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ModuleObjectives
DefineServiceNowPerformanceAnalytics
CompareAnalyticsandReporting

Performance DescribeRolesandStakeholders

PNateWales)
TalixexeLekediCeJa)

ReviewApplicationDeploymentOptions

LabsandActivities
1.1PerformanceAnalyticsNavigation

PerformanceAnalyticsvisualizesbusinessprocessdatathatiscollectedover time.Thisdatareveals
trends,whichcanbeusedto makereal-timeadjustmentsforcontinualserviceimprovement.

YoucanusePerformanceAnalyticstohelpindecisionmakingwhenaligningresources,systems,and
employeestostrategicobjectivesandpriorities.

ThismoduleintroducestheServiceNowPerformanceAnalyticsapplication,comparestheAnalytics
andReportingapplications,discussesthePerformanceAnalyticspersonasandreviewsthe
deploymentprocess.

PerformanceAnalyticsIntroduction
Â©2023ServiceNow,Inc.AllRightsReserved 



 

â€˜PerformanceAnalyticshelpsyou...

Deploya serviceperformancestrategywith
out-of-the-boxKPIsandDashboards

Obtainvisibilityintohowservicesare

performingandwhattrendstoanticipate

malayoxellalmnger-lele)(ele.<ow-laveme)0)efo)adU|alili-cacele
improvement

Drivebetterandfasterbusinessdecision-
makingusingreal-timedatainsights

Thefollowingare someofthekeycharacteristicsofServiceNowPerformanceAnalytics:

PerformanceAnalyticshelpsimproveprocessperformanceandefficiency.
ItusesKPIs(KeyPerformanceIndicators)to measureprocesshealthandshowhowthebusiness
isperformingagainstmeasurableobjectives.
Pre-packagedKPlsandvisualizationsfordifferentapplicationsareavailableinAnalyticsSolutions
(akaContentPacks).ThesebundlesspeedupthedeploymentofPerformanceAnalyticsfor
differentapplicationdomains.

Itoffersinsightstovariousfunctionalrolesandstakeholdersusingrole-baseddashboards.

ThehistoricaldatausedinKPItrendsisextractedfromServiceNowProcesstablesandnever

leavestheServiceNowplatformmakingtheentiresolution100%nativeandsecure.
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HowdoyouachieveContinualImprovement?
 

Activity:
Optimize 128days
Performanceby
measuring
behaviorsthat 0%
Taalerleu
processhealth   

PerformanceAnalyticsisaprocessimprovementsolution.Ithelpsimproveprocessperformanceby
trackingandmeasuringthebehaviorsandactivitiesthatimpactthebusinessprocesshealth.

Asanexample,hereare someofthetrendsthatimpactthehealthoftheIncidentManagement
process:
* AverageAgeofopenincidents
* AverageClosetimeofincidents
* Percentageofnew Criticalincidents
* PercentageofincidentsthatareOverdue,etc.

Onceyouidentifytheactivitiesandbehaviorsthatimpactyourprocess,createcorresponding
indicators,andvisualizethemon a Dashboard.Collectively,allDashboardwidgets,presentareal-
timeviewofthestateandhealthofyourbusinessprocess.

MostapplicationshavecorrespondingContentPackswhichprepackagebestpracticeKPlsandtheir
visualizationsforaquickerandmore prescriptivePerformanceAnalyticsdeployment.

PerformanceAnalyticsIntroduction
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Whatisan Indicator?
 

Overview

Averageresolutiontimeofresolvedincidents July27-December10~ Daily+

. Yesterday< p

ABusiness 6.46daysY-0.45(-6.5%)
Processhealth 12a 411.80days6.07daysTarget:3.50days Gap:-2.96days(-84.6%)Worctecores!isu: Change

Measurement
Ww.~

8.00daysrecordedover
]

Arewe ontime target? Wherearewe

rightnow? anaese Forecast

4.00days

Wherearewe
r headed?improve?  290et 12Nov

 

Thefollowingare somekeycharacteristicsofBusinessProcessIndicators:

AnIndicatorisaperformancemeasurementdefinedtocontinuallymeasurea businessservice,
anactivity,or organizationalbehavior.LookingattheIndicatortrend,youcananswerwhetheror

notthebusinessprocesshasimprovedover time.

Indicatorsaredefinedbyprocessownersandsupportthebusinessprocessneedsofcustomers,
users,employees,andvariousstakeholders.Intheaboveexample,theAverageresolutiontimeof
resolvedincidentstracksthetimeittakes,on average,to resolveIncidents.Eachpointalongthe
trendlineistheaverageofallIncidentResolutionTimesresolvedon thatparticularday.This
indicatorcontributesto theoverallhealthoftheIncidentManagementprocess.

TheIndicatordataiscontinuallycomparedagainstgoals,companystrategy,andbusinesstargets
toassurealignmentandoptimizeperformance.Stakeholderscandefinethresholdsandtargets
forvisualcomparisontobusinessgoals.
Indicatorvisualizationcanoptionallydisplaya forecast.Theforecastisamathematically
calculatedprojectionoffutureindicatorvaluesbasedon theIndicatorâ€™shistoricalperformance.
Forecastshelpanticipatetrendsandbeproactive.

PerformanceAnalyticsIntroduction
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Whatis aDashboard?

Collectionof
relatedprocess
visualizations
illustrating
processhealth

 

 
Incidentsresolvedin time
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I Averageageofopenincidents
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Dashboardscombineone or more relatedIndicatorvisualizationsandReportsinasingleview.
Dashboardsaredesignedfordifferentstakeholderrolesandcontainbusinessprocessinformation
requiredbytherespectivejobfunction/role.TheexampleDashboardshownherepresentsmultiple
trendsandsummariesrelatedtotheIncidentManagementprocess.Dashboardcontentandlayout
areeasilycustomizable.Dashboardscanalsobesharedwithselectusers,groups,androles.
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Buildinga PerformanceDataTrend
Atrendisbuiltbydailyprocessmeasurementcollections.
Eachpointinatrendlinerepresentsthevalueoftheindicatoratthatspecificpointintime.

 

Numberofopenincidents July27Yesterday~

Todayat10:40<

. 157v-s6Â¢s:

PNMIxiateser-lame)gel-1a-to|ee 23 meFr
Target:175 2p:18(10.3%)Naofscores Sum

sequenceofprocess
measurementstaken

 

continuouslyov 24Nov2018
(Â©Numberofopenincidents:197

periodoftime ermens

Â©Target:175

Uperadeplanned    ServiceNowPerformanceAnalyticscollectsprocessperformanceinformationatregularintervals.
TheexampleheretrackstheNumberofopenincidentsindicator.Eachpointalongtheline
representsthenumberofopenincidentsforthatday.

Dueto thechronologicalorganizationofperformancedata,themostappropriatevisualizationisthe
Timeseries.ATimeseriesisanorderedsequenceofmeasurementscollectedatregularintervals.

CommonuseoftheTimeseriesgraphiswhenchartingstocksymbolperformanceor temperature
levelsover time.ThetermsTrendandPerformanceTrendareothercommontermsusedto
describeaseriesofmeasurementsrecordedover a periodoftime.

TheIndicatortimeseriesisdisplayedinacontext-richinterfacecalledAnalyticsHub.Thefollowing
chartdetailsallowformaximuminsightintotheprocess:

Latestavailablescoreandchangeofscorecomparedtopreviousscore

Targetlevelandgaptotarget
ProcessTrendLine

Thresholds
Commentsandnotifications
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PerformanceAnalyticsImplementationFlow

SIROOyHagtnâ€™s,
QySS

FA3.3.11nnn..

Thefollowingare requiredimplementationstepstodeployPerformanceAnalyticsandbegin
achievingcontinualserviceimprovement:

* DesignIndicatorsâ€” TheServiceNowtablearchitectureisvisibleandhighlyconfigurable.Service
OwnersandadministratorscaneasilydefinetheBusinessProcessmetricstheyneedto trackand
buildthecorrespondingIndicatorstocaptureperformanceinformation.

CollectData- InServiceNow,processandanalyticsdataco-existon thesameplatform.The
collectionprocesscapturestheIndicatorperformancedatausedbytheanalyticsengine.This
dataisneverduplicatedandnever leavestheenterprisecloud.

VisualizePerformance- ThePerformanceAnalyticsapplicationoffersa rangeoftrend
visualizationspresentedaswidgetson shareabledashboards.Existingreportscanalsobe
leveragedtopresentreal-timeandtrend-over-timeinformationon dashboards.

PerformanceAnalyticsIntroduction
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PerformanceAnalyticsStakeholders

inro\jexelalminalexeloimic-ialess
ServiceOwner Sisto]Melit-reamexocymeareKe[Ue][INA

Whatisthestatusandquality
ofmyrequestedservices?

â‚¬hi
EndUser

. Front-lineWorker
BusinessCulture

Howcan |workmore
. . efficientlytoachievetargets?Howare we trackingagainst iSTeialilyoy g

folcetelalrdenileyarelRele)-xeuosx Executive

Themostcommonpersonasthatbenefitfromthedeploymentofa PerformanceAnalyticssolution
areServiceOwners,Executives,FrontLineworkers,and,ofcourse,theendusersor customers.
Thesepersonashavevaryingobjectivesandpainpoints:

EndUsersneedstatusandqualityinformationaboutsubmittedrequestsandservicestheyuse.

FrontLineWorkersneedrelevanttargetedinformationthatwouldhelpthemmaketheright
decisionsquicklyandresultinmore efficientandbetterservice.

ServiceOwnersare lookingforinformationthatwillhelpto betterunderstandwhatdrivesthe
qualityandthecost-of-servicedelivery.

Executivesneedinformationaboutgovernanceandahigher-leveloverviewofprocessindicators
tomakebetterinformeddecisions.
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AnalyticsandReporting
commen

Dei ReportSummary
:

. describinga
Analyticsand

processright a...Reporting now   

address
athensUse :

|
AnalyticsTrend

cases

Hit.H4-tow M5~PlanningMH3-ModerateMH1-CritialML2-High

    

PerformanceAnalyticscomplementsandexpandstheServiceNowreportingcapabilities.Hereare
somekeycharacteristicsofeach:

Reporting:
* AReportisadatasummarymeasuredata specifictime.Itdescribesa processatthecurrent

moment.
* Reportsarebestformeasuringprocessoutputswhennohistoricaltrendisrequired.
* Reportsprovidereal-timestatusupdatesandsummariesofpastinformation.Examples:

Howmanyincidentsareopencurrently?
Howmanyincidentswere resolvedlastweek?

PerformanceAnalytics:
Â« AnAnalyticswidgetpresentsan IndicatorTrendâ€”aseriesofmeasurementscollectedover time.

Thetrenddescribeshowa processhaschangedandevolvedover a periodoftime.

Analyticsvisualizesperformancetrendsagainsttargetsandusesnotifications.Thisallowsa
ProcessOwnertotakeactionassoonasperformancedegradationisdetected.

Analyticsisabletocorrelatemultiplebusinessprocessesandderivenewmetrics.Example:What
isthepercentageofCriticalincidentsnotworkedon inthelast24hours?

UsingForecastingalgorithms,Analyticscanhelpbusinessesanticipatetrends.

PerformanceAnalyticsIntroduction
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Activity:PerformanceAnalyticsor Reporting?

DepartmentHeadcount CurrentBreakdownof
OverTime EmployeesbyDepartment

IncidentMeanTime NumberofCriticalTickets
ResolutioncomparedtoSLA asa FractionofallTickets

ForecastofHRCase
ResolutionTimesover the

Tal=>ammanreyaiial
Taxei{el-YaienDi-\eg|olu(oya)

Analysis

WhichoftheaboveareappropriateusecasesforPerformanceAnalytics?Whichare betterto
addresswithReporting?
Answers:

DepartmentHeadcountOverTime- HistoricalPerformanceTrend,useAnalytics
CurrentBreakdownofEmployeesbyDepartment- Real-Timeinformation,useReporting
IncidentMeanTimeResolutioncomparedtoSLA- ScoretoTargetComparison,useAnalytics
withTargets
Numberofcriticalticketsasa fractionofalltickets- MetricInference,useAnalyticsandFormula
Indicators
ForecastofHRCaseResolutionTimesover nextmonth-PredictiveAnalytics
IncidentDescriptionAnalysis- TextAnalytics,a featureofPerformanceAnalytics

PerformanceAnalyticsIntroduction
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PerformanceAnalyticsApplicationRoles
PerformanceAnalytics

Contextualsecurityrequires
application-andmodule-

specificroles

 

Indicators
Breakdowns A jalSources ThresholdAdmin TargetAdmin PAContributor
TextAnalyticsExternalData

> DataCollectorAutomation

SS)
> Troubleshooting

Hereare theapplicationrolesthatinteractwithPerformanceAnalytics:
PAAdministrator:CreatesIndicators,Breakdowns,andDashboards.Managesdatacollection,
configuresjobsandsources,andeditsPerformanceAnalyticssystemproperties.Containsthe
pa_data_collectorandpa_power_userroles.

PAPowerUser:CreatesIndicators,Breakdowns,andDashboards.Cannotcreateor editdata,
configurecollectionjobsor sources,andhaslimitedabilitytoeditPAsystemsettings.Contains
pa_threshold_admin,pa_target_admin,andpa_contributor.
PADataCollector:Cannotcreateor viewindicatorsandBreakdownsbutcancreateandeditdata
collectionjobsandIndicator/Breakdownsources.Hassome limitedabilitytoeditPAsystem
properties.Containsthepa_viewerrole.

PAContributor:CanaccessandmodifyselectScoresheetstowhichtheyaregivenaccess.
PAThresholdAdmin:CancreateThresholdsintheAnalyticsHub.
PATargetAdmin:CancreateTargetsintheAnalyticsHub.
PAViewer:CanonlyaccessDashboardsandtheAnalyticsHub.

PerformanceAnalyticsIntroduction
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DeploymentOptions

servicenow.

TheServiceNowplatformoffersfreecomplimentaryusageofPerformanceAnalyticsforIncident
Management.PerformanceAnalyticsforIncidentManagementcomeswith2dashboardsvisualizing
15-20bestpracticeKPIswithupto180daysofscores.

ThefullversionofPerformanceAnalyticsisapremiumadd-onforServiceNow.Itbundles
performancescorecardsandmanagementdashboardsthatautomateKPIreportinganddeliver
advancedanalyticalcapabilities.Whenpurchased,customerscanadd,modify,or deleteindicators
foranyapplicationthatrunson theServiceNowplatform.100+KPlsare includedwiththePremium
version.

Licenseactivation:Systemadministratorscanactivatethepluginforthelicensedversionof
PerformanceAnalytics.Thespecificpluginyouactivatedependson theproductarea forwhichyou
havepurchasedasubscription.Formore information,seeGettingStartedwithPerformance
Analyticson thePlatformAnalyticsCommunitypage.
Link:https://www.servicenow.com/community/platform-analytics-articles/getting-started-with-
performance-analytics-platform-analytics/ta-p/2469736
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Whatare AnalyticsSolutionsakaContentPacks?
 

is]Ufare](=e)ime]6)0)|(er-yatoya)
specificIndicators,
(eo)|(=Yerdrolale)olsur-lare|

Dashboardvisualizations

50+AnalyticsSolutions
(Plugins)existsforITSM, a

~

ITOM,CSM,HR,etc. 100.0%y 61.5days soem=   

AVulnerabilityManagementdashboardisavailablewiththe
PerformanceAnalytics- ContentPack- VulnerabilityResponse

PerformanceAnalyticscomplementsmostin-platformapplicationswithreadilyavailableIndicators
andDashboardsbundledinprocessContentPacks.ManyContentPacksareavailableaspluginsin
thebaselineServiceNowinstance.
ContentPacksprovidecontentfor350+KPIs/200+reports/50+dashboardstailoredforspecific
ServiceNowbusinessapplications.
ContentPacksallowforthequickonboardingofapplicationssuchasHR,Facilities,Financial
Management,KnowledgeManagement,RequestManagement,ServiceDeskChat,Cloud
Management,VendorManagement,CustomerService,etc.

ContentPacksareavailableformanyapplicationssuchas:

* ServiceManagement
Â¢ ITOperationsManagement
* Project&FinancialManagement

HumanResourcesManagement
CustomerServiceManagement
SecurityOperationsManagement
ServiceStrategy

VisitthePerformanceAnalyticsCommunityforthemostup-to-dateinformationon ContentPack
availability.

PerformanceAnalyticsIntroduction
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Architectureand|

DataDefinition
Business

AnalyticsHub Dashboards

6)
ThresholdWidgetDe.isbyai

ElementFilters

AXEe]5O ml @
X{DataCollection}{

â€œ=| â€œal â€œaI

IndicatorSources BreakdownSources

SBusinessProcessTables=
Visualization
Data

Hereisa high-levellookatthePerformanceAnalyticsarchitectureandcomponents:
Atthelowestlevel,yourbusinessactivitiespopulatetheProcessTablessuchas incident,
problem,etc.

IndicatorSourcesarecreatedusingtheConditionsthatextractspecificrecordsfromprocess
tables,suchasOpenIncidents,or NewProblems.

IndicatorsarecreatedusingIndicatorSourcesanddefineactualKPIstomeasure,suchas

IncidentsresolvedbyfirstAssignedgroup.

IndicatorscanhaveTargets(goals)andThresholds(criticalor boundaryconditions).
BreakdownSourcesandBreakdownsallowfordimensionalanalysisofindicatordata.

DataCollectionJobsrun on ascheduledbasisandpopulatetheIndicatorSourcesandIndicators
aswellasBreakdownSourcesandBreakdowns.

WidgetsarecreatedtovisualizeIndicatordata.

ElementFiltersapplyto BreakdownTrendsasfilters.

Oncethecollectioniscomplete,datacanbeviewedintheAnalyticsHubandDashboards.

Multiplewidgetsare placedon dashboardsandsharedwithstakeholders.

PerformanceAnalyticsIntroduction
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PerformanceAnalyticsResources
 

Communityâ€” LandingPage
Â° AskQuestions
* ReadBlogs PlatformAnalytics
Â¢ â€”StayInformed siaceieanecisesos

DocumentationPortal
* ReleaseNotesandDocs

PlatformAnalyticsResources

?
DeveloperPortal Q i

Requesta PersonalInstance    Makesureto bookmarkthefollowingURLs:

PlatformAnalyticsURL:PlatformAnalytics- ServiceNowCommunity 

GettingstartedPerformanceAnalyticsURL:GettingStartedwithPerformanceAnalytics~ Plath.-

ServiceNowCommunity
Subscribeforemailupdateson articles,blogposts,andevents.

 

Otherusefulresources:

DeveloperProgram:ServiceNowDevelopers
LatestReleaseNotes:Vancouverreleasenotes(servicenow.com) 

ProductDocumentation:ProcuctDocumentation|ServiceNow 

PerformanceAnalyticsIntroduction
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PerformanceAnalyticsIntroductionLab

Ko]om|
molacelian
AnalyticsNavi

1.1PerformanceAnalyticsEssentialConcepts
InthislabyounavigatetheUserInterfaceandbecomefamiliarwithapplicationmodules.

* ImpersonatevariousPerformanceAnalyticsroles
* ReviewPerformanceAnalyticsApplicationsandModules

PerformanceAnalyticsIntroduction
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PerformanceAnalytics Lab
Navigation 1.1

215minutes

Ko]eK@)0)(YeaiWZ-15
AstheGlideHavenPerformanceAnalyticsAdministrator,youneedto familiarizeyourself
withtheServiceNowinterfaceandthePerformanceAnalyticsapplication.Toaccomplish
thistask,performthefollowingactivities:

e ExplorePerformanceAnalytics
e Practicerole-basednavigation
e InstallaContentPackfromtheAdminConsole

A.NavigatingApplicationsandModules

InstanceAccess

ThePerformanceAnalyticsapplicationcontainsmodulesthatletyouviewandconfigurethe
differentcomponentsrequiredbybusinessserviceanalytics.Inthissection,youaccessthe
instanceandpracticemodulenavigation.

1. Loginto theServiceNowpersonallabenvironmentusingtheinstanceURLand
administrativecredentialsprovidedbyyourinstructor.

2. ConfirmthattheSystemAdministrationhomepageisdisplayedbeforeproceeding.
servicenowAi FavoritesHiston ioe â€˜Sharedadmindashboard

7Fier

WelcometoAdminHome,System!

â€˜Trackwhat'simportanttoyou

Sharedadmindashboard~   

PerformanceAnalyticsNavigationLab
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servicenow

Note:Formoreconvenienceandnavigation,clickthepinicontopin
theAllmenu.

ModuleNavigation
1. TypeinPerformanceAnalyticsintheFilternavigatorfield.

servicenow
VYPerformanceAnal

FAVORITES.

NoResults

ALLRESULTS

\ PerformanceAnalytics

}Note:ThisactiondisplaysonlythosemodulesandapplicationswithPerformanceAnalyticsin
thetitle,suchasPerformanceAnalytics.

2. HoverovertheDashboardsmoduleandselecttheStaricontocreateafavorite.
PerformanceAnalytics

Favoriteadded
Namex

PerformanceAnalytics-Dashboards

foplevel(default)

More

3. Hoverover theAnalyticsHubmoduleandselecttheStaricontocreateanother
favorite.

Favoriteadded

PerformanceAnalytics-AnalyticsHub

Toplevel(default)

4. Createa favoritefortheentirePerformanceAnalyticsapplicationbyclickingtheStar
iconnextto thePerformanceAnalyticsmodule.

PerformanceAnalyticsNavigationLab
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5. ClicktheFavoritesmenu toviewonlyyourfavorites.

servicenowAi

V perf

TES

I Note:Youcanalsoviewyourfavoritesinthefilternavigatorpanel.

B.PerformanceRole-BasedAnalyticsNavigation
DifferentPerformanceAnalyticsrolesare restrictedtospecificfunctionalityoftheapplication.
Inthissection,youpracticeroleimpersonation.

PAAdminNavigation
1. ClicktheSystemAdministratoravatartoexpandtheUsermenuintheUnifiedNav

andclickImpersonateuser.

ES aiable@

=)SystemAdministra...

Profile

Preferences
Â©

Impersonateuser

?

Elevaterole

Logout

2. TypePAAdminintheSearchforuserfield.SelectthePAAdminfromthelistand
clickImpersonateuser.Theapplicationautomaticallyrefreshesaspertherolesand
privilegesofthecurrentlylogged-inuser.

 

Impersonateuser

 

{PAAdmin] 

 

pa PAAdmin
admin

  Cancelimpersonateuser

 

PerformanceAnalyticsNavigationLab
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3. Closethepop-upwindowbyselectingâ€˜xXâ€™.
servicenow

Note:Formoreconvenienceandnavigation,clickthepinicontopin
Allmenu.

TypeperfintheFilternavigatorfieldandreviewthecontentsofthePerformance
Analyticsapplication.

IQuestion:Doyouseeanyofthefavoritescreatedearlier?Whyor whynot?

ConfirmthatthePAAdminuserhasaccesstothefollowingmodulesâ€” Dashboards,
AdminConsole,Widgets,AnalyticsHub,Scoresheet,Indicators,Breakdowns,
Sources,DataCollector,Automation,System,anda fewothers.

CreateFavoritesforthesetwomodules:DashboardsandAnalyticsHub.

Navigateto PerformanceAnalytics> Dashboards.

TypeIncidentintheSearchbynameor groupbox.
Dashboards

 

   

fNote:Shownaboveare Dashboardsthatbelongto theIncidentgroupor haveIncidentintheir
name.

9. SelecttheDashboardcardoftheIncidentManagementdashboard.
 

  I Question:Whatneedstohappentohavedataina PerformanceAnalyticsdashboard?

PerformanceAnalyticsNavigationLab
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PAPowerUserNavigation
1. ExpandtheUsermenu inthePolarisUnifiedNavandselectImpersonateanother

user.

I Note:PolarisisthedefaultthemeforinstanceswithNextExperienceenabled.

ImpersonatePAPowerUser.Theapplicationautomaticallyrefreshesasperthe
rolesandprivilegesofthecurrentlyloggedinuser.

Closethepop-upwindowbyselectingâ€˜xâ€™.

}Note:Formoreconvenienceandnavigation,clickthepiniconto servicenow

pinAllmenu.

TypeperfintheFilternavigator.
Createa favoriteforthePerformanceAnalyticsapplication.
ConfirmthatthePAPowerUserhasaccessto thefollowingmodulesâ€” Dashboards,
Widgets,AnalyticsHub,Scoresheet,Indicators,Breakdowns,Automation,System,
anda fewothers.

NavigatetoPerformanceAnalytics> Indicators>AutomatedIndicators.

Note:ThedefaultdeploymentofPerformanceAnalyticsconsistsofmultipleIndicatorsdesigned
tomonitortheIncidentManagementprocesses.

IQuestion:WhichKPlsarededicatedtotrendingresolvedIncidentsInformation?

Navigateto PerformanceAnalytics>AnalyticsHub.

Question:DotheIncidentIndicatorshaveanyScore,Change,andTrendsdatayet?Whatneeds
tohappenforanalyticsdatatoshow?

 oe i iC
ThName

Yr Â©Kofincidentsresolvedbyfrstassignedgroup
Sr Â©%ofneweriticalincidents

fr Â© of openincidentsnotupdatediniast30days    PerformanceAnalyticsNavigationLab
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DataCollectorNavigation
1. ExpandtheUsermenu inthePolarisUnifiedNavandselectImpersonateanother

user.

TypePADataCollectorintheSearchforuserfield.

SelectthePADataCollectoruser.

If apop-upwindowappears,closethewindowbyselectingâ€˜xXâ€™.

|Note:ThePADataCollectoristheonlyuser,otherthanPAAdmin,withaccesstodata
collectionanddatasources.

servicenow
Note:Formoreconvenienceandnavigation,clickthepiniconto
pinAllmenu.

5. Navigateto PerformanceAnalytics> DataCollector>Jobs.

 7 Â©Saedueaoutacotecohane = [sewn + Â© [Actowonsencesrom.Â»){All>Run!=Once> Namedoesnot containPAAnalyticsÂ»Benchmarkingdatacollection= fase

Name Time Active

â€˜AdminCents true

Admin <4

CMDBWorkspaceAga
CMDBWorkspaceAga

ScorecardData Collection

{iCenterAnalytics]DailyDataCollection

{PAIncident]DallyDataCollection

[PAIncident]HistoricData

[PASC]ComplianceScoreDataCollection  [PAVSC]DailyDataCollection  Questions:Whatalljobshavebeenconfiguredfordatacollection?Areanyofthecollection
jobsactive?

6. CreateFavoritesfortheJobsandJobLogsmodules.

servicenowAll favorites History We!

Home

DataCollector-Jobs

DataCollector-JobLogs

PerformanceAnalyticsNavigationLab
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ContributorNavigation
1. ExpandtheUsermenu inthePolarisUnifiedNavandselectImpersonateanother

user.

2. TypePAContributorintheSearchforuserfieldandselectthePAContributoruser.

3. Ifa pop-upwindowappears,closethewindowbyselectingâ€˜xâ€™.

Note:Formoreconvenienceandnavigation,clickthepiniconto servicenow

pinAllmenu. vir

4. TypeperfintheFilternavigatorandreviewthecontentsofPerformanceAnalytics.
5. SelecttheAnalyticsHubmodule.

Note:Acontributorneedstobeexplicitlyaddedtoan indicatortohaveaccesstoitsdetailed
scoreinformationintheAnalyticsHub.

6. CreateafavoritefortheScoresheetandAnalyticsHubmodules.

ViewerNavigation
1. ExpandtheUsermenu inthePolarisUnifiedNavandselectImpersonateanother

user.

TypePAViewerintheSearchforuserfieldandselectthePAVieweruser.

If apop-upwindowappears,closethewindowbyselectingâ€˜xâ€™.

Note:Formoreconvenienceandnavigation,clickthepiniconto servicenow
pinAllmenu.

PerformanceAnalyticsNavigationLab
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4. TypeperfintheFilternavigatorandreviewthecontentsofPerformanceAnalytics.

I Question:HowdoesthePAVieweraccesscomparetothePAContributoraccess?

5. CreateFavoritesfortheAnalyticsHubandDashboardsmodules.

PerformanceAnalytics-Dashboar...

Â©PerformanceAnalytics- Analytics

C.ContentPackInstallation
Inthissection,youinstallan additionalContentPacktodeployKPIsfortheIncidentSLA
Managementprocess.

ContentPackActivation

ExpandtheUsermenuandclickEndimpersonationto resumetheidentityof
SystemAdministrator.

Navigateto PerformanceAnalytics>AdminConsole.

SelectPluginListunderContentLibrary.
servicenow

Â®AdvancedConfiguration   

4. Reviewthelistof~60solutionsandContentPacks.

Question:Whatcontentpacksdoyouseethatrelatetoprocessesandapplicationsyoumanage
andmaybehelpfultoaddtoyourPerformanceAnalyticsdeployment?

5. SelecttheShow/hidenaturallanguagefilterbutton.

PerformanceAnalyticsNavigationLab
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6. Typeâ€œnamecontainsslamanagementâ€•andpressAskor theEnterkey.
 

AdminConsole[PerformanceAnalytics]>ContentLibrary

=v Saasicone+ |Search Â©|Actionsonselectedro 

  Whatdoyouwanttoseeâ€™[AskllTipsfor improvingyourqueries
All>IDstartswithcomsnc:pa.or. IDincomglide.nlu.pa,comglide.cs.pa,SNPORTAL_DB,SN_SIR_ANALYTICS,comglideplatform_ml_pa,SN_VULANALYTICS,SN_TOURANALYTICS,sn_devo

Name= VersionStatus 1D AnalyticsCenter 1.00 @Active comsne,pa.analytics.center
 

OpenthePerformanceAnalyticsâ€” ContentPackâ€” IncidentSLAManagement
plugin.
SelecttheActivate/RepairRelatedLink.
 

RelatedLinks
Activate/Repair   

ProceedwithactivationbyclickingActivateintheActivatePlugindialog.
 
ActivatePlugin

â€˜|PerformanceAnalytics- ContentPack- IncidentSLAManagement
PerformanceAnalyticscontentpackforIncidentSLAManagementout-of-the-box
KPIs.Activationofthispluginonproductioninstancesmayrequireaseparate
PerformanceAnalyticslicense.ContactServiceNowfordetails.

Thispluginisassociatedwithafor-feesubscription.MoreInfo
Youcanviewthelistofyoursubscriptionsonyourproductioninstance.Clickhere

Plugindependencystatus

PerformanceAnalytics currentlyinstalled

Learnmore  10.Waittilltheactivationcompletessuccessfully.
11.Oncecomplete,pressClose&ReloadFormto exitPluginActivation.

 
PluginActivation

&Success
PerformanceAnalytics- ContentPack- IncidentSLAManagementwasactivated

(a ene[ST 

PerformanceAnalyticsNavigationLab
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PreviewNewContent

1. Navigateto PerformanceAnalytics> Indicators>Automatedindicators.

2. SelecttheShow/hidenaturallanguagefilterbutton.

3. Typeâ€œindicatorsourcecontainsincidentâ€•andpressAskor theEnterkey.
 

dicatorsView:Automated|fortext + |Search

indicatorsourcecontains||Ask||Tipsforimprovingyourqueries
All > Type= Automated> IndicatoPSourceNamedoesnotcontainAnalytics> Benchmarkingindicator!=true> Namecontainsincidents

( QName UnitKey Frequency Indicatorsource PublishonAnalyticsHub

â€œincidents |Search }|Search |Search !"Analytics|__|Search

Numberofincidents falseDaily Incidents.Closedfalsenotsolved

Numberofincidents
easebyaattcarvicn falseDaily Incidents.Closedfalse

Numberofclosed f Incl z
incidents alse Daily Incidents.Closed

â€˜Summeddurationof fal: fT le
closedincidents Bice Daily incidents.Closed  4. Next,typeâ€œgroupbyindicatorsourceâ€•andpressAskor theEnterkey.

Question:CanyoutellwhichadditionalindicatorswereinstalledwiththeIncidentSLA
ManagementContentPack?

= VY@~"View:Automated|fortext + |Search

groupbyindicatorsourct||Ask_||Tipsforimprovingyourqueries

All> Type= Automated> Indicator SyrceNamedoesnotcontainAnalytics> Benchmarkingindicator!=true> Indicator

   

 

>Â» (J) QName UnitKeyFrequencyIndicatorsource
> Indicatorsource:incident.assignedToMe(2)

> Indicatorsource:Incidents.Closed(4)

Indicatorsource:Incidents.New(2)

Indicatorsource:Incidents.OLA.Open(2)

Indicatorsource:Incidents.OLAResolved(2)

Indicatorsource:Incidents.Open(8)

Indicatorsource:Incidents.Resolved(4)

Indicatorsource:Incidents.SLAOpen(5)

Indicatorsource:Incidents.SLAResolved(4)   

Hint:ThePerformanceAnalyticsâ€” ContentPackâ€” IncidentSLAManagementinstallsindicators
withsourcecontainingOLAandSLA.

PerformanceAnalyticsNavigationLab
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5. Navigateto PerformanceAnalytics> DataCollector>Jobs.
   

= Â©Shetibucoon [tane > [sere 7 Â©[Menmnncerom 
I > Run!= Once> NamedoesnotcontainPAAnalytics> Benchmarkingdatacollection= false

Name =

â€˜AdminCenterDailyDataCollection

â€˜AdminCenterHistoricDataCollector

CMDBWorkspaceAggregatesDallyCollection

CMDBWorkspaceAggregatesMonthlyCollection

CMDBWorkspaceCollection

MultisourceDashboardCollection

(On-Call:Dailycollectionofescalationsdata

ScorecardDataCollection

[iCenterAnalytics]DailyDataCollection

[PAIncidentSLA]DailyDataCollection

[PAIncidentSLA]HistoricDataCollection

[PAIncident]DailyDataCollection

[PAIncident]HistoricDataCollection

[PASC]ComplianceScoreDataCollection  [PAVSC]DallyDataCollection Question:Whatadditionaljobswereinstalledwiththenew ContentPack?

Hint:Lookforâ€˜IncidentSLAâ€™inthejobname.

6. Navigateto PerformanceAnalytics>Dashboards.

7. DisplayAlldashboardsbelongingto theIncidentSLAgroup.
 

Dashboards

RecentOwnedbyMeSharedwithMeAll Groupfilter|AllGroups +) SearchdashboardQincidentsla
IncidentSLAManagementâ€˜OverdueIncidentStateMonitor â€˜OverdueIncidentAgeMonitor

edenSUA Identsta ndeSAitor Editor Editor

â€˜OverdueIncidentsReports

IncidentSUAEditor    Hint:Selectâ€˜IncidentSLAâ€™intheGroupfilterdrop-down.

Congratulations!
Youhavenow completedthePerformanceAnalyticsNavigationLab.

PerformanceAnalyticsNavigationLab
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ModuleRecap

Whatisan Indicator?
Abusinessprocesshealthmeasurementisrecordedover time.

WhatisaDashboard?
Anarrangementofrelatedprocessvisualizationsillustratingprocesshealth.

Howare ReportingandPerformanceAnalyticsdifferent?
AReportisadatasummarymeasuredataspecifictime.Itdescribesaprocessonlyatthecurrent
moment.PerformanceAnalyticstracksabusinessprocessusingIndicators- seriesofmeasurements
collectedover time.UsingPerformanceAnalyticstrends(Indicators),youcandescribehowa

processhaschangedandevolvedover time.

PerformanceAnalyticsIntroduction
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ModuleObjectives
DescribetheDataCollectionProcess

Configurea CollectionJob

ApplyBreakdownExclusions|pXojCo@Co)|{Yea[fo]a) Managecollectiondatagrowth
LabsandActivities

2.1DataCollection

ThismoduleintroducesServiceNowPerformanceAnalyticsDataCollectionâ€” thecoreprocessthat
feedsraw measurementdataintoPerformanceAnalyticsscoretables.PerformanceAnalyticsscore
tablesare usedtoprovidedataforAnalyticsHubandDashboardwidgets

DataCollection
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WhatdoesDataCollectiondo?
 

Indicator

OpenCases
OpenCases
OpenCases

 

GeneratePeriodicSnapshots
 

(@fe](eU(elimlavel(exel(elaniore)ios
OpenCases- DailyTrend

65

EnableIndicatorVisualizations

9/0 .7Aal92

Unlikereporting,collectiondoesnotdirectlyquerythebusinessprocesstablesinreal-time.Rather,
itgeneratesperiodicsnapshots(oftendaily)so thatan accuratetrendoftheprocesscanbe
constructed.
PerformanceAnalyticssnapshotsarethelistsofrecords(sys_ids)thatarecollectedatthetimethat
thescoresforthoserecordsare collected.

DataCollection
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WheredoesPerformanceAnalyticsDatacome from?

1 y x)
Usersinteractwith Collectionreadsprocess Indicatorscoresare

Eyeye)ifer-lalolace-lare|dataandcalculates storedindedicatedPA
generateprocessrecords Tate](er)no)mctore]c=) Scorestables

Indicatorvisualizationsare populatedwithdatafromScorestables ail
Analyticsdataandapplicationprocessdatacoexiston thesameinstance.Collectionjobsread
processtablesandapplyafilterdefinedbytheIndicatorSource.Theresultingdatasetcalculates
theIndicatorScore,whichissavedtodedicatedscoretables.Widgetsusethescoretablesto
visualizeIndicatortrends.

Thecore PAdatatablesthatstoreIndicatorscoresare:

* Snapshots[pa_snapshots]â€” storessys_idsofrecordsincludedinthecollectionperiod
* ScoresLevel1[pa_scores_|1]â€” storesscoresforindicatorsand1*levelbreakdowns
* ScoresLevel2[pa_scores_I2]â€” storesscores2â„¢levelbreakdowns

Additionaltablesincludedefinitions(Indicator,Breakdowns,etc.)andvisualizationtables(widget,
dashboard,etc.).Intotal,thereareover50additionalPerformanceAnalyticstablesdedicatedto
supportingvariousanalyticsprocessesâ€” datadefinition,collection,andvisualization.

DataCollection
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SourcesandIndicators

IndicatorSourcesdefinethesub-set
ofdatayouwanttoseefrombusiness

tables

Tatel(erclnelgcme-](o0]elusmualem>cle
measurementyouwantto track

fromIndicatorSources:
 IndicatorSource

Incidents.Closed

ConditionsEa
* CONDITIONS

<|=

Alloftheseconditionsmustbemet

Closed yon v| Today  
Indicatorsbasedon theIncidents.Closed:

â€” Numberofclosedincidents
â€” NumberofincidentsclosedbySelfService
â€” Numberofincidentsnotsolved
â€” Summeddurationofclosedincidents 

(Go)|[-Leidlolama-inalm MalemLael(er-lnelmsol0]ger-Mel-1e-We]aveer-](@0](-1n-tmnalmlale|(e-]Kelg
Scorebysummingor aggregatingrecordsintheIndicatorSourceandapplying

EVeloliatoyar-]mexolareliu(olans

SimilarIndicatorsshareacommonIndicatorSource,whichdefinesthebasedataset.Indicator
scoresare calculatedduringcollectionusingtheSource(basedata)andapplyingaggregatesand
additionalconditions.AdetailedexplanationofIndicatorsandSourcesisprovidedinModule4of
thiscourse.

TheseIndicatorsareallbasedon theIncidents.Closedsource:

* Numberofclosedincidents- calculatedasa countofallrecordsintheIndicatorsSource.

NumberofincidentsclosedbySelfService- calculatedasa countofallrecordsinthe
IndicatorsSourcethathavebeenresolvedbyCaller.

Numberofincidentsnotsolved- calculatedasa countofallrecordsintheIndicatorsSource
thathavenotbeensolved.

Summeddurationofclosedincidents- calculatedasasumofthedurationofallrecordsin
theIndicatorsSource.

DataCollection
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DateProcessingDuringCollection

EveryIndicatorSourcehasa DATEcondition

DuringCollection,TodayisREPLACEDbytherespectivedate:

SELECTsys_idFROMtask IndicatorSource
=

; WHEREsys_class_name=â€˜incidentâ€™- Factstable|Incidentincident)
Condit FNN|D)

(opened_at>= '2020-08-1300:00:00"  ANDopened_at<= '2020-08-13 

Thedatesinthequeryaredynamicandcorrespond
totherespectivecollectionperiod 23:59:59)

servicenow.

Important:EveryIndicatorSourcehasa DATEcondition.ThatConditionisbuilton a Date/Timefield
suchas:Created,Opened,Updated,Resolved,or Closed.Duringcollection,theIndicatorSourceis
retrievedusingtheSourceconditions.ThedynamicTodayoperatorisreplacedbytherespective
dateas intheexampleshownintheslide.

TheCollectionprocessrunsasinglequeryperIndicatorSourceperperiod.Thisisthefirststepin
thecollectionprocess.Forinstance,ifyouhaveconfiguredajobto run for30daysandthejob
collectsrecordsfortheNumberofopenIncidentsandNumberofnew incidentsindicators,thejob
willexecute2queries(oneforIncidents.NewandoneforIncidents.Openindicatorsources)foreach
dayitruns,whichis30x 2or 60queriesto theincidenttableintotal.

Additionalconditionsor aggregatesare handledinmemoryanddonottriggeradditionalqueries.

DataCollection
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HowdoesCollectionwork?
ACollectionjobdefines Thecollectionprocess Thequeryretrievesa setof

Tatel(er=\volece-lare|executesa Queryper recordsys_idsandadditional
Breakdownstopopulate IndicatorSource attributes

CollectionJob DatabaseQuery ResultSet
in

v

SpecifiesIndicatorSources, gy gyIndicators,Breakdowns
4a

IndicatorScoreiscalculated
andstoredinScoreTable(s)

ProcessTable

DatacollectionjobsrunagainstServiceNowprocesstablesto retrieveIndicatorscores.Thescopeof
acollectionjobisdefinedbythespecifiedIndicatorsandBreakdowns.Inaddition,everyindicatoris
basedon an Indicatorssource.TheconditionoftheIndicatorSourceisusedtoexecutea database
queryandreturnasetofrecords.Then,foreachIndicatorandBreakdowncombination,the
respectivescore isdeterminedbyapplyingaMap/Reducefunction.

Scoresarestoredinthepa_scores_|1andpa_scores_|2tables.

Thepa_snapshotstableisa relatedtableusedtostoretherespectiverecords(sys_ids)represented
bythescoreor thesnapshot.AsnapshotismadeonlyforindicatorswithCollectrecordsselected.
Foreachtimeperiodforwhichthecollectionruns,a listofsys_idsisgeneratedbasedon the
Indicatordefinition.

DataCollection
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DataCollectionSetup
CollectionParameters- how

manyintervalstocollectfor
andwhentostartandend

JobParametersâ€”whento

collect,howoftentorepeat,
andwhattimezone tousefor
thejobqueries/scripts

Indicatorsâ€” metricstocollect

 

 
SSAreasreece ee fatexecute Now cancelJot lete |[PA

Incident]DailyDataCollection Update||& NeCancel Job||Dek +

> Name|[PAIncident]DailyDataCollec ApplicationGlobal

Description|PerformanceAnalyticsDailyDataCollectionforthelimitededitionsetofindicators.

