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AgileMonitor User Guide

1. Introduction

AgileMonitor is a Business User tool intended to be used by managers or process owners to monitor
their processes and extract important KPI data from them.

1.1 Disclaimer of warranty

AgilePoint Inc. makes no representations or warranties, either express or implied, by or with respect
to anything in this document, and shall not be liable for any implied warranties of merchantability or
fitness for a particular purpose or for any indirect, special or consequential damages.

Copyright © 2012, AgilePoint Inc. All rights reserved.

GOVERNMENT RIGHTS LEGEND: Use, duplication or disclosure by the U.S. Government is subject to
restrictions set forth in the applicable AgilePoint Inc. license agreement and as provided in DFARS

227.7202-1(a) and 227.7202-3(a) (1995), DFARS 252.227-7013(c)(1)(ii) (Oct 1988), FAR 12.212(a)
(1995), FAR 52.227-19, or FAR 52.227-14, as applicable.

‘AgilePoint Inc.” and all its products are trademarks of AgilePoint Inc.. References to other companies
and their products use trademarks owned by the respective companies and are for reference
purposes only.
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2. General Considerations

AgileMonitor is the tool used by process managers to monitor the status of multiple instances of the
processes managed by them.

AgileMonitor is a web based tool that can be accessed using a web browser that has a Silverlight Plug-in.
This includes Internet Explorer, Firefox, Chrome and Safari.

[arrere—
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ﬁjﬁQlLEXRM HelpDesk Ticket Management Process

Ticket Evaluation [Ticket Resolution
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3. AgileMonitor Security

Managers can only view processes their own processes. Process monitoring permission is set at process
template level so each manager can monitor different processes they own.

These permissions can be set from the Envision Process Modeler using the Process Security button in
the AgileXRM menu:

“Home Insert Design Data Process Review View Developer AgilePoint AgileXRM
;E Logic Inspector

-2 Show Process Context
AgileXRM
Settings [ Process Security

AgileXRM

Shapes | process Security Lovoloilog

More 53 = AgileXRM

Quick Sh Press F1 for add-in help.
l Generic BPM ‘

Premier Extension

J%¢ AGILEXRM  Helj

¥RM AgileDialogs 2011 o N B
Agility for Dynamic Business

Generic BPM
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Using Manage Permissions for this Process Template:

{ Process Permissions Management |
AgilePoint Process CaseManagement [~] |.;:: To CRM |

Mame Type Role Business Lnit - |3
CaseManagement_Syst... SuspendResumeProce...  System Administrator AP R |3
CaseManagement_Syst... Cancel Process System Administrator AP
CaseManagement_Syst... RollbackProcessinstance System Administrator AP
CaseManagement_Syst... ReassignWorkltem System Administrator AP
CaseManagement_Syst... Cancel Task System Administrator AP
CaseManagement_Syst... CreateWorktem System Administrator AP
CaseManagement_Syst... View Process System Administrator AP

3 CaseManagement_Syst... MonitorProcessTemplate  System Administrator AP
Exemallser intitateCase  Inttiate Process System Customizer AP

The Monitor Process Template permission can be assigned to Roles in XRM.

CRM visibility rule are respected in AgileMonitor. For a process instance to be included for monitoring,
the user (process manager) must have permissions to read the main entity of the process. For example,
if a user is monitoring a process that manages Accounts, AgileMonitor will only monitor processes for
those Account records that the user can see in XRM.

Additionally, the manager’s Role should have Read permission for AgilePointProcess
(ascentn_agilepointprocess) entity in XRM. This entity maintains the relation between the record in XRM
and the process in AgileXRM.

