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Module Objectives

Define ServiceNow Performance Analytics

\lele[V]ICH Compare Analytics and Reporting

Performance Describe Roles and Stakeholders

Analytics Review Application Deployment Options

Introduction

Labs and Activities

1.1 Perfformance Analytics Navigation

servicen w.

Performance Analytics visualizes business process data that is collected over time. This data reveals
trends, which can be used to make real-time adjustments for continual service improvement.

You can use Performance Analytics to help in decision making when aligning resources, systems, and
employees to strategic objectives and priorities.

This module introduces the ServiceNow Performance Analytics application, compares the Analytics
and Reporting applications, discusses the Performance Analytics personas and reviews the
deployment process.

Performance Analytics Introduction
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Performance Analytics helps you...

Deploy a service performance strategy with
out-of-the-box KPIs and Dashboards

Obtain visibility into how services are
performing and what trends to anticipate

Pinpoint roadblocks and opportunities for
Improvement

Drive better and faster business decision-
making using real-time data insights

The following are some of the key characteristics of ServiceNow Performance Analytics:

Performance Analytics helps improve process performance and efficiency.

* |t uses KPIs (Key Performance Indicators) to measure process health and show how the business
is performing against measurable objectives.

* Pre-packaged KPIs and visualizations for different applications are available in Analytics Solutions
(aka Content Packs). These bundles speed up the deployment of Performance Analytics for
different application domains.

* |t offers insights to various functional roles and stakeholders using role-based dashboards.

* The historical data used in KPI trends is extracted from ServiceNow Process tables and never
leaves the ServiceNow platform making the entire solution 100% native and secure.

Performance Analytics Introduction
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How do you achieve Continual Improvement?

Activity:

Optimize 0% 128 days 8 days
Performance by

measuring
behaviors that 53% 0% 56%
oact Al
process health
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Performance Analytics is a process improvement solution. It helps improve process performance by
tracking and measuring the behaviors and activities that impact the business process health.

As an example, here are some of the trends that impact the health of the Incident Management
process:

* Average Age of open incidents
* Average Close time of incidents
* Percentage of new Critical incidents

* Percentage of incidents that are Overdue, etc.

Once you identify the activities and behaviors that impact your process, create corresponding
indicators, and visualize them on a Dashboard. Collectively, all Dashboard widgets, present a real-
time view of the state and health of your business process.

Most applications have corresponding Content Packs which prepackage best practice KPIs and their
visualizations for a quicker and more prescriptive Performance Analytics deployment.

Performance Analytics Introduction
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What is an Indicator?

Overview
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The following are some key characteristics of Business Process Indicators:

* An Indicator is a performance measurement defined to continually measure a business service,
an activity, or organizational behavior. Looking at the Indicator trend, you can answer whether or
not the business process has improved over time.

* Indicators are defined by process owners and support the business process needs of customers,
users, employees, and various stakeholders. In the above example, the Average resolution time of
resolved incidents tracks the time it takes, on average, to resolve Incidents. Each point along the
trend line is the average of all Incident Resolution Times resolved on that particular day. This
indicator contributes to the overall health of the Incident Management process.

* The Indicator data is continually compared against goals, company strategy, and business targets
to assure alignment and optimize performance. Stakeholders can define thresholds and targets
for visual comparison to business goals.

* Indicator visualization can optionally display a forecast. The forecast is a mathematically
calculated projection of future indicator values based on the Indicator’s historical performance.
Forecasts help anticipate trends and be proactive.

Performance Analytics Introduction
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What is a Dashboard?

Collection of
related process

visualizations

illustrating

process health
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Dashboards combine one or more related Indicator visualizations and Reports in a single view.
Dashboards are designed for different stakeholder roles and contain business process information
required by the respective job function/role. The example Dashboard shown here presents multiple
trends and summaries related to the Incident Management process. Dashboard content and layout
are easily customizable. Dashboards can also be shared with select users, groups, and roles.

Performance Analytics Introduction
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Building a Perfformance Data Trend

A trend is built by daily process measurement collections.

Each pointin a trend line represents the value of the indicator at that specific point in time.
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ServiceNow Performance Analytics collects process performance information at regular intervals.
The example here tracks the Number of open incidents indicator. Each point along the line
represents the number of open incidents for that day.

Due to the chronological organization of performance data, the most appropriate visualization is the
Time series. A Time series is an ordered sequence of measurements collected at regular intervals.

Common use of the Time series graph is when charting stock symbol performance or temperature
levels over time. The terms Trend and Performance Trend are other common terms used to
describe a series of measurements recorded over a period of time.

The Indicator time series is displayed in a context-rich interface called Analytics Hub. The following
chart details allow for maximum insight into the process:

* Latest available score and change of score compared to previous score
* Target level and gap to target

* Process Trend Line

* Thresholds

* Comments and notifications

Performance Analytics Introduction
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Performance Analytics Implementation Flow -

Design Indicators

Design Data Sources, Run Jobs to populate Build Dashboards and
Fields, Filters, Scripts Analytics tables add Widgets

The following are required implementation steps to deploy Performance Analytics and begin
achieving continual service improvement:

* Design Indicators — The ServiceNow table architecture is visible and highly configurable. Service
Owners and administrators can easily define the Business Process metrics they need to track and
build the corresponding Indicators to capture performance information.

* Collect Data - In ServiceNow, process and analytics data co-exist on the same platform. The

collection process captures the Indicator performance data used by the analytics engine. This
data is never duplicated and never leaves the enterprise cloud.

* Visualize Performance - The Performance Analytics application offers a range of trend
visualizations presented as widgets on shareable dashboards. Existing reports can also be
leveraged to present real-time and trend-over-time information on dashboards.

Performance Analytics Introduction
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Performance Analytics Stakeholders

How can | impact frends
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The most common personas that benefit from the deployment of a Performance Analytics solution
are Service Owners, Executives, Front Line workers, and, of course, the end users or customers.
These personas have varying objectives and pain points:

End Users need status and quality information about submitted requests and services they use.

* Front Line Workers need relevant targeted information that would help them make the right
decisions quickly and result in more efficient and better service.

* Service Owners are looking for information that will help to better understand what drives the
quality and the cost-of-service delivery.

* Executives need information about governance and a higher-level overview of process indicators
to make better informed decisions.

Performance Analytics Introduction
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Analytics and Reporting e “
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Performance Analytics complements and expands the ServiceNow reporting capabilities. Here are
some key characteristics of each:

Reporting:
* A Reportis a data summary measured at a specific time. It describes a process at the current
moment.

* Reports are best for measuring process outputs when no historical trend is required.

* Reports provide real-time status updates and summaries of past information. Examples:
How many incidents are open currently?
How many incidents were resolved last week?

Performance Analytics:

* An Analytics widget presents an Indicator Trend — a series of measurements collected over time.
The trend describes how a process has changed and evolved over a period of time.

* Analytics visualizes performance trends against targets and uses notifications. This allows a
Process Owner to take action as soon as performance degradation is detected.

* Analytics is able to correlate multiple business processes and derive new metrics. Example: What
is the percentage of Critical incidents not worked on in the last 24 hours?

* Using Forecasting algorithms, Analytics can help businesses anticipate trends.

Performance Analytics Introduction
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Activity: Perfformance Analytics or Reporting ?

Department Headcount Current Breakdown of
Over Time Employees by Department

Incident Mean Time Number of Critical Tickets
Resolution compared to SLA as a Fraction of all Tickets

Forecast of HR Case
Resolution Times over the
next month

Incident Description
Analysis

servicen w

Which of the above are appropriate use cases for Performance Analytics? Which are better to
address with Reporting?

Answers:
Department Headcount Over Time - Historical Performance Trend, use Analytics

Current Breakdown of Employees by Department - Real-Time information, use Reporting

Incident Mean Time Resolution compared to SLA - Score to Target Comparison, use Analytics
with Targets

Number of critical tickets as a fraction of all tickets - Metric Inference, use Analytics and Formula
Indicators

Forecast of HR Case Resolution Times over next month - Predictive Analytics

Incident Description Analysis - Text Analytics, a feature of Performance Analytics

Performance Analytics Introduction
© 2023 ServiceNow, Inc. All Rights Reserved

14




Performance Analytics Application Roles

v Performance Analytics

Admin Console

Contextual security requires

Getting

application- and module-
Guided Setup

specific roles

Dashboards

> Indicators

> Breakdowns

Threshold Admin
. W 4

> Sources
> Text Analytics
> External Data

> Data Collector
> Automation

> System

> Troubleshooting
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Here are the application roles that interact with Performance Analytics:

PA Administrator: Creates Indicators, Breakdowns, and Dashboards. Manages data collection,
configures jobs and sources, and edits Performance Analytics system properties. Contains the
pa_data_collector and pa_power_user roles.

PA Power User: Creates Indicators, Breakdowns, and Dashboards. Cannot create or edit data,
configure collection jobs or sources, and has limited ability to edit PA system settings. Contains
pa_threshold_admin, pa_target_admin, and pa_contributor.

PA Data Collector: Cannot create or view indicators and Breakdowns but can create and edit data
collection jobs and Indicator / Breakdown sources. Has some limited ability to edit PA system
properties. Contains the pa_viewer role.

PA Contributor: Can access and modify select Scoresheets to which they are given access.
PA Threshold Admin: Can create Thresholds in the Analytics Hub.

PA Target Admin: Can create Targets in the Analytics Hub.

PA Viewer: Can only access Dashboards and the Analytics Hub.

Performance Analytics Introduction
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Deployment Options

* ~15 Incident KPls * Library of 350+ Best Practice

* Limited History — 180 days KPIs and Dashboards

e No New Indicators * Unlimited creation of Indicators,
Breakdowns, Sources,
Dashboards

* Unlimited History
* Guided Workflows
* |nteractive Analysis

servicen w.

The ServiceNow platform offers free complimentary usage of Performance Analytics for Incident
Management. Performance Analytics for Incident Management comes with 2 dashboards visualizing
15-20 best practice KPIs with up to 180 days of scores.

The full version of Performance Analytics is a premium add-on for ServiceNow. It bundles
performance scorecards and management dashboards that automate KPI reporting and deliver
advanced analytical capabilities. When purchased, customers can add, modify, or delete indicators
for any application that runs on the ServiceNow platform. 100+ KPlIs are included with the Premium
version.

License activation: System administrators can activate the plugin for the licensed version of
Performance Analytics. The specific plugin you activate depends on the product area for which you
have purchased a subscription. For more information, see Getting Started with Performance
Analytics on the Platform Analytics Community page.

Link:

Performance Analytics Introduction
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What are Analytics Solutions aka Content Packs?
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A Vulnerability Management dashboard is available with the
servicenow Performance Analytics - Content Pack - Vulnerability Response

Performance Analytics complements most in-platform applications with readily available Indicators
and Dashboards bundled in process Content Packs. Many Content Packs are available as plugins in
the baseline ServiceNow instance.

Content Packs provide content for 350+ KPIs / 200+ reports / 50+ dashboards tailored for specific
ServiceNow business applications.

Content Packs allow for the quick onboarding of applications such as HR, Facilities, Financial
Management, Knowledge Management, Request Management, Service Desk Chat, Cloud
Management, Vendor Management, Customer Service, etc.
Content Packs are available for many applications such as:

* Service Management

* IT Operations Management

* Project & Financial Management

* Human Resources Management

* Customer Service Management

* Security Operations Management

* Service Strategy

Visit the Performance Analytics Community for the most up-to-date information on Content Pack
availability.

Performance Analytics Introduction
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Architecture and Components
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Here is a high-level look at the Performance Analytics architecture and components:

* At the lowest level, your business activities populate the Process Tables such as incident,

problem, etc.

* Indicator Sources are created using the Conditions that extract specific records from process

tables, such as Open Incidents, or New Problems.

* Indicators are created using Indicator Sources and define actual KPls to measure, such as

Incidents resolved by first Assigned group.
* Indicators can have Targets (goals) and Thresholds (critical or boundary conditions).
* Breakdown Sources and Breakdowns allow for dimensional analysis of indicator data.

* Data Collection Jobs run on a scheduled basis and populate the Indicator Sources and Indicators

as well as Breakdown Sources and Breakdowns.
* Widgets are created to visualize Indicator data.
* Element Filters apply to Breakdown Trends as filters.

* Once the collection is complete, data can be viewed in the Analytics Hub and Dashboards.

Multiple widgets are placed on dashboards and shared with stakeholders.

Performance Analytics Introduction
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Performance Analytics Resources

AP ervicend
¢ Community

Community — Landing Page

* Ask Questions

* Read Blogs

Platform Analytics

Documentation Portal

* Release Notes and Docs
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i

Releose Information
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Make sure to bookmark the following URLs:

Platform Analytics URL:
Getting started Performance Analytics URL:

Subscribe for email updates on articles, blog posts, and events.

Other useful resources:
Developer Program: |

Latest Release Notes:

Product Documentation:

Performance Analytics Introduction
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Performance Analytics Infroduction Lab

Lab 1.1
Performance

Analytics Navigation

1.1 Performance Analytics Essential Concepts
In this lab you navigate the User Interface and become familiar with application modules.
* Impersonate various Performance Analytics roles

* Review Performance Analytics Applications and Modules

Performance Analytics Introduction
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Performance Analytics Lab
Navigation 1.1

215 minutes

Lab Objectives

As the Glide Haven Performance Analytics Administrator, you need to familiarize yourself
with the ServiceNow interface and the Performance Analytics application. To accomplish
this task, perform the following activities:

Explore Performance Analytics
Practice role-based navigation
Install a Content Pack from the Admin Console

A. Navigating Applications and Modules

Instance Access

The Performance Analytics application contains modules that let you view and configure the
different components required by business service analytics. In this section, you access the
instance and practice module navigation.

1. Loginto the ServiceNow personal lab environment using the instance URL and
administrative credentials provided by your instructor.

2. Confirm that the System Administration homepage is displayed before proceeding.

P
servicenow A Favorites  History  Workspaces  Admin Shared ademin dashboard

@y administrative actions and tools across the platform.

Track what's important to you

Shared admin dashboard -

Performance Analytics Navigation Lab
© 2023 ServiceNow, Inc. All Rights Reserved
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servicenow

I Note: For more convenience and navigation, click the pin icon to pin V Fiter
I the All menu.

Module Navigation

1. Type in Performance Analytics in the Filter navigator field.

servicenow Al

Y Performance Analytics @& >

FAVORITES

No Results

ALL RESULTS

v Performance Analytics

l Note: This action displays only those modules and applications with Performance Analytics in
I the title, such as Performance Analytics.

2. Hover over the Dashboards module and select the Star icon to create a favorite.

~ Performance Analytics

Favorite added
MName »
Performance Analytics - Dashboards

Lacation

Top level (default)

More

3. Hover over the Analytics Hub module and select the Star icon to create another
favorite.

Favorite added
MName %

Performance Analytics - Analytics Hub

Lscaltion

Top level (default)

More

4. Create a favorite for the entire Performance Analytics application by clicking the Star
icon next to the Performance Analytics module.

Performance Analytics Navigation Lab
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5. Click the Favorites menu to view only your favorites.

servicenow

v perf

Performance Analytics - Dashboards
Performance Analytics - Analytics ...
Performance Analytics

Check it out

I Note: You can also view your favorites in the filter navigator panel.

B. Performance Role-Based Analytics Navigation

Different Performance Analytics roles are restricted to specific functionality of the application.
In this section, you practice role impersonation.

PA Admin Navigation

1. Click the System Administrator avatar to expand the User menu in the Unified Nav
and click Impersonate user.

w»  System Administrator, Available Q

@ System Administra...

& Profile
@ Preferences
o Impersonate user

T Elevate role

(€] Logout

2. Type PA Admin in the Search for user field. Select the PA Admin from the list and
click Impersonate user. The application automatically refreshes as per the roles and
privileges of the currently logged-in user.

Impersonate user X

SEeCt 3 user
[ PA Admin| Q ]
PA PA Admin

pa_admin

B Phoi; ‘

pa_admir

Performance Analytics Navigation Lab
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3. Close the pop-up window by selecting ‘X’.

servicenow

I Note: For more convenience and navigation, click the pin icon to pin
I All menu.

4. Type perf in the Filter navigator field and review the contents of the Performance
Analytics application.

I Question: Do you see any of the favorites created earlier? Why or why not?

5. Confirm that the PA Admin user has access to the following modules — Dashboards,
Admin Console, Widgets, Analytics Hub, Scoresheet, Indicators, Breakdowns,
Sources, Data Collector, Automation, System, and a few others.

6. Create Favorites for these two modules: Dashboards and Analytics Hub.
7. Navigate to Performance Analytics > Dashboards.

8. Type Incident in the Search by name or group box.

Dashboards m

Roreed | Oweed by Me | Shrmd weith Me

I Note: Shown above are Dashboards that belong to the Incident group or have Incident in their
name.

9. Select the Dashboard card of the Incident Management dashboard.

I Question: What needs to happen to have data in a Performance Analytics dashboard?

Performance Analytics Navigation Lab
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PA Power User Navigation

1. Expand the User menu in the Polaris Unified Nav and select Impersonate another
user.

I Note: Polaris is the default theme for instances with Next Experience enabled.

2. Impersonate PA Power User. The application automatically refreshes as per the
roles and privileges of the currently logged in user.

3. Close the pop-up window by selecting ‘X’.

I Note: For more convenience and navigation, click the pin icon to servicenow
I pin All menu. ¥ Fiter

4. Type perf in the Filter navigator.
5. Create a favorite for the Performance Analytics application.

6. Confirm that the PA Power User has access to the following modules — Dashboards,
Widgets, Analytics Hub, Scoresheet, Indicators, Breakdowns, Automation, System,
and a few others.

7. Navigate to Performance Analytics > Indicators > Automated Indicators.

I Note: The default deployment of Performance Analytics consists of multiple Indicators designed
I to monitor the Incident Management processes.

I Question: Which KPIs are dedicated to trending resolved Incidents Information?

8. Navigate to Performance Analytics > Analytics Hub.

Question: Do the Incident Indicators have any Score, Change, and Trends data yet? What needs
to happen for analytics data to show?

= Analytics Hub m Best ‘Worst Improved Degraded “ Q @

v Al

T Name Score Change Trend

ir * %ofincidents resolved by first assigned group
i ® %of new critical incidents

1r @ %ofopenincidents not updated in last 30 days

Performance Analytics Navigation Lab
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Data Collector Navigation

1. Expand the User menu in the Polaris Unified Nav and select Impersonate another
user.

2. Type PA Data Collector in the Search for user field.
3. Select the PA Data Collector user.

4. If a pop-up window appears, close the window by selecting ‘X’.

Note: The PA Data Collector is the only user, other than PA Admin, with access to data
collection and data sources.

servicenow

I Note: For more convenience and navigation, click the pin icon to
I pin All menu.

Y Filter

» Content Taxonomy

5. Navigate to Performance Analytics > Data Collector > Jobs.

All > Run != Once > Name does not contain PA Analytics > Benchmarking data collection = false

MName = Run Time Active
L} Admin Center Dally Data Collection Daily 08:00:00 true
3 Admin Center Historle Data Collector Daily 08:00:00 true
] CMDB Workspace Aggregates Dally Collection On Demand 08:00:00 true

] CMDB Workspace Aggr Monthly Collection On Demand 08:00:00 true
3 CMDB Workspace Colle Daily 08:00:00 true
] Multisource Dashboard Collection Daally 08:00:00 true
] On-Call: Daily collection of escalations data Daaily 18:30:00 true
» Scorecard Data Collection Daity 08:00:00 true
L3 [ICenter Analytics] Dally Data Collection Daily 00:01:00 true
» [PA Incident] Daily Data Collection Daily 09:00:00 false
» [PA Incident] Historic Data Collection On Demand false
» [PASC) Compliance Score Data Collection On Demand 10:00:00 true
» [PAWSC] Daily Data Collection Daity 10:00:00 true

I Questions: What all jobs have been configured for data collection? Are any of the collection
I jobs active?

6. Create Favorites for the Jobs and Job Logs modules.

SerVicenﬂw All  Favorites History Wec

|

Home

| > Run != Once

Na
Data Collector - Jobs

Data Collector - Job Logs

Performance Analytics Navigation Lab
© 2023 ServiceNow, Inc. All Rights Reserved

= ¥ &2 ScheduledDataCollection| Name = | Search + @ | Actionsonselected rows.. v m

26




servicenow.

Contributor Navigation

1. Expand the User menu in the Polaris Unified Nav and select Impersonate another
user.

2. Type PA Contributor in the Search for user field and select the PA Contributor user.
3. If a pop-up window appears, close the window by selecting ‘X'.

I Note: For more convenience and navigation, click the pin icon to servicenow
I pin All menu. ——

«  Lab Management

4. Type perf in the Filter navigator and review the contents of Performance Analytics.

5. Select the Analytics Hub module.

I Note: A contributor needs to be explicitly added to an indicator to have access to its detailed
l score information in the Analytics Hub.

6. Create a favorite for the Scoresheet and Analytics Hub modules.

Viewer Navigation

1. Expand the User menu in the Polaris Unified Nav and select Impersonate another

user.

2. Type PA Viewer in the Search for user field and select the PA Viewer user.

3. If a pop-up window appears, close the window by selecting ‘X'.

I Note: For more convenience and navigation, click the pin icon to servicenow
I pin All menu. Y Fer

~ Lab Management

Performance Analytics Navigation Lab -
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4. Type perf in the Filter navigator and review the contents of Performance Analytics.

I Question: How does the PA Viewer access compare to the PA Contributor access?

5. Create Favorites for the Analytics Hub and Dashboards modules.

servicenow A Favorites  History = Workspaces

Y perf Y Filter

FAVORITES Home

Performar nalytics - Dashboar Performance Analytics - Dashboar...

(© Performance Analytics - Analytics (© Performance Analytics - Analytics ...

C. Content Pack Installation

In this section, you install an additional Content Pack to deploy KPIs for the Incident SLA
Management process.

Content Pack Activation

1. Expand the User menu and click End impersonation to resume the identity of
System Administrator.

2. Navigate to Performance Analytics > Admin Console.

3. Select Plugin List under Content Library.

servicentjw All Favorites History Admin i Analytics Admin Console +

Addmin Console [Performance Analytics] @ Protormance Anslytics Actrrated)

& Content Library U Explore and Manage 1) Troubleshoot ba Usage

":f_} Advanced Configuration ?) Help
Aodify advanced configuration settings Have questions? Find answers in the

ServiceMNow

4. Review the list of ¥60 solutions and Content Packs.

I Question: What content packs do you see that relate to processes and applications you manage

I and may be helpful to add to your Performance Analytics deployment?

5. Select the Show/hide natural language filter button.

Performance Analytics Navigation Lab
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6. Type “name contains sla management” and press Ask or the Enter key.

Admin Console [Performance Analytics] > Content Library

= V¥V B system Plugins| MName « | Search @ Actions on selected rows... ¥

| What do you want to SEE'JI Ask H Tips for improving your queries

All =

1D starts with com.snc.pa. .or. ID in comglide.nlu.pa, com. glide.cs.pa, SN_PORTAL_DB, SN_SIR_ANALYTICS, com.glide.platform_ml_pa, SN_VUL_ANALYTICS, SN_TOURANALYTICS, sn_devoq
»

Mame = Version Status D

Analytics Center 1.0.0 Active com.snc.pa.analytics_center

7. Open the Performance Analytics — Content Pack — Incident SLA Management
plugin.

8. Select the Activate/Repair Related Link.

Related Links
Activate/Repair

9. Proceed with activation by clicking Activate in the Activate Plugin dialog.

Activate Plugin X

ﬁ Performance Analytics - Content Pack - Incident SLA Management

Performance Analytics content pack for Incident SLA Management out-of-the-box
KPIs. Activation of this plugin on production instances may require a separate
Performance Analytics license. Contact ServiceNow for details.

This plugin is associated with a for-fee subscription. More Info
You can view the list of your subscriptions on your production instance. Click here

Plugin dependency status

Performance Analytics currently installed

=

Learn more

10. Wait till the activation completes successfully.

11. Once complete, press Close & Reload Form to exit Plugin Activation.

Plugin Activation

(¥ Success

Performance Analytics - Content Pack - Incident SLA Management was activated

[ ViewLogs ] [ View PluginList [ Close & Reload Form

Performance Analytics Navigation Lab -
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Preview New Content

1. Navigate to Performance Analytics > Indicators > Automated indicators.

2. Select the Show/hide natural language filter button.

3. Type “indicator source contains incident” and press Ask or the Enter key.

= ¥V B _ndicators View: Automated | for text

. i-Search

indicator source contains |] Ask ][ Tips for improving your queries

& Name Unit

“incidents | ‘ Search

. Number of incidents 2
not solved
Number of incidents

closed by self-service

Number of closed
incidents
Summed duration of

L S Hours
closed incidents

Key

Search

false
false
false

false

Frequency

‘.Search
Daily
Daily
Daily

Daily

Indicator source

"Analytics

Incidents.Closed
Incidents.Closed
Incidents.Closed

Incidents.Closed

All > Type = Automated > Indicator source Name does not contain Analytics > Benchmarking indicator !=true > Name contains incidents

Publish on Analytics Hub

| Search

false
false
true

false

4. Next, type “group by indicator source” and press Ask or the Enter key.

Question: Can you tell which additional indicators were installed with the Incident SLA

Management Content Pack?

Y &) Indicators View: Automated | for text

~ | Search

group by indicator source ” Ask H Tips for improving your queries

» [] @  Name Unit

» Indicator source: incident.assignedToMe (2)
» Indicator source: Incidents.Closed (4)

» Indicator source: Incidents.New (2)

» Indicator source: Incidents.OLA.Open (2)

» Indicator source: Incidents.Open (8)
» Indicator source: Incidents.Resolved (4)
» Indicator source: Incidents.SLA.Open (5)

» Indicator source: Incidents.SLA.Resolved (4)

Indicator source: Incidents.OLA.Resolved (2)

Key

Frequency

All > Type = Automated > Indicator Sigrce Name does not contain Analytics > Benchmarking indicator != true > Indicatoy

Indicator source o

Hint: The Performance Analytics — Content Pack — Incident SLA Management installs indicators
with source containing OLA and SLA.

Performance Analytics Navigation Lab
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5. Navigate to Performance Analytics > Data Collector > Jobs.

= ¥ & ScheduledDataCollection Name = | Search |
Al > Run != Once > Name does not contain PA Analytics » Benchmarking data collection = false
Mame » Run
L3 Admin Center Daily Data Collection Daily
» Admin Center Historic Data Collector Daily
L] CMDB Workspace Aggregates Daily Collection On Demand
] CMDB Workspace Aggregates Monthly Collection On Demand
» CMDB Waorkspace Collection Daily
L3 Multisource Dashboard Collection Daily
L3 On-Call: Dally collection of escalations data Daily
4 Scorecard Data Collection Daily
» [ICenter Analytics] Daily Data Collection Daily
» [PA Incident SLA] Daily Data Collection Daily
L [PA Incident SLA] Historic Data Collection On Demand
» [PA Incident] Daily Data Collection Daily
» [PA Incident] Historic Data Collection On Demand
» [PA SC] Compliance Score Data Collection On Demand
» [PAWVSC] Daily Data Collection Daily

Question: What additional jobs were installed with the new Content Pack?

Hint: Look for ‘Incident SLA” in the job name.

6. Navigate to Performance Analytics > Dashboards.

7. Display All dashboards belonging to the Incident SLA group.

¥ @ | Actionsonselected rows..

Time

08:00:00
08:00:00
08:00:00
08:00:00
08:00:00
08:00:00
18:30:00
08:00:00
00:01:00

10:00:00

0%:00:00

10:00:00
10:00:00

Active
true
true
true
true

true

true
true
false
false
false

false

true

Dashboards
Recent OwnedbyMe Shared withMe All Group filter | All Groups v | Searchdashboard Q incidentsla
Incident SLA Management Overdue Incident State Monitor Overdue Incident Age Monitor
Editor Editor Editor
Overdue Incidents Reports
Incident SLA
Editor

Create a dashboard

I Hint: Select ‘Incident SLA” in the Group filter drop-down.

Congratulations!

You have now completed the Performance Analytics Navigation Lab.

Performance Analytics Navigation Lab
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Module Recap

Core Conceps

* Performance Analytics trends business *  What s an Indicator?
performance for continual service
improvement * Whatis a Dashboard?
* Indicators track key processes and .

How are Reporting and Performance

visualize performance trends Analytics different?

* Performance Analytics and Reporting

*  Which business processes do you plan to
complement each other

optimize using Performance Analytics?

* The Premium license unlocks the full
Performance Analytics capabilities

What is an Indicator?
A business process health measurement is recorded over time.

What is a Dashboard?
An arrangement of related process visualizations illustrating process health.

How are Reporting and Performance Analytics different?

A Report is a data summary measured at a specific time. It describes a process only at the current
moment. Performance Analytics tracks a business process using Indicators - series of measurements
collected over time. Using Performance Analytics trends (Indicators), you can describe how a
process has changed and evolved over time.

Performance Analytics Introduction
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Module Objectives

Describe the Data Collection Process
Module 2 Configure a Collection Job

Apply Breakdown Exclusions

Data Collection

Manage collection data growth

Labs and Activities
2.1 Data Collection

servicen w.

This module introduces ServiceNow Performance Analytics Data Collection — the core process that
feeds raw measurement data into Performance Analytics score tables. Performance Analytics score

tables are used to provide data for Analytics Hub and Dashboard widgets

Data Collection
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What does Data Collection do?

Indicator Date Score
— . . Open Cases 9/10 45
= (Generafe Periodic Snapshots Open Cases 911 5
Open Cases 9/12 65

Calculate Indicator Scores

Open Cases - Daily Trend

65

53
Enable Indicator Visualizations 45

[ | L |
1 1 1
9/10 9/11 9/12

servicenow.

Unlike reporting, collection does not directly query the business process tables in real-time. Rather,
it generates periodic snapshots (often daily) so that an accurate trend of the process can be
constructed.

Performance Analytics snapshots are the lists of records (sys_ids) that are collected at the time that
the scores for those records are collected.

Data Collection
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Where does Performance Analytics Data come from?

1 2 3

Users interact with Collection reads process Indicator scores are
applications and data and calculates stored in dedicated PA
generate process records indicator scores Scores tables

Indicator visualizations are populated with data from Scores tables @

Analytics data and application process data coexist on the same instance. Collection jobs read
process tables and apply a filter defined by the Indicator Source. The resulting data set calculates
the Indicator Score, which is saved to dedicated score tables. Widgets use the score tables to

visualize Indicator trends.
The core PA data tables that store Indicator scores are:

* Snapshots [pa_snapshots] — stores sys_ids of records included in the collection period
* Scores Level 1 [pa_scores_|1] — stores scores for indicators and 15 level breakdowns

 Scores Level 2 [ pa_scores_|2] — stores scores 2" level breakdowns

Additional tables include definitions (Indicator, Breakdowns, etc.) and visualization tables (widget,
dashboard, etc.). In total, there are over 50 additional Performance Analytics tables dedicated to
supporting various analytics processes — data definition, collection, and visualization.

Data Collection
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Sources and Indicators

Indicator Sources define the sub-set Indicators calculate the exact

of data you want to see from business measurement you want to track

tables from Indicator Sources:
<] = ncidentsClosed Indicators based on the Incidents.Closed:
Conditions m — Number of closed incidents
~  CONDITIONS — Number of incidents closed by Self Service
'“”"1:;::""‘”“”“"’“‘:E'“;n . o - — Number of incidents not solved
— Summed duration of closed incidents

Collection retrieves the Indicator Source data and calculates the Indicator

Score by summing or aggregating records in the Indicator Source and applying
additional conditions

Similar Indicators share a common Indicator Source, which defines the base data set. Indicator
scores are calculated during collection using the Source (base data) and applying aggregates and
additional conditions. A detailed explanation of Indicators and Sources is provided in Module 4 of

this course.

These Indicators are all based on the Incidents.Closed source:
* Number of closed incidents - calculated as a count of all records in the Indicators Source.

* Number of incidents closed by Self Service - calculated as a count of all records in the
Indicators Source that have been resolved by Caller.

* Number of incidents not solved - calculated as a count of all records in the Indicators Source
that have not been solved.

* Summed duration of closed incidents - calculated as a sum of the duration of all records in
the Indicators Source.

Data Collection
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Date Processing During Collection

Every Indicator Source has a DATE condition

During Collection, Today is REPLACED by the respective date:

SELECT sys_id FROM task

— Indicator Source
Incidents.New

WHERE sys_class_name = "incident’

* Facts table | Incident [incident] - Show Schema

Conditions AN D

* CONDITIONS

(opened_at >='2020-08-13 00:00:00'

All of these conditions must be met

Opened w || on v| Today hd

_ _ AND opened_at <='2020-08-13
The dates in the query are dynamic and correspond

to the respective collection period

23:59:59')

servicen w.

Important: Every Indicator Source has a DATE condition. That Condition is built on a Date/Time field
such as: Created, Opened, Updated, Resolved, or Closed. During collection, the Indicator Source is
retrieved using the Source conditions. The dynamic Today operator is replaced by the respective
date as in the example shown in the slide.

The Collection process runs a single query per Indicator Source per period. This is the first step in
the collection process. For instance, if you have configured a job to run for 30 days and the job
collects records for the Number of open Incidents and Number of new incidents indicators, the job
will execute 2 queries (one for Incidents.New and one for Incidents.Open indicator sources) for each
day it runs, which is 30 x 2 or 60 queries to the incident table in total.

Additional conditions or aggregates are handled in memory and do not trigger additional queries.

Data Collection
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How does Collection work?

A Collection job defines The collection process The query retrieves a set of
Indicators and executes a Query per record sys_ids and additional
Breakdowns to populate Indicator Source attributes
Collection Job Database Query Result Set
0 ===
0 ===
o =

Specifies Indicator Sources,
Indicators, Breakdowns

Indicator Score is calculated

and stored in Score Table(s)

servicen w.

Process Table

Data collection jobs run against ServiceNow process tables to retrieve Indicator scores. The scope of
a collection job is defined by the specified Indicators and Breakdowns. In addition, every indicator is
based on an Indicators source. The condition of the Indicator Source is used to execute a database
qguery and return a set of records. Then, for each Indicator and Breakdown combination, the
respective score is determined by applying a Map/Reduce function.

Scores are stored in the pa_scores |1 and pa_scores_|2 tables.

The pa_snapshots table is a related table used to store the respective records (sys_ids) represented
by the score or the snapshot. A snapshot is made only for indicators with Collect records selected.
For each time period for which the collection runs, a list of sys_ids is generated based on the
Indicator definition.

Data Collection
2023 ServiceNow, Inc. All Rights Reserved

38




Data Collection Setup

Collection Parameters - how
many intervals to collect for

and when to start and end

Job Parameters — when to
collect, how often to repeat,
and what time zone to use for

the job queries/scripts

Indicators — metrics to collect

servicen w.

— Scheduled Data Collection &
~  [PAIncident] Daily Data Collection

it

Update Execute Now Cancel Job Delete 4+

% Name | [PA Incident] Daily Data Collec Application Global

Description | Performance Analytics Daily Data Collection for the limited edition set of indicators.

Collection parameters

Provide the score collection parameters. When collecting in the past do not go beyond the number of days that scores and snapshot data
is retained, because scores and snapshot data is then removed automatically. See the Performance Analytics properties.

Operator | Relative w

* Relative 1 #* Relative end 1
start =
Relativeend | daysago hd

Relative start interval

interval

days ago ot

Job parameters

Specify when to run the scheduled data collection job.

Runas | PADataCollector

Runastz | System (UTC) v
Active
Run | Daily w

Collect | Both scores and text inde> v

Time | Hours | 23 00 00

Conditional

Collection jobs define the period (interval), schedule (frequency), and metrics (indicators) to collect.

Collection parameters -
* Operator: Fixed or Relative.

For a Fixed collection, you define the Fixed start and Fixed end of the collection.

For a Relative collection, you defined the following:

* Number of Relative start and Relative end intervals.

* Relative Start interval and Relative End interval: days, weeks, months.

In the example, the job collects scores for yesterday (starting 1 day ago and ending 1 day ago).

Job Parameters -

* Run as - a dedicated account to run collection as.

* Run as tz - the time zone to use when evaluating job scripts and queries.

* Active - enable or disable the job.

* Run - repeat frequency: Daily, Weekly, Monthly, Periodically, and On Demand.

* Collect - numeric scores, text patterns, or both.

* Time - the time, in the logged-in user time zone, that the job will run. Uses UTC if not set.

Data Collection
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How Often Should you Colleci?

ALWAYS: Scheduled Periodic Collection

3

IF NEEDED: On-demand Historic Collection

» Each run calculates a score for the past period * A single run generates scores for multiple periods

* A historical trend is built over time

» Historical trend available right after job execution

* Daily is the smallest available job frequency * Configured as a one-time or on-demand

* Scheduled as recurring, single-period collection

Single period

— 1 day

Collection parameters

Provide the score collection parameters. When collecting in the past do not
g0 beyond the number of days that scores and snapshot data is retained,
because scores and snapshot data is then removed automatically. See the
Performance Analytics properties,

Operator

Relative

* Relative start

Relative start interval
days ago v

* Relative end

Relative end interval

days ago

Operator

Relative

Collection parameters

Provide the score collection parameters. When collecting in the past do not
0 beyond the number of days that scores and snapshot data is retained,
because scores and snapshot data is then removed automatically. See the:
Performance Analytics properties.

# Relative start

Relative start interv.
days ago

#* Relative end

ral

Relative end interval

days ago

Run only when no past period data is available

Multiple periods

— 180 days

Configure a Scheduled Data Collection to collect snapshots of data at regular intervals and build a
process trend over time. Every indicator with a Daily frequency (aka monitoring daily activity) should
be added to a Daily scheduled data collection. Weekly and Monthly indicators should be added to
periodic scheduled jobs with that respective frequency.

The first job shown here collects scores for a single day (yesterday), starting 1 day ago and ending 1
day ago. This job runs every day.

A Historic Data Collection collects snapshots from several days of historic data. It is typically only
run once for an Indicator, and the Run interval is set to On Demand. Only run historic collection if
missing historical data, as the job will override any previously collected daily scores.

The second job shown here collects scores for a multiple days, starting 180 days ago and ending 1
day ago. This job should only run on-demand, typically at the start of the Performance Analytics
deployment, when you need to collect historical data about the past.

Data Collection
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How to Schedule a Data Collection Job?

| ¢ | = scheduled DataColiection
" | ¥ [PAIncident] Daily Data Collecti

®
+
"

- | Upf

Job parameters

Specify when to run the scheduled data collection job.

I e Set Run as to a dedicated account B, e
Runastz | System (UTC) w
o * Run daily jobs between midnight and cive
U . Run | Daily b
“5 6am for the Runas tz time zone B v e
U . Conditional
o » Stagger the starttime so jobs do not
v Update || Execute Now || Cancellob || Delete
0 overlap Related Links
(o) Run Diagnostics
O I * Add all daily indicators to only one Indcators (17) | Joblogs | DlagnasticResult
= YV |fortext » | Search
collection job scheduled Daily Joby» PA nckdent]Daly Dt Cotection
. Sum ncidents D'ailv -
sgrviuenw Mumber of closed incidents Daily

Collection jobs can only be configured by the pa_data_collector role or the pa_admin role.

As a best practice, create a dedicated account to run the collection. Note that the collection job
does not consider the permissions of the Run as user, so this can be a user with no roles. Having a
dedicated collection account simplifies debugging and ensures that the job will still run even if a
user is disabled or deleted.

Notes on ACLs:
* Datacollector bypasses ACLs.
* When scripts are run, they execute as the Run as user, in scripts ACLs are honored.

* When displayingrecords,the user’s ACLs are enforced.

Notes on time zones:

* The logged-in user always sees the scheduled job time in his or her time zone. If the user’s time
zone is not set, the system uses UTC.

* The Run as tz parameter is used only to set the time zone when evaluating job queries and
scripts.

Data Collection
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Collection Process Phases

Collection follows an ETL (Extract — Transform — Load) approach:

Information  Collecting for 20200813 on Indicator Source Incidents.New

Extract:
foneation Fetching "sys_id,assignment_group,priority,category” from "incident" using
DBQuery

Retrieve Indicator Source
SELECT task0." sys_id" FROM task task0 WHERE task0." sys_class_name" =
Information  ‘incident’ AND (tasko.’ opened_at’ >='2020-08-13 00:00:00' AND -H . i
task0." opened_at" <='2020-08-13 23:59:59') IS process Is

Information  Fetched 3 rows from Indicator Source Incidents.New (facts table: incident) repe ate d fO reve rv

Transform:

Indicator Source

Calculate Indicator Score Information  Applying map/reduce function for indicator source Incidents.New and every period

in the Collection

Information Storing collected results for indicator source Incidents.New

configuration

Load:

Information Scores stored: 3

Store Scores

Information Stored collected results

servicen w.

