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Measurements and Reporting

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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» 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
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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
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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/teatures/compatibility-view
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IBM Services Connection login page
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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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IBM Services Connection — GSMRT Analytics
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15M Direct to Source Reports Dashboard
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The first step in accessing the
reports is to choose a desired date
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then click on the Finish button.
See details on the next two slides.
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Date range date drop downs
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Agency drop down

15M Direct to Source Reports Dashboard
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ISM Direct to Source reports - report list view
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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 contain data for service request, incident and problem

» Dashboards
— Ticket Operational Dashboard

= QOperational 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
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Ticket Analysis
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Daily Operations Details
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Open Tickets Summary
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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
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Queue Hopping Report
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Measurements and Reporting

Ticket Priority Percentage

m’ Aagels M. Denovan | {f 2
(Bremrewon~ 8w p o oy Bl (8] ¢ B teren

Aceoinl | NASP Priority Percentage Ticket Class ; All
Sulb Accoant ; CLIS Date Choice - Reported Date (Jan 1, 2008 - Jun 26, 2012) Status - I
Intermiad Pricrity Total Percentage Per Stakus
ponty 1| Frcmy 2| Prorty 3 | Prorey 4
CANCELLED: e 1% kL 1% 0%
CLOSED ¥ % L % 16%
BFROG 1% 0% i | e b
CLELED 1% 0% ™ i 12%
Ef RESOLVED ml om e e 43%
! HEW g ] 0% 1% 1'% I
PENDNG 3 0% 0% 23 0%
SLAHOLD e 0% s ] {4
RESOLVOOME e 0% 05 % 0%
Tiokal Fercentage Per Prionty 18% EL 18% Ll 100%
Page 1
Juma 25, A2 1:22:05 PM GMT @ Copyright 1B Conp. 2010 All Rights Resened
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Measurements and Reporting

Related Records List
m Angei ML Dy
Srmraemer| b (d S B~
Account © SITE Related Records List Ticket Class © All
Sub Account - Al Date Choice - Reparied Date { Oct 1, 2010 - Dec 30, 2010 ) Related Class - All
WO Ciass - CHANGE
B
Retate Type|Sub Account| Ticket ID |Retated Record Ticket|Ticket Class Related Class|  Reporied Date. Summary
FOLLOWUP [CUSTOMER! 3R IncDENT [Dec 13 2010 B42 35 P [
e ' Diec 13, 200 626732 PM [test
SR MNOCENT Dz 13, 2000 0202 B |:E'
I 15/ Row T, 00 7-aa13 A [fesd
SR 1 BOSE I TS 1B =R PECDENT Mo 72000 744715 A |hect
. 10REEEET IsR Det 20, 2010 1:20:48 PM [Crestie Tickw (25
E]DEEEJ [l g =R BCDENT Oot 20, 2040 1712 PN |Createg Ticket (23
T sR IncoenT [oct 20 2010 13428 PM [Creating Ticket 021
aanghin 0 SA BCCENT  [Cet 20 2010 11133 P [Craating Tickst 018
11 10080800 |5r Gt 20, 2010 14014 PM |Croating Tickst 018
SR111 200 I 1 080end sR FH-:I.'E'.IT el 20, 200 1000 P | Creating Ticket 047
,%Mm lsa : ct 20. 2010 1.06.17 BM [Cresting Tickst 036,
SR 1 1SETR M 1 ARCSTE =R PODEMT 0t 20, 2000 10400 PN | Crexing Ticket (16
R sa NCDENT  [Oct 20, 2010 1.02:07 PM |Creating Tickt 0%
SR a5 N 1 05RESEE =R EN:E“EHT Oct 20, 2010 1:00:32 P |Creatieg Tickst 043
Eiiiﬁflﬁﬁ-ﬁm Ll (WGCENT | Oct 0. 2070 10.45. 55 | Creanieg TIcke! (0B
SA11128688]IN10280420 lem :
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Measurements and Reporting

