


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

STRATEGIC
CHOICE

Choosing your service You need an evolutionary
desk and open tool

A solution able to answer
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 team

Increase Extend your Landpark Helpdesk
responsiveness helpdesk to your is an evolving tool
by setting up your entire corporate that will match

Helpdesk infrastructure your expectations

LANDPARK HELPDESK LANDPARK HELPDESK LANDPARK HELPDESK
INCIDENT MANAGEMENT PROBLEM MANAGEMENT REQUEST MANAGEMENT



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

Increase your reactivity A helpdesk management
by deploying a service desk Acces to inventories extended more largely to your
and equipement company complete

information . .. i
Internet-based queries News Statistics infrastructure

Service-level agreement
(SLA)

Tickets history

Alerts for g

Landpark
H e ' pd esk Treevie-



LANDPARK HELPDESK
Process to open a request

Opening a ticket
Case N°1 by the hotliner

>
*

Treatment
of the
request

Case N° 2 l ...................

Request opened
directly by the user

HOTLINER

o LANDPARK
CaseN°3 | sunnnnnans o HELPDESK

Request sent through an email



LANDPARK HELPDESK
Process to treat a request

Manual or automatic assignement

to hotliners schedules

L 4
Treatment A
of the

request

HOTLINER

IIIIIIIIIII>

Life process of a request R

Messages send back by email
according events

ASSIGNED TO AN HOTLINER

ASSIGNED TO A GROUP OF HOTLINERS

ASSIGNED TO AN EXTERNAL PROVIDER

TREATMENT AND CLOSING OF THE REQUEST

OR REQUALIFICATION AND CLOSING

REPORT AT THE CLOSING

RESOLUTION AND ACTION TYPE AT THE CLOSING

CONSULTATION EVENTS, REPORT AND STATISTICS

OIO00IC/C10/0

<Illl

Requests databases




Increase responsiveness by establishing
your 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 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
to 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 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
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
maintenance. In terms of return on investment, the savings
are quickly tangible.




Choose the helpdesk tool
that is best suited to your needs

* Choosing an unsuitable solution for your organization - without
taking into account the expectations of your users in terms
of 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
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 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
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 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 requests.




How Landpark Helpdesk helps you reduce costs

Our 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
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 auser

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 o Service-level agreement : Treeview-managed access
: : ; Statistics Automated escalation : . :
equipement information (SLA) rights to ticket lists
Schedules Knowledge base Project management Polls and surveys EVETHAEEEE MESEEEE

system

Alerts for overdue tickets Tickets history Internet-based queries News



1/ Request is made by a hotliner
on behalf of a user

4

Hotliner selects user

)
A

User access to level 1 resolution
informationand knowledge base

Assignment to tech or supplier

3 request types are made possible
with Landpark Helpdesk

e LANDPARK

Request form is filled out

Request creation

Messages are sent according
to event type

Ticket closure

2/ Direct request made by user

Technician access to level 2
resolution informationand
knowledge base

Ticket information is updated
when necessary



1 Requests directly made by a user

bl Landoark Hetodesk v.3.8.1 (47] <= X

Tree search with
problem-related
keywords.

Create service request

LANDPARK

Phrone mumiber ; [0033 2 4753 88 50

Ability to attach files

or forms to request
intervention.

Amachments

Modify attachments

LANDPARK HELPDESK

Landpark Helpdesk
100 % for a better technical

T LAMDPARK




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.

= Attach files to the
request.

Fichier ~ Edition

Nouveau me

& ][ rechercher

LANDPARK

Sign out
About
News
Change passwaord

Selectuser

Create request

Create simple request
View requests

View tickets
Tech schedule
Supplier schedule

Knowledge base
User information
Hardware information
Company information
Motifications

Memos

Ticket search
Queries

Statistics

Projects

Surveys

Setiings
Sessions

LANDPARK

0 ul | 10 unread memos
General info

User name : [Administrator Landpark

Formulaires Equipment

® response sheet from engineer.xis

Request type”

Create service request

Phone number : [0033 2 47 85 85 30 Email address : admindemo@cerus.net

Hardware configuration Show user's hardnare

@) Crange - ALU managed service 1% [ADMIN-PC-0001] ODIN -
Qrange - CC Back office i - System devices

Orange - CC Data support 2 Printers

Orange - Corporate Care A Operating systems

Orange - L.T. -Eiling =1 [BLOIS] BLOIS

Crange - LLT. -INGVAS L, Display adapters

E-@ Al Orange - L.T. - IP Networks ¥ Network interface cards
£ Environment Crange - ISP
=4y Incidents Orange - Radio and Optimisation
Hardware incident Crange - SMC - RT (Services Management)
Network incident Orange - TMC-Core
Software inadent Crange - TMCRadio