Navigate to Data Collector > Job Logs and review the list of available Job Logs. Each entry has a
State (Collected or Collecting), Completed Timestamp, Run Time, and number of
Inserts/Deletes/Warnings and Errors.

For a more detailed review and to verify if any errors or warnings are present, open the job log and
filter out the Informational messages.

At times, you may wish to verify the collection flow. For each indicator daily score, the system
performs a predefined sequence of steps to read the data, store it in a temp table, aggregate, and
copy it to the pa_scores_|1, pa_scores_|2, and pa_snapshots tables. When validating sources,
review the fields and queries to confirm that the correct query is being run.

Data Collection
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Collection Logs

Indicators(12)  Joblogs(1 Déagnostic Results
* Navigate to Data Collector > Job Logs or =V |cresea - [serer © — [Asrsonseectesrom.
look in the Job Logs related list oo PA et ke o

* Created State Inserts Warnings Errors Run time
. : 229 Collested 27.602 0 0  1Minute
Check for Errors and Warnings
o 1of

General Properties and specific Job Indicator Settings: Source and Indicator Processing:

Job Logs (5622)  Diagnostic Results information  Processing indkcator Source Incidents Resotved - $C207¢23dT030100096345a 3066 10308

= ¥ |Sequence = |Search © — | Actionsonselectedrows_. Indicator: Number of resobved incidents. by frst 25signed group -

information  ACE2803I2d7 1311009 1033, [« count=0, is Collect
Joblog = ébfebBodade 101 107144037b060d 502 Beconds: ree -

L Sequence - Created Level Message
Inclicater: Numbes of Incidents resclved on the same day opened
2022-02-03 Starting collection of Bath scores and tet Index. Vialue of properties in system - nformation 2368511300001 e6SNeS, Additonal Conditions: rescived_atSAMEASopened_at@day, Is
1 1%52:29 Information  Using M2 Data Collector: true Collect Records: troe

Detug logs enabled: false

Indicator Sources ta collect: Incidents. Resobved information A

20762 34703010067 6454 3w 6 1030 s based on tandard calendar and has Ricke - Batch lsrts e mol svppeviond with mesiend colleclives:
2022-02-03 frequency DAILY, Incidents.Closed : 2acBdd 31112302001 eSS is based on
2 13:52:29 Information  standard calendar and has frequency DAILY, Incidents New information  Collecting for 20210726 on Indicator Source Incidents. Resolved
. b54f2c33dT00100b#Ed4 5Sadced 1033 Is based on standard calendar and has
fréquency DAILY, Incidénts Open : b5cf2: 23470301000 94d45a3024 103¢¢ |5 based on =
standard calendar and has frequency DAILY g
Information  “sys_id.opened_ 3L SSSHERMENE_roup nesolved_3LISaSSIgRment_Count ooy Category” from
Job Indicaton: Summed duration of resobved incidents - “incident” using DEQuery
0083700307 1311000%4604 5adces 1035d
o 20220203 " Incll opes 3 tindicat : = Collection Type: ALL SELECT taskd. " sys_id" FROM task Lkl WHERE task " sys_class_name” = Iincident’ AND
[ nformation E = L iniformation '
1352:29 operties => CollectingRecords: Yes, Overridden Collection Perlods: Mo, (taskD."a_dtm 2" »= "2021-07-26 00-00-00° AND taskD. 3 dtm 2" <= "202107-26 23-59-55

it  Breakdow Combinations 7 Yes, Exeluded Breakioan Combinathons:
Mo combination is excluded aion Soun Resobeed b Inciden
indor Fetched 14 rows from Indicator e Incidents. Eaces nc nt)

Job Indicator: Mumber of resobved incidents by first sss

Typical Warnings are due to exceeding configured collection limits. Comman errors have to do with a script or query issue.

To troubleshoot collection, navigate to Data Collector > Job Logs and review the list of job runs.
Each job has a State (Collected or Collecting), Completed Timestamp, Run Time, and the number of
Inserts/Deletes/Warnings and Errors.

For a more detailed review and to verify if any errors or warnings are present, open the job log and
filter out the Informational messages.

The first few job entries list the currently configured collection properties. Then, the specific job
configuration of each indicator is logged.

For each indicator daily score, the system performs a predefined sequence of steps to read in the
data, store it in a temp table, aggregate (apply map/reduce), and copy to the pa_scores_|1,
pa_scores_|2, and pa_snapshots tables. All of these steps are logged with detail on the Source
query, breakdowns, additional conditions, etc.
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Historic Collection Limitations

It is not possible to retrieve accurate historical scores on OPEN

records, so exclude those from Historical Collections

* Indicators that focused on fields that change during the lifecycle
of the open record

Example: last update date, reassignment count, breached

[7¢]
o
Y
0
O
=
o.
O
o
o
U

* Breakdownson fields for which the values change during the
lifecycle of the open record

Example: assignment group, state

Certain Indicators and breakdowns do not make sense to collect historically because their values
change, and ServiceNow does not track these changes. When the changes are not tracked, Historical
collection can only “see” the current value and cannot provide reliable breakdown information.

Consider the Number of Open incidents indicator with Assignment Group and State breakdowns.

Historical collection retrieves the current Assignment Group and State values and cannot provide an
accurate historical trend of what these values were a week ago, a month ago. Therefore, the
Assignment Group and State should be excluded from historical collection. Configure daily collection
to trend changes in assignment groups and states.
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When to Remove Indicators from Historic Jobs

Certain Indicators cannot be accurately calculated between Historic Runs

Example: Number Incidents Not Updated in Last 5 Days — Its value cannot be captured if
Collection runs Weekly or Monthly

First Collection Second Collection
Day1 Days Between Days Between Day 30

@
Come the next scheduled

collection, INCO0067 is

closed, and we have no

INC00067 Opened INC00067 Updated INC00067 Closed

Day 2 Day 14 Day 20

record of how long it took

between updates

Consider the example of the Number of Incidents Not Updated in the Last 5 days. If included in a
daily job, the system counts all of today’s incidents with an Updated time stamp older than 5 days
and produces meaningful daily data that you can trend.

If, however, this Indicator is included in a 30-day historic job, the results are very unreliable. For
example, Incident INCO00067 was opened on Day 2 after data collection. It was next updated on
Day 14. So, the time between updates was 13 days. A daily collection job can detect this. However,
the 30-day historic collection misses it. The same incident was finally resolved on Day 20. The time
between the last update and the resolution (next update) was 6 days. Again, Historic collection
misses this as it is not scheduled to run for another 10 days. When it finally runs on Day 30, it finds
Incident INCO00067 in good standing, as it has already been closed.

As a best practice, do not include similar indicators in Historic data collection jobs.
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Activity: Include in Historical Collection or Noi?

1. # New
Problems by
Priority

4. # Open
Incidents Not
updated in last 30
days

7. Number of
Open Incidents by
Assignment

servicen w.

3. Number of@
Open Incidents by

2. # Closed or@
Resolved Tasks by

Category Age

6. Number of@
Open Changes by

Type

5. # Open Incidents
by Location

8. # Open
Incidents
Not updated in last
5 days

9. # Resolved@

Incidents by
Closure Code

Are these scenarios suitable for Historical Collection or not?

Answer key:

0 0 N U AR WNE

Do not include if expecting the Priority to change over the lifetime of the Problem.
Include, as the Category for closed/resolved incidents will likely not change after closure.
Include. Age can be calculated based on the Created/Opened field.

Do not Include! Historic Collection cannot accurately capture updates between collections.
Include, as the Location will likely not change over the lifetime of the Incident.

Include, with the assumption that the Change record Type will stay constant.

Do not include as Incidents are likely to get reassigned.

Do not Include! Historic Collection cannot accurately capture updates between collections.

Include. Close code will not change after Incident resolution/closure.

Data Collection
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Refine Collection Scope with Breakdown Exclusions

Breakdowns may be dynamically excluded from the collection for any reason

Consider removing Breakdowns from Historic Collection if their value changes between Collection Runs

— Job Indicator o =
~  [PAIncident] Historic Data Collection - Number of open incidents ¢ * = Update

Example: Open Incidents

* Job | [PAlncident] HistoricDataC = - 0 Collect indicator

by Assignment Group —

* Indicator = Number of openincidents D Collect breakdown

Exclude the Assignment Collect [ Exclude these breakdowns AND Indicator data

when checked

Group as it will likely

Update Delete

change multiple times

= V¥ Exclude breakdowns for text ~ | Search £ — | Actionsonselected rows

TO EXCIUde Set Collect Jobindicator = [PA Incident] Historic Data Collection - Number of open incidents
’

Breakdown

to No Breakdowns or to

Excluded Breakdowns

Exclude these breakdowns

1 to20f2

servicen w.

To modify collection details for an individual indicator, open the Job Indicator from the Indicators
Related List and adjust the Collect indicator and Collect configuration as follows:

* Collect indicator checkbox: Select the checkbox to collect data for the indicator itself (this is
enabled the default).

* Clear this check box if you want to collect data for breakdowns alone, like when
collecting for a new breakdown on an existing Indicator.

* Collect dropdown - Depending on the setting in Collect, data is collected for all breakdowns, no
breakdowns, or none. Breakdowns to exclude are specified in the Exclude Breakdowns Related
List.

In the example above, the job will not collect breakdown information for the Assignment Group and
State breakdowns.
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Data Growth Management

Scheduled Job - Clean PA Collections
* Cleans aged scores and snapshots

* Removes data not associated with indicators and breakdowns

Data retention varies depending on the indicator frequency:
* Scores for daily / weekly / bi-weekly indicators are retained for 2 years
* Scores for monthly / bi-monthly indicators are retained for 5 years

Data collection does not collect scores older than the specified retention limits

View default retention settings in Performance Analytics > System > Properties

Since the scores and snapshots tables may grow over time, a scheduled job is provided which cleans
up these tables daily. The Clean PA Collections job removes old data as per the configuration
properties. The job automatically deletes scores and snapshots that do not have an associated
indicator or breakdown (i.e., if an Indicator or Breakdown was deleted).

A number of properties are configurable for increased control over retaining scores and snapshots.
These retention properties specify the number of periods to retain per frequency. They can be
reviewed by navigating to Performance Analytics > System > Properties and can be overridden at
the indicator level.

Default retention periods and the equivalent time in years for Scores and Snapshots:

Indicator Score Score Snapshot Snapshot
Frequency Periods Years Periods Years
daily 732 2.1 183 0.6
weekly 105 2.1 26 0.5
bi-weekly 53 2.1 13 0.5
monthly 60 5 15 1.3
bi-monthly 30 5 8 1.4
quarterly 20 6.6 5 1.7
half-yearly 20 10 5 2.5
yearly 10 10 3 3
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Collection Best Practices

[<]m= mWWm:h ¢ - -
 Validate Indicator Sources before e
running Collection e
o . Group same-source Indicators in one - -
.9 j O b Pobmra::;rs -
-06 e i
o .  Exclude Indicators and Breakdowns that | =~ r:
% are not meaningful in a historical s L
o collection g —————— I
o Conditons Periodically
0 Once
» Check Data Collection Job Logs CoCoo o EO | e
8 :_;t_:‘::z“ Business Calendar: Entry End
* Run Historical collection only if needed |~ == === —
as it overrides existing scores S — —eace

g bt of days that scores and sragehot data s retained,

Colext
AJ bregigionng
Al bresbgiones

Al breshgionns

Above are some best practices to consider when running the Collection process.

Tip for source collecting: Indicator Sources are populated once per collection job, storing the results
in memory and providing the data for all Indicators associated with them. Indicators then use the
same query results from memory rather than querying the score tables multiple times. With that in
mind, create “smart” indicator sources that can be shared across many Indicators for optimal system

performance.
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Data Collection Lab

Lab 2.1

Data Collection

2.1 Performance Analytics Data Collection Lab:

* Configure and execute historic data collection to gather data from the last three months.

* Enable Daily Data Collection Jobs to collect Performance Analytics data going forward.

Data Collection
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Data Collection Lab
2.1

215 minutes

Lab Objectives

The PA Implementation team at Glide Haven plans to automate the Data collection process
to generate past historical data and populate dashboards on an ongoing basis. In this lab,
you perform these activities:

Configure and execute the Historic data collection jobs for Incident and Incident
SLA

Configure and execute the Daily collection jobs for Incident and Incident SLA
Verify job execution statuses and explore Job Logs

A. Historic Data Collection

PA Incident Historic Data Collection Configuration
1. Navigate to your personal lab instance.

2. Impersonate the PA Data Collector user to perform the remaining activities as the
pa_data_collector role.

3. Navigate to Performance Analytics > Data Collector > Jobs (or use the Favorite
created earlier) and review the list of configured jobs.

2 ¥ £ ScheduledDataCollection Name = | Search r 8 r‘-:.'.-:ra:rrct'.;—:l:d-).vm

Hame =

08:00-00

§
i d
8
B

pggegeeceet
&

9
¥
&

2y
H

On Demand 300000

£

3

&
9 ¢ B EEBEEGS S : 9 g
£ 8 T F R T AR AR KR K

£
2
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I Notes:
Run describes the job frequency.
On Demand means a job is not scheduled to run regularly.
Time contains the scheduled time of the job.

I Active indicates whether the job is active or not.
4. Click to open the [PA Incident] Historic Data Collection job.

5. Review the Collection parameters section.

Questions:

How many days does the job collect data for?
I If the job is run today, what would be the start and end of the collection period?

6. Review the Job parameters section.

I Questions:

Is the job active?
What is the current frequency of the job?

7. Make the following Collection parameters changes:

Relative start: 4 Relative end: 1 (unchanged)

Relative start interval: months ago  Relative end interval: days ago (unchanged)

Collection parameters

Provide the score collect ‘When collecting in the past do not go beyond the number of days that scores and snapshot data is retained, because scores and hot data is th
Analytics properties.

Operator | Relative -

* Relative start 4 * Relative end

Relative startinterval | months ago hd Relative end interval | days ago L

ily. See the Performance

8. Make the following Job parameters changes:

Run as: PA Data Collector
Collect: Scores only

Job parameters
Specify when to run the scheduled data collection job.
Runas | _P.& Data Collector
Runastz | System (UTC) -
Active
Run | OnDemand -
Colleet | Scores only -

Conditional

Data Collection Lab
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I Note: Text indexes are only collected when Text Analytics is configured.

9. Scroll down the form to review the Indicators Related list.
I Questions:

How many Indicators will be populated for each day in the collection period?
Which Indicator Sources will be populated during the collection?

10. Click Execute Now to trigger the immediate job execution and save all changes.

Note: According to best practice, multi-day historic jobs should be configured with the Active
property set to false and only run manually (on-demand).

11. Navigate to Performance Analytics > Data Collector > Job Logs or use the Favorite
created earlier.

12. Use the natural language search to confirm that there is an entry for the [PA
Incident] Historic Data Collection job with an initial State set to Collecting.

1 JobLogs | Created ~ | Search & | Actions on selected rows...
I state is collecting Ask H Tips for improving your queries
2
All > State = Collecting s
Q,  Created State Job Inserts Warnings Errors Run time
2022-08-02 22:20:15 @ Collecting [PA Incident] Historic Data Collection 53547 0 0 3Minutes

I Note: Allow ~4 minutes for the job to complete. Refresh the list to view latest status as shown:

T — =g State + | Search
View >

A Filters > g
Group By > P
Show >
Refresh List Search
Create Favorite

112343 Collecting

13. Confirm that the job has finished execution without Warnings or Errors.

= VYV & JoblLogs Created =~ | Search © | Actions onselected rows... hd
All
Q. Created ~ State Job Inserts Warnings Errors Run time
2022-01-17 11:23:43 B P~ incident] Historic Data Collection 56,908 0 o 3Minutes

Data Collection Lab
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14. Click the Created time field to open the Job Log record.

= Y E JoblLogs| Created -~ “Search @& | Actionsonselected rows
All
Q, (ﬁed v State Job Inserts Warnings Errors Run time

2022-08-02 22:20:15 @ Collected [PA Incident] Historic Data Collection 56,853 0 0 3 Minutes
2022-08-02 21:41:54 ® Collected [PA AppSec] Daily Data Collection 123 0 0 10Seconds
2022-08-02 20:41:31 ® Collected [PA AppSec] Daily Data Collection 123 0 0 15Seconds
2022-08-02 19:41:52 ® Collected [PA AppSec] Daily Data Collection 123 0 0 11Seconds
2022-08-02 18:41:52 @ Collected [PA AppSec] Daily Data Collection 123 0 0 11Seconds

15. Review the information and answer the following questions:

I Questions:

What is the current state, and how long did the job run?
How many Inserts/Deletes/Warnings/Errors have been generated?
Which user ran the job?

m = Ceni2022.08-02 222045 ¢ = Update || Delete | 4
Job  [PAIncident] Historic Data Collectio Inserts 56853 .
State Collected Deletes 0
Completed 2022-08-02 22:23:39 Warnings 0
Runtime O 00 03 24 Errors 0

Jaob settings  Active: false
Benchmarking data collection: false
Business Calendar:
Collect: Scores only
‘Condition:
Conditional: false
Deseription: Performance Analytics Historic Data Collection for the limited edition set of indicators.

Nate that this job collects scores for multiple days. It is advised to collect only for 2 few days in one run depending on
configuration.

Time: 00:00:00

Cancel job: false

Name: [PA Incident] Historic Data Collection
Offset:

Offset type:

Run as: PA Data Collector

Run as tz: America/Los_Angeles

D4

I Note: Your actual Inserts number may vary slightly.

PA Incident SLA Historic Data Collection Configuration

In this section, you configure and run the [PA Incident SLA] Historic Data collection job.

1. Navigate to Performance Analytics > Data Collector > Jobs or use the Favorite
created earlier.

2. Click to open the [PA Incident SLA] Historic Data Collection job.

Data Collection Lab
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3. Make the following Collection parameters changes:

Relative start: 4
Relative start interval: months ago

Relative end: 1 (unchanged)

Relative end interval: days ago (unchanged)

Collection parameters

Wiy ing i o not go beyond of days that scares data s ined, b

Pravide the Alecti
Anaytics properties.
Operator | Relative -

# Relative start 4 #* Relative end

Relative startinterval = months ago L Relative end interval | daysago

theF

4. Make the following Job parameters changes:

Run as: PA Data Collector
Collect: Scores only

Job parameters

Specify when to run the scheduled data coliection job,

Run as

Feuin a3 t2

Active

Run

Collect

P Data Collector

System (UTC) w

©On Demand v

Scores only -

Conditional

5. Scroll down the form to review the Indicators Related list.

Questions:
How many Indicators will be populated for each day in the collection period?

Which Indicator Sources will be populated during the collection?

6. Click Execute Now. The job should take ~3+ minutes to complete.

7. Navigate to Performance Analytics > Data Collector > Job Logs (or use the Favorite

created earlier) to monitor the job execution status.

= Y & Joblogs Created - | Search

Al > State = Collecting

@ | Actionson selected rows_

v

4 Created State Job Inserts ‘Warnings Errors Run time:
2023-02-2107:45:35 @ Collecting [PA Incident SLA] Historic Data Collection 10.653 0 0 40 Seconds
I Tip: Refresh the list to view latest status as shown:
= T 8 ekt State » | Search
View >
A Filters b ]
Group By > State =
Showr 3
Search
Create Favorite
s (.
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8. Confirm that the job has finished execution without Warnings or Errors.

= ¥ & Joblogs|Created - |Search & | Actions on selected rows ]
Al
-, Created = State Job Inserts Warnings rors Run time
2023-02-2107:46:35 @ Collected [PA Incident SLA] Historic Data Collection 17,598 0 1Minute

B. Performance Analytics Daily Data Collection

[PA Incident] Daily Data Collection

In this section, you configure Daily Data collection for the Incident Management process.

1. Navigate to Performance Analytics > Data Collector > Jobs or use the Favorite

created earlier.

2. Click to open the [PA Incident] Daily Data Collection job.

I Questions:

I How many days does the job collect data for? If the job is run today, what would be the start

I and end of the collection period?

3. Review the Job parameters section.

I Questions:

I Is the job active? What is the current frequency of the job?

4. Update the Job parameters as follows:

Run as: PA Data Collector

Run as tz: [appropriate time
zone]

Active: [checked]

Run: Daily

Runas | PADataCollector
Runastz | US/Eastern
Active
Run | Daily
Collect | Scoresonly
Time Hours | 03 00

Conditional

Collect: Scores only
Time: 03:00:00

Conditional: [unchecked]

Data Collection Lab
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I Note: As a best practice, it is recommended to select a time that is off-hours to minimize any
I potential performance impact.

5. Click Execute Now which saves all property changes and runs the job immediately.

I Note: Executing a Daily job immediately after a Historic job overwrites yesterday’s scores.

[PA Incident SLA] Daily Data Collection

Here you configure Daily Data collection for the Incident SLA Management process.

1. Navigate to Performance Analytics > Data Collector > Jobs or use the Favorite
created earlier.

2. Click to open the [PA Incident SLA] Daily Data Collection job.
3. Review the Job parameters section.

4. Update the Job parameters as follows:

Run as: PA Data co"ector Runas | PADataCollector Q, f‘.
. . Runastz | US/Eastern -
Run as tz: [appropriate time zone] e B
ctive £
. Run | Daily ~
Active: [checked]
Collect | Scores only ~
Run: Daily Time Hours:04 00 00
Conditional

Collect: Scores only

Time: 04:00:00

Conditional: [unchecked]
5. Click Execute Now.

6. Navigate to Performance Analytics > Data Collector > Job Logs (or use the Favorite
created earlier) to monitor the job execution status.

7. Confirm that the daily collection jobs have completed without errors.

= ¥ & Joblogs Created ~- |Search @ | Actions onselecte

All

L Created State Job Inserts Warnings Errors Run time

3108:29:21 @ Collected [PA Incident SLA] Daily Data Collection 599 0 0 2Seconds

2023-02-2108:27.52 ® Collected [PA Incident] Daily Data Collection 945 (1] 0 3Seconds
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I Note: Your actual Inserts number may vary slightly.

C. Dashboards Verification
In this section, you access a dashboard as a viewer to confirm data availability.

1. Expand the User menu in the Polaris Unified Nav and click Impersonate another
user.

2. Impersonate the PA Power User.
3. Navigate to Performance Analytics > Dashboards.

4. Search for and open the Incident Management dashboard.

Dashboards
Recent | OwnedbyMe | SharedwithMe | All Group filter | All Groups » | |Searchdashboard QL incident ®
Incident Overview Incident Management Incident daily - 7d - 28d Incident Premium
e =0 -  lcicdent | | cite |
Crwned by System Administrator Editar - Editor Editor
~ @

= B Incldent Mansgement = 2 = =N

o denl o | ooud ew  Wackiest Rechved

S btk

it O

Lo B0 WG B )-Re o e

Congratulations!
You have now completed the Data Collection Lab.
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Module Recap

Core Concep

* Collection populates Analytics score tables « What is the difference between a Daily and
W|th_pro_cess statistics extracted from R Eai e
application tables

« Collection jobs should be run daily in order ~ ° True or False. Indicator trends display data

to build trends over time from respective process tables.

* Historic data collection is run to retrieve « Which tables store Performance Analytics
indicator data spanning a multi-day range e

* When breakdown values change
frequently between collection runs,
exclude them from Historic collection

What is the difference between a Daily and a Historic collection?
A Historic Data Collection collects snapshots for multiple periods. It is typically only run once for an Indicator,
and the Run interval is set to On Demand.

A Daily Data Collection collects scores for a single day (yesterday), starting one day ago and ending one day
ago. This job runs every day.

True or False. Indicator trends display data from respective process tables.
False. The data in indicator trends comes from Performance Analytics scores tables.

Which tables store Performance Analytics scores?

The core PA data tables that store Indicator scores are:
. Snapshots [pa_snapshots] — stores sys_ids
. Scores Level 1 [pa_scores_I1] — stores scores for indicators and 1* level breakdowns
. Scores Level 2 [ pa_scores_|2] — stores scores 2" |evel breakdowns

Data Collection
2023 ServiceNow, Inc. All Rights Reserved

59




Data Collection
© 2023 ServiceNow, Inc. All Rights Reserved

60




Module Objectives

Navigate the Analytics Hub Indicator List
Module 3 Explore the Analytics Hub for individual Indicators
Categorize Indicator Analytics Hub data by Breakdowns

Using the

Compare Indicator record sefs

Analytics Hub

Labs and Activities
3.1 Analyfics Hub Navigation

servicen w.

The Analytics Hub is a comprehensive tool for visualizing and analyzing the performance of a PA
indicator. This module explores Analytics Hub navigation, how to use different visualization options
and statistics, and provides a comparison for deeper process behavior insights.
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Dashboard Widget Analytics Hub

H Incident Management - £ = Ansivicabe ¢ ¥ B8 0

incident Qvervirw incxiert Comn . Incident Mew  Incident Revchved verview Compare Shares Recech

Terminology

Indicator: Process Metric

Widget: Indicator Visualization on a Dashboard

Analytics Hub: Single place for Indicator In-depth Analysis

servicen w.

Here are some key definitions ahead of the Analytics Hub detailed overview:

Indicator

* A business process measurement (metric) used to track and optimize business service
performance.

Analytics Hub

* Enables statistical analysis, data drilldowns by attribute, and comparisons over time.

Widget

* Visualizes Indicator data on a Dashboard in various formats — single score, bar charts, trend lines,
pies, pivot tables, etc.

From a dashboard, double-click the data to drill into the Analytics Hub of the corresponding
indicator.

Using the Analytics Hub
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Analytics Hub - Indicator List

A list of all viewable Indicators

v Al

* View score, change, and trend

* Search for indicator or group
(Qinciden: )

incident

incident
incident closed
incident new

incident open

incident resolved

* Create Favorites

 Sort by Attribute or Favorite

Analytics Hub m Best Worst Improved Degraded “ L Name contains: Incident

T2 Name Score

% of incidents resolved by first assigned group

% of new critical incidents

% of open incidents not updated in last 30 days

% of open incidents not updated in last 5 days

Average age of last update of open incidents

Average age open incidents

Average re-assignment of open incidents

Average resolution time of resolved incidents

Incident backlog growth

Number of new incidents

Change

Trend

X

®©

servicen w.

The Analytics Hub Indicator List gives a quick overview of trends and changes. This view displays
only Indicators that have their Publish to Analytics Hub property enabled.

Clicking the star icon next to an indicator lets you create a favorite. Clicking the star again de-selects

it as a favorite.

Indicators with a dot beside their name are Key Indicators and will appear when the Key Indicators
filter option is toggled on. The list displays these attributes by default:

* Score: The latest value of an indicator. This could represent a number of records (Open
Incidents), an aggregation of an attributes (Average Reassignment Count), or a percentage (%

Incidents resulting in Escalation).

* Colored: If a target is defined, the current score is displayed using a color scheme.

* Change: Reflects the increase or decrease from the previous measurement.

* Trend: A small chart to visualize the scores for the Indicator.

The Search box on top of the Analytics Hub Indicator List can help you quickly find the Indicators

you want. When a keyword is typed in the Search field, a filtered dropdown list appears, which

enables you to search by Indicator name or Indicator group.

Using the Analytics Hub
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r

Change: Raw or Percentage

Analytic Hub - List Personalization

List Filters: List Columns: change from Yesterday’s Score
— Key Indicators Columas
— Indicators with Target Change = Trend: Historical data chart line
— Formula Indicators Trend -

Bullet Chart: Shows range,
current score, and target
Date

Q, @
e ' — Target: Show Desired Score
e Gap

Filters

Bullet chart

— Manual Indicators

Frequency - -

ey ndicons ) Gap: Show Deviation to Target

Direction

With a target Other

Show percentages Frequency: Daily, Weekly, etc.

Formula

Manual

Breakdown Source

Direction: Preferred
servicen-w Movement: up or down

The list settings gear controls Filters and Columns to display. The following display settings can be
used to tailor the display:

* Filters: Choose to display only Key indicators, indicators with a Target, indicators based on a
Formula, or Manual Indicators. If an indicator has been marked as Favorite, both the criteria in
the filter and the favorite criteria have to be met for it to appear in the Analytics Hub Indicator
List.

* Breakdown Source: Select indicators that can be navigated by a specific attribute, such as
Category, or Assignment group.

* Element (only shows if a Breakdown is selected): if a breakdown source is selected, you can
identify a specific breakdown value here. Such as Software (category breakdown) or Help Desk
(Assignment group breakdown).

* Columns: Choose which attributes to display: Change, Trend, Bullet chart, Date, Target, Gap,
Frequency (for example, daily or weekly), or Direction (none, minimize, or maximize).

* Other: Select Show percentages to display the change column as a percentage instead of a value.

* Bullet charts: Only available for indicators with an active target.

Using the Analytics Hub
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Best — List Best Worst — List Worst Improved —Right Degraded — Wrong
First First Direction Direction

Outperforming Underperforming
target ordered by target ordered by

Improved since last Degraded since last

) ) collection collection
Gap % Gap %

= Analytics Hub Best Worst Improved Degraded
Y All
w = Name Score Change Trend
; il - 3738 |
7 % ® %ofincidentsresolved by first assigned group 56.25% 6.25 " l A |y
/
7 ¢ ® %ofnewcritical incidents 0%

Purple / Red Score Trend line shows Mouse over Bullet

G ty/S i
means Over/Under Target line if defined Chart for current ap empty / Score in

Target target score & target

black if no Target

The Analytics Hub list displays an overview of available indicator score results. The following actions
filter the Indicator list based on performance: Best, Worst, Improved, and Degraded.

For example, if an indicator has a score of 150, a previous score of 200, a target of 100, and a
"maximize" direction, that indicator will appear in two lists:

* Best: because it is 50% above target.

* Degraded: because the score has degraded by 25% since the previous score.

The definitions of all lists are as follows:

* Best: Shows indicators that are outperforming their target (green), ordered by Gap % (best
performers on top).

* Worst: Shows indicators that are under performing their target (red), ordered by Gap %
(worst performers on top).

* Improved: Shows indicators that have improved compared to the previous data collection
(moving in the right direction).

* Degraded: Shows indicators that have degraded compared to the previous data collection
(moving in the wrong direction).

Note: Targets are measurements of your personal or organizational goals.
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Analytics Hub - Overview Tab

{ = AnalyticsHub _ ¢ N B 0
Indicator Name
Overview Compare Show Records
Latest Score and Change
Number of open incidents ' - uary2 ~ aily -
Target and Gap December 5, 2021 - February 2 Daily
Today at 14:19 « e ) i R il i . o
_ _ W@ ¥
173 v-1475% -
60 13k 46 20% 214 187 240 216 11
Target: 193 Gap: 20(10.2%) Mo. of scores Sum Change Change % Average Minimum Maxdimum Median Std deviation
EE O\ Search breakdowns and elements %/ $ g # '-":' 0 e 5 A A \"\l'f X |

Chart Options

The Indicator Analytics Hub view displays a historic trend in an interactive chart. It lets you visualize
and interact with the results for a single Indicator.

The Chart portion contains the historic performance trend of the Indicator:

* The latest available score is presented at the top of the chart. This score is obtained from the last
data collection job that was run. A date and change/percentage change since the previous score
is also presented.

* |If a target exists, the Target, Target Gap, and Percentage Target Gap are also calculated. The

Change and Target bars are colored to indicate movement direction as defined in the Target color
scheme.

* Areal-time score may be displayed for some Indicators. Real-time scores can be displayed for
Indicators that get their data from an active ServiceNow table, such as Incident. Note: Real-time
score display requires the Real-Time Score property to be enabled in the Indicator configuration.

* Mouse over any points on the performance line to see the exact score and target for that day, if
set. To show the score for an indicator on a specific collection date, point to the date on the
chart. Further details display above the data point.

* The Statistics ribbon shows a number of data points, sum, change, change %, average, minimum,
maximum, median, and standard deviation for the selected date range.

* The Chart Options ribbon contains controls that toggle the display of additional chart elements
such as targets, comments, labels, etc.
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Terminology

Time Series

Sequence of

measurements taken at
consecutive intervals

The Score Trend is a Time
series of ordered scores

Aggregation

How to present available
Time series data

DAILY — raw scores that are .
not aggregated B Qi e o x

Periodic AVG — each data
point averages scores for

the period

Periodic SUM — each data " Qe— o B

point sums scores for the
period

28d running SUM

A Time series is a mathematical term that describes a sequence of metrics or measurements that
are taken at regular time intervals and arranged in chronological order.

An Aggregation can be applied to the data in the Analytics Hub. The Analytics Hub overview
presents a Daily trend consisting of the absolute values for the indicator score (raw scores).

Aggregations sum up, or average data for a given period like a Week, Month, Quarter, or Year. There
are over 50 pre-defined Time Series options in the base configuration. Some additional Time Series
choices are 28d running AVG, 7d running SUM, By Week AVG, by Month SUM, etc. Daily is shown by
default for Indicators with a Daily frequency.

Examples:

* To view the weekly sum of resolved incidents, open the Resolved Incidents in Analytics Hub and
apply the By week SUM aggregation.

* If you select the 7d running AVG Time Series, the chart will display each data point as a calculated
average of the previous 7 days of data.

2023
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{ = AnalyticsHub

Select Pre-defined or ¢ N B 0

Overview Compare C u Sto m D at S R an g S Show Records

Number of open incidents

February2 «

187 v-13(65%

November 2021

60 13k

Mo. of scores Sum
Target: 193 Gap: 6(2.9%)
EE QS-earch'sreal-adc‘a.rsaréelemerts YTD
ALL
Startdate | 2021-12-05 | Enddate | 2022-02-02 _ Cancel -Apphf
p— pRe—— \/
Decé, .. Dec8,.. Dec 10, Dec 12 Dec 14... Dec 16... Dec 18.. Dec 20... Dec22... Dec24... Dec 26 Dec28.. Dec30.. Jan1 Jan5 Jen7 Jn9 Janll Jen13 Jan15 Janl17 Jenl9 Jen21l Jn23 Jen25 Jan27 Jan29 Jen3l Feb

To change the chart's time period, select the dropdown next to the current date range and perform
one of the following:

» Select two dates, or
* Select one of the predefined periods: 7 days, 1 month, 3 months, 6 months, YTD, All, or
* Type in the two dates.

To change the Time series, select the dropdown next to the current Time Series (Daily by default)
and pick another Time series.
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Analytics Hub Trend Presentation
Four Options for Trend Visualization: | T
e | ol @ - ; Visualization
ng (default) | — S E T
* Spline (smooth line) e :
* Area |
* Bars
173 ¥ -14(-7.5%) 50 1 | 173 ¥ -14(-7.5%) 40 J] 173 ¥ -14(-7.5%) 50 ;5‘
Gui0(inzN) oo s ! Target: 193 Gap: 20(10.2%) e £ Target: 193 Gage 20(10.2% S e
EE Qﬁ.,:.,,,:,_.,.,,u.““,,-_;._ s i @ fa% x EE 0‘,.,-‘-,;..,.;;.. s and ehements ; $ o ® EE Q;_.;, 11 breakicvwns and slements ; $ lll X

# Number of open lncldents: 222

- || DA A A - pr
o
:f ;-

The score trend is, by default, shown using a Line graph. Other options include Spline (smooth line),
Area, and Columns (bars). To change, select the dropdown next to the visualization button.

The color of the score line is defined in the Property Settings using RGBA format. The default is:
106,183,239,1 (light blue).
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Chart Options

Number of open incidents December 5,2021 - February 16 ~

Today at 16:39 «

173 ¥ -14(-7.5%)

r\pﬂf\/\’“’“‘ﬁ/\//\_,/ "“’“/_“w_’\-/\/\

60 13k 46 20% 214 187 240

= . _ 3 .
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b @ Number of open incidents: 229
& ! Target
® Trend: 150
Prediction Band: 193 - 232

Score Labels Confidence Band: 210 - 215 100

@ Target: 193

Decé, 2021 Dec 13,2021 Dec 20, 2021 Dec 27, 2021 Jan3 Jan 10 Jan 17 Jan 24 Jan 31

The Chart Options ribbon contains controls to toggle the display of these chart elements:

* Targets: The target line for the current target, if available.
* Thresholds: A threshold line for each defined threshold, if any.
* Comments: Available comments are presented as bubbles.

* Labels: The values for each chart data point are shown.

» Trend: A straight line approximating the score movement is drawn.

» Confidence Band: Additional Bands are drawn around the Trend representing statistical

confidence intervals.
* Year over Year: Multi-year data is presented in the same chart.
* Score line: The actual sequence of scores is shown, by default.
« Delta: A time series with changes since the previous score is shown.

* % Delta: A time series with % changes since previous score is shown.
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Trend and Confidence Bands

Confidence Trend and Confidence Bands highlight the general score
Bands estimate direction and movement

the average Rcoib e of oyt Incklinits December 5, 2021 - February 2 ~ Daily ~

344 o

RS | 173 . S 0eene O el A >

14(-7.5%)

mar In Target: 193 Gap: 20(102%) E?
g = (Q, Search breakdowns and elements
Orange Line: Trend
The Trend e Dark Yellow: Confidence Band
approximates the L / Light Yellow: Prediction Band
movement of a V

Time series

Using Confidence bands allows for a smoother chart and helps focus on the overall trend.

* Darker (thinner) Band: Shows 95% confidence where the trend line will lie. This can be used to
potentially "predict” where the future trend might go. The dark yellow band is the Confidence
Band, and it displays where 95% of the scores in the selected date range fall.

* Lighter (wider) Band: Shows with 95% confidence where any data point may occur on the chart.
This can also be used to potentially "predict" where a future value might appear on that same
chart. The light yellow or prediction band is broader than the confidence band because there is

less certainty in this prediction. Data points outside the confidence band may represent outliers
that may need to be investigated further.

Investigate Scores that fall outside the Confidence Band range, as they are very unusual and may
indicate a problem.
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Score Forecast ’

oIl  The Forecast is a trend continuation using predicted scores

a |go rlth m a n d a MNumber of open incidents December 5, 2021 - February 16 ~ Daily ~
Today at 13:53 « = s _ = P, — P
range of data to i G e DAL
) 173 v-1a75% 60 13k 46 20% 214 187 240
p r-e d I C-t fut u re Target: 193 Gap: 20(10.2%) Mo.ofscores  Sum Change Change % Average Minimasm Mo aximum
EE Q Search breakdowns and elements -$- E':\f-: = oo e 0 @ s A & W x
scores —
December 28, 2021
Forecasts help ..N-»n'\berf:"ncn_ninc dents: 223
anticipate and T e TA AR AT
v i - LRl T
proactively V
t d Dotted Line: Forecast
manage trends

To view the Forecast in the Analytics Hub, click Forecast in the Chart Options ribbon. By default,

Forecasts use all collected scores for an Indicator to display a forecasted line for future scores. The
Forecast data appears as a dotted line.

The number of data points included in the forecast depends on both the Indicator’s frequency and
its Periods to forecast property. For example, the 7d running SUM aggregation is a daily frequency,
whereas the By week SUM aggregation is a weekly frequency. A daily frequency has seven data
points per period, and the period length is one week. A weekly frequency has 13 data points, and
the respective period length is one quarter.

Multiple algorithms are available for calculating the forecast. The Indicator can be configured to
choose an algorithm, define the scores to use for forecasting, and how many periodicities to
forecast. This information is addressed in the upcoming Module 4 of the class.
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Breakdowns

Breakdowns are

aftributes used o

filler and navigate

frends

Terminology

Breakdown
Element =
Afttribute Value

MNumber of open incidents

Todayat 14:02 «

173 v-1a75%

Gap: 20 (10.2%)

Element Score ¥ Change
5 - Planning 74 2
4-Low 65 -12
3-Moderate 24 0
1- Critical 6 0
2-High 4 0
Category v

December 5, 2021 - February 2 ~ Daily ~

&0 13k 46

No.of scores Sum Change

20%

Change %

214

Average

: w W X

servicen w

Breakdowns allow you to navigate the Indicator by a specific dimension, such as Priority, Category,

Assignment Group, State, Age, etc.

Expand the Breakdowns list to view all configured Breakdowns. Shown here is the Priority
breakdown, which has the following Breakdown elements: 1-Critical, 2-High, 3-Moderate, 4-Low,
and 5-Planning. You can further select an individual Breakdown element to view only those

Priorities.
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Two-Level Breakdown Navigation

°Select Priority eView the counts of o

Open Incidents with

Breakdown and Low

Breakdown and

-

Select Category °View Open Incidents

with Low Priority and

Priority Element Low Priority Software Element Software Category
173 ¥ 14(-7.5%) 65 v 12015 - 2 “ “ . 46 v 701323 s g
Gap: 20(102%) < @= ; : o % ¢ H S 7
< 0\ et

Two-Level Breakdown navigation is allowed when configured

Performance Analytics allows for a two-level Breakdown navigation when configured.

