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YnpasneHue * UT 1 He-UT
yCAyramm * N BHELWHWUX U BHYTPEHHWUX 3aKa34MKOB

OpraHunsauuu Ha ocHoBe Service Management

v Automation X (SMAX) komnaHum
B XO/i€ LiMppoBOM Micro Focus ( )

TpaHchoOpMaLmn

Service Management Operations Bridge
Automation & Analytics




CepBUCHbIN NOAXOA K 0becneyeHunto
dYHKUMOHUPOBAHNA OpPraHU3aumm

[leaTenbHOCTb OpPraHmn3aLUmnm Kak MCNOJIHEHUE YCAYT AJ151 BHELHUX U
BHYTPEHHMX NnoTpebutenem Ha 0OCHOBE KaTasora cepBucoB, 6a3bl 3HAHUN,
WabioHOB paboymx Npoueccos, MalLMHHOIO 0byyeHuns

Ycnyru nosctoay, He ToNbKo B chepe UT:

* N8 BHYTPEHHMX N BHELWHMX 3aKa34YNKOB;

* B C/1yXKbe nepcoHana n pabote ¢ napTHepamu/areHTamu;
* B C/Iy»Kbe No aAMUHUCTPATUBHbBIM BOMPOCAM;

* B lOpUAMNYECKOMN cnyxbe;

* B C/Iy»Kbe npoaak;

* B DMHAHCOBOW N KOHTPAKTHOM CNyKOeE;




Cdepbl npumeHeHna SMAX

 ObpaboTKa 3anpocos U peleHne npobaem Nnpu ncnonb3oBaHnm UT-
pecypcoB: 060pyaoBaHMA, CUCTEMHbIX U MPUKNAAHbBIX MPOrpPaMm, Ha
COHCTBEHHbIX PU3NYECKMX NN BUPTYaIbHbIX MOLLHOCTAX, B YaCTHbIX U
ny6anYHbIX 061aKax

* icnonHeHWe NAaHOBbIX M aBapPUMHbIX PaboT No 3anycKy u
06CcNy}KMBaHUIO TEXHONOTMYECKOro obopyaoBaHuUs

* PaboTbl cny»Kb6 nepcoHana U No agMUHUCTPATUBHLIM BOMPOCaM
OopraHM3auUmMm No 3asBKaM COTPYAHUKOB

* icnonHeHMe 3anpoCcoB K/IMEHTOB M NAapPTHEPOB B XO4e NpeAocTaBieHus
YCAYyr opraHmn3aumm



O6nactn npoueccos

BHe,u,peHme CNCTEMDLI MNO3BOJIAET B PaMKaxX eANHOITO MHCTPYMEHTA
dBTOMATU3NPOBATb, ONTUMUN3NPOBATDL, CAE/NATb NPO3PaAYHbIMA:

* yripaBaeHne 3anpocamu U MHUUAEHTAMMU;

e ynpasneHune UT n He-UT pecypcamm opraHusaumu;

* yripaBaeHne 3HaHNAMMU;

* KaTaaor BHYTPEHHUX N BHELIHUX YCAYr OpraHmn3aumnm;

* yripaBaeHne U3MEHEHNAMMU;

* ypaB/ieHNEe OTHOLWEHUSAMM C KIMEHTAMM U NapTHEPaAMU;

* yripaBaeHue npobaemamm.



Pe3ynbraTbl BHeagpeHUA

CHUXKeHne 3aTpaT pecypcos 3a CYeT:

dBTOMaTU3aU WU,
cncrematunulaumm m Nnpo3pavHoOCTu npoueccos opraHmM3auunn,

obecneyeHUA akTyaNbHOW OTYETHOCTM MO NMPOLLEeCcCam, KOJIMYECTBEHHOM
N Ka4yeCTBEHHOMU;

NOBbILWEHNA YAOBNETBOPEHHOCTU M yA0b6CTBa PaboTbl 3a9BUTENEN U
UCNOJIHUTenNneun.