£y Network Site 1
2 Netwark devices Site 2

Non-IT Assets Site 3
Site 4
Site 5

3 Printer issie

soon

(4 CDROM drives
© Logical drives
@ Memory

&g USB ports

T5¥ COMALPT ports

[T UNDER CONTRACT  TH 4 HOURS I Chedk, if you da not wish to attach hardware device information to this request Modify attachments

LL Hardware incident

L Lo divare inaden]

Landpark Helpdesk

100% for a better technical support

LANDPARK HELPDESK

Benefits




3 Requests made by email

B Loreor Hebpeesk v 201 41 % v e veen: sLoveiosimperien. K |

LAMDPARK 10 unread memos Service tickets Thursday, May 05, 2016 114

2 T
Adsrarater Landpark.
Reset mte

IEETN ot and i s | eprt | taipmen | contracts | mpact | ony
L reset sie
=

-

% LANDPARK

Banafits

Peradey) msyenent

= Several types of email templates containing free text or optional variables

with Landpark Helpmail can be set up and received by Landpark Helpdes

Landpark Helpdesk o

296 for a better technical support




Automated scheduling

S LANMDPAREK

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

Automated scleedaling

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




Validation chains

Marque-pages  Qutls 2

B Landpark Helpdesk v.3.9.1[47] - .. %

= Validation chains allow you to specify who is

responsible for validating specific requests. LANDPARK E—
Approval wordiows
A validation process can be defined so that 2 P— P —

Sign out

people (visible in list) are asked to validate a power SR . o e e
grid request for instance. N :

= UPS

Suppliers B
o Incidents Selected request type: Power grid
Unavailability

Network
Automated scheduling stwor Approvers

* Those 2 persons will be required to validate this = Network devces S

Knowledge base

request in a pre-defined order. Every time an s OpertingSystem ',::%‘;:.:,.;:’.;im,.

Reguest type filter Peripherals
Printer issue

authorized person validates a request of this type g

Preferences Problems

a notification is sent to the next person in the = zeauets

Scanners
Bank holidays

validation chain. . o e

Service contracts
News

Service requests
Surveys a

Projects
Codes Software

Services

Approval workflows Work enviranmen it
Resolution types waorkstations

Priority: Medium Acton ypes = Orange - ALU mansged service
-

Titles - CC Back office

Languages range - CC Data support

Hotliner : Administrator Landpark User profis e
Company profiles S LT, - INBVAS » 7 LANDPARK
- - Orange - L.T. - IP Networks
Validation status Awaiting validation by Joe Kerrnel % orange 157

T LANDPARIK | [y ey a

Orange - SMC - RT (Services Management)

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




User impact assessment

= Shows what users are affected by a given
ticket.

LAaMMDPARK

= Affected users can also be notified by email.

* The above example shows 2 users that
are potentially affected by a printer-related
incident.




List of tickets by status

LANDPARK 0unre

Sign out
About
News
Change password

Selectuser

Create request

Creale simple request
View requesis

View bickets
Tech schedule
Supplier schaduls

Knowledge base
User infosrmation
Hardware information
Company information
Notificaions

Memos

Tickel search
Queries

Statistica

Projucts

Survers

14 unread memos

Date

02/07/14 14:10
01/07/14 10:38
23/05/14 09:28
230814 0%
06140
20/06/14 1
20/06/14 1
2006114 16
20/06/14 1
20/06/14 1

 open € schedued © Onhold @ Closed © Resumed © Cancelled © Confimed ' Al

Title

Leased Line Link OFF
leased line link off
From SMC - RT | Troubleshoot cil
From Corper ate Care | Leased L.,
Leased Ine Ink off
Work on poor ste KPLs
From SMC ork 01 PO SAE. .
Wark on poor ste IPLs
Work on poor S8 KPLs
ork 0 poor St KPS
Work on poor ste KBl
Reset site
Frablems
Work on poor sie KPS
Revet sile
Reset sile
revet e
resetcite
prablem P
Fhotocopser

INTi%
Administr ator Landpark.
Metwork devices « HubSwitch

Service tickets

Name

Leased Line Link Off
Leased Line Link Of
Troubleshoot dient link
Troubleshout dernt bk,
Leasad Line Lk OFF
Wiork on poor site KFls
Drrve tasts
Wiork on poor site KFls
fork on poor site KFls
Wiork on poor site KFls

Problems

'Work on poor site KFis
Revel ste

Regel ste

FResel gte

Reset ate

Hardware nddent

Fhotocopier

e

O CRITICAL PRIORITY
O CRITICAL PRIORITY
O CRITICAL PRIORITY
O oumca PRICRITY

TICAL PRICRITY

Assigned to

Jm Boyd

Mark Whitten
Waenclal Mo s
2m Boyd

W UNDLR CONTRACT [ IN AHOLRS  Mark

Ticket details

I e ..