In the example above:

1. The Indicator data is filtered by Low Priority.

This provides a view of data based on the first breakdown.

2
3. Then, the Indicator data is filtered by the Software Category.
4

This two-level combination provides a view of data based on both Low Priority AND Software

Category.

Note: Once the chart has displayed the 2" level of breakdown, the breakdowns list is no longer
available, so further drilldowns are not possible unless you remove one of the breakdown

selections.
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Real-Time Records and Scores

The Show Records button displays the most recent process data record set

{ = analyticsHub . & W = & N B @
Show Records /Hide Records Ca
Overview' 'Compare toggles display of live records | il JI] X € Scores X
Number of open incidents Deseber 5,001 Febniiy 2 Daily ~  BASICS Info Panel Feb2 187
i -\ = Description Mumber of incidents open based on Febl | 200
Today at 14:20 - A=\ O T s _oamm, A & resahied date is empty. Jan3i 214
o \ A
17 3 Calendar Standard Caléndar Jan30 218
¥ -14(-7.5%) &% 1% i 20% . Frequency Daily Jan29 198
Target: 193 Gap: 20 (10.2%) MNo.of scores  Sum Change Change % > Direction Minimize Jan28 202
Forecast Linear Jan 27
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T incident open ~ -
= T Incident| Number - | Search Yy @ Jan2s 191 dicnlave
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_.f-.l > Opened on Today .or. Opened < 2022-02-07 00:00:00 > Resolved is empty .or. Resolved > 2022-02-07 23:59.59 » Jan23 th‘ n d d ata
State != Canceled
. . . values
Mumber = Opened Short description Caller Priority State Category Assi e ==
B 2018-09-13  Unable to access the : — Jan20 220
005005 wid & - Liow ! ! 30
INCO0D5009 08:06:16 shared folder. David Miller 4 -Low New Inquiry /Help  [emy
Jn19% 21
B as : L J .
INCOOOR005 04:35:21 Email server is down. David Miller I-Qm New Hardware Hart Jan18 213
Jan17 219
2018-09-24 Unable to post content . ~
000001 2 ravid Mill = 16 1
INCO00%00 03:56:26 ona Wiki page David Miller 3-Moderate  MNew Inquiry /Help  [emy Janls 211
20190812 A t:ATF it e
e -08- ssessment : RS : Fer -
INCOOD8112 18:48:43 o SUTVEY USer 5 - Planning New Inquiry/Help  (em Janle 215
20190805 . - . Svstem i o gy 4 fanid; |20
lanid 25

You can toggle between showing a Time series of scores (the main chart) or a list of records.

* Click Show Records to view the records collected for the respective time period. The records are
filtered by any breakdown/element pairs that you have selected.

* Click Hide Records to display the Time series chart of the scores seen previously.

Note: that records can only be viewed for Automated Indicators with the Collect Records option

enabled.

Click the Info icon to display the Info panel, which lists these Indicator configurations:
* Description

* Frequency of collection

* Forecast method

* Tags or groups to which the indicator belongs

* Formula—if a Formula indicators is being displayed.

Also, click the Scores tab in the Info panel to view a chronological listing of Indicator score values.
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£
Targets |

{ = Auhtkshn

I i I 7B 0
Overview Compare showRecords | ¢ New target X
Targets represent AU (S -
Personal or December 6,2021 4 o » Doda .\ o oo = A Settarpet assalmgrouement of e
I 1 - \ = Target
Organizational Goals | UNEER . . : o
No. of scores Sum Change Change % L
* Start date Review Date
i= (Q search breaisionns and elements H I VA T g W X Decé 2021 B @
Target Panel
Targets X 2%
*) New Target \ -
ll\/
Global Personal
éﬂ.t ¥ 28 .
Global Target line \
Dec 8,2021-Feb 2 1926 > - - - - = P
servicen w

Targets can be established to track personal and organization (global) goals. Target display can be

toggled in the chart using the Targets option. A target is displayed using a black (for global) or dark
grey (for personal) solid line.

A Target has a start date and terminates when a new Target is added. Targets can be edited or
deleted when no longer needed in the Targets panel.

Once a target is set, a Target and a Gap to Target is displayed in the Analytics Hub and visible on
Widgets.

Note on permissions: Admins and Power users can configure global and personal Targets. Everyone
else can configure Personal targets only.
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Thresholds

Thresholds alert
viewers about score

trend changes

Thresholds X
New Threshold
Global Personal

All time high 240

All time low 187

{ = anticsHus

¢a ®

Overview Compare

ShowRecords | Thresholds X
Number of openincidents December 5, 2021 - February 2 Daily New Threshold
Today at 14:51 « ’\f"—"\J\-—\W/\/\A/‘_'\}
\f\ Global Personal
173 ¥V -14(-7.5%) 0 19k %
No. of scores Sum Change All ‘i""&‘h 240

Target: 193 Gape 20(10.2%) '
= Q Search breakdowrs and clernents H $ ;“u‘ [T - W~ X All time low 187
R B T e i e s o i e . M Threshold Panel

Janusry 9

@ Number of open incidents: 215

@ Target: 193

V¥

1916

L i
All time low 187 =

Thresholds can be added for a visual indication (as well as an automatic email notification)
whenever the score crosses a predetermined level. Multiple thresholds can be configured and
displayed at all times using the Thresholds toggle display option in the chart. Thresholds appear as a
horizontal dashed line in the Analytics Hub. Personal thresholds are grey. Global thresholds are black

in color.

Use the Thresholds panel to configure and edit the following threshold types:

* More than

Less than

All time low

All time high.

L ]

Note on permissions: Admins and Power users can configure global and personal Thresholds.
Everyone else can configure Personal thresholds only.
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Comments

Comments allow

for score notes and
annotations

& N B @
< New comment X
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Jan 12 E
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i
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To add a Comment, navigate to the Comments panel and click New Comment. A comment will be
added for the currently chosen time period. To view Comments, enable the Comments view option
in the chart and mouse over that respective data point. Comments will also be visible and editable

from the Comments panel.
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Comparing Scores

= Analytics Hub

Compare Stats: <

Overview Compare

* First Data Set

* Moved out from Number of open incidents
first data set

* Shared between
both data sets

¢ M B O
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226 187
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226 e 15 172 @5
second data set
= ¥ Incident Number = | Search y @
L]
Se con d Data Set Number - Opened Short description Caller Priority State Category Assignment group Assigned to
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The Compare tab allows for comparing collected record sets from two different collection periods.
Use the date selection controls to specify two distinct dates. The comparison records are
categorized in the following groups. Click the corresponding statistic (Venn diagram icon) to display

its list of records:

* First data set: All records collected on the first date.

* Moved out from first data set: List of records present on the first date but missing from

the second collection.

* Shared between the two data sets: List of records collected on both dates.

* Moved into the second data set: List of records collected on the second date but missing

from the first collection.

* Second data set: All records collected on the second date.

Note: The Compare tab is only available for Automated indicators.
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Edit and Export Options PR

* Power Users can Edit Indicators and

Remove from favorites

Scores in the Scoresheet interface I

1 Export scores to CSV

* Viewers can Save and Export = B

Indicator trend data | soenmnipeo Editable Scoresheet

< Scoresheet | Number of open inci¢ s ] Delete all scores... Aggregate scores...
PA Viewer Menu
{ = AnalyticsHub BT p— . 4pre PR
r . Jam 26 Jan 27 Jan 28 Jan 29 Jan 30 lan 31 Feb 01
oV . Indicator scores: # 157 220 202 198 218 216] 200]
Remove from favorites
—_— Priodity 100% 100 200% 100% 100
Export to PDF 1- Critical 3 3 3 5 & é &
Nun 2:High 1 1 1 2 4 4 4
- Moderate 25 24 24 8 3 30 26
Export scores to CSV 4-low 106 119 115 103 102 97 87
Todi 5- Planning 62 73 59 0 7 77
Save chart as PNG
Category L= L o 0% 0% - o
1 Inaubry S Help 43 as EE] 43 a7 48 43
1 Save chart as JPEG Software 141 162 145 140 156 152 4
Hardvrare 3 3 3 3 3 3 3
Network 10 1 10 12 12 13 13
Target: 209 Database
Assignenant Group ns ns n% ns % n% n%
servicen w Analytics Settings Managers

The following options are available for PA Power User but not for PA Viewer in the Analytics Hub
Context Menu:

* Edit Indicator: opens the Indicator form where adjustments can be made. This option is
available depending upon role privileges.

* Edit Scores: opens the Scoresheet for the Indicator where scores may be adjusted. This option
is available depending on role privileges.

Technical Note: You can use the Scoresheet to view and manipulate scores; however, you should
not adjust the scores for Automated Indicators. When scores for Automated Indicators are
collected, the SysIDs for the records included in the collection are also captured. Adjusting
Automated Indicator scores on the Scoresheet would result in a disparity between the score
shown and the collected score and records.

The following options are available for both PA Power User and PA Viewer in the Analytics Hub Context Menu:

* Save chart as PNG: Save a copy of the chart in PNG format.
* Save chart as JPEG: Save a copy of the chart in JPEG format.

* Export to PDF: Export the detailed chart to PDF. Tables that list the scores by Breakdown may
also be exported as part of this option.

* Export scores to CSV: Export all scores for this Indicator in CSV format.

Note: Everyone can change Remove the Indicator Analytics Hub from their Favorites list.
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Analytics Hub Lab

Lab 3.1
Analytics Hub

Navigation

3.1. Analytics Hub Navigation Lab:

* Explore the Analytics Hub Indicator list

* Navigate the Analytics Hub for an Individual Indicator
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Analytics Hub Navigation Lab
3.1

225 minutes

Lab Objectives

Advanced Analytics users at Glide Haven plan to use the Analytics Hub to assess, compare,
and predict Indicator performance over time. This lab guides through the following:

Analytics Hub - Indicator List
Analytics Hub - Overview of a single Indicator
Analytics Hub - Compare Indicator scores

A. Analytics Hub - Indicator List

Indicator List Navigation
1. Impersonate the PA Viewer user.
2. Navigate to Performance Analytics > Analytics Hub.
3. Confirm that you have 25 Indicators ordered by Name in A-Z order.
4. Click the Name attribute to sort in Z-A order.

5. Click the Score attribute to display KPIs with the highest score first.

= Analytics Hub Best Worst Improved Degraded n Q @

v Al

Name 1= Score Change Trend

Summed age of open incidents 387k Hrs

Summed age of last update of open incidents 214k Hrs
W Summed duration of resolved incidents

Summed re-assignment of open incidents

Number of open incidents

Tip: If you do not see any scores, you need to complete lab 2.1 and run Collection jobs.

I Note: Your scores may vary from the scores shown in the screenshot.
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6. Locate the Best, Worst, Improved, Degraded, and All buttons at the top of the list.

7. Hover over each button to see how it filters the Indicators.

= Analytics Hub Best Worst Improved Degraded “

Shows all indicators with a target that are outperforming

their target (green) ordered by Gap %. (Best performers on
top)

8. With the All button selected, click the Name attribute again to sort in A-Z order.

9. Click the Star icon of the following Indicators to make them Favorites:

Incident backlog growth
Number of new incidents
Number of open incidents

10. Click the Star icon at the top of the Indicator list to display only the favorites.

= Analytics Hub Best Worst Improved  Degraded n Q ©

WAl

E = Name Score Change Trend
* :

L] Incident backlog growth 14
* Number of new incidents 3

* Number of open incidents 186

I Note: Previously viewed indicators are automatically made Favorites.

11. Click the Star icon again to return to a view of all Indicators.

Indicator List Search

1. Typeincident sla in the search text box located in the upper right corner of the
Indicator list.

2. Select the incident sla resolved Indicator Group from the search suggestions.
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3. Review the Indicators belonging to the incident sla resolved group.

= Analytics Hub | Best Worst Improved  Degraded n (Q Name contains: incident sla X) @
T Al
w 1= Name Score Change Trend
77 ® Average Resolution Time In Hours For Resolved Incident SLA Tasks 00Hrs
i ® Total resolved Incident SLA tasks 4

4. Add the word Average to the search criteria and select enter.

(Q Average|

Name contains

Average

3

5. Confirm that the list now returns only the Average Resolution Time In Hours For
Resolved Incident SLA Tasks Indicator.

INote: You can add additional Name or Group search words as needed.

6. Select the ‘X’ in the search box to clear the search results and view all Indicators.

= Analytics Hub

Y Al

Best Worst Improved Degraded All

(O\ Name contains: Average @

Indicator List Settings

1. Click the List Settings gear at the top right of the Indicator list.

= Analytics Hub

v Al

w 1= Name

Best Worst Improved Degraded “ Q

Score Change

Trend

2. Turn on the Key Indicators filter to view Indicators defined as “Key”.

Q

List Settings

Filters

Key Indicators

With a target

&
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3. Confirm that only Indicators marked with a black dot (Key) are displayed.
4. Make the following adjustments in the List Settings:

Key Indicators: OFF
Date: ON

Frequency: ON
Direction: ON

Show percentages: ON

INote: You may need to scroll down to see all available settings.

5. Confirm that the Indicator List displays the newly selected columns:

v Al

w 1= Name Score Change % Trend Date Frequency Direction
77 ® %ofincidents resolved by first assigned group 52.94%

v ® %of newcritical incidents 0%

I Question: How does the Show percentages option impact the format of the Change attribute?

B. Analytics Hub Navigation

Indicator Chart and Statistics
1. Type open incidents in the search box to perform a search.
2. Click to open the Number of open incidents Indicator.
3. Confirm that the chart displays data for the past four months.

4. Select 1-2 points along the score line. Note that the score info is refreshed.

Overview Compare

September 29, 2021

@ Mumber of open incidents: 234

i
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5. Click the current date above the score to open the Calendar control.

Mumber of open incidents

September 29,2021 « & »

September 2021 >

" Note: Dates shown in the images are old. Select the dates as per the instructions.

6. Select the Real-time button in the Calendar as shown:

13 14 15 16 17 18 19

20 21 22 23 24 25 26

27 28 i 30

I Note: The real-time score is only shown if the indicator has been configured to display it.
8. Using the chart statistics, answer these questions:

Question: How many scores are available in the selected sample?
What are the Minimum and Maximum scores?

What is the difference between the first and last score, e.g., the Change?
What are the sample’s Median, Average (Mean), and Standard Deviation?

Note: Click the Show more statistics button if all statistics are not currently displayed.

e

B 933% 209
prige Change % Average
#oek ¢ 18 Minimum

250 Maximum

S 220 Median

42 Std deviation
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9. Using the sliders, display approximately a month of indicator data.

October 25, 2021 - December 29,2021 ~ Daily ~

66 15k 11 5% 221 198 250

Change Change % Average Minimum Maximum

Mo. of scores Sum

10. Using the updated chart statistics, answer these questions again:

Question: How many scores are available in the selected sample?

What are the Minimum and Maximum scores?
What is the difference between the first and last score, e.g., the Change?

What are the sample’s Median, Average (Mean), and Standard Deviation?

Time Period

1. To select a different time period, select the date dropdown.

Qctober 25, 2021 - December 29, 202 ].E
M

7 DAYS < November 2021 December 2021 P

1MONTH Mon Tue Wed Thu Fri Sat Sun

INote: Dates shown in the images are old. Select the dates as per the instructions.

2. Select two dates and then click Apply to define a new range of data to display.

7DAYS £ Movember 2021 December 2021 >
1MONTH ;

3MONTHS 1 2 3 4 5 6 7
8 9 10 11 12 13 14
15 16 17 18 19 20 21

22 23 24 25 26 27 28
ALL

Startdate | 2021-12-01 | Enddate | 2021-12-31 L Caf“eﬁ\’m

29 30
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3. Display all data using the sliders or by selecting All in the date dropdown.

7 DAYS < November 2021 December 2021 >

Carlcel

1MONTH

3MONTHS

.

CUSTOM

Start date | 2021-09-13 | | Enddate | 2022-01-16

Records, Info, Scores, and Comments

1. Click Show Records to display the records for the currently selected date

¢ N B O
21-December 31,2021 ~ Daily ~
e e ————
||
2. Click the Hide Records button to redisplay the Indicator chart.
& N B O
ember 31,2021 « Daily =

3. Select the Info button.

q}z\za

I Questions: Based on the information shown, what type of records are being collected? How

often is data collected for this Indicator?

Analytics Hub Navigation Lab
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4. Select the SCORES to display the Indicator scores as a list.

Info X

BASICS
Description Number of incidents open based on
resolved date is empty.
Calendar Standard Calendar
Frequency Daily
Direction Minimize
Forecast Seasonal

Tags incident
incident open

|SCORES >I

5. Click the Comments button to open the Comments panel.

& N80

Comments X

® New Comment

6. Click New Comment to create a new Comment as follows:
a. Date: Any date in the past week
b. Comment: Mastering the Analytics Hub (or any other personalized comment)

7. Click Save when finished.

8. View the comment by hovering over the respective date in the chart.

{ = AnalyticsHub

Overview Compare | Show Records J Comments

Mumber of open incidents September 13, 2021 - January 16 ~ Daily =

astering the Anabytics Hub \/\/\ 200

*/ New Comment
Today at 15:13 -« A/—’_’“—““'
Jand Mastering the Ana...
173 ¥ -13(-7.0%)
126 26k 168 933% 209 18 .
Mo, of scores Sum Change Change % Average Minimum i
E Q Search breakdowns and elements $‘ ?\f: @ ¥ # L= 0 @ :"3 A & \N’ - X
300
anuary 4
@ Mumber of open incidents: 219 =

& ¥ B O
X

Analytics Hub Navigation Lab
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Chart Options

1. Review the available chart options above the indicator chart.

P P N B FE o ® O WrX

I Tip: Click the Show more button to view and enable additional options if not displayed.

Gl ¥ @ =
Change

/3 Change%

2. Practice clicking and activating each option as follows:

a. Enable Targets. |
What score are you trying to achieve?

b. Enable Thresholds. .=~~~
What is the score range? What boundary values are being monitored?

c. Enable the Trend line.
Is the Number of open incidents growing or declining overall?

d. Enable the Confidence Band line. /
What is the expected range for the average Number of open incidents?

-
-3
“u

e. Enable the Forecast line.
What is the predicted Number of open incidents in a week from today?

f. Disable the Forecast line by clicking it once more.

g. Enable the Labels line. :
What additional information is added to the chart?

Analytics Hub Navigation Lab
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h. Disable the Labels line by clicking it once more.

i. Disable the Scores line. @
How is the Indicator chart affected?

j- Enable the Scores again.

k. Enable both the Change and %Change trend lines.

AN

What additional Time series lines are displayed? How is Change different from

Percentage Change?

|. Disable the Change and %Change trend lines.

m. Select the Visualization icon and then switch the visualization to Area.

D A & W

~7  Area
Il column
W Line

f\ Spline

Time Series Aggregation

1. Change the Daily Time series to 7d running AVG.

Jarmary 16 < ¢

186 ¥ -14(-7.0%)

= (10, Sesrchbrsksoorens and sharnans S v = T I S B T

Rt ey

3. Set the Time series to 30d running AVG.

5. Set the Time series to By week AVG.

Confirm that the chart has been “smoothed” out even more.

W~

I Note: Chart options are persisted for the specific Indicator.

Confirm that the chart has been “smoothed” out and the statistics are updated.

I Questions: How did the X-axis change? How many scores are shown in the chart?

Analytics Hub Navigation Lab
© 2023 ServiceNow, Inc. All Rights Reserved

91




servicenow.

6. Set the Time series to By month AVG.

I Question: Which is the last month for which you have data in the chart?

7. Set the Time series to By month AVG+.

I Question: Which is the last month for which you have data in the chart?

8. Reset the Time series to Daily.

Breakdown Navigation

In this section, you explore the Indicator score trends by configured Breakdowns.

1. Click the Breakdowns button to display a list of available Breakdowns.

Overview Compare

Number of open incidents

January 16 <

186 ¥ -14(-7.0%)
Q Search breakdowns and elements

I Question: Which Breakdowns are configured for this indicator?

2. Expand the Priority Breakdown.

( [ O\ Search breakdowns and elements

Category v

I Question: Which Priority is the most common for Open incidents, overall?

Analytics Hub Navigation Lab
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3. Select the 3-Moderate Priority element to see a trend chart of only the Moderate
Priority subset of Open Incidents.

_

Element Score ¥ Change
4-Low 76 -11
5 - Planning 76 -1
3 - Moderate 24 -2

I Question: What is the latest score for Open incidents with Moderate priority?

MNumber of open incidents » Priority = 3 - Moderate September 13, 2021 - larmary 16 ~ Daily ~
Jariiar v16 4+ JL/\WW/WWV\I—W
24 ¥ -2(-7.7%)

126 3,396 20 500% 27 4 L 27

Hia. of soan Sum Change Change % Average Mivemm Masimm Madisn Sed dwviation
€ [[Q4 sewrch breskisowns and elemments Mot J O 0 A A& W-X

Prioelty =3 -Modarste X

Category e

-
State v

x
Age v

4. Type Software in the Search breakdowns and elements box.

£ Q, software ®

[ Priority = 3 - Moderate b4

Category ~
Element Score ¥ Change
Software 17 -2

5. Select the Software Category element.

I Note: You are looking at a trend of all Open incidents with Priority= Moderate and Category =
Software.

Analytics Hub Navigation Lab
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6. Remove the Priority = 3-Moderate condition from the breadcrumbs as shown:

Overview Compare

Number of open incidents > Priority=3—Moderate > Category = Software

124
Mo.

<

Priority = 3 - Moderate X Category = Software X

7. Remove all conditions by clicking Number of open incidents as shown:

Overview Compare

Number of apen incidents > Category = Software

Click to remove s
conditic

J ¥ -11(-7.8%)

Score Comparison

In this section, you compare Indicator scores collected on two different dates.

1. Select the Compare tab.

Overview Compare

Number of open incidents

2. Select two dates about a week apart using Go to Previous Day and Go to Next Day.

Tip: Click the date to use the popup calendar if needed. Also, the dates in the image below are
old, select the dates as per the instructions.

Overview Compare

Next Day Previous
Nurnber of open incidents , Day
/,A__,_../'
January 10 « + » V5. January 16 «

A 23(11.7%) Change V -14(-7.0%)

I Question: What is the percentage change in score between the two selected dates?

Analytics Hub Navigation Lab
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3. Click the Shared with list to view the records shared between the two sets.

Shared with
64

4. Use the comparison summary to answer these questions:
How many scores were moved out from the first result set compared to the second result set?
How many scores were moved in the second result set compared to the first result set?

How many records are shared between the two record sets?

Jan 10 1) Moved out since Jan 10 ¢ Shared with <y Movedinon Jan 16 Jan 16
220 =~ 156 =~ 64 ~ 122 ~ 186

Congratulations!
You have now completed the Analytics Hub Navigation Lab.
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Module Recap

Core Conceps

* The Analytics Hub visualizes Indicators by * Describe the relationship between a KPI
charting the daily scores for a period of and the Analytics Hub
time
* What are some ways that you can interact
» Atime series is the chosen aggregation of with the information in the Analytics Hub?
data over time — raw scores (Daily), 7-day
running SUM, 28-day running AVG, etc.  What are some KPIs for which you would
want to see performance information
* Atrend line is a smoother visualization of aggregated weekly or monthly?

time series direction

Describe the relationship between a KPl and the Analytics Hub
The Analytics Hub is a comprehensive tool for visualizing and analyzing the performance of a KPI/PA
Indicator.

What are some ways that you can interact with the information in the Analytics Hub?
Create Targets, Thresholds, and Comments

Apply Breakdowns

Apply Chart Options

Using the Analytics Hub
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Module Objectives
Describe the Source and Indicator relationship

Configure an Indicator Source

Module 4

Configure an Automated Indicator
Automated Define Aggregates and Additional Conditions
Indicators Launch the Dependency Assessment

Labs and Activities

4.1 Automated Indicators

m W B 2022 ServiceMNow, Inc. All Rights Reserved. Confidential

This module presents the configuration and administration of Automated Indicators and Indicator
Sources.

Automated Indicators
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Indicators are Process Metrics

An Indicator
defines and

measures a specific
process behavior

Multiple Indicator
widgets visualize

the overall Process

Performance

= B8 Incident Management -

—
Incident Overview Incident Open  IncidentNew Incident Resolved

Open incidents

— Open incidents

Average age of open incidents by priority

7 Name Feb02  Change
W 1-Critical 434 days 1
*4 Moderate 154 days 12 ¥
W 5-Planning 93 days 2
4-1 AR d 4

Average age of open incidents

MWW N = WJ

— Average age of open incidents

‘Open incidents by age

||||I|||I[I|||1|||||||||||||1|||||||||||1

||||||||n|||||

I e e Rt "'"|
B 01-05Days 06 30 Days

W 90+ Days B 00-01Day

W 31-%0Days

@
Open incidents by Priority
MName Feb02 Change
* Lo 77 10
* - Planning 76
¥  3-Moderate K
ritica 6

Incident backlog growth

o b Il ALl b |
|| ||||||| il e |||| ||

B Incident bacidog growth

An Indicator, or a KPI (Key Performance Indicator), is a process metric designed to continuously
measure a specific process characteristic or behavior. For instance, in the context of the incident

management process, you may be interested in: Number of Open Incidents, Incident Backlog

growth, Incident Age, etc. To get the full picture and track all aspects of the Process Performance,
multiple Indicator widgets (visualizations) are placed on a dashboard. Related Indicators may be
placed on separate Dashboard tabs. Each Dashboard provides real-time insight into the health of a

business process.

Automated Indicators
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Indicator Dependencies

1. An Indicator relies on an
Indicator Source for records

2. An Indicator Source is a filter
condition on a Table

3. Indicators may be linked to
Breakdowns

4. Indicators are populated by
one or more Collection jobs

servicen w

A
Number of open

incidents

Indicator

=

Incidents.Open

Indicator
Source

=

Incident

Facts Table

— s 4

4y

ooo
Linked Breakdowns

Breakdowns

o
So)
[PA Incident]
Historic Data

o Collection

(]
S0
[PA Incident] Daily
Data Collection

Data Collection Jobs

This slide provides an overview of Indicator Dependencies:

An Indicator is based on an Indicator Source, as mentioned in the first module.

The Indicator Source defines a set of records specified by a condition on a process table. Many

indicators can be defined using the same indicator source.

Breakdowns in the next module.

Existing Breakdowns may be linked to the Indicator. You learn about creating and configuring

The indicator needs to be referenced by at least one collection job to build a trend of

performance data. During collection, the Indicator Source is retrieved first.

Automated Indicators
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Indicator Source Configuration

4 )

Process Table
aka Facts Table

Filter

Conditions

Indicator Source & TV
Incidents.Open ¢ r = Update Delete

% Name | Incidents.Open

Description
Validity for Indicator frequency How often to collect
Select the Indicator Frequency for which this indicator source is valid. Indicator sources can only be selected in indicators if this setting matches the frequency of the
indicator,
Calendars | Standard Calendar - Valid for frequency | Daily -
Source

Select the facts table for the indicator source and apply conditions.

Report source } A Report source
updated at

* Facts table | Incident [incident] b show Schema Map - _
Business Process Table
Conditions m

- -C TIONS .y
Al of tilu'(';nt-::lll:'lit:Il;:mu" b met DO Te_bcjsec’ Cor1leIorj

Opened v || on v | Today - OR

Opened ¥ || before v | Today i OR AND

T o

servicen w.

Indicator Sources contain a subset of the business process data based on one or more conditions,
such as “Incidents opened Today” or “Requests opened This Week.” Users with the pa_data_collect
or pa_admin role may configure Indicator Sources.

To define an Indicator Source, specify a Facts table (base ServiceNow process table) and a set of

Conditions (extraction query). Alternatively, you can use an existing configured Report Source.
Source Conditions are based on date(s) and should be kept generic so that multiple Indicators can
be created based on the same indicator source.

Note: The term Facts Table comes from data warehousing and refers to a data source such as a data
table or a view containing measurements (facts) of a business process.

Automated Indicators
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Source Conditions

* Filter Conditions
limit the amount
of Facts table data

* Any number of
conditions can be
linked by AND/OR

* Related List
Conditions can
check for related
records in another
table

=

Indicator Source
Incidents.Open

Conditions m

¥ CONDITIONS
All of these conditions must be met

Opened ¥ an

Opened » before

and

Resolved ¥ || isempty

Resolved v || after

and

State ¥ | isnot

or

New Criteria

»  RELATEDLISTCONDITIONS @

€ ¥ = o Update

Ex: Select Incidents Opened on OR before

Today AND not Resolved and not Canceled

v | Today e © OR

Today b © OR AND
© or

Today i © OR AND

Canceled ~ © OR  AND

Ex: AND only the Incidents

that have an open Problem

Delete T J

servicen w.

The conditions for selecting records from the Facts table or Report source can be comprised of

multiple filter statements linked by AND/OR operators.

As a best practice, regularly validate that indicator sources are correctly configured. Use the Preview
button to validate the data returned by the conditions you have configured.

Related List Conditions enable the selection of data from the Indicator Source Facts table
depending on a condition based on another table.

For instance, the example would return all open and unresolved Incidents that also have a

corresponding open Problem.

* Asshown in the Conditions section, the initial set of records is identified by applying filters to the

Incidents Facts table.

* The “Has Open Problems” filter (not shown in the slide) is defined through a Related List

Condition. This condition joins the Incident and Problem tables to further refine the extraction

query.

* Therefore, only those records identified by the primary conditions that also have open problems

are returned.

Note: Related List Conditions can be defined for both Indicator Sources and Breakdown Sources.

Automated Indicators
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Calendars and Frequency i
W -19(-11.4%)
* The Standard B T : ]
Calendar lets you - o A WX
analyze scores in b

standard frequencies
such as daily,
monthly, etc.

* A custom calendar
lets you analyze
scores using business
or custom time
periods such as:
Fiscal Year, Business
Quarter, etc.

ﬁ servicen w

fe¢

< = Indicator Source
== |ncidents.Open.Fiscal Quarter J—

Number of open incidents - fiscal qua

rter

FY2ecQl-FralQl -

Fiseal quarter

—
/\\-\// ® Number of open inGidents - fiscal quarter: 167
L4

QL

* Name

Incidents.Open._Fiscal.Quarter

Validity for Indicator frequency

Select the Indicator Frequency for which this indicator source iis valid. Indicator sources can only be selected in indicators if this setting matches)

frequency of the indicator.

Calendars Fiscal calendar v

Source

Select the facts table for the indicator source and apply conditions.

Report source Q. C

¥ Factstable  Incident [incident] ¥  Show Schema Map

%k Calendar Iﬁscalquartﬂ v ‘

Frequency

Repaort source Fiscal quarter

updated at

@

p

— None -
Fiscal Week l

Fiscal period

Fiscal Year

To select the interval for which to collect data (Daily, Weekly, Monthly, etc.,), from the Calendars
field, select either the Standard Calendar or a business calendar that is defined in the instance.

If you select the Standard Calendar, you can select the frequency from a standard list of frequencies
in the Valid for Frequency field. The default is Daily.

If you select a custom business calendar, the Calendar Frequency field appears. The business

calendar you select determines the range of frequencies available.

Note: The frequency of data collection for any Indicator based on this Indicator Source should use
the same frequency value. If you use a business calendar and later alter that business calendar's

entries, you invalidate your Performance Analytics data. The scores you collected before changing
the entries will not be compatible with the scores you collect after you change the entries.

Automated Indicators
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Avutomated Indicator

a4 )

= Indicator
Mumber of open incidents View: Automated”

cigent X || incident open X Indicator grouping

Indicator Source K Name | Number of open incidents

Indicator properties

- Speciy the indicator properties for this automated indicator.
— 3
-—

Aggregate

= Additional conditions = Accesscontrol | Other | Collect breakaiown matrix | Collectionperiods | Forecasting | Statistics exchulon

Specity Indicaton source, and aggregation.
@ Indicator source | Incidents Oper SQ urce Aggregate | Count v .a"\ggrega te
X - @ . 0

Qdditional ConditionSJ

Update Manage Breakdowns

servicen w.

An Indicator requires an Indicator Source from which to obtain its data. Then, an aggregate is used
to process the scores. Additional conditions may be used to further refine the source data. Multiple
indicators can be created from the same indicator source varying the aggregate and/or the
additional conditions.

To create and configure an automated Indicator, navigate to Performance Analytics > Automated
Indicators > New and follow these steps:

* Add Indicator Groups to “tag” the indicator.

* Enter Name and Description. If no description is provided, it will be created automatically.
* Select a Direction: Is it better for scores trend up or down?

* Select a Unit: #, Day, %, etc.,

* Enter a Precision value, which is the number of decimal places.

* Key: Is this a key indicator? Displays with a ‘dot” on the Analytics Hub Indicator list.

* Indicator Source: Select an appropriate existing Indicator Source.

* Collect records: Drill down to the records that determine a score and their details in the Analytics
Hub.

* Aggregate: Select one of Count (default), Sum, Average, Minimum, Maximum, and Count Distinct.

* Value when nil: The value to display when the score is missing.

Automated Indicators
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Source and Additional Conditions

Without
Additional
Conditions, all
Source records
are available

With Additional
Conditions, only
records that
meet the
criteria are
available

The Indicator Source specifies the base table and high-level exiraction query

Source  Additional conditions  Access control  Other  Collect breakdown matrix  Collection periods  Forecasting  Statistics exclusion

Specify indicator source, and aggregation.

Indicator source | Incidents.Open

jo)
S

Aggregate | Count hd

Collect records B Value when nil 0

Additional conditions refine the Source data to be measured

Source

Additional conditions ~ Accesscontrol  Other  Collect breakdownmatrix  Collection periods  Forecasting  Statistics exclusion

Optionally after specification of indicator source it is possible to apply additional conditions.

The operators: "keywords'", “greater than field", “less than field", “greater than or is field", “less than or is field” are not supported in the additional conditions. Instead add these
conditions to the indicator source.

Factstable Incident [incident] »  Show Schema M

Only return Open incidents that are Active

Conditions | Add Filter Condition || Add "OR" Clause

Active v is v true W AND || OR | | ¥

As mentioned previously, the Indicator Source extracts a predefined record set. When configuring an
indicator based on that source, use the indicator Additional conditions to refine the data selection.
This enables several Indicators to be created from the same indicator source and then differentiated
via additional conditions.

Examples:

Number of open incidents not updated in last 30 days:

Indicator source: Incidents.Open

Additional conditions:

Facts table: Incident (same as the indicator source)
Condition: Updated on or before 30 days ago

Number of open and overdue incident assignments:

Indicator source: Incidents.Open

Additional conditions:

Facts table: Incident (same as the indicator source)

Condition; Escalation is Overdue

Automated Indicators
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Source Aggregate

Returns the Count of all Records in Incidents.Open

Defines the Iicktents.Open alle aggregate [ count :

operation to apply 3 ieibosslidl A

to the Source
Data

Returns the Average Reassignment Count of Closed Changes

|

Indicator source Changes.Closed Q, ® Aggregate | Average

COUNT o 2
AVERAGE
DISTINCT COUNT s | messiaoee | || © —
MINIMUM -
MAXIMUM

Returns the Distinct Count of Resolved Incident SLAs

Returns the Sum of all Reassignments of Open Incident SLAs

b ‘ b

Requires Field to
aggregate when not
using COUNT

ndicator source Incidents.SLA.Resolve Q, ® Aggregate Count Distinct

o Scripted

Field Sys ID{inc_sys_id)

The Aggregate is an operator which calculates the Indicator score. An Indicator configuration needs
to apply an aggregate operation to the Indicator source so that a single metric can be obtained as
the Indicator score.

Consider the Indicator “Number of Open Incidents” which runs daily. The Indicator Source returns
the daily set of open incidents. To calculate the total number of Open incidents for that day, the
Count aggregate is used.

When you calculate the Indicator score using any of these operations: Sum, Average, Minimum,
Maximum, or Count Distinct, you also need to define the Field value.

The first example returns a count of all Open Incidents.
The second example returns the Average Reassignment Count for all Changes.

The third example returns the total number of incident reassignments by summing up the
Reassignment Count field.

The fourth example returns a count of unique unresolved incidents by using the Count Distinct
Aggregate and the Sys_|d of the incident as a Field.

Automated Indicators
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Analytics Hub Display Options

Show on Analytics Hub Tag as Key

Customize Analytics Hub Chart

= Anal tlcsHub
= ‘!’ Best Worst Improved Key o Other
VY Al Default time series Default chart type
% g g A
T T2 Name P—— 7d running AVG all® Line Chart :
# % e %ofincidents resolved by first assigned group Live group profile Render contintos lnes
Publish on Analytics Hub
# Y¢ ® %ofnewcritical incidents
Enable Real T|me Score
Overview Compare Overview Compare
Show real-time Show real-time D
Number of open incidents score Number of open incidents score
Today at 14:34 « February2 4 o
173 v-14(7.5% 187 v -1365%
Target: 193 Gap: 20(10.2%) Gap: 6 (2.9%)
servicen w

These additional viewing options are configured in the Indicator definition:

* Check Publish on Analytics Hub to make it visible in the Analytics Hub List.

* Check the Key checkbox to have the indicator show as ‘key’ in the Analytics Hub Indicator list
(marked with black dot) and make it available within the search for Key indicators.

* Default time series: If set, the time series score is shown by default in the Analytics Hub.
Exclusions can be applied.

* Render continuous lines: If no score is available for a specific date, the date is taken out when
the chart is rendered so there will be no gaps in the chart.

* Live group profile: The live feed icon becomes visible and is related to the selected live feed
group.

* Order: The order the indicator has in the Analytics Hub Indicator list. If no order is set, the order
is alpha-numeric.

* Default chart type: The chart type (line, column, spline, area) when the indicator is viewed in
the Analytics Hub.

* Show real-time score: It shows the score of this indicator in real-time, and the current state of
associated records.

Automated Indicators
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Access Control

Default Configuration: No viewing restrictions

Number of open incidents December 5, 2021 - January 29 ~ Daily ~
January29 o« + » D e .-""\"‘-'H"-\/-f\-_____.’"\"‘/\"-J'" ..\..‘: 0 B
198 v 4209
EL] 12k 35
Target: 193 Gap: -5(-2.8%) bk . e
Records »
= T Incident Number « | search v @ °
L MNumber * Opened Short description Caller Priority State Categor
NCDOOS009 {z}glﬂitﬁ 5 :’hl?;::fc;:;:_e“the Diavid Miller  4-Low Mew Inquiry /
ncooosons 20180927 i cerverisdown.  David Miller  BEGHIEN  New Hardwar

Score Trend is shown, but
Record-level ACLs control
the ability to Show Records
in the Analytics Hub

Facts table

ACLs are
checked

Access control

Publish on Analytics Hub

v

Show in Analytics Hub List

Visible to

Everyone

Visible by all roles Allow everyone to see Score

v

Trend in Dashboard and AH

When a user lacks the necessary Indicator
Access control privilege, they cannot see
Dashboard Widgets

Indicator-

B8 Incident Management ¥

level access

control is
checked

Incident Overview  IncidentOpen  Incident New  Incident Resolved

Open incidents

Sorry, you do not have access to this indicator, breakdown, or element combination. Please contact your
Performance Analytics admin for further information.

Access to an indicator’s Score Trend is regulated by the Indicator’s Access Control settings. In the
default configuration, all users and roles are able to view an Indicator in a dashboard that is shared
with them and drill down to its Analytics Hub. Only users with read access to the Indicator’s Facts

table are able to view the underlying records.

These visibility settings affect how an Indicator is presented in the Dashboard:

* Set Visible to Everyone and check Visible by all roles — this is the default configuration which
allows anyone to view an indicator on a dashboard that is shared with them.

* Set Visible to Everyone and configure Visible by all roles to limit visibility to just the specified

roles.

* Set Visible to Groups and Users and specify the groups and users that have access to this

indicator.