UHcTpymeHTbl SMAX

YTo npepoctaBnaeTt «M3 KOPpobku» Service Management Automation X
(SMAX) KomnaHun Micro Focus:

* GOKYCMPOBKY AeATENBbHOCTU Ha pe3yabTaTe NPeAoCcTaBAEHUA CEPBUCOB;

* NopTasn camMoobcnyKMBaHMA BO B3aUMOAENCTBUU C APYTMMU KaHaNaMMU
KOMMYHMKaUNUN (OMHUKAHA/IbHOCTb);

* cMCTEeMY YynpaBaAeHUA 3HAHUAMMU;
* IMHAMMYECKYIO HAaCTPOMKY U aanTaLUIO } KU3HEHHOTO LUMKAA YCAYIU;
* MOJIHYIO aBTOMATU3ALMIO PYTUHHbIX ONepaLmii;

* cnctemy oT4eTHOCTN U aHAJTNTUKMN.



Service Management Automation X (SMAX)

MHoro-obnauyHoe peweHne ESM n ITSM,

COKpallatollee BpeMs 3amnycka 1 obLiyo CTOMMOCTb B/1IaZlEHUS

MobunbHOCTb

BupTyanbHbIn

arent

>4

YMH25-1T04Ta

"\

\_7

[e)e)
MNMopTtan
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Ha cobcTBEeHHbIX GU3NYECKUX MU BUPTYaIbHbIX MOLLHOCTAX,
B YaCTHOM Unu Nyb6anyHom obnake, AWS, Azure, GC




YnpasneHue Cepsucamu lNpegnpuartma

Otuet Q42019 Forrester Research, Inc.: Micro Focus c SMAX — B nngepax

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

CornacHo aHanutukam Forrester:

«Micro Focus npedocmassnsem 00HY
U3 CaMbIX UHMes1eKmyasbHbIX
naamaeopm 0114 yrnpasneHus
cepsucamu rnpeonpuamus...»



STRATEGY

YnpasneHue Cepsucamu UT u lNpepnpunatma

MaTtpuua Boibopa Bengopos mapTt 2020 ot Research In Action, GmbH:
Micro Focus ¢ SMAX — B cimgepax pbiHKa

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

SaaS And Software

The Top 20 Global Vendors 2020

IBM (10) — @
IVANTI (11) —~ 3
BROADCOM (12) —9

BMC (2)
MICRO FOCUS (3)
CHERWELL (4)

MATRIX42 (6)

/.t SERVICEWARE (5)
8 erecte (7)

TOPDESK (

MARKET LEADER

SERVICENOW (1)

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

g7
EASYVISTA (15)

SOLAR WINDS (18) -/.

ZENDESK (19) 9

OPEN SOURCE (16)

.\ FRESHWORKS (9)

EXECUTION

2020, Researchln Action GmbH Reproduction Prohibited

RESEARCH IN ACTION

. » ®
“|vendor selection matrix

CornacHo aHanusy RIA:

«Mcrnonb3osaHue UCKYyCCMBeHHO20
UHMesnnekma u MawuHHo20 obyyeHus
0714 yAy4WweHUa Ka4yecmad, CKopocmu u
UeHHOCMuU KOMAHObI yripassneHus
cepsucamu byoem onpeodensarowel
XapakmepucmuKouU Ha pbiHKe. s
op2aHu3ayul nobozo pasmepa Micro
Focus SMAX ¢ e2co UHmMennekmyasibHoIm
M00X000M, BO3MOMXCHOCMAMU U HU3KOU
CMOUMOCMbHO 8/100€HUSA A8/19emCcA
HAOEXCHbIM 8APUAHMOM...»



IDC MarketScape Worldwide IT Service Management Vendor Assessment

Capabilities

Source: IDC, 2020

YnpasneHue Cepsucamu UT

OueHKa Bengopos mapTt 2020 ot IDC: Micro Focus c SMAX — B nngepax

IDC MarketScape Worldwide IT Service Management

BMC
Micro Focus

aIBM

Cherwell

SemviceNow

Solarwinds

Broadcom Ivant

e ManageEngine
Symphony SummitAl

Atlassian

Strategies

B otueTe IDC yTBepKaaerca, 4To:

«3aKa34YUKU yrnioMmuHarom 2ubkocme,
6bicmpyto umrnaemeHmayuto u
UuHmezpayuro 0aHHsix SMAX Kak
K/1ro4esble Xapakmepucmuku ux
UHmMepeca, emecme ¢ bbicmpbim
memrnom eHeopeHUs HOBbIX HOBbIKOB
UCKYCCMBEHHO020 UHMers11eKkma 8
npaKmuyeckue cueHapudu...»



