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ITSM Data Mart Solution Overview

IT Service Management systems are very flexible which means that they are difficult to
information out of them. Intact has years of experience in implementing these systems
and has a solution to this problem. Intact has developed a D ata mart with all the key
elements required to manage a Service Center and provide value to the customer . This
includes the use of Industry standard data extraction and reporting tools.

In addition offering pre -written reports and OLAP Cubes, Intact also offers predefined
balanced scorecard metrics which have been defined inline with the ITIL standards for
monitoring and improving Support and Services.

This solution has been created using Microsoft SQL Server technology which provides as
robust, scalable and cost effective solution for today8s Support and Service Centers

Key Benefits of Using a Data Mart

Improves Reporting performance

Removes complex data structures for easier report building

Allows for Data cleansing

Removes user overhead from Operational CTMS

Structured for OLAP analysis

Insulates the user from production system changes

Allows data to be merged from multiple systems giving the support center
management one version of the truth

Out of Box Functionality
Operational Reporting
Detailed ITSM Trend Analysis
Performance Management based on Balanced ScoreCard approach
Flexible and Extensible Data Mat that can be managed on an ongoing basis by your
SQL team
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Managed Operational Reporting

Key Reports are available out of the box for
Call Management
Incident Management
Change Management
Configuration Database Management

Reporting Services allows users to browse and view reports in a browser with the ability to export the
reports to file types such as : Excel, Adobe and text files. A facility is also available to subscribe to
reports either by file share or by E -mail. This means that you can have your reports E -mailed to you
with your parameters when ever you want.

Reporting Services al has drill through capabilities, start off in a report showing Changes by
requestor and then drill through to the detail and see the change request details.
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Normal Urgent Crtical
Implementation 2991 28
Mew Asset Add 15
Update Asset Info 4
Telecom Werk Request 1139 5 3
Post Implement 3
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— implementation - Urgent
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B Update Asset Info - Normal

I Telecom Work Request- Normal

I Telecom Work Request - Critical
Telecom Work Request - Urgent
Post -Normal
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Call and Incident Analysis

Intact8sITSM Data Mart solution is also provided with OLAP (Online Analytical Processing) cubes.
This allows you to view any of the key factors from Service Center and then drill down or slice and

dice using familiar tools such as Microsoft Excel Pivot Tables.

The details in the Pivot table are linked to Analysis Services which means if you create a view of the
pivot table you like, save it and the next time it is opened the data is refreshed from the rapid mart
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