ManageEngine

ServiceDesk Plus

Product Overview




A A help desk application?

A A single package for all your service desk
needs?

A Understand what value ServiceDesk Plus can

offer?

A How you can improve your help desk
productivity?

A The right tool for your technical support
requirements?
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What is ServiceDesk Plus?

ManageEngine’

High level of Complete
automation ITIL Helpdesk

Single web-
based

affordable
package

Integrated
Asset
Management




Complete ITIL Helpdesk

CMDB
(Configuration
Management)

Incident Problem Release
Management | Management | Management | Management
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Incident Management in SDP

Set urgency &

Reguests > New Request prlorlty IeveIS plate | Printer problem

New Request

Request details
Request Type ‘Tneident ol [-- select Impact -- v
Status “ ERcuect TIEE Impact Details [ |
Request For V0018 75 | = [ 18 [ 1 8 | ';
Sarvica Reguasy : file server down ;
I (/
! Request ID : 4 :
Mode | E-mail I ; ‘ ;
i i ' 1
CaE [Tier 3 iRequestw Resolution ] History | !
I A !
Owner details Requester : Rebecca H !
Group | Printer Problems . . ‘Subject ) :
Requester Details InCIdentS/n ew file server down :
. 1
Name * [ SerVICe requeStS Description :
......................................................................... :
Contact number o Hi

Category Details

Categary [ Printers Vl

The file server is down. Please fix it ASAP..as most projects depe

Rebecca
Manager - Projects

Sub Category | select Sub-Category v

[ Reply | LForward |

Track follow ups and
resolutions on a single
Screen .............

ManageEngine’ ' @| eFrom : administrator

Yiew Requester Conversations | [View All Conversations]




Incident Management in SDP

Attach multiple
Requester : Rebecca H |nC|dentS tO a Slngl Due Date i 03 Aug 20
Bt problem/change

file server down

vi

Description T Sions | Change w

"""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""" » Search Problems

Hi
New Problem » Mew Problem
The file se ;
& e Reported By | | lfﬂ_]] Technician [ -=---m-m-mno Chioosa:====~<-=-= v
Rebecca
Manager - Category | General | Status | Open v]
Sub Category [ =--------- Choose ------------- v Impact | Affects Group v
Itern [ ----m------ Choose ------------- v Urgency | High v

priovity [ Figh = Or associate to an
existing
Assets Involved prObIem/Change

RS Closed Date |

Due By Date

IT Services

Create a hew

Associate Incident to Problem

problem/change

=2 T 337( " Filter Showing | Open Problems with Incident Category |

N
I
[l
M|
]
]

_Associate | New Problem |

Title " Reported by ~ Assigned To. | P
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Incident Management in SDP

Request Template
Template Name™® [ Comments
'« Show to Requester
Request details
Request Type | -- Select Request Type -- | Impact | -- Select I
Status [ on | Impact Details
| -- select Mode -- - Urgency [ -- select U
| -- select Level -- - Priority [ - Select P
Customize request [is; Just salec Tachniaan | Technician [NONE |
templates
[ Select Category 3
| select sub-Category -
Ttarn | select item -
department * [ - - ernail address ||
employee no * I ] date of joining *

Subject I

Choose to show it
to technicians and
users

Description

F| 7T,

v v

-]
N
(=]
I
]
]
T
111
11
iy
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Problem Management in SDP

Problems > Problem ID : 1

Edit

Print

Add New

b 4 Actions v Solution v

% Photoshop is slow
Problem ID : 1

solution

Problem Analysis

Tasks (0/1) | Incidents (0)

History |

p Assign Technician
p Close Problem

p Delete

p Associate Incidents

mpact _Add

Easy to add

. ] Attach file

problem analysis,
tasks & solutions

RootCause Add

. ) Attach file

Symptoms . Add

" |(] Attach file

ManageEngine’

» Search Changes —

p View Reminder(s) F
Others

» Make an announcement
I » Send Notification I

Notify technicians of
problem resolutions
or announcements




Problem Management in SDP

Notification Rules

Request I Problemﬂ Change |

Customize what

Technician Notifications

you say

EZ' Alert Technician by Ernail when a problem is assigned.

[-J_J Alert Technician by SMS when a problem is assigned,

= alert(or Notify) Technician by Email when there is a new incident associated to problem.
[J_l Alert(or Notify) Technician by Ermail when a incident is detached from problem.

| = Alert the following Technicians by Email when a new problem is created.

| = Alert the following Technicians by SMS when a new problem is created.