[Mpmepbl UCNONb30BaAHUA

OpraHu3aums paboT coTpyAHUKOB XKee3HoM A0POoru:

pernameHTHble paboTbl MO OCMOTPY NYTEBOrO X03AMUCTBA;

PaboTbl NO YCTPAHEHUIO
HENCNPABHOCTEN NEKTPOTEXHUYECKOTO
obopynoBaHus;

pernameHTHble paboTbl No
NoABUMXKHOMY COCTaBY — NJIaHOBO-
npeaynpeanTenbHble paboTol;

npoLecchbl ynpassieHus
NMacca*KMPOMNOTOKOM Ha CTAHLUMOHHbIX
COOpPYKEeHUAX, BKAOYASA UHLUUAEHTDI
6be3onacHOCTMW.




3dMpPOCOB:

Mpoueccbl paboTbl ¢ nepcoHanom, obpaboTka K‘ ﬁ—} ' &
~—

Mpumepbl ucnonb3oBaHUA (NpoaonKeHue)

3dMPOCbl Ha OTNYCK;

OTCYTCTBME MO 60NEe3HU;

oby4yeHune n cepTuPmKayms,
0byCTPONCTBO HOBOIO COTPYAHMKA;
CKPUHWHT KaHAWAATOB HA A0/IXKHOCTb;

ynpasaeHue 3apniaton 1 NooLWPEHNAMM.



Mpumepbl ucnonbsosaHmna (npoaonxkeHue)

OpraHusauma paboT B pO3HNUYHOWN TOProBsJe:

* pernameHTHble paboTbl NO TOProBomy
obopyaoBaHuIO;

¢ pa3peweHne nHUMNAeHTOoB C 060py,u,03aHmeM.




Mpumepbl ucnonbsosaHmna (npoaonxkeHue)

OpraHusauma paboT no pa3BepTbiBaHUIO CETH
MobunbHOro onepaTtopa:

Ch
L '}ll
111
< 8 &
T

&

¢ 3aMpocChbl Ha rnepeHocC 6a30BblIX CT3HLI,MI7I,'

* 3anpocCbl Ha YCTAaHOBKY AOMOAHUTENIbHOIO
obopyanoBaHus;

* BbINONHEHME PEr/laMeHTHbIX PAabOT B TOYKaX
npucyTcTBMsA/Ha caliTax onepaTopa




Mpumepsbl ncnonb3osaHmna (npogonxkeHue)

OpraHun3auma pabot no o6cayKMBAHUIO U PELLEHUIO MHUNAEHTOB B OPraHMU3aumuax
3/1paBOOXPaHEHMA:

perameHTHble PaboTbl N0 06CNYKMBAHUIO
nednbpmnnnaTopos,

06CcNyXKMBaHNUE MOHUTOPOB CEPAEUYHOM “ I 7 675;."1
; /min

NeATe/NIbHOCTY;

obcnyKnBaHUE U YCTPAHEHUE
HEeMcnpaBHOCTEN ANATHOCTUYECKOTO U
onepaunoHHOro MeanLMHCKOro
obopyaoBaHuUA;

MapLUpyTM3aLUMA NaLMEHTOB U NepcoHana.




Mpumepsbl ncnonb3osaHmna (npogonxkeHue)

OpraHu3zauma pabotbl LIeHTPOB 3KCTPEHHbIX CAYXK6 NO pearnpoBaHMIO Ha MHUUAEHTbI:
* 00WecTBEHHOro 340P0BbA, ANUAEMNIN (HaNpUMep, TaKMUX, KaK KOPOHABUPYCHaA);

* aBaApPUM B XKUAULHO-KOMMYHA/IbHOM XO3AUCTBE;

* MNPUPOAHbLIX U TEXHOFEHHbIX KaTacTpod;

* HapyweHun obLecTBEHHOM

6esonacHocTy. ELETTH .
EEEEDD N E R
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UHTennektyanbHoe camoobcnyXmsaHue
C coumanbHom Konnabopauuen

CoBpeMeHHbIX N0/Ib30BATENLCKUIM ONbIT Yepe3 Beb n mobunbHble YCTPONCTBA

@ SERVICE PORTAL v

KoHdurypupyemsbliit kKatanor
CEPBUCOB, yNpaB/ISieMbiN Ha

m Bolton, David
<>

MHTenneKTyaanbu)ﬁ 2 Vow rents OCHOBe rpas, s1erko
NMOUCK MO Q) Activate mosil app HaCTpaMBaeTCﬂ
CTPYKTYPUPOBAHHbIM N . NEWS

