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‘How to assign change
‘roles to different
stakeholders in a change



Different stakeholders require different levels of access to the change.

ServiceDesk Plus helps you create and manage IT change roles with detailed access permissions. Change templates help initiate changes quickly with all fi elds pre-fi lled.
You can also map a requester (end user) to a change role when it is needed. For example, if a change needs approval from a product manager (s)he can be made the change

approver.

(a) To create and manage change roles:
Go to Admin > Change Roles > Add or Edit Change Role

Configuration Wizard << Previous | Mext 3>

Problem/Change management - Change Roles
Add 1-80f8] M) (4] (8 () | Show 25 ¥ perpage

Chango Roles List ¥

* Change Role
.IMMW&P‘WW 2 AN Users smmmﬂwl

Description
Person who reviews all Tasks in the Change record,

- All access permiasions
Stages

Submission

Planning

Apoeowsl
Implementation
Review

Close

| e T

\\(\&Qi

After you create roles, you can assign them for specific change types within the
change template.

15 ways to manage IT changes better with ServiceDesk Plus

(b) To create change roles and assign them to stakeholders:
Go to Admin > Change Templates > Click Change Roles > Add New Role

abc - Update [ Duplicate | ViewList |

Deseripmon
K3 i New Roke ine Marages Implemmentes
abie

After you have added new roles, while raising a change using the template, you
can assign individuals to them.
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Sometimes, IT teams deal with multiple changes at once. In such cases, it is important to schedule changes in a way that avoids collisions and downtime.

To schedule changes in ServiceDesk Plus, you can use the Change Calendar feature. In this feature, all scheduled changes are color coded per the change type (standard,
major, minor, etc) and displayed along with the start and end dates. This forward schedule helps you easily plan for upcoming changes.

To schedule changes:
Go to Changes > Calendar View

At 2016 0® |

Sun Mon Tee Wed Thu Fii Sel
- W - T AR S

T80 N NuED
g 18, 2016 05:51 PU
R RRT IR ARSI ]
B & T Heaher Gratam  Senkces Dsmncae  Somsson Requested T ARRDBHIPM
2 EZ& u B XN
[ & SomeSundadChange Unassigned - . Dstndart  Sebmission Requested 6 Jun 8, 2016 0517 PM
EI-RE R 3
0 0 @ smcSuncwdChinge Unassgned - - (=s[7 Submisson Requested 5 Al I0160200PM
Mt i |, B F & Edsowm Unassignes Netser - [ [ Aopmval Approned 4 AneZ060306PM
o Changes schedided i
| [ 0 B Network Swich Change Unassigned ] - (=7 Gkt Completed 3 AnLI060EIEPM
sewrch
B 0 @ seerchng Heaher Gratam  Hetwork - Dsgrifcan  Cose  Completed 2 An2I0160142PM
SN [ Changes .
i P 05 % . WA 1 u,
B B8 W 05 upgrace Unaassigned a Paming g In Proge May
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Once inside the calendar view, you will be able to view the scheduled changes
as shown below.

All Changes ~ All Sites ~ =] ListView
Avgust 2016 @) [T week | [51] Month
n 1 2 3 4 5 &

T § # 0 13
Sucurity Gates System down For Maintenance SAN firmware upgrade
“ 15 % 7 "W "W k)
o SANfumware upgrade lofise
i a2 3 kil 5 % ar
Server Room - Cabling Revamp
E] E ] ] 1 2 i
Firmware change on testBSX.

PEsd w0 w0 w0 wE N W O
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How to configure a simple
change with minimal
notifications and fewer
technicians




For a small IT team, assigning all change roles to different people may not be feasible. The team may want to implement the change by using minimum resources.

ServiceDesk Plus enables you to do just that; you can choose the change owner and manager while submitting the request for change and leave the other roles unassigned.
This reduces the number of people involved in a change to just two. The change owner submits and implements change while the change manager approves and reviews it.
Even though you can assign both these roles to a single technician, have at least two people to maintain a proper approval process.

