Experimente el nuevo
. o
ServiceDesk Plus



Diseno
minimalista

Una interfaz de usuario
sencillay elegante que

ofrece una experiencia
de usuario excepcional.

Dashboard
potente

Acceda a todos sus datos
de un vistazo sin tener
que navegar por varias
paginas.

Funciones

destacadas

Vista
Kanban

Aumente la
productividad, fomente
la colaboraciony
garantice la eficiencia.

Tablas
mejoradas

Mejor legibilidad y
acceso a los datos, sin
perder el contexto.

Disefno
personalizado

Cambie los disefos,
fuentesy colores para
personalizar el aspecto
de lainterfaz.
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Presentamos el nuevo
ServiceDesk Plus

El nuevo ServiceDesk Plus ofrece mas de 100 micro mejoras en toda la aplicacion, una interfaz
visualmente agradable jy una experiencia de usuario sin igual!

®m Ahora los usuarios pueden cambiar facilmente entre una barra lateral, una barra superior o
una barra lateral simple para personalizar los disefios.

q También pueden cambiar a la vista Kanban, vista de calendario y muchas otras vistas.

m |as fuentes elegantes, los iconos abstractosy los colores hacen que la interfaz de usuario sea
visualmente atractiva, ademas de asegurar que sea mas legible y facil de usar.
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Gestion de servicios empresariales

Seleccione entre una variedad de iconos de portal o cargue sus propias imagenes para personalizar los
iconos de la instancia de mesa de ayuday el directorio de servicios empresariales ESM.

ESM Directory ﬁ

How can we help you ?

Search in portal Q

Which service desk do you need help with?

R

Supplies Team HR IT Desk
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Disenos

Los usuarios pueden cambiar de instancia facilmente accediendo al panel izquierdo ::., que ahora
muestra el logotipo de la organizacion, las instancias y los vinculos al directorio y portal de ESM.

N,
(V4 ZYLKER

INSTANCES

Supplies
v

Team HR

IT Desk

ESM Portal ESM Directory
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Instancia

S

La banda superior muestra el logotipo de la instancia para que los usuarios puedan identificar facilmente

las instancias a las que necesitan acceder.

m\
dop IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports

(5 Dashboard

F=q Scheduler

< > December 2019
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Tuesday

@ Reminders
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q[I‘ Announcements
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All Sites
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26
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v

Select Group

No, Just select Technician
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1 Request
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27
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Karthikeyan
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28

Saturday

My Summary
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CMDB Purchases Contracts

n Group

keyan Tech 1

keyan Tech

keyan

ed

ed

ed

ed

Reports

Statu

Open

Open

Open

Open

Open

Open

Open

Jack Daniel
jack.daniel@zylkar.com

My Account | Personalize

LAYOUT PERSONALIZATION

Navigation menu

Sidebar Sidebar lite © Topbar

Navigation background

Charcoal Black © Polar White

Preferred Font Preferred Color

Lato

v 088

ENTERPRISE PLAN
Next Renewal Date Jan 2, 2020

View plan details >

Navegacion

Seleccione uno de los tres menus de
navegacion: Barra lateral, barra
lateral simple y barra superior.

Barra lateral: Muestra iconos y texto
en un lado de la pantalla.

Barra lateral simple: Un menu mas
elegante con soloiconos en unlado
de la pantalla.

Barra superior: El menu clasico con

todas las opciones en la parte
superior de la pantalla.
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Q Experiencia de busqueda unificada

Gracias al cuadro de busqueda mas grande, los usuarios ahora pueden ingresar mas informaciony los
resultados de la busqueda se agrupan por modulo, tabla de tareas y fecha de vencimiento.

Q Requests v
Narrow down your search (-]
» Open Requests v | V& © Last3odays | | = 2= [0
request id
B Q New Incident v Edit Delete Pick Up 1-250f25 DE
status
ID Subject requester ite Created Date
o &8 B 2 ) Reset password for my emai  created date after Dec 13, 2019 04:04 PM
created date
o & = 25 o | am moving to a different d Dec 13,2019 04:03 PM
specified. Do the needful. created date between
More...
o & B 24 € Download the specified file . v gromrs s B P - Dec 13, 2019 04:03 PM
o & E 2 ) Please provide me an account in our CRM Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
system
o X = 3 ) Please create a new email account for me Karthikeyan Req Unassigned - Open - Dec 12,2019 06:56 PM
o & E 4 ) Please install the specified email client in my Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
machine
o & = 5 ) Please increase storage space for my email Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
account
o & = 6 _) Please delete the specified email account Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
o & E 8 ) Please download the specified file from the Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
given link
o X = 9 ) Please create VPN account for me and install Karthikeyan Req Unassigned - Open - Dec 12, 2019 06:56 PM
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& Realizar una solicitud

Ahora es mas facil realizar una solicitud gracias a la interfaz de usuario mejorada que utiliza mas espacio
en blanco, lo que mejora la legibilidad en varios niveles.

Raise a request X
New Incident Quick Incident Service Catalog
Search Request Template Q

> Corporate Website

~ Email
o Request a new email account creation
o Request an email client installation
o Request an increased email storage
0 Request deletion of an email account

o Request password reset for your email account

> Internet Access

> Intranet

> Payroll

> VOIP or Telephone
o Default Request
) Mail fetching

o New Joinee

o Printer problem

o Unable to browse
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Y Elementos recientes

Los elementos recientes ahora se dividen en funciéon del tiempo e incluyen mas elementos para mejorar la
accesibilidad del usuario

Recent Items X
TODAY

m SOLUTION 5 mins ago
Document for Request Custom Menu and Cu..

REQUEST 02:58 PM
Please install the specified email clientin my...

CHANGE 12:14PM
Setup database migration for selected organ...

