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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. 

• 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 
 

1. Incident Management  

2. Request Fulfilment 

3. Problem Management  

4. Knowledge Management 

5. Change Management 

6. Service Level Management             

7. Service Portfolio Management  

8. Service Catalogue Management 

9. Release & Deployment Management 

10. Event Management 

11. IT Service Continuity Management 

 

Provance has built out fundamental sections for: 

1. Cloud Service Management for Azure and Azure Service Maps 

2. Service Assets and Configuration Management 

3. Availability Management 

4. Capacity Management 

5. Financial Management 

 

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
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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. 

 

 

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

 Click Service Requests.  
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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:  

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

• Awaiting Assignment: Each request needs to be assigned to an individual for fulfillment. It is 

assigned to a team by default. 

• Fulfilled: The request has been fulfilled. 

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

 

Click +New to create a Service Request. 

 

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. 
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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. 

 
 

 

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. 
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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. 

 

 
 

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

comments. 

Click Service Requests. 

 

 

 

3. Review of Completed Request: Select the REQ-10001-2016  to show the service request that was 

created by a Ticket Template.  
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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.  
 

 

 

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

arrow to see the extended menu. 
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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. 

 

 

 

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. 
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8. Ticket Template: Select the ticket template to see all the capabilities Provance ITSM has to offer. 

 

 

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.  

 

 

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

and the priority. 
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12. Automation: If you have enabled Automation in Provance Settings, you will be able to add the 

automation details here.  

 

 

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.  
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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. 
 

 

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

 

 

 

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

 

 

 

7. Additional Categorization: Scroll down the left pane to see.  
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8. Investigate: This is the stage where we work with customer to offer a resolution. Where can we do this? 

 

 

 

9. Knowledge: This is where we can review knowledgebase articles to offer a solution. 
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10. Pause the SLA: If additional information is needed or need to pause the SLA.   

 

 

 

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. 
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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. 

 

 

 

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

 

 

 

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. 

 

 

 

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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4. To resume the SLA, select this incident.  

 

 

 

 

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. 
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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. 

 

 

 

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. 

 

 

 

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.  
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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. 

 

 

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.  
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2. Problem Management: Create work items in TFS from all your tickets, including problems. 

Click Problems to continue. 

 

 

 

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

 

 

 

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. 
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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. 

 

 

 

6. Enter a title for the bug or task.  
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7. 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. 

 

 

Learning Path #6: Office Integrations 

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

using the SharePoint integration by selecting the Extended Menu.  
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2. After enabling the SharePoint Integration, we can add them by selecting Documents. 

 

 

 

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.  

 

 

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.  
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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. 

 

 

 

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.  

 

 