Collectionparameters
 

Providethescorecollectionparameters.Whencollectinginthepastdonotgobeyondthenumberofdaysthatscoresandsnapshotdata|

isretained,becausescoresandsnapshotdataisthenremovedautomatically.SeethePerformanceAnalyticsproperties.J 

Operator|Relative v

>k Relative 1 > Relativeend
start

Relativeend
Relativestart|days.ago â€œ. interval

Interval

Jobparameters
 

{Specifywhentorunthescheduleddatacollectionjob. 

Runas|PADataCollector
Runastz|System(UTC)

Active

Run|Daily

Collect|Bothscoresandtextinde>Â¥

Time|Hours|23  |00|00

Conditional 

Collectionjobsdefinetheperiod(interval),schedule(frequency),andmetrics(indicators)tocollect.

Collectionparameters-

* Operator:Fixedor Relative.
Fora Fixedcollection,youdefinetheFixedstartandFixedendofthecollection.
Fora Relativecollection,youdefinedthefollowing:
* NumberofRelativestartandRelativeendintervals.
* RelativeStartintervalandRelativeEndinterval:days,weeks,months.

Intheexample,thejobcollectsscoresforyesterday(starting1dayagoandending1dayago).

JobParameters-

* Runas-a dedicatedaccountto runcollectionas.
Â¢ Runastz - thetimezonetousewhenevaluatingjobscriptsandqueries.

Active- enableor disablethejob.
Run- repeatfrequency:Daily,Weekly,Monthly,Periodically,andOnDemand.
Collect- numericscores,textpatterns,or both.
Time- thetime,inthelogged-inusertimezone,thatthejobwillrun. UsesUTCifnotset.

DataCollection
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HowOftenShouldyouCollect?
PNINNSyusvoialrel](-Lo1a(oe|(omCo)|(-Yerdlola) IFNEEDED:On-demandHistoricCollection

* Eachrun calculatesa scoreforthepastperiod* Asinglerun generatesscoresformultipleperiods
* Ahistoricaltrendisbuiltover time * Historicaltrendavailablerightafterjobexecution
* DailyisthesmallestavailablejobfrequencyConfiguredasa one-timeor on-demand
* Scheduledasrecurring,single-periodcollection Runonlywhenno pastperioddataisavailable

  

Collectionparameters Collectionparameters
Providethesorecollectionparameters.Whencollectnginthepastdonotgobeyondthenumberofdaysthatscoresandsnapshotdatalsretained.
becausescoresandsnapshotdatasthenremovedautomaticallySeethe

PerformanceAnalyticsproperties

Singleperiod
â€”re â€”â€”

Multipleperiods
â€”1dayzi mera â€” 180days      

ConfigureaScheduledDataCollectiontocollectsnapshotsofdataatregularintervalsandbuilda
processtrendover time.Everyindicatorwitha Dailyfrequency(akamonitoringdailyactivity)should
beaddedtoa Dailyscheduleddatacollection.WeeklyandMonthlyindicatorsshouldbeaddedto
periodicscheduledjobswiththatrespectivefrequency.

Thefirstjobshownherecollectsscoresforasingleday(yesterday),starting1dayagoandending1
dayago.Thisjobrunseveryday.

AHistoricDataCollectioncollectssnapshotsfromseveraldaysofhistoricdata.It istypicallyonly
runonceforan Indicator,andtheRunintervalissettoOnDemand.Onlyrunhistoriccollectionif
missinghistoricaldata,asthejobwilloverrideanypreviouslycollecteddailyscores.

Thesecondjobshownherecollectsscoresfora multipledays,starting180daysagoandending1
dayago.Thisjobshouldonlyrunon-demand,typicallyatthestartofthePerformanceAnalytics
deployment,whenyouneedtocollecthistoricaldataaboutthepast.

DataCollection
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HowtoSchedulea DataCollectionJob?
{< }= ScheduledDataCollection

<

J
=

[PAincident}DailyDataCollection

 

Jobparameters
 

(Specifywhentorunthescheduleddatacollection}.
SetRunastoadedicatedaccount eS

Rundailyjobsbetweenmidnightand ative

6amfortheRunastztimezone
. <

Collect|BothscoresandtextindeÂ¥

Conditional

Staggerthestarttimesojobsdonot
Update||ExecuteNow||CancetJob||Delete

overlap RelatedLinks

BunDiagnosticsGoodPractices
Addalldailyindicatorstoonlyone on Fe eene

collectionjobscheduledDaily J2b[PAneler DayDataCaection
2 Name   

Collectionjobscanonlybeconfiguredbythepa_data_collectorroleor thepa_adminrole.

Asabestpractice,createadedicatedaccounttorunthecollection.Notethatthecollectionjob
doesnotconsiderthepermissionsoftheRunasuser,so thiscanbea userwithno roles.Havinga

dedicatedcollectionaccountsimplifiesdebuggingandensuresthatthejobwillstillrun even ifa
user isdisabledor deleted.

Noteson ACLs:
* DatacollectorbypassesACLs.
* Whenscriptsare run,theyexecuteastheRunasuser,inscriptsACLsare honored.
* Whendisplayingrecords,theuserâ€™sACLsareenforced.

Noteson timezones:

* Thelogged-inuseralwaysseesthescheduledjobtimeinhisor hertimezone.Iftheuserâ€™stime
zone isnotset,thesystemusesUTC.

TheRunastz parameterisusedonlytosetthetimezonewhenevaluatingjobqueriesand
scripts.

DataCollection
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CollectionProcessPhases
Collectionfollowsan ETL(Extractâ€” Transformâ€” Load)approach: 

InformationCollectingfor20200813on IndicatorSourceIncidents.New

Extract:
InformationFetching"sys_id,assignment_group,priority,category"from"incident"using

: , DBQueryRetrieveIndicatorSource
â€˜SELECTtask0.â€•sys_id*FROMtasktaskOWHEREtask0.*sys_class_name*=

Informationâ€˜incidentâ€™AND(task0.â€•opened_at*>= '2020-08-1300:00:00"AND This myer fee

task0.â€•opened_atâ€•<="2020-08-1323:59:59") NISProcessIs

InformationFetched3rowsfromIndicatorSourceIncidents.New(factstable:incident) repeatedforeveryTransform:  

IndicatorSource 

CalculateIndicatorScore InformationApplyingmap/reducefunctionforindicatorsourceIncidents.New]andeveryperiod
 

intheCollection 

InformationStoringcollectedresultsforindicatorsourceIncidents.New ra .

configuration[Key-e
Information_Scoresstored:3

StoreScores   InformationStoredcollectedresults
 

Navigateto DataCollector>JobLogsandreviewthelistofavailableJobLogs.Eachentryhasa
State(Collectedor Collecting),CompletedTimestamp,RunTime,andnumberof
Inserts/Deletes/WarningsandErrors.

Fora moredetailedreviewandtoverifyifanyerrorsor warningsarepresent,openthejoblogand
filterouttheInformationalmessages.

Attimes,youmaywishtoverifythecollectionflow.Foreachindicatordailyscore,thesystem
performsa predefinedsequenceofstepsto readthedata,storeit inatemptable,aggregate,and
copyitto thepa_scores_l1,pa_scores_I2,andpa_snapshotstables.Whenvalidatingsources,
reviewthefieldsandqueriestoconfirmthatthecorrectqueryisbeingrun.

DataCollection
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CollectionLogs  

Incicators(12)"JobLogs(1)|DiagnosticRests
* NavigatetoDataCollector>JobLogsor = oY [creates- [secs

lookintheJobLogsrelatedlist â€˜eoraiser tra

created

* CheckforErrorsandWarnings    

GeneralPropertiesandspecificJobIndicatorSettings:
 blogs (5622)|Dagon ProcessingndcstorSourceIncidentsese207STORIES EELOIS=v [sequenceÂ« [searen eater habeofcidmeetsbytsaseBespo densntsoysoracarescsi eansenarisineocetSaDxsOb,tinalCondonassgrnetcout, Collet

Sequence= Created eve
nacater:amberfines esoonthesameopened7220202 rdtetnexVl ofpropertiesnt a6 es,naConanestedBSANEASCPENe2842.15

sngnestedcoecton.Noteatchnersfn Supprtedwthnestedcolectons.
2022023 wematon otectngor221876oncaterSocecientsRohe

222 wematcn SELECTaa" J FROMaskakoWHEREkd 9s name

FetchedromsromcateSourssentashettsbleeet     
icalWarni

Totroubleshootcollection,navigateto DataCollector> JobLogsandreviewthelistofjobruns.

EachjobhasaState(Collectedor Collecting),CompletedTimestamp,RunTime,andthenumberof
Inserts/Deletes/WarningsandErrors.

Fora moredetailedreviewandtoverifyifanyerrorsor warningsarepresent,openthejoblogand
filterouttheInformationalmessages.

Thefirstfewjobentrieslistthecurrentlyconfiguredcollectionproperties.Then,thespecificjob
configurationofeachindicatorislogged.

Foreachindicatordailyscore,thesystemperformsa predefinedsequenceofstepsto readinthe
data,storeitina temptable,aggregate(applymap/reduce),andcopyto thepa_scores_I1,
pa_scores_|2,andpa_snapshotstables.Allofthesestepsare loggedwithdetailon theSource
query,breakdowns,additionalconditions,etc.

DataCollection
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HistoricCollectionLimitations

Itisnotpossibletoretrieveaccuratehistoricalscoreson OPEN
records,so excludethosefromHistoricalCollections

* Indicatorsthatfocusedon fieldsthatchangeduringthelifecycle
oftheopenrecord

Example:lastupdatedate,reassignmentcount,breached

GoodPractices
* Breakdownsonfieldsforwhichthevalueschangeduringthe
lifecycleoftheopenrecord

Example:assignmentgroup,state

CertainIndicatorsandbreakdownsdonotmakesensetocollecthistoricallybecausetheirvalues
change,andServiceNowdoesnottrackthesechanges.Whenthechangesare nottracked,Historical
collectioncanonlyâ€œseeâ€•thecurrentvalueandcannotprovidereliablebreakdowninformation.

ConsidertheNumberofOpenincidentsindicatorwithAssignmentGroupandStatebreakdowns.
HistoricalcollectionretrievesthecurrentAssignmentGroupandStatevaluesandcannotprovidean
accuratehistoricaltrendofwhatthesevalueswere aweekago,a monthago.Therefore,the
AssignmentGroupandStateshouldbeexcludedfromhistoricalcollection.Configuredailycollection
to trendchangesinassignmentgroupsandstates.

DataCollection
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WhentoRemoveIndicatorsfromHistoricJobs
CertainIndicatorscannotbeaccuratelycalculatedbetweenHistoricRuns

Example:NumberIncidentsNotUpdatedinLast5Daysâ€”Itsvaluecannotbecapturedif
CollectionrunsWeeklyor Monthly

FirstCollection SecondCollection
Day1 Day30

INC00067OpenedINC00067UpdatedINC00067Closed
t schedu

iINeteloleley/
closed,andwe haveno

ix-rero)ceKe)ato\a(oat-miencole)<
betweenupdates

ConsidertheexampleoftheNumberofIncidentsNotUpdatedintheLast5days.Ifincludedina

dailyjob,thesystemcountsalloftodayâ€™sincidentswithanUpdatedtimestampolderthan5days
andproducesmeaningfuldailydatathatyoucantrend.

If,however,thisIndicatorisincludedina30-dayhistoricjob,theresultsareveryunreliable.For
example,IncidentINC000067wasopenedon Day2afterdatacollection.Itwas nextupdatedon

Day14.So,thetimebetweenupdateswas 13days.Adailycollectionjobcandetectthis.However,
the30-dayhistoriccollectionmissesit.Thesameincidentwas finallyresolvedon Day20.Thetime
betweenthelastupdateandtheresolution(nextupdate)was6days.Again,Historiccollection
missesthisas it isnotscheduledtorun foranother10days.Whenitfinallyrunson Day30,itfinds
IncidentINCO00067ingoodstanding,as ithasalreadybeenclosed.

Asa bestpractice,donotincludesimilarindicatorsinHistoricdatacollectionjobs.

DataCollection
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Activity:IncludeinHistoricalCollectionor Not?

1.#New
Problemsby

Priority

4.#Open
Tatelfe(-Talesm\(ele

(Vjelel-lk-roMam-imele)
days

7.Numberof
OpenIncidentsby

Assignment

2.#Closedor

ResolvedTasksby
Category

5.#OpenIncidents
lo)moler-1aoln)

8.#Open
Incidents

Notupdatedinlast
5days

ArethesescenariossuitableforHistoricalCollectionor not?

Answerkey:

fo
on
ayPwen

Donotincludeas Incidentsare likelytogetreassigned.

DataCollection

3.Numberof
OpenIncidentsby

Age

6.Numberof
OpenChangesby

aiyels

9.#Resolved
Incidentsby
ClosureCode

DonotincludeifexpectingthePrioritytochangeover thelifetimeoftheProblem.

Include,astheCategoryforclosed/resolvedincidentswilllikelynotchangeafterclosure.
Include.Agecanbecalculatedbasedon theCreated/Openedfield.
DonotInclude!HistoricCollectioncannotaccuratelycaptureupdatesbetweencollections.
Include,astheLocationwilllikelynotchangeover thelifetimeoftheIncident.

Include,withtheassumptionthattheChangerecordTypewillstayconstant.

DonotInclude!HistoricCollectioncannotaccuratelycaptureupdatesbetweencollections.
Include.ClosecodewillnotchangeafterIncidentresolution/closure.
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RefineCollectionScopewithBreakdownExclusions
Breakdownsmaybedynamicallyexcludedfromthecollectionforanyreason

ConsiderremovingBreakdownsfromHistoricCollectioniftheirvaluechangesbetweenCollectionRuns
 

<) = Jobindicator~

[PAIncident]HistoricDataCollection- Numberofopenincidents

Example:OpenIncidents
.

%*Job|[PAlncident]HistoricDatacÂ© (oO)byAssignmentGroupâ€” =~Indicator|Numberofopenincidents| Q |[@

ExcludetheAssignment Cotect{Exidethesebreakdowns~ ANDInd

Groupas itwilllikely whenc
Update||Delete

changemultipletimes
V_Excludebreakdownsfortext | Search

ToExclude,setCollect Jobindicator= [PAIncident]HistoricDataCollection- Numberofopenincidents
,

Breakdown
toNoBreakdownsor to

ExcludedBreakdownsExcludethesebreakdowns isis

1 to20f2   servicenow.
 

Tomodifycollectiondetailsforan individualindicator,opentheJobIndicatorfromtheIndicators
RelatedListandadjusttheCollectindicatorandCollectconfigurationasfollows:

Collectindicatorcheckbox:Selectthecheckboxtocollectdatafortheindicatoritself(thisis
enabledthedefault).

* Clearthischeckboxifyouwanttocollectdataforbreakdownsalone,likewhen
collectingforanewbreakdownon anexistingIndicator.

Collectdropdown- Dependingon thesettinginCollect,dataiscollectedforallbreakdowns,no

breakdowns,or none.BreakdownstoexcludearespecifiedintheExcludeBreakdownsRelated
List.

Intheexampleabove,thejobwillnotcollectbreakdowninformationfortheAssignmentGroupand
Statebreakdowns.

DataCollection
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DataGrowthManagement
ScheduledJob- CleanPACollections
* Cleansagedscoresandsnapshots
* Removesdatanotassociatedwithindicatorsandbreakdowns

Dataretentionvariesdependingon theindicatorfrequency:
* Scoresfordaily/weekly/bi-weeklyindicatorsare retainedfor2years
* Scoresformonthly/bi-monthlyindicatorsare retainedfor5years
Datacollectiondoesnotcollectscoresolderthanthespecifiedretentionlimits

ViewdefaultretentionsettingsinPerformanceAnalytics>System>Properties

Sincethescoresandsnapshotstablesmaygrowover time,ascheduledjobisprovidedwhichcleans
upthesetablesdaily.TheCleanPACollectionsjobremovesolddataaspertheconfiguration
properties.Thejobautomaticallydeletesscoresandsnapshotsthatdonothavean associated
indicatoror breakdown(i.e.,ifan Indicatoror Breakdownwasdeleted).
Anumberofpropertiesareconfigurableforincreasedcontrolover retainingscoresandsnapshots.
Theseretentionpropertiesspecifythenumberofperiodsto retainperfrequency.Theycanbe
reviewedbynavigatingto PerformanceAnalytics>System>Propertiesandcanbeoverriddenat
theindicatorlevel.
DefaultretentionperiodsandtheequivalenttimeinyearsforScoresandSnapshots:

 

Indicator Score Score SnapshotSnapshot
Frequency__Periods Years Periods Years

daily 732 2.1 183 0.6

weekly 105 2.1 26 0.5

bi-weekly53 2.1 13 0.5

monthly60 15 1.3

bi-monthly 1.4

quarterly20 . 1.7

half-yearly20 2.5

yearly 10 3
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CollectionBestPractices  

> am,prince]DuynCotton
ecto [FetemanranaJacinto eesStanto

* ValidateIndicatorSourcesbefore
runningCollection

Colletonparameters

ProvidethesorecllectonparametersWhencollectingnthepastdortgobeyondtherumbasofdaythtoresadwracahctdtalaretioed,|

rr
 

* Groupsame-sourceIndicatorsinone

job ems

(Seetohentsnabeediteins
 

 

* ExcludeIndicatorsandBreakdownsthat
are notmeaningfulinahistorical

collection 5 Monthly
Periodically
Once

* CheckDataCollectionJobLogs Ez ereeeee ee

|

BusinessCalendar:EntryEndGoodPractices
* RunHistoricalcollectiononlyifneeded

as itoverridesexistingscores Indicat

servicenow.    

Aboveare somebestpracticestoconsiderwhenrunningtheCollectionprocess.

Tipforsourcecollecting:IndicatorSourcesare populatedonce percollectionjob,storingtheresults
inmemoryandprovidingthedataforallIndicatorsassociatedwiththem.Indicatorsthenusethe
samequeryresultsfrommemoryratherthanqueryingthescoretablesmultipletimes.Withthatin
mind,createâ€œsmartâ€•indicatorsourcesthatcanbesharedacrossmanyIndicatorsforoptimalsystem
performance.
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DataCollectionLab

2.1PerformanceAnalyticsDataCollectionLab:

* Configureandexecutehistoricdatacollectiontogatherdatafromthelastthreemonths.
* EnableDailyDataCollectionJobstocollectPerformanceAnalyticsdatagoingforward.

DataCollection
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DataCollection Lab
2.1

215minutes

Keo]eM@)0)(YeaIM
ThePAImplementationteamatGlideHavenplanstoautomatetheDatacollectionprocess
togeneratepasthistoricaldataandpopulatedashboardson anongoingbasis.Inthislab,
youperformtheseactivities:  ConfigureandexecutetheHistoricdatacollectionjobsforIncidentandIncident

SLA
ConfigureandexecutetheDailycollectionjobsforIncidentandIncidentSLA
VerifyjobexecutionstatusesandexploreJobLogs

A.HistoricDataCollection

PAIncidentHistoricDataCollectionConfiguration
1. Navigatetoyourpersonallabinstance.

2. ImpersonatethePADataCollectorusertoperformtheremainingactivitiesasthe
pa_data_collectorrole.

NavigatetoPerformanceAnalytics> DataCollector>Jobs(orusetheFavorite
createdearlier)andreviewthelistofconfiguredjobs.

   

i

il

Ci
or

a

es

PERERERLLSERFF  reeee{if TEREg
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Notes:
Rundescribesthejobfrequency.
OnDemandmeansajobisnotscheduledtorun regularly.
Timecontainsthescheduledtimeofthejob.
Activeindicateswhetherthejobisactiveor not.

Clicktoopenthe[PAIncident]HistoricDataCollectionjob.
ReviewtheCollectionparameterssection.

Questions:

Howmanydaysdoesthejobcollectdatafor?
Ifthejobisrun today,whatwouldbethestartandendofthecollectionperiod?

ReviewtheJobparameterssection.

Questions:
Isthejobactive?
Whatisthecurrentfrequencyofthejob?

MakethefollowingCollectionparameterschanges:

Relativestart:4 Relativeend:1(unchanged)
Relativestartinterval:monthsago_Relativeendinterval:daysago(unchanged)

 Collectionparameters
"Providethescorecollectionparameters,Whencoletinginthepastdonotgobeyondthenumberofdaysthatscoresandsnapshotdataisretained,becausescoresandsnapshotdatasthenmovedautomaticaly.SeethePerfoemanceâ€˜Analyticsproperties.Operator|Relative v

 Relativestart 4 + Relativeend  Relativestartinterval|monthsgo Â¥ Relatveendintervat|daysago  MakethefollowingJobparameterschanges:

Runas:PADataCollector
Collect:Scoresonly

Jobparameters
 

|Specitywhentorunthescheduleddatacollectionjob. 

unas[PADataColectorRunastz{System(UTC)

active

fun[OnDemand

Collect|Scoresonly   Conditional
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I Note:TextindexesareonlycollectedwhenTextAnalyticsisconfigured.

9. ScrolldowntheformtoreviewtheIndicatorsRelatedlist.

Questions:
HowmanyIndicatorswillbepopulatedforeachdayinthecollectionperiod?
WhichIndicatorSourceswillbepopulatedduringthecollection?

10.ClickExecuteNowtotriggertheimmediatejobexecutionandsaveallchanges.
Note:Accordingtobestpractice,multi-dayhistoricjobsshouldbeconfiguredwiththeActive
propertysettofalseandonlyrun manually(on-demand).

11.Navigateto PerformanceAnalytics> DataCollector>JobLogsor usetheFavorite
createdearlier.

12.Usethenaturallanguagesearchto confirmthatthereisanentryforthe[PA
Incident]HistoricDataCollectionjobwithan initialStatesettoCollecting.
 JobLogs|Created~| Search @| Actionsonselectedrows.. Â¥

Tipsforimprovingyourqueries
All> State=Collecting

Created StateJob WarningsErrorsRuntime

2022-08-0222:20:15 Â©Collecting[PAIncident]HistoricDataCollection 0 3Minutes

 
I Note:Allow~4minutesforthejobtocomplete.Refreshthelisttoviewlateststatusasshown:
 

- +48! State + |Search
View
Filters
GroupBy
Show
RefreshList Search

CreateFi ite

11:23:43
a

Collecting

State+   

13.ConfirmthatthejobhasfinishedexecutionwithoutWarningsor Errors.

 Y_@ JobLogsCreated+| Search @|Actionsonselectedrows..
Created Â» State Job Runtime

2022-01-1711:23:43(A Incident]HistoricDataCollection 3Minutes   

DataCollectionLab
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14.ClicktheCreatedtimefieldtoopentheJobLogrecord.

YB JobLogs|Created~ |Search Â©|Actionsonselectedrows}
StateJob WarningsRuntime

@Collected [PAIncident]HistoricDataCollection 3Minutes

2022-08-0221:41:54 @Collected [PAAppSec]DailyDataCollection 10Seconds
2022-08-0220:41:31 @Collected [PAAppSec]DailyDataCollection 415Seconds

2022-08-0219:41:52 @Collected [PAAppSec]DailyDataCollection 11Seconds

2022-08-0218:41:52 @Collected [PAAppSec]DailyDataCollection 11Seconds

15.Reviewtheinformationandanswerthefollowingquestions:
Questions:
Whatisthecurrentstate,andhowlongdidthejobrun?
HowmanyInserts/Deletes/Warnings/Errorshavebeengenerated?
Whichuserran thejob?

 
= a a [Update][Delete= Created2022-08-0222:20:15 Update||Delt

40d[PAlncientHistorieDataCollectio: Inserts959

stateCollected DeletesÂ°

Completes2022-08-022228:39 Wenig Â°

Runtine(0 oo 0328 Evers Â°

JobsettingsActive:false
Benchmarkingdatacollection:false

BusinessCalendar:Collect:coresonly
Condition:
Conditionalfalse
Description:PerformanceAnalyticsHistoricDataCollectionforthelimitededitionsetofindicators.

NotethatthisjobcollectscoresformultipledaysItisadvisedtocollectonlyforafewdaysinonerundependingonconfiguration
Time:00:00:00

Canceljb:false
Name:[PAincident]HistoricDataCollection  unastz:America/LosAngeles 

I Note:YouractualInsertsnumbermayvaryslightly.

PAIncidentSLAHistoricDataCollectionConfiguration
Inthissection,youconfigureandrun the[PAIncidentSLA]HistoricDatacollectionjob.
1. NavigatetoPerformanceAnalytics> DataCollector>Jobsor usetheFavorite

createdearlier.

2. Clicktoopenthe[PAIncidentSLA]HistoricDataCollectionjob.

DataCollectionLab
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3. MakethefollowingCollectionparameterschanges:

Relativestart:4
Relativestartinterval:monthsago

Relativeend:1(unchanged)
Relativeendinterval:daysago(unchanged)

 
Collectionparameters

 

Providethescoreolectionparameters,WhencalletnginthepastdonotebeyondthenumbfaythatscoresadsraphotdataisretainedbecausecoresandsrapshotatalsthenremovedautomaticlySeethePerformanceâ€˜Aralproperties 

Operator|Relative 7

 Relatvestart 4  Retatveend  Relatestatinter [months299 ] Rebateenitera [days260
 

MakethefollowingJobparameterschanges:
Runas:PADataCollector
Collect:Scoresonly
 

Jobparameters

 

unas

athe

cotect 
PADataCollectorSystem(UTC)

â€˜OnDemand

â€˜Seoresonty   

Scrolldowntheformto reviewtheIndicatorsRelatedlist.

Questions:

HowmanyIndicatorswillbepopulatedforeachdayinthecollectionperiod?
WhichIndicatorSourceswillbepopulatedduringthecollection?

ClickExecuteNow.Thejobshouldtake~3+minutestocomplete.
NavigatetoPerformanceAnalytics> DataCollector>JobLogs(orusetheFavorite
createdearlier)tomonitorthejobexecutionstatus.
   

= VY& Jobtogs|Created-|Search Â©|Actionsonselectedrows.

All>State=Collecting
2 created

2028-02-2107:46:35

state

Â©Collecting
Job

PAIncidentSLA]HistoricDataCollection 0 e0Seconds

 

 

View
A. Filters >

GroupBy>

show>
CreateFavorite122049 FS taktnngstate = Search

>

State=

Search   

Tip:Refreshthelisttoviewlateststatusasshown:

DataCollectionLab
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8.ConfirmthatthejobhasfinishedexecutionwithoutWarningsor Errors.
BV Â©lblop|Created~]Seach

oxen 21074635 @coleced  B.PerformanceAnalyticsDailyDataCollection

[PAIncident]DailyDataCollection
Inthissection,youconfigureDailyDatacollectionfortheIncidentManagementprocess.

NavigatetoPerformanceAnalytics> DataCollector>Jobsor usetheFavorite1.
createdearlier.

Clicktoopenthe[PAIncident]DailyDataCollectionjob.
Questions:

Howmanydaysdoesthejobcollectdatafor?Ifthejobisrun today,whatwouldbethestart
andendofthecollectionperiod?

ReviewtheJobparameterssection.

Questions:
Isthejobactive?Whatisthecurrentfrequencyofthejob?

 
UpdatetheJobparametersasfollows:

Runas:PADataCollector Runas|PADataCollector

Runastz|US/Eastern

Active

Run Daily

Scoresonly

Runastz:[appropriatetime

Collect  Hours|03

zone]
Active:[checked]

Time

Conditional  Run:Daily
Collect:Scoresonly
Time:03:00:00

Conditional:[unchecked]

DataCollectionLab
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Note:Asa bestpractice,it isrecommendedtoselecta timethatisoff-hourstominimizeany
potentialperformanceimpact.

5. ClickExecuteNowwhichsavesallpropertychangesandrunsthejobimmediately.

I Note:Executinga Dailyjobimmediatelyaftera Historicjoboverwritesyesterdayâ€™sscores.

[PAIncidentSLA]DailyDataCollection
HereyouconfigureDailyDatacollectionfortheIncidentSLAManagementprocess.

1. NavigatetoPerformanceAnalytics> DataCollector>Jobsor usetheFavorite
createdearlier.

Clicktoopenthe[PAIncidentSLA]DailyDataCollectionjob.
ReviewtheJobparameterssection.

UpdatetheJobparametersasfollows:
 

e  Runas:PADataCollector Rinsas.(PADataCollector

Runastz|US/Eastern

Runastz:[appropriatetimezone] Active@
Run DailyActive:[checked] Collect|Scoresonly

Run:Daily Time|Hours|04
Conditional

 

Collect:Scoresonly
Time:04:00:00

Conditional:[unchecked]
ClickExecuteNow.

Navigateto PerformanceAnalytics> DataCollector>JobLogs(orusetheFavorite
createdearlier)to monitorthejobexecutionstatus.

Confirmthatthedailycollectionjobshavecompletedwithouterrors.

 
= VY& Joblogs|Created~|Search Â©|Actionsonselecte

state Runtime

Â©Collected Ps 0 2Seconds  @Collected A 5 2 0 _aseconds
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I Note:YouractualInsertsnumbermayvaryslightly.

C.DashboardsVerification
Inthissection,youaccessadashboardasaviewertoconfirmdataavailability.

1. ExpandtheUsermenu inthePolarisUnifiedNavandclickImpersonateanother
user.

. ImpersonatethePAPowerUser.

. NavigatetoPerformanceAnalytics> Dashboards.

. SearchforandopentheIncidentManagementdashboard.
 
Dashboards

Recent|OwnedbyMe|SharedwithMe|All

  

. ConfirmthattheDashboardwidgetspresentrecentdata.

-aiinamaO   

Congratulations!
Youhavenow completedtheDataCollectionLab.

DataCollectionLab
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ModuleRecap

WhatisthedifferencebetweenaDailyandaHistoriccollection?
AHistoricDataCollectioncollectssnapshotsformultipleperiods.It istypicallyonlyrun onceforan Indicator,
andtheRunintervalissettoOnDemand.

ADailyDataCollectioncollectsscoresforasingleday(yesterday),startingonedayagoandendingoneday
ago.Thisjobrunseveryday.
Trueor False.Indicatortrendsdisplaydatafromrespectiveprocesstables.
False.ThedatainindicatortrendscomesfromPerformanceAnalyticsscorestables.

WhichtablesstorePerformanceAnalyticsscores?
Thecore PAdatatablesthatstoreIndicatorscoresare:

* Snapshots[pa_snapshots]â€” storessys_ids
* ScoresLevel1[pa_scores_l1]â€”storesscoresforindicatorsand1*levelbreakdowns
* ScoresLevel2[pa_scores_I2]â€”storesscores2"levelbreakdowns

DataCollection
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ModuleObjectives
NavigatetheAnalyticsHubIndicatorList

ExploretheAnalyticsHubforindividualIndicators

CategorizeIndicatorAnalyticsHubdatabyBreakdowns
Usingthe

. CompareIndicatorrecordsets
NateWalroeMalte) P

LabsandActivities
3.1AnalyticsHubNavigation

TheAnalyticsHubisacomprehensivetoolforvisualizingandanalyzingtheperformanceofa PA
indicator.ThismoduleexploresAnalyticsHubnavigation,howtousedifferentvisualizationoptions
andstatistics,andprovidesacomparisonfordeeperprocessbehaviorinsights.

UsingtheAnalyticsHub
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DashboardWidget AnalyticsHub
  Incident Management

173Â¥s00750

Indicator:ProcessMetric     Terminology  

Widget:IndicatorVisualizationon aDashboard
AnalyticsHub:SingleplaceforIndicatorIn-depthAnalysis

Hereare somekeydefinitionsaheadoftheAnalyticsHubdetailedoverview:

Indicator
* Abusinessprocessmeasurement(metric)usedto trackandoptimizebusinessservice

performance.

AnalyticsHub
Â¢ Enablesstatisticalanalysis,datadrilldownsbyattribute,andcomparisonsover time.

Widget
* VisualizesIndicatordataon a Dashboardinvariousformatsâ€”singlescore,barcharts,trendlines,

pies,pivottables,etc.

Froma dashboard,double-clickthedatatodrillintotheAnalyticsHubofthecorresponding
indicator.

UsingtheAnalyticsHub
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AnalyticsHubâ€” IndicatorList
 

= AnalyticsHubBest Worst Improved a 2 Namecontains:IncidentAlistofallviewableIndicators
* Viewscore,change,andtrend
* Searchforindicatoror group

incident
: â€˜ofopenincidentsnotupdatedin lastSdays

Averageageoflat updateofopenincidents
incident

incidentclosed Ye Â©Averageageopenincidents

incidentnew

incidentopen

incidentresolved  * CreateFavorites $ Â©Incidentbackioggrowth   * SortbyAttributeor Favorite fr Mamberofnewincidents

 

servicenow.

TheAnalyticsHubIndicatorListgivesa quickoverviewoftrendsandchanges.Thisviewdisplays
onlyIndicatorsthathavetheirPublishtoAnalyticsHubpropertyenabled.

Clickingthestariconnextto an indicatorletsyoucreatea favorite.Clickingthestaragainde-selects
itasa favorite.

Indicatorswithadotbesidetheirnameare KeyIndicatorsandwillappearwhentheKeyIndicators
filteroptionistoggledon.Thelistdisplaystheseattributesbydefault:

Score:Thelatestvalueofan indicator.Thiscouldrepresenta numberofrecords(Open
Incidents),anaggregationofanattributes(AverageReassignmentCount),or a percentage(%
IncidentsresultinginEscalation).
Colored:Ifa targetisdefined,thecurrentscoreisdisplayedusingacolorscheme.

Change:Reflectstheincreaseor decreasefromthepreviousmeasurement.

Trend:AsmallcharttovisualizethescoresfortheIndicator.

TheSearchboxon topoftheAnalyticsHubIndicatorListcanhelpyouquicklyfindtheIndicators
youwant.Whena keywordistypedintheSearchfield,a filtereddropdownlistappears,which
enablesyoutosearchbyIndicatornameor Indicatorgroup.

UsingtheAnalyticsHub
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AnalyticHub- ListPersonalization
; ; . Change:Rawor Percentage

ListFilters: ListColumns: changefromYesterday'sScore
â€” KeyIndicators Columns

â€” IndicatorswithTarget Change Trend:Historicaldatachartline

 

â€” FormulaIndicators Trend

â€” ManualIndicators Bulletchart BulletChart:Showsrange,
currentscore,andtargetDate 

2; S
re

. Toget Target:ShowDesiredScore1aSttnes
Gap

Filters
Frequency

KeyindicatorsE Gap:ShowDeviationtoTargetDirection

Withatarget Other

Showpercentages Frequency:Daily,Weekly,etc.  Formula
 

Manual   BreakdownSource
 Direction:Preferred

servicenow. Movement:upor down

ThelistsettingsgearcontrolsFiltersandColumnstodisplay.Thefollowingdisplaysettingscanbe
usedtotailorthedisplay:

Filters:ChoosetodisplayonlyKeyindicators,indicatorswithaTarget,indicatorsbasedon a

Formula,or ManualIndicators.Ifan indicatorhasbeenmarkedasFavorite,boththecriteriain
thefilterandthefavoritecriteriahavetobemetforittoappearintheAnalyticsHubIndicator
List.

BreakdownSource:Selectindicatorsthatcanbenavigatedbyaspecificattribute,suchas

Category,or Assignmentgroup.

Element(onlyshowsifa Breakdownisselected):if abreakdownsourceisselected,youcan

identifyaspecificbreakdownvaluehere.SuchasSoftware(categorybreakdown)or HelpDesk
(Assignmentgroupbreakdown).

Columns:Choosewhichattributestodisplay:Change,Trend,Bulletchart,Date,Target,Gap,
Frequency(forexample,dailyor weekly),or Direction(none,minimize,or maximize).

Other:SelectShowpercentagestodisplaythechangecolumnasa percentageinsteadofavalue.

Bulletcharts:Onlyavailableforindicatorswithanactivetarget.

UsingtheAnalyticsHub
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Degraded

OutperformingUlare(=gel-tacolanallars
targetorderedby targetorderedby

Gap% Gap%
Improvedsincelast Degradedsince last

collection collection

 AnalyticsHub Best Worst ImprovedDegraded

T=Name Change

2 %&Â© %ofincidentsresolvedbyfirstassignedgroup
7 2 Â© %ofnewcriticalincidents

 

Purple/RedScore Trendlineshows Mouseover Bullet
meansOver/UnderTargetlineifdefined (@lerelamiolmellaccale

Target target score&target
Gapempty/Scorein

blackifnoTarget

TheAnalyticsHublistdisplaysan overviewofavailableindicatorscoreresults.Thefollowingactions
filtertheIndicatorlistbasedon performance:Best,Worst,Improved,andDegraded.

Forexample,ifanindicatorhasascoreof150,apreviousscoreof200,atargetof100,anda
"maximize"direction,thatindicatorwillappearintwo lists:

* Best:becauseit is50%abovetarget.
* Degraded:becausethescorehasdegradedby25%sincethepreviousscore.

Thedefinitionsofalllistsare asfollows:
* Best:Showsindicatorsthatareoutperformingtheirtarget(green),orderedbyGap%(best

performerson top).
* Worst:Showsindicatorsthatare underperformingtheirtarget(red),orderedbyGap%

(worstperformerson top).
* Improved:Showsindicatorsthathaveimprovedcomparedto thepreviousdatacollection

(movingintherightdirection).
* Degraded:Showsindicatorsthathavedegradedcomparedto thepreviousdatacollection

(movinginthewrongdirection).

Note:Targetsare measurementsofyourpersonalor organizationalgoals.

UsingtheAnalyticsHub
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AnalyticsHubâ€” OverviewTab
 

< BAnalyticsHub Z 8 0IndicatorName
Compare ShowRecords

LatestScoreandChange
aEle-<-imr-laleMCr-1)

Todayat 14:19Â«

173v -14Â¢-7.5%

Target:193 Gap:20(10.2%)

   

TheIndicatorAnalyticsHubviewdisplaysa historictrendinan interactivechart.Itletsyouvisualize
andinteractwiththeresultsforasingleIndicator.

TheChartportioncontainsthehistoricperformancetrendoftheIndicator:
* Thelatestavailablescoreispresentedatthetopofthechart.Thisscore isobtainedfromthelast

datacollectionjobthatwas run.Adateandchange/percentagechangesincethepreviousscore

isalsopresented.
Ifatargetexists,theTarget,TargetGap,andPercentageTargetGaparealsocalculated.The
ChangeandTargetbarsarecoloredto indicatemovementdirectionasdefinedintheTargetcolor
scheme.
Areal-timescoremaybedisplayedforsome Indicators.Real-timescorescanbedisplayedfor
Indicatorsthatgettheirdatafroman activeServiceNowtable,suchas Incident.Note:Real-time
scoredisplayrequirestheReal-TimeScorepropertyto beenabledintheIndicatorconfiguration.
Mouseover anypointson theperformancelineto seetheexactscoreandtargetforthatday,if
set.Toshowthescoreforan indicatoron aspecificcollectiondate,pointto thedateon the
chart.Furtherdetailsdisplayabovethedatapoint.
TheStatisticsribbonshowsa numberofdatapoints,sum,change,change%,average,minimum,
maximum,median,andstandarddeviationfortheselecteddaterange.
TheChartOptionsribboncontainscontrolsthattogglethedisplayofadditionalchartelements
suchastargets,comments,labels,etc.

UsingtheAnalyticsHub
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TimeSeries Aggregation93vce
Sequenceof Howto presentavailable

measurementstakenat
Timeseriesdata

 consecutiveintervals
 

DAILYâ€” raw scoresthatare

TheScoreTrendisaTime notaggregated
seriesoforderedscores

PeriodicAVGâ€” eachdata
pointaveragesscoresfor

theperiod

 
 Terminology 

PeriodicSUMâ€” eachdata
pointsumsscoresforthe

period       ATimeseriesisamathematicaltermthatdescribesasequenceofmetricsor measurementsthat
are takenatregulartimeintervalsandarrangedinchronologicalorder.
AnAggregationcanbeappliedtothedataintheAnalyticsHub.TheAnalyticsHuboverview
presentsaDailytrendconsistingoftheabsolutevaluesfortheindicatorscore(rawscores).

Aggregationssumup,or averagedataforagivenperiodlikeaWeek,Month,Quarter,or Year.There
are over 50pre-definedTimeSeriesoptionsinthebaseconfiguration.SomeadditionalTimeSeries
choicesare28drunningAVG,7drunningSUM,ByWeekAVG,byMonthSUM,etc.Dailyisshownby
defaultforIndicatorswithaDailyfrequency.

Examples:
* Toviewtheweeklysumofresolvedincidents,opentheResolvedIncidentsinAnalyticsHuband

applytheByweekSUMaggregation.
Ifyouselectthe7drunningAVGTimeSeries,thechartwilldisplayeachdatapointasa calculated
averageoftheprevious7daysofdata.

UsingtheAnalyticsHub
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 â‚¬ & AmalyticsHub

OverviewCompare

Numberofopenincidents

February2< Â¢

N November2021

187vy-13:-65%)

Target:193 Gap:6(2.9%)

$=(@Searchtveatdownsandelements   
Tochangethechart'stimeperiod,selectthedropdownnexttothecurrentdaterangeandperform
one ofthefollowing:

* Selecttwodates,or

* Selectone ofthepredefinedperiods:7days,1month,3months,6months,YTD,All,or

* Typeinthetwodates.
TochangetheTimeseries,selectthedropdownnexttothecurrentTimeSeries(Dailybydefault)
andpickanotherTimeseries.

UsingtheAnalyticsHub
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AnalyticsHubTrendPresentation
 

FourOptionsforTrendVisualization:
173v-140-750

* Line(default)
* Spline(smoothline)
Â° Area
* Bars    

 

 
173vsairs0 . me ,_|| 128eters

= Camennen

     

Thescoretrendis,bydefault,shownusinga Linegraph.OtheroptionsincludeSpline(smoothline),
Area,andColumns(bars).Tochange,selectthedropdownnexttothevisualizationbutton.
ThecolorofthescorelineisdefinedinthePropertySettingsusingRGBAformat.Thedefaultis:
106,183,239,1(lightblue).

UsingtheAnalyticsHub
Â©2023ServiceNow,Inc.AllRightsReserved  



 
ChartOptions
Numberofopenincidents December5,2021-February16+ Daily+

Todayat16:39

173V-14(-7.5%)
Target:193 Gap:20(10.2%)

8 (Q,Searchbreakdownsandelements

January11

@Numberofopenincidents:229

@Trend:

PredictionBand:193-232

ScoreLabels ConfidenceBand:210-215

@Target:193 Dec6,2021Dec13,2021 Dec20,2021, Dec27,2021,   
TheChartOptionsribboncontainscontrolstotogglethedisplayofthesechartelements:

Targets:Thetargetlineforthecurrenttarget,ifavailable.

Thresholds:Athresholdlineforeachdefinedthreshold,ifany.

Comments:Availablecommentsarepresentedasbubbles.

Labels:Thevaluesforeachchartdatapointareshown.
Trend:Astraightlineapproximatingthescoremovementisdrawn.
ConfidenceBand:AdditionalBandsare drawnaroundtheTrendrepresentingstatistical
confidenceintervals.

Yearover Year:Multi-yeardataispresentedinthesamechart.

Scoreline:Theactualsequenceofscoresisshown,bydefault.

Delta:Atimeserieswithchangessincethepreviousscore isshown.

%Delta:Atimeserieswith%changessincepreviousscoreisshown.