ASSET 11:07 AM
MackBook Pro - 5735 517

REQUEST 10:34 AM
Reset password for my email account

©C 06 & O

DEC 02,2019
a PROBLEM 07:03 PM
Network connectivity issues

SOLUTION 06:54 PM
How to Export SSL certificate using MMC?

ASSET 04:00 PM
MackBook Pro - 5735 517

0 CHANGE 05:27 PM
Update the Windows patch update

=/
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= Aprobaciones pendientes

Las aprobaciones pendientes se dividen por mddulos y se muestran junto con el recuento. Ahora los
usuarios pueden buscar la aprobacion y marcar facilmente su accion de aprobacion.

GENERAL CHANGE ID - CH-6 > My Pending Approvals X
Update the Windows patch update Search Approvals Q
Requested By Li Hanying

Stage / Status : Submission / Template : General Template NS o
Requested for
Information
g Change ID: - #6
Workflow : General Change Approval Status : -
Workflow Update the Windows patch update

by System on Dec 18, 2019

Change Details Enter comments

Change Requester Li Hanying Site Not in any site m Cancel

Change Type Major Group Not Assigned
Retrospective No Change Owner Not Assigned REQUESTS °
Impact Affects Business Change Manager Not Assigned o Request ID - #24.
Urgency Urgent Stage Submission Download the specified file from the given link
by robert@zillum.com on Dec 13, 2019 Take Actions
Priority High Status Requested for |
nformation
0 Request ID - #2
Change Risk Not Assigned Status Comment
Please provide me an account in our CRM system
CSl Section by Karthikeyan Req on Dec 12, 2019 Take Actions
Category Not Assigned Sub Category Not Assigned
PURCHASES
Item Not Assigned o
Scheduled Start Not Configured Scheduled End Not Configured © Purchase ID - #1
Crmtimmmtbbfmrtioic Nk Arrimnnd Purchasing Adobe Suite - 1000 Nos

i
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Notifications

Search Notification

TODAY

@ Broadcast message from Jack Daniel

23 Dec 2019 12:21 pm

o Request Id ##26## has been assigned to
you

23 Dec 2019 12:20 pm

17-DEC-2019

9 Your Guide to Zylker's Do's and Don'ts

17 Dec 2019 01:08 pm
o Important announcement on cleaning up of

support E-mail groups

17 Dec 2019 01:07 pm

13-DEC-2019

o Request Id ##19## has been assigned to you

13 Dec 2019 04:20 pm

o Request Id ##26## has been assigned to

A Notificaciones

Las notificacionesylos anuncios del
administrador son claramente visibles.

Cuando se asigna una solicitud a un
técnico, la notificacion se muestra
como una ventana emergente que apa-
rece en la parte inferior de la pagina.

Todas las notificaciones se agrupany
estan disponibles bajo el icono de cam-
pana gue se encuentra en la parte su-
perior derecha de la pantalla. Cada vez
gue se anfade una nueva notificacion, va
acompafada de una campana.
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Jack Daniel X
{ J jack.daniel@zylkar.com
; ‘ My Account | Personalize
| > Back to Old Ul Sign out
LAYOUT PERSONALIZATION
Navigation menu
Sidebar Sidebar lite © Topbar
Navigation background
® Charcoal black Polar white
Preferred font Preferred color
o . EEEE
ENTERPRISE PLAN
Next Renewal Date Jan 2, 2020 o \\
View plan details » / /
Upgrade A
&

Perfil de usuario

Los usuarios pueden modificar el
nombre para mostrar, cargar una fotoy
también acceder a la aplicacion para
iPhone o Android.

Los usuarios pueden personalizar el
menu de navegacion, el fondo de
navegaciony establecer la fuentey el
color que prefieren en las opciones
mas recientes.

Otra informacién importante, como la
siguiente fecha de renovaciony todala
informacion relacionada con el plan,
esta disponible en el panel de usuario.
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Dashboard

Controle todos los datos de las aplicaciones desde un solo lugar. Los dashboards, con tecnologia de
Zoho Charts, ahora muestran todos los datos necesarios en la pagina del dashboard. Ahora los usuarios
pueden mostrar los mismos datos en diferentes tipos de graficos sin tener que navegar por varias pagi-
nas para obtener los datos necesarios; todos los datos del dashboard estan disponibles en la misma
pagina.

LY

.
dop IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports

(5 Dashboard [~ Scheduler % Tech Availability Chart (@) Delegation [7] Tasks (9 Reminders qC] Announcements
@ Helpdesk Dashboardv = (® @ Never | Q AllSites v

SLA Violation by Technician v Requests This Week v Open Requests by Priority

3 3 6 6
= 3 o o 6
2 €
3 2 2 2 3
7 2 ° ) ° S 4
E 3 3 B3 N\
=4 1 3
g g
1 e g,
1
S i
Not Assigned Karthikeyan Tech Li Hanying 0

Jack Daniel Rebecca Harley Vinodhan Sun Mon Tue Wed Thu Fri Sat
o
M SLA Violated M Inbound [l Completed [l OverDue W High [ Not Assigned [l Medium [l Normal |l Low £
2
>
>
Requests by Priority v Open Requests by Mode v Unassigned and Open Requests
OPEN ONHOLD OVERDUE
High 10 1 5 12 14 4
10 \\\\u\’”,,/ 18
Medium 5 0 3 .,
- 20
Normal 4 0 2 6 \ =
Low 3 0 2 . Sha
S
Unassigned 5 0 1 n S 24
NN
Total 27 1 13 . 26
M Web Form B E-Mail B Phone Call
&
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Vista inteligente en el dashboard y el planificador

La vista inteligente consiste en acceder a los datos con la posibilidad de editarlos sin tener que cambiar
de pagina. Puede hacer la operacion en un solo lugar.

