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Web Service Request Management (webSRM)

1 Preliminary remarks

1.1 About this document

The following formatting is used in this document:
» Keys or buttons are written italic, e.g. ENTER-Key (butfon)

1.2 Purpose and intention

The toolset WebSRM is international platform that provides managed desktop services (MDS processes), i.e.
supply chain processes, break and fix processes, for the T-Systems delivery units.

The main features are:
e Asophisticated role concept to limit the data view of the different delivery units, i.e. granting user access on

several access levels (customer, function, region).
e Multi-lingual (planned). As a first step English and German are provided.
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1.3 System architecture

DMZ Internet Security

Firewall

Internet Presentation =——T7]

WebServer

DMZ Intranet Security

Firewall

Data and business logic
ARS System

Load Balancer
Mid Tier Server

Web Server
Application Server
T-SYStems ARS Server
Intranet Oracle Database

Fig. 1  System architecture

1.4 System overview

The application WebSRM consists of the following modules:

Login panel

Start Center

Service Request Management
Task Management

Incident Management

Service Level Management
Configuration Management

Local Business Unit Administration
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1.5 Technical requirements

e  Supported browsers:

Browser

Web Service Request Management (webSRM)

Platform Name Version Edition Name Version Comments
HP PA-RISC | HP-UX 11, 11i Mozilla 1.7+
2.x CPU
IA-32 PC Microsoft 2000 Advanced Microsoft IE 6
Compatible | Windows Server,

Datacenter,

Professional,

Server
IA-32 PC Microsoft 2000 Datacenter, Netscape 7.2
Compatible | Windows Advanced

Server, Server,

Professional
IA-32 PC Microsoft 2000 Server, Mozilla 1.7
Compatible | Windows Advanced

Server,

Datacenter,

Professional
IA-32 PC Microsoft 2003 Datacenter, Microsoft IE 6
Compatible | Windows Enterprise,

Standard,

Professional
IA-32 PC Microsoft 2003 Datacenter, Mozilla 1.7
Compatible | Windows Enterprise,

Standard, Web

Server,

Professional
IA-32 PC Microsoft 2003 Datacenter, Netscape 7.2
Compatible | Windows Enterprise,

Standard, Web

Server
IA-32 PC Microsoft XP Professional Microsoft IE 6
Compatible | Windows
IA-32 PC Microsoft XP Professional Mozilla 1.7
Compatible | Windows
1A-32 PC Microsoft XP Professional Netscape 7.2
Compatible | Windows
1A-32 PC Redhat Linux |3 Enterprise Linux | Mozilla 1.7
Compatible WS/AS/ES
IA-32 PC SuSE 8 Standard Server, | Mozilla 1.7
Compatible Enterprise

Server, Desktop
PowerPC, Macintosh 10.1+ Netscape 7.2+
G3/4
IBM AIX 5L (5.1, IBM Mozilla 1.7
pSeries, p5 5.2,5.3)
Sparc Solaris 8,9, 10 Mozilla 1.7
Note: - For optimal browser colors in AR System forms, set the color depth in the client system to at least 24 bits.

- HTTP Version 1.1+
required

e  Browser settings: Language: ,English®, e. g. English [en] or English (USA) [en_us]
e Screen resolution: 1024 x 768 pixels
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1.6 Support

Contact date for your support:

Phone: +49(0)1805 224 511

Fax: +49 (0)1805 3344900456

E-Mail: OLiBSS.Help@t-systems.com
Agent availability: 7 days, 24 hours

1.7 Run the application

1.7.1  Login
Imprint Data Security Contact Help

« - I[F - -Systems-

“ . ) v, -
Login
Logininfo
LOGIH
User Name™
Password !

Login Reset

Fig. 2 Login page
webSRM will be started by the URLSs:

Internet : https://websrm.t-systems.com
Intranet : http://websrm.telekom.de

For the login enter user name and password. Press Login. After the successful login the start center will appear.

With the button Resetthe account information (user name, password) can be reset.

Important:

If you login for the first time with a simple password or no password, modify your profile by checking your personal
data like phone, fax, and email address and so on and modify your password by entering a new password that only

you know. This is strongly recommended.

Hint:

If you bookmark the link to this application, never bookmark the login page. This mostly leads to errors when you login
the next time. Bookmark the link listed in this chapter, depending on your connectivity (internet or intranet).
Do not use the internet-link from the intranet or vice versa. This might also lead to errors.
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1.7.2  StartCenter

Module Account
overview information
Imprint Data Security Contact Help Logout
0 Jo 2 4
-« I - -Systemg- - / .
N, =,
s A
My applications My profile _Modify_ |
Application COMSOLE_ID | Assigned tickets
Service Request Management 000000000000... 0 Lagin name intern Tester 06
Task Management 000000000000... 1 - -

Iy mezzages
Short description

E-mail address
Telephone

Fax

GIT.maildurmmy@elnzk. bmbgl1 telekom.de
[0951)1336 0
[0951) 1336 2499

Fig. 3 Start Center Frontend \
Messages

The start center consists of the following features:
® Anoverview of the existing modules (My application)
e The account information of the current user (My Profile)
e Alist of messages assigned to the user (My messages)

My Applications Click here to open
the module

ty applications

Application Azzigned ticketz
Service Fequest banad€ment 1]
T azk Management 1

Fig. 4 Start Center Frontend My Applications

Application: Here you can select an application (module).

Assigned Tickets: For each module the number of tickets assigned to the user is shown.
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My Profile
by profile b adify
Login name intern_Tester_06
E-mail address GIT . maildummyeieSnzk. bmbg1 telekom. de
T elephone [0951]13360
Fax (09511336 2499

Fig. 5 Start Center Frontend - My Profile

Click here to modify
the account
information

With the button Modifythe account information of the current user can be changed, the absence can be put in for the task

planer and the current roles of my account are shown in a table of the following dialog.

You can change the values and save them to the database by clicking the Finishbutton on the last page.

T IFITEFREATICONAL TOOLIET

ty profile | Freferences | Filter | Meszages | Abzence | Roles

Password |IIIIIIIIIIIIIIIIIIIIIIIIIIII

Canfirm passward |IIIIIIIIIII|||||||||||||||||

Cost center |'I 2345 1 j
E-mail address |h@t-systems. com
Int. code  Area code Phone
Telephone (AERRARERARN
Fau |22222222222
| Step j Update my data of ﬂ | Cancel | Mext

Fig. 6 Start Center - Modify my profile - profile data

Your personal data and password can be changed on the first page.
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¥:

My prafile I Pref

ITTERREATICR AL TOOLSET

| Filter | MMessages | Absence | Roles |

Language en_z8 -
Preferred resolution  |1024x768

L]

Default application Start-Center

Automatic Refresh 7 yes 8 no (of the ticket takble)
Color required steps () yes ¢ no (of dialogs)

Operation mode * Usabilty optimized
" Performance optimized

Back | | Step ﬂ Update my praferences of ﬂ | Cancel et
Fig. 7 Start Center - Modify my profile - preferences

On the second page, personal preferences regarding the usability can be changed.

The preferred resolution “1280x1024” is only available for the task management. The other applications will be shown in
“1024x768" as usual.

If Color required steps is set, the steps which contain required fields on the function dialogs the labels are colored.
T BITERMATIONAL TOOLSZT

Cause of delay | Upciate time | Upclate warklog | Close task |

— Cause of delay

SLA Deadline
97372007 2:39:25 PM

Cauze of delay
Tool oder Prozeszproblem -

Please select a cause of the delay from the menu.
A data entry is required because the agreed time exceeded.

| Step ﬂ Cause of delay ufJ | Cancel | Mext
Fig. 8 Function Close task with colored step labels of the required steps

The operation mode (if available) determines the two modes, that are available. “Usability optimized” means, the user is
supported in his actions as only functions are shown, that really can be applied to the selected data. The tools switches the
functions according to the role the user has for the company of the selected data. This could be several different
companies in the table, if the user is configured for multiple companies.

On the other side “Performance optimized” means, that the user will see all functions and has to know on his own which
function to apply. If he uses the wrong function for the selected data, he gets an error. If the user is configured for multiple
companies, he has to change from one company or country to another with the help of the menus that appear on the right
upper side.
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bl T *avystems I FTERARLATIONAL TUOLEET

ty profile | Preferences Im| tMessages | Abzence | Fioles |

Application

Filter | -]
Reset Set

Application filkers Refrezh |

Application Filter Type

Configuration Management Installed systems Custam

Service Level Management All companies Default

Task Management 30 - all open tazks Custam

Incident Management MNew Incidents Default

LEU Administration Al teamsz Diefault

Service Request Management 30 - all open zervice requests Cusztom

Back | Step ﬂ Updstz my default fittzrs ulﬂ | Catcel | Mext

Fig. 9 Start Center - Modify my profile - filter

For every application you can define the default filter for you personally, applied directly when you open the window. You
can set one of your choice and set the type to custom, or reset to the default filter which is defined for all users.

bl T " ‘ STeIms ITTERRIATIONAL TUOLEET

ks profile | Freferences | Filter | Mezsages | Absence | Roles |

The elements in the tables represent active or inactive notifications for certain actionz. Some are by default active
and others inactive. You can switch them on or off in order to be sent or not to you personnally.
Additionally pour mailaddress must be configured and the language with which you want to be notified,

Active messages Refresh | Inactive messages Refresh

Description Description

N

Mew Service request assigned

Mew incident tazk assighed to user
Incident tazk changed by ancther uzer

Double-Click the entry to get the full description for the element to understand the action when it is zent.

Back | Slepﬂ Mansgs messages olﬂ | Cancel | Mexst

Fig. 10 Start Center - Modify my profile - messages

Here you activate or deactivate messages that are sent to you.
Some of them are by default activated and other not.
Please make sure, that you have a valid email address.

31 August 2011, Page 17 of 139



T-Systems Enterprise Services GmbH

J: - -Systems-

Web Service Request Management (webSRM)

T IFFTEFELATIO AL TEOLEET

ty profile | Preferences | Filker | tMessages | Absence | Fioles |

Date - |[15/02/2008 @] +| Comment | =

add | Delete

Abzence Refresh |
Date™ Comment

221042007 Test

211042007 Test

Back | Step ﬂ Wansgs shzsncs ulﬂ | Catcel | Mext

Fig. 11 Start Center - Modify my profile - absence

To put in the times of absence you select the date, fill in a comment and click the “Add”™-Button. To delete an absence date
of the table, select it and press the “Delete”-Button. These dates are shown hatched in the task scheduler table to indicate

to the planning personnel that you are not working at this time.

Your current roles are shown on the following page.

T . : IR TERRATICR AL TUOLSET

Fly prafile | Preferences | Filker | Messages | Abzence | Rales |

My roles
Cauntry & Caompany Rale Service moduls
All All Companies LB Adminiztration Adminigtration LBL
All All Companies Service Level Management Adminigtration SLM
All All Companies SLM Reporting Adminigtration SLM
UMITED KIMGD... Demo MICE Co... Ik_WIE'Ww DS Figld Service
UMITED KIMGD... Demo MICE Co... Local Azset_Manager_Mon_tDS DS Field Service
UMITED KIMGD... Demo MICE Co... MD5_FS_dispatcher MDS Field Service
UMITED KIMGD... Demo MICE Co... MDS_FS_Multiple_fzsign DS Field Service
UMITED KIMGD... Demo MICE Co... MDS_FS_spare_part_switch MDS Field Service
UMITED KIMGD... Demo MICE Co... MDS5_FS_technician MDS Field Service
Kl |
Back | Step ﬂ View my roles of 6 | Cancel | Finish

Fig. 12 Start Center - Modify my profile - roles
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My Messages

My meszages
Shart description

Mew Service Desk implemented for Customer Clariant
Call Overflow in Service Desk Europe 2

Fig. 13 Start Center Frontend - My Messages

1.7.3  Global Navigation

. T = s Svstems:- EITERELSTIOAL TEeLEET Task Management = Imprint Data Security Contact Help Logout
Start-Center

Task Management

Service Request Management

Fig. 14 Global Navigation Panel

In each module a menu is implemented for the global navigation within the application WebSRM. The menu contains the
main functions (Start Center, Task Management, etc.).

1.74  Logout

Imprint Data Security Contact Help

- :I: . -Systems- "*‘Q ' P T - 0 7 & T2 At
% F s

You have successiully logged out - Login

Fig. 15 Logout page

To leave the application WebSRM click on the button /ogout. Don't close the browser without logging out.
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2 Sitemap

L
‘ﬁ) International Toolset webSRM
&

S Login]

Start Center |

Incident Mangament |

®

Configuration Management |

]

Service Level Management |

@)

Service Request Management ]

Task Management ]

LBU Administation |

|

Logout

o]

Fig. 16 Sitemap
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3 Modules

3.1 Common functions

The following functions are available in all modules.

3.1.1  Action: Reports

In this function are all custom reports available, which had been created for the related module. To get a custom report a
requirement is necessary. To show the custom report to users for executing, the webSRM support team has to set up the

configuration of user or teams.

T IITTERFEATIOAL TUOLEET

Select report |

Repart j

Gualification

Dowvnload lg 1 ‘
2l

| Step ﬂ Select Report ofﬂ | Cloge

Fig. 17 Common - Reports

3.1.2  Action: Manage advanced filter search

TODO
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L T . 'S}-"SLCITIS' ITTEARBTICRAL TOOLIET

Manage fiter | Permizsions |

Filter name

| = Lze
Filter 1D Status

| [+l
Remaove Validate| Add| Setl

0 entries returned - 0 ertries matched Refresh |

Filter name Status

=

Fiel(l| j Cl:ln(litiun|:|
Remaove Mﬂﬂj Move L | Move: down| Al |

0 entries returned - 0 entries matched Refresh
Condition
=
Preview

| Step ﬂ hEnage fitter conditions of ﬂ | Cancel Clozse

Fig. 18 Common - Manage advanced filter search - Manage filter
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Manage fitter | Permissions |

0 entries returned - O entries matched Refresh
Fiter name Status
Team j Remave Ao
Table has not been loaded Refresh |
Fiter name Autharised team

-

Back | Step Grant permissions

of ﬂ | Claze

Fig. 19 Common - Manage advanced filter search - Permissions
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3.2 Service Request Management

T -« SYStems WTTERP LTI AL Teie)LS=T |Senrice FRequest Management j | Imprint Privacy Contact Help Logout
Selection Options |Dem0 MICE Company - Presentations j
Search for |30 - all open zervice requasts j with value| Search | |GEHMANY j
Showing 1 - 18 of 44 ﬂ Fage i‘l_ - | ﬂ Fiefresh | Actions
Service request 1D | Categary Surname Compary Service [D Statuz Azsigned group | Assig|| Function
BAPOOOOO1543308  Supply Complete Sypstem Dema_zer Demo MICE Co... 05850658 Mew DEMO.IDS FIEL..D f_l Accept zervice request
E&PO0000T544055  Supply Complete Sypstem Demo_Jzer Demo MICE Co.. 05850725 Mew DEMO.IDS FIEL... D Create tasks

BAPOOOOO1544057  Supply Complete Spstem Dema_zer Demo MICE Co... 05850726 Mew DEMO.IDS FIEL..D Aszzign service request
BAPOOOOO1544059  Supply Complete Sypstem Dema_Lzer Demo MICE Co... 05850728 Mew DEMO.IDS FIEL... D Edit service request
BAPOOOOOSTF27E  Supply Complete Sypstem Dema_zer .. [05BER4RE Mew DEMO.IDS PRE...D Fieject service request
BAPOOOOOSE1017  Move Standard Dema_Lzer il E Mew DEMD. RE..|B Enter configuration parameters
BAPO00001591494 |Supply Compl =M |Den e |Dema MICE C 0 0. ..|D Cancel service request
BAPOOOOO1591496  Supply Complete Sypstem Dema_Lzer Demo MICE Co... 05875773 Mew DEMO.IDS PRE...D Cloze service request
BAPOOOOOTS91506  Supply Complete Sypstem Dema_zer Demo MICE Co... 05875813 Mew DEMO.IDS PRE...D Service request detailz
BAPOOOOOTE0736Y  Supply Complete Sypstem Dema_Lszer Demao MICE Co... 05880378 Mew DEMO.IDS FIEL... D Show related tasks
EAPOOOOOTET 3340 Supply Complete Sypstem Dema_zer Demo MICE Co... 05884243 Mew DEMO.IDS PRE...D Diownload Service requests
E&PO0000TE271 29 Component Addition Demo_zer Demo MICE Co.. 05782556 Mew DEMO.IDS FRE..D Fequest predefined search
BAPOOOOOTE41384  Supply Complete Sypstem Dema_zer Demo MICE Co... 053900153 Mew DEMO.IDS FIEL..D Frint
BAPOOOOOTE41403  Supply Complete Sypstem Dema_Lzer Demao MICE Co... 05300154 Mew DEMO.IDS FIEL... D Manage attachments
EAPDOOODT641425  Supply Complete Sypstem Demo_lJzer Demo MICE Co.. 05900155 Mew DEMOIDS.PRE...D
BAPOOOOOTE43511  Supply Complete Sypstem Dema_Lzer Demo MICE Co... 05900631 Mew DEMO.IDS.PRE...D__
E&PO0000TE43617  Component Addition Demo_User Demo MICE Co... 05833502 Mew DEMO.IDS.FRE.. D =
:;jnnnnnn-‘r\n"\r\?"\ [l  leel] n__._l s e Vbt CeCCece. MELIAIRE BAE _;—:
Service Request | [Dietails | Supply Chain | Timeline | Additional contacs |
Company Dema NICE Compary - Presentations UNKNOWN ~ Cost center 12345 GBI S
.../ Quantity | Component Status o
Contact Demo_lUser, Presentationd Address GERMAMY 44143 Dortmund Diisterstr, 32-34, Test] Test3 .. 100 Standard Laptop active
) .. 1.00 Adapter readyf |
Phone  (01212/454545 Delivery address . .. 1.00 Standard Laptop ready f
... .00 Mouse ready f
Category Supply Complete System Standard Laptop Product 08875757 - Standard Laptop [DERMO000Z) 100 Laptop Bag readyf |
100 Mirrnzaft Proie readu -7

Fig. 20 Service Request Management Frontend

The Service Request Management consists of
e the selection option panel (at the top of the page)
® the service request overview (in the middle of the page)
® the service request action panel (on the right frame of the page)
¢ the detailed information of the selected service request (on the bottom of the page)

By default all service requests which can be processed by the user according to his access rights are shown (complying
with the filter “all assigned (DEFAULT)”).

While no service request is selected in the service request overview the service request action panel in the right frame and
the service request detail panel on the bottom of the page are empty.

In the module Service Request Management the user can process the service request information that has been entered
by the customer via the web portal ICT Lounge (standard services only). The entered service request will be transferred to
WebSRM and will appear in the service request management overview with the status “new”. In the module service
request management the user can edit, accept, reject or cancel the service request. Furthermore he can assign the service
requests to other employees. With the function Show related tasks he can skip to the module Task Management. There all
tasks created to this service request will be shown in the task overview.
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Selection Options Panel

Selection Options |Dem0 MICE Company - Prezentations

Search for |1D - My open service requests j with value| Search | |GEF|MANY

Fig. 21 Service Request Management Frontend - Selection Options Panel

-
-

You can reduce the number of service requests displayed in the service request overview by using pre-defined filters. A
filter consists of the filter name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no
additional value is required for the filter the field “with value” is write-protected.

Search for
Here you can select a pre-defined filter to reduce the number of service requests. Only those service requests will be
displayed who match the criteria.

With value
In this field additional search criteria must be entered if required by the filter definition.

Filter examples:
* 10-my open service requests: Shows all service requests which can be processed by the user according to the
user’s rights.
e  Search for service requests for company in field "with value": Shows all service requests related to a special
company. This filter requires a value i.e. in this case the name of a company.

Service Request Overview

Showing 1 - 18 of 289 [l Page |1 « | | » ||Refresh
Service request ID | Categary Surmanme Compary Semvice D Statuz Azzigned group | Assic

""""" Aufhebung/D allation Optionaler Hw oder T51-GmbH Nt poo.0O-5.00... G

ZAPEITO00000008  Aufhebung/D einstallation Optionaler W Fastcoder TS1-GmbH 05438330 MHew DoO.0O-5.00.. GIT_
BAPGITOOOD00004  Bersitstelungdlnstallation von Hw Kam.. Feifer T5l-GmbH 05504927 Hew Ozt SCZ-SCAR.. GIT
EAPGITOO0000005  Bersitztelunglnetallation von Individual... Feifer TS1-GmbH 0BR04927 Wwhork, in progress Ot SCZ-SCAB.. GIT_
BAPGITOOODO00Z2Y  Bereitztelungnstallation von Individual .. Feifer T51-GmbH 0RR04927 Work in progress Ost SCZ-5CAB.. GIT
EAPOODOOOSBE3Y3  Deinstallation HW Compaonents Cabral Clariant Deutsc. . 05585265 RETY TS.CLIEUDE_.. T5.C
4 3

Fig. 22 Service Request Management - SR Overview

The service request list can be sorted by column. Just click on the surname for example and the list will be sorted after
surnames.

To refresh the panel click on the button Refresh.

With the arrow keys you can skip from one page to another.

Selecting a service request will highlight the related row in magenta.

The different colours of the rows mark the data as new tickets, known tickets and closed tickets.
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Service Request Actions Panel

Bctions

Function

Arccept service request
Create tazks

Azzign zervice request

Edit zervice request

Reject zervice request

E nter configuration parameters
Cancel service request
Cloze service request
Service request detailz
Show related tazks
Drowrload Service requests
Request predefined search
Frirt

tanage attachments

Fig. 23 Service Request Management - SR Actions Panel

In the actions panel a list of functions for the processing of the selected service request is displayed. The number of
functions shown in the actions panel depends on several criteria like the status of the order, the role concept and the
resultant access rights assigned to the user.

3.2.1  Action: Accept SR

The function “Accept SR” is displayed in a separate window. In this dialog you can accept all tasks for a special order ID in
the shopping cart.
At the top of the panel all service requests related to an order ID are shown. Here you can select a service request.
Below you can see the following tabs:
e  Shopping cart
e Customer components (asset)
® Related service requests

Shopping cart: All components related to the selected service request are displayed.
Customer components (asset):  All components in the asset of the customer are shown.
Related service requests: All service requests related to service request currently processed are displayed (with

different order IDs). For example a service request for a move (for the same service ID)
may be shown in this list.

For the acceptance of the service requests the following steps are required:

1. Aservice request must be selected in the list above.

2. The shopping cart and the components in the customer asset have to be checked.

Service request parameters have to be maintained in a separate dialog. Click on the button £diif delivery / config location
to open the dialog. For further information concerning this function see:

3. Thesteps 1 - 3 must be repeated for each service request related to the current order ID.

4, With the button Finish all service requests can be accepted.

Click on the button Print service request datato print the service request information.
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. T . '5}-’51-('“]2‘&' IITERRATIONAL TOOLSET

Accept service requests |

1. Select a service request. Shoping cart order [0 BALINTO00022079

Refresh
SLA deadline =

1 entries returned - 1 entries matched
Mo, Service ID | Surname enduser Category Execution

2. Check the shopping cart and customer components.

Shopping cart | Customer components (asset) | Relsted service requests

Refresh

2 entries returned - 2 entries matched
Shopping cart component

Supply General Service

3. Edit service request parameters. Edit delivery [ Config location |

4. Repeat steps 1-3 for each service requests.

5. Click "Finish" to accept all service requests. Print ervice request data |

| Step ﬂ Aecept all service raquests gfﬂ | Cancell Finish |

Fig. 24 Service Request Management - Function “Accept service request”

3.2.2  Action: Edit SR

The function “Edit SR” is displayed in a separate window. In this dialog a new date can be entered if the customer desired

date has been changed.

-+ T - -Systems- BITEHISTIONAL TOOLIZT

Mewy requested date |

— Hew requested date

SLA deadine
|1 102852008 11:10:54 &AM E

Mewy due date requested by customer
| [=]

izt be earier than the 5LA deadline)

| Step ﬂ Hew requested date ufﬂ | Cancel [ Finizh

Fig. 25 Service Request Management - Function “Edit service request”
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3.2.3  Action: Enter configuration parameters

The function “Enter configuration parameters” is displayed in a separate window. In this dialog you can maintain the
configuration parameters for a service request.

The dialog consists of the following steps:
e Delivery information
e [ocation/Contact

e Components
Delivery information:

Location / Contact:

Components:

Delivery information like “Place of configuration”, “Delivery date” and “Service module” can be
defined.
With the field “Place of delivery” the user can choose whether the goods or services shall be
delivered to the customer location or the field service location. Press the button “Field service
places of delivery” to select a location of the field service from the field service location list or
reset the location to the customer location with the button “Change to customer location”. With
the button “Field service contact person” the contact data of the field service can be provided.
The contact data for the field service is needed by the logistics service provider to inform the field
service about potential problems.
This tab shows whether the ordered components in the shopping cart have already been
demanded from the logistics service provider or not.
Two lists are shown:

e Alist of ordered components designated for logistics demand

e Alist of components already demanded from logistics service provider
With a click on the button “Finish” the logistics demand for the ordered components will be
initiated.

