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Introduction

Provance IT Service Management is a modern IT Service and IT Asset Management solution powered by
Microsoft Dynamics 365®. It runs natively within the Microsoft Cloud Platform and is optimized for use
with Microsoft System Center.

Certification

This section provides a brief overview of ITIL® and our certification.

About ITIL

¢ The Information Technology Infrastructure Library (ITIL) is a globally recognized collection of
best practices for information technology (IT) Service Management.

e ITIL provides a customizable framework of best practices to achieve quality of service and
overcome difficulties associated with the growth of IT systems.

Provance ITSM supports key ITIL processes that are broken down in the ITSM solution by the five ITIL
pillars. Eleven of the Provance processes are certified by PinkVERIFY™. The five pillars are:

Strategy

Deciding what services to offer and build cases to justify new or changed services.

Design

Determine what metrics you want to track and how everything will be built to support new services.
Transition

Organizations can coordinate releases, manage the risk and impact, and effectively promote changes to
the live environment.

Operations
Monitor and track issues, requests, and changes to the services offered.
Improvement

Used throughout the life cycle of services, including the development of improvement plans.
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PinkVERIFY™ for 11 ITIL® Processes

9.

© NV WN =

Incident Management

Request Fulfilment

Problem Management

Knowledge Management

Change Management

Service Level Management

Service Portfolio Management
Service Catalogue Management
Release & Deployment Management

10. Event Management
11. IT Service Continuity Management

Provance has built out fundamental sections for:

ik wn =

Cloud Service Management for Azure and Azure Service Maps
Service Assets and Configuration Management

Availability Management

Capacity Management

Financial Management

IT Asset Management — Standard and Enterprise

ITSM for Enterprise Service Management

In addition to the Dynamics 365 web console and mobile apps, Provance ITSM offers an end user
centric self-service portal. The portal is not part of this lab, but a video overview is provided. Please
reach out to a Provance Business Development Manager through info@provance.com for more
information and a demo.


mailto:info@provance.com

PROVAN C E IT Asset Management — Standard and Enterprise

Learning Path #1: Create a Service Request

Let's get started.

1. Beside Service Management in the top navigation, Click the dropdown arrow to see all of the entities
that you have access to in Provance ITSM, based on your security role. Among them will be service
requests.

ynamics 365 + Service Mana... v | Dashboard >

F#SAVEAS B3 NEW ~ =SETASDEFAULT & REFRESH ALL

Service User v

Tickets Key Figures O a a Top Problems O 8 A
My Team(s) or My Active Tickets Active Problems
0 2 3 £ 5 6

PR-10002-2018 - Surface Pro Malfunction

El
N

My Team(s) or My Active Tickets v + E || Ticket Overview O

0o

2. Service requests are intended to cover standard services, general information, complaints or comments.

Click Service Requests.

v Dashboard >

&
" ed
>
Service Resource Scheduling Marketing Settings

Sales

Common Operations Service Service Level Asset Management Business & Financial

Assets E Departments '% Purchase Orc
]
Resources Cost Centres

Dashboard Tickets Service Catalog m SLAs
% Accounts E Service Requests Business Cases E OLAs
Contacts m Incidents [_a Backup and Recovery m Underpinning Contr... Software Locations ,
Queue Items ﬁ Change Requests @ Configuration Items A Disposal Requests . Users
Knowledge Articles @ Problems E Releases E Teams

E)’ Activities —)l Events M=y Service Area E‘j‘ Queues

B4 (=] I ]
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3. The default view shows an agent all the active service requests that need to be fulfilled. Each request can
have one of the following states:

e Awaiting Approval: The request requires approval before it can be completed.

e Awaiting Assignment: Each request needs to be assigned to an individual for fulfillment. It is
assigned to a team by default.

o Fulfilled: The request has been fulfilled.

e In progress: Assigned to an individual who is working on the request.

Click +New to create a Service Request.

=88 Dynamics 265 .. Service Mana... v | Service Requests > P D + v G '

=4 NEW [ DELETE | v & EMAILALINK [ RUNREPORT ~ [ EXCELTEMPLATES ~ @, EXPORTTOEXCEL |~ @ IMPORTDATA | ~ I CHARTPANE ~  BEZVIEW

+ ACUVE Service kequests R

O | Name Raised On ¥ Account Contact Service Status of Service .. | Owner Team Y ()

Alan Turing (Sam...  Roles a Kelly M

12/22/2 . Tier 2 (Sample) Elise Hall (Sample) Active Directory Chri

aya Tennant (Sa.. W

Alan Turing (Sam.. Chri
11/27/2016 10:00 ... Microsoft (Sample)  Earl Jones (Sample] ulfilled Service Desk ; ol
REQ-10002-2016 - Need a Cisco Speaker 11/27/2016 9:32 P...  Sales (Sample) Donald Waring (S... Audio Conference  In Progress Chris Mahanes Service Desk [
REQ-10001-2016 - User requesting new hire 11/27/2016 9:26 P... Tier 3/Developme... Denis Guernon (..  Roles and Authori...  In Progress Chris Mahanes Service Desk

4. Logging: when the service desk receives a call, you could enter all the details by hand. However, a ticket
template provides a simpler approach.

