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ABSTRACT

Based on this period from 02 February 2017 to 30 June 2017 at Information Technology (IT)
Department, edotco group, Special Project entitled, User Guide of Manage Engine Service Desk Plus
and User Guide Manage Engine of Asset Management have been proposed for the staff of edotco’s
Bangladesh. Implementation of this was to propose was first, to standardize the classification of
ticketing in terms of log ticket and to move from manual to systematic process by integrated with user
of edotco Group Sdn Bhd and edotco Bangladesh. Apart from that, Asset management operation in
Manage Engine also functioned to asset in and out by making sure the leasing or contract date of an
asset. Other than that, there were also task involve IT Service Desk and End User Computing (EUC)

in IT Support team by making sure edotco’s business continuity.

Keywords: Information Technology Department, request management, IT Support, Manage Engine

Service Desk.
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1.1 Background of the Organization

1.1.1 History

According to Mesiniaga Websites, ( ). Mesiniaga was established
on 17 December 1981 at a time when the country's IT industry was still in its infancy. The
establishment was in response to Malaysia's New Economic Policy (NEP) to increase Bumiputera
participation in the technology industry. A strategic plan was developed to cultivate local
entrepreneurial talent. The plan involved utilising a pool of ready talents in International Business
Machines (IBM) and incorporating a company that would serve as IBM's sole dealer and agent in
Malaysia. The team was headed by the late Ismail Sulaiman, who was formerly the General
Manager of IBM Malaysia. Together with a team of 50 ex-IBM personnel, Mesiniaga became
fully operational on 1 January 1982 with a paid-up capital of RM500,000.

Though Mesiniaga started out as a company selling IBM office products, Mesiniaga have now
evolved into a multi-platform business solutions provider with a paid-up capital of RM60.4
million. Within the last 30 years, the technology landscape has changed tremendously. New
trends have emerged resulting in a sea of change in the way companies do business. Across the
board, companies these days are constantly on the lookout for solutions that will give them an
edge over their competition. As such, Mesiniaga are constantly striving for ways to provide their

customers with an experience that will allow them to achieve their business objectives.

1.1.2 Functions

Mesiniaga have made it their Mission to Help Customers Succeed. They believe that technology
merely acts as an enabler in improving business performance. Therefore, while they continue to
leverage on their strong partnerships with globally renowned partners to provide customers with
innovative technology, their value to customers lies in their understanding of their environment
and challenges. Their main aim is to enhance their value proposition by maximising the returns on
their Information Technology (IT) investments.
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1.1.3 Objective

e To enchance customer experience is in the management of customer satisfaction.

¢ To aim at improving service delivery and Mesiniaga understanding of customer needs.

e To encourage superior technical skills to pursue or upgrade their professional
certifications.

e To give their customers the least possible worry in their dealings with the company.

1.1.4 Vision

To Be the Malaysian IT Partner of Choice
For Customer

- To be the main solutions provider for their customers by align goals with customer

needs.
For Partners

- To have a loyalty relationship between Mesiniaga and vendors that will achieve
shared goal of total customer satisfaction.

For Emplovees

- By exploit their full potential, deploy them to greatest benefit and merit their

continued service and commitment.

For Shareholders

- By create the greatest business value for their customers as to enjoy superior returns
on their efforts.

1.1.5 Mission
Helping Customer Succeed

Mesiniaga main aim is to enhance their value proposition by maximising the returns on customer
IT investments.
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1.2 Organizational Structure

1.2.1 Board of Director

Board of Director

Figure 1: Mesiniaga Board of Director
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1.2.2 Management Team

Management Team

Figure 2: Mesiniaga Management Team
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2.1 Departmental Structure
2.1.1 edoteo Group Information Technology (IT) Departmental Structure

Department Team

Figure 3: edotco 1T Department {'eam




INDUSTRIAL TRAINING REPORT @nm .-

2.1.2 Mesiniaga Information Technology (IT) Support Departmental Structure

Department Team

Figure 4: edoten |1 Support Team
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2.2 Department Function

Information Technology (IT) Department in edotco Sdn Bhd functioned as to maintain
business operation involve daily task which involving with stakeholders such employees,
supplies, customers and investors. IT equipment such desktop, notebook, printer, Skype
conference devices and others was control under IT department. According to Figure 3 in IT
department, consists of management of Enterprise Systems, Assistant Manager of IT,
Technical Project, System Administration and IT Support Team.

IT Head can be functioned to ensure all IT operation was function with effective and
efficiency. They also have authority on any IT asset request by providing licenses of every
new user of edotco all over nation. Policy and procedure of IT management also implemented
by Head of IT to make the decision. Second, Enterprise Systems management involve with
interact with other key stakeholder which allow other companies to cooperate business
processes such as sales, deliveries and account receivable by involving transaction with
customer and vendors. There was also involvement of Supply Chain Management (SCM),
management of procurement of raw material or product according to procurement policy
applied in edotco Group Sdn Bhd.

Moreover, function of Technical Project was to ensure project management was according to
time plan with proper planning, leading knowledge, budgeting and risk management.
Moreover, IT knowledge applied must be suitable with edotco Group environment by
understand various types of programming language for implementing phases as to coding,
testing and deployment process. Forth, System Administration in edotco group can be
functioned as to maintain existing system such EASI system which responsible by Mr
Muhammad Safuan. Next, maintaining in aspect of administration right if there was any

changes for improvement from recommendation as to improve the efficiency of application

programs.

Lastly, IT Support functioned to support user of edotco all over nation in aspect of
troubleshooting users request or service and determine the best solution for them. IT Support
also has to familiarize with the newest IT technology and manage asset in edotco Group. The
staff was outsource from Mesiniaga team. Refer Figure 4.



Chapter 3:

Industrial Training

Activities

10




INDUSTRIAL TRAINING REPORT '_Mzsining

The iadaysian [T Partner of Choica

3.1 Training Activities

3.1.1 Daily Activities
3.1.1.1 Morning Health Check (MHC)
MHC defined as the process of performing a quick assessment of every

meeting rooms of edotco Group Sdn Bhd. This done by testing projector in

aspects of;
v" Audio
v' Video
v Content Sharing
¥ Video Graphic Array (VGA) cable function
v High Definition Multimedia Interface (HDMI) cable function

Result from MHC then reported to “edotco IT Support” and “Information
Technology Outsourcing Service (ITOS) for MHC” group through WhatsApp
application. Figure below show the example of report.
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3.1.1.2 Checklist Critical Application

Checklist functioning of edotco application include log in interface. This task

completed together with MHC. Then, reported to Team Leader if there was

issue on accessing the system. This task was function to ensure that IT team

are aware and take an early action as to investigate the causes of the issue.

Below table is the checklist of edotco Applications. The details can be refer

in a Logbook at Appendix 7. IT Support Team did not support these

applications due to not having email address. Steps that are taken was to
troubleshoot and escalated to System Administrators.

No System
Name/Apps 1P Address/Url Status
I} Easi https://easi-my.edotcogroup.com Tested. No issue
2) Echo hitps://echo.edotcogroup.com/ Tested. No issue
3) Office 365 | https://portal office.com Tested. No issue
https://outlook office365.com
4) Company | https://edotcogroupmy.sharepoint.com Tested. No issue
Portal
5) VPN https://vpn.celcom.com.my/Login/T.ogin Tested. No issue
6) https:/frapid.edotcogroup.com/RDWeb/Pages/en- Tested. No issue
RAPID US/login. aspx?RetumnUrl=/RDWeb/Pages/en-
US/Default.aspx
D hitps://myaccounts.kpisoft.com/auth/UI/Login?got | Tested. No issue
eKPI o=https://myaccounts kpisoft.com/home
8) Payroll and s://1 cmsaas.com/edo Tested. No issue
Leave
9) HeRo https://performancemanagerl0.successfactors.com | Tested. No issue
{
10) Concur https://www.concursolutions.com/ Tested. No issue
11) Symantec | Liveypdate symantecliveupdate.com Tested. No issue
12) Case Case.edotcogroup.com Tested. No issue

o

12
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3.1.2 Installing and configuring computer hardware operating systems.

Installing and configuring computer hardware with admin credential. By install
applications, activated Microsoft license using staff's domain email address.
Configuring computer process will be taken on every new joiner of edotco Sdn Bhd
according to edotco installation policy by using disk-imaging tools to create
notebook’s image. The imaging tools are Acronis True Image 2014 and Clonezilla.
Below are the activities involve. These activities are not the complete steps due to
confidential matters.

v" Set edotco Theme as a Desktop Wallpaper.
v Set edotco default image as a Touchscreen.

v' Pin below application on windows start;

pdoteo Oftce Sute

v Set homepage of browser as

https://intranet.edotcogroup.com/

Activate Microsoft Office using staff’s domain email address

Sign in Skype for Business

Sign in One Drive account

Install Adobe Acrobat Reader DC using Microsoft Intune

Set Internet Explorer and Adobe Acrobat Reader DC as a default
application

v" TInstall printer driver

S N N N

¥" Do System update and Windows update

13
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3.1.3 Testing and evaluating “Skype for Business” technology
Process of testing and evaluating “Skype for Business” technology can be done by
setting up the device on all meeting room before Skype meeting. Edotco Staff will
request devices from IT Support Team as to set up the device. Table 2. IT team must
ensure that audio and video are connecting to the devices. Then, set up volume audio
according to customer needs. In Edotco Sdn Bhd, technology used for Skype for

Business are;

Model Name Model

Logitech BCC 950 : l
¢ &

Conference Cam CC3000e ‘ =

Polycom Real Presence Group 500-720p ‘ A _

EagleEye IV /

14
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3.1.4 Documentation
3.1.4.1 Password Expiry Notification Documentation
Introduction

The ignorance of Password Expiration Prompt was one of the issue by the
user of e.co group company which is a cause of concern due to many users
asked IT Support help desk to solve this issue about their email account
cannot be opened due to password has been expired. So, this task functioned
to reduce the number of user who have the similar issue. The intern have
been given this task to reduce the issue by IT Support leader. By having a
Password Expiry Notification is a function to give a notification by forcing
users to change their password regularly such once every three month.
Password reminder tool will help IT support Admin to determine the new and
old date of expiration. However, users with expired passwords will increase
the numbers of IT Support calls with an excuse of ignoring password

notification and issue of cannot log in to their account.

Hence, IT Support have to remind every user with expired password to
change it regularly. This function can be done by using Windows PowerShell
to run the script from user Active Directory which used by System
administrator. System Administration can maintain a strong password policy
without users getting locked out of their accounts, business operations being
stalled ot the helpdesk being overwhelmed with password reset calls. Since
the intern did not have the authority to access the Active Directory from the
Cloud Server of e.co, the intern only uses the Password Expiry Notification

function to send to a single user using PowerShell.

