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HALOITSM Quick Walkthrough

VISUAL BREAKDOWN OF SOLUTION

HalolTSM In a nutshell.
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VISUAL BREAKDOWN OF SOLUTION

1. Your Everyday Welcome Page

HalolTSM's homepage is your mission control for managing your department.
Embodying one of our core attributes, configurability, it enables you and your

team to granularly refine what is available to different team memobers.




VISUAL BREAKDOWN OF SOLUTION

1. Your Everyday Welcome Page Cont.

For different teams and different office locations,
you can use the customizable language module
found in the configuration section to replicate any
terms you utilize internally - This also contributes to

reflect full ITIL terminology within the system.

HalolTSM comes out the box in ITIL configuration.
You can restrict teams and modules in accordance
to what each member is responsible for, ensuring
that every roles internally has the correct level of

access to fulfil their duties.

3L Facilities 4! Human Resources

2nd Line Support

No Team Leader

Infrastructure
No Team Leader




VISUAL BREAKDOWN OF SOLUTION

2. Team Ticket Screen

HalolTSM’s team ticket screen is the result of a long

internal study on the best way to display large amounts of

varying information. You can customise every element

on this page, these include:

Incidents > 1st Line Support > Unassigned

z‘ Incidents by Team Open Incidents ¥

Open Incidents

(] ID
1st Line Support

‘ ‘ Unassigned

Tim BW (You)

0002137

0002139

Ly

0002140
2nd Line Support

‘ . Unassigned

Infrastructure

‘ ‘ Unassigned

SLA Time Left

Summary

Welcome to NetHelpDesk - Start Here

[Hint #2] - Raise your first incident

[Hint #3] - Self-service portal

1. Teams - name, number of them, who is part of which team etc.

Ticket Types

Status’s

N o &0 A WD

Get started

Priority

® High

® High

Medium

Which mailbox is assigned to each unassigned queve.

View format of how you would like your tickets displayed.

Service Level Agreements

View of what columns are shown for each ticket.

a 6% » o 2 @

1-30f3 | < | > || & || New

Type Date Created
Incident Yesterday at 13:00
Incident Yesterday at 11:00

Incident Yesterday at 12:00
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3. Ticket Screen

This is the main ficket screen within HalolTSM,
along the top we have the actions — these are
fully customisable, you can create your actions,
give them their own names and icons, and then
have them do what you wish to progress a ficket

through it’s flow.

The ticket on show is an internally created ticket,
it will auto assign to the correct user through
association of email address. You can also have
tickets generated directly from phone calls

(pictured on the next slide)

Incidents > 1st Line Support > Unassigned > 2137

xl Incidents by Team €« Escalate To2nd Line = &% Email User Private Note Re-Assign | {3 Create Appointment s
pen Incident

History  Related Assets  Additional Fields Service Level Agreement

1st Line Support

€A Unsssignes @ 0:0002137 —
1‘ Tim BW (You) Welcome to NetHelpDesk - Start Here =
5

Response Target: 30/09/2019 13:01 &

2nd Line Support @ service Desk Resolution Target: 01/10/2019 13:02

Tim BW (You) Ticket information
Opened
CoNew

Date Created hello@timbw.com

Infrastructure
Email Address

foni i 2 29/09/2019 13:00
Thank you for signing up 10 a trial, and welcome to NetHelpDesk. Phone Number
This is an example ticket for you 1o try out. Feel free to send emails, add notes, Ticket Type 01234 567890
resolve etc.

) ) Incident Preferred Number
We have also set you up with the email address tbwmactest@nethelpdesk.email,

which you can use to send emails into and out of NetHelpDesk. 01449833111

Workflow

Please also take a look at the other tickets for additional setup hints. Incident Management Workflow Contact Address

If you have any questions or would like a demo of the software, feel free to contact us Example Address 1
at sales@nethelpdesk.com or use the live chat. Example Address 2

Example Address 3
Thanks and enjoy your trial.