Dynamics 365 + Service Mana... v | Service Requests > New Service Request
EJSAVE  E3'SAVE&CLOSE = NEW FORM EDITOR al X
SERVICE REQUEST ~ *Owner Priority SIA
S 8 & Jill Moore a - A a
New Service Request =
LOG (Active) r ategorize And Prioritize Approval Fulfilment

*
*

3.010) NextStage@® A

4 General =
SUMMARY ASSISTANT | ACTIVITIES | KBRECORDS NOTES - ~

Response Due | Not Set
*Title (S RS Al - | Add Phone Call vy @
KDESCABHON  eeeeceeeeomeeeeemee e aeem e Resolution Due Not Set

8 odifie ] e & Llevel0 t ervice Re an
Progrest

Active H
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5. Record Submitter: The contact person for the request is an important role that should be included on the
form, since it will also be used as the Customer. The Customer can define what ticket templates are available
on the request.

T AT T ===

Account Bl senmssedteumseideumedsuredsearedtes nere aren't any activity 1

TIMEZOnE: 000 e R AT or apooir

CATEGORIZATION

Modified By g - Moadified On a - E

Active

6. Use An Accelerator: Think of a ticket template as an accelerator that makes life simpler by doing some of
the work for you. In this case when a ticket template is selected for the request, it adds a title and a
description to it.

NckeETemplate! = isocssssisesssssearssiianrssiEenrsnsse

SEIVIGES == 0000 Sesiieaiiia s ainsaaeiiss
*Service INSTANCE cmcemcmmeeemmmcemcmemmmeeme e

Category Main: = cotoimsaisrms e s st siis st sian et

Modified By f ---------- Modified On g8 -

© 2016 Provance Technologies Inc. All rights reserved
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7. Save to Create the Record: after the contact and their request details are entered, the record is saved and
the request is created. Try adding Alan Turing as the contact. Apply the New Hire ticket template to see
how the request changes.

22 Dynamics 365 + Service Mana... v | Service Requests >

=+ NEW FORM EDITOR

SERVICE REQUEST ¥ *Owr

New Service Request =

LOG (Active) = Categorize And Prioritize

% | Title click to enter
Description click to enter

Find Customer click to enter

Learning Path #2: Review a Request Template

1. Click the Service Management drop down to see all of the entities you have access to in Provance
ITSM, based on your security role. Among them will be service requests.

D o o oo b T3 o 1)
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2. Service requests are intended to cover standard services, general information, complaints or
comments.
Click Service Requests.

Dynamics 3

Knowledge Articles @ Problems E Releases
Activities —):l Events

Userieguesing new mire —

Teams

>
Service Resource Scheduling Settings
Senvice Manage:
Common Operations Service Service Level Asset Management Business & Financial
% Dashboard Tickets Service Catalog SLAs Assets E Departments E Purchase Or
—

Accounts E Service Requests Business Cases E OLAs Resources Cost Centres
Contacts m Incidents Backup and Recovery m Underpinning Contr... E Software Locations N

Queue ltems E Change Requests BGL Configuration ltems Disposal Requests . Users

Bl

Service Area Queues

Resolution Due... €3 5254 5n 21m 225

Description Request has been made to
nenarate a new user an the e
Modified By a Modified On @ 11272 Escalation Level a Level0 Status of Service Request an
Chris 830 Progres:
Mahane Y,
hitps://data-store.crm.dynamics.com) | servi — 100788ipage=ITIL_Servi pe= i H

3. Review of Completed Request: Select the REQ-10001-2016 to show the service request that was
created by a Ticket Template.

+ Active Service Requests ¥

O | Name | Raised on ¥ | Account | contact | service | status of Service ... | Owner | Team | stAstatus |
REQ-10007-2018 - User requesting new hire 3/28/2018 4:12PM  Sales (Sample) AlanTuring (Sam...  Roles and Authori... I Progress Kelly Moodie Service Desk Running
REQ-10006-2016 - Password Reset 12/22/2016 6:50 P... Tier 2 (sample) Elise Hall (Sample)  Active Directory  In Progress Chris Mahanes Service Desk Running
REQ-10005-2016 - User request and instance of .. 12/6/2016 12:40 ... Microsoft (Sample) ~Maya Tennant (Sa.. Windows Server 2... ~In Progress Chris Mahanes Service Desk Running
REQ-10004-2016 - Adobe causing errors 12/6/2016 12:16 ... Sales (Sample) Alan Turing (Sam... ~ Software Support ... In Progress Chris Mahanes Running
REQ-10003-2016 - Access to Windows Server 11/27/2016 10:00.... Microsoft (Sample)  Earl Jones (Sample) Windows Server 2... ~Fulfilled Chris Mahanes Service Desk Completed
REQ-10002-2016 - Need a Cisco Speaker 11/27/2016 9:32 P... Sales (Sample) Donald Waring (S... Audio Conference  In Progress Chris Mahanes Service Desk Running
REQ-10001-2016 - User requesting new hire 11/27/2016 9:26 P... Tier 3/Developme... Denis Guernon (... Roles and Authori... In Progress Chris Mahanes Service Desk Running
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4. Ticket Template: In Request Fulfillment, you can use a ticket template to speed u data entry,
generate required activities and even perform actions using automation.

