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ModuleObjectives
ReviewtheConceptofPerformanceAnalytics
DefinetheStakeholderPerspective
ExploretheThreePillars:ResponsiveBusiness,Service
Improvement,andDataFoundation

LabsandActivities
1.1BuildAnalyticsforCustomApplications   

Inthisintroductorymodule,thediscussionfocuseson illustratinghowPerformanceAnalyticsdrives
valuebypresentinginformationanddatathatimpactyourbusinessinatransformativeway.The
AdoptionJourneyor CustomerAdoptionJourneyisaboutunderstandinghowtousebusiness
intelligenceproactivelyandinawaythatdrivesthebusinessgoalsanddeliversvalue.

AdoptionJourney
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QuestionsAnsweredbyAnalytics Predictive
Whendowe

Wheredowe getthere?
45 wanttobe?

Performance
Whereare we

Wherewere we? rightnow? toreachgoals
Didwe improve? faster?

Prescriptive

â€”Actualâ€”tTargetÂ«::: Forecast  -4 3 -2 -1 Today+1

 
ServiceNowPerformanceAnalyticspresentsactualbusinessintelligencedata,targets,and
predictivestatisticsinordertoanswersthesequestionsregardingkeybusinessprocesses:

Whatisthepastperformancetrend,wheredidwestartfrom,andultimately,havewe improved?

Whatistheperformancerightnow?Arewe wherewe wanttobeandhowdowe comparetothe

target?Havewe achievedthetargetor isthereatargetGap?

IsthereacorrelationtootherKPIs?Whatothertrendsandfactorsimpactour current

performance?WhatspecificKPlsdowe needtofocuson inordertoeffectfasterchange?

Whatistheforecastedtrend?Andhowsoon can we reachouttarget?

AdoptionJourney
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In-PlatformAnalytics

DrivingValuefromtheServiceNowPlatform

[V\
REAL-TIME NATIVE SECURE

Makefastdecisionswith Drivesmart,data-driven Reducecostandrisk
confidence actions

 

PerformanceAnalyticsfocuseson makingServiceManagementmanageablebyprovidingreal-time
insightintoperformanceandhelpingtoidentifywhatactionsare requiredto improveperformance
andquicklyidentifyandinfluencetrends.

REALTIME:Becauseyourdatastaysin-platformatalltimes,it retainsitsintegrity.Yourscorecards
anddashboardsshowto-the-minuteinformation,empoweringyoutoadaptatthespeedof
businessandmakefastdecisionswithconfidence.

NATIVE:
* OutoftheboxcontentispreciselytunedtoandoptimizedforServiceNowworkflows

Includesbest-practicemetricsdevelopedintandemwithapplicationteams

Directaccesstolivedata,bothatscoreandatrecordlevel

ExistingACLsandRolesapplytodashboards
Mobile:relevantPAinformationautomaticallyappearsinServiceNowâ€™smobileapp

SECURE:Nodataisduplicatedor leavesthesecureServiceNowenterprisecloud.Dataisprotected
atalltimesbythesameaccesscontrollistsyouimplementacrosstheplatformâ€” reducingyourcost
andrisk.

AdoptionJourney
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PerformanceinContext:Stakeholders

; ; ServiceOwner Howcan limpacttrendsthat
Whatisthestatusandquality affectcostandquality?
ofmyrequestedservices?

BusinessCultureFront-lineWorker

EndUser
Howcan |workmore efficiently

. . toachievetargets?Howare we trackingagainst
organizationalobjectives? Executive   

Stakeholdershavedifferentresponsibilitiesleadingtodifferentbusinessgoals.Everyrolepictured
abovewillhavedifferentquestionsthatwillhelpthemmeettheirobjectives:

AnExecutivelooksforinformationaroundcorporategovernance.
TheServiceor ProcessOwnerswantstoseetrendinformationrelatedto thequalityandcostof
theservicesdelivered.
Front-lineworkersneedrelevantinformationthathelpsthemmaketherightdecisionsabout
theircurrentactivities
Enduserswantinsightintotheactivityaroundtheirrequests.

Alloftheseobjectivesrequireaslightlydifferentrepresentationofthedata,butitâ€™sallcomingfrom
thesamecentralplatformleadingtostakeholderalignment.

AdoptionJourney
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TheVision...AndTheJourney
DesignfromRighttoLeft

DataInput IncidentManagement ReduceITSpend
FieldDefinitions ChangeManagement by10%
ProcessExecution ProblemManagement

KnowledgeManagement

Ce)Front-lineWorker CY)ServiceOwners Executive

ImplementfromLefttoRighi

PerformanceAnalyticsprovidesa new viewofAnalyticsandBusinessIntelligencebuiltupon:  

ResponsiveBusiness:ThisistheendgoalofanyPerformanceAnalyticsimplementation.It
consistsofExecutivelevelbusinesshealthdashboardstailoredto businessgoalsthatenablecross
serviceinsightandempowersmartbusinessdecisionsbasedon realtimedata.

ServiceOptimization:ServiceandProcessownersfocuson thehealthandtrendofindividual
processes.Theyneedtrendinformationandtargetstomeasureanddrivetowardsprocess
optimizationandstakeholderalignment.Processtrendinformationpresentedherebubblesup
intoexecutivestylemetricson theExecutivedashboards.

DataFoundation:ToempowerServiceOwners,techniciansandfrontlineworkersfocuson ticket
andrecordprocessing.Itisofkeyimportancethatfielddefinitionsanddatainputare
standardizedsothatprocessesareexecutedinaconsistentmannerthusguaranteeinghighdata
qualityandprovidingatrusteddatafoundation.

TheaboverepresentthethreestagesoftheAdoptionJourney.TheJourneyneedstobedesigned
withtheend-goalinmindfromrightto left,butimplementedfromlefttorightâ€” startingwitha
soliddatafoundationandbubblinguptheunderlyingdatato theServiceOwnerandeventuallyto
theExecutivedashboards.

AdoptionJourney
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ResponsiveBusinessSilo
 

ReduceITSpend
by10%   

* CrossServiceInsight * DataBasedDecisions  

* ExecutiveDashboards Ã© $85.97 $187k

Executive    

Becauseofthesharedplatformandthesingledatasource,youcan createtailoredviewstospecific
stakeholders.TheResponsiveBusinessoutcome,or silo,oftheAdoptionJourneyisgearedtoward
thebusinessexecutives.

Atthislevel,thespotlightisonexecutivemetricsor healthscoresâ€” theendstateoftheCustomer
Journey.Picturedhere,youcanseea fewexamplesthatrepresentthepillarsofservice:Customer
Experience,Performance,andRisk.Eachofthesehigh-levelmetricsisbackedupbyIndicatorsfrom
multipleprocesses.
Inour example,one oftheexecutivegoalsistoReduceITspendby10%.Thecorresponding
targetedmetricsare withintheIncidentResolutionCosttabofthedashboard.Youcansee herehow
muchwe arespendingonTicketResolutiondaily,weekly,andon amonthlybasis.

Bydrivingthisbenchmark,youworktowardsreductioninITspend.

AdoptionJourney
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ServiceOptimizationSilo

IncidentManagement
ChangeManagement
ProblemManagement

KnowledgeManagement
    SettingTargets/Goals

TakingAction

ServiceOwners

CY)      

TheServiceImprovementisone stepbelowtheResponsiveBusinessintermsor thedatahierarchy.
Inthecontextofour example,ifthegoalistoreducespend,one waytoachieveitisbyoptimizing
theperformanceofrelevantITprocesses.
Atthislevelyouare lookingatveryhighlevelviewofkeyleadingandlaggingindicatorsrelatedto
theIncidentManagementprocessandvisualizedon IncidentProcessOwnerdashboard:
Â¢ FirstCallResolutionisa leadingindicator
* MTTR(MeanTimetoresolution)isa laggingindicator
* TheOpenIncidentswidgetspresentstheincidentbacklogrelatedto IncidentManagement
Leveragedhereistheabilitytoseerealtimescores,correlatedmultipleprocessesinthesame

graph,settargets,andeven viewtrendpredictions.
LookingintotheTierAnalysistab,youcanseedifferentvisualizationsthatsegmentdatainaa
meaningfulwayandultimatelyallowtheServiceOwnerto takeconcreteactionbyrevealingthe
backloganalyzedbytierandincidentssegmentedbyassignmentgroupandcategory.

AdoptionJourney
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DataFoundationSilo
 

DataInput
FieldDefinitions
ProcessExecution   

* DataQuality
* HygienicCulture   

* TrustandConfidence

Front-lineWorker

ai     

TheDataFoundationsiloisabouthowtheindividualfront-lineworkeror techniciancontributesto
dataquality.ItisacriticalpieceofPerformanceAnalyticsas it isthecorner stoneofgood,trusted
datathatyoucanconfidentlybubbleuptoServiceOwnerandExecutiveDashboards.
Topromotegooddata,youneedstructuredprocessesandworkflows,enforcementofmandatory
fields,welldefineddictionaryoffields,andsharedstandards.
Shownhereis aWorkerdashboardthatallowsthemtoworkon therighttaskattherighttime.This
capabilityusesSpotlightintelligencetoidentifyhighprioritywork.Asa result,front-lineworkersare
notjustticketprocessorsbutknowwhattheyshouldworkon andwhy.
Additionaltabswithrelevantdatadrill-downsallowtodeepdiveintothedataandgainadditional
processinsights.TheDataQualitytabshownhereemploysadvancedreportsforcomprehensive
analysisofthecurrentincidentbacklog.

AdoptionJourney
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DeconstructingMetrics

IncidentManagement ReduceITSpendDataInput ;

by10%FieldDefinitions NumberofResolvedInddents

ProcessExecution NumberofOpenIncidents Â«TotalITServiceCost
* incident NumberofOutages IncidentManagementCost

incident.resolvedisnotempty IncidentResolutionCost ProblemManagementCost
ServiceOutageCost * ChangeManagementCost

ee ByEscalationTier
mdb. rvice.active= true ByBusinessService

Front-lineWorker CY)ServiceOwners ExecutiveQ
ToreduceITSpendby10%,youhavechosentheProcessEfficiencyrouteasyourstrategy.Next,you
needtoidentifyitemsandprocessesthathelpquantifyitemsthatcontributetocostandcanbe
influencedinordertoreducecost.Hereis asampleimplementationplan:
ExecutiveMetrics
* ExecutivesneedaServiceCosthigherlevelmetric.Thismetriccanbefurtherquantifiedinto

IncidentManagementCost,ProblemManagementCost,ChangeManagementCost,etc.

Foreachidentifiedprocessarea,youneedtogoaleveldeeperto theServiceOwner:

ServiceOwnerMetrics:
* ServiceOwnersneedtoseetrendsthatquantifyanddirectlyor indirectlyimpactcost.Forthe

IncidentManagementProcess,thisinvolvesbuildingafewkeyprocessindicatorssuchas:

* NumberofResolvedincidentsâ€” thereisacostattachedtoeachincident
* NumberofOpenincidentsâ€” it letsyoupredictServicecost
Â¢ Numberofoutages- Linkedto incidents

TheabovecanbesegmentbyTieror BusinessServicetoenableServiceOwnerstotakeaction.

DataFoundationValidation
ToimplementExecutiveandProcessmetrics,youneeda consistentmeasureofwhatthingslike
ResolvedIncidents,OpenIncidents,etc.are.Forinstance,a ResolvedIncidentmaybedefinedasan
incidentforwhichtheresolvedtimestampisnotempty.Andifyouaresegmentingthisdataby
BusinessService,thenyouneedtohavea shareddefinitionofwhereSharedservicesarestored.

AdoptionJourney
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AMaptoGovernanceandTransformation

icalTablesandFields ReduceITSpend
by10%

* incident * problem * change * knowledge
opened * opened Cen Cen * TotalITServiceCost
resolved + closed IncidentManagementCost

ProblemManagementCost

ChangeManagementCost
* cmdb_ci_service *  sys_user_group

active + active

tier

Front-lineWorker ServiceOwnersCY) Executive

 
TocompletetheexerciseofquantifyingServiceCost,metricsdeconstructingshouldbedonefor
everyservicethatcontributestoServiceCost.ProblemandChangeManagementCostsshouldbe
brokendownto thecorrespondingprocessindicators.Inaddition,datagovernanceand
standardizationshouldbevalidatedtomakesurethatallprocessworkersare usingtherightdata
definitionsandensuringhighdataquality.

Ultimately,aftercompletingthediscoveryforeachprocess,a DataMapiscreatedthatlinksthe
processobjectiveandexecutivemetricto therespectivecore tablesandfields.Soas a resultof
goingthroughtheAdoptionJourney,youwillbeabletomapahighlevelBusinessGoaltothefields
andtablesthatneedto beprotected.

AdoptionJourney
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LabUseCaseâ€” CustomerSuccess

DataInput
FieldDefinitions
ProcessExecution

fl
Front-lineWorker CustomerSuccessAdvocate Executive

 

Inthisclass,youbuildtowardsa UseCasefortheCustomerSuccessManagementprocessatCloud
Dimensions.CloudDimensionsisafictitiousSaaScompanywhichprovidesenterpriseservicesto
globalcustomers.

ExecutiveManagementatCloudDimensionsisinterestedinimprovingcustomerretentionand
servicesatisfaction.Thisisaprocessefficiencyapproachwhichrequirestheimplementationof
processmetricsfortheCustomerSuccessManagementprocess.
ThekeystakeholderistheCustomerSuccessAdvocate,or Manager,whoisresponsibleforcustomer
relationsandreportingon IncidentandChangeManagement,OutageManagement,andultimately
on CustomerSatisfaction.

Throughoutthelabportionoftheclass,youbuildvariousvisualizationstopresentdifferentaspects
ofCustomerSuccessManagementâ€” IncidentMetrics,SurveyMetrics,andChangeMetrics.

AspartofDataFoundation,youdefinethecoretablesforSurveyandOutageprocessmeasurement
andimplementcorrespondingProcessIndicators.
Atclasscompletion,youaregoingtohaveaCustomerSuccessexecutivedashboardfeaturingthe
CustomerSuccessIndexexecutivemetricandmultipleprocessmetricsvisualizingthemanypartsof
CustomerSuccessmanagement.

AdoptionJourney
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AnalyticsforCustom Lab
Applications 1.1

335m

Ke]Â©)0)(YeaM53
AsaCustomerSuccessManager,youwouldliketogainadditionalinsightintocustomer
satisfactionscoressubmittedthroughsurveys.Inaddition,youwouldliketocorrelate
IncidentmetricswithSurveyscores.Inthislab,youaregoingtocreatethefollowing:

IndicatorstotrackSurveysubmissionvolumeandtheaverageSurveyscore

AFormulaindicatortomonitorthepercentageofIncidentswhichhaveaSurvey
SurveyBreakdownstohelpanalyzethesurveyScores
SurveyCollectionJobstopopulatethedataandperformtrendanalysis

CreateSourceandIndicators
A.SurveyTableStructure

Asafirststep,youneedto reviewtheSurveyScorestablestructure.

1. LogintothelabenvironmentasaSystemAdministrator.

2. NavigatetoSystemDefinition>Tables&Columns.

SelecttheSurveyScores[u_x_snc_customer_sat_survey_scores]table.

ClicktheSchemamapbutton.

ReviewtheSurveyScoreslistofcolumns.

SurveyScores
(u_x_snc_customer_sat_
survey_scores)

â€” Columns

Caller: referencetoUser
Incident: referencetoIncident

Score: Integer
SurveyDate: Date/Time
+ TaskColumns

 

 

 

 

AnalyticsforCustomApplications
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IQuestion:Whichfieldshouldyouusewhenbuildingan IndicatortotrackScoremagnitude?

B.IndicatorSource

Inthisstep,youcreatea new Indicatorsource.

1. Navigateto PerformanceAnalytics>Sources> IndicatorSources.

2. ClickNewandconfigurethesourceasfollows:

Name:survey.source

Validforfrequency:Daily
FactsTable:SurveyScores[u_x_snc_customer_sat_survey_scores]
Conditions:Active= trueANDSurveyDateonToday
 
2KFactstableSurveyScores(u_x_snc_cust...w ShowSchemaMap

Conditions

VYCONDITIONS

Alloftheseconditionsmustbemet

Activevis

AND

SurveyDate yon

 
      3. ClickSubmit.

C.IndicatorforDailySubmittedSurveys
Inthisstep,youcreatea new Indicatorto retrievea dailycountofsubmittedsurveys.

1. Navigateto PerformanceAnalytics> Indicators>AutomatedIndicators.

2. ClickNewandconfiguretheIndicatorasfollows:

Name:NumberofCSATscores

Direction:Maximize
Unit:#
IndicatorsSource:survey.source
Aggregate:Count
Valuewhennil:0

AnalyticsforCustomApplications
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< = Indicator-NumberofCSATscores(Automatedview*)

Unit#
> Precision

SourceAdditionalconditionsAccesscontrolOtherCollectionperiodsForecasting_Statisticsexclusion

Indicatorsource â€”survey.source AggregateCount

CollectrecordsVW Valuewhennil

3. UnderAccesscontrol,checkPublishonAnalyticsHub.
 

SourceAdditonalconditions|Accesscontrol|otherCollectionperiodsForecasting_Statisticsexclusion

Publishon
AnalyticsHub  4. UnderOther,checkthesetwosettings:

e RenderContinuouslines
e Showreal-timescore

5. SavetheIndicator.

6. UnderOther,settheDefaulttimeSeriesto7drunningAVG.

SourceAdditionalconditionsAccesscontol|Other|CollectionperiodsForecastingStatisticsexclusion

Defaulttime7drunningAVGseries type

Livegroup Render

profile continuouslines

Order â€˜Showreal-time
score

 

|Notethatweare usingthe7drunningAVGTimeseriestosmoothoutanydatagaps

7. ClickUpdate.

AnalyticsforCustomApplications
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D.IndicatorforAverageSurveyScore
Inthisstep,youcreateanothernewAutomatedIndicatorto trendtheaverageSurveyScore.

1. Navigateto PerformanceAnalytics> Indicators>AutomatedIndicators.

2. ClickNewandconfigurethenew Indicatorasfollows:

Name:AverageCSATscore

Direction:Maximize
Unit:#
Precision:2
IndicatorsSource:survey.source
Aggregate:Average
Field:Score

 

<= Indicator
== Newrecord(Automatedview)
> Name AverageCSATscore

Indicatorproperties
 

â€˜Specifytheindicatorpropertiesforthisautomatedindicator.  
Direction|Maximize $ Unit #

Key 2KPrecision

SourceAdditionalconditionsAccesscontrolOtherCollectionperiodsForecastingStatisticsexclusion
 

â€˜Specifyindicatorsource,andaggregation. 

Indicatorsource _survey.source c Aggregateâ€”Average

CollectrecordsÂ¥ Scripted

Field Score   

8. UnderAccesscontrol,checkPublishon AnalyticsHub.

9. UnderOther,checkRenderContinuouslines.

10.SavetheIndicator.

11.UnderOther,settheDefaulttimeSeriesto7drunningAVG.

12.SavetheIndicator.

AnalyticsforCustomApplications
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13.Navigateto theTimeseriesexclusionsrelatedlist.

14.ClickEdit...andaddall*SUMand*SUM+TimeSeries.

ISummingtheaverageSurveyscoreisnotmeaningfulinthiscontext.

 

BreakdownsTimeseriesexclusions(27)Jobs TargetsThresholds

=_TimeseriesexclusionsESSearchfortext
Y Indicator= AverageCSATscore

BeekQ, = Indicatortimeseries

@ 28drunningSUM
@ 3mrunningSUM   

15.ClickSavetoreturntotheIndicatorform.

E.IndicatorforPercentageofIncidentswithSurveys
Inthisstep,youcreateaFormulaIndicatorto trendthepercentageofClosedIncidents
thathaveanassociatedSurvey.
1. Navigateto PerformanceAnalytics> Indicators>FormulaIndicators.

2. ClickNewandconfiguretheIndicatorasfollows:

Name:%ClosedIncidentswithSurveys
Direction:Maximize
Unit:%
Precision:2
Formula:

({[NumberofCSATscores]]
/

[[Numberofclosedincidents]])
*100

3. UnderAccesscontrol,checkPublishonAnalyticsHub.

4. UnderOther,check:

AnalyticsforCustomApplications
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e RenderContinuouslines.

e Allowformulacomponenttobenull

5. SavetheIndicator.

< indicator-%ClosedincidentswithSurveys[Formulaview")

DirectionMaximize

Formula:

(((Mumberof CSATscores}/ ({Numberof closed incidents}])*
 

Browseforanindicator
Browseforamethod

â€˜AccesscontrolOtherForecastingStatisticsexclusion

Defoultimeseries7Ã©runningAVSQ fencercontinousWoes
Livegroupprofile -" Acolytimeseriestoâ€˜Order:

AllowformulacomponenttobeMULL

UnderOther,settheDefaulttimeSeriesto7drunningAVG.

SavetheIndicatoronceagain.

Navigateto theTimeseriesexclusionsrelatedlist.

9. ClickEdit...andaddall*SUMand*SUM+TimeSeries.

10.ClickSaveto returnto theIndicatorform.

ImplementBreakdowns
Inthissection,youneedtocreatemappingsforthefollowingBreakdowns:
e Category
e Assignee
e Priority

AnalyticsforCustomApplications
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CategoryMapping
1. Navigateto PerformanceAnalytics>Breakdowns> AutomatedBreakdowns.

2. OpentheCategoryBreakdownwitha sourceIncident.Category.

NavigatetotheMappingsrelatedlistandclickNew.

. Addanew mappingasfollows:

e Factstable:SurveyScores

e Field:

o ExpandtheIncidentfield

o SelecttheCategoryfieldunderIncident

. Verifythatyournew mappinglookslikethis:

Q)= BreakdownMapping=} _Newrecord[Automatedview]

>KFactstable

SurveyScores[u_x_snc_c...Ww|ShowSchemaMap

2KField

IncidentCategory
 

6. ClickSubmit.

AssignedToMapping
1. Navigateto PerformanceAnalytics>Breakdowns> AutomatedBreakdowns.

2. OpentheAssignedToBreakdown.

NavigatetotheMappingsrelatedlistandclickNew.

. Addanew mappingasfollows:

e Factstable:SurveyScores

e Field:IncidentOwner

AnalyticsforCustomApplications
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5. ClickSubmit.

6. Verifythatyournew mappinglookslikethis:
 

BreakdownMappings(2)BreakdownRelations(1) IndicatorsDiagnosticResults

= BreakdownMappines(Eta)Searchfortext Â¥ Search

Jâ€™Breakdown=AssignedTo

 Q SFactstable =Fieldets

@ uxsne_customer_sat_surveyscores assigned_to(empty)

Â©tak assigned_to(empty)   

PriorityMapping
1. Navigateto PerformanceAnalytics>Breakdowns>AutomatedBreakdowns.

OpenthePriorityBreakdownwitha sourceIncident.Priority.

NavigatetotheMappingsrelatedlistandclickNew.

Adda newmappingasfollows:

e Factstable:SurveyScores

e Field:

o ExpandtheIncidentfield

o SelectthePriorityfieldunderIncident

Verifythatyournew mappinglookslikethis:

c= BreakdownMapping= Newrecord[Automatedview]

>KFactstable

SurveyScores[u_x_snc_customer_sa...W|ShowSchemaMap

%KField

IncidentPriority   

6. ClickSubmit.

AnalyticsforCustomApplications
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AssignBreakdownsto Indicators
InthissectionyouassociatethePriority,Category,andAssignedto breakdownswith
thethreeIndicatorsyoucreatedearlier.

AverageCSATScoresIndicator

1. Navigateto PerformanceAnalytics> Indictors>AutomatedIndicators.

2. OpentheAverageCSATScoresIndicator.

3. NavigatetotheBreakdownsrelatedlist.

4. Addthesebreakdowns:

= Breakdowns SearchOrder

4v

 

Indicator= AverageCSATscore

Bo = Breakdown

AssignedTo
Category

Priority  5. ClickCollectbreakdownmatrixundertheCollectbreakdownmatrixtab.

6. ClickUpdate.

NumberofCSATScoresIndicator

1. Navigateto PerformanceAnalytics> Indictors>AutomatedIndicators.

2. OpentheNumberofCSATScoresIndicator.

3. Navigateto theBreakdownsrelatedlistandEdittoaddthesebreakdowns:
AssignedTo
Category
Priority
CheckCollectbreakdownmatrixundertheCollectbreakdownmatrixtab.

ClickUpdate.

AnalyticsforCustomApplications
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%ClosedIncidentswithSurveysIndicator

1. NavigatetoPerformanceAnalytics> Indictors>FormulaIndicators.

2. Openthe%ClosedIncidentswithSurveysIndicator.

3. Navigateto theBreakdownsrelatedlistandEdittoaddthesebreakdowns:
AssignedTo
Category
Priority

Questions:

Didyouneedtocreatea BreakdownSourceforanyoftheBreakdownsandwhy?
Didyouneedtocreatea BreakdownMappingforalloftheBreakdownsandwhy?

SurveyDataCollection
Inthissection,youcreatethefollowingcollectionjobs:

e HistoricjobforcollectingSurveyScoresâ€” goingback90days/3months
e ScheduledDailyjobforcollectingSurveyScores

HistoricSurveysJob
1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

2. ClickNewandcreatethisjob:
e Name:SurveyCollectionHistoric

Relativestart:90daysago/ Relativeend:1dayago
 

= ScheduledDataCollection< Â©

Newrecord

 

2KName SurveyCollectionHistoric ApplicationGlobal

Collectionparameters
 Providethescorecollectionparameters.Whencollectinginthepastdonatgobeyondthenumberofdaysthatscoresandsnapshotdataisretained,â€˜snapshotdataisthenremovedautomatically.SeethePerformanceAnalyticsproperties. 

Operator|Relative

KeRelativestart 2KRelativeend  Relativestartinterval|daysago : Relativeendinterval daysago  AnalyticsforCustomApplications
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e Active:unchecked

e Run:OnDemand

3. SavetheJob.

4. Navigateto theIndicatorsrelatedlistandaddtheseindicators:

Â¢ NumberofCSATScores

e AverageCSATScore
 

Indicators(2)JobLogsDiagnosticResults

= IndicatorsMize Searchfortext

YJsob=SurveyCollectionHistorie

we Q =Name = Frequency = Indicatorsource

@ Aven Daily survey.source

@ NumberofCSATscores Daily   

5. ClickExecuteNowtoexecutetheSurveyHistoricCollectionjob.

DailySurveysJob
1. Navigateto PerformanceAnalytics> DataCollector>Jobs.

2. ClickNewandcreatethisjob:
Name:SurveyCollectionDaily
Relativestart:1daysago/Relativeend:1daysago
 

< Ee ScheduledDataCollection
= _Newrecord

2 Name|SurveyCollectionDaily ApplicationGlobal

Collectionparameters
 

Providethescorecollectionparameters.Whencollectinginthepastdonotgobeyondthenumberofdaysthatscoresandsnapshotdataisretained,andsnapshotdatasthenremovedautomatically.SeethePerformanceAnalyticsproperties.  
Operator|Relative +

2KRelativestart 1 okRelativeend
Relativestartdaysago â€” Relativeendinterval|daysagointerval   

AnalyticsforCustomApplications
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e Active:checked(Thejobwillrundaily)
3. SavetheJob.

4. Navigateto theIndicatorsrelatedlistandaddtheseindicators:

eÂ¢ NumberofCSATScores

e AverageCSATScore

|Question:Whyisit redundanttoexecutetheDailyJobrightnow?

HistoricIncidentsJobExecution

1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

2. Openthe[PAIncident]HistoricDataCollectionjob.
3. SettheRelativestartto 3monthsago.

4. ClickExecuteNow.

I Notethatthisjobcollects~ SOKscoresandisgoingto take3-4minutestocomplete.

DailyIncidentsJobActivation

1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

2. Openthe[PAIncident]DailyDataCollectionjob.
3. SelecttheActivecheckboxundertheJobparameterssection.

4. ClickUpdate.

JobVerification
1. NavigatetoPerformanceAnalytics> DataCollector>JobLogs.
2. MakesurethatthetwohistoricjobsyouinitiatedhavestatusofCollectingor

Collected.

AnalyticsforCustomApplications
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AnalyticsHubDataVerification
Inthissection,youverifythatdataisavailableforthethreeindicatorscreatedearlier.

1. NavigatetoPerformanceAnalytics>AnalyticsHub.

2. MakesurethatallcollectioniscompleteandopentheAverageCSATscores/7d
runningAVGIndicator.

Verifythatyouhavedataforapproximatelythelast3monthsandacrossall
breakdowns.
 

OverviewCompare

â€˜averageCSATscore

Yesterday

2.45Â¥-0.05(-1.9%)

ElementScorey Change

4-Low 2 043     

Returnto theIndicatorlistandopenNumberofCSATscores/7drunningAVG.

Verifythatyouhavedataforapproximatelythelast3monthsandacrossall
breakdowns.

OverviewCompare ShowRecords
NumberofCSATscores October20,2018-Yesterday~ â€”TÃ©runningAVG+

Yesterday<

12.0(25.0%)

ScoreÂ¥ Change

NWoratDAKARWa   
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INote:Youractualscoresandtrendsmaydifferslightlyfromthescreenshots.

6. ReturntotheIndicatorlistandopenthe%ClosedIncidentswithSurveys/7d
runningAVGintheAnalyticsHub.

7. Confirmthatyouhavecollecteddataforthepast3months.

Overview

%6ClosedincidentswithSurveys, October20,2018-YesterdayÂ© â€”7drunningAVG+

Yesterday Dnâ€” ~~1.1340.1919.8%)
a

90 199.14 0.2216.38%
NoofscoresSum changeChange%

i # #@aDODWexX

/\29oct2018
Â©46ClosedIncidentswithSurveys/74runningAVG:2.14   

â€˜Overview

%ClosedIncidentswithSurveys October20,2018-Yesterday+ TdruningAVG~

Yesterday<

1.1340.19(29.9%)

Element Change

Network o2

Applications 010
 

Inquiry/Help 001 

9. ConfirmthatscoreshavealsobeencollectedforthePriorityandAssignedTo
Breakdowns.

Youhavenow completedtheAnalyticsforCustomApplicationslab.
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ModuleRecap
(OCo}-MOXo}sot)0}3

TheAdoptionJourneyisabout
understandinghowto usePerformance
Analyticsdatatotransformyourbusiness

AdoptionSilos:
Â¢ResponsiveBusinessforExecutives
* ServiceImprovementforService
Owners

* DataFoundationforProcessWorkers

Deconstructingmetricsisaboutmappingan
Executivemetrictotheunderlyingtables
Elatemitallens

ReviewQuestions
AtwhatstageoftheAdoptionJourney
areyou?
AreStakeholderrolesclearandaligned?
Doyouhaveatrusteddatafoundation?

WhichServiceOwnersuseProcess
Analytics?
Haveyouimplementedan Executive
dashboard?

Whatchallengesdoyoufaceinyour
PerformanceAnalyticsimplementation
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ModuleObjectives
DefineBucketGroups
SetupBucketGroupsasBreakdownSources
ReviewCommonScriptUseCases

ConfigureBreakdownRelations

LabsandActivities
2.1BucketsandBreakdownMapping
2.2ScriptedMapping
2.3BreakdownRelations   

ThismoduleexploresanalternativeimplementationoftheBreakdownSourceintroducedinthe
previouschapterâ€”theBucketGroups.Inaddition,advancedbreakdownmappingtechniquesare
reviewed.Last,theconceptofcreatinga relationshipsbetweenunrelatedbreakdownsisexplored.

BucketGroupsandScripts
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WhatAreBucketGroups now.

ElementsintheBuckets[pa_bucket]tableusedasBreakdownSourcesfornon-

categoricaldatasuchasAge,Date,Percent,etc.

Example:IncidentAgeInDays:0- 12+
BucketGroup:AgeRangeBuckets:<1,1-3,4-7,8-12,12+

 

Attributessuchas Priority,State,andAssignmentGrouphaveafinitesetofvaluesandare referred
toasCategorical.AttributessuchasAge,Cost,andPercentCompleteare Continuousastheirvalues
canbeanynumberwithinagivenrange.

Continuousattributescannotbeusedasbreakdowns.CanyouimagineusingPercentCompleteasa

breakdown?Youcouldpotentiallyhave100+breakdownelements.

Thesolutionto thisproblemistouseBucketgroups.ABucketgrouporganizesnon-categoricaldata
(continuousdata)incategories.Intheexamplehere,theattributetobreakbyisAge.Agecould
potentiallyhaveinfinitenumberofbreakdownelements.Thereforewe createabreakdowncalled
AgeRangewhichisbasedoffoftheseBucketsrepresentingageranges:lessthan1,1-3,4-7,8-12,
12+wherethenumbersdescribetheincidentageindays.

BucketGroupsandScripts
Â©2019ServiceNow,Inc.AllRightsReserved  



 
ReassignmentBreakdownExample

lidce)e)(-0a

ee ee

Bucketgroup â€˜All>Bucketgroup= ReassignmentCount
= Q SName = Bucketgroup

Noreassignments NoreasienmentsReasienmentCount1-3reassignments
4+reassignments

(0)
@â€”rreassignments ReassignmentCount
@reassignments-â€”=â€”_â€”ReassignmentCount   

Inthisexampleyouhavea requirementtonavigatetheIncidentscoresbyReassignment.Sincethe
Reassignmentcountcanbe0or anypositivenumber,therequirementisthatyouclassify
reassignmentcountsinto0,1-3,and4+andcreatethecorrespondingbreakdownstructures.

Theissueyouarefacingisthatno sourcetable(factstable)currentlycontainsthissummary
representationofthereassignments.

Thesolutionistocreatebreakdownelementsasa bucketgroupwhereeachbucketelement
correspondstoaBreakdownelement.BucketgroupsandelementsarestoredintheBucketstable
whichwilllaterbeusedasafactstableforaBreakdownsource.
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BucketGroupsImplementationProcess

Create IMiKeleyelialeNolo) Create (@Xo)|[=Fer
sIrxo]<ele\wal(Calalmatssre(=e))ojaremaatele)
NYolU](ei-) ecto]<eleyal

 

Inadditiontodefiningabreakdownwitha BreakdownSourceandBreakdownMapping,a

breakdowncanalsobedescribedbya BucketGroup(actingasasource)andBreakdownmapping.
Followthesestepstoconfigureandusea Bucketgroupasabreakdownsource:

Createa BucketgroupanddefineBuckets(categories)
Createa BreakdownsourceusingtheBucketgroupastheFactstable
Ifnecessary,createascripttoperformthemapping
Createa Breakdownifonedoesnâ€™texistalreadyandmaptheBreakdown
Donotforgettocollectdata

BucketGroupsandScripts
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now.BucketGroupConfiguration
 

= Bucketgroup* BucketNameâ€”usedinthe <|& ReassigntentCount @VK& 00 update|4S
BreakdownSource Name

ReassignmentCount

* BucketsDefinitions Buckets
â€” BucketName:Usedasthe

breakdown/categorization
Definethebucketsforthisbucketgroupbyprovidingstartandendrangesforeachofthebuckets.

element Buckets <<< 1] 0303 > PPE

Fry = Name Sstart A =End
â€” BucketRange:

Startâ€”Startingatthisnumber
End-â€”Lessthanthisnumber x 1.3Reassignments

x NoReassignments  Thereshouldbenogaps! Morethan3reassignments 

 

TheBucketgroupconfigurationstepsare as follows:
Â° Navigateto PerformanceAnalytics> Breakdowns>BucketGroups

ClickNew

ProvideadescriptiveName

DefineanynumberofBuckets:
. TypeinBucketNameintheBucketsrelatedlist
. Entera StartandEndvalue

Important:Bucketrangesare inclusiveoftheStartandexclusiveoftheEndvalue.

BucketGroupsandScripts
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BucketGroupas BreakdownSource
 Â¢Usewhenthesourceof <|& BreakdownSource-ReassignmentCountOV zeove|Uptate

thebreakdownis vom

containedinBucketstable ReassgnmentCount

Source|Security

â€˜Selectthefactstableforthebreakdownsourceelementsandapplyconditionstooptimizetheelementlist.* SettheFactstableto SourceisBucketTableBucket[pa_bucket] Fatt

Bucket[pa_buckets] v |ShowSchemaMap

Field

* Createafilterconditionto
sys10+ UniqueElementIdentification
Conditions

identifythedesiredBucket see oscnsnong

groupbyname â€˜AddFilterCondition|Add"OR"Clause

Bucketgroup $| ReassignmentCount NYol-lolnlous10[el<-imelael0]om@colareidloya)  
Inthisexample,thebreakdownsourceisnotcontainedinanyprocessor choicetable.Rather,the
breakdownsourceisa bucketgroup,storedinthepa_bucketstable.

Therefore,theconfigurationofthebreakdownsource involvesspecifyingtheBuckettable
(pa_buckets)astheFactstable.

TheConditionBucketgroupisReassignmentCountspecifiestheexactBucketGroup.

BucketGroupsandScripts
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Breakdownbasedon BucketGroup
Breakdownusinga Bucket-basedbreakdownsourceisconfiguredidenticallyto
thenon-bucketbasedbreakdown
 â€˜Accesscontol

< = BreakdownMapping== _Newrecord(Automatedview] â€˜Anautomatedbreakdownia breakdownbasedonbreakdownsourceandpointsoa fieldinaacstable,oi scripted

Factstable Incident[incident]

Field Reassignmentcount

Scripted  TheBucketGroupisonlyreferencedby
theBreakdownSource   Q

Â©Â«

   

Tocompletetheexample,thecorrespondingbreakdownusestheReassignmentCountbreakdown
sourcedefinedearlier.Thefactthatthisis abucket-basedbreakdownsourceisirrelevanthere.

Thebreakdownmappingsimplymapsthevalueofthebucketgrouptothevalueofthe
reassignmentcountfieldoftheincidenttable.

BucketGroupsreview:
* Bucketgroupscreatecategoriesor classesbasedonnumericvaluesthatarenotavailable

inatableinServiceNow.

Buckets/elementsaremanuallydefined
BucketgroupisusedastheFactstableforabreakdownsource

BucketGroupsandScripts
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PerformanceAnalyticsScripts now.

= Script ~<|& incidentage-Hours @VKFS 000 Update

JavaScriptcode
Factstable:Only

Name|Incident.AgeHours Name&Description
Description|CalculateAgeasthedifferencebetweenthetimetheincidentwasopened(opened_at)andthecurrenttime.

ReturnthedifferenceasHours.

 

indicatorsusingthe
sameFactstablecan
usethescript Source

Fields:Tablefields Selectthefactstabletowhichthescriptwillbeappliedincludingoptionallyanyfields.Onlyiffieldsareselectedtheycanbeusedinthescript.

thatarepassedto
thescript

Factstable Incident(incident)ShowSchemaMap

Fields|@|Opened ScriptParameter(s)
Additionalavilable script
arguments: "8

- Nora]olaGefe[-)Notethatfieldsinthescriptneedtobereferencedbycolumnname(notcolumnlabel).â€” score_start
â€” score_end script [@| [3| | Bu|38)/Q]v4 ||wlO||G| om

* var diff=function(x,y){returny.dateNumericValue()- x.dateNumericValue();};
2Â» var hours=function(x,y){returndiff(x,y)/(60*60%1000);};hours(current.opened_at,score_end);     

PerformanceAnalyticsscriptsare runduringcollection.Thescriptexecutesforeveryrow inthe
Indicatorsourcesetofrecords.ThescriptsuseJavaScriptsyntaxandthestandardServiceNowAPI.

