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Objectives

Audience

About this Guide

The Cisco Service Portal Reporting Guide explains the reporting capabilities provided by Cisco Service
Portal (Service Portal), and how to make best use of those capabilities. It gives you an understanding of
the overall lifecycle of service request data, including how it is extracted, transformed, and loaded into
the Service Portal Advanced Reporting Data Mart. This understanding is essential when you design
services: you must ensure to collect the data, via service forms, that is required for any reports you intend
to provide your end-users.

This guide also explains the prebuilt reports that come with Service Portal, and how to use them; as well
as how to build your own reports.

This guide is intended for the service designers who are creating the service requests that will collect the
data; the system administrators responsible for configuring and scheduling the extract, transformation,
and load (ETL) process that populates the Data Mart; and the report designers who will create and
publish the reports to be consumed by end-users.

Document Organization

The Cisco Service Portal Reporting Guide is divided into the following two chapters:

- Chapter 1, “Advanced Reporting Data Mart”: This chapter describes the Reporting and Advanced
Reporting capabilities provided with Service Portal.

« Chapter 2, “Data Mart Schema”: This chapter outlines the contents and relationships of the query
subjects used by the IBM Cognos reporting tools (Query Studio and Report Studio, represented as
Ad-Hoc Reports and Report Designer in the Service Portal Advanced Reporting module).
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This document uses the following conventions:

Convention Indication

bold font Commands and keywords and user-entered text appear in bold font.

italic font Document titles, new or emphasized terms, and arguments for which you supply
values are in italic font.

[ 1 Elements in square brackets are optional.

{x|yl|z} Required alternative keywords are grouped in braces and separated by
vertical bars.

[x|y]lz] Optional alternative keywords are grouped in brackets and separated by
vertical bars.

string A nonquoted set of characters. Do not use quotation marks around the string or
the string will include the quotation marks.

< > Nonprinting characters such as passwords are in angle brackets.

[ 1 Default responses to system prompts are in square brackets.

I # An exclamation point (!) or a pound sign (#) at the beginning of a line of code

indicates a comment line.

Choose Menu item >
Submenu item from
the X menu.

Selections from a menu path use this format.
For example: Choose Import > Formats from the File menu.

Note Means reader take note.

Tip Means the following information will help you solve a problem.

Caution  Means reader be careful. In this situation, you might perform an action that could result in equipment

damage or loss of data.

Timesaver  Means the described action saves time. You can save time by performing the action described in

the paragraph.

A

Warning  Means reader be warned. In this situation, you might perform an action that could result in

bodily injury.

[l Cisco Service Portal Reporting Guide
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Obtaining Documentation and Submitting a Service Request

For information on obtaining documentation, submitting a service request, and gathering additional
information, see the monthly What’s New in Cisco Product Documentation, which also lists all new and
revised Cisco technical documentation, at:

http://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html

Subscribe to the What’s New in Cisco Product Documentation as an RSS feed and set content to be
delivered directly to your desktop using a reader application. The RSS feeds are a free service. Cisco currently
supports RSS Version 2.0.

Cisco Service Portal Reporting Guide
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Overview

Advanced Reporting Data Mart

Overview, page 1-1

Reporting Architecture and Components, page 1-4
Running Reports, page 1-7

Request Center Advanced Reporting, page 1-19

Best Practices for Service Design and Reporting, page 1-39
Demand Center Advanced Reporting, page 1-47

Key Performance Indicators (KPIs), page 1-62

Request Center Metrics and Attributes, page 1-66

Standard Reports Design, page 1-69

Data Mart Administration, page 1-73

This chapter describes the Reporting and Advanced Reporting capabilities provided with Service Portal.

Service Portal comes with a dedicated reporting environment for business intelligence. The environment
consists of multiple components, each of which is optimized for a particular task or set of users. These
components are listed below.

Prebuilt reports are a set of production quality reports which provide an analysis of service-,
requisition-, and task-level performance.

