SCSM kan med en saetning sigesatveere Mi_ cr os o f t

Microsoft System Center Service Manager

S b-sygdem poén kobldr de veige rpatlagesnént-

systemer som SCOM og SCCM sammen, baseret pa videnspakker omkring processerne. Feelles for ssmmenbinden er,

at alt bygges op omkring de processer, som er beskrevet i ITEL. Et eksempel pa 2 sammenbindinger kunne vaere:

1

SCOM — der opstar en fejl i Operations Manager, og ift. kategorien bliver der automatisk genereret en
opgave (incident) i helpdesk-systemet. Herefter starter der en process/workflow der sikrer en
dokumentation og Igsning ud fra de fastsatte kategorier indenfor Urgency og Impact.

SCCM — der kan komme et gnske (change request) pa at en bruger/pc skal have en software-pakke
installeret. Dette afstedkommer en change request og efterfglgende workflow, godkendelse og handtering i
SCCM (fx pc’en indmel &M installeteraaft@aten)s k i col | ect

Pa nuveaerende tidspunkt indeholder beta-1 fglgende processer/muligheder:

T

=

Incident Management — dvs. registering af problemer eller opgaver og den workflow og styring, der skal
iveerksaettes.

Change Management — dvs. registering af &ndringsanmodninger

Knowledgebase

Der er ogsa en lille integration med SCCM data, sa man bl.a. kan tracke incidents/change requests pa pc-
niveau, men det er stadig lidt begraenset i funktionalitet.

Herunder kan | se nogle skeermbilleder fra vores egen implementering og forhdbentlig danne Jer et overblik over
produktets muligheder.
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Status Category Description Display Namea 2l Work Ttems -
4 ﬁ Change Management In Progress Major Vi skal have fundet en model for hvordan og hvor.. Major Change R
ﬁ Change Requests: Cancelled Create View
ﬁ Change Requests: Completed Change Management -
ﬁ Change Requests: Closed Create Changs Raquast
_ 1 All Change Requests

All Change Requests -
ﬁ Change Reguests: Rejected

.+ Change request: New
ﬁ Change Requests: In Review Delete View
ﬁ Change Requests: Assigned Tc
ﬁ Change Requests: Failed
ﬁ Change Requests: Manual Acti
ﬁ Change Reguests: On Hold
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General | process | Documentation | Related Irems | History | ID: GRS status: 2 In Progress Tasks
~
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Change requsst type:  Major Change template: MajorChangeReguest
Major Change Request -
Change request name:
Close Change Request

|Majar Change Request
Resume Change Request

Change description: Create Change Request

Wi skal have fundet en model for hvordan og hvornr vi opdaterer patches pd serverne, 58 vi undofr den nuveerende strukiur, hvor

hwer it afd. sporadisk opdaterer, I tilf=lde af virusudbrud som gir efter sikkerhedsbugs i Windows, s& er vi sdrbare med én faslles infrastruktur Put Change Request On Hald

(Cancel Change Request

General -

Reason for change:

Wi har ikke en veldefineret process for server-patches poa. hver enhed har forskellige behov for fo. hvomér kan vi genstarte
sarverne, Skal vi evt. opdele servemne i kategorier a) de kan umiddelbart blive automatisk patchet og genstartes, b) de skal
manuelt hindbasres igennem af group - og <) d= skal manuelt hindbasres igennem af decentral IT

2] Refrash

Change creator: Creator alternate contact infarmation:

Io Administrabor I

Assigned to: Arear
I Morten Thomsen lgj_l ISecurity j
People to notify: Priority: Impact: Risk level:
add | [ron = [Mar =l [ igh =l
Delate
e heduled stort |ﬁadag, 30 januar 2009 12:00 j U | j
Scheduled end: [sendag, 31 maj 2008 12:00 = actual end: [ =
Change results:
Successfully Implemented j
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Eksempel pa detaljeret formular for Major Change

[ Form Host Console H 8 scaml - 8 % | _ 8] x

General | Process | Documentation || Related ttems | History | D: CR14 stans: M MNew Tasks
~
@ | @ |
Change request type:  Minar Change template:  MinerChangeRequest
Changa Requast -
Change request name:
(lase Change Request

