€D DILGENIE

A Modern Solution from Diligent Global

Simplifying IT Complexity, Empowering Every User.



http://www.diligentglobal.com/

Our jJourney

Founded in August 2010 with a focus on Management Accounting and Oil & Gas Accounting, Diligent Global has expanded its expertise across multiple sectors in both public and
private domains. Over a decade, we've successfully navigated complex projects and diverse industry challenges, all while staying true to our core values of empathy and a laser

focus on our clients' business goals. Our journey reflects growth, adaptation, and a commitment to forging lasting partnerships and achieving impactful results for our clients.

24

Diligent acquired their Diligent became Diligent was identified as Diligent became Started US Operations:
First Customer SAP Implementation ‘Most Promising SAP System Integrator to 2021
Partner Service Provider’ provide all Technology
Solutions




Our Achievements

200+ 350+ 10+ 130+ 20+ CMM Niche 6 Robust Delivery
Projects Delivered Employees Country of Happy Accelerator Level 3 Consulting Managed MEthOdOlOgy
Operations Customers Implementations centers

Across Segments
& Domains

of Excellences Delivered complex projects
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Our Services
Digital Technology Cloud

Transformation

Services Solutions Services

« Finance  Digital Strategy and  Infrastructure Services « Cloud Strategy » DiliGenie, DiliVision, -

Transformation Transformation . Application . 0365 Migration ?Dogs)ted Goods Retail
* Supply Chain  Insights and Data Development Services

IS TSAERIO » Digital Customer  Application Managed * SAP Migrations to
e Business and Experience Services Cloud

Technology : : :

: « Product Development « Testing Services « Implementing

TrenEer meEon Software as-a-Service

e HR Transformation (SaaS)
Industries

[ gl

ONC)

YT — Consumer Engineering & Healthcare Manufacturing Oil & Gas Professional Retail
Goods Construction Services
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Incident
Management

« Multi Channel
VR
« Email Template

e Self Service

Key Features of Our ITSM Solution

Request
Management

« Service Catalog
« Configurable
Catalog items &

forms

>

Change
Management

« Change
Calendar

« Change
Dependency

Problem
Management

« Endto End
Visibility- Incident
to Problem to

Change

Knowledge
Base/ KEDB

Integrated with
Incident

Management

Project
Management

« Maintain
Projects,
Tasks,

Allocations

0

Configuration
Management

« Configuration
Dependency

« Configuration
Lifecycle - EOL,
EOS
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Value Proposition

Simple and intuitive interface
for Issue Logging and Service

End Users - - — .
Request Creation. Service Engineers Helps prioritize their day

Configurable and
Scalable Admin & Maintenance

360-degree view of
Service Managers operations

Real-time integration with Monitoring,
Backup, Security. Timesheet, Project Integrations =\ Analytics
Management Tools

Comprehensive Dashboards
for Operational KPIs
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Integrations

ManageEngin@

OpManager @ Data Protector Radar

@

Project Online Gloc klfy

i)

Power Bl
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The Incident / Request Creation Methods

Our Modern ITSM Solution

s ® [ 1 Self-Service Portal

[] Self-Service Portal

\ Automated IVR

N

% o

A‘\ & Calling into
® L canvice Deck Request @ Service Desk
am Calling into Service Des Creation

Incident
Creation

g Sending an email to
/M8 Service Desk email ID

Hi,
Details of t
Incident i Cha
Incident descriptio Chat m
Application (Pick fr ) Ms
mptom (Pick fro elow) Alert / /Wi
Category ( from the list below) MS Office Tools
f d g & | t Urgency (Low, Medium, High) ||L0w
k " e n I I l a n e I I l I O Impact (Single User, Multi User) ”Single User
g Service Desk email ID
symptom Applicati ion Category
Alert / Error / W HM:'J'EETa MS Office Tools
Authenticationlssue o d int € Enterprise Application
ken/Unavailable o |pmaEremto ety

Brol navailable 1DE i
— = —




00
88

DASHBOARD

My Incidents

INCE 7L

(Fest) Basis Incid

(Test) DiiGenie

QB O & B b

(Test) rom DilGenie

&

My Requests

REQ# 1

REQI01625 Creste DL

AssignedTo 1, nding Reason

(@ Mooty

[ —

B Ko sabanaaypmon

AssignedTo 11 Pending Reason

REQI00858 Al s User ints DLAAT May

REQIO0844 New 0365 OneDiive Capabily

<&

@ oty S

Karthick Sethunarayanan =
=

27-May-202

1 Created 11

26-May-2021

12:May-202

T1-May-

End User Functionality

End User Dashboard

Eg Incidents Request,ete

Eg. Password Reset, VM Creation efc.

