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Disclaimer

Copyright © 2006 Mproof International BV. All rights reserved. The Mproof logo and the Clientele
ITSM logo are registered trademarks of Mproof International BV. Microsoft is a registered
trademark of the Microsoft Corporation. All other trademarks remain the property of their
respective owners. This document is intended for information purposes only and is subject to
change without notice. In this document, Mproof does not give any guarantees, either implicit or
explicit, and accepts no responsibility for updating the information in this document. We assume
that the contents of this document are current and correct at the time of publication. Companies,
names and/or details, which are used on screens, are fictitious unless stated otherwise.
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Introducing ITSM version 2007

Introduction

For 9 years Mproof customers have come to expect valuable enhancements
to the product suites on a regular basis. Release 2007 is no exception,
delivering new features that offer more configurability and functional
capabilities for your business.

ITSM 2007 reflects our fundamental philosophy as a software provider:

» Place customers at the center of everything we do

+ Develop and deliver world-class software to help our customers
achieve operational excellence

» Provide innovative technologies that empower our customers to
become market leaders

e Surround our customers with resources and self-service tools to
provide world-class customer service and satisfaction

« Deliver single point accountability in everything we do

What's Inside

This guide covers the features, functionality and technology introduced with
ITSM 2007. It also provides information on professional services, product
support, education and other important topics related to this release. Please
note that all information in this document is subject to change without notice.
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ITSM 2007 Key Objectives

At Mproof, we are committed to responding to our customers by enhancing
and expanding product functionality, investing in new technologies, and
providing overall value with our products. In keeping with this ongoing effort,
we established a list of objectives for release 2007 of ITSM. Here are the
objectives and how we've accomplished them:

Objective

Achievement

Support for Microsoft SQL
Server 2005

ITSM has been tested against Microsoft’s latest release
of SQL Server, version 2005, which is the first such
release for some considerable time and offers users
substantial improvements in terms of scalability,
administration and performance.

Provide templates for
Service Agreements

A feature desired by organizations with standard
Service Agreements so they can easily create new
Service Agreements for customers.

Improve compliancy

In several areas, audit trails and security is enhanced
to be better prepared for compliancy

Notification enhancements

New feature to send notifications when a support call is
changed.

Provide key missing
feature holiday calendar
and Working Time
Calendar

Customers, using ITSM for advanced service level
management, told us support for multiple Working
Time Calendars is critical to configure SLA’s. To support
WTC, holiday calendars are part of this functionality.

Deliver high priority
customer requested
enhancements

Version 2007 incorporates the results of many
customer software change requests (SCR) and reflects
real-world feedback on proposed functionality.

Mproof International B.V.
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ITSM 2007 New Features

Holiday Calendar

Purpose

Holiday calendars are used in Working Time Calendars. Within a Holiday
Calendar you specify the none Working Days for your Working Time Calendar

I::l Holiday Calendar Detail g@

Details

M anne:® | S ample for the 1154
Diezcription: | Carmmon holidays for the United States. Pleaze note that only the most common holidays are activ

Active

Holidays | wiorking Time Calendars

48 Record(s] displayed.
Active | Mame Date Description ad
» [v Mew vears Day January 07 [every year]
|— Martin Luther King Day  Maonday, January 16, 2008
I Prezident's Diay Monday, Februarp 20, 2006
[+ temarial Day Monday, kap 29, 2006
[v Independence Day July 04 [every vear)
[v Labor Day Monday, September 04, 2008
|— Colurnbug Dray Monday, October 09, 2006
I Weteran's Day Movember 11 [every year]
[+ Thankzgiving Day Thurzday, Mowember 23, 2008
M Chriztmasz Eve December 24 [ever year] v
[ Add Il Ed I Delets I Export |

[ QK. l [ Cancel ] [ Apply ]

Create a Holiday Calendar
Access to Holiday Calendars is done via the Manage-Holiday Calendars menu.

] Holiday Calendar Day Detail - Sample for the LISA g@

Details

Mame:* Mew Year's Day

Description:
Day® 1 Manth*| J anuan v
Occurs every year on same date ear:
Active

[ QK. l [ Cancel ] ’ Apply ]

Via the Holidays tab of the Holiday Detail form, new Holidays can be added.
For each Holiday you can define if it occurs every year.
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Working Time Calendar

Purpose

In earlier versions of ITSM, system options could be set to define the
Working Time Calendar. In that case you were limited to use one Working
Time Calendar. There are cases were you like to be able to define multiple
Working Time Calendars. For example you could have different working hours
depending on the service level. Critical issues need to be serviced 24/7 while
for medium priority issues it’s sufficient to deliver service from Monday to
Friday between 8 am and 5 pm. Also imagine a difference in working time for
different departments.