15
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As mentioned above, Password Expiry Notification can be functioned by

modification of scripts on Windows PowerShell. The modification involved

were;

Function
SsmtpServer “smtp.office365.com”
Port Number “587”
$from “no_reply_system@edotcogroup.com”

(act as a System Administration)
Above email address was used for testing. For future, IT
Support must implement a formal email address which was

acknowledge by users of e.co to prevent phishing emails.

$Semailaddress edctest01@edotcogroup.com (User Receipt)

$creds (Get- Function to prompt “System Administration’s password”
Credential)
$UseSsl “Allow to run the script with authentication access”

If not using “$UseSsl” . Then will appeared

“ The SMTP server requires a secure connection or the
client was not authenticated. The server response was:
3.7.57 SMTP; Cliet was not authenticated to send
anonymous mail during MAIL FRO.

$hody “Contains about the user’s Network Administration

Password Expiration days left with the Password

requirement to guide to user to change password”

16
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The modification in the script was on following below;

—
S$sm . "emtp,office36s5, com”
no_reply_systemdedotcogroup.com”
Get-Credential -
"ayu_external. it@edotcogroup. com”

The outcome from the script running by Windows PowerShell was on the

following below;

I EDC Testdl
Password Expiration Notification

i 3 message was sent with High impartance.

Dear,
Your Network Administration Password will expire in days
This Password is used to access your email accouat

If vou are at a e.co office, pleass male sure vou are connected via a hard-wire Ethemet connection then press CTRL ALT Delete and chose Change
Password

The Password requirement ave as follows :
. Must contain ppper and lower case letter
. Must contain a number or special character

. Must contain 10 or more characters

. Must not be the same as your previous
Thanks,

IT Support e.co
Phone : 03-2837618

17
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Conclusion

In a nutshell, Password Expiry Notification function was important due to
remind users of e.co to change password from time to time and to reduce the
similar issue occurred. This function also will reduce time taken for IT
Support to solve this problem. In my opinion, to reduce the issue of the
ignorance of Password Expiration Prompt, IT Support should play an
important role to teach them how to change password and give notice to users
of e.co to change their email password once every 3 month. Another
recommendation the intern can implement is to provide an event regarding
implications of ignorance of Password Expiration Prompt Awareness. This
will automatically reduce time taken especially for e.co IT Support to run
their task with effective and efficiency.

3.1.4.2 User Manual

There are several documentations requested by the trainee to be updated I
order to have efficiency business operation. Such documentation was at

below;

Jg-‘q

IT Support User Manual

Create Master Image using Cloneziella

Guideline Password Prompting en Skype
for Business

Guideline on set up Skype meeting using
Skype on Mobile App and Windows

Updating on the latest update to overcome
obsolete information such new Internet

Protocol (IP) address for printer

One of the new imaging tools applied due to
compatible with the newest asset coming
which is Lenovo ThinkPad X270.

Current issue which occurs more than 3
users of password prompting keep

Issue arise when lacking occur during
Skype Meeting call held at Myanmar with
Chief Executive Officer (CEO) of edotco
Group Sdn Bhd.

18



INDUSTRIAL TRAINING REPORT Mesining

Tho Molaysian IT Partnar of Cholce gEE'

3.1.5 Asset Management
3.1.5.1 Asset Tagging
Asset tagging was functioned to track hardware using Asset No. This will
ensure the process of asset management in and out can be monitored. Asset
tag design consists of company logo, which is MESINIAGA logo due to
support management will be handle by them. Below were step-by-step

activities involve;

Steps Asset tagging Description
Unboxed notebook carefully.

Check physical condition such
keyboard and any damage on
notebook physical.

Plugged in the battery into the
notebook

4 Insert laptop charger into laptop carrier
Record information below;
v' Serial Number (S/N)
v' Media Access Control
(MAC) address and
v Local Area Network
(LAN) Wi-Fi

Print S/N wusing asset-tagging
machine to be placed on every

hardware.

19
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3.1.5.2 Asset Replacement
The intern has also given task on Asset Management by the trainee. This task

includes the process after configure notebook for edotco’s user. After
configuring process, IT Support will fill in the details of the user with MAC
Address and S/N of notebook (*Mandatory field) in the form on Figure 9.
This form functions to monitor asset in and out. This form is vital to be kept
due to evidence of acceptance and returning of device. It was also to create an

ownership on specific asset if there was loss and damage.

The processes are the following below;

Fill in information details in Office Workstation Request Form

Assist new user to set up Personal Identification Number (PIN). Password and Fingerprint

Signature of Liser on acceptance of device-and Asset Policy

Signature of I'T onacknowledged acceprance of device

Given a week to backup data then I'T will colleet the Notebook

Signature of Liser on retirn of device. Peripherals must be return according siven

Signature of |T on acknowledged return of device. Check peripherals according given

20
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3.1.6 System Development
3.1.6.1 Attendance Management System Proposal
This is one of the mini task given by the trainee. Attendance Management
System (AMS) can be functioned to track time attendance of check in and out
which will be used by IT Support edotco Group Sdn Bhd. The details report
can be found on Appendix 3.

21
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3.2 Special Project

3.2.1 Introduction

Special Project entitled, User Guide Manage Engine Service Desk Plus (Cloud) was started on
first week of 16th February until 16th June 2017 which the total days was 87 days. The beginner
of the project includes planning and research method on Request and Asset management
environment. Then followed by first task, first task review, second task, second task review,
final task and final task review. Gantt chart of this project can be referred at Appendix 4 which
made using Smartsheet Website. This Special Project was requesied by the Trainee to be

completed until end of June to be sent to edotco Bangladesh, to be referred by IT Team at there.

User Guide Manage Engine Service Desk Plus (Cloud) is a comprehensive Service Desk or
Request Management and Asset Management software that provides request management and
Information Technology (IT) managers an integrated console to monitor, maintain the assets
and IT requests and services generated from the users of the IT resources in an organization.
Producing report also can be done by multiple of click according to user requirement.
Furthermore, by implementing this user guide, this will increase IT business operation
especially IT Support Team in managing issue and to create knowledge base between IT

Support Team.

3.2.2 Objective of the User Guide

¢ To have a standardized workflow of request and asset management
e To generate report that meet with Service Level Agreement (SLA)

e To be referred by staff at edotco Group and Bangladesh

22
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3.2.3 Project Information

1) Name of the Project User Guide Manage Engine Service Desk Plus.
2) Project Scope IT Support edotco Group and Bangladesh
3) Module Service Desk Management

Asset Management
4) Project Source New projéct
5) Start Date 16 February 2017
6) End Date 16 June 2017
7) URL ttp ) geengine.com/
8) Software Used Microsoft Office

Microsoft Words

Microsoft Power Point
Gantt Chart - Smart sheet.com
9) Status Being refer and used by IT staff at edotco Group and
Bangladesh

3.2.4 Project Life Cycle

Special Project entitled, User Guide Manage Engine Service Desk Plus (Cloud) was started on
first week of 16th February until 16th June 2017 which the total days was 87 days. Gantt chart
of this project can be referred at Appendix 4 which made using Smart sheet Website.

The details of User Guide Manage Engine Service Desk Plus (Cloud version) can be referred
at Appendix 5 while the details of User Guide Manage Engine of Asset Management (Cloud

version) can be referred at Appendix 6.

23
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4.1 Application of knowledge, skills and experience in undertaking the task

During my internship at edotco Group Sdn Bhd, there are various knowledge gained, not only
Information Technology (IT) Knowledge but include with soft skills that are required to be a
professional IT Support. My job scope during my internship can be included as IT Service
Desk and End User Computing (EUC).

The application knowledge gained was during mini task, Attendance Management System
(AMS) proposal on System development which learnt from subject IMS607 Advanced Web
Design and Content Management. The intern was explored with various computer language
such, PHP and JavaScript language to be applied a user-friendly website. The application of
manual PHP language on system development, will broaden in aspects of designing according
to users need such moving clock on the interface of AMS. Moreover, in aspect of skills, my
information research skills were improved due to applied from subject IMC651 Research
Method in Information Science on Research Methodology Program, With these skills, the
intern can differentiate between reliable and unreliable sources plus dateline of completing
AMS project was on date. The interns have an experience on system developments which are

College Management System (CMS) and Electronic Coupon Management Systems (e-CMS).

Apart from that, subject learnt from IMS656 Management of Information Systems
Department was mainly applied in edotco Group Sdn Bhd in aspects of IT Service Desk and
End User Computing (EUC). This applied during Job Position Role Play assignments, on
communication and knowledge transfer skills to users such internal and external user. The
interns got to explore on how to dealing with stress management especially with upper lever
user. By leatnt from Job Position Role Play, the interns also gain persuasive skills and
problem solving skills on managing the issue. This is important as to maintain a good image
of the Team. The experience gain was dealing with customer was to be professional as can
and provide a quick solution such, provide a loaner notebook for customer, Yasoda Sewwandi
due to her notebook was automatically on Windows Updates when she was about to make a
presentation. By prioritise such task; this will increase the ability on managing task and
multitasker. In aspects of skills, teamwork skills were applied during Job Position Role Play
on brainstorming ideas as to improve some operation and how to deal with the big issue on
teamwork also, the intern has learnt different people have different opinion. The intern has
gain experience on customer service skills when attending the customer. The intern

experience on improving customer service skill first was to improve appearance by formal
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uniform, short hair for man and wear perfume if possible so that customer is engaging with IT
support. Second, be friendly to customer when attending them. First impression was
important as to have a good relationship with the customer. Be smile and use a good tone of
language, which a skill of language was improved automatically. Lastly, IT Support Team
and the intern regularly follow up with the customer after attending them even though the

issue was resolved, by following up with them, customer satisfaction can be achieved.

In aspect of documentation, subject learnt from IMS556 Information Systems Interaction and
Consultation on producing user manual during user training program. This helps on
improving my reporting skills specially to make it as an interactive as possible for user to
read. This can be seen on my Special Project entitled User Guide Manage Engine Service
Desk Plus which the details on Appendix 5. During internship, list of all user guide be
completed by the intern can be refer on Table 4. For your information, less text and more
chart was very helpful in the application in the user guide. This was to create an easy
understanding of information delivering process between writer and sender. Technical writing
skills also being applied in aspect of translate information into technical terms or non-
technical terms. For intern’s Special Project, it requires less technical writing skills, while for
“Password Expiration Notification” and “Create Image Cloneziella” task, it was vice versa
which intern have experience on writing “Microsoft Words Tips and Tricks”. Other than that,
experience learnt from subject IMS656 Management of Information Systems Department was
task on E-book of IT Department in Development Federation State of Kelantan. From this
experience, the intern got to explore on the advance feature on Microsoft Words which has a
similar feature with Adobe Photoshop.

=y
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4.2 Personal thoughts and opinion

Real world experience

Interns get the experience on becoming professional Service Desk and End User Computing
(EUC) by working in a professional environment in customer service field. This will cultivate
various skills such problem solving skills, teamwork skills, technical skills and English
language skills. With these skills, intern has experience in dealing with various type of user
since user of edotco Group consists of multi-cultural environment. The intern will gain

several of position such Asset Manager, Service Desk, EUC and Video Conference Support.

