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Restricted Rights Legend

COPYRIGHT

Copyright © 2005 by MulCom B.V. All rights reserved. No part of this publication or software may be reproduced,
transmitted, stored in a retrieval system, or translated into any language or computer language, in any form by any means,
electronic, mechanical, magnetic, chemical, manual, or otherwise, without the expressed written consent of MulCom B.V. This
manual and the software are both protected by Dutch copyright law. Unauthorized reproduction and/or sales may result in
imprisonment and fines and may be subject to civil liabilities.

LICENSE
This software is generally on a PER USER base. Please consult the accompanying license agreement for details regarding the
licensed use of this product.

YOU MAY NOT USE, COPY, MODIFY, RENT, DISASSEMBLE, REVERSE ENGINEER, CREATE DERIVATIVE
WORKS, IN WHOLE OR IN PART, EXCEPT AS EXPRESSLY PROVIDED FOR IN THE LICENSE.

DISCLAIMER

MulCom B.V. makes no representation or warranties of any kind, either expressed or implied for this product, the manual,
disks or Program, including, but not limited to, the implied warranties of merchantability and fitness for a particular purpose or
as the quality, utility or performance of the program, all of which are hereby expressly excluded.

Further MulCom B.V. reserves the right to change the software and this publication without any obligation by MulCom B.V.
to notify any part of such revisions or changes.

TRADEMARKS
Easy Manage ® is the trademark of MulCom B.V. Other products mentioned in this manual are the trademarks of their
respective manufacturers.
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About This Guide

The purpose of this guide is to assist the ICT department by managing all components in the ICT infrastructure. This guide will
explain the working of the Easy Manage Helpdesk Program.

Other Easy Manage Manuals are:

¢ Easy Manage Configuration Guide
¢ Easy Manage Admin Guide
¢ Easy Manage Reference Guide
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Easy Manage Helpdesk

General

The Easy Manage Helpdesk consists of two programs and is integrated in the Easy Manage Tool. The Self Service Helpdesk
could be used by the end-user to register and track a call. The integrated Helpdesk module in the Easy Manage Tool is for the
IT department to register and manage calls.

Conventions

All list screens have default New, Open and Delete functions; both New and Open functions will supply the detail screen.
Double click on a row in a list screen activates the same function as Open. The button New will create a new object and Delete
will delete an object from the database. On Tab’s you could see the buttons Add and Remove. An Add will create a relation
and a Remove will remove a relation to another object in the database.

You can only delete a component, if it does not have a relation with another component.

In the Easy Manage screen shots, you will find gray, white, blue and yellow fields to store information. The gray field contains
read-only information, the white fields contain optional information, the blue fields contain important information and the

yellow fields require input when adding or modifying a component.

Generally there are four types of information:

Required (type R) Yellow
Recommended (type C) Blue
Optional (type O) White
Read-only Gray

Fields with a red label has a special meaning. If you enter a value in this field, which was not yet defined, you will get the
choice to create and use this value.

The button [. . .] on each screen will give you a detailed information of the object.

Use the % in front of a search string when you want to search for an occurrence of the string, when you are using the like
option in the search function.

Plug-ins

Plug-ins are user-defined commands that will be executed with the parameters from the Configuration Database. You may use
%AdminDir% or %ProgramDir% as relative path for the command. Common, User, Group and Application Substitutions
could be used as parameter. The parameter to substitute, should be embedded between ‘{‘ and ‘}’. E.g. {UserName$}. If a
variable not could be evaluated, the program will ask for it.
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Self Service Helpdesk

The Easy Manage Self Service Helpdesk gives the end-user the possibility to register and track his own calls. The helpdesk
will not be disturbed by phone calls of end-users, but it could use their time to solve the calls.

To enable the Self service Helpdesk for your organization create a icon on the desktop of the user with the following URL:
http://<EasyManage Web Server>[:<Portnumber>]/ezmanage/sshd.html

This will start the web enabled Self Service Helpdesk application.

2 Easy Manage - HelpDesk Self Service - Microsoft Internet Explorer

File Edit Wew Favorites Tools  Help

) > \ﬂ @ _l\J /.JSearch ‘g_'\}:’Favorites '@J .,':; E v

fiddress | €] httpsfplutojezmanagesshd.html v Go | Links >

Version V4.3b

A tool to log-in a case against your incident, Change,
Problem and complient with the IT Administrator.
Sophisticated, efficient, smooth and user friendly.
Manage your own calls - Find the updated status of
a call from your desktop.

Detailed Call Management application.

username (NN
pasewors IR
Change Password

@ Done ‘3 Local intranet

Enter the username defined in the Easy Manage Configuration Management DataBase and click Login.
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Main Menu
The Main Menu of the Self Service Helpdesk gives the user the possibility to select the task to do.

Easy Manage - HelpDesk Self Service - Microsoft Internet Explorer

File Edit ‘ew Favarites Tools Help
- = i =
o ] ) = = i : 1 . > >
@Back <) @ @ ul\-| P Search < Favarites {:‘} = GOOS]E | v| i Zoeken Eh 255 geblok
Address @ht 'demol3:8080/ezmanage/sshd. htrl A Go Links ®
wWww.ezmanage.nl E

M Version V4.3
anage

""" M feaiste; Cais Helpdesk Self Service

----- B4 Manage Calls

""" “}/ I-(now.n Solutions Register Calls Helpdesk Self Service users can raise a call against their Change, Incident, Problem,
..... & Logout Compliant and Service with Easy Manage IT Administrator, Every call will be registered with
a unique Reference Mumber. vou can use this Number with IT Administrator for future
references, & Call can be explained in detail in the Call Details section, Additional files can
be attached to make the IT Administrator understanding better about vour Call,

Manage Calls  vou are allowed to view your registered Calls in this submenu. Every Call will be classified
depends upon the nature of the problemn by the Easy Manage IT Administrator, An expertise
will be assigned to resolve the Issue, based on the Impact and availability of an expertise,
Helpdesk Self Service user can wiew the list of Solutions that are suggested by an IT
Administrator to resolve an Issue, The follow-up commuonication happen between IT
Adrinistrator and end user are registered with Communication Log Tab of this submenu.