T

FITEHRETICRAL TOOLEST

Service D Product Profil

||:|5949545 |Desk1l:|p (no Options) Profi | j

Deelivery information | LocationsiContact | Parameter | Components |

Place of delivery

Figld service (Shipt - |

2. Delivery Address

Zip code City

Field service places of deliveny | Change to customer location | Field service contact person ‘

Surname First name

Street

S5e6T |Elamb|:|rg |Dietsche |Ralph

Building Prefix Phone

|True3treet =1

Office/Room
1

1 043666 1234

This contact address is required for logistics
service provider so that the provider can inform
about potential problems.

| Step ﬂ Delivery information l:lfﬂ | Cancel Mest

Fig. 26 Service Request Management - Function “Enter configuration parameters”
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3.2.4  Action: Close SR

With this link the service request can be closed. A message will be shown and the status of the service request will be
changed to “checked”. The system will automatically change the status of the service request to “closed” if there are no
more service requests related to the current service request with status not equal “checked”.

The service request has bheen setto the
@ status "Checked" (ARNOTE 90000025)

Ok

Fig. 27 Service Request Management - Function “Close service request”

3.25  Action: Assign SR

The function “Assign SR” is displayed in a separate window. In this dialog you can assign the service request to an
assignee group and to a member of this group (assignee). Press the button “Finish” to process the assignment.

T IITEHRSTIONAL TUOLSET

Agsign |

—Assignment

Aszignes group |DEMO.IDS.PRESENTATION -

L

L

Azsignes |INT_Dem|:| YimazTilken -

| Step 1] Assign servica request of 1| | Cancel | Finish

Fig. 28 Service Request Management - Function “Assign service request”

3.2.6  Action: Reject SR

With this link the service request can be rejected. A dialog in a separate window is shown where the rejection must be
confirmed. If the rejection is confirmed, a message will be shown and the service request will be sent back to the
customer.
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T MTERIATIONAL TOOLEET

Do you really want to reject the service request? This
action cannot be revoked!

Cancel Finizh

Fig. 29 Service Request Management - Function “Reject service request”

3.2.7  Action: Cancel SR

With this link the service request can be cancelled. A dialog in a separate window is shown where the cancellation must be
confirmed. If the cancellation is confirmed, the status of the service request will be changed to “cancelled”.

T IITERILATIONAL TOOLSET

Do you really want to cancel the service request? This
action cannot be revoked:

Cancel Finizh

Fig. 30 Service Request Management - Function “Cancel service request”

3.2.8  Action: Create tasks

TODO

The function “Create SR” is displayed in a separate window. In this dialog you can create tasks for a service request.
Two lists are shown:
e Alist of service requests. This list includes the service request currently processed and further service requests
related to this service request, if available.
e Alist of tasks already created for the selected service request.

The following steps must be processed to create the tasks for a service request:
1. Select a service request in the list of service requests.
2. Assign the tasks to an assignee. If no assignee has been selected the tasks will be assigned automatically to the
current user.
3. Add optional service elements.
4. At least press the button “Create tasks”.
If there are more than one service request repeat the steps 1 - 4.

31 August 2011, Page 30 of 139



T-Systems Enterprise Services GmbH

‘[* - -Systems-

Web Service Request Management (webSRM)

e T . '5‘\-'51-('"15' IITERRETIONAL TUOLIE] |
Service regquests Refresh

MNo. |Setvice ID Category Status | Surname Customer desired Street City Place |Place of delivery -

& Shipto FS

Hot i 1 opti I service el it Seruvice elements for task creation
0 entries returned - 0 entries matched Refresh l 3 entries returned - 3 entries matched Refresh
Seq. Mo, Gelo name = Cevo Ly, ~ LE-Maime -
2 Provisioning of & complete system from stock
2 Tranzport to workplace by technician (SE)
2 Installation of & complete system
Create tasks \/
Tasks Refresh |
Description Task category Status Scheduled date | Service group Azsignes Task D
=

‘ Stepﬂ Create tasks ufﬂ | Cancel | Finish
Fig. 31 Service Request Management - Function “Create tasks”

3.2.9  Action: Service request details

In this dialog is additional information about the service request displayed.

TR LE '5__\_"5[-0[115' BTTEHRATIONAL TOOLSET
Additional details |

Question « | nswer B

| Step ﬂ Service request details ufﬂ | Cancel| Finish |
Fig. 32 Service Request Management - Function “Service request details”

3.2.10 Action: Show related tasks

This link displays the module Task Management by using a filter to show the related tasks to the previous selected service
request.
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3.2.11  Action: Download service requests

The function “Download service request” enables you to get an excel file of some service requests and consists of three

steps.

The first step is to define whether you just want service requests that are opened or closed in special period of time or just
all of them.

- =T --Systems- BITEARATIOMAL TUOLSET

Reporting Period | Filter | E=part |

Period

|Nn Filter - Export all tickets j

| Step 1| Reporting Period nfﬂ | Cancel Mext

Fig. 33 Service Request Management - Function “Download service requests”

The second step is to define the relevant status and company.

-+ T - -Systems- BITEHISTIONAL TOOLIZT
Reporting Period I Fitter | Expart |
—Filter
Company - Country Al Companies - SLL -
Processing Status Mesy [win
work in progress 1
Daone W 2
Checked W3
Closed ¥ 4
Cancelled W5
Back | step 2| Fier of 3| | Cancel | Mext

Fig. 34 Service Request Management - Download service request - step 2

The third step is to start the download.
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««T-.Systems+  WrEmLmoNAL TOOLSET
Reporting Period | Fiter | Export |
— Download
Dovvnlosd Excel File @
al
Back | Step 3| Eqon of 3| | Cancel

Fig. 35 Service Request Management - Download service request - step 3

When you click on the button Download Excel Filethe file is created and you can save it to disk or open it directly.

3.2.12 Action: Request predefined search

This function should be used to request a new search for the actual application that will afterwards appear in the menu
“Search for” on top of the page. You can only request a new search for the application that you are in and therefore have
access to.

.- T --Systems:- BITZRHMATIONAL TOOLIET

Fredefined search |

Predefined search

Application
|Sewice Reguest Management -

Mame of the Predefined search

wihich tickets should be displayed?

Far which teams should it be visable?

“ou can slso type "AIl, if it schould be visable for evenyons.

| Step j Request filter nfﬂ | Cancel | Finish

Fig. 36 Service Request Management - Function “Request predefined search”

Fill in all fields and send the request by clicking the Finishbutton. Keep in mind that you should clearly describe what you
want to search for and who should be able to use this search.
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3.2.13 Action: Print

With this function you can create PDF files by using the displayed templates.

. T s ?\\ stems- IS TEHRIATIONAL TUGLIET
@ Download a3 FOF & Faxto Report language |English j
Click on a report to start download or to send a fax
Fieport name Description
Order data Frint out of the spstern data with the components azzociated with the service request

Return deliver nate

| Step ﬂ Print o[j Claze

Fig. 37 Service Request Management - Function “Print”

3.2.14  Action: Manage attachments

With the function “Manage Attachments” you can open or add an attachment for the ticket.

s T i .‘\\ stems- IEFTEFREAT IO AL TRl =T

M anage attachments
Ticket 1D BAANDOO0T 300400

Add attachment

Attachments Refresh
Real Marne Filz Size
Select an attachment in the table above and press the Open attachment
button "Open attachment' to open/save the attachment.

| Step j ‘Open attachment u[ﬂ | Cloge

Fig. 38 Service Request Management - Function “Manage attachments”
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3.2.15 Action: Manage customer menus

With the function “Manage customer Menus” you can manage the selection menus for attribute values in MyMDS 4 for
each company. In “Menu name” are only the attribute menu names listed, which are configured for the company.

If a menu name is selected, the existing entries will be shown in the table below.

To add new values fill the fields “Parameter” and “Label” and press the button Add. Changes on a selected entry can be
saved by using the button Save. To delete a selected entry press the button Defete.

T IITEHRESTIORAL THOLSET
Manage customer menu
hlenu name
|Tes‘t erl j
Parameter Label
Delete | Add Save
3 entries returned - 3 entries matched Refresh |
Parameter value Parameter label
test1 test1 =l
test22 test23
test3as test3as
Hint :
| Step ﬂ hanage parameter values of j | Finish

Fig. 39 Service Request Management - Function “Manage customer menus”

3.2.16  Service Request Info Tab Panel

Tab: Service Request

Service Request | Details | Supply Chain | Timeline | Adeitional contacs

Company Demo MCE Company - Presentations UNEKMNOWR L Cost center KIOSTS

Contact Demo_User, Presentation2009 Address LMITED KINGDOR 12345 Undervillage Mainstreet 1, 2 2

Phone 0123131 23123 Delivery address ,

Category Supply Complete System Product 05948552 - T-El_Allgemein_Motebook (DEMOO020)
T-IEl_Allgemein_Motebook

Fig. 40 Service Request Management - SR Info Tab: Service Request

The tab “Service request” shows the contact information, the delivery address of the customer and the category of the
selected service request.
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Tab: Details

Service Request | Detailz | Supply Chain | Timeline | Addtional cortacs

Order ID 41020 Seq.no. 1 Service Request D BAPINTOO000000S1 Service ID 05948552
2ndd contact L et maildumimy@eSnzk bmbg01 telekom.de
Description =

Fig. 41 Service Request Management - SR Info Tab: Details

The tab “Details” shows further details concerning the service request like order ID, 2" contact and a description of the
service request.

Tab: Supply Chain

Service Request | Details | Supply Chain | Timeline | Adeitional contacs

Logistician ! Delivery status Ready for installation
Delivery date logistics Customer desired date
Place of delivery Ship to Desk Place of installation Figld service

Fig. 42 Service Request Management - SR Info Tab: Supply Chain

The tab “Supply chain” shows delivery information like the name of the logistics service provider (logistician), the delivery
date logistics, the place of delivery, the place of installation, the customer desired date and the delivery status.

Tab: Timeline

Service Request

Detaits | Supply Chain | Timsline | Additional contacs
U]{]_Jl:‘,li P]{(JCHSS T[MELIN]; Servicelevel : Shipping and Handling Service Level, Business
114052005 1110026 AR 112802005 1110025 Ak

Order entry Scheduled date SLA deadline

Fig. 43 Service Request Management - SR Info Tab: Timeline
The tab “Timeline” illustrates the time scheduling within the supply chain process for the selected service request.

Tab: Additional contacts

Service Request | Details | Supply Chain | Timeling | Addtional contacs

Requester Demo_User, Presentstion2009(01  Phone M 2313123123 Email adkdress int maildummyi@esnzk bmibgd1 telekon

Fig. 44 Service Request Management - SR Info Tap: Additional contacts
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The tab “Additional contacts” shows the requester and the contact information of the requester.

3.2.17  Service Request Components Area

Shoppihg cart

IMACAD | Component Statuz
dizpose  Acer ProStation 25... active
dizpozse  Elza Ecomo 780 2. active
dizpoze  Citrix U zerlizenz active
unchan... WirZlP 3 Combo active
unchan... MSWIN CAL 200.. active
unchan... MS Office 2000 Pr... active -
Fig. 45 Service Request Management - SR Components Area

In this area the components related to the service requests are displayed.
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3.3 Task Management

ITERPATIONAL TOOLSET

|Task Management

-1

Imprint Privacy Contact Help Logout

Selection Options

|Dem0 MICE Company - Prezentations j

Search f0l|30 - all open tagks

j with value |

Search! | [GERMANY

Lz}

Schneider

Schneider

|Dortmund

ned

|Pric 4

Ei Hard..

EXT &ccor

Hard...

Showing 1 -11 of 11 ﬂ Fage i‘l_ - | ﬂ Fiefresh | Actions
Surmame City Street ServiceD Status Fricrity Category Incident category | Incident shd| Function
Cemo Longbattam Shadow Avenu... - Azzighed Frio 4 Incident FCADEUTAG .. Test2 Azsign task =
Schneider Dortrund Diiizterstr. 32-34 Azzigned Frio 4 Incident ExT Accor Hard.... This is just &|&zzign tazk to myself
Schreider Drortmund Diiisterstr. 32-34 Azzigned Fric 4 Incident ExT Accor Hard.... This is just 5| Task Scheduler
Drortmund Driisterstr. 32-34 Azzighne Fric 4 Incident ExT Accor Hard... This is just 5| ork in progress

Thiz iz just g

Schneider Drortmund Diiisterstr. 32-34 Azzigned Fric 4 Incident Copy task
Schneider Dortrmund Diizterstr. 32-34 Azzigned Frio 4 Incident ExT Accor Hard... This is just &|Manage shopping cart
Schneider Drortmund Driisterstr. 32-34 Azzigned Fric 4 Incident ExT Accor Hard... Thig iz just &| T ask dizpozition
Schreider Drortmund Diiisterstr. 32-34 Azzigned Fric 4 Incident ExT Accor Hard.... This is just §|Azset-Info to worklog
Schreider Drortmund Driisterstr. 32-34 Azzigned Fric 4 Incident ExT Accor Hard... This is just §|Update CRDE - Move
Schreider Drortmund Diiisterstr. 32-34 Azzigned Fric 4 Incident ExT Accor Hard... Thiz iz just §|Update CHDE - Dizspoze L
Update CHDE - Swap
Update CMDE - Install/&dd
Edit Component
Update CHDE - System
Customer contacts
Close tazk
| 4] O Ea.nc:‘k to ServiceDesk El

| Edit task

Task | Details | Timeline | Additional contacts

Company Diemo MICE Company - Presentations St 1=}
18/01/2008 14:16:29 Roland Dietsch =

Contact Schneider, Tobias Contact address 44143 Dortround, Dilisterstr. 32-34, 12 The assignee aroup has been changed
from ‘DEMO.IDS. PRESENTATION'

Phone 12412 Delivery address to B35 WEST.DORTMUND! [

IM Category BT hisnr Haidmas Lacal Clis Description Thiz iz just a Test_Ticket - please ignore :II_E.-"U'I .-"_20?8 14:1}4:1_2»F|?Ianld Diet_sc:h «l

Desktop DYD-Brenner 1 | v

Fig. 46 Task Management Frontend

The Task Management consists of
¢ the selection option panel (at the top of the page)
e the task overview (in the middle of the page)
e the task action panel (on the right frame of the page)
¢ the detailed information of the selected task (on the bottom of the page)

Atask originates in an incident or a service request and therefore it is created in the incident management or service
request management. This means that each task relates either to an incident or to a service request.

In the module Task Management the user can process the task information, i.e. a task can be accepted, copied to another
task, edited, cancelled or closed. With the link “Work in progress” the status of the task can be changed to “work in
progress”. Furthermore the related Cls can be viewed, the CMDB can be updated (e.g. for a move or disposal), a task can
be assigned to group of employees and a member of this group. With the link “Show related service request” the user can
skip to the module Service Request Management. There the related service request will be shown in the service request
overview.

By default all tasks which can be processed by the user according to his access rights are shown (complying with the filter
“all assigned (DEFAULT)").

While no task is selected in the task overview the task action panel in the right frame and the task detail panel on the
bottom of the page are empty.

Selection Options Panel

Selection Options

|Dem0 MICE Company - Pregentations j

Search! | [GERMANY |~

j with value |

Fig. 47 Task Management Frontend - Selection Options Panel

Search f0l|30 - all open tasks
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You can reduce the number of tasks displayed in the task overview by using pre-defined filters. A filter consists of the filter
name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no additional value is
required for the filter the field “with value” is write-protected.

Search for
Here you can select a pre-defined filter to reduce the number of tasks. Only those tasks will be displayed who match the
criteria.

With value
In this field additional search criteria must be entered if required by the filter definition.

Filter Examples:
e 10-my open tasks: Shows all tasks which can be processed by the user according to the user’s rights.
e  Search for Tasks of Company in Field "with value": Shows all tasks related to a special company. This filter
requires a value i.e. in this case the name of a company.

Tasks Overview

Showing 37 - 54 of 13& 4| Pl | ] Refresh
Surname City Street Service-I0 Status Priority Categary Incident categary |Incident shal
Dema_Lser Undervillage Mainztrest 1 05543546 Azsigned Inztallation of & complet =
Dema_Lser Undervillage Mainztrest 1 05543550 Azsigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05543552 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05549553 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05543554 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05549555 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05543556 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05543557 Azzigned Inztallation of & complet

Dema_Lser Undervillage hainstreet 1 05543555 Azzigned Inztallation of & complet

Dema_Llzer Undervillage hainztrest 1 05549559 Azzigned Inztallation of & complet

Dema_Lzer Undervillage hainztrest 1 05549560 Azzigned Inztallation of & complet

Dema_Llzer Undervillage hainztrest 1 05549561 Azzigned Inztallation of & complet

Dema_Lzer Undervillage hainztrest 1 05549562 Azzigned Inztallation of & complet =
I'}PImn | lzrr LInrdrrvillare hainstreat 1 ﬂﬁFidQﬁFiFi Azmirinen In=tallatinn nf & romilet f

Fig. 48 Task Management - Tasks Overview

The task list can be sorted by column. Just click on the surname for example and the list will be sorted after surnames.
To refresh the panel click on the button Refresh.

With the arrow keys you can skip from one page to another.

Selecting a task will highlight the related row in magenta.
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Actions

Function

Assign task

Assign task to remote
Assign task to myself

Task Scheduler

Work in progress

Edit task

Copy task

Manage shopping cart
Logistic coordination

Task disposition

Asset-Info to worklog
Update CMDB - Move
Update CMDB - Dispose
Update CMDB - Swap
Update CMDB - Install/Add
Update CMDB - System
Edit component

Customer contacts

Close task

Cancel task

Back to ServiceDesk

Print

Download tasks

Manage attachments
Manage related system
Search for system/component
Service request details
Show related incident
Show related service request
Show related system

Edit installation parameter
Subsequent delivery
Request predefined search
New contact

Manage contacts

Send message

Reopen task

Show history

Suspend ticket

Show activities

Inventory viewer

Edit component attributes
Manage advanced filter search

Fig. 49 Task Management - Task Actions Panel

In the task panel a list of functions for the processing of the selected task is displayed. The number of functions shown in
the task panel depends on several criteria like the status of the order, the role concept and the resultant access rights

assigned to the user.
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3.3.1  Action: Assign task

The function “Assign task” is displayed in a separate window. It consists of the following steps:
e  Update times
e  Update worklog
®  Assign

Update times:  Actual times needed to solve the problem.

Update worklog: A new entry for the worklog can be entered. The worklogs contains the description of the work that has
been done.

Assign: The task can be assigned to another group of employees and to a member of this group. In this case the
status of the task will be changed to “assigned”.

HITEHRATIONAL TUOLSST

53| Update wworklog | Aszsign |

Actual times

Total time minutes Total distance
Marage times whs element -

| Step 1 Update times nfﬂ ‘ Cancell Mext |

Fig. 50 Task Management - Function “Assign task”

3.3.2  Action: Assign task to remote

The function “Assign task to remote” is displayed in a separate window. It consists of the following steps:

Cause of delay: This tab will only be displayed, if the SLA deadline has expired. In this case a value in the field
“Cause of delay” is required.

Update times: Actual times needed to work on the problem.

Cause code: Incidents can be easily completed with predefined texts and closed by using “cause codes”. After
input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

Update worklog: A new entry for the worklog can be entered. The worklogs contains the description of the work that

has been done.
Closure category: Known errors can be documented related to the task.

Assign: The task can be assigned to another group of employees and to a member of this group. In this
case the status of the task will be changed to “assigned”.
Close: Set optional close timestamp. If timestamp is not set the current timestamp will be used.

This function is used to assign incident tasks to remote groups (Cosima, ARSIM).
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IRTTERMATIONAL TOOLSET

Cause code | Updste worklog | Closure category | Assign task | Cloze |

—Actual times

Tatal time mindtes  Total distance km

ge times
Cost tvpe |in service time j
Procesz |failure acceptance j
Duration E minutes Manizge times
| Step ﬂ Update times of ﬂ | Cancel | Mext |

Fig. 51 Task Management - Function “Assign task to remote”

3.3.3

Action: Assign to myself

The function “Assign to myself” sets the current logged in user as assignee of the selected ticket. The assignee group will
only change, if the current user is not member of the current assignee group. If the user is only member of one team, this
team will be set automatically. In other case the user will get the following dialog to select the assignee group.

T

ITEMMATIONAL TOOLIET

Select Team |

Assignes group

| Step 1| select Team of 1] | cancel | Finish

Fig. 52 Task Management - Function “Assign to myself” selection of own team

3.34

Action: Task Scheduler

This function enables the user to assign more than one task at a time to another assignee. Additionally you can select the
date and time when the tasks have to be finished. The days where the selected person is absent are displayed hatched in
the table. The sum of duration of all assigned tasks of this day is displayed beside the number of tasks assigned.
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‘T SLEINS WTEHMATIONAL TUOLEST |
Azzign tasks |
Search for ‘30 - all open tasks j Week Team
with value | Search ! 20/08/2007 ||| [DEMO.DS OPERATION | Rehesh
Tasks Refresh | Schedule
Aszsigned ta Scheduled date SLA deadline Surname City Mame ton [ Tue |“Wed Thu |Fn Sat  |Sun
e i e e T e 20/8 |21/8 |22/8 23/8 (2448 | 25/8 2648
Dema_Llser Admin2 21/08/2007 08:00:... 31/07/2007 2359 Unde ---....w
Diema Suppaortl ser 01/08/2007 08:00:... Demo_Uszer Unde
Demo Gemeyenter 17/08/2007 00:00:... 31/07/2007 23:559.... Demo_Uzer Undey Diema Ulrickvalkm...
Dema_Uszer Prezentation 17072007 1738 02/08/2007 23:55.... Demao_User Unde
[emo_Llzer Fresentation 17072007 17.38: .. 02/08/2007 23:55.... Demo_User Lndeq Assign on Demo GenigWenter
Demo_Ulzer Fresentation 17072007 17:38: .. 02/08/2007 23:55.... Demo_User Under |Tue 21/8 j -
Diema_User Presentation 17/07/2007 18:06:... 31/07/2007 23.59.... Demo_User Unden at Dema Alwintdatthe...
Demao_lzer Prezentation 170772007 18:06:... 31/07/2007 2353, Dema_User Lnde: .
- - 0g:00:00 | 5 .
Dema_Liser Prasentation 17/07/2007 18:06: . 31/07/2007 2259 Dema_lser |Unde O fpemo Mamsiser
[emo_Ulzer Fresentation 20/08/2007 00:00: .. 03/09/2007 11:43... Demo_User Above Bl
Demo_Lzer Presentation 20/08/2007 D0:00:... 03/09/2007 11:43.... Demo_zer Above | 23y Assign e
Demao_User Presentation 2040872007 00:00:... 03/09/2007 11:43.... Demo_User Above Demo K.atiatpareci...
Demo JuanloseFer..
Dema AndrewShel...
Demo Danielklitzke
[Demo StephanDre...
« >
| Step | 1| Assan tssie of 1] | Cancel | Finish

Fig. 53 Task Management - Function “Task Scheduler”

The values in the field “Team” depend on the company coming from the selected task. If you have more than one task
selected, the first one determines the values.
During the assignment of multiple tasks, the workflow determines tickets that break the rules of the configured assignment
for the company in this assignment process and gives you a list of the message displayed on the screen.
To assign tasks, go through the following steps:
e  First of all you have to select the tasks you want to assign. For this purpose you use the “Search formenu that
you know from all consoles.
* Then you select the team and the first of 7 days to determine the date and time for the tasks.
*  When you click on the button use selected values, the members of the team and the 7 days appear in the table
“Users of the selected team”.
e Then you select as much tasks as you want to assign to the same person on the same day at the same time.
e Afteryou selected the day ant the time, you click on the button >>> Assign >>>,
*  The number of tasks that have successfully been assigned appear in the line of the selected team member and in
the column of the selected day you chose.

The assignment takes place every time you click on the button >>> Assign >>>,
The Finishbutton only closes the dialog.

3.3.5  Action: Work in progress

A click on the link will change the status of the task to “Work in progress”.

3.3.6  Action: Edit task

The function “Edit task” is displayed in a separate window. It consists of the following steps:
e  Cause code (only for IM tasks)
e Update worklog
e (Questions / Answers
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Closure category (only for IM tasks)
Cause of delay

Update times

Charging method

Update Service ID (only for IM tasks)
Update priority (only for IM tasks)

Cause code: Incidents can be easily completed with predefined texts and closed by using “cause codes”. After
input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

Update worklog: A new entry for the worklog can be added. The worklog contains the description of the work that
has been processed.

Questions / Answers: Questions concerning the task can be added. For each question an answer can be selected from
the menu.

Closure category: Known errors can be documented related to the task. The field “incident history” shows the errors
that have been detected in the past (read-only field).

Cause of delay: This tab will only be displayed, if the SLA deadline has expired. In this case a value in the field
“Cause of delay” is required.
Update times: Actual times needed to solve the problem.

Charging method:  You can choose between monthly flatrate and effort as charging method.
Update Service ID:  For an incident ticket the related Service ID can be changed subsequently.

Update priority: You can change the priority of the task from a menu.
T WITEMPTIOREAL IO SET
Upnclste weatkiog | Question § Ansvwers Update times

—Update workleg

Mesy weorklog entry

Wiorklog
114302008 11:50:19 AR INT_Automation_ortes o @
n'n
Text from order:
[
in =
| Step 1| Update workiog of 5| | Cancel | Mext

Fig. 54 Task Management - Function “Edit task” (OM version)
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T MTERPLETIONAL TOOLSET
<=| Update vworklog | Question f Answers | Closure category | | Update times | Charging ==
—Cause coide
Cause code+ Reason By
| -
e i?eason Type
Cust. Application
| Step ﬂ Erter cause code of ﬁ | Cancel Mext

Fig. 55 Task Management - Function “Edit task” (IM version)

3.3.7  Action: Copy task

The function “Copy task” is displayed in a separate window. It consists of the following steps:
e Delay cause source task

Update times source task

Cause code source task (only for IM tasks)
Update worklog source task

Closure category source task (only for IM tasks)
Assign task copy

Close source task

In this dialog a new copy of an existing task (source task) can be created in order to assign the copied task to another
employee and to close the source task. This function can be used for example if the task is to be followed up by another

employee.