YoucanpasstablefieldsintothescriptwhenyouincludethemintheFieldsmultiselectfield.In
addition,thesetwovariablesareavailableforuseinPerformanceAnalyticsscriptsandFormula
Indicatorscripts:
* score_start:startofthecollectionperiod
* score_end:endofthecollectionperiod
ThevaluesofthesevariablesaredeterminedbythefrequencyofthecorrespondingIndicator.For
example,ifamonthlyindicatorisbeingcollected,score_startisthebeginningofthemonthand
score_endistheendofthemonth.

Notethatscripterrorsare reportedintheCollectionJonandSystemlogs.
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ScriptedBreakdownMappingUseCase
WhenaBreakdownelementisnotfoundintheFactstable,ascriptisneededtocalculate

theFactstablefieldtomapto

ThescriptcalculatesIncidentAgeasthedifferencebetweentodayandopened_atindays
 

var diff=function(x,y){returny.dateNumericValue()- x.dateNumericValue(); 

var days=function(x,y){returndiff (x,y)/(24*60*60*1000);}; â€˜Al>Bucketgroup=IncidentAgeRanges(Days)
days(current.opened_at,score_end); QName =Send Starta  0-01Day

1-05DaysTheBreakdownElementsare rangesofdays:0-1,1-5,6-30,etc.=Â» 

< BreakdownMapping
= age 31-90Days 

(0)

Â®
@â€”06:200ays

0)

(9)ThescriptedMapping Factstable| Incident[incident] 90+Days
 

mapsthescriptoutput
toa BucketGroup

Script| Incident.Age.Days Scripted(Vv
 

 

AscriptedMappingisneededwhentheBreakdownElementsare notavailableinacolumnofthe
Factstable.Forinstance,thereisno fieldintheincidenttablewhichstorestheageoftheincident.
ButyouneedanAgeBreakdownsoyoucananalyzeincidenttrendsbyAge.

Followthesestepstocreatea Breakdownon theIncidentAge:
Createan IncidentAgeRangesBucketgroupwiththefollowingbucketsofAges:0-1days,2-5
days,6-30days,31-90days,90+days.
CreateanAgeBreakdownanda Breakdownsourcebasedon theAgeRangesBucketgroup.
CreatetheIncident.Age.Daysscripttocalculatetheincidentâ€™sageas a differenceoftodayâ€™sdate
andtheincidentsâ€™sopened_atfield.(Thescriptinthisexampleconvertsthedifferencefrom
millisecondstodays.)
CreateascriptedMappingwhichmapsa Bucketgroup(e.g.0-1days)totheoutputofthe
Incident.Age.Daysscript.

NotethatthecalculatedAgeisnotstoredinacolumnintheFactstableoftheindicator.Instead,the
scriptaddsavirtualcolumntoeachrow inthedataset.Thisadditionalvirtualattributeisusedto
classifyscores intoBucketsgroups.

BucketGroupsandScripts
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ScriptedIndicatorAggregateUseCase
NVAatetanvZol0la[ave|orzlue)mor-](610](elucton-]an-l-4-4a-y-t-]u(olanUKy alcacMore](10|F-lecemit-)(ehuar-lmelol-\ualelm->dia

inyourFactstable

ThescriptcalculatestheAgeofLastupdateinhours
 

be|BEA)vile| 10)EB)@|&
Â» var diff=function(x,y){returny.dateNumericValue()- x.dateNumericValue();};

var hours=function(x,y){returndiff (x,y)/(60#60%1000);};hours(current.opened_at,current. resolved_at);   

TheIndicatorreturnstheSUMoftheScriptoutput
 

=Name unit Aggregate  =ScriptÂ¥

Summedage
oflastupdate
ofopen
incidents

Incident.UpdatedSinceHours    

Anothercommon usecase forusinga scriptiswhenhavingan IndicatorwithascriptedAggregate.
Inthissituation,whatyouwanttoaggregateisnotastraightforwardfield,butratheraâ€œcalculationâ€•
derivedusingscriptlogic.
Intheaboveexample,theSummedageoflastupdateofopenincidentsIndicatorreturnstheSum
oftheIncidentâ€™slastupdate.Thelastupdateiscalculatedandconvertedtohoursusingascriptfor
allincidentsinthedatasetoftheindicatorsource.Thescriptoutputisthensummedupand
returnedastheIndicatorscore.

Asa bestpractice,alwayschecktheout-of-boxPerformanceAnalyticstoleverageexistingcodeand
use it as a templateforfurtherdevelopment.

Note:JavaScriptandtheServiceNowAPIcanalsobeusedwhenbuildingMetricsdefinitions,the
Formulascode,andtoevaluatecustomlogicwhenrunningconditionalScheduledJobs.
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BucketGroupsandScriptsLabs

Ko]oil =\Ulel<-1mÂ©)cel0]0)
Ko]oWAVANYo1|Â©}=el=)=X0],<0(ona

2.1BucketGroupsLab
* Createabucketgroup
* Createabreakdownandabreakdownsource

* Collectdataandverifyindicatorscorecard

2.2ScriptedBreakdownLab
* CreateaBucketGroupfortheClosedIncidentsusingaScript
* Createabreakdownsourceandascriptedmapping

BucketGroupsandScripts
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Lab
2.1
315m

BucketGroups

Ke]Â©)0)(YeaM53
TheCloudDimensionsIncidentprocessowner suspectsthatthenumberofincident
reassignmentsistoohighattimes.Reportsare showingthatincidentreassignmentsrange
from0to 10.Amore meaningfulcategorizationisneededtoclassifyreassignmentsintoâ€œno

oureassignmentsâ€•,â€œonetothreeâ€•,andâ€œmorethanfourâ€•whichcanbeachievedusinga Bucket
group.Inthislab,youperformthefollowing:

Createa Bucketgroup
Createa BreakdownsourceusingtheBucketgroup
CreateacorrespondingBreakdownandassociatewithIndicators
RuncollectionwithBreakdownexclusions

DefineBucketGroup
Thereassignmentcountattributeofan Incidentrecordcontainsthenumberoftimesan incidenthas
beenreassigned.Thenumberistoogranularformeaningfulanalysis.Therefore,youaregoingto
representascategoriesor â€œbucketsâ€•,asperthelogicbelow:

 

BucketReassignmentCountStart| ReassignmentCountEnd
 

Noreassignments 

1-3reassignments 1
    4+reassignments 4   

Note:TheBucketincludestheStartfieldandexcludestheEndfield.Ifan Incidentisreassigned4
times(reassignment_count= 4),itwillbeincludedinthe4+reassignmentsBucket.

B.ImplementBucketGroup
1. Navigateto PerformanceAnalytics>Breakdowns> BucketGroups.
2. ClickNew.
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3. SettheNametoReassignmentCount.

4. IntheBucketssection,double-clickintheInserta newrow...fieldtoadda new row.

 
Buckets

Cxfireebudeforthbuchitroupbyprovidingtrandeanorenothebusts,

e me"4Bina   

5. Makethefollowingentries:

 e Name:No
reassignments

Buckets

er = Name = Starta

e Start:leaveempty INoreassignments   
e =End:1

6. Double-clickintheInserta new row... fieldto insertone more new row. Editas

follows:

e Name:1-3 Buckets

reassignments = Name =Start a

e =Start:1 INoreassignments

Ii-3reassignments[1
e =End:4  

7. Double-clickintheInserta new row... fieldto insertone lastnew row. Editas

follows:

e Name:4+ Buckets

reassignments =Name Sstarta

INoreassignments
e Start:4

11-3reassignments

e End:leaveempty 14+reassignments

ClickSubmit.
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C.CreateBreakdownSourcebasedon BucketGroup
ABucketgroupon itsown isnotenough.ABreakdownSourceneedstobecreatedthatusesthatBucket
Groupas itsFactstable.

1. Navigateto PerformanceAnalytics>Sources> BreakdownSources.

ClickNew.

SetthenametoReassignmentCount.

CompletetheSourcetabasshown:

Factstable:Bucket[pa_buckets]
Field:SysID

Conditions:Bucketgroup| is |ReassignmentCount
 

FactstableBucket[pa_buckets} Â¥|ShowSchemaMap_
Field SysI0+

Conditions

V CONDITIONS

All oftheseconditions must bemet
 

Bucketgroupvis | ReassignmentCountXÂ¥_Â©[or       

5. ClickthePreviewbutton.

6. Clickthe3recordsmatchconditionlinktoconfirmthatitcontainsalldefined
buckets.Thisactionopensalistinanew tab.
 

Q = Name = Bucketgroup =End

=ReassignmentCot

@ Noreassignmentsâ€”ReassignmentCount

 @ 1-3reassignments_ReassignmentCount

@ 4+reassignmentsâ€”_ReassignmentCount 

 

7. Closethenew browsertabto returntoyourBreakdownSource.

8. ClickSubmit.
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D.AutomatedBreakdown
Hereyoucreatea breakdownwhichusesthebreakdownsourcejustdefinedinordertocategorizethe
incidentreassignmentcountintooneofthe 3reassignmentcountclasses.

1. Navigateto PerformanceAnalytics>Breakdowns> AutomatedBreakdowns.

2. ClickNewtobegincreatinga new breakdown.

3. SettheNametoReassignments.
4. SettheBreakdownsourcefieldtoReassignmentCount.

 

< Se Breakdown
= _Newrecord[Automatedview]

Type
Automated

Name

Reassignments

AutomatedAccesscontrol
Anautomatedbreakdownisabreakdownbasedonbreakdown]
scripted.

Breakdownsource

ReassignmentCount    5. SavetheBreakdown.

6. Navigateto theBreakdownMappingsRelatedListandclickNew.

7. Completetheformasshown:
 

Factstable:Incident = breakdownMapping[incident] Factstable Incident(incident) | ShowSchemaMap

Field:Reassignmentcount FieldReassignmentcount~

Scripted

Submit    8. ClickSubmit.

9. ConfirmthatyouhavecorrectlysettheBreakdownMappingfield.
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BreakdownMappings(1)|BreakdownRelationsIndicators

= BreakdownwappinesEESearchfortext

dad 1 tolofy

J sreakdown=Reassignments

e Q = Factstable = Script = scripted @Â®incident false 10.Navigateto theIndicatorsRelatedListandclickEdit...

11.AddNumberofopenincidentsandNumberofresolvedincidents.
 

Collection IndicatorsList

Q Reassignments

%bClosedIncidentswithSurveys Numberofopenincidents

36ofincidentsclosedbyself-ser Numberofresolvedincidents  96ofincidentsnot solved 

12.ClickSaveto returnto theBreakdownform.

E.One-OffHistoricDataCollectorJob
NowthattheBucketGroup,BreakdownSource,andBreakdownaredefined,youneedto collect
historicaldatafortheindicatorsthatusethem.Becauseyoudonotwanttooverwriteanyexisting
history,youcollectdataonlyfortheReassignmentsBreakdownwithBreakdownExclusions.

1. Navigateto PerformanceAnalytics> DataCollector>Jobs.

ClickNewandcompletetheformasfollows:

Name:ReassignmentCountHistoricCollection
Relativestart:3
Relativestartinterval:monthsago
Active:[unchecked]
Run:OnDemand

SelectSavefromtheformcontextmenutosavetheJobconfiguration.
ClickEdit...intheIndicatorsRelatedList.

AddNumberofopenincidentsandNumberofresolvedincidents.

ClickSaveto returnto thejob.
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F.BreakdownExclusions
Bydefault,a HistoricDataCollectionjobcollectsscoresforallBreakdowns.Ifyouonlywanttocollect
fortheReassignmentsbreakdown,youneedtoexcludecollectingtheIndicatorScoresaswellasall
otherbreakdowns.

Whilestillon thehistoricaljob,navigateto theIndicatorsRelatedList.

ClicktoopenNumberofresolvedincidentsJobIndicator.

UnchecktheCollectindicatorfield.

IntheCollectfield,selectExcludethesebreakdowns.

SelectSavefromtheformcontextmenu.

ClickEdit...intheExcludebreakdownsRelatedList.
 

<|Ee JobIndicator
= _ReassignementCountHistoricCollection-Numberofresolvedincidents,

Job|ReassignmentCountHistoricColles|Q.

ndicator|Numb incidents ale

Collect|Excludethesebreakdowns  Update|Delete

= Excludebreakdowns Searchfortet Â¥

 

7. AddtheAssignmentGroup,Category,andPriorityBreakdownsto theExclude
breakdownslist:
 

Collection ExcludebreakdownsList

Q ReassignmentCountHistoricCollection-

Numberofresolvedincidents

Reassignments
AssignmentGroup
Category
Priority   

8. MakesurethatReassignmentsistheonlybreakdownthatisnotexcludedandSave.

9. ClickUpdatetwiceto returnto theJobform.

10.OpentheNumberofopenincidentsJobIndicator.

11.UnchecktheCollectindicatorfield.

12.IntheCollectfield,selectExcludethesebreakdowns.
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13.SelectSavefromtheformcontextmenu.

14.OntheExcludebreakdownstab,clickEdit...

15.AddtheAge,AssignmentGroup,Category,State,andPriorityBreakdownstothe
Excludebreakdownslist.

16.ClickSave,thenclickUpdatetwiceto returnto theJobform.

17.ClickExecuteNow.Allow1-2minutesfortheCollectionjobtocomplete.

G.BreakdownDataVerification
Oncecollectionhasfinished,navigatetoPerformanceAnalytics>AnalyticsHub.

OpentheNumberofresolvedincidentsindicator.

SelecttheReassignmentsBreakdownto reviewtheresults.

ConfirmthatyouhavethecorrectReassignmentbreakdownelementswithdata.

Numberofresolvedincidents April22-Yesterday~ DailyÂ©

Yesterday

125120(19.0%)
91 8,928 62
No.ofscoresSum Change

â‚¬_(QSearchbreakdownsandelements :

Priority

Category

AssignmentGroup v

Element ScoreÂ¥ Change

1-3reassignments

4Â¢reassignments  Noreassignments PerformthesameBreakdowndatacheckfortheNumberofopenincidents
indicator.

Youhavenow completedtheBucketGroupsLab.
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Â©2019ServiceNow,Inc.AllRightsReserved 



ScriptedBreakdownMapping

Ke]eK@)0)(YeaIh
TheCloudDimensionsIncidentProcessowner wantstosimplifythecategorizationof
incidentresolutioncodesfromthecurrentsevenclassestojustthreeclasses.Bucketgroups
are requiredalongwithascripttocategorizetheresolutioncodesoftheincidentrecords.In
thislab,youcreatea new BucketandascriptfortheResolutioncodes.

A.BucketGroup
TheResolutionCodebreakdownneedstoshowscoresinclassesofResolutionCodes.These
classesdonotexistyetandneedto becreatedasa new bucketgroup.

1. Navigateto PerformanceAnalytics>Breakdowns> BucketGroups
2. ClicktheNewbuttontobegindefininga new Bucketgroup.

3. SettheNameto ResolutionCode.

4. Manuallytypeinthefollowingbuckets:
Name:Solved
Name:NotSolved Start:1
Name:ResolvedbyCaller Start:2

 
< Ee Bucketgroup

â€˜== Newrecord

Name

ResolutionCode

Buckets
Buckets

PCy =Name SStarta

x Isotved

x [NotSolved

Resolvedby  ScriptedBreakdownMapping
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5. Submitthenew bucketgroupdefinition.

I Note:ThisBucketGroupcategorizestheoutputofthescriptedmapping.

B.Createa BreakdownSourceforClosureCode
1. NavigatetoPerformanceAnalytics> Sources> BreakdownSources.

2. ClicktheNewbuttontobegindefininga newbreakdownsource.

3. Setthenameto ResolutionCodeClasses.

CompletetheSourcetabasshown:

Factstable:Bucket[pa_buckets]
Field:SysID
Conditions:Bucketgroup|is|Resolutioncode

Source|Security

Selectthefactstableforthebreakdownsourceelementsandapplyconditionstooptimizetheelementlist,

FactstableBucket[pa_buckets)y= ShowSchemaMap

Field SysiD v

CONDITIONS
AlloftheseconditionsmustbemetBucketgroupÂ¥ | is + Resolution...xÂ¥Â©)oR

4. ClickthePreviewbuttontoviewhowmanyrecordsmatchthecondition.   

5. Clickthe3recordsmatchconditionslinktoviewtheactualrecordsina new tab.

6. ClosetheBucketsbrowsertabandSubmitthenew breakdownsource.

C.BreakdownMappingScript
HereyoucreateascriptthatlooksattheIncidentclosurecodeandcategorizesitintoone of
threeBucketgroups.

1. Navigateto PerformanceAnalytics>Automation>Scripts.
2. ClickNew.

3. Createa new scriptasfollows:

ScriptedBreakdownMapping
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= ScriptName:Incident.Resolution.Code<  & newrecord

Description:Scripttocategorize > Name IncidentResolutionCoderesolutioncodeinto1of3 DescriptionScripttocategorizeresolutioncodeinto1of3buckets

buckets
Source

Factstable:Incident[incident] 

|Selectthefactstabletowhichthescriptwillbeappliedincludingoptionallyanyfields.Onlyiffieldsaresel 

2 Factstable Incident[incident? Â¥ShowSchemaMapFields:Resolutioncode   Fields @_Resolutioncode
 

4. PastetheBreakdownMappingcodeprovidedbyyourinstructorintheScript
section.

ITip:ThescriptcanalsobedownloadedfromtheclassKnowledgeBase.
 

Bes. [se|Qlv la]w/O|GB]@\|%
ly functiongetBucketRange(close_code){

switch(close_code.toString()){
case â€˜Solved(WorkAround)':
case â€˜Solved(Permanently)':
case â€˜SolvedRemotely(WorkAround)":
case â€˜SolvedRemotely(Permanently)':

bucket= 0;
break;

case 'NotSolved(NotReproducible)â€™:
case 'NotSolved(TooCostly)':

bucket= 1;
break;

case 'Closed/ResolvedbyCaller':
bucket=2;
break;

default:
bucket=3;

}
returnbucket;

}
getBucketRange(current.close_code);   5. Submitthenewmappingscript.

D.AutomatedBreakdownforResolutionCode
1. Navigateto PerformanceAnalytics>Breakdowns> AutomatedBreakdowns

2. ClickNewandcreatethebreakdownasfollows:

ScriptedBreakdownMapping
Â©2019ServiceNow,Inc.AllRightsReserved 



eÂ¢ Name:ResolutionCode

e Breakdownsource:ResolutionCodeClasses

Savethebreakdowntostayon theform.

Navigateto theBreakdownMappingslistandclickNew.

Defineascriptedmappingto theincidenttablesasfollows:
 

Factstable:Incident <|BeBreskdowsMappiogScripted:Checked
Script:
Incident.Resolution.CodeScript|IncidentResolutionCode

ScriptedVv

Factstable Incident[incident  SubmitthenewMapping.

Navigateto theIndicatorsrelatedlistandclickEdit...

AddtheNumberofresolvedincidentsindicatorandclickSave.

BreakdownMappings(1)|BreakdownRelations|indicators(1)
 

7 Breakdown=ClosureCode

eSQ indicator

@_â€”_Numberofresolvedincidents    E.AdHocHistoricScoresCollection
1. Navigateto thePerformanceAnalytics> DataCollector>Jobs.

2. ClickNewandcompletetheformasfollows:
Name:ResolutionCodeCollection
Description:TempcollectionforResolutionCodeBreakdown
Relativestart:3
Relativestartinterval:monthsago
Active:[unchecked]
Run:OnDemand

3. SelectSavefromtheformcontextmenu.

ScriptedBreakdownMapping
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4. Navigateto theIndicatorsRelatedListandclickEdit...

5. AddNumberofResolvedIncidentstotheIndicatorsListandclickSave.
 

Collection IndicatorsList

Qnumberofresolved ResolutionCodeCollection

Numberofresolvedincidentsbyfirstass

ITip:Asa bestpractice,considerBreakdownexclusionssono historicaldataisoverwritten.

6. ClickExecuteNowtoexecutethecollectionjobimmediately.

F.BreakdownDataVerification

NavigatetotheJobLogsRelatedList.

Oncethejobcompletes,openthejoblogandmakesuretherearenoscripterrors.

Navigateto theAnalyticsHubandviewtheNumberofresolvedincidentsindicator.

ViewthedatabytheResolutionCodebreakdown.
 

Numberofresolvedincidents April22Yesterday* DailyÂ©

Yesterday

1252.20119.0%)

Element Scorey Change

Solves

NotSolved

ResolvedbyCaller

Category

â€˜AssignmentGroup    Tip:Ifno data,checktheJobandSystemLogsforerrorsandtroubleshoottheMappingScript.

YouhavenowcompletedtheScriptedBreakdownMappingLab.
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BreakdownRelationDefined

NavigationalLinkbetweenTwoBreakdowns

Example:NavigatefromaGrouptoitsChildGroups

@RelatedBreakdown:ChildGroups
 

 

Numberofresolvedincidents

Yesterday<

135a2.(23.9%)

ScoreÂ¥ Change

31 4     

BreakdownrelationsdefinehowtwoBreakdownsarerelatedtoeachotherandprovidean
additionalwaytonavigatewithinDashboardsandScorecards.WithBreakdownrelations,youcan

navigatefromone breakdownelementtoanotherbreakdownelement.

Theexampleabovecreatesanavigationalpathbetweentwodifferentbreakdownsasfollows:

OpentheNumberofresolvedincidentsscorecard
ViewincidentsassignedtotheServiceDeskassignmentgroup
ThefollowingRelatedbreakdownsbecomeavailabletoselectasa2"4levelbreakdown:

* ChildGroupsâ€” RelatedBreakdown
* ParentGroupâ€”RelatedBreakdown
Â¢ SiblingGroupsâ€” RelatedBreakdown

SelectingtheChildGroupsbreakdownallowsyoutoseeIncidentsresolvedbythechildgroupsof
ServiceDeskâ€”Hardware,Software,Network,andDatabase.

BucketGroupsandScripts
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BreakdownRelationFeatures
* Allownavigationbeyondthe1%
breakdownlevelusingarelationship

* Enablemulti-leveldrilldowns
* Nolimittolevels
* Relyon adefineddatarelationship
Â¢Usecurrentdatahierarchy:
â€”Location
â€” GroupMember
â€” BusinessServices

RelatedBreakdowns
displayunder

Breakdownsand
havesimilar

drilldownbehavior

 

<= Anatyticshub
OverviewCompare

Numberofopenincidents>AssignmentGroup= Network

Todayat13:09<

24vw-32(-57.1%)

Ea
â€˜AssignmentGroup= Networkâ„¢%

State

ChildGroups- RelatedBreakdown

ParentGroup-RelatedBreakdown

SiblingGroups- RelatedBreakdown

Members-RelatedBreakdown

Manager-RelatedBreakdown
 

 

BreakdownRelationsenrichElementnavigationinScorecardsandWidgets.Onceyouselecta1Â°t
levelbreakdownelement,applicableâ€œRelatedâ€•Breakdownsbecomeavailable,ifdefined.This
allowsto jumpfromone BreakdowntoanotherBreakdownemulatingamulti-leveldrill-down.

BucketGroupsandScripts
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ParentChildBreakdownRelation

Selectaninitial
breakdownthenanalyze
byitsCHILDrecords

â€˜Numberofopenincidents>AssignmentGroup= ServiceDesk

Todayat13:18<

62.y-18(-43.6%) 

<= BreakdownRelation
= childGroups
2 BreakdownAssignmentGroup

There MUSTbea 2kRelatedbreakdownAssignmentGroup.

Parent- Child 2kTable Group[sys_user_group]
ElementScorey Change

relationshipbetween 2BreakdownfieldParent

Databaseâ€œ4

2kRelatedbreakdownSysIDtheBreakdownandthe feld Softwareâ€œ0
kL

RelatedBreakdown
sitelle}  Network Ea)

 

AParent-ChildBreakdownRelationspecifiesthesameBreakdownobjectfortheBreakdownand
relatedBreakdownfield.
HerearesomecommonParent-ChildExamples:

LocationStructure,ManagementChain,Category/Subcategory,NestedGroups,NestedCMDB

ConfigurationItems(Cls)

TheParentâ€” ChildBreakdownrelationhasthesecharacteristics:
* BreakdownandRelatedBreakdownreferencethesameBreakdown
* TheBreakdownfieldistheParentBreakdownrecord
* TheRelatedBreakdownistheSysIDofthechildBreakdown
Tocreatea relationshipthatallowsnavigationintheoppositedirection,fromChildtoParent,you
needtocreateanotherBreakdownRelationwiththeBreakdownandRelatedBreakdownfields
swapped.

BucketGroupsandScripts
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PeerBreakdownRelation
BreakdownRelation

rare]
â€” SiblingGroups

Selectan initialbreakdownthen pene

analyzebyitsPEERrecords Name|siblingGroups
â€˜Numberofopenincidents> AssignmentGroup= Database .

Todayat13:42 BreakdownAssignmentGroup
 

AAy 22(-23.3%) Related
breakdown

AssignmentGroup

Table Group[sys_user_group]ShowSchemaMap|KEa Breakdown
fieldAssignmentGroup= DatabaseoS

Related
breakdownfield

Element ScoreÂ¥ Change Commonfield  Software

Hardware miat=m@Xo)aalanrolamal=l(okexeyale-liaccelare|(er-lcscmaals)
Network sharedParentfield   

Hereare thekeycharacteristicsofthePeerBreakdownRelation:
TheCommonfieldisthefieldthatmakestheelementsPeers,e.g.bothAssignmentGroup
BreakdownelementshavethesameParent.

TheOriginalelementwillbeexcludedfromthelistofSiblingelements
TheBreakdownandRelatedBreakdowncontainthesameBreakdown
TheBreakdownfieldandtheRelatedbreakdownfieldare bothSysID

SomePeerexamplesare:

Â° OtherLocationsinRegion
Â° PeersworkingforthesameManager
Â° ColleaguesworkinginthesameLocation

PeerGroups

BucketGroupsandScripts
Â©2019ServiceNow,Inc.AllRightsReserved 



 
 

= BreakdownRelation
Members

MemberBreakdownRelation
2 Name Members

* Relatestwodifferentbreakdowns 2kBreakdownAssignmentGroup
>kRelatedbreakdown AssignedToÂ¢Usesthetableofoneofthebreakdowns

ora M2Mtable 2kTable GroupMember[sys_user_grmember]

2kBreakdownfieldGroupBreakdownfieldandRelatedbreakdown
arethereferencedfieldsinaM2M 2kRelatedbreakdownfieldUser

 

 

Examples: 8S artim
â€” UsersinaGroup
â€”GroupsthataUserbelongsto
â€” UsersinaLocation
â€”Category/SubCategory
â€”Anychoicelistwithadependentfield

> Name Manager

> Breakdown AssignmentGroup

> Relatedbreakdown AssignedTo

> Table Group[sys_user_group]}

> Breakdownfield sysID  2kRelatedbreakdownfield Manager
   

TheMemberBreakdownrelationdiffersfromtheParentChildandPeerRelationinthatittellsyou
howtonavigatefromone tabletoanothertablebyspecifying:

* Breakdownfieldâ€”thestartingpoint,AssignmentGroupinbothexamplesshownhere
* Relatedbreakdownâ€” theendpoint,AssignedToforbothManagerandMembersrelations
Â¢ TheTablethatholdstherelationship(theM2Mtable)

* ForMembers,theGroupMembertableisusedtodetermineallmembersofagroup
* ForManager,theGrouptableisusedtodeterminethegroupâ€™smanager

BucketGroupsandScripts
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Summary:BreakdownRelationTypes

SameTable SameTable PiirentsTables

UseParent Uke@olanvaavoyalFollowa
ladle! miele! Reference  

 

Dependingon theBreakdownelementstructure,thefollowingnavigationmodesarepossible:
* ParentChild:Navigatefroma Parentto aChildinahierarchyor fromaChildto a Parent.
* Peers:Navigatefromoneelementinthehierarchyto itspeers(otherelementsatthesamelevel)
Intheabovetwocases,theelementsareGroups,or Locations,or Clsstoredinthesametable.
Thereisusuallya Parentelementthatdenotestheparent-childrelationship.
* Members:Whentheelementsofthehierarchyare notstoredinthesametable,thereisa

relationshipor a referencefieldthatcanbefollowed.Forinstance,tonavigatefromthe
AssignmentgrouptoallAssigneesthatare itsmembers,therehastobelogicthatspecifiesthe
tableor thereferencefieldthatcontainsthisrelationship.

BucketGroupsandScripts
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BucketGroupsandScriptsLab

Ko]oWACs)f=10],<oleNZan<=)Kelleals

2.3BreakdownRelationsLab
* CreateanAssigneetoAssignmentGroupBreakdownRelation
* CreateanAssignmentGrouptoAssigneeBreakdownRelation

BucketGroupsandScripts
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BreakdownRelations

Ke]eM@)0)(YeIM
TheCloudDimensionsIncidentprocessowner wouldliketonavigatefromtheindividualAssigneesâ€™
scorestothescoresforAssignmentGroupsthattheyare membersof.Todothis,youperformthe
following:

* Createa BreakdownRelationtonavigatefromAssigneetoAssignmentGroup

A.BreakdownSourceandBreakdown
Inthisstep,youcreatea breakdownsourceto representallusersthatare membersofoneor more

assignmentgroups.

1. Navigateto PerformanceAnalytics>Sources>BreakdownSources.

2. ClickNewtocreatea new breakdownsourceasfollows:
 

Name:GroupMembers <|= BreakdownSource
= Newrecord

Factstable:GroupMember
[sys_user_grmember] GroupMembers

Source|Security
Field:User

Factstable GroupMember (sys_user_grme...W

Field User v   

3. ClickSubmit.

4. Navigateto PerformanceAnalytics>Breakdowns>AutomatedBreakdowns.

5. ClickNewanddefinethenew breakdownasfollows:

BreakdownRelations
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 Name:Assignee = Breakdown< | Newrecord(Automatedview]BreakdownSource:Group.Members
Type|Automated

Name|Assignee

AutomatedAccesscontrol

Breakdown|GroupMembers
source

Defaultelements.
filter    6. Savethenewbreakdowntostayon theform.

7. Navigateto theBreakdownMappingsRelatedlist.

8. ClickNewanddefinethenew mappingasfollows:

 Factstable:Incident[incident] = BreakdownMapping
Newrecord[Automatedview]Field:IncidentOwner

FactstableIncident[incident]
Field IncidentOwner

Scripted  9. ClickSubmitto returnto theBreakdownformandvalidatecorrectmapping.

 BreakdownMappings(1)|BreakdownRelationsIndicators_DiagnosticResults

= Breakdownwapoines(ESSearchfortext Â¥

'Z_Breakdown= Assignee

Â» =FieldBw = Factstable  @ incident assigned_to  |Note:IncidentOwneristheColumnlabel.TheColumnnameisassigned_to.

10.Navigateto theIndicatorsRelatedlistandclickEdit...

11.AddtheNumberofresolvedincidentsto theIndicatorsList.

12.ClickSaveto returnandstayon theAssigneeBreakdownform.

BreakdownRelations
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B.AssigneetoAssignmentGroupBreakdownRelation
InordertonavigatefromtheAssigneebreakdownto itsAssignmentGroups,youneeda breakdown
relationon theAssignmentGroupbreakdown.

1. IntheAssigneeBreakdownform,navigateto theBreakdownRelationsrelatedlist.

2. ClickNewtobegincreatinga relation.

3. DefinetheBreakdownRelationasfollows:
 

Name:AssignmentGroup(s) <|== BreakdownRelation
= _Newrecord[Automatedview]

Breakdown:Assignee
Name__AssignmentGroup(s)

RelatedBreakdown:
. Breakdown_Assignee

AssignmentGroup
Related AssignmentGroup

Table:GroupMember breakdown

(sys_user_grmember)Table|GroupMember[sys_user_grme...

Breakdownfield:User Breakdownfield User

Related Group
breakdownfieldRelatedBreakdownfield:Group

Commonfield Clicktoselect..   

4. ClickSubmitandconfirmthata new BreakdownRelationiscreated.
 

BreakdownMappings(1) GreakdownRelations(1)_Indicators(1)
= BreakdownRelations[EEGoto Order

J breakdown=Assignee

% QName = Relatedbreakdown

Â©AssignmentGrounts) AssignmentGroup   

C.CollectNewBreakdownData

Inthisstep,yourundatacollectiontopopulatethenewAssigneebreakdown.

1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

BreakdownRelations
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ClickNewtocreatethefollowingjob:
Name:OneTimeAssigneeBreakdownCollection
Relativestart:3
Relativestartinterval:monthsago
Active:unchecked
Run:OnDemand

Savethejobandnavigateto theIndicatorsrelatedlist.

ClickEdit...andaddtheNumberofresolvedincidentsindicator.

ClickSave.

ITip:ConsideraddingBreakdownexclusionsso thathistoricaldataisnotoverwritten.

ClickExecuteNow.Allowaboutaminuteforthecollectiontocomplete.

D.FollowBreakdownRelationsintheAnalyticsHub
1. ChecktheJobLogsrelatedlistto makesurethatthejobhascompleted.
2. Navigateto PerformanceAnalytics>AnalyticsHub.

3. ClicktheFavorites(star)icontoviewtherecentlyaccessedIndicators.

4. OpentheNumberofresolvedincidentsIndicator.

ExpandtheAssigneebreakdown.
 

Numberofresolvedincidents Apeit22-July21* Daily+

July21

125220119.0%)

Element Scorey Change

BowRuggeri

CChiistensteel

DonGoodie

FredLuddy BethAnglin
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SelecttheFredLuddyBreakdownelementtoviewonlyincidentsassignedto FredLuddy.
Numberofresolvedincidents>Assignee= FredLuddy â€˜Aprit22-July21* â€”Daily+

July2.

1

â‚¬&_(Qsearchbreakdownsandelements

AssigneesFredLuddy =X

Priority

ResolutionCode

Category

AssignmentGroup

Reastignments

AssignmentGroup(s)- RelatedBreakdown

ExpandtheAssignmentGroup(s)- RelatedBreakdowntoviewincidentsassignedtoFred
LuddyaswellasgroupsthatFredbelongsto.   

NumberofreuovedincidentsÂ»Asigrwe= FredLuddy â€˜Apeil22-July23> Dally=

Moya aoe

1

(Â©Searchbreakdownsandelements

Assigneesfreddyx

Element

ServiceDesk

Oatabase

Sohmaee

Necwoee

Necdware

NecwerkCABManagers

ProjectMgmt Smahoprovers  Notes:TheAssignmentgroupslistedundertheAssignmentGroup(s)- RelatedBreakdownsare ONLY
thegroupstowhichFredLuddybelongs.
Rememberthattherelatedbreakdowndoesnotdrillintoa2"4levelofbreakdownbutratherâ€œhopsâ€•
intoanotherâ€œdimensionâ€•ofthedata.

YouhavenowcompletedtheBreakdownRelationsLab.
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ModuleRecap
(OCo}-MOXo}sot)0}3

Â¢Bucketorganizenumericattributes
incategoriesandan alternative
BreakdownSource

Â¢BreakdownMappingsarefield
referencesorcalculatedviascript,
wheneverdataisnotintables

Â¢Breakdownrelationsdefinea
navigationpathbetweentwo
breakdownsor withina breakdown

ReviewQuestions
Â¢Whataresomeexamplesof
attributesforwhichyouneedto
createBucketGroups?

Â¢Whatare some usecasesforusinga

ScriptedMapping?

Â¢Whatcapabilityallowsyoutoâ€œhopâ€•
fromonebreakdowntoanother
breakdown?
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ModuleObjectives
ReviewBreakdownRollupUseCase

ConfigureBreakdownRollup
RestrictaccesstoIndicatorandBreakdowndata

DistinguishbetweenWhitelistandBlacklist

LabsandActivities
3.1BreakdownRollup
3.2BreakdownSecurity   

ThismoduleexploresanalternativeimplementationoftheBreakdownSourceintroducedinthe
previouschapterâ€”theBucketGroups.Inaddition,advancedbreakdownmappingtechniquesare
reviewed.Last,theconceptofcreatinga relationshipsbetweenunrelatedbreakdownsisexplored.

BreakdownRollupandSecurity
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BreakdownRollupDefined

s]x=xo]<ele\alco)UlONcae]
scriptedBreakdownRelation
WWVal(e1ale]OnAMKe)mal(=1Ke]felal(exe]|

13308MidlandRoad,Poway,CA

ialehaleleniceya}Element ScoreÂ¥ Change

Poway 1 1

Element ScoreÂ¥

California
 

Element ScoreÂ¥ Change

NorthAmerica 3 2

   

TheBreakdownrollupisaspecialkindofBreakdownRelation.ItdiffersfromtheBreakdown
relationsyouhaveseensofarinthatit usesascriptto createanarrayofhierarchicalbreakdown
elements.Asa result,eachdrilldownintoa BreakdownElementwitha Breakdownrollupallowsto
navigatetotheParentbreakdownelement.
Intheexampleshownhere,youareabletodrillintoIncidentsbyCallerlocatedataspecificPoway,
CAaddress.Fromthere,youcannavigatetoallincidentsbycallersfromPoway.Andfromthere,you
areabletonavigatetoallincidentsbycallersfromCalifornia,thenNorthAmerica,America,etc.

BreakdownRollupandSecurity
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AddressFieldUseCase now.

ConceptualViewofRawDataandVirtualColumn IndicatorScoreCountsbyElement

eJer-afelA] VirtualColumn

"Floor1,BuildingA,Atlanta, Atlanta
GA",A,Atlanta,GA,East,USA

SanDiego,CA "SanDiego,CA",SanDiego,CA,West,USA
BuildingB,Atlanta,GA "BuildingB,Atlanta,GA",B,Atlanta,GA,East,USA|
Augusta,GA â€œAugusta,GA",Augusta,GA,East,USA
Remote,OR "Remote,OR",OR,West,USA
SanDiego,CA "SanDiego,CA",SanDiego,CA,West,USA

"Floor1,BuildingA,Atlanta,
(oyWWANGEleveRe)WateOS7N

Augusta,GA AUT

IUCC]WAUTAUCRC)WtIRONTN
"Floor2,BuildingA,Atlanta,
GA",A,AtlantayGAEast,USA

ae "Washingen ie a Lien

Floor1,BuildingA,Atlanta,GA
SS-TaD)(0)
Augusta

Washington
GA
CA

Floor1,BuildingA,Atlanta,GA

Floor2,BuildingA,Atlanta,GA    

AcommonapplicationofBreakdownRollupiswhenprocessinghierarchicaldatasuchasaddresses.

ShownhereisasimplifiedviewofthecollecteddataforIncidents.WiththeadditionofaScript,you
areabletoparsetheaddressstringintostreet,town,country,continent,etc.components.Asa
result,eachaddresscomponentistreatedasa Breakdownelement.Soyoucannavigatetheaddress
byCity,State,Country,etc.

Notetheadditionofa virtualcolumnthatcontainstheparsedoutversionoftheLocationfield.Also
notethatthetextisshownforillustrationpurposesonly.Inreality,theVirtualColumnisa listofSys
IDsreturnedfromthescriptaddedinthemap/reducestepofdatacollection.Indicatorscorecounts
arecalculatedforeachelementoftheVirtualcolumn.