nics 365

SERVICE REQUEST ~

O ANORIOnE (I Mah 8 Service Desk a3 a
REQ-10001-2016 - User requesting new hire = =
Fulfilm,
c
4 General
SUMMARY ASSISTANT ACTIVITIES K8 RECORDS NOTES
©5324 45 10, 23;
i erreauasibig nesi i W - Add Phone C Add Task VY E
©5294 55 10, 23:
ar
8 Running

o

8 CUSTOMER DETAILS

CATEGORIZATION

5. Extended Menu: The extended menu is used to navigate to records related to the request. Click the
arrow to see the extended menu.

g2 | Dynamics 365 + Service Mana... v | Service Requests » REQ-10001-2016-U.. >

W/ FULFILLAND CLOSE  [I{HOLD ) ADD WATCHER  f ESCALATE =+ NEW (& APPROVALS v SSRETURN [ DELETE 5 PROCESS v  ses

SERVICE REQUEST ~

REQ-10001-2016 - User requesting new hire -=

v LOG Categorize And Prioritize (Active for 476 days, 12 hours) 2

aquest Type click to enter v gory Detailed @  Application Access Responded To Ng
8 3-Medium

8 3-Moderate

8 Roles and Authorization v *y

8 Access/Security v *In



PROVAN C E IT Asset Management — Standard and Enterprise

6. Automation: When there are automations related to a ticket, review them within Automation Calls.
There are many ways an automation can help you. One of those is by sending parameters to Azure to
perform an action there. For example, if a user needs to be created in Office 365, the automation call
can take the information submitted (as parameters) and create the user for you. Click Automation

Calls to continue.

g2 Dynamics 365 + Service Mana... v | Service Requests > REQ-

=
(a)
o
o
&
3
Q

Common

Activities Configuration ltems Tickets

Closed Activities Assets Service Requests

Converted Incidents

m) (] S

Connections Knowledge Articles

Audit History Incidents (Converted...

Ml A5 [

Answers Change Requests

th_q Automation Calls
13 ]

o

rticles

] S>>0

7. Configuration: If the request had an automation call, a notification banner would appear across the

top of it.
Click the title REQ-1001-2016 to navigate back to the form. Let's review the ticket template to see

how you can configure a request template.

SERVICE REQUEST ¥
REQ-10001-2016 - User requesting new hire =

v LOG Categorize And Prioritize (Active for 476 days, 12 hours) 2

Request Type click to enter v ry Detailed @  Application Access Responded To Ng

@ Roles and Authorization v *y 8 3-Medium

B Access/Security v *Impact @ 3-Moderate

Automation Call Associated View v

[¥ BULK DELETE o8 CHARTPANE ~ [ RUNREPORT v  E§JEXCEL TEMPLATES v B, EXPORT AUTOMATION ... |~
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8. Ticket Template: Select the ticket template to see all the capabilities Provance ITSM has to offer.

Ticket Template 8 New Hire Request
Service 8 Roles and Authorization

* Service Instance B e S LR
Category Main B Access/Security

Category Detailed 8 Application Access
Related Asset R e S S S S S S s R

Configuration ftem B e R R R O R A B R S R ER RSy

9. Template Details: Here are the high-level details for this template. The Name and Template
Description are visible on the portal by default, so an end user can request this offering.

Template Details

*Name New Hire Request
Status Reason Active
*Owner & Chris Mahanes

Template Description 5 o4 2 new

employee

10. Ticket Details: This section saves time during ticket logging and helps ensure consistency with like
requests. Sometimes creating the ticket and managing it takes longer than the action; for example,
with a password reset. Reduce time by defining ticket details as well as resolution and closure
specifics to perform an Open and Close action with minimal manual data input.

© 2016 Provance Technologies Inc. All rights reserved
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Ticket Details

Ticket Title User requesting new hire

Ticket Description Request has been made to generate a i

new user on the network.

Fulfillment or oo e
Resolution

Deacrintion

Closure Description  -omeme e

11. Consistency: You can ensure consistency and predictability by specifying the service, the categories
and the priority.

Categorization
Service Roles and Authorization
Category Main Access/Security

Category Detailed  Application Access

Urgency 3-Medium

Impact 3-Moderate

© 2016 Provance Technologies Inc. All rights reserved
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12. Automation: If you have enabled Automation in Provance Settings, you will be able to add the
automation details here.