UsingtheAnalyticsHub
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TrendandConfidenceBands

(erelahilelcatesTrendandConfidenceBandshighlightthegeneralscore

Eeneoiieho Â«directionandmovement
 

theaverage
at Decenber52021Febuary?=

scorewithina5% By â€”â€”"

Target:193 Gap:20(10.2%)

maatelecdlal& â€˜searchtreakciownsandelements
OrangeLine:TrendTheTrend DarkYellow:ConfidenceBand

approximatesthe LightYellow:PredictionBand

movementofa
Timeseries    UsingConfidencebandsallowsforasmootherchartandhelpsfocuson theoveralltrend.

* Darker(thinner)Band:Shows95%confidencewherethetrendlinewilllie.Thiscanbeusedto
potentially"predict"wherethefuturetrendmightgo.ThedarkyellowbandistheConfidence
Band,anditdisplayswhere95%ofthescoresintheselecteddaterangefall.

Lighter(wider)Band:Showswith95%confidencewhereanydatapointmayoccuron thechart.
Thiscanalsobeusedtopotentially"predict"wherea futurevaluemightappearon thatsame

chart.Thelightyellowor predictionbandisbroaderthantheconfidencebandbecausethereis
lesscertaintyinthisprediction.Datapointsoutsidetheconfidencebandmayrepresentoutliers
thatmayneedtobeinvestigatedfurther.

InvestigateScoresthatfalloutsidetheConfidenceBandrange,astheyareveryunusualandmay
indicatea problem.
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ScoreForecast
imegce-emu-elamÂ§TheForecastisa trendcontinuationusingpredictedscores

 Fliexeyaivalaam-laeie] Numberofopenincidents December5,2021-February16~ Daily~

Todayat13:53Â«

173v -14:-75%

predictfuture Tet t90 Gop.20(102%)

rangeofdatato

$=(Gseachtrenconnsoilonents
scores

December28,2021

Forecastshelp Shamacnr 8

anticipateand

proactively
DottedLine:Forecast

managetrends   

ToviewtheForecastintheAnalyticsHub,clickForecastintheChartOptionsribbon.Bydefault,
Forecastsuseallcollectedscoresforan Indicatortodisplaya forecastedlineforfuturescores.The
Forecastdataappearsasadottedline.

Thenumberofdatapointsincludedintheforecastdependson boththeIndicatorâ€™sfrequencyand
itsPeriodsto forecastproperty.Forexample,the7drunningSUMaggregationisadailyfrequency,
whereastheByweekSUMaggregationisaweeklyfrequency.Adailyfrequencyhassevendata
pointsperperiod,andtheperiodlengthisoneweek.Aweeklyfrequencyhas13datapoints,and
therespectiveperiodlengthisone quarter.

Multiplealgorithmsareavailableforcalculatingtheforecast.TheIndicatorcanbeconfiguredto
chooseanalgorithm,definethescoresto useforforecasting,andhowmanyperiodicitiesto
forecast.ThisinformationisaddressedintheupcomingModule4oftheclass.
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Breakdowns

 Numberofopeni
Todayat14:02<

Breakdownsare 173vars

attributesusedto Gap:20(102%)

â‚¬(Â©sereitreacomswntcenenslilikcimelareMatehureleli=)
lixevarels

Element

5-PlanningTerminology4-Low

3-ModerateBreakdown
Element=

AttributeValue

1-Critical

2-High
  Category    BreakdownsallowyoutonavigatetheIndicatorbyaspecificdimension,suchasPriority,Category,

AssignmentGroup,State,Age,etc.

ExpandtheBreakdownslisttoviewallconfiguredBreakdowns.ShownhereisthePriority
breakdown,whichhasthefollowingBreakdownelements:1-Critical,2-High,3-Moderate,4-Low,
and5-Planning.Youcanfurtherselectan individualBreakdownelementtoviewonlythose
Priorities.

UsingtheAnalyticsHub
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Two-LevelBreakdownNavigation

OserectPriorityOveewthecountsofOseectCategoryOiiewOpenIncidents
BreakdownandLow OpenIncidentswith Breakdownand withLowPriorityand
PriorityElement LowPriority SoftwareElement SoftwareCategory

 

 
173v-1075065vcs) . uw

Â«
oe |

46vee

     

Two-LevelBreakdownnavigationisallowedwhenconfigured

PerformanceAnalyticsallowsfora two-levelBreakdownnavigationwhenconfigured.
Intheexampleabove:
1. TheIndicatordataisfilteredbyLowPriority.
2. Thisprovidesaviewofdatabasedon thefirstbreakdown.
3. Then,theIndicatordataisfilteredbytheSoftwareCategory.
4. Thistwo-levelcombinationprovidesaviewofdatabasedon bothLowPriorityANDSoftware

Category.
Note:Oncethecharthasdisplayedthe2"4levelofbreakdown,thebreakdownslistisno longer
available,so furtherdrilldownsare notpossibleunlessyouremoveone ofthebreakdown
selections.

UsingtheAnalyticsHub
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Real-TimeRecordsandScores
TheShowRecordsbuttondisplaysthemostrecentprocessdatarecordset

Es o @ =f]
verve (coaare Info <Scores

BASICSInfo Pa Feb2 187

DescriptionNumberficientsopenbased.on ben [am

â€˜resolveddates empty sant

173 tacong) ;

CalendarStandardCalendar=n:

 

Todayat14:20Â«

Target:193 Gap:2010.2%)â€œer mee
.

Jon28

Joo?

ven26 197TISeolg er-lal-t]
> ncident|Number +| Search Â° Jon25

son
Al >

Opentonoa Ope <2022â‚¬2.07008000> RehediemoyoReed 25959>
a aendlgelz

Records

n72 aoeNumber= Opened ShortdescriptionCaller Priority State_â€”Category jot
values

2018-09-13Unabletoaccessthe
03:06:16 sharedoder.

oopogs 2018-09-25 Milerâ€œiâ€œim santwcoons00s 2018-09-25Emitserverisdown. avidMiler GHAI)Ne Harawarez 8

sant?

DavidMiller3-ModerateNew Inquiry/Help Jans

Incooo9009DavidMillerâ€”4-Low New InquiryHelp â€”_

yana9

2018-09-26Unabletopostcontent03:56:26 onaWikipage
2019-08-12Assessment:ATF
18:48:43 Assessor

INcoo09001,
sans

INco008112surveyuser 5-PlanningNew Inquiry/Help hae

2019-08-05. â€” System=

me    

YoucantogglebetweenshowingaTimeseriesofscores(themainchart)oralistofrecords.
* ClickShowRecordstoviewtherecordscollectedfortherespectivetimeperiod.Therecordsare

filteredbyanybreakdown/elementpairsthatyouhaveselected.
* ClickHideRecordstodisplaytheTimeserieschartofthescoresseenpreviously.
Note:thatrecordscanonlybeviewedforAutomatedIndicatorswiththeCollectRecordsoption
enabled.

ClicktheInfoicontodisplaytheInfopanel,whichliststheseIndicatorconfigurations:
* Description

Frequencyofcollection
Forecastmethod

Tagsor groupstowhichtheindicatorbelongs
Formulaâ€” ifa Formulaindicatorsisbeingdisplayed.

Also,clicktheScorestabintheInfopaneltoviewa chronologicallistingofIndicatorscorevalues.
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Targets
 

SrowRecords|<Newtarget
Targetsrepresent ;

Drcenber.2021-FebuayS~ Daly~ 6 Got Perce

Personalor 6202140 Seteosanges
Ole-elarclulolaimcrerlisme|2402 720% Tone

sate

Ceres ZY

Bow wo ec6,2021 

Targets
Â© NewTarget

Global Personal

Dec8,2021-Feb2192.6      servicenow.

Targetscanbeestablishedto trackpersonalandorganization(global)goals.Targetdisplaycanbe
toggledinthechartusingtheTargetsoption.Atargetisdisplayedusinga black(forglobal)or dark
grey(forpersonal)solidline.

ATargethasastartdateandterminateswhena newTargetisadded.Targetscanbeeditedor
deletedwhenno longerneededintheTargetspanel.
Onceatargetisset,aTargetandaGaptoTargetisdisplayedintheAnalyticsHubandvisibleon

Widgets.

Noteon permissions:AdminsandPoweruserscanconfigureglobalandpersonalTargets.Everyone
elsecanconfigurePersonaltargetsonly.
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Thresholds

Thresholdsalert
viewersaboutscore

trendchanges

 

 

Thresholds

NewThreshold

Global Personal

Allltimehigh240

Alltimelow187   
Numberofopenincidents December5,2021-February2+

Todayat14:514

173vw-14Â¢-75%
â€”<â€”<â€”<â€”<â€”________.60 19k

Target:193 Gap:20(10.258)

3 (Qsercrtrenconsnddenen

eoToeet193

VY
  Oee6.2021Ove,2021Dee70.2021Oe77.2021 

Thresholdscanbeaddedforavisualindication(aswellasanautomaticemailnotification)
wheneverthescorecrossesa predeterminedlevel.Multiplethresholdscanbeconfiguredand
displayedatalltimesusingtheThresholdstoggledisplayoptioninthechart.Thresholdsappearasa

horizontaldashedlineintheAnalyticsHub.Personalthresholdsaregrey.Globalthresholdsare black
incolor.

UsetheThresholdspaneltoconfigureandeditthefollowingthresholdtypes:
* Morethan
* Lessthan
* Alltimelow
* Alltimehigh.

Noteonpermissions:AdminsandPoweruserscanconfigureglobalandpersonalThresholds.
EveryoneelsecanconfigurePersonalthresholdsonly.
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 Comments
< OverviewCompare StowRecords|~~Comments
NumberofopenincidentsCommentsallow DecenberS2021-Febnary2~ Daly~forscore notesand Todayat456 4 Deenaoeimnans

annotations173v-141-75%) 60 13k

Target:198 Gap:20(102%)NH

Â©sewrcnoveacownsandements Â©

 
Â© SB@

x<Newcomment
(Â©Numberofopenneisets:220,

ets 193

Date

Jan12

Comment

Upgradescheduledforthisweekend     Dee6.2021Ove,2021420,2021477.2021   Toadda Comment,navigateto theCommentspanelandclickNewComment.Acommentwillbe
addedforthecurrentlychosentimeperiod.ToviewComments,enabletheCommentsviewoption
inthechartandmouseoverthatrespectivedatapoint.Commentswillalsobevisibleandeditable
fromtheCommentspanel.
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ComparingScores
 CompareStats: poate

* FirstDataSet Oaew \CBRRpaTESelectFirst SelectSecond
* Movedoutfrom Numberof openincidents

firstdataset
December9,2021 4 Â¢> ws Bra:9

226 187* Sharedbetween 412(56%)ChangeÂ¥-13(-65%)
-33(173%)Gap6(29%)bothdatasets 193 Target199

* Movedintothe Decos,2021 peseaocteneaDeonSharedwith MovedinonFeb0225 3 1â€•5

seconddataset â€”

Y tncdent|Number =| Search

* SecondDataSet opened Shortdeerption catezory
2018-09-13Unabletoaccessthe nee naire0806:16 sharedfolder.wie Mile auiry/Help

(ite asie-luKiuonne)Se ee Syae re fe

ast
Been

Ispla) inabletopostcontentdey woworeor 2190825Unbitnactintcosy a-Medeate New yep ene

corresponding5 190812 Asesmen:ATFâ€˜oie Ao
dataset sriatace

5-Planning Inquiry/Help(empty)    TheComparetaballowsforcomparingcollectedrecordsetsfromtwodifferentcollectionperiods.
Usethedateselectioncontrolstospecifytwodistinctdates.Thecomparisonrecordsare

categorizedinthefollowinggroups.Clickthecorrespondingstatistic(Venndiagramicon)todisplay
itslistofrecords:

Firstdataset:Allrecordscollectedon thefirstdate.

Movedoutfromfirstdataset:Listofrecordspresenton thefirstdatebutmissingfrom
thesecondcollection.

Sharedbetweenthetwodatasets:Listofrecordscollectedon bothdates.

Movedintotheseconddataset:Listofrecordscollectedon theseconddatebutmissing
fromthefirstcollection.

Seconddataset:Allrecordscollectedontheseconddate.

Note:TheComparetabisonlyavailableforAutomatedindicators.
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EditandExportOptions PAPowerUserMenu

* PowerUserscanEditIndicatorsand
ScoresintheScoresheetinterfaceTodespetoPOF

* ViewerscanSaveandExport Teserenancey
save chartasPNG

Indicatortrenddata ae EditableScoresheet
ScoresheetNumberofpenincicts - Deleteallscores.

â€˜Removeromtavorier

 

â€˜Aggregatescores.PAViewerMenu
AnalyticsHub

OVRemovefromfavorites

ExporttoPDF
Nun

Exportscoresto CSVjodiSavechartasPNG
11]sevechartasPEG

Target:209
AssienmentGrouo

â€˜AnalytisSettingsManagers   

ThefollowingoptionsareavailableforPAPowerUserbutnotforPAViewerintheAnalyticsHub
ContextMenu:

EditIndicator:openstheIndicatorformwhereadjustmentscanbemade.Thisoptionis
availabledependinguponroleprivileges.
EditScores:openstheScoresheetfortheIndicatorwherescoresmaybeadjusted.Thisoption
isavailabledependingon roleprivileges.

TechnicalNote:YoucanusetheScoresheettoviewandmanipulatescores;however,youshould
notadjustthescoresforAutomatedIndicators.WhenscoresforAutomatedIndicatorsare

collected,theSysIDsfortherecordsincludedinthecollectionarealsocaptured.Adjusting
AutomatedIndicatorscoreson theScoresheetwouldresultinadisparitybetweenthescore

shownandthecollectedscoreandrecords.

ThefollowingoptionsareavailableforbothPAPowerUserandPAViewerin theAnalyticsHubContextMenu:

SavechartasPNG:Savea copyofthechartinPNGformat.
SavechartasJPEG:SaveacopyofthechartinJPEGformat.

Exportto PDF:Exportthedetailedchartto PDF.TablesthatlistthescoresbyBreakdownmay
alsobeexportedaspartofthisoption.

* Exportscoresto CSV:ExportallscoresforthisIndicatorinCSVformat.
Note:EveryonecanchangeRemovetheIndicatorAnalyticsHubfromtheirFavoriteslist.
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AnalyticsHubLab

Ko]oncr|
AnalyticsHub
iNonalelelicoya

3.1.AnalyticsHubNavigationLab:

* ExploretheAnalyticsHubIndicatorlist
* NavigatetheAnalyticsHubforan IndividualIndicator

UsingtheAnalyticsHub
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AnalyticsHubNavigation

|325minutes

Keo]eM@)0)(YeaIM
AdvancedAnalyticsusersatGlideHavenplanto usetheAnalyticsHubtoassess,compare,
andpredictIndicatorperformanceover time.Thislabguidesthroughthefollowing:

e AnalyticsHub- IndicatorList
e AnalyticsHub- OverviewofasingleIndicator
e AnalyticsHub- CompareIndicatorscores

A.AnalyticsHub- IndicatorList

IndicatorListNavigation
1. ImpersonatethePAVieweruser.

2. Navigateto PerformanceAnalytics>AnalyticsHub.

Confirmthatyouhave25IndicatorsorderedbyNameinA-Zorder.

ClicktheNameattributetosortinZ-Aorder.

ClicktheScoreattributetodisplayKPIswiththehighestscorefirst.
AnaivicsHub[pest Worst ImprovedDesradedMMM a

Name Change

Summedageofopenincidents 7k Hrs

 

Summedageoflastupdateofopenincidents 214kHes

Summeddu dents 2769Hrs

Summedre: nt ofopenincidents
Numberofopenincidents    |Tip:Ifyoudonotseeanyscores,youneedtocompletelab2.1andrun Collectionjobs.

Note:Yourscoresmayvaryfromthescoresshowninthescreenshot.

AnalyticsHubNavigationLab
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LocatetheBest,Worst,Improved,Degraded,andAllbuttonsatthetopofthelist.

Hoverover eachbuttontoseehowitfilterstheIndicators.
 

AnalyticsHub Best Worst ImprovedDegraded
 

top)  WiththeAllbuttonselected,clicktheNameattributeagaintosortinA-Zorder.

ClicktheStariconofthefollowingIndicatorsto makethemFavorites:

Incidentbackloggrowth
Numberofnew incidents
Numberofopenincidents

10.ClicktheStariconatthetopoftheIndicatorlisttodisplayonlythefavorites.
 

= AnalytisHub| Best Worst ImprovedDegradedEw Q

V All

r Â© Incidentbackloggrowth.
* Numberofnewincidents   * Numberofopenincidents

 

I Note:PreviouslyviewedindicatorsareautomaticallymadeFavorites.

11.ClicktheStariconagaintoreturntoaviewofallIndicators.

IndicatorListSearch

1. Typeincidentslainthesearchtextboxlocatedintheupperrightcornerofthe
Indicatorlist.

2. SelecttheincidentslaresolvedIndicatorGroupfromthesearchsuggestions.

AnalyticsHubNavigationLab
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3. ReviewtheIndicatorsbelongingto theincidentslaresolvedgroup.
   

= AnalvicsHub[BestWorst ImprovedDegradedEg (QNamecontainsiincidentsla)=)Â©
Vall
te TEName Change

Y%Â© AverageResolutionTimeInHoursForResolvedIncidentSLATasks Y%Â©TotalresolvedIncidentSLAtasks   

4. AddthewordAverageto thesearchcriteriaandselectenter.

(Q)Average
Namecontai

Average   

Confirmthatthelistnow returnsonlytheAverageResolutionTimeInHoursFor
ResolvedIncidentSLATasksIndicator.

(Note:YoucanaddadditionalNameor Groupsearchwordsasneeded.

6. Selecttheâ€˜Xâ€™inthesearchboxtoclearthesearchresultsandviewallIndicators.
 

AnalyticsHub Best Worst ImprovedDegradedAUT Q)|Namecontains:Average   

IndicatorListSettings
1. ClicktheListSettingsgearatthetoprightoftheIndicatorlist.

AnalyticsHub Best Worst ImprovedDegraded
 

â€˜Change 

2. Turnon theKeyIndicatorsfiltertoviewIndicatorsdefinedasâ€œKeyâ€•.
 

Q S
ListSettings
Filters

Withatarget   

AnalyticsHubNavigationLab
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3. ConfirmthatonlyIndicatorsmarkedwitha blackdot(Key)are displayed.
4. MakethefollowingadjustmentsintheListSettings:

KeyIndicators:OFF
Date:ON
Frequency:ON
Direction:ON
Showpercentages:ON

(Note:Youmayneedtoscrolldowntoseeallavailablesettings.

ConfirmthattheIndicatorListdisplaysthenewlyselectedcolumns:
 

V Al

we TEName Change%Trend DateFrequencyDirection

YeÂ©%ofincidentsresolvedbyfirstassignedgroup. NayMell
YXÂ©%ofnewcriticalincidents   

I Question:HowdoestheShowpercentagesoptionimpacttheformatoftheChangeattribute?

B.AnalyticsHubNavigation
IndicatorChartandStatistics

1. Typeopenincidentsinthesearchboxtoperformasearch.

2. ClicktoopentheNumberofopenincidentsIndicator.

3. Confirmthatthechartdisplaysdataforthepastfourmonths.

4. Select1-2pointsalongthescoreline.Notethatthescoreinfoisrefreshed.
 

.

236a r1149%)

Â©sear  AnalyticsHubNavigationLab
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5. ClickthecurrentdateabovethescoretoopentheCalendarcontrol.
 

Numberofopenincidents

 

September2021   

(Note:Datesshownintheimagesareold.Selectthedatesaspertheinstructions.

6. SelecttheReal-timebuttonintheCalendarasshown:
 

13 14 15 16 17 #1819

20 21 22 23 24 25 26

27 +28PAM30

I Note:Thereal-timescoreisonlyshowniftheindicatorhasbeenconfiguredtodisplayit.

 

8. Usingthechartstatistics,answerthesequestions:
Question:Howmanyscoresare availableintheselectedsample?

Whatare theMinimumandMaximumscores?
Whatisthedifferencebetweenthefirstandlastscore,e.g.,theChange?
Whatarethesampleâ€™sMedian,Average(Mean),andStandardDeviation?

Note:ClicktheShowmorestatisticsbuttonifallstatisticsare notcurrentlydisplayed.

933%209
Change Average

$ 18 Minimum

250,Maximum

220Median

42.Stddeviation 
AnalyticsHubNavigationLab
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9. Usingthesliders,displayapproximatelya monthofindicatordata.
 

October25,2021- December29,2021~ Daily~

66 15k 11 5% 221 198 250
No.ofscoresSum Changeâ€˜Change% AverageMinimumMaximum.   

10.Usingtheupdatedchartstatistics,answerthesequestionsagain:
Question:Howmanyscoresareavailableintheselectedsample?

Whatare theMinimumandMaximumscores?
Whatisthedifferencebetweenthefirstandlastscore,e.g.,theChange?
Whatare thesampleâ€™sMedian,Average(Mean),andStandardDeviation?

TimePeriod

1. Toselectadifferenttimeperiod,selectthedatedropdown.
 

October25,2021- December29,2o2f]NX

7DAYS November2021 December2021
1MONTH Fri 3MONTHS

Wvoce:Datesshownintheimagesare old.Selectthedatesaspertheinstructions.

2. SelecttwodatesandthenclickApplytodefinea new rangeofdatatodisplay.
 

7DAYS November2021 December2021

1MONTH

3MONTHS 304 5 6 7

10 11 12 13 14

17 18 19 20 21

24 25 26 27 28

Startdate|2021-12-01|Enddate2021-12-31   

AnalyticsHubNavigationLab
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3. Displayalldatausingtheslidersor byselectingAllinthedatedropdown. 
7DAYS November2021 December2021 >
4MONTH

3MONTHS:

â€˜CUSTOM

Startdate|2021-09-13Enddate|2022-01-16 {CancelGn   Records,Info,Scores,andComments

1. ClickShowRecordstodisplaytherecordsforthecurrentlyselecteddate.
 

SBÂ©
ShowRecords

21- December31,2021+ Daily~ 2. ClicktheHideRecordsbuttonto redisplaytheIndicatorchart.
 

Â¢ NMFB@O

lember31,2021~ Daily~

3. SelecttheInfobutton.

Â¢xz8 EB]
  

    

Questions:Basedon theinformationshown,whattypeofrecordsarebeingcollected?How
oftenisdatacollectedforthisIndicator?

AnalyticsHubNavigationLab
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4. SelecttheSCOREStodisplaytheIndicatorscoresasalist.
 

Info
BASICS

Description

Calendar

Frequency
Direction
Forecast

Tags

x

â€˜Numberofincidentsopenbasedon
resolveddateisempty.
StandardCalendar

Daily
Minimize
Seasonal
incident
incidentopen

 

5. ClicktheCommentsbuttontoopentheCommentspanel.

Â¢[Blo
Commentsx

   @NewComment
 

6. ClickNewCommenttocreateanew Commentasfollows:

a. Date:Anydateinthepastweek

b. Comment:MasteringtheAnalyticsHub(oranyotherpersonalizedcomment)
7. ClickSavewhenfinished.

8. Viewthecommentbyhoveringover therespectivedateinthechart.
 

< B=Anansi Â¢ ZB 0
OverviewCompare Commentsx

Numberofopenincidents September13,2021-Janvary36 epee

Todayat15:13Â«

173w-131-7.0%)
JanÃ© MasteringtheAna.

126 26k 168 933% 209 18
Nootscores Sum coeeeChanges Average Mien

@NAGrA@ezD @Â©OAA wxÂ©Searchtveakdownsandcements    
AnalyticsHubNavigationLab
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ChartOptions
1. Reviewtheavailablechartoptionsabovetheindicatorchart.

 

 | @Â¢VBr Ae? Â©O wrx 

Tip:ClicktheShowmore buttontoviewandenableadditionaloptionsifnotdisplayed.
 

Change

AyChange%  2. Practiceclickingandactivatingeachoptionasfollows:

EnableTargets.
Whatscoreareyoutryingtoachieve?

    

  EnableThresholds.
Whatisthescorerange?Whatboundaryvaluesare beingmonitored?

 

  EnabletheTrendline.
|

IstheNumberofopenincidentsgrowingor decliningoverall?
 

 EnabletheConfidenceBandline.
WhatistheexpectedrangefortheaverageNumberofopenincidents?

 

  EnabletheForecastline.
WhatisthepredictedNumberofopenincidentsinaweekfromtoday?

 

DisabletheForecastlinebyclickingitonce more.

EnabletheLabelsline.d
Whatadditionalinformationisaddedto thechart?

 

   

AnalyticsHubNavigationLab
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DisabletheLabelslinebyclickingitonce more.
 

DisabletheScoresline.|Â©
HowistheIndicatorchartaffected?   

EnabletheScoresagain.  

  EnableboththeChangeand%Changetrendlines.A LaWhatadditionalTimeserieslinesaredisplayed?HowisChangedifferentfrom
PercentageChange?

 

DisabletheChangeand%Changetrendlines.
 

. SelecttheVisualizationiconandthenswitchthevisualizationtoArea.|\V~   

 

a w

Area I Note:ChartoptionsarepersistedforthespecificIndicator.
Column

Line

(\ Spline   

TimeSeriesAggregation
1. ChangetheDailyTimeseriesto 7drunningAVG.

 

18610-70%)

 Qmceraconatann   

2. Confirmthatthecharthasbeenâ€œsmoothedâ€•outandthestatisticsare updated.
3. SettheTimeseriesto30drunningAVG.

4. Confirmthatthecharthasbeenâ€œsmoothedâ€•outeven more.

5. SettheTimeseriestoByweekAVG.

| Questions:HowdidtheX-axischange?Howmanyscoresareshowninthechart?
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6. SettheTimeseriestoBymonthAVG.

I Question:Whichisthelastmonthforwhichyouhavedatainthechart?

7. SettheTimeseriestoBymonthAVG+.

I Question:Whichisthelastmonthforwhichyouhavedatainthechart?

8. ResettheTimeseriestoDaily.

BreakdownNavigation
Inthissection,youexploretheIndicatorscoretrendsbyconfiguredBreakdowns.

1. ClicktheBreakdownsbuttontodisplayalistofavailableBreakdowns.
 

OverviewCompare

Numberofopenincidents

January16 < Â¢

186v-14-7.0%)

[=z]Q,Searchbreakdownsandelements

I Question:WhichBreakdownsareconfiguredforthisindicator?   

2. ExpandthePriorityBreakdown.
 

â‚¬_(.QSearchbreakdownsandelements

Category   

IQuestion:WhichPriorityisthemostcommonforOpenincidents,overall?

AnalyticsHubNavigationLab
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3. Selectthe3-ModeratePriorityelementto seea trendchartofonlytheModerate
PrioritysubsetofOpenIncidents.

Element ScoreW Change

4-Low 76 -11

5- Planning

)Question:Whatis thelatestscoreforOpenincidentswithModeratepriority?  

 

September18,2021Jnuary6~

  

4. TypeSoftwareintheSearchbreakdownsandelementsbox.
 

 

Â©(Qserene Â®
Priority= 3-Moderate x

Category

 

 

Element

Software   

SelecttheSoftwareCategoryelement.

|Note:Youare lookingata trendofallOpenincidentswithPriority=ModerateandCategory=

Software.

AnalyticsHubNavigationLab
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 6. RemovethePriority= 3-Moderateconditionfromthebreadcrumbsasshown:

OverviewCompare

JNumberofopenincidents> Priority=3â€”M

 
ferate > Category= Software

January16 4

|
17V-2(-10.5%) 12

No.

<
Priority=3-ModerateX_â€”_Category= Software   

7. RemoveallconditionsbyclickingNumberofopenincidentsasshown:

 OverviewCompare

Numberofopenincidents> Category= Software

U vy-11(-7.8%)   
ScoreComparison

Inthissection,youcompareIndicatorscorescollectedon twodifferentdates.

1. SelecttheComparetab.
 

OverviewCompare

Numberofopenincidents   
2. SelecttwodatesaboutaweekapartusingGoto PreviousDayandGoto NextDay.

Tip:Clickthedatetousethepopupcalendarifneeded.Also,thedatesintheimagebeloware

old,selectthedatesaspertheinstructions.

 OverviewCompare

January10< op vs. January16<6

220 186
4 23(11.7%)ChangeV -14(-7.0%)   IQuestion:Whatisthepercentagechangeinscorebetweenthetwoselecteddates?

AnalyticsHubNavigationLab
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3. ClicktheSharedwithlisttoviewtherecordssharedbetweenthetwosets.
 

Sharedwith
64   

4. Usethecomparisonsummaryto answerthesequestions:
Howmanyscoresweremovedoutfromthefirstresultsetcomparedtothesecondresultset?

Howmanyscoresweremovedinthesecondresultsetcomparedto thefirstresultset?

Howmanyrecordsaresharedbetweenthetworecordsets?
 

 MovedoutsinceJan10 Sharedwith â€˜MovedinonJan16
156 64 122   

Congratulations!
Youhavenow completedtheAnalyticsHubNavigationLab.

AnalyticsHubNavigationLab
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ModuleRecap

Describetherelationshipbetweena KPIandtheAnalyticsHub
TheAnalyticsHubisacomprehensivetoolforvisualizingandanalyzingtheperformanceofaKPI/PA
Indicator.

WhataresomewaysthatyoucaninteractwiththeinformationintheAnalyticsHub?
CreateTargets,Thresholds,andComments
ApplyBreakdowns
ApplyChartOptions

UsingtheAnalyticsHub
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ModuleObjectives
DescribetheSourceandIndicatorrelationship
Configurean IndicatorSource

Configurean AutomatedIndicator

PANU)Colpato|(=o DefineAggregatesandAdditionalConditions
Tae[foeCo)3 LaunchtheDependencyAssessment

LabsandActivities
4.1AutomatedIndicators

(Â©2022ServiceNow,nc.Al RightsReserved.Confidential

ThismodulepresentstheconfigurationandadministrationofAutomatedIndicatorsandIndicator
Sources.

AutomatedIndicators
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Indicatorsare ProcessMetrics

 = 8BIncidentManagement~

IncidentOverview|IncidentOpen|IncidentNew|IncidentResolvedPNaulare|(erluele
(olcvilatexswelare|bd

:

$ Name Feb02Change -
measuresaspecific|i

*

ew ji .

processbehavior os a a

= Openincidents

Openincidents Averageageofopenincidents penincidentsbyPrierty

â€” Averageageofpenncidents
IncidentbackloggrowthIAVILufelkMIatelferemel@m|%<2%22-0rinccensyny â€˜Openincidentsbyage

widgetsvisualize=

titled â€œ|theoverallProcesswf 3-Moderate154days } bnwapoiniotsfabetâ€œtymy
cerformane RarRee

a tow las.
a BlIncidentbackloggrowth  AnIndicator,or a KPI(KeyPerformanceIndicator),isaprocessmetricdesignedtocontinuously

measureaspecificprocesscharacteristicor behavior.Forinstance,inthecontextoftheincident
managementprocess,youmaybeinterestedin:NumberofOpenIncidents,IncidentBacklog
growth,IncidentAge,etc.TogetthefullpictureandtrackallaspectsoftheProcessPerformance,
multipleIndicatorwidgets(visualizations)areplacedonadashboard.RelatedIndicatorsmaybe
placedon separateDashboardtabs.EachDashboardprovidesreal-timeinsightintothehealthofa
businessprocess.

AutomatedIndicators
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IndicatorDependencies

ndicatorrelieson an

icatorSourceforrecords

ndicatorSourceisafilter
conditiononaTable

Indicatorsmaybelinkedto
Breakdowns Indicatorsare populatedby
one or more Collectionjobs

servicenow.

 

 

       
a

Numberofopen

TaXelfexelcols

[owe poeae & Booo = bes

(4)Collection
3

absBreakdowns

 

Thisslideprovidesan overviewofIndicatorDependencies:

AnIndicatorisbasedon an IndicatorSource,asmentionedinthefirstmodule.

TheIndicatorSourcedefinesa setofrecordsspecifiedbyaconditionon a processtable.Many
indicatorscanbedefinedusingthesameindicatorsource.

ExistingBreakdownsmaybelinkedtotheIndicator.Youlearnaboutcreatingandconfiguring
Breakdownsinthenextmodule.

Theindicatorneedsto bereferencedbyatleastone collectionjobto builda trendof
performancedata.Duringcollection,theIndicatorSourceisretrievedfirst.

AutomatedIndicators
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IndicatorSourceConfiguration
IndicatorSource 9 =m fate|[Delete JIncidentsOpen e = Update|{Delete|+

 

+ Name{IncidentsOpen

Deseription

ValidityforIndicatorfrequency Howoftentocollect
ProcessTable

( SstecaeeatrFreosnayforwhichisletsore va ndeatorsourcecannl beselectedIndesthisstg achesheregencyfe
indeator

akaFactsTable Calendars{StandardCalendar. Validforfrequency[Daily .

Source

{Selecthefactstablefortheindicatorsourceandapplyconditions.
Reportsource

7

Reportsourceupdatedat

)
+ Factatale[incidenteden SEE

oss ProcessTableConditions|Preview|
ae! Date-basedcondition

Filter â€˜Opened+[on 7) {teaoy S â€˜on

Conditions Opened > |betore Â¥) Today ~ or[AND    IndicatorSourcescontainasubsetofthebusinessprocessdatabasedon one or moreconditions,
suchasâ€œIncidentsopenedTodayâ€•or â€œRequestsopenedThisWeek.â€•Userswiththepa_data_collect
or pa_adminrolemayconfigureIndicatorSources.

Todefinean IndicatorSource,specifya Factstable(baseServiceNowprocesstable)anda setof
Conditions(extractionquery).Alternatively,youcanuseanexistingconfiguredReportSource.
SourceConditionsare basedon date(s)andshouldbekeptgenericso thatmultipleIndicatorscan

becreatedbasedonthesameindicatorsource.

Note:ThetermFactsTablecomesfromdatawarehousingandrefersto a datasourcesuchasadata
tableor aviewcontainingmeasurements(facts)ofa businessprocess.

AutomatedIndicators
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SourceConditions
= IndicatorSource Q + rd latelete[<]=

taken Update|]eet
    

* FilterConditions
limittheamount Conditions|Preview| Ex:SelectIncidentsOpenedon ORbefore
ofFactstabledata + CONDITIONS TodayANDnotResolvedandnotCanceled

Alloftheseconditionsmustbemet

Openedy |on

* Anynumberof
conditionscanbe
linkedbyAND/OR and

OpenedÂ¥| before

isempty

after
* RelatedList
Conditionscan
checkforrelated
recordsinanother eweneee]
table Ex:ANDonlytheIncidents> RELATEDLISTCONDITIONSÂ©

Canceled

or  thathavean openProblem
 

servicenow.

TheconditionsforselectingrecordsfromtheFactstableor Reportsourcecanbecomprisedof
multiplefilterstatementslinkedbyAND/ORoperators.

Asa bestpractice,regularlyvalidatethatindicatorsourcesarecorrectlyconfigured.UsethePreview
buttontovalidatethedatareturnedbytheconditionsyouhaveconfigured.
RelatedListConditionsenabletheselectionofdatafromtheIndicatorSourceFactstable
dependingon aconditionbasedon anothertable.

Forinstance,theexamplewouldreturnallopenandunresolvedIncidentsthatalsohavea
correspondingopenProblem.
* AsshownintheConditionssection,theinitialsetofrecordsisidentifiedbyapplyingfiltersto the

IncidentsFactstable.
Theâ€œHasOpenProblemsâ€•filter(notshownintheslide)isdefinedthrougha RelatedList
Condition.ThisconditionjoinstheIncidentandProblemtablesto furtherrefinetheextraction
query.

Therefore,onlythoserecordsidentifiedbytheprimaryconditionsthatalsohaveopenproblems
arereturned.

Note:RelatedListConditionscanbedefinedforbothIndicatorSourcesandBreakdownSources.

AutomatedIndicators
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TorteclopmnincamesRage PREQ-PAEG+ Fsealquaner

CalendarsandFrequency148v a
Fy

* TheStandard
Calendarletsyou
analyzescoresin AS

F120:06(Sep302020-Dec282020)standardfrequencies > ee Seeae

suchasdaily,
monthly,etc. Sees< Â© incidentsopenFiscalQuarter

    

Acustomcalendar 2KName Incidents.OpenFiscalQuarter
letsyouanalyze ValidityforIndicatorfrequency

 SCOreSUSINGDUSINESS|(SxettenetarreqsensfarwhehnsinisorsobesslanderSoutercnGaybelednoeNStingac. frequencyoftheindicator.
or customtime

FiscalYear,BusinessSource

Quarter,etc. Selctheficstablefortheindatorsourceandapplycondor.J

rete

Fiscalperiod

 

   Reportsource Reportsource

updatedat FiscalYear

2KFactstableIncident[incident]   

Toselecttheintervalforwhichtocollectdata(Daily,Weekly,Monthly,etc.,),fromtheCalendars
field,selecteithertheStandardCalendaror a businesscalendarthatisdefinedintheinstance.

IfyouselecttheStandardCalendar,youcanselectthefrequencyfromastandardlistoffrequencies
intheValidforFrequencyfield.ThedefaultisDaily.

Ifyouselecta custombusinesscalendar,theCalendarFrequencyfieldappears.Thebusiness
calendaryouselectdeterminestherangeoffrequenciesavailable.

Note:ThefrequencyofdatacollectionforanyIndicatorbasedon thisIndicatorSourceshoulduse

thesamefrequencyvalue.Ifyouusea businesscalendarandlateralterthatbusinesscalendar's
entries,youinvalidateyourPerformanceAnalyticsdata.Thescoresyoucollectedbeforechanging
theentrieswillnotbecompatiblewiththescoresyoucollectafteryouchangetheentries.

AutomatedIndicators
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AutomatedIndicator
 

IndicatorSource

Indicatorproperties

yAdditionalConditions  AnIndicatorrequiresan IndicatorSourcefromwhichtoobtainitsdata.Then,anaggregateisused
toprocessthescores.Additionalconditionsmaybeusedtofurtherrefinethesourcedata.Multiple
indicatorscanbecreatedfromthesameindicatorsourcevaryingtheaggregateand/orthe
additionalconditions.

TocreateandconfigureanautomatedIndicator,navigateto PerformanceAnalytics>Automated
Indicators> Newandfollowthesesteps:

AddIndicatorGroupstoâ€œtagâ€•theindicator.

EnterNameandDescription.Ifnodescriptionisprovided,itwillbecreatedautomatically.
Selecta Direction:Isitbetterforscorestrendupor down?

Selecta Unit:#,Day,%,etc.,
Entera Precisionvalue,whichisthenumberofdecimalplaces.
Key:Isthisa keyindicator?Displayswitha â€˜dotâ€™on theAnalyticsHubIndicatorlist.

IndicatorSource:SelectanappropriateexistingIndicatorSource.

Collectrecords:Drilldownto therecordsthatdeterminea scoreandtheirdetailsintheAnalytics
Hub.

Aggregate:Selectone ofCount(default),Sum,Average,Minimum,Maximum,andCountDistinct.

Valuewhennil:Thevaluetodisplaywhenthescore ismissing.

AutomatedIndicators
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SourceandAdditionalConditions

Withoutala\~m[axeexelKolantolU]cer-mol-relli(rmat-moXex-mrele)(-MelaleMallee(oNA-iKydicelen(olaeUl-1a
PNefeliateyare||

Conditions,all SourceAdditionalconditionsAccesscontrol_OtherCollectbreakdownmatrixCollectionperiodsForecasting_Statisticsexclusion
 

Sourcerecords Specifyindicatorsource,andaggregation.
areavailable o rane (Ca

Collectrecords Valuewhennil

AMidaaXofeliatelarey 7Nolellitolare]MexeyareIo MC-lilaMIN-WYolUCerole]OMCololan-Xeriel(-te]
Conditions,only

- source|Additionalconditions|Accesscontrl|Other|Collectbreakdownmatrix|Collectionperiods|Forecasting|Statisticsexusionrecordsthat Ue J

 

 

fanvexoumuale)Optionallyafterspecificationofindicatorsourceitispossibletoapplyadditionalconditions.
Theoperators:"keywordsâ€™"greaterthanfield,lessthanfield,"greaterthanors fel "lessthanorisfeld"arenotsupportedntheadditionalconditions.Insteadaddthese

icf conditionstotheindicatorsource.criteriaare
ENEFle FactstableIncident[incident] BD sowschemaM

; urn OpeniConditions.[AddFilterConditionAddâ€œOR"Clause   

Asmentionedpreviously,theIndicatorSourceextractsa predefinedrecordset.Whenconfiguringan

indicatorbasedon thatsource,usetheindicatorAdditionalconditionstorefinethedataselection.
ThisenablesseveralIndicatorstobecreatedfromthesameindicatorsourceandthendifferentiated
viaadditionalconditions.

Examples:
Numberofopenincidentsnotupdatedinlast30days:

Indicatorsource:Incidents.Open
Additionalconditions:

Factstable:Incident(sameastheindicatorsource)
Condition:Updatedonor before30daysago

Numberofopenandoverdueincidentassignments:
Indicatorsource:Incidents.Open
Additionalconditions:

Factstable:Incident(sameastheindicatorsource)
Condition:EscalationisOverdue

AutomatedIndicators
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SourceAggregate
 

Definesthe Incident.Open seareeste[Com

operationtoapply &;

totheSource
Data

 

ReturnstheAverageReassignmentCountofClosedChanges
Indicatorsource|Changes.Closedallo Aggregate|Average

COUNT ee
Â© zed

SUM
Field[Ressignmentcout

AVERAGE ReturnstheSumofallReassignmentsofOpenIncidentSLAs

DISTINCTCOUNT rndeaersuce [wcdensstAdpe|@||@ oon

MINIMUM is 2 seriptes

MAXIMUM Field[Reassignmentcount

ReturnstheDistinctCountofResolvedIncidentSLAs

 

 

RequiresFieldto Jeccatrsource|IncdentsstaResoive| ||@ Agzregate{CountDistinctaggregatewhennot ectrecorts (F scripted

usingCOUNT Field|SystD(incsysid)   

TheAggregateisanoperatorwhichcalculatestheIndicatorscore.AnIndicatorconfigurationneeds
toapplyanaggregateoperationtotheIndicatorsourceso thata singlemetriccanbeobtainedas

theIndicatorscore.

ConsidertheIndicatorâ€œNumberofOpenIncidentsâ€•whichrunsdaily.TheIndicatorSourcereturns
thedailysetofopenincidents.TocalculatethetotalnumberofOpenincidentsforthatday,the
Countaggregateisused.

WhenyoucalculatetheIndicatorscoreusinganyoftheseoperations:Sum,Average,Minimum,
Maximum,or CountDistinct,youalsoneedtodefinetheFieldvalue.

Thefirstexamplereturnsa countofallOpenIncidents.
ThesecondexamplereturnstheAverageReassignmentCountforallChanges.
Thethirdexamplereturnsthetotalnumberofincidentreassignmentsbysummingupthe
ReassignmentCountfield.
Thefourthexamplereturnsa countofuniqueunresolvedincidentsbyusingtheCountDistinct
AggregateandtheSys_Idoftheincidentasa Field.

