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Abstract

IT services and operations management is a very actual and topical issue in the
modern world, as most of business organizations don’t have modern IT systems and
process management methods in place yet, but they have only services, that are
scattered, there is no proper description of services, also there isn’t any service
catalogue, also common environment and technology, where all services are
gathered and there is no proper methodology, modern approach for service
management.

It’s important to know at what stage the company is in this regard and whether is
ready to start taking modern steps in term of IT service management and to be at
the forefront of a competitive business market.

Companies often think, that their business processes are enough good, because they
have some statistical information, which shows that they don’t lag behind
competitors, however at this time, they don’t realize how much better and
competitive business processes they could to have with using of modern
approaches, methodologies and technologies.

More than 95% of companies don’t have a competitive advantage in the market,
that can be freely achieved with using of innovative approaches to managing IT
services. For the competitive advantage, there is necessary to ensure increased
productivity, reduced IT service costs, prompt respond to incidents, which means
increased customer satisfaction and business continuity.

The research representing in this thesis is about very famous business organization
in Georgia, specifically detailed analyzing and reviewing of organization’s problems
in terms of IT services and operations management, research also discusses the
optimal selection of modern and most used approaches and technologies and
further their deploying in the organization.

In the initial stage of the research, organization was using very old approaches and
systems the use of which caused a number of problems and many shortcomings.
The organization didn’t have any common system for describing a general state of
organization in terms of IT service management, organization didn’t have
possibility to managing the IT services or looking at the general picture using of
various statistical reports. Organization didn’t have possibility to gather all
documentation (user manuals, procedural documents, project documents and etc.)
in one common system as for support group employees also for project teams.
Organization didn’t have any common system, where would be possible to gather
all requests and issues received from customers and after to manage its flexibly, also
there was very difficult to find out which employee works on which issue
currently.

Organization didn’t have any common system for project management, where
would be possible to managing the projects with its basic steps, deadlines, issues and
controlling general timelines.

In the thesis, there is discussed old business process in terms of IT services and
operations management of the organization, also identified specific problems, that
have hindered the business organization from advancing in terms of market and



gaining a competitive advantage. In the research, there is introduced efficiency
evaluation criteria, which are used to further evaluating the organization's updated
business process and the benefits gained from the deploying of modern
methodologies and technologies.
The paper describes the deploying of the Manage Engine Service Desk Plus system
adapted to the ITIL methodology and deploying of the JIRA Software system
adapted to the Agile frameworks, also in the thesis, there is given of the
synchronous using of these systems in the business processes and their integration
with the various components in terms of perfect functioning.
During the research, there was fulfilled following configurations/deploying in
Manage Engine Service Desk Plus System:

o Configuring/deploying of System Organizational Details Module

e Configuring/deploying of System User Management Module

e Configuring of System Support Customization Module

e Configuring/deploying of System Incidents/Service Requests Management

Module
o Configuring/deploying of System Problems and Changes Management
Module

e Configuring/deploying of System Service Catalog Management Module

e Configuring/deploying of System Project Management Module, etc.
During of the research, there was also implemented configuration and deployment
of Jira Software System, methodological evaluating/using of its components.
As a result of the research, the positive results of the renewed business process are
revealed.
It is noteworthy that at the initial stage, the problems of the business organization
posed by us, in terms of IT services and operations management, the updated
business process was completely solved and brought very good results and benefits
to the business organization, both in terms of process improvement and more
efficient management, also in terms of time and finance resource savings.
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IT — Information Technology

ITSM — Information Technology Service Management

ITSMF — Information Technology Service Management Forum

ITIL — Information Technology Infrastructure Library

SLA — Service-Level Agreement

IBM - International Business Machines Corporation

COBIT - Control Objectives for Information and Related Technology
ISACA - Information Systems Audit and Control Association

MOF - Microsoft Operations Framework

. ISO — International Organization for Standardization
. BSI — British Standards Institution

. TOGAF - The Open Group Architecture Framework
. RMM — Remote Monitoring and Management

. CMDB - Configuration Management Database
. IMAP - Internet Message Access Protocol

. SMTP - Simple Mail Transfer Protocol

. SMS — Short Message Service

. AD — Active Directory

. CSV — Comma-Separated Values

. VIP — Very Important Person

. LDAP - Lightweight Directory Access Protocol
. CAB - Change Advisory Board

. RSPT - Requests Sending and Processing Time
. WST - Writing and Sending Time

. IPT - Issue Processing Time

. RT - Registering Time

. PT - Prioritizing Time

. TST - Technician Searching Time

. TTPT - Transfer to Technician for Performing Time
. RMT - Requests Management Time

. ICT - Issues Collecting Time

. FST - Feedback Send Time

. FTC - Feedback Time for Customer

. MWT - Message Writing Time

. MST - Message Sending Time

. ECT - Employees Communication Time

. CTE - Connecting Time to Employee

. IRTTE - Issue Reviewing Time with Employee
. CSL - Customer Satisfaction Level

. PF - Positive Feedbacks

. NF - Negative Feedbacks

. DST - Documents Search Time

. STPC - Searching Time in PC
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STE - Searching Time in Email

CTE - Calling Time to Employee

TSSIH - Time of Search Support Issue History
CTC - Communication Time with Customer

CTE - Communication Time with Employee
TCCTE - Time to Control Current Tasks of Employees
STT - Searching Time of Tasks

STA - Searching Time of Assignees

ETTLC - Estimation Time of Task Life Cycle
WTST - Working Time for Specific Task

ATT - Analyzing Time of Task

CTT - Completing Time of Task

STT - Submitting Time of Task

RGT - Reports Generating Time

TST - Time of Searching Tasks

TSA - Time of Searching Assignees

TCS - Time of Checking Statuses

CDST - Completion Dates Searching Time

HRAT - Human Recourses Allocation Time

STET - Search Time of Employees Tasks

NTP - New Tasks Prioritization

EEFWT - Estimation of Employees Free Working Time
TDAT - Time for Distribution of Additional Tasks
TWT - Teams Working Time

SCOTW - Search, Control, Order Time of Work
ICT - Issue Complete Time

CTCE - Communication Time with Customer and Employees

QSPC - Quantity of Support and Projects Costs
COHW - Cost of 1 Hour of Work

TWI - Time for Working on Issues

CTD - Control Timelines and Deadlines
ST - Searching of Tasks

SID - Searching of Initial Deadlines
ATD - Analyzing Time of Deadlines
UTD - Updating Time of Deadlines

TSL - Teams Satisfaction Level

PFE - Positive Feedbacks of Employees
NFE - Negative Feedbacks of Employees
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3609 GHoL batrolbols Jglodsdols mbgb.
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dm39dmwo  536Mg0d3m®dol  godmygbgds  3md3560gdL  Jgderosm  MBSLMC,
omdzs  dbmwmE  dos  4odmyggbgdoolbomzol o My 3mTgH 0o
doBbgdolm3z0L.

A
Architecture
H Vision
Architecture B
Change Business
Management Architecture

G d
Implementation Information

Governance System

Architectures

D
Migration Technology
Planning Architecture

3
Opportunities
and Solutions

Bsbsbo 8.

TOGAF-0b Lot gdgeo (ob. bsbsbo 8):

*  30BbgL-d0BbYOOL v 3900glO bg3s

* 907d0GIIOVONWO 5390Egools 35530 bggs

*  boOHxgdol, LyMAIOIEOL S MOLZYdOL I35g30M bg3s

*  bsOHxgool gobsfogdols Jgladegdaenmds

* 5030399 AH OO 3m33mbgHEZHJOOL 3930 39XdOL TGLOTGI MBS

* 39,90 BHMSGHIR00L S 0639LGHOEOOL sR9EIZ0L dMM(3gLO

*  50J039dEHerwo 3m330mbgbEgdol 99Jdbols Fodermbado [26]; [27];
2017 §gaol  BoGHo®gdmeo  xgmeMdlol  33¢930L  9909a0@, 6 MMLSS
3o0mozombs  Abmgmoml 261 {sdyzs60 mMsboBszool  Fomdmdosygbgero,
39900339m0, B3 439wobg 498tmggbgdoo s 3030 53MHY0d3zmMJos
ITIL, ©®3grol dmdbdoMgdgrms MHoEb3o EROMOEEg 0HMEIdS, MoYs0
3003560990 3056, G ol Lo3gmglim 0bxMmMIs30MEo F9dbmemyoqdol
L9M30L900L FoOHMNZ0L BMHYGoIzMMJos (0b. babsbo 9). [28];
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Control Objectives for Information and Related _ (
Technologies (COBIT)
DevOps ]
FitSM ==
Information Technology Infrastructure Library (ITIL) _
ISO/NEC _ 9
Kaizen — 17
Knowledge-Centered Service _ 28
(previously Knowledge Centered Support)
Microsoft Operations Framework (MOF) _ 34
Service Integration and Management - 21
(SIAM)yMultisource Services Integration (MSI)
Six Sigma  ——

Bobsbo 9.

063353090 39dbmemaoqdol  LgM30Lgdol  FoMMZ0L  3M3IESMMEIO
0M90d3mMdgool  asbbogrgol 9999y,  99a30dwos  slggg  Bm3wgE
dodmzobowmm 1gM30L900L FoMMZ0L 3M3MWSMMWOo HJIbmemmaogdo, MBO®
306309 30 M59m©Ybodg  Y39gwsbg  39dmygbgdso  3OHMYEMsTo
MBOWB3ggmRol  LobiGgds, MMy @I AbmBwomb  IMSZ5wO
096853900 mMsbobsgos 094gbgdls IT  Lg®3zoLgdobs @s  3MMELYdOL
9o 30L5mM30U.

Freshservice - 9cmdbdo®mgdcmol 3009yma30wgdol mbg 97%, s6ob 2018 {erol
bo939009bm  3OMYMITMwo  MBOMB3gwYmgol  LolEGgdol KoMUY
953emdgE0. ImEgdMwo Ggdbmemaos IT 530boLEHMsGMMGOL bod)oEgdls
5993l M3 9839dGHM© 5MNMb MGOYBODBI300L B MY MdST0 SOLGdMEO
5943H03900.

Zendesk - 0m3bIomdEgd0L  309YymB0gdol ©mbg 98%, sMOL gMom-gHmo
05993560 IT  ULgM30Lgdol  FoOMZ0L  3OEGHBMODs,  MHMIGELsg  0Ygbgdl
Abmxnwomlb 40 000-Bg dg9G0 MmOyboBsE0s.

Atera - 0mdbdo6gdqdol  3059ma0qgdool mbg  100%,  dmgdver
A996m@ma0L 59438 oLEBE0MMO IT dmboEMMobaol s FsGM30L BwbJ30s,
0b63mobol 253990l 5 2oIbEYdOL  QobbMEMEF0gEgdoL  Fglodegdemds,
90LsbMgds IT-b s doDBBYLL GOHPOOHMMWS.
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LiveAgent - 09mdbdsMgdegdol 3059ymi0gdol mby 100%, 3md3ergdumeo
dmdbdomgdol AbsMEsF MOl 3oBHBMMTs, Mbesob Bs@ol ivbdizombswom
390 150GJOOLM30L s LgMZ30LYdOL FbsMISFIMHOL TobslosmMgdgdo.

Vision Helpdesk - 0mdbds®mgderols 30sgmxzogdol ©mbg 99%, dmEgdmeo
3@oGBMMIs 9993boos dmdbds®mgdeol Abs®msFIMoL 3mbom, 593L Bocgdols
35Mm30U, 503 BoMmgdolL S JE9dBOMbIo BmbiEgdol BMbjzombsro.
ManageEngine ServiceDesk Plus - 9mdb3s69d¢qd0l 30sgmaogdols ombg 100%,
dm3gdM 3G BM®mIsdo 006G JaM0Mgdmwos  OHmameE  LyMzoLgdol
db5M©FJM0L gotgdm, 515939 3MM99E 900l FoMM30L BbJ30Mmboro, 5gE03900l
35Mm™M35 O (33e0gd9d0L JoMmM3s, 00 953)dbgds ITIL g36MgodzmmdL, s slg3g
39bbgbg  Bgdmm 98 gMHYodzmOJol  Aobborgzol  EOML.  dmE9gdEo
300659000 M HOMB39wymaGol Jobsliosmgdegdos:

e (3mEbol om®M3s3gds -  FMIHAsMYOEGOOL  LogOmm  dmmbmzbgdo
9306905 AbsMIsFJMHOL 26Ol 9839JBIM0 8MFsmdol F9gyo®.

o  9mIbIsMgdYBy BMORYPMo  bsdMBom  sMgdm - FgLodegdIE oo
Lbgoslbgs 306MHMdYdoL Jobg30m, 39egdol bgwsbswo goblobmg®o,
39QI9OPO0G0S, 3F9EH0S S Fodo.

e 39930090190 bs®xgdo - LOWL® 390-Bg IRAbgdMo byMgzolo,
H39wmsb (3mdsi Ggladegdgwos 0b3gMbg@ ol LydIsEgdOm S SO
8m0mbm3zl ©s35GJOI0MO 0bBMILEHOJEHMOOL BsOMZL, 3MIMYMTME0
MBOHWB39gMmRqgd0L 0bLEHIWS30L.

e (300m35 y39ms HodEH0E0©sb, 6gdolidogh MM - fzmdsos d50bs,
LG bodo bo®m, bgdoldogmo F9OEH0wob.

e dmdboo - dmIbsGgdol MomybmdMoz0 dsB39698ol dobggzom
00BbglHg FMMPq0500.

* 500305 ©3LsBgMR0 s 2o8mliaggbgdgmo - IBYMY30L O™ 56 SGOL
33565& MO0 MBEOHMB3gymaol Qo 36OHMyM53ME0
MBOHWDB39YMBGOOL Ts3HJIOL BoFoMmgds, Lo3TMOBOS BYYOLEHMSE0S
@S 65dmabodg foddo Fglodwrgdgeos LobGHgdol sdmygbgds. 390
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063963900 IMMAGOMEr0s  FmIBToMdJDg ©d MOl SOIOESW
359mboygbgdgo.

o 530MIGMH0  2oBsbEgdgdo - 93BHMToGHMMo©  bEgds  3Mm39LgdOL
LoLGHYIMOO 49BsbGddO doer0sb dzotMg GMTo.

e 0obo JbmmmE 0oLz, L3 094ghgd - LoFoMHMgdIO0IL
399306567, 25sLobso 9dbgds FbMEmE 0oL, MoLO FoBmygbgdss
3LF0MYdS B0BbILOL FoBBYd0IE  A5FMIEObsmy s MO LEYEO
A996memaool gslio.

e 953mygbgdol gagads - Tgmo35HYOME0s BOBBILOL Lo FoMMYdJO0ID
3900m30bs6Y, &99bmempool 53bg30Mmbsenols 39205 Qo
doboliosmgdengdo. [29];

Manage Engine Service Desk-ol 8(s00mgdgeo 30335605 9mabds6rgdgeols
LodMogdols 933l @03  ©gg0ddo  Bobml  3GMmEmd@ol OO
2bd30Mmboeo MBILM@, BIdGIOML  BHYLiBH0Mgdgdo ©s F9og3sLmb ygzgws ol
30m39L0, OMIgog Bs8YbgdMos 3EsGHBMOBsdo, MAMeME IBsGEIF MOl
X3530L 39gdbozmbol bgzom, obg dmdmbmgbol bgzom (ob. bobsBo 10). [30];
[46];

Try out the fully functional online demo to see what you get. Get

started as a technician or an end user to experience the ease of

using ServiceDesk Plus!

Q Login as Login as
p 4 Technician G ‘i. End User ¢
Bobobo 10.
Manage Engine Service Desk ULol@gdol @gdm 396MLooL 8m3500 239M©O
39bLb35390w0o bgz0lL M9s08000 QodMyMEMmds d90gabsoMo:
dbsM©sFgJM0L  xanol  G9dbozmbol bgw3zs, ©gdm 39MLooL  sdmygbgdom

B5b3969000 39-11 bobsbby:
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ServiceDesk Plus) [ @l & FRequests Problems Changes  Projects  Soluions  Assels CMDB  Purchase  Contracts  Admin  [il %)

ncident Catalog | | ServiceCatalog | | Quick Actions + | | Deskiop Central w | | MDM w | | ADManager Plus = | | QuickLink w | | AD SelfService | | Q, El| | me Proguct overvie:
My View  Scheduler 2 Customize +
v Announcements Add New | Show Al My Approvals

Webinar - 12 Hidden Features in ServiceDesk Plus that Unlock Huge Value

N Purchg 1
n this webinar, you will:Discover 12 lesser known features of ServiceDesk PlusLearn how to use them for high impact in your help desk operationsLearn h Requester [RENTNY o= -

From:22/11/2016 11:13AM  To:- | @ Private

/.\ @ Guest 431 PM
Templates for Field and Form Rules #100 - test
With Field and Form rules, the administrator can decide on the fields to be displayed to the requester/technician when the form loads , the related fields th. [ Pickup JREEES
From:22/11/201609:44 AM  To:~ | ) Public
(] my summary E) My Tasks(s) I NewTask | | snowall fol"]

bobsbo 11.
dmdmbmgbo 3060l (dmabTsedeol) bggs, ©gdm 39MLoOL  godmygbgdoom

6563969000 39-12 bsbsbby:
F. B &) Requests Problems Changes  Projects  Solutions  Assets CMDB  Purchase Contracts  Admin [l ()

9| incidemtcatslog ~ | ServiceCatalog ~ | QuickActions v | DesktopCentral v MDM ~  ADManagerPlus v  QuickLink v  ADSeffService | Q X0 A |F | m« Product Overview #

My View  Scheduler # customize ~

14 Announcements Add New Show All My Approvals

Webinar - 12 Hidden Features in ServiceDesk Plus that Unlock Huge Value
n this webinar, you will:Discover 12 lesser known features of ServiceDesk PlusLearn how to use them for high impact in your help desk operationsLearn
From:22/11/2016 11:13AM  To:- | & Private

Purchase Approvals (1)

(@) PO-Fax
&/ 5y pemo
Templates for Field and Form Rules :
With Field and Form rules, the administrator can decide on the fields to be displayed 10 the requester/technician when the form loads , the related fields th.
From:22/11/2016 09:44 AM  To:- | & Public
My Summary E] My Tasks(5) New Task Show All '@‘ My Remiinde: [ 7E3 add New: Show All

Bobsbo 12.

ConnectWise Automate - 0dm3bdo®gdwgdol 30s9ymazowgdol ©mbg 100%,
dm399Mwo 3OHMYMm9wo MHBOHMB3gEymRol 3Gmd@o gbdscgds IT xama3l
dmgdbowo  oblGBEoMmo  IMboGHMMObyol  Fomdmadsls s 3MM39LYdOL
dodmgsdo. [31]; [50];

Cherwell IT Service Management - dmdbdsMgdcgdol 3059yma30egdols ombyg 98%,
dm3gdnwo  Badbmemmyos  3m3356090L  gbBoGgds  gobsbmMEogermb,
399933MI5GH0BoMME s M653gM™3g  LEHIBIMEHJIOL  Tglsdsdolmdsdo
9094356mb IT 3Mm39L900, dmigdmeo IT LyH3zoLgdol FsMrM30L 3EIoGHTMOTS

5oL 45056 Imgboro s g3l MboowmGmo sOJodadEIOwo fymds. [31];
[49];
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Samanage - dmdbdsMdgdoL 3059mBogdol mby 98%, FoMdmoy9bl Jersm
3oGBMMIdBY ©onmdbgdme IT LgmzoLgdol Fomm3zol ©s bsmsF MOl
A996mEmaosl, GMIgElsg sbg3g 9J3L 9dEH03900L FommM30L  3bJ3omboero.
[31]; [48];

Jira Service Desk - 9mdbdo69dqdols 30sgmxzomgdol mbg 96%, Altassian-ol
19gMH30L9dOL FbsMPFIMOL 3EoGBMMTS, MMIJOE ds0sh 3030
L9gH30LgdOL FoOHM30L 3MPbom s SLY3g A9IM0Yghgds MOz (odygzsbo
360m9dGHob sbgezolsl. [31]; [47];

NinjaRMM - 8cm3bds6qdegdols 385ymazomgdol mbg 100%, ©@ob@sbiomeo
35Omm30b  @d  IMBoEMMObaol  3eo@RM®s,  MHMIGEoE  MEORIBOBI309dL
1595905l 533l OBEIBEIMI© FoMMMD IT M3GMS30900 J 90D o
95399 BIO0 FbsMIF S ofiomb 15305600 IMAbAsGgdEqdL. [31];

Track-It! - 3dbToc9d¢gd0l 3859mzBogdol mbg 100%, dmizgdwmer Lolidgdsdo
3996000569805 593039008  Fomm30L s  BYM30LgdolL  ABIMISFIOOL
3obolosmMgdEd0 gHo BmdMeg 3539 do. [31];

bgdmom  gobbommo  gMHgodzmemJgdol o Lb3goolbgs  3BIMAEMSTME0
MBOMB3gYmRol  FHgdbmemaogdol  qobboergol 8909y, 9933000
d935x00mm, M s0bodbmwo  gMgodzmmdgdo, IT ULg®zoLgdol dsGm3ol
3moboom {1y393H9b do0sb 3936 3OHMOgdsL, MHMIEdo3 L ALMmBEomdo
M6H3960D53090L X9JM 300093 9J3m. 3MMdYIgdol Bsdmbosmzserdo Jgaz0dos
39bbgbmon:  LgM3z0Lgdol  Fomm3zol  Lobogmabwrm 3030l Bsdoxgoob
3obLOBE3MS  Lom3909LM  AYTMEEOWYGOGOOL  gom35¢olHobgdol oM9dg o
36OHmEqlol  MFsOMomds,  LYM30Lgdol  Lologmabarm  303edo  Jgdsgsero
3336963930l 565989 GHMO  FoMrM35, MYLMELYOOL  A9IBsfowgdol s
6ol3qdoL  Jgxslgdool  LoMmwwggdo, g3y MguOLdol 9o  LogmEgdo
0539MmyOHol 3OHMdEGINOHMOS. 3399290 3O:M3GAsE Mo 109900 933000
Bogdocmmo  g@om®  Bofowgds, mdgs  3sdm03390s, MHMI  Bgdmo
396bo I, EEIL Y39wsBY 33O BOIoTMZOIIOLIE I3 FoMIZINLO
99D03990 ©s 39360 3OMIWYILL, MMIJEoE MmMR60DI3090L 9Jdbgdsm IT
L9gH30LgdOL FoMM30L 3Mombom, OV 396 $9Y39396, M3 8923000
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39350B0Mmom  3mb6309@Mw MmMQ60D300D9 F9eM9d00m FgEo© IMMygdo
1M9odzmedo. IbBmwmE L 999, O3 ©IGHIWMI®  AdbswobEgds
3M6309@G Mo mOysbobszool IT LgMzoLgdols s Mm39Mo30900L FsOm30L
36MHmElo s 9OLYIMWOo IOMdgIgoo IT LgMzoLgdol JsGmzol 3Mmboom,
d9L5dgdgE0 49bYds 58 MEMRSBODOE30SBY BMMYGIMWO RMGOIZMMJOL ©o
36OMyM5dMo  NOOHMbzgwymazol  JgMbgzs. 08  Jgdmbgzgzsdo,  MEILYG
6d9odg 36Mg0dzmOJo LOHWSE 396 §Y39GL MMPB0BsE0sd0 IT LgMzobgdol
sOmmM30L 3MMbom sOBYOIN 3OMIYIqOL, LoFomm bgds b3y LolEndgdmsb
06@ 93653095, M0 3OHM39L0L oMM F9BLMM 0L 9539 MMS.

dslb 990009y, o3 dgoMBgzs IT ULgM30Lgdol 9x39d@weo  BosmM30L5mM30L
399mboggbgdgro  53MgodzmMdo s  FgLodsdobo  Fgdbmermaos,  LyFoMMS
0M9odzmOdby  ©oyM®bmdom  Fgdbmemaool  dmMpqds  d0BbgLoL
1530MMY390Dg, COLMZ0LSE 9ME30WYIWIE MBEs 93900 9L IT LgMH3z0LgdoLs
@S ™M396530900L  FomM30L  3MHMEgLOL IGO0 Sbsgobo, OM™I
39000339l M5 30m39Lgdo @O MMAMO  Mbs  ©o0bgeRML  sbown
}995mmy0580, 3O:MYMFME MHBEOHW639wymRsTo.

36 395980L  565¢0Bo Mbs FMbEIL Msb0dEY3IMIESE WS WS3306039d0m,
6Omd  30MmEOMId@oLl  ©sbgma3oL 3OmaEgbo ogml LHim®o ©@s 6O ©sFomgl
d909amdo 933900600 (330gd9d0, M3 393 MM s LsdNdom GLWELL
dmombmgl, 515939 9930MTom FoMoMm™3L oM 339w 3OMEILYL.

Lm0 565¢00Bol dggyo IT LyMH30Lgd0L ForM30L S sGHBRMEOIsd0 dgEsboero
046905 dbmm© 3mO9JGMWo s BsFoMOm 0bxm®mTs305, o3 LOTMIEGOSL
dobgds  IT  LyM30Lgdol  FboMEsFgMoL  xamxb  LHimGs  FomdsOmml
36 (390900.

Ym0 565¢00Bo  4eolbdmdl 3Mm39Lgdol 08y356 50HgMsl, Mo EMMLYE
360m9dAHgdol  dobgzom ML sEfgMowo  3Mm6309@ Mo 3OmgdEHol
RO gddo  sbgMAowo LyM3zoLgdo (MMIwwgdoz galobmEgd0sh o6 339w
doBbgdL) s godmygbgdeo MHglydlYdo, 1939 99Jdbowro Fmbszgdms doBgdo
Q5 39bLBE3MMEo BobsbLgdo.
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0530 2. 330939, 990093900 5 8500 goblixs
2.1 3Gmdggdols slsds

Bsddmddo HoMmdmpqbowo 331935 ©IxIbgdmwos I EH0bsgombowrmemo
MmO2960bogool,  MHMIglog  3mbxoIbEoswmdol  ©s33ol  doBbom
MOQ9b0Bsgos L XLl gmhmgdm, IT  bgdzobgdols @s  Mm39M9309gdol
©5393930L5 @ FMM30L  3Mbom  sOLYOVIE  LoFOMMYdJODY o
36MHMdEgd9dbHg. MmMA60Ds30s BM6J30MmboMgIL  Hdm©gbodg J399sbsdo o
LoJo®mmM39eml yz9ges Mga0mbdo dmdbdsMgdegdls LmsgzsBMdL ™sbsdgwemmgg
399603000 S0FMMH30¢  53BHMPIVBETM  LoEAMOMGOL, FMALObYMGBOL  Foon
UBEGHBIOGHL o MBogbo  boGolbol  gaMm3me  Lsf3s3L.  MEYboBsEos
BoO®ME0s B5300Md0LY s JoBOL bLBIOML 330093530, Bsg3MdOL, FoBoL s
3oBoL  3mb6gLsGHOL [omdmgdsdo, go9sdTs3905L5 s GHMIBLEMEMEH0MYOSTO.
SROWMOM03 @S BOgMHMITMMOLM  B5BsOBY  6330MI3MM©OYIEHd0M
35300580, 00 93996900l  Lbgoolbgs 0bEMLEBHMOOL @y TmbobEgmdol
0693M030 506MH0m IMTM5390530. MMHR60Bo3E0s BM6J30mboMgdL 10 {ow by
39®05 @5 03obsM30L, MM Jgobs®PBMbmL s Qo9dxmdILML 3MbE3MEOIBEHwMw
05BoOBY  Mgo@0byo, 9MEOEgdgwos  3JmbEal 3960  ©IRIABOWO O
50Ymdoo dos s LodMIbIsMgdm LoliEgdgdo, LgMzolgdo s bbgs.
M6Q960B30sL 9J3L 06xMmMIszoMwo 39dbmemaogdol s Y39 ™m3bEOL
39630056900l gobymazowgds, H™MIgwoi 3sLbolidygdgwos MmMABOBEOOL
dos  @d  LOAMIbTMGIWMm  LoLEBHYIGOOL QOO  FMTomdSDY,
396300056905%9 O 565890OMZgMBIBMSD IMEMYGOIM BMMT>I©Y B0y3:65%9.
3m399 9G93 MERB0BsE0s 094gbgdl Imdz9wgd e LolEgdgdl, HMIgEwms
399my9b9d0l dggaoso3 FoMdmodmds Goao 3MHMdEdNdo s o3l 0Bgbl
3653500 bsM39b0. MmMHs60Bosgool 0bxm®dszomo  GHadbmermyogdol o
©9390M3996¢ 0L 29630560900l 49bgmRowgds 30WMBL  IbgGYMUL
0565990639 LoLEBYgdo s gb 3OMEgLO FoMsOMML olsy, HMA 56 T99gJdbsls
3Gdgds 056538M:MqdL LodMJom dMmgldo.