Choose Technicians: "Howard Stern” and "John Roberts"

[J_] Alert the following Technicians by Ernail when a problem is closed,

Choose Technicians: "Howard Stern” and "John Roberts"

Automate notifications to
technicians when proble
actions are taken

Customize template

Customize template

Custormize termplate

Custornize template

Customize termplate

Customize termplate

Customize ternplate

ManageEngine’
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Problem Management in SDP

)\[ Incidents (0) | History ]

Solution I Tasks (

| % http:/fassetmgn ‘est1:8080 - Mozilla Firefox
B Tasks

*Title : ge toner in printer |

Description : ver will be changed in the the HP S000 printer,

Add multiple tasks

| to implement a

Scheduled Start g
problem fix

Actual Start Time 103 Aug 2007, 12:01:00

Scheduled End Actual End Time |03 Aug 2007, 12:01:00

Owner : | John Roberts Status : | Open v

The printer is placed in Halllb, First Floor, B-Wing, South Campus.

Comments
: Mandatory fields for Closing Problem

Email me before | =

Category [ = Sub Catd
S,a,vg_l Cancel I -
Solution | = Root Ca
Priority [= Impact
Asset
i 15

Set mandatory rules Problem Closure
Rules

for closing problems

ManageEngine’




Change Management in SDP

| Edit I Print I Add New ¥ Actions v Resolution ¥

Change ISP
Change ID : 1

General I Problems(1) I Incidents (3)j Planning l Approvals I Implementation(0/1) I Review ‘ History | N

r AN

General | Problems(1) | Incidents (3) | Planning | Approvals | Implementation(0/1) | Review | History |

Manage all details
related to change

in a single location

ManageEngine’



Change Management in SDP

Add tasks for
Change ISP . .
Change ID : 1 Imp|ementat|0n

Generalj Problems(1) W\Incidents (3) l Planning I Approvals [ Implementation(0/1) ) J Review I History I

Reguested by : UnKnown
Tite
Change ISP

Description

Change Details Edi

Associate —

Category Priority Mot Assigned
v problems and

ub Category ) ) Urgency NfA
— incidents tiangaivee Wi
Status Requested Impact Mot Analysed
Technician Mot Assigned Requested by UnKnown
Created Time 21 Jul 2007, 16:320:20 Scheduled Start
Completed Time NAA Scheduled End CA B m e m b e rS
IT Services N7 A Assets Involve) n eed to
S recommend the

change

ManageEngine’



Change Management in SDP

Helpdesk - CAB { Change Advisory Board )

Add CAB

o8
Change Advisory
Board( CAB )

* Name |Internel IT Infra |

* Technicians Available Users Members in this CAB

Heather Graham
Adrinistrator John Roberts
Shawn Adams Howard Stern

kmurugesan ;,,.;.I Jeniffer Doe

Guest

[ |

Arun Ray

rajasankar

mailer-daemon

hima

Internet Guest Account

Internet Guest Account ~

<<

Add members to
the Change
Advisory Board

Description This CAB will approve changes in the internal IT
infrastructure,

Define role of the

CAB Save | _Save and Add New | cancel |

ManageEngine’

Send change details for
recommendation via
email link from
ServiceDesk Plus




Change Management in SDP

Notification Rules

Request | Problem | Change

Technician Notifications

4

[+

Alert Technician by Email when a change is assigned,

Alert Technician by SMS when a change is assigned,

Customize what

you say

Cus®mmize template

Customize template

L—J Alert(or Notify) Technician by Email when there is a new problem associated to change.

[*"  Alert{or Notify) Technician by Email when a problem is detached from change. Customize termplate
[+ Alert(or Notify) Technician by Email when there is a new incident associated to change. Customize template
[+ Alert{or Ng change. Customize template

Customize template

Customize template

Automate notifications to :

gwes  {cchnicians when change
are initiated or updated

_Choose l

Customize termplate

Choose Technicians:

Set mandatory rules for

D Alert Technician by Email when any Recornmendation is taken on change, CIOSIng Changes
[+ Alert Technician by Email when a change is approved / rejected. s
Emall Templates for: Mandatory fields for Closing Change
Submitting a change for Recormmendation to CAB, — —
| = Category [ Sub Cate
Save X —
Review | = Roll Out
@ Change Type [ Urgency
Change Closure Rules | I1mpact [T IT Servid
[ Associated Tasks should be closed
_save |

i“"llrl-:' CTT
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CMDB In ServiceDesk Plus