Information Technelogy (IT) Support Knowledge

IT Support Knowledge gain during internship process which can be referring at Chapter 3.1

Training Activities such;

¥v" Morning Health Check (MHC)
v' End User Computing (EUC)
v Installing and Configuring computer hardware Operating System

From intern’s opinion, by experiencing several of tasks, the intern were introduced to various
sources on solving issue thus this will help them to solve the issue if the issue was occur in
the future. From intern experience, the more IT Support staff supporting the user, the more
professional they become. This is because of the familiarity of the issue faced and be able to
handle it in a short amount of time.
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Resume Builder

It was an opportunity for intern to have various experience gain during internship, this will
make student’s resume become high demand in industry of IT field. Students with numerous
amount of experience and job position, will likely to be hired in industry rather than students
with lack of experience. For example, project completed during internship by the intern was
User Guide Manage Engine Service Desk Plus which it was the basic skills of documentation
to be applied of Service Desk job position. Other than documentation skills, technical skills
were also a high demand in IT technology nowadays which must be balanced between
documentation and technical skills. Task such system development can be included as

technical skills gained and this will make resume become stronger

Career Foundation

From the experience of managing several tasks, intern obtains opportunity from the
professional company which it is a foundation for every career. This foundation will make
them choosing on which career that they want to pursue. At edotco, intern got the experience
on becoming whether Service Desk or End User Computing (EUC). It was beneficial to be a
part of edotco intern due to above reason. Intern also can make comparable on which side was
the most suitable with the skills have. Instead of that, intern also can identify on which skills
that they are lack off and can be improved during internship process.

7%‘%3'
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4.3 Lesson learnt

Throughout 2 February until 30 June 2017, lesson learnt during internship at edotco Group
Sdn Bhd can be seen mainly in Information Technology Support which include area

following below.

Teamwork

Since the intern was frequently involve with the end user issue, teamwork was important on
discussing problem raised and to transfer knowledge on each other’s so that IT Support Team
are aware with the latest problem raised. As for an example, in edotco environment,
WhatsApp’s application being used every day on every task that has been completed which
refer on Table 1: edotco Checklist Application Report and Figure 5: Morning Health Check
Report (MHC). In Axiata building, IT Support Mesiniaga covers Edotco Malaysia Sdn Bhd
and Edotco Group Sdn Bhd which located at level 19 and 30. If there was an issue, EUC at
level 19 will then escalated to Team Leader and then escalated to System Administrator. After
that, Team Leader will send blue alert of Edotco user so user is aware at the early stage. In

this case, teamwork between IT team can minimize business discontinuity.

Punctuality

The intern also has learnt that to be a professional IT Support Team, they must be punctual on
every occasion that requested by customers. Such situation the intern has experience mainly
on setting up Skype Meeting. The process involved during setting up Skype Meeting must be
familiarized and completed with success. If IT Support Team has lack punctuality skills, this
will effect on Mesiniaga’s customer services and their image. The intern also has learnt that
time management during managing task must be suitable with customer’s requirement. It is

important to have customer’s knowledge during handling their information and data.
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Language skills

Apart learnt from teamwork and punctuality, a language skill was a challenge for intern due
to take over of Edotco Group’s user which involve multi-cultural environment. During
attending user, the information delivered from sender to listener must understand from both
parties. So, by applying English language automatically cultivate intern’s interpersonal skills

to build confident in them plus to improve communication skills.

Technical to non-technical communication skills

In aspects communication of technical terms to non-technical terms to customers, information
delivery is extremely important as to identify the main issue or root causes. One of the tips
that IT support must understand is put they in customer’s situation by imagine what it feels
like to be clueless. Communicating and identifying with computer users to find and fix
problems and minimize the issue to be escalated to the user or third parties. For example, user
request to install printer driver. Instead of saying “install printer by using IP address printer.”

Try starting sentences with “Set up printer driver must be implemented first.”

=
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4.4 Limitations and Recommendations

Limitations

Limitations can be identified in terms of unspecific job position of job scope. Job position
available at edotco Group Sdn Bhd was EUC and Service Desk; They are responsible on
Asset and licensing management. Other than that, Video Conference job position was
also managed by them. This will increase burdens between them. While for network
management, they have to escalate to network engineer from other account that is
responsible for edotco Group Sdn Bhd. In a simple words, there was no job position
Network Engineer at edotco Group Sdn Bhd. The numbers of incident of having issue
mainly on networking can be identified Appendix 7: Photocopy of Logbook. Lastly,
limitation can be identified in terms of backfield numbers, since there were least number
of staff responsible for edotco Group, level 3 and edotco Malaysia, level 19. Edotco

region and edotco branches also supported by Mesiniaga Team.

Recommendation

First recommendations can be implementing in terms of unspecific job position of job
scope was to hire pumber of staff such Asset and Licensing Manager, Video
Conferencing support, Network Engineer and Service Desk. This was to minimize
workloads of IT Support Team during managing their task. Second recommendation, for
Mesiniaga interns at edotco, suggested that intern at edotco to have experience attending
user at level 19 and 30 according to duty roster. This can be done by first week, the intern
will take over level 30 and the following week, take over level 19. This aim to familiarize
different environment, to engage with user of edotco group and Malaysia and to identify

common issue and what needs to be done.

S
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Appendix 1 : Borang Kedatangan Latihan Industri (February2017)
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Appendix 1.1 : Borang Kedatangan Latihan Industri (March 2017)
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Appendix 1.2: Borang Kedatangan Latihan Industri (April 2017)
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Appendix 1.3: Borang Kedatangan Latihan Industri (May 2017)
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Appendix 1.4 : Borang Kedatangan Latihan Industri (June 2017)
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Appendix 2 : Training session of Manage Engine Service Desk Plus

From Left : Pn Sallina (Service Delivery Manager, Mesiniaga), Ayu (Team Leader Edotco IT
Support), Max (Edotco IT Support), Azrin (Product Engineer, 10 infinity Sdn Bhd), Asyiqin (Edotco
Service Desk), Abidah (Axiata Intern), Aisyah (Edotco Intern) and Sabri (Edotco Intern).
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Introduction

Attendance Management System (AMS) can be functioned to track time attendance of check
in and out which will be used by IT Support edotco Group Sdn Bhd. The reason AMS
purposed was due to issue of location difference which complained by employee of IT
Support edotco Group Sdn Bhd. AMS will also notify system administrator, on “late”,

Attendance Management System

I) PLANNING

“overtime” and “OK” status. Below was the condition;

Status  Shift
OK 1st
ond
Late 1%
ond
Absent

Time
8.30am - 5.30pm

9.00am - 5.30pm
(Team Leader)

10.00am — 7.00pm
8.35am above

10.05am above

Check Out

Status  Shift Time

OK 1*  531pm-5.45pm

22 7.01pm—7.15pm

Overtime 1% 5.30pm — 6.30pm
24 7.00pm- 8.00pm

Forget -
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Problem Statement

Previously, employee of edotco IT support uses a fingerprint attendance system to
monitor absences and attendance of employee together with employee of Axiata IT
support. The issue arises in aspects different location of check in and check out. This
is because, Axiata IT support was situated at level 8 while for edotco IT support was
at level 19 and 30. This situation will be dragged time due to different building of
check in and out. So, by purposing AMS, they can check in at one building and they

tend to come early

Objective

¢ To determine the number of late and overtime of an employee

e To produce a report of attendance list once in a month

e To motivate user to attend early by the frequent number of “late” status.

e To reduce the “late” status of employee without having to go to Axiata IT
SupportLevel.
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Data Context Diagram
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Data Flow Diagram (DFD)
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1.0

Forrmttedt

employee data

—,

Employes

Regitation detail

Make
registration

D1

-————————

Employee

Registration

2.0

Employee

—a

Checkin

Checkin
detail data

Check In
Attendance Activity

detail

Formatted Check

In data

D2

Check Dut

3.0

Checklin
detail data

Attendance

Formatted Chedck
Out data

Check Qut
detzil data

Check Out
Attendance Activity

Report
enquiry

4.0

Repart detail

Generate
report

Check Out
datail data




Attendance A
Management 7. -

System . bl =R
o f\.;#-:':
III) DESIGN
Entity Relationship Diagram (ERD)
| Admin v
admintD INT
- Username YARCHAR(45)
-Password ¥ ARCHAR{45) —
__ Employes v
‘EmailAddress VARCHAR(45) e e
I EmployeelD INT |
: - name VARCHAR(50)
I image VARGHAR{100)
= b — —— < date VARCHAR{10)
T | cshiftINT
I - checkin VARGHAR{10}
| - checkout VARCHAR{10)
- i " stahusin VARCHAR(10)
7i( :' | statusout v ARCHAR{10)
- i ¥ AdminID INT
—ETSTRRNA X !  registerID INT
register D INT ] =
¥ adminID INT e _!
>

¢ An admin can view many employee data
e Many employee data can be viewed an admin

e An admin can make many registration
e Many registration can be made by an admin

» A registration can have many employee data
» Many employee data can be found in a registration.



Attendance Management System Admin Interface

7. Admin log in using username and
password
8. Aatdarion Management Systen Register new employee by insert full

name and upload image.

List of employee which give access

for admin to edit and delete

Report status

in and out of employee




Storyboard

Interface

Attendance Manaq;ment System

Atterrdance Management System

B Description
Attendance Management System

Interface

Click on “Check In” once came in
according duty roster 1% Shift or 2
Shift

Successful “Check In”

Click on “Check Out” once came
out

Successful “Check Out™




Workflow Process

a) Data Flowchart (Employee)

Choose picture of the
staff

Click on “1* or 2™
Shift” according duty
roster.

Click “Check in” when
camein

Click "Checkin” when
came out




b) Flowchart (Admin)

Log in username and
password

“Column Add Employee”

Update New Employee

“Column List Employee”

Modification List of Employee

“Column Report”

Status report of employee
with time in and out

10




IV) IMPLEMENTATION
System Interface (Employee)

System Interface Description

Attendance Management System

edoico iT Sunpart

System Interface

STAFF CHECKIN

Choose shift according
Name Muhammas Mani ishak
Nok  SMTIZIZTARS to duty roster and

Shitt T+ tstShin  2noShit

e Check In.
84K ]
CHECKOUT

Vo | e Staff Check Out

H CHECm(iT_,

11




System Interface (Admin)

System Interface Description

ADMIN LOGIN

Login  Username
and Password

B - I Tiwe  fuction

menu;
REGISTER EMPLOYEE
- Register
Employee
— - List
Employee
- Report
Register Employee
include full name,
Identification
Number and Image.

— FHsevEs o —

EMPLOYEELIST List of employee to
“Edit” and “Delete”.

Name ICNo. Date

e B i s T S TR

ATTENDANCE LIST TODAY
Details of
Check In and Out,
Status In and Out,
And  action to
“Delete”

12
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Managet ﬁgwm—il"
Setting Setup ServiceDeskPlus

Configure all your service setting such as Users & Permissions, Organization Settings, Mail Settings,
Customization, Template & Forms, Automation and User Survey.