Tickets with No Related Records

Angela Pl Danevan | I Aboy

Fumsgwm=| b |4 & B~ 8+ Baitwn-
Accoun!  SITE1 Tickets With Mo Related Records Ticknt Class : A
S0 Account 2 Date Choice - Reportad Date { Oct 1, 2008 - Feb 23, 2011 ) Btwbes- Al
Sub Account| Class | TickelID | Repotted Date Created Date Summiiry Slatiss | Infernat Prioeily | Classification I0) | Classification Dosc | Ownor
CUSTOMER: | INCIDENT |iN1000142 |0t 25, 2000 608,08 PM | Oct 20, Z00BE0EGAPM | Appicationemers - [GUEVED |3 21010004 APPLCATION OPERAT
hicleg
MCIDENT | INIODUSESE |Mhar 1. 20080720 M | Miar 13, 2000 897-21PM |testbickst fom | CROSED 5 HeaT0R HARDWARE | OFERAT
igrare ay. AN
i it e
INCIDENT | INI0IZ63 |Aug 1 2010 25801 PN | Augt 200 28601 PM | test amalls MEROG : 21010000 AEPUCATION CLSTON
GRE
INCIOENT (WICIZEEE |Aup 1. 20020T837M | Augt JN03SEEIPN |apopivs | WPROG |4 ARSI peALGRIGE el
INCIDENT |IGIE2EN0 |Aug & 2000 82008 AN [ Aug B, 2210 54019 AM | Lapiop issoe CROSED 4 21070000 AEPLICATION OPERAT
Lreken
INCIDENT |NIRSEITE |0 10, 201062041 AM | Oct 10, 0108 0941 AN [test WPROG - 2110000 APPLCATION GPERAT
INCIDENT [IW10287302 [Oc 18 200 T28:37 PM | Gt 0, 2070 73837 Pl | dest CUBED 21000 APPLICATION ASSETA
cmeNT |iineoer |NovT a0 17 sEAM  [NovT 2007 ATERAM | Test weROG |1 21610000 APPUCATICN | OPERAT
IMZIDENT IH1E§E¢E&-’-‘ Jan 10, 2071 10037 49 AN | Jar A0, 3011 102T-ER AN | et GUEVED 210L801 HARTRARE | AZSETA
DESKTOF -
il | b
& core 8 @ v
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SR’s — Related Changes & Tasks

30

1
- Hiconl ¢ RASE

e |

b B E s Dt

s et Service Request, Related Change and task Tichet Claws ; 5R
Acceim: Dake Chaice - Reported Dafe { Jan L. 3004 - Mow 7. 2001 Retated Reoort Class 1 Changs

3 pelier | 88 Suremary | S0 Clasallication | 58 Craatian date aid tiee | S0 Rigirted Tile AL Regurted By R Alecind Parson ] A, fwsr i 5H Assigiv
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Measurements and Reporting

Classification Report

Angels M. Doserean | f§ 2

L
4, e g verser v | i m = E - '} Apil rog oyl
Acoount | SITEY Classification Report Tickel Class: All
Sub Accounl : All Date Chaice - Reported Date { Oct 1, 2010 - Dec 30, 2010 )
- Accound Prior|
CLUSTOMERT | APPLICATICN SR 1544854 | AFPLICATION Wt Se1 Mat Sat Net Ses e oUEUED | 2
INioeEizzs | apPUCATION Net Set- Mot St Hot e thst oG |3
IN1G=3E12= | APPLICATION Hzt Sl Hed Sal Kt oW tas CLOEED ]
INIDRIGNET | APPLICATION Mot Sel Fot Set ok et Teg P0G 3
ERIGONMS | APPLICATION bt e Hat Sat bt Sed Crmaling | RCACOMP :
Prolem
il
FRIZOIZA! | ARPLICATION et San ot Set ot e Cisting | GUEVED [ 3
Problem
i
PRI | APPLICATION et Sl Mo Sat het Sed Craling | RCACOMP i
Puzklam
g
i ]

=70 =0sgap :EE:}':\:' Xt
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Measurements and Reporting

Classification Hierarchy

Account © SITE1 Classification Hierarchy Ticksd Class: Al
Sty Acomnt © Al Date Chalce - Reparted Date (Ot 1, 2010 - Dec 30, 2010)
i Ao orscati Lo a2 Cosicin o Clnficten vt 4 Tt
CUSTOMER! APFLICATION Moff S&l Mot St Mot St &=
PRINTRIG St St ot Set 4
ALDIC VISLIAL Mot Sel Mot St Mot Set & 1
SCREEN mct Warkng Mot St 1
Eguarsugph Bigt Set i
Ouhy Haue Kol Sat |
™ Hat Werkng Mot Set 3
Qualty 55w Bt 54t g
HARCIWARE DESKTOR HARCTWARE  Accessery ot St 1
Adagin! Mat Set 1
Labin Mot St i
can Mot St 1
HANOHELD HARDWARE Battery Mot Set 2
LAFTOR HARDWARE  Acosssdry Mot Set 2
Adagtor it Sat 3
MEDIAMARDWARE  Cartrisge it St 1
Tepe biot Sat 1
HETWORKS COMMECTIATY iz g Bt St g
Fin Mot St 1
Mot Sat Mot St W0t St Mot Set i
age 1
December 30, 2000 1143 PM GMT © Copyright [EM Corp. 2010 All Rights Reserved

