@ Licenselracker

User Guide

Floating licenses are meant to be shared among users who access the system infrequently
throughout the day.

Fixed licenses are dedicated to users that are frequently accessing the system most of the
day, especially during peak usage times. Remedy Administrators must have a Fixed license.

2 When a user logs in with a Floating license and performs a search, submit or modify
action, they are given a Floating Write token. If all of the Floating Write tokens have
been assigned, they will receive a warning message:

AR System User - Warning

=

ARWARM [75] Mo free floating write license tokens are available.
. Currently acceszsing the system in read-only mode.
Licenze will upgrade when one iz avallable. : YMREMEDY

2 In‘Read-Only Mode’, the user can still search and submit tickets, but if they
attempt to modify a ticket, they will receive an error message:

AR System User - Error,

ARERR [331] v'ou do not have write access [for thiz enty] o field :
Azzigned To
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o If a Floating Write Token has become available by the time the user attempts
another modification to a ticket, they will receive a note:

AR System User - Note

1 ARMOTE [78] & write token haz become available and has been
\J) allocated to wou -
accesz has been upgraded to write accezs | YMREMEDY

To ensure that unused Floating Write Tokens are released and made available as soon as
possible, set the Floating License Timeout to one hour.

* Remedy Administrator Tool > File > Server Information > Timeouts >
Floating License Timeout (hours) > Write

2 Note: If you are using the 7.1.00 Remedy Administrator Tool, this information is
now located in the:

= Remedy User Tool > Object List > AR System Administration Console >
System > General > Server Information > Timeouts >
Floating License Timeout (hours) > Write

Users in other time zones should be considered for a Floating license if their normal usage
occurs outside the peak usage hours of the system. This will maximize the number of users
who can effectively share the Floating Write token throughout the entire day.
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1. With the Remedy User Tool, log into the server that contains the LicenseTracker forms
with a Remedy Administrator account. License usage patterns will change over time, so
it is recommended that monitoring be performed at least once per week.

2. In the Object List, open the form WAVE-LicenseStats in a search window. Go to the
‘Summary Type’ drop-down menu; then choose “Daily”. Initiate your search and
examine the most recent entry.

3. If the ‘Max % - Floating License Usage’ (red) is greater than 98%, check the *‘Max
Recorded -> Floating’ (green) and compare it to ‘Purchased -> Floating’ (black).

2 As a general guideline, if there are less than 20 Floating Write Tokens available, it is
time to re-allocate licenses before users start reporting that they do not have the
Write access needed to do their work.

In the screenshot below immediate action is necessary since 189 Floating users are
attempting to use 185 Floating Write tokens (black). With no more tokens are available;
four Floating users have been forced to use the system in Read-Only Mode (pink).

oo
Summary Type First Update Last Update Firedbax | Float Max | Float/Re.. | Read Max | Total Mas | Max Users Occurred | |
Daily B/12/2007 12:00:01 AM £/12/2007 11:48:00 PM 21 141 42 0 204 £/12/2007 11:00:00 AM
Daily 6/13/2007 12:00:00 &M 6/13/2007 11:48:00 PM 19 150 I 0 206 6/13/2007 10:00:00 &M
Daily 6/14/2007 12:00:00 &M 6/14/2007 11:48:00 PM 20 135 43 0 198 6/14/2007 10:00:00 &M
Daily 6/15/2007 12:00:00 &M 6/15/2007 11:48:00 PM 15 105 il 0 151 6/15/2007 10:00:00 &M
Daily B/A16/2007 11:48:01 PM 5 [ ] 0 12 £/16/2007 1:36:00 AM
14 4 0 —
5 : i i)

@ Licenselreacker - Summery

Stats l About LicenseTracker ] About Waveform ]

Surmmary Type First Update Last Update # of Updates

ETT | | 6/16/2007 120000 40 J |6/18/2007 10:12:01 AM J [123
Fired Floating Flaating ‘fith Read Total Flaating License Usage:
fie=d Curent[12.0 % Average |345 % (Max|1022 %
Rereiesed) | @ 2 M Utiization Deeurred | 6/18/2007 10:00:00 2

Fiegistered |38 117 237 1392

Ratio of Reg Users ta available Floating Licenses (6.0
Flaating Licenses dormant >= 3 months | 426

Currently Logged On |4 |W ‘? |D |28
Awerage |8_? |52_4 ‘11 5 |U_U |73_5 Ratio of Active Users to avallable Floating Licenses | 3.7