Known Solutions  User of this submenu can have quick view of Standard Solutions for their Issues. Click on
this submenu will show a Tree view of Services, Issues and Solutions on the top frame. The
bottorn frame will show the Solutions list for an Issue. Double click on the list will show
detailed page of the Solutions. You can perform quick search on keyword to find out a
Solution for your Issue,

User Name : Louis

@ Done ‘d Local intranet
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Register a Call

With this function you can register a call to the Helpdesk. You can attach files and enter some additional information of the
call.

[E Save J[?—" Cancel J

— Customer Details

Full Marme . Louis Mulder Company . Easy Manage

Department : ICT Location

— Call Details

Summary : ||

Details

Communication Log rnttachments |

Subject

Q=

Field/Tab Description

Summary Enter a short summary of your call

Details Enter the details of the call

Communication With this tab you can enter some additional information to the helpdesk. See the

log Add/Show Communication log function.

Attachments With this tab you can attach one or more files to the call. See the Add/Show Attachment

function.
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Add/Show Communication log

With this function you can add or show the communication logs, which you have created are which were created by the
helpdesk.

[n Save J[?J Cancel J

— CGustomer Details

Full Marne ! Louis Mulder Company . Easy Manage

Department » ICT Location

— Call Details

summary ¢ |Test the communication

Details

— Communication Log Details

Subject : ||

Sumrmmary

Field Description

Subject Enter a subject of this communication log.

Summary Enter the details of the communication log.
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Add/Show Attachment

With this function you can add and show a file to a call. Use the Browse button to select the file to attach and click the Save
button

[H Save J[q-b Cancel J

— Customer Details

Full Marne . Louis Mulder Cormpany . Easy Manage
Department ¢ ICT Location
— Call Details
summary ¢ [Test the communication
Details

— Attachment Details

File Mame : | |[ Browse . |

File Description [

Field/Tab Description

File Name Enter a filename to attach or use the browse button to select a file.

File Description Enter the details of the attached file.
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Manage Calls

With this function you can manage and track your own calls. It will give you a list of all your Open and Solved calls. When the
helpdesk employee has accepted your call, he will work on the call by giving solution(s) for it to solve. You will see a signal,
when the helpdesk employee has changed the contents of a call (There was some activity).

o Manage Calls

My Calls | All Calls
call 10 Date created pate changed

ImportExport CMDB and Knowladge Databaze Cipen 207 2004 9:41 PM 221172004 10:42 PM
26 Mowe all machine directories to the Machines directory Cpen 2&/07/2004 9:45 PM 02/08/2004 10:16 PM
27 Autornatic fill the database from the audit files Cipen 2072004 245 PM 201172004 4:532 PM
21 Create a typeahead field Cpen 28/07/2004 2121 PM 15/10/2004 11:00 AM
40 Application dependency Cipen 04/08/2004 6:15 PM
138 Uze the right button of the mouse to execute functions Cpen 15/10/2004 10125 AM
237 Software - Platforms -Open/Mew. Change the lsbel Type o 117012005 10:23 &AM 11/01/2005 10:23 &M
into Mame,
saa Helpdesk setup-= Expertises, List anly the expertize name Spen 11/01/2005 10:45 AM 11/01/2005 10:46 AM
instead of enpertizes with their assignees P ' '
Helpdeszk Setup->Services-=Open/Mew->TAB General, Put i i
2349 the days and times on a groupbox named Service Window Open 11/01/2005 10:47 AM 11/01/2005 10:47 AM
240 Configurations =& Workstatlon.s (etc), Make it possible that Epe 11/01/2005 10:49 AM 11/01/2005 10:50 AM
each configuration could be printed,
241 The checkbaxes inthe print configuration should default Open 11/01/2005 10:51 &M 11/01/2005 10:51 &M

become true instead of false,

Confiqurations -» Objects -= Open-= Tab Hardware and Tab
242 Software, List all Hardware(Devices) and All Software(Initial Cpen 11/01/2005 10:55 AM 11/01/2005 12:4% PM
and Metwark]

SSHD - Known Solutions, Rearrange the page that exactly

243 the upper halfiz the tree and the lower half iz the zolution, Open 11/01/2005 10:59 AM 11/01/2005 12:48 PM
Configurations -> Objects -> COpen -»Tab General. The

244 Mame and description is not mandatory (Yellow) but advised Cpen 11/01/2005 11:13 AM 11/01/2005 12:48 PM
(Blue)

245 Helpdesk Setup- Issue Types -TabRelated Objects -> Hew, Open 11/01/2005 12: 46 PM 11/01/2005 12:47 PM .

Showthe Mame nftha issne instead nf tha Ts=ne Cnda.

Select a call and double click on it or click the Open button. This will start the Manage your Call function.
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Manage your Call

With this function you can show the progress of a call and try the given solution. When the solution is acceptable, then the call
will be closed.

[n Save J[?J Cancel J

— Customer Details

Full Name ¢ Louis Mulder Caormpany : Easy Manage
Departrment ¢ ICT Location
— Call Details
call 1D : |44 Call Type . |Change |
Surmnmary : |Create a simple reportfunction of the calls, so that call could be printed with sorme selections |
Details Create a simple reportfunction of the calls, so that “‘
call could be printed with sorne selections like: b

Solutions rCummunicaﬁun Log rnﬂachmems rPIanning |

T suwmay | etails | Staws |

Tab Description

Solutions With this tab you can use a solution to solve the call. See the Use the Solution function.