Key Performance Indicators (KPIs) are a set of graphs which can be displayed on the application
portal, to allow instant access to data on trends within the system.

Ad-Hoc Reports allows business users to construct queries based not only on data available in the
standard reports (regarding task, service, and requisition performance) but also on data from fields
in custom-designed dictionaries included in the site's service forms.

Report Designer allows business users to modify standard reports and to create new reports
incorporating not only requisition-, task-, or service-related data but the service-form data
(individual dictionaries and fields) that is customized for each service.

The Custom Java Provider allows the Service Portal person profile information to be used as a
Cognos namespace. This provides integrated, Single Sign-On access to all reporting tools for all
users registered in Service Portal, with the reporting privileges assigned to them by the
administrator.

[ oL-26386-02
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These reporting capabilities are seamlessly integrated into the Service Portal framework, but are
implemented using tools from the IBM Cognos Series 8 Business Intelligence (BI) solution toolset.
These tools are summarized below.

IBM Cognos 8 Connect allows Service Portal to display Cognos reports and other reporting
objects.

IBM Cognos 8 provides production-quality reports to business users and nontechnical users. Such
users can use Cognos 8 capabilities to print reports or save output in formats suitable of Office or
other applications.

IBM Cognos Query Studio (presented to users as “Ad-Hoc Reports”) allows users to perform
ad-hoc queries on the reporting data.

IBM Cognos Report Studio (presented to users as “Report Designer”) allows users to modify
existing reports or produce new reports. It is recommended for technical users or power users, who
can understand the relationships among different types of data stored in the Service Portal database.

IBM Cognos Data Manager is the tool used by Cisco engineers to produce the programs that
extract data from the transactional database and load it into the dedicated reporting environment.

IBM Cognos Framework Manager is used by Cisco engineers to define the data level and business
level views of the information which are available to end users for ad-hoc reports and queries.

IBM Cognos Event Studio defines events, triggered by the value of data in the reporting database.
When an event occurs, users can be notified by means such as email or running an exception report.
The application does not come with any preconfigured events, but allows Advanced Reporting user
to define their own events, based on contents of the data marts.

This chapter does not describe in detail the usage of the Cognos toolset. Rather, it concentrates on the
data provided in the Service Portal reporting and query environment, and how the Cognos tools can be
used to generate reports to support business processes. For detailed information on the Cognos toolset,
Service Portal users are urged to take training courses from Cognos.

In this Chapter

Section Description

Overview, page 1-1 Describes the contents of this chapter

Reporting Architecture and Describes the components of the Service Portal reporting solution

Components, page 1-4

Running Reports, page 1-7 Describes how to run prebuilt reports, provided as part of the Standard
Reports Package and gives a brief description of the report inventory

Request Center Advanced Describes the Request Center data mart implemented via the Custom

Reporting, page 1-19 Reports Package and the ad-hoc reports and query capabilities

available for building reports including form data as well as other
requisition- and task-related data

Best Practices for Service Discusses best practices for configuring reportable dictionaries and
Design and Reporting, services, and for changing the definitions of reportable objects
page 1-39

Demand Center Advanced Describes the Demand Center data mart

Reporting, page 1-47

Cisco Service Portal Reporting Guide
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Section Description

Key Performance Indicators Describes the key performance indicators and how to integrate these
(KPIs), page 1-62 into a Service Portal dashboard

Request Center Metrics and Describes measures and attributes available in the reporting options
Attributes, page 1-66 and how to effectively measure service volume delivery and task
delivery performance

Standard Reports Design, Gives the database design for all tables used to construct standard
page 1-69 reports and KPIs

Data Mart Administration, Provides additional information on the administration and

page 1-73 configuration of the Service Portal data marts

Reporting and Advanced Reporting Modules

The reporting and advanced reporting capabilities are packaged and licensed as two modules which are
available separately.