Create a Working Time Calendar

Working Time Calendars can be created by users with appropriate rights.
Access to Working Time Calendars is done via the Manage-Working Time
Calendars menu.

5] Working Time Calendar Detail g@

[retailz

Mame:* Default

Dezcrption: | Default “Working Time Calendar that iz onginally shipped with ITSM and can be changed

Holiday calendar: i) -

Active
Working days
5 Record(z] dizplayed.
Active | Day Start Time End Time Drezcription
b [v konday 200 17.00
[v Tuesday 200 17.00
[v Wednesday 800 17.00
[v Thurzday .00 17:00
[v Friday .00 17:00
[ Add I Edit I Delete I Export |
[ ] 4 ] [ Cancel ] [ Apply ]

Within the Working Time Calendar Detail form you are able to relate a
Holiday Calendar. Via the Working Days tab you are able to enter working
days and specify the start and end time of a working day.

Mproof International B.V. 7-21
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Using a Working Time Calendar

There is always one default Working Time Calendar, which is standard
shipped with ITSM. The default Working Time Calendar is specified via the
system options. If you use only one Working Time Calendar you can change
the one that is shipped to your specific needs.

@

Dretail:
Agreament with:* Froduct coverage:®
Type* Mumber:*|17
Price: £ 2.500,00 Cortact:

Summary: | General Service Contract

pal
Template: i P

Categony: ?Haintenance .v.@gcalendar: Default i
4 y

Timezone: |[GMT+01:00) Amzterdam, Berlin, Bern, Rome, ST

Avallable for: [nzident [ Problem [JrRFC [ 5emvice request
= =
['-" SLA Detail M= <
[retailz —
F'riu:urity;':‘l - Critizal ;ﬂ @dar: Sample 2447 |1y ! >
Fesponze per Status | Motes
Statuz Responze Time [in hours) Marm % il
Hew I 0
Azzigned 1 95
In Process 2 95
Prabler 1] 0
F.rowun Etror I 1]
Orn Hold 1] 1]
b Sakved 3 95 |
[K ! 2]
] ] [ Cancel ] [ Apply
sk (0

If you use multiple Working Time Calendars you are able to specify the
Working Time Calendar in: Service Agreement templates; Service Level
Agreements templates; Service Agreements and Service Level Agreements.
When you add a new Service Agreement by default the SLA’s will inherent
the Working Time Calendar from the contract, but you are able to change
them on SLA level.

Mproof International B.V. 8-21



Clientele / Epicor ITSM ITSM 2007 Release guide

Time Zone support in SA and SLA

Purpose

Time zones are used to set the time zone for a Service Agreement. When an
organization is using ITSM over multiple time zones and support is delivered
over multiple time zones, this new feature is essential to calculate correct
service times.

Create Time Zones

Access to the time zones is done via the Admin-Time Zones menu. Time
zones can automatically be updated from Windows or added manually. On
the Time Zone detail form you can update the details of the selected Time
Zone from Windows or edit the details.

ﬂ Time Zone Detail g@ .

Dietails

Mame* [GhT] Greenwich Mean Time : Dublin, Edinburgh, Lizbon, London

Description: |

Windows indew: | [GMT] Greerwich Mean Time : Dublin, Edinburgh| s Ilpdate from ‘windows

Standard name: |GMT Standard Time Doaylight name:  GMT Daplight Time
Standard offzet: | 0:00 h:rm Draylight delta: | B0 Minutes
Active

I1ze davlight zaving
Draylight S awving Start
Manth: | karch w YWieek in month: | Lazt v

2

Weekday: | Sunday v Tire: | 1:00 Ak

Draplight 5 awving End

Month: | October w YWieek in month: | Last w
Weekday: | Sunday v Tirne: | 2:00 Ak 2
k. l [ Cancel ] [ Apply
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Service Agreement Templates

Purpose

The Service Agreement Templates give IT service organizations the
possibility to define generic Service Agreements like Gold, Silver and Bronze
templates which can be used for multiple organizations and departments.
The templates can also be used to execute structured updates to Service
Agreements related to the template.

Create a Service Agreement Template

Service Agreement Templates can be created by users with appropriate
rights. Access to Service Agreement Templates is done via the Manage-
Service Agreement Templates menu. The template contains al relevant
Service Agreement information including the new functionality to use a
specific Working Time Calendar, Time zone and coverage of Items and Item
Categories.