At first with the steps “Delay cause”, “Update times”, “Update worklog” and “Update worklog” the source task can be
changed. A data entry in the functions “Update times”, “Update worklog” is required for closing the source task. In the
step “Assign copy” the source task can be assigned to another group and to a member of this group. Finally the source
task can be closed in the step “Close parent task”, if required.

Cause of delay:

Update times:
Cause code:

Update worklog:

Closure category:

Assign copy:

This tab will only be displayed if the SLA deadline has expired. In this case a value in the field
“Cause of delay” is required.

Actual times needed to solve the problem.

Incidents can be easily completed with predefined texts and closed by using “cause codes”. After
input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

A new entry for the worklog can be added. The worklog contains the description of the work that
has been processed.

Known errors can be documented related to the task. The field “incident history” shows the errors
that have been detected in the past (read-only field).

The copy of the task can be assigned to another group and to a member of this group. By default
the field “assignee group” is pre-defined with the related group of the current user and the field
“assignee” is pre-defined with the userid of the current user. If the default values will be left
unchanged the status of the copied task will be set to “new”. However, if the task is assigned to
another group/employee the copied task will be set to “assigned”.

31 August 2011, Page 45 of 139



T-Systems Enterprise Services GmbH T S
I - -Systems-

Web Service Request Management (webSRM)

Close parent task: If required, the source task can be closed using the check button c/ose parent task: yes. In this
case the status of the source task will be changed to “closed”. If you copy an incident task, the
parent task will be closed. If no “Task finished” date is set, the current timestamp is set by the
system. The “Task finished” date has to set be after create date of the source task and within a time
interval which is set for the company. (Default interval : today 00:00:00 - today current time)

With the button #inishthe changed data in the source task will be saved and a new copy of the source task will be created.

T : ; IITERPEATICRNAL TUOLIET

== | Cause of delay source task I Update times source task: | Update worklog source task | Assign task oo ==

—Actual times

Tatal time minutes Total distance
Manage times whs element | -

Back | | Step ﬂ Update times ufﬂ | Cancel| Mgt |
Fig. 56 Task Management - Function “Copy task” (OM version)

T : ; ITTERPEATICRAL TUOLIET

== | Updsate worklog source task | Closure category source task | Azsign task copy I

— Source task

Close source task [F vyes

Task finished | E

Ilark the checkbox 'Close source task' to close the existing task
For that the time=s and worklog must be entered.

Click on the kutton 'Finish' to save the entered datain
the existing tazk and to create & new copy of the task.

Back | |  Step 7| Closeparenttask of 7| | cancel | Finish |
Fig. 57 Task Management - Function “Copy task” (IM version)
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3.3.8  Action: Manage shopping cart

‘T ITERLATIONAL TOULSET

Shopping cart | Edit components

Shopping cart
Componert [0 IMACID | Guantity Componernt Serialnumber Clags Status 1=
0002-GIMTOO0S55 sl 1.00 T-IEl_&llgemein_fotebook PROFIL active
0002-GIMTO00559 &l 1.00 TSAMBMM SN readly for in:
0002-GIMTO00390 &l 1.00 SAP GUI = readhy for in:
0002-BINTO00331 sl 1.00 REDIZ SIRAT ready for in:
O002-EIMTOO0892  add 1.00 Shipping and Handling Servic SERWICE_BSK ready for in:
O002-EIMTOO0S93  add 1.00 Break and Fix Service Level: SERWICESL ready for in:
O002-GIMTO00S94  add 1.00 “izio Professional 2003 wins SR ready for in:
O002-GIMTO00S9S  add 1.00 Microzoft Project 2003 Profes SN readly for in:
O002-GIMTOO0S9E6  add 1.00 Microzoft Office 2003 Profes SR reacly for in:
O002-EIMTOO089Y  add 1.00 “irusScan Enterprize SR ready for in:
O002-EIMTOO0S9S  add 1.00 Microzoft Windowes %P Profe SWHS ready for in:
O002-GIMTOO0S99  add 1.00 Microzoft Office 2003 Stands SR ready for in:
O002-GIMTO00E00  add 1.00 Adobe Reader 7.0 SWTERT ready for in:
O002-6IMTO00901  acd 1.00 MPCS Monitar 17" TFT HWhACI reacly for in:
0002-BIMTO00902 sl 1.00 Dell OptiPlesx 745 Minitawwer C HMNDESKPC ready for ins—
OON2-EINTOONGNS scdel 400 Lkl Coinnlata Shestam ERWICE PROCESS raarh for ins
| Step ﬂ Show shopping cart of ﬂ | Cancel | Mext

Fig. 58 Task Management - Function “Manage shopping cart” - components

Onthe second page the attributes of the system(Service ID) are displayed. A selected attribute is displayed in the lower

part of the dialog dependent on its configuration:
- name of attribute
- value of attribute
optional:
- additional buttons to support input (calendar, menu, ...)

If the attribute is changeable, the Save value button is displayed. After saving the new value is displayed in the table.

There are also some special attributes with complex data types. In this case in the lower part of the dialog a web form is
displayed with the content of the selected attribute. If the attribute is changeable the changes will be done by using the

displayed web form.

T FITERPLATIONAL TUOLIET
Shopping cart | Edit components
Attributes —

Service D Componert 1D Componert Adftribute Type Access |Order value System value

oo {TO omplete SBuilding e 2
05949552 OO02-EIMTO00903 Supply Complete SRoom reguired write 2
05949552 O002-EIMTO00903 Supply Complete =Socket reguired write 2

Building

2 Save value

Back | Step ﬂ Manage components of ﬂ | Cancel | Finish

Fig. 59 Task Management - Function “Manage shopping cart” - component attributes
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3.3.9  Action: Logistics coordination

The function “Logistics coordination” is displayed in a separate window. In this dialog the dispatcher can schedule the
date for the arrival of goods and define the delivery type. In the case a logistics management system (e.g. SAP) is used the
date for the arrival of goods will be transferred automatically to the logistics provider (e.g. DHL). Otherwise this date is used
for the information of the field service.

The planned date for the installation or for the acceptance at the customer can be changed as well.

Additionally the delivery address is displayed. The delivery address may be the location of the customer or of the field
service.

T BITERPLATIONAL THOLSET
Set delivery date
—Delivery address
Postal code  City Street
Builcling Office/Room
—Deliverytype ——— —Delivery date
Delivery type Planned delivery date logistics
[ Ship to Desk - | Jic]
SLA Deadline
[11/28:2008 1.1 0:25 am [=]
| Step 1] set delivery cate of 1] | Cancel | Finish

Fig. 60 Task Management - Function “Logistics coordination”

3.3.10 Action: Task disposition

The function “Task disposition” is displayed in a separate window. In this dialog the dispatcher can define the disposition
date and assign the task to a group of employees and to a member of this group. The SLA deadline and OLA deadline are
displayed to facilitate disposition.

If the task is assigned the status of the task will be changed to “assigned”.
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T BITERELATIORA L TOGLSET
Assign and schedule
— Digposition date

SLA Deadline |1 12812008 11:10:25 A

QLA Deadline |1 102872008 11:10:25 A

Scheduled date [11/2802008 11:10:25 &M =@
Assignes group [pEMO DS PRESENTATION j

Assignes |INT_Demo_User Prezentationd j

| step ﬂ #szign and schedule task of ﬂ | Cancel | Finish

Fig. 61 Task Management - Function “Task disposition”

3.3.11 Action: Assetinfo to worklog:

A click on the link adds the system information including components to the task worklog.

3.3.12 Action: Update CMDB - Move

The function “CMDB - Move” is displayed in a separate window. This dialog is used to manage the move from one
customer location to another.

The following information is displayed:
® alist of the affected IT systems
a list of configuration items associated to the selected IT systems
the address data of the current customer location
the address data of the new customer location
further details like distance in km, working hours, notes, execution date

Processing the move:
To process the move select the IT system that will be affected by the move. Then press the button Execute move.
Press the button Move failed ... if the move could not be executed.
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a Update CMDB - Move {unwm.git001.telekom.de) - Microsoft Internet Explorer r — |I:| |£|

=T --Systems=  wnEAIoAL TOULIEY

Miove systems ‘

Affected desktop spstems

1 entriez returned - 1 entries matched E-Hefresh!

.SI_PStE.'I'ﬂ name | Price | Status

0.0 Ordered

Agzociated configuration items

3 entries returned - 3 entries matched IFlefr;sh,

Configuration ite. | Senal Mo | Component | Statusz ——

Dell Optiplex G...  FHIF= Dell Optiplex & mall Form Factor [SFF] active

SL silver SL silver active

rkniown nknown active
Current location New location Information
Busineszs unit Business unit Digtance in km Sugtem count
(Clariant LUK, | | [Clariant UK. | [=]
Department Cozt center Department Wiorking hours
| |[2242010040 | | [~
Strest Strest Motes -
|Ealverley Late | |EE|VET|E}' Lane | ';:
Fostal code  City Posztal code City h
[Ls184rRP | |Leeds | ||L518 4RP | [Leeds |
Building Office/Room Socket  Place Building Office/Room  Socket Place | Execution date T
| | | 1|l 1Is [E | | =] [
! Maove failed | _[E:-:Ec:ute miove «-:

Step | 1. Movesystem of 1| | Cancel | Finish |

Fig. 62 Task Management - Function “Update CMDB - Move”

3.3.13 Action: Update CMDB - Dispose

The function “Update CMDB - Dispose” is displayed in a separate window. In this dialog the disposal of the IT system can
be processed.

It consists of the following steps:
e |ocation/ Contact / Date
e Deactivation

Location / Contact / Date: Address data of the intermediate storage facility where the IT system is stored temporarily until
it will be disposed, the contact information for the logistician, return date for the disposal, the
pick-up date for the collection of the IT system that will be disposed.

Deactivation: The following lists are shown:
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e List of components related to the IT system that are to be deactivated (“components
for deactivation”)

e List of deactivated components

e List of components related to the customer (asset)
For the deactivation select the components that are to be deactivated in the list “components
for deactivation” and press the button with the “single arrow”. Use the button with the “twin-
arrows” to move one ore more components from one list to the other in one step.
For the deactivation of the software components related to the IT system press Deactivate all
SW.
For components that have been lost press the button Loss reported.
Click on the button #inishto process the disposal.

T LETTEHPESTIC AL TR ST
Location/Contact/Dates | Deactivation
ServicelD 05621316
Svystem location
Postal code 3994 AK City Houten
Street Building E1l Room 01
Surname End First name  Farel van der
Company Springer SEM Netherlands Business unit B5L
Structural unit Cost center 1453 0000
Components for deactivation Deactivated components
0 entries returned - 0 entries matched Refresh | 3 entries returned - 3 entries matched Fiefrezh
Component COO no. j Companent C0Aa no.
e |BAKIDO00T 2650971
ﬂ PC unknown SPRI-0000011712
Del 17 Zal SPRI-0000011713
Customer components [asset)
0 entries returned - 0 entries matched Fiefrezh
Component COO no. Serial no. Single |Monthiy Status Component type
Dizpoze to stock Deactivate all 5w ‘ Loss reported | Deactivate system ‘
Back | Step ﬂ Deactivation of ﬂ | Cancel | Mext

Fig. 63 Task Management - Function “Update CMDB - Dispose”

In order to dispose the components to a stock instead of deactivating them, use the button Dispose to stock. Then the

following dialog appears.
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f." Dispose to stock {g4deBncod40.bmbg01.telekom.de) - Windows Internet Explorer s -0 5'
£ | httpyf164.29,199,9:8088 arsys/forms/q4dedncod40, bmbg0l kelekom, de/TNT % 3A0L G 3ADIspose 2 StockiDaf ault+Admin+Yiew Fracheid=dc 7 20628 j
T‘ aystems ITEHMATIONAL TOOLIET |
Dizpose to stock |
1. Select customer component 2. Select component from stock
Components filkered by Stock
© hardware @ all | j
Shaopping cart | Search
Component Companent [ Class Quantity
Stock components
S Companent (D Component Class
l | ] Kl | 2+
Back | Step J of J ‘ Cancel | Mext
[ [ [ [ L8 [é ntemet [*100% -

Fig. 64 Task Management - Function “Update CMDB - Dispose, Dispose to stock”

3.3.14  Action: Update CMDB - Swap

The function “Update CMDB - Swap” is displayed in a separate window. In this dialog components of the IT system can be
exchanged for stock components (spare part exchange).

Two lists are shown:
e alist of components related to an IT system
e alist of components in the selected stock available for the component of the IT system that is to be exchanged
® alist of available stocks at the current location

To exchange a component of an IT system select the component that has to be exchanged in the list “IT system
components” and the required stock in the “stock list”. The components available in the current stock will be displayed in
the list “stock components”,

Searching for component:

You can also search for a component by the CI ID, customer Cl number or serial number in a stock. For this select a store
from the “stock list” and enter a Cl ID, customer Cl number or serial number. Press enter. The required component will be
shown in the list “stock components”, if available.

Processing the spare part exchange:
Click on the button Change partsto process the spare part exchange.
Two kinds of processes can be initiated:

1. According to stock configuration a fault report must be created: The fault report is shown in a separate window.
Complete the form and press the button Frint. The form “Incident” will be displayed in a separate window and
can be printed out via the print function of the browser.

In the dialog “Update CMDB - Swap” the component in the list “IT system components” will be replaced by the
new component from the stock. The “stock list” will be updated too: the component that has been taken from the
stock will be removed.
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2. No fault report must be generated. In the dialog “Update CMDB - Swap” the component in the list “IT system
components” will be replaced by the new component from the stock. The “stock list” will be updated too: the
component that has been taken from the stock will be removed.

The re-exchange of a repaired element to the customer is also possible. The lent device is then transferred from the
customer inventory to the stock (with status: active). In order to do this, you have to uncheck the field component defect.
T LITERULSTIONAL TOULIET

Spare part exchange |

1. Choose the defective component. 2. Choose the store,
Customer companents Refresh Stock
Component Cotmpaonert 1D Setial number Customer Compon =) Stock ID —
Heyvhord
Cesktop PC 0002-6IMTO00042 0 component defect W ves
16X D+-FYY Dri0002-6INT000043 1}

i ntim mnoaq ~mennn ;rl Change parts ‘

3. Choose the component to be changed for the defective one and press button "Change parts™

Search Component 1D+
| Stock components Refresh |

Componert Componernt D Customer Serial number Ardicle number  |Class
i
Customer Component D + Keyhord 0002-EIMT 000026 DEMC 005 Heyhil 2

Serial number +

| 4] | 3

| Step ﬂ Spare part exchange of ﬂ | Cancel | Finish
Fig. 65 Task Management - Function “Update CMDB - Swap”

3.3.15 Action: Update CMDB - Install/Add

The function “Update CMDB - Install/Add” is displayed in a separate window.
Update of CMDB:

The following lists are shown:
® alist of delivered components without logistics
® alist of delivered components with logistics
® alist of activated components (asset)

With the arrow buttons components can be moved from the list with the delivered components to the list with the activated
components. The buttons with “twin-arrows” can be used to move multiple components from one list on the left to the list
on the right (the small buttons with “twin-arrows”) or from both lists on the left to the list on the right (the large buttons with
“twin-arrows” in the middle).

Click on the button “Info” to show the license information for the selected component (only for components with license
liability). The information will be displayed in a new dialog.
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) T ITERPATICNAL TOOLIET |
Update CMDE |
| Order item ID  GAPINTOD0020758 Service ID 05949596 Status  ordered
Shopping cart Rollout/Delivery Cust comj ts | 1)
Receipt i Activati
0 entries returned - 0 entries match i somponents whout procurement il 1 entries returned - 1 entries matched
Requested components CDO no. =] Planned: 12 entries returned - 12 entries mat fram S109"| Componert | Installation | Serial no. =
Delivery Date Component -]
& cdobe r 7.0
— Break and Fix Service Level: Busi
Ll e
Artival of goods Desktap PC
Mnazo0s 4] | oreerd 2 ==

Microsoft Internet Explorer 6.0
Microzoft Office 2003 Standard

Microsoft Outlook 2003 =
0l | ;l_l

BEE
Components with procurement

0 entries returned - 0 entries match —

Componernt
=
=
¥, 1] | i f
| Step 1|  Update CMDB of 1 | Finiish

Fig. 66 Task Management - Function “Update CMDB - Install/Add”

Additional product specific information given by the customer in the order portal can now be accessed by the backend
agent.

«=F--Systems-  BrEAATIONAL TaOLEET

Component attibutes

In order to activate the selected components, the parameters in the table have
to be collected.

Building

|| é Save value
Attributes Refresh |
ServicelD ClD Compaonent Altribute Walue
I 6 01 65 |[Supply Complet .

05803346 0002-6001661 365 Supply Complete Sy... Foom 123

05803946 O002-B001661365  Supply Complets Sy... Socket

If you press the cancel-buttan, the complete prozedure will be cancelled..

| Step J Component attributes ij | M
Fig. 67 Task Management - Function “Update CMDB - Install/Add” - component attributes

Within a customer order assets can be directly taken from the webSRM stock and then being activated for the order. With
the button “from stock” a new dialog will be opened where you can choose a stock. After that you can move the selected
elements from the stock to the shopping cart as long as the class of the component matches between stock and shopping
cart. This has to be additionally configured for this company.
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T BITERMATIONAL TOOLSET
Fulfill fram stock |
1. Select component from stock 2. Select customer component
Stock Components filtered by
|UKLNDDD‘I ﬂ © hardware @ all © matching class
| Search Shopping cart
Component Class Guantity Status
SlEe: CTEETES Standard Desktap PROFIL 100 active =
Companent 1D Companent Class RN ‘windows %P Professional SWBS 1.00 ready |
0 E11077 PC standard i Microgoft Outlook 2003 SWOFF 1.00 active
0002-6001611078 Monitor 17inch Hiw/MON Microsaft Office 2003 St... SWOFF 1.00 active
00026001611079 Supply Complete System SERVICE Microzoft Intemet Explor... SWWEBBRW  1.00 active
0002-6001611080 Shipping and Handling Service ... SERVICE, Adobe Beader 7.0 SWTEST 1.00 active
0002-6001E1110 Shipping and Handling Sermvice ... SERVICE, Mouse HuwtaUTAST  1.00 active
0005-6000000587 Manitor 17" Hw/kOM Keybord HwMALTAST  1.00 active
Maritor 21" HiwtON 1.00 active
Supply Complete Systern SERVICE_PRO... 1.00 ready |
Fhiscies e dloedio e PERLICE DEV 400 St
Component
7 : Serialrumber Cust. Comp. 1D
| Step ﬂ Fullfill of ﬂ | Finish

Fig. 68 Task Management - Function “Update CMDB - Install/Add” - fulfillment from stock

If the shopping cart component got attributes the following dialog is opened to move the attribute values to the stock
component:

T IRTTERMATIONAL TOOLSET

~ Shopping cart ~ Stock
Componert ID |DDD2-BDD1 E11085 Componert ID |DDDS-BDDDDEIDS?5
Component |Moni‘t0r 17inch Componernt |Moni‘t0r 17
Product [peskiop FC with Monitor 17inch Product |
Set values
Aftributes 1 of 1 Refresh Aftributes 1 of 1 Refresh
Mame Walue Type & Mame alue Type
Foom Required Room 43 Reguired
EEE
4] | . 4] | .
| Step ﬂ hianage attributes of ﬂ | Cloze |

Fig. 69 Task Management - Function “Update CMDB - Install/Add” - fulfillment from stock - Manage attributes

To move the attribute value to the stock component, select the shopping cart attribute and press the button “>>>", If the
attribute is required and has no value, you get an error. In this case use the button “Set values”. The “Edit component
attributes” dialog is opened to enter the attribute values. After setting the values of the required attributes, it is also
possible to move them to the stock component.

If the “Manage attributes” dialog is closed without moving any attribute, no attribute data will be moved from the shopping
cart component to the stock component.

3.3.16  Action: Update CMDB - System

TODO

Fig. 70 Task Management - Function “Update CMDB - System”
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3.3.17  Action: Edit component

The function “Edit components” is displayed in a separate window. A technician can edit some attributes of the
components for the selected Service ID in this dialog. The function appears in the list when a service task containing a
Service ID has been selected.

Choose one of the radio buttons “All” (default), “Hardware” or “Others” to restrict the displayed components in the list.

Select a component from the list, fill in the required fields and click the Save button to save your changes in the database.
Proceed with the next component from the list.

T BITERILTIONAL TOOLIET

Service Il DEMO1001 Product  Standard Desktop
Components for Service ID Componerts to show & Al ¢ Hardware (& Cthers

24 entries returned - 24 entries matched Preferences = | Refresh ‘
Component Compaonent 0 Customer Clags Serial number Acouistion date | Status Loss dste Lost by
Al cler 7.0 (i 1 201 2200 ctive =
Bresk and Fix Service Level: Bus0002-6001661367 SERWICESL 4201 202007 10: 28 active

Desktop PC 0002-6001661365 HADESHPC 421 202007 10: 28 active

Feyhord 0002-6001661362 HAMAITAST 1201 2/2007 1028 active

hicrosoft Internet Explorer 6.0 0002-6001661359 SUNEBBRIY 121 2/2007 10:28 active

hicrosoft Office 2003 Standard  0002-6001661358 SWIOFF 1201272007 10: 28 active

Microsoft Outiook 2003 0002-6001661357 SWOFF 121272007 10:28 active

Monitor 21" 0002-6001661364 HAROR 1201272007 10:28. damagad

Mouze 0002-B6001661361 HAMSITAST 1201202007 10:28 active

Shipping and Handling Service Le0002-6001661366 SERWICE_BSK 12N 202007 1028 wctive

Monitor: Del FLAT PAMEL 17" 0005-6000000735 ] 110202008 0% 41 active i
Windowes HP Professional 0002-6001661356 SNBSS 430202008 1353 lactive

Supply Complete System 0002-6001661365 SERVICE_PROCES 430202008 1353 lactive

Standard Desktop 0002-6001661355 PROFIL 21/08/2008 1812 active

hionitor 17" 00035-60000031 49741 HARACH 147 090272010 1219 1active
Standard Desktop 00035-60000031 502354 PROFIL 123 09/02/2010 12.21 active -~
< | _'l_‘

Serial number Customer Cl number

Save
‘ Step ﬂ Edit components: of ﬂ ‘ Cloze |

Fig. 71 Configuration Management - Function “Edit component”

3.3.18 Action: Customer contacts
The function “Customer contacts” is displayed in a separate window. In this dialog the customer contacts by phone / fax
and rescheduling can be documented. Email or fax can be sent to the customer.

It consists of the following steps:
e  Customer contacts

®  Email/Fax

e Actions
Customer contacts: Customer contacts by phone or fax can be documented.
Email/Fax: Email/Fax can be sent to the customer.

Predefined templates for emails or fax are available for different cases. Press the button Fil/
templateto fill the variables of the selected template. Click on the button Send'to send the
email or fax to the customer.
Actions: Caused by a customer contact the following actions can be processed:
* The customer contacts the assignee after the last possible attempt on the assignee’s
side: The SLA deadline can be recalculated.
e Aworkaround solution has been processed: The efforts for the workaround can be
entered. Click on the save iconto save the effort data. Press the button So/ution by
workaround'to document the workaround solution in the database. The status of the
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task will be changed to “Done”; the status of the incident ticket will be set to
“Resolved”.

e The customer desired execution date is out of the SLA deadline:
o The new date for the execution and the cause for the rescheduling can be
entered.
o The customer can be informed by fax or email about the rescheduling.
o The SLA deadline will be changed.
T BITERILATIONAL TOOLSET

Customer contacts | EmailiFax | Actions |

Calls

0 ertries returned - 0 entries matched

Refresh

Call time

Text

-

Mo. of callzt. b. documented 3

Memwe call / customer not available

The button "Meve call foustomer not available” i only active within the agreed
service times. After a call has been documented the button remains deactivated
for a predefined period of time before you can document the next call.

Email / Fax
Email f Fax sent on

Email f Fax sent on
Email / Fax sert on

Email f Fax sent on

Email / Fax sert on

Cancelled because of customer fault |

Wiaiting for third party |

| Step ﬂ Document customer contact ufﬂ | Cancel | Finish

Fig. 72 Task Management - Function “Customer contacts”

3.3.19 Action: Close task

The function “Close task” is displayed in a separate window. It consists of the following steps:

e  (Cause of delay
Update times

Update work log

Close task

Cause code (only for IM tasks)

Closure category (only for IM tasks)
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Cause of delay: This tab will only be displayed if the SLA deadline has expired. In this case a value in the field
“Cause of delay” is required.

Update times: Actual times and driven distance needed to solve the problem.

Cause code: Incidents can be easily completed with predefined texts and closed by using “cause codes”. After
input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

Update work log: A new entry for the work log can be added. The work log contains the description of the work that

has been processed.

Closure category: Known errors can be documented assigned to the task. There are two possibilities to enter an error
description: A pre-defined value can be selected from the menu or an unformatted text can be

added in a separate window.

Close task: Click on the Button Finish to save data entry and to close the task. The status of the task will be

changedto “closed”.

If no “Task finished” date is set, the current timestamp is set by the system. The “Task finished”
date has to be set after create date of source task and within a time interval which is set for the

company. (Default interval : today 00:00:00 - today current time)

Hint: Depending of the filter selected tasks with status “closed” will be displayed in the task

management or not.

