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HALO's flexible approach has allowed us to 

seamlessly replace the existing system whilst 

maintaining service to our customers. The 

training and consultancy services provided 

allowed us to train all staff involved, identify and 

develop areas of improvement.

- Julia Rudd, ICT Applications Team Manager - City of Cardiff Council



Having 350 Technicians, 16 mailboxes, 1200 

Internal customers and handling 93,000 public 

calls, HALO allows SEPA to efficiently transfer 

calls from our Communications centre to the 

correct department and ensures our customer 
enquiries are tracked efficiently.

- Alan Johnson, IS Project Manager - Scottish Environmental Protection Agency



HaloITSM in a nutshell.
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HaloITSM’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 members. 

1. Your Everyday Welcome Page
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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. 

HaloITSM 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.

1. Your Everyday Welcome Page Cont.
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HaloITSM’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:
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2. Team Ticket Screen 1.  Teams – name, number of them, who is part of which team etc.

2.  Which mailbox is assigned to each unassigned queue. 

3.  View format of how you would like your tickets displayed.

4.  Ticket Types

5.  Status’s 

6.  Service Level Agreements

7.  View of what columns are shown for each ticket.



This is the main ticket screen within HaloITSM, 

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 ticket 

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)

3. Ticket Screen
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The call management tool is one of many that 

HaloITSM has which helps team 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 ticket, relating this to helpful 

knowledge base articles 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.

3. Ticket Screen Cont.
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HaloITSM’s workflows are a powerful tool which enables you to fully 

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. 

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 enter certain information before proceeding. Once this 

is complete, they can proceed, and all actions become available 

once again to work the ticket as normal.

4. Workflows
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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.



HaloITSM CMDB is a dedicated module to allow you to 

manage and maintain your departments assets. You can 

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

and add Customized fields to these to reflect the exact 

information you wish to keep on all assets.

Pictured on the action bar is ‘Connect’ this allows you jump 

straight from a ticket into the device via multiple methods 

of connection, such as RDP or Teamviewer or your preferred 

supplier for remote sessions.

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

map out your infrastructure and to take risk analysis reports 

before making changes, there’s also built in approval 

process functionality to allow you to request (Ad Hoc) 

permission from the individual who is responsible for the 

asset you are effecting with your change request. 

5. CMDB – Asset Management
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HaloITSM’s Contract management allows you keep track of 

all contracts keep internally and from suppliers. 

You can have multiple contracts at the same time, as well as 

associate assets directly to contracts. There is also the ability 

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

The Pause Expiry Alarm gives you the opportunity to go to 

market before your renewal is due, to ensure you are 

receiving the best value from your suppliers. 

A document repository space is also available across the 

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

Contracts, this can be used to capture the original signed 

contract and any other relevant documentation around this.

6. Contract Management
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HaloITSM’s end user portal is fully white label, fully 

editable within the UI – allowing you to fully shape all 

the containers, colours and branding to create an 

extension to your website. Pictured is a 

representation of what this could be, as well as 

being the standard portal that comes with the 

solution.

You can provide 3 tier access levels to end users, so 

they can either view all tickets raised by 

organization, site location or end user (just the ticket 

raised by this individual). 

7. End User Portal – Orientated around self-service.
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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.



The Service Catalogue comes out the box with a 

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.

7. Service Catalogue Cont.
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HaloITSM’s Reporting and Data Analytics functionality 

allows you to create any bespoke report you wish to 

gain transparency into any function within your 

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.

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.

There are 150~ reports available out the box, with an 

additional 2,500 reports available for free via our 

online repository, called ‘Download more reports’ in 

the screenshot above.

8. Reporting Analytics
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We also offer advanced dashboards as part of the system, these can be created with ease, 

and can contain whatever information you wish to stay informed about. 

Most usually found presented on a wall TV, these can also be kept as a separate 

management browser tab to keep managers informed on departmental critical information.

8. Reporting Analytics Cont.
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Here’s what customers rated HaloITSM vs ServiceNow, ManageEngine, FreshService, Cherwell, Hornbill, Ivanti TOPdesk and Spiceworks.

An Industry Leader - But don’t just take our word for it
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Here’s what customers rated HaloITSM vs ServiceNow, ManageEngine, FreshService, Cherwell, Hornbill and Ivanti.

An Industry Leader - But don’t just take our word for it
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Integrate HaloITSM 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.

Extend HaloITSM with Apps
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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
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