
SERVICE DESK WITH 
LANDPARK HELPDESK

Improve turnaround time by deploying 
a dedicated help desk solution …



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

How better choose                         
your service desk

Successful 
implementation

Avoid complex or too simplisticAvoid complex or too simplistic 
solution

You need an evolutionary             
and open tool

A solution able to answer           

OBJECTIVESChoosing your service 
desk

STRATEGIC 
CHOICE

your needs

If the selected tool is complex, goals to be reached will be blocked by its heaviness

If on 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.



Landpark Helpdesk                                                                             
is an indispensable tool for your technical teamis an indispensable tool for your technical team

Increase 
responsiveness     

by setting up your 

Extend your 
helpdesk to your 
entire corporate

Landpark Helpdesk 
is an evolving tool 

that will match y g p y
Helpdesk

entire corporate 
infrastructure your expectations

LANDPARK HELPDESK
INCIDENT MANAGEMENT

LANDPARK HELPDESK 
PROBLEMMANAGEMENT

LANDPARK HELPDESK
REQUEST MANAGEMENT



Enhance your service desk by providing your IT department         
with an enterprise grade helpdesk solution

A t i t i
Increase your reactivity       A helpdesk management 

extended more largely to your

with an enterprise‐grade helpdesk solution

Internet‐based queries

Acces to inventories         
and equipement 
information

by deploying a service desk extended more largely to your 
company complete 

infrastructureStatisticsNews

Automated escalationAlerts for overdue

Tickets history
Service‐level agreement 

(SLA)

Event‐based 
Treeview‐managed access 

rights to ticket lists

Automated escalationAlerts for overdue 
tickets

messaging system

Polls                Project Knowledge base
Schedules

and surveys
Project 
management

Knowledge base



LANDPARK HELPDESK
Process to open a request

Opening a ticket               
by the hotliner

Process to open a request

y

Treatment  
of the 
request

Request opened                     
directly by the user

HOTLINERHOTLINER
LANDPARK 
HELPDESK

Request sent through an email



LANDPARK HELPDESK
Process to treat a request

ASSIGNED TO AN HOTLINER

Manual or automatic assignement 
to hotliners schedules 1

Process to treat a request

ASSIGNED TO AN HOTLINER

ASSIGNED TO A GROUP OF HOTLINERS

ASSIGNED TO AN EXTERNAL PROVIDERTreatment 
of the

1

1

1

TREATMENT AND  CLOSING  OF THE REQUEST

OR REQUALIFICATION AND  CLOSING

of the 
request

2

2

REPORT AT THE CLOSING

RESOLUTION AND ACTION TYPE AT THE CLOSING

CONSULTATION EVENTS REPORT AND STATISTICS

HOTLINER

Life process of a request

3

3

4 CONSULTATION  EVENTS, REPORT AND STATISTICS

Messages send back by email 
according events

4

Requests databases



Increase responsiveness by establishing                       
h l d k tyour helpdesk team

 Any technical data gathered by the inventory and any 
management analysis incorporated into your IT management 
should eventually allow you to set up a user‐oriented helpline 
service that best suits your businessservice that best suits your business.

 Built on an incident and configuration database the objective 
of your support team is to find rapidly solutions to increase 
user productivity.



Incident resolution management extended                                
f fto the entire infrastructure of your company

 The idea of a Helpdesk can be defined in broader terms and 
allow you to operate on other equipment (telephones, copiers 
etc ) or other req ests (liabilities cons mables etc )etc ...) or other requests (liabilities consumables etc ...).

 You must ask yourself the following questions: who would 
attempt to solve technical problems using a simple Access 
database or an Excel file?  How much does it cost to set up         
a Helpdesk that deals with your entire infrastructure?

 Compare the cost of hiring staff dedicated to user support with p g pp
the productivity gains obtained by reducing the unavailability  
of computing equipment. Choosing a helpdesk tool is justified  
if one person is no longer able to cope with computer 

i t I t f t i t t th imaintenance. In terms of return on investment, the savings 
are quickly tangible.



Choose the helpdesk tool 
that is best suited to your needsthat is best suited to your needs

 Choosing an unsuitable solution for your organization ‐ without 
taking into account the expectations of your users in terms 
f i i t t th bj ti f b iof service ‐ is contrary to the objectives   of your business.

 Above all, your helpdesk must be effective. If the selected tool 
is complex, the objectives will be hindered by its bulkiness. On 
the other hand, if the approach is too simplistic, it will not meet 
your requirements.

 The flexibility of our applications will offer the best solutions y pp
compared to heavyweight and poorly adapted products: 
Landpark Helpdesk is an evolving tool that matches your 
expectations.