%34 Service Agreement 22 - HillCorp E]@
Dretails
Agreement with:* Product coverage:”
Type* Mumber= 22
Price: |€10.000,00 Contact; e
Mary: | Gold Support Conlra
Template; | Gold Suppart il PE
F.eep fieldz below synchigfized with template
Wiorking calendar: | Default £|_|
Timezone: | [GRT+07:00] Amsterdam, Berlin, Bern, Rome, Stockhaolm, Wienna £|_|
Auvailable for:
Diuration
Start date:* 12/4/2006 “ End date:* 12/4j2007
Cancel period: |2 b anths . Cancel date:
Estend period: | 12 b anths [ ] Extend tacitly
[#] &ctive
v i Products | Units ¢ Reminders @ nderpinning Aagreements | & Log | 24 Mates | [ 4]* ]
‘ms and item cateqaries synchronized with template
\ 2 Flecorls] dizplayed.
& M arnne Azzet Mol Serial Mo, Quantity Description
¥ Categom Deskiop nsa nda n'a
Cateqary Laptop nfa nia nia
< b4
[ Wigw ][ Remove ][ E spaort ][ Add Product ]
I QK ] l Cancel ] [ Apply
ah ()
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Using a Service Agreement Template

Service Agreements templates can be used when creating a new Service
Agreement but also for existing Service Agreements to update them with the
template settings. When a template is selected, different areas can be kept in
sync with the template. Per area you can decide if you like to keep the
contract in sync via the “Keep synchronized with template” checkbox.

Coverage of Item and Item Category in SA

With the Service Agreement templates, the Service Agreement Product is
adjusted to support coverage of items and item categories. Meaning it's now
possible to define contracts on model level (Item) and category level (Item
category).

Create new support call via MS Outlook Inbox

A new menu item is added to create a new support call based on an e-mail in
your MS Outlook Inbox. When the e-mail is selected, the quick call form will
open so you are able to edit the call before you save it in ITSM. The other
menu item makes it possible to add a new event to an existing support call
based on an e-mail.

Related Tools Manage Admin  ‘Window  Help

Mew »
Quick Suppart Call... Chrl+Q

CIFind: Outlook Inbox E-mail E]@

Problem... IE' + [0/ @|From Subject Recelve d Size

=I From: Gerben van Kesteren (2 items, 1 unread)

Cuick Call Fram Outloak Inbas:. .. -] Gerben van Kester... Screen only shows black and white ma1i-12-2.. 8KB
Support Call Event From Outlook, Inbox., fﬂ‘;’r:j'; e
K +31(0)70-51 17006 (Geners 1)

select | | Close

Support Call History Form

The support call history tab of the support call detail form has been replaced
by a separate support call history detail form. The support call history form

can be opened via the history button. %

Mproof International B.V. 11 -21
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Support Call Owner

Purpose

The call owner is introduced so owners of support calls can keep track of the
calls they are responsible for, while they are assigned to others users or
queues.

Using Call Owner

The call owner is set when a new call is created. The default value is the first
user. The My Support Call form is extended so owners can search for all their
calls. Within RFC’s the owner has a more specific role.

On Hold Functionality

Purpose

In service environments, service level agreements are used to measure the
performance of the service provider. In some situations, the service provider
is not able to deliver its service because of external factors. For example the
customer needs to specify more information before the service provider can
continue the process. In these types of situations an on hold function is
needed to “freeze” the available service time and take the on hold period into
account when measuring SLA performance.

Using On Hold

The on hold functionality is available on the support call detail form. When
the on hold is set to true, ITSM will ask for a reason. The information is
stored in the on hold history and is used in service performance reporting.

Mproof International B.V. 12 - 21
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Support Call Notification

Purpose

Besides call escalation, the agent tasks are extended to support call
notification triggers. The purpose of Support Call notification is to inform
parties related to calls about a status or assignment change. For example a
third line support team can be notified when a call is assigned to them.

Create a Support Call Notification

Support Call notifications can be created by users with appropriate rights.
Access to Support Call notification is done via the Manage-Support Call-
Notification menu.