Mg 9BHe3bg  MmORB0BIE0sL 96  2o9Bbos  LogMomm  LobBgds, Loss
500(96M905 MmOHR60DsE00L Dmgoo dmsmgmds IT LyMH3z0Lgdol Jscrm3z0l
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3Mobom s LBs0bs 89dgdl 339 53 LYM30LGOOL TosMMZL, g3y SO
399Bb0s LobiBgds, MHMAoms3 dbsMOFIOL 49mHg3L BYM30LgdL s Fgdergdls
D90 LYMSMOL bzl MMOL Foeggddo MHg3mMEGHYdol Lobom, GMJ
999p™ddo doergdo dodsMmmlb 3500 QomdxmdgLgdoLzgb.
62560305 96 205Bbos  LOLEBYDs, Loosg ™ozl FmoygMol  yzgws ol
©M39996@53009, MmIgo3 b F0MH YOI 0565330 gdl
85699500930L/3mEbol  85BoL  Lobom 96 LadOHMmgdBHm ©™3MBIBE30s, MHMA
0bgddm3zs69wmb 2063390 3MMdEIgool  Jgdmbggzsdo s  slgzg
369d39dbg 8/domdol 3Grm3gLido.
625605305l 96 gosBbos LobBGds, LosE 900fgMgds s 3L dmoy®Ol
y3gws ob 0b630owgb@o, M®mIgwos BoJuoMgds LyM30LGdOL  gosdmygbgdols
30m3gbdo  dmabIsmgdgdol doghH s s1939 J00MYds, 0¥ 306 58356MgOL
3M63609@M 0630096GHL s 5 OHMOL Foergdo.
625605305l 56 go5Bbos LoliEgds, LosE 900MOEbYds 3MMgdE 900, ™Mog30lo
3909000  ©@5 doMgMo  bsdoxgoom, Ubzoolbgs  ©og5¢gdgd0m
93GMBSGHMMOE  2503H5306985 08 9b53IOMIWGOIMD, 30LSE  939¢gds 53
53590930l Jgbmargds, dgdamd 3o dmbgds 36MHMmgdGHol msodwsobols
093030 3mbEMMwo dmdbows.
50bs60dbs305 oL BodBHo, MMI 306sEsE Tg 350 Bgdmm sefgdowo IT
19M30L900Ls s M39MO30JOOL FoMrN30L 3OMEgLOL mbsfowy.
506030 mMHasbobsgool IT bg®m3zolgdobs s M39M30900L oGN30l
30 39Lb0L I3 S0HgMs A9dM0YmEMgds 99dgabsoMs (0b. babsbo 13):
% IT 0bgogb®gdol/lghgolmao  dmmbmgbgdol ©s  (33W0Ergdgdols
©580JB06MNds
IT  0b3ogb®goo/gMzolbyemo  dmmbmgbgdo  ©s 330w gdgd0
dmdbdocmgdrgdol IbMHosb  godulomgds TBMEM©O MmO [gommb
3990g9gbgd00m: MdOWOO EHJwgnmbom s gegd@BHMmbmwo gmbEoo.
306  Ggwgnmbby  2bbmGmE0gwado  Bshom  FJowgdo
0630096@0/lgM30mo  Jmmbmgbs 96 godloMgds  SE3gHD
bobBHgdsdo  ©@d  TBoOLFIMOL  xamRol  IBOHOIE  bgds
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B9300L0GHY30900  SBowobBo, 49633939,  35LYbol OB

363093 Logombby.  GMog  Fggbgds  gwgdBHM™MbM  BmUEBY
990mbmer  JgBymdobgdgdl,  olbobo  gM™M3gds  gwgdGHemboe

RbGIHY3g @S bgds  Bomo  gBI3MdM030  350(Y39@0
36M0MO0GIAHMMOOL @S 3O0GH03MNmdol ©mboll  dobgzom.

Logeobbdms, Gmd  dBsOEsFIOOL  xamx3ol  IbOHoELE  dbmermo
36309 993Ymdobgdsy  3Mdomdol 3Mmagbdo  bgds
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3996 gdgdol Imdogdol e - TSA (Time of Searching Assignees)
LBOGHLYOOL sBMLEHIOOL M - TCS (Time of Checking Statuses)
d9LEOMEIdOL 350900l dmdogdol Mm - CDST (Completion Dates
Searching Time)

5Q5305699Mm0 MHglOLYdOL Qobsforgdol coMm - HRAT (Human Recourses
Allocation Time) = STET+NTP+EEFWT+TDAT

dbo65FgMmoL/La3OHMgdBH™ gmbool {g3¢M9gdol Bodobstrg Lbodwmdomgdol
dmdogdol ®m - STET (Search Time of Employees Tasks)

SbBOE0O 535¢98900L 3M0MOOGHYBHJO0L JobgE3000 OEIsPIOOL O™ -
NTP (New Tasks Prioritization)

b5 FgMmoL/La3OHMgdBH™ 4mbol 936900l Msz30LwRso Mgyl
39935900l ®m - EEFWT (Estimation of Employees Free Working Time)
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12.

13.

14.

15.

dbom5FgM0L/Ba3OMgdBH™  abol  §930gdobmzol TG JOOMO
©535¢90900L  29b65focgdoll ®m - TDAT (Time for Distribution of
Additional Tasks)

b5 FgM0oL/Bo3OMgdBH™  3bgdol LsdmBsm m - TWT (Teams
Working Time) = SCOTW+ICT+CTCE

153MToml  3d0gdol/3MbEMMMOl/EsbsGolbbgdol e -  SCOTW
(Search, Control, Order Time of Work)

LodmPomb gl gdol e - ICT (Issue Complete Time)
8mdbds69dgmab/gmbol (930M9dmeb  3m3mbogzszool édm - CTCE
(Communication Time with Customer and Employees)

dbomsFgMmoL  3MM3gLOL/LO3OMgIGHM  obsbaMRGOOL  BomEgbmds -
QSPC (Quantity of Support and Projects Costs) = COHW*TWI

1 Bo500b BsdMFomb oGO gds - COHW (Cost of 1 Hour of Work)
1530bgdOL  MOMEYbMds, G®MIWGdO3  FoI30BI6  IbMMHIOEIE
(Closed) - “bgamsbams go0blbs“ (Reopened) LEo@dmibg) — RI (Reopened
Issues)

bo30mbgdol Jgbmegdol Y930 Mm - TWI (Time for Working on
Issues)

b5 FgMm0oL/LadOHMgdBH™ 350900l 3MbEHMMEol Mm - CTD (Control
Timelines and Deadlines) = ST+SID+ATD+UTD

L5300bgdol dmdogdols G - ST (Searching of Tasks)

05305300390 35009008 dmdogdol ®m - SID (Searching of Initial
Deadlines)

Lo30bgdHg 3500900l SBosewobol ©Mm - ATD (Analyzing Time of
Deadlines)

Lo30bgdBg 3500900L  gobobergdol w®m - UTD (Updating Time of
Deadlines)

b5 FgMm0L/Bo3OMgdBH™  gbgdol  3dsgmxzomgdol ©mbg - TSL
(Teams Satisfaction Level) = PFE vs NFE

71



e 2760l 930900l Joge Lodwdom 3OHMELOL d3MmbBoGowMEmo Jgxrsligdgdols
1399393806900l Hom©qbmds - PFE (Positive Feedbacks of Employees)

e 29600l (936900l FogH LsFMTom MM Egbol Byys@GOMGo Jgx3sl9dgdolL
3993538060900l Grom©qbmds - NFE (Negative Feedbacks of Employees)

95393GHO™d0L d935b9d0L 3565393900l 96008369 ™d900

M62560Bs300LmM30L,  Mogsdomzgmo  IT LgMzobgdols ©s  ™3geMmsEogdols

3smm30L 3OHM39gLoL FMoErdo sGOL d90gy0 (0b. bobs®o 14):

p— ( ‘ , Bmabdafgdcmgdns

corgBgihssoot
Bmdngbols @im
15 @mypdghdo)
RSPT=1 o FIC=300 | rmr=25500 DsT=15 jon Bgggoligdo
T IT Lyfzabadabs o
m3gfaengdab dohazol
3hmegbo

ol | .
@ (1 mobmgBs) 1 amartimg6s) | (oamembegss) || eoedd@Re oo L L. [wodmobegd)

Gbaiogthol/bs3fmnggdm

30 | . D oB0SB M0
GomBmgdols o | Gndepnbafy fglsgbgdals
s o Bcgdab sBoymanEmadal

© | -
mabs) bssangbob fgteida | | smBitbmgnab oo @y
o0 Jmda) | (100255550, 1 3069} {1P/15 gbeeo 1 gg0o) 120 3o, 1 o)

W |
RGT=300 | TectEstbe HRAT=4 b 10§ TL=7 3mBngogho
Bamsligds

fn olisBlsgin 3sfsBdfgdn

oo
(LB, bofaryeng)

WTST=1 bm

Bobsbo 14.

dsb 9999y 53, 999303909  9539JBIOMBOL  Fgxslgdol  3560dgEHMIOO,
39230905 3m3L0bx ™o MEOYBOBIE00L 3OMOWGIgdOL 4osFMOL Lbgosolibas
30900, IT LgMz0L9d0Ls s M3GMEE0gOOL FoMmM30L 3MM(3gLOL QordxMdILYdOL
3Moboo.

399M33gMmo  3MIZMOIJGO0L  ©IGHIWOO  bsEroBo  §30h39690L, ™A
5060360 MmGYb0BE300LMZ0L 439eoBY M3EH0TsWIOHO 73MJ0IZ3MMHJ0 GO -
ITIL (Information Technology Infrastructure Library) o 9glsdsdobs 9oy
369090 3OMYMNwo YBOHMB3ggmzol LolEgds - Manage Engine Service
Desk, 50653 ITIL-ob 36MHm3qLgdool  s©fgmowmdsdo  bsblgbgdo oym
dobolinsmgdegdo (439 3OM3EgLYdo s BY6J30900), MIWgdoa Ls3MOMOMO
LEOMWOHO A9FOOL MOYBODBI30s ,X-0LL IT LgMzoLgdol s Mm39M30900L
o630l 3Mmbom s®BYdIWME yzgws Hgdmom BsIMm3Eo 3MHMdEgdsl. [15];
[16]; [29];

72



2.2.1 Manage Engine Service Desk-80 35693l dmdbogds
2.2.1.1 3561990l 0BLGoEsE0s s Dm0 dodmbogngs
0530530039ws©  Rsdmg@zo®ommom Manage Engine Service Desk Plus
36OHMyM5dMwo  MBOWB3gmygmRol  LoLEGIoL  LYMH39OBY  Poblomogligdgwo
L3O 39MLos 8900Ya0 390-2396©0sb - https://www.manageengine.com/

@5 0bLESE9(305, OMA 8935835Lmm dobo dgbodergdemdgdo (ob. Bobsbo 15). o
ol g39ms 08 3MMdEGIL 25oFMH0L, Mro3 MOMYPIBOBF0L 5d3L IT LgMzobgdols
domm30L 3Mmbom, 339 Imbgds o3gbbool dgdgbs s IBIMAZs LEWMn
M6H560Bs305d0.

Manage Engine-ob 390-3390@%g, 9m390wmeos 99-15 boboBbbg bokgnbgdo

3539390%0.

On-premises (vouhost) 4

Dewnlood ServiceDesk Plus

== Downlo:?d

Servieeliesk P ene £4-bat [107 148}

Standard Professional Enterprise

IT help desk software help desk = 45581 management help desk « ITIL® - asset - project

The perfect starter kit to get your The nght package for Integrated IT
———— Asget management

The complete ITL® ready ITSM sume
NEKETNG g T e

with all features that an IT service

++ Release management

o IT project management

Bobsbo 15.

506083610 353939006 yz9wsBg 9o LabMzgaros ,Enterprise” 3539@&0b
396B 935, 3oLo BoOMM TgLodgdEMdYGOOL Qom35¢obfobgdoom. [29];
0blGomoszool 9999y, Manage Engine Service Desk Plus 36mg6s8meo
MBOHWB39YMmRol 805356 339MHEL 9J3L 39-16 BoboBbg Bobz9bgd0 Loby.
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https://www.manageengine.com/

S My Tacks(0) o & ¥, My Aoprovela

Bobsbo 16.
0053500 33900l Bgs boffoerdo obmsgligdmwos LobEgdol doMomso
9960y, Loosbsg Tglodwrgdgeos  LobBgdol momMgmE  BMbJz0Mmbocrme
BofoanBg 2oobgms s Bolo  EIM35e0MYds/Bsmgs. LobiEgdol dgbowmdo
399535000 d0MOMs©O 3196gBHgd0s:

e Requests - Im390m BsbsGMTo obmoglgds LolEgdsdo Tgdmlero
06300963900 s LYM3z0Lwo Fmmbmgbgdo s Tglsdwrgdgwo 0gdbgds
om0 JoMM3o.

e Problems - 3m399v)0 b5BsM»0©b Tglodegdgero 0d69ds 30MdgIgdol
doGrngo.

e Changes - 9m3g9M Bsbs®mNdo  ©oxgoJLOMOYds  (33¢00E9dI00 @
d9L5d 9390 046905 om0 FoMHMN3S.

e Projects - 50b0dBM  BsBo®MTo  500fgMgds  3OIMAGMSTME0
WBHMB3ggmxzol s d0BbYL-3MMgdEgdo ©s Tglodwgdgwo 0dbgds
om0 JoMM3o.

e Solutions - 9m3gdMeo BsbsGmMol Lodwswgdom dg3dergdo dg3Jdboo
3MboL B5BS s 9Lg39 LOFOMMYPIOLHTJIM IZ5bsMOLLM™M Lbgsolibgs
©M3396@5300.

o Assets - dm3gdn Bsbs®do J9g3dergdom sm3hgmmm IT LgMzobgdol
9smm30L 3OM39Ld0 LyFoMM 5943039d0.

e CMDB - 9m3998mw0 Bsbs6In0ol Lsdmsegdom dqlsdwrgdguos 5g¢0390L
dmO0b 353806900L 35305 S FMbsEITMS dSBYOOL Losg30L T9Jabs.
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e Admin - 506086990 B5BsM06 bgds LobBgdol sdobolBHMoMgds.

e Reports - dmEgdnwo Bsbsemo 9960vdo s©0bodbmeos BEGsEoLEH03ol
53bsb39wo Bodbwom. 53 BIBIMMOEIL Tglodargdgwos Lbbgoalbgs
Lobob H93mMEGHJO0L FoMdmgds.

e Purchase - 09dm@Egdnwo BsbsGrool  Lsdmogdom  Tgbodergdgeros
99LY403900L SOMOEL3S WS FoMIMZo.

e Contracts - 506036mE0  BbsODOL  LYTMOWGdOm  TGLoIEGdGOS
3MbE®59dBH900L 353905 S FoOMIo.

LoLEGHYIoL FMH3500 339MHOL J39s d0MOMOE bsfodo Qobmogligdemo 439-
dgbov,  G@Iwol  mommgme  BsbsOmdo  dmgdmeos  bbgossbbgs
063m®ds3oMmo  bsbosmol  dwm3qdo, OGMIgrms  obdsMgdomss
d9L5degdq0s 30630930 F0BEMIGOOMIOL  gomzseolfjobgdom LEHwo
LSOl BIb3y s Tg@oligds.  BMez56M0  239M©OL  3MmbBOYMOSE0S
d9L5dgdqE0s, HMYMEF FBsMILFIMOL X aMBoL 93609d0LM30L (5 39MWS,
51939 9mImbmzbgdolmzol, 96w IMIHBAsMGdGOOLMZ0LsE, LOLEHIIOL FMOZ56)
2300©bg, Bgs FoMx3zgbs oL 49bMogLYd Mo “Customize” gbdizool
399my9gbgdom (ob. bsbsbo 17).

£# Customize -

Technician Home
Page

Reguester Home Page

Bobsbo 17.
2.2.1.2 bobBgdol 3mbxroaMs30s/dmeygds
doMo0ms©o 3960l 5ToboLEBHMOMYdOL Bsbstrmdo - ,, Admin”, dmEgdmeos
LobBgdob FosOHMZ30L JOMOMIPO S TFEHJIOMO IMPYYIGOO MJToEIMS,

51939 IMm399E0s MOoMMYM InErdo 398535000 B6J30mbowgdo (ob.
Bobobo 18), GMIgwmsg godm309gbgdo  mMAsb0bs3gos X -bmgol LsFoMHm

36MHm3qL9d0L, Lol dsdo 3MbRBoAMOOMIOOL OMU.
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Bobsbo 18.

2.2.1.3 mMp360B530I00 ©g@EHsEgd0l ImEemols 3mbgoyMMs3os
LobBHgdob  3mbxgoaMMszos  @ogofilymo  “Organizational  Details” -

629605300 ©9GHIwgdol  ImEIerol  asdmygbgdom,  LyoIbY3
d9L5dgd9W0:
e mM960Ds300L Tglobgd LsFoMm 0bxmMTs300L T93L9ds.
e IMAP (Internet Message Access Protocol) oo SMTP (Simple Mail Transfer
Protocol) 3mbgoam®ssos
e SMS (Short Message Service) LgM30L0b 3680 MMS3E05/5dBH035(309.
* 93006900l 5 gds.
*  3005¢9d0l/dMImbMm3bgdol sds@gds.
e 153Nt LO5MYOOL S PMYIIOOL FOMOMYdS.
*  1J3) ©©IIPOL ToBgods.
o mMQ960Ds30580 09353500 I35 ESTID3HJOOL T3 dS.
o MOHMWgdol sdo@gds: B3 3969x 896G, MH9a0MbIdOL, Bowoswgdol s
0935059963900l FHowdo.
dmgobobmom  “Organizational Details” - m®qs60Bs30mwo  ©g@owgdols
9ol 3mbx0aMGms305, GOl 890gas3 3MbBoYMMOMgdMwo  dMmEEo
800090L 39-19 bsbsBBg 65839690 BMOTSL:
o mMQ560Ds300L Tglobgd LoFoMm 0bymMIs300L Tg3Lgds:
V' mO3560D5300L ©aliobgamgds

76



O960D5300L Lglobgd 0bxzm®Ts3E0s
dobsdsM 0

LogzmbiG™m 3mo

M930mbo

330900

9E0.BMBES

Gaggmbo

1394Lo

399-3396©0b JolsdsG00

AN N VU N N N NN

v @wmym

Mail Server Settings Description Equipped petrol stations; Service and products
Gasoline and Diesel with Euro-5 standards

SMS Notification Settings Nano Diesel with Euro- 3/Euro-4 standards.

Regions
Address
Sites
Operational hours Address llia Chavchavadze avenue 35, Thilisi, Georgia
Holidays Chavchavadze Street
Departments
Organization Roles
City Thilisi
Users
Postal Code 0179
Helpdesk Customizer
State Shida Qartli
Incident Management
Country Georgia
Problem/Change Management  »
Contact Information
Service Catalog
Project Management E-mail ID companyx@gmail com
Discovery Phone No *0002
Asset Management Fax No 65656523
Software WebURL | www companyx.com

Purchase / Contract Management »

User Survey
General

Zia

Company Logo

Import image

# Show & use this Image

.

Bobobo 19.
e IMAP (Internet Message Access Protocol) oo SMTP (Simple Mail Transfer
Protocol) 3mbgogm@oios (0b. bobsbo 20 s Bobsbo 21):
v ©5353800980L 3GMEHMIME0
V' 033mM0DoEool ¢odo

<

39)9md0b9gd3900L godmdyHogbo s dodmgdo LyMzgHo

<

dmdbdocmgdemol bLabgo bg®m3960%bg famdobomzol

<

dmdbocmgdols 3oMmeo bg®m390BHg famdobmgzol
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V. gm.gmbds, Omdmomsg  bos  go0abo3bml  8gEymdobgdgdo
ClotileAphtelugytelooNe

v 3OMGHM3MEO

v 30630

Organization Details

Mail Server Settings

SMS Notification Settings

Incoming Outgoing Spam Filter E-mail Command Delimiter

@ creaea separate mail account and an alias for this email ID because all messages for this account in the server will be deleted

Regions Connection Protecol @ POP/ IMAP / POPS / IMAPS
Sites EWS (Exchange Web Services)
Operational hours » Authentication Type Basic v 0
Holidays
= Server Name / IP Address 10.0.0.27
Departments
B * Username administrator
Organization Roles
Users 5 + Password
Helpdesk Customizer » helpdesk@x.com
Incident Management 3 + Email Address
Problem/Change Management 3
#

Service Catalog 3

Protocol IMAP v
Project Management »

* Port 143
Discovery »
Asset Management »
Software v = Fetch mails every 1 Minutes
Purchase / Contract Management » Enable proxy server
¥ Enable Email Debug
User Survey »
Debug ENABLED for both incoming and outgoing emails. Please save the settings

General 3
i N || Disable new request creation by email.

Bobsbo 20.

Organization Details Incoming  Qutgoing  SpamFilter = E-mail Command  Delimiter

Mail Server Settings
Connection Protocol @ SMTP / SMTPS

SMS Notification Settings EWS (Exchange Web Services)
Regions

* Authentication Type Basic A ]
Sites

Operational hours = Server Name / IP Address 10.0.0.26

Holidays Alternate Server Name/IP Address
Departments

Sender Name Helpdesk
Organization Roles

* Reply to helpdesk@x.com

Users 3 Py . <
Helpdesk Customizer » Protocel  SMTP M
Incident Management r TLS Enabled ® Yes No
Problem/Change Management  » + Port 187
e HeEly ' ¢ Requires Authentication
Project Management r * Usemame | administrator

« Password | coeerieaneeen
Discovery 3

Enable proxy server

Asset Management 3

Bobsbo 21.
e SMS (Short Message Service) Lg®3oLol 3mbgoyMMsE0s/sd@EHogsEos (ob.
Bsbsbo 22).
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Organizational Details -
Organization Details
Mail Server Settings
Regions
Sites
Operational hours
Holidays
Depariments
Qrganization Roles

Users 3

® send SMS through Mobile Service Pravider (Sends an e-mail message 1o the Technician's SMS mail ID which will be converted to an SMS message)

© send SMS through SMS Gateway Provider (Sends SMS message directly to technician via gateway provider. Configure the settings below)

® site24x7

Site24x7 - Authentication details How to configure?

APIURL

htps:

“ Send SMS messages using Unicode characters for multi language

Bobsbo 22.

24x7.com/api/alerts/sel

6930mbg00L 3530 (0b. BobsBo 23 s bobsBo 24):

V' ®930060L @obobgargds

v 30309 5096

v H920mBsem®o 39bgx g0

Organizational Details
Organization Details

Mail Server Settings

SMS Notification Settings

Regions

-

+ Add Region

* Region Name

Sites

Operational hours
Holidays
Departments
Organization Roles

Users

Organizational Details

Organization Details

Mail Server Settings

Description

Organization Roles
Regional Manager Select User

Regional Incharge Select User

' Save and Add New

Bobsbo 23.

SMS Notification Settings

Regions

Sites

Operational hours
Holidays
Departments

Organization Roles

ROW05¢9d0L/dmINbM3bgdol ©sds@gds (ob. bsbsbo 25,

Bsbsbo 27):

Add New Region | 1-50f5|
Region Name
& @ omedoo
il [  fodebgmo
T [ dfogion
T [ ¢mafeobs
Il ¥  Bzgogsfos

Bobsbo 24.

V' 0@05bg/8mdmbmgbbg 0bg3mmasg0s

Cancel

|Show| 5

Ve

v perpage

Bobobo 26 o
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50 AYOMHYM35HY 0bBMO 5300
R0050l Bo3MBESJBH™ 0bBMEDs300
65605300 GMmEgdo

D N N NN

D90 30650 MM530900L goblsbrzcs

Organizational Details -

+  Add site

organization Details
Mail server settings Organization Details

SMS Notification Settings

* Site Name
Regions

Operational hours y

Holidays Region -- choose Region -- -

Depariments
Time Zone -~ Choose Time Zone - -
Organization Roles

Address
Helpdesk Customizer » Address Line 1
Incident Management » Address Line 2

Problem/Change Management  » .
Address Line 3

Service Catalog »
city
Project Management »
Fostal Code
Discovery »
State
Asset Management »
Country Georgia -
Software »
Contact Information
Purchase / Contract Management »
User survey » E-mail ID
General » Phone Mo
g ' Fex No
Integrations »
o Web URL
Organization Roles
Site Manager -
Site Incharge v
Related Setings
oo cuanger oy vebme seniogn @ oo senings §
oo

Hoacey

oeparmenss wa -

Tp—

Bobsbo 26.

Organizational Details -

Organization Details

Mail Server Settings Active Sites ~ 3 New Site Actions 1-80f8l | Show 25 v perpage
SMS Notification Settings
(=] Site Name & Region
Regions
9 0 [ dmge Legsrogan

O [ botgese Legsmaggmn

Operational hours

0 @ oo Lsgsaggen
Holidays R T — Lsgsaggan
Departments [0 [z otogobo Lagumanggene
Organization Roles 0 @ seoo Lsgsrorzge
Users 2 O % doosolo Logstrongganm
Helpdesk Customizer » O E oo begsterggerm

Bobsbo 27.
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o 1537dom Lv50YIOL O MYJdOL J0MOMYds (0b. Bobsbo 28).

Organizational Details
Organization Details

Mail Server Settings

SMS Notification Settings
Regions

Sites

Operational hours

Holidays
Departments
Organization Roles

Users
Helpdesk Customizer
Incident Management

Problem/Change Management

-

3

Operational Hours for  Default Settings v

Working time
To specify your working hours, select a start and end time.
Round the clock (24 hours)
or

*® Select Operational howrs g Time 10 v : o0 v

End Time 19 v|-[oo ¥
Working days
Please select working days of the HelpDesk
¥ Monday
¥ Tuesday
¥ Wednesday
| Thursday
| Friday
Saturday
Sunday

Bobsbo 28.

e ddg Y900l sd5EHYds (0b. Bobsbo 29 s bobsbo 30):

<

<\

<\

J89 oL MMHOEO

BOEPOSO

989 oL EsLEbYEIds/>0)gMs
3963969050 989 MY IMGROLAEHOOMYdS

Organizational Details

Organization Details

Mail Server Settings

SMS Notification Settings

Regions

Sites

Operational hours
=S

Departments

Organization Roles

Users 3

Helpdesk Customizer b

Helpdesk - Holidays for  Default Settings v

+ Add Holiday

« Date iz |
Site=  Default Settings

Description

Check if this is a recurring holiday.