0365 Tips @  secuity Guidelines

Provide Feedback % Usefullinks

O TsenviceDeskEor

Announcements

P2 incidents can now be created by Users.
P2 incidents can now be crested by Users in DiiGerie. This change has been mad
faciltste Users rasing ertea incidents &

the Service Desk direct

Lucky Search Feature
Tips I the right side top search box search sing both the new DiiGenie.

reference number and a/50 the Legacy Remedy tool reference numbers.

Ticket Flow

INC102815: FSDS HAVE PROFIT CENTER ISSUE

Assigned To

gistcs Support

Service Levels - OLA Service Levels - SLA

Ticket Age

P in10tous n120ays Age
6 pie:

16-Jun-2021 09:30 M

Detaits  Tim WorkNotes  OLA/SLA

Short Description
FSDs have profit center issue.

Reporting Mode
Self Service Portal

Alterte Contact Number

Moderate/Limited

Category
Repair-Other

Applcation
SAPTM
Symptom
Report lssue
Division

Finance

Detsiled Descrption

ASSIGNED TO RESOLVER

dor Information Resolution Notes  E:

Originsl Reporting Mode
Self Service Portal

Affected User

@i

Urgency
Medium

Business Service
ERP

Assignment Grouy
GBL ERP Logistics Support

Location
Shanghai (CN) OFC

02109:30 PM Created

4

INPROGRESS

Strikes

pened on
16-Jun-2021 09:15 AM

Crested By

@omucw

Priorty
"

Service offering

Logistics Support (ERP)

Assigned to

Region

Asia

Asign To Myself

Affected User

20 16m
16-Jun-2021 09:15 AM

5 6

RESOLVED closen

) DILIGENIE

CSAT

Incident Creation

NEW INCIDENT

Short description *

Reporting Mode
Self Service Portal

Altemate Contact Number

Impact *

Symptom *

Division *

Detailed Description

Opened on
16-Jun-2021 1131 AM
Affected User *

(@) Admin Adnin

Urgency *

Business Service *

Assignment Group *
Location*

Ogencd by
Admin Adnin

pronty*

Sevice offering *

Asignedto

Region

Timeline & User Notes, Work

ASSIGNED TO Gf

Details  Timeline & UserNotes ~ WorkNotes ~ OLA/SLA  Attachments

Tuesday, 28-Sep-2021

0400 AM

Wednesday, 22 5ep 2021
orasom
o RBORT
Tuesday 21-5ep-2021
osaapu (@) rovind Kamor Durgs

t has been assign

o (@) v K urge

Status

o3pm @

Aravind Kumar Durgs

Show more.

or2ean @) @ venrcsven
Rischmert s been i
oz @) @ venreien

Related Records

Vendor Informati

Notes

NED T

on  Metrics  Resolution Notes

NEW
Details
C-Sat score: 4
L & & B B
L & & B B
L & & & &
Did the Engineer pro
L & & & B

* W & ok

NA

meline & User Notes Work Notes

How do you rate the Engineer's understan

How do you rate the overall support experience (Engineer interac

AWAITING APPROVAL

OLA / SLA Approval

How do you rate the quality of the solution provided?

g of your request?

Was the urgency and impartance of the request understood by the Engineer?
v

e continuous & detailed updates during the time, the ticket was open?

ns, Solution Pro:

Do you have any comments / suggestions for handling future interactions?

Related Records

Metries

ASSIGNED TO GROUP

Attachments

Customer Satisfaction Survey

Details  Timeline & User Notes

Work Notes

021 07:44 PM

Work Notes

ASSIGNED TO GROUP.