NetHelpDesk
1t Line Support

Assigned Agent

z Unassigned

New Incident
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3. Ticket Screen Cont.

The call management tool is one of many that
HalolTSM has which helps tfeam become more time

efficient when delivering service.

Another of which is our match bot (This is pictured
top right of the ticket screen). This automatically
opens when it finds a match after scanning
keywords in the ficket, relating this to helpful
knowledge base arficles to resolve the ticket, or if
none are available it will use keyword matching
technology to associate other similar tickets, such
as open incidents, problems or change requests —
to help you see the bigger picture and to allow you

to stay aligned to ITIL V3 frameworks.

Unknown
TBW inc
In Progress - 00:00:32

Caller Info
Customer TBW inc/Main
Caller Name

Email Address

Phone Number  @callerid

Contact Address  Example Address 1
Example Address 2
Example Address 3

Call Notes
Enter a summary here

Ent

Call Outcome

Resolved

Log Ticket

Complete

Suggested Articles X
g 0 v
How do | change the Logo on
printed requests
Standard Requests - how to
create one

)

B

B

On login it shows requests
for the first client in the

User defined request queries
show too many requests

After upgrading some
requests dont show on the

View all 8 Articles

c

Overview for TBW inc/Main

Total Tickets

Open Tickets

7 8 7

Opened in last 30 days

Open Tickets

29/09/2019
2140 A

[Hint #3] - Self-service portal

Your self-service portal address is available at https://tbwmactest-portal.nethelpdesk.com. You can login with t
he email address user@nethelpdesk.com and the password ‘password
NetHelpDesk supports many different single sign on options including Azure AD, ADFS, Office365 and Windows

29/09/2019
2144

Service Request: Administrator Rights Request

30/09/2019
2146 [

Call - 30/09/2019 13:04:08

Date/Time: 30/09/2019 13:04:08Duration: 00:01Taken By: Tim BWCaller Number: @calleridOutcome: Log Ticke
Notes: setset
023

29/09/2019
2145 W

[Hint #4] - Mobile Apps

To start using the mobile apps, download the application from either the Play Store or App Store.

Once you download the app, you will be asked for a service URL, username and password. Your URL is https:/tb
wmactest-portal.nethelpdesk.com and you can login with your username and password. Please note this usern

Recent Activity

#2146 - New Ticket Logged
Call - 30/09/2019 13:04:08

1 hour ago

Admin (Example Organisation (1)/Main) 158 days ago

#2144 - New Ticket Logged

Service Request: Administrator Rights Request

#13 - Activity Added
New Task created.
Subject: Workstation Upgrade

Start: 15/04/2019 15:00:00
End: 15/04/2019 15:30:00

#2140 - New Ticket Logged

[Hint #3] - Raise your first incident

#2139 - New Ticket Logged
[Task #2] - Self-Service Portal

#2138 - New Ticket Logged

[Task #1] - Invite your team

#2137 - New Ticket Logged
Welcome 1o NetHelpDesk - Start Here

0 [ e
156355 - Change Requests
154393 - Nethelpdesk

153953 - Requests Logged

153686 - Reporting

149560 - requests missing on

Matching Problems 2 Similar Open Incidents X Similar Closed Incidents
g 0 v ! =9 v
g 155336 - Report in an e-mail = 159501 - Logging new v
pointing to the end user requests
0 145925 - Area/Client search ) 156389 - Approval Process v
not loading Not Working
g 121545 - Scheduled — 155817 - Service Requests / v
Maintenance Requests ITAs multiple approval Extended
g 119373 - Service request '] 147371 - Status changes for v
‘Tags' Service Requests
0 115559 - Auto-requests not I 119480 - Scheduled requests W
change status Query mobile app
View all 6 results View all 9 results

