Experience the all new
. o
ServiceDesk Plus



Minimalist
design

A simple and elegant
user interface that

brings exceptional user
experience.

Powerful
dashboard

Access all your data at a
glance without navigating
multiple pages.

High
lights

Kanban
view
Increase productivity,

build collaboration, and
ensure efficiency.

Table
enhancements
Improved readability
and data access,

without any loss of
context.

Layout

personalization
Select layouts, fonts, and
colors to personalize the

look and feel of the
interface.

01



Introducing the new
ServiceDesk Plus

The all new ServiceDesk Plus brings 100+ micro enhancements across the application, a visually
pleasing interface, and unparalleled user experience!

m Users can now easily switch between Sidebar, Topbar, or Sidebar Lite to personalize the layouts.

m They can also switch to Kanban, Calender, and many other views.

m Elegant fonts, abstract icons, and colors make the user interface visually appealing while also
ensuring that the user interface is more readable and easily operable.
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Enterprise service management

Select from a variety of portal icons or upload your own images to customize the display of your
ESM Directory and Service Desk Instance icons.

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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Layouts

Users can switch instances easily by accessing the left panel ::: , which now lists the organization logo,
instances, and links to the ESM portal and directory,

Q, ZYLKER

INSTANCES

Supplies
v

Team HR

IT Desk

ESM Portal ESM Directory
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Instances

The top band prominently displays the instance logo for users to easily identify the instances they need

to access.

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

(5 Dashboard
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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

V- 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

romeros | @000

ENTERPRISE PLAN
Next Renewal Date Jan 2, 2020

View plan details >

Navigation

Select from the three navigation
menus: Sidebar, Sidebar Lite, and
Topbar

Sidebar: Displays icons and text on
one side of the screen.

Sidebar Lite: A sleeker display of the
menu with only icons on one side of

the screen.

Topbar: Classic display of all menu
options on the top of the screen.
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Q Unified search experience

With a bigger Search box, users can now enter more information, and the search results are narrowed

down by module, task charts, and Due by Time.

\
a P IT Desk Q Requests v
Narrow down your search
£» Open Requests v | V&
request id
= Q New Incident v Edit Delete Pick Up
status
ID Subject requester
o & [E 26 ) Reset password for my emai  created date after
created date
o &8 B 25 €) 1 am moving to a different d
specified. Do the needful. created date between
o &8 B 24 € Download the specified file ... v gremrs s e e
o &8 B 2 ) Please provide me an account in our CRM Karthikeyan Req
system
o & E 3 ) Please create a new email account for me Karthikeyan Req
o & B 4 ) Please install the specified email client in my Karthikeyan Req
machine
o & = 5 ) Please increase storage space for my email Karthikeyan Req
account
o & = 6 ) Please delete the specified email account Karthikeyan Req
o & B 8 ) Please download the specified file from the Karthikeyan Req
given link
o & = 9 ) Please create VPN account for me and install Karthikeyan Req

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Open

Open

Open

Open

Open

Open

Open

More...

ite

\JG Last 30 days

5= [
1-250f25 0%

Created Date

Dec 13, 2019 04:04 PM

Dec 13, 2019 04:03 PM

Dec 13, 2019 04:03 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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£® Raising a request

Raising a request is now simple and easy with the improved user interface that uses more white space,
improving readability multi-fold.

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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O Recent items

Recent items are now segregated based on timeline and includes more items for better user accessibility.

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 client in my...

ASSET 11:07 AM
MackBook Pro - 5735 S17

REQUEST 10:34 AM
Reset password for my email account

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

DEC 02, 2019

@ 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 S17

0 CHANGE 05:27 PM
Update the Windows patch update

=/
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= Pending approvals

Pending approvals are segregated by modules and displayed along with the count. Users can now

search for approval and easily mark their approval action.

