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DOCUMENT OVERVIEW

The following document will assist in defining how you wish to view submitted requests.  During this process there are two areas to consider.

1. Service desk agent view for the purpose of working the Request

2. Statistical reporting

AGENT VIEW

The agents working these requests will need a way to view the request submission.  Submitted Requests are viewable from the Request Submission Manager Console, but a more direct or automated approach may be required.  

Viewing Options From Destination Form

In many cases the submission of a Kinetic Request will create an entry in your Incident, Change Management or custom applications.  Below are some options for displaying the Request submission.  For all of these examples you will need to store the Kinetic Request ID on the entry in your destination form.

1. Modify the destination system to add a Remedy Table that will list the questions and corresponding responses.

· Identify the location on the form to insert the viewing table

· Identify which questions need to be included (approval information, 

· You may require workflow to only display the table if the entry was created from a Kinetic Request submission

· Consider if you want to allow modifications.  If you do, you can reuse workflow tied to the Details button on the Customer Submission dialog form.  This will allow you to make changes while maintaining an audit log.

2. Build Remedy Workflow to concatenate the Request Submission information into a Description or Work Note field on the destination form.

· Build a hidden table to collect questions and responses to the Request 

· Walk the table and concatenate the desired entries 

3. Create a button on your form that will open the Completed Customer Submission dialog.  Build workflow to mimic the process of the View/Complete button on the Request Submission Manager Console.  

STATISTICAL REPORTING

Standard Reports

Kinetic Request comes with a number of reports created to view request results in various forms. These are Crystal Reports using the Remedy Open Database Connectivity (ODBC) driver. Using the Crystal Reports Developer tool (licensed separately), customize or copy these reports as needed.

	Report Name
	Description

	Overview
	Provides graphical results reports, pie charts, bar charts and so on.

	Status Listing
	Summary of request participants’ name, contact information, status, originating system and Originating ID

	Blank Template
	Blank request for mailing/printing

	Completed Single Request
	Results of a single completed request.

	Simple Completed
	All requests completed with a simple question/answer layout

	Status Overview
	Pie chart of the current status of requests in the field. 

	Overview w/o Comments
	Request results that do not include free text fields.

	Results-Cross Tab
	Shows a cross tab for selected questions based on a count.

	Results-Cross Tab-Weighted Sum
	Shows a cross tab for selected questions based on a weighted summary of scores.

	Overview w/o Scoring
	Graphs or details of all questions answered along with corresponding counts for each question and the overall request.


CUSTOMIZATION TO STANDARD REPORTS 

(Complete this table for each report modified)

	Report Name
	

	Report Selection Criteria
	

	List the column headings
	

	How do you want the report grouped?
	

	How do you want the report sorted?
	

	List the totals to be displayed
	

	Comments
	


Custom Reports
More reports can be created in Crystal Reports® by Crystal Decisions, Inc. and Remedy Action Request System internal reports. Please see your Crystal Reports and Remedy documentation.  

NEW REPORT REQUESTS

(Complete this table for each report needed)

	Report Name
	 

	Report Selection Criteria
	

	List the column headings
	

	How do you want the report grouped?
	

	How do you want the report sorted?
	

	List the totals to be displayed
	

	Comments
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