationship Relationship
Details

ERP Upgrade Jeremia h Sith Hew Relatec! to this Rerusst | Informational: This Program is related to
w14 the referenced .

®
Reference Additions

Hew Reference: | Attachment . Add Highlighted tems are actively controlling this Request

References to be added on Save:

Figure 2-12. Request References section
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Table 2-1. References and relationships

Reference Reference Possible
Description Relationships

Relationship
Description

Attach a file from a local
machine to the current Standard Attachment
request. The attached file is | interaction

copied to the server.

Attachment

(Informational) - The attachment is
related to this request.

Child of this Request

(Informational) - The selected
package is the child of the request.

Related to this

(Informational) - The selected
package is related to the request.

(Blocking) - Action is not allowed
on the request until the referenced
package closes.

Request
Packages Reference an existing
(Existing) packages. Predecessor
Successor

(Blocking) - Action is not allowed
on the referenced package until
the request closes.

New packages can also be | Child of this Request
created from a request.

(Informational) - The selected
package is the child of the request.

If configured as part of the | Related to this
workflow, you can spawn a | Request

(Informational) - The selected
package is related to the request.

Packages | Package from a workflow

(New) step. When this happens, a
reference to that package is | redecessor

automatically generated,

(Blocking) - Action is not allowed
on the request until the referenced
package closes.

establishing a two-way link
between the request and
package.

Successor

(Blocking) - Action is not allowed
on the referenced package until
the request closes.

Reference a project in
Projects Mercury Project
Management.

Related to This
Request

(Informational) Selected project is
related to this request.

Reference a release in
Releases Mercury Change
Management™.

Contains This
Package

(Informational) - The request is
contained in the selected release.
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Table 2-1. References and relationships [continued]

Reference Reference Possible Relationship
Description Relationships Description
(Informational) The referenced
Duplicate Request request is a duplicate of the
request.
Original Duplicate (Informational) The referenced
Reguests P request is the original of the two
q duplicate requests.
: (Informational) The referenced
;:reunets?(f this request is the parent of the
9 request.
Requests Reference an existing (Informational) The referenced
(Existing) request. Child of this Request

request is the child of the request.

Related to this

(Informational) Referenced request

Request is related to this request.
(Blocking) Action not allowed on
Predecessor this request until the referenced
request closes.
(Blocking) Action not allowed on
Successor the referenced request until this

request closes.
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Table 2-1. References and relationships [continued]

must be in MIME format.

interaction

Reference Reference Possible Relationship
Description Relationships Description
(Informational) The referenced
Duplicate Request request is a duplicate of the
request.
.. : (Informational) The referenced
Original Duplicate . -
New requests can be request is the original of the two
e Requests .
created from an existing duplicate requests.
t.
reque§ . Parent of this (Informational) The referenced
Also, if configured as part request is the parent of the
of the workflow, you can Request request.
Requests spawn a request from a
New i .
(New) request. When this Child of this Request (Informational) The referenced
happens, a reference to request is the child of the request.
that request is . .
automatically generated Related to this (Informational) Referenced request
establishing a two-way link Request is related to this request.
between the requests. (Blocking) Action not allowed on
Predecessor this request until the referenced
request closes.
(Blocking) Action not allowed on
Successor the referenced request until this
request closes.
Related to This (Informational) The referenced
Request task is related to this request.
(Blocking) Action not allowed on
Predecessor this request until the referenced
task closes.
: (Blocking) Action not allowed on
Reference a task in a L
. Successor the referenced task until this
Tasks Mercury Project
request closes.
Management.
FF Predecessor (Blocking) The referenced task
(Finish Finish does not complete until the request
Predecessor) closes.
Request Updates (Autq-updatlng). The referenced
task is automatically updated by
Task
the request.
Reference a Web address. . .
URL Documents at the URL Standard URL (Informational) The URL is related

to this request.
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Predecessor Relationships

Predecessor relationships dictate that action is not alowed on one entity until
the referenced entity closes. For example, arequest cannot complete any
workflow action until the referenced task is closed (Completed, Bypassed, Or
Cancelled). Therequest’s status is Pending Task. When the task closes, the
request can be acted upon once more. This does not stop other request fields
from being edited.

Successor Relationships

Successor relationships dictate that action is not allowed on referenced entity
until the entity closes. For example, areferenced task cannot change its status
until the original request is closed. Thetask’ s status is Pending Request. \When
the request closes, the task can be acted upon once more. This does not stop
other task fields from being edited.

FF Predecessor Relationships

FF predecessor relationships dictate that the two entities complete at the same
time. For example, areferenced task cannot have a status of Complete until the
original request is closed. When the resource working on the task is finished
and the state is set to Completed (% Complete Will be set t0 100%), the
referenced request will have a status of Completed (Pending Request). \When
the request is closed, the referenced request is set to Completed. This does not
stop other request fields from being edited.

Auto-Updating Relationships

Auto-updating rel ationships dictate that one entity is automatically updated by
the second entity. For example, as arequest moves through its process, it will
update atask with its status information. When the request is submitted, the
tasks movesto In Progress. \When the request is completed, the task is
Complete. When the request is cancelled or deleted, the task is cancelled.

A single request can drive multiple tasks. If the request’ s workflow has %
Complete values defined, the request will aso update the task with % Complete
information. Since % Complete and Task State are automatically updated by the
driving request(s), you cannot update these two fields on the task.
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Creating Requests

In This Chapter:

e Overview of Creating Requests
e Creating Requests
= Creating Requests from the Menu Bar
= Creating Reguests from a Request’ s References Section
» Creating Requests by Copying Requests
e Overview of Adding References
= Adding References
= Adding Additional References
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Overview of Creating Requests

In Mercury Demand M anagement, requests are how actions and processes get
started. Requests contain all of the information necessary to take a series of
actions and move request through aworkflow. The information contained on a
request isdifferent for different request types. For example, if you create an
Enhancement request, the information required is different than if you create
DEM - Application Bug request. However, most request types have the same
basic organization.

Figure 3-1 shows a common request retail page that has been minimized to
show only the main sections. The following is alist of the main sections and a
brief description:

e Header. The Header section of arequest’s detail page contains general
information concerning the request, such as who created the request, the
date, and the type of request. Typically, when creating arequest, you'll be
required to complete some of the fields in the Header section.

e Details. The Details section of arequest’s detail page contains information
specific to the request, such as a description of the problem, the business
area effected, and the resolution of the request. Typically, when creating a
request, you' I be required to complete some of the fields in the Details
section.

e Notes. The Notes section of arequest’s detail page contains fields where
notes and information concerning the request can be entered and stored.
Typically, when creating arequest, you do not need to add a note to the
request.

e References. The References section of arequest’s detail page contains
additional information concerning the request. For example, you might add
adocument or URL to arequest. References are often added when creating
arequest.
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MERCURY

IT Governance Center Request #30091 > Regue arch > Reguest #30182 » Creste 4 Request > Creste heww DEM - Application Bug

Create New DEM - Application Bug

Expand All Collapse All Submit Cancel

# Header

# Details

# Notes

# References

Submit Cancel

Copyig i 2004 Mercary

Figure 3-1. Create New Request, minimized

For More Information

For more information concerning request detail pages, see Viewing Requests
on page 19.

Creating Requests

Requests are created using the Create New Request page. There are several
ways to reach the Create New Request page, including:

e From the menu bar

e From arequest’s References section

e By copying an existing request

e From aMercury Project Management project

e From aMercury Project Management task

e From aMercury Change Management package

e From aMercury Change Management release
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For More Information

e For information on how to create a request from Mercury Project
Management, see I ntegrating Requests and Projects on page 69.

e For information on how to create a request from Mercury Change
Management, see the Mercury Change Management User’s Guide.

Creating Requests from the Menu Bar

The most common way to create a request is by using the menu bar. Once
created, the request will be given a unique number and is tracked from start to
finish. This ensures task completion and accountability for al steps within the
request’ s selected workflow.

To create anew request:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. From the menu bar, select Create > Request.

The Create From Available Request Types page appears.