Communication With this tab you can enter some additional information to the helpdesk. See the

log Add/Show Communication log function.

Attachments With this tab you can attach one or more files to the call. See the Add/Show Attachment
function.

Planning With this tab you can see the planning for the call if it is categorized as a Change. See the

Show the Planning function.
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Use the Solution

With this function you can select from the solutions, that the helpdesk has suggested solving the call. If the Solution solves the
call, then the status of the call will become “Solved”.

— Customer Details

Full Mame . Balanchander Subbiah Cormpany Step Ahead Software Solutions

Department Location

— Call Details

call 1D O FEE

Call Type ¢ |Incident |

summary ' |Pr0b|em with my memory in my laptop |

Details

As i got blue screen when the system boot and says problem with physical memory | have

registered with hp website and received the memaory. I have to replace my defective memaory with
the new one

— Solution Details

Summary Reboot the machine

Details

Reboot the machine with Ctri+alt+Del

— Is the given solution resolves your problem?

[ Yes ] [ Mo ]

Select Yes, if the solution solves your call
Select No, if the solution did not solves your call.
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Show the Planning

With this function, you can show the planning of a call, which has been registered as a change.

[H Save J[z, Cancel J

— Customer Details

Full Mame . Louis Mulder Cormpany . Easy Manage

Department : ICT Location

— Call Details

Call ID : |44 Call Type : |Change
Summary : |Create a simple repartfunction of the calls, so that call could be printed with sorme selections
Details

Create a simple reportfunction of the calls, so that
zall could be printed with some selections like:

Solutions | Communication Log | Attachments | Planning |

Planned Release . |4.3 |

Flanned Start Date ; | | Flanned End Date |

Actual Start Date | | Actual End Date : |
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Known Solutions

With this function, you can search for a known solution in the Database

E pesktop Support
E"I_-Iardtl.llare Error

Summary

Symptom

Resalution Details

Known Solutions

Mause is rmaving

The rmouse is maoving on the screen, without touching it

Disable the mousepad driver.

Click on the tree to find the solution of the problem.
The first level displays the services. The second level displays the issues and the third level displays the known solutions.
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Easy Manage Helpdesk Program

Start the application with your browser by typing http://<Easy Manage web server>[:connection port]/ezmanage in the address
field. The application will first look if the Java Runtime Environment was installed and if not it will download it and install.
Then the jar file is downloaded from the Easy Manage web server and asks you to certify the application. Click always, if you
don’t want this question each time you start the application.

EASY MANAGE, The ultimate network management tool. - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools  Help

- ra 0 —
eBack M > | \ﬂ @ __l\J /.JSearch ‘\;_\?:’Favorites {‘} = @

fddress | @] http:ffplutojezmanage; v Go Links

MulGom B.V. Version vV4.3b

Easy Manage’

System and Configuration Management for LAN's,
servers, workstations, telecom devices and users.
Sophisticated, efficient, smooth and easy to use.
Detailed Management Decision Support.

4 Asset Management
News Change Management
4/6/2005 6:28 PM Problem Management
i Incident Management
Change Password
| Configuration Management

4 Control & Distribution Management
and [

@ Applet Menu starked ‘j Local intranet

Enter your username and password and click the Login button.

If you login for the first time, enter ezm as username and ezm as password.
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Helpdesk Menu

With the Helpdesk Menu, you can maintain all calls.

e | Easy Manage - Microsoft Internet Explorer,

v

M Version V4.3
anage

/

" - i,
‘% Configurations ———————— Helpdesk
ﬂ Network
) Telecom
e
M Organization
@ Software

47 Hardware

ﬁ Helpdesk
B4 Calls

Calls  End users of an organization can raise a call with Easy Manage ICT Application against their
Issues with Software, Hardware, Drivers, and Services, The calls can be categorized into
1.Incident 2.Change 3.Problem 4.Compliant, Calls are registered with unique reference
number, Planning can be done using the planning Tab of the calls, Every call can be
assigned to the expert group based on its impact and availability of the employees, The A
communication associated with each call can be registered using Journal Tab of the calls, 2 —‘a-— 4
Easy Manage helpdesk is powered with attachrment functionality, IT knowledge employee
can attach multiple files that were used to close the call. IT Administrator can also view the
attachrment file uploaded by the helpdesk self-service user. Solutions tab is used to suggest
warious solutions based on the problem details of the call,

rrllAY

Dur Assignments  With this subrmenu, the logon user can view cases assigned to him/her or his/her group.vou
can handle assignments of cases through this submenu,

m, Our Assignments Mews  Configure the official news with this submenu so that other members of Helpdesk or self
Support employees can view the news through the login screen.vou can make a News valid
""" & News or invalid.only the valid news will be appeared on the login screen.
ﬁ Helpdesk Setup“—
ﬁ Control
% Setup x—
@ Help “—
¢5 Logout x—
Build Mumber : 05010830 Registered Calls : 7 Calls User Mame : Ezm

2 ST
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Calls

Calls will be used to control all Incidents, Changes, Problems and Complaints in an ICT Environment.

An Incident is an interruption or disruption of the quality of a service what you have promised to your users.

A Request for Change is a change in a managed service, which results in a modification in the CMDB. A Change should be
planned to avoid the disruption of the quality of the promised services.

A problem is a situation, which was derived from a number of incidents with equal issue, or of a very important incident. The
cause of a problem is unknown. When a solution for the problem is found, then it is a Known Error. A Known Error could
create a Request for Change to remove the Known Error.

It is also important to handle a Complaint. A Complaint means that the way of service is not correct according the user. You
have to take away this feeling at the user, so quality of service will increase.

