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CA Business Intelligence (CABI)
for the Business, using Designer
and Universe to empower your
non-technical CA Service Desk
Manager (SDM) users

Presented By:
Vinod Subburaj
CA Technologies Support
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Welcome

Webinar Three in Seven-Part Series on using CABI with SDM

- Diane Boyd, CA Education Moderator

- Series runs through May 17
- 1 hour sessions, except 5/15, which is 1.5 hr sessions

Simplifying Using LDAP to Personalizing Maximize your Reporting Reporting
Installation & Secure Your CA your Web Engines with Troubleshooting Troubleshooting
Configuration of Service Desk Reports with Offline Reporting Tips: Part | Tips: Part 2
CABI and SDM Managgr Infoview Tuesday, May 15 Wednesday, May Thursday, May 17
TODAY — 11— Reporting Access Thursday, May 10 11— 12:30 EDT 16—11-12 EDT 11-12 EDT
12:30 EDT 11-12 EDT ‘

Thursday, May 3

11-12 EDT ! !

Module 3: CABI for the Business, using Designer and Universe to empower your non-technical CA SDM users .
CA CONFIDENTIAL AND PROPRIETARY INFORMATION. UNAUTHORIZED COPYING OR DISTRIBUTION PROHIBITED

technologies




Logistics

1 Download handouts ﬁ| Feedback: M~ |

Submit questions to Q/A folder; conduct Q/A at end of sessiorlﬂ gsm||| Meeting | Recording |

Twitter users can tweet using - #CABITips

Report issues during the session using Live Meeting Chat or | a1/ ]|

Session is being recorded and available after session via email

Provide feedback via post evaluation survey sent through email

N oy ApAWIN

Lines are muted
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Using Designer & Universe to Empower CA SDM Users

Meet the CA BI/SDM Subject Matter Experts

Vinod Subburaj

e Sr. Support Engineer based in Hyderabad, India
* Joined CA 6 years ago

*  Working with CA Service Desk Manager since joining

 Master’s Degree in Computer Application

* Enjoys playing Tennis and Cricket
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Using Designer & Universe to Empower CA SDM Users

Webinar Summary

This session will cover Designer and Universe
fundamentals, and show how CA Service Desk X \
Manager exploits that functionality to create a

Derived Universe, import CA SDM schema changes
into CABI, and create new CABI Documents.
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Using Designer & Universe to Empower CA SDM Users

Webinar Objectives

After this Module you will:
* Understand the Reporting Components

Know the fundamentals of Universe and Designer
Work with CA SDM Universe Using Designer
Create Derived Universe Import Schema Changes

Use CA Service Desk Manager Attributes Aliases

Set restrictions via Universe Security

Create Web Intelligence Report using Derived Universe

Why you need to know
. Create custom objects
* Benefit of Derived Universe
. Setup restrictions
* How to create Custom Reports
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Using Designer & Universe to Empower CA SDM Users

Webinar Map

CABI Reporting Components
n Fundamentals of Universe & Designer
a CA Service Desk Manager Universe
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Using Designer & Universe to Empower CA SDM Users

Reporting Components

Operational Components
* Reporting Database
 SQL Server/Oracle CA SDM Database
e Accessed by Crystal Reports and WEBI
 ODBC Driver -> Object manager(DOMSRVR)
e Central Management Server (CMS)
e Store objects used in reporting process
e Central Management Console (CMC)
* Main administrative facility for CABI

e Access to all CABI administrative functions
— Deploy reports and

— Assign Folder Permissions for user access
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Using Designer & Universe to Empower CA SDM Users

Reporting Components

Reporting Component Tools
* Universe
* Data Warehouse or Transactional Database
* Describe classes (tables) & objects (columns)
* Designer
* Tool to modify the CA SDM Universe
—  Meta layer between CA SDM and CABI reporting

* Default pre-defined reports
 Web based CA SDM and CA Knowledge Tools
 Report developed either WEBI or Crystal
* Can be used as model site specific

NOTE: The CA SDM Universe is installed and configured during CABI

configuration. At the completion of configuration the universe
connection is assigned to various users and group in CA Service desk.
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Simplifying the installation and configuration of CABI

Reporting Components

Reporting Component Tools
*  *Infoview

 Web-based interface to predefined reports
—  View, run, schedule

—  Reports contained in folder in the public section
 Ad Hoc Reports

* Created and administered from Infoview

—  Use WEBI plug-in based interface

* Intended for users to create basic report easily

—  without writing queries

 Stored in MY Folder / Favorites folder structure

*Infoview will be covered in-depth in an upcoming Webinar in this series:

Personalize your CA Service Desk Manager Web Intelligence Reports with
CA Business Intelligence (CABI) Infoview
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Using Designer & Universe to Empower CA SDM Users

Infoview

&) Home | Document List| Open » | Send To + | Dashboards » Help | Preferences | About | Log Out
Welcome: Administrator
Navigate Personalize
View your Inbox, Favorites, or Document Lists. Use the Help to learn Change your InfoView start page, viewing aptions, and preferences
maore about InfoView, for dally tasks.
I Document List <€ Preferences
[51 My Favorites
[ My Inbox
Ex Iformation OnDemand Services
@ Help
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Using Designer & Universe to Empower CA SDM Users

Infoview

&3 Home | Document List | Open = | Send To -~ | Dashboards - Help | Preferences | About | Log Qut

E & | & | New - Add - | Organize - | Actions - | Search title - | |2 W 41 _Jof2 » »
B Al 1= Title * ¥ Type Owner Instances
&[5 My Favorites Created Configuration Items Report-Detail Web Intelligence Report Administrator 0
£ nbox This report displays all newly Created Configur:
B [ Public Folders Dashboard Re-Categorized Incidents Crystal Report Administrator 0
7[5 Administration Tools
B ca Reports Dashboard-Detailed Incident Source Web Intelligence Report Administrator 0
=10 ¢4 Service Desk This report displays list of incidents recorded in
[0 aggregate Deleted Configuration Items Report-Detail Web Intelligence Report Adrministrator 0
- [ Asset This repert displays all details of Deleted
=1 Change Order (marked Inactive) Configuration Items within sp
L Aging Detailed Incident WWeb Intelligence Report Administrator o
B compliance This report displays list of incidents recorded in
B Forecast Detailed Incident Source Web Intelligence Report Administrator ]
- Resource This Iredpur‘t dC:spIays list 0: incidents recorded in . ” ;
Detailed Incident Source for Catego Web Intelligence Report Administrator a
|_-| Trend gory g p
= walume
) Detailed Resolution Report Web Intelligence Report Adrministrator 0
[0 properties
-1 cvpB , _ -
Incident by Category Dashboard components Web Intelligence Report Administrator o
B[ ncident and Probler
- Count - ) . ; L
Incident by Hardware Model-Detail Web Intelligence Report Administrator 0
- [ Effectiveness . : : —
- This report displays details of all the closed inci
~[E3 Traceability Mats Igzlfae”nt Categories without Service Type Web Intelligence Report Administrator o
Bl [ Issue This repert cannot be viewed independently, as
- [ Aging Incident Resolution Report Dashboard Web Intelligence Report Administrator 1]
- [0 Resource
B [ viglume Incident Resolution Report Details Dashboard Web Intelligence Report Administrator o
- [ Froperties
- [0 Key Performance In Incidents by Hardware Model-DB Web Intelligence Report Administrator 0
B[ Knoviledge Managel This report displays closed Incidents that do no
B contact Activity Incidient by Category Dashboard Details Report Web Intelligence Report Administrator 0
« S Ll_l
Total: 18 cbjects




Using Designer & Universe to Empower CA SDM Users

Infoview

Dashboards = Help | Preferences | About | Log Out

&; Home | Document List | Open » | Send To »

EEEE Ws | Search ftle | [P H [ ]of2 v W
Step 1

% Hyperlink
[ InfoView Page Layout !
% Publication

;Jh Desktop Inteligence Document
18| Web Inteligence Document —G—f— Step 2

& Ccategory
[£* Folder
&7 Home | Document List | Open ~ | Send To - | Dashboards « Help | Preferences | About | Log Out ‘
"Web Intelligence Document - New Document L
O | Universe « | Description | Owner | Folder
G CAService Desk €= SDM r12.6 Universe Last Updated on §th Mar'11 3:30 PM Administrator  /CA Universes
4 eFashion Step 3 eFashion retail Data Warehouse created 14 Oct 1998, updated 3 April 2002. 89,000+ row fact table. Version 6.0 Administrator
4 eFashion eFashion retall Data Warehouse dated 14 Oct 2007, 89,000+ row fact table. Version 13 Administrator  /webi universes
¥ Icland Resorts Marketing Universe for the Marketing department. Updated 3 April 2002. Version 6.0 Administrator
4 Island Resorts Marketing Universe for the Markefing department. Updated October 14, 2007, Version 13 Administrator  /webi universes
% Report Conversion Tool Audit Universe Administrator  /Report Canversion Taol Universes
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Using Designer & Universe to Empower CA SDM Users