32 22 August 2013 IBM and Client Confidential © 2010 IBM Corporation



Measurements and Reporting

Security Related Tickets

Anpels H, Dosovan | 1
Bawtewme | p (& & B8~ B tewn

Aocount | SITET Security Related Tickets Ticked Class: Al
Sub Account - Al Cate Chosce - Reported Date [ Oct 1, 2008 - Dec 30, 2010 )

Thess arz the dasshicatons avalegle in this g -
SECLRITY

SECURITY | ACCESS

SECURTTY | ACCESS | Add

SECURITY | ACCESS | Dalet

SECURITY | ACCESS | Madiy

SECURTTY | ACCESS | Stspend

SECURTTY | PASSWDRD

SECURITY | PASSWORD | Forgatian

SECURTTY | PRESWORD | Locked

SECURTTY | FASSHORD | Synchromesaton [:2

For cusioe dessficaions please use "Classfication Berarchy Regor” frem e GSVET Libe Dashéozrd

Page 1
December 30, 2010 8:13:23 PM GMT © Copyrighl BBM Corp. 2040 AJl Rights Resenved
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Measurements and Reporting

Owner Group List

Omcemie HI, 2000 01740 P8 GMT
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Person List
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Measurements and Reporting

Work Order reports contain data for change and IMAC

= Dashboards

— Work Order Operational Dashboard

= QOperational 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

37

— 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
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Measurements and Reporting

Work Order Operational Dashboard

wd

Aooound | SITEY

Sub Accound | CUSTOMER

{Oet 1, 2008-Dec 30, 2010}

Angela M. Denovem  [F BD

e thinanson e | b oy o B e (] e e et

Waorkorder Operational Dashboand

Swccessful Change Counl by Aclual Finish Dabe  Change Cound by Screduled Dale Tog 5 by Level 1 Classification
12 b Lewel 1 Classfication | Tolal Change
i B L L IT Services 1
E'Ja E‘ 1 SEPDemo W5 Powermon £
505 G 3 Entempnse Chasge 1
3 3
S04 [ L " IMAL 1
oz 18 | tf BB 3 B = 5
1"} L )
T I 8§ 91 8 I7TE XNITH A
Al Fiaah Sghieduled T
Excaplion Changn Counl by Actual Finish Data Changes by Pronty And Status Top 10 Crmar Groups
1t Prigtity -> 11 2| ‘2 Tokal Owee Group Tolal Change
I = - 4 ~ || oFERATER "
iuur ASSETAMNL )
- Cunss 1
ol i CHEMGER 1
E naf CEFERRED 1 T -CUSTIAATOESIGNER 1
b2 CRSFT i 1 i
a
4 FENDAFPR 2 i
Frual Frmsh
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Measurements and Reporting

Work Order Analysis

Angels M. Dosavan | 11 St

Warkorder Analysis ‘Waikorder Class = Al -
Diabe Choice - Schiduled Start (Oct 1, 2008-Dec 31, 2010§
T T I AT S LT T T TR e e T S = T T
Vorkorder | Work Order Class|  Assigned To | Owner Geoup. Created By Craated By Group | Status Raported By
CUSTCMER1 | CRGT GH1G23 CHANGE CHZNGR CHGMGR ARLMARAREIN 126 COM ERAFT ARLNARAJZIN IBM.COM
CRG1 CH1G3T CHANGE SWEAGLEZUS BMCOM | OPERATOR KARADUS IBM COM FENDAFFR | SWEASLEAUS [BM CO8
CREA EH1GH CHANGE QPERATOR CPERATOR SURESHAMEATIGE IBN.COM DEFERRED | SURESHAMBATIRMN.IEM
ARG CHIGH CHANGE OFERATOR [% OFERATOR SIFESHAMEATHZIMN IEM COM DEFERRED | SURESHAMBATIDN IE
|
| | i |
= Top & Page o ¥iaginm =Mt
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Measurements and Reporting