L

Log in Username and Password on h\ps.//edoicoitme.sdpondemand.manageengine.com/
Username should be email address

Users & Permissions:

Users

Reauesters

1. Toadd requester, click =" o

(add requesters manually)
2. Filled in the details below;

Personal Detalls

Employes ID

1

Description

Contact information

u
=]
w

INFO * Sita v L, be azsorizted 12 tne requester throogh 2 Teparsment, ~ere site art &
Siee NGO in any site
Depariment Mams None

Show anly their own requests.




Managet rxgmr_-:\?*
Setting Setup ServiceDesk Plus

Users & Permissions

Requesters

. To add requester from CSV, click Import Users > Import from CSV

2. Filled in the details below;

import Wizard

Rescairce Type Reguester

How oo you want 12 impent?  agd recomds and update falready e v

Fite Format oY v
Shesr kg

Locate Fite | Chogse Fite No flle chosen

Charactar Encoding UTF-8 v

3. Click =<

List of Requester

o Click *™" , EEEEEEC)

perform this)

o Click ™ to assign requester's department. By tick on
specific requesters.

to delete requester (Only Organization Admin can

These are the list of requester after import file from CSV:

&

Kew R TR USeT

Name =~ Login *ame Emai Dezartmex NaTe EvployesiD Sane
v o Awsf oo st oahim@edowegaup.orm  Hoemay Resourzes i3]
i »' b Razak Al abaazak@edotcogrovp.com Cpecations. $G723455372 Reghondd OpargmicnMan ... -
7 Apout HBmio Avgul Ranim Hamzan hamis.naman@escagroup.com Fiaaace

50322621357 Asnisatbapage-Fi. -

o ABDUL HAMIZ BIN ABDRA RANIM ~AM AR -

' ABDUL RARIM BIN HADADEK
—_———
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Technicians

1. To add new technician, click! ¥ TEEEn

2. Filled in Personal Details below;

Perscnat Detals
Nare

Employee ID

{entact information
Emat

Phers

Mebile

EMSARILID

Cox Denalls

Coxt per how RM 000
Department Jetails
Deparvment Name e 5

Lotie

3. Assign the site(s) for the Technician. By Select available sites, and click * >>".

Notin any site

»




Managebngine -'

ServiceDesk"lus

Setting Setup

4. Assign the group(s) for the Technician according to their expertise. By Select
available group, and click ” >>".

Secunty A
“ides Conferencing and Conf
Appilcation

Hardwars

Moming Hsalih Chech
Administration

Network - MAC address
Network

5. Click E
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Setting Setup

¢ Admin has authority to change Company Details according to Site.
o Musit fill in column with ” * “
¢ Change Currency according to site.

Company Detalls

Tackaizian vt "Ovgan zaticn A2min” ro.eorivaege o3t uodara Jompery Dhgaaizatise data ls

Eoor Mambas Levei 3,
Street Acate Towar 3,
Lancmark Jgign Stesen Sentrsl §,

LTy Kuail Lumpur.

1PRPoztal Tode 50470

State/Provincs Wisyan Ferseutuen

Country Faisysia
TE LInE GMT B:0 i Malaysis Timeidsia Kuala_Lumpu
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Setting Setup

L. Insert Region Name of Edotco Group

2. Click ~ toedit Region Name and Description

Regions

New Region
Region Name = Dastription
.7 Bangiadesh
. Cambodia
e 7 Malaysis
v J Myaamar

.. Pakistan

' Sritanka

1. Insert Sites Name of Edotco Group

2. ClickR ~ to edit Sites Name

o/ ETCTCD MALAYSI

o7 REGIDM {SARKMAK]

o TRIPFORT

EZQTIO CAMECDIA
REGICN (NDRTHEN]

EDOTCO 5RELANKA

10
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Setting Setup

Operational Hours

. . N S
4. Insert region’s Working time and days and click  >**
S. Below are according to Edotco Group Sdn Bhd
Operational hours
Working time
To specily vour working hours Selerta 5B ans end time
Raune the gleck {24 heurs!
¢ SeeTt Operational houss
StrtTime qg v 0
Eng Tire 9w v
Working days
Slease s2lact working 0ays of the HelpDesx
¢ tienday
v Tueseay
¥ Wecnesday
¥ Trursgay
¥ Frigay
Seturcay
Zuncay
Holidays
. i . Mew Holiday
3. Insert region’s Holidays by click
Hotidays
NevHolidey  DEee
Dae Descrgtion Rezurring
< May1,2018 Labewr oy ves
7 jan 12018 S Year's Doy ey
~7 pecdt 2017 e YearEre ver
" Dec25. 2047 TheimTas ver
o Dect 2857 Srzphes Mghmmmse Sivtheey o
0t 182047 is
= Sep 21. 267 A3l Muharem \o
S Sep16.2097 Maiaysia Uy ves
7 Sep .27 ~ari Aayz Haji Mo
o7 Aug 31,2097 indacencece Dyy s
S wn2n. 0% =osi Raya Azt Cay 2
Y3 26, 2097

11




Setting Setup

Leave Types

1. Insert leave types by click

2. Click ° toeditLeave Types

These are the types of leave;

Type of Leaves
Annual Leave

Sick Leave

Maternity Leave

Marriage Leave

Paternity Leave

Childcare Leave

Examination Leave

Compassionate Leave

Managetngme .

ServiceDesk P lus

and click ﬁ

Description )
For example, employee on vacation. Table
below according to Compulsory under
Employee Act 1955

Year in Service Minimum
Entitlement
15t to 2M 8
31 to 4 12
5t and above 16
Year in Service Minimum
Entitlement
1%t to 2nd 14
3 o 4P 18
5t and above 2

Period of absence for working mother before
and after the child of the child.

Normally 3 days

Leave for the birth of child for working father.
Normally 1 or 2 days.

As a working parent, staff is allowed to take
childcare leave to look after their sick children
aged below 12 years. Normally 1-5 days

Employee Form needed that enable them to
pursue examination

For example, death of a family member

Leave Types

Name

o Casusl Leave

Deaszriprion
Used when techinichan i3 on vacation
Used when & technician is unavailable a3

Usad when a tezhnician it unevailadie gus)

Uzed whan 3 techeician is nay well
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Manageinqmé.
: ServiceDesk Plus
Setting Setup

1. Insert Department by click

lew Depariment

2. Fillin Site and Department Head and clichE

oite Defauil Sews
Dagzrment Head

Click o setect Departmens Head

Descrlaticn

E Ca,‘ =

1. Insert Department by click .
2. Fillin Group Name and Selected Technician in this group

3. dlick E

e

e Grp

Edit Group

‘Zme Adraimstration
Alsyah Ramit Hapif izhak
Nury! Asyigin
Nursi iddayu Azian
Suigin Test
Max Chan

N\:;\ £
ey o
13 @?;:2.;’1)!

<Y



Setting Setup

Currency

1. Insert Region’s Currency by click
2. Fill in Currency Name, Code and Symbol.

. Y-
vianaget -ﬁgiﬁ’ﬁ :

ServiceDesk Plus

Regions Currency Name Currency Currency Symbol
Code
Bangladesh Bangladesh Taka BDT b
Cambodia Cambodia Riel KHR §
Myanmar Burmese Kyat MMIC ] (
Pakistan Pakistani Rupee PKR RS
SriLanka Sri Lankan Rupee LKKR RS
3. Click
—_—
Currenoy Hame Ilalsysian Ringoit




Setting Setup

Mail Settings

Mail Server Settings

e Fill in the column below with “ * “

incoming Mail Settings

Servar Name ¢ 12 &

User Name

Jutgoing Mail Semings.

Servar Name / 1P Acdrass ¢

AtemiEte Server Name [ P
Aggness

Senders Kame

Reply-ro Aodress

‘putiook ofice355 com
itme@edotcogroup.com
fmegedoteogroup.cons
IMAPS iPort 893} v 7T

[

Minutes

2 v

¥ 4ccept B2 il from unknown UseTs

smip.oBceldss.com

ITRE
me@edotcogroup.com

SWTF With TLS iFort 567; v
itme®&edoicogroup.com

errerrevare

. = Ry -- ‘
Managekbngine .

ServiceDesk "lus
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Setting Setup

Customization

Help Desk

Category

l. Clickon '=¥<wen

2. Filled in Category Name * >

Aczign 10 Technician - Choose Technician - y

Save Save snd Acd Sub Cstegory Cancel

Sub Category

Clickon ™3ty gp

Sa Ji ' '
3. Filled in Sub Category * > e e

Mew em

Clickon OR

4 Filled in ltem * >

S =£8
Managetngine

ServiceDeskPlus

16




Setting Setup

Customization

Help Desk

Status

ey Teatyz

1. To add new status, click
2. Filled in Name *, Type, Color and Description

ki = InProgfess lerrplateg

&

Managet mgfr-f:"f
ServiceDesk "lus

List of Status
Below is the list of In Progress and Completed
Status Name Description Timer Status
In Progress
On Hoid Request on Hold Stop
Open Request Pending Running
Completed
Closed Request Completed -
Resolved Request Resolved, -

waiting for approval
by Requester

No color
#OO066Ff

#HO06600 [ |
#0066 e




e =fo
ManageEngine ).

Sl ServiceDesk Plus
Level
. Toadd new level, click =" ="
2. Fillin Name * and description.
Save
3. Click -
Name - | - a
Descripton
List of Level
Below is the list of request level.
Name Description
Tier1 Non-Critical Issue such as Hardware
Failure
Tier 2 Critical Issue such as Network Failure




Setting Setup

e Mod
1. To add new mode, click e

2. Fill in Name * and description.

3. Click

_——':)-..\ a2 -
Managekngine .5

ServiceDesk Plus

Nams -

Desrription

List e

Below is the list of mode.

Name
Email
Phone Call
Walk In
Web Form

Description

Request through email
Request through Phone Call
Request through Walk In

Request through Web Form

-

<

=

(e
L4430

19 ff,{J:: j

i
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Setting Setup

Customization

Help Desk

Priority

1. To add new priority, click hgiad

2. Fillin Name *, Color * and description.

3. Click

. , : = o —
Vianagekngine ‘-‘

ServiceDesk " lus

List of Priority
Below is the list of priority.
Name Description

High (Incident) Affects Business

High (Service)
Low (Incident) Affects Individual
Low [Service)

Medium Affects Service

Color
#FbbO0OO0O

#fFOO00

#003399

#0099fF

#6600




Setting Setup

Customization

.

Help Desk

TaskType

1. To add new task type, click

New Task Tepe

2. Fillin Name *, Color * and description.

3. Click

List of Task Type

Below is the list of tasR type.

! R =
Managebngine -'

ServiceDeskPlus

implementation

Instali/Uninstall

Maintenance

Planning

Release

Replacement/Repair

Testing

Troubleshooting

Implementation of the
planned work.
Install/Uninstall of the
software.