2] Suppert Call Notification Detail g@

Details

Mame? | Motify third line support
Descrption:

From e-mail address® | support@mproof.com

Awailable for: Ineident [ Prablem Active
CIRFC [ Service request
+ Matify On Change Ta
Azzign tar ﬂ Queus: | Third line ﬂ
Statug |Aszsigned )
+ Maotify
[ Caller Hueue members [ 5upport call owner

Send e-mail tox
e}

Bro:

Matification Information
Subject: |[CALLTYPE] - [NUMBER]: [SUMMARY] has changed.
Message” Dear Thid liner, |
A new [CALLTYPE], number [MUMBER] haz been azzigned to your group.
Can you please check ITSM for the latest status and fallow up on thiz [CALLTYFE].
Cheers,

[ ak. ] [ Cancel ] [ Apply ]

Notifications can be set for the various call types. Within the Notify On
Change To area, the value can be set to trigger the notification. Via
notification, the assigned user, caller, queue members and the owner of the
call can be informed. Besides these related parties, separate e-mail
addresses can be specified in the To, CC and BCC. Via the e-mail notification
agent task, the notifications can be scheduled to be send.

Mproof International B.V. 13-21
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Auto refresh Find Support Call forms

Purpose

The Find Support Call forms are extended with two new features. The auto
refresh and the read/unread functionality. The combination of these two
makes it easier to keep track of the changes and monitor open calls

Using Auto refresh

Via a system option the use of auto refresh for the Find Support Call forms
can be activated. Each ITSM user can set per form if he likes to use the auto
refresh or not.

4 Record(s) displaped.
Fead | Type Mumber | Summary Time Left Azsigned To Status Owaner Perzon
[v Incident 19 Mo Intemet Aocess -45:09 Syztem Manage  In Process Demo, User  O'Dell, Jack
[v Incident 17 Mo lntermet Access -15:13 System Manage  In Process Demo, Uzer  Gardner, Sue
] N Incident 13 Problem installing zoftware chent 2:19 Service Desk Azzigned Demao, User  McoMei, Paul
™ Incident 16 Employee lost password 3254 Service Desk Azzighed Demo, Uger  Till, Lucy

Within the grid, records are displayed bold when they are unread. When a
users reads a record the system will automatically set the record to read and
display the summary none bold but the user can also manually set a record
to read or unread. When the record is changed by someone else, the record
will be set to unread again. So it’s easy to monitor changes of calls. To be
able to sort and search on read/unread an extra column is added to the grid.

Mproof International B.V. 14 - 21
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User Grid Preferences

The user grid preferences functionality is shipped with ITSM 2007. For ITSM
8.4 this feature was released as a patch. This new feature makes it possible
to set user preferences for every grid in the application. The user can change
the columns that are displayed, change the column order and clear the
preferences.

B Find: People

Lo 8

Find: People

| [mf| ><

Clear Grid Preferences

Mare...

Citria Ciiteria 2
Last name. Fitst name; Last narne: | First name:
st Organization:
Group: Phane:| Group: Phone:
Posalcode c| ful Pastal zode | Cowky|  [v]
Rielationship: v E-mail:| _
X . - IR aireliy Grid Preferences X,
Location A Kl | Location: il 0 i £
m Select the details you want to display in the arid,
Details:
23 Record(s) displayed. Fl eversn |
Person ion | Phone | City | Region | Postal Code | Countr ~ 20Feen dleslkie vl Giroup
v Person 3 Person | Group | Organizat |
¥ Alealt, Api Hies 03235670 Fatlnd  OR 970 United” = } vl Organizstion Move Down | [
| lonza,Lou Sl 03235670 Potknd  OR 97200 United LA el ESEEEERES IR | Phone El
| el Sally Sl 503235670 Portland oR e Urited | Alonzs, Lou Production € HilCorp ||l City Hide !
| Bergman Floss |,y 503235670 Portland on 720 Unitsd ! | Bel. Saly Comorate-C HilCop | |bel Redion 1
| Butke Elearot | pouo S03235670 Potland  OR 972m United ! Bergman, Ross Production ©  HillCorp S E”S‘at‘ Cods '
| Connor, Matt « Postal Code 503235670 Portland 0R g7z United ‘M Burke. Eleanor Accounting - HilCop =] Lgs;‘t\rgn p
< ] = Connor, Matt Information 5 HilCorp ]
v Country ! - Iwl E-mnail
Add v Location [ Delete ][ Expart ] < 1 v Relation Mo, d
v E-mail [ Add ][ Edit v User Name
v Relation o, il Active
v User Name:
Save Grid Prefersnces

Cancel

Mproof International B.V.

15-21



Clientele / Epicor ITSM

ITSM 2007 Release guide

RFC Enhancements

Purpose

The RFC functionality within ITSM 2007 is enhanced to provide more support
for the role based security per RFC state.

RFC states

In general a distinction is made for the following states:

RFC state

Description

Creation

In this state the RFC is being created

Preparation

In this state the RFC is being prepared for the CAB.
In order for CAB to make a proper judgment,
information is collected and stored in the RFC

Decision

I this state, the CAB members are invited to commit
their judgment. This state is finished when the final
judgment is done.