BreakdownRollupandSecurity
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StepstoImplementa BreakdownRollup

Createa
new

Breakdown
ala)

Nolile}ire)Miele}e)[are]

Develop
ie]niaye)
Nerlei

Createa
elke @ialile|
Breakdown
N-lehiteya}

Collectfor
thenew

isc=Xo]<elenwia)

Verify
Analytics

Hub/
Dieta]exeye|ce!Nohtele}tela)

 

Hereare thestepsto implementa Breakdownrollup.Thekeyelementistheparsingscriptwhichis
goingtobreakupahierarchicalstructuresuchasanaddressintomultipleBreakdownElements.

BreakdownRollupandSecurity
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Step1:Parsing/ HierarchyLookupScript
1. Definean arraytoholdallelements

oftheLocationhierarchy  

ReadintheLocationoftheCurrent â€” -

Record > bac QAlvia
Repeat: 1 var locations= [];

2

var location= current.location;
while(location){

CreateaGlideRecordofTypeLocation locations.push(location);

 

AddtheLocationto theLocationArray

GetthecurrentlocationSysId var gr = newGlideRecord('cmn_location');
GettheParentofthecurrentSysId gr.get(location);
RepeattocollecttheParentâ€™sParent 8 location= gr.getValue(â€˜parent');
unlessthecurrentParentisempty }

;

(meaningyouareatthetopofthe 9 locations;
hierarchy)    10.Returnthearrayofparentelements   

Thefirststepinimplementinga Breakdownrollupistodeveloptheparsingscriptwhichreturnsan

orderedarrayofparentelements.Ifnota scriptingexpert,usetheaboveexplanationofcodebyline
togetabetterunderstandingofwhatthescriptdoes.AllPerformanceAnalyticsbaselinescriptscan

befoundbynavigatingtoPerformanceAnalytics>Automation>Scripts.Thisscriptshowninthe
slideistheTask.Locationscriptalsoincludedinthebaseline.

BreakdownRollupandSecurity
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Step2:NewBreakdownandBreakdown
 

 
< BDBreakdown-CallerLocationRoll-up

TypeAutomated

Name|CallerLocationRoll-up

Automated|Accesscontrol

BreakdownLocations

 

  

NewBreakdownbasedon

thesourcecontainingthe
elementhierarchy

= BreakdownMapping< Â© Gaertocatonollp[Automatedview)
Breakdown

CallerLocationRoll-Up

Factstable

Incident[incident] Â¥|ShowSchemaMap

Script
Incident.Caller.Location

Scripted
v   

BreakdownMappingto
createvirtualcolumnwith

parentelements

Step3:
BreakdownRelation
< Ee BreakdownRelation

=} ParentCallerLocationRollup(Automatedview)
 

Name ParentCallerLocationRollup  

Breakdown|CallerLocationRoll-up

Related
breakdown

CallerLocationRoll-up

Table Location(cmn_location}
Breakdown

field
SysiD

Related
breakdownfield

Parent

CreateNavigationalPath from

Locationto itsParent
 

Hereare theremainingstepsincompletingtheBreakdownrelation:
Createa new Breakdownbasedon thesourceoftherecordarrayyourparsingscriptis
processing.Inthisexample,theCallerLocationRoll-upbreakdownisbasedon theLocations
breakdownsource.TheLocationbreakdownsourcecontainslocationobjectsâ€” regions,
continents,countries,states,cities,streetaddresses,etc.

Createa newscriptedmappingthatmatchestheLocationsfoundintheSourcetothelocation
fieldoftheFactstablerecordsusingtheparsingscript
CreateaBreakdownRelationwhichwillallowtonavigatefromanelementto itsparent
Last,addtheBreakdowntodesiredIndicators

BreakdownRollupandSecurity
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BestPractice:AlwaysTestYourScripts!
Parserdisplaysany

NavigatetoSystemDefinition>Scriptsâ€” Background scripterrors
10:00:00,004]Scriptcompletedinscopeglobal:soap

 

Runningfreeformscriptcancausesystemdisruptionor lossofdata. Evaluator:org.mozilla.javascript.cmaError:"get"is not defined.
Causedbyerror in scriptat line 6

3: while (location){
4a: locations.push(location);

TypeYour 5: var gr = new GlideRecord('cmn_location');
. 6: get.get(location);Scriptandjocations.push(location); [0:00:00.008]Scriptcompletedinscopeglobal:scriptPressRunvar gr = new GlideRecord('cmn_location');

gr.-get(location);
location = gr.getVvalue('parent');

Evaluator: org-mozilla.javascript.EcmaError:"log"is not defined.
Causedbyerror in scriptat line 9

) 6: gr-get(Location);g8,19g(1ocations)|;Printoutadebug cH location = gr.getValue('parent');
a}messagetotestthe => 9: log.ga(locations);â€”â€”result

 [0:00:00.017]Scriptcompletedinscopeglobal:script
 
*** Script:Salem,9a3e85Â£037d0200044e0bfc8bebe5d2d,0e55153437d0200044e0bfc8bcbeSd9d,dbf3b4790a0a0a6501a7673fb1b28Â£7Â£   ScriptOutputcontainsa

listofSysIds   

Asa bestpractice,ALWAYStestyourcode.AneasywaytotestisbygoingtoSystemDefinition>

Scriptsâ€”Backgroundandtypinginyourlogicto runandtest.

BreakdownRollupandSecurity
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ScriptingTips
TheJavaScriptisevaluatedduringcollection

ScriptResultsarepersistedtothedatabase

OrganizeCustomScriptlogicinScriptIncludes

TuneScriptexecutionbehaviorusingProperties
ReferenceScriptVariablesbydictionarynamenotdisplay
name(columnnamenotcolumnlabel!)GoodPractices

* ReviewCollectionlogsforanyScripterrors

* TestTestTest!!!   

RemembertofollowthesetipswhenbuildingScriptsinPerformanceAnalytics.

Tobrushupon yourJavascriptandServiceNowAPIs:
* DownloadtheServiceNowJavaScriptPrimerhere:

https://www.servicenow.com/content/dam/servicenow/other-documents/training/ServiceNow-JavaScript-Primerpdf
 

Â¢ APIReferencedocumentation:bttps://ceveloperservicenow.com/app.do#!/apidoc 

BreakdownRollupandSecurity
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BreakdownRollupandSecurityLab

Lab3.1BreakdownRollup

BreakdownRollupandSecurity
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BreakdownRollup

|e]eM@)0)(YeaiW{-33)
SurveyinformationcontainstheCalleraddresswhichtypicallyconsistsofStreet,City,State,
Country,etc.AsaCustomerSuccessAdvocate,youneedto beabletoaggregatescores

informationnotjustfortheindividualStreetaddressbutalsofortheparentCity,State,
Country,andRegion.Thislabwillshowyouhowtodothefollowing.

* Createa Breakdownonafieldcontaininghierarchicalinformation
* Createa Breakdownmappingscripttoextractthehierarchyelements
* PerformhierarchicaldrilldownintheAnalyticsHub

LocationBreakdownRollup
A.BreakdownandBreakdownMapping

SurveyIndicatorsneedto allowmulti-leveldrilldownfromStreetAddresstotop-most
Regionanddisplayscoreinformationforeachlevelofthelocationhierarchy.

BreakdownMappingScriptLogic
Aspecialscriptedbreakdownmappingisrequiredso thatyoucandrillfromachildto a

parentelementfromwithintheAnalyticsHub.Thehierarchyhereconsistsofthe
elementsoftheaddressfield.

1. Navigateto PerformanceAnalytics>Automation>Scripts.
2. ClickNewandcreatea new scriptasfollows:

e Name:Survey.Caller.Location
e Factstable:SurveyScores
e Fields:Caller.Location

FieldsAvailable
{caller} EcTip:Clickthe+ icontoexplaintheCallerhierarchy.

BreakdownRollup
2019ServiceNow,Inc.AllRightsReserved

 

   



3. EnterthefollowingcodeintheScriptssection.ThiscodeisavailableintheClass
KnowledgeBase.

 

var locations = [];
var location = current.u_caller.location;
while (location){

locations.push(location);
var gr = new

GlideRecord('â€˜cmn_location');
gr.get(location);
location = gr.getValue('parent');

}
locations;

 

Tip:TheabovescriptisalmostidenticaltotheTask.Locationscript.Asashorthand,copythe
Task.Locationscriptandmodifyline2aswellastheFactstableandtheFieldsattribute.

4. Submitthescript.

AutomatedBreakdownandMapping
1. Navigateto PerformanceAnalytics>Breakdowns> AutomatedBreakdowns.

ClickNewandcreatea newAutomatedbreakdownasfollows:

e Name:CallerLocationRoll-up
e Breakdownsource:Locations

SavetheBreakdown.

Adda BreakdownMappingasfollows:

e Factstable:SurveyScores (ES
Â© Scripted:checked Breakdown|CallerLocationRoll-Up

Factstable|SurveyScores(xsnc_custome...|ShowSchemaMap
e Script:Survey.Caller.LocationScript|Survey.Caller.LocationQ||Â®

Scripted(7
 

5. ClickSubmit.

6. AddthefollowingIndicatorsto theIndicatorsRelatedList:
NumberofCSATScores
AverageCSATScore

BreakdownRollup
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7. Saveto returnto theBreakdownform.

BreakdownRelation

1. Navigateto theBreakdownRelationsRelatedList.

2. ClickNewtoadda new BreakdownRelationasfollows:
 

:
i

= BreakdownRelationName:ParentCallerLocation <|= parentcallerLocationRollup[Automatedview]Rollup
Name ParentCallerLocationRollup

Breakdown:CallerLocationRoll-up BreakdownCallerLocationRoll-Up

Relatedbreakdown:Caller RelatedCallerLocationRoll-Up
LocationRollup breakdown

Tableâ€”_Location[cmn_location) ShowSchemaMap

Table:Location[cmn_location] Breakdown|sysiD
field

Breakdown:SysID Related
breakdownfield

RelatedBreakdownfield:Parent Commonfield|Clicktoselect...    3. ClickSubmit.

B.CollectDataandVerifyAnalyticsHubNavigation
CollectScores

NavigatetoPerformanceAnalytics> DataCollector>Jobs.

OpentheSurveyCollectionHistoricjob.
ClickExecuteNowto re-run thejob.
ChecktheJobLogsto makesurethereare noJavaScripterrors suchasthisone:

BreakdownRollup
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Tip:Theaboveisacommonerror whenworkingwithScriptedMappings.It indicatesthatthe
ScriptismissingthecorrectFieldsvalue.

5. Ifneeded,fixanyreportederrors andre-run theCollectionJob.

ValidateBreakdownData

Navigateto theAnalyticsHub.

OpentheAverageCSATScoresindicator.

ExpandtheBreakdownslistandselectCallerLocationRollUp.

â€˜avwrageCSATscore 23-July2i+

July2<

2.67vy-1.83(-40.7%)
125.0%Â©337
Change rere

(Searchbrestdownsandelements

AssignedTo

Element

12988MidlandRosd,Poway.CA

3121HighPointRoad,GreensboroNC
Gecensboro

NorthCaroling

Pomny

Americas

NocthAmericas

altoenia

(650DenneryRod#202,SanDiega,cA   SenDiego
 

Select13308MidlandRoad,PowayCAtoviewscoresforthisspecificaddress.

BreakdownRollup
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Element

"4
Scorey Change

13308MidlandRoad,Poway,CA 3.00

3121HighPointRoad,Greensboro,NC

Greensboro

SelectPowayintheParentCallerLocationRollup- RelatedBreakdowndropdown.
 

â€˜AverageCSATscore>CallerLocationRoll-up=13308MidlandRoad,Poway.CA â€˜April24-July2~ Daily>

July21

3.00

< Q,Searchbreakdownsandelements

CallerLocationRollup=...
AssignedTo

Category

Priority v

Element Scorey Change

SelectCaliforniainParentCallerLocationRollup- RelatedBreakdown.

 

 

â€˜AverageCSATscore>CallerLocationRol-up= Poway Apmil24-July21ally +

July2.<

3.00

Â©(QSearchbreakdownsandelements

CaleLocationRoup=P.
AssignedTo BreakdownRollup
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7. SelectNorthAmericainParentCallerLocationRollup- RelatedBreakdown.

Element Scorew Change

NorthAmericaya 2.67 -2,33

8. SelectAmericasinParentCallerLocationRollup- RelatedBreakdown.

Element Scorew Change

Americas_ 2.67 -2.33

IQuestion:Doyouseeanymorelocationrelatedbreakdowns?

 

OptionalChallengeTasks:
1. UsingtheinstructionsfortheSurveyCallerLocationroll-up,createamappingfor

theIncidentCallerLocation.

Hint:Createascriptto parseandbuilda hierarchyofcallerlocationcomponents.

Source

Selectthefactstabletowhichthescriptwillbeappliedinchudingoptionallyamyfields.Onlyi eldsareselectedtheycanbeusedinthescree.
& Factstableincidentincident]1| ShowScmamaip

Fes |@|Callechocaton

Script

Notethatfisintheserptnedtobereferencedbycohernnamenotcluabel)
Â« serie(S|Ol]elsfseQlvle|a ellalella

var Vocations= U1;
var location= current.catler_1d.location;nt

De
Location= gr.getvaluelparent);Locaticnss

BreakdownRollup
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2. Relatethemappingto theNumberofnew incidentsindicator.

Hint:Youneeda newScriptedmappingusingthescriptcreatedinstep1.
 

<|Ze BreakdownMapping= GallerLocationRoll-Up
 

Breakdown|CallerLocationRoll-Up  
Factstable|Incident[incident]| ShowSchemaMap

Script|Incident.Caller.LocationQo

Scripted[V)   

CollectdataandtestthatyoucannavigatetheNumberofnew incidentsscorecard
fromtheCallerâ€™sStreetLocationallthewayto theCallerâ€™sRegion.

Youhavenow completedtheBreakdownRolluplab.

BreakdownRollup
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BreakdownandIndicatorSecurity
AccessControlsettingslimit

* IndicatorandBreakdownAccessiscontrolled visibilitytoUsers,Groupsand
intheAccesscontrolconfiguration Roles

â€” Widgetsarealwaysvisible,butdrilldownto <| Breakdown- Category(Automatedview*]
restrictedIndicatorsintheAnalyticsHubisdisabled

Type|Automated
â€”RestrictedBreakdownsarenotvisibleinthe
AnalyticsHubandcannotbeappliedina
Breakdownwidget Fufornatedy)Accesscontrol

Name|Category

* VisibilityintoElementsofaBreakdownListis Specifyaccesscontrolforthisbreakdown,

controlledusingSecurityLists visibleto Everyone Visiblebyallroles

Roles|y | <atalog   

Whenusers,groups,or rolesare excludedintheAccessControlconfigurationofan Indicator,they
canstillviewwidgetsbasedonthisindicatorbutwillnotbeabletodrillintotheIndicatorAnalytics
Hub.Thiserror messagewillbedisplayedon theDashboardindicatingthataccessisdenied:
Securityrulespreventaccessto thisindicator,breakdown,or elementcombination

Whenusers,groups,or rolesareexcludedintheAccessControlconfigurationofaBreakdown,they
willnotbeabletoseethatBreakdownintheAnalyticsHubor applythatbreakdowntoa

Breakdownwidget.TimeserieswidgetsandDashboardBreakdownSourcefilterswillstillshowdata
fromthatBreakdown.

Accesstotheelementsofa BreakdownlistiscontrolledusingSecuritylists:
* Blacklist(default)â€” specifiesexclusions
Â¢ Whitelistâ€” specifiesinclusions

TheSecuritylisttypeisdefinedon theBreakdownsource.

BreakdownRollupandSecurity
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Security- BreakdownElementSecurity- Blacklist
BlacklistBreakdownElementSecurityListsdefine:

BreakdownElementsAndtheRoleswhoDONOTHAVEaccesstothem

Rolesonthelist Rolesnoton

havenoaccessto= thelistarenot
theredelements affected

Elementsonthe
list(red)are

excludedfrom
theseroles

Elements  Condition:ColorisRed
 

LimitingthevisibilityofPerformanceAnalyticsdatacanbeachievedattheDashboardandthe
Recordslevelvia:
* Rolesâ€”thereare8outoftheboxPArolesthatallowsvariouslevelofaccesstotheapplication

components.
Indicator-LevelSecurityviatheAccesscontroltabwhichallowstoselectEveryone(thedefault)or

specificGroupsandUsers
NotethatifIndicatoraccessisrestricted,theindicatorwillnotshowinthescorecardlist(widget).
HowevertheindicatorwillshowwhenviewingthatIndicatoron awidgetina dashboard.
Â¢ Breakdown-LevelSecurityâ€”themostgranularapproachtodataSecuritythatallowsper-Element

specificationofaccess

Â¢ ABlacklistElementSecurityspecifiestheRolesandthespecificBreakdownElementsthatthese
rolesARENOTallowedtoview.

BreakdownRollupandSecurity
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Securityâ€” BreakdownElementSecurityâ€” WhiteList
WhitelistBreakdownElementSecurityListsdefine:

BreakdownElementsAndtheRoleswhoDOHAVEaccesstothem
Rolesonthelist Rolesnoton

haveaccessto = thelistDO
theredelements NOThave

access

OnlyElementson

pst)thelist(red)are

showntothese
Elements roles

Condition:ColorisRed
 

AWhitelistElementSecurityspecifiestheRolesandthespecificBreakdownElementsthatthese
rolesAREallowedtoview.ThespecifiedroleshaveaccessONLYtothespecifiedelements.

BreakdownRollupandSecurity
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BlacklistExample . a sg Ear
NoSecurity

. Listâ€”allTus 0

ITILrolecannotseeB*Elements Assigneesare |=~ 4

Elements SecurityList
is]

DavidLoo 2a visible
DonGoodliffe

Name UnitBs BowRuggeriAccesscontrol
rive

ISHOBEIES
FredLuddy

sees toitilrole HowardJohnson

ete

Elements Securityis
X seartype BlacklistAssigneesfeDimension. withfirst Element Scorev Change

eg nameBÂ¥areâ€•| onisiss

showbankopton(v7)

missingDonGoodlife

Selectements Excluded FredLuddy

Elements HowardJohnson

â€˜AddFiterCondition|Add"OR*Clause

LukeWilson

ITILUser  User y |statswith+8
  LukeWilson     

ThedefaultsecuritytypeforanElementsSecuritylistisBlacklist.HereishowtheBlacklistwould
workintheexampleabove:
Â¢ Withoutan ElementsSecuritylist,anyonecanseeallElementsoftheAssigneeBreakdown
Â¢ WiththeElementsSecuritylistshownabove,theitilrolecannotviewAssigneeswhosename

beginswithB

BreakdownRollupandSecurity
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WhitelistExample
CatalogrolecanseeB*Elementsonly

 
<=

Accesscontrol

Elements
okSecurityype
2 Dimension

aFactstable
Showblankoption

Selectelements

Conditions 
ElementsSecurityList

50

okNameAllowBs
y

â€˜AddFiteeConditionAdâ€œORClause:
User

Listappliesto
Lisk-xereKelexe]

Securityis
Whitelist

Visible
Elements

y |starswith #8

OVS

  

NoSecurity
Listâ€”all

Assigneesare
visible

Only
Assignees
withfirst

nameB*are
shown

BeforeWhitelist

Element ScoreÂ¥

ITILUser

BethAnglin

DavidLoo

DonGoodliffe

BowRuggeri

FredLuddy

HowardJohnson

LukeWilson )

Change

 

AfterWhitelist

Element ScoreÂ¥

BethAnglin
BowRuggeri

Change

 

HereishowtheWhitelistwouldworkintheexampleabove:
Â¢ Withoutan ElementsSecuritylist,anyonecanseeallElementsoftheAssigneeBreakdown
Â¢ WiththeElementsSecuritylistabove,thecatalogrolecanonlyviewAssignedToâ€™swhosename

beginswithB

Caution!Forgettingtoaddaroleto aWhitelistdefinitionwillpreventalldatafrombeingshownon
adashboard!

BreakdownRollupandSecurity
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ShowBlankOption
ShowBlankOptionisON ShowBlankOptionisOFF

  

GroupsV__|Selectelements GroupsVv |Hardware v

 

Incident dail o Filteroptions

IncidentdailyIncident7q_Q,Filteroptions IncidentdailyIncident7dQ.

Openincidents| All. Selected(0) Sor: â€˜YOpenincidents|Al Selected(a) sowA450
3500 CatalogRequestApproversforSales

CatalogRequestApproversforSales B RequestApp
Database

Database 40

 
Hardware

Hardware  
NetworkCABManagersNetworkCABManagers
serviceDesk F

ServiceDesk OverallScoreisnotSoftware

Software Salehamelan=(-ianl-als
2000 hastobeselected

Â©Anelementneedstobeselected

learait Cancel

Clearalt Cancet

OverallScoreisshown
            

TheShowblankoptionisa propertyon theElementsSecuritylistwhichletyoutailorthelevelof
accesstoBreakdownelementsasfollows:
* SelecttheShowblankoptioncheckboxtoallowauseron abreakdowndashboardto seescores

withoutanybreakdownelementsspecified.
CleartheShowblankoptioncheckboxtoallowa useron a breakdowndashboardtoseeonly
scoresforthebreakdownelementsthatarevisibletotheirrole.

Notethatthissettingaffectsonlywidgetsthatfollowbreakdowndashboardelements.Userswith
theadminrolecanalwayssee unfilteredscoreson breakdowndashboards.

BreakdownRollupandSecurity
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BreakdownRollupandSecurityLab

Lab3.2BreakdownSecurity

BreakdownRollupandSecurity
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Lab
BreakdownSecurity 3.2

310m

|e]eM@)0)(YeaiW{-33)
TheIncidentManagerwantsto limitvisibilityofIncidentsassignedtospecificgroupsor

userstoonlythemanagersofthosegroupsandusers.Toaccomplishthis,youperformthe
following:

* Createan ElementsSecurityliston aBreakdownsource
* LimitGroupandAssigneebreakdownvisibilitytoonlytheirrespectivemanagers

BreakdownSecurityforGroups
A.GroupsBreakdownSource

AddNewSecurityList

1. Navigateto PerformanceAnalytics>Sources>BreakdownSources.

2. OpentheGroupsBreakdownSource.

3. NavigatetotheSecuritytab.

. SettheSecuritytypetoWhitelist.

. SavetheBreakdownSource.

. Scrolldownto theElementsSecurityListRelatedListandclickNew.

. Createa new ElementsSecurityListasfollows:
Name:|am Memberof
Active:checked
AllRoles:unchecked
Role:catalog
Showblankoption:unchecked

BreakdownSecurity
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ITip:DisablingShowblankoptionpreventstheviewerfromseeingtheoverallIndicatorscore.

Selectelements:unchecked
Conditions:

Active is true AND
SysID isoneof javascript:getMyGroups();
 

Conditions

AddFilterConditionAdd"OR"Clause
Alloftheseconditionsmustbemet

Active $|tme

SysID 4) javascript:getyGroups();  | Note:TheJavaScriptreturnsallgroupsmanagedbytheloggedinuser.

8. ClickSubmit.

B.SecurityListValidation

UserandRoleConfiguration
1. NavigatetoSystemSecurity> UsersandGroups> Users.

2. OpentheuserDavidDan.

3. Assignthesetworolesto DavidDan:pa_viewerandcatalog.
4. ConfirmthatDavidDanisamemberofthesegroups:Hardware,Network

5. ReturntotheUserslistandopentheuserBethAnglin.
6. Assignthepa_viewerroleto BethAnglin.
7. ReviewthesixgroupsthatBethAnglinisamemberof.

SecurityValidation
Inthisstep,youvalidatethattheGroupsBreakdownsourcefilterswidgetsasexpected.
1. Navigateto PerformanceAnalytics>Dashboards.

2. OpentheIncidentdaily- 7dâ€” 28ddashboard.

3. ViewtheSharingpanelandconfirmthatthedashboardissharedwithpa_viewer.

BreakdownSecurity
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4. ImpersonatetheuserDavidDan.

5. NavigatetotheIncidentdaily- 7dâ€” 28ddashboard.

6. ConfirmthatDavidDancanonlyviewIncidentscoresforGroupsheisamemberof.
 
= 89incidentdaily-7d-28dv

 
Groups Vv |Hardware

  
IncidentdailyIncident74QyFilteroptions

All Selected(1)â€˜YOpenincidents
600

Y Hardware    Network
 

IQuestion:WhathappenswhenyoutrytoclearallBreakdownelementsandwhy? 7. ImpersonateBethAnglin.
8. Navigateto theDashboardIncidentdaily- 7dâ€” 28d.

9. ConfirmthatBethAnglincanonlyviewscoresforgroupsthatsheisamemberof.

MakeOverallScoreVisible
Inthisstep,youupdatetheGroupssecurityto allowfortheoverallscoreto beshown.

1. ImpersonatetheSystemAdministrator.

OpenGroupsBreakdownSource.

Openthe|am MemberofElementsSecurityList.

EnabletheShowblankoptionandclickUpdate.
 

> Securitytypeâ€”WhiteList

>KDimensionâ€”Groups

>KFactstable Group[sys_user_group]

Showblankoptionâ€œ4

Selectelements wy
mpersonateeitherDavidDanor BethAnglinandopenIncidentdaily- 7dâ€” 28d. BreakdownSecurity
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. SelecttheGroupsBreakdownSourceandClearallBreakdownElementfilters.

. Confirmthatthewidgetsdisplayscoresfortheindicatoroverall.
 

= 88Incidentdaily-7d-28dv

Groups Â¥| Selectelements
 

IncidentdailyIncident7q_Q,Filteroptions

Openincidents All Selected(0)
4k

â€”

Hardware     3k Network
 

BreakdownSecurityforAssignees
C.Users.ActiveBreakdownSource

AddNewSecurityList
Inthisstep,youaddsecurityto limitthevisibilityoftheUsers.ActiveBreakdown
elements.

1. ImpersonatetheSystemAdministrator.

2. OpentheUsers.ActiveBreakdownSourceandviewtheSecuritytab.

. SettheSecuritytypetoWhitelist.

. SavetheBreakdownSource.

Createa newElementsSecurityListasfollows:

a_i
Name:Myteam ane

AccesscontrolActive:checked â€˜Sovaeresbrainherscat wn enuetobeact8 it

AllRoles:unchecked

Role:catalog Elements

Showblankoption: etytceencentty peceerieencmdacerrsly

checked

Selectelements:

unchecked    BreakdownSecurity
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6. UnderConditions,selectShowRelatedfields(lastinthedropdown)toenablethe

7.

8.

displayofUserrelatedfields.
 

AddFilterConditionAdd"OR"Clause

ShowRelatedFields v is

 

SettheConditionto:User-> Userfields
 

Conditions AddFilterCondition

omnesil
â€˜Add"OR"Clause

 

SettheConditionto:Manageris(dynamic)Me
 

Conditions AddFilterCondition

Manager

Add"OR"Clause

v | is(dynamic)
  9. ClickSubmit.

SecurityListTest
Inthisstep,youaddtheUsers.ActiveBreakdownsourceto theIncidentdaily- 7dâ€” 28d
dashboardandtestto makesurethatitfiltersUserdatacorrectly.
1. OpentheIncidentdaily- 7dâ€” 28ddashboard.

2. ClickDashboardControlsandselectDashboardproperties.
3. NavigatetotheBreakdownSourcesRelatedList.

 AddtheUsers.ActiveBreakdownSource.

NavigatetoSystemSecurity> UsersandGroups> Users.

Locatethebeth.anglinuserrecord.

ConfiguretheUserslisttoshowtheManagerfield.

BreakdownSecurity
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8. SettheManagerfieldto DavidDan.

user 10 Bramea Created updated fhmManager

been

 

9. ImpersonateDavidDan.

10.OpentheIncidentdaily- 7dâ€” 28ddashboard.

11.ConfirmthatonlyBethAnglinisselectableintheUsers.Activedropdown.

 

= Â§B8incidentdaily-7d-28dv

Users.Activev Selectelements v

IncidentdailyIncident7qOgFilteroptions

 

Openincidents All Selected(0)
4k

BethAnglin   

Tip:Tomakesure thattheaboveworksforallManagersregardlessofrole,donotspecifya rolein
thedefinitionofSecurityLists.

12.ImpersonatetheSystemAdministratoragain.

Youhavenow completedtheBreakdownSecuritylab.

BreakdownSecurity
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ModuleRecap
(OCo}-MOXo}sot)0}3 ReviewQuestions

Pamstact-| celealaclevslolateellellvatlalllaalince* AreBreakdownExclusionsbi-directional?
navigationbya relatedbreakdown

* AreBreakdownRelationsbi-directional?
Â¢ BreakdownrollupisaBreakdownRelation
thatusesascripttocreateanarrayof * Whatarethedifferencesbetween
hierarchicalbreakdownelements BlacklistandWhitelistSecuritylist?

Â¢ BreakdownElementscanbeprotectedby Â° Tl False.Abreakd
i

configuringBreakdownSecurityLists
is peakoownMapping

scriptisexecutedwhenviewing
BreakdownelementsinAnalyticsHub
andWidgets   

BreakdownRollupandSecurity
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ModuleObjectives
Builda DatabaseView
Enhancereportswithmultisetsanddrill-downs
Adda RedirectURLtoa report
Createa reportfroman importedExceldocument

ManageReportSources

AutomaticallyGroupDatainRanges

LabsandActivities
4.1DatabaseView
4.2MultiDataSetsandInteractivity
4.3DataSources
4.4ReportRanges   

Thismodulediscussessophisticatedreportingtechniqueswhichenablepowerfuldataanalysisand
deeperprocessinsights.

ReportBuildingTechniques
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What'sintheReportingToolbox
Hidecomplexitiesofthedatamodel

â€” ExposeleanvirtualtablesviaDatabaseViews

Standardizedefinitionsandsimplifyqueries
â€” UseDataSources

=EnableMultiDimensionalDataNavigation
â€” ImplementReportswithMultipleDataSets
â€” AddClick-OnRedirectBehavior SlTeallÂ°
â€” AddReportDrilldowns

QueryExternaldatawithoutimport
â€” UseExternalReportSources

AutomaticallyGroupReportdatainCategories â€” ImplementReportRanges   
Usetheaboveadvancedconfigurationtechniquestobuildinteractiveandefficientreportstailored
tospecificbusinessrequirements.

ReportBuildingTechniques
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Whatisa DatabaseView

ective:SimplifyReportingforEndUsers Joinon CommonField
[change_task]

Â¢VirtualtablecombiningtablesviaJoin(s)
* Hidedatamodelcomplexity
* Shareleanvirtualtables
* Requiredconfiguration:
â€”SystemAdministratorRole
â€” BaseDatabaseViewplugin- com.glide.db_view

 

ADatabaseviewisa techniquethatusesdatabasejoinstocreateread-onlyviewsthatactlike
regularServiceNowtables.Themainpurposeofadatabaseviewistomakereportingeasierand
more intuitiveforReportdesigners.TheDatabaseViewfunctionalityisonlyavailabletoSystem
Administrators.
Inadditionto thebasecom.glide.db_viewplugin,ITSMdatabaseviewscanbedeployedbyinstalling
theDatabaseViewsforServiceManagementpluginâ€” com.snc.service.db_views.Thepurposeof
theseviewsistoenableeasiermetricReportingforITSMtables.
Itisnotpossibletoeditdatawithinadatabaseview.

Hereare someexamplesofusingdatabaseviews:

Join[incident],[metric_definition]and[metric_instance]â€” Allowsyoutoreportonanyincident
andmetricdetailsfromeithertable

Join[change_task]and[task_sla]â€” AllowsyoutoreportonchangetasksresolvedbySLA

ReportBuildingTechniques
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Whatisa LeftJoin

SELECT

Tatei(ol=Yalen@relanlexelan,
FROM

UserA
fatelol=yams)

WHERE
A.User_ID=

B.User_ID

LEFTJOINreturns REGULARJOINreturns
â€”Allrecordsfrom â€”Onlythematched
thelefttable(A,User) recordsfromtablesA

AND andB
â€” matchedrecordsfromthe (UserandIncident)
righttable(B,Incident)

iKele){ous)
Kole)Kow.Nakerel=taya|
[users]

 
ThedefaultJoincombinesrecordsfrombothjoinedtables,ifthereisamatch.Norecordsare
returnedifthereisno match.ServiceNowDatabaseViewsmayuseatechniquecalledLEFTJOIN.A
LeftJoinreturnsallrowsfromthelefttable,evenifthereare nomatchesintherighttable.The
resultisNULLfromtherightsidetableifthereisno match

Example:
SelectIncident,CompanyfromUserLEFTJOINIncident

ThisqueryreturnsallUserrecordseven iftheydonothaveacorrespondingincidentintheIncident
table.

ReportBuildingTechniques
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IncidentTimeWorkedExample
Benefit: < es Pee] nm Jfonan

SimplifiesreportingonTimeWorked Name incident.time.worked Asplcaion|Global

Approach:
Label incidentTimeWorked

DBViewjoining[incident]and
= â€”eâ€”veÂ«

[task_time_worked]
DescriptionJoinincidenttotasktimeworkedtopulltimeworkedentriesassociatedwithincidents.

Update Delete

ConfigurationSteps: RelatedLinks

CreateView = â€˜

AddTables 1 te20t2

DefineWhereClause J Viewsincidentsine werd

AddFields @ Q sSnbe &Variableprefix =Whereclause
TestIt! Â© tasktimeworked100 twtable

Â©incident 100 ine twtabletaskine_sys_id    

Processmanagersare frequentlyinterestedinthetimeit takestoworkrespectiveprocesstasks.
Thisinformationisobtainablefromtwotablesâ€” theprocesstableandthe[task_time_worked]table
usingdot-walking.
ASystemAdministratorcanbuildavirtualtableforeachprocessowner tosimplifythereport
buildingandavoidexcessivedot-walking.TheSystemAdministratorcanalsodecidetorestrictthe
virtualtabletoonlyselectbasetablefields.Afiltercanalsobeappliedso thatonlyselectrecords
areshared.Forinstance,onlytheActiveTasks.Thiswillminimizethesizeofthedatasetyoureport
on andimproveperformance.

ReportBuildingTechniques
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WhereClause now.
 

= ViewTable =
< = incident @FZ 00 Update

* Specifieshowtocombinetables TableIncidentfincident] Application|Global

Variable|inc View|incident_time_worked* Supportsconditionaloperators: ane

=,15,<,<=,>,>=,&&,|| Whereclause twtable_task=inc_sys_id&&inc_short_descriptionI= ""

* SeparatemultipleWHEREclauses
withparenthesis{}

Leftjoin[v|

UpdateDelete

Â°WHEREclausefieldsmustbelisted| = vewra:[RJsec wre +

asViewFields 1) toSofs

FJewtable=incident

Â¢AddLeftJoinon theViewTable G Q sre

withtheWHEREclause,ifneeded Â©_tncidene-sae

@ssid
@priority   

 

Tooptimizetheperformanceofthedatabaseviewensure thattheWHEREclausesthatare defined
inthedatabaseviewarebasedon indexedfields.

SelectingLeftjoincausestheleft-handtableinthedatabaseviewtodisplayallrecords,evenifthe
joinconditiondoesnotfindamatchingrecordon theright-handtable.Selectthischeckboxfor
viewtablesthatspecifyaWhereclause.SelectingLeftjoinforviewtableswithoutaWhere
clausedoesnotaffectthequery.
JoinedtablesareorderedlefttorightfromlowesttohighestOrdervalues.
Asa bestpractice,useparenthesisinmulti-clausejoinslikethis:(md_table='incident'||md_table
= 'task')&&mi_definition= md_sys_id&&mi_id= inc_sys_id

ReportBuildingTechniques
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UsingDBViewsasTables

VisibleastablesinReportBuilder
* AvailabletoqueryinaScript
* Noteditableina listorbyaScript
* OnlyspecifiedViewFieldsvisibleinthe
ReportDesigner Â¢UseViewFieldstoLimitDataSetSize

* Notvisibleoutsideofthescopedapp
theyarecreatedin      

Hereare someconsiderationswhenworkingwithViewFields:
* WhencreatingDBviews,usetheViewFieldformtospecifya fieldthatyouwantreturnedbythe

joinedtable.NotethatifnofieldsaredefinedintheViewFieldslist,allfieldsarereturned.Ifany
fieldsaredefined,thenonlythosefieldsarereturned.
WhenyourestrictthefieldsreturnedbycreatingViewFieldrecords,youmustcreatea recordfor
thejoinfieldfromtheWhereclauseintheparentrecord.Ifyouomita recordforthisfield,it
cannotbereturned,andthejoinfails.

* Asanexample,ifyourWhereclauseusesthesys_idfieldfromtheIncidenttabletoestablish
thejoin,youmustincludea recordforthesys_idfield,forthejointosucceed.

ReportBuildingTechniques
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AdvancedReportingTechniquesLab

KoloebaDlolte]ole MVAl-\)7
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. LabDatabaseView 41
320m

Ke]Â©)0)(YeaM53
Managersreviewingsurveysrequireasimplewayofretrievingadditionalinformationabout
theIncidentforwhichasurveyhasbeensubmitted.Adatabasevieweliminatesthe
complexitiesofjoiningtheincidentandSurveyScorestableseverytimeadditionalIncident
dataisrequiredforanalysis.
Thislabwillshowyouhowtodothefollowing:

* Createa databaseview
* TroubleshoottheJoinConditioninadatabaseview

DatabaseView
A.IdentifyDatabaseViewComponents

ViewTables

1. NavigatetoSystemDefinition>DatabaseViews.

2. ClickNewandcreatea new databaseviewasfollows:
e Name:SurveyDetails
e Description:JoinIncidentandSurveyScoretables

Savetheview.

Navigateto theViewTablesRelatedListandclickNew.

Adda new ViewTableasfollows:

e Table:Incident[incident]
e Variableprefix:i

e Whereclause:leaveempty

I Tip:AWhereclauseonlyneedstobeaddedtooneofthetables.

DatabaseView
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ClickSubmit.

ClickNewintheViewTablesRelatedListtoaddanotherViewTableasfollows:

Table:SurveyScores[u_x_snc_customer_sat_survey_scores]
Variableprefix:s

e Whereclause:s_u_incident= i_sys_id

| ThisWhereclausejoinstheIncidentandSurveyScorestablesusingtheincidentsys_id

ClickSubmit.

ClicktheTryItRelatedLinkto testtheview.Confirmthat250rows are returned.

ModifyWhereClause

1. Clickthebrowserbackbuttontogobackto theu_survey_detailsview.

2. Opentheu_x_snc_customer_sat_survey_scoresViewTable.

3. ModifytheWhereclauseto returnonlyActiveSurveyScorerecordsasfollows:

Whereclause:s_u_incident= i_sys_id&&s_active> 0
 

= ViewTable =

<n eaitomer satsurveyscores P FZ oo Update delete

2kTable SurveyScores[u_xsnc...Â¥ ApplicationGlobal )

okVariables View u_survey_detailsprefex

Order 100

Whereciauseâ€”5_uincident =_sys.idB&sactive0

4. ClickUpdateto returnto theview.

5. ClicktheTryItRelatedLinktotesttheViewagain.Theviewshouldreturn250rows.

I Note:Thesamenumberofrows isreturnedasallrecordsarecurrentlyActive.