Automated Indicators
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Time Series and Statistics Exclusions

(<] = lndiator é + =

Number of open incldents View: Automated® | Update || Maniage Breakdowns

Exclude Aggregations that do not apply for this Indicator

Breakdowns [(5)  Breakdown matrix exclusions (4] Time series exclusions (56) ~ Jobs{2) Targets(2)  Thresholds (7)
Diagnostic Results December 5, 2021 - January 29 ~ Daily| =
| for text » | Search & — | Actionson selected rows. w m W
Indicator = Number of open incidents 7d running SUM
4 Indicator time serles =
_ 56 12k 35 15% 215 191 28d running SUM
Fiscal quarter to date AVG No. of scores Som Ct Change % Average Minimum
Month to date AVG 30d running SUM
By year SUM + o - i .
. . - 1 running AVG
N . @ ® 365¢ B
Fiscal year to date SUM $ Exee E =+ # 0 @ g ‘
365d running SUM

Statistics exclusion

Statisicsinthe Selected slushbucket will ot appear on the Overview tab ofthis indicator's Analytics Hub. Exclude unwanted Statistics

Excluded Statistics December 5,2021 - January 29 ~ Daily ~
Available Selected
Average Median W
Change 2 Standard deviation SN
Change % { Sum
Maximum 56 12k 35 15% 215 191 240 :
Minimum No.of scores Sum Change Change % Average Minimum Maximum L
Number of scores

There are some situations when a SUM or an AVERAGE time series aggregation simply does not
make sense. Consider these examples:

* The Number of Open Incidents indicator returns a count of all records that have been opened
today or before today that are still open (not resolved or Canceled). Therefore, it would not make
sense to present this information as a periodic SUM. To prevent Analytics Hub viewers from doing
it, exclude all SUM time series aggregations.

* The Incident Average Age returns a current average age of all Open Incidents. A SUM of the
Average Age would not be meaningful information. Therefore, it is recommended that you
exclude all SUM time series aggregations for this Indicator.

Use the Statistical exclusions related list to prevent calculating specific statistics in Analytics Hub
such as Median, Average, Min/Max, Change %, etc.,

Automated Indicators
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Infroduction to Forecas’ring Forecasting Methods:

Linear

* Six different forecasting algorithms are available Seasonal
Seasonal Trend

Seasonal Trend Loess

{ = AnalyticsHub & ¥ B @ -~
— Random Forest
rview Compare ShowRecords | |nfo X - -
Autoregressive
- December 5, 2021 - February 16 ~ Daily = BASICS
S Collect breakdown matrix = Collection periods = Forecasting
yal14:59 <4
173 ¥ -14(-7.5%) - 13% - 200 % Frequency Daily Forecast method used
Target: 193 Gap: 20(10.2% S . —— —n Clrecicn Ml Auto :
Forecast Lir L
= @ o m e w(T)ux e
) - sk Periods to forecast
>
4
Forecast lower limit
/ \\
FAN f o
o
/ Y
Forecast upper limit
Forecast based on
servicen w All Scores :

The following forecasting algorithms are available:

* Linear: Generates a linear regression forecast based on the historical scores.

* Seasonal: Generates a seasonal forecast that is a copy of the previous season of data. Does not
take trend data into account beyond the previous season.

* Seasonal Trend: Similar to Seasonal, but changes over time using the average historical records
change.

* STL (Seasonal Trend Loess): Generates a seasonal forecast based on a best-fit function, trend
data, and a filter to exclude noise from random variation in the data.

* Random Forest: Based on decision trees.

* Autoregressive. Uses a linear combination of a trend, seasonal dummies, and past values.

Period Length depends on Indicator Frequency. Daily Indicator period length is 7 days, Weekly is 13
weeks, and Monthly is 12 months, etc.
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Linear Seasonal

Forecast

Methods

\/Vﬂw M \/\ ) L A~~\ AMAAA L/\//\iju,.\jﬁ\

Forecasting

[ Eeh 20

Forecast method used Seasonal Trend o Seasonal Trend Loess

|V | | AT

\

B e St Jan Jan 23 Febé Feb 20

Practice:
Always A~ NAMAAA_S '

Zogk N A N

select the \N\ w | MV A_S M\
AUTO \
Method

As a best practice, always set the Forecasting method used property to Auto. When you do that,

the engine calculates Forecasts for each method and compares them to the available historical data.
Ultimately, the method with the best fit is selected.

The visuals above give an example of Forecast trends obtained when applying different Forecast
methods to the same Indicator data.
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New Indicator - Guided Workflow

Step 1: Name, Direction,

Unit, Group

Step 2: Source, Aggregate,

Conditions

‘Create a new automated indicator: Number of Open Pl Incidents

Data Source Breakdowns

¥ Indicator name

Mumber of Open P Incidents

Deseription

Direction
... [

Unit

*

Group

Incldent open

Data Collection WWidgets

Surmmary]

Create a new automated indicator: Number of Open Pl Incidents Previous m

General ‘&m DataCollection  Widgets  Sumemary

¥ Indicator source
-

Incidents.Open

+ Aggregate
Count

Preview records for this indicator source

Add Filter Condition

Add “OR" Clause

-~ choose fieid - b oper —value -~

Hirw d6 you wanl b break down the indicalor scored?

B Codlect breaiaiown matrix

The guided indicator workflow allows you to create an Automated Indicator and its related

Breakdowns, Data Collection Job, Widgets, and Dashboards using a step-by-step guided interface.

The benefit of using the guided indicator workflow, in addition to usability, is that non-admins can
add the indicator to a job and automatically run data collection to collect historic metrics for the

indicator they are building. Another benefit is the automatic creation of widgets and dashboard

tabs.

Note: You learn about Breakdowns, Collection Jobs, Widgets and Dashboards in subsequent

modules.
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New Indicator - Guided Workflow

Step 4: Step 5: Create Widgets, Step 6: Review & Al
Add to Job & collect data Add to Dashboard pb: PPy

Create a new automated indicator; Number of Open Pl Incidents Prevous m Create a new automated indicator: Number of Open Pl Incidents | Previeus m Create a new automated indicator: Number of Open Pl Incidents Previous m
General Data Source Breakdowns - Widgets General Data Source Breakdowns. Data Collection ‘ Stmmary General Data Source Breskaionts. Diata Collection Wicgets
Select a job to collect the scores for the Indicator Select widgets for your new indicator General information
Jab Agphy bresiciowns
[P Incident] Dalty Data Collection
Schedule score collection
= "[““’“'L"'""d’“ Time series widget
B Coltect data from the past S
Last score widget
90 days ago sual
Collect scores
Une -
B =3
1
Breakdown widgets: 1
Put the widgets on a new tab on dashboard
¥ New tab name

The guided indicator workflow allows you to create an Automated Indicator and its related
Breakdowns, Data Collection Job, Widgets, and Dashboards using a step-by-step guided interface.

The benefit of using the guided indicator workflow, in addition to usability, is that non-admins can
add the indicator to a job and automatically run data collection to collect historic metrics for the
indicator they are building. Another benefit is the automatic creation of widgets and dashboard
tabs.

Note: You learn about Breakdowns, Collection Jobs, Widgets and Dashboards in subsequent
modules.
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Dependency Assessment e

* Hierarchy of Performance
Analytics components and
their relationships

* Helps understand the impact
of component changes

* |t can be launched from
Indicators, Sources, Widgets,
Breakdowns, and Analytics
Hub

'E-{qu servicen w.

by
ooo
Age

o
Click Info for — Options
Details ®=

Click for Tree ¢ how Scorecard

Soc SO =0
ooo =
Linked Breakdowns [PA Incident] Daily [PA Incident]

Data Collection Historic Data
Collection

Incidents.Open

—
T Wby
ooo ooo

Assignment Group Category

Bottom-Up
Tree View

L oe
4 O«
¢ ov

The dependency assessment is a graphical Ul that shows component relationships in a hierarchical
view. It can be launched from most configuration forms and the Analytics Hub.

* Clicking a component icon opens a hierarchical Top-down tree view of all configured

dependencies.

* Clicking the node menu and selecting Show Used by item shows all components that use the

selected one — this is the Bottom-up view.

* Component context menus differ according to the component type. All components have the
Edit, Show Used by, and Info menu options.
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Indicator Source Management

* Validate the base-system Sources

* Always include a Date/Time field in the Source Condition
* Keep Source Conditions Generic

* Base Multiple Indicators on the Same Source and vary the
Aggregate and/or the Additional Conditions

Good Practices

* Group Indicators with the same Source in one Collection job

* Use the Dependency Assessment to view existing
dependencies

Consider the above best practices when working with Indicators and Indicator Sources.
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Avutomated Indicators Lab

Lab 4.1

Automated Indicators

4.1 Automated Indicators Lab

* Create a New Automated Indicator using the Guided Indicator Workflow
* Create a New Indicator Source

* Create an Automated Indicator using the Indicator Form

Automated Indicators
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Automated Indicators Lab
4.1

220 minutes

Lab Objectives

Performance Analytics Power Users at Glide Haven plan to implement KPIs to monitor the health of
business processes and services. In this lab, you perform the following:

Create a new indicator using the Guided Indicator Workflow
Collect and view Indicator data in the Analytics Hub and on Widgets
Create a new indicator source and an indicator manually

A. Automated Indicator Creation — Guided Setup

Guided Indicator Setup

In this section, you create a new automated indicator using the Guided Setup to track incidents
resolved by the Technical Services Support group.

1. Access the lab environment and impersonate the PA Power User.
2. Navigate to Performance Analytics > Indicators > Create New.

3. Complete the General tab as follows:

Indicator name: Number of Incidents Resolved by Technical Services Support

Direction: Maximize Create a new automated indicator : Number of Incidents Resolved by Technical Services Suppart
Unit: # * s

smiber of Incidents Reschved by Technical Services Support

Description

Group: incident resolved

" Note: Do not enter a o e
I Description as the system auto-
" completes the field once the e

Indicator is created. =

Automated Indicators Lab

© 2023 ServiceNow, Inc. All Rights Reserved 116




servicenow.

4. Click Next step.

5. Complete the Data Source tab as follows:

Indicator source: Incidents.Resolved
Aggregate: Count

Under Add Filter Condition, enter the following:
Assignment group | is | Technical Services Support

Create a new automated indicator : Number of Incidents Resolved by Technical Services Support Previces step m

= Indicator source
Incigents Resotved

* _Agpregate
Caunt

Preview reconds for this indicator source

Add Filter Condition Add "OR" Clause

Assignment group » L w | Technical Servioes Supex | O AND || OR -

6. Click Preview records for this indicator source to view today’s incidents resolved by the
Technical Services Support group.

I Note: Your data may differ slightly from the example.

BV D Incidents Number - ¥ @ | Actions onselected rows_ :m
All = Assignment group = Technical Services Support » Resodved on Today
L Number - Opened Short description Caller Priority State Category Assignment group
oy Tablespace to be .
NCoo0sPts DRI ediorDocunign T2V S.-Plarming  Cloted  Software Technical Servic Bt
12.58:55 Cruse Support
for Support
D8 connection pool
INCDOOATSE ﬁ@:ﬁ:‘)ﬂ for $ Don e Artow c 5 Tﬂ.hrv(‘JISlme\
. Force Automation
000 2022-01-07 Metwork response Ron % Technical Services
L e 13:41:56 time i poor Kettering ~ 4"10W Closed Metwork Support Bes
20220104 Network response Bud Technical Services
INCODOA&S54 195544 thna s poor Ric A - Lowr Closed Metwork s " Ang
Aceount kecked, pls
20220101  resetmypasswordfor  Dennis . Technical Services Ang
INCOOOEITI 100483 Jive-dlor Marketing  Millar 4:low Closed  Softwars Support 5
Engagement
Mans delete junk data
2022-01-01 5 Jou Technical Services
INCO00A345 102950 from the users table in E 4 - Low Closed Soltware s " Bet

Docusign for Facilities

7. Close the preview window and click Next step.
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8. Enable the following choices in the Breakdowns section:

Collect breakdown matrix Kisex i pomnt e sl fosm Shefaccstarsconet

B Collect breakdown matrix

Category Ausigrmant Grovp ©

Contact Type Q
Impact o
Priori Incident Caller Company &
o tv 18 Priority @
State ©
Urgency o

9. Click Next step.

10. Complete the Data Collection tab as shown:

Job: [PA Incident] Daily Data Collection
Collect data from the past: [checked] and select 90 days ago

11. Click Next step.

| Create anew indi : Number of Inci R by Technical Services Support Previcu step
Select a job to collect the scores for the indicator
Jobs
[P Incident] Daity Data Collection Ll ol
B Coltiect cata from the past
F0daysage

12. Complete the Widgets tab as follows:

Time series widget: [checked] e e e e
Last score widget: [checked]
Breakdown widgets: 2:

1B Twe saries bt Pt e widgets o0 3 nevs 12000 dashbodrd
Time Sevies. rektent Management

[checked] 1 [y

WVisuaization Riicltion by TS5

Put the widgets on a new tab
on dashboard: Incident ==
Management

New tab name: Resolution by
TSS

Automated Indicators Lab
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Note: The above action creates four new widgets — a trend line, a last score, two breakdown widgets,
and adds them to a new tab Resolution by TSS on the Incident Management dashboard.

13. Click Next step.

14. Click Apply to initiate creation. Wait until the configuration and data collection completes.

Configuration Verification

1. Click View Indicator after the creation process completes.

Create a new automated indicator : Number of Incidents Resolved by Technical Services Support

 Generalinformati

2. Review these fields to make sure they match the properties you specified in the steps you
just completed:

Indicator Groups Direction Indicator Source
Name Unit Aggregate

I Note: The Description has been completed with all relevant configuration detail.

3. Click the Additional conditions tab to review the filter conditions.

Facts table Incident [incident] h hema M

Conditions [ Add Filter Condition ] [ Add "OR" Clause ]

.Assignment group v | is =| Technical Services Suppe @

4. Navigate to the Access control tab and check the Publish on Analytics Hub checkbox.

—
Source | Additonal conditions | Accesscontrel | Other | Collect bresbdownmatrix | Collectionperiods | Forecasting | Statistics edlusion

Specity i for this Analytics Hub wen this indicator will not be avallable in Analytics Hub. If this indicator is not accessible for all roles, then specify s that b
Publish on Aralytics Hub B
Visibleto | Everyone v

Visible by 3l roles

wos ]

Automated Indicators Lab

© 2023 ServiceNow, Inc. All Rights Reserved 119




servicenow.

5. Confirm that the Collect breakdown matrix property under the Collect breakdown matrix
tab is checked.

6. Select Save from the form context menu.
7. Navigate to the Breakdowns Related list.

Confirm that the Breakdowns are Priority and Category and then Save.

Breakdowns (2)  Breakdown matrixexclusions Time series exclusions Targets Thresholds Diagnostic Results

= V |Order ~ | Search ® — | Actionson selected rows.. s
Indicator = Number of Incidents Resolved by Technical Services Support
| @ Breakdown Display Order -
Priority true
Category true
1 to20of2

Data Verification

1. Select the Show Analytics Hub Related Link (you may need to scroll down on the form to
see the link).

2. Click the Breakdowns button to view data by Breakdowns.

3. Expand the Category Breakdown.

Number of Incidents Reiohved by Technical Services Support

October 16, 2021 - January 13 ~ Daily -
January 13 4 » \j.-'\.-’\;\ DA A O o asd oA t/\;l"v'n'v'-'vf..\‘II-.-\ eV -,___\H
2 v-1i333% %0 1335 16 89% 15 2 :
Noofsores  Sum Change Change Average Minierssm
€ (1O Search breskdowns and lements wt U A A W= X
|omer A .
Elernent Score ¥ Change
Software i 2 «
Netwark 1 1 I | [
| ] TR [
e i ) | ||' I | ” |II A/ | | A Ill?|| ‘ ‘ ||||)i _|‘| I |# I|||| |‘
e 2 & | \\ [\ I,u\ (1] "\ N |||| I |I N AMN ||'./|
Database ° o | | \ '| || \/ | Ill |II||II||| ||||||_| |/J|'I'|'1II"||" | |
\
Priority v \l | |
| | ||I || \ |'i\|J‘ » | |,
| ' N '
|J I |
|| | .
\
j \
\
O 0 el Pucre Dt &, 20 Dt o =

Automated Indicators Lab 120
© 2023 ServiceNow, Inc. All Rights Reserved




servicenow.

4. Click the Network element to display only Incidents from the Network category.

Number of Incidents Resolved by Technical Services Support » Category = Network

January 13 4 »

Category = Network x

Priority v

October 16, 2021 - January 13 ~ Daily ~

WA A A madsl ofnmm Aol .

1 A 0 348 3 75% 4 o .
Noofscores  Sum Change Change % Average Minienum :
¢ (Q, Searchbreakdowns and elements wt

L

Oct 25, 2021 Nov 82021 Mow 22, 2021 Dec 4. 2021 Dec 20, 2021 Jan)

5. Expand the Priority breakdown and select 4 - Low to apply a second Breakdown.

( O\Sealdlhreakdmwrsardekrrm

Category = Metwork x
Element Score w Change
4-Low 1 1
1 - Critical o o
2-High (V] 0
3-Moderate ] ]
5 - Planning 1] 0

6. Confirm that the chart currently displays

Network incidents with 4 - Low priority.

{ = AnalyticsHub

Overview Compare

Number of Incidents Resobved by Technical Services Support » Category = Network > Priority = 4 - Low

Yesterday 4 &

242
90 130 1

Ne.of seores Sum Charge

U

<

Category = Mitwork x Priarity = 4 - Low x

Al o . ahBab 4ol A as .

¢ ¥ B8 0
Show Records |
May 10 - Yesterday ~ Daity =

33% 1 0 6 i

Change % Hverage Minimum Masimm

> Mo J§ ® @ A A W-X

g,

Jun 20 Juld hal 18 Aug 1
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7. Close the Analytics Hub window.

Collection Job Verification
1. Impersonate the PA Data Collector user.
2. Navigate to Performance Analytics > Data Collector > Jobs.

3. Click All in the filter breadcrumb to display an unfiltered list of all jobs.

= A7 &3 Scheduled DataCollection Name = | Search

-~
All > Run != Once > Name does not contain PA Analytics > Benchmarking data collection = false

Click to remove subsequent conditions. Right

click or press either Shift + Space or Alt + F10 to
open menu.

4. Select the Show/hide natural language filter button.

5. Search for a temporary job by typing “name contains temp” and press Ask or the Enter key:

= &3 | Scheduled Data Collection  Name ~ | Search

l name contains temp [ Ask ] or improving your queries

All

6. Open the temp job and confirm that it is set to run Once and only collects a single indicator.
7. Navigate back to Performance Analytics > Data Collector > Jobs.

8. Open the [PA Incident] Daily Data Collection job.

9. Navigate to the Indicators Related List.

10. Confirm that the Number of Incidents Resolved by Technical Services Support indicator has
been added.

11. End Impersonation.
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Widget Verification

In this step, you access the newly created dashboard tab and review the new widgets.

1.

2.

Impersonate the PA Power User.

Navigate to Performance Analytics > Dashboards.

Open the Incident Management dashboard. If not visible under Recent, select All and

perform a search.

Dashboards

Recent OwnedbyMe SharedwithMe All

Incident Management
Incident
Editor

Viewed 2m ago

Navigate to the Resolution by TSS tab.

Verify the presence of four new widgets. (Your widgets will appear in a single column.)

—_—
Incident Overview  Incident Open  Incident New  Incident Resobved  Resolution by TSS

Numiber of Incidents Resohved by Technical Services Support Number of Incidents Resobved by Technical Services Support per Category

Number of Incidents Resolved by Technical Services Support per Priority Number of Incidents Resobved by Technical Services Support

T Mame Jan13 Trend

T 3-Moderate 1

T d-Low 1
T 1. Critical 0
W 2-High o

Jan13

\
ff  5-Planning 0 Pl Mgy : t

¥ 1(-333%) Jan12:3

= B Incident Management - (]

— i Mame Jan13 rend
*  Software 1
Y | -
([l LA A Wl JI | Al N * Network 1
| |'||||. U NA MY L H.IJ'|,| a1
15 \ AT { ALY S f \
| | V '.II |1 I'. | ';I d II (AN W '1| I (Y . T lnquiny/ Help 0
o 114 N YV Y \ y 'f',|| I
1 'rl | 1| !I T Hardware 0
Dhatabase o
— Numiber of Inchdents Resohred by Technacal Services Support s g Cat s

i)

End Impersonation.
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B. Automated Indicator Creation

Here you create a new indicator to track updated incidents without using the Guided Workflow.

Indicator Source Creation

The source data for the planned new Indicator is all Updated Incidents that have not yet been Resolved
or Closed. The steps below guide you through the Indicator Source creation.

1. Impersonate PA Admin.
2. Navigate to Performance Analytics > Sources > Indicator Sources.
3. Click New.

4. Fill the Indicator Source form as follows:

Name:
Incidents.Updated

Valid for frequency:
Daily

Source:
Facts table: Incident
[incident]

of  AND

Conditions:

Resolved | is empty |
AND

Closed | is empty | :
AND ot
Updated | on | Today

Hint: Click DAYS to display
the Today option

5. Click Submit.

Form-Based Indicator Creation

Next, you create an Automated Indicator based on the Incidents.Updated source to track daily counts
of updated incidents.
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1. Navigate to Performance Analytics > Indicators > Automated Indicators.
2. Click New.

3. Complete the form as follows:
Name: Number of updated incidents
Frequency: Daily
Direction: Maximize — because a higher number is preferable
Unit: #

4. Complete the Source tab as shown:
Indicator source: Incidents.Updated
Aggregate: Count (default)

Value when nil: 0

Source  Additional conditions Accesscontrol Other Collectionperiods Forecasting Statistics exclusion

Specify indicator source, and aggregation.

an

Indicator source | Incidents.Updated Q IQI Aggregate | Count

Collect records [H Value when nil 0

5. Complete the Access control tab as shown:

Publish on Analytics Hub: [checked]

Source  Additional conditions | Accesscontrol | Other | Collection periods = Forecasting | Statistics exclusion

Specily access o ontred far this indicator, If Publish on Analytics Hub ks unchecked then this indicator will not be available in Analytics Hub. If this indicator is not accessible for all roles, then specify the
roles that have access to this indicator.

Publish on Analytics Hub (B
Visible to | Everyone
Visible by all robes

Rales | &

6. Open the Other tab and check:

Render continuous lines
Show real-time score

7. Select Save from the form context menu.

I Note: The system automatically completes the Description field using the configuration information.
I This feature is for Automated Indicators only.

8. Navigate to the Breakdowns Related List.

9. Click Edit... and add the Priority and Category Breakdowns.
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10. Click Save to return to the Indicator form.

Breakdowns (2)  Time series exclusions Jobs Targets Thresholds Diagnostic Results
= Y |Order « | Search @ — | Actionson selected rows... Bl Edit.

Indicator = Number of updated incidents

. Breakdown Display Order =
Category true 100
Priority true 200
1to2of2

11. Navigate to the Collect breakdown matrix tab.

12. Enable the Collect breakdown matrix property.

Source  Additional conditions Accesscontrol Other Collect breakdown matrix ~ Collection periods

Forecasting  Statistics exclusion

Enable second-level breakdowns for this indicator, such as Open Incidents by Assignment group by Priority. Warning:

Selecting this option significantly increases the amount of data that Performance Analytics collects and the amount of
memory used during data collection. Having a very large number of scores or snapshots may impact the performance

of widgets and dashboards.

Collect @@
breakdown
matrix

I Tip: This property allows you to apply a 2™ breakdown.
13. Save the Indicator.
14. Navigate to the Jobs related list.

15. Click Edit.. and add these two jobs to the Jobs List:

[PA Incident] Daily Data Collection
[PA Incident] Historic Data Collection

16. Click Save to return to the Indicator form.

@ ix exchrions. | T i Jo[7) | Torpets | Thresholds | Disgnostic Results
= V |fortet = | Search a8 Actiand on selected iowi_ - E
indicator = Number of updated incidents
Active Codlect Collect indicator oy Doenain
All brgakziowrns true P Ingidert| Dady Diata Collectior giobal
Al breskrowrs true PA Incident] Historic Diata Coliection lobal
1to2of2

I Note: This action adds the Indicator to the Daily and Historic Incident Collection jobs.
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Data Collection

Even though future scheduled data collection will collect for the new Number of updated incidents

indicator, an ad-hoc historical job is needed to populate past scores.

1. Navigate to Performance Analytics > Data Collector > Jobs.

2. Click New and complete the form as shown:

Name: temp job -
Number of updated
incidents

Relative start: 30
days ago

Relative end: 1 days
ago

Active: unchecked

Run: Once

- | = Scheduled Data Collection
|7 temp job - Number of updated incidents

* Mame  tempjob - Mumber of updated incide

e || Emecute Now || Cancellob || Delete

Operator | Relative
* Relative start 30

Relative start | days ago
interval

Job parameters

3y wh the schadk

Runastz | System [UTC)

Run | Once H
Collect | Both scores and text index ¢

Conditional

3. Select Save from the form context menu.

4. Navigate to the Indicators Related List.

5. Click Edit....

6. Add Number of updated incidents to the Indicators List.

Collection

O\ number of updated

—-None--

Indicators List

temporary job for collecting Number of
updated incidents

Number of updated incidents

7. Click Save to return to the job form.

8. Click Execute Now to execute the collection job immediately.
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9. Inthe Job Logs tab, select Refresh List from the context menu to view the job status.

Indicators (1) | Joblogs(1) | Diagnostic Results

E! ¥ B |Created - |Search

Job = temp job - Number of update incidents
i Created State

2022-08-08 03:24:55 @ Collected

Data Verification
1. After the collection completes, navigate to Performance Analytics > Analytics Hub.

2. Search for Number of updated or Number of updated incidents.

Sy H u Best  Worst  Improved  Degraded “ Q| Name containg: number ofupd X &

VA
i Mame Scone Change Trend

* Humber of updated inidents 13

3. Open the Number of updated incidents Indicator.
4. Click the Breakdowns button.

5. Expand the Priority Breakdown to view updated incidents by Priority, and mouse over the
chart to view the scores for each time period shown.

%
Mot Sem Chunge Changn % A ngn M M

3-Moderse

o B e e ow

1-Crivical

Congratulations!
You have now completed the Automated Indicators Lab.
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Module Recap

Core Conceps

* PA Admins and Data collectors perform * Describe the difference between an
the Indicator Source setup Indicator and an Indicator Source

* Indicator Sources provide the base set of * Which is a mandatory type of field in the
records and are used by multiple Indicator Source Condition?
Indicators

* Describe an Indicator that should use the
* The Facts table is the base process table SUM Aggregate
that the Indicator Source is using

* What does the Dependency Assessment
* An Indicator can be differentiated by an do?
Aggregate and Additional Conditions

Describe the difference between an Indicator and an Indicator Source

An Indicator defines and measures a specific process behavior.

The Indicator Source defines a set of records specified by a condition on a process table. Many
indicators can be defined using the same indicator source.

Which is a mandatory type of field in the Indicator Source Condition?
The Condition should always be constructed to incorporate a Date/Time field. Example: Incidents
resolved ‘Today’

Describe an Indicator that should use the SUM Aggregate
Summed age of open cases

Summed duration of open incidents

Total cost of incident resolution

What does the Dependency Assessment do?
The dependency assessment is a graphical Ul that shows component relationships in a hierarchical
view. It helps understand the effects of planned component changes.
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Module Objectives
Define the Breakdown Source
Configure an Automated Breakdown
Module 5
Manage Breakdown Mappings

Avutomated Implement Breakdown Exclusions

Breakdowns

Labs and Activities

5.1 Automated Breakdowns

5.2 Managing Breakdowns

servicen w.

This module presents the configuration and administration of Automated Breakdowns and

Breakdown Sources. Additional topics discussed are the Breakdown Matrix and applying Breakdown

exclusions.
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The Breakdown Effect

All Open Incidents - Open Incidents by Priority

Analyze Data

by Attribute
Open Incidents by Category Open Incidents by Age
Compare WM
different |

types of Data

— 00 - 01 Day — 31 - 90 Days 90+ Days 06 - 30 Days

— Database Hardware Network Inquiry /| Help — Software — 01 - 05 Days

Activity: Which is the Dominant Open Incident Type per Breakdown?

Breakdowns are configurations that allow you to analyze trends by a specific attribute such as
Priority, State, Age, Category, Assignment group, etc. Breakdowns can be configured for any
Indicator. Once configured, Breakdowns are visible in the Analytics Hub and in Dashboard Widgets.
The above example presents several versions of the Number of Open Incidents widget:

* Time series of all Open Incidents

* Breakdown of the Open Incidents by Priority
* Breakdown of the Open incident by Category
* Breakdown of the Open incidents by Age

If you take a closer look at the example, you will be able to notice the most prevalent Category,
Priority, and Age Group of Open Incidents.
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Breakdown Source

Create
Breakdowns on
REFERENCE or

CHOICE LIST fields

Facts Table and -
Field R % Table and Conditions to
S retrieve Breakdown Elements

Facts table: the
Reference Table

Filter Field: Element’s
\_ Conditions ) unique identifier

Label for unmatched

= st Breakdown Values

The Breakdown Source describes the nature of the attribute by which you segment the data.

For instance, when you perform a breakdown by Category, the breakdown needs to “know” where
the Category values are defined. So, you identify the Facts table and the field that uniquely
identifies the elements in the table.

To configure a Breakdown Source, specify the following in the Source tab:

* Facts table: Select the base table that holds the breakdown elements, in this example Choice
[sys_choice].

* Field: Select the field that uniquely identifies the elements, usually that is ‘Sys ID’ field.

* Conditions: Define filters that identify the specific breakdown elements in the Facts table that
you need. In this example we want all active category elements. Click Preview to see how many
records/elements match the condition.

* Related List Conditions: As you learned previously, this option enables you to build a filter that
joins the facts table with another table.

* Label for unmatched: You may need to provide a label for score values that cannot be grouped to
one of the elements.

Note: Many breakdowns and breakdown sources are provided out of baseline and more can be
deployed by installing available content packs. Create new breakdowns any time you wish to
navigate and categorize data by a field that is not yet configured as an existing breakdown.
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Breakdown
- g'mwv View: Automated” ¢é ¥ = Update || Debe 4
( . \ Type Automated
(— Breakdown Source - —
g Where to find the P
-] Breakdown
Elements Actomated
Breakdown An automated breakdown is 3 breakdown based on brealdown source and points to 3 feld in 2 facts table. or is saripted.
Source « enn::v: Incident Category 1 Br'e|:1k|:io'~.-s’n SC’UI":E‘
g Do
Update Delete
Breakdown Related Links
l I Launch Dependency Assessment
— Mapping — How to
— link the Breakdown Brekdnn apping 1 Bvakdown Rltons Ocsgoncc et
Breakd Source to the h N °’ - | Soset © — [Actonsonsanctadrons
ee 9wn Process Table Facts table Fiag to rereer e
\ Mapplng ) ncident category empty false Floba

servicen w

Breakdowns are applied to Indicators to enable quicker understanding of process patterns and

trends. Breakdowns divide Indicator data into dimensions such as Category, Priority, State, etc. For
instance, using a Category Breakdown, you can view the “Number of open incidents” indicator data

by category, to see which categories are producing the most Incidents.

A breakdown is defined by identifying a Breakdown Source and providing a Breakdown mapping.

In this example, we create a Breakdown as follows:
* Name is Category.

* Breakdown Source is incident.category, which contains all active category elements, as
previously defined.

* Breakdown Mappings identifies the field in the Process Table that contains the breakdown
element that was selected during Incident processing.

Note: You can create a breakdown while in the breakdown sources form, from the Breakdowns
Related List.

Once a breakdown is configured, it needs to be applied to one or more Indicators listed in the
Indicators tab.

In addition, visibility of Breakdown data can be limited by Users, Groups, and Roles in the Access

control tab.
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Ca'egory Breakdown 2 Category Final Result — Time Series
Exqmple. Breakdown Mapping breakdown by Category

] Category Breakdown Source

Which Incident Field Incidents by Category
corresponds to Category Qi

= Ehoicesm Go to | Label

. < = Breakdown Mappin_g
i All>Table = incident> Element = categor = Category [Automated view]
@3 Facts table Incident [incident] v
Field Category v

Records

1]
&
2

5
o
= "_l o
|

e Which Field
- B Should Data be

Database

Grouped By

i) INCONOSTES

Where are the Category Elements

This example summarizes the steps to configure the Category breakdown:

* First, create a Breakdown Source which retrieves all desired breakdown values for Category.
These records are stored in the Choices table for this particular Breakdown.

* Next, create a Breakdown with a structure that links the Category elements from the Choice table
to the field that contains the Category values in the Incident table. This structure is called the
Breakdown Mapping. It is comprised of these two attributes:

* Facts table: The Incident table to which the Breakdown should be applied.
* Field: The column of the facts table that holds the Category element, which is Category.

* Last:
* Add the desired Indicators to the related Indicators tab in the Breakdown definition.
* Collect data.
* View the Indicator data by Breakdown in the Analytics Hub.
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Create a New Mapping for the Impact field of

New Breakdown quping the Incident SLA table
¢ | = Breakdown Mapping
Use Existing Breakdowns with new 0 " :mjdm -
tables by creating additional Breakdown [ s
Mappings -
o . ":;,,t“““wwm T The Impact Breakdown can be used by Indicators
Rawiadlils =~ based on both Incident and Incident SLA tables

Run B = Impact View: Automated®
25 (1 Breakdown Relations  Indicators (1)  Diagnostic Results o Update Delete

B VY |fortext = |Search Related Li

Jun

—_—
Facts table Field Script Scripted Domain Breakdown Mappings (2)  Breakdown Relations  Indicators(1)  Diagrd

Breakdown = Impact

gobal
= V for text = | Search & — Actions

1talefl

Breakdown = Impact

The Impact Breakdown is currently — = =4 o~
configured for the Incident Table only e oy o

Performance Analytics for Incident Management (the Complimentary version) comes already pre-
configured with common Breakdowns for the Incident and Task fields such as State, Priority,
Location, and Assignment Group. These Breakdowns are sufficient to analyze Incident-based
Indicators.

If you have Indicators based on other Process tables as well as custom tables that extend the Task
table, you are likely going to need new Mappings, even though the base Breakdown already exists.

To do that, open an existing Breakdown, and add a new Mapping related record, for the process
table you wish to analyze by that Breakdown.

Automated Breakdowns
© 2023 ServiceNow, Inc. All Rights Reserved
136




Guided Breakdown Setup - Add Breakdown to Indicators |

| Create a new breakdown: Location m Create a new breakdown: Location Previous Creste anew breslxdmwc Location Prévios E
Define the breakdown Link to indi }reakduwnsource _ Link to indicators D4 Define the breakd - Data Collects
‘ 4
>

Select the indicator to break down and the field to use to A breakdown source |5dgl‘|r=ed for the selected indicator Link the breakdown to any indicator with the same source
determine breakdown elements. and field. Review the settings below and click [Next] to table.
create a mapping between the breakdown and the indicator i
*  Indicator source table.

Number of new incidents

Number of nev Incicents = Breakdown source New incidents from phone calls
i Locations - B3 Mumber of closed incidents
Table
Breakdown
incident
Location

¢ Field 1: Set Indicator/ 2: Confirm Source

Location

Breakdown mapping

Table / Field incident Location and Mapp|ng

3: Link Additional

Indicators

Create a new breakdown: Location Previous m Create a new breakdown: Location Previous

T o krce  Defincthebresidonn  Linktoindicators  Dista Collection
e breakdown Link to indicators - Summary

Reviewy the fioliowing actions and dick [Apply] to use thecs settings for the

- bresiakonn, New records ar created avtomaticalty -
4 CO nﬂ gu [ S Collect broken-down scores and snapshots based on this 5 RE\” ew

M . Use this breakaiown
breakdown for all linked indicators.

CO' IECtI on B Collect data from the past Use this brealulown source an d CO | | ECt

Locations

Period | 90 days ago v

Create this breakdown mapping

Similar to the Guided Indicator Setup, Performance Analytics offers a Guided Breakdown Setup. To
begin creating a new breakdown, navigate to Performance Analytics > Breakdowns > Create New.

These are the steps of the setup:
1. Select the indicator to break down and the field to use to determine breakdown elements.

2. A breakdown source is defined for the selected indicator and field. Review the settings below
and click [Next] to create a mapping between the breakdown and the indicator source table. A
breakdown source is defined for the selected indicator and field. Review the settings below and
click [Next] to create a mapping between the breakdown and the indicator source table.

Link the breakdown to any indicator with the same source table.
4. Collect broken-down scores and snapshots based on this breakdown for all linked indicators.

Review the following actions and click [Apply] to use these settings for the breakdown. New
records are created automatically.

An added benefit to the breakdown guided setup is the ability to run a collection job on the fly
without assistance from the Performance Analytics Admin.
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Add Breakdowns to Indicators Manually

— Indicator & ¥ = o«  Update | ManageBreakdowns L

© 7 Number of open incidents View: Automated”

Breakdowns (5)  Breakdown matrix exclusions (4)  Time seriesexclusions  Jobs(2) Targets(1) Thresholds(5) Diagnostic Results

Indicator = Number of open incidents

= V | Order * | Search @ — I Actions on selected rows_ VE

Breakdowns can be
added to or deleted

o o P . from the Breakdowns
e 200 Related List
=2 State true ?\:Lﬂﬂc";u'avm for Search 300
a Age UL “";}‘ZZTZ‘ —
Collection Breakdowns List
Only Mapped Breakdowns will show and B —
E’:Oe(;;\-
can be added! PR e i it
Kno.-\._iedze Age
.
Newly Added Breakdowns will QpenedtiorOfDay
be visible after collection is run
Cancel

Breakdowns can be managed manually by accessing the Breakdowns Related List of an Indicator and

using the Edit button to add or remove Breakdowns.

Note: Only Mapped Breakdowns can be added to an Indicator (Mapped = Having a Breakdown

Mapping to the Indicator Facts table).

Do not forget to run collection after adding a new Breakdown, for just that Breakdown. Re-running
historical collection for all Breakdowns may override daily updates and is not recommended.
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Manage Breakdowns Utility

Manage Breakdowns T e e
Utility allows for Adding N s — .
and Mapping . -
Breakdowns L . =
¢ Namberof openncidents L —— P - |
A Mapping ,,
record is auto — -] l — ]
created and : )| L .
presented ! e <) |t | . :
- Configure the Field and Submit
to add a Breakdown
servicen w

The Manage Breakdowns utility presents two columns:
* Left: Available Mapped and Un-mapped Breakdowns.
* Right: Already Linked Breakdowns.

Select a Mapped or Unmapped Breakdown and drag it to the Right column or use the Add arrow. A
Mapped Breakdown is added right away. An unmapped Breakdown requires a Mapping. A New
Breakdown mapping record dialog is displayed already containing the Indicator Facts table. Select
the Field and Submit to create a new Breakdown Mapping and link it to the new Breakdown.
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Breakdown Matrix

2 Levels of Breakdowns can be applied in

Analytics Hub

Hu f frware > Priority = 4 - Low
Today at 17:42 -«

43

¥ -10(-18.9%)

October 3 - Yesterday ~ Daily -

15t level breakdown navigation is always possible
for configured breakdowns

To allow 2" |evel breakdown navigation, check
Collect Breakdown Matrix in the Indicator form

Source = Additional conditions | Accesscontrol = Other | Collect breakdown matrix

125 11k |
No. of scores Sum ' H/J
< Q : W~
Cotegory=sovare X prity=4-Low - A Example shows the current score and trend line of
\ N\ Ma Open Incidents with a Category of Software that
—\,. ,J [ \/V WA are Low priority
\ AN | \
27 Oct 2018 CW \
@ Number of open incidents > Category = Software > \ . CAUT'ON Breakdown Matrix consumes extra
Priority =4 - Low: 90 Al

storage and collection time

servicen w.

If an indicator has multiple breakdowns, the data collector can collect scores for a matrix of these
breakdowns and maintain a scores history for the second breakdown layer.

For example: Number of open Incidents can be viewed by Assignment Group and then by Priority,
or, by Priority first and then by Assignment Group.

Enabling the breakdown matrix option significantly increases the amount of data that Performance
Analytics collects and the amount of memory used during data collection. Only activate this option
if you require the history of second level breakdowns. If you only require a second level breakdown
for a single score, use a group by report on the record set.

If a scores history of a second level breakdown for a first level breakdown is not wanted, this second
level can be excluded. This is done by creating Breakdown exclusion records.

With the Collect breakdown matrix checked, click New in the Breakdown matrix exclusions Related
List to create a new exclusion.
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Breakdown Matrix Utility -

Each Cell holds the Number of Scores that will be
collected for the respective navigation Path

Configure Breakdown Matrix

Breakdown Matrix

- i nd
Ol IOWS fo r m O n O gl n g 2 = Le Ve | Click a cell in the matrix to exclude the combination from data collection or include it in data collection. Excluded
. combinations are not available in widgets or on scorecards.
Breakdown collection

Configure Breakdown Matrix can be launched & &
from the Manage Breakdowns Utility screen:

Age 0 25 25 215

( Number of open incidents

o ' Assignment Group 258 215 215
Manage Breakdowns
Sedect breakdowns to group and filter indicator scores

Category 30 25
& Bre a B a
Priority 30
A Urmagged 3 As R
B — Incident Age Dy e D
<
e S— — e r| Thereare 5 Ages and 6 States. 5 x 6 = 30 separate
Confgure Breakdown ix [165) .
| R Scores will be generated for the Age x State breakdown

The Configure Breakdown Matrix utility is launched from within the Manage Breakdowns utility
screen.

