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The Business, Customers, Users, and IT Personnel

New Releases

*Workarounds
*Incident status and updates
+All customer/user communications

*RFCs may come
directly from IT
staff or customers

+Difficulties
*Questions
*Requests

Release
Management

Service Desk

Change *Release schedule
Management *DSL & DHS
*Test standards
*Release statistics
*Release reviews
*Audit reports

Automated Incidents
*Process RFCs

e Problem
Management ~Schedu.le of changes
*CAB minutes
*Change statistics
+*Change reviews
*Audit reports

Incidents

Incident +Trend analysis

Management +Diagnostic aids
*Problem reports
*Problem statistics
*Problem reviews

*Audit reports

+Service Reports
*Incident Statistics
*Audit Reports

Configuration Management

+All Cls & relationships
*Releases

*The entire IT infrastructure
+CMDB reports and statistics *Incidents *Problems .Changes
*Policies and standards *Known Errors

*Audit reports
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Gartner Research, Is Your Service Desk CMDB Ready?
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Work With Activities
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Work with Configuration Items Configuration Types 4

Search and select
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@ Audit specific configuration items

Assign Configuration Items to bt Pt T e
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Create Account
Assign Organizations to Accounts
Assign People to Configuration Items

Ascign Pecple to Organization
Assign People to Accounts

Remowve Person from Configuration
Items

Remowve Person from Organization
Remowve Organizations from Account
Remowe Person from Accounts
Waork With Extended Attributes
Create Extendad Attributes
E Change Management
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Canfignia Reports

Complisnce Reports
Chings Report
Chamge History
Change Audi
Billing
Sxcurity Reports

* Saved Queries

Confignia Database
Conponent Type

Component

Doman

local

Attributes
= Match all cntena ¢ Match any cntena

Aclminis tration
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| erecuctversion

Salect

External Datasource

Data Sources

Chmeaeneny
oRACLE

Crade Finanocials
Change Point IT Govemance

Curtem XML Datarons

Attributes
& Match all criteria ¢ Match anv critena
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Souro: Views:

Trouble Tickets -
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