IT Service Management (ITSM)
Software & Ticketing Tools



ITSM Tools:

» BMC Remedy
= bmce

> JIRA

> Snowflakes ,etc....




JIRA

The word JIRAIs derived from the Japanese word 'Gojira’,
meaning Godzilla.

The software is based on agile methodology.

If you're wondering what is jira used for,
the answer is multiple purposes —
dbug tracking,

dissue tracking,

dand project management.




What is Jira Ticketing System?

» Jira is a powerful project management tool .
> It is widely used in the software development industry.

> It allows teams to efficiently track tasks and issues,
collaborate on projects, and communicate effectively to
streamline workflow and increase productivity.

> With Jira, teams can customize workflows, automate
repetitive tasks, and track project progress in real-time.




JIRA

4 Jira Service Management  ceatures Pricing  Resources  Enterprise n

‘ Cloud . Data Center

Plans and pricing

How many agents do you have? 3

Billing cycle: Monthly () Annuel

Free Standard Premium Enterprise
so szo $ 40 Billed annually.
Switch the Billing
cycle to Annual to
Always free per agent (average) per agent (average) view Enterprise
for 3 agents $60 a month $120 a month pricing.

Start trial ‘ Start trial ‘ ‘ Contact sales




JIRA

General Add existing request type
lcon Request name Issue type Description (Optional) Actions
= B e -
- Licensing and billing Support Choose this if you have questions Edit groups 1 X
- about licensing or billing.
questions 9 9 Edit fields
‘ Product trial Support Trying out our product and want Edit groups 1
- more information? Select this and
queshions ; Edit fields
we'll be happy to answer your
questions.
O Other questions E Support Don't see what you're looking for? Edit groups 1 X
Select this option and we'll help you ;
Edit fields
out.
i Report a bug B sug Tell us the problems you're Edit groups 1 X
experiencing.
2 Edit fields
a Suggest a new New Featu,., Let us know your idea for a new Edit groups 1 X
feature,

feature Edit fields




SLAs

Time to resolution
-93:45 © within 4h &

. Time to first response
-89:45 © within 8h &

Assignee: @

Assign to me v X
Reporter: Q Margaret Two

Request participants: None

Organizations: None
Votes: 0
Watchers: 0 Start watching this

issue




JIRA

Time to resolution
Time to first response

4+ New Metric

New Metric

Name:

Time to resolution by big dient v

Time will be measured between the Start and Stop conditions below.

Start Pause on Stop
Begin counting time when Time is not counted during Finish counting time when
Please select at least one condition Please select at least one conditi
Search Q|
Search Q LJ dtdlus: Keupeneu x Search
[ Assignee: From Unassigned |~ D1 Status: Pencing [J Comment: By Customer
[0 Assignee: To Unassigned U Status: Closed [J Comment: For Customers
Ci-Assignee: Changed [ status: Escalated 4 Resolution: Set
[J Comment: By Customer 0 Status: Canceled O Resolution: Cleared
[0 Comment: For Customers L Status: In Progress [J Entered Status: Reopened
[ 1ssue Created L Status: Resolved [ entered Status: Pending
: [ status: Work in progress :
[J Resolution: Set prog [ entered Status: Closed -
O Resolution: Cleared O status: Done v O Entered Status: Escalated
[ SR SR P [C]_Entaend Seatie: Canealad