[Minor Change Requast
Resume Change Request

Change description: Create Change Request

Put Changs Reguest On Held

(Cancel Change Request

General -

Reason for change:
2] Refrash

Change creator: Creator altemnate contact information:

IG Administrator I

Assigned to: Area:

People to notify:

L

Priarity: Impact: Risk level:
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Scheduled start: I Actual start: I

Schaduled end: I Actual end: I j
Change results:
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Eksempel pa formular for en Minor Change



IncidentManagement
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ﬁ Change Requests: Cancelle @
ﬁ Change Requests: Complets Summary Al Work Items -
sqgll kgrer langsomt Jacob Laue Petersen i
ﬁ(hange Requests: Closed Creats View
ﬁAII Change Requests Al Incidents
ﬁ(hange Requests: Rejected
" Change request: New Properties
ﬁchange Requests: In Revier Delete View
ﬁ(hange Requests: Assigned Create Incident
ﬁ(hange Requests: Failed sqlt korer langsomt -

ﬁchange Requests: Manual #
ﬁ(hange Requests: On Hold
F @ Incident Management
I @ Incident Support Tier
|+£] All Open DCM Incidents
@MI Open Incidents
|£] Escalated Incidents

Resolve Incident

Ping Related Computer
Remote Deskiop

Assign Incident To Me
Escalate\Dispatch Incident
Create Change Request

|i&] My Incidents
[+%] All Open Portal Incidents Request User Input
] All Incidents Activate Incident

Edit Incident

Adrministration

nu Authoring I

::k Configuration Items

Change Incident Status

Close Incident
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Overblik ovenlle incidents (nye som lukkede)

8 Incident SRQZ - sqll kerer langsomt - Activagc i) scemi - F X [_[&]x
General I Related Items I istory | 1D: SRQ2 Status: 3 Active

Summary:* @ | @ |
[sa11 karer lzngsomt ’ Target resclution time: 2/4/2009 8:44:58 PM (@) sl kgrer langsomt -
Affected user:* Alternate contact information: Resolve Incident
IKDLDING\Dornain Users |-@| | I Ping Related Computer
Assigned to: Source: Remote Deskiop
IJacch Laue Petersen &) - | | Cansole Assign Incident To Me
Fri s Category:*

rimary owner; Escalabe'\Dispatch Incident
IAdministratDr |:é| | I Enterprise Application Froblems j Create Ch R ot

2 Change Reque:

Impact:* Priority:

mpa ricity Request User Input

High - 3
i | I Activate Inddent
Urgency:® support Tier:

rgency PP Change Incident Status
| High ITler 1 j

Apply Template
Action log: Sort Date{Time E] Close Incident
1= || Analyst Comment Administrator  1/28/2009 8:47:43 PM General -

2| Refresh
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Detaljeret information om en Incident
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4 [@ Knowledge Articles [earch... P wrler |z | @ |

(@ All Knowledge Articles

Title Articleld Created All Knowledge Articles -

Create Knowledge Article

KA-20092876084,3960404 -

Edit Knowledge Article

Create Change Request
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General |¢.ra\ys: Feedback | Related Items | History 1D: KA-2009287 Ta
Click to rate and give feedback: =] | @ |

Title:®
|Items that are deleted from a shared mailbox go to the wrang folder in Outlook KA-20052676064,3960404 s
Creata Change Request

Description:

General -

2] Rafresh

Classification

Keywords (separate keywords with a semi-colon): Category:
[outiook celeted items | =

Article awner: Language:
B = I |

Flag article as: Comments:

C Top article ;I
™ To complete

I To rewrite

CTo merge

I= To archive ;l

External Content (expand to add content from tha intemet):

E Internal Content (expand to edit and create content):

B I u

Hyis man geme wil have at deleted items. der bliver slettet fra en shared mailbox, bliver lagt 1
"deleted ttems" pd den shared mailbox, sd er der er hack il det

http// /kb/202517/en-us

Eksempel p& knowledgebaastikel



