ISSUE-TRACKING SOFTWARE
INCREASE YOUR REACTIVITY
BY DEPLOYING YOUR SERVICE DESK

Landpark, comprehensive IT Asset Tracking and ITIL Help Desk solutions

= LANDPARK HELPDESK

LANDPARK HELPDESK
helps you manage service requests efficiently

4 Requestmade by a hotliner
A onbehalf ofa user
» Request directlymade
Q-‘ by user
hY
Email-based requests

Landpark Helpdesk, an efficient solution for better control of your technical support infrastructure

Acces to inventories and i Service-level agreement o Treeviewmanaged access
SHpsmerterm o e
“ Knowdedge base Polls and surveys B G

system
Alerts for overdue tickets Tickets history nternet-based queri _

Why choosing Landpark Helpdesk
as the essential tool for your service desk

Successful How better choose
implementation your service desk

Avoid complex or too
simplistic solution

Choosing your : You need an evelutionary STRATEGIC
service desk OBJECTIVES and open tool y CHOICE

Asolution able to answer
your needs

Ifthe selected tool is complex, goals to be reached will be blocked by its heaviness l

Ifon the contrary, its approach is too simplistic, it will not make it possible to answer your requirements

Landpark Helpdesk allows you to organize in real time the automatic transfer to your support center of any
request for better control and to optimize the steps for incidents and breakdown services. Profiting from a long
experience with a very great number of companies, our solutions are able to answer your needs.

« Increase your reactivity

by deploying your service

desk with Landpark Helpdesk
extended more largely to your
company complete infrastructure.
Landpark Helpdesk - a full solu-
tion allowing you to manage any
request, any change, any inter-
vention and technical support -
can quickly help you to reduce

costs... »

Landpark Helpdesk

Automatic affectation
Validation chains
Schedules

Predefined messages
according events

Memos and alerts
Knowledge base
Research on tickets history
Queries

Statistics

Surveys and polls
Feedback questionnaire

Automated escalation

Worflow / project management
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SUMMARY

REQUEST MADE ON BEHALF OF USERS (CASE 1)

REQUEST DIRECTLY MADE BY USERS (CASE 2)

REQUEST MADE BY EMAIL WITH LANDPARK HELPMAIL (CASE 3)
TICKETS IN PROGRESS

AUTOMATIC AFFECTATION TO PLANNINGS

VALIDATION CHAINS

VIEW ALL TICKETS IN PROGRESS

DETAILED VIEW OF TICKETS IN PROGRESS

TECHNICIANS AND SUPPLIERS SCHEDULES

PREDEFINED MESSAGES SENT ACCORDING TO EVENT TYPES
ENTERING THE TICKET REPORT

MEMOS AND ALERTS FOR OVERDUE TICKETS

ACCESS TO KNOWLEDGE BASES

RESEARCH ON TICKETS HISTORY

QUERIES

STATISTICS

SURVEYS AND POLLS

FEEDBACK QUESTIONNAIRES

AUTOMATED ESCALATION

WORKFLOW / PROJECT MANAGEMENT

ACCES TO DATA FROM YOUR ASSET MANAGEMENT SOFTWARE
SETTINGS

Increase your reactivity
by deploying your ITIL Service Desk
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INCREASE YOUR REACTIVITY BY DEPLOYING A HELPDESK SYSTEM

All the technical data collected by Landpark Inventory - all data analyzes incorporated in Landpark
Manager, your IT asset management system - all this information must finally enable you to set up the
helpdesk service best appropriate for your company. Being interfaced with your incidents and configu-
rations database in order to help your helpdesk team to support users, your goals now is to find fast

solutions to increase your company's productivity.

A helpdesk management extended more largely to your company complete infrastructure.

The notion of the helpdesk can be much broader and must enable you to support other technical
equipment (telephony, office needs, car management, etc...) : who currently solves technical pro-
blems from a simple Access base or from an Excel file? Landpark Helpdesk enables you to effectively
carry out your support management on your material as well as on your software and brings you a
perfect economic control. Compare for example the cost of the people assigned to the support user
with the profit of productivity obtained by the reduction of the unavailability of your Pc’s. The choice
Landpark of a efficient helpdesk software is justified if a person does not arrive any more to ensure data-

Helpdesk processing maintenance. In terms of investment returns, savings are very quickly visible.

Issue-tracking Landpark Helpdesk is located in the center of your data processing management systems.
software - increase your
reactivity by deploying
your service desk with

It is essential to make communicate through Internet information from materials, networks and softwa-
re’s inventories. Landpark Helpdesk makes cooperate all information through your various sites and
brings you services managing your interventions, whatever the workload of your technical support.
Landpark HelpdeSk While optimizing your users support with less significant number of calls, your technical support team
will be able to optimize its work while concentrating on more complex problems. It is essential to make
communicate through Internet information from materials, networks and software’s inventories. Land-
park Helpdesk makes cooperate all information through your various sites and brings you services
managing your interventions, whatever the workload of your technical support. While optimizing your
users support with less significant number of calls, your technical support team will be able to optimi-

ze its work while concentrating on the more complex problems.

A strategic choice for better user support.

100% Navigator Landpark Helpdesk brings you an effective tool for helpdesk management and reso-
lution of incidents. Starting from 50 users, Landpark Helpdesk provides you the ideal tool to help rapi-

dly your technical support.

Landpark Helpdesk effectively contributes thus to reduce and your helpdesk costs, and the total cost
of exploitation of your workstations.
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Landpark Helpdesk is
the ideal issue-tracking
software for your sup-
port team

While optimizing your

users support with less
significant number

of calls your technical
support team will be
able to optimize its work
while concentrating

on more complex
problems

LANDPARK HELPDESK - CHOOSE THE BEST ADAPTED HELPDESK TOOL

» Request directly made by users:
« Tree search with problem-related keywords,
« Ability to attach files or forms to request.

» Request made on behalf of users:

o Objects linked to the user,

« Change priorities according to access rights,
o Attach files to requests.

» Request made by emails:
o Several types of email templates (with LandPark HelpMail) containing free text or optional variables
can be set up and received by Landpark Helpdesk.

» Automated scheduling:

« The automated scheduling feature allows you to assign one or more technicians to a given request
type,

o Tickets that are marked for automated scheduling are automatically assigned to the right technician or
supplier.

» Searching list of tickets by status:

« Displays the expected lead time, the opening time and processing time when closed,
« Problems and related solutions,

« Remote control.

» Technician schedules:

« Technician schedule, technical group schedule or suppliers with recurring tasks,
¢ Schedule can be exported to Outlook,

o Calendar views by day, week or month.

» Predefined messages are sent according to event types:
« Messages are automatically sent via email depending on the event,
¢ Possibility of forwarding messages to newsgroups.

» Closing the ticket:

« Ability to specify a resolution type and an action type when closing,
« Ability to suspend the ticket, mark it for callback or escalation,

« Report is fed to the knowledge base,

o Detailed ticket history.

» Searching for a solution:

o To provide users with a basic (level 1) knowledge base,

o To provide support teams with a technical (level 2) knowledge base,
o Attach solutions and related forms to help users and technicians.

» Searching for items that are associated with each user:
o Access all the computer items or Non-IT items with their details linked to each user, as well as
detailed request history.

» Searching for items in your database:
« Complete search for IT or Non-IT items using the Landpark Manager database, returning detailed
object information.

» Memos and alerts for overdue tickets:
o Alert by memo or by email alarm for overdue tickets,

¢ Suspension or reassignment of tickets to other support technicians or suppliers.

» Ticket History:
« By keyword, by status, by technician or supplier, etc. in the solution or equipment tree,
o Full ticket details can be exported to Excel.

» Queries:
o Predefined SQL queries exportable to Excel.
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» Statistics:
o Uses predefined templates.
o Statistics are exportable to various formats.

» Polls and surveys:
o Feedback polls,
o User surveys.

» Automated escalation:

o Automated escalation allow certain types of requests to be related to other requests in order to
undergo an escalation,

e The chaining of problems is not limited to two types of problems: you can link as many types
of problems as you wish. You can for instance specify that a request for printer cartridges should be
linked and escalated to a request for paper.

» Project management:
« Allows you to keep track of your ongoing projects. Projects can be assigned to specific locations,
o Project tasks can be dispatched to different user groups and are displayed in a Gantt chart.

. » Technicians management:
With Landpark o Schedule and skills management in terms of incident resolution.

HelpdeSk Lol will be » Managing groups of technicians:
able to respond to an « Management by geographical groups or skill groups.

kel it number » Absence management:

of requests without « With immediate view of the schedule.
having to increase your
technical support teams

» Priority Management:
o Priorities are assigned to organizations / locations.

» Problems and solutions settings:

« With files, links and attached forms,

e Lead time, priority and keywords,

« Assignment to technician responsible or supplier for solving the problem.

» Ticket code settings:
« With a resolution type that can be assigned to an organization and possible action type.

» Preferences:
o Email alerts for overdue requests, default schedule view, schedule overbooking and backdating,
permission to schedule ticket operations prior to their date of creation.

» Access rights:
¢ Immediate support from us to help you set up helpdesk permissions.

» Company profile settings:
o Quickly configure various settings from a dashboard.