OLA/SLA  Attachments

(@) Aravind Kumar Durga

Contacted Nicholas, understood the issue
Changed his mabile to
sted and everything work fine

Nicholas confirmed that ticket can b closed

(@) Aravind Kumar Durga

Connected with Nicholas and checking his availability to work after Thr

Related Records

Vendor Inforn

INCIDENTS

Ticket #

Service Request Catalog

REQUEST CATALOG

Picka ctalog fram ane ofthe below or seach for yaur regues

Access Management

o "
B | e

Outiook

type

Enfancement Request

Enhancement Raquet

Procurement Request

Procurermers

On-boarding Request

Routine Request -

Qthers

Routine Reguest - Dters

Off-boarding Request
E g
SAP Routine Requests

ROUTINE REQUEST - OTHERS

Foutine Request -

Fick from one ofthe categeries bl

General Requests

Update Telephone Numbers

Us dete Tefeahare Humbers

Mallbox 0365 Migration

Msilbax 0

Desk Phone Configuration

& [

Laptop Configuration

User Notes

Assignment group

GBL M365 Support

5 Support

Assignment group 11

8L M365 Support

Vork Notes

OLA/SLA hments  Relat

Information  Metrics

Deadli

Deadline

29-Sep-202107:00 PM

Stopped on 1}

22-Sep-2

ep-2021 07:45 PM

2107:45

CLOSED

Allowed duration 1| Consumed duration 1|

3600 mins

Allowed duration 1} Consumed duration |

3600 mins

All Tickets View

53.117.137.201) s notrespondin.

JavaScrpt enabie error

Cannot update property in  new pat doc created in POM.

Microphone i not working inside Citrx

AEU Scan nterface issve

Pablo Cesar Castilo bloqueado

fer merge exchange - SMIS

Assignment Group 11

GBL Network Services Support

(GBLERP Logistics Support

GBL ER Logistcs Support

(GBL Service Desk

Americas Shap Fioor Support

station Support

(GBL Qulity & Labs Sy

Amercas Infra Support

Americas Infra Support

Floor Support

) Arvind Kumar Dhiman

)
(@) ks Resy ot

.

@@ rwionos

[ ———

@reosaonen

1l PAUSED.

/ COMPLETED

[ v coweieren ]

Il PAUSED.

/ COMPLETED / COMPLETED




DASHBOARD

My Incidents

INCE# 1] Title Tl
ML 107683 Text) Basis Incident
MC100959 Test) DiliGenie

My Requests

REQ# 1]

End User Dashboard

Assigned To

-
(§) Madhuri Reddy

]

< Karthick Sethunarayanan

3_ Karthick Sethunarayanan

Assigned To

F_ Karthick Sethunarayanan

3- Karthick Sethunarayanan

(Q) Rajesh Nadisetty

Status

B0

Pending Reason

Pending Reason

Pending User Infarm

) T N T
] 1 have a problem
Created

E.g. Incidents, Requests, &bz,
27-May-2021

ezt WM Creation, ete

m
0

i
(=
i
i
L&

-
a

s

14-May-2021

0365 Tips

Provide Feedback

Service Desk

Announcements

P2 incidents can now be created by Users,

P2 incidents can now be created by Usersin D

facilitate Uisers raifng Critecal ing dents dirsst ¥

the Service Desk direct,

Lucky Search Feature

Tip: In the right side top search box, search tickets

Security Guidelines

Useful Links

his change has Deen made 1o

e T
Only for P1, Users need to ca

wy using both the new DiliGenie

reference number and also the Legacy Remedy tool reference numbers
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Incident Creat

NEW INCIDENT

Short description *

Reporting Mode Opened on Opened By
Self Service Portal 16-Jun-2021 11:31 AM Admin Admin
Alternate Contact Number Affected User *
'1' Admin Admin b

Impact * Urgency * Priority *

Select impact b Low W
Category * Business Service Service offering *

:'.' &£1 -:-\.:I.'.".;-\.-u e I':'.' &1 hd :'.' L1 h
Application * Assignment Group " Assigned to

Select Application W Select Assignment Group hd Select user b
Symptom Location * Region

select Symptor b select Locatior b
Division "

