U

INTRACOM UKRAINE
YnpaBaiHHA  ITiHe-IT
nocayramm * 1nA 30BHIWHIX | BHYTPIWHIX 3aMOBHUKIB

opraHisauiii B XoA| Ha ocHosi Service Management
undbposuii Automation X (SMAX) komnaHii Micro

.. Focus
TpaHchopMalLliji
Portfolio Expert Portfolio Expert
Service Management Operations Bridge

Automation & Analytics




CepsBicHUM Niaxia Ao 3abesneyeHHA
dYHKLUIOHYBAaHHA OpraHisauil

LiAaNbHICTb OpraHisauii AK BUKOHAHHA NOCAYT 414 30BHILWHIX | BHYTPILWHIX
CMOXMBaYiB Ha OCHOBI KaTanory cepsiciB, 6a3n 3HaHb, WabNOHIB poboUMX
npouecis, MalWMHHOINO HaBYaHHA

[Mocnyru Bcroam, He TinbKu B cepi IT:

* ONA BHYTPILWHIX | 30BHiLUHIX 3aMOBHMUKIB;

* B CNIYXK6i nepcoHany i poboTi 3 napTHepammn / areHTamu;
* B CNYXKOi 3 aAMIHICTPAaTUBHUX NUTAHD;

* B IOPUANYHIN CNYKOi;

* B CIy»KOi Npoaaxis;

* v $iHAHCOBIN i KOHTPAKTHIN CNYKOi;




Codepa 3actocyBaHHA SMAX

 O6pobKa 3anuTiB Ta BUPiLLEHHA Npobaem nNnpu BUKOPUCTaHHI IT-pecypciB:
0bnagHaHHA, CUCTEMHUX | NPUKNAAHUX NPOrpam, Ha BAAaCHUX Pi3nyHMX abo
BipTYa/ZIbHUX NOTYKHOCTAX, B MPUBATHUX i NYOAIYHUX XMapax

* BUKOHAHHA NNaHOBUX | aBapinHUX pobiT No 3anycKy i 06cnyroByBaHHSA
TEXHONOMYHOro YCTaTKYBaHHA

* PoboTun cnyKb nepcoHany i 3 aAMiHICTPAaTUBHMX NUTAaHb OpraHi3aLii 3a
3aABKamMmu CniBpobiTHUKIB

* BUKOHAHHA 3aNMTIB KNIEHTIB | MAPTHEPIB B X041 HaZ4aHHA NOCAYr opraHi3auil



O6nacrti npouecis

BnpoBaaKeHHA cUCTEMW A03BOJISIE B PaMKaX EANHOIO iIHCTPYMEHTY
aBTOMaTM3yBaTU, ONTUMI3yBaTU, 3POOUTM NPO30PUMMN:

* YAPaBAIHHA 3anNUTAMM | IHUMAEHTAMMU;

* ynpasniHHA IT i He-IT pecypcamu opraHisauii;

* YNpPaBAiHHA 3HAHHAMMU;

* KaTa/Ior BHYTPILWHIX | 30BHIWHIX NOCAYr OpraHisauil;

* YAPaBAIHHA 3MIHaMU;

* YNPaBAiHHA BIiAHOCMHAMM 3 KNIEHTAMM | MAPTHEPAMU;

* ynpasBAiHHA npobaemamu.



Pe3ynbtaTu BNpoBaaXeHHA

3HUXKEHHA BUTPAT pecypcCiB 3a PaxXyHOK:

* aBTOMaTU3aLl;

* cucTemaTtusalil i NpPO30pPUCTI NpoueciB opraHi3auil;
e 3abe3ne4yeHHA akTyaIbHO 3BITHOCTI MO NPOLLEcam, KiNbKiCHOI Ta AKICHOI;

* MiaBULLLEEHHSA 3340BONEHOCTI i 3pY4YHOCTI POOOTM 3aABHUKIB i BAKOHABLLIB.



IHcTpyMmeHTU SMAX

LLlo Hapae «3 KopobKku» Service Management Automation X (SMAX)
KomnaHii Micro Focus:

* POKYCYBaHHA AiANbHOCTI Ha pe3ynbTaTi HaJaHHA CEePBICIB;

* NopTan camoobcnyroByBaHHA Y B3aEMOZT 3 iHLUMMM KaHa/laMu
KOMYHiKalii (OMHiKaHanbHOCTb);

* CUCTEMY YNPaBAIHHA 3HAHHAMMU;
* JNHAMIYHY HACTPOMKY i a4anTaL,ito * XUTTEBOTO LIUKAY NOCAYIU;
* NMOBHY aBTOMATU3aALLiIO PYTUHHUX OonepaLlin;

* CUCTeMy 3BITHOCTI i aHaNITUKMW.