GENERAL CHANGE ID - CH-6

Update the Windows patch update

Requested By Li Hanying

Stage / Status : Submission / Template :
Requested for
Information
Workflow : General Change Approval Status :
Workflow
Change Details
Change Requester Li Hanying Site
Change Type Major Group
Retrospective No Change Owner
Impact Affects Business Change Manager
Urgency Urgent Stage
Priority High Status
Change Risk Not Assigned Status Comment
CSl Section
Category Not Assigned Sub Category
Item Not Assigned
Scheduled Start Not Configured Scheduled End
Conmilnnnshbbnmbodl Niat Arcimnnd

General Template

Not in any site
Not Assigned
Not Assigned
Not Assigned
Submission

Requested for |
nformation

Not Assigned

Not Configured

My Pending Approvals X

Search Approvals Q

CHANGES (1)

g Change ID: - #6

Update the Windows patch update
by System on Dec 18, 2019

Enter comments

e -

REQUESTS (2}

) Request ID - #24

Download the specified file from the given link
by robert@zillum.com on Dec 13, 2019 Take Actions

0 Request ID - #2

Please provide me an account in our CRM system
by Karthikeyan Req on Dec 12, 2019 Take Actions

PURCHASES (1)

o Purchase ID - #1

Purchasine Adobe Suite - 1000 Nos
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Notifications D
Search Notification Q Q NOtIflcatIons
ronAY Notifications and announcements
(© Erosdcast message from Jack Danie . from the administrator are prominently
23 Dec 2019 12:21 pm dISplayed
o Request Id ##26## has been assigned to ®
you
23 Dec 2019 1220 pm When a technician is assigned a
17-0E0.2015 request, the notification is rendered as
9 Your Guide to Zylker's Do's and Don'ts ] a pOD‘Up that appears from the
17 Dec 2019 01:08 pm bottom Of the page
o Important announcement on cleaning up of [ ]
support E-mail groups
17 Dec 2019 0107 pm All notifications are grouped and are
130802015 available under the Bell icon on the
o Request Id ##19## has been assignedtoyou e upper—rlght Of the Screen' EaCh time a
13 Dec 2019 0420 pm new notification is added, it's accom-
() Request Id ##26## has been assigned to ® pan|ed by a be” Ch|me_
B
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Jack Daniel X
{ ] 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
&

User profile

Users can modify the display nhame,
upload their photo, and also access
their iPhone or Android app.

Users can personalize their navigation
menu, navigation background, and set
their preferred choice of font and color
from newer options.

Other important information such as
the next renewal date and all plan
related information is available in the
user pane.
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Dashboard

Keep track of all application data in a single location. Dashboards, powered by Zoho Charts, now display

all the required data on the dashboard page. Users can now display the same data in different chart

types, and without navigating to multiple pages for the required data; all the data from the dashboard is

available on the same page.

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

LY

(5 Dashboard [~ Scheduler

@ Helpdesk Dashboard v

SLA Violation by Technician v

3

N

2 ()

Request Count

1
1 )

0
Not Assigned
Jack Daniel

Requests by Priority v

High
Medium
Normal
Low
Unassigned

Total

®

Karthikeyan Tech

OPEN

w

S Tech Availability Chart

Rebecca Harley

ONHOLD

» O O O o »r

(@) Delegation [7] Tasks
3
.
2
)
Li Hanying

Vinodhan

OVERDUE

5

NN W

(9 Reminders qC] Announcements

Requests This Week v

6 6
6
4
3 §3
2
1
0 i

Sun Mon Tue Wed Thu Fri Sat

Request Count

I Inbound [l Completed [l OverDue

Open Requests by Mode v

M Web Form E-Mail Phone Call

@ Never | © AllSites v

Open Requests by Priority

A

W High [ Not Assigned [l Medium [l Normal Il Low

My Summary

Unassigned and Open Requests
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Table enhancements

1. Easily switch between List, Template, and other views. Column Chooser and Search are the first table

elements, ensuring quicker search results.