Cancel

Bobsbo 29.
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Organizational Details -

Organization Details

Mail Server Settings

SMS Notification Settings

Regions

Sites

Operational hours
=

Depariments

Organization Roles

Users »
Helpdesk Customizer »
Incident Management »

Problem/Change Management

Service Catalog ’

Project Management »

Helpdesk - Holidays for  Default Settings A

Add New Holiday =~ Delete

Date ¥

Mar 8, 2021

®

Mar 3, 2021
Jan19,2021
Jan7,2021
Jan2 2021
Jan1,2021
Nov 23, 2020
Oct 14,2020
Aug 28, 2020
May 26, 2020
May 12,2020
May 9, 2020

Apr9,2020

1-130f131 ) o P e
Description

Fagons LaghmsBntoln g

©0Rek @y

Bonoobeghs

By

sbieo Faeo

seegeo fome

Boneamds

LgadeEbmgmmds/8gbgmmds

u0s8m0s

agaeng)eon a8 ogbermdol o)

3 Gefin i 0 0

©530B8%g 2588623900b @]

2PmgBoma shmndel Ry

Bobsbo 30.

Recurring

MMQ560B530580 990535000 ©Y35MEHTI6EHIO0L ToBHYds (0b. Bobsbo 31

5 bsbsbo 32):

V' 09350300963 0b @aliobgegds

V' 093560300960 393wgbs doBbglby

v 8m3wg s0fig®d
V' ©935035396¢0L 00sOHmM39¢00

V' m63560D530m@wo Hmmgdo ©g3s®EsdgbEHol FHowdo

Organizational Details
Organization Details

Mail Server Settings

SMS Nortification Settings
Regions

sSites

Operational hours
Holidays

Organization Roles

Users »
Helpdesk Customizer »
Ingident Management >

Problem/Change Management

Service Catalog »

Helpdesk - Departments for  Default Settings ¥

4 Add New Department

* Name

Description

Department Head

Organization Roles

Department Incharge

Department Approver

Business Impact

- JE=

Bobsbo 31.

-- Ghoose Business Impact -
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Organizational Details
Helpdesk - Departments for  Default Sertings *

Organization Details

Mail Server Settings New Depariment Delete | 1-90f9l | show 25 ¥ perpage
SMS Notification Settings Name ClType Department Head
Regions EX £  >@3eBobafagos Department
Sites ES [« @obublgdo Department
Operational hours S 4 394ew@30de Department
Holidays ES [« Bgbynoggdo Department
S —— Department
Organization Roles 5 [« 9sf3gdobyo Department
oo » S (4 3sBe35760 Hlflgiol BsGogs Department
& 7 oofogogme Department
Helpdesk Customizer 3 -
X 7 LaBgebyn Department
Incident Managemen it 3 ~

Bobsbo 32.
o mMQB60DsE30IO HMEgdOL ToEJds: GHM3 d9bgxT9bEH 0L, Mgyombgdol,
RBOWO05Yd0L 5 ©Y35MEH5Tg6EHJOoL FMHowdo (ob. bsbsbo 33):

2o Sglgxose

Bobsbo 33.

2.2.1.4 3cdb3s6rgdergdol 8sGmz0l dmmemols 3mbgogMe30s-sbgMyzs
625605300 IGO0l IMmEwol 9999, dm35bobmo Lolidgdol
9dmdbdoMgdgdols do®m30lL ImEEol 3mbxgoames3os (ob. bsbsbo 34 s
Bsbsbo 35):
e LobBHYdsdo LBoFOMHM OHMEGIOLS S MAEGIJOOL gobloBEZG:
v ®mEool obabgwgds
v oafg®s

v Hm@obmgol M5egdgdol 3sbLsbEa™s
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Bobsbo 34.

Add New Role | 1-190f 19| |Show 19 ¥ perpage
Role Name Description

B 8 E seillyhegnde

@ 8 [ dobighBumodogmbo

B 8 [ w¥ndandokasheolo

F 8 [ obgnfleoowe dofnenyogdol @yagmnigho -
8 8 [ obgntdgeowe dafinamyagdok ebgobyho

G B [ Owsodtol nihgete

8 [ 36mudgobaghrgho

F 8 [ Goecburnbo dgiaxgho

B 8 [ ULifobgaiidob dgbxato

B 8 [ 0raghmxisae

Bobsbo 35.
e JmIbToMm9d9d0L/BH9db03mLgdol BMMIoLM30L ©sdsEHJd0MO 39egd0l
39bLoBEzG.:
V' gm®3ob s®Bg3s (8mdbo®gdgo 56 39d603mbo) (ob. Bsbsbo 36).

Q search... Users - User - Additional Fields
Organizational Details »
Filter by type ' User Additional Fields -
Users e User Additional Fields
Roles User Addit.lrﬁir!r]i?ijgfdditional Fields — e d
User - Additional Fields Field Name N
Bobobo 36.

v gm®3dol 993b9ds: 390l (030, 39wol @abvbgagds, safigds (ob.
bsbsbo 37).
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Add Field

= i
) — - - = o]
Field Type ) i = . —
Single-line Multi-line Pick List Numeric Date/Time
Default Value
Field Name
Description

m Gancel
Bobobo 37.

V' 5953900 390l Bsbgs (ob. Bsbs%o 38).

Organizational Details

Filer by type  User Additienal Fields ~
Users

Roles User Additional Fields Add Field 10~ | 1-10f1 | < | >

User - Additional Fields Field Name AP Field Name Field Type 1

Users I ® Date of birth udf_date_2 Date/Time

Bobsbo 38.
e JmdbAsMm9dEgdol JosOrM3>
v 9m3b3s69dqd0l o330S
LobBHdsdo  ImAbBAsMGOEGOOL  TsBHJds  Fglodergdgeros  Bsdo
99000 (0b. bobsBo 39): gm®dol d93lgds, AD-sb 0d3mME0
Q5 €SV BS00L 033OG)0.

Search ALL A/ B C D/ E F G H I J K L M N O P Q@ R

Active Users ~ I ﬂ Tmport from AD I I MNew I - Actions = Merge user Locked Accounts Q | M@
Name Import from CSV Cl Type Login Name F

Bobsbo 39.

dmdboMgdol TsEgool Bm®Bs Q5dM0ymqds d999abs0Ms©
(ob. bsbs®o 40):

Bobsbo 40.
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B396L  F0g®  ©935BHIOMO  TBHJPOMO 390 BmEOIS0
9dbodbmeos fomge doshrmzmombgdo.

v 9m3b3s9d9e b9 bbgoabbgs dmddngmgdgdol gebbm®Eogwgds
»Action“-ob  Iglodergdgeros:  ImIbTomgdeol  ©e3eg3d0Mmgds
©935035896GH96, dMIBA>MgdOlmM30L  3OMmgd@do  F9dszs5w0
Mool d0boFgds, VIP  8mdbdsmrgdws  9gd@o3s30s,  bbgs
dmdboM9gdol 56900096 2596005690 (MBOWOMmOOL OMU)
Q5 8mdbogdol Fodws (ob. Bobsbo 41).

Users - Users < Previous

AL A /B C D E F 6/H I J K L M N O P Q@Q R S T U V W X Yy Z

Search
Active Users ~ [ Import from AD B New | + I Actions I Merge user Lecked Accounts. Q| m 25 - -20f2
S ient

Name Type

Login Name Primary Email Department Name Site

& [ administrator Technician administrator

L E  ado User test

Bobobo 41.
v’ 803bds6 900l 3Mmgowol 136430900
dmdbdocmgdeol  Lobgebg 30390000  Fglodwrgdgeos ol
36OHMB0bHY 30L3WY, Ls0sbs3 d93dengdon:
©535306580aM0MMm ol 39gdbozmbs (FbsmsF MOl XaMR0l
093050),  0035603Fmm  Lodmdom  sPOWO,  IZMONMM
©™3999963H900, 803560300 MmMHRs60Bsg0Mwo Gmwo 56 36sbmm
dolbo dmmbmgbgdo, s1939 CLEHMMOS (0b. Bobsbo 42).

Bsbosbo 42.
v 9mb3s69dol FOHowdo 35380M9d0L Bobgs (ob. Bsbsbo 43).
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- Edit | Change as Technician | Associate Workstation | Actions ~ | View Requests

o3 bageaeredy L2
khvedelidzetamuna(@gmail com
Project Manager , +395557209996

User Details Relationships Associations History

ﬂ’Relalianhips ListView | Treeview |@| | Clusterview |

+ %ﬁ‘

absmdagomo dgdbenn...
4

- T

BB BRROTed)

Bobsbo 43.

Organzations! Detais
rea e ale|c|ole Fle/mt|s k[t m/ulolr|a

(2 Add relationship

v LobEH8580 35O dmBbBsMGOd0 (0b. Bobsbo 44).

o s u W x
Users
ot ActiveUsers -  Dlimporttoma® | EINew |~  Actons~  Memgeuser | LockedAccounts | Q | M| 25 - TIEIE
User - Additional Figlds ome Tree e Logks Hame T Lol =
CHEE ety N S
Technicians 4 emgoose @ User User sorbeliani sqgoBoliugns
4 @masd bobohode. User User miknizanishyil P rreny
¢ S User User ngagushadze ahaemn
s B User User makatsaria frm—
¥ guom ppdpee User User dkskashyil b son daecmaie
o i Technician User nananuri ol srareon e
£ qyacieyBibedy Technician User emeskhidze b saeaapde
4 s yesedzee Technician User agomiashvili - cBgmABsozn daeegie

Bobobo 44.
&99603mgdoL oMrn3s

V' $99503mboL  (BbsGsFgMol  xamaol  §9360) ©sBsEgds  (ob.

B Add MNew

Bobo®bo 45) ,Technicians” BsBs®MTo 256mo3lgdyen
QOW3BY ZWO3YHOOD.

.
3 ST e

Bobsbo 45.

V' $99503mb9d0ob ool 6sbgs ,Technicians” B3BsH0@G (0b. Bobabo

46).
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Onganizational Details b Users - Technicians

Users - - - | 2 Add New
wame Logi Name
4 = adminisiraior adminisirator
© - Sagreet oo nananun
230 Bbedy emeskhidze
tores prdosee ggomishyi

Bobsbo 46.

dbom5FgM0L XyMBgOoL oMo

Primary Email

V' Xa9530L ©sd53g0s (0b. Bobabo 47).

Pr———

Bobobo 47.

-

Department Mame

obgraageaee dafnomnge
sSgrédugon dafsmomngio

ebgrixgene dafsnamegie

—————

v LobEH8580 sOLGdMEO X3wY53gd0L bobgs (ob. Bsbsbo 48).

Foles Active Groups . 3 Add New Group Delete

R

Technicians rs [7 sdsmudrmimee gttekyyryeaol JAmd
¢ oo somres

User Groups. A oo Wbl xaoes

Active Directory

Bobsbo 48.

dmdboM9gdgwms X3RO0l JoM35

1-40fdl | Show 25

V' Xa9530L 353905 (0b. Bobsbo 49).

Organizational Details 4
Users = 4+ Add User Group
Roles

User - Additional Fields
=Name

Users
Description
Technicians

Support Groups

Active Directory SetFilters

LDAP --- Select Criteria -- v | | --Select Condition-- v

SAML Single Sign On

Bobsbo 49.

Save and Add New

Cancel

v per page

Q| or v [+

v LobEH8580 s®LYdMEO X3w953gd0L bobgs (ob. Bsbsbo 50).

CiType
Suppor Group
‘Support Group.
Suppor Group

‘Support Group
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Search. Users - User Groups

Organizational Details

o E1 Add User Group Delete  1-20f2l | Show 25 v |perpage
Roles Name 2 Description
User - Additional Fields & gdibos]
Use 4 m83Bos2
Tecl
Bobobo 50.

e AD (Active Directory)-l;msb 06@9aMo30s @5 3mdbdsmgdergdols 0d3mMEo
(ob. Bobsbo 51).

Bobsbo 51.
e LDAP (Lightweight Directory Access Protocol) Ubg®3960©s6
8mdbdo6gdgdol 083 G0 (0b. babsBo 52).

Bobsbo 52.
e 93907 gdol  G0o39d0L  oblobeazMs  FbomoFgHol Xy mBoL
$9360900bm3z0L
v’ 839099 gd0b 3Ho3ol sds@gds (0b. bobabo 53).
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+ Add New Leave Type

+ Name Color @

Description

m Save and Add New Cancel

Bobsbo 53.

v LobBgdsdo  ©ods@gdvyewo  8390wemgdol  GHo3dgdol  Bobgs

bsbsbo 54).

Users - Leave Types

New Leave Type

Delete || 1-40f4] | Show| 25 ¥ perpage

Note : Inactive record(s) have been marked in grey color. [ Edit option can be used to activate the record.

Name 2 Description
[ sasEBYnTeds 35Br0gBds 85806, Fracoglsg AngBogelo dormadaELIs
[ sBsomseginon Bagbrmgds 3:8n0gababs B5B0B, Arcglsg Aadbagmlo Bagbrmbidos
[ Bogemobgen Be8nogababs B530B, e Aadbnzmlio BogundgdsBos
7 Gogfzendgme 3s8noggbgbs 580b, e Aadbozmls Faendol BgEgibgds sab

Bobsbo 54.

o IbomLFIM0L  xaMBoL  9dbo3mlBy, FmPbM3zbgdols

90053900l ©95000L dmTomm3s (0b. bobsbo 55).

Q searcn
Organizational Details
Users

Roles

User - Additional Fields
Users

Technicians

Support Groups

User Groups

Active Directory

LDAP

SAML Single Sign On

Leave Types

Technician Auto Assi

Helpdesk Customizer

Incident Management

Problem/Change Management

Service Catalog

Project Management

Discovery

3

3

Users - Technician Auto Assign

| Enable Technician Auto Assign

Select Tech Auto Assign model
Round Robin
® Load Balancing
Execute when a request is
® Created
Edited
Created and Edited
Apply Tech Auto Assign while creating requests to
® Unassigned Requests Only
All Requests

Assign only to Online Technicians
@ Exclude following technicians

Technician Name E-mail
R Bogomnd 16606 -

| Enable Exceptions-Requests matching following conditions will not be auto assigned to technicians.
Column Name Value Match

Category ¥ is | "User Administration’ And

v

< Previous

Color

(ob.

Next >

53¢ ™I5GH MO0

T

Note:Currently operator precedence will not be considered and exception criteria are evaluated from top to bottom.

Save Cancel

Bobsbo 55.
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2.2.1.5 dbs0qs3g®olL Lo@gdol ImMgdol dmEryEols 3MbBOYMESEOS
»Helpdesk Customizer® - 9bs®©sFgMolL LobGHgdol dmGygdol FMmEwEoEsb
05353065302 M0MM®  obgmo  FBIMOFIOOL  3GMEgldo  AsdMLaygbgdgwo
©IAHOWI00, OMAMOJIOFS:
e Category - 06300963H900L/gMH30LvE0 IMPOHBM3LYBOL 353 JMMH0JOO
9439-35393™60900, MHMIgms  dobgzoms  99g3dergdo  Jgdmlivyero
dmmbM36900L F0bs5OLMOM0Z35 WINFIRBJOL (0b. bobsbo 56).

Category List

Users
Helpdesk Customizer - New Category New Subcategory New Item Delete Import from CSV Add Quick CSI
Note : Inactive record(s) have been marked in grey color. [ Edit option can be used to activate the record.
Status
Category Description

Level

= ERF 3madtigdo
Mod

@ IT 36mgdogbo
Impact

™ s330500Mgwme Habaymynas
Urgency

= oBEHyBEIAe
Priorit

= Sghonghonme Hudiogs

Priority Matrix

Request Type

3HmgMeume Tobgmyngs

£ + - - £ + ¥ &

@ Gaerggeto
Worklog Type
Joaueo sdsho@eho
Task Types -
Bobobo 56.

e Status - 0b30©IbEHYOOL/LgMHZ0LMo  Fmmbmgbgdol  LEGs@mLgdo,
OMIMoo3  ©oy39b3sMgds  Immbm3zbgdol  3GMMmaMalol  dgRsLgdsdo,
3oMHm35d0 O 3MbEGHOMETo (ob. babsbo 57).

Category Status Name Description
Level £  ®adbozmlity dodsgtgd oo Running g —
Mode & S6mgldo . Runnin g
Impact [ Bhoegeowe Stop —-—
Urgency @ s . Runnin g —

riorit (] [ 3sbubol dngomeeable Runnin g f—

iority Matri i [ dgsbgds/sbxgpode . Runnin g

quest Type Completed
Worklog Type [ webghowe q pl —
Task Types [

Template [ ] [« 2ombigbormos @sbsbose —

Bsbsbo 57.
e Level - 0630096@0L/LgH30bo ImObM3zbol 3MB3wgdurH@MdOLS ©s
LoOHPMEEolL Jgbogsligdgero MbYgdo, HMIWgdog LsFoMms Jglsdsdolo
3390930353000 (99603mLoL godmbogmas (ob. BobsBo 58).
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Organizational Details 3
Add New Level Delete  1-40f4| | Show 10 ¥ perpage

Name =2

Helpdesk Customizer -
1 emBy

Category 2 coeobig

Status 3 omiy

[N E EUR B

Level 4 omByg

bsbsbo 58.
Mode - 0b3oab@ob/Lgmzolmo dmmbmgbol domgdol  Fystmgdo,
GOdwomsg  dgLsdwgdgEos  MHMI  oLsMYJOW™ML  AmIbTsMGdgEds
15300bol x30JLBOMYIOL MM (0b. BobsBo 59).

Organizational Details

Add New Mode Delete 1-40f4] | Show 10 v perpage!

Users »
Name 2

Helpdesk Customizer - .
oaddfebare grlbd:

[y

Category 308-3300@ol gmeida

Status mbenant Bgme

[E T Y

Level

Lagommymmbe Bufio

Bobsbo 59.
Impact - 06oyb@ol/LgMzolmwo dnmbmzboll doBbyliby bgyozwgbols
d9LoxzL9dgo  LoBMIGd0, GMIgEms LTS GdOMS3  TBIOSFIOOL
X3RO0 99990l 33M0MMOEHIGHML Lsgombols Ima3s6m9ds (ob. Babsbo
60).
B AddNew Impact | Delete 1-30f3]

Note : Inactive record(s) have been marked in grey color. [ Edit option can be ust

Bobsbo 60.
Urgency - 0b30©9g6@g00L/LgMzolwemo  dmmbmgbgdol  aosdmols
LoBdo®ol  Jgloxsligdgero Lsdmdgdo, GMmIgwoi dglsdergdgwos ™I
dommomml  dmdbdoMgdgeds  Ly30Mbol  IBOJLOMGOIOL OML s
50b0dbml ©599bs 9hJogds Ls3ombol dm35M9ds (0b. Bobsbo 61).
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Add New Urgency Delete  1-4of4] | Show| 10 ¥

Name 4
[4 @idaroo
Bugouemo
LsbfAagm

LsBmagnm

Bsbsbo 61.

e Priority - 0630©096390b9/LgM30Lwe  dmbM3bydby doloboFgdgwo
360MmM0G9BHJO0L LobgMdgdo, MHMIgms Lsdwsmgdomsg dglsdergdgwo
096905 06330009639g00L s LyM30LIEmo dMPbBM3b6gdolL FoOrM3s MBOM
dmgdboo s LGRS (0b. BobsBo 62).

Add New Priority Delete 1-30f31 | Show| 25 v | perpage

Note : Inactive record(s) have been marked in grey color. [ Edit option can be used to activate the record.

Name % Description Color

(4 wdsmo s@3MbgdL obmogool |

(4 B0 339Fbgdl BoBEgLL —

7 Ladmagee 3B0sbgol LgMgall |
Bobobo 62.

e Priority Matrix - 360m600@&93gool 53GMI>@G6Mms@ gobloBmzMol Liggds,
Omdgwdog  dmbsfoergmdl,  OHmgmeE dmdbdoMgdeol dogh
3000mgdo  1o30mbol  dM35Mgd0L  LEbIMZgo O™,  SbY3g
Logoobols  d0Bbglbg  o3amgboll  ©@mbg.  BmEgdMwo  FoGHBoEs
53395356905  53BMIdEGHMMs© F03560FMmm  Lo30mbgdL  3MOMMOEGHE0,
[obsbfot 4obLsBL3MMEo 3G0bE030m (0b. Bobsbo 63).

Define Priority based on Impact and Urgency

Impact @sBowo Bsrsemo Lalifome: baBgsemex
©3BsE0 B0 LaBosenes Bsgsemo et
Bspogro Bopsmo Bogogmo Bapugma Bapugm
LsBrybean LaBosane LaBrysene Booan LsBaume
All Juest 1 teck 0 override the Priority Matrix
Bobobo 63.
e Request Type - ULsgoobol GHo3gd0, OMIgwms  Jobg30ms3

3963L5B3M0300 3MB3OYEBHMIWO®© S G030 Lozombo sROJLOM©s ©s
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30Lbmob  090dergds  2oodoledommgds 9B Fodoa®ads, 9139
393305003003 L530bgdOL FoMrM35 (0b. bsbsbo 64)..

Add Reguest Type Delete = 1-40f4] | Show 10 v

Name 2
obgmfdsgomeo Gomboghs
nbgoegiin
Lgfizgobmemo donmbmabs

B3TOYds

Bsbsbo 64.
Worklog Type - 06300096@&gdb9/bg3z0b9en dmmbmgbqd®g sbodxmewo

©OMOL 303900l 25d0x 365, FonBY LMK MO EOHMIOOL (350039
G0390d0 50m03b3zs, MMI Mi®Om dndbowosw 3sfoMdmmm MHg3memEobyo
(0b. Bobsbo 65).

Add Worklog Type Delete  1-40f4| | Show 10 ¥
Name &

obamfdsgome dmombmgbey oabifiyemmo ofin

obzogegBib) ibsfigmmo oo

Lgfigobugen dmambegBsb) @ibafzmomo oo

B3Emogngdsby sbifmwmn o

Bsbosbo 65.
Task Types - bo6s3FgHoL/LodOMgdGHM Logombol GHo3gd0, HMIwgdoa
80035396 Lozombols 53853900l LomEbeols 303w0ol 3033mbgbEgdL.
om0  259MYy9gbgdom o300 FoMGH0305 FgRsLYds, v Lsgombo
Gdgo Bobogmabem 30300l 3m33mbgb@do 9MHm0sbgds, Mo Ms30L
dbcm03 5350GH0390L Job odwYFs39dL (0b. bsbsbo 66).

Add New Task Type Delete 1-80f8| | Show 10 ¥ perpage

Name =2 Color
[z sdstudmdol ReBeggegde/dn30m0be
4 30
©538035
@3BafAas
0Bl a0/ 5BoBLEamsE0s

BabEofgds

Tomoligds

bafgahgdol asLFeegds

Bobsbo 66.
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Task Templates - 206396 9ds0 b300bYdOL GOJBOMGOOL GO
399mloygbgdgaro/dglsglbgdo  Fodembammo  gm®dgdo,  OHMIGEmS
©bH3sM9d0mMd3 930609 LBoLEBHYIsAo Bsgombol sds@Hgdol O™ (ob.
Bsbs®bo 67).

3 New Q| @ 10~ | 1-30f3
Template Name Title Status Group Assigned To
VPN 30 3049802 VPN-L oo Bo... g prdostzomme
ob@ayMbaao 20 3047500 0BAZHBIAL @05 0 390 3mdosBzngmo
Remate Connection 306 3ogobgd Remote-L oos PO pawes pmdosdgome

Bobsbo 67.
Task Closing Rules - Usgombol @osbdzol {obgdol 3mbgoawmmotgds,
OMIJWoS  IHTsMGOOMS3 3930t gd  353MmBBHOMEM® ol F0o356M0
39dBHMEO00,  OMIWIO0E 930 IOO®©  bS  AS0mM35¢obobML
A99603mL3s b30bOL WIHKYOZ0L EML (0b. bsbsbo 68).

Mandatory fields for Closing Task

+/ Estimated Effort +/ Group
Priority «  Owner
Scheduled Start Scheduled End
< Actwal Stant Actual End
Task Type Description
Comments +/  Worklog

Additional Cost
Task Completion Status

Consider selected status(s) as completed status for Tasks. [7]

Only Closed status of task will be considered as Task Completed status

Bsbsbo 68.
Notification Rules - UobGgdsdo s6OLYdMer  g3zges  dmenby
99Hgm00693900L  202H5360L/458m@GHsbol  Hgbgdol s  Bm®IgdoL
3Mb6%8309MM5300, GMIGoE ©IR39HTMGdS GMI LsFoMm MM, LsFoMm
560369000 293303 bM® LobEgdsdo Fglsdsdolbo dg@Eymdobgdgdo
(ob. Bsbsbo 69).
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Bobobo 69.
2.2.1.6 063000963900l s LgHZzoLmEmo dmmbmgbgdols dsmgols dmyemols
3Mbx0gM™Ms305-003bgMy3s
»Incident Management® - 0630©96&900L/gMH30LvEo dnMbM36dOl strmngol
dMEME0Esb  ©i353mbgoaMomhm®m  0b30abEHIdoL s  Lg®zoLmwo
dmmbmgzbgdols  FoMmz0Lom3z0l  LoFoMm 99090 BbJgombocrmémo
993gbBgdo:

e Incident Template - 0b630096@9gd0L/LgM30LMwo dMbM3badolL Fbs
3obUb30390o  FodwMmbM®o  FmMIGd0,  OHMIGEMS  odmygbgda
d9Lodergdgos  bdoMmo  2obdgmMgdso  Lygzombgdol  LoliEgdsdo
dmgdbomo LBaMYROLEAHMIEOM®, HBgEIgEHO0 OHMOL sbsMX30L A909TY.
450 MmbmM 13m®3d90do §obolifot 993900 olymo
©9YBHOWYd0/39gdo,  OHMIwgdog  fobolfszg  3bmdowos o
9mdmbMm3b0lm30l/absMmFIO0L xR0l §93M0LM30L 2530w gd0m
domGH030 @5 LHMsxmo bogds Lsgombol LolEgdsdo M9gAOLEHMSE00.
d9L5dgdg0s gOHO  FodEMbMOO BMOToL MmO  goblbgsgzgdmwo
3960boolb  d94dbs,  OMI  IMZMYMO (390 3IMWO©,  OMAMOS
dmdbogdgenls, slgzg DML FIMHOL XQMBOL 39gdbozmbls.

V' $99503mb0obL bgsgs (ob. bsbsbo 70).
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uuuuuu

bsbsbo 70.
v 9mdmbmgbol bygs (ob. bobsbo 71).

uuuuuu

UUUUUU

uuuuu

Bobobo 71.
v Lobn8580 B¢ F5dermbydo (ob. BsbsBo 72).

guldo QIGASugun gengdder
2e0pPgun pendder hersuw

o reuplity - s

BurfDop el w
o
o
1
g ouoplile s
sibas: D by 2haisw
S peecubpion Ceo16g gh 2p0m [0 ednserst
asi dem JsubpEe | 4 Cratownse Carsiod rakons
\uciqsus wausdswsuy - ucigsuf 1slbjars < >

Bsbybo 72.
Field and Form Rules - bbgosbbgs 858mb6Ho 3m@Mdgdolomgol s/sb
50b0dbm  Bm®3gddo  sOLYOIMEO  39gdoLom3oL  LoFoMmm  Falgdol

3999430690, dmEgdeo gbgdo ©39bdsMgds MM 3b6309E o
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1393030300056  259MmAEObIMY 9BIJHWMI© 305OMM®M (o8Mm3560bMmm,
©305Mmm,  9ME0Egdgw  dglogLgds  39dgomm,  d035b60Fmo
96003690mds s bbgs) odeombmmo gmMIgdo s dsmdo Jdgdsgswo
39w9%0 (ob. bsbsbo 73).