» Activate display filters when users make requests:

o To filter the types of requests that a user can display in various treeviews according to his/her
profile, upon sending a request (e.g display only computer support requests, or requests for
consumables, etc.).

» News Settings:
« News can be assigned to categories by posting announcements in Landpark Helpdesk’'s main
menu.
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With Landpark
Helpdesk

your technical support
teams will know with
precision information
processing systems

which they manage

in a daily way

LANDPARK HELPDESK CAN QUICKLY HELP YOU TO REDUCE COSTS

Our technology will bring to users and administrators an efficient technical support, consequently allo-
wing you a better management and a maximum visibility. Without any software to be installed, you
can consult any equipment through the Internet: incidents management, support and requests mana-
gement, management in term of contracts associated with your equipment, analyzes in real time of
your needs, statistics by nature and cause, etc... You will be able to reach desired information: equip-
ment identification and their technical compositions collected through the inventory, identification of all
the software installed, access to the knowledge database, etc...

Landpark Helpdesk enables you to manage with effectiveness your users support. It is essential to
make communicate through Internet all your information. Landpark Helpdesk positions itself like the
new reference as regards to a total management of your data-processing systems. Its simple and

intuitive use allows fast implementation an immediate adhesion on behalf of your users.

Your administrators and your technical support teams must know with precision information proces-

sing systems which they manage in a daily way:

¢ Installation/reinstallation of material and software,
« Configuration, technical problems and breakdown services,
e Users support.

Often confronted with an increasingly complex environment and often on distant sites, Landpark Help-
desk offers a solution enabling to manage effectively each change, each intervention and each techni-
cal support. This true support center is entirely accessible by Internet and offers you the possibility to

organize:

¢ The automatic transfer to your technical support of any request,

« A management of those requests according to several qualification levels, together with maximum
deadlines for answers or procedures according to their type and allowing to optimize resolutions,

¢ A better management of your personal movements,

« An immediate consultation of the material descriptions, software and licenses installed, guarantee
or maintenance contracts,

o A dynamic management of your needs.

LANDPARK HELPDESK - A FULL SOLUTION ALLOWING YOU
TO MANAGE ANY REQUEST, ANY CHANGE, ANY INTERVENTION
AND TECHNICAL SUPPORT

This efficient support center is entirely accessible through the Internet and allows you to manage your
users and your computers. Landpark Helpdesk is a multi-company tool and makes it possible accor-
ding to parameter settings to share all information from your data processing systems - or on the
contrary - to control access to information in order to have your support teams to work in a completely

autonomous way.

Landpark Helpdesk will make it possible for your users to send automatically their requests for assis-
tance to the support center. This request can be extremely precised and point out to concerned mate-

rial and software
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Landpark Helpdesk
brings a maximum

visibility and operates

a better control of your
personal movement
through various
locations

The request must be validated either by the service of Hot-Line, or by a person in charge. The
goal being to filter the real request for intervention of that not requiring technician intervention.
Accessible 24 hours a day, Landpark Helpdesk makes it possible each one of your users to
reach your support. Thanks to our technology, it will be then easy for them to send their requests

and to follow up in real time their resolution.

The software interface through the Internet makes it possible to take into account any request
and this from any Pc station. The technician can constantly:

Consult a database for recurring problems and advises,

o Consult materials configuration during its intervention,

o Bring new modifications (interventions, length, resolutions,...),
o Update in real time the database.

The technical support can then manage requests, who will be in charge for resolving this inter-
vention according to several qualification levels, together with deadlines or procedures to be
observed in order to optimize different steps of resolutions. Landpark Helpdesk brings a maxi-
mum visibility and operates a better control of your personal movement through various loca-

tions.

Once the request will be assigned to a technician, a message (time necessary, name of the per-
son in charge for resolving the problem, follow-up of the file...) is automatically sent through
email. Users can then have an immediate vision of their problem and will know progress concer-

ning its resolution.

Landpark Helpdesk makes it possible moreover to your technical support team to visualize in-
ventories and to reach centralized data information in order to operate an immediate consulta-

tion:

o Material descriptions,

Installed software and licenses,

o Guarantee and maintenance contracts,
» Suppliers information's,

o A dynamic managing for your needs.

To be more effective, Landpark Helpdesk constantly enables you to consult the entire requests
for control and corresponding answers, this by bringing answers having already been treated.
Moreover, Landpark Helpdesk constantly enables you to consult daily, weekly or monthly techni-
cians planning. Landpark Helpdesk also allows submitting requests to suppliers, having their
own planning. A request may be attached to a problem into the database which must contain
several types of information:

o The definition by family of the encountered problem along with its solutions,
» Timing assigned to the resolution of this problem,

» Priority affected to the intervention according to the selected problem,

o The definition by key word and fast research by wording,

¢ The description of the problem,

o The affectation of this problem to a technician or a group of technicians.

Once you have organized your databases, you can give or not to users access to your recurring
problems and resolution database and brings them immediately advices in order to solve by

themselves several problems instead of submitting them to your helpdesk.
7
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Why choosing Landpark Helpdesk
as the essential tool for your service desk

Successful How better choose
implementation your service desk

Avoid complex or too
simplistic solution

You need an evolutionary | STRATEGIC
and open tool CHOICE

Asolution able te answer
your needs

La n d pa rk Hel pdeSk Ifthe selected tool is complex, goals to be reached will be blocked by its heaviness ‘
he I ps yo u manage Ifon the contrary, its approach is too simplistic, it will not make it possible to answer your requirements

service requests
efficiently

Choosing your
service desk

OBIJECTIVES

Landpark Helpdesk allows you to organize in real time the automatic transfer to your support center of any
request for better control and to optimize the steps for incidents and breakdown services. Profiting from a long
experience with a very great number of companies, our solutions are able to answer your needs.

Irequest types
aremade possible
with Landpark
Helpdesk

1/Requestismade
by a hotliner
on behalf of a user

21 Direct request
made by user

3/Email-based
request

Request form
isfilled out

Technician accessto
level 2 resolution
information and
knowledge base

Request creation Useraccesstolevel 1
resolution information
and knowledgebase

Ticket information
isupdated
when necessary

Assignment
totech or supplier

Mes=sages are sent
according to event type

Ticket closure
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REQUESTS MADE ON BEHALF OF USERS
(CASE N° 1)

By Lonchar Helpdesk v.3.9.1[47] -

x

| [B- sooge

17 unread memos

LANDPARK

General info
Landpark Administrator

sign out
About

User name : [Adminstrator Landpark

Create service request

Phone number :[0033 24785 86 30

News
Change password 2@ al
3 Environment

Creats simple request
View requesis

View fickets
Tech schedule
Supplier schedule

Knowledge base
User information

i B Headquarters.

Search

o @ste2
1 Stock
2@ st 3
B Stock
= @sited
8 stock
= @stes
i Stock
=
= T Ghedk, f you do not wish to attach hardware device nformation to this flauest

Hardware information [T CRITICAL PRIORTTY

Gompany information L 4 zzd help on my PC

Notifications
WMemos
Ticket search
Queries
Statistics
Projects

Saver Additional inf

Setings Technical info:

Sessions

& LANDPARK

LanWipark Helpdesk
for a better technical support

LANDPARK HELPDESK

Email address : admindemo@cerus.net i?

Show user's hardware

~( System devices
-
2 Operating systems
5548 [LOIS] BLOTS
K, Display adapters
& Nebwork interface cards
5 Keyboards

© Logical drives

a2 emory
& UsBports
T3 COMAFT ports

Modify attachments

save

Benefits

| - FO

Tickets that can be more
precised about the nature
of the problem, the
concerned equipment and
the technical details

of the equipment

A request may be attached to a user
and should contain several types
of information:

» Problem: selection of the problem
(mandatory).

» Affected material: this TreeView provi-
des a list of all inventoried equipment and
their respective location (useful if the user
calls for a PC other than the one assigned
to him).

» Detailed material: this TreeView
displays the components of the selected
item. By default, this window displays a list
of items that are assigned to the user.

» Description: free zone containing infor-
mation / details about the problem.

» Details: free zone for comments
and clarifications.

» Attachments: You can attach one
or more files attached to this request.

© Landpark SAS. All rights reserved

» Priority: priority assigned to the
request according to the selected
problem or changed by Hotliners.

» Checkbox: no location is desired /
allow to not connect the material and
its location to a request. An icon provi-
des access to the information of the PC
belonging to the user.

» All the data displayed in Landpark
Helpdesk are shown into the informa-
tion screen of the user requesting.

» This results in the creation of

a request for assistance and not

a ticket. This avoids congestion of the
tickets by unjustified requests.