Automation Settings
Automation Template =~ oo

Automation Trigger = ceeee o

Learning Path #3: Review an Incident

1. The Site Map lets you navigate through all the different modules of Provance ITSM.. Click the Service
Management drop down arrow.

Service User v

Tickets Key Figures O B 71 | TopProblems O B8 7

My Team(s) or My Active Tickets Active Problems

PR-10002-2018 - Surface Pro Malfunction

My Team(s) or My Active Tickets v + @ Ticket Overview O 8 7

Ticket Type (ITSM) Raised On Owmer Account | Tithe & Service Category Main
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2. Incident Management: An incident occurs when a customer receives an error or the quality of a service is
reduced. Click Incidents.

mics 365 Service Mana

Resource Scheduling Marketing Settings

Service Service Level Asset Management Business & Financial

Dashboard Tickets Service Catalog m SLAs Assets E Departments Purchase Orc

. . — | c
Accounts Senvice Requests Business Cases B ouas W= Resources Cost Centres

N . S Resources P
Contacts Incidents Backup and Recovery m Underpinning Contr... Software Locations s
Queue ltems Change Requests Configuration ltems Disposal Requests . Users
Knowledge Articles Problems Releases g Teams
Activities Events Queues
PR-10002-2018 - Surface Pro Malfunction
My Team(s) or My Active Tickets v + E | Ticket Overview O 7l
el .
hitps:;//data-store.crm.dynamics.com/main.aspk?area=apitil incidentBietc=100348page=ITIL ServiceS Type=Entityl] My Active Tickets -

3. Web Submissions: A ticket is submitted a number of different ways: Phone, Email, Chat and Portal. Alan
Turing has submitted a ticket from the web portal. Click on ticket INC-10014-2018.

4 NEW [ DELETE | ~ 2 EMAILAUNK | ~ [P RUNREPORT ~  [JJEXCELTEMPLATES ~ @ EXPORTTOEXCEL =~ i IMPORTDATA | ~ gl CHARTPANE -  BEaviEw  «ee

= Active Incidents 2
O | name Raised On Service Status of Incident | Account Contact Priority Owner Team Y O ¢
O INC-10014-2018 - Surface will ... 3/7/2018 8:50 AM  Hardware Su...  In Progress Sales (Sample) Alan Turing (Sam... Chris Mahanes Service Desk 2

INC-10013-2016 - HJ INC- 18 - Surface will not wake up I\'rave Su.. In Progress Internal Company... Jon Snow (Sample) Chris Maha Service Desk

D
INC-10012-2016 - Demo - Rea... 16 10:10... Certificates In Pragress Internal Compa Jon Snow (Sample) 3 Chris Ma Service Desk 12
INC-10011-2016 - Demo - Rea... Certificates In Progress Internal Company... Jon Snow (Sample) 3 Chris Maha Service Desk 12, Iﬁ
INC-10010-2016 - Demo - Rea... Certificates In Progress Internal Company... Sample) 1 Chris N Service Desk 12/: : [ll]l]
INC-10009-2016 - Demo - Rea... Certificates In Progress Internal Company... Sample) 1 Chris I Service Desk 12/:
INC-10008-2016 - Dema - Rea... Certificates In Progress Internal Company... J w (Sample) 1 Chris N Service Desk 12/
INC-10005-2016 - Access payr...  12/5/2016 10:35 P... Administratio... In Progress Tier 3/Developme... James Powell (Sa... 2 Chris Service Desk 12
INC-10006-2016 - Windows Se.. 12/5/2016 10:35 P... Windows Ser...  In Progress Tier 3/Developme...  James Powell (S 2 Chris N Service Desk 12,

, -
1-13 of 13 (0 selected) Al # A B C D E F GH I J KL MNUOWPQRS T UV WX Y Z {4 Pagel p

iavascript;
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4. Log: Review the high-level information about the ticket.

Dynamics 365 + Service Mana... v | Incidents > INC-10014-2018-S.. >

V7 RESOLVEAND CLOSE  [I[fHOLD ~ # ESCALATE =+ NEW [ SUBMIT FOR APPROVAL ) ADD WATCHER $SRETURN & PROCESS v  $3 ASSIGN

INCIDENT ¥ *Owner Team P
. & & Chris Mahanes B Service Desk a
INC-10014-2018 - Surface will not wake yo = = ‘
d Prioritize (Active for 64 days, 1 hour) r Investigate And Diagnose Resolve

click to enter ck to enter

@ clicktoenter
4-Low

PROV - Incident Business Process (3.0.1.0) (A

© Problem records are open for selected service. Do you want to associate?  Associate

4General
SUMMARY ASSISTANT ACTIVITIES KB RECORDS NOTES 1
Response Due In Not Set
“Title SUHSGENIT Ot WaKE Al - | AddPhoneCall  Add Task ' =
Resolution Due in Not Set
*Description When | select the power button my
surface does not turn on ae
SLA Status @ Running
Raised On @ 3/7/2018 850 AM 3
Status of Incident & In Progress
*Contact Alan Turing (Sample)

5. Summary: Matches the information found in the log stage. Adds a section of reproduction steps.
INCIDENT ¥

INC-10014-2018 - Surface will not wake up "=

Compre oz e G s how)

click to enter click to enter

0 ? No

8 click to enter
4-Low
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6. Categorization: In this stage we need to document what type of issue it is by providing a Category Main.
Then we can Detail the issue by selecting the appropriate rules.