Los usuarios pueden activar una vista inteligente desde los filtros del dashboard y ver en pantalla completa
la pagina de detalles de los dashboards de todos los mddulos usando la lista de funciones mejorada.

Ademas, los usuarios pueden anclary desanclar la lista de tickets en la misma vista y también hay un
botdn pata «Ir a la vista de lista». Ademas, puede atendery asignar tickets para realizar operaciones de

forma masiva.

PickUp  Assign v 14~

#169
Hardware issue
By: Karthikeyan
On: Sep 8, 2020 06:46 PM
Status: @ 0pen

#168
Computer panel (Hardware)
By: Antony Woods
On: Sep 8, 2020 06:41 PM
Status: @ Open

#167

Onboarding issues to resolve

By: Karthikeyan
On: Sep 8, 2020 05:45 PM
Status: ®0pen

#170
Maintenance test
By: Karthikeyan
On: Sep 9, 2020 11:00 AM
Status: @ Open

#166
Support issue
By: Karthikeyan
On: Sep 8,2020 12:39 PM
Status: @ Open

Requests Last Month ¥ Module: Request  Value: Week2 v Inbound v 8

Edit  Pickup  Assign  Print

Hardware issue
Priority :Not Assigned | Requested By Karthikeyan on Sep 8, 2020 06:46 PM

Status Open Transitions:

Conversa tions Details Tasks Resolution Reminders

Conversations

Howard Stern - Sep 8, 2020 06:46 PM

[Fwd: ##169## : Test]

To : karthikeyan.b+t2t0@zohotest.com

Regards,
System Admin Team

Click for details : http://karthikeyan1587

i= Goto List View X

Actions v

“\Reply > Forward [Z] Add Note

Approvals Worklog Time Elapsed Analysis History

Filter : Emails Auto Notifications Notes

=

N\ - Sep 8, 2020 06:46 PM

12
[ J
<
C pp/itdesk/ui/requests/2775000001743005/detail:
X
®
®
w5 B O
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Cambie a diferentes tipos de graficos / tablas

En el dashboard, los usuarios pueden representar sus datos utilizando diferentes tipos de graficos /
tablas.

N\ 16
aop Zylker Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports Q & {} HO) @ [ E§3 @
(5 Dashboard [~ Scheduler rO@ Tech Availability Chart (@) Delegation E Tasks @ Reminders qC} Announcements
@ Helpdesk Dashboardv ~ (® Asset Dashboard  Change Dashboard T @ 5Mins | ©Q AllSites v
SLA Violation by Technician AR { Requests Last Month Open Requests by Priority
1l Bar
3 3 .
3 ° ° [if Stacked Bar N 8
‘S 2 /> Line % 6
o 2 ° o
] { Area 8
3 3 4
o o
Q Q
& 4 M9 Stacked Area = 2 2
2
1 >
s 11 :
0 0 E
Not Assigned Howard Stern Antony Woods Heather Grah Weekl ~ Week2  Week3  Week4  Week5 s
a
>
M SLA Violated M Inbound(13) Ml Completed(0) [l OverDue(0) Not Assigned [l Medium il Low [l Normal [l High =
Requests by Technician + Open Requests by Mode Unassigned and Open R...
OPEN ONHOLD OVERDUE
5
Antony Woods 17 1 3 40 50
16 30 i/
Howard Stern 1 0 3 ‘v, 60
John Reese 4 0 0 20 1 "
Jessica Woods 3 0 0 46 I -7
Heather Graham 1 0 1 n 10 4 \:
Unassigned 49 2 2 % o 80
Total 85 3 9 0

Web Form Not Assigned E-Mail Phone Call [l Unassigned (49) Open (85)



Tablas mejoradas

1. Cambie facilmente entre listas, plantillas y otras vistas. Los primeros elementos de la tabla son el selec-
tor de columnasy la funcion de busqueda, o que garantiza resultados de busqueda mas rapidos.

2. Los usuarios pueden seguir viendo los encabezados de las tablas incluso mientras se desplazan por
tablas grandes.

I
Cloy IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports

¢ OpenRequests v ¥ O Lastsodays | = 2= [
= Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-250f25 U'E
ID Subject Requester Name Technician Group Status Due by date Created Date
o =2 F 16 ) Please change the resources and services Karthikeyan Req Jack Daniels v - v Open - Dec 12,2019 06:56 PM

associated with my previous place to the
current place

o & B 17 L) Please provide the services required for our Karthikeyan Req Unassigned - Open - Dec 12,2019 06:56 PM
new employee

o =2 F 7 ) Add an exclusion to Windows Defender Karthikeyan Req Unassigned Hardware Problems Open K Dec 13,2019 10:00 AM Dec 12,2019 06:56 PM
Antivirus
0 & = 18 ) Please note that | am moving to a different Karthikeyan Req Unassigned - Open - Dec 12,2019 06:56 PM

department as specified. Do the needful.

o & B 19 ) Please do the needful as the employee Karthikeyan Req Karthikeyan Tech 1 - Open - Dec 12,2019 06:56 PM
mentioned is leaving our organization
o =2 F 20 2 Unable to fetch mails Karthikeyan Req Unassigned Hardware Problems Open - Dec 12,2019 06:56 PM
0 & = 21 2 New employee joining the organization Karthikeyan Req Unassigned - Open - Dec 12,2019 06:56 PM
o & B 22 ) Printer problem Karthikeyan Req Unassigned Printer Problems Open - Dec 12, 2019 06:56 PM
o =2 EFH 23 ) Unable to browse Karthikeyan Req Karthikeyan Tech Network Open = Dec 13,2019 05:00 PM Dec 12,2019 06:56 PM
— -~ .. . . . PR - PR - _ e e - _A__.____,,U@
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Y+ Vista personalizada

Ahora el usuario puede crear sus vistas mas rapido y también marcarlas como favorito. Ofrecemos op-

ciones para ver una vista previa de los criterios antes de guardarlos. El icono para agregar la vista person-

alizada se encuentra junto al filtro principal.

