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Service priority
Service asilability
Impact of failure
Business / IT plaming
Resoudrce restriclions
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Reduce firefignting
[nerease efficiency
Winich reports...

“YHORNBILL



©
@

© © © -
@

HORNBILL



B

A
I\

HORNBILL



$5

HORNBILL



)0
>0

20
30
KO
LO
MO
NO
00
)"0
))0
)>0

)20
)30

&

>

$ 7

$

$

7 $5
.3

$5

00 3l $1 8
J 3l 8

9
#$ & 9 5
7% ?7%$5 1% ? @8

5%

HORNBILL



Log New Incident - Supportworks Client

File Edit Actions ShowMe Tools Help

~ Y v | 2 log f£logldssign glog@Take Alog@Accept ofLog&ResolveiClose | |0 | &5 0o | ()

=10l

& Known Error Details For FOD00419 - Supportworks Client

File Edit Actons ShowMe Toolz Help
iy |ofsave B e & # B G KT O |G+ |®| & |7

=lofx|

B caupetails |[[E) Assodated Information || J5? Call Diary |(EhFile Attachments |

@ Reported By @u Settings

Known Error FO000419

Actions

i
Support Analyst || Customer /Options / Assessment || Service Level || Impact || Recognition || Process Stage

N

Problem Recognition Profile

Analyst ID | dSharma Software -= M5 Office -= Qutlook E
Mame | Deepa Sharma Keyword Search

Support Group | 1=t Line E

Telephone | 208 582 8228

Keyword 1 Email
Keyword 2| connection
Keyword 3| outlook

Keyword 4| sxch
Pick Analyst | il 2

Keyword 5| e-mail

Email | dsharma@hornbil.com

Keyword 6 SMTP

ation tem

k=l EEE

Yiew w*  Actions v

Type

\

¥ Description

Update Incidents with workaround and resolution Email details to Incident owner

Summary 'Emaﬂ issues for many departments

Details| | ast Update || Original Description |

Breach Reason

ice
ervice

Services

Service
Service

Service

g

Find Solution » ]

'Di}l'll use MAPI, but use SMTP instead in the "protocols enabled’ configuration screen.

g'g There are Problems, or Known Errors, with the same incident profile code. You can uze the Incident profiling actions button to perform a zearch.
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© File Mew Helpdesk Mail  KnowledgeBase Search  Tools  Administration  Window  Help
@ | &5 (D) Y 0.4 b 2| & K| GG R e

V.nowledgeBase Relevance 5 | Date | Title ‘ Document Ref
AooooE 0 21{11/2008 14:03:41 Call FOnoooa1 resolved and added ko the KnowledgeBase 2] vB200811000008

Search Brovse:

= Z1/11/2008 13:45:54 Call FOooo0ga resolved and added ko the KnowledgeBase @ KBZ00511000006
can't open office 37 powerpoint presentation 04/02/2009 17:43:32  Troubleshooting 5] DC4C3B2F97-19054304
04/02/2009 17:48:12 Calendar-Based Appointment Scheduling and Booking @ DC4CIEZ4AE- 1 905FED4
B 24/09/2009 14:37:10 Dashboard: Real-Time Data Display @ DC4C3BECRR-19023005
N4/12{50Ng 1 7:43.04 Arrlicatinne [=1 (43R 1G2E-1ANCAR 3L
Search Method -
INatura\ |anguage query [ask a question) j -12 - Author ; Daniel Matt SM Admin] - Created From Request ; FO000091

Elements ta include in search Call FO000091 resolved and added to the KnowledgeBase

. Document Kewwards
¥ Document Title

' Document Problem Test
F Document Solution Text

PROBLEM

This profile should be utilised if an issue is reported with the Microsoft Powerpoint application.

Available Knowledgebase Catalogues
Entire KnowledgeBase

@ Resolved Helpdesk Calls

FAQ's [Frequently Ask

0 Suppoitiworks Docur

@ Extemal Documents 10 Most Useful Articles - Results

Report Run: 12/07/2010 14:25:18

What is the nature of the problem yo
1 attended the in he

with Powerpoint?: Opening Presentation
rses?; Yes
t presentations?: Yes

=ctified,
Reference Title Created On  Owner Fixed Problem %
i fice 97 templates to
Limit search results b KB200811000006  Call FODO0089 resolved and added to the KnowledgeBase 21/11/2008 100
KB201002000012  Setting Supportworks Server Communication Ports 26/03/2010 CfH 33
= KB201002000014  Setting Supportworks Client Communication Port 26/03/2010 CfH 25
@ supportworks Today KB200811000009  Call FOOO0031 resolved and added to the KnowledgeBase 21/11/2008 0

@ Service Desk ﬂ ﬂ

i ] aware,Microsoft
| 4 Change Schedule L S e
D calendar Related (KB201003000012] This article contains information about certain file tvpes that are

s Articles : blocked after vou install Microsoft Office 2003 Service Pack 3 {SP31.

ﬁ? s (KB200811000007) Call FO000090 resolved and added to the KnowledgeBase
(KB200811000008] Call FO000091 resalved and added to the KnowledgeBase

[‘ (KBZ00811000008) Call F000091 resolved and added to the KnowledgeBase

Organisations

N

2% configuration Database Provide feedback on this information \

g Search For Requests
Did this article halp solve your problam?

f Database Searches ) Yes

Ot
C?‘ My Library 5

€ 1don't know

W KnowledgeBase Was this article relevant?
-  Yes
‘w} Management Information and Reporting
5 0 No
s \ Would you like to receive notifications when this article is modified? )J
-
~
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