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Introduction

1. Introduction

This chapter explains the ITIL/Process overview and the scope of this tool.

1.1 ITIL/Process Correlation Diagram

[ Event Management
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==
‘...

@ Process flow

=== p Update
The ITIL/Process is a sequenced workflow divided into Event Management, Service Management,
Incident Management, Problem Management, Change Management, Release Management, and
Configuration Management. Each process connects to the workflow as shown in the graphic above.
€ Scope of This Tool
This tool supports the following process workflow for Event Management, Incident Management,

Problem Management, Change Management, Release Management, and Configuration

Management.
Event Management \
2 3 o 2
g S 3 2
o [ @ &
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Configuration Management
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Introduction

€ Description of This Tool

This product is a tool for managing task progress in conformance with ITIL processes.

This allows you to carry out work while confirming that each task is progressing in conformance with
ITIL processes.

It registers customer inquiries, internal service issues, assets and other data.

All data registered in this tool is referred to as a "record".

Caution

This product is provided as a Force.com application. Please refer to the Salesforce User Guide for

information about functions provided on Force.com.

Event Management
This process manages events which occur during the provision of service and the responses to
those events.
Events are either accumulated as information or categorized under Incident Management
depending on their importance.
This helps ascertain whether the proper support is provided for events that occur to prevent
careless support.

Incident Management
This process manages the inquiries regarding products and services as well as the support history.
The investigation methods, results and responses to the inquiry are registered as an "incident".
This enables work to be performed while confirming that response deadlines and other inquiry
support responses fulfill the level of quality established in agreements.
The content of the inquiries can also be accumulated to create secondary information to be used

for internal know-how.

Problem Management
This process manages the investigation methods, results, and permanent support measures by
investigating the root cause of an inquiry. If an inquiry is not solved by the investigation during
Incident Management, then it is escalated as a "problem".
Registering the method of investigation, results, and support measures establishes a permanent

support method in the incident from which it was escalated.

Change Management
This process manages the work and planning which accompanies product and service changes.
Managing the change-related tasks reduces the risk of incident occurrence associated with service

changes.

1-2



Introduction

Change requests for products and services can also be received from each management process.
Registering the changes in a release after approval and then linking to that release result enables

the integration of Change Management and Release Management into one process.

Release Management
This process manages the work and planning which occurs with the release to the production
environment.
Managing the accurate application of approved changes to the production environment reduces
the risk of incident occurrence associated with the release to the production environment.
Linking to the Configuration Management record also keeps the configuration information up to

date.

Configuration Management
This process manages the services that the company provides and the devices, software and
documentation that it owns.

Linking to changes or releases automatically updates the configuration information.
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Basic Description

2. Basic Description

This chapter explains the terminology, screen displays, and operations required to use the screens.

2.1 Explanation of Terminology

The following explains the terminology required to describe the operation of this tool.

Record

A record is a unit of information registered in Salesforce. Each record is assigned a unique
management number.

Object

An object is a unit for saving a Salesforce record. The information for each object can be
referenced from the tab.

Apps

An app is a grouping of Salesforce object tabs. Standard tabs can be grouped with the LMIS
on cloud tab for management.

Owner

The Owner is the person who manages the implementation of a record.

Approver

The Approver is the person who manages the approval of a record.

2-1



2.2 Screen Configuration

Basic Description

The Salesforce Apps screen consists of the following elements.

LM IS oncloud

| ifucycle Managoment for 1T Service

\Wiednesday 20161112

g g w Header

(0T Event Managements  Incident Managements  Problem Managemants  Tasks(LMIS) FAQ Managemants  +

L1 Limit bo itemms; | own
Amvaneed Leach

Calendar

Today 20161102

LMIS Uity Function

MNumber and register an incidant
Redational Explorer

Recend Memes

‘You have no events scheduled for the next 7 days,

Top Page

o | D BB
30

TEO DD

(TATHIR | Cione | Create New View Suich 10 Task LIEL
- ISK-00000001 Baten Oeicte  Aateh Mark as Read | )

= 1SK-D0000000 L] &.. MarkasRead Relaied Link Fnlated Subjeet MNatity No. & Created Fy Created Date
& EBM 00000000 O e Mews ol the senice s1o...  NIF-QU0000ZS Manages, 20161102 1. G102
& LHG-00000000 Oem MNews of the senice 10, BIE-DUO0O0GI Manages, J0THI0E 1. TGN
I O em Maws of Ihe sevice slo.. - NIF-QU000UZZ Wanager 20H1I02 1. TG ITR
‘“'m O em Change request ofhe...  NIE-QUOUOUZY Wanager 20H1I02 1. TG ITR
;thanmmm O em Icannot acquire race  NTF-0UO0OUZD Wanager 20H1I02 1. TG ITR
i DRD-00000000 O ex Icannotacquire race  NTF-OUO0OUY Hanages 20H1102 1. TEMIT2
O Em | can nob acguine leace— NTE-00000018 Manages, 20181102 1 20181102
\ & Dniall R 7 HIF-00000017 Hebs — 7 A
T T e —

The following explains the details of each element.
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Basic Description

2.3 Header

This section explains the header.

Search Box
Search for registered records using any

keyword. Help & Training
* If the Chatter function is disabled, the Show the Salesforce help
Search Box is displayed in the Sidebar. screen.

\

I M IS on cloud Search... & Search Administrator Help & Training LMIS Service Operation ~

Lifecycle Munagement for IT Serviee

m Event Managements Incident Managements Problem Managements Tasks(LMIS) FAQ Managements *

Tab '—T

Apps Menu
Show the objects included Select an app from the dropdown
in an app. menu (graphic on the right).

LMIS Service Operation -

Click to go to the object's This shows you which apps you can

home page. use. Force.com

LMIS Configuration Management
LMIS Dashboard

LMIS Service Transition

LMIS Contract Management

LMIS Management

AppExchange
Developer Community

Success Community




2.4 Sidebar

Basic Description

This section explains the Sidebar.

[ Search A v
| | Got |
[ Limit to items | own

Advanced Search...

W

Mumber and register an incident
Relational Explorer

Create New... A
4 Manager

5 TSK-00000001
< TSK-00000000
2 PBM-00000000
5 CHG-00000000 /
) INC-00000006

) INC-00000005
) INC-00000004

{4 RLS-00000000
s BRD-00000000

™ Recycle Bin ./

Search Box

Search for registered records using any
keyword.

* |If the Chatter function is enabled, the

Search Box is displayed in the Header.

LMIS Utility Function
Use the convenient functions provided by

the product from this link.

Create New
Create new objects which are included in

apps such as actions and ToDo.

Recent Items

Display recently used data.

2-4
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2.5 Top Page

Basic Description

This section explains the top page. The Top Page is the screen first shown within the [Home] tab

when an app is selected (graphic below). This screen consists of three elements.

Manager at UNIRITA Inc.

Wednesday 2015/07/22

ﬁlendar

New Event ndar Help

Today 2015/07/22 < Julyf2015 >

You have no events scheduled for the next 7 days. Sy :‘d T:"“ ;; 5:‘:‘
05 08 07f 08 08 10 M
12 13 15 18 17 18
18 20 B 23 24 25

28 27 20 30 31

elect All

¥ | Clone | Create Mew View

Switch to Task List

Batch Delete | Batch Mark as Read | |F )

[ Act.. Markas Read Related Link Related Subject Notify No + Created By

O Edit Mews of the senvice stop by the .. NTF-DDO0000D sominisre@reerer——=~@
U Edit 'd Mews of the service stop by the... NTF-00000001 Administrator, 2015/07/14 14:25

U Edit Mews of the service stop by the NTF-00D00002 Administrator, 2015/07/14 14:25

O Edit Change request of the duties mo... NTF-00000003 Site Guest User Site for the ques.

O Edit | can not acquire trace NTF-00000004 Site Guest User Site for the ques ..

O Edit | can not acquire trace NTF-0000000S Site Guest User Site for the gues...

U Edit | can not acquire trace NTF-00000006 Site Guest User Site for the gues ..

U Edit test NTF-0DD00007 Site Guest User Site for the ques.

0 Selected »|

44 4 Previous Nexth B

Calendar

The scheduled actions
registered in the calendar
are displayed. Go to the
calendar view from the

calendar on the right.

Portal
Display the notification
and task (*1) information

pertaining to you.

shboard

As of 2016/07/22 10:43. Displaying data as Manager.

Dashboard
Display the graph created
from the specified report

(2).

1 1
1 1
1 1
4 4
1
Recard Count Recard Count Record Count

Related Service Name Status Change Management: Owner Name
B Carporate portal HOpen HReview  EPian W Administrator @ Manager 8 Staff
 Payroll calculation
5 Time and attendance management system

*1 Task: refer to "Appendix.2 Task(LMIS) Function".
*2 Reports: refer to "12.4 Using the Dashboard".
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2.6 View

Basic Description

This section explains the view setting.

A view is a setting which combines search conditions and display items.

Change views to display only the desired record.

A view is displayed on the home page of each object.

2.6.1 Displaying a View

1. Click atab.

The home screen is displayed (graphic below). The home screen is the first screen displayed

after clicking a tab.

Recent Incident Managements view is displayed on the home screen.

Comacien Magsrs Pl

PERRERERRAR] o)

2. Select aview from the dropdown menu in the graphic below.

Inzident Managements

£} Home

View:| | My Incidents v

View

Select a view from here.

Gol

Clone | Create Mew View
2

Create New View

Create the desired view.

-

The view is displayed.
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Basic Description

LMIS on.ciouaq Manager ¥ Help & Training

Lifecycle Management for IT Service

Home EventManagements RUGEATSUEGELENEY  Problem Managements  Tasks(LMIS) FAQ Managements  +

LMIS Service Operation

_ « !E’ [The primary answer deadline in this week | Edit | Delete | Create New View = @
e I o New Incident Number and Register | ¥ J A|B|C|D|E|F|G|H|I|[J|K|L|M|N|O|P[Q|R|S|T|U|V|W|X|Y|Z| F|&|&E|Z|F|/NT
LG A | S| 7| Other | AN|
[] Limit to items | own
Avanced Seoech. '] Action IncidentNo + Status Subject Incident Category Priority Customer Company Received Date and...
= v i L1115 1 1 7 5P OTOTTIOTTo o2
= = O Edit INC-00000001 QOpen How to get log Fault 4 8SP 2016/11/01 16:14 201
LMIS Utility Function
[ Edit INC-00000002 Open Adiligence and ind...  Fault 4 S8P 2016M11/01 17:21 201
Number and register an incident [ Edit INC-00000004 Investigation | can not acquirefr..  Fault 4 2016/11/02 16:23 201
HERHcnR St [l Edt  INC00000005 Open I can notacquire Ir...  Fault 4 2016/11/02 16:25 201
[ Edit INC-00000006 Close | can not acquire fr... Fault 4 2016/11/02 16:26 201

Click the label for each item to sort the records in ascending or descending order.

Only one type of item can be specified for sorting.

2.6.2 Creating a View

This section explains how to create a new list view to display a specific set of records such as the

incidents that you own or the records waiting in the queue. (For more details, refer to the

Salesforce User Guide.)

1. To add a new view, click the upper part of any list page or click [Create New View] in the

[View] section of any tab home page.

Home EventManagements BRI TE0E08S0E0HL G  Problem Managements  Tasks({LMIS) FAQ Managements

+

Incident Managements

&) Home

View: | Select All v || Got | CloRgl Create New View

Recent Incident Managements |-Hew |
Incident No Status  Subject Priority Incident Category Customer Company Received Date and|
IMC-00000008 Open It does not attach the power supply of the PC 4 Faul EBSP Sclutions 201507021 18:56
INC-00000010 Open  Password can not be changed 4 Faul UNIRITA 2015/07/22 10:24
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Search All Setup... | NeW reg Istra.tl on

Expand All | Collapse All
Configure your organization's workflow by creating workflow ruj

Salesforce1 Setup = Criteria that cause the workflow rule to run.

» Immediate actions that execute when a record mats

send an email that notifies the accountteam when

Force.com Home « Time-dependent actions that queue when a record
automatically send an email reminder to the accou

System Overview
View: nNew rezictration » Edit€Create New View

Personal Setup A[B[C[D[E|F|G|H|I[J|K|L|M

+| My Personal Information
+| Email Action Rule Name + Descrip

) Lo Edit| Deactivate * ¥ESH

+| Desktop Integration ) _

¥ My Connected Data Edit| Deactivate -+ ¥RZHE
Edit| Deactivate ¥ Hi#REE

App Setup Edit| Deactivate * ¥EZH
¥ Customize Edit| Deactivate ¥ HiRZH
& Create Edit| Deactivate # H#8ZH
Apps Edit| Deactivate * ¥EZH
CIEDIERER Edit| Deactivate ¥, HiiaZik
S:Li?:es Edit| Deactivate + ¥iEEH
Report Types Edit| Deactivate % $3EZH
Tabs Edit| Deactivate [ $8E%HE
Action Link Templates Edit| Deactivate % HBZEE

+| Global Actions

£ Workflow & Approvals Bdt| Deactivate = ;

Edit| Deactivate 1+ ¥ESH
Edit| Deactivate & ¥iEEH

Workflow Rules

Approval Processes

Enter the [View Name] and the [View Unique Name].

Incident Managements

£} Create New View

Save Cancel

Step 1. Enter View Name

View Name: |

iew Unique Name: I i

Caution

Do not specify a Field Name that begins with the character string "ox_".

2-8
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Basic Description

Enter the search conditions to display the record. The search target differs depending
on the type of record being searched. In general, select [All...] or [My...] to specify the

record to search for.

Field
All...
My...

Record to display

All records

The records that the user owns

Step 2. Specify Filter Criteria

Filter By Owner:
Il Incident Managements

Wy Incident Managements

Filter By Additional Fields (Optional):

Add Filter Logic...

Filter Language:

Select a filter language when using "starts with"™ or ™

contains™ operators.

Field Operator Value
——Mone—— * ——Mone—-— - AMD
——one— * ——PMone—— - AMD
——one— »* ——Mone—— - AMD
——Maone— * —MNone—— - AMD
-—Mone—— * ——MNone—— -

Select the fields to display in the view. You can select a maximum of fifteen different
fields. Select the field you wish to add and click the [Add] button.

Step 3. Select Fields to Display

Available Fields

Record I

Accept email address

Apply SLO

Spproval Date and Time
Approval Execution ID
Approval Finizhed

Approval In Progress Flag
Spproval Reguester ID
Approval Results Motification Dest
Approval Start Status Yalue
Approver

Spprover 2

Approver 3

Approver Combination
Approver Decizion

m| »

Ad

L
Remove

Selected Fields

Incident Mo

-

Top

(][> /5m

Down

Bottom
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Basic Description

5. Select any [Restrict Visibility] condition and click the [Save] button.

Step 4. Restrict Visibility

isible only to me
sible to all users (Includes partner and customer portal users)

Cancel

isible to certain groups of users

Caution
A View created by a user other than the System Administrator can only be accessed by the user who

created it.
The System Administrator must create a view that is shared by multiple users.

2-10



Basic Description

2.7 Search Box

This section explains the search box.

The search box is located in the sidebar area (refer to section "2.2 Screen Configuration" of this

document).

LMIS on_cloud Manager v  Sep  Help & Training

Lifecycle Management for IT Service

Home Event Managements WNOUGCEIENSTEGELENIEN  Problem Managements  Tasks(LMIS) FAQ Managements  #

_ ‘ _pn |Sele|:t All v|C!Une| Create New View

[search an v|

A|B|G|D|E|FIG|H|I|J|/K|L|M|N[O|P|Q|R|[5|T

I:l Gol New Incident Number and Register | (¥ J

Limit to items | own

Advanced Search. |:| Action Incident No + Subject Status Incident Category Priority
[ Edit INC-00000000 Change request oft ~ Open Fault 4
[ Edit INC-00000001 | can not acquire ta...  Investigation Fault 4
[ Edit INC-00000002 It does not attachth ~ Close Fault 4

4/ INC-00000002

&/ WILLIAM BROWN

4 Manager

Use [Advanced Search] to select the range of objects and other items to search for.

For more details, refer to the Salesforce User Guide in "Help & Training".

The search box also supports full text searching. For details about full text searching, refer to

section "Appendix.4 Full-Text Search".

Chatter is displayed in the header area if it is enabled, which allows you to also search the Chatter

feed and other records provided on Force.com in addition to the records that can be registered in

this product.



Basic Description

2.8 Creating, Editing and Deleting Records

This section explains the procedures for creating, editing and deleting records. The operations are

the same for all records. Please read this chapter before performing these operations for the first

time.
This section also covers the multiple ways to open the new record creation and editing screens.

2.8.1 Creating a New Record

Open the Create New screen and enter a record (items marked in | are required).

Incident Management Edit Help for this Page @&

€] New Incident Management

Incident Management Edit Save | |Save & New | |Cancel

Basic Information | = Required Information

Subject I
Status Substatus
Inquiry Method I —None— - Owner  Manager
Received Date and Time I2U‘|5_.'DT_.'22 11:15 [ 20150722 11:15] Target Answer Time I24_DD

Primary Answer Deadline Customer Representative &
Customer Company

Details

Investigation Information 2
Urgency I middle ¥ Incident Category I Fault -
Influence I middle ¥

Priority

Related Information

Investigation Details

Click the [Save] button when the items have been entered.
Click the [Save & New] button to enter another record.

Click the [Cancel] button if you do not wish to save the record.



*

How to Open the Create New Screen
There are four ways to open the Create New screen.

A) Click the [New] button on the Home screen.

Basic Description

LMIS on cloud

Lifeopole Munagemens for IT Servics

Home  Event Managemints lllt:lrlnnl..uiuijuulunh Problom Managements  Tasks{LMIS}  FAQ Managomonts 4

Manasger ¥

Fekp B Training

LMIS Service Operation -

Search Ml -
Gol

Ircidennsd Masaggrmmids

£l Home

View:  salac All - et | ClonaiCreats New View

9] Limitto items § awn

Thaig for ws Pape g

Advanced Search |

New

Recent Incident Managements

Incident Mo Status  Subject Priority  Incident Category Customer Company
MC-DUOUOUIE  Clese B doas net aftach th 4 Fault

20150827 1141

Recerved Date and Time

Hacenty ewed

Primary Answer Deadiing Last Modified Date

201508728 11:41 0150814

B) Click the [New XX] button in a View.

The following graphic shows the [New Incident Management] button.

LM IS on cloud

Lifecyele Munagement for IT Service

Help & Training

Home Event IEE; ar -.wi i x: Problem Tasks(LMIS) FAQ Managements +
EZZN - ) [Tre primary answer deadiine s this wesk ¥ |Clone | Creats Hew View
bt Ak T >
T ca Mew Incident Management) |Mumber and Register| (#) A B/CID E FIGIH [[JIKILIM “?JC bf' A
Limit to items | own

Action Incident No + Status Subject Incident Category  Priority
Advanced Search

Edit  INC-0DDODDO® Open It does not attach th . Fault 4

C) Click the type of record you wish to enter from the [Create New] dropdown list in the

sidebar.

=4 Event

£ Task

%# Event Management
Incident Management
% Problem Management
i Task(LMIS)

Fa&0 Management

4 INC-D0000010
% EVT-00000000




Basic Description

D) Click a [New XX] button in the Related List in the lower part of the record detail screen.

The following graphic shows the [New Incident Management] button.

Related List <

Notes & Attachments

Mo records to display

New Note | | Attach File

Motes & Attachments Help ?

Edit

f‘ Related Notification

Action Mark as Read Motify No

MNew Notify

Details

WTF-D0000000 The incident has been newly registered.

Check the details and start the investigation.

Related Motification Help (7
Related Subject Created By

| can not log in to the PC  Manager, 2015/07/22 13:42

= Related Task

Mo records to display

New Task{LMI5)

Related Task Help |7

Mo records to display

)| Related Incident

MNew Incident Management

Related Incident Help ?

Related Problem

Mo records to display

New Incident/Problem

Related Problem Help ?

Mo records to display

B Related Change

MNew Change Management

Related Change Help '?

Related FAQ

Mo records to display

New IncidentFAQ

Related FAQ Help |7

\No records to display

il Related Document

MNew Document{LMI5)

Related Document Help |2

* A new record can be created in relation to that record.
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2.8.2 Edit

Open the Edit screen (graphic below) to edit a record.

Incident Management Edit Help for this Page @&

€l INC-00000000

Incident Management Edit Save | |Save & New| |Cancel

Guide  The incident has been registered.
The incident is in the cpen state.
Check the incident details and start the investigation

To start the i ion, press the [ Start] button.
To assign the investigation work, register a Task.
Basic Information | = Required Infarmstion
IncidentNo  [NC-00000000
Subject I can notlog in to the PC
Status  Open Substatus  In Progress
Inquiry Method I Phone/Fax v Owner  Manager
Received Date and Time  |Z015/07/22 13:41 [ 2015/07/22 13:44] Target Answer Time |24 00
Primary Answer Deadline  2015/07/23 13:41 Customer Representative =]
Customer Company
Details

Click the [Save] button when the items have been entered.

€ Opening the Edit Screen
A) Click the record number on the Home screen. The following graphic illustrates the incident

number as an example.

LIMIS on cloud

Lifecyele Management for IT Service

Home Event Managements RURGEVRIETENEEGIES  Problem Managements  Tasks(LMIS) FAQ Managements  +

_ - p! [Select Al | Edit | Delete | Create New View

[ Search an ~]
6o New Incident Number and Register | |# J A|B|C|D|E[F|G|H[I[J/ KL
[] Limit to items | own
Advanced Search._. [] Action Incident No + Subject Status Incident Category
[ Edit INC-00000000 Change Request of .. Open Fault
— - [] Edit  |NC-00000001 How to get log Open Fault
LMIS Utility Function
[ Edit INC-00000002 Adillgence and ind... Open Fault
Mumber and register an incident [ Edit INC-00000004 I can not acquire ... Investigation Fault
[ =T (B [ Edit  INC-00000005 I can not acquire Ir...  Open Faull
[] Edit INC-00000006 | can not acquirefr...  Close Fault
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Click the [Edit] button when the detail screen is displayed.
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B) Click the record number under "Recent Items" in the Sidebar.

LM I S oncioua Manager ~ Help & Training LMIS Service Operation ~
Lifecycle Management for IT Service
m Event Managements  Incident Manag Problem M: Tasks(LMIS) FAQManagements
C
Manager at UNIRITA
Wednesday 201611112
[ Limit to items | own Calendar New Event Calendar Help ' ?
Advanced Search...
Today 2016/11/02 < | November 2016 | >
= - You have no events scheduled for the next 7 days. Sun Mon Tue Wed Thu Fri Sat
LMIS Utility Function . m e
- Lo 06 07 08 09 10 11 12
Number and register an incident BRI Es
etabonat Expiores 20 21 22 23 24 25 26
27 28 29 30
e — REE O
—
IATER | Clone | Create New View Switch to Task List
4 INC-00000008
() INCT00000000 Batch Delete | Batch Mark as Read| | )|
@ INC-00000004 [[] A.. Markas Read Related Link Related Subject Notify No + Created By Created Date

C) Click the record number in the Related List in the lower part of the record detail screen.

The following graphic illustrates the incident number as an example.

r + ' Related Notification New Notify Related Notification Help |2
Action  Mark as Read  Notify No Details Related Subject Created By
Eait NTF-DOODOODD ¢ iMeident has been newl registered Icannotiogintothe PG Manager, 2015/07/22 13:42

Check the details and start the investigation.

= Related Task New Task(LMIS) Relsted Task Help (7

No records to display

1| Related Incident New Incident Management

Related Incident Help '

Action Incident No Status Subject
| 1 forgot the

C-
Ao Open  login
00000003 password

Priority Incident Category Customer Company Received Date and Time Primary Answer Deadline Last Modified Date

4 Fault 2015/07/22 13:55 2015/07/23 12:55 2015/07/22

Related List &

Related Problem New Incident/Problem Related Problam Help 7

Action Problem No Status  Subject Last Modified Date

Edit | Del PBM-00000000 Open

Login screen doss not appear

Problem Category  Received Date and Time

Proactive 2015/07/22 13:55

Investigation Deadline

2015/07/23 13:55 2015/07/22

&9 Related Change

No records to display

New Change Management

Relsted Change Help (7

Related FAQ

No records to display

New Incident/FAQ

Related FAQ Help (?




2.8.3 Delete

Basic Description

Request the System Administrator to delete a record that was accidentally created or is

unneeded. The method to make a record deletion request is shown below.

€ Making a Deletion Request

Open the detail screen for the record you wish to delete and check the [Delete Confirmation]

box.

¥ Control Information
Approver Decisign.Mathad
Delete Confirmation
Apply 5LO
FAQ Candidate
Input Template

Easy Mumber

]

CON

Email Nofification
Lock When Closed
Awaiting Task Completion
Email to Customer

Calendar Registration

ON
ON

OFF

ON

Click the [Save] button when the items have been entered.

Confirm the record submitted for the Deletion Request in the Deletion Request view.

I Deletion Request

Y Clone | Create Mew “iew

New Incident Management

Number and Register

Action

Incident No +
Edit INC-D0DODO0D

Status
Open

T
m
[w]
(=]
m
m

td

Subject
| can not log in to th...

Inzident Category
Fault

Prigrity
4
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2.9 Lookup Search

Click the [Lookup] button to display the Lookup search dialog (graphic below).

e

v ——
) INC-00000000

Incident Management Edit

Guids  Then
The incisert
Chack e incs 12
To sinet the investignton, press the
To assign Thé nvestgatcn work, ©

Basic Information | = Reguses intzevatan

o INC.00000000

ot i Togin o the FC

@ Lookup

Go! | New

You can use """ as a wikdcard next to other characters to improve your search results.

Recently Viewed Contacts

Results are narrowed down by criteria set by the administrator. Show all results

Name Account Name Account Site
JOHN TAYLOR BSP Solutions

JOHNSON DAVID ABC Corporation

WILLIAM BROWHN UMIRITA

Results can be narrowed with multiple search conditions when the advanced lookup search is
enabled.

For more details about this setting, refer to the Salesforce User Guide.

2.10 Record Owner and Approver

Without exception, each record has associated users with the following roles.

Role Description

Owner The person responsible for implementing the corresponding
record. Staff.

Approver The person responsible for approving the corresponding
record. Manager.




2.11 Control Information

Specify various controls for the corresponding record in Control Information.

Control Information can be confirmed on the detail screen for each record.

Basic Description

The following graphic shows the Control Information in Incident Management as an example.

¥ Control Information
Approver Decision Method M
Delete Confirmation
Apply 5LO  ON
FAQ Candidate
Input Template

Easy Number

Email Motification
Lock When Closed

Awaiting Task Completion

Email to Customer

Calendar Registration

ON
ON
OFF

On

This section explains each item of Control Information.

Approver Decision Method

Specify the decision process of the "Owner" and the "Approver".

Q: The "Owner" or "Approver" can specify the Owner after the

record is created.

N: The record creator is the "Owner". The Approver is the

manager of the "Owner".

C: (Only with the Task function *1) The user specified in "Owner:
For Work Request" is the task's "Owner". If nothing is
specified for "Owner: For Work Request", then the creator is
the "Owner". The "Approver" is the manager of the "Owner".

*1 For more details, refer to section "Appendix.2 Task(LMIS)

Function".

Email Notification

Send an Email to the Owner and the Approver at the same time

as an alert notification when the record is updated.

Delete Confirmation

Check to delete a record and send a record deletion request to

the System Administrator.

Lock When Closed

Set to prevent editing of the record when the status is closed.

Apply SLO

You can specify the prioritization of the response time registered
in the SLO information of the Service, Service Contract.

ON: Prioritize the response time registered in the SLO

information of the Service, Service Contract

CREATEONLY: Prioritize the response time registered in the
SLO information of the Service, Service
Contract only when registering a new record

OFF: Directly register the response time in the incident
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Awaiting Task Completion Do not make an Approval Request until all of the tasks

associated with the record are closed.

FAQ Candidate Check for similar incidents which frequently occur. Checked

incidents can be confirmed in the FAQ view.

Email to Customer Email is automatically sent to the customer (Contact) for each

specified status change.

Input Template Check for similar incidents which frequently occur. Checked
incidents can be confirmed in the "Template" view. Incidents can

also be easily issued with the "Register Copy" button.

Easy Number Automatically checked for incidents registered with [Number and
register an incident] on the Sidebar.

For more details, refer to section "4.2.1 Incident Reception".

2.12 Cautions in the English user

This section describes Cautions when operating in the English user.

® In the English user, there is possibility that error messages contain Japanese text.

Under this circumstances, please contact to System Administrator.

® You can not full-text search in the selection list values in English.
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Event Management

3. Event Management

Event Management manages the information for changes in the status of services and the product.

Events in this product are requests or inquiries from users or alerts issued by monitoring tools.

3.1 Workflow Explanation Diagram

This section explains the workflow and each process in Event Management.

The workflow described here is the default workflow provided by this product.

Ticket from Integrated Tools

ﬂpen (or Awaiting Confirmat&i Ticket from the event staff

Issue an event ticket or provide

notification of the event
occurrence.
* The status will become "Open" when the

event category is "Abnormal"

Service desk ﬁ

Check the event description.
Select the process matching the e EEEEEEEEEEEEEEEREEREEEEs Incident
description. - Function escalation Management

= Transition from Event .
Confirmed Incident Registration ) ::>

= Management to Incident
/ = Management. :

Event Management

3-1



3.2 Event Reception

Event Management

This section explains the event registration procedure for the service desk manager.
In addition to having a ticket issued by a manager, an event can also be automatically registered

from a monitoring tool alert or the contents of an Email by using Integrated Tools. Refer to the
"LMIS on cloud :E#Y— /)L 574 K" for details about how to use the Integrated Tools.

1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

Ewvent Management Edit

%% New Event Management

Help for this Page &

Event Management Edit

Basic Information
Subject

Status
Event Category

Occurred Date and Time

Details

Save Save & New | Cancel

| information ¥

2015/07/22 14:50

Owner

Notification Source
Customer Representative

Customer Company

| = Required Information

Manager
User

2. Enter the required items.

3.

Click the [Save] button.

The entered content is updated in the Event Management detail screen.

Event Management

% EVT-00000000

« Back to List: Incident Managements
Event Management History [21 | Motes & Attachments [0] | Related Nofification [0 | Related Event[0] | Related Incident[0] | Related Document [0]

Customize Page | Printable View | Help for this Pa

Details

| cannet do it according to installation procedure.

Event Management Detail _Edit | | Confi Regi Explorer
w Basic Information
EventMo  EVT-00000000
Subject  There was an inguiry.
Status  Awaiting Confirmation Owner  Manager [Change
Event Category  Information MNotification Source  User
Occurred Date and Time ~ 2016/11/02 17:36 C Repr WILLIAM BROWN
Cusgtomer Company  UNIRITA

This completes the Event Reception procedure.
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3.3 Event Confirm

Next, the service desk staff checks the event.

The staff looks at registered events with unconfirmed contents that were issued by monitoring tools,
Email or other staffs and changes the status depending on their content. If no particular action is
required, the event is set to "Confirmed". If action is required, a ticket is issued from the

corresponding event for incident or problem information.

3.3.1 Event Selection

1. Select the [Event Managements] tab to display the event home screen.
Click on entries that do not have a status of "Close" in the list of displayed events.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

You can quickly access events which should be confirmed by using the appropriate view such
as "All Unclosed Events" or "All Abnormal Event". For more details about how to use views,

refer to "2.6 View" in the previous section.

3.3.2 Event Confirm

Look at the event content and if no action is required, then set the status to "Close" after
confirming.

1. Click the [Confirmed] button.
The event status changes to "Close".

. Event Management Customize Page | Printable View | Help for this Pag|
% EVT-00000000
« Back to List: Incident Managements
Eveni Management History [2] | MNoies & Aftachments [0] | Related Nofification [0 | Related Event[0] | Related Incideni]o] | Related Document [0]

Event Management Detail Edlt | |C Iicident Registrati i Explorer

¥ Basic Information
EventNo  EVT-00000000
Subject  There was an inguiry.

Status  Close Owner  Manager [Change]
Event Category  Information Notification Source  User
Occurred Date and Time ~ 2016/11/02 17:36 Customer Repr i WILLIAM BROWN

Customer Company  UNIRITA

Details | cannot do it according o installation procedure.

¥ Close Information
Close Date and Time ~ 2016/11/02 17:38 Time Until Close .02

¥ Related Information
Related Event
Related Event Subject
Related Service Related Service Name
Related Hardware Related Hardware Name
Related Software Related Software Name




3.3.3 Function Escalation (Incident)

Event Management

Depending on the event content, related incident information may be registered if an incident

response is required.

1. Click the [Incident Registration] button.

X Event Management
% EVT-00000000

« Back to List: Incident Managements

Event Management Detail

Event Management History [3] | Motes & Aftachments [0] | Related Motification [0] | Related Event[0] | Related Incident[0] | Related Document [0]

Edit | | Confirme(t | | Incident Registration Eh ional Explorer

Customize Page | Printable View | Help for this Pag

¥ Basic Information

Nofification Source
Rep tati WILLIAM BROWN

Owner  Manager [Change

User

EventNo  EVT-00000000
Subject  There was an inquiry.
Status  Close
Event Category  Information
Occurred Date and Time  2016/11/02 17:36 C
Details | cannot do it according to installation procedure.

Customer Company

UNIRITA

The incident was registered with the same subject as the event. For more details about

subsequent steps, refer to section "4. Incident Management".

Incident Management
) INC-00000009
« Back to List: Incident Managements

Incident History [5+] | Meles & [0 | Related

lion[1] | Related Task[0] | Relaled Incident[0] | Related Problem [0] | Relaled Change[0] |

Customize Page | Printable View | Help for this Page &)

Related FAQ [0] | Related Document (o]

Edit | Investigation Start | Start Corrective Measure | Approval Request, Request Cancellation Approve |Reject

Incident Management Detail Problem

Change Regil

Register Copy | | Calendar Re

Relational Explorer

FAQ Registration

m 7 [—]I“’"Et‘ga“"

Guide  The incident has been registered
The incident is in the open state
Check the incident details and start the investigation
To start the investigation, press the [Investigation Start] button.
To assign the investigation work, regisier a Task.

lcarracﬁve Measure

¥ Basic Information

Incident No  INC-00000009
Subject  There was an inquiry.
Status  Open Substatus
Inquiry Method  Event Management Owner

Received Date and Time ~ 2016/11/02 17:38

2016/11/03 17:38

Target Answer Time
Primary Answer Deadline Customer Representative
Customer Company

Details.

| cannot do it according to installation procedure

In Progress
Manager [Change]
24.00

WILLIAM BROWN
UNIRITA

Auto populated content
Subject

Details

Related Event

Related Service

Related Hardware

Related Software

Customer Representative
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3.3.4 Event Batch Confirm

Select events that have been confirmed from the event list and set the status to "Close" all at

once.
1. Select the [Event Managements] tab to display the event home screen.

2. Check the selection box to set the status of each record to "Close" in the displayed

event list.
:::4 Select All ¥ | Clone | Create New View
New Event Management| |Batch Confirm | [T J Sl 2SN D2 F @RI LG LUt e i D Ll 2
Action EventNo * Status Subject Event Category Customer Company
Edit EWT-000 0 Close There was an inquiry Informaticn UMIRITA
| < Bdit EVT-00000001 Awaiting Confirmation  An event was register...  Informaticn
| Edit Awaiting Confirmation  Please confirm it Informaticn
‘ < Edit EVT-000DDD03 Awaiting Confirmation  Contract documents ¢...  Informaticn
| 1-4ofd =| 2 Selected |

3. Click the [Batch Confirm] button.
The status of the selected events changed to "Close".

:::; Select All ¥ | Clone | Create New View

Mew Event Management(_ | Batch Confirm | JT J AIBICIDIEIFIGIHIIJ

Action Event No + Status Subject Event Category
Edit EWT-00000000 Close There was an inquiry Information
Edit ENT-00000001 Close An eventwas registered b... Information
Edit EVT-00000002 Awaiting Confirmation Please canfirm it Information
Edit EVT-00000003 Close Contractdocuments can ... Information

1-4of4 x| 0 Selected x|

Caution
The batch confirmation process may fail if the event has many related records.

If this occurs, run the batch confirmation with fewer events.
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4. Incident Management

Manage responses to service and product related inquiries in Incident Management.

The following workflow diagram provides a graphical illustration to explain the accompanying

management procedure.

4.1 Workflow Explanation Diagram

This section explains the workflow and each process in Incident Management.

The workflow described here is the default workflow provided by this product.

Open
Confirm the incident that the
ticket was issued for.

Investigation Start Incident Owner

N

s

-
Investigation
Investigate the incident and
enter the corrective measure
details.

Start Corrective Measure | ncident Owner

J

Corrective Measure
Implement the corrective
measure and request approval
from the manager.

Approval Regquest Incident Owner

A

Awaiting Approval
The manager approves the

corrective measure.

Incident Management
Manager

pprov

b=

")
@,

Close

( \€Y/

~
Escalation from

an Event

Ticket from the incident

staff
g

T T TTTTTrrrrreee
ol

: Task(LMIS)

] Register the task at any
time (refer to "Appendix.2
Task(LMIS) Function").

[
"
.

Problem
Function escalation ' Management
Switch from Incident
Management to Problem Ii(>
Management at any time.
Biscrreoorsorenoraresoves . (
f‘ Function escalation :
. Switch from Incident ; Change
Management to Change ; Man agement
: Management at any time. >
Boesceccscssoosasensoess A
:: Function escalation ‘
Switch from Incident
Management to FAQ
: Management at any time. |:(> FAQ
. I Management
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4.2 Reception and Opening

This section explains the procedure from incident reception to the start of the investigation.
Reception is the issuing of an incident ticket. List the description of the service and product related

inquiry in the incident.