MERCURY SIGH OUT
0182 equest

IT Governance Center Request #30091 > Reque

Welcome, Joe Smith
Tue Nov 2 07:22:36 PST 2004

Erpund A1 | Collspis A Create New Request
+ Dashboard
=l create ‘Request Type: | DEM - Application Bug v Create
Allocations
Burlget - Most Recertly Created — lbugs shauld be
Financial Benefit Enhancement
Business Ohjective HR Requests
Initiative Request -
Organization Linit Create Based |Bug
Package | DEM - &pplication Bug
Program Most Recently Qpey  application Enhancement

Project lssue Enhancement DEM - Datebase Refresh
Project Plan DEM - Initiative
HR Requests
Project Resource Request & Enhancement
Project Risk e S:?:“C R;qum
Praject Scope Change Jiy E“A“SES ;
Reguest PFM - Projact
Resource Pool PFM - Propossl
Skl PMO - lssue
Stafting Profils PMO - Program Redquest
e Sz MO - Resource Redusst
PMO - Risk
el
search PMO - Scope Change Redusst
1 Reports
I Time

#l Administration
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3. In the Create From Available Request Types page, from the Request Type
drop-down list, select the type.

The selection of request types depends on your licenses, security groups,
and access grants. To save time, the most recently created request types are
listed in the Create Based on Desired Action Section.

4. In the Create From Available Request Types page, click Create.

The Create New Request page appears.

MERCURY

IT Governance Center Request #30091 > Requ e > Create A Reauest > Create Nevw DEM - Application Bug

Create New DEM - Application Bug

__Expand All_| |_Calinpse Al ﬂ m
= Header
B Summary
Requested Jog Smith
Request Unreleased
Status:
Workflow: DEM - Bug Retuest Worktiow

e
Department:

*Description: |

# Details

# Notes

# References

Submit Cancel

5. In the Header section, complete the fields as required.

The Header section includes general information concerning the request.
Required fields have ared asterisk. All other fields are optional, but are
often helpful when others are reviewing an open request. For information
concerning a specific field, click the Help icon next to the field (if
available).
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6. In the Details section, complete the fields as required.

The Details section includes specific information concerning the request.
The Details section can have none, one, or many subsections. Required
fields have ared asterisk. All other fields are optional, but are often helpful
when others are reviewing an open request. For information concerning a
specific field, click the Help icon next to thefield (if available).

7. In the Notes section, enter additional information.

The Notes section contains fields where notes and information concerning
the request can be entered and stored. Typically, when creating a request,
you do not need to add a note to the request. However, add a note if you
want to convey additional information to the reviewers and processors of
the request.

8. In the References section, add references to the request.

In some casesit might be useful to reference a\Web accessiblefile or attach
adocument or file from alocal machine to the current request.
Additionally, other entities such as packages, tasks, or other requests can
be referenced. For more information on adding references, see Overview of
Adding References on page 43.

9. In the Create New Request page, click Submit.

The request is submitted. The Request Creation Confirmed page appears.

MERCURY"

IT Governance Center i

Request Creation Confirmed

The follovwing reguest has been created and submited:

Request # 30275 Description:  ERP application not printing to default printer.

‘Request Type: | IR | | Create

Create Based On Desired Action
Most Recently Created

Report an Application Bug
Enhanceme rit
HR Reguests

Mercury IT Governance Center can be configured to save the request before the
@: request is submitted. To have this feature enabled for your Mercury IT Governance

Center, see your application administrator.
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After submitting the request, on the Request Creation Confirmed, you can click
the link (Request #) to see the newly generated request’ s detail page.

Once arequest has been submitted, it is assigned aninitial status, such as New.
It is then routed along a standard business process of approvals, decisions, or
actions, depending on the associated workflow. See Processing and Managing
Requests on page 55 for details.

Creating Requests from a Request’s References Section

A request can be created from the References section of arequest’s References
section.

To create arequest from arequest’s References section:
1. Log onto the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Open arequest.

Y ou can open an existing request or create a new request from the menu
bar.

e To open an existing request, see Opening and Updating Requests
on page 56.

e To create anew request, see Creating Requests from the Menu Bar
on page 38.

3. Scroll down to the References section.

4. In the References section, from the New Reference drop-down list, select
Request (New).

5. In the request’ s References section, click Add.

The Create New Request page appears.
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MERCURY

IT Governance Center Reguest #30091 > Reguest Search > Reques reate & Reauest > Create New: DEM - Application Bug

Create New DEM - Application Bug

Expand All Collapse All Submit Cancel

# Header

# Details

# Notes

# References

Submit Cancel

Copyig i 2004 Mercary

6. From the Request Type drop-down list, select the type of request to create.

7. In the Relationship section, select aRelationship by checking the appropriate
radio button. For more concerning relationships, see Overview of Adding
References.

8. On the Create New Request page, click Create.
The Create New Request page appears.
9. Complete the Create New Request page.

For instructions on how to complete the Create New Request page, see
Creating Requests from the Menu Bar on page 38.

Creating Requests hy Copying Requests

A new request can be created by copying an existing request. This can save
time by eliminating the need to reenter information that is common between
the requests.

To create anew request using copy:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Open arequest.

To open an existing request, see Opening and Updating Requests
on page 56. The request’s detail page appears.
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3. At the top or bottom of the request’ s detail page, click Make a Copy.

The Copy Request page opens. All Header and Details fields are copied to
the new request.

MERCURY

IT Governance Center

Copy Request

WU are copying Gensric Request #30211. All fiskd data will bs copisd over o the new request. In addition, you may chooss tor

Copy Request Notes
Copy Request References

Copy Cancel

Copyighte 2004 Mercary

. Select whether to copy the original request’s Notes or the References

sections and click Copy.

The Create New Request page appears with the copied information.

. Modify the Create New Request page as required and click Submit.

The request is submitted.

Overview of Adding References

A request’s detail page References section contains additional information
concerning the request. For example, you might add a document or URL to a
request. The following lists the references that can be added to arequest:

Attachment

Package (New and Existing)
Project

Release

Request (New and Existing)
Task

URL
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For some references, such as for packages and other requests, a functional
dependency to the original request can be created. For example, you can
specify that arequest is a predecessor to the package. This means the package
will not continue until the request is closed. See Request Detail Page,
References Section on page 29 for alist of the references and their possible
dependency relationships.

Adding References

This section shows how to add an attachment as areference. For information
concerning how to add all of the valid references, see Adding Additional
References.

To add areference to arequest:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see Getting Started.

2. Open arequest.

Y ou can open an existing request or create a new request from the menu
bar.

e To open an existing request, see Opening and Updating Requests
on page 56.

e To create anew request, see Creating Requests from the Menu Bar
on page 38.

3. In therequest, scroll down to the References section.

4. From the New Reference drop-down list, select the type of referenceto be
attached and click Add.

=l References

Reference Additions

achmer
i
erences to be P i

&
v
d
Request (Existing]
Request (Mew)
Task

URL
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A window opens where the reference’ s relationship can be specified. This
window is different depending on the type of reference selected. In this
procedure, an Attachment is selected as areference. For information
concerning how to add other references, see Adding Additional References.

e To add an attachment as a reference, from the New Reference
drop-down list, select Attachment and click Add.

The Reference Attachment page appears.

MERCURY

Add Document

“File:

[Repartstatus.doc | (Browse.. |

Author: [ Joe Srmith |

Deseription:

Status Repart for November 12, 2004

5. In Attachment, use the Browse icon to search for and include an attachment.
6. In Description, enter a description of the attachment and click OK.

The referenced attachment appears in the References section of the request’ s
detail page.

7. In the request’ s detail page, click Save.

The attachment is added to the request.

Adding Additional References

This section lists the different references that can be added to arequest. For
complete instructions on how to add a reference, see Adding References
on page 44.
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Adding Attachments as References

Y ou can reference an attachment to arequest. To reference an attachment,
from the New Reference drop-down list, select Attachment and click Add. The
Reference Attachment window opens. In Attachment, use the Browse icon to
search for and include an attachment. In Description, enter a brief description of
the attachment and click Add (see Figure 3-11). The attachment appears on the
request’ sdetail page. Y ou must save or submit the request to add the reference.