N\
Cloy IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports

<) Custom view name

B Q

New Incident

«
O T 7 R T AR 1

ID

2

10

20

21

22

23

v

Y 4 Criteria applied v Save

Edit Delete Pick Up Close Merge

Subject

) Printer problem

) Outlook mail is not syncing

J Unable to access files

) VPN facing frequent termination

) Please do the needful as the employee
mentioned is leaving our organization

) Please provide me a BlackBerry phone to test
our product

) Please provide me a mobile for on-call support

) Please provide me a telephone extension

J Unable to fetch mails

Cancel

Link Requests

Requester Name

James Archer

Steve Carter

Robert Lee

Zhang Wei

Karthikeyan Reddy

Karthikeyan Reddy

Karthikeyan Reddy

Karthikeyan Reddy

Zhang Wei

Assign v

Technician

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Karthikeyan Tech

Jack Daniel

Group

Printer Problems

Network

Network

Network

Hardware Problems

Printer Problems

Network

Network

Status

Open

Open

Open

Closed |K

Open

Open

Open

Open K

On Hold [x

Due by date

Dec 13, 2019 10:00 AM

Dec 13, 2019 05:00 PM

Dec 13, 2019 10:00 AM

Created Date

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12,2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM
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Pagina de detalles

La experiencia del usuario en la pagina de detalles de los mddulos se ha mejorado con cambios significativos en

la visualizaciony la ubicacion de varias funciones.

El panelizquierdo ahora se encuentra en el centro de la pagina, lo que resalta las funciones y facilita el acceso

del usuario.

Requests

&

Problems

o€

Changes

&

Projects

k4

Releases

I

Reports

Time Elapsed

Ohrs Omin

&y
& Edit Pick up Assign Print Mark FCR
& Please provide me an account in our CRM system
. Requested by Karthikeyan Reddy on Dec 12, 2019 06:56 PM
Conversations Details Tasks Resolution Reminders Approvals Worklog
Request Details
Request Type Not Assigned Impact
Status Closed Impact Details
Mode Web Form Urgency
Level Not Assigned Priority
Site E Sitel Category
Group Group 1.2 Sub Category
Technician Not Assigned Item
Emails To Notify Assets
Created By Karthikeyan Reddy Department
SLA Not Assigned Template
Created Date Dec 12, 2019 06:56 PM Due by date

Response Due By
Time

Actions v

“YReply > Forward [=] Add Note

Time Elapsed Analysis History

Not Assigned

Not Assigned
Low

Not Assigned
Not Assigned

Not Assigned

Not Assigned

Default Request

Q¢ v o2

Request ID #3

Status Q, Closed
Lifecycle Not Assigned
Priority ® Low
Technician Not Assigned

Group & Site Group 1.2, Site 1

Tasks 0

Reminders 0

Approval Status Not Configured
Attachments 0@~

Due By No due date set

Worklog Timer ®

Linked Requests

Associated Problem

Change Caused by Request
Change that Initiated Request
Associated Project

REQUESTER DETAILS
Karthikeyan Reddy

New

New

Attach

Search

Search

Search

Search

=4
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:= Lista de solicitudes

1. Lista desplegable de nueva incidencia: Elija entre las opciones de la lista de plantillas de solicitud disponibles.

2. Filtro de tiempo: Seleccione el periodo para mostrar solo las solicitudes registradas en ese intervalo de tiempo.

/N 4 4
Cloy IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports Q & {} @ E{ Ll ig:f @

9 All Requests v [V4 o © Lastaodays | = 5= [

iy Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-260f26 UE
Search Request Template ‘ Requester Name Technician Group Status Due by date Created Date

174 > Corporate Website mail account Thomas Wayne Elano Blumer - Open - Dec 13, 2019 04:04 PM
> Email

122 ir my voice message box Karthikeyan Reddy Karthikeyan Tech - Open - Dec 13, 2019 04:03 PM
> Internet Access

V2 > Intranet 1one for our product Karthikeyan Reddy Jack Daniel - Open - Dec 13, 2019 04:03 PM
> Payroll

> VOIP or Telephone
o James Archer Unassigned Printer Problems Open - Dec 12,2019 06:56 PM
) Default Request

V2 ) Mail fetching zount in our CRM Karthikeyan Reddy Unassigned Group 1.2 Closed - Dec 12, 2019 06:56 PM
) New Joinee
) Printer problem

123 e il account for me Stephen Nelson Unassigned Group 1.1 Open - Dec 12,2019 06:56 PM
2 Unable to browse

172 2d email client in my Lucy Walton Unassigned Group 2.2 Open - Dec 12,2019 06:56 PM
macinne

0o & B 6 ) Please increase storage space for my email Rajesh Kumar Unassigned Group 2.1 Open - Dec 12,2019 06:56 PM
account

0 & E 8 J Outlook mail is not syncing Steve Carter Unassigned Network Open - Dec 12,2019 06:56 PM

2| 9 ) Please download the specified file from the Karthikeyan Reddy Unassigned Group 2.2 Open - Dec 12,2019 06:56 PM
given link

i
N
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:= Lista de solicitudes

3. Selector de columnas: Seleccione y muestre solo las columnas necesarias.

4. Cambiar vistas: Seleccione la vista en funcién de su preferencia de visualizacion

/N 4 4
CIO? IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports Q & {} @ E/ Ll i§3 @