4.2.1 Incident Reception

This section explains the registration of new incident information.
1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Enter the required items.
Click the [Save] button.
The entered content is updated in the Incident Management detail screen.
A notification is displayed in the incident Owner's portal explaining that an incident was

registered.
This completes the incident reception.

€ Simple Registration
An incident can be quickly registered from the Sidebar.
A unique incident management number is assigned to a registered incident which is used to
immediately relay the reception number to the person filing the incident.
1. Click [LMIS Utility Function]-[Number and register an incident] in the Sidebar.

Incident Tasks{LMIS) . +

" Manager at UNIRITA

e nest 7 das

Mansger JRTAZ 1 201811902
Manage, 201671102 1. 20181182
Manags, 201871102 1 201871142
Manage. 2018 i

Manaer F1B1IOT 1 F016IAR
Managey FIISTIAZ T 2016714A

3 W 1 AT
Manacs W21 08T
Manacer. 70161102 1

LAetIe e O Seecied ]

Dashboard Cmze Page

Click the [OK] button when the message is displayed.

Open the Incident Management edit screen.
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Incident Management Edit

€} INC-00000005

Help for this Page @

Incident Management Edit Save | |Save & New| |Cancel

Guide  The incident has been registered.
The incident is in the open state.
Check the incident details and start the investigation.
To start the investigation, press the [Investigation Start] button
To assign the investigation work, register a Task.

Basic Information | = Required Information

Incident No  INC-D0DDODOS
Subject | Easy Number

Status  Open Substatus  |n Progress
Inquiry Method I —None— r Owner  Manager
Received Date and Time  |2015/07/22 15:10 [ 2015/07/22 15:10] Target Answer Time | 24.00
Primary Answer  2015/07/23 15:10 Customer Representative @,
Deadline

Customer Company
Details

Type Information
Urgency |r‘1idd\e = Incident Category |Fault =

influence | middie v
Priority 4

The incident information can be entered once the incident number is assigned.

The [Easy Number] item is checked for incidents registered with this method.

Enter the required items, edit the [Subject], and click the [Save] button.

The new incident was registered. The [Easy Number] item changes to an unchecked state.

If the [Cancel] button is clicked to cancel the editing or the incident is saved without editing the
[Subject], the [Easy Number] item will remain checked.
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4.2.2 Investigation Start &

The following operations are performed by the user (incident Owner) who was assigned the
incident.
Confirm the notification in the portal.

2. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Click the [Investigation Start] button.

Incident Management
@4 INC-00000010

« Back to List: Incident Managements

Customize Page | Printable View | Help for this Page &

Incident History [5+] | Motes & [01 | Related Nofificafion [1] | Related Task 0] | Related Incident[o] | Related Problem o] | Relaled Change 0] | Related FAQ ] | Related Documen (o

Edt | [Investigation Start| | Start|Zorrective Measure | |Approval Request | | Request C. ion | |Approve | |Reject| | Problem Registration
Changngegistration | |Regists@Copy| | Calendar Registration | Relational Explorer | | FAQ

m i 7 7 S

Guide  The incident has been registered
The incident is in the open state.
Check the incident details and start the investigation.
To starl the investigation, press the [Investigation Start] button.
To assign the investigation work, register a Task.

Incident Management Detail

¥ Basic Information
IncidentNo  |NC-00000010
Subject  Please tell me the aclions to be taken when I can not make prints
status  Open subststus  In Progress

Inquiry Method  Email Owner  Manager [Change]
Received Date and Time ~ 2016/11/02 17:42 Target Answer Time  24.00
Primary Answer Deadline  2016/11/03 17:42 Customer Representative

Customer Company
Details  Please tell me the actions to be taken when | can not make prints

¥ Type Information
Urgency  middle incident Category  Fault
influence  middle
Priority 4

Click the [OK] button when the confirmation message is displayed.

The investigation has now been started.
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4.3 Investigation in Progress

Investigation refers to the investigation details and results, entering the corrective measure details
and up to the stage where the corrective measure starts.
1. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
2. Enter the details of the investigation in [Investigation Details] (Add the results once the
investigation has been carried out).
Enter the corrective measure for the incident in [Corrective Measure Details].

Click the [Start Corrective Measure] button.

Incident Management Customize Page | Printable View | Help for this Page &)

el INC-00000010

« Back to List: Inadent Managements

Incident History [5+] | Notes& [ | Related [2 | Related Task(0] | Related incident 0] | Related Problem [0] | Related Change [0} | Relaled FAQ ) | Related Document (o]
Edit | |Investigation Star(| | Start Corrective Measure| JApproval Request | | Request C: ion| | Approve | Reject| | Problem Registration

Incident Management Detail = S e 5 s
Change Registration | | Register®asyl.[Calandseitistration | Relational Explorer || FAQ Registration

m 7 7 :‘mmw! —l 7 :Close

Guide  The incident investigation has been staried
Enter the "Investigation Details". Enter the corrective measure details based on the investigation results for this incident in "Corrective Measure Details™.
Once you have finished the investigation, next start the corrective measure. To start the corrective measure, press the [Start Corrective Measure] button.

¥ Basic Information
Incident No  |NC-00000010
Subject  Please tell me the aciions to be taken when | can not make prints

Status  |nvestigation Substatus  In Progress
Inquiry Method  Email Owner  Manager [Change]
Received Date and Time  2016/11/02 17:42 Target Answer Time  24.00
Primary Answer Deadline  2016/11/03 17:42 Customer Representative

Customer Company
Details  Please tell me the actions to be taken when | can not make prints.

¥ Type Information
Urgency  middle Incident Category  Fault
Influence  middle
Priority 4

Click the [OK] button when the "Started the incident corrective measure" message is
displayed.

This completes the investigation.

If investigation or corrective measures are required for the investigation result or root cause,

refer to "4.4 Function Escalation" to perform escalation.
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. e
4.4 Function Escalation ()

Function Escalation is when a new ticket is separately issued for management information based
on the incident information. Tickets for problem information, change information and FAQ
Management information can be issued.

Problem information is issued when a permanent solution cannot be found even after carrying out
an incident investigation and corrective measures.

Change Management receives the incident details and issues a ticket if changes are planned for
the configuration information of the service being provided.

FAQ Management issues a ticket when registering FAQ information from the incident and

corrective measure details.

4.4 .1 Function Escalation (Problem)

This section explains the procedure to issue problem information from an incident.

1. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.

2. Click the [Problem Registration] button.
The problem is created (The created problem can be confirmed in the lower part of the
Incident Management detail screen under "Related Problem").

Notification is sent to the portal of the Problem Management staff.

4 Auto populated content
Subject
Related Service
Related Hardware

Related Software

This completes the Function escalation to Problem Management.
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4.4.2 Function Escalation (Change)

This section explains the procedure to issue change information from an incident.
The change issued with this procedure begins from the "Open" status.
The change issued with the default operation begins from the "Change Request" status. For
more details about the default operation, refer to section "6.2.2 Change Escalation
Registration”.

1. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Click the [Change Registration] button.

Select the change Approver.

@ Lookup

Administrator Gol

You can use """ g5 & wilkdeard next to other characters fo improve your search resuits

< Clear Search Results
Search Results

Full HName Role

Administrator

The following confirmation message is displayed when the change request Approver is
selected.

‘-.I This will register changes with the following content. Do you wish to
;' continue?

Change Request Approved

Change request approver:Manager

oK ] ’ Cancel
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4. Click the [OK] button.
The change is created (The created change can be confirmed in the lower part of the Incident
Management detail screen under [Related Change]).

Notification is sent to the portal of the Change Management staff.

4 Auto populated content
Subject
Related Service
Related Hardware

Related Software

This completes the Function escalation to Change Management.

4.4.3 Function Escalation (FAQ Management)

This section explains the procedure to issue FAQ Management information from an incident.
1. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
2. Click the [FAQ Registration] button.
The FAQ Management is created (The created FAQ Management can be confirmed in the
lower part of the Incident Management detail screen under "Related FAQ").

Notification is sent to the portal of the FAQ Management staff.
4 Auto populated content

Subject

Details

Corrective Measure Details

This completes the Function escalation to FAQ Management.
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4.5 Corrective Measure in Progress

Implement the corrective measure for the incident and register the results.

The procedure is explained as follows.

1. Open the Incident Management detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Follow the Corrective Measure Details to implement the measure.
Enter the post-implementation result in [Corrective Measure Result].
Confirm that the customer understands the corrective measure details and check the
[Confirm Customer] box.
5. Enter either Permanent Response or Interim Measure in [Close Type].
When escalating to Problem Management, enter [Interim Measure] to escalate the incident to
Problem Management. For more details, refer to section "4.4 Function Escalation".
6. Click the [Approval Request] button to request closing approval.
Notification is sent to the portal of the Approver.
Notification is sent to the portal when the Approver grants approval of the request. If the

Approver rejects the closing, then it returns to the reinvestigation and corrective measures.
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4.6 Approval in Progress, Closing 6

Approve the incident investigation and corrective measure details and results.

The following operations are performed by the Incident Management Manager. The incident

response closes with the approval.

Confirm the approval request from the portal and open the Incident Management detail screen.

Confirm the details and results of the incident investigation and corrective measure.

*

1.

To approve

Click the [Approve] button.

The comment field is displayed.

Enter the comment.

The approval notification is sent to the incident Owner's portal.

The incident Owner confirms the details to close the notification.

To reject

Click the [Reject] button.

The comment field is displayed.

Enter the comment.

The rejection notification is sent to the incident Owner's portal.

The incident Owner confirms the details and performs the reinvestigation and corrective

measures.

* Notification can be sent by Email as well as to the portal. For more details, refer to section

"Appendix.1 Notification Function".

* The Approver can be changed. For more details, refer to section "Appendix.5 Change

Approver".

* The approval or rejection comment can be set to automatic entry.

For more details, refer to the "LMIS oncloud 3> 27445 L—>3>H4 K"
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4.7 Process Improvement

This section explains the functions and usage procedure to improve processes to suit your

business.

4.7.1 Service Level Management

The Primary Answer Deadline and the Target Answer Time can be automatically set when
registering the basic information for an incident. Services and Service Contracts can also be
associated with an incident (For details about Services and Service Contracts, refer to "8.1
Types of Configuration Information"). The incident response time listed in the Service is set
when associating a Service. The incident response time listed in the Service Contract is set
when associating both. In an emergency, the response time can be set manually.
The procedure to switch the method for setting the Primary Answer Deadline and the Target
Answer Time is as follows.

1. Open the Incident Management detail screen or the Create New screen.

2. Select one of the following in [Apply SLO] under [Control Information].
ON: Prioritize the response time registered in the SLO information of the Service or Service

Contract (manual setting).
CREATEONLY: Prioritize the response time (automatic) registered in the SLO information of
the Service or Service Contract only when creating a new record.

OFF: Directly set the response time (manual setting).

4.7.2 Change Owner

The Owner of the incident can be changed.
Change the Owner to assign the incident to a staff who is well suited to handle the incident
details.

1. Open the Incident Management detail screen of the incident to change the Owner.

2. Under [Basic Information], click [Change] for [Owner].

The [Ownership Edit] screen is displayed.

Home Event Managements Problem Managements

Ownership Edit

@), INC-00000005

This screen allows you to transfer an incident management from one user to another.

Select New Owner

Transfer this incident management  |NC-00000005
Owner I @,

Send Motification Email

Save | |Cancel
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Select the Owner.

Click the [Owner Lookup] button (circled area in the graphic above) to search for the staff.
Click the [Save] button.

Notification is sent to the new Owner.

This completes the Change Owner procedure for the incident.
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4.7.3 Change Approval Flow

The incident approval flow may be selected in the event of an emergency or if the default
approval flow is unsuitable.
(The approval flow must be created in advance. The method for creating the approval flow is
explained in"LMISoncloud 3> 77 J'L— 3281 )
Open the Incident detail screen or the Create New screen.

2. Select the approval flow from the dropdown list under [Control Information] and
[Approver Decision Method].
N: The record creator is the "Owner". The Approver is the manager of the "Owner".
Q: The "Owner" or "Approver" can specify the Owner after the record is created.

3. Click the [Save] button.
This completes the Change Approval Flow procedure.

Caution
e If the value of "Approver Decision Method" is 'N' and the manager of the "Owner" is not
set, then the "Owner" is set as the "Approver".

4.7.4 Work Request

Work relating to the investigation and response to an incident can be assigned to another user.
This related work is called a task (for more details, refer to "Appendix.2 Task(LMIS) Function").
1. Open the Incident detail screen or the Create New screen to register a task for an
incident.
2. Click the [New Task (LMIS)] button under [Related Task].
The task edit screen is displayed. Enter the required items and save.
3. Set one of the following from the [Awaiting Task Completion] dropdown list in the
[Control Information] section of the Incident edit screen.
ON: Do not make an Approval Request until all of the tasks are closed.
OFF: Make an Approval Request even if the tasks are not closed.
4. Click the [Save] button.

This completes the Work Request procedure.
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4.7.5 FAQ Candidate Registration

Mark frequently occurring, similar incidents to register them as an FAQ Candidate. This
enables the improvement of provided services by clarifying frequently occurring Q&A topics

and maintaining consistent response quality for the same incident.

€ Method for Registering an FAQ Candidate
1. Open the Incident detail screen or the Create New screen to register an incident as an
FAQ topic.
Check the [FAQ Candidate] box under [Control Information].
Click the [Save] button.

¢ Confirmation Method
Open the [Incident Managements] tab.
Select [FAQ Candidate] from the [View] dropdown list.

Incident Managements

£} Home
View:  salact All |L] Go! | Clone|Create New
All Unclosed Incidents
Deletion Request
ce FAQ New
FAQ Candidate> |
Incide My Incidents Priority Incident Category
My Unclosed Incidents
[ME-0 Select All 4 Fault
Template
The primary answer deadline is this week

The FAQ Candidate is displayed.

Caution

e A new ticket for FAQ Management information based on the incident information can be
issued with Function Escalation. Refer to "4.4.3 Function Escalation (FAQ Management)"

for the operational procedure.
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4.7.6 Using a Template

A new incident ticket can be issued by copying the contents of an existing incident. The
existing incident is called a "template".
Registering the contents of an existing incident as a template reduces the time needed to

receive and investigate frequently occurring incidents.

¢ Copied Contents
FAQ Candidate
Details
Urgency
Impact
Incident Category
Inquiry Method

€ Procedure to Create a Template
Open the Incident detail screen or the Create New screen to register a Template.
Check the [Input Template] box under [Control Information].
Click the [Save] button.

€ Procedure to Use a Template
Open the Incident detail screen to register a Template.
Click the [Register Copy] button.
Enter the incident subject when the dialog is displayed (graphic below).

The Template subject is automatically input into the entry field.

Enter the copy destination incident subject name.
A diligence and indolence system in the col

OK || Cancel

Enter the subject and click the [OK] button.

4. The detail screen for the new incident is displayed.

Enter the required items, and click the [Save] button.
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4.7.7 Calendar Registration

Response Deadlines and other tasks can be registered in the calendar. This can be used as a
reminder for Response Deadlines or to easily manage schedules to include incident response

deadlines.

Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how

to display the calendar.
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4.7.8 Self Service Portal Responses

This section describes the incident response functionality available in the Self Service Portal
for users that must respond to incidents.
Use the following procedure to respond to the incident creators.
€ Entering Response Status
Once the status of an incident has been changed in LMIS on cloud or a field such as the
contents for customer or content has been edited, the incident in the Self Service Portal is

also updated. This allows the incident creator to confirm the response status in real-time.

® LMIS on cloud Incident Screen

incident Management
), INC-00000010
« Back to List: Incident Managements
Incident History [5+] | Notes &

Customize Page | Printable View | Help for this Page &)

[0 | Related Noti [21 | ReiatedTask[o] | Reiated ncident [0 | Relsted Problem [0] | Related Change 0] | Relsted FAQ[D] | Related Document o]

) . Edit tion Start| | Start Comrective Measure | | Approval Request| | Request C:
Incident Management Detail ~ - - -
Change Registration |  Register Copy| | Calendar Relational Explorer || FAQ

Approve | |Reject| | Problem Registration
m
Guide  The incident investigation has been siaried

Enter the “Investigation Details". Enter the corrective measure details based on the investigation resulis for this incident in "Corrective Measure Details".
Once you have finished the investigation, next start the corrective measure. To starl the corrective measure, press the [Start Corrective Measure] bution.

I* Basic Information
Incident No
Subject

INC-00000010
Please tell me the actions to be taken when | can not make prints

stat{s  Investigation Substatus  In Progress
Inquiry Method — ETH&W Owner  Manager [Change]
Received Date and Time  2016/11/02 17:42 Target Answer Time  24.00

Primary Answer Deadline  2016/11/03 17:42 Customer Representative

Customer Company

Details  Please tell me the actions to be taken when | can not make prints

® Self Service Portal Incident Screen

INC-00000012:Standard

Withdraw Regist Bookmark Close Window

Classification
Incident No

Subject__XX daes not work
Status Investigation
Accept email addreSS™ T = TRz &t ir ks oo g
Urgency middle
Influence middle
Details XX daes nat wark
contents for Please confirm it has been supported.
Customer
Received Date '_Ema 11/7/2016 4:37 PM
Time
Ownername YAFh BEEE

Standard
INC-00000012
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€ Email Responses
Responses to incidents can be sent using the email send function available in the Activity
History. The creator of the incident can confirm the sent activity history using the Self
Service Portal.
Refer to "Appendix.10 Send an Email Using the Activity History" for more information on

sending email from Activity History.

1. Open the activity history of the record for which you want to send email and click the

[Send Email*] button in Activity History.

Incident Management

), INC-00000083

Customize Page | Edit Layout | Printable View | Help for this Page &

Incident Management History [5+] | | Activity History [0] || Open Activities [0] | Approval History 101 | MNotes & Attachments [0] | Related Neotification [1] | Related Task [0] |
Activity History Log a Call | | Mail Mergf | | Send Email* Activity History Help 2

No records to display

Relational Explorer| | FAQI Registration

Correctl
m ] S ) : . ] CI -
Measure




2.

3.

Incident Management

Specify the email address of the incident creator as the recipient on the send email that

appears. Enter all other required information and click the [Send] button.

Send Select Template  Attach File | Cancel

Edit Email I =Required Information

Email Format Text-Only [ Switchto HTML ]
From | "Organization address” <test1@ 1kazz8uihoorlz2gkof6bi8ddxqleah53graswadjulzgy 3zIl. 1-b8w8eaa.apl.apex.salesforce.com=> ¥

To  to@sample.sample Q)
Related To | [ncident Management v |[INC-00000001 |
Additional To: {72 @sample sample Q
4
CC: ce@sample.sample Q
4
BCC: @

2
subjeet | LMIS mall notification [INC-00000146: password reissue request]
Body  [yoy will be sentthe re-issued password
Password: XOO0XXX-XXX

Or more, thank you

Send Select Template  Attach File| Cancel

Attachments Attach File

no attachments

The sent email message is added to the record's activity history so that the incident

creator can confirm the content in the record by accessing the Self Service Portal.

€1, INC-00000001

« Back to List: Users

Incident Management

Customize Page | Edit Layout | Printable View | Help for this Page &

Incident Management History [5+] || Activity History [11 || Motes & Attachments [0 | Related Motification [11 | Related Task[0] | Related Incident [0] | Related Problem [0] |
Activity History Log a Call | | Mail Merge | | Send an Email | | View All Activity History Help 7
Action Subject Name Task Due Date Assigned To  Last Modified Date/Time

Edit| Del Email: LMIS mail notification [INC-00000146: password reissue request SSP User « 2016/11/02 Administrator 2016/11/02 11:02

m i i i CI o%€
Measure

Guide  The incident has been registered.
The incidentis in the open state.
Check the incident details and start the investigation.
To start the investigation, press the [Investigation Start] button.
To assign the investigation worlk, register a Task.
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€ Managing Attachment File Publication
Incident creators can share attachment files related to incidents with other Self Service

Portal users.
The publishing of attachment files can be enabled or disabled.
Refer to "Appendix.11 Managing Attachment Files" for more information on managing

attachment files.
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5. Problem Management

Problem Management manages the work until the problem is resolved.

The following workflow diagram provides a graphical illustration to explain the accompanying

management procedure.

5.1 Workflow Explanation Diagram

This section explains the entire workflow and each process in Problem Management.

The workflow described here is the default workflow provided by this product.

-

Open
Confirm the problem that the

ticket was issued for.

Investigation Start Problem

Management Owner

i

"

nvestigation
Enter the root cause after

investigating.

Approval Request

Problem

Management Owner&

an incident

\
Escalation from

Ticket from the
problem

management staff

e

Awaiting Approval
The manager approves the

request.

Problem

Approve Management Manager

J

Problem Management

SN NN NN EEEEEEEEEEEEEEEN

Task(LMIS)

Register the task at any time

*
-

(refer to "Appendix.2
Task(LMIS) Function").

eVEEEEEEEEEEEEEN

Function escalation
Switch from Problem

Management to FAQ

sEEEEEEEEEEEEE Ny,

Management at any time.

Function escalation
Switch from Problem
Management to Change

Management at any time.

eiEEEEEEEEEERERENY

*

5-1

4sssssssssssnnnn’®

FAQ
Management

Change
Management




Problem Management

5.2 Reception and Opening

This section explains the procedure from problem reception to the start of the investigation.

Reception refers to the issuing of a problem ticket. Record the investigation details and results for

the cause in the problem.

5.2.1 Problem Registration &

This section explains the registration of new problem information.

Open the Register New screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.

Enter the required items.

Click the [Save] button.

The entered content is updated in the Problem Management detail screen.

A notification is displayed in the problem Owner's portal explaining that a problem was registered.

This completes the Problem Registration procedure.

5.2.2 Investigation Start

The following operations are performed by the user (Problem Management Owner) who was
assigned the problem.

Confirm the notification in the portal.

Open the Problem Management detail screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.

Click the [Investigation Start] button.
Tasks(LMIS) FAQManagements  +

Customis Fage | Fintable View | Help for this Page €0

Home Cvent Incldent

£ PBM-00000002

Prubiers Mansgereed Higtors (3] | Motes & Allachents [0 Mglifcaion (1) | Ealabed Task it | w [ | Belabed Changy 51 |
Helaled FAQI | Refaled Docement 1Y
Edll | bvesti Start w ivn | | Approve| | Reject| | Changs Registration
Problem Management Detail Calenial Togishution™ Helstivnal Explorer - FAQ Registration
— :L‘Iusu
Guide T proibiem hies bien rgistened

G I B vt and s I iEtgaln
To siart Me investigation, press the [Investigation Star] bution.
To assign the investigation work, reqgister a Task

* Dasic Information

Problem Mo PEM-D0O0002
Subject 1 can ol mak peinks wilh a printes
Samus  Open Suhatatus In Progress
Protiem Category  Proactive Uwner  Manager [Changal
Recerved Date and Time 201611704 11:58 Target bnvestigation Time 24,00 Fd
Investigation Deadiine 2016111705 11:58

Problem Details 1 can nol meke prins even @1 push the prit button

Inveatgation Recuest Detsits

Click the [OK] button when the confirmation message is displayed.
This starts the investigation.
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5.3 Investigation in Progress

Investigation refers to the investigation details and results, entering the corrective measure details

and up to the stage where the corrective measure starts.

1.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

Open the Problem Management detail screen.

Enter the details of the investigation in [Investigation Details].

Enter the root cause of the problem in [Root Cause].

Click the [Approval Request] button.

Home Event Managements

Incident Managements [RENUEH I EREREN TR Tasks(LMIS) FAQ Managements  +

Problem Management

2 PBM-00000002 Gustomize Page | Printable View | Help for this Page &)
Problem History [5+] | MNoles & [© | Related Notification [21 | Related Task[0] | Related Incident[0] | Relaled Problem [0 | Related Change (ol |

Guide

Problem Management Detail

Related FAQ 0] | Related Document []

Edit stafl Approve | | Reject | | Change Registration
Calendar Registration | | Relauonshfuplesss

close
The problem investigation has been started

Enter the "Investigation Details”. Furthermore, enter delails about the root cause for this problem in "Root Cause” based on the investigation resulls
‘Once you have finished registering the "Root Cause", submit a problem approval request.
‘Submission of approval requests can be performed using the [Approval Request] button

Approval Request
FAQ Registration

Yequest C:

¥ Basic Information
Problem No
Subject
Status
Problem Category
Received Date and Time
Investigation Deadline
Problem Details

Investigation Request Details

PBM-00000002
| can not make prints with a printer

Investigation Substatus  In Progress
Proactive Owner  Manager [Change]
2016/11/04 11:58 Target Investigation Time  24.00

2016/11/05 11:58
| can not make prints even if | push the print button
Make sure the printer is turned on.

¥ Investigation Information
Investigation Details
Root Cause
Investigation Time

Investigation Start Date and
ime

Make sure that the printer is turned on.
Cause is that the power of the printer was not entered.

201611/04 12:04 Investigation End Date and

ime

Click the [OK] button when the message is displayed.

This completes the investigation.
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5.4 Function Escalation

5.4.1 Function Escalation (Change)

This section explains the procedure to issue a ticket for change information from problem

information as needed.

The change issued with this procedure begins from the "Open" status.

The change issued with the default operation begins from the "Change Request" status. For more

details about the default operation, refer to section "6.2.2 Change Escalation Registration".

1. Open the Problem Management detail screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.
Click the [Change Registration] button.
Select the change Approver.

® Lookup

fstaff Ga!

You can use """ a5 a wikdcard next to other charactars to improve your search results.

< Clear Search Results
Search Results

Full Mame Role

Staff

L& SUUU-ZU1 0 SR eSTOIsE. GO 1C. A NS resens:

The following confirmation message is displayed when the change request Approver is

selected.

'0' This will register changes with the following content. Do you wish to
‘Y continue?

Change Request Approved

Change request approver:Manager

Ok l ’ Cancel
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4. Click the [OK] button.
The change is created (The created change can be confirmed in the lower part of the Problem
Management detail screen under [Related Change]).

Notification is sent to the portal of the Change Management staff.

4 Auto populated content
Subject
Related Service
Related Hardware

Related Software

This completes the Function escalation to Change Management.

5.4.2 Function Escalation (FAQ Management)

This section explains the procedure to issue a ticket for FAQ Management information from
problem information as necessary.

1. Openthe Problem Information detail screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.

2. Click the [FAQ Registration] button.
The FAQ Management is created (The created FAQ Management can be confirmed in the
lower part of the Problem Information detail screen under "Related FAQ").

Notification is sent to the portal of the FAQ Management staff.
4 Auto populated content

Subject

Problem Details

Root Cause

This completes the Function escalation to FAQ Management.
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5.5 Approval in Progress, Closing 8)

Approve the problem investigation and corrective measure details and results.

The following operations are performed by the Problem Management Manager. The problem

response closes with the approval.

Confirm the approval request from the portal and open the Problem Management detail screen.

Confirm the details and results of the problem investigation.

*

1.

To approve

Click the [Approve] button.

The comment field is displayed.

Enter the comment.

The approval notification is sent to the problem Owner's portal.

The problem Owner confirms the details to close the notification.

To reject

Click the [Reject] button.

The comment field is displayed.
Enter the comment.

The rejection notification is sent to the problem Owner's portal.

The rejection Owner confirms the details and performs the reinvestigation.

* Notification can be sent by Email as well as to the portal. For more details, refer to section

"Appendix.1 Notification Function".

* The Approver can be changed. For more details, refer to section "Appendix.5 Change

Approver".

* The approval or rejection comment can be set to automatic entry.

For more details, refer to the "LMIS oncloud 3> 27445 L—>3 > H4 K"
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Problem Management

This section explains the functions and usage procedure to improve processes to suit your

business.

5.6.1 Service Level Management

The Investigation Deadline and the Target Investigation Time can be automatically set based

on the service level agreement with each company when registering the basic information for

a problem. In an emergency, they can also be set manually. The procedure to switch the

method for setting the Investigation Deadline and the Target Investigation Time is as follows.

1. Open the Problem Management detail screen or the Create New screen.

2. Select one of the following in [Apply SLO] under [Control Information].

ON: Prioritize the response time registered in the Service SLO information (manual setting).

CREATEONLY: Prioritize the response time (automatic setting) registered in the Service SLO

information only when creating a new record.

OFF: directly set the response time (manual setting).

5.6.2 Change Owner

The problem Owner can be changed.

Change the Owner to assign the problem to a staff who is well suited to handle the problem

details.

1. Open the detail screen of the problem to change the Owner.

2. Under [Basic Information], click [Change] for [Owner].

The [Ownership Edit] screen is displayed.

. Ownership Edit

~_ PBM-00000001

This screen allows you to transfer a problem management from one user to ancther.

Select New Owner

Transfer this problem PBM-00000001
management

Owner I @,

Send MNotification Email

Save Cancel
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Select the Owner.

Click the [Owner Lookup] button (circled area in the graphic above) to search for the staff.
Click the [Save] button.

Notification is sent to the new Owner.

This completes the Change Owner procedure for the problem.
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5.6.3 Change Approval Flow

The approval flow can be changed to one that is suitable for your department or the
corresponding problem.

(The approval flow must be created in advance.)

Open the Problem Management detail screen or the Create New screen.

2. Select the approval flow from the Approver Decision Method dropdown list under
[Control Information].
N: The record creator is the "Owner". The Approver is the manager of the "Owner".
Q: The "Owner" or "Approver" can specify the Owner after the record is created.

3. Click the [Save] button.
This completes the Change Approval Flow procedure.

Caution

e If the value of "Approver Decision Method" is 'N' and the manager of the "Owner" is not

set, then the "Owner" is set as the "Approver".

5.6.4 Work Request

Work relating to the investigation of a problem can be assigned to another user. This related
work is called a task (for more details, refer to "Appendix.2 Task(LMIS) Function").

1. Open the Problem detail screen or the Create New screen to register a task for a
problem.

2. Click the [New Task (LMIS)] button under [Related Task].
The task edit screen is displayed. Enter the required items and save.

3. Set one of the following from the [Awaiting Task Completion] dropdown list in the
[Control Information] section of the Problem edit screen.
ON: Do not make an Approval Request until all of the tasks are closed.
OFF: Make an Approval Request even if the tasks are not closed.

4. Click the [Save] button.

This completes the Work Request procedure.
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5.6.5 Calendar Registration

Response Deadlines and other tasks can be registered and shared in the calendar. This can
be used as a reminder for Response Deadlines or to easily manage schedules to include

problem response deadlines.

Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how

to display the calendar.
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6. Change Management

Change Management manages the changes to services and products.

The following workflow diagram provides a graphical illustration to explain the accompanying

management procedure.

6.1 Workflow Explanation Diagram

This section explains the workflow and each process in Change Management.

The workflow described here is the default workflow provided by this product.

Confirm the Change Request that the Incident, Problem
ticket was issued for.

( Change Request 5 Escalation from an

Approval Request

N

Change Owner

Change Request /.
Approver AN
Open

Enter the information needed to review

1 the change, and start the review. ‘ \

Review Start Change Owner {_J)
z

Review A

Receive the CAB review and request

Ticket from the change
management staff

Approve

‘H

oW EEEEEENEEEEEENEEEEEEEEEEN

approval from the manager for the RS
(1 results. Change Owner &) : Task(LMIS)
Approval Request : Register the task at any time
Change Management > : (referto "Appendix._2
{APPTWEW Manager ‘ : Task(LMIS) Function").
Plan

Create the change plan and request

y approval from the manager.

Change Owner
Apprﬂ"-"ﬂ.l Request ‘IIIIIIIIIIIIIIIIIIIIIIIIII

&
: Function lation
A Change Management 4 unction escalatio
PRrave Manager j * Switch to Release
- : Management at any time.
Change

Implement the change work and request
I approval from the manager.

Approval Request Release Wait JSUTEEEEEEEEEEEEEEEEEEEEEEE®

Emmng®

- V\I_a_it_ fczr_ t_h_e_ _rgl_ease to cilos_e. = Change status is updated

.
]
2
u
«=" EEEEEEEEEE
.
u
u

Released
Request approval from the
manager for the release results.

4 EEEEEEEEEEEEEEEEEEEEEEEER

e vemenensse § - ChANQE
e (4 \anagement

Cammmnn

Approve

Close
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6.2 Change Reception

The procedure for change reception is explained as follows. Reception refers to the issuing of a
change ticket.

Register the details and plan for implementing the change and the configuration information being
changed.

Perform the Change Request confirmation and the review to diagnose whether to implement the
change depending on the Change Details. Formulate and implement the Change Plan once the
implementation has been decided.

6.2.1 Change Reception 6

This section explains how to directly issue and register a change.
The following two workflows can be selected during registration.
- Implement the Change Request approval process

- Do not implement the Change Request approval process

€ To implement the Change Request approval process

1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Enter the required items.

3. Specify the Change Request Approver.
Select the Approver with the [Change Request Approver Lookup] button.

4. Click the [Save] button.
The change is registered with the [Change Request] status.

For more details about the implementation, refer to section "6.3 Change Request".
This completes the Change Registration procedure.

4 To notimplement the Change Request approval process
1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Enter the required items.
3. Click the [Save] button.
The change is registered with the [Open] status.

For more details about the implementation, refer to section "6.4 Change Review".

This completes the Change Registration procedure.
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6.2.2 Change Escalation Registration

This section explains the change escalation from Incident Management and Problem
Management.

In the default operation, the Change Request Approval process must be performed for
changes escalated from Incident Management and Problem Management.
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6.3 Change Request

Before the change review is received in the Change Request, decision-making is performed in a
department, team or other comparatively small organization to assess the change details and
whether they are really needed.

The Change Request procedure is performed as follows.

1. Open the Change Management detail screen.

Enter the [Change Request Information].
3. Click the [Save] button.

The entered content is updated in the Change Management detail screen.
4. Click the [Approval Request] button.

Request approval of the [Change Request Information] details.

Click the [OK] button when the confirmation message is displayed.

The Change Request is approved by the user who was set as the [Change Request Approver]
during registration.

Perform the change review after receiving approval.

If it is rejected when the [Change Request Information]-[Change Request Approval Type] is set to

[Reject], then the change closes immediately.
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6.4 Change Review &

In the change review, the review organization (CAB) diagnoses the change details to decide

whether to implement the change.

The change review procedure is performed as follows.

1. Click the [Review Start] button.

E Change Management Customize Page | Prntable View | Helg for s Page I0
Changs Managermend Hislory (4] | Mok & Alachments [0 | Belaled Notibcation (1) | Bolaied Task 1 | Beleed Problem 31 | B 1 | Belaled Relowse 1 |
chaled Documen (] | Sendos io Changs (51 | Hardwies ko Ghange [0} | Softwars lo Change 21 | Document to Chasgs 1

Eaf| Heveew Stan | Aproval Request | Regoest Cancellalion. Aggeove | |Eeect | Releass Regitation
wenst Relational Explorer

Calenaar
m“[ Review ]I[ Plan ][ Change -[ermq-wai [ Released [ Clase ]

Gukle  The changs has baen startad.
Starl e rirview
T S1ar1 o feviow, press the [Rivis Sta] busion

Change Managsmant Datail

= Baslc Information
Change Mo CHO-00000001
Subject  Updale request of server A
Ststus  Open Subutstus | Progress
Recerved Dale and Time 201671104 13,58 Cwmer  Managit (Ghanan!

¥ Change Request Information
Prionty  middie Change Desired Date
Change Cause Type  Floquast Riesponse
Ghange Cause
Change Details
Change Request Approver
Change Reaueat Approval  Nol Appraved
oo

Change Request Start Date and | Change Request End Date and
Time Time

Chanpe Request Pericd (Actusl
Time)

Click the [OK] button when the "The review has been started." message is displayed.
The date that the change review started is displayed in [Review Information].

The change review has been started.

Open the Change Management detail screen.
Perform the review of the change details through the CAB as necessary. Select the
review result from the [Review Information]-[Review Results Type] dropdown list after
the review.
4. Click the [Save] button.
The entered content is updated in the Change Management detail screen.
5. Click the [Approval Request] button.
Request approval of the [Review Information] details.
Click the [OK] button when the confirmation message is displayed.

The Change Management manager approves the change review.
Implement the change plan after receiving approval.
If it is rejected when the [Review Information]-[Review Results Type] is set to [Reject], then the

change closes immediately.
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6.5 Change Plan ‘

Create the plan to implement the change which was decided.

The procedure for the change plan is performed as follows.

1. Display the Change Management detail screen.
2. Enter the [Change Scheduled Start Date and Time] and [Change Scheduled End Date
and Time] in [Plan Information].
3. Click the [Save] button.
The entered content is updated in the Change Management detail screen.
If other documents are required, the files can be attached from the Related List.
4. Click the [Approval Request] button.
Request approval of the [Plan Information] details.

Click the [OK] button when the confirmation message is displayed.
This completes the Change Plan procedure.

The Change Management manager approves the change plan.

Implement the change after receiving approval.
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6.6 Change in Progress

This section implements the change.

The procedure for implementing the change plan is as follows.

1. Display the Change Management detail screen.
2. Enter the [Change Information]-[Change Details].
Set the [Awaiting Release Completion] to [OFF] to combine the release of multiple changes
instead of immediately releasing the change.
3. Click the [Save] button.
The entered content is updated in the Change Management detail screen.
4. Click the [Approval Request] button.
Request approval of the [Change Information] details.

Click the [OK] button when the confirmation message is displayed.
The Change Management manager approves the change implementation.

If [Awaiting Release Completion] is set to [ON], release the change after receiving approval.

For other settings, the change closes immediately.