T MTERATIONAL TOOLSET

Causze of delay I J_Ip Update worklog | Cloze task

Actual times

Total time minutes Total distancs

hianage times bz Element j

Back | Step ﬂ Update time ufﬂ | Cancel | Mext

Fig. 73 Task Management - Function “Close task” (OM version)

T MTESULATIONAL TOOLEET
| Update time | Cauze code | Updsate wworklog | Clozure categary |’C
Close task
Tassk finished =
Click on the button "Finish™
to save data entry and close the tashk.

Back | step 5] ciserask of 6| | Cancel | Finish

Fig. 74 Task Management - Function “Close task” (IM version)
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3.3.20 Action: Cancel task

The function “Cancel task” is displayed in a separate window. It consists of the following steps:

Cancellation cause

Cause of delay

Cause code (only for IM tasks)
Update worklog

Closure category (only for IM tasks)
Cancel task

In this dialog a task can be cancelled and a cause for the cancellation can be entered. If the SLA deadline has expired a
cause of delay must be added.

Cancellation cause: A cancellation cause can be entered and will be added to the worklog of the task.
Cause of delay: This tab will only be displayed if the SLA deadline has expired. In this case a value in the field

“Cause of delay” is required.

Cause code: Incidents can be easily completed with predefined texts and closed by using “cause codes”. After

input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

Update work log: A new entry for the work log can be added. The work log contains the description of the work that

has been processed.

Closure category: Known errors can be documented related to the task. The field “incident history” shows the errors

that have been detected in the past (read-only field).

Cancel task: Click on the button Finishto save the entered data and process the cancellation of the task. The

status of the task will be changed to “cancelled”. Hint: Depending of the filter selected tasks with
status “cancelled” will be displayed in the task management or not.

T

Cauze of cancelstion Update worklog | Cancel task |

WTEARMATIONAL TOOLEET

— Cause of cancellation

Please fill in the cause of cancellation.
It will be added to the worklog of the task.

Cause of cancellation

| Step ﬂ Cancellation cause Dfﬂ | Cancel et

Fig. 75 Task Management - Function “Cancel task” (OM version)
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T DITERRESTICR AL TOOLE =T

2= | Cause of cancellation Cause code | Update worklog | Closure categaory | Cancell ==

— Cause of cancellation

Please fill in the cause of cancellation.
It will be added to the worklog of the task.

Cause of cancellation

| Step ﬂ Cancellation cause l:lfﬁ | Cancel et

Fig. 76 Task Management - Function “Cancel task” (IM version)

3.3.21 Action: Back to Service Desk

This function is used to assign the incident ticket back to service desk.

Update times: Actual times and driven distance needed to solve the problem.

Cause code: Incidents can be easily completed with predefined texts and closed by using “cause codes”. After
input of a “Best Guide” ID, the work log and the closure category will be automatically be filled.

Update work log: A new entry for the work log can be added. The work log contains the description of the work that
has been processed.

Closure category: Known errors can be documented related to the task. The field “incident history” shows the errors
that have been detected in the past (read-only field).

Cause of delay: This tab will only be displayed if the SLA deadline has expired. In this case a value in the field

“Cause of delay” is required.

Back to service desk: Click on the button Finishto save the entered data and send the task back to service desk. The
status of the task will be changed to “done”. Hint: Depending of the filter selected, tasks with status
“done” will be displayed in the task management or not.

IITERPETICR AL THOLSET

-_ Cause code | Update worklog | Closure category Back to service desk

—Actual times

Total time mingtes  Total distance km
whs element | j

——Manage times

Cost type |in =ervice time j
Process |fai|ure acceptance j
Duration I:I minutes Manage times

| Step 1] Managetimes of 6 | cancel | Mext

Fig. 77 Task Management - Function “Back to Service Desk”
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3.3.22 Action: Print

The function “Print” is displayed in a separate window. In this dialog standard or customer-specific documents and reports
with ticket or asset data can be printed.

Examples for printouts:
e  Audit report
e  Service order compact
e  Service order for external technicians
e Acceptance report Task Management

Two versions of printouts are available:
e Download as PDF document
e Fax

For the fax a fax number is required.

Additionally you can choose a language for the printout from the menu. The list can be sorted with a click on a column
name. Selecting a row in the report will start the download of the PDF document or send out the fax. The selected row will
be highlighted in magenta.

bl T e ?\\ SLems- IITEHRESTIORAL TOCOLET
{# Dowrload as PDF  Faxto Report language [English -
Click on & report to start dovenlosd or to send a fax _J
Report name « Description —
Acceptance report I Print out of the acceptance report I *
Service request compact M Prirt oot of the service reguest informsation conerning to an incident ticket x
| Step 1| Pim of 1] Close

Fig. 78 Task Management - Function “Print”
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3.3.23 Action: Download tasks

This function can be use to create Excel reports from the tasks to which the user has access.

Reporting period: It is possible to set afilter for opened time or closed time of the reported tasks.

Filter: Afilter for the reporting data can be set for company - country, team, product and processing
status.

Export: There are two reports which can be created. With the first one only the task data will be used. The

second report extracts also the regarding shopping cart data.

T IITERRATICRIAL TOOLSET

Fieporting Period | Filter | E=zprt |

Period
|7|No Filter - Export all Tickets LI

| Step J Reparting Pericd

ulﬂ

Cancel Mext

Fig. 79 Task Management - Function “Download tasks”

3.3.24  Action: Manage attachments

With the function “Manage attachments” you can open an attachment for the ticket.

: T *OySLEmsS ITTERRATICRAL TG LEET

Manage attachments |

Ticket 1D BaA000a01 027552

Add attachrment

Attachments Refrash
Real Mame File Size:
100000_1.log 1305436
100000_2.log 2718719

Select an attachment in the table above and press the
buttor "Open attachment'’ to opensave the attachrment.

Open attachment

| Step j Open attachment

nfﬂ

Cancel | Finish

Fig. 80 Task Management - Function “Manage attachments”
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When the dialog is open, you can see a potentially attached file in the table. To open it, you click on the file and then on the
Open attachment- Button. You can add attachments by clicking on the Add attachment - Button.

3.3.25 Action: Manage related system

This function leads you to the Configuration Management Console, where different functions can be applied on the pre-
selected Cl which is related to the task you came from. From there you can get back with the function “Show related task”.

3.3.26  Action: Search for system/component

The function “Search for System/component” is displayed in a separate window. In this dialog you can search for a
configuration item by several pre-defined criteria.

The search criteria are (pre-defined):
ClID / Asset IDr

Serial number

Customer component ID
Service ID

For each criterion a particular value is required in the field “Search value”, e.g. a serial number. Click on the button Search
to start the request. If the configuration item was found the dialog “Show related system” will be displayed.

T MTZFATIONAL TUOLIET

Search for CI | Search for properties

Search criteria Search valus

& CHD / dzzet 1D Search
@ Serial number |

i Customer component [0

© Service D

| Step J Search for sy stemicompanent of g | Cloze Mest

Fig. 81 Task Management - Function “Search for System/component”

On the second page systems can be searched by attributes. The following steps describe the initialisation of the attribute
search:

1. Select a company

2. Select a product

3. (optional) The search result can be restricted by adding attribute conditions. It is possible to combine more than one
attribute condition. Attribute conditions are combines by using the logical joins AND and OR. To add an attribute condition
the following steps are necessary:

3.1 Select attribute

3.2 Enter attribute value
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3.4 Press button ADD Conaditionto add the condition
For different attribute conditions repeat the step 3.1-3.4 above.
Added attribute conditions can be removed after selection at the table by pressing the button FEMOVE Condiition.

4. Start search by pressing the button

The button Aesetresets the complete

Search

search condition.

. *Systems-

ITTERPATICONAL TUOLIET

Search for Cl | Search for propertiss | Adrin | Admin2 |

Company | j

Attribute | j

Kind of system | j Attribute value |
Product ID | Logical join | j
REMODYE Condition ADD Condition
Table has Mot been Loaded Search |
Attribute |Attribute walue | Logical join Reset |

Back |

Step 2| Search for attributes

of 2| | Finish

Fig. 82 Task Management - Function “Search for attributes”

3.3.27 Action: Service request details

The additional information of the appropriate service request.

-+ . -Systems-

ITTERPATIONAL TOOLEE

Aciditional detsils |

Guestion «

|Answer

| Step ﬂ Service request details

Cancel| Finizh |

of 1] |

Fig. 83 Task Management - Function “Service request details”
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3.3.28 Action: Show related incident

The links opens the Incident Management Console where the related incident is pre-selected. From there you can get
back with the function “Show related task”.

3.3.29 Action: Show related service request

Click on this link to see the service request related to the task. The module “Service Request Management” will be opened
and the related task will be shown in the Service Request Overview.

3.3.30 Action: Show related system

The function “Show related system” is displayed in a separate window. The system is only displayed. It cannot be
changed. It consists of the following steps:
®  Product
Location
Network data
Comments
Characteristics
Configuration items

Product: Detailed information about the product like product name, the status of the asset (activated,
deactivated etc.), the service level, system type, the activation and deactivation date.

Location: Detailed information about the customer location like customer’ s organization data, first name and
surname of the responsible end user, location data.

Network data: Network and configuration data like IP address, network name, MAC address etc.

Comments: Comments from the customer or field service in separated fields.

Characteristics: Special characteristics of the asset like information about the processor, main memory, disk
storage, operating system, BIOS.

Components: A list of components related to the product with detailed information about the system.

Component attributes: A list of attributes related to the components with additional information.
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IITERRATIONAL TOOLI=T

- - T - - Systems-

= I Product | Location | Metweork data | Comments | Characteristics | Components | Component attribute ==

Service ID
02943596
Product Status
|Standard Desktop | ordered -
Service level Activation
System type Deactivation
|Desk‘top -pPC
| Step ﬂ “dew product data ufﬂ Cancel | Mext

Fig. 84 Task Management - Function “Show related system”

3.3.31 Action: Edit installation parameter

TODO

. T . 5}-‘51-(‘"1?‘: . DITERRATIONAL TUOLIET
Installation tasks | Parameter averview | Parameter/Packages ‘ Archiv |
+SWM-System +SWIM-Server +Servicelld Agsignes group for system
[orgerarnr ||~ | [ovBEkannT || < | [ossasss2 -] [pEmo oS PRESENTATION
+Product SID status Assignee group Access authority
[TE1 AgemeinNotehook [+] [etive = [pemo ps FELD sERvIcE read + write
Postal code Last intislization Waiting sction
|1 2345 1102402005 11:23:39 AM Refresh
Current tasks for service request SWM system
[pPiTa00000051 j | =
Shoeeving 0 - 0 of 0 Refresh
RolloutiD Comg 1D S system Package ID Packagename Tasktype Taskstatus Allocationdate ™ |Instalationdate
Parameter status of current task
Showving 0-00of 0 Refresh |
“Yariahlename alug Status EN? = TH?
=
| Step ﬂ Edit installation tasks ofﬂ | Close Mext

Fig. 85 Task Management - Function “Edit installation parameter”
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3.3.32 Action: Subsequent delivery

With this function you can influence the delivery of components.

The function has to be configured for the company by application support.

First you have to select the reason from the menu of the field “Select cause”.

Then select the component from the table field.
If the components are without receipt of goods, you press the button ordered components >in order to avoid the purchase

of this component.

The component/s appear in the table “Components without compensation delivery”.
This is the end of this process. You can now activate the other component with the function “Update CMDB - Install/Add”.

If the components are with receipt of goods, you press the button “delivered components >" in order to send them back.

T - : BITEHPATIONAL TUOLSET

|Ipdate CMDE |

| Service Request ID EAPGITO00000227

Service ID 05203363

Status  ordered

1. Select cause

=]

2. Select components

Components without receipt of goods Refresh |

Fequested components Component [0/

Components with receipt of goods Refresh

Component Serial Mo

Kepboard

‘ | )

ordered component >

Components with compensation defivery

Refresh

4 subsequent delivery

delivered component »

Component

Component 1D/

Components without compenzation delivery

Fiefre

Component

Component 1D/

| Step 1]

Update CMDB

o 1] |

Cancel | Finish

Fig. 86 Task Management - Function “Subsequent delivery”

In the following dialog indicate whether the components are already fetched or not and then press the button >,
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Fopes Cono O oyes

T : v ITTEHMATIONAL TOOLSET
Components | Contacts |
Cause
Tianszport damage j
0 entries returned - 0 entries matched  Refresh | 1 entries retuined - 1 enfries matched  Refresh
Companent D Component Class Compane... | Compone... | Class Process
0002-BG1... Kepboard HwhALL. Reklamati.
Fetched?
& yes O no
L]
L]
Lagistic DIC

| Step j Szlzct components.

ofg

| Cancel | Mext

Fig. 87 Task Management - Function “Subsequent delivery”- select components

By pressing the button Next you reach the following page.

T . : IITERRIATIONAL TOOLSET

Components | Contacts |

Service ID + Collection date

Collection type

Assi t type of logistici.

05803362 |1 017 /2007 12:00:00 AM

E |Unpacked in the cause of delivery

|~ | [5hip from Ps -]

Contact for logistic at field service
Surname+ Frist name+

Area code Phone

[bgon Jotzzizz

‘Hoffmann |Christel
Company E-bail
‘DeTeESM |mail@mail.com

é

Delivery location contact

[ Contact for logistik at customer

Compary customer

Zip code+City+ Street

Surname+ First name+ Area code Phone
Hefmann Norbert 0951 [1a36acsD [T51GmeH
Zipcode+  City+ Street Buildng  Foom Service group / location
[56050  [Bambera Guterbergstr. 13 [BaueiE [1510 sEBA
Collection address for logisitc
Buiding  Room Socket

96047 [Bamberg

[wiheimsplatz 3

i i

1 Delivery locations

Step ﬂ Enter contsct data

Back |

of

ﬂ | Cancel | Finish

Fig. 88 Task Management - Function “Subsequent delivery”- enter contact data

After you filled in all information needed, press the button Finish.
The components are now part of the rollback process.

31 August 2011, Page 68 of 139



T-Systems Enterprise Services GmbH

‘[* - -Systems-

Web Service Request Management (webSRM)

-- T - -Systems-

IITERIEATIONAL TOOLEET |
Update CHDB ‘
| Service Request ID GAPGITO00000225 Service ID 05303362 Status  ordered
1. Select cause
v]
2. Select components
Components withaut receipt of goods Refresh | Components with compenzation delivery  Refresh
Fequested components Component [0 A Component Component [0 4
Chipkartenleser fiir Motebaak 0002-6GIT 002
ardered companent >
Components with receipt of goods Refresh |
CEmPEREY SeEie ¢ subsequent delivery
delivered component »
Components withaut compenzation delivery  Refre:
Companent Companent [0/
. | 0
| Step ﬂ Upaats CHDE of ﬂ ‘ Cancel | Finish

Fig. 89 Task Management - Function “Subsequent delivery”- update CMDB

When you are informed that the components are delivered newly, enter the dialog, mark the component in the table
“components with compensation delivery” and press the button <subsequent delivery. The component is shown in the
table “Components with receipt of goods”, as shown in the next figure. This is the end of this process. You can now

activate the component with the function “Update CMDB - Install/Add”.

b T o .‘\\ stems- BITERMATIONAL TOOLSET |
Update CRDE |
| Service Request ID GAPGITO00000227 Service ID 05203363 Status  ordered

1. Select cause

lal

2. Select components

Components without receipt of goods

Refresh |

Requested companents

Companent 1D /

Components with receipt of goods

Refresh

Component

Keyboard

Serial Mo

Components with compenzal

tion delivery

Refresh

Companent

ordered component > ‘

< subsequent delivery ‘

Cormponent 1D/

delivered component > ‘

Comporents without compenzation delivery

Refre

Component

i

Component 1D/

| Step ﬂ

Updste CMDB

o[j

| Cancel | Finish

Fig. 90 Task Management - Function “Subsequent delivery”- update CMDB

3.3.33 Action: Request predefined search
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This function should be used to request a new search for the actual application that will afterwards appear in the menu
“Search for” on top of the page. You can only request a new search for the application that you are in and therefore have

access to.

L T . .‘\\ sLems- IITERRATIONAL TOOLI=T

Predefined search

Predefined search

Application
|Task lanagement -

Mame of the Predefined search

ywhich tickets should be displayed?

For which teams should it be visable?

Yfou can also type "M, if it should be wisible for everyone.

| Step ﬂ Request fitter ufﬂ |

Cancel | Finish

Fig. 91 Task Management - Function “Request predefined search”

Fill in all fields and send the request by clicking the “Finish” button. Keep in mind that you should clearly describe what

you want to search for and who should be able to use this search.

3.3.34 Action: New contact

With the function “New contact” you can acquire attributes of a person related to the company of the selected ticket.

««[--Systems-  BnzsngAL ToOLIEr

Cortact information | Org. unit |

Title Academic title Position specific title
<|| | =
Surname Firstname
E-mail adress Motification language
=l | -]
Example: firstname zumame (@t - sy stems.com
Irt. code  Area code Phone WIP
=l | I yes
2.Int. code2. area code 2. Phane Personnal number
|l | |
Int. ©. fax Fax code Fax number Loginnaime
| | |
| Step ﬂ Contact information o of ﬂ | Cancel Mext !

Fig. 92 Task Management - Function “New contact”
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3.3.35 Action: Manage contacts

With the function “Manage contacts” you can change attributes of a person related to the company of the selected ticket.

b T . '5‘\-'51-('“15' ITTERRATICORAL TOOLEET

Search contact | Contact information | Org. unit

Search for contact |S chreider
Uszers found Refresh
Surnare Firsthame Email address City Street
Tobiass 1 :
Schneider Taobias mail Dartrund Diizte
Kl )

| Step j Select contact

of 3| |

Eancell Next |

Fig. 93 Task Management - Function “Manage contacts”

After opening the dialog you select a user from the table. To search in a large number of data you can fill in the surname or
first name in the field “Search for contact” and press enter or the “Refresh”-Button. By double-click the user is displayed on

the following two pages.

e T . '5}-‘.“_\'[-(‘“]?‘5' IITEHPATIONAL TOULSET

Search contact | Contact information | Org. unit |

E-miail adress

Title Academic title Posttion specific title

hlr . - | | =
Surname Firstname

|Demo_User |Presentation30

Matification language

|ictmall@l-svstems .com =

example : firstname.sumame [@-systems com
Irt. code  Area code Phone

fo0ag- v | [mzss 123123

2.Int. code 2. Argacode 2. Phone

|German

Wery important persor

[ yes

Personnal number

[l

Int. . fax  Fax code Fax number Loginname
ondg + | 12313 fr23456 |
Back | Step ﬂ Contact information ofj | Cancel | Mext

Fig. 94 Task Management - Function “Manage contacts” - contact information

31 August 2011, Page 71 of 139



T-Systems Enterprise Services GmbH

‘[* - -Systems-

Web Service Request Management (webSRM)

«« [ --Systems-  WirzisgNL rooLsEr

Search contact | Cantact infarmation | QOrg. unit |

1. Company

Company name Field service

Diemo MICE Company - Fresentations ﬂ |kein IS -Bereich

2. Select address data and all other data

Post. code City Street

|5588? B amborg j |Truestreet a1 j

Country

|UNITED KINGDOM ﬂ

Building Office/Room Cost center

[ 1 123052 -
Back | Step j Org. unit of ﬂ | Cancel | Finizh

Fig. 95 Task Management - Function “Manage contacts” - org unit

When you modified the value in the fields that can be edited, you have to press the Finishbutton to save the changes.

3.3.36 Action: Send message

TODO

«- T --Systems: izl rggLsEr

hessaging |

—Recipient

Surname |DemD_User Firstname |Admin

To |

cc |

BCC |

" ge

Type of text |

Subject |

| Step ﬂ Send a message Ufﬂ |

Cancel

Send

Fig. 96 Task Management - Function “Send message”
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3.3.37  Action: Reopen task

This link modifies the status of the selected task. The status is set to “Assigned”. This functionality works only for orders.

3.3.38 Action: Show history

This function is used to show the task history and, if available, the incident history.

+« T --Systems=  wrEaAnIgAL TOgLST

]
Avtomation 30 010 14:24:517) nevy azsignes [ neusr Bearbeiter: DEMO DS FIELD_SERYICE Inbox,

| Step ﬂ Show task history ij | Close
Fig. 97 Task Management - Function “Show history”

3.3.39 Action: Suspend ticket

TODO

b T . "5}-‘1\'1-(‘"].‘2;' IITERPLATIONAL TUOLSET

Suspend ticket
Task ID EAS001117119764 Incident ID  BHPOOO0O004 733561
Reason

| =

Suspend until
|29,r1 1/2010 00:00:00 E

| Step ﬂ Suspend ticket Dfﬂ | Cancel Finish

Fig. 98 Task Management - Function “Suspend ticket”

31 August 2011, Page 73 of 139



T-Systems Enterprise Services GmbH

J: - -Systems-

Web Service Request Management (webSRM)

3.3.40 Action: Show activities

For clustered tasks the single activities will be shown in the following dialog:

T I TERAATICNAL TUOLIET

Show activities |

Article Servicelevel
é |Shippinq and Handling Service Level

|Supp|v Complete System

Article related serviceinfomation Business Time
‘ |=] [mstao1r1100800-15.00 =

Activities of the task

Refrash |

Activity
ransport to waorkplace by

technician

Installation of a complete system

Activities in task

| Step ﬂ Show activities Dfﬂ | Cloze

Fig. 99 Task Management - Function “Show activities”

3.3.41 Action: Inventory viewer

This function displays in a new window the current system data of the appropriate system of the incident task.

3.3.42 Action: Edit component attributes

The function “Edit component attributes” is displayed in a separate window. A technician can edit additional component
attributes for the selected Service ID in this dialog. The function appears in the list when a service task containing a Service

ID has been selected.

Just mark the attribute, fill in the value and press Save value. To delete the value, enter SNULL$ in the field and press Save
value. If the component attributes are required, you get an error and cannot delete the value.
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b T . '5}-‘51-('“15' I TERRESTIONAL THOLEET
Edit component sttributes |

Aftributes 1 von 1 Refresh
Service D | Componert 1D Attribute name  |Entry mode Access | Cat Sys “Walue

I 0 oo required  wvrite

Room

4.21 = Save value

| Step j hEnage component attributes ofﬂ| Close

Fig.100 Configuration Management - Function “Edit component attributes”

3.3.43 Task Info Tab Panel

Tab: Task

Task | Dietails | Tirneline | Additional contacts

Company Clariant Deutzchland unknown

Contact ‘“/olk, Ursula Contact addiess E5843 Sulzbach, dm Unisys Park. 1, 52 GEB.-TE -
Phone 0R196/FRTEE20 Delivery address
Category Add a user to a global group Description Add a user to a global group

Fig.101 Task Management - Task Info Tab: Task

The tab “Task” shows the contact information, the delivery address of the customer and the category of the incident or
service request for the selected task.

Tab: Details
Tazk |m| Tirneline | Additional contacts
Task ID EAS000011683633
Service Request ID  5AP000001324280 Ho. of forewardings 1
Order 1D Eaa000001073837 Service 1D
Incident 1D SC/Cosima ID Priority

Fig.102 Task Management - Task Info Tab: Details

The tab “Details” shows further details related to the selected task like task ID, order ID and information about the
production process.

Tab: Timeline
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Tazk | Detailz | Tirneline | Additional contacts |

Orper ProcEss TIMELINE Servicelevel : agal
4/2/2007 12:00:00 &M 4/12/2007 12:00:00 A4 4/12/2007 5:00:00 PH

Order entry Scheduled date SLA deadline

Fig.103 Task Management - Task Info Tab: Timeline

The tab “Timeline” illustrates the time scheduling within the supply chain process for the selected task.

Tab: Additional contacts

Task | Details | Timeline | Adcitional cantacts

Requester  Demo_lzer, Presentation2009(DE Phone 012313123125 Email address it maildummy@esnzk bmbgl1 telekom.de

IM requester Phone Email address

Fig.104 Task Management - Task Info Tab: Additional contacts

The tab “Additional contacts” shows the requester and the contact information of the requester.
The tabs get colored, if a copy of a task or a VIP-task is selected.