2. Users can continue to see the table headers even while scrolling through large tables.

Y
Cloy IT Desk Home Requests Problems Changes

Projects

Releases

Solutions

Assets CMDB

Purchases

Contracts

Reports

¢ Open Requests v

& Q

174

174

New Incident

D
& B 16
&M B 17
28 7

& B 18
&8 B 19
& B 20
M B 21
&8 B 22
&8 B 23

v

Ve

Edit Delete

Pick Up Close

Subject

) Please change the resources and services

associated with my previous place to the
current place

Please provide the services required for our
new employee

7 Add an exclusion to Windows Defender

Antivirus

) Please note that | am moving to a different

department as specified. Do the needful.

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

7 Unable to fetch mails

) New employee joining the organization

Printer problem

) Unable to browse

Merge

Link Requests

Requester Name

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Karthikeyan Req

Assign v

Technician

Jack Daniels

Unassigned

Unassigned

Unassigned

Karthikeyan Tech 1

Unassigned

Unassigned

Unassigned

Karthikeyan Tech

v

Group

Hardware Problems

Hardware Problems

Printer Problems

Network

Status

v Open

Open

Open K

Open

Open

Open

Open

Open

Open =

\,® Last 30 days = 5= [0

Due by date

Dec 13,2019 10:00 AM

Dec 13, 2019 05:00 PM

1-250f25

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

Is
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Y+ Custom view

Now user can create their views faster and mark favorite as well. We provide options to see the preview
of the criteria before saving it. Add custom view icon is placed next to the primary filter.

Releases Solutions Assets CMDB Purchases Contracts Reports

Q¢ 4o ELTR

\
Ooy IT Desk Home Requests Problems Changes Projects

<) Custom view name

B Q

New Incident

«
O T 7 R T AR 1

ID

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

J 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 Assign v
Requester Name Technician
James Archer Unassigned
Steve Carter Unassigned
Robert Lee Unassigned
Zhang Wei Unassigned

Karthikeyan Reddy

Karthikeyan Reddy

Karthikeyan Reddy

Karthikeyan Reddy

Zhang Wei

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

$® Last 30 days = a= [0

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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Details page

The user experience in detail page across modules has improved, with extensive changes in the display and

location of various features.

The left pane is now moved to the center of the page, bringing more focus to the features and easy user access.

Requests

&

Problems

o€

Changes

&

Projects

k4

Releases

I

Reports

D)

909

& Edit Pick up Assign Print

Conversations

Request Details
Request Type
Status
Mode
Level
Site
Group
Technician
Emails To Notify
Created By
SLA
Created Date

Time Elapsed

Details Tasks

Not Assigned

Closed

Web Form
Not Assigned
E Sitel
Group 1.2

Not Assigned

Karthikeyan Reddy
Not Assigned
Dec 12, 2019 06:56 PM

Ohrs Omin

Resolution

% Please provide me an account in our CRM system
Requested by Karthikeyan Reddy on Dec 12, 2019 06:56 PM

Reminders Approvals Worklog

Impact
Impact Details
Urgency
Priority
Category
Sub Category
Item

Assets
Department
Template
Due by date

Response Due By
Time

“YReply > Forward [=] Add Note

Time Elapsed Analysis History

Not Assigned

Not Assigned
Low

Not Assigned
Not Assigned

Not Assigned

Not Assigned

Default Request

Q <&

40 9%x &

<>
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 Attach
Associated Problem New | Search
Change Caused by Request New | Search
Change that Initiated Request Search
Associated Project Search
REQUESTER DETAILS

Karthikeyan Reddy
=7

16



:= Request list

1. New Incident Drop-down: Pick from the list of available request templates.

2. Time Filter: Select the period to display only the requests logged in that window.

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

9 All Requests v lm—o

B Q

New Incident v

Edit Delete Pick Up Close Merge

Search Request Template ‘

> Corporate Website
> Email
> Internet Access
> Intranet
> Payroll
> VOIP or Telephone
) Default Request
) Mail fetching
) New Joinee
) Printer problem

2 Unable to browse

&8 B 6
™M E 8
&8 B 9

mail account

Ir my voice message box

10ne for our product

zount in our CRM

il account for me

>d email client in my

macine

Please increase storage space for my email
account

Outlook mail is not syncing

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

O Last30days | = 2= [0

e 1-260f26 0%

Status

Open

Open

Open

Open

Closed

Open

Open

Open

Open

Open

Due by date

Created Date

Dec 13, 2019 04:04 PM

Dec 13, 2019 04:03 PM

Dec 13, 2019 04:03 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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:= Request list
3. Column chooser: Pick and display only the columns required.