Maintenance task to ensure
the good condition of the
system.
Design/Re-design
new/existing system.

the

Roll in of the developed
system to the production.

Replacement/Repair of the
Hardware.

Ensuring the quality of the
system.

Finding the root cause of a
problem in the system.

#999900

F#666666

#ff6600

#ff6bcc

#00ffO0

#fFFFOO

#990000

#O0ffcc
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Incident Template

. To add new incident template, click
2. Fill in Template Name * for Category and Sub Category related.
Such as

A Incident Templaze

Category Administration
Sub Category Active Directory (AD)
Tempiate Name | Administration - Active Directory (AD)

Zomments
SWUE Open v Tyee of Recuest . Galact- v
Mode - SolectMode — v {Emoty}
el - SelectLevel ~ v riority  Lowiincident; v
Requeser Detzils
Name - 48380 _Select— v
Comtact number Departmen
ot Tile

S8 Nobknam she \ Gaegeny  Administration M
GTus - SelertGroup — v St lFtegory  achve Directory tAD: -/
Techaitia® - Select Tachniciar — v SET - Selectlery v

3. Click -

Edit Incident Template

1. To edit incident template, click *
2. Edit the incident template form

Szve

3. Click



&
Managekbngine .

Setting Setup ServiceDesk Plus

lates & Forms

—"

Resolution Template

. To add new resolution template, click
2. Fillin Template Name * and write resolution related with template name on
Description column
Such as

New Resolution Template

Template Name Administration (Service)- Active Directory (AD) 1
Resolution Update user's title in AD

Multiple of resolution can be applied by rename template name "2

Template Name Administration (Service)- Active Directory (AD) 2
Resolution Reset user's password in AD

Update users fitle in AD

e

3. Click = /e
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Setting Setup

Automation

Notification Rules

Request
To set the notification rules, select the relevant check boxes beside each of the statements
listed. You can also customize the email template of the notification rules, if required.

Requester Notifications

1. Tick ” Email Requester when a Request is Resolved " > Customize template

Requester Nocifizations

Arkroviecge Requesiar by Emall when & ew request is received S

hcknowledge Requester by Email on -ecai

Acknzaadss Ragiemer by Emal whan T

Email Requester when 3 Aesiest 2 Reatived

Achrowledca Requaster by Email when ta racuest s cicser

2. Change Subject and the Message content by typing the text of your choice and
adding other variables that you wish to display as a part of the subject or message
content.

a. To add more variables, just click the corresponding variable from the list box
beside the respective field.

setfcaton Rule . EMsil cequester when @ Request s Resoiver

Your Raquest with D 2#5RacuaniotY nas bean Resoived,

B Z Y & F w- B 2 =- 2 &9l T =

Your Reguest DS Requestid] has been rescived,

Tife  GTife
Llich hars fo close thig request
SRezuestAge

you are not satisfied. repiy i this mall 4o re-open the Request
regands.

Tharks and
edotop (T

Save

3. Click

24
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Notification Rules

Technician Notifications

1. TicR following task > Customize template

%4

ServiceDesk Plus

Alent Teennigian Dy Emai when 3 recdest is assigned

M5 wnen a request s assigneg

Send Email tv Technician when 2 Requamt is Re-coened oy ©he user

Serd Email o foliowing techricians when @ requast is closad.

A137% craup membars 8
Atz £ members

T GroG Emzid when 3 new reguest is a2ded 1 e groug

BgUes 2 Groy
Alertgroup rembers Sy Email when 3 reuast is le% unpitkad in 3 group

AR group membars oy Email whien 3 raguast in group is updatad

]

]
Katifying Aoproval Sender for Acoroval Artion

2. Change Su

L
3"}
B

bject and Message by your choice >

Alert Technician by Email when a
request is assigned

Subject

Request id ##%$Requestid## has
been assigned to you

Message

Request details are :

Requested by : $RequesterName
Created by : $CreatedBy

Due by date : $DueByDate
Category : $Category

Title : sTitle

Description : $Description

Click for details : $RequestLink

user

Send Email to Technician when a
Request is Re-opened by the

Subject

Request ID :##$Requestid##
has been Re-Opened by the user.

Message

Request [ID:$Requestid] has been
Re-Opened by the user.

Tide : $Title

Description : $Description
Resolution is : $Resolution

Notifying Approval Sender for
Approval Action

Subject

Action taken on approval sent to
$ApprovalSentTo

Message

Request |D : $Requestld

Title : sTitle

Approval Status for Request :
SRequestApprovalStatus

Status : SApproveStatus

Action Date : SActedOn
Comments : $ApproveComments

25 i"?
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Request Closure Rules

Mandatory fields for Closing Request

5. Tick any Mandatory fields for Closing Request to be appeared when request is closed

ttace tavel
&l
CFRgaTy
Suo Camgory descx
iem: Resaliion
Rork Lo Aszyoiarer Tass should be ¢iosad
A} ohiid reqLests should e Cioser AL acdress
pe ¢f Reguest
e —=

Confirm User Acknowledgement

1. Choose whether technician want to prompt a confirmation message to technician
asking if user has acknowledged the resolution?

T L WU s e ma - - = e N W o gt T e el if rmr e b e g s B - -~

U0 YOU Warit 10 prompt a tonfirmaticn messasge 1o technician asking if user has scknowledged the resolution.?
VAC  NrOAr S cT=n

"= Yes CIMEt 38 Messa

No. don’t prompt 3 message

Request Closing Process

2. Choose whether technician want to manual or automated close. If Automated
close, state close resolved requests after how many days.

Request Closing Procass

Manuzl (lcse

® Astomates e

ressived raguass a%er

Closing Requests Associated with Task

3. Choose whether want move request status to closed or resolved when tasks area
all completed

¥ Whan 3l the associstes tasks are complated. Move the rEQURST 2T D Resolved v I
=S ———e————————
. Save
4. ClicR

» &
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Survey Settings

Enable Survey

1. Tick whether want to enable or disable User Survey

¥ Enable Usar Survey
Survey Notifications
. . . . e
2. Modify content of Email to be seen by Requester in order to close the ticket >
Subject Your Request with ID :##$Requestid## has been
Closed.
Message Dear $RequesterName,

Your Request [ID:$Requestld] has been closed.

Title : $Title

Please help us to improve our service by completing
this short survey.

Your feedback and comments will help us to improve
our service. We appreciate your time here.

ClicR here to answer this survey.
Thanks and regards,
edotco IT Support

Note: This is an automated email. Do not reply to this
email.

Survey Details

3. Modify content of the message of your choice

Weltoma Heszage Plezse nelp us 3 Improve our sarvice Dy partizipating in tis brie” survey,

Suczess Massage Your feedtank has Teer tant and rommenTs witl bae considerec,

Faliure Tessage Your sorvay infermation for s request har sirezcy Seen received Sor tansicerato,

Thaks Hessage Tnank you for waking patt in tis survey.

—— == — ——————————l
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User Survey

2. Toadd question survey,click ="

Save

3. Click

a. Toedit, click *
b. To delete, click Lz

c. Tomove up, click ’
d. Tomove down, click *

Satisfaction Levels

Satisfaction levels scales from bad to good, Good at the bottom and Bad at the top. Moving
up or down changes the satisfaction levels

1. Toaddlevel,click =

2. Click =™
a. To edit, click *
b. To delete, click * zavsecton Level
c. Tomove up,click Poor

To move down, click ¥

- OF;
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User Survey

Survey Preview

Question survey will be appeared on the following below

Please help us te Improve our service by particizating in this brief survey.

1. Please rate Ol (BSpONSE 10 YOUr TEGLEST
Paor
Jelow Average
Average

Expelient

2. ¥mat is your cverali satisfaction rating with our services?
Poor
Below Average
Average
Good

Ercsilprz

Please shate other commants of suggestions ete

Survey Results

All list of request will be appeared on Survey Request

¢ Subject

®* Requester Name
e Created Date

¢ Technician

e Score

¢ Overall Rating (%)

« Id

Tuzect - Requeste: Liame Lrested Date Tecarcian o Creraid Rating %] -

Add new greun it on M5 Quttook wasssz 1 ms astooe! hural Ageh Moramed £ Apr 18, 2017 04:06 PM Meurut Asyigin 0 PR %5
Desieos foame and <eep bogting by aself Fazrrahtil Dahiah Juilk .. At 20,2017 04113 P anif [shak 29 200 337
Momeng Heaith Checic ivi 38 ot idoayu Azian A2 2097 59123 AM Max Than 4.0 46.0 344
Marmicg hestih Checs 18 Ul 1S KT Agr 18, 2077 e igak 10 206 3¢
Negeoock consectes to #F buz nc temet connettion Suhpida Zakzria Bpr25. 20T 15T A Nt Aspigin 2D 200 352
Passexyrs Exgired Mohd Shatvul Nizam \on .. Az 18,2017 06:44 T8 HanF letag 0 0.8 305
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Setting Setup ServiceDesk Plus

User Survey

- e———

Survey Results

View Survey Results;

Survey Details

Satisfaction Level Summary (%)
Requester's comments and suggestion
Requester's Answers

e

edotca Group Sda Bhd - User Satisfaction Survey

Survey Details

Hurul Agilzh Hehamed Aifin AGE vy grous emaR on MS Dutiook
20 Apr 2047 16:54 '2';‘“ inms euniaehy
el

20 Apr 2047 1T:87

18 azr 2017, 16:05
Norut Asyiain el

20 4pr 2017 16:54
y - 200%

Nurut Adilah Mehamed Arifin's comaments and suggestion

Nurul Adilzh Mohamed Anfr's Answers

v
f

1) Please ¢3te our response to your requs
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ServiceDeskPlus

Modules available when Login as a Requester

>

Requests

Solutions

- |
> Based on IKnowledge Base Module '

o By quickly search solution of the issue before raising a request
OR |

o Raising Service or Incident as a Requester

Users and Permissions

REGRSHS e

Edit Technician

Perscnat Demalls

Name

Ervployee 10

Centact infermation

gmail

mav_estemeal iEedocogroup.com

Prera

Mabie

SHEX LD

Cast Demiis

Caxt pe- ~our 9M

Deparimant Qealls

Daparren NaTe

Fhopae

.
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Dashboard

The Helpdesk dashboard gives you a summary of the status of various requests such as open, on-hold
and overdue. It facilitates you to have data based on technicians, category, priority level and mode of
requests. Details regarding requests violating SLAs are made available alongside. The number of reguests
created or closed within the application in a day can also be known from these dashboards

Cpen Requems by Prioriny v

LA Veviation by Technician -

@ Reminders
O Announcements
@ My Summary

AN

o

1)
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ServiceDesk Plus

Scheduler is a calendar view displaying the number of open requests, problems, changes, tasks and
reminders assigned to a technician for a given month. The calendar also shows the availability of the

technician for a specific day in a given month by go on home page and click;

e Quick Actions > My Schedule OR
s My Scheduler Tab.