ViewFields

1. Navigatebacktotheu_survey_detailsdbview.

2. OpentheincidentViewTable.

DatabaseView
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3. UsingtheNewbutton,addthefollowingViewFields:

e priority = ViewFieldsB
e short_description

os

e category

4. Navigatebackto theu_survey_detailsdbview.

5. Opentheu_x_snc_customer_sat_survey_scoresViewTable.

6. AddthefollowingViewFields:
 

e IncidentOwner = viewrites [IJSearchforte Â¥

SatisfactionComment Â®
:

of
Caller

Score

Survey_Date
Incident  

Â®
Â®
Â®

Â®

Â®
(9)u_surveydate

 

7. Returnto theviewandtestitusingtheTryItaction.

INote:TheviewfailstorenderasyouneedtoaddtheActivefieldtotheSurveyScorestable.

8. Opentheu_x_snc_customer_sat_survey_scoresViewTable.

9. AddtheActiveViewField.

10.TesttheViewusingtheTryItactionandconfirmtherearenoerrors.

11.ClickPersonalizelistbuttonandaddthefollowingcolumns:
 

CategoryCaller PersonalizeListColumns

Priority Satisfactionavaitable

ShortDescriptionComment
Active Incident
IncidentOwner Score

SurveyDate
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12.VerifythattheSurveydetailslistviewlookslikethis:

 

CreateView-BasedReport
Inthissection,youcreatea reportandshareitwitha non-Adminuserso thatview
fieldsaccesscanbetested.

1. Remainon theSurveydetailslistofrecordyoujustviewed.

2. Right-clickthePrioritycolumnmenuandselectBarChart.
 

details Gete Cater   

Navigateto theDatasectionofthereportbuilder

ChangetheNametoSurveyDetailsbyPriority.
SavetheReport.
SharethereportwithDavidLooandsavethereportagain.

ViewReports
1. ImpersonateDavidLoo.

2. NavigatetoReports>View/Run.

OpenthereportSurveyDetailsbyPriority(thereportcanbefoundunderthe
Groupsection).

Changethereporttypeto ListandRunthereport.

DatabaseView
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5. Navigateto theConfiguresection.

6. ClicktheChoosecolumnsbutton.

7. Confirmthatonlysharedviewfieldsareavailabletobeselectedasreportfields.

 

INote:OnlyconfiguredViewFieldsareavailableforviewingandreporting.

8. ChangethereporttypebacktoBarandSavethereport.

9. ImpersonatetheSystemAdministrator.

YouhavenowcompletedtheDatabaseViewlab.

DatabaseView
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MultipleDataSetsinReports

ProblemsandChangesbyAssignmentGroupObjective:
Viewrecordswithacommon
attributeinasinglereportview

Examples:
â€”TasksbyAssignment,Priority,Category

in=|

â€”ClsbyState,Location,Operational Â¢ Ã©Status Xv
â€” Opening/Resolving/ClosingTrendof

ITSMtasks

Problem
Count.

quno9sa8uey>
N

 

HEProblemMlChange   
MultipleDataSetsinareportallowyoutovisualizerecordsfromdifferenttablesourcesinthesame
chart.Alldatasetsmusthavethesamereportpresentationtypeâ€” barchart,trendline,etc.

Notethatmultipledatasetsareno longera premiumPerformanceAnalyticsfeature.

ReportBuildingTechniques
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MultipleDataSetImplementation
Restrictions: Reportstructure
* Commongraphtype
e Supportedgraphtypes: [tn|ProblemsandChangesbyAssignmentGroup

â€”Bar,HorizontalBar,Line,Column,Area,Spline
Adddrilldown

Â¢SameGroupby/Perattributeforall
datasets

lh Change
* NoMultipleGroupby
* Onlymaindatasetcanbesavedasdata

source
Adddataset   

 

ToimplementMultipleDatasources andvisualizedatafrommultipletablesandsources inasingle
report,youneedtomodifytheReportStructureasfollows:

UsetheAdddatasetUIActionintheReportStructuretodefineanadditionaldataset

IfusingTimeseriescharts,alldatasetsmusthavethesamePerfieldvaluetoensurethatthe
frequencyintervalisthesameforalldata
IfusingBaror HorizontalBarcharts,alldatamusthavethesameGroupbyvalue.Forexample,
thedatamusthavethesamereferencetableor thesamecolumnname

Notethatwhenusingmultipledatasets,thereportlegendisalwaysdisplayedsothatalldata
sourcesare clearlyvisible.

ReportBuildingTechniques
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ReportDrilldowns

Objective:CustomizeandenhancewidgetnavigationforReportViewers
  

lemsandChangesbyAssignmentGroup Â©_ProblemsandChangesbyAssignmentGroup1Analytics=5 Reportstructure ?X
 

 

ProblemsbyPriority Ly|ProblemsandchangesbyAssignmentGroup   

Problem
Count

Â©|ProviemsbyPry
 ProblemCreationTrend

â€˜Adddeilldown,       

Youcandefinea reportdrilldowntoallowreportinguserstoviewsubsetsofthereportdata.Inthis
example,viewersnavigatetheProblemsandChangesbyAssignmentGroupreportasfollows:
* DrillintotheProblembarandopentheProblemsbyPrioritypiechart
* DrillintothepiechartandopentheProblemsbyCreationdatetrendline
AsyoucanseefromtheReportStructure,Drilldownsareonlydefinedforthemaindatasetâ€”Problems.

ReportBuildingTechniques
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ReportDrilldowns

(0)o}[-Loiu\"-suGLUuolanlyeWe]aleR-lalar-lavercmiile|2xelmareValexela(lp)
 

 

< Editdrilldown Savedrilldown Reportstructure e
Data> Type>Configure>Style Drilldown:Pd [teProblemsandChangesbyAssignmentGroup

Drilldownname

ProblemsbyActiveState , Adddrilldown
ProblemsbyActiveState

>KSourcetype
Table [py|Change

> Table

Problem[problem] Adddataset        

Configurationnotes:

UseAdddrilldownandSavedrilldownUIActionsintheReportStructuretoconfigureadditional
datasets.Individualdatasetconfigurationisidenticaltotheconfigurationofa report.
Thelimitationisthatwhenusingmultidataset,drilldownsareonlycreatedon themainset

Whenyoudefinea reportdrilldown,itappliesonlyto thereportforwhichyoudefineit.
Theusercannowdrilldownfromthetop-levelreporttothespecifieddrilldownreport
visualizations.

Notethatalluserscanviewreportvisualizations,suchaspiechartsandcolumnreports.However,
thelastlevelofadrilldownisalwaysalist.

ReportBuildingTechniques
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ReportRedirectURL/OnClickBehavior

Objective:  

SetredirectURL

RedirectReportUserstoanywhere
withintheServiceNowinstance

Label

KnownErrors

URL
 

/Sknowledge.do
* Alldrilldownsaredisabled CKTaycsUGNOWUSSONTGINGHRSG THIGSROSTENTNTNESE ROOTDSULES
* IntheSetredirectURLdialogbox,
enterrelativelinkintheinstance

Â¢TheURLLabelprovidesahelpfulhint
asatooltip

 

 

ProblemsandChangesbyAssignmentGroup
 ChangeManagement=4

(20%)
Â©__ProblemsandChangesbyAssignmentGroup2) ClicktoopenKnownErrors

Reportstructure >

[tn]ProblemsandChangesbyAssignmentGroup

ARedirectURLcanbeconfiguredintheReportStructurewhichallowsthereportviewertobrowse
awayfromthereporttoanywhereintheServiceNowinstance.      

Notethatwhentheuserclicksthereport,theredirectURLreplacesanydrilldownfunctionality.

ReportBuildingTechniques
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AdvancedReportingTechniquesLab

Lab4.2:MultiDataSetsandInteractivity

ReportBuildingTechniques
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LabMultiDataSetsandInteractivity42
320m

Ke]Â©)0)(YeaM53
ITSMManagersneedreportsdisplayingmultipledatasetsfromvarioustasktableswithina
singlechart.ByaddingIncidentsandSurveysintoasinglevisualization,viewerscan

immediatelyseepatternsandtrendsacrossdifferentprocesses.
Inthislab,youperformthefollowing:

* Createa MultiDataSetReport
* AddinteractivitytothereportwithDrilldownsandRedirectURLs

MultiDataSetReport
A.IncidentDataSet

CreateBaseReportinReportDesigner
1. ImpersonatetheSystemAdministrator.

2. Navigateto Reports> CreateNew.

Createa new Reportasfollows:

e Reportname:IncidentsandSurveys
e Sourcetype:Table

e Table:Incident[incident]

Navigateto theTypesection.

SelecttheLinevisualizationtype(underTimeSeries).
Tip:Whenyouconsiderthedesign,notethatonlythefollowingreporttypessupportmultiple
dataseries:Bar/ HorizontalBar,Line,Column,Area,Spline.

Navigateto theConfigurepanelandsetthefollowingpropertiesasshown:

MultiDataSetsandInteractivity
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Groupby:None
Trendby:Opened
Per:Date
Aggregation:Count

7. Navigateto theStylesectionandenableShowmarkertoemphasizeeachdata
point.

8. ClickSavetopreviewthereport.
 
Table:Incident[incident]

ar
IncidentsandSurveys

Incident
Count   

B.SurveyDataSet

ModifyReportStructure

1. ClicktheShowReportStructureoptionintheupper-rightcorner ofthereportpanel.
Showreport
structure

 

Dataset    

ClicktheAdddatasetoption.

+[ee
EnterSurveysastheDatasetname.

 

SetthetabletoSurveyScores.

ChooseLinechartfromtheavailablecharttypes.

MultiDataSetsandInteractivity
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SetthefollowingvaluesintheConfigurepanel:
Groupby:None
Trendby:SurveyDate
Aggregation:Count

INote:Perissetto thesamevalueasthemaindatasetandnoteditable.

ModifytheConditionBuildertoonlyselectActiveSurveys. 

Te or

ys
AddSort

Â¥coNomons
Alloftheseconditionsmustbemet

active   

NavigatetotheStylesectionandoptionallychangetheChartcolor.

SelectRuntopreviewtheresultsandclicktheSavedatasetbutton.
 

Table:incident[incident]

ar

Ey

Incident
Count   

ReportInteractivity
C.AddDrilldown

ModifyReportStructure

1. OpentheReportStructureandclickAdddrilldownasshown:

MultiDataSetsandInteractivity
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CG NewincidentsProblemsandChanges of

Reportstructure x

IS]senders Plenahangs
â€˜Adeldolictowen

2. Configurethenewdrilldownasfollows:   

Drilldownname:IncidentsbyCategory
Type:Barchart
Groupby:Category
Aggregation:Count

INote:SourcetypeandTableare settothoseofthebasereportandcannotbemodified.

ClicktheSavedrilldownbuttoninthebanner.

Closethereportstructure.

ClickintothemainIncidentTimeseriesto drillto thenextpre-definedview.

ConfirmthatyouhavedrilleddowntotheIncidentsbyCategoryview.
Teele byCae

mSA / vf oYf Â¢

A Z  |
WhathappenswhenyouattempttodrilldownfromtheIncidentsbyCategory?
Howcanyoudisplayadifferentviewthanalist?

D.AddRedirectURL

ModifyReportStructure

1. ClicktheShowreportstructurebutton.

MultiDataSetsandInteractivity
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6 NewIncidentsProblemsandChangespe
Reportstructure =>?~x  2. ClicktheSetredirectURLbuttonasshown. 

3. SettheLabelto DashboardsOverview.

4. SettheURLto theDashboardsoverviewpagebytyping
/Spa_dashboards_overview.dointheURLtextbox.
 [SetredirectURL

Label

DashboardsOverview

URL

/Spa_dashboards_overview.do
UniktoanylocationonthisServiceNowinstance,Thevaluemust startwith"ample:/Spa_dashboard.do    INote:Addinga redirectURLdisablesalldefinedReportdrilldowns.

5. ClosethereportstructureandSavethereport.

6. TestthereportbyclickingintotheIncidentstrend.

7. Confirmthatyouare redirectedto theDashboardsOverviewpage.

OptionalChallengeTask- ModifyDirectURL
ThetaskistomodifytheRedirectURLtonavigatedirectlyto theIncidentManagement
dashboardusingthesehints:

Hint:RetrievethedashboardIDfromtheDashboardURL:
"BB|trcidentmanagement

NewDashboard
â€˜Open|IncidentNewIncidentResolvedDashboardProperties

 

DeleteDashboardDuplicateDashboard

CopyDashboardURL=â€”CreateFavorite   

RedirectURLâ€” SampleSyntax:

/Spa_dashboard.do?sysparm_dashboard=a64b7031d7201100b96d45a3ce610335

Youhavenow completedtheMultiDataSetsandInteractivitylab.
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Report(Data)Sources:PredefinedSubsetsofTableData

Objective:Avoidrepetitivelybuildingthesamereportconditions
* Usethesamedefinitions[==ncuassaumun

acrosstheorganizationName|PASourceIncidentsOpenNotupdated30Â¢

Table|Incidentincident)v

e Enforcebestpracticesfor DescriptionReportsourceforPerformanceAnalyticsindicatorsoureforIncidentsOpennotupdatedlast30days.
reportwriting mY GTN

Alloftheseconditionsmustbemet

* Reporton a customset
ofdata

 

* Simplifyreportingon
datafrommultipletables       

AReportSourceconsistsofatableandanynumberoffilterconditions.Someexamplesare:open
incidents,closedproblems,top-levelassignmentgroups.ReportAdminsdefineReportSourcesto
encapsulateasetofcommonlyusedreportconditionsandfacilitatereportcreationwhile
promotingshareddefinitionsacrosstheorganization.
NotethatIntheReportDesignerandReportBuilder,reportsourcesarecalledDataSources.

ReportBuildingTechniques
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ExcelFileImportinReportDesigner

Objective:
Provideenduserswithan

italia

EMVANENAC)MVUSIULPalas4 [p_SampleSuperstoresales(cela

off-platformdatain a

ServiceNow
Visibleto

OutsideExcel
IRAN)NelUcer}

 

WiththeExternalsourcefeature,usersareabletoselectanoff-platformdataset(.xlsx)asthe
sourcefortheirreport.Doingsoallowstoeasilyvisualizeexternaldatausingfamiliarin-platform
reportingsolution.Oncecreated,theexternalreportwidgetcanbeaddedtoa dashboardand
sharedsothatallinformationisvisibleinaone platform.
TheExternalsourcefeaturerequiresthePremiumPerformanceAnalyticslicense.

ImportRulesandLimitations:
* RequireddataformatissimilartothatoftheplatformEasyImport
* ThefirstworksheetoftheExceldocumentisimportedonly
* ThefirstExceldocumentrow definescolumnnames

* Thefirstrow /columnmusthavedatatocorrectlyimport

ReportBuildingTechniques
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ExcelXLSxImportDetails
 Yelenalâ€”iaalelerelay

1Weekto1Year
Dats > retention
createsreport
> Reportname UpdatedQ1data.xlsx service

*
2kSourcetype
2kExeralimpor.

Nowceralsourceselectedâ€™ a

peedae

 

 

  TaaleXeyac-teâ€”BYeire}
livesinTempUser

Table     
   

Externalsourceconfigurationnotes:

Selectthethirdsourceoptionâ€œExternalsourceâ€•intheDatastepoftheguidedworkflow
SelectUploada Fileicontouploada newExcelfile.OrchooseapreviouslyimportedfilefromtheExternalimportdropdownselector.
Fromhere,a poweruseror admincanselecttheExcelfile(xlsx),andsetthetemporarytable
name,expirytime,security(whomcansee&reporton thedata).
Nameyourimportedxlsxfile,thiswillbethenameofthetemporarytable.Thesystemwilldoa

checkifthename isuniqueandwillmentionawarningotherwise.

Specifythevisibilityasfollows:
* OnlyMe(default);dataisonlyvisibletotheuserwhoisuploadingthefile
* Everyone;anyloggedinuserwillbeabletoreadandreporton thatimportedtable
* Users/Groups/Roles;onlythesetusers,groups&rolesspecifiedwillbeabletoreadand

reporton thatimportedtable

ReportBuildingTechniques
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TemporaryDataManagement
Â¢Externaldatatablesandreportsareauto-deletedaftersourceexpiry
* Existingwidgetsremainasemptyplaceholders
* Informationmessageswhenopeninga reportwhenthedatawillexpire
* Reportowner receivesanotificationmailwhensourceis1-2daysfromexpiry
* Importanew reportsourcetopreventthedeletionofreports

 

ImporteddataisstoredintemporaryServceNowtables.Theseare regularServiceNowtablesbut
thesystemcontrolstheexpirydateofthedataandcleansthetableafterexpiration.
Thesysteminformstheuserswhentheyopenanexternaldatasourcereport,thattheyare looking
atareportbasedon an importedtablewithanexpirydate.
Notethatafterthespecifiedtimeexpires,yourtemporarytablewillauto-delete.
Externaldatathatlivesoutsidetheplatformisnotreal-timedataandmaybecomeoutdatedsoon
aftertheimport.Theexpectedbehavioristhatusersofthisfeaturecreateanewtemporary
importedsourcewhena new versionofthatexternalsourcebecomesavailable.

AdditionalImportLimitations:
* Importlimitsare seton maximumfilesize,row &columncount

Â¢Â«Maximumfilesize:2MB(MAX_IMPORT_TABLE_FILE_SIZE,"2")
* Rowcount:10000(MAX_IMPORT_TABLE_FILE_ROWS,"10000")
* Columncount:25(MAX_IMPORT_TABLE_FILE_COLUMNS,"25")

* Appendingdataisnotsupported
* XLSXistheonlysupportedformat

ReportBuildingTechniques
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ReportRangesâ€” BucketsforReporting
ective:Reporton customgroupingswithoutcreatingadditionalcategories

ProjectsbyStatus
ProjectsbyStatus

WithoutRanges Aaiiancelalet=s)

Project
Count

Project
Count

 

Under459%Complete 459%-75%complete Over75%complete   Rangesgroupdataattributesautomaticallyintocustomcategories  

Reportrangesareidealwhenreportingoncontinuousdata.Forinstance,considertheexample
whereyouneedareporton transactioncompletiontimes.Thisdataisobviouslycontinuousand
doesnotrenderitselfwelltocharting.Considercreatingrangesor bucketsoftransactionresponse
timestoorganizedandgroupthedataby.

Reportrangesworkwithelementsthatholdonlydates,lists,or integers.Reportrangescanbe
globallyappliedtoalldatetypefields(date,duedate,duration,date/time,datetime),or youcan

limitreportrangestoa specifictable.Configuringa ReportRangerequiresa report_adminrole.

ReportBuildingTechniques
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CreatingReportRanges
Range* AutomaticallyapplySSpeers @FF000 Update| Insert InsertandStay Save

toreportoutput cotr Application {Global

* Canbedefinedper| olornameea) 0 oy

Tableor globally clement fpereentcomplete :

. Integerfieldsuse
Name|Project[pm_project] v

Uppervalueint Order Uppervalueint 74

Uppervalue| Days|00
duration* Datefieldsuse HoursJoo ]o0 Joo

UppervaluedurationValuelist |  * ColorisoptionalLabel|45%-75%complete
   

Whenconfiguringreportranges,thefollowingmustbedefined:
NameandElement:Tableandthetablefieldtodrawthevaluesfrom.
Label:Thenameforthereportrangethatisdisplayedinreports.
Valuelist:Forchoicelistelements,thisfielddefineswhichvaluesarewithintherange.

Uppervalueint:Forinteger-typeelements,thisfielddefinestheupperlimitoftherange.Ifno

rangewitha lowerOrderexists,thelowerlimitiszero.

Uppervalueduration:Forduration-typeelements(dates),thisfielddefinestheupperlimitof
therange.
TheOrderelementisusedtodeterminetheorderofapplyingranges.

ReportBuildingTechniques
Â©2019ServiceNow,Inc.AllRightsReserved 



 

AdvancedReportingTechniquesLabs

Lab4.3:DataSources

Ko]oy {-\ole)amco]ale(=x)
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DataSources

Ke]Â©)0)(YeaM53
Datasourcespromotetheuseofcommonquerylanguageforreportingandanalysis
purposes.Asa ReportAdministrator,youneedtocreateseveralreportsourcestosimplify
queriesandensurethatreportingisperformedinaconsistentwayacrosstheorganization.
Customersuccessmanagersatyourcompanyneedtheabilitytoreporton informationthat
isvitaltotrackingthecustomerexperiencebutdoesnotresideinServiceNow.Withthatin
mind,youneedtoincorporatetheOutagesspreadsheetasa temporaryServiceNowtable.
Thislabwillshowyouhowtodothefollowing:

* Builda ReportSourcetoencapsulateadefinitionforeasierreporting
* Configureanexternalfileforreporting

UsingReportSources
A.ReportSourceCreation

CreatingReportSourceinReportDesigner
Inthissection,youaccesstheReportDesignerandconfigurea ReportSourcetodisplayTop
LevelGroupsonly.Toplevelgroupsaredefinedasgroupsthatdonothavea parentgroup.

1. Navigateto Reports> CreateNew.

2. Createa new reportasfollows:

Name:TopLevelGroups|Manage
Table:Group[sys_user_group]
Type:List
ReportColumns:Name,Description,Manager,Parent,Active

3. SettheConditionsto:

ParentisemptyAND
Activeistrue

DataSources
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Runthereportandconfirmthatitreturns25+grouprecords.

Clickthearrow nexttotheSavemenuandselectSaveasdatasource.

 

â€˜SwitchtoClassicUI fa] Save[+]|

Insert

InsertandStay
Saveasdatasource

 

SettheNameofthenew reportsourcetoTopLevelGroups.
SetthedescriptiontoActivegroupswithemptyParentgroup.
 
[Createnewreportsource

  8. ClickSubmit.

UsingReportSource

1. NavigatetoReports> CreateNewtobegincreatinga new report.

2. SettheReportnametoTopLevelGroups|Manage.
3. SettheSourcetypetoDatasource.

SettheDatasourcetoTopLevelGroups(Group).
AddthefollowingCondition:

Manageris(dynamic)Me
 

 eateson macoma Â©
ova > Te >Contgure> TopLevelGroups!Manage
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NavigatetoConfigureandclickChoosecolumns.

Addthesereportcolumns:Name,Manager

ClicktheSharingiconC4andsharethereportwithDonGoodliffe.

Savethereport.
. ImpersonateDonGoodliffe.

. NavigatetoReports>ViewRun.

. ClicktheGroupsectionwheretheTopLevelGroups|Managereportcanbefound.

. RuntheTopLevelGroups|Managereportandconfirmthatthereportaccurately
returnstheDatabasegroupthatDonmanages.
 

(oS) TopLevelGroups|Manage
Datasource: TopLevelGroups(Group)
Datasource conditions:Parentis emptyANDActive= true
SVAll> Manageris DonGoodliffe

Manager

Â®donGoodlife Database   Tip:Ifyouare unabletoseetheTopLevelGroups|ManagereportasDonGoodliffe,youneedto
impersonatetheSystemAdministrator,SharethereporttoEveryoneonceagain,ANDsaveit.

WorkingwithExternalImport
B.FileDownloadandReview

MSExcelFile

1. DownloadtheOutageLast3MoToDate_combined.xlsxfilefromtheClassKBâ€”

KB0010004or thelocationprovidedbytheinstructor.

2. Openthefileandvalidatethefollowing:
e Thefilehasthe*.xlsxextension

DataSources
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Alldataiscontainedinthefirstworksheet

Thefirstrow ofthefilecontainsallcolumnnames

Thefilesizeislessthan2Mb

Thereare fewerthan1000rows

e Thereare lessthan25columns

3. Makeanyadjustmentsnecessarytocomplywiththeimportrequirements.

C.Reportbasedon ExternalImport
ReportDesigner

1. NavigatetoReports> CreateNew.

2. Configurethenew reportasfollows:

Reportname:Outages
Sourcetype:Externalimport
ClicktheUploadafilebuttonandconfiguretheExternalImportasfollows:

Name:SystemOutages
Expire:1Month(30days)
Visibleto:Everyone

 

Uploadexternalsource

[p_Dutagestastamorodate.xisx

 

>KSourcetype
Externalimport v

> Externalimport ioâ€”â€”â€”     

ClickUploadtocompletethefileupload.

I Tip:AsuccessfulimportdisplaysImportSuccessfulmessage.

Continuetoconfigurethereportasfollows:
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Reporttype:Barchart
Groupby:RootCause
Aggregation:Count
ChangethenametoOutagesbyRootCause

6. Savethereport.
Note:Uponsaving,theapplicationdisplaysa reminderthatthisis atemporaryreportwitha
predeterminedexpirationdate.

7. Confirmthatyourreportlookssimilarto this:

 
Dats > Type>Configure>style OutagesbyRootCause

3,

ihDaaaaasaeZeLAF? ff 7/  

Question:Whatwouldhappentoexistingreportdataifyoudecidedtoeditandreimportthe
externalimportsource?

YouhavenowcompletedtheDataSourceslab.
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ReportRanges

Ke]Â©)0)(YeaM53
TheSLAPercentCompletionrangesfrom0to100%.TheIncidentManagerwouldlikea
higherlevelofgroupingthatallowstoorganizeSLAsbytheextentofSLAcompletionand
notbytheexactPercentcompletionnumber.Todothis,youperformthefollowing:

* Definedataintervals(reportranges)forgrouping
* Usereportrangesforaneasierinterpretationofthebusinessdata

ReportRanges
A.ViewIncidentSLAswithoutReportRanges

ReportDesigner
1. NavigatetoReports> CreateNew.

2. Beginconfiguringa new reportasfollows:

e Reportname:IncidentSLACompletionBreakdown
e Sourcetype:Table

e Table:incident_sla

INote:Theincident_slatableisa DBViewthatjoinstheIncidentandtheTaskSLAtables

e Type:Barchart

Groupby:Actualelapsedpercentage

Aggregation:Count

Maxnumberofgroups:Showall

e DeselectShowOther

3. SettheConditionstoActualelapsedpercentageisnotempty.

ReportRanges
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4. Saveandpreviewthereport.

IQuestion:DoestheinformationshownherepresentaclearviewoftheoverallSLAcompliance?
 

IncidentSLACompletionBreakdown

Incident
SLACount

e ee g&

B.CreateReportRanges

oe oS

SP    Inthissection,youcreateReportRangesto maketheSLAcompletioninfomore intuitive.

1. NavigatetoReports>Administration>ReportRanges.
Definea Newreportrangesasfollows:

e Label:Under70%

e Color:Green

e Name:IncidentSLA[incident_sla]
I Note:TheTablehastobespecifiedfirstastheNameaheadoftheColumn(Element)attribute.

e Element:Actualelapsedpercentage
e Order:20

e Uppervalueint:70

ClickSubmit.

VerifythattheRangewas createdasshown:

ReportRanges
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<|B inddentsia = Delete

Label Application

Element|Actualelapsedpercentage

Name IncidentSLAincident_sia)

Order Uppervalueint    Createanothernew ReportRangerecordasfollows:

Label:Between70%and100%

Color:Yellow

Name:IncidentSLA[incident_sla]
Element:Actualelapsedpercentage
Order:50

Uppervalueint:100
 

Between70%and100% Application

Display

Element Actualelapsedpercentage

Name IncidentSLA[incident_sla)

Order 50 Uppervalueint    ClickSubmit.

Createthethirdandfinalnew ReportRangerecordasfollows:

Enterthefollowingvalues:

Label:Over100%

Color:Red

Name:IncidentSLA[incident_sla]
Element:Actualelapsedpercentage

ReportRanges
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e Order:100

e Uppervalueint:10,000

Over100% Application

ElementActualelapsedpercentage

Name incidentSLA[incident_sla] Order 100 Uppervalueint   

9. ClickSubmit.

C.CreatetheReportusingReportRanges
1. Navigateto theReport>View/Run.
2. SearchforandopentheIncidentSLACompletionBreakdownreport.

. ConfirmthatthereportgroupsIncidentSLAsintothethreepredefinedranges:

becidentSLAComplationBreakdown

   

CustomizeReport
1. Navigateto theConfiguresection.

2. ClickAddandaddthisclauseto theCONDITIONS:

IncidentstateisnotoneofResolved/Closed/Cancelled

ReportRanges
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â€˜VvCONDITIONS

Alloftheseconditionsmustbemet

[Actualelapsedpercentage | isnotempty
ayy,

Ieidentstate y _isnotoneof

[
ClickSaveandpreviewthereport.

 

 

 

â€˜Over100%= 61
(31.44%)   

Under70% Between70%and100% ver 100%   INote:Theseare activeIncidentscategorizedbySLAcompletionpercentage.

D.ReportRangesinAction

ReportDesigner
1. NavigatetoReports> CreateNewandcreatethefollowingreport:

Name:IncidentsbyCreationDate
Table:Incident[incident]
Type:Barchart

Groupby:Created
Aggregation:Count

2. Saveandpreviewthereport.

INote:TheIncidentCreatedattributeisautomaticallygroupedintopre-definedranges.

ReportRanges
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 <<crmearepor seamen fh
bar > Type>Configure>Swe G IncidentbyCreationDate
ceoupty Tetdet

crane Sar

Adatienalgroupby IncidentbyCreationDate
oem.

â€”

â€”

. = alls
a

 
Questions:
WhichReportRangesareresponsibleforgroupingtheCreatedattributeincategories?
WhichtablesdoesthissetofReportRangesapplytoandwhy?

Youhavenow completedtheReportRangeslab.

ReportRanges
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MatchtheTechniquetotheObjective
Objective X=)ofoyaaveaK-Kedalalie[UX=3

* Ensurethateveryonedefinesand CreateaDatabaseView
queriesNewIncidentsinthesame
manner CreateaDataSource

Â¢ Enableprocessmanagerstomoreeasily
queryChangerequestcompletiontimes UseMultipleDataSets

* TrendtheresolutiontimeofIncidents ComuginsRoarrleis
andProblemsinthesamechart

UseRe-directURL
* Categorizechartdataintohigherlevel
â€œpucketsâ€• * CreateReportRanges   

ReportBuildingTechniques
Â©2019ServiceNow,Inc.AllRightsReserved 



Â©2010-2019ServiceNow,Inc.AllRightsReserved 



 

ModuleObjectives
IdentifyDashboardTypes
ConfigureDashboardSharingandPerformance
DescribeInteractiveAnalysisFeatures

ConfigureInteractiveFilters
FilterWidgetswithBreakdownSources

LabsandActivities
5.1ResponsiveDashboards
5.2InteractiveAnalysisâ€”OptionalLab   

ThismoduletakesacloserlookattheServiceNowResponsivedashboards.Discussedherearethe
differentdashboardtypes,theInteractiveAnalysiscapability,andwaystofilterwidgetsusing
InteractiveFilters,CascadingFilters,andBreakdownSources.Dashboardconfigurationproperties
anddashboardperformancemanagementtechniquesarealsointroduced.

DashboardsandPerformance
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DashboardsTypes TheDashboardTypeis

visible-

PtseratesHomepagesarelegacycontainersforWidgetsandGauges
 

+ ITiLHomepage Be o
Addcontent ITILHomepage ChangeLayout   DashboardsarethemodernimplementationofHomepages

Non- Responsivedashboardssupportmultipletabs,improvedediting,andsharing
+ ITiLHomepage , er Gea|
@NewTab

 

   Responsivedashboardsoffersuperiorcontentmanagement,sharing,andperformance
 
= 89iTiLHomepagev + 4 &    

Reports,Gauges,non-PAwidgets,PAwidgets,andcontentblocksare somecommonlyadded
objectstoHomepagesandDashboards.Homepagesarea legacyfeatureand,eventhoughstill
supported,arebeingsupersededbyDashboards.DashboardscanbeconfiguredtobeResponsiveor

Non-Responsive.Theirtypecanbeidentifiedbytheheader.ResponsivedashboardshavetheAdd
Widget,Sharing,andConfigurationbuttonsvisiblefordashboardownersandeditors.

Responsivedashboardshavea more intuitiveinterfaceandareeasiertoshareandeditthannon-

responsivedashboards.TounlockthefullpowerofPerformanceAnalytics,consideralwaysworking
withResponsiveDashboards.Hereare some additionalnoteson Responsivedashboard
enablement:

Responsivedashboardsareenabledbydefaulton newandupgradedinstances

Whenyouenableresponsivedashboards,allexistingdashboardsareconvertedtoresponsive
dashboards
Setthesystempropertyglide.cms.enable.responsive_grid_layouttoenableor disable
responsivedashboards

Anyuser canconverttheirexistingHomepagestoa moderndashboard

DashboardsandPerformance
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DashboardTypeComparison now.

ResponsiveNon- ResponsiveHomeponesDashboardsDashboards pag

TakeliulelUlelAWatelet=ai NocustomWidgetresizing.Layoutswithdrop-zones
N=rdlale) required

Performanceoptimized
ersaniclemaecreliatePIAwarefel=1seleloRslaalelixelal=xelusVaualâ€”iake(ealelele|relexelery

Anyonecan create

Anyonecan view Anyonecan view

Sharewithanyuser,role, (@Jal\aexemmerelaalianelare!yXelaaliatxe)al\merelakersie|a)
[oymre]role}e) pa_power_usercan share read/writeroles

 

Herearesomeadditionalnoteson thedifferenttypesofDashboards:

Responsivedashboards:
Createdandsharedbyanyuserwithanyrole
Flexibleediting,contentcreation,andsharingcapabilities
DashboardsharingcanbetailoredbyanAdmin

Onlyvisiblewidgetsloadwhenopeningadashboard.Morewidgetsloadastheuserscrollsdown

Non-ResponsiveandHomePages:
Â¢ Allwidgetsloadwhenthedashboardisopenedwhichresultsinslowerperformance.
* Nocustomresizingofwidgets,legacylayoutswithdropzonesareused
* Lessintuitiveinterfaceforaddingcontentandsharing

Formoredetailedinformation,seehttps://cdocsservicenow.com/bundle/newyork-performance-
analytics-and-reporting/page/use/dashboards/concept/differences-between-respsonsive-and-non-responsive-dashboards.html
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ResponsiveDashboardPermissions
* AddDashboardtoGroupsforbetterorganization
* DashboardPermissionsoverrideGrouppermissions
* UseRestricttorolestolimitdashboardaccess

now.
 

Share x
 

@Thisdashboardisrestrictedtothefollowingroles:

pa_viewer,pa_contributor 

 
= dashboora =< Pe eeceeareaers esi) urine] cane

okName

IncidentManagement v

Group 2kOwner

Incident 0 SystemAdministrator

Order

Restricttoroles

7 Pa-vlewer,pa_contributor       
@Addgroups,usersandroles

All GroupsUsers

pa_admin
Canedit

pa_contributorCanViewor
Canview forelalelit

permission
pa_power_user
Canedit

pa_viewer
Canview

 

 

Responsivedashboardshavespecialgranularviewandeditpermissionsthatare managedfromthe
Sharingpanel.Whenadashboardissharedwitha useror agroup,theyreceivea Canviewor Can
editaccesstothatdashboard.

Anyrolecanrestrictaccessbyroletoanydashboardthattheyhavecreated.Todothat,specify
additionalrolesintheRestrictto rolesfield.Onlyuserswhothedashboardhasbeensharedwith
andwhohaveoneofthespecifiedrolesareabletoaccessthedashboard.
Dashboardscanbeassignedtogroupssothatuserscanfindthedashboardstheywantmoreeasily.
Dashboardgroupsdeterminehowdashboardsappearinthedashboardpickerwhenyounavigate
toSelf-Service> Dashboards.Youcanalsoaddviewpermissionstodashboardgroups.The
followingistrueaboutDashboardgroupandDashboardpermissions:

Viewpermissionson anindividualdashboardoverridethepermissionssetatthedashboard
grouplevel

Editingpermissionsonadashboarddoesnotaffectgrouppermissions
DashboardgrouppermissionsdonotappearinthedashboardSharingpanel

DashboardsandPerformance
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ResponsiveDashboardRolesandSharing  

* Addcontentto dashboardstheyown or
towhichtheyhaveEditpermission

Â¢ Sharedashboardstheyownortowhich
theyhaveEditpermission

Â¢ Viewonlydashboardstowhichtheyhave
Viewpermission

pa_viewer AllRoles     

* Viewdashboards * Createdashboards
sharedwiththem * Sharedashboards

* Createandedit theyown withusers
contentinanowned andgroupsdashboard   pa_power_userandpa_admin   

Hereissomeadditionaldetailson dashboardsharing:
Anyrolecancreateandsharedashboardsthattheyown withusersandgroups,andedit
dashboardsiftheyhavebeengivenCaneditpermission
Anyrolecanrestrictaccessbyroletoanydashboardthattheyhavecreated.
Userswithouta rolecanviewdashboardsthathavebeensharedwiththem,butcannotcreateor
editdashboards
Theabilityofuserstoshareresponsivedashboardsmaybelimitedbytheadministratorby
settingtheglide.cms.share_dashboards.roleproperty

Note:TocreateandeditPerformanceAnalyticswidgets,a userneedsto havea pa_adminor a

pa_power_userrole.

Noteson ACLs:
* ACLsare notappliedto PerformanceAnalyticswidgetsthatare addedtodashboards.Anyuser

whocanviewa dashboardcanviewallitsPerformanceAnalyticswidgets.
* ACLsapplywhena Reportisaddedtodashboards.Ifausercanviewa dashboardbutdoesnot

haveACLstoviewaReport,anemptywidgetplaceholderisdisplayed.ACLsdonotapplytopieor
barreports.ACLsalwaysapplyto listdatathatisdisplayedinwidgets.

DashboardsandPerformance
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DashboardSharingConfiguration
* Configurewhocancreatenew dashboards

â€” LimitwhocancreatedashboardsbymodifyingthecreateACLforthepa_dashboardtable

* Configurewhocansharetheirown dashboards
â€” Modifythesystempropertyglide.cms.share_dashboards.roletodefinethelistofroles

allowedtosharetheirowndashboards

* ControlwhoyourdashboardscanbesharedwithGoodPractices
â€” ToapplyACLs,BusinessRulesetc.thatcontrolvisibilityoftheUsers/Groups/Roleslistin

Sharing,enableglide.cms.dashboards.sharing_with_secure_search  

ThedefaultbehaviorofResponsivedashboardscanbetailoredtosupportyourspecific
organizationalneeds.Thefollowingcapabilitiescanbemodified:
Â¢ Adjustwhocancreatenewdashboards

Â¢ Bydefaultanyuserthathasrolescancreatenewdashboard.Ifthisfunctionalityisnot
desiredbycustomertheycanchangethelogicbyadjustingcreateACLforpa_dashboard
tableto setrequiredlogic.Itisrecommendedto createnewACLanddisabletheexistingone.