Reporting
The Reporting module is bundled with a basic Request Center license. The Reporting module provides
a set of prebuilt reports on service design, organizational entities, and on transactions (requisitions and
tasks) processed through Request Center. This module also provides a set of Key Performance Indicators
(KPls), charts which can be configured to appear on each user's reporting dashboard. The following
sections discuss capabilities provided by the Reporting module:
« Reporting Architecture and Components
- Running Reports
» Key Performance Indicators (KPIs)
» Request Center Metrics and Attributes
- Standard Reports Design
Advanced Reporting
The Advanced Reporting module may be licensed as an add-on to a basic Request Center license. The
Advanced Reporting module includes data marts for both Request Center and Demand Center, as well
as tools for building simple queries and more complex reports based on data in those data marts.
The following sections discuss capabilities provided by the Advanced Reporting module:
« Request Center Advanced Reporting
» Best Practices for Service Design and Reporting
- Demand Center Advanced Reporting
» Request Center Metrics and Attributes
- Data Mart Administration
Cisco Service Portal Reporting Guide
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Reporting Architecture and Components

Overview

This section describes how the architecture of the Service Portal reporting solution. It can be read by
anyone curious about how the Cognos components are used and the role each plays in the solution. It
can safely be skipped by those interested primarily in how to use the Service Portal reporting solution
to run the prebuilt reports supplied in the Standard Package or in generating their own ad-hoc reports or
queries.

Data Mart Architecture

In general, it is not “best practice” to allow users to run reports in the same environment in which a
transactional system such as Service Portal is operating. The resource requirements for running reports,
ad-hoc queries, and other in-depth analyses are vastly different from resource requirements for running
a transactional system that responds acceptably to online users. Therefore, data that forms the basis for
reports and in-depth analyses is typically extracted from the transactional system and loaded into an
environment dedicated and optimized for reporting.

The Service Portal dedicated reporting environment consists of two “packages,” whose contents and
usage are explained in detail in the rest of this chapter.

Standard Reports Data Package

The Standard Reports Package supports the prebuilt reports and KPIs. A variety of output options
provide information on task-, service-, and requisition-based measures and trends. In addition, reports
on the structure of the Service Portal data, including persons, organizations, service teams, and service
groups, are available. All data used in the prebuilt reports is also available in the Custom Reports
package. Over time this package is merged with the Custom Reports package.

Custom Reports Data Package

The Custom Reports Data Package provides a “dimensional” model which allows ad-hoc reports on task,
service and requisition-related data. In addition to the measures and attributes available in the Standard
Reports package, data entered by users into the customized service forms configured at each site is
available. This “form data reporting” (FDR) provides visibility into all attributes of all dictionaries and
services which the service designers have designated as “Reportable”.

Service Portfolio Reporting

Service Portfolio Reporting allows ad-hoc reports on Demand Center data such as offerings and services.

Cisco Service Portal Reporting Guide
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Refreshing the Data Marts

The data marts must be loaded with data from the transactional systems on a regular basis in an
Extract-Transform-Load (ETL) process. That is, data is extracted from the transactional system;
transformed into a format that is optimized for reporting (rather than for online transactions); and then
loaded into the data mart.

The ETL process is “incremental”. Service Portal records when elements of the transactional database
are changed or created. Only the data that has been changed or created since the last time the data mart
was refreshed are processed in the next ETL cycle. Users can continue to access the data mart and run
reports while the refresh process is running. However, the response time for some reports may be
adversely affected. Running the ETL process has no or very limited impact on the response times in the
transactional database.

The refresh process is typically scheduled to run automatically at regular intervals. We recommend that
the data marts be refreshed every 24 hours, ideally at a period of limited user activity.

Details on the executables required as part of the ETL process and scheduling the process for execution
are given in the Cisco Service Portal Installation Guide. Details on the Cognos and Service Portal
components involved in this process are given in the section of this manual in the “Data Mart
Administration” section on page 1-73.