Work Order Summary

Boceswsne| b (& B0~ D
Account - SITEA Wark Order Summary WO Class © All
Sub Accownt | Al Dale Choice - Scheduled Start (Oct 1, 2008 - Fab 23, 2011) Status : Adl
CHANGE |[CHIGE [RAFT IT Seraces Ju 18, A0 124000 best summary
CHI@ET | PENDAPFR|IT Services Dec 3, 2002 1216:00 M | Test crange
nolification
GHIE DEFERRED | Entarprse Changs | Matecr | NW- | Dac 1, 2009 123500 PM | hesting
L&N
cHipE  [omeET [T Serces May 17, 2010 16 1544 PM | upgrade sénver
CH1E4Z AFFR IT Sardces Age 0, 2010 £51:51PM [ st
1044 |CLOSE  |IT Senvices May 12, 2010 15:55:55 PM | teat
CHIME AFFR IT S&rdces May 15, 2M0 23138 FM | test
CHIMT  [APPR IT Sendces May 15, 2010 22635 P | best
CH1OME AR IT Services May 15, 2010 23318 FM [ tmst
cHigde  |oReFT | T senvices May 15, 2010 23645 FM | Upgrads server
CH10e3 FEMDAFPH | SEPDemM: MS Powespainl Jull 30 2070 %000 AW | teat
354 |PENDAPPR | SEPDemo M3 Posspant S 29, 2004 OTEE AM |test
CH10% AFFR SEPDemc M5 Fowespoant Sep 30, 200 144:00 AM | test
gHiga |aeem SERDems M5 Fewepsint Dt 18, B0 EER00 AM | test
CHICE PENDUPPR | IT Services Oct 27 2010 220:38PM | Tetting 6 &
impo g wac dom Docusnent
impor oy wic dom Element
rvirsmet e wAE e Rineled igt
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Measurements and Reporting

Related Records List

m hagels M. Dosoves | 13 A

Brmstywsee| b [§ & Bl @ Dot

account © SITEY Waork Order - Related Records List W Class © All
Sub Accoust : Al Date Chaice - Scheduled Start { Oct 1, 2008 - Feb 23, 2011 ) R Relaled Class - Al
WO Stabtus - Adl
CUSTOMER! [FOLLOWUR | cHizs | sRiacoene [cawae [preet  [sm Got 13, 2000 T3E45 M [fest summary
CRIGNATGR| CHISH | SRICSEIE |CHANGE |DRAFT  [sR ian 10,2017 70000 AM [Testng §

crien | smicoaiiss |chance [Percaprrlss Iec 3, 2010732000 frest

cHIeT | sRIosLE [CHANGE | Now 17, 20108308 PM [Testing &

CHIGSE | SRIC3RIEE |CHANGE [aPPR  [sR IMove, 20104 2g.e0rm frest

CHI8Y | SRICOIZN |CHANGE |PENCAP L7, 2010 23606 P, [Tesing §

CHISER | SRIco3Z80 |CHAMGE [aPPR SR Oct 10, 2010 BAT13 AM. st

HIE | SRIC0Z0000 |CHANGE |aPPR e 30, 2010 124526 AM

chies | SRicoasesn |change [PessapprlsA Sap 36, 2010 0757 AM Jrest

‘CHIZES | SRiC2EET |CHANGE |PENCAPRR ol 18, 2000 6026 AW [test

CHIG | SRIC038SA7 [CHANGE [pRAFT  [sm IMay 16,2010 295:38 P [upgrads senver

| cHidb | sRioas2 |change [PeR [May 15, 2010 232:57 P fies

CHIDT | SRICOSBSE7 [CHAMGE [sPPR  [sm [May 18, 2010 22618 P fremt

cH1de | SRicoaesT2 [CHanGE |aPRR ; IMay 15, 20102 1m:38 P

CHIG | SR1003BSTZ [cHAMGE [cose  fsR IMay 12, 2010 10:85.24 Phfest

Page 1
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Measurements and Reporting

Classification Hierarchy

W3

Angeli M. Do | I &

B tssn e | p | & B8~ 5 itwmon

Account : SITE1 Work Order Classification Hierarchy WO Class : Ml
Sub Accound : AR Dite Choice - Schedwied Start {Oct 1, 2008 - Feb 23, 2011} Status ; MI

