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Disclaimer – PLEASE READ

� It is important to state here the report lists contained within this overview are the 

current list of reports within the standards and may not be representative of a list 

that may be delivered to you.  The standard report list is a dynamic list that will 

continue to evolve as we continue to make improvements.  

� Not all reports will have data for all accounts; it will depend entirely on how the 

tool is configured for an account.  
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GSMRT overview and introduction

� The GSMRT Analytics reporting solution consists of two components

– Standard Operational reports

• Web-based and written using Cognos 

• Accessed via the GSMRT Analytics portlet on the IBM Services Connection (ISC) 

portal 

• Near real-time

– Query capability 

• Web-based and written using Cognos

• Two levels of query access - GSMRT Analytics (basic) user and GSMRT Analytics 

Query Studio (super) User

• Accessed via the GSMRT Analytics portlet on the ISC

• Near real-time

� Clients may also have other reports such as Service Level, ACD, mainframe, server or 

manual reports as part of their overall reporting solution

– Only standard GSMRT Analytics reports will be discussed in this material

Measurements and Reporting
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Additional information

� Standard Operational reports

– The reports are separated into logical categories such as Ticket, Workorder and Asset 

groupings 

– There is a 15-minute timeout

– Please keep in mind that the Cognos reports are web-based and some reports include 

more reporting fields than could be displayed in the screen capture samples

– Reports can be downloaded in several different formats including DHTML, XML, Excel, 

CSV and PDF

� Query reports

– Contact your IBM Account Team reporting focal for training materials which describe all 

query functionality in detail

– There is a 15-minute timeout

� References

– Additional query materials are available in a separate training module available from your 

IBM account team

Measurements and Reporting
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Internet Explorer Browser Configuration

Customers using the Internet Explorer (IE) browser might need to adjust these browser 

settings to eliminate problems on the ISC portal.

1. Add the ISC Portal to your trusted sites:  Tools > Internet Options > Security > Select 

"Trusted sites" > Sites button > add https://www-01.ibm.com to the Trusted Sites zone.

2. Enable mixed content (if not enabled):  Tools > Internet Options > Security > Select 

"Trusted sites" > Custom level button > Miscellaneous > Display mixed content > Select 

"Enable“

3. Turn on "Compatibility View" (for Internet Explorer 9 or 10):  For more information on 

Compatibility View go to http://windows.microsoft.com/en-us/internet-explorer/products/ie-

9/features/compatibility-view

Measurements and Reporting
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IBM Services Connection login page
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GSMRT Analytics link

Clicking on the GSMRT tab provides a drop 

down where you can select GSMRT 

Analytics, GSMRT GTA or GSMRT GTA SLA. 

Select GSMRT Analytics for Cognos 

reports.  The GSMRT GTA  and GSMRT GTA 

SLA options provide a view of the Actuate 

reports.
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Landing page

Once you select your company name, the 

landing page will populate with a list of 

available reports categories you can view.   



© 2010 IBM Corporation10 IBM  and Client Confidential22 August 2013

IBM Services Connection – GSMRT Analytics

Measurements and Reporting

The first step in accessing  the 

reports is to choose a desired date 

range and an agency, if applicable, 

then click on the Finish button.  

See details on the next two slides. 



© 2010 IBM Corporation11 IBM  and Client Confidential22 August 2013

Date range date drop downs

Measurements and Reporting

Choose the date range for the reports by clicking on 

the calendar icon to the right of the Start Date and 

End Date boxes.  

Choose the desired dates by clicking on the 

navigation buttons within the calendars.  

Note:  If you forget to choose your date range for the 

reports, you may always come back and select the 

range later.  
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Agency drop down

Measurements and Reporting

Select your Agency from the 

drop down list.  

Users will only have access to 

the agencies they support. 