MERCURY

Add Document

“File:
RepartStatus. doc
Author: |.Joe Smith

Deseription:

Status Repart for November 12, 2004

Figure 3-2. Add Document window

Adding Packages (Existing) as References

Y ou can reference existing packages to arequest. To reference an existing
package, from the New Reference drop-down list, select Package (Existing) and
click Add. The Add References: Package window opens. On the Add References:
Package, complete the search fields as required click Search.

The Add References: Package window displays the package(s) matching the
search criteria A list of relationship typesis included on the window (see
Figure 3-3). Select the type of relationship, the package or packages, and click
Add. The package appears on the request’ s detail page. Y ou must save or
submit the request to add the reference.
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MERCURY

Add Reference: Package

*Select which relationship the selected Packages will have to Request #30211:
O child of this Reguest - (informational) - The selscted Package is ths child of Request 30211

(® Related to this Request - (Informatisnal) - The sslscted Packase is related to Requsst 30211
(O Predecessor - (Blocking] - Action nat allowed on Request 30211 urtil selected Package closes
O Successor - (Blacked) - Action not allowed on selected Package unll Request 30211 closes

Pkg #V
30068

30087
30053
30052
30051

Oooooog

30001

Check All

Workflow

= Test =
= Test>
= Test =
= Test>

= Test=

clear All

Package Search Results

Prod
Prod
Prod
Prod

Prad

Priority
Low
Low

Mormal

Showing 1to 6 o7 6
Assigned To Pkglines | Description
Hesd eye exam information

Abilty ta prit from Results page

jwang InstallationManager GLI
jortez CRM Bug Fix 11023
lchan 1 HR Bug Fix

hfell Sales Dema Kit

Showing1to6ofé

Add Modify Search Cancel

Figure 3-3. Add Reference Package window

Adding Packages (New) as References

Y ou can reference anew package to arequest. To reference anew package asa
reference, from the New Reference drop-down list, select Package (New) and
click Add. The Create New Package window opens. In the Create New Package
window, select the relationship and click Create.

The New Package window opens. Any matching header information from the
request is automatically added to the package, such as description, priority, and
package type (see Figure 3-4). Complete the New Package window and click
Save. The package appears on the request’ s detail page. Y ou must save or
submit the request to add the package.
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MERCURY
New Package 30069
Save Cancel
Header
*Package No.: PackageGroup: | | [E] Createdsy: Joe Smith
Description: [ Wew Financial siw progrem reguired | Created On HNovember 2, 2004
“Workflow: [ | =l Status: New

Assigned Group: PFM - Finance Review Bo BE|  Package Type: Priority Seq:

Percent Complete: o

Notes

Hotes to be added on save:

References

Reference Additions

Hew Reference: | Attachment A Add

References to be added on Save:

Open Remove

Save Cancel

Figure 3-4. New Package window
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Attaching Programs as References

Y ou can reference existing programs to a request. To reference an existing
program, from the New Reference drop-down list, select Program and click
Add. The Reference: Program window opens. Select the program from the
auto-complete list. In the Reference: Program window, select the type of
program relationship and click Add (see Figure 3-5).

MERCURY

Reference Program

'Program:  [coieq Upgrade Program =
*Refationship:

(%) Related to this Package - (informationsl) - Selected Program is relaled 1o Package (New)

Figure 3-5. Reference Program window

Attaching Projects as References

To attach existing projects as a reference, from the New Reference drop-down
list, select Project and click Add. The Add Reference: Project window opens. In
the Add Reference: Project window, complete the search fields as required and
click Search.

The Add Reference: Project window displays the projects matching the search
criteria. A list of relationship typesisincluded on the page (see Figure 3-3). In
the Add Reference: Project window, select the type of relationship, the project,
and click Add. The project appears on the request’ s detail page. Y ou must save
or submit the request to add the reference.
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MERCURY
Add Reference: Project
*Select which relationship the selected Projects will have to Package &
(%) Related to this Package - (Informational) - Selected Project is related to Package (Mew)
Project Search Results Showing 1 ta10 of10
Project Hame & Project State | Scheduled Start Scheduled Finish | Project Manager | Department
O O cRMSystem &7 Active Qctober 23, 2004 Movember 28, 2004 Bill Molan
O FirstTrack Development v1.0 Mewy October 15, 2004 Movember 10, 2004 Fred Bieko
[ O mirastructure Redeployment  Active Cctober 26, 2004 Wovember 23, 2004 Martin Gresn,
O [ infrastructure Redevelopment  Active Qctober 20, 2004 Movember 18, 2004 John Smith
[0 B Merketing Promo Project Active September 20, 2004 December 2,2004  Admin Liser
O ] Mkg Dema Alpha Test Phase Active Cctober 11, 2004 Movember 1, 2004 Jane Smith
O [0 MKy Demo Beta Test Phase Active Movember 1, 2004 Movember 22, 2004 Jana Smith
O B Sales Demo Update G204 Active October 7, 2004 Movember 30,2004 Jane Smith
] [ Server Upgrade Project Active Cctober 21, 2004 Movember 17,2004 Jane Smith
O 1 wicB Project 2 Active Qctober 27, 2004 Movember 5, 2004 Thomas VWileox
Check all Clear All Showing 11010 0f 10
Add Modify Search Cancel

Figure 3-6. Add Reference Project window

Adding Releases as References

Y ou can reference existing releases to requests. To reference an existing
release, from the New Reference drop-down list, select Release and click Add.
The Reference Release window opens. In Release, select the release from the
auto-completelist. In the Reference Release window, select the type of
relationship and click Add (see Figure 3-3). The release appears on the
request’ sdetail page. Y ou must save or submit the request to add the reference.

MERCURY

Reference Release

‘Release: E] -

*Relationship:

(2 Contins this Package - (nformationial) - Package (New) is cortained in the selected Release

Add Cancel

Figure 3-7. Reference Release window
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Adding Requests (Existing) as References

Y ou can reference existing requests to requests. To reference an existing
request, from the New Reference drop-down list, select Request (Existing) and
click Add. The Add Reference: Request window opens. In the Add Reference:
Request window, complete the search fields as required click Search.

The Add Reference: Request window displays the requests matching the search
criteria. A list of relationship typesisincluded (see Figure 3-8). Select the type
of relationship, the existing request or requests, and click Add. The existing
request or requests appear on the request’ s detail page. Y ou must save or
submit the request to add the reference.

MERCURY

Add Reference: Request

‘Select which relationship the selected Requests will have to Package #

) Parent of this Package - (Informational] - Selected Reguest is the parent of Package (Mew)

(%) Related to this Package - (Informational) - Selected Request is related to Package (Mew)

O Predecessor - (Blocking) - Action net allowed on Package (New) urtil selected Request closes
© Successor - (Blocked) - Action not allowed on selacted Request until Package (Mew) closes

Request Search Results Showing 1to 5 of §
Req#¥  Request Type Description Status  Assigned To  Priority | Created By
] %0275 DEM - Application Bug ~ ERP application nat printing to default printer. Mew Low Joe Smith
] 3wes DEM - Application Buy ~ Resource poal not showing all availabls resources.  Mew High Jane Smith
O 388 DEM - Application Bug  Resource poal not showing all available resources.  hew Critical Jane Smith
] ame? DEM - Application Buy  Resource poal not showing all availabls resources.  Mew Mormal  Jane Smith
O 30186 DEM - Application Buy  Resource pool not showing all available resources.  New Loy Jane Smith
Check all Showing1to5ofs
Add Modify Search Cancel

Figure 3-8. Add Reference Request window

Adding Requests (New) as References

Y ou can reference new requests to arequest. To reference a new request, from
the New Reference drop-down list, select Request (New) and click Add. The
Create New Request window opens. In Request Type, select the type of request
to create. In the Create New Request window, select arelationship and click
Create (See Figure 3-9).