To assign the change owner and manager roles to the same technician:
Go to Admin > Change Template > Change Owner/Change Manager

i) Emergency Template - Update

Change Details | Change Roles

Add New Field
Available Fields
Priority
Subcategory
Item
Retrospective
Urgency

asdd

*Template Name Emergency Template

# Mark as Emergency | Set as default

Follows Workflow | SDEmergency

Description | This template is used to create emergency changes

ChangeRequester
Change Type
Category

Impact

Stage

* Status Comments

Scheduled End

15 ways to manage IT changes better with ServiceDesk Plus

[ Duplicate | View List ]

£ undo

3 Site | Not associated o any site v
-- Select Change Type - v Group | - Select Group - ¥,
-- Select Category -- v ChangeOwner | administrator x
—sglac”m_p — — . . R -~
Approval v Status | Approval Pending v
The above stage/status is set as part of Risk | - Select Risk -- v
i} Scheduled Start m
(Empty) Services Affected ¥
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Three simple ways to notify
technicians and requestors
about a change instantly




The IT service desk usually interacts with various departments in the organization. To have better visibility and control over change implementations, it is necessary to have
open communication channels between technicians, requestors, and other stakeholders.

Using ServiceDesk Plus, technicians can provide updates on ongoing changes to a group, department, or individual in the following three different ways:

Method 1: Configuring notifications
from a stage or status module

Follow this method when the change workflow
is set and you want to notify the corresponding
technician whenever there is a change in stage
or status.

To configure Notifications in ServiceDesk Plus:
Go to Admin > Change workflow > Choose a
workflow > Configure Workflow

15 ways to manage IT changes better with ServiceDesk Plus

Method 2: Sending custom notifications

Apart from standard notifications, you might
want to send custom notifications to a group
or an individual about changes in schedules,
roll out plans, etc.

To send notification from the Change Record:
Go to Changes > Change Record > Actions >
Send notification

Method 3: Making organization or
department-wide announcements

Using the Make an announcement feature, you
can keep end users up to date on scheduled
and unscheduled outages due to a change
activity. This will help reduce the incoming
ticket volume to the help desk because.
ServiceDesk Plus allows you to make an
announcement right from the Change Record.

To send announcements from the Change
Record: Go to Changes > Change Record >
Actions > Make an announcement
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IT teams often implement changes that are low-risk and common. For example, changing a used toner cartridge on a printer is a standard change. Standard changes do not
require lengthy planning and approval cycles each time they are implemented.

For standard changes in ServiceDesk Plus, you can skip the approval stage by using the preconfigured Standard change type. Under this type, the change goes directly from
planning to implementation stage.

(a) To use Standard change type, follow these steps: (b) If you want the standard change to go through the approval stage,
Go to Changes > New Change > Template > Standard you can configure it as:

Go to Admin > Change Types > Edit Standard > uncheck Pre Approved

Reguest Catakog | | | Quick Adtions. w | Desatop Contral | w | MOM  w | AD Self Service | B4 Product Overview | L

] (O] New Change - =
<< Pravious | Het >
Sum Mo Tue Wed Thu Fri St Temgiate® | Standad . Worfow | SDGeners v
W1 2|3 Lafele
LB T T T T B T ProsieChangs mandgement Edit Change Type - Significant [ Ve
CrangeRecoeier w SMe | Not associated i any site - o~
MOW oW ww R Protlee: - Asaonsl Fleis —_— e
Change Type | Standard . [L T Qi —eee— » Problem Cinsurs Rules * Bl Dot Soder wecco | (]
= n ot Daseriplion R e, kwmpact cRanges thal 53 ROt fequine & fommal Bppreval
[ —— '3 v, S [P — - Changs Types L4
EE R 3
Pk
SUbCKRGOY | — Choose — l GhangeManager | — Choose — v
Monday. August 22 ason Fes Change
T : - ; e . RSTN—— [sev ] sov s v IR
Suarch Swage* | Submission v Ungency | Choose — v
il Changes = Satm® | Requested . Priarty | — Choose — v
Enier Keyword
o — . | The above stageistatis i set as part of Change e e =
Recent Bems.
Scheduied St - Scheduled End -
& waghesg
Servicrs Affected - Assets Invoheed

15 ways to manage IT changes better with ServiceDesk Plus 10
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After a change is implemented, you can conduct a review to gauge the efficiency of the implementation and record any observations for continual improvement.

ServiceDesk Plus lets you record a post implementation review either manually or as an attachment. You can also schedule the next review.