View all 149 results

168 days ago

178 days ago

178 days ago

178 days ago

179 days ago




VISUAL BREAKDOWN OF SOLUTION

4. Workflows

HalolTSM's workflows are a powerful tool which enables you to fully

@ Incident Management Workflow

map out all internal processes for any activity your team undertakes.
You can restrict down what exact Actions are available at every stage
of a ticket’s life cycle - allowing you to put an entire process on rails to

maintain efficiency. —

L ‘Resobve Ticket
Escalale To 2nd Line
Fo Assagn

So, for standard support tickets such as a Incident ticket types you can
create your own actions, for example, a Triage action — and then
have this as the only action available which means your technicians
are forced to entfer certain information before proceeding. Once this
is complete, they can proceed, and all actions become available

once again to work the ticket as normal.

This allows you gather some important data to report against within the Reporting suite, such as tickets by

category. Allowing you take management level decisions to reduce certain types of incoming incidents.
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5. CMDB - Asset Management | |
‘”‘“"*Dcrklwm :ECOOOOS

=]
O Mobile Phone Details  Users&Linked Assets  Supplier & Warranty  Tickets Documents  Change History  Software
jm}
=]

HalolTSM CMDB is a dedicated module to allow you to

manage and maintain your departments assets. You can

Asset Number

Workstation ABCODDDZ

create new categories of Assets, as well as the Asset Types,

Server

Server
site

and add Customized fields fo these to reflect the exact Tow v
information you wish to keep on all assets.

Pictured on the action baris ‘Connect’ this allows you jump

Additional Details

Model

straight from a ticket into the device via multiple methods e

08 Version

Windows Server 2012

of connection, such as RDP or Teamviewer or your preferred

Mac Address

00-14-22-01-23-45

supplier for remote sessions.

You can utilise dependency charts (pictured to the right) to

. . . L1 ABC00001

map out your infrastructure and to take risk analysis reports

. ’ o 13 &7
before making changes, there's also built in approval
process functionality to allow you to request (Ad Hoc) |

- - . . ABC00004 L1 ABCO00006 L1 ABC00007
permission from the individual who is responsible for the
a1 -

asset you are effecting with your change request.
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6. Contract Management

' « ¢ | [ Edit | A Pause Expiry Alarms | | €] Clone | | 1 Delete
HalolTSM's Contract management allows you keep frack of & customer contracts
all contracts keep internally and from suppliers. T
P Y PP Saectap ABC00001
You can have multiple contracts at the same time, as well as & customer Contracts
5 . . o . Details  Assets  Periodic Histor Documents
associate assets directly to contracts. There is also the ability M. supplier Contracts !

Customer

to define SLA's against these if one is kept.

Customer 1

Contract Reference

ABC00001

The Pause Expiry Alarm gives you the opportunity to go to

Start date

market before your renewal is due, to ensure you are 01/01/2016
End date

receiving the best value from your suppliers. No end

Billing Period

Monthly

A document repository space is also available across the

Hours per Period

0

system, such as office sites, end users, and assets etfc. In

Billing Description

Conftracts, this can be used to capture the original signed No Billing Description

Date of first Invoice

contract and any other relevant documentation around this.
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7. End User Portal — Orientated around self-service.

HO'O'TSM’S end User porTQl is fU”y WhiTe IQ bel/ fU”y HALO Service Catalogue New Ticket My Tickets Knowledge Base Documents Service Status ")
editable within the Ul — allowing you to fully shape all

the containers, colours and branding to create an Y

extension to your website. Pictured is a
representation of what this could be, as well as HONSSNAERE Y OR IBCENE
being the standard portal that comes with the

solution.

Service Catalogue New Ticket My Tickets

Raise a service request from a list of Click here to create a new Ticket. View your open and recently closed

You can provide 3 tier access levels to end users, so T
they can either view all tickets raised by
organization, site location or end user (just the ticket e ° Q

raised by this individual).
The portal is available in multiple languages and has the ability to have button with external links to be placed

onto, allowing you to link end-users to other tools or external areas of your infrastructure.




Service Catalogue

Search.