The relation

Incident Request By(User)
Change
Problem
Complaint Request For(User)
Issue
CALL

w

Product/Component

Journal

Assignment Expertise/
Assignee

Solution Known
Solution

Ad hoc
Solution
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Calls

|[ [ New... J‘ [ﬁ dpen... J [ﬁ Delete J [M Search... J [%l Sort... J [.@- Report J

Opened Calls

Call & cCall.. Request By Sub Status Priority Problem Su... Created Date

Change Carlo van Leeuwen Classified High Long-filenames are tr... (087112004 09:
128 Change Harold Espeldoarn Classified Law Pleaze add the poszib..|24/11/2004 11:45 ..,
21 Change Louiz Muldar In Progress Mediurn Irmport/Export CMDE ... |26/07/2004 09:
211 Change Lauis Mulder Claszified Law Dron't wait for an exte,., |23/12/2004 09:
213 Change Louis Mulder Classified Low Helpdesk Setup -Serv...|23/12/2004 10:
225 Change Louis Mulder Registered Low Implement the firstu,.. |[04/01/2005 10:
226 Change Louis Mulder Registered Low Implement the param... (04/01/2005 10:
227 Change Lauis Mulder Registerad Law Create user definable .. |04/01/2005 10:
228 Change Lauis Mulder Registerad Law Redefine the connecti,., |04/01/2005 10:52 PM
229 Change Laouis Mulder Registerad Low Change the look and f.. [04/01/2005 10:54 PM
230 Change Louis Mulder Registered Low The company name a.. |04/01/2005 10:56 PM
231 Change Louis Mulder Registered Medium Enhance the helpdesk..|04/01/2005 10:58 PM
232 Change Lauis Mulder Registerad Law Helpdeszk setup -= Ex...|10/01/2005 05:05 PM
233 Change Lauis Mulder Registerad Law Helpdezk Setup-=5ol,.. |11/01/2005 10:04 ..,
234 Change Lauis Mulder Registerad Law The field Azsignes iz ... |11/01/2005 10:10 ..,
235 Change Louis Mulder Registered Low Organization == Locat.,.[11/01/2005 10:15 ... | o

The list screen has a TAB for each status, so you can see in a quick way how many Open, Solved and Closed Calls there are
waiting. You can create reports of the calls with all kinds of selection criteria.
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Add/Modify Call

With this function you can register and maintain calls.
Easy Manage has the following default states for the status and sub status

Action New Status New Sub Status
A new call is added Open Registered
A service and Issue type are filled in Open Classified
An assignment is added Open Assigned
An Assignment is accepted Open In Progress
The last assignment is marked as done Solved Wait for User
User " Helpdesk - Assignee " Status
User Calls the Helpdesk or a call L] The Call is registered . L]
was generated automatically | by the Helpdesk | I
P
- " - Open, Registered
I The Helpdesk | |
. employee will . .
I Classify the call by I I
filling in the Service
" and Issue - .
| /\ I | Open, Classified
| The Helpdesk could | |
v solve the call . .
Yes | | |
. :/ No . .
| : 1 |
. The Helpdesk assigns . .
the call to an
I expertise I I
. . . Open, Assigned
I I An Assignee accepts the I
L] = [ Assignment (Accept) L]
I I | I Open, In Progress
. . All Assignees had .
| | finished their tasks |
. . . . = | (Done) . .
The user is notified that the call is Solved, Wait for User
solved I I I
/\ I I I
The User Accepts - - -
the Solution —I— I I Open, Re-Opened
\/ No " L] L]
Yes i i i
. . . Closed, Satisfied
| 1 |
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[n Save J [:’ Cancel J [c:', Report J [D New... J

Call Type | Change -

Call 368

Department
almulder@wxs.nl ICT
almulder@wxs.nl ICT

Request by [Louis Mulder |[o] €& |os3srazera
Requestfor |Louis Mulder |[w] @& |os35742274

Problem Summary |Hardware—Machines. Combing the Tabs Adapter and Devices to one tab Hardware

Problem Details

[ General | Planning | Solutions | Journals | Assignments | Attachments

Call Source
Product category | None hd | Product ID Cf
Component | None | Component ID (4 §
Status | Open - Sub Status | Assigned -]
Priority |L0w - | Impact |Srna|| - |
Service |Easy Manage Web Development |’j &
Issue Types | EZManage server - |
Solution

Date of creation 03/06/2005 11:00 PM
Date of modification |03/06/2005 11:01 PM

Created By &zm
Modified By ezm

Problem Summary

Problem Details

Call Source

Product Category

Product ID
Component

Component ID

Issue Type
Status

Sub Status
Priority

Resolved by first
contact

Call Shows the unique Call id. This Id is created when the call is created.

Call Type Select the type of call. This could be Incident, Change, Complaint or Problem.
Request by Select the caller of this call.

Request for Select the user of this call.

Enter a short description of the symptom of this call.
Enter the detailed information of this call.

Select the source of this call.

Select the product category.

Select the product id according to the product category.
Select the component type

Select the component in the configuration. Only components of the selected configuration will be
shown if a configuration is filled in. Otherwise all defined components are selectable.

Select the issue type for this call.

Select the status of the call. The status could be Open, Solved, and Closed.
Select the sub status of the call. The sub status depends on the selected status.
Select the priority of the call. The priority could bee Low, Middle and High.

Enable this field, when the call is resolved by the first contact.
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Impact Select the impact of the call.

Solution Enter the solution of the call. This field will be overwritten by the Summary of the solution, when
the solution was accepted. (See Tab Solutions).

Solutions See the Add/Modify Selutions function.
Planning See the Show/Modify Planning function.
Journals See the Add/Modify Journals function.
Attachments See the Attachments function.
Assignments See the Add/Modify Assignments function.