AEenerall

SUMMARY ASSISTANT

*Title Surface will not wake up All -+ | Add Phone Call

*Description When | select the power button my
surface does not turn on

Raised On @ 3/7/2018 8:50 AM
*Contact Alan Turing (Sample)
There aren't any actl
Account @ Sales (Sample)

7. Additional Categorization: Scroll down the left pane to see.

CATEGORIZATION

TicketTemplate @ = = sosresrsmresimmes e s

Service Hardware Support & Acquisition
*Service InStance = ccce-ceecmecceecceccececcceeceeceecceececeees

Category Main  ceieeeeiiiceieicemcsmeiccmcieoeeeiaeaes

Category Detailed i o U e S S USSR
*Related Asset 0 cemcecemcemcccemcmecememceeeceneeeae

Configuration:lfepy: = cosssasiesssasiesisasiess auiasis st siaests

© 2016 Provance Technologies Inc. All rights reserved




PROV/\N C E IT Asset Management — Standard and Enterprise

8. Investigate: This is the stage where we work with customer to offer a resolution. Where can we do this?

Dynamics 365 + Service Mana... v | Incidents > INC-10014-2018-S.. >
7/ RESOLVEAND CLOSE  [IJHOLD @ ESCALATE =+ NEw [2) SUBMITFORAPPROVAL € ADD WATCHER ~$SRETURN & PROCESS v S8 ASSIGN  *++ v oA X
INCIDENT ¥ *Owner Team Priority SLA Due Date
: 8 & Chrif Mahanes 8 Service Desk a 8
INC-10014-2018 - Surface will not wake up =

Categorize And Prioritize (Active for 6...J > Investigate And Diagnose Resolve

click to enter click tqenter

Detailed @ click to enter No

4-Low

PROV - Incident Business Process (3.0.1.0) (Active for 65 days) @ | NextStage @ A

9. Knowledge: This is where we can review knowledgebase articles to offer a solution.

ASSISTANT ACTIVITIES KB RECORDS NOTES

All -~ | Add Phone Call Add Task

Knowledge

Alan Turing (Sample); Support Desk; 7
> EA_’ INC-10014-2018: SLA has been set to On Hol  1Nis is where we can review Kb articles to offer 3 0:40 AM

Lidim
o) PR Y Y S F SRt | val‘nall soiution.
Reason: Waiting for Approval nu

mse SLA has been set to On Hold
n Reason: Waiting for Approval

o000 OGOOGOOONCOIOOS
Completed by Jill Moore 10:40 AM
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10. Pause the SLA: If additional information is needed or need to pause the SLA.

Dynariics 365~ Serviceviana... v | Incidents > [ INC100142018 S >

v/ RESOLVE AND cLOSE  [IfHOLD  # ESCALATE NEw () SUBMIT FOR APPROVAL €D ADD WATCHER SSRETURN & PROCESS v S8 ASSIGN ==

*Owner Team Priori

8 & Chris Mahanes 8 Service Desk [ J—
not wake up =

Categorize And Prioritize (Active for 64 . > Investigate And Diagnose

thers click to enter

Service Desk

PROV - Incident Business Proc

11. This dialog determines why the SLA is being put on hold. Also offers a backdate feature where if needed you
can select an activity to back date the On Hold time to.

65 Service Mana... § T ; L O + )

Why is this Incident’s SLA to be put On Hold? Tip
iiHoLD  # EScALATE = NEW O A |
Waiting for Customer
Waiting for Hardware prity Si
Waiting forVendor L B 8

2018 - Surface will not

Add more details if needed.

I b rere

&3 click to enter

Service Desk
Use a recent Activity as time stamp for the SLA status change.

Select the type of activity: [—
Do Not Use An Activity Type -

SLA Timer being paused was (last) started at:
®) 3/7/2018 8:50 AM

Not Set
Surface will not L
wake up r
Not Set
Mo Click to add comments Ley Status of Incident
Ch CK 1O acd comments 0

Mz
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12. Back Date SLA Timer: If you sent an email and forgot to place the Incident on hold. You may select email
and back date to the desired email that was sent.

Use a recent Activity as time stamp for the SLA status change.