I8 Your IT Perfol
4 SHONE AND MOBI PRODUCTIVITY AND NETWORK CONNECTIVITY ERtaaid
HECTPYKTYPUPOBAHH COLLABORATION AND SECURITY
bIM AaHHbIM AONA i RECENT O!
6bICTp bIX OTBETOB o retevant off

non L HOT IDEAS MobunbHoe
OS, PC AND PRINTER HUMAN RESOURCES CLOUD AND STORAGE ; ::'::‘:‘: n p Mn O)-Ke H M e C

PassuToe = LOCTYNOM K CEPBUCAM
KOHUrypuposaHue 13 Nt060i TOUKM MUPa

n bpeHanpoBaHue



UHTenneKktyanbHoe camoobcecnyxXmnsaHume ¢ coumanbHon Konnabopaumeun
HaTtnBHOEe mobunbHoe npnunoxeHne anAa KOHe4YyHbIX nosb3oBaTeneun

Requested by *
MobunbHoe —
npuaoXKeHne ans e - HaTtusHas
Android uniOS Prefrred contact method - ANHamunyeckaa popma
I 1 e ieris Ha MOBUAbHOM
ey | N
: . YcTpoWcree
q‘l WZ e3 r4 t5 y5 u? I& 09 p(l

YaT BUPTYaNbHOro areHTa Ha
MOBUIBHOM yCTpOiCcTBE




CepsBuc [1ecK, oOCHOBaHHbIX Ha MaLLUMHHOM 0byyeHUn N aHaNIUTUKe

ABTOMaTI/BVIpOBaHHaFI NMOMOLLUb BNPTYA/ZIbHOIO areHTa u UHTEerppoBaHHOINo xXxNBOIo 4aTa

@ SERVICE PORTAL +

¥ &

[ Activate mobile app

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

g3\ (e Relaa3 N eP Increase mailbox quota

U=l wel= 2=l Nle)) PC and laptop support P

CamMoobCNyKUBaAHUA
(BUPTYanbHbIN areHT) (

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

~e i - 3 l
~ oy .
‘ my laptop broke Hi ‘ .—‘
B [lonb3oBaTesnb
ABTOMEITI/I‘-I eCKU ’ ' 'f.w l Sorry about your laptop. Would you like to fix it? - onucbiBaeT
houviialo . T‘ Yo npobnemy
HOBOCTHU, CTATbMU, 2 .
CepBUCHI U ‘ " NO
noaanep>xXmBaet Q
p“ul p @ Here are a few suggestions | found.
WabnoHbl .

(DEMO) Request a new PC

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




MoppeprKKa mHOrnx pabounx obnacren ana
MHOroypoBHeBbiX opraHusauuni (Multi-tenancy)

PaboTanTte ¢ HeCKONbKMMMK pabounmm obaactamm n3 o4HON KOHCONU

MT CONSOLE

DASHBOARD

REQUESTS

INCIDENTS

Q&80

X ria

[ d test, Provider _... | ~

(§) SERVICE MANAGEMENT | =

HecKkonbko

@selected customers: oeo /2 Edit

¢F Edit views

Active:

Title

More ~

Yes A X Clearall
(¥ Refresh EB Columns

some fatal error when open bet...

Webmail can't be reached, bro...

3k New @ Live Support
K/IMEeHTOB
9 h !
Ha oA4HOM
KoHconn & @
£ 0 @) 1255

] @) 12603
o @ 2606

KnueHt A 1 @ w0

] @ e
0 Q .
0 Q ¢

o] O 2

KnneHTt 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

Priority SLT.Next targel Requested for

Low
Low
Low
Low
Low

M...

..