All Requests v | V% ® Last 30 days =]
iy Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-260f26 UE
Column Chooser Requester Name Technician Group Status Due by date Created Date
Search
et password for my email account Thomas Wayne Elano Blumer - Open - Dec 13, 2019 04:04 PM
ID
ase reset password for my voice message box Karthikeyan Reddy Karthikeyan Tech - Open - Dec 13, 2019 04:03 PM
Subject
R tor N ase provide me an iPhone for our product Karthikeyan Reddy Jack Daniel v - v Open - Dec 13, 2019 04:03 PM
2 Requester Name
. a ing
Technician
iter problem James Archer Unassigned Printer Problems Open - Dec 12,2019 06:56 PM
Group
Status ase provide me an account in our CRM Karthikeyan Reddy Unassigned Group 1.2 Closed - Dec 12,2019 06:56 PM
tem
Due by date
ase create a new email account for me Stephen Nelson Unassigned Group 1.1 Open - Dec 12,2019 06:56 PM
Created Date
Approval Status ase install the specified email client in my Lucy Walton Unassigned Group 2.2 Open - Dec 12,2019 06:56 PM
zhine
D -
ase increase storage space for my email Rajesh Kumar Unassigned Group 2.1 Open - Dec 12,2019 06:56 PM
account
o & B 8 ) Outlook mail is not syncing Steve Carter Unassigned Network Open - Dec 12,2019 06:56 PM
0o &2 B 9 ./ Please download the specified file from the Karthikeyan Reddy Unassigned Group 2.2 Open - Dec 12,2019 06:56 PM

given link




:= Lista de solicitudes

5. Muestra los datos de la tabla en |la vista comoda o compacta segun las preferencias de lectura del usuario.

6. La codificacion por colores y las fuentes mas brillantes en la Vista de Lista mejoran la legibilidad y la facilidad

de uso de la Vista de Lista.

\
Ooy IT Desk Home Requests Problems Changes Projects

Releases  Solutions

Assets CMDB

Purchases

Contracts

Reports

Q¢ 49 LR

9 All Requests v | V&

= Q New Incident v Edit Delete Pick Up Close Merge

ID Subject

0o & [E 26 € Reset password for my email account

0 & B 25 ) Please reset password for my voice message box

0o & B 24 o Please provide me an iPhone for our product
testing

0o & E 2 ) Printer problem

o & B 3 ) Please provide me an account in our CRM
system

0o & B 4 ) Please create a new email account for me

0o & [E 5 ) Please install the specified email client in my
machine

0o &2 B 6 ) Please increase storage space for my email
account

0o & B 8 7 Outlook mail is not syncing

0o &2 B 9 ) Please download the specified file from the
given link

Link Requests

Requester Name

Thomas Wayne

Karthikeyan Reddy

Karthikeyan Reddy

James Archer

Karthikeyan Reddy

Stephen Nelson

Lucy Walton

Rajesh Kumar

Steve Carter

Karthikeyan Reddy

Assign v

Technician

Elano Blumer

Karthikeyan Tech

Jack Daniel

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Group

Printer Problems

Group 1.2

Group 1.1

Group 2.2

Group 2.1

Network

Group 2.2

Status

Open

Open

Open

Open

Closed

Open

Open

Open

Open

Open

$® Last 30 days = o= [0
1-260f 26 1P
Table Settings
Records Per Page 100 v
Sort By Column Subject v v
Refresh Frequency Never v
Display Density = Compact ; Comfort

Q—T

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM
Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

Dec 12, 2019 06:56 PM

i
N
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Colores de las filas de tabla (mdédulo de solicitud)

Los usuarios pueden establecer colores de fondo para la columna o fila especifica de acuerdo con la
prioridad, estado y urgencia para identificar facilmente la naturaleza del ticket.

Esta funcion permite a los usuarios establecer colores de fondo para la vista de lista/plantilla para la vista
de lista de solicitudes.

Ademas, los usuarios pueden personalizary definir gué columnas tienen colory también hay mas ajustes
disponibles en la configuracion de color de fila de la tabla.

Color Settings

Configurations Preview

Row Color Based
On

Status v ‘ 0O

Jul

N
Default Color O e = B

Add New | 4
Applies To

X Category X Created By X Due by date
X Approval Status x Checkbox

% (D Worklog Timer  * Requester Name

Opacity 13 % e
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a= Vista de plantilla de solicitud

Las tareas de solicitud se representan como graficos circulares que ayudan a los usuarios a cerrar sus tickets facil

y rapidamente en la vista de plantilla.

] 17 Desk Q¢ 40908 &

¢ AllRequests v | © Last3odays | | = = [0
= Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-260f 26 [['2
ID Subject Status Technician Due By Tasks
Requests
| © & B 2 €) Reset password for my email account Open | Rebecca Harley 33%
1/3
,& By Thomas Wayne | On Fri 13-Dec = Approval Status : -
Problems
) 0o &M B 2 ) Need to reset password for my voice message box Open |K Li Hanying . 50%
2/4
x By Karthikeyan Reddy = On Fri 13-Dec | Approval Status: -
Changes
o0 & B 24 €) Required an iPhone for our product testing Open | Jack Daniel B 20%
1/5
88 By Karthikeyan Reddy = On Fri 13-Dec | Approval Status : Pending Approval
Projects ) " S
0o &2 B 2 ) Printer problem Open | Unassigned DEC) Mon by B 25%
Printer Problems 23 | g.54pM 1/4
By James Archer = On Thu 12-Dec | Approval Status : Pending Approval 7
sele ] 0 & B 3 () Please provide me an account in our CRM system Closed g""‘ss‘gl"zed ° 100%
roup 1. 1/1

By Karthikeyan Reddy | On Thu 12-Dec | Approval Status : -

[s]

Reports B Za R E ) Please create a new email account for me Open | Unassigned 50%
Group 1.1 1/2
By Stephen Nelson | On Thu 12-Dec = Approval Status : -
] 0o &8 B s () Please install the specified email client in my machine Open | Unassigned [ DEC) Mon by 100%
Group 2.2 23 ) 10:00PM 11
By Lucy Walton | On Thu 12-Dec | Approval Status : - .
0o & E e ) Please increase storage space for my email account Open K 2"355132"15" 0%
roup 2. 0/1

By Rajesh Kumar | On Thu 12-Dec | Approval Status : -
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000 Vista Kanban

Kanban facilita y simplifica la organizaciony priorizacion de las solicitudes. Todas las solicitudes se
muestran como tarjetas que se pueden mover facilmente con acciones de arrastrar y soltar. Ademas,

puede modificar su visualizacion mediante filtros personalizados basados en criterios como el estado, el

técnicoy la prioridad.