Select the type of activity: .
' Do Not Use An Activity Type v

SLA Timer being paused was (last) started at:
(®) 3/7/2018 8:50 AM

13. Click Next. The incident will be put on hold.

Click to add comments

Hep  Summay . Net | Cancel

© 2016 Provance Technologies Inc. All rights reserved
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Learning Path #4: Resume SLA & Associate

1. The navigation pane or site map shows some of the many other business applications available in
Dynamics 365. This is the application platform that powers Provance ITSM. Click the Service
Management drop down arrow to expand the site map.

ynamics 365 v Service Mana... v | Dashboard >

F#SAVEAS E% NEW |~ = SETASDEFAULT & REFRESH ALL

Service User v

Tickets Key Figures O 8 7 Top Problems O 8 A
My Team(s) or My Active Tickets Active Problems
0 1 2 3 4 5 6
PR-10002-2018 - Surface Pro Malfunction
2. The Service Management area provides access to ITSM specific options, one of which is Incident

Management. Click Incidents to find one that we can resume.

Dynamics 365 Service Mana...  ~  Dashhoard 28 - v @ .
L] il
“inles Sanice Hesnurre Siched ling Marketing sattings :
Common Operations Service Service Level Asset Management Business & Financial
Diashbaard ) REE Service Cataleg m SLAs E Aszezs g Departments LHJ Purchase O
% Accannts E Sendce Taquests Pisiness (=585 alas 'Ei' Resouries }"! Cnr Cantres
= 2
Conlutls ﬂ Ineidents E Budkup ard Actuwtiy m Unu winning Conl, L»‘ Sultwure E Lucativr s .
Qusus lems E Charge Hequests m Canhgurstion Hems Lt spcsal Requests . Users
Knowladge Aticlss E Preolams Fisleases E Teams
Acrivitin E Fumnm E Serice Ama (&l cosouee
3. SLA Status: One of the fields displayed in our list of active Incidents is the SLA Status. The SLA status

indicates whether the SLA is running, on hold or completed. The chart pane to the right can be expanded
to show a graphical view as well, for example a pie chart outlining how many are on hold vs. running.
Custom charts can also be configured if required.
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= Active Incidents ¥ 2
| priority | Owner | Team | SLA Due Date | stAstatus | Closed on | Closure categ W ® 30 Days Incidents Against Ser... v + O R . >
sam.. Chris Mahanes Service Desk On Hold -
imple) Chris Mahanes Service Desk Running
Windows Se...|
mple) 3 Chris Mahanes Service Desk 12/29/2016 2:00 ... Running
Video Conf...|
mple) 3 Chris Mahanes Service Desk 12/29/2016 9:00 ... Running Network Se.. |
mple) 1 Chris Mahanes Service Desk 12/27/2016 11:00 .. Running i Hardware S.. JJ
imple) 1 Chris Mahanes Service Desk 12/27/2016 11:00 ... Running Certificat... i
Administra... |
mple) 1 Chris Mahanes Service Desk 12/27/2016 11:00 .. Running
Active Dir... |
I(sa. 2 Chris Mahanes Service Desk 12/7/2016 10:00 ... Running 5 50 40 s s
4. To resume the SLA, select this incident.

+ Active Incidents ¥
] Name [ Rased On ¥ | Sprvice | Status of Incident [ Account | Contact l Priority
INC-10014-2018 - Surface will ... 3/7/2018 8:50 AM  Hprdware Su...  In Progress Sales (Sample) Alan Turing (Sam...
INC-10013-2016 - Hardware Is...  12/26/2016 10:10 ... Hardware Su...  In Progress Internal Company... Jon Snow (Sample)
INC-10012-2016 - Demo - Rea...  12/26/2016 10:10... Certificates In Progress internal Company Jon Snow (Sample} 3
INC-10011-2016 - Demo - Rea...  12/26/2016 10:10 ... Certificates In Progress Internal Company... Jon Snow (Sample) 3
INC-10010-2016 - Demo - Rea...  12/26/2016 10:10 ... Certificates In Progress Internal Company... Jon Snow (Sample} 1
5. Resuming an SLA can be triggered by multiple events. For example, you have asked the customer to

reboot. In this example, let's say the customer responds and you want to resume the SLA.
Click Resume to resume the SLA.

&2 Dynamics-265— Service Mana... v | Incidents > INC-10014-2018-S.. >

7 RESOLVE ANDFLOSE @) RESUME  # B5CALATE  ++ NEW [ SUBMIT FOR APPROVAL €D ADD WATCHER $3RETURN  § PROCESS » S8 ASSIGN

INCIDENT *Owner Team Pri
e 8 & Chris Mahanes 8 Service Desk a8
INC-10014-2018 - Surface will not wake up = Bl il
Categorize And Prioritize (Active for 6... > Investigate And Diagnose

*

click to enter click to enter
8 click to enter

4-Low

PROV - Incident Business Process (3.0.1.0) {
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6. Resume Selection Dialog Box: Select the reason why the SLA is being resumed. Add any details
required. You also have the option of choosing an activity associated with the incident to use as the time
stamp for the resume action. For example, a customer sends an e-mail, but the agent only reads it a few
hours later. Using the e-mail activity as the time stamp, rather than the agent's, ensures a more accurate
resume statistic.