IDENTIFICATION OF THE USER

(CASE N°1)

x

€ | @ test cerus.net/AccueilfframesGD.asp

& |[B - oo

Plerd & A=

LANDPARK

0 unread mess:

s | 17 unread memos

User selection

Thursday,

Landpark Administrator Company [Toutes =] Filtre : [Lastname = = Consuter a
Rt Administrator Landpark Landpark Adminisirater Administrators 003324785 66 30 Site 1
News Baueur Jim . Analyst Administrators 003324785 86 30 Site 1
Change password Boyd 3m anlyst Adminitrators 0033247858530 Ste 1

Burke lott O analyst Admiistrators 00332478586 30 ste 1

0 Cunningham Jlian (] Analyst Administrators 0033247858530 Ste 1
Doe Jane O Analyst Users 0033247658630 ste 1
— Jemnings. Clyde O Analyst Users 0033 2478586 30 Site 1
O st Kaijabwango Noel E Analyst Administrators 00 33 2478586 30 Site 1
iR Qi Kernel Joe Analyst Administrators 00 33247 85 86 30 Site 1
Morsles Kendall Analyst Administrators 00 33 24785 86 30 Site 1

Vidut ickala MUTUZO Jackie [m] Administrators Site 1
Fechichsdile NGABONZIZA Obed (] Administrators Site 1
Supplier schedule OFWONO Timothy O Administrators Site 1
Reily Kim o Analyst Users. Site 1

Ward Simon Analyst Administrators Ste1

Knowledge base
Userinformation
Hardware information
Company information
Notifications

Memos

Ticket search
Queries

Statistics

Projects

Surveys

1] << [Page 1(Administrator) =] »» [2]

General information

Service location ©
=-@ste 1

Saings F—" S | g
Sessions First name: T i stock
Phone number: TREZEE]

® LANDPARK

Email address: [y
Validate

Benefits
@stes

IARK HELPDESK

= IR 1) Sl

Rl [ g O n,';fzﬂ -

This list will contain only users of the
identified company.

Complete information » This screen allows the identification

of the user by selecting him in the list

if he is a person contained in the users
database, or by entering the necessary
information about him if this user is not
recorded.

on all items related
» A search by name, phone, position

DT ERTNERS is proposed to save time.

» If the user wants to create a request
of its own, he goes straight to the screen
of next step (case # 2). The Caller ID

is automatic.

In this case, you will have to specify
his location into the TreeView service
location.

» A selection of the company to which
he belongs is possible from the Combo-
Box in the header.

ComboBox that contains a list
of companies related to the profile
of the person connected.
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REQUEST DIRECTLY MADE BY USERS
(CASE N°2)

Edition

I - Cormercial Landpark Helpdesk v.3.9.1[47] - . %

¢ [B- soose

Thursday, M 14 09:56

LANDPARK 17 unread memos Create service request
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REQUEST MADE BY AN EMAIL

(CASE N°3)

Landpark HelpMail
allows you to receive
your emails into the
list of requests, in
order to manage them
more effectively
through Landpark
Helpdesk

Landpark HelpMail Landpark HelpMail allows emails to be sent

in the list of requests of Landpark Helpdesk

The Landpark HelpMail service allows to
create a request/demand in Landpark Help-
desk from sending an email.

Landpark HelpMail Param is a tool that ma-
kes it easy to edit options files settings of
Landpark HelpMail. It allows to configure:

» The connection string to the Landpark
database,

» Defaults values to be used if they can not
be deduced from the email,

» Settings of the mail server,
» Settings of Landpark HelpMail service.

Landpark HelpMail also allows to start and
stop the Landpark HelpMail service easily.
Note that it is preferable to associate with the
Landpark HelpMail service a user with rights
to write to the event log file, this in order to
log eventually a malfunction of the applica-
tion.

Two types of e-mail are currently managed
by the application:

» Standard emails: a standard email is a
simple e-mail that the user send. In this case
the content of the email is fully included in
the description field of the request when re-
ceived into Landpark Helpdesk. If the sender
of the email is already an identified user into
Landpark Helpdesk, then he will be defined
as the requester. For the problem and the
location associated with the request, default
values will be used.

» Types emails: types emails are emails in
which we defined tags and where various
fields of the request are to be filled. The text
between the opening tag and the closing tag
will be associated with the corresponding
field. Tags currently supported by the appli-
cation are:

[ELandpark HelpMail Param [ B [ )3
— Général Lbele
1 Comples de messagerie el [automai
- Automal I~ Serveur POPS
Mo du eomple: o pomai@ceninfa fito Propriétés
¥ Copier les fichiers joints
~ Serveur SMTP
¥ Erwoyer un message lorquiune demande est enregistiée
HNom du compte :  [autemal@ceninfa f fto Propriétés
(~ Vialeurs par défaut
Piobleme: [ défini
Localisation:  [Cenus Informatique
Hatiner [BDMIN Landpark
Le service Landpaik Helphai est démaré ok Anruler
[EALandpark HelpMail Param [ I [l oA
[Géneial| —Base de données
- Compies de messagerie T A
™ Base en anglais [T ——
— E-maik entrants
Viifen lartivée d nouveaus e-mails toutes les
5 minutes
—Pikces jointes
Chemin
—Débogage
I™ Activer ls débonage
| Le service Landpark Helphail st anté. ok Annuler

<nomDemandeur></nomDemandeur>
<prenomDemandeur></prenomDemandeur>
<telDemandeur></te[Demandeur>
<emailDemandeur></emailDemandeur>
<probleme></probleme>
<nomlocalisation></nomLocalisation>
<description></description>
<precisions></precisions>
<infostech></infostech>

Tags about the user may be used to create a
request for a non-identified user. If an item in
a tag can not be identified in the database
then the default value will be used.

It is not recommended to mix in an email
containing parts tags and parts containing
portions of text.

© Landpark SAS. All rights reserved
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TICKETS IN

B Landpark Helpdeskcv.3.9.1[47] -

x

PROGRESS

€ | @ test.cerusnet/AceusilframeseD.asp

¢ [B- soose
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s Pe it NT134 /14 13:45 CRAGE NG R e @ MEDIUM PRIORITY R AR pr—— ste1 Schedued
iewinGin i Moy 1n3 Dt el ®crvice teve st/ ] el Computers ne fahat Ste 1 Schedued
SERVICE CONTRACTIN® 2
T 23011 15146 Error message #3312 Software inddent @ UNDER CONTRACT / IN 2 HOURS Landpark ste 1 Open
T 10120054 Error printng Error printing @VEDIUM PRIGRITY Jo Kernel Doe ste 1 Scheduied
Sipsite T 7115 24/f11 10:32 Network Faure Network incident @ VEDIUM PRICRITY Dell Computers Inc Landpark site 1 Scheduied
w107 2201 12:32 Network Faure Network incident @VEDIUM PRIGRITY Adrinistrator Ste 1 Closed
[fools [N 22j08k 1 12:34 Network failure Network incident. @ MEDIUM PRIORITY Do site 1 Closed
Rtaecietass 108 220l 1233 AR e SR eI PRIORTTY Kernel Ste 1 &
User information INT137 11/04ff 10:52 Photocopier Photocopier @ MEDIUM PRIQRITY Administrator Site 1 Closed
Hardware information 113 23106/ 154 Printer breakdown Printer fssue O GRITICAL PRIORITY Landpark Admintrator Landpark site 1 Sthedued
Company information INT131 20/03/ 104:50 Printer jam Printer jam '@ URGENT PRIORITY Jennings site 1 Open
el 105 19703/ 1\0: 14 Printer problem Printer jam @ URGENT PRIORITY Administrator site 1 Open
Mes T 23106/ 1146 Problem with pover supply Fower supply @UNDER CONTRACT / IN 2HOURS Landpark site 1 Open
Tkl se T2 21/07/11\k:33 Software bug Software inddent @service Leve areevent /il Adminstrator Adminitrator ste 1 Schedued
Queries SERVICE CONTRACT N> 2
Statistics R——
Projects b
s 3 r0s & P 21071 1214 T e e eroony
Adminisrator i T i atorLandprk
= s it - S ™ -

% LANDPARK | [l vata [ERUSE PR R

Equipment | Contracts | Impact | History

Title

Descriptiond]

Benefits

Additional info]

Processed by hotiner
Escalation: Printer jam

hq||

ndpark Administrator)
Order new printer

Attachments

Estimated time: [00:30 (M)

Mean time00i00:00
Travel time: 08 (i)
Priority |URGENT PRIORITY
otal time

Task duration| 0 min

jeud 22 mai 2014

Alls D e ®

Tickets are assignable
either internally to

a technician or group
of technicians from
your company or ex-

ternally to a supplier

© Landpark SAS. All rights reserved

» After its creation (case # 1), the request
must be validated either by the hotline team
or by a manager. The goal is to filter the ac-
tual request from those not requiring the in-
tervention of a technician.

» This list provides the ability to search

a ticket according to several criteria (code
user name, date, text, ...). Depending on the
request status, some data can be modified
or not.

» Once validated, a request can not be any-
more changed and generates a ticket. At this
level, the life cycle of the ticket operation
begins.

» A processing date limit is calculated based
on the priority of the ticket.

If the date limit of the ticket is exceeded
an alarm is activated and accessible in the
memo menu for the hotliner responsible
and sent too by email.

» When viewing the ticket and accor-
ding to its status, possibilities will be
offered such as planning, scheduling
cancellation, ticket cancellation, writing
the ticket report, viewing problem and
its solutions (possibility to create a new
solution), and viewing ticket history.

An access to user information and
to the original ticket is proposed.

» When assign the ticket to a planning,
two options available: either internally
to a technician or group of technicians
of your company or externally to a sup-
plier.