Audit Trail This tab lists all changes that where made in the status of the call.
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Show/Modify Planning

With this function you can show and modify the planning dates of the call. The user could see this planning with the Self
Service Helpdesk. The function is only possible, when the Call Type is a “Change”.

fGeneraI rPIanning |/Snlutiuns rJuurnaIs |’Assignmerrts rnuachmEMS |

Planned Release |4 3 | Duration |0 {min.}
Planned Start Date |10/01/2005 | Planned End Date |22/01/2005 |
Actual Start Date | | Actual End Date | |

Field/Button Description
Planned Release Enter the planned release for this change.

Planned Start Date  Select the start date for this task.
Planned End Date Select the end date for this task.
Actual Start Date Select the actual start day, when you are starting this task.

Actual End Date Select the actual end date, when you are finished with this task.
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Add/Modify Solutions

With this function you can show the defined solutions of the request, add new and activate a solution. The Summary of the
Solution is copied to the solution of the call, when the solution is activated. A solution could be linked to an issue. When that
issue was selected in the call, then all linked solutions will be linked to the call.

(General |’Planning rSnIutinns rJnurnaIs rnssignmerns |’m’tachmer|ls |

Summary Status Select
Reboot PC Adhoc Suggested m

‘ Use Known solutions | | Create Adhoc Solution | | Edit Adhoc Solution | | Remove |

Button Description
Use Known solutions Shows all solutions related to the selected issue, so you can select the solution(s) for this call.

Create Ad hoc solution  Start the function to create a Ad hoc solution

Edit Ad hoc solution Edit a selected Ad hoc solution.
Remove Remove a selected solution.
Status Select the status of the solution.

Select Activate a selected solution. . The Summary of the Solution is copied to the solution of the call.
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Add/Modify Assignments

With this function you can reroute the call to an expertise group or an assignee assigned to the category of the call. Each
assignment is a task that has to be done by an Expertise.

General |

Summany
Phase | Plan - | Duration | | {in minutes)
Expert Group |Eas1,r Manage Developm... ¥ | Assigned To | | & §
Accepted By Accepted Date
Finished By Finished Date
Planned Start Date | | Planned End Date | |
Actual Start Date | | Actual End Date | |
| Accept | | Done |
Created By |ezm Date of creation |08/04/2005 10:24 PM
Modified By Date of modification

Field/Button Description

Summary Enter the instructions, what the assignee should do for this call.

Phase Select the phase for this assignment

Duration Enter the duration of this assignment

Expert Group Select the expertise group who should pick up this call. The call will be shown in the Tab My Group
Assignments of the assignee, who was selected in the expertise group.

Assigned To Select the assignee who should pick up this call. The call will be shown in the Tab My Assignments
of the assignee.

Accepted by Shows the assignee who has accepted the call.

Accepted Date Shows the timestamp when the assignee has accepted the call.

Finished by Shows the assignee who has finished the call.

Finished Date Shows the timestamp when the assignee has finished the call.

Planned Start Date  Select the start date for this task.

Planned End Date Select the end date for this task.

Actual Start Date Select the actual start day, when you are starting this task.
Actual End Date Select the actual end date, when you are finished with this task.

Accept button Click this button, if you want to accept this call. The field Assigned To will be overruled with the
current assignee.

Done button Click this button, if you are finished with this call. The field Assigned To will be overruled with the
current assignee and the assignment will be closed.
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Add/Modify Journals

With this function you can create a Journal or Communication log. A Journal will be used to log each action, which was done
on a call. A user can also create journals with the Self Service Helpdesk.

General |

Type | b Visihility | Internal - |
Subject | |
Summary
Created By Date Created
Modified By Date Modified

Field Description

Type Select a defined journal type.

Visibility Select All if this journal should be visible for the caller in the Self Service Helpdesk. The selection
could be Internal or All.

Subject Enter a short description of the journal. This description will be shown to the user, if the Visibility is
“A1179.

Summary Enter the detailed description of the journal.




Easy Manage Helpdesk Program 33

Attachments

With this function you can attach and view one or more files to a call or remove an attachment.

[H Save J [z’ Cancel J [D New... J

Call 111 Call Type | Incident -
Department
Request by [baly ||j &
Request for |ba|u ||j (&

Problem Summary |F'r0b|em with my memory in my laptop |

Problem Details |45 | got blue screen when the system boot and says problem with physical memory | have registered with
hp website and received the memary. [ have to replace my defective memory with the new one

r General r Solutions rJnumaIs r Assignments r Attachments |/ Audit Trail

File Name Description Time Stamp
mearnary rmodule-hptat Please find the attachemeant 07f02/2004 12:37 PM
| New | | Mody | | Delete | | View | Total |1

Button Description

New Add a new attachment and upload the file to UploadDir in the Knowledge Database.

Modify Modify the selected attachment.

Delete Delete the selected attachment and removes the attached file from UploadDir in the Knowledge
Database.

View Downloads the selected attachment and starts the associate program.
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Add/Modify Attachment

With this function you can attach, view an attached file and modify the description of the attachment.

Attachment

(& save ) (& cancel )

General |
Attachment Attach

File Description

Created By Date of creation
Modified By Date of modification

Fields/Buttons Description

Attachment Shows the name of the original filename.
File Description Enter the file description of the attached file
Button Attach Starts a browse function to select and upload the file into the UploadDir in the Knowledge Database.

[...] This button will download the attachment and start the associate program.
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News

With this function you can list all defined news items, add a new, modify or remove one. A news item is a message, which
could be displayed to the Easy Manage Admin program and the Self Service Helpdesk to notify the user about an event.

Add/Modify News

With this function you can add a new or modify the selected news item.