E I [ saveand Close i @ Help
[7] Security Role: New Waorking on solution: Default Solution

Details | Core Records = Marketing | Sales | Service | Business Service C Custom Entities

Entity Create Read Write Delete Append  AppendTo  Assign Share

AgileDialogs Review Comment (o] (o] (o] Q Q Q (0] (o]

AgileDialogs Temp Attachment (o] (o] (o] Q Q Q 0] (@]

AgilelightForms (o] (o] (o] (o] (0] (0] (0] o

AgilePoint Process (o] [ ] C o] o] o] o] o]

AgilePoint System Task (o] (o] (o] (0] (0] (0]

AgilePoint Template Permission o] (o] (o] o] o] o] o] o]

AgilePointPracessTemplate (o] (o] (o] (0] (0] (0] (0] (@]

AgileXRM Configuration o] Qo Qo Q (o] (o]

AgileXRM User (o] (o] C o] o] o]

AgileXRM User Role o] (o] (o] ] o o

Enhancement Request (o] (o] C o] o] o] o] o]

Product Defect (o] [e] [e] Q Q o] o] o

Key
’70 None Selected User Business Unit @ Parent: Child Business Units @ Organization

Depending on the level of permissions for this entity the user will see specific records.
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4. Using AgileMonitor

Upon opening the AgileMonitor page, the user is presented with the following:

[ EgileMonitor - Windows Internet Explorer

@@- [ i8] nttps/tocalhosts32s

i Favrites | @ AgileMenitor ]

l

Y 7 | SR EI

I::st;\

Filtter button

Organizations with
processes that the user can
monitor

The first list box shows all the organizations that have processes which the user can monitor.
Once the organization is selected, the filter can be set using Filter button. This button opens the filter

editor:

AgileMonitor Filter Editor

¥, Process Dats iﬂ’@mm Data

@ Projection Data

P9

IH Save Query I

Process Template [ HelpDesk Ticket Management = ]

Date Started From ‘ <M/d/yyyy= |E To | <M/d/yyyy= |[az
Date End From ‘ <M/d/yyyy=> |E To | =M/d/y
Process Status Running

Completed

Suspended

Cancelled

Manual Task [ - ]Asslgned To |

&)

Process Initiator |

EY
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4.1 Filter Editor
The filter editor has 3 tabs:
e Process Data
This tab contains filters based on data that is common to all processes in the system and not
specific to a particular type of process.
e Context Data
This is data that is specific to each process (e.g. Total in an Invoice, or Probability is an
Opportunity)
e Projection Data
All numeric data available in the process that can be shown on top of the process.

4.1.1 Process data

In this tab the user can set filters based on process related data.

Process Template

This field is required and it sets the name of the process the user wants to monitor by selecting it from
the drop-down list.

Version

Process instances can be filtered by version range by setting the From and To fields. For example if the
user selects From 1.01 To 2.02, AgileMonitor will show only process instances running on versions
between 1.01 and 2.02, both inclusive.

An empty From field is equivalent to selecting the lowest version and an empty To field is equivalent to
selecting the highest version.

NOTE: The drawing of the process that the user will see is always the one corresponding to the highest
selected version but the data displayed on the report includes all the data from all the versions selected.

Date Started

When this filter field is used process instances are filtered by the date that the process was started. User
can set a range using From and To fields.

Date End

When this filter field is used process instances are filtered by the date that the process was Completed
(only Completed processes will be used). User can set a range using From and To fields.

Process Status
Process instances can be filtered by status, which may be:
e Running
e Completed
e Suspended
e Cancelled

big AGILEXRM Page7 of 24 F%-AGILEPOINT
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Manual Task

Process instances can be filtered setting the name of the user that participated in a specific activity.

AgileMonitor Filter Editor b4

Q Save Query

¥4 Process Data “.?C"""E"t Data

? Projection Data

Process Template [ HelpDesk Ticket Management ~ ]

Date Started

From|=r" dfyyyy= | Te|=:r-‘ dfyyyy= ‘

Date End

Process Status

Running
Completed
Suspended
Cancelled
Manusl Task [T,e, 1 Review . ]Assigned To |AGILEPOINT\maria |&
Process Initiator "
&

In this sample AgileMonitor will show only processes where the user “AgilePoint\maria” participated in
the “Tier 1 Review” task.