4. Switch Views: Select the view depending on your display preference

/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 =]
= Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-260f26 DE
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




Request list

5. Display table data in Comfort or Compact view depending on user reading preferences.

6. Color coding and brighter fonts in the List View improve the readability and usability of the List View.

\
Ooy IT Desk Home Requests Problems

Changes

Projects

Releases

Solutions

Assets CMDB

Purchases

Contracts

Reports

Q¢ 49 LR

P All
B Q

Requests v

New Incident

D
& B 26
&8 B 25
&M B 24
M B 2
&8 B 3
™M B 4
&8 B s
&8 B e
M E 8
&8 B 9

v

4

Edit

Delete Pick Up Close

Subject

o Reset password for my email account

o Please reset password for my voice message box

o Please provide me an iPhone for our product

testing

Printer problem

) Please provide me an account in our CRM

system

Please create a new email account for me

J Please install the specified email client in my

machine

) Please increase storage space for my email

account

) Outlook mail is not syncing

) Please download the specified file from the

given link

Merge

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

e—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
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5= Request template view

Request tasks are represented as pie charts help users close their tickets easily and quickly in the template view.

] 17 Desk Q¢ 40 920%s &

¢ AllRequests v | ® Last 30 days 5= [
= Q New Incident v Edit Delete Pick Up Close Merge Link Requests Assign v 1-260f26 [['2
ID Subject Status Technician Due By Tasks
LECITES S
) 0 & 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
0 & 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 . " R
0 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

selEE ] 0 & B 3 ) Please provide me an account in our CRM system Closed Unassigned 100%
Group 1.2 1/1
By Karthikeyan Reddy | On Thu 12-Dec | Approval Status : -
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 Kanban view

Kanban makes it easy and simple to organize and prioritize requests. All requests are displayed as cards
that you easily move around through a simple drag-and-drop operation. In addition, you can modify their
display by using custom filters based on criteria such as Status, Technician, and Priority.

CMDB

Q¢ 4oL @

Home Requests Problems Changes Projects Releases Solutions Assets Purchases Contracts Reports

¢ AllRequests v | V& GroupBy : | Technicianv | $4¢ | |4 D Last30days = == [
Unassigned 15 B X Jack Daniel 3 X Rebecca Harley 3 X Li Hanying 3 X

Incident Request ID: #8 Incident Request ID: #1 Incident Request ID: #15 Incident Request ID: #7

_ 4/ Outlook mail is not syncing /) Please create an account for me Active

Directory

&/ Unable to fetch mails L/ VPN facing frequent termination

Steve Carter | Open | No due date set Zhang Wei = OnHold = Dec 13,2019 10:00 AM Zhang Wei = Closed = Dec 13,2019 10:00 AM

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

( N
Normal )
AN J

Incident Request ID: #9

) Please download the specified file from the

given link _J Please change the resources and services new employee
Karthikeyan ... | Open | No due date set associated with my previous place to the .
Karthikeyan... = Open | No due date set current place < hikeyan ... Open | No due date set >
= Karthikeyan ... Open = No due date set
Service Request ID: #24

Incident Request ID: #10 Service Request ID: #25
o Required an iPhone for our product testing .

_ 4 Unable to access files Service Request ID: #26 o Need to reset password for my voice

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

Incident Request ID: #16

L/ Please reset password for my AD account

Karthikeyan ... Open

No due date set

Incident Request ID: #17

o Reset password for my email account

Thomas Way...