Fuke Condition Action Templates

Bobsbo 73.

e Incident-Additional Fields - 0b30©9b3gd0ol/LgMz0Lbv)ero dmmbmzbgdols
35 850mbmMo BmMIGIoLmMZ30L ToEHJO0MO 39gdol FoBLEBOZGY,
OMIgwms  EsbdoMgdomsi  Fgbodergdgwro  0gbgds  Lbbgs  LoFoMm,
535390000  0b6x3MmOT>3000L domomgds FMOIoLb  Fg3Lgdol O™,
O3 8mdbdoMgderobl, 15939 ¢9dbozmlol dog (ob. Bobsbo 74).

Incident Management - Incident - Additional Fields < Previous | | Next>

© Add Field Total Fields (1) Text(0) Numeric (1) Date/Time (0) Decimal (0) | Common fields (1)

Name API Field Name Type Description Default Value Column Name [=Y

T o ®  Beopguegdob e (o) udf_long_27 Numeric - - UDF_LONG1

Bobsbo 74.

e Request Closure Mode - 0630©963900L/LgM30Lvo  dmmbmgbgdols
©HOH30L J0HBYHBMBM030 GodBHMEMGO0, OHMIGms 459mygbgdsa 9o
39933063509 bol 3mb3Mg@Ewwo bs3zombols sbmMzol 4sdmadf393
doBgHgdL (0b. bobsbo 75).

incident Management - Request Closure Code

Add New Closure Code Delete | 1-50f5] | Show| 10 v | perpage

Name 2
Bomeszos bz Smowendn
Boesne mdbdsfigdemol Bogfh
Bowddcos Smabdsmgdmals dogk
[« 30 Beibgboos BgbBmeaghs

4 Bgbfmeenod Fudadgobom

Bobobo 75.
e Request Closing Rules - 06300963900L/LgM30LMEo  dmmbM3bgdols
©HMOZ30L OML QoL Z5¢oLH0bJdGO 530 gdIWO F0OMIYOO S
Dobgdo,  OMIgems  FobssMLMdOOMBIToE  IMOsHBMYGOS  dmmbmzbols
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©HYOZ0LomM30L  LoFoMM,  SMEOEgOSE  dgleglado 39w gdoL
30000mgds, BO30MbOL  IBNMMZ0L  EOML  BESGHMLBOL  533MIsGHYIMO
33X0g0s,  LBS3oMbOL  93GHMISGHWMO  IBNOZoLMZOL  LyFoMm
306MdJO0L A5BLEBOZMS s b3S (0b. BobsBo 76).

| Details
Mandatory fields for

or
use .
@ rorreque: with a life cycle, define the mandatory fields in the respective transition.

e

W Mode Level
e @ oow
inci ¥ category
Fiel W Subcstegory
o & rem
. W work Log 4 RequestType

Urgency Impact
W service Category Associated tasks should be completed
W Brpsgdol e (bm)

‘Confirm User Acknowledgment

ting does Nt apply for 12quests with a e cycle. Far such requests, configure this s2tting in the respective transition.

imegrations 4 ® Manusl ciose Automated Close

Bobsbo 76.
Resolution Template - 0630©96@¢g00lL go@sFMOL  @OML, Abs3LO
39FM0L  aBgdol  F9gdmbgzgzsdo  AsdMLoygbgdgwo,  49oFMHOL
9900mEod0oL  Fodmbgdo.  5©0bodbmmo  odermbgdol  godmygbgds
dmbggds 35806, MHMELsE 396d9MmMgds0 0630096EHIOOL oo FMHOL
©OML, LoLEYISA0 EIBETSBHIOJo 046905 0oL  gosFMol  JgoMmo,
O0mdgdog LdFoOMS 5OHIOHML M) OHMYMO/OS gBo0/Ms BYoMEO’
39050365 0630©gbGH0 s J98™ad 53 90MEIOOL JOHOMOLOMIO)
090496905  3m©bol  d5Bs, Lys3g  B9Jbo3MULL S  ILFOMEIdS
39005300l 4Hgdol dogds bgoglo 0b300096EGHIOOL FooloFMgws (ob.

Bobsbo 77).
Incident Management - Resolution Template < Previous | | Next >
Add New Delete | 1-10f1] IShow 1 v perpage

Note : Inactive record(s) have been marked in grey color. [# Edit option can be used to activate the record

Template Name Description Created By Created Time

£ VPN-ob 36mdemgds 1. 300-dfmer ooyt Sgamams VPN- faemd administrator Apr 20, 2020 02:25 PM

Bobsbo 77.
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Reply  Template -  9m3bdoc9d@qd0Lm30l/dmImnbmzbgdolimgol
3oLOaB360,  2ob3gMmMgdsEo  Lo3slbm  FsdMbmMmo  gmMIgdo,
OMdgms Hobsbfo® 99dabsz dglodergdgeos. FodErmbamEmo Lodslbvygbm
13Mm©®3dq00L 259mygqbgds 9o 9x89dGHMOL bols Lsdwmdsm 3OHMELL o
59(30690L b FIOMOL X AMBOL Lodwydom ML (ob. Bobsbo 78).

Incident Management - Reply Template

Helpdesk - Reply Template

All Templates ~ Add New Q 10 = -30f3 Show inactive templates in the list.
Template Name Reply Message
3obegen ©sp3OHICm Dear SRequesterName aobrgo msaz0Ha3me Bborsdghab Budyby - Regards System Admin Team
@adag00m0 0bamAdsgnok dnobngts Dear ) 9 ... Regards, System Admin Team
360bH0b 3nbBORHIGOD Dear , 3605OI60 3! en0s, garboge B e Regards System Admi
Bobobo 78.

Custom Triggers - 36MMa6M58060900L 9wgd9gb3gool  4sdmygbgdom,
Lob9dsdo d90mbvyer 0630096 B9/ Lgmz0Lvyem dnmbm3zbsby
30b6309H o 306HMdgool  dgdmfjdgdol  Igdmbgzgzsdo,  Lbzowolibgs
9tJ0990900L gobbmM309egds (ob. bobsBo 79).

Incident Management -
Action Name: | L goonbob 55(m3s@ o gb@sdobidshends
Incident Template

v | Any Time

IT 36:m09@gdol SburiaFatob xan@e ¥ and v

aaaaa

aaaaa

Bobsbo 79.

Chat Settings - LoliEgdsdo, BgmOL 356539EBHEMIOOL 3006530305, Bgodo
399mbmero 993gmdobgdgdols doOmmzs s Mmbwsob Bgmol godmygbgds.
5060360 3Mbd30mboerols gsdmyggbgds 5856 EH0390L ImabAs69d)Emb
30016035309 ©@o FgBO®© 9BIJAHMGL bol Lsdmdsm 3OHmEgLll (ob.
Bsbsbo 80).

100



Bobsbo 80.
Request Life Cycle - 0b30@g639d0L/dmmbmgbgdols Lsbogmabarm
303wol 894965, L3 ©IGHIWMMOI© Mol bsB396gd0, oY) 6o
3 BoL/LGHOGHMLYOOL  96308EY3MMBLL ool Lozombo  LobEgdsdo
©5830JL0MJO0IB-IbMH350Y. d9L5dgdg0S 2960LsBEzOML
390330035y 3MOIBX),  OMIMOF  FIWIIIWO  TodLMBYOO
RMMIGIOLIMZ0L, Y39 Y39ws Lsgombobsmzol (ob. bsbsbo 81 o

Bobsbo 82).
Incident Management - Request Life Cycle < Previous | Next >
Active Life Cycle ~ New Search 1-10f1 () View Demo
Draft ofigomaBBydols BsBmzol Lobogmabenm 03¢0
No description available
Associated Templates: Default Request, 3moBgfols 36mdemgs, ERP-80 sgdmfnbsponk 36mdamgas, Bxmbol 3Hndegds, 3mmsgosdfol SHmdumgd
Bobsbo 81.
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0BonbAndol Bammaol babogmabem gogeo

——— Open ——¥
— tg ——
‘ .
L
0RgF0... o
’ Resume ——
. . X A -
R
Y
Fmggidn
Hala |
. Reaol ve e Work
¥
© Bt .
:::::
oe

Bobsbo 82.

Business Rules - 00%bgl-glgool  3mbxgoam®ssos,  GMmIgeros
37100 lbdMdL dgdmleo 06300963900 s LyM3z0LwEo Jmmbmgbgdol
625609056 0y, GMI O MEwEIL FobLLBVZOMWo Bmddggdgdo.
50b0dbmeo  falgdol  3mbxroyMMsE0s IA39bTMGdS, GMI TbMmEME
LoFoMmM bsMHOFIOOL XyMBL 25dMmBBIL 30630 9E o 383560006
d99mbero, 306360930 395G gamOool  dmmbmgbgdo, dozs60Fmm
3mmbmgbgdl LEAOGHWMLYOO @S Lb3s 356539 BHMYO0 93GMBsBHEs (ob.
bsbo®bo 83).

Helpdesk - Business Rules for = Default Settings

Add New Business Rule Organize Business Rules || Actions ¥ | 1-30f3] | show 25 v |perpage

Rule

RN al pport” AND Subject contains "s3sfsdey@s"
= N Move to Category "s3sfodmfomsn nbigamynas,Set Urgency as "maturmo” Place in Group "sdxudnfiaoo slfubzgeynmol 5M0mde 8ol
xpmEo”Assign to Technician "agems pmdnsdzoeme”
0B @Bl 3Hedengds
s % & Subject contains "ab@yBéade” of "network problem”
Move to Category "o6@gRbade’ Set Urgency as "badsagen’ Place in Group "flgennfo 3Hmdegdgdol xamso”

36aBRIGOL 360dLrEs
N Sender is "tamuna khvedelidze" AND Subject contains "3Gnb@gfo” or "printer”
“ %@ Set Priority as "aBrsqen’, Place in Group "s3sm3gfamo wbmnbizgms 98380l 2mme”,Change Request Template to *3H05@mal
3BeRdeds”

Bsbsbo 83.
SLA (Service Level Agreement) - ULgM30Lol ©@MbBoOL Tgmsbbdgdgdol
5353909, OMIgdo3  49dmoygbgds 03 dobbom, ©®mI LgMzoLol
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dofimegds  29bbmM3090gl 03 306HMdJOOL  Fglsdsdobo, MM
dmbdomgdobmzol  LoasLbomgdmE d60d3zbgwmgsbos (ob. bsbsbo 84).
L9gH30LOL MBOL Fgmsbbdgdols doMomso bsfoergdo gbgds:

1. b, @Ol BsGywgddos «bs dmbgl dmdbdsmgderols doge
©5830JB0MGIM Ls3oMbby 300390 MYo0MYds TG FHMOUL
X31530L 39gdbozmbol 3bM0sb.

2. ©@OML, GMIWol  FsMRwgddog MBS A9I0FMHSL  Lszombgdo
b6 F9MH0L xR0l doge.

3. gb3sEs3ool  Mbggdo, GMmEOL s 3oL Mbs  dovz0IL
39)9md0b9gds 306:d700L MM3930L MOMBDY.

Helpdesk - Service Level Agreements for | Default Settings
All SLA based mail escalations : ENABLED Disable Escalation

Add New SLA Organize SLA Delete | 1-30f3] | Show 25 ¥ |perpage

SLA Name Resolution Time Response Time
[« Bupsgmo SLA 0Days 1Hrs OMins 0Days OHrs 20Mins
[ LsBmseom SLA 0Days 2Hrs OMins 0Days OHrs 30Mins

4 @m0 SLA 1Days OHrs OMins 0Days 6Hrs OMins

Bobsbo 84.
2.2.1.7 36:0d¢gdg00L 05 (33¢00¢98980L 3560030l ImEwyemols 3mbgoymGEos-
bgM3s
~Problem/Change Management® - 36OMd93g00L/33E0Egdgd0L  JoMm30l
9 0Esh  ©I353mbxoaMGoMmm  89dgao  LsFomm  Rwbjzombscrmémo
99d9bBHgdo:

e Problem Closure Rules - 36GMd@gdqdol GHodol Lszombgdolsmgol
LobB9dsdo EobM30L  Holgdol gobloBEzms, o3 2Eolbdmdl 0d
SM(30E939I0 39900l 3680y MMS30sL, MMIwgdoi LsFomms, G™J
3903Lmb/dguMegl 3OMdgdol sbM3z0Lm30L (0b. babsbo 85).
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Problem/Change Management - Problem Closure Rules < Previous | Next >

Mandatory fields for Closing Problem

W category

M Solution >4 0ot Urgency
Priority impact Services Affected
Asset W Associated tasks should be completed. Warklog should be added

tional Rules (Selected rules will be listed for technician to decide on what to be done after closing a problem)

Bsbsbo 85.

Change Types - 33wogdol 303990, OMIGEMS  IHISMIOOMS3
393dcn9dm 3939935Lmm (330wgdols Lobgmds/060d369wmdols
©Mby/go3wgbs  d0BbgLBY s 93dwmm (330 gdgdol  39EOE
989G BoOmM3s. (330 gdoL GH03930 ©39HMGds Fg35535BMm
©LEHMOJOOL  LoFoOMPdSE, MOMIJEoE  39olbImdl (3300w gdoL
F9LolEIMEgdws, dgaLOEdgEo 3335600l FBGHOEIL godmymagowmo
590G MMdgdoL B0ge (330 gdols Jgber¥Egdsbg FbstrsFgMol
X29IB30Lm30L M6HIMBOL Jo39dsL (0b. bsbsBo 86).

Problem/Change Management - Change Types < Previous | Next »

E3 Add New ChangeType Delete | 1-40f4] | Show 25 v perpage

Note : Inactive record(s) have been marked in grey color. [# Edit option can be used to activate the record

Name 2 Description Color
[z  Wodgiyrmmgso Gamowds 343l 800y iamEs dobholby, Imombmgl Malnlgbol oy o8 b3FofHngdl @s ...
[+ Bbbgoeo gaTroTgds 3eJal Bugdeo g3gmgBs Botbglitg, dmombmgh BabRbgdol Bsgie AsBmmernbsl @ Lot —
[« BnM) pacowgds FBrydobnemn, sdgb oo aegungbe Doy, o Brmoombrgl uwsldfgdol.
[« Lasbostdmomo Gamogts Grydobyeme, sisb idsemo gigeaghs BoBbglby, 36 dmnombmgl Eiwsbhfgdsl

Bobsbo 86.
Risk - (33wogdol  gs6bm®mEogagdobsl  golomzswobfiobgdgwro
dgboderm  ®olggdol  Fglogsbgdgwwo  mbggdo.  33e0gdol
996G qds9Yg MoL3gdol Mmbol 39bLoBE3EM doerbg
9608369035605, MM gLErIMEgdol 3GMMEgLd0 dbIMOFIOOL X ARDs
d9dmb H0L3Jd0L 6306 5G0YdS (0b. bobsBo 87).
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Problem/Change Management - Risk

Add 1-30f3]| | Show| 25 ¥ perpage
Risk List %
©30¥mOo Hobzgdob Eebol G9dzzimmo Eaemomyds
Bapasemo Golzgdols mbols BJ3Eago GaErowegds
LsBgsenc Gobzgdol ebol By8azame gawmewds
Bobsbo 87.
Reason for Change - @33womgdol doHgHgdo, 6oz  60dbsgL
dmdbdomgdol  dBOOIL (3300w gdol  Fodmfiygdol  JoBbmdGOMdOL
99535905/@oYbsL. ) F9g3dwgdm  35A0bM™m  (33E0EgdOl
Po0mfygdol  yzgwsbg bdodo dobgbgdo, gb  ©oy3gbdocYds BT
350563MMo MHg3mOHE0ba0 Moo Mo JoBEMIMOMdL gaLobMgds
439wsDg bdoMmo dmabdscmgdegdol doge dmmbmzbowo 33w0wgd9gd0
@5 d9L50530LO  LEAMOEYROMEO BIBOX OO OZLILM®, OMAMME Sboew
36M™9d39d3do, sLg39 B FJMHOL LgM30L9dd0 (0b. Bobsbo 88).

Problem/Change Management - Reason For Change

Add 1-60f6| | Show 25 v perpage
Reason For Change List 2
3pdmdsdmfo gabibemgdgdol Brdatogs Lghgobgddo
36bgdmero byfigolydob aababeagds sbae Gfiecneyoshy Eigndigton
3630 Lgfigobgdols Bnmboghs
360EmIGemEndal B bykgolgbob a38mngBadomn
laghHobergdob babeshdtt) Eigndbpdamoe s3dmdxdno gbabemgdgdol dndihgs Lyhgolgddo

bagBobegdol besbostogoh sBspegds selgdmen byfgobyddo

Bobsbo 88.

Change Advisory Board (CAB) - d6Bg39w0 Loddmlb d94dbs, HmIgedog
3m05BGYds  LBbgoolbgs  LoFoMm  MHMEol 53056900l xR0,
OmIgdos  9b3se9d006/M93m30bszosl  fig396/6MRg390L  sdarg39b
33093900l dgbgxgMlL, I LHMmGs F9oxgolml, I93MOMMOEYGHML
S Q930MmL  33c0gdgd0.  LsdFML (936900 TgoMbgz056  Tomo
9db39OGHMEo  250MEEOW o >  d9LsdgdIWMddom, BT
5009339¢) M5  99ox85bMb  33e0wgdgd0, MHMYMeE doBbgLoL, Sbg3zg
&996031960 AbOOI6 (0b. bobsbo 89).
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CAB List
New CAB Delete | 1-20f2] | Show 25 v perpage

Name
[+  Bsveno Aobzol 383000 gaeroregdobol CAB

¢ LsBmsene Hobzol 898530000 gaerogigdglol CAB

Bobobo 89.

Change Roles - 33c00gd0l dgbmramgdols 3OmaEgldo LsFoMm Gmegdo,

OMIgmom30Ls3  GgladEgdgos 06030 MMHO  MBEGdJOOL
39bLOBEZMS  33¢0qdoL FMIOL FoMyrgddo, Gog ™30l dbMog

31olbAMBAL (330 gdol Lologmabam 3o3wol MmommgM 93s3%Y
dbmem© bgzol, Mgogd@0Mgdol b ©oILEHWMMIdOL  MTBEgdGOOL
90b60390sL, 96 yz9ws Ma3egdol doboFgdsl 9HPOOMMWs© (0b. BobsBo
90).

Problem/Change Management - Change Roles

Add 1-gofs| | Show| 25 v |perpage
Change Roles List 2
CAB
GaerowgdpRol Baxate
gaeroergdol @adesldnmdaee
GaEmoTedel dndnbogbo

GaEpowdel Bgusadoa

o3 o Gop! Bogerob B330BOHOEde
Garewgdel Aobdafe

GaEromdol Bl yengdyee

Bobsbo 90.
Change Stage - 3300@gdolb LaboamEbwm 303w0l 9393900, MMIwgdos
Mbs  2005MML (33000053, ®MmI  Bo0mZ9¢ml  FgLM)EgdMYES.
939990 9@93990L L gd00 F93dgdm F93583BMD (33XP0EGOOL
LOHMEo Lsbogmabwm 3030 s do393zgom sl 9Be39dol  Fobolfo®
39bLsB3OME0 M6F0TEI3OMBOM (0b. bobsbo 91).

Problem/Change Management - Change Stage

Change Stage List 2
©3a509300 30
©3ELGDHROL ads3e
@83063%0b g0
@ibigol 9ss0
Babdotgdeb pgale
BglGgengdols gA3o

Bobsbo 91.
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e Stage and Status

00mMJMN  9BHS3DY,

330 gdol  Lsbomabwm  3ogwwdo  dgdsgoq
33ogdsHg  dobsboFgdgwo  dglodgrm

BAHOGMLIOOL  3MBYOBMOS305,  BMIgwog  LoTMegdsls  dmy339dL

915399BO© 305MMM™M (33¢00gdol Lollogmabarm 303wo (ob. bsbs®bo

92 s bsbsbo 93).

Stage and Status

STAGE1  qsgzopmBob ga3do
@3sbanhobshy Fhepibocro
Goggbeao
GembogBorro

Ogmgero

STAGEZ  pipgpfgel gl
hmGdo
PhymEoro
@3339B0mo obemHligook biJoGngds
@3b330bdIE F3h@agborre
@ISR

STAGED  qabmgdob gasio
st hgdol Bownpolda
@MpsbyIBgBIeo

PhHymgorio

GEL  Fgbmengdol jaedo
@3bgIRob Bmgumpoiio
Bt
hmgohdo

Ahohgdaeo

STAGES  agbdogdob 9dio
FHBgIRon eIt Ie
TED0OENE @IbEerere
3heggkde

STAGEG  (pibmgob gapso
DHfigmgoeo
Lt
36magdo

Approve

Approve

Reject

cancel

Complete

Bobsbo 92.

Complete

Fail

cancel
Complete

Close - In Progress

Bobsbo 93.

e Change Workflow - 33c00egd0l bologmabam 30300l 3mbyoxm®saos,

6MIgog dmo3o3L Yzgws gBedl s oMy g@s3do 89dsgow

LEAHOGMLIOL.  Lobogmagberm  303ol  3mGdJimey 430830690l v
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M0dgwo  9Bs30sb, Mo dmddggdom, Mg 9BHI3HY 2030
33X0g0d S MHMIGE MHMEL 9593036905 Fglsdsdolo Fg@ymoobgds
9.30bEHIBY (0b. bsbsbo 94).

BsbsBo 94.
Change Template - @33wogdol dgddboloogol  LoFoMm  dbo

3oblb30390o  FodWMbMmO  BMOMTIgd0,  OHMIGEMS  godmygbgdsg
d9L5degdgos  bdoMo  gobdgmEmgdo®o (3300w gdgdol  LoliEgdsdo
dmgdboo LagRoLEBHMIE0M®, BgEdgEH0 OMOL sbsMx30l A569T].
450 mbmM 13M©3d90do Pobolfot 393L90)C0d olymo
©9AHOWY00/39wgdo,  OMIAgdoi  obslezg  bmdowos o
8m3mnbmgbolmzol/Ibo®moFgMol  xamMxol  F93Gol;mzol  2o30wgdom
350030 s LHMsxgo bgds Losgzombol LoliEgdsdo MgaoLEHMsEos (ob.
Bsbo®bo 95).

Problem/Change Management - Change Template

Add Change Template Filters | view All 1-40f4] | Show 25 ¥ perpage

Name 2 Description

Emergency Template

WorkFlow SDEmergency

General Template (Default)

WorkFlow SDGeneral

obgatdsgook faendsty 3yboowess

gabigols sgmBxdo pslibegds

Bobsbo 95.
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Change Closure Code - 33¢00¢900b ©H)H30L 89092900 ©s doBgbgdo.
©5339b3569ds  ©35PObMm G5 oBYBom IObMMS (33C0Wgds s
39358358Mm» 99009900 (0b. Bobsbo 96).

Problem/Change Management - Change Closure Code

Add 1-40fa] | Show 25 v perpage
Closure Code List
©30bf: EyIEILGDOIReadol Tpegse
©30bf PAgegob e
@30bas Ggfgfdol Tyegase

©I0bn&s fohdadgdom @ibHmemgdob ypaie

Bobsbo 96.
Change Closure Rules - Loli#gdsdo (3300090930l sbwmzol faligdol
3obLoBE3GMs,  Mog gmMErolbdmdl 0d  9vE0wIgdgo 3910 gd0L
3Mmbx50aMOm5300L, OMIgdoz  LoFoMms, MmI  FgogLbml/Iglevyegls
330930l EsbHYMH30LIM30L (0b. Bobsbo 97).

Problem/Change Management - Change Closure Rules & Previous = Next >

Mandatory fields for Closing Change

@3d¢ 306300k gisda & category Subcategory Item “ change Type
Urgency Priority ¥ impact Services Affected
W Assets Invalved
0538830 930 » Roll Out Plan Backout Plan
Bbmeogdab gaeso Associated 1asks W worklog
should be completed.
Sobdofgdob gdsdo ¥ Review

Change SLA - Lg®30Lol Mbol F9msbbdgdgdol sds@gds, MHMIgdos
39900g9gbgds 03 doBbom, GMI E3wowgdol TG gds/dofimegds
396bmM 309 gLy 0d 306009000 d9L50580bo, 6HmI9ge0o3
dmbdo®qdeobmgzol 360d3b9em3560s (0b. Bobsbo 98).
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Problem/Change Management - Change SLA

New Delete All Mail Escalations | Enabled

SLA Name

Bagagno SLA
Criteria: Impact is "dapamo’
Resolution Time: 2 Days 0 Hour

badgaeoer SLA
Criteria: Impact is "bdwegan”
Resolution Time: 3 Days 4 Hours
adasgeo SLA

Criteria: Impact is "gosdsemo”
Resolution Time: 5 Days 0 Hour
Default SLA

Criteria: Not defined

Resolution Time: N/A

Bobsbo 98.

2.2.1.8 LgH30LgdolL 3s¢semyol Jsmzol dmEvyeol 3mbgoym™moE0s-sbyMags

»oervice Catalog® - Ubg®30Lgdol  353omaol  FoGmM30L  FMmEwE0sb

0535306530 M0M™0 89dga0 bsFoMm i3bdomboem®mo bsfowgdo:

Service Categories - IT ULgMH30L9gd0l/dMmLobmMgOgdoL  35¢JaMEMm09d0,
OMIgwms  FBIOOFIOLSE  MHBOMBIIWYmBL  mORB0Ds30s o
d9L50530b0  FHIMELFIMOL X YMBJdO. JOMMNO0WH0R03g FMALobMEGdSDY
dbsM©sFgMH0ol  dmbm3zbs, LolLEGgdsdo  Fgodergds  dgdmzogl  od
39bLb35390o  dMIBT>MGIdOL X ARJOOL IBGOIB, HMIGdO3
339 3MbxB0aMOH0MGdMwos dmdbIsMgdgdols dommzol dmomedo (ob.
Bsbsbo 99).

Search... Service Catalog - Service Categories
Organizational Details 3
Service Category + Delete 1-80f8] | Show 10 ¥ perpage
Users
i Note : Inactive record(s) have been marked in grey color. [# Edit option can be used to activate the record
Helpdesk Customizer »
Name 2
Incident Management »
[« Cash Management bolggds
Problem/Change Management > ERP Lob@igds
Service Catalog - [ sSsBednfnme 96niznmyngs

Service Categories 4 awdafnbowe gnlgs

 hEin
Service Catalog [« oBoMByHe

Field and Form Rules B

y #  3fmaHedmmn bk, &)
Service Catalog - Additional = O TEOTTIINT

Fields Lolda3s80 HoaoLEfsEns

Bobsbo 99.
Service Catalog - ULgM30Lgdol  3oBomyo, MMIgedos ImEIME0s

Doboliffot 45BLEBOZOMO 353)JaMOH0gdol dobggzom Ibsforgdmwo
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bgMH30Lgd0.  5bodbM  35BHOMal  AMIbTsMGOgO  goBmMm0ygbgdls
063096GH0L/yM30mo  dmmbmgbol  dmdbows @y LMexgs©
©3LOROJLOMIOWSE.  JoBOmydo  Fgdsgzoeo  MoMMIMwo  gMzoLoL
d9L53bgd0 BMOTs sOOL [obolifo® FMbToAMGOMIdMO, Gog 60odbogl,
M Bm®Isdo 339 993b9dos ol 39egd0, MMIgEms FobloBMzMss
fobolifo® Fglodergdgaros s FmIBTsMGOIEL 5006 LFoMEIdS Y39
390l d93b9ds (ob. bsbs®Bo 100 s Bobsbo 101).