Landpark Helpdesk is an indispensable tool      
for your technical teamfor your technical team

 It allows you to organize real‐time automatic transfer of any request for 
assistance to the support center ‐ to enable you to optimize incident 
resolution steps and troubleshooting.

 Your technical support team will handle their schedule in real‐time 
and better manage their technical operations across different locations.

 You will be able to respond to a growing number of requests without You will be able to respond to a growing number of requests without 
having to increase the number of technicians.

 By optimizing the processing of requests and reducing the number of 
user calls your technical support team will be able to optimize its workuser calls, your technical support team will be able to optimize its work 
by focusing on more complex problems.

 Accessible to all your staff, it allows your technical team to streamline 
all your processes by providing an effective response to all requestsall your processes by providing an effective response to all requests.



How Landpark Helpdesk helps you reduce costs

 Our technology allows us to offer a customized support organizationOur technology allows us to offer a customized support organization 
thereby allowing better management of your displacements and 
maximum visibility of your assets. 

 Without having to install any software, you can check all your g y , y y
equipment via the Internet, track your incidents and requests manage 
your applications, view equipment‐related contracts your needs, your 
incoming call statistics and calls by problem type.

 Information is accessible anywhere, anytime: automatic identification 
of hardware and technical composition identification of all installed 
software, access to the knowledge base.

 Landpark Helpdesk can effectively manage your technical support. 
At the heart of your IT management, it is essential to communicate 
all your information via the Internet.



LANDPARK HELPDESK
helps you manage service requests efficiently

Request made by a hotliner     
on behalf  of a user 

helps you manage service requests efficiently

Request directly made        
by user

Email-based requests

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

Acces to inventories and Statistics Service-level agreement Automated escalation Treeview-managed access 
equipement information Statistics g

(SLA) Automated escalation g
rights to ticket lists

Schedules Knowledge base Project management Polls and surveys Event-based messaging 
system

Alerts for overdue tickets Tickets history Internet-based queries News 



3 request types are made possible 
with Landpark Helpdesk

1/ Request is made by a hotliner 
b h lf f 2/ Direct request made by useron behalf of a user  2/ Direct request made by user

Hotliner selects user 3/ Email‐based requestHotliner selects user 3/ Email based request

Request form is filled out

User access to level 1 resolution 
informationand knowledge base

Request creation Technician access to level 2 
resolution informationand 

knowledge baseknowledge base

Assignment to tech or supplier Ticket information is updated 
when necessary

Messages are sent according          
to event type

Ticket closure



1 Requests directly made by a user

 Tree search with 
problem‐relatedproblem related 
keywords.

 Ability to attach files 
or forms to request 
i iintervention.



2 Requests made on behalf of a user

 Tree search with 
problem‐related 
keywords.

 Objects linked to the 
user.

 Change priorities 
depending on access 
rights.

Att h fil t th Attach files to the 
request.



3 Requests made by email

 Several types of email templates containing free text or optional variables 
with Landpark Helpmail can be set up and received by Landpark Helpdesk.



Automated scheduling

 The automated scheduling feature allows you to assign 
one ou more technicians to a given request type.

 Ticket that are marked for automated 
scheduling are automatically assigned                
to the right technicianto the right technician.



Validation chains

 Validation chains allow you to specify who is 
responsible for validating specific requests.

 A validation process can be defined so that 2 
people (visible in list) are asked to validate a power 
grid request for instance.

 Those 2 persons will be required to validate this 
request in a pre‐defined order. Every time an 
authorized person validates a request of this type  
a notification is sent to the next person in the 
lid ti h ivalidation chain.

 The example shows a power grid request ready to perform under 
validation.



User impact assessment

 Shows what users are affected by a given 
ticketticket.

 Affected users can also be notified by email.

 The above example shows 2 users that       
t ti ll ff t d b i t l t dare potentially affected by a printer‐related 

incident.



List of tickets by status

 Displays the expected 
lead time the opening p g
time and processing 
time when closed.

 Problems and 
i t d l tiassociated solutions.

 Remote control.

 The user can view its 
ongoing requests list 
to know the status of 
each of its requests.



Contract alerts

Sh th i t t t t th t h The ‘Contracts’ tab on the ticket details 
page.

 Shows the maintenance contracts or guarantees that have 
expired, and that are related to the current ticket’s 
hardware information.



Technician Schedule

 Technician schedule, technical 
group schedule or suppliers 
with recurring taskswith recurring tasks.

 Schedule can be exported             
to Outlook.

C l d i b d k Calendar views by day, week            
and month.



Predefined messages                                                                             
are sent according to event types

 Messages are 

are sent according to event types

automatically sent via 
email depending 
on the event.