Max Recorded |2U 035—) M |U |ZUEI Femaining Fixed Licenses |13
@ccuned E/18/2007 1 D:DU:DDAM:L:) Fized Licenses dormant >= 3 months |1

Patential Remaining Fized Licenzes |14

Show Floating *with Read | Show Users Currently Logged In Show Domant Floating Licenszes Dormant Fized Licenses ‘

4. Be sure to take note of the time when *Max Users Occurred’ (blue). Knowing your
system’s peak usage times will allow you to make a more informed decision when
re-allocating licenses.
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5. To identify users that are monopolizing their Floating license and should be considered
for a Fixed license, open the form WAVE-UserStats in a search window and click on the
‘Floating -> Fixed Candidates’ button.

For the current month, show the following:

GDEHHQ - Fired EandidateD Active Users |

Fixed -» Floating Candidates | Darmant U sers |

or show:

All Canverted Licenzes

The results are ordered (‘Total Hours Logged On’, then by ‘Utilization’) so that the best
candidates for conversion are at the top of the list.

Before converting a user’s license type, compare their *Connect Time’ and ‘Last Access
Time’ to your system’s peak usage from Step #4.

2 For example, if the maximum number of users occurs on weekdays between 10am
and 11lam, there is no benefit in converting a user who monopolizes a Floating
license between 3pm-11pm.

Anm

| Llser Mame License Type
vl Floating 714200
soubaga Floating TH 2007
bedardst Floating FAA2007 12:01:00 AM

i First Update Total Howrs ...
ET 01

74942007 2:38:00 PM

fergusl Floating FA/2007 12:01:01 AM 74942007 B:58:00 AM
leblanmm Floating 7/1/2007 12:01:00 &M 7/9/2007 2:58:00 PM
1033p Floating 7/1/2007 12:01:01 AWM 7/9/2007 4:58:00 PM

@ Licenselracker - Usage
About LicenseTracker | About Waveform ]

User Mame License Type # of Updates
|verge| | Flaating _j | 114

First Update Last Update Dormant
[7As2007 1Z0N0TAM .| [7s007 ss00RM | [ -l

Connect Time | 7/3/2007 8:14:13 AM J Last Access Time | 7/3/2007 4:08:03 P J

Current Hours Logged On 873 Current Hours Spent ldle 083

Average Hows Logged On 4.07 Average Howrs Spent [dle iD.25

Total Hours Logged On 75.48 Total Hours Spent ldle 11.40

Utlization |84.89 % View User Ticket
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6. Click on the ‘View User Ticket’ for each user you wish to convert, change their
‘License Type’ to “Fixed”, and save your changes.

zer Hame Licenze Type # of Updates
| wergel | Floating ﬂ 114
First pdate Lazt Update Darrnant

TARDTIZOTOTAM .| 7AB/2007BAGISPM .| ~

Connect Time |?.-"EI.-"2EIEI? 2:14:13 A J Last &ccess Time |T-".-"E|.»'2EIEI? 4:02:03 P J
Current Hours Logged On W Curmrent Hourz Spent [dle W
Average Hours Logged On IT Awerage Hours Spent [dle IF
Total Hours Logged On IW Total Hourz Spent |dle W

% Wiew User Ticket |

Utilization

& Remedy User - [User (Modify)]
@ File Edit View Tools Actons Window Help

alel al#l 27| slal B ¥

¢ Modify User 000000000000048

BMC - Remedy AR System & fware

User Information
Login Name |verge| License Type @ Fized © Floating © Hes@
Full Name |L0rraine Werge Full Text License Type @ Mone © Fized ¢ Floating
Password | Application License | J
Group List Finance APP-k anagement ﬂ J Default Motify Mechanizm " Mone © Alert @ Email

Email &ddress | vergel@company. com
Computed Group List | J Status & Cument
Creator | 4R System £ Mt By | quzmanh
Fhasia Paga |9£1 E/2007 2:48:08 PM J Miiiad Dats |9£1 E/2007 2:48:08 PM J
Heaast 7 |DDDDDDDDDDDDD48 Unigque Identifier |ND ID GEMERATED

Application License Type W ﬂ

2 Note: If you change the license type of a user, you will not see that change reflected
in WAVE-UserStats until the user logs in again or the Scheduled Task that runs
daily captures statistics on all registered users.
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7. To ensure that there are sufficient Fixed licenses available after Step #6, you should
also identify users that are not utilizing their Fixed license and should be converted to a
Floating license. A minimum of 5 Fixed licenses should be held in reserve.