Standard Reports Package

Database Tables

Prebuilt Reports

The Standard Reports Package consists of a set prebuilt reports and key performance indicators (KPIs)
that are supplied with Service Portal and the database tables required to support generation of these
reporting objects. These prebuilt objects meet many business unit requirements for the reports generated
from operational data.

The database which supports the Standard Reports Package contains both detail tables and summary
tables.

The detail tables provide a “denormalized” view of the database. Each table provides all the data that
appears on a corresponding report. This means that running each report is optimized, so no report needs
to access related data in lookup tables. It also means, however, that these tables CANNOT be combined
in a report with other tables, since there are no relationships between the tables: each table is a complete,
denormalized view of one type of fact about the OLTP system, to the specified level of detail. Further,
no drill-up or drill-down, to different levels of detail, is possible.

The summary tables contain aggregated or summarized data. Presummarizing data eliminates processing
delays that would otherwise occur if summary reports needed to aggregate data in real-time, in response
to a report request. As for the detail tables, each summary table should be used only for its dedicated
reports or KPIs—no summary tables can be joined to other tables to support ad-hoc reporting
requirements.

The prebuilt reports that are included in the Standard Reports Package are created using the Report
Studio tool and included in the Reporting module. These reports are run using IBM Cognos 8, which is
integrated into the Service Portal. The default report display format is set to HTML; but this delivery
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format, as well as other runtime parameters, can be modified when the reports are run. If the reporting
solution includes Report Designer, users are able to view the definitions of the prebuilt reports and, if
desired, modify the definition or create new reports to better meet corporate requirements.

Service KPIs

The service Key Performance Indicators are generated using JFreechart API’s (JFreechart is not part of
the Cognos product suite, but is open source software). The charts are generated on demand, by reading
from the summary data tables created for each KPI.

Service Portal Data Marts — Advanced Reporting

The Advanced Reporting module allows users to build custom reports and queries from data in the
Service Portal data marts, capturing data from both Request Center and Demand Center.

Request Center Data Mart

The Request Center Data Mart is based on the Custom Reports Data Model package. This package gives
users access to a data mart which includes service-, task-, requisition- and effort-related information,
such as the task performer or the duration of a task. The custom reports package differs from the standard
package in important ways:

The custom reports package does not include any prebuilt report or KPlIs. It is meant strictly for
ad-hoc reports and queries.

The custom reports package allows access to form-based data, data derived from the dictionaries and
attributes which are displayed and entered on user-configured service forms.

The custom reports package is organized as a “dimensional model,” a flexible data model with the
relationships among the different types of data, which encourages building ad-hoc reports and
queries. This model is described in detail in the “Request Center Advanced Reporting” section on
page 1-19.

Demand Center Data Mart

The Demand Center Data Mart is based on the Service Portfolio Reporting package. This package gives
users access to a data mart which includes service offering and agreement-related information. The
custom reports package differs from the standard package in important ways:

The Service Portfolio Reporting package does not include any prebuilt reports or KPIs. It is meant
strictly for ad-hoc reports and queries.

The Service Portfolio Reports package is organized as a “dimensional model,” a flexible data model
with the relationships among the different types of data, which encourages building ad-hoc reports
and queries. This model is described in detail in the section “Demand Center Advanced Reporting”
section on page 1-47.

Cisco Service Portal Reporting Guide
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Running Reports

Overview

This section gives basic information on how to run reports, and how to configure the Service Portal
dashboard to display KPIs. Instructions on running reports apply both to the standard (prebuilt) reports
and any custom reports that were developed using the Advanced Reporting options and published to the
public or private folders.

Accessing Reporting Options

All reporting options are integrated into the Service Portal menus. The Reporting and Advanced
Reporting options appear on a user's drop-down menu, provided that a permission which grants rights to
execute these options has been granted to the user. Details on role-based access are given in the “Data
Mart Administration” section on page 1-73.