5

Sl Accound Classification Lewal 1 Classification Level 2 Classification Leved 3 Classificabion Level 4 Ticksl Count

CUSTOMERY Enterprise Changs Hebwork BNLAN Mol et 1
(TETS Mot St Mot et Mot St 1
MEaratag het Sed Pl Seq Mot 4t 1
SEFDercMEFmwpon kit Sl Pt 56 = B
Page 1
February 23, J011 8:30:20 PM GMT £ Copyrighi 1BM Corp. 2010 A8 Rughts Reserved
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Measurements and Reporting

Operational Details

w3 o

Busateons | b % & B
Account - SITE1 Work Order Operational Details WO Class : Ali
Sub Account - All Dale Choice - Scheduled Star (Oct 1, 2008 - Feb 23, 2011) Status : Al
cuange [ciges  [uwie 2000 120000 A |mServices  |ORAFT [ test summany i
CHIEET | Dec®, 2005 120800 PM |IT Senvices | PENDAPPR | Tast changs notification
CHIgH  |Dect, 2008 123800FM | Enlamprise DEFERRED | testing
Change |
Matwork | Piy-
LAN
CHID My 17 2000101004 BM | T Services  [DRAFT | upgrade sener 1)
142 | Aprt0 20 45151PM | IT Senvices | APPR st TEST
CHBEE | May12 2010105055 PM|IT Services | CLOSE  |tem TEST
CHIOME [ May 15, 200022128 PM | IT Services | APPR ast TEST
CHIBT  |May 15, 201022838 PM |ITServices | APPR st TEST
CHIGEE  |May 15, 201023315 PM |IT Services | APPR test TEST
CHi2E  |May15, 200023640FM |MSenwes  [DRAFT [ Upgrade sener 1ES
CHIgE:  |Jwi20. 20t E1500AM | SEPDemoMS |PENCAPPR | test TEST
Poweipein
CHt05 | Sep 2 ZN040TE6AM | SEPDemaMS | PENDAPPR | test TEST
cH1oss | Seo 30 2000 1:4400 AM | SEPDema MS | APPR a1 TEST
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Measurements and Reporting

Change by Work Type
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Surmapnl | AP g By Wheihl T s
Swille MCCO-GME © OIS T EARLE CoMoicd - SohEialine FInST [ MmN B, SCHEE - Jiien S S Plabies | Al
Thiw repord = t B (-] &+ iy worh bype (che-gm fypsl
Wik Tpwe
o CEIT
LI
LR e
= RAER
FLE
Frreermiage o Wmrh Tipe
S honsnm Ceufa
EMLRCCE S mr L | 0T PR | Tl
T L Ll
R o H i
el o ]
WS s
=l s e ey« B | oy i B - G
SAooount CRHAGE
W o .
Sub Accoant - CARRT Dot Lol - SaEn 4 FEmr A 1, SRR - dun S, ST ] St - Ad
Calmgory - CTAIT
OH 1 DOFZEsS | OhiTIERES CLoSE | M HEAC AR T OO | P C-L2-SFP Oy IDCEYTFD SLUCCESSFUL | Ock 7 323391 D 2T, 3018 O=i 27, 2011
Tawt tickai for 14250 P Ll Rl Z-Ed 44 PR
s
CIHTOO0I TES | Asphy smcriny CLORE | M HACCEIFC SO | HPC-CHARGE- plage-t bl SLUCCESSFLUL | Febk 8, 2070 Feb 18, 2043 Fe& 12, 2013
paich 1o il OO D AT O B304 Fhd BBl 50 Pt Bodd S5 Pid
LA W s
Dl DONE FES | Anpiy aEcLoiny CLrsRE | B bACAFIRC COM | HPC-LE-SRSURa0RT | fODanTo SUCCRESFLUL | Fab 6, 2073 Feb 141, B093 Feo 18, 2041%
e I T 1] B3 27 Phd Tl 18 A 10k E T P
T T
HTIOEERIT | ChivERE L aRE | & AL ASTHEC et | -G | - PSR T eGSR BuitsCERSEL, | Fab 3%, 3G Fak 53, 13 FaL 25 2041%
Laiih SFaerh T G40 Al 10 ER O Ak LR -t N
2 mate
(=
(SRR L AT -
= = = . - T = - 3 = T N e e = == T,
ERH LD | @rnaepaely | CLCERE | Lot o 1Lt R LR FIRHGEL BLELCESSFLY | Apr 30, 201 A R B A R Y
CilinhE T W E S R WLV LT FEe B4 s