13



AUTOMATIC AFFECTATION TO PLANNING

| Automated scheduling I

1

Available technicians

= Al
Environment
E Incidents
© Hardware incident
Printer jam

Hetwork incident

Random printed character]

Boyd Jm -

|available tech groups

Selecta tech group ¥

jAvailable suppliers

G

Selectasupplier | x

-

Network

Network devices
Non-IT Assets
Operating System
Peripherals
Frinter issue
Printers
Froblems
Requests
Scanners
Servers

Service contracts
Service requests
Services
Software

Work environment
Workstations
Site 1

Site 2

site 3

Site 4

Site 5

Limit

=

between availability and
scheduling (mins)
o

Save | Delete

[Boyd 3m
for the following request type:

[Today WgglDay | [5]Work week | [7]Week | 37] Month

Boyd Im

24p0/11 10:32

LANDPARK HELPDESK

mpace | mistory

- I—

Ticket details
080414 10:13

awmmny

» This feature allows you to automatical-
ly planify interventions when validated.
Automatic assignments are made for this
type of ticket, that is to say that for a gi-
ven type of ticket, we assign it automati-
cally to a specific technician.

» Thus, this screen shows the setting for
automatic assignment that was assigned
to Jim Boyd for « printer jam » ticket .
This means that any ticket « printer jam »
may be automatically assigned to Jim
Boyd.

» In order not to overload the planning of
a technician, you can specify a threshold
above which the intervention will not be
automatically scheduled.

» In addition, to allow a sufficient period
of time between the ticket validation and
its automatic assignment, we can specify
a delay between the first availability of the
technician and the automatic assignment.

» In the list of tickets, any application
susceptible to be affected / automatically
scheduled, will be indicated by an icon.

© Landpark SAS. All rights reserved
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VALIDATION CHAINS

Approval workflows

Environment
Incidents
Network only
Network devices Add
Non-IT Assets

Operating System

Request Types Company
= All I Site 1 Vl

Selected request type: Budget request

Users
I Baueur Jim vl I” Show techs

Landpark Helpdesk

Peripherals

pprovers

Printer issue Doe Jane

Printers Baueur Jim
Problems
Requests

Scanners

Save

Servers

[= Service contracts

m Service contracts
= Service requests
u Budget request

® New printer request

Services

Software

Work environment

Workstations
Site 1
m Site 2
m Site 3
u Site 4
m Site 5

100 % for a better technical support

LANDPARK

» In addition to the existing validation
step for a request, Landpark Helpdesk
provides the ability to create validation
chains process, that is to say, we may
specify the persons responsible for the
validation of a request of a certain type.

» In the example above, we have set
a validation process to ensure that any

request type 'budget request' is validated
by 2 persons that appears in this list. The-

se two persons will accept and validate
this 'budget request'.

» Whenever one of these people
validate the request, an email notifica-
tion is sent to the next person called to
validate the next step. In our previous
example, when the second person
approves the request, it is finally vali-
dated and thus triggers the creation

of an intervention.

© Landpark SAS. All rights reserved
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VIEW ALL YOUR TICKETS IN PROGRESS

x

) Londoercticodescv.3.9.1(47] -

Open:
intervention foIIowing o B Service tickets Thursdor ey 22,2014.10:00
. - v I 5 FH
a validated request and NI ... 2

€ open © scheduled ©onhold © Closed © Resumed © Cancelled © Confimed © al

Sign out Priority Assigned to User Company Status P |
f bl ’ﬁwux..%
must be assigned to o > z |
Change password o @ MEDIUM PRICRITY Merk Whitten Admrustrator Site Closed
] 5 @ MEDILM PRICRITY Doe. Site 1 Closed
a technician, a group of " @UDER CONTRACT /N AHORS  Kendaores G st
Selectuser T12: Anti virus pilllem @ MEDIUM PRICRITY Cunningham Site 1
t h 1~ S INT114 23/ :10 Blue screen [lkdeath Hardware incdent. @ MEDILM PRICRITY M Lanc
echnicians or S A . e Sranser
. ieniedizt o 1 Defauit rec @ SERVICE LEVEL AGREEMENT Del Computers Inc Lendoark ste
a SUpp'Iel’ SERVICE CONTRACT N° 2
3312 @ UNDER CONTRACT /IN 4 HOURS Landpark Site Open
@ MEDIUM PRIORITY Joe Kemel Doe Site 1 Scheduled
4 @ MEDILM PRIORITY Del Computers Inc. Landpark Site 1 Scheduled
200811 1232 Network faure @ HEDIM PRIGRITY Admoistrator st Closed | |
22/08/1112:34 Network faiure] @ MEDILM PRIORITY Doe. Site 1 Closed
Knowledge base INT108 22/08/11 12:33 ‘Order office eqfiinent @ MEDILM PRICRITY Kernel Site 1 Open.
User information 11/04/14 10:52 Photocopier Photocopier @ MEDIUM PRIORITY Administrator Site Closed
23/08/11 16:49 : Printer issue (O CRITICAL PRIGRITY Landpark Administrator Landoark Site 1 Scheduled
p INT13 20/03/1304:50 Printer jam Printer jam (@ URGENT PRICRITY Jennings Site 1 Open
Scheduled: =i ST o . -
iy & 23/08/11 16:96 Power supply (@ UNDER CONTRACT / IN 2HOURS. = Site Open
ass | g n ed to treatm e nt y 102 2107/1111:33 Software bug Software incident ;:Ezc\xcczo\f—“a;érci(ww / Administrator Admistrator Ste1 Scheduled.
/ Tic
response . - I I o
e m n 22/07/11 12:00
% Lanop re [ o TR f—_ P —— 8 A
o]
oo R —

Mean time00:00:00

Travel time:[00:00 )

On hold: _—
Intervention suspended

Processed by hotiner (Lancpark Adflfsrator)

in its treatment ot > e s
RS IEE 2

eud 2mai 014

aipwo o0, .

Confirmed:
This level is validated through
monitoring the helpdesk activity

Resumed: anceled
closed ticket but requi- erventio a ance
res verification ed but to keep for yo

of proper operation analyzes and sta

Closed:
closed ticket

where different actors or compa-
nies are responsible or concer-
ned for monitoring and validate
Data | Problem and related solutons | Report | Equipment Impact | History tickets

Warranties p—
Device: » Reference number Supplier Maintenance operation type Delay (change) Start date Expires
Erose CONT-CAR-01 CONT-GAR-01 Del Computers Irc. Repai shop 48hours H11/2010 102018
Maintenance contracts

Device » Reference number Supplier Maintenance operation type Delay (change) Start date Expres
Erote CONT-HAIT01 coNTAIN0: Del Conputers onsie 24hours s/ /s

" " B— - - AR

Alert level contracts: a new tab 'Contracts' has been added
and allows to see all contracts that have been expired and
related to hardware/software attached to this ticket.
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DETAILED VIEW OF TICKETS IN PROGRESS

Plird ¢ &

LANDPARK o a ges | 17 unread memos
e —

© open C scheduled © Onhold © Cosed © Resumed € Cancelled © Confimed @ al

Service tickets

Sign out » Date Title Hame priority Assigned to User Company staws 4|
Avout . 4 — i
g pemwnd INTi04 18/08/1109:04 ordnare nadent @ eI PRIORIT Mk hiten Admevsrator Ste 1 Closed

wrizs 012120852 Eror prnting @MEDILM PRIORITY Doe ste1 Closed

s 26/03/13 12:06 Hardnare inadent @ UNDER CONTRACT /IN4HOURS  Kendl Morgls umingham ste1 Closed
Selectuser Wiz By 7st At vis proiem At @MEDILM PRIORITY Mark ihitten Cuminghom Ste1 Scheded
e e i 230811 17:10 Ble screen o death Hordware inadent @vEDILM PRIRITY Mark Whitten Landpark ste1 Scheded
Creale simpieiegieat w1z 1003714 13:35 Conotlag into Landperk Amiistaton @uEDILIM PRIRITY Landoark Admiistator Adminitrtor ste1 Schedied
e st 16 241011 12:33 Defaultrequest Defaultrequest @SERVICE LEVEL AGREEMENT | Dell Computers Inc. Landpark Ste1 Scheded

e ACTNG2
w10 2308711 16196 Eror message 23312 Software incdent @UNDER CONTRACT /N 4HOWRS Landpark ste1 Open

wrizs 10/12/1209:54 o g Erorpring @veprmpRIORITY Joe Kernel Doe ste1
Sipptecsdiotia INT115 29/08/11 10:32 Network falure Networkinddent @ MEDIUM PRIORITY Dell Computers Inc. Landpark site1
r107 2psjit 232 Netvork fare Netvrk inadent @D pRIORITY Adminitrator Ste1 |
wrios 208/1112:34 Network fiure Networkingdent @veprumpRIORITY Doe ste1
Knowlsdge base nrios 2psjit 23 Orderofice equpment Offce suppies @repin prIORITY Kermel ste1
Userinformation w137 10434 10:82 Photoceper hotocspier @D pRIORITY Adniistator Ste1
Data: t detail Hardware informaton wris it e rnter breakdonn rinterssve OcarmicaL RIoRITY Landpark Adinstator Landpar st
ata: request aetails Companynfomaton | vy 23130850 prerom prvrom ooy i s
Notfcations wrios 19/08/1110:14 it roblem printer fom @ LRGaTPRIORITY Adniiaator ste1
eI i Bh8/1116:% Probem vithpower spply Poner sy OUNDER CONTRACT /N 2HOWRS Landpark st
ket amsei o2 273 Softwarebug Software modent @SERVICE LEVEL AGREEHENT/ Adminsivator Adniisratr st Scheded
Queres SERVICE CONTRACT°2 =
Statistcs s

