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Service Desk Reporting Universe 
Quick Reference Guide

Who should use this universe?

· Anyone who uses Team Dynamix (TDX) and would like to report on Ticket Activity, Feed Activity, Assignments, Survey Response, Ticket Tasks, and Workflow data. The Service Desk Reporting universe allows for analytical reporting on the TDX Service Desk data.  Individual details are best reviewed in the TDX application.
What types of business questions can I answer using this universe

· How many tickets have my group opened/closed in the last month?
· How many tickets are in a certain status type?

· What is the average elapsed time from open to close for tickets assigned to my group?
· How long did it take for someone to respond to a ticket once it was created?   

· How many times have tickets within my group been transferred?
· What survey responses are my group receiving?

· What tasks are assigned to a ticket and who is assigned with start and end dates for the task?

· What workflows, stages, and steps are assigned to a ticket and who are assigned to each of these workflows?
Universe Description
This universe contains information regarding TDX tickets.  Specific information regarding the tickets such as Ticket Activity, Feed Activity, Assignments, Survey Responses, Ticket Tasks, and Workflow data.  
Data Included in the Service Desk Reporting Universe
· Ticket Number, Ticket Link, Open/Close Dates, Status, Application, Group Name, # Tickets Opened/Closed/Transferred, Elapsed Time, Transfer Hub, Impact, Urgency, Calculations between different response times in absolute and operational hours (example:  Create to Respond)
· Requestor Name, Email, UIN, Net ID, Contact Type

· Creator Name, Email, UIN, Net ID, Contact Type, Creator Chart-Org

· Activity Type, Activity Person/UIN/Email/Net ID, Date of Activity, Statues, Status Change Date, Status Duration
· Assigned Group Name, Assignee Person/UIN/Email/Net ID, Same Group Assignee data, Assigned By data
· Survey Name, Question, Response, Response Date, Responder Person/UIN/Email/Net ID

· Task, Task Responsibility Group, Task Person/UIN/Email/Net ID, Scheduled Start/End Dates, Task Create/Complete Dates

· Workflow Name, Workflow Assignee Person/UIN/Email/Net ID, Workflow Stage data, Workflow Step Data

Universe Tips & Tricks
· The universe is set up with Business Layers.  Business Layers are a collection of objects that can be used together when creating reports.  They are used to organize data in a more logical manner.  Example: Ticket Feed Activity does not have a relationship to survey information.  However, both areas have a relationship to Ticket Details. If you attempt to combine Ticket Feed Activity or Survey Response information with other Business layers in the universe, you will receive the error “Incompatible Combination of Objects”.  

· The Business Layers consist of:

· Ticket Activity

· Feed Activity

· Assignments

· Survey Response

· Ticket Tasks

· Workflow

Data Quality Advisories
· Basic data and pre-calculated KPIs (Key Performance Indicators) were included in the universe. Additional calculations can be created through formulas and variables.

· Titles, descriptions, and responses within tickets/surveys were not pulled in to the data due to security and HIPAA concerns.
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