1

L3

|
Tom - &= Fgos wa W Foox dunr X Brsioe

Shim u

44

22 August 2013

IBM and Client Confidential

P LT TR T
© 2010 IBM Corporation



Measurements and Reporting

Past Due Scheduled Finish Date
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Measurements and Reporting

Scheduled Changes

Kigjrda ML [Mesdri

Account : SITET Scheduled Changes
Sub Accound Date Choice - Scheduled Start (Oct 1, 2008 - Dec 31, 2010}
T CUSTOMER
ub Account|  States | Scheduln Start Ciosure Coda | Change 10| Omganization|  Classfication | Excagtion Coda|  Assgnad To U
CARSTOMERS | APFR A 50, HG &51:81 P GHI4Z ORG1 i* Sanvices EMERGENEY H
May 18, 2010 2128 PM CHIME  |ORE 1™ Sanwes URGENT SWEASLEQUSIBMCOM (M
My T, S0 23 FM LU Likidi - e LMLEN BRBIATE S B UM ]
May 16, 2010 23315 M CHIME | CRBI T Services URGENT KARASLSEMOOM (MW
Sap M 2000 14500 AM CH10EE ORE1 SEPDemE WS Powaimaing FRMORGANES |BM COM |-
Dt 18, 201085300 AM CHiDE. | ORG! SEPDemo M Prespin FRMORGANELES B8 00M | K
Bt 18, 2090 B A3 PM CHI0EE ORG1 SEPDemE WS Powipaint FEMORGANELT 1BM COM |+
CEFESRET |Dec 1, 2009 1230 00 PM CHIH  [ORG! Entarprese Changs | Networs | N4 AN | URGENT OFERATOR el
PEXDAPPR | Dec 8, 2008 12 18:00 PM cHIGET  [ORG ™ Sarvices LRGENT SWEAGLESUSIBMITM (M
Jul 20, 200081800 A CHIBS (GRS SEPDama WS Prwmmant WARLAS IEM.00M H
Sap 39, 200 4107 56 AM CHIG5 ORE1 SEPDemO ME Poeemoin FRMORIAN SIS [BA CORM |-
Oct 13, 2010 20020 PM cHie  [oRa1  |mAC
[% Ot 7, A0 2R P INCONFLETE | CiH 103 CREE T Sepvices FROBLEM CiFaSEM Li
Mow 19, 2010 35020 PM. CHYOBT | ORGY 1T Sarces FROGLEM | FEMORGANGUS IBM COM [
Page 1 :I
Decembar 31, 2010 24501 PM SMT £ Copynghl BEM Corp. 2010 All Rights Ressrved J
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Measurements and Reporting

Successful Changes

Aagels M. Donevan | [ #oo

Accound | SITEA
Sub Accoent
; CUSTOMER

Successhdl Changes

Data Choica - Scheduled Start (Oct 1, 2008 - Dac 31, 2010}

TR

o e L ok T
I f 3 =

CUSTCMER!

CH1GLL | iest

CRG URGENT

KARIAZUS BM.COM | CFERATOR

KAREAS LS B .COM

CLOEE

Decembes 31, 2010 2:45:51 PM GMT
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Measurements and Reporting

Failed Changes

Failed Changes
Date Choice - Scheduled Star (Jan 1, 2011 - Apr 13, 2011)

WD Class | CHANGE
Stabus - Al

e e e e e L L P o e P T e o |1 iy g L ST L Ta e )
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CHEBAED | Test Rigicn; Lpgeate | TODEN | Mot Set DANCLNEGUS IBM. - DANCURERUS BM. - CLOSE | Enterpr
sanverfmd 7o
el

CHTALE | TEET Uil changes i |TD-DEN it SEr LAMATHISZLE BM k : KOMAL DTSN EM., CLOSE | Emspr
TEST amvisnman IRTOCES
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Measurements and Reporting

Exception Changes

[ =T

fangela W, Banrvan

Bleaso tirmee | b |9 % By~ | 8- Dasvw e~

Accound | SITEY Empﬁm m“m

b Account Date Choice - Scheduled Siart (Oct 1, 2008 - Dec 31, 2010)