Select Drvision L

Detailed Description

) DILIGENIE




Service Request Catalog

REQUEST CATALOG

ry P 1 ~AM Sream AN e - ~ -~rr ~ .. ) - Mt M
PICK 3 catalog from one of the below or search Tor your reguest type

Access Management Enhancement Request On-boarding Request Off-boarding Request

A 11 |\ " ~ " - -~ e -
\proarre B AAMNAMYANY s B »ARAAAS -~ " NAM 1A AHAAIMNIAN XAN are MR _.PAASINN NAN LAY
c -‘._f:.\)u.}, 30¢ IeNs chl :. \e th\-,f_'_,,':_,, @ VI s‘vj Ging REGUESt io' ~ uve ¢ing -"_".«u-'f;.

1l

Outlook Procurement Request Routine Request - Others SAP Routine Requests
Outlook Procurement Request ® Routine Request - Others SAP Routine Requests

REQUEST

£
e
e
[~

ROUTINE REQUEST - OTHERS

Routine Request - Others

Pick from one of the categories below

General Requests Mailbox 0365 Migration Desk Phone Configuration Laptop Configuration

i = 4 i i N EEE b = B - O | . E ~ s & =
izeneral Reguests _,J"_'\h VIANDOX WD ..I;.’E‘.’ oin Desk Phone Configuration @ Laptop Conhguration

o b wln o Bl basee
RQATE 1SI2PNOMNE MNUMDETS

D Update Telephone Numbers
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Ticket

Flow

GBL ERP Logistics Support

INC102815: FSDS HAVE PROFIT CENTER ISSUE

Assigned To Priority

Medium

MEWY

Details Timeline & User Notes Woaork Motes

Short Description
F5Ds have profit center issue

Reporting Mode
Self Service Portal

Alternate Contact Number

Impact
Moderate/Limited

Category
Repair-Other

Application
SAPTM

Symptom
Report Issue

Division
Finance

Detailed Description

AS5IGNED

OLA [ SLA

Service Levels - OLA

‘ In 10 Hours

16-Jun-2021 09:30 PM

Service Levels - SLA

In 12 Days

o I‘: n .I.
LT L L

Attachments

Related Records

o 4

ASSIGNED TO RESOLVER

Vendor Information Metrics Resolution Motes Escalation Strikes

Original Reporting Mode
Self Service Portal

Affected User

(@) panucu

Urgency
Medium

Business Service
ERP

Assignment Group
GBL ERP Logistics Support

Location

Shanghai (CN) OFC

28-Jun-2021 09:30 PM

IN PROGRESS

Aszign To Myself

Ticket Age Affected User
Age 2h 16m DAN LI GU
Crested  16-Jun-202109:15 AM ) +86216330201
£ lrvia gu@lyecra.com
5 &
RESOLVED CLOSED
& Update
Opened on

16-Jun-2021 09:15 AM

Created By
DAN LI GU

Pricrity
P3

Service offering
Logistics Support (ERFP)

Assigned to

) DILIGENIE




Timeline & User Notes, Work Notes

MEWA ASSIGNED TO GROUP ASSIGN

Details Timeline & User Motes Waork Motes OLA f SLA Attachments Related Records Vendor Information Metrics Resolution Notes E

Ll events W

Tuesday, 28-5ep-2021 o o

04:00 AM @ @Adm, Admin ASSIGNED TO GROL .

Wednesday, 22-5ep-2021 Details Timeline & User Notes Work Notes OLA / SLA Attachments Related Records Vendor Inforn
07:45 PM o @ Aravind Kumar Dur
1f ga
Status changed from IN PROGRESS to RESOLVED W'D I'k NﬂtES

ssue: MICROSOFT 2FA 1S5UE

> days ago @Aravind Kumar Durga
2-5ep-2021 07:44 PM

Analysis: User mebile is broke and want to update the new one

Contacted Nicholas, understood the issue
Changed his maobile to new

Tested and everything work fine

Micholas confirmed that ticket can be closed

Resolution: Updated the new number and everything works fine

Tuesday, 21-5ep-2021

03:18 PM @ @ Aravind Kumar Durga
ket edited 15 days ago (i] i
Tu-:et has been assigned to Aravind Kumar Durga 22 5':p g_"| 05:41 PM Aravind Kumar Durga

03:18 PM 69 ( i ) Aravind Kumar Durga Connected with Nicholas and checking his availability to work after 1hr.