Impact | History

Titled

Deseription

Additional info.]

Scheduled onD8/04/2014 10:25 , assigned to a supplier (AT&T)

Benefits

e E—

User

Administrator
Administrator
Administrator
At ater
Adminetrator
Admnetrator
Adminstrator
Admnetrate
Adminetrator
Adminetrator
Adminstrater
Adminsstrater
Adminisirater
Adminstrator
Addminisirater
Administr ator
A ater
Admnetrater
Admnetrator
Admnetrator

Friday, May 06, 2016

Page 1 Netpsgs (2) Lastpage (2]
Site 1
Site 1
Site 1
Sie 1
Site 1
Site 1
Site 1

it 1

I ... ...

I oo

Fulimated time: [00:30
Mean time 120000
Travel time: [o0:00

Priority E\'KEI.E\'E

Total ime,

(S

()
AGREEME

Attachments
Name

11:51

= Displays the expected
lead time the opening
time and processing
time when closed.

Problems and
associated solutions.

Remote control.

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




Contract alerts

| Data I Problem and related solutions ] Report i Equipment I Contracts Impact I History
LANDPARK

Warranties

Maintenance
et e Delay (change) Start date Expires

Device
&6/19f2010 12/19/2010&

Eﬂmnm:r

m‘“"""‘w Delay (change) Start date Expires

Device
operation
E 6/19/2010 12/19/20 lﬂe

Device Expires

= The ‘Contracts’ tab on the ticket details = Sho_ws the maintenance contracts or guarant'ees t’hat have
expired, and that are related to the current ticket’s

age. ; .
Pag hardware information.




Technician Schedule

e - = Technician schedule, technical
e : : : : group schedule or suppliers
s : o j with recurring tasks.

02 47 8586 30 : 210009 9:41 A
3 oMDTZ
Localisation : Cenus Informatique - Tours - Acti Bures - 15t floor - Sales department : A Attribuer

e — e = Schedule can be exported
" e to Outlook.

Landpark Helpdesk 200 % for a better technical suppeort

= Calendar views by day, week
and month.

flo departmeni:
Technician: DOOLITTLE Michaed / 12:30 M = 1:00 FM

I demarrer ®E o o% Tlte O 2 e o TRAVAL , = ) Hocrosaft Powes Pork 5 Jasc Paink Shop Pr M &g O (A




Predefined messages
are sent according to event types

K ADRMIN - Windows Internet Explorer

==

- @] h‘tp:_‘;’eest..numc»,ue-u'Fr.am-;a.nsp | - I!_:_) Bing En
= Messages are CS- = == =2

Fichier Edition Affichage Favorls Outls 7 | x @Convertr ~ [ Séleckionner

automatically sent via w Faorte | 5 8] sees supoés - LANDPARK |8
. o - v.3.6 [34]- L ADMIN 2 -

email depending =

LANDPAR 0 unread messages Saturday, September 18, 2011 “
on the event.

Message configuration

~ | [Fuse identical messages for all companies T =

Sender information

. ) v (& Determine automatically
Possibility of forwarding e
messages oo e |

to newsgroups.

= Profiles & permissions

Server
veraon 5.6 (34




Closing the ticket

 Landpark Helpde:

B (&) [%)[x] [@om =e]

Ability to specify

i Favoris | gis 8] Sites suggerés —
a resolution type S . TSI -

and an action type LANDPARK [ _

. [ tandpark Apramn | "ev: [Techmcal support enoi ] — [ADMIN Landpark 1] Search .

when closing. S e snrrers © sesnd © on © coand O Remamed © ot O ontemas O
TRT121 16/09/10 03: 18 ‘Scanner problem

Ability to suspend e reavast on banaor

user

the ticket, mark it for e

= View requests

callback or oers
requalification. S et aser e
Tools

Report is fed to =esfadie I — —

the knowledge base. o DA o P

: Cerus i - Tours - Acti Bureaux - 1st floor - IT services

Data | Problem and related solutions | peport | Equipment | History

Detailed ticket history. Admlesmtion s | putsossfimaED | tesdmelonn Josisen ©) avecdemate

Report oropiem soheed

LANDPARK HELPDESK

User: [Bosdane | on 22/08/2011 at 12:34

[Closed by Landpark Administrator le 22/08/2011 12:34.
Resolution type:
Action type:

joreated by Landpark Administrator le 22/08/2011 12:34
Tithe : Network falure

LANDPARK




Searching for a solution

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

Find a solution

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

= Craate request on behalf of
ugser

= Create request
= Creats simple request

S g _ Attach solutions and related

e | .o = forms to help users
= Tech schedule 1 me - | . e
and technicians.