Accounts and Access
Hardware

Software

&

‘Administrator Rights

talogue  New Ticket

-

Desktop

My Tickets  Knowledge Base

General Network

Click here if you require administrator

rights.

Hardware Collection

Click here to request a new desktop.

Laptop

Click here 1o make a general network
request.

Leaver

Click here to request collection of IT
hardware.

Mobile Phone

Click here to request a new laptop.

-l

New Starter

Click here to inform IT about an
employee leaving.

Non Standard Request for ITH...

Click here ta request a new mobile
phone.

Peripherals

Click here to request a new employee
account and equipment.

=

Print Services

Click here to make a hardware
request, which doesn’ relate to any of
the other services.

Shared Drive Access

Click here 1o request peripherals e.g
mouse, keyboard, headset etc.

Software

Click here to request software.

Click here to request print services.

%< English (United Kingdom)

Click here 1o request access 1o a
shared drive.

Documents

VISUAL BREAKDOWN OF SOLUTION

7. Service Catalogue Cont.

The Service Catalogue comes out the box with @
number of requests, this are fully editable forms
with means that end users can request services
after submitting any information required to

complete the activity.

New Starter
- anew tand equipment

New Starter Request

* denotes a mandatory field

New Starter Details -
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8. Reporting Analytics

HalolTSM'’s Reporting and Data Analytics functionality S e T L)
allows you to create any bespoke report you wish to

gain transparency into any function within your New Tickets by Channel (Month by Month)

E . € (@Edt ESave DSaveasnew & Pint [ Exportio CSV

department. You can better understand incoming

tickets, to get to the root cause of why they are being
generated or create a business case to hire new staff
or purchase new equipment. e

Last 12 Months (exc this =

7 Refresh Report

*Repo el

You can write a unlimited number of reports, there’s
graphic generators to create visual from the data
being complied. You can restrict access to these from
the library dependent on the sensitivity of the report.
From here you can then schedule these out, so these
valuable insights are automatically delivered to any
lists of emails you to inform.

@ Downioad More Reports

ale
201812 0
201901 0
01902 3% 82

There are 150~ reports available out the box, with an R
additional 2,500 reports available for free via our
online repository, called ‘Download more reports’ in
the screenshot above.




Open Tickets

13

Including SLA Hold (14)

Average
Response Time
(Hours)

r

Average
Resolution
Time (Hours)

3.2

Re-Opened
Tickets (This

Week)

Customer
Satisfaction
Score (Last 7

Tickets Breaching SLA

Ticket ID
1
2
3

Description

Sample Ticket via Email

Sample Ticket via Web

Sample Ticket via Telephone Call

Tickets Resolved (This Month)

Unassigned

Tickets Logged (Week by Week)

Assigned To
Admin
Admin
Agent 5

SLA Time Left
A 322
A-177
A 091

Tickets Resolved

Tickets Logged

o L T APy T P AT ryr ey e
19-Dec-16

22-Aug-16

17-Apr-17  14-Aug-17

11-Dec-17

9-Apr-18

6-Aug-18

\
3-Dec-18 1-Apr-19

Top 5 Categories (Last 30 Days)

Category

Account Administration...
Business Applications
Example Category 1
Example Category 2
Example Category 3

Monthly Feedback

Admin Agent 3 Agent  Unassigned Agenté4

Tickets by Channel (Last 30 Days)

4

@ Email (10)
@ Web (5)
® Auto (7)
® Manual (1)
@ Twitter (0)

Tickets

Agent 5
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An Industry Leader - But don’t just take our word for it

Here’s what customers rated HalolTSM vs ServiceNow, ManageEngine, FreshService, Cherwell, Hornbill, Ivanti TOPdesk and Spiceworks.

HalolTSM vs ServiceNow - What does
Gariner Peer Insights say?

HalolTSM vs Freshservice - What does
Gartner Peer Insights say?

HalolTSM vs ManageEngine - What does
Gartner Peer Insights say?