My Schedule

> April 2017

rencey

Use My Scheduler, can perform actions such as,

¢ MarR Leave by click on icon below and choose Leave Type from Date till To

Fraze
Technician  Manuf ishak
Lesve Type Casual Leave =
From 07 Apr2037 -] -
T OT Apr 267 w %
Commems

r
Save  Opmoet
=
e Add Task

You can also add, view and re-assign the tasks to other technicians. The tasks can be added to technicians for

the current day and the forth coming days. To add task refer Add Tasks.
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ServiteDesk Plus

e Viewing requests/task/problems/change
* Re-assigning requests/task/problem/change

¢ View Logged in technicians
You will be able to view the logged in technicians by clicking on the logged in technician's icon on top right

corner of the Scheduler 4 . you will be able to view the list of technicians currently logged into the application.

Tl Asvigin

L 011231027

s 3K
e — =

*  Add Reminders

The reminder option is available only for the logged in technician, that is, if the logged in technician is an
administrator then the reminders of other technicians cannot be viewed by him. To Rnow more on reminders,
refer Reminders.

34
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TasRs on the left-hand side of the home page, shows all the Tasks assigned to you. These tasks could be
added by you as a personal reminder of the due by tasks. Or it can be the tasks assigned to you by other
technicians. '

¢ Quick Actions >Tasks > New Task OR
s Task Tab
LS il 'd.w_n I-u‘h M_'rw- Comiam
Al Remindass o

hen Aeriuze Triee TG PR TSE SaRe T«

Bpminder Sumeary

Add New Task

1. *Specify the Title of the task in the given text field.

Specify relevant information about the tasks in the Description field.

Select the Scheduled start time and Scheduled end time for the task from the calendar button.
Specify the Estimated effort for a task and Tashk Type

Assign the Owner and group for a Task.

Enter the Actual start time and Actual end time.

Click on Save. If you do not wish to add the task, click Cancel.

© N o U~ WwWwN

TasRs listed under My Open Tasks in ascending order based on the scheduled start time.
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Service Desk Plus On-Demand provides you with the option of tracRing your tasks every day. The tasks that
you add to the My Reminders list act as substitute for your stickRy notes or post-it notes which you would use

to remember your tasks for the day.

e Quick Actions > Reminders > My Reminders OR
¢ Reminders Tab

Al Rerizders -
hewSericer  Deee OnepeTewrdr S

Rerincet Summary

Add New Reminder

1. Enter the task Summary in the text field provided.
2. Select the Date & Time for the reminder
3. Click Save. The new reminder is added and is listed along with the already existing reminders in the ascending

order based on date and time.

i L P R fiaeee

Changing Status

1. Goto Change Reminder State To.

2. Click Completed. All Reminders

New Reminder Delste I Thange Reminger State To ( 1 }

-
v Testiag
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ServiceDesk Plus

Service Desk Plus On-Demand displays My Summary page with information on the request summary of the
requests assigned to the user who has logged in. In the case of requesters, My View displays information
regarding the requests that have been raised by them.,

* My Summary Tab

The technician / administrator login of Service Desk Plus On-Demand, My Summary tab displays the following
information:

1. Number of requests assigned to the logged in technician that are overdue.
2. Number of requests assigned to the logged in technician that are due for that day.
3. Number of requests assigned to the logged in technician that are pending.
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ServiceDesk Plus

The Information Technology (IT) department have a wide range of template to offer to the IT users.

On - page, there are list of details after users submit a ticket.

e Subject
¢ Requester Name

*  Assigned To

e Group I

Regomrs Teated Tty
L] Due by Date Gt B D Mng tm e LRTemen G-
* Status

e (Created Date

“ page, functioned to create a ticket with easy-to-use by describing the template offered in
a categorization of ticket. You can also conduct a search for the desired categorize item by enter a Rkeyword in
the search field.

*  Administration

e  Application

e incicen:

o  Hardware

s  Network
o Aatiministratin, « dctve Directon; 1401

»  Security o bdminisinaton . gmin Prieges p=
) /Adminisbaios . ConCall Suppent -
 iminists gior - Exchange Aerin
Center
» AZeingbation - License
. Bdminishation . Mairlerarce
Fgministration - Morning Heats Checi
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Categorization of ticket in
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Features in Manage Engine ServiceDeskPlus

Service Desk Documentation

Information Technology Knowledge

Allow users to easily picR and
choose required services by

template prepared.

Deflect tickets away from the IT
help desk by enabling users to
submit and track tickers using
the web-based self-service portal.

Keep end user's approvals on
ticket progress within the self-
service portal,

Reduce walk-ins, calls, and
duplicate tickets by makRing
announcements of outages and
planned maintenance.

Self-Service Portal

Empower Your End Users

Base

Respond to and resolve tickets faster

Create Rnowledge rich articles to
provide solutions, workarounds,
and FAQs.

Include rich text, images, and
attachments to the Rnowledge
base content.

Ensure the quality of kRnowledge
base content with a streamlined
approval mechanism.

Organize knowledge articles under
configurable topics to let end users
and technicians easily browse and
access.

Provide advanced Reyword search
capability and the solutions auto
suggest Ffeature to enable end
users and technicians to quicRly
pull out relevant knowledge
articles.
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ServiceDesk P

Send automated IT help desk alerts to end ™
users and IT staff in response to specific
events.

Set up a notification for end users, including
acknowledgment of new tickets and
notification of ticket updates, resolution, and
closure.

L - Gain tnsights Quickly. Straight Out of the Box.
Inform IT technicians when tickets are

o created, Keep tabs on IT technician performance
with SLA compliance and generate reports of
o unassigned the time spent on tickers.

o left unpicked. Export reports in a variety of formats such as

HTML, CSV, PDF, and XLS and schedule
automatic report generation and circulation to
Rey stakeholders.

Notifications can also be sent when the
tickets are assigned to a single technician.

Construct custom email templates for each
notification to ensure standardized Create Custom Help Desk Reports in Minutes. No Cading
communication without redundant typing. Needed.

Choose from four different report formats such
as Tabular, Summary, Matrix, or Audit.

Select display columns, add filters, group and
order data, and

summarize information ta suit your needs.

Ensure Timely Resolutions. Stop SLA Violations S st Ry T A i T 2

order data, and summarize information to suit
vour needs

Create site-specific SLAs to ensure better service
across all your operational sites.

Configure separate SLAs for incidents and service

[equests. Help Desk Reports

Configure response time SLAs and appropriate X .

escalations to ensure faster response to end users. Gain IT Help Desk Intelligence.
Make Better Decisions.

Pause SLA timers when awaiting end-user
responses (o prevent unnecessary escalations and
violations.

41
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Service Level Agreement ServiceDeskPlus

(SLA)

Service Level Agreement (SL
Below was SLA applied in Edo
Modification of SLA can be

Agreement,
Severity Action Turnaround
Time
Critical Failure Response Time - 95%
{Priority 1)
Restoration* -
Permanent Solution -
Maijor Failure Response Time 95%
{Priority 2) -
Restoration*
Permanent Solution
Major Failure Response Time 95%
(Priority 3) -
Restoration
Permanent Solution
Service Request Request Fulfilment - 5%
{High Priority)
Service Request Request Fulfilment - 95%
{Low Priority)

—_—
L S G S H S e—

Automation sctting Startec’ |

1
Susiness Ruizs <ation Rules Closure Rutes Oreverrive Mammenance Texs  Technitian AWS Assign
L
LR 5ers & Permissions
artor Sewines SETViCe Level Agreements @
Mait Settings Lawsla CrrizeSLa Deae  ALSLADISedmalesssbavion:  ENABLED 1-5¢%5
SLA Name Resclation Time Response Time
Custorsization N
W oHghsia

Temptates & Forms > egigm SLA

B

ot sta
Probes & Discovery
> Low SLA freivice)

2 @ W A
4 % /;5}/
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Workflow in Manage Engine vianagecng|

ServiceDesk Plus

Service Desk Plus

The users can easily raise a new request by raising a new incident or new service/request.

I. Login Username and Password on o=/ {edotcoitme sdpondemand manageengine com/

Username should be email address

> Choose template that relates with the issue OR

<EW INCITENT

» Administration - Ackive Direclory {ADY
[ o Administration - A0min Frivieges e3
P oaaministeation . Con-Call Bugport e

» Administration - Exchange Admin
Center

s Agiministration - Licenss

» Agminiziration - Maintenance

» egminsteation - bloming Heath Chek

21

Agminsgtration - Achve Direchory (210

Sgminstration - Admin Fridegas

[Selzct Friornity -

Zdministration - Con-Cal Support
Administration - Exchangs Admin Center
Administration - Licenss

Choose Assel -~ \
Admmnstrahon - Manienance

Adonistration - Morning Health Check
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ServiceDesk Plus

Workflow in Manage Engine
Service Desk Plus

Choose Level from corresponding dropdowns;

Tier 1 - Non-Critical Issue such as Hardware — Select Lewval —
Failure ;

Tier 2 - Critical Issue such as Network Failure

Toear IR 42T i o e S fooage 5

Choose Open for new
request

SRS Caee v Tt ARGME _Seempze 3 Tequrtic .

Choose Priority to
relate how big the
incident/issue and
who shoutd be
prioritized first,

1208 LSeexVate-

Cpen
Clesed
T Hoid

Dpen
Rescid

Lowiincident:

Choose Mode of request Choose Type of Request which indicates
should be how the request whether the request created is an
came from. incident/service request;

Low fincide;
Lowt iService!
fledivm

Incident ~ failure of a business service or
degradation of a service for one or more users.
E.g. Unable to print

Service - request for a service. For instance,
installing or reset password

— Salact Type of Reguest —

— Select Type of Regues! —

P . e
- "
& . arnm
L] e Emgieeen Sorven
a . -
.
+ DL T B LTS o
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Workflow in Manage Engine Managetngine
Service Desk Plus ServiceDeskPlus

/Choose the following below according to the issue;

:5 Main Category of ticket
Sub Category : Sub Category of tickets
1 Item : The issue that has been escalated

rChoose
Site,
determine
which user
belongs to
which
location

2

_'ft:oose Group, l

indicates which
engineer is
specified to the job

Re-write Subject by
referring to item

==

TR, Aameatanon

v SETENYY  Admn Serezes

v BT LSrenine -

o

Attach file or
images related
o
request/issue
by dickon*+“

Detailed description of the
Subject should be any
on the

Select which Technician that
will be attending the request

47
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Workflow in Manage Engine
Service DesRk Plus

These are the total requests created by the user.