= Supplier schedule

Fools
= Find a solution

= User information
= Hardware information

S e — Enriching the knowledge base

= Notifications

= e e when closing.

Ioid_image004_jog @0 1CAS 181900

LANDPARK HELPDESK




Searching for items that are associated
with each user

User information sunday, September 19, 2010 09:1 [ e - B[] [x =

Phone number Company. 1 I B0 =@ LANDEARK

02478586 39 Cerus Informatique
Systems engineer 02 47 8586 98 Cerus Informatique
Accountant 02 478586 66 Cerus Informatique
Personal assistant 0247858639 Cerus Informatique

= Create request on behalf of ° , i
user A ? Systems engineer 02478586 80 Cenus Informatique
= Create request Technical sales rep. 02 47 85 86 69 Cerus Informatique
‘m Create simple request Software developer 02478586 11 Cerus Informatique o
m View requests. Metwork enginesr 0247858687 Conum nfurmasque Marware  Detsss | mevwoek  Softwars Cther  Gomoscas | Vickes |7

s [FCB0 - 20 pe-Bw. - 391 9]

== Beny Technical sales rep. 0247858632 Cenus Informatique
et 1 Accountant 02 47 8586 95 Cerus Informatique
= Tech scheduls Geoffrey Technical sales rep. 02 478586 32 Cerus Informatique .

= Supplier schedule Dariel Technical sales rep. 02 478586 20 Cerus Informatique [REE—
Jonathan Network engineer 0247858699 Cerus Informatique 1P peddeesnn 18.8.8. 72
Gerry Saftware engineer 02 47 8586 94 Cerus Informatique
Edgar Developer 02 478586 45 Cerus Informatique

Rutierence mumbesrs B S - 35
P R ——

Tools,
= Find a solution

Acepatuition et *r e

LBCRAN s T - TR - ACY B - 1 o - 1T BPE

<< |[Page 1(ADMIN) ™| >> 3]

Fraense
A At o 2200

Capacy
39000 4o

LANDPARK

= 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

/= Landpark Helpdesk v. 3.6 [34] - |

ndows Internet Explorer

231231315
12313556654
NS655842687133
696595128695
6546432154513
65412345864165
456456513289
456456513289
456456513289
456456513289
12345645266
45698513513
6211231211123
5645301324564
6542123154563
345649654132
12345646559
231321232
65412318465
321213132123
9451684523132
123123132123

Hardware  Detalls Metwork  Software Other Contracts  Tickets 7

Family

B ausness
E Database
i —

ﬂ Uity program
E Uity grogram
ﬁ Uity program

ame

Applcaton Server de Landpark Naetwerk P
Utiitaire de mise & nivesy de s deposition de b
Faint Shop fro

Conron Burea & datance

Mcrosoft Moritorng Editor

Mcresoft Viso 2003
‘Windowi @ Neteating X

Marosoft MacPont 2003

Partage de Buresu & dstance Netieeting
Marsal Windows
Marosoft Offce Excel
Mcresaft Office Fronssge

Mcresoft Ofice Access

Micresoft Office ¥ Offce:
Mcresoft Office Outiook

Mareselt Offcs Werd

WinDev

InstaliSheld () Command Line Comple Litity
Windorwes Media Player

WinZip Evecutable

WinZp Self Extractor Execstable

B.00.0194

2000

5. 1.2600. 1106 (xpep 1.020828-1920)
5. 1.2600. 1106 (xpe 1.020828- 1920)
5.1.260000 (ipchent. 010817 1148)
44340

51260000 (epchent, 010817-1148)
443400

5.1

10.0.2614

10.0.2623

1002627

0.0. %09

1002637

10.0.2627

F01Ged

700131

LANDPARK

10.0 (3268

= Complete search for IT or non-IT items using the Landpark Manager database
and returning detailed item information.



Memos and alerts for overdue tickets

Trater || Modifier | Supprimer
Add memo

Dwe  [za0s012 | Clerocessed

LANDPARK HELPDESK

aApEmaEnx
Estimated time:[00:30 (HHzMM)
Mean time00:00:00
Traveltime:[00:00 gk
Priority [Figh
Total time 157 j 52 min
Task duration 0 min

Attachments.
Name

Alert by memo or by email
alarm for overdue tickets.