Â¢ Adjustwhocansharetheirown dashboards
* Bydefaultalluserscansharedashboardsthattheycreated.Tolimitthisbehavior,aSystem

administratorcanmodifythesystempropertyglide.cms.share_dashboards.roletodefinelist
ofrolesthatshouldbeallowedshareown dashboards.Thisconfigurationmayresultinsome

performanceoverhead.
* Controlwhoyourdashboardscanbesharedwith

* Bydefault,thelistofusers/groups/rolesthatisavailableintheSharingpanelisnotrestricted
bysecurityrules.Toapplysecurityrules(ACLs,BusinessRulesetc.),theSystemAdmincan
enablesystempropertyglide.cms.dashboards.sharing_with_secure_search
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DashboardPerformanceConfiguration
* WidgetRenderingMaxTime: SemvonrÃ©renee

ResponsiveDashboardPropertiesâ€” Widgetsexceedingtheallowedtimearenot Enableresponsivedashboard.@
eves|Norendered
Applysecurules totheistofusers,usergroups,andoesthatarevile whensharingdashboards)

Yes|No* ConcurrentWidgetLoading: stofroles(comma-separated)thatcansharetheirowndashboards.fempty,alluserscansharetheirdashboard
â€” Howmanywidgetstoloadwithasinglerequest

fromtheserver Maximumnumberofsecondsforawidgettorenderonaresponsivedashboard
Â¢WidgetCaching

â€” Minutestocachewidgetsinthebrowser
Maximumnumberofwidgetsthatcanrendersimultaneouslyonaresponsivedashboard@
3GoodPractices
Numberofminutesthatwidgetsarecachedinthebrowser,forresponsivedashboards.@)

Â¢ApplySecurityrulestoSharingpanellists|   â€” Resultsina performancepenalty   

NavigatetoSystemProperties> DashboardPropertiestoconfigurethesepropertiesandachieve
optimalperformance:
Â° glide.canvas.grid.widget_performance_thresholdâ€”themaximumnumberofsecondsfora

widgettorenderon a responsivedashboard.Thedefaultvalueisnoneor unlimitedloadtime.

glide.canvas.grid.widget_render_concurrent_maxâ€”themaximumnumberofwidgetsthatcan
rendersimultaneouslyona responsivedashboard.Thedefaultvalueis3widgets.
glide.canvas.grid.widget_cache_ttlâ€”this istheNumberofminutesthatresponsivedashboard
widgetsare cachedinthebrowser.TheDefaultvalueis2minutes.

glide.cms.share_dashboards.roleâ€”thelistofrolesthatshouldbeallowedtoshareown

dashboards.Usingthisconfigurationmayresultinsome performanceoverhead.

ToenableResponsivedashboardsinanolderinstance,youperformthesetwosteps:
* Activatetheresponsivedashboardsplugin- com.glideapp.dashboards
* Setglide.cms.enable.responsive_grid_layouttotrue
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InteractiveAnalysisDashboard now.

On-DemandSelfServiceAnalysisonanylistintheplatform
InteractiveAnalysis

* Auto-generatedresponsive Filters

dashboard @Â®wasrien * Flexibleaggregationoptionswith aâ€œ an

ae

pre-builtreportsandfilters
:

ee.
â€œ

nae ee ome we â€œ
â€” .|-8 oeae

bodQ. SNumber Scategory = Priority wenminlie nentStee

 

Sort(ato2)
Sort(ztoa) F

Search

swommnnoink
+ tumber_CouoryPonty_tucdentsateShertdescigtion_AsignedtoOpenedcre

> eineas)> ein.2=Heh23)Â»eine=Moderne 1031BarChart
|

>Â»Priority:4- Low(2244)

PiechartÂ»eine5Planing 229)LaunchinteractiveAnalysis
@

ncooo6926GroupByCategory

19006923

co006929
 Configure>    TheInteractiveAnalysiscapabilityis aPremiumReportingsolutionthatletsyoulaunchadetailed

Analysisdashboardfromanylistofrecordsintheplatform.Itoffersad-hocselfserviceanalysis
capabilitiestotaskrecordsofanytype.Thisfeatureprovidesoutoftheboxsummarychartingand
visualizationsbyattributewiththeabilitytoquicklyapplymultipleaggregationsandfilters.Using
theInteractiveAnalysiseliminatestheneedtobuildcustomreportsandcontextswitchtothe
Reportsapp. TheInteractiveAnalysisdashboardanalyzesdatabytheattributesspecifiedintheGroupbyand
StackbyfieldsusingthespecifiedAggregation.Thedashboardhasthesecharts:
* HorizontalStackedBaroftheattributeintheGroupbyfield
* PivotTableoftheStackbyandGroupbyattributes
Â¢ ListgroupedbytheGroupbyattribute
Theaggregationfieldcanbeoftypeduration(Date/Time),Integer,or FloatingPoint.Allthe
visualizationsexcepttheListatthebottomofthedashboardare refreshedwhena newAggregation
typeandfieldareselected.

TouseInteractiveAnalysis,enablethecom.glideapp.interactive_analysisplugin.
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InteractiveAnalysisFilterandSharing[rites

Remove
Filter

* ExistingInteractiveFiltersaredisplayed Â©marie

* NewInteractiveFilterscanbeadded
. ; ;

INCIDENTASSIGNMENTGROUP 7Nele|or
* SourceFiltercanbeeditedandpersisted a Remove

TalK=KeleiiNi=}
* Savesession SericeNowSystemsSupportx Filters
Â¢ShareURL AddTo ApplyFiltersFilterInfo Favorites

   EditSourceFilter DashboardData
SelectionCriteria

SOURCEFILTER

LoadFitter SaveFilter

EditSourceFilter
Â¥CONDITIONS

[APPLIEDFILTER Alloftheseconditionsmustbemet
 Thereareno appliedfilters

SHARE

URLtoShare
https://pafm-001.lab.service
now.com/Sinteractive_analysis.do?

 

InteractiveanalysisletsyouaddanyavailableInteractivefilterscreatedon thebasetable.Follow
thesestepstomanageInteractivefilters:

ClicktheAddFiltersbuttontopickanexistingfilter
Selectafilterfromthelistor typethefilternametobeginasearch.OnlyexistingInteractive
Filtersfortherecordsetcurrentlydisplayedare listed.
Toremoveafilter,hoverover thefilteruntilyouseeadeleteicon.Anoptionispresentedtoalso
removethecorrespondingFilterElementsfromtheGroupbyandStackbydrop-downs.

Â¢ Whenthefilterisdeleted,theInteractiveAnalysisdashboardisrefreshed.
FavoritesandSharing
* TheAddtoFavoritesiconintheFilterInfopanelallowsa user tobookmarkan Interactive

Analysissession.TheRemovefromFavoritesiconcanbeusedto remove a bookmark.
TheSHAREsectionoftheFilterInfopanelcontainstheDashboardURLthatcanbecopiedand
sharedtopromotecollaborationandvisibility.
TheFilterInfoPaneldisplaystheSourceFilterandadditionalAppliedFilterInformation.Edit
SourceFilterallowstomodifythebasedatasetfromthecurrentanalysissession.Performthe
desiredfilteringandclicktheSaveChangesbutton.TheInteractiveanalysisdashboardrefreshes
withthenewfilterandtheFilterpanelisupdatedwiththenewsourcefilterdetails.

Noteon persistence:Whenbookmarkingandsharing,thesystempreservestheselectionson the
filtersaswellas theGroupby,Stackby,AggregationandFilterorder.
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now.InteractiveFilterConfiguration
 

= InteractiveFilter @K Fzcco UpdatedeleteInteractiveFiltersare DashboardSJE tracery

ReportFilteringWidgets Fiterdasedon|Choicetst : opcation|Global Â°

okName|IncidentPriority â€˜Applytoalltablesinhierarchy

AvailableUIcontroltype: spytobothdatabaseviewsRadioButtons/Checkboxes/SingleSelect andtables
Dropdown/MultiSelectDropdown Lookupname|IncidentPriotyâ€œSingleDescription

 

â€˜SingleselectinputforincidentPrioriINCIDENTPRIORITY el ypu ity.

 

a ms Ulcontroltype|SelectSingleinput

aca

All

 

 

 Specifyiterusingapredefinedchoicelst. ~None-~

1-Critical TableIncident{incident}

2-High Field Priority
3-Moderate
4 Low Exclusionlist      5-Planning Defauitvalue

 

 

InteractiveFiltersarewidgetsthatfilterthecontentsofwidgetsandreportstoonlydisplayasubset
ofthedata.TheInteractiveFiltersare aPremiumfeature.
Mostcommonly,theInteractiveFiltersarebasedon:

Reference
ChoiceList
Date
Boolean(suchastheActivefield)

Additionalsupportedtypesare:

* CascadingFilters
Â¢ InteractiveFilterGroups.WithFilterGroups,a usercreatesagroupofexistingfilters,andselects

whichone toapplyon theDashboardfromadrop-down.
ReportAdministratorscancreateInteractiveFilterstoaddto InteractiveAnalysisandregular
dashboards.

Bydefault,InteractiveFiltersapplytothespecifiedtableonly.Toapplythefiltertoextendingtables
aswellasdatabaseviewsusingthemaintableselectone or bothoftheseoptions:
Â¢ Applytoalltablesinhierarchy
Â¢ Applyto bothdatabaseviewsandtables

NotethatworkingwithInteractiveFiltersrequiresthereport_adminrole.
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CascadingFiltersforReports

Tateilel-taltnicelaake|Ke)s
ManagerandGroup Y.GroupManagerPivot Don'sgroups

Example:2-levelcascadingfilterfor eee AssignmentgroupManager

ManagerandAssignmentGroup BenGoodieCSOREIOED
Database

DonGoodlifeCount

Group
HR SystemsSupport

a y PP

SalesSystemsSupport

 

TechnicalServicesSupport 4,750

ManagerandGroup â€˜Y.GroupManagerPivot count nD
 AssignmentgroupManagerManager DonGoodlifeCount

bonGoodlife Assignmentgroup

HRSystemsSupport 780 780
Group

Count 780 780HRSystemsSupport

HTaxerel~nemicelaakene-rellileLs| felrolu)omaarelare(e[=rellonaBiola} 

 

CascadingFiltersareaspecialtypeInteractiveFiltersthatfilterthecontentsofreportstodisplay
hierarchicalrelationships.

Intheexamplehere,theCascadingFilterisusedtodisplayincidentsasfollows:
Â¢ AllManagersandtheirAssignmentsgroups
Â¢ AspecificManagerandallthegroupsheor shemanages
* SpecificManagerandspecificAssignmentGroupthatheor shemanages

ACascadingfilterismeanttobeusedonlywhenthereisanestablishedstructure,forexample:
* Amanagercanmanageoneor moregroups
Â¢ Adistrictcanhaveone or more territories

NotethatworkingwithCascadingFiltersrequiresthereport_adminrole.
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CascadingFilterCreation
 

CreateMainFilter . Ss

Definition cuesdcnâ€” SpecifyFilter
â€˜ Â©

basedon

CascadingFilter
andtables

Forevery Update|Delete

additionalFilter se ammeLeveldefine:
:   1stLevelscadng Ft) DoOCS i

â€” FilterSelection Filter Inert

CascadingFilter toll & b>

 

  

 

â€” TargetMapping EENameALookupname â€”=EDisplayField = Table =ParentReferenceField

> Â©Manoger Manager manage   
         

Hereare thestepstocreatea new CascadingFilter:
* Createa new InteractiveFilterandsetFilterbasedon toCascadingFilter

ForeveryadditionalCascadingfilterlevel,performthefollowingsteps:
AddnewCascadingFilterintherelatedlisttorepresentthefirstfilterlevel.Therecanonlybe
oneCascadingfilterateachlevel.
DefinetheDisplayfilterandthetablethatcontainsthedataforthisfilter

SpecifytheTargettabletowhichthefilterneedstomapto

Example:
1. Createa MainFilterManagerandGroupbasedon CascadingFilter
2. AddtheLevel1FilterManager

a. Table:group
b. DisplayField:manager
c. ParentReferenceField:sys_id
TheManagerfilterselectsallmanagersfromthesys_user_grouptable
Thetargettableisincidentandthemappingfieldisassignment_group.manager
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1stLevelFilter now.
S CascadingFilter =

<|= tener O VK2 co update

 

FilterDefinition: ame {Manager

â€”TableandCondition Lookupame [Mamagar

InteractiveFilter|ManagerandGroupâ€”TargetTableandMapping
Table|Group(sys_user_group]w |ShowSchemaMap

 

< EeTargetTables Display|Manager
= assignment_group.manager Field

Filters42ecordsmatchconditionggCascadingFilter Manager â€˜AddFilterConditionAdd"OR"Clause
Targettable ie

~ choosefield~ Y

Field AssignmentgroupManageâ€™
 

UpdateDelete

UpdateDelete

CascadingFilter(1)|TargetTables(1)

= Field = Targettable  Â©assignmentgroup.manager Incidentfincident]
   

Hereare thestepstocreatea firstlevelCascadingFilter:
1. Createanew CascadingFilteranddefinethefollowing:

* Name

Table

DisplayField
Â¢ FilterCondition
Createa newTargettableanddefine:
* Targettable
Â° Field

Theabovetwostepsletthefilterknowwhattodisplayinthefilterdropdown(GroupManagers)
andtowhichIncidentfieldtoapplyit (Incidentâ€™sassignment_group.manager).
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<|Se CascadingFilter
=

2"4LevelFilter
Name

* Relatea new2"LevelFiltertothe teokuprame

1%LevelFilter abe [crupina-usrgon!| ShowSchemanap

DisplayField Name
* Definethe2 LevelFilter sen, Trlsnath enon

â€”Name/Table/ParentReferenceField

â€”TargetTableandMapping
ParentCascading|Manager

< |= TargetTables Filter
= assignment_group

ParentReference|Manager
Field

â€˜AddFilterConditionAdd"OR"Clause

choosefield- v ||~oper--

 

CascadingFilter|Group oO
update||Delete

Targettable Incident[incident]

ManagerandGroup CascadingFilter|TargetTables(1)
Field Assignmentgroup. z| treotesJUpdate||Delete &

  

= Field = Targettable   Â©assignmentgroup Incident{incident    

Tocreatethe2"4levelofFilter,adda new CascadingFilterfromtherelatedlistofthefirstCascading
filter.Intheexamplehere,youcreatetheGroupastherelatedCascadingfiltertotheManager
Cascadingfilter.
1. Defineafilterasfollows:

Â¢ EnteraName(Group)
* SpecifytheTableandFieldtoshowinthefielddropdown(GroupandName)
* Optionally,specifya conditiontorefinethefiltertableselection
* SpecifytheParentReferenceFieldâ€” thebasetable1Â°levelfilterreferencefield(Manager)

2. Createa newTargetTable
* Definetable(incident)
* Definefieldtomapto (assignment_group)

NoteonTargets:Acascadingfilterhierarchymustspecifyatleastone target.Youcandefinea
cascadingfilterthatskipslevelsinahierarchy,or a cascadingfilterthatonlyspecifiestargetsfor
certainlevelsinahierarchy.DefiningaTargetfortheManagerlevelallowstofilterreportsassoon
asauser selectsamanager.
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BreakdownSourceDashboards

DYol\alelelo|coll=\f-16]<ole\ianiele]ke=sa(-1m010m]Â©)Â©)\Vas)i=10]<ole\Van)ana KeSS

Wilefel=imelonrenilit=i6s

[EBccennonemenSS
IncidentPriorityv

 

J Openincidents| Fiteroptons

Al Selected(2)
 

Multi-Elementselectis
vw we awe aw of lowed
Tonerefepntien=ty22aterElementselectionis

persisted
Widgetsneedâ€œFollow
Elementâ€•     

BreakdowndashboardsareusedtofilterthecontentsofmultiplePerformanceAnalyticswidgets
usingoneor moreBreakdownelements.

Inorderforwidgetstoâ€œlistenâ€•totheBreakdownsourceandbefiltered,thesethreeproperties
mustbeconfigured:

Followelement:Checktomakethewidgetrespondtotheselectedbreakdownon thedashboard.
Followedbreakdown:Specifythebreakdowntoapplyifmultiplebreakdownsusingthesame

BreakdownSourceexiston adashboard
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FollowedBreakdownExample
 

 

<= Widsets= Openincidents

2KIndicatorNumberofopenincidents

FollowelementW
Followedbreakdownâ€”AssignedTo

 

 

<= Widsets= penincidents

2KIndicatorNumberofopenincidents

FollowelementW
Followedbreakdownâ€”Openedby  

UsersActive v

â€˜Y_Openincidents

2elementsselected

Incidentdaily incident74_Incident284

 

yun23
â€˜Numberofopenincidents> AssignedTo= BethAnglin:1
Clickto openAnalyticsHub  

13.May 27.May 20.Jun un 8.Jul

UsersActive â€™

Y_Openincidents

â€” Numberofopenincidents> AssignedTo= FredLuddy
â€” Numberofopenincidents>AssignedTo= BethAnglin

2elementsselected

Incidentdaily incident74 Incident284

 

yun09
Numberofopenincidents> Openedby= BethAnglin:28,
Clickto openAnalyticsHub   

13.May 27.May 10.Jun 24.Jun

â€” Numberofopenincidents> Openedby= Bet
â€” Numberofopenincidents> Openedby= Fre.    

Theaboveexampleillustratesthecaseofspecifyinga Followedbreakdown.TheAssignedTo
BreakdownandtheOpenedbyBreakdownarebothbasedon theUsers.ActiveBreakdownSource.
Tospecifywhichfiltertoapply,youneedtoentertheBreakdownintheFollowedbreakdownfield.
Asshownintheexample,thewidgetisfilteredusingtwodifferentBreakdowns.
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FollowedBreakdownRelationExample

 
 

 

= Widgets<|& openincidentsbyassignmentGroup Groups DatabaseAtlanta  
2&Name|OpenincidentsbyAssignmentGroup IncidentdailyIncident7dIncident28d

2KIndicatorâ€”Numberofopenincidents . .

OpenIncidentsbyAssignmentGroup
2KBreakdownAssignmentGroup

Element w
Timeseries WwDatabase  FollowedbreakdownParentGroup

relation

DatabaseistheParentGroupfor TheWidgetshowstheParentgroupofDatabase

DatabaseAtlanta Atlanta- theDatabasegroup.

 

 

Abreakdownwidgetcandisplay1stlevelbreakdownelementsthatare relatedto theelement
selectedforthedashboard.Thewidgetmustbeona breakdowndashboard,andthatdashboard
mustincludethebreakdownsourcesoftherelatedbreakdowns.Inourexample,theOpenIncidents
byAssignmentGroupwidgetisconfiguredasfollows:
* Type:Breakdown,Visualization:Scorecard
* Breakdown:AssignmentGroupwithBreakdownSource:Groups
* Placedon a DashboardwiththeGroupsBreakdownsource

Â¢ Followedbreakdownrelation:ParentGroup
WhenselectingtheDatabaseAtlantaGroupselement,thewidgetonlyshowstheParentGroupof
theDatabaseAtlantagroup

â€” theDatabasegroup

NotethattheFollowedbreakdownrelationmenuworksonlywithScorecardvisualizations.Also,
multipleelementselectionon abreakdowndashboardisnotsupportedon thewidgetwhenyouset
abreakdownrelationtofollow.
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BreakdownsandChartsas InteractiveFilters

BreakdownElementscan

multitaskasInteractive
Filtersbyconfiguringthe
Actasfilterproperty

SummaryCharts
canactas

InteractiveFiltersby
enablingtheActas
interactivefilter

property

 

BreakdownSource(2)_DashboardTabs(5)   

BreakdownSource search]

Dashboard= IncidentManagement
Q

@
@Â®__Incident.category

v
& = Breakdownsource

Incident.Priority 
DashboardBreakdownSource

=} incident.category<

Breakdownsource __Incident.Category
 

Actasfilter  IncidentCategory,   

Order

 

 

EditWidget

Show Y) Border

vy)Title

Titlealignment @)Left(>)Center(>)Right

InteractivityV) Act ctive filter

Followinteractivefilter   

Hardware=3,176
(33.42%)

Hardware= 3,176(33.42%)
BBinquiry/Help= 246(2.59%) 

[@llfeaelake}

category
exe]eye)NVAlsCMailirs

 

PowerUsersandPAAdminscanconfigurea BreakdownSourceon a dashboardtobehaveor â€œactâ€•
asan Interactivefilterforreports.ThebreakdownsourceFactstablemustmatchthetablethatthe
Interactivefilterisbasedon. Inthisway,Breakdownelementscanfilterthecontentsofboth
PerformanceAnalyticswidgetsandReports.
Reportwidgetswithoftypepie,donut,semidonut,funnel,or pyramidcanbeconfiguredtoActas
InteractivefilterusingtheInteractivitysettings.Inthisexample,theIncident.CategoryBreakdown
sourceisconfiguredtoapplytoincidentreportsandâ€œactlikeâ€•thecorrespondingIncident.Category
InteractiveFilter.
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MultiSelectSupportbyWidgetType
Aggregate

Showmultipleelementsasisread-onlywhenonly smnheV Separate
. . elementsas

oneviewisallowed
â€”

Showmultipleelementsasreadsâ€œNotavailableâ€• 

whenmultiselectisnotsupported Showmultiple Notavailable
elementsas  AggregateAND AggregateView

Separate OnlyNoMultiSelectNodmliK-iilaleKelme|||

TimeSeries Nore)c=) Workbench Pivot

List Breakdown Text

 

Forwidgetsthatallowmultipleelementselection,theShowmultipleelementsaspropertycanbe
setto oneofthesetwosettings:

Â° Aggregate:Thetrendsarecombined.Forexample,therewillbeasinglelinerepresenting
HighandCriticalincidents.

Separate:Thetrendsareseparate.Forexample,therewillbetwotrendlines,oneforHigh
andanotherfortheCriticalpriorityincidents

Notes:
* Whenmultipleselectionisnotallowed,theShowmultipleelementsasboxisgreyedoutand

saysâ€œNotavailableâ€•

Inadditionto thewidgettype,thesupportformultiselectionofBreakdownElementsvaries
accordingto thetypeofIndicatoranditsvisualization.Thetableabovelistssupportformultiple
elementsbyWidgetType.Ingeneral,theAggregateviewisnotsupportedforthefollowing
Indicatortypes:
Â¢ Formulaindicators
Â¢ AutomatedindicatorswithAggregationtypeAverageor CountDistinct
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DashboardsandPerformanceLab

Ko]okordbal<-]LOANNVA=NDloia]olete]cok)
Lab5.2:InteractiveAnalysisâ€” OptionalLab
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ResponsiveDashboards

Ke]Â©)0)(YeaM53
AsaCustomerSuccessManager,yourequirea real-timeviewofIncidentManagement
processes,Outagestatistics,andCustomerSatisfactiondata
Thislabwillshowyouhowtodothefollowing:

* Createandpopulateadashboard.
Â¢ FilterdashboarddatausingBreakdownsandInteractiveFilters
* Managedashboardconfiguration

IDependencyNoteâ€” ThislabusesIndicatorsandReportscreatedinpreviouslabs.

A.PropertiesandPlugins
PersonalSettings

1. Navigateto theSystemSettingandselectDashboardsasyourHomepageasshown.

INote:ClickingtheServiceNowlogointhebannertakesyoutothelastvisitedDashboard.

SystemSettings General

&% General Accessibilityenabled

Datavisualizationpatternsenabled
3 Theme

â€˜Compacttheuserinterface

Gl Lists Compactlistdate/time

Home Homepages
Forms @)Dashboards

 

PluginsVerification

1. NavigatetoSystemDefinition> Plugins.
2. Confirmthatthefollowingpluginsare active:

e ResponsiveCanvas(com.glideapp.canvas)
e ResponsiveDashboards(com.glideapp.dashboards)

InteractiveDashboards
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Properties
1. NavigatetoSystemProperties>DashboardProperties.
2. ConfirmthattheEnableresponsivedashboardproperty

(glide.cms.enable.responsive_grid_layout)issettoYes.

Tip:Inupgradedsystemsthispropertymaynotexist.Ifthatisthecase,or ifthepropertyisset
totrue,theResponsiveDashboardfunctionalityisenabled.

B.NewDashboard

CreateDashboard

Navigateto PerformanceAnalytics>Dashboards.

ClickNewandcreatea newDashboardasfollows:

Name:CustomerSuccessAdvocate

Group:leaveempty

Order:10

Active:checked

e Restrictedto:itilrole

|
Tips:LeavingtheGroupemptyplacesthenewDashboardundertheOthersection.

AlowerOrdersettinginsuresthatthedashboardislistedtowardsthetopofalist.

3. ClickSubmit.

AddDashboardContent

1. ClicktheConfigurationbuttoninthenew dashboard.

2. ClicktheCreateTabtwiceandrenamethethreenew tabsasfollows:
e IncidentManagement
e OutageResolution
e CustomerSatisfaction

3. Navigateto theCustomerSatisfactiondashboardtab.
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4. AddtheseNEWPerformanceAnalyticswidgetsasspecified:
 

Name:%ClosedIncidents Â©|BeRESinciteswthSaveswithSurveys
2KName %ClosedincidentswithSurveys

Type:TimeSeries
2Klndicator|%ClosedIncidentswithÂ© Type|TimeSeries

Visualization:Column Breakdown2 sank,|coumncnon

Chart Bement

Timeseries

Previousperiod

Indicator:%Closed
IncidentswithSurveys
Color:Red

beatown

Followelement:checked Stowmatisle|Seperate
elementsas

DateSettings:Period:max owen [eee pase

Period|max  Showdaterangeselector:
checked

Name:AverageCSATScore <  Wideetsâ€˜averageCSATScore

Type:Score 2KName|averageCSATScore

Visualization:LatestScore 2Indicator AverageCSATsore@ we [an

(GreskdownQ * LatestScore
Indicator:AverageCSAT Pa

Visualization

scores TemplateTemplate1

Template:Template1

Followelement:checked  

Name:NumberofCSAT BeMEsrscores Dai] en

Scores
2 Mame NumberofCSATScores

Type:TimeSeries  ndcator|memberotcsATscors|Q| @ we

Visualization:LineChart = â€”

Clement Previousperiod
Indicator:NumberofCSAT rimeses

â€œ

scores
Label

Color

Color:Green fallomsiement|v (otro

follomed
bens

Followelement:checked scowmattote|Aapepne
slants

DateSettings:Period:max DoeSetings|AasSoins)uplayStings
Period|max

 Showdaterangeselector:
checked
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Name:CSATSubmissions
byCallerRegion
Indicator:NumberofCSAT

â€”â€”eâ€”eâ€”

scores
momberetcsaTscores|Q

1 breakdown|Catertecsiontotee| ||GBreakdown:CallerLocation henenta Sorton

Roll-up noses Q Sentrection
Q ColorschemeType:Breakdown

Visualization:Line
Fallowest

breabown

Followelement:checked tents (SD
ements

Breakdownsettings> DateSetingsapySettings|BreakdownSetings

Elementsfilter:Regions Elementsfier Regions
 

5. Arrangethedashboardlayoutasshownbelowandverifycorrectwidgetdisplay.
 

CSATSubmissionsbyCallerRegion NumberofCSATScores

â€”imeanâ€” NorthAmericaâ€” SouthAmerica
Â£)teesktown|CaerLocationRup

AverageCSATScore %ClosedIncidentswithSurveys

2.67
~ 1.83(-40.7%)  arrlw,bysnrnats=

Scoredate:sul22 Comparedwith2ul21:450

6. Navigateto theIncidentManagementDashboardtab.

7. AddthefollowingReportsto theIncidentManagementtab:
e IncidentCountsbyCallerLocation
e IncidentsatRisk
e IncidentSLAsCompletionBreakdown
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e IncidentsbyPriorityandStatewithBreachedSLAs

8. Applythe2x2layoutintheConfigurationpanel.
9. NavigatetotheOutageResolutionDashboardtab.

10.AddtheOutagesbyRootCausereportto theOutageResolutiontab.

C.DashboardFilteringusingBreakdownSource

1. OpentheDashboardPropertiesoftheCustomerSuccessAdvocatedashboard.

2. ClickEdit...theBreakdownSourcesRelatedList.

3. AddtheUsers.ActiveBreakdownsource.

BreakdownSource(1)|DashboardTabs(3)

= BreakdownSource[=a GotoOrder

'Â¥7__dashboard= CustomerSuccessAdvocate

QS Breakdownsource

@Â®_Users.Active
 

ClickUpdate.
SelectBethAnglin,FredLuddy,andDavidLoointheUsers.Activebreakdown
sourcedropdown.
ConfirmthatallbutAverageCSATScorewidgetare filtered.

Note:TheAverageScorewidgetisaScoreisbasedon an IndicatorwithAverageaggregation.
Thistypeofindicatordoesnotsupportmulti-select.

D.DashboardFilteringUsingInteractiveFilter

AddInteractiveFilter

1. NavigatetotheIncidentManagementtab.

2. SearchforandaddtheIncidentPriorityâ€”SingleInteractiveFilter.
 

IncidentManagementOutageResolutionCustomerSatisfaction

IncidentPriority
all  
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SelecttheEditWidgeticoncooftheIncidentsatRiskwidget.
AdjusttheseInteractivityproperties:

 

Followinteractivefilter
â€” checked InteractivityY Followinteractivefilter

Show whenfollowingfilter   

Showwhenfollowing
filterâ€” checked

Performthesameconfigurationon theIncidentsCountsbyCallerLocationwidget.
SettheIncidentPriorityInteractiveFilterto2- High.
ConfirmthattheIncidenttablereportsfollowthefilter.
 

IncidentPriority
 

(=e 7] 

'Â¥IncidentsatRisk 'Â¥IncidentCountsbyCallerLo#ZG&@
NumberÂ¥ OpenedShortdescriptionCa World/UnitedstatesofAmerica

2019-07.

@wmcoon 30
mates

IPphonedirectdial
notworking c   

ReportWidgetas InteractiveFilter

1. AddtheOpenIncidentsbyCategoryReportto theIncidentManagementtab:

i Applications=118(42.6%)BlHardware=84(30.32%)MlNetwork=42(15.16%)
I inquiry/Melp=18(6.5%)MHSoftware=14(5.05%)I Database=1(0.36%)

IncidentPriority OpenIncidentsbyCategory
3-Moderate

 

SelecttheEditWidgeticoneeoftheOpenIncidentsbyCategorywidget.
ChecktheActasinteractivefilterproperty.

ClicktheSoftwaresliceofIncidentsintheOpenIncidentsbyCategorywidget.
ConfirmthattheMapandListwidgetare beingfilteredaccordingly.
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6. RemovetheIncidentPriorityInteractiveFilterandtheOpenIncidentsbyCategory
widgetfromtheIncidentManagementtab.

7. ClickResetFilterfromtheDashboardmenutoresetallInteractiveFilters.

E.BreakdownSourceasInteractiveFilter
1. AccesstheDashboardPropertiesoftheCustomerSuccessAdvocateDashboard.

2. ClickEdit...intheBreakdownSourcesRelatedList.

3. AddIncident.Categoryto theBreakdownSourcesList.

4. OpentheIncident.CategoryBreakdownSourcebyclickingtheinfoicon.
 

= breakdownSource[EIBsearchorcer

'Y_vashboard=customerSuccessAdvocate@&QS breakdownsource

Â©ncident.category   

SetActasfilterto IncidentCategory(Lookupname - IncidentCategoryâ€” Multiple).
 

CaibondbvaiownSome =

BR OS | vote ||ove

Breakdownsource|In

Actasfilter|In   

ClickUpdatetwiceto returnto thedashboard.

SelecttheIncident.CategoryBreakdownSourceandchecktheSoftwareand
Networkelements.

ClickApplyandvalidatethefollowing:
e  Allreportsbasedon theIncidenttableintheIncidentManagementare filtered
e Thewidgetson theCustomerSatisfactiontabare filtered

F.CascadingFilter

ReviewCascadingFilterConfiguration
1. NavigatetoReports>Administration> InteractiveFilters.
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2. OpentheManagerâ€”AssignmentGroupCascadingfilter.

3. ReviewtheconfigurationoftheManagerâ€” AssignmentGroupCascadingfilterto
becomefamiliarwithitsfilteringcapabilities.

PracticingUsingCascadingFilter

1. Navigatebackto theCustomerSuccessAdvocatedashboard.

2. Createa new dashboardtabandrename itto IncidentAssignments.
3. Addthefollowingwidgetsto thenew tab:

e ReportsWidgetâ€” IncidentsbyCreationDate

e InteractiveFilterWidget/CascadingFilter/Managerâ€”AssignmentGroup

ConfiguretheIncidentsbyCreationDatereportto FollowtheInteractivefilter.

ClearallBreakdownSourceElementfilterscurrentlyappliedto thedashboard.

. Testthecascadingfilterbymakingthefollowingselections:
 

Managerâ€” DonGoodliffe ManagerAssignmentGrove

AssignmentGroupâ€”

Database

Assigneeâ€” ITILUser

â€˜FIncidentsbyCreationDate

pt # Ff Â£Â£SF

7. ConfirmthattheIncidentsbyCreationDatereportdisplaysonlyIncidentsassigned
to ITILUserandtheDatabaseAssignmentGroup.    I Note:Yourreportmaydifferslightlyfromthescreenshot.

YouhavenowcompletedtheResponsiveDashboardslab.
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Interactive

Ke]Â©)0)(YeaM53

. OptionalLab
Analysis 5.2

310m

ITSMProcessManagersrequiretheabilitytodoon-the-flyanalysisofcurrentprocessdata.
TheInteractiveAnalysisfeatureprovidesa deeperunderstandingofdatainan instant
dashboard.Inaddition,itofferseasymanipulationofqueries,theabilitytoshareand
publish,aswellasautomaticpersistence.
Thislabwillshowyouhowtodothefollowing:

* LaunchInteractiveAnalysisfromwithina processcontext.
* ApplyInteractiveFiltersforinsightfulunderstandingofanalyzeddata.

InteractiveAnalysis
A.Navigation

ViewingReportsandFilters

1. NavigatetoIncident>All.

2. Right-clickthePriorityfieldandselectLaunchInteractiveAnalysis.
 

= Priority= state

Sort(aoz

Sort(zto

ShowVisualTaskBoard
GroupByPriority

4 BarChart

PleChart LaunchinteractiveAnalysis

= category

Beations

Beations  

3. Adjustthecontrolsatthetopofthedashboardasfollows:
e Groupby:Priority
e Stackby:State

e Aggregation:Count
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YIfnecessary,clicktheFiltersbuttonÂ° inthebannertoopentheFilterspanel.

UsingtheINCIDENTOPENEDfilter,viewonlyIncidentsopenedLast30days.

UsingtheINCIDENTPRIORITYfilter,viewonly1-Criticalpriorityincidents.

SelectAllintheINCIDENTOPENEDandINCIDENTPRIORITYfiltertoclearthem.

NavigatetotheFiltersInfopanel.
ClickEditSourceFilterandmakechangestodisplayonlyIncidentsinProgress.

[EditSourceFilter

LoadFilter|SaveFilter

Â¥conomons

AlloftheseconditionsmustbemetState    

. ClickSavechangesandnotethattheDashboardisrefreshedautomatically.

. EdittheSOURCEFILTERonceagainto remove theState= InProgressconditionand
savethechanges.

12.ClickAddtoFavoritesnexttoSOURCEFILTER.

13.ReviewtheSHAREfield.

I Tip:YoucanretrievetheDashboardURLforSharingpurposesfromtheSHAREfield.

B.InteractiveFilters

ChangeTypeInteractiveFilter

1. Navigateto theChange>All.

2. ClicktheTypefieldandselectLaunchInteractiveAnalysisfromthecontextmenu.

3. Practiceapplyinga non-CountaggregationsuchasAverageImpact,Riskor Priority.
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INote:Thereare no InteractiveFilterscurrentlydefinedfortheChangeInteractiveAnalysis.

4. NavigatetoReports>Administration> InteractiveFilters.

5. ClickNewtocreatea newInteractiveFilterasfollows:
 

Filterbasedon: <= feteractiveFiter

ChoiceList Fiterbasedon

ChoicelistName:ChangeType & Nome optyoatablsinhierarchy

ChangeType

UIControlType:
SelectMultiple
Input contolypeSectMp put

Table:
Change_RequestChoiceLit
[change_request]â€˜able

ChangeRequest[change_request]
Field:Type Feld

Type   

6. ClickSubmit.

ChangeStateInteractiveFilters

1. Createa new InteractiveFilterasfollows:

Filterbasedon: < & [mterectiveFilterChoiceList Fitterbasedon Application
Choicelist EC Global

Name:
Change
State

2 Name â€˜Applytoalltablesinhierarchy

Applytobothdatabaseviewsandtables

UIControlType:
Checkboxes

Table:
Change_Request
[change_request]

ChoiceList

Table

ChangeRequestchangerequest]

Field:State me

State   

2. ClickSubmit.

InteractiveAnalysis
2019ServiceNow,Inc.AllRightsReserved 



AccesstheChangeInteractiveDashboardusingthelinkinyourhistory.

InteractiveFilter
NewRecord

InteractiveFilters

ChangeRequestInteractiveAnalysis

ConfirmthatthetwonewInteractiveFiltersare nowvisible.

 <__interactiveAnalysis
ChangeRequest

GroupbyType y Stackbystate

AggregationAverage Â¥ Impact

â€˜ ||- nm

ColispseAll

Averageimpact

 AvthoriseMLScheduledIEImplement
1 Canceled   

TroubleshootingTip:Ifone or boththeChangeStateandChangeTypeInteractiveFiltersare

noton thedashboard,manuallyaddthemusingtheAddFiltersbutton.

 
Filters

@)addritters

ExpandAll

HANGESTATE DCHANGETYPE

 

YouhavenowcompletedtheInteractiveAnalysislab.
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MatchtheTechniquetotheObjective
(OCo}-MOXo}sot)0}3 ReviewQuestions

Responsivedashboardshavedrag&drop * Howare PerformanceAnalyticswidgetsUXandflexibleresponsivelayout y 8
filteredina Dashboard?

InteractiveFiltersare Filterwidgetsthat
enhanceDashboardinteractivity

~ HawaiseSejperiteisgeterihepoeIn
DE-ialeley-lnelta

CascadingFiltersapplyfiltersto
InteractiveFiltersforreportnavigation

* HowareCascadingandInteractiveFilters
different?

BreakdownDashboardsallowtofilter
widgetsbyBreakdownElementsor * HowareResponsiveDashboards
BreakdownRelations rVatele)(qrea
Dashboardsharingcanberestrictedby
roleor withACLsappliedtoSharinglist   
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ModuleObjectives
ReviewSpotlightObjectivesandUseCases
DefineSpotlightTaskPrioritization

ConfigureSpotlightGroupsandCriteria

ConfigureSpotlightforServiceMonitoring
ReviewavailableSpotlightSolutions

LabsandActivities
6.1ConfigureSpotlightforIncidentManagement

 

ThismoduleintroducestheSpotlightapplicationâ€” anadvancedanalyticsfeaturethatcombines
reportingandperformanceanalyticstechniquesto uncoverthemostrelevant,pressing,and
businesscriticaltasksimpactingyourprocessesandservices.

Spotlight
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SpotlightObjectives
* Identifyrecordsandwork
itemsthataremostimportantto
yourprocess

* Considermultipleattributes
whenevaluatingrecordcriticality

* Automatethegenerationof
â€œspotlightâ€•recordsthatneed â€”

immediateattentionandpresent MosiImportartWorkdenied
themininteractivedashboards   

TheSpotlightcan beusedinthefollowingsituations:
* Youneedtoevaluateandidentifyasubsetoftablerecordsbasedon adynamicand/orcomplex

selectioncriteria.Andyouneedtodothaton a regularor scheduledbasis.
Youneedto rankworkrequestsor itemsbasedon multipleattributessuchaspriority,urgency,
escalation,impact,etc.