Selecting no agency will yield 

report results for the 

enterprise.  
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ISM Direct to Source reports - report list view

Measurements and Reporting

Once the dates and the 

account have been selected, 

the list of reports will appear in 

columns according to type of 

reports.  In this example there 

are Ticket (SR, Incident, 

Problem), Workorder (Activity 

IMAC, Change) and Asset 

types of reports.  
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Operational reports lists and samples

GSMRT Analytics Overview and Introduction

Standard Operational Reports Lists and Samples

Cognos Query Studio
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Ticket reports list

Measurements and Reporting

Ticket reports contain data for service request, incident and problem

� Dashboards
– Ticket Operational Dashboard

� Operational Reports
– Ticket Analysis
– Daily Operations Details
– Open Tickets Summary
– Open Tickets Details
– Priority 1 and 2 Tickets
– Ticket Aging List
– Ticket Summary List
– Ticket Past Target Date
– Queue Hopping Report
– Ticket Priority Percentage

� Related Records Reports
– Related Records List
– Tickets with No Related Records
– SR’s – Related Changes & Tasks

� Classification Reports
– Classification Report
– Classification Hierarchy
– Security Related Tickets

� Group Reports
– Owner Group List
– Person List
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Ticket Operational Dashboard

Measurements and Reporting
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Ticket Analysis

Measurements and Reporting
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Daily Operations Details

Measurements and Reporting
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Open Tickets Summary

Measurements and Reporting
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Open Tickets Details
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Priority 1 and 2 Tickets
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Ticket Aging List
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Ticket Summary List
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Ticket Past Target Date

Measurements and Reporting
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Queue Hopping Report

Measurements and Reporting
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Ticket Priority Percentage

Measurements and Reporting
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Related Records List

Measurements and Reporting
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Tickets with No Related Records

Measurements and Reporting
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SR’s – Related Changes & Tasks
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Classification Report

Measurements and Reporting
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Classification Hierarchy

Measurements and Reporting
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Security Related Tickets

Measurements and Reporting
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Owner Group List

Measurements and Reporting
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Person List
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Work Order reports list

Measurements and Reporting

Work Order reports contain data for change and IMAC

� Dashboards
– Work Order Operational Dashboard

� Operational Reports
– Work Order Analysis
– Work Order Summary
– Related Records List
– Classification Hierarchy
– Operational Details
– Change by Work Type
– Past Due Scheduled Finish Date

� Change Queries
– Scheduled Changes
– Scheduled Changes Shortcuts

• Today
• Yesterday
• Today + 30 days
• Today + 7 days

– Successful Changes
– Failed Changes
– Exception Changes
– Multiday Pending Changes Report
– Changes Multiple Assets Query Report
– Change Approvals Query Report
– Change Tasks Query Report



© 2010 IBM Corporation38 IBM  and Client Confidential22 August 2013

Work Order Operational Dashboard

Measurements and Reporting
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Work Order Analysis

Measurements and Reporting
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Work Order Summary

Measurements and Reporting
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Related Records List

Measurements and Reporting
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Classification Hierarchy

Measurements and Reporting
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Operational Details

Measurements and Reporting
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Change by Work Type

Measurements and Reporting
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Past Due Scheduled Finish Date

Measurements and Reporting
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Scheduled Changes

Measurements and Reporting
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Successful Changes

Measurements and Reporting
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Failed Changes

Measurements and Reporting
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Exception Changes

Measurements and Reporting
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Multi-day Pending Changes Report

Measurements and Reporting
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Changes Multiple Assets Query Report

Measurements and Reporting
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Change Approvals Query Report

Measurements and Reporting
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Change Tasks Query Report

Measurements and Reporting



© 2010 IBM Corporation

Asset Reports

GSMRT Engagement Team



© 2010 IBM Corporation55 IBM  and Client Confidential22 August 2013

Asset reports list

Measurements and Reporting

� Dashboards

– Asset Inventory

– Aging Reports

– Asset Changes by Classification

– Asset Changes by Status

– Asset Changes by User

� Operational Reports

– Asset Summary

– Asset Analysis

� Asset Shortcuts

– Active Assets

– Disposed Assets
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Asset Inventory