Organizational Details » .
Active Templates - Search Services or Templates
v

Uszers

i
Helpdesk Customizer (& Cash Management bobaads (3)
N
Incident Management
- -
Problem/Change Management  # _.-*;-H.O ERP bobgypda (7)
Service Catalog -
v L
service Categories ¢ 3355 BB emEs (7)
P kJ
Service Catalog
i o F - .
Field and Form Rules ~ <] PR —
| s

Service Catalog - Additional
Fields

Service Level Agreements

Service Catalog - Business Rules

Project Management 3 .".“-;‘] BemBagofoms dabodo (2)

Discovery ]

Azzet Management g 'lzix-. IEmeamadmo THE6zmmImes (3)
Software

Purchase / Contract Management » Al bobdgBido BogobaHagos (5)

Bsbsbo 100.
g. geagdothebeo gabds (5) | E Add Service
gﬁ Bga6odol Godens

<] sbacro sbgaciodob ook

@ 0. gels Yol oBLGMBIFOs
o

Prcdy  daboeigdoh gstaggs
Bobabo 101.
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Field and Form Rules - 39gdol o 950¢ombmMo g3m®dgdol §olgdol
296LsBE3Gs (0b. bobsbo 102).

Service Catalog - Field and Form Rules < Previous  Next »
On Form Lead On Field Change On Form Submit
New Rule Actions ~
Rule Condition Action
%O G T seenene Category is “IT Beniage” Mandate Fields : Category , DueBy Date, Group , Reason

Subcategory , Technician

Bobsbo 102.
Service Catalog — Additional Fields - Lg®30L9d0l 35@Gomydo, bbgoslbgs
bgM30LgdOL  Tgloglgd  FMOTGOTo  A5TMUBOYgbgdgEo  sdsEHJOOMO
390900b A56LEBWZMS (0b. Bobsbo 103).

Service Catalog - Service Catalog - Additional Fields < Previous = Next >

Incident / Service Catalog Common Fields View List | A

Braggsfiglol @ (o)

Bobobo 103.
Service Level Agreements - 1930900l 3oGHomydo  sOIGdVM
19H30L90DY/FodEMbgdBY, Tglsdsdolo bgMgzolbol mbol 9gmsbbdgdgdols
2956LoBE3MS (0b. bobsbo 104).

Service Catalog - Service Level Agreements

New SLA Q 10~ | 1-20f2
SLA Name Fulfillment Time Response Time Associated Templates
SLA T 5Hrs 2Hrs [z 1 Template
SLA 2 2 Days 8 Hrs [iz] 3 Templates

Bobsbo 104.
Service Catalog — Business Rules - ULgMgol 3s@ocrmado dgddbogr
19gMH30L90BY/ 50 MbxdBY, Lbgoolbgs dB0BOYL-Haligdol 3mbgoamEs3os,
o3 37100 lbIMAL Pobolifo P Lo CRR oI Ze IOTy Tle! 30610390
390035¢00Lfobgdom,  FMMbM3zbslmsb 393006090 Lbgoolibgs
9tg0990900L gobbmM309egdsL (ob. babsbo 105).
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Service Catalog - Service Catalog - Business Rules

Service Catalog- Business Rules for Default Settings

Add New Business Rule Organize Business Rules = Actions ¥ | 1-10f11 | Show| 25 ¥ perpage

Rule

IT 36mdendo
EANNRCIN ] Request Type is gaeroengds AND Category is IT 36mgd@gdo AND Subcategory is 3edSsbos 3

Set Priority as "dsmsemo” Assign to Technician "g3a@ofoby 9gbbody”

Bobsbo 105.

2.2.1.9 360993 gd0ob 560030l dmemols 3m6x0MEMs305-sbyMags
~Project Management* - 36m93Egdol doO»30L 90sb
0535306580 M0MH™0 99dga0 LsFomm i3vbdombocm®mo bsfowgdo:
e Project Types - ol 36MHm9d@olb 03900, GMIgWmsg sdm30Y9bgdm
36099900l Jomrm3z0L 3OHmEglido (ob. Bobsbo 106).

Project Management - Project Types

Add New Project Type Delete  1-40f4] | Show| 10 ¥ perpage
Name & Color
4 bo%bgl 3hegdpgte ]
4 0bg®lgfaidafauo Sfngddgdoe
4 33unggomo SHagddode ]
I

SfmgFHudemmo mBfAmBagmymaol SHmnddabo

Bobsbo 106.
e Project Roles - 30mgd@do BsGomemo H™Megdol s G0 w9i3eqdgdol
3obLoBM3Ms,  MMIgEms3  godmz0ygbgdm  3MMmgd@gdol  srmzol
36Mm39Ldo (ob. babsbo 107).

Problem/Change Management 4 BBl sBaenodogelo

[w

[w

Service Catalog » ©03IErrIHo

AmBggdons Bubglol seBoBob@fodmo

[w

Project Management =
JMmgddols 99Bgx oo

[w

Project Types
Lobdadgdol sfdodgddEo

Project Roles
Gabdafo

Project Status

[w

[w

Bobsbo 107.

e Project Status - 03 3MGMm9JBHoL LEGHGHMLYIOOL FobLEDBWIMS, GMIGEMSE3
3990304969000 360HM9JE9gd0l Bsmm30L 3OMEgLdo (ob. babsbo 108).
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Project Management - Project Status

Add New Project Status Delete  1-4o0f4] | Show 10 ¥ perpage
Status name A Description Status color
Z adfRnme Projects Canceled _—
[ @ubohnmo Projects Completed ]
(% @begdon ByRghgdomo Projects Onhold
[# Oodpobsmy Praojects Inprogress |
Bobsbo 108.

e Project Additional Fields - 36mgd@ol 99ddbol gm®ds8o gsdmbaggbgdgero
535390000 39930l 256LsDBPZMS 53 93D 56 50IMBBLS LoFoMM.

e Project Templates - 36MmgddHol T9Jdbol FsdmbmGo  FmOIGdOL
39bLOBE3GMS,  gobBgmGgdomo  3OMgdBHgoolomzol 5T gBI3DY oM
50dmBbs LyFoMm.

2.2.2 30b6308900M70mmo Lolidgdol 0b@EgMagoliols gs3bmds
2.2.2.1 159630900 35¢G)5eMY0
3Mb63309H0MdMEo  bgO30L9gd0L  35GOWMA0  A9TMOYMEMds F909bs0MO®
(ob. bsbsbo 109):

ServiceDesk Plus) f & RRIEE

Request Catalog - || Quick Actions = Desktop Central = MDM | Advanced Analyi

B
el

| Cash Management bol@ads  *

Q o < Open Requests ~

ERP Lobggds ’
Rl L P s D T
getrobzomymes
genddHebammo grbds ’
0B&aABaho Hoa obdgmbadol dGHmdemgds
dmbazodo: Bagbo @ Yoe Proxy zmBaogmfasos
mgMabmemn *| .z Remote Desktop
Tberobzgmymas 39@0g5E0s
Lolggdsdo Biaolidfogos Y| 2 VPN RsGogs
& New In_C_i_C_ié_”lt__ | 2 WiFi-tg fands
New Task < oliggfBadTy Faomds
2 mbemanb Ggbggofiols
wabndghs
£ muneonl HHE0MHmIs
£ mongoob Rydm@Gaofoigs
2477 300-330P@oEB
Bobs®bo 109.
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2.2.3 0630963 900/bgM3z30Eo dmmbmzbgdo
M99 BsbsmnTo dgdmbimeo 0bzogb@gdo s byM3zolwo dmmbmzbgdo
39900946935 9990965065 (0b. Bobsbo 110):

ServiceDesk Plus)

> Request Catalog - || Quick Actions ~ | | Desktop Central - || MDM - | | Advanced Analytics | | ADManager Plus ~ | | Quick Linkddd ~ | | PMP || Site24x7 | OpManager ES
I All Requests ~ =~ Q& M@ 3 o - 100~ 1-220f22 | € > = El Pending tasks @[3
D Subject Requester Name Created Date Status ¥
=) i T & = Can't access external Web Site 363 cddgemastio &/ 11/11/2016 11:13 .. Fpfotgdbame
[ i 10 S @ 9= Please do the data backup for..  sB3 afdgamosto B/ 11/11/2016 11:31 dpfotgdamo
12 < = Please uninstall the "Logic” s_.  Bogs pagmdsdg 11/11/2016 05:38 dghgegeno +

Bobsbo 110.

2.2.3.1 36Hmd09g99gd0
303 gdgdol  BsbsMmdo  ©sxgodLoMGOMEo  3OHMBXGINO0  25TM0Y)MHYdS
'638@932)6006)0@ (0b. bobsbo 111):

ServiceDesk plus) Requests W Changes Projects Solutions Assels CMDB Admin L n

¥|| | Request Catalog ns = | | DesktopCentral ~ | | MDM ~ | Advanced Analytic: ADManager Plus « | | Q Linkddd « | | PMP | | Site24x7 | | OpManager
All Problems ~ New Delete Pick Up -- Select Technician ¥ | = Assign 25~ | 1-60f6 | € >
Title Reported by Assigned To Category Priority
YO Juogomol Ambeagds 3B mfdgemasbo f\-“ Unassigned
OB Gowymmbol 3GHmdengds Unassigned
& VPN-obbafizgbo Bogs gegmdads Unassigned

Bobsbo 111.

2.2.3.2 33e00¢90900
33%0¢g0900L BB ©ox0JLOMGOMMO  (33E0EGdgd0  Q5TMOYEMmINdS
399009265065 (0b. bobsBo 112):

ServiceDesk Plus) f (&) Requests  Problems Projects  Solutions  Assets CMDB  Admin [l ) eee

Request Catalog | | Quick Actions ~ | | Desktop Central ~ | | MDM ~ | | Advanced Analytics | ADManager Plus ~ | | Quick Linkddd - | PMP | | Site24x7 | OpManager | | AD Sq
All Changes ~ New Pick Up -- Select Technician--  ~  Assign Delete Q [ 25~ | 1-130f13 | € | > 7| Calendar View
Title ChangeOwner Category Priority Change Type
1 gibgol paNasgIHe Jaeiee Unassigned - - O WA
b 35030300 - lgfgol 3ol s3dmBgnito Bodafogos Unassigned - - O wa
b Pos Item Turnover Unassigned - - O wa

Bobsbo 112.

2.2.3.3 6330 Ggd0
930Gl FsOM30L  BsbsM»0Ib  glodergdgwos  bbgossbbgs  Labols
930Gl FoMmdmgds.  dglodergdgwros, OMAMOE 9339 399DogdMwo
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35393MM09d0L  dobg3000 M3MmOEGHIO0L FoMdmgds, sg3g »Custom”, ,Query”,
“Schedule”  ®93mMHGHYO0L  FoMTMgds s  Foowo  @MboL  sbsEroE03eO
6930m0G 900l [o®dmgds (ob. bobsbo 113).

ServiceDesk Plus) M (&) Requests  Problems  Changes  Projects  Solutions  Assets  CMDB  Purchase  Conmacts  Admin

RequestCstalog ~ | | Quick Actions ~ | | Desktop Central | | MDM | [ Advanced anatytics | | ADManager Plus | [ PMP | [ site2ax7 | [ opMansger | | AD seif service | [ zoho Crestor App

Report Folders -t All Reports
= Manage Folders .
Note - 2pplication might face stability / performance issues, when reports that retum huge number of records, are executed. To ensure spplication stabilfty, we have restricted reports 1o retum
2ports on incident Requests

_ - & maximum of 30000 records only
ports on S st5 - oo ) .
2001t On Sefvice Request - a maximum of 5000 records when request description / reselution columns are selected

¥ 8l reque:

B
[l

egorts by

eports by completed requests

eports by SLA Violated requests New Custom Report New Query Report New Schedule Report Advanced Anaiytics k custom Settings --view Deta Model- ¥
ports b

@

e ¥ pending requests

© Reports on Incident Requests

& |

equest Summary Reports

@

eports by All Problems

7

eports on Pending Problems

@

eports on Completed Problems

7

eports by All Changes

@

eports on Pending Changes

@

eports on Completed Changes

L completed request:
Requests by OLA B i

Reports on Projects [B& completed request:
Bequest Timespent Reports

[P completed requests by Due Date
Survey Reports

Software [B) completed requests by Group

Erequently Asked Reports

All Computers (Workstations and Servers)

Servers
Workstation Summary Reports

Audit Regorts

All Assets
Contracts

Burchase

Depreciation
by Technician
Cl History Report

equests By Date by Priority
Actions

MNew Custom Report

MNew Query Report

MNew Schedule Report & Reports on Service Requests

5 Reports by all requests
# Reports by completed requests

# Reports by SLA Violsted requests

Bobobo 113.

doMbgogs0 0dols, MM LobGYIsL  5g3l  IMOZ5RBYMHM3560  MY3MOEHJdOL
Po68mgdols  8sdmbgdo, B39l  Tgdmbggzsdo  LyFoMms  3OMAMSTOMmYOOL
9w9996¢3900L go8mygbgdom, dgEe@ 9Bsw0oE03MMm0 MHg3mMEHgdol d9ddbs, Gma
™399 9m35bobmm  FbomsFgMol 4mbol 93M900L FogH obsMx o
OHMYd0L F9935L90s, MOLMZ0LOE Podm3z094gbgdm LoLBHgdolb ,,New Query Report”
2bdEosl @s dMbs3gdms  BoBoEIL  sdMm30Eb  sbstx Mo  Lssmgdol
©9306OGL, 899930 3OMAMFM0 3nEOoL godmygbgdoom (ob. bobsbo 114).
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ile Sha

SQL Query for the Report - gabsfymeeo bssomgbo 2

SELECT wo.resolvedtimeVB as "Time Resolved", wo.workorderid AS "Request
ID", CONCAT(asignee first_name, "', asignee lasi_name) AS "Assigned To",
sd2.statusname AS "Request Status”, rid.name AS "Request Type”, scd.name
AS "Subcategory”, td.taskid AS "Task ID", CONCAT(aaau first_name, ",
aaau.last_name) AS "Owner", sd.statusname AS "Task Status”, td title AS "Task
Title", TO_TIMESTAMP(td_scheduledstarttime / 1000) AS "Task Scheduled Start
Time", TO_TIMESTAMP(td.scheduledendtime / 1000) AS "Task Scheduled End
Time", TO_TIMESTAMP(td.actualstarttime / 1000) AS "Task Actual Start Time",
TO_TIMESTAMP(1d.actualendtime / 1000) AS "Task Actual End Time",
td.estimatedeffortdays * 8 + td_estimatedefforthours +
td.estimatedeffortminutes:float / 60 AS "Time Spent On Task (In Hours)",
woToEstimate.estimatedTime AS "8mpgefigdol oo (bom)",

ﬁ woToEstimate.estimated Time - spentTimePerWo. Time Spent” AS "asmabs” ﬁ
FROM (select *, substring(to_timestamp(resolvedtime/1000):text, 1, 7) as
resolvedtimeVB from workorder) AS wo LEFT JOIN WorkOrderToTaskDetails AS
wottd ON wo.workorderid = wottd.workorderid LEFT JOIN TaskDetails AS td ON
wottd taskld = td taskiD LEFT JOIN StatusDefinition AS sd ON td statusld =
sd.statusld LEFT JOIN AaaUser AS aaau ON td.ownerid = aaau.user_id LEFT
JOIN WorkOrderStates AS wos ON wo.WorkOrderld = wos. WorkOrderld LEFT
Join statusdefinition as sd2 on wos.statusid = sd2.statusid LEFT JOIN
subcategorydefinition scd on wos.subcategoryid = scd.subcategoryid LEFT
JOIN aaauser asignee on asignee.user_id = wos.ownerid LEFT JOIN
requesttypedefinition rid on wos requesttypeid = rtd.requesttypeid left join
(SELECT wo workorderid, wof udf_char14:-Float as estimatedTime FROM
WorkOrder AS wo INNER JOIN workorder_fields as wof on wof . workorderid =
wo.workorderid where wof udf_char14 <= " and not wof.udf_char14 like *%,%’)
as woToEstimate on wo.workorderid = woToEstimate. workorderid left join
(SELECT wottd.workorderid, Sum(td.estimatedeffortdays 8 +
td.estimatedefforthours + td.estimatedeffortminutes :: FLOAT / 60 ) AS "Time
Spent” FROM workordertotaskdetails AS wottd inner join taskdetails AS td ON
wottd taskid = td 1askid group by workorderid) spentTimePerwo on
wo.workorderid = spentTimePerWo.workorderid WHERE wos.categoryid = 1501
ORDER BY wo.resolvedtime desc, wo.workorderid desc

Bobsbo 114.

2.2.3.4 36mgjEgoo
360M9d3Hgool  BomM30L  BbsMMT0  ©sd5BHJOIEMO  30M9JBJO0  odM0Y)MgdS

999009650650 (0b. bsbsbo 115):
ServiceDesk Plus) & (&) Requesis  Problems  Changes Solutions  Assets CMDB  Admin [l () 1 Q (]

) | RequestCatalog || Quick Actions ~ | | Desktop Central ~ || MDM ~ | | Advanced Analytics | | ADManager Plus + | | QuickLinkddd ~ || PMP | | Site24x7 | | OpManager | | AD Self Service

me« Product Overview #

@ = & B AlPoects - New  Delete | 10~  1-30f3 < > @3 Import MS Project

O Tite Status Prioiity Owner Schedule End Projected On Tasks Milestones 3 ]
1 windows Servers OS Upgrade Open High Demo 2017.01.20 (19 days Ahead) 2016.11.19 5/8 14

a Upload a Website Open Medium Heather Graham 2019.02.02 ( 462 days Delay) 2020.02.17 (82 days Passed) 257 0/5

[ sbygoEP Open - - - - 0/0 0/0

Bobsbo 115.
369G gdol B30l Rsbstrmo Fgwygds 89990 BbJEombocrydo  J3g-
BB G00L6 (0b. bobsbo 116):
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e Details - 36mgd&Hol dgLabgd bbgoalibgs wg@ewgdo, 3Mmgddé by bmaswo
0bx3mM3s300.

e Milestones -  36MmgdBHdo  09dszswo  doGomso,  dbbgowro
2bJ30mbsemMo boflowrgdo, 9@sedgdo.

e Tasks - 36MmgdBHob oMM  9E380/8wbjzombowwe  Bsffoerdo
d9LolEOEYBIO OIAHILIOHO O35 GdYO0/BoFToMmgdO.

e Timesheet - ULs3GM9dG™m 9Mbwdo dgdgzswo mommgmeo  {j9300ob,
360M9dGHoL BoMRY9dT0 X 53OS IbIOKR Mo ™ (Worklog).

e Members - Ls36OmgdEHm ymbool Fg36mgd0.

e Gantt View - gubool 936930l Tgbsbmrergdgwo  Lsdwmdsmgdo,
39960560 o 2960w qdmeo, m30L FOHodo.

e Resource  Management -  OHgLOLYOOL  FoOMZS, YIRS,
35PRIOYWe© ©EgdoL Fhogdo.

e Comments - 30™M9J&0b BsMRW9dT0 ©sd5EHGOIC0 3003963 SMGdOL Loo.

e Associations - 3609gGH0ob 0535380609390
dmmbmgbgdo/0b30w9bH9d0/33e0gd9d0.

e History - 36Gm9ddol  gotpymgddo, ULobGgdsdo  Fgbcmvyamgdoemo

9tg09090900L 9GO0 oLEGHMEMO0S.

Projects > Project Details
Due Date Milestones Tasks
) sbogro EP ” ! .
Sxw WA La— 0

Details Milestones Tasks Timesheet Members Gantt View Resource Management Comments Associations History
Project Details
Project Code - Status I Open
Project Type - Priority | -
Schedule Start - Actual Start
Schedule End - ActualEnd -
ProjectedOn - Created Time ~ 10/05/2020 1219 AM

Estimated Hours - Actual Hours

Estimated cost(S)  0.00 Actual Cost () 0.00

Bobsbo 116.
Service Desk  Plus  Lolb@gdolb  36MHmgd@dgdol  dsermngzgol  dmerols
3Mb6x309MM5300Ls @5 BgMA30L 890y  S©0IMBBs, ®Mmd  dm3gdmero
dmo O 3960 (939@L 00 3OMIWYIYIL, MMIYdoE MMHRB0DIF0
593L 3609JE9gd0lL Jsem30L 3mboo.
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30MMdWYdgdo, M®mIIdoE 3960  os0FHs  sbodbmwo  LobGgdom, sl
d999g0:
*  ym39w 330090 B5FMFoml gAA30L M3EH0T0DOE0S O JMBBHMMEO

809006569 GgLslOEgdgE Bs3ombgdHg dmdbowro bgwgzs

o U530mbgdol obiGo@lgds dmdbogro

e 360M93@d0, 199530 09MMJ0wo Embggdols b53egdmds

e Jdmgbowo Gg3mOEH0byo

*  36Mm9J@ob FHowdo MBwgdgdol domm3z0l IfoMo imbdisombswo
D99 BsdMmmM300 30Mdgdgd0sh 45dmdobsmyg, LsFoMms 3MHmgd@Egools
do30L 3o F9EHIO0MO LoLEJIoL FMLObY35/9450myqbgds, MHMIgeros 53
@5 bbgs 96bgdme 3G:Mmdwgdgdl gowsFMol. dmz0dog 3Mmgd@Eqdool dsGmzol
3Mobom 439y 3MINWIOHIO s Jddmygbgdoo  LoLBHYIGdO o
2900530930¢)9 Atlassian-ols 3OHMyMsdo BOHMbzgeygmgol LolEgdol - JIRA
Software-oll  ©@sb696935, GmIgwos dmgbowos  BMbJ30MmboMgdL,  OHMYMO3
00Bbgl-360MmgJBHgdol  Fsmmzol  3mobom,  sbg3g 36OHMyM53ME0
MBOHWB39gmRol 3Grmgd@EHgdool 99dmbggzsdo.
090 5539996900 dmdbogn Agile 9900M©OME™MY093bY, 593L IMIbIsMdg DY
dmM90)0 0b6EH9M53goLO s GOV dmdbowo, FoMEH035@ A9dMBsYgbgdgwo.

2.2.4 36mgg@ol ds0mgs JIRA Software-ols godmyggbgdoo

aobgobowmm  JIRA-bL  36HmyMsdmmo  OOHMbzgymzol doMHoms©o
5364 30Mbscrgdo.
36m9d@ob 994abol ML, LobEHYTs 3307535BMOL MMYMM3 0BBYL-3MMgdEgdols
d94965L, 939  3OMAGMSIMWO  MBOMB3gEYMROlL  3OMgdEgdol  gdabsl.
35900M9©, ¥)  3MHM9JBHJool  JoMmgzal  gobmEEogwgde Agile  (Scrum)
136M90d3mMJom, 99230dc0s s30Mhomo Scrum software development 3GmgdEol
3503¢mbo.
5J39  396305OGHMm, MHmd Scrum  5HOL  3OMEILYOOL  FoMM30L  Y39WsBY
3M3MWIOMo  BM9Yodzmedo,  OMIGELsg  9J3l  Logmmsdo  doymds
36M9d39gdol Jserm30L 3OrMEqLdo sOLYdME Y39 bsdOX BY.
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50b08bmo LobiBgdol dgMBg30L 909y, LadMmgddm gmbgddo sobgeys

Scrum g390dgmedo. [32];

LobBgdsdo 3MmgdBHol dgddbs ofiggds Lobm™Mzgero BMYG0IzmMJol/3OHMgdEHol

G030l 850mbol gMHbgzom (0b. bobsbo 117).
Create project

Software

View Marketplace Workflows

Secrum software development iﬁi Kanban software development

Agile development with a board, sprints and

Optimise development flow with a board.

stories. Connects with source and build tools. Connects with source and build tools.

Basic software development
Track development tasks and bugs. Connects with
source and build toals.

6 Business
f ] f Standalone Project Template Project management
FJ‘ Standalone Project Template Plan, track and report on all of your wark within a
project,
+—| Task management T Process management
| - Quickly organize and assign simple tasks for you :.__ Track all the work activity as it transitions through
and your team. a streamlined process.
mport a project | ‘@ Create with shared configuration | Create sample data m Cancel

o

Bobsbo 117.

Loli®39wo Fodermbol s®Bg30L 9999y, LoliBgds g30P30690L 98 3MM39L%bY

369099 Lodsbolem Workflow-b(oddsm 3GmEglbol bEs@GMLgdl), Mmool

9933Ws3 9900ama dgbodegdgeros, s1939 99230005 93 9BO3DYg o393bmm

996090 Fodermboll dobgz00m s9mliaggbgdgwo gbdgombocols dm3zarg

50F96L (ob. babsbo 118).

Scrum software development

sz this project to manage your Agile development work. Create a backlog, organise work into sprints, check progress using

reports, and more. This project includes a Scrum board, a basic Agile workflow and issue type configuration, which you can

change later on.

Issue Types Workflow

B Bug
B3 Task Topo [N |\ pPROGRESS [ m

) Sub-task
[ Story
Epic

Bobsbo 118.

Back m Cancel
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30mgd@ol  dgddbol 909y ©o30bsbsgm  3MMgdBHol ,Board”™-l  (doBHoms
33960©L),  Loog  Im3gdmeos 3Mmgd@dolb  FoGomzol  Lbgoobbgs
2bdombscmMo bsfoero, asb30boemm ol doMomso BMbJzombscrmeo
Boffoegdo, GMIWgdoa 9930w gdws© 25dmboygbgdgwos 3Mmgd@EHol dsmmgzol
36Mm39gLdo (ob. babsbo 119).

p First Project Backlog Board v

Q  QUICKFILTERS: ~ Only My Issues  Recently Updated
y My A

) P board
& Backiog

*— @W FILL YOUR BACKLOG WITH ISSUES

SJId1  SNOISYIA

This is your team backlog. Create and estimate new issues,
and prioritize the backlog using drag and drop.

E Task Create Sprint ~ sss

Bobo®bo 119.