Asset Management - Windows Domain Scan

Domain List [ Add New Domain ]

Showing 1-10 of 10 | N( 1 rJI »i | Show per page Resources )
Domain Name Domain Controller Discovery Status IT Assets
Public Domains b Access Points
= [, win2kmaster M Scanned » Brinters
& D] & " vett
= Press Start to sca o scan Pipuus
% [»] @& DESKTOPCENTRAL %/ Yet to scan U
- Switches
(% [»] @ HeLeDESKDC network for all \J Yet to scan L s
. » Workstations
= ] @ Lcs assets !\!_IYet to scan
(¥ | @& malacer O ion
% [»| @& mMokeroOUP &Yetto scan
% [»] & neTmonToR W Yet to scan Non“IT Assets.
& ] & vemeu (!;Yet to scan fAssat Compnnants
% »| [# wORKGROUP 4 Software
Groups
CA (A . CA
ougn ASSe
Search in @ I Asset V,I
Enter Keyword
| | K.Go_J
ManageEngine’  AdventNet 2
“Callpnrs mati®’®




CMDB In ServiceDesk Plus

Assets > Workstations [ Auto-Assign Workstations ] [ Unaudited Workstations ] [ Import from CSV

 Filte Workstation Type Resource State In Domain ad d Filte

= TRReE [ aptops v| [al v | |--- All Domains --- ¥ | [ Advanced Filter.
Showing : 1 - 2 of 2l i) 4 b ] Show per page | Actions w || Mml I_m_l New Unlque Identlfler to
D VWorkstation ~ Model 0s Service Tag traCk hardware

0 & pratheeswaran.india.adventnet, ... Latitude D610 Microsoft Windows XP Professio ...

O & shanrmugarmpl.india.adventnet.co ... Latitude D820  Microsoft Windows XP Professio ... GB3SE In Store

ah)

Assets > Scan

L Detect all IT Assets

Showing : 1 - Hardware and Software Maove To : Mg_l Change category I New l Delete.l

I:l burer  Category ‘Type ‘Purcl;aset'l» Installed - Max Usd
E] E Operating System Managed u] 10 10
D (§ Microsoft Windows XP Protessiona icrosoft Corporation Operating System Managed u} 94 93
D é Microsoft Windows 2000 Server Microsoft Corporation Operating System Managed u] 4 4
D @ WebEx WebEx Communications, Inc Others Unldentified Mi A 1 u]
E] @ Adobe Flash Plaver Plugin Adobe Systermns, Inc Others Unldentified Mi A 1 u]
O @ Back4Win Others Unldentified  NfA 1 u]
[ @ Belarc Adwisor 7.1 Others UnlIdentified MfA 1 u]
[l @ Conexant D110 MDC V. 9x Moderm Others UnIdentified  NfA 1 0
[0 %  pesktopize for Zoho Others Unldentified  N/fA 1 0

ManageEngine’  AdventNet 2



CMDB In ServiceDesk Plus

Find relationships

appw2k2.india.adventnet.com
Unknown Workstation

Assigned to User The SPP Team N between
Resource Info 7 Hardware : Software - Relationships Histor;‘v‘ Reg,.lesis Contracts l Costs J assetS/ Se rVI CeS

e' Relationships Add Relationship ¥

appw2k2.india.adventnet.comn

Assets Software

) taptiiindia.advent... QE (e) Visual Studio .NET...

(©) Microsoft Windows ...

(8) Microsoft Windows ...

Find out who is
affected when a
service goes down

Business Service

4= Payroll

Components

User

Ermail
ng The SPP Team

ManageEngine’




Integrated Asset Management

Asset Management - Windows Domain Scan

Dbrsinlis: Easy scan of hardware an
Shoving 140 of 10 | (80 (0 (B (B) | show. [10 @l per page softwarec without agents
Domain Controller Discovery Status (WlndOWS and LanX)

b Access Points winZkraster M Scanned alagarraja

» PBrinters ;:}Yet to scan

» Routers d;Yet to scan

b Switches (‘(‘-Yet to scan

s
F N Yet t
b Workstations s Yet to scan

TH
% Yet to scan
s
S Yet to scan
™
N Yet to scan
Non-IT Assets 4)-
s At LA S Yet to scan

1
% Yet to scan

Asset Components

| |t
Groups
Windows
. LWincon
Search in : IAsset vyl TraCk a” aSSGt detal‘SIT & oam ocan
Enter Keyword Non IT

| ] el

i

Network Scan

incl. routers, switches,
printers etc.