Open

No due date set

" Low

Incident Request ID: #18

./ Please provide the services required for our

message box

Karthikeyan ... Open = No due date set

| Medium )
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4 4
Releases Solutions Assets CMDB Purchases Contracts Reports Q <$_> {} O £ L; @3 @
Group By : | Technicianv | $b¢ 14 1O Last 30 days = 5=
3 X Rebecca Harley 3 X Manage Technicians Qu+
Incident Request ID: #15 Search Technicians

" /| Please create an account for me Active
PINNED TECHNICIANS

Directory
13,2019 10:00 AM
Karthikeyan ... Open | Dec 13, 2019 05:00 PM :t Unassigned 15
o i Jack Daniel 3
Rebecca Harley 3
Incident Request ID: #17
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
: Omar Mukhtar 0
Karthikeyan ... Open | No due date set
Thomas Wayne 1
X Li Hanying 3
r our product testing
Service Request ID: #26
due date set Elano Blumer 1

o Reset password for my email account

Thomas Way... | Open | No due date set i Yan ZhenKang o

000 Kanban view

View a summary of any request by
clicking its subject. Choose
technicians based on their Site or
Group. Users now have the option to
pin the Manage drop-down so that
they can quickly assign requests to the
technicians.

Set up time filters to discard old and
unnecessary requests. Column sort
requests in descending or ascending
order. All other actions such as viewing
conversations, adding notes, or adding
aworklog can be done easily in the
Kanban view.
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Change and Release management

Color code to indicate major, minor, significant and standard change types make it easy to recognize
at a glance.

Change Calendar now displays more data for any given date, and elegantly designed tooltips provide

justin time information.

Qg 40 @Ps 8

All Changesv = V& = = JE
< > 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
3
2
2
]
-
@
s

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

2 25 Scheduled: Dec 17, 2019 03:33 PM - Dec 20, 2019 03:33 PM
Created Time: Sep 19, 2018 03:44 PM

22 23

CH-6 Update the Windows patch update
Approval Status: Approved

Change Type Standard
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Workflows

Actions are now positioned in the top bar for better accessibility, and more screen space allows users
to navigate through the Workflow easily.

Zoom in, Zoom out, and Fit to Zoom buttons will provide the much needed flexibility for the user who
configures the workflow.

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
M Notification
> Requested
.' (] Approval
APPROVAL ()
Approval require.... C Field Update
@ Approved
STAGE 2 i
< ® Denied
Planning N
5o Approved
» . Rejected

» o Planning In Progress

STAGE 3 -
CAB Evaluation

Approved
Rejected

> Approval Pending
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Projects

Project Details now contains Resource Management, Gantt, and Task Dependency in the menu.
Moreover, an increased viewport (the visible working space available for the user) for Resource
Management and Gantt charts provides users the much-needed flexibility and space to work with

the application.

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
K

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

Actual Hours 24000000000 Actual Cost($)
=0 :

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

Description

Not available

]
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 % 17
% 0/0
0 &~
Dec 16, 2020
2%
Attach | Detach

New | Search
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Solutions

Solutions now contains a template view for Requesters. This view displays the Status and

Accessibility of the articles at a glance.

In the List View, you can now explore by topics and articles easily. Individual scroll bars make data access
easy and simple. On hover over a topic, the user will be able to add, rename, or even delete topics.

IT Desk

Printers
Routers
Switches
v Network 1
Internet
v Softwares 1

> ServiceDesk Plus 1

Solutions

[u]

Reports

TOPIC New | Expand All Topics
All Topi
General opics
v Hardware Q New Solution Approve Actions v Move Delete
Desktop Hardware 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

JO
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Assets

Asset Details use abstract icons to denote asset type for users to identify them easily.

In the List View, you can use an asset explorer or search by assets. Individual scroll bars make data
access through these lists easy and simple.