Caution
[Awaiting Release Completion] cannot be changed after the change is approved.
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()
6.7 Change Release '

This section releases the implemented change.

Escalate the change details to release, and wait until the release closes.

Check the release result after the release closes and decide to redo the change or close as is. (For
release details, refer to section "7. Release Management".)

The procedure for releasing the change is as follows.

6.7.1 Registering the Configuration Information

If the Configuration Information to change is already identified, register the information to
change in the Related List. Performing this work allows you to auto populate the information
as the configuration information for release when escalating to the Release Management
function.

In this example, a previously created service is associated.

1. Open the Change Management detail screen.
2. Click the [New Change/Service] button under [Service to Change] in the Related List.
The Change/Service edit screen is displayed.

3. Select the service to change.

Change/Service Edit Help for this Page @&

5 New Change/Service

ChangelService Edit Save | |Save & New| |Cancel

Information | = Required Information

Related Change ICHG—UUUUUUU2 @,
Related Change Subject
Related Service I @, Related Service Name

Related Content

Save | |Save & New | |Cancel

Click the [Related Service Lookup] button (circled area) to search for the service.
4. Click the [Save] button.
Click the [Save & New] button to select another service.

Click the [Cancel] button to stop saving associations.

This completes the Configuration Information associations.
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Change Management

Perform a function escalation to Release Management and request the manager to apply the

change.

€ To make a manual association to an existing release

This section explains the procedure to manually create an association with a release

registered in advance.

Open the Change Management detail screen.

2. Click the [New Change/Release] button under [Related Release] in the Related List.

The Change/Release edit screen is displayed.

3. Select the release to make an association.

Change/Release Edit

53 New Change/Release

Help for this Page @

Change/Release Edit Save | Save & New| |Cancel

Information

Related Change ICHG*UUUUUUU2
Related Change Subject
Related Release I

Related Release Subject
Related Content

Save Save & New |Cancel

| = Required Information

Click the [Related Release Lookup] button (circled area) to search for the release.

4. Click the [Save] button.

Click the [Save & New] button to associate another release.

Click the [Cancel] button to stop saving associations.

This completes the change and release associations.

4 To automatically associate a release

Click the [Release Registration] button if a release to associate the change with is not

registered.

The configuration information being changed is auto populated and the release is registered.

e Auto populated content
Subject
Service to Change
Hardware to Change
Software to Change

Document to Change
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6.7.3 Confirming the Release Result

Confirm the release result after the release is closed.
The release result can be confirmed from the [Release Results Type] in the Related List.

After confirmation, use the following procedure to close or rerun the change.

Open the Change Management detail screen.
2. Enter the [Release Information].
Confirm the release result and enter the [Change Results Type] and [Change Results
Information].
In case the release fails and the change needs to be executed again, set where to redo the
change in [Re-execute Type].
3. Click the [Save] button.
The entered content is updated in the Change Management detail screen.
4. Click the [Approval Request] button.
Request approval of the [Release Information] details.

Click the [OK] button when the confirmation message is displayed.
The Change Management manager approves the release result.

If it is rejected when [Re-execute Type] is set, then the change is executed again from the

location specified in [Re-execute Type].
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6.8 Approval in Progress, Closing 8)

Approve the change request, change plan, change implementation and the post-release result.

During the change request registration, the approval is handled by the Approver specified in

[Change Request Approver], and after that the operation is handled by the Change Management
manager.

Confirm the approval request from the portal and open the Change Management detail screen.

*
1.

=

To approve

Click the [Approve] button.

The comment field is displayed.

Enter the comment.

The approval notification is sent to the change Owner's portal.

The change Owner confirms the details to complete the notification.

To reject

Click the [Reject] button.

The comment field is displayed.

Enter the comment.

The rejection notification is sent to the change Owner's portal.

The change Owner confirms and modifies the contents and requests approval once again.

* The Approver can be changed. For more details, refer to section "Appendix.5 Change Approver".

* The approval or rejection comment can be set to automatic entry.
For more details, refer tothe "LMISoncloud a3 > 27445 L— 3> HA K"
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This section explains the special change operations when approving or rejecting each status.

Status Description

Change request If it is rejected when the [Change Request
Information]-[Change Request Approval Type] is set to

"Reject", then the change closes immediately.

Review If it is rejected when the [Review Information]-[Review
Results Type] is set to "Reject", then the change closes

immediately.

Change If it is "approved" when the [Control Information]-[Awaiting
Release Completion] is set to [OFF], then the change closes

immediately.

Release Wait If it is "rejected" with the [Release Information]-[Re-execute

Type] entered, then it is re-executed from the specified

location.
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6.9 Process Improvement

6.9.1 Change Owner

The change Owner can be changed.

Change the Owner to assign the change to a staff who is well suited to handle the change
details.

1. Open the detail screen of the change to modify the Owner.

2. Under [Basic Information], click [Change] for [Owner].
The [Ownership Edit] screen is displayed.

Ownership Edit

BJ cHG-00000002

This sereen allows you to transfer a change management from one user to another.

Select New Chwmner

Transfer this change CHG-00000002
management

Owner I @,

Send Motification Email

Save Cancel

3. Select the Owner.

Click the [Owner Lookup] button (circled area in the graphic above) to search for the staff.
4. Click the [Save] button.

Notification is sent to the new Owner.

This completes the Change Owner procedure for the staff.
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6.9.2 Change Approval Flow

The approval flow can be changed to one that is suitable for your department or the
corresponding change.
(The approval flow must be created in advance.)
Open the Change detail screen or the Create New screen.

2. Select the approval flow from the dropdown list under [Control Information] and
[Approver Decision Method].
N: The record creator is the "Owner". The Approver is the manager of the "Owner".

Q: The "Owner" or "Approver" can specify the Owner after the record is created.

3. Click the [Save] button.

This completes the Change Approval Flow procedure.

Caution
e If the value of "Approver Decision Method" is 'N' and the manager of the "Owner" is not
set, then the "Owner" is set as the "Approver".

6.9.3 Work Request

Work relating to the change can be assigned to another user. This related work is called a task
(for more details, refer to "Appendix.2 Task(LMIS) Function").
Open the Change detail screen or the Create New screen to register a task for a change.
2. Click the [New Task (LMIS)] button under [Related Task].
The task edit screen is displayed. Enter the required items and save.
3. Set one of the following from the [Awaiting Task Completion] dropdown list in the
[Control Information] section of the Change edit screen.
ON: Do not make an Approval Request until all of the tasks are closed.
OFF: Make an Approval Request even if the tasks are not closed.
4. Click the [Save] button.

This completes the Work Request procedure.
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6.9.4 Calendar Registration

Response Deadlines and other tasks can be registered and shared in the calendar. This can
be used as a reminder for Response Deadlines or to easily manage schedules to include

change response deadlines.

Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how

to display the calendar.
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/. Release Management

Manage responses to service and product related inquiries in Release Management.
The following workflow diagram provides a graphical illustration to explain the accompanying

management procedure.

7.1 Workflow Explanation Diagram

This section explains the workflow and each process in Release Management.

The workflow described here is the default workflow provided by this product.

N\

Escalation from

a Change

Ticket from the release

Open
Register the release details.
Start Plan

management staff

J

Plan
Enter the release deployment \
schedule and the configuration

information to release.
Release Owner

Task(LMIS)

EEEEE,
mmms

Approval Request Register the task at any
time (refer to "Appendix.2

Task(LMIS) Function").

g

Release Management
Approve Manager

Qpmumumnnn

evEEEER

> Jooleo

Deployment Change
Execute the release and enter e ——— Management
the results information. . j Update the release results

Release Owner E to Change Management _‘

Approval Request = after the release closes. :
". -------------------------- 3
Approve Release Management 1
I Manager ROLCEE LR LR LR LR LR EEEEE
E Approve unapproved :
» configuration information . :

= after the release closes.

Configuration
Management

Release Management

7-1



7.2 Reception and Opening

This section explains the procedure to start the release.

7.2.1 Release Reception

This section explains the registration of a new release.

1. Open the Create New screen.

Release Management

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

Enter the required items in Basic Information.

Click the [Save] button.

The entered content is updated in the Release Management detail screen.

A notification is displayed in the release Owner's portal explaining that a release was

registered.

This completes the Release Registration procedure.

7.2.2 Change Management Associations

Associate changes with releases. A change can be closed after waiting for the release to be

closed by associating it with the release. This section explains the procedure to create an

association.

1. Open the Release Management detail screen.

Click the [New Change/Release] button in the Related List.

Select the change to create an association.

Click the [Related Change Lookup] button (circled area) to search for the change.

Change/Release Edit

5 New Change/Release

Help for this Psge @

Change/Release Edit Save | |Save & New

Information
Related Change I

Related Change Subject
Related Release  |RLS-00000000

Related Release Subject
Related Content

Save Save & New

Cancel

| = Required Information

4. Click the [Save] button.

Click the [Save & New] button to select another change.

Click the [Cancel] button to stop saving associations.

This completes the release and change associations.
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7.3 Release Plan

Enter the start and finish dates for the release work in the Deployment Information. Also enter the

configuration information to release.

1.
2.

Open the Release Management detail screen.
Confirm the [Release Details] and click the [Start Plan] button.

. Release Management Customize Page | Printable View | Help for this Page &

% RLS-00000006

Release Management History [3] | MNotes & Attachments [0] | Related Nofification [1] | Related Task[0] | Related Change [0 | Related Release [1] | Related Document (3] |
Service to Belease [0] | Hardware to Release [0] | Software to Release | Document to Release [0]

Edit{ | Start Plan | A IR it| | Ry it Ci Ilati Approve | | Reject |  Calendar Registration

Release Management Detail -~
Relational Cxpiorer

m ’ ’ peployment ’

Guide  The release has been registered.
Start the plan
To start the plan, press the [Start Plan] button.

¥ Basic Information
Release No  RLS-00000006
Subject  Portal complete reform in the company

Status  Open Substatus  In Progress
Release Type  Delta Release Owner  Manager [Change

Received Date and Time  2016/11/04 14:08

Release Details

¥ Plan Information

Deployment Scheduled Start Deployment Scheduled End
Date and Time Date and Time

Plan Start Date and Time Plan End Date and Time

Plan Period (Actual Time)

Click the [OK] button when the "The plan has been started." message is displayed.
The date that the release plan formulation was started is displayed in [Plan Information].

The release plan has been started.

Enter the [Deployment Scheduled Start Date and Time] and [Deployment Scheduled
End Date and Time] in [Plan Information].

Click the [Save] button.

Also register the configuration information to release if any.

For more details about how to register, refer to "7.3.1 Registering the Configuration
Information"”.

If other documents are required, the files can be attached from the Related List.

Click the [Approval Request] button.

Request approval of the [Plan Information] details.

Click the [OK] button when the confirmation message is displayed.

This closes the Release Plan procedure.

Deploy the release after receiving approval.
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7.3.1 Registering the Configuration Information

Associate the configuration information so that it is automatically approved when the release is
successful. The configuration information to be released can be associated from the Release

Management detail screen. In this example, a service is associated with the release.

Open the Release Management detail screen.
2. Click the [New Release/Service] button in the Related List.
The Release/Service edit screen is displayed.
3. Select the service that you wish to release.
Click the [Related Service Lookup] button to search for the service.
4. Click the [Save] button.
Click the [Save & New] button to select another service.

Click the [Cancel] button to stop saving associations.
This completes the Configuration Information associations.

It is recommended to create an association after performing Register New Version, because
the configuration information contains a version management function for software and
documents.

Click the [Register New Version] button on the detail screen of the corresponding software or
document and associate it with the release in the unapproved state.

For version management details, refer to section "8.3.2 Version Management".
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7.4 Release Deployment

Deploy the release in accordance with the Release Plan. Deploy the release and enter the results

information.

1.

Open the Release Management detail screen.

The list of configuration information to be released is displayed in the lower area of the
Related List.

Enter the [Results Information]. Under [Results Information]-[Release Results Type],
enter [Succeeded] if the release deployment succeeded or [Failed] if it failed.

Click the [Save] button.

Click the [Approval Request] button.

Request approval of the [Results Information] details.

Click the [OK] button when the confirmation message is displayed.

This completes the Release Deployment procedure.

The release is closed after receiving approval.
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7.5 Approval in Progress, Closing 8)

Approve the Release Plan and the Release Deployment. The following operations are performed

by the Release Management Manager.

Confirm the approval request from the portal and open the Release Management detail screen.

*

1.

To approve

Click the [Approve] button.

The comment field is displayed.

Enter the comment.

The approval notification is sent to the release Owner's portal.

The release Owner confirms the details to complete the notification.

To reject

Click the [Reject] button.

The comment field is displayed.

Enter the comment.

The rejection notification is sent to the release Owner's portal.

The release Owner confirms and modifies the contents and requests approval once again.

* The approval or rejection comment can be set to automatic entry.

For more details, referto the "LMISoncloud a3 > 27445 L— 3> HA K"

The release is closed after the Release Deployment is approved.

If the related change status is [Release Wait] at this time, it is updated to [Released].

The configuration information is also updated in accordance with the contents of [Results

Information]-[Release Results Type]. This section explains the automatic configuration update after

the release is closed.

*

If the [Release Results Type] is [Succeeded]:

The unapproved configuration information is approved. If it is already approved, then the status

is not updated.

If the [Release Results Type] is not [Succeeded]:

The configuration information remains as unapproved.
Register the release again to re-execute the release.

* The Approver can be changed. For more details, refer to section "Appendix.5 Change

Approver".
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7.6 Process Improvement

This section explains the functions and usage procedure to improve processes to suit your
business.

7.6.1 Change Owner

The release Owner can be changed.
Change the Owner to assign the release to a staff who is well suited to handle the release
details.
1. Open the detail screen of the release to change the Owner.
2. Under [Basic Information], click [Change] for [Owner].
The [Ownership Edit] screen is displayed.

¢ Ownership Edit

% RLS-00000000

IThis screen allows you to transfer a release management from one user to another.

Select New Owner

Transfer this release RLS-0000DD0OD
management

Owner I @,

Send Motification Email

Save Cancel

3. Select the Owner.

Click the [Owner Lookup] button (circled area in the graphic above) to search for the staff.
4. Click the [Save] button.
Notification is sent to the new Owner.

This completes the procedure to change the Release Owner.
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7.6.2 Change Approval Flow

The release approval flow may be selected in the event of an emergency or if the default
approval flow is unsuitable.
(The approval flow must be created in advance. The method for creating the approval flow is
explained in"LMISoncloud 2> 27«44 L—>3 44 K")
Open the Release detail screen or the Create New screen.

2. Select the approval flow from the dropdown list under [Control Information] and
[Approver Decision Method].
N: The record creator is the "Owner". The Approver is the manager of the "Owner".
Q: The "Owner" or "Approver" can specify the Owner after the record is created.

3. Click the [Save] button.
This completes the Change Approval Flow procedure.

Caution
e If the value of "Approver Decision Method" is 'N' and the manager of the "Owner" is not
set, then the "Owner" is set as the "Approver".

7.6.3 Work Request

Work relating to the release can be assigned to another user. This related work is called a task
(for more details, refer to "Appendix.2 Task(LMIS) Function").
Open the Release detail screen or the Create New screen to register a task for a release.
2. Click the [New Task (LMIS)] button under [Related Task].
The task edit screen is displayed. Enter the required items and save.
3. Set one of the following from the [Awaiting Task Completion] dropdown list in the
[Control Information] section of the Release edit screen.
ON: Do not make an Approval Request until all of the tasks are closed.
OFF: Make an Approval Request even if the tasks are not closed.
4. Click the [Save] button.

This completes the Work Request procedure.
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7.6.4 Calendar Registration

Plans, deployment schedules and results can be registered in the calendar. This can be used

as a reminder for finishing deadlines or to easily manage schedules to include release plans.

Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how

to display the calendar.
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8.Configuration Management

This section explains the management of configuration information.

8.1 Types of Configuration Information

This section explains the types of configuration information and the items included in the
configuration information.
The graphic below illustrates the relationships between each type of configuration information.

@ The number of related records 4# Related information
— 1 » 1 H n:n mm
The context of the
ﬁ 1 = n Change /Rl

The following explains the items included in each type of configuration information.
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8.1.1 Service

Service refers to the services provided to customer companies.
Manage services from the [LMIS Configuration Management] apps menu.

The following items may be listed.

Basic Information

Service Name Enter the name of the service.

Abandon Display if the status is abandon. Check to set the status to
abandon.

Details Enter the service details.

Purchase Information

Provider Enter the number of the service provider.

Provider Name Enter the name of the service provider. If the Provider is entered,

then the name is set automatically when saving the record.

Related Information

Related Service Enter the service number of the related service.
Related Service The name of the related service. If the Related Service is entered,
Name then the name is set automatically when saving the record.

SLO Information

Service Period Enter the Due Date number for the period of service provision.

Incident Response Time | Enter the time (h) to finish the response to the incident which

occurred in this service.

Problem Response Time| Enter the time (h) to finish the response to the problem which

occurred in this service.

Service Start Date and | Enter the start date and time for the period of service provision.
Time If the Service Period is entered, then the date and time is set

automatically when saving the record.

Service End Date and Enter the end date and time for the period of service provision.
Time If the Service Period is entered, then the date and time is set

automatically when saving the record.

Service Provision Start | Enter the time to start providing the service.

Time

Service Provision End Enter the time to end providing the service.

Time

Service Provision Day Enter the days of week on which the service is provided.
of Week
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Impact Information (*1)

Number of Users Enter the number of users using the service.
Service Unit Price Enter the service unit price.
Billing Amount This is the billing amount for the service. This field is automatically

populated when the record is saved based on the entered number
of users and service unit price. This is the impact value used for the
impact display.

*The billing amount is calculated according to the following

expression: Billing amount = Number of users x Service unit price

*1 Impact information: The fields are used for the impact display. Refer to "Appendix.8 Relational

Explorer" for more information on the impact display.
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8.1.2 Hardware

Hardware refers to the personal computers, servers, printers and other devices managed
within the company. Manage services from the [LMIS Configuration Management] apps menu.

The following items may be listed.

Basic Information

Hardware Name

The name of the hardware.

Abandon Display if the status is abandon. Check to set the status to
abandon.

Hardware Type Select PC, Server, Printer, Non-IT Resource, etc.

CPU (GHz) Enter for a PC or Server.

Number of CPUs Enter for a PC or Server.

Memory (MB) Enter for a PC.

Disk Capacity (GB) Enter for a PC.

Manufacturer Enter the hardware manufacturer.

Model Name/Number

Enter the model name or model number of the hardware.

Serial Number

Enter the serial number of the hardware.

Person in Charge

Enter the name of the person in charge of the hardware.

Installation Location

Enter the hardware installation location.

Printer Functions

Select one or more options from the following printer functions:
Printer, Copy, Scan, and FAX.

PPM Enter the PPM of the printer.

Owner Type Select individual or company for the type of mobile device owner.

Switch Capacity Enter the switch capacity (Gps) of the network equipment.

(Gps)

Number of MAC Enter the number of MAC addresses for the network equipment.

Addresses

ACL Filter Select one or more ACL filter options from the following: L2, L3, and
L4.

VLAN Represents whether VLANSs are enabled or disabled on the network
equipment. Select this check box when there is a configured VLAN.

VRRP Represents whether VRRP is enabled or disabled on the network

equipment. Select this check box when there is a configured VRRP.

Capacity (U)

Enter the rack capacity.

Maximum Load
Weight Capacity (kg)

Enter the maximum load weight capacity (kg) of the rack.

Width (mm)

Enter the width (mm) of the hardware.

8-4




Configuration Management

Depth (mm) Enter the depth (mm) of the hardware.
Height (mm) Enter the height (mm) of the hardware.
Weight (kg) Enter the weight (kg) of the hardware.

Aseismic Protection

Represents whether the hardware provides aseismic protection.
Select this check box when the hardware provides aseismic

protection.

Usage Status

Total Number of

Contracts

Automatically calculate the total number of contracts with the

provider.

Number allocated

Automatically calculate the number of software allocations.

Hardware Information

Resource Number

Enter the Resource Number.

Hardware Details

Enter the hardware detail information.

Virtual Environment

Indicates if the hardware is virtual. Select TRUE for virtual

hardware.

Environment Type

Select the environment type from the following: Production,

Maintenance, Development/Deployment, and Staging.

Support Information

Support Period

Enter the Due Date number for the hardware support application

period.

Support Start Date
and Time

This is the start date and time of the support application period. If
the Support Period is entered, then the date and time is set

automatically when saving the record.

Support End Date
and Time

Enter the end date and time for the support application period. If the
Support Period is entered, then the date and time is set

automatically when saving the record.

Purchase Information

Purchase Date and

Time

Enter the date that the hardware was purchased.

Purchase Price

Enter the purchase price of the hardware.

Provider

Enter the number of the hardware provider.

Provider Name

Enter the name of the hardware provider. If the Provider is entered,

then the name is set automatically when saving the record.

Depreciation Period

(months)

Enter the hardware Depreciation Period (in months).

Depreciation Date

and Time

Enter the hardware Depreciation Date and Time.
If the Depreciation Period (months) is entered, then the date and

time is set automatically when saving the record.
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Related Information

Higher Layer

Hardware

Enter the hardware number of the higher layer hardware.

Name of Higher

Layer Hardware

This is the name of the higher layer hardware. This field is
automatically populated when the record is saved based on the

higher layer hardware that you entered.

Network Segment

Enter the network number of the network segment.

* The Network Segment field in the Related Information section specifies a parent network to which

the hardware belongs. On the other hand, the network information section at the bottom of the

hardware screen specifies a child network that belongs to the hardware.
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The following table lists the management fields for each record type.

*Refertothe "a > 7 4 ' L—3 3 > H A K" for more information on record types.

Record Type Name

Field Name Mobile Network Non-IT
PC Server Printer Rack
Device Equipment | Resource

Hardware
@) @) @) @) @)
Name

Abandon @) O O

Hardware Type

©)
0|00
@)
®)
@)

CPU(GHz)

Number of
CPUs

©)
@)
©)
®)
@)

Support Period

Memory (MB)

o |O|O0] O |O|O0|O| O
o |0O|O0] O |O|0O|O| O

Disk Capacity
(GB)

Support Start

Date and Time

©)
©)
©)
@)
@)
©)
@)

Support End
Date and Time

Manufacturer

Model

Name/Number

Serial Number

Purchase Price

Person in

o |0O|O0] O |0 O
o |0O|O0|] O |0 O
o |0O|O0|] O |0 O
o |0O|O0] O |0 O
o |0O|O0|] O |0 O
o |0O|O0|] O |0 O
o |0O|O0|] O |0 O

Charge

Installation

Location

Printer

Functions

PPM O

Owner Type O

Switch Capacity
(Gps)

Number of MAC

Addresses
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Record Type Name

Field Name Mobile Network Non-IT
PC Server Printer Rack
Device Equipment | Resource

ACL Filter O

VLAN O

VRRP O

Capacity (U) O

Maximum Load

©)

Weight Capacity
(kg)

Width (mm)

Depth (mm)

Height (mm)

O|0|0|0O
O|0|0|0O

Weight (kg)

Aseismic

o |0O|0|0O|O
O |0O|0|0O|O

Protection

Total Number of

Contracts

Number

allocated

Resource

Number

Hardware

Details

Virtual

Environment

Environment

Type

Purchase Date

and Time

Provider

Provider Name

Depreciation
Period (Months)

o |O|0| O
o |O|O0| O
o |O|0| O
O |O|O0| O
O |O|O0| O
o |O|O0| O
O |O|0O| O

Depreciation

Date and Time

Higher Layer

Hardware
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Record Type Name

Field Name

PC Server

Printer

Mobile

Device

Rack

Network

Equipment

Non-IT

Resource

Name of Higher

Layer Hardware

O

©)

Network

Segment

O

©)

The following table lists the management fields for each master profile.

Field Name

Profile Name

System
Administrator

Staff

Process

Manager

Hardware Name

O

O

O

Abandon

Hardware Type

CPU(GH?z)

Number of CPUs

Support Period

Memory (MB)

Disk Capacity (GB)

Support Start Date and
Time

Support End Date and Time

Manufacturer

Model Name/Number

Serial Number

Purchase Price

Person in Charge

Installation Location

Ol0|0|0|0|0|O0] O |O|O|O|0O|0O|O0O

Ol0|0|0|0|0|O0|] O |O|O|O|0O|0O|O0O

Ol0|0|0|0|0|O0] O |O|O|O|0O|0O|O0O

Printer Functions

PPM

Owner Type

Switch Capacity (Gps)

Number of MAC Addresses

ACL Filter

VLAN

VRRP
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Field Name

Profile Name

System

Administrator

Staff

Process

Manager

Capacity (U)

Maximum Load Weight
Capacity (kg)

Width (mm)

Depth (mm)

Height (mm)

Weight (kg)

Aseismic Protection

Total Number of Contracts

Number allocated

Resource Number

Hardware Details

Virtual Environment

Environment Type

Purchase Date and Time

Provider

Provider Name

Depreciation Period
(Months)

Depreciation Date and Time

Higher Layer Hardware

Name of Higher Layer

Hardware

Network Segment

ol O |00 O |O|O0|O0|0|0|0|0O

ol O |[O|O| O |O|0O|0O|0|0|0|0O

ol O |00 O |O|O0|O0|0|0|0|0O

The following section describes how to create a new hardware record when you configure a

record type.

Open the Create New screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on

opening the screen.
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Select arecord type from the [Record Type for new record] pull-down list, and click the

[Continue] button.

Mo Ha e
® Select Hardware Record Type

Sedect 3 recond type for the now hardware. To sl this page in the futurs, ¢ hae;

perscnal gatup page

Select Hardware Record Tvoe

B cand Tyt ool e

wimeord | Seeves

Avalisbie Hardware Record Types
Recend Type Mame  Descnplion
Medaiber Diarwc ¢

Neteors Equipenent

NondT Rescurce

e

Prinder

Rack

Sefver

The Edit Record screen appears. Fill in the fields as necessary, and click the [Save]

button.

The new hardware record is created when you configure a record type.



Configuration Management

8.1.3 Network

Network refers to the network managed within the company. Manage the network used to
provide the operations and services.
Manage services from the [LMIS Configuration Management] apps menu.

The following items may be listed.

Information

Network Identifier Enter the name of the network.

Name

Usage Status Select whether the Usage Status of a network is Unused or In
Use.

Network Device Type | Select whether a network device is wired or wireless.

Network Information Enter the network information details.

Details

Resource Number Enter the Resource Number.

Related Hardware Enter the hardware number of the related hardware.

Related Hardware The name of the related hardware. If the Related Hardware is

Name entered, then the name is set automatically when saving the
record.

Address Type Enter the address type. Select fixed address or dynamic
address.

IP Address Enter the IP address.

MAC Address Enter the MAC address.

Subnet Mask Enter the subnet mask.

Default Gateway Enter the default gateway.

Usage Status

Total Number of Automatically calculate the total number of contracts with the

Contracts provider.
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The following table lists the management fields for each record type.

*Refertothe "a > 7 4 ' L—3 3 > H A K" for more information on record types.

Record Type Name

Field name

Network

Segment

Network Identifier Name

O

Usage Status

Network Device Type

O

Network Information Details

0|00

Resource Number

Related Hardware

Related Hardware Name

Address Type

IP Address

MAC Address

O0|/0|0|0|0O

Subnet Mask

Default Gateway

O|0|0|0|0O

Total Number of Contracts

The following table lists the management fields for each master profile.

Profile Name
Field name System Process
Administrator Staff Manager

Network Identifier Name O O O
Usage Status
Network Device Type O O O
Network Information Details O O O
Resource Number
Related Hardware O O O
Related Hardware Name O O O
Address Type O O O
IP Address O O O
MAC Address O O O
Subnet Mask
Default Gateway
Total Number of Contracts
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The following section describes how to create a new network record when you configure a
record type.

1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

2. Select arecord type from the [Record Type for new record] pull-down list, and click the
[Continue] button.

Select Network Recond Type

Bl wpiew s Bggard Tipe

Jrmnen

3. The Edit Record screen appears. Fill in the fields as necessary, and click the [Save]
button.

Now, the new network record is created when you configure a record type.
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8.1.4 Software

Software refers to the software managed within the company. Manage the software used to
provide the operations and services.
Manage services from the [LMIS Configuration Management] apps menu.

The following items may be listed.

Basic Information

Software Name Enter the name of the software.

Abandon Display if the status is abandon. Check to set the status to
abandon.

Software Type Select OS, Middleware, Apps, or Service.

Edition Enter the edition of the software.

License Category Select managed or unmanaged for the license category.

Support Period Enter the Due Date number for the software support application
period.

Version Enter the version of the software.

License Count The number of licenses owned.

Support Start Date The start date and time for the support application period.

and Time If the Support Period is set, then the date and time is set

automatically when saving the record.

Support End Date Enter the end date and time for the support application period.
and Time If the Support Period is set, then the date and time is set

automatically when saving the record.

Usage Status

Total Number of Automatically calculate the total number of contracts with the
Contracts provider.
Number allocated Automatically calculate the number allocated to hardware.

Detailed Information

Resource Number Enter the Resource Number.

Software Details Enter the software detail information.

Purchase Information

Purchase Date and Enter the software purchase date and time.

Time

Provider Enter the number of the software provider.

Provider Name Enter the name of the software provider. If the Provider is

entered, then the name is set automatically when saving the

record.
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Depreciation Period Enter the Depreciation Period of the software.

(months)

Depreciation Date Enter the software Depreciation Date and Time. If the

and Time Depreciation Period (months) is entered, then the date and

time is set automatically when saving the record.

Related Information

Related Software Enter the software number of the related software.

Related Software The name of the related software. If the Related Software is

Name entered, then the name is set automatically when saving the
record.
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8.1.5 Document (LMIS)

Document (LMIS) refers to guidebooks, design documents and other documents.
Manage services from the [LMIS Configuration Management] apps menu.

Attach the document file from the Related List or enter the upload destination URL in the
[External URL].

The following items may be listed.

Basic Information

Document Name Enter the name of the document.

Abandon Display if the status is abandon. Check to set the status to
abandon.

Document Type Select Guidebooks, Design Resource, Investigation Material,

or Other for the Document Type.

External URL Enter the upload destination URL of the document.

Version Enter the version of the document.

Related Information

Related Event Enter the event number of the event related to the document.

Related Incident Enter the incident number of the incident related to the
document.

Related Problem Enter the problem number of the problem related to the
document.

Related Change Enter the change number of the change related to the
document.

Related Release Enter the release number of the release related to the
document.

Related Task Enter the task number of the task related to the document.

Related Notification Enter the notification number of the notification related to the

document.

Related Provider Enter the provider number of the provider related to the

document.

Related Due Date Enter the due date number of the due date related to the

document.

Related Document Enter the document number of the document related to the

document.
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8.1.6 Account

Accounts are organizations, companies, and consumers for which you want to know the status.
This information is used for customer company information registered in events and incidents
or services and accounts related to service contract information.

Manage accounts from the [LMIS Contract Management] apps menu.

The following items may be listed.

Account Information

Account Name Enter the company name for the account.

Parent Account Enter the Account Name of the parent company for the
account.

Phone Enter the phone number.

Fax Enter the fax number.

Website Enter the URL of the Website for the account.

Additional Information

Type Select the type of account as viewed by the company
(prospect, direct sale, partner sale, etc.).

Industry Select the industry.

Employees Enter the number of employees for the account.

Annual Revenue Enter the annual revenue for the account.

Description Enter a description of the account.

Billing Country

Billing Zip/Postal Code

— X Enter the invoice billing address of the account.
Billing State/Province

Billing City

Billing Street

Shipping Country

Shipping Zip/Postal Code

. - Enter the delivery address of the account.
Shipping State/Province

Shipping City

Shipping Street
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Site Information

ReportTo

This is the pre-approver for the Self Service Portal. Enter the
Accounts Superior of the account to which the contact (Self Service

Portal user) belongs.

Share

Set whether or not to share registered records among Self Service

Portal users that belong to the same account.
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A Contact is an individual associated with the Account described above.

This information is used for the Customer Representative information registered in events and

incidents.

Manage accounts from the [LMIS Contract Management] apps menu.

The following items may be listed.

Contact Information

Last Name

Enter the last name for the contact.

First Name

Enter the first name for the contact.

Account Name

Enter the account name that the contact belongs to.
If it is empty and saved, then the account name is
registered as "@Unallocated".

Title Enter the title of the contact.

Phone Enter the phone number of the contact.

Mobile Enter the mobile phone number of the contact.

Email Enter the email of the contact.

Reports To This is the pre-approver for the Self Service Portal.
*This has priority over the Accounts Superior.
Enter the name of the person that the contact reports
to.

Delegated Approver A delegated approver can be assigned when

pre-authorization is required.
*This field is not displayed by default settings.

Delegated Approval Period
From

The start date and time for the delegated approver
validity period.

If specified, delegated approval cannot be used until
the specified date and time have passed.

If not specified or past date and time are specified,
delegated approval can be used immediately.

*This field is not displayed by default settings.

Delegated Approval Period
To

The end date of the delegated approval validity period.
If specified, delegated approval cannot be used after
the specified date and time.

If not specified, there is no deadline for delegated
approval period.

*This field is not displayed by default settings.
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Address Information

Mailing Country

Mailing Zip/Postal Code

Mailing State/Province

Enter the address for the contact.

Mailing City

Mailing Street

Other Country

Other Zip/Postal Code

Other State/Province Enter the other address for the contact.
Other City

Other Street

Additional Information

Fax Enter the fax number of the contact.

Home Phone Enter the home phone number of the contact.

Other Phone Enter the other phone number of the contact.
Assistant Enter the last name and first name of the contact's assistant

(subordinate).

Asst. Phone Enter the phone number of the assistant.

Lead Source Enter the method initially used to reach the contact.
Birthdate Enter the birthdate of the contact.

Department Enter the department that the contact belongs to.

Portal User Information

Invalid Set whether to enable or disable the contact (Self Service Portal user).

Password Set the contact's password (Self Service Portal user).

*Used as the login password for the Self Service Portal.

startdate Enter the start date for the Self Service Portal user.

* The Self Service Portal cannot be used before the start date.

enddate Enter the end date for the Self Service Portal user.

*The Self Service Portal cannot be used after the end date.

Detailed Information

Description Enter a description of the contact.
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8.1.8 Service Contract

The Service Contract is the contract information exchanged with the customer (account)

regarding the type of customer support for each service.

Manage accounts from the [LMIS Contract Management] apps menu.

The following items may be listed.

Information

Related Service

Enter the service number of the related service.

Related Service

Name

The name of the related service. If the Related Service is entered,

then the name is set automatically when saving the record.

Related Account

Enter the name of the related account.

Related Content

Enter the related content.

SLO Information

Contract Period

The service contract period. Create the contract period in the Period

Management beforehand.

Incident

Response Time

Enter the target response time for the incident. The response time

set here takes priority over the time set under Related Service.

Contract Start

Date and Time

Enter the date and time that the contract starts. If the Contract Period
is entered, then the date and time is set automatically when saving
the record.

Contract End

Date and Time

Enter the date and time that the contract ends. If the Contract Period
is entered, then the date and time is set automatically when saving
the record.

Service Provision
Start Time

Enter the time to start providing the service.

Service Provision
End Time

Enter the time to end providing the service.

Service Provision
Day of Week

Enter the days of week on which the service is provided.
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Impact Information (*1)

Number of Users Enter the number of users using the service.

Service Unit Price | Enter the service unit price.

Billing Amount This is the billing amount for the service. This field is automatically
populated when the record is saved based on the entered number of
users and service unit price. This is the impact value used for the
impact display.

*The billing amount is calculated according to the following
expression:

Billing amount = Number of users x Service unit price

*1Impact Information: The fields are used for the impact display. Refer to " Appendix.8 Relational

Explorer" for more information on the impact display.
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8.1.9 Provider

The Provider is the company that provides the software and hardware.
Manage providers from the [LMIS Contract Management] apps menu.
The following items may be listed.

Information

Provider Name Enter the name of the provider.

Site Enter the URL of the provider.

Contract Information

Contract Category Select Purchasing/Maintenance, Lease, etc. for the Contract
Category.

Contract State "EtE(Plan)", "f# F(Usage)", "5E T (Finish)" are set
automatically from the Contract Start Date and Contract End
Date.

Contract Identifier Enter the contract identifier number.

Number

Contract Period Enter the contract period.

Contract Start Date The start date of the contract with the provider.

Contract End Date The end date of the contract with the provider.

Payment Information

Total Contract Price Automatically calculate the total contract price for the hardware,

software, and network.

Hardware Contract Automatically calculate the total contract price for the hardware.
Price
Software Contract Automatically calculate the total contract price for the software.
Price

Network Contract Price | Automatically calculate the total contract price for the network.
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8.2 Workflow Description

The following explains the Configuration Management workflow.

Associate with Release

Management*
Ticket
Issue a configuration information SrTTTTTTTmmmmmmmmmmmmmnananaaan "
ticket and submit an approval : Register New Version .
request. Register the latest version of :
Approval Request each configuration information
~~ . .
= setting. :
“.l ---------------------------- l".
R RRRRRLRELLLLLLLLLLY "
Awaiting Approval : Abandon :
Confirm and approve the issued = Abandon any unneeded :
configuration information. = configuration information.
Approve e mammssmEEEEEEEEEEEEEEEEEEEEEs N

L Release approval

Finish

The registration of the
configuration information is
finished.

G

Configuration Management

* Refer to "7.3.1 Registering the Configuration Information” to issue a ticket from the Release

Management of the Configuration Management information.
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8.2.1 Ticket

To add the configuration information described above, issue a ticket for the Configuration
Management information.

This example describes the operations for issuing a service ticket.