Measurements and Reporting
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Aging Reports
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Asset Changes by Classification

Measurements and Reporting
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Asset Changes by Status

Measurements and Reporting
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Asset Changes by User

Measurements and Reporting
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Asset Summary

Measurements and Reporting
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Asset Analysis

Measurements and Reporting
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Active Assets

Measurements and Reporting
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Disposed Assets

Measurements and Reporting
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Cognos Query Studio

GSMRT Analytics Overview and Introduction

Standard Operational Reports Lists and Samples

Cognos Query Studio
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GSMRT Query Studio overview

� GSMRT Analytics Query uses Cognos’ Query Studio.  Query Studio is the tool for creating 

simple queries and reports in Cognos.

� There are two types of users:

– GSMRT Analytics user

– GSMRT Analytics Query Studio user

� GSMRT Analytics users can:

– Run and view data for any query that has been created in your account folder and all 

sample or standard queries created for you by the GSMRT team

� GSMRT Analytics Query Studio users can:

– Create reports using the Cognos Query Studio tool and save these reports for reuse.

– Use the existing sample reports to create a new report

– Change the appearance of reports, improve the layout of your report. For example, you 

can create a chart, add a title, specify text and border styles, or reorder columns for easy 

comparison.

– Work with data in a report - use filters, summaries, and calculations to compare and 

analyze data. Drill up and drill down to view related information.
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Accessing GSMRT Analytics queries

� Accessible by the external IBM client from the IBM Services Connection portal

� Because the ISC portal is customizable by the end user, the location of the GSMRT 

Analytics portlet may be on the Home tab or the Account Services tab based upon how the 

end user has configured their portal

� The GSMRT Analytics query capability has been set up to pull data directly from the ISM 

replica server so all results are near real time
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Cognos Query objects

Click on a predefined query to 

access it.  The user can set 

the parameters and run the 

report.

Select parameters.

Click on Finish to run it.
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Cognos Query report

Once the report has been 

generated there are several 

download options available 

with this link. 



© 2010 IBM Corporation

GSMRT Analytics Query Studio User



© 2010 IBM Corporation82 IBM  and Client Confidential22 August 2013

The Information Object
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Using Query Studio – basic navigation

This is the menu of 

available options.  

The default is the 

Insert Data menu is 

selected.  The Insert 

Data menu allows 

you to insert 

columns by 

expanding the End 

User View under 

Ticket Information 

Object.  

By default the data is turned off so 

when you drag and drop a column the 

data will not appear.

Run and Filter options – hover over any 

option to get the tooltip for that button.
The Return 

button takes 

you out of 

query studio 

and back to 

the Cognos 

connection 

main screen.
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Using Query Studio – adding columns

After you have expanded the selections on 

the left, drag a column (reporting field) 

from the left sidebar and drop it onto the 

right hand side. You can reposition the 

columns, select a column, delete a column 

or move a column to a different position. 

You can also use the undo button or ctrl-z 

at any time.  

NOTE:  The drag and drop feature does 

not work in Firefox, use the Insert button 

at the bottom of the menu list instead. 
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Using Query Studio – filtering the data

You can select a column that 

you have pulled into your report 

and right click on it to select a 

filter.  You can also select a filter 

from the icon above the 

columns.  You can also right 

click on any column on the left 

hand side if you wish to filter on 

data that is not represented on 

your report.
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Select run query from the report 

menu to run the report. You can 

create a title for your report, 

select another column from the 

left hand side and drag it into 

your report or filter the report 

again while in this view. 

Using Query Studio – running the query
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Other features

� Reports may be scheduled after they have been saved

� Reports may be e-mailed either by schedule or directly from the report
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Report names and samples are illustrative of current reports and 

report packages.  We are continually making enhancements to our 

reports and offerings.  Therefore, report names, content and 

packages may change and vary from what is furnished in this 

presentation and these samples should not necessarily be 

considered final representations of items we may be engaged to 

deliver in the future.
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