Status changed from ASSIGNED TO RESOLVER to IN PROGRESS

Show maore
03:18 PM 69 @ Aravind Kumar Durga

Status changed from ASSIGNED TO GROUP to ASSIGNED TO RESOLVER

Show maore
01:24 AM 7 @ Venkatesh Nelli

Attach been added - Microsoft 2FA Issue.msg
01:23 AM @V&nkatesh Melli

Ticket added

) DILIGENIE




OLA/SLA Track

. - A - r wall - o p -
\ i \ € ¢ ) { ' CC
\ \

SIGNED TO GROUF SIGNED TO RESOLVEF N PROGRES RESOLVED CLOSED
Details Timeline & User Notes Work Notes OLA / SLA Attachments Related Records Vendor Information Metrics Resolution Notes Escalation Strikes Customer Satisfaction Survey

Assignment group

--a

?
| Start time 1] Deadline 1| Stoppedon 1| Allowed duration ] Br.e ;ched.

Consumed duration 7|

*-—

GBL M365 Support CLA 21-Sep-2021 01:23 AM 22-Sep-2021 02:00 PM 21-Sep-202103:18 PM 600 mins 139 mins No
v GBL M365 Support SLA 21-Sep-2021 01:23 AM 29-Sep-2021 07:00 PM 22-Sep-2021 07:45 PM 3600 mins 946 mins No
Assignment group 1) Type 1) Start time 1| Deadline 1| Stoppedon 1] Allowed duration 1| Consumed duration 7]
GBL M365 Support SLA 21-Sep-202101:23 AM 29-Sep-2021 07:00 PM 22-Sep-2021 07:45 PM 3600 mins 946 mins

DILIGENIE




NEW AWAITING ROVAL
Details Timeline & User Notes Work Notes OLA / SLA Approval Related Records

C-Sat score: 4

How do you rate the quality of the solution provided?

How do you rate the Engineer’s understanding of your request?

Was the urgency and importance of the request understood by the Engineer?

Did the Engineer provide continuous & detailed updates during the time, the ticket was open?

How do you rate the overall support experience (Engineer interactions, Solution Provided, DiliGenie)

Do you have any comments / suggestions for handling future interactions?

MA

Metrics

ASSIGNED TO GROUP

Attachments

Customer Satisfaction Survey




INCIDENTS

Ticket# 1|

INC102815

INC102810

I 5N

INC10

no
()

0

INC102802

INC102798

INC102797

Title 1|

Switch INVSIN-PBX-X1(153.117.137.201) is not respondin...

FSDs have profit center issue

FO 4000530590 / FSD 5000536186 / PO 5501121796 has ..

JavaScript enable ecror

Cannot update property in a new pdt doc created in PQM..,

Microphone is not working inside Citrix

AEU Scan interface issue

Acceso a PC de operador Pablo Cesar Castillo bloqueado ..

Habilitar sistema COMon a los operadores de control Jai...

oy

O Duplicity - after merge exchange - SM5

Assignment Group

GBL Network Services Support

GBL ERP Logrstics Support

GBL ERP Logistics Support

GBL Service Desk

Amenicas Shop Floor Support

GBL Workstation Support

GBL Quality & Labs Support

Amencas Infra Support

Amencas Infra Support

Amencas Shop Floor Support

Assigned To |

@ Arvind Kumar Dhiman

@ Rakesh Reddy Kattula

@ Gopi Chandar Biary

@ m Pablo Flores

@ Gustavo Hernandez

@ Rogerio Oliveria

All Tickets View

o

v/ COMPLETED
———m

v/ COMPLETED

| T
Jun-2021 02:39 AN

2021 09:30 oM
-
~aWe 1 VYOV VW

Jun-2021 09:30 PM

v/ COMPLETED

v/ COMPLETED

|| PAUSED

PP AANe AGSA B
28-Jun-2021 09:30 PN

|| PAUSED

o B
o

aAne A=A B
Jun-2021 07:23 PM

|| PAUSED

v/ COMPLETED
=

Jun-2021 07:01 AM

v/ COMPLETED

®

)