Click the Close button.

Add Comment for SLA status change.

Use a recent Activity as time stamp for the SLA status change.

Select the type of activity:
| Do Not Use An Activity Type v

SLA Timer being resumed was last paused at:
(®) 5/11/2018 10:39 AM

7. Let's look at how you can associate an incident to a problem. For example, there may be an underlying
problem that causes several users to experience the same issue. As you can see in the screenshot below,
the agent is notified that there is an underlying Problem open for the same Service. Click Associate to
review the problem information.

v "Dascription Surtface won't lurr

v *Find Customer Jon Snow (Sample)

© rroblem records are open for selected service. Do you want to associate?| Associate
4 General
SUMMARY ASSISTANT
i
8. Problem Record: This list contains all the problems currently open for the same service. Use the problem
to send updates to multiple end users with a single update, instead of having agents replicate the same
information.

© 2016 Provance Technologies Inc. All rights reserved
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Select Next to associate the incident to the problem selected. By creating this association, you can effectively
move on to the next incident because the root cause or potential workaround is dealt with by the team working
through the problem. Any updates to the problem are passed through to the associated incidents.

PROV - Associate Problem to an Incident
Select Problem that needs to be associated with Incident.

PR-10002-2018 - Surface Pro Malfunction .

Click to add comments

Learning Path #5: Create a Bug

1. Work items can be created in TFS directly from Provance ITSM. Use them to log bugs for your development
team. Click the Service Management drop down arrow to continue.

Dynamics 365 Service Mana...

E#SAVEAS ERNEW | v = SETASDEFAULT & REFRESH ALL

Microsoft Dynamics 365 Social Overvi... v

Sales Pipeline O 7l What's New A
Open Opportunities I

All posts  Auto posts  User posts ~ Assistant

# O

All records ~ |

INC-10014-2018 - Surface will not wake up
oF  INC-10014:2018 - Surface will not wake up was assigned to Chris Mahanes by Jill Moore
£ ©On INC-10014-2018 - Surface will not wake up's wall

Today 10:40:07 AM

© 2016 Provance Technologies Inc. All rights reserved
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2. Problem Management: Create work items in TFS from all your tickets, including problems.
Click Problems to continue.

Dynamics 365 - vice Mana... ~  Dashboard > Pr D+ ¥

] acl
>
Senvice Resource Scheduling Settings
Common Operations Service Service Level Asset Management Business & Financial

Dashboard Tickats Serice Catalog SLAs B asset= E Departments '_q Purchase Ort
Accounts E Service Requests Business Cases E OlAs @ Cost Centres

Contacts incidents g| Backup and Recovery m Underpinning Contr E Lecations
AR ) wevr s : >
Queue ltems E Change Requests @ Configuration Items ?lﬁ\ Disposal Requests . Users

Knowlsdge Arides @ Problems E Relesse: E
Activities = | Events E Service Area Queues

Service Manage

Teams

3. This problem needs to raise a TFS work item as a bug. Click the problem to begin.

st Dynamics 365 Service Mana... ~  Problems >

4 MEW [ DELETE | = = EMALALNK - [9RUNREPORT -  EJFIEXCELTEMPLATES = O, EXPORTTOEXCEL | = [ IMPORTDATA = JMICHARTPANE -  Maview

4 )
= Active Problems 0
) ) Pl
O | Hame | Raised on | Attached incidents priority | Service Account Contact b 2N
3R'10’_‘3£'£J1& - Surface Pro Malfunction 3/7/2018 2:35 PM o Hardware Support & .. IT (Sample) Albert Consumer (Sample)
] PR-10001-2016 - Certificates: Baseline Breached 12/26/2018 10:21 .. 5 3 Certificates internal Company (Sa...  Jon Snow (Sample) n t
D

4. Activities are used to track many items, such as tasks, appointments, e-mails, and even TFS work items.
Let's see how to create a TFS bug. Select the ellipses drop down and select Work Item.

Log (Active for 473 days, 12 ... Categorize And Prioritize Identify Root Cause Establish Resolution
v *Title Certificates: Baseline Bre v Environment Production
v *Problem Description Service Incident v Attachedincidents) & [ 5
v Primary Contact Jon Snow (Sample)

PROV - Problem Business Process (3.0.1.(

D Problem has been created for Certificates PR-10001-2016 - Certificates: Basalins Breachad

SUMMARY SSISTANT ACTIVITIES KB RECQRDS NOTES
*Title Certificates: Baseline Breached Il - | AddPhoneCall e o B

@ Chris Mahanes Modified On 8 12/26/2016 Escalation Level 8 Levell
10:24 PM
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5. Work items can be generated and sent from Provance ITSM to VSTS (online) or to TFS (on premise). Select
the Work Item activity.