Service Management Automation X (SMAX)

barato-xmapHe piweHHA ESM i ITSM,
LLLO CKOPOYYE Yac 3anycCKy i 3arasibHy BapTICTb BOJIOAiIHHA

MobinbHicTb

BipTyanbHui
arexT

>4

PosymHafiowTa

"\

\_7

[e)e)
MNMopTtan

YnpasniHHA IT-nocnyramu

ITSM

i ESM o | —iTAM |

__—® YnpaBAiHHA Nocayramm NianpPMEMCTBA

MawnHHe HaBYaHHA Ta aHaNITUKA

YnpaBniHHA IT-akTMBamm

ABTOMAaTHU3aL,iA

@@

Kactomisauin
6e3 Koay

Q-

bA
KoHoirypauiii

Ta D'Ejgery

YnpaBniHHA
npouecamm

E2

Ha BnacHux ¢isnyHmx abo BipTyanbHUX NOTYKHOCTAX,
B NpmBaTHOi abo nybniuHoi xmapi, AWS, Azure, GC




YnpasniHHA Cepsicamu MNignpmemcrsa

3BiT Q42019 Forrester Research, Inc.: Micro Focus 3 SMAX — B nigepax

Challengers Contenders
Stronger
current
offering

SolarWinds (+)
Weaker
current
offering

Weaker strategy

Strong

Performers Leaders

BMC Software @ ServiceNow @

Cherwell Software

USU Software @ é
@ Micro Focus
1BM (-) () Axios

Broadcom @ () lvanti

TOPdesk ()

Atlassian @

EasyVista (©
ManageEngine
o

@ Freshworks

- Stronger strategy

3rigHO aHaniTMKam Forrester:

«Micro Focus HaOa€ 00HYy 3
Halbinbw iHMeneKkmyasnbHUX
naamaeopm 0118 yrpasniHHA
cepgicamu niornpuemcmaea ...»



STRATEGY

YnpasniHHA Cepsicamu IT | MNignprnemcrsa

MaTtpuua Bnbopy sengopis bepeseHb 2020 Big Research In Action, GmbH:
Micro Focus 3 SMAX — B nigepax pblHKY

Research In Action - Vendor Selection Matrix™
IT And Enterprise Service Management

SaaS And Software

The Top 20 Global Vendors 2020

IBM (10) \_.
IVANTI (11)
o ©

BROADCOM (12)

CHERWELL (4)

MATRIX42 (6)

/. SERVICEWARE (5)
TOPDESK (8
EFECTE (7

BMC (2)
MICRO FOCUS (3) /

MARKET LEADER

SERVICENOW (1)

AXIOS (14) ",
MICROSOFT (17) —/. SAP(1

g7
EASYVISTA (15)

SOLAR WINDS (18) -/.

ZENDESK (19) 9

.\ FRESHWORKS (9)

OPEN SOURCE (16)

EXECUTION
2020, Researchln Action GmbH Reproduction Prohibited

RESEARCH IN ACTION

. » ®
“|vendor selection matrix

3rigHo 3 aHani3om RIA:

« BUKOpUCMAHHA WMYYHO20 iIHMenekmy
i MQWUHHO20 HOBYAHHA 0114
noninwWeHHAa AKocmi, WeUuoKocmi i
UiHHOCMIi KOMAHOU yrnpaeniHHA
cepsicamu byoe 8U3HAYATbHOKO
XapAKMepuCmuUKo HA PUHKY. s
op2aHizayit byob-aK020 po3mipy Micro
Focus SMAX 3 (io2o iHmenekmyasabHUM
MioXo00M, MOX(/IUBOCMAMU i HU3bKOO
8apmMicmto 80s100iHHA € HAOIUHUM
8APIAHMOM ... »



ynpasniHHA Cepsicamu IT
OuiHka BeHaopiB 6epe3eHb 2020 Big, IDC: Micro Focus 3 SMAX — B nigepax

IDC MarketScape Worldwide IT Service Management Vendor Assessment

IDC MarketScape Worldwide IT Service Management

Y 3BiTi IDC cTBEpPAXKYETHLCA, WO:

BMC
Micro Focus

m
CW"’ «3aMOBHUKU 32a0yHOmb 2Hy4YKicme,
ServiceNow weuoKy imnaemeHmauyio ma
o s iHmezpauito daHux SMAX AK Kno4osi
: o A xapakmepucmuku ix iHmepecy, pa3om 3
5 i WBUOKUM MeMIoM 8rpo8adIeHHs

HOBUX HABUYOK WMYYHO20 IHMesniekmy 8
NPAaKmMuUyYHi cyeHapii ...»