@

ol o N ol o BN o N o N o BN o B o il o
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Engineer / Manager Dashboard

B Dpeployed Changes 0
INC: OLA - About to breach INC: SLA - About to breach REQ: OLA - About to breach RECE: SLA - About to breach oy g
B Completed Problem Records 0
Ticket # Title Azg. Group Assigned To Status OLA SLA OLA Breaches (INC) 0
SLA Breaches (INC) o
T ch = T i A L f =T b = o
OLA Breaches (REQ) 0
—
INC102067 Bluescreen ermror GBL SCCM Support ASSIGNED TO GROUP 1B Jum-2021 0130 AM Il PAUSED SLA Breaches (REQ) 0
Reassignment Count 1
£
INC100415 Not able to Cpen Citn GBL Citrix Support ASSIGNED TO GROUP 1B S 30T B34 A Il PAUSED
Reopen Count 1]
INC102T789 Install HPQC on Citrix Servers GBL Citrix Support ASSIGNED TO GROUP 1 Tedun-2021 12411 AM _?.r._-_.a-::n 0811 B

Closed Incidents Closed Requests Deployed Changes Completed Prb Records OLA Breaches (INC) SLA Breaches (INC) OLA Breaches (REQ) SLA Breaches (REQ)

Team Performance

GEL Bl Support W

a4

Anil Rajesh Raviteja Karthick

Open Incidents 1 Open Incidents 0 Open Incidents 0 Open Incidents 0
| Open Requests 0 N Open Requests 0 B open Requests 0 N Open Requests 0
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ervice Desk / Admin Dashboard

DASHBOARD :00:: v

My Work Inflow | Closed | Open

1000
Inflow By Channels Incident By Priority Requests By Priority 200 |
b @@ N

800
S

700
800
S00
400
300
200
100

0 - 54
\‘.\Q i ~l‘\‘) ‘1\‘*‘ W

M inflow ™ Open B Ciosed

A
&
<
O
=
®
&

M Portal Email M VR L B3 P2 M P3 HP4 NP3 P4
Exceptions
IVR Email
100% (5/5) 0% (0/0)
[’b Handled: 0 Handled: 0
Incident A.I'IEII}I"“CS
SLA JOLA Top 5 Applications Top 5 Assignment Groups
100 B0 80
]
] S0 T
] 20 40
50
L] a0 30
1]
20 20 20
10
] 10 10
] P2 P3 =¥
0 1]
Crihers MERLIOM-TM.. onnestv._. Lapbtop - H SAP Fenane. GEL Senae AR Shop FlL.. GEL Wirbed | GEL MNetwor AR infra 5.
N 5LA OLA&
Top 5 Categories Top 5 Regions Last & Months
200 300 2000
180 1800
180 250 1800
140 200 1400
120 1200
L] 120 1000
&0 B0
80 00 800
20 200
Sofrware - Repair-Cth iy | Sofware - Datacase Aza MNorth Amer, Europe South Amer Middle Eas Jan Feb har Apr Dec

DILIGENIE




Approvals

APPROVALS BY ASSIGNMENT GROUP

(i Dashboard > Approvals
Ticket# 1] Title 1] Assignment Group 7| Assigned To 1] Priority 1| Created Date 1] Status 1]
Ticket # Title All b

CHG100375 (G Tool Offboarding Activity GBL Wintel Support @ Shashank Athalye n 04-May-2021 Approved

CHG100541 GPO - Configuring Default MP4 pl..  GBL Wintel Support @ Shashank Athalye [ P ] 06-May-2021 Approved

CHG100392 (Test) Change from DiliGenie in Te..  GBL M365 Support @ Karthick Sethunarayanan “ 05-May-2021 Approved

CHG100543 Windows Server Weekly Maintena..  GBL Wintel Support @ Shashank Athalye P 06-May-2021 Approved

CHG100308 Restore Backup Applications and ... GBL DBA Support @ Narsinglal Patel 3 03-May-2021 Approved APPROVALS BY USERS

@ Dashboard > Approvaks

CHG100518 Test Databases creation on server...  GBL DBA Suppert @ Ramesh Reddy V “ 06-May-2021 Approved