The Create New Request window displays the fields of the selected request
type. Complete the Create New Request window as required and click Save or
Submit. The new request appears on the initial request’ s detail page. Y ou must
save or submit the request to add the reference.
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MERCURY

Create New Request

"Request Type: DEM - Application Bug v

DEM - Application Bug: Application bugs should be used to report problems in current IT
applications

‘Relationship:

(2 Duplicate Request - (Informational) - The selected Request is a duplicate of Request 30211

() Original of Duplicate Requests - (nformational) - The selected Request is the Original of these two duplicate Requests
) Parert of this Request - (Informational) - The selected Reguest is the parent of Reguest 30211

O Child of this Request - (infarmational) - The selected Request is the child of Reguest 30211

@ Related to this Request - (Informational) - The selected Regquest is related to Reguest 30211
© Successor - (Blocked) - Action not allowed on selected Request urtil Request 30211 closes

O Predecessor - (Blocking) - Action net allowed on Request 30211 urtil the selected Request closes

Create Cancel

Figure 3-9. Create New Request window

Adding Tasks as References

Y ou can reference existing tasks to requests. To reference an existing task,
from the New Reference drop-down list, select Task and click Add. The Add

Reference: Task window opens. In the Add Reference: Task window, complete
the search fields as required click Search.

The Add Reference: Task window displays the tasks matching the search
criteria. A list of relationship typesisincluded (see Figure 3-10). In the Add
Reference: Task window, select the type of relationship, the existing task or
tasks, and click Add. The existing task or tasks appear on the request’ s detail
page. Y ou must save or submit the request to add the reference.

MERCURY

Add Reference: Task

‘Select which relationship the selected Tasks will have to Request #30211:

® Related to this Request - (Informational) - The selscted Task is refated to Request 30211

' Predecessor - (Blocking) - Action nat allowed on Request 30211 urtil selected Task closes

O successor - (Blocked) - Action not allowed on selected Task until Request 30211 closes

O FF Predecessor - (Finizh Finish Predecessor) - Selected Task does not complete until Reguest 30211 closes
© Request Updates Task - (Auto-Updating) - Selected task is sutomatically updated by Request 30211

Task Search Results

Task Hame 4 Project Path Activity Task State Scheduled Start Scheduled
Finish
inal Anslysis of Sal iarketing Prama Project = Final Analysis of Sales In Progress ovember ovember
[]  Final Analysis of Sal Maketing Proma Prajsct = Final Aralysis of Sal In Prag Wovember 16, 2004 November 17,
Demo 2004
eview Sales Demo Tal tarketing Proma Project = Review Sales Dema In Progress ober 4, lovember 1,
O Re Sales D Talk Marketing P Project = R Sales Dy I Pt October 4, 2004 i ber 1
Talking Poirts 2004
eview Sales Demo Test. iarketing Promo Project = Review Sales Dema Te: In Progress aber 15, ecember 2,
Re Sales Dn Test Marketing P Project = R Sales D Test In Pr October 15, 2004 D ber 2
Code 2004

Check All Clear All

Figure 3-10. Add Reference Task window
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Adding URLs as References

Y ou can reference an existing URL to arequest. To reference an existing URL,
from the New Reference drop-down list, select URL and click Add. The
Reference URL window opens. In URL, enter the URL address. In Description,
enter a brief description of the URL and click Add (see Figure 3-11).

MERCURY

Reference URL

‘URL: I | Wiew URL

Figure 3-11. Reference URL window

The URL appears on the request’ s detail page. Y ou must save or submit the
request to add the reference.
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Processing and Managing Requests

In This Chapter:

e Overview of Processing and Managing Requests
e Opening and Updating Requests
= Opening Requests Using Portlets
= Opening Requests Using Email Notifications
= Opening Requests Using the Menu Bar
e Managing Requests
= Reopening Closed Requests
Deleting Requests
Cancelling Requests
Printing Requests
Purging Requests
Managing Requests Using Reports
Managing Requests Using Portlets
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Overview of Processing and Managing Requests

In Mercury Demand Management, once arequest has been created it can be
processed and managed. Processing requests refers to updating requests and
moving requests through workflow steps. Managing requests refersto working
with the requests, such as printing and purging requests.

Y ou can locate requests requiring attention using one of the following
methods:

e Viewing Portlets. Personalize Mercury Demand Management request
portlets to display requests assigned to you. For more information, see the
Getting Started guide.

e Performing Searches. Use the Search Requests page to search for
requests. For more information, see the Getting Sarted guide.

e Receiving Notifications. As arequest proceeds through its life, email
notifications can be sent to alert you of pending actions. The notification
might include alink to the request. Click the link to open the referenced
request. If you are currently logged onto the standard interface, the
referenced request opens. If you are not currently logged onto the standard
interface, the Logon page opens. After you log on, the referenced request
appears. Request types can be configured to send email notifications when:

= A request reaches a specific workflow step

= When aspecific field changesits value

Opening and Updating Requests

If you have the correct permissions, you can open and updated Mercury
Demand Management request. Opening and updating a Demand M anagement
request can involve:

e Opening arequest
e Updating or changing the information in arequest field
e Adding notes or references to a request

e Performing an available action

56
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Opening Requests Using Portlets

Mercury Demand Management request portlets include links to the request’s
detail page. In the Mercury Demand Management portlet, click a linked
Request # t0 open the request’ s detail page.

Opening Requests Using Email Notifications

Some workflow steps are configured to send email notifications when they
become active. Most email notification include a link to the request. Click the
link to open the request. If you are currently logged onto the standard interface,
the referenced request opens. If you are not currently logged on to the Mercury
IT Governance Center, the Mercury IT Governance Center Logon page
appears. After you log on, the referenced request opens.

Opening Requests Using the Menu Bar
To open and update a request:

1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Use the Search Requests page to search for and open a specific request.

For information on how to use the Search Request page, see the Getting
Sarted guide. The request’ s detail page appears.
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MERCURY

IT Governance Center Das

2| Help with Generic Request & Print Business Case [ ] Resutt 8 of 50 =]
Generic Request - #30211

Description:  Mew Financial shw program recuired Most Recent Hote:  (Jane Smith) Neww Finencial sty program recuired. (Yiew botes
Below’

Request Status: Mot Submitted (i Full Status Below
=l Available Actions

More Information

Approved Not Approved Delegate Decision

Make a Copy Delete

Expand All_| _Collapse an Save
# Header

# Details

# Notes Last Updated November 1, 2004

# Status

# References

Make a Copy Delete

CopyTigNtE 2004 Wercry

3. In the Available Actions Section, select the appropriate action.

If you have the appropriate permissions to act on an ligible step, the
available action appears in the Available Actions section. Some actions, such
as Accept and Reject, usually move the request to another step in the
process (workflow).

Some actions, such as Assign Resource Or Delegate Decision, require
additional information. When additional information is required, a
workflow step action page will appear. If aworkflow step action page
appears, complete the page or pages to compl ete the action.

Some actionswill change the status of afield. For example, adisabled field
might become enabled or required (red asterisk). Check the Header and
Details sections for newly enabled or required fields.

Reference relationships make it possible for arequest to wait until another
request (or other referenced entity) is complete. If the request has such a
reference relationship, an Override button appears in the Available Actions
section. Click Override to override the referenced relationship and allow
the reguest to continue through the workflow.

58

Mercury Demand Management™ User’s Guide



Chapter 4: Processing and Managing Requests

MERCURY

IT Governance Center

2| Helpp voith HR Recuests S print Business Case
HR Requests - #30270

Description:  Keed Eye Prescription information Most Recent Hote: (Jans Smith) Need Eye Prescription information. (view Notes
Below)

Request Status: New (Pepdog #4500 001 - 0%) (View Ful Status Below)

Ho Available Actions

Make a Copy

4. In the Header section, complete the fields as required.

The Header section includes general information concerning the request.
Required fields have ared asterisk. All other fields are optional. For
information concerning aspecific field, click the Help icon next to the field
(if available).

If necessary, you can change the request type, such as changing a Bug
request to an Enhancement request. Changing the type of request can
involve changing which fields are associated with the request. To reduce
data entry when the request type is changed, Demand Management maps
the fields from the original request type to the fields of the new request
type. New fields appear blank. To change the request type, next to the
Request Type field, click Change.

=l Header

S Summary
Request Ho.: 30270 Request Type: HR Requests [Change Created By: Jane Smith

. October 28, 2004
“Department: Finance w Sub-Type: = Created On:
Mew (Pending Tasl #30100
d = Request
“Workflow: Bug Reguest Type Warkflow [ Staturs: 0%
Priority: “ Application: [ ‘Contact Name: | Smith, Katie El 2
Assigned To: ! i = Contact (408) 988-5409
Assigned Group: [ Phone:

Request Group: | Contact Email;  KSmith@mercuryt com
“Description: Meed Eye Prescription information.