Each cell contains the number of new scores that would be generated during collection for the
respective 2-level Breakdown navigation.

There are 5 Age Elements, 6 States, 5 Priorities, 5 Categories, and 43 Assignment Groups. Here is the
math behind the numbers in the matrix:

Age x State=5x6 =30

Age X Priority=5x5=25

Age x Category=5x5=25

Age x Assignment Group =5 x43 =215
Assignment Group x State=43 x6 =258
Assignment Group X Priority=43 x5=215
Assignment Group x Category=43x5=215
Category x State=5x 6 =30

Category x Priority =5x5 =25

Priority x State =5x 6 =30

30+25+25+215+258+215+215+30+25+30 = 1068
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. age L1
Breakdown Matrix Utility
* Click a Matrix Cell to Exclude or Include that * Matrix Exclusion records are automatically created
Breakdown Combination in collections and displayed in the related list of the affected
Indicator
Breakdown Matrix
Click a cell in the matrix to exclude the combination from data collection or include it in data collection. Excluded . - - - ) = = = = s - 5
combinations are not available in widgets or on scorecards | St e o L e e
o = VT |fortea = | Search Actions on sekected rows. - a
‘-@o Indicator = Number of open incidents
_ " & \@“o Breakdown 2ndl Br e skdcran
Age x State & & & F o — ~
is Excluded : : -
Age 25 5 215 I I
Assignment Group 258
*Breakdown matrix exclusions are Bi-directional
Cotegory I = Assignment

Group x Priority
is Excluded

Priority 30

The example prevents viewing by Age x State and Assignment Group x Priority

The visual Breakdown Matrix displays all combinations for data collection.

Click a cell to toggle the corresponding Breakdown combination between included and excluded. As
shown in the example, excluded combos display in white and off-grey font. In this case the Age x
State and Assignment Group x Priority combinations are excluded. If you click on the Age x
Assignment Group cell, that breakdown combination would also be excluded.

As shown on the right, when you exclude a breakdown matrix combination, a record is
automatically written to the Breakdown matrix exclusions list. In this case, there are two records in
the list that correspond with the two selected breakdown matrix exclusions.

Adding an Indicator Breakdown matrix exclusion prevents navigating the Analytics Hub and all
Widgets by that specific breakdown combination. Therefore, in this example, viewers will not be
able to see Incidents broken down by Age AND State together, nor Assignment Group AND Priority
together.

The order of the Breakdowns in a combination does not matter as Breakdown exclusions are bi-
directional.

Note: Breakdown Exclusions can also be made directly to the Indicator’s Breakdown matrix
exclusions list shown on the right.
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Breakdown Management

* Use the Manage Breakdowns Utility to view a list of

Mapped and Unmapped Breakdowns and quickly create
a Mapping

. * Note that enabling the Breakdown Matrix generates
extra scores and prolongs collection time

Good Practices

* Preview and manage the number of Breakdown
Combinations using the Configure Breakdown Matrix
Utility

Consider the above best practices when working with Breakdowns, Sources, and Mappings.
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Automated Breakdowns Lab

Lab 5.1

Automated
Breakdowns

Lab 5.2

Managing
Breakdowns

5.1 Automated Breakdowns Lab

* Create a new automated breakdown using the Guided Breakdown Workflow
* Create a breakdown using the form-based interface

* Collect data and view the results of the new breakdown

5.2 Managing Breakdowns Lab

* Use Manage Breakdowns Interface

* Launch and Configure Breakdown Matrix
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Avutomated Breakdowns

Lab
5.1

225 minutes

Lab Objectives

Process owners at Glide Haven need to analyze trends by various characteristics. To do that,
Breakdowns are needed to “segment” the process data. In this lab, you perform the following:

Create a new Resolution Code Breakdown using the Guided Workflow
Create a new Caller’s Department Breakdown by using the Breakdown Form

Manually configure Breakdown Source and Mapping

Run collection with Breakdown exclusions

A. Guided Breakdown Setup

In this section, you create a new Breakdown that allows you to analyze closed and resolved

incidents by their Resolution code.

Breakdown Review

Access the lab environment as the PA Admin user.

Navigate to Performance Analytics > Indicators > Automated Indicators.

Select the Show/hide natural language filter button.

Type “name contains closed incidents” and press Ask or the Enter key.

Select the Number of closed incidents indicator.

W B _ Indicators View: Automated | Name « | Search

—~

name contains closed incidents m Tips for improving your queries
.
All > Type = Automated > Indicator source Name does not contain Analytics > B

Jenchmarking indicatar = true > Name contains closed incidents
Name - Unit Key Frequency Indicator source
*closed incidents Search Search Search PAnalytics
Number of closed incidents (s # false Daity ncidents.Closed

Summied duration of closed incidents Hours false Daily Incidents Closed

Publish on Analytics Hub
Search

false

false
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6. Navigate to the Access control tab on the Indicator form.

7. Enable Publish on Analytics Hubs to view this indicator in the Analytics Hub.

8. Select Save from the form context menu to remain on the form.

9. Click the Show Analytics Hub Related Link.

10. Explore the available Breakdowns.

Overview Compare
Number of closed Incidents November 25, 2021 - Yesterday ~
Yesterday < + —— e i e _
16 v -2(-11.1%) 40 3,350 42 72% 56 16 78 56
Mo of seores Sum Change Changs % Average Minimum Massmam Median
[E=] (1 search broakdowns and elements # M J 8 0 A A

lIﬂlll
r A A / \ / A \ A /N
o/ \/\n__ / \v."'l {\ ‘—/\//\\,f \k\__. I'I;"Ilf{‘\l".l / /\."'I \_/\ ./ \\ \Jlf'lll \‘\I‘/ ‘\__ J

Show Records

Dady ~

I Question: What are the dimensions by which you can analyze closed incidents?

Existing Breakdown Review

1. Navigate to Performance Analytics > Breakdowns > Create New to launch the Guided

Breakdown Workflow.

2. Complete the Select the breakdown source section as shown:

Indicator: Number of closed incidents
Table: incident [auto-populated]
Field: Resolution Code

Create a new breakdown: Resolution code

Select the indicator to break down and the field to use to determine breakdown elements.

Define the breakdown Link to indicators

+ Indicator
Number of closed incidents

Table
incident

+ Field
Resolution code

Data Collection
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3. Click Next to move to the Define the breakdown step.

4. Confirm that Breakdown Source and Breakdown Mapping are automatically created.

Create a new breakdown: Resolution code

wriionrs S - .

No breakdowns or breakdown sources are defined for the selected indicator and field. Enter a name for the d click [Mext] th

Breakdown
Resolution code

Breakdown Source
Incident Resolution code

Breakdown mapping
incident.Resolution code

[ Preview records for this breakdown source I Show filter to make adjustments

5. Click the Preview records for this breakdown source button.

6. Confirm that there are 10 resolution codes and close the window using the ‘X’.

= ¥ & Chokes Table Search & | Actionson giSted rows_ -~
b ncicent Language = en > Element = close code > Inactive = false or. Inactive is empty
Table Elemment Languide Valoe Label s tive: Sequtnce Updated
ncide: chose,_oode en Duplicate Duplicate faise 0 2002-02-03 224954
ncide close_code e Sodved (Work Arcand) Soiwed (Work Arpund) false 1 2022-03-11 14:18&12
i close code en ided Mo resolution provided faise 2 N0E-02-03 =454
wiche close_code o Mot Sotved [Too Costhy) Mot Sobved (Too Costhy) false 2 2022-03-11 14:20:11
ncident close_code en Closed Resclved by Caller Closed Resolved by Caller false 3 2022-03-11 141214
nciden close code &n Scived (Permanentiy) Soived (Permanently) faise 4 2022403-11 141917
e close_code en Crrsed/Resodved by Caller Closed Resodved by Caller faise & 2022-03-11 14:2217
nciden chose code en Soived Remotedy (Permanently) Soived Remotely (Permanently] faise 7 2022405-11 141629
3 close_code e Sobved Remotely Work Around]  Scived Remotely (Work Around]  false 8  2022-03-11 141304
et dose code &n Noit Sobved [Not Repnodutible] Mot Sobved (Mot Reprodutitle) faise §  2022403-11 142103
1 to10of 10 o

7. Select Show filter to make adjustments and scroll down to review the Filter conditions.

[ Preview records for this breakdown source ] [ Show filter to make adjustments I

| Add Filter Condition l [ Add "OR" Clause l

Al of these conditions must be met

IrTabIe v is v“ incident ._ AND

en || ano ]-

:Element b is v" close_code | AND

jlnactive hd is v" false v| -
or [.Inactive = " isempty vﬂ

Language 4 is ~ |

I Note: Here you can modify the logic that retrieves resolution codes from the Choice table.
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8. Click Next without modifying the conditions.

9. Check Number of Incidents Resolved by Technical Services Support to apply the new
Breakdown to this additional Indicator.

Create a new breakdown: Resolution code

Link the breakdown to any indicator with the same source table.

Number of closed incidents
Mew incidents from phone calls
Number of incidents closed by self-service
Number of incidents not solved

. Mumbser of Incidents Resolved by Technical Services Support
MNumbser of incidents resolved on the same day opened
MNumbser of new incidents

Mumber of open incidents

wsiarmrs o D

10. Click Next to move to the Data Collection step.

11. Check Collect data from the past and set the collection period to 90 days ago.

Create a new breakdown: Resolution code

Select the breakdown source Define the breakdown Link to indicators - Summary

Collect broken-down scores and snapshots based on this breakd:

B Collect data from the past
Period | 90 days ago ~

for all linked indicators. l

12. Click Next.

13. Review the Summary.

I Question: Which new objects will be created after completing this process?

14. Click Apply and wait until the breakdown is created.

New Breakdown Configuration Review

1. Once configuration completes, click Resolution code to open the Breakdown form.

Create a new breakdown: Resolution code

Select the breakdown source

Use this breakdown

v Resolution code

Use this breakdown source
+ Incident Resolution code

Use this breakdown mapping

Define the breakdown
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2. Scroll down the form to the Indicators Related List.

3. Confirm that Number of closed incidents and Number of Incidents Resolved by

Technical Services Support are listed.

4. Navigate to the Breakdown Mappings tab and click the Info icon to view the breakdown

mapping values.

= Y |fortext = | Search

Breakdown = Resolution code

<. Factstable Field Script
@ _incident close_code (empty)
—

Breakdown Mappings (1) =~ Breakdown Relations  Indicators (2)  Diagnostic Results

5. Confirm that the mapping contains incident as the Facts table and close_code as the

Field.

6. Inthe Automated tab, confirm that the Breakdown Source is set to Incident Resolution

code.

Automated = Access control

An automated breakdown is a breakdown based on breakdown source and points to a field in a facts table, or is scripted.

% Breakdown source | Incident Resolution code Q

7. Click the info icon next to the Breakdown source and then click the Open record button.

¥ Name | Res
— Breakdown Source

Description
% Name Incident Resolution code

1 Description

Automated  Access control
DC active

An automated breakdown is a breake

4

% Breakdown source | Incident Resolution code Q ~—_—
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8. Review the Facts table, Field, and the Conditions. Recall that you previewed this
information in the Define Breakdown step of the automated workflow.

Source = Security

Select the facts table for the breakd k d apply ditions to optimize the el list.
% Factstable | Choice [sys_choice] *  Show Schema Map
* Field | SysID -
e G

~ CONDITIONS

All of these conditions must be met
Table v | is || incident © OR AND

g | Language vies vl en S OR AND
Element (6 v|| close_code © OR AND
and
Inactive > | is v|| false v © OoR
Inactive v | isempty v © OR AND

9. Close the Breakdown Source form.

Indicator Data Verification

=

Navigate to Performance Analytics > Analytics Hub.
2. Open the Number of closed incidents Indicator.
3. Expand the Breakdowns list.

4. Select Resolution code Breakdown and confirm that incidents are categorized by their
Resolution code values.

Number of closed incidents February 25- June 25 ~ Daily ~
Juneds 4 .
16 owow)
120 6,694 8 100% 56 .
Mo. of scores Sum Change Change % Average .
< Q Search breakdowns and elements E @3 0 UV - X
_ )
April 5
Element Score y Change 0

@ Number of closed incidents > Resolution code = Solved (Permanently): 68

Solved (Permanently) 18 e g
Solved (Work Around)

Solved Remotely (Work Around)

Solved Remotely (Permanently)

Not Solved (Not Reproducible)
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B. Manual Breakdown Setup

A Caller is the user that calls in to report an incident. You are going to manually configure a

Breakdown to analyze incidents by the Caller’s department.

Create Breakdown Source

To begin, you set up the base source for Department values.

1. Navigate to Performance Analytics > Sources > Breakdown Sources and click New.

2. Complete the form as follows:
Name: My Departments

Facts table: Department
[cmn_department]

Field: Sys ID

Breakdown
MNew record
* Name | My Departments

Description

Source  Security

Select the facts table for the breakd L and apph ditions to]
* Factstable | Department [cmn department] v | Show Schema Mag

% Field  SysID -

3. Select Save from the form context menu to remain on the form.

4. Click Preview and then select the 7 records match condition link to view the

departments. This will open in a new tab.

> Factstable | Department[cmn_department] ~

* Field | SysID -

Conditions 7 records match condition

Show Schema Map

5. Close the Departments list tab.

Create New Automated Breakdown

In this step, you set up the Breakdown that uses the My Departments source.

1. Navigate to Performance Analytics > Breakdowns > Automated Breakdowns.

2. Click New to create a new Breakdown based on the My Departments source.
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3. Complete the new Breakdown form as follows:

Name:
Caller’s
Department

Breakdown
source: My
Departments

<] = R

Type = Automated v
* Name | Caller's Department

Description

Automated =~ Access control

An automated breakd is a breakd based on breakdown source and pc
* Breakdown source | My Departments Q
Default elements filter Q,

4. Select Save from the form context menu to remain on the form.

Create New Breakdown Mapping

In this step, you map the Departments table records to the Incident Caller Department field.

1. Navigate to the Breakdown Mappings Related List and click New.

2. Set the Facts Table to Incident [incident].

3. Select the Field dropdown and perform these steps:

a) Locate and
expand the
Caller attribute.

b) Locate and
select the
Department
attribute under
Caller.

Select the element from the tree

B @ Caller <..
[ Active
] Avatar
[ 3Building
I Business phone
[F) Calendar integration
7 City
[F] Class
[ caCompany
B Cost center
[5) Country code
| Created
[¥] Created by
"] Date format
B caDefault perspective
[ CaDepartment S
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4. Confirm that the Field attribute is set to Caller Department.

_ Breakdown Mapping
—  Caller's Department
* Factstable | Incident [incident] w» | Show SchemaMap
* Field | Caller Department v
5. Click Submit.

6. Confirm that the new breakdown correctly maps to the caller_id.department field.

I Breakdown Mappings (1) | Breakdown Relations  Indicators  Diagnostic Results

= Y | fortext » | Search @ -
Breakdown = Caller's Department
Facts table Field Script Scripted
@ incident caller_id.department (empty) false

1tolofl

Add Indicators
As a last step, you need to specify which Indicators should use the Department breakdown.
1. Navigate to the Indicators Related List of the Caller’s Department breakdown.

2. Click Edit... and add the Number of new incidents and the Number of resolved Incidents
to the Indicators List.

3. Click Save and return to the automated breakdown form.

Breakdown Mappings (1)  Breakdown Relations  Indicators (2)  Diagnostic Results

©& — | Actionson selected rows.. v m

Display

= YW |fortext -« |Search

Breakdown = Caller's Department

 Indicator
Number of new incidents true

true

Number of resolved incidents

C. Run Collection for Indicators with New Breakdowns

A historical collection is required to populate the newly added Department Breakdown.

1. Navigate to Performance Analytics > Data Collector > Jobs.
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2.

Click New and complete the form as follows:

Name: Temp collection for Caller’s Department Breakdown

Relative start: 3
Relative start interval: months ago
Active: [unchecked]

Run: Once
Select Save from the form context menu to remain on the form.

Navigate to the Indicators Related List and click Edit....

Add Number of new incidents and Number of resolved incidents to the Indicators List

and click Save.

Collection Indicators List
Q. number of resolved Temp collection for Caller's Department Breakdown
Number of resolved incidents by first assigned grou Number of new incidents

Number of resolved incidents

D. Exclude Breakdowns from Collection

Since you are re-running a historical collection, there is always the chance that you may be
overriding the daily scores collected over time. To prevent that, you need to add some exclusions.

1.

2.

4,

While still in the Data Collection Job form, navigate to the Indicators related list.

Click the Number of new incidents indicator.
On the Job Indicator form, perform these changes:
a) Uncheck Collect indicator.

b) Set Collect to Exclude these breakdowns.

Job Indicator
Temp collection for Caller's Department Breakdown - Number of new incidents

% Job | Temp collection for Caller'sDv | ‘ " Collectindicator

* Indicator | Number of new incidents G |

Collect | Exclude these breakdowns v

Select Save from the form context menu to remain on the form.
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5. Click the Edit... button of the Exclude breakdowns related list.

6. Edit the Exclude breakdowns list and add the following breakdowns:

Assignment Group, Category, Priority

7. Click Save and confirm that the three breakdowns have been excluded as shown:

= W Excludebreakdowns Breakdown - | Search

Job indicator = Temp collection for Caller's Department Breakdown - Number of new incidents
Breakdown «
Assignment Group

Category

Priority

8. Click Update to return to the Scheduled Data Collection form.

9. Open the Number of resolved incidents indicator from the Indicators Related List.

10. Repeat steps 3-7 above and confirm that the Number of resolved incidents Job Indicator

has been configured as follows:

[~ Eess

for Caller’s D Number of resclved incidents

# Job | Temp collection for Caller's Du Collect indicator

# Indicator | Number of resolved incldents

Collect | Exclude these breakdowns ~

Update | Dulete |

V' Exclude breakdowns | Breakdown « | Search

Job indicator = Temp collection for Caller’s Department Breakdown - Number of resolved Incldents
L Broakdown -

...........

11. Click Update to return to the Scheduled Data Collection form.

12. Click Execute Now to run the job.

E. Breakdown Data Verification

Perform these steps after the collection job has completed:
1. Click the Performance Analytics - Analytics Hub favorite.

2. Search and open the Number of new incidents Indicator.

3. Expand the Breakdowns list.
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4. Confirm that open incidents are categorized by their Caller’s Department.
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5. Return to the Analytics Hub Indicator list.
6. Search for and open the Number of resolved incidents Indicator.

7. Confirm that resolved incidents are categorized by their Caller’s Department.
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Congratulations!

You have now completed the Automated Breakdowns Lab.
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Breakdown Management

Lab
5.2

£20 minutes

Lab Objectives

The Incident Manager at Glide Haven has some specific requirements for Breakdowns and
Breakdown combination exclusions when viewing incident KPIs. In this lab, you use the Manage
Breakdowns and Breakdown Matrix interfaces to add and map breakdowns and configure

breakdown exclusions. The following activities are practiced:

Launch the Manage Breakdowns interface

Add a mapped breakdown

Add an unmapped breakdown and create a mapping
Explore the Breakdown Matrix

A. Manage Breakdowns

Launch Manage Breakdowns

1. Impersonate the PA Power User.

2. Navigate to Performance Analytics > Indicators > Automated Indicators.

3. Search for and open the Number of resolved incidents indicator.

= YV & Indicators View: Automated | for text » | Search

All > Type = Automated > Indicator source Name does not contain Analytics 3

Name Unit
number of resolved ¢ Search
» Number of resolved incidents #
» Number of resolved incidents by first as... #

I Tip: Alternately, type name contains number of resolved in the Natural Language filter.

Breakdown Management Lab
© 2023 ServiceNow, Inc. All Rights Reserved

157




servicenow.

4. Review the Number of resolved incidents configuration.

I Questions:
I What Breakdowns are currently configured?

I Is the Collect breakdowns matrix property enabled?

5. Click the Manage Breakdowns button.

I Tip: The Manage Breakdowns button is in the form header as well as above the Related Links.
6. Type state in the Available Breakdowns search field to locate the State Breakdown.

7. Drag the State Breakdown to the list of Selected Breakdowns and remain on the same
page.

¢ Number of resobved incidents

At el b

Manage Breakdowns

Sebect koot Lo group sl Ko aficatin wores

Awailable Breakdowns (2] | Q stase Selected Breskdowna 4] | Q,

, Data Collector State Ureresmed o Assignment Grove
! Anabwtics Duta Callecior Lupoution Sate 1) ¥ Cemmalbs Arugrment g

. Caller's Denuetment
" b Dvmartments (7) Caler Dopart,

 Prioity
> " incitent Priscit (5] Priarity

Launch Breakdown Matrix
1. Click the Configure Breakdown Matrix button below the Selected Breakdowns column.

2. Exclude the following combinations of Breakdowns by clicking in the corresponding cells:

Assignment Group and Caller’s Breskdown Matrx X
Department itk i e e
s«“&o‘
Category and Caller’s s & &5
E @ & d
Department
Assignment Group 306 255 55 357
Caller's department 42 35 »
Edemy 30 %
Pricity 30

I Tip: Note: An excluded combination will appear as a white background cell.
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3. Close the Breakdown Matrix window.
4. Press the Back arrow to return to the Indicator form.
5. Confirm that the State breakdown has been added to the Breakdowns list.

6. Confirm that two new breakdown exclusions have been added.

Breakdowns (5)  Breakdown matrix exclusions (2)  Time series exclusions  Targets Thresholds  Diagnostic Results

= ¥ |fortext « | Search @& — | Actionsonselected rows.. v m
Indicator = Mumber of resolved incidents
L Breakdown 2nd Breakdown
Caller's Department Category
@ Assignment Group Caller's Department

1to20f2

I Note: Breakdown exclusions will become effective after the next data Collection.

7. End the Impersonation.

B. Create an Unmapped Breakdown

In this section you create a new Breakdown, including a new Breakdown Source and a new
Breakdown Mapping via Manage Breakdowns utility.

Create Breakdown Source
1. Impersonate the PA Admin.
2. Navigate to Performance Analytics > Sources > Breakdown Sources.
3. Click New to create a new source.

4. Complete the form as shown:

=
Name: Users .
Facts table: User
[sys_user] —
Field: Sys ID -;-.:u Unar [wys_uner] v Show Schoma Mag
® Fiekd | SmiD -
Conditions: Active is e "~ |
true e

Actrve * b ~ | e v OR AND
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5. Submit the new record.

Create New Automated Breakdown

Now, configure a Breakdown for the Assignee’s manager based on the Users Breakdown
Source as follows:

1. Navigate to Performance Analytics > Breakdowns > Automated Breakdowns.
2. Click New to create a new Breakdown based on the Users breakdown source.

3. Complete the new Breakdown form as follows:

L) =
Assignee’s Manager View: Automated”

Name: Type Automated
Assignee’s ¥ Name | Asignees Manager

Description
Manager
Breakdown — R—
source: e e
Users ]

Default elements
filter

4. Submit the new record.

Link an Unmapped Breakdown

You need a mapping to add the Assignee’s Manager breakdown to the Number of resolved
incidents indicator. In this step you create a mapping using the Manage Breakdowns utility.

1. Navigate to Performance Analytics > Indicators > Automated Indicators.
2. Open the Number of resolved incidents record.
3. Click the Manage Breakdowns form button.

4. Confirm that the Assignee’s Manager breakdown is currently marked Unmapped.
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5. Add the Assignee’s Manager breakdown to the list of Selected Breakdowns as shown:

Manage Breakdawns
Select breakdowna 1o group and filter indicator scores
Avallable Breakdowns (1) | O assignee’s manager Sedected Breakdowns (5) | Q
., Asskgnment Groun
i
¥ Groues(68) Anigrenent g
W Calier's Department
f ¥ v Deoariments (7} Caller Depart..
jj AssEnee's Manyger
| ¥ Asers thga) [Te—
Category
.. Priotity
b | S N

6. Review the Breakdown Mapping record that the system generates automatically.

7. Set the Field to Assigned to Manager as follows:

a. Press Click to select...

% Field

Click to select... v

b. Search for and expand the
Assigned to attribute

c. Click the Manager attribute
under Assigned To

d. Verify that the Filed is set to
Assigned to Manager

Select the element from the tree

B Gaincident
[ Active
[E) Activity due
El Actual end
) Actual start
] Additional assignee list
] Additional comments
) Approval
| Approval history
El Approval set
[ caAssigned to
[ caAssignment group
] Business duration
[F] Business impact
] Business resolve time

[*) Home phone
"] Internal Integration User
@ CILDAP server
] Language

%] Last login

[] Last login time
[¥] Last name

E] CaLecation

[ cgManager

[*] Middle name
[F] Maobile phone
]| Name

[F] Notification

] Photo

] Prefix

_ Breakdown Mapping
~ Newrecord View: Manage Breakdown Mapping

#* Breakdown
Assignee's Manager
Facts table
Incident [incident)
* Field

@

Assigned to Manager

Scripted

I Note: This action creates a new Breakdown mapping for the Incident’s Assignee’s Manager.
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8. Click Submit to complete the Breakdown Mapping configuration.

9. Verify that the new Breakdown has been successfully added:

Manage Breakdowns

Select breakdowns to group and filter indicator scores

Available Breakdowns (29) Q, Selected Breakdowns (5) O,
.. Active .. Assignee's Manager

C. Run Collection

Configure Temp Collection Job

You need to run a historical collection to populate the Assignee’s Manager Breakdown
information for the Number of resolved incidents indicator.

1. Navigate to Performance Analytics > Data Collector > Jobs.

2. Click New and complete the form as follows:
Name: Temp collection for Assignee’s Manager Breakdown
Relative start: 3
Relative start interval: months ago
Active: [unchecked]

Run: Once
3. Click Save from the form context menu.
4. Navigate to the Indicators Related List and select Edit...
5. Add Number of resolved incidents to the Indicators list.
6. Click Save.
7. Click Execute Now to run the job.

I Tip: As a best practice, apply Breakdown exclusions to avoid overwriting any scores collected daily.
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D. Data Verification - View Breakdown on Scorecard
1. Once collection completes, select the Performance Analytics — Analytics Hub favorite.
2. Search for and open the Number of resolved incidents Indicator.
3. Open the Breakdowns list.

4. Confirm that incidents can now be trended by their Assignee’s Manager.

Element Score v Change
Maryanne Whyman 6 1
Rosie Mathews (Resource Mgr) 2 0
Arya Hajarha 0 -4
Bud Richman 0 0

I Note: You may need to go back to a previous day’s collections to see scores.

5. Select the Priority Breakdown and apply the 5-Planning Breakdown element to view
resolved incidents with Planning priority.

Element Change
4- Low 12 2
5-Planning = 2 1
1- Critical 0 0
2- High 0 -3
3- Moderate 0 -2

6. Select the Category Breakdown and apply the Software Breakdown Element as a 2™
level breakdown to view 5 - Planning priority incidents from the Software category.

< K

X

Priority =5 - Planning Category = Software

7. Clear the Breakdown element selections by clicking the ‘X’.
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8. Verify that incidents cannot be navigated by these two combinations of breakdowns:

Caller’s Department + Assignment Group and Category + Caller’s Department

Caller's department =Sales X (i s

Assignee's Manager bg
Assignee's Manager i

State v
State Vv

Priority v
Priority W

Assignment Group ~

Congratulations!

You have now completed the Breakdown Management Lab.
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Module Recap

Core Conceps

* Breakdowns allow to navigate Indicator * Which object describes the possible values
trends by an attribute of a Breakdown?
* The Breakdown mapping links the * There are 3 Priorities, 4 States, and 2 Age
Breakdown Element to a Process table Elements. How many scores are generated
for all possible Breakdown combinations?
 2-level Breakdown navigation is allowed —Priority x State
—Priority x Age
» Matrix Exclusions reduce the attribute —State x Age

combinations allowed on Widgets and in
the Analytics Hub

Which object describes the possible values of a Breakdown?
Breakdown Source

There are 3 Priorities, 4 States, and 2 Age Elements. How many scores are generated for all possible
Breakdown combinations?

When adding them all up, the answer is 26:

* Priority x State 12

* Priority x Age 6

* Statex Age 8
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Module Objectives

Describe Indicator Types
Module 6 Recognize the Benefits of Using Formula Indicators
Configure Formula Based Indicators

Formula and Configure Manual Indicators

Manual Indicators

Labs and Activities
6.1 Formula Indicators
6.2 Manual Indicators

servicen w.

This module introduces the Formula Indicator Type and presents some common use cases and

techniques for efficiently building Formulas to derive new metrics. In addition, the Manual Indicator

type is also discussed.
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Indicator Types

Automated Formula Manual

+ Dataresidesin Data is + Datais Manually
ServiceNow calculated from entered or

process fables existing indicators lnalerelif=te

Scheduled Fractions / Rates Sensiﬂve or hard
Collection / Percentages to obtain data

Choosing the right collection method depends on the frequency and integrity of your data. There
are multiple ways to collect the scores for your indicators:

Automated Indicators: When data resides in ServiceNow process tables and you need to measure
behavior on a daily basis, using an automated indicator is the preferred method. The data collector
enables you to define a set of jobs and uses indicator definitions to collect scores.

Formula Indicators: Formula Indicators leverage other indicators to derive new metrics.

Manual Indicators: If you need to measure an indicator once a month, quarter, or year, use the
manual interface or import the data via an Import Set. Manual Indicators may also be used to
collect data from a 3™ party or for sensitive data such as HIPAA or Sarbanes-Oxley.
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Formula Indicators Defined

€ = anytksHub

Purpose:

ObTC"n new 7.75 days A 204(35.6%
insights from

existing Indicators

bl
g
v

Example:

Cumulative
Resolution Time /
Total # Incidents

/ 24 = Average
Resolution time in
days

Implementation: Combine one or more Indicators in a mathematical statement

(formula)

Formulas calculate new metrics from existing Indicators. Formula indicators are calculated at display
time (in the Analytics Hub and on Widgets) and their value is not persisted. Since formulas are
executed for every data point in a trend, complex calculations and long running scripts can
potentially slow down the Analytics Hub and Dashboard loading.

Technical Note: There is some overlap between what a Performance Analytics Script can do and
Performance Analytics Formula Indicators. The main difference is that a Performance Analytics
Script is run at collection time and the results are stored in the database. PA Formula Indicators
are calculated at display time and the results are not materialized.
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Why Use Formula Indicators?

% of incidents closed without reassign % of incidents that are overdue % of incidents reassigned at least once
Track to
Objectives B B B
57% 1% 58%
0 (0.0%) Decol: 5% 0 (0.0%) Decol: 1% 0 (0.0%) Decow: oW
Provide Process
Summary | . _ -
% of incidents resolved same day open % of incidents closed by self-service % of incidents not solved
Capture Process " » B
Trend 21% 0% 7%
0 (0.0%) Decol: 1% 0 (0.0%) Decol:0% 0 (0.0%) Decol:T™

Focus on the Outcomes

Organizational goals often describe a global behavior, or a direction, expressed as a rate,

percentage, a sum, or a relationship. Formula indicators are very effective at visualizing trends in
relationships and process direction.

Consider this example: Your goal, as an incident manager, is to ensure prompt incident resolution.
The following are some KPIs that illustrate your process effectiveness:

* Incident Backlog Growth
* Mean Time to Resolution
* % Incidents Resolved without Reassignment

These KPls are outcomes, or lagging indicators, that are derived from input or leading indicators
such as Number of incidents open, Number of new incidents, Number of resolved incidents, etc.
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Formula Use Cases

Percentage

Number of open and overdue

Percentage Overdue Incidents = * 100

Total number of open Incidents

Average

. Summed age of open Incidents
Average Incident A ge=——mFF———
Total number of open Incidents

" Summed duration of resolved Incidents
Resolution Ragfe = ——478 M 8

Total number of resolved Incidents

New Metric

Incident Backlog Growth = New Incidents — Resolved Incidents

You can use Formula Indicators to create new Indicators based on the collected data from existing

manual or automated Indicators. A Formula Indicator applies a calculation to one or more existing
indicators in order to generate a new metric.

Formulas are often used to:
* Calculate ratios and percentages from existing indicators

* Combine data from different process applications
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Formula Indicator Configuration

= Indicator € ¥
Incident backlog growth View: Formula® -

M

= | Update Manage Breakdowns Delete

2, Add Indicator Groups incident inchdent new incident resolved =

% Name | Incident backiog growth

Description | Number of new incidents - Number of resohved incidents.

Application  Global
Indicator properties
Specify the indicator properties for this formula indicator.
Calendars | Standard Calendar L Unit | &
Direction | Minimize v ¥ Precision 0

Key &

Formula

Specify the formula, Use “browse for an indicator” link to pick indicators.
NOTE : If you add a contributing indicator with scores calculated as an AVG, aggregating multiple

element sCores may ghve incormect results. Link to documentation

Formula:

[ [Mumber of new incidents)] - [([Number of resolwed incidents))

Brovse

Erovse for  me

The Formula Box
contains an expression

of Indicators and
operators defining the
Formula Indicator

Syntax Rule: Indicators
are enclosed in [[ ]]

General, Presentation,

Access, and

Forecasting properties

are identical to those

of Automated

Indicators

The Formula Indicators have identical general properties to those of the Automated Indicators.

However, Formula Indicators do not use Indicator Sources but instead have a Formula box. The
Formula box specifies existing indicator(s) and mathematical operations using JavaScript syntax.

Any Indicator referenced in the Formula box must be surrounded by double square brackets - [[]].

Sharing, Forecasting, and Presentation properties are also identical to those of the Automated

Indicators.

Formula Indicators can also be linked to Breakdowns.
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Add an indicator to the formula ﬁ
FormulCI Building Indicator | Number of newincidents Q “
Breakdown Q
¢ = Indicator - Incident backlog growth [Formula view"|
Q
S 2: Select the first
; 1: Click Browse s
Specify the formula. Use "browse f4 s. Indicator
for an Indicator ! a
Formula:
senie: Q,
@[3 an indicater to the formula
Use in method T
8 Indicator | Number of resobved incidents] Q
Browse for an indicator m
Breaudow Q
{ = Indicator - Incident backlog gzg . q

3: Type Mi Si
ype Minus Sign 5: Select the next

Specify the formula. Use "browse for an indic{

4: Browse for an

Indicator

Formula:

Indicator

[ [Number of new incidents]] -

Browse for an indicator

< = Indicator - Incident backlog growth [Formula view"]

Formula

[ {Number of new incidents)] - [[Number of resolved incidents])

In the example shown here, the formula calculates the Incident Backlog Growth. The actual formula
is: Number of new incidents - Number of resolved incidents. The steps to create this formula are as
follows:

1. Click Browse for an Indicator action under the Formula box.

2. Search for and select the Number of new incidents indicator, then click Select to return to the
Indicator Form.

3. Manually type the subtraction operator (minus sign) -
4. Select Browse for an indicator once again.

5. Search for and choose the Number of resolved incidents indicator, then click Select to return to
the Indicator Form.

The final formula result is shown at the bottom.

Note: Save or Update the Indicator to confirm all changes.
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Using Breakdowns in Formulas

Method: Apply a Breakdown to identify
specific scores as a percentage of all
scores, then multiply by 100

Count of Breakdown Scores

Count of All Scores

Example: What Percentage of Incidents
are Critical?

Number of P1s

Number of All Incidents

Formula:

(

[ [Number of new incidents >
Priority = 1 - Critical ]]
/

[ [Number of new incidents]]

Formula Result
* 100

You can use Formula Indicators to create new Indicators based on the collected data from existing
Manual or Automated Indicators. A Formula Indicator applies a calculation to one or more existing

indicators in order to generate a new metric.

Formulas are often used to:

* Calculate ratios and percentages from existing indicators

* Combine data from different process applications
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Formula Building using Breakdowns and Elements

Task: Calculate the Percentage of New Critical Incidents

2: Type in the Division Operator

Formula:

1: Select 1% Indicator /

Breakdown /Element

( [[Number of new incidents > Priority = 1 - Critical)] /
Add an indicator to the formula

Indicator

preakdonn 3: Select the 2" Indicator 4: Multiply by 100
Element

Add an indicator to the formula "
2nd Breakdown Formula:

Indicator Number of new incidents
2nd Element

O[[Number of new incidents > Priority = 1 - Critical]]
Time series Breakdown

/

Allow breakdowns [v] Element [ (Number of new incidents] |®

Use in method

servicen w.

In this example, we create a formula that calculates the percentage of New Incidents that are of a
Critical Priority. The steps to generate the formula are as follows:

1. Specify the first formula component:
* Click the Browse for an Indicator link and select the Number of New incidents indicator.
* Specify the Breakdown as Priority.
* Specify the Element as 1 — Critical.
* Enable the Allow breakdowns option and click Select.
Note the syntax of the resulting expression:
* The greater than operator is used to apply the Breakdown.
* The equals sign is used to compare to a Breakdown value.
This expression results in counting only the critical incidents that are new.
2. Next, manually insert the division operator.

3. Then, click Browse for an indicator once again to select the Number of new incidents indicator.

4. Finally, ensure the required parenthesis around the division expression are entered and add the
* 100 expression to derive the percentage of the Formula.
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Advanced Configuration Options

. Indicator

Formula

documentation
Formula:

[Number of

Browse for an indicator
Brovese for a method

Default time series
Live group profile

Order

% of new critical incidents View: Formula®

Specify the formula. Use "browse for an indicator” link to pick indicators.
NOTE : If you add a contributing indicator with scores calculated as an AVG, aggregating multiple breakdown element scores may give incorrect results. Link to

Accesscontrol  Other  Forecasting  Statistics exclusion

Specify other properties. Set the default time series if applicable. And specify a live feed group for this indicator.

€ + = = | Update || ManageBreakdowns || Delete | T .|

Render continuous
lines

esto B

result

Allow formula [
component to be
NULL

Allow aggregation
of multiple
breakdown element
scores

The following tuning techniques may be used to further refine formula behavior by using the Other
tab in the Formula Indicator form.

Using Time Series Analysis:

* By default, when using time series analysis with a formula, it is applied to every individual
member/component of the formula. However, you can apply the time series calculations to just
the final result of the formula calculations, by selecting Apply time series to result option. The
differences are subtle, and the choice depends on objectives and personal preferences.

In addition, you can choose how to handle NULLs in a formula component:

* By default, if any of the formula components are Null, the formula will simply abort and return a

No Score message.

* To perform a Null check and return an alternative value, select the Allow formula component to

be NULL option.

Formula and Manual Indicators
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Manual Indicator

Mo | =

B v g st s o o 4 b e b

6.46 days

Manual Indicators

57% " 14
External - S

Application Data ‘

enable you to

track trends and

ikl

9.

g’
performance of o
Email/Notes

external data

servicenow.

Manual indicators are not associated with a source, but rather rely on manually typed in or
imported data.

The following are additional characteristics of manual indicators:

Scores for Manual Indicators are not collected automatically by a data collection job.

Populate Manual Indicators by manually adding scores via the Scoresheet or by importing data
into the Scores tables.

Typically, Manual Indicators are used for data that is updated once a month or less.

Manual Indicators are typically used for data that cannot be retrieved from the ServiceNow
instance because it comes from an outside system.

Examples: Customer data from a third-party sales system or for sensitive (HIPAA, Sarbanes Oxley,
etc.) scores.

Example scenario: Your company does not have telephony data in any ServiceNow table. They do
however have logs in their telephony system providing information about daily calls to the Service
Desk. The total number of phone calls per day can be exported into a CSV file from the telephony
system and imported into ServiceNow. A Manual Indicator is needed to display the imported data.

Formula and Manual Indicators
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Manual Indicator Configuration

No Indicator
Source/No
Collection

Conftributors can
Enfer/Edit Scores

| . Indicator

~  Mumber of Service Desk Phone Calls View: Manual®

# Mame | Number of Service Desk Phone Calls

Description | Service Desk call volume

Indicator properties

| Specify the indicator properties for this manual indicator.

Calendars | Standard Calendar 4

Frequency | Daily -

Direction | Minimize -
Accesscontrol |~ Other  Forecasting  Statistics exclusion

Unit | &
# Precision

Key

Update

Specify access control for this indicator. If Publish on Analytics Hub is unchecked then this indicator will not be available in Analytics Hub. If this indicator is not

accessible for all roles, then specify the roles that have access to this indicator.

Publish on
Analytics Hub

Visibleto | Everyone -

Visible by all roles B

Contributor

Delete

* Since Manual Indicators do not have an Indicator Source, scores must be manually entered by an

identified Contributor as seen on the indicator form (or by a user with the

admin/pa_admin/power_user role).