AutomatedIndicators
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AnalyticsHubDisplayOptions
w on AnalyticsHub Tagas Key CustomizeAnalyticsHubChart

 

Best Worst Improved

we1 Name

ewe 7 %%Â©â€”%ofnewcriticalincidents

%ofincidentsresolvedbyfirstassignedgroup

Other  Defaulttimeseries
 

â€˜Accesscontrol  v

PublishonAnalyticsHub

7drunningAVG

Livegroupprofile 
DefaultcharttypeLineChart
Rendercontinuouslines

 

EnableReal-TimeScore
 

OverviewCompare

Numberofopenincidents

Todayat14:34<

173v-14Â¢-75%)
Target:193

 

 Showrealtime|v
score   

Gap:20(10.2%)

 

OverviewCompare

Numberofopenincidents

February2<

187vy-13(-65%)

 

 Showrealtime(_}
score   

Gap:6(2.9%)

 
      

servicenow.

Theseadditionalviewingoptionsare configuredintheIndicatordefinition:

CheckPublishonAnalyticsHubtomakeitvisibleintheAnalyticsHubList.

ChecktheKeycheckboxtohavetheindicatorshowasâ€˜keyâ€™intheAnalyticsHubIndicatorlist
(markedwithblackdot)andmakeitavailablewithinthesearchforKeyindicators.
Defaulttimeseries:Ifset,thetimeseriesscore isshownbydefaultintheAnalyticsHub.
Exclusionscanbeapplied.
Rendercontinuouslines:Ifnoscoreisavailableforaspecificdate,thedateistakenoutwhen
thechartisrenderedso therewillbenogapsinthechart.
Livegroupprofile:Thelivefeediconbecomesvisibleandisrelatedto theselectedlivefeed
group.
Order:TheordertheindicatorhasintheAnalyticsHubIndicatorlist.Ifno orderisset,theorder
isalpha-numeric.
Defaultcharttype:Thecharttype(line,column,spline,area)whentheindicatorisviewedin
theAnalyticsHub.
Showreal-timescore:Itshowsthescoreofthisindicatorinreal-time,andthecurrentstateof
associatedrecords.

AutomatedIndicators
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AccessControl  

â€˜Accesscontrol

DefaultConfiguration:Noviewingrestrictions PublishonAnalyticsHubv 

Showin AnalyticsHubList
January294 Visibleto 

198y-s:208 | | (fenewe
 

Target:193 Gap:-5(28%)
Visiblebyallrotes Alloweveryoneto see Score

v) Trendin DashboardandAH
Records

â€˜YIneidentNumber + |Search + @  Number Opened _â€”ShortdescriptionCaller Priority State â€”â€”Categor:

nctooong  ZOIEOPASâ€”UrbletoaesteOynter Ato New Whena userlacksthenecessaryIndicator06:16 sharedfolder.
wcomn900s20180927ematserertsdovnâ€”_DaisMikerGID New tartar Accesscontrolprivilege,theycannotsee

DashboardWidgets   

ScoreTrendisshown,but arelferve)
ERI Â§Record-levelACLscontrol EE Ia ay

levelacce

theabilitytoShowRecords| incsentovervew|incidentopen|IncdentNewIncidentResolvescontrolis

intheAnalyticsHub Openincidents

Sorry,youdonothaveaccesstothisindicator,breakdown,orelementcombination.PleasecontactyourPerformanceAnalyticsadminforfurtherinformation.

 

      

Accessto an indicatorâ€™sScoreTrendisregulatedbytheIndicatorâ€™sAccessControlsettings.Inthe
defaultconfiguration,allusersandrolesareabletoviewan Indicatorinadashboardthatisshared
withthemanddrilldownto itsAnalyticsHub.Onlyuserswithreadaccessto theIndicatorâ€™sFacts
tableare abletoviewtheunderlyingrecords.

Thesevisibilitysettingsaffecthowan IndicatorispresentedintheDashboard:

SetVisibletoEveryoneandcheckVisiblebyallrolesâ€” thisisthedefaultconfigurationwhich
allowsanyonetoviewan indicatoron a dashboardthatissharedwiththem.
SetVisibletoEveryoneandconfigureVisiblebyallrolesto limitvisibilitytojustthespecified
roles.
SetVisibletoGroupsandUsersandspecifythegroupsandusersthathaveaccessto this
indicator.

AutomatedIndicators
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TimeSeriesandStatisticsExclusions
 

Ninete
a

tatetanageBreakdownsâ€˜NumberofopenincidentsViewAutomatedâ€• z= |Update||ManageBreak

[=>CollULo[-W-N-4-4nt-c-ldolamaat]ee(oNalo)ar-]0)0)\VaColmacalare|(e-lvolg
 

Breakdowns(5)|Breakdownmatrixexchslons(4)Tineseriesexciusions(56)|Jobs(2)Targets(2)Thresholds(7)DiagnosticRests December5,2021-January29+ Daily+

V|forte +[Searen Aetonsonselectedrows..v)ZI aaYY " = we
Indlator+ Numberofpenindents 74runningSUM

Indletortimes 56 15% 215 191 284runningSUM
Change Change Average Minimum

30drunningSUM
â‚¬NB Ft AED Â©Â©, _MSdrumingave

365drunningSUM   

 

 

Statisticsexclusion

 

â€˜StatisticsintheSelectedslushbucketwillnotappearontheOverviewtabofthisindicatorsAnalyticsHub. e

 
 

ExcludedStatistics December5,2021-January29+ Daily+â€˜Available

Average
Change
Change%

Maximum 56 12k 15% 215
Minimum No.otscoresSum Change Average
Numberofscores     

Thereare somesituationswhenaSUMor anAVERAGEtimeseriesaggregationsimplydoesnot
makesense.Considertheseexamples:
* TheNumberofOpenIncidentsindicatorreturnsacountofallrecordsthathavebeenopened

todayor beforetodaythatarestillopen(notresolvedor Canceled).Therefore,itwouldnotmake
sensetopresentthisinformationasa periodicSUM.TopreventAnalyticsHubviewersfromdoing
it,excludeallSUMtimeseriesaggregations.
TheIncidentAverageAgereturnsa currentaverageageofallOpenIncidents.ASUMofthe
AverageAgewouldnotbemeaningfulinformation.Therefore,itisrecommendedthatyou
excludeallSUMtimeseriesaggregationsforthisIndicator.

UsetheStatisticalexclusionsrelatedlisttopreventcalculatingspecificstatisticsinAnalyticsHub
suchasMedian,Average,Min/Max,Change%,etc.,

AutomatedIndicators
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IntroductiontoForecasting
* Sixdifferentforecastingalgorithmsare available

 

StowRecerÃ©s| Info Autoreere
December5,2021-February16  

(Collectbreakdownmatrix CollectionperiodsForecasting

173vrs oe

Target193 62p:20(10.2%

Qs

 

 

Forecastlowerlimit
Forecastupperlimit   Forecastbasedon   AllScores

 

Thefollowingforecastingalgorithmsareavailable:

Linear:Generatesa linearregressionforecastbasedon thehistoricalscores.

Seasonal:Generatesaseasonalforecastthatisacopyofthepreviousseasonofdata.Doesnot
taketrenddataintoaccountbeyondthepreviousseason.

SeasonalTrend:SimilartoSeasonal,butchangesover timeusingtheaveragehistoricalrecords
change.
STL(SeasonalTrendLoess):Generatesa seasonalforecastbasedonabest-fitfunction,trend
data,andafiltertoexcludenoisefromrandomvariationinthedata.
RandomForest:Basedon decisiontrees.

Autoregressive:Usesa linearcombinationofatrend,seasonaldummies,andpastvalues.

PeriodLengthdependson IndicatorFrequency.DailyIndicatorperiodlengthis7days,Weeklyis13
weeks,andMonthlyis12months,etc.

AutomatedIndicators
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Forecast
Methods

 

Forecasting
 

  Forecastmethodused = SeasonalTrendLoess
Auto   

Best = â€” = =â€œ mi ie Â° : ae = ms

Practice:RandomForest =

WENA
om

selectthe
.

icicle a8AUTO 10

Method

 
         

Asa bestpractice,alwayssettheForecastingmethodusedpropertytoAuto.Whenyoudothat,
theenginecalculatesForecastsforeachmethodandcomparesthemtotheavailablehistoricaldata.
Ultimately,themethodwiththebestfitisselected.
ThevisualsabovegiveanexampleofForecasttrendsobtainedwhenapplyingdifferentForecast
methodsto thesameIndicatordata.

AutomatedIndicators
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NewIndicatorâ€” GuidedWorkflow

Step2:Source,Aggregate,
Conditions

  
â€˜Createanewautomatedindicator:NumberofOpenPlincidents NumberofOpenPlincdents[Previous

4 tnetorname

NumberofOpenPlingens

Deseripton

       

TheguidedindicatorworkflowallowsyoutocreateanAutomatedIndicatoranditsrelated
Breakdowns,DataCollectionJob,Widgets,andDashboardsusingastep-by-stepguidedinterface.

Thebenefitofusingtheguidedindicatorworkflow,inadditiontousability,isthatnon-adminscan

addtheindicatortoajobandautomaticallyrundatacollectiontocollecthistoricmetricsforthe
indicatortheyare building.Anotherbenefitistheautomaticcreationofwidgetsanddashboard
tabs.

Note:YoulearnaboutBreakdowns,CollectionJobs,WidgetsandDashboardsinsubsequent
modules.

AutomatedIndicators
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NewIndicatorâ€” GuidedWorkflow
ep

4: Step5:CreateWidgets,
AddtoJob& Addto Dashboard

Createanewautomatedindicator:NumberofOpenPlincidents|Pes

â€˜Selectajotocatcthescoresfortheineator

 Createanewautomatedindicator:NumberofOpenPlIncidents

so

       

TheguidedindicatorworkflowallowsyoutocreateanAutomatedIndicatoranditsrelated
Breakdowns,DataCollectionJob,Widgets,andDashboardsusingastep-by-stepguidedinterface.

Thebenefitofusingtheguidedindicatorworkflow,inadditiontousability,isthatnon-adminscan

addtheindicatortoajobandautomaticallyrundatacollectiontocollecthistoricmetricsforthe
indicatortheyare building.Anotherbenefitistheautomaticcreationofwidgetsanddashboard
tabs.

Note:YoulearnaboutBreakdowns,CollectionJobs,WidgetsandDashboardsinsubsequent
modules.

AutomatedIndicators
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Top-DownTree

DependencyAssessmentSau
 

Scorecard

MaeNode
* HierarchyofPerformance areRInor Options

Detailso=
oAnalyticscomponentsand =e o

ae S
theirrelationships

Incidents.OpenLinkedBreakdowns AncientDaly
 

* Helpsunderstandtheimpact
ofcomponentchanges

ShowUsedbyfor
Â¢Itcanbelaunchedfrom Bottom-Upview 

 

Indicators,Sources,Widgets,
Breakdowns,andAnalytics
Hub

TreeView    ThedependencyassessmentisagraphicalUlthatshowscomponentrelationshipsina hierarchical
view.ItcanbelaunchedfrommostconfigurationformsandtheAnalyticsHub.
* Clickingacomponenticonopensa hierarchicalTop-downtreeviewofallconfigured

dependencies.
* ClickingthenodemenuandselectingShowUsedbyitemshowsallcomponentsthatusethe

selectedone â€” thisistheBottom-upview.
* Componentcontextmenusdifferaccordingto thecomponenttype.Allcomponentshavethe

Edit,ShowUsedby,andInfomenuoptions.

AutomatedIndicators
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IndicatorSourceManagement
Â¢Validatethebase-systemSources
* Alwaysincludea Date/TimefieldintheSourceCondition
* KeepSourceConditionsGeneric
* BaseMultipleIndicatorson theSameSourceandvarythe
Aggregateand/ortheAdditionalConditions

GoodPractices
* GroupIndicatorswiththesameSourceinoneCollectionjob
Â¢UsetheDependencyAssessmenttoviewexisting
dependencies

ConsidertheabovebestpracticeswhenworkingwithIndicatorsandIndicatorSources.

AutomatedIndicators
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AutomatedIndicatorsLab

Lab4.1
Autom

4.1AutomatedIndicatorsLab

* Createa NewAutomatedIndicatorusingtheGuidedIndicatorWorkflow
* Createa NewIndicatorSource
* CreateanAutomatedIndicatorusingtheIndicatorForm

AutomatedIndicators
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AutomatedIndicators

|220minutes

Ko]eMÂ©)0)(Yea[N53
PerformanceAnalyticsPowerUsersatGlideHavenplanto implementKPIsto monitorthehealthof
businessprocessesandservices.Inthislab,youperformthefollowing:

e Createa new indicatorusingtheGuidedIndicatorWorkflow
e CollectandviewIndicatordataintheAnalyticsHubandon Widgets
e Createa new indicatorsourceandan indicatormanually

A.AutomatedIndicatorCreationâ€” GuidedSetup
GuidedIndicatorSetup
Inthissection,youcreatea new automatedindicatorusingtheGuidedSetupto trackincidents
resolvedbytheTechnicalServicesSupportgroup.

1. AccessthelabenvironmentandimpersonatethePAPowerUser.

2. Navigateto PerformanceAnalytics> Indicators> CreateNew.

3. CompletetheGeneraltabasfollows:

e Indicatorname:NumberofIncidentsResolvedbyTechnicalServicesSupport
e Direction:Maximize <= pee ar

IST
e Unit:#

:

e Group:incidentresolved

Note:Donotentera
Descriptionasthesystemauto-

completesthefieldoncethe
Indicatoriscreated.

 

AutomatedIndicatorsLab
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4. ClickNextstep.
5. CompletetheDataSourcetabasfollows:

Indicatorsource:Incidents.Resolved
Aggregate:Count

UnderAddFilterCondition,enterthefollowing:
Assignmentgroup| is|TechnicalServicesSupport

  
+ Aapepse

Cont

6. ClickPreviewrecordsforthisindicatorsourcetoviewtodayâ€™sincidentsresolvedbythe
TechnicalServicesSupportgroup.

I Note:Yourdatamaydifferslightlyfromtheexample.

a
[AL>AssignmentgroupÂ«TechnicalServicesSupportÂ»ResolvedonToday

 
7. ClosethepreviewwindowandclickNextstep.

AutomatedIndicatorsLab
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8. EnablethefollowingchoicesintheBreakdownssection:
 

e Collectbreakdownmatrix HoseayenventioWemantetaelnnereonred
1GCollectbreakdownmatrix

re Â°e Category Drsenegcnâ€˜ContactTypeÂ©

ImpactÂ©oe

cocina Â°e Priority {teerConanStateOUrgencyÂ©   

9. ClickNextstep.
10.CompletetheDataCollectiontabasshown:

Job:[PAIncident]DailyDataCollection
Collectdatafromthepast:[checked]andselect90daysago

. ClickNextstep.
 

   

. CompletetheWidgetstabasfol

 

Timeserieswidget:[checked]
Lastscorewidget:[checked]
Breakdownwidgets:2:
[checked]
Putthewidgetsonanewtab
ondashboard:Incident
Management
Newtabname:Resolutionby
TSS    

AutomatedIndicatorsLab
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Note:Theaboveactioncreatesfournew widgetsâ€” a trendline,a lastscore,twobreakdownwidgets,
andaddsthemtoa new tabResolutionbyTSSon theIncidentManagementdashboard.

13.ClickNextstep.

14.ClickApplyto initiatecreation.Waituntiltheconfigurationanddatacollectioncompletes.

ConfigurationVerification

1. ClickViewIndicatorafterthecreationprocesscompletes.
 

Createanewautomatedindicator:NumberofIncidentsResolvedbyTechnicalServicesSupport

F cocenisiemati

2. Reviewthesefieldstomakesuretheymatchthepropertiesyouspecifiedinthestepsyou
justcompleted:
   

IndicatorGroups Direction IndicatorSource
Name Unit Aggregate

I Note:TheDescriptionhasbeencompletedwithallrelevantconfigurationdetail.

3. ClicktheAdditionalconditionstabtoreviewthefilterconditions.
 

FactstableIncident[incident] hehiM.

Conditions|AddFilterCondition||Add"OR"Clause

Assignmentgroupy lis +}|TechnicalServicesSuppe(a)[ANDx

Navigateto theAccesscontroltabandcheckthePublishon AnalyticsHubcheckbox.
 

Source|Adeitonalconditions[Aceconre|Other|Colletbreakdownmatrix|Colletonperiods|Foecasting|Statisticsechaion 

|Specityacesscontrolforthisindicator.IfPublishonAnalyticsHubisuncheckedthenthisindicatorwillnotbeavailableinAnalyticsHulfthisindicatorisnotaccessibleforallroles,thenspecifytherolesthathaveaccesstothisindicator. 

PublshonanalricsubVislets[Bverone

Vistebyaolessas(7)   

AutomatedIndicatorsLab
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ConfirmthattheCollectbreakdownmatrixpropertyundertheCollectbreakdownmatrix
tabischecked.

SelectSavefromtheformcontextmenu.

NavigatetotheBreakdownsRelatedlist.

ConfirmthattheBreakdownsare PriorityandCategoryandthenSave.
 

Breakdowns(2)BreakdownmatrixexclusionsTimeseriesexclusionsTargetsThresholdsDiagnosticResults
= Y |Order=~| Search @Â®â€” |Actionsonselectedrows...Byese.|
Indicator= NumberofIncidentsResolvedbyTechnicalServicesSupport

â€œ|Q Breakdown Display

Priority true

Category true

1 to2of2   

DataVerification

SelecttheShowAnalyticsHubRelatedLink(youmayneedtoscrolldownon theformto
seethelink).
ClicktheBreakdownsbuttontoviewdatabyBreakdowns.

ExpandtheCategoryBreakdown.

NumberofineientsResolvedbyTecnica!ServicesSupport (October16,2021January13~

January1346

2v 0333")

â‚¬(@Sewchivenkdonnsandcements
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4. ClicktheNetworkelementtodisplayonlyIncidentsfromtheNetworkcategory.
 "NumberofIncidentsResolvedbyTechnicalServicesSupportÂ»Category= Network (Oxtober16,2021-Jaruary13~Dally+

January13<6 AMAAAreclame. |dar 75%4 Â° +

Carex Arne MamB

&(QSearchtreakdowssdelements #9 e@C@O2AAwrx

Category= Networkx
.

Priority
â€™

  
ExpandthePrioritybreakdownandselect4- LowtoapplyasecondBreakdown.
 

<Q sexrtreakdownsandelements

Category=Network  6. ConfirmthatthechartcurrentlydisplaysNetworkincidentswith4- Lowpriority.
 < & ma @ze 0

ey Showec

"NumberofIncidentsResolvedbyTechnicalServicesSupportÂ»CategoryÂ»Network>Priority4-Low May10-Yesterday~ Dally=

Yesterday46

5 RAMaDanolMadAnimeAdeera. ja2

oa Geekheme i

< wee? @OAA wrx  
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7. ClosetheAnalyticsHubwindow.

CollectionJobVerification

ImpersonatethePADataCollectoruser.

Navigateto PerformanceAnalytics> DataCollector>Jobs.

ClickAllinthefilterbreadcrumbtodisplayan unfilteredlistofalljobs.
 

= Â©ScheduledDataCollection}Name+| Search

All> Run!=Once> NamedoesnotcontainPAAnalytics> Benchmarkingdatacollection= false

openmenu.   

SelecttheShow/hidenaturallanguagefilterbutton.

Searchfora temporaryjobbytypingâ€œnamecontainstempâ€•andpressAskor theEnterkey:
 

= 0[2]schedutedDataCollectionName+| Search

namecontainstemp Ask 2)Jorimprovingyourqueries
 

All   

Openthetempjobandconfirmthatit issetto run Onceandonlycollectsasingleindicator.

Navigatebackto PerformanceAnalytics> DataCollector>Jobs.

Openthe[PAIncident]DailyDataCollectionjob.

Navigateto theIndicatorsRelatedList.

. ConfirmthattheNumberofIncidentsResolvedbyTechnicalServicesSupportindicatorhas
beenadded.

11.EndImpersonation.

AutomatedIndicatorsLab
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WidgetVerification

Inthisstep,youaccessthenewlycreateddashboardtabandreviewthenewwidgets.
1. ImpersonatethePAPowerUser.

2. Navigateto PerformanceAnalytics>Dashboards.

OpentheIncidentManagementdashboard.IfnotvisibleunderRecent,selectAlland
performasearch.

Dashboards

RecentOwnedbyMeSharedwithMeAll

IncidentManagement
Incident
Editor

Viewed2mago

4. Navigateto theResolutionbyTSStab.

5. Verifythepresenceoffournewwidgets.(Yourwidgetswillappearinasinglecolumn.)
 

2Â©

y1(333%)Jant2:3   

6. EndImpersonation.

AutomatedIndicatorsLab
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B.AutomatedIndicatorCreation
Hereyoucreatea new indicatorto trackupdatedincidentswithoutusingtheGuidedWorkflow.

IndicatorSourceCreation

Thesourcedatafortheplannednew IndicatorisallUpdatedIncidentsthathavenotyetbeenResolved
or Closed.ThestepsbelowguideyouthroughtheIndicatorSourcecreation.

1. ImpersonatePAAdmin.

2. Navigateto PerformanceAnalytics> Sources> IndicatorSources.

3. ClickNew.

4. FilltheIndicatorSourceformasfollows:
e Name:

Incidents.Updated
e Validforfrequency:

Daily
 

Source:
Factstable:Incident
[incident]
Conditions:
Resolved|isempty|
AND
Closed|isempty|
AND
Updated|on |Today

   

Hint:ClickDAYStodisplay
theTodayoption

5. ClickSubmit.

Form-BasedIndicatorCreation

Next,youcreateanAutomatedIndicatorbasedon the/ncidents.Updatedsourceto trackdailycounts
ofupdatedincidents.

AutomatedIndicatorsLab
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Navigateto PerformanceAnalytics> Indicators>AutomatedIndicators.

ClickNew.

Completetheformasfollows:
Name:Numberofupdatedincidents
Frequency:Daily
Direction:Maximizeâ€” becausea highernumberispreferable
Unit:#

CompletetheSourcetabasshown:
Indicatorsource:Incidents.Updated
Aggregate:Count(default)
Valuewhennil:0
 

SourceAdditionalconditionsAccesscontrol_Other CollectionperiodsForecasting
 

â€˜Specifyindicatorsource,andaggregation. 

Indicatorsource|Incidents.Updateda} (o] Aggregate|Count

Collectrecords Valuewhennil    CompletetheAccesscontroltabasshown:

PublishonAnalyticsHub:[checked]
  

Source|Additionalconditions|Accesscontrol|Other|Collectionperiods|Forecasting|Statisticsexclusion
Spectyaccesscontolfothisindicator.PublishonAnalyticsHubisuncheckedthenthisindcatrwilnotbeavailableinAnalyticsHub.Ifthisineatorisnotaccesibleforalleles,thenspecithe|rolesthathaveaccestothsindeator

oe    OpentheOthertabandcheck:

Rendercontinuouslines
Showreal-timescore

SelectSavefromtheformcontextmenu.

Note:ThesystemautomaticallycompletestheDescriptionfieldusingtheconfigurationinformation.
ThisfeatureisforAutomatedIndicatorsonly.

NavigatetotheBreakdownsRelatedList.

ClickEdit...andaddthePriorityandCategoryBreakdowns.
AutomatedIndicatorsLab
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10.ClickSaveto returnto theIndicatorform.
 

Breakdowns(2)TimeseriesexclusionsJobs TargetsThresholdsDiagnosticResults
= V (Order+| Search @ â€” |Actionsonselectedrows.
Indicator= Numberofupdatedincidents,

2 Breakdown

Category
Priority

1 to20f2   

11.Navigateto theCollectbreakdownmatrixtab.

12.EnabletheCollectbreakdownmatrixproperty.
SourceAdditionalconditionsAccesscontrol_OtherCollectbreakdownmatrixCollectionperiods
ForecastingStatisticsexclusion
 

Enablesecond-levelbreakdownsforthisindicator,suchasOpenIncidentsbyAssignmentgroupbyPriority.Warning:SelectingthisoptionsignificantlyincreasestheamountofdatathatPerformanceAnalyticscollectsandtheamountofâ€˜memoryusedduringdatacollection.Havingaverylargenumberofscoresorsnapshotsmayimpacttheperformanceâ€˜ofwidgetsanddashboards.   

Collect
breakdown

mateix
 

I Tip:Thispropertyallowsyoutoapplya2"breakdown.

13.SavetheIndicator.

14.Navigateto theJobsrelatedlist.

15.ClickEdit..andaddthesetwojobsto theJobsList:

[PAIncident]DailyDataCollection
[PAIncident]HistoricDataCollection

16.ClickSaveto returnto theIndicatorform.
 

deze?   

INote:ThisactionaddstheIndicatorto theDailyandHistoricIncidentCollectionjobs.

AutomatedIndicatorsLab
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DataCollection

Eventhoughfuturescheduleddatacollectionwillcollectforthenew Numberofupdatedincidents
indicator,anad-hochistoricaljobisneededto populatepastscores.

1. Navigateto PerformanceAnalytics> DataCollector>Jobs.

2. ClickNewandcompletetheformasshown:
 

Name:tempjob-

Numberofupdated
incidents Collectionparameters

 â€˜ProvidethescorecolecionparametersWhenolectinginthepastdootgobeyondtheruberofasutsoresardsoeshotdataretainedBecaseâ€˜soresandsrapsetdatasthenremovedatomatialy,SeethePerformanceAMIEproperties.Relativestart:30 opener(ETS 5

daysago â€œewes=Retsivestart[days260

 

Relativeend:1days| svpscmetes

ago ne 
 

_-G0
Active:unchecked sate

ot

Run:Once contin   

SelectSavefromtheformcontextmenu.

NavigatetotheIndicatorsRelatedList.

ClickEdit...

AddNumberofupdatedincidentsto theIndicatorsList.

Collection IndicatorsList
(Q,numberofupdated temporaryjobforcollectingNumberof

updatedincidents
~None-

Numberofupdatedincidents

 
ClickSaveto returnto thejobform.

ClickExecuteNowtoexecutethecollectionjobimmediately.

AutomatedIndicatorsLab
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9. IntheJobLogstab,selectRefreshListfromthecontextmenutoviewthejobstatus.
 

Indicators(1)[JobLogs(1)|DiagnosticResults

 =] Â¥ & [created-| Search 
Job=tempjob-Numberofupd

CreatedState

2022-08-0803:24:55, Â©Collected

 

DataVerification

Afterthecollectioncompletes,navigateto PerformanceAnalytics>AnalyticsHub.

SearchforNumberofupdatedor Numberofupdatedincidents.
 

Se Â«| a) Â©
va

sini wet

Namba ofdateincidents \   

OpentheNumberofupdatedincidentsIndicator.

ClicktheBreakdownsbutton.

ExpandthePriorityBreakdowntoviewupdatedincidentsbyPriority,andmouseover the
charttoviewthescoresforeachtimeperiodshown.

 

 

 

Congratulations!
Youhavenow completedtheAutomatedIndicatorsLab.
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ModuleRecap

Describethedifferencebetweenan Indicatorandan IndicatorSource
AnIndicatordefinesandmeasuresaspecificprocessbehavior.
TheIndicatorSourcedefinesasetofrecordsspecifiedbyaconditiononaprocesstable.Many
indicatorscanbedefinedusingthesameindicatorsource.

WhichisamandatorytypeoffieldintheIndicatorSourceCondition?
TheConditionshouldalwaysbeconstructedto incorporateaDate/Timefield.Example:Incidents
resolvedâ€˜Todayâ€™
Describean IndicatorthatshouldusetheSUMAggregate
Summedageofopencases
Summeddurationofopenincidents
Totalcostofincidentresolution

WhatdoestheDependencyAssessmentdo?
ThedependencyassessmentisagraphicalUlthatshowscomponentrelationshipsina hierarchical
view.Ithelpsunderstandtheeffectsofplannedcomponentchanges.

AutomatedIndicators
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ModuleObjectives
DefinetheBreakdownSource

Configurean AutomatedBreakdown

ManageBreakdownMappings
PANU)Colpato|(=o ImplementBreakdownExclusions
Breakdowns

LabsandActivities
5.1AutomatedBreakdowns
5.2ManagingBreakdowns

ThismodulepresentstheconfigurationandadministrationofAutomatedBreakdownsand
BreakdownSources.Additionaltopicsdiscussedare theBreakdownMatrixandapplyingBreakdown
exclusions.
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TheBreakdownEffect 

AnalyzeData
byAttribute

 

â€” NumberofopenIncidents = 1- Critical â€”2-Highâ€”3-Moderate_â€”5-Planningâ€”4- tow

Compare[iaaeasadONaaa
Oh

Chica
|

iY]ol=S0)imBY)F-]

 

 

 
     00-01 Dayâ€”31-90Daysâ€” 90+Daysâ€” 06- 30Days

= 01-05 Days

Activity:WhichistheDominantOpenIncidentTypeperBreakdown?

â€” Hardware â€” Network â€” Inquiry/Helpâ€” Software
 

Breakdownsareconfigurationsthatallowyoutoanalyzetrendsbyaspecificattributesuchas

Priority,State,Age,Category,Assignmentgroup,etc.Breakdownscanbeconfiguredforany
Indicator.Onceconfigured,BreakdownsarevisibleintheAnalyticsHubandinDashboardWidgets.
TheaboveexamplepresentsseveralversionsoftheNumberofOpenIncidentswidget:

TimeseriesofallOpenIncidents
BreakdownoftheOpenIncidentsbyPriority
BreakdownoftheOpenincidentbyCategory
BreakdownoftheOpenincidentsbyAge

Ifyoutakeacloserlookattheexample,youwillbeabletonoticethemostprevalentCategory,
Priority,andAgeGroupofOpenIncidents.

AutomatedBreakdowns
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BreakdownSource  

Create
Breakdownson

REFERENCEor

CHOICELISTfields
 

 

FactsTableand
Field iu TableandConditionsto

Filter Field:Elementâ€™s

Conditionsuniqueidentifier

retrieveBreakdownElements

Factstable:the
ReferenceTable

Labelforunm

Breakdow:   

TheBreakdownSourcedescribesthenatureoftheattributebywhichyousegmentthedata.

Forinstance,whenyouperforma breakdownbyCategory,thebreakdownneedsto â€œknowâ€•where
theCategoryvaluesaredefined.So,youidentifytheFactstableandthefieldthatuniquely
identifiestheelementsinthetable.

Toconfigurea BreakdownSource,specifythefollowingintheSourcetab:

Factstable:Selectthebasetablethatholdsthebreakdownelements,inthisexampleChoice
[sys_choice].
Field:Selectthefieldthatuniquelyidentifiestheelements,usuallythatisâ€˜SysIDâ€™field.

Conditions:DefinefiltersthatidentifythespecificbreakdownelementsintheFactstablethat
youneed.Inthisexamplewe wantallactivecategoryelements.ClickPreviewtoseehowmany
records/elementsmatchthecondition.

RelatedListConditions:Asyoulearnedpreviously,thisoptionenablesyouto builda filterthat
joinsthefactstablewithanothertable.

Labelforunmatched:Youmayneedtoprovidealabelforscorevaluesthatcannotbegroupedto
one oftheelements.

Note:Manybreakdownsandbreakdownsourcesareprovidedoutofbaselineandmorecanbe
deployedbyinstallingavailablecontentpacks.Createnew breakdownsanytimeyouwishto
navigateandcategorizedatabyafieldthatisnotyetconfiguredasanexistingbreakdown.

AutomatedBreakdowns
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Breakdown
 

BreakdownSource-

Whereto findthe
Breakdown

Elementsâ€” Ee

Breakdown [Anactonatedbekdownisabestdownbonedonbrekdownousadeltoatanaficabieohare
 

Source +

Brn(io reakdown Source

Breakdown =
Mappingâ€”Howto

:

linktheBreakdown[izmmaaal 4

Sourceto the
s

;

Se Â«|
Breakdown ProcessTableMapping    

Breakdownsareappliedto Indicatorsto enablequickerunderstandingofprocesspatternsand
trends.BreakdownsdivideIndicatordataintodimensionssuchasCategory,Priority,State,etc.For
instance,usingaCategoryBreakdown,youcanviewtheâ€œNumberofopenincidentsâ€•indicatordata
bycategory,toseewhichcategoriesare producingthemostIncidents.

AbreakdownisdefinedbyidentifyingaBreakdownSourceandprovidingaBreakdownmapping.

Inthisexample,we createa Breakdownasfollows:
* NameisCategory.
* BreakdownSourceisincident.category,whichcontainsallactivecategoryelements,as

previouslydefined.
BreakdownMappingsidentifiesthefieldintheProcessTablethatcontainsthebreakdown
elementthatwasselectedduringIncidentprocessing.

Note:Youcancreatea breakdownwhileinthebreakdownsourcesform,fromtheBreakdowns
RelatedList.

Oncea breakdownisconfigured,itneedsto beappliedto one or more Indicatorslistedinthe
Indicatorstab.
Inaddition,visibilityofBreakdowndatacanbelimitedbyUsers,Groups,andRolesintheAccess
controltab.

AutomatedBreakdowns
Â©2023ServiceNow,Inc.AllRightsReserved 



 
CategoryBreakdown DDCategory FinalResultâ€”TimeSeries

Example: BreakdownMapping breakdownbyCategory
]) CategoryBreakdownSource NVattoamlatetelclaaaicllelincidentsbyCategory

ES oon (IEE correspondstoCategory
= = BreakdownMapping
Y _All>Table=incident>Element=categon

=

Category[Automatedview]
Bx] Factstable|Incident[incident]

 

 
Field|Category

IndicatorData 

B ShouldDatabe
GroupedBy

Database

Whereare theCategoryElements    ThisexamplesummarizesthestepstoconfiguretheCategorybreakdown:

* First,createaBreakdownSourcewhichretrievesalldesiredbreakdownvaluesforCategory.
TheserecordsarestoredintheChoicestableforthisparticularBreakdown.

* Next,createa Breakdownwitha structurethatlinkstheCategoryelementsfromtheChoicetable
tothefieldthatcontainstheCategoryvaluesintheIncidenttable.Thisstructureiscalledthe
BreakdownMapping.Itiscomprisedofthesetwoattributes:

* Factstable:TheIncidenttabletowhichtheBreakdownshouldbeapplied.
Â¢ Field:ThecolumnofthefactstablethatholdstheCategoryelement,whichisCategory.

* Last:
* AddthedesiredIndicatorsto therelatedIndicatorstabintheBreakdowndefinition.
* Collectdata.
* ViewtheIndicatordatabyBreakdownintheAnalyticsHub.

AutomatedBreakdowns
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. CreateaNewMappingfortheImpactfieldof

NewBreakdownMapping theIncidentSLAtable

(2)= eS
Peron

UseExistingBreakdownswithnew â€œFats[IncidentSAcin
table

 

tablesbycreatingadditionalBreakdown > Flea|impact .

Scripted

Mappings

TheImpactBreakdowncanbeusedbyIndicators
basedon bothIncidentandIncidentSLAtables

=
a

Breakdown=Impact

Factstable i n 2) BreakdownRelationsIndicators(1)Diag

   
@+

= |Aetions   serTheImpactBreakdowniscurrently
configuredfortheIncidentTableonly    

PerformanceAnalyticsforIncidentManagement(theComplimentaryversion)comesalreadypre-
configuredwithcommonBreakdownsfortheIncidentandTaskfieldssuchasState,Priority,
Location,andAssignmentGroup.TheseBreakdownsaresufficienttoanalyzeIncident-based
Indicators.
IfyouhaveIndicatorsbasedon otherProcesstablesaswellascustomtablesthatextendtheTask
table,youare likelygoingto neednew Mappings,eventhoughthebaseBreakdownalreadyexists.
Todothat,openanexistingBreakdown,andadda new Mappingrelatedrecord,fortheprocess
tableyouwishtoanalyzebythatBreakdown.
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 Createanewbreakdown:Location [tex]

Selecttheindicatortobreakdownandthefieldtoseto
determinebreakdownelements.

Createanewbreakdown:Location

â€˜Abreakciownsourcesdefinedfortheselectedindicator
andfieldReviewthesettingsbelowandclick(Next]to

 

â€˜createamappingbetweenthebreakdownandtheindicator
sourcettable.

Breakdownsource

Locations

Breakdown

1:SetIndicator/
poi

memes 2:ConfirmSource
Table/Field andMapping

PaMlal@-Nelelia(elar-]|

Tate](er=}vo)63  incidentLocation

 Createanewbreakdown:Location

4:Configure
Collection

ecnsoanNewreerre restezamanCollectbroken-downscoresandsnapshotsbasedonthis â€”
breakdownfrll linkedindicators. 5:Review
I colecttatromthepost a Tarea@e)|(reir
Period|90daysago    

Similarto theGuidedIndicatorSetup,PerformanceAnalyticsoffersaGuidedBreakdownSetup.To
begincreatinga new breakdown,navigatetoPerformanceAnalytics>Breakdowns> CreateNew.

Theseare thestepsofthesetup:
1. Selecttheindicatorto breakdownandthefieldto usetodeterminebreakdownelements.
2. Abreakdownsourceisdefinedfortheselectedindicatorandfield.Reviewthesettingsbelow

andclick[Next]tocreateamappingbetweenthebreakdownandtheindicatorsourcetable.A
breakdownsourceisdefinedfortheselectedindicatorandfield.Reviewthesettingsbelowand
click[Next]tocreateamappingbetweenthebreakdownandtheindicatorsourcetable.
Linkthebreakdowntoanyindicatorwiththesamesourcetable.
Collectbroken-downscoresandsnapshotsbasedon thisbreakdownforalllinkedindicators.

Reviewthefollowingactionsandclick[Apply]tousethesesettingsforthebreakdown.New
recordsarecreatedautomatically.

Anaddedbenefitto thebreakdownguidedsetupistheabilityto runacollectionjobon thefly
withoutassistancefromthePerformanceAnalyticsAdmin.
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AddBreakdownsfoIndicatorsManually

Indicator

[NumberofopenincidentsView:Automatedâ€•@r = |Update|ManageBreakdowns

SS) Gee ee
4 Breakdownscanbe

 

V |Order =|search

SSeS

.

addedtoor deleted
Breakdown

 

fromtheBreakdowns
RelatedList

EVAMconfigurationforSearch
RemoveTae:

â€˜Android    BreakdownsUist

OnlyMappedBreakdownswillshowand|=a

es

Priority
ContactType cs

canbeadded! Ines owe
IncidentCallerCompany State

ize Age
UrgencyNewlyAddedBreakdownswill

bevisibleaftercollectionisrun     

BreakdownscanbemanagedmanuallybyaccessingtheBreakdownsRelatedListofan Indicatorand
usingtheEditbuttontoaddor removeBreakdowns.
Note:OnlyMappedBreakdownscanbeaddedtoan Indicator(Mapped= Havinga Breakdown
MappingtotheIndicatorFactstable).
Donotforgettoruncollectionafteraddinga new Breakdown,forjustthatBreakdown.Re-running
historicalcollectionforallBreakdownsmayoverridedailyupdatesandisnotrecommended.
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ManageBreakdownsUtility 

ManageBreakdowns
Uline]lConwamcelarateleliale)

folarem\iXe]eye)lave]
Breakdowns    

AMapping
recordisauto(=createdand
presented  ConfiguretheFieldandSubmit

toadda Breakdown   

TheManageBreakdownsutilitypresentstwocolumns:
* Left:AvailableMappedandUn-mappedBreakdowns.
* Right:AlreadyLinkedBreakdowns.

SelectaMappedor UnmappedBreakdownanddragitto theRightcolumnor usetheAddarrow. A
MappedBreakdownisaddedrightaway.AnunmappedBreakdownrequiresaMapping.ANew
BreakdownmappingrecorddialogisdisplayedalreadycontainingtheIndicatorFactstable.Select
theFieldandSubmittocreateanew BreakdownMappingandlinkit to thenew Breakdown.

AutomatedBreakdowns
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BreakdownMatrix

1stlevelbreakdownnavigationisalwayspossible
2LevelsofBreakdownscanbeappliedin â€˜orconfiguredbreakdowns

AnalyticsHub
Toallow2"Â¢levelbreakdownnavigation,check
CollectBreakdownMatrixintheIndicatorform 

Numberofopenincidents>Category=Software October3-Yesterday
Todayat17:42<

Source|Additonalconditions|Aczesscontrol|Other] Collectbreakdownmatrix43vy-10(-189%)

 

15    

Exampleshowsthecurrentscoreandtrendlineof
OpenIncidentswitha CategoryofSoftwarethat
areLowpriority

27Oct2018
SiNianierarOpenIncenseCao SSoRNETES CAUTION:BreakdownMatrixconsumesextra
Priority=4-Low:90 7 an

storageandcollectiontime  

servicenow.

Ifan indicatorhasmultiplebreakdowns,thedatacollectorcancollectscoresfora matrixofthese
breakdownsandmaintaina scoreshistoryforthesecondbreakdownlayer.
Forexample:NumberofopenIncidentscanbeviewedbyAssignmentGroupandthenbyPriority,
or,byPriorityfirstandthenbyAssignmentGroup.

EnablingthebreakdownmatrixoptionsignificantlyincreasestheamountofdatathatPerformance
Analyticscollectsandtheamountofmemoryusedduringdatacollection.Onlyactivatethisoption
ifyourequirethehistoryofsecondlevelbreakdowns.Ifyouonlyrequireasecondlevelbreakdown
forasinglescore,useagroupbyreporton therecordset.

Ifa scoreshistoryofa secondlevelbreakdownforafirstlevelbreakdownisnotwanted,thissecond
levelcanbeexcluded.ThisisdonebycreatingBreakdownexclusionrecords.

WiththeCollectbreakdownmatrixchecked,clickNewintheBreakdownmatrixexclusionsRelated
Listtocreatea new exclusion.
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BreakdownMatrixUtility EachCellholdstheNumberofScoresthatwillbe
collectedfortherespectivenavigationPath
 ConfigureBreakdownMatrix Gann

fellfonwamcelmanrelarele|igreWemRNZ~)| ee acoectonoon iaalecEde

e}c<Te]<ole\wakere)|(-reri(e)a)

ConfigureBreakdownMatrixcanbelaunched
rom theManageBreakdownsUtilityscreen:

 

|< Numberofopenincidents

ManageBreakdowns    

Thereare 5Agesand6States.5x 6= 30separate
ScoreswillbegeneratedfortheAgexStatebreakdown   

TheConfigureBreakdownMatrixutilityislaunchedfromwithintheManageBreakdownsutility
screen.

Eachcellcontainsthenumberofnew scoresthatwouldbegeneratedduringcollectionforthe
respective2-levelBreakdownnavigation.