5. In the Details section, complete the fields as required.

The Details section includes specific information concerning the regquest.
The Details section can have none, one, or many subsections. Required
fields have ared asterisk. For information concerning a specific field, click
the Help icon next to the field.
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6. In the Notes section, enter additional information.

The Notes section contains fields where notes and information concerning
the request can be entered and stored. To add a note, in the Add Note
section, enter the data. When the request is saved, the note is added.

View existing notes in the Existing Notes section. Existing notes are
presented in chronological order with the most recent notes first. Existing
notes can also befiltered, using Show Only User Notes, Note Author, and
Changed Fields.

Y ou cannot delete an existing note.

=l Notes
H Add Notes
B Existing Notes

[] Show Only User Hotes Note Author:  ALL v Changed Field: | ALL +
Jane Smith (jasmith) Hew (Pending Task #30100 - 0%)
Movember 1, 2004 02:32:12 PM PST Meed Eye Prescrigtion information.

7. In the Status section, review the status of the request.

The Status section lists all of the workflow steps and each workflow step’s
status. The current workflow step is highlighted.

In addition to the list of workflow steps, the Status section includes the
following links:

e Graphical View. Graphical View displays the workflow associated with
the request.

e Approval Details. Approval Details displays a detailed view of approved
and completed workflow steps.

e Transaction Details. Transaction Details displays detailed information of
each completed workflow step transaction.

If the workflow step is an execution workflow step, there might be alinked
Request Execution Log. To view the Request Execution Log for a particular
workflow step, click log in the Step Status column.
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If you have the appropriate permissions to act on an eligible step, a View
Available Actions link appears in the Step Status column. Click the link to
display the workflow step’ s action page. The actionsin theworkflow step’s
action page are the same actions found in the title section of the request.
Compl ete the action to move the request to the next workflow step.

=l Status

Seq Workflow Step Hame Step Status: Completed By Date

2 Caonfirm Priority 1 Recuests

3 Initial Review: Schedule Jane Smith Octoker 21, 2004 01:52:34 PMPDT
4 Meed Info from Reguestor

5 Reguestor Sign-off

G on Hald Assign Jane Smith Octoker 21, 2004 01:52:58 PM POT
7 Request Analysis Code Change Jane Smith October 22, 2004 02:09:56 PM POT
8 Requestor Sign-off

a Meed Info from Reguestor

12 Cortact Wendor October 22, 2004 020857 PMPOT
13 Cost Analysis

14 Cost Approval

15 DesigniDevelop

16 Create Package

17 ‘endar Response

18 Get Patch

19 Reguestar Review Code Changs
20 Cloze (Immediate faillre)

2 Close (Immediate success)

22 Close (Immediate success)

‘ Graphical Yiew \ Approval Details | Transaction Details > Cancel Request

8. In the References section, add references to the request.

Existing references can be viewed in subsections of the References section.
Existing references are grouped by entity, such as referenced requests are
in the Requests section.

To change the relationship of an existing reference, from the Relationship
drop-down list, select the new relationship. To delete areference, click the
Delete icon at the beginning of the existing reference.

In some cases it might be useful to reference a Web-accessible file or a
document or file from aloca machineto the request. Additionally, other
entities such as packages, tasks, or other requests can be referenced to the
request. For information on adding references, see Adding References

on page 44.
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=l References

El ProjectsTasks
Relationship Details

Hame Project Master project State %
ManagerResource Complete
FirstTrack Developmert  Mew FR—— | Ylocking: Action not allowed on Reguest

w0 0270 urtil Task

e
Ta:

x

Reference Additions

Hew Reference: | Attachment v Add Highlighted kerms are actively cortroling this Request

References to be added on Save:

9. On the request’ s detail page, click Save.

The changes to the request are saved.

Managing Requests
In Mercury Demand Management, once a request has been submitted, it can be
viewed, changed, or deleted depending on changes to the business
requirements or workflow.

Reopening Closed Requests

A reguest can be reopened at a preconfigured step in the process. For example,
if aBug request is closed and the bug reoccurs, the request can be reopened.

To reopen arequest:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Search for and open the closed request.

For information on how to search for and open arequest, see Opening and
Updating Requests. The request’ s detail page appears.
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3. In the request’ s detail page, scroll down to the Status section.
4. In the Status section, click Reopen Request.

The request is reopened.

MERCURY SIGH OUT
D5 - by Front Page > Reau Request #30420

IT Governance Center

2| Help with Generic Request & print Business Case

Generic Request - #30420

Description: ERP Patch Most Recent Hote: [ View Motes Belovy
Request Status: Mot Submitted (Yiew Ful Status Below

Ho Available Actions

Expand All_| | Collapss All Save

# Header

# Details

=l Status

Seq Workflow Step Hame Step Status Completed By Date

1 Approve (One User) Approved Jane Smith Mawember 24, 2004 12:58:23 PM PST

2 Copy of Appravs (One User) Approved Jane Smith Movamber 24, 2004 125835 Ph PST

3 Close (Immediste success) Succeeded Jane Stith Mowember 24, 2004 1205835 PM PST

Espand Steps Collapse Steps Graphicsl View | ApprovslDetsis | Transaction Detsils

Save

Deleting Requests

Only saved requests can be deleted from the Mercury IT Governance Center.
In order to delete a saved request, you must have the proper permissions.
Deleted requests are deleted from the Mercury IT Governance Center and can
no longer be opened or viewed.

To delete arequest:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Search for and open the request.

For information on how to search for and open arequest, see Opening and
Updating Requests. The request’ s detail page appears.
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3. Scrall to the bottom of the request’s detail page.

If you have the appropriate permissions to delete the request, the Delete
button will be visible.

4. At the bottom of the request’ s detail page, click Delete.

A question dialog opens prompting for a confirmation on the deletion.

5. Click OK to delete the request.

The request is deleted from the Mercury IT Governance Center.

Cancelling Requests

Only saved requests can be cancelled from the Mercury IT Governance Center.
In order to cancel a saved request, you must have the proper permissions.

To cancel an existing request:

1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Search for and open the request.

For information on how to search for and open arequest, see Opening and
Updating Requests. The request’ s detail page appears.

3. In the request’ s detail page, scroll down to the Status section.

=l Status

Seq
2

3
4
5
6
7
8

)

12
13
14
15
16
17
18
19
20
2
22

Workflow Step Hame Step Status Completed By
Confirm Priorty 1 Requests
Initial Review: Schedule Jane Smith
Meed Info from Reguestor

Requestar Sign-off

On Hold Assign

Recuest Analysis

(view Available Actions)

Jane Sith
Renuest Analysis

Requestor Sign-off
Meed Info from Requestor

Cortact Vendar

Cost Analysis

Cost Approval

Design/Develop

Create Package

‘endor Responze

Get Patch

Requestar Review Cods Change

Close (Immediste failure)

Close (Immediste success)

Cloge (Immediste success)

Transaction Details

Graphical Yiew Lpprovel Details

Date

CQctober 24, 2004 01:51:03 PM POT

Cctober 21, 2004 01:51:38 PM DT

Cctober 21, 2004 01:51:38 PM DT

Cancel Request
——
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4. In the Status section, click Cancel Request.
A question dialog opens prompting for a confirmation of the cancellation.
5. Click OK to cancel the request.

This cancels each workflow step and sets the request’ s status to Cancelled.

Printing Requests
It ispossible to print arequest’ s detail page by opening a printable version of

the request. The printable version of the request’s detail page cannot be edited
or updated.

To print arequest:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Search for and open the request.

For information on how to search for and open arequest, see Opening and
Updating Requests. The request’ s detail page appears.

3. At the top of the request’ s detail page, click the Print Business Case link.
A printable version of the request’ s detail page opensin a separate page.
4. On the printable version of the request’s detail page, click Print.