~ o O )
) 1T Desk Q¢ 49 ELR &
Search Q Assets / Assets / IT
Favorites T
v Assets Access Points (1) ® Printers (0) ® Routers (1) ® Servers (0) ®
2 In Use 0 In Use 0 In Use 0 In Use 0
Access Points \ ‘ / In Store 1 InStore 0 <<<')>> In Store 1 - InStore O
Printers F:I InRepair 0 _— InRepair 0 i’ In Repair 0 —— InRepair 0
Routers Others 0 Others 0 Others 0 Others 0
Servers
Switches . N
W Switches (0) ® Workstations (0) ®
Workstations
Unaudited Workstations A A In Use 0 In Use 0
In St 0 In St 0
> Virtual Hosts and VMs a n>tore I notore
[0 cee..t] InRepair O — InRepair O
> Non-IT
Others ] Others 0

> Asset Components
> Software
> Groups ar

> Barcode

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

4

Q& ¢+ P9

Attached Documents

@ Link this CI

ASSOCIATIONS
Associated Requests
Associated Changes

Associated Releases

0/0
0/0

0/0

a
2
£

CMDB

The CMDB Details menu is now
available with multiple capabilities.
Users can easily add Cl relationships
and preview the relationship map. All
associated information is displayed on
the right panel, with improved
representation of cardinality.

Easily explore the CMDB List View with
an explorer and by Cl list. Individual
scroll bars make data access through
these lists easy and simple.
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Reports

Folder icons that open and close on clicking make for interesting and positive user experience.

In the List View, accessibility appears as a separate column, allowing for more insight into the reports

across instances. In addition, users can create a new custom reports for modules easily.

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

Q¢ o BT @

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

(X

Owner

System

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

Reports

41

Accessibility

@ Public 72
@ Public

@ Public

@ Public

@® Public

@® Public

@ Public

@ Public

@ Public

@ Public
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Requests

G

Problems

o€

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

{03 Setup

Setup is now identified by a gear icon
that is placed in the upper-right corner
of the application. With new, brighter,
and contemporary icons for all
features, with increased viewport, the
all new Setup is refreshing and
aesthetically designed that is sure to
provide a great user experience

General Settings are now prominently
displayed and provide easy user
options for specific configurations
across the application. Criteria and
color pickers, across modules, have
been enhanced to display more data to
the user.
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{33 Setup

The improved Search feature now enables users to find specific configurations quickly. Navigation across

Setup is now more easy, with logically organized secondary tabs appearing on the left panel across all pages.

W] 1T Desk

Requests

& Instance Configurations

Problems

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

Departments, Currency, Organization Roles
x

Changes

8

Projects

9 Templates & Forms
Releases Service Category, Incident Template

Change Template, Project Template

@ Release Template , Task Template
Reply Template, Resolution Template
Reports
Form Rules
E_m
(e

Data Administration
Data Archive, System Log, Pll Log. Import Data
Export Data

ad

Additional Fields Customization

e
\“—/

Users & Permi

Request Additional Fields Customization

Requester Additional Fields cu

Additional Fields

zation » Additional Fields

Technician Additional Fields Customization » Additional Fields

Roles, Requester

Technician Group - problem Additional Fields Customization
Change Additional Fields Customization
Project Additional Fields Customization

Release Additional Fields Customization

Automation
Business Rules, Service Level Agreements
Request Lifecycles, Triggers, Schedules
Custom Actions, Notification Rules

Closure Rules, Preventive Maintenance Tasks

Delegation, Technician Auto Assign, Workflows

{}
KA ol
Qs

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

Additional Fields

Additional Fields

Additional Fields

Additional Fields

Asset Additional Fields Customization » Additional Fields

Workstation Additional Fields Customization » Additional Fields

Probe, Credential Library, Domain Scan

Network Scan, SCCM Integration, Settings

9
Apps & Add-ons

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

P

Qg 4o @9

EN
<
v

7\

Customization

Helpdesk, Change Management

Project Management, Release Management

Asset Management, CMDB, Purchase Management
Contract Management, Additional Fields

Announcement

User Survey
Survey Settings, Define Survey, Survey Preview

Survey Results

Developer Space

Custom Functions, Connections
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Let us know your feedback

We recommend that you explore the application and experience the responsive design crafted to
provide a great user experience that combines usability and readability in equal measure.

Let us know your feedback on the all-new ServiceDesk Plus at
servicedeskplus-cloud-support@manageengine.com
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