Al Requests
Newingde® K e Pickwy G Mege  LekBemess  Sag e H 30 1ot ot
Saujet Feguesse arme Aasigred Tg Gour D By Sate Sty Crested Dave
g1 Urable 1o have access t5#iF; AmiTs Zanun Nunst Aryizin Hemaprc 42228, 2017 06139 &0 Resoived Rpe 28, 2037 10:39 AM
JOE Request guidyace 12 ped (F Acdress or Notebook S ST U MORITEC S8 .. N Srpgin Herwor 2354 2037 1129 Resouers 257 28, 2047 10:29 A
ety
3T Urnabng 13 hawe 200858 10 WIF: ivizites erowe: Nur e Mo Aspgm Netware A0 26,2017 062 P4 Pernived Apr 26, 2017 1027 21
<37 unable 1z T o0 MInmT Arsrs Samm Wima Bxygin Haraeare kor 28,2077 06:25 P Remaed Epr 28, 2077 1025 A
SOOI Mormiag Heaith Chaca ba 30 o lada Anan MR $grng ream by £ Z0ITGRET Rt Fesooed Apr 28207 03:47 aM
PR k] Unak.s  acenss siaced folzer Saerah Tuheeh Heni€ishax Pavee Apr 28,2317 .97 P 17 0447 o
- A2 Unabia 1 connent to Permes w i Safwan tirgem) Hani®isnex Harcae
PR 14 AP 3 Lse gosgle cirTTe Hors fimer) Harifirme Hardmare
] rabie 52 536 W3 LB port 20 LSR el Dasiol &g Hari? itha Haaware

On this Page, you can;

Services
Automate refresh action

Description
Set a 3-, 5-, 10-, or 30-minute interval to auto-refresh the
request list view page.

Customize and manage views Sort and view specific data on form
>
View requests by category Sort and view specific requests listed in the drop-down on the
requests list view page
Limit requests displayed on a page » Using the drop-down to limit number of requests

displayed on a page.

* Use the Next and Previous buttons to navigate
through the pages.

e Toview the total number of requests, click

Raise a new request Click "New Request” or “New Incident”

Perform bulk operations Edit, delete, pick up, close, merge, or assign several requests
in one go.

Identify status and incident and Available on the Request List View with representative icons.

service requests easily
Be warned of an approaching SLA A yellow ftag next to the due by time appears when 70% of the total
SLA time for completion is exhausted
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Workflow in Manage Engine ServiceDesk Plus
Service DesRk Plus :

= o
# Test

Znonty | Binw icantt Re Tad Dy Nurud Mdayy szian on A28 2017 05258 P 4 Sscly A Sueer

N 0 4 Auto Notiftcatians Notes

Write “Acknowledged”
as if means that the
technician will be
attending to this request

SAvw DS fotes 1 ReCLaster L35 3

i

¥ Consicer wwtes adaran as M5t resoponse




¢ N e‘
WiaNagern:

ServiceDesk Plus

Workflow in Manage Engine
Service Desk Plus

Resolution

-

Resolution template is needed when the ticket has been attended by a technician.

These are the steps to resolve the ticket.

1
Resolution of the issue can be
found on Use Resolution Template
Tab. If it's a New Resolution,
Technlcian must manually write on
the Description Box.
=, Vv
— Tecrucd
e Poreri P e Rasciion Temptate - [Seinel Torplatla=
z
“aua
.
' Aescluticy
\'.‘:1.‘51'!
=
Szpemals
o
vk Log. See SmeacAzc BSmmonw  Orve
2
<\ Update Request Status as Click 'Save”
“Resolved”

Open .
~Select Status—
Closed

On Hald

50
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Workflow in Manage Engine SerwceDésk Plus
Service Desk Plus

A request should be closed after being resolved by a technician. A ticket can be closed by
following these steps :

1. An email will be sent to the requester (User)

GeRepl  gRepl. All Cifomara SSA

Your Request with 1D :x#383#% has been Resotved.

R ~
Your Request [TD:383) has been resolved.
Title - Test

Resolution is
Updare user’s title in AD

Click here 1o Loz Reguest
i 1 utomatcally closed after 2 dav(s).

Click on “Close Request”
link

If not satisfied, reply to this mail to re-open the Request

DISCLAIMER: Surictly confidential to recipi ized discl hibited. All rights reserved. No liability
assumed for any matenal, ions or taft itted (including p ially malcious or harmful
software). Contents and anachments, if any, subject to independent verification.

[ A e e GrenaSar - 12

e -

Your Request hus been Resotved

Commerns

Leave a Comment on the
Comment Tab

Ciose Request

Click on Close Request
button

Your Request has been closed.Thank Yau.
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. Login Username and Password on
hitps://edotcoitme.sdpondemand.manaaeenaine.com/

Username should be email address

2. Click report icon, “ in the header page

e R

3. Toproduce a customreport,click = =" " which will help user to navigate on

=

st

steps by steps to create a custom report.
Write a Report Title * . This is a mandatory field.
5. Choose Report Type such ;

Report Type Definition

Tabular Reports List your data based on certain
criteria. You can select the columns

to view and group the output data.

Matrix Reports Provides the data in a grid manner
(m x n format). it allows you to study
different scenarios based on the

chosen criteria.

Summary Reports | Detailed reports that allow you to list
your data based on certain criteria.
You can select the sub reports to

view

Audit Reports Detailed history report that ailow you
to list your inventory history data

based on scan time criteria

6. Select a module depend on your choice such (Requests, Time Spent, Survey, Resources
and so on)
7. Click "Produce to Report Wizard"

. @
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Report Generation in Manage mvianagetngine C
Engine Service Desk Plus ServiceDesk Plus

€ New Custom Report
Report Titie - Untifled

Cesse ResertTane * Taduiar Renots.

M Recorts -
Eummary Recorts " REIOTTS W 2 ok 12
Audiz Jmcos a7 oa TR

SRiedt 3 rodvie * Requests o
Temasgent Puriase
Survey Somaare | |
Reszces Tasks

A Tomouters fvoriszatons anc Severst Requas: ey
Verkstations Alene Sefware Liteses
SEYE AN

Prosesd te Report vizaed Carcei

————————————— —

1.  Write Report title

— 44
Select Columns to Display

2. Choose column items that wish to be displayed on report
a. Click “>>" to move right

b. Click "<<" to move left

MAITC raY

Asset Serial Mo -
AssetBar Code »
Resoived Tims

Last Updatad Time

Type of Reguest

KAT Address

Response DueBy Tims

First Respanse Overdue Statl
Group -

«

e L and che

T SELeCt z RenT
= =

Filter Options

3. Choose data filter by select column items of your choice
a. Choose times frame From until To.

Resolved Time ¥ During Today v ® from WIT-040¢ B To 201704

— =
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Report Generation in Manage
Engine Service Desk Plus

Select Column to Groyp

4. Choose column items by Group by, Order by column and others

Grous by s hame  Damarn  Secvce fag]  Stem | e
= Uud O s
. it erwanht AP we K2
-Selert Column— L jera 1en FEZPH 13 retora
Jaca test FELET" in Lae Jach
Frrdne s mabyiom Mac iest FF2Em1a nLuse Wac
LWATOET O Lolunn Misenpnsh Wmssas 45, 3 3
—Select Colump-- v fehn tea? FFZRhys rylgee Py
ek YERE FFZFH28  'n Lae
S Mazs test FFRErr1G nouae
ing - 2t -
~3elact ':JDII.:I"‘!"-— v pohn 1rns FrFZDH1i- ryigre ohn
doco ient FF2RE33  in Lee wach
f— Mag iest FFIPbxy N oulg
LG
—Select Column— v

5. Decide whether want to tick on Count, Sum, Average, Maximum value and Minimum value

Cou—s
FagaestD

Charts

6. Choose chart type to be displayed such below;
Chart Type Example
Pie Chart 3D

s —
W amiarey g sere B mass ot

Bar Chart 2D

Bar Chart 3D

Time Series Chart
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Repor- Generg lon in Manage ServiceDesk Plus
Engine Service Desk Plus

Chart Type Example
Ring Chart
= _)
Pie Chart 2D
E—-_=
e
L e e
Bar Chart Stacked =
o Al
2D & '
i | l h =
Bar Chart Stacked
5
3D ia
BN l - .
Line Chart .
Area Chart -
i
"3‘ =Tl

7.Click



Report Generation in Manage
Engine Service DesR Plus

I.  Write Report title

2. Choose following Matrix Report to be displayed on report “‘mandatory filed

a. Simple Matrix Report

I8 G

=3elact Column—-

Summaiza column oy

A then the e column by

Count

Se

qme"'-"c

rviceDesk P lus

Summarize top column information oy

()

Choose column below to be
summarized on top column
below;

~Sefsct Column—~ v
T IANE DALE oRon may
redn | e | -z [ ~
mgpum [°eN s 1 e
oML -~ -4 o
Lo de Iz 1
UNIERT 52 T T _«- Bl |
=== . = & 5
I UAART i 1 i 5% 7 “
v Of  _3Zasct Column—
e ——————————
2
Choose column below to be
summarized on left column
halmar

Summarize column by;

PI¢

Minmni vwe

Marmum vaies

—Siatert

RaguestiD
Time Elapsed

)
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Engine Service DesR Plus erviceDeskPlus

b. Advanced Matrix Report

()

Columns:

~Selett Colump— v
Diats Format

Year v

v Summarize column by @

Count v

N
(s

~Select Column-- ¥

— =——
1 2
Select Column prepared and Date Choose Group by which will be
Format to be displayed on top of displayed on the ride side of the
the table. table. From wide to narrow
category.

Summarize column by; @

Surs

Average
Hlinmum vaiue
Masimur value

Summarize column of “3” of column below

—Select Column—
~-Seied Calumn—
RequestiD

Tims Elapsed




Report Generation in Manage Managetngine c _
Engine Service Desk Plus ServiceDesklus

Filter Options

3. Choose data filter by select column items of your choice

a. Choose times frame From until To.

D

L]

i)

ofvaed Time v ouring Today v " From 2017-04-01 To 2017-04-28

4.Click T
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Report Generation in Manage gt i )
X g ServiceDesk Plus

Engine Service Desk Plus

Click to see Graph View

To edit the
content of report

Q Click to see Print Preview ]
\.._"

Click to save report

Click Print button to print

Click Cancet to cancel print

Write a Report Name m
Choaose report view setting
Save-in Folder on existence folder View Pages by: N1

provided or new folder by click * + .
4.  Write detail description for the repotL.

Click "Save”. "<"= Previous Page

5
( ¢ ) “>>%= Last Page
B ™

Click to mail this report <<"= First Page

w N

“>" = Next Page

()

Click to Expont as to choose file as below:

1

Write a Report Format (HTML., Inline
HTML, PDF, XLSX, XLS and CSV)

2. Email address of sender

3. Subject of Report

4. Write detail description for the report.
5. Click "Save”.
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f 5 ManaaaFnoin :h.'\-
Report Generation in Manage ianagetngine :
Engine Service Desk Plus ServiceDeskPlus

Tabular Report ¥

Below is the sample result for Tabular Report after run report, with list of all request with
a pie chart 3D.