1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
Enter the required items.
Click the [Save] button.
The entered content is updated in the Service detail screen.
Notification that the configuration information was registered is sent to the Owner's portal.
4. Click the [Approval Request] button.

Notification is sent to the portal of the Approver.

This completes the procedure to issue a ticket.
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8.2.2 Associate

Issue a ticket for each configuration information setting to create an association.
This example associates hardware with a service.
The following explanation presumes that tickets are already issued for the service and
hardware.
1. Open the Edit Service screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

Home (20 ) Hardwares Networks  Softwares  Documents(LMIS) +

Cusiomize Page | Prviasie View | Heip for e Page €8

/" 8VG-00000000

Sanvicn tatorecn | Pataied Nebcwion (1) | Bglaied Eveniis | Flsfaied incident 1 | Fnladed Prodlem m | Alsiated Chance i | Pelated Servce 1 | Rstaied Harderaen 1 |
Eoslalesy Siofwarn [0 | Fleiated Cecummant 151 | 3 B | Gorvice Chonge s | nevice Fisleaee 11
Service Detail Edfil | | Apriovald Regmest | | Reues Cancellation | Appeiwe || Reect | Tielational Explores

¥ Basic Information
Service Mo SVIC-00000000
Service Wame  PC repair

Status  Nob Approwed Cwner Manager iGhanae!
Abandan G
Ernviranment Type  Panduction

erwoin Sogmen

Detals

¥ Purchaso Information

Provider Provider Nams

¥ Related Information
Telstrnt Srrvace

Pelmted Lervies Wame

¥ Approval Infarmation

Managur Apprirval Dste and Tame

» System Information

2. Create an association for each configuration information setting from the Related List.
Next, click the [New Service/Hardware] button.

-
" Related Problem New Problem Management Relsted Problem Help (7

No records to display

&4 Related Change New Change Management Related Change Help 7

No records to display

/" Related Service New Service Related Servioe Help (7

No records to display

Related Hardware New Service/Hardware Related Hardware Help (7.
No records to display

Related Software New Service/Software Related Software Help (7

No records to display

Related Document New Service/Document{LMIS) Related Document He

°

No records to display

Service Contract New Service Contract Service Contract He

°

No records to display

Service Change New Change/Service Senice Change Help (2

No records to display
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When the Service/Hardware Edit screen is displayed, enter the hardware number in

[Related Hardware] and click the [Save] button.

y Service/Hardware Edit Help for this Page @&

.~ New Service/Hardware

Service/Hardware Edit Save | |Save & New| |Cancel
Information | = Required Infarmation
Application Status | Not Applied =
Relate $ Q Related Service Name
Related Hardware  [HDW-00000000 Q@ > Related Hardware Name
CPU AT CPU Usage
Memory Allocafion Memory Usage
Disk Allocation Disk Usage
Related Content
A

Save Save & New | Cancel

The hardware is now associated with the service.

& Related Change New Change Management Related Change Help (2

No records to display

> . -
Related Service New Service Related Service Help '?

No records to display

Related Hardware New Service/Hardware Related Hardware Help |7
Action  Hardware No Status Hardware Name  Hardware Type  Support Start Date and Time Support End Date and Time Last Modified Date
Edit | Del HDW-00000000 Mot Approved  Server A Server 20150723

Related Software New Servicel Software Related Software Help (7

No records to display

Related Document New Service/Document(LMIS) Related Document Help (7

No records to display

Service Contract New Service Contract Senice Contract Help (7

No records to display

Service Change New Change/Service Service Change Help |2

No records to display

To register a network in hardware, open the Hardware detail screen, click the [New Network]

button and associate the network.

Relsted Service Help (2

Related Service New Service/Hardware
Action  Service Mo Status Service Name Service Start Date and Time Service End Date and Time Last Modified Date

Edit | Del SV/C-DDODD000 Net Approved PC repair 201540723

" Related Hardware | New Hardware | Related Hardware Help (7

No records to display

—,

() Related Network < [ | Relsted Network Help (2

Ne records to display

Related Software New HardwarelSoftware Related Software Help

Ne records to display

Related Document New Hardware/Document{LMIS) Related Document Help

No recerds to display

Hardware Change New Change/Hardware Hardware Change Help

Ne records to display

Hardware Release New Release/Hardware Hardware Relesse Help

No recerds to display
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8.2.3 Approval Finished

Approve the registered configuration information.

The configuration information associated with a release is automatically approved when the
release closes.

This section explains the procedure to directly approve the configuration information. This

operation is performed by the user who is set as the "Approver".

Confirm the approval request from the portal and open the Configuration Management detail
screen.

Confirm the registered content.

€ To approve

1. Click the [Approve] button.
The comment field is displayed.
2. Enter the comment.
The Approval Notification is sent to the Owner's portal.
3. The approval is finished when the Owner confirms the content.
€ To reject
1. Click the [Reject] button.
The comment field is displayed.
2. Enter the comment and click the [OK] button.

The Rejection Notification is sent to the Owner's portal.

The Owner confirms the content and issues an Approval Request again after making corrections.

* Notification can be sent by Email as well as to the portal. For more details, refer to section

"Appendix.1 Notification Function".

* The Approver can be changed. For more details, refer to section "Appendix.5 Change

Approver".

* Approval or rejection comments can be set to automatic entry.

For more details, refer to the "LMIS oncloud 2> 2445 L—< 3> H4 K"

8-29



Configuration Management

8.2.4 Abandon

Abandon the registered configuration information.
Abandon does not delete the record itself but indicates that it has been discarded.

This example explains the procedure to abandon a document.

1. Display the detail screen of the document you wish to abandon.

2. Check the [Abandon] box under Basic Information.

Document(LMI5)

i DOC-00000000
1 | Related Document [0] | Document Change [0] |

Motes & Attachments [0] | Relsted Notification [1] | Relsted Servics [0] | Relsted Hardware [0] | Related Software [0
Document Raleasa [0]

Customize Page | Printable View | Help for this Page @&

Document{LMIS) Detail Save | Cancel

¥ Basic Information
DocumentNo  DOC-00000000
Document Name  LMIS on cloud Users Guide

Sy ved

Owner  Staff [Change]

Abandon = Version 1

Document Type Guidebooks
Extarnal URL

3. Click the [Save] button.
This completes the procedure to abandon the document.

Configuration Information settings with a checked [Abandon] box can be confirmed in the All

Abandoned Documents view.
Home Services Hardwares Networks Softwares Dnulmdts} +

‘“"aj All Abandoned Documents ¥ [Clone | Creste Mew View = @
New Document{LMIS)| [T ) alglclole|lFleln|i|2kleiminlolplalrlis|iTiu|lviwix|¥|zl7 ol HlalF| vzl 15D | other |0
Action Document No + Status Document Name Document Type Version Last Modified Date
Edit DOC-D0D0D00D Mot Approved LMIS on cloud Users Gu... Guidebooks 1 2015/07/23

8-30



Configuration Management

8.3 Process Improvement

8.3.1 Service Level Management

The service level can be set for each service and service contract.
The setting enables the following automation in processes associated with services or service

contracts that you set:

® Target Time Settings
The target answer time in Incident Management and the target investigation time in Problem

Management can be automatically populated based on the values specified for the service

and service contract (for Incident Management only).

® Business Hours Settings

The actual operating times (such as actual hours spent for closure and actual investigation
time) in Event Management, Incident Management, Problem Management, and Change
Management, and the deadlines (such as primary answer deadline and investigation deadline)
in Incident Management and Problem Management can be calculated based on the business

hours of the service and service contract (for Incident Management only).

The following figures illustrate how the target time is automatically populated based on the

business hours in Incident Management.

Normally, deadlines and
1. Standard time performances are calculated
simply using the value
Incident Management specified in the record.

Accept datetime:2015/01/05 10:00

Target Answer Time:24

Primary Answer Deadline:2015/01/06 10:00
Close Date and Time:2015/01/06 11:00
Time Until Close:25:00

2. When using the service target time

Service level of incidents The service level of service
adopts that of related needs to be set up in
services. advance.

Incident Management

Accept datetime:2015/01/05 10:00

Target Answer Time:12 ServiceA

Primary Answer Deadline:2015/01/05 22:00 S e |

Related Service:ServiceA Target Answer Time:12

Close Date and Time:2015/01/06 11:00

Time Until Close:25:00
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Deadline and performance time the business hours of the
will be calculated by Incident Center need to be
) ) considering business hours. setin advance
3.When using business hours
Incident Management / Incident Hours /

Accept datetime:2015/01/05 10:00

Target Answer Time:24

Primary Answer Deadline:2015/01/07 16:00
Related Business :Hours:Incident Hours

~ A~

Close Date and Time:2015/01/06 11:00
Time Until Close:11:00

€ Tuesday:9:00~18:00

4.Use of combination

Incident Management

Accept datetime:2015/01/05 10:00
Target Answer Time:12

Related Service:ServiceA

Related Business Hours:Incident Hours
Close Date and Time:2015/01/06 11:00
Time Until Close:11:00

5.Use of the service hours

Incident Management

Accept datetime:2015/01/05 10:00
Target Answer Time:12

Related Service:ServiceA

Related Business Hours:Incident Hours
Close Date and Time:2015/01/06 11:00
Time Until Close:15:00

Service hours will be
given priority

Note

Primary Answer Deadline:2015/01/06 13:00 | qammm—

Sunday:None
Mounday:9:00~18:00

Wednesday:9:00~18:00
Thursday:9:00~18:00
Friday:9:00~18:00
Saturday:None

Both target time and business
hours can also be used
together.

ServiceA

Target Answer Time: 12

Incident Hours

Sunday:None
Mounday:9:00~18:00
= Tuesday:9:00~18:00
Wednesday:9:00~18:00
Thursday:9:00~18:00
Friday:9:00~18:00
Saturday:None

ServiceA

Target Answer Time:12
Related Business
Hours : Service hours

Primary Answer Deadline:2015/01/06 8:00 ¢

Incident Hours Incident Hours
Sunday:None Sunday:None
Mounday:9:00~18:00 Mounday:6:00~22:00
Tuesday:9:00~18:00 Tuesday:6:00~22:00
Wednesday: 9:00~18:00 Wednesday:6:00~22:00
Thursday:9:00~18:00 Thursday:6:00~22:00
Friday:9:00~18:00 Friday:6:00~22:00
S\aturday: None Satu\rday :None
In this case, the incident the business hours of
business hours is not the Service Center need
used to be setin advance

e Business hours are prioritized in the following order.

Service Contract > Service > Process > Default business hours
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The following section describes the procedure to configure the target times and business

hours.

€ Configuring the target times
1. Open the detail screen or Create New screen of a record in Incident Management or

Problem Management.

2. Select one of the following in [Apply SLO] under [Control Information].
ON: Prioritize the response time registered in the SLO information of the service or service
contract (manual setting).
CREATEONLY: Prioritize the response time registered in the SLO information of the service
or service contract only when registering a new entry (automatic setting).

OFF: Directly set the response time (manual setting).

3. Click the [Save] button.

This completes the service level setting for target times.

€ Configuring the business hours
1. Open the detail screen or Create New screen of a service or service contract record.

2. Configure the desired business hours in [Related Business Hours] under [SLO

Information].

3. Click the [Save] button.
When you enter business hours in [Related Business Hours] and save them, [Service
Provision Start Time], [Service Provision End Time], and [Service Provision Day of Week] are
automatically updated based on the business hours that you entered. You can check the fields

for your changes.

This completes the service level setting for business hours.

8-33



8.3.2 Version Management

Configuration Management

This section explains the version management operations for software and documents.

Software and documents can be managed by differentiating between different versions of

software and documents with the same name.

€ Registering a new version

The configuration information of the existing version must be "Approved" in order to register

the configuration information of the new version.

Display the detail screen of the software or document to add a new version.

2. Click the [Register New Version] button.

Configuration information is created with the same document name and a different document

number.

Home Services Hardwares Networks Softwares R EUERTIEN  +

Document{LMIS)
## DOC-00000001

« Back to List: Documents(LMIS)

Document Change [0] | Document Release [0]

D MIS) History [3] | Notes [0 | Related Notification [1] | Relaled Service 0] | Relaled Hardware [0] | Related Software (0] | Related Document (ol |

Document(LMIS) Detail Edit | |Approval Request| | Request Cancellation | |Approve | |Rejd t |Register New Version| || elational Explorer

Customize Page | Printable View | Help for this Page @

¥ Basic Information
Document No  DOC-00000001
Document Name  LMIS on cloud Users Guide

Abandon Version

Document Type  Guidebooks
External URL

¥ Related Information
Related Event
Related Incident
Related Problem
Related Change
Related Release
Related Task
Related Notification
Related Provider
Related Due Date
Related Document  DOC-00000000

Status  Not Approved Owner  Manager [Change!

Click the [Edit] button and enter the required items.

Click the [Save] button.
Click the [Approval Request] button.
Notification is sent to the portal of the Approver.

8-34



Configuration Management

€ Approving a new version

Confirm the approval request from the portal and open the Configuration Management detail screen.
To approve

1. Click the [Approve] button.
The comment field is displayed.
2. Enter the comment.
The Approval Notification is sent to the Owner's portal.

3. The approval is finished when the Owner confirms the content.

To reject
1. Click the [Reject] button.
The comment field is displayed.
Enter the comment.

The Rejection Notification is sent to the Owner's portal.

€ Confirming a new version
1. Click the document or software tab to display the home screen.

Home  Services Hardwares MNetworks  Softwares m

ﬂ Latest Version ¥ |Clone | Create New \igw

All Abandoned Dacuments

All Documents = - : = n
Hew C|D|E|F|G|H|I|J|K|LIM|N|O|P|q

All Unapproved Documents
Deletion Request

A e us Document Name

Ed My Documents oved LMIS on cloud Users Gu...
Iy Unapproved Documents
Select All

2. Click the document or software tab to display the home screen.
Display a list of the latest document versions.

Home  Services Hardwares MNetworks Softwares DDctlnmits{LliS} *
L -
ﬂq | Latest Version ¥ )Clone | Create Mew View = @
New DocumentiLMIS)| [#J alale|p|le|fFlelHlI2lK|LIMINIO|rlalris|TIUlvIWw|X|¥|2l7i0| 4] 5wl =] #1512 |-Other | Hil
Action DocumentNo + Status Document Name Document Type Version Last Modified Date
Edit DOC-0000000D Approved LMIS on cloud Users Gu... Guidebooks 1 201507123
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9. FAQ Management

FAQ Management is used to manage everything from the registration to publishing of FAQ

information.

9.1 Workflow Description

The following explains the FAQ Management workflow.

Ticket

yemTEEEEEEEEEsssssasssnnnnnn .,
Issue a FAQ Information ticket 5' Publish
and submit an approval request. = Enable other users to view the

Approval Request

registered FAQ Information.

Awaiting Approval CensmmsszssEsEEEEEEEEEEEEEEEEs .
Confirm and approve the issued 5‘ Not Published

FAQ Information. *  Prohibit other users from

Approve J viewing the registered FAQ

Information.

F|n|sh S na s (e

The registration of the FAQ FAQ
information is finished.
JManagement

9.2 Tickets

To add the FAQ information described above, issue a ticket for the management information.

1. Open the Create New screen.
Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.
2. Enter the required items.
3. Click the [Save] button.
The entered content is updated in the FAQ Management detail screen.
Notification that the FAQ Information was registered is sent to the Owner's portal.
This completes the procedure to issue a ticket.

4. Click the [Approval Request] button.
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Notification is sent to the portal of the Approver. Notification is sent to the portal when the
Approver grants approval of the request. If the request is rejected, it returns to Not Approved
status.

9.3 Approval and Rejection

Approve the registered FAQ information.
This operation is performed by the user who is set as the "Approver".
Confirm the approval request from the portal and open the FAQ Management detail screen.

Confirm the registered content.

€ To approve
1. Click the [Approve] button.
The comment field is displayed.
2. Enter the comment.
The Approval Notification is sent to the Owner's portal.

3. The approval is finished when the Owner confirms the content.

€ To reject
1. Click the [Reject] button.
The comment field is displayed.
2. Enter the comment and click the [OK] button.
The Rejection Notification is sent to the Owner's portal.
The Owner confirms the content and issues an Approval Request again after making

corrections.

* The Approver can be changed. For more details, refer to section "Appendix.5 Change
Approver".
* Approval or rejection comments can be entered automatically. Refer to the "LMIS on cloud

a27449L—> 3> HA K" for more information.
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9.4 Publishing to Self Service Portal

Approved FAQ information can be published into the Self Service Portal.

€ Automatic Publishing After Approval
The FAQ information can be set to automatically publish after receiving approval.

The setting can be changed with the following procedure.

1. Open the detail screen for each record or the Create New screen.
2. Select [ON] from the [Publish After Approval] drop-down list under [Control

Information].

Control Information

Approver Decision N v Email Notification 0N v
Method

Delete Confirmation Lock When Closed 0N v

i Publish After Approval ON ) Calendar Registration OFF v

Attachment File OFF v
Automatic Publication

Save | | Save & Mew| Cancel

3. Click the [Save] button.
This completes the Publish After Approval setting.

€ Manual Publishing After Approval
The FAQ information can be set to manually publish after receiving approval.

Use the following procedure to change this setting.

1. Open the detail screen for each record or the Create New screen.
2. Select [OFF] from the [Publish After Approval] drop-down list under [Control

Information].

Control Information

Approver Decision N v Email Notification 0N v
Method

Delete Confirmation Lock When Closed 0N v

Publish After Approval OFF v Calendar Registration QOFF v

Attachment File OFF v
Automatic Publication

Save | | Save & New | |Cancel

9-3



FAQ Management

3. Click the [Save] button.
4. Click [Publish] on the record details screen.
The [Publish] check box under [Publish Information] will be selected on the detail screen.

5. Confirm that the information is published to finish the procedure.

€ Manual Unpublishing After Approval
The FAQ information can be set to manually unpublish after receiving approval.

Use the following procedure to change this setting.

1. Click [Not Published] on the record details screen.
The check is removed from the [Publish] box under [Publish Information] on the detail
screen.

2. Confirm that the information is not published to finish the procedure.

Note

e Enable [Attachment File Automatic Publication] to automatically publish attachment files to the
Self Service Portal.
Refer to "Appendix.11 Managing Attachment Files" for information on managing attachment

files.
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10. Information

This chapter describes information management procedures from registration to publishing.

10.1 Workflow Description

The following figure describes the information workflow.

Ticket A emesmsssEssssssssssEEsssnnas .
Create a ticket for the information and :" Publish .‘E
then submit an approval request. ' This enables other users to 3
Areeovsl Beouesl J/ ' view the registered .
E information. :
Awaiting Approval h e
The ticketed information will be E"l:lot Published .."E
approved after confirmation. - This disables other users from _
AnpooNe - viewing the registered _
E information. _
Finish Heirnarmennern e

The information registration | nfo rm ation

process is finished.

10.2 Tickets

To add information as previously described, issue a ticket of the management information.

1. Open the Create New screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how
to open the screen.

2. Enter the required items.

3. Click the [Save] button.

The entered content is updated in the information detail screen.

Notification that the information was registered is sent to the Owner's portal.

This completes the procedure to issue a ticket.

4. Click the [Approval Request] button.

Notification is sent to the portal of the Approver. Notification is sent to the portal when the
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Approver grants approval of the request. If the request is rejected, it returns to Not Approved

status.

10.3 Approval and Rejection

Registered information need to be approved.
This operation is performed by the user who is set as the "Approver".
Confirm the approval request from the portal and open the information detail screen.

Confirm the registered content.

€ To approve
1. Click the [Approve] button.
The comment field is displayed.
2. Enter the comment.
The Approval Notification is sent to the Owner's portal.

3. The approval is finished when the Owner confirms the content.

€ To reject
1. Click the [Reject] button.
The comment field is displayed.
2. Enter the comment and click the [OK] button.
The Rejection Notification is sent to the Owner's portal.
The Owner confirms the content and issues an Approval Request again after making

corrections.

* The Approver can be changed. For more details, refer to section "Appendix.5 Change
Approver".
* Approval or rejection comments can be entered automatically. Refer to the "LMIS on cloud

aA2v7449L—> 3 H4 K" for more information.

10-2



Information

10.4 Publishing to Self Service Portal

Approved information can be published into the Self Service Portal.

€ Automatic Publishing After Approval
The information can be set to automatically publish after receiving approval.

Use the following procedure to change this setting.

1. Open the detail screen for each record or the Create New screen.
2. Select [ON] from the [Publish After Approval] drop-down list under [Control

Information].

Control Information

Approver Decision N v Email Notification ON v
Method

Delete Confirmation Lock When Closed ON v

Publish After Approval ON v Calendar Registration OFF v

Attachment File OFF v
Automatic Publication

Save Save & New | Cancel

3. Click the [Save] button.
This completes the Publish After Approval setting.

€ Manual Publishing After Approval
The information can be set to manually publish after receiving approval.

Use the following procedure to change this setting.

1. Open the detail screen for each record or the Create New screen.
2. Select [OFF] from the [Publish After Approval] drop-down list under [Control

Information].

Control Information

Approver Decision N v Email Notification ON v
Method

Delete Confirmation Lock When Closed ON -

Publish After Approval OFF v Calendar Registration OFF v

Attachment rie OFF ¥
Automatic Publication

Save | | Save & New| Cancel

Click the [Save] button.
Click [Publish] on the record details screen.
The [Publish] check box under [Publish Information] will be selected on the detail screen.
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5. Confirm that the information is published to finish the procedure.

€4 Manual Unpublishing After Approval
The information can be set to manually unpublish after receiving approval.

Use the following procedure to change this setting.

1. Click [Not Published] on the record details screen.
The check is removed from the [Publish] box under [Publish Information] on the detail
screen.

2. Confirm that the information is not published to finish the procedure.

Note

e When [Post to Portal Site (Before Login)] is checked, users who are not logged in can access
the information on the Self Service Portal home screen.

e Enable [Attachment File Automatic Publication] to automatically publish attachment files to the
Self Service Portal.

Refer to "Appendix.11 Managing Attachment Files" for information on managing attachment files.
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11. Project Management

Project management is the process of managing projects from planning to finishing stages.

The following workflow diagram illustrates the corresponding management processes.

[ Planning

e Creation of projects and WBS records.

e Assignment of human resources

(persons in charge). Project .
Manager U

—

J

e Confirmation of calendar
e Schedule management
e Cost management

e Man-hour management

Project .
\ Manager U ) K

/In progress \ f In progress

Confirmation of assigned work

Confirmation of calendar

Registration of work results

Progress reports

Registration of issues

Person in

()
Charge . ‘
IILL

Finish

Project Management:

*

~

E Change Registration

q_ Can be associated with
change management at any
time.

*
‘I Release Registration

*a

. Can be associated with

release management at any

time.
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11.1 Screen Overview

This chapter provides an overview of the screens used for project management.

€ Project Home Screen

The Project Home Screen displays projects you are managing, WBS records, and summary
information of project issues.

From this screen, you can create new projects, register work results, confirm project calendars,
and other related operations.

LM IS oncioud Administrator *  Help & Training LMIS project Management ~

Lifecyele Management for TT Service

Home QG800 N Project Calendar Projects  Project Issues  Project Reports  Resources  Reports  +

“ Project Home

¥ Y WBS Planning in progress
WBS Name Project Schedule Cost Man hours There are no records to display.
NewWBS1 M7 Project B = 8 ]
¥ Y Project
Project Name Status Schedule Cost Man hours
o =
proecte  [H] mprogress W W @M

¥ Y Project Issue

There are no records to display.

€ Project Calendar Screen
The Project Calendar screen is used to check the calendar for each project or each worker.
Project work plans and work results appear on this calendar, and work results can be entered

via this screen.

Refer to "Checking project calendars" in "11.4.1 Project Management" for more information on
this functionality.

LM I S oncioud Administrator * Help & Training LMIS project Management v

Lifecycle Management for IT Service

Home Project Home BEGEad&IELLETE Projects  Project Issues  Project Reports  Resources  Reports +

Project Calendar

Refiners: Project v Mycalendar v yoqa astweek | Nextweek | Monthly view [ITETTRENE 2016-10-30 ~ 2016-11-05
Member Sunday Monday Tuesday ‘Wednesday Thursday Friday Saturday

0 2 31 @1 @ 2 2 3 24 P s &
Administrator Sample ject A-basic desi

Sample Project A-basi.. Sample Project A-basi...
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€ Project Screen
The Project screen is used to register projects and WBS records, assign persons in charge,
and manage projects. Users with the appropriate privileges can create project templates.
Refer to "11.3 Project Planning" and subsequent chapters for more information on this

functionality.

LM IS oncloud Adminitoster v Holp & Tisining

Lifieyele Management far [T Service

Home  Project Home  Project Calendar [ S=M Projoct lssues  Project Roports  Resources  Reports +

Froject
% Sample Project A (Planning in progress )
r T sample Projecta
WES Name Start Plan Planned End Planned Time Pérson in Charge Record Information Related Information
sample Project A 201611702 2016711710 B0 Administrator ¥ Basic Information
Requirements design 2016/11/02 2016/11/03 1.0 Leager &
g _ Project Name
basic design 201611/04 2016711405 2.0 Member A i
B External design 201611707 20161110 5.0 Member A Person in
ssP 2016/11/07 2016/11/08 2.0 Member A Charge
praject management 2016/11/09 201611410 3.0 Membar 4 Froject Type

Project Code
Hempansibsle
Department

Hemarks
Last Modifled  2016/11/02 17:26
Date

¥ Schedule
Planned Start Date

Planned End Date

Planned Cost 24,000

¥ Man hours

Planned Work 5.0
Time

€ Project Issue Screen
The Project Issue screen is used to manage project issues.
You can set response deadlines for issue and have alerts sent when a response deadline
passes.

Refer to "11.4.4 Project Issue Management" for more information on this functionality.

LIMIS cn cioud

Lifeeyele Management for IT Service

Manager A v  Help & Training

Home Project Home Project Calendar Projects BHGE=dEEN Project Reports Resources Reports  +

_ Project Issue

XX of thi d t Kk Customize Page | Printable View | Help for this Page @
(] O e process daoes not wor

Hotes & 101 | Project Issue History [5]

Project Issue Detail Edit | | Delete | | Clone

Subject XX of the process does not work
Status  Finish Person in Charge  Manager A
Ticket Date  2016/11/02 Response Deadline  2016/11/10
Priority  middle Alert  ON
Response Start Date  2016/11/02 Response End Date  2016/11/08

Issue Content

Response Content

Project  Sample Project A
wBS
Created By Manager A, 2016/11/02 17:10 Last Modified By  Manaqger A, 2016/11/02 17:29

Owner  Manager A [Change]
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€ Project Report Screen
The Project Report screen is used to create project reports.

Refer to "11.4.3 Project Progress Reports" for more information on this functionality.

LM IS oncioud ManagerA v  Help & Training LMIS project Management ~

Lifecyele Management for IT Service

Home Project Home Project Calendar Projects Project Issues WEEERNLEN Resources  Reports &

_ Project Report Customize Page | Printable View | Help for this Page &

|| progress report

Holes & 1] | Project Report History 111
Project Report Detail Edit | Delete| | Clone
Subject  progress report
Status  Ticket in progress Person in Charge  Manager A
Ticket Date  2016/11/02 Report Date  2016/11/02

Report Content  With respectto SSP, it was completed until the XX.
Project  NewTemplate 2

WBS SSP
Created By Manager A, 2016/11/02 17:32 Last Modified By ~ Manager A 2016/11/02 17:32

Owner  Manager A [Chanael

Edit | Delete | Clone

€ Resources Screen
The Resources screen is used to assign project members for each work.

Refer to "11.2 Project Resources" for more information on this functionality.

LM IS on . cloud ManagerA v  Help & Training LMIS project Management

Lifecycle Management for IT Service

Home Project Home Project Calendar Projects Project Issues  Project Reports Reports

Resource Customize Page | Printable View | Help for this Page &
Manager A

Dotes & [0 | Resource History (3]

Resource Detail Edit | | Delete
Resource Name  Manager A
User  Manager A

Contact
Costperhour ¥ 5000 Resource Type  User
Priviieges Mail Address == -
Department Title
Phone number Mobile Phone
Created By  Administrator, 2016/11/02 15:36 Last Modified By ~ Administrator, 2016/11/02 15:36

Owner  Administrator [Change]
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11.2 Project Resources

Project members for each work (users or other contacts) are assigned as project resources.
This chapter describes the procedures to register, edit, and delete resources using the project
management functionality.

Methods of resource registration include automatic registration, manual registration, and batch
registration. Referto " A T LEBEEHA K 1213 APV FDUY—RADAVTF IR

" for more information on batch registration.

€ Automatic Registration of Resources
When a user with the privileges to create resources uses the project management functionality,

resources will be automatically created if the user resource does not exist.

1. The user for which resources have not yet been created logs into the system and
selects the [LMIS Project Management] application.
The Project Home screen will appear.

I MIS on cloud UELER N S EE-R e ILT I (| MIS Project Management ~
Lifecycls Management for IT Service S

Home QM-8 LEN Project Calendar Projects Project Issues  Project Reports  Resources Reports 4

oy

Project Home

Planning in progress

There are no records to display. Sample Project A

= NewProject
¥ Y Projact | Newroiet |
There are no records to display. Temp|atE

¥ Y ProjectIssue NewProjectTemplate
NewTemplate 2

There are no records to display.
NewTemplate

2. Click the [Resources] tab and confirm that the user resources were created.

TN
Home Project Home Project Calendar Projects Project Issues Project Reports ( Resoun:es' Reports  +

——
:n FARTOYI—2R ¥ | Clone | Create New View
New Resource | | T} AlB|c|D|E|IF|G|H|I[J|KILIM[M|O|P|[Q|R|S|TIU|V|W
Action Resource Name + Privileges Resource Type Cost per hour Department Title
Edit] Del Administrator v User ¥ 3,000
Edit| Del LeaderA ¥ Contact ¥ 3,000
Edit] Del ( Manager A v User ¥5.000
Edit] Del Member A v Contact ¥ 3,000
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€ Manual Registration of Resources
This section describes the procedure to manually register resources.
1. Select [LMIS Project Management] from the application menu and then click the
[Resources] tab.

—
I MIS on . cloud Manager A ¥  Help & Training LMIS Project Management -
Lifecycle Management for IT Service

Home NHGE-&LGEN Project Calendar Projects Projectlssues  Project Reports Reports  +

¥ Project Home

Planning in progress

There are no records to display. Sample Project A

~ NewProject
¥ Y Project _
There are no records to display. Tempiate

¥ Y ProjectlIssue NewProjectTemplate

NewTemplate 2

There are no records to display. _
NewTemplate

2. Click the [New Resource] button.

Home Project Home Project Calendar Projects Projectlssues  Project Reports Reports  +

% FATOII—R ¥ | Clone | Greate New View

” AlBlc|DIE|IFIGIH|IJ|KILIM|IN|O|P|Q|IR[S|TIU|VIW|X|Y|Z|7|#|Y
—

|| Action Resource Name + Privileges Resource Type Cost per hour Department Title Mail Address

|| Edit]Del Administrator .4 User ¥ 3,000 rie_takahashi@uni. ..
|| Edit|Del Leader# ¥ Contact ¥ 3,000

|| Edit]Del ManagerA v User ¥5,000 protodev0i@yaho...
|| Edit|Del MemberA v Contact ¥ 3,000
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3. The "Edit Resources" screen appears. Configure the required fields and then click the

[Save] button.

Resource Edit Help for this Page &

1= New Resource

Resource Edit ‘ Save !ave&New Cancel

Basic Information | = Required Information

Resource Name I Manager A

User  [Manager A Q)
Contact CS
Cost per hour I5ggg Resource Type | _None— ¥

Privileges

System Information

Owner  Administrator

Save | | Save & New| |Cancel

The following table lists each field on the resource edit screen along with a brief

description.

Field Name Description

Resource Name Name of the resource as used by the project
management functionality.
This is automatically set when the user name
or contact name is saved.
To change the resource name, the resource

must be first saved.

User The resource (user) is specified via a lookup

process.

Contact The resource (contact) is specified via a

lookup process.

Cost per hour Specifies the cost per hour of the resource.

Resource Type The resource type (user or contact) is

automatically set when the resource is saved.

Privileges Users for which this check box is selected
(users with special permissions) can create

and edit project templates and edit all projects.

Caution
e |f aresource is saved having accidentally entered both a user and a contact, the

information for the user has priority and is set first. To finalize the registration, confirm that

any unnecessary association has been deleted and then save the resource.
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€ Editing Resources
This section describes the procedure to edit resources.
1. Click on the desired resource record.

The resource detail screen appears.

Resource
% Manager A

« Back to List: Users

Customize Page | Edit Layout | Printable View | Help for this Page &

Motes & Attachments [01 | Resource History [2]

: Resource Detail > Edit | | Delete

Resource Name  Nanager A

User Manager A

Contact
Cost per hour ¥ 5000 Resource Type User
Privileges ¥ Mail Address _———fm w=—— —w
Department Title
Phone number Mobile Phone
Created By  Administrator, 2016/11/02 15:36 Last Modified By  Administrator, 2016/11/02 15:36

Owner  Administrator [Change

2. Click the [Edit] button. The edit screen appears.

L Tl Help for this Page &
= Manager A
Resource Edit Save | Save & New| Cancel
Basic Information | =Required Information

Resource Name |Manager A

User  ‘Manager A @)
Contact CM
Cost per hour IS'UUU Resource Type User v

Privileges 7

System Information

Owner Administrator

Save | Save & New | Cancel

3. After making the desired edits, click the [Save] button to save the changes.

Note
e The following changes can be made for users and contacts. The resource name is
automatically set to the new user or contact after changes have been made.
» Changing from a user to another user
» Changing from a user to a contact
» Changing from a contact to a user
>

Changing from a contact to another contact
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€ Deleting Resources
This section describes the procedure to delete resources.

1. Click on the desired resource record.

The resource detail screen appears.

Resource
% Manager A

« Back to List: Users

Customize Page | Edit Layout | Printable View | Help for this Page &

Motes & Attachments [0] | Resource History [2]

: Resource Detail > Edit | | Delete

Resource Name  Manager A
User  Manager &

Contact
Cost per hour ¥ 5000 Resource Type  User
Privileges ¥ Mail Address e mpe] e Sealed e ]
Department Title
Phone number Maobile Phone
Created By  Administrator, 2016/11/02 15:36 Last Modified By  Administrator, 2016/11/02 15:36

Owner  Administrator [Change

2. Click the [Delete] button. Once the Delete Confirmation pop-up appears,
click [OK].
Caution
e The following resources cannot be deleted for purposes of retaining project results.
» Project Manager
WBS Manager
WBS Work Manager
Project Issue Manager

Project Reporting Manager

YV V. V V V

Project Member
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11.3 Project Planning

This section covers the project planning phase.
During the project planning phase, projects and WBS records are registered and work is

assigned.

11.3.1 Project Registration

This section describes the procedure to register projects.

1. Select the [LMIS Project Management] application and then click the [NewProject]

button.

I |IM I S on cloud Administrator ¥  Help & Training CLMIS Project Managﬁﬂen

Lifecycle Management for IT Service

Home QY0 Project Calendar Projects Projectlssues  Project Reports  Resources Reports

* Project Home

Planning in progress

There are no records to display. There are no records to display.

-
V¥ Y Project
Template

There are no records to display.

B There are no records to display.
¥ Y ProjectIssue
MewTemplate

There are no records to display.

Note

® You can also create a new project by clicking the [Project] tab and then clicking the

[NewProject] button.
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2. Oncethe new project planning screen appears, select [Template] and then click the
[Select] button.
* Refer to "11.5 Project Templates" for more information on project templates.

* Select [Do not use a template] if you do not want to use a project template.

[l 2 Cancel

NewProject (Planning in progress )

"]

{ Template: NewProjectTemplate ¥

Copyright® 2000-2016 salesforce.com, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Compliance

The new project edit screen appears.

Project

¥ NewProject (Planning in progress )
L2 L2 K & NewProject

WBS Name Start Plan Planned End LELGEER G EEEERRE T v Basic Information

NewProject 2016011102 201611102 Project Name  NewProject
B Requirements design 2006011/02 201801702 0.0 S Panning in progress
Person in Manager A %
Requirements design drafting 201611702 |[2916111/02 ) | 20161102 [ 2016011708 ] 0.0 Charge
Requirements design document review 1102 |[ 201611021 2016M1/02 [ 200611021 0.0 Project Type | —None- v
PFroject Code
Requirements design docurment findings 102 |[ 2016011002 ) | 201611002 | [ 201611002 0o
i L L L - Responsible
basic design 20161102 |[ 20161192 ) | 2016711002 [ 201611703 ) 0.0 Department
Remarks

External design 2016/11/02 |[2016/11/02] 2016/11/02 [ 2016/11/02 ] 0.0
[ 2016/11/02 ) [ 201601102
Manufacturing 200611702 (20161102 ) | 20161102 ([ 2016/11/02 ] 0.0
est 2016/11/02 |[ 2006/11/02 1 2016/11/02 [ 2006011021 0.0
shipment 20161102 |[2016/11/02] 20161102 [ 2016711402 ] 0.0

nternal design 2016/11/02 2016/11/02

¥ Schedule
Planned StartDate  2016/11/02  Planned End Date 2006011102

Planned Cost  ¥0

¥ Man hours

Planned Work 0.0
Time

¥ ProjectMember

Action Resource Name Rele
Inistr Manager
[Sove | @ [ember v

3. Enter the required information into the [Basic Information] section.

Enter the required information.