Strategies

Source: IDC, 2020



[MpuKnagn BUKOPUCTAHHA

OpraHi3auisa pobiT cniBpobiTHUKIB 3ani3HULL:
* pernameHTHi poboTn 3 ornAagy KONiMHOro rocnoaapcTBa;

* pob6OTK NO YCYHEHHIO HECMPABHOCTEMN
eNeKTPOTEXHIYHOro o6 nagHaHHS;

* pernameHTHi poboTn No pyxomomy
CK/aaAay - NN1aHOBO-NoONepeaKyBaabHi
poboTy;

* npouecu ynpasaiHHA
NACa*XMPOMNOTOKOM Ha CTaHLiNHUX
Crnopyaax, BKAKYAOUYM iIHUNAEHTH
be3neKku.




Mpouecu poboTn 3 nepcoHanom, ob6pobKa
3anuTIB:

3aMNuUTU Ha BiANYCTKY;

BiJCYTHICTb Yepe3 xBopoby;

HaBYaHHA Ta cepTUPiKauis;
ob6naluTyBaHHA HOBOrO CNiBPOOITHUKA;

CKPUHIHI KaHAMAATIB HA Nocaay;

ynpaBAiHHA 3apnaaTolo i 3a0X04YEHHAMM.

MpuKnagu BUKOPUCTaHHA (NpoaOBIKEHHSA)

| 9 Ly

\/ |
& v
.
\
\
R




MpuKnagn BUKOPUCTaHHA (NpoaoBKEeHHSA)

OpraHi3auia pobit B po3apibHin ToprisAi:
* pernameHTHi poboTn no Toprosomy obnagHaHHIO;

* BUPIWIEHHA iIHUMAEHTIB 3 061aAHAHHAM.




MpuKnagn BUKOPUCTaHHA (NpoaoBKEeHHSA)

OpraHi3auis pobiT N0 PO3ropTaHHIO MepeXKi
MobinbHOro onepaTopa:

Ch
L '}ll
111
< 8 &
T

&

¢ 34dMnTun Ha nepeHeceHHA 6a3oBuX CT8HLI,iI7I;

* 3aMWTK Ha YCTAHOBKY A404aTKOBOro o6/1agHaHHs;

* BMKOHAHHA perlaMeHTHUX PObIT B TOYKaXx
npucyTHoCTI / Ha calnTax onepaTopa




MpuKnagn BUKOPUCTaHHA (NpoaoBIKEHHA)

OpraHi3auis pobit 3 06cnyroByBaHHA i pilLEHHAM IHUMAEHTIB B OpraHilauiax
OXOPOHM 340POB'A:

pernameHTHi poboTn 3 06cnyroByBaHHA
nedibpunatopis;

J 6 /min
Pleth

obcnyroByBaHHS MOHITOPIB CEPLLEBOI
NiANbHOCTI;

75/‘lin

0bcnyroByBaHHSA Ta YCYHEHHSA
HeCcnpaBHOCTEN AiarHOCTUYHOIO Ta
onepauinHoro megmyHoro ob6naaHaHHA;

MapLpyTU3aLia NaLIEHTIB | nepcoHany.




MpuKnagn BUKOPUCTaHHA (NpoaoBIKEHHA)

OpraHi3auis poboTtu LleHTpiB eKcTpeHux cny»Kb 3 pearyBaHHA Ha iIHUMAEHTW:
* rPOMaAACbLKOro 340p0B'A, eniaemiv (HanpuKknaa, TakUx, AK KOPOHaABIPYCHA);

* aBapin B XXUTNOBO-KOMYHa/IbHOMY rocnoaapcCTsi;

* MNPUPOAHUX i TEXHOTEHHUX KaTacTpod;

* MNOpYyLIEeHb FPOMaACbKOI be3neku.

D EESFOsED 8]
D b E L
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IHTeneKTyanbHe camoobcnyrosyBaHHA 3 couianbHOI Konabopauieto

Cy4acCHMIM KOPUCTYBaIbHULbKMIA AOCBiA Yepe3 Beb i MobinbHI npucTpoi

@ SERVICE PORTAL v

3pY4YHUI CEPBICHUN KaTasior Ha
OCHOBI NpaB, AKNI JIETKO
— HaNaLToBYETbCA B rpadiyHoMmy
) IHTepCbEMCI

m Bolton, David
<>

IHTENeKTyaIbHUN
NoLwyK cepes,

CTPYKTYPOBaHMUX Ta N | =
He Cpr KTy pO BaAHUX " PRODUCTIVITY AND NETWORK CONNECTIVITY AEEYEMEERT
COLLABORATION AND SECURITY