Accurate as of August 2019

Accurate as of August 2019 Accurate as of August 2019

Product Capabilities Oirsm Product Capabilities Orrsm ManageEngine) Product Capabilities Osm @freshservice

9.4 9.0 9.4 2.0

Incident and Problem Management Incident and Problem Management Incident and Problem Management Q.4 Q.2

Change, Configuration and Change, Configuration and Change, Configuration and

9.4 9.0 9.4

8.4

Release Release Release

9.4 8.6 9.4 8.8

Self-Service /Request Fulfillment Self-Service /Request Fulfillment Self-Service/Request Fulfillment

2.0 8.2 g.0 8.4

IT Knowledge Management IT Knowledge Management

IT Knowledge Management

Reporting and SLA Management 9.0 9.0 Reporting and SLA Management 9.0 8.6 Reporting and SLA Management

Process and Workflow Design 9.6 8.4 Process and Workflow Design 9.6 8.4 Process and Workflow Design

Data Source,/ITOM Tool

Integration

Data Source/ITOM Tool

Integration

Data Source/ITOM Tool

Integration

I O
N I
N N O
I

N O

Q.0 8.2 2.0 8.2
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An Industry Leader - But don’t just take our word for it

Here’s what customers rated HalolITSM vs ServiceNow, ManageEngine, FreshService, Cherwell, Hornbill and Ivanti.

HalolTSM vs Cherwell - What does
Gariner Peer Insights say?

HalolTSM vs Hornbill Supportworks -

What does Gartner Peer Insights say? Peer Insights say?

Accurate as of August 2019 Accurate as of August 2019 Accurate as of August 2019

Product Capabilities Product Capabilities Product Capabilities O1rsm

Qirsm

o ITSM ZIHORNBILL

Incident and Problem Management = — Incident and Problem Management s Incident and Problem Management i 9.4
Change, Configuration and Change, Configuration and Change, Cenfiguration and

Release T A A Release T o4 mee 82 Release o
Self-Service /Request Fulfillment e 9.4 mmmmmo 8.2 Self-Service/Request Fulfillment e 94 memmm 86 Self-Service /Request Fulfillment — 94
IT Knowledge Management o 9.0 e 7.8 IT Knowledge Management s 9.0 7.6 IT Knowledge Management e 9.0
Reporting and SLA Management e 90 mmmm 78 Reporting and SLA Management e 9.0 7.2 Reporting and SLA Management 9.0
Process and Workflow Design s 96 mmmmm 82 Process and Workflow Design s 96 mmmm 8.0 Process and Workflow Design 906
Data Source /ITOM Tool e 00 e 78 Data Source/ITOM Tool e 00— 8 Data Source/ITOM Tool 60

Integration

Integration Integration

ivanti

HalolTSM vs Ivanti - What does Gartner

9.0

8.2

8.2

8.0

7.0

8.0

7.6
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Extend HalolTSM with Apps

Integrate HalolTSM into your favourite tools with a

few clicks. We plug into the tools IT teams need to

centralise information and streamline the service

delivery process.

Integrations

000000000

HalolTSM API Halo Integrator Active ADFS Anydesk Azure Active Azure DevOps Beyond Trust Connectwise
Directory Directory Automate

0000000060

Database Datto RMM Dynamics 365 Exchange Facebook Go Integrator Jira Software Lansweeper LogMeln
Lookups CRM Calendars Rescue

00000006000

M\crosoﬂ Ninja RMM PagerDuty Salesforce Sage 200 SCCM Slack Solarwinds
Teams RMM

0000

Solarwinds Splunk TeamViewer Webhooks
Take Control




Transforming Service Management

Thank you

For more information or further assistance,
please contact your Sales Representative.

iService Solutions

Lime Kiln House, Lime Kiln,
Royal Wootton Bassett,
Wiltshire SN4 7HF

Call: +44 (0)1793 317 490

Email: sales@iservicesolutions.co.uk

iService Solutions © 2001-2021




