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Help Desk Reporting Universe 
Quick Reference Guide

Who should use this universe?

· Anyone who uses the Unicenter Help Desk and would like to report on tickets, solutions/knowledge documents data.   This universe should be used for historical purposes only.  Unicenter (SDM) has been replaced by Team Dynamix (TDX).  See Service Desk Reporting for current ticket information.
What types of business questions can I answer using this universe

· How many tickets have my group opened/closed in the last month?

What is the average elapsed time from open to close for tickets that are created by my group?   

· Who is currently assigned the tickets I have opened? 

· What solutions have been viewed or attached to a ticket in the last month?
Universe Description
This universe contains historical information regarding CA Unicenter Help Desk tickets Specific Information regarding the tickets such as the Customer, Assignee, Reporter, Activity Log and Solutions used is available in this data.   

Data Included in the Help Desk Reporting Universe
· Ticket Number, Ticket Status, Ticket Type, Ticket Elapsed Time, Open Date, Close Date 

· Customer Name, Customer Email, Customer Phone Number, Customer Contact Type

· Assignee Name, Assignee Email, Assignee Phone Number, Assignee Chart-Org
· Reporter Name, Reporter Email, Reporter Phone Number, Reporter Contact Type

· Activity Type, Activity Description, Activity Time Spent, Activity Internal Flag

· Solution ID, Solution Title, Solution Hits, Solution Last Modified Date

Universe Tips & Tricks
· The objects in the Group Membership and Special Handling Classes cannot be combined with objects from any other class.  Because the data is group membership or special handling based, reporting on this data with the other information on the ticket would skew reporting.  Each ticket could involve many groups or users who have special handling; therefore they are not linked in the Universe.  If you attempt to combine Group Membership or Special Handling Classes with other classes in the universe, you will receive the error “Incompatible Combination of Objects”.  

Data Quality Advisories
· The Customer Name and Reporter Name of “System Anonymous” (tickets that are received via email and not updated with the actual customer/reporter name) will not return specific information about that user i.e., Customer/Reporter email, phone number, Chart-Org Org Name, etc because “System Anonymous” is not linked to a specific individual in any way.  
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