Home Requests

¢ All Requests v | V&

Unassigned 15 B X

Incident Request ID: #8
_ 4/ Outlook mail is not syncing

Steve Carter = Open = No due date set

( N
G Normal )
- - AN J

Incident Request ID: #9

) Please download the specified file from the
given link

Karthikeyan ... Open = No due date set

Incident Request ID: #10
./ Unable to access files

Robert Lee = Open = No due date set

Incident Request ID: #11

J Please setup an online meeting with the
customer/vendor at the specified time

Problems

Changes Projects Releases Solutions

Jack Daniel 3 X

Incident Request ID: #1

&/ Unable to fetch mails

Zhang Wei | OnHold = Dec 13,2019 10:00 AM

Incident Request ID: #16

L/ Please reset password for my AD account

Karthikeyan ... Open | No due date set

Service Request ID: #24

o Required an iPhone for our product testing

Karthikeyan ... Open | No due date set

Assets CMDB Purchases Contracts

Group By :

Rebecca Harley 3

Incident Request ID: #15

J Please create an account for me Active
Directory

Karthikeyan ... Open = Dec 13,2019 05:00 PM

Reports

Technician v

X

" Low

Incident Request ID: #17

_J Please change the resources and services
associated with my previous place to the
current place

Karthikeyan ... Open = No due date set

Service Request ID: #26

o Reset password for my email account

Thomas Way... = Open = No due date set

Q¢ 4oL @

th |18 O Lestlodays || = S [0
Li Hanying 3 X

Incident Request ID: #7
L/ VPN facing frequent termination

Zhang Wei = Closed = Dec 13,2019 10:00 AM

Incident Request ID: #18

./ Please provide the services required for our
new employee

< hikeyan ... Open | No due date set >

Service Request ID: #25

o Need to reset password for my voice
message box

Karthikeyan ... Open = No due date set

| Medium )
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000 Vista Kanban

Releases Solutions Assets CMDB Purchases Contracts Reports Q <$_> {} D E: L_14 @3 @
GroupBy : [ Techmicime | M | {2 [0 aoams | [= 2= @I Vea un resumen de cualquier solicitud
. . Rebecca Harley . DD | Manage Technictans o, haciendo clic en su asunto. Seleccione
a los técnicos en funcion de su sitio o
Incident Request ID: #15 Search Technicians
" ) Please create an account for me Active PINNED TECHNICIANS grupo. Ahora IOS USUGI’IOS pueden
! Directory
et (artikeyan... | Open | Dec 13,2019 0500 M  Unassgned 15 anclar la lista desplegable de gestion
Low Jack Daniel 3 para asignar solicitudes rapidamente a
Incident Request ID: #17 Rebecca Harley 3 |OS técniCOS'
for my AD account
. /) Please change the resources and services TECHNICIANS {3
due date set associated with my previous place to the
current place . 4 . . .
Karthikeyan ... Open | No due date set - Omar Mukhtar 0 Conflgure flltros de tlempO para
UL ! descartar las solicitudes antiguas e
rour product testing < 8 8 Lirtenvine : innecesarias. Ordene la columna de
Service Request ID: #26
due date set (0 Reset pssword for my el sccount | Elano Blumer ! solicitudes de forma descendente o

Thomas Way... Open No due date se . s
o t 1L Yan Zhenkang 0 ascendente. Todas las demas

acciones, como Ver conversaciones,
agregar notas o agregar un registro de

= trabajo, se pueden realizar facilmente

en la vista Kanban.
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Gestidon de cambios y liberaciones

El codigo de color que indica los tipos de cambio mayores, menores, significativos y estandar permite

reconocerlos facilmente.

El calendario de cambios ahora muestra mas datos para cualquier fecha dada, y las sugerencias
especialmente disefiadas proporcionan informacion justo a tiempo.

Q¢ 40 @Ps &

All Changes v | V4 = = [H
<2 December 2019 v All Sites v Changes and Releases v Week Month
Sunday Monday Tuesday Wednesday Thursday Friday Saturday

1 2 3 4 5 6 7

CH-5 Setup database migration for selected organisation

8 9 10 11 12 13 14
CH-5 Setup datab igration for selected organisati
o
8
2
2
]
-
3
g
15 16 17 18 19 20 21 §
CH-3 Update the Windows patch update CH-6 Update the Windows ...
General Change : CH-3
9 Update the Windows patch update
Status: Requested / €& Submission
22 2 2 25 Scheduled: Dec 17, 2019 03:33 PM - Dec 20, 2019 03:33 PM =
CH-6 Update the Windows patch update Created Time: Sep 19, 2018 03:44 PM
Approval Status: Approved
Change Type Standard
&
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Flujos de trabajo

Las acciones ahora se encuentran en la barra superior para una mejor accesibilidad y el aumento en el
espacio de pantalla permite a los usuarios navegar por el flujo de trabajo facilmente.

Los botones para acercar, alejary ajustar brindan mayor flexibilidad al usuario para configurar el flujo
de trabajo.