The printable version of the request’s detail page is sent to the printer.
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Print

DEM - Application Bug - #30180

Description: Resource pool not showing all available resources,  Most Recent Note:
Available Actions: Request Status: In Further Review
Request Analysis: Code Change Request | Mo Code Change Request | Meed More Info Request | Cancel Request

Header (Hidden)
Details (Hidden)
Notes (Hidden)

Status

Step # Step Name Status Acted On By Acted On
2 Caonfirm Priority 1 Requests
2 Initial Review Schedule Jane Smith Cctober 21, 2004 01:51 PM PDT
4 Meed Info from Requestor
S Requestor Sign-off
& ©OnHold Assign Jdane Smith october 21, 2004 01:51 PM PDT
7 Request Analysis Request Analysis October 21, 2004 01:51 PM PDT

2 Requestor Sign-off

9 Meed Info from Requestor
12 Contact Wendor

12 Cost Analysis

14 Cast Approval

15 Design/Develop

16 Create Package

17 Yendor Response

12 GetPatch

19 Requestor Review Code Change
20 Close (Immediate failure)
21 Close (Immediate success)

22 Close (Immediate success)

Purging Requests

It is possible to delete multiple requests at the same time. To delete multiple
requests, you must have the correct permissions. Purged requests are deleted
from the Mercury IT Governance Center and can no longer be opened or
viewed.

To purge multiple requests:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Search for the requests to purge.

For information on how to search for requests, see the Getting Sarted
guide. The search results page appears.

3. On the search results page, select the requests to purge.

To select al of the requests, click Check All.
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MERCURY SIGH OUT
Se ults e 0180 sults

IT Governance Center

[® s Export Data to Excel Modify Search

Save this search as: Save Manage Saved Searches

Request Search Results Showing 1 te14of14
Req #7 Request Type Description Status Assigned To Priority Created By

O 30105 PMO - lzsue Marketing has not provided input My Luiz Sanchez MpHEl Jane Stith

30104 PMO - Issue Marksting has not provided input ey Luiz Sanchez Critical Jane Smith

30103 PMO - Iz50e Marketing has not provided input ey Luis Sanchez High Jane Smith

30102 PMO - Issue Marketing has not provided input ey Luis Sanchez High Jane Smith

30101 PMO - Iss0e Marketing has not provided input My Luis Sanchez High Jane Smith

30100 PMO - lssue Marketing has not provided input ey Luiz Sanchez Low Jane Smith

30089 PMO - Risk Sales Demo Scenario Data will not be reacy Iy Fredrick Schmict Mo mal Jana Smith

30098 PMO - Rigk Sales Demo Scenario Data will not be reacly ey Fredrick Schmidt Critical Jane Smith

30087 PMO - Risk Sales Demo Scenario Data will not be reacy Iy Fredrick Schmict Critical Jana Smith

30096 PMO - Rigk Sales Demo Scenario Data will not be reacly ey Fredrick Schmidt Mormal Jane Smith

30085 PMO - Risk Sales Demo Scenario Data will not be reacy Iy Fredrick Schmict Mo mal Jana Smith

30090 PMO - lssue Marketing has not provided input. e Luis Sanchez Mormal Jane Smith

30061 PMO - Risk Sales Demao Scenario Data will not be reacy Open Fredrick Schmict Mormal Jana Smith

O 30080 PMO - Risk Scenario Data might not be ready on time. My Luiz Charn High Jane Stith
Check All Clear All Delete Showing 10140114

E Xpol a to Excel o earcl
[l Export Data to Excel Modify Search

CopyTiNte 2004 Wercry

4. On the search results page, click Delete.

The requests are deleted from the Mercury IT Governance Center.

Managing Requests Using Reports

Demand Management includes a predefined set of reports. These Demand
Management reports display the status of the request’ s activity at any point in
time. Reports by Category on page 81 lists the Demand Management reports.

Managing Requests Using Portlets

Information regarding requests can be organized and presented using the
Mercury Demand Management request portlets. Mercury does not supply a
preconfigured Demand M anagement request Dashboard page. Figure 4-1
shows all of the Demand Management request portlets on a single Dashboard
page. See Demand Management Portlets on page 79 for a complete list of the
Demand Management request portlets.
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In This Chapter:

Overview of Integrating Requests and Projects
Referencing Requests from Tasks

Referencing Requests from Projects

Creating Tasks from Requests

Dependencies Between Tasks and Requests
Visibility into Tasks and Requests
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Overview of Integrating Requests and Projects

Customers with both Mercury Demand M anagement and Mercury Project
Management can integrate Demand Management’ s request tracking capability
with Project Management’ s deliverable date and actual s tracking capabilities.
By integrating Demand Management and Project M anagement, requests can be
folded seamlessly into a scalable framework of interlocking initiatives.
Linking tasks to requests from Mercury Demand Management also gives
instant visibility to detailed activities supporting an overall project. The
following lists the possible relationships between projects, tasks, and requests.

e Reference Projectsto Requests. Projects can be linked to new and
existing requests using the References tab in the project’ s information
window.

e Reference Tasksto Requests. Tasks can be linked to new and existing
requests using the References tab in the task’ s information window.

e Reference Projectsfrom Requests. Existing projects can be referenced
from requests using the References tab in the request. For information on
how to reference a project from arequest, see Overview of Adding
References on page 43.

e Reference Tasksfrom Requests. Existing tasks can be referenced from
requests using the References tab in the request. For information on how to
reference atask from arequest, see Overview of Adding References
on page 43.

When integrating requests and projects, functional dependencies are created
between the two entities. For example, you can specify that arequest isa
predecessor to the package. This means the package will not continue until the
request is closed. Table 5-1 lists the dependencies that can be created between
requests and tasks.
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Table 5-1. Dependency relationships

From Entity to Entity

Dependency
Relationship

Description

From Request to Task

Related to this Request

(Informational) - The selected task is related to
the request.

Predecessor

(Blocking) - Action not allowed on the request
until the selected task closes.

Successor

(Blocked) - Action not allowed on selected task
until request closes.

FF Predecessor

(Finish Finish Predecessor) - The selected task
does not complete until the request closes.

Request Updates Task

(Auto-Updating) - The selected task is
automatically updated by the request.

From Request to Project

Related to this Request

(Informational) - The selected project is related
to the request.

From Project to Request

Related to the Project

(Informational) - The selected request (new or
existing) is related to this project.

From Task to Request

Related to this Task

(Informational) - The selected request is
related to the task.

Predecessor

(Blocking) - Action not allowed on the task until
the selected request closes.

Successor

(Blocked) - Action not allowed on selected
request until task closes.

FF Predecessor

(Finish Finish Predecessor) - The selected
request does not complete until the task
closes.

Request Updates Task

(Auto-Updating) - The selected request is
automatically updated by the task.

For More Information

For more information concerning relationships, see Request Detail Page,

References Section on page 29.

Overview of Integrating Requests and Projects 71




Chapter 5: Integrating Requests and Projects

Referencing Requests from Tasks

To reference arequest from a task:

1.

Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

. Open the Workbench.

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

. From the shortcut bar, select Project Mgmt > Project.

The Project Workbench opens.

. From the Project Workbench, open a project.

For information on how to open a Workbench, see the Getting Started
guide. The Workbench opens.

. From the Project window, select atask and click Edit.

The Task Information window opens.

. In the Task Information window, select the References tab.

The References tab opens.

. In the References tab, in the New Reference field, select Request (Existing)

or Request (New) from the drop-down list and click Add.

e |f you selected Request (Existing), the New Reference - Request (Existing)
window opens.

a. Inthe New Reference - Request (Existing) window, in the Request No
field, select the request or requests using auto-compl ete.

b. Select the relationship between the task and the request and click OK.

c. Therequest is referenced to the task. The New Reference - Request
(Existing) window closes. The Task Information window opens.
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e If you selected Request (New), the New Reference - Request (New)
window opens.

a. Inthe New Reference - Request (New) window, in the Request Type field,
select the request type using auto-complete.

b. Select the relationship between the task and the request and click
Create.

The Create New Request window opens.

c. Inthe Create New Request window, complete the fields and click
Submit.

The request is referenced to the task. The Task Information window
opens.

8. In the Task Information window, click OK.

The request is referenced to the task. The Task Information window closes.
The Project window opens.

9. In the Project window, click OK.

The changes to the project are saved.

Referencing Requests from Projects

To reference arequest from a task:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Open the Workbench.

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

3. From the shortcut bar, select Project Mgmt > Project.

The Project Workbench opens.
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4. From the Project Workbench, open a project.