Youneedtomakedecisionsoncurrentworkbasedon pastperformanceandtrends.With
Spotlight,thecompositecriteriacanquerybothcurrentprocessdataaswellashistorical
informationcollectedbyPerformanceAnalytics.
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now.UseCase:MarketingLeadScoring
* LeadScoringisa marketingtechniqueusedtoidentifyleadsimportanttothe
business

Â¢Usesmultiplefactorssuchascompanysize,segment,geography,strategic
importance,etc.

Benefits:
â€”Bettersalesefficiencyandeffectiveness
â€”Increasedmarketingeffectiveness
â€”Marketingandsalesalignment
â€”Higherrevenue

 

Leadscoringis amethodologyusedto rankprospectsagainsta scalethatrepresentstheperceived
valueeachleadrepresentstotheorganization.LeadScoringallowsabusinesstocustomizea

prospect'sexperiencebasedon hisor herbuyingstageandinterestlevelandgreatlyimprovesthe
qualityand"readiness"ofleadsthataredeliveredtosalesorganizationsforafollow-up.

TheMarketingleadscoringpresentedhereenablesmarketingteamtoprioritizeleads,sendonly
sales-readyleadstothesalesteam,nurturethenot-yet-salesreadyleadsuntiltheybecome
qualifiedandpreventscostlyleadleakage
Inadditionto themarketingusecase,Spotlightcanbeusedfor:

TriagingIncidents
DemandandProjectScoring
RequestRanking
SalesLeadScoring
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ScoringandPrioritization
Â¢Evaluatekeyattributessuchas

Priority,Age,BreachedSLA,etc. SyotoINCO2248
* Eligibletasksareassignedthe Priority=Critical

respectivecriteriaweight INCOO054

Priority=Critical
* Totaltaskweightiscalculatedas DaysOisEn>Sa sumofcriteriascores SreacieslslASVes

DaysOpen<5
BreachedSLA=No

Â¢Thefinaltaskscorerepresents
itsimportance/criticality   

Toidentifythemostimportanttasks,youtypicallyprioritizeCriticalincidentsas more important
thanHighPriorityincidents.However,ifaHighpriorityincidenthasbeenopenfora longtime,
breachedanSLA,or hasbeenreassignedmultipletimes,youmightconsiderit morepressingto
addressthananotherCriticalpriorityincident.

Spotlightallowsyoutodothissortofmulti-partprioritizationbybuildingcompositeweighted
criteria.Youmaydecidetocreatea compositecriteriausingthePriority,OpenDays,Reassignments,
andSLAstatuspropertiesofan Incident.Eachofthesecriteriapartscarriesaweightwhichisused
tocalculatethetotalweightor score fortheIncident.
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IncidentScoring CombinedWeight
= 1600

Reassigne
morethan3

Criteria:
â€” BusinessCriticalityHigh= 100points
â€”Reassigned>3times=500points
â€”SLAisBreached= 1000points

 

SpotlightworkswiththedataassociatedwithanAutomatedPerformanceAnalyticsIndicator.Inthe
aboveexample,SpotlightisconfiguredfortheNumberofOpenIncidentsindicator.

Thescoringprocessrequiresa setofcriteriatoapplytoeachtaskinthesnapshot.Theexample
criteriaappliesthefollowingconditions:BusinessCriticality= MostCritical,SLAisBreached,and
ReassignmentCount>3.

Iftherecordmeetsthecriteria,itgetsassignedacriteriaweight.Thetotalscoreisthesumofthe
weightofallcriteriathatapplytothatrecord.

Spotlight
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SpotlightConfigurationProcess

Create
Nexo)ilfelals

* Specify
Automated
Indicator

* Define
Breakdownsand
Elements

* SetThreshold

BY~Vilate)Generate
Sirie} Nexolelalis

CreateCriteria * Schedule
conditionsSpotlightJob
Assigncriteria
weights

ViewLogs
ViewInteractive
Analysis
BuildDashboard

 
BeforesettingupSpotlight,ensurethatthesetaskshavebeencompleted:

ActivatePerformanceAnalyticsandconfigurerelevantprocessIndicators
AutomateddatacollectionforrelevantIndicators
ActivatetheSpotlightBasePlugin
ActivateanyapplicableSolutionPlugins

NotethatthePremiumversionofPerformanceAnalyticsisrequiredifSpotlightisperformedfor
anythingotherthantheIncidenttable.
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SpotlightGroup
Purpose:DefinetheinputdatasettobeusedbySpotlight

BREAKDOWN+ELEMENTTHRESHOLD
Refinesthebasedata TriggerscreationofSpotlights

source forrecordsabovethisscore

INENININIEOuro)is
Definesthedatasource

vy Search 1 to20f2 PhPP

= Namea =active= Breakdown = Element = MainIndicator = Threshold

Search Search Search Search Search

IncidentSpotlight true (empty)

SoftwareIncidentsepotleht
true Category

   

TheSpotlightgroupdefinesthedatatoevaluateandtheweightthresholdneededto createa
spotlight.Ifthescoreofa recordinthedatasetexceedsthethreshold,aspotlightiscreatedforthat
record.Thescoreofa recordisthetotalweightfromallapplicablespotlightcriteriainthespotlight
group.
* MainIndicator:thedatasettoevaluateisdefinedinaPerformanceAnalyticsindicator
* BreakdownandElementcanoptionallybedefined
* Threshold:Anyrecordscoringaboveator abovethisthresholdwillbeincludedintheSpotlight
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Snapshotvs PlatformData
= SpotlighiCerereScentSpotign: @ZSÂ°Â° Updateâ€”BrecuteNowDelete CopytoBreakdownElementPerformanceAnalytics

Snapshot= most 2ktame [SotareedenSpot xtain [mumberotopennaaenes|@][@recentlycollecteddata thveshote
neser

a 1200, BreakdownCategory Qa @4 7 7

Platformdataformain indicator EvaluatecoresRE TTfoal 2KElementApplications a 0

Active

Schedule

PlatformData= fun [Dally

businesstabledata %Time|Hows[23 [oo_[oo   

TheEvaluatescoresfrompropertydeterminesthesourceofdatatouseforgeneratingSnapshots.
Bydefault,a new Spotlightgroupusesasnapshotofrecords.ThePerformanceAnalyticsdata
collectionjobsforthemainindicatorandthecriteriaindicatorsoftheSpotlightgroupcreatethe
snapshots.ForaSpotlightgroupto usesnapshotrecords,themainindicatorandalltheindicators
usedinthecriteriaoftheSpotlightgrouphavetheCollectRecordsoptionon

Note:Onlyindicator-basedSpotlightcriteriaevaluatesnapshotrecords.

Query-basedcriteriaalwaysevaluateplatformdata.Spotlightcancollectandevaluaterecords
directlyfromtheplatformatthetimethattheSpotlightjobruns.TheresultingSpotlightscores

reflectthestateoftheplatformatthetimeofthelatestSpotlightjob.

Note:Evaluatingplatformdatarequiresmoresystemresourcestoquerytheindicatordatathan
evaluatingrecordsfromasnapshotdoes.

Limitations:Indicator-basedcriteriacannotbeusedtoevaluateplatformdatawhenscripted
breakdownsareapplied.
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SpotlightCriteria
* Spotlightscoringlogiccomprisedlaclanlelice
ofmultipleconditions ACriticalIncidentnotupdatedinlast

30daysandReassigned4timeshasscore=

1000+1000+100= 2100
* EverycriteriaconditionhasWeight
Â¢Weightisassignedtorecordsthat
satisfythecriteria

 
= SpotlightCriteria SearchName 1 to30f3 > PP

F sooth
.

Y SpotlightGroup= SoftwareincidentSpotlight

& =Namey  =Breakdown =2ndBreakdown = Condition =Criteriatype= Weight
Reassignment(empty) (empty)reassignment_count>3Â°EQQuery

Priority(empty) Indicator

(empty)(empty) Indicator     

TheSpotlightcriteriadefineshowtoscore recordsbasedonspecificattributes.Forexample,
differentcriteriaweightsallowyoutoassignhigherweighttotaskswithhigherUrgency,and,lower
weighttotaskswithlowerRiskor Impact.
Theindividualrecordscoreisthesumofweightsofallapplicablecriteriaconditionsinthespotlight
group.Usingtheabovedefinition,a CriticalIncident(weight1000)notupdatedin30days(weight
1000)andreassigned4times(weight100)hasa scoreof1000+ 1000+ 100= 2100asperthe
definedweightsandCriteria.
Therecordscore iscomparedtotheThresholdandonlyrecordsscoringover theThresholdare

issuedacorrespondingSpotlight.
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SpotlightCriteria:Query

 CriteriaType: <| Beetle @2%00 Updatedelete

QUERY
2KName Reassignment>3times

WEIGHT:Assign
Fenmanes[ey

thisscoretoall Query

recordsreturned FactstableIncidentincident]

bytheCondition 2KConditionAddFilterConditionAdd"OR"Clause

> SpotlightSoftwareincidentSpotlightQ  @
Group

2KWeight 100

Reassignmentcount Y_greaterthan

QUERY:Which
recordswillbe - - . .

assignedthe Example:AllIncidentsin thedatasetwithReassignment
weight count> 3willbeassignedscoreof100

   
TheSpotlightcriteriacaneitherbeoftypeQueryor oftypeIndicator.IfyouselecttheQuerytype,
youneedtospecifytheFactstableandtheConditionthatspecifieswhichrecordstoweight.For
consistencyandeaseofuse,thetableisalreadypopulatedwiththeFactstableoftheMain
IndicatordefinedintheSpotlightgroup.
Intheexampleabove,theReassignment>3timescriteriaisgoingtoassign100toeveryincidentin
therecordsetwhichhasReassignmentcountgreaterthan3.

Note:Query-basedcriteriaalwaysevaluateplatformdata,even ifyousetthegrouptoevaluatedata
fromasnapshot.

Spotlight
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SpotlightCriteria:Indicator

CriteriaType:
INDICATOR

WEIGHT:Assign
thisscoretoall
recordsreturned
inthesnapshot
1stand2"Â¢Level
Breakdowns&

Elements:Refine
DataSet

> Name

2KCriteriaType

Indicator

>Indicator

Breakdown

2kElement

2ndBreakdown

2ndElement 
CE eo @S 00 Update_â€”Delete

P3-Moderate 2KSpotlightSoftwareincidentSpotlightQ  @
Group

Indicator
2kWeight

Numberofopenincidents

Priority

3-Moderate

 

Example:AllModeratePriorityIncidentsintheNumberof
OpenIncidentssnapshotwillbeassigneda score of10

 

SelecttheIndicatorCriteriatypetoassigntheweighttoallrecordsincludedinthatindicator.
Optionallyselectoneor twobreakdownsandelementsto limittheincludedrecordstoonlythose
withthespecifiedbreakdownelementvalues.
Youcanonlyselectan IndicatorthatissourcedfromthesameFactstableastheMainIndicatorof
theSpotlightgroup.

Note:Onlyindicator-basedSpotlightcriteriaevaluatesnapshotrecords.

Indicator-basedcriteriacannotbeusedtoevaluateplatformdatawhenscriptedbreakdownsare

applied.Thespecificrestrictionsare:

Â¢ Iftheindicatorofacriterionusesa breakdownthatisbasedonascript,thisspecificcriterion
cannotbeused.Eithercollectsnapshotinsteadofplatformdataor createquery-basedcriteriain
placeofindicator-basedcriteria.
IfthemainindicatoroftheSpotlightgroupusesa breakdownthatisbasedonascript,you
cannotevaluateplatformdata.ConfiguretheSpotlightgrouptocollectdatabasedonsnapshots
only.
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now.CollectingSpotlightData 

RN eee are Delete||CopytoBreakdownElement
2 NameSoftwareincidentSpotight2kMainNumberofopenincidentsQO

Indicator

2KThreshold

VEViaMlate|fex-1ne]mGre)[-reid(ela) Evauateseores
from

BreakdownCategory

3KElement|Applications

YDaily
Weekly|Mainindatorcaeton| Site

y =
es PerGroupCollection

CriteriaIndicators JobSchedule

(ero)|-teraToya)
= Scheduli Seth =Name vy Searchy â€œN (3en

Sfolacrel](cos)eldala

spentcroupCleon
2a 7

SpotlightGroupCollection& Q  SNamea =Nextaction STriggertypeJob

â€œspot Search Search Search

@Incidentspotlight-Job2019-07-2723:00:00Daily RunScriptJob

SoftwareIncident@ ae 2019-07-2723:00:00 Daily RunScriptJob

 
 

 

EachSpotlightgrouphasacorrespondingCollectionjob.Toimmediatelycollectscoresfora
Spotlightgroup,gototheSpotlightGroupandclickExecuteNow.

ToscheduleaSpotlight,checktheActivepropertyandselecta RunandTimeoption.AvailableRun
optionsare:Daily,Weekly,Periodically,Once,andOnDemand.TheSpotlightcollectionjobcanbe
viewedbynavigatingtoSystemScheduler>ScheduledJobsandsearchingforthecorresponding
Spotlightgroupname.
OncetheSpotlightcollectionruns,theSpotlightsJobLogsRelatedListcontainstheSpotlightJob
Logstatusrecord.

BelowaresomebestpracticesforschedulingtheSpotlightcollection.SchedulingSpotlightscore

collectioninthiswayensuresthattheresultsareup-to-dateandmeaningful.
* ThemainindicatorandalltheindicatorsusedinthecriteriaoftheSpotlightgroupshouldhave

thesamedatacollectionfrequency.
ThedatacollectionjobsforalltheSpotlightgroupindicatorsrunascloselytogetheraspossible,
tokeepthedatasynchronized.Thesnapshotsofthecriteriaindicatorsmusthavethesamedate
asthelastscoredateofthemainindicator.Ideally,themainindicatorandallthecriteria
indicatorsare inthesamedatacollectionjob.
TheSpotlightscore collectionjobshouldrunsat thesamefrequencyas thedatacollectionjobs,
andassoonaspossibleafterthosejobscomplete.

Spotlight
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  â€˜Spotlight =

TlooIatoabeto0Tteeeaacs7H2090O FS - vpdateoviete

SpotlightAudits > Es |(0) were (eres ][0

Table Incident(incident â€™ rae

1401

Â¢ SpotlightAuditsaregeneratedfor
eachSpotlightrecord cma exo ES

* Onlythelatestspotlightsare
nese

retainedintheSpotlightstable
criteria score = spotlightcriteria = spotlightGroup

1 PA-tow SoftmareincidentSpotight
100Resssignment>3timesSoftwareincidentSpotight
100OpenincidentsnotundatedSaysSoftwareincidentSpotight

11000Openincidentsnotundated20<aysSoftwareincidentSpatightSpotlightCriteria(11)Spotlights(57)SpotlightJobLogs(1)SpotlightGroupCopyLogs 25IncidentsOlderthan28days SoftwareincidentSpotightSpotlightsSearch1D Â¥ Search
10 DescrstonisEmaty SoftmaceincidentSpotight7Â¥SpotlightGroup= SoftwareIncidentSpotlight a aes

=0 Stable active = SpotlightJobLog

Q
Â®
(0)
[o}

fo) 25IncidentsOlderthan7days SoftwareincidentSpotight
Â®
(0)
[o}
{0}
Â® 25 IncidentsOlderthan14days SoftwareIncidentSpatight Incident:INCO004358incident te 2019-07-2620:01:51 ]

SpotlightsperlatestSpotlight SpotlightAudits= Score
Groupcollection CalculationDetails

 

AfterrunningtheSpotlightGroupcollection,allrecordsinthedatasetareassigneda score.
Wheneverthetotalweightofa recordexceedstheSpotlightgroupThreshold,a newrecordis
createdintheSpotlight[spotlight]table.
Theoriginalrecordâ€™ssys_idisstoredintheIDfieldandthetotalweightforthatrecordisinthe
ScorefieldoftheSpotlightrecord.AllSpotlightsasperthelatestSpotlightcollection(therecords
whichexceedthethreshold)arevisibleintheSpotlightsRelatedList.

SpotlightcollectiongeneratesSpotlightsintheSpotlighttableanddeletespreviousSpotlights.
CorrespondingSpotlightauditrecordsare createdinthe[spotlight_audit]tablerepresentingper-
criteriascores.SpotlightAuditsarevisibleintheCriteriaâ€™sSpotlightAuditsrelatedlist.

Tosummarize,thetablesSpotlight[spotlight]andSpotlightAudits[spotlight_audit]areusedto
storeSpotlightscores.TheSpotlighttablecontainsonlythemostrecentSpotlightGrouprecordsas

perthelatestexecutionoftheSpotlightjob.TheSpotlightAuditstablecontainsahistoryofall
criteriascores.
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SpotlightRoles
 

CreateSpotlight
Groups
CreateCriteria   ExecuteSpotlightJob
CreatePATargetsand pa_spotlight_viewer
aialassiarel(ek pa_spotlightViewScorecardsand DashboardViewer
Dashboards

 

Thepa_spotlight,pa_spotlight_viewer,pa_spotlight_copy_breakdown,and
pa_spotlight_copy_domainarefourrolesincludedwiththeSpotlightapplication.Thepa_admin
andpa_power_userrolesdonothaveaccesstotheSpotlightapplication.
* Thepa_spotlightcontainsthepa_viewerroleandhasSpotlightadministrativeprivilegeswhich

allowstocreategroups,copygroupsfordifferentbreakdowns,buildcriteria,executeSpotlight
collection,viewdashboardssharedwithpa_viewer,andedittheSpotlightdashboards
Thepa_spotlight_viewerhasnoprivilegesoutofthebox.Thisroleshouldonlybeusedtoallow
userstoviewSpotlightDashboards
Thepa_spotlight_copy_domainroleallowsuserstocopyentireSpotlightGroupbetween
domains.
Thepa_spotlight_copy_breakdownroleallowsuserstocopyentireSpotlightGroupwithdifferent
breakdownandelements.

Spotlight
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= BBincidentv

SpotlightDashboard velo uaeSponge Saigewen ac} Sptin ins wscgn{waderpend

* ScoreReports,InteractiveFilters, IncidentPrioritySpotlightDBView l3l l l2?l â€œ

* Sharedwithitil,pa_spotlight,and Incidentstate

pa_spotlight_viewerIncdet Stet

.

Â©vem â€˜ Ustneoeieio 

Â©mcomnsrershonearsnorworking
Â©ncmananâ€˜iertvtomeigwth  Â®Mcono1s23-NetbaseProblemsDeespon|Spotdatabaseviewft bene  

RelatedLinks

ew Tbs 1 sven â€œa , DatabaseviewjoinsIncidentandSpotlight
tablesusingtheIncidentâ€™ssys_id  spanwbiesncent

   

TheIncidentSpotlightsolutionprovidesanout-of-the-boxdashboardwiththefollowingwidgets:
ScorereportofIncidentsAbovetheSpotlightthreshold
ScorereportofIncidentsAbovetheSpotlightthresholdthathaveCriticalPriority
ScorereportofIncidentsAbovetheSpotlightthresholdthatareUnassigned
SeveralinteractiveIncidentfiltersareautomaticallyaddedtothedashboardâ€” AssignmentGroup,
State,Priority,DateOpened
AlistviewoftherecordsintheSpotlightbasedona databaseview

ShownhereistheIncidentSpotlightdatabaseviewthatjoinstheSpotlightandIncidenttables.It
letsyoueasilyviewincidentrecorddetailsalongwiththeirSpotlightweight,.Youcanuseit asan

exampletocreateyourown databaseviewstoothertables.Jointhetablesso thattheSpotlightID
matchesthesource recordâ€™ssys_idvalue.

Spotlight
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SpotlightInteractiveAnalysis
InteractiveAnalysis* ShowstheSpotlight

output IncidentsaboveSpotlightthreshold UnassignedSpotlightIncidents Filters

- 131 121 â€”â€”* Visibleto coos
Number OpenedShortdescriptionPriorityState CategoryAssignmentgroup

pa_spotlight_viewerwise esti
INcogosoe411 Perfor5 oing

Closed ApplicationsIT.Secuies
sine

2019.06
Iconosas12

:
Mardware (TSM.Enginesring

161324

201906
inconose414 te Hardware

124824

2019.06
nconossas14 Network

issezq

2019.065inconosse214 Batterydying snning
8 Software

1416.24

2019.065 .
conns29s13 â€˜StolenMobilePhone. SenviceDesk   

ThespotlightsInteractiveAnalysisdashboardpresentssimilarinformationtothaton theSpotlight
Dashboard.AdditionalInteractivefilterscanbeconfiguredandaddedasneededtovisualizethe
Spotlightdata.

InteractiveAnalysiscontainsthefollowinginformation:
ThenumberofSpotlightrecords.TheseareallfacttablerecordsthatexceededtheSpotlight
Groupthreshold.
ThenumberofunassignedSpotlights.
ThedatabaseviewthatjoinstheSpotlighttablewiththefactstableofthemainindicator.

Sharethisdashboardwithanyonewhoneedsto see thefinaloutputoftheSpotlightcollection.The
userwithwhomyousharetheinteractiveanalysismusthavethepa_spotlight_viewerrole.

Spotlight
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ActivatingSpotlightSolutions
* GuidedSetupfor: 7 ;

. . 25% WelcometoSpotlightGuidedSetupâ€”IncidentSpotlight Complete

â€”ProblemSpotlight ) Spotlightusesweightedcriteriatoscorerecords.Thehigherarecord'sspotlightscore,themoreimportantsforyour businessto

â€”ChangeSpotlight address.Spotlightdoestheworkforyou

â€” RequestSpotlight

TheSpotlightcontentpackhelpsidentifywhich recordsare themostimportanttoyourbusiness. Continue

* Spotlightsolutionsprovide:
â€”SpotlightGroup - ; ;

. . .
Â©SpotlightGroups @Spotlight @CollectData @ViewDashboard

â€”SpotlightCriteria Reviewthespot Criteria Sash

â€”Dashboard
re

Speight

ot

HowitWorks    

ToactivateSpotlight,enablethebaseplugincom.snc.pa.spotlight.
ThefollowingpreconfiguredSpotlightsolutionsareavailable:

PerformanceAnalytics- Spotlight- ChangeSpotlightcontentpack(com.snc.pa.spotlight.change)
PerformanceAnalytics- Spotlight- IncidentSpotlightcontentpack
(com.snc.pa.spotlight.incident)
PerformanceAnalytics- Spotlight- Problemspotlightcontentpack
(com.snc.pa.spotlight.problem)
PerformanceAnalytics- Spotlight- Requestspotlightcontentpack(com.snc.pa.spotlight.request)

Inaddition,a Spotlight>GuidedSetupmoduleisprovidedtoassistwiththeSpotlightdeployment.

Spotlight
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SpotlightforIncident
Management

Ke]Â©)0)(YeaM53
TheCloudDimensionsteamwouldliketoleveragereportsandindicatorstoprioritize
theirworkandfocuson themostpressingincidents.Inthislab,youperformthe
followingactivities:
* ActivateandconfiguretheSpotlightapplicationforIncidentManagement
Â¢ AnalyzeserviceperformanceusingSpotlightvisualizations

ActivateandConfigureSpotlight
A.SolutionActivation

ActivationandVerificationofrequiredplugins
Inthissection,youconfigurethebaseSpotlightpluginandtheSpotlightforIncidentssolution.

1. Loginto thelabenvironmentasaSystemAdministrator.

2. NavigatetoSystemDefinition>Plugins.
3. Activatethefollowingplugins:

e PerformanceAnalyticsâ€” Spotlight(com.snc.pa.spotlight)
e PerformanceAnalytics- Spotlight- IncidentSpotlightcontentpack

(com.snc.pa.spotlight.incident)
Note:ActivatingthePerformanceAnalytics- Spotlight- IncidentSpotlightcontentpackplugin
willautomaticallyactivatethePerformanceAnalyticsâ€” Spotlightplugin.

4. Navigateto PerformanceAnalytics>Dashboards.

5. OpentheSpotlightdashboardtovalidatesuccessfulplugininstallation.

Spotlight
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DastbooresA
RecentOwnedbyMeSharedwithMeAll AllGroups

â€˜Spatiight
Incident

OwnedbySystemAdministrator   

6. Confirmthatwidgetson theSpotlightIncidentdashboardshowno data.

INote:Databecomesavailableafterconfigurationiscompletedandcollectionisperformed.

B.ReviewofSpotlightforIncidentsusingGuidedSetup
Inthissection,youwillreviewtheexistingsetupoftheSpotlightforIncidentssolution
usingtheGuidedSetupapplication.

SpotlightGroup
1. NavigatetoSpotlight>GuidedSetup.

SelecttheGetStartedbutton.

Focuson theIncidentSpotlightconfigurationtask(topofthelist).
Hoverover theSpotlightGrouptaskandclicktheQuickstartlink.

IncidentSpotlight . 0/6TasksPowe Skip completed
SetuptheincidentSpotlightcontentpack,which

SpotlightGrou; ickstartenablesyourbusinesstoidentifyandprioritize itm id Q

incidentsthataremostimportantbasedon SpotlightCriteria

multipleweightedcriteria, DatabaseView(requiresADMINrole)
 

5. OpentheIncidentSpotlightGroup.
Questions:

WhichIndicatoristhisspotlightbasedon?

Whatisthecut-offscoreforgeneratingaspotlightrecord?

6. EnabletheActivecheckboxandSave.

Spotlight
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INote:TheExecuteNowbuttonisnow visibleon theform.

7. ClicktheBackbuttonon theformtoreturntothelistofSpotlightgroups.

8. ClicktheMarkasCompletebuttonintheHelppanel.

Takea Tour

9. Verifythatyourcurrentcompletionstatusis16%.

Note:ifatanypointyouclosetheHelppanel/sidebar,presstheHelpiconon thebannertorestoreit.

aSystemAdministrator~ Q A

SpotlightCriteria

1. Hoverover theSpotlightCriteriataskandclicktheQuickstartlink.
 

IncidentSpotlight skip 1/6Taskscomplet
SetuptheincidentSpotlightcontentpack,which

Y SpotlightGrouenablesyourbusinesstoidentifyandprioritize poner P

incidentsthatare mostimportantbasedon SpotlightCriteria Quickstart
multipleweightedcriteria. DatabaseView(requiresADMINrole)

2. ReviewthecomponentsoftheSpotlightCriteria.

Questions:
HowmanyQueryCriteriahavebeendefined?
HowmanyIndicatorCriteriahavebeendefined?
WhatisthebaseIndicatorsourceforallIndictorqueries?

Spotlight
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Whichare theCriteriawithhighestWeight?
Whichcriteriawillusesnapshotdatawhichwilluseplatformdata?

3. ClicktheMarkasCompletebuttonintheHelppanel.
4. Verifythatyourcurrentcompletionstatusis33%.

DatabaseView

1. Hoverover theDatabaseViewtaskandclicktheQuickstartlink.
 

IncidentSpotlight . 2/6TasksPowe Skip completed
SetuptheincidentSpotlightcontentpack,which

enablesyourbusinesstoidentifyandprioritize
Y SpotlightGroup

incidentsthataremostimportantbasedon Y SpotlightCriteria

multipleweightedcriteria. Dene ve Quickstart
(requiresADMINrole)   

2. Opentheincident_spotlightviewandreviewitsconfiguration.

IQuestion:Whichfieldisusedtojointheincidentandthespotlighttables?

3. PresstheBackbuttonofthedatabaseview.

= DatabaseView
== incident_spotlight

4. ClicktheMarkasCompletebuttonintheHelppanel.

 

  

5. Verifythatyourcurrentcompletionstatusis50%.

CollectData

Hoverover theCollectDatataskandclicktheQuickstartlink.
 

IncidentSpotlight . 3/6Tasks8 Skip completed
SetuptheIncidentSpotlightcontentpack,which

lightenablesyourbusinesstoidentifyandprioritize
Y SpotlightGroup

incidentsthataremostimportantbasedon Y SpotlightCriteria

multipleweightedcriteria. DatabaseView(requiresADMINrole)

CollectData> 22:start
tatus:Inprogress   

Spotlight
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ReviewtheTimeattributeunderSchedule.

Note:Note:MakesurethattheSpotlightcollectionhappensaftertheIndicatorcollectionfor
mostaccurateresults.

PresstheExecuteNowbutton.

Tip:AllowsometimeforthejobtocompletecalculatingandgeneratingalistofIncidentsthat
meetthespotlightcriteria.

Refreshtheformandnotethatyouhavenew recordsintheSpotlightsRelatedList.

ClicktheMarkasCompletebuttonintheHelppanel.

Verifythatyourcurrentcompletionstatusis66%.

ViewReport
1. HoverovertheViewReporttaskandclicktheQuickstartlink.

 

IncidentSpotlight skip 4/16Taskscomp!
SetuptheIncidentSpotlightcontentpack,which.

- SpotlightGroupenablesyourbusinesstoidentifyandprioritize

weightedcriteria, DatabaseView(requiresADMINrole)

v

incidentsthataremostimportantbasedon multiple Y SpotlightCriteria

v

v CollectData
Status:In progress

ViewReport
Continue  ViewDashboard

 

2. Confirmthat80+incidentspotlightshavebeengeneratedandshowninthelist.

Note:Thisreportretrievesrecordsfromtheincident_spotlightviewwithSpotlightGroupsetto
IncidentSpotlight.

3. ClicktheBackbuttonto returnto theGuidedSetup.

K]Editreport

4. ClickViewReporttoopenthetaskandupdateitsstatus.

 

 

ViewRepo: Quick
start   

Spotlight
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5. MarktheViewReporttaskasComplete.
ViewReportskipAddNotes MarkasComplete4/6TaskscompletedLastvisitedjustnowbySystemAdi â€” 

ViewDashboard

1. ClicktheIncidentSpotlighttask(circle)intheGuidedSetupmenu.

 CollectDataskipAdÃ©Notes

20% 5/6taskscomplejuno Sytem Mackasincomplete}Admiistator
mee

Y â€”SpotlightGroup
YoucancollectSpotlightdatabothondemandandaccordingtoaschedule|

Â® YY SpottightCriteria havetoactivatetheSpotlightgroupbeforeyoucancollectdata
as

IncidentSpotlight

2. Navigateto theViewDashboardstepintheGuidedSetup.   

3. ClickthecorrespondingQuickstartlink.

4. ConfirmthattheIncidentDashboarddisplaysdatainallWidgets.
 
= BBincidentv +

IncidentsaboveSpotlightthreSpotlightIncidentsP1-Critic:SpotlightIncidents- Unassign_IncidentOpened
a

IncidentState

a

IncidentsSpotlight-list

Number ShortdescriptionIncidentOwnerAssignmentgroup State ScoreÂ¥AssignmentGroup
ta nt

@  cooakr4TShortcutsnotworking. leroty)SecuritiesProgressal

FaultyScannertoomaryendingdocuments Â©ncoomanr tent)UTsMEngineeringNew

 

INote:Yourresultsmaydifferslightlyfromtheexample.

AccessthedashboardmenuandselectCreateFavorite.

ConfirmthattheIncidentDashboardshortcuthasbeencreated.

ClicktheMarkasCompletebuttonintheHelppanel.
ConfirmthatyouhavecompletedallIncidentSpotlightconfigurationtasks.

Spotlight
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9. NavigatetoSpotlight>Spotlights.ConfirmthatthelistofSpotlightscontainsthe
sameincidentsdisplayedintheIncidentSpotlightsâ€” listwidget.

10.NavigatetoSpotlight>SpotlightJobLogs.

INote:Thelistcontainsa recordofallSpotlightjobexecutions.

ModifySpotlight
C.AdjustSpotlightThreshold

1. Navigateto theSpotlight>SpotlightGroups.
2. OpentheIncidentSpotlightgrouprecord.

SettheThresholdto1,200.

ClickExecuteNowto run theSpotlightjobagainto re-calculatetheincident
spotlightrecords.

SelecttheIncidentDashboardshortcutcreatedearlier.

ConfirmthedashboarddisplaysnewSpotlightinformation.

 = BBincidentÂ¥ + 8

IncidentsaboveSpotlightthres|SpotlightIncidentsP1-Critical SpotlightIncidents-Unassignes_IncidentOpened
a

77 1 Â«67>IncidentState

IncidentsSpotlight- list

Number Shortdescription AssignmentGroup

in a
Â©WCeOBALLOCentnotsyncingwithserver (omorySecurities " @

roaress Â©cei srerartretnosingtenes acces =Ma   

INote:Thereshouldnow befewerSpotlightsasyourthresholdishigher.

7. NavigatetoSpotlight>SpotlightLogsandopenthelatestSpotlightJobLog.How
manyinsertsanddeleteshavebeenrecordedforthelatestjobexecution?

Spotlight
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8. NavigatetoSpotlight>Spotlight.ConfirmthatthelistofSpotlightscontainsthe
sameincidentsdisplayedintheIncidentSpotlightsâ€” listwidget.

ServicePerformanceAnalysisusingInteractiveAnalysis
D.SpotlightInteractiveAnalysis

1. NavigatetoSpotlight>SpotlightGroups.
2. OpentheIncidentSpotlightgroup.

ClicktheLaunchSpotlightInteractiveAnalysisRelatedLink.

Reviewallavailableinteractivefilters.

_ InteractiveAnalysis
ieidentSpotight

IncidentsaboveSpotlightthreshold UnassignedSpotlightincidents Filters

77 67 ones

Number OpenedShortdescriptionPriorityState CategoryAssignmentgroupIncidentOwnerUpdated

20190611
uMe2e

2019-0606
203624   

Discussions
. Yourgoalisto trendthedailynumberofgeneratedSpotlights.Describeasolution

thatwouldachievethisgoal.
. Yourgoalisto implementaSpotlightsolutionforIncidentswithlowsurveyscores.

DescribesthenecessarySpotlightgroup,criteria,andothersetuprequired.

Youhavenow completedtheSpotlightlab.

Spotlight
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MatchtheTechniquetotheObjective
(OCo}-MOXo}sot)0}3 ReviewQuestions

* Spotlightisaworkprioritization
Ejeye)feriafoyamuat-imoreyan}e)(-Taai-1aes)
PerformanceAnalyticsandReporting

a no) Vmse-l9)o)NVAlatoms)eLola||daimellaiciaclalmigelan
runningReports?

Â¢ Whatdatavisualizationoptionsexistfor* SpotlightContentPacksareavailablefor displayingtheSpotlightdataset?severalcommonITSMapplications
Â¢AThresholdisusedbySpotlightasa

â€™

ieisthepurposeoftheSpotlight
cut-offwhendecidingwhichrecordsto
includeintheSpotlightdatasetpets CANiVallolahe-]o)(-Bcino)e-\muar-Ms)ofold|[<4aimel-]e)

set?
Cas)ofovill=ameainar-Mer-lanol-mer-\\-1eKelanaal-lean Indicatoror aQuery   
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Â©2019ServiceNow,Inc.AllRightsReserved 



Â©2010-2019ServiceNow,Inc.AllRightsReserved 



 

ModuleObjectives
DefineMetricsandMetricInstances
DescribeMetricInstanceGenerationProcess

ConfigureMetricInstanceTableReporting
CreateMeaningfulMetrics
BuildMetric-basedAutomatedIndicators

LabsandActivities
7.1MetricViewReportingandTrending   

ThismoduleputsthefocusonautomatingprocessinformationusingMetrictablesasadatasource.
MetricdefinitionsandMetricinstancesareaplatformfeaturethatallowstocapture
instantaneouslyanypropertychangeofataskandrecordtheamountoftimea propertyhashada
certainvalue.ReportingandadditionalAnalyticscanbebuilttosummarizeandtrackmetric
behaviorovertime.

MetricAnalytics
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Whatare Metrics?

Example: Howmuchtimedo
Recordsthatcapturethe Tasksspendin various

durationofa taskproperty States?
Example:Howlongan incidentwas

inaWorkinProgressstate

....orcalculatenew

informationafteratask
update Pilea.Example:Howmanyproblems FS

a = ..

<  were resolvedasKnownError
 

 
Ametriccapturesa taskupdateeventasdefinedbythemetriclogic.Mostcommonly,thetask
eventisa propertychangesuchasStateor anAssignmentchange.Forinstance,ametriccanbe
usedtocapturethedurationoftimeataskhasitsStatesettoOpenor thedurationoftimea taskis
assignedtotheHelpDeskAssignmentgroup.
Morecomplexmetriclogicallowsforthecalculationofa newvirtualpropertyusingcurrent
parametersofthebusinesstaskbeingmonitored.
Metricsare aServiceNowplatformcapability.EnableMetricsbyactivatingthecom.glide.metrics
plugin.

MetricAnalytics
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WhydoAssigned Weneeda
Incidentstakeso Metrictostore

long? (olVig-lulolanenm=r-(eln]
assignment

Thenwe canreport
againsttheMetrictable
andtrendassignment

durations

Howcan |track
Assignment
(elUie-lalelarg

 

Metricsmeasureandevaluatetheeffectivenessofabusinessprocess.Youimplementmetricswhen
youneedmore insightintoataskor a processbutthebasetaskor processtabledoesnotcontain
thisinformation.Considerthisexample:
Â¢ Anincidentgetsreassignedmultipletimesbeforeitgetsresolved.Youneedtoknowhowmuch

timeisspentineachAssignmentGroup.
Reportingcanprovideaveragedurationofallincidentsintheincidenttableandbreakthatdown
byAssignmentGroup.However,itdoesnottrackhistoricaldataaboutIncidentreassignments.So
anyassignmentchangespriortotodayare nottrackedandtimed.
Ametriccanbeimplementedtotrackincidentreassignmentsandrecorddurationofeach
assignment.Anyassignmentchangeistimedandtrackedwitha metricinstance.
Historicalinformationon incidentassignmentdurationscanbeobtainedbyfromthemetricand
metricinstancetables.

MetricAnalytics
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MetricDefinitionandInstances

AMetricDefinitiondescribesthe
propertyor fieldtowatchand
measure

â€”AssignmentGroup/Assignee
â€”State
â€”Category

 

<|SeMetricDefinition= AssignmentGroup
Number|MTRC0000006

Name AssignmentGroup
 

Table| Incident[incident]

Field Assignmentgroup   

now.