NAHUX

RECENT O

No relevant off

NepcoHani3auia Ta
6peHayBaHHS ﬁ% ]

nopTan
P y 0S, PC AND PRINTER HUMAN RESOURCES CLOUD AND STORAGE

HOT IDEAS = 3py'~—|HV|ﬁ MOBINbHUM
A04ATOK ANA AOCTyny 3
OyAb-AKOI TOYKU CBITY




IHTeneKkTyanbHe camoobcnyroByBaHHA 3 couiaibHOT Konabopaduieto

HaTiBHMM MOBINbHMIM A0AATOK ANA KiHLEBUX KOPUCTYBaYiB

. o Requested by *

MobinbH1 fonaToK —=

nna Android i iOS s - HaTtiBHa AMHamiuHa
Prefer‘red contact method 5 d)opMa Ha
MobinbHOMY

| .
. NpuCTpOi

q1 WZ e3 r4 t5 y5 u? I 8 09 p(l

YaT BipTya/sbHOro areHTa Ha mobinbHoMmy
NpUCTpoOI



Cepsic [lecK, 3aCHOBaHMU Ha MAalULUMHHOMY HaBUYaHHI Ta aHaNITUL

ABTOMaTU30BaHa A0OMNOMOra BipTya/IbHOro areHTa i iHTerpoBaHOro }KMBOTO YaTy

@ SERVICE PORTAL +

Y B =

[ Activate mobile app

(” Hello David! | am Max. | am here to assist you! Perhaps you need help with one of the
[ -] following popular requests:

YaT
camoobcnyroByBaHHA
(BipTyanbHWI areHT)

ABTOMATUYHO
NPOMNOHYE HOBUHMU,
CTaTTi, cepBicK Ta
NiATPUMYE
npono3unuii nocayr

R AR gz une) Increase mailbox quota
U=l wel= 2=l Nle)) PC and laptop support

Or input your request if you need help with something else.

-~
¢ -
~
‘ my laptop broke hg
KopucTysau
Sorry about your laptop. Would you like to fix it? | onnm Cye
J } npobnemy

| .y

Q
@' Here are a few suggestions | found.

[
(DEMO) Request a new PC

Or input your request if you need help with something else.




MiaTpumka 6aratbox pobounx obnacren ana
6aratopiBHeBuX opraHisauiv (Multi-tenancy

[MpautonTe 3 KizibKoma pobovymmm obnactamm 3 ogHiN KOHCOI

(§) SERVICE MANAGEMENT | =

Kinbka
KNIEHTIB
Ha OAHIN
KOHCONI

@selected customers: oeo /2 Edit

MT CONSOLE

¢F Edit views

Active:

Title

some fatal error when open bet...

Webmail can't be reached, bro...

3k New @ Live Support
h !

o Q 176

o

c -

k=] 12586

- 00

] @) 12603
o @ 2606

KnieHt A

7 @ 60
] @ e
0 Q .
0 Q ¢

o] O 2

KnieHt B

] @ 1262
@ =62
] @ 12625
] @ e
7 @ 1260

Desktop reboots with BIOS me...

NT password expired

Connection to exchange server...

User can't send e-mail. URGENT
server down
server down
FireFox crashes when opening...

Cannot send e-mail

Laptop is not synchronized wit...

network down
When opening documents, Mic...

E-mail attachments being bloc...

1 records selected | 306 total items

Yes

(¥ Refresh

Priority SLT.Next targel Requested for

Low
Low
Low
Low
Low

M...

..

Low
Low
Low

Low

Low

Low

EH Columns

SLA

DASHBOARD

A X Clearall

More ~

REQUESTS

INCIDENTS

Chat statu: Current as: Assignment Assignee

Q&80

X ria

[ d test, Provider _... | ~

ety "3 AlHelton & None  Unassig... ~ ¢ Edit ) Live support P
A

6 days lefr Q,'} Avril Eddiso & MNone  Unassig... Classification > Log ~ 3a n MTyMTe
o .

6 days left (‘) Ruth Benedi & None  Unassig... ,DIETafl I rl pO

6 days left TomShaw & Mone  Service.. & Ivey Dillard > Request details BN n BI

6 days left (@ Adrian Baxt @ None  Unassig.. Description # some fatal error when open beta home page. Te pMi HWU

The error says badge service.
4 days left -‘2 Adrian Baxt & None Service... @ Service Desk Ar TO LLIIO-
ane day lsft c\ Aaron Caffre & None Unassig...
. -

& days left c\ Aaron Caffre @ None  Unassig... Created fime February 7 2018 10:38:50 AM LII .