* Users must have the pa_contributor role or they cannot be selected from the Contributor lookup.

* A Contributor will only be able to add scores to the indicator(s) they have been designated to.

* In use, Manual Indicators are identical to Automatic Indicators in terms of their features and
capabilities. Access Control, Forecasting, Presentation properties, and Time Series
additions/exclusions are identical to those covered in Automatic indicators.

Formula and Manual Indicators
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Populating a Manual Indicator

* Manually type in the scoresheet
* Use an import set or an xml to populate the pa scores 11 and pa scores 12 table

< =

Analytics Hub

Oy Edit indicator
Nu
Remove from favorites
‘est
Export to POF
.
1 J Exportscoresto CSV
Save chart as PNG
Save chart as JPEG
P

—

f=
Launch Dependency Assess

ment

{ = muiyticsHee

12 ¥ -33(-73.3%)

¢ | Scoresheet

All changes saved

Indicator scores: #

Feb11

124

Number of Service Desk Phone Call

Feb12

“ Feb11-Feb17~ /
—

145

Feb 13

Delete all scores...

Feb 14 Feb15
167 90 45

Feb 16 Feb17

12 15)

® N B8

February 11 - Yesterday ~

Mo of scores S

0]

There are two ways to populate a Manual Indicator:

Enter scores manually via the Scoresheet in respective frequency cells. All entries will be saved

automatically.

Create an Import Set and use a Transform Map to import the data into the pa_scores_|1 and

pa_scores_|2 table. This step requires the admin role and is to be performed by the ServiceNow

System Admin.

The frequency selected on the Manual Indicator form specifies how dates appear on the Scoresheet
and how the indicator will be visualized in the Analytics Hub.
For example, if you select a Monthly Frequency, the Scoresheet displays Months. Similarly, if you
select a quarterly Frequency, the Scoresheet displays quarters.

Formula and Manual Indicators
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Manual Breakdown

. Breakdown
Area View: Manual®

1: Create
Breakdown

Typie  Manusl
¥ Nama | Ares

Daseription

anaal | Access control

2: Enter Scores

Manual Breakdowns

Value

3: Linkto a
manual
Indicator

Updata || Dalate

4: View on
Analytics Hub

Related Linl
Law

Breakdown Relations | Indicators (1

¥V fortext =« | Search
Breakdown = Ases

Indicator

@

Order

Diagnostic Results

© = | Actions on selec

| A manual breakdown Is a list of elements that Is nok based an sutomated breskdewn source

1 todofd

Scoreshest | Number of

Inaficator seores: &

East

Cantral

-~ -
£ ('O Search bresicionns and siemenss A x
.r

A Manual Breakdown can be used in combination with a Manual Indicator. In this scenario, the
breakdown data and indicator data are not contained in ServiceNow tables. Only Manual
Breakdowns can be used with Manual Indicators.

As shown in this example, configuration of a manual breakdown is similar to that of an automated
breakdown. The only difference is that the elements of a manual breakdown are not retrieved from

an automated breakdown source but are entered manually.

Notes:

* When manual breakdowns are associated with a manual indicator, the indicator scoresheet will
allow for entering data per breakdown element.

* Manual breakdowns may also be associated with automated indicators.

* There is no automatic summing up of breakdown data. The contributor is responsible for entering
correct information in both the Indicator summary score cell as well as in the respective

breakdown score cells.

* After entering scores, you click the Aggregate Scores...button and choose whether you want to
use the Sum or the Average of a specific breakdown to calculate the main scores for the

indicator.

Formula and Manual Indicators
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Manual and Formula Indicator Labs

Lab 6.1

Formula Indicators

Lab 6.2

Manual Indicators

6.1 Indicator Types Lab: Formula Indicators

* Create a New Formula Indicator

6.2 Indicator Types Lab: Manual Indicators
* Create a New Manual Indicator

* Add scores to the Manual Indicator Scoresheet

Formula and Manual Indicators
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Lab
Formula Indicators 6.1

215 minutes

Lab Objectives

The Glide Haven’s Incident process owner needs to track the percentage of incidents that
are not resolved by the first assigned group. This is achievable using a formula indicator. In
this lab, you perform the following:

Define formula logic
Configure a Formula indicator
View the Formula indicator in the Analytics Hub

A. Define Indicator Formula

You are going to build an indicator to calculate the percentage of incidents that were not
resolved by the first assignment group.

A couple of approaches are possible when defining the formula. In this lab, you implement
the following logic:

(Number of resolved incidents — Number of resolved incidents by first assigned group)
*

Number of resolved incidents 100
B. Create Formula Indicator
1. Access the lab environment as the PA Admin.
2. Navigate to Performance Analytics > Indicators > Formula Indicators.
3. Click New to create a new Formula indicator.
4. Set the Name to % of incidents not resolved by first assigned group.
5. Set the Description to Percentage of incidents that are not resolved by the first
assigned group.
Formula Indicators Lab 18
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6. Set additional attributes as follows:

Direction:
Minimize
Unit: %
Precision: 2

Key:
checked

¢ | = Indicator
| = Name to % of incidents not resolved by first assigned group View: Formula®

€ ¥ =

Indicator properties

[Upclate [ Manage Breakdowns ! Delete

l Specify the indicator properties for this formula indicator.

Calendars | Standard Calendar - Unit | %
Direction | Minimize ~ * Precision
Key

7. Enable the Publish on Analytics Hub property under the Access control tab.

8. Save the indicator from the form context menu.

Build Indicator Formula

1. Click the Browse for an indicator link in the Formula section.

2. Select the Number of resolved incidents indicator. Leave all other fields unchanged.

3. Click the Select button to return to the main form.

Indicator properties
Specify the indicator properties for this formula indicator.
Calendars | Standard Calendar

tion Minimize

Formula

Specify the formula. Use “browse for an indicator” link to pic|
NOTE : If you add a contributing indicator with scores calcul]

Formula:

r an indicator

r 3 method

Add an indicator to the formula

Indicator I Number of resolved incidents

Breakdown
Element

2nd Breakdown
2nd Element

Time series

Allow breakdowns 2 [
Use in method

o

4. Type

Formula:

[ [Number of resolved incidents]] -

Formula Indicators Lab
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Repeat the process of selecting an operand as follows:
5. Click the link Browse for anindicator link in the Formula section.

6. Select Number of resolved incidents by first assigned group. Leave the attributes on
the other sections unchanged.

7. Click Select to return to the main form.
8. Enclose the formula in parenthesis ().

9. Type “/“ (division operator) after the parenthesis in the Formula box.

Formula:

([ [Number of resolved incidents]] - [[Number of resolved incidents by first assigned group]]) /

Repeat the process of selecting a third operand as follows:
10. Click the Browse for anindicator link.
11. Select Number of resolved incidents and leave other attributes unchanged.

12. Uncheck the Allow breakdowns box.

Add an indicator to the formula =
Indicator | Number of resolved incidents
Breakdown |
Element
2nd Breakdown
2nd Element

Time series o

I Allow breakdowns @ [J I
Use in method

13. Click Select.

14. Confirm the presence of double curly {} brackets surrounding the denominator.

Formula: +

([ [Number of resolved incidents)) - [[Number of resolved incidents by first assigned group])) / {{Number of resolved incidents})
- F

/7 s

I Note: Curly brackets prevent users from applying breakdowns to the formula denominator.

Formula Indicators Lab
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15. Type * 100 in the Formula box at the end of the current formula.

Formula

| Specify the formula. Use "browse for an indicator” link to pick indicators.
NOTE : If you add a contributing indicator with scores calculated as an AVG, aggregating multiple breakdown element scores may give incorrect
| results. Link to documentation

Formula: | — | +

([ [Number of resolved incidents]] - [[Number of resolved incidents by first assigned group]]) / {{Number
of resolved incidents}}*100

Browse for an indicator
Browse for a method

16. Save the indicator.

Configure Indicator Breakdowns and Time Series
1. Navigate to the Breakdowns related list.
2. Click Edit....

3. Add Category and Priority (Incident.Priority) to the Breakdowns List.

Collection Breakdowns List
Q, % of incidents resolved by first assigned group
Notification Type
Opened by Category

Opened by Department
Opened Hour Of Day
Priority
ProductAdoption.Cls Processed Via IRE Breakdown
ProductAdoption.Data Manager Breakdown

ProductAdoption.QB Usage Breakdown

Report Type

Reports Source Type ~ [Z|
Role(mfr_role)
Scheduled Report
State

Table

Total Views (6 Months)
Urgency

Name Priority

Name Incident.Priority

4. Click Save to return to the formula indicator.
5. Navigate to the Time series exclusions Related List.
6. Click Edit...

7. Type *SUM in the Collection search box.

Formula Indicators Lab
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8. Add all SUM aggregates to the Time series exclusions List. This action prevents the

viewer from applying a SUM aggregate in the Analytics Hub.

Collection
Q *sum

--None--

Name 4q running SUM

Time series exclusions List

Name to % of incidents not resolved by first assigned group

12m running SUM
13w running SUM
28d running SUM
30d running SUM
365d running SUM
3m running SUM
—)+" “unning SUM
[_ ? ) unning SUM
m running SUM
B 7d running SUM
By fiscal quarter SUM
By fiscal quarter SUM +
By fiscal year SUM
By fiscal year SUM +
By month SUM

By month SUM +

= -

9. Click Save to return to the formula indicator.

C. Data Verification

Since you did not create a new automated indicator, there is no need to run collection.

You only need to verify that the formula works as expected.

1. Click the Show Analytics Hub Related Link.

2. Click Breakdowns to view the Breakdowns list.

w17

Category

Priority

S 0.00% ¥ -12.501{-20.0%)

e A VAN AV Al
123 72771.25% 0.00% 0.00% 59.16%
ooooooo Sum Change Change & ——
A4
e
| A A / \
| A \ A} | 1 \ A
| N I|I I|'r \ /\/ | |\ | V| wal |¥|' | III \ |.'|I |I \ |."'.I /u
| | f
[ 1Ay Yy YV YW
\| \/ | [\
I I' |
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3. Expand the Priority breakdown. What percentage of Low Priority incidents were

most recently unresolved by first assigned group?

Category

Pricrity = 4« Low

MName to % of incidents not resolved by first assigned group » Priority = 4 - Low

January 17 « »

2 778% ¥ -5.56(-16.7%)

-

123

Na. of 5

& (O, search breakdowns and elements

x

Sap 20, 2021

MV_MA'_WP"Jr\IF\/_"'“\/I'

2332.19% 27.78% 0.00% 189

ores Sum Change Change % Avers
X ov ’] N

4. Expand the Category breakdown. What percentage of Inquiry/Help incidents were

most recently unresolved by first assigned group?

5. Click the Info button and review the formula details.

Info

BASICS

Formula

Description

Calendar
Frequency
Direction

Forecast

([[Number of resolved incidents >
Priority = 4 - Low > Category = Inquiry
/Help]] - [[Mumber of resolved
Incidents by first assigned group >
Priority = 4 - Low > Category = Inquiry
/ Help]))/ {{Number of resolved
incidents}}*100

Percentage of incidents that are not
resolved by the first assigned group

Standard Calendar
Daily

Minimize

Seasonal Trend Loess

6. Note that the Formula indicator does not have a Compare tab.

I Tip: The Compare tab is available only for Automated Indicators.

You have now completed the Formula Indicators Lab.

Congratulations!

Formula Indicators Lab
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Manual Indicators

Lab
6.2

220 minutes

Lab Objectives

As an Incident Manager, you need visibility into the volume of phone calls into Glide
Haven’s Service Desk and the proportion of these calls that results in new incidents. To

accomplish this, the following are created:

Manual Indicator to provide external data about Service Desk calls
Formula Indicator to visualize the proportion of calls resulting in incidents

A. Track Service Desk Phone Calls

New Manual Indicator

Here you configure a manual indicator to track all incoming Service Desk phone calls.

1. Access the lab environment as the PA Admin user.

2. Navigate to Performance Analytics > Indicators > Manual Indicators and click New.

3. Configure the new manual Indicator as follows:

Name: Number of o
. ~ Number of Service Desk Phone Calls View: Manual®

Service Desk
Phone Calls

* Name Number of Service Desk Phone Calls
Description: Description | Service Desk call volume
Service Desk call Indicator properties
vo I u m e Specify the indicator properties for this manual indicator.
Direction: Frequency | Doy
Minimize peacten 228
Unit: #

Manual Indicators Lab
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4. Save the indicator.

Manual Indicator Data Entry

For the sake of time and simplicity, you are going to skip the file import process and

type in the information for the past week manually.

1. Click the Scores for this indicator Related Link.

2. Once on the Scoresheet, type in the following numbers for the past 7 days:

124 145 167 90 45 12 15

Scoresheet lNumber of Service Desk Phone Calls v ‘ Delete all scores...
All changes saved < Jan13-Jan19 ~ ).
Jan13 Jan 14 Jan 15 Jan 16 Jan17 Jan 18 Jan19
Indicator scores: # 124 145 167 g0 45 12 | 1 SI
I Note: Tab away from an active cell after an update to save the new value.
3. Click the Back arrow to return to the indicator.
4. Click the Show Analytics Hub Related Link to view the indicator trend.
5. Enable Labels and verify that the trend reflects the scores entered.
£ = auiyticstud & N B O
Number of Service Desk Phone Calls August31- Today ~ Dad
-2 A I N T T - .
= W g E 2@ A A WX
u o
Manual Indicators Lab 189
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B. Phone Calls Resulting in Incidents

In this section, you create a formula indicator to calculate the proportion of phone calls placed
into the Service Desk that result in a new incident.

Formula logic:

% New incident phone calls =

Formula Indicator

1. Navigate to Performance Analytics > Indicators > Formula Indicators and click New.

(New incidents from Phone Calls)

2. Create a new formula indicator as follows:

Name: % New

incident phone calls

Description: % of
phone calls resulting
in a new incident

Direction: Minimize

Unit: %

Precision: 2

3. Save the indicator.

Add First Formula Operand

1. Click the Browse for an indicator link under the Formula section.

Number of Service Desk Phone Calls .

100

= Indicator
New record View: Formula

% Mame % New incident phone calls

Description % of phone calls resulting in a new incident

Indicator properties
Specity the indicator properties for this formula indicator.
Calendars  Standard Calendar

Direction = Minimize

Unit | %

¥ Precision

Key

2. Select the New incidents from phone calls indicator.

3. Click the Select button to return to the indicator form.

4. Type “/" (division operator) in the Formula box at the end of the current formula.

Formula:

[[New incidents from phone calls]] /

Manual Indicators Lab
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Add Second Formula Operand
1. Click the link Browse for an indicator link.

2. Select the Number of Service Desk Phone Calls indicator. Leave all other attributes
as they are.

3. Click Select to return to the formula indicator form.

4. Type * 100 in the Formula box at the end of the current formula.

Formula:

[[New incidents from phone calls]] / [[Number of Service Desk Phone Calls]] * 100

5. Check the Publish on Analytics Hub checkbox under the Access control tab.
6. Save the indicator.
7. Navigate to the Breakdowns Related List and click Edit....

8. Add the Priority (Incident.Priority) Breakdown and click Save to return to the
Indicator form.

9. Click the Show Analytics Hub Related Link to verify the data (your scores may vary).

Qverview

% New incident phone calls January 13 - January 17 ~ Daily ~

January 17 « BRI o

6. 67% A 3.33(100.0%)

5 70.04% 37.69% 84.97% 14.01% 1.20% 44.35%
2 Sum Change Change % Aover age Minimum Maxirmus m .

i= [ Q search breakdowns and elements N C ® 0 A A W X

Optional Exercise: Manual Breakdown

A manual Breakdowns can be configured whenever the Breakdown data is not available in
ServiceNow. The Manual Breakdown definition specifies all Breakdown values.

1. Navigate to Performance Analytics > Breakdowns > Manual Breakdowns.

Manual Indicators Lab
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2. Click New.

3. Set the Breakdown Name to Area.

4. Type in the following Manual Breakdown values. (Double-click the Value and Order
fields to enter values. Click the Check Mark to save values.)

Value: East
Order: 100

Value: West
Order: 200

Value: Central
Order: 300

Value:
Mountain
Order: 400

— Breakdown
New record

Type | Manual b
* Mame | Area

Description

Manual Access control

Amanual breakdown is a list of elements that is not based an automated breakdown source.

Manual Breakdowns

Value
| East
| West
| Central
| Mountain

Insert a new row...

Order -

1 200
| 300
| 400

5. Save and scroll down to the Indicators Related List.

6. Click Edit... and add the Number of Service Desk Phone Calls indicator.

7. Click Save and confirm that the Indicator has been successfully added.

Breakdown Relations | Indicators (1) | Diagnostic Results

Y

‘fortext * | Search

Breakdown = Area

Q

Indicator

Number of Service Desk Phone Calls I

8. Open the Number of Service Desk Phone Calls indicator from the Indicators Related

List

9. Click the Scores for this indicator Related Link.

Manual Indicators Lab
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10. Enter per area call volumes under each day of the 7-day period.

I Note: It is not necessary to have the area numbers total up correctly to the summary score.

< Scoresheet | Number of Service Desk Phone Calls -
L
All changes saved “ Aug31-Sep06~

Aug3 Sep01 Sep 02 Sep 3 Sep 4 Sep 03 Sep 06

Indicator scores: # 124 145 167 0 45 12 15
Area 1007, 100, 100w 100w 100w 100 100
East 44 2 11 = 23 3 5
West 45 32 43 23 11 4 4
Central 12 2 2 12 8 s &
Mountain 11 &7 é 8 ¢ 2 1_1

Delete all scores....

11. Click the Aggregate scores... button when finished entering data.

12. Set the first dropdown to Sum and the second dropdown to Area.

Aggregate breakdown scores

Save the following calculation as the score for the indicator.

Sum v [ Area v

13. Click Apply.

14. Verify that scores add up to the total summary score shown in the first row.

Scoresheet | Number of Service Desk Phone Calls - [ Delete all scores... l [ Aggregate scores...
All changes saved < Jan13-Jan19~ >
Jan13 Jan 14 Jan15 Jan 16 Jan17 Jan 18 Jan19

Indicator scores: # 112 153 83 77 51 14 16
Area 100% 100% 100% 100% 100% 100% 100%
East 44 22 11 34 23 3 5
West 45 32 43 23 11 4 4
Central 12 32 23 12 8 5 é&
Mountain 11 &7 6 8 9 2 1

I Note: Tab away from an active cell after an update to save the new value.

15. Select the Back arrow on the scoresheet to return to the indicator form.

Manual Indicators Lab
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16. Click the Show Analytics Hub Related Link.

17. Expand the Breakdowns and select the Area Breakdown.

18. Confirm that you can see the per-area Service Desk phone call volumes.

Mumber of Service Desk Phone Calls Janwary 13- Today ~ Daily ~
Today -« + —_— P
16 A 2(14.3%)
7 506 b 84% 72 14 153 77 50
No. of scores Sum Change Change % Aoyt age Minirmum Maxirmum Median S2d darviation
¢ [ Q, searchbreakdowns and clements 7 D A A NYEES 4
_ &7
P
Element Score ¥ Change rd @
Central ] 1
©
East 5 2
West 4 0 0
Mountain 1 -1 ] ‘1
i o
Jan 13 Jan 14 Jret Ty e 14 Yesterday Toduy

Congratulations!
You have now completed the Manual Indicators Lab.

Manual Indicators Lab
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Module Recap

Core Conceps

* Formula indicators use existing * Consider some common HR processes
indicators and perform a formula like recruitment, hiring, training, etc.
calculation to derive a new metric Think of some Formula indicators that

would provide additional insight into HR

* Use Formula indicators to visualize activities

trends and set business goals
* What processes in your organization are

e Formulas are calculated when the external to ServiceNow and would
Indicator is viewed in the Analytics Hub benefit from having a corresponding
or on a dashboard Manual indicator?

* Manual indicators bring in external data
via manual import or scoresheet update

Formula and Manual Indicators
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Module Objectives

Identify Time Series types and use cases
Module 7 Calculate Target Values and Configure Targets
Configure Thresholds

Displaying

. Automate alerts using Notifications
Actionable Data -

Apply Elements Filters

Labs and Activities
7.1 Targets
7.2 Thresholds

7.3 Time Series and Elements Filters

servicen w.

Performance Analytics visualizations can be enhanced to provide information in a more meaningful
context, leading to a quicker action.

In this module, you learn how to:

* Apply a Time Series for further data insight.

* Create Targets to visualize goals.

* Set up Thresholds for alerting when a boundary condition is met.

* Configure Elements filters to quickly identify the relevant Breakdown trends.

Displaying Actionable Data
2023 ServiceNow, Inc. All Rights Reserved

197




What happens when you apply a Time Series?

A Time Series lets you apply a different perspective to your data so you can more

easily identify trends and patterns

Apply Time Series on the fly in the Analytics Hub, no new collection is needed

Number of open incidents February25- July19 ~ Mumber of open incidents February 25- July19 ~ l :30«1 running AV ~ 3
June22 « > - June22 « >
230 A7(3.1%) ' 213 Ao(02%)
144 . 144 .
Target: 200 Gap: -30 (-15.0%) No. of scores : No. of scores o
EE O\ Search breakdowns and elements E $. Wv * EE Q, Search breakdowns and elements E \Nf - %
300 300
,"’H‘L] f’““*-w._/\___/'\/\v h"’\"\-f-wﬂ\h—"\,\r--\,v\__ /"%W\J\‘h\ 0 /-——— s A Am— Y
/ ’f'/ e —FF\-___’,F—— —
/I | ! June 11 / July 4
! | [ @ Number of open incidents: 199 100 / ® Numbser of open incidents / 30d running AVG: 215
J
l 0
Mar 1 Aprl May1 Jun1 Jul 1 Mar 1 Aprl May 1 Jun 1 il

Daily data is always useful, but there are situations where applying a Time Series to aggregate the
data gives additional context about your performance.

In the example here, looking at daily incident counts shows a sharp drop about 3.5 months ago and
multiple fluctuations all along. But the 30-day running average smooths out these movements and
we can see that we have a steady, almost constant pattern of open incident counts over the last 4
months. This example illustrates how smoothing can be achieved using a running average Time
Series so that you can focus on the big picture.

Performance Analytics comes pre-configured with multiple Time Series aggregation types that apply
to different periods — weekly, month, quarter, etc. You can use the Analytics Hub or the widgets to
apply a Time Series and change the aggregation on the fly. This capability does not require you to
define multiple indicator sources and indicators to track each unique interval, as Performance
Analytics natively allows you to capture the data once and then adjust the view by just applying a
different Time series aggregation.

Displaying Actionable Data
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Use Case 1 - Smooth out Data with Running Average

‘Running AVG’ aggregations smooth out transient dips and spikes and

highlight the bigger trends

Open Incidents — 7 day running AVG Open Incidents — 30 day running AVG
Number of open incidents February25- July19 ~ W. Number of open incidents February25- July19 ~ W
Julylo « June22 =« >
184 v 5127

ek st 213 aopzw
144 25 :
No. of scores Sum - 144
No. of scores
= (Q, s W=+ X
i= | Q_ Searchbreakdowns and elements : W~ X
T Ay _"_J; < 1 me
/'/ P July 4
,/ @ Number of open incidents / 30d running AVG: 215

Apply using the Periodic running AVG series: 7d running AVG, 30d running AVG, etc.

The Running Average Time Series smooths out spikes in the data to make trends easier to spot. For
example, looking at daily incident counts may show a drop every weekend, but a 7-day or 30-day
running average smooths out those drops.

The following Running Average Time series are available: 12m running AVG, 13w running AVG, 28d
running AVG, 30d running AVG, 365d running AVG, 3m running AVG, 4q running AVG, 4w running
AVG, 6m running AVG, 7d running AVG.

Displaying Actionable Data
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Use Case 2 - Aggregate Data to a Less Frequent Period

‘By Period” aggregations calculate a ‘cumulative score per period” showing

performance for a month, quarter, or year

By Week Average Count of Open Incidents By Month Sum of Resolved Incidents
Number of open incidents W122019 - W28 2018 W Number of resolved incidents February 2019 - May 2009 BymonthSuM ~ |
W252019 « > May2019 «
221 A 13(6.4%) 1,833 A 102(5.9%)
16 . 4
No. of scores L No. of scores
$= | Q, Searchbreakdowns and elements E W~ X s= | Q, Search breakdowns and elements H W X

250 +
May 2019

Number of resolved incidents [ By month SUM: 1,833
W28 (Jul 8, 2019-Jul 14, 2019)
B Number of open incidents [ By week AVG: 206

W18 2019 W20 2019 W22 2019 W24 2019 W26 2019 W28 2019 Feb 2019 Mar 2019 Aps 2019

Apply using the By Period series: By week, By month, By quarter, etc.

Performance Analytics allows you to apply periodic Sum and Average Time series aggregations so
you can focus on the performance for a larger period rather than daily value.

Type Example Definition

By Period By week, By month, By Shows the cumulative scores for entire periods.
fiscal quarter, By quarter,  Example: By Quarter Sum of Employees, By Year Average
By fiscal year, By year Personal Sick Days

By Period + By week +, by month +, The “+” version of the “By” Time Series includes partial
by quarter +, etc. periods so there will be a score for the current period

By Period and By Period + Time Series trends transform the raw daily Time Series so that there is
only one score for each period (week/month/quarter/year).

There are 24+ periodic Sum and Average Time series for representing Fiscal quarter, Fiscal year,
Quarter, Week, Month, and Year periods, including Fiscal Calendar and partial periods.

Note: Daily indicators can be aggregated with any Time series. However, indicators collected on a
weekly basis cannot be aggregated with a monthly/quarterly/yearly format because weeks do not
evenly fit into those periods.
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Use Case 3 - Determine a Period To Date Score

‘To Date’ aggregations calculate a score for a period to the date so you can track the

performance to date

Year to Date Average - Open Incidents Month to Date Sum - Resolved Incidents
Number of open incidents February 25- July19 = Year to date AVG ¥ Numbser of resobved incidents March2- July1s ~ Month to date SUM  ~
July1s = April28 < & »

205 voro%) 1,615 as4is%)
Target: 180 Gap: 25 (-14.1%) a4 H ) 139
No. of scares Sur Target: 1,500 Gap: 115 (7.7%) No. of scores Sum
= O\ Search breakdowns and elements 5 @ NN{ - X = .
o = Q Search breakdowns and elements H {B. \N'I - ¥
=0 —
y,
B e Al /| /] -
- — -1 A 1 e
/N~ wayn /| / /| /|
/ e . Ve / / | o/ i
Number of dents | Year to date AVG: 199 1= /

lll.,/ :T:m :‘;D aopenlnc: e 'ear to date J’/ | | // .II.Ilv 1

/ rget: 18 / | | / ® Numbér of resobved incidents / Month to date SUM: 64
f; 100 | / _ // ® Target: 1500

| /
a3y 6

Apply using the Period To Date series: Month to Date, Year to Date, etc.

When you have a monthly, quarterly, or yearly target, you want to be able to see how close you are
to that target on an ongoing basis. The Period to Date Time Series shows cumulative scores for the
respective period.

Performance Analytics allows you to apply the following Period To Date Time Series aggregations for
Sums and Averages: Fiscal quarter-to-date, Fiscal year-to-date, Month-to-date, Quarter-to-date,
Week-to-date, and Year-to-date
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What are Targets?

A Target sets a quantifiable goal and provides the context for improvement

Overview Compare Show Records

Number of open incidents January 2 - Yesterday ~ Daily ~

Januaryl6 « & »

226 A 5(2.3%)
44 9,444 23 11% 215 186 233 216 1

Target: 200 Gap:-26 (-13.0%) No. of scores Sum Change Change % Average Minimum Maximum Median Std deviation

$= | Q, Searchbreakdowns and elements o B > 2# o I © @ A A N X

\ I~
AY January 16 o Va4 \ \ -
- ® Number of open incidents: 226 '
N — ® Targot: 200 .
200 "/ "
~ = 3 -

Gap to Target and Percentage Gap to Target auto-calculated. The Line color reflects

T3

performance at or above target (green) or below target (red).

Targets are user-defined numeric values that reflect the ideal value, or goal, for an indicator. Targets
measure the progress related to goal and help drive improvement initiatives.

Once a target is defined, a Gap and Percentage to Target Gap are calculated. The Target Gap is
based on the Global Target for an indicator. A change from the previous period is also calculated and
shown in a color indicating improvement (green) or degradation (red) from the previous score.
Improvement and degradation are calculated with respect to the Indicator’s Direction.

The line below the Indicator Score is also colored to indicate performance at or above target (green)
or below target (red).

Targets can be shown in the Analytics Hub and on Widgets.
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Review Existing and Set New Targets

Use Target Review Dates and set new targets to drive process improvement.

* Targets have Start and s e —" -
Review dates 215 v.1(05%

55 12k

* During Review, adjust your | ™" T eeen s
goals by Settlng new ‘ta r‘gets = Q) Search breakdowns and elements E ﬂ} 3 \va X
* Prior Target will end where ‘ : -
the new Target begins NNAAA] " I NP ¥k T T W
* Future Targets can be set =)\ / S
servicen w Dec28,2020 Jan4 Jani1 Jan 18 Jan25 Feb1 Febs =

* Multiple Targets can be defined for a single indicator to gradually drive process improvement.
Once process improvement has begun, and the indicator is moving in the right direction, you
should set a new, more realistic target.

* To help you drive periodic performance reviews, Targets have Start Date and Review Date.
* The start date is represented by a circle, the review date is represented by a diamond.

* Targets cannot overlap. Instead, an older targets ends whenever a new target is defined. The
most recent target has no end date.

* Inthe example, we have revised the Target from 210 to 200 around Jan. 15t

Important: You can only set a new target with a Start Date after the Review Date of the previous
target. Example: The current target has a Review Date on 2/8. A new target can only be set with a
Start Date of 2/9 or later.
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Automated Targets - Calculation Based on Existing Target

* Check Set target as an
improvement of the baseline to
auto-calculate a new target

¢ N B8 O

< New target X

@ Global Personal
+ Settarget as an improvement of the baseline

Target Calculation (D

¢ N B 0

{ New target X

@ Global Personal
+ Set target as an improvement of the baseline

Target Calculation O

Units of the KPI

Percentage (%) v ]

* Select either Percentage or
Number of units to improve over
the current baseline (Target)

Direction ‘E Percentage 50 O Direction >k Units of the KP1 D

Decrease 10 rease 5

Baseline O Baseline ©

Existing target Existing target

Baseline value (D Baseline value (O

* Choose Existing target as a

Baseline to a use the current X Targe ¢ Torget
180 195
target in the calculation Y e 4 o
Feb3 =i} Mar 2 X G Feb3 =] Mar 2 X B

You can set the target as an improvement of the Existing target like this:

1. Click the Target icon in the Analytics Hub banner and click New Target.

Select the Set target as an improvement of a baseline checkbox.

3. Choose Target Calculation method as follows:
a. Percentage: Improvement is calculated as a percentage of the current Target value.
b. Units of the KPI: Improvement is calculated as an absolute number.

4. Enter the percentage of improvement desired in the Percentage field. Alternatively, enter an
absolute number of units to improve by.

5. Choose Existing target as the Baseline.

The Target is calculated using the read-only Baseline value (current target value).

7. Enter Start date and Review Date and click Save.

~

Sk

In the first example, the Baseline value is 200 (current target), Percentage (%) is 10, so the
improvement is calculated as 10% of 200 which which is 20. The new target is 200 - 20 = 180

In the second example, the Baseline value is 200 (current target), the improvement is 5 Units of
the KPI, so the new target is calculated as 200 — 5 = 195

Note: You can still replace the auto-calculated target by manually entering a value in the Target
field.
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Avutomated Targets - Calculation Based on Average Score

¢ N B O & N B O
* Check Set target as an ¢ New target X < New target X
improvement of the baselineto | « cow S ® cioba Persosi
+/ Settarget as an improvement of the baseline + Set target as an improvement of the baseline
auto-calculate a new ta rget ik D el
. Percentage (%) A Units of the KPI
* Set Target Calculation method -
Direction %k Percentage (%) @ Direction ¥ Units of the KP1 O
P—— SeCTeate 10
* Choose Average score for the : =
Baseline O Baseline ©
Selected date range aS the Average score for the selected date range - Average score for the selected date range
Basenne Baseline value (0 Baseline value (0
January 2- February 14 ~ Daily ~ s Target Xk Target
1926 204
20% 214 1712 213 216 12 %k Start date Review Date X Startdate Review Date
Change % Average Minimum Manmum Median Std deviation F"'b3 m Mar2 x m Feb3 E Mar2 x ;_:

You can set the target as an improvement of the Average score for the selected date range like this:

~

Sk

Click the Target icon in the Analytics Hub banner and click New Target.

Select the Set target as an improvement of a baseline checkbox.

Choose Target Calculation method as follows:

a. Percentage: Improvement is calculated as a percentage of the current Average score.

b. Units of the KPI: Improvement is calculated as an absolute number.

Enter the percentage of improvement desired in the Percentage field. Alternatively, enter an
absolute number of units to improve by.

Choose Average score for the selected date range as the Baseline.

The Target is calculated using the read-only Baseline value (average score).

Enter Start date and Review Date and click Save.

In the first example, the Baseline value is 214 (the average of all currently selected scores in the
Analytics Hub), Percentage (%) is 10, so the improvement is calculated as 10% of 214 which
which is 21.4. The new target is 214 - 21.4 = 192.6

In the second example, the Baseline value is 214 (the average of all currently selected scores in
the Analytics Hub), the improvement is 10 Units of the KPI, so the new target is calculated as
214-10=204

Note: You can still replace the auto-calculated target by manually entering a value in the Target
field.
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What can you put a Target on? Who can see the Target?

Targets can be set for Indicators, Breakdowns, and Time Series aggregations

Overview Compare Show Records Ta rgets X

Number of open incidents = Assignment Group = Technical Services Support October 4. 2020 - Yesterday ~
8 - y 7d running AVG  ~ @ New Target

OVemBer 5, 2020 4 & &

50 A 0(0.3%) Global Personal

135 5,840 46 0% 43
Target: 45 Gap: -5 (-12.1%) No. of scores Sum Change Change % Average

e

Dec5, 2020 38 >

EE Q Search breakdowns and elements E -$' P # @iz 0 foa VNJ ol

" Targets can be

Global or
Personal

L ]

Personal Target

et 12, 2020 Oct 26, 2020 Mov'9, 2020 Mow 23, 2020 Dec 7, 2020 Dec 21, 2020 Jan 4 Jan 18 Febl Yesterday

Targets can be set for any Indicator, Indicator Breakdown, specific Breakdown element, or a
combination of two Breakdown elements. In addition, Targets can be set for an Indicator or
Indicator Breakdown with a Time Series.

In the example, a couple of Targets have been set for the 7d running average trend of open incidents
assigned to Technical Services Support.

Targets can be Global or Personal. Only users pa_target_admin, pa_admin, or pa_power_user role
can create Global Targets. Global Targets are seen by all. Anyone can create their personal targets.
Personal targets are only visible to the user that created them.
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Target Form Details

3 Indicator Number of open inciden

Use the Target Form to:

0]

Q
Breakdown Assignment Group Q 0]
Technical Services Supp = Q

Q

2nd Breakdown

* Manually create a target

Any element

without automatic target value SN e Py
calculation Other options
. Activate/Deactivate target :::Ly:::::;mm‘::;:dswmmhthumw,Hnocbloruhmisdeﬁmdll‘nd&aﬂlwloruhmeisappl’nd,ninlw

Color scheme Q Owner Q

* Add Users to notify on target L

achievement o

Targetvalues (1) | Users (2 \U'Vh t N tf
* Change the target Color ' et

= Talgclvalursm Search  fortext v  Search

scheme e
Target Value and Dates
S’ Torget=Number of open incidents
S Q, = Start date = Review date =value
servicen w @ 201005 2021-02-01 4s

Targets can be created by clicking New in the Targets Related List of an indicator or by going directly
to Performance Analytics > Indicators > Targets and clicking New.

* For a Target on the main indicator, simply select the Indicator.

* For a Target on a specific Breakdown element, proceed to select a Breakdown and specify
the Element.

* For aTarget on all breakdown elements, select a Breakdown and check Any element.

* For a Target on a combination of two specific Breakdown elements, proceed to select a 2"
Breakdown and specify a 2" Element.

* For a Target on all combinations of a specific 1%t and all 2"d breakdown elements, select a 2"
Breakdown and check Any element.

Optionally, for all of the above use cases, select the Time series for which to set the Target. By
default, the Target applies to the Daily Time series.

* Set the Target value, the Start Date from which the target value is valid, and the Review
Date on which to review the target.

* For aglobal Target, add the Users who should be notified when the Target is reached.
Personal target owners are notified by default.

» Set the Owner for a personal Target. Leave the owner blank if the Target is global.

* Uncheck Active to de-activate the target.
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Targets on Breakdown Data - Incident ‘Priority’ Use case

<

= Target
== Number of new incidents [Automated view]

Indicator Number of new incidents

Breakdown Prionity

2nd Breakdown

Any element '

all Priority elements

Any element [checked]

means the target applies to

Indicator

<= Target
=== Number of new incidents [Automated view]

Number of new incidents

Breakdown

Element

Priority

5

- Planning

2nd Breakdown

Any element

<

= Target

= Number of new incidents [Automated view]
Indicator Number of new incidents Q
Breakdown Priority Q,
Element 1« Critical Q
2nd Breakdown Category Q

® Any element can
o be applied to the

2"d Breakdown

Any element [unchecked] means

the target applies only to Priority

‘5 — Planning’ element

<

= Target

== MNumber of new incidents [Automated view]

Indicator

Number of new incidents Q@ | @

Any element

4 Any element [checked]

Breakdown

Element

2nd Breakdown

Priority

1 - Critical

Category

2nd Element Software

Amy element

Any element [unchecked]

The Any Element check box allows you to specify Breakdown Elements as follows:

* Leave the Any element option unchecked to include all Breakdown values.

* Check the Any element option to specify a Breakdown value (element).

For a second breakdown, the Any element option can be specified only if a specific Breakdown
Element value is defined for the 1st Breakdown. There cannot be a Target on any combination of 1%
and 2" level breakdown values.
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Target Color Schemes

The Target Color Scheme determines the score color based on target deviation

3-Color Traffic Light 5-Color Traffic Light Example Coloring
] 14 v -4(-22.2%)
Target: 10 Gap: -4 (-40.0%)
Range limit 1 -25 Range limit 1 25
209 a20.00
Target: 183 Gap: -26 (-14.1%)
Range limit 2 10 | | Range limit 2 10
Display [ Display 4
Target: 10 Gap: 0 (0.0%)
Range limit 3 0 Range limit 3 0
Display _ Gap: 1.94% (4.8%) Display _ Gap: 1.94% (4.8%) 173 v2r09%)
Target: 183 Gap: 10 (5.5%)
Range limit 4 25 Range limit 4 25
T Target: 10 Gap: 5 (S0.0%)

Range Limit represents percentage offset from target

Color schemes allow you to apply different colors when scores deviate from the Target. Each color
has a range limit representing the percentage difference between actual scores and the Target.

Two Target color schemes are available out of the box — 3-color traffic light and 5-color traffic light.
Additional Target color schemes can be defined by the pa_admin role.

Technical note: The line color of Target value displayed on Analytic Hub and on Widgets can be
modified by adding the following properties:
Global target color property:

com.snc.pa.default_chart_target_color
Personal target color property:

com.snc.pa.default_chart_personal_target color
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What is a Threshold?

Thresholds let you know when an Indicator is approaching an important value

= anstytics Hub ¢ N B8 0
Thresholds . X
P S——— W Thresholds can be
57.14% o0000% . created for the following
T epnieaen Do, SUTOOD SDT LD+ .. 5| pre-defined conditions:
£ Q i & N 2 Mo J 0B WX

More Than Less Than

Personal Threshold
Liss than 60.00% =

A
A
| E | Aa A A

A PN v M\J 2 ' . a1/ p 7\
node Iram Bsb0t/ | [ A ALY S A AT iy V Wy

1 A}
AN tene bow 25.86%__ 1 (RO Ty e\ ST o |

Thresholds let users know when an Indicator is approaching a specific condition so that Service
Owners can detect abnormal behavior. When a threshold is reached, the system generates a
notification message and associates that message to the Indicator as a comment in the Analytics
Hub, if comments are enabled.

Thresholds can be Global or Personal. Only the pa_threshold _admin, pa_admin, or pa_power_user
roles can create Global Thresholds. Global Thresholds are seen by all, but anyone can create their
own personal thresholds. Personal Thresholds are only visible to the users that created them.