Change Workflow Editor [ Workflow Properties [ Exportas PDF %) History ® X
WORKFLOW NAME TYPE DESCRIPTION o
General Change Workflow 9 General Workflow for general changes
S 2 ® v
+ O start
@_ Drag & drop nodes
- £ Stage
100% STAGE 1 - € Condition
Submission e
Accepted “ Switch
Rejected
N Notification
> Requested
.' (] Approval
APPROVAL ()
Approval require.... C Field Update
@ Approved
STAGE 2 i
< ® Denied
Planning N
» o Approved
» . Rejected

» o Planning In Progress

STAGE 3 -
CAB Evaluation

Approved
Rejected

> Approval Pending
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Proyectos

Los detalles del proyecto ahora incluyen la gestion de recursos, Gantt y dependencia de tareas en el

menu. Ademas, el nuevo tamafo de la ventana (el espacio de trabajo visible disponible para el

usuario) para la gestion de recursos y los diagramas de Gantt proporciona a los usuarios la flexibilidad
y el espacio necesarios para trabajar con la aplicacion.

ﬁr & Edit Close
& New Database Implementation US Region
& Created by Jack Daniel on Dec 17,2019 01:10 PM

Details Milestones Tasks Time Sheet Member Comments History
x
o Project Details

Owner Jack Daniel Project Type
&

Priority High Status
(2t Project Code - Created Date
@ Schedule Start Dec 17,2019 Schedule End
@ Actual Start Dec 18, 2019 Actual End
. Estimated Hours 24000000000 Estimated Cost($)
4

Actual Hours 24000000000 Actual Cost($)
=0 )

Projected End Dec 16, 2020 % Completed
@ Site Not Assigned

Description

Not available

Ml
be)
i

Actions v

Infrastructure

Open

Dec 17,2019 01:10 PM
Dec 15, 2020

Dec 14, 2020

1000000

1000000

2

Project ID
Status
Priority
Owner
Tasks
Milestones

Attachments

y, Due Date

% Completed

Associated Requests

Associated Change

#100000000000033002
@ Open
@ High
Jack Daniel
100 % 171
% 0/0
0 &~
Dec 16, 2020
2%
Attach | Detach

New | Search

28



Soluciones

Las soluciones ahora incluyen una vista de plantilla para los solicitantes. Esta vista muestra el estado

y accesibilidad de los articulos de un vistazo.

En la Vista de Lista, ahora puede buscar facilmente por temasy articulos. Las barras de desplazamiento

individuales facilitan y simplifican el acceso a los datos. Al pasar el cursor sobre un tema, el usuario podra

agregar, renombrar o incluso eliminar temas.

IT Desk

General

v Hardware
Desktop Hardware
Printers
Routers
Switches

v Network
Internet

v Softwares

> ServiceDesk Plus

TOPIC New = Expand

All Topics

All Topics

New Solution Approve Actions v Move Delete
Solutions

How to move a request from one ESM instance to another Instance.

ServiceDesk Plus

Document for Request Custom Menu and Custom Triggers
General

How to setup Python on the Server

Troubleshooting

How to Export SSL certificate using MMC?
Settings

Intermittent AuthenticationFailedException in IMAP protocol in SDP

Network

Update the Windows patch

Softwares

Find your Wi-Fi network password in Windows

Troubleshooting

How to configure mail server settings ?

Troubleshooting

Status

Approved

Approved

@ Approved

@ Approved

@ Approved

@ Approved

@ Approved

@ Approved

Qe ¢ 0o P%s

Filter:  All Solutions

Accessibility

@ Public

@ Public

@ Public

@ Private

@ Public

@ Public

6 Private

@ Public

1-80of8

JO
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Activos

Los detalles del activo utilizan iconos abstractos para indicar el tipo de activo para que los usuarios lo

identifiquen facilmente.

En la Vista de Lista, puede utilizar un explorador de activos o buscar por activos. Las barras de
desplazamiento individuales facilitan y simplifican el acceso a los datos a través de estas listas.

W] 1T Desk

Search

Favorites
v Assets
v IT
Access Points
Printers
Routers
Servers
Switches
Workstations
Unaudited Workstations
> Virtual Hosts and VMs
> Non-IT
> Asset Components
> Software

> Groups

> Barcode

Assets / Assets / IT

IT

Access Points (1)

|
\ L/

Switches (0)

In Use
In Store
In Repair

Others

In Use
In Store
In Repair

Others

Printers (0)
In Use
In Store
— In Repair
Others
Workstations (0)
In Use
In Store
— In Repair
Others

Routers (1)

()

G2

In Use
In Store
In Repair

Others

Q¢+ 0 PO &

In Use

0

In Store 0
In Repair 0
0

Others

EJ/
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Description

Owned By

Business Impact

Installed On

Version

59-3, Relationship Map

Jack Daniel

Not Assigned

Dec 17,2019 04:31 PM

Not Assigned

Actions v

Q& ¢+ P9

Attached Documents

@ Link this CI

ASSOCIATIONS
Associated Requests
Associated Changes

Associated Releases

0/0
0/0

0/0

-
=
£»

CMDB

El menu de detalles de la CMDB ahora
esta disponible con varias funciones.
Los usuarios pueden agregar
facilmente relaciones de Cly ver una
vista previa del mapa de relaciones.
Toda la informacidn asociada se
muestra en el panel derecho, con una
mejor representacion de la
cardinalidad.

Explore facilmente la Vista de Lista de
la CMDB con un exploradory por medio
de lalista de Cl. Las barras de
desplazamiento individuales facilitany
simplifican el acceso alos datos a
traves de estas listas.
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Informes

Los iconos de carpeta que se abreny se cierran al hacer clic hacen que la experiencia de usuario sea

interesante y positiva.