MNews

[E Save J [7—’ Cancel J

Subject |26 januari release of Easy Manage release Wd.3

General |

Valid [v]
Time Stamp |D?IDIJ’2DDS o850 PM

Long Description [Each Easy Manage User will receive a new release |

Created By ezm Date of creation 09/01/2005 08:50 PM
Maodified By Date of modification

Field Description

Subject Enter the subject of the news item.
Valid Enable this field, if you want to display this news item.
Time stamp Enter the timestamp of this news item.

Long Description _ Enter the long description of the news item.
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With the Helpdesk Setup Menu, you can maintain all basic components, which will be used by the Helpdesk process..

Helpdesk Setup

e | Easy Manage - Microsoft Internet Explorer,

wWww.azmanage.nl E
M’I nage

Configuration
Network
Telecom
Organization
Software

Hardware

A

Helpdesk

Helpdesk Setupx

RIEIRK Si-oR 1Y)

----- 6 Issue Types

----- < Solutions

----- Lk Contracts

----- & Services

..... B Expertises

----- & Journal Types

----- BA Motifications

----- Vi) Adhoc Solutions

é Control

% Setup “—
@ Help x—
¢ Logout “—

Issue Types

Solutions

Contracts

Services

Expertises

Journal Types

MNotifications

Adhoc Solutions

Build Number : 05010830

Wwith Issue Types, you can categorize different issues along with related objects that may
cause a particular issue. You can provide solution to a particular issue with this submenu.

All standard solution types are handled with this submenu.vou can add,modify or delete a
salution and relate a solution to a Issue Type.

Allows to define the various contract policies followed in an organization. You can assign
defined services to a contract.

Using this subrmenu, one can register a Service Agreerment between supplier and customer.
54 could be on the basis of Hardware, Software, Expertise and Issues,

with the Expertise’s submenu you can list all defined Expertise’s, add a new one, modify or
remove one. You can assign FTE's and services to an expertise, so you will have an
overviem of all knowledge within your ICT Management organization. vou can see if you
can offer a service with the right people. The Helpdesk will use this to route a call to a FTE
or an Expertise group if a request of a call is related to a service.

Allows to define the warious communication methods used in an organization. This defined
Journal Type values are used as an input value in the Journal screen of Calls.

This submenu is used to define the notification configurations for e-rmail.An automatic e-
mail notification is sent to users when they raise a call, or to experts when they are
assigned to or unasigned from a call, based on the values defined in this submenu.Cne can
use fixed e-mail addresses or substitution values inserted through lookup screen or both,
Wwhen more than one values are used, they are separated either by ,{comma) or by ;
(semicolon),

Using this submenu, convert an adhoc solution into known solution, Open a record and fill

all mandatory fields, click on save button will convert an adhoc solution into known
solution, & Mew Adhoc Solution can be created through Calls -= Solutions Tab,

Registered Calls : 7 Calls

User Name :

Ezm

2 ST
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Issue Types

With this function you can list all defined issue types, add a new one, modify or remove one. An issue type is a question,
problem or change type. This issue type will be used by the Helpdesk to categorize the calls. An Issue type could have
solutions, which will be used as workflow for the support employee. An issue could also have tasks, which results in
automatically assignments to a call, when the issue was selected. A Service could have one or more issues.

The relations:

Service

I

Call Issue

* Solution
* Task } Expertise
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Add/Modify Issue Type

With this function you can add a new one, show or modify the selected Issue type and you can add, show or remove solutions
to and from it. You can add, show and remove pre-defined tasks to and from it.

Issue Types

[H Save J [7—’ Cancel J

Name |P.dd new user on the network|

fGeneraI rReIated Objects r Solutions rSenn'ces r Tasks rCaIIs |

valid [v]
Issue Code |UMO1 |
Default Priority | - |
Default Impact | - |

Comments

Created By czm Date of Creation |09/07/2004 09:40 PM
Modified By Date of Modification

Field Description

Name Enter the name of this Issue type.

Valid Enable this field if this Issue type is still selectable.

Issue Code Enter the unique code of this Issue type.

Default Priority Select the default priority for this Issue type. This value will be used in a call, when this issue was
selected.

Default Impact Select the default impact for this Issue type. This value will be used in a call, when this issue was
selected.

Comments Enter the comments for this Issue type.

Tab Description

Related Objects See the Related Objects function.

Services With this tab, you can add, show and remove services to and from this Issue type.

Tasks With this tab, you can add, show and remove tasks to and from this issue type. When this issue type
is selected in a call, then all selected tasks will be created as assignment to the expertise group where

this task was defined.

Solutions With this tab, you can add, show and remove solutions to and from this issue type. When this issue
type is selected in a call, then all selected solutions will be selected as solution.

Calls This tab shows the related calls for this Issue type.
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Related Objects
With this function you can categorize the issue type to an object.
[n Save J [z’ cancel J
Issue Name |&dd new user on the netwaork
General |

Object Type | Product -]

Ohject Value |Server - |

Description

Created By Date of creation

Modified By Date of modification
Field Description
Issue Code Shows the selected Issue Code.
Object Type Select the pre-defined Object type
Object Value Select the Object Value

Description Enter the description of this Issue Type.
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Solutions

With this function you can list all defined Solutions to an Issue type, add a new one, modify or remove one. A solution could
be given by a support employee and is related to an Issue Type. One or more solutions could be created with a sequence and

assigned to a call.

Add/Modify Solution

With this function you can add a new one, show or modify the selected solution and you will see at which calls this solution is

used.

[E Save J [q'b Cancel J

Summary |Reboot the machine

(‘General | IssueTypes | Calls |

Keywords |Reb00t

Tyne |Standard -
Active [v|
Symptom

Resolution Details Reboot the machine with Ctrl+Alk+Del

Created By ezm Date of creation 23/09/2004 09:15 PM
Modified By |ezm Date of modification |23/09/2004 09:15 PM

Field Description

Summary Enter the unique summary of the solution.