Reporting options are accessible from the Service Portal menu:

The Reporting menu option provides the following options:

« Reports — the ability to run all prebuilt reports and to modify or copy reports (as appropriate to each
user’s privileges)

» Dashboards — the ability to configure the dashboard displayed by each user’s portal to include
specified KPIs

Reports

Choose Reporting > Reports to display the Reports home page, as shown below.

Cisco Service Portal Reporting Guide
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Reports Title Bar

The title bar at the top of the Reports page includes user options, as summarized in the table below and
explained in detail in the following sections.

Option Explanation

Refresh the current page

Search for the text entered in the name of a report

Home; return to the Reports home page or set the current page
as your home page

My Area; review or modify your watch items, preferences, or
schedules

Start the Event Studio or, for Report Administrators, Cognos
Administration modules or define report drill-downs

Folders and Reports

All reports options are available in the “Public Folders” folder. The home page shows the two top-level
report folders: Business Value Reports (for Demand Center data) and Service Performance Reports (for
Request Center data).

The page initially appears in “List” view—only the folder title is shown, with a “More...” link providing
access to reporting options. Especially for new users, it might be more useful to display Reporting pages
in “Details” view, to see a brief description of each folder or report, and to have handy some of the more
common options. To switch the view, simply click the “Details View” icon—the second from the left in
the icon bar at the top right of the page. (Viewing and other preferences may be saved, as explained in
the section on Preferences.)

Cisco Service Portal Reporting Guide
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Each folder name is presented as a hyperlink; clicking on that link shows the folder contents, which may
include both folders and reports themselves. As you click through the folders to find the report of
interest, the “bread crumbs” (directly under the “Public Folders” tab) are updated to reflect the
navigation path. For example, the “Authorization: On-time % by Customer” report is in the “Service
Authorization Performance” folder, as shown below:

Running a Report
Drill down through the report folders until the report you are interested in appears. Click the report name
to run the report with its default output format (HTML).

In addition, the following reporting options may be available via the icons directly underneath the report
name and the More link.

Reporting Option Explanation

Change properties of the report. Available only to report
administrators (for Public Folders) or for owners of report
views on My Folders.

Present an option page before running the report. The
option page allows adjustment of the print output format.

View the output of a report that was previously saved.
Available only if the report has saved output.

View the most recent output of a saved report. Available
on the More... page only if the report has saved output.

Cisco Service Portal Reporting Guide
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Reporting Option Explanation

Open the report in Report Studio (Report Designer), to
modify or review the report definition. Available only to
Report Administrators or owners of the report who have
permission to run Report Designer.

Schedule the report to be run automatically. Available only
to Report Administrators or owners of the report. Other
users are able to view the schedule.

Available only via the More... option. Create a shortcut to
the report on any folder to which you have write
permission.

Create a view of the report, saving it to your private
folders. This allows you to modify the properties of the
report, to schedule it, or to save output versions.

Only Report administrators can modify public reports or
folders. However, report users may copy reports to their
private folders or create private views of the reports, and
manipulate these.

Available only via the More... option. Add a bookmark to
the current report to browser favorites.

When you run a report, a parameter screen always displays, to allow you to specify criteria for data to
be included in the report. The filter criteria vary from report to report. A parameter screen might look
like the sample below.

1 |Report Title 3 |Parameters
2 |Keyword Search (% for all) 4 |Action buttons

Cisco Service Portal Reporting Guide
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Follow the procedure below to run a report:

Enter “%” to specify that all applicable data should appear on the report. If you are familiar with the
report and its filters/parameters, you could enter a value here, but this is not necessary. If you enter “%,”
all available filtering options appear in the “Results” box below. For example, in the report of Service
by Service Teams, the Results box would list all service teams.

To specify the report contents, choose the Results (in this case service teams) that you want included in
the report and click Insert. This will move those options to the Choices box. The asterisk indicates that
at least one choice is required.

If the option selection is complete for this report, the Finish button at the bottom of the screen is enabled.
Click Finish to run the report.

