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Ad Hoc Reporting in Remedy 7

BMC Remedy provides two reporting options with its Remedy product suite: ad hoc reporting using the Remedy User thick-client, and “canned reporting” using report formats developed by BMC Remedy in Crystal Reports. The following information pertains to ad hoc reporting. A separate document will cover using canned reports from within the Incident Management application.

Most staff doing reporting at Stanford have found the ad hoc reporting capability most flexible, and so have designed and saved various report formats. Such report formats are stored locally in the user’s /ARCmds folder.  

Unfortunately, because the Remedy 7 Service Desk application is an entirely different application from Remedy Help Desk 5.5, any report formats you created Remedy 5.5 must be redone. 
With Remedy 7.0, there is also a fully-functioning web interface, which BMC Remedy refers to as the “Mid Tier”.  Ad hoc reporting  is not supported with Remedy’s Mid-Tier (web) client.  Those needing to do ad hoc reporting must use the Remedy User client software, either on a Windows machine, or on another operating system using some sort of virtualization software like Parallels or VMWare Fusion.

The following table maps the commonly-used reporting fields in Remedy 5.5 with their counterparts (or closest matches) in Remedy 7:

	Commonly Used Remedy Reporting Fields



	Fields in Remedy 5.5
Description
Remedy 7.0 Equivalent
Arrival Time
Timestamp when a ticket lands in the first support group queue
Submitted Date
Audit Trail
Listing of system-specified fields upon original submission as well as subsequent updates to track original and changed field values
From Incidents form in Navigation Bar select > Functions > View Audit.  This shows information about what field data has changed in the Incident.

If you want to search on ticket reassignment to another group (which was tracked in Audit Trail on 5.5), you would actually go to the Navigation Bar > Advanced Functions > Search Incidents by Assignment Logs, and key off the Incident Number field.  This gives you the previous groups who were assigned the ticket before now.

Case Category - Type - Item(260000123)
A field which combines the three-tier Category-Type-Itme hierarchy into a single field.
On Remedy 7, users may choose between either three Product Categorization values or three Operational Categorization values per incident. In addition, to make reporting easier, we've added a single field in Remedy 7 called "Tier 1 - Tier 2 - Tier 3" that holds the concatanated values of either the three-tiered Product  Categorization values or the three-tiered Operational Categorization values. For

example, "Tier 1 - Tier 2 - Tier 3" might have a value of "Business

Applications (University) | HelpSU | * General".
Case ID Report
Unique identifier for each record

Incident ID*+
Case Type+
More detail on type of request being made; default is blank in Remedy 7, indicating “Incident”.

Incident Type*
Category*
The first data element in the Category-Type-Item hierarchy for classifying requests.
Must now select between either the Operational or Product Catalogs and the fields "Operational Categorization Tier 1, Operational Categorization Tier 2, Operational Categorization Tier 3" OR "Product Categorization Tier 1, Product Categorization Tier 2, Product Categorization Tier 3"
Create Date
The timestamp of when a ticket was created, e.g. "12/02/07 09:23:45"
Reported Date 
Create Date (Only)
The timestamp of when a ticket was created, edited down to just the date portion, e.g. "12/02/07"
Not available in Remedy 7.
Data Source
Department
The third data element in the Region-Site-Department customer location table.
Department
Description*
Detailed description of the customer's reported problem
Description
Email
The email address of the requester (customer)
Email
External App Source
When external web submission form was used to submit
Reported Source
Group+
The assigned Service Group name
Assigned Group*+
Individual+
The support staff assigned to the case
Assignee+
Item*
The third data element in the Category-Type-Item hierarchy.
Must now select between either the Operational or Product Catalogs and the fields "Operational Categorization Tier 3" OR "Product Categorization Tier 3"
Modified Time(6)
The timestamp of when a ticket was last updated by anyone.
Last Modified Date
Name*+
The customer's name
Full Name
Office
Work location of the customer
Office Location
OS
Customer's operating system
Reported OS
Priority*
The priority of the issue as set by the support staff. See "Urgency" for this field as described by the customer.
Priority
Region
The first data element in the Region-Site-Department location table.
Company*+
Request Impact
The breadth and impact of the reported problem
Impact*
Resolved Date

Service
The internal version of the Request Category menu selections from the HelpSU web request form.
[not a feature of Remedy 7.0]
Site
The second data element in the Region-Site-Department location table.
Organization
Source*
How the request was submitted (phone, web, etc.)
Reported Source
Status*
Status of the customer's request
Status* (see also "Status Reason")
SU Affiliation*
The affiliation of the customer (faculty, staff, student, etc.)
SU Affiliation*
Submitted For
Which logged-in Remedy license holder created the request.
Submitter*
Summary (Solution)
Brief entry of resolution to customer's issue
Resolution (this single field includes Solution and Description from Remedy 5.5.)
Summary* 
Brieft description of the customer's reported problem
Summary*
Total Time Spent (min)
The aggregate of time spent (in minutes) on a particular Help Desk record.
 Total Time Spent (min).  Do NOT use the ‘Effort Spent Time Minutes’ field as it holds NULL data.
Type*
The second data element in the Category-Type-Item hierarchy.
Must now select between either the Operational or Product Catalogs and the fields Operational Categorization Tier 2 OR "Product Categorization Tier 2"
Urgency
The urgency of the matter, as reported by the customer.
Urgency* 
Work Log
The single field where all working notes are collected.
On Remedy 7, from the Incident form, you would click on “Advanced Functions” in the navigation bar > Advanced Search > Search Incidents by Work Info.  This is a separate form from the Incidents form where you can query by Incident Number, Notes, Summary, Date, etc.