Suspension or reassignment
of tickets to other support
technicians.




Alert levels

Alerts

" Send email alerts for hardware impact
V| Create memo when a ticket passes a deadline.

" | send an email for tickets that have passad a deadline.

| Motify when ticket reaches 25% of the deadline
| MNotify when ticket reaches 50% of the deadline
| Notify when ticket reaches 75% of the deadline

= Helpdesk admins will be able to specify which alert
levels should be calculated in order to be notified
of a ticket’s remaining time before the deadline.

= Available alert thresholds.




= By keyword, by status
technician or supplier [ _
etc ... in the solution g Umreed meeseos Find tickoct
or equipment tree. YT

= Full ticket details can be e
exported to Excel. e

= View requests

Wiew tickets
= Tech schedule
= Supplier schedule

Tools

= Find a solution

- User information

= Hardware information

= Company information a vechnician : (& [Sciect on In-house technidan (8]
= MNotifications

= Find ticket = technical support group: O [Select a tedhmical support grous (3]
= Queries asupplicr: O [Selectasupglier )
= Statistics
optons: [l alarm -
= [IMP-CAN-009] CANMNON
= interception = [EMP-CAN-010] CANPON

Landpark® Helpdesk

Enhance your service desk by providing

your IT department with an enterprise-grade
help desk solution.

LAaMNDPARK

SEARCH RESULTS
157 service ticket(s) found

user
CHEESY Luke o Cerus Informatique
CHEESY Luke e Cerus Informatique
ADMIN Landpark < o Cerus Informatique
ADMIN Landpark i i = Cerus Informatique
ADMIN Landpark i i Cerus Informatique
ADMIN Landpark i i i = Cerus Informatique
ADMIN Landpark . Cerus Informatique
/ADMIN Landpark e = Cerus
ADMIN Landpark 6 Cerus Informatique




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

Landpark Helpdesk v. 3.6 [34] - Landp

rhc ADMIN - Windows Internet Explorer

Queries

A —
= Create requesi on behalf of
user

= Create request
= Create simple request
= View requests

e e
23123+ 11
212326 +11

2131265464
£21123E+12
564536 +12

Mo de série
123123132123
321231569645
2131265464
6211231211123
5645301324564

LANDPARK




Statistics

P | =
Lkt v. 2.5 [ W] - Lancark AOMDY

Statistics

R

R = L~ DEARK B

Liad mes by prerty

Laac tmes by umer

Lead s ry harware type
Lnac wmes by e sechvvcan
[ ———

Landpark Helpdesk 100% for a better technical support

= Complete predefined metrics and statistics. = Can be exported to several formats




Polls and surveys

LANDPARK 0 unread messages | 8 unread memos Surveys

date
8/23/2012

8f29f2012
8/25f2012

8/2sf2012

8/25/2012

Landpark technology 8/29/2012

LANDPARK HELPDESK

LANDPARK

Thursday, August 25, 2011 13:13

Survey results: Customer satisfaction survey

What company do you work for?

ATET 0.00% |
oel 0.00% |
Mcosoft 0.00% |

‘What is your current position?

View the 0 answers

Are you satisfied with our service?

Yes 0.00% |
No 0.00% |
Dortknow 0.00% |

Valider

LANDPARK




Feedback questionnaires

What company do you
work for?

‘What s your current
position?

Are you satisfied with our
service?

LANDFPAR

Code:: DMD111 Date : 22/08/2011 12:34
User Doe Jane Phone :

Customer satisfaction survey
Problem Inddents - Network incident Equipment (% 1000 200002 Descrption

Location Landpark - Headquarters - Main bulding - Ground floor - Technical operations
Title: Metwork failure

LANDPARK §

Additional information

Intervention INT109 (Closed) /\Provide feedback on this ticket

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

questionnaire which may have as much
detail as required.

= Arequest 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.




Automated escalation

= Main menu
= Sign out

= Analysts

= Tech/analyst groups
= Suppliers

m Unavailability

m Automated scheduling
m Priorties

m Knowledge base

m Escalation

m Request type filter

= Mewsgroups

m Motifications

m Preferences

m Sessions

= Bank holidays

= Working days

m News

= Surveys

m Projecis

= Validation chains
m Resolution types
m Action types

m Titles

= Languages

m Profiles & permissions
= Company profiles

0 unread messages | 1 unread

Escalation list

Escalation

Thursday, August 18, 2011 10:22

LANDPARK

Title

Request type after escalation |

Printer jam => Order new printer

New printer request

Unknown problem => Hardware inddent

Hardware incident

Handware incident => Mew computer request

Wy

Request types

= Al
= [ pefault request
= Document requests
® Inadents
= [/ printer issue

= Service requests

——
Escalation title

Printer issue => New printer request

Description

Printer issue

Request type after escalation
Mew printer request

Save

= [T new
L Mew printer request
= Landpark

LANDPARK HELPDESK

= Request type A or initial request.