Thereare5AgeElements,6States,5Priorities,5Categories,and43AssignmentGroups.Hereisthe
mathbehindthenumbersinthematrix:

Agex State= 5x 6= 30

Agex Priority=5x5=25
Agex Category=5x5=25
AgexAssignmentGroup= 5x 43= 215

AssignmentGroupx State= 43x 6= 258

AssignmentGroupxPriority= 43x 5= 215

AssignmentGroupx Category= 43x5 = 215

Categoryx State= 5x 6= 30

Categoryx Priority=5x5=25
Priorityx State= 5x 6= 30

30+25+25+215+258+215+215+30+25+30= 1068

AutomatedBreakdowns
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BreakdownMatrixUtility
* Clicka MatrixCellto Excludeor Includethat

BreakdownCombinationincollections
 

BreakdownMatrix

Clickacellinthematrixtoexcludethecombinationfromdatacolcombinationsarenotavailablein widgetsoronscorecards. â€˜orincludeitindatacollection.Excluded

aRS

AssignmentGroup

one Assignment
Groupx Priority

isExcluded
Priotty 

MatrixExclusionrecordsareautomaticallycreated
anddisplayedintherelatedlistoftheaffected
Indicator

 

 
Breakdowns5)"re 2) TameseresexchalonsJb(2) Tages

el |
Theesott(S)DiagnosticRents

Breakdown

 

 

*BreakdownmatrixexclusionsareBi-directional

TheexamplepreventsviewingbyAgexStateandAssignmentGroupxPriority

ThevisualBreakdownMatrixdisplaysallcombinationsfordatacollection.

Clicka celltotogglethecorrespondingBreakdowncombinationbetweenincludedandexcluded.As
shownintheexample,excludedcombosdisplayinwhiteandoff-greyfont.InthiscasetheAgex
StateandAssignmentGroupxPrioritycombinationsare excluded.Ifyouclickon theAgex
AssignmentGroupcell,thatbreakdowncombinationwouldalsobeexcluded.
Asshownon theright,whenyouexcludea breakdownmatrixcombination,a recordis
automaticallywrittento theBreakdownmatrixexclusionslist.Inthiscase,thereare two recordsin
thelistthatcorrespondwiththetwoselectedbreakdownmatrixexclusions.

Addingan IndicatorBreakdownmatrixexclusionpreventsnavigatingtheAnalyticsHubandall
Widgetsbythatspecificbreakdowncombination.Therefore,inthisexample,viewerswillnotbe
ableto see IncidentsbrokendownbyAgeANDStatetogether,norAssignmentGroupANDPriority
together.
TheorderoftheBreakdownsinacombinationdoesnotmatterasBreakdownexclusionsare bi-
directional.

Note:BreakdownExclusionscanalsobemadedirectlyto theIndicatorâ€™sBreakdownmatrix
exclusionslistshownon theright.

AutomatedBreakdowns
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BreakdownManagement

Â¢UsetheManageBreakdownsUtilitytoviewalistof
MappedandUnmappedBreakdownsandquicklycreate
a Mapping

* NotethatenablingtheBreakdownMatrixgenerates
extrascoresandprolongscollectiontime

GoodPractices
Â¢PreviewandmanagethenumberofBreakdown
CombinationsusingtheConfigureBreakdownMatrix

Utility

ConsidertheabovebestpracticeswhenworkingwithBreakdowns,Sources,andMappings.

AutomatedBreakdowns
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AutomatedBreakdownsLab

Lab5.1
Automateco

5.1AutomatedBreakdownsLab

* Createa new automatedbreakdownusingtheGuidedBreakdownWorkflow
* Createa breakdownusingtheform-basedinterface
* Collectdataandviewtheresultsofthenew breakdown

5.2ManagingBreakdownsLab

Â« UseManageBreakdownsInterface
* LaunchandConfigureBreakdownMatrix

AutomatedBreakdowns
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AutomatedBreakdowns

325minutes

Ko]Â©@)0)(ToaNWA
Processowners atGlideHavenneedtoanalyzetrendsbyvariouscharacteristics.Todothat,
Breakdownsare neededtoâ€œsegmentâ€•theprocessdata.Inthislab,youperformthefollowing:

Createa new ResolutionCodeBreakdownusingtheGuidedWorkflow
Createa new Callerâ€™sDepartmentBreakdownbyusingtheBreakdownForm
ManuallyconfigureBreakdownSourceandMapping
RuncollectionwithBreakdownexclusions

A.GuidedBreakdownSetup
Inthissection,youcreatea new Breakdownthatallowsyoutoanalyzeclosedandresolved
incidentsbytheirResolutioncode.

BreakdownReview

1. AccessthelabenvironmentasthePAAdminuser.

Navigateto PerformanceAnalytics> Indicators>AutomatedIndicators.

SelecttheShow/hidenaturallanguagefilterbutton.

. Typeâ€œnamecontainsclosedincidentsâ€•andpressAskor theEnterkey.
SelecttheNumberofclosedincidentsindicator.

V @_IndleatorsView:Automated|Nome

PublishonAnalyticsHub

Search

false

 

AutomatedBreakdownsLab
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Navigateto theAccesscontroltabon theIndicatorform.

EnablePublishonAnalyticsHubstoviewthisindicatorintheAnalyticsHub.

SelectSavefromtheformcontextmenuto remainon theform.

ClicktheShowAnalyticsHubRelatedLink.

10.ExploretheavailableBreakdowns.
 

OverviewCompare

Numberof
16v2111%

 

 FE](Gsexenor odnet)
     

|Question:Whatare thedimensionsbywhichyoucananalyzeclosedincidents?

ExistingBreakdownReview

1. NavigatetoPerformanceAnalytics> Breakdowns> CreateNewto launchtheGuided
BreakdownWorkflow.

CompletetheSelectthebreakdownsourcesectionasshown:

Indicator:Numberofclosedincidents
Table:incident[auto-populated]
Field:ResolutionCode
 

Createanewbreakdown:Resolutioncode

Selecttheindicatortobreakdownandthefieldtousetodeterminebreakdownelements.
 

  
%Indicator

Numberofclosedincidents

Table
incident

* Field
Resolutioncode   

AutomatedBreakdownsLab
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ClickNextto move to theDefinethebreakdownstep.

ConfirmthatBreakdownSourceandBreakdownMappingare automaticallycreated.
 

Createanewbreakdown:Resolutioncode

"NobreakdownsorbreakdownsourcesaredefinedfortheselectedindicatorandeldEnteranameforthenewbeeakdownandclickNext]tocreatethebreakdown,breakdown   
Breakdown
Resolutioncode

BreakdownSource
IncidentResolutioncodeBreakdownmapping

IncidentResolutioncode
 

[Praenrearierniaknenioase) [owlneronatant    ClickthePreviewrecordsforthisbreakdownsourcebutton.

Confirmthatthereare 10resolutioncodesandclosethewindowusingtheâ€˜Xâ€™.

Ae
Sequence Updated

manenenzs9s4

 

maz00-11141812

manenenzs9s4

zoz9911142081

mozeaiies2is

SovedRemoteyWorkAround) SohedRematelyWorkaround)fs

NotSavedNetResreducbie)NetSolved(NetReproduce!   

SelectShowfiltertomakeadjustmentsandscrolldownto reviewtheFilterconditions.
 

Alloftheseconditionsmustbemet

[ie ac a ICT ~|= =) = (me|)
[som ) cn CT |(=e ac ao SCs -|x cd |

 
 

 
 

  

    I Note:HereyoucanmodifythelogicthatretrievesresolutioncodesfromtheChoicetable.

AutomatedBreakdownsLab
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8. ClickNextwithoutmodifyingtheconditions.

9. CheckNumberofIncidentsResolvedbyTechnicalServicesSupporttoapplythenew

BreakdowntothisadditionalIndicator.
 

Createanewbreakdown:Resolutioncode

Linkthebreakdowntoanyindicatorwiththesamesourcetable.
 

 

[Numberofclosedincidents

NewncidentsfromphonecallsNumberofincidentsclosedbyself-service
Numberofincidentsnotsolved

(NumberofincidentsResolvedbyTechnicalServicesSupport"Numberofincidentsresolvedonthesamedayopened
NumberofnewincidentsNumberofopenincidents

10.ClickNexttomovetotheDataCollectionstep. 11.CheckCollectdatafromthepastandsetthecollectionperiodto90daysago.

Createanewbreakdown:Resolutioncode [Previous}[sex]ea ee ea aD |{Collectbroken-downscoresandsnapshotsbasedonthisbreakdownforalllinkedindicators.

  

 

  

GiCollectdataromthepast
Period|90daysago Â¥   

12.ClickNext.

13.ReviewtheSummary.

I Question:Whichnew objectswillbecreatedaftercompletingthisprocess?

14.ClickApplyandwaituntilthebreakdowniscreated.

NewBreakdownConfigurationReview

1. Onceconfigurationcompletes,clickResolutioncodetoopentheBreakdownform.
 

Createanewbreakdown:Resolutioncode

=== ies)Usethisbreakdown
Â©Resolutioncode
Usethisbreakdownsource
V IncidentResolutioncode

Usethisbreakdownmapping   

AutomatedBreakdownsLab
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2.

3.

7.

Scrolldowntheformto theIndicatorsRelatedList.

ConfirmthatNumberofclosedincidentsandNumberofIncidentsResolvedby
TechnicalServicesSupportare listed.

NavigatetotheBreakdownMappingstabandclicktheInfoicontoviewthebreakdown
mappingvalues.
 

BreakdownMappings(1)  BreakdownRelations_Indicators(2)_DiagnosticResults
= Y |fortext ~| Search

Breakdown= Resolutioncode

Q. Factstable Script

10)â€œÂ«ident (empty)

ConfirmthatthemappingcontainsincidentastheFactstableandclose_codeasthe
Field.   

IntheAutomatedtab,confirmthattheBreakdownSourceissetto IncidentResolution
code.
 

AutomatedAccesscontrol

 

 Anautomatedbreakdownisabreakdownbasedonbreakdownsourceandpointstoafieldinafactstable,orisscripted.  Â°KBreakdownsource| IncidentResolutioncodeQ 

Clicktheinfoiconnextto theBreakdownsourceandthenclicktheOpenrecordbutton.
 

 > Name|Res
Â°

â€” BreakdownSource=p â€˜OpenRecord} |_

Description
2KName__IncidentResolutioncode

|

Description

â€˜AutomatedAccesscontrolDCactive

â€˜Anautomatedbreakdownisabreakdfed
Â°KBreakdownsource|IncidentResolutioncodeQ 0)â€”=_

    

AutomatedBreakdownsLab
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ReviewtheFactstable,Field,andtheConditions.Recallthatyoupreviewedthis
informationintheDefineBreakdownstepoftheautomatedworkflow.

 

Source|Security
 

â€˜Selectthefatstableforthebreakdownsourceelementsandapplyconditionstooptimizetheelementist. 

%Factstable|Choice[syschoice] ~| showSchemaMag

Field|SysID 7

Conditions,

â€˜CONDITIONS

Allotheseconditionsmustbemet

dlose.code       

ClosetheBreakdownSourceform.

IndicatorDataVerification

Navigateto PerformanceAnalytics>AnalyticsHub.

OpentheNumberofclosedincidentsIndicator.

ExpandtheBreakdownslist.

SelectResolutioncodeBreakdownandconfirmthatincidentsare categorizedbytheir
Resolutioncodevalues.
 

Womberofdosedincidents February25-June2s> Daly~

June25<

160(0.0%)

â‚¬_(Qsearchbreakdownsandelements

AprilsElement Scorey Changeâ€˜Â©Numberofclosedincidents> Resolutioncode= Solved(Permanently):68

Solved(Permanently) 18 3

Solved(WorkAround)

SolvedRemotelyWorkAround)
SolvedRemotely(Permanently)   NotSolved(NotReproducible)
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B.ManualBreakdownSetup
ACalleristheuserthatcallsinto reportan incident.Youaregoingtomanuallyconfigurea

BreakdowntoanalyzeincidentsbytheCallerâ€™sdepartment.

CreateBreakdownSource
Tobegin,yousetupthebasesourceforDepartmentvalues.

1. Navigateto PerformanceAnalytics> Sources> BreakdownSourcesandclickNew.

2. Completetheformasfollows:
 

Name:MyDepartments
Factstable:Department
[cmn_department]

Source|Seay

Field:SysID | 
- Factstabe[Departmentlema.department]+ |ShawSchemaMaoFie|Sys! 5   

3. SelectSavefromtheformcontextmenutoremainon theform.

4. ClickPreviewandthenselectthe7recordsmatchconditionlinktoviewthe
departments.Thiswillopenina new tab.
 

>KFactstable|Department[cmn_department]Â¥ ShowSchemaMap

> Field|SysIDwt ad

Conditions>recordsmachconaton   5. ClosetheDepartmentslisttab.

CreateNewAutomatedBreakdown
Inthisstep,yousetuptheBreakdownthatusestheMyDepartmentssource.

1. Navigateto PerformanceAnalytics> Breakdowns> AutomatedBreakdowns.

2. ClickNewtocreatea new Breakdownbasedon theMyDepartmentssource.

AutomatedBreakdownsLab
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3. Completethenew Breakdownformasfollows:
   

e Name: <) = Nowvecsed
Callerâ€™s
Department

Type|Automated

2 Name|Callerâ€™sDepartment
DescriptionBreakdown

source:My
Departments â€˜Automatedâ€”Accesscontrol

 

â€˜AnautomatedbreakdownisabreakdownbasedonbreakdownsourceandpÂ¢
>Breakdownsource|MyDepartments Q

QDefaultelementsfilter

    4. SelectSavefromtheformcontextmenutoremainon theform.

CreateNewBreakdownMapping
Inthisstep,youmaptheDepartmentstablerecordsto theIncidentCallerDepartmentfield.

1. NavigatetotheBreakdownMappingsRelatedListandclickNew.

2. SettheFactsTabletoIncident[incident].
SelecttheFielddropdownandperformthesesteps:

a)Locateand
expandthe
Callerattribute.

Selecttheelementfromthetree

Locateand
selectthe
Department
attributeunder
Caller.    

AutomatedBreakdownsLab
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4. ConfirmthattheFieldattributeissetto CallerDepartment.

 @] = BreakdownMapping~

Caller'sDepartment
>Factstable|Incident[incident] + | ShowSchemaM

5. ClickSubmit.   

6. Confirmthatthenew breakdowncorrectlymapsto thecaller_id.departmentfield.

 BreakdownMappings(1)|BreakdownRelationsIndicatorsDiagnosticResults
= Y| fortext ~| search

Breakdown= Callerâ€™sDepartment
2 Factstable

Â© incident

1 tolofi    AddIndicators

Asa laststep,youneedtospecifywhichIndicatorsshouldusetheDepartmentbreakdown.

1. NavigatetotheIndicatorsRelatedListoftheCallerâ€™sDepartmentbreakdown.

2. ClickEdit...andaddtheNumberofnew incidentsandtheNumberofresolvedIncidents
totheIndicatorsList.

ClickSaveandreturnto theautomatedbreakdownform.

 BreakdownMappings(1)BreakdownRelationsIndicators(2)DiagnosticResults
Â©â€” [Atomsonscecedrom. Â»|= Â¥[fortext- |search

Breakdown= Callerâ€™sDepartment
2 Indicator

Numberofnewincidents

Numberofresolvedincidents

 
C.RunCollectionforIndicatorswithNewBreakdowns

AhistoricalcollectionisrequiredtopopulatethenewlyaddedDepartmentBreakdown.

1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

AutomatedBreakdownsLab
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2. ClickNewandcompletetheformasfollows:
e Name:TempcollectionforCallerâ€™sDepartmentBreakdown
e Relativestart:3

Relativestartinterval:monthsago
Active:[unchecked]
Run:Once

SelectSavefromtheformcontextmenuto remainon theform.

Navigateto theIndicatorsRelatedListandclickEdit....

AddNumberofnew incidentsandNumberofresolvedincidentsto theIndicatorsList
andclickSave.

 

Collection IndicatorsList

Qnumberofresolved TempcollectionforCallerâ€™sDepartmentBreakdown

Numberofresolvedincidentsbyfirstassignedgrou Numberofnew incidents
Numberofresolvedincidents

D.ExcludeBreakdownsfromCollection
   

Sinceyouare re-runningahistoricalcollection,thereisalwaysthechancethatyoumaybe
overridingthedailyscorescollectedover time.Topreventthat,youneedtoaddsomeexclusions.

1. WhilestillintheDataCollectionJobform,navigatetotheIndicatorsrelatedlist.

2. ClicktheNumberofnew incidentsindicator.

OntheJobIndicatorform,performthesechanges:

a)UncheckCollectindicator.

b)SetCollecttoExcludethesebreakdowns.

JobIndicator
â€˜TempcollectionforCallerâ€™sDepartmentBreakdown- Numberofnewincidents

>Job|TempcollectionforCallersDs|Q [EE cottecindicator
> Indicator|Numberofnewincidents

Collect{Excludethesebreakdownsv|{j=
 

SelectSavefromtheformcontextmenuto remainon theform.

AutomatedBreakdownsLab
Â©2023ServiceNow,Inc.AllRightsReserved 



servicenow.
 

ClicktheEdit...buttonoftheExcludebreakdownsrelatedlist.

EdittheExcludebreakdownslistandaddthefollowingbreakdowns:

AssignmentGroup,Category,Priority
ClickSaveandconfirmthatthethreebreakdownshavebeenexcludedasshown:

 

= Y_Excludebreakdowns|Breakdown~|Search

J0bindicatorÂ»TempcollectionforCalleâ€™sDepartmentBreakdown-Numberofnewincidents

Breakdown=AssignmentGroup

Category

Procty  ClickUpdateto returnto theScheduledDataCollectionform.

OpentheNumberofresolvedincidentsindicatorfromtheIndicatorsRelatedList.

. Repeatsteps3-7aboveandconfirmthattheNumberofresolvedincidentsJobIndicator
hasbeenconfiguredasfollows:

Update|[tee]
Y- Bxcaebreakdowns|BreakdownÂ«|Search

JoblodatrÂ«empcolectiontoraersDepartmentBreakdownNumberofeaveindentsâ€˜readown=

11.ClickUpdateto returnto theScheduledDataCollectionform.

12.ClickExecuteNowto run thejob.

E.BreakdownDataVerification
Performthesestepsafterthecollectionjobhascompleted:

1. ClickthePerformanceAnalytics- AnalyticsHubfavorite.

2. SearchandopentheNumberofnew incidentsIndicator.

3. ExpandtheBreakdownslist.

AutomatedBreakdownsLab
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4. Confirmthatopenincidentsare categorizedbytheirCallerâ€™sDepartment.
 Ze 0

   Returnto theAnalyticsHubIndicatorlist.

SearchforandopentheNumberofresolvedincidentsIndicator.

. ConfirmthatresolvedincidentsarecategorizedbytheirCallerâ€™sDepartment.
 ar reery

   Congratulations!
YouhavenowcompletedtheAutomatedBreakdownsLab.

AutomatedBreakdownsLab
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BreakdownManagement Lab
5.2

320minutes

Ko]Â©)Â©)(-Ye9Ih=5
TheIncidentManageratGlideHavenhassomespecificrequirementsforBreakdownsand
BreakdowncombinationexclusionswhenviewingincidentKPIs.Inthislab,youusetheManage
BreakdownsandBreakdownMatrixinterfacestoaddandmapbreakdownsandconfigure
breakdownexclusions.Thefollowingactivitiesarepracticed:

LaunchtheManageBreakdownsinterface
Adda mappedbreakdown
Addanunmappedbreakdownandcreatea mapping
ExploretheBreakdownMatrix

A.ManageBreakdowns

LaunchManageBreakdowns

1. ImpersonatethePAPowerUser.

2. NavigatetoPerformanceAnalytics> Indicators>AutomatedIndicators.

3. SearchforandopentheNumberofresolvedincidentsindicator.

= Y_Â®&IndicatorsView:Automated|fortext + |Search

All > Type=Automated> IndicatorsourceNamedoesnotcontainAnalytics
Name Unit

numberofresolvedyaa Search

Numberofresolvedincidents #

Numberofresolvedincidentsbyfirstas... #
 

I Tip:Alternately,typenamecontainsnumberofresolvedintheNaturalLanguagefilter.

BreakdownManagementLab
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 4. ReviewtheNumberofresolvedincidentsconfiguration.
Questions:
WhatBreakdownsare currentlyconfigured?
IstheCollectbreakdownsmatrixpropertyenabled?

5. ClicktheManageBreakdownsbutton.

I Tip:TheManageBreakdownsbuttonisintheformheaderaswellasabovetheRelatedLinks.

6. TypestateintheAvailableBreakdownssearchfieldto locatetheStateBreakdown.

7. DragtheStateBreakdownto thelistofSelectedBreakdownsandremainon thesame

page.

<<Numberofresohedincden
ManageBreakdowns

LaunchBreakdownMatrix

1. ClicktheConfigureBreakdownMatrixbuttonbelowtheSelectedBreakdownscolumn.

2. ExcludethefollowingcombinationsofBreakdownsbyclickinginthecorrespondingcells:

 AssignmentGroupandCallerâ€™sBreakdownMatrix

Department

CategoryandCallerâ€™s
Department    

I Tip:Note:Anexcludedcombinationwillappearasa whitebackgroundcell.

BreakdownManagementLab
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ClosetheBreakdownMatrixwindow.

PresstheBackarrow toreturntotheIndicatorform.

ConfirmthattheStatebreakdownhasbeenaddedtotheBreakdownslist.

Confirmthattwonew breakdownexclusionshavebeenadded.
 

Breakdowns5)Breakdownmatrixesclusions(2) TimeseriesexclusionsTargetsThresholdsDiagnosticResults
ay [eee |owe Â©â€” [AcosenseecedomÂ»|es

treadom andrei
cars eciowt â€”

Â©AssignmentGroup CallersDepartment

1 to20f2    I Note:BreakdownexclusionswillbecomeeffectiveafterthenextdataCollection.

7. EndtheImpersonation.

B.CreateanUnmappedBreakdown
Inthissectionyoucreatea new Breakdown,includinganew BreakdownSourceanda new

BreakdownMappingviaManageBreakdownsutility.

CreateBreakdownSource

1. ImpersonatethePAAdmin.

2. Navigateto PerformanceAnalytics> Sources> BreakdownSources.

3. ClickNewtocreatea new source.

4. Completetheformasshown:

e Name:Users
e Factstable:User

[sys_user]=|SctnectibfrhebreakoanorceemertsandyantonaatinelemField:SysID . Saal 7) Saniamae

 

 

Conditions:Activeis
true

BreakdownManagementLab
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5. Submitthenew record.

CreateNewAutomatedBreakdown
Now,configurea BreakdownfortheAssigneeâ€™smanagerbasedon theUsersBreakdown
Sourceasfollows:

1. NavigatetoPerformanceAnalytics> Breakdowns> AutomatedBreakdowns.

2. ClickNewtocreatea new Breakdownbasedon theUsersbreakdownsource.

3. Completethenew Breakdownformasfollows:
 

iioManagerView:Automated
e Name:

Assigneeâ€™s
Manager
Breakdown ry

source: |Anautomatedbeatdownbrestdownbasedonbresdownof
Users breton[GetTT  Detautelements

fier
 

4. Submitthenew record.

LinkanUnmappedBreakdown

Youneeda mappingtoaddtheAssigneeâ€™sManagerbreakdownto theNumberofresolved
incidentsindicator.Inthisstepyoucreatea mappingusingtheManageBreakdownsutility.
1. NavigatetoPerformanceAnalytics> Indicators>AutomatedIndicators.

2. OpentheNumberofresolvedincidentsrecord.

3. ClicktheManageBreakdownsformbutton.

4. ConfirmthattheAssigneeâ€™sManagerbreakdowniscurrentlymarkedUnmapped.

BreakdownManagementLab
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AddtheAssigneeâ€™sManagerbreakdownto thelistofSelectedBreakdownsasshown:
ManageBreakdowns
Selecbreakdowntorouandernde sares
â€˜valbeBreakdowns(1)(QanigneesmanagerSerecedBreskdownsis)(@

AslenmentGrovecess

olesDeactment Demutnens

 

6. ReviewtheBreakdownMappingrecordthatthesystemgeneratesautomatically.
7. SettheFieldtoAssignedtoManagerasfollows:

a. PressClicktoselect... Selecttheelementfromthetree 

4
Bar

Fie Bactive* BlActivitydueBlActuatendElActualstart
Additionalassigneelist

Clicktoselect...  E,AdkitionalcommentsApproval
BlArprovallistory

b. Searchforandexpandthe BremengaAssignedto attribute â€˜Wiiecionsâ€•ExPasinessimpact
Businessresolvetime  c. ClicktheManagerattribute Boecines
BinternalintegrationUser

: 3 LDAPserverunderAssignedTo MaconBustogn
Lastlogintime

Bllastoome
BQalocation
@@Manager
AlMislenoneâ€”
E\Mobilephone
Aome
Notification
Proto
BPrefix   

  d. VerifythattheFiledissetto

Assignedto Manager [x]o RoacoenicatnnesBrennenMorea@

> Breakdown

â€˜Assignee'sManagerFactstableIncident[incident]Field

â€˜AssignedtoManager
Scripted

 

 

I Note:Thisactioncreatesa new BreakdownmappingfortheIncidentâ€™sAssigneeâ€™sManager.

BreakdownManagementLab
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8. ClickSubmittocompletetheBreakdownMappingconfiguration.
9. Verifythatthenew Breakdownhasbeensuccessfullyadded:

 

ManageBreakdowns
Selectbreakdownstogroupandfilterindicatorscores

AvailableBreakdowns(29)|Q. SelectedBreakdowns(5) Q

.. Assignee'sManager   

C.RunCollection

ConfigureTempCollectionJob
Youneedto runahistoricalcollectiontopopulatetheAssigneeâ€™sManagerBreakdown
informationfortheNumberofresolvedincidentsindicator.

1. NavigatetoPerformanceAnalytics> DataCollector>Jobs.

2. ClickNewandcompletetheformasfollows:
e Name:TempcollectionforAssigneeâ€™sManagerBreakdown
e Relativestart:3

Relativestartinterval:monthsago
Active:[unchecked]
Run:Once

ClickSavefromtheformcontextmenu.

Navigateto theIndicatorsRelatedListandselectEdit...

AddNumberofresolvedincidentsto theIndicatorslist.

ClickSave.

ClickExecuteNowto run thejob.

I Tip:Asa bestpractice,applyBreakdownexclusionstoavoidoverwritinganyscorescollecteddaily.

BreakdownManagementLab
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D.DataVerification- ViewBreakdownon Scorecard
Oncecollectioncompletes,selectthePerformanceAnalyticsâ€” AnalyticsHubfavorite.

SearchforandopentheNumberofresolvedincidentsIndicator.

OpentheBreakdownslist.

ConfirmthatincidentscannowbetrendedbytheirAssigneeâ€™sManager.

Element

MaryanneWhyman

RosieMathews(ResourceMgr)

AryaHajarha

BudRichman
 

1Note:Youmayneedtogobacktoapreviousdayâ€™scollectionstoseescores.

5. SelectthePriorityBreakdownandapplythe5-PlanningBreakdownelementtoview
resolvedincidentswithPlanningpriority.

Element

4-Low

5-Planning#
1-Critical

2-High

3-Moderate
 

6. SelecttheCategoryBreakdownandapplytheSoftwareBreakdownElementasa2"
evelbreakdowntoview5- PlanningpriorityincidentsfromtheSoftwarecategory.

 

aime.
Priority=5- Planningx Category=Software   

7. CleartheBreakdownelementselectionsbyclickingtheâ€˜xâ€™.

BreakdownManagementLab
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8. Verifythatincidentscannotbenavigatedbythesetwocombinationsofbreakdowns:

Callerâ€™sDepartment+AssignmentGroupandCategory+ Callerâ€™sDepartment
  

Callerâ€™sdepartment=SalesX Category=Software

â€˜Assignee'sManager
Assignee'sManager

State

State
Priority

Priority AssignmentGroup     

Congratulations!
Youhavenow completedtheBreakdownManagementLab.

BreakdownManagementLab
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ModuleRecap

WhichobjectdescribesthepossiblevaluesofaBreakdown?
BreakdownSource

Thereare3Priorities,4States,and2AgeElements.Howmanyscoresaregeneratedforallpossible
Breakdowncombinations?
Whenaddingthemallup,theansweris26:
* Priorityx State12
* Priorityx Age6
* StatexAge8

AutomatedBreakdowns
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ModuleObjectives
DescribeIndicatorTypes
RecognizetheBenefitsofUsingFormulaIndicators

ConfigureFormulaBasedIndicators

Formulaand ConfigureManualIndicators
ManualIndicators

LabsandActivities
6.1FormulaIndicators
6.2ManualIndicators

ThismoduleintroducestheFormulaIndicatorTypeandpresentssomecommonusecasesand
techniquesforefficientlybuildingFormulastoderivenew metrics.Inaddition,theManualIndicator
typeisalsodiscussed.
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IndicatorTypes

* Dataresidesin
ServiceNow
processtables

* Scheduled
(@Xo)|[=rearola)

(/) Veime)saalul(e)Welalure]|
Datais PamDoironwicelalelell\\7
lero](ei0lo](-toMixolan enteredor

existingindicators Imported
faxeloni(olaswaeliexy * Sensitiveor hard
/ Percentages remo)eycellake(eire)

Choosingtherightcollectionmethoddependson thefrequencyandintegrityofyourdata.There
are multiplewaystocollectthescoresforyourindicators:

AutomatedIndicators:WhendataresidesinServiceNowprocesstablesandyouneedtomeasure
behavioronadailybasis,usinganautomatedindicatoristhepreferredmethod.Thedatacollector
enablesyouto definea setofjobsandusesindicatordefinitionstocollectscores.

FormulaIndicators:FormulaIndicatorsleverageotherindicatorstoderivenew metrics.

ManualIndicators:Ifyouneedto measurean indicatoronce a month,quarter,or year,usethe
manualinterfaceor importthedataviaan ImportSet.ManualIndicatorsmayalsobeusedto
collectdatafroma 3"partyor forsensitivedatasuchasHIPAAor Sarbanes-Oxley.

FormulaandManualIndicators
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FormulaIndicatorsDefined
 

Purpose:| =... tnt Example:
Obtainnew 7.75days12040500

. _
tet Cumulative

insightsfrom = C= : 7

|

Â« ResolutionTime/existingIndicators â€œ
;

Total#Incidents
/ 24=Average

Resolutiontimein
days   

Implementation:Combineone or more Indicatorsin amathematicalstatement

(formula)

Formulascalculatenew metricsfromexistingIndicators.Formulaindicatorsarecalculatedatdisplay
time(intheAnalyticsHubandon Widgets)andtheirvalueisnotpersisted.Sinceformulasare
executedforeverydatapointinatrend,complexcalculationsandlongrunningscriptscan

potentiallyslowdowntheAnalyticsHubandDashboardloading.

TechnicalNote:Thereissomeoverlapbetweenwhata PerformanceAnalyticsScriptcandoand
PerformanceAnalyticsFormulaIndicators.Themaindifferenceisthata PerformanceAnalytics
Scriptisrun atcollectiontimeandtheresultsarestoredinthedatabase.PAFormulaIndicators
arecalculatedatdisplaytimeandtheresultsare notmaterialized.

FormulaandManualIndicators
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WhyUseFormulaIndicators?
%ofincidentsclosedwithoutreassign%ofincidentsthatareoverdue %ofincidentsreassignedatleastonce

 

licole!are)
Objectives

57% 1% 58%Â©(0.0%)oec0i:57% 0(0.0%)oecoi:1% 00.0%)oecor:sam

ProvideProcess
NlUlaalaatelav%ofincidentsresolvedsamedayopen _%ofincidentsclosedbyself-service 1%ofincidentsnotsolved

CaptureProcess J. ce oe

sIcclarel21% 0% 1%Â©(0.0%)Decos:21% Â©(0.0%)oxc01:0% (00.0%)oeces:r%

Focuson theOutcomes

Organizationalgoalsoftendescribeaglobalbehavior,or adirection,expressedasa rate,
percentage,a sum,or a relationship.Formulaindicatorsareveryeffectiveatvisualizingtrendsin
relationshipsandprocessdirection.    
Considerthisexample:Yourgoal,asan incidentmanager,isto ensurepromptincidentresolution.
Thefollowingare someKPIsthatillustrateyourprocesseffectiveness:
* IncidentBacklogGrowth
* MeanTimeto Resolution
* %IncidentsResolvedwithoutReassignment
TheseKPlsareoutcomes,or laggingindicators,thatarederivedfrominputor leadingindicators
suchasNumberofincidentsopen,Numberofnew incidents,Numberofresolvedincidents,etc.

FormulaandManualIndicators
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 FormulaUseCases

Percentage
. Numberofopenandoverdue

PercentageOverdueIncidents= â€”â€”_-â€”_â€”â€”â€”â€”_TotalnumberofopenIncidents
x 100

Average
. SummedageofopenIncidents

AverageIncidentAge= â€”Â£â€”â€”â€”aâ€”â€”_â€”â€”â€”â€”TotalnumberofopenIncidents

. SummeddurationofresolvedIncidents
ResolutionRate= â€”_~_Â§_TotalnumberofresolvedIncidents

NewMetric

Takes(olâ€”talmi=XeKod.(oleMe]ConnlaBeam)(-)) lived(o(-Ya)cieem <-eXe)hi-LeMllated(oldu)by

YoucanuseFormulaIndicatorstocreatenew Indicatorsbasedon thecollecteddatafromexisting
manualor automatedIndicators.AFormulaIndicatorappliesacalculationtoone or moreexisting
indicatorsinordertogeneratea new metric.

Formulasareoftenusedto:
* Calculateratiosandpercentagesfromexistingindicators
* Combinedatafromdifferentprocessapplications

FormulaandManualIndicators
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FormulaIndicatorConfiguration
 = Indicator = = [ Update|[ManageBreakdowns|| Oeiete|+= InckdentbackloggrowthView:Forms" Ba â€” = â€” TheFormulaBox

containsan expression
Name[Incisentbckogroan ofIndicatorsand

Desertion[aberofewicles:NumberofrerohedIden operatorsdefiningthe
FormulaIndicator

QAadindicatorGroups[incident ]{incidentnew% |[incidentresobvedX

ApplicationGlobal

Indicatorproperties

Speyte inclcatrpropertiesfortisformulaindicatoc SyntaxRule:Indicators
Calendars{StandardCalendar are enclosedin[[]]Di Minimize

General,Presentation,
Formula

Access,andSpeytheformula.seâ€œbrowseforanindeatornkopkckinators
NOTE:fyouaddacontributingindicatorwithscorescalculatedasanAVG.aggregatingmultiplebreakdowmelementscoresmayglveincocrectresultsLinktodocumentation

Forecastingproperties
are identicalto those

ofAutomated  Indicators 

TheFormulaIndicatorshaveidenticalgeneralpropertiesto thoseoftheAutomatedIndicators.

However,FormulaIndicatorsdonotuseIndicatorSourcesbutinsteadhavea Formulabox.The
Formulaboxspecifiesexistingindicator(s)andmathematicaloperationsusingJavaScriptsyntax.
AnyIndicatorreferencedintheFormulaboxmustbesurroundedbydoublesquarebrackets- [[]].
Sharing,Forecasting,andPresentationpropertiesarealsoidenticalto thoseoftheAutomated
Indicators.
FormulaIndicatorscanalsobelinkedtoBreakdowns.
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â€˜Addan indicatorto theformula

FormulaBuilding
inate [wimberofoewcen

 

 

 

< = indicator-incidentbackloggrowth[Formulaview")
1:ClickBrowse Selectthefirst

â€˜Specifytheformula.Use"browse iTaellerzivelesfolar-Tanare|(e-1kelgFormula:
   

[Addan indicatorto theformula
Useinmethod

<  & indicator-incidentbackloggag

 

        

 

3:TypeMinusSign de

|specitytheformula,Use"browseforanindi SIScIECULIEIDEXt
4:Browseforan

:

IndicatorFormula:
.

Indicator[(Numberof new incidents}}-

     Browseforan indicator    

indicator-Incidentbackloggrowth(Formulaview")

~ now incidents}} - {(Numberof resolved incidents}  
Intheexampleshownhere,theformulacalculatestheIncidentBacklogGrowth.Theactualformula
is:Numberofnew incidents- Numberofresolvedincidents.Thestepstocreatethisformulaare as
follows:

1. ClickBrowseforan IndicatoractionundertheFormulabox.

2. SearchforandselecttheNumberofnew incidentsindicator,thenclickSelectto returnto the
IndicatorForm.

Manuallytypethesubtractionoperator(minussign)-

SelectBrowseforanindicatoronceagain.
SearchforandchoosetheNumberofresolvedincidentsindicator,thenclickSelectto returnto

theIndicatorForm.

Thefinalformularesultisshownatthebottom.

Note:Saveor UpdatetheIndicatortoconfirmallchanges.

FormulaandManualIndicators
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UsingBreakdownsinFormulas
 

Method:Applya Breakdownto identify Fonmle:

specificscoresasa percentageofall
scores,thenmultiplyby100 (

 

{ [Numberof new incidents >

CountofBreakdownScores
Priority= 1 - Critical ]]

CountofAllScores
/

[{Numberof new incidents]]Example:WhatPercentageofIncidents
are Critical?

NumberofP1s
100   NumberofAllIncidents

.

servicenow.

 

YoucanuseFormulaIndicatorstocreatenew Indicatorsbasedon thecollecteddatafromexisting
Manualor AutomatedIndicators.AFormulaIndicatorappliesacalculationtoone or moreexisting
indicatorsinordertogeneratea new metric.

Formulasareoftenusedto:
* Calculateratiosandpercentagesfromexistingindicators
* Combinedatafromdifferentprocessapplications
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FormulaBuildingusingBreakdownsandElements
Task:CalculatethePercentageofNewCriticalIncidents

1:Select15*Indicator/ 2:Typein theDivisionOperator
Breakdown/Element

 

Formula:
 

 ( ({Numberof new incidents > Priority= 1 - Critical]) /
â€˜Addan indicatortotheformula   Indicator

Sreakdoun
3:Selectthe2"Indicator 4:Multiplyby100

Element
â€˜Addan indicatorto theformula .

2ndBreakdown Formula:
 

â€˜2ndElement IndicatorNumberofnewincidents
 

Qieserof new incidents > Priority = 1 - critical]
Timeseries Breakdown

/   Usein method  * 100
     

 

servicenow.

Inthisexample,we createa formulathatcalculatesthepercentageofNewIncidentsthatare ofa
CriticalPriority.Thestepstogeneratetheformulaare asfollows:

Specifythefirstformulacomponent:
* ClicktheBrowseforan IndicatorlinkandselecttheNumberofNewincidentsindicator.
* SpecifytheBreakdownasPriority.
* SpecifytheElementas1â€” Critical.
* EnabletheAllowbreakdownsoptionandclickSelect.

Notethesyntaxoftheresultingexpression:
* ThegreaterthanoperatorisusedtoapplytheBreakdown.
* Theequalssignisusedtocompareto a Breakdownvalue.

Thisexpressionresultsincountingonlythecriticalincidentsthatare new.

Next,manuallyinsertthedivisionoperator.
Then,clickBrowseforan indicatoronceagaintoselecttheNumberofnew incidentsindicator.

Finally,ensuretherequiredparenthesisaroundthedivisionexpressionare enteredandaddthe
* 100expressiontoderivethepercentageoftheFormula.

FormulaandManualIndicators
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AdvancedConfigurationOptions
 

Indicator
â€˜ShotnewcriticalincidentsView:Formula @ + = ~ |Update|/ManageBreakdowns||Delete

Formula
 

SpecitytheformulaUseâ€œbrowseforanindicatorlinktopckingicators.NOTE:IfyouaddacontributingindicatorwithscorescalculatedasanAVG,agzegatngmultiplebreatiownelementscoresmayieincorrectresults.Linktoocumenttion

Formula:

Browseforanindicator
Bowseforamethod

AccesscontrolOtherForecastingStatisticsexclusion 

{Specifyotherproperties.Setthedefaulttimeseriesifapplicable.Andspecifyalivefeedgroupforthisindicator. 

Defaulttimeseries Rendercontinuous
lines

Livegroupprofile
Order

Allowaggregation
â€˜ofmultiple

breakdownelement   

Thefollowingtuningtechniquesmaybeusedto furtherrefineformulabehaviorbyusingtheOther
tabintheFormulaIndicatorform.

UsingTimeSeriesAnalysis:
* Bydefault,whenusingtimeseriesanalysiswithaformula,it isappliedtoeveryindividual

member/componentoftheformula.However,youcanapplythetimeseriescalculationstojust
thefinalresultoftheformulacalculations,byselectingApplytimeseriesto resultoption.The
differencesaresubtle,andthechoicedependson objectivesandpersonalpreferences.

Inaddition,youcanchoosehowto handleNULLsina formulacomponent:
* Bydefault,ifanyoftheformulacomponentsare Null,theformulawillsimplyabortandreturna

NoScoremessage.
* Toperforma Nullcheckandreturnanalternativevalue,selecttheAllowformulacomponentto

beNULLoption.
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ManualIndicator  

6.46days

ManualIndicators    enableyouto External
ApplicationData

 

tracktrendsand costLi

I
I
I
I

performanceof |
_

LoeFiles Email/Notes fe)I
I
I
I
I

  externaldata  

Se
Â°

_ servicenow.DataSheets

Manualindicatorsare notassociatedwithasource,butratherrelyon manuallytypedinor

importeddata.
Thefollowingareadditionalcharacteristicsofmanualindicators:
* ScoresforManualIndicatorsare notcollectedautomaticallybya datacollectionjob.
* PopulateManualIndicatorsbymanuallyaddingscoresviatheScoresheetor byimportingdata

intotheScorestables.

Typically,ManualIndicatorsare usedfordatathatisupdatedoncea monthor less.
ManualIndicatorsaretypicallyusedfordatathatcannotberetrievedfromtheServiceNow
instancebecauseitcomesfromanoutsidesystem.

Examples:Customerdatafromathird-partysalessystemor forsensitive(HIPAA,SarbanesOxley,
etc.)scores.

Examplescenario:YourcompanydoesnothavetelephonydatainanyServiceNowtable.Theydo
howeverhavelogsintheirtelephonysystemprovidinginformationaboutdailycallsto theService
Desk.Thetotalnumberofphonecallsperdaycanbeexportedintoa CSVfilefromthetelephony
systemandimportedintoServiceNow.AManualIndicatorisneededtodisplaytheimporteddata.
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ManualIndicatorConfiguration
 

= Indicator e =~ [ update|[Delete[J = RuisericeDeskPhonecallsView:Manualâ€• 23 2 ESE

QAdeindicatorGroups

Nonlarellorelcols 4 Name(ReberelSrieeDeakPoneGsNol](ex=74N(O) Destpton(SevieeDeskeavoe
(@Xo)|[-Texrela) Indicatorproperties

{_Specifytheindicatorpropertiesforthismanualindicator.
Calendars{StandardCalendar. Unit [7

Frequency{Daily . > Precision

Direction|Minimize .

â€˜Aeceol OtherForecastingStatisticsexclusion(Xelaillelunrelmexola)â€˜Specifyaccesscontrolforthisindicator.IfPublishonAnalyticsHubisuncheckedthenthisindicatorwillnotbeavailableinAnalyticsHub.Ifthisindicatorisnot

Enter/EditScores accessibleorlols,thenspecifytheoesthathaveacesstothisindicator.
Publishon

AnalyticsHub

Visibleto|Everyone   Visiblebyallroles 

SinceManualIndicatorsdonothavean IndicatorSource,scoresmustbemanuallyenteredbyan

identifiedContributorasseenon theindicatorform(orbya userwiththe
admin/pa_admin/power_userrole).
Usersmusthavethepa_contributorroleor theycannotbeselectedfromtheContributorlookup.
AContributorwillonlybeabletoaddscorestotheindicator(s)theyhavebeendesignatedto.