Process Initiator

Process can be filtered by the name of the user that started the process using this window:

8

Search User (wildcard ™" allowed)
Mara Perez  AGILEPOINT\maria

BIg AGILEXRM Page 8 of 24 1% -AGILEPOINT
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4.1.2 Context Data

In this tab the user can set filters based on data stored in XRM Repository.
This filter functionality provides functionality similar to Advanced Find. The user can create complex
queries easily based on entity relations in repository:

AgileMonitor Filter Editor R
|,§] Save Query
B4 Process Data | g Context Data ::' Projection Data
4 | AgileXRM-=Case(Incident >
4 |AND ¥ | =
lCustumer (customend) - l Equal - IMlcrcsuﬁ: I—u
4 tDwning User (owninguser)->User(SystemUser) | |
4 [AND ¥ | ~
lAccess Mode (accessmode) - lEquaI - IF‘.Ead-WHtE v |-
| 0K | Cancel

By default the filters sets the entity to look for AgilePoint Process and the main entity of the process
template (in this sample Case).

Then the user can add filters to retrieve the records that will be used to show the graphics.

These filters will be applied to retrieve the process records that match the query.

4.1.3 Using Context Data Tab

The filters that can be configured in this tool are similar to the filters configured in Advance Find in CRM.
The filters are configured creating a tree that shows entity relations used in the query, logic operators
(OR and AND) and conditions.
The tree allows 3 types of elements in the tree:

e Entities.

e logical Operators

e Conditions.

The First element can be neither edited nor deleted, it is the name of the main entity of the process:

BTg AGILEXRM Page 9 of 24 f%-AGILEPOINT
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AgileMonitor Filter Editor P9

| save Query

P Process Data ‘E’Cnnte)rt Data :; Projection Data
AgileXRM-=Case(Incident) v E]

In this case the main entity of the processes that are filtered is Case.
In the right side of each element in the tree there is a set of options to be done in the element, in this
sample the available options are Add Operator(AND/OR) and Add Related Entity:

AgileMonitor Filter Editor 3
| Save Query
f,‘.Pruczss Data “.?Cunte)ct Data

AgileXRM->Case(Incident) - : ]
Add Operator (And/Or)
Add Related Enfuty

@ Projection Data |

g AGILEXRM Page 10f 24 [.5%-AGILEPOINT
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Operator elements
Add Operator is used to add an operator element in the tree. These rules apply to operator elements:
e Operator elements are containers of condition elements.

e Operator elements can contain other operator elements.

e Conditions must have an operator element parent.

e The operator is applied to all conditions that are children of the operator.
e An Entity element can contain several operator elements.

e The default operator is AND.

When an operator element is added the following options are available:
e Add Operator (And/Or)
e Add Condition
e Remove

AgileMonitor Filter Editor

|‘ﬂ Save Query ‘
B4 Process Data g context Data ;; Frojection Data
Pl -
AND ¥ | v
|Add Operator (And/Or) |
| Add Condition |
| Remove |
| oK | Cancel

e Add Operator option is used to build complex queries combining OR and AND operators.
e Add Condition is used to add conditions as children of the operator.
e Remove removes the operator element and the conditions or operators that are its children.

Entity elements

Add Related Entity is used to add filters using related entities.
These rules apply to entity elements:
e Entity elements can only be children of other entity elements.

e When an entity element is changed all children are removed.

e Entity elements can contain operator elements.

B AGILEXRM rose ot Pav-AGILEPOINT
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Add Related Entity allows adding conditions based on fields of a related entity:

AgileMonitor Filter Editor B

Q Save Query

¥ Process Data ‘?Cnntert Data '; Projection Data
4 | AgileXRM->Case(Incident) =
Activity Party(ActivityParty) o

Activity(ActivityPointer)

AgilePoint Process(ascentn_agilepointprocess)

Appointment

Case Resolution(IncidentResolution)

Connection

Connection

Contract (contractid)- >Contract

Contract Line {contractdetailid)->Contract Line{ContractDetail)
Created By (createdby)-=User(SystemUser)

Created By (Delegate) (createdonbehalfby)-=User(SystemUser)
Currency (transactioncurrencyid)-=Currency(TransactionCurrency)
Customer (customerid)-=Account

Customer (customerid)->=Contact

Dialog Session(ProcessSession)

ety

The filter can manage multiple levels of nesting in relations, for instance starting in Case, the filter can
go to Account and from Account to User to set a filter based on a value of the owning user of the
Account of the Case:

AgileMonitor Filter Editor 54

|l Save Query

B} Process Data ‘E’Ccntehct Data '; Projection Data
4 | AgileXRM-=Case(Incident) + [ =]

4 [Customer (customerid)->Account + | -

4 [meng User (owninguser)-=User{SystemlUser) - 3
4 [AND * [+ |
[Acuess Mode (accessmode) - IEquaI Ad lRead-Write I - I -

BIg AGILEXRM Page 120124 1% -AGILEPOINT
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Condition elements

Condition elements are used to set the filters based on field values.
These rules apply to conditions:
e Condition elements can only be children of operator elements.

e Conditions cannot have children elements.
e Afilter must have at least one condition for each entity element.