= Request type B or request after escalation.

= Automated escalations allow
certain 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 linked
and escalated to a request
for paper.




Project management

My project

T

= Description, priority, status
advancement, prerequisites
and participants.

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

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




echnicians management

OE ~ [@ oineroms:
Fichier  Edition  Affichage Favors Outils 7
i Fovars | 35 B Stes suggénés ~

| #8 Landpark Helpdesk v.3.56 [34] - Landpark ADMIN

LANDPARK D unread messages

m Main menu
= Sign out

Settings

= Users

m Tachnicians
= Tech groups
= Suppliers

= Unavailability
= Priorities

= Request types
= News groups
= Notifications
= Preferences
= Sessions

= Bank holidays

= Working days

= Codes

= Resolution types.
= Titles

= Languages

= Profiles & permissions

SQL Server
version 3.6 [34]

¢~ Landpark Helpdesk v.3.6 [34] - Landpark ADMIN - Windows Internet Explorer

Technician settings

Search key: [lastname (| = |
Position Fhone
Landpark Administrator 02 478586 39
24785 86

wal assistant

Cooooo

Cell
06 30645295
06 30 26 45 18

Sunday, September 19, 2010 10:06

» Schedule management
and languages.

= Skill management
in terms of inciden
resolution.

LANDPARK




Managing groups of technicians

* Management by
geographical groups
or skill groups.

/=~ Landpark Helpdesk v.3.6 [34] - Landpark ADMIN - Windows. Internet Explorer

¥ Favoris | 53 ]
| @8 Landpark Helpdesk v.3.6 [34] - Landpark ADMIN

I 1256
Created between :[02/02/2010

Find ticket

I 3 ddifmenfryyy
and : |02/02/2010

= Change password User name: |chamois

Requests
m Creale request on behalf of
user

m Create request
m Create simple request
= View requests

Tickets

m View tickets

m Tech schedule

= Supplier schedule

Tools

= Find a solution

= User information

= Hardware information
= Company information
'm Notifications

'm Find ticket

m Queries

m Statistics:

Administration
Seftings

= [IMP-CAN-010] CANNGON

Landpark® Helpdesk

Enhance your service desk by providing

your IT department with an enterprise-grade
help desk salution.

LAMNMDPARK




Absence management

Firefox v

= Tech/analyst groups
= Suppliers

= Unavailability

= Automated scheduling
= Priorities

= Knowledge base

= Escalation

= Request type filter

= Newsgroups

= Notifications

= Preferences

= Sessions

= Bank holidays
= Working days

= Resolution types
= Action types

= Titles

= Languages

= Company profiles

= Profiles & permissions

Compani

@ Boyd Jim

@ Kernel Joe

@ Landpark Administrator
@ rMorales Kendall

@ ward Simon

@ Whitten Mark

Unavailability information

Caption
Business trip
Medical leave 8/24/2011 8:00:00 AM
In-house training 9/1:
Vacation 9/22/2011 8:00:00 AM

Field work 9/28/2011 8:00:00 AM

Add unavailability

18

30
6

Today: August 24, 2011

Wednesday, August 24, 2011 09:20

T
8/30/2011 6:00:00 PM

8/24/2011 6:00:00 PM

LANDPARK

Urgent @ | Medium @ |Low D |Hgh® |Critcal O |AD |88 |Cc@

= With immediate view of the schedule.




Priority management

= Landpark Helpdesk v.3.6 [34] - Landpark ADMIN - Windows Internet Explorer

S | oot
G- e

=1

Fichier  Edition  Affichage  Favoris  Cutls 7 x @yConvertir - [ Sélectionner

Sl Favoris | 9 &) -

& Landpark Helpdesk v.3.6 [34] - Landpark ADMIN

® -

>
- Sécurité - Outils - g~

0 unread me:

Landpark ADMIN

= lMain menu Bulodiby,

= Sign out ®Biocking
@ Critical

Settings @ High

m Users OLow

= Technicians @ Medium

m Tech groups @ Urgent

m Suppliers @ Project

= Unavailability

m Priorities

m Request types

= MNews groups

m Notifications

m Preferences

= Sessions N
Select an appropriate color

m Bank holidays OCe
m Waorking days

= Codes

m Resolution types
m Titles

= Languages

Name/Type: [Medium

Companies
[ cerus nformatique

= Frofiles & permissions

SQL Server
version 3.6 [34]