" e
E-mai

N\
[7] Appointment

Comment

I

od Work ltem

6. Enter a title for the bug or task.

g2 Dynamics 365 + Service Mana... v | Activites > New Work ltem

B SAVE B3 SAVE & CLOSE FORM EDITOR

WORK ITEM : INFORMATION

New Work Item =

4 General
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Provide details for the Development team. As you can see in the screenshot below, Project is an option set. If
you have multiple projects, simply update the option set to include the projects that the development team
is working on. In the Work Item Type field, decide whether the work item is a bug or a task. Save the record,

then you can then submit to TFS.

KNy e N - - - T
Regarding € PR-10001-2016 - Certificates: Baseline Breached
o = c S ——_
Priority Normal
Work ltem Type Task
Status Reason Draft

Learning Path #6: Office Integrations

At times, there are Visio, videos or screenshots that we want to track against the incident. We can do this by

1.

using the SharePoint integration by selecting the Extended Menu.

i Dynamics 365 Service Mana... v | Incidents > INC-10014-2018-S.. >

V7 RESOLVE AND CLOSE {9 RESUME ‘ ESCALATE == NEW D/ SUBMIT FOR APPROVAL € ADD WATCHER 5‘,5 RETURN & PROCESS ~

INCIDENT ~ *Owner Team
. . A Chieiien a Dl
INC-10014-2018 - Surface will not wake up -=
v log Categorize And Prioritize (Active for 6... I Investigate And Diagnose
click to enter *mpact click to enter
ctailed @  click to enter Responded To ? No

4-Low

PROV - Incident Business Process

Resolve

(3.0.1.0) (Active for 65 days, 4 hours) @ | NextStage @ A

© Problem records are open for selected service. Do you want to associate? = Associate

4 General

SUMMARY ASSISTANT ACTIVITIES KB RECORDS NOTES

*7 Al + | AddPhone Call e v Y&

tle Surface will not
wake up

Response Due In

Not Set
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2. After enabling the SharePoint Integration, we can add them by selecting Documents.

#f | Dynamics 365 ~ Service Mana... v  Incidents > INC-10014-2018-5.. ~
Common Related Service Ope... Service Agreements Process Sessions
Activities F'J'i] Automation Calls E; Tickets 5 Events E Timeling Duration G/I Background Processes
Closed Activities E Configuration Items E Change Requests E Supporting OLAs Real-time Processes
% Documents E Assets E Source Change Req... g,’; Cost Events

-
ﬂ Arswers Krowledge Articles i-i Service Requasts
. Approval Actions % Audit History i-i Source Service Requ...
=] -
Approval Instances ] Connections Source Problems

O Problem records are open for selected service. Do you want to associate?  Assaciste X
4 General -
SUMMARY ASSISTANT ACTIVITIES KB RECORDS NOTES ) .
Response Due In Mot Set

3. New Document: If you would like to create a new Word, Excel, or PowerPoint document, we can create them
directly from the Incident
Upload Document: If you have a document you want to track on this Incident, we can easily upload the Incident.

Document Associated Grid v

Documents on Default Site 1

4+ NEwW v A UPLOAD [3 DOCUMENT LOCATION v (@ OPEN LOCATION ~

~ v o v i s " ~ w ~ ~ - . ~r e

4. Let's look at a few other office integrations we can leverage. Click on the ticket INC-10014-2018-Surface
will not wake up.

INCIDENT ~ *Owner

INC-10014-2018 - Surface will not wake up -== = & ChisMenen=s

Cresrc pnd oz e . 7

ategory Main click to enter mpact click to enter
ry Detailed @ click to enter Responded To ? No
4-Low

PRJ
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5. Activities: With the Service Side Synchronization, we can create additional activities. Select the ellipses to view
more.

Emails: We can create and view emails that have been tracked against this Incident. We don't need to
leave ITSM to send/receive email from outlook!

Meetings/Appointment: Scheduling meetings with a customer is a breeze. Just select an appointment and
create the meeting in regards to this Incident.

ASSISTANT ACTIVITIES KB RECORDS NOTES
Response|
Shiiaes Wil sk All ~ | Add Phone Call s 2R 4
wake up Y% E-mail
Alan Turing (Samj [ Appointment Resolutio
When | select the 5 lvn‘-' INC-10014-2018: SLA M:0023001  Today
power button my Reason: Waiting for 4 14 Task SLA Statu
surface does not "A Comment
turn an (I im—am SILA has heen set -
8 Modified On i= Form ation Level
He
Pa D Text Message
> Work ltem

6. Calling: Need to call the customer? No problem with the skype for business integration. Once you select the
phone number a Skype for Business call will open.

B3 Email AlanTuring@ProvanceSample.com
R, Business Phone 555-555-0000
*Hl Account & Sales (Sample)
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