Inuse,ManualIndicatorsare identicaltoAutomaticIndicatorsintermsoftheirfeaturesand
capabilities.AccessControl,Forecasting,Presentationproperties,andTimeSeries
additions/exclusionsare identicalto thosecoveredinAutomaticindicators.
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Populatinga ManualIndicator
* Manuallytypeinthescoresheet
* Usean importsetor anxmltopopulatethepa_scores_11andpa_scores_12table

  

< S pasne

:

12#aseneYestesbsatoPOF

4)enrscretecsy -

â€œA
sistas

*7
LaunchDependencyAssessment  

 

<|Scoresheet|NumberofServiceDeskPhoneC Deleteallsores

      

Thereare twowaystopopulatea ManualIndicator:
* EnterscoresmanuallyviatheScoresheetinrespectivefrequencycells.Allentrieswillbesaved

automatically.
Createan ImportSetanduseaTransformMapto importthedataintothepa_scores_l1and
pa_scores_|2table.ThissteprequirestheadminroleandistobeperformedbytheServiceNow
SystemAdmin.

Thefrequencyselectedon theManualIndicatorformspecifieshowdatesappearon theScoresheet
andhowtheindicatorwillbevisualizedintheAnalyticsHub.
Forexample,ifyouselectaMonthlyFrequency,theScoresheetdisplaysMonths.Similarly,ifyou
selectaquarterlyFrequency,theScoresheetdisplaysquarters.
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ManualBreakdown
 

1:Create
Breakdown

2:EnterScores|" "="

(Rrmcaiownitoarstot nndneal radere
 

 

ManualreakounsÂ° 1 toate

3:Linktoa
manual
Indicator

4:Viewon

AnalyticsHub â€˜iagosticResults     

AManualBreakdowncanbeusedincombinationwitha ManualIndicator.Inthisscenario,the
breakdowndataandindicatordataare notcontainedinServiceNowtables.OnlyManual
BreakdownscanbeusedwithManualIndicators.
Asshowninthisexample,configurationofamanualbreakdownissimilarto thatofanautomated
breakdown.Theonlydifferenceisthattheelementsofamanualbreakdownare notretrievedfrom
anautomatedbreakdownsourcebutareenteredmanually.
Notes:
* Whenmanualbreakdownsareassociatedwithamanualindicator,theindicatorscoresheetwill

allowforenteringdataperbreakdownelement.
* Manualbreakdownsmayalsobeassociatedwithautomatedindicators.
* Thereisno automaticsummingupofbreakdowndata.Thecontributorisresponsibleforentering

correctinformationinboththeIndicatorsummaryscorecellaswellas intherespective
breakdownscorecells.
Afterenteringscores,youclicktheAggregateScores...buttonandchoosewhetheryouwantto
usetheSumor theAverageofaspecificbreakdowntocalculatethemainscoresforthe
indicator.
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ManualandFormulaIndicatorLabs

Ko]exer
me)sanlelcontare!

WXolalere|mlaelro

6.1IndicatorTypesLab:FormulaIndicators
* Createa NewFormulaIndicator

6.2IndicatorTypesLab:ManualIndicators
* CreateaNewManualIndicator
* Addscoresto theManualIndicatorScoresheet

FormulaandManualIndicators
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FormulaIndicators

|215minutes

Ko]eM@)0)(YeaM3
TheGlideHavenâ€™sIncidentprocessowner needsto trackthepercentageofincidentsthat
are notresolvedbythefirstassignedgroup.Thisisachievableusinga formulaindicator.In
thislab,youperformthefollowing:

e Defineformulalogic
e Configurea Formulaindicator
e ViewtheFormulaindicatorintheAnalyticsHub

A.DefineIndicatorFormula
Youaregoingto buildan indicatortocalculatethepercentageofincidentsthatwere not
resolvedbythefirstassignmentgroup.

Acoupleofapproachesare possiblewhendefiningtheformula.Inthislab,youimplement
thefollowinglogic:

(Numberofresolvedincidentsâ€” Numberofresolvedincidentsbyfirstassignedgroup)*

Numberofresolvedincidents
100 

B.CreateFormulaIndicator
1. AccessthelabenvironmentasthePAAdmin.

2. Navigateto PerformanceAnalytics> Indicators>FormulaIndicators.

3. ClickNewtocreatea new Formulaindicator.

SettheNameto%ofincidentsnotresolvedbyfirstassignedgroup.

SettheDescriptiontoPercentageofincidentsthatarenotresolvedbythefirst
assignedgroup.

FormulaIndicatorsLab
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6. Setadditionalattributesasfollows:
 e Direction:

Minimize eo e@ra-

Unit:% Indicatorproperties

Specthendiatorpropertiesforthfoulsiniator ]
Precision:2 Calendars{StandordCalendor>

 

 

Direction[Minimize v)

Key:
checked    

7. EnablethePublishon AnalyticsHubpropertyundertheAccesscontroltab.

8. Savetheindicatorfromtheformcontextmenu.

BuildIndicatorFormula

1. ClicktheBrowseforan indicatorlinkintheFormulasection.

2. SelecttheNumberofresolvedincidentsindicator.Leaveallotherfieldsunchanged.
3. ClicktheSelectbuttontoreturntothemainform.

 

"Addanindicatortothe formula

Â©vcs [Renmerorraonesincaees

Breakdown

 

   Indicatorproperties
â€˜Specifytheindicatorpropertiesforthisformulaindicator.

Element
Calendars{StandardCalendar2ndBreakdown

a{Minimize
2ndElement

Timeseries

Formula

â€˜Specifytheformula,Useâ€œbrowseforanindicatorâ€•linktolel eaaashchasnianitink
NOTE:IfyouaddacontributingindicatorwithscorescalculUseinmethod

Formula:

a3   

4. Typeâ€œ-â€œ(minusoperator)intheFormulaboxattheendofthecurrentformula.
 

Formula:
 

[[Numberof resolved incidents]]-    

FormulaIndicatorsLab
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Repeattheprocessofselectinganoperandasfollows:

5. ClickthelinkBrowseforanindicatorlinkintheFormulasection.

6. SelectNumberofresolvedincidentsbyfirstassignedgroup.Leavetheattributeson

theothersectionsunchanged.
ClickSelectto returnto themainform.

Enclosetheformulainparenthesis().

Typeâ€œ/â€œ(divisionoperator)aftertheparenthesisintheFormulabox.
 

Formula:
 

({{Numberof resolved incidents]]- [[Numberof resolved incidents by first assignedgroup]])/     

Repeattheprocessofselectinga thirdoperandasfollows:

10.ClicktheBrowseforan indicatorlink.

11.SelectNumberofresolvedincidentsandleaveotherattributesunchanged.
12.UnchecktheAllowbreakdownsbox.

 

[Addanindicatortotheformula

Indicator{Numberofresolvedincidents
Breakdown

Element

2ndBreakdown

2ndElement

Timeseries

Useinmethod    13.ClickSelect.

14.Confirmthepresenceofdoublecurly{}bracketssurroundingthedenominator.
 

Formula +
({(iunberof resolvedincidents}}- ((Numberof resolvedincidents byfirst assignedgroup}})/

â€”
of resolvedincidents    

I Note:Curlybracketspreventusersfromapplyingbreakdownstotheformuladenominator.

FormulaIndicatorsLab
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15.Type* 100intheFormulaboxattheendofthecurrentformula.
 

Formula
 
Specifytheformula,Use"browseforanindicatorâ€•linktopickindicators.
NOTE:IfyouaddacontributingindicatorwithscorescalculatedasanAVG,aggregatingmultiplebreakdownelementscoresmaygiveincorrect
results.Linktodocumentation

Formula: l=] |([[Numberof resolved incidents]]- [[Numberof resolved incidents by first assignedgroup]])/ {{Number
of resolved incidents}}*100

 

 

 

Browseforanindicator
Browseforamethod    16.Savetheindicator.

ConfigureIndicatorBreakdownsandTimeSeries

1. NavigatetotheBreakdownsrelatedlist.

2. ClickEdi

3. AddCategoryandPriority(Incident.Priority)to theBreakdownsList.
 

Collection BreakdownsList

Q Sofincidentsresolvedbyfrstassignedgroup

â€˜NotificationType
Category

Priority
ProductAdoptionCisProcessedViaIREBreakdown
ProductAdoptionDataManagerBreakdown
ProductAdoption.QBUsageBreakdown

ReportTypeReportsSourceType
Role(mfr.role)
ScheduledReport
State
Teble
TotalViews(6Months)
Urgency  NamePriority

Narn ter Petty  ClickSavetoreturntotheformulaindicator.

Navigateto theTimeseriesexclusionsRelatedList.

ClickEdit...

Type*SUMintheCollectionsearchbox.

FormulaIndicatorsLab
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8. AddallSUMaggregatesto theTimeseriesexclusionsList.Thisactionpreventsthe
viewerfromapplyingaSUMaggregateintheAnalyticsHub.
 

Collection TimeseriesexclusionsList

Qsum&@ Nameto%ofincidentsnotresolvedbyfirstassignedgroup

~-None-- 12mrunningSUM a

13wrunningSUM
28drunningSUM
30drunningSUM
365drunningSUM3mrunningSUM

inningSUM

0JQrningsuserunningSUM

(x)7drunningSUM
ByfiscalquarterSUM
ByfiscalquarterSUM+
ByfiscalyearSUM
ByfiscalyearSUM+
BymonthSUM

2 BymonthSUM+

ea--):)   Name4qrunningSUM
 

9. ClickSaveto returnto theformulaindicator.

C.DataVerification
Sinceyoudidnotcreatea new automatedindicator,thereisno needto runcollection.
Youonlyneedtoverifythattheformulaworksasexpected.

1. ClicktheShowAnalyticsHubRelatedLink.

2. ClickBreakdownstoviewtheBreakdownslist.
 

50.00%Â¥-1250-200%

< Qin
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ExpandthePrioritybreakdown.WhatpercentageofLowPriorityincidentswere

mostrecentlyunresolvedbyfirstassignedgroup?
 

Nameto otresolvedbyfst assignedgroup>Prarity

January174 Â«

27.78%v-556(-167%) 2am. 770%

Category    ExpandtheCategorybreakdown.WhatpercentageofInquiry/Helpincidentswere

mostrecentlyunresolvedbyfirstassignedgroup?
ClicktheInfobuttonandreviewtheformuladetails.

& (=)[eo]Info x
BASICS

Formula(([Numberofresolvedincidents>

Priority=4-Low> Category=Inquiry

/Help]]-[[Numberofresolved
Incidentsbyfirstassignedgroup>

Priority=4-Low> Category=Inquiry

/Help]))/{(Numberofresolved
Incidents)}"100

DescriptionPercentageofincidentsthatarenot
resolvedbythefirstassignedgroup

CalendarStandardCalendar

FrequencyDaily
DirectionMinimize

ForecastSeasonalTrendLoess    6. NotethattheFormulaindicatordoesnothaveaComparetab.

I Tip:TheComparetabisavailableonlyforAutomatedIndicators.

Congratulations!
Youhavenow completedtheFormulaIndicatorsLab.

FormulaIndicatorsLab
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ManualIndicators

220minutes

Ko]eM@)0)(YeaM3
Asan IncidentManager,youneedvisibilityintothevolumeofphonecallsintoGlide
Havenâ€™sServiceDeskandtheproportionofthesecallsthatresultsinnew incidents.To
accomplishthis,thefollowingarecreated:

e ManualIndicatortoprovideexternaldataaboutServiceDeskcalls
e FormulaIndicatortovisualizetheproportionofcallsresultinginincidents

A.TrackServiceDeskPhoneCalls

NewManualIndicator

Hereyouconfigurea manualindicatorto trackallincomingServiceDeskphonecalls.

1. AccessthelabenvironmentasthePAAdminuser.

2. NavigatetoPerformanceAnalytics> Indicators>ManualIndicatorsandclickNew.

3. Configurethenew manualIndicatorasfollows:
 e Name:Numberof

ServiceDesk
PhoneCalls

Description:
ServiceDeskcall
volume
Direction:
Minimize    e Unit:#

ManualIndicatorsLab
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4. Savetheindicator.

ManualIndicatorDataEntry
Forthesakeoftimeandsimplicity,youaregoingtoskipthefileimportprocessand
typeintheinformationforthepastweekmanually.
1. ClicktheScoresforthisindicatorRelatedLink.

2. Onceon theScoresheet,typeinthefollowingnumbersforthepast7days:
124 145 167 90 45 12 15

 Scoresheet|NumberofServiceDeskPhoneCalls bd} Deleteallscores...

Allchangessaved <Jan13-Jan19*>
Jan13 Jan14

Indicatorscores:# 124 145    I Note:Tabawayfroman activecellafteran updatetosavethenew value.

3. ClicktheBackarrow to returnto theindicator.

4. ClicktheShowAnalyticsHubRelatedLinktoviewtheindicatortrend.

5. EnableLabelsandverifythatthetrendreflectsthescoresentered.

< Bepaar 
15a si2s0%

   

ManualIndicatorsLab
Â©2023ServiceNow,Inc.AllRightsReserved 



servicenow.
 

B.PhoneCallsResultinginIncidents
Inthissection,youcreatea formulaindicatortocalculatetheproportionofphonecallsplaced
intotheServiceDeskthatresultina new incident.

Formulalogic:
%Newincidentph 1 (NewincidentsfromPhoneCalls)100= *o Mewtenant phonecans

NumberofServiceDeskPhoneCalls
 

FormulaIndicator

1. Navigateto PerformanceAnalytics> Indicators> FormulaIndicatorsandclickNew.

2. Createa new formulaindicatorasfollows:

Name:%New
incidentphonecalls

 

Description:%of
phonecallsresulting
ina new incident

4 Name|sNewincidenphonecall

Description|%otphonecalleestinginnewincident

IndicatorpropertiesDirection:Minimize Spechensropeorhierintor.Calendars|StandardCalendarUnit:% Diescion[Mine   Precision:2

3. Savetheindicator.

AddFirstFormulaOperand
1. ClicktheBrowseforan indicatorlinkundertheFormulasection.

2. SelecttheNewincidentsfromphonecallsindicator.

ClicktheSelectbuttonto returnto theindicatorform.

Typeâ€œ/â€œ(divisionoperator)intheFormulaboxattheendofthecurrentformula.
 

Formula:
 

[{Newincidentsfromphonecalls]] /    

ManualIndicatorsLab
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AddSecondFormulaOperand
1. ClickthelinkBrowseforanindicatorlink.

2. SelecttheNumberofServiceDeskPhoneCallsindicator.Leaveallotherattributes
astheyare.

ClickSelectto returnto theformulaindicatorform.

Type* 100intheFormulaboxattheendofthecurrentformula.
 

Formula:
 

[{Newincidentsfromphonecalls}]/ [(Numberof ServiceDeskPhoneCalls]]* 100    

CheckthePublishon AnalyticsHubcheckboxundertheAccesscontroltab.

Savetheindicator.

Navigateto theBreakdownsRelatedListandclickEdit...

AddthePriority(Incident.Priority)BreakdownandclickSaveto returnto the
Indicatorform.

ClicktheShowAnalyticsHubRelatedLinktoverifythedata(yourscoresmayvary).
 

Overview

January13-January17~

January17 <6

6.67%43:33(1000%) 7004%  3769% BAIT Â«141% Â«120% =â€”â€”4435%

Sonce ue kee â€”

Â£Q oA @Â®@AAwx

    

OptionalExercise:ManualBreakdown

AmanualBreakdownscanbeconfiguredwhenevertheBreakdowndataisnotavailablein
ServiceNow.TheManualBreakdowndefinitionspecifiesallBreakdownvalues.

1. Navigateto PerformanceAnalytics> Breakdowns> ManualBreakdowns.

ManualIndicatorsLab
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2. ClickNew.

3. SettheBreakdownNametoArea.

4. TypeinthefollowingManualBreakdownvalues.(Double-clicktheValueandOrder
fieldstoentervalues.ClicktheCheckMarkto savevalues.)

 

Value:East
Order:100 Type|Manual

> Name|Area

Description
Value:West
Order:200

ManualAccesscontrol Value:Central [Aaabeanabt flamerstatnobasedannomatedBrealownS0uT= 

Order:300 ManualBreakdowns

Value

Value: x east

Mountain iss 1Centrat

Order:400
:

â€”

Insertanewrow.   

5. SaveandscrolldowntotheIndicatorsRelatedList.

6. ClickEdit...andaddtheNumberofServiceDeskPhoneCallsindicator.

7. ClickSaveandconfirmthattheIndicatorhasbeensuccessfullyadded.

BreakdownRelations|Indicators(1)|DiagnosticResults

= |fortext > |Search

 

Breakdown= Area

|| Q| Indicator

NumberofServiceDeskPhoneCalls

8. OpentheNumberofServiceDeskPhoneCallsindicatorfromtheIndicatorsRelated
List.    9. ClicktheScoresforthisindicatorRelatedLink.

ManualIndicatorsLab
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servicenow.
 

10.Enterperarea callvolumesundereachdayofthe7-dayperiod.

I Note:It isnotnecessarytohavetheareanumberstotalupcorrectlyto thesummaryscore.

 
ey reer ss

Alchangessaved â€˜Aug31-Sep06~

Indicatorsores:#
    11.ClicktheAggregatescores...buttonwhenfinishedenteringdata.

12.Setthefirstdropdownto SumandtheseconddropdowntoArea.
 

Aggregatebreakdownscores

Savethefollowingcalculationasthescorefortheindicator.
Sum bd[Area Â¥

    13.ClickApply.
14.Verifythatscoresadduptothetotalsummaryscoreshowninthefirstrow.

  

 
Scoresheet|NumberofServiceDeskPhoneCalls {Deteteallscores...|[Aggregatescores.

Allchangessaved <Jan13-Jan19
~ >

Jan13 Jan14 Jan15 Jan16 Jan17 Jan18

Indicatorscores:# 

Area
East
West
Central
Mountain     

I Note:Tabawayfroman activecellafteran updatetosavethenew value.

15.SelecttheBackarrowonthescoresheettoreturntotheindicatorform.

ManualIndicatorsLab
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16.ClicktheShowAnalyticsHubRelatedLink.

17.ExpandtheBreakdownsandselecttheAreaBreakdown.

18.Confirmthatyoucanseetheper-areaServiceDeskphonecallvolumes.
 

viceDeskPhoneCalls January13-Todsy~ Dally=

Today<6

16a 2i43%)

Mountain   

Congratulations!
Youhavenow completedtheManualIndicatorsLab.
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ModuleObjectives
IdentifyTimeSeriestypesandusecases

le CalculateTargetValuesandConfigureTargets
ConfigureThresholds

Displaying; AutomatealertsusingNotifications
Yeai(e)ate]o)(-mPlo]ce} 9

ApplyElementsFilters

LabsandActivities
7.1Targets
7.2Thresholds
7.3TimeSeriesandElementsFilters

PerformanceAnalyticsvisualizationscanbeenhancedtoprovideinformationina moremeaningful
context,leadingtoaquickeraction.
Inthismodule,youlearnhowto:
Â¢ ApplyaTimeSeriesforfurtherdatainsight.
* CreateTargetstovisualizegoals.
* SetupThresholdsforalertingwhena boundaryconditionismet.

ConfigureElementsfilterstoquicklyidentifytherelevantBreakdowntrends.

DisplayingActionableData
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Whathappenswhenyouapplya TimeSeries?

ATimeSeriesletsyouapplyadifferentperspectivetoyourdataso youcan more

easilyidentifytrendsandpatterns

ApplyTimeSerieson theflyintheAnalyticsHub,no new collectionisneeded
 

â€˜Numberofopenincidents â€˜Numberofopenincidents February25-July19+

June22<6 > a hela June22Â«o>

230170.1%)
.

2132.0(0.2%)
â€œ4

Target:200 Gap:-30(-15.0%) 3 No.ofscoes

$=(Q,Searchbreakdownsandelements: $=(QSearchbreakdownsandelements

 

July4
(Â©Numberofopenincidents/304runningAVG:215

June11

(Â©Numberofopenincidents:199      

Dailydataisalwaysuseful,buttherearesituationswhereapplyingaTimeSeriestoaggregatethe
datagivesadditionalcontextaboutyourperformance.

Intheexamplehere,lookingatdailyincidentcountsshowsasharpdropabout3.5monthsagoand
multiplefluctuationsallalong.Butthe30-dayrunningaveragesmoothsoutthesemovementsand
we canseethatwe haveasteady,almostconstantpatternofopenincidentcountsover thelast4
months.Thisexampleillustrateshowsmoothingcanbeachievedusinga runningaverageTime
Seriesso thatyoucanfocuson thebigpicture.

PerformanceAnalyticscomespre-configuredwithmultipleTimeSeriesaggregationtypesthatapply
todifferentperiodsâ€” weekly,month,quarter,etc.YoucanusetheAnalyticsHubor thewidgetsto
applyaTimeSeriesandchangetheaggregationon thefly.Thiscapabilitydoesnotrequireyouto
definemultipleindicatorsourcesandindicatorsto trackeachuniqueinterval,asPerformance
Analyticsnativelyallowsyoutocapturethedataonceandthenadjusttheviewbyjustapplyinga

differentTimeseriesaggregation.
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UseCase1- SmoothoutDatawithRunningAverage
â€˜RunningAVGâ€™aggregationssmoothouttransientdipsandspikesand

highlightthebiggertrends
OpenIncidentsâ€”7dayrunningAVG

 
OpenIncidentsâ€” 30dayrunningAVG

 

NumberofopenincidentsFebruary25-Julyi9> faruoning>

July19

184y-52.7%)

   
NumberofpenincidentsFebruary25-July19~  odrunningAVG>

June22< Â¢>

213120(0.2%)

$=(Q,Searchbreakdownsandelements
| no

July4â€˜Â©Numberofopenincidents/30drunningAVG:215

l :

Macoa may dat en    

ApplyusingthePeriodicrunningAVGseries:7drunningAVG,30drunningAVG,etc.

TheRunningAverageTimeSeriessmoothsoutspikesinthedatato maketrendseasiertospot.For
example,lookingatdailyincidentcountsmayshowadropeveryweekend,buta 7-dayor 30-day
runningaveragesmoothsoutthosedrops.
ThefollowingRunningAverageTimeseriesareavailable:12mrunningAVG,13wrunningAVG,28d
runningAVG,30drunningAVG,365drunningAVG,3mrunningAVG,4qrunningAVG,4wrunning
AVG,6mrunningAVG,7drunningAVG.
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UseCase2- AggregateDatatoa LessFrequentPeriod

â€˜ByPeriodâ€™aggregationscalculatea â€˜cumulativescore perperiodâ€™showing
(eX-lacelaaar-lare-miolar-ManrelaldaymelOl-1aX-lemolm(-r-18

ByWeekAverageCountofOpenIncidents ByMonthSumofResolvedIncidents
Numberofpenincidentswi22019-W2820 Byweckne+)| tumberotresovedincdens February2019May20 faakan >

wa52019<6 > Sa May2019.< â€”â€”

2214:13(6.4%) 1,8334 102(5.9%)
Â°

16 : 4
z No.ofscores

 

$=_(Q,Searchbreakdownsandelements: $=(Q,Searchbreakdownsandelements
=

May2019
Â®

Â» (Â©Numberofresolvedincidents/BymonthSUM:1,833

w28(Jul8,2019-Jul14,2019)
(Â©Numberofopenincidents/ByweekAVG:206

 

x 180       

ApplyusingtheByPeriodseries:Byweek,Bymonth,Byquarter,etc.

PerformanceAnalyticsallowsyoutoapplyperiodicSumandAverageTimeseriesaggregationsso

youcanfocuson theperformancefora largerperiodratherthandailyvalue.
 

Type Example Definition
 

ByPeriod Byweek,Bymonth,By Showsthecumulativescoresforentireperiods.
fiscalquarter,Byquarter,|Example:ByQuarterSumofEmployees,ByYearAverage
Byfiscalyear,Byyear PersonalSickDays

ByPeriod+Byweek+,bymonth+, Theâ€œ+â€•versionoftheâ€œByâ€•TimeSeriesincludespartial
byquarter+,etc. periodsso therewillbea scoreforthecurrentperiod

 

ByPeriodandByPeriod+ TimeSeriestrendstransformtheraw dailyTimeSeriesso thatthereis
onlyonescoreforeachperiod(week/month/quarter/year).

Thereare24+periodicSumandAverageTimeseriesforrepresentingFiscalquarter,Fiscalyear,
Quarter,Week,Month,andYearperiods,includingFiscalCalendarandpartialperiods.

Note:DailyindicatorscanbeaggregatedwithanyTimeseries.However,indicatorscollectedona

weeklybasiscannotbeaggregatedwithamonthly/quarterly/yearlyformatbecauseweeksdonot
evenlyfitintothoseperiods.
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UseCase3- Determinea PeriodToDateScore

â€˜ToDateâ€™aggregationscalculatea scoreforaperiodtothedatesoyoucan trackthe
performancetodate

YeartoDateAverage- OpenIncidents MonthtoDateSum- ResolvedIncidents
 

umberofopenincidentsFebruary25-July19~  YeartodateaVG~ Numberofresolvedincidents March2-July19Â¥ â€”MonthtodatesuM.Â©

ulyis â€”_ Apil28< o>

205vo(.0.1%) 1,615asaas%)
|

y P

Target:180 Gap:-25(141%)Novo # . Target:1500 62p:115(77%8)â€”eeaconsm

$=(Qsearchreakdownsadelements = (QSearches

 

July

berofresolvedincidents/MonthtodateSUM:64|

(Â©Torget:1500      

to Date,Yearto Date,etc.

Whenyouhavea monthly,quarterly,or yearlytarget,youwanttobeableto seehowcloseyouare
tothattargeton anongoingbasis.ThePeriodtoDateTimeSeriesshowscumulativescoresforthe
respectiveperiod.

PerformanceAnalyticsallowsyoutoapplythefollowingPeriodToDateTimeSeriesaggregationsfor
SumsandAverages:Fiscalquarter-to-date,Fiscalyear-to-date,Month-to-date,Quarter-to-date,
Week-to-date,andYear-to-date
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Whatare Targets?
ATargetsetsaquantifiablegoalandprovidesthecontextforimprovement

OverviewCompare

Januayis<Â¢ >

22615.23%
Gap:-26(13.0%)

   GaptoTargetandPercentageGaptoTargetauto-calculated.TheLinecolorreflects
performanceator abovetarget(green)or belowtarget(red).

Targetsare user-definednumericvaluesthatreflecttheidealvalue,or goal,foran indicator.Targets
measuretheprogressrelatedtogoalandhelpdriveimprovementinitiatives.
Onceatargetisdefined,aGapandPercentagetoTargetGaparecalculated.TheTargetGapis
basedontheGlobalTargetforanindicator.Achangefromthepreviousperiodisalsocalculatedand
showninacolorindicatingimprovement(green)or degradation(red)fromthepreviousscore.

Improvementanddegradationare calculatedwithrespectto theIndicatorâ€™sDirection.
ThelinebelowtheIndicatorScoreisalsocoloredto indicateperformanceator abovetarget(green)
or belowtarget(red).
TargetscanbeshownintheAnalyticsHubandonWidgets.
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ReviewExistingandSetNewTargets
UseTargetReviewDatesandsetnew targetstodriveprocessimprovement.

Numberofopenincidents

 

December22,2020-Yesterday~

Daily+* TargetshaveStartand iaags aes oe

Reviewdates 215y-1-05%)
Target:210 Gap:-5(2.4%)* DuringReview,adjustyour

goalsbysettingnew targets| = 2 ssmcsewsessenens

Â¢PriorTargetwillendwhere
thenewTargetbegins

Â¢FutureTargetscanbeset    ec 28,2020
 

MultipleTargetscanbedefinedfora singleindicatortograduallydriveprocessimprovement.
Onceprocessimprovementhasbegun,andtheindicatorismovingintherightdirection,you
shouldseta new,more realistictarget.
Tohelpyoudriveperiodicperformancereviews,TargetshaveStartDateandReviewDate.

Thestartdateisrepresentedbyacircle,thereviewdateisrepresentedbyadiamond.

Targetscannotoverlap.Instead,anoldertargetsendswhenevera new targetisdefined.The
mostrecenttargethasno enddate.
Intheexample,wehaverevisedtheTargetfrom210to200aroundJan.1Â°.

Important:Youcanonlyseta newtargetwithaStartDateaftertheReviewDateoftheprevious
target.Example:Thecurrenttargethasa ReviewDateon 2/8.Anew targetcanonlybesetwitha
StartDateof2/9or later.

DisplayingActionableData
Â©2023ServiceNow,Inc.AllRightsReserved 



 
AutomatedTargets- CalculationBasedon ExistingTarget

 
Â¢ % 8B O e Ww

Â° CheckSettargetasan <Newtarget x <Newtarget

improvementofthebaselineto Â©ceva Penn @ Get Perna

auto-calculatea new target TagetoteatonÂ© TagetateationÂ©

Percentage(%) . UnitsoftheKPI .

Direction2KUnitsoftheKPIÂ©

VSettargetasanimprovementofthebaseline

* SelecteitherPercentageor

Numberofunitsto improveover |
~~ .

BaselineÂ©

thecurrentbaseline(Target)
* ChooseExistingtargetasa 3

Baselinetoa usethecurrent * toe * toe
180

targetinthecalculation
=

2kStartdate ReviewDate 2kStartdate ReviewDate

BaselinevalueÂ©

Feb3 @B Mar2 Feb3 B Marz     

Youcansetthetargetasan improvementoftheExistingtargetlikethis:

ClicktheTargeticonintheAnalyticsHubbannerandclickNewTarget.
SelecttheSettargetasan improvementofa baselinecheckbox.
ChooseTargetCalculationmethodasfollows:
a. Percentage:Improvementiscalculatedasa percentageofthecurrentTargetvalue.
b. UnitsoftheKPI:Improvementiscalculatedasan absolutenumber.
EnterthepercentageofimprovementdesiredinthePercentagefield.Alternatively,enteran

absolutenumberofunitsto improveby.
ChooseExistingtargetastheBaseline.

. TheTargetiscalculatedusingtheread-onlyBaselinevalue(currenttargetvalue).
EnterStartdateandReviewDateandclickSave.

Inthefirstexample,theBaselinevalueis200(currenttarget),Percentage(%)is10,sothe
improvementiscalculatedas10%of200whichwhichis20.Thenew targetis200â€” 20= 180

Inthesecondexample,theBaselinevalueis200(currenttarget),theimprovementis5Unitsof
theKPI,so thenew targetiscalculatedas200â€”5= 195

Note:Youcanstillreplacetheauto-calculatedtargetbymanuallyenteringavalueintheTarget
field.
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AutomatedTargets- CalculationBasedon AverageScore

Â¢ vB O e wv
* CheckSettargetasan <Newtarget x <Newtarget

improvementofthebaselineto | 6 cis Personal Â©cot parcel

auto-calculatea new target Settee anmerverenofthese
abet eepermanente

TargetCalculationÂ© TargetCalculationÂ©

* SetTargetCalculationmethod je)Direction2kPercentage(%) Direction2KUnitsoftheKPIÂ©

* ChooseAveragescoreforthe
â€” * =

 

BaselineÂ© BaselineD

selecteddaterangeastheBaseline baseinevatveÂ© bastinevateÂ©

 
Target * Target

1926 208

okStartdate ReviewDate 2 Startdate  Feb3 Mara Febs

      

Youcansetthetargetasan improvementoftheAveragescorefortheselecteddaterangelikethis:

ClicktheTargeticonintheAnalyticsHubbannerandclickNewTarget.
SelecttheSettargetasan improvementofa baselinecheckbox.
ChooseTargetCalculationmethodasfollows:
a. Percentage:Improvementiscalculatedasa percentageofthecurrentAveragescore.

b. UnitsoftheKPI:Improvementiscalculatedasan absolutenumber.
EnterthepercentageofimprovementdesiredinthePercentagefield.Alternatively,enteran

absolutenumberofunitsto improveby.
ChooseAveragescorefortheselecteddaterangeastheBaseline.

. TheTargetiscalculatedusingtheread-onlyBaselinevalue(averagescore).
EnterStartdateandReviewDateandclickSave.

Inthefirstexample,theBaselinevalueis214(theaverageofallcurrentlyselectedscoresinthe
AnalyticsHub),Percentage(%)is10,so theimprovementiscalculatedas10%of214which
whichis21.4.Thenewtargetis214â€” 21.4= 192.6

Inthesecondexample,theBaselinevalueis214(theaverageofallcurrentlyselectedscoresin
theAnalyticsHub),theimprovementis10UnitsoftheKPI,so thenew targetiscalculatedas

214-10= 204

Note:Youcanstillreplacetheauto-calculatedtargetbymanuallyenteringavalueintheTarget
field.
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Whatcan youputa Targeton?Whocan see theTarget?
Targetscan besetforIndicators,Breakdowns,andTimeSeriesaggregations

OverviewCompare ShowRecodsTargets x

â€˜Numberofopenincidents> AssignmentGroup
= TechnicalServicesSupport october.an0-vesetny~ [ravineavs =) |@)new

 

lovember

504.0(0.3%) GlobalPersonal
rs 135 5,84046 0%43
Target:45, Gapi-5(12.1%) No.ofscoresSum Change Changes Average en ee

3 (Q,searchbreakdownsandelements: eA a D wr

Targetscanbe
(Â¢]fe)oJ-]Mel

Personal
 

   (Oct12,2020 0426,2020 Nov,2020 Nov23,2020 Dec 7,2020 Dee21,2020

TargetscanbesetforanyIndicator,IndicatorBreakdown,specificBreakdownelement,or a

combinationoftwoBreakdownelements.Inaddition,Targetscanbesetforan Indicatoror

IndicatorBreakdownwithaTimeSeries.

Intheexample,acoupleofTargetshavebeensetforthe7drunningaveragetrendofopenincidents
assignedtoTechnicalServicesSupport.

TargetscanbeGlobalor Personal.Onlyuserspa_target_admin,pa_admin,or pa_power_userrole
cancreateGlobalTargets.GlobalTargetsareseenbyall.Anyonecancreatetheirpersonaltargets.
Personaltargetsareonlyvisibleto theuserthatcreatedthem.
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;
Â«|5 TStins ON a |e

TargetFormDetails ap ee

UsetheTargetFormto: a

* Manuallycreateatarget
_â€”

withoutautomatictargetvalue ey

calculation Otheroptions

Anyelement

â€˜Specifythecolorschemethatneedstobeappliedforthistarget.fnocolorschemeisdefinedthedefaultcolorschemeisapplied.itisalso* Activate/Deactivatetarget possetodeactivatetrp
Colorscheme Q Owner Q

ame
ActiveTarget NoOwner= GlobalTarget

UpdateDelete

Â¢AddUserstonotifyon target
achievement

WhotoNotify* ChangethetargetColor [moveEE

scheme a Soo

getValueandDatesJ target= numberofopenincidents

GQ Ssuaredate Reviewdate

@ moss 2021.02.01   

TargetscanbecreatedbyclickingNewintheTargetsRelatedListofan indicatoror bygoingdirectly
toPerformanceAnalytics> Indicators>TargetsandclickingNew.

* ForaTargeton themainindicator,simplyselecttheIndicator.

ForaTargeton aspecificBreakdownelement,proceedtoselectaBreakdownandspecifytheElement.

ForaTargeton allbreakdownelements,selectaBreakdownandcheckAnyelement.

ForaTargeton acombinationoftwospecificBreakdownelements,proceedtoselecta2"4
Breakdownandspecifya2"4Element.

ForaTargeton allcombinationsofaspecific1%andall2"Â¢breakdownelements,selecta2"4
BreakdownandcheckAnyelement.

Optionally,foralloftheaboveusecases,selecttheTimeseriesforwhichtosettheTarget.By
default,theTargetappliesto theDailyTimeseries.

* SettheTargetvalue,theStartDatefromwhichthetargetvalueisvalid,andtheReview
Dateon whichto reviewthetarget.
ForaglobalTarget,addtheUserswhoshouldbenotifiedwhentheTargetisreached.
Personaltargetowners are notifiedbydefault.

SettheOwnerfora personalTarget.Leavetheowner blankiftheTargetisglobal.
UncheckActivetode-activatethetarget.
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Targetson BreakdownData- Incidentâ€˜Priorityâ€™Usecase

 
 = Target

<= Tereet < Â© numberofnewincidents(Automatedview]= Numberofnewincidents(Automatedview]
IndicatorNumberofnewincidents

Indicator Numberofnewincidents 5

a 22ndBreakdown

Anyelement[checked] a

meansthetargetappliesto Anyelement[unchecked]means

allPriorityelements Lrrsenet_(| thetargetappliesonlyto Priority
â€˜Sâ€” Planningâ€™element 

  < & inet
<<Be Taree = NumberofnewincidentsAutomatedview]= numberofnewincidents(Automatedview]

Indicator|Numberofnewincidents|Q
Indicator|Numberofnewincidents 0 Anyelementcan

Breakdown|Priority ; beappliedto the BreakdownPriotty

Element|1-Critcal
Element|1-Critical 2ndBreakdownsn -1ndBreakdownâ€”Category

2ndBreakdownCategory 2ndElement|Sofware

Anyelement[checked] AnyelementAnyelement
Anyelement [unchecked] TheAnyElementcheckboxallowsyoutospecifyBreakdownElementsasfollows:

* LeavetheAnyelementoptionuncheckedto includeallBreakdownvalues.
* ChecktheAnyelementoptiontospecifya Breakdownvalue(element).

Fora secondbreakdown,theAnyelementoptioncanbespecifiedonlyifaspecificBreakdown
Elementvalueisdefinedforthe1stBreakdown.TherecannotbeaTargeton anycombinationof1%
and2" levelbreakdownvalues.
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TargetColorSchemes

Th t ColorSchemedeterminesthescorecolorbasedon targetdeviation

3-ColorTrafficLight 5-ColorTrafficLight ExampleColoring 

14v-4-22.2%) 

 
Display Display Gap:-20.00%(-50.0%)Torgets10 Gap:-4(40.0%) 

 

Rangelimit1 Rangelimit1 25  
  

209220.0%)
Target:183 Gap:-26(-14.1%)

Display Display Gap:-6.67%(-16.7%)]
 

 

 

Rangelimit2 1 Rangelimit2 10  
 

 

10v-ap.1%)
Target:10Display Display

 

 

 Rangelimit3 Rangelimit3 0  
 

 

Display Display Gap:1.94% 173v 209%)  

 

Target:183
  Rangelimit4 Rangelimit4  

 

5v-s(61.5%)    Display Display
Target:10

    

RangeLimitrepresentspercentageoffsetfromtarget

ColorschemesallowyoutoapplydifferentcolorswhenscoresdeviatefromtheTarget.Eachcolor
hasa rangelimitrepresentingthepercentagedifferencebetweenactualscoresandtheTarget.

TwoTargetcolorschemesareavailableoutoftheboxâ€” 3-colortrafficlightand5-colortrafficlight.
AdditionalTargetcolorschemescanbedefinedbythepa_adminrole.

Technicalnote:ThelinecolorofTargetvaluedisplayedon AnalyticHubandon Widgetscanbe
modifiedbyaddingthefollowingproperties:

Globaltargetcolorproperty:
com.snc.pa.default_chart_target_color

Personaltargetcolorproperty:
com.snc.pa.default_chart_personal_target_color
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Whatisa Threshold?

Thresholdsletyouknowwhenan Indicatorisapproachingan importantvalue
 

 
e

Thresholds
: = 7 - ooÂ» Thresholdscanbe
57.14%o00(00%) : now | createdforthefollowing
Tresa. tu SoeGween i

.

5

|.pre-definedconditions:

MoreThan LessThan

AllTimeHigh AllTimeLow  

Thresholdsletusersknowwhenan Indicatorisapproachingaspecificconditionso thatService
Ownerscandetectabnormalbehavior.Whena thresholdisreached,thesystemgeneratesa
notificationmessageandassociatesthatmessageto theIndicatoras acommentintheAnalytics
Hub,ifcommentsare enabled.

ThresholdscanbeGlobalor Personal.Onlythepa_threshold_admin,pa_admin,or pa_power_user
rolescancreateGlobalThresholds.GlobalThresholdsare seenbyall,butanyonecancreatetheir
own personalthresholds.PersonalThresholdsareonlyvisibleto theusersthatcreatedthem.

Thresholdscanbecreatedforthefollowingpre-definedconditions:
. MoreThan
Â° LessThan
. AllTimeHigh

AllTimeLow
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ThresholdFormDetails TT a A TE
Indicator

Indicator|Numberofpenincidents

en

Timeseries

UseThresholdFormto:
Condition

. Activate/Deactivatethreshold| (setvireccnsitionottnethresholdtorethanolesthanconditionspecitythevalue
* Adduserstonotifyon eVine ThresholdConditionandValue

reachingthethreshold OtheroptionsSpectyfcommentsshoulmNo[oXo]aa]aaT-10)00) sible todeactivatethethreshold.

* EnableautomaticComments c AnalyticsHub one

intheAnalyticsHub MAM
ActiveThreshold GlobalThreshold

* Editconditionandvalue lc

WhotoNotify    ThresholdscanbecreatedbyclickingNewintheThresholdsRelatedListofan indicatoror bygoing
directlytoPerformanceAnalytics> Indicators>ThresholdsandclickingNew.

* ForaThresholdon themainindicator,simplyselecttheIndicator.

ForaThresholdon aspecificBreakdownelement,proceedtoselectaBreakdownand
specifytheElement.

ForaThresholdon allbreakdownelements,selectaBreakdownandcheckAnyelement.

ForaThresholdon acombinationoftwospecificBreakdownelements,proceedtoselecta
2"Â¢Breakdownandspecifya2"4Element.

ForaThresholdon allcombinationsofaspecific15tandall2"4breakdownelements,selecta
2"4BreakdownandcheckAnyelement.

Optionally,foralloftheaboveusecases,selecttheTimeseriesforwhichtosettheThreshold.
Bydefault,theThresholdappliestotheDailyTimeseries.

* ForaglobalThreshold,addtheUserswhoshouldbenotifiedwhentheThresholdisreached.
PersonalThresholdownersare notifiedbydefault.

SettheOwnerfora PersonalThreshold.LeavetheownerblankiftheThresholdisglobal.
UncheckActivetode-activatetheThreshold.
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NotificationTriggersandDistribution

GlobalTargetsandThresholds:OnlyRecipientson theUserslistreceivenotifications

PersonalTargetsandThresholds:Ownerreceivesnotificationautomatically
Thefollowingjobsrundailytochecktargetsandthresholds,addcommentsandnotifications:

 

 
 = Schedule [eum SearchNameâ€”Â¥| Search

@NBr4#AED Â©OOALRwe

CY All-JobioJavaClassstartswithcom.snc.pa.or. SysID=251441d1d70022004ed2a3b}
PACollectionCleaner>JobID!=RunScriptJob

Bod Name a = Nextaction = Triggertype
Yesterday

@Â®CheckPATargets 2021-02-1623:00:00 Daily (Â©Numberofopenincidents:186

Â©Forecast:186

@ CheckPAThresholds 2021-02-1623:00:00 Daily Â©Target:200

Jan19;Number   @â€”PAForecastJobScheduleâ€”-2021-02-1623:00:00Dally
 

*Active= TrueenablesTarget/Thresholdanditsnotification AnalyticsHubComment

ToreceiveemailnotificationsforGlobalThresholdsandTargets,usersmustbeexplicitlyadded.APA
AdmincanaddpeopletotheUsersRelatedListoftheThresholdor Targetform.
ForpersonalThresholdsandTargets,theowner willautomaticallyreceivea notificationiftheyhave
subscribedto it.