For information on how to open a Workbench, see the Getting Started
guide. The Workbench opens.

5. From the Project window, select a project and click Edit.

The Project Information window opens.

6. In the Project Information window, select the References tab.

The References tab opens.

7. In the References tab, in the New Reference field, select Request (Existing)
or Request (New) from the drop-down list and click Add.

If you selected Request (Existing), the New Reference - Request (Existing)
window opens.

. In the New Reference - Request (Existing) window, in the Request No

field, select the request or requests using auto-compl ete.

. Select the relationship between the task and the request and click OK.

The request is referenced to the task. The New Reference - Request
(Existing) window closes. The Project Information window opens.

If you selected Request (New), the New Reference - Request (New)
window opens.

. Inthe New Reference - Request (New) window, in the Request Type field,

select the request type using auto-complete.

. Select the relationship between the task and the request and click

Create.

The Create New Request page opens.

. In the Create New Request page, complete the fields and click Submit.

The request is referenced to the task. The Project Information window
opens.
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8. In the Project Information window, click OK.

Therequest is referenced to the task. The Project Information window closes.
The Project window opens.

9. In the Project window, click OK.

The changes to the project are saved.

Creating Tasks from Requests

Occasionaly, arequest might be submitted that should also be atask. Creating
atask from arequest adds a deliverable date and actuals that can be tracked to
the request.

Tasks are created from requests using the Project Management Workbench. A
task created from a request behaves like any other task in the project, except
that the tasks's % Complete and State are automatically updated by the
originating request as it moves through itsworkflow. The new task has the
dependency relationship Task Updated by Request.

To create atask from arequest:
1. Log on to the Mercury IT Governance Center.

For information on how to log on to the Mercury IT Governance Center,
see the Getting Started guide.

2. Open the Workbench.

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

3. From the shortcut bar, select Project Mgmt > Project.
The Project Workbench opens.
4. From the Project Workbench, open a project.

For information on how to open a Workbench, see the Getting Started
guide. The Workbench opens.
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5. From the Project window, in the lower-left corner of the window, select
Task Created From Request from the drop-down list.
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. In the New Task From Request window, select the request to attach.
Y ou can select arequest in one of the following ways:
e Inthe Request No. field, enter the number of the request and click OK.

e Inthe Request No. field, select the request or requests using
auto-complete and click OK.

. In the New Task From Request window, click OK.

The new task is created from the selected request and is part of the current
project. The task islinked to the request.

. Click OK to create the new task and close the window.

The new task has been created from the selected request and is part of the
current Project. The task is linked to the request.

. In the Project window, click OK.

The changes to the project are saved.
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Dependencies Between Tasks and Requests

The dependencies that can be created between requests and tasks are described

in Table 5-2.

Table 5-2. Dependency Relationships - Requests to Tasks

Relationship

Description

Related to this Task

(Informational) - Selected Request is related to the
Task.

Successor

(Blocking) - Action not allowed on selected Request
until the Task closes.

Predecessor

(Blocking) - Action not allowed on the Task until the
selected Request closes.

FF Predecessor

(Finish Finish Predecessor: Blocking) - The Task and
Request complete together.

Task Updated by
Request

(Auto-Updating) The Task is automatically updated by
the selected Request.

Visihility into Tasks and Requests

Y ou can search for requests that are holding up progress on your projects. Each
portlet in the Dashboard that deals with requests includes the field Preventing
Action on Requests/Tasks. Thisfield can be set to display requests that are
preventing action on other requests or tasks.

Y ou can also view references related to your tasks and projects using the
Project References Portlet on your Dashboard. Add the portlet to your
Dashboard and then personalize it to show the references that are relevant to
your activities. The portlet can be personalized to display references based on

the following information:

e Referencetypes

e Relationship

e Time period when they were added

e Whether they are preventing actions on tasks
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Demand Management Portlets

Information regarding Demand Management portlets can be organized and
presented using the Mercury Demand Management request portlets. Mercury
does not supply a preconfigured Demand M anagement request Dashboard
page. See Table A-1 for acomplete list of the Demand Management request

portlets.

Table A-1. Demand Management portlets for requests

Portlet

Description

My Requests

Lists all requests created by or assigned to you.
Provides a critical view into the most pressing
requests nearing deadlines.

Open Requests by Priority

Bar chart of the number of requests currently
open, grouped by priority. Provides a graphical
representation of a business’ open issues.

Request Activity

Lists general activity information such as the
number of requests opened and closed during
the last two weeks. Provides visibility into high
traffic request types as well as the groups or
users assigned to address them.

Request List

Lists general information about requests, such as
their description and status. Can filter information
based on specific request numbers or other
request related criteria.

79




Appendix A: Demand Management Portlets

Table A-1. Demand Management portlets for requests [continued]

Portlet

Description

Request References

List the references attached to a request. Can
filter based on reference types, relationship, and
the time period when they were added.

Request Summary

Lists information about groups of requests, such
as:

e Priority

e Type

e Status

e Total number of requests for each category

Request Summary Bar Chart

Bar chart summary of requests. Click on a bar to
return a list of requests the bar represents.

Request Summary Pie Chart

Pie chart summary of requests. Click on a slice to
return a list of requests the slice represents.
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Reports by Category

In This Appendix:

Overview of Report Categories
Administrative Reports

Change Management Reports
Demand Management Reports
Financial Management Reports
Portfolio Management Reports
Program Management Reports
Project Management Reports
Resource Management Reports
Time Management Reports
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Overview of Report Categories

Reports available through the Mercury IT Governance Center standard
interface are listed (by category) and described in the following sections.

Another type of report in Mercury IT Governance Center (not discussed in this

@: document) are server reports, which are submitted and viewed from the Workbench
interface, For information about server reports, see the System Administration Guide
and Reference.

Administrative Reports

The administrative reports (listed in Table B-1) are available to users with an
administration license.

Table B-1. Administrative reports

Report Definition

Provides an interface for checking whether Mercury
Contact Synchronization Demand Management contacts are properly defined.

This report is also in the Resource category.

Helps audit environment definitions when different
Environment Comparison environments (for example, development and production)
are similar to each other.

Lists the detailed definitions of a given environment or
group of environments, the major attributes of the
environments, and the attributes of applications tied to
the environments.

Environment Detalil

Contains detailed information about specified

Environment Group Detail .
environment groups.

Imports requests into Demand Management request
tables, moves the requests to the appropriate status, and
Import Requests reports on the results of the execution.

For more information about this report, see the Open
Interface Guide and Reference.

82 Mercury Demand Management™ User’s Guide



Appendix B: Reports by Category

Table B-1. Administrative reports [continued]

Report Definition

Imports data from the user interface tables or an LDAP
server.

For more information about this report, see the Open
Interface Guide and Reference.

Import Users

Lookup Types Provides information about one or more lookups.

Provides information about notifications that have been

Notification History sent or are pending

Lists all parameters and commands associated with a

Object Type Detail given object type.

Portlet Detail Provides information about a portlet or range of portlets.
Template of a report used to check files into the RCS
RCS Check In repository (if the RCS file management system is being
used).
Template of a report used to check files out of the RCS
RCS Check Out repository (if the RCS file management system is being
used).
Report Type Detail Provides information about report type definitions.

Lists detailed definitional information for request header

Request Header Type Detail types.

Request Type Detail Lists detailed definitional information for request types.

Runs field level security-related denormalization tasks for

Run Field Security Denormalization . o
particular entities.

Imports data from the organization unit interface tables or
an LDAP server.

For more information about this report, see the Open
Interface Guide and Reference.

Run ITG Organization Unit Interface

Validates and loads package data from the package open
interface tables into the standard Mercury Change

Run ITG Package Interface Management data model.

For more information about this report, see the Open
Interface Guide and Reference.

Validates and runs workflow transactions based on data
in the workflow open interface tables.

For more information about this report, see the Open
Interface Guide and Reference.

Run Workflow Transaction Interface

Lists definitional information for one or more security

Security Group Detail
groups.
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Table B-1. Administrative reports [continued]

Report Definition

Provides details for a command (special command) or a

Special Command Detail
range of commands.

Assesses or synchronizes the RML (Reporting Meta

Synchronize Meta Layer Layer).