¥ Basic Information

Project Mame MewProject

Status Planning in progress
Person in Manager A Cy
Charge

Project Type Development ¥
Froject Code  |Sample project code

Responsible  |Sample project department
Department

Remarks Sample Remarks

11-11



The following table describes each entry field in this section.
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Field Name

Description

Person in Charge

Select the project manager (resource) via a lookup process.

Project Type

Select the project type.

Project Code

Enter the project code.

Responsible Enter the responsible department for the project.
Department
Remarks Enter remarks.

4. Enter information into the [Project Member] section.

Select the project member resource via resource name lookup and the role in the [Role]

pull-down menu, and then click the [Save] button under Action.

¥ ProjectMember

Action Resource Mame Role
Manager A Manager
Member A @, | Member ¥

The following table lists the different privileges assigned to the available project member roles.

Project WBS WBS Work

Role Create Create, edit, and Work results

and edit Delete delete registration
Manager Yes Yes Yes Yes
Leader Yes No Yes Yes
Member No No No Yes
Advisor No No No Yes
User No No No Yes

* Users assigned as WBS managers can delete WBS work results regardless of their assigned

role here.

5. Register the [WBS] and then click the [Save] button.
Refer to “11.3.2 WBS Registration” for information on registering WBS records.
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11.3.2 WBS Registration

This section describes the procedure to register WBS records into created projects.

The following figure illustrates the WBS input screen.

Project
= . ..
NewProject (Planning in progress )
+Xped 4
WBS Nam‘,'\ Start ol ol P | ol P D i Fad ™
Sele MewProject ToTErTT02® PrOj ect
Sl Requirements design 2016/11/02 || Detailed project information appears when selected.
Select basic design 2016/11/02 || Project members can be assigned here.
Select, B |External design 2016/11/02 2016/11/02 0.0
Select 5P 2016/11/02
Select project management 2016/11/02 SU m mary WBS

This WBS record contains subordinate WBS records.
Detailed summary WBS information for subordinate WBS

Normal WBS

WBS records with no subordinate WBS records.
Detailed WBS information appears when selected.
Work can be assigned here.

The following table describes the fields on the WBS input screen.

Field Name Description
WBS Name Enter the WBS name.
Start Plan Enter the Planned Start Date of the WBS.

Planned End Enter the Planned End Date of the WBS.

The following section describes the buttons used to add and delete WBS records.

* Click the [Select] button to select rows.

Add Delete

Adds a WBS record under Deletes the specified row.
All subordinate WBS records will also be

deleted when deleting a summary WBS
record.

the specified row.
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This section describes the buttons used to move between WBS records and to move layers up

or down.
» L amdi
Drill down ® / The specified row will be switched with the row above.
(Cursor moves up.)
Drills down to the next Movement is performed per summary WBS records
hierarchical layer. when moving between summary WBS records.
* Up to three hierarchical Movement with this button is restricted to the current
layers can be created. hierarchical layer.
Roll up Down

1.

Project

2.

The specified row will be switched with the row below.
(Cursor moves down.)

hierarchical layer. Movement is performed per summary WBS records when
moving between summary WBS records. Movement with
this button is restricted to the current hierarchical layer.

Rolls up to the next

From the project reference screen, click the [Edit] button.

The project edit screen (WBS registration screen) appears.

¥ Sample Project A (Planning in progress )

WBS Name Start Plan Planned End Planned Time Person in Charge Record Information Related Information
Sample Project A i e ¥ Basic Information
NewwBs 2016011/02 201611702 0.0 Manager &

Project Name  Sample
status
Person in
Charge
Project Type
Project Code 5.
Responsible  sar
Department

Planned Cost W0

¥ Man hours

Flanned Work 0.0
Time.

Project
¥ NewProject (Planning in progress )

X e3P

Add a WBS record, enter the required information such as WBS name, Start Plan,
and Planned End, and then click the [Save] button.
* Refer to "11.3.3 Assigning Work" for more information on assigning work.

WES Name Start Plan Planned End Planned Time Person In Charggi gl:FET [ G Tg1 ETly)
201811702 201811702 0.0 Manager s
20 2 (2016110 ) 201641102 0.0
bl 2 1200801172 2016011002 an
20161102 201611702 o
0 2 [1a0ten1g) 201610z 1201611021
2 [ 261102 ] 201671107 [ 2016M1102 ] 0.0 Manager &
— — —

Project Name
Status
Parson In

[ 201611002 ]
[ 201611102 ]

Charge
Project Type
Projact Cada |5

2.0

Respansibie
Department
Remarks sample Remarks|

project management 10

¥ Schedule

Planned Start Date

Planned End Date

Planned Cost W0

¥ Man hours

Planned Work 0.0
Time
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11.3.3 Assigning Work

This section describes the procedures to assign resources to WBS records and to enter the

number of planned man hours.

1. From the project edit screen, click the [Select] button for the desired WBS record.

The selected row is highlighted.

Project
NewProject (Planning in progress)
+RXped 9
WBS Name Start Plan Planned End Planned Time Person in Charge
Select NewProject 2016/11/02 2016/11/02 0.0 Manager A
Requirements design 2016/11/02 |[2016/11/02] |2016/11/02 |[2016/11/02] 0.0
basic design 2016/11/02 |[2016/11/02] |2016/11/02 |[ 2016/11/02] 0.0
B |External design 2016/11/02 2016/11/02 0.0
sSSP 2016/11/02 |[2016/11/02] |2016/11/02 |[ 2016/11/02] 0.0
project management 2016/11/02 |[2016/11/02] |2016/11/02 |[ 2016/11/02] 0.0 Manager A

2. Information related to the selected WBS record appears on the right side of the
screen. Enter information into the [Basic Information] section for the

corresponding WBS record as necessary.

¥ Basic Information

WBS Name Requirements design

Status Planning in progress

Person in Leader A CM
Charge

Remarks Sample Remarks

The following table describes each entry field in this section.

Field Name Description
Person in Select the main WBS manager (resource) via a lookup process.
Charge * The person in charge field on the left side of the screen is set

when the information is saved.

Remarks Enter remarks.
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3. Enter information into the [Person in Charge] section as necessary.
Select the person in charge resource via resource name lookup, enter the number of
planned man hours into the Work Time field, and then click the [Save] button under

Action.

¥ Person in Charge
Action Person in Charge Work Time

Leader A v 1.0

The person in charge row will be added once this information is saved.

To continue assigning persons in charge, enter the information into each added person in

charge row and save the information.

¥ Person in Charge

Action Person in Charge Work Time
Delete Leader A 1.0
Save Member & v 1.0

The following table describes each entry field in this section.

Field Name Description

Person in Charge Select the WBS manager (resource) from a list.
* The list contains all project members.

* Multiple persons in charge can be added.

Work Time Enter the work time (planned man hours) in units of hours for

each person in charge.

Once all persons in charge have been assigned, values for fields in the [Schedule], [Cost], and
[Man Hours] sections will be automatically calculated.
* Ex.: The unit cost of work of the Leader A resource is set to 3,000 yen per hour in the

following figure.

Planned Start Date 2016/11/02 Planned End Date 2018/11/02

v Cost
Planned Cost  ¥3,000

Planned Work 1.0
Time
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The following table describes these section fields.

Schedule

Planned Start Date The Planned Start Date specified in the WBS record is
automatically set.

Planned End Date The Planned End Date specified in the WBS record is
automatically set.

Cost

Planned Cost

The planned cost is automatically set.
Calculation formula: Unit cost of work of resource at the time of
planning X Planned work time

Person in Charge

Planned Work Time The planned work time is automatically set.

Note

® To delete a registered person in charge, click the [Delete] button under Action.

¥ Person in Charge

Action

[Delete]

Person in Charge Work Time
Leader A 1.0
Member A 2.0
Manager A r 0.0

4. Repeat steps 1through 3 to assign all persons in charge and work times to all WBS

records. Click the [Save] button.

Project
= 3 g A
NewProject (Planning in progress )
X« $ 4 NewProject
WBS Name Start Plan Planned End Planned Time Person in Charge [ lsES (ol (31 {+]gq  E1{s])]

NewProject 2016/11/02 2016/11/02 3.0 Manager A Project Name  NewProject

Requirements design 2016/11/02 |[2016/11/021 [2016/11/02 |[2016/11/02] 3.0/Leader A Ll Planning in proress
Person in Manager A

basic design 2016/11/02 |[2016/11/021 2016/11/02 |[ 2016/11/021] 0.0 Charge

B [External design 2016/11/02 2016/11/02 0.0 ProjectType |-None- v
Project Code  |sample project code

3 2016/11/02 |[2016/11/02] [2016/11/02 |[ 2016/11/02] 0.0 )
Responsible  |szmple department

project management 2016/11/02 |[2016/11/02] |2016/11/02 |[ 2016/11/02] 0.0 Manager A Department

Remarks sample Remarks

Y
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The project will be saved and the reference screen will appear.

This completes the project planning procedure.

Project

MNewProject (Planning in progress )

r ewProject
WEBS Name Start Plan Planned End Planned Time Person in Charge Record Information Related |nf0[ma[j0l'l
Newp 1811 181 : .
Ll EI B 8 AN RO 80 Manager & ¥ Basic Information
Requirements design 2016/11/02 2016/11/02 1.0 Leadsr 4 "
basic design 2016/11/02 2016/11/02 2.0 Member A :::!':‘: e
B External design 2016/11/02 2016/11/02 5.0 Member & Parsanin
557 2016/11/02 2016111702 2.0 Member & Charge
= Project Type
project management 201611702 201611702 2.0 Manager & ¥
Project Code
Responsible
Department
Remarks
Last Modified
Date

¥ Schedule

Planned Start Date

Flanned End Date

2016M1/02

¥23.000

Planned Cost

¥ Man hours

Planned Work 5.0
Time
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11.4 Project Management

This section describes project progress state changes (Planning in progress, In progress, and
Finish), the procedure to register work results, and methods of managing progress, cost, and
man hours.

11.4.1 Project Management

This section describes how to proceed with and manage project.

Typically, project managers or leaders start, plan, finish, and manage projects.

The following bullet points describe the main differences in project states.

® Planning in progress: Tentative schedules and deadlines can be viewed on the Project
Calendar.

® In progress: Your projects and WBS records appear on the Project Home Screen.

® Finish: Work results can no longer be edited.

€ Starting projects (Planning in progress to In progress)
Once a project is in the active state, your projects and WBS records appear
on the Project Home Screen.

1. From the project reference screen, click the [Start] button.

Project

L Template
* NewProject (Planning in progress )
i ewProject
WES Name start Plan Planned End Planned Time Person in Charge Record Information Related Information
New G170, G110 Manager -
Eojsch ISR Bt = ¥ Basic Inform
Requirements design 216/11/02 2016/11/02 1.0 Leacder & N
WEroje
basic design 201611702 201611702 2.0 Member A ProjectName - Newroject
status Flanning in progress
B External design 26102 261102 5.0 Member A Persan in Manager &
55F 6102 201611702 2.0 Member & Charge
project management 2016/11/02 2016111702 3.0 Manager A Project Type
Project Code  Sample peoject code
Responsible  Sample department
Department
Remarks sample Remarks
Last Modified  2016/11/02 16:30
Date

¥ Schedule

Planned Start Date

Planned End Date 2016/11/02

Planned Cost K25,000

¥ Man hours

Flanned Work 8.0
Time
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The status changes from "Planning in progress" to "In progress".

(In progress )

WBS Name
NewProject
Requirements design
basic design
8 External design
559

project managemant

O 2016/11/02 2016/11/02
D% 2016111702 201611702
0% 2016/11/02 2016/11/02
D% 2016/11/02 201611702
0% 2016/11/02 2016/11/02
D% 2016/11702 201611702

an
1.0
20
50
2.0
20

Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge

0.0 Membrer A
0.0 Member 4
0.0 Manager &

T neweroject
Record Information
¥ Basic Information

PIEATName  NeviFrofmg

Status n progress
wanin o

Charge

Project Type

Project Code  Sample project code
Responsible  Sample department
Department

Romarks Samplé Remarks
Last Modified 201 /02 16:34
Date

Planned Start Oate

Planned End Date 206

Completion Rate 0%

Planned Cost ¥23.000
Estimated Actual Cost %0

Completion Cost w0

¥ Man hours

Planned Work Time 8.0

Estimated Work Time 0.0

Project Management

¥ Schedule -
02

Actual Start Date
Start Day Varlance 0
Estimated End Date

End Date Delay Rick
Expected Completion 0%
Ratio

Actual Cost 0

Cost Variance AI2000
Cost Overrun Risk

Expected Completion 0

Cost

Actual Work Time o0
Work Time Variance  -8.0
Work Time Over.

Dudget Risk

Related Information

Note

® To delete a project, click the [Delete] button.
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€ Resetting the project state back to planning (In progress to Planning in

progress)

1. From the project reference screen, click the [Plan] button.

Project

NewProject (In pr
r

WES Name
NewProject
Requirements design
basie design
B External design
5P
project management

0% 2016/11/02 2016/11/02
O% 201611702 2016/11/02
0% 2016/11/02 2016/11/02
O% 2016711702 2016/11/02
0% 2016/11/02 2016/11/02
0% 2016/11/02 2016/11/02

B0
1.0
20
50
20
30

Complation Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge

0.0 Member A
0.0 Member 4
0.0 Member A
0.0 Manager &

T neweroject
Record Infor
¥ Basic Information

Project Name  Mew
Status "
Person in
Charge
Broject Type
Project Code
Responsible
Department
Rermarks
Last Modified
Date

.

Flanned start Date 2016

Flanned End Date 20164

complation Rate 0%

Planned Cost ¥23.000

Estimated Actual Cost %0
completion Cost aw

Related Information

Actual Start Date

start Day variance 0
Estimated End Date

End Date Delay Risk
Expected Completion 0%
Ratio

Actual Cost 0

Cost Variance -¥23,000
Cost Overrun Risk

Expected Completion %0

Cost

The status changes from "In progress" to "Planning in progress".

NewProjed (Planning in progress )

WES Name
Newfroject
Requirements design
basic design
= External design
s5p

project management

Start Plan Planned End Planned Time Person In Charge

2016/11402 2016111702
2016/11/02 2016011702
2016/11/02 2016011702
2016/11/02 2016/11/02
2016711702 201611702
2016711702 201611702

8.0 Manager &
1.0 Leader &

2.0 Member A
5.0 Membr A
2.0 Member £
3.0 Manager A

Deleter

Status
Bassen in
Charge
Project Type
Froject Code
Resgonsibsle
Department
Remarks Samgle Remarks
Last Modified  2016/11/02 16:36
Date

Mangger A

¥ Schedule
Flanned start Date

Flanned Cost  ¥23.000

¥ Man hours

Flanned Work 8.0
Tima

2016111202

Template

Related Information

i progress

samgle project code
Sample department

Flanned End Date 201611702
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€ Finishing projects (In progress to Finish)
The project completion rate reaches 100 % once all WBS work is finished and work results are
all at 100 %.
At this time, projects can now be finished.
Once set to the finish state, work results can no longer be edited.

* Refer to "11.4.2 Work Results Registration" for more information on entering work results.

1. From the project reference screen, click the [Finish] button.

Project
NewProject (In progress )

r
WES Name Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge Record Information Related Information
NewProject 100% 2016/11/02 2016711/02 B0 2016M11/02 2016M11/02 0.0 Manager & ¥ Basic Information
Requirements design 100% 2016/10/02 201611702 10 200611402 2016111702 0.0 Liader A
. Project Name  New?roject
basic design 100% 2016/11/02 2016/11/02 20301611402 201611702 0.0 Mernber & i
B external design 100% 2016/11/02 201611702 50201611002 20161102 0.0 Mambar & rersanin
559 100% 2016/11/02 2016/11/02 20200611002 201611702 0.0 Mesmbase & Charge
project management 100% 2016/11/02 20161102 20 201811/02 201811702 0.0 Manager & :“’-‘i“‘ gPd‘
roject Code
Respensitde
Department
Remarks
Last Modsfied
Date
¥ Schedule ™
Planned Start Date 20161102 Actual Start Date 1 0

Start Day Varlance
Estimated End Date
End Date Delay Risk

Planned End Date 2018

Completion Rate  100% Expected Completion 0%
Ratho
¥ Cost —
Planned Cost 23,000 Actual Cost 0
CostVariance -$23.000
Estimated Actual Cost. ¥ Cost Overrun Risgk
Completion Cost %2300 Expected Completion %0
Cost

The project is finished once the status changes from "In progress" to "Finish".

r ] Mewproject
WBS Name Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge. Record Information Related Information
NewProject 100% 2016711702 2016M11/02 B0 2016M10/02  2016M11/02 0.0 Manager & ¥ Basic Information
Requirements design 100% 201611002 201611102 10 200611702 20161102 0.0 Leader & N
basic design 100% 2016/11/02 2016/11/02 20 2016M11/02 2016111102 0.0 Member & Staturs Einish
B external design 100% 201611702 201611102 50200611002 20161102 0.0 Mamber & =
S5P 100% 2016/11/02 2016/11/02 20 2016M11/02 201611102 0.0 Member & Charge
project management 100% 2016/11/02 2016111102 20200611702 201611002 0.0 Manager & Froec Tiee
Praject Code
Responsible
Department
Remarks ark:
Last Modified 21
Date
v Schedule -
Planned Start Date  J016/11/07  Actual Start Date IE102
Start Day Variance 0
Planngd ERd Date  2016/11/07  Actual End Date 016102
End Date Variance 0
Completion Rate 00
¥ Cost ~
Planned Cost 23,000 Actual Cost w0
Cost Varance A23,000
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€ Filtering the records to display
The display of project, WBS, and other related records can be filtered.
1. From the Project Home screen, click the filter icon next to the WBS, Project, and
Project Issue categories.

Project Home

~(ywes

WBS Name Project Schedule Cost Man hours
roject management 2’/ Sample Project A | - -

basic design _\7/ Sample Project A _-' _-' _-'
ssp P Sample Project A - - i
Test P LMIS V3.0.0 | -
(Y project

Project Name Status Schedule Cost Man hours
Sample Project A u_ﬁj In progress _- i i
LMIS V3.0.0 ﬁ:n In progress i i i
Kg Project Issue

Subject Project Status Schedule

xX of the process does not work Sample Project A Ticket in progress i

2. Once the filter criteria screen appears, set the desired criteria and then click the
[Update] button.

Only records for which you are the responsible party will appear. || IEETIE OFF

Only unfinished records appear [ ON | OFF

Display only warning and abnormal records ON

[ e D ona
— S|
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Refiners Description
Only records for ON: Only records for which you are the person in charge will
which you are the appear.
responsible party will OFF: All other records will appear.
appear. * The default setting is ON.
Only unfinished ON: Only unfinished records appear.
records appear OFF: All other records will appear.

* The default setting is ON.

Display only warning ON: Display only warning and error records

and abnormal OFF: All other records will appear.
records * The default setting is OFF.
Note

® Records can also be filtered from the project reference screen.

Project

"% Sample Project A (In progress )

r
WBS Mame Completion Rate Start Plan Planned End

Sample Project A 0% 2016/11/02 2016/11/10
Requirements design 0% 2016/11/02 2016/11/03
basic design 0% 2016411704 2016/11/05

= External design 0% 2016/11/07 |2016/11/10
S5P 0% 2016/11/07 2016/11/08
project management 0% 2016/11/09 2016/11/10
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€ Checking project calendars

1.
Calendar] tab.

The weekly view of your personal calendar appears.

Project Management

Select the [LMIS Project Management] application and then click the [Project

LMLIS ¢hn doud

Lifeeycle Management for IT Service

Home Project Home' REE=d®ENLETY S Projects  Project Issues  Project Reports  Resources  Reports 4

¥ Project Calendar

Weekly View

ManagerA v  Help & Training; LMIS Project Management

Actual

2016-10-30 ~ 2016-11-05

Calendars can be filtered by
the following criteria.

- Project

+ Person in Charge

Refiners: v My Calendar , A ast Week Menthly View
Member Sunday Monday Tuesd Wednesday Thursday f Friday Saturday
30 % 31 1 w2 ¥ 3 o 4 5 4
Manager A 5ample Projedt A-basic design
Sample Projedt A-basi @ample Project A-basi..
%[ Planned vs Actuals
Refiners The planned and actuals of
events appear in the

calendar.

The planned event appears
on top and the actuals of
the event appears on the
bottom.

Display movement
The calendar display can
be moved in accordance

- Today
- Last week
* Next week

with the following metrics.

Display metric
The calendar display can
be switched by the
following views.

- Monthly view

- Weekly view

11-25




Project Management

Note

® The planned values that appear are taken from the WBS record without any child WBS
records at the lowest hierarchical layer.

e Planned events appear across multiple dates.

® The actual work results that appear are taken from the WBS record without any child WBS
records at the lowest hierarchical layer.

® Actual results appear in units of days.

e The hierarchy of the WBS name and the completion rate appears with actual results.

e Calendars can also be displayed by clicking the calendar icon on the Project Home screen.

Project Home

WBS Name Project Schedule Cost Man hours

basic design ~ ~ Sample Project A - - .

V¥ Y Project

Project Name Status Schedule Cost Man hours
LLEEEEER —,

sample Project £ 124 In progress - i -

¥ Y Project Issue

There are no records to display.

e Calendars can also be displayed by clicking the calendar icon on the Project Reference

screen.

‘ “_fliﬂ fample Project A
Record Information Related Information

¥ Basic Information

Project Name Sample Project A

Status Planning in progress
Person in Manager A
Charge

Project Type  Development
Project Code  Sample project code
Responsible Sample department

Department

Remarks Sample Remarks
Last Modified 2016/11/04 15:55
Date
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€ Managing project schedules
This section describes the procedure to manage project and WBS schedules.
Project and WBS schedules can be checked via the schedule section and the color of the
status icon.

* AWBS record is used as an example here.

1. From the project reference screen, select the WBS for which you want to check
schedule progress and then look at the [Schedule] section that appears in the
record information.

r £ j Sample Project A-basic design
WBS Name Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge [rPSaees ormatio Work Results Related
sample Project A 6% 2016/11/02 2016/11/10 13.0 2016/11/07 10.0 Administrator SiermE e
Requirements desizn 0% 2016/11/02 2016/11/03 1.0 0.0 Leader A = . o
| basic design 10% 2016/11/03 2016/11/04 7.0 2016/11/07 10.0 Member A I
Mrernal aesign 00 20Te /07 2010711710 70 0.0 Member L EDLEL LRI 2
Status In progress
SSP 0% 2016/11/07 2016/11/08 20 0.0 Member A Person in Member A
project management 0% 2016/11/09 2016/11/10 3.0 0.0 Member A Charge
Remarks
Last Modified 2016/11/04 16:25
Date

¥ Schedule

Planned Start Date  2016/11/03 & 2016/11/07

artDay Variance 4

711/04  Estimated End Date  2016/12/05
End Date Delay Risk ~ v*

Completion Rate 10% Expected Completion 50%

Ratio

Planned End Date

Schedule Status Icon
The progress can be
determined by the color of

the status icon. Planned Cost ¥31,000 Actual Cost ¥100,000
Cost Variance ¥69,000
Estimated Actual Cost ¥442,857 Cost Overrun Risk v
Completion Cost ¥3.100 Expected Completion ¥15,500
Cost
Planned Work Time 7.0 Actual Work Time 10.0
Work Time Variance 3.0
Estimated Work Time 100.0 Work Time Over-
Budget Risk

The following table describes fields in this section.

Field Name Description

Planned Start Date The Planned Start Date appears here.

Actual Start Date The Actual Start Date appears here.

Start Day Variance The variance between the Planned Start Date and the actual start
date appears here.

* Calculation formula: Actual Start Date - Planned Start Date
Planned End Date The Planned End Date appears here.
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Field Name Description
Estimated End The estimated end date calculated from the current actual results
Date appears here.

Factors used in estimated end date calculations include the actual
start date, actual work time as appears in the Man Hours section,
and the completion rate.

* Calculation formula:

Actual Start Date + Planned period X (Actual work time / Planned
work time / Completion rate)

* When there are no actual results data: Planned End Date +

Number of delay days from the start date

End Date Delay
Risk

This check box is selected when there is risk of a delayed end
date (estimated end date is later than the Planned End Date).
Factors used in estimated end date calculations include the actual
start date, actual work time as appears in the Man Hours section,

and the completion rate.

Completion Rate

The completion rate entered for the work results appears here.

Expected

Completion Ratio

The expected completion ratio is calculated from the number of
days that have elapsed since the Planned Start Date and from the
planned period.

The expected completion ratio is calculated starting from the first
day after the Planned Start Date. The expected completion ratio
on the day of the Planned Start Date is 0 %.

* Calculation formula: Number of days that have elapsed since the

Planned Start Date / Planned period

Caution

® The expected completion ratio is updated whenever work results are entered. This rate

will not update the next day until new work results are registered. To obtain the most

recent expected completion ratio, click the [Expected Update] button at the top of the

screen.
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The following table describes the differences in meaning of the schedule status icon colors.

Schedule Status Icon

Description

This icon color represents the normal state.
* Criteria: Other states (warning and abnormal) are not

applicable.

This icon color represents the warning state.
* Criteria: Satisfies the following conditions
e Start Date Delays: At least one day has elapsed since
the Planned Start Date
e End Date Delay Risk: The estimated end date is later
than the Planned End Date

This icon color represents the abnormal state.
* Criteria: Satisfies the following criteria at time of completion
e End Date Delays: The actual end date is later than the
Planned End Date
e Completion rate delays: Planned completion rate is

larger than the actual completion rate

When both the warning and abnormal state conditions are satisfied, the abnormal icon appears.

The warning icon appears when an issue occurs during the active state (not started). The abnormal

icon appears when there is still an issue at the time of completion.
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€ Managing project costs

Project Management

This section describes the procedure to manage project and WBS costs.

Project and WBS costs can be checked via the cost section and the color of the status icon.

* AWBS record is used as an example here.

1. From the project reference screen, select the WBS for which you want to check the

cost status and then look at the [Cost] section that appears in the record

information.

>

WBS Name

: sample Project A-basic design

Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge [ERRaTgTasmnpreny
Sample Project A 6% 2016/11/02 2016/11/10 13.0 2016711707 10.0 Admiénistrator

/0o 2018110 10

L L0 leace s
basic design 10% 2016/11/03 2016/11/04 7.0 2016/11/07 10.0
e — WRS Name by
B External design 0% 201611107 2006711710 50 0.0 Member A o
u
s5p 0% 2016011707 2016/11/08 20 0.0 Member A Persan In
project management 0% 2018/11/09 2016/11410 10 0.0 Membir A tharge
Remarks
Last Modified  2016/11/04 1625
Date
v Schedule

Hanned Start Date  2016/11/03

Cost Status Icon
The cost status can be
determined by the color of
the status icon.

Flanned End Date

Flanned Cost

¥31,000

Estimated Actual Cost ¥442857

Completion Cost ¥3,100

Work Results

¥ Basic Information

Related
Information

Actual Start Date 0611107
Start Day Variance

Estimated End Date 201612005
End Date Delay Risk v
Expected Completion 50%

Actual Cost X100000
Cost Varlance ¥
Cost Overrun Risk Iy

Expected Completion  ¥15.500

il

Flanned Work Time

Estimated Work Time 100.0

Actual Wark Time

Wark Time Variance 10
Wark Time Over. ¥
Budget Risk

The following table describes fields in this section.

Field Name Description

Planned Cost The planned cost appears here.

Actual Cost The actual cost appears here.

Cost Variance

appears here.

The variance between the planned cost and the actual cost

* Calculation formula: Actual cost - Planned cost

Estimated Actual

Cost work time, and completion rate.

The estimated actual cost is calculated from the planned cost,

* Calculation formula: Planned cost X (Actual work time / Planned
work time / Completion rate)

* The planned cost is used as it is when there are no work results.

Cost Overrun Risk

This check box is selected when there is risk that costs will be over

budget (estimated actual cost is larger than the planned cost).
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Field Name

Description

Completion Cost

The completion cost is calculated from the planned cost and
completion rate.
* Calculation formula: Planned cost X Completion rate (Maximum

work results value)

Expected

Completion Cost

The expected completion cost is calculated from the planned cost
and the expected completion ratio.

The expected completion ratio is calculated starting from the first
day after the Planned Start Date. The expected completion ratio
on the day of the Planned Start Date is 0 %.

* Calculation formula: Planned cost X Expected completion ratio

Caution

® The expected completion cost is updated whenever work results are entered. This rate

will not update the next day until new work results are registered. To obtain the most

recent expected completion cost, click the [Expected Update] button at the top of the

screen.

The following table describes the differences in meaning of the cost status icon colors.

Cost Status Icon

Description

This icon color represents the normal state.
* Criteria: Other states (warning and abnormal) are not

applicable.

This icon color represents the warning state.
* Criteria: Satisfies the following conditions
e Cost overrun risk: Estimated actual cost is larger than the

planned cost

=

This icon color represents the abnormal state.
* Criteria: Satisfies the following criteria at time of completion
e Cost overrun amount: Actual cost is larger than the planned
cost

When both the warning and abnormal state conditions are satisfied, the abnormal icon

appears.

The warning icon appears when an issue occurs during the active state (not started). The

abnormal icon appears when there is still an issue at the time of completion.
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Managing project man hours

Project Management

This section describes the procedure to manage project and WBS man hours.

Project and WBS man hours can be checked via the man hours section and the color of the

status icon.
* AWBS record is used as an example here.

1.

From the project reference screen, select the WBS for which you want to check the

man hours status and then look at the [Man hours] section that appears in the

record information.

r
WBS Name

Sample Project A 6% 2016/11/02 2016/11/10 13.0 2016711707 10.0 Admiénistrator

Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge [T RTsagrr

3 : sample Project A-basic design
Work Results

Related
Information

Man Hours Status
Icon

The man hours status can be
determined by the color of
the status icon.

Jirems. Tkl 201671103 10 OﬁLulﬂr—'- : .
¥ Basic Information
basic design 10% 2016/11/03 2016/11/04 7.0 2016/11707 10.0 Membser &
—— — 'WRS Name bask design
RRET 1AL OESIEN Liad T TR T 2 00 Rember 5
Status n 5
5P 0% 2018/11/07 2016/11/08 20 0.0 Member & person In e
project management 0% 201811409 20061110 30 0.0 Member A Charge
Remarks
Last Modified  2016/11/04 1625
Date

¥ Schedule

-
Fanned Start Date G107

I016/11/03  Actual Start Date
Start Day Variance
Estimated End Date I
End Date Delay Risk v
Expected Completion 50%

Flanned End Date

Completion Rate

Ratio
v Cost -
Hanned Cost ¥31,000 Actual Cost 100,000

Cost Varlance WHG.000

Cost Overrun Risk
ted Completion ¥15,500

Actual Wark Time

Work Tima Variance 10
Wark Time Cver- +
Budget Risk

Fanned Work Time 7.0

Estimated Work Time

The following table describes fields in this section.

Field Name

Description

Planned Work Time

The planned work time appears here.

Actual Work Time

The actual work time appears here.
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Work Time Variance

The variance between the planned work time and the actual
work time appears here.

* Calculation formula: Actual work time - Planned work time

Estimated Work Time

The estimated work time is calculated from the planned work
time, actual work time, and completion rate.

* Calculation formula:

Planned work time X (Actual work time / Planned work time /
Completion rate)

* The planned work time is used as it is when there are no

work results.

Risk

Work Time Over-Budget This check box is selected when there is risk that work time

will be over budget (estimated work time is larger than the

planned work time).

The following table describes the differences in meaning of the cost status icon colors.

Cost Status Icon

Description

This icon color represents the normal state.

* Criteria: Other states (warning and abnormal) are not applicable.

This icon color represents the warning state.
* Criteria: Satisfies the following conditions
e Work time overbudget risk: Estimated work time is larger

than the planned work time

=

This icon color represents the abnormal state.
* Criteria: Satisfies the following criteria at time of completion
e Work time overbudget amount: Actual work time is larger

than the planned work time

When both the warning and abnormal state conditions are satisfied, the abnormal icon

appears.

The warning icon appears when an issue occurs during the active state (not started). The

abnormal icon appears when there is still an issue at the time of completion.
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11.4.2 Work Results Registration

Once a project has been started (Status: In progress), members can enter the work results for
the jobs that they have been assigned.
This section describes the procedures to check assigned work and to enter work results.

The procedures described in this section are normally performed by members and leaders.

€ Checking assigned work
1. Select the [LMIS Project Management] application.

Once the [Project Home] screen appears, a list of your WBS records appears.

LM I S oncioua Manager A v  Help & Training = Lmis Project Management »

Lifecycle Management for IT Service

Hor'e Pn,'ecl Calendar Projects ProjectIssues Project Reports Resources Reports +

" Project Home

¥ Y WBS Planning in progress

WBS Name Project Schedule Cost Manhourd sample Project &
basic design !J// Samle Project A -_ -_ ._
project menagement 5/ Samle Project A = =

NewProjectTemplate
NewTemplate 2

There are no records to display.
¥ Y Project Issue

There are no records to display.

¥ Y Project

€ Entering work results
1. Click the icon next to the WBS into which you want to enter work results.

WBS Name Project Schedule Cost Man hours
basic design 1?:) Samnle Project A i -_ -
project management 37 Samle Project A i -_ i
ssp & samle Project A - 8 =

2. Oncethe work results entry window appears, enter the required information such
as Completion Rate, Work Date, and Work Time, and then click the [Save] button.

SSP x

Work Results

WES Werk Name Completion Rate Work Date Work Time  Person in Charge
0(%|/2016/11/04 |[2016/11/04] 0.0

Update
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3. Click the [update] button to update the work results.

SSP x

‘ @ Work results have been updated. ‘

Work Results

Action WBS Work Name Completion Rate Work Date Work Time | Person in Charge

SSP 50% 2016/11/07 1.0 Manager A

| Savo,) ssp 50

2016/11/07 |[201641/071 | 0.0

Work results have been updated.

Project P Delete Plan —
Samle Project A (In progress )

WBS Name Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in Charge Related Information]
Sambe Project & 18 201601104 2016801104 28,0 20161104 1.0 Admirdstraioe
Requirements desipn o 2016011704 20161104 o0 oo
WHS Namwe
basic design oW 2016111704 201611704 10 0.0 Manager & et
B External design 01601104 2016411704 25,008 » Persan in
S5 S0% A0 20161004 W ZOEN T w Charge
P Remarks
oject managernent W2016/11/04 2016/11/04 15.0°
L Last Modified 20
Date
¥ Schedule =
Planned Start Date 1 Actuaad Seart Date 20016104
Start Day Variance o
Planned Dnd Date Ustirated Und Date 206104
Frdd Dats Dalay Risk
Completion Rate 0w Expected Completion 0%
Ratio
¥ Cost |
Planned Cost Actual Cost
Cont variance
Estimated Actual Cont Cost Overrun Risk
Completion Cost Expected Completion 0
Cont
Planned Wark Time 1.0 Actual Werk Time
Wark Tirme variance
Estimated Work Time 20 Wark Time Over:
Budget Risk
¥ Person in Charge
Action Person in Charge Work Time
Manager A 100
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Note

e To update work results already entered for a particular day, click the [Edit] button and update the
work results.

e To update work results for a different day, add new work results and enter the information.

e Work results performed by the same person in charge on the same work date cannot be added.

® Click the [Reset] button to clear all work results prior to the update (clicking of the [Update]

button).
e Work results can also be entered on the Work Results tab on the Project Reference screen.
Lj Samle Project A-basic design

Record Information mj Related Information
Action WEBS Work Name Completion Rate Work Date Work Time Person in Charge

EEER DY basic design 50% 2016/11/04 2.0 Manager A

EEEA IEDH basic design 75% 2016/11/07 1.0 Manager A

basic design 750 (2016/11/04 |[2016/11/04] 0.0

e Work results can also be entered by clicking the enter work results icon on the Project Calendar.

¥ Project Calendar
Actual

Refiners: Project v |Mycalendar v | yoday astWeek || Next Week | Monthly View 2016-11-13 ~ 2016-11-19
Member Sunday Monday Ty :sday Wednesday Thursday Friday Saturday
13 %7 14 . g E] %7 16 w17 % 18 7 19 /g

Manager A Samle Project A-External design-LMIS V3.0.0 Test
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11.4.3 Project Progress Reports

This section describes the procedures to create project and WBS progress reports.

The procedures described in this section are normally performed by managers and leaders.

€ Reporting project and WBS progress
1. From the project reference screen, select the desired project or WBS record and then
click [New Project Report] on the [Related Information] tab.

* AWBS record is used as an example here.

Frq'cd

; Expected Update Template
¥ Samle Project A (In progress )
r - & | samie Project A-External design.SsF
WES Name Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in chargelRecam Information ‘Work Results .
Samle Project A 26% 2016/11/04 2016111704 28.0 2016/11/04 4.0 i —
Requirements design 0% 2016/11/04 20161104 0.0 0.0 Project Issue New Project lssue
basic design T4 2016/11/04 201611704 3.0 2016711704 3.0 Manager A —
Bl External design 20% 2016/11/04 2016/11/04 25.0 2016/11/04 1.0 olecorcsta Copay,
project management 0% 2016/11/04 2016/11/04 15.0 0.0 Froject Report Maver Project: Raport

No records to display

Notes & Attachments Mew Note | Attach File

No records to display

2. Once the project report edit screen appears, enter the required information and
then click the [Save] button.

_ Project Report Edit

-1 New Project Report

Help for this Page &

Project Report Edit Save | | Sd)e & New| |Cancel

Basic Information | =Required Information
subject | progress report
status  |Ticket in progress ¥ Person in Charge [ Manager A 2y

Ticket Date | 2016/11/04 | [2016/11/04] ReportDate  |2016/11/04 | [2016/11/04]

Report Content | yith respectto SSF. it was completed until the XX.

