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“Service Desk” Vision

“Cosaarb peunieHue, koropoe nomoxer UT-noapasaeseHusam
ABTOMATH3MPOBATH IMEPEeI0BOH ONBIT PadOTHI NMPOIIECCOB,
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CocTtaB “Service Desk”

ABTOMaTM3aALUSA NyHWwunx npakTuk

YHpaBneHme VIHLI,I/ID,eHTaMI/I n np06nemaM|/|
YnpoujaeT npoayKTMBHOCTbL NepcoHana

Asset Lifecycle YnpaBreHue nsmMeHeHUaMM

Management CoBMmecTHas pabota MNpoBoaAnM M3MeHeHUs1 NPaBUNLHO

3HaeM Halluu aKTUBbI U KTO YeM JTropgsam nerko paSOTaTb BMecCTe
nonb3yeTcs
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“Service Desk”™ CueHapun co3gaHuns

* Co3pnaHue 3HaHuin
* Co3paHue OTyeTOB

Vel ‘ J.EL dio2o00s ¢ [JobaBrneHne HOBbIX TU
« Kactomunsaumsa nopran

Microsoft Confidential - Disclosed under Microsoft Design Preview Agreement



TexHonoruu B “Service Desk”
YnpaBneHne 3HaHUSMU

« Co3aaHo Ha SharePoint 2007
« [ocTyn K KOHTEHTY B nopTasne unm KOHCOonu
* [lonHOLEHHbIN NOUCK
« Crartbu 1 BrOXeHHble hansnbl nnHkytoTca K CMDB
« CosgaHue n cornacoBaHue HOBbIX cTaTen ucnonbdyst MHCTpyMeHTbl MS Office
 O6wwun chopmar
«  OcHoBaH Ha MAML, koTopbin ucrnons3dyetcsd 8 MOM, MSDN n TechNet
« [lpocmoTp 6a3bl 3HaHUM n3 MOM 4vepes Service Desk
«  WHTterpauus pesynsratoB noucka ¢ TechNet n MSD
« [lpoueccHasi AOKyMeHTauus
« He npotnBopeunt u nogaepxumsaer MOF
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TexHonornm B “Service Desk”
dopmbl

- Co3spgaHbl B InfoPath Server 2007
«  XML-based
« [lokas coopm 4yepe3 HTML n WinForm
« Kactomusaumsa ¢ nomoLybto InfoPath 2007
« Ul nopaepxusaetr MOF/ITIL
«  ®opMmbl cogepxaT peKoOMeHO0BaHHbIE NOHATUS U TEPMUHBI
« HacTponka nosib30BaTenbCKOro uHTepgenca
+  WM3meHeHne Ha3BaHu nonen 6e3 moandumkaumm cxembl AaHHbIX
« [obasneHne HoBbIX hopMm, ucrnoneays InfoPath 2007
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TexHonorum B “Service Desk”
Workflow

« CospaH Ha Windows Workflow Foundation (WinWF)
- [logoepka npoueccoB Kak Ans CUCTem, Tak 1 Anst niogen
«  BwusyanbHbin gusanHep npoueccos Visual Studio 2005
- AstomaTtusauua MOF/ITIL
- [oToBble nmnnemeHTaunmn npoueccos MOF/ITIL
« HactpanBaembie npouecchl
« HacTtpouka 6onbLnUM KONMMYECTBOM «BU3aPA0B»
« CospgaHune HoBbIX NpoueccoB ¢ nomouwblo Visual Studio 2005
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TexHonorum B “Service Desk”
CMDB

« Co3paHo Ha TexHOonoruu SDM
« O6wasa meta-model n core model ana System Center
+  XpaHnunuiie gaHHbix: SQL 2005

¢ KoHdurypaumoHHble eaUHNLbI
- Hardware, software, nonb3oBatenu, cepsuchl 1 T.4..

«  Csssu mexay KoHdpurypaumoHHeiMn EgnHnyamm (pasHonpaseHble,
NOAYNHEHHbIE)

« Work Items
« OrtcnexuBanne NHumaeHTos, MNpobnem, RFC
* JlnHkoBaHue KoHdurypaumnoHHblx EanHmy ¢ Work ltems

"
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Office SharePoint 2007 Office Forms Server 2007 Windows Workflow Foundation
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“Service Desk” : korga?