Projects

i ™

- [ e

Problem and related T [— 9
solutions : =
associated with this
type of request with

attachments

@ reenT PRIGRITY

[ -

Ll

22/07/11 1200

Benefits

Task duration| Omin

Attachments

Processed by hotiner (Landpark Administra Rame - L

Escalation: Printer jam => Order new printe
Jeud 22ma 2013

R[|2 B B0 pemie ™

= e T e
e e — -
P . . E q
History of the ticket Estimated time
I r npsaas Mean time on this
T e o = type of ticket
e S 5
. . . L e e Travel time
Report: established when closing the ticket by the technician in - T

strator e 08/04/2014 10:13
e : testl

charge (can be recorded too as a new solution)

Total time

Tech.notes.
Estimated me : 00:30

Task duration

Data Problem and related solutions m Equipment = Contracts = Impact = History
Datef22/05/2014 Lead time [02:00 (M) ¥ Auto send emais . .
ReportfF st T Equipment: related
Confirm .
= along with the request
Suspend
Technical notesizy foeed ot Reassign Hardware configuration
i [ADMIN-PC-0001] ODIN
< System devices
{2 Printers
&Y Operating systems
Data | Problem and related solutions | Report | Equipment | Contracts [Rutitidl [istory [ELOIS] BLOIS
. Digplay adapters
Users affected by this ticket ¥ Network interface cards
2 Keyboards
) Processors
Jm  Boyd boyd@cerus.net & Systemdevices
Landpark Administrator admindemo@cerus.net  Disk iives
Eliott  Burke burke@cerus.net  voritrs
Jlian  Cunningham  cunningham@cerus.net &3 COROM dives
Jane  Doe jdoe@cerus.net ® Logical drives
Clyde Jemings  jennings@cerus.net 5 Memary
Joe Kernel jkernel@cerus.net 8% USB ports
Kendall Morales net 7 COMAPT ports

Contracts related to material : with alerts when overdue.

Measuring equipment incidents impact on users: this feature allows
technician to see which users are affected too by a request already sent.
Technicians may the send notification by email.
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TECHNICIANS AND SUPPLIERS SCHEDULES

Recurrence

A detailed schedule
of all your actions and
tickets (technician
schedule, technical
group schedule sup-
pliers schedule) with
calendar views by
day, week and month
(schedule can be

exported to Outlook)

Ertor message #3312
Software inadent

e Location: Site 1

About

News =7

Create request
Create simple request
View requests

roday | [T]Day | [5]Workweek | 7] Week | 3] Month

< Previous week

Ma

Service tickets

Request ID:
status:

Technicians assigned to this task

Start date

S/2/14 11:15 AM

End date
5/22/14 11:45 AW itten Mark

LANDPARK HELPDESK

Landpark Helpdesk
100% for a better technical support

y 2014

day 18 May sesday 20 May

Knowledge base.

jecnesday 21May

[thursday 22 ay Friday 23 May

00 M|
Userinformation

Hardware Information
Company information
Notfications

Memos.

Ticket search
Queries

Statistics

Projects.

Surveys.

Settings.
Sessions

00 M|

1700 AM|

[iT00 AM|

% LANDPARK

= o/

olizle|

Planning exportable vers Outlook ‘

-

URGENT PRICRITY @ | MEDIUM PRIORITY @ | LOW PRIORITY O | SERVICE LEVEL AGREEMENT / SERVICE CONTRACT N2 @ | CRITICAL PRIORITY O | UNDER CONTRACT /IN 2HOURS © | UNDER CONTRACT /IN 4HOURS @ | SERVICE LEVEL AGREEMENT / SERVICE CONTRACT N° 1@

[ificher e Bureaul

R[5 BB D e W

The screen above shows the planning
of a ticket.

The scheduler , if there is one, will then
choose a day and then select either

a group of technicians, one technician
or a supplier (according to its skill asso-
ciated with the type of ticket and

a color).

If selected a group, he can assign the
ticket to a selected group of technicians
(the person in charge of the group may
assign it again to one of its technicians).

The ticket will be automatically assigned
and taken into account into the techni-
cian planning.

Its status « Open » goes to « Scheduled
» status.

If the remaining work time is less than
the time required for treatment of this
ticket, planning will therefore be rejected.

© Landpark SAS. All rights reserved

On this screen, authorized persons may:

» View the daily planning of group
of technicians,

» View the daily planning of a techni-
cian with a list of tickets planified
during the day,

View the 7 days schedule
of a technician,

View the current month planning
of a technician,

Schedule, reschedule, cancel
planning,

Reach the detailed description
of the ticket,

Assign multiple technicians (internal
or external) to the same ticket,

Assign to a supplier planning.




PREDEFINED MESSAGES ARE SENT
ACCORDING TO EVENT TYPES

Landoark Hebdesk v.39,1 (47 - %

X

€ @ et et s ¢][B- coeae Alue 3 8=
T omparie I O — ?
Landpark Administrator f s ertcd mescages for of o
essage dtais Ste 1 s ifomation

Main menu
Sign out

“
€ se the folowng nformation

[interventon code_nilscecvied

Jprametes of the procedure are s folows:
Estmated tme: (dree sreve]

o

DUROC Oscar
GETL Ofvir
GEOFFROID Francos

Landpark Helpdesk
100% for a better technical support

LANDPARK HELPDESK

o] 01 [@ e (3] B ||| A EE e

» At each event (request saved, request validated, request canceled, request modified
intervention scheduled, planning canceled, intervention suspended, intervention closed
intervention cons-fenced, intervention in second call, intervention canceled, intervention

modified, intervention requalified), pre-configured messages are emailed automatically
to each of the recipients involved, with broadcast copies for managers and the possibility
for a same event to broadcast a different message depending on the company / location.

Host groups

Available groups roup
BARAL Fabien DURAND Fabrice
BESSINH DUROC Oscar
ERO\L-EFPN‘;E& GENTIL Olivier
alri
DUPOND Eric. GEOFFROID Frangois
dupont thierry
DURAND Fabrice =
DUROC Oscar
GENTIL Olivier
GEOFFROID Frangois
GUIDOU Daniel
HARANT Jacques <
<<
[/

Landpark Helpdesk
100 % for a better technical support
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ENTERING THE TICKET REPORT

sign

Avout
News
Change password

Effective ticket
reporting with their type

of resolution and their

LANDPARK

n @ schedued  Onhod C Closed " Resumed C Cancelled © Confimed © Al
Title
probleme PC.

out Date
2514 1022
10/03/14 1395
2003/1304:50
10/12/1208:54
137112 1751
24/10/11 11:33

Knowledge base

entries in the knowledge

base

Resolution type :
what action has been
taken to perform this
intervention?

Action type :

Userinformation

Memos.
Ticket search
Queries
Statitics
Projects
Survey

ys. =l
i

ot

i g - Graund foo - Techvical aperations

Service tickets

priority

© UNDER CONTRACT /N $HOURS
© vEDIuM PRIGRITY

@ LRGaNT PRIGRITY

@ veDuumpRIRITY
O CRITICAL PRIORITY
@ UNDER CONTRACT /INSHORS M

os=n
serice

—
s 022 T - > 1ok

" eric

I Copy reportas sbtion | Level: 2 )

LANDPARK HELPDESK

x

Rt P B e

what action / contract to
be used / rebill as cost
center, etc. ....

to perform this
intervention?

After perform the intervention, technician
must enter his report. Several options
are then available to him:

» Enter a note invisible to the user who
opened the ticket,

» Enter the report without changing

the status of the intervention, and without
changing the date and the actual dura-
tion,

» Close the intervention including
the resolution type,

» Reassign the intervention (creating
a new request following the first / the two
are linked),

» Suspend the intervention, specifying
the processing deadline for treatment,

© Landpark SAS. All rights reserved

» Positioning the intervention in cons-
fenced, specifying the date to the user
who opened the ticket,

» Classify the intervention into the
category of resolution type,

» Register the report as a new solu-
tion into the knowledge base: accessi-
ble to all (level 1), only accessible to
technicians (level 2),

» For each action performed or on
each event regarding the ticket, an
information message is sent by email
to the user who opened the ticket.
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LANDPARK o 17 unread memos

Memos

Knowiedgs base
Userinformation Landpark Adminstrator N
Hardware information

12
/12012 Landpark Adminstrator

Company information
/122012

20372013

Sign out HaAL 2014 Due priority Processed
ot Dim Lun Mar Mer Jeu Ven Sam - o e e
12 s
News 2 ° Londpork =
Change password 405 s 7 8 9w
How o oW s o o 2spa0nt ° Londpark Adminstator I =
B s omou o2 omow P ° Landpark Adrinstator NoE
Selectuser
Create request PR asperaon ° R
Create simple request 2u08mat . N
© rprocessedmencs
View requests Urorocesed e o i
© Overdue end uprocessed menes
© rodays memos asma0n ° -
Vetoe € Thsmanths memos oot ° NP
Tech schedule it years memes
Suppler schedule 2570201 ° M
iz ° I =
° =
° r
° =
o (]
° =
° r