o
@




JIRA

i3 ' Jira  Yourwork Projects~ Filters~ Dashboards v People v Plans~ Apps v Q Search * 0 1
E Teams in Space Board Release oo
Classic software project
[111]] Sensm: ¥ i o Q  QuickFilters ~
Board
? Roadmap TODO 5 IN PROGRESS & CODE REVIEW 2 DONE &
E Backlog Engage Jupiter Express for Requesting available flights Register with the Mars Homepage footer uses an
outer solar system travel is now taking > 5 seconds Ministry of Revenue inline style - should use a class
D Active sprints
SPACE TRAVEL PARTNERS. [SEESPACEEZ PLUS
&2 Reports BA s 115-25 \e DA 3 ns-s @ QA 3 TIS-11 8 Aa TI‘.'-bSO
@ Issues Create 90 day plans for all Engage Saturn Shuttle Lines Draft network plan for Mars Engage JetShuttle
departments in the Mars Office for group tours Office SpaceWays for travel
8) ‘Components
&5 Releases n@ 9 T15-12 BA a ns-1s @ BA s T1S-15 ‘ OA s 11523 .
E Project pages ¢
Engage Saturn's Rings Resort Establish a catering vendor Engage Saturn Shuttle Lines
: : : for group tours
D Add item as a preferred provider to provide meal service group
SPACE TRAVEL PARTNERS.
£} Project settings oA s ris-17 @ QA a ns-15 @ T ns-15

Enable Speedy SpaceCraft
as the preferred

Engage Saturn Shuttie Lines
for group tours

Establish a catering vendor
to provide meal service




BMC Remedy

Registering the form fields for the

application

CHG Infrastructure Change on cim-aus-012465 in application Remedy Change Management (Unmodified)

BMC REMEDY 1T SERVICE MANAGEMENT hange Managemen

Infra structur

You 30 not Rave permin sion 10 modity this Leket

Qute Information
Schodund Stan Dates

z @ Echedied EndDater
1£ Actusl Siart Dates
Actal End Dates
Completed Date

E——
Earbest St Dote (—

|

|

[

¢clecle ¢

Fequetted End Dates
Twwng Reason
Time Soent Resotvng Change Request m

@

B ——————————rY |

1 << | Werk Detail | Categoraation | Tasks ~ Relabonships | Date/System

=

Field - Scheduled End Date (Unmodified)
Pesmessions

Ovetay Type: [ Mo Overey | St Pumesions|

Othen

Ovetey Type Mo Overtey |




BMC Remedy

I — )
=3 _ _ . - —=|
- )

i i |

g @ Yow Blooddiast r | You do not have permission to modify this ticket, %

i E — i
e Change 1D+ [ I<j] Work Detail ICategomnon | Tasks | Relationships [Date/Syﬂemn
. o Coordnaics G > | - Date Information
g s e iScha:ueds:atDw ’ gj & B

y  Broadcat Changs Change . v = =
v o [ _ AR Schedued End Dates ‘ 8y
,# = Change Location | e Actual Start Dates { =11
3 Create Relationshipto = || | [ o x| || Actusl End Date+ ' 3} e
2\ Services ° l _._J R S
b reste Halated Raque ’a - ) Comabledode I a:
Template+ [ - 1
W Eroces Overnew - - k Earbest Stat Date rf e |
. Summary® [ = =
N Select (osunonsd — Requested Start Dates | 3
By  Salect Opaustons Notes [ = . -_..I
I Select Produc ‘ Requested Erd Date+ | %
: " Timg Reason ’ -
®  Heguested Fox ' [ ~
- : Class® [Noem =zl Time Spent Resolving Change Request _View Tack Date | & =
m Yiesy Calondas Changs Reason ( _'J Start Tirme [ 8| Yot Clack
Target Date [ )] End Time ] = EJ Stop Clock
Impact* |4 Mince /L ocsized _'_J Time Spert (mn) [0 _;- Update Effost Log!
e I B |, E | [
Proty [.;, _vJ :y.mn Inform ation _.J
Al | w - o ubmitter® wseRs =
vew o ot Mklet i S e —]
Impacted Areas O0o Not Axcheve
Wanage Cs Status® l w2
- RS e - e 1= M




BMC Remedy

Field Mapping in SRD

E—T : Work Detad _ Categorization Tesks Relationshps | Date/System |
lllllg! bertl oot o e r Pric A . M. lnfm’mltion

Coordinator Group®= IFromoffvoe Support _:J Scheduled Start Dates f@ g
Change Coordinators l _j.I Scheduled End Date~ 11/30/2015 6:08:00 PM = |

| Change Location |Headauarters, Buiking 1.31 | [2] A ol
= [ L] : — ) | ActualEnd Date~ | EJ ';]

| Q\ Compieted Date I :