Infoview

&} Home | Document List | Open = | Send To ~ | Dashboards = Help | Preferences | About | Log Out |
New Web Intelligence Document A

- - Edit Query Edit Report = Run Query @~
O d d = @

El_,% [ | (7 Add Query | @ |l
-~ Data | Properties Result Objects ¥ X )@|

| | # - 4 Active 4 Ref Nurm
=7k CA Service Desk -
-] Attached Service Type

B[ Sudit Log
[ Change
[#-[ ) Contack
B Incident
[ Issue
£
£
b
£

t-[ ] Key Performance Indicator
/[ Knowledge

t-[. | Lookup Tables

-] Problem

(2 Request

3 {7 Request Activity
IHL{/_;F-I" EZEE:E g:ta;\;]SIS Query Filkers — *

- Active To filker the query, drag predefined filkers here or drag objects here then use the Filter Editar bo define custom Filbers,
Active Label

Active Symbol

Affected End User Combo Mame
Affected End User Last Mame
Affected End User Userid
Assignes uuid

Assignes Access Type Symbol
Assignes Combo Name
Assignee Lask Mame

Assignee Location Mame
Assignes Organization Location Mame
Assignee Crganizakion Mame
Assignes Schedule Symbol
Assignes Timezone Symbal
Assignee Userid

- 1 Base Template -
Kl - ;IJ

* Display by objects

L 3 5 5 ah aeushaseaunuaeeaanauauanw

= Display by hierarchies

@Querrl 4 F B




Using Designer & Universe to Empower CA SDM Users

Understanding Fundamentals of Universe & Designer

¥universe Designer - CA Service Desk - [Administrator - @AU-DESNAO1-01:6400]

‘DEd s sREnn o QB 8|ER o j|
LYY BRI TE T Y 8

XV A
E
[ Attached Service Type -
[ Audit Log AN
B{] Change e BU_TRANS
C I a SSES ([ Contact L TATE
B[ Incident || PROCESSED
s gt LLRATING BU_TRANS E
ontact_combo_name - -
-] Key Performance Indicator ontact_jd BU_TRA
N ontact_last_narne J_DATE
B[] Knowledge
ontact_usetid CI_ACTICONS U_PROCESSED
St r u Ct u re Pa n e ] Lookup Tables locurnent_assignee_cornbo_name U_RATIMG
) tact_combs
-] Prabiem CI_ACTIONS_ALTERNATE i
o N antact_j
. » ontact_ast_narne
[ Request Activity ontact_combo_narne ontact_userd
: OMTACT_ID CI_BOCKMARKS lacurnent_assignee_combo_n.
[ Request Analysis st |2t name
B[ Request Detail ONTACT_TYPE -
ol Ackive ontact_usetid o1 Do LIHKS
= Active Label act_mod_by Bocament_ID_1_TITEE CI1_DOGC_TEMPLATES
-~ ickive Symbol Hocurnent_ID_2_TITLE Hocument I _TITLE
. 1 Affected End User Camb ggg-igé a%i—lg
Universe Pane 4 Affected End User Last 1 Lioe &
- AfFected Fod | er Lseric ast_mod_by HIGE S
X N ; ast_rnod_by_cambo_narne HIDE_T
< Assignee uuid ast_rod_by_last_name d
-~ Assignes Access Type Sy S_DEFAULT“I
~+ 1 Assignee Combo Name
-~ Assignee Last Name
~+ 1 Assignee Location Name
- Assignes Organization Lc CI_DOC TYPES
~ 1 Assignee Organization M
-~ Assignee Schedule Symb ast_nod_by CI_PRIORITIES
~ 1 Assignee Timezone Symb ast_mod_by_cornbo_name id
il . . ast_rnod_by_last_narme ast_rnod_by
Assignes Userid ast_rnod_by_userid ast_mod_by_combo_name
< Base Template ast_mod_dt ast_mod_by_last_name CI_STATUSES
- Base Template Id arsistent_jd ast_rnod_by_userid id CL_WF_TEMPLATES
g ast_rrod_dt ast_rnod_by
O b . ~+ 1 Base Template Ref hum — persistent_id ast_rmod_by_combio_name S _DEFALLT
J e cts - Caextwf Instance Id FRICRITY ast_mad_by_last_name ast_mod_by
1| Back Dat ast_rnod_by_userid ast_mod_by_comba_name
ack Late ast_rnod_dt ast_mod_by_last_name
Call Back Flag pertistant_id ast_mod_by_usarid
ol PRECEFIMED ast_mod_dt
g Ea:egorys hol ETATUS ersistent_jd
B ALEQORY 2ymbol ETATUS_DESCRIPTION
- Caused By Change Ordal FTATUS_ORDER