P 132014 Intervention INT134 hos déla Landpark Adminstrator N
Statistics
Projects

Sureys

Sefings
Sessions

T

% LANDPARK

. LANDPARK

LANDPARK HELPDESK

o] 0 [@ 2l 0[S

(B A EBD ™

Ticket details

5

B 134 10/03/14 13:45 @ MEDIUM PRIORITY

=+ I— —
™ - 1 [ cc552.17555555 DT - oo

[ e ey r— ey sy e BEOX
TitleCan not log into Landpark
iptior e log K165 Lancrk] Estimated time:|00:30 (HH:MM)
—— e i
Travel time:|00:00 (HH:MM)
Benefits Torot e N T T S
T—
pr—
= =

Problem and related solutions @ Equipment | Contracts = Impact | History

Datef22/05/2014  Leadtime[li_ (#iMM) ¥ Autosend emais
Report] T
Confirm
Close
Suspend

Technical notes? W

Alerts

¥ send email alerts for hardware impact

¥ create memo when a ticket passes a deadline.
¥ Send an email for tickets that have passed a deadiine. » Memos allow you to either schedule a task of your own, or to be noti-

¥ Natify when ticket reaches 25% of the deadine fied that the ticket is out of time (also available by email). It is also possi-
¥ Notify when ticket reaches 50% of the deadine ble to be notified before the intervention goes to its term in order to esca-
¥/ Notify when ticket reaches 75% of the deadine late it or to assign it to another technician.

» Helpdesk administrators can now indicate whether they wish to be
informed of the different alert thresholds regarding the intervention.
Alert thresholds are calculated from the due date of an intervention
and are set at 25%, 50% and 75% of maturity.

© Landpark SAS. All rights reserved



ACCESS TO KNOWLEDGE BASES (USERS = LEVEL 1
AND TECHNICIANS = LEVEL 2)

=‘ A Landpark Helpdesk v.3.9.1[47] - .. %
= 2 e & @ ] [B- ooge Slea & oAl =
9 7 A AR ad me owledge base
« -aw.ﬂ‘ 2 ?

Landpark Adninstrator | 193
Sign out | Search Solutions
About T @ Netvork phone Al Hardware incident
News Photocoper
e i
52 ncdents
= 5 rmoserast
Create request & g:mf:::_;
camasinpanais ||| 4 2
View requests 2 Network devices
823 Non-IT Assets.
1) Operating System
View tickets & Peripherals
Tensasase
supiescrsase [ somsns
e B name sue
accessble o ol sers) .
o [ S B8
Conparymaion

Notcatons
Memos
Ticket search
Queres
sttsics
Projcts
Suneys

Landpark® Helpdesk
Enhance your service desl?;ay providing
your IT department with an enterprise-grade

Settings
Sessions

help desk solution. Benefits

® LANDPARK

7 LANDPARK

LANDPARK HELPDESK

o] 01 [@ S 5] B

SEIE AP e g =

» You can have your users to access a knowledge base (level 1) to allow them to seek themselves one
or more solutions with links or attachments.

» This accessibility (level 1 or level 2) is precised when you define a solution to a problem.

REQUEST TYPES

[ Search SOLUTIONS
S e / H Name: Hardware inddent /

Levek: 1(accessible to anyone)

5@ parcvare nodent N _ _
9 proter sam Instructions: [olytion for hardware incident
Random prted haracers
Network ndent
5. Softvare nacent

5423 Netnorkdevices
Dton-T Assets
12 Operating System

2y Perpherds -
-fEeiiizic] Add attachment (3 fichiers)

2y Problems Available URLs:  Add URL

e ot v S o,
=

B servers

5 2y Servie contracts Solution for hardware incident
2y Service requests

Ayservees

& 2 Softvare

523 Workemveonment
orstatons

B @Ster

@site2 =

|Solution for hardware incident
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RESEARCH ON TICKETS HISTORY

B ondoarkepdeskv39.1 1471 %

Pl d 3 &

LANDPARK ouresdm

ket search Thu

17 unread memos e

Landpark Ad Request type
e ddfmmiyyy Search
— @n -l

Sign out
Avout S Eyemvwonment
News Netwerk hone
Ghange password Protocoper
Poer g

Selsctuser A incdents |
Create request femork

a  Ticket Y Network devices.

Create simple request
View rsquests

mamemae
LCLLLLLI
rEEEE
El
i
&

erpher

e prner ssue
View tickels _ |
Tech schedule Affected equipment
Suppler schecule b @sie1 A

status: [~ pending sssgrment ™ confimed 8 Hesdcuarters
T~ assigned I dosed -4 Main buidng
Knowledge base enhad ™ recpened & o7 Ground foor
I tooveted 5 ¢ Techrica aperatons
3 [ADMIN-2C-0001] ODIN
. -
Company information (Assioned t: 2 pooEpc000)
Notiications a technician: @ [Sdkctan mhouse tedicen ¥] 9 [xERNELPC0003]
€ e wamammetzon 3 55 [BUC 1 Laseret 1100 (45)] P Laserlet 1100 (45)

Ticket sear 2

ickst search asupplier: © [Sclectasuppler ] € soapyard 1

@ stk
Statisties options: [ am @ste2
G I™ requrg cfimotin @stes .
Suneys
Setings
Sessions Landpark® Helpdesk
Enhance your service desk by providing
% LANDPARK your IT department with an enterprise-grade
help desk solution; Benefits

\,

e > LANDPARK

LANDPARK HELPDESK

eud 22 mai 014

B2 @G e,

» Complete and detai-
led research of all inter-
ventions history (by user,
by keyword, by date by
status, by technician by
location, by problem

etc ... ) and can be expor-
ted to Excel.

% LANDPARK

msp B0 8,

FLECEE oo o W £
;:::’: o S [& 8| [F == 9] |[FiRenoyers n igne stomainsenert] | stancard - K & [roma nsatistaant - Hm T ‘j.j ;;:::z::@nw 5
S Sttt e (9189 ] O ] B v i [ g o e e sa e st | 5T
i e 5 soe - eatie e conses eston
DotecestedDeserpton el oy Uear Ticet 10 Toket et Techmican
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QUERIES

Eichier  Edic E——

Landpark Administrator]

FaEeT
Sign out focator Demande. dem_datecrea AS [Request date],
_— Dmnamae: browmnee oy =aipied sy Landpark Helpdesk ]
News o o e b mamenance anrect e e e, s 100% for a better technical support
Change password ] Loaned devices casE e e Teo! =T el M IS NULL THEN

- e TeC

Q oraorg e O VLS RO B0

FOURNISS RAISON_SOCIALE EN

Selectuser {1 service requests END AS [Technican],
Create request e SRR ‘CASE WHEN Interven.int_datePlanif IS NULL THEN Not Planned ELSE Planned END AS [Planning],

1) CPU-elated tickets PLANIFICATION DATE DEBUT AS [Startcate],
DA DT [ Hard drve reated tikets PNFICATONORTE 08 o],
View requests ) Nebwork-card-elated ickets Interven, DUREE. [Expected lead tme],

[l Network element.related tckets erven OUREE REELLE ITERVBTION A5 (R eod b

(0 NonTT-asset ek ste_type.pty_ib AS [Hardware typel,

Interven. CODE 1 jce 0],

View tickets [ Perpheralelated ikt e DR e el L
Tech schedule Ly prnterelsted ickets inerenn_ieCtre 5 Cose ]
Supplier schedule Ly Software related tickets

(J Tkets by technican [ LEFT 30 poste_type Ot oste ety = UG FAMILE poSTE

£ Software related queries INNER JOIN Interven ON Interven, UCCLEUNIK = UC UICCLEUNIK

User-elated queries INNER JOIN Demande ON Demande.dem_d = Interven.t_iddemande.
Knowledge base =] a SO 200 el -
e Request date Ticket date Ticket 1D Request Technician Planning  Start date End date Device 1D Devicename  Closed on
e S/9201LHISIAM  B/I9/2DI1I0ISHIEAM  INTIOS Not Planned o030 o000 Workstaton 008 PC-0002

Noffications sfz2/2011 12 syz2/2011 12 wrio Not lanned o030 0000 Warkstaton D0EPC 0002 S22/t 123427 PM
Memos e 1226 wrio arar Paed  1I2/Z128SS00AM  1112/20129:25 o030 0000 Workstaton 0001 12/10/20128:3104 A
WL 2RSTOM T2 Kernel Joe Peed  L/IDR2EIS00PM  1VIDRE4S00P 0030 00:00 Workstaton ADMINAC0001  OOIN 12/10/20128:30:57 A

WSS YIRS INTIZ3  Antvius problem ith my PC Plamed 0030 00:00 Workstation a0
wjopmRsszRM TS NotPlanned o0 o000 Workstation aLois auors 12/10/20129:55:00 AM