Alternatively, some reports require multiple filters. For example, a report organized by People might ask
you to first specify the Organizations to appear on the report, then specify people of interest within those
organizations. In this case, the “Next” and “Previous” buttons are enabled. Click Next to display the next
set of Choices, and choose the Results you want. When parameters for all filters have been specified, the
Finish button becomes enabled. Click Finish to run the report.

A report displays in a series of pages. Hyperlinks at the bottom of each page allow you to navigate
through these pages. The number of rows displayed on a page may be modified by setting the
corresponding report property. An icon bar at the top of the report page displays available options:

These options are summarized in the table below and explained in detail in the following sections.

Reporting Option Explanation

Save the report output, by emailing the report or saving its
output, or create a view of the report.

Run the report again.

Drill down/drill up; these links are not enabled.

Go to any related links that have been defined for this
report. Report administrators or owners may add links; by
default, none are defined.

Indicates the current output format for the report and allows
you to rerun the report in an alternate format. Default
format is HTML; PDF, XML, and Excel formats are also
available.

Add a shortcut to this report to your private pages or create
a bookmark to the report in your browser.

[ oL-26386-02
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Reporting Option Explanation

Allows you to designate that an email alert should be sent
to you (the report owner) whenever output for this report is
saved; available only if you have previously saved report
output.

Return to the Reports home page.

Return to the page from which you invoked this report.

To return to the page from which you selected the report, click Return at the top right of the page. To
run the report again, click the Run icon.

Saving a Report View

A “Report View” is a copy of a report. Customizations can only be applied to a report for which the user
has edit permission. By default, only Report Administrators have edit permission to the prebuilt reports.
Therefore, a primary reason for creating a report view is to create a private copy of the report to which
a user's customizations can be applied. Typical customizations include the ability to save the report filter
criteria (parameters) previously entered; to schedule the report, either one time or on a recurring basis;
to save previously run versions of the report output; and to change the report properties such as the
default output format.

To save a report as a report view, click Keep this version, then Save as Report View. Saving the report
view automatically saves the current report output.

Saving Report Output

If you have edit permissions for a report, or have created a private report view, you can save generated
report output. The report delivery format can be set either when you run the report, via the Run with
options, or as part of the report properties. In order to send a report via email, the report output must be
saved. Report output is also saved if the report is scheduled to run at a later time.

The View Saved Reports icon is added to the set of icons available for a report when saved report output
exists. Saved report output is identified by the date and time the report was run. The Manage versions
link allows you to delete versions that are no longer required.
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The Report properties include entries for each report's Run history (the number of saved reports to keep)
and Report output versions (the number of different output formats for each saved report).

Emailing Report Output

Two email delivery options available are:

« Include the report (as an attachment) in the email. This is the default behavior when the report
properties are set to “Send the report to me”, so the option is not available.
« Include a link to the report in the email—the recipient must be Service Portal users with permission
to run reports.
There are several ways to email report output to both the person who runs the report and additional
participants.
« Click Run with options and choose Send me the report by email. To specify additional recipients,
click advanced options and, under the Delivery options, click edit the options for the “Send the
report by email” option.

« Run the report, and click Keep this version > Email this report.
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The recipients may either be typed directly, separated by semicolons, or chosen from the list of reporting
users. When choosing recipients:

- Click Select the recipients. The “Select recipients (Navigate)” page appears.

- Check Show users in the list then click on the Service Portal namespace (directory) in the list of
Available entries on the left side of the page.

« Alist of roles (which have an associated reporting capability) and individual users (who have been
granted one of those roles) appears in the Available entries column. You can browse through that

list, choosing the recipients for the email, then click To, Cc, or Bcc to choose those entries as
recipients.

- Alternatively, to find a particular user, you can click the Search link at the top right of the page. The
“Select recipients (Search)” page appears.
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» Leave Name field as the Find text in: option; the other options (including description) do not work
with the Service Portal directory, nor do any of the Advanced options other than the default which
is automatically in effect.