Task || Details | Timeline | Additional contacts

Company Demao MICE Comparwy - Prezentations JHERNOWH LNEHOWN

Contact Demo_Uzer, Presentation] Contact address 12345 Undervillage, Mainstreet 1, PHE
Phone 01212/454545 Delivery address

Category Installation of a complete systerm Description Supply Complete System

Fig.105 Task Management - Task Info Tab: Task (task copy)

Task | Details | Tirneline | Additional contacts

Company Demo MICE Compary - Prezentations JHERNOWH UMENOWH

Contact Demo_Llzer, Presentation? Contact address 12345 Undervillage, Mainstreet 1, 1213
Phone 2312312 Delivery addiess

Category Installation of a complete system Description Supply Complete System

Fig.106 Task Management - Task Info Tab: Task (VIP)
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3.3.44 Worklog

YWhorklog

01/09/2006 10:23:09 TST_J asckisch
Christian

L [

ZEAFAE 163X Andexlinger
Margarete

= -

Fig.107 Task Management - Task Worklog Area

In the worklog the particular steps for the execution of the task can be documented in chronological sequence.
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3.4 Configuration Management

T WITE RS TIOMAL TOOLEZT |Conﬁgulalion Management j | Imprint Privacy Contact Help Logout
Selection Options
Search for |Drdered systems j with value| Search!
Showing 1 - 18 of 118 4| Pae)t <] ] Riefiesh || Actions
Service |D Statuz Metwork name | Cost center Comparny Firzt name Sumame Postal code City Function
05733806 ordered 12345 2 Demo MICE Co... Prezentationz Demo_User E7340 Abovevill: a || Create systemdcomponent
05789831 ordered 12345 [remo MICE Co... Prezentation [remo_User 12345 Undervillz Edit zyztem
05807267 ardered 123451 Dermo MICE Co... Presentations Derma_Llzer 12345 Undervillz Edit Campanent
05809418 ordered 12345 [emo MICE Co...  Prezentations [remo_User 12345 Undervillz [Download spstems/components
05814387 ordered 12345 Demo MICE Co... Prezentationd Demo_User E73490 Abovevill: [elete component
05827056 ordered 12345 [emo MICE Co...  Prezentationd [remo_User 12345 Undervillz Fiepair component
05827058 ordered 123451 Demo MICE Ca... Prezentation2 Demo_User 12345 Underville Transfer compaonent
0 |ardered | 2345 |Demo MICE [ tation2  |Dema_|lser | E Search for system/component
05827079 ordered 12345 Demo MICE Co... Prezentationd Demo_User 12345 Undervillz Lozt component
05827874 ordered 12345 [emo MICE Co...  Prezentationd [remo_User 12345 Undervillz Manage stocks
05827875 ordered 12345 Demo MICE Co... Presentationd Dema_Uzer 12345 Undervillz Print label
05828217 ordered 12345 [emo MICE Co...  Prezentations [remo_User 12345 Undervillz
05529028 ordered 12345 2 Demo MICE Co... PrezentationS Demo_User E73490 Abovevill:
05829403 ordered MO 0000007 [emo MICE Co...  Prezentationd [remo_User 12345 Undervillz
05830314 ordered 12345 Demo MICE Co... Prezentationd Demo_User 12345 Undervillz
05830315 ordered 12345 Demo MICE Co... Presentationd Dema_Llzer 12345 Undervills___
05230811 ordered 12345 Demo MICE Co... Prezentationd Demo_User 12345 Undervillz v|
| ]
Config ltem | Contact |
Company [Demo MICE Company - Presentations Cost center 12345 1 7
= Component Customer | Serial number
Profile name Slimline Laptop Activation date
Service level Product Slimline Laptop
Service ID 05827060 Productkey

Fig.108 Configuration Management Frontend

The Configuration Management consists of
¢ the selection option panel (at the top of the page)
e the system overview (in the middle of the page)
e the system action panel (on the right frame of the page)
e the detailed information of the selected system (on the bottom of the page)

By default all ordered systems according to the users access rights are shown. While no system is selected in the system
overview, the system action panel in the right frame and the system detail panel on the bottom of the page are empty.

In the module Configuration Management the user can get an overview of the systems. If the company of the selected

system is not using the billing module of the tool suite, which is not part of webSRM, there is the possibility of creating,
deleting and transferring systems. These functions are not part of this manual at this time.

Selection Options Panel

Selection Options

Search for |AII spstems j with valuel Search | |

Fig.109 Configuration Management Frontend - Selection Options Panel

You can reduce the number of systems displayed in the system overview by using pre-defined filters. A filter consists of the
filter name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no additional value is
required for the filter the field “with value” is write-protected.

Search for

Here you can select a pre-defined filter to reduce the number of systems. Only those systems will be displayed who match
the criteria.
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In this field additional search criteria must be entered if required by the filter definition.

Filter Examples;

e  All systems: Shows all systems which can be processed by the user according to the user’s rights.
e  Search for Systems by serial number in Field "with value": Shows all systems related to a special serial number.

This filter requires a value i.e. in this case the serial number.

System Overview

Shawing 1-18 af 120 o] Paet <] ] Refresh |
Service [D Status Metwork name | Cost center Company First name Surname Postal code City
05783806 ordered 12345 2 Demo MICE Cao... Presentation2 Demao_Uszer E7390 .&bovevilleﬂ
0578984 ordered 12345 [Demo MICE Co... Presentation Demo_Uszer 12345 Undervillz
05807267 ordered 123451 Demao MICE Co... Prezentation2 Demo_Uzer 12345 Undervillz
05809418 ordered 12345 Demao MICE Co... Prezentationg Demao_Uszer 12345 Undervillz
05814387 ordered 12345 Demo MICE Co... Prezentationd Demo_User B350 Abovewill:
05514388 ordered HOO00oacl Demo MNICE Co.. Speckélexander  Demo 12345 Undervillz
05827056 ordered 12345 Demo MICE Cao... Presentationd Demao_Uszer 12345 Urndervillz
05827058 ordered 12345 1 [emo MICE Co... Presentation2 Demo_Uszer 12345 Undervillz
05827060 ordered 123451 Demao MICE Co... Prezentation2 Demo_Uzer 12345 Undervillz
0RE2707I ordered 12345 Demao MICE Co... Prezentationd Demao_Uszer 12345 Undervillz
05827ard ordered 12345 Demo MICE Co... Prezentationd Demo_User 12345 Undervillz
0RE27a7H ordered 12345 Demo MNICE Co.. Presentationd Demo_Uzer 12345 Undervillz
05828217 ordered 12345 Demo MNICE Co.. Prezsentation Demo_zer 12345 Undervillz
05829088 ordered 12345 2 Demao MICE Co... Presentationd Demao_Uzer E7290 Abovevill:
05829403 ordered MOO0000007 [emo MICE Co... Presentationd Demo_Uszer 12345 Undervillz
05830314 ordered 12345 Demao MICE Co... Prezentationd Demao_Uszer 12345 Undervillz__|
05830315 ordered 12345 Demo MICE Co... Prezentationd Demo_User 12345 UnderviIIEj
Kl 0

Fig.110 Configuration Management - System Overview

The system list can be sorted by column. Just click on surname for example and the list will be sorted after surnames.
To refresh the panel click on the button Refresh.
With the arrow keys you can skip from one page to another.
Selecting a system will highlight the related row in magenta.

System Actions Panel

Actions

Function

Cregte systemfcomponent
Edlit sy=stem

Edit Component

Dovwvnload systemsicomponents
Delete component

Repair component

Transter component

Search for systemicomponent
Lozt component

Manage stocks

Wanage stock threshold
Reports

Import system data

Activate systemicomponent
Deactivate systemicomponent
Print lakel

Fig.111 Configuration Management - System Actions Panel
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In the actions panel a list of functions for the processing of the selected system is displayed. The number of functions
shown in the actions panel depends on several criteria like the status of the order, the role concept and the resultant

access rights assigned to the user.

3.4.1  Action: Create system/component

The function “Create system/component” consists of the steps

e  Select component from catalogue
Select user and system

Select action mode

Select location

Net/Config data

Create Cl

Select component from catalogue: You have to select the component to be created from thecatalogue. The fields
“Component name” and “Component class”can be filled in order to find the desired
component from a large number of components in the catalogue. After you selected

the component go to the next step.

‘T STZRMATIONAL TOULSET

== | Select component from catalogue | Select uger and system | Select acti ==

Company |Derno MICE Company - Presentstions j

Component name + |

Component class + |

Component D |
Cl catalogue Refresh |
Component I0 Component natme Class
AAROOOD Supply Complete System SERVICE_PROCESS ﬁl
AARDOOO2 Disposal SERVICE_PROCESS
ASROOO0S tdawe Inland SERVICE_PROCESS
ALRDOOO4 have same Building SERVICE_PROCESS
ALRDOOOS Component Addition SERVICE_PROCESS
AARDOOOG PC EV0 DH2300 Micratoweer  HWDESKPC
AARDOOOT Motebook EVO 65108 HAMOT
AAROODOS onitor LCD TFT 19" widescree HAMON
ALRDIOOOY Windoes XP Pro SRR
ABEOOOO1 Dell Desktop HMNDESHPC
ABEQOODZ Upgrade to 4GB RAM [ 2x2GE ' HWSPEICARD hd

Select the Cl from the catalogue that you want to create.
Uze & part of the: name ar the class to search for i,

| Step ﬂ Select CI ofﬂ | Cancel | Mext

Fig.112 Configuration Management - Function “Create system/component” - select component
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Fill component attributes: If there are attributes defined for the selected component in the step before, they will
be shown in the table. Required attributes have to be filled to create the component.
T IFFEHRRST IO TOOLEET

== | Select component from catalogue | Fill component attributes | Select act ==

ROOM

|| Set value
Sftributes 5 of 5 Refresh |
Mame Entry mode “alue

BUILDING optional

SOCKET optional

DESCRIPTION optional

Back | Step ﬂ Set component attributes Dfﬂ | Cancel et

Fig.113 Configuration Management - Function “Create system/component” - fill component attributes

Select action mode: You have to select whether you want to add the component to the existing Cl or if you
want to create a new one. According to the class and the Cl type you might have no
choice and the field is preselected and read-only. You cannot add more than one
notebook or desktop pc to a Service ID, except to Service IDs that are stocks. Other
components can be added or created as new Service ID. Additionally you should add
the serial number and the customer component id.

T DITEFETIONAL TOOLS

== }mponent from catalogue | Fill component attributes =E

Component D DEMCO001

Component name Standard Desktop

Serial number |

Customer component ID |

Action ¥ =add to =ystem nummer DEMC 001
' creste new system

Select the appropriste action if neccessary.

Check the name and the ID of the new component.

Fill in the serial numker, the custamer compoent number
and the service level if neccessary.

Back | | Step ﬂ Sl e niels ofﬂ | Cancel | et |
Fig.114 Configuration Management - Function “Create system/component” - select action mode
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The user that uses the system has to be selected by Surname oder Firstname. The
table shows all Service IDs that the user has according to the asset database. Select
one from the table and go to the next step. There is a default-selection if you don’t
change it.

T

== || Fill component sttributes | Select action mode | Select uzer and system| ==

PITEFIATIONAL TOGLEET

—System - workstation responsible end user

sSurname-+ First name+
|Dem0 User |Presentati0n?
Cost center Department
12345 1 (=] [omsnician -]

Clz of the user Preferences - | Refresh
Service D Cost center Service level Profile Paost
DERMC 001 123451 Break and Fix SerStandard Desktop 1.2
05506654 12345 1 Break and Fix SerStandard Desktop 17
05915360 123451 Developer Desktopl —
05916319 12345 1 Developer Desktop!:
05916321 123451 Developer Desktop:
05916327 12345 1 Developer Desktop!:
DSIB'I 6713 12345 1I Standard Deslfton_1|‘_'|
A *

new Service (D,

Search for the user and list the Service [Ds. If there is none, a new one will be
crested. You can add the newy Componert to & Service ID or creste &

_ Back | | step 4 Selest User of 7| | cancel| Mext

Fig.115 Configuration Management - Function “Create system/component” - select user and system

Select location:

Only necessary when creating an new Service ID, otherwise greyed out. Find the
location by searching in Postal code, Street or City with return. Select the service level
that should apply for incidents. If you change the location data when adding the
component to a Service ID no changes will be applied to the Service ID.
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T DTERPATIORAL TOULI=T

Lo || Select user and system I | Create O ==

Location

Postal code+ City+

[12345 [ordervilace
Street+

Msinstreet 1

Select the location for the new component,

if vou create a new Service 1D

If wiou add the nevw component to an existing Service 1Dy
wou cannct change the location.

Break & Fix service level
Break and Fix Service Level: Business ﬂ

Brack | | Step ﬂ Select location ofﬂ | Cancel| Mext |
Fig.116 Configuration Management - Function “Create system/component” - select location

Net/Config data: Only necessary when creating an new Service ID, otherwise greyed out. The data can be filled
as needed. The network name should be filled in order to have a name for the Service ID.

T PITERFIATIONAL TUULSET
L || Select uzer and system | Select location | | Creste Cl ==
— Hetwork and configuration data
IP address | | |
Hetwork
Hetwork name I yes
MAC address DHCP
Subnet mask [ yes
Default gateway | | | Slot
Hulx name |
Wake on LAH | Port
WLAHN MAC address |
DHS domain
Software profile j
Software distribution system j
Software distribution server j

Biack |9tep ﬂ Met £ Config data ofﬂ | Cancel | Mext

Fig.117 Configuration Management - Function “Create system/component” - net / config data

Create Cl: The selected component thau shall be added is shown with name and class which shall be
added to the existing Service ID. Other components are shown in the table below. If you create
a new Service ID the field Service ID and component are empty. You can click ether Finishor
save and nextto create the component. If you use the button Finish, the dialog is closed. If you
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use the button save and next, the focus is set to the first page in order to start the procedure

once again.
T IITEHPBTIONAL TOOLSET
=z || Select user and system | Select location CVE&tECl =
Service D DEMCT 00 Comp. numker
Hew customer component
Componernt Standard Deskiop Class PROFIL
Serial number Cust. camp. 1D
Alreacdy existing customer components
Clz Preferences « | Refresh |
Component Component name | Customer Serial number Stat
0002-6001661 367 Break and Fix Ser Eﬂ
0002-6001661 363 0esktop PC a
0002-6001661 362Keybord a
DDIDQ-BDm B61359Mictosoft Internet | | _ai_'l
a4 L3
Add commercial inventory [ yes
Save data to CWDB and go back to step one e
to add new components:
Back | Step ﬂ Create CI of ﬂ | Cancel | Finish

Fig.118 Configuration Management - Function “Create system/component” - create Cl

3.4.2  Action: Edit system

The function “Edit system” is displayed in a separate window. Here you can change all values of fields that are changeable

(not read-only).

T ITERRIATIORAL TOOLSET

== | Product I Location | Metwork dats | Comments | Characteristics | Components | Component attribut ==
—Customer's organisation data

Customer/Company Business unit
|Dem0 MICE Company - Presentations |UNKNO'I.-'\JN
Cost center+ Team

KOST3 i

rSystem - workstation responsible end user

Surname+ First name+
|Dem0 Uszer |Preserrtati0n2014|
—Location
Zip code+ City+ Building Office Room Socket Pateh panel
[123s5 | |Undervilace [t I [t |
Street+ Responsible field service (F5)
ainstreet 1 [pEmo DS PRESEMTATICN

Back | step 2| ‘iewlocation data of 7| | Cancel | Mext

Fig.119 Configuration Management - Function “Edit system”

To write the changes to the database press at least the button F/n/s/7on the last page.

31 August 2011, Page 84 of 139



T-Systems Enterprise Services GmbH T

Web Service Request Management (webSRM)

3.4.3  Action: Edit component

The function “Edit components” is displayed in a separate window. A technician can edit some attributes of the
components for the selected Service ID in this dialog. The function appears in the list when a service task containing a
Service ID has been selected.

Choose one of the radio buttons “All” (default), “Hardware” or “Others” to restrict the displayed components in the list.

Select a component from the list, fill in the required fields and click the Save button to save your changes in the database.
Proceed with the next component from the list.

T ! BITERIATIONAL TUOLSET

Service Il DEMO1001 Product  Standard Desktop
Components for Service ID Components to show (8 AL € Hardware ¢~ Others
24 entries returned - 24 entries matched Preferences » | Refresh ‘

Component Compaonent 0 Customer Clags Serial number Acouistion date | Status Loss dste Lost by

Aclobe Reacer 7.0 | 0 =
1 A0: 25 active
421 202007 10: 28 active
1201 2/2007 1028 active
121 2/2007 10:28 active

121202007 10: 28 active

Break and Fix Service Level: Bus0002-
Desktop PC 0002-6001661365
Feyhord 0002-6001661362
Microsoft Internet Explorer 6.0 0002-6001661359
hicrosoft Office 2003 Standard  0002-6001661358

Microsoft Outiook 2003 0002-6001661357 121272007 10:28 active

Monitor 21" 0002-6001661364 1201272007 10:28. damagad

Mouze 0002-B6001661361 HAMSITAST 1201202007 10:28 active

Shipping and Handling Service Le0002-6001661366 SERWICE_BSK 12N 202007 1028 wctive

Monitor: Del FLAT PAMEL 17" 0005-6000000735 ] 110202008 0% 41 active i
Windowes HP Professional 0002-6001661356 SNBSS 430202008 1353 lactive

Supply Complete System 0002-6001661365 SERVICE_PROCES 430202008 1353 lactive

Standard Desktop 0002-6001661355 PROFIL 21/08/2008 1812 active

hionitor 17" 00035-60000031 49741 HARACH 147 090272010 1219 1active

Standard Desktop 00035-60000031 502354 PROFIL 123 09/02/2010 12.21 active _';‘
<] | 3

Serial number Customer CI number

‘ stepﬂ Edit components: ofﬂ ‘ Closel

Fig.120 Configuration Management - Function “Edit component”

3.4.4  Action: Edit component attributes

The function “Edit component attributes” is displayed in a separate window. A technician can edit additional component
attributes for the selected Service ID in this dialog. The function appears in the list when a service task containing a Service
ID has been selected.

Just mark the attribute, fill in the value and press Save value. To delete the value, enter SNULL$ in the field and press Save
value. If the component attributes are required, you get an error and cannot delete the value.
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I TERRESTIONAL TUOLSET

Edit component sttributes |

Aftributes 1 von 1

Refresh

Service D | Componert 1D Attribute name  |Entry mode Access | Cat Sys
05752960  DO00:3-EB00000087 SRoom required  prite ES

Walue

-

Room
4.21 = Save value
| Step j hEnage component attributes of ﬂ | Close

Fig.121 Configuration Management - Function “Edit component attributes”

3.4.5  Action: Download systems/components

The function “Download system/component” is displayed in a separate window. Here you can download lists of systems
that are related to one or all of the companies that you have permissions to. The handling is similar to that of all other
downloads in webSRM.

- -} - - Systems-

ITERPERTIORAL TUOLIET

Filter | E:.:pgrt |

— Filter

Compaty

Demo MICE Compary - Presentations

1

Procezsing Status

[#] ardered

[#] inztalled
[#] in tranzfe
[#] inoperative
[#] delete

| Step

ﬂ Fitter

ufﬂ

Cloze Mest

Fig.122 Configuration Management - Function “Download system/component”

3.4.6  Action: Deactivate system/component

The function “Deactivate system/component” is displayed in a separate window. To deactivate a component you press the
button Deactivate component after marking the component that should be deactivated.
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For deactivating the complete system press the button Deactivate complete system. Then all active components will be

deactivated and the system gets the status inactive.

T I ITEARATIONAL TUOLSET

Deactivate systemicomponents

Service ID  DEMOD1O Product Standard Desktop

Status Active
15 ertries returned - 13 entries matched Refresh
Componert Cotmponert 10 Customer Clasz Serial
St rel De 1] 0002-GIMTO0001 7 FPROFIL
Shipping and Handling Service L 0002-6IMTO00015 SERWVICE_BSK
Microsaft Windows ¥P Professic 0002-GIMNTOO0020 MBS
Microzoft Cutlook 2003 0002-EIMTO0002 SWMCFF
Microzoft Office 2003 Standard  0002-BIMTO00022 SWCFF
Microsoft Internet Explorer 6.0 0002-GIMT000023 Sy EBBRVY
Adobe Resder 7.0 0002-EMTO00024 SWTERT |
hlouze 0002-EIMNTO00025 HAMALTAST
Kewbord Q002-EIMNTO00026 HAMALTAST
Desktop PC 0002-EIMNTO00027 HADESKPC
Eﬂ'ﬁl’nﬁ“nﬂ‘ Ermicct 2003 Standard nnm.nlrlTnnnma SAMERTL _'|j

Deactivate complete system | Deactivate component

Hint : Deactivating components does not affect commer cial inventory!

|Step ﬂ Deactivate sy stemicomponernt Ufﬂ | Finizh

Fig.123 Configuration Management - Function “Deactivate system/component”

3.4.7  Action: Activate system/component

The function “Activate system/component” is displayed in a separate window. To activate a component you press the
button Reactivate componentafter marking the component that should be reactivated. If the system is inactive, it will be

also reactivated.

T I ITEARATIONAL TUOLSET

Reactivate components

Service I DEMCO101 Product Standard Desktop
Status Active

Components for Service D1 of 1 Refresh
Componert

Customer Serial

Cotmponert 10

4] | o
Reactivate componernt
Hint : Activating components does not affect commercial inventory!
| Step ﬂ Reactivate systemicomponert of ﬂ | Finizh

Fig.124 Configuration Management - Function “Activate system/component”
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3.4.8  Action: Delete component

The function “Delete component” is displayed in a separate window. To delete a component you press the button De/ete
after marking the component that should be deleted.

IMPORTANT: You cannot undo this action!

T FITEMPLATICR AL TOL S

Delete components |

Service ID  DEMODM01

Components for Service ID

Produet Standard Desktop

16 ertries returned - 16 entries matched Refresh
Component Component 1D Customer Class Serial
Stancard 1] 0 MTOOOM 7 FPROFIL

Shipping and Handling Service L 0002-6IMTO000M 3 SERWICE_BSH

Break and Fix Service Level Bus 0002-8IMTOO0015 SERVICESL

Microsaft Windows XP Professic 0002-GINTOOO020 SYWBS

Microsoft Cutlook 2003 0002-6IMTO00021 SWWOFF

Microsoft Office 2003 Standard 0002-GINTOOO022 SYWOFF

Microsaft Internet Explorer 60 0002-6IMTO00023 SYOAWEBBRWY

Adobe Reader 7.0 0002-6IMTO00024 SWTEXT

Mouse 0002-6IMTO00025 HMAMALTAST =
Kevyhard 0002-GIMTO0002E HMAMALTAST

Desktop PC 0o0z-GIMTO00027 HMNDESHPC

Microsoft Project 2003 Standard 0002-GINTOOO029 SYWPROW -
1 | Eb

Delete component |

|Step ﬂ Delete component

of 1] | Finish

Fig.125 Configuration Management - Function “Delete component”

3.4.9

Action: Repair component

The function “Repair component” is displayed in a separate window. To set components in stocks for example active after

they have been repaired you mark the defect component and press the button Reparr.
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Repair components

Service I DEMCO1MM

Components for Service ID

Product  Standard Desktop

16 ertries returned - 16 entries matched Refresh |
Class Serial number Acquisition date | Status Lozs date
SWOFF 11202008 1214 active =
SWOFF 111202005 1214 active
SNVEBBRYY 111202005 1214 active
SWTEXT 11122008 12:14: active
HAMATAST 11202008 12:14: active
HAMALTAST 111272008 12:14: active
HADESKPC 11122008 12:14: active
SWPROY 11122008 12:14: active
SWNVEBDSG 11122008 12:14: active
SERYICE_PROCE! 11122008 1214 active
PROFIL 0123456 11182005 11:14: active
HiAMAC J2F2008 11:43:C damaged -
4 I 3 I_

Send to vendorl Defect | Repair |

|Step ﬂ Repair component

of 1] |

Finizh

Fig.126 Configuration Management - Function “Repair component”

3.4.10 Action: Transfer component

The function “Transfer component” is displayed in a separate window. Here you can transfer components from one
Service ID to another. You can transfer them in both directions by using the button “<” or “>” between the tables.
IMPORTANT: You should avoid transferring components from one company to another.

T

MITEHELSTIORAL TaO L= T

Transfer components

ar

= rl
Shipping and Ha

Adobe Reader 7.0
houze

1]

ndling Service Ly 0002-GIMTO0001 S
Break and Fix Service Level: Bu: 0002-6INTO00015
Microsoft Windows XP Professic 0002-8INTO00020
Wicrosoft Cutlook 2003
Microsoft Office 2003 Standard 0002-6INTOO00022
Microsoft Internet Explorer 5.0 0002-BINTOO0023

0 | TOO!

0002-GIMTO00021 _

0002-6IMTO00024
0002-6IMTO00025

Shipping and Handing Service L 0002-6MTO00033
Break and Fix Service Level Bus: D002-6IMTO00034
Microzoft Windowws ¥XP Professic 0002-6IMTO0003S

Microsoft Outlook 2003 0002-6IMTO00036
Microzoft Office 2003 Standard  0002-6INTO00037
Microsoft Internet Explorer 6.0 0002-6INTO0003E
Adobe Reader 7.0 0002-GINTO00039
Mouse 0002-6INTO00040
< |

Service I DEMOO1D1 Service ID +  [15949306
Product Standard Desktop Product + |Developer Desktop
User Demo_zer, Presentation2014 User Demo_User, Presentation2014
Company  Demo MCE Company - Presentations Company Demo MICE Company - Presentations
Components for Service ID Components for Service ID

16 entries returned - 16 entries matched Refresh 14 entries returned - 14 entries matched Refresh
Component Component |0 Custome Component Componernt 1D Custame

Step ﬂ Transfer component

or 1] |

Fig.127 Configuration Management - Function “Transfer component”

3.4.11

Action: Search for system/component
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The function “Search for system/component” is displayed in a separate window. In this dialog you can search for a
configuration item by several pre-defined criteria.

The search criteria are (pre-defined):
e C(ClID/AssetID
e  Serial number
e Customer equipment ID
e SenicelD

For each criterion a particular value is required in the field “Search value”, e.g. a serial number. Click on
the button Searchto start the request. If the configuration item was found, the dialog “Show related
system” will be displayed.

T ITTEAMATIONAL TUOLSET

Search for CI | Search for properties |

Search criteria Search valus

& CHD / dzzet 1D Search
@ Serial number |

i Customer component [0

© Service D

| Step J Search for sy stemicompanent of g | Cloze Mest

Fig.128 Configuration Management - Function “Search for system/component”

Dazu sind folgende Schritte durchzufiihren:

On the second page systems can be searched by attributes. The following steps describe the initialisation of the attribute
search:

1. Select a company

2. Select a product

3. (optional) The search result can be restricted by adding attribute conditions. It is possible to combine more than one
attribute condition. Attribute conditions are combines by using the logical joins AND and OR. To add an attribute condition
the following steps are necessary:

3.1 Select attribute

3.2 Enter attribute value

3.3 Select logical join (AND, OR)

3.4 Press button ADD Condiitionto add the condition

For different attribute conditions repeat the step 3.1-3.4 above.