Thresholds can be created for the following pre-defined conditions:

. More Than

. Less Than

. All Time High
. All Time Low
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Mumber of open incidents - LA - Update Drelete

Threshold Form Details S e e R PR e

Indicator
= Indicator | Mumber of open incidents
Ereakdown

Use Threshold Form to: - S

Condition

. Activate/Dea Ctivate th re S h O I d Specify the condition of the threshold. If more than or less than condition specify the value.

Threshold Condition and Value

* Add users to notify on * Valu
reaching the threshold Ol octiors
Specify if comments shoy Add Comments in hossible to de-activate the threshold.
* Enable automatic Comments Comments B Analytics Hub o

in the Analytics Hub A Active Threshold Global Threshold

* Edit condition and value e [rpos |

YV Users| User - | Search @ — | Actionson selected rows— v

Threshold = Mumber of open incidents

i Who to Notify

servicen w Rzl

Thresholds can be created by clicking New in the Thresholds Related List of an indicator or by going
directly to Performance Analytics > Indicators > Thresholds and clicking New.

* For a Threshold on the main indicator, simply select the Indicator.

* For a Threshold on a specific Breakdown element, proceed to select a Breakdown and
specify the Element.

* For a Threshold on all breakdown elements, select a Breakdown and check Any element.

* For a Threshold on a combination of two specific Breakdown elements, proceed to select a
2"d Breakdown and specify a 2"¢ Element.

* For a Threshold on all combinations of a specific 1%t and all 2"d breakdown elements, select a
2"d Breakdown and check Any element.

Optionally, for all of the above use cases, select the Time series for which to set the Threshold.
By default, the Threshold applies to the Daily Time series.

* For aglobal Threshold, add the Users who should be notified when the Threshold is reached.
Personal Threshold owners are notified by default.

* Set the Owner for a Personal Threshold. Leave the owner blank if the Threshold is global.

* Uncheck Active to de-activate the Threshold.
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Notification Triggers and Distribution

Global Targets and Thresholds: Only Recipients on the Users list receive notifications
Personal Targets and Thresholds: Owner receives notification automatically

The following jobs run daily to check targets and thresholds, add comments and notifications:

Search ]

= Schedulem Search Name :

& N B #Foed J ®0 A A WX

IEI ? All> Job ID Java Class starts with com.snc.pa. .or. Sys ID = 251441d1d70022004cd2a3b a5
PACollectionCleaner> Job ID != RunScriptJob
250
b = Name 4 = Next action = Trigger type
/\\ Yesterday s
G) Check PA Targets 2021-02-16 23:00:00 Daily \ f\,,_..f'nl \/‘J’\ A ® Number of open incidents: 186
\/ \/\
d ! “V\ / @Forecast:185 i‘ -
v
@ Check PA Thresholds 2021-02-16 23:00:00 baly ol e ® Target: 200 R —-—-5——-—-
Jan 19: Number of open incidents: Less than 190 #: 186 & i
® PA Forecast Job Schedul 2021-02-16 23:00:00 Daily
150
* . _ . . . F s e .
Active = True enables Target / Threshold and its notification Analytics Hub Comment

To receive email notifications for Global Thresholds and Targets, users must be explicitly added. A PA
Admin can add people to the Users Related List of the Threshold or Target form.

For personal Thresholds and Targets, the owner will automatically receive a notification if they have
subscribed to it.

Technical Notes:
* Threshold notifications are triggered once a day via the Check PA Thresholds daily job.
* Target notifications are triggered once a day via the Check PA Targets daily job.

* Target notifications for predicted scores are triggered once a day via the PA Forecast Job
Schedule daily job.

All scheduled PA jobs are listed under Performance Analytic > Automation > Schedules.
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Notification Subscription Management

Within User Preferences, select the Notifications tile and click Advanced Preferences

Notification Preferences

Choos nich notifications you prefer, where and when you want to be notified.

Allow Notifications &

System Motification: Custom | ans wery Channels
System Notifications F
Choose which notifications you want to receive
erfor LAl TiCS

to all Performance

Subscribe/unsubscribe to an individual

PA collection job with warning

PA notification

PA Target with Forecast E
v -

servicen w.

Recipients can manage notification subscriptions to unsubscribe from notification and/or disable
them. If a user unsubscribes, they stop receiving notifications both for Personal and Global
Thresholds/Targets. Below is a summary of pre-configured notifications:

Notification Scheduled Job Description

PA Threshold Reached Check PA Thresholds Receive notification per indicator when
the threshold has been reached

PA Threshold Notification Check PA Thresholds Receive a notification with a summary
overview of all indicators that reached
the threshold

PA Targets Notification Check PA Targets Receive a notification with a summary

overview of indicators grouped by if the
target has been reached or not

PA Target with Forecast PA Forecast Jobs Receive a notification that contains the
Schedule prediction when the target for a specific
indicator will be reached
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Targets and Thresholds

Thresholds

* Help drive process improvement * Help with alerts and exceptions
" * Single Target per * Multiple Thresholds per Indicator
ﬁ Indicator/Breakdown/Element combo — 1 of All time high / 1 All time low
- * Targets calculate the Gap — Multiple More than / Less than
2 Diff b | d ficati A
c — Difference between actual score an * Notifications about Thresholds hit per
O target L
» indicator
o3 _
(= Based on the global target » Summary Notification about Thresholds
* Future Global Target Reach Notification reached with a list of indicators
* Summary notification on targets met / * Supports automatic Comments in
not met Analytics Hub

* Personal targets and thresholds are only visible in the Analytics Hub to the user that created
them (they are not visible on Widgets).

* Global thresholds/targets appear in the Analytics Hub and Time Series widgets.

* Personal targets and thresholds are colored in light grey. Global thresholds and targets are darker
grey.

* A Personal threshold appears as a dotted light grey line. A Global threshold appears as a dotted
darker grey line.

Technical Note: The color of targets and thresholds can be modified by adding the following
properties:

Global threshold and target color properties:

com.snc.pa.default_chart_threshold_color
com.snc.pa.default_chart_target_color

Personal threshold and target color properties:

com.snc.pa.default_chart_personal_threshold_color
com.snc.pa.default_chart_personal_target_color
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What is an Element Filters?

Element Filters enable you to limit the displayed breakdown elements on an

Analytics Hub or Widget

Without Filter: Too many elements

With Filter: Only look at elements of interest

December 2.2021 - Janary 31 = December 2 2021 - lanary 31 =
day 0024 4 Today 30032 «
73 oo "
173 ooos & 1% &0 26% 214 3 240 173 Qi0.0%) 1 1= @ 2% 214 7 260
o r Cungt™  Meeage  Mimeam M _
- R Te o Nange % - - o g == -  m e Coarge rrage o Moo
Pl G T r—ra—" 2 O A A Vo (e em—— “ 7 A A
rority i Pricriey ~
: Categary 4
Elemant Scare ¥ Change
AT ; J\/ = Firsncial Syitern Seppen 3
I\ b AV
4 Pl | M _/_\l | iSarden
A =N \ [\ / AAS N S
] .1/ \ [N\ \
T r‘- ~ ..il A . 1 Sute o
79 A J N ~
2 Wiy AP =g ree w

When viewing indicators, the list of Breakdown elements can sometimes be long. Create Element
Filters to help users easily retrieve and group the elements that they want to see. Element Filters
allow you to define queries that can be applied to a Breakdown.

In the example shown, an Element Filter was created to enable further filtering of the Assignment
Group Breakdown in order to show those Groups the current user manages.

The Filter condition is:

Manager | is (dynamic) | Me

The condition includes a dynamic operator so that each Group Manager will only see the groups and
she or he manages.
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Element Filter Configuration and Use

* An Element Filter is a set of = R
conditions that return specific —
records from a Breakdown Source *3
* Filter Conditions can include any |
attribute on the source table I e = b
* Filter Conditions can include a 2
relationship with another table —
* Apply Dynamic Conditions for
personalized visuals FES——————-————
S —— =
servicen w. '”:::"'“‘“"“t“"y v Last§months * (] = a0

To configure and use an Elements Filter:

1. Navigate to Performance Analytics > Breakdowns > Elements Filters and click New.
2. Enter a Title and select an existing Breakdown source. The Facts table is automatically selected.

3. Construct filter condition(s) that returns the desired elements and click Submit.

To visualize the data using this filter in the Analytics Hub:
1. Open the Breakdowns tab in the Analytics Hub.
2. Select the respective Breakdown.

3. Select the filter in the Element Filter dropdown.

For Breakdown Widgets, you have the option to configure the Elements Filter which will
automatically be applied whenever the widget is viewed on a Dashboard.
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Actionable Data Labs

Lab 7.1

Indicator Targets

Lab 7.2

Indicator Thresholds

Lab 7.3

Time Series and
Elements Filters

Labs 7.1 Indicator Targets

* Configure Personal and Global Targets

* Explore Target Gaps and Target color schemes

Lab 7.2 Indicator Thresholds

* Configure Personal and Global Thresholds

* Trigger automatic Threshold Comments

Lab 7.3 Time Series and Elements Filters

* Apply different Time Series aggregations

* Configure and apply an Elements Filter
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Indicator Targets Lab
7.1

215 minutes

Lab Objectives

The Incident Manager at Glide Haven needs directional information about Incident
Management KPIs. This can be done by configuring targets to give visibility of how a process
Indicators are performing over time relative to a goal. In this lab, you perform the following:

Manage global targets using the Target form
Manage global targets from the Analytics Hub
Analyze Target Gaps

A. Manage Global Targets

View and Create New Global Target using the Target form
1. Impersonate the PA Power User.

2. Navigate to Performance Analytics > Analytics Hub.
3. Enable the following in List Settings (Gear icon):

With a target: ON
Change: ON
Trend: ON

Bullet chart: ON
Gap: ON

I Note: Since no Global Targets exist, the list is empty.

4. Navigate to Performance Analytics > Indicators > Targets.

5. Click New and begin creating a new Target as follows:
Indicator: Number of open incidents
Color scheme: 5 color traffic light

Owner: [leave blank]

Indicator Targets Lab 18
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I Note: Populating the Owner will automatically make the Target Personal.
6. Save the Target.
7. Navigate to the Target values related list and click New.

8. Create a new Target value as follows:
Start date: Select a date about 3 months ago
Review Date: Select a date about 2 months ago

Value: 175
9. Click Submit.
10. Navigate to the Users Related List and click Edit...
11. Add Abel Tuter (architect) and Abraham Lincoln to notify when reaching the Target.

12. Click Save to return to the target form.

View and Edit Global Target in Analytics Hub
1. Navigate to Performance Analytics > Analytics Hub.

2. Hover over Number of open incident’s bullet chart to view the respective day score
and target.

= Analyties Hub m Best Worst Improved  Degraded n Q ©

Y All > Withatarget

‘.’-‘r 12 Name Score Change Trend Bullet Gap
175

# ¢  Number of openincidents 186 0 =gy -11

3. Open the Number of open incidents Indicator.
4. Enable the Targets viewing option to visualize the Target in the chart.

5. Note the circle and diamond along the target line representing the target Start and
Review Dates respectively.
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6. Click the Targets button to open the Targets
panel. E VaVi (= ©)

7. Click the existing Target in the list.

& ¥ B 0
Targets X
+ MNew Target
Global Personal
Oct 19, 2021 - Nov 20, 2021 175

8. Adjust the Target value to 200 and click Save.

I Tip: You can change the start and review dates and delete an existing target from the Analytics
Hub.

9. Confirm that the Target immediately changes to reflect the new value.

{ = AnalytiesHub

¢ N B 0O

Overview Compare Show Records Targets X
Number of open incidents October 19,2021 - January 18 ~ Daily ~ New Target
Today at 16:19 « A/_,%__,_,-“N\,_‘\__,,_‘,\_,____Vv\

| Global Personal
173 ¥ -13(-7.0%
( ) 92 20k 43 19%
. of scor " ; " Oct 19,2021 - Nov 20, 2021 200

Target: 200 Gap: 27 (13.5%) Mo, of scores Sum Change Change % oV
EE o\ Search breakdowns and elements

i @ B o o J ® W-X

WN\/\/\ M\//\ [\\_
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17
Oct 25,2021 Nov1,2021 NowvB, 2021 Nov 15, 2021 Nowv 22, 2021 Nov 29, 2021 Decd, 2021 Dec 13, 2021 Dec 20, 2021 Dec 27, 2021 Jan 3 Jan 10

v

B. Target Gaps

Review and Interpret Analytics Hub Targets

"
@z
S

1. Enable the Forecast chart option.

Indicator Targets Lab 250
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2. Click a data point where the score exceeds the Target and review the Gap info.

<

Analyties Hub

¢ N B 0
Owverview Compare Show Records
Number of apen incidents October 19,2021 - February 1 = Daily =
November 26,2021 « » »
23 1 A 10(4.5%
( ) 2 20k 43 19% 219 186 250 220 :
Target: 200 Gap:-31 (15.5%) — No.of scores Sum Change Change % Average Minimasm Mardmum Median
i= | O, Searchbreakdowns and elements & E o 2 J @ @ A A W= X
27 -
/ 2
2
o s AN .
+ | N X z
Oct25, 2021 Nov1.2021  MovB2021  Nov15.2021 Now22, 2001 Now29,2021 Decf 2021 Dec13.2021 Dec202021 Dec27, 2021 Jan3 Jan 10 Jan 17 Jan24 Jan3

In this example, the gap to target is -15% which is between -10% and -25%, and the direction of

the Indicator is Minimize, therefore the Gap is visualized using a dark red bar.

Note: This behavior is defined by the “5 color traffic light” color scheme.

3. Click a data point below the target. Does the Gap representation make sense?

<

= Analytics Hub

Overview Compare

MNumber of open incidents

January8 4 & »

191 v.17(82)

92

20k 43

/M

¢ N B8 0
Show Records
October 19, 2021 - February 1 ~ Daily ~

19% 21% 186 250 220 H
Mo. of scores Sum Change Change % Average Mlinvimnam Maodimum Median
Target: 200 Gap: 9 (4.5%)
EE Q Search breakdowns and elements e‘ @ ¥ # @z o @ @ A & V’J - X
27
3
/\/\/\/\/-'\ )
& o b \/_&' [\ : i
17
Oct 23, 2001 MNov 1, 2021 MNov 8, 2001 MNow 15,2021  Nov 22,2021  MNov 29, 2021 Dec 6, 2021 Dec13, 2021 Dec20,2021 Dec27, 2021 Jan3 Jan 10 Jan 17 Jan 2 Jan 31

the Indicator is Minimize, therefore the Gap is displayed in green.

Indicator Targets Lab
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4. Select a third data point which is close but still above target. Does the Gap
representation make sense?

{ = Analyticshub =3 N B ©

w Compare Show Records
R October 19,2021 - February 1 ~ Diaily
MNovember 27,2021 « & » Y ————
210 -

v -21(-9.
21{-9:1%) 92 20K 43 7% 219 184 250 220

|_;||E¢[ 200 G,\p 10 (-5.0%] No.of scores. Sum Change Charge % Aovet age Muararan Mamaram Median
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I The Gap to target is-5% which is between 0% and -10% and is displayed in orange color.

5. Locate the Forecast line on the chart.

I Question: Does it appear that the target will be reached in the next 2 weeks?
6. Navigate to Performance Analytics > System > Target color schemes.

7. Open and review the 5-color traffic light color scheme.

I Questions:
I What would be the color gap if the Score was 25% or more above target?

I What would be the color gap if the Score was 25% or more below target?

C. Automatic Target Calculation

When creating a new target, you can rely on the system to automatically calculate the
target value based on the current target or the average indicator score. This lets you set
more realistic and data-driven process improvement goals.

Create Target as an Improvement of the Existing Target

In this section, you set a new target value which is a 10% improvement over the current target.

1. Navigate back to Performance Analytics > Analytics Hub and click Number of Open
Incidents. Click the Targets button to open the Targets panel.

Indicator Targets Lab
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2. Click New Target.

3. Select the Set target as an improvement of the baseline checkbox.
4. Set the Target options as follows:
Target Calculation: Percentage (%)
Percentage (%): 10
Baseline: Existing target
Target: Auto-populates as 10% less than the last target
Start date: A date after the previous target’s Review date

Review date: About 15 days after Start date

< New target X

e Global Personal

Set target as an improvement of the
baseline

Target Calculation @

Percentage (%) -
Direction % Percentage (%) @
i s Tip: Note: The Start date cannot
P overlap with the previous target. It
Existing target - . .
must be after the existing target’s
Baseline value 3 .
o I Review date
% Target
180
* Start date Review Date

Dec16,2021 B Dec31,2021 X8

5. Click Save.
{ = AnalyticsHub ¢ ¥ B O
Overview Compare Show Records
Oxctober 19, 2021 - February 1 = Daily =
Today at 18:13 « /\//—/W e —_— — —
¥ -13(-7.
173 v.130700 92 20k 43 19% 219 186 250 220 :
Target: 160 Gap: 7(3.9%) No.of sores Sum Change Change % Average Mirsrmum Maximum Miedian
= ((Q Search breakdowns and element & B o ¢ @ A A WX
L o :
L + - @
N 1 - - N Owzaz e o7 .
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Create Target as an Improvement on Average Score

In this section, you create another new target as a 10-point improvement over the
current average indicator score.

1. Click the Targets button to open the Targets panel.
2. Click New Target.
3. Select the Set target as an improvement of the baseline checkbox.

4. Setthe Target as follows:
Target Calculation: Units of the KPI
Units of the KPI: 10
Baseline: Average score for the selected date range
Baseline Value: Auto-populates with the Average score
Target: Auto-populates as 10 less than Average score
Start date: A date after the previous target’s Review date

Review date: About 15 days after Start date

& N B 0O
Showkecor®s ] < New target X Tip: The Average
2 - Yesterday ~ Daily ~ e Global Personal USEd asa
e Set target as an improvement of the Baseline value
baseline
Target Calculation @ depen ds UP on
:ange g:jfae - : Units of the KPI - the range of data
Direction * Units of the KP1 you have selected
in the Analytics

173 Minimum
Baseline (@)

Hub

250 Maximurn Average score for the selected date range

222 Median Baseline value @) Tip: The
13 Stddeviation 220 prepopulated
& : :;rset Baseline value
200 ifi
—rre . can be modified.
160 Jul13 B Ju3t X

&

180 [ ")
— ncel
ps Aug8 L Garice “
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5.

Click Save.

Overview Compare

MNumber of apen incidents

Today at 18:23 «

173 ¥ -13(-7.0%)

Target: 209

$= | Q searchbreakdowns and elements

Gap: 36(17.2%)

Show Records
October 19, 2021 - February 1 ~ Daily ~
/L/_/‘A—”'——-H—f‘—ﬁ——h— e e e R e
92 20k 43 19% 219 186 250 220
Mo.ofscores  Sum Charge Change% Awerage Mirimam Mdmum Mexdian

& B o o J 8 0 A A W-X

Oct 25,2021 Now1,2021 MNovB8, 2021 Nov15.2021 MNov22 2021 Nov29.2021 Dec6, 2021 Dec 132021 Dec20,2021  Dec 27,2021 Jan3

Optional Step - Scheduled Target Check

In this last step, you practice triggering the System Target checking job.

1.

2.

Impersonate the System Administrator or end impersonation.

Navigate to Performance Analytics > Automation > Schedules.

Open the Check PA Targets Schedule Item.

Adjust the Next Action to any date in the past.

Click Update to trigger the Job.

Schedule Item

$] = Check PA Targets

Calendar

Mame | Check PA Targets

Next action | 2022-01-05 23:00:00

& = | Update | Delete
JobID | PATarget QO
(i) State = Ready v
Q Parent Q
SystemID | --None-- v

I Note: This action forces the system to immediately run the Target Check and trigger

notifications.

Tip: Administrators can view triggered notifications by navigating to System Mailboxes >
Outbound > Outbox. You may need to sort on the Created column to see the queued-up emails.

Congratulations!

You have now completed the Targets Lab.

Indicator Targets Lab
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Indicator Thresholds Lab

7.2

210 minutes

Lab Objectives

Glide Haven’s Help Desk team has defined a range of acceptable Indicator scores and needs
to send alerts whenever KPIs cross certain boundaries. This behavior requires the
implementation of Thresholds. In this lab, you are going to:

Manage Personal and Global Thresholds
Implement Threshold Notifications

A. Manage Thresholds

Create Personal Thresholds

In this step, you implement two Personal Thresholds — one for the overall new incident trends
and one for the Critical Priority breakdown.

1.

2.

Impersonate the PA Viewer.
Navigate to Performance Analytics > Analytics Hub.
Search and open the Number of new incidents Indicator.

Click the Thresholds button in the Analytics Hub banner.

N

Create two new thresholds as follows:

5. Click New Threshold.

Thresholds X

® New Threshold

Global Personal

Indicator Thresholds Lab
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6. Select the All time high option.

< Personal threshold X

Threshold

Alltime high v

7. Click Save.

8. Click New Threshold.

Thresholds X

@® New Threshold

9. Select the All time low option.

< Personal threshold X

Threshold

Alltime low v

10. Click Save.

11. Verify that there are grey dotted lines representing the two new thresholds.

Overview Compare Show Records

September 13, 2021 - January 19 ~ Daity ~

January 19 4 »

/{U T T e W W VR S P VR Y VeV M/’\,‘\_
4 A 1(33.3%)

129 7.004 4 0% 54 o i

b, o s Summ Change Change % Hoetage MiRbmum

Migmelowo e e —— e . I
1 Dec 27,2021 Jan 10

Sap 20, 2011 Oet 4, 2021 Ot 18, 2021 Now 1, 2021 Now 15,2021 Now 19, 2021 Dec 13,2021

Thresholds

New Threshold

Global Personal

Al timve high 74

All time low 0

I Note: If not seeing the new threshold lines, enable the Thresholds chart option.

12. Navigate to the Priority Breakdown and view the 1-Critical priority incidents.

Indicator Thresholds Lab
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13. Click the Thresholds button in the Analytics Hub banner.

14. Click New Threshold.

Thresholds X

@® New Threshold

15. Select the Less than option and enter 3 as the threshold value.

< Personal threshold X

Threshold

‘ Less than ] |3

16. Click Save.

17. Confirm that your chart correctly displays the new threshold.

Overview Compare St Eacorths Thresholds
Number of new incidents > Priority = 1 - Critical 3 - ity ~
umber of r ncidents iority iti September 13, 2021 - January 19 Daily %) New Threshold
January 19 <« + Frl
AM'\ A PRPE ¥ N | PP ) A{\"-\AM A_an Aﬂ/H Global Personal
0 0(0.0%)
129 112 [} 0% i | 0 :
Mo.of scores Sum Change Change % Average Minimum - Lessthan 3
< Q Search breakdowns and elements :}'\z e * @ 0 @ G} & A \:\f" x
Priority = 1 - Critical x
Caller's Department W é
Category hd
Assignment Group A4

Sep 20,2021 Oct4,2021 Oct18, 2021 MNowl 2021 Now 15 2021 Nov 29, 2021 Dec 13, 2021 Dec 27,2021 Jan 10

Manage Personal Thresholds

1. Navigate to Performance Analytics > Indicators > Thresholds.

Indicator Thresholds Lab
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2. Open one of the All time high threshold for Number of new incidents by clicking the
Info icon.

All time high

3. Review the configuration settings under Other options.

4. Open the threshold record and uncheck the Active checkbox.

5. Enable automatic comments when threshold is breached by clicking the Comments
property.

6. Click Update.

Implement a Global Threshold

In this step, you configure Global Thresholds manually from the Thresholds list.
1. Impersonate the PA Power User.
2. Navigate to Performance Analytics > Indicators > Thresholds.
3. Click New to manually create a threshold.

4. Configure a new Global threshold as follows:
Indicator: Number of open incidents
Condition: Less than
Value: 190
Comments: checked
Active: checked

Owner: blank
I Note: Populating the Owner will make the Threshold Personal.
5. Save the threshold.

6. Navigate to the Users related list.

Indicator Thresholds Lab
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7. Click Edit... and add Abel Tuter (architect) and Abraham Lincoln, then click Save.

8. Update the Threshold.

9. Navigate to Performance Analytics > Analytics Hub.

10. Open the Number of open incidents Indicator.

11. Enable the Thresholds and disable the Forecast chart options.

12. Verify that a new black dotted line representing the threshold is visible.

Number of open incidents May 2 - Yesterday ~ Daily ~
Todayat 11:35 « /-/F_“"_"—'ﬂ“"“ B e e A
173 0{0.0%
{ ) 102 22k 45 21% §
Target: 211 Mo. of scores Sum Change Change %
i= ( Q, Searchbreakdowns and elements i & VB & o P @ W= X
27
5
n
11 11|
_200 200
~ Less than 190 S i
----------------------- IM}-------:IW-------------------------- e
M, A, May 30 Jun13 b1 Jul 25

I Note: The color of the threshold is black indicating a Global Threshold.

Validate Thresholds

Performance Analytics has a threshold checker job which only runs once per day. To force an
ad-hoc threshold checking to occur, you need to execute the job manually.

1. Impersonate the System Administrator or end the current impersonation.

2. Navigate to Performance Analytics > Automation > Schedules.

3. Search for and open the scheduled job Check PA Thresholds.

Trigger type
Interval
Daily

Daily

Daily

Daily

Daily

= T & Schedule| Nextaction =  Search

All > Job D Java Class starts with com.sncpa. .or. Sys 1D = a51441d1d70022004cd 2a3b20e4103%a
MName MNext action «
PA clean scores events process 2022-08-18 05:13:25
Check PA Targets 2022-08-18 23:00:00
Check PA Thresholds 2022-08-18 23:00:00

I PA Forecast Job Schedule I 2022-08-18 23:00:00
[PA Incident] Daily Data Collection 2022-08-19 03:00:00
[PA Incident SLA] Daily Data Collection 2022-08-19 04:00:00
Clean PA collections 2022-08-19 05:00:00

Daily

@& | Actions on selected rows... m

Job 1D
RunScriptlob
PATarget
PAThreshold
PA Forecast Job
PAlob

PAJob

PACollectionCleaner

State

Ready
Ready
Ready
Ready
Ready
Ready
Ready

Indicator Thresholds Lab
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4.

5.

7.

8.

9.

Set the Next action field to any date in the past (the job will not run without this!).

Click Update to execute the job.

I Note: Allow ~ 1 minute before the threshold checker has finished and Comments are generated.
Navigate to Performance Analytics > Analytics Hub.

Open the Number of open incidents Indicator.

Enable the Comments and Thresholds chart options.

Click the Comments button from the Analytics Hub banner.

10. Hover over the most recent bubble to read the comments “Mastering the Analytics

Hub”.

11. Verify that you can view the new Threshold reached comment.

Overview Compare Show Records Comments x
Number of open incidents September 13, 2021 January 19 ~ Daily ~ N COmaant
Today at 19:17 < T ——— e
/\./ Jan4 Mastering the Ana... >
173 ¥ -13(-7.0%
( ) 129 27 168 933%
Mo, of scores Sum Change Change %
Target: 209 Gap: 36 (17.2%)
;E Q Search breakdowns and elements

$ N B Mo @ WrX

January 4

@ Number of open incidents: 219

T T T A RNy el gl YR S e e SO G S ([ e - Mastering the Analytics Hub

Sep 20, 2021 Oet 4, 2021 Oct 18, 2021 Now 1, 2021 Nov 15,2001 New 29, 2021 Dec 13,2021 Dec 27, 2021 Jan 10

I Note: Notifications for the above crossed thresholds are also dispatched. You can view queued-
I up notifications by going to System Logs > Emails.

Congratulations!
You have now completed the Indicator Thresholds Lab.

Indicator Thresholds Lab
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Time series and Elements Filters Lab
7.3

215 minutes

Lab Objectives

The list of Breakdown elements can be long and difficult to search. To help make them
more manageable, Elements filters are used to apply a filter to Breakdown elements.

In this lab, you perform the following:

Explore the outcome of using Time Series aggregations

Create an Elements Filter to display only Assignment Groups that you manage
Practice navigating Indicator charts by Elements Filters

A. Time Series Aggregations

Aggregate the data to a less frequent period
1. Impersonate the user PA Admin.
2. Navigate to Performance Analytics > Analytics Hub.
3. Open the Number of closed incidents indicator.

4. Confirm that the Daily Time Series is applied.

5. Enable the Trend chart option.

6. Apply the By week AVG+ Time Series to view the average incidents closed weekly.

Number of closed incidents W37 2021-W3 2022 ~ By week AVG+ ~

W32022 « o — s S

17 v -19(526%
( ) 19 977 12 211% 51 & 62 57
Mo. of scores Sum Change Change 7% Average Minimum Maximum Median

I Question:
i

How does the score line change after the application of the By Week AVG+ time series?

Elements Filters Lab 032
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Smooth the data with a rolling average
1. Navigate to Performance Analytics > Analytics Hub.

2. Open the % of incidents not resolved by first assigned group indicator and make
sure that the Daily Time Series is already applied.

3. Apply the 30d running AVG Time Series to view a 30-day running average of incident

closures.
Name to % of incidents not resolved by first assigned group September 13,2021 - January 19 ~ 30d running AVG
January 19 « o /W_v——w/;;:—hﬁ—f
61.22%
. 0 ¥ -0.01(0.0%
( ) 127 7.565.65%  11.22% 22.44% 59.57% 50.00% 63.45% 59.58%
No. of scores Sum Change Change % Average Minimum Maximum Median

Question: Does the 30d running AVG Time series provide a variable picture of indicator
fluctuations?

Determine a period-to-date score
1. Navigate to Performance Analytics > Analytics Hub.

2. Open the Number of open incidents indicator and confirm that the Daily Time
Series is applied.

3. Enable the Targets chart option.

L

Looking at the Target line, you can see your daily compliance. However, you cannot tell how
close you are to achieving the target over a larger time period, like a week or a month.

4. Apply the Month to date AVG Time Series to view the Target compliance month to

date.
Number of open incidents September 13, 2021 - January 19 ~ 7 Month to date AVG ~
January 19 « /_//7 — s
206 v -1(05%
( ) 129 26k 188 1,042% 203 18 250 218 3
Mo. of scores Sum Change Change % Average Minimum Maximum Median b

It is recommended to create a new month-to-date Target so that you are able to tell, on a daily
basis, how close you are, month to date, to achieving your target.

Elements Filters Lab
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B. Breakdowns Without Elements Filters

In this step, you review the Breakdown elements of an Indicator without an Elements Filter.

1.

2.

3.

4.

Confirm you are still impersonating the user PA Admin.

Navigate to Performance Analytics > Analytics Hub.

Open the Average age open incidents Indicator.

Expand the Breakdowns list and select the Assignment Group Breakdown.
Expand the Assignment Group list of Elements.

Click Score 1-2 times to sort the Breakdown elements by Score magnitude in
ascending and descending order.

Element Score v Change
Field Services 2,178 days 0
Openspace 1,391 days 0
Unassigned 1,127 days 0
Hardware 943 days 0

Questions: How many Assignment Groups are there? How easy is it to locate the Group you
wish to explore?

C. Create Elements Filter: Groups | Manage

In this step, you design a filter to display ONLY the Groups that you manage.

Review Elements Filter Source

As a best practice, review the Breakdown Source corresponding to the new Elements Filter.

1.

Navigate to Performance Analytics > Sources > Breakdown Sources.

Elements Filters Lab
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2. Open the Groups Breakdown Source.

3. Review the Facts table and the Condition.

Select the facts table for the breakdown source elements and apply conditions to optimize the element list.
* Factstable | Group [sys_user_group] ~ | ShowSchema
Mag

* Field | SysID r

Conditions m

* CONDITIONS
All of these conditions must be met

Active w|lis || true

© OR AND

Create Elements Filter

1. Navigate to Performance Analytics > Breakdowns > Elements Filters.

2. Click New to begin creating an Elements Filter.

3. Complete the form as shown:

Title: Groups | Manage
Breakdown source: Groups
Facts table: Group [sys_user_group]

Filter: Manager | is (dynamic) | Me

= ElementsFilter
<] = Newrecord

* Title | Groups | Manage
# Breakdown source | Groups Q

* Factstable Group[sys_user_group] - Show Schema

Map

* CONDITIONS
All of these conditions must be met

Manager w | is(dynamic) b

Me

I Note: The above will limit the displayed groups only to those managed by the logged in user.

4, Click Submit.

D. Apply Elements Filters

1.

2. Navigate to Performance Analytics > Analytics Hub.

Impersonate the System Administrator or end impersonation.

I Note: This user manages the Financial Systems Support, Field Services, and Hardware groups.

Elements Filters Lab
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3. Set the List Settings to include Indicators with the Groups Breakdown Source:

List Settings

Filters

Key Indicators

With a target

Formula

Manual

[Breakdown Source

Groups X -

4. Turn off the With a target toggle button in the list settings.
5. Open the Average age open incidents or any of the Indicators in the list.
6. Expand the Breakdowns tab and select the Assignment Group Breakdown.

7. Expand the Element Filter dropdown to view the available filters.

' Element Filter

- | comsivensse

Field Services

One of my groups

8. Select Groups | Manage filter.
9. Confirm that Breakdown Elements list contains only the following groups:

Hardware, Financial Systems Support, and Field Services.

< Q Search breakdowns and elements

Priority A4
Category v
Element Score ¥ Change

Fleld Services 1,969 days o
Hardware 734 days 1]

Financial Systems Support 5days o

Congratulations!
You have now completed the Time Series and Elements Filters Lab

Elements Filters Lab
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Module Recap

Core Conceps

* Time series dynamically transform a daily * How are Personal Targets and Thresholds
trend by applying an SUM or AVG different from Global?
aggregation

- . _ P
« Targets visualize how a process performs Who can be a recipient of notifications®

against a predefined goal

* What is the difference between a 3-color
* Thresholds allow alerting with automatic and 5-color traffic light color scheme?

notifications whenever a predefined
condition is met
* What needs to be configured to be able to

* Elements Filters filter Breakdown elements quickly view rec?ords of Priorities higher
in the Analytics Hub and Widgets than Moderate:

How are Personal Targets and Thresholds different from Global?

Pa_viewer role can only create Personal Thresholds.

Pa_power_user and pa_admin can create both Global and Personal Thresholds.

Personal Thresholds are only visible in the Analytics Hub to the user that created them (not on
Widgets).

Who can be a recipient of notifications?
For Global Targets and Thresholds: Only Recipients on the Users list receive notifications.
For Personal Targets and Thresholds: Owners receive notifications automatically.

What is the difference between a 3-color and 5-color traffic light color scheme?
Gaps to target are visualized using either 3 or 5 categories with respective colors.

What needs to be configured to be able to quickly view records of Priorities higher than
Moderate?
Elements Filter, Condition: Priority | Greater than | Moderate

Displaying Actionable Data
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Module Objectives
Define Widgets and Widget Types
Explore Key Widget Types

Module 8 Add Widgets and Reports to dashboards

Configure a Breakdown Dashboard

Widgets and

Interact with Filters on dashboards

Dashboards

Labs and Activities
8.1 Widgets and Dashboards
8.2 Dashboard Filtering

servicen w.

This module explores the Performance Analytics widget and dashboard visualizations. It introduces
the most common widget types and provides an overview of working with dashboards to add and

edit content, configure the dashboard layout, and share the dashboard.

Widgets and Dashboards
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What is a Performance Analytics Widget?

Reusable visualization of the Indicator’'s available historical data

* Visualize Indicator and
Breakdown data

* Display one or more trends in
the same chart

* Customize Title, Labels, and
Chart colors

* Choose from available
visualizations

* Click into the Analytics Hub

* Reuse across dashboards

servicen w.
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A Performance Analytics widget is used to visualize the historical trend of one or more Indicators.

Multiple configuration options are available to customize the appearance and content of the widget.

The widget becomes visible to viewers when placed on a dashboard and is reusable across multiple

dashboards.
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Widget Types

Select Widget Type based on your

data visualization goals

* Summarize overall Indicator score
* Trend historical Indicator data

* View Indicator data by Breakdown
* Compare multiple Indicators

* Analyze text data
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Basic indicators

This module focuses on the most common widget types:

Time Series: A visualization of the historical score trend over time, that has the ability to forecast,

and compare with other indicators.

Breakdown: Trend or summarize Indicator data by Breakdowns Elements.

Score: A summary of the latest score with an option to compare against a prior score.

Report: Created in the Reports application.

The following additional widget types are also available:

L]

Workbench: Interactive widget grouping multiple indicators by Breakdowns and creating a

process context.

Pivot: Compare scores in a pivot table (grid) using one Breakdown Element as the row and
another Breakdown Element as the column.

Text: A word cloud analyzing patterns in text fields of an Indicator.

List: Summary statistics about multiple indicators in a tabular/list format.
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Time Series Widget

Show how indicator score changes over fime

; . . o Number of New Incidents
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1 m 6m YTD
= pjow record (4 "
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A Time Series widget displays the changes in a KPl over time. It can show all Indicator data, or only
the data pertaining to a specific Breakdown Element.

Use the Axis Settings to customize the Label and Range of the 15t and 2™ Y axis. A 2"d Y-axis can be
labeled if you have more than one Indicator, and some of them are using different units of data.

Use the Display Settings to enable deeper data insight, similar to what you see in the Analytics Hub:
* Show target: Compare the scores of this chart with the target scores.

* Show thresholds: Display thresholds such as an All time High or an All time Low.

* Show data labels: Display the score for each portion of the chart.

* Show trend: Display the trend line.

* Show confidence bands: Display confidence bands in this chart.

* Show forecast: Display forecast data in the chart based on current trend data.

* Show comments: Display comments added to data points in the chart.

Use the Previous Period Settings to control the range of displayed Indicator data:
* A Range of periods to specify data format in years, quarters, months, or weeks.

* Number of periods to specify the number of years (2 years max), months, or weeks to collect.

Widgets and Dashboards
© 2023 ServiceNow, Inc. All Rights Reserved

242




Time Series with Widget Indicators

Show multiple KPIs - indicators or indicator breakdown trends

- . . . it trends = v
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display in the same chart e
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Time Series Widgets can visualize multiple Indicators on a single chart. In this example, the Time
Series widget displays a Line chart for Number of open incidents (main indicator), and three
additional line charts for Number of resolved incidents, Number of new incidents, and Number of
closed incidents.

Use the Widget Indicators related list to add more indicators to display together with the main
indicator. To configure additional Indicators, click New in the Widget Indicators related list.

The Additional Widgets can show any Indicator or combination of Indicator and Breakdown
elements. By default, up to seven additional widgets can be displayed together with the main
Indicator.
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Time Series with Previous Periods

Compare indicator tfrends for previous periods

Number of New Incidents

* Enable Previous period chart P

W26 2018: 60

Previous period chart |+

Jun 11
. W24 2018:58

Jun 18

* Define Range and number of periods | #5202, . vcorecus

40

>k Range of periods

sk Number of
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Axis Settings ~ Display Settings = Previous Period Settings

Jul 02
W27 2018: 15
Click to open detailed scorecard

L3

Weeks

— W27 2018 — W26 2018

Click to open detai N

Click to open detailed scorecard | %

W24 2018

Available Previous Periods: Week, Month, Quarter, Year

The Previous period chart property allows for a trend line for each Previous Period in the same

chart. Time Series can be configured to compare data from multiple periods in the same chart as

follows:

* Previous period chart: Check to compare data from previous periods. Each period is represented

in a different color in the same chart for the number of periods selected.

* Range of periods: Select the range of periods to compare with the current period.

* Number of periods: Specify the number of previous periods to display.

The above example trends data from four different consecutive weeks using different colors. Data

for the last week only contains three data points, as it happens to be an incomplete week.
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Time Series with Forecast

Number of New Incidents

Forecasts offer

insights into future

Jul 31

Forecast Number of open incidents: 187 + 13.95%
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Forecast Range hed 6
shows the 95% ]

confidence interval

of the forecast

Any Time Series widget that shows a trend can be enhanced with the display of the Forecast and the
Forecast Range. The number of periods forecasted depends on the Forecasting settings of the
corresponding Indicator. The Time Series widget is the only widget type that can visualize the
forecast.

Additional Settings may be applied to visualize the following:
* Data Labels —values of each data point.
* Trend — an approximation of the score movement and direction.

* Confidence and Prediction Bands — lighter and darker bands respectively.

Number of New Incidents
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Breakdown Widgets

Visualize and Compare Breakdown Elements

Trend visualizations: Line, Stacked Column > Name  Openincidents byage
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Summary visualizations: Pie, Column, etc.
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A Breakdown widget is used to trend or summarize Indicator data by its Breakdown elements. The
Breakdown widget has multiple visualizations:

* |fthe goal is to display a trend over time, choose the Line, the Stacked Column, or the Columns
and Totals visualization.