ApropertyupdatetriggersaMetric
Instancewhichrecordsthefield
durationorperformsascripted
calculation

MetricInstance
MetricInstance
MetricInstance

| AssignmentMetricInstance

Metric 8 MetricInstance

Definitionfor changeMetricInstance

AssignmentMetricInstance
MetricInstance

Group MetricInstance

[metric_definition]

[metric_instance]
 

Hereishowyoucanuse theMetricsapplicationto measurethedurationoftimeanincidentiswith
aspecificAssignmentGroup:

Createa new MetricDefinition
SetthetypetoFieldvalueduration
SettheTableto incident
SettheFieldtoAssignmentGroup

OncetheMetricDefinitionisinplace,anewmetricinstancewillbecreatedwhenevertheincidentâ€™s
AssignmentGroupattributechanges.TheMetricInstancecapturestheamountoftimetheincident
hasspentassignedtoaspecificAssignmentGroup.
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MetricComponentsandProcess

TABLE FIELD
Tabletocollectmetrics (Go)Taalamnonantolaine)micolmantelalx-cn
for.Ametriccanonly Metricsonlyworkon audited
applytoonetable fields

TYPE
Howtocalculatethe

MetricValue

FEDVALUE XxasXaâ€”â€”_ AS SCRIPTDUPyNATONN< Â©AssignmentGroup. eee
CALCULATIONTYPE:voce (cmâ€”â€”â€”)sinâ€”

: TYPE:NewMeasures Name|AssignmentGroup Type|Fieldvalueduration :

MetricInstance
createdvia

Script

Time Table Incident[incident] Timeline

between ried{asignmentgroup: setve

changes   

Hereare themostimportantconfigurationaspectsofaMetric:
* Table:Specifiesthetabletocollectmetricsfor.Ametriccanonlyapplyto onetable.
* Field:Thecolumntomonitorforchanges.Rememberthatmetricsonlyworkonauditedfields.
* Type:

* Fieldvalueduration:Measurethedurationoftimefromwhenthevalueofthespecifiedfield
issetuntilitischanged.
Scriptcalculation:Createsa metricinstanceusingascript.Thescripthasaccesstothe
currentrow inthetable(suchastheincidenttask)andthemetricdefinition.Thescriptcan

thenperformanycalculationandinsertdataintothemetric_instancetable.Thescriptcan

calculateanytypeofvalue,notonlyaduration,andstoreit inthemetric_instancetable.
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MetricProcessFlowDeepDive
 

ProcessRecordis

Updated
2018-03-050223521

BusinessRulequeues 2018.02.05022409metric update

upEvent a

ScheduledJob ==
ProcessesEvent can

S Q  ScreatedÂ¥

 
   

 

EventrunScriptAction
2018-930509:35:27

s
i ss 2018-030509:35:19

MetricInstanceis 2ois.0205093527
 Meident

tate

inProgress 2018.03-0508521

2018.02.05 09:24:17

created
2018-02.0509:2407AssignmentGroupIncident:1Nco006701

$915

Ss MetricsTable   

Hereare thedeep-divedetailsofmetricprocessing:
* Theflowistriggeredbya recordupdatesuchas anAssignmentGroupor Statechange.
* BusinessRulemetriceventsrunsandcreatesandqueuesupa metric_updateevent.Thisisthe

businesslogicwhichcreatesa newmetric.updateevent:

gs.eventQueue('metric.updateâ€™,current,fields,current.sys_mod_count,'metric_update');
AScheduledJobrunsperiodicallyandprocessesallqueued-upmetric.updateevents.Themetric
updateeventsprocesssystemjobrunsevery5secondsandprocessesScriptActionsthatresult
inthecreationofMetricInstances.
Aspartofeventprocesses,theEventâ€™sScriptActionMetricUpdateisrun.

Asa result,anew metricInstanceiscreated.
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MetricDatabaseView
AviewjoinstheProcesstabletotheMetric
DefinitionandMetricInstancetables

â€”Theincident_metricviewisadatabaseview
thatcombinestheMetricDefinitiontable,the
MetricInstancetable,andtheIncidenttable

â€”Usetheincidentmetricviewtoreportonall
metricsappliedtoincidentrecords:

* Howlongan incidentissittingwithanassignment
group/state/escalation/etc.

* Non-durationobtainedusingscriptlogic

Incident

[incident]
+

Metric
Dyifaliiteyars

[metric_definition]
+

Metric
Takelarexoxy

[metric_instance]

Incident
Metrics

[incident_metric]

 

Asyourecallfromtheearlierdiscussions,therearesituationsinwhichthedatayouneeddoesnot
liveinasingletable.Inthesesituations,youneedtocreateadatabaseviewtojoinone or more
tablesforreportingpurposes.
Theincident_metricviewjoinsincident,metric_definition,andmetric_instancetables.
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MetricViewCreation now.

â€˜= Databaseview =
<  & incident.metric @FS cee Updatedelete 

10ProcessMetricViews:incident
change,problem,release,request,etc.

Name incidentmetric ApplicationGlobal (o)

Label.|incidentMetric

Plural IncidentMetrics
 

Example: nee
Incidentsthatwereresolvedonthefirstcallbycategory

* Incident_metricviewtables: Spams[bas

â€”md_table= incident RelatedLinks
Tit

* Selectonlyincidentrecordsfromthemetric
table: = |ViewTables|new|Goto|Order

â€”mi_definition= md_sys_id
. . on _ View=incidentmetri

* Joinmetric_definitionandmetric_instancev â€”

tables SQ Srble =Variableprefix
â€”mi_id=inc_sys_id

* Joinincidentandmetric_instancetables

= Whereclause

metric definit md â€˜md_table="incidentÂ®

imi_definition= md_sys_id

Â®

Â©metricinstance mi

(9)Incident ine iid =inc_sys_id    ManymetricviewsalreadyexistinthebaselineServiceNowinstance.SystemandReporting
administratorscancreateadditionalviewsandalterexistingviewstobuildtherequiredmetric
reportingobjects.SystemAdministratorsanduserswiththemetric_adminrolecanmanage
metrics.
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ReportingonAssignmentGroupDuration
 

â‚¬Editrport
* MetricDefinition
â€”Table:incident

â€”Field:AssignmentGroup
â€”Type:FieldValueDuration

Â¢Data:
â€”TableisInstanceMetricView

* Conditions:
â€” DefinitionisAssignmentGroup

Data > Type>Cont

Groupby

 

> TypeConfigure>Style

i Z 2kReportname

* GroupbyValue(ifList) â€œ

o.
#)

[ere copeneout

>Sourcetype   Â¥cONDITIONS Table
Alloftheseconditionsmustbemet

| etnition vis Â£)|AssignmentGroup (C) 2kTable
ano

[sae Â¥  ismocethan $|oHoursbetorewResolved= Â«Â©|on IncidentMetricincident_metrc      

Oncemetricshavebeendefinedandmetricinstanceshavebeengenerated,youcan reporton

AssignmentGroupdurationsbybuildingareportagainstthemetric_instancetable.Thefollowing
are importantfieldsforreportingbuilding:
* Definition:themetricdefinitionforwhichthismetricinstancewasgathered.ThisisAssignment

Groupinthisexample.
Value:thisisthevalueofthetablefieldforwhichdurationiscalculated.Inthecaseofthe
AssignmentGroupmetric,theValueistheAssignmentGrouptowhichtheincidentisassigned.
Forothermetrics,thevaluecanbeanyvaluecalculatedbythemetric.

Otheruseful[metric_instance]reportingfieldsare:

Â¢ ID:Identifiesthespecificrecordforwhichthemetricisgathered,suchas thespecificincident.
* Duration:TimedurationforaFieldvaluedurationmetric.
* Created:Metricupdatesare timestampedsoyoucanusetheCreatedfieldforaTrendreport.

 
Table:IncidentMetric[incident_metric]

yyY All> Definition=AssignmentGroup> Valueisnotempty
DefinitionDuration Value Created

Assignment 2019-05-05@GroupMint CABApproval 13:31:24

Assignment26Days23Hours33Incident:arene 2019-05-05
Group Minutes INc0000002WEEE 13:47:24

AssignmentIncident: 2019-04-30

Groupâ€˜Minutes iNcooo0008USPresidentsGroup1 yaar   
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WhyCreatea Metric?

Createa MetricwhenTrendorSummaryinformationisrequired
for ameasurementwiththesecharacteristics:

* Notreadilyavailableintheprocesstable
* Afrequentlyupdatedfield(multipletimesa day)
* Fieldduration

GoodPractices
* Requiresmulti-steplogictocalculate   

Considertheabovebestpracticesandexampleswhenimplementingnew Metrics.

Andhereare someexampleUseCases:

Whatistheaveragetimetoobtainthefirstindividualassignment?
HowlongistheaverageincidentinEscalation

Whatistheaveragetimeincidentsspendinâ€œInProgressâ€•state

Howlongdoesittake,on average,toresolveanincidentonceassignedtoTier3
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now.ExampleTask:MeasureInitialtimetoassignnew incident

 [= MetricDefinition =

=} TimetoinitialAssignment @VKFz ove updatedelete

Table:
incident vane {Timeto ta Asgnree â€˜ype{Scipteaelaton

Field: TableIncident[incident] Timeline(V

Assignedto
Field|Assignedto Active(V7

Numberâ€”MTRCO010003 ApplicationGlobal (0)

Type:
seition

Scriptcalculation Serpt : [38 Qlv|-|a/@)ale||m
Â» df (current.assigned_to!= '') {

createMetric();
+
functioncreateMetric(){

var mi = newMetricInstance(definition,current); weesFEcor cones ,

Af(nisnetrictxists())
return;

â€˜JAt>efintion=TimetoinitiaAssignment
var gr = mi.getNewRecord();

i QSereated Definition = End â€”duration Calculationcomplete|grsstart= current.sys_created_on;
â€˜gr.end= current.sys_updated_on;
gr.duration= gs.dateDiff(gr.start.getDisplayvalue(),

oO 2018-01-112018-01-119Seconds gr.end.getDisplayvalue(: leses7 105704 â€˜gr.calculation_conplete= true;
greinsert();

y

Timetoni

      
Inthisexample,a scriptisusedto measure howlongit takestoassignan incident.Thescriptlogicis
asfollows:
* WhentheAssignedToispopulated,anew metriciscreated.

Thescriptcalculatesthenew metricâ€™sdurationasthetimedifferencebetweenthecurrenttime
andthecreationtimeoftheincidentrecord

* Thescriptssetsthecalculation_completeattributetotrue

Forreportingpurposes,youcanaverageouttheValueattributeofallmetricinstanceswith
Definition= Timeto InitialAssignment
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WhyCreateIndicatorson theMetricstable?

* AllowtrendingofMetricInformation
+ ApplyAggregationsandTimeseriesoptions
* Applydynamicbreakdowns
* CorrelatewithotherIndicators
* Useinformulaindicators

GoodPractices
Buildwidgetsanddisplayon dashboards

Gaininsightsintopasttrendpatternsandforecastfuturetrends

Enhance/complementexistingprocessdashboards   Inadditionto reportingagainstthemetrictables,furtherinsightcanbegainedbysettingup
AutomatedIndicatorsagainstthemetrictablesource.
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MetricIndicatorProcessFlow

iiAaa >
oyelarolar-liyg

Create Create TNXe[o}Collect
AggregationfateTocluelgBreakdown(s)Data

Script

Createan Create
Indicator Breakdown
Source Mapping(s)

 

ThesearethestepsrequiredforecreatinganAutomatedIndicatorusinga Metricsource:

Usethemetricsourcetableor viewtocreatean IndicatorSource
Createnew BreakdownsorjustBreakdownMappingsiftheBreakdownsalreadyexist

Tooptionallyaggregatethemetricdatainacustomizedfashion,createaScript
CreatetheAutomatedIndicatorandaddtheBreakdowns
CollectandvalidatecorrectWidgetandAnalyticsHubdisplay
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Task:TrendAveragetimethatincidentsare unassignednow.

WS eee o=- ER
Name IncidentMetricUnassigned.Resolvedincidents

 

CreateIndicatorSource
Â¢FactsTable: ValidityforIndicatorfrequency

SelecttheIndicatorFrequencyforwhichthisindicatorsourceisvalid.Indicatorsourcescanonlybeselectedin indicatorsifthissettingmatchesthe

â€”IncidentMetric frequencyoftheodcato

[incident_metric](view) vatdtor [ai
frequency

wpe Si
* Condition:

ome

Selectthefactstablefortheindicatorsourceandapplyconditions.

â€”Datefield Reportsoorce alle

â€”Definition Facstable[Incidentetic incident.. | ShowSchema

Conditions EaYYCONDITIONS

Allofthese:[|Resotved #} today ~ Ov
ino

|.Peiniton i 4) unassignesxv | Â©|on      

Theaboveexampleimplementsan Indicatorto tracktheaveragetimethata resolvedIncidentisnot
assigned.TheUnassignedmetricdefinitionisusedcalculatethedurationoftimeuntilan incidentis
assignedtoanAssignmentGroupandanindividualAssignee.
Asa fiststep,youneedto createan Indicatorsourceasfollows:
* TheIndicatorSourceusestheincident_metricviewas itsFactstable
* TheConditionsare:

* ResolvedonTodayAND
* DefinitionisUnassigned
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BreakdownandBreakdownMapping
e CreateaBreakdowntoanalyze =}_Breakdown-AssignmentGroup[Automatedview"
metricdatabytheFieldvalue

Breakdown|Groups
* CreateaBreakdownMappingfor source

hedesiredProcessMetricTable Defautelemens
filter

Update| Delete

BreakdownMappings(2)|BreakdownRelations(5)_Indicators(21)
< Ze BreakdownMapping=} _Newrecord[Automatedview] = BreakdownMappines(IIE)Searchfortext Â¥

Factstable IncidentMetric[incident....y |ShowSchemaMap
7Â¥ Breakdown= AssignmentGroup

Field Fieldvalue v

ge OQ= Factstable =Field =Script
Scripted

@ incident assignment_group

@ cdma rm.fesae       

TheUnassignedmetricsetstheValueattributeoftheMetricInstanceto thenewlyassigned
AssignmentGroup.Therefore,abreakdownisneededtobeabletonavigateaScorecardor a

WidgetbyAssignmentgroup.SincetheAssignmentgroupbreakdownalreadyexistsoutofbaseline,
onlya newbreakdownmappingisneededtodescribewhichincident_metricfieldcontainsthe
Assignmentgroup.Thisisthemi_field_valuefield.
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NewAutomatedIndicator
Indicatorproperties

Â¢Usemetric-basedIndicatorSource â€˜pecttheindicatorpropertiesforthisautomatedindicator
Â¢AddBreakdowns
Â¢AddtoaCollectionJob

control|Other|Collectbre
source,andaggregation.

 

93.84Hrsassoc)   
cacy

* SettheAggregatetoAverage
DurationOR

Â¢UseScriptedAggregationtoobtain
theDurationinthedesiredformat  

Tocreatean automatedIndicator,usethemetric-basedIndicatorsourceyoucreatedandselectthe
desiredAggregate.Inthisexample,we are usinganAggregationScripttopresentthedurationsin
thedesiredformat.ButyoucanalsosimplysettheAggregatetoAverageandtheFieldto Duration
(mi_duration).
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IndicatorAggregationScript
= Script<|& newrecord* Factstable

â€”IncidentMetric wane: [IneaenowetcunasagieeDutonoun

* Fields sits

Selectthefactstabletowhichtheseitwillbeapliedincludingoptionallyanyelds.Onlyleds areselectedtheycanbeusedin theerpâ€”Start,End sonia ae =

. factstable[ nedentMetfineident...v]ShowSchemaMap
* Script
â€”Returnthedifference

betweenMetricStartand
MetricEndinHours â€˜Notethatfieldsin thescriptneedtobereferencedbycolumnname(notcolumnlabel).

script | ||O|BbeBEA ~ Â«|8/0Bo |&
var diff=function(x,y){return y.dateNunericValue()~ x.dateNumericValue();

Fields @_Start,End

Script

h
+ var hours=function(x,y){returndiff (x,y)/(60%60%1000)5};

var endDate= current.mi_end;
if (!current.mi_end)

endbate= score_end;

hours(current.mistart,endDate);      

TheAggregationScriptreturnsthedifferencebetweentheStartandEndattributesofan incident
metricinstance.Inadditiontocalculatingthedifferencebetweenmetricendandmetricstart,the
scriptalsoformatstheresultfrommillisecondstoHours.

IftheEnddatefora metricinstancedoesnotexistbecausetheincidentisstillopen,theCollection
date(score_end)isused.Thismakesthescriptfittobeusedforopenprocessrecordsaswell.
Notethatthemi_startandmi_endvariablesareautomaticallyavailabletoallPerformanceAnalytics
scripts.
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JobErrors now.

ScriptErrors:ErrorduringJavaScriptevaluation:Notallreferencesof"current
arepassedinby"arguments"

 

= JobLogsGoto Sequencey 1 tolofl Â»PPE

Joblog= ca32769240e303007f44956e067dce14>Level!=Information

sequencea Created Stevel =Message
ErrorduringJavaScriptevaluation:Notallreferencesof"current"arepassedinby
â€œargumentsâ€•script:vardiff=function(xy){
returny.dateNumericValue()-xdateNumericValue();
i

2018-01-11 varhours=function(x,y){returndiff(x,y)/(60Â°60*1000);};
06:38:49 DataCollector

varendDate=current.mi_end;IMSSexeillere}if((current.mi_end) mi_start
endDate= score_end;

hours(current.mistart,endDate);     

Usecautionwhenimplementingscriptedaggregationsandingeneralusingscriptlogic.Always
checktheCollectionlogforanyerror messagesresultingfromtheprocessingofJavaScript.
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MetricAnalyticsLab
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MetricReportingandTrending

Ke]Â©)0)(YeaM53
TheIncidentProcessManagerneedtomeasuretheeffectivenessoftheincidenthandling
processbyreportingonassignmentdurationsandtrendingtheAveragedurationof
assignmentsbrokendownbyAssignmentGroups

Thislabwillshowyouhowtodothefollowing:
* Reporton theaveragetimean incidentspendswithincertainassignmentgroups
* Createan indicatorbasedon a MetricViewanda MetricDefinition

DependencyNoteâ€” Thesetwoconfigurationscapturingassignmentstatisticsalreadyexist:
incident_metricviewâ€” databaseviewthatstoresmetricinstances
AssignmentGroupMetricDefinitionâ€” businesslogictogeneratemetricinstances

IncidentAssignmentDurationsReporting
A.CurrentIncidentDurationTracking

AssignmentGroupMetricDefinition

1. Navigateto theMetrics>Definitionsmodule.

2. ReviewtheAssignmentGroup(MTRO000006)metricdefinition.

I Note:Thismetrictrackshowlongan IncidentisassignedtoaspecificAssignmentgroup.

3. Totestthemetriclogic,navigateto Incident> All.

4. SelectIncidentINC0010221andchangeitsAssignmentGrouptoSoftware.

2018-02-17 YouraccounthasbeenErieINCO010221Ge-aa.94 locked. Schroeder
47LOW InProgressHardware Sofware

I Tip:Anyotherincidentwithanon-emptyAssignmentGroupcanalsobeused.
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5. Navigatebackto Metrics>DefinitionsandopentheAssignmentGroupdefinition.

6. SorttheMetricsRelatedListbyCreated.

7. Confirmthata new metricinstancehasbeencreatedfortheincidentyoumodified.
 

&| wercsBIJcor cranes 1) to20083608 PP

J befntion=AssignmentGroup
& Q Screaedv =0 SVolue = sun =tnd = Cakulationcomplete @ â€”201802.290831:50Incident:nco910221Software 2018-02:2008:31:47(empty false

 

I Question:WhyistheEndattributeofthenew metricinstanceempty?

8. Navigateto Incident>AllandsearchforINC0010221(ortheone modifiedearlier).
9. ChangetheAssignmentgrouptoNetwork.

 

2018-02-17 Youraccounthasbeenâ€”_Eric 4- InP Hi
05:32:24 locked...Schroedertow in ProgressHardware1NCO0010222

 

|Question:Whatmetriceventsdoyouthinkwillbetriggered?Andwhatmetricinstancesdoyou
expecttobegeneratedinthemetric_instancetable?

10.Navigateto theMetricsrelatedlistoftheAssignmentGroupmetric.

 

JoesBYco (ces Fema > >> 5

J_DefintionÂ»AssignmentGroup
& Q BcratedÂ¥=0 = valve =surt

@ â€”2018-02:2009:38:56Incident:INCOOLO222Network 2018-02-2009:38:53(empty) Â©204892-2009:31:50Incident:inco010221Software 2018-02-2009:31472018-02-200838537Minutes

 

Questions:HowlongwasthedurationoftheSoftwareassignment?
WhichgroupassignmentdurationfortheINCO010221incidentiscurrentlybeingtracked?

B.MetricReporting
ReportDesigner

1. NavigatetoReports> CreateNewandcreatea new reportasfollows:

Name:AssignmentGroupAverageDurations
Table:incident_metric
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Tip:Theincident_metrictableisa databaseviewthatcombinestheMetricDefinitiontable,
MetricInstancetable,andIncidenttable.Itreportson allmetricsappliedtoincidentrecords.

Type:HorizontalBar
Groupby:Value

ITip:ValueholdstheAssignmentGroupfortheAssignmentGroupMetricDefinition.
Stackby:None
Aggregation:Average
AggregationField:Duration(mi_duration)
ShowOther:uncheck

ITip:Durationrepresentsthelengthoftimetheincidentwasassignedtoaspecificgroup.

2. AddthisConditionto returnonlymetricsfortheAssignmentGroupdefinition:

Field:Definition
Operator:Is
Value:AssignmentGroup
 

Â¥CONDITIONS

Alloftheseconditionsmustbemet

Definitionvis $ AssignmentGroup,X

3. Saveandviewthereport.Confirmthatyouseedurationsbyassignmentgroup.

â€˜AssignmentGroupAverageDurations

  

IncidentMetricDurationTrending
C.CreateIndicatorSource

UsingDatabaseViewas IndicatorSource

1. Navigateto PerformanceAnalytics>Sources> IndicatorSources.
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Â©2019ServiceNow,Inc.AllRightsReserved 



2. Createa new indicatorsourcetocaptureAssignmentGroupmetricsforResolved
incidentsasfollows:

Name:IncidentMetric.AssignmentGroup.Resolvedincidents
Validforfrequency:Daily
Factstable:IncidentMetric[incident_metric]
Conditions:

Resolved on TodayAND

Definitionis AssignmentGroupAND

Start ismorethan OHoursbefore Resolved
 

= IndicatorSource =
< = incidentMetric.AssignmentGroup.Resolvedincidents@VK& ve update

2KFactstableIncidentMetric[incident_...w |ShowSchemaMap

Conditions

Vv CONDITIONS

Alloftheseconditionsmustbemet

|Definitionvis + Assignment...Xv Â©on|AND
AND|Start | ismorethan 0... % |Resol$ Â©onAND   |Resolved Today v Â©(onAND

INote:TheConditionsexcludeassignmentchangesthatoccuraftertheincidentisresolved.

 

3. ClickSubmit.

D.CreateNewIndicator
1. Navigateto PerformanceAnalytics> Indicators>AutomatedIndicators.

2. ClickNewtocreatean indicatorforincidentassignmentsduration:

Name:Averagedurationofassignmentsofresolvedincidents
Frequency:Daily
Direction:Minimize
Unit:Hours
Precision:2
Indicatorsource:IncidentMetric.AssignmentGroup.Resolvedincidents
Collectrecords:UNCHECKED
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Aggregate:Average
Field:Duration(mi_duration)
Valuewhennil:0

 
< Â©indicator-Averagedurationofassignmentsofresolvedincidents(Automatedview")

2KName Averagedurationofassignmentsofresolvedincidents

Indicatorproperties
 Specifytheindicatorpropertiesforthisautomatedindicator. 

DirectionMinimize + Unit Hours

Key 2KPrecision

SourceAdditionalconditionsAccesscontrol_OtherCollectbreakdownmatrixCollectionperiodsForecasting
Statisticsexclusion

 â€˜Specifyindicatorsource,andaggregation. 
Indicatorsource IncidentMetric.AssignmQ  @ â€˜Aggregate|Average

Collectrecords Scripted

Field Duration(mi_duration)

Valnil  3. CheckPublishon AnalyticsHubunderAccesscontrol.

4. SavetheIndicatortostayontheIndicatorform.

AssignmentGroupBreakdownMapping
1. ClicktheManageBreakdownsbutton.

2. DragtheAssignmentGroupbreakdownintotheSelectedBreakdownscolumn.

3. FillouttheBreakdownMappingformasfollows:
 

Breakdown:Assignment3 RecieconaarptownMappingsew

Group(alreadypopulated)
Factstable:IncidentMetric
[incident_metric](already
populated)
Field:Fieldvalue

4. ReturntotheIndicatorandverifythatyouhaveaddeda new Breakdown.
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DataCollection

Navigateto PerformanceAnalytics> DataCollector>Jobs.

Createa historicscorescollectionfortheAveragedurationofassignmentsof
resolvedincidentsindicatorforthelast3months.

Executethejob.
Whenthecollectionfinishes,verifythatthecollectionloglookssimilarto this:

Inserts:~2,500Warnings:0 Errors:0

INote:Theinsertsmaydifferslightly,butwarningsanderrorsshouldbe0.

DashboardVisualization

1. Navigateto theCustomerSuccessAdvocatedashboard.

2. ViewtheIncidentAssignmentstab.

3. Addanew BreakdownWidgetasfollows:
 

Type:Breakdown
Name:Averagedurationof
assignmentsofresolved
incidents
Indicator:Averagedurationof
assignmentsofresolved
incidents    Breakdown:AssignmentGroup
Visualization:Scorecard

4. Verifythatyournew Breakdownwidgetlooksimilarto this:
 

â€˜nveragedurationof assignmentsof resolved incidents

   

Youhavenow completedtheMetricReportingandTrendinglab.
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MatchtheTechniquetotheObjective
(OCo}-MOXo}sot)0}3

* AMetricViewcombinesthesethree
tables:Processtable,MetricInstance
table,MetricDefinitiontable

Metricsare calculatedbyacombinationof
events,ascheduledjob,andascriptaction

Thereare twowaystocalculatea metric
NJ[UL-wNaag]ol0ie-Mol6]e-ielolam-laremstouglelm(o)z4[e

PerformanceAnalyticsIndicatorscanbe
builttoobtainmetrictrendsusingmetric
viewsources

ReviewQuestions
Whatinformationcanberetrievedusing
Metrics?

Whattablecontainstheoutputof
metric.updateevent?

aUaUl-Neolmg-]XeNalavel(o-lvolmucciarellaraaalidale
informationshouldalwaysuseascripted
aggregation

Trueor False.Anindicatortrendingmetric
Talxelaant-idelamelalarelmo\-Nola-r-1a-\eUSaromaaly
GuidedWorkflow
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ModuleObjectives
ReviewFormulaIndicatorBasics

ApplyAPIMethodsinFormulaIndicators
DefineTargetAchievementIndicators

ImplementIndexIndicators

LabsandActivities
8.1BuildingIndexIndicators   

Inthismodule,youexploretechniquesandcapabilitiestogobeyondtherawscoretrendsandgain
deeperinsightintoyourdata.Thefollowingcapabilitiesletyoupresentscoresdifferentlyand
improveyourabilitytoanalyzeandunderstandtheunderlyingbusinessprocessdata:

Â¢ FormulaIndicatorsâ€” CalculatedIndicatortrendsthatcombinemultipleindicatorsandbusiness
logictoderivenew metrics.

* IndexIndicatorsâ€” Aspecialcaseofformulaindicatorsthatvisualizetheperformanceofseveral
Indicators.
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FormulaIndicatorBasics

WhyObtainnew metricsfrom
existingIndicators 2 |sales3 Overhead

4 Profits
5 Profits= Sales-

s Overhead

What
SENNegiolecseclecirlale TheFormulaisprocessedatIndicatorviewtime

referencingIndicatorsand TheFormulaoutputisnotpersisted
usingAPIs imo)ganT0lf-Mer-](O01(-)ucolarcmaar-\â€™alan)ox-(eimoX-1acelapar-alec

 

Formulascalculatenew metricsfromexistingIndicators.Thecalculationinvolvesmathematical
operationsusingJavaScriptsyntax.Formulaindicatorsarecalculatedatdisplaytime(inScorecards
andWidgets)andtheirvalueisnotpersisted.Becauseofthefactthatformulasareexecutedfor
everydatapointinatrend,complexcalculationsandlongrunningscriptscanpotentiallyslowdown
ScorecardandDashboardloading.

Note:Thereissomeoverlapbetweenwhata PerformanceAnalyticsScriptcandoanda
PerformanceAnalyticsFormulaIndicators.ThemaindifferenceisthataPerformanceAnalytics
Scriptisrun atcollectiontimeandtheresultsarestoredinthedatabase.PAFormulaIndicatorsare
calculatedatdisplaytimeandtheresultsare notmaterialized.
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CommonUseCases:PercentagesandAverageRates

BEHAVIORASPERCENTAGE AVERAGEPERFORMANCE
* Scoreswithaspecificbehavioras * RatioofSpecificScorescomparedto

a percentageofall scores AllScores= AveragePerformance

CountofSpecificScores
100

SumofSpecificScores
*

TotalCountofAllScores TotalnumberofScores
  

Â¢WhatPercentageofIncidentsare * Whatistheaveragetimetoclose
Critical? problems/RateofProblemclosing?

NumberofP1s
100

TotalTimetoCloseProblems
NumberofAllIncidents

.
NumberofClosedProblems

  

 

Themostcommon usecasefora FormulaIndicatoristovisualizetheperformanceofasubcategory
ofscores,suchas:
* PercentageIncidentswithSurveys
* PercentageofIncidentsResolvedbytheFirstAssignmentGroup
* PercentageIncidentswithBreachedSLAs
ThebasicsyntaxistheRationofSpecificandAllScoresmultipliedby100.Formulaindictorsthat
calculatefractionsaspercentageshouldhavetheirUnitsetto Percent.

CalculatingtheAveragePerformanceisavariationofthePercentagecalculationwheretheresultis
interpretedas afractionor a proportion.Acommon objectiveistoderivean averageora unitrate
suchas:
* AverageResolutionTimeperTask
Â¢ AverageCostperOutage
Â¢ PlannedBudgetCostperProject

Anotherapplicationoftheratecalculationisthecomparisonor thecorrelationusecase.Calculate
theratioofanytwoindicatorstovisualizethedifferenceasa rate:
* PlannedCosts/ActualCosts
Â¢ IncidentResolutionTimeOverall/ IncidentResolutionSpecificTeam

FormulaIndicators
Â©2019ServiceNow,Inc.AllRightsReserved  



 

DifferentAggregatesinRateFormulas

CalculateRateofPerformanceEmbedTimeSeriesAggregations
perReportingPeriod inFormulaComponents

NumberofNewRequests MonthlySumofNewRequests
NumberofActiveUsers MonthlyAverageofActiveUsers

  

FormulaCodeusingSUMandAVGinNumeratorandDenominator:
[[Numberof requestscreated / BymonthSUM]]/[[Numberof

active users / BymonthAVG]]   

WhenpresentingaveragesandratesinaggregationsotherthanDaily,aTimeSeriesaggregateneeds
tobeappliedtoallindicatorsintheformula.IfinterestedinviewingMonthlystatistics,applytheBy
MonthSUMaggregatetothenumeratorandtheByMonthAVGaggregatetothedenominator.
DonotforgettoaddtheappropriateTimeSeriesExclusionstotheformuladefinition.

Hereare someadditionalrateexamplesthatare implementedbyembeddingdifferentaggregations
intheformula:
Â¢ [[Numberofknowledgearticleviews/BymonthSUM]]/ [[Numberofactiveusers/Bymonth

AVG]]
Â¢ [[Numberofincidentscreated/BymonthSUM]]/[[Numberofactiveusers/BymonthAVG]]
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TimeSeriesAggregationsinFormulas

Example:Calculatinga 7dayRunningAverageforIncidentResolutionTime
 

  Applytimeseriestoresult@Â®v
 

Day2â€”TotalResolutionTime
ResolvedIncidents

7

Applytimeseriestoresult@ (TotalResolutionTimeâ€” 7dayrunningAVG)
ResolvedIncidentsâ€” 7dayrunningAVG

 +(Pay1â€”TotalResolutionTime 4 4Day7TotalResolutionTime)ResolvedIncidents
.

ResolvedIncidents
 

 

 

Botharecorrectbutproduceslightlydifferentresults
 

TocontrolhowTimeseriesare appliedtoa formula,usetheApplytimeseriesto resultproperty.This
propertyhasthesetwosettings:
* Checked:ApplytheTimeSeriesaftercalculatingtheformularesult
* Unchecked:ApplytheTimeSeriestoeachformulacomponentindividuallybeforecalculatingthe

result

Thefirstexampleshowshowthesystemcalculatesthe7dayrunningaveragefora multiindicator
formula.
Thesecondexampledemonstrateshowtomoreaccuratelycalculatethe7drunningaverage.
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BreakdownsinFormulas
DataforPercentageNewCriticalIncidents: IndicatorValuewithoutBreakdowns:

Priority=1-ra

an N dentCritical
ew inciens

[[NewCriticalIncidents]3
* 100=>, +100=9.4%

Overall [[AllIncidents]] 32
 

  Category=Hardware 

  CriticalHardwareIncidentsasa [[NewCriticalHardwareIncidents]] 2
- +100=â€” Â«100= 12.5%

Percentageofall Hardware {[AllHardwareIncidents]] 16
Incidents

CriticalHardwareIncidentsasa [[NewCriticalHardwareIncidents] 2 5

PercentageofALLIncidents {{AllIncidents}}+100=

32"100= 6.3% 

 
Bydefault,dashboardandscorecardbreakdownsare appliedtoallformulacomponents.This
behaviorcanbecontrolledusingtheAllowBreakdowncheckbox.Theformularesultandmeaning
changesdependingonhowabreakdownisappliedtotheformulacomponents:
* Inthefirstexample,nobreakdownsareapplied,so thevalueofthePercentageNewcritical

Incidentsindicatoris9.38%.
Inthesecondexample,theCategoryBreakdownisappliedtobothcomponentsoftheFormula.
SotheresultrepresentsthecriticalincidentsofcategoryHardwareasapercentageofonlythe
incidentsofcategoryHardware.Thispercentageis12.5%.
Inthethirdexample,theCategoryBreakdownisappliedonlytothenumerator.Sotheresult
representsthecriticalincidentsofcategoryHardwareasa percentageofallincidents.This
percentageis6.25%.InthiscasetheDenominatorisconfiguredto NOTallowbreakdownsat
Formuladesigntime.

Donotallowabreakdownto beappliedbycheckingtheAllowbreakdowncheckbox.
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NewMetricUseCase
 

CostofResolvingP1s
0

||||
- [{{Numberof resolved incidents > Priority = 1 - Critical]] * 150

 

-2

IncidentBacklogGrowth

7d Im

12.Mar 26.Mar     

FormulaIndicatorscanbeusedtoderiveanymetricthatisnotyettrackedandstoredinServiceNow
tables.Hereisanexample:
* CostofresolvingPriority1Incidentsâ€” Eveniftherateforworkingpriority1incidentsisnot

obtainablefromServiceNow,youcancreateaformulalikethisâ€” NumberofP1Incidents* $150
Â¢ NetInserts= DailyInsertsâ€” DailyDeletes

Formulascanalsobeusedtoperformconversionssuchas:

* Expresstheresultinweeks/days/hours/minutes
* ConversionofMillisecondstoMinutes:

[[PA: DailyTotal Run Time]]/ (1000* 60)

* Expressingsomethingon a customscaleor asanegative:
-1 * [[PA:DailyDeletes]]
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Useto:
CyWAe)(eKe|NAKi(elalode)
DyWie)(er=1sfallarepale)

ConditionalLogicinFormulaIndicator

SyntaxandShort-hands:
IF < EVALUATION> < EVALUATION> ?

{OUTCOMEIF TRUE} {OUTCOMEIF TRUE} < EVALUATION>| |
ELSE 2 {OUTCOMEIF NULL}

{OUTCOMEIF FALSE} {OUTCOMEIF FALSE}

Example:CalculateAVGChangeTimeor return0ifno ImplementedChanges

[[SummedDurationofChanges]]
[[NumberofChanges]]

 [[NumberofChanges== 0]]7:0:

 

TheFormulaboxsupportsJavaScriptsyntax.Becauseofthat,simpleJavaScriptstatementscanbe
usedtohandleconditionallogic.Thereisno builtinparserforyourJavaScriptcodeatdevelopment
time,soalwaystestthelogicbeforeyouincludeit intheFormula.

Useconditionalsyntaxinthefollowingsituations:
. Tochoosebetweentwoactionsbasedon theevaluationofa score

Â° Toreturnadifferentresultbasedonscoreor currentdateandtime

IntheExampleabove,youneedtocalculatetheAveragetimeit takestoreviewimplemented
Changes.Theproblemisthaton somedayswe haveno implementedchanges.Onsuchdays,the
denominatoris0anda nullvalueisreturnedbecausedivisionby0cannotbeevaluated.Toget
aroundthisproblem,applyconditionallogicthatreturnsaOanytimethedenominatorvalueis0.
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HandlingNULLvalues
AllowFormulaComponenttobeNulltoallowNullcheck

Formula

 {Specifytheformula.Use"browseforanindicator"linktopickindicators.
 If Indicator Formul

 t=null if ({(Denominator]]!= null){ [[Numberof openincidents]]/ [[Denominator]]} else

Browseforanindicator
Browseforamethod{Indicator}
â€˜AccesscontrolOtherForecasting_Statisticsexclusion

 â€˜Specifyotherproperties.Setthedefaulttimeseriesifapplicable.Andspecifyalivefeedgroupforthisindicator.  
Defaulttimeseries Q Rendercontinuous

lines

Livegroupprofile & Applytimeseriesto{Constant} resultOrder =

Allowformula
componenttobe

NULL

Return-1if
Denominatoris

Empty

 
Ifanyoftheformulacomponentsare Null,theformulawillsimplyabortandreturna NoScore
message.Toperforma Nullcheckandreturnanalternativevalue,selecttheAllowformula
componenttobeNULL.

Notethatanattempttodivideby0willalwaysresultinaNoScoreformulareturnvalue.

FormulaIndicators
Â©2019ServiceNow,Inc.AllRightsReserved  



 

IncludeAPIMethodsinFormula
Indicator

Insertthefollowinganduse Â© Norntromviewasinputtotheformula: Rieter

â€˜SpecifytheindicatorpropertiesforthAddamethodto theformula

Method
 

Getglobaltargetgapofthespecifiedindicator vIndicatorScore  

 

â€˜Themethodispa.getGap(Indicator,Ondate)

+. Returnsthedifferencebetweenthescoreandtheglobaltargetforthe_arget specifiedindicatoronaspecifieddate.
â€”_ Canbeusedtocalculateanindexscore.indexindicatorsarea

argetGap Formula weightedaverageofmultipleindicators.
 Example:pa.getGap(s{{Numberofopenincidents},score_end)

â€˜Specifytheformula,Use"browse|

Change nous =
Formula:  

Timeseriesaggregation eeeâ€˜score_end;oradateparameteryouhavecodedyourself    

Breakdown  * Breakdownelement ClickBrowsefor amethod
rodalamoKero](e0(elkehie[0.â€”)licolaamiat-walalel\uiloaalee)  

Toinserta calculatedvaluefromtheAnalyticsHubintoaformula,useamethodintheformula.You
canuseavaluethatwascalculatedintheAnalyticsHubasinputforaformula.Thatvaluecanbe
fromanyindicator,includingfromthecurrentformulaindicatoritself.

FormulaIndicators
Â©2019ServiceNow,Inc.AllRightsReserved 



 

MethodParameters
MostAPIsrequirethefollowingparameters:Method,FromDate,ToDate,Indicator

[Add2 methodto theformula a [Addanindicatortotheformula
method

 

Getthechangeofthespecifedindicator Numberofopennesents

eee | Lal .