Added attribute conditions can be removed after selection at the table by pressing the button RZEMOVE Condiition.

4, Start search by pressing the button Search

The button Resetresets the complete search condition.
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T BT TEMPIATIUNAL TUOLIET
Search for O | Search for properties | Admin | Admin2 |
Carnpany | j Atribute | j
Kind of system | j Atribute value |
Product 1D | Logical join | j
REMODYE Condition ADD Condition
T able has Mat been Loaded Search |
Attribute Attribute value Logical join Reset |
Back | |  Step 2| Searchforattibutes of 2| | Finish

Fig.129 Configuration Management - Function “Search for attributes”

3.4.12 Action: Lost component

The function “Lost component” is displayed in a separate window. If a component is lost, you can mark it, set the date

when it was lost and press the button Lost.

T I TEHRLATIGN AL TOOLIET

Lost components

Service ID 05949506 Product Developer Deskiop

Components for Service ID

14 entries returned - 14 entries matched Refresh
Component Component ID Customer Class Setial
Developer Desktop oo I TO0 PROFIL

Shipping and Handling Service L 0002-6INTO00033 SERVICE_BSK

Break and Fix Service Level: Bu: 0002-6IMTO00034 SERWICESL

Microsaft Windowes XP Professic 0002-EINTO0003S SWES

Microsaft Outlook 2003 0002-EIMTa00036 SWIOFF

Microsoft Office 2003 Standard  0002-E6INTO00037 SWIOFF =
Microsaoft Internet Explorer 6.0 0002-6INTO00035 SwaAESBRW

Adobe Reader 7.0 0002-EIMT000039 SWTERT

Mouse Q002-EiMTa00040 HAMALTAST

| |

o
Loston  [12/2/2005 4:55:17 FM | Lost

|Ste|:| ﬂ lost component Dfﬂ | Finish

Fig.130 Configuration Management - Function “Lost component”

3.4.13 Action: Manage stocks

On the stock setup page the service ID can be renamed. The stock can be also restricted to the set location. In this case

the stock is only available for actions on systems at the same location.
To create a stock close the dialog by using the button Finish on the last page.

IMPORTANT: You can not undo this action!
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‘T MIZHLSTIONAL TOOLIET

Stock setup | Stock attributes | List of stocks

Company |Dem0 MICE Company - Prezentations
Service/Stock 1D
1. Rename the Service ID, if you like, to a value with exactly 8 digits. DEMOOT01
Best practice: 2 digitz = Top level domain of the country For United Kingdorm,
3 digits = Shortcut for the city Laoncdon, First stock:
3 digits = Court UKLKDO01
2. Shall the stock only be available for customers located at this site ? I vyes

Customer address 12345, Undervillage, Mainstreet 1

3. if you want a different company to be owner of the stock,
please contact wehSRM-Support via mail.

| Step ﬂ Stock setup ufﬂ | Cancel | Mext

Fig.131 Configuration Management - Function “Manage stocks” - stock setup

The following stock attribute could be set:
e Spare part stock (used for the function “Update CMDB - swap”)
e  Fullfillment stock (used for the functions “Update CMDB - Install/Add” and “Update CMDB - Dispose”)
e  Fault report (used for the function “Update CMDB - swap”)

T MTEHMATIONAL TOOLSET

Stack sefup | Stock sttributes | List of stocks |

Company |Dem0 MICE Company - Presentstions

1. Shall the stock be available as stock for spare part management?

Share part stock ¥ ves

2. Shall the stock be available as stock for service request fullfillment 2
Fullfilliment stock v yes

3. Do you want a fault report to be created when a component is used
for spare part management?

Fault report [ active

Back | Step ﬂ Stock attributes ofﬂ | Cancel | Mext

Fig.132 Configuration Management - Function “Manage stocks” - stock attributes

Onthe page “List of stock” are all stocks of the company of the selected system/stock displayed.

31 August 2011, Page 92 of 139



T-Systems Enterprise Services GmbH

‘[* - -Systems-

Web Service Request Management (webSRM)

«« [--Systems-  wnzsngAL TooLsEr

Stock setup | Stock attributes | List of stocks

Company |Dem0 MICE Company - Presentstions

Refresh

Service ID Fullfilment stock | Spare part stock  Fault report For customer Status

DEMZO0101 inztallecd

Yes =3 YES

Back | step 3| othersocks of 3| | cancel | Firish

Fig.133 Configuration Management - Function “Manage stocks” - list of stocks

3.4.14 Action: Print label

With this action labels for components or systems (Service IDs) can be printed on any usual A4 letter format with a laser

printer.
A PDF document will be generated and shown in the browser when pressing the Componentiabelor the Service /D label
button.
Individual label formats can be edited using the Add, Save or Remove button. The formats can be reused for the next print
label action.
«« [ - - Systems- BITEAMATIONAL TOOLSE T
Print label |
Pageformat A Save | Remaove |
Taop margin Bottom margin  |Left margin Fight margin Lakel width Lakel height
=l
Top Bottom Left Rigghit Wicth Heigkit
Margin | | | | mim Label lulul
Service ID DEMCO101 Ry :|: Calumn :|: Componentlabel | Service ID label |
Component 1D Component Clags ~ Serial Mo, Customer Comp. ID
0002-BINTOD002E Keybord HAMALTAST
0002-EINTO00025 Mouse HAMALTAST
0002-6INTO00017 Standard Desktop PROFIL —
0005-500000277% Standard Natebor FROFIL 0123455

0002-6IMTO000M & Shipping and Ham SERVICE_BEK
0002-6IMTO00031 Supply Complete | SERVICE_PROCE:

Ih 1T A Cluim L = o e

| Step ﬂ Print component label of ﬂ | Close

Fig.134 Configuration Management - Function “Print label”
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3.4.15 Action: Import system data

T ISTEARATIONAL TOOLSET
Import system dats |
Responze email address
Company
| -]
Import content
-]

Import file Load file |

Hinit : for import systems [ components

| Step ﬂ Import sy stem data ufﬂ | Cancel | Finizsh |

Fig.135 Configuration Management - Function “Import system data”

3.4.16 System Info Tab Panel

Tab: Config ltem

Canfig [tem | Contact |

Company Demo MICE Company - Fresentations Cost center 12345

Profile name Standard Laptop Activation date

Service level Product Standard Laptop
Service ID 05209418 Productkey

Fig.136 Configuration Management - System Info Tab: Config ltem

The tab “Config ltem” shows the profile name, the activation date, the service level, the product name, the service ID and
the product key for the selected system.

Tab: Contact

Config Item | Contact |

Contact Demo_Uszer, Presentations Address 12345 Undervillage Mainstreet 1
Phone 0049 01212 454545 E-Mail address  ictrall(@t-spstems comn
Fax 00439 012345 67390

Fig.137 Configuration Management - System Info Tab: Contact

The tab “Contact” shows the contact information and the address of the contact.

System Components Area
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Companent Customer | Serial number
Mouze B 7

b oritor 19"

Laptop Bag

Standard Lapt...

Fig.138 Configuration Management - System Components Area

In this area the components of the related system are displayed.
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3.5 Incident Management

++ - Systems-

DITEHRATIONAL TUOLS=T ||Ill:i(|en‘t Management

B

Imprirt Privacy Contact Help Logout

Selection Options

Search for |New Inciderts

j with value |

Search!

Incidents ﬂ Page |1 j ﬁ Preferences | Refresh | Actions Preferences + |
Surname City Street Service 1D _Ca‘tegory Source date QLA date SLA deadline Close date  ||Function
Demo_lser Undervillage Minstrest 1 EXT &ccor Hardw 07i01,/2008 13:54:1 Showy related tasks ;I
Demo_Lser Undervilage  Mainstrest1 " EXT Accor HardwOTOT2008 13540 |
Demo_lser Undervillage Mainstrest 1 EXT &ccor Hardyw 070172008 13:54:1
Schneider Dortmund Dilsterstr. 32-34 EXT Accor Harcha 1 8i01/2008 14:02:
Schneider Dortmund Dilsterstr. 32-34 EXT Accor Harche 1 8101/2008 14:02:
Schneider Dortmund Diilsterstr. 32-34 EXT Accor Harcha 1 8i01/2008 14:02:
Schneider Dortmund Dilsterstr. 32-34 EXT Accor Harche 1 8101/2008 14:02:
Demo_ser Undervillage Mainstrest 1 EXT ITi@School He22006/2009 12:15:
4] | v =
Task | Details | Additional cortacts
Company Demo MICE Company - Presentations A =
07401 £2005 13:55:17 Roland Dietsch =
Contact Demao_User, Presentationt Contact address 12345 Undervilage, Mainstreet 1 EXT Accor Hardware Local Client
Desktop Fehleranzeige |
Phone 00490121 2i454545 Category EXT Accor Hardwware Local Client Desktop Fehleranzeige
0701 £2005 13:55:17 Roland Dietsch
Deseription test test
NEME N2 201 4- 52 DNama | loar A cmin Av

Fig.139 Incident Management Front-end

The Incident Management consists of

¢ the selection option panel (at the top of the page)

¢ the incident overview (in the middle of the page)

e the incident action panel (on the right frame of the page)
[}

the detailed information of the selected incident (on the bottom of the page)

There are all new incidents displayed which correspond to the permissions of the current user. After selection of an

incident the details at the bottom are filled and the functions table on the right is refreshed.

This module can only be used as an overview for incidents. There are no possibilities to work on an incident ticket.
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Selection options panel

Selection Options

Search for |New Inciderts j with value Search !

Fig.140 Incident Management - Selection options panel

You can reduce the number of incidents displayed in the incident overview by using pre-defined filters. A filter consists of
the filter name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no additional value
is required for the filter the field “with value” is write-protected.

Search for
Here you can select a pre-defined filter to reduce the number of contracts and/or additional postings. Only those contracts
or additional postings will be displayed which match the criteria.

With value
In this field additional search criteria must be entered if required by the filter definition.

Incident overview

Incidents j Page |1 j ﬂ Preferences Refresh
Surname City Street Service ID Category Source date QLA date SLA deadline Close date
Demao_Liser Undervillage Mainztrest 1 EXT Accor Hardwe 070172008 13541

al =

Mazinstrest 1

o = Y

EXT &ccor Hardw 07001 2005 13:54:I

Demo_Llser Uncletvillage

Demao_Llser Uncletrvillage Mainstrest 1 EXT Accor Hard 07001720058 13541
Schneider Cortmund Disterstr. 32-34 EXT Accor Hardw 15801 /2008 14:02:
Schneider Dartmuncd Disterstr. 32-34 EXT &ccor Hardw 180172008 14:02:
Schneider Dartmuncd Disterstr. 32-34 EXT &ccor Hardw 1501 72005 14:02::
Schreider Dortmund Disterstr. 32-34 EXT Accor Hard 15801 /2005 14:02:
Demo_Lser Undervillage Mainstreet 1 EXT IT@School He2206/2009 1215

1| | +
Fig.141 Incident Management - Incident Overview

3.5.1 Action: Show related tasks

This link displays the Task Management using a search filter to display the appropriate tasks to the selected incident.

3.5.2  Action: Show history

This function displays the incident history in a new dialog.
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T MTERMATIONAL TOOLSE T

091272008 14:19:44 Jaeckizch Christian o M
Status: Fugewiesen, Gruppe: DEMO DS FIELD_SERVICE, Mutzer: Demo Andreasiviegand,
Gewe Prio 3, Submittergruppe: RSC Test;

0951272009 14:536:23 Demo_Uizer Presentstions

Status; Anerkannt, Gruppe: DEMO DS PRESENTATION, Mutzer: Demo_User Presentations,
ey JPrio 3

Serviceauftrag: BAS001117119764, Servicestatus: In Bearbeitung

12/01,/2010 16:14:09 Demo_User Admint

Status: Anerkannt, Gruppe: DEMO DS PRESEMTATION, Mutzer: Dema_User Presentations,

Gewy 2Prio 3,

Serviceauftrag: BAS001117119764, Servicestatus: In Bearbeitung

420101255 39 Demn | =er Admind _'I

| Step ﬂ Show incident history Ufﬂ | Cloze

Fig.142 Incident Management - Show history
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3.6 LBU Administration

T . 1S BT RPLATICONAL THaLEE T |LBU Administration - Imprint  Privacy Contact Help Logout
Selection Options
Search for |AII teams j with value | Search !
Teams Refresh | Actionz
Team & I Phone Fax E-mail address  |OM Dispatcher  |IM Dispatcher Function

bl 2169 i il DER I Mewy employes ;I

DEMO DS FIELD _SERWICE 1745 004915805224511 004918053344900 olibss help@t-sys Demo Andreazivi Demo AndreasiWiegand Mewy team
DEMO DS OPERATION 1745 1231212 9595957 mail Dema Gerrietvents Demao Marinus'isser Manage roles
DEMO DS PRESEMTATICN 1744 12375768 124868 wwebsrm . supportE Demo YilmazTiker Demao YimazTiken Manage additional team membership
DEMC DS SUPPORT 1897 1 1 m DERMC DS SUPPO DEMO IDS SUPPORT Ink Reszet Pazawaord
DEMC DS TRAIM 2244 o 1] MM m DEMO DS . TRAIM | DEMO DS . TRAIM [N Manage shipment addresses
TS-MY D55 DEMO 2113 - - TS-MY DSS DEMC TS-WY D35 DEMO IN Change team

Manage assignment team lists
Transter employes

LEL averview:

Manage LBU rales

Reqguest user deactivation
Manage LB teams

Team information

Hame DEMO DS . ADMIN OM Dispatcher  DEMO DS ADMIN I sy
User

Phone 0 IM Dispatcher DEMO DS ADIN I IMT_DERC DS ADIN I =
INT_Dema_User Admin

Fax o

E-mail address  mail@mail.mm

Fig.143 LBU Administration Frontend

The LBU Administration consists of
¢ the selection option panel (at the top of the page)
* the team overview (in the middle of the page)
* the team action panel (on the right frame of the page)
e the detailed information of the selected team (on the bottom of the page)

The team overview shows all teams which can be managed by the user according to his configured permissions. By
Default the first team is selected and the detailed information about the team is shown in the detail pane. The local
business unit action panel shows all possible actions which can be performed on the selected team.

Using the Local Business Unit Administration the user can create and manage employees and teams for his permissions.
He is able to assign or transfer employees to his teams and give employees different roles.

Selection Options Panel

Selection Options

Search for |A|| teams j with value| Search ! |
Fig.144 LBU Administration Frontend - Selection Options Panel

You can reduce the number of teams displayed in the team overview by using pre-defined filters. A filter consists of the
filter name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no additional value is
required for the filter the field “with value” is write-protected.

Search for

Here you can select a pre-defined filter to reduce the number of teams. Only those teams will be displayed who match the
criteria.

31 August 2011, Page 99 of 139




T-Systems Enterprise Services GmbH T S
I - -Systems-

Web Service Request Management (webSRM)

With value
In this field additional search criteria must be entered if required by the filter definition.

Filter Examples:
e Allteams: Shows all teams which can be processed by the user according to the user’s rights.
e  Search forteam by name in Field "with value™ Shows all teams related to the value. This filter requires a value i.e.
in this case the name of a team.

Team Overview

Teams Fefresh
Tearn« D Phone Fax E-mail addrezs  |OM Dispatcher | IM Dizpatcher

DEMD.IDS. A0MIN 2169 0 0 rnail@rnail. i DEMOIDS.AD... DEMOIDS.ADMININ
DEMOIDS.FIELD_SERYICE 1745 00431 805224511 0049180533449, olibss help@t-zy... Demo Andreas... Demo Andreaswiegand
DEMOIDS. OFPERATION 1748 1231212 9398937 il Demo Gemgten... Demo Marinustizzer
DEMOIDS. PRESEMTATION 1744 12378763 124864 webzim,support... Demo vilmazTilk... Demo vimazTilken
DEMO.IDS.SUPPORT 18597 1 1 m DEMO.IDS.SUP... DEMO.IDS.SUPPORT In...
DEMOIDS. TRAIM 2244 0 0 e DEMOIDS. TRA... DEMO.IDS TRAIN IN

Fig.145 LBU Administration - Team Overview

The team list can be sorted by column. Just click on the team for example and the list will be sorted after teams.
To refresh the panel click on the button Refresh.

With the arrow keys you can skip from one page to another.

Selecting a team will highlight the related row in magenta.

Team Actions Panel

Actions

Function

Mew employes

e tearn

ki anage roles

tanage additional team membership
Rezet Pazsword

tdanage shipment addreszes
Change team

tanage azzignment tean liztz
Transfer emplayes

LEL overview

Request user deactivation

Fig.146 LBU Administration - Team Actions Panel
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In the actions panel a list of functions for the processing of the selected team is displayed. The number of functions shown

in the actions panel depends on several criteria like the status of the order, the role concept and the resultant access rights
assigned to the user.

3.6.1  Action: New employee

To enter data for a new employee of a team, a new window opens. The dialog consists of the following steps:
e  Userinformation

¢ Org. unit
e  (Generate account
User information: On this page the user has to enter all needed data for creating a new user account. All Fields
with a bold label are required Fields.
Org. unit: On the second Page the user enters all Information about the Org. Unit the new employee

works for. Company name and Team are set by default values, depending on the selected team
in the team overview, but can be changed. The country and address can be chosen from
combo boxes which contain the data for the selected company. All Fields with a bold label are
required Fields. Please note that by assigning the employee to a team, the team automatically
inherits all roles from the employee and the Delivery Manager now can assign this teamto a
certain combination of required service module and company.

Generate account: Shows the generated login name which will be used for the new employee. Login name and
password are the same. The login name can be overwritten before saving, but cannot be
changed after saving.

The employee is created by clicking the Finish button.

T MITZSSTIOHAL TOOLSE T

User information | Org. unit | Generate account |

Aholsiho-D + If the uzer already exists inthe system,
vou can search for the data
| weith the Whaolswho-ID.

Title Academic title Position specific title
~|| | =
Surname + Firstname +
E-miail adress + Language
| S -]
example outlook: firstname sumame @t-swstems . com
Int. code Area code Phone
|UU49 - | | Mewy reference entry in customer databas [ yes
2.nt. code 2. Areacode 2 Phone
L |
Int. c. fax  Fax code Fax numker
R |
javascript: | Step ﬂ Enter user information of ﬂ | Cancel et |

Fig.147 LBU Administration - Function “New employee”

3.6.2  Action: New team

The function “New team” is displayed in a separate window. In this dialog you can create a new team which can
afterwards work in webSRM. Because a new team is created, the selected team in the team list does not matter.
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To create a new team just fill in all needed data as Team name, Phone number, Fax number and E-Mail address. The
workflow will compose the team name by appending the three levels separated by a dot.
On the second page the naming convention is displayed.

The team can be configured for Cosima transfer which means that an email with a configuration request will be
automatically been sent. New teams are always created in capital letters. Furthermore an order INBOX identifier and an
incident INBOX identifier are automatically created.

The entered data is saved by clicking the Save data button.

T I FTEF LA TICI AL FEREIL = T
Mew team | M arning convention |

Level 1 Level 2 Level 3/4
For the dezcription of the levels
zee the haming corvention |
T eam name |

A mail will b2 sent
Configuration for Cosirma transfer ) pes with the request for configuration
Phore |
Fax |
E-mail addrezs | =
Ok Dizpatcher | j
I Dizpatcher | j
Save data |
| Step j Save team information of ﬂ | Cloze | M et |

Fig.148 LBU Administration - Function “New team”

3.6.3  Action: Manage roles

The function “Manage roles” is displayed in a new window and is divided into two lists. The left list shows all employees for
the selected team in the team overview. The right list shows all roles for the selected employee.
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T MTERMATIONAL TOOLSET

Mansge roles | Permizsians | Assignment | AdminZ |

Manage roles for team DEMO.IDS.ADMIN
Emplovees Roles

Sur- and Laogin name GERMAMNY Local_assset_Manager_Mon_hDE -
DEMO DS ADMIN IMT_DEMO IDS ADM =] | GERMANY IM_IEWY

GERMANY Commercial_nvertory _anager
UMNITED KINGDOM MDS_FS_technician

UNITED KINGDOM MDS_FS_dispatcher

LUNITED KINGDOWM MDS_FS_spare_part_switch
UMITED KINGDOM MDS_RS_technician

UNITED KINGDOM MDS_RS_dispatcher

UNITED KINGDOM Customer _owwn_support_tesm
UMNITED KINGDOM Local_Asset_Manager_Mon_DS
UNITED KINGDOM IM_WIEW

Deno_| Acdmir [MT _

LUNITED KINGDOM Commercial_Invertory_Manager z
Add roles to employes | Delete roles from employes
Team User
- Copy roles to employes |

| Step ﬂ Add roles to team members ufﬂ | Close Mlest
Fig.149 LBU Administration - Function “Manage roles”

By clicking the Add roles fo employee button another Dialog is opened. To map a certain Role to an employee the user
has to select a module from the list and a country from the country combo box. The mapping is saved by clicking the Add
selected roles fo employee button. It is possible to select more than one module at a time by using the sAiftor ctr/key.
Please keep in mind that the employee has to be assigned to a team. The team than is assigned to a requested
combination of service module and country, not the employee himself. The team inherits all roles from all assigned

employees.
T FITEHPETIORAL TOOLSST
Add roles |
Addrolesfor Team member Demo_User Admin

Business-Model |MDS Standard-Service j Courtry j
1. Select the courtry the role is for

2, Select the roles [RSiiEE |

wehich the user will get. hociule Role

MDS Figld Servics : r

3. Press the button "Add selected roles
to employves".

4. The roles will be saved immediately
and & message will be showwn,

5. After adding all skils cloze the dislog.

MDS Remote Sery MDS_RS_technician
MDS Field Service Local_Asset_Manager_Non_WDS
MDE Field Service MDE_FS_spare_part_switch
MDE Field Service IM_WVIEA

MD'S Field Service Customer_asset_view

MDS Field Service MDS_F5_technician

MDE Remate Serw WMDE_RE_dispatcher

MDE Field Service Commercial_Inventory_Manager
Data Import Ch_Data_Import

MDS Field Service Customer_owven_support_team

Add selected roles to employee |

| Step ﬂ #dd roles to selected team member of ﬂ | Close |

Fig.150 LBU Administration - Function “Manage roles” - add roles

By selecting already mapped roles from the roles list and clicking the Delete roles from employee button,

the selected roles are deleted.

To copy roles from one user to another, use the following steps:
e  Select the user who got the roles you want to copy.
e  Mark the roles which you want to copy
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e Select the team of the destination user and the user by using the menus below the roles table
¢ Click the button Copy roles to employeeto copy the roles to the selected user

T MTERMATIONAL TOOLSET

Manage roles | Permizzions | Assignment | AdminZ |

Manage permissions for team pEMO.IDS.ADMIN

Emplovees
Sur- and Login narme
DEMC DS ADKIN INT_DEMO DS ADMd By default 3 user can see all tickets that he has permizsions to

Deno_| Addmir IMNT_Detni c thraugh the combinstion of country and company,

not regarding the team, the ticket iz assigned to.

The assignee group and the assignee are only a possibility
to fitter the ticket list.

Here you can determing, that the user may only see tickets,
that are assigned to & team he belongs to 53 3 member,

Save

Back | Step ﬂ hianage pemmissions of ﬂ | Close et

Fig.151 LBU Administration - Function “Manage roles” - permissions

Regarding the permissions you can determine whether the selected user may see all tickets he has permissions to by
company and country, which is the default, or the user may only see tickets assigned to the team/s he belongs to.

T MTEHITIONAL TUOLSET

Marage roles | Permizzions | Assignment

Manage assignment for team DEMO.lDS.ADMINl

Employees

Sur- and Login name
DEMO 'IDS'ADMI IMT_DEMO 'IDS'ADMCI By default @ user can assign tickets to all teams that are part of
Demio_L Aclmir INT_Demo_L Al the =ervice organization of the customer.

Thiz iz configured in the application "Service Level Management"
with the function "Manage service organisation”.

Here you can determine different weays for the tickets assignment

Assignment {~ cannot assign to other team
™ can only assign to assignment list below
{* can aszsign to all teams of the service organization

Azzignment list j

x Save

Back | Step ﬂ hianage aszignments of ﬂ | Cloge

Fig.152 LBU Administration - Function “Manage roles” - assignment

For assignment purposes you can restrict the selected user to assign to no other team,
or to assign to an assignment list which must be defined with the function “Manage assignment team list”,
orto assign to all teams of the service organisations, which is default.

3.6.4  Action: Manage additional team membership
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The function “Manage secondary team membership” opens a new dialog in which a user can be assigned to one or more

additional teams.

By mapping users to one or more secondary teams, the user gets additional permissions according to his roles and
according to the engagement of the mapped teams in any service organisation.

- - - -Systems-

IITEHPATIONAL TOUOLSET

M anage additional team memberzhip |

Actual team
DEMO.IDS ADMIM
Additional team

= | Add

Del

User of the actual team

Additional teams of the selected uzer

Uszer name
DEMOLI

Login name

Team name Team-ID

HINT : By mapping ugzers to one or mare secondary teams, the user gets
additional permissions according to hiz roles and according to the
engagement of the mapped teams in any service organization.

| Slepj Manage additional teams

of j | Close

Fig.153 LBU Administration - Function “Manage additional team membership”

3.6.5  Action: Reset password

The function “Reset password” opens a new dialog in which the LBU administrator can set the password of users of his
teams to a new value. The default value is the login name of the selected user.