ManageEngine’




Maintain All Asset Information

Assets > Workstations [ Auto-Assign Workstations ] [ Unaudited Workstations ] [ Import from CSV
‘ Filter Workstation Type Resource State In Domain [
" Lapt v All b --- All D ins --- v 1 1 1 1
. S ) Dormain: ' Maintain all information of
Showing : 1 -2 of 2] 1 < b | Show per page | Actions w H ml E |nve ntory_ Hardware and
D YWorkstation ~ Model 0s S
e s | oftware
0O & pratheeswaran.india. adventnet, ... Latitude D610 Microsoft Windows XP Professio ...
O & shanmugarpl.india. adventnet.co ... Latitude D820  Microsoft Windows XP Professio ...
(=1

Assets > Scanned Software

Software
Ensure software | show berbagel| Meta o) e e — e R
||Cense Comp“an ce ‘Manufacturer ~ Category ‘Tﬂ_)e ‘Purcl;aset'l» Installed Max Uss
i Microsoft Corporation Operating System Managed u] 10 10
| !é Microsoft Windows XP Professional Microsoft Corporation Operating System Managed 1] 94 93
D !§_ Microsoft Windows 2000 Server Microsoft Corporation Operating System Managed u] 4 4
D @ WebEx WebEx Communications, Inc Others Unldentified Mi A 1 u]
E] @ Adobe Flash Plaver Plugin Adobe Systermns, Inc Others Unldentified Mi A 1 u]
O @ Back4Win Others Unldentified  NfA 1 u]
[ @ Belarc Adwisor 7.1 Others UnlIdentified MfA 1 u]
[l @ Conexant D110 MDC V. 9x Moderm Others UnIdentified  NfA 1 0
[0 %  pesktopize for Zoho Others Unldentified  N/fA 1 0

ManageEngine’  AdventNet 2



Purchase Management

Add Purchase Order - General

Step 1 -‘.General Step 2 - Items Step 3 - Shipping Details Step 4 - Preview

General

Provides the owner and vendor details

Qwner Administrator

* PO #

Previous P.0O. # 1236

Set multi levels of

r——— . \ approvals
Create PO Submit for Approval J
Process, maintain &

track all assets to .

OIS o 5 \

|
: [j m—
| Partially Received F : — @

ManageEngine’




Contracts Management

| Contract Details

* Contract Name

Description

* Maintenance Vendor

Support

Attach Files

Associate one contract tg

single/multiple assets

Contract Rules

Select the Assets that are covered under this contract..

Maintained Assets

Select Resources for this contract

* Active period

Maintenance Cost (§)

Attach Terms &

Conditions to each
contract

ManageEngine’

Notification Rules

v Enable Notification

Select the users to be notified before contract expiry.

User List
chakravarthy -
dhinesh
francis _J
hari

aham
Howard Stern
Jeniffer Doe o

Notify before days

Save

Notified User List

francis —
Heather Graham
;?‘.?‘-'I

Get alerts before the

contract expires




Knowledge Base

New Solution J

..Manage.quics.J

Maintain categorized
knowledge base

5

0 oxn

) General
Desktop Hardware
2:9 Softwares

ServiceDesk Plus

Most Popular Solutions

Browsing - All topics

To move data from one installation from another.

Hardware
Printers , Routers ..,

test

Understand what
users are searchin

Most Recent Sol

Test- for karen

You can move the data from the existing server to new server. Please follow the

steps mentioned belo...

Test- for karen

Hardware
Softwares > ServiceDesk Plus > Settings Created On: Mo
Last Updated: Oct 10 2007 | Views: 13 Author @ Admini
Author ¢ Administrator
Printer
printer Make sure that
fewfwef Hardware
Hardware = Printers Craated Onr Mo

Created On) Oct 11 2007

ManageEngine’

hini

earch in : [Solutions

Search through KB
for solutions

Enter Keyword
|network down |




Knowledge Base to Reguests

Search results

Copy to resolution | Add solutions directl
Troubleshooting DCOM Error for request resolutlon

0 |@
' 'Either access denied for the user or the rem|
Sgftwares = ServiceDeskp= e

Peated On: Ma 00 Requestj Resolub'onﬁ History ‘.l

ARthor : Administrator

Resolution
Search Solutions

Or type a resolution below

Fill |BJ| Z||U

oSS T eTre e

== |Tp | 9|

I
i
il
]