(a) To enterthe postimplementation review:
Go to Changes > Change Record Under Review,
you can Add/Attach a file and Save

Dwsilop Cantred  w  MOM  w | AD Sell Sentce | B Procuct Ovenview | 4

August 2018 ®® Changeid:T i (¥ View= Edit Add=  Actions =

Sun Mon Tue Wed Tha Fri Sat
Test

Reguested by Uwal Sood
r oxl el winialie Schedusied Ena Time - Aagg 10, 2098 0433 P

W 1 2 3 4 B8 8

Roques
u o ow T t! n —
Ao B MMM Submission  Punning | &% Approval [ Pre Approved | | Implemmntation{ni) oy
mow ™ on 3
Thrsday, August 18 o
e S—
Search

Status Comments e
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(b) To set the date and time for the next review:
Go to Changes > Change Record
Under Review, you can add the Next Review Schedule and Save

Request Catalog | w | | Quick Actions w | | Deskiop Central | w | | MOM w | | AD Sl Service || BB Product Overview | ML

August 2018 ®® | Change ID: 5 (1) (¥) View=  Edit Add+  Actions = | Siatus Actions =
Sun Mon Tue Wed Thu Fri Sat
Some Standard Change
N | v e e || &) e Riequesied by : -
7 8 8 M M 12 1 Scheduled End Time : NiA

4 16 18 17 19 20

21 2 B M B X

2% 2 0 N 3

Thursday, August 18 Review
No Changes scheduled i BrU HIA S EEIE SSRE QEe- 5 @

Search in: Changes v
Enter Keyword

|Nenn=uieusa~eoune: ™ 00 v Hous 00 "thal

£ Sore Standard Change

B Casas Bl Phasns

{
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Often, resolving an incident may lead to a change, and implementing a change may cause incidents. In both cases, the IT team must identify and associate the incidents that
caused the change and the incidents the change triggered. This helps technicians track related incidents and changes through their life cycle. For example, if a change triggers
multiple similar incidents, they can be linked together and associated to the change. Technicians can resolve the incidents faster since they know which change triggered

them and all the incidents can be closed together.

With ServiceDesk Plus, you can associate incidents to change within the Change Record.

To associate incident(s) and change:

Go to Changes > Change Record

Under Planning you can see the related
Problems () Incidents ()

1

Once you are in the problems and incidents
menu of a Change Record, you can associate
both- the request(s) that caused the change and
the one(s) that were caused by the change.

15 ways to manage IT changes better with ServiceDesk Plus

To associate the incident(s) that caused the
change:

Under Requests List > Change initiated due to
Requests > Attach

e
Proddems st
Atnch Dtnch Pratismis) 1
L e Canaed By Loy Bpmas s ey ]
Beguests Lt
S
e T g
Sa Aenaearane Mgt Dety  bma | Ceeite a5
e ey
i i e s
PR e —— T R R E e T
et Ay b ity wma (Creaes Cane 1]

M et st i o .

To associate the incident(s) that were caused by

the change:

Under Requests List > Requests caused due to

this Change > Attach

Problems List
anch | | Dot Pobemsy | D-0881 () () (5 (0 | Snew 13 7 perpuge
e Consted Oy i L o
[IEp——————
Requests List
hange mties dus 1o Resunsts
Misch | | Owtschegumets | 000001 3 (£ (5 51 shom 35 v perpage
Butyect et rarve Aasgrea B ety
o ot b 1 P v
Reguesia cased dos i thia Crange
e R
| mama | Fequier hame asgrea®s Dby

N vt b e v

Tk am
ot e am
Sreres Date - |
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How to ensure high visibility
of assets and services
affected by ongoing changes




Before any change implementation, the IT team must inform all stakeholders about how the change may impact assets and services. This will help teams plan to mitigate

any risks during the implementation.

In ServiceDesk Plus, you can specify all affected assets and services in the change request form.