* |f your goal is to display a summary of the latest score, select one of these summary
visualizations: Pie, Donut, Semi Donut, Funnel, Pyramid, or Column.

* Toview a trend of all Elements of a specific Breakdown summarized in a table, choose the
Scorecard visualization.

* To compare the score change relative to a baseline across multiple Breakdown Elements, choose
the Relative Compare visualization.

* The Pareto visualization summarizes the latest score by Breakdown Element and identifies the
cumulative percentage contribution of each Element.

For Indicators configured to collect the Breakdown matrix, you can view data by 15t and 2nd
Breakdown by specifying a 15t Breakdown + Element and a 2"4 Breakdown as follows:

>k Name  Open Incidents by State and Priority
% Indicator Number of open incidents
>k Breakdown State

Element New

PLIIRI|LP||R
CHRNCARECARES)

2nd Breakdown Priority
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Breakdown Scorecard

* Configure a Breakdown widget with a Scorecard visualization
* View a performance Scorecard of all Elements of the Indicator Breakdown
» Compare past period scores, current score, target, gap, change, change %

Open incidents by Priority
W
W 4-low 76 79 3 3.9%
% 5-Planning 72 66 6 -8.3% 50 -16 -32.0% e
W  3-Moderate 24 22 2 -8.3% 50 28 56.0% N
W  1-Critical 6 5 1 -16.7%
% 2-High 4 4 0 0.0% 10 6 60.0% o

Choose a Breakdown widget with a Scorecard visualization to show a list of Indicator Breakdown
trends by Element. Use the Scorecard visualization to render a tabular view of an Indicator’s
Breakdown elements.

In our example, open incidents are being compared by their priority.

Adjust the selections under Column Settings to add additional information to the scorecard list. The
following Column Settings are available:

* Current Score

Display Settings  Breakdown Settings = Column Settings
* Trend

Currentscore v/ Change +/
* Bullet chart ’ g
. MU'tiplESCOI"ES Trend Change%
. Change Bulletchart Target
¢ Change% Multiple scores  + Gap
. Target Numberof = 2 O Gap%

periods
* Ga
P Periodstep 1 H

* Gap%

If Multiple scores is selected, the following appear:
* Number of periods — how many past scores to display

* Period step — how many periods apart are the past scores, use 1 for consecutive scores
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Score Widget

Show Real-Time or Latest available Indicator Score

Average age open incidents Number of open Incidents

Real-time
Score
Real-time: 12:13

+2(9.2% 15

\ | H

Score date: Jul 04 Compared with Jul 03: 18 days

19 da s

Latest Score Visualization

Real-Time Score Visualization

The Score Type widget can be used to display an aggregate Indicator score, such as the current
number of open incidents or latest number of resolved incidents.

The Available visualizations are: Latest Score, Real-time Score, Speedometer, and Dial. The latest
score is the score as per the last collection, whereas the real-time score is obtained from the data
currently in the respective business table.

Note: A Real-time score is available only for Automated Indicators that use the Count aggregation.

When creating a Latest Score widgets, there are three visualization templates available:

* Template 1: Latest score/Real-time Score, Trend, Bullet Chart, Target, Change, % Change,
Comparison Score.

* Template 2: Latest score/Real-time Score, Score date Trend, Target, Change, % Change.

* Template 3: Latest score/Real-time Score, Target, Gap, Gap %, Change, % Change.
All Real-time Score widgets display a real-time time stamp.

Note: The score/gap/change colors are determined by the respective Target color scheme, if one is
defined.
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Which Score Visualization and Template to Choose?

Average age open incidents
Choose a Template based on your visualization
needs:
* Real-Time score of the latest Number of open Incidents 19day5
Score? .
_ ) 157 Template 2
* Previous Score info? -sam)
. | E Number of open Incidents
 Interactive Bullet chart? _

o
* Gap and Gap % info? Template 1 Real-time: 12:17

Target: 16 to 173 (9.2%)

e Score Trend? 157 oy e

Template 3

When the visualization is Latest Score, you can compare the data with the previous score, or, to a
specific previous period as follows:

Set Compare score with to:

* Previous Period (default) — Compare to the next to last available score
Alternatively, you can specify:

* Periods Back.

* Number of periods: How many periods to go back for comparison.

Latest Score Settings

Compare score with

Periods Back

ap

Number of periods back

Which Template should you choose? Here are some important Template differences:
* Template 1: Has an interactive bullet chart and allows for previous period comparison.

* Template 2: Centered display of the current/real-time score with background trend chart and
previous period comparison.

* Template 3: Additional Gap/(Gap@#&irnifdo
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Report Widgets

Created in the Reports Application and usable on a Dashboard

e Coexist on
dashboards with PA
widgets

* Built by PA and non
PA users

* Need to be explicitly
shared with
dashboard viewers
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In addition to Performance Analytics widgets, Reporting widgets (Reports) can also be added to a
dashboard. Report creation can be done by any user and does not require Performance Analytics

privileges.

Note: If a report has not been shared with specific viewers, its contents may not be available on the
dashboard. Therefore, you should explicitly share a report with Everyone or intended groups and

users before adding it to a dashboard.
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Widgets are Global

* Widgets are seen by anyone with Dashboard access

» ALWAYS create a new Widget when you need an
alternate visualization

» NEVER edit an existing Widget if you do not own it

* Select the appropriate Widget Type based on Visualization Objective
» Are you visualizing a historical Trend or a Score summary?

Do you need to compare trends across Breakdown Elements?

Good Practices

>

» Do you plan to view multiple Indicators in a single widget?
» Are you interested in the Real-Time Score?
>

Do you need multiple Indicator statistics in a single view?

Any admin, pa_admin, and pa_power_user can:
* Use a widget they created when creating their Dashboard.

* Edit any widget, regardless of who created and owns it.

Widgets are global!
* Anyone can see your widget.
* Anyone can use it when creating their dashboard.
* Anyone can edit your widget.
* ALWAYS create a new widget when you need an alternate view.

* DO NOT change an existing widget if you did not create it.
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What is a Dashboard?

An arrangement

of Widgets and
Reports across
multiple Tabs
giving full
process picture

servicen w

= % Incident Management v

Incident Overview | IncidentMew | Incident Open | Incident Resolved
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570/() ) May "18 Jul"18 1 14

A4 (7.1%) Jul03:53% — Number of resolved incidents ¥ 1(-6.7%) Jul03:15
— Number of new incidents

Dashboards combine Performance Analytics Trend and Summary charts (widgets), and Reports to
monitor the health of your business services.

Dashboard tabs are like Homepages, however, multiple tabs may be added to a dashboard, and you
have many additional editing and layout capabilities.

Tabs allow you to logically group widgets that belong together. In the example shown, the Incident
Management Dashboard contains four tabs: Incident Overview, Incident Open, Incident New, and
Incident Resolved — all related to the health of the Incident Management process.

Widgets and Dashboards
© 2023 ServiceNow, Inc. All Rights Reserved

252




Dashboards Navigation

Group filter [NI Groups -

Select Dashboard Group

[al

Dashboards Overview Landing Page

or Search by group or Isage Overvid i
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Incident Overview
Other
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Here are some key points on navigating the Dashboards application:

» All Dashboards are accessed by navigating to Performance Analytics > Dashboards.
* Dashboards are organized in Recent, Owned by Me, Shared with Me, and All lists.
* Search Dashboards by Group using the All Groups drop down.

* Search Dashboards by Title/Group using the Search box.

* Click the Dashboard tile to open the Dashboard for viewing and editing.

* Once a Dashboard loads, click the Dashboards Overview icon to go back to the list of
Dashboards.
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)
Responsive Dashboards

Add Widget Types

—
: ) e =
. . T .
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Set Title Alignment D) s

Responsive dashboard features requires the Responsive canvas plugin (com.glideapp.canvas). After
installing the plugin, all dashboards will be converted to be responsive dashboards.

You can also make your dashboards easier to read with dark theming. The dark theme is
supported on the Dashboards Overview, dashboards, interactive filters, Performance
Analytics widgets, and reports.
Here are some of the Responsive Canvas key features:
* Dragto move and resize widgets.
* Create and edit reports, analytics, and other widgets directly from the dashboard.
* Add Content pane for adding Widgets and Reports.
* Quick Layout models to snap widgets into a predefined layout, then adjust as desired.
* Improved performance and data load control.

* Optionally set an entire responsive dashboard as your Home Page.

* Requires Internet Explorer 9 and above.
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Adding Performance Analytics Widgets

1. Click Add Widgets 4. Select Widget
2. Select Performance Analytics 5. Preview and Add Widget
. = BB mecemstinagrnen ”
3' SeleCt Wldget Type < l'-""u[id"(_\‘t x radent Gvervuem Incident Mew | Incident Open  Incident Resolved
< List X Basic ind
® I = ootb - incident basic
= Q, indicators ;
Add Widgets X o
o ot #Mew List
IPtrlormanceMaMk.s v I [ ] e & - Mumberoloo
ootb - incident basic indicators
Q Filter T|p.
ootb - incident new indicators . Use ‘the F“ter tO
@®© Recent Content 3
cotb - incident resolved indicators « Numberofopenincidents sea rCh b\/ N ame or
— : Lookup Name for
Lt N ootb - open incident indicators q u |Cke r r—et rl eva |
Pivot ]

To add an existing Performance Analytics widget, perform the following:
1. Begin by specifying the Performance Analytics category.
2. If you know the Widget name or Lookup name, enter it as a search term.

3. Optionally select a widget type — Breakdown, List, Pivot, Score, Time Series or a Workbench.

{ Breakdown X

O\ resolved

ootb - incident resolved by priority -
scorecard

4. Select the desired widget and click the Add button.
To create a new Performance Analytics widget, perform the following:
1. Select a Widget type — Breakdown, List, Pivot, Score, Time Series or a Workbench.

2. Select #New List/#New Score/#New Breakdown, etc. to begin creating a new widget.
Reports Note: Add Reporting widgets in the same manner by choosing the Reports category.
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Widgets and Dashboards Labs - Part |

Lab 8.1
Dashboards and
Widgets

8.1 Dashboards and Widgets Lab
* Create a Time Series Widget
* Create a Score Widget
* Create a Breakdown Widget
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Widgets and Dashboards Lab
8.1

225 minutes

Lab Objectives

Glide Haven’s Help Desk team needs to see all relevant process analytics in a single place. In
this lab, you perform the following:

Create a new dashboard

Add existing widgets to the dashboard

Manage the content by adding new widgets and dashboard tabs
Share the dashboard with other users

A. New Dashboard

In this step, you create a blank dashboard to serve as the container for tabs and widgets.
1. Impersonate the user PA Power User.
2. Navigate to Performance Analytics >Dashboards.
3. Click Create a dashboard to begin creating a new dashboard.
4. Set the Name to Help Desk Live Status.
5. Click the magnifying glass button next to the Group field.
6. Once the list of existing Dashboard Groups loads, click New.

7. Set the Name to Help Desk and click Submit.

3

(] = R ‘

* Name

Help Desk

I Note: This action places the new Dashboard in the Help Desk group for easier retrieval.
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8. Save the Dashboard.

I Note: The Owner is set to PA Power User and a single tab is automatically created.

9. Click the View Dashboard related link.

B. Dashboard Content
In this step, you add several different Widgets and configure the dashboard layout.
Breakdown Widgets

1. Click the Add Widgets button in the header to begin adding a widget.

®@ &

Add Widgets

2. Select Performance Analytics in the first dropdown.

i

3. Select the Breakdown visualization category.

Add Widgets X
Widget Category
Performance Analytics b ¢
Q Filter
Breakdown >

4. Type incident open in the Filter field.

< Breakdown X

I Q incident oped |

5. Select the ootb — incident open by priority - scorecard widget (4™ in the list).

6. Click the Add button under the preview.

Widgets and Dashboards Lab
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7.

8.

9.

Verify that the new widget has been added to the Dashboard.

Click the Back to Breakdown widgets arrow to return to the Breakdown category.

Back to Breakdown widgets @ E}

< Widget X

i

Click the ootb — incident open by age — stacked column widget (2nd in the list).

10. Click the Add button under the preview.

11. Verify that the new widget has been added to the Dashboard.

Score Widgets

1.

2.

10. Type overdue in the Filter box.

Click the Back to Breakdown widgets arrow to go back to the Breakdown category.
Click the Back to add widgets arrow to return to all widget types.

Clear the Filter text.

Select the Score category of Widgets.

Type age in the Filter box.

< Score X

Q age|

Select the Average age open incidents Score widget.
Click the Add button under the preview.
Verify that the new widget has been added to the Dashboard.

Click the Back to Score widgets arrow to go back to the Score category.

< Score X

O\ overdue

11. Select the Open and overdue incidents widget.
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12. Click the Add button under the preview.
13. Verify that the new widget has been added to the Dashboard.

14. Click the Back to Score widgets arrow to go back to the Score category.

< Score X
15. Type critical in the Filter box.

[ Q_ critical

16. Select the % of new critical incidents widget.
17. Click the Add button under the preview.

18. Verify that the new widget has been added to the Dashboard.

C. Dashboard Layout and Color

In this section, you refine the Dashboard layout and background color.

1. Click Configuration button on the Dashboard banner.

@ B =

2. Apply the 1%t layout in the list of quick layouts (3x3).

3. Enable the Use custom background color checkbox and confirm that you see a black
background.

4. Select the color panel and select the Hex option using the dropdown menu and set
the background to #C5C6CO (light grey).

Daihbasrd backgraund ealar

B Use custom background color

& - e a2
#CSCHC0
—
l HEX I 8 l

I Note: The color is saved as you soon as you tab away from the field.
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5. Navigate to User menu and select Preferences.

y o O .G

PA Power User

@ Iimpersonating User
B ServiceMow

% End impersonation
@ Impersonate another user
& Printer friendly version

[ Logout

Note: You can see your dashboard in dark mode by changing the theme in the Preferences
section.

6. Select Theme and click the Dark tile to switch to dark mode.

Theme

« Back
Default

7. Click ‘X’ to close the window.

8. Navigate to Dashboard controls menu and select Refresh. Confirm that you see your
dashboard in dark mode.

EI 8 HelpDesk L

New Dashboard

Dashboard Properties
Delete Dashboard

Duplicate Dashboard
Copy Dashboard URL

Create Favorite

Create Tab

I Refresh

Reset Filters

Export to PDF
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9. Hover over any widget and verify that you can resize and reposition as shown:

% of new critical incidents

Open ~nad e L inchdents

Feb 28

7/

0(0.0%) Feb 27:7

.

Note: You need to be in Edit mode (Add Widgets, Configuration, or Share panel needs to be open)
to be able to perform any dashboard and layout changes.

10. Resize and position as needed to achieve this layout:

11. Click Preferences from the user menu and select Theme.
12. Set it to Default to switch the theme to light mode.

13. Navigate to Dashboard controls menu and select Refresh. Confirm that you see your
dashboard in light mode.

D. New Dashboard Tab

In this section, you add a new dashboard tab dedicated to incidents reassignments.
1. Click the Configuration button and select Create Tab.

Configuration

TAB

Create Tab
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2. Click into the first tab name and rename it to Open Incidents:

= B3 HelpDesk Live Status -~

Open Incidents / IHeIp Desk Live Statu - New Tab 2

3. Click the pencil icon and rename the second tab to Resolved Incidents.

= B HelpDesk Live Status -~

Open Incidents | Resolved Incidents / W

E. Create New Widget

1. With the Resolved Incidents tab selected, click the Add Widget button.

2. Select Performance Analytics in the first dropdown and the Time Series widget type.

3. Select # New Time Series.

< Time Series X

Q Filter

#New Time Series >

I Tip: Clear the filter text if you cannot see # New.

4. Click the Add button to add the new empty Time Series widget.

5. Select the Click here to configure this reusable Widget link to begin configuring a

new Time Series widget.

——m
Open Incidents = Resolved Incidents

#New Time series

This widget is a placeholder and will be replaced once a Report widget is created for it.

Click here to configure this reusable Widget.
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6. Configure as follows:

Name: Incidents not
resolved by first
assigned group

Indicator: % of incidents
not resolved by first
assigned group

Visualization: Area
Chart

Label: Unresolved by
first assigned group

Color: Green

Time series: 7d running
AVG

Date Settings tab:

o Show data range
selector:
checked

Display Settings tab:

Show trend: checked

“ Newrecord

* Name  Incidents not resolved by first assigned group
Lookup name

Deseription

% Indicator | % of incidents resolved by first| C

Breakdown
Element Q

2nd Breakdown
2nd Element Q

Time series | 7d running AVG

Eollow clement

Date Settings  AuisSeftings  Display Settings  Element Settings
Period | 3m

Show date range [
selector

Trpe

* Visualization

Brevious period
chart

Color scheme

Time Series

Asea Chart

Urresabved by first assigred group

Green

DateSettings | Aoy Settings | Désolay Settings | Element Settings

Shows Larpet

Shows clats labals

Showtrend [l

S Tor e asT

Show comments.

7. Submit and view the newly added Widget. Click any data point for details.

Incidents not resolved by first assigned group

7d Im YTD All

100

%

50

21. Oct 4. Nov 18. Nov

B Unresolved by first assigned group

Jan 09
Unresolved by first assigned group: 77.55

Click to open Analytics Hub

2. Dec 16. Dec 30. Dec

— Trend
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F. Additional Widget Indicators

In this section, you configure additional trends to display together with the % of
Incidents not resolved by first assigned group Indicator.

1.

2.

10.

11.

12.

13.

14.

Click the Add Widgets button to enter Edit mode.

Hover over the widget header and select the Edit Content button.

Open Incidents ~ Resolved Incidents

Incidents not resolved by first assigned group

- I

20300

Navigate to the Widget Indicators Related List.

Click New.

Set the Indicator to Number of updated incidents.

l?] —  Widget Indicator
New record

> Indicator | Number of updated incidents

a][o]

Set the Time series to 7d running AVG.

Set the color to Yellow.

Click Submit.

Click New in the Widget Indicators Related List to add another Widget indicator.

Set the Indicator to Number of resolved incidents.

_I _ Widget lndlcator
New record

¥k Indicator

Number of resolved incidentsl

B

Set the color to

Set the Time series to 7d running AVG.

Click Submit.

Blue.

Click New to add one last Widget indicator.
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15. Set the Indicator to Number of new incidents.

_  Widget Indicator
~  Newrecord

* Indicator | Number of newincidents Q [O‘

16. Set the color to Red.
17. Set the Time series to 7d running AVG.
18. Click Submit.

19. Confirm that you have added three Widget indicators as shown:

—
Widget Indicators (3)  On-click behavior  Diagnostic Results
= YV | Order = | Search
Widget Indicators
L Indicator Breakdown
Number of new incidents {empty)
1 Number of updated incidents (empty)
Number of resolved incidents {empty)

20. Click Update and view the widget on the dashboard. Then practice toggling
individual Indicators on and off by clicking on their labels.

Incidents not resolved by first assigned group

100

21.0at 4. Nov 18. Mov 2. Dec 16. Dec 30. Dec
B Unresolved by first assigned group Number of updated incidents / 7d running AVG
~— Number of new incidents / 7d running AVG — Number of resolved incidents / 7d running AVG
= Trend
- -
G. Widget Styling

1. While in Edit mode, hover over the widget banner and click Edit Widget.
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2. Configure the widget presentation settings as shown:

Border: Unchecked Edic Widget
Title alignment: Center g

Tithe aligrment Left (@) Center ) Right
Title color: #fafbf5 (or any Thecor B Useastom e oo
preferred color)

Header color B Use custom header color
Header color: #cf1515 (or -
any preferred color)

=

3. Click Done.

4. Select the 1m date range to view only the last month of available data.

I Note: Move your cursor over the widget to view the date range options.

5. Toggle off the Trend line display by clicking it in the legend.

6. Verify that the widget is styled as per the updated settings.

Incidents not resolved by first assigned group

7d m 3m ém YTD 1y 2y All

75
50
25

0
10.Aug  12.Aug  14.Aug 16, Aug 18 Aug 20.Aug 22 Aug 24.Aug 26.Aug  28.Aug

— Number of resolved incidents / 7d running AVG Trend

30.Aug  1.Sep 3.5ep 5.5ep 7.5ep

W Unresolved by first assigned group Number of updated incidents / 7d running AVG

= Number of new incidents / 7d running AVG

9. Sep

H. Dashboard Sharing

In this step, you share the dashboard with additional Performance Analytics users.

1. Click the Sharing button on the dashboard banner.

@ B =

Share m X |
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2. Click the Add groups, users, and roles button.
3. Add the PA Viewer and PA Admin to the list of dashboard users.
4. Set the Message to Welcome to the Live Status dashboard!

5. Set Recipients to Can edit.

Add groups, users and roles
All Groups Users Roles
Share ®
Toc |P,w1mu x| [PAadmin x|
Add reciplent

BB Send an emall imvitation
MESSAGE
Wislcome to the Live Status dashiboard!
Reciplent: Can edit

ce | (SR

6. Click Share. Confirm that the Sharing panels lists the two newly added users.

I Note: An email notification will be sent to all newly added users and group members informing
I them that they have been given dashboards access.

7. To verify a successful share, impersonate either the PA Viewer or the PA Admin
user.

8. Navigate to Performance Analytics > Dashboards.

9. Search for and view the Help Desk Live Status dashboard.

Congratulations!
You have now completed the Dashboards and Widgets Lab.

Widgets and Dashboards Lab

© 2023 ServiceNow, Inc. All Rights Reserved 268




What is a Breakdown Dashboard?

Dashboard with a Breakdown Source acting as a Widget Filter

= B8 Incident Management ¥

Incident.Priority v [zelemennsdected v J

* Multi-Element

¥ Open Incidents Q Fitter options idents Trend i
g—— — select is allowed
(e by default
2 -High
¥ 3-Moderate '
¥ 4=Low 18.Mar 25, Mar 1. Apr 8. Apr e i 2 ¥ Element Selectlon
T o e 3 is persisted

% Basicindicators

Clear all Cancel 0 0 0 1 0 2 0 2

Number of new ing

A Breakdown dashboard is a dashboard with a Breakdown Source selector. The Breakdown Source
elements act as a filter, which is applied to all dashboard widgets that have the corresponding
Breakdown configured and have been set up to “follow the Breakdown” Element. In the example
shown, the Open Incidents widget is filtered to only show incidents with 3 - Moderate and 4 - Low
priorities.

The Dashboard filter consists of two tabs: All and Selected

l 2 elements selected v I 2 elements selected v l
Q, Filter options L Q, Filter options . I | . | I
[ ]
Viewers can select multiple elements
Al |Selected (2) Sort: A All Sort: A . . p .
L . at once. The selection is applied only
e j = : after clicking Apply.
2-High W 4-Low
v 3-Moderate
2 Lo * Clear all removes all the selected
1
Np— elements after clicking Apply.
» Cancel allows to close the dropdown
without changing the filter.
Clear all Cancel m Lq Clear all Cancel

Note: Older versions of the Dashboard only allow a single element selection. For compatibility, you
can revert to the older behavior by enabling the Disable multiple element selection property in the
Dashboard Properties window.
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Breakdown Dashboard Configuration
Configure Breakdown Source

E Iuldont;:anmt < = Dashboard Breakdown Source
=== |ncident.Priority
# Mame | Incident Management
Access Dashboard Bt
Group | Incident ) 0
Properties 0
— Breakdown source Incident.Priority Q
Restrictto | &
roles —
Dissbie Actasfilter  Incident Priority
multiple
Add an existing e Order 100

Breakdown Source

Update Delete

Test Breakdown Source

Related Links

ViexDzshboard = & Incident Management -
. = ¥ |Order « | Search Incident.Priority Select elements
O ptl Onal |y. t Drashboard = Incident Management - Q v
. T —— p— lident Open Incident New Incident Req
Set Act as fl Iter to ST — (empt Incident.Category
fi |ter both Widgets lempty Incident.Priority
ncident Suate lemot Incident.State
and Reports R

Navigate to the Breakdown Sources related list and click New to add a new Breakdown Source.
Once a Breakdown source is added, the dashboard displays the Breakdown source and Select
element dropdowns just above the dashboard tabs.

By default, Breakdown sources apply to Performance Analytics widgets only. To enable a Breakdown
source to apply to reports as well, configure the Act as filter property for each Breakdown Source
included (as desired).

Selecting the Disable multiple element selection dashboard property disables the ability to select
multiple Breakdown elements and only allows you to select a single Breakdown element to filter
widgets.

In the example shown here, the Incident Management dashboard is configured with two Breakdown
sources - Incident.Priority and Incident.Category. The Incident.Priority Breakdown source is
configured to apply to incident reports and “act like” the corresponding Incident.Priority Interactive
Filter.

Note: Interactive filters are dashboard filters for Reports only and are covered later in this module.
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Breakdown Source - Widget Configuration

o Check Follow element to be able to follow the Breakdown source filter

o Specify how to view the filtered data — Aggregate or Separate trends
Follow element s/o

Followed breakdown O,
Aggregate o
Show multiple v/ Separate ;]
elementsas

In order for widgets to “listen” to the Breakdown source and be filtered, these three Widget
properties must be configured:

Follow element: Check to make the widget respond to the selected breakdown on the dashboard

Followed breakdown: Specify the breakdown to apply if multiple breakdowns using the same
Breakdown Source exist on a dashboard

Show multiple elements as: For widgets that allow multiple element selection, you can choose to
display the filtered data as follows:

* Aggregate: The trends are combined. For instance, there will be a single line representing
High and Critical incidents.

* Separate: The trends are separate. For instance, there will be two trend lines, one for High
and another for the Critical priority incidents.

Note: When multiple selection is not allowed, the Show multiple elements as field is greyed out
and displays “Not available”.
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Separate and Aggregate View Examples

Separate view

* Each selected element is displayed as a
different series in the chart

Aggregate view

* Elements are combined in a single
series

Incident.Priority v 2 elements selected

pen. Incidents

120

25. Mar B. Apr 22. Apr 6. May

102

0(0.0%) way12: 1

— Open incidents

Incident.Priority v

pen incidents Trend

2 elements selected

= Number of g

8. Apr 15. Apr

n incidents > Priori
— Number of open incidents > Prior

Separate
= View

Moderate

ity =3 -
ity = 2 - High

. Aggregate
View Baasic indicators
Bl)pen incidents Trend

Separate
View

*  Incident backlog growth > Priority = 2 - High

Number of open incidents > Priority = 2 - High

* Incident backlog growth > Prigrity = 3 - Moderate

Number of gpen incidents > Priority = 3 - Moderate

The filter icon is displayed in the top left corner of the widget whenever the widget is following the
selection of one or more elements from the Breakdown source filter.

If the icon is not displayed, this indicates that the widget does not have Follow element enabled or
that multi-element selection is not supported.

The aggregate view displays a single series of the selected Elements as follows:
*  For SUM or COUNT indicators, it shows the sum of the values of all selected elements.
*  For MAX indicators, it shows the highest value from the selected elements.

. For MIN indicators, it shows the lowest value from the selected elements.

Notes:

* Targets, thresholds, and comments are not supported for the aggregate view of a Time series
widget.

* When redirected from an Aggregated view to the Analytics Hub, the following are disabled:

Targets/Thresholds/Comments/Breakdowns panel/Compare tab/Time series aggregations
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Multi Select Support by Widget Type

* Time Series widgets support both the

Aggregate and Separate view < open incidents

10

* Score widget visualizations only support the | .

Aggregate view

* Breakdown widget visualizations only

support the Aggregate view 0

29. Apr 13. May 27.

* List widgets support both the Aggregate B Number of open incidents > Priority = 1 - Critical

Open incidents not updated 30d

and Separate view

servicen w

The support for multi selection of Breakdown Elements varies according to the type of Indicator
and its visualization.

In general, the Aggregate view is not supported for the following Indicator types:
* Formula indicators

* Automated indicators with Aggregation type Average or Count Distinct

The following widget types support both Aggregate and Separate view:
* Time Series
* List

The following widget types support only the Aggregate view:
* Score
* Breakdown

The following widgets do not support multiple element selection:
* Workbench

* Text

* Pivot (this widget does not support any filtering)
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What are Choice List Interactive Filters ?

Filter Widgets based on a predefined choice list used to filter Reports

» Added from the Add Widgets panel

» Only work on reports in the current Dashboard Tab

Add Widgets >4 Incident Category Incident State
Inquiry / Help - W Al
Interactive Filters v 7] Naw
Inquiry /Help % | Hardware X
+ InProgress
Filte
Q - + OnHold
Boolean > + Resolved
Incident Priority + Closed
Cascading Filter > [1-Critical v + Canceled
Choice list )

Interactive Filters are dashboard filter structures that filter the contents of Reports only, not PA
widgets.

In the example, three Interactive Filters are shown:
- Incident Category — Multiple
- Incident Priority — Single

- Incident State — Checkboxes

Note: Only a Report administrators [report_admin] can create Interactive Filters. Create additional
filters by navigating to Reports > Administration > Interactive Filters.
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Locating and adding Interactive Filters

1.Select the Interactive Filters category 4. Preview by clicking the widget name

2.Select the Choice List sub-category 5. Click Add button

3.Search for a filter by name ® m =
® B = i
®@ B = - < Widget e
—_— < Choice list X
i o :
Add Widgets o - Incident State -
incident
Widget Category Checkboxes
o Interactive Filters - Incident Category - Multiple > All
B nNew
Q. Filter Incident Priority - Single 3 & inProgress
E onHold
B Resolved
Baolean Incident SLA Category - Multiple 5 B Closed
ﬂ Canceled
Cascading Filter Incident SLA Priority - Single b3
o Choice list Incident SLA State - Checkboxes > o

Once created, Choice List Interactive Filters are added from the Add Widgets panel.
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Interactive Filter Example

Reports need to be

Interactive filters in action

Incident Priority Incident Category
configured to Follow the
3 - Moderate v Hardware
interactive filter Software | Hardware x
Edit Widget
—_— B eorder + 7 Open incidents by Priority/Category
B Header
B Title
Title alignment (®) Left Center Right
Title color B Use custom title color
} . 3 - Moderate 17 1
| I
Header color B3 Use custom header color
[ ]
& &
Interactivity B Follow interactive filter @.\ 6.;;-
B Show when following filter L QG'
|_;...ur |m
0 2.5 5 7.5 10 12.5 15
servicen w.

The above example uses two interactive filters as follows:

* The Priority filter is set to 3 - Moderate

* The Category is set to Hardware and Software

The widget has been configured to follow the filter. As a result, it only shows incidents with 3 -
Moderate priority from the Hardware and Software category.

A report widget will only follow the filter if the following is enabled:

* Follow interactive filter

* Show when following filter
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Widgets and Dashboards Labs - Part Il

Lab 8.2
Dashboard Filtering

8.2. Dashboard Filtering Lab
* Implement Breakdown Sources and filter Performance Analytics widgets
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o Lab
Dashboard Filtering 8.2

220 minutes

Lab Objectives

In this lab, you implement widget filters and perform the following activities:

Configure Breakdown Sources for a dashboard
Apply breakdown elements to filter widgets
Add Reports to dashboards and filter them using Interactive Filters

A. Breakdown Source Configuration
In this section, you configure Breakdown sources for the Help Desk Live Status dashboard.
1. Impersonate the user PA Power User.
2. Navigate to Performance Analytics > Dashboards.
3. Open the Help Desk Live Status dashboard.

4. Click the Dashboard controls menu and select Dashboard Properties.

= B HelpDesk Live Status -

New Dashboard Incidents
| Dashboard Properties
| Delete Dashboard [ints by priority

5. Navigate to the Breakdown Source Related List.
6. Click the Edit... button.

7. Add the following Breakdown Sources:

I nci dent.category Collection Breakdown Source List
. .. Q, incident. Help Desk Live Status
Incident.Priority —
Incident.Age.Days Incident.Category
Incident.State Incident.ContactType Incident Priority

Incident.Impact
Incident.Urgency
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8. Click Save and confirm that the new breakdown sources have been added.
9. Make sure that the Disable multiple element selection checkbox is unchecked.

10. Click the View Dashboard Related link.

11. Note the Breakdown Source drop-down with these three elements:

Incident.Category, Incident.Priority, and Incident.State.

= B HelpDeskLive Status -

Incident.Category * ‘ Select elements

[=
[l Jiedincisems

Incident.Category
idents by priorit
Incident.Priority e %

Incident.State

L AL L an Sl

B. Widget Filter Configuration
To apply a breakdown element as a filter, configure widgets to “follow” the breakdown source.

1. Click the Add Widgets button to begin editing the dashboard content.

2. From the Open Incidents tab, click the Edit Content / button of the Open
incidents by age widget.

Follow element

3. Select (check) the Follow element checkbox.

Note: This property ensures that, when a breakdown is configured for a widget, that widget can
be filtered by selecting the respective breakdown source in the dashboard.

4. Click Update to return to the dashboard.

5. Repeat steps 2-4 for these widgets:
Open incidents by Priority
% of new critical incidents

Open and overdue incidents

I Note: The Average age of open incidents widget has already been configured to follow the
I Breakdown Source.
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C. Widget Filtering
1. Review the data in the Open incidents by age widget.
2. Select the Incident.Priority Breakdown source.

3. Select the 1-Critical and the 2-High elements.

Incident.Priority v l Select elements v

Open Incidents Resd O\ Filter options

Open incidents by af All Selected (0} Sort: A
300
+ 1-Critical
*
250 + 2-High

4. Click Apply. How did the data in the Open incidents by age widget change?
5. Review the data in the Open incidents by Priority widget.

6. Select the Incident.Category Breakdown source.

Incident.Category ¥ ‘ Select elements v

I Note: The widgets data was automatically reset to clear the Priority filter.

7. Select the Inquiry/Help and Software elements.

|Sel¢ct¢lemnls > |
e Q.

i Al Selected (0) Sort: &

Database
Hardware
B inquiry / Help

Network

B Software

8. Click Apply. How did the data in the Open incidents by Priority widget change?

9. Select the Incident.State Breakdown source and the On Hold element.

Incident.State v On Hold Xv
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10. Click Apply and review the filtered widgets.
11. Select Incident.Priority once again. Note that the prior filter was retained.

12. Clear all filters by clicking Clear All and then Apply in the Element dropdown.

Clear all | Cancel | Apply
il

D. Report Widgets

1. Add anew dashboard tab and rename it to Incident Reports.

= B HelpDesk Live Status - ® @ s
Incident.Priority = Select elements - Conﬁguration X
Open Incidents Resolved Incidents  Incident Reparts TAB

Create Tab

2. Click the Add Widgets button, select Reports, and click the Filter icon "I

Add Widgets X

Widget Category

Reports -

?}:reated by me = Sort by Last Updated

Q, Filter

3. Modify the Report filter options as follows:

Created by: Anyone Crestedby
Me
Table: Select a table O Anyone
Dropdown: Incident Table
[incident] Any Table
© Select atable
Incident [incident] -

4. Click Apply to view the available incident reports.
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5. Enter PA.Source in the Filter field.

Y Created by anyone > Table Incident > Sort
by Last Updated

Q_ pa.source|

6. Select the PA.Source: Open incidents — Heatmap — Priority/Category report.

7. Click the Add button.

E. Interactive Filters

1. Click the Back to Reports widgets button.

+
g
Ti

< Widget X

2. Select Interactive Filters in the dropdown.

3. Select the Choice list type and then the Incident Priority — Single Interactive filter.

Widget Category

Imteractive Filters -

Q Filter < Choice list X
Boolean b3 Q Filter
Cascading Filter > Incident Category - Multiple »
Choice list > Incident Priority - Single >

4. Click the Add button.
5. Click the Back to Choice list widgets button.

6. Search for the Incident Category — Multiple Choice list Interactive filter.

< Choice list X
Q category|
Incident Category - Multiple >
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7. Click the Add button.
8. Click the Back to Choice list widgets button.

9. Search for the Incident State — Checkboxes Choice list Interactive filter.

< Choice list X
Q statel
Incident State - Checkboxes >

10. Click the Add button.

11. Resize and reposition the new filter widgets so that your dashboard looks like this:

Open Incidents = Resolved Incidents  Incident Reports

Incident State Incident Category Incident Priority

:” All v All
ew

B4 InProgress

B4 onHold

B3 Resclved

Closed

Canceled

PA.Source: Open incidents - Heatmap - Priority/Category

1-Critical 1 3 2
2-High 4
3 - Moderate 5 17 1 1
4 - Low 14 5
5 - Planning 19 4
oF & o &
£ & & -
e

12. Hover over the toolbar of the PA.Source: Open Incidents — Heatmap report.

13. Click Edit Widget button.

s 7 olele ®
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14. Select the following Interactivity options:
Follow interactive filter

Show when following filter

Edit Widget

Shaw B corder

B4 Header

B Title
Title alignment ®) Left Center Right
Title color Use custom title color
Header color Use custom header color
Interactivity B Follow interactive filter

B show when following filter

= -

15. Click Done.

F. Apply Interactive Filters

1. Set the Interactive filters as follows:

Incident State: In Progress, Resolved, Closed
Incident Category: Software, Hardware
Incident Priority: 3-Moderate

2. Validate that the Heatmap report looks as follows:

Open Incidents = Resolved Incidents  Incident Reports

Incident State Incident Category Incident Priority

| All
| New

Hardware v 3 - Moderate

En Progress I"\.Soltwam :I .il- fardware :
| On Hold

B3 Resolved

B Closed
| Canceled

V' PASource: Open incidents - Heatmap - Priority/Category

3-Moderate
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I Tips:

I If no filter changes are seen, select Refresh in the Dashboard controls menu.

Make sure that you can see the filter icon (highlighted above) in the top left corner of the report
widget indicating that the report is following a filter.

3. From the Dashboard controls menu, click Reset Filters to clear all filter selection.

New Dashboard
Dashboard Properties
Delete Dashboard
Duplicate Dashboard
Copy Dashboard URL

Create Favorite

Create Tab

Refresh
Reset Filters

= B HelpDesk Live Status |

elect elements

Incidents  Inci

G. Optional Step: Apply Breakdown Source to Reports

In this step you configure a Breakdown Source to act as a reporting filter. With this approach,
you can remove Interactive filter widgets from dashboards, freeing up additional space.

1. Click Dashboard Controls menu and select the Dashboard Properties menu option.

2. Click the Preview icon next to the Incident.Priority Breakdown Source, and then

select Open Record.

Relate
View Da

Breake

Dashl

Act as filter

Incloe?C:

Dashboard Breakdown Source

Breakdown  Incident.Priority
source

Order 200

vrL R e

itegory

Incident.Priority

Incident.State

Incident Pricrity

Domaing giobal

mrET TG
(empty)
Incident Priority

(empty)

1to3of3

3. Set Act as filter to Incident Priority with Lookup name Incident Priority — Single.

Breakdown source

Act as filter

Order

Update Delete

¢ —  Dashboard Breakdown Source
~  Incident.Priority

Incident.Pricrity

Incident Priarity

Dashboard Filtering Lab

© 2023 ServiceNow, Inc. All Rights Reserved 285




servicenow.

I Note: The ‘Lookup name’ for a widget is displayed in the Dashboard “Add Widgets” navigation
tree.

4. Click Update to return to the Incident Reports tab of the Dashboard.

5. Recall the Breakdown Source drop-down under the dashboard name. Set the
Incident.Priority filter to 1- Critical and 2 - High.

Incident.Priority [ 2 elements selected L

Open Incidents = Resolvd Q.

Al Selected (2) Sort: «

B 1-Critical
B 2-High

3-Moderate

6. Click Apply.

7. Validate that the Heatmap report looks as follows:

V' Open incidents by Priority/Category

o
o
o

I Note:

Configuring a Dashboard Breakdown Source to behave as a filter (using the Act as filter
property) enables you to filter both PA and Reports with a single action and removes the need
to have a dedicated Interactive Filter.

Congratulations!
You have now completed the Dashboard Filtering Lab.

Dashboard Filtering Lab
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Module Recap

Core Conceps

* Widgets are reusable Indicator and Report * Which Widget type allows to display
visualizations added to dashboards multiple KPIs in one widget?

* Dashboards are multi-tab containers for

* Which Widget type allows to view real-time
widgets and can contain filter widgets S

scores?
* Dashboard widgets can be filtered using a _ _ -
Breakdown Source * Which Widget type and visualization allows
to view a trend line of scores by
* Filtered data is presented as a single or breakdown?

multiple series of Breakdown Elements
* How can Breakdown Sources filter Reports?
* Interactive Filters apply to Report widgets
only

Which Widget type allows to display multiple KPIs in one widget?
List Widget, Time Series with Widget Indicators

Which Widget type allows to view real-time scores?
Score Widget

Which Widget type and visualization allows to view a trend line of scores by breakdown?
Breakdown widget with the Line visualization

How can Breakdown Sources filter Reports?
By configuring the Act as filter property

Widgets and Dashboards
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