O EUUT XTI T TY e rrerre

2/16/2007 11:11 PM  Text Document 4
. Update HOSTS

Restore previous versions

u readme.txt

Send To »

SearCh Kn OWledge Note: UAC will prompt for permission for this action, click Ok and proceed ...
Mext you will see the below prompt, click Continue and proceed,
Base from Requests

itself
/a._ You'll need to provide administrator permission to copy to this folder

Destination Folder Access Denied

Rich HTML Editor

| ork Lo I
Add Work Log with support for
Save | Save and Add To Solutions | p | ctures

ManageEngine’



Self Service Portal

Predefined

templates for eas
My View | |Ogg|ng

| am havinyg issues with:

My Requests Summary

iSelect Termplate

Pending Requests Select Template
Pending requests Mail fetching
Printer problem
If athers.please specify

Search Solutions

% Completed Requests
7\ Completed requests

AN All Requests
E all requests sent by the Requests

Announcements

User can search for
solutions in
User gets to see all his Knowledge Base
logged requests &
announcements made

ManageEngine’




Automation ¢ Business Rules

Biisinass Rolad Business Rules

When a new request arrives :

Define rule

| sender v | | contains

&

" hr@mycompany.com"

_Add to Rules I

Choose |

Business Rules tq
automate
dispatch

Match the below criteria

(& Match ALL of the following (AND)

(" Match ANY of the following (OR)

| l

Rule

Perform these actions :

[Set Priority as ZI into "Medium"

Actions set

| I Actions
= @ Place in Group "Network"

e.g. assign all
mails from HR

team to Jack
or/and Network

group

ManageEngine’

= and Add New l

Cancel |

Set rules to
automatically set
actions




Automation - Notifications

Notification Rules

Plain text ﬁo,rm.atting_.]

Requestj Problem I Change '|

Requester Notifications

[7_, Send Self-service login details

[7_] Acknowledge Requester by Email when a new request is received

" Acknowledge Requester by Email on receipt of the email reply
Customize template

'« Acknowledge Requester by Email when the request is updated
Customize template

ser when a Request is Resolved
Custornize template

edge Requester by Email when the request is closed
Custormize template

Custornize template

Customize what
you say

e following Technicians b Cornpose mail subject and message here.

{Subject

Set notification
rules for

Choose Subject van

--Choose Option -
Server URL
Product Name
Requester Name
Login Name

automating oo

responses F il B I U = W e =

Co)

Dear §RequesterMName ,

N ofthe 1St of hlovarabor 1T woill e sicimes = o O omoics Diaely swctors $o rasmacn

[»| <&

Choose content vai

--Choose Option -
Server URL
Product Narme
Requester Name

Login Name

ManageEngine’



Automation ¢ Preventive Maintenance

ive Maintenance Task

plate @ Task Schedule

- e
Preventive
= f k bel h lick
Mamhnaﬂce of the task below and then click Next
Request details
Request Type | -- select Request Type -- e | Impact | -- Select Impact --
Status [ Open 3 Impact Details
Mode | Phone call - Urgency | -- Select Urgency --
Level | Tier 1 - Priority | Medium
SChed u | e recurring [ Mo, Just select Technician =1 Technician | NONE
| |{?_u Asset | -~ Choose Asset --

Contact number Department
Category Details
Category ™ | select Category ~|
Sub Category [ Select Sub-Category ZI
Ttam [ select Itermn B |
department * [Leave it asitis I | email address |
employee no * [ | date of joining * |

ManageEngine’  AdventNet 2



SLA Management

w request arrives :

ALL of the following (AND) {¢ Match ANY of the following (OR)
Service Level

Agreements [tciteria - s Choose | | Addto Rules

Rules Set
S

Requester Name is "qwel123"

Multi levels of

Jjuest matching the above rules should be resolved within : escal at' on

plution Time : E Days | Time : Hours Minutes

d be resolved irrespective of operational hours.