Low
Low
Low

Low

Low

Low

Chat statu: Current as: Assignment Assignee

bdaysleft A ”3 AlHelton @& None  Unassig.. P 2 Edit  © Live support ®
v
6 days lefr Q,'} Avril Eddiso & Mone  Unassig... Classification > Log ~ 3a n pa wnmnBanTe
([
& days lefr (‘) Ruth Benedi & None Unassig... IEIIeTaj-I no
7
& days lefr Tom Shaw (& Mone  Service... c Ivey Dillard ~ Request details BO3,CI,€MCTBVIVI,
é_da"'s = "2 Adrian Baxt & Mone  Unassig... Description + some fatal error when open beta home page. CpO‘-I HOCTU U
The error says badge service. T.M.
& days left -‘2 Adrian Baxt & None  Service... @ Service Desk Ar
one day left c\ Aaron Caffre & None Unassig...
[ =
& days left c\ Aaron Caffre @ None  Unassig... Created fime February 7 2018 10:38:50 AM Lll
i — e u
6 days lefr e Alicia Adam: & None  Service... (=2} Jerry Rivers Impact * 55“"9"9 user
6 days lefr c Allison Maur & None  Service... @ Service Desk Ar Urgency * | can continue to work ypOBHﬂ
6 days left ! Lovela Mony & Mone  Service... ) Tip Keybo Current Unassigned
@ c‘ assignment Ce p BMca
4 days left -‘2 Adrian Baxt & None Unassig... Service desk
e yKa3blBatoT
ﬂ Belinda Mon & None Service... '3 Kimberly Lee Owner > Ha Ba).KHOCTb
& Barbara Krar & None Service... c\ Aaron Caffrey

N.CPOYHOCTb



AHannTukKa «fopaymx tem»

[TomoraeT areHTam cepBUC AecKa bbICTPO pellaTb Npobiemsl

Boibnpaet n3
pe3ynbTaTtoB ANA

@ SERVICE MANAGEMENT | — KNOWLEDGE MANAGEMENT

ARTICLES

6 bl CTpO l‘/’l Search..
NNbTpaUuNU
(b p LI' @ User questions R #Y .....................................................................................
‘= Add fostop list [
Conference
ABTON\aTMqECKM List, Software, PDL . Lync PC
Bbl 6 N pa eT Tpe HAbI (24 records) (?ofrf;l(:’;?cz:ir Order, Encryption, Status
20 records

CTPYKTYPUPOBaHHbI (25 records) (29 records)
n
HECTPYKTYpUMpOBaH

bIX AadHHbIX

Outlook
Accessing, SharePoint,
Internet
(24 records)

HP
Connected, Drive, Store
(33 records)

NEWS

MODELS Q&A HOT TOPIC

Q & @ | DEV | €§ suite-admin,s.. | ~

= Manage stoplist @

KoHdurypupyet
CMUCKK CTON -
CNoB

WEE SIS How fo install Afaria on a Samsung Windows Mobile 6 smartphone?

How to install Afaria on a Samsung Windows Mobile & smartphone?

WECTIES 0 How do | order a headset for Click-to-Talk?

How do | order a headset for Click-to-Talk?

WEES ST How do | change my voicemail password?

How do | change my voicemail password?
WEEIEE G How do | compact my Outlook personal folders (PST)?
How do | compact my Qutlook personal folders (PST)?

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

How do | change my HP connected drive login information?

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 - -

Jlerko oTBevaer

Ha AlaHHble B

none 3peHus -

cosgaet

* CTaTbMW 3HAHUMN

* WabnoHbI
KaTasora

* 3aMnncu o
npobnemax



CepBuUC AeCK, OCHOBAHHbI HAa MAaLLMHHOM 06yyeHUU U aHaIUTUKe

AHaNNUTUKA UBMEHEHMNI yBeNINYUBaAET HNC/T0 YCNELWHbIX N3MEHEHUN

NpeanKTMBHAaA
aHaNNTUKaA
N3MEHEeHUN ans
ynydweHus
npouecca

PekomeHayemble
YAyYLLIEHUSA

K

CAN YOU IMPROVE

Success rate

79%

Emergency

o
1%
Improvement needed fo achieve the
goal.

Make more of your changes successful by reviewing

some of our suggested action points.

i) Standard changes i ] Change automation
L= Configure KPI seftings . - -
B Redrange 0 %- 25 %
7 Yellow range 25 %- &0 %

B Greenrange

L0 |%-100 %

0%
N2 of 24

idard  Morma

OnpepeneHuna
obnacren,
KOTOpble
BbIMTPAIOT 33 cHeT
CTaHOapPTHOrO
MOAENNPOBAHUA U
aBTOMaTU3aUMmn
KaK cpeacTs
CHUXKEHUA PUCKOB,
yBe/n4aT ypoBEHb
YCAELWHOCTU U
COKpaTAT BpemA
MMNAEeMeHTaUUN

Set goal at 50 %
These settings apply to all calculations for this KP|
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