Related Information

Project @
WBS [sgp Y|
System Information
Owner  Manager A

Save | |Save & New|  Cancel
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The following table describes each entry field.

Basic Information

Subject

Enter the subject.

Status

Select the status from the pull-down menu. Options include:

Ticket in progress and Finish.

Person in Charge

Select the person in charge via a lookup process.

* Only project members can be set.

Ticket Date

Enter the ticket date.
* This field is automatically populated with the record creation

date, which is the default value.

Report Date

Enter the report date.
* This field is automatically populated with the record creation

date, which is the default value.

Report Content

Enter the report content.

Related Information

Project Select the related project via a lookup process.
* If a project was ticketed on the Project screen, this field will be
automatically populated with that project.

WBS Select the related WBS record via a lookup process.

* If a WBS record was ticketed on the Project screen, this field

will be automatically populated with that WBS record.

System Information

Owner

This parameter is automatically set with the user who is the

person in charge (resource).
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After the information is saved, the project report is associated with the related
information.

The progress can now be checked here.

ﬁj Samle Project A-External design-5SP
Record Information Work Results Related Information

- Project Issue MNew Project Issue

No records to display

- Project Report New Project Report
Action Subject Person in Charge Status
Edit | Del progress report Manager A Ticket in progress
Notes & Attachments New Note | | Attach File

No records to display
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11.4.4 Project Issue Management

This section describes the procedure to manage project issues.
€ Creating project and WBS issues
1. From the project reference screen, select the project or WBS record for which you want
to create project issue and then click [New Project Issue] on the [Related Information]
tab.

The create new project issue ticket screen appears.

""F“ Edit selete Pan ate Template
% Samle Project A (In progress )
r ] samle Project A-External design.SsP
WES Mame

‘Completion Rate Start Plan Planned End Planned Time Actual Start Actual End Actual Time Person in ChdrsclRecurd Information
26% Z016/11/04 20161104 :

Work Results © REEE Rl g E1i]

4.0 Administr, - =

samibe Profect A 280 20161104

Requirements design 0% 2016/11/04 2016/11/04 o0 0.0 Project lssue Mew Praject ssue

basic design 756 2016/11/04 2016/11/04 3.0 2016/11/04 3.0 Manager &
4 » n » » No records to display
B External design 20% 2016511704 2016/11/04 250 2016811504 1.0
S5P S0% 201611704 201611704 10.0 201611404 1.0
project management 0% 2016/11/04 2016/11/04 15.0 0.0 Project Report Mew Project Report
No records to display

Notes & Attachments. New Nate| | Attach File

No records to display

2. Enter the required items and click the [Save] button.

Project lssue Edit Help for this Page &9
MNew Project |ssue
Project Issue Edit Save | Savi Mew| Cancel
Basic Information 1 = Regquired Informaton
sublect | %X of the process does not work
siatun | Ticket in progress v Persanin Charge  [idanager A @
TemstDate  |201611/04 | (20166111041 Response Deadine  [2016/11/07] | 12016111204 1
priosty | middle v Aot | 3016 ¥ | ¢ [ November 7|5
Respanse Start Date [ 20161194 | Respanse End Date Sun Mon Tue Wed Th Fri Sab
Issus Content 7 ; ; |‘ﬂ ? ls..
13 14 15 16 17T 18 18
20 21 22 23 M X 2%
Respanse Content ]
Today
Ralatad Information
Praject )
WS (33p @
System Information
Cmer  Manager A

The following table describes each entry field.

Basic Information Section

Subject

Enter the subject.

Status

Select the status from the pull-down menu. Options include:
Ticket in progress, Response Unneeded, Not Yet Started,

Responding, and Finish.

Person in Charge

Select the person in charge of the issue via a lookup process.

* Only project members can be set.

Ticket Date

Enter the ticket date.

* This field is automatically populated with the record creation
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Basic Information Section

date, which is the default value.

Response Deadline

Enter the response deadline for the issue.

Priority Select the priority from the pull-down menu. Options include:
high, middle, and low.
Alert Use the pull-down menu to enable/disable the response deadline

alert pop-up.

If enabled, the response deadline is scheduled into the calendar
on the Home screen. The response deadline alert pop-up will
appear at the appropriate timing.

* This function is enabled only when the status is set to Ticket in
progress, Not Yet Started, or Responding.

Alerts will not appear when the status is response unneeded or
finish.

Response Start Date

Enter the Response Start Date.

Response End Date

Enter the Response End Date.

Issue Content

Enter the issue content.

Response Content

Enter the response content.

Related Information Section

Project Select the related project via a lookup process.
* If a project was ticketed on the Project screen, this field will be
automatically populated with that project.

WBS Select the related WBS record via a lookup process.

* If a WBS record was ticketed on the Project screen, this field

will be automatically populated with that WBS record.

System Information Section

Owner

This parameter is automatically set with the user who is the
person in charge (resource).
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After the information is saved, the project issue is associated with the related WBS information.

The project report can now be checked here.

Z@j Samle Project A-External design-SSP

\Record Information ~ Work Results  [REEICE Mg {elgppE1sly

| Project Issue New Project Issue
Action Subject Person in Charge Status
Edit | Del XX of the process does not Manager A Ticketin
= ' work ESLS progress
| Project Report New Project Report

Mo records to display

Notes & Attachments MNew Note | Attach File

Mo records to display
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€ Managing project issues
This section describes the procedure to manage project issues.

1. From the Project Home screen, check the [Project Issue] section.

=

Project Home

....... Schedule Cost Man hours

Project Issue Status lcon 2 —- — :
The project issue status can be samle Projech ] a ]
determined by the color of the status Samle Project A
icon.

Project

¥ Y ProjectIssue

Subject Project Status
XX of the process does not work Samle Project A Ticket in progress

The following table describes the differences in meaning of the man hours status icon colors
regarding the project issue.

Schedule Status Icon Description

This icon color represents the normal state.

* Criteria: Other states (warning and abnormal) are not

applicable.

This icon color represents the warning state.

) |

* Criteria: Status is "Responding" and the Response End
Date is later than the Response Deadline.

This icon color represents the abnormal state.

A

* Criteria: The status is "Finish" and the Response End Date
is later than the Response Deadline.
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11.5 Project Templates

Project templates are used to define frequently used WBS records. This section describes the

procedure to pre-define project templates.

11.5.1 Registering Project Templates

This section describes the procedure to maintain project templates.

Only users with suitable privileges can perform the operation described in this section.

€ Creating project templates
1. As auser with the appropriate privileges, click the [NewTemplate] button from the
Project Home screen.
The create new project template screen appears.

WFlojectHome Project Calendar Projects ProjectIssues  Project Reports Resources Reports  +

¥ Project Home

Planning in progress

There are no records to display. Sample Project A

" MNewProject
e | vewropt |
There are no records to display. Template

1 hasassaeiaatecords to display.

¥ Y Project Issue
< NewTemplate

There are no records to display.

2. Referto "11.3.2 WBS Registration” to add a generic WBS record to be used when

creating projects and then click the [Save] button.

ProjectTernplate
" NewProjectTemplate

2. LR

WES Name Person in Charge

NewProjectTemplate-NewwWBs
¥ Basic Information

MNewProjectTemplate WES Name NewWES

B [Requirements design Person in Q
Charge
Requirements design drafting Remarks

Requirements design document review
Requirements design document modification

basic design

External design

Internal design

Manufacturing

Test

shiprment
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Templates can also be created on the basis of the relevant project by clicking the [Template] at

the top of the project reference screen.

Delete

Actual Time Person in Charge
3.0 Manager A
0.0
3.0
0.0
0.0
0.0
0.0

:ml Sample Project A

Record Information

¥ Basic Information

Project Mame
Status
Person in
Charge
Project Type
Project Code
Responsible
Department
Remarks
Last Medified
Date

Sample Project A
In progress
Manager A

Development
Sample project code
Sample department

Sample Remarks
2018/11/04 17:51

Related Information
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€ Editing project templates
1. As auser with the appropriate privileges, click the link for the desired template
from the Project Home screen.
The project template reference screen appears.

Project Home

¥ Project Home

Project Calendar Projects Projectlssues ProjectReports Resources Reports 4

Planning in progress

WBS Name Project Schedule Cost Manhours There are no records to display.

NewProjectTemplate

e
W -
] In progress »

Samle Project A 4 prog . NewTemplate

¥ Y Project

Project Name Status Schedule Cost  Man hauee

¥ Y Project Issue

There are no records to display.

2. Click the [Edit] button, edit the content, and then click the [Save] button to save the

changes.
ProjectTemplate o Delete
¥ NewProjectTemplate
r NewProjectTemplate
WBS Name Person in Charge Record Information Related Information
NewProjectTemplate ¥ Basic Information
Bl Requirements design Project Name ~NewProjectTemplate
Requirements design drafting Person in
Requirements design document review Charge

Project Type
Project Code

Requirements design document modification

basic design

Responsible
External design Department
Internal design Remarks
B Last Modified  2016/11/04 17:48
Manufacturing e
Test
shipment
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€ Deleting project templates
1. As auser with the appropriate privileges, click the link for the desired template
from the Project Home screen.
The project template reference screen appears.

ml’rojectﬂome Project Calendar  Projects ProjectIssues  Project Reports Resources Reports  #

¥ Project Home

Planning in progress

WBS Name Project Schedule Cost  Man hours Thassansaasiasacds to display.
basic design >/ Sample Project A ] - -

Project Name Status Schedule Cost Man h_nurs NewProjectTemplate

Samle Project A  §8H In progress -
= - - NewTemplate

¥ Y Project Issue

There are no records to display.

2. Click the [Delete] button to delete the project template.

Home ProjectHome Project Calendar QME=El Project Issues Project Reports Resources Reports  +

ProjectTemplate

¥ NewProjectTemplate

r NewProjectTemplate
WBS Name Person in Charge Record Information Related Information
NewProjectTemplate v Basic Information
Bl Requirements design Project Name  NewProjectTemplate
Requirements design drafting Person in
Requirements design document review Charge
Requirements design document medification P'O!QCt Type
: : Project Code
basic design Responsible
External design Department
Internal design Remarks
. Last Modified 2016/11/04 17:49
Manufacturing
Date
Test
shipment

Note

e Deleting a project template will not affect any projects which used the template.
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11.5.2 Using Project Templates

This section describes the procedure to use project templates.

1. From the Project Home screen, click the [NewProject] button.

The new project planning screen appears.

ProjectHome Project Calendar Projects Project Issues Project Reports Resources Reports #

Project Home

¥ Y WBS Planning in progress

WBS Name Project Schedule Cost Man hours There are norecords to display.
basic design *Z’ sample Project A . r—— -

¥ Y Project Template

Project Name Status Schedule Cost Man rlours NewProlectTemplate

[

Samle Project A In progress -
3 ‘ - NewTemplate

¥ Y Project Issue

There are no records to display.

2. Select the desired template and then click the [Select] button.

Project
NewProject (Planning in progress )

|Temp|ate: NewProjectTemplate ¥

—

The create new project screen appears loaded with the selected project template. Finish

creating the project from this screen.

Project Cancel
NewProject (Planning in progress )
=X P NewProject
WBS Name Start Plan Planned End Planned Time Person in Charge [RAlsEE 111 {*]gq 5= 1dlelg]
NewProject 2016/11/04 2016/11/04 0.0 Administrator Project Name  NewProject
Bl [Requirements design 2016/11/04 2016/11/04 0.0 T Planning in progress
Person in iAdministrator &
Requirements design drd[2016/11/04 |[2016/11/04] |[2016/11/04 |[2016/11704] 0.0 Charge
Requirements design do|[2016/11/04 |[2016/11/041 [2016/11/04 |[2016/11/04] 0.0 ProjectType | -None-- M
Project Code
Requirements design do|[2016/11/04 |[2016/11/041 [2016/11/04 |[2016/11/041 0.0 .
Responsible
basic design 2016/11/04 |[2016/11/04] [2016/11/04 |[2016/11/04] 0.0 Department
External design 2016/11/04 |[2016/11/04] [2016/11/04 |[2016/11/04] 0.0 L)
internal design 2016/11/04 |[2016/11/04] [2016/11/04 |[2016/11/04] 0.0
Manufacturing 2016/11/04 |[2016/11/04] [2016/11/04 |[2016/11/04] 0.0
v Schedule
Test 2016/11/04 |[2016/11/041|[2016/11/04 |[2016/11/04] 0.0
Planned start Date 2016/11/04  Planned End Date 2016/11/04
shipment 2016/11/04 |[2016/11/04] [2016/11/04 |[2016/11/04] 0.0

Planned Cost  ¥0

¥ Man hours

Planned Work 0.0
Time
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12. Process Statistics

12.1 Process Evaluation Index

Each process has the following objectives and evaluation indices.

Incident Promote the recovery of operational service conditions and minimize

Management the impact on operations

[Evaluation Index]

e Average time required until the incident is resolved or avoided
e Ratio processed within the SLA scope

e Average per incident cost

e Ratio of incidents completed by the service desk as the primary support

Problem Improve the initial problem resolution rate by improving IT service
Management quality, reducing the volume of incidents, decreasing the number of

unresolved problems, improve organizational learning, and

accumulating solutions

[Evaluation Index]
e Work Time required to resolve a root cause (man-hours) by each staff

e Time required to resolve the root cause of a problem

Change Formulation and dissemination of change procedures including
Management emergency changes and patch application, change evaluation/priority
setting/approval, planned changes, as well as tracking and reporting

changes

[Evaluation Index]

e Number of implemented changes that failed

e Number of RFCs that did not receive permission

e Number of RFCs that remain open

e Number of RFCs that were not closed within the scheduled period
e Number of changes caused by an incident

e Number of emergency changes

e Number of incidents caused by changes

e Customer satisfaction, User satisfaction
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Release Formulation of policies and agreement to release, creation of release

Man

[Eva
[ ]
[ J

Process Information

agement plans, agreement with relevant parties, response to failed releases,
post-release deliverables/record creation, set up of release test
environments, formulation of release procedures, analysis of

failed/successful releases

luation Indicators]

Number of releases that were released according to schedule

Ratio of releases with an accurate post-release CMDB

Number of releases that were released without testing

Number of incidents caused by releases

Number of defects discovered at the pre-release testing stage

Number of defects discovered after release

Ratio of unauthorized software in use

Number of software and hardware units in the live environment that are not stored in DSL
or DHL

Customer satisfaction, User satisfaction

FAQ Help users resolve problems by themselves, and reduce workload to
Management address incidents.
[Evaluation Indicators]

Number of views after the FAQ is published

Number of users that have accessed the FAQ after it was published
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12.2 Using the Reports

Process Information

The records registered with this product can be aggregated and displayed as a report.

Display the Reports from the [LMIS Dashboard] apps menu.

The following reports are provided in this product.

Incident Management Reports

Incident Statistics By Service Report

Monthly Incident Stats By Service Report

Incident Statistics By Status Report

Monthly Incident Stats By Status Report

Incident Statistics By Owner Report

Mthly Incidnt Stats By Respns Deadin Rep

Incident Statistics By Account Report

This Month Incident Stats By Service Rep

Respns DeadIn Elpse Incident Stats Rep

This Mth Close Incdnt Stats By Ownr Rep

Incident Matrix By Service Cat Report

Mthly Prop Matrix By Occur Inc Stat Rep

Mthly Prop Matrx Occur Inc Fin Type Rep

Yearly Occur Incdnt Comp Mtrx By Srv Rep

Yearly Unfin Incdnt Comp Mtrx By Srv Rep

Resolved Incident Stats By Prob Mgmt Rep

Problem Management Reports

Problem Statistics By Category Report

Monthly Problem Stats By Category Report

Problem Statistics By Service Report

Monthly Problem Stats By Service Report

Problem Statistics By Status Report

Monthly Problem Stats By Status Report

Problem Statistics By Owner Report

This Mth Closed Prob Stats By Serv Rep

Respns Deadln Elpse Problem Stats Rep

This Mth Closed Prob Stats By Ownr Rep

Audit History Reports

Event Audit History Report

Task Audit History Report

Incident Audit History Report

Document Audit History Report

Service Audit History Report

Hardware Audit History Report

Software Audit History Report

Problem Audit History Report

Change Audit History Report

Release Audit History Report

FAQ Audit History Report

Site Operation Statistics Report

Information Audit History Report

Site Login History Report

Event Management Reports

Event Statistics By Category Report

Monthly Event Stats By Category Report

Event Statistics By Service Report

Monthly Event Stats By Service Report

Event Statistics By Account Report
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Configuration Management Reports

Related Hardware Stats By Service Report

Software Statistics By Type Report

Service Statistics By Status Report

Document Statistics By Type Report

Software Statistics By Status Report

Hardware Statistics By Type Report

Document Stats By Status Report

This Month Period End Service Stats Rep

Hardware Statistics By Status Report

This Month Period End Software Stats Rep

Period End Service Statistics Report

This Month Period End Hardware Stats Rep

Period End Software Statistics Report

Network Statistics By Hardware Report

Period End Hardware Statistics Report

Related HW Stats By Software Report

SW Contract Stats By Provider Report

HW Contract Stats By Provider Report

Installed HW/Lic Stats By SW Ver Report

Installed HW/Lic Stats By SW Report

Res Alloc Stats in Virt Env Report

Task Management Reports

Task Statistics By Status Report

Mthly Task Stats By Status Report

Task Statistics By Type Report

Monthly Task Stats By Type Report

Task Statistics By Owner Report

This Mth Fin Tsk Stats By Ownr Rep

Respns DeadIn Elpse Task Stats Rep

Change Management Reports

Change Statistics By Status Report

Change Statistics By Owner Report

Monthly Change Stats By Status Report

Change Stats By Service to Change Report

This Month Failed Change Stats Rep

Mthly Change Stats By Serv to Chng Rep

This Mth Fin Change Stats By Ownr Rep

This Mth Fin Chng Stats By ChngServ Rep

This Month Succeeded Change Stats Rep

Chng Schd Pst End Dte/Tme Chng Stats Rep

This Month Scheduled Change Stats Rep

Unfin Change Request Statistics Report

Release Management Reports

Release Statistics By Status Report

This Month Failed Release Stats Rep

Rel Stats By Service to Release Report

This Mth Fin Rel Stats By Ownr Rep

Mthly Rel Stats By Serv to Rel Report

This Month Succeeded Release Stats Rep

This Mth Fin Rel Stats By Srv to Rel Rep

This Month Scheduled Release Stats Rep

Monthly Release Stats By Status Report

Release Statistics By Owner Report

Monthly Rel Stats By Rel Results Report

Dply Schd Past End Dte/Tme Rel Stats Rep

FAQ Management Reports

FAQ Statistics By Status Report

FAQ Usage Evaluation By Record Report

Information Management Report

Information Statistics By Status Report
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Project Management Reports

WBS Audit History Report

Finished Projects By Type

WBS Work Audit History Report

Finished Projects By Department

Project Issue Audit History Report

Expired Project Issues

Project Audit History Report

Projects in Planning By Type

Plan Statistics By Responsible Party

Projects in Planning By Department

Actual Statistics By Responsible Party

Projects in Progress By Type

Weekly Project Progress Report

Projects in Progress By Department

Project Roles Statistics

Projects in Progress with Issues

Project Reporting Audit History Report

Unclosed Project Issues

Resource Audit History Report

Other Management Reports

Due Date Statistics By Status Report

This Mth Prd End Ser Contract Stats Rep

Period End Service Contract Stats Report

This Mth Act Prd End Due Date Stats Rep

Actual Period End Due Date Stats Rep

This Mth Sched Prd End DueDate Stats Rep

Scheduled Period End Due Date Stats Rep

Provider Contract By Year Stats Report
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12.3 How to Create Reports

Process Information

Various reports can be created by combining records. Create reports from the [LMIS Dashboard]

apps menu.

This section explains the procedure to create a new report with the Salesforce Report Builder.

1.

Click the [New Report] button on the Reports & Dashboards screen.

Home Dashboards  +

Folders

All Folders

|z Unfiled Public Reports

|| My Personal Custom Reports.

1| My Personal Dashboards

|| Audit History Report
| Change Management Report

Configuration Management Report

| Event Management Report

[

B

FAQ Management Report
| FAQWTIEL -

Incident Management Report
LWIS Dashboard

LMIS Management Dashboard
LMIS Management Report

S LMisE e adi-F

S LMISEET v afi-F
|z Other Management Report

Bl &7 (&7 B BF @ @

Reports & Dashboardq Hew Report... | | e w Dashboard...

LMIS Management Report

Guided Tour | Help for this Page &

4 All Types

All kems.

. Hame * ()] Folder Created By

a 1 LMIS_Num Accounts Reg By Month LMIS Manage... System Admin..
7 ] LMIS_Num Actions Reg By Month LMIS Manage... System Admin..
% [7] LMIS_Num Approvers Reg By Month LMIS Manage... System Admin..
ot ] LMIS_Number of Events Reg By Month LMIS Manage. System Admin.
" 1 LMIS_Number of FAQs Registered By Month LMIS Manage... System Admin..
28 ] LMIS_Number of Incidents Reg By Month LMIS Manage... System Admin..
% [] LMIS_Num Changes Reg By Month LMIS Manage... System Admin..
"5 {1 LMIS_Num Contacts Reg By Month LMIS Manage. System Admin_.
4 [ I |
1-25 0f 42 7| Next b B Page |

-

mo|

The Report creation screen is displayed.

Select [Other Reports] under [Select Report Type].

Select the target report type from the "Other Reports" folder. As an example, select "Incident

Managements" and click [Create].

Home Dashboards  +

€ Create New Report

Select Report Type

Incident

) Activiies

Activities with Incident Managements

=) Other Reports.

Change Managements with Related Incident
Documents(LMIS) with Related Incident

[T RTPEe——— teguith Incidents/FAQs and Incident Manager

Incident Managements
Incioent Managements with Customer Company

Incident Managements with Customer Representative

Incident Managements with Related Event
Incident Managements with Related Hardware
Incident Managements with Related Incident
Incident Managements with Related Software
Incident Managements with Related Service

Incident Managements with Incidents/FAQs and FAQ Manage:

Incirient

with Incidents/Problams and Problem I T
T

Preview
Mo preview available.

Help for this Page @

Cance
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An unsaved Report creation screen is displayed.

Report Type: Incident Managements

P

Unsaved Report

‘ielen Tutnrial | Help for this Page

Save A3 | | Close

(an|a|e|

Cvay and drop 1o edd fiekds 1o the reper
= [0 Bucket Fieids -
1 Akd Buchet Fiekd [
=i 4 ncident Uanagement. alo
4 weitent Marsgement D | o
o eatent Management hcides
4 Accepl amai address
o Auply 3LO
I Approval Date and Tame
Appreval Fxecuton £
Apprenal Fisned
Appreval in Progress Fing
Apprenal Requesser O
Approval Resuls Haafienton
Apprevad Saart Stntus Valus
Approver
Approver 2
Approver 3
Approver Combastion
Approver Deciion Method
Approver List
Awatng Task Compieton
Calendar Registraton
Change Owner
Change Regalratin Nethod

“
#
“

EEeEEREREEE BE

& Report Fropertes

A Heport Type
Filts | Add v

SNOW | My neisent managements

Date Field | Appraval Date and Ta ¥ | Range AlTime -
1 Add
Preview TehularFormai v Show v Removn Al Coumns

Incident Management: Incident i
INC-00000010
INC-00000011
INC-00000012
INC-00000013
INCO0000014
INC-00000015
INC-00000016
INC-0000001T
INC-00000018
INCU0000018
INC-00000030
INC-00000031
INC-00000032
INC-00000033
INC-00000034

From

Filer Language Engian -

M| Te

3.

Drag and drop the fields to include in the report from the [Fields] section on the left-side

of the screen to the desired column.

’ Report Type: incadent Managements
% Unsaved Report (e Teur | Video Totiral| Helo for S Page (@)
Save Save Al | Close @ Report Properties | | Add Report Type Em
Filters | Ada = Fiter Lasguage Englan I
Show My ncoent ransgemanis ¥
g and arep Date Field | Appreval Dae ang To | Range A1Tme v | Frem 3| To =
@ Appenvad tascuton L =
# AppeoveFnanes Ada
& Aggrovalln Progress Flag
o Aggrovel Requester D
& Agsravl Rasuts Nolification & _
# AporovelStan Sttus Vale | | provigw  Tabularformat v Show T Asmave Al Colsnd
- Appitved
& Approver 2 Incident and Time gery
& Agorover 3 | INC-D0000010 201506M 1000 Faul -
@ Appryisd Contiua INC-O0000011 201507701 1000 Faus E
4 Appuver Duclbe it INC-000000+12 20150702 10:00 Fau
& Agsrover List
1 Awaling Tait Comalelion INC-00000013 20150703 10:00 Faum
& Calendar Regaston INC-00000014 20150704 10.00 Faull
# Change Crarnes INC-00000015 2015705 10,00 Fault
il Change Fegatration Wethod
20150707 1000 Faum
INC-00000018 20150708 1000 Faus
& Comment INC-3000001 201507700 10:00 Faus EdClose Date and Time
i o e § INC-00000030 201507720 10:00 Faus =

4. Click the [Save] button.

[ ——
saved Report

Clese & St o

e

Mnge

Show

D Tt

i
i

]
|
4
z

Praview

Ase v

[Tere———

e

o nse

Tobustar Formst ® o+ e Al Cobsmm

AMLEELLEEE

JEEESEEEQ

sEEwEL
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5.

Process Information

When the report save dialog is displayed, set the report name and other items and click

the [Save and Run Report] button.

Save Report

Help for this Page @&

F'.epu:urtﬂamel Incident_ResponseTimeReport

spentto respond incident.

Report Description [This report indicates that how long time has

Report Folder | My Personal Custom Reports

Save Save and Run Report Cancel

Click the [Save] button if you do not wish to display the record after it is saved.

Click [Cancel] to stop creating the report.

This completes the procedure to create a new report.

I M IS on. cloud Smith John ~  Help & Training LMIS Dashboard
Lifecycle Management for IT Service
Home Dashboards  +
P 3 2 Help for this Page @
€ Incident_ResponseTimeReport
Report Generation Status: Complete
Report Options:
 Time Frame
Summarize information by Show Date Field Range
--None—— w  Myincident managements = Approval Date and Time - Dustom =
From To
Run Report | | Hide Details | | Customize | | Save | Save As | | Delete | | Printable View | | ExportDetails | Subscribe
Incident Incident No Date and Time Incident Category Close Date and Time
INC-00000010 2015/06/11 10:00 Fault
INC-00000011 2015/07/01 10:00 Fault
INC-00000012 2015/07/02 10:00 Fault
INC-00000013 2015/07/03 10:00 Fault
INC-00000014 2015/07/04 10:00 Fault
INC-00000015 2015i07/05 10:00 Fault
INC-00000018 2015/07/06 10:00 Fault
INC-00000017 2015/07/07 10:00 Fault
INC-00000018 2015/07/08 10:00 Fault
INC-00000018 2015/07/09 10:00 Fault

For more details about creating reports, refer to the Salesforce User Guide in "Help & Training".
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12.4 Using the Dashboard

The Dashboard allows you to visually confirm the information with a graph based on the reports

described above. Display the Dashboard from the Home screen or the [LMIS Dashboard] apps

menu.

This section introduces the types of Dashboards provided in this product and the reports which are

the source of information for the Dashboard.

Home Reports Dashboards +

« Go to Dashboard List

9 Incident Management Dashboard

Find a dashboard... = Edit | Clone | Refresh | As of Today at 17:25

Al e

11 1
a3
45
76

Record Count Record Count

Received Date and Time Status

WABC Cop

21
Record Count
Customer Company

W june July W August HOpen Investigation W 123 solution
M September W Corrective Measure M Closa AAA Software

M Burlington Textiles Corp of America
Engineering Inc

The following types of Dashboards are provided.

Incident Management Dashboard
Problem Management Dashboard
Configuration Management Dashboard
Change Management Dashboard

Release Management Dashboard

€ Incident Management Dashboard

[Graph] / [Report which is the information source]
Related Service Name / Incident Statistics By Service Report
Status / Incident Statistics By Status Report

Customer Company / Incident Statistics By Account Report

€ Problem Management Dashboard

[Graph] / [Report which is the information source]
Related Service Name / Problem Statistics By Service Report
Status / Problem Statistics By Status Report

Problem Management: Owner Name

/ Problem Statistics By Owner Report
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€ Configuration Management Dashboard

[Graph] / [Report which is the information source]
Hardware Type / Hardware Statistics By Type Report
Software Type |/ Software Statistics By Type Report
Document Type / Document Statistics By Type Report

€4 Change Management Dashboard
[Graph]
Related Service Name
Status

Change Management: Owner Name

€ Release Management Dashboard
[Graph]
Related Service Name
Status

Release Management: Owner Name

/ [Report which is the information source]

/ Change Stats By Service to Change Report
/ Change Statistics By Status Report

/ Change Statistics By Owner Report

/ [Report which is the information source]
/ Rel Stats By Service to Release Report
/ Release Statistics By Status Report
/ Release Statistics By Owner Report
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12.5 Creating a Dashboard

Create a dashboard by combining reports.
Create a Dashboard from the [LMIS Dashboard] apps menu.
This section explains the procedure to create a new report with the Salesforce Dashboard Builder.

Create the report to use in the Dashboard in advance.

1. Click the [Dashboards] tab to display the dashboard reference screen.
2. Click [Go to Dashboard List] tab to display the LMIS Dashboard screen.

Home Reports Dash boards JEEJ

= Go to Dashboard List

9 Incident Management Dashboard

Find a dashboard... ¥ Edit || Clone || Refresh | As of Today at 17:25
1 1 7 7 21
[
18
a3 21
45
76 21
Record Count Record Count Record Count
Received Date and Time Status Customer Company

W june July B August M Open Investigation 123 solution
M September M Corrective Measure  MClosa ABA Software

M ABC Corp
W Burlington Textiles Corp of America
Engineering Inc

3. Click the [New Dashboard] button.

Home Reporls Dashboards  +

Reports & Dashboards New Report... New Dashboard... Guided Tour | Help for this Page @@
Folders LMIS Dashboard (Installed Package: LMIS on cloud)

Find a folder.. k| 1

Find reports and dashboards All tems. hd Dashboards hd
All Folders |-
§ Action Hame + [F5)) Folder Created By

|z Unfiled Public Reports

|| My Personal Custom Reports. [*|] @ ul Change Management Dashboard LMIS Dashboard System Admin 15

al) My Personal Dashboards 3 i | Confi tion M t Dashboard LMIS Dashboard System Adi 15

.

5 Audt History Report (installed Package =l uil Configuration Management Dashboar { ashboar stem Admin

|| Change Management Report (Installed |»| &1 ul IncidentM ent Dashboard LMIS Dashboard System Admin 15

|| Configuration Management Report (Instil__ —

5 Event Management Report (installed Pa: |»| @1 ul Problem Management Dashboard LMIS Dashboard System Admin 15

= Al

i) FAQ Management Report (Instaled Pact ¥l Rel ent D d LIS Dashboard System Admin_15

| FAQEIE L H— | (Installed Package: LM
|| Incident Management Report (Installed F
.| LMIS Dashboard (Installed Package: LM
1) LMIS Management Dashboard (Installed
|| LMIS Management Report (Installed Pac
o) LMISE wis 2 F—F (Installed Package: L
ot LMIS® IR AT v 2 —F (Installed Packa
| LMt 8 L - I (Installed Package: Lk il

e — - 15075 7| =E0 Il T

The Dashboard creation screen is displayed.

12-11



4.

Process Information

Select the graph format from the [Components] tab and then drag and drop it on the
dashboard.

Save | | SaveAs | Close [# Dashboard Properties | | Add Filter View dashboard as: Black Gary

Components || Data Sources

Click to enter a dashboard description

Ii L Medum X Wedium v X Wedum ¥ X
¢ O & ‘ '

The Dashboards or Components can be deleted by clicking the [x] button.

Save Save As Close & Dashboard Properties Add Filter View dashboard as. Black Gary

Components | Dala Sources
Click to enter g#3®ngoard description.

Medium{l ¥ X Medium ¥ X Medium ¥ X

&

‘ C Vertical Bar Chart 3 X Donut Chart 3 X Pie Chart QX

Edit Title Edit Title Edit Title

- i . . ¢ [ &

Drag a data source here to add data. Drag a data source here to add data Drag a data source here to add data.
Horizontal Bar Chart A X Funnel Chart ¥ X Gauge Q{ X
Edit Title Edit Title Edit Title

= = |#F
Drag a data source here to add data. Drag a data source here to add data. Drag a data source here to add data.
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5. Select areport from the [Data Sources] tab and then drag and drop it onto a component.

Save || Save As | | Close [# Dashboard Properties | Add Filter View dashboard as Black Gary
Components || Data Sources
—_— ‘ ertical Bar Chart ) X Donut Chart o X Pie Chart a3 X
[ Recent | my [ an |
2 Incident [}
= Edit Title Edit Title Edit Title
= Reports
=14 Audit History Report
Incident Audt History Report [ I | |
)£ Incident Management Report | ||||. | | | | ‘ |
Inckient Malic By serynes al @ Incident Statistics By Service Report e = %
Incident Statistics By Account f g SO e T T Drag & data source here io add data Drag & data source here to add date
Incident Statistics By Owner Re
Incident Stastics By Service R Wt
Incident Statistics By Status Re
Wenthly Incident Stats By Servi
Wonthly Incident Stats By Statu Horizontal Bar Chart 3 X Funnel Chart A X Gauge 3 X
Resolvad Incident Stats By Prol
Respns Deadin Epse ncident S
This Month Incident Stats By Se Edit Title Edit Title Edit Title
)14 LIS Management Report
LMIS_Number of Incidents Reg — — [—
LIS _Tot umber of incident Re = ‘ | Y,
T = w |
= Visualforce Pages | | ! J ! |
ox_page. steincidentCreate [SWO( Drag a data source here fo add data Drag a data source here to add data Drag a data source here fo add data
ox_page_stelncidentView [SHOC.
fave Save A: Cho & Deabboard Properties Ak Filber View desbboard o, ack Gary
Comgment
= ||I;. Medum ¥ X upsim T X Upsun
‘ c Denst Caat a4 X Deaut Chart & X Dosun Chart A X
-
' 4
v -
. n
'
3
™
Rivsond Comet e
Strta Stabs
ot gt approves open et
W Corvectve Mediue W Close
Source: Senvice Statistcs By Siatua Repod X
Source: Incident Salistics Oy Satus Repodt X
Source: Incident Statstcs Sy Senvice x
Ruport

Click the [Save] button.

When the save Dashboard dialog is displayed, set the Dashboard name and other items

and click the [Save and Run Dashboard] button.

Save Dashboard

Titie | Dashboardoo1

Dashboard Unique Namel dsb_X001| !

Folder
To avoid exposing sensitive data to the wrong people, choose a folder visible only to the
right users.

Save to | My Personal Dashboards hd

Save Save and Run Dashboard Cancel
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Click the [Save] button if you do not wish to display the record after it is saved.
Click [Cancel] to stop creating the report.

This completes the procedure to create a new Dashboard.

LMIS on doud

Lifecycle Management for IT Service

Home Reports Dshboalds +

« Go to Dashboard List

&% Dashboard001

Q Find

shboard... i

Edit | Clone || Refresh | As of Today at 9:38

3

6

Record Count
Status

BOgen B Investigation
B Carrective Measure  BClosa

For more details about creating

reports, refer to the Salesforce User Guide in "Help & Training".
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Appendix. Utility Function

Appendix.1 Notification Function

When each new record is created or the status is changed on the detail screen, a message noting
the change and any comments is created and sent to the associated user.

The notification is displayed in the portal in the middle of the top page.

Notification records are primarily created in the following situations.
+ Status update (incident, problem, change, release, configuration information)
» Approval process implementation (incident, problem, change, release, configuration information)

« Task, release closure

Cases when notifications occur Notification recipient
Status update Open, Close Record Owner
Update by approval* Record Owner
Other Record Approver
Approval Approval Request Record Approver
process Request Cancellation Record Approver
implemented Approval* Record Owner
Reject Record Owner
Task closure* Record Owner, Process Owner related to the
task
Release Management closure* Record Owner, Change Management Owner
related to the Release Management

* One notification record is created for each Notification Destination user.

Appendix.1.1 Email Notification

An Email with a URL to the notification content and record can be sent at the same time that
the notification record is created.
This section explains how to setup Email notifications.
Open the detail screen for each record.
2. Select either of the following from the mail notification dropdown list under [Control
Information].
ON: Send an Email notification together with the portal notification.
OFF: Only send the portal notification.
3. Click the [Save] button.

This completes the Email notification setting.
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Appendix.1.2 Message Notification

Utility Function

In addition to automatic notifications for each process, any notification message can also be

sent manually.

Select the [LMIS Management] apps menu.

Click the [Notifies] tab to display the notification home screen.
Click the [New] button.

The notification screen is displayed.

Cancel

Notification Notification

Send Notification
Owner IUser r CM

Details

Email Notification

v

ON

Notification

Cancel

I-= Required Information

the dropdown list.
User: the registered user
Queue: the user set to the queue

Enter the user to send the notification to in [Owner]. Select either of the following from

Click the [Owner Lookup] button to search for the Notification Destination user.

Enter a message in [Details].

Select either of the following from the [Email Notification] dropdown list.

ON: Send an Email notification together with the portal notification.
OFF: Only send the portal notification.

Click the [Notification] button.

A message is sent to the portal of the Notification Destination user.

