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OpenSpan Desktop Analytics™ captures user activity at the desktop to
reveal how users interact with their desktop applications, and provides
you with tools for measuring and reporting on user processes. OpenSpan

Desktop Analytics gives you an unprecedented level of visibility and
insight about how users work and how processes can be improved for
greater productivity.

The ability to capture and analyze user activity at the desktop level can be useful in many
ways. With information about individual application usage, you can better manage IT
resources and spend. By understanding how users interact with their desktop environment

to perform tasks, you can gain valuable performance insights that can help you identify and
replicate best practices across the workforce. Evaluating user activity may allow you to detect
process bottlenecks, possible compliance violations and other value leaks. And by tracking
processes before and after process improvement projects, you can measure the impact of
your efforts.

With OpenSpan Desktop Analytics you can:

O Map application usage detail: Use timelines, heat maps, and other charting tools
to illustrate use patterns and peaks by time of day (by application or screen within
an application), with drill-down views that map specific workflows by the individual user.

O Analyze business processes: Monitor individual processes such as order entry or
call wrap-up to identify opportunities for automation. Track specific processes that
relate to key performance indicators (KPIs) or business metrics as sales promotion
success or average handling time (AHT) in the contact center. Detect and alert on
suspicious activity, procedural deviations or compliance violations in front- or back-
office processes.

o Perform workflow analysis: Gather workflow information across the entire workforce
for aggregated reporting, or filter to review by group, team or region, or drill down
into individual user performance.

o Measure the impact of process improvement efforts: Establish accurate baselines
and benchmarks before implementing process improvements so that the impact of
your improvements can be accurately measured.

O Leverage other resources: Feed the user activity data captured into a Workforce
Management system, business intelligence (BI) tool such as Cognos, Business
Objects, or Hyperion, send it in real time to a Business Activity Monitoring (BAM) or
Complex Events Processing (CEP) engine, or use it to trigger tasks in a Business
Process Management (BPM) system.

o Archive activity data: Store user activity data in a central repository for audit trail
purposes, compliance reporting, historical analysis.
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The OpenSpan product set includes OpenSpan
Desktop Analytics™ and OpenSpan Desktop

Automation™. Together these components represent

an end-to-end process improvement solution
designed to help organizations discover how users
work, measure processes to establish benchmarks
and identify inefficiencies, and then improve user
processes for greater productivity.
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How OpenSpan Desktop Analytics Works

OpenSpan Desktop Analytics provides tools for quickly and easily monitoring user activity in any application or set of applications on a user’s
desktop, including Windows, Web, Java, mainframe, cloud-based, virtualized or Citrix-hosted applications, without programming and without
modifying the original applications. This enables business analysts, line-of-business managers and executives to analyze user data from
one machine or hundreds to gain valuable insight into user activities and make decisions about business processes that result in improved
organizational performance. With OpenSpan Desktop Analytics, you specify the level of user activity to be captured:
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visited. With no programming or customization, you can capture application start / stop/active
/ idle status, contextual data such as application name, user ID, machine name, date and
time, duration of application use, changes to fields or data records, navigation information
such as clicks, tabbing, scrolling, screen resizing, and more.

Application Detail Events

Monitor usage of a particular application by capturing all events and navigation for that
application, or configure monitoring capabilities to track only specified actions, Ul controls or
application objects utilized, such as specific clicks, tabs or screen focus activity.
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Gain greater insight into business processes by defining specific workflows, metrics and user inefficiencies in commonly performed processes and

activities you wish to track. Customize monitoring of user workflows and tasks within those applications.
workflows, detect workflow deviations (useful for compliance tracking), log variable contextual
data per task, and define custom metrics and alerts.

Built-in Reports and Tools

My Processes

OpenSpan Desktop Analytics comes with built-in reports and visualizations that help -

you evaluate and report on user activity. Another unique capability is the OpenSpan My The My Processes Toolbar enables users to manually
Processes Toolbar which enables users to manually specify start and stop markers for specify start and stop markers for pre-defined processes
defined processes and activities; this is useful to extend automated process monitoring with and activities.

more detail, or to implement a rapid time & motion study.

SUPPORTED ENVIRONMENTS

Desktop Environments — Windows 2000, 2003, XP, 2008, Vista, Windows 7, Citrix, VMware

Databases — SQL Server

BAM & BPMS — TIBCO, Software AG webMethods, IBM and other leading platforms

Business Intelligence — Spotfire, Cognos, Business Objects, Hyperion, Microsoft Analytics, Pentaho and other leading platforms

Enterprise Applications — Application adapters for BMC Remedy, Siebel, Microsoft, Oracle, Salesforce.com, SAP, IE, MS-Office and many others
Microsoft, Visual Studio and Windows are registered trademarks or trademarks of Microsoft Corporation in the United States and other countries. Other product

and company names herein may be the trademarks of their respective owners. ©2011 OpenSpan, Inc. as an unpublished work. All rights reserved. OpenSpan, the
OpenSpan logos, and all other works are registered trademarks of OpenSpan, Inc.
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Alpharetta, GA 30022 USA For more information on OpenSpan Desktop Analytics™ or other

OpenSpan products, please visit www.openspan.com, contact us
via phone at 1.678.527.5400, or email
sales@openspan.com.

Phone US: +1 678.527.5400
Phone UK: +44 (0) 207 043 3573
Fax: +1 678.527.5401
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