- Enter all or part of the person’s first name, then click Search. All people matching the criterion
specified appear and can be chosen as recipients.

Other Reporting Options

Other reporting options are available, for example, to allow reports to be delivered in other output
formats such as PDF, HTML or Excel, or to schedule reports to be run on a regular basis. More
information on these options can be obtained from materials on IBM Cognos 8.

User Preferences

Cognos offers two ways of viewing the reports and folders, represented by icons at the top right of each
page. The selected view is highlighted.

The “Details View” includes a brief description of each report.

The “List View” is the default view. Once you become familiar with the reports, folders,
and their contents, you may want to switch to this view, which simply lists the contents of
the current folder, as shown below.

Rather than setting this view manually, the Preferences page allows you to set preferences that are used
whenever you use the Reporting module. To set preferences, click the My Area link to the top-right of
the menu bar, then My Preferences.

Cisco Service Portal Reporting Guide
[ oL-26386-02 .m



Chapter 1 Advanced Reporting Data Mart |

M Running Reports

The General tab of the Set Preferences page appears.

Entries at the top of the page allow you to change the default view (List or Details) and to further
customize that view.

Entries at the bottom of the page pertain to the user's location/locale. The time zone is used when
scheduling reports. The default time zone is the time zone where the reporting server is located. In a
distributed implementation, users need to set the time zone to their current location in order to easily

schedule reports to be run.

There is no support for rendering of non-English form data or facts table content at this time. The product
and content languages should be set to the default language which is English.
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Service Portal reports (available in the top-level public folder Service Performance Reports), and the
folder in which each is located, are summarized in the table below.

Request Center Reports

The Service Authorization and the Service Delivery reports include any ad-hoc tasks that were initiated
in the authorization and service delivery moments, respectively. They do not include any tasks that were
part of requests that were cancelled, either by the user or by a service team manager cancelling delivery

of the request.

Report Title

Folder

Description

Aging of Requests by Performer

Daily Request
Management

Effective for investigating or reporting on the
number of open and late tasks for an individual

Aging of Requests by Queue

Daily Request

Effective for investigating or reporting on the

Management number of open and late tasks for a queue
Authorization: On-time % by Service Effective for investigating or reporting on the
Customer Authorization authorization on-time performance by a
Performance customer (OU)
Authorization: On-time % by Service Effective for investigating or reporting on the
Performer Authorization authorization on-time performance by
Performance individuals
Authorization: On-time % by Service Effective for investigating or reporting on the
Queue Authorization Authorization on-time performance by queues
Performance

Services by Dictionary

Service Design
Details

Administrative report for managing the use of
dictionaries

Functional Positions

People, Roles &
Groups

Administrative report which lists all functional
positions

Groups by Organizational Unit

People, Roles &
Groups

Administrative report which lists groups and
shows their Organizational Unit

Groups by People

People, Roles &
Groups

Administrative report which lists People and
shows their groups

Organizational Units by Group

People, Roles &
Groups

Administrative report on groups and their
organizational units

Organizational Units by People

People, Roles &
Groups

Administrative report on people and their
organizational units

Organizational Units by Queues

People, Roles &
Groups

Administrative report on queues and their
organizational units

People by Groups

People, Roles &
Groups

Administrative report listing people and their
groups

People by Organizational Unit

People, Roles &
Groups

Administrative report listing people and their
organizational units

Queues by Organizational Unit

People, Roles &
Groups

Administrative report listing queues by
organizational unit
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Report Title

Folder

Description

Service Delivery: On-time % by
Performer

Service Delivery
Performance

Effective for evaluating or comparing the
performance of individuals in performing their
work

Service Delivery: On-time % by
Queue

Service Delivery
Performance

Effective for evaluating or comparing the
performance of queues in performing their
work

Service Delivery: On-time % by
Service

Service Delivery
Performance

Effective for evaluating the on-time
performance for services and their related tasks