TechnicalNotes:
* ThresholdnotificationsaretriggeredonceadayviatheCheckPAThresholdsdailyjob.
* TargetnotificationsaretriggeredonceadayviatheCheckPATargetsdailyjob.
* Targetnotificationsforpredictedscoresaretriggeredonce adayviathePAForecastJob

Scheduledailyjob.

AllscheduledPAjobsare listedunderPerformanceAnalytic>Automation> Schedules.
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NotificationSubscriptionManagement
WithinUserPreferences,selecttheNotificationstileandclickAdvancedPreferences

orPAnotifications

 

Recipientscanmanagenotificationsubscriptionsto unsubscribefromnotificationand/ordisable
them.Ifa userunsubscribes,theystopreceivingnotificationsbothforPersonalandGlobal
Thresholds/Targets.Belowisasummaryofpre-configurednotifications:

 

Notification ScheduledJob Description

PAThresholdReached CheckPAThresholds Receivenotificationperindicatorwhen
thethresholdhasbeenreached

PAThresholdNotification CheckPAThresholds Receivea notificationwithasummary
overviewofallindicatorsthatreached
thethreshold

PATargetsNotification CheckPATargets Receivea notificationwithasummary
overviewofindicatorsgroupedbyifthe
targethasbeenreachedor not

PATargetwithForecast PAForecastJobs Receivea notificationthatcontainsthe
Schedule predictionwhenthetargetforaspecific

indicatorwillbereached
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TargetsandThresholds
Threshold

* Helpdriveprocessimprovement * Helpwithalertsandexceptions
* SingleTargetper MultipleThresholdsperIndicator
Indicator/Breakdown/Elementcombo â€” 1ofAlltimehigh/1Alltimelow

TargetscalculatetheGap â€” MultipleMorethan/Lessthan
â€” Differencebetweenactualscoreand

target
NotificationsaboutThresholdshitper
indicator

â€” Basedon theglobaltargetTips
and
Tricks

SummaryNotificationaboutThresholds
FutureGlobalTargetReachNotification reachedwithalistofindicators

Summarynotificationontargetsmet/ SupportsautomaticCommentsin
notmet AnalyticsHub

PersonaltargetsandthresholdsareonlyvisibleintheAnalyticsHubto theuserthatcreated
them(theyare notvisibleon Widgets).
Globalthresholds/targetsappearintheAnalyticsHubandTimeSerieswidgets.
Personaltargetsandthresholdsarecoloredinlightgrey.Globalthresholdsandtargetsaredarker
grey.
APersonalthresholdappearsasa dottedlightgreyline.AGlobalthresholdappearsasadotted
darkergreyline.

TechnicalNote:Thecoloroftargetsandthresholdscanbemodifiedbyaddingthefollowing
properties:

Globalthresholdandtargetcolorproperties:
com.snc.pa.default_chart_threshold_color
com.snc.pa.default_chart_target_color

Personalthresholdandtargetcolorproperties:
com.snc.pa.default_chart_personal_threshold_color
com.snc.pa.default_chart_personal_target_color

DisplayingActionableData
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Whatisan ElementFilters?
ElementFiltersenableyouto limitthedisplayedbreakdownelementson an

AnalyticsHubor Widget
 

WithoutFilter:Toomanyelements WithFilter:Onlylookatelementsofinterest

      

Whenviewingindicators,thelistofBreakdownelementscansometimesbelong.CreateElement
Filterstohelpuserseasilyretrieveandgrouptheelementsthattheywanttosee.ElementFilters
allowyoutodefinequeriesthatcanbeappliedto aBreakdown.

Intheexampleshown,an ElementFilterwascreatedtoenablefurtherfilteringoftheAssignment
GroupBreakdowninordertoshowthoseGroupsthecurrentusermanages.

TheFilterconditionis:

Manager| is(dynamic)| Me

Theconditionincludesa dynamicoperatorso thateachGroupManagerwillonlyseethegroupsand
sheor hemanages.

DisplayingActionableData
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ElementFilterConfigurationandUse
 

Â«AnElementFilterisasetof =a
conditionsthatreturnspecific
recordsfroma BreakdownSource

* FilterConditionscan includeany
attributeon thesourcetable   

 

* FilterConditionscan includea

relationshipwithanothertable
* ApplyDynamicConditionsfor
personalizedvisuals

servicenow.   Toconfigureandusean ElementsFilter:

1. Navigateto PerformanceAnalytics> Breakdowns> ElementsFiltersandclickNew.

2. EnteraTitleandselectanexistingBreakdownsource.TheFactstableisautomaticallyselected.

3. Constructfiltercondition(s)thatreturnsthedesiredelementsandclickSubmit.

TovisualizethedatausingthisfilterintheAnalyticsHub:
1. OpentheBreakdownstabintheAnalyticsHub.
2. SelecttherespectiveBreakdown.
3. SelectthefilterintheElementFilterdropdown.

ForBreakdownWidgets,youhavetheoptiontoconfiguretheElementsFilterwhichwill
automaticallybeappliedwheneverthewidgetisviewedon aDashboard.

DisplayingActionableData
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ActionableDataLabs

Labs7.1IndicatorTargets

* ConfigurePersonalandGlobalTargets
* ExploreTargetGapsandTargetcolorschemes

Lab7.2IndicatorThresholds

* ConfigurePersonalandGlobalThresholds
* TriggerautomaticThresholdComments

Lab7.3TimeSeriesandElementsFilters

* ApplydifferentTimeSeriesaggregations
* Configureandapplyan ElementsFilter

DisplayingActionableData
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IndicatorTargets

|215minutes

Keo]eM@)0)(YeaIM
TheIncidentManageratGlideHavenneedsdirectionalinformationaboutIncident
ManagementKPIs.Thiscanbedonebyconfiguringtargetstogivevisibilityofhowa process
Indicatorsare performingover timerelativeto agoal.Inthislab,youperformthefollowing:

e ManageglobaltargetsusingtheTargetform
e ManageglobaltargetsfromtheAnalyticsHub
e AnalyzeTargetGaps

A.ManageGlobalTargets
ViewandCreateNewGlobalTargetusingtheTargetform

1. ImpersonatethePAPowerUser.

2. Navigateto PerformanceAnalytics>AnalyticsHub.

EnablethefollowinginListSettings(Gearicon):

Withatarget:ON
Change:ON
Trend:ON
Bulletchart:ON
Gap:ON

I Note:Sinceno GlobalTargetsexist,thelistisempty.

Navigateto PerformanceAnalytics> Indicators>Targets.
ClickNewandbegincreatinganewTargetasfollows:

e Indicator:Numberofopenincidents
e Colorscheme:5colortrafficlight
e Owner:[leaveblank]

IndicatorTargetsLab
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I Note:PopulatingtheOwnerwillautomaticallymaketheTargetPersonal.

SavetheTarget.

Navigateto theTargetvaluesrelatedlistandclickNew.

Createa newTargetvalueasfollows:
e Startdate:Selectadateabout3monthsago
e ReviewDate:Selectadateabout2monthsago
e Value:175

ClickSubmit.

. Navigateto theUsersRelatedListandclickEdit...

. AddAbelTuter(architect)andAbrahamLincolntonotifywhenreachingtheTarget.

. ClickSavetoreturnto thetargetform.

ViewandEditGlobalTargetinAnalyticsHub

1.

2.

Navigateto PerformanceAnalytics>AnalyticsHub.

Hoverover Numberofopenincidentâ€™sbulletcharttoviewtherespectivedayscore

andtarget.
= AnalyticsHub Best Worst ImprovedDegraded

â€˜YAll>Withatarget
fr TkName score Change Trend Bullet

7 Numberofopenincidents 186 Â° ~ =â€”

 

OpentheNumberofopenincidentsIndicator.

EnabletheTargetsviewingoptiontovisualizetheTargetinthechart.

NotethecircleanddiamondalongthetargetlinerepresentingthetargetStartand
ReviewDatesrespectively.

 

   

IndicatorTargetsLab
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 ClicktheTargetsbuttontoopentheTargets
panel.    

ClicktheexistingTargetinthelist.
 

Â¢ NwBO

Targets x

Â©NewTarget
GlobalPersonal

Oct19,2021-Nov20,2021175   

8. AdjusttheTargetvalueto200andclickSave.

{Tip:Youcanchangethestartandreviewdatesanddeletean existingtargetfromtheAnalytics
Hub.

9. ConfirmthattheTargetimmediatelychangesto reflectthenewvalue.

 < BSAnayticsHub Â®
OverviewCompare showRecords| Targets

Numberofopenincidents October19,2021-January18~ Daily~
â€”@ NewTarget

Todayat16:19 aaa173v-13Â¢-7.0%) 2
No.ofscores F t19,2021-Nov20,2021

Target:200 Gap:27(13.5%)

$  (QSearenbreakdownsandelements' o

eal 

(Oct25,2021Novâ€™2021Nov8,2021Nov35,2021Nov22.2021Nov29,2021OscÃ©,2021Dec13,2021Oxc20.2021Dec27,2021Jan3   

B.TargetGaps
ReviewandInterpretAnalyticsHubTargets

 

 @  1. EnabletheForecastchartoption.

IndicatorTargetsLab
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 2. ClickadatapointwherethescoreexceedstheTargetandreviewtheGapinfo.

< & pase OverviewCompare

Numberofopenincidents â€˜October19,2021February1 +

November26,2021Â«Â¢Â»

231a r0145%) 2 20k43 19%219 186250220

aeeeal Gopaieasswje
Nesters Sum ChangeChange Average Minimum Maximum Median

$= (Qsearcnbreakdousandelements e BrAaeago@OAA wx

ee (0ct25,2021Novâ€™,2021Nov8.2021Novi5,2021Nov22.2021Nov29,2021Dec6.2021Dect3,2021Dec20,2021Dec27,2021   Inthisexample,thegaptotargetis-15%whichisbetween-10%and-25%,andthedirectionof
theIndicatorisMinimize,thereforetheGapisvisualizedusinga darkredbar.

Note:Thisbehaviorisdefinedbytheâ€œ5colortrafficlightâ€•colorscheme.

3. Clickadatapointbelowthetarget.DoestheGaprepresentationmakesense?

< BSamayticstub Â¢ Â©8 O
OverviewCompare ShowRecords 

Numberofopenincidents October19,2021-February1.~ Daily~

January8<>

191v-17-8.2%) 92 20k 19%
NovofscoresSum

Target:200
219 186250220tChange Average Minimum Maximum Median

FE(QSearchbreakdownsandelements BrwAweg eOAk wx (0ct25,2021Nov1.2021Nov8.2021Nov15,2021Nov22,2021.Nov29,2021Oec6,2021 Oec13.2021Owe20,2021Oxc27,2021,   Inthisexample,theGaptotargetis4.5%whichisbetween0%and25%,andthedirectionof
theIndicatorisMinimize,thereforetheGapisdisplayedingreen.

IndicatorTargetsLab
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4. Selecta thirddatapointwhichisclosebutstillabovetarget.DoestheGap
representationmakesense?

 

(October19,2021-Februay1>

 

    

I TheGaptotargetis-5%whichisbetween0%and-10%andisdisplayedinorangecolor.

5. LocatetheForecastlineon thechart.

I Question:Doesitappearthatthetargetwillbereachedinthenext2weeks?

6. Navigateto PerformanceAnalytics> System>Targetcolorschemes.

7. Openandreviewthe5-colortrafficlightcolorscheme.

Questions:
WhatwouldbethecolorgapiftheScorewas25%or moreabovetarget?
WhatwouldbethecolorgapiftheScorewas25%or morebelowtarget?

C.AutomaticTargetCalculation
Whencreatinga newtarget,youcanrelyon thesystemtoautomaticallycalculatethe
targetvaluebasedon thecurrenttargetor theaverageindicatorscore.Thisletsyouset
more realisticanddata-drivenprocessimprovementgoals.

CreateTargetasan ImprovementoftheExistingTarget
Inthissection,youseta newtargetvaluewhichisa10%improvementover thecurrenttarget.

1. Navigatebackto PerformanceAnalytics>AnalyticsHubandclickNumberofOpen
Incidents.ClicktheTargetsbuttontoopentheTargetspanel.

IndicatorTargetsLab
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2. ClickNewTarget.
3. SelecttheSettargetasan improvementofthebaselinecheckbox.

4. SettheTargetoptionsasfollows:
e TargetCalculation:Percentage(%)
e Percentage(%):10
e Baseline:Existingtarget

Target:Auto-populatesas10%lessthanthelasttarget
Startdate:Adateaftertheprevioustargetâ€™sReviewdate
Reviewdate:About15daysafterStartdate

 

<Newtarget
Â©Globat Personal

GZSettarsetasanimprovementofthebaseline

TargetCalculation@
Percentage(%)

Direction> Percentage(36)Â©

Decrease10

Tip:Note:TheStartdatecannot
overlapwiththeprevioustarget.It

sssinevaue mustbeaftertheexistingtargetâ€™s
=n Reviewdate

Baseline@
Existingtarget

Target
180

Startdate ReviewDate

Dec16,2021GB Dec91,2021   

5. ClickSave.

 Anais

OverviewCompare

Todayat8:9

173v-13Â¢-70%)
Tope80 conn

Â©sewcntreatowns

 
    

IndicatorTargetsLab
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CreateTargetasan Improvementon AverageScore
Inthissection,youcreateanothernewtargetasa 10-pointimprovementover the
currentaverageindicatorscore.

1. ClicktheTargetsbuttonto opentheTargetspanel.
2. ClickNewTarget.

SelecttheSettargetasan improvementofthebaselinecheckbox.

SettheTargetasfollows:
e TargetCalculation:UnitsoftheKPI
e UnitsoftheKPI:10

Baseline:Averagescorefortheselecteddaterange
BaselineValue:Auto-populateswiththeAveragescore

Target:Auto-populatesas10lessthanAveragescore

Startdate:Adateaftertheprevioustargetâ€™sReviewdate
Reviewdate:About15daysafterStartdate

 

ShowRecords
| <Newtarget Tip:TheAverage

2-Yesterday~ Daily~ â€”â€”@Global Personal usedasa

Settargetasanimprovementofthe Baselinevaluebaseline

TargetCalculationÂ© dependsupon
UnitsoftheKPI therangeofdata

Direction> UnitsoftheKPI youhaveselected
a = intheAnalytics
Baseline@ Hub

â€˜Averagescorefortheselecteddaterange_
Memten Tip:The

Stedeviation prepopulated
Baselinevalue
canbemodified.

Minimum

Maximum

> Target
210
>*Startdate ReviewDate

Jul13 = Jul31 xe   

IndicatorTargetsLab
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5. ClickSave.
 

OverviewCompare ShowRecords
"Numberofopenincidents October 19,2021-Februaryty Daily+

Todayat18:23Â«

173v 13-70%
Target:209 63p:36(17.2%)

= Qs

    OptionalStep- ScheduledTargetCheck

Inthislaststep,youpracticetriggeringtheSystemTargetcheckingjob.
1. ImpersonatetheSystemAdministratoror endimpersonation.
2. NavigatetoPerformanceAnalytics>Automation> Schedules.

3. OpentheCheckPATargetsScheduleItem.

AdjusttheNextActiontoanydateinthepast.

ClickUpdatetotriggertheJob.
 

= ScheduleItem{<x}=

CheckPATargets Update||Delete

Name|CheckPATargets JobID|PATarget

Nextaction2022-01-0523:00:00 3 StateReady

Calendar Parent   System1D
 

Note:Thisactionforcesthesystemtoimmediatelyrun theTargetCheckandtrigger
notifications.
Tip:AdministratorscanviewtriggerednotificationsbynavigatingtoSystemMailboxes>

Outbound>Outbox.Youmayneedtosorton theCreatedcolumntoseethequeued-upemails.

Congratulations!
Youhavenow completedtheTargetsLab.

IndicatorTargetsLab
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IndicatorThresholds

|210minutes

Keo]eM@)0)(YeaIM
GlideHavenâ€™sHelpDeskteamhasdefineda rangeofacceptableIndicatorscoresandneeds
tosendalertswheneverKPIscrosscertainboundaries.Thisbehaviorrequiresthe
implementationofThresholds.Inthislab,youaregoingto:

e ManagePersonalandGlobalThresholds
e ImplementThresholdNotifications

A.ManageThresholds

CreatePersonalThresholds

Inthisstep,youimplementtwoPersonalThresholdsâ€” one fortheoverallnew incidenttrends
andone fortheCriticalPrioritybreakdown.

1. ImpersonatethePAViewer.

2. Navigateto PerformanceAnalytics>AnalyticsHub.

SearchandopentheNumberofnew incidentsIndicator.

ClicktheThresholdsbuttonintheAnalyticsHubbanner.
 

   

Createtwonew thresholdsasfollows:

5. ClickNewThreshold.
 

Thresholdsx

@NewThreshold
GlobalPersonal  IndicatorThresholdsLab
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6. SelecttheAlltimehighoption.
 

<Personalthreshold x
Threshold

Alltimehigh   

7. ClickSave.

8. ClickNewThreshold.
 

Thresholds

@NewThreshold

9. SelecttheAlltimelowoption.

 

 

<Personalthreshold x
Threshold

Alltimelow   

10.ClickSave.

11.Verifythattherearegreydottedlinesrepresentingthetwonew thresholds.
 

â€˜ShowRecords| Thresholds

NewThreshold

Alltimetow0   

INote:Ifnotseeingthenew thresholdlines,enabletheThresholdschartoption.

12.Navigateto thePriorityBreakdownandviewthe1-Criticalpriorityincidents.

IndicatorThresholdsLab
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13.ClicktheThresholdsbuttonintheAnalyticsHubbanner.

14.ClickNewThreshold.
 

Thresholds

15.SelecttheLessthanoptionandenter3asthethresholdvalue.

 

 

<Personalthresholdx
Threshold

|Lessthan   

16.ClickSave.

17.Confirmthatyourchartcorrectlydisplaysthenew threshold.
 

OverviewCompare â€˜ShowRecords
Numberofnewincidents>Priority=1 Critical September13,2021-January19~ Daily~

January19 Â«Â«

PMLcaealhtaalllcntoadoan
0 0(0.0%) 129 112 Â° 0% 8 o

No.otscoresSum ChargeChange%sAverage Min

&(@seachrcakdownsandetements Noe #e9 @Â©OAA we

Prorky=1-Crteal

Callerâ€™sDepartment

Category

â€˜AssignmentGroup 
Thresholds
Â® NewThreshold

Global

Lessthan3.

Personal

 

ManagePersonalThresholds

1. Navigateto PerformanceAnalytics> Indicators>Thresholds.

IndicatorThresholdsLab
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2. Openone oftheAlltimehighthresholdforNumberofnew incidentsbyclickingthe
Infoicon.

Alltimehigh

ReviewtheconfigurationsettingsunderOtheroptions.

 

   
OpenthethresholdrecordandunchecktheActivecheckbox.

EnableautomaticcommentswhenthresholdisbreachedbyclickingtheComments
property.

ClickUpdate.

ImplementaGlobalThreshold

Inthisstep,youconfigureGlobalThresholdsmanuallyfromtheThresholdslist.

1. ImpersonatethePAPowerUser.

2. NavigatetoPerformanceAnalytics> Indicators>Thresholds.

ClickNewto manuallycreatea threshold.

Configurea new Globalthresholdasfollows:
e Indicator:Numberofopenincidents
e Condition:Lessthan
e Value:190
e Comments:checked
e Active:checked
e Owner:blank

I Note:PopulatingtheOwnerwillmaketheThresholdPersonal.

5. Savethethreshold.

6. Navigateto theUsersrelatedlist.

IndicatorThresholdsLab
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7. ClickEdit...andaddAbelTuter(architect)andAbrahamLincoln,thenclickSave.

8. UpdatetheThreshold.

9. Navigateto PerformanceAnalytics>AnalyticsHub.

10.OpentheNumberofopenincidentsIndicator.

11.EnabletheThresholdsanddisabletheForecastchartoptions.
12.Verifythata new blackdottedlinerepresentingthethresholdisvisible.

 

Todayat11:35

1731.0%)
Target:211

QSearchbreakdowns

    

I Note:Thecolorofthethresholdisblackindicatinga GlobalThreshold.

ValidateThresholds

PerformanceAnalyticshasathresholdcheckerjobwhichonlyrunsonceperday.Toforcean

ad-hocthresholdcheckingtooccur,youneedtoexecutethejobmanually.
1. ImpersonatetheSystemAdministratoror endthecurrentimpersonation.
2. Navigateto PerformanceAnalytics>Automation>Schedules.

SearchforandopenthescheduledjobCheckPAThresholds.
 

= VY@ Schedule|Nextaction~| search Â©|Actionsonselectedrows..Â»|XE
All > JobIDJavaClasstartswithcomsncpa.orSysD= a5144141470022004cd2896206610078

Nextaction= Tigzertype
2022-08-1805:1325Interval

2022-08-18230000Daly
2022.08-18230000Daly
2022.08-18230000Daly
2022-08-19030000Daly Pao

2022-08-1904:0000 Daily PAlob  2022-08-1905:0000Daily PACollectionCleaner
 

IndicatorThresholdsLab
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SettheNextactionfieldtoanydateinthepast(thejobwillnotrunwithoutthis!).
ClickUpdatetoexecutethejob.

I Note:Allow~ 1minutebeforethethresholdcheckerhasfinishedandCommentsaregenerated.

NavigatetoPerformanceAnalytics>AnalyticsHub.

OpentheNumberofopenincidentsIndicator.

EnabletheCommentsandThresholdschartoptions.
9. ClicktheCommentsbuttonfromtheAnalyticsHubbanner.

10.Hoverover themostrecentbubbletoreadthecommentsâ€œMasteringtheAnalytics
Hubâ€•.

11.VerifythatyoucanviewthenewThresholdreachedcomment.
 

OverviewCompare â€˜ShowRecords Comments
Numberof openincidents September13,2021-January19 ~ Daily~ NewComment.venus \,ea and MasterngtheAna.173v-13:-70%) 129 168 933%
Target:209 Gap:36(17.2%) 7 Change Change%

@M Bw #eD @wx
January4   

Note:Notificationsfortheabovecrossedthresholdsare alsodispatched.Youcanviewqueued-
upnotificationsbygoingtoSystemLogs>Emails.

Congratulations!
Youhavenow completedtheIndicatorThresholdsLab.

IndicatorThresholdsLab
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TimeseriesandElementsFilters

215minutes

Keo]eM@)0)(YeaIM
ThelistofBreakdownelementscanbelonganddifficulttosearch.Tohelpmakethem
more manageable,Elementsfiltersare usedtoapplyafilterto Breakdownelements.

Inthislab,youperformthefollowing:
e ExploretheoutcomeofusingTimeSeriesaggregations
e Createan ElementsFiltertodisplayonlyAssignmentGroupsthatyoumanage
e PracticenavigatingIndicatorchartsbyElementsFilters

A.TimeSeriesAggregations
Aggregatethedatatoalessfrequentperiod

1. ImpersonatetheuserPAAdmin.

2. Navigateto PerformanceAnalytics>AnalyticsHub.

OpentheNumberofclosedincidentsindicator.

ConfirmthattheDailyTimeSeriesisapplied.
 

  EnabletheTrendchartoption. 

. ApplytheByweekAVG+TimeSeriestoviewtheaverageincidentsclosedweekly.
Numberofclosedincidents W372021-W32022~ osByweekAVG+Â©

W32022< Â« â€”
17v -191-52.5%)

 

 

   Question:
HowdoesthescorelinechangeaftertheapplicationoftheByWeekAVG+timeseries?

ElementsFiltersLab
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Smooththedatawitharollingaverage

1. Navigateto PerformanceAnalytics>AnalyticsHub.

2. Openthe%ofincidentsnotresolvedbyfirstassignedgroupindicatorandmake
surethattheDailyTimeSeriesisalreadyapplied.

Applythe30drunningAVGTimeSeriestoviewa30-dayrunningaverageofincident
closures.

61.22%vy-cor100%)

 

127 7,565.65%|11.22% 22.48% 59.57% 50.00%63.45% 59.58%
No.ofscores. Sum Change Change%Average MinienurnMaximum Median    Question:Doesthe30drunningAVGTimeseriesprovidea variablepictureofindicator

fluctuations?

Determineaperiod-to-datescore

1. NavigatetoPerformanceAnalytics>AnalyticsHub.

2. OpentheNumberofopenincidentsindicatorandconfirmthattheDailyTime
Seriesisapplied.
EnabletheTargetschartoption.

a
 

   
Lookingat theTargetline,youcanseeyourdailycompliance.However,youcannottellhow
closeyouare toachievingthetargetovera largertimeperiod,likea weekor a month.

ApplytheMonthto dateAVGTimeSeriestoviewtheTargetcompliancemonthto
date.

soe ee ee206vy-11.05%)

 

 

129 26k 1,042%203 18 250218 :
No.ofscores Sum Change%Average Minimum Maximum Median    It isrecommendedtocreatea new month-to-dateTargetso thatyouare abletotell,on adaily

basis,howcloseyouare,monthtodate,toachievingyourtarget.

ElementsFiltersLab
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B.BreakdownsWithoutElementsFilters
Inthisstep,youreviewtheBreakdownelementsofan Indicatorwithoutan ElementsFilter.

1. ConfirmyouarestillimpersonatingtheuserPAAdmin.

2. NavigatetoPerformanceAnalytics>AnalyticsHub.

3. OpentheAverageageopenincidentsIndicator.

4. ExpandtheBreakdownslistandselecttheAssignmentGroupBreakdown.

ExpandtheAssignmentGrouplistofElements.

ClickScore1-2timestosorttheBreakdownelementsbyScoremagnitudein
ascendinganddescendingorder.

Element Change

FieldServices 2,178days 0

Openspace 1,391days 0

Unassigned 1,127days 0

Hardware 943days 0   Questions:HowmanyAssignmentGroupsare there?Howeasyisit tolocatetheGroupyou
wishtoexplore?

C.CreateElementsFilter:Groups|Manage
Inthisstep,youdesignafiltertodisplayONLYtheGroupsthatyoumanage.

ReviewElementsFilterSource

Asa bestpractice,reviewtheBreakdownSourcecorrespondingto thenew ElementsFilter.

1. NavigatetoPerformanceAnalytics> Sources> BreakdownSources.

ElementsFiltersLab
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2. OpentheGroupsBreakdownSource.

3. ReviewtheFactstableandtheCondition.
 

[setctneactstabeforthebreakdownsourceelementsapplycondonstooptinizsheelement 

â€œ*Factstable|Groupsys_usergroup) +| showSchema
Map

2%Field|SysID .

Condons EE
+ CONDITIONS

AllotheseconditionsmustbemetActivevii   

CreateElementsFilter

Navigateto PerformanceAnalytics>Breakdowns> ElementsFilters.

ClickNewtobegincreatingan ElementsFilter.

Completetheformasshown:
e Title:Groups|Manage
e Breakdownsource:Groups
e Factstable:Group[sys_user_group]
e Filter:Manager| is(dynamic)|Me

 

Â©)= Elementsiter
Newrecord

+ Title|Groups!Manage

+Breakdownsource|Groups

+Factstable|Group[sys_user_group]

Filter

+ CONDITIONS

Allofthese nsmustbemet

Managery |is(dynamic)   

I Note:Theabovewilllimitthedisplayedgroupsonlytothosemanagedbytheloggedinuser.

4. ClickSubmit.

D.ApplyElementsFilters
1. ImpersonatetheSystemAdministratoror endimpersonation.

I Note:ThisusermanagestheFinancialSystemsSupport,FieldServices,andHardwaregroups.

2. Navigateto PerformanceAnalytics>AnalyticsHub.

ElementsFiltersLab
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3. SettheListSettingsto includeIndicatorswiththeGroupsBreakdownSource:
 

ListSettings
Filters

KeyIndicators

Withatarget

Formula

Manual  TurnofftheWitha targettogglebuttoninthelistsettings.

OpentheAverageageopenincidentsor anyoftheIndicatorsinthelist.

ExpandtheBreakdownstabandselecttheAssignmentGroupBreakdown.

ExpandtheElementFilterdropdowntoviewtheavailablefilters.

YElementFilter
_

[SesinaaeFieldServices Oneofmygroups 

SelectGroups|Managefilter.

ConfirmthatBreakdownElementslistcontainsonlythefollowinggroups:

Hardware,FinancialSystemsSupport,andFieldServices.
 

& @searentreskdovnsndeements
Priority

Category

Element

FieldServices

Hardware  FinancialSystemsSupport
 

Congratulations!
YouhavenowcompletedtheTimeSeriesandElementsFiltersLab

ElementsFiltersLab
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ModuleRecap

Howare PersonalTargetsandThresholdsdifferentfromGlobal?
Pa_viewerrolecanonlycreatePersonalThresholds.
Pa_power_userandpa_admincancreatebothGlobalandPersonalThresholds.
PersonalThresholdsare onlyvisibleintheAnalyticsHubto theuserthatcreatedthem(noton

Widgets).
Whocanbearecipientofnotifications?
ForGlobalTargetsandThresholds:OnlyRecipientson theUserslistreceivenotifications.
ForPersonalTargetsandThresholds:Ownersreceivenotificationsautomatically.
Whatisthedifferencebetweena3-colorand5-colortrafficlightcolorscheme?
Gapstotargetarevisualizedusingeither3or 5categorieswithrespectivecolors.

WhatneedstobeconfiguredtobeabletoquicklyviewrecordsofPrioritieshigherthan
Moderate?
ElementsFilter,Condition:Priority|Greaterthan|Moderate

DisplayingActionableData
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ModuleObjectives
DefineWidgetsandWidgetTypes
ExploreKeyWidgetTypes
AddWidgetsandReportstodashboards

Configurea BreakdownDashboard
Widgetsand
Dashboards

InteractwithFilterson dashboards

LabsandActivities
8.1WidgetsandDashboards
8.2DashboardFiltering

ThismoduleexploresthePerformanceAnalyticswidgetanddashboardvisualizations.Itintroduces
themostcommonwidgettypesandprovidesanoverviewofworkingwithdashboardstoaddand
editcontent,configurethedashboardlayout,andsharethedashboard.

WidgetsandDashboards
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Whatisa PerformanceAnalyticsWidget?
INsLUNe]o)(-MVAKIULe|74o1(eRe)imiatomlate|Lere]remem)Ze]|(e]o)(-malsiie)s(exe]Kolere]

Â¢ VisualizeIndicatorand IncidentTrends

Breakdowndata
me

 

Displayoneor moretrendsin
thesamechart

2500

2000

CustomizeTitle,Labels,and Nov26,2019
15 Openincidents:1,062

Chartcolors ClicktoopenAnalytiesHub

Choosefromavailable
visualizations
ClickintotheAnalyticsHub 2 Dee 16.Dec 30.Dee 13.Jan 27.jan 10.Feb

â€” Openincidents â€” Numberofnew incidents â€” Numberofresolvedincidents. â€” Numberofclosedincidents  Reuseacrossdashboards  

servicenow.

APerformanceAnalyticswidgetisusedtovisualizethehistoricaltrendofone or more Indicators.

Multipleconfigurationoptionsareavailabletocustomizetheappearanceandcontentofthewidget.
Thewidgetbecomesvisibletoviewerswhenplacedon a dashboardandisreusableacrossmultiple
dashboards.
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Percentageofnew criticalincidents

WidgetTypes Incidentbackloggrowth

Sep2

â€œ1247(36.8%)Sep20:-19

KY[Toums/(e(e|-1mYok-molei-xeMelamelee
telolremNiule||4elicelaneere]   

 

* SummarizeoverallIndicatorscore  

 

â€˜Openincidentsbyage

* TrendhistoricalIndicatordata
* ViewIndicatordatabyBreakdownneath* ComparemultipleIndicators

Wor-osomsmos 300M 90+ Der
Â¢Analyzetextdata Hi0o-o1bay watson.

 

 

 

sy Age Basicindicators

iledraclePoor

\SactionHunk        

Thismodulefocuseson themostcommonwidgettypes:

TimeSeries:Avisualizationofthehistoricalscoretrendover time,thathastheabilitytoforecast,
andcomparewithotherindicators.

Breakdown:Trendor summarizeIndicatordatabyBreakdownsElements.

Score:Asummaryofthelatestscorewithanoptiontocompareagainstapriorscore.

Report:CreatedintheReportsapplication.

Thefollowingadditionalwidgettypesarealsoavailable:
. Workbench:InteractivewidgetgroupingmultipleindicatorsbyBreakdownsandcreatinga

processcontext.

Pivot:Comparescoresina pivottable(grid)usingoneBreakdownElementastherow and
anotherBreakdownElementasthecolumn.

Text:Awordcloudanalyzingpatternsintextfieldsofan Indicator.

List:Summarystatisticsaboutmultipleindicatorsinatabular/listformat.
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TimeSeriesWidget
Showhowindicatorscore changesover time

NumberofNewIncidents
 

&BreakdownEl
 

2 Name|Numberofnewincidents

ltookupname|Newincidents  

Description|Shownumberofnewincidentsovertime.
â€”Newincidentsâ€” Target.â€”Trend Thresholds    Breakdown2 >Visualization|LineChart 

 

â€˜AxisSettingsDisplaySettingsPreviousPeriodSettingsElementSettings||AxisSettingsOsploySettingsPreviousPeriodSettings â€˜atsSttingsOtleySetings"PreviousPredSettings|CementSettings
vs me â€œmee

sow + Naber 3

Y-axisfrom Ld
Yanisto a) Howmuchdatatoshow

:

servicenew. Enableptions

ATimeSerieswidgetdisplaysthechangesina KPIover time.ItcanshowallIndicatordata,or only
thedatapertainingtoaspecificBreakdownElement.

        
UsetheAxisSettingstocustomizetheLabelandRangeofthe15tand2"Yaxis.A2"Y-axiscanbe
labeledifyouhavemorethanone Indicator,andsomeofthemare usingdifferentunitsofdata.

UsetheDisplaySettingstoenabledeeperdatainsight,similartowhatyouseeintheAnalyticsHub:
* Showtarget:Comparethescoresofthischartwiththetargetscores.
* Showthresholds:DisplaythresholdssuchasanAlltimeHighor anAlltimeLow.
* Showdatalabels:Displaythescoreforeachportionofthechart.

Showtrend:Displaythetrendline.
Showconfidencebands:Displayconfidencebandsinthischart.
Showforecast:Displayforecastdatainthechartbasedon currenttrenddata.
Showcomments:Displaycommentsaddedto datapointsinthechart.

UsethePreviousPeriodSettingstocontroltherangeofdisplayedIndicatordata:
* ARangeofperiodstospecifydataformatinyears,quarters,months,or weeks.
* Numberofperiodstospecifythenumberofyears(2yearsmax),months,or weekstocollect.
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TimeSerieswithWidgetIndicators

Nero)walaaleliilOlomAmseem alel(exe]Ke)Me)ml]ale[exe]Ke)mo)k-1e]<o(o)Zamif-1a\er)
* DefineuptosevenWidgetIndicatorsto

displayinthesamechart

 

* EachMainor WidgetIndicatorcanbestyled
separately

* TimeseriescanbeappliedtoeachMainor

Widgetindicator IncidentTends
  

 

WidgetIndicators(3)|On-clickbehavior|DiagnosticResults
Y|Order > |Search

WidgetIndicators

2 Indicator BreakdownElement

Numberofclosedincidents(empty)(empty)
Numberofresolvedincidents (empty) (empty)
Numberofnewincidents (empty)(empty)      

TimeSeriesWidgetscanvisualizemultipleIndicatorson asinglechart.Inthisexample,theTime
Serieswidgetdisplaysa LinechartforNumberofopenincidents(mainindicator),andthree
additionallinechartsforNumberofresolvedincidents,Numberofnew incidents,andNumberof
closedincidents.

UsetheWidgetIndicatorsrelatedlisttoaddmore indicatorstodisplaytogetherwiththemain
indicator.ToconfigureadditionalIndicators,clickNewintheWidgetIndicatorsrelatedlist.

TheAdditionalWidgetscanshowanyIndicatoror combinationofIndicatorandBreakdown
elements.Bydefault,uptosevenadditionalwidgetscanbedisplayedtogetherwiththemain
Indicator.
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TimeSerieswithPreviousPeriods

(@Xolaalexe]câ€”mlareexe]Kolmik=salesmrelmOlk-\U(elusaeX-1eXek)
NumberofNewIncidents

Â¢ EnablePreviousperiodchart ico |W262018:60
Clickto opendetail =

Jun18. Clicktoopendetailedscorecard
|

fT W252018:36 -DefineRangeandnumberofperiods|U7: 28eaiesscorers|
AxisSettingsDisplaySettingsPreviousPeriodSettings

 

 

    

 

   2kRangeofperiods|Weeks

> Numberof
periods     â€”w272018 â€”w262018â€”w2s2018â€” w242018

 

AvailablePreviousPeriods:Week,Month,Quarter,Year

ThePreviousperiodchartpropertyallowsfora trendlineforeachPreviousPeriodinthesame

chart.TimeSeriescanbeconfiguredtocomparedatafrommultipleperiodsinthesamechartas
follows:

Previousperiodchart:Checktocomparedatafrompreviousperiods.Eachperiodisrepresented
ina differentcolorinthesamechartforthenumberofperiodsselected.

Rangeofperiods:Selecttherangeofperiodstocomparewiththecurrentperiod.
Numberofperiods:Specifythenumberofpreviousperiodstodisplay.

Theaboveexampletrendsdatafromfourdifferentconsecutiveweeksusingdifferentcolors.Data
forthelastweekonlycontainsthreedatapoints,as ithappenstobean incompleteweek.
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TimeSerieswithForecast
NumberofNewIncidents

Forecastsoffer
insightsintofuture  

jul31
ForecastNumberofopenincidents:187+ 13.95%
lick toopendetailedscorecard

scoremovement
Newincidents

Showforecast|W

Showforecastrange [V7 aJul18
ForecastNumberofresolvedincidents:20+ 186.54%
Clickto opendetailedscorecard

ForecastRange Lyshowsthe95%
(colalilel-larxcmialeciaye)|

 

     

oftheforecast

AnyTimeSerieswidgetthatshowsatrendcanbeenhancedwiththedisplayoftheForecastandthe
ForecastRange.Thenumberofperiodsforecasteddependson theForecastingsettingsofthe
correspondingIndicator.TheTimeSerieswidgetistheonlywidgettypethatcanvisualizethe
forecast.

AdditionalSettingsmaybeappliedtovisualizethefollowing:
* DataLabelsâ€”- valuesofeachdatapoint.
* Trendâ€” anapproximationofthescoremovementanddirection.
* ConfidenceandPredictionBandsâ€” lighteranddarkerbandsrespectively.

 NumberofNewIncidents
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BreakdownWidgets
Visualize

Trendvisualizations:Line,StackedColumn

Summaryvisualizaions:Pie,Column,etc.

dCompareBreakdownElements
 

2KName

>Indicator

DKBreakdown

Openincidentsbyage

a oaNumberofopeninciden

Age
 

 
 

â€˜Openincidentsbyage  250

Type|Breakdown 3

StackedColumn 6  2KVisualization
 

bl15.Ane 29.Ape 13.May 27.May=10.un 24.Jun 8.Jul

01-05 DaysM06-30DaysMH90+DaysMM31-90DaysM00-01Day  
â€˜Openincidentsbyage

= 150

 

TypeBreakdown

2 VisualizationColumn   

 

ABreakdownwidgetisusedto trendor summarizeIndicatordatabyitsBreakdownelements.The
Breakdownwidgethasmultiplevisualizations:
* Ifthegoalistodisplaya trendover time,choosetheLine,theStackedColumn,or theColumns

andTotalsvisualization.
Ifyourgoalistodisplayasummaryofthelatestscore,selectone ofthesesummary
visualizations:Pie,Donut,SemiDonut,Funnel,Pyramid,or Column.
Toviewa trendofallElementsofaspecificBreakdownsummarizedina table,choosethe
Scorecardvisualization.
TocomparethescorechangerelativetoabaselineacrossmultipleBreakdownElements,choose
theRelativeComparevisualization.
TheParetovisualizationsummarizesthelatestscorebyBreakdownElementandidentifiesthe
cumulativepercentagecontributionofeachElement.

ForIndicatorsconfiguredtocollecttheBreakdownmatrix,youcanviewdataby1tand2â„¢4
Breakdownbyspecifyinga 15tBreakdown+ Elementanda2â„¢Breakdownasfollows:

 

>KName

2KIndicator

>KBreakdownState

NewElement

2ndBreakdownâ€”_Priority 
OpenIncidentsbyStateandPriority

Numberofopenincidents
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BreakdownScorecard
* Configurea BreakdownwidgetwithaScorecardvisualization
* Viewa performanceScorecardofallElementsoftheIndicatorBreakdown
* Comparepastperiodscores,currentscore,target,gap,change,change%

 

OpenincidentsbyPriority

5-Planning

3-Moderate

1-Critical

2-High   

Choosea BreakdownwidgetwithaScorecardvisualizationtoshowalistofIndicatorBreakdown
trendsbyElement.UsetheScorecardvisualizationto rendera tabularviewofan Indicatorâ€™s
Breakdownelements.
Inour example,openincidentsare beingcomparedbytheirpriority.
AdjusttheselectionsunderColumnSettingstoaddadditionalinformationto thescorecardlist.The
followingColumnSettingsareavailable:

 * CurrentScore
* Trend

Bulletchart

DisplaySettingsBreakdownSettingsColumnSettings

Currentscore Change

Multiplescores Trend Change%
Change Bulletchart Target

Change% Multiplescores Gap

Target Numberofperiods
* Gap
* Gap%

Periodstep   

IfMultiplescoresisselected,thefollowingappear:
* Numberofperiodsâ€” howmanypastscorestodisplay
* Periodstepâ€” howmanyperiodsapartare thepastscores,use1forconsecutivescores
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ScoreWidget
ShowReal-Timeor LatestavailableIndicatorScore

Averageageopenincidents
 

NumberofopenIncidents

Od Real-timea = Noto)(-)Real-time:12:13

+ 2(9.2% BulletChart iL5esee ca a
Â¥16(-9.2%)Dec05:173

Scoredate:Jul04 ComparedwithJul03:18days

 

      

LatestScoreVisualization Real-TimeScoreVisualization

TheScoreTypewidgetcanbeusedtodisplayanaggregateIndicatorscore,suchasthecurrent
numberofopenincidentsor latestnumberofresolvedincidents.

TheAvailablevisualizationsare: LatestScore,Real-timeScore,Speedometer,andDial.Thelatest
score isthescoreasperthelastcollection,whereasthereal-timescore isobtainedfromthedata
currentlyintherespectivebusinesstable.

Note:AReal-timescore isavailableonlyforAutomatedIndicatorsthatusetheCountaggregation.

Whencreatinga LatestScorewidgets,thereare threevisualizationtemplatesavailable:

* Template1:Latestscore/Real-timeScore,Trend,BulletChart,Target,Change,%Change,
ComparisonScore.