Module 3: CABI for the Business, using Designer and Universe to empower your non-technical CA SDM users -
CA CONFIDENTIAL AND PROPRIETARY INFORMATION. UNAUTHORIZED COPYING OR DISTRIBUTION PROHIBITED technologies



Using Designer & Universe to Empower CA SDM Users

Understanding Fundamentals of Universe & Designer

Universe is a file that contains
* Connection parameter for CA SDM Schema

e SQL structures named objects
 Map to SQL structures in the database
— Columns, Tables, & Database Functions
— Objects are grouped in classes
— Visible to Web Intelligence users

* Schema of tables/joins used in the CA MDB
* Objects built from database structures
* Only available to Designer users

* Not visible to Web or Desktop Intelligence users
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Using Designer & Universe to Empower CA SDM Users

Understanding Fundamentals of Universe & Designer

What is a Connection?
e Link from the Universe to the ODBC Driver

e Existing or a new connection created for Universe
 Use generic ODBC 3 data source for new
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Using Designer & Universe to Empower CA SDM Users

Understanding Fundamentals of Universe & Designer

Classes and Objects

e Class is logical grouping of objects within Universe
* Represents a category of objects
* Name indicates the category of the objects

* Can be divided hierarchically into subclasses

* Objectis a named component
* Maps to data or source of data in the database
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Using Designer & Universe to Empower CA SDM Users

Infoview

&3 Home | Document List | Open - | Send To ~ | Dashboards - Help | Preferences | About | Log Out
New Web Intelligence Docume A
N | vl ‘l BE- | {7 Edit Query| [ Edit Report 22 Run Query i‘l @ | @ -

El_} [ | (70 Add Queary | 9P| |l
" oata [ ropeti | Rosi Oyt <A

| |[M v 4 Active A Ref Mum

Open Date ﬂ
Crig User Dept

Orig User Cosk Center

Ciukage End Time

COukage Start Time

Oukage Tvpe

Oukage Reason Desc

Qutage Detail Who

Qutage Detail What

Qutage Detail Why

Symptom Code

Target Closed Count

Target Closedlast o4

Target Resolved Count Query Filters A X b
Target Resolved Last
Target Hald Count To filker the query, drag predefined filters here or drag objects here then use the Filter Editor to define custam filkers,
Target Hold Last
Target Start Last
Parent

Parent Ref Mum

Pct Service Restored
Persistent Id
Predicted Sla violation
Priority

Priority Description
Priority Enum

Priority Id

Priority Symbol

- Priority Symbol Counk
- Problem

Problem Ref Mum

o L

{* Display by objects

i G S EE S ERE R ERE R R SE R R R RS S S SRR R RRR

™ Display by hierarchies
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Using Designer & Universe to Empower CA SDM Users

Work with CA Service Desk Manader Universe

Designer Tool and WEBI

* Business Objects Designer Tool
* Create and modify Universes
—  Web and Desktop Intelligence Users
e Can use with the CA SDM Universe

* Web Intelligence requires a Universe for data access
* Hides complexities of tables & objects

* Provides business representation of data
—  Predefined data relationships
—  Selection criteria
— Hierarchical aggregations
— Measures

—  Calculations
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Using Designer & Universe to Empower CA SDM Users

Work with CA Service Desk Manader Universe

In this Demo, we will See :

How to Edit CA Service desk Manager Universe Connection parameters.
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Using Designer & Universe to Empower CA SDM Users

Derived Universe

The Business Objects Universe

* Meta-layer describes schema in CABI infrastructure
* Custom Universe linked to CA SDM universe
* Maintain schema changes with minimal effort

« CASDM provides upgrades to the base universe

e Default Universe is named "CA Service Desk"
e Stored in "CA Universes" folder within CMC
e Default universe is the "kernel" universe
—  Structure where universes are linked

e Customer universe is the "derived" universe

—  Structure where universes are linked
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Using Designer & Universe to Empower CA SDM Users

Derived Universe

Import CA SDM Schema Changes into CABI

 Multiple Derived Universe Verify the following:
* Maintain the z_ naming convention

—  The Universe file name on all Universes tasks

e Use the CA SDM Connection

— Maintain Universe in CA Customer Universe folder

e Do NOT delete link to default CA SDM Universe
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Using Designer & Universe to Empower CA SDM Users