Displays the definition of custom user data field (for
User Data Detail example, fields on entities like packages, requests,
workflows, and security groups).

Lists the users who have been defined in the Mercury IT
Governance system, as well as the security groups

User Detail attached to each user.
This report is also in the Resource category.
Provides information about the various custom
S validations that have been entered into the system as
Validations

well as those that are standard with Mercury IT
Governance Center products.

Provides detailed definitional information about specific

Workflow Detail workflows or sets of workflows.

Given a date range and a workflow (or a range of
Workflow Statistics workflows), this report provides statistical information
regarding workflow usage.

For More Information

Unless otherwise indicated in Table B-1, see the Reports Guide and Reference
for more information about Administrative reports.

84 Mercury Demand Management™ User’s Guide



Appendix B: Reports by Category

Change Management Reports

The Change Management reports (listed in Table B-2) are available to users
with a Mercury Change Management application license.

Table B-2. Change Management reports

Report Definition

Compare Custom Database Setup Runs custom database comparisons.

Compare Filesystem Environment Compares the files and file structures of two machines.
Compare MS SQL Server 7 Compares the data model of two SQL Server Version 7
Environments databases.

Compare Oracle Environments Compares the data model of two Oracle schemas.
Distribution Detail Lists the contents and results of a distribution.

Given two environments, this report looks at the history of
all the objects migrated into each environment (using
Mercury Change Management) and lists any differences.

Environment Comparison by Objects
Migrated

Lists objects that have been migrated into a given

Environments/Objects Detalil . .
environment or set of environments.

Provides a workflow step transaction history for

Object History packages

Lists objects that have been migrated into a given

Objects/Environments Detalil ) .
environment or a set of environments.

Package Details Returns details about a given package.

Package History Lists the complete workflow history of a given package.

Lists three separate sections for analysis:

e Other packages that contain common objects with a
given package

. ¢ Objects that have migrated alongside one or more of

Package Impact Analysis the objects being migrated on the given package but

are not included in the given package

¢ Recent migrations for each object in the package,
showing where changes to the given objects have
recently been deployed

Lists:

Pack Pendi ¢ Open packages with pending activity
ackages Pendin
g d e Details about each package

e Pending work for a group of users
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Table B-2. Change Management reports [continued]

Report Definition

Lists requests, packages and distributions associated

Release Detall ;
with a release.

Shows all of the requests and packages in a release as

Release Notes ; .
well as their associations.

For More Information

For more information about Change Management reports, see the Reports
Guide and Reference.
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Demand Management Reports

The Demand Management reports (listed in Table B-3) are available to users
with a Mercury Demand M anagement application license.

Table B-3. Demand Management reports

Report Definition

Queries the contacts already entered in the Demand
Contact Detail Management system that are available for entering and
updating requests.

Shows the history of demand creation for a specified

DEM Demand Creation History demand set

Shown the history of SLA violations for a specified

DEM Historical SLA Violation
demand set.

Shows the history of demand that has been satisfied for a

DEM Satisfied Demand History specified demand set

Provides information about requests using a number of

Request Detail . Y
selection criteria.

Request Detail (Filter by Custom Similar to the Request Detail report except that requests
Fields) can be filtered by values in custom fields.

Lists the complete workflow and field change history for

Request History each selected request.

Lists a quick summary of open and closed requests,

Request Quick View breaking down the requests by priority.

Displays the total counts for groups of requests matching

Request Summary the selection criteria.

Request Summary (Filter by Custom | Similar to the Request Summary report except that
Fields) requests can be filtered by values in custom fields.

Lists all open requests assigned to different users.

Resource Load by Priorit
y y This report is also in the Resource category.

For More Information

For more information about Demand Management reports, see the Reports
Guide and Reference.
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Financial Management Reports

The Financial Management reports (listed in Table B-4) are available to users
with a Mercury Time Management™ application license.

Table B-4. Financial Management reports

Report Definition

Summarizes actual time information entered in
non-cancelled time sheets and the calculated charge
dollar totals for each grouping.

This report is also in the Time Management category.

Actual Time/Cost Summary

Shows the costs for a project, and the activities with
Project Cost Breakdown which the costs are associated.

This report is also in the Project Management category.

Shows the cost details for select projects, grouped by
Project Cost Details labor/non-labor or operating categorizations.

This report is also in the Project Management category.

For More Information

For more information about Financial M anagement reports, see the Reports
Guide and Reference.
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Portfolio Management Reports

The Portfolio Management reports are available to users with a Mercury
Portfolio Management™ application license.

There are currently no Mercury-supplied reports in this category, but you can
create your own custom reports, if you like.

Program Management Reports

The Program Management reports are available to users with a Mercury
Program Management™ application license.

There are currently no Mercury-supplied reports in this category, but you can
create your own custom reports, if you like.

Portfolio Management Reports 89



Appendix B: Reports by Category

Project Management Reports

The Project Management reports (listed in Table B-5) are available to users

with a Mercury Project Management application license.

Table B-5. Project Management reports

Report

Definition

Project Cost Breakdown

Shows the costs for a project, and the activities with
which the costs are associated.

Totals include both labor and non-labor costs.
This report is also in the Financial Management category.

Project Cost Details

Shows the cost details for select projects, grouped by
labor/non-labor or operating categorizations.

This report is also in the Financial Management category.

Project Critical Path

Displays the tasks that are on a project’s critical path.

Project Custom Detail

Generated in HTML table format, showing only the
columns that are selected from the header fields and
custom fields based on the selected project.

Project Detail

Queries projects by their header fields.

Project Detail (Filter by Custom
Fields)

Queries projects by their header fields. You can filter the
query using the project’s custom fields.

Project Exception Detail

Lists task details for tasks that have violated user-defined
exception rules.

Project Resource

Lists all resources working on a given project and the
tasks on which they are working.

This report is also in the Resource category.

Project Schedule Change

Compares a project plan with a baseline, or a baseline to
another baseline.

Project Status Detail

Summarizes project statuses of selected projects and
tasks.

Project Summary

Displays all projects that meet the criteria selected in the
header fields.

Project Task Assignment

Shows assignment information for a user or a group of
users.

This report is also in the Resource category.

Project Template Detail

Lists the parameters and parameter details for project
templates.
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For More Information

For more information about Project Management reports, see the Reports
Guide and Reference.
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Resource Management Reports

The Resource Management reports (listed in Table B-6) are available to users
with the licenses indicated in the definition column in the table.

Table B-6. Resource Management reports

Report Definition

Provides an interface for checking whether Mercury
Demand Management contacts are properly defined.

Available to users with an administration license.
This report is also in the Administrative category.

Contact Synchronization

Lists all resources working on a given project and the
tasks on which they are working.

Available to users with a Mercury Project Management
license.

Project Resource

Shows assignment information for a user or a group of
users.

Available to users with a Mercury Project Management
license.

Project Task Assignment

Lists open requests assigned to different users.

Resource Load by Priority Available to users with a Mercury Demand Management
license.

Lists the users who have been defined in the Mercury IT
Governance system, as well as the security groups
attached to each user.

This report is available to users with any application
license.

This report is also in the Administration category.

User Detall

Shows much of the same information shown on the Work
Allocation definition page—for example, allocation work
item information, budget and actuals to date, charge code
Work Allocation Details allocations, and resource restrictions.

Available to users with a Mercury Time Management
application license.

This report is also in the Time Management category.
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For More Information

For more information about Resource M anagement reports, see the Reports
Guide and Reference.
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Time Management Reports

The Time Management reports (listed in Table B-7) are available to users with
aMercury Time Management application license.

Table B-7. Time Management reports

Report Definition

Summarizes actual time information entered in
Actual Time/Cost Summary non-cancelled time sheets and the calculated charge
dollar totals for each grouping.

Summarizes actual time information entered in

Actual Time Summary non-cancelled time sheets.

Time Sheet Details Summarizes multiple time sheets displays their details.

Summarizes time information entered in non-cancelled

Time Sheet Summary time sheets

Shows much of the same information shown on the Work
Allocation definition page—for example, allocation work
Work Allocation Details item information, budget and actuals to date, charge code
allocations, and resource restrictions.

This report is also in the Resource category.

For More Information

For more information about Time Management reports, see the Reports Guide
and Reference.
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