To list all affected assets and services:

Go to Changes > New Change > Add Services Affected / Assets Involved

details
New Change
Template® | General Tempiate ' Workfiow | SDGeneral v
ChangeRequester 5] Site | Not assoclated to any she v
Change Type | —— Choose — v Group | — Choose — v
Calegory | —— Choose —— v ChangeOwner | . Choose —— v
Subcategory | —— Choose — v ChangeManager | — Choose — .
M mee CHOOSE e v IMEAC] | e CHODEE e v
Stage® | Submission v Urgeney | - Choose — v
Satus* Requested v Priority e GO wmee .
— . B:‘:_‘M Buel_asnm_nl'cnal_m_e/ o =
Scheduled Stan - Scnaduled End -
Senvices Aflected T Assets Invoived P

Each time a change request is raised, ServiceDesk Plus lets you view changes
and other requests associated with an asset or service from within the CMDB.
This will help you understand how a change affects dependent assets and

services.

15 ways to manage IT changes better with ServiceDesk Plus

To view changes associated with an asset or service:
Go to CMDB > Asset or Service > Relationships

| Tasks > | Edit | Met
& Relationships ListView | MapView || W Ad

®

e o

Microsoft i ujjwal-4014

Windo...
Windows Workstation
ujjwal-4014 @
b
Requests 2| Changes 1 ‘

View Gl detaits  Add Relationship

Relationship Attributes -

Microsoft Windows 8.1 Pro (ufjwal-
4014.csez zohocorpin.com)

Installation Locaton: -
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for a Change Closure



Not all changes the IT service desk implements are successful. Some may be rolled back, some may be rejected due to non-compliance, etc. Even though this information is

recorded in the review stage, it is unavailable during change performance audits.

In ServiceDesk Plus, this information can be captured using the Change Closure Code feature. Each time a change is closed, the application automatically prompts the

technician to enter the reason for closure.

To capture the reason for a Change Closure:
Go to Changes > Change Record Under Close stage, enter the Closure Code

gt 2918 @ ® ChangeD:12  Vww=  EGt Add  Astane T Burke Aston *
To W T
S o Tow Wt The Fi R [Py e
1| i 2] 12| ofs inquented b
: s e
7 . ®ounn et e e

Submisslsn | Piaenisg &5 Appeoval [Predgoiwed | | Implementamon0¥] | Review | Clowe My

Tranday, hagust 18 Clesiane Code

Mo Crges schadeiet R T

= e —

o o :1§;% IR EEEE Q- gy ¥
Enten Kerertd = Cooned - Riecied

Facent Ewme

B Crange o Mai Server [ B

ServiceDesk Plus comes with predefined closure codes such as approved,
cancelled, completed, deferred, and rejected. You can also create user-
defined closure codes. In the example discussed, we could choose the closure
code as “rejected”.

15 ways to manage IT changes better with ServiceDesk Plus

To create user-defined closure codes:
Go to Admin > Change Closure Code > Add

~ kb || ot =
®
Users ®
®
Frocsem. Addbcess Feies
Prossem Clnurs v
g Trows
o
[———"
Charge Advy Board] CAB |
[
[y P —
eseet G Vi i
Siogm v Sakn
e Cons. Foted tack
RS —— rmretan -
Unbiezasshs Cosge P s e ok B
ey B o
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Your IT service desk might have a lot of changes queued per month, so it’s imperative to constantly ensure that the changes are progressing based on schedule. SLAs help

ensure a smooth change process, escalating at crucial steps when required.

In ServiceDesk Plus, you can do this using Change SLA. Based on predetermined criteria, you can set four levels of escalations.

To define a change SLA:
Go to Admin > Change SLA > Update or Create new SLA

Pasorae  vem v Lojos | mminator]

Raquenr Camisg v | | Quec dmioss w v oM ow - 'y

Helpdetc ®  Configuration Wizard % Pronmm || et
Ovganizaional Detasls ®

Users. = * | Update Change SLA

Frotiem/Change managerees (&)

“SLAMeme  Highlmpect SLA
Probsem - dckfinenl Fiekds

SLA for changes with i H
Pt Clomaee fukes. Desciipion anges waih irpact High

Chamge Types.

™ Executeln O Operanional hoors. @ Calendir Bours.