— - Il Ta

& days lefr e Alicia Adam: & None  Service... (=2} Jerry Rivers Impact *  Single user n piOpMTeTM

& days left c Allison Maur & None  Service... @ Service Desk Ar Urgency * | can continue to work p|BHF| CepB|Cy

6 days lefr {r Lovela Momy (& Mone  Service... c\ Tip Keybo Current Unassigned BKa3Y|'OTb Ha
assignment

& days left -‘2 Adrian Baxt & Mone  Unassig. Service desk BaXK/INBICTb
group

ﬂ Belinda Mon & MNone  Service... '3 Kimberly Lee Owner Ta
& Barbara Kra' & None  Service... c\ Aaron Caffrey Tele HOBICTb



AHaniTUKa «fapaumx rem»

[lonomarae areHTam cnyXbu TeXHIYHOT NiIATPUMKM WBUAKO BUPIiLLYBATU Npobiemu

Bmﬁmpae 3 (§) SERVICE MANAGEMENT | = KNOWLEDGEMANAGEMENT ~ ARTICLES ~ NEWS  MODELS ~ QSA  HOTTOPKC Q & @ | DEV | €F suiteadmin,s.. | v

pe3ynbraTiB AnA KoHoirypye
Search... “

LIBUAKOI CMUCKM cTon
binbTpayii

@ Userquestions .. xuiaie.. #Y. = Manage stoplist @ - Chis
‘= Add fostop list [ ‘ ®

How to install Afaria on a Samsung Windows Mobile 6 smartphone? n erko Bi,ﬂ,l'l OB i,ﬂ,a €

How to install Afaria on a Samsung Windows Mobile & smartphone? Ha 'ula H i B none
ABTOM aTUYHO LiSTC::ﬂf::‘:I:QPDL Lyne PC How do | order a headset for Click-to-Talk? 30 py — CTBO p FOE.
BU 6 U pae Tpe HAM B (2% records) (?ofrf]:[r::’uzrcl:s; Order. _Encrypﬂon, Status How do | order a headset for Click-to-Talk? ° CTaTTi 3HaHb
CprKTypO BaHUX | e (29 records) How c-io | ch_Tnge my \:;icemail password? ° wa 6n OHWU

ow do | change my voicemail password?

HECTPYKTYPOBaHUX KaTanory

WEEIEE G How do | compact my Outlook personal folders (PST)?
p'a HUX How do | compact my Qutlook personal folders (PST)? * 3anmcu n po

Outlook npobnemu

WEES IS How do | change my HP connected drive login information?

Accessing, SharePoint,
Internet
(24 records)

HP How do | change my HP connected drive login information?
Connected, Drive, Store

(33 records) VEC IS 8 How do | check who the members editors and ewner of PDL? editors and o...

How do | check who the members editors and owner of PDL? editors and owner of PDL?

P R - -




I
Cepsic aecK, 3aCHOBaHMN Ha MAalUMHHOMY HaBYaHHI Ta aHaAniTUUI

AHaNITUKA 3MiH 36i/1bLUYE YNCNO YCNILLWHUX 3MiH

NpeanKTMBHa
AHANITMKA 3MiH
ANA NONINWEeHHSA

npouecy

PekomeHa0BaHi
noninweHHA

i] Success rate
4
{ le) \
79% .
' 22 0f28 '
All ndar Mormal Emerge
1%
Improvement needed fo achieve the
goal.
@ HOW CAN YOU IMPROVE?

Make more of your changes successful by reviewing
some of our suggested action points.

i) Standard changes i ] Change automation
°
X L
Ii -~ | Configure KPIl setfings '
g g -
B Radrange 0 %-125 | %

Yellow range

B Greenrange

25 % - | &0 o -}O %

L0 %-100 %l ofos

Bu3HayeHHA
obnacrtew, aki
BUrpPaloTb 3a
PaxXyHOK
CTaHAapPTHOro
MOAENtOBaHHA Ta
aBTOMaTU3aUil AK
3ac06iB 3HUMKEHHA
pu3unKiB, 36inbLIaTL
piBEHb YCMIWHOCTI |
CKOPOTATb Yac
imnaemeHTauii

, ndard Norma
Set goal at 50 | %
These settings apply to all calculations for this KPL
12%
shorfer imp “ ss rate in automated
standard chargesrrerrrrorrmar rorge=—rran) Non-automated changes
changes
O,
Q2% fully automated changes
L)

32% out of all automated changes
more successful than non-standard
changes 4 hours o

Consider converting the following normal change
models to standard change models:

Was the average manual change
duration which may be reduced with
automation

Consider adding automation to the following
change models:

doKyc
CMNOCTEpPEXKEHHA



Cy4yacHUM KOPUCTYBaNIbHMNLLbKMN AOCBIA ANA
KOpNopaTUBHUX AOAATKIB

Poswwunptoe ynpasniHHA cepsicamn SMAX Ha He-IT aenapTameHTH

CIYLERE | ITOM Marketplace

Micro Focus
ITOM
MapkeTnnemnc

Categories

Dashboard

For developers

Partner Portal ~ Marketplace Partners

Confactus  Signin

All Categories (696)

Operations Bridge (336)

Hybrid Cloud Management (181)
Data Center Aufomation (81)
Capsule (80)

Operations Orchestration (60)

Service Management
Automation (57)

KoHTeHT SMAX
AnA
3aBaHTa)KeHHA

O SMAX Studio Apps (5)

Solutions Business Manager SBM
(30)

Network Operations
Management (22)

Solutions Business Manager SBM
30

Network Operations
Management (22)

Configuration Management
System (17)

ChatOps (?)
Others (6)
Data Protector (5)

Platform (4)

Receive app and add-on update
nofifications for all of our products.