Template~ | Earfest Start Date [1/1/2018 3:30:00 AM o
Summary* lDatc Iapping Change Request ﬂ Requested Start Date« | T EJ
Notes l = Requested End Date+ | o

> < Timng Reason I - I
Class® Normal x.;.l Time Spent Resolving Change Request _View Task Date |
—— = Star Tine [ 3 _swncea|
- _sepcoes|




BMC Remedy

Request Service
( —

* Al Categories

My Requests

Show l Open and dra
o[ 1ex]
Test SRD

Request ID:
— Submitted:

For:

Status:

s
@
§
&
i

g .

Change Request with Scheduled Start Date Test SRD
RequestID: Rl
- Description: Submitted: U
Change Request with Scheduled Start Date For: Al
Status: Ir
Price:

One Time: 0.00 USD Re

Test SRD
Request ID:
Submitted:
For:
Status:

s Add to Favortes | labm;\fg}_”

P open




BMC Remedy

v'Change Request
v'Service Request

v'Incidents




Change Request CRQ

> In ITSM a change is defined as the addition, modification, or removal of anything that
could have an effect on IT services. Change management is the process responsible for
managing and controlling the lifecycle of all changes. This includes requesting changes.

> The scope of change requests includes changes to IT applications, networks, servers,
desktops, laptops, tools, architectures, processes, organizational structures, and operating
instructions. The change management process includes requesting a change, and the
recording, reviewing and approving of the change request.

What is a change request?

> A change request is a formal request for a change to be made. The change
request includes details of the proposed change. A change request is also
known as a request for change or an RFC. Any request for change can be
recorded on paper or digitally.




Change Request CRQ

Types of changes

Changes can be emergency, standard, or normal.




Change Request CRQ

* An emergency change is one where the change request requires urgent approval that
cannot wait for the normal cycle of the change management process. The information
required in a change request for an emergency change is often less than what is required
in requests for non-emergency changes. Some organizations allow the written change
request to be provided after approval has been given for the change to proceed.

e A standard change is a low risk and repeatable change that has been successfully
implemented many times. It is good practice to use a change request when proposing that
a particular change should in future be classified as a standard change, as the change
request provides the full detail of what is being proposed. Once this change request has
been approved, there is no requirement to raise an RFC for subsequent implementation of
this change. In effect, it has been pre-approved.

* A normal change is a change that requires management but is not a standard or an
emergency change, hence a change request should always be raised for this type of
change.




Service requests

A service request, or work order, is a change to a service
or a request for an operational task. Requests for change
(RFCs) are not required to implement service requests.




Service requests

Service requests typically have the following characteristics:

Approval is automatically granted by the delegated authority.

The tasks are well known, documented, and proven.

Authority is effectively given in advance for the change.

The request is included as part of the service offering.

The risk is usually low and well understood.




ITIL Incident Management

Incident management is the process of identifying, analyzing, and solving any
organizational mishaps or hazards to prevent them from happening again.
The aim of incident management is to fix and clear these issues before they become
large-scale, company-wide crises.

3 Types Of Incidents That Stand Out: Is Your Help Desk Prepared?

* Major Incidents. Large-scale incidents may not come up too often, but when they do hit,
organizations need to be prepared to deal with them quickly and efficiently. ...

e Repetitive Incidents. ...

 Complex Incidents.




ITIL Incident Management

What is P1 P2 P3 P4 incidents?

> P1 — Priority 1 incident tickets (Critical)

> P2 = Priority 2 incident tickets (High)

> P3 — Priority 3 incident tickets (Moderate)
> P4 — Priority 4 incident tickets (Low)

SLA (service-level agreement ) success rate is given as percentage.
'Red' colour indicates that we have failed to. achieve SLA cut-off in that
particular period. "’




IT Service Management
(ITSM) Software & Tools
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