 Possibility of forwarding Possibility of forwarding 
messages 
to newsgroups.



Closing the ticket

 Ability to specify   
a resolution type       
and an action typeand an action type 
when closing.

 Ability to suspend  
the ticket, mark it for 
llb kcallback or 

requalification.

 Report is fed to       
the knowledge base.the knowledge base.

 Detailed ticket history.



Searching for a solution

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

 To provide the support team 
with a technical (level 2) 
knowledge base. 

 Attach solutions and relatedAttach solutions and related 
forms to help users 
and technicians.

 Enriching the knowledge base  
h l iwhen closing.



Searching for items that are associated 
with each userwith each user

 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 
and returning detailed item information.and returning detailed item information.



Memos and alerts for overdue tickets

 Alert by memo or by email 
alarm for overdue tickets.

 Suspension or reassignment 
of tickets to other support 
technicians.



Alert levels

 Helpdesk admins will be able to specify which alert 
levels should be calculated in order to be notified 
f ti k t’ i i ti b f th d dliof a ticket’s remaining time before the deadline.

 Available alert thresholds.



Ticket history

 By keyword, by status, by 
technician or supplier  
etc …  in the solution             
or equipment tree.

 Full ticket details can be 
exported to Excel.



Queries 
You may use tools such as Crystal Report, Business Object, etc.You may use tools such as Crystal Report, Business Object, etc. 

 100 predefined SQL queries exportable to Excel.p Q q p



Statistics

 Complete predefined metrics and statistics.  Can be exported to several formatsp p p



Polls and surveys

 Feedback polls.

 User surveys.

p



Feedback questionnaires

 Gather feedback information thanks to a feedback questionnaire that          The link takes the user to a feedback q
is accessible whenever a ticket is resolved.

 A request type that applies to software incidents can for instance give way 
to a feedback questionnaire that will become accessible to the user who 
made the request once the ticket has been resolved

questionnaire which may have as much 
detail as required.

made the request, once the ticket has been resolved.



Automated escalation

 Automated escalations allow 
certain types of requests to becertain types of requests to be 
related to other requests in order 
to operate an escalation.

 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 linkedprinter cartridges should be linked 
and escalated to a request          
for paper.

 Request type A or initial request.

 Request type B or request after escalation.Request type B or request after escalation.



Project management

 Planning, scheduling, project phases with percentage of the 
state of progress of each project phase.

 Description, priority, status 
advancement, prerequisites  
and participants.

 Who is involved in the project, maturity of the project,etc ...



Technicians management

S h d l Schedule management          
and languages.

 Skill management 
in terms of incidentin terms of incident 
resolution.



Managing groups of technicians

 Management by 
geographical groups 
or skill groups.



Absence management

 With immediate view of the schedule.



Priority management

P i iti i d Priorities are assigned     
to organizations / locations 
and can be specific.



Problems and solutions settings

 With files, links and attached 
forms.

 Lead time, priority                    
and keywords.

 Assignment to technician 
responsible for solvingresponsible for solving 
the problem.



Ticket code settings

 Resolution type can be assigned to an organization with possible 
action type.



Preferences

 Email alerts for overdue requests.

 Default schedule view.

 Schedule overbooking 
and backdating.

 Allow task scheduled before                    
a ticket’creation date.

 Delete task that have been 
scheduled after a ticket’s close 
datedate.

 Schedule views.

 Email alerts for overdue requests.



Access rights

 Immediate technical support       
from our team to help you set up 
helpdesk permissionshelpdesk permissions.



Company profile settings

 Quickly configure various 
settings from your dashboard.



Activate display filters when users make requests

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

 Possibility therefore to join 
together others departmentstogether others departments 
concerned in the 
management and technical 
support  of your others 
assets.



News Setting

 News can be assigned                       
to categories by posting 
announcements in 
Landpark Helpdesk’s main 
menu.



LANDPARK LICENSES
1. Asset tracking

Landpark Inventoryp y
2. Snmp inventory

Landpark SnmpLandpark Snmp
3. IT Asset management

Landpark ManagerLandpark Manager
4. Active Directory/OpenLDAP

L d k A ti Di tLandpark Active Directory
5. Issue tracking / Service Desk

Landpark Helpdesk



A PROJECT APPROACH TO HELP YOU

Project Management

T
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Getting Started
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Recipe of
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Exploitation
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and upgrades
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Following Exploitation