2.2.4.1 Backlog
d9dewmydo LoFoMms Bsdmofgmml yzgws ol bsgombo, GMIgwog 3Mmgd@ol
RoMgddo  Mbs  IGuOHwgl.  dgjemado  Lo3ombol  sdsBHgds b
093Ma05b by30mbols Hodws Jgbodegdgeos 3MMgddol dodobstrgmdolsls
6900LdogH EOHMU.
d9dwmydo  Ls3ombgdol oGS by  dmbgl  Lsgombols  BHodgdol
dobgzom, 3sb30bomm M5dm©Ybodg Lszombol GHodo:

e Story - 0m3gdMmo  Lsgoobol  Godo  s©bodbsgl  0d  Albgown
2bgd30mboc® bsfowl, Mmdgwog LsgoMms doghmmlb Lodmemm
dmdbdocmgdgml, 9B @©9339L.  0dolLomzol,  MHME  go30M”
3063609GH o Lszombol 3Hodo s®mol vy s6o Story, LsFoMHMms O3LZSM
300bgs - 3mdbocmgdgerls 996cs 99demb 53 BbdiEombsgrol dsdmygbgds
0] 5657 099 35Lvbod 30, 3590b Lvzombo b5d30ms sl Story. Story-
ol 9535¢00009000: 390-bs0oBBg  93GMM0Bs30s,  399-Lsod by
M930LGO309 O 390-Lo0GH b Mbersob Fgliyozs s Lbgs.
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e Task - dmEgdwwo bsgombol @odo dgodwgds dogboGmlb oligo Lszombl,
MMIG03 959M005690L ©1odm©gbodg 439 Lsgombl, MHMIgEog o6 SMOL
LodMEMmm IMIHToMgdsdEg FoLsGHIBO S ML LE3OMIJBH™ 2mbools
db®ob oo,  GHgdbozmMo b Lbgs TbMog  TgbolB)egdgero.
95g9w0ms: 1YM39MH0L AMIBOYds, IMboszgdms dsBgdoL d9Jdbs o
Lbgo.

e Bug - 0dmEgdnwo ULsgombol GHodo godmoygbgds, x3w96Jzombocrols
AIbGHOMdoL @AMl spdmBgbowo  LobEgdmmo  bodzgbgdol
3L5B0JLOMGIS.

JIRA-b 366500 MHBMMB3garyma3sdo, Bgdmm  dm3gdnwo  dgdarmyol
Lo30mbgdol 3H03gdol s0fgMol 80vbgs35w, om0 godmygbgdols FoBbMdGOMBS
35063 0600300 MM0s S  ©M3Z0IOME0s  3MB3OgGHME  LodmTom
X2RBY, 59 dgdmbggzsdo Scrum Team-by. [32]; [33];
2.2.4.2 Active Sprints

JIRA-b 36608 MHBOMB3garyma3sdo, gmo-9mo  3603369wm3s6 o
d90dgds 0009358 3MMgdBHol  FsMmM30L  BMBsdgbEom M LyFomm
R996J30MmbsermE bsfoels Fomdmoygbl L3M0BEHdOL bafowo.

5939 396305OGHMm, MH™MI  L3OO6GHO ML HYYMIOIOo,  6FgMOHYdOMO
LodmBom (303000, GMIgGol  EOMLLE  LBOYIEEYdS  Bsdmdsm  3MM9dEoL
3obLOBE3OMEOo bsfomo s BmoEsgL 2-4 33060056 Lglosl. L3MObEOL ymggwn
Lgbosl 3mY39ds goblobrztmwo 3HmEglgdo (ob. bobsbo 120).

Stakeholder

requirements ﬁ\

Release <":5

The Sprint Process

Bobsbo 120.
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13MH0BEGHOL YR30l 9BHO3DY F9BOLEDBWIMYdS ) Mo 3MB3IMIGMEo LsdMTom
mbs guEMEEIL 58 B3MOBEHOL 08EObsMYMBOOLLL. OR9ET30L  Lgllogdo
0ymxs MO0 G030l 99b39Mms©: ,M5° s ,OHMyMO*, TgbsdwgdgEr0s MEOHOZY
99b390060L 9O BoGoMgdS.

1B3MObEOL  obogEMdsdo Ladmmgd@m ambool {93l Tgbodergdemds o43l,
dsbBg  B0BogMgdme  Lozombgdbg  Tg339wml  LAHsGMLgdo,  L3MObEdo
dm399Mwo LEASGHLYOOL Fglodsdols, 58 dgdmbggzsdo: To Do, In Progress,
Done.

1B3OObGHOL  LsdMsEgdom  3OMmgdBdo B g3zgms  io3db  guderos
6900Ld0gH MM FgodmfAdmb Mo LEIGHWMLO 593L 3Mmb3MYGHIE O35EGOSL
51939 39936ML 35 qd0L Bbgs 9EIgdL (0b. Bobsbo 121). [32]; [33];

p First Project Active sprints Board v

QUICK FILTERS: ~ Only My Issues  Recently Updated

T0 DO IN PROGRESS DONE

Start tir

There are no active sprints
meboxes in the Backlog

Bobobo 121.
2.2.4.3 Releases

JIRA-L 36my658me0 9B6Hb3gwrymazol gom-g@mo 3603369emgsbo boflogmos
39600900l 3MbEMMMO, OHMIoMs3 FoMmEH03WJds 39ML0JdOL (330 gd9dOL
@S OOMOL 3995¢09900L 3MbEBHMME0, 51939 Fodmygbgdmwo MHgbIMLgdOL s
33090900l G9g3sl9ds.

122-9 BobsBBg 6583969005 3010930 FoMM30L OMUL, 396L0YdOL 3MBEHMMEOL
BoboIM0O,  Lo0sbs  Tglodegdgwos MMM Mwo  BOWE39Egmaol
bbgoolbgs 39GLOOL 3@ gds, dobo AsdmJ3994bgdol MOl sOmOEbls o
535390000 50HgMoL JoMO0MYdS.
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p First Project Releases Manage Versions

) FPboard
B 8ackiog

@D Active sprints
£ Releases ==]
|22 Reports —

ssues

¢3 Components Versions are points-in-time for a proje

PROJECT SHORTCUTS

Add a link to useful information for your
whole team to see.

+ Add link

A ATLASSIAN
Bobobo 122.
2.2.4.4 Reports
JIRA-U 36065899 BHb3gwymes8o, 360HmgdEgdol dsem3zol 3093 9OHPO
860936903560 333mbgbE0s MgdmeEgdol bofowo.
930Gl Bsbsmo  dmo3s3b 08 doMOoMO©  M93MmMHGHJOL,  GMIgdoE3
LF0MIYds 3OHM9dBHOL F9bgxgMUL(gxs0do LdMsd ToLEBHIOL s 3OMEYYIEHOL
AREMdgml, sg3g LL3S ©o0b6GHYMHYLYdME  306Mgdl) bbgoolibzs  FMmowdo
565¢0E030L qLoLEOIgdES©.
B39bL d0ge sOBgM Fsdmbdo, Mg3mMGHGdo dm39dwos MdgEglo Scrum-ol
3606303P9 ©ogMHbMdom, 0d3s MOl bBmso MY3MmOmEJd0E, MHMIGELo3
L5F0MMS 30M9gEBY 965¢0EH030L Foblobm®mE0gwgdws.
JIRA-  36Hma60dm  BOMblgmymasdo  ¢35d3b  obgmo  ©Hg3mME 900,
OQMM00300:  B3MOBGHIdL  Mg3mOGo (M5 Lsdmdomgdo  Iglmers
3M6309dH  L3MO6GTo, Mo  Lodmdomgdo 396  Tguems s Lbgs),
©535¢90980L LMY gdol OMOL sMMOEb30L MY3mGmE0, FglobcmEgdgwo
Lo30mbgdol sbsEoGH030L MY3MMEH0, O351g0gdbY Fobslfo® Tgz3sl9dmwo
95005 IBIOXR WO OHMIOIOL FgMOOL M3MmMEGH0 s b3S (0b. Bobsbo
123, 65b5Bo 124 s bobsbo 125).
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Bobsbo

First Project

D) *P board -
& Backiog

D Active sprints

& Releases

|22 Reports

& issues

&3 Components

PROJECT SHORTCUTS

Add a link to useful information far your
whole team to see

First Project

FP board

m

Backlog
Active sprints

Releases

R FrE D

Reports

((g]

Issues
3 Components
PROJECT SHORTCUTS

Add a link to useful information for your
whole team to see.

+ Add link

Y Project settings

@) FPboard v
B Backleg

D Active sprints

Releases

R

Reports

Issues

IS

€3 Components

PROJECT SHORTCUTS

Add a link to useful information for your
whole team to sz,

+ Add link

JIRA-U 360609990 mBObggarymasdo, Issues Boboseromdo (ob. bobsbo

All reports

Burndown Chart

Sprint Report

Agile
Velocity Chart

Cumulative Flow Diagram

Version Report
~

Epic Report

Control Chart

Epic Burndown

Burndown Chart pejease umdown

Track the total work remaining and project
the likelihoad of achieving the sprint goal.
This helps your team manage its progress
and respond accordingly.

T

rint Report

Understand the work completed or pushed
back to the backlog in each sprint. This
helps you determine if your team is
overcommitting or if there is excessive
scope creep.

Velocity Chart

Track the amount of work completed from
sprint to sprint. This helps you determine
your team’s velocity and estimate the work
your team can realistically achieve in future
sprints.

Bobsbo 123.

Issue analysis

fiilni

Average Age Report

Shows the average age of unresolved
issues for a project or filter. This helps you
see whether your backlog is being kept up

take action if work is falling behind.

-

Created vs. Resolved Issues Report

Maps created issues versus resolved issues
aver a period of time. This can help you
understand whether your overall backlog is

work is falling behind.

Pie Chart Report

Shows 3 pie chart of issues for a
project/filter grouped by a specified field.
This helps you see the breakdown of a set

127)  8m390me0os

o date.

« Recently Created Issues Report

growing o shrinking.

L {€}

Resolution Time Report

Bobsbo 124.

set. This can help you track how many
issues were created, updated, atc, over a
period of time.

Forecast & management

2

Time Tracking Report

Shows the original and current time
estimates for issues in the current project.
This can help you determine whether work
is on track for those issues.

0 ==

User Workload Report

Shows the time estimates for all unresolved
issues assigned to a User across projects.
This helps you understand the user's
workload better.

Bobsbo 125.

2.2.4.5 Issues

3MmgdHdo Y39

335GV

of issues, at a glance

Single Level Group By Report

Version Workload Report

Shows the time estimates for all unresolved
issues assigned to a version, broken down
by user and issues. This helps you
understand the remaining work for the

version.

126 o

QO3B

d9L5dgdE05 FoEGHMOL 2odmygbgdom Bb3salbZs LESEGHWLOL O35 9dgdOL

3990390, 3og: 005 1LY30bYOO, IHYOMEIO Bs3oMbGdO, drrEPML STSEHJOMEO

L530bgd0 s Bb3s.
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LodMMmgdB™  gmbol  §93dlb, dmEgdme  Bsbs®mndo Tgmdeos  4sdmEebmls
dbmemE 3s8Bg 308ogMgdo ©35¢J0Jd0 oS LBEASGHLYd0m 96 Fgrdewros
6900Ldogmo bLb3s BoEWEHMSE00L TsGHYdS S B WTSEJOMWO BOWEHGOL
d965bg0 LobyMz9wo Lobgom, Gog Lol bozdsm FMLobyMbgdgEo o
9dmgdboo Bsboliosmgdgeros.

View all issues and filters

No issues were found to match your search

Try medifying your filter or creating a new issue below

=+ Create issue

Bobo®bo 126.

New search « My open issues  savess & Share i Export ¥

Find filters Project: All v TyperAll v Status: All ¥ Current User ~ | Contains text More m Advanced g

Resolution: Unresalved v @

Bobsbo 127.

2.2.4.6 Components

0d Jgdmbggzsdo vy 3mb3MgGMEo 3Mmgd@o ogmxys Msdmegbody dlbgow
Bofoo, JIRA-I 36HmaMsdmwo MHEOWE39wymnol Components BsbsGrondo (ob.
BoboBo 128) Fgliodergdgeos 58 bofoggdol odsgds s 89999y d9Jwmado
53539090 b5300bgdOL 3033Mb96FHJOb 3530069 ds.

LobGgdolb  dm3gdnwo  FMbJzombsgrMo  sbsbosmgdgwo  Lodmoegdals
339993l 8903  M93mMEGH0bao  3shomdmmm  3OmgdBHol  3mb3MgEmEo
2bdombscmMo bsfoeol s Fg3s035bmm ol Bbgoolibgs FMowdo, o939
356030905 3033mb9b3Hgdol Jobgz00 BL3MOLEIOOL YIS WS Lb3s.
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p First Project Components Manage components

D Active sprints
&5 Releases B
I Reports
e You haven't added any components to this project yet
nen i f t. Tl g r
omponents

roject. They're used to group issues within a project into smaller parts;

E
&
i
=

A ATLASSIAN

Bobobo 128.

2.2.4.7 Epics
JIRA-bL  36maMsdme  HBOHMbggwymasdo, gom-gomo  360d3bgermgsbo
R96Jgombocm@mo  Boffowos 9303980.  oLobo  as8moyggbgds  3BMgd@ob
RoOYgddo  gLobOMgdgo  Ls3ombgdol  MgdsdMo  Ibsfogdols
3Mboo.
535935y 93030l  30b0Fgdol  @OML, 93030l  Lobgwo b gMHmz0l
©535¢0q00L  Lobgeml, o3 LsGMogdsl  235dwg3l  odsEHJOOmMO
565¢r0Bol/dgdb0l/dmJd9gdq00L 456939 ©o35DMBEBHM®D 09do@ Mo MHMIGE
Bsffoedo 8mosBGmgds ImE8mEo ©I35¢9ds.
93039000 959mygbgds dglodergdgos 36535¢0 JoBbMdGOMdOm LodMmgd@m
FOowdo s 36083690m3bs 5856MGH03908 MMAMO3 LodMMmgd@™ Lozombgdols
@obsMOLbYdOL Logzombl, 1939 Mg3memEH0baol FMowdo ULbgsslbgs Labol
565¢0Bol Fo@dmgdsl (ob. bobsbo 129).
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Create Epic {3 Configure Fields ~
Project” [& First Project (FP) v

Issue Type" Epic ~ 0@

Epic Name” ||

Summary”

Create another m Cancel
Bobobo 129.
2.2.4.8 Project Settings

JIRA-b 3669390 BOHb39egmaol dmwm gbjgombosww®mo bsfiowro,
OMIgbog  gobgobowisgm  dmossgl  36MmgdBHol  Bsbsoliosmgdargdols
365303 MH0MGISL (0b. bobsbo 130 s Bobsbo 131).

JIRA -8o 36Hm9d@ob  dsbolosmgdgmos yg3zges ol g@owo,  OH™IGEos
39900ygbgds 30mgd@ g 8mdsmdols 3Gmglbdo LobGgdol oby dmdsGrmzolmazol,

O3 59 306309GH Mo 36Mmgd@ol dgdmbggzsdo g3bFocMgds. dm3gdvero
9oboli0smgdEgd0 5g4@G0IM0s FbMmm 306309 MEo 3OHMgd@ob FHowdo, 5339
35BNV EHM, ™I 4390 360mm9ddHbg ©53MbR0yMMH0MGOMW0S
0600300015 m0  obslosmgdwrgdo s 9o,  3OmgBHdo  HMIgerodgl
33X0g0s 56 0f)393L bbgs obs®Bgbols dgi33amsbs.
36M9dGobL doboliosmgdgdos:
o Issue types - UoFoMOms obgboBmgzmmo  ©s35¢gdol 6o 3Ho39gdl
399m30996900 59 36mgd@Hdo.
e Workflows - ULs3o®Hms o63b0bw3hmm  Hmam®o  30bbgl-30mEgboom
30b9gdd03569wgdom 53 360mgd@do.
e Screens - LYFOOMS QOOILIBOIOM®D O35¢GdOL HTSEJOOL BMET>
390900 53 3GMmgdEolmzob.
e Versions - 390b0gdol 3mbEGHMmol d9Js6o%bdo.
e Components - 3600gdEob dbbgowo gmbjgombserrmMo bsfowgdo.
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e Roles - LsFoOms 4963L>DBLIOM™ 3BIMmdEdo BsGINMEO BMEgdo.

e Permissions - bLyFOOMS ob3gLLEBEOIBMM®D 3OMgdEdo BsODMEO BrEgdOl

MBEJ0J00.

e Notifications - UL5FoOMms  2563L5DVZOMM  3OMgIBHOL  BoGywgddo

99HYm00693900L 253Do360L bdgds s Bbgs. [33];

Project settings

Summary

Details

(]

Issue types @ Versions
_ — -

These issue types are avalable in your project. Each issue type can be configured For s o 10
differently. .

Scheme:

FP: Scrum Issue Type Scheme
[ R0

B coic

0 story

B3 sub-task SUB-TASK

Task

Workflows

A workflow defines which statuses and transitions an issue type can use within a

Scheme:
FP: Software Simplified Workflow Scheme

€ Software Simplified Workflaw for Project FP #

Screens

A screen defines +

used when an issue s created, viewed s a project, and what they can do within
Scheme: ithin that praject.

Bobsbo 130.
FP: Scrum Issue Type Screen Scheme Scheme: Default software scheme

F3 Scrum Default Screen Scheme [EZIEY Issues: None
(®) FP: Scrum Bug Screen Scheme

Notifications

Fields

Fields hold the informati
fields. How these fields b

Scheme:

System Default Field Configuration

Email: # Jira@ugtoe

Default Field Configuration [EEUEY

Priorities
Priorities define an issue’s importance in relation to other issues.
Scheme:
Default priority scheme
# Highest
~ High
Medium
~ Low

%= Lowest

Bobsbo 131.

2.2.4.9 SMTP lig396m0156 0b&gaMsgos

08 30Bbom, ®MI LoLEHJIIOPID Fo0aB3bML gargdBHOMbMEo F9EYmdobgdgdo

LoFoMm OML, LsFoMm BoBbMOdGOMdOm, LadHmgddm gmbool 93¢9dmab,

LobEGYIob 5ETOBOLEHMOMYGOOL 25698MEIL AoB35bMM30gmo Mail Server-msb

06@ 9365305 (ob. bobsbo 132). [34];
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Administration @ Search Jira admin

Applications  Projects  Issues  Manage apps  User management L;testJag‘adereaD‘l

General configuration

Update SMTP Mail Server
Find more admin tools

Use this page to update a SMTP mail server, This server will be used to send all cutgoing mail from lJira,
Jira mobile app
Name Jira Mail Server
SYSTEM SUPPORT The name of this server within Jira.

System info Description

Instrumentation From address J\ra

The default address this server will use to send emails from.
IMX Monitoring

Email prefix New Email from JIRA

Database monitoring This prefix will be prepended to all outgoing email subjects.

Integrity checker Server Details
Logging and profiling Enter either the host name of your SMTP server or the JNDI location of a javaxmail.Session object to use.
SMTP Host
Scheduler details
Protocol |SMTP v
Troubleshooting and support
tools Host Name
Audit Log The SMTP host name of your mail server.
SMTP Port 26
SECURITY Optional - SMTP pert number to use, Leave blank for default (defaults: SMTP - 25, SMTPS - 465),
Project roles Timecut 10000

Timeout in milliseconds - 0 or nega

TLS.

. values indicate infinite timeout, Leave blank for default (10000 ms).
Global permissions

Password Policy Optional - the mal server requires the use of TLS security.
User sessions Username
S50 2.0 Optional - if you use authenticated SMTP to send email, enter your username.
Change Passwort
Remember my login g
Whitelist or
JNDI Location
Issue collectars INDI Location
The JNDI location of 2 javaxmail.Session object, which has already been set up in Jira's application server.
USER INTERFACE
Default user preferences Test Connection Update  Cancel

System dashboard

Loak and feel

Bobobo 132.
2.2.4.10 AD (Active Directory)-lio;sb 0b6@gaMsEos
0d GoBbom, ™I LobGgdol  BmIbIsMYOgdds/LodmmgdBHm  abol
£9369085/8969x% 09633 Fgdenml MmEMAs60Bs30sd0, dobo mdgobols Fglsdsdolo
93GMOO0BIE00L 35659 BHMYdOL A5dmygbgds Jira Software-do s3GHMO0BsEoOL

3oLO3W IS, 49635bMMEF0gM® MOABODsEool AD-Umsb 0bEgaMogos (ob.
Bobobo 133 s Bobobo 134). [35];
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Administration @ Search Jira zdmin

Applications  Projects  Issues  Manage apps Latest upgrade report  System

VSER MANAGEMENT Configure Internal with LDAP Authentication User Directory @

Users
JIRA can use LDAP for user authentication only. To be able to log in to JIRA with this configuration, users must either be created first in JIRA, or the

Groups option 'Copy User on First Login' can be checked to automatically add them to JIRA's internal directory. Copied users can subsequently be modified
in JIRA, but modifications will not be reflected on the LDAP server.

Jira user server Groups and memberships from the LDAP server will not be used. However, users from LDAP can be added to groups maintained in JIRA's internal
directory.

Server Settings

Name:" ' Delegated LDAP Authentication

Directory Type:”  Microsoft Active Directory v

Hostname:" | DCOTIN

Hostname of the server running LDAI

Example: [dap.example.com

Port” | 389 Use S5L

User to log in to LDAP. Examples: user@domain.name or cn=user,dc=domain,dc=name.

Password:  sssssssassenssance

Copy User en Login
Users are copied from your LDAP server into JIRA when they authenticate. Copied users can subsequently be modified in JIRA, but modifications wil

not be reflected on the LDAP server.
Update User attributes on Login

Users' attributes are updated from your LDAP server into JIRA when they authenticate. Selecting this means users can no longer be modified in JIRA.

Default Group Memberships:  jira-software-users

A comma-separated list of groups that users will be added to when they first log in. This will anly be done once per user. These groups will be created
if they don't already exist

Synchronise Group Membearships

Group memberships for users are copied from your LDAR server into JIRA when they authenticate. Groups will be created if they do not already exist

in JIRA.

Bobsbo 133.

LDAP Schema

Base DN: OU:Users--‘ DC=ge

Root node in LDAP from which to search for users and groups. Example: cn=users,dc=example,dc=com.

User Name Attribute”™  sAMAccountName

The attribute field to use on the user object. Examples: cn, sAMAccountName.

User Schema Settings

Ad

onal User DN:

Prepended to the base DN to limit the scope when searching for users.
User Object Class:* | user
The LDAP user object class type to use when loading users.
User Object Filter:”  (8(objectCategory=Person){sAMAccou
The filter to use when searching user objects.
User Name RDN Attribute:” | cn
The RDN to use when loading the user usemame.Example: cn,
User First Name Attribute:” | givenName
The attribute field to use when loading the user first name.
User Last Name Attribute:”  sn
The attribute field to use when loading the user last name.
User Display Name Attribute:” | displayName
The attribute field to use when loading the user full name.
User Email Attribute:”  mail

The attribute field to use when loading the user email.

User Unique ID Attribute:  objectGUID
The attribute field to use for tracking user identity across user renames.
» Advanced Settings

Save and Test Test Settings  Cancel

Bobsbo 134.
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2.2.5 Manage Engine Service Desk Plus-ols o Jira Software-ols 0b@ga®ogos
399306569 0J0@sH, HMT FbsmIFIMOL 3OMELOL BsGM30LsMZ0L Fmolobys
Service Desk Plus Lobgds, bmwm 3Gmgd@qdol dsemgobsmgol Jira Software
LobBHYs, Boo 033900905, OGMI LsFoMms 53 MO0 LobiBgdolb 0bEHgaMms30o,
0Lo3  2965306MHMdYBL o GFodBHo, Mmd bdoMmo Lbgzssbbgs  LolbEgdgddo
9378539 349693l LYYOOY 2oMm3390Io Lsbol 0bgMEMT300L Ao33ws Bodmdsm
36MHm3qbdo, 51939 30MgdBHol 533980l 9BI3BY, OMEILsE LadOHMgd@m 4Mbwo
oflggdL 36M9JEoL godsMYdSL TbIMIFIMOL 496 JdBY, LoFoMHMs Foo TGOl
dmgdbogro 3396035:309.
dm39dwo  06@9aMoEool 5930 gdEMds 03393905 2obLs3MmEdom
360Hm9dBHob 9993990l 8909y Go-Live  Support-olb 96w 36H™y65300
MBOWB3gYgmRol  LobBHgdolb Moy Lodwdom  AoMgdmdo  IBYMHA30L
390pmd, dbsOFIMOL  9BO3DY, M5 OMLSE  LsFoMmms  IbsMrsFgMob
L530bgd0 dMIbToMYdols IbGHOEIE Fgamzogl FbsIEsFHMOL LoliBgdsdo s
0 5006M03Ebmb, MHMI 43Jmbgl 9gOHMosbo BBy, bmwm Fsmo  FowoFMHOL
30m3gbdo dmbsfowgmds g35ewgds ©sdbgMs3, LadMHmgd@dm gmbool §g36mgdL,
05650, ULobsd ULOo  dmbgds  Bs3omMbYdOL  A5BMYds  FBIMSFJOOL
3116@9gdbyg.  AbaO3L  LoG¥sEosdo,  LosFoMms  Fbo®msFgMol  Lobgdosb
©535¢90980L Y YR0MGdS 3MM9dE 900l JoMrm30L LoliEgdsdo, MM dmbgl
8500 L5ddom 3OHME3gLA0 JOMZ5¢olHobYds s TYuBMEGdOL oYRT3s. [36];
D90mm 256b0EmE0sb god8mdobsty, 0bEHgyM300L Aobbm®mE0gwgds Mbs
dmbgl 9990090 30BbMdM030 FOHOWYBOL Jom35coLfiobgdom:

® 535090900l YWYR0MJds 9GP0 LoliEgdowsb dgmemgdo

*  J9¢ymdobgdgdol, LsmdGol  BsbsHgMgdol, Bsbodzbgdol, dgowgdol,

56O B0 gdol S BMEHMIOOL 4ogDo3bs LolEYdgdl Jmeol
e M930mM3HJO0LS O BBZoILHZS Lobols 0bRMOIs300L Ao:33s Lb3sILbZS
©@MbobL bsMOFIOOL X a539g0LS O BadMMmgdEHm 3296gdL JmGob.
d9L5dgdgw0s, GMI  0bFGHIYMs30s  A9B3sbMM30gemmo  Service Desk Plus
LobGgdobL ,Integrations” Bobs®»0sb (0b. bobsbo 135).
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Q search. Integrations - JIRA

Service Desk Configuration T JIRA - Server Configuration
Users »

Helpdesk Customizer » * Server name .00 R

Incident Management » * Server Fort 80

Problem/Change Management  » Protocol settings @ hup © hps

Sevics Caicoa ' “Username | administrator

Project Management » R

Discovery »

Asset Management » m o
Software s

Purchase / Contract Management » @) Help card

User Survey »

SDP-JIRA Integration:
General Settings ’ ServiceDesk Plus (SDP) - JIRA integration helps technicians to create any SDP Request as an Issue in JIRA with the preferred issue type
Zia »

Configuring JIRA settings in SDR.
" * Enter the Server name and Server Port where the JIRA application is currently running and choose between http and https protocol settings.
* Enter the JIRA administrator credentials (username / password) and Save the configuration. The password will be encrypted and saved securely in Database.
ADManager Plus * Click Save to save the settings

For more details on JIRA integration, click here.
ADSelfService Plus

Bobobo 135.
Service Desk Plus -qosb Jira Software-8o Usgombols gwgao®gds (ob. bobsbo
136).

ServiceDesk Plus/ A & Problems ~ Changes  Solutions  Assets CMDB Purchase Contracts Admin [t ()

Request ID - 4063 D Eon | Close  Assign v Actons v | | Reply w | WorkLog Timer
] | can't connect Stop Times Submit for Approval
By JOHNDOE on 08/02/2018 1144 AM DueDate O pperge Request

Request  Tasks (0/0)  Resoltion  History D Link Request Add Attachment earch Problems
Duplicate Request Add Work Log Associate Change

Description
Print Preview Add Task Search Sokution:

PHEISED | Chns Sammect ' SR periat Delete Add Task(s) from Template View Requester Details

Convert Incident to Service View Task(s sts by Requ
Create Service Request Add Reminder ssets belonging t

J‘J View Reminder(s

Add Dependency

Bobsbo 136.
Jira Software-do dgLsdsdolo 30H™gd@ol Jomomgds (ob. bsbsbo 137).