Rearsan For Changs

Chuangn Asviscry Bowd{ CAD ) wtanch (I A% ot the totowing Craeria

Change Rcies

crange Suge P v| w [ =

Stage and Sunm SevcesAfteewd v a0 - Windiw | = [*

Charge Weritin

Change - ABstienal Fieds
Comotiunsen D yoea want 1o efine the Resciuticn Time? 0 D)
Change Chosurs Caoe

Crangs Cloucrs fickes

Feschewitin | 7 Dy 0 bious ~| in Catendan boues.
Enange Cunanes Trggers
Frogect Management & ek
1t e b wscated, Mg Changye b grven © Sl
Drcavery ® gy groen Chuee
Asset Managerment £
Saftware -
Purchace / Conirac Managemen (51 o = T PR T "
b o T Gecslen e =1 Dy o = @ | Changeansge || Changstmner = |+
General ®
. I
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In this example, the resolution time is set at seven days. On the fifth and the
eighth days, an escalation is configured to alert the recipients. This way, the
escalations can be proactive as well as reactive.

If the resolution time is not specified, you can set escalations based on the
progress of the change. This can be done as shown below.

Do you want to define the Resolution Time? m YES

Resolve Within

Escalations
1 If no user is configured to the roles to be escalated, then Change Manager / Change Owner of the given Change Request will be notified.

Example Explanation
Escalate once the time elapsed is 75% of the Total Time, here the Total time is "Schedule Start Time to Schedule End Time"

1 Escalateat 1o [ ChangeManager | [ ChangeOwner |[x cAB| S

2  Escalate at

) | | ChangeQwmer | - [+
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These days, as businesses adopt newer technologies, like an ERP roll out or a hardware refresh, complete overhaul of the IT inventory is fairly common. Such large scale
changes are often scheduled over long periods of time to have the least possible business impact.

With the Projects module, you can manage and successfully complete large-scale change implementations by setting goals and milestones, planning the schedule using

Gantt charts, and tracking the progress.

Showing w : All Projects > All Milestones Exportas [ POF

=  Projects =  Pending milestones Sat, 20 Aug 2016 To Fri, 26 Aug 2018 -

ALG 2016
20 2 b=l 24 = %
undefined
R —,

Analyss
-
Alrbus Test

undefined Release Phase ||

While smaller changes are broken into tasks for implementation, bigger changes are linked to projects. Changes can be linked to projects in two ways:

Method 1: Associate a project from the Change Record:
Go to Change tab > Change Record > Implementation Stage > Add Project

S R O e O, L Lo

Reguest Cotalony | 7| [ Gk Ackors_ | | Dushtop Gontra [ w] | MOM || | AD Saif Sarvice. | |08 Product Overdiem. | 41

Auagreat 314 o ® Change0:12  Wew™ EsR  Asd  Acloas St Achons *

Son Men Toe Wed The TS e Windows Servers from 2003 o 2012 F- &
M| ¥ ¥ Fisquanied by +

—— [ ——
wonown Schmbute Eref Tiew 88k

LI

LR RS L AR RE I @ = = i
naE BN BT asisn | Pansing | &5 Approv{Frofgprved | ImplemesSeniad] | Review | Cless | ey
» ®» XN
Wedrmaday. August 11 Aasociated Project
N Cn0et C e

§ 1 e et snceaten s e change [Axcsiste & projeet
Samchin —m“,‘- Task Detads
P

G
) oo s st A M. e Bt akiion of s, (e A0 Tk B Torplate®

& Crunge Tor Ml v Wk Log Details
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Method 2: Associate change from the projects record:
Go to the Projects > Project Record > Actions > Associate Change

Pasuan Costivg | w | | Guich Aciaen. @ LIRE Tt )

Y
Fopos > Pyoject Detads
- Ufgr:ds.\'\lir\dom Servers - August Month ‘:‘"_“;“ s ':"'6 :-EB
Betats | Proect i M | sshest  Members  GwmView | Commens | Hisioy
Associare Reguests
[ s | open
e Mot avsociaied oy e Swrer =
Progct Tips Busonss e L
Schedse St Aug 17, 208 et st g 18,200
Schedue Ens  Oct 1, 208 Actus Era el 1, 2098
Fromcea On - Aug 17, 2000 Created Tame Aug 17, 20% 0047 AM
[ Atabon -
Estrraned cost (8) 00 Acnzal Cost (5) QD
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A smart way to prevent
incomplete RFC submissions
without mandating every field




Often, when a Request for Change is raised, not all information relevant to that particular change is provided. Mandating all fields is one way to get all the information in one

shot, but that can seriously affect the user experience. Moreover, the relevant information varies with change types and therefore all the fields cannot be mandatory. For
example, changing a printer would require a list of “assets involved,” whereas upgrading a server will need a list of “services affected.”