HOW CAN YOU IMPROVE

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:

dPokyc
HabntoaeHunA



CoBpemMeHHbIU nonb3oBaTenbCKUii onbIT ANA

KOPMNOPATUBHDLIX anI'IO)KEHMﬁ
Pacwwunpaet ynpasneHue cepsncamu SMAX Ha He-UT aenapTtameHTsl

LIFGED

2| ITOM Marketplace

Categories

Dashboard

Partner Portal ~ Marketplace Partners

For developers

Confactus  Signin

Micro Focus
ITOM
MapkeTnaemnc

KoHTeHT SMAX
ANA 3arpy3Kku

All Categories (696)

Operations Bridge (336)

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

Operations Orchestration (60)

Service Management
Automation (57)
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 Automat.

Newest

Capacity Management for
SMAX

MICRO FOCUS

All versions ~ | | All companies

v | Clear filters

Most popular AZ

ccccccccccc

Facility Management - Scheduled Maintenance

Visitor Registration for for SMAX
SMAX

MICRO MICRO
D FOCUS D FOCUS

COMMUNITY

CcO

OTLI,e}'IbHO NakKeTnpoBaHHbLIE

NPUNOXKEHUA:

KnbepbesonacHOCTH
ynpaBAeHMA MOLWHOCTAMM
ynpaBieHnsa obbektamm
pernameHTHbIMM pabotamm
OTCNEeXMBAHMA pPacnmcaHua


https://marketplace.microfocus.com/itom/category/sma

KoHdurypuposaHue 6e3 KoagnposaHus

Co3agaHune HOBbIX I'IpMJ'IO)-KEHVIVI, NOCTPOEHHbIX Ha Nnpoueccax, 3a 4acbl, a He AHWU

() SERVICE MANAGEMENT | = RECORDS

Hosoe

NPUNOXKEHME,
OCHOBaHHOE
Ha npouecce

Vulnerability Response

BHocute
Heobxoaumble
nonA AaHHbIX

Fields L{'Z'l Pracesse
| New field
All  Custom  Calculated
Name
Op [Au AffectedDevice_¢
Op An AffectedService_c
[} I fdl
® u tachmel
Op An tackTyp
] slcy elds
[} Calet
n mments
oo |an @ taDo
Op ript

New calculated-field X Delete fielc

Multilingual label

Affected Device

Generic

Co3paBauTe
dopmy ans
HOBOTIO
NPUNOXKEHUA

(5} SERVICE MANAGEMENT

Logical type

ENTITY_LINK

Full VulnerabilityResponse_c form «

—+ Addfield 4 Add association

@
I

= RECORDS

|=

Motifications

Add

sectic

(§) SERVICEMANAGEMENT | = RECORDS
Wulnerability Response -
Generic Fields Forms Processes and Rules Natifications Import data
[#] Show rule descriptions
VulnerabilityResponse_c ; MNormal ; Escalation ; Escalate
VulnerabilityResponse_c
Analysis Escalation

= Normal (1)
<+ Analysis
- Escalation

= Escalate (1)

Escalate » Close

Done (End)

-+ Done
m = B == B
&
v & k
= g Adfect

Co3paBauTe
pabouni
npouecc ans
NPUNOXKEHUA



KoudmrypuposaHue 6e3 KOoANpoBaHNA U NPOCTble al1l'p6ﬁp,bl
Co3pnaBaunte, KOHPUTYPUPYNTE N NOAAEPHKNBANTE NPOLECChbl U paboyme NOTOKM NPOCTO

@ SERVICE MANAGEMENT | — RECORDS RECORDS Q & @ | bEV | ﬁ suite-admin, s.. | ~
PenakTMpoBa  incsen v o
H M e d)o pM bl Fields Forms Processes and Rules Notifications Import data Custom actions SLT seftings H e Tpe 6Y€TCF|
J
WYSIWYG Full Incid.en‘r ICUUR N () SERVICE MANAGEMENT | = RECORDS RECORDS Q B @ | DEV | €F suite-admin,s_ | + 3HaHUK
+ NpPOrpammmpoB
Incident ~
adHUNA
Incident details Fields Forms Processes and Rules MNofifications Import data Cusfom actions SLT settings
1 Title * Show rule descriptions ) Standard mode Search for text, tag or field... ~
2 Description - B Incident » Normal
[
Ao
[MpocToun ot (55 L — CoxpaHsert
nciden roperfies ules
y Classification Resolution |-| On b30 BaTen bC Kyl'o
rpad)quCKMM - Normal () § s Leaving 2 Add KOH(I)V“‘ a [4|-0
~ =h
M HTe e I/I C - Classification (11 2 yp LII
3 Status ° S » Entering (2 — Add 6
T oy ® H ANnA oeClloBHOrIo
Contact > Before change (2) — Add
5 + Classify @ ‘_% obHOBNEHUS
7 Reported by —+ Resolution (15 Log — Classify | Initial support > After change (5) +Add
-+ Validation \\ > Rendering forms — Add
Classification —+ Done (7) > After applying changes -+ Add
oo > Per schedule + Add
» SLT Event — Add
> Before adding relationship — Add
» After adding relationship — Add