* Template2:Latestscore/Real-timeScore,ScoredateTrend,Target,Change,%Change.
* Template3:Latestscore/Real-timeScore,Target,Gap,Gap%,Change,%Change.

AllReal-timeScorewidgetsdisplaya real-timetimestamp.

Note:Thescore/gap/changecolorsare determinedbytherespectiveTargetcolorscheme,ifone is
defined.
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WhichScoreVisualizationandTemplatetoChoose?

ChooseaTemplatebasedonyourvisualization
needs:
* Real-Timescoreofthelatest NumberofopenIncidents

157
* PreviousScoreinfo? aetna

Score?

* InteractiveBulletchart?
* GapandGap%info?
* ScoreTrend?

 
â€˜Averageageopenincidents

sulos

19days42 (9.2%)jor: 18days

 

Template2
  NumberofopenIncidents

Real-time:12:17

157Sevivalâ„¢
 

Template3

WhenthevisualizationisLatestScore,youcancomparethedatawiththepreviousscore,or,toa
specificpreviousperiodasfollows:
SetComparescorewithto:
Â¢ PreviousPeriod(default)- Compareto thenextto lastavailablescore

Alternatively,youcanspecify:
* PeriodsBack.
* Numberofperiods:Howmanyperiodstogobackforcomparison.

 
LatestScoreSettings

Comparescorewith

PeriodsBack

Numberofperiodsback   

WhichTemplateshouldyouchoose?Hereare someimportantTemplatedifferences:
* Template1:Hasan interactivebulletchartandallowsforpreviousperiodcomparison.
* Template2:Centereddisplayofthecurrent/real-timescorewithbackgroundtrendchartand

previousperiodcomparison.
* Template3:AdditionalGap/GapPsÃ©nfido

WidgetsandDashboards
Â©2023ServiceNow,Inc.AllRightsReserved 

 
 



 

ReportWidgets
(@lr-rohiromaMlalowc)XelaNWVe)Â©)|(exe]olakeareMUXe]0)(-KolanenDlokialolete|ce|

* Coexiston
= B stsureponsv =

dashboardswithPA

 

â€˜OpenPLincidents KPIRemotelyResolvedincidents â€˜OpenincidentsOlderThan30DaysbyAssignmentGre

2 :

widgets 6 â€˜

in_a
* BuiltbyPAandnon

â€”

; onoe a

- - .

PAusers 42 ey eee

â€˜OpenincidentsbyState IncidentsbyPrietityandState â€˜OpenincidentsbyAssignment* Needtobeexplicitly
sharedwith Rises .

dashboardviewers ce

Aleget   Inadditionto PerformanceAnalyticswidgets,Reportingwidgets(Reports)canalsobeaddedto a

dashboard.ReportcreationcanbedonebyanyuseranddoesnotrequirePerformanceAnalytics
privileges.

Note:Ifareporthasnotbeensharedwithspecificviewers,itscontentsmaynotbeavailableon the
dashboard.Therefore,youshouldexplicitlysharea reportwithEveryoneor intendedgroupsand
usersbeforeaddingitto adashboard.
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Widgetsare Global
Â¢ Widgetsare seenbyanyonewithDashboardaccess

> ALWAYScreatea new Widgetwhenyouneedan

alternatevisualization
> NEVEReditanexistingWidgetifyoudonotown it

Â¢ SelecttheappropriateWidgetTypebasedon VisualizationObjective
> Areyouvisualizinga historicalTrendor a Scoresummary?

Doyouneedto comparetrendsacrossBreakdownElements?

GoodPractices
DoyouplantoviewmultipleIndicatorsinasinglewidget?

>
>
> AreyouinterestedintheReal-TimeScore?
> DoyouneedmultipleIndicatorstatisticsinasingleview?

Anyadmin,pa_admin,andpa_power_usercan:

Â¢ UseawidgettheycreatedwhencreatingtheirDashboard.
* Editanywidget,regardlessofwhocreatedandowns it.

Widgetsareglobal!
* Anyonecanseeyourwidget.
* Anyonecanuseitwhencreatingtheirdashboard.
* Anyonecanedityourwidget.

ALWAYScreatea newwidgetwhenyouneedanalternateview.
DONOTchangeanexistingwidgetifyoudidnotcreateit.
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Whatisa Dashboard?
=_BB| incidentManagement yy.

 

IncidentOverviewIncidentNew|IncidentOpen|IncidentResolved
Incidentbackloggrowth MeanTimeto Resolution(MTTR) Averageresolutiontime

Julos

Anarrangement â€”â€”â€”â€”â€” 6.46daysdren deseofWid2lnseelare|â€” Incidentbackloggrowth â€” Averageresolutiontimeofresolvedincident

Reportsacross '%ofincidentsresolvedwithoutrez NumberofResolvedIncidents Resolvedincidents

multipleTabs 100

givingfull at sinii,| sd

processpicture 57% use wt ||â€”V yaol44 (7.1%)Jul03:53% _â€” Numberofresolvedincidents V1 (-6.7%)Jut03:15
â€” Numberofnew incidents   

DashboardscombinePerformanceAnalyticsTrendandSummarycharts(widgets),andReportsto
monitorthehealthofyourbusinessservices.

Dashboardtabsare likeHomepages,however,multipletabsmaybeaddedto a dashboard,andyou
havemanyadditionaleditingandlayoutcapabilities.

Tabsallowyoutologicallygroupwidgetsthatbelongtogether.Intheexampleshown,theIncident
ManagementDashboardcontainsfourtabs:IncidentOverview,IncidentOpen,IncidentNew,and
IncidentResolvedâ€” allrelatedto thehealthoftheIncidentManagementprocess.
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 DashboardsNavigation GroupfilterSelectDashboardGroup
DashboardsOverviewLandingPage or Searchbygroupor seageOversDashboardname Other

 

CMDBDashboard
DataClassification
FlowDesigner
HelpDesk
Incident

viewPlatform
 

Â®IncidentM i

Selectanother ee es

Dashboardor returnto
theDashboard Mae

DashboardsLists: Overview
Recent
OwnedbyMe Dashboards
SharedwithMe

All RecentOwnedbyMeSharedwithMeAll

TreidentOverview Dashboards

   

Hereare somekeypointson navigatingtheDashboardsapplication:

.

AllDashboardsareaccessedbynavigatingto PerformanceAnalytics> Dashboards.
DashboardsareorganizedinRecent,OwnedbyMe,SharedwithMe,andAlllists.
SearchDashboardsbyGroupusingtheAllGroupsdropdown.
SearchDashboardsbyTitle/GroupusingtheSearchbox.
ClicktheDashboardtiletoopentheDashboardforviewingandediting.
OnceaDashboardloads,clicktheDashboardsOverviewicontogobacktothelistof
Dashboards.
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rei

. AddWidgetTypes
ResponsiveDashboards

MoveandRe: Widgets ChangeLayout,
BackgroundColor

CreateaTabIncidentNew IncidentOpenIncidentResolved
Basicindicators

Â® @

Configuration
ve

CreateTab

DDASHEOARDBACKGROUND

Defaultcolor:fff
 

APPLYQUICKUNOUT

EditWidgets:
7 cep* â€”ShowBorder,Header,Titld

SetTitleColor
SetHeaderColor
SetTitleAlignment

    ResponsivedashboardfeaturesrequirestheResponsivecanvasplugin(com.glideapp.canvas).After
installingtheplugin,alldashboardswillbeconvertedtoberesponsivedashboards.

Youcanalsomakeyourdashboardseasiertoreadwithdarktheming.Thedarkthemeis
supportedon theDashboardsOverview,dashboards,interactivefilters,Performance
Analyticswidgets,andreports.
Hereare someoftheResponsiveCanvaskeyfeatures:

Dragto moveandresizewidgets.
Createandeditreports,analytics,andotherwidgetsdirectlyfromthedashboard.

AddContentpaneforaddingWidgetsandReports.

QuickLayoutmodelstosnapwidgetsintoa predefinedlayout,thenadjustasdesired.

Improvedperformanceanddataloadcontrol.

OptionallysetanentireresponsivedashboardasyourHomePage.

RequiresInternetExplorer9andabove.
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AddingPerformanceAnalyticsWidgets
1. ClickAddWidgets 4. SelectWidget
2. SelectPerformanceAnalytics5. PreviewandAddWidget
3. SelectWidgetType

 

 

 <Widget
<List x

ootb- incidentbasic
Q indicators

AddWidgets

WidgetCatenoryâ€”= =

oth-incidentbasicindicators

QFitter Tip:oth-incidentnewindicators UsetheFilterto
cot indentresoedindctors . : searchbyNameor

Sie LookupNamefor
oth-openincidentindicators quickerretrieval

NewList     

Â©RecentContent       ToaddanexistingPerformanceAnalyticswidget,performthefollowing:
1. BeginbyspecifyingthePerformanceAnalyticscategory.

2. IfyouknowtheWidgetname or Lookupname,enteritasa searchterm.

3. Optionallyselectawidgettypeâ€” Breakdown,List,Pivot,Score,TimeSeriesor aWorkbench.
 

<Breakdown x

Qresolved

ootb- incidentresolvedbypriority-scorecard   4. SelectthedesiredwidgetandclicktheAddbutton.

Tocreatea new PerformanceAnalyticswidget,performthefollowing:
1. SelectaWidgettypeâ€” Breakdown,List,Pivot,Score,TimeSeriesor aWorkbench.

2. Select#NewList/#NewScore/#NewBreakdown,etc.tobegincreatinga newwidget.

ReportsNote:AddReportingwidgetsinthesamemannerbychoosingtheReportscategory.

WidgetsandDashboards
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WidgetsandDashboardsLabs- Part|

Lab8.1
BYorjalex
Vitelotus

8.1DashboardsandWidgetsLab
* CreateaTimeSeriesWidget
* CreateaScoreWidget
* Createa BreakdownWidget

WidgetsandDashboards
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WidgetsandDashboards

|325minutes

Keo]eM@)0)(YeaIM
GlideHavenâ€™sHelpDeskteamneedsto seeallrelevantprocessanalyticsinasingleplace.In
thislab,youperformthefollowing:

Createa newdashboard
Addexistingwidgetstothedashboard
Managethecontentbyaddingnew widgetsanddashboardtabs
Sharethedashboardwithotherusers

A.NewDashboard
Inthisstep,youcreatea blankdashboardto serveasthecontainerfortabsandwidgets.

1. ImpersonatetheuserPAPowerUser.

2. Navigateto PerformanceAnalytics>Dashboards.

ClickCreateadashboardtobegincreatinganew dashboard.

SettheNametoHelpDeskLiveStatus.

Clickthemagnifyingglassbuttonnextto theGroupfield.

OncethelistofexistingDashboardGroupsloads,clickNew.

SettheNametoHelpDeskandclickSubmit.

==
>â€™Name

HelpDesk

I Note:Thisactionplacesthenew DashboardintheHelpDeskgroupforeasierretrieval.

WidgetsandDashboardsLab
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8. SavetheDashboard.

I Note:TheOwnerissettoPAPowerUserandasingletabisautomaticallycreated.

9. ClicktheViewDashboardrelatedlink.

B.DashboardContent

Inthisstep,youaddseveraldifferentWidgetsandconfigurethedashboardlayout.

BreakdownWidgets
1. ClicktheAddWidgetsbuttonintheheadertobeginaddingawidget.

 

Â®CG&
AddWidgets

SelectPerformanceAnalyticsinthefirstdropdown.   

SelecttheBreakdownvisualizationcategory.
 

AddWidgets
WidgetCategory

PerformanceAnalytics
QFilter

Breakdown  . TypeincidentopenintheFilterfield.
 

< Breakdown

Selecttheootbâ€” incidentopenbypriority- scorecardwidget(4*inthelist).   

ClicktheAddbuttonunderthepreview.

WidgetsandDashboardsLab
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7. Verifythatthenewwidgethasbeenaddedto theDashboard.

8. ClicktheBacktoBreakdownwidgetsarrow toreturntotheBreakdowncategory.

BacktoBreakdownwidgets @Â®9 =

< Widget x

 

   

9. Clicktheootbâ€” incidentopenbyageâ€” stackedcolumnwidget(2ndinthelist).
10.ClicktheAddbuttonunderthepreview.
11.Verifythatthenewwidgethasbeenaddedto theDashboard.

ScoreWidgets
1. ClicktheBacktoBreakdownwidgetsarrow togobacktotheBreakdowncategory.
2. ClicktheBacktoaddwidgetsarrow to returntoallwidgettypes.

CleartheFiltertext.

SelecttheScorecategoryofWidgets.
. TypeageintheFilterbox.

 

<Score

SelecttheAverageageopenincidentsScorewidget.
ClicktheAddbuttonunderthepreview.

. Verifythatthenewwidgethasbeenaddedto theDashboard.

ClicktheBacktoScorewidgetsarrow togobacktotheScorecategory.
 

<Score x
10.TypeoverdueintheFilterbox.  Q,overdue

 

11.SelecttheOpenandoverdueincidentswidget.
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12.ClicktheAddbuttonunderthepreview.
13.VerifythatthenewwidgethasbeenaddedtotheDashboard.

14.ClicktheBacktoScorewidgetsarrow togobackto theScorecategory.
 

< Score

16.Selectthe%ofnewcriticalincidentswidget.

15.TypecriticalintheFilterbox.   

17.ClicktheAddbuttonunderthepreview.
18.Verifythatthenewwidgethasbeenaddedto theDashboard.

C.DashboardLayoutandColor
Inthissection,yourefinetheDashboardlayoutandbackgroundcolor.

1. ClickConfigurationbuttonon theDashboardbanner.
Â® @ s&s

. Applythe1Â°layoutinthelistofquicklayouts(3x3).
EnabletheUsecustombackgroundcolorcheckboxandconfirmthatyouseea black
background.

. SelectthecolorpanelandselecttheHexoptionusingthedropdownmenuandset
thebackgroundto#C5C6CO0(lightgrey).

[GiUsecustombackgroundcolor
 

   

 

I Note:Thecolorissavedasyousoonasyoutabawayfromthefield.
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5. Navigateto UsermenuandselectPreferences.

PAPowerUser
Â©impersonatingUser

 serviceNow

8 Profile

Â© Impersonateanotheruser
Â©Printerfriendlyversion
& Logout

|Note:YoucanseeyourdashboardindarkmodebychangingthethemeinthePreferences
section.

6. SelectThemeandclicktheDarktiletoswitchtodarkmode.

Theme

Back

Default Da

7. Clickâ€˜Xâ€™toclosethewindow.

8. Navigateto DashboardcontrolsmenuandselectRefresh.Confirmthatyouseeyour
dashboardindarkmode.

E|& HelpDeskU

NewDashboard

DashboardProperties
DeleteDashboard

DuplicateDashboard

CopyDashboardURL
CreateFavorite

CreateTab

ResetFilters

ExporttoPDF    WidgetsandDashboardsLab
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Hoverover anywidgetandverifythatyoucanresizeandrepositionasshown:

oneeee

(0(0.0%Feb27:7  Note:YouneedtobeinEditmode(AddWidgets,Configuration,or Sharepanelneedstobeopen)
tobeabletoperformanydashboardandlayoutchanges.

. Resizeandpositionasneededto achievethislayout:
 

 

. ClickPreferencesfromtheuser menu andselectTheme.

. Setit to Defaulttoswitchthethemeto lightmode.

. Navigateto DashboardcontrolsmenuandselectRefresh.Confirmthatyouseeyour
dashboardinlightmode.

D.NewDashboardTab
Inthissection,youadda new dashboardtabdedicatedto incidentsreassignments.

1. ClicktheConfigurationbuttonandselectCreateTab.

Configuration

CreateTab

WidgetsandDashboardsLab
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2. Clickintothefirsttabnameandrenameitto OpenIncidents:
 

= 88 HelpDeskLiveStatus~

OpenIncidentsZ }HelpDeskLiveStatu- NewTab2

3. Clickthepenciliconandrenamethesecondtabto ResolvedIncidents.  

 

= 88 HelpDeskLiveStatus~

OpenIncidents|ResolvedIncidents7@  E.CreateNewWidget
1. WiththeResolvedIncidentstabselected,clicktheAddWidgetbutton.

2. SelectPerformanceAnalyticsinthefirstdropdownandtheTimeSerieswidgettype.

Select#NewTimeSeries.

<TimeSeries

QFilter

#NewTimeSeries

I Tip:Clearthefiltertextifyoucannotsee#New.

ClicktheAddbuttontoaddthenew emptyTimeSerieswidget.
SelecttheClickheretoconfigurethisreusableWidgetlinktobeginconfiguringa
newTimeSerieswidget.
 

OpenincidentsResolvedIncidents

#NewTimeseries

ThiswidgetisaplaceholderandwillbereplacedonceaReportwidgetiscreatedforit.
ClickheretoconfigurethisreusableWidget.    WidgetsandDashboardsLab
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6. Configureasfollows:
 

e Name:Incidentsnot
resolvedbyfirst
assignedgroup
Indicator:%ofincidents
notresolvedbyfirst
assignedgroup
Visualization:Area
Chart
Label:Unresolvedby
firstassignedgroup
Color:Green

Timeseries:7drunning
AVG  

DateSettingstab:
o Showdatarange

selector:
checked  DisplaySettingstab:

Showtrend:checked

7. SubmitandviewthenewlyaddedWidget.Clickanydatapointfordetails.
 

Incidentsnotresolvedbyfirstassignedgroup

74 im YTD

Jan09
Unresolvedbyfirstassignedgroup:77.55
ClicktoopenAnalyticsHub

4.Nov 18.Nov 2.Dec 16.Dec 30.Dec

BlUnresolvedbyfirstassignedgroup â€” Trend     

WidgetsandDashboardsLab
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F.AdditionalWidgetIndicators
Inthissection,youconfigureadditionaltrendstodisplaytogetherwiththe%of
IncidentsnotresolvedbyfirstassignedgroupIndicator.

1. ClicktheAddWidgetsbuttontoenterEditmode.

2. Hoverover thewidgetheaderandselecttheEditContentbutton.

Incidentsnotresolvedbyfirstassignedgroup 4+F7CB@OÂ®

 

  

Navigateto theWidgetIndicatorsRelatedList.

ClickNew.

SettheIndicatortoNumberofupdatedincidents.

= WidgetIndicatorNewrecord
 

> Indicator|Numberofupdatedincidents Q [o]
SettheTimeseriesto7drunningAVG.    
SetthecolortoYellow.

ClickSubmit.

ClickNewintheWidgetIndicatorsRelatedListtoaddanotherWidgetindicator.

. SettheIndicatorto Numberofresolvedincidents.

> Indicator Q (o]

 

   . SetthecolortoBlue.

. SettheTimeseriesto7drunningAVG.

. ClickSubmit.

. ClickNewtoaddone lastWidgetindicator.

WidgetsandDashboardsLab
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15.SettheIndicatorto Numberofnew incidents.
 

= WidgetIndicator~

 Newrecord

Indicator|Numberofnewincidents|Q    
16.Setthecolorto Red.

17.SettheTimeseriesto7drunningAVG.

18.ClickSubmit.

19.ConfirmthatyouhaveaddedthreeWidgetindicatorsasshown:
 

WidgetIndicators(3)OnclckbehaviorDiagnosticResults
= Â¥ [order + |Search

WidgetIndicators
2 Indicator

20.ClickUpdateandviewthewidgeton thedashboard.Thenpracticetoggling
individualIndicatorson andoffbyclickingon theirlabels.
 Incidentsnotresolvedbyfirstassignedgroup

100

R

Â°PLM TS21.Oct 4.Nov 18.Nov 2.Dec 16.Dec 30.Dec

I Unresolvedbyfirstassignedgroup _~ Numberofupdatedincidents/ 7drunningAVG
â€” Numberofnew incidents/ 7drunningAVG â€” Numberofresolvedincidents/ 7drunningAVG
â€” Trend    G.WidgetStyling

1. WhileinEditmode,hoverover thewidgetbannerandclickEditWidget.
 

   
WidgetsandDashboardsLab
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2. Configurethewidgetpresentationsettingsasshown:

 

Border:Unchecked EaitWidget
Titlealignment:Center eae

LettÂ©CenterÂ©Right

Titlecolor:#fafbf5(orany BiUccatomtitecotr

preferredcolor) BBUsecustomheadercolor
Headercolor:#cf1515(or Bot

anypreferredcolor)
3. ClickDone.   4. Selectthe1mdaterangetoviewonlythelastmonthofavailabledata.

I Note:Moveyourcursorover thewidgettoviewthedaterangeoptions.

5. ToggleofftheTrendlinedisplaybyclickingitinthelegend.
6. Verifythatthewidgetisstyledaspertheupdatedsettings.

74 FEYsm om voy

10.Aug12.Aug14.Aug16.Aug18.Aug20.Aug22.Aug24.Aug26.Aug28.AugS0.Aug1.Sep3Sep 5.Sep7.Sepâ€”9.Sep

Il Unresolvedbyfirstassignedgroupâ€” Numberofupdatedincidents/7drunningAVGâ€” Numberofnewincidents/7drunningAVGâ€” Numberofresolvedincidents/7drunningAVGTrend  H.DashboardSharing
Inthisstep,yousharethedashboardwithadditionalPerformanceAnalyticsusers.

1. ClicktheSharingbuttonon thedashboardbanner.
 

Â®@B=

eas-  
WidgetsandDashboardsLab
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2. ClicktheAddgroups,users,androlesbutton.

3. AddthePAViewerandPAAdmintothelistofdashboardusers.

4. SettheMessagetoWelcometo theLiveStatusdashboard!

SetRecipientstoCanedit. 

Addgroups,usersandroles  

Share

Te:[Paviewerx] [PaAdminx]

sendsnemaitinvtaton

 ClickShare.ConfirmthattheSharingpanelsliststhetwonewlyaddedusers.

Note:Anemailnotificationwillbesenttoallnewlyaddedusersandgroupmembersinforming
themthattheyhavebeengivendashboardsaccess.

Toverifyasuccessfulshare,impersonateeitherthePAVieweror thePAAdmin
user.

Navigateto PerformanceAnalytics> Dashboards.

SearchforandviewtheHelpDeskLiveStatusdashboard.

Congratulations!
YouhavenowcompletedtheDashboardsandWidgetsLab.

WidgetsandDashboardsLab
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Whatisa BreakdownDashboard?

DXol\alefoto|cemWVllamem=1K=%0]<e(e\wiaNielcerelelalemeknemA/(ele\-Imalitcls
 = BBincidentManagementÂ¥

'YOpenincidents
Multi-Element
selectisallowed
bydefault 

as ry Elementselection
â€” Numberofopenincidents> Priority= 3 - Moderate
Timberoopenincidents>Pry=tow ispersisted

5-Planning

â€ '̃YBasicindicators  Numberofnewingâ€œeer   

ABreakdowndashboardisadashboardwitha BreakdownSourceselector.TheBreakdownSource
elementsactasafilter,whichisappliedtoalldashboardwidgetsthathavethecorresponding
Breakdownconfiguredandhavebeensetuptoâ€œfollowtheBreakdownâ€•Element.Intheexample
shown,theOpenIncidentswidgetisfilteredtoonlyshowincidentswith3- Moderateand4 - Low
priorities.

TheDashboardfilterconsistsoftwotabs:AllandSelected
 
2elementsselected v 2elementsselected v

   
Q.Filteroptions | Q.Filteroptions

[seca]
* Viewerscanselectmultipleelements

ai x[seecea]x
d

. : .

jzkis â€”
atonce.Theselectionisappliedonly
afterclickingApply.1-Critical  3-Moderate

2-High 7) 4-tow

Y) 3-Moderate

A aciew Clearallremovesalltheselected
5-Planning elementsafterclickingApply.

Cancelallowstoclosethedropdown
withoutchangingthefilter.    coral CancJ

(cra caret) CES

Note:OlderversionsoftheDashboardonlyallowasingleelementselection.Forcompatibility,you
canrevertto theolderbehaviorbyenablingtheDisablemultipleelementselectionpropertyinthe
DashboardPropertieswindow.

WidgetsandDashboards
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BreakdownDashboardConfigurationConfigureBreakdownSource 

 

<= DashboardBreakdownSource
=} incidentPriorityAccessDashboard

Properties Breakdownsource _Incident.Priorityrestietto
[7

ActasfilterIncidentPriority

Addan existing order   

BreakdownSource TestBreakdownSource
= & IncidentManagement~

 

Incident.PriorityÂ¥|SelectelementsOptionally...
SetActasfilterto IncidentCategoryfilterbothWidgets eas i

incidentProny
Incident.State

andReports :

Q identOpenIncidentNew_IncidentReq     

Navigateto theBreakdownSourcesrelatedlistandclickNewtoadda new BreakdownSource.
Oncea Breakdownsourceisadded,thedashboarddisplaystheBreakdownsourceandSelect
elementdropdownsjustabovethedashboardtabs.

Bydefault,Breakdownsourcesapplyto PerformanceAnalyticswidgetsonly.Toenablea Breakdown
sourcetoapplyto reportsaswell,configuretheActasfilterpropertyforeachBreakdownSource
included(asdesired).

SelectingtheDisablemultipleelementselectiondashboardpropertydisablestheabilitytoselect
multipleBreakdownelementsandonlyallowsyoutoselectasingleBreakdownelementto filter
widgets.

Intheexampleshownhere,theIncidentManagementdashboardisconfiguredwithtwoBreakdown
sources- Incident.PriorityandIncident.Category.TheIncident.PriorityBreakdownsourceis
configuredtoapplyto incidentreportsandâ€œactlikeâ€•thecorrespondingIncident.PriorityInteractive
Filter.

Note:InteractivefiltersaredashboardfiltersforReportsonlyandarecoveredlaterinthismodule.

WidgetsandDashboards
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BreakdownSource- WidgetConfiguration

@)CheckFollowelementtobeabletofollowtheBreakdownsourcefilter

@Specifyhowtoviewthefiltereddataâ€” Aggregateor Separatetrends

Followelementwm)
Followedbreakdown

e
Q

 

Aggregate
ShowmultipleY Separate >

elementsas
    Inorderforwidgetsto â€œlistenâ€•to theBreakdownsourceandbefiltered,thesethreeWidget

propertiesmustbeconfigured:

Followelement:Checkto makethewidgetrespondto theselectedbreakdownon thedashboard
Followedbreakdown:Specifythebreakdowntoapplyifmultiplebreakdownsusingthesame
BreakdownSourceexiston adashboard
Showmultipleelementsas:Forwidgetsthatallowmultipleelementselection,youcanchooseto
displaythefiltereddataasfollows:

* Aggregate:Thetrendsarecombined.Forinstance,therewillbea singlelinerepresenting
HighandCriticalincidents.

Separate:Thetrendsareseparate.Forinstance,therewillbetwotrendlines,one forHigh
andanotherfortheCriticalpriorityincidents.

Note:Whenmultipleselectionisnotallowed,theShowmultipleelementsas fieldisgreyedout
anddisplaysâ€œNotavailableâ€•.

WidgetsandDashboards
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SeparateandAggregateViewExamples
Separateview  

IncidentPriority__2elementsselected

* Eachselectedelementisdisplayedasa penincidentsWend

differentseriesinthechart

Aggregateview
* Elementsarecombinedinasingle

series    
 TXele|k-teleli=}ViewIncidentPriority-v__-2elementsselectedâ€™

[7pms (peincidentsTrend
+ Incidentbackloggrowth>Priority=2-High

(0.0%)say:

wrt 10 Number ofon /=2-High

8.Ape
Numberofopening y=3-Moderate

â€” Openincidents   

Thefiltericonisdisplayedinthetopleftcornerofthewidgetwheneverthewidgetisfollowingthe
selectionofone or more elementsfromtheBreakdownsourcefilter.

Iftheiconisnotdisplayed,thisindicatesthatthewidgetdoesnothaveFollowelementenabledor

thatmulti-elementselectionisnotsupported.

TheaggregateviewdisplaysasingleseriesoftheselectedElementsasfollows:
* ForSUMor COUNTindicators,itshowsthesumofthevaluesofallselectedelements.
* ForMAXindicators,itshowsthehighestvaluefromtheselectedelements.
* ForMINindicators,itshowsthelowestvaluefromtheselectedelements.

Notes:
* Targets,thresholds,andcommentsare notsupportedfortheaggregateviewofaTimeseries

widget.
* WhenredirectedfromanAggregatedviewto theAnalyticsHub,thefollowingaredisabled:

Targets/Thresholds/Comments/Breakdownspanel/Comparetab/Timeseriesaggregations

WidgetsandDashboards
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MultiSelectSupportbyWidgetType
* TimeSerieswidgetssupportboththe

 

AggregateandSeparateview Y Openincidents
10

* Scorewidgetvisualizationsonlysupportthe
Aggregateview

* Breakdownwidgetvisualizationsonly
supporttheAggregateview

29.Apr 13.May 27.

* ListwidgetssupportboththeAggregateBHNumberofopenincidents>Priority=1~Critica   

andSeparateview
servicenow.

ThesupportformultiselectionofBreakdownElementsvariesaccordingto thetypeofIndicator
anditsvisualization.

Ingeneral,theAggregateviewisnotsupportedforthefollowingIndicatortypes:
* Formulaindicators
Â¢ AutomatedindicatorswithAggregationtypeAverageor CountDistinct

ThefollowingwidgettypessupportbothAggregateandSeparateview:
* TimeSeries
Â¢ List

ThefollowingwidgettypessupportonlytheAggregateview:
* Score
* Breakdown

Thefollowingwidgetsdonotsupportmultipleelementselection:
* Workbench
* Text
* Pivot(thiswidgetdoesnotsupportanyfiltering)

WidgetsandDashboards
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Whatare ChoiceListInteractiveFilters?

FilterWidgetsbasedon a predefinedchoicelistusedtofilterReports
* AddedfromtheAddWidgetspanel
* Onlyworkon reportsinthecurrentDashboardTab
 AddWidgets x IncidentCategory IncidentState

Inquiry/Help = at

InteractiveFilters Â¥
yv New

Inquiry/Helpx ||Hardwarex
InProgress

FilterQ OnHold

Boolean Resolved
IncidentPriority Closed

Canceled CascadingFilter {1-Critical
 

Choicelist      InteractiveFiltersare dashboardfilterstructuresthatfilterthecontentsofReportsonly,notPA
widgets.
Intheexample,threeInteractiveFiltersareshown:
- IncidentCategoryâ€” Multiple
- IncidentPriorityâ€” Single
- IncidentStateâ€”- Checkboxes

Note:Onlya Reportadministrators[report_admin]cancreateInteractiveFilters.Createadditional
filtersbynavigatingto Reports>Administration> InteractiveFilters.

WidgetsandDashboards
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LocatingandaddingInteractiveFilters

1.SelecttheInteractiveFilterscategory4.Previewbyclickingthewidgetname

2.SelecttheChoiceListsub-category5.ClickAddbutton
3.Searchforafilterbyname

 

 

Â® @ &
Â® @ < Widget

â€” < Choicelist x

AddWidgets bs(3) IncidentState-
puaciiete Checkboxes

 

WidgetCategory

(i) InteractiveFilters IncidentCategory-Multiple Bai
Bnew
GiinProgress
@onold

GResolved

Boolean IncidentSLACategory-Multiple GiClosed

@canceled

QFilter IncidentPriority-Single

CascadingFilter IncidentSLAPriority-Single

IncidentSLAState-Checkboxes

vesstn-cnctons        

Oncecreated,ChoiceListInteractiveFiltersareaddedfromtheAddWidgetspanel.

WidgetsandDashboards
Â©2023ServiceNow,Inc.AllRightsReserved 



 

InteractiveFilterExample
Interactivefiltersinaction

 Reportsneedtobe
IncidentPriority IncidentCategory

configuredtoFollowthe 3-Moderate Hardware

interactivefilter SofinareDe) (Hardware

 

EditWidget x

Show border YYOpenincidentsbyPriority/Category
Header
OTe

Tiealigamentâ€”_@Left.Â©CenterÂ©Richt
Titecolor 1 Usecustomtitecolor

Headercolor â€”â€”_BUsecustomheadereslor

3- Moderate     

Theaboveexampleusestwo interactivefiltersasfollows:
* ThePriorityfilterissetto3 - Moderate
* TheCategoryissetto HardwareandSoftware
Thewidgethasbeenconfiguredto followthefilter.Asa result,itonlyshowsincidentswith3-

ModeratepriorityfromtheHardwareandSoftwarecategory.

Areportwidgetwillonlyfollowthefilterifthefollowingisenabled:
* Followinteractivefilter
* Showwhenfollowingfilter

WidgetsandDashboards
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WidgetsandDashboardsLabs- PartIl

8.2.DashboardFilteringLab
* ImplementBreakdownSourcesandfilterPerformanceAnalyticswidgets

WidgetsandDashboards
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320minutes

DashboardFiltering
|

Ko]eK@)0)(YeaiWZ-15
Inthislab,youimplementwidgetfiltersandperformthefollowingactivities:

e ConfigureBreakdownSourcesforadashboard
e Applybreakdownelementstofilterwidgets
e AddReportstodashboardsandfilterthemusingInteractiveFilters

A.BreakdownSourceConfiguration
Inthissection,youconfigureBreakdownsourcesfortheHelpDeskLiveStatusdashboard.

1. ImpersonatetheuserPAPowerUser.

2. Navigateto PerformanceAnalytics>Dashboards.

3. OpentheHelpDeskLiveStatusdashboard.

4. ClicktheDashboardcontrolsmenuandselectDashboardProperties.
88HelpDeskLiveStatus~

| |

NewDashboard Incidents
DashboardProperties
DeleteDashboard fatsbypriority

Navigateto theBreakdownSourceRelatedList.

ClicktheEdit...button.

AddthefollowingBreakdownSources:

Collection BreakdownSourceList

Incident.Category
Incident.PriorityIncident-AgeDays IncidentCategoryIncident.State Incident.ContactType\

Incident.Impact
Incident.Urgency

Q incident. HelpDeskLiveStatus

 

DashboardFilteringLab
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8. ClickSaveandconfirmthatthenew breakdownsourceshavebeenadded.

9. MakesurethattheDisablemultipleelementselectioncheckboxisunchecked.

10.ClicktheViewDashboardRelatedlink.

11.NotetheBreakdownSourcedrop-downwiththesethreeelements:

Incident.Category,Incident.Priority,andIncident.State.

8&8HelpDeskLiveStatus~

{IncidentCategoryÂ¥|  Selectelements
 

  al bedIncidents

identsby priorit
Incident.Priority

aida lalaâ€™

IncidentState

B.WidgetFilterConfiguration

  
Toapplya breakdownelementasafilter,configurewidgetsto â€œfollowâ€•thebreakdownsource.

1. ClicktheAddWidgetsbuttontobegineditingthedashboardcontent.

FromtheOpenIncidentstab,clicktheEditContentVAbuttonoftheOpen
incidentsbyagewidget.  

Followelement@  Select(check)theFollowelementcheckbox. 

Note:Thispropertyensuresthat,whena breakdownisconfiguredfora widget,thatwidgetcan

befilteredbyselectingtherespectivebreakdownsourceinthedashboard.

ClickUpdateto returnto thedashboard.

Repeatsteps2-4forthesewidgets:
Â© OpenincidentsbyPriority
Â° %ofnewcriticalincidents
e Openandoverdueincidents

Note:TheAverageageofopenincidentswidgethasalreadybeenconfiguredtofollowthe
BreakdownSource.

DashboardFilteringLab
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C.WidgetFiltering

1. ReviewthedataintheOpenincidentsbyagewidget.
2. SelecttheIncident.PriorityBreakdownsource.

3. Selectthe1-Criticalandthe2-Highelements.
 
Incident.Priority w_|Selectelements 

Openincidents ResqOQ,Filteroptions

OpenincidentsbyajAl! Selected(0)
Y) 1-Critical

vy)2-High    

ClickApply.HowdidthedataintheOpenincidentsbyagewidgetchange?
ReviewthedataintheOpenincidentsbyPrioritywidget.
SelecttheIncident.CategoryBreakdownsource.

Incident.CategoryWw Selectelements

I Note:ThewidgetsdatawasautomaticallyresettoclearthePriorityfilter.

 

   

SelecttheInquiry/HelpandSoftwareelements.

Selectelements:

 

Database

Hardware

@inquiry/Help
Network      

ClickApply.HowdidthedataintheOpenincidentsbyPrioritywidgetchange?
SelecttheIncident.StateBreakdownsourceandtheOnHoldelement.

  

 Incident.State xv |  

DashboardFilteringLab
Â©2023ServiceNow,Inc.AllRightsReserved 



servicenow.
 

10.ClickApplyandreviewthefilteredwidgets.
11.SelectIncident.Priorityonceagain.Notethatthepriorfilterwas retained.

12.ClearallfiltersbyclickingClearAllandthenApplyintheElementdropdown.

D.ReportWidgets

 

   

1. Addanew dashboardtabandrenameitto IncidentReports.
 

= 88 HelpDeskLiveStatus~

IncidentPriorityÂ¥ | Selectelements . Configuration
â€˜OpenincidentsResolvedIncidents"IncidentReports TAB

CreateTab   

2. ClicktheAddWidgetsbutton,selectReports,andclicktheFiltericon[7]
 

AddWidgets
WidgetCategory

[Heatsbyme>SortbyLastUpdated

QFilter   

3. ModifytheReportfilteroptionsasfollows:
 

e Createdby:Anyone Createdby
Me

e Table:Selecta table OAnyone

e Dropdown:Incident Table

[incident] AnyTableOSelectatable

Incident[incident]   

4. ClickApplytoviewtheavailableincidentreports.

DashboardFilteringLab
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5. EnterPA.SourceintheFilterfie
 

YCreatedbyanyone>TableIncident> Sort
byLastUpdated

6. SelectthePA.Source:Openincidentsâ€” Heatmapâ€” Priority/Categoryreport.   
7. ClicktheAddbutton.

E.InteractiveFilters
1. ClicktheBackto Reportswidgetsbutton.

- <Widget x

 

   

2. SelectInteractiveFiltersinthedropdown.
3. SelecttheChoicelisttypeandthentheIncidentPriorityâ€” SingleInteractivefilter.

WidgetCategory
InteractiveFilters

 

QFilter < Choicelist

Boolean QFier

CascadingFilter IncidentCategory- Multiple

Choicelist IncidentPriority-Single    

4. ClicktheAddbutton.

5. ClicktheBacktoChoicelistwidgetsbutton.

6. SearchfortheIncidentCategoryâ€”MultipleChoicelistInteractivefilter.
 

< Choicelist

IncidentCategory- Multiple   

DashboardFilteringLab
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7. ClicktheAddbutton.

8. ClicktheBacktoChoicelistwidgetsbutton.

9. SearchfortheIncidentStateâ€” CheckboxesChoicelistInteractivefilter.
 
< Choicelist

IncidentState- Checkboxes   

10.ClicktheAddbutton.

11.Resizeandrepositionthenew filterwidgetsso thatyourdashboardlookslikethis:

 Openincidents|ResolvedIncidents_IncidentReports

IncidentState

Gai All All
@New
@InProgress
@OnHold
GiResolved

Closed
Canceled

IncidentCategory IncidentPriority

PASource:Openincidents- Heatmap-Priority/Category

4-Critical

2-High

3-Moderate

Low

5-Planning    
12.HoveroverthetoolbarofthePA.Source:OpenIncidentsâ€” Heatmapreport.

13.ClickEditWidgetbutton.

DashboardFilteringLab
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14.SelectthefollowingInteractivityoptions:
e Followinteractivefilter
e Showwhenfollowingfilter

 

EditWidget

â€˜ShowGiBorder

GaHeer

GiTitie
Teeatgnmant Â©tet Â©CenterÂ©ht

TiecolorUsecustomtitecalor

UsecustomheadercloGyFolowterete titerGyShowinfolowingtiter
 

15.ClickDone.

F.ApplyInteractiveFilters
1. SettheInteractivefiltersasfollows:

IncidentState:InProgress,Resolved,Closed
IncidentCategory:Software,Hardware
IncidentPriority:3-Moderate

2. ValidatethattheHeatmapreportlooksasfollows:

â€˜Openincidents|Resolvedincidents|IncidentReports
IncidentState IncidentCategory IncidentPriority

 
on Hardware 3-Moderate ]

New   

GinProgress Gottware=)(Hardware~)
OntHola

GResolved

GiCloses
Canceled

'Y.PASource:Openincidents-Heatmap-Priority/Category

k
3 -Moderate   

DashboardFilteringLab
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Tips:

Ifnofilterchangesareseen,selectRefreshintheDashboardcontrolsmenu.

Makesurethatyoucanseethefiltericon(highlightedabove)inthetopleftcornerofthereport
widgetindicatingthatthereportisfollowingafilter.

3. FromtheDashboardcontrolsmenu,clickResetFilterstoclearallfilterselection.
= Â§&8HelpDeskLiveStatus-

NewDashboard |

G.OptionalStep:ApplyBreakdownSourcetoReports
Inthisstepyouconfigurea BreakdownSourcetoactasa reportingfilter.Withthisapproach,
youcanremoveInteractivefilterwidgetsfromdashboards,freeingupadditionalspace.

1. ClickDashboardControlsmenuandselecttheDashboardPropertiesmenuoption.
2. ClickthePreviewiconnextto theIncident.PriorityBreakdownSource,andthen

selectOpenRecord.
 

 

  â€˜lateDashboardBreakdownSource OpenRecord
 

BreakdownIncidentPriority

Actasilter IncidentPriority
Order 200

inggentErtegory (empty)
 

IncidentPriority IncidentPriority   

IncidentState empty)

1 to30f3
 

SetActas filterto IncidentPrioritywithLookupnameIncidentPriorityâ€” Single.
DashboardBreakdownSource<= IncidentPriority

Breakdownsource|IGASAEPHISE

â€˜Actasfiter|IncidentPriority DashboardFilteringLab
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INote:Theâ€˜Lookupnameâ€™fora widgetisdisplayedintheDashboardâ€œAddWidgetsâ€•navigation
tree.

4. ClickUpdateto returnto theIncidentReportstaboftheDashboard.

5. RecalltheBreakdownSourcedrop-downunderthedashboardname.Setthe
Incident.Priorityfilterto1-Criticaland2- High.
 

 

Incident.Priority> ||2elementsselected  

OpenIncidentspeatQ
All Selected(2)
@1-critical

@2-High
3-Moderate    6. ClickApply.

7. ValidatethattheHeatmapreportlooksasfollows:
 

Y_OpenincidentsbyPriority/Category

   

Note:

Configuringa DashboardBreakdownSourcetobehaveasafilter(usingtheActasfilter
property)enablesyoutofilterbothPAandReportswithasingleactionandremovestheneed
tohavea dedicatedInteractiveFilter.

Congratulations!
Youhavenow completedtheDashboardFilteringLab.

DashboardFilteringLab
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ModuleRecap

WhichWidgettypeallowstodisplaymultipleKPIsinone widget?
ListWidget,TimeSerieswithWidgetIndicators

WhichWidgettypeallowstoviewreal-timescores?
ScoreWidget
WhichWidgettypeandvisualizationallowstoviewatrendlineofscoresbybreakdown?
BreakdownwidgetwiththeLinevisualization

HowcanBreakdownSourcesfilterReports?
ByconfiguringtheActasfilterproperty

WidgetsandDashboards
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