S CUSTOMERT

Sub Account | & ode | Excaption Reason | Changs | | organiz Assigned To | Crwner Group  Created By
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Measurements and Reporting

Multi-day Pending Changes Report

W3

Account © SITEY Multiday Pending Changes Report Work Order Class | CHANGE
Sub Account - All [late Chace - Scheduled Start (Oct 1, 2008 - Fab 23, 2011) Status : All
Egtimated Duration - Greater than 24 hours
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Measurements and Reporting

Changes Multiple Assets Query Report

PNl | MR Mu@;mmm
e I EAETAy ST o« Sl FEATT (N T, PR eI @ 2R
Enmg MRS SSRsE @esl 5 D D Oranges Sl 6 eoong foF ST BEIET ARESTIMED [0 TN CRAGE DRGS0 DN hIEn Sascied

H-H,H'FEI'_.:IHIHBMT 0 w Ik Coap. 2010 Al Feghis Resaryed

d

%i-*'nn ™ Fga = W Cpgacger @ buiien
51 22 August 2013 IBM and Client Confidential

i

© 2010 IBM Corporation



Measurements and Reporting

Change Approvals Query Report
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Measurements and Reporting

Change Tasks Query Report

Arajois Pl DanuEEn

Mmooy - SITET Change Tasks Querny Repon Work oo Ciasn: CHANGE =
TR Dabe Chaice - Gcheduisd Slarl (Ocd 1, 2008 - Dec 31, 2040 Subin’ A8
CCLFRRTOMERT
e e e i [immeatntion | G o] Se—" T ——
CUSTOMES | AFPA crapad | CHANBE IT Serricas ol ASHETANL der AD WG 2-BE
ChenE | CHANDE IT Garvicen | haal AESETAML My 18I0 AT
Crreta) | CHANBE IT Seracus il CRERATORA May 15, 2030 3 38
CeitDEn | CHANGE 1T Garazes ] CREAATOR. My 12 3070373
creidis | CHAHGE SEFTH WS | sl CRERATCR Sap 200 144
Peamrpeard
crveoze | EHANGE N CPERATCR Ot 10, 2070 8 843
CHMBE | CHAMGE SEFCma M3 |wewl CRERATCA b 18, 2000 §28
Sl
CLZEE Creiuid | ZHANGE | May 97, 510 3678 P | May 27, 3010 36710 PM | 1T Servican e CRERATOR ey W RE
DEFERAED | Gttt | CHAMAE Entirgiiy saslng CPERATOR Buac 1, dted 1240
Changs |
Pemaori &
P A
ERAFT cxtiga | GHARGE 1T Garvizes ] -y CHGENGR - |y 18, e R0y
creifis | CHAMGE T Sareions UpIE Ser CRERATCR Wy 1T, 2040 Al
CeitiE | CHANGE IT Saryizes pgrans werver CPRRATOA Wy 18, B0 238,
PEMDAPFS | Cot02Y | CHAMOE IT Sereican Tast CRangh CRERATECA D B 3003 £2oa0 =
mrifiepon -1
b | EHANGE SEFDGn M2 |l CRERATER a3, B0 8 D
e u E ; b, s Ee=tins o
i B
Crifse | CHANGE SEFDma M3 | teal CRERATCR Eap T B0 LT
= vt et <
o7 | EHANGE ITGarvicms | Tesing & FELETI- Ot #7200 a0 -
: r = i e ”mm W by
CRF@AT | CHaMOE IT Servicmn Tamlng 2 CFERATOR Wy 35, 3070 W 00 =
. - n e - —- - - — <l
CHelee | EHANGE s et CPERATER Ot 18, 20702002

Diycampgr 39, 2000 26430 PM OMT

53 22 August 2013

IBM and Client Confidential

Pagn 1

i Copyright 1BM Corp. SOV0CAI Fighls Flaissrasd

il

© 2010 IBM Corporation



GSMRT Engagement Team ———

Asset Reports
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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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Measurements and Reporting

Asset Inventory
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Measurements and Reporting

Aging Reports

Account : HASP
Subl Account SALL

Date Cholce - Change Date  Jan 1, 2008 - Hov 7, 2011 )

Asset Aging Reports
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Measurements and Reporting

Asset Changes by Classification
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Sl Accouinl - ALL

Asset Changes by Classification
Dute Choioe - Change Date {Jan 1, 2009 - Foy 7, 001}
Thes repert display= o count of Chsages by ss=o Oasshcebon based on Sxie choice Brd See range.