Projects
Suveys

05AM  INTIZG Kemel Joe Pomed  3/19/20136:20:00M  3/19/20136:50:00PM  00:30 00:00 Workstation BLo1s Ee
a7AM INTIZY Adminstatorlandpark  Plamed  3/18/20138:40:00AM  3/S/2D13S:10:00AM  00:30 00:00 Workstaton sL01s 01
:35PM INTIS0 Not Planned 00:30 00:00 Workstation ANGERS AnGERs 3/19/20136:02:57PM

12/10/2012:
12/13/2012:
3197201361

Settings IWILDO4AM  DIBE0SAM  INTISL  wgent please Morales Kendall Plmed  S/22/2014 10:40:00AM  5/22/2014 1L10:00AM  00:30 00:00 Workstation sLois sLois
Sessions 3/26/2013 1106:34AM  3[26/2013 1106:45AM  INT133 Morales Kendal Planned 3/26/2013 1:10:00AM  3/26/2013 11:40:00 AM  00:30 00:00 Workstation BLOIS aLoIs 4/30/20138:29:52 AM
B4 IZ29AM  ABR0I4IVAM  INTISS Kernel Joe: Plomed 482014 10:20:00AM /82014 10:S0:00 M 00:30 0200 Workstation BLo1s oI §/22/2014 10:32:00 AM

LANDPARK.
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s/22/2014
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STATISTICS

Detailed Statistics
on your tickets exporta-
ble on several formats

L'Ik'wnnvl @Wﬁﬂ

LANDPARK
Sign ut
Aot
News

Change password

Selectuser
Create request

Create simple request
View requests

View ickels.
Tech schedule
Supplier schedule

Knowledge base
User information
Hardware information
Company information
Notifications

Memos

Ticket search

Sunveys

Seftings.
Sessions

% LANDPARK

0 unread me: Statistics
umber of requests
Nember of requests
Nember of requests by conpany.
Number of requests by location

Number of requests by ste J—

Nember of requests by problem -

Nember of requests by user
Number of requests by hardnare type

Humber of tickets s
Number of tckets
Number of tekets by techrican
Nember of tckets by resolution type:
Nember of tckets by status
Number of tekets by lead tme

= Lead times
Lead tmes
Lead nes by company Jr— — = R
Lead times by locaton 5 =
Lead tmes by ste -

Lead times by problem e

Lead times by priority

Lead times by user " . . —
Lead tmes by hardare type

Lead times by fild technican

Lead times by resoluton type

Landpark Helpdesk
100% for a better technical support

LANDPARK HELPDESK

Wermron

LANDPARK

s ) e

e

P S

e e 3 [F) Dby

Hmber o ke

Number of tickets per day (weekly view)

)

J—

Number oftckets per day (weekdy view)

RIS TP ZA W ST

ey 1o o) o Jome Mewwotions o W
ey o ey s Lo Nowwotious Ty ST

IREEE

mleeo i
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SURVEYS AND POLLS

BY oncoark Hepdesk v.3.9.1[47] - %

¢ [B- oo

LANDPARK

Main menu
Sign out

Users
Analysts

Tech/analyst groups
Suppliers
Unavailabilty
Automated scheduling
Priorites

Knowledge base
Escalation
Requesttype fiter
Newsgroups
Hessages
Preferences
Sessions

Bankholidays
Working days

Codes
Approval workdlows
Resolution types
Action types

Titles

Languages

Surveys

Make your own
polls and surveys
through multiple
choice, single
choice or free
response asked

User profles
Company profiles

poere] 0 [@ (23] 5

< | 17 unread memos

CAE

Surveys

Title

Customer
satisfaction
survey

Workplace
satisfaction
survey
Annual poll

0 usage
statistics

Exprationdate _Description_ Reavesttpe
5/30/2015 Desaiption
Ay st
smis o
tacin
ommis desapton
ommis VLS
9/2/2015 Desaiption Photocopier

to your users.

You can then ob-
serve the result of
these surveys and
polls as statistical

Landpark Helpdesk
100% for a better technical support

Customer satisfaction survey

Oesarpton

P ——

[eoemere] G [@ ] s

13 A I

Survey results: Customer satisfaction survey

M @O e, |

[

A FES0 mam
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FEEDBACK QUESTIONNAIRES

Description

Description

1

Control type
The intervention time is: CheckBox *
The answer provided by
Wi =
the technician was: DropDownlist X
The technidan was: RadioBox >
Do you have remarks? TextArea >
Enter the name of your TextBox ®
technician: -
23 o e
Descriptios
’
N T 11137 (Cosed) I A\Provide feedback on this ticket I
The intervention time is:

1 Excellent 0.00%
2 Good 0.00%:

3 Reasonable 0.00%

4 Fair anly 0.00%

5 Mediocre 0.00%

» In addition to existing surveys, we can now bind feedback questionnaires to certain type
of request, that is to say that we can obtain a feedback form questionnaire from the user when
the ticket is closed.

» The above screen shows a survey related to customer satisfaction for intervention on « copier »:

This means that any request 'Copier' will result in a return of information from the user at the clo-
sing. The above image shows the link that appears after the closing. The link takes the user
to a questionnaire page. The feedback questionnaire can be as short or detailed as you want.
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AUTOMATED ESCALATION

Escalation

Landpark Administrator

] Main menu
Sign out

Users
Analysts
Techianalyst groups
Suppliers
Unavailabilty

Pri

== =

Newsgroups
Hessages
Preferences
Sessions

fobe changed / budget request

Request of type A

Bank holidays
Working days
News
Suveys
Projects

— Codes
. ™ Approval workllows

Languages

Request of type A after escalation

User profles
Company profiles

(2

Rl P ED ez -

» Automatic escalations allow you to configure your helpdesk in order that certain types of requests
becomes related to other requests, this to easily operate a functional escalation.

» For example, a problem (or request) of type A may be related to a problem of type B, so that at the
end of an intervention, the application will create a new request with a problem of type B. The technician
can then confirm to validate and create a second request.

» Note that the chaining of problems, thanks to automatic escalation, is not limited to two types
of problems: you can link as many types of problems that we want.

» The image above shows a setup page, in which it was specified that a request for « netwok incident
on server » should be linked and escalate to « budget request ».
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WORKFLOW / PROJECT MANAGEMENT

)
Y

Marque pages  Qutis

By Loncoack elpdeskv.3..1 (47 -

Plird & A =

LANDPARK © 17 unread memos Projects

Software project

Sign out

About

News “Tile Commun

Change password Desarpton Project description goes here.
Startdate 8/18/2011

. Pricrty MEDIUM PRIORITY

Selectuser Status Tn progress

Creste request

Create simple request dministrator Landpark

View requests Adminitratortandpark

Viewtickets

Tech schadule
Supplier schedule

Knowledge base
User information
Haraware inormation . T ) sy e
Company information Secend ey

Notifications. = Order additionall ponents
&

Sefings
Sessions

» This feature allows you % LANDPARK
faster and more efficient

projects management. For

each project, you can desi-

gnate one or more persons

Projectduraton (norking cays): 12
Total duraton: 16

Start date: 8/18/2011
Foih date: 9/2/2011

Showride tosis

to create a multitude of tasks o] (0 [@ i me 1| B 12| €] = e X
with different status and a list el R e L
e

of participants. You can also Lo g o v 3 o
specify for a task a list of pre e S—

Low ot
assembly. PRIORITY (1 started

-requisite tasks. smnca
ot 3

ey Completed 0% 2 [rameyeserty S [ = O

> Youcanviewyourproject [ v S —r—

graphically and get in an I — s

[N e ) — S

Software
installation

: . Conpary [T hcompmensare AT Wt g, [oammEeeE] [ F 0
instant, a clear and concise T " o

vision of the progress of the Pl e M o o Fesesss [ H D
project and a detailed des-

cription of each task. ———

Pricrity [MEDILM PRIORITY =
» You can also get a calen- sooe (o= 5]
dar project planning accor- i
ding to its starting date to its [——— x
tasks (depending on their =
Jernings Clyde x
duration and their combos).
Title Description Priority Status Progress Duration Prerequisites Members

Ty LR Ot e o H [ = 8 x

components T oriere T PHORIY © progress 0% 1 [mvms 3] | = 8x

P:E'::.“I:l:v ‘Components are assembled. PR::Z:I]“(" mm:u’ 0% 3 |mdevmmpﬂnems L‘I LI x

Tl Company |AJI |
VSnﬂware Software is installed and AGREEMENT Completed 0% 2
sintates st ki Title Description Start date Priority Status Manager(s)

w2 o

Project description

goes here. 8/18/2011 PRTCEE:‘LI'J\':“. In progress Administrator Landp > >

Software project

URGENT =0
IT project description 8/22/2011 PRIORITY & Mot started X
Digital asset Digital asset

i mr -] &
e ma:raogjir:tent 8/22/2011  LOWPRIORITY ©  Not started x

Add project
- |
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ACCESS TO DATA FROM YOUR ASSET MANAGEMENT
SOFTWARE - LANDPARK MANAGER

LANDPARK s 7 unread memos User information

Landpar e [ e [ e
[ )

News

Selectuser

e | Hordware | Details | Network | Software | Contrats | Tickets.