SUBSCRIBE

Service Management Automation | SMAX Studic Apps

Service Management Automation, previously known as “IT Service Management Automation” or “ITSMA”, helps harnesses big

data to accelerate service delivery, improve user experience, and lower service desk costs.

Service Management Automar. v

Newest

MICRO FOCUS

Capacity Management for
SMAX

MICRO FOCUS

(SecOps) tor SMAX

Allversions v

All companies

Most popular AZ

MICRO FOCUS

Facility Management -
Visitor Registration for
SMAX

COMMUNITY

CcO

~ | Clear filters

MICRO FOCUS

Scheduled Maintenance
for SMAX

QA

OKpeMmMO nakeToBaHi A0AaTKU:

Kibepbesneku

YNPaBAiHHA NOTYXHOCTAMM
ynpaBAiHHA 06'eKTamum
pernameHTHUMM poboTamu
BiACTEXEHHA PO3KNaay



KoHdirypauia 6e3 KoayBaHHA

CTBOpPEHHA HOBMX A0AaTKiB, NobyaoBaHMX Ha nNpouecax, 3a roAnHn, a He AHi

@ SERVICE MANAGEMENT | = RECORDS @ SERVICE MANAGEMENT | = RECORDS
Vulnerability Respons Wulnerability Response -
H O B M D‘l el F@ : ] il Generic Fields Forms Processes and Rules Naotifications Import data Custom actions
|- New field New calculated-field L field [#] Show rule descriptions
N04aTOK
4
) Al Custom Calculated VulnerabilityResponse_c ; MNormal ; Escalation ; Escalate
3a C H O B a H M M Name Multilingual label Logical type ¢ CTBO I-O [‘;]Te
H a n p o L'Ie C I Op [ An AffectedDevice_¢ Affected Device ENTITY_LINK p o
o I T _ " i VulnerabilityResponse_c _ p (0] 6 ouynun
> @ SERVICE MANAGEMENT — RECORDS Analysis Escalation Done (End)
a | - = Normal (1) I_I O ec flﬂ
® [} tachment: Vulnerability Response - <+ Analysis : p LI' 'Dl
B H 0 c MTe on |Aa tackTyp Forms = ProcessesandRules  Mofifications - Escalatien AOAaTKa
— Escal 1 Analyze — Escalate — Close
H eo6xi H i ] lculatedFields Full VulnerabilityResponse_c form « 5:' atlef d p
p' 8 I i + Addfield - Add association - Add secti S
noaa AaHunx 8 mments g
General
o |an & taDo
1 Title
op cript
2 : B I YU A-[@RE- iz = e = B e
1 b
w
CrtBoptounte
3 L &
dopmy ans
5 - & k
HOBOro AoAaTKa -
7 Affected Device = 8 flected
9 ir - 10 Y




KoHdirypauia 6e3 koaysaHHA | NpocCTi anrpenau
CtBoptonTe, KOHGIrypymTe i nigTpMmymnTe npouecu i poboyi MoOTOKM NPOCTO

@ SERVICE MANAGEMENT | = RECORDS RECORDS Q & @ | bEV | ﬁ suite-admin, s... | ~
PeparyBaHHA " - °
d)o pM M Fields Forms Processes and Rules Motifications Import data Custom actions SLT settings H e rl OTpe 6y€
WYSIWYG Full Incid.en‘r ICUUR N () SERVICE MANAGEMENT | = RECORDS RECORDS Q B @ | DEV | €F suite-admin,s_. | « 3HaHb
+ nporpamyBaHHA
Incident ~
Incident detalls Fields Forms Processes and Rules Motifications Import data Custom actions SLT settings
1 Title * Show rule descriptions ) Standard mode Search for text, tag or field... ~
2 Description - B Incident » Normal
[
MpocTuit ) 3bepirae
. Incident (93) Properties Rules (8)
rpad)ll_l H M ﬁ Classification Resolution oé rl pM3HaL'|EHy
. o = LTzl = > Leaving -+ Add n ﬂ
iHTepdelic R — Classification ¢ . D o o ik
T ® = KOpUCTyBaya
g Contact < Classify @) -/ > Before change (2) -+ Add . .
i o » / > After change (3) -+ Add I.(OHd)“-ypaLII“-O
7 Reported by —+ Resolution (15) Log — Classify b Initial suppart
-+ Validation \\ > Rendering forms — Add ,ﬂ,ﬂ ﬂ
Classification + Done (7) > After applying changes + Add 6e3LL|OBHOrO
o » Per schedule — Add I'IOHOBJ'IeHHFI
» SLT Event — Add
> Before adding relationship — Add
» After adding relationship — Add
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YnpasniHHA nporpamHumm aktusamum (SAM)