Implementation

In this state the final decision is done and no
changes can be made without withdraw the final
decision. The planned change is executed according
to plan.

Closed

In this state the complete RFC process is finished
and the RFC is closed

RFC roles

Within the named states the players involved in the change process can have

the following roles:

Role Description
Creator The user that creates the RFC
Owner The user that keeps track on the progress of the

RFC and is responsible for the RFC.

Cab member

The user that is able to give his or here judgment
about the RFC

Assigned user

The user or queue that is assigned to the RFC to
execute certain tasks

Supervisor

The user that is overall responsible for all RFC’s

Mproof International B.V.
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RFC final decision

When all CAB members have done their judgment, the RFC owner or RFC
supervisor can give a final decision and overrule the decision of the CAB
members. Besides the final decision it's possible to configure ITSM so the
owner can do a judgment for one of the CAB members.

Final Drecizion
Final decizion: () Undecided (%) Approved () Refuzed

Decizion datg: | 8-12-2006 L Reazon?® |All CAB approved “

RFC additional fields

The RFC specific fields are extended with additional fields to store more
information.

Change Information

Classification: |High Consequences s Preferred date: | 10/25,/2008 w
Evpected date: | 11,/30/2006 v

Expected time; | 100:00 Actual time:
Evpected costz: | $9,000.00 Actual costs:

Mproof International B.V. 17 - 21
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Security Group enhancements

The security within ITSM 2007 is extended with additional security groups.
Four original groups are now obsolete: Call Management, Call
Representative, Service Management en Configuration Management.

The following groups were added:

Security Group

Description

Answerbook Managers

Maintain the answerbooks and answerbook pages.
This includes the approval of answerbook pages for
internal and external use.

Change Advisory Board

Users involved in the approval process of request
for changes

Change Managers

Users managing the change process, the change
supervisors. This includes maintaining templates,
call categories, statuses, escalation and notification
tasks

Configuration Managers

Users involved in the configuration management
process. Maintaining products and items and all that
is related to the maintenance of these entities.

Incident managers

Users managing the Incident process, this includes
maintaining templates, call categories, statuses,
escalation and notification tasks

Problem Managers

Users involved in the problem management
process. Defining problems based on input from
other processes, manage problems and know
errors. This group is also able to add new
answerbook pages, but not able to approve them.

Service Desk Engineers

Users executing service desk tasks. Intake and
follow up of incidents, service request and requests
for changes. This group is also able to add new
answerbook pages, but not able to approve them.

Service Level Management

Users involved in defining contracts and service
levels for organizations, groups and persons.

Service Level Managers

Users managing the service level management
process. This includes maintaining Service
Agreement templates, Working Time Calendars and
holiday calendars.

Mproof International B.V.
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Other functional changes

Multiple software changes have been made with this release:

+ CAB judgment audit trail

» Configurable from e-mail address when e-mail is sent

« Configurable reply e-mail address when e-mail is sent

« Enhanced service time calculation

e Extra attribute to identify a problem as know error

e Extra attribute to specify an event type

« Extra attributes to specify call type of a service contract
« Import of invoices

« Import of item categories

« Import of Service contacts based on Service Agreement templates
 Send HTML formatted e-mail from an answerbook page
e Separate right for close call

e Separate right to re-open a call

» Separate right for incidents

« Separate right for the Supplier tab on a support call

» Separate right for a RFC supervisor

Mproof International B.V. 19 - 21
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Additional information

Please contact Mproof for more information

www.mproof.com
+31 70 5117006
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About Clientele ITSM

Clientele ITSM is very extensive, out of the box software for service management,
including providing support for the most important IT processes formulated in ITIL. It
allows organizations to offer timely and professional IT services with a high level of
personal detail, and the detailed management of incidents, problems, changes and
configurations at the desired service level.

Clientele software is built around Microsoft .NET, is completely web based and
especially suited for use in combination with SQL Server. Clientele ITSM has received
ITIL certification from Pink Elephant for the most important service management
components. For more information, please visit www.clientele-itsm.com

About Mproof

Mproof is an Independent Software Vendor (ISV) based in the Netherlands and
established in 1997. Mproof develops Clientele software for IT service management,
customer support and self-service, and has sales partners and customers worldwide. On
an international level, Mproof cooperates closely with Epicor for product development,
sales, implementation and support. Epicor markets the Mproof product Clientele ITSM as
Epicor ITSM through its own partner channel. Mproof is a certified Microsoft partner. For
more information, please visit www.mproof.com
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