Keywords Enter the keywords which could be used by the Self Service Helpdesk to find a solution.

Type Select the Solution type. The type could be Standard, Workaround or Draft.

Active Disable this field, if this solution should not be selected in a call.

Symptom Enter the symptom of this solution.

Resolution Enter the details of the resolution to solve this symptom.

Details

Tab Description

Issue Types With this tab you can add or remove Issue types to this solution. This solution will be linked to a call,

when the issue type was selected in a call.

Calls This tab shows all related calls, where this solution is used.
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Contracts

With this function you can list all defined contracts, add a new one, modify or remove one. A supplier offers services to a
customer. A contract is an agreement about a set of services between a customer and a supplier.

Only services, which belong to a contract, are selectable with an object.

The relations:

Supplier (Company)

Contract

Customer (Company)

* Service
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Add/Modify Contract

With this function you can add a new one, show or modify the selected contract. You can add and remove defined services to
and from this contract.

[E Save J [2’ Cancel J

Name [First SLA|

General | Services |

Description |SLA01 |
Customer [MulCom B4, [=] [
Supplier [Easy Manage [+] D
From invoice date [v]
Start date |03/09/2004
Duration{days) |365

Note
Created by =zm Created date 03/09/2004 09:30 PM
Modified by ezm Modified date 03/09/2004 09:42 PM

Name Enter the unique name of the contract.
Description Enter a descriptiom for this contract.
Customer Select the customer of this contract.
Supplier Select the supplier of this contract.

From Invoice Date Enable this field if the contract is valid for all objects from its invoice. If this field is enabled, then
the start date could not be filled in.

Start Date Enter the start date of this contract.

Duration Enter the duration in days of this contract.

Tab Description

Services With this tab you can list the defined services of the supplier, show, add or remove a service to or

from this contract.
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Services

With this function you can list all defined services, add a new one, modify or remove one. A supplier offers services to a
customer. So you can define all services of a supplier and put them in a contract. A service has issues and a service will be
valid for different kind of objects in your ICT infrastructure. An issue will be used by the Helpdesk to categorize the call. A
service will be offered within a service window.

The relations:

Contract

SerAVice Supplier (Company)
* Issue
* Expertise
+ Object
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Add/Modify Service

With this function you can add a new one, show or modify the selected service. You can add, show and remove Issue types,
defined expertise’s and objects to and from it.

Services

[n Save J [:’ Cancel J
Supplier |[Easy Manage D

Mame |User Management |

(‘General | Ohjects | Expertises | Issue Types || Contracts | Calls |

Service Window

[ ™onday  |[=:00 |[17:00 |
[ Tuesday  |[5:00 [[17:00 |
[ Wednesday ||s:00 |[17:00 |
[ Thursday  |[=:00 |[17:00 |
| |
| |
| |

Friday [[5:00 |[17:00
Saturday || I
Sunday || I

Quota (Min) | | Note
Exclusive ||
Budget ||

Tariff |

Created by |ezm Created date 03/07/2004 03:41 PM
Modified by Modified date

Field Description

Supplier Select the supplier of this service.

Name Enter the unique name of the service.

Service Enter the service window days and times of this service.

Window

Quota Enter the quota in minutes of this service.

Exclusive Enable this field, if the cost of this service is based on usage.

Budget Enable this field, if the cost of this service is calculated for a whole year.
Tariff Enter the tariff for the use of this service.

Note Additional information of the service.
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Tab Description

Issue Types With this tab you can add, show and remove the Issue types, which will be handled by this service.
Objects With this tab you can define the objects, which are valid for this service. See the Objects function.
Expertises With this tab you can assign and de-assign expertise’s to and from this service.

Contracts With this tab you can show, add or remove the contracts where this service is valid.

Configurations This tab will become visible when the predefined object types Workstation, Server, Printer and/or the

user definable object types are added and specific was selected. With the tab Configurations you can
add or remove the specific object types for which this service is valid.

Hardware This tab will become visible when the predefined object types Adapters or Devices are added and
specific was selected. With the tab you can add or remove the specific object types for which this
service is valid.

Software This tab will become visible when the predefined object types Application and/or Initial Software are
added and specific was selected. With the tab Software you can add or remove the specific object

types for which this service is valid.

Calls With this tab you can see which calls are related to this service.




Easy Manage Helpdesk Program 47

Objects

With the tab Objects, you can show, add and remove object types, which should be serviced for this service. The tab for the
selected object type will be visible, if the object is enabled and specific is selected. When the specific is selected, then the Tab
Services will also be visible on the forms where you maintain the specific object.

Services

= Save J [_"4_, Cancel J
Supplier |[Easy Manage ||j

Mame [Easy Manage Client Developmenﬂ |
Ohjects

Mame Specific

|
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Expertise’s

With this function you can list all defined expertises, add a new one, modify or remove one. An expertise will be used to route
a call (via an assignment) to a group of assignees, which will solve the call. You can add and remove assignees and tasks to an
expertise. The assignee in an expertise who logs on in Easy Manage, could work on all calls which where assigned to that
expertise group.

The Relations:

Service

Assignment * Expertise

* Assignee (user)

* Task

Issue
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Add/Modify Expertise

With this function you can add a new one, show or modify the selected expertise. You can assign and de-assign Assignees to
this expertise. You can show, add and remove tasks to this group.

[n Save J [?J Cancel J

Name |Windows MT Management

fGeneraI rnssignees rTasks rCaIIs |

Note
Created By Date of creation
Modified By |ezm Date of modification |09/07/2004 09:37 PM

Field Description

Name Enter the unique name of the expertise.