My Notifications ¥ |Clong | Creste Mew View Switch to Task List
Batch Delete | Batch Mark as Read| ¥ )
Action Mark as Read Related Link LRatails Related Subject
Edit https:/ap2 salesforce.co... The incident approval re... test
Check the details and ap...
Edit The incident corrective ... test

Mofify No 4+ Created By
NTF-00000026 Staff, 2015/07/23 11:40
NTF-DD00D0ZS Staff, 201/07/23 11:40
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Appendix.1.3 Message Notification with Associated Process

Information

A message can be sent from the detail screen of each process.

This example explains the procedure to associate a notification with a change to send a

custom message.

Open the detail screen of the desired Change Management to associate the notification.
2. Click the [New Notify] button under [Related Notification] in the Related List.

The notification screen is displayed with the associated change management number.

Notification Notification Cancel

Send Notification

Owner IUSB" v @

Details

Email Notification =Ty -

Related Change  [~H3-00000002 Q)

Notification Cancel

3. Enter the user to send the notification to in [Owner]. Select either of the following from
the dropdown list.
User: the registered user
Queue: the user set to the queue
Click the [Owner Lookup] button to search for the Notification Destination user.
Enter a message in [Details].
Select either of the following from the [Email Notification] dropdown list.
ON: Send an Email notification together with the portal notification.
OFF: Only send the portal notification.
6. Click the [Notification] button.
A message is sent to the portal of the Notification Destination user.

My Notifications ¥ |Clone | Creste Mew \iew Switch to Task List

Batch Delete || Batch Mark as Read| [T )

Action Mark as Read Related Link Dofnils Related Subject Motify No 4+ Created By

Edit https:iap? salesforce.co..  The incident approval re...  test MNTF-DO0DD026 Staff, 2015/07/23 11:40
Check the details and ap...

Edit The incident corrective ... test NTF-D000D025 Staff, 2015/07/23 11:40
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Appendix.2 Task(LMIS) Function

A task is work related to Incident Management, Problem Management, Change Management, and
Release Management.
Work (task) that is attached to a related record can be managed.

You can also set up sub tasks to create hierarchical tasks.

Task(LMI 5} Edit

7~ New Task(LMIS)

Help for this Page @

Task(LMIS) Edit Save | |Save & New| |Cancel

Guide

Basic Information | = Required Information

Subject |
Status Substatus
Task Type Owner  Manager
Work Start Date and
Time

Response Deadline | [ 2015/07/28 15:08 ] Close Date

Request Details

Work Details

Appendix.2.1 How to Use

This section explains how to register a task.
1. Open the task edit screen.

To register tasks related to each process, click the [New Task(LMIS)] button in the Related List

on the detail screen of each process.

Enter the required items (those marked with | are required).

Select either of the following from the [Approver Decision Method] dropdown list under

[Control Information] to change the task approval flow.

Q: Either the record "Owner" or the "Approver" can specify the Owner after the record is
created.

C: The user specified as the [Owner: For Work Request] is the "Owner".
If nothing is specified for the [Owner: For Work Request], then the creator is the "Owner".

The "Approver" is the manager of the task's "Owner".

* Approval or rejection comments can be set to automatic entry.
For more details, refer to the "LMIS oncloud 3> 27445 L—>3 > H4 K"
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Caution
e If the value of "Approver Decision Method" is "C" and the manager of the "Owner" is not

specified, then the "Approver" is set to the "Owner".

4. Set [Awaiting Task Completion] under [Control Information] to ON to issue an Approval
Request when all of the sub tasks close.
5. Click the [Save] button.

The response deadline and start date and time for a task can also be registered in the
calendar.

Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how
to display the calendar.
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Appendix.3 Due Date Function

Utility Function

This section provides an overview of the Due Date function. The Due Date function manages

schedules and actual dates. It is used in association with Services and Service Contracts.

Appendix.3.1 How to Use

This section explains how to provide warning notices related to schedules and actual dates.

1. Open the Create New screen.

Refer to the previous section "2.8 Creating, Editing and Deleting Records" for details on how

to open the screen.

Due Date Edit

L'j: New Due Date

Help for this Page @

Due Date Edit

Emai
Notification

iz

e
Confirmation

Actual Start Date
Actual End Date

Basic Information

Due Date Name |

Status

Schedule Information

Scheduled Start Date and |
Time

Scheduled End Date and ||
Time

Actual Information

and Time
and Time

Detailed Information

Details

Control Information

Noti
w;rﬁi:?é Available

Before Scheduled Start Date
After Scheduled Start Date
Before Scheduled End Date
After Scheduled End Date

ON v

Chosen

Owner  Manager

| = Required Information

Enter the required items (those marked with | are required).

3. Select the timing for providing warning notices in [Notify Warning] under [Control

Information].

4. Set the notification time in units of hours in [Warning Notification Time].

Ex.)

[Scheduled End Date and Time]: 2011/01/19 17:00
[Notify Warning]: Before Scheduled End Date

[Warning Notification Time]: 1

-> Warning notification is provided 1 hour before the scheduled end date and time (2011/01/19

16:00).

5. Click the [Save] button.
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Finally, click the [Open] button on the Due Date detail screen to start the Due Date.
This finishes the warning notification setting.

Click the [End] button to stop using the Due Date.

The end date and time is automatically entered into "Actual End Date and Time".

The scheduled start date and time and end date and time can also be registered and shared in

the calendar.
Refer to "Appendix.9 Calendar Registration" for the Calendar Registration procedure and how

to display the calendar.
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Appendix.4 Full-Text Search

This section provides an overview of the Full-Text Search. Full-Text Search is a function that

searches for a particular text string within all of the registered records.

Appendix.4.1 How to Use (Header)

Use the search box located in the header as follows.

1. Enter the keyword to search for in the search box located in the Header.
Use conditions such as the * (asterisk), ? (question mark), AND, OR, AND NOT, ()

(parentheses), "™ (quotation marks) to refine the search results.

2. Click the [Search] button.
The search results are displayed.

LMLIS dn dou

Lifieyole Managesnent

Search... Search Manager v  Help & Training LMIS Service Operation ~

Home EventManagements Incident Managements Problem Managements Tasks(LMIS) FAQ Managements +

Search Results Guided Tour| Help for this Page @
fE¥ Search Fesds printer Search Again| *| Options
Ml Records £ Change Managements (1) Show Fiters

Action Change Ho Status Subject Change Cause Type  Received Date and Time Last Modified Date

Edit CHG-D00DD001  Change Request | can not make prints with a printer Request Response 2015/07/22 15:39 201507122

) Incident Managements (3) Show Fiters

Action IncidentNo Status Subject Priority Incident Category Customer Company Received Date and Time Primary Answer Deadline
L. INC- It no longer can be output to ST AATDA s 20150772
Edit 0000013 Open 2 printer 4 Fault 2015/07/28 15:14 2015/07/29 15:14
Eoit  ac= ), Investigaton  The printer s stopped 4 Fauk 2015007122 1511 2015007729 15:11
e DG Correche  The printer does not start 4 Faut 2015007125 15:14 2015007128 1514
Ol 000012 Measure i G AHSFIZA 15 A 50TZB15
4 Notifies (9) Show Filters
Action Notify No Mark as Read Related Link Related Subject Created By
Egt  NTF-D000D03S https://ap? salesforce com/aDE280D0001 ral aEAI The printer is stopped Manager, 2015/07/28 15:18
Eot  NTF-00000037 htips./iep? selesforce.com/sDE28000001 rgOYEAY The printer doesnotstert  MManager, 2015/07/28 15:18
Edit NTF-DO0DD038 https:/iap2 salesforce.com/aDE28000001rgOvVEAY The printer does not start Manager, 201 28 15:18
Egt  NTF-D000D026 https:/iap? salesforce com/aDE28000001ral GEAI The printer is stopped Manager, 201 1511
gt NTF-00000030 https:/iap? sslesforce.com/sDE28000001 rgOVEAY The printer doss notstart  Manager, 2015/07/28 15:14

Show More

‘% Problem Managements (1) Show Fiters

Action Problem No Status Subject Problem Category Received Date and Time  Investigation Deadline  Last Modified Date
Fdit  PBM-00000001 Investigation | can not make prints with a printer  Proactive 2015071221534 2015/07/23 15:34 2015407122
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Select the record type displayed in the Sidebar to specify the object to search for.

LM IS oncioud Search..

Lifseyele Management for IT Serviee

Search Manager v  Help & Training

Home EventManagements Incident Managements Problem Managements Tasks{LMIS) FAQManagements &

LMIS Service Operation ~

Search Results

¥ Search Feeds printer Search Change Managements Options..

Guided Tour | Help for this Page &

i Records

B¥ Change Managements (1) Show Fiters

Action Change No Status Subject Change Cause Type  Received Date and Time

My Columns

Last Modified Date

Bt CHOOODNOOD!  Ghange Request |connolmale priniswib apiirer  Reaueot Response 201500722 15.39 s
e
Click [Options] to display the search options.

Options %

Search Results

i Search Feeds printer

Limit to items | own
Exact phrase

Save & Search

n

Check the [Limit to items | own] box to limit the results to only those records that you own.

Check the [Exact phrase] box to exclude similar phrases from the search.
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Appendix.4.2 How to Use (Sidebar)

4.

Use the search box located in the Sidebar as follows.

Utility Function

Select the type of record from the dropdown list in the Sidebar search area.

Enter the keyword to search for.

Use conditions such as the * (asterisk), ? (question mark), AND, OR, AND NOT, ()

(parentheses),

Check the [Limit to items | own] box to limit the results to only those records that you

own.

(quotation marks) to refine the search results.

LMIS on cloud

Lifieyele Management for IT Rerviee

G o

Incident Problem

Tosks{LMIS} FAQ Manogements

Manager =

Medp & Training

LMIS Service Operation »

s} Manager at UNIRITA
Frday 201611404

Calendar

1 Limt to thems | own

Todoy 201611104

New Euent

LMIS Uity Funetion You have no events scheduled for the next 7 days,

Humbes ang fgistor an mcdon
Relational Explare

Calersdas Hulp 7

€ November 2018 »

Sun Mhon Tuw Wesd Thu Fri Sat

o1 oz o3 ] o5
06 of 08 9 0 M 12
13 4 15 6 17 18 19
20 21 N N MHN
o R

5 3l s e ey

Click the [Go!] button.

The search results are displayed.

LMIS Utility Function

Search /] Limit 10 items I own

MF"‘N

Numkss¢ 3nd regiter 3n incider) ) Incident Managements [7]  Show Fiers
Reetabonal Explorer
Acton Incident Bo  Status Subject
Create New... — =] %m IvestigABSn | CaN Rt ACauIne race
Eot Gigiones Oen o nolacquss vace
Recent Mems =
[ Open I can ot acquins wace
 INC-00000001 00005
e >3 1t does not atiach the
A INC-00000000 ES gosioogy Open e
i mcwl e M Opon Password can ndl be
& 20000003 cifcutar ShiR of logonid
U : . These wiks an
7 SYC-00000000 Bl pnogooge PN inquiry
= cis o e e
whina 5 1o
€y cHasm1 ot codioorg ™SO yen | can nct make
2 PEM-0O000002 Deinks

Prioity Inchdent Category Customer Company Ficaived Date and Tene Primary Answar Desdline Last Modied Date

4 Faul

20161102 1623

201811702 1825

01610 1676

201811702 1851

201811702 18.50

20161102 17 38

201811702 17 42

My Columng

20161103 1623 20161102
201811703 1625 20181102
01BN 103 1636 20161102
201811703 18 51 20181102
201811703 18 50 20181102
20181103 17 38 2018102

201811703 17 42

MIHIV
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Click [Advanced Search] to specify more detailed search conditions.

EE -
: Search Results Pk o s P
Soarch Al B
[ee | gat
I Limit 15 tems | v search (T | searen| (1
St Senpe: Al | Advanced Search
s o ocion
7 . My Cobgmng
e ] ) Incident Managements [T]  Show Fifers
Relasonal Explorer
Action Incidest No  Status Subject Priceity  Incident Casegory  Cumtomer Company Time Prie
I gu-s-m Investization | can nol acmuie trace 4 Fault 201611702 1623 20181103 1523 20181102
Edt ?é_m Open 1 can et scauive race 4 Fault 20161102 16.25 20181103 1625 20161102
.
Eat G Dpon | AN Nt SOQUIE trace 4 Faut 20VEA 102 1626 0G0 1626 2061102
4/ INC-D0000001
4, INC-00000000 Fait %@I Dpen L"“’""M tw 4 Faut B0 1651 201E1103 16 51 201102
| (=9 Password can not ke ) 5 5 o
B DOC-00000001 o B crcuiar shif of fogonkd 4 Fal 20181002 18 59 20181103 18 59 20181102
L Em Open Thare was an inquiry 4 Faut UNIRITA AGA 10T 1738 AL 1738 201641003
< EVC-00000000 00000003
& BLE-00000008 Please 16 me the
C- actions to be taken ; ; . ; .
5 CHG-00000001 [} 0000010 Invesigabon wise | Can Not make 4 Foul 20MET 002 1T 42 20N&T 03 1T 42 200811002
& PEM-OO000002 piints
& pouspennnn

The Advanced Search screen is displayed.

Utility Function

Check the [Exact phrase] box to exclude similar phrases from the search. Multiple record

types can also be specified under [Scope].

C—r73
¥ Limit to items | own
Advanced Search..

LMIS Utility Function

Number and register an incident
Relational Explorer

.2/ INC-00000001

48 DOC-00000001
4! DOC-00000000
/7 SVC-00000000
4 RLS-00000006
5 CHG-00000001
2 PBM-00000002
4 PBM-00000001

* Advanced Search

Search
d %] search

Advanced Options

" Use enhanced search capabilities i

¥ Limit to items | own

] Exact phrase

Scol
d\m All| Deselect All

~

[ Accounts [ contacts [Crasks

O Events [ Notes Cattachments

ideas [J Reports Clusers

O Approvers [[] Automatic Release Managements O Change Managemenis

[ Documents(LMIS) [J bue Dates [Jevent Managements

[JFAQ Managements [ Hardwares [lincident Managements

[ informations [ Networks [Cnotifies

[JProblem Managements [ Projects CProject Issues

O Project Reporis [ Providers [IRretease Managements

[ Resources [ services [service Contracts

[ softwares [ Tasks(LMIS) [ Transport Managements
5 [_LwRs warks ] i

Help for this Page @)

Use the search options to select the range of objects to search for.

For more details, refer to the Salesforce User Guide in "Help & Training".
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Appendix.5 Change Approver

Utility Function

This section explains the process to change the Approver. Use the following procedure to change

the Approver who approves or rejects requests.

Appendix.5.1 How to Use

1. Display the detail screen of arecord to change the Approver.

w» Approval Information
Approver  hanager

Comment History

Approval Date and Time

w Control Information
Approver Decision Method N
Apply SLO  ON
FAQ Candidate
Input Template
Easy Number

Email Notification ~ ON
Lock When Closed  ON
Awaiting Task Completion  OFF

Email to Customer

Calendar Registration  ON

2. Click the [Edit] button and change the [Approver] item.

w Approval Informatian
Approver  Manager 2,

Comment History

Approval Date and Time

w Control Information
Approver Decision Methed N
Delete Confirmation
Apply 5LO  ON
FAQ Candidate
Input Template

Easy Humber

Email Notification ~ ON

Lock When Closed QN
Awaiting Task Completion =~ OFF

Email to Customer

Calendar Registration ON

The entered content is updated in the detail screen.

3. Click the [Save] button.
The Approver has been changed.

A message is sent to the portal of the user specified as the new Approver.

Switch to Task List

My Motifications « Clone | Create New View

Batch Delete || Batch Mark as Read T}

[C] Actic Mark as Read Related Link

O Edit

hitps:ifap2.salesforce.com/a0E28000007rgLgEAI

Details

The incident approval request has been submitted
Check the details and approve or reject it.

Related Subject
Thy printer is stopped
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Caution

e If there are multiple Approvers, edit each one in the same way.

e The Approver can also be changed in the same way by editing the [Change Request Approver]
only during the change request status of the Change Management process.

e Edit privileges are required for the target Approver.

e If the Approver is changed during an Approval Request, the following error message is displayed

and cannot be executed.

« Back te List: Incident Managements
Incident Management History [5+4] | Motes & Attechments [0] | Related Motification [5] Related Task [0] Related Incident [0] | Related Problerm [0] |

Related Change [0] | Related FAQ [0] | Related Document [0]

Incident Management Detail Save| |Cancel

Error:The approver cannot be changed after submitting an approval request. Cancel the request.

m - - -

Guide  The incident is in the awaiting approval state.
To approve or reject this incident, press the [Approve] button or the [Reject] button.

In this case, change the Approver after performing a Request Cancellation.
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Appendix.6 Delegated Approval

A Delegated Approver can be set for a user.
If a Delegated Approver is set, then notification is sent to both the Approver (user) and the

Delegated Approver when an Approval Request is made, and the Delegated Approver can approve

or reject the request in the same manner.

Appendix.6.1 How to Use

1. Click [Administration Setup]-[Manage Users]-[Users] on the settings screen.

Administration Setup
B Manage Users
lUsers
Adoption Manager
lMass Email Lsers
Roles
Permission Sets
Profiles
Public Groups
Queues
Legin History

»| Manage Apps

v/ Manage Territories

»| Company Profile

| Security Controls

v/ Domain Management

¥/ Communication Templates
| Translation Workbench

2. Click the user to set as the Delegated Approver.

A” USEI’S Help for this Pags @)

On this page you can create, view, and manage users.

In addition, download SalesforceA to view and edit user details, reset passwords, and perform other administrative tasks from
your mobile devices: jOS | Android

View: | All Users v | Edit| Create New View
AlBICIDIEIFIG|HII[JIKILIMIN|o|P|@R|S|TIUlvIW[X|Y|[Z|F7|AIB|8]F|A|F|+|5]| 7| Other Al

New User | | Reset Password(s)| | Add Multiple Users

Action Full Name & Alias  Username Last Login Role Active Profile Manager
Edit__Admigisteator  sysmagr sysmar v1S0@01demo.com  2015/07/28 14:59 v System Administrator
Elit Manager Jmar mar_v150@d01demo.com 2015/07/28 15:39 v Z0F 2% IBPlatformi %58 )
Edit Mansger 2 mor2  mar2 viSD@01demo.com  2015/07/28 15:40 v F0E A IBPatform #5E )
Edit Staff stf stf w150@01demo.com 2015/07/28 15:37 v R37 Platformi#EEE | Manager

New User |Reset Password(s)| |Add Multiple Users

Alplc|pleE|FlG|H|I[J[K|LIM|N|o|Plalr|s|T|Iv|v|w|x|[¥|Z|F|A|d|2]F| |73 2| Other Al
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Click the [Edit] button.

User Help for this Page &9
Manager

Permission Set Assignments [01 Permission Set License Assignments [0] Personal Groups [01
Public Group Membership [1] Queue Membership [11 Team[1] Kanagers in the Role Hierarchy [0]
OAuth Connected Apps [0] Third-Party Account Links [0] Installed Mobile Apps [0]

Authentication Settings for External Systems [0] User Provisioning Accounts [0]

User Detail Edit | J)Change Password
Name  Manager Role
Alias  magr User License  Salesforce Platform
Email  |mis_english@sample.com Profile Oz &8 PlatformiZEEE)
Username  mgr_v150@01demo.com Marketing User

Nickname maor |1 Offline User

The user edit screen is displayed.

User Edit

Manager

User Edit Save | | Cancel

General Information

Last Hame |Manager Role
First Name User License  Salesforce Platform
Alias | mgr Profile Oz 2538 Platform (B5E8)
Email | Imis snglish@sarmple.col Active d
Username  mar_v150@01demao.com Marketing
User
Hickname Frigr Offline User

i

Utility Function

Click the [Lookup] button in the [Delegated Approver] item to display the search

screen.

Additional Information

Delegated Approval

: [2015/08/26 16:07 ]
Period From

Delegated Approval

. [2015/08/26 16:07 ]
Period To

Locale Settings

Time Zone | (GMT+09:00) Japan Standard Time (Asia/Tokyo)
Locale | Japanese (Japan) M

Language | English v

Approver Settings

Delegated Approver Oﬁl
Manager Oﬁl
Receive Approval || Only if | am an approver v

Request Emails
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7.

Select the user to set as the Delegated Approver.

© Lookup

Go!

‘You can use ™" as a widcard next to other characters to improve your search results.

Recently Viewed Users

Full Name Role

Administrator

————
Manager 2

Stan

Utility Function

To set the period of validity for the Delegated Approver, set [Delegated Approval Period

From] and [Delegated Approval Period To].

Additional Information

Delegated Approval | 2015/0R/01 16:07 [2015/08/26 16:07 ]
| Period From
Delegated Approval  [2015/08/31 16:07 [2015/08/26 16:07 ]
Period To

Locale Settings

Time Zone

I (GMT+09:00) Japan Standard Time (Asia/Tokyo)
I Japanese (Japan)
Language | English v

Locale

Approver Settings

Delegated Approver Oﬁl
Manager Oﬁl
Receive Approval | Only if | am an approver v
Request Emails I = PP

salesforce.com Newsletter Settings

Receive the salesforce.com newsletter
#| Receive the salesforce.com administrator newsletter

Save | Save & New Cancel
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The settings and the period of validity for the Delegated Approver are as shown in the

following table.

Setting

Delegated Delegated Delegated Approval Validity Period

Approval Approval

Period From Period To

Specified Specified From the date specified in Delegated Approval
Period From Up to the date specified in Delegated
Approval Period To

Unspecified Unspecified Invalid. Delegated approval is not used even if a
Delegated Approver is set.

Specified Unspecified From the date specified in Delegated Approval
Period From
(including that date)

Unspecified Specified Up to the date specified in Delegated Approval
Period To
(including that date)

Click the [Save] button.

Approver Settings
Delegated Approver [\-‘1ﬂnager 7

Manager

Receive Approval | Only if | am an approver
Request Emails I - PP

salesforce.com Newsletter Settings

Receive the salesforce.com newsletter
#| Receive the salesforce.com administrator newsletter

A
A

Save Save & New |Cancel

The following message is displayed in the [Approver Information] comment history when the

Delegated Approver grants approval.

¥ Approval Information

Approver

Comment History

Manager
2015/08/27 11:49 Manager 2 Corrective MeasureApprove(Delegated) - Approve

Approval Date and Time  2015/08/27 11:49

This completes the Delegated Approver setting.
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Appendix.7 Email Approval

The Email Approval function can approve/reject a request by replying to an Approval Request
Email Notification. The content of the Email reply is saved as the activity history in the

corresponding record.

This chapter explains how to use the Email Approval function.
For details on how to setup the Email Approval function, refer to the "LMISoncloud a> 27«44 L
—YavhHqa R

Appendix.7.1 How to Use

1. Display the reply screen for the Approval Request Email.

Caution

Do not change the Email subject. The approval process cannot be performed if it is changed.

2. Describe the result in the Email body.
Enter one of the following strings (approval keywords) in the line of the Email body specified in
the Email integrated setting file.
» To approve: Approve, OK
» To reject: Reject, NG, Dismiss

If the value of the line specified in the Email integrated setting file matches an approval
keyword, then it is recognized as an approval or rejection. Approval or rejection is not issued if
the line does not match an approval keyword.

In either case, the content of the Email reply is saved as the activity history.
3. Enter the comment in the Email body.

Enter a comment regarding the approval or rejection in the Email body on the line specified in

the Email integrated setting file. If the comment is omitted, then "No Comment" is registered.
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Send the Email.

The content of the sent email is as follows.

Utility Function

In this example, the first line is set as the approval keyword and the third line is the approval

comment.

Destination: mailappinc@w-35st...
Subject: Re: LMIS Email Notification [INC-00000015]...
Body: First line Approve

Second line (blank)

Third line Approved.

The mail subject cannot be changed.

Browse the target object and confirm the result.

Using the previous procedure as an example, with the Incident Management

information approved by Email, confirm that the status is "Close".

Incident Management

), INC-00000006

« Back to List: Documents(LMIS)

Incident

History [5+] | MNotes & [ | Related [5] | Related Task [0l | Related Incidento] | Related Problem[a] | Related Change [0] |

Customize Page | Printable View | Help for this Page &

Edit igation Start | | Start Corrective Measure | | Approval Request | | Request C:
Incident Management Detail Problem Registration | | Change Registration | Register Copy | | Calendar i i Relational Explorer
FAQ Regisfration

Related FAQ[0] | Related Document o]

Guide  This incident has been closed.
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The Email approval result and comment are displayed in [Related Notification].

The content of the Email reply is also saved as the activity history in the corresponding record.

Activity History Log a Call| | Mail Merge | | Send an Email | | view All Activity History Help (?
Action AT Mame Task Due Date Assigned T Last Modified Date/Time
Edit 0=l Re: LMIS 4= 1L3B¥0 (LMIS Email Metification1[INC-00000017: How to use the data registration utilityl v 2015/07/29 Administrator 2015/07/2% 17:39
L Related Notification ooy Related Notification Help |2
Action Mark as Read Motify No Details Related Subject Created By
Edit NTF-00000060 The incident corrective measure has been started. How to use the data registration utility Manager, 2015/07/28 16:20
Edit NTF-D00D00S1 Enigﬂﬂﬁﬂtﬁgﬁr:ﬁ ;?Pﬂsfehoa}srgf:n? i‘iu SLis How to use the data registration utility Manager, 2015/07/28 16:26
Edit NTSeuEEIET [ - ;‘n;j' :[;‘D”rift “_""frgf:t? ;”b”‘m”' How to use the data registration utilty  Manacer, 2015/07/29 16:26
Edit NTF-0DDD0D63 E';;‘;‘e‘dni'ggﬂs aatC ot How to use the data registration utilty  Administrator, 2015/07/28 16:43

The Email approval work is complete.

Caution

Email approval for a Contact can only be implemented when the Approver of the target record

matches the Approval User.
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Appendix.8 Relational Explorer

Utility Function

This section provides an overview and explains how to use the Relational Explorer

Appendix.8.1 Basic Description

€ Overview of the Relational Explorer
This section explains the Relational Explorer function overview and screen.

With the Relational Explorer you can visually display process information, which is information

registered during various processes (such as events, incidents, problems, changes, and

release processes), as well as configuration information. You can use four different display

formats (Landscape Display, Portrait Display, Hierarchy Display, and Star-shaped Display).

You can also see impact display results for incidents, services, hardware, software, and

networks.

* Process information *Landscape display format

[ Event Management | [ Incident Management | [ Problem Management | [ Change Management | [ Release Management |

@
EventA
Finish

o]

IncidentA ProblemA

pen
IncidentB
Open

» Configuration information *Landscape display format

| |

Hardware | | Software

Document(LMIS)

[NotApproved

: .'
| BROOL |
[Not Approved
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Two types of screens are used in the Relational Explorer to display records.

The following description uses the landscape display format.

Related Information Explorer Screen

€AHS ATV TR

M reg Recorm D

* Relational Explorer Screen

This screen displays the records related to a record in a chart format and visually expresses
the relations between records.

Relational Explorer Menu ®
Click the icon in the menu to change the
display format or settings of the Related
Information Explorer screen, or use the

search, update, or other functions.

Related Information \.
€AHHEIAD0R% «
«
Tl rode [ Event Management | [Incident Management | [ Problem Management | [ Change Management | [ Release Management |

VT- 4

\";'} -
Node Title : EventA

| [/] ¥ » ¥ ]
EventA || IncidentA Problema Changea ReleaseA
Node Status ~ : Finish i : " iy o
Node Category : Information . Finis! | Close Stal a
Owner (HEE 01 22F
Object : Event Manageme &
Related Informatio Incident® Changef
- INC-00000010 Open Start

—@| Relational Explorerchart

The relationship diagram for related records is

displayed in chart format.

Sidebar
Relational Exploreron the selected node

appears.
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*"Record Search" screen

Utility Function

This is the Record Search screen. Assign search conditions to narrow the search.

Record Search menu
Click the icon on the right-side of the menu to

enter the "Record Search" screen settings.

4, Record Search

#n

Saus Nooe Tioe

Dpei Inc deriS_an

Inc BeniC_an

Motz hing Reconds: 2 records

Hode Category
Fauk

Faul

N

Search Box

Enter the search keyword.

Search result

Display the search result.
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€ Display format and content

Utility Function

This section describes the four display formats of the Relational Explorer as well as its

content.

Refer to "Appendix.8.2 How to Use" for more information on switching between screens.

*Every display format allows you to change the position of records by dragging and dropping.

» Landscape Display Screen of Relational Explorer

Displays process and configuration information in a landscape view. Objects such as events

and incidents appear in columns and their corresponding records appear in the rows.

Selected record

When a record is selected, the frame of the record
and the lines representing relations with other
records are highlighted in orange. Click to change

the selection.

<AEEHIAEB0 2% <

Event Management ‘ | Incident,&anagement ‘ | Problem Management | ‘ Change Management | ‘ Release Management ‘

IncidentA ProblemA

EventA

Start Start

Close

Finish

ChangeA

Detailed help tip

Start

ChangeB

Displayed when the mouse

is held over the record.

CHG-00008W12

Node Title :ChangeB

Node Status  :Start

Node Category:Request Response
Owner :System Admin
Object :Change Management

[ 1=}

L

identB en
Open

®| These lines express the relation
with the same process and

between records.

IncidentC en

Open

it is clicked.)

Neighbor Display function
Click the plus icon to display adjacent processes hidden by

the "Neighbor Display Limit". (The plus icon is hidden after
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» Landscape Display Screen (Sidebar: Node Information tab)

Displays the related information of the selected node.

4
t‘ Click this to collapse the
Manual Node Information
- sidebar.
INC-00000010
Node Tite : IncidentA
Node Status  : Close
Node Category : Fault
Owner : System Admin
Object : Incident Management
Click the Management Related Information
Number link to display the - INC- ' Display Related
record detail screen. - SVC-00000002 ' Information
E a Click the Ia icon to
update the chart with the
selected record.

» Landscape Display Screen (Sidebar: Manuals tab)

Displays links to related manuals.

Manual Node Information

= ‘' Manual
U Operations Guide
1| Configuration Guide
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Click the text subject of a node to display the detail screen of the record. The record can be

edited as follows in the same manner as a typical screen.

Click the detailed help tip 'i icon to update the chart for the selected record.

Finish icon
Displayed for records with a
status of "Finish" or

"Approved".

Impact Icon

This icon appears on a
service, and incidents,
hardware, software, and
networks related to the
service when the sum of the
impact values of the service
and related service
contracts exceeds the

specified threshold.

Appendix-26

Virtual Environment icon
Displayed for hardware set as a

virtual environment.

Related icon

Displayed when
Configuration Information is
associated with Process
Information or vice versa.
Click to display the
Relational Explorer in the

help tip.

Text labels on the
node

These display the subject
and status. Click the subject
to display the record detail

screen.




Utility Function

+ Portrait Display Screen of Relational Explorer
Displays process and configuration information in a portrait view. Objects such as events and
incidents appear in rows and their corresponding records appear in columns.

*The sidebar and screen icons appear in the same way as in the landscape display.

®| Selected record

When a record is selected, the frame of the
record and the lines representing relations
with other records are highlighted in orange.

Click to change the selection.

/ <ABEH QDO S
@ (&3
EventA
Finish
(] j 3
IncidentA IncidentB en IncidentC en
Close Open Open
3 ) . . .
Neighbor Display function
ProblemA
Start Click the plus icon to display adjacent processes hidden
by the "Neighbor Display Limit". (The plus icon is hidden
€ \ after it is clicked.)
ChangeA ChangeB \
Start Start N |
| ' { CHG-00000012 e These lines express the relation
5 ) Node Title  :ChangeB with the same process and
Node Status :Start
ReleaseA Node Category: Reguast Response between records.
Start D:wne-— :System Admin
Object :Change Management

—®| Detailed help tip
Displayed when the mouse

is held over the record.
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+ Hierarchy Display Screen

Displays process and configuration information in a hierarchy view. Objects such as events
and incidents appear in columns and their corresponding records appear in the rows.
The following figure is a hierarchy display showing records related to a server rack (SV001). A

list of physical servers mounted in the rack appears.

Sidebar (Tree Display) Lower Level Display icon
Displays related records in a tree view. Click Click the {4 on to display related
a record to display related records in a lower records in a lower level.
level.
Svpoi
<L B#H QABO0I% <

@

Manual Tree Display Node Inf

= = Related Information
= faw R -
E] HDWDo03

=] SRvVDD4 HDWO003

=] HDWDOoD4 Mot Approved

2 °
SRV004
Mot Approved

il
HDW0004 | | HDW-00000012 @
Not Approve Mode Title ‘HDWOO004

MNode Status  :Not Approved
Mode Category: Server
Owner : System Adi'w

Object :Hardware

Selected record °/

When a record is selected, the

Detailed help tip

frame of the record is Displayed when the mouse

highlighted in orange. Click to is held over the record.

change the selection.
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Click the [Lower Level Display] icon to display related records in a lower level. The following
figure shows a screen that appears after you click the [Lower Level Display] icon for a physical
server (SRV-004) mounted in the rack. A list of virtual servers configured in the physical server

appears.
Path display Lower Level Display icon
This displays the current level as a path Click the E‘, on to display related
composed of subjects. Click a record link in a records in a lower level.

higher level to display related records in a

lower level of the clicked record.

A BEE I QEB0OH%
44
Manua Tree Display MNode Ir

=+ Redated Information

=3 SVo01 a ]!"I O
=] HDWD003
559 5RV004

3 sevoos
EHDWO10
=] SRVDDS
== HDWOD?

=] HDWD0004

Similarly, click the [Lower Level Display] icon for a virtual server (SRV005) to display records
in a lower level that are related to the virtual server.

*Clicking the [Lower Level Display] icon navigates you down by just one level.

*The hierarchy display does not have the Neighbor Display function.

*The hierarchy display does not display N:N related records.
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+ Star-shaped Display Screen
Displays process and configuration information in a star view.
*The sidebar and screen icons appear in the same way as in the landscape display.
*By default only for the star-shaped display, the status does not appear as a text label on

the node.

Neighbor Display function
Click the plus icon to display adjacent processes hidden
by the "Neighbor Display Limit". (The plus icon is hidden

after it is clicked.)

CABEADTUO N% «

Detailed help tip

Displayed when the mouse

.j is held over the record.

Selected record These lines express the relation

When a record is selected, the frame of the .
with the same process and

record and the lines representing relations
between records.

with other records are highlighted in orange.

Click to change the selection.
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Appendix.8.2 How to Use

Utility Function

This section explains the operations to launch, display, and search the Relational Explorer.

€ Launching the Relational Explorer
Launch the RRelational Explorer. There are two ways to launch the Related Information

Explorer.

» Click the [LMIS Utility Function]-[ Relational Explorer] in the Sidebar.

LM IS oncioud

Manager = Help & Training LMIS Service Operation =
Lifeeyele Managemen for IT Serviee
m Fuent Incithent Tashs(LMIS)  FAQ Managements 4+
ER .00 ot UNIRITA s
| Searen a8 | Fricay 20161 1704 Nkt e s Skt
| car
1 Uit 10 e | ooy Calendar Mew Lvent Caiendar Hel 7
Aeanced Someh
Taday 20161104 < Movember 26 »
‘You have no events schedused for the next 7 days. i N T et That B 2ol
LMIS Uity Function o o2 o [ es
_. 06 07 0B 09 W0 M 12
TP g incicent (3 LR AR AR AL b
Helahonal Explorer M M BN MBM
I m N
S ——— TEE 0D
Recent fems R
TATHIR | Sl | Gk N Vi Sivnich o Task List
a INC-00000006
4 INC-DU0D0O1D Batch Dedese  Baach Mark as Read  f )
A, ING-D000000 | | A Markns Read Felntes Link Related Suhject Matity No 4 Created By Created Datn
4y ING-00000000 || Edit | can nal acquire trace NTF-00000043 Manages, 20161104 1., 20161104
~
g [NC-DUODUOUZ [ it | can ndl acquire trace NIF-00000047 Manages, 201601104 1., 20716 104
oo L Edit | can nal acqure irace NIF-00000041 Manages. 2076011704 1 261104
DOC 00000000 [ ;
L O Edit | cam ol acquire bace NTE-00000040 Manoges, 2016110041 201811104
¢ BVC 00000000 =
e O Edit LMIS on cloud Users 6 NTE-00000035 Manoges, 2016100041 201811104
i BLS (0000006 =
4 CHG.00000001 [ Edit LMIS an cloud Users G... - NTT-00000038 Mansgsr, 20161004 1, 201811104
Edit PC rapair NTF-00000037 Manager 2016/11/04 1, 2016111104

The "Record Search" screen is displayed together with the launch of the Relational Explorer.

The following example searches for a record and displays a chart.

* Click the [Relational Explorer] button on the record detail screen.

Incident Management
€J, INC-00000010

« Back to List: Documents(LMIS)

Related FAQ[0] | Relaled Document jo]

Customize Page | Printable View | Help for this Page

Change Regi:

Register Copy | Calendar

R

Incident Management History [5+] | Motes & Attachments [0] | Related Nofificafion [3] | Related Task [0] | Related Incident [0] | Related Problem [1] |

Related Change [0] |

Edit | | Investigation Start | | Start Corrective Measure | | Approval Request | | Request Cancellatinn L Annrove | | Reject
Incident Management Detail Problem Regi

Explorer

FAQ Registration

m ’

Guide  The incident corrective measure has been started.
Enter the results after performing a measure in "Corrective Measure Result”
Once you have finished checking after performing the corrective measure, select the check box for "Confirm Customer” and select the Close Type
Once you have finished checking all of these, submit an incident approval request.
Submissien of approval requests can be performed using the [Approval Request] button.

A chart centered on this record is displayed when the Relational Explorer launches.
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€ Display Relational Explorer
* Process Information display

Utility Function

Open the Process Information detail screen.