=

- @5



Report Generation in Manage Managefngine o
Dine
Engine Service DesR Plus ServiceDesk Plus

Simple Matrix Report Advanced Matrix Report

Below is the sample Below is the sample
result for Simple Matrix result for Advanced
Report after run report, Matrix Report after run
summarize according to report, summarize
top column and left side according to top column
of column. and left side of column.
| |
e @
edotco Group Sdn Bhd
edotco Group 3dn Bhd
Ferened oy Haed lshak Tamesen 50017 ING
Gererad by Hard levak Cemted oo 0582077 ez sz i
- Count
e e AppeEeT irTioen
Capnt
Harwace imuet
Sarvca 2 z
Cavet 32 z
Aorming Headh Savrica 2 2 i
Treck Cooms; z H
ez 2353730 Twvce
Comnt
Ve Sarvics
Cl'f'ﬂ’-:-“i!tf Caunt
Townt e 4 af
Mar Tha Aomipistaioe Servee
Coumt
Aaginzsr Swvxe
Lount
Hmare (=0 3
Tount 2
Moy Heabh Srarce 4 4
Tt Count B §
ot Incitert
2




Appendix 6: User Guide Manage Engine of Asset
Management
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Managebngine "

Categorization of Asset ServiceDeskPlus

IT ASSETS

* Product Type Product Name ~ Model
Name

Lenovo ThinkRPad x240

Lenovo ThinkPad x250

Lenovo ThinkRPad x270

Notebook
Lenovo ThinkPad T440

Lenovo ThinkPad Helix 2 i
X1 Carbon '

X1 Yoga

| Pl’Od-I-.l;t Type Product Name Model

Name

Think Centre M73E Desktop R l .

Lenovo Think Station P300

Desktop



@
AManmamac=rriae i.
wWianage: l':t:_s:s‘n-— /

ServiceDesk Plus

Categorization of Asset

IT ASSETS

Product Type Product Name Model
Name
E1922S Wide LED Monitor

DocRking 40A00065UK i

Monitor

 Product iype Product Name Model N

Name
‘Apeos Port — VI C5571 ‘
)

Printer

Color imageCLASS Laser

] . - e
Multifunction Printer ﬁ

Product Type Product Name Model =
Name
Logitech BCC950 R e I R
Conference Cam ‘ '
Conference Cam CC3000e g
e




ManagekEn« nr

Categorization of Asset ServiceDeskPlus
ASSET COMPONENTS
Product Type Product Name Model
Name
I EI922S Wide LED Monitor o -
Lenovo T2254-22 Monitor
Keyboard
Docking 40A00065UIK

Product Type Product Name Model
Name
o MIO5 Corded Optical Mouse a e = .
Mouse .

ThinkPad USB Laser Mouse




Categorization of Asset

" Product Type

Name

Projector

Product Name

NEC NP-ME33IW Portable

Projector Review

Hitachi CP-X2542WN LCD

Projector

ivi :}i_ltigﬁ;'tnal 1z ‘.

ServiceDesk Plus

NON- IT ASSETS

Model
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Setting Setup ServiceDesk Plus

For your Information, configuration for organization Settings and Mail Settings, can be referred on User Guide of
Manage Engine Service Desk.

. LoginUsemame and Password on hiios//edotcoitme.sdpondemand managesnaine com/
Username should be email address

Asset Management

Product Type

x 3 -
A i Dame
- ¥

1. To add new product type, click

SEve

a.  Toedit,click ** > Edit Product Type >
b. To delete, click © 50K

2. Fillin Product Type Name °, Type ‘(Asset, Component or Consumable), Category *
(IT or Non-IT} and Description.
a. Example of Product Type Name are;
- Notebook
- DesRtop
- Monitor

3. Click

Produt Type are |
s Select Typs v

Select Category v




Setting Setup

Asset Management

Product

1. Toadd new product, click ="

a. Toedit, click °

b. To delete, tick any Product > click peiste

> Edit Product >

Them s o
TORRICT

2. Choose Product Type *, Product Name ‘(Model Type), Manufacturer, Part No and

Comments

a. Example of Product Name are;

Product Type Product Name
Notebook l.,enovo ThinkPad x240
Lenovo ThinkPad x250
Monitor E1922S Wide LED Monitor
;rcir::’y';e

— Choose Product Type —

©

Plus
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Setting Setup ServiceDesk Plus

Vendor

y Verdor

1. To add new vendor, click
2. Filled out details below;

Yendor
Name

Currency Malaymian Tggt- WWR

o
il
o

Lomtact Person

I. Filled in Vendor Name

such, Fufi Xerox. o oo et
(Mandatory Field) Sweet

Filled in Region’s currency.
Cay

Enter in Description field

I ¥Pesnal Tode

Specify Vendor's address s

Counery

oA WwN

Specify Contact Info

Tentactinfo

3. Click



i/

Setting Setup ServiceDesk Pl u:
oftware Type
Default content on Software Type were on following below;
Exciuded Handles the software that need not be
managed
Freeware Freeware
Managed Handles all Managed software
Prohibited Software those are prohibited for their
existence
Shareware Shareware
Unidentified Handles unidentified software

ew Software Type

. To add new software type, click

JE

a. ToeditclickR = > Edit Software Type >

b. Todelete, click ~ > Yes
2. Filled in Software Type (mandatory field)
3. Filled in any details in description box

4. Cllch Acd Software Tipe



rGIne c

Setting Setup ServiceDesk Plu

Software Category

Default of software category are;

s Accounting
e Database

¢ Development

o Game
e Graphics
e |nternet

¢ Multimedia
e Operating System
* Others

. To add new software category, click

a. Toedit,click * > Edit Software Category >

b. Todelete, click “ > Yes
Filled in Software Category (mandatory fieid)
3. Filled in any details in description box

ot Ty Sou—
V3R e ¥

4. ClicR =S



Setting Setup ServiceDeskFlus

Resource State

Default of resource state are;

Resource State . Description
o DisposéJ -
Expired g
In Repair ’ -
In Store S

In Use ‘ -

2w Fesourge State

1. To add new resource state, click °

a. Toedit,click > Edit Resource State >

b. Todelete, click “ > Yes
Filled in Resource State (mandatory field)
3. Filled in any details in description box

irra Srave

4, Click
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Setting Setup Serv:ceDesk Plus

Import Data ¥

} rt Wizard

1. To import data from another format, click # 'm=er “izard

2. Filled out details by select “Workstation, Asset, Components or Software Licenses”
Module

Import Wizard

Select Module Asset v
SOV 00 YOU Want o iMooty Add records and updats falreadye ¥
File Format o5y

| Chaose File | No file chosen

ncoding UTF-3 v

3. Click

Import Data

Below is the list of import history with Import Result, Job Date, User Name, Module, File
Imported and Status

maors Resals isblae ser Narse Mozl Eaeirgonied Suatis
A 28,2017 0346 P Surt Asviain Assexfor MEIn WPORTED
Apr 28,2017 1257 oM *arat Anig Topy of Asset for MEcav IMPORTID
Age28. 2017 1101 AM Sl Asyigin Tapy of sset for ME.csy MPOTTED

A2 ZT 20T Q372 wM ot e Aian

Topy of Assat far M5 WPORTED

74
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ServiceDesk Plus

The home page for all users of Manage Engine, Asset Management has various useful
information displayed that enables an administrator, a technician, and a requester to take
necessary action. Based on the login credentials of the user, the following are available in

home page,

FLOTD A Roress PR R -

I Az

Accuss Fots

New  DEma Aomc (o fencSV
Assacrare - (siemen Leese By Produr: A5se: Swe Associomd T vsee Seprrrrens

asset found n this

IT Assets

Non-IT Assets

Software

Groups



Aanagetngine o

ServnceDesk Plus

Dashboard

The default dashboard of Manage Engine Asset Management login home page displays

the following,

Asset Summary
Workstations
Software

Purchase Order Summary

Asset Dasitroard risa € oo

Asset Summary

1. IT Assets and Non-IT Assetls are listed

2. Total of IT Assets and Non-IT Assets with date of last scanned

3. Click to view all

Rauters

iT Assets 1 293 Nee-iT iseets 0 2
Worksstiong Projectsr 3
Primtas Bosrngr 3

[ RS B R SR 2




3G ef IRISTEALS c

Dashboard ServiceDesk Plus

4. Can view the graph of resources by Site, Region, State or Asset Summary

S Ut R

Workstations

.. Workstations shows the graph of Workstations by OS, Processor Type,

Department, Site, Region, State, Unaudited Workstations and Workstations by
Manufacturer

- e e =

" J
13

. Software shows the graph of Software Rarely Used, Microsoft Software License
Compliance, Software Vendors By Volume, Software Vendors - Non-
compliance, Software Licensing Status and Software by Category.

- e w— e
b4 4 -




» EO
igetng ine

SérwceDesk Plu

Dashboard

Purchase and Contract

l. Purchase and Contract Summary can be showed by graph

2. Purchase Order Summary shows Overdue Purchase Orders, Due in next 7 days
Purchase Orders and Due in next 30 days.

3. Contract Summary shows Contact which expired in the last 7 days, Contracts
expiring in 7 days and Contracts expiring in 30 days.




l-e
.\-Eiﬁil:i\;:fﬁ naineg?

ServiceDesk lus

I. Log in Username and Password on
ondeman ine.com/ Username should be email
address

/Adding IT Assets

2. Open Asset Dashboard > choose IT Assets.

Nosbeok T s Fiizer] Al otesesi— - oA v
Hew X n importfom I8V 1R -

N
Click "New” \ A
Asset Details
I Select Product Name of Asset. To add new, click “ + “ {(Mandatory field)

2. Select Vendor Name. To add new, click “ + ¥ (Mandatory field)
3. Specify Asset Name. (Mandatory field)

4. Insert Acquisition and Expiry Date

5. Specify Site

A3zt Tewils
L R
dsean hava
ey

Azt SeH 0

o e »

oomon

== e ———
Asset State

1. State “Asset is Currently” whether;
a. InStore

Expired

Disposed

In Use

® a n o

In Repair

SS ils

I.  Asset's Mac Address




ServiceDesk Plus

Delete IT Assets

Fitter! -4 Noreback~

Click “Delete”

1. Tick any asset name > click 5

Actions in IT Assets

Mazebook T s Fhoer ! —A4 Motetooi— v AL v

Click "Action” whether to
Add to Group

1. TicR any asset name > click “Add to Group”
2. Choose Existing static group or New Group. If New Group, insert Group Name > Save.

Configure Depreciation

1. Tick any asset name > click “Configure Depreciation”
2. Choose depreciation method > Save

Assign to Department

. Tick any asset name > click "Assign to Department”
2. Select Department > Save

Assign to Site

1. Tick any asset name > click “Assign to Site”
2. Select Site > Save

Modify State

. Tick any asset name > click “Modify State”
2. Choose Modify state > Save




"‘._ =3 y
Managetngine 1

Asset Management ServiceDesk Plus

Below category;

Non- IT Assets
Assets Components

Have same procedure in aspect

- Toadd Assets
- To delete Assels
- Actions in Assels




Appendix 7: Photocopy of Logbook
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