A condition has three parts:
o The field name.

e The operator.
e The value.

The only option available for condition elements is Remove (to remove the condition):

AgileMonitor Filter Editor 2
|l Save Query
i Process Data | P¥¢ Context Data | 2] projecti
+ ‘J - Projection Data
4 | AgileXRM-=>Case(Incident) b4
4 |AND - I -
{ Customer (customerid) - l Equal - IMicmsnFt I -
Remove
OK Cancel

g AGILEXRM Page 13 of 24 J24-AGILEPOINT
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The list of available fields is based on the entity node that contains the condition.

The operators available depend on the type of the selected field.

The values interface can change depending on the type of the field. For option sets, the available values
are the options. For lookups the value can be selected from a lookup window:

AgileMonitor Filter Editor I
Q Save Query
¥4 Process Data iﬁ’mn’cex‘t Data ? Projection Data |
4 | Agilexam->Case(incident)  ~ [+
4
[Custnmer {customerid) - ] Equal - I I:B

In this sample Customer is a lookup, the ellipsis button opens the lookup window to select the customer:

Lookup

Account Name

Microsoft

g AGILEXRM Page 14 of 24 [.%-AGILEPOINT
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Records returned with filters

When the filter has been set on the process diagram is presented, the process instances returned will be
all that meet the filters set in Process Data and in Context Data filters. AgileMonitor user can combine
both types of filters in order to find the information to know the status of the process execution.

e | aE I

Ticket Evaluation

4.1.4 Projection Data

b;?r\qnchRM HelpDesk Ticket Management Process

Ticket Resolution

The user can project (i.e. superimpose) any numeric data available in the process on top of the process
drawing to see the value of this field for all the processes that have passed each activity.
It is possible to select several values for projection:

| AgileMonitor Filter Editor

¥4 process pata | g context Data | (2] Projection Data

£

H Save Query

4 Incident
Actual Service Units (actualserviceunits)
Billed Service Units (billedserviceunits)
Exchange Rate (exchangerate)
Import Sequence Number (importsequencenumber)
Time Zone Rule Version Number (timezoneruleversionnumber)
UTC Conversion Time Zone Code (utcconversiontimezonecode)
I User (SystemUser)
[» Contact
I Product
> Team
> Account
[» Contract
> Currency (TransactionCurrency)
1> Contract Line (ContractDetail)
> Subject
Owner

b Article (Kbarticle)

> Business Unit {BusinessUnit)

Actual Service Units (actualserviceunits)

Billed Service Units (billedserviceunits)

Olx

When these values are selected, they can be used to project aggregate values on the process drawing. In
this sample Actual Service Units and Billed Service Units are selected form projection.

WAUILEXRM
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4.1.5 AgileMonitor model view

Once all the filters are set, by clicking OK, a graphic report will be presented to the user:

Qe | o[

EIEIEY 0

tialization Case Managemen
Average manul ', 3 &
task duration (in minutes) Manual tasks grouged A
by states
o
Cran-r B
[ Fiodty = Hormal }
[_Ese
Times that thes actvity has

been passed

In this report the user can see this information:
e On the right of each activity, a red square shows the number of processes where this activity has

been executed.

e For each manual activity there is a red square with a little clock on the left top that shows the
average duration of the manual tasks. The time unit (in the sample minutes) can be changed
using the list on the AgileMonitor toolbox.

e For each manual activity there is a graph that shows the manual tasks grouped by status. When
the user clicks in a specific status a list with the corresponding manual activities is opened:

Activily Details

CaseManagement Manuad task.114 Complesed

Session Driginal User. User Task Name Assigned Date Due Date Compietion Date Cancellation Date
i 1 ini i Set Case Priority  7/27/2010 12:20:37 PM 7/28/2010 12:22:00 PM 7/27/2010 12:28:17 PM
|t demuiadrminstrater  demotadminstrator  Set Case Pronty 4/21/2010 10:16:04 AM  4/22/2010 10:16:00 AM  4/20/2010 10:18:55 AM L5
I 1 demo\administrator  dema'\administrator  Set Case Priarity  4/13/2010 6:36:49 PM 4/14/2010 6:36:00 PM  4/13/2010 6:38:36 PM L

/'

Click here to zaa this
process details

g AGILEXRM Page 16 of 24 F24-AGILEPOINT
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View Projection data

To see the numeric data on the report, select the field to project:

Q ap - ﬂj% -j;iminutes - I ~ |£l!.| @M

i | Actual Service Units {actualserviceunits) |
Availabl
valaple
fakis —-—”ﬁ Billed Service Units (billedserviceunits)

AgileXRM Case Manage

After select the field click the icon in the right of the list.
The report will show the numeric data over each activity:

Average 20
Sum 20
Max 20
Min 20
Count 1

In this sample, 20 is the average “Billed Service Units” for all processes that has passed “Agent
Evaluation” activity for the query specified in the filter window.

g AGILEXRM Page 17 of 24 F24-AGILEPOINT
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SLA Report

AgileMonitor can show average duration information between two activities in the process.
TO get this information select both activities clicking on them (selected activities will have a red square
around them, To deselect one of these activities click on it):

To see average duration between them, click this button:

And this graphic is shown:

Click here to
Case Initialization S&tSLA value

[Case Managemen!

8 (%)

L]  Else ]

g

@ Average Time: 4

FPriarity = Normal

WHUILEXRM
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Clicking in the semaphore icon, SLA window is opened. In this window , the user can set a target value to
see which processes do not fulfill this requirement:
In this sample half of the processes do not fulfill requirements:

Service Level

Target|4 minutes a

Process Performance

If the user clicks on the part of the graph that corresponds to processes that are not OK process details
are presented:

=]

i |4/21/2010 10:15:50 &M (Duration: 7)

Click here to see
process details

1

"
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Processes Summary

Using the button Processes Summary:

/2 AgileMonitor - Windows Internet Explorer

2N N - .
'\\jlr \{"-_f)' 57 |g, http://localhost: 88588 /Agilemonitor [AgileMonitor. aspx

< Favorites |§.5 | Portal 4 XRM

Bgl '| 4] Security Roles: All Roles - Mi... | @AgileMonihor » | |
QlAgile){RM - I ‘_j @ (¥)| Minutes - l - 17

This report of processes by status is opened:

/= agileMonitor - Windows Internet Explorer

=10j x|
C—T\:—; @ |g, http://localhost: 3388/ Agilemonitor [AgileMonitor . aspx j ‘E‘ ‘5‘ |El IE Bing |EE‘
e ot |25 Bt o
28| = | Lt Cases: My Active Cas... | & Workflow Web Service | € AglleMonitor x i v B - ) dh - Page~ Safety~ Tooks~ @+

Process Status

HelpDesk Ticket Management
8 instances

& Running
= Completed
= Cancelled

[ | [ [ | [& Localintranet | Protected Mode: OFF [45 « [®wo% -

CD

BTg AGILEXRM Page 20 0f 24 1% -AGILEPOINT
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Taking Snapshots

The button Take Snapshot can be used to save a snapshot of the data in AgileMonitor.

/= AgileMonitor - Windows Internet Explorer

N D - - -
LS A I@, htip: /localhost: 3888 /Agilemanitor /AgileMonitor . aspx

¢ Favorites |335 [ Portal .4 XRM

88' = | 44| Security Roles: All Roles - Mi... | @ AgileMonitor » | |

|Q[Agilexm«1 - I"j @l-&)lwﬂutes - l - l;lf‘ & Lﬁ“@‘ U
Take Snapshot

This button will open a dialog to save the PNG image created.