Canbevoedvettecansfomspeiates on 2.SelectIndicator
andcheckUsein

scorestart Method
miseian score_end

=â€” a

Formula RelatedLinks
    

 â€˜Specifytheformula.Use"browseforanindicatorâ€•linktopickindicators.Formula $precedesIndicator
reference

 

Formula:  

 

err ST TeTe Toner} fessinsemination easee Indicatoris a

follele:-laollolâ€”ig Formula:

Browseforanindicator pa.getChange($[[Numberof openincidents]],'2018-12-01','2019-01-01")
Browseforamethod

        

Twodateparametersare availabletoanyformula:score_startandscore_end.
Thevariablescore_startisthefirstdateon whichscoresfortheindicatorwere collected,depending
on thefrequency.
Thevariablescore_endisthelastdateon whichscoresfortheindicatorwere collected,depending
on thefrequency.

Ifyouhavean indicatorwithadailyfrequencyandyouarecalculatingfortoday:
score_startisyesterdayandscore_endistoday

Ifyouarecalculatingthatindicatorforyesterday:
score_startistwodaysagoandscore_endisyesterday

Intheexampleabove,afterinsertingthemethod,theformulacodeispa.getChange(Indicator,
'2018-12-01','2019-01-01').
Afterspecifyingan Indicatortouseinmethod,thecodebecomes:pa.getChange($[[Numberof
openincidents]],'2018-12-01','2019-01-01').
Notethatinsteadofhardcodeddates,themethodcanusestart_scoreandend_score.
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MethodExamples
 

â€˜OpenIncidents- Change- Target- TargetGap

74 1mEJ voy A//TrendChangeor ChangePercentage
pa.getChange(S[[Numberofopenincidents]],score_start, ast

score_end);
.

200

pa.getChangePercentage(5[[Numberofopenincidents],  

score_start,score_end);

//TrendGlobalor PersonalTarget pa.getGlobalTarget(S|[Numberofopenincidents]],score_start);
pa.getPersonalTarget(S[[Numberofopenincidents]],score_start);

//Trendthesumoftwoscores:
:

Nowa8 orcas

â€” numberofopenincidents

pa.getScore(S|[Numberofopenincidents]],score_start)+ =RmbeOpenInesTargetCapâ€” naeierofOnancites Chae

pa.getScore(S[[Numberofnew incidents]],score_start) â€” Target  

TogetavaluefromtheAnalyticsHubrepresentingTarget,TargetGap,or even calculatea new

value,insertamethodfromPAFormulaUtils()intotheformula.

Forinformationon allavailableAPIs,visithttps://docs.servicenow.com/bundle/newyork-
performance-analytics-and-reporting/page/use/performance-analytics/PAFormulaUtil/concept/
PAFormulaUtils.html.
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TargetAchievementIndicators now.

* Objectiveis100%TargetAchievement ~* DirectionisalwaysMaximize 1
* FormulacalculatesPercentageTargetAchievement:

100+ TargetPercentageDifference

FormulawithHardCodedTarget: FormulawithMethods:

ActualScoreâ€” Target pa.getGap(Indicator,Date)+Heo): Target
~ 100 100+ pa.getGlobalTarget(Indicator,Date)

~ 100 

 

TheTargetAchievementIndicatorsare aspecialcaseofFormulaindicators.Theideaofa Target
AchievementIndexistocalculatethepercentageTargetAchievement.
ConsidertheseexamplesfortheNumberofOpenIncidentsIndicatorwithatargetof20anda
Minimizedirection:
* Thedailyscoreis20.YouhaveachievedtheTargetat100%.(Youare rightonTarget)
* Thedailyscoreis10.YouhaveachievedtheTargetat200%.(YouhaveoverachievedtheTarget)
* Thedailyscoreis40.YouhaveachievedtheTargetat50%.(Youare at50%ofthedesiredTarget)

Implementationnotes:

TheTargetshouldalwaysbesetat100%targetachievement
Animprovingindicatorshouldalwaysresultinan increasingindexregardlessofdirection
TheTargetvalueneedstobeâ€œhardcodedâ€•intheformulaandcannotbeobtainedfromthe
indicator
Indicatorsthathaveatargetof0cannotbeusedintheindexindicatorasthiswouldresultina
divisionby0intheformulawhichisnotallowed.
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IndexIndicators

Problem:Whenperformanceistrackedusing
manyKPls,theoverallpictureisambiguousas

indicatorschangeanddirectionofmovement

againsttargetvary

Solution: Result:IndexScore
Formulaindicator measuringwhatthe
consolidatingthe gapistotheoverall
scoresofmultiple targetofmultiple,
indicatorsintoa

.

combinedindicators
singlescore

 

Theperformancesofprocesses,services,andgroupsare usuallytrackedandmonitoredusingmore

thanone indicator.Whenviewingandanalyzingperformanceoftheseprocesses,businessservices,
or workgroups,theoverallpicturecanbeconfusingandambiguous.
Considerthishypotheticalsituationregardingaserviceyouare responsibleforandmonitorwith5
indicators:Scoresfor3processindicatorsimprovedsomewhat,thescoresfor2ofthemarestill
belowtargetand1isabovetarget.
So,whatistheoverallpicture?Istheoverallperformanceoftheprocess/service/groupstillator

abovethedesiredlevel?Didtheoverallperformanceimprove?
Anindexindicatorcan answerthesequestions.Indexindicatorisjustaformulaindicatorthat
combinestheoutputofotherindicatorstoproduceasinglescore thatiseasiertointerpretand
analyze.
Thinkofthisstockmarketanalogy:Togeta senseofhowthemarketdidonanygivenday,you
donâ€™tjustlookata handfulofstocksymbols,rather,youusea compositeindexliketheNASDAQor
theS&P500asadailyindicatorofstockmarketperformance.
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CustomerExperienceIndexâ€” ExampleUseCase
Index

IndicatorCustomerSatisfactionIndex

(TargetAchievementofResolutionbyFirst dA

Assign.Group+ 44.81
TargetAchievementofNewCritical 4.4.69(11.7%)Jon17:40

iKelrelâ€”sIncidents+ AchievementCustomerSatisfactionScorecard .

atelCexe]fo)
TargetAchievementofAverageResolution
Time+

TargetAchievementofCSATScore+

TargetAchievementofOutageDuration)/5  TheIndexisaWeightedAverageofMultipleTargetAchievementKPIs
 

Withan IndexIndicator,thescoresofmultipleindicatorsareaggregatedintoasinglescore.The
Indexisaweightedaverageofx indicators.Iftheweightedsumofthesex indicatorsisimproving,
thecalculatedscoreoftheindexformulagoesup.Likeanyotherindicator,theindexindicator
showsifthescoreisgoodor notandifthescorehasimprovedor not.

Indexindicatorsarejustformulaindicatorsthatcombinetheoutputofotherindicatorstoproducea

singlescorethatiseasiertointerpretandanalyze.Intheexampleabove,theCustomerExperience
IndexisaweightedaverageofseveralTargetAchievementIndexIndicators.

NotethatthetermsTargetAchievementIndicatorandIndexIndicatordescribetheformula
implementationapproachandare notactualproductizedIndicatorTypes.
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IndexIndicatorImplementation now.

Â¢TheIndexcalculatesa
â€œen =

weightedaverageof : - â€” |e
>

severalTarget 57%vsiacny. Fee
pe

Achievementindicatorsin |=== Soon BM
: cations

a Formula =a (pagetcap(si/Averageageofopenincidents)score_stat

pagetGlobalTarget(s|(Average
Updateofopenincidents)5

* TocalculateTarget ; ten |

Achievement,anIndicator CupssenorTiagomusthaveDirectionand
.

ispson Se

Target
FrequencyDaily

Â¢Usethepa.getGapAPIto
calculatetheTargetGap   

 

TheIncidentResolutionIndexusesthefollowingformula:

varTarget_Achievement_OpenOverduelncidents=

100+ (pa.getGap($[[%ofopenoverdueincidents]],score_start)/pa.getGlobalTarget($[[%ofopenoverdueincidents]],score_start))* 100;

varTarget_Achievement_UpdateAge=

100+(pa.getGap($[[Averageageoflastupdateofopenincidents]],score_start)/pa.getGlobalTarget($[[Averageageoflastupdateofopenincidents]],score_start))* 100;

varTarget_Achievement_OpenIncidents=

100+(pa.getGap($[[Numberofopenincidents]],score_start)/
pa.getGlobalTarget($[[Numberofopenincidents]],score_start))* 100;

var Index= (Target_Achievement_OpenOverduelncidents+

Target_Achievement_UpdateAge+

Target_Achievement_OpenIncidents)/ 3;
Index;

NotethatinsteadofcalculatingtheTargetAchievementforeachIndicatorintheIndexformula,you
canalsocreateTargetAchievementFormulaindicatorsandreferencethemintheIndexformula.
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DataInsightsLab

Ko]oksmimlarel=)alarel(exelre)ss
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IndexIndicators

Ke]Â©)0)(YeaM53
TheCustomerSuccessManageratCloudDimensionsrequiresasingleindicatorthatshows
howsatisfiedcustomersarewiththeoverallincidenthandlingandcustomerinteraction
processes.Thisprocessindexindicatorwillbebasedon theseunderlyingindicators:

e AverageCSATScore
e AverageDurationofOutages

Thislabwillshowyouhowtodothefollowing:
* CreateFormulaIndicatorsto representindividualIndicatorvsTargetperformance
* Createa combinedIndexindicatorto trackmultipleIndicatorperformance

OutageIndicator
IndicatorSourceandIndicator

1. NavigatetoPerformanceAnalytics>Sources> IndicatorSources

2. Createthefollowingnew IndicatorSource:

Name:Outages
FactsTable:RepSncGlobalAdminSystemOutages
[u_rep_snc_global_admin_system_outages]
Conditions:OutageEndon Today
 
Source

â€˜Selecthefactstableforthemdkcatorsourceandapplyconsibons

Â°   

Note:TheReportDesignerautomaticallyprefixesRepSNCGlobalAdmintowhateverexternal
datasourceimportnameyouprovidewhencreatingan externalsourcereport.

IndexIndicators
Â©2019ServiceNow,Inc.AllRightsReserved 



3. ClickSubmit.

4. NavigatetoPerformanceAnalytics> Indicators>AutomatedIndicators.

5. Createthefollowingnew Indicator:

Name:Average
DurationofOutages

Indicatorproperties

Frequency:Daily Spectheindicatorpropertiesforthsautomatedindicator,
Direction:Minimize

Source|Additionalconditions|Accesscontol|Other|Collectionperiods|Forecasting
Unit:Minutes
Precision:2

Specityindicatorsource,andaggregation

Aggregate

Scripted

IndicatorSource: Oe

Outages ValuewhennilÂ®  Aggregate:Average_Field:DurationinMinutes

Valuewhennil:0 PublishonAnalyticsHub:checked

6. ClickSubmit.

DataCollection

Navigateto PerformanceAnalytics> DataCollector>Jobs.

CreateanewjobtocollectdatafortheAverageDurationofOutagesindicatorfor
thelast3months.

Executethejob.
DataVerification

1. NavigatetotheAnalyticsHub.

2. ConfirmtheAverageDurationofOutagesAnalyticsHubdisplaysvalidoutagedata.

3. AddaglobalTargetstartingabout3monthsagoat25minutes.
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0.00Mins1400/1090

Nhe  CSATScoreTargetCreation

1. Navigateto PerformanceAnalytics>AnalyticsHub

2. ViewtheAverageCSATScoreIndicator

Createa new GlobalTargetsetat4andstartingabout3monthsago:
 

  IndexIndicatorCreation
A.TargetPerformanceTracking

Inthissection,youcreatetwonew formulaindicatorsto tracktheTargetperformance
ofeachoftheIndicatorsreviewedintheprevioussection.

IndicatorGroup
1. Navigateto PerformanceAnalytics> Indicators> IndicatorGroups.
2. ClickNewandcreatethefollowingnew group:
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< SeIndicatorGroup= customersat
Label| customersat  Label:customersat  

IndexforAverageCSATScore

1. Navigateto PerformanceAnalytics> Indicators>FormulaIndicators.

2. ClickNewandcreatea new FormulaIndicatorasfollows:

Indicatorgroup:customersat
Name:IndexforAverageCSATscores

Direction:Maximize
Unit:%
Precision:2
Formula:
 

Formula:

 

100+ (pa.getGap($[[AverageCSATscore]],score_start)/
pa.getGlobalTarget($[[AverageCSATscore]],score_start))*100;  

3. Savetheindicator.

4. Navigateto theTargetsRelatedListandcreatea newTargetasfollows:
e Targetat:about3monthsago
e Value:100

5. Returnto thelistofFormulaindicators.

IndexforAverageOutageDuration

1. ClickNewandcreatea new FormulaIndicatorasfollows:

Indicatorgroup:customersat
Name:IndexforAverageOutageDuration
Direction:Maximize
Unit:%
Precision:2
Formula: 

Formula:
 

100+ (pa.getGap($[[AverageDurationof Outages]],score_start)/
pa.getGlobalTarget($[[AverageDurationof Outages]],score_start))*100;

 

IndexIndicators
Â©2019ServiceNow,Inc.AllRightsReserved 



2. Savetheindicator.

3. NavigatetotheTargetsRelatedListandcreatea newTargetasfollows:
e Targetat:about3monthsago
e Value:100

B.CustomerSatisfactionIndex
Thetwoformulaindexindicatorscreatedaboveare now goingto beusedtocreatetheoverall
IndexindicatorfortheCustomerSatisfactionsentiment.

1. Navigateto PerformanceAnalytics> Indicators> FormulaIndicators.
2. Createa new FormulaIndicatorasfollows:

Name:CustomerSatisfactionIndex
Direction:Maximize
Unit:%
Formula:

 
Formula:

 3/4 * [[Indexfor AverageCSATscores ]] + 1/4 * [[Indexfor AverageOutageDuration]]  

Note:Theaboveisa weightedaverageoftwoindicators.Youcanover-or under-weightthem
asneededtorepresentstronger/weakerinfluenceon theCustomersatisfactionindex.

3. SavetheIndicator.

4. Navigateto theTargetsRelatedListandcreatea newTargetasfollows:
* Targetat:about3monthsago
Â¢ Value:100

DashboardVisualization
Withthehardworkoutoftheway,it istimetocreateawidgetontheCustomerSuccess
Advocatedashboard.

1. Navigateto theCustomerSuccessAdvocatedashboard.

2. Createa new tabandrename ittoCustomerSatisfactionIndex.

3. Adda new ListWidgetandconfigureitasfollows:
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Name:Customer
SatisfactionScorecard

Indicatorgroup:
customersat

Type:List
Visualization:Scorecard    ColumnSettings:Current
score,Trend,Change%

4. Addanew PerformanceAnalyticsScoreWidgetandconfigureitasfollows:
 

Name:Customer Â«| eeesates

SatisfactionIndex

Type:Score
Visualization:LatestScore
Template:Template2   

RepositiontheCustomerSatisfactionIndextabasthefirsttabon thedashboard.
 

CustomerSatisfactionIndex CustomerSatisfactionScorecard

w

"yun YYIndexforAverageCSATscores 66.67%

7fi% YYIndexforAverageOutageDuration 70.50%V40(-34.2%)jul2t:110%6   
e ==Whichindexisunder-performing?
e ==Whichindexisover-performing?

Youhavenow completedtheIndexIndicatorslab.
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ModuleRecap
(OCo}-MOXo}sot)0}3

melManlelMincel(e-}velecyol-lacolanaNaarlaalciaarla(er]|
calculationsusingJavaScript,PAFormulaUtilsAPI,theGlideAPI,and
Indicators

* TargetAchievementindicatorsare Formula
Tate}Kor-}nelecmagi-lmer-1(0l0](-]kouol-lacelsaaaakels
IndicatorwithrespecttoaTarget

IndexIndicatorsare aweightedaverageof
multipleTargetAchievementindicators

ReviewQuestions
ForIndexindicators,thedirectionisalways

andthetargetshouldbe

Whichcanpotentiallyresultinbetter
performance-â€”Scriptedor Formula
Tatel[er1nolecya

WhenistheFormulaindicatorcalculated?

AreFormulascorespersisted?
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ModuleObjectives
DefineTextAnalytics
ConfigureTextAnalyticsIndicators
BuildTextAnalyticsWidget
FilterWordCloudsusingKeywordsandPhrases

LabsandActivities
9.1ConfiguringTextAnalytics

 

Inthismodule,youexploreTextAnalytics.TextAnalyticsusesTextIndicatorsthattrendandanalyze
wordsinStringvaluesinordertomakesenseoutofnon-numericdata.
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TextAnalyticsDefined

IK)awNalel\iosxe]oN smKexeleliaulaviiclalmiceaami=>dmnls)eknen7
folate]\\4laleMielkekelateolaiceiâ€”yeke]ak-lrarxe]aremi1arels

 Text
Analyticsis .

theanalysis ee
ag satstablevisipingopening

ater
est

ofnon- acesoeetefaeralUlant=irenelave! ane3aBEJotuteralesGenaunstructured
lofejKe)  

 

    

 

TextAnalyticskeyfeatures:
* TextAnalyticsistheanalysisofunstructureddatasuchasDescriptions,Comments,Notes,or

othernon-numericdatathatisoftypeString.
StandardIndicatortypessuchasAutomated,Manual,andFormulaaregearedto trendand
analyzenumericaldatarecordedasscoresinthepa_scoresandpa_snapshotstables.

* TheTextAnalyticsIndicatorisa newtypeofvisualizationthatrelieson thecreationofText
Indexesduringcollectiontime.

* Theâ€œPerformanceAnalyticsâ€” Premiumâ€•pluginmustbeinstalledtomakethisfeatureavailable.
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TextAnalyticsSetup
InitialSetupProcess

;
- Configure as

SetupSource: RunInitialText Scheduled VisualizeinWord
Indicators&Fields IndexCollection : CloudCollection

TextAnalyticsRefinement

SavePhraseand
KeywordFilters

ReviewSystemStopWords DefineStopwords DefinePhrases   

TheInitialTextAnalyticssetupinvolvesthesesteps:
DefinetheSources,Indicators,andtheStringFieldstoanalyze
RunonetimehistoricalTextIndexcollection

Configurescheduledcollectionto retrievethetextindex
CreateaWidgetofTypeTextwiththeWordCloudvisualizationandaddtoa dashboard

Thesubsequentrefinementinvolvesthesesteps:
* Reviewexistingsystemstopwords
* DefinenewstopwordsandphrasestoexcludefromtheWordCloud
* Definefiltersor drilldownstoautomaticallyfilterthewordsintheWordCloud

TechnicalNotes:
* InvalidkeywordsaddedintheKeywordformwillnotbefilteredoutautomaticallyifnot

applicabletothewordcloud
* OnlyStringfieldsareallowedforindexing.
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DefineIndicatorsandFieldsforTextAnalytics
 

& BePerformanceAnalyticsTextindexConfiguration== incidents.open =

SpecifytheIndicatorsourceto

performindexingon
Save UpdateDelete_â€”_Runhistoricalcollection

â€œfinicatorsource 2kFist analve
CheckifplanningtoUsesystemâ€˜nesentssopen&|Shorteserpton
stopwords

Usesystemstopwords

v

â€” StopWordsaretrivialwordstoignoreSave Update Delete Runhistoricalcollection
Selectoneor moreStringfieldsin
Fieldstoanalyze

Indicators(1) PerformanceAnalyticsTextIndexes

= indicatorsEYEBB)seven scare sorn

AddIndicatorstoanalyzeinthe
Indicatorsrelatedlist â€˜YZTextindexconfiguration=Incidents.Open

GQ Sindicator = Domain

Â©__Numberofopenincidents global   

 

ThefirststepintheprocessistodefinetheSetupFields.NavigatetoPerformanceAnalytics->Text
Analytics>Setuptobeginconfiguringthefollowing:
* IndicatorSource
Â¢ FieldstoanalyzewithTextAnalytics

* CommonfieldsareDescription,ShortDescription,or anyotherStringfield
Â¢ Whetherto usesystemstopwords

* Stopwordsare commontrivialwordssuchas:the,a,etc.thatshouldbeignored
Notethatuser-definedstopwordscanbeusedwiththeSystemstopwords.Toview

systemstopwords,navigatetoSystemDefinition>TextIndexStopWords.

Â¢ RelatedlistofIndicators

Theabovesetuprequiresthepa_power_useror pa_adminrole.
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RunHistoricalAd-HocCollection+ ScheduleDailyCollection
RunHistoricalCollection

= PerformanceAnalyticsTextIndexConfiguration = - i

<  &incidents.open @FF 000 Save UpdateDelete| Runhistoricalcollection
|@Textindexcollectiontriggeredfrom2018-12-16to2019-01-14 x

 

 

  

2IndicatorIncidents.Open > FieldstoShortdescriptionsource analyze
Usesystemstop.

words   
 

= ScheduledDataCollection
ConfigureRegularscheduledCollection(daily): <  & [paincident)pailydatacollection

ScoresOnly
Disablethecollectionofalltextindexes

Textindexesonly
Donotcollectscores,onlytextindexes

Bothscoresandtextindex Run

Runasâ€”PADataCollector

RunastzSystem(America/Los_Angeles)

Activeov  Collectallscoresandalltextindexes(Default) Collect|Bothscoresandtextindex  

Assoon as thePerformanceAnalyticsTextIndexConfigurationiscomplete,theRunhistorical
collectionbuttonbecomesavailable.ClickRunhistoricalcollectiontopopulatemetricsforthenew
TextAnalyticsIndicator(s).

TheCollectionJobformhasbeenenhancedwiththesetwoadditionaloptions:
* TextIndexesOnly
* BothScoresandTextIndex
TheCollectfieldissettoBothScoresandTextIndexbydefaulton z-bootedandupgradedinstances.
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VisualizeTextAnalyticsinWordCloud

SelectWidgetoftypeTextand
visualizationWordCloud

MainConfiguration:
* Type/Visualization
* Indicator/Breakdown/Element

 < B Widgets= newrecord

> Name Openincidents-ShorDescriptionAnalytics
akIndicatorNumberofopeninciderQ.| @ Type|Text

BreakdownQ 2 |WordcloudVisualization    

OpenIncidents- ShortDescriptionAnalytics

Yesterday<

57Numberofopenincidents(273)

Wordcloudsourcefield:Shortdescription
Q

errors1)mataement=:frOROnBeÂ© client

IÂ¢unkwd TOMaetaeStnspanel)weedved:
Trendline RelatedRecords

â€” managementâ€” performingâ€” action â€” from_â€”while

   
TheTextWidgetisa new typeofwidgetintroducedtosupporttheTextanalyticscapability.The
availableTextvisualizationisWordCloud.
TocreateaTextWidget,aTextAnalyticsIndexConfigurationmustalreadyexist
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WordCloudDisplayConfiguration
 

TextField(when[eeincidents-shortDescriptionAnalyticsYesterday< Wordcloudsourcefield:Shortdescriptionmultiple) 7 tumberofopeninert
'Q

reeÂ°" local_saleslaunchusers
MaxWordsin tableaRCSSWordCloud eeeetinnefrom_xigniteaCC%or Countfor == FESPO
occurrence

calculation TrendingRelatedRecords

stock

unk Minimum
eer Felco}

occurrence
to include:1

jaSPOSSpst asstayed=PlanplanningSstedri

 

Minword
occurrenceto i : = be : â€” b = ws ;

include â€”
=

B =25Word
Sea 24.8

ae

Aicclaleky
#wordtrends allowed

todisplay      

TheWordCloudvisualizationhasanexpandedabilitytospecifythecutoffcriteriaforshowinga
wordor phraseinatextwidget.Previously,youcouldsetonlyaminimumwordoccurrence.Now
youcandefine:
Â¢ Whetherthecutoffvalueis anumericalcountor a relativepercentage.Forexample,youcanset

thecutoffat5occurrencesofawordor phrase,or at10%ofallthewordsinthefieldbeingthat
wordor phrase.
Whetherthewidgetshowswordsor phraseswhenthereare atleastasmanyoccurrencesasthe
cutoffvalue.Inotherwords,thewidgetshowsonlythemostcommon words.
Whetherthewidgetshowswordsor phraseswhenthereare no more occurrencesthanthe
cutoffvalue.Inotherwords,thewidgetshowsonlytheleastcommon words.
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DefineNewStopWords

Niro)one)coMMemexolaalaalolannZelcehalleialcn-y.coilUlel-onicelaani->dmlalelAIS
Examples:an,a,the,itâ€™s,are,won't,etc.

 

& BE TestAnalyticsStopWords
= Newrecord 

< [ext AnalyticsstopWords Stopwords Stopwords
feliila\â€”teKels fol-ila\â€”reKels

IndicatorSource 7 faemor_|MumberofopenincicensIndicatorLevel
sreidown|Prrty

2 Indicatorâ€”_Incidents.Open
source

Element 1-Critical

 

Breakdown
level2 â€˜Specifyacomma-separatedlistofwordstoexcludefromtextanalysis. 

Elementlevel2
2kStopwords  

 from,my,any,me,while,after,per Specifyacomms-seperatalatofwordstoexhudefrombatanaljas 

2kStopwords

Stopwordsareremovedfromdata {ommyanymeswnearpercollectiontokeeptheindexlean Stopwordsremainintheindexbutare

removedfromtheWidget  

 

StopWordsarecommonlyusedwordsthatasearchengineshouldignore,bothwhenindexing
entriesforsearching,andwhenretrievinga searchquery.SystemStopwordsexistbydefaultin
everyinstances.AdditionalStopwordscanbeconfiguredbythepa_adminor thepa_analystas

follows:

StopWordson IndicatorSource:
Â¢ Whenspecifiedon theindicatorsource,stopwordsare removedfromdatacollectiontokeepthe

indexlean.However,youcannotimmediatelybringthesestopwordsbackintothewidgetby
removingthemfromtheStopwordsfield.Theyare notremoveduntilthenextdatacollection.

StopWordson Indicator:
* Stopwordsthatarespecifiedon theindicatorremainintheindex.Thesestopwordsareremoved

fromthewidgetimmediately.

ToconfigureadditionalstopwordsforusewithPATextAnalytics,navigatetoTextAnalytics>Stop
WordsandclickNew.IntheStopwordsfield,enteracomma-separatedlistofwordstoexclude
fromthetextanalysis.
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Keywords now.

IREWAWA0)KOKHO]K=HONAS10WYO)Â£0KOl(OUeINX=X0(01a=
OpenIncidents- ShortDescriptionAnalytics

 
 

Yesterday< Wordcloudsourefield:Shortdescription Wordcloudsourcefield:Shortdescription
â€˜F7_Numberofopennedents(173)

Qperforming

es weommeos|oemenFACE sce
iAe:ereasrfo iig=

Clicka Word DeleteallEbagAasolaralNee intheCloud
SSeyhiete,eseae to Filter

 â€˜OpenIncidents- ShortDescriptionAnalytics

red ilemslini â€˜Wordcloudsourcefield:Shortdescriptionb umberofopenincidents(173)
al

woetiME ifica

â€˜seanyctionOnitile@stepssass

Ctr i

â€œfgg,EVENTPeaeocuifenterofÃ©Ã©leoeroinga)%walSedwesultsafterexpecteds-" FilteredCloud
applicationexpectationÂ®Responsermanufactuting,hireright   

Tofilterawordcloudbykeywords,clickthewordsinthecloud.Youcansavealistofthekeywords,
whichwillbeusedwheneversomeoneviewsthewidget.Savedkeywordsalwaysfilteratext
analyticswidget.Youcansavethemdirectlyon thewidgetinadashboard,choosingfromthewords
inthewordcloud.

Userswiththerolespa_analystrolecandefinekeywordsfroma formbynavigatingtoText
Analytics>Keywords> New.SavedkeywordscanberemovedwhileviewingtheWordCloudand
deletedbyuserswiththepa_analystrole.
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ManagingKeywords
SaveaSearchwordto
createakeyword
RemoveaKeywordfrom
hecurrentfilter

DeleteallKeywords
Uponreload,thewidget
revertstothesaved
keywords Userselectionisnot

persisted

 

Wordcloudsourcefield:Shortdescription

Save

Q}

Selectedkeywords

performing(20)x

 

Wordcloudsourcefield:Shortdescription

Remove
Delete
Deleteall 

 

 
Be TextIndexKeywords=} _numberofopenincidents

2 WidgetOpenincidents- ShortDescriptionAnalytics.

2kIndicatorNumberofopenincidents

2 Field|Shortdescription
Saved

Keywordscan

loX-wantelarele[-xe}
inFormUI

Breakdown

Element

Breakdownlevel2

Elementlevel2
 

|specifyacomma-separatedlstofwordstouseorthisdefaultdrildown 

2kKeywords
performing,

 

 

â€˜OpenIncidents- ShortDescriptionAnalytics
January14

J Numberotopenneces(73)
wogetiMe

wll â€œresultâ€˜applleandssalestorce' 
Wordoudsurefl:Shortdescgtionat

~â€œotifications
ONiessteps Selectedkeywords

{oftepevorming0)%

patieSpetationresponse 
 

Selectinga keywordactsasafilterforindexedtextfieldsthatonlycontaintheselectedkeywords.
PerformthefollowingtodefinethedefaultkeywordfromthewidgetUI:
* Selectakeywordeitherbyclickingon aword,or bysearchingthewordcloudinthesearchbox
* ClickSave

Notethatwhenapplyingbreakdownandelementcombination,theselectedkeywordswillbe
storedforthatspecificcombinationofbreakdownsandelements.

Userscanmodifyor deletethesavedkeywordsfromtheUIusingtheDeleteallactionaccordingto
theirrole:
* pa_viewerscanchangeselectedkeywordsasdesiredtoperformanalysisordrilldownbyother

keywords
* pa_viewerscannotsharekeywordstheyselectwithotherusers
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PhrasestoIncludeintheWordCloud

MAIKOSHOIK-HXONA=1OMOANALONKONCoNANLO)KOSUN=10KOMA0)KeR@lLelUleRIIK=165
Openincidents-ShortDescriptionAnalytics= Text IndexPhrases =Â©numberofopenincidents 0 = > Te Eas Januay8ie>

â€˜JNumberofopenncdents(208)
 

Wordcloudsourceeld:Shortdescription

3KIndicator al

ce FrSeactionmaanagementwhite
effecHOâ€˜irpninteesUntrequest= â€œERMSENQEstance

Phrasesare indexed
folateKenfelliele(â€œaren\â€”1e](en]TrendlineRelatedRecords

Elementlevel2

CommaSeparated
PhraseList 

okPhrases

UnabletoAccess,resetmypassword,notprovisioned,accountlocked,

erroraccessingnetwork,responsetime accountlocked â€” erroraccessingnetwork

   
Userswiththepa_analystrolecanspecifyphrasesthattextanalyticssearchesfor,insteadof
searchingforonlythemostfrequentindividualwords.Phrasesare indexedandsearchedjustlike
theKeywords.
NotethatphrasescanbecreatedonlyfromtheformviewbynavigatingtoPerformanceAnalytics>

TextAnalytics>Phrases.Thephrasesaredefinedas acommaseparatedlist.
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TextAnalyticsPermissions
  

     pa_power_userpa_analyst pa_viewer

* ManageTextIndex * ManageKeywords, * ViewTextWidgets
ConfigurationsPhrases,Stopwords ona Dashboard

* ManageKeywords, * Containedin * Searchforkeywords
Stopwords,Phrases pa_power_userandphrases  

Thenew PerformanceAnalyticsrolepa_analysthasbeenintroducedthatcan:

. DefineStopwords
Â° Select/save/deleteKeywords
Â° ManagePhrases

Thepa_analystiscontainedbythepa_power_userandpa_adminroles.Thisrolewouldbeassigned
to individualfulfillersorgroupswhoseexpertiseincludeskeywords,phrases,andstopwordsfor
wordclouds.
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DataInsightsLab

Ko]omeam@Xe)alicelelsiaremK=dmatale|halen)
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TextAnalytics

Ke]Â©)0)(YeaM53
Incidentsare sometimesinitiallyassignedtothewrongteamwhichleadstoresolution
delays.TheCustomerSuccessManageratCloudDimensionsrequiresadeeperinsightinto
openincidentsthatignoresthestandardcategorizationofPriority,Assignments,and
Category,andfocuseson theDescriptionitself.
Textanalyticson theIncidentDescriptionisneededtodetectfrequentlyrecurringwords
andpatternsthatcanprovideadditionalinfoaboutcommon issues.

ThislabwillshowyouhowtodoperformwordpatternanalysisofIncidentDescriptions
usingTextAnalyticsIndicators

A.TextAnalyticsRequirements
 

IndicatorandField Indicator Wordsandphrases
Source to ignore 

NumberofOpenIncidentsâ€” Incidents.Open| a,an,has,have,our,my,the,notworking,is
Shortdescription broken,notaccessible,isdown,mailserver,

passwordreset,responsetime      B.TextAnalyticsConfiguration
TextIndexConfiguration

1. NavigatetoPerformanceAnalytics>TextAnalytics>Setup.
2. ClickNewtoadda new PerformanceAnalyticsTextIndexConfigurationasfollows:

 

Indicatorsource:Incidents.Open{| Ee PerformanceAnalyticsTextindexConfiguratioiâ€˜= Incidents.Open
Fieldstoanalyze:Shortdescription
Usesystemstopwords:checked Indicator source

| Incidents.Open

Fieldstoanalyze@|@|Shortde

Usesystemstopwords.|v
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3. Savetheconfiguration.
4. ClickEdit...andaddtheNumberofopenincidentsindicatorasshown:

 

Indicators(1)

indicators()EBco22 naarÂ»

7_Textindexconfiguration
=

Incidents.Open

Sz QOBindicator

@_Numberofopenincidents    5. ConfirmthattheRunhistoricalcollectionbuttonisnow visiblebutdonotrun

collectionyet!

StopWordsConfiguration
1. NavigatetoPerformanceAnalytics>TextAnalytics>StopWords.

2. ClickNewtocreatethefollowingconfiguration:
e Type:IndicatorSource

e Indicatorsource:Incidents.Open
e Stopwords:a,an,has,have,our,my,the

<|BSTextAnalyticsstopWords

 

Type| IndicatorSource
 

indicator|Incidents.Open

Specifyacomma-separatedlistofwordstoexcludefromtextanalysis,

Stopwords
3, an, has,have,our, my, the

 

3. ClickSubmit.

INote:TheabovewordswillberemovedfromtheIndexduringcollection.

PhrasesConfiguration
1. NavigatetoPerformanceAnalytics>TextAnalytics>Phrases.

2. ClickNewtocreatethefollowingTextIndexPhrasesconfiguration:
e Indicator:Numberofopenincidents
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e Phrases:notworking,isbroken,notaccessible,isdown,mailserver,password
reset,responsetime

Text IndexPhrases
& sumberofopenincidents

 

   

 

3. ClickSubmit.

INote:TheabovephraseswillbeavailabletosearchforintheWordCloud.

TextAnalyticsCollection

1. Navigateto PerformanceAnalytics>TextAnalytics>Setup.
ClicktheInfoicontoopentheTextIndexConfiguration.
 

=|PerformanceAnalyticsTestindexConfigurations[EQ]Search fo tex

van
S = Indicatorsource SFieldsto analyze   

ClickRunhistoricalcollectiontotriggeraone-time/1-monthTextindexesonly
collectionfortheNumberofopenincidentsindicator.

INote:TheapplicationrespondswithaJobconfirmationmessage.

NavigatetoPerformanceAnalytics> DataCollector>Jobs.

ViewAllcollectionjobs.
ReviewtheTemporaryjobforcollectingtext indexesforIncidents.Openjob.
e NotethevalueoftheCollectproperty.
e Notethatno new scoreshavebeeninsertedasthejobonlyparsestextindexes.

C.TextAnalyticsVisualization
1. Navigateto theCustomerSuccessAdvocatedashboard.
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2. ClearallBreakdownSourcefilters.

3. Createa new tabandname itIncidentDescriptionAnalytics.
4. Addanew PerformanceAnalyticsWidgetoftypeTextasfollows:

 

Name:Incident Â«Wises|Descriptions 2Name|inconDescriptions
Type:Text A Indicator|numberofopenincident o tm

BreakdownQ + Viualaton

Visualization:Word
Cloud

Element

2ndBreskomn

Indicator:Numberof andElementOpenIncidents

DefaultField:Short tenses

description DisplaySettingsâ€•
Cut-offvalue:1

oer

xkcutottypeCount

Numberofwordsin +cnt[Recrieroreret

WordCloud:50 Cutoffvalue  Numberofwordsin
Trend-line:10

5. ClickSubmitandconfirmthecorrectdisplayofaWordCloudwidget:
 

IncidentDescriptions

Yesterday

â€˜Y7_Numberofopenincidents(501)
applicationPPlcationicrosoft

eenoPASSproblems|4aptopfti drivesignals I

â€˜SeiveremailjegihOiunableaneblackbetpostmune

macbookinternet;yprintingBSere>needs  D.TextAnalysis
1. ReviewtheTrendlineundertheWordCloud.

e Howmanytrendlinesareshown?
e WhichisthemostfrequentlyencounteredwordinIncidentdescriptions?
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 TacidentDescriptions
Yesterday
7 Mumbarofopeniniduees53 Worecoudseurcetee Storteexerzcon

Q

installation orkinPROP:ueay
newS request,maly

mf@ltPRONEblacKbeyhyeastrym

Trendline RelatedRecords  2. SelectthemostcommonkeywordintheWordCloud.(issuesinourexample.)
Note:Thelistisnowfilteredto therecordsthathaveâ€œissuesâ€•intheirdescription.TheWord
cloudcontainsthemostfrequentlyencounteredwordsintherespectivedescriptions.

 
IncidentDescriptions
Yesterday< Wordoudeurete:ShortdesertionP_Mumberotopeninciens(03)

in; . .

eaesktopfromincluding

inting:roamin|
performance

Trendline RelatedRecords

â€”â€”â€”__  WhichisthemostrecurringwordforIncidentswithissuesintheir
description?
Whatcanyoutellaboutthenatureofreportedincidentsbasedon this
analysis?

3. Clearallkeywords.

4. Searchforthewordpassword.
5. Withoutremovingthepasswordkeyword,searchforpasswordreset.
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TrendlineRelatedRecords   6. NavigatetotheRelatedRecordslisttoviewtheincidentrecordsthathave
passwordresetintheirshortdescription.

 

Q

Selectedkeywords

password(21)X passwordreset(4)*  7. Savetheselectedkeywords. 

I Tip:Oncesaved,keywords(andphrases)areautomaticallyappliedtotheWordCloud.

8. Navigatebacka fewdaysusingtheGotoPreviousDayarrow. TheWordCloud
contentisautomaticallyfilteredtoapplythekeywordssavedearlier.
 

IncidentDescriptions

January20<>

â€˜J.numberofopenincidents(477)

   e Howmanyoccurrencesofpasswordresetare thereon theselectedday?
9. SelectDeleteAllto removethesavedkeywords.

Selectedkeywords A...all

 

  

Youhavenow completedtheTextAnalyticslab.
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ModuleRecap
(OCo}-MOXo}sot)0}3 ReviewQuestions

* TextAnalyticsIndicatorsanalyzeStringfieldg
andpresentpatternsin aWordCloud

* Howistextanalyticsvisualizedona

D-ia)oley-1aeha
* TextAnalyticscansearchforfrequent

SREUITEAESOFWardlsaradlBlass
* CanyouuseSystemStopwordswithUser
definedStopwords?

* Stopwordsare predefinedwordsthatthe
searchengineexcludesfromTextAnalysis

* Canaphrasebesavedasakeywordina
WordCloudWidget?

* Thepa_analystisanew rolededicatedto
managingthesearchesintheWordCloud
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