OnTumisymnTe BapTicTb IT i obmexKTe onepauinHi, GiHaHCOBI Ta NeranbHi PU3NKK

@ SERVICE MANAGEMENT | = SOFTWARE ASSET MANAGEMENT SAMHOME  COMPLIANCE  ANALYSIS  LICENSES  LICENSE MODELS  LICENSEMETRICS  LICENSERULES  PRODUCTS 0 @ | €¥sampoc| v
Overview o
Current compliance meter Compliance frend in past 6 months Top 5 products at risk (USS) |
B 1I: SSSSSS
Oracle Darsbass
24 Office Visio
i JUN AUG SEP ocT N «1800k -1500k -_ZICGr Q0 500k =300k
W Moncom (&) M Compliant (4 W B Noncomgliant

Top 5 products overspent (USS)

e Cy4yaCHUWN KOPUCTYBaAJIbHULbKMIW A0CBIA, 3aCHOBAHUM Ha
SMAX SAM gns Microsoft i Oracle

e [JlopaBaTe iHWNX BEHAOPIB i NpaBuaa NiueH3yBaHHA 33
aonomoroto SDK

Windows Server

Office Project

1500k



CyyacHMIA KOpUCTYBa/ZIbHULLbKUA O0CBIA, ANA KOPNOpPaTUBHUX A0AATKIB

[1pOaKTUBHA XMBA NIATPUMKA

LleTani 3aABHUKA -
BK/1IKOYAOUM
OCTaHHI BIgKpUTI

= SERVICE REQUEST MANAGEMENT f

LIVE SUPPORT
REQUEST ID PERSON LOCATION MORE INFO:
equest 1D @ Aaron Caffrey w E Morth America/United 5tf... ~ E . T295-555-2023 [ caffrey.aaron@advantage.com [

3annTn

@ > Recent requests

O O
@ All

[MpOaKTUBHI
npono3unLii,
BMABNEHI B
pe3ynbTarTi
NOLUYKY Y
BE/IMKUX AaHUX
pilleHb, 3HaHb,
BiANOBIAHUX
TIKeTIB | aKTUBIB

"

Suggested Solutions Recent Incidents Relat

m
o

How do | receive emails on my corporate Windows 8 mobile device?
8 smartphone to the corporate network, and | am trying to set it up to receive emails but
cant figure out how On Start, swipe leff to the App list, select Settings, and then select email

16302: (DEMO) How to receive emails on my maobile d... Edit

(DEMO) How to receive emails on my mobile device. Note: Prior to applying this, you must
install Afaria on your mobile device Android Open the Email application. Click the Menu...

Do | really need to install Afaria?
Afaria on it, Yet | would like fo get my corporate emails on my phone Hi, you cannot get a
waiver from IT to avoid installing Afaria. However you can find a support offering and request

m 14482: Planned downtime for Webmail service
Exchange Service which will cause temporary reduced availability for various services, Please
expect delays in emall notifications from these systems during this fime.

m 14490: Webmail service disruption
Webmail service disruption. The Webmail service is currently unavailable due 1o an
unexpected outage. Email accass continues to be available through the Outlook client as...

3 New [3] Save [ save &next ~

Title * | Aaron can't send emails

@

Offerings Favorite Articles

=] Propose as solution oo Read article ¥ Remaove from favorites ]

(DEMO) How to receive emails on my mobile device

Note: Prior to applying this, you must install Afaria on your mobile device

Android

1 Open the Email application.

2 Click the Menu button and then click the Accounts button.

3. Click the Menu button again and click Add Account.

4, Enter your email address and password

5. Click Next.

6. Click Exchange Account.

7. Enter your: DOMAIN\username, password, and Exchange server address.

8. Check Use Secure Connection and Accept All SSL Certificates.

9. After authentication, check the boxes associated with the features you want fo include such as Push, Amount t

Motifications, Sync Contacts, Sync Calendar, Sync Calendar Amount.

OnTMMi30BaHUM
[0CBia Ans
NIATPUMKM Ha
OCHOBI }XMBOTIO
TenedoHHOoI
PO3MOBMW.
MiHIMI3YE KNIKU |
36inbLye
NPOAYKTUBHICTb.



