HP Service Manager 7 mit
ITSM Implementation Accelerator (11A)

ITIL V3 out of the box?
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B Was bringt der HP Service Manager 7?
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B Uberblick zum HP Service Manager 7

Knowledge Request Service Level Service
Mgmt Mgmt Mgmt Catalog

Incident Problem Scheduled Self-Service

Service Desk
Ticketing

(Call Mgmt) Mgmt Mgmt Maintenance

Configuration Mgmt

ITIL Authoritative Data Store

Windows and Web Client Module
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B Uberblick zum HP Service Manager 7
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B Uberblick zum HP Service Manager 7
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B Uberblick zum HP Service Manager 7
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Change Mo.: C14 Ext. Project Ref.: |

Category: RFC - Advanced Planned Start: |05/08/02 10:00:00
Subcategory: security Planned End: |05/09/02 10:00:00
Phase: 2.plan

Brief Description: |Remnue Tech Support from the QA database system.

General | Description |History | Contact | Plan | Estimate | Assodated Cls | Affected Services | Approvals | Tasks | Attachments | Related

DatefTime
08/19/07 040721 Relate Change Cal C14 And C13. Reason:Mone
08/18/07 05:23:56 Unrelate Change MAMAGER COA C14 And C25. Reason:Mone
08/18/07 0G:21:58 Relate Change MAMAGER COA Z14 And C25. Reason:Mone
ITC InFormation
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B Uberblick zum HP Service Manager 7
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B Uberblick zum HP Service Manager 7

m 4 / $/

earch Knowledgebases

What are you searching for?

Circuit is dead according to caller. She said phone company has been [ Search ]
called.

[ Advanced... ]

IF] Search in results
Search Results

PR ria o et 1T

Sl

66%G Quick tips for phone troubleshooting external Knowledge_Library —

Quick tips for phone troubleshooting tips to help you troubleshoot vour
corporate phone system Quick tips for phone troubleshooting tips to
oot your corporate phone 57

6% PBX Phones

... and is used for its internal employees to communicate both between
thems=selves and the outside world. The original purpose of a PBEX was to
allow line pooling within an enterprise in order to grant that ...
enterprise the ability to have more employees than telephone lines -
taking advantages of the natural economies of scale that begin to occur
as headcount rises. p align="left"=0ver time, the FEX has ...
\\ enterprise and is used for its internal employees to communicate both
between themselves and the autzide warld. The original purpose of a

FBxX was to allow line pooling within an enterprise in order to ... that .
enteernries the ahilibe 0 hawe minre eminlocees than telenhnne lin = |
|11}

internal Knowledge_Library
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B Uberblick zum HP Service Manager 7
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i7] HP Service Manager

@ Service Catalog Entries

Mzin Menu [ Service Catalog
Submit & Reguest

Order from Catalog

Submit Saved Carts and Templa
Yieww Open Requests

Yieww Clozed Requests

Search Knowledgebase

Find & Reguest

Change Password

Home = Personal Productivity Services

ack ko Home

# Authentication and Security

Contains ikems such as PC Key Card, Digital Badge, ..

Subscriptions # Conferencing and Collaboration
For by Use
Logout Contains items such as Audio Canferencing, Web Conferencing, Video Conferend

Maotes, ..

® ool rTr— R R B
Theeset it s Coraatly |1 o caat. i B

Cantains items such as Exchange Quata, Public Distribution i,

Bt Eegesindtar ety o

# File Storage and Sharing Per—— - . [ p—
Conkains ikems such as Desktop Backup, User Share, Group 5l

% Hardware Bundles
Contains ikems such as Standard Laptop Bundle, Standard De

Tt Cost: $7R00
Trems 1-5of 10
o ITC
B nintnimay Information

Technolagy
Consulting
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What services does
IT provide me? :j }

Subscription

Cancel my service Request a new

service

eStatus
eLink to Contact or Dept
eLink to Service / CI
eHistory

*SLA Options
*Custom Options
*Related Changes

Modify my service

Request support for
my service
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L procedres_|

Tool settings

_Oganizaton_

v

Tool settings

Metrics &
KPI‘s

Hel

Procedures /
Work instructions

\ 4

U
=

Profiles

\4

COBIT & SOX

COMING
SOON

Controlsl\'/l7
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I Level O I

All ITSM Processes

Level 1

Incident Management

Level 2

Incident Logging

*Goals

*Description of process
*Definitions

*Scope

*Process Diagram
*Roles

*Procedures

/4
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Die Kategorie
bestimmt die
Eskalations-
Art
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“Smart
Indicator” Icon

Vordefinierte
Kategorien
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Emergency
Change can be
triggered
automatically

Visualisierung
des Change

Workflows
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Status des
Cls / Services

SOX & Security
Klassifizierung

Verantwortliche
Support Gruppe

Offene
Punkte
dieses Cls/
Services
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