2 Defrre comnnering colodi Lio Aol




YnpasneHue nporpammHbiMmu aktusamm (SAM)

OnTummnsnpymnte ctommoctb UT n orpaHnybTe onepaumoHHble, UHAHCOBbLIE U

Nera/ibHble PUCKH

@ SERVICE MANAGEMENT | = SOFTWARE ASSET MANAGEMENT SAMHOME  COMPLIANCE  ANALYSIS  LICENSES  LICENSE MODELS  LICENSEMETRICS  LICENSERULES  PRODUCTS 0 @ | €¥sampoc| v
O Ko
Current compliance meter Compliance frend in past 6 months Top 5 products at risk (USS)
ssssss
() Oracle Databass
| | H Co |

Top 5 products overspent (USS)

* CoBpemMeHHbIN MN0/b30BaTeNbCKMIM ONbIT, OCHOBAHHbIN Ha
SMAX SAM ans Microsoft n Oracle

e [obasnante apyrux BEHAOPOB M NpaBuaa
nnueH3nposaHuA nocpeactsom SDK

Windows Server

Office Project

1500k



CoBpemMeHHbI N0Nb30BaTe/IbCKMI ONbIT ANA KOPNOPATUBHDbIX NPUNOKEHU N

[MpoaKTUBHAsA *KMBaA NoAAepKKa

[leTanu 3poHALLEro —
BK/1KOYaAA nocneaHmne
OTKpPbITble 3aNpPOChbl

— SERVICE REQUEST MANAGEMENT LIVE SUPPORT
REQUEST ID PERSON LOCATION MORE INFO:
equest ID cl Aaron Caffrey w E Morth America/United St... ~ E . T295-555-2023 4 caffrey.aaron@advantage.com [

@ > Recent requests

O O
@ All

[NMpoaKTUBHbIE
npeasioXeHus,
obHapyKeHHble B
pe3y/ibTaTe NOMCKa B
60NbLINX AAHHbIX
pPeLWweHnn, 3HaHUN,
COOTBETCTBYHOLLMX
TUKETOB N aKTUBOB

Suggested Solutions Recent Incidents Rel

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

=] 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.

ONTMMU3UPOBAHHbIN
onbIT ANA
NOAAEPKKU Ha
OCHOBE }XMBOTO
TenedoHHOro
pa3rosopa.
MuHummnsnpyet
KINKU U yBETMUMBAET
NPOAYKTUBHOCTb.



CoBpemeHHbIN N0/Ib30BaTeNIbCKUINA ONbIT ANA KOPNOPATUBHDbIX NPUNOXKEHUN

Moaynb 3aKynoK B ynpaBaeHunu aktmusamum SMAX (Premium Edition)

VENDOR CATALOG

Co3paBanTte n
ynpasnamrte
KaTanorom
MNOCTaBLLMKOB U
3IeMEeHTaMM
KaTanora

= PROCUREMEMNT MANAGEMENT |  Vendor Catalogs -

17402: iPhone

Save S Comments

~ General

Phane

B I U - &R
This i the Phone vendar cat
Ama

Maste: y Agres

uuuuuuuu

Iszued

Fartiaiby recety.