2. Click the [Relational Explorer] button.

The Relational Explorer launches and a chart centering on the selected record is displayed.

» Configuration Information display

Open the Configuration Information detail screen.

Click the [Relational Explorer] button.

The Relational Explorer launches and a chart centering on the selected record is displayed.

€ Changing the Display Format

You can change the display format of Relational Explorer

1. Launch the Relational Explorer

2. From the [Relational Explorer] menu at the top of the screen, click one of the following

display format icons. Then, the display format changes to the format you selected.

Landscape Display

$5HEHAE O T % <

Portrait Display

Star-shaped Display

Hierarchy Display
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€ Searching for Relational Explorer

1.

Utility Function

Click the Relational Explorer menu's A record search icon.
The "Record Search" screen is displayed.

Enter the keyword to search for (the keyword must be 2 or more characters).
Use conditions such as the * (asterisk), ? (question mark), AND, OR, AND NOT, ()
(parentheses), "™ (quotation marks) to refine the search results.

You can also specify the Management Number (record ID) and other items to search for.

Use a wildcard to search for multiple record IDs.

#Click the Search button.
The search results are displayed.

@ ncooooogzg  Open
@ PoM-000000DD  Investigati

@ cHc-oooooons  Open
@ svc-00000001 Mot Approved  Aften
“ poc-oooooopn Mot Approved  Attendance B

Matching Records: 7 records

s E _.r-,_ggggmg Close Attendance Management System doesn't work correctly.

Display Relational

Explorer

"Click the icon to update the

chart for the selected record.

 J
\2,, Record Sea
| Attendance Management x| 0
Managé€ment Number  Status Title Category

Warning

hY

Owner

@ INC-00000000 Investigation  Attendance Management System doesn't work correctly.

To access attendance management system has failed.
Aftendance Management System may cause error during ...
endance Management System source code modified

e Management Service

agement Manual

Fault
Fault

Proactive

Reguest Resp... S

Guidebooks Semithlohn

.: Click the Management Number

ul link to display the record detail

5| screen.

Smith John

® | Displayed with a different color

depending on the status.

<How to use the screen>

+ Click the [x] button to close the screen.

* Process Information
Open, Close, Other

* Configuration Information
Not Approved, Approved,
Other

* Click the header field name to sort the records by ascending or descending order.

» Drag and drop the header field names to change the order of each field column.

* When the record search screen is displayed again, it will show the previously searched

keyword.
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Caution
e The occurrence of the following error likely indicates that the number of relations displayed for
each object exceeds the limit.

SOQL statements cannot query more than 35 different parent types.
Error is in expression '{!/doSearchRelation}' in page smoc:ox_page_relexplore:
(SMOC)

An unexpected error has occurred. Your solution provider has been notified. (SMOC)

This error occurs when the following condition is true:
An object is configured to display 35 or more child relations of the object. (Child
relationships represent relationships in which the "xxxx" portion of "xxxx: Related OO"
matches the configured object.)
Ex.) When you configure an Event Management object, the child relations include the
following:
< Event Management: Related Event
< Event Management: Related Service
< Event Management: Related Software
<>

Event Management: Related Hardware

Object to be Set Display Objects Screen
Event Management v Displays on the Process Information
Undisplayed Relation Display Relation

4 | Related Object:N:N Relation
—— |Problem Management:Related Event
# ||Incident Management:Related Event
— |Event Management:Related Event
Document{LMI5):Related Event
Change Management:Related Event
vent Wanagement:Helated Hardware
event Management:-Helated Service
Event Management:Related Software

If an error shown above occurs, from the [Relational Explorer] screen settings, change the
settings to display fewer relations, and then retry.

Refer to "Appendix.8.3 Changing the Screen Settings" for more information on the Relational
Explorer screen settings.
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€ Display the list of Related Information
Display the records shown in the chart as a list.
1. Click the Display Related Information List icon in the Related Information Explorer
menu.

The "Related Information" screen is displayed.

MO U % .

[ Event Management | [ Tacident Management | | Problem | | Release Management
7 ’
EVT-D0000000 IHC-00000000 PEM-00000000
Closs [ J
Bx
Tt Lategery
Afiensasce Manapenent System const workcomecty.  Faut
Atiendatce ianapsment Sysiem dossat work comecty.  Waming
Oumery Faat
Allandacce Laragenent System source code nedted Aegves! Feas. E
Ansnssce Uanaghmart Systien muy chiskh aeror Surmg | Erabciue mtm 3sbn
areny ' Sen 300
Ascuesi g Sem domn
Mslchng Mecards [ reconds. Expert C5%

®| Display Related

Information

"Click the icon to update the

®| Click the Management chart for the selected record.

Number link to display the ol
Status Title record detail screen. Category Owner
Investigation Aftendal Fault Smith John
{‘ EvT-ooo00o0p  Close Attendance Management System doesn't work correctly. Warning Smith John
@ mcooooooo1s  Open Dummy Fautt Smith John
{‘ CHG-00000004 en Attendance Management System source code modified Request Resp... Smith John
{‘ PEM-0O00O00D  Inviestigali ) i i or during ... Proactive Smith John
- Displayed with a different color :
@ mc-oooooo14  Open Fautt Smith John
@ cHe-oooooooz  Open depending on the status. Request Resp... Smith John
* Process Information
) Open, Close, Other
Matching Records: 7 records Export CSV

* Configuration Information

Not Approved, Approved, Click Export CSV to output

Other the Related Information

content as a CSV file

<How to use the screen>
* Click the [x] button to close the screen.
* Click the header field name to sort the records by ascending or descending order.

» Drag and drop the header field names to change the order of each field column.
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€ Display alist of the child record information related to the Process Information
Display the child and grandchild records relating to the desired Process Information in a

hierarchical list format.

1. Hold the mouse cursor over the Process Information node in the Relational Explorer

screen to display the detailed help tip.

2. From the detailed help tip, click the display icon for the related lower level Process

Information.

=

EVT-00000000 [ )

Title : Attendance Management =
System doesn't work
correctly.

Status : Close

Category 1 Warning

Owner : Smith John

Object : Event Management

The "Related Process Information" screen is displayed.

4

Matching Records: 2 records

= [EvT-00000000]Related Process Information

Number Opi Click the Management
INC-00000000 Incident Manageme} . .
Number link to display the
- CHG-00000004 Change r.1anageme{

record detail screen.

A"-" character is added to the

Management Number for each

lower level.

<How to use the screen>

=i
tatus Category
vestigation Fault
pen Request Response
Click Export CSV to output -
the Related Information Export CSV

content as a CSV file

» Click the [x] button to close the screen.

» Click the header field name to sort the records by ascending or descending order.

» Drag and drop the header field names to change the order of each field column.
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The objects displayed in the child record information list are as shown in the table below.

) Child record object
Parent object
for display

Event Management Event Management
Incident Management
Problem Management
Change Management
Task(LMIS)

Incident Management Incident Management

Change Management

Task(LMIS)

Problem Management Problem Management
Task(LMIS)

Change Management Change Management
Task(LMIS)

Release Management Release Management
Task(LMIS)

Task(LMIS) Task(LMIS)

Caution

When using Google Chrome or Safari as your browser, the width of borders next to the
Related Process Information screen appears somewhat reduced.

The occurrence of errors when the Related Process Information screen appears likely
indicates an error in the LMIS_ExploreSetting configuration file. Edit the configuration file, and
then display the Related Process Information screen again.

Refertothe"a > 7 4 J L—> 3 > #H A K" for more information on configuration files.
(Making a change to a configuration file can affect the entire organization. Only system
administrators should edit configuration files. Additionally, configuration files should be backed

up before they are changed.)
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€ Checking the impact display results
* Brief description of the impact display
The impact display helps improve service levels by enabling the Relational Explorer to be
used to check the influence of service faults, or to identify the need of preventive

maintenance for configuration information.

» Impact display overview

Impact values are automatically calculated from the [Number of Users] and [Service Unit
Price] values of the service and the service contracts related to the service.
For the service, and the incident, hardware, software, and network records related to the
service, the system calculates impact values, compares them with their preconfigured
thresholds, and then visually shows whether the calculated values exceed the thresholds.
If the threshold is exceeded, the node changes to the impact display, which means that the
impact icon [&] is added and the background color changes to red, as the influence
(impact) from the service suspension is high.
*Thresholds can be configured as desired with configuration files.

Refer to the "LMIS on cloud 2> 7445 L—>3>#H4 K" for more information on

configuration files.

| Service | | Hardware | | Software | | pocument(Lmis) |
Y = | ;
e o Pl [
o ticssiten {5v001] S sotmarea ] [Gicetana]
[Noxapproved] o pproved
p

A node where the impact value exceeds the

threshold changes to the impact display.

Clicking the impact icon |I| displays the Impact Display
screen.
On the Impact Display screen, you can see the impact

value of the record.
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. Impact display usage
[Checking the influence of an incident]
When an incident occurs, you might want to know the influence of service suspension due
to the incident. In such a case, you can use the Relational Explorer to visually check the
influence against the preconfigured impact value.
Persons in charge can determine and prioritize the best course of action by knowing the

influence on the Relational Explorer.

[Identifying the need of preventive maintenance]
Configuration information for services that can cause severe impact in case of a failure
must be protected with redundancy more preferentially than others.
Using this function helps improve service (proactive support) levels by enabling you to

proactively identify which sets of configuration information need preventive maintenance.

For example, the following describes how to use this function when you want to check the

influence of an incident.

(1) Register an incident that occurred.
Use [Related Service] to associate a related service with the incident.
*Refer to "2.8 Creating, Editing and Deleting Records" for more information on how to

register new incidents.

¥ Related Information
Related Event

Relsted Event Subject @ Search ~ Salesforce - Enterprise Edition - Google Chrome = | B i
Related Incident 7 loct .
o ata k - k \ 3
Reuited Incibent Subject ttps://ap2.salesforce.com - i Eﬂ
Related Service ay B @) Lookup
Related Hardware
Go!

Retated Software
Search '® Mame All Fields

|| Recently Viewed Services

7 services [2] ShowFilters My Columns

- T Service Name Service Start Date and Time Service End Date and Time Last Modified Date
5—(5-,. Aplyoved releationService 12612016
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(2) Open the detail screen of the incident you registered and click the [Relational

Explorer] button.

Incident Management
) INC-00000011
« Back to List: Inadent Managements
Incident History [5+] | MNotes

Customize Page | Printable View | Help for this Page &)

& [0 | Related Nofificafion [1] | Related Task[0] | Relaled Incideni[o] | Related Problem [0] | Related Change[0] |

Incident Management Detail

To start the i

Guide  The incident has been regisiered
The incident is in the open state.
Check the incident details and start the investigafion.

Related FAQ 0] | Related Document [0]

Edit igation Start | | Start Corrective Measure | Approval Request | | Request CancellationlAnonrove | Reject
Problem Registration | | Change Registration | | Register Copy | | Calendar Registratior | Relational Explorer
FAQ Registration

’ i ’ CIDSE

To assign the investigation work, register a Task.

ion, press the 1 Start] button.

¥ Basic Information

IncidentNo  INC-00000011
Subject  IncidentD

The Relational Explorer appears.

As the impact display i

s enabled, you can know that the incident has a high level of influence.

<CAHEBHIA00N% <

|__Event Management | | Incident Management | | Problem Management | | Change g ] [ Rel g |

Click the Impact icon [£] to display the Impact Display screen.

You can see the information of the related service.

®| Display Related Information
Click the Management Click the -a icon to update the
Number link to display the related information for the selected
record detail screen. record.
[2] 1mpa y -00000013 a o |
Mg t Nyfmber  Status Tithe Owner Servica Con... Impact Value
@ 5vCc.00000002 MNotApproved  OfficeSystem System A_. n 1,000,000,000

Click the Service Contract icon [y to

see a list of related service contracts.

Matz hing Records: 1 records

Totak 1,000,000,000
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<How to use the screen>
+ Click the [x] button to close the screen.
* Click the header field name to sort the records by ascending or descending order.

Drag and drop the header field names to change the order of each field column.

Caution
® When using Google Chrome or Safari as your browser, the width of borders next to the [Impact

Value] on the Impact Display screen appears somewhat reduced.

® The occurrence of errors when the Impact icon [] is clicked likely indicates an error in the
LMIS_ExploreSetting configuration file. Edit the configuration file, and then display the impact
analysis again.
Refer to the " LMIS on cloud 2> 7445 L—23 >4 4 K" for more information on
configuration files.
(Making a change to a configuration file can affect the entire organization. Only system
administrators should edit configuration files. Additionally, configuration files should be backed

up before they are changed.)

Click the Service Contract icon ¥ to display a screen showing a list of related service
contracts.
The [Related Account] fields in the list represent accounts that can be affected.

This helps you know the scope of impact caused by the failure.

® | Display Related Information
Click the Management Click the .‘ icon to update the
Number link to display related information for the selected
the record detail screen. record.
|I| Impa oflx
Man Status Owner Service Con.... Impact Value
@ svc-ooopoon  Approved SNVC System A 20,000,000
Matching Records: 1 records Total: 20,000,000

<How to use the screen>
+ Click the [x] button to close the screen.
+ Click the header field name to sort the records by ascending or descending order.
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Drag and drop the header field names to change the order of each field column.
* Impact value
A service record or service contract record has the [Number of Users], [Service Unit Price],
and [Billing Amount] fields in the [Impact Information] section.
When you fill in [Number of Users] and [Service Unit Price], [Billing Amount] is automatically
populated with the product of the two values.

This value is used as [Impact Value] in the impact display.

*Example of a definition screen for the following scenario
Number of Users (100) x Service Unit Price (1,000) = Billing Amount (100,000), which is the

impact value

¥ Impact Information
Number of Users 100 Service Unit Price 1.000

Billing Amount 100,000 Evaluation Expression ox_exp_chargeAmount__¢

If a service has related service contracts, the impact value of the service is the total of the
impact values of the related service contracts. If a service has no related service contract,
the impact value of the service is the billing amount set for the service.

The hardware, software, network, and incident records related to the service have the same

impact value as that of the service.

<Example 1>
In this example, the threshold is 100,000 and the service has related service contracts.
The total of the billing amounts of the service contracts is used as the impact value of the

service. The service and its related records change to the impact display.

Object Billing Amount Impact Value

Service 50,000 80,000 (Related service contract A) +
40,000 (Related service contract B) =
120,000 *Impact display

Related service contract A 80,000 80,000
Related service contract B 40,000 40,000
Related Hardware - 120,000 *Impact display
Related software - 120,000 *Impact display
Related incident - 120,000 *Impact display
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<Example 2>
In this example, the threshold is 100,000 and the service has related service contracts.
The total of the billing amounts of the service contracts is used as the impact value of the

service. The service and its related records do not change to the impact display.

Object Billing Amount Impact Value
Service 120,000 50,000 (Related service contract A) +
30,000 (Related service contract B) =
80,000 *No impact display

Related service contract A 50,000 50,000

Related service contract B 30,000 30,000

Related Hardware - 80,000 *No impact display

Related software - 80,000 *No impact display

Related incident - 80,000 *No impact display
Caution

To enable the impact display, the system calculates an impact value from services within
three levels (that is, digging down to up to the grandchild record).

When a service has related services, the total of the billing amounts of the services within
three levels is compared with the threshold. The service changes to the impact display when

the total billing amount exceeds the threshold.
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The following figure illustrates the impact display result when "Service A" (parent record)

has related services in four levels.

<AHBIQAOON%

Service | | Hardware | | Software |

s EEEEEEEEEEEEEEEEEy
The scope of services that are
./—. calculated for the impact value of
Service A

First level
Billing amount = 20,000
Total impact value = 110,000

NotApproved] T~
Second level (child record)

Billing amount = 50,000

'.---------

—

*

E;.

Third level (grandchild record)
Billing amount = 40,000

‘

Fourth level
Billing amount = 1,000

The following figure illustrates the impact report of "Service A".

Impact display - SVC-00000002 S1E
:_Mlmagcm‘t N:Ir.bﬂ Status Titie Owner Service Con_.. Impact Value -
I @ sc.0000000;  MotApproved  Service A System A 20,000

@ 5/C.00000003  MotApproved  serviceB % 0. £0,000
| @ 5.C.00000004 NotApproved servkeC winE 0. n 40,000
mw Records: 3 records Totat 110,000 |
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Appendix.8.3 Changing the Screen Settings

The settings for the "Relational Explorer" screen and the "Record Search" screen can be

changed. This section explains the setting items and procedure.

Caution
Cookies must be turned on to save the settings.

€ "Relational Explorer" screen settings

1. Click the explorer settings icon ™ in the Relational Explorer menu to open the

settings screen.

«, Explorer Settings ><

~ Window Display Method

Display Related Information
Inside Window

#| Hide Abandoned

~ Display Text Inside Mode
Display Status |+

Initial display
ZOOM

100%
Meighbor

Display Limit
Detziled Display Object Settings

L

Apply Set as Default

The following setting items may be changed.

* Window Display Method
Select whether to open a new window or to open a child window inside the current window
when the "Relational Explorer" screen is displayed. You can also select whether to display
abandoned Configuration Information.

» Display Text Inside Node
You can set whether to display the status on the node.

+ Initial display zoom
Specify the display zoom level when the chart is initially displayed.

* Neighbor Display Limit
The scope of the records displayed in the Related Information Explorer screen can be
restricted by the degree of the neighbors. The value can be set from 1 to 5 or ALL, with 1

displaying only those records that are directly connected.
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» Detailed Display Object Settings
The Relational Explorer Display Settings screen is used to configure which objects to
display and advanced settings for each object.
For example, the following describes how to add the network object to the configuration
management process. Each number in the following figure shows the corresponding step
in the description.

*For this example, step 2 does not need to be performed.

2. Click either of the following after changing the setting details.
[Apply] button: Enable the setting only when in use. The setting will revert to the default value
upon the next login.
[Set as Default] button: Use the same setting from the next login as well. Settings are saved
for each user.
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Configuring Settings on the Relational Explorer Display Settings Screen

(1)
(2)

3)

(4)

(5)
(6)

@ Relational Explorer Display Settings

»> Return to Relational Explorer

| Personal Settings

| Save Setfings | Restore Previous Settings | Restore Default Settings

Undisplayed Object

Display Object

User 4 ||[Event Management
Contact — |Incident Management ~
Account i Problem Management
Approver » Change Management
Information —— |Release Management
Notify ¥ ||Service
Due Date ~ |Hardware
Provider Software v
Task(LMIS) Document(LMIS)
10Displays objects

Object to be Set

Display Objects Screen

|Event Management

|Displays on the Process Information v|

Undisplayed Relation

Display Relation

Related Object:N:N Relation
Problem Management:Related Event

b
% |Incident Management:Related Event

Event Management:Related Event
Document(LMIS):Related Event
Change Management:Related Event

Event Management:Related Hardware

Event Management:Related Software

I

: Event Management:Related Service
Node Title Subject v

Node Status | Sgatys

'

Node Category| Event Category

W

E
Object Icon

Conditional Icon

Add |Accept email address

v|[Matches ~|
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Select the type of the settings that you want to configure.

The available options are [Organizational Settings] and [Personal Settings].

*The [Type of Settings] pull-down list appears only for administrators. This procedure
is intended only for administrators.

*[Personal Settings] have priority over [Organizational Settings].

*Click [Return to the Relational Explorer] to return to the Relational Explorer screen.

@ Relational Explorer Display Settings

>> Return to Relational Explorer

I Personal Settings “ | Kave Settings | Restore Previous Settings | Restore Default Settings

(2)

Configure which objects to display and which ones to hide.

Select the objects you want to display in the [Undisplayed Object] list and click the
right arrow button to add them to the [Display Object] list. In this example, the network
object is added to the list.

*The objects in the [Display Object] list appear on the Relational Explorer in the order

in which they appear in the list from top to bottom.

Undisplayed Object Display Object
User ¢ | Incident Management -
Contact —'|Problem Management
Account # || Change Management
Approver == Helease Management
Automatic Release Management * | senvice
Motify § |Hardware
Due Date — | Software
Provider DocumentiLMIS)
Task(LMIS) -
10Displays objects

Configure which related objects to display for each object.

From the [Object to be Set] pull-down list, select the object for which you want to
configure related objects to display. From the [Display Objects Screen] pull-down list,
select either [Displays on the Process Information screen] or [Displays on the
Configuration Management Information screen].

Next, configure which relations to display by using the [Undisplayed Relation] and
[Display Relation] lists.

This example configures all relations related to the network object to be displayed on

the Configuration Management Information screen.
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Object to be Set
Network

Display Objects Screen
v Displays on the Configuration Manac

Undisplayed Relation
Related Object:N:M Relation

|pisplay Relation
& | Service:Network Segment
Hardware:Metwork Segment
Metwork:Related Hardware
Metwork:FHelated Metwork

(4) For the object selected in step (3),

use the pull-down lists to configure which fields to display on the node text labels,

search results, and Detailed Help Tip screen.

*This step does not need to be performed if no changes are desired.

ode Subject v
Node Status Status ¥
Node Category | Event Category b

(5) For the object selected in step (3),

change icons used for the displayed objects.

*This step does not need to be performed if you do not want to change object icons.

In Object Icon, click the [Settings] button.

*To delete configured icons, click the [Delete] button.

Object Icon Settings,IDeIete|

The Icon Settings screen appears.

From the pull-down list, select a document folder where icons are located. From the

preview list of the icons, click the [Document Name] of the icon that you want.
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Icon Settings

LMIS EFaxsh v

Document Name Preview

LMIS RELEX Documentlcon

LI5S RELEX Hardwarelcon

LMIS RELEX HardwarelconMobile

LIS RELEX HardwarelconMNIT

LMIS RELEX HardwarelconMetwork

LIS RELEX HardwarelconOther

PEEIEC€CE

I LMIS RELEX HardwarelconPC I

(6) For the object selected in step (3), configure conditions to determine which icon to
display.
*This step does not need to be performed if you do not want to configure different

object icons to be displayed depending on conditions.

In [Conditional Icon], enter a condition, and click the [Settings] button.

Conditional lcon
Add |Accept email address V||Malr.hes V|| Settings

The Icon Settings screen appears.

From the pull-down list, select a document folder where icons are located. From the

preview list of the icons, click the [Document Name] of the icon that you want.
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PALASE X

LMIS FHa b v
[EaP Juba-

LMIS RELEX Diocumentlcon

LMIS RELEX Hardwarelcon

LMIS RELEX HardwarelconMabile

£CE

LMIS RELEX HardwarelconMIT

o7
o
]

LiIE RELEX Hardwarel contetwork

LiIE RELEX Hardwarel conOther

§
J

LMIS RELEX HardwarelconPC

*To add more conditions, click the [Add] button.

(7) Click the [Save Settings] button to save the settings.
*Click the [Restore Previous Settings] button to restore the previously saved settings.
If no settings have been previously saved, this restores the default settings.
*When you set [Type of Settings] to [Organizational Settings], clicking the [Restore
Default Settings] button restores the LMIS default settings.
When you set saving destination to [Personal Settings], clicking the [Restore Default
Settings] button restores the organizational default settings.
To apply restored settings, click the [Restore Default Settings] and then click the
[Save Settings] button.
*The [Type of Settings] pull-down list appears only for administrators.

@ Relational Explorer Display Settings

»> Return to Relational Explorer

| Personal Settings VI Save Settings IReslore Previous Settings | Restore Default Settings

The network node is added.
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The following figures illustrate how the displayed information changes before and

after the changes.

Before changes

l Service | | Hardware I Software | | Document(LmIS) |
Not Approved
1 |
PROO1
Not Approved

After changes

L Service

“m‘f»‘
=

This completes the procedure to change Related Information Explorer display

settings.

€ "Record Search" screen settings

1.

Click the Search Target Object Settings icon ™ in the Record Search menu to open
the settings screen.

The following setting items may be changed.
» Search Target Object Settings
You can select the search target object to only search for a particular object (you cannot

remove all objects from the search).

Click either of the following after changing the setting details.
[Apply] button: Enable the setting only when in use. The setting will revert to the default value
upon the next login.

[Set as Default] button: Use the same setting for each user from the next login as well.
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€ Other

The following settings can be made using the icons in the Relational Explorer menu.

% Display magnification settings
Manually set the display magnification.

s Display full page

Enlarge or reduce the chart display to match the width and height of the window.

I"-'j Update with latest information

Retrieve the record information again to update the chart display contents.
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Appendix.9 Calendar Registration

Response deadlines and other tasks can also be registered in the calendar.
This allows you to use it as a reminder for response deadlines or to easily manage schedules that

take response deadlines and end dates into account.

To make a calendar registration, click the [Calendar Registration] button or use the settings file

prepared in advance to register an item automatically in the calendar.

For details on how to perform automatic calendar registration, refer to the "LMIS on cloud 7> 7
1 TL—3287 R

The following example registers an item in the calendar by clicking on the [Calendar Registration]

button.

Appendix.9.1 Calendar Registration Button

(1) Open the record's detail screen or the Create New screen to register a record in the
Calendar.

(2) Click the [Calendar Registration] button.
The following dialog (graphic below) is displayed.

Select the content to register in the Calendar and click the [OK] button.

Select the content to register in the calendar.

Ihwestization Start Date and Time |L]

Ihwestization Start Date and Time
Feceived Date and Time
Primary Answer Deadline
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Appendix.9.2 User Calendar Display

Items that are registered using the Calendar Registration button are registered to your Calendar.
The following explains how to display the User Calendar.
(For more details about how to use the automatic calendar registration function, refer to
"Appendix.9.3 Public Calendar Display".)
(1) Confirm the registered action.
Click the [Single User View] button on the [Home] tab.

€ July 2015 »
Sun Mon Tue Wed Thu Fri Sat
M 02 03 04
0s 06 OF 03 09 10 N
12 13 14 15 16 17 13
19 20 21 22 23 24 25
26 27 28 29 30 B

:FT 22)(=] [1](7]05]

(2) Your Calendar is displayed.

A Calendar for Smith John - Month View Printable View | Help for this Page &3
\ Change] [Share My Calendar]
Ez =] F m July, 2015 |4 * [=] This Month I Busy | Out of Office
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
28 + 20 + 30 + 1 + |2 + 3 + 4 +
=
a
5]
z
5 + 6 + |z + |2 + |3 + 10 + H +
=
a
-]
z
12 + 13 + 14 + 15 + 16 + 17 + 18 +
=
[
@
z
19 + 20 + 2 + + | + 2 + 25 +
-
¥
a
z
26 + |27 + 28 + 20 + 30 + +\1 +
5:52-9:52
= Received Date and
9 Time
S INC-00000021

* An alert is displayed on the registered date.

For more details, refer to the Salesforce User Guide.

* About Calendar sharing

To share a Calendar with another user, select the user to share with in the multi-user

Calendar &] (For more details, refer to the Salesforce User Guide.)
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Information registered with the automatic calendar registration function can be confirmed in

the Public Calendar.
The following explains how to display the Public Calendar.

(For more details about how to use the Calendar registration button, refer to "Appendix.9.2

User Calendar Display".)
(1) Click the [Single User View] button on the [Home] tab.

€ July 2015 »
Sun Mon Tue Wed Thu Fri Sat
M 02 03 04
0s 06 OF 03 09 10 N
12 13 14 15 16 17 13
19 20 21 22 23 24 25
26 27 28 29 30 B

iffgé ][ 7]051]

(2) Click the [Change] button.

Calendar for Smith John - Month View
L] [Chanagel Y[Share My Calendar]

(3) Select [Public Calendars & Resources] as the Search within, search for and click the

public calendar to display.

@ Select a Calendar ~ salesforce.com - Developer Edition - Mozilla Firefox

‘ @ https://ap.salesforce.com/_ui/common/data/LookupPage?lkfm=swt8lknm=cal&lktp=023

)

I 4 Lookup
Search within Public Calendars & Resources »  Search.. Go!
“fou can use "* as a WiCarg AT T e OV e YU Search resulis.

Search Results

Maitie Type

J Public Calendar Public Calendar
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RLZ-00000005

Calendar for Public Calendar - Month View Printable View | Help for this Page &
] [Change] [Backto My Calendar]
2 [2zl= 117 151 July, 2015 |+ » =] This Month IBusy JOut of Office
Sunday Tuesday Wednesday Thursday Friday Saturday
28 + + (30 + |1 + (2 + (3 + 4 +
=2
@
-1
=
5 + & + 7 + 8 + 9 + 10 + 1 +
&
=1}
@
z
12 + 13 14 + |15 + 16 + |17 + 18 +
x
&
=¥]
z
19 + 20 2 + 22 prx] + 24 4+ 25 -
X
-}
=1}
=
26 + 27 28 + + /30 +\ 31 + 1 +
15:29 - 15:29
Received Date and
o3 Time:Module for
= Sales
e Management
System has been
released. :
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Appendix.10 Send an Email Using the Activity
History

From the activity history that appears in the following process records, you can create an email
message composed from the process record update and send it to LMIS users, contacts, and fixed
email addresses.
® Event Management
Incident Management
Problem Management
Change Management
Release Management
FAQ Management
Task(LMIS)

Depending on configured settings, this function can be used from two send screens with the
following features:
® Standard send screen of activity history

» You must specify one contact as a recipient.

» Existing documents can be attached.

» The send preview function can be used.

» Supports HTML email and email templates.

» Attached files are not stored in the activity history.

® Extended send screen of activity history
» You can specify multiple contacts as recipients.

» Attached files are stored in the activity history.
For both screens, you can use a configuration file to specify the default values for the recipient, CC,
BCC, and subject fields as well as the message content. By doing so, the fields and message are

automatically populated with the default values.

Refer to the " LMIS on cloud ##Y—)L# 4 k" for more information on using screens and

configuring default values.
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Appendix.10.1 How to Use (Standard Send Screen)

This section describes how to send email from the standard send screen of activity history.

(1) Open the detail screen of a record to send an Email and click the [Send Email*] button in

the Activity History.

Incident Management
€1 INC-00000083
Customize Page | Edit Layout | Printable View | Help for this Page &
Incident Management History [5+] || Activity History [0] || Open Activities [07 | Approval History 101 | Motes & Aftachments [0] | Related Notification [1] | Related Task [01 |

Activity History Log a Call| | Mail Merge | | Send Email* Activity History Help (2

No records to display

Relational Explorer | | FAQ Registration

Corrective
m - - - CI OSE
Measure

(2) Enter the required information in the displayed send Email screen and click the Send

Send | | {:lect Template | | Attach File | | Check Spelling | | Cancel
Edit Email 1 = Required Information
Email  Text-Only [ Switch to HTML ]
Format
From | “Srith John <inis erelish@sample.com? =
To  toaddress@samplecor G4
Related  Tncident Managzement - INC-00000021 Q)
To
Additional | yjg anglish@sample com ay
To:
BCC: @

Sublect  |LIMIS Ermail Notificatior[ING-00000021 Password issusd]
Body  Dearx,

I notify that your new password has been issued

Password: X000000X

Bestregards,
John Smith
Send | | Select Template | | Attach File | | Check Spelling | | Cancel
Attachments jAttach FRe,

no attachments
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The following table lists fields that you specify:

Entry field

Description

Email format

Select the email format (text or HTML).

Sender Select the sender.
This can be selected when the organization addresses have been
registered.

Recipient Select a contact.

Relation Set a record with which the activity history is registered.
The default values can be used without changes.

Additional Specify TO recipients by typing the addresses or by selecting from

recipients the LMIS users.

CcC Specify CC recipients by typing the addresses or by selecting from
the LMIS users.

BCC Specify BCC recipients by typing the addresses or by selecting from
the LMIS users.

Subject Enter the subject of the email.
This can be set by using a template.

Body Enter the body of the email.

This can be set by using a template.

Attachment file

S Select attachment files.

Sent attachment files are not stored in LMIS.

The content of the sent Email is added to the record's Activity History.

Notes & Attachments [01

Incident Management

1, INC-00000021

« Back to List: Incident Managements

Customize Page | Printable View | Help for this Page 9

Activity History [1] Related Notification [1] Related Task[o] Related Incident [01 Related Problem [01 Related Change [01

Activity History

Action Subject

Edit | Del Email: LMIS Email Motification[INC-00000021:Password issued v~ 2015/07/31 Smith John  2015/07/31 9:45

Log a Call Mail Merge Send an Email | | View All Activity History Help (?

Name Task Due Date Assigned To Last Modified Date/Time

Guide

m ’ ’ ’

The incident has been registered.

The incidentis in the open state.

Check the incident details and start the investigation.

To start the investigation, press the [Investigation Stari] button.
To assign the investigation work, register a Task.

¥ Basic Information
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Appendix.10.2 How to Use (Extended Send Screen)

This section describes how to send emails from the extended send screen of activity history.

(1) Open the detail screen of a record to send an Email and click the [Send Email] button in

the Activity History.

(@) INC-00000013

« Back to List: Users
Activity History [0] || Ineident Management History [S+] | Noles & Attechments [a] | Related Notification [21 | Related Task[a] | Relsted Incident[0] | Related Problem (0] | Releted Change [01 | Relsted FAQ O] |

Incident Management Customize Page | Edit Layout | Printable View | Help for this Page &

Activity History Log a Call| | Mail Mergs | | Send Email Actiity History Help

No records to display

2

m ) ) . CIOSE
Measure

Guide  The incident has been registered
The incident is in the open state.

(2) Enter the required information in the displayed send Email screen and click the Send

button.

% Send Email Message

Edit Email Send Cancel

Sender | "SystemAdmin"<example@exa.ex>

Recipient |example@example

cc

BCC

Select Template
Subject | mailNotification[INC-00000013]
Body |Hello.
This is an incident status notification email.
This is to notify you about
incident number: inc-00000013
lincidentAl.

Incident progress: Cpen

Inquiries regarding this incident should be addressed to here

The following table lists fields that you specify:

Entry field Description

Sender Select the sender.
This can be selected when the organization addresses have been

registered.

Recipient Specify TO recipients by typing the addresses or by selecting from

the LMIS users and contacts.

CcC Specify CC recipients by typing the addresses or by selecting from

the LMIS users and contacts. *
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Entry field Description

BCC Specify BCC recipients by typing the addresses or by selecting
from the LMIS users and contacts. *

Subject Enter the subject of the email.
This can be set automatically by using a template.

Body Enter the body of the email.
This can be set automatically by using a template.

Attachment Select attachment files.

files

*To select Recipient,

» Click on the Y icon on the right side of [Recipient].

CC and BCC, a delegated email address lookup can be used.

Recipient
£ @
=)
» The email address lookup screen is displayed.
Make a selection as explained below and click [Save] button.
@ Email Address Lookup - Google Chrome = O et

8 https://smoc.ap2.visual.force.com/apex/ox_p

age_selectAddress

Email Address Lookup

Only a user or contact's registered email addr,
display ;| Contact ¥ User

Execute search and add to the destination.
Test User

Add or remove destination

Select the search results, and then click on
the oo button to add.

If wrong destination is specified, select the
destination and then click on

the | £ | button to remove.

Save

Search

5 will be displayed in the box bel

>

=

o

i

=

>

=

Test User

Cancel

Destination Search
Specify the user or contact and you
can search the destination by entering

the hame (or a part of it).

CcC:

BCC:
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(3) The content of the sent Email is added to the record's Activity History.

Incident Management

e} INC-00000013

« Back to List: Users
Acthvity History [1]

| Incident Management History [5+] | Notes & Attachmentsjo] | Related

121 | Related Taskjo] | Related Incident (0]

Customize Page | Edit Layout | Printable \iew | Help for this Page @

| Related Problem ja1 | Related Change 0] | Related FAQ (O |

Activity History
Action  Subject

Edit| Del 01/28/2016 10:30:48

Log a Call | Mail Merge | | View All| | Send Email

Task
v 1028/2016

Name Due Date

Acthity History Help (2

Last Modified Date/Time
1/28/2016 10:30 AM

Assigned To
SystemAdmin

Guide

The incident has been registered.
The incidentis in the open state

I [rwmtiqatiﬂn] .

Close

l measure S
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Appendix.11 Managing Attachment Files

Attachment files can be used in information and incidents in the Self Service Portal. This

section explains how to set the file attachments to Published and Not Published.

The following objects can use the Published, Not Published function for file attachments.
® FAQ Management
® Incident Management
® Activities (To Do)
°

Information

Appendix.11.1 Publishing and Unpublishing Attachment Files

This section describes the procedure used by incident creators to attach files to incidents and
share them with other Self Service Portal users.

1. Attach files to an incident.

Tncident Management
@) INC-00000012

Customize Page | Edit Layout | Printable Views | Help for this Page &)
« Back to List: Users

Incident Management History [5+] || Motes & Attachments [1] || Related Notification [5] | Relaled Task[0] | Related Incident 0] | Related Problem (o] | Related Change 0] | Related FAQ O] |
Notes & Attachments MNew Note | | Attach File | | View All Motes & Attachments Help (7
Action Type Title Last Modified Created By
Edit| View | Del Attachment trace log.tat 2016M1/07 16:56 Administrator

2. Alist of attachment files appears in the [File setting for Self service] section when the

lower part of the screen is displayed.

¥ System Information

Created By  SiteUser, 2016/11/07 16:38 Last Modified By ~ Administrator, 2016/11/07 16:40
File setting for Self service
Subject Read Time limit Operation
frace log.txt [2017/0215 16:59 12016/11/07 16:59 ] Publish

3. Specify the Read Time limit and click [Publish].
The file is published and can be viewed on the Self Service Portal for the duration of the file

access period.

w System Information

Created By  SitelUser, 2016/11/07 16:38 Last Modified By  Administrator, 2016/11/07 16:40
File setting for Self service
Subject Read Time limit Operation
trace log txt 2017/02M15 16:59 Unpublish

Click [Unpublish] if the file is accidentally published.
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