Technical Support



LANDPARK
A comprehensi e ClientA comprehensive Client 
Support Program

TREAT EACH AND EVERY CUSTOMER AS UNIQUE1

PROVIDE THEM WITH OUR UNIQUE TECHNICAL EXPERTISE 
AND KNOWLEDGE2

ADDRESS THEIR REQUIREMENTS AND VALIDATE 
THEIR EXPECTATIONS THROUGH OUR BENCHMARKS33

LANDPARK OFFERS FIRST RATE TECHNICAL SUPPORTLANDPARK OFFERS FIRST‐RATE TECHNICAL SUPPORT              
IN ORDER TO MEET YOUR OPERATIONAL NEEDS4

Landpark provides the kind of technical support that will help 
your organization address the most complex operational requirements



KEY FACTORS OF OUR SUCCESS                                      
WITH OUR CUSTOMERSWITH OUR CUSTOMERS

A th d l d t i i

 For a better management                  
f h i

Quality software

 For better analysis                  
f h i d

A methodology and training 
focused on the need of its 

customers

 To quickly respond to their 
d d id ff i

The quality of our technical 
support

 To provide them with 
i i l i

Developments at the forefront  
of technology

of their assets.
 Contributing                            

to the development            
and improvement                   
of the performance 

of their needs                       
and requirements.

 For a rapid implementation               
of Landpark software.

needs and provide effective 
assistance.

 To better communicate     
with their teams.

innovative solutions.
 Landpark is committed         

to a quality approach.

p
of their business.



BENEFITS WITH OVER
700 000 INSTALLED LICENSES700,000 INSTALLED LICENSES

TECHNOLOGY
AN EXPERIENCE FOR OVER 20 YEARS

1

CUSTOMERS
OVER 700,000 INSTALLED LICENSES

2

LICENSES
AFFORDABLE PRICES

3

BENEFITS4

With an expertise and a know‐how recognized by thousands of accountsWith an expertise and a know‐how recognized by thousands of accounts 
the quality of our Landpark tools allows IT Managers the most exhaustive 
and precise vision for their data‐processing needs.



AGEFOS
ARMATIS

AXA
CHRONOPOST

OUR REFERENCES
CNRS
CPAM

DUSOLIER
EADS

EFFIA/SCETA PARC
GENERALE DE SANTEGENERALE DE SANTE

GEODIS
GRANDE PAROISSE

HONDA
HSBC

INSTITUT PASTEUR
JEAN GALLAY

KOMPASS
LA REDOUTE

LEAR AUTOMOTIVE
LUZENAC

MANUFACTURE JAEGER‐LECOULTRE
MEDEF

MINISTERE DEFENSE
MINISTERE SANTE PUBLIQUE BELGE

MITSUBISHI MOTORS
OPTIC 2000OPTIC 2000

PRESIDENCE DE LA REPUBLIQUE
PORT AUTONOME DU HAVRE

RAJA
SNCF

SOLYSTIC
TELMA
VEOLIA

VINCI PARKThey have  placed thei r   t rust



Landpark provides you with the best IT Asset Management and help desk software, helping you achieve optimal management            
of your resources.

Hundreds of major companies have recognized our expertise in the field, IT managers have successfully been able to exert fine-
grained control over their IT resources. g

Our mission is to :

TREAT each and every customer as unique,

ESTABLISH privileged relationships with our customers,

PROVIDE them with our unique technical expertise and knowledge,g

ADDRESS their requirements and validate their expectations through our benchmarks.

Our APPROACH to asset management and help desk technology has proven reliable and sustainable over years.

Thanks to the added-value of our approach, we are able to assist you in your projects.THE COMPANY

Founded in 1992, our company has acquired  
recognized expertise in PC software.

The company has since consolidated its 
technological proficiency with a practical

Our Landpark product range allows 
significant increases in productivity and       

a better implementation of IT asset 
management best practises thanks to the 

technical insight of our engineerstechnological proficiency with a practical 
approach by constantly analyzing the actual 

needs of its clients.

Since 1998, the company has consistently 
increased its presence in the world of IT 

asset management and has been a major 
international actor by successfully deploying

technical insight of our engineers.

Today, our company has become a major 
publisher with a large number of innovative 

solutions.

Our company dedicates a significant 
amount of its turnover to R&D.international actor by successfully deploying 

its solutions in blue-chip corporations and 
administrations.

The company has always been keen on 
selecting the right technology for                     

a successful development strategy.
Thousands of customers have already 

amount of its turnover to R&D.

Capitalizing on its customers’ experience, 
its developers are constantly at the 

forefront of cutting-edge technology.

installed one of our products.

LANDPARK ‐ LA COUETTERIE  ‐ 72500 – BEAUMONT PIED DE BŒUF ‐ FRANCE  / Phone :  00 33 (2) 43 46 53 67  http://www.landparksoftware.com/en/home 