CyyaCcHUM KOpUCTYBa/ZIbHMULbKUN AOCBIA ANA KOPNOPAaTUBHUX A0AATKIB
Mogaynb 3aKynisenb B ynpaBaiHHi aktuBamm SMAX (Premium Edition)

= PROCUREMENT MAMNAGEMENT |  Vendor Catalogs

VEMDOR CATALOG 17402: iPhone

CtBoptonTe Ta
KEpyMTe KaTtaaorom
NOCTA4YaNbHUKIB i

17402

--------

efleMeHTaMmu _
KaTtanory :
e ®
. Kepyite

Iszued

Suspended

3aMOB/IEHHAM Ha
KyniBato Ta
pAgKaMMU
3aMOBJ/1IEHHA Ha
NOKYMKY



[Hy4YKe pOo3ropTaHHA i NiLeH3yBaHHA

BneBHeHiCTb B ManbyTHboMy 6€3 NpuB'A3KM A0 BEHAOPY

= J10CTYNHO Ha BAACHUX NOTYXHOCTSAX, B XMapi
abo 3a mogennto SaaS

= [ligTpumKa nybniyHUX Xmap
- Microsoft Azure

- AWS, AWS GovCloud
- Google Cloud

= KepoaHui Kubernetes ana wsenakoro

Bolton, David ‘ ==

HAPOLLYBAHHA i HU3bKUX OnepauiHUX BUTPAT _§ —
= [lpocTe nepemmnKkaHHA MixK baratbma it | ME Wamazon
P P P webservices

KopuctyBadamm (tenants) 3a gonomoroto
MObiNbHOro AOAaTKY

= SMAX Ha Micro Focus SaaS

= JliueH3yBaHHA: iIMeHOBaHI | KOHKYPEHTHI
KOPUCTYBaui, 332 Yacom, FOHUTaAM




3aMOBHUKU AOCAratoTb ePpeKTUBHOCTI

" ICHTNGRORTRATIONS.

-

4 noptany SMAX:
ueHTpanizosaHe IT, HR,
be3neka, lMigpo3ain 6aHky

KoHconipauis 6inbwe 10
IHCTPYMEHTIB B OAHOMY MiCLLi

3 6i3Hec-niapo3ainu:
Po3apibHuin 6aHkKiHr, HR,
3aKOPAOHHI Xxabu

1 Minb 75004 45 000 3anuTis i 25,000 50% 3anuTiB NiATPUMKMK Yepes|
W:ﬁ:ﬁ?gmfp;m IHUMAEHTIB Ha MicAub nopran
855 areHTis, 135,000 4 KaHanu B3aemogaii, 14,000

800 areHTiB, 30,000
KOPUCTYBauiB

KOpUCTYyBayiB KOpuctyBa4iB




lMepeBarn SMAX

CyYyaCHUW KOPUCTYBaNbHULbKUIK AOCBIA, 36inblieHa epEKTUBHICTb | HU3bKa BapTiCTb

Jlerknin y BUKOPUCTaHHI nopTan
camoobcnyrosyBaHHA
3abe3neyvyye cy4acHuM
nepcoHani3oBaHWM A0OCBIA 33
agonomoroto Beb Ta mobinbHOro
iHTepdency, NocuneHmx
IHTEeNEeKTyaNbHUM BIPpTYyaabHUM
areHToOmM A1a aBTOMaTUYHUX
Bignosigen 24x7

AHaNITUKA «rapAYnX Tem»,
nobyaoBaHa Ha MallMHHOMY
HaBYaHHI Ta aHaniTUL,,
3HAX04UTb 3pa3Kn B
CTPYKTYPOBAHMUX i
HECTPYKTYPOBAHUX AaHUX ANA
LUBUAKOrO BMUPILLEHHSA NUTaHb.

AHaniTMKa 3miH, nobygoBaHa
Ha MalWMHHOMY HaBYaHHI Ta
aHaNITULI, CKOPOYYE piBEHb
NOMMNOK NPU 3MiHaX i Yac
imnaemeHTaLii 3MiH.

. NIp
:amazon

BF webservices g

CyyacHumn
KOPUCTYBaZIbHULLbKMW [OCBIA,
ANA ynpasniHHA
KOPNOPaTUBHMMMU CepBicCamu
A,03BONAE PO3LLMPUTU CEPBIC
AecK Ha PyHKLUi Bi3Hecy i Moro
nigposainis.

KoHdirypauina 6e3 kogyBaHHA
CNPOLLYE CTBOPEHHA HOBUX
npoueciB ynpaBaiHHA cepsicamu
ana poswmnpeHHa SMAX Ha HE-IT
AenapTameHTw.

MHyuKi onuii niueH3yBaHHA Ta
PO3ropTaHHA, AKi NPOCTAraloTbCA
BiJ, yCTAaHOBKW Ha BNACHUX
NOTYXKHOCTAX A0 NYO6AIYHMX XMap
i SaaS, 3abe3nevyoTb KOPOTKUM
4yac Ao BiAAdaui i HN3bKY 3aranbHy
BapTicTb BonoAjiHHA (TCO).



INTRACOM UKRAINE

info@intracom-ukraine.com
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