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Agenda

System architecture

User Self Service 

Ticket Tracking

IT Service Request

Delivery Protocol

CMDB Addons
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System architecture
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Architecture

AMEC

4k Users

EMEA

13k Users

APAC

14k Users

CMDB

Global CMDB

150k CIs

500k Service calls
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Extensions to Service Desk at NXP
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User Self Service

HP OpenView

Service Desk 4.5
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User Self Service

Missing functionality in Service Pages

Too difficult to use for customer

View announcements (e.g. ‚Mailserver down‘)

Submit tickets

Review status of own tickets

Search the Knowledge Base

Provide Feedback to Helpdesk

?

!
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Overview of User Self Service tool
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Ticket Submission

Simplified

choices
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Knowledge Base

Google Mini

Search Appliance
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Ticket Tracking
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Ticket Tracking

Easier Call tracking

Announcements for Helpdesk and Customers

Overview of Response Time and Call statistics

Tracking of Service calls

Tracking of Work orders

Managing Surveys

Managing Announcements

?

!



June 1, 2007HP OVSD at NXP / IT / Mark Teichmann 

14

Overview

Telephone 

statistics
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Managing Service calls

Color coding of 

escalated Calls
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Managing Announcements

View current

Announcements

Post  

Announcement

to a certain

Audience
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IT Service Request
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IT Service Request

Usage of many different forms for Requests

Manual copying of data into Service Desk

One application for all Requests

Automatic creation of Service calls and Changes

in Service Desk

Implemented approval workflow

?

!
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IT Service Request

Provide data for

Requestor and 

Recipient
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Application for Services

Select desired

Services
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Delivery Protocol
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Delivery Protocol Management

Digital signature for CI Receipts needed

Using Lotus Notes for mail based workflow

Applying digital signature with Notes ID

?

!
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Delivery Protocol
Receipt as 

seen by

customer

CI data from

CMDB

Apply signature

and change CI 

in CMDB
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Acknowledged CI

Digital 

Signature

from user
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CMDB Addons
Small applications built using the WEB-API

HP OpenView

Service Desk 4.5
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Extend CMDB maintenance using WEB-API

Some functionality is not available in SD client

Mass unrelating of CIs

Change of Person searchcodes

Deletion of locations

…

We can realise these functions by using

custom API programming

?

!
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find Cis

display related Cis

unrelate Licenses via context menu

Example

Search by CI 

Searchcode

Highlight CI in 

search results

Overview of 

related CIs

Change 

selected CI via 

context menu
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Overview of Functions
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