Add to Jira
e,
-
Please wait .. downloading data
Project * | --- Choose project --- v
CRM System
Issue type * | Development SDP Jira Connector
ERP System

SAP System
WMS System

Bobsbo 137.
Jira Software-@ob 30396@56M0L Lsbom, F9@Yymdobgdol asa®sgbs Service Desk
Plus-8o (ob. bsbsbo 138).

133



Bobsbo 138.
M6H3560Ds300L  3MIMIWGIgOOL  gosFMol Jobboom dmbobxmwo aBgdob
390306569, 2ob30bomm ol 9009990, M3 MMRBOBsE05d BooMm Bgdmm

509000 9b589M™M39 80yMIgd0oL s 3MMEMdMwo MBEOWE3gEygmaol
Lob39dgdol bgMA30L T9d9Y:
1. 396 bgebgdmes IT 0630web3gdoL/lgHhgzolmmo dmmbmgbgdol s
33203900l R0JLOMYdS s BsM3s JHo LsgMom gstgdmdo.
ITIL 9900m©Mmema05Hg dmndyqdmeo Manage Engine Service Desk Plus
LobGHYIob sbge30L 989y, FMBAsMYOEgdOL FbMHOEIE Lbgzsslbgs
G030l dmmbm3zbgdol sxgodbo®mgds s 998ymd oo FsMrm3zs begds
9O» Loghom 2560m9dmdo - Manage Engine Service Desk Plus Lol#gdsdo,
dmmbm36900 ©IXRBIOM0s bb3oolbgs 09gdo@mco 3539300900l
@S 3Ho3dgool dobgzom, 63 9608369wm3bs 985G EH0390L  Fomo
d9LEOMEIdoL  J0dEObIMGMOOL  JMBEBHOML.  Jmmbmgbgdo  v0e®
130JL0MEYdS 99JBHOMbMo FmBEOL S FMBOWNO FHJgrMbgd by
396bmO309gdMwo  BsMgdol  asdmygbgdom s  860d369em3bs
0bMYgds  LEGHIWIBRMbo  BodMgdol  BobsblmMo  GglmEdLo, sbg3g
999dGHOMbMmo gmbiEol 99¢9mdobgdgdol GomgbmdMmogo GglwGLO.
Manage Engine Service Desk Plus Lol#g85sd0 dmmbmgbgdols dmdogds o
ROWEHM305 bgds dmdboms s LHMsxs, Lol@gdol ,Requests” o
»-Changes” Bsbsrngool asdmygagbgdom, Gog bgwlb  Mymdl  docmnby

134



M396M53H0M  Mo00905L s dMIbToMmgdwols 385gmzogdol mbols
BOUL.

. 3960  bgMbEgdmEs  93GMmIdGHMOO @  dmdogo 313938060
303b3s6909ge06.

Manage Engine Service Desk Plus ULolL@gdol sbgtazol 8999,
dmdb3sm90gls 5943b MMoem f3aomds LoLEGYdaby, o3 LTSI
5dg3l  LobBHYdsdozg ssRoJloMML  LolwMzgo  dmmbmgbs o
09000350 3Jmbgl 0bx3Mm®Ts300  AobIBGdME  LAHIGHMLIODY o
d9LEOME9dOL F0dEObIMGMBSDY.

dbsM©oFJO0L  xamaL  dgmdwos  ImIbTsmgdIEL 99350060 IL
MdmomE 59 LobEYIoD s FgolOgdgE LE30MBBY OBHMZML
30396@ 960 56 Bsb0Tgbs, Molisig ImabAsMgdgw0 0439, 00539 30DIsE
bg3zsd0  3sLbgdl, d9dgy 30 ™mM0gg dboMg  (BmIbIsMgdgero,
dbomsFgOol  xamx3o)  bgogl  LEWMEo  LsgdGOL  oLEGHMMOLL
d9LoLOMGdGE LOZ0PLBY, o3 LOTMOEGOSL 235393l S030R0bM™»
Lo30bol gl gdols J0dE0bIMYMdS, ILEYJHO M) AsTMUs3zW 930
Boffoergdo s bbgs.

03 999mbgg3sd0, mv) dmIbTsMgdgl LYOL  LolEgdsdo  Lszombol
©5830JL0MGdS, bmwm 56O 53l MIMPwmE 08 OML  LoLEYISLb
P30mas, 8999305 9.8MLEHOL 259mYgbgdom IsR0JlLoMML dmmbm3bs,
OMIYoEg 3003060 LobGgdsdo Tgdmgs s LoLEYIS  53BHMI>EGHO
3sLbbl  sMBdEMW6dL dMIbTsMYIJL Ly3oMbol BoMgdOL ILEIOMOL

00m5%bY, 91939  JW.gMLEIbg  Fosfi3ol  g3zgms  gobobengdyar
06g3m®3s305L,  LOZoMbYdOL  LESGHMLYOOL  v)  F0dObsMgMdOL

330 gd0L dqLobgd.

. IT ULgMgolgdol dsGogoliogols LsFoMmm bGwymo MHglvyGlgdo 56 ogm
0539myMowo gho LogmEgdo.

Manage Engine Service Desk Plus ULolL@Ggdol ,Assets” o ,CMDB”
BobsM®MO0L  LoFMOsEgdom, LolEgdsdo sefgdowos IT bgmzolgdol
35mm30bm30L LsFoMm LOVIEo 59G03900, 89Jdbogos 5J@0390L JmMol

135



393006900 5 8mbs399ms doBGOIOL Ld3930. Y39es 03 LobEGINE HMEOL,
MmIgebsg 993L §3omds 9bodbmen  Mglydlgdby, Tgderos Bobmb
bobBHdsdo  FbBoMELFIMHOL  XMBJOOL  2obsfoergds  LgMzoLgdol
dobgzom, 439 9MOLYIMWOo bgM30L0 S FoMMID 3930069dYO
59303900, 653 LTOWdIL 33533l 9BYIEHMMOE  3BSOOMD
M9LOLYO0 S FoMO MODOYOHM 353306 7dO.

. 0565886MIegdlL deatrols 3mBmbo3sEos 56 oym 9BgdEmMo.

Manage Engine Service Desk Plus Lol#g3s3 3603369c0mgbo 905356039
0565330MIgdl  dmMol  3mdMbozsgos o 3Mmb3MgE e Ls3ombby
3160 3935Mmds. MOMMIME 429bobL 93ML 5943l 0bgmMTs30s Lo
@S OMamO dmodomlb 3mb3OMgEHmeo Lszombo, Tgbodegdermds  5J3L
MdMomE 98 bd30mbol 30BMs® Bofloewdo JodsGml  4bol
09360l 96 ©omBH™M3mL  FgBHYgmdobgds s bBobmli dobo 313538060,
399M0ggbml  LobBgdolb Bgoo ©s 3Jmbgl 3oMmEs3oMo  Fodmges
MmO 3 360 1936090096, s15939 ImIbTSM9d) 6.

. IT Lgegolgdols Jsmmgolmzol bsgoMm OO M3IMTgDEE0s 3G ogm
0530myMogo gho LogmEgdo.

Manage Engine Service Desk Plus ULolb@gdolb “Solutions” Bsbo@raols
3990mygbgd0m, dmbs ©™M339bGs300L gMm LogMEgdo 4obmagligds o
om0 393)9pMOm0Do3E0s,  dgLodsdolbo  i3mdgdol 205G IMgds
Lbgoolbgs Abo®msF M0l gbgdolomgzgob.

LobGHdob, 98  BMbJzombosemMo  Bofforols  asdmygbgdom,  yzgws
056583609l 5g3b  figomds  bgdolidogH,  3GmiEgbdo  LsFoOM
3Om3goee oy bbgs ©m3wdlb@dyg s oz doewosh
3608369035605, mommgMo 4bol 9300 0ygbgdl ©m3mdgb@ol
90003039  390LOSL, o3  8600369wm3bs  H306MH9AL  LsFoMm
©™399996G5300l  8mdogdol  MmL.  s0bodbmo  gmbdiombscrol
399mygbgdom, 1939 890ddbs FmEbOL Bd5Bs, o3 Mbwol (93690l
9536905 360m3gLd0, Ls30mbydol FalermEgdol EMHMOL sbMAZ5T0.

136



6. d5¢w036 MmO ©s omgdol Tgmdmgdgmo  ogm  Mg3MGOEHbYOL
§563mgds IT LgMzoligdol dsMmzgol 3mboom.
Manage Engine Service Desk Plus ULob@gdob ,Reports® BsbsGorol
399mygbgdom, 9Mbo 0Egdl  Lbgzsslbgs  LoFoMOm  MH9g3mEMEHOL
LobGHYdosb, 543l 8MEIozoE QBB GdMWo  bserodozmeo
06335305 S 905 3OM3gLOL 3900 TgBOLYdS.

7. 3906 bghbEgdmEs 06538 gdol  300bsM)  ©I35mYdJOOL
3mbGOMEo 98IIGIMQ.
Omam®3 Manage Engine Service Desk Plus Lol@gdsdo, sbgzg JIRA
Software Lolbgdsdo, yzgus Jguolimryargdgaro bszombo d0dsgMmgdYE0s
3m630900  3bwol  {ig3d®g,  Fgbadergdgros  FgbabOyiEwrgdywro
bogobols  LAHsGHMLYdOL  FMdogzo  JMEGHOMWo s LyFoMmgdol
d9000bg935d0, g gdol 3MMELDBY  M39MHOGHONWOE  YoR0MGds.
O3 LE3OMIIE M b0, 15939 FbsMISFHMOL Mbgdo, Fo0M30L
3963mmgboe  LobFHgdsdo  BmEI0Z5®  M3oYMOL 59369096
d9LoLEOM GO BO30MHYOL s 560FJ09b 2obsbegd e LEHSEMLIOL, M3
86093690365 Dmas3L 3MIM3gLOL FoMmM30L OML s Ls30MHYdDY
6953060900L EOHMU.

8. 3GmgddHgdol Tsmmzs s  Ubgoslbgs ©mbols  FFsMmgzgmmdomo

390i43000€2d930L 80R)ds 3gM brtE0JwEIdMES IBIIOIGIQ.
JIRA Software-ols 58mgqbgdom, LsdmMmgdB™ gbol §g36mgdlL sd3m

LEOMwo bggs 3OMgdEdo sOLYdME Y439 9gAHO3HY. TgbobOmgdgwo
L5 Tomb GR35 s F98YMA 3MBEGMO bEgds do0sb FoMFH035
@5 989JBHWMM©. MOOMIME 3OMmgd@do, Tguodergdgwos dodobstg

LodmBom 3306059  M35¢YgMHOL  ©93bgds o TgLolBIEgdgEo
1530bgd0L LESEHMLIdOL JMBEGHMM®O, sB939 FglermEgdol MSMOWYdOL

s LBbgs LoFoMm ©gBHEgdoL babgs. 3bwol §93¢9dl T9mderoso geo
LogOom  go69dmdo  ©s53300©bI6  3MM3gbol  F0dEobsGgMdsl o
LoFoMmMmgdol Jgdmnbgzgzsd0 obToMmgds omhomb Ubgs gmbool §93ml,
3Jmbgo Mfy39@0 s 30630600 3MIMB03s30s. 90bodbmwo 3Gmi3gLo

137



8600369emgbos  Bmyogl  3MHMmgdBHol  Fomm30L MM, 5930690l

d9LEOMIdOL MHOL3IYIL S BOHOL 3OMEFILOL F>MI30L 9BIJBHLIOMDOS.
390306569  0dosb, M®mI  s0bodbMmo  MmMABODsEoOL  3OMBEGTgdOL
39053M0L 3Mm39Ldo godmozzgms mMo (Manage Engine Service Desk Plus, JIRA
Software) 36MHMyMsdwo MHOHW639wymaol LolEgdob 2sdmygbgdols s s1939,
om0 396533900l (063gaM9300L) LsFoMMGds, MMPB0Bsgool IT LgHzolgdols
5 M396530900L FoOM30L 3OMELO OIS Fobsbers (ob. bsbsbo 139 s
Bobobo 140) o Omghym 00  0565390MM3g  FJNMEOMWMYP0GOL o
A996mma0qdl, MMIgddog 9BIJGHIMO© A9OFMGL Bgdmo  gsbbogryero
36HMd9d9gd0 IT bgMH30L9dOLS S M39MSE0JOOL FoMMZ0L 3bOm, LodmE MM
30 8030090 IT 1gM30L900Ls O M3GMO30900L BoMMZ0L sbowo, MsbsdgMm™M3g
990 (0b. BobsBo 139 s babsbo 140).

138



ST

JfmgdGodal dafmozs

3mmj&an dgbabrmmydgmn
b gnanbgdol bonl (Backlog)
d7486s lira Software-nb

gadmygopdnm

'

Smmydidnl aozdel 09300 oo

oandemennb ymBEmmema
Jira Software-ob
gadmygopdnm

—————————— | . |

badfmadidim gobeal
Fo3fM)0%) @azempbgdnl
2eBafnemde @o 3mB&mmemn
Jira Software-nl
gadmygbgbnm

v

badmmgddm My3m@EnBgnls
Fomdmada Jira Software-olb
gadmygdpdnm

B T

dbafmagyfnl SfMmgybol
dafhongs
@g n:ij mgoam% LpfM3olymo dmobmzogonk F3mommgaghnk
@aqnjbofyde/Bshmas wemnjlnfgds/Bsfhmgs

Manage Engine Service Manage Engine Service Desk IManage Engine Service Desk

Desk Plus-nl
Plus-nb oo Plus-nb bno
a08myggdnm aa8myBg 828mugED

= iy o

END

Bobsbo 139.

9BabEngOnEna bdaiabgdab
dofmagds

amabdstigdyenn bagombiab @agndbofinta

l Emengaok @ Aoy

bs3mgm anBamanbol

nbgmhiagnab gapaes/
(@3588)00b GIERIANE0S

bagombab abdmonby,
bbb Bots

obmmddagnob gagams/

wagammgigdob @IEIRORG *

sa0mBsgafn 2B

K bodgdemm B30 @3 4B

bagnobab medpdszgds

adab 8 B)ymbobiyt

3Bmgdiyde mgBsdio

@mBgbols gadengaighs
bagnabols s30m sz
Andafigds dyfBagmisty

0l fomdmgbs

Bobsbo 140.

139



39b65begdmands IT bg®3zoLgdols s Mm39Ms30gdol dsemzol 3MmEglds o
056589000M39  99IMEOMWMP09d0L  ©s  B9dbmemyogdol  4s9mygbgdsd
6256053008  3OMdwgdgdo ITSM Jmombom LEOWMWI© gooFMs, MMI3S
030Lsm30L, O™ MBOM Bomow 99358358 MEORBOBsE00L doge Jowmgdmwo
LOMR9090, BoFoMMS 45355650 BMmm B3z96L Joge F9dmEsboo 9i39d@EMmdols
39850900l 3565993HMgd0 @S  3MB3MYGHMEI®© ©O3580JLOMM®  OMMYNIEL
356539330 M5 sb39b90om godxmdgbs MMAB0DsEgool 3OMmi3gLgdo IT
L9gOH30LdOLS S M39M30900L FoOMZ0L 3MYMbom (0b. bsbsbo 141 s 3bGHowo
2).

T —=ewaed h Y
amdbdstdmaon
mmbmgBgbols
@agnguofigdals 25a390m0b @i dommnb whn E:ﬁggi‘f‘ggﬁ Aﬂ(y Bgﬂi;l-ignlﬁa
i (1 3nnbeg6s) (1 8maibeng6) {10 3rn0m363) P
5102 3B
RSPT=30§3 Frc-108 RMT=8 for
D5T-1§or IT bafzobgdobs oo ggaligs
m3gfogagdol Bsfcaob
Fmfiob a3me - | 2oBabmydnamn
o b o . smstostntn | 3fmggbn [ Bbsticesgaab/bssmdem
bagntm Hn (@abatg @a3semgogdnls b2 ﬁﬂb" " abragdob s3symanengont
(1 0mmmt) basorgdals fgimiira T Jg":gﬁ"%‘i ey | @
130 §fngndn) {10 06538 1 g30fs) (3P/15 gobien, 3 ggofh) | (20 Ga360, 1 3g)
ECT-5 8 y |
RGT=1§m TOCTE=10 G HRAF1om 12F0 | amvadTIm
aaaaa B

Sbateagafnt/ bshisdyhnl Me6:800mBmal g | @aBaBlyhn Sahadatfoda
o |

soshesdyiotf |
et/ | badhmgdm 3s@gdeb bagnobols abdmnals
g ehn

badfmyldm gabwgdnls |
baBBam e

{1PA15 gmBn, 1 330M0) | (5 bagamba)

o 1 TSSIH=1
TWT-290 by e oo

Bbsesdfiol shmpgbob/sdhngiom |
@ababsigdab homegbmds |
(@ofogn 1L01-150 mafn, 1 ggofa) |

& L goonion (3 bssono)
QSPC-1350 emafeo

Bobobo 141.

355omols Lobom, gobgzobowmm 3mb3Mg@EHwmwo 989JGHMOMdOL  FgxrsLgdol
3565393900 GO IMS.
91899EHOMdOL 39935L9%00 356599BHM0 306390 -
0630963 900L/byMH30LEo dmmbmgbgdols Qo (33093900l
©55304L0MFdOL s sMOEb30L O™ - RSPT (Requests Sending and Processing
Time) = WST+IPT+RT+PT+TST+TTPT
OMRMOE3 00330039 35bLgbgm,  RSPT  doowgds  89dwga0
3600936903900l X d90000:
e  15300bolL EHIMOL s AoaBs3boL O - WST (Writing and Sending

Time)

e 15300bol ©FMTo3900L M - IPT (Issue Processing Time)

140



e 15300bOL GOHM LOYOM Fo0E BSBITO IMIYOLEHMOMYOOL O™ - RT
(Registering Time)
e 15300bBY 3OOMO0EHIBHOL 30603900l O™ - PT (Prioritizing Time)
e Ly300bBy LY gdeols dmdogdol e - TST (Technician Searching
Time)
*  399LMHME9gdolm3zol Lodwdsml gowo3gdol ®mm - TTPT (Transfer to
Technician for Performing Time)
M6560Bs300l Imdzgugdero IT LgMH3z0Lgdols s M3gMsE0gdols JsGmM30L
36MHmEqL0LL  A9dMAObsGYy, Bgdmm  dmy3zsbowro  35M3xBHMYd0, 9JMHO
3M63609@Mo bszombol FHowdo, ogm 9999 0:
v' 'WST=10 {0
v' IPT=10 (0
RT=10 {0
PT=5 {0

AN N

TST=15 {jd
v' TTPT=10 {0
d9L50530bo, 1 Logombolbmgol RSPT=10 {0+10 {d+10 {0+5(0+15(3d+10{0=60
$o=1 Yo
boeom gobsbengdmaro IT bg®z0L9d0Ls s M39MH30900L FoOmM30L 3Mm3gLol
39092500, 3565993090 8903355 390009abs06M>:
v' WST=25 {0
v IPT=0 (0
RT=0 {3
PT=5 ;0

ASERENEIRN

TST=0 ;@

v TTPT=0§d
d9lod5dobog, RSPT=25 {0+0 (j0+0 {3+5(0+0 (0+0(0=30 {0, M3 6odbsgL, HMA
3obobegdmero IT UgMzobgdols s ™m3gMo30gdol  dsGmzoL  3OHmEgLol
0909250, B530bgdOL RO0JLOMIOOL s SVOOEHZOL MOl dshgz969d9ero,

141



gm0 Lsgombol FOHowdo dgdgoms 30 Fodom, Moz mMmysboBszosl 100
Ls30mbol FHodo dmwEsbl 50 fyomol mEabmodols sBmyow MHMU.
39630bowmm 30093 9OHPO oo™, 3mb3MYGHMEI© 30 9BIJGHMOMBOL
99x30L900L  3oMdgBHeo 13 - bomsFgOHol  3OHMEqLOL/La3MMgJEH™
©bbIOXJOOL O5Mm©gbmds - QSPC (Quantity of Support and Projects
Costs)=COHW*TWI.
OMAMOE3 0930930039mo  3dblgbgm,  QSPC  doomgds 89990
96003369 mdq00L 6533w 00m:
o 1 L5530l Bodwgdoml oMgdegds - COHW (Cost of 1 Hour of Work)
e  Ly30mbgdol Fglermwgdol xsdmo O™ - TWI (Time for Working on

Issues)
0939, 930090905 303090 RI (Reopened Issues )-ols 360336q¢mds,
Omdgwog  §oMdmoagbl 03 Ly3oMbgdOl  MOMEIbMDOLL, MM
390053000696  obHMosb (Closed) - “bgerobens gooblbs“ (Reopened)
LEHOGMULDY).
M6560Bs300l dmdzgugdo IT LgMH3z0Lgdols s M3gMsE0gdols Jser30L
3039606 498MmIEobscy, Bgdmm  Imyzsbowro  356539BHEMYO0, JOHMO
33060l 396H0Mm©OoL FHowdo, oym 89dgyo:

v' COHW=150 wsto

v RI=10 bygombo

v TWI=20 bo»
d9L50530bo, RSPC=150"20=3000 wos60, 63 bodbogl 0dsL, Gmd gMmo
33060L 3900mEOoL 360w do, BsbMemEo Bs300bgd0IB, 153006 gooblibs
10 Lsgoombo, MHMIGEoms 93353905l olFoMs 20 Lodwxdom  Lssmo,
d9L50530b50, 4909ETs batrxds 9oa0bs 3000 ero®o.
boom, 396sbargdmwo IT bgH3zolgdols s M39MHo3E09d0L FsMm30L 3MM3gLOL
39092500, 3565993HM900 8903355 890009abs06M>:

v COHW=150 wsto

v RI=6 bysgombo

v TWI=9 bo

142



d9L50530bs, RSPC=150"9=1350 qws60, Mog 60dbsgL 0oL, M™A gMmo 3300l
39600m©ob  FMHowdo, BsbmOmmo  Bo3ombgdosb, 053006 ooblbs 6
L5300b0o, HMIGWMS 34953905l LFOMS X 9FMMSE 9 LMo Lssmo,
d9L50530b5, 4909 METs botrxds T9oyobs 1350 erodo.

50b0dbmeo 35839690 gdols dobgwzom, 1 33060l 3gMom@ol  FHowdo,
62960053050 ©sBMys 1650 oo, s3>z 1 ™30l 3g9Homolmgol,
99935b9d0Ls s LAIGHOLE030L  Fobggzom, dglodwgdgos  J9oyobmls
LM 6000 EoGAY.

143



9337&Mmdnb Fg33bgdab 3aMada&Mada

MamEybmda/wmMmm

d330mao ITSM 3fmmpabo

3bOowo 2.

326aBmmadnma ITSM 3fmmEabn

Lafmagdamn|

-

0630eabBIdal/LbyMm3nlmemn 3mabm3bdal s 33emnmdadel
eamagbafydols ofm - RSPT=WST+PT+RT+PT+TST+TTPT

® bgnobal @sfmab s 3353360l @Mm - WST (Writing and Sending Time)

« ba30mbob @sBn3s350b @M - IFT (Issue Processing Time)

« b330mbob 9fo bagHom ganm d5Bs3n sHyznbEfHahgdab @AM - RT (Registering Time)

+ li330mb%9 3homnEgEalb dnBagdgdnl ofm - PT (Prioritizing Time)

« bisjncnisy BoBLFeId @ al dmdnnd b cefm - TST (Technician Searching Time)

« Byl by Bsmls @fm - TTPT (Transfer to Technician for Performing Time)

1 3mabm3Bs

150

306a

3068

06go@yB@Idab/LyM30b1m0 Bmmbm3zBdal @3 33momIdgdab Bsfmm3zab
@fae - RMT=ICT+PT+FST

 Lsgocnbgdab 9o cr33Bmytiol et - T (Issues Collecting Time)

- 3fnmMndIBI00b BnBggdal @ - PT (Prioritizing Time)

« m0omygm bagoobty @ - FST (Feedback Send Time)

10 3mobm3bs

25 o

8fon

17 foo

w

BmdbdsMmydymosb n3n3030fab fm - FTIC=MWT+MST
* 3y3ymd0Bga0b @3fgob wfim - MWT (Message Writing Time)
« Bg3ymdnBydab gagbagbal ofim - MST (Message Sending Time)

13mobm3zbo

3058

1068

2058

&

6233 30L dmob 3m3n6 benzob bagofm efm - ECT=CTE+IRTTE
® sB580MMBIONSE 33338050l m - CTE (Connecting Time to Employee)
« 0136503fmdy o106 bugdnb @fm - IRTTE (Issue Reviewing Time with Employee)

13mobm3ba

15Gd

5o

10%9

@

Bmdbdsfmydmnydab 38symaznmm)dob cemby - CSL=PF vs NF
* 3mBo@ogn 3)g3abgdd0b HsmmyBmds - PF (Positive Feedbacks)
« Bygapnin Bygsligdgdol Ham@gBmds - NF (Negative Feedbacks)

100 3monbm3bs

60 3mBodanfo 3xmsbyds

92 3mBodnafo 3xemsbyds

323.8.

o

©m31336G2300b dmdngdal @fMm - DST=STPC+STE+STE

« 3gFbmbBagy badgdem mB3ngEyHdn dydBab m - STPC (Searching Time in PC)

.ﬁaﬂma‘hagfm@agp 393ymdnBg 57580 dydBals e - STE (Searching Time in Email)
Bafanl @, - CTE (calling Time to Employee)

5 @mzn33690

15 fon

150

1450

~

abameadamal baiocmbal ab®mMmonl dmdngdal cefm - TSSIH=CTC+CTE+STE
* BebBatgdg e onsh 3mdgBingaganl M - CTC (Communication Time with Customer)

+ 01365386 gdmB 3mB3nB0gaanb @M - CTE (Communication Time with Employee)

« 9. 39@ymd0Bd7830 Bmdagdnls ot - STE (Searching Time in Email)

5 bagooba

30 foo

29 o

o0

36283MmBmadal 30denbafM) s35mMId700b 3MBGMmmal cofam -
TCCTE=STT+STA+ETTLC
+ 33335780k Brmdngdals M - STT (Searching Time of Tasks)
. ﬂaﬂhﬁm@ab@abnu 8mdngdnls e - STA (Searching Time of Assignees)
badgdem gngemob gabgdnb efim -ETTLC Time of Task Life Cycle)

10 0736583
1 33060

1o

10 foo

50 foo

©

maSaBBﬁnBcgmls 2600 3mB3M) G o35mIdaT) 89Bsmdab ofam -
'WTST=ATT+CTT+STT

+ bagaabab sBsgnatiob @fm - ATT (Analyzing Time of Task)

+ bagnobob @edgdszgdab @fm - CTT (Completing Time of Task)

+ bagaobob Asdafgdal fm - STT (Submitting Time of Task)

Ladnsmm
Lbafmonmal

1o

30 foo

30

-
5]

Mm33mMmAG0baal foMamydals cofm - RGT=STS+TSA+TCS+CDST

+ bsgacbgdals rmdogdal fm - TST (Time of Searching Tasks)

+ Byalfmydengdal Bmdagdal @i - TSA (Time of searching Assignaes)

+ beebgdab @stnbedab @fm - TCS (Time of Checking Statuses)

« Bgbfegdal 33900l dmdngdnl @ - CDST (Completion Dates Searching Time)

obafxnmn
basogdal
fMa3mfGo ozab
dMomdn

30 o

2950

>@380361fMn MalnMLadnb 363§nmadal efm -
HRAT=STET+NTP+EEFWT+TDAT

+ BbsfcagMaby/bs3mmyIam FaBeab fi3Hadnb Andabsmy LsByBsmyaal Bmdagdal cfm - STET
(search Time of Employees Tasks)

11 |+ sbownn 230000 Baby fim - NTP (New Tasks Prioritization)

+ BsfcaggMab/badfmgdam aaﬁ@nh 633ﬁ3ﬂnh oozabyggamn fgbymbob 3y@abgdab wfm - EEFWT
(Estimation of Employees Free Working Time)

L Jom G360l V] @fm-
TDAT (Time for Distribution of Additional Tasks)

1P/1S gpbeo
1 33060

4bo s 10§on

1o s 12 foo

2Lon 58 oo

3bsm@adaob(s)/bs3mmaddm(P) 306 @adab badndsm ofm -
TWT=SCOTW+ICT+CTCE

12 [+ baByBamb 8mdngdols/3mBhmgnab/@sbafnbbydol fim - SCOTW (Search, Control, Order Time of Work)

« badgBsmb Bgbirgagdal @fm - ICT (Issue Complete Time)
+ 3mdb3sthgdmonsh/aaBenb Fashgdmsb gmBgbaagaol wfm - CTCE (Communication Time with
customer and Employees)

1P/1S gpbeo
1 33060

340 boy

290 by

50 boo

dbsfgeagafol 3MmEaLol/La3fmaddm @ababafxadol Mameabmds -
QSPC=COHW*TWI

+ 1 basaunls umaamu @0fgdnEIds - COHW (Cost of 1 Hour of Work)

.l b g m0ws6 (Closed) - “by b o6
(Reopened) bsebog) - RI cnenpeneu Issues)

« bagncbgdnb BybEmIBnb XaTaen @Am - TWI (Time for Working on Issues)

Bofoazo - 1bo
1500
1 3306

10 baznmbo (20 bon)
3000 em

6 Loznobn (9 bo)
1350 em

1650 e

Abafesdamal/LadMmmadBm 330080l 3mBGMmmob efm -
CTD=ST+SID+ATD+UTD

14 | * bagnobgdab Bmdogdal MM - ST (Searching of Tasks)

« 13308300390 35080k Brmdng B0l coffm - SID (Searching of Initial Deadiines)
- Lagnoibgd) saadal sBamnrbal cofm - ATD (Analyzing Time of Deadlines)
- baznonbgdy samadal @i - UTD (Updating Time of Deadlines)

1P gnbgo
10 bs zoobn
13306

30 §or

15 Gon

15 §or

=
@

dbafmeagdamal/La3mmadBm gnbregdol 38symanmadals emby - TSL=PFE vs NFE
« 576c0b G33Mn0b Bogf badydsm 3Hmebob 3mogoytin 23

PFE (Positive Feedbacks of Employees)

+ 3760l Gy3Mn0b Bogf badydsm 3HmEgbob Bygs@aAn 2

NFE (Negative Feedbacks of Employees)

20 Gasfn
1,33

7 3mBodonmn

20 3mBoBGonmo

133.8.