In such cases, ServiceDesk Plus provides an option to build intelligence in the form of using “Field and Form” rules. Using this feature, you can define a condition for which you
can enable or disable a field, mandate or non-mandate fields, show or hide fields, and execute a script on a change request form.

To make a field mandatory:
Go to Admin > Change Template > Field & Form Rules

Smpd Cotaiog w | ek Actiors ¥

Configuration Wizard
Hedpdesk - Change Template

General Tempheie - Update

Changs Detals. | ClangeFiks  Fieid & Form Huies

Creass New Rule.

Bt Namma® Rshp Axpets inicuded mandstry

B3 o

In the screenshot above, we have created an on Form load rule that marks the Assets Involved mandatory whenever the “Printers” is chosen under Category. Similarly, you
can create rules to be applied when a field is changed or when the form is submitted.

15 ways to manage IT changes better with ServiceDesk Plus
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Every change has an important set of parameters that help you identify business criticality, impact, and urgency. So each time a technician raises a change request, it’s
important to capture these parameters.

In ServiceDesk Plus, we use “Risk” as one of the measures of business criticality. In order to get this information, we can make use of “Field and Form” rules. You can define a
rule that prevents form submission unless the risk field is specified.

To include risk information in a change:
Go to Admin > Change Template > Field & Form Rules

Manageéngine)
Requess Caralog | v [ Quick Actions ¥ | [ Deskeop Cenwral | = [MDM |+ [ AD Self Service | [ M4 product Overview | &

Configuration Wizard

Helpdesk - Change Template

General Template - Update.

Change Details | ChangeRoles | Field & Form Rules

OnFormload  OnFisld Change  On Form Submit

Edit Rule

O T —

| Applies 1o All Users |. Rule exscution ® On Creats /Edi
On Form Submit a

Event

Conditions

Fisk ‘.‘ ‘\s ‘.l ‘Nwsmmm

Actions

Execute Seript ‘ .

» Edit Custom Seript

- JE=

ServiceDesk Plus makes it easy for IT technicians to create custom scripts by providing sample scripts and guidelines. This is available in “Edit Custom Script” as shown above.

15 ways to manage IT changes better with ServiceDesk Plus
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How to validate the time period
for different types of changes
while submitting an RFC form




Incomplete RFCs delay change implementations and affect the change success rate. To avoid incomplete or incorrect submission of change requests, ServiceDesk Plus has
an option to build intelligence into the RFC form.Using “Field and Form” rules, you can create a dynamic form that validates different fields in the form automatically to

help technicians enter the correct details of an RFC, reducing the potential for any manual errors. For example, let’s say that in your organization, a major change should be
scheduled for no less than six days. A dynamic form should therefore accept major changes with a change schedule of more than six days only.

To validate the time period for different types of changes while submitting an RFC form:
Go to Admin > Change Template > Field & Form Rules

ServiceDesk Plus provides sample scripts that make it easy for your technicians
to write custom scripts. To create a custom script:

Go to Admin > Change Template > Field & Form Rules > Actions > Execute
Script > Edit Custom Script

Sampie Scrpt

Date Vabdaton

Mumarical Validation

Dependency Example

Flald Labal: Stats Field nama: STATUS Type: SELECT

To et or st value of & Neld use below methods:

/et text value of B select flelav/
war yedCh.getTest(STATUS"); Insert

/*5et text value of » telect Fleldd/
3C5. setText(“STATUS®, "Acceoted™); [Insert

/eGer irmernal value of 3 select flelot/
" war xeSCS.getValue("STATUS™): Insert
/*5et internal value of » select fielo*/
505, setvalua(“STATUS,"1%); [Ingarg
To add o of