+« T -« Systems:-

ITTERREATICNAL TUOLIET

Manage uzer profile |

Manage profiles for team

DEMO.IDS ADMIN

Employees

Sur- and firstname| Login name

Pazzword

Canfirm password

Save paszword

Modify profile |

| Step j

Reset password

of ﬂ | Close

Fig.154 LBU Administration - Function “Reset password”
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With the button Modiify profilethe “Modify my profile” dialog of the selected user is opened. All profile data will be saved if
the dialog is closed by using the button Finish.

T IFTERPETICRAL TOOLSET
by profile | Preferences | Fitter | Messages | Abzence | Roles |
Pazzweord AR RRNEE RN RN R R
Confirm password  (weessssssssessssssssssssnses
Cost center TRAINDZ j
E-mail address IMT .maildummyigednzk bmbg01 telekom de
Int. code Area code Phone
Telephone oo
Fax oo
| Step 1] Updatemy datm of 5| | cancel | Mest

Fig.155 LBU Administration - Function “Reset password” - modify profile

3.6.6  Action: Manage shipment addresses

T I TERELATIOAL TUOLEET
Dwerview | Manage shipment adresses
Team DEMOIDS ADMIN
Shipment addresses Refresh
Postal code City Street Building Foom Surname
4 *
Activate | Deactivate
| Step 1| Tesm stpment sdiresses of 2| ] Cancel | Nest

Fig.156 LBU Administration - Function “Manage shipment addresses”

3.6.7  Action: Change team

The Function “Change team” displays the same window as the Function “New team”, but the user does not create a new
team. Instead he changes the Data for the selected team in the team overview. The only Data which can not be changed is
the team name. By clicking the button 7ransfer employee, the user gets the dialog for transferring employees between
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teams which is described in Action: Transfer employee later in this chapter. The changed data is saved by clicking the
Save databutton.

T IR TERRATICOAL TUOLEET

Manage team | Marning corvention |

Level 1 Level 2 Level 3/4
For the description of the levels
see the naming convention |DEMU _|Ib& _ [ADMIN
Team name [DEMO.IDS ADMIN

A mail will be sent
Configuration for Cozsima transfer @ yes with the request for configuration
Phione |D
Fax |D
E-mail address |mail@mail.mm =
OM Dispatcher [DEMO.IDS ADMIN IN =]
It Dizpatcher |DEMD.IDS..&DMIN IM j
Trarsfer emplopes | Save data |
| Step j Save team information of ﬂ | Close et

Fig.157 LBU Administration - Function “Change team”

3.6.8  Action: Manage assignment team lists

Within the function “Manage roles” you can restrict users to an assignment team list. In order to be able to select a list in
this function, you first have to create an assignment team list here and add several teams.

T LITERMATIONAL T LT
M anage aszsignment lists
Agsignment list name Team name
Add | |v| add
Mame the ligt &.g. "Company_A_Customer_own_teams'' Only teams of your rezponzibility can be added.
r'ou can only delete assignment lizts of which you ane the owner. Al teams of the list are visible
But you can see all exizting assignment lists. “Y'ou can only delete teams that pou are responsible for.
Azzignment ligts Refresh Teams Refresh
Aszsignment list | Owner Team name

Springe; pringer. BB
Shel-GEC Romeijn Frido Cust. 5 pringer. Clarification
Argenting Demao_Uzer Admind Cuszt. S pringer. F acility
Swec Kasper Ken Cust. Springer. | TShop

Cust, S pringer. Mobile_Phone
Cust. S pringer. Postini

Cust. 5 pringer. Purchaze
Cust. 5 pringer. SAPBW

Cust. 5pringer. SAM

Cuzt Sorinner SAP hd
Uelete Ueleie
| Step 1] Mansge sssignmentist of 1] ] Firish

Fig.158 LBU Administration - Function “Manage assignment team lists”

You can delete an assignment list only if you are the owner if the list. You can add teams to this list from the ones you are
responsible for. These are those you can see in the LBU-Administration. You can see all teams in the list, but you can only
delete teams that you are responsible for. Be aware that within the function “Manage roles” everybody can use all
assignments team lists.

If a user is restricted to an assignment list and the list doesn’t exist or is empty, there will be no teams provided in the menu
with the assignment teams in the assignment functions for him.
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In addition only teams will be shown in the assignment functions which are configured in the service organisation for the

company and at the same time are part of the assignment team list.

3.6.9  Action: Transfer employee

The function “Transfer employee” opens a new Dialog in which the User can transfer an employee from one team to
another. To do that, the User has to select the employee from the list and the new team from the combo box. The transfer
is completed by clicking the Transfer employee to new team Button. If the User selected the Defete RolesFlag, all roles the
employee had in the old team, are deleted.

Tranzfer emplopes

T ITTERRATICNAL TOULIET

Tranzfer employee from

to

1. Select a new tearn from the menu

2. Click onthe button "Transfer employes
ta new team”

3. The employee will be removed from
the old team

4. 'ou can choose whether all roles
for the emploves will be deleted or not.

Old team DEMD.IDS_ADMIN

Mew team j
Employees
Lagin harme Firzt and surname

DEMO.IDS.AD..

DEMO.IDS ADMIN Inbox

Delete roles O yes

Transfer emplopee bo new team |

| Step J Transfer team members to other t2am

olj

Cloze

Fig.159 LBU Administration - Function “Transfer employee”

3.6.10 Action: LBU overview

The function “LBU overview” opens in a new window and gives the user an overview about all mapped Roles, Teams and

Countries.

There are two ways to get an overview and therefore two steps in this dialog.
The first one is to download one of the four excel files and open or save it.
Each version is explained and shows the results according to different input data.
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T MTERMATIONAL TOOLIET

Eviel Expart | Roles of my team

Please select your Export:

=
] Ewport Data of all your Teams
Export Teams
4 ] Export Data of all your Employess

Expait Employess+Teams [incl. their Tean Data)

4 ] Erport Data of all your Roles

Export Roles+Employees+T eams lincl. Employees and Team Datal

i ] Export Data of all your Comparies
[incl. Roles, Employees and Team Data)

Export Company+R oles+Employess+T eams

| Step j Excel Export of ﬂ | Cancel | MNext

Fig.160 LBU Administration - Function “LBU overview” - Excel export

The second step gives you the opportunity to get results in a table for three different input values that you can combine as
you want.

In the upper part of the window, Filters for team, country and module can be set by the user. Using the Enter Key, a search
through all datasets is possible while entering the Filter information. By clicking the clear fie/d's button, the Filter is set back
to Default.

The result list in the middle part of the window shows all teams which meet the Filter criteria. By clicking a certain column,
the list will be sorted by this column. The user count column tells the user how many employees have the corresponding
roles for the combination of country and module. A zero in that column means, that no member of the team has the
corresponding qualification for the combination of country and module which shouldn’t be the case. If the user selects a
row, the list in the lower part of the window shows all members of the selected team.
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Excel Expart | Fioles of my team |

Roles overview of my teams clear fields
Team + Country + Module +
| |

Refresh |
User count Country Module Function group
1 ) hiii..|DEMO.IDS.FIELD_SERYICEE
i All MO'S Field Servi.. MDS_F5_dispat... DEMD.IDS.FIELD_SEFNIEEJ
a All MO'S Field Servi.. MDS_F5_spare.. DEMO.IDS.FIELD_SERVICE
i All MOS Field Servi... Local Asset_M... DEMO.IDS.FIELD_SERVICE
a All MOS Field Servi... IM_WIEW DEMO.IDS.FIELD_SERVICE
i All MOS Field Servi.. MDS_F5_Multip... DEMO.IDS.FIELD_SERVICE
1 AUSTRIA MOS Field Servi.. MDS_F5_techni.. DEMO.IDS. PRESENTATION
1 LIS TEI hATIS Fiald Sari  hdMS FS diznat  MERO NS PRECEMTATIONT

Members of selected team

Back | | Step 2| Reles overview of 2| | Cancel| Finish

Fig.161 LBU Administration - Function “LBU overview” - roles of my teams

3.6.11 Action: Request user deactivation

The function “Request user deactivation” opens a new dialog in which you can request a user deactivation by providing
the login name, the desired date of the deactivation and the team of the specified user.

e T . .5}.-5;1.('”1?‘.;'
Mewy reuest |

Hote

For user deactivation please enter: ﬂ =
1. User login name

2. Date of deactivation =l
Text

I TERAATICNAL TUOLIET

E-mail  fint.maildummyi@@eSnzk bmbg telekom.de

é Phone

(004830125 -123 =

Your requests Refresh |
Reqguest Status Create date Modify date
=
| Step 1| Cresteaneurequest of 1] | cancel | Finish

Fig.162 LBU Administration - Function “Request user deactivation”

3.6.12 Action: Manage LBU teams

This function is designed to enable other LBU administrators to modify your teams. If a team is added to the “Selected
LBU-Admin”, it will be visible for this user in the LBU administration.

31 August 2011, Page 110 of 139



T-Systems Enterprise Services GmbH

J: - -Systems-

Web Service Request Management (webSRM)

T ITEHMATIONAL TOULSET

Assion teams |

Selected LBU-Admin

INT Dema User Adminz| -]
Available teams S of 5 Refresh | Asszigned teams 4 of 4 Refresh
TeamiD TeamlD
1748 DEMC DS .OPERATIC 1745 DEMOC IDS CPERATIC
1744 DEMC DS PRESENT. 1744 DEMOC IDS PRESENT 2
1897 DEMCIDS . SUPPORT Aad 1897 DEMC DS SUPPORT
2244 DEMCIDS . TRAIM
Remaove
| Step ﬂ Aesign teams toLBL-Admin of ﬂ | Finizh

3.6.13 Action: Manage LBU roles:

The function “Manage LBU roles” opens a new dialog in which a user can configures the roles “LBU Administration” and
“LBU Subadministration” for other users und for himself.

And the users can be assigned the responsibility for teams, countries, modules and companies. The team has to be
assigned to the user to be able to mange it in the LBU Administration application. The other assignments do not

necessarily have to be assigned. If none is assigned, the user has no restriction. So he can manage all countries, all
companies und all modules.

T ITERRATICONAL TUGLSET

Manage LB roles | Azsign teams | Assion disciplines | Asgign countries | Assion companies |

Search for login name+ Selected role

[T Cemal = | ]

Lyailable user 101 of 101 Refresh | Takle has Mot been Loacded
Lzer U=zer

INT_Demo_User Presentation? _‘I _‘I
INT_Demo_User Presertationt 2 J
IMT_Demo_User Presertationt 3
INT_Demo_User Presertationt 4
INT_Demao_User Presentationt s
INT_Demao_User Presentationt 6
IMT_Demo_User Presertationt 7
INT_Demo_User Presertationt S
INT_Demo_User Presertation 9
INT_Demo_User Presertation20
INT_Demo_User Presentation2
INT_Demo_User Presentation22 =

-
L N L r -

Cancel It

Refresh |

Aclel

Remave

| Step ﬂ Set LBU permissions Ufj |
Fig.163 LBU Administration - Function “Request user deactivation”

3.6.14 Team Info Tab Panel

Tab: Team information
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Team information

Hame DEMOIDS ADMIN OM Dispatcher DEMO.IDSADMININ
Phone 0

IM Dispatcher DEMO.IDS.ADMIN IM

Fax 0

E-mail address  mail@mail. mm

Fig.164 LBU Administration - Team Info Tab: Team information

The tab “Team information” shows the team name, the dispatcher of the team and the contact information for the selected
team.

3.6.15 Team User Area

Ilzer

[Jzer
DEMOIDS ADMIM IM

Fig.165 LBU Administration - Team User Area

In this area the users of the related team are displayed.
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3.7 Service Level Management

T LTSS LTI AL TEeLSST |Senrice Level Management - | Imprint Privacy Contact Help Logout
Selection Options
Search for |AII companies - | with value| Search |
Customers Refresh | Actions
Company name Function
Diema NICE Company - Pr ions Mew custamer
tanage zervice organization
e location
M anage cost center
Mew contact

fanage delay cauzes

Edit bank holidays

tanage customer

I anage locations:

tanage contacts

Customize functions
Manage supply chain
Customer overview

Create common user request
tanage whs elements

Customer
Company name Dema MICE Company - Presentations
Comment Demo MICE Company - Presentations

Fig.166 Service Level Management Frontend

The Service Level Management consists of
¢ the selection option panel (at the top of the page)
e the customer overview (in the middle of the page)
¢ the customer action panel (on the right frame of the page)
¢ the detailed information of the selected customer (on the bottom of the page)

The customer overview shows all companies which can be managed by the user according to his configured permissions.
By Default the first company is selected and the detailed information about the company is shown in the service level detail
pane. The service level action panel shows all possible actions which can be performed on the selected company.

In the module Service Level Management the user can manage customers and company locations. It is possible to create
new customers or manage already configured customers. Each customer company can have different company locations.
Furthermore it is possible to configure customer specific settings like the bank holiday calendar.

Selection Options Panel

Selection Options

Search for |AII companies j with \"a|llel Search | |

Fig.167 Service Level Management Frontend - Selection Options Panel
You can reduce the number of customers displayed in the customer overview by using pre-defined filters. A filter consists
of the filter name (“search for”) and a value (“with value”) as an additional search criterion, if necessary. If no additional

value is required for the filter the field “with value” is write-protected.

Search for
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Here you can select a pre-defined filter to reduce the number of customers. Only those customers will be displayed who
match the criteria.

With value
In this field additional search criteria must be entered if required by the filter definition.

Filter Examples:
e All companies: Shows all customers which can be processed by the user according to the user’s rights.
e  Search for company by name in Field "with value"; Shows all customers related to the value. This filter requires a
value i.e. in this case the name of a customer.

Customer Overview

Customers Refresh

Campany narme «

Dremao MICE Company - Prezentations

Fig. 168 Service Level Management - Customer Overview

The customer list can be sorted by column. Just click on the company name for example and the list will be sorted after
companies.

To refresh the panel click on the button Refresh.

With the arrow keys you can skip from one page to another.

Selecting a customer will highlight the related row in magenta.
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Customer Actions Panel

Actions
Function

Mesn cLstomer

IManage service arganization
Mesn location

IManage cost center

e contact

IManage delay causes

Edit bank holidays

hWanage custamer

hanage locations

hWanage contacts

Custamize functions
IManage =upply chain
Configure Wiarkflow
Customer averview

Feports

Create Common user request
mWanage whs elements
hanage SLW companies

Fig.169 Service Level Management - Customer Actions Panel

In the actions panel a list of functions for the processing of the selected customer is displayed. The number of functions
shown in the actions panel depends on several criteria like the status of the order, the role concept and the resultant
access rights assigned to the user.

3.7.1

Action: New customer

A new customer can be created with this function.
See the following tabs below:

Company attributes

Edit the name of the customer and some comment here. Be careful while doing this, because changing it later is
very complex.

Contract information

Edit the CO order number, the contract number and Debitor number here. Specify if the invoice support module
KBESTfor the commercial inventory of the customer is used, and if a cost center check is required for orders.
Supply information

Edit the SAP customer number and the company short form here. The information is required when using
SAP@CDS for the procurement.

Operative information

Specify the responsible Remote Service (RS) and responsible RS for central measures here. All tasks to the RS
will be routed to one of these teams, except you have field service tasks generated at the same time for the same
service request. In this case all tasks will be routed to the field service.

The Responsible OP indicates an operational team responsible for the service request of the new customer. The
value in this field hasn’t any impact to webSRM currently.
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T ITERRATIONAL TOOLSET

Cormpany attributes | Contract information | Supply information | Operative information | Admin |

Company narme

Comment

Us= the officis] defined company name as ps
contract. Will be displayed all over ARS a=s w:

‘Will be used for comments and shoe
as it is. Mo further implication.

| Step 1|  Company atibutes of 4]

Cancel | MNext

Fig.170 Service Level Management - Function “New customer

3.7.2  Action: Manage service organization

Define the customer’s service organization with this function.

See the following tabs below:
e Company

Get an overview about the customer’s attributes here.

e  Select countries

Select the countries where the customer is represented.

e Select service modules

Select the service modules e.g. MDS Field Service and MDS Remote Service that should be supplied for the

customer.
e  Selectteams

Create the service organization for the customer by selecting teams for the selected combination of country and
service module. All teams shown in the list support the selected combination of country and service module.
The team members can see the tickets for the customer in the selected country at the next day (because of
technical reasons), if they have the appropriate roles.

e  Select remote teams

All teams shown in the list are remote teams. The mapped teams are available in function “Assign task to remote”

to transfer incidents from webSRM to ARSIM or Cosima.
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BITERMATIONAL TOOLIET |

| Select courtries | Select zervice modules | Select teams | Select remote teams

Company name CO-Order no. Invoice support (KBEST) T Responsible teams

|Dem0 MICE Company - Presentations |1 & yes (7 no

Cormtmert Contract number Customer number (SAP Remote service central measure

Dema MICE Company - Presentations = |1 |2222222 | j
Debtor no. Cotmpany short form (SAP) Remcte service
f 333333 | =]
Check cost centel Cperations (OF)
™ required | j
E-mail address hiling data
Systemicomponent import
7 ves
Email for import response
|kai.Schoenherr@t-svstems.com g

| Step ﬂ hanage Customer of ﬂ | Cancel | hewxt

Fig.171 Service Level Management - Function “Manage service organisation”

3.7.3  Action: New location

Add a customer’s location here.
See the following tabs below:
e Country, Company, Comment
Edit the country where the new location is situated and its time difference to UTC.
e Address data and status
Edit postal code, city, street and status of the location.
®  Groups and responsibilities
Set up the responsible field service for the location and the Order Management (OM) dispatcher here. All field
service tasks for a system at this location will be routed to the OM dispatcher.
e |ocation overview
Find a list about the existing locations of the customer here.
e Save data
Save the new location.
T BITERMATIONAL TOOLSET

Country, Company. Comment | Address data and Statuz | Groups and responzabiliies | Location overview

Save data |

—Country, Company, Comment

Country UTC difference
| L]
In "UTC difference” pleaze fill in the number
Company of hours, that the time of thiz location differs
j from the "Universal Time Coordinated"
with + or - in front.
Comment

Cancel| RIS |

of 5| |

Fig.172 Service Level Management - Function “New location”

| Step j Country, Company, Comment
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3.7.4  Action: Manage cost center

Add or edit a cost center of the customer.

Select a cost center from the list, edit the data and press Saveto change the selected cost center.

Use the button Add'to add a new cost center.

Select surname or last name of the cost center owner and save, or press Delefeto erase the cost center owner.

. T o .L\\H[C ms- BT TERPEATION AL TOOLEET

Manage cost center |

Compary Ciemo HICE Compary - Pregentations

Ciost center Cost center description

l2 l2

Status Detailz

[+valid -] =
Ciost center owner

Surname + Last name +

|Hilde |Hungerhaken Delete | Add Save
Cost certers Refresh |
Cost center Cost center description Detailz Status

=
11 11 1 vali—]
12 wali
13 wali w |
4 | ol
| Step j Manags cost oenter of j | Cloge

Fig.173 Service Level Management - Function “Manage cost center”

3.7.5  Action: Manage delay causes

Customize the delay causes for tasks of the customer here.

The Function “Manage delay causes” opens in a new window and shows the existing delay causes for the selected
company. To use special delay causes for a company press Customize. Then it is possible to add, delete or modify delay

causes for the company.

You can add new delay causes by filling the fields, while the layer 1, the language and the name of the delay cause are
required. The other values are optional. After you pressed the Add button, the new delay cause is shown in the table

below.

You can also delete delay causes you do not need any more, by selecting the row in the table and pressing the Delefe

button.
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Create delay cauzes

—Please enter the Data for the new delay cause pou want to create:

Manage delay causes for: [ema NICE Company - Presentations

Menulabel [Layerl]

Y'ou can define the menu structure by defining
different menu layers. At least the first lager most
|_ tdenulabel [Layer2) be defined. In the Fizld delay cause you have to enter
the actual value which is selected by the uzer. Please
note that you have to enter the data for all desired

|cust0mer

|cush:-mer preliminary work, mizzin

L |Menu|abe| [Laper3] lahguages seperatly.
|_ Menulabel [Layerd) Locale
L tenulabel [Layerd) Delay Cause

|cust0mel preliminary work. missin | =

Customize

Drelay cauzes for wour comparny Refrezh |
Lahguage tenulabel 1 Menulabel 2 Menulabel 3 tenulabel 4 tenulabel 5
.:;|_1:5:h:|rr|er cLiztomer prefimi... _—_ -

customer manhipulation af .
clstomer IT-S5oho; conine. ..
clstomer incomect data location
customer incomect data azzet data
Fiietarmar ricral aneo e hd
1 »
| Step 1| Greate Detay Gause of 1] | Cancel| Finish

Fig.174 Service Level Management - Function “Manage delay causes”

3.7.6  Action: Edit bank holidays

The Function “Edit holiday” opens in a new window in which the bank holidays for the selected company can be
configured and consists of the following steps:
- Edit Holiday information

The configured holiday calendar for a company affects the SLA calculation for a request. Please note that the SLA
calculation for requests in Germany is NOT affected by the configured calendar in webSRM.

Edit Holiday information: The Page is divided into two parts. On the left side of the window the user gets a list of all
configured bank holiday groups which are identified by their Tag. The right side of the window
shows the Holidays for the selected holiday information from the left list. To modify the list the
user has to push the Change holiday information button.

By doing that, the system copies the selected Tag and Data to a new Tag, in which the Holidays
can be edited. After modifying the List, the user has to save his changes by pushing the
Change holiday information button again.

To use the standard holiday information again, press the Change back to standard button. You
cannot affect the name of the holiday information. The system changes it on its own to show if it
is the standard or the customized holiday information.
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T ITTERATIONAL TOOLIET

Edit holiday information

Manage holiday information for company Demo NICE Company - Presentations

Haoliday infarmation

Fefresh | Huaoliday infarmation
Courtry < holiday information mode Re |INT Bank Holiday
IMT BEank Holir nda N Holidaws
SOUTH AFRICA Demao NICE Co... Customized Bl |01A01.408 ﬂ

UMITED KINGD... UK Bank Holiday  Standard Bl (29412708 J

26/12/06
/0107
28207
261207
/01038
25/12/08 |

A AN

The format iz dd/mmJ/yy.

Please don't insert spaces.
returns or other signs.

Each date haz to have a new line.

Change holiday information ‘

ﬂ ﬂ Change back to standard ‘

| Step j Manage holidzy information of j | Cloze

Fig.175 Service Level Management - Function “Edit bank holidays”

3.7.7  Action: Manage customer

The company name in official notation from the contract and a field for comments is shown in the tab “company
attributes”.
T IITERPLETIOAL TUGLSET

Company sttributes | Contract information | Supply information | Operative information | Irmgpart |

Company name
|Derno WICE Company - Prezertations

Use the official defined company name as pe
contract. Wil be dizplayed all over AR5 as we

Commerit
Demo MICE Company - Presentations

Will be uzed for commerts and show
as it is. Mo further implication.

| Step ﬂ Company attributes of ﬂ | Cancel | Mext
Fig.176 Service Level Management - Function “Manage customer”

In the tab “contract information” you will find the CO-Order number (from SAP), die contract number and the debtor
number (from SAP). Furthermore you can select if a cost center check is required, which provokes that only orders with a
valid cost center can be created. In the next field you can fill in an email address of the delivery or service manager, who
will get a monthly overview of billing data. You can also define whether this company is a KBEST-company.
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T IFITERLSTIONAL TUGLEET

Company attributes | Contract information | Supply information | Operstive information | Itngort |

CO-Order no.
|1 Pleaze adopting C0-Order number within 5

Contract number

Contract number is given by contract

f

Debtor no.

|1 Pleasze adopting deptor number within SA4P
Check cost centel If eost center check is required only orde
™ required with walid cost centers are possible

and this will be verifyed.

E-Mail addre=zs Biling data

— Uzed for email address of DM,
= Detailed billing data will be sent to it monthly .

Invoice suppoert (KBEST)?
% es (T No

Biack | Step ﬂ Contract information nfﬂ | Cancel | Mext

Fig.177 Service Level Management - Manage customer, contract information

For customers that obtain IT (hardware and software) the SAP customer number and the company short form from
SAP@CDS is shown in the tab “supply information”.

T IITEHRSTIORAL TOOLSET

Company attributes | Contract information I Supply information | Operative information | gt | Acimin2

Customer number (SAF)

SAP customer number from SAP@COS is required for all custor
|2222222 who suplied with 1T {{Hardware und Software).

Mat required for customers obtaining services.

Company shart form (AP

553335 Company short from SAP@S0E is required for transfeming billing
data to SAP@COS.
Pleasze contact wour FC.

Back | Step ﬂ Supply infarmatian of ﬂ | Cancel | Mext

Fig.178 Service Level Management - Manage customer, supply information

In the last tab contact persons from remote trouble shooting (RTS) and operations (OP) are mentioned.
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« -« Systems BITEHMATIONAL TOeLEET

Comparny sttributes | Cortract informstion | Supply information | Operative information | Impart |

Respaonsible RTS central measure
| [+
Rezponsible RTS

| [=]

Respaonsible OP

| [=]

Back | Step ﬂ

Operative Information of ﬂ | Cancel Mext

Fig.179 Service Level Management - Manage customer, operative information

To allow system data imports the response mail address and the flag on the page “Import” has to be set.

b T . “5_‘\.-‘5'1.(4]12‘,;' I TEHRATIONAL TUOLEET

Company attributes: | Contract information | Supply information | Operative information | Import |

Etnail for import response

|mai|@‘test.-:om =

Systemicompanent import
¥ yes

Import configuration of 5 |

Back | Step ﬁ

Cancel | Finish

Fig.180 Service Level Management - Manage customer, import

3.7.8  Action: Manage locations

The Function “Manage Locations” opens in a new window and shows all entered locations for the selected company. After
marking a location in the list, the user can change the responsible field service by selecting a Team from the Combo Box

and saving it using the Save field service to marked locations Button.