Hawrrsn P Helonouy

s tavesn-| b (4 & B~ 8- S

Ausil sl sl

Monkh-Year

Earch #0111

i
£

[l 0L

Juni 3011

by 2011

Fusust- 2011

£

Swplembar 20011 | OCtcker 3011 | Huvembse 3311

B priviess

o ravy tebs CRT manitors

(e pepter chesssis

Compuber servers

=

Contenl mwign

DeeEkbap CamERars

Firewinll nefvgr sacury aqupmen

NS EAME

Hard dis ey

-

Hprd dige dme amey fgees

High ared comsgraioe SErvirs

L= =

Inkjet printers

LEsar BAifoars

[T

Ligisg orysint disptdy LO0 pomets o mgretnes

Heendrarne cofkahe oF dund Demenels

Mo Bt

Huli fandtion: prinbys

MitlfunSon machdes

Hooesar qenewey

Hoalrl; indariacs dand

oo BT e 2 s |22 |

Heowegrs gpersban sysmem softeamn

e

Nk rirgers

hebwars sediches

| |e:

Hitomark wpdm calndl o stckinie

[T

58 22 August 2013 IBM and Client Confidential

lin)

|+
EiﬂEﬁWuWEmumhﬁnuupwgﬁﬁﬂﬂh

© 2010 IBM Corporation



Measurements and Reporting

Asset Changes by Status

w3

Acooust : RASE
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Measurements and Reporting

Asset Changes by User

W3
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Measurements and Reporting

Asset Summary

w3

Angela ML Dano
Blsoreesnw| b (¢ & BB~
Mccount : SITEY Asset Summary Asset Tag | ALL
Date Choice - Change Dale | Oct 1, 2008 - Feb 23, 2011 ) Status : ALL
Assel Assal Tag Description Classification STATUS Change Date
10018168 IBM pSaries Server (3115) 508 Comgutie sBrvers NOT READY | Jan 10, 2011 7.40:42 PM
1002121212 ATI2 | Lancws ThinkPad T41 (2373 811 | Notabook computars 120 A | Cctd, 201095138 P
00141 AT14 IBM xSaries X306 (3845 J3U Computer servers 20 Actve | Octd, 20108:33:58 PM
SBY MULTIPLE REROCT ASSETS SBY MULTPLE REBOCT ASSETS | Compueer servers 120 Actve [ Now 1, 200012.35.22 PM
REMOTE MULTIFLE REBOOT ASSETS REMOTE MULTIFLE REBOOT ASSETS | Computer servers 120 Acive | Nov 1, 2008 12:24:07 PM

Fiebruary 23, 2011 BAT 20 PM GMT
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Measurements and Reporting

Asset Analysis

Angels M. Domovan | (T Abos

Account - SITEY Asset Analysis Reporn Assel Tag - ALL
Date Choice - Change Date | Oct 1, 2010 - Dec 31, 2090 ) Stales | ALL
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Measurements and Reporting

Active Assets

Angela M, Dongvas | BT S

Account : SITE1 Asset Analysis Report Assel Tag © ALL
Date Choace - Change Date | Oct 1, 2010 - Dec 31, 2000 ) Status - 120 Active
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Measurements and Reporting

Disposed Assets

Angela M, Dongvas | BT S
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Measurements and Reporting

Cognos Query Studio

GSMRT Analytics Overview and Introduction
Standard Operational Reports Lists and Samples

Cognos Query Studio
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GSMRT Engagement Team ———

Cognos Query Studio
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» 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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= 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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GSMRT Analytics User
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Cognos Query objects
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Click on a predefined query to
access it. The user can set
the parameters and run the

report.
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Cognos Query report

Tickets By Severity
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Once the report has been
generated there are several
download options available

with this link.
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GSMRT Analytics Query Studio User
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The Information Object
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Using Query Studio — basic navigation

IBM Cognos B Bi Guery Studio - Mew B e o
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Insert Data menu is e o main screen.
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you to insert
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Using Query Studio — adding columns

IBM Cognos 8 Bl Query Studic - New
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Using Query Studio — filtering the data
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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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Using Query Studio — running the query
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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.
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» 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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GSMRT Engagement Team ———

End of GSMRT Analytics — ISM Shared
Provider Reporting
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