CHG100536 Database refrash an server WBRST GBL DBA Support @ Nagendra Akkaladevi n 06-May-2021 Approved Ticket# 1] Title 1| Assignment Group 1] Assigned To 1| Priority 1] Created Date 1| Status 1]

CHG100413 HUB traffic failover from ElkGrove ...  GBL Network Services Support @ Mohammed Patel [ o1 ] 05-May-2021 Approved Ticket # Title Al v

CHG100798 NETWORK HUB MIGRATION AT EL..  GBL Network Services Support @ Mohammed Patel n 11-May-2021 Approved  Leniac (es) Change from DilGenie GBL M36S Suppert @ Karthick Sethunarayanan n 03-May 2021 Rejcted

CHG100799 HYPERCARE WINDOW CHANGEP..  GBL Network Services Support @ Mohammed Patel “ 11-May-2021 Approved ) o )
CHG100308 Restore Backup Applicationsand ..~ GBL DBA Support @ Narsinglal Patel B 03-May-2021 Approved

{ n 2 3 45 ¥ | =B

CHG100375 (G Tool Offboarding Activity GBL Wintel Support @ shashank Athalye “ 04-May-2021 Approved
CHG100133 NETWORK HUB MIGRATION at M., GBL Netwark Services Suppart @ Mohammed Patel n 29-Apr-2021 Approved
CRG100136 HYPERCARE Window change Post..  GBL Network Services Support @ Mohammed Patel n 30-Apr-2021 Approved
CRG100322 Limit of account 1530500 be chan..  SA BR ERP Support @ Ruy Pinto £ 04-May-2021 Approved
CHG100223 Pilt Deployment of Emai templat..  GBL SCCM Support @ Vijaysekhar Naidy [ n ] 30-Aor-2021 Pending
CHG101956 Manage Engine Asset Explorer - D..  GBL Monitoring Tools Support @ Shashank Athalye n 01-Jun-2021 Approved

DILIGENIE




Analytics

Incident Analysis Service Request Analysis Major Incidents

Incident Analysis ~ Diligent Service Requests 7 Diligent Major Incidents

Current Month Previous Mo 3 Months Last 6 Months i o i ) Current Month [N TRTER vy Last 3 Months Last 6 Months ﬁ [ . ) srrent Month 3 Months Last 6 Months

Inflow Outflow Open P1 Resolved by First Call Outflow Open p2 P3 P4 First Call
Service Desk Resolution

Resolution Service Areas ® Dat
168 200 87 1 42 04 425 163 0 0 429 500

Open Incidents: Aging

Monthly Trend

Volume Open Requests: Aging

un-2021

ient Inflow 40 Volume
By Channel - By Channel

Application 1 B Request Type

——————r———
GBL Service Desk

e ——E e
pranaykumar so... isco AnyConnec... Cloud -

—
gopikrishna b
3

Email

—
Network
1

aravind durga
a0

Count of Request...
79

GBL M365 Support On boarding Distr
72 9
THH 51 MM A ) OHH51MMA.. OHH 52 MM A.
Last Refreshed

— — e =z Last Refreshed
rakesh kattula DiliGenie .7 L Diligenie Supp. arjun chatterji Add or Manage Di:
3 1

2
Q DILIGENIE @ DILIGENIE

THH5TMMA..
Last Refreshed

@ DILIGENIE

oF1

Service Levels

Service Levels

Current Month Previous Month

Incidents
Service Levels - SLA

EU Infra Support
h
rejesh nadisetty

Breached I
41 GBL M365 Support
by

GBL Service Desk
4
Jun-2021 ) Jun-2021
Service Requests
Service Levels - OLA Service Levels - SLA
Assignment Group Closed By
P2 @P3 @P4 @Targ P P3 OP4 @ get Line

EU Infra Support

Breached Requests

GBL Sccurity IAM...

GBL DBA Support
1

Jun-2021

) DILIGENIE

Problem Managemen
Problem Management
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Incident Analysis
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Major Incidents
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Service Levels
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Problem Management

Diligent Problem Management
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Change Management
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NEW PROJECT

{or Dashboard > EProjects

Short description *

Created By
3 Karthick Sethunarayanan
L

Project Type *

Select project type