Ynpasnaunrte
3aKa30M Ha
NOKYNKY U
CTPOKaMM 3aKasa
Ha NOKYIMKY



M6bKoe pa3BepTbiBaHME U NLLEH3MPOBaHMe

YBepeHHOCTb B byayLiem 6e3 npuBA3KK K BEHAOPY

= JloCTynNHO Ha COBCTBEHHbIX MOLLHOCTAX, B
obnake nam no mogenu SaaSs

= [Moapep»Kka Nyb6/1nYHbIX 06N1aKoB
= Microsoft Azure
= AWS, AWS GovCloud
= Google Cloud

= Ynpasnaembi Kubernetes ans 6bictporo |
HapaLWWUBaHUA U HU3KUX ONEePaALLMOHHbIX Bolton, David

- L
pacxoaos iriframazon
Server version : 201911 : : : J Web SerVICeS

= [IpocToe nepekstoyeHne Mmexay MHOTMMHU
nonb3oBaTenamu (tenants) nocpeacrsom
MODOUNBbHOIO NPUNOIKEHUS

= SMAX Ha Micro Focus SaaS

Switch Tenant

. ﬂMLI,EH3I/1pOBaHI/IeZ MMEeHOBAHHbIE U
KOHKYpPEeHTHbIE MOJ/1b30BAaTEJ/IN, MO BPEMEHMN,
FOHNTaM




3aKa34ynKu poctTuratot adPeKTUBHOCTHU

| CSTNGR OFTRATIONS |

-

4 noptana SMAX:

ueHTpanusosaHHoe IT, HR, KoHconnpauusa 6onee 10

UMHCTPYMEHTOB B OAHOM

3 6usHec-nogpasgeneHums:
PO3HWYHbIN BaHKUHT, HR,

6 be3onacHoOCTb,
3arpaHnyHble Xabobl NoapasaeneHme 6aHka mecTe
1 munnunoH 3anpocos n 7500+ 45 000 3anpocos 1 25,000 50% 3anpocoB noaaepKku

MHUNOEHTOB eXXerogHo yepes noptan

MHUMAEHTOB B MecsL,

800 areHTOB, 30,900 855 areHTos, 135,000 4 KaHana B3aMM0,u,e1‘/'|CTBVV|$-|,
noab30BaTeneun 14,000 nonb3oBaTenen

noJsib3oBaTtesien




NMpenmyuwiecteaa SMAX

CoBpeMeHHbIN NoJ/Ib30BaTENbCKMA ONbIT, BO3pocLuan 3GPeKTUBHOCTb U HU3Kaa CTOMMOCTb

Jlerkmni B CN0Nb30BaHMU
nopTan camoobcnyKnBaHuUA
obecneynBaeT COBPEMEHHbIMN
NepCcoHaN3NUPOBAHHbIN OMbIT
nocpeacTsom Beb un
MobunbHoro nHTepdeiica,
YCUNEHHDbIX
NHTENNIEKTYalbHbIM
BUPTYa/IbHbIM areHTOM A4
aBTOMATMUYECKUX OTBETOB 24x7

AHanUTUKa «ropavYnX TEM»,
MOCTPOEHHAA Ha MaWWMHHOM
06YyYeHUU N aHANUTUKE,
HaxoAuT obpasLbl B
CTPYKTYPMPOBAHHbIX U
HECTPYKTYPUPOBAHHbIX AaHHbIX
ANs BbICTPOro paspeLleHmn
BOMPOCOB.

AHaNUTUKA N3MEHEHUH,
NOCTPOEHHaA Ha MAaLUMHHOM
0by4YeHMN 1 aHaNUTUKe,
COKpallaeT ypoBeHb OLNOOK
NPU N3MEHEHUAX N BPEMSA
MMNNEeMeHTaLNUN U3SMEHEHUIA.

==
miramazon

| webservices g

CoBpemeHHbIi
NoNb30BaTe/IbCKUM ONbIT AN5
yrnpaBaeHnAa KOpnopaTUBHbIMU
cepBMcamu no3BonseT
pacWNpPUTb CEPBUC AECK Ha
bYHKUMM BusHeca m ero
noapasgeneHun.

KoHdurypuposaHue 6e3
KoAMpoBaHUA ynpoLlLaeT
CcO34aHne HOBbIX NPOLEeCcCcoB
ynpasaeHua cepBnucamum ana
pacwmnpeHna SMAX Ha He-UT
AenapTameHThbl.

MMb6Kue onuun AMUEH3MpPOBaHUA
W pa3BepTbiBaHUA,
NPOCTUpPAtOLWMECA OT YCTaHOBKM
Ha cOH6CTBEHHbIX MOLLHOCTAX A0
ny6anyHbIX 061aKkoB 1 Saas,
obecrneynBalOT KOPOTKOE BpeMS
A0 OTAA4YM M HU3KYLo 0bLyto
cToMmocTb BnageHus (TCO).
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