3°035¢0lfobgdom, gmzwo, O™JI

bgdmm BsB3969%0 91899EHIOMdOL

399355900

3565993M900L

656053008 gobsbegdmyeo  IT

sLOHYoldo ob30bowgm, LEMEPSE GOV oS FMOEDO.

LgM30L900Ls S M39MS30JdOL FoMIMZ0L 3OMEIBO FoEGOWJOOm JBIJBHMO
98393305605, 939 3OM3gLMSL F9EsMIO0m S Ol FMIMdEYIGO0, MMIWIdO3

3830d6OMd, MHMI FbosMrsFgMol 3moboo> Manage Engine Service Desk Plus
LobEBgol s 3MHM9dBHYool Fomm30L  3Mmboom JIRA  Software Lolb@gdols

144



5696359 5 9990Md ©9339 85035 063)JaM53058 do¢E0sb 3560 899900 o
L6909 FMESBS MEYIBODBO300L, BIMPMOE 3OHMEYLYdIOL AdMAXMdYILGOOL

©5 3930 989JGHMOO© FoMM30L JMmbom, 5939 OOMOMO s BobbLMEO
M9LMOLYOOL IBMAZOL MZOELEBEOHOLO.

50b0dbmo  MmMsboBogools  3GMdWYgdoEsb s IT  Lg®mzolgdobs s
M39M530900L  FoMmM30L  3MIM(39LO0IL  2odMIEObIGY, 1939 MMRBOBsGOOL
dsLd 90900l gomzsolijobgdom, 3mzwo, MH®I Bgdmom sbbowmo méo
LobBHYIolb  obgMAzs  @s  Bsmo  0bBHYYMO30s  Bo3gmglem,  439webY
™330 O0  2505(Y439BH0wgds 0gm, 08 MobsdgMm™m3zg 99oMEMEMY09gdol
@5 $996mEma0900L 5035¢oL{obgd0m, M3 SJG0IMSE Fsdmoygbgds M9l
59 bLgg®Mdo.

145



313365
5960290, IGHIWMIQ 4535565¢0BgJm MEMYSBOD30s L, X7-0U IT LghHgzolgdols
@S M396530900L  FoMM30L  3OMELO @S 9dM3339009m  3MbB3MYEHME0
36Omdgdgdo IT Lgm3zolgdols s Mm39M30900L ommM30L  3Mmbom, M3
589gObYdIPS  MmOYsb0BsEool [oblgwsl s bgwl Mdwos ®mEYIBOBFOL
056589000Mm39  B9dbmemaome  256M9dmdo,  F9gBHO®©  9IZGH0MYOLS O
3963000069d580.
@©5LIMO 3OMDBEGIJOOL gom35¢olobgdom, dg30Lfsgzegm, dobgobowgm o
0935835900 ol M9bsdgEMm™M3zg  FJOMOMEMY0gd0 S HJJbmeEma0900,
Omdmgoos IT bgMH30Lgdols s M3gMOE0gdol  dsMmzol  3mombom  ©EIL
Y39w5%D9 9939 8mmbMm3b5000 s godmygbgdsos Abmgwomdo
M62560Bogool  3mb3MgE Mo 3OMdWGIJP0EIL  odmdobstg, 3039w
9393y 9mglbobxgo ITIL dgommmemaos @s dsbbg dmeMygdmewo Manage
Engine Service Desk Plus Lol@gdol wsbghagzs. dowmbgoogs 0dols, 6Hmd
50b0dbmeds  LoLEQIsd  gosFes B39bL BogH  ILIMEIO  3OMDBEGTJdOL
MAM53wgLbMds, 85063 9O 50dmBBs ol Loliggds, MmIgwos LML
399930053090M@S MOR60Bs300L BMmmMbmgbgdl s s®LYdME 3GHMdE9IgOL,
5303 ™3 2oo37Y30(H 9 ©MBgbowo 3MIMIWGIgdoL A9sFMOLm30L, 39MHIME
30 30Mm9JGH9gool Foermn3zol JodsMmrmIengdom, Ima39gLobxs ©sds@gdom bgs
90 35/3900MmOMEMy0s/LobEYds s i3bgMygom Agile (Scrum) gmgodzmeJo
o 9LBy IMmERYGOIMo  3OMYMITMEo  MHOMB3gymaol  LolEgds JIRA
Software, Mmdgwdsg ULOWWI©O  osFMs  MmMAB0DsEool  sMBIBowo
36mdE9dgd0.
9019b9gs3500 0dobs, O™ $0bodbMwo MO J0EYMBs/8x0MEMEMY05/LOLEYIS
339 LEOWWOIE 53059MBOGOIES  MOPBOBIEFOOL FMMbM3bYdL, To0biz oM
50dmPBbEs 15305MOLO TS0 (39-39¢3g 39TMYgbads, MoYsL IT LgMz0LgdoLYS
@5 396530900l Fomm30L  3OHMEgLoL  9RgdGIOMds 396 doomfiggs d530b,
OEQbSE  IBIMOFIOOL s BadMMmgdBHm  3mbgdl ImEol  3:3Mbo3s30s,
L530MbgdOL  IWYROMGds  3OMELOL  Bofforos s 53539 @OML, SO
8000b65(9MdL 9539JGIM0@. 506060 b30mMbO, d5¢0sb 3BOMMOE GO

146



@5 3603369c0m3z960  5©0IMPBbEs  MmMYboBsEooLmM30L,  SToGHMAs3 33930l
30m3gbo ob30aMdgo Manage Engine Service Desk Plus Lobi¢gdol s JIRA
Software Lobgdob 0bEHgaGMs300m.

50b0dbmEo Mo LolEGgdol 0bEHIGMI30s Bs3dom® 9BIJGHIOO S©IMPBEs
3obobegdmmo IT LgMH3z0Lgdols s Mm3gMo3E09d0L Fomm30L 3MmEglo 8936,
OMamO3 9ohmosbo  3MmEqLo,  dgLodsdobsE, LEOWMWOLE  A90FMHS ol
36OHMdEgdgd0, MHMIWIdo3  MmOPsboBszosl  3Jmbs IT  Lg®gzobgdobs s
M396530900L JoMHM30L JMMbom, 33930l BocMwgddo Jowgdmwo 999900
@A d9g3ox59mm:

1. 8mbs  UBogMmITMMOLM 5  SPOWMIM0Z0  2oTM(300¢)09d0L
d9LPoges o 565¢0Bo ITSM-0l dodsHrmEgdom.

2. 9900053005 mMHQ560Ds300L  3MMOMGIGOOL ool FMgws  IT
L9gMH30L9dOLS O M3YMOE0YdOL FoMMZ0L sbsgro dmEgwo, Imbs
0603000900 3ojY39H0wYool  ©bgM3s ©s  FowgdYEo
990003990 9985 989JGHWOMIOL  FgRoLYdOL  3565T9GHMJdOL
399mygbgdoom.

3. 990g4dbs  LobBHGIoLb  IMbs3gdms  BsBoEIB,  Lbgoolbgs  Lobol
9mbs399990L 53MM9dOL sEMOOMT0.

4. 25050365 IT  0b30©9b3gdol/gMzobywo  dmmbmzbgdol  ©o
33090990l 9O LEGOHDM Q3MGIMTO ROJLOMIOOLS S FoMMZOL
36MdEgd.

5. gosfyos  dmIbTsMgdgEmsb  933MIsGHMo s  dmdogzo
13993530060l 3O:Md9Ds.

6. 20050305 IT  UgMzoLgdol  FoGmzolmzgol  LsFobOm Lo
M9LOLYdOL gHo LogMEJdo Me3dmMycMmOL 3O MdEYTs.

7. 25050365 565ddOMAqdl MOl 9x39dGHMMo  3mIMbogsEool
36HMdEgd.

8. gosfyos IT  UgMzoLgdol  Fomrm3zoLmzol  LoFobOm  LEOHYYro
©™329996353000L 9O LogM3980 1538MmYMOL 3OIMdTs.

147



9. 25000365 IT ULgh3zolgdol ToGM30L  3Mmbom  Mg3mEEH0byoL
Po63mgdols 3er0deds.

10. 2490050365 35658963 gd0l J0d0bsMg 935¢9gd9d0L 939G MO
3MbE®MEol 36OHMdEgdos.

11. go50ys  3MmgdBHgool  8sem30L s Lbgoolbgs  mbols
9056M™M39WMmd0M0  355)Y39G0 0900l  98B9dGHIMs©  dowgdob
36HMdEgdo.

12. IT bgM30L9d0Ls @S M3gM(30900L FoMMZ0L 3MIM3gLOL gobsbengdols
990p™d 800gdmwo 999900 89535Ls 9B39IEGIOMdOL TgRsligdols
3565393900l g59mygbgdoo.

59605, Y439wws ol 3md3mbgbEo, MmIgmwon MmOABOBIE0sL LFoMgds IT
bgMH30L900L @S M3gMOE0gdOL  FoBM30L  3Mmbood s 98 FbGO3Z
625605309030 5OLYIMWO 3OMDdEGIYP0 S 259M)393900, LoROLOMGOM©
9600836903560 s 3MI0MOOGHYGHME0s.

659G>m880 sefigMowo 33930l 3OHMEgbo J0dEobscmgmdEs MsdmEYbody ™30l
3960530mMd5d0 @ b  sbws  obgmo  LOOMMEGIO0,  OHMYMOGOO(35S:
M6560bs300L  d9bgx9bBHOL FBGHOIB  sOILOMIO FDomdy, A5dm{3939d0L
909500 dodo s Logd®mbowyg, MoL3gdoL IBM39g30L doBbom, mwmdszs IT
bgMH30LgdOLS s M39MOE0JdOL  Bom™M30L  3MMEILOL @S SMLYIMO
303 gdgdol  sbseobols 3Mmgbdo 250Mm03390s, MMI 59930JOII0  0YM
056589000Mm39 39nMEOMEMA0900L S Ggdbmemyoqdol dmliobyxgs/gs8mygbgds,
I MmOHQ60DsE0L MROM F9BHOE 259995693065 30B0(30930 35BsMBY s Bgbo
5909m  9bsdgommzg  3MmEgLgdoLbm30L,  SFoBHMAs3  FMO35M0S Y39
62560053059 3000ML sb539MHM39 299Mf393900 ©S 080JOML 035Dy,
599650 3MbB3MmM96EHMBIM0sbo F9Mdeos ogml ¢9gdbmermaon®o obligwol
259myabgdoom.

148



10.

11.

12.

13.

14.

15.

16.

17.

18.

3990g9gbgdemo o@gMs@rMol bmbs
[https://en.wikipedia.org/wiki/IT service management][1], )3565L369e0oc0
0965 g9059m{jagdero - 24.11.2021
[https://info.axiossystems.com/blog/itil4-the-evolution-of-processes][2],
396583690 0dbs Qosdmfdgdmwo - 24.11.2021
[https://www.sysaid.com/blog/entry/why-itsm-is-more-important-now-
than-ever-before][3], ©3565369ws 0dbs oodm{dgd Mo - 24.11.2021
[https://freshservice.com/itsm/service-management-problem-solution-
blog/][4], ¢3965L3b69ws0 0g6s gosdmfidgdrero - 24.11.2021
[https://www.ibm.com/cloud/learn/it-service-management][5],
1396583690 0dbs Qosdmfjdgd o - 24.11.2021
[https://itsm.tools/the-future-of-itsm-survey-results-2019/][6],
135653690 0gbs Qosdmfdgdmwo - 24.11.2021
[https://www.researchgate.net/publication/266071548 The IT Service Man
agement according to the ITIL framework applied to the enterprise val
ue chain][7], ¢39651369co0 0dbs 25058mfdgdmeo - 24.11.2021
[https://www.manageengine.com/products/service-desk/itsm/][8],
396583690 0dbs Qoedmfjdgd o - 24.11.2021
[http://www.itsmwatch.com/itil/article.php/3865166/Are-You-Getting-
Value-from-ITIL.html][9], 93565L369co@ o0dbs  gosdmfjdgdmeo -
24.11.2021
[http://www.itsmwatch.com/itil/article.php/3847281/Which-ITIL-Software-
Features-Work-Best.htm][10], ¢935650369s0 0gbs gosdm{idgdyero -
24.11.2021
[205 Lwbymesdg, 935¢9M0by 0m®dJos, ,30myMsdweo  LolEgdgdol
d9b9x 096G 0L bog3wydzegdo”, Logo®angguomls &946037960
w60390L0GHYGHOL LoMYEIJFOM-Logsdmd3gdwrm LsdFm, 2016] [11];
[http://www.itsmwatch.com/itil/article.php/3913896/Integrating-ITIL.-with-
IT-Project-Management-Improves-Both.html|[12], ¢3565b369s0  0gbos
3953m{dgdmo - 24.11.2021
[https://wiki.en.it-
processmaps.com/index.php/ITIL. 4#ITIL 4 components][13],
139653690 0dbs Qosdmfjdgdmewo - 24.11.2021
[https://www.axelos.com/best-practice-solutions/itil][14], 935651369 s0
0965 g50059m{jagdero - 24.11.2021
[https://searchdatacenter.techtarget.com/definition/ITIL][15],
3956583690 0dbs Qoedmfjdgd Mo - 24.11.2021
[https://www.bmc.com/blogs/6-benefits-of-itil/][16], 3565L3b69co@ 0gbs
39059m{jagdero - 24.11.2021
[https://en.wikipedia.org/wiki/COBIT][17], 1 3560L3690o 0gb6s
39059m{jagdero - 24.11.2021
[https://www.cio.com/article/3243684/what-is-cobit-a-framework-for-

alignment-and-governance.html][18], 396583690 0gb6s
39053m{dgdo - 24.11.2021

149


https://en.wikipedia.org/wiki/IT_service_management
https://info.axiossystems.com/blog/itil4-the-evolution-of-processes
https://www.sysaid.com/blog/entry/why-itsm-is-more-important-now-than-ever-before
https://www.sysaid.com/blog/entry/why-itsm-is-more-important-now-than-ever-before
https://freshservice.com/itsm/service-management-problem-solution-blog/
https://freshservice.com/itsm/service-management-problem-solution-blog/
https://www.ibm.com/cloud/learn/it-service-management
https://itsm.tools/the-future-of-itsm-survey-results-2019/
https://www.researchgate.net/publication/266071548_The_IT_Service_Management_according_to_the_ITIL_framework_applied_to_the_enterprise_value_chain
https://www.researchgate.net/publication/266071548_The_IT_Service_Management_according_to_the_ITIL_framework_applied_to_the_enterprise_value_chain
https://www.researchgate.net/publication/266071548_The_IT_Service_Management_according_to_the_ITIL_framework_applied_to_the_enterprise_value_chain
https://www.manageengine.com/products/service-desk/itsm/
http://www.itsmwatch.com/itil/article.php/3847281/Which-ITIL-Software-Features-Work-Best.htm
http://www.itsmwatch.com/itil/article.php/3847281/Which-ITIL-Software-Features-Work-Best.htm
https://wiki.en.it-processmaps.com/index.php/ITIL_4#ITIL_4_components
https://wiki.en.it-processmaps.com/index.php/ITIL_4#ITIL_4_components
https://www.axelos.com/best-practice-solutions/itil
https://searchdatacenter.techtarget.com/definition/ITIL
https://www.bmc.com/blogs/6-benefits-of-itil/
https://en.wikipedia.org/wiki/COBIT
https://www.cio.com/article/3243684/what-is-cobit-a-framework-for-alignment-and-governance.html
https://www.cio.com/article/3243684/what-is-cobit-a-framework-for-alignment-and-governance.html

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

[https://www.orbussoftware.com/resources/videos/cobit-distilled/the-
benefits-of-cobit-5/][19], 396536 geo@  0dbs  goodmfidgdwo -
24.11.2021
[https://whatis.techtarget.com/definition/Microsoft-Operations-Framework-
MOF][20], ©¢93565L369050 0465 g00050m{dgd o - 24.11.2021
[https://asq.org/quality-resources/six-sigma][21],  ©93565L3b6gemoc0  0gbs
39059m{jagdro - 24.11.2021

[https://quality-one.com/six-sigma/][22], 39658369 0g6o
39059m{jagdero - 24.11.2021
[https://www.processexcellencenetwork.com/lean-six-sigma-business-

performance/articles/6-ways-six-sigma-can-benefit-your-company][23],
1396583690 0dbs Qosdmfjdgdmewo - 24.11.2021
[https://searchcio.techtarget.com/definition/ISO-20000][24],

139653690 0gbs Qosdmfdgdmwo - 24.11.2021
[https://www.itgovernance.co.uk/blog/what-are-the-benefits-of-iso-
20000][25], ©93565L369e0 0gbs 3osdmfjdgdmwo - 24.11.2021
[https://www.cio.com/article/3251707/what-is-togaf-an-enterprise-
architecture-methodology-for-business.html][26], 3565U3b9eo@  0gbs
39059m{jagdro - 24.11.2021
[https://www.orbussoftware.com/resources/videos/togaf-distilled/what-are-
the-benefits-of-togaf/][27], 3565L3bgwo@ 0gbs  osdmfdgdmwo -
24.11.2021

[https://www.bmc.com/blogs/itsm-frameworks-popular/][28],
396583690 0dbs Qoedmfjdgdmeo - 24.11.2021
[https://www.manageengine.com/products/service-desk/?index][29],
139653690 0dbs Qosdmfdgdmwo - 24.11.2021
[http://demo.servicedeskplus.com/][30], 39565369 0gb6s
39059m{jagdero - 24.11.2021
[https://customer-support.financesonline.com/c/it-service-

management#why][31], 396503690  0gbs  gosdm{agdro -
24.11.2021

[https://www.scrum.org/][32], 3560L369wo 0dbs a5sdmfjdgdmwo -
24.11.2021

[https://www.atlassian.com/software/jira/features][33], «13565U369ws 0gbs
395dm{dgdmo - 24.11.2021
[https://confluence.atlassian.com/adminjiraserver/configuring-an-smtp-
mail-server-to-send-notifications-947184044.html][34], 3965369
0965 25059m{jdgdmero - 24.11.2021
[https://confluence.atlassian.com/adminjiraserver/connecting-to-an-ldap-
directory-938847052.html][35], 93565L369es 0gbs 4900sdmfdgdmeo -
24.11.2021

[https://www.manageengine.com/products/support-
center/help/adminguide/api/jira-integration.html][36], «3565U369co 0gbos
39053m{dgdmo - 24.11.2021

150


https://www.orbussoftware.com/resources/videos/cobit-distilled/the-benefits-of-cobit-5/
https://www.orbussoftware.com/resources/videos/cobit-distilled/the-benefits-of-cobit-5/
https://whatis.techtarget.com/definition/Microsoft-Operations-Framework-MOF
https://whatis.techtarget.com/definition/Microsoft-Operations-Framework-MOF
https://asq.org/quality-resources/six-sigma
https://quality-one.com/six-sigma/
https://www.processexcellencenetwork.com/lean-six-sigma-business-performance/articles/6-ways-six-sigma-can-benefit-your-company
https://www.processexcellencenetwork.com/lean-six-sigma-business-performance/articles/6-ways-six-sigma-can-benefit-your-company
https://searchcio.techtarget.com/definition/ISO-20000
https://www.itgovernance.co.uk/blog/what-are-the-benefits-of-iso-20000
https://www.itgovernance.co.uk/blog/what-are-the-benefits-of-iso-20000
https://www.cio.com/article/3251707/what-is-togaf-an-enterprise-architecture-methodology-for-business.html
https://www.cio.com/article/3251707/what-is-togaf-an-enterprise-architecture-methodology-for-business.html
https://www.orbussoftware.com/resources/videos/togaf-distilled/what-are-the-benefits-of-togaf/
https://www.orbussoftware.com/resources/videos/togaf-distilled/what-are-the-benefits-of-togaf/
https://www.bmc.com/blogs/itsm-frameworks-popular/
https://www.manageengine.com/products/service-desk/?index
http://demo.servicedeskplus.com/
https://customer-support.financesonline.com/c/it-service-management#why
https://customer-support.financesonline.com/c/it-service-management#why
https://www.scrum.org/
https://www.atlassian.com/software/jira/features
https://confluence.atlassian.com/adminjiraserver/configuring-an-smtp-mail-server-to-send-notifications-947184044.html
https://confluence.atlassian.com/adminjiraserver/configuring-an-smtp-mail-server-to-send-notifications-947184044.html
https://confluence.atlassian.com/adminjiraserver/connecting-to-an-ldap-directory-938847052.html
https://confluence.atlassian.com/adminjiraserver/connecting-to-an-ldap-directory-938847052.html
https://www.manageengine.com/products/support-center/help/adminguide/api/jira-integration.html
https://www.manageengine.com/products/support-center/help/adminguide/api/jira-integration.html

37.

38.

39.

40.

4].

42.

43.

44.

45.

46.

47.

48.

49.

50.

[https://www.ibm.com/cloud/learn/it-infrastructure-library][37],
135653690 0gbs Qosdmfdgdmwo - 24.11.2021
[https://www.simplilearn.com/itil-4-vs-itil-v3-whats-new-article][38],
1396583690 0dbs Aosdmfdgdmwo - 24.11.2021
[https://www.bmc.com/blogs/cobit/][39], ©13565L369o 0gbs
39059m{jagd o - 24.11.2021
[https://www.novelvista.com/blogs/quality-management/top-5-sixsigma-
certification-benefits][40], 93565L3b6geo@ 0dbs  QoITMFAgGOIMwO -
24.11.2021

[https://www.tutorialspoint.com/six sigma/six sigma introduction.htm][41]
, 993965L3690 0465 25sdm{idgdmo - 24.11.2021
[https://en.wikipedia.org/wiki/Six Sigma][42], 396583690 0gb6s
39059m{jagdro - 24.11.2021
[https://advisera.com/20000academy/what-is-iso-20000/][43],
1356513690 0dbs Qosdmfdgdmwo - 24.11.2021
[https://www.itgovernance.co.uk/is020000][44],  +93565L3b6gcmo@  0gbs
390059m{jagdero - 24.11.2021
[https://www.bsigroup.com/en-AE/ISOIEC-20000-1-Service-

Management/][45], ©¢935651369e50 0gbs 49059m{idgdmero - 24.11.2021
[https://www.softwareadvice.com/help-desk/manageengine-servicedesk-

plus-profile/][46], «3565L369wo 0gbs osdmfdgdero - 24.11.2021
[https://comparecamp.com/jira-service-desk-review-pricing-pros-cons-

features/][47], v3565b369o 0465 gosdm{agdmeo - 24.11.2021
[https://comparecamp.com/samanage-it-review-overview-pricing-and-
features/][48], v35651369o 0465 gosdm{agdmeo - 24.11.2021
[https://pinkelephant.co.uk/cherwell/cherwell-it-service-management/][49],
1396583690 0dbs Qosdmfjdgdmwo - 24.11.2021
[https://www.softwareadvice.com/mobile-device-management/labtech-
profile/][50], 356503690 0465 3o0sdmfdgdmemo - 24.11.2021

151


https://www.ibm.com/cloud/learn/it-infrastructure-library
https://www.simplilearn.com/itil-4-vs-itil-v3-whats-new-article
https://www.bmc.com/blogs/cobit/
https://www.novelvista.com/blogs/quality-management/top-5-sixsigma-certification-benefits
https://www.novelvista.com/blogs/quality-management/top-5-sixsigma-certification-benefits
https://www.tutorialspoint.com/six_sigma/six_sigma_introduction.htm
https://en.wikipedia.org/wiki/Six_Sigma
https://advisera.com/20000academy/what-is-iso-20000/
https://www.itgovernance.co.uk/iso20000
https://www.bsigroup.com/en-AE/ISOIEC-20000-1-Service-Management/
https://www.bsigroup.com/en-AE/ISOIEC-20000-1-Service-Management/
https://www.softwareadvice.com/help-desk/manageengine-servicedesk-plus-profile/
https://www.softwareadvice.com/help-desk/manageengine-servicedesk-plus-profile/
https://comparecamp.com/jira-service-desk-review-pricing-pros-cons-features/
https://comparecamp.com/jira-service-desk-review-pricing-pros-cons-features/
https://comparecamp.com/samanage-it-review-overview-pricing-and-features/
https://comparecamp.com/samanage-it-review-overview-pricing-and-features/
https://pinkelephant.co.uk/cherwell/cherwell-it-service-management/
https://www.softwareadvice.com/mobile-device-management/labtech-profile/
https://www.softwareadvice.com/mobile-device-management/labtech-profile/