Attribute Aliases

In this Demo, we will See :

 How to Create a Derived Universe to Import CA Service Desk Manager Schema
Changes into CA Business Intelligence
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Using Designer & Universe to Empower CA SDM Users

Attribute Aliases

The CA Service Desk Manager Attribute Aliases

 CABI Universe populated via ODBC Driver
* Access CA SDM Object layer
e Access constrained by existing data partition

* Access to user schema customization

 ODBCdriver aware of the relationship in schema
* Through Object links

e (ODBC driver creates columns for Attribute Aliases
* Provide flattened view of database

e Ability to include column from related tables
—  SREL dotted relationship
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Attribute Aliases

In this Demo, we will See :

 Adding an SREL field to the Universe
* Show the CR Attribute Aliases

* Create a new Attribute Alias

e Add the new fields to the derived Universe
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Using Designer & Universe to Empower CA SDM Users

Universe Security

CA Service Desk Manager Universe Security

* Security restrictions protect the default Universe

 Web Intelligence reports may fail

* Limit access to the Universe Designer
e Default group named CA Universe Developer
* Administrator groups such as CA Reports Admin
* Administrators cannot log in to the Designer

e Security limits modifications to the Universe
 Add a User to the CA Universe Developer Group
* Restrict Access to Universe Objects
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Using Designer & Universe to Empower CA SDM Users

Universe Security

In this Demo, we will See :

e Steps to Set Restriction from CA Service Desk Manager Universe.
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Using Designer & Universe to Empower CA SDM Users

Creation of Custom Web Reports

In this Demo, we will See :

* Create New Web intelligence Report From Derived Universe.
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Question and Answer
Session

*Open Q/A folder

eLines Unmuted

*Recording stopped

*Presenter answer questions in
Q/A folder

eeeeeeeeeee



Closing

*Thank you, Vinod

*Watch for follow up email — link to session survey and session recording

*Additional Education
http://www.ca.com/us/collateral/learning-paths/na/CA-Service-Desk-Manager-Learning-Paths.aspx

CA Service Desk Manager r12.6 Learning Paths B

Take charge of your path to s select dpdﬂl b:l edon\ r role,rol\o the ggested leaming in the order we ~—— Bundle
- 3 ) Web-based [ |
recommencd, and also choost 5L crole. Where applicable, take Seffpaced - |

advantage of accreditation exams rocu sed on courses, and certification exams focused on bodies of knowledze,

*Next session

Simplifying Securing Using Designer Maximize your Reporting
Installation & Reporting Access and Universe to Engines with Troubleshooting
Configuration of with LDAP Empower non Offline Reporting Tips: Part |
CABI and SDM Thursday, May 3 L“;‘::g'cal End Tuesday, May 15 Wednesday, May
TODAY - 11 — 16-11-12 EDT

11-12 EDT 11-12:30 EDT
12:30 EDT Tuesday, May 8

11-12 EDT

6

Reporting
Troubleshooting
Tips: Part 2

Thursday, May 17
11-12 EDT
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Legal Notice

© Copyright CA 2012. All rights reserved. All trademarks, trade names, service marks and logos referenced herein belong to their
respective companies. No unauthorized use, copying or distribution permitted.

THIS MEDIA IS FOR YOUR INFORMATIONAL PURPOSES ONLY. CA assumes no responsibility for the accuracy or completeness of the
information. TO THE EXTENT PERMITTED BY APPLICABLE LAW, CA PROVIDES THIS MEDIA “AS IS” WITHOUT WARRANTY OF ANY KIND,
INCLUDING, WITHOUT LIMITATION, ANY IMPLIED WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, OR
NONINFRINGEMENT. In no event will CA be liable for any loss or damade, direct or indirect, in connection with this presentation,
including, without limitation, lost profits, lost investment, business interruption, goodwill, or lost data, even if CA is expressly advised of
the possibility of such damages.

Certain information in this presentation may outline CA’s general product direction. This presentation shall not serve to (i) affect the
rights and/or obligations of CA or its licensees under any existing or future written license agreement or services agreement relating to
any CA software product; or (ii) amend any product documentation or specifications for any CA software product. The development,
release and timing of any features or functionality described in this presentation remain at CA’s sole discretion.

Notwithstanding anything in this media to the contrary, upon the general availability of any future CA product release referenced in this
media, CA may make such release available (i) for sale to new licensees of such product; and (ii) in the form of a reqularly scheduled
major product release. Such releases may be made available to current licensees of such product who are current subscribers to CA
maintenance and support on a when and if-available basis.
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