2 Warning: Before converting a user from a Fixed to a Floating license, verify that the
user is NOT a Remedy Administrator or a system account used for automated
data imports or interfacing with an external system.

2 Consult with your senior Remedy System Administrator to obtain a list of
the system accounts currently in use that require a Fixed license.

A current list of Remedy Administrators can be determined by logging into the server where
license usage is being monitored.

= In the Object List, open the form Group in a search window; next type “1” in
the ‘Group ID’ field, and click on the ‘Show Members’ link.

BMC - Remedy AR System

Group Information

Group Hame Flaating Licenzes | il
Group 1D | 1 Flaating FTS Licenses | :I
Group Type O Mone © View O Change Carnrients | J

Long Group Name | J Statug " Current
Group Category " Regular © Dynamic ¢ Computed SHOW MEMEBERS
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8. To identify users that are not using their Fixed license and should be considered for a
Floating license, open the form WAVE-UserStats in a search window, and click on the
‘Fixed -> Floating Candidates’ button.

For the current month, show the following:

Floating -» Fixed Candidates | Active Uzers |
Qed -* Floating EandidateD Darmant szers |
or show:

All Converted Licenzes |

2 The results are ordered (*Dormant’, then by ‘Total Hours Logged On’) so that the
best candidates for conversion are at the top of the list.

Lgnas

User Name License Type First Update
""" 71 12:01:01 &M
davig] Fixed 72007 12:07:01 A

Last Update
741421 2:01:01 A a3t 2 to
74172007 12:01:001 &M Last 2 Months

| Total Hours ... | Tatal Hours ... | Utiization Diormant

webber Fixed 74142007 12:01:07 AM FA/2007 12:00:00 Ak Thiz Marth
coutura Fixed 7142007 12:01:01 &M 7/5/2007 5:58:00 AM 1.44 1.44 01z
patterf Fixed 74142007 12:01:071 AM 74942007 12:58:00 PM 337 325 363
mithk Fixed 74142007 12:01:01 AM 74642007 4:58:00 P F.54 543 943

@ Licenselracker - Usage
Stats I About LicenseTracker ] About Waveform ]

Uszer Hame Licenze Type # of Updates
| charboa |Fived Bd| [

First Update Last Update Diormant
7702007 120101 AN .| (72007 1Z0001AM | |Last 2 Months  — |

Connect Time J Last Access Time J
Current Hours Logged On Current Hours Spent Idle

Average Hours Logged On Average Howrs Spent Idle

Total Hours Logged On Total Hours Spent Idle

Utilization %
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9. Click on the ‘View User Ticket’ for each user you wish convert, change their ‘License
Type’ to “Floating”, and save your changes.

zer Hame Licenze Type # of Updates
| charboa | Fixed ~| 0
First Update Last Update Darrnart

Laszt 2 Maonths -

| FAA2007 12:00:07 Ak

L]

| FAA2007 12:01:01 AM

Last Accessz Time |

L]

Connect Time |

Current Hours Logged On
Average Hours Logged On

Total Hours Logged On

—
—
—

Itilization

4

Current Hours Spent |dle
Awverage Hours Spent [dle

Total Hours Spent Idle

Wiew User Ticket

& Remedy User - [User (Modify)]

@ File Edit View Tools Actions Window Help

S]IE]

]

#| 717| @l B8] ¥

3 Modify User 000000000000048

BMC - Remedy AR System <& fiware
-

User Information

Login Name “:harboa License Type T Read O Fixed ® Floating ¢ Resticted Read
Full Hame |Alex Charbo Full Text License Type * MNone 1xed oating
Password | Application License | J
Group List Finance &PP-M anagement ﬂ J Default Matify Mechanism C Mone © Alet ® Email
Ermail &ddress |charboa@company.com
Computed Group List | J Status * Cument
Creator |4F: System £ st Ml fy |fieldea
Fraata Pt |S£1 672007 2:48:08 PM J Aftiad fada |9£1 F/2007 12:16:55 AM J
ot i2 |DDDDDDDDDDDDD48 Unique Identifier |ND ID GEMERATED
Application Licenze Type W ﬂ
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10.To review the list of users that have had their license type converted, open the form
WAVE-ConversionStats in a search window, enter V%" in the ‘User Name’ and
initiate your search.

Information on usage at the time of conversion is captured to provide a justification for the
license conversion.

This data can also be used to determine the cost savings achieved by re-allocating licenses
based on actual usage rather than purchasing additional licenses.