31 August 2011, Page 122 of 139



T-Systems Enterprise Services GmbH T S
I - -Systems-

Web Service Request Management (webSRM)

ke T " ‘ sLems I TERPIATIONAL TUOLSS

Locations |
Locations Refrezh
Country FPastal code City Street Fiezponsable field OM di

UNITED KINGD...[12345 Undervillage Ut k DEMO.IDS.PRE...
5

GERMANY 1234 Longhattarn DEMOIDS.FIEL...

GERMANY 44143 Ciortrund Diiisterstr. 32-34  DEMOLIDS.PRE... SB '/

GERMANT 04277 Leipzig windscheidstr. 48 Default Field Ser. 5B NS

UMITED KIMGD... B73490 Abaovevillage Mesutstrest 2 DEMO.IDS.PRE... Demo)

UMITED KINGD... BBEEY Bamborg Truestrest 21 DEMO.IDS.PRE... Demo)

GERMANY 96047 Bamberg Wihelmzplatz 3 DEMOLIDS.FIEL. .

Kl | o

Responsable field service

|DEMD.IDS.F'F|ESENT.-’-‘|.TIDN j Save field zervice to marked locations |
Delete |

| Step ﬂ Manage F5 for kcation ulj | Canhcel | Finizh

Fig.181 Service Level Management - Function “Manage locations”

3.7.9  Action: New contact

In this dialog you can create a new contact person for a specific company. On the first page you fill in name, email-
address, telephone and fax and select a language.

Note: Only digits are allowed for the International codes.

The loginname will be used for the shop and cannot be changed.

-+ P -.Systems BITZHATIONAL TUOLIE

Contact information | Orgy. unit |

Title: Academic tile Position specific tile
~|| | =

Surname Firstname
E-mail adress Matification lanausce
| S -]
Example: firstname sumame [gt-systems com
Int. code  Area code Phone Kl

| | [ yes
2.Int. code2. area code 2 Phone Personne number

-] [ |
Int. c. fax Fax code Fax number Loginname

-] | |

| Step ﬂ Contact information of ﬂ | Cancel et !

Fig.182 Service Level Management - New contact, contact information
One the second page of the dialog you select a city of the previously administered locations for this company. In a pop-up

window you can chose of one probably more addresses in this city. By doing this the team field will automatically be filled.
Additionally you can add information about building and room as well as the cost center.
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e T . '5_\-‘51-('"15' IS TEHRATIONAL TOOLSETT

Contact information | Ora. unit |

1. Company
Company name Team
Cemao MICE Campany - Presentstions ﬂ |DEMO.IDS.FIELD SERVICE j

2. Select address data and all other data

Post, code City Street

6047 Bamberg =] niheimspiatz 3 |
Country Cost center

cERMANY | [kos |
Bwiilcdirg OfficeRoom Oy Unit Ressort

| | Ea] [=]

Back | step 2| om.un of 2| | cancel | Finish

Fig.183 Service Level Management - New contact, Org. unit

3.7.10 Action: Manage contacts

You search the contact person that you want to edit by typing the name in the search field. After selecting the contact you
can change the contact information (see Action: New contact) and save all changes by pressing the Finish button.

== T 13 ?"-\ sLems- IS TEHPESTIOR AL THOLEST
Search contact | Cantact infarmation | Orig. urit
Search for contact ES
Table haz Mot been Loaded Refresh
Surname « Firzstnarne Email address Pasztal code City Street
Kl | -
Delete |

| Step j Select contact ufﬂ | Cancel | Mest

Fig.184 Service Level Management - Function “Manage contacts”
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3.7.11 Action: Customize functions

In this dialog you can set functions visible or hidden according to the selected company. Most functions are by default
visible. Some are by default hidden. You can set them visible or hidden as you like depending on the company. This action
will need up to half an hour to effect the application.

You cannot change functions of the applications Service Level Management and LBU administration.

T MTERIMATIONAL TOULSET
Axvsilable functions |
Diszipline |f\"||3'S Field Service j Company Demo MICE Company - Presertations
Functions Refresh |
Application - Function Cefault Used
Commercial Inventory Man Cloze complaints vizible visible j
Commercial Inventory Man Edit contract vigible vizible
Commercial Inventory Man Close contract vigible vizible
Commercial Inventory Man Componerts loss vigible vizible
Commercial Inventary Man Close additional posting vizible vizible
Reset Set visible Set hidden |
| Step ﬂ anage wvisible functions of ﬂ Finizh

Fig.185 Service Level Management - Function “Customize functions”

3.7.12  Action: Manage supply chain

T IITEFILSTIOMAL TOULEST

Supply chain | SAP configuration | Delivery process | Folback process

for company |Demu NICE Company - Presentations

Does this customer use the automatic supply chain process via SAP@CDS 7] pes

--» If not, leave the box unchecked.
The configuration iz now complete. Go to the last page
and leave with the button “Finish".

--» If pes, pleaze check the box, complete the information on the following pages
and leave then by pressing the "Finish"™-button.

| Stepj Supply chain n[ﬂ | Cancel | Mest

Fig.186 Service Level Management - Function “Manage supply chain”
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3.7.13 Action: Customer overview

T I TERPATIORAL TOOLEETT

Custommer overview

Cuztomer  Demao MICE Comparny - Presentations

Service organizations

Dizcipling = Country Org unit
Administration L... [UMITED KINGD.. |DEMOIDS. FRESEMTATION

MAHLE Field Se... GERMANY DEMOIDS.PRESENTATION
MAHLE Field Se... UMITED KINGD... DEMOLIDS.FIELD_SERVICE
MAHLE Field Se... UMITED KINGD... DEMO.IDS.PRESENTATION
MAHLE Figld Se.. UMITED KINGD... DEMO.IDS. TRAIN

MDS Field Servi... GERMANY DEMOIDS.PRESENTATION
MDS Field Servi.. GERMANY RS5WEST.DORTMUND
MDS Field Servi.. GERMANY T5-AIDS Field_Service
MDS Field Servi.. UNITED KINGD... DEMO.IDS.FIELD _SERYICE
MDS Field Servi.. UNITED KINGD... DEMO.IDS.0PERATION
MDS Field Servi.. UMITED KINGD... DEMO.IDS.PRESENTATION
MDS Field Servi.. UMITED KINGD... DEMO.DS.SUPPORT

MDS Field Servi.. UMITED EINGD... DEMOIDS. TRAIN o

kNS Field Sered  [IMITED KIMNGD - BSS WEST DORTIIMD ﬂ
| Step J Overview Information Dfﬂ | Finish

Fig.187 Service Level Management - Function “Customer overview

3.7.14  Action: Create common user request

: T ' DYSLEINS I TERREATIORAL TUOOLEETT

Mew request |

Mote

Fleaze enter pour request. =

Text

E-mail '=| Phome [ (00000000000 - 0000000 | = |

Y'our requests Refresh |

Request Statusz Create date b odify date

| Step j Create a new request ufﬂ | Cancel | Finizh

Fig.188 Service Level Management - Function “Create common user request”

3.7.15 Action: Manage wbs elements
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whbs elernent |

— whbsz element

whz Element

Detailled information

Description

Status

5  selectable & not selectable & invalic

add | Save |
whsz elements of thiz company Refresh |
whs element Description Detailled Statusz
1 1 2 zelactable
| Step 1]  Manageubs slemens of 1] Cancel | Firish

Fig.189 Service Level Management - Function “Manage wbs elements”

3.7.16  Customer Info Tab Panel

Tab: Customer

Cusztorner |

Company name

Cornment

Fig.190 Service Level Management - Customer Info Tab: Customer

The tab “Customer” shows the company name and a text field to write a comment.
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3.8 Commercial Inventory Management

T SITEHMATIONAL THOLSET |l'_' ial | y M j Imprint Privacy Contact Help Logout
Selection Options

Search for |Active contracts j with value| Search !

Contracts ﬂ Page E1_ j ﬁ Refresh | Actions

[} Service D Product no. |Product SAP article Costs Total costs | Quantity Payment Cost cent | Function
KBEB100008551483 05803057 FEMO1004 Mouse 993993 0.00000000 0.00 1.00000000 il 12348 a ||| Create contract
KBEB100008551484 05803057 FEMO1005 Keybord 9939393 0.00000000 0.00 1.00000000 M 12348 ||(Edit contract
KBE100008551486 05203057 FEMO1002 Monitor 19" 993393 (0.00000000 0.00 1.00000000 il 12348 ||| Close contract
KBB100008559656 05803083 FEMO1009 Microsoft Outlook 2... 999339 0.00000000 0.00 1.00000000 M 12348 |||Components loss
KBEB100008559657 05203083 FEMO1008 Microsoft Office 20... 939939 0.00000000 0.00 1.00000000 il 12348 ||| Close complaints
KBEB100008559658 05803083 FEMO1010  Microsoft Internet E... 999939 0.00000000 0.00 1.00000000 [l 12348
KBE100008559653(05803083  |FEMO1011 |Adobe Reader 7.0 333333 [ M [1234
KBEB1000085559660 05803083 FEMO1004 Mouse 9939393 0.00000000 0.00 1.00000000 M 12348
KBEB100008559661 05803083 FEMO1005 Keybord 993993 0.00000000 0.00 1.00000000 il 12348
KBB1000085559662 05803083 FEMO1006 Desktop PC 9939393 0.00000000 0.00 1.00000000 M 12348
KBEB100008559663 05203083 FEMO1003 Monitor 15" 993993 0.00000000 0.00 1.00000000 [l 12348
KBEB1000085559664 05803083 DEMOOO0 Standard Desktop 999939 0.00000000 0.00 1.00000000 M 12348
KBEB100008614021 05782958 DEMOOO0  Standard Desktop 999939 0.00000000 0.00 1.00000000 il 12348
KBB100008614024 05782360 DEMOOO0N Standard Desktop 999939 0.00000000 0.00 1.00000000 M 12348
KBEB100008614031 05782968 DEMOO002 Standard Laptop 993993 0.00000000 0.00 1.00000000 il 12348
KBEB100008614049 05803303 DEMOOOTE Slimline Laptop 9939393 0.00000000 0.00 1.00000000 M 12348
KBEB100008618271 05806598 FEMO1009 Microsoft Outlook 2... 939939 0.00000000 0.00 1.00000000 il 12348

4 »

Cantract | Details | Additional contacts i

Company Demao MICE Company - Prezentations Carmponents Refresh

Component

Profile name Adobe Reader 7.0 Cost center 12345 1 Adabe Reader 7.0

Beginning on 23/11/2007 00:00.00 Ending on

Fig.191 Commercial Inventory Management Frontend

The Commercial Inventory Management consists of
¢ the selection option panel (at the top of the page)
e the contract overview (in the middle of the page)
e the contract action panel (on the right frame of the page)
e the detailed information of the selected contract or additional posting (on the bottom of the page)

Selection Options Panel

Selection Options

Search for |AII contracts j with valuel Search! |

Fig.192 Commercial Inventory Management Frontend - Selection Options Panel

You can reduce the number of contacts and/or additional postings displayed in the contract overview by using pre-defined
filters. A filter consists of the filter name (“search for”) and a value (“with value”) as an additional search criterion, if
necessary. If no additional value is required for the filter the field “with value” is write-protected.

Search for
Here you can select a pre-defined filter to reduce the number of contracts and/or additional postings. Only those contracts

or additional postings will be displayed which match the criteria.

With value
In this field additional search criteria must be entered if required by the filter definition.

Filter Examples:
e  All contracts: Shows all contracts which can be processed by the user according to the user’s rights.
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e  Search for Contract by company in Field "with value": Shows all contracts related to a special company. This filter
requires a value i.e. in this case the name of a company.

Contract Overview
Contracts ﬂ Page (1 j ﬂ Refresh
In] Service D Product na. | Praoduct SAP articls Costs Tatal costs | Guantity Payremt Cozt cenl
KBEB100008551483 05803057 FEMO1004  Mouze 933539 0.00000000 0.00 1.00000000 b4 T234E &
KBEB100008551484 05803057 FEMO1005  Keybord 933539 0. 00000000 0.00 1.00000000 b4 12345
KBEB100008551486 05803057 FEMO100Z2  Monitor 19" 933939 0.00000000 0.00 1.00000000 [ 12345
KEBEB 100008559656 05803083 FEMO1009  Microzoft Qutlook 2... 999939 0.00000000 0.00 1.00000000 b4 12348
KBEB100008559657 05803083 FEMO1008 Microzoft Office 20... 999939 0.00000000 0.00 1.00000000 [ 12345
KEBEB 100008559658 05803083 FEMO1010  Microzoft Internet E... 999939 0.00000000 0.00 1.00000000 b4 12348
K BB 100008559659 05803083 FEMO1011 Adobe Reader 7.0 999939 0.00000000 0.00 1.00000000 [ 1234F
KEBB 100008559660 05803083 FEMO1004 Mouze 939939 0.00000000 0.00 1.00000000 b4 1234F
KBB100008559661 05803083 FEMO1005  Kepbord 939939 0.00000000 0.0o0 1.00000000 [ 1234F
KEBB 100008559662 05803083 FEMO100E Desktop PC 939939 0.00000000 0.00 1.00000000 b4 12345
KBB 100008559663 05803083 FEMO1003  Monitor 19" 939939 0.00000000 0.0o0 1.00000000 [ 12348
KEBB 100008559664 05803083 DEMOOODT Standard Desktop 999939 0.00000000 0.00 1.00000000 b4 12345
KBB100008614021 05782958 DEMOOODT Standard Desktop 9993939 0.00000000 0.00 1.00000000 [ 12348
KBB100008614024 05782960 DEMOOO0T Standard Desktop 999939 0.00000000 0.00 1.00000000 b4 12348
KBB100008614031 05782965 DEMOOODZ Standard Laptop 939933 000000000 0.00 1.00000000 [ 12348
KBEB100008614049 05803303 DEMOOOE  Slimline Laptop 939933 0.00000000 0.00 1.00000000 b4 12348
KBB100008618271 058065495 FEMO1009 Microsoft Outlook 2... 999933 000000000 0.00 1.00000000 b4 12348
4 3

Fig.193 Commercial Inventory Management - Contract Overview

The contract list can be sorted by column. Just click on the costs for example and the list will be sorted after costs.
To refresh the panel click on the button Refresh.

With the arrow keys you can skip from one page to another.

Selecting a contract will highlight the related row in magenta.

Contract Actions Panel

Actions

Function

Create contract
E dit contract
Cloze contract
Components logz
Cloze complaints

Fig.194 Commercial Inventory Management - Contract Actions Panel
In the actions panel a list of functions for the processing of the selected contract is displayed. The number of functions

shown in the actions panel depends on several criteria like the type of the selected item (contract or additional posting) the
status of the contract, the role concept and the resultant access rights assigned to the user.
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3.8.1 Action: Create contract

This action creates a new contract. The initial values will be assumed from the selected contract in the contract overview.

- T D YSLEINS IITEHPEATICRNAL TUGLEET

Baze | Price and Charging | Order and aszset | Cauze |

Contract D Outline contract no. Purchase order no. Service D [+
i | |0580306:3
Product
|Adobe Reader 7.0 E Search
—Customer Identificatior——
Compary Cost center |dentification ID
|Dem0 MICE Company - Presentations j é |'| 23451
Enduzer 1D Contract start date |dentification
|IKIDUDDUDDSSEEB 2341142007 00:00:00 E
—Contract
Tupe Status ] Irvaice
@ Systems or components Ordered SCEIEETE yes
) Services or identifications Appraval nao
Active
Subiect Active - cancellstion in progress Invoice in progress
(;" BIEC Inactiv O yes
aze Ficked up
@ Additional Clased
| Step 1| Esitbasicconusctoas of 4] | Carcel | Mewt

Fig.195 Commercial Inventory Management - Function “Create contract”

On page “Base” the basic data of the new contract like Service ID, status, type and subject can be edited. The product

can’t be edited. The product Search functionality is not yet implemented.

3.8.2  Action: Edit contract

This action edits the contract information.

- T IYSLEINS IITEHPEATICRNAL TUGLIET

Commercial inventor | Price and payment | Related components | All components

Contract no Product no Productname
|-eE10000355385S [FEMOTO11 |&dabe Fieader 7.0
Subject Contract type Status
|Additi0na| LI |S_l,lstems or components LI |.t'-\c:tive LI
Beginning on Ending on Runtime Runtime unit
[z311/2007 o000 | |3 | =@ [o 2w -]
Amount Unit
[1.00 VE
Service 1D Product key Service ident Identifier
|os803082 |ose03082

| Step j Edit contract data o[ﬂ | Cancel | Mext |

Fig.196 Commercial Inventory Management - Function “Edit contract”
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The basic contract items like subject, contract period are shown on page “Commercial inventory”. Price and payment
information are shown on the corresponding page. The information will be stored if you press Finishon the last page.

3.8.3  Action: Close contract

The action closes the contract immediately or at the end of the contract period. Closing the contract will have no impact on

the technical assets. Closing the contract with maturity costs isn’t implemented yet.

’ T aYSLems IR FTEHRET IR LAL TOOLSET
Deactivate | |

Service 1D 05803083 Comp. number 0002-6001658735 Comp. id FEMO1011
Contract

Contract No. KEB100008553659  Components in contract 1
Contract start 23/11/2007 00:00.0 Contract end 23/11,/2010 00:00:00

Chooze when you wizh to close the contract.
> immedately with prior maturity costs
> imrmedately withaut prior maturity costs
@ at the end of contract period

Components in contract

Component no. Component

Adobe Reader 7.0

| Slepﬂ Desctivate contract ufﬂ | Cancel | Finizh

Fig.197 Commercial Inventory Management - Function “Close contract”

3.8.4  Action: Close complaints

Invoices and complaints of the selected contract can be handled with this action.
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’ T ' AVSLEIS BITEMPEATIORAL TOOLSET |
Ivaices | Complaints
Contract 1D KEE100002553657 Service ID 05203092
Mot booked invoice Book retroactively
0 entries retuned - 0 entries matched Refresh | 0 entries returned - 0 entries matched Refresh
-
.
- ﬁ
e g
| Step j Edit invoices of ﬂ | Cancel | Mest

Fig.198 Commercial Inventory Management - Function “Close complaints”

On page “Invoices” the following actions can be executed:
®  book an invoice retroactively (with right arrow button)
¢ undo the booking of an invoice (with left arrow button)
e delete a not booked invoice
e undo the deletion

3.8.5  Contract Info Tab Panel

Tab: Contract

Contract | Details | Additional contacts

Company Dermo MICE Comparwy - Prezsentations
Profile name Adobe Readsr 7.0 Cost center 12345 1
Beginning on 23/11,/2007 0C:00:00 Ending on

Fig.199 Commercial Inventory Management - Contract Info Tab: Contract

The tab “Contract” shows the profile name, the cost center of the contract and the beginning and end date for the selected
contract.

Tab: Details

Contract I Detail: | Additional contacts

Contract number KBE100003553653

Asset 1D 05803022

Order ID BAANOOOOT1 30054 Service Request ID 64P000001395236

Fig.200 Commercial Inventory Management - Contract Info Tab: Details
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The tab “Details” shows the contract number, the asset ID, the order ID and the service request ID.

Tab: Additional contacts

Cantract | Details I Additional contacts

Owner Demao_Uszer, Presentation] Phone 11111111111 Email address  ictmall@t-systems. com

Manager Demo_User, Presentation? Phone 0123112312 Email address ictmall@t-systems. com

Fig.201 Commercial Inventory Management - Contract Info Tab: Additional contacts

The tab “Additional contacts” shows the owner with contact information and the manager with contact information.

Contract Components Area

Components Refresh

Companent
Adobe Reader 7.0

Fig.202 Commercial Inventory Management - Contract Components Area

In this area the components of the related contract are displayed.

4 Authentication und authorization

4.1 Authentication
The following table contains all current available roles in the webSRM configuration.

Role Function Application
CM Reporting Reports Configuration Management
CM_Data_Import Import system data Configuration Management

Cancel additional posting
Close additional posting
Close complaints
Components loss Commercial Inventory
Manage advanced search filters Management
Edit contract
Create contract
Close contract
Contact Manager New contact Service Level Management

Commercial_Inventory_Manager
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Manage contacts

Cust_LBU_Administrator

Manage additional team
membership

Manage user profiles

LBU Administration

Customer_asset_view

Search for system/component

Manage advanced search filters

Print label

Download systems/components

Configuration Management

Inventory Viewer

Task Management

Customer_own_support_team

Work in progress

Assign task to remote

Manage contacts

Manage attachments

Assign task

Manage related system

Edit task

Show related system

Print

Close task

Manage advanced search filters

New contact

Asset-Info to worklog

Back to ServiceDesk

Customer contacts

Show history

Show related incident

Assign task to myself

Service request details

Task Management

IM_VIEW

Manage advanced search filters

Show related tasks

Show history

Reports

Incident Management

Incident_Manager

Suspend ticket

Send message

Task Management

LBU Administration

Manage advanced search filters

Manage roles

Request user deactivation

Change team

Manage user profiles

Manage shipment addresses

Manage assignment team lists

LBU overview

Manage additional team
membership

New team

New employee

Transfer employee

Manage LBU teams

LBU Administration

LBU Subadministration

Change team

LBU overview

Transfer employee

Manage roles

LBU Administration

LBU_permission_config

Manage LBU roles

LBU Administration
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Local_Asset_Manager_Non_MDS

Reports

Manage advanced search filters

Manage stock threshold

Create system/component

Search for system/component

Activate system/component

Lost component

Delete component

Transfer component

Edit Component

Manage stocks

Edit component attributes

Edit system

Show related tasks

Repair component

Print label

Deactivate system/component

Download systems/components

Configuration Management

MDS_FS_dispatcher

Download Service requests

Service request details

Edit service request

Cancel service request

Create tasks

Reject service request

Print

Show related tasks

Manage attachments

Accept service request

Assign service request

Manage shopping cart

Show mails

Close service request

Enter configuration parameters

Request predefined search

Service Request Management

Manage advanced search filters

Update CMDB - System

Assign task to remote

Cancel service provider task

Task Management

MDS_FS_spare_part_switch

Update CMDB - Swap

Task Management

MDS_FS_technician

Download systems/components

Edit system

Configuration Management

Print

Manage attachments

Manage shopping cart

Asset-Info to worklog

Update CMDB - System

Cancel task

Customer contacts

Back to ServiceDesk

New contact

Task Scheduler

Assign task to remote

Task Management
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Copy task

Work in progress

Task disposition

Show related incident

Show history

Logistics coordination

Manage advanced search filters

Inventory Viewer

Show related system

Update CMDB - Move

Assign task to myself

Reopen task

Edit task

Update CMDB - Dispose

Edit installation parameter

Show activities

Edit component attributes

Request predefined search

Assign task

Search for system/component

Update CMDB - Install/Add

Edit Component

Service request details

Manage contacts

Download tasks

Cancel service provider task

Show related service request

Manage related system

Subsequent delivery

Close task

MDS_RS_dispatcher

Manage attachments

Service request details

Cancel service request

Reject service request

Download Service requests

Edit service request

Close service request

Print

Request predefined search

Show mails

Enter configuration parameters

Show related tasks

Manage shopping cart

Assign service request

Create tasks

Accept service request

Service Request Management

Cancel service provider task

Update CMDB - System

Manage advanced search filters

Assign task to remote

Task Management

MDS_RS_technician

Edit system

Download systems/components

Configuration Management
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Show history

Update CMDB - Move

Task Scheduler

Manage advanced search filters

Show related system

Cancel task

Show related service request

Manage contacts

Show related incident

Inventory Viewer

Download tasks

Edit component attributes

Manage related system

Asset-Info to worklog

Print

Search for system/component

Back to ServiceDesk

Close task

Work in progress

New contact

Task disposition

Update CMDB - Install/Add

Assign task

Copy task

Request predefined search

Reopen task

Update CMDB - System

Subsequent delivery

Logistics coordination

Assign task to remote

Service request details

Update CMDB - Dispose

Edit installation parameter

Manage shopping cart

Edit system

Manage attachments

Edit Component

Customer contacts

Edit task

Cancel service provider task

Task Management

MOOS

MOOQOS Console

Task Management

Service Level Management

Manage customer

Manage supply chain

Manage SLM companies

New location

Manage service organisation

Manage advanced search filters

Manage locations

Manage cost center

Manage customer menus

New customer

Manage contacts

Service Level Management

31 August 2011, Page 137 of 139




T-Systems Enterprise Services GmbH

T

Web Service Request Management (webSRM)

Edit bank holidays

Manage wbs elements
Create common user request
Customize functions

Manage delay causes
Customer overview

New contact

Show related tasks

Service Request Management

ServiceDesk Show related service request Task Management
SLM Reporting Reports Service Level Management
SLM_permission_config Manage SLM roles Service Level Management
Store_Logistic Manage goods receipt and issue Configuration Management

4.2 Authorization

Role Right

MDS_FS_dispatcher

MDS_FS_incident_solver_remote

MDS_FS incident_solver_onsite

MDS_FS_spare_part_switch

MDS_FS_technician

MDS_RS_dispatcher

MDS_RS _technician

MDS_SRM_Dispo

The roles are based on the current configuration (MDS).
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5 Appendix

5.1 Pre-settings

5.1.1 Task status

Pre-defined values:

Assigned

Work in progress
Done

Closed

5.1.2  Service request status

Pre-defined values:

New

Work in progress
Done

Checked

Closed
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