En la Vista de Lista, la accesibilidad aparece como una columna independiente, lo que permite obtener
mas informacion sobre los informes en todas las instancias. Ademas, los usuarios pueden crear
facilmente nuevos informes personalizados para los modulos.

/Y 4 4
dop IT Desk Home Requests Problems Changes Projects Releases Solutions Assets CMDB Purchases Contracts Reports Q {? 4 "Ck) E{ Ll [§3 g

BE All Reports = Drill Down Analysis
All Reports
New Custom Report New Folder
Folder Name

v [ Archived Incidents Request
Report Name
“= Archived Incidents by Category
“= Archived Incidents by Priority
“= Archived Incidents by Technician
= Archived Incidents by Sites
= Archived Incidents by Groups
= Archived Incidents Technician by Category
= Archived Incidents Technician by Priority
“=  Archived Incidents Technician by Requester
“=  Archived Incidents Technician by Sites

= Archived Incidents Technician by Groups

{0} Schedule Reports

@ Report Settings

Created by

System

System

System

System

System

System

System

System

System

System

Report Type

Tabular Report

Tabular Report

Tabular Report

Tabular Report

Tabular Report

Simple Matrix Report

Simple Matrix Report

Simple Matrix Report

Simple Matrix Report

Simple Matrix Report

Set up a free trial of advanced analytics to analyze 80+
help desk KPls in a matter of minutes
Zoho Analytics

Owner Reports

System 41

Accessibility

@ Public 72
@ Public

@ Public

@ Public

@® Public

@® Public

@ Public

@ Public

@ Public

@ Public

B
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Requests

&

Problems

o3¢

Changes

P

Projects

59

Releases

[sa]

Reports

IT Desk

Setup

Instance Configurations
Users & Permissions
Mail Settings
Customization
Templates & Forms
Automation

Probes & Discovery
User Survey

Data Administration
General Settings

Apps & Add-ons

Custom Apps
Chat Settings
Zoho Analytics
Projects

SMS Settings

Integrations

v

Setup / Apps & Add-ons / Integrations

Integrations

m Actionable Messages for
Outlook
Users can now complete help desk tasks

from within their outlook mailbox using
actionable notifications

Disabled Details

$ Microsoft Teams

Leverage Microsoft Teams to supercharge
your service desk experience. Create,
assign, manage, and resolve your
ServiceDesk Plus Cloud requests from
within Microsoft teams.

=7 Install from Microsoft Teams Details

/ Microsoft Azt

Authorize to add d
details to the appli
import from the Az

Disabled

11 Jira
1 Create and link Jirz
within ServiceDesk

Disabled

{63 Configuracion

La configuracion ahora se muestra como
unicono de engranaje en la esquina
superior derecha de la aplicacion. Los
iconos nuevos, brillantes y modernos para
todas las funciones, junto con una mejor
visualizacion, hacen que el disefio de la
nueva configuracion sea mas modernoy
estético, lo cual sin duda brindara una
gran experiencia de usuario.

Los ajustes generales ahora son mas
visibles y proporcionan opciones de
usuario sencillas para realizar
configuraciones especificas en toda la
aplicacion. Se mejoraron los criterios y los
selectores de color, en todos los mddulos,
para mostrar mas datos al usuario.
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Configuracion

La funcién de busqueda mejorada ahora permite a los usuarios encontrar configuraciones especificas

rapidamente. Ahora es mas facil navegar a través de la configuracion usando las pestafias secundarias

organizadas de forma ldgica en el panel izquierdo en todas las paginas.

Requests

&

Problems

o<

Changes

8

Projects

9

Releases

[u]

Reports

‘W] 1T Desk

Instance Configurations
Instance Settings, Regions, Sites
Operational hours, Holidays, Leave Types

Departments ., Currency, Organization Roles

Templates & Forms

Service Category, Incident Template
Change Template, Project Template
Release Template , Task Template
Reply Template, Resolution Template

Form Rules

( )
5
E_m

Data Administration

Data Archive, System Log. Pll Log. Import Data

Export Data

Users & Permi
Roles, Requester

Technician Group

U@D

Automation

Business Rules, Service Level Agreements

Request Lifecycles, Triggers, Schedules

ad Q

Additional Fields Customization

Request Additional Fields Customization » Additional Fields
Requester Additional Fields Customization » Additional Fields
Technician Additional Fields Customization » Additional Fields
Problem Additional Fields Customization » Additional Fields
Change Additional Fields Customization » Additional Fields
Project Additional Fields Customization » Additional Fields
Release Additional Fields Customization » Additional Fields
Asset Additional Fields Customization » Additional Fields

Workstation Additional Fields Customization » Additional Fields

Probe, Credential Library, Domain Scan

Network Scan, SCCM Integration, Settings

Custom Actions, Notification Rules

Closure Rules, Preventive Maintenance Tasks

Delegation, Technician Auto Assign, Workflows

o
O3y,
95

General Settings
Advanced Portal Settings , Requester Portal
Theme Settings, Cloud Attachments

9
Apps & Add-ons

Custom Apps, Chat Settings . Zoho Analytics
Projects, SMS Settings, Integrations

o o0 o
Q¢ 49 E O a
r N
Customization
Helpdesk, Change Management
Project Management, Release Management
Asset Management, CMDB, Purchase Management
Contract Management, Additional Fields
Announcement
o
User Survey
Survey Settings, Define Survey, Survey Preview
Survey Results
Developer Space
Custom Functions, Connections
=4
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Envienos sus comentarios

Le recomendamos explorar la aplicacion y experimentar el disefio receptivo especialmente desarrollado
para proporcionar una gran experiencia de usuario gue combina la facilidad de uso y la legibilidad.

Envienos sus comentarios sobre el nuevo ServiceDesk Plus a
a4 servicedeskplus-cloud-support@manageengine.com
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