Priority settings

Deadline

0 Jour(s) 4 Heure(s) 0 Minute(s)
0 Jour(s) & Heure(s) 0 Minute(s)
1 Jour(s) 0 Heure(s) 0 Minute(s)
2 Jour(s) 0 Heure(s) 0 Minuts(s)
3 Jour(s) 0 Heure(s) 0 Minute(s)
4 Jour(s) 0 Heure(s) 0 Minute(s)

30 Jour(s) 0 Heure(s) 0 Minute(s)

Detailed information
Co ®e Co Ce oo

Day(s) : Hour(s) : Minutes(s)

Maximum deadli

ptember 19,

€D Internet

= Priorities are assigned
to organizations / locations
and can be specific.




Problems and solutions settings

8)(8)(%)x) oo

With files, links and attached

g;mlﬁt‘l:::;:;fre- - i LANDPARK K forms.

Request types

Lead time, priority
e and keywords.

Instructions: (Soiution to problem

Assignment to technician
responsible for solving
the problem.

LAMNDPARK

=5 Ol::;-u 40 OHrs OMns TECHNICIANS

Problem descriptionPRE129

Photocopier

LANDPARK HELPDESK




Ticket code settings

LANDPARK MELRDESK

LANDPARK

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




Preferences

E[B])[*][x] B

Email alerts for overdue requests.

i Fovors | 538 B Stes suppéres ~
5 Landpark Helpdesk v.3.6 [34] - Landpark ADMIN

Default schedule view.

Preferences

E Schedule overbooking
Settings. _ and backdating.

= Users

= Technicians

= Tech groups [ create memo when a ticket passes & deadine.

e (Efserc o et for st e poseed o ceocte. Allow task scheduled before
2 Reaue e e e s O a ticket’creation date.
e ot Sy smrer

= Geastons ) Delete task that have been

= Bank holidays [ asow overbooked schedules

T o dere e ete craation dote scheduled after a ticket’s close

= Codes
= Resolution types [Flpsiets tasks that have been scheduled after a ticket's dose date.

= Trves date.

= Languages
= Profiles & permissions

Sesene : " Schedule views.

Email alerts for overdue requests.




Access rights

/= Landpark He v.3.6 [34] - Landpark ADMIN - Windows Internet Explorer

GE'; - |¢‘ L ftest, Conas. ekl A

Fichier Edltion  Affichage  Favors  Outls 7

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

i Favors | 5l B) Stes suggérés =
_ﬂwmm.sm]-mm

LANDPAR. ges Profiles and permissions

[ Landpark ADMIN____| ? A8 X =@ accessrieaTs
Profile Status [ 7 Basic access to Helpdesk features

Active

= Main menu s B ADMINISTRATION
i iew

= Sign out
m TestUsers

- Users Test Users 2
= Technicians Ty

= Tech groups
m Suppliers

= Unavailability
= Priorities

= Requestbypes
= News groups
= Notifications

= Preferences

= Sessions

Technidans

Companies
Cerus Informatique

= Bank holidays

= Working days

m Codes

= Resolution types
- Titles

= Languages

|» Profiles & permissions

SOL Server
version 3.6 [34]

DPARK

Manage (Create, Update, Delete)

=@ R

Let person in charge view relevant requests
Let technicians view relevant requests

Wiew all requests

Create own requests

Create own requests (Simple mode)

Create for any user

Hardware : create for L]

Hardware : create requests for any equipment
Update
Update priorities
I [iF) [ vabdate
Bl AVALLASILITIES
3] Manage (Create, Update, Delets)
OTHER.

13 [~ Manage (Creats, Updste, Delets)
TICKETS
# Cancel
Ciose
e owen requests
Let person in charge view relevant requests
Let techniclans view relevant requests
+ Wiew those that are related to own group
Wiew all tickets
Update
Update dosed tckets
Remate control
Put on hoid

@

Wiew
Manage (Create, Update, Delete)

PR} EEREEEEEEEE

& Intermet




Company profile settings

| LANDPARK 0 unread messages | 2 unread memos Company profiles Tuesday, August 23, 2011 08:5

Company Landpark

= Main menu
m Sign out Tech. group Profile

Quickly configure variou
settings from your dashboard.