4.1.6 Saving Preconfigured Queries (Filters)

In order to make AgileMonitor more easy to use, filters can be preconfigured and saved to be reused
either by the user in another moment or by other users (sharing the filters stored in a XML file).
When a filter is configured, this can be saved using Save Query button:

AgileMonitor Filter Editor 3
H Save Query
B, Process Data "3 Context Data ; Projection Data
4 | AgileXRM->Case(Incident) - [;J
4 [AND v | ¥
{ Case Type (casetypecode) - l Equal - IQuestiUn |-

g AGILEXRM Page 21 of 24 Pi%-AGILEPOINT
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A name must be assigned to the preconfigured query:

Saved Query

View Name

Open Qumtionsl

When the query is saved, it can be used opening it from Manage Saved Queries window.

This button is used to manage preconfigured queries:

/= AgileMonitor - Windows Tnternet Explorer

@@ 2 Iﬂ http:/flocalhost: 8888 /Aglemonitor fAgileMonitor . aspx
i Favorites | < [7] portal ag XM

E.‘El v| 4 Searity Roles: All Roles -Mi... | {& ngileMonitor x | |
IQlAgile)(RM - I?‘ylg '@[ Minutes - l - l'@ ]K el

F{AG'LEXRM Page 22 of 24 'AQ‘"AG
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This is the window to manage the preconfigured queries:

%?, Saved Queries
'@D Open Questions
) Pending Cases

F Invoices New York Customers

RECECD

Close

By clicking on the icon on the right of each query the query will be run and the results will be presented.
In the right of the screen there is a set of options to manage preconfigured queries:
o Delete Queries: All the queries selected from the list are removed.

e Import Queries: Queries that have been previously exported (to an XML file) can be imported to
be used by the current user.

e Export Queries: Queries can be exported to be shared by AgileMonitor users. The queries are
exported to an XML file that can be used to import queries using the Import Queries option.

e Clear All Queries: All queries are deleted.

4.1.7 Exporting AgileDialogs Summary to Excel

When monitoring AgileDialogs templates the questions and answers of the instances monitored can be
exported to an Excel file that will contain the questions content in a sheet and all response in another

sheet.
This action can be performed using Export Dialogs Summary to Excel button:

ERCEIEY ] 0

| Export Dialogs Summary to Excel |

g AGILEXRM Page 23 of 24 J24-AGILEPOINT
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The created file can be saved and the open with Excel:

Dialog Questions tab contains the questions and the name of ValueName and DisplayName variables:

EE9-™- dialogeas - Miioseit Excel @ E
“ Hame | Insert  Pagelayeust  Fomubas  Data Feview  View  LoadTest  Team al@ o g
=K ot P — - E AuteSum -
Arial S AW - a| B SF Wiap Text General -
Y ey | =\ @ R O E 3 & 0 2 iy @
PUSIE ot rormat Fainter ([ B) 4 U - [ B2~ | 22 A~ EE[TE|W | IR O GllMervetCenter - | $ - % v | %GR Comdbional Fomat | Cel | Imed Delele Fvlg"-'l @ Cear- oML Find
Clipnoard . Font “ Alignment . Humber . styses Cells Edting
| Al - ' ] Text
4] A I B i [1] E F G
1[ Taxt 1 .
2 |Da you have additonal comments? it
3 |Fellow us on: infy infod
4 |What kind of technalogies are you interested in: tech techd
5 |As you know we provide several product that you can use in your arganization.Ara you iMerssted in one cr more of these prod otherproductz otharproductad
& |About this SurveySince 2005 IT Sendces has conducted annual satisfaction surveys. The mast recem survey was r.ampla:ad reviaw reniewd
T |AgileXRM HelpDesk\We have found a salution for your ticket: S{TicketTale]The solution is: i are very d
8 |We are very concemed about our customers and users and ALWAY'S do our best to provide excellent customer senice. We vmfn infiod
A |In order to improve our senice we would like you to fill 8 survey. VWe are not requiring personal data and we will not share any i acceptsuney acceptsureyd
10
11

Dialogs sheet contains a row for each dialog execution with a column for each answer in the dialog.
There is other useful information like dialog instance name, date start, date end,... and a link to open
Process Manager for the corresponding instance in the column DialogLink:

EE9--1= dealogiah - Merosoft Excel Sk
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This feature is only available for AgileXRM for Microsoft Dynamics CRM 2011.
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