2 For example, if a user is monopolizing a Floating license throughout the day, by
changing to a Fixed license, you have effectively increased the number of occasional
users who can access the system without incurring the cost of purchasing an
additional Floating license.

2 Note: If you change the license type of a user, you will not see that change reflected
in this form until the user logs in again or the Scheduled Task that runs daily
captures statistics on all registered users.

Ltilization

icense Converted Diarmant Total Hours Logged On

Current License Type | Previous Licenzse Type

Taotal Hours Spent Idle
Fized Floaling 36

1.36

Floating Fired 7 Last 3 Months
lalibem Fixad Floating 74542007 5352 332 9379
dargizh Fead Flaating TF48/2007 This Month
fleminlf Read Flaating 72007 Last 3 Months
maclean Floating Read 7/5/2007 Last 3 Months ol
X Co ol

@ Licenselracker - Conversion

Stats l About LicenseTracker ] About Waveform ]

User Name Current License Type Previous License Type Date License Converted

schospm Fived | |Floating | |7zrz007

At the time of conversion:

Dormant Total Hours Logged On - Tatal Howrs Spent |die Utilization
~| 206 1.36 9657 %
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The reporting feature available on WAVE-LicenseStats will generate a graphical display of
license utilization for a specified interval and duration that includes:

=  The maximum number of licenses in use

= The peak usage hours of the system

1. With the Remedy User Tool, log into the server that contains the LicenseTracker forms
with a Remedy Administrator account.

2. In the Object List, open the form WAVE-LicenseStats in a search window; then
click on the *Reporting’ menu title, located on the top Window Menu Bar.

|@ Remedy User - [WAVE-LicenseStats (Search)]
@ File Edit View Toolz Actiond Reporting JWindow Help

o 2| #|7| slal B] ¥

2 The Reporting window will appear where you may change the default settings for
the query.

WAVE_Reporting (vmremedy)

@ Licenselracker - Reporting

Maximum Number of Users

Summary Type Start Date End Date

Annual j |'|J"| 42005 j | j

Send Report To: ™ Screen © Printer Report ;. ® Black & white © Colour

Cancel

3. First, choose a ‘Summary Type’ from the drop-down menu. Next, pick a ‘Start Date’ and
an ‘End Date’. If ‘End Date’ is left blank, the current date will automatically be used.
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4,

It is recommended that you preview the report on the “Screen” before sending it to the

“Printer” after selecting “"Black & White” or “Colour”.

2 Note: By sending the report to the “Printer”, it will automatically send it to the
printer’s default settings and you will not see a Print Setup dialog.

= If you wish to change the Print Setup, you may do so from within the ‘Report

Preview’ as shown below.

[ Report Preview -- WAVE-LicenseStats {vp[‘e\medy]

X 1af 1

Preview |
5. Click *OK’ to generate the Crystal Report.

Monthly Summary

%@% & 7= ([l o] | dh

@ LicenseTracke:

Maximum Number of Users
Between 01-Jan-2006 and 31-Jul-2007 Occurred on 21-Nov-2006

—— Total
—— Fixad

218
21

Peak Usage During
thiz Date Range:

—— Floating 160 . .

Flasting [Read) 29 10:004M i}ﬁd 11:004M

Read 8 11:008M  to 1Z:00PM
240

/-“/__ T — " -
200 ~ - —
-~ . -

160
120
80
40
0

22-Sep-2007
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To review or change the settings used for threshold identification and notification
preferences; open the form WAVE-Configuration in a search window.

It is advised that you use the default values for 2-3 days before making changes to allow
the LicenseTracker adequate time to gather an accurate baseline.

2 For ‘Floating -> Fixed Candidates’, the lowest recommended threshold is “60"
percent.

2 For ‘Fixed -> Floating Candidates’, the highest recommended threshold is 30"
percent.

@ Licenselracker - Configuration

Defaults l About LicenseTracker ] About Waveform ]

Thresholds for identifying:
1. Floating -> Fixed Candidates Utilization >= 20 % AND has a Minimum of |5 Total Hours Logged On

2. Fized -> Floating Candidates Utilization <=|15 % DR has been Dormant mis Manth 3

Send notification when:

1. The i number of t users ds the previ record

[Separate multiple email addresses

T 'Mo * Yes Send Email To ‘administralor@company.com J with a comma)

2_Floating uszers are forced to use Read licenses

J 5 te multiple email addresses
- with a comma)

T No * Yes Send Email To ‘adminislratol@company.com
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