MMS Preview Beta 1 Beta 2
April 2006 2H 2006 1H 2007

« OO6paTHas cBfA3b C KJIMEHTaMu U NapTHepamMu1 B npoLecce co3gaHus
e Ocoboe BHMMaHue: NpPoCTOTa, MHTErPUPYEMOCTb, pacLUUPSAEMOCTb
e Crtparern4yeckue uenu:

* [nyb6okasa uHTerpauusa c System Center

* YnpaBneHue UHumnaeHtamu u NMpoobnemamu (Incident and Problem
Management)

* YnpaBneHue AktnBamu (Asset Management)
* YnpasneHue UameHeHusamu (Change Management)
 CamoobcecnyxuBaHue (Self-Service Solutions)
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Your potential. Our passion.”
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Favorite Folders

Tools Actions Help

nbox
Arranged By: Date

@ Inbox (1)
L Uniead Mai
L For Follow Lp
@ Sent Items

all Mail Folders

=) Today

= 5¢ Mailbox - AlY

&) Deleted Items
[ 7 Drafts
[ Inbox (1)
[ gl Jurk E-mail
(.3 Outbox
@ Sent Items

(# [} Search Folders

Change Approval Request - RFC1845
Al Young

' Wote by clicking in this Infobar and selecting your choice from the menu.
This message was sent with High importance,

To: AlYoung
Cc: Greg Adams

Type a question for help

Change Approval Request

Action Required: Your approval for the following change has been requested. Please review the following information and either

approve or reject this change request.

Summary

Requested Change: Software Patch

Patch: Patch: Mailhox size limits not enforced (KBS11829) Language: English

Version: 1.0 Deploy To: Windows 2003 Servers

Target Assets

Asset Type Name Owner Site Deployment Schedule
Server EXCH-MSG-03 Greg Adams Tukwila June 30, 2006 3:00AM
Server EXCH-MSG-04 Greg Adams Tukwila June 30, 2006 3:00AM

Approval Status

Name Title Role Status
Al Young Server Administrator Initiator Complete

Greg Adams Server Administrator
Adam Barr Messaging Service Owner

Technical Specialist MNotified
Messaging Escalation Contact MNotified

Status
In Service
In Service

Comments
View
None
MNone

All folders are up to date. @ Connected ~
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Tools  Actions Help

Arranged By: Date
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I3 Type acontact tofind  » | (@)

Change Approval Request - RFC1845

Al Young

To: AlYoung
Cc: Greg Adams

Type a question for help

Change Approval Request

Action Required: Your approval for the following change has been requested. Please review the following information and either
approve or reject this change request.

Summary

Requested Change: Software Patch

Patch: Patch: Mailbhox size limits not enforced (KBS11829) Language: English
Version: 1.0

Target Assets

Asset Type
Server
Server

Approval Status

Name

Al Young
Greg Adams
Adam Barr

Name
EXCH-MSG-03
EXCH-MSG-04

Title

Server Administrator
Server Administrator
Messaging Service Owner

Owner
Greg Adams
Greg Adams

Deploy To: Windows 2003 Servers

Site Deployment Schedule Status
Tukwila June 30, 2006 3:00AM In Service
Tukwila June 30, 2006 3:00AM In Service

Role Status ‘Comments
Initiator Complete Wiew
Technical Specialist MNotified MNone
Messaging Escalation Contact Notified None

All folders are up to date. 0| Connected ~
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@ Inbox (2)
[ gl Junk E-mail
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Cc:  Greg Adams

Change Approval Request

Action Required: Your approval for the following change has been requested. Please review the following information and either

approve or reject this change request.

Summary

Requested Change: Software Patch

Patch: Patch: Mailbox size limits not enforced (KBS11829)
Version: 1.0

Target Assets

Asset Type
Server
Server

Name
EXCH-MSG-03
EXCH-MSG-04

Owner
Greg Adams
Greg Adams

Site
Tukwila
Tukwila

Approval Status

Name

Al Young
Greg Adams
Adam Barr

Title

Server Administrator
Server Administrator
Messaging Service Owner

Role
Initiator
Technical Specialist

Messaging Escalation Contact

Language: English
Deploy To: Windows 2003 Servers

Deployment Schedule
June 30, 2006 3:00AM
June 30, 2006 3:00AM

Status
In Service
In Service

Status
Complete
Motified
Notified

Comments
view
None
None

2 Items

All Folders are up to date. | O Connected ~
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