Note Enter additional information about the expertise goup.

Tab Description

Assignees With this tab, you can list the defined Assignees, add, change or remove the Assignee to this expertise.

See the Add/Modify Assignee function.

Tasks With this tab you can list the defined tasks, add or remove a task to or from this expertise.
Calls This tab lists the calls where this expertise was used.

Services This tab lists the services where this expertise was used.
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Add/Modify Assignee

With this function you can show or change the responsibility sequence, skill level and cost data of the Assignee for this
expertise.

Add Expertise

@aue J [:’ cCancel J

Expertise |[Java Specialist

User nhame |Easy Manage aAdmin

General |

Sequence |1 |
Skill | Consultant -]
Cost unit | |
Cost Quantity | |
Field Description
Expertise Shows the description of the expertise.
User Name Shows the full name of the Assignee.
Sequence Enter the sequence of responsibility for this expertise.
Skill Select the skill level for this expertise.
Cost Unit Enter the cost unit of this Assignee for this expertise.

Cost Quantity  Enter the cost quantity of this Assignee for this expertise.
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Add/Modify Task

With this function you can show or change the task, which could be executed by this expertise. A task could be linked to an
Issue type. All tasks linked to an issue will result in creating an assignment for the expertise of the task and the description of
the task is copied to summary of the assignment.

[E Save J [?J Cancel J

Mame |Add user on the NTserver

General |

Duration [0 | {in minutes)

Description (4dd the user with on the server with the procedure stored in the management folder.

Created By ezm Date of creation |06/01/2005 04:49 PM
Modified By Date of modification

Field Description

Name Enter the name of the task.
Duration Enter the duration for this task. The duration will be copied to the duration field of the assignment.

Description Enter the description of this task. This description will be copied to the summary field of the assignment.
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Notifications

With this function you can list all defined notifications, add a new, modify or remove one. A notification is a mail template that
could be sent, when the status of a call, a Journal or an assignment is changed. A notification will be executed when the call
was saved and the defined event was happened. You can use pre-defined substitution variables in all fields where the lookup
button is declared. A substitution value is inserted at the position of the cursor. These substitutions will be resolved at
execution time.

Add/Modify Notifications

With this function you can add a new or modify the selected Notification.

Notifications

[H Save J [q'b Cancel J

Name |Ca|l Registered|

General || Events |

Tvpe | Call v
Action | Email - |
To |{RequestB\;}
cc |

BCC |a|mu|der@wxs.n|

From |inf0@ezmanage nl

Subject [EZM Registered call#{Callld}
Bouy Text [Dear {RequestBy},

B BEL

Wie have registered your call with Callld # {CallId} with the following subject;
{CallSummary}

{CallDetails}

Wiie will handle this call as soon as possible.

To track the call please visit http:/falmulder.speed.planet.nlfezmanagessshd.html

Regards

Easy Manage Helpdesk. -
Created By =zm Date of Creation | 10/01/2005 04:00 FM
Modified By |ezm Date of Modification 11/04/2005 11:12 PM

Field Description

Name Enter the unique name of the Notification.

Type Select the type of the Notification. The type could be Call, Journal or Assignment.
Action Select the Action of this notification. (Only the email is implemented at this time)
To Enter the mail list where the notification should sent.

CC Enter the mail list where the notification should sent as Carbon Copy.

BCC Enter the mail list where the notification should sent Blind Carbon Copy.

From Enter the mail address of the mailbox from where it was sent.

Subject Enter the subject of the message.

Body Text Enter the message

Tab Description

Events With this tab you can show, add, change or remove the events, which results to send this
notification.
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Notification Events

With this function you can list all defined notification events, add a new, modify or remove one. With a notification event you
can define which notification has to be send, when a status of a Call, a Journal or an Assignment has changed. A notification
event will be executed when the call was saved and the defined event was happened. It will send the linked Notification
template.

Add/Modify Notification Event

With this function you can add a new or modify the selected notification event.

Notification Events

[E Save J [:’ Cancel J

Name |Ca|l registered|

General |

Motification Call Registered Cg
Status From | - |
Status To | Registered - |
Created By ezm Date of Creation |21/08/Z005 01:28 PM
Modified By Date of Modification

Field Description

Name Enter the unique name of the Notification Event.
Notification Select the Notification that should be used, when the Status From was changed to Status To.
Status From Select the status from. This is the status of the starting situation. The content of the status depends

of the type of Notification.

Status To Select the status to. This is the status of the saved situation. The content of the status depends of the
type of Notification.
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Ad hoc Solutions

With this function you can list all the ad hoc solutions and change it to an known solution. An ad hoc solution was created for

an incident, when it was not yet present in the known solutions database.
Modify Ad hoc Solution

With this function you save an ad hoc solution to a known solution. You will see at which calls this solution is used.

[E Save J ["q—’ Cancel J

Summary |Reboot the machine

(‘General | Issue Types | Calls |

Keywords |Reb00t

Tyne |Standard hd
Active [v]
Symptom

Resolution Details [Reboot the machine with Ctrl+alk+Del

Created By |ezm Date of creation |23/09/2004 09:15 PM
Modified By |zzm Date of modification | 23/09/2004 09:15 PM

Field Description

Summary Enter the unique summary of the solution.

Keywords Enter the keywords, which could be used by the Self Service Helpdesk to find a solution.

Type Select the Solution type. The type could be Standard, Workaround or Draft.

Active Disable this field, if this solution should not be selected in a call.

Symptom Enter the symptom of this solution.

Resolution Enter the details of the resolution to solve this symptom.

Details

Tab Description

Issue Types With this tab you can add or remove Issue types to this solution. This solution will be linked to a call,

when the issue type was selected in a call.

Calls This tab shows all related calls, where this solution is used.
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