Service Pricing Details

Service Design
Details

Administrative report for managing the pricing
information for services

Service Volume: Request
Activity by Service

Service Volumes &
Activity

Effective for measuring and monitoring total
service request activity within service groups

Service Volume: Request
Activity Details

Service Volumes &
Activity

Effective for investigating or reporting on the
status of individual service delivery
transactions

Service Volume: Request
Activity Summary

Service Volumes &
Activity

Effective for measuring and monitoring total
service request activity within specific
reporting periods

Service Volume: Request Trend
by Service

Service Volumes &
Activity

Effective for measuring and monitoring service
request activity trends by service group and
calendar quarter

Services by Service Team

Service Design
Details

Effective for managing expenditures for
services against an established budget

Demand Center Reports

Demand Center reports (available in the top-level public folder Business Value Reports), and the folder
in which each is located, are summarized in the table below.

Report Title

Folder

Description

Agreements by Account

Service Level
Agreements

Agreements listed by organizational unit/account

Service Objectives by
Agreement

Service Level
Agreements

Service objectives for each agreement

Variable Cost Report —
Component Service by
Agreement

Service Level
Agreements

Services to be provided by each agreement

SLA Violations by
Customer-Agreements in Force

Service Level
Compliance

SLA violations for all agreements currently
active

Service Portfolio Details

Service Portfolio
Details

Details on the definition of each service portfolio
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Report Title Folder Description
Organizational Units by People, Roles The organizational units associated with all
Account and Accounts customer accounts, and the number of members
of each organizational unit
Agreements by Account People, Roles The agreements associated with all customer
and Accounts accounts

Request Center Advanced Reporting

The Advanced Reporting module provides the ability to write ad-hoc queries and reports. The module
includes three options:

- The Home page provides shortcuts for running the Standard reports, without having to choose the
Reporting module from the Service Portal drop-down menu.

« The Ad-Hoc Reports tab provides access to IBM Cognos Query Studio, for writing queries against
the Request Center or Demand Center data mart.

» The Report Designer tab provides access to IBM Cognos Report Studio, for writing professional
quality reports against the Request Center or Demand Center data mart.

Users must be granted appropriate permissions to access the Ad-Hoc Reports and Report Designer
options.

This section offers instructions on how to access the Advanced Reporting Module and detailed
information on the contents and structure of the Request Center data mart. For detailed information on
the Demand Center data mart, see the “Demand Center Advanced Reporting” section on page 1-47.

Accessing the Advanced Reporting Module

To use the advanced reporting capabilities, from the Service Portal drop-down menu, choose the
Advanced Reporting module.

The Home Page of the Advanced Reporting option displays the four predefined public folders.
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The Reports folder offers an alternate path to the prebuilt reports accessible as part of the Reporting
module. Custom-designed report views and any new reports created via Ad-hoc Reports or Report
Designer will also typically be stored on subfolders of the Reports folder.

The remaining folders (Custom Reports Data Model, Standard Reports Data Package, and Service
Portfolio Reporting) are “packages” which are used by Report Designer and Ad-Hoc Reporting,
allowing you to build queries and reports against the Request Center and Demand Center data marts.

Typically, you will click a tab corresponding to the Ad-Hoc Reports or Report Designer option. These
options start the Cognos Query Studio and Report Studio components respectively. You will then be
asked to choose which of the three reporting package you want to use.

To access the Request Center data mart, choose the Custom Reports Data Model by clicking on the
name. If you are using Report Designer, you will then be asked to specify the type of report you would
like to create. Specify a list (it's the easiest). If you are using Ad-Hoc Reports, Query Studio
automatically opens for a list report. The Custom Reports package, supporting the Request Center data
mart, appears in the left-hand pane, labeled “Insertable Objects”.

The Request Center data mart is configured as a “dimensional model”.

The basic transactional data in a dimensional model is called a “fact”. Facts in the Request Center
data mart include the tasks, requisitions, and effort entry. Each fact may include several
measur