Manage SLAs

on time is elapsed then escalate:

> Level 1 Escalation

Escalate to  "Heather Graham"
{" Escalate Before % Escalate After DDavs | Time : E Hours m Minutes

[V Enable Level 2 Escalation

Escalate to  "John Roberts"

(" Escalate Before (¢ Escalate After EIDays | Tirne : Hours Minutes

[~ Enable Level 3Escalation
[~ Enable Level 4Escalation

ManageEngine’  AdventNet 2



Reports- Inbuilt

: Reports by all requests

i Reports by completed requests

ii..Reports by SLA Violated requests

Ef;- SLA Violated requests by Group Edit
[l sLA violated requests by Cateqory Edit

[fi sLA violated requests by Department
[fi) sLA violated requests by Due Date

Get reports on the

[_=3;_’: SLA Violated requests by Level

[l SLA violated requests by mode ﬂy
E{Lj SLA Violated requests by Priority -~
i H 5 - [
4
More than 100 =3
=5
. . =
inbuilt reports S
i Reports on Completed Changes 21
i Request Timespent Reports
i Survey Reports
= Workstation ]
z Software
= Workstation Summary Reports o
0‘0\\9
Group
w Not Assigned m Hardware Problems = Printer Problems

ManageEngine’ Cadvontnor 208



Reports- Customized

Report Title

Requests by Status

Available Columns

Display Columns

Group - Request ID il
Requester I— » I Created Time
Choose Report Type Category Subject
Sub Category « Technician il
& Tabular Reports Itemn I Request Status
. . Created By Request Mode
Tabular reports are simple reports that allow you to list v Priority Workstation
certain criteria, You can select the colurmns to view and a1 Leval Department

" Matrix Reports

Matrix reports provides the d

Pending Status

a in a grid manner (m x n Responded Date

study different scenarios b€ Jed on the chosen criteria Dueby Time
Completed Time
" Request Summar, Time Spent

Surmmary reports a
certain criteria, Yg

filed reports that allow you to li:

Description
felect the sub reports to view

Overdue Status

 Audit Repg $:::I\.|ution
Audit repork filed history report that allow you to sl e A Choose What you

date of joining :
department il

want to see

CUStomlze reports Hold Ctrl and click to select multiple items
on your own | ~

@ Display Columns @ Filter @ Grouping @ Column summary @ Charts

VS
Next >3 | Run Report => |

Multiple options to
view reports

[Not Assigned = 4]
ManageEngine’



Reports¢ Query Report

e
B THD_woID = B WORKORDERID ¢—F— @ WO
® WORKORDERID REQUESTERID
WORKORDERID B CREATEDTIME
CATEGORYID > ® RESPONDEDTIME
bWNERID & ® DUEBYTIME Create your own
NSSIGNEDTIME @ COMPLETEDTIME L8 RE(Q
ETATUSID 8 TIMESPENTONREQ B RES query (0] reports
DRIORITYID W TITLE
| EVELID + ® MODEID G
[SOVERDUE & DEPTID ModeD
[SESCALATED %2 B USERID B WORKSTATIONID — | — @ Mol
L e
Table Schema I Requests ﬂ
Coer -
USERID -— B USER_ID —
B FIRST_NAME ————#

s e )
s e NOT NULL)))) AND wot. THD_WOID=wot. WORKORDERID ORDER BY 1

Graphical
representation of ReportTitle [Request Load
data structure Lo

Use these
queries in Crystal
Reports

ManageEngine’
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Reports- Schedule

Schedule report settings

Sarierate Orice Generate Report Weekly

o

" Daily Report

¢ Weekly Report '7 Everyday

188 WIREaS Nt M Sunday 7 Monday v Tuesday 2 Wednesday
M Thursday ¥ Friday v Saturday

* Report [ SLA Violated requests by Priority Supports mU|t|

Format  [PDF i+ formats
Schedule Inbuilt or Send Report o [E-Mail 1L LS
Custom Reports g ]
Subject | ]

Message

_Sa !9-.' C_gn_cel.,l

ManageEngine’




Surveys

Survey Settings

' User Survey Enable Survey Design surveys
= v Enable User Survey eaS”y
ia Survey Details

Welcorme Message Please help us to improve o

Survey Settings

Ernail Content Dear $RequesterName,

Please help us improve our service by compl

Measure y0ur help us to improve our service, We appreciate yo
deSk CSAT score N

Success Message Your feedback has been sent an AUtomate the
process

Failure Message |Your survey information for this request has

Schedule Survey
Send Survey every time

(¢ arequestis closed.
TadrkEahlass e @ D requests are closed.
C D requests from a requester are closed.

_Save | Reset

ManageEngine’




Surveys

Survey Questions and Satisfaction Levels

Questions \' Satisfaction Levels \

Questonl

how was the the technician on call?

Queston2
How was the performanace

Question3

How was the behaviour of the Technician during call

Question4
How was the gestures of the technican during call

+ Add Question |

Easily add question

for the survey
Define

satisfaction
RVES

ManageEngine’