#*Add options to a select field. Where second an
$C5. adalptions ("STATUS™, [Accepted™, “Rejected™, “Regueites"]);

w [/Ramive options from B select fleld. Where cefoed arpesent do Array
505 TAT

Manspetngine)
mﬁ l Home | Dasttowd | Fegusts | Frotlerm | Changes | Praecs | Sotom | Asets | GuDD | Puchoe | Contacs IR feports | Co
Request Cotwiog | w | | Gueck Actions w | | Dusktop Contral | w | [ 1008 | w | | AD Sef Serwce | | B84 rosuct Oververn | L
Configuration Wizard
Helpdesk - Change Template
Genaral Tempilate . Updats
View Script
Script Code
Change Detass Change Roles. P & Form Rutes
On Form Losd Om Fiald Change O Form Subwmes
Create New Rule
Rule Nama™ Vabaatng CRANOE Sirede Appiles 10 Al Usars
Rule execution ® On Creat / Em On Craale On Bt
Tvent [y — +| [ $enaaea goe
Refer Tomplate Fiaids
Conditions Search
System Flalds
Stage
Crange Type L L3 Whagor * Stans
o
ChangeOwner
Eneciste Sorpt . war schedulessersluies rew Dee(BCS.getvalon o + Caegony
= var sgothicheduleitartiote = Gcheduledtertis u Subentagory
“ » Itarm
= Title
[ I s
In the above example, when there is a change in “Scheduled End” and when
the Change Type is Major, the form executes the script that validates the
schedule.
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US™,["Accepted”, "Rejected™, “Reswestes”]);

woment 1 hrray of options.®/
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15 How to create

iggers

custom tr



Most service desks often operate along with various business applications and tools. As the command center of IT, the service desk application should be able to communicate
with these applications, especially when a change is initiated or in progress.

For example, consider a major change that affects a couple of business critical applications. Usually, such critical applications use a monitoring tool like OpManager. So when
these applications go down due to a major change, the alarm goes off and the entire network is alerted. By using custom triggers, you can switch off the monitoring tools for
the period of change implementation and switch them on again after the implementation, avoiding unnecessary notifications when an approved change is in progress.

In ServiceDesk Plus, you can create custom triggers in response to a change event. To do this,
Go to Admin > Change Custom Triggers

"’ Jumplo w Personalize Help w Log out [ administrator ]
; Home Dashboard Requests | Problems Changes | Projects | Solutions | Assets | CMDB Purchase | Contracts QT[T
| Request Catalog | w | | QuickActions v | [ Desktop Central | v | [ MDM | v | | AD Seif Service | | MM Product Overview | A
Helpdesk ®  Configuration Wizard | < Previous || Next>> |
Organizational Details O]
New Action [ View List 1
Users @
Action Name®  Send an Email for a major event
Problem/Change management @
Description
Problem - Additional Fields 4
Execute the Action
Problem Closure Rules When a change is created i
Change Types Match the below criteria
Risk
Change Type vl x Major ¥ and " =
Reason For Change
Ch Advie Board( CAB
Aae Alenn Dok ! Add another criteria +
Change Roles
Perform Action

Change Stage
To perform actions, it is necessary to have a Script or Class file in the specified locations for the action implementation.
Stage and Status

* Action Type Script file to run
Change Workflow Execute Script v | |cmd /c start Await powershell.exe -WindowStyle Hidden -file c:\Manz
Example: py addApprovers.py
Change - Additional Fields By Defautt, scripts should be placed in [SDP_Home}/integration/custom_scripts/ directory

Change Template
v Stop processing subsequent Actions
Change Closure Code

Change Closure Rules —
m Cancel

Change SLA

Change Custom Triggers
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ServiceDesk Plus is a comprehensive help desk software with integrated asset and project
management capabilities built on industry recommended ITSM best practices. ServiceDesk Plus is
trusted by more than 100,000 organizations, across 185 countries, and is available in 29 different
languages. With ServiceDesk Plus, IT organizations can leverage ITSM best practices while unifying their
help desk, asset management, and project management activities in a single pane of glass.
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ManageEngine is a division of Zoho Corporation with offices worldwide, including the United States, India,
Japan,andChina.ManageEnginedeliversIT managementtoolsthatempowerITteamsto meetorganizational
needs for real-time services and support. Worldwide, established, and emerging enterprises - including more
than 60 percent of the Fortune 500 - rely on ManageEngine products to ensure the optimal performance of
their critical IT infrastructure, including networks, servers, applications, desktops, and more.
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