Administrators
Users

SEEE Technical staff

m Analysts

m Techl/analyst groups Urgent
Suppliers
Unavailability

m Automated scheduling

m Priorities

m Knowledge base

m Escalation

m Request type filter

= Newsgroups

= Notifications

m Preferences

m Sessions

Medium

m Bank holidays
= Working days
= News
m Surveys
= Projects
m Validation chains
= Resolution types
m Action types
Titles
m Languages Working days

Maintenan

m Profiles & permissions [Z]Monday [V Tuesday
m Company profiles
Business hours

Morning

Afternoon |




Activate display filters when users make requests

- [ ot P (B2 3c] [ et sercr

Fichier  Edtion Affchege  Favors Outle 7

Y Favorts | gl (S stes sngiets -

8 Londpurk Helpdesk v.3.8 [43] - Landbark Adminstrator
LANDPAR

= Al

- [ pefault request

~ [ Document requests
- Erncidents

(= Hardware incident

H - [ printer jam

I L" Random printed characters
- [F software incident

~ [ printer issue

= [l problems

1 - F unknown problem

a- I@Service requests
i_ New computer request
ot MNew printer request

- Landpark

LANDPARK HELPDESK

= 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...).

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




News Setting

LANDPARK 0 unread messages | 2 unread memos News Tuesday, August 23, 2011 09:28

News can be assigned

to categories by posting
announcements in
Landpark Helpdesk’s main
menu.

LANDPARK |

® Change password =

Maintenance operation

m Select user Helpdesk user manual
m Craate request

u Create simple request MAINTENANCE OPERATION
u View requests ‘Landpark

u View fickeis |
= Tech schedule Team-building weekend
R SUpplics schecule . Educationand training

Conference: The Open Innovation Marketplace
® Knowledge base Fall 2011 training sessions
® User information )

m Hardware information
= Company information
= Notifications

= Memos

u Ticket search

m Queries

= Statistics

m Projects

m Surveys

Company news

LANDPARK HELPDESK




LANDPARK LICENSES

W\ 1 Asset tracking
j Landpark Inventory l
\— 2. Snmp inventory
AM¥’/ Landpark Snmp
— T Asset management
o Landpark Manager

4. Active Directory/OpenLDAP

A4’/ “Landpark Active Directory

- S 5. Issue tracking / Service Desk
¥’/ “Landpark Helpdesk




- a

kROJECT APPROA/SZ :I'O HELP YOU

. — 'I‘
D 10 ‘:— "" " ’
0 ct‘lVIana .. Inst Installatlon
Data Recovery

gjctmgs g
Your Procedures

;M'ce ! -

L™
raining and ~
skills transfer

YOUR PROJECT

YOUR ————
PROJECT =
Mau%en! Exploitation
Contract
“Special

Enterprise” k
P Skills assessment

Technical Support

2
o
=
=
o
o
o
x
w
x
(a4
=
(o]
2
S

Maintenance Following Exploitation
and upgrades




LANDPARK

A comprehensive Client

Support Program

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 CUSTOMERS

i

A methodology and training

: i Developments at the forefront
Quality software focused on the need of its The quallt:u:th:tr technical of technology
customers

= For a better management For better analysis * To quickly respond to their To provide them with
of their assets. of their needs needs and provide effective innovative solutions.

Contributing and requirements. assistance. Landpark is committed

to the development For a rapid implementation * To better communicate to a quality approach.
and improvement of Landpark software. with their teams.

of the performance
of their business.




BENEFITS WITH OVER
700,000 INSTALLED LICENSES

H_H

With 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.




OUR REFERENCES

-/They have placed their trust

AGEFOS

ARMATIS

AXA

CHRONOPOST

CNRS

CPAM

DUSOLIER

EADS

EFFIA/SCETA PARC
GENERALE 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 2000

PRESIDENCE DE LA REPUBLIQUE
PORT AUTONOME DU HAVRE
RAJA

SNCF

SOLYSTIC

TELMA

VEOLIA

VINCI PARK



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.

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,

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.

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

Landpark SAS beco
Founded in 1992, our company has acquired Our Landpark product range allows tOday a major editor with

recognized expertise in PC software. significant increases in productivity and H H
a better implementation of IT asset SIinflcant number of
The company has since consolidated its management best practises thanks to the solutions
technological proficiency with a practical technical insight of our engineers.
approach by constantly analyzing the actual
needs of its clients. Today, our company has become a major
publisher with a large number of innovative
Since 1998, the company has consistently solutions.
increased its presence in the world of IT
asset management and has been a major Our company dedicates a significant
international actor by successfully deploying amount of its turnover to R&D.
its solutions in blue-chip corporations and
administrations. Capitalizing on its customers’ experience,
its developers are constantly at the
The company has always been keen on forefront of cutting-edge technology.
selecting the right technology for
a successful development strategy.
Thousands of customers have already

installed one of our products. T LANDPARK

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