Family Name
LANDPARK Defragder 29
Rt o e 2
Company information Microsoft Office Publisher 1m0 GWH28-DGCMP-PERCA-64MT-3HFDY
Nothcatons

Moosoft Offce PowerPoint 110 (GUH25 DGCHP PERCA-GIAHT-SHFDY

Fardware datashest

| Hardwore | betals | Netwark | Sofware | | mnnl uu!

Ticket ssarch
Queries
Statistcs
Projects
Suveys

Full detail of materials

Sessions

Problem.
Sofare - Antus

and Non-|T assets % LANDPARK e i

attached to the user ;

hon Grvirion SER——

e s

Technican Ducdate

Softare - Antus Markiten

Hortvare et P s Kenc s

Full detail of materials -
linked to the request s : . S

3

LANDPARK ges | 17 unread memos Hardware information Thursday 13:27
Landpork Adminitrator [Ccomomy> S [Feemmrs = sexch B
» Devee Manufacturer Serial umber Company

Sign out
About o

Change password

Selectuser
Create request

Create simple request
View requests Hemory: 4095

w0 Name:5L0IS

05 Microsoft Windows XP Professiornel ‘Serial number:To e Filed 8y O.EM.
Family: Workstaton

Manufacturer: MICRO-STAR INTERNATIONAL CO. LTD.

Inventory date: 52212012 3:2401M

Viewlickets 1P address: 10.0.0.101 Hodek:Ms-7345
Tech schadule

Ll Acquisition type: Achat Status: Serviced

[

Stock :Ste 1-Stock

Location: it 1 -Stock

—_— com
Company information
Noffcations

— S o ‘

Jcketseacy Inte(R) Core(TM)20u0 CPUE4S00 @ 2.20GHz Genunelnte! 208
Queries

Statistics
Projects

v
pervhers

T ) —— s

b e ———————— overs o f—

® LANDPARK ‘Souris Mirosoft PS/2 Microsoft ‘Serviced
/AAGSCIRI IDE Controller (standard mass storage controllers) Serviced o

Ecran Plug-and-Play Serviced

R — [IEPES— -

b it 535 e —

S e -

) 9ty Uil Cntr 2537 e —

) 9ty o Cn 55 - -

|

& Al p@o 5= -

Full data from your asset management software, Landpark Manager
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ACCESS TO DATA FROM YOUR ASSET MANAGEMENT
SOFTWARE - LANDPARK MANAGER

o 2 JCIES)
Landpark Helpdesk v.3.9.1[47] - .. %

t.corusnet/Accuel framesGD.oz0

c[B- cocoe Plerd ¥ A =

User information

e
T s ? I
e

5 = I

—

Selectuser
Create request
Create simple request
View requesis

Hardware  Details | Network | Software Contracts | Tickets|

misois Name:aL0IS

05: Miosoft Windows XP Professionnel Serial number: To Be Filed By O£,
Family: Workstaton

"Manufacturer: MICRO-STAR INTERVNATIONAL CO. LTD

Viewlickets
Tech schedule
Supplier schedule

Memory: 4055
Inventory date: 5/22/2012 3:2401 M
1P address: 10.0.0.101 Model:S-7345

Company information
Notifications.
Memos
Ticket search
Queries
Statistics
Projecs
Sunveys

Stock:Ste 1-Stock

Location: Ste 1 - Stock

Comments:

Processor Manufacturer Clock (1H2).
IntelR) Core(TM)2 Duo G @226 Genuinelntel 208

. Capacity

& 072 0 servced

i ————————— 1

. E Desaription Manafacturer Status

Full detail of the Genierstandord 101102 tuches o cavier Merosot Natra KeyboordPS/2 (Caviers tanard) Serviced

Sorsiaosats72 Mossft senied

network e qu i pme nt i e (Standard mass sorage contoler) serveed

aranPog-an oy sereed

. C [ — et de oA s sened

linked to the P e

nteIR) 1S Farly US3Unversal Hos Cotrales - 2934 " senied

nIR) 1CHS Fary US3Unversal Host Conales - 2935 e senied

i) 119 Farly US3 Unversl ot Conols - 293 e senied

Ell R[4 [ B D) s B

~rTe————— Searchkey: [ <Compeny > 3] [<Devieetpe> o]
Type
Sign out
About
News
Change password

Selectuser
Groate requast
Create simple request
Viewrequesis
& Description MAC address

Marvel Yukon S8ES053 PCI-E Ggabit Ethernet Controler 00-173116D7C

View tickets Cart réseau ASUS 802,11 00-1731:30.00-41
Tech schedule
e schedule

Full detail of each
network elements

Company information
Notifications

INetwork interface card datasheet

Memos
Ticket search
Queries Hain | Contracts | Tickets 2

Sunveys

Seftings 1P address: 10.00.115

Sessions MAC address: 00-17-31-16-D7C

% LANDPARK
Acquisition type:

rotocol 1P address. Hask Gat
e 10.00.116 255.255.255.0 0002 e o Non

A B0 =
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ACCESS TO DATA FROM YOUR ASSET MANAGEMENT
SOFTWARE - LANDPARK MANAGER

LANDPARK ¢ 17 uncead memos
sescniey, [<coma> 5] [<oevertpe> 3

Selectuser
Createrequest
Greato simpl roquest
Viow equssis

ot oL etk s

Viewtcals
Tech schedls
Supperschedule

Companynformaton

Full detail of installed
software

LANDPARK ¢ = Hardware information
[weers -
anufacurer Serstnumber
Sionout
Avot

Crange passwora

View tioels
Toch schedule
Total software boences:o

Acmistion troe: At

Status:oaiored
cence er:

sttstes ot rogm e

Prjocs

Suneye

w0 e

@

v 5[ @ w0 9

Full detail of all contracts
linked to the item o s

eterence number

Worranty nformation

Atrbtes

Contract 1 cONT G802 Amendments:0

Setings
Sessions

% LANDPARK

Company:sie 1 ‘Suppir:oe Corputas rc.
Contracttype: Service levelagrecment ype:ecar shop

Extersiontype: Tumaround e 3 e

stardate: 1m0 Expraton date: 1072015
Perodienty Date of payment:The 0 f e

Al Ry o .
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ACCESS TO DATA FROM YOUR ASSET MANAGEMENT
SOFTWARE - LANDPARK MANAGER

Hardware information

eaws H-[ Sexch

Name. Hanufacturer Serial number Company

Sign out
About

Change passuiord

Selectuser
Create request
Create simple request
View requests

=T Landoerk Admisrator Network cevies - HibSritch

Tech schedule

Suppier schecule

Company information
Notfcations.

Memos

Full detail of all tickets oD —_ ot ot et

Quorios

opened on this item =

Ticket detals

-

Setings
Sessions

Attachments

Name
mantenance fom.cov 2ocets

prr———

[eroere] 0 [@ (Zff e 2]

olE|E

| A PEO -

Planning of suppliers

3 " 11720/12 102P RGENTPRIORITY
Rz Administrator | 420/

user: KADABWANGO Phone: Alar 1212 102

Request o017

status: Pending assgrment
Change password

Selectuser

request -
Greate simple request : - LANDPARK HELPDESK
View requests I

Technician Description

Test -Printer e 8 x

ewtccts Landpark Helpdesk
100% for a better technical support

KToWERE B Today | [Tpay | [§]Workweek | (7]week | (3] Month

rep =
e s i e v

Company information

T LANREARE _

i

LRGENT PRIGRITY @ | HEDILM PRICRITY © | LOW PRICRITY O | SERVICE LEVEL AGREEMENT / SERVICE CONTRACT °2 @ | CRITICAL PRIGRITY O | UNDER CONTRACT /IN 2HOLRS © | NGER CONTRACT / N 4HOURS @ | SERVICE LEVEL AGREEVENT / SERVICE CONTRACT N 1 @

Al o2

[®

@9
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ACCESS TO DATA FROM YOUR ASSET MANAGEMENT
SOFTWARE - LANDPARK MANAGER

LANDPARK ' 0unvead messog Hardware information
sewcnter: [<Canparr> 2] e ine 2] [Ssemcrter> = -
= :

Sign out
About

ADMINAC-0001

Change password

Selectuser

Create request

Create simple request

View requests e Viorkstator
vikstator

viorkstaton

viorkstator

Del e i

staton Del e Qs
Viewtickels Virkstaton MICR INTERNATIONAL CO. LTD TobeFedsy OEM.
T ftaton MICRO-STAR INTERNATIONAL CO. LTD. TobeFedsy OEM.

Supplier schedule

otaton MICRO-STAR INTER»

MICRO-STAR INTER»

co.m TobeFledsy OEM,
IONAL €O, LTD ToBeFledy OEM,
Ggabyte Techobogy Co. Lt

B050
s016

taton

Knowledge base

creNoNCEAUX Ggabyte Techrobogy Co. Lt

asusTe

amputer e SSN12345678901234557

Full search for all items

contained into the asset
management database

Landpark Manager
LANDPARK Landpark Helpdesk
100% for a better technical support

LANDPARK HELPDESK

;e
il R ST

b Conptes mork

LANDPARK m User information
cangeny: [Foses =] rird

[tast name]
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SETTINGS

Settings technicians
regarding their
availability and skills

Settings groups
of technicians skill group
or geographical group
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Settings news

categories of news

by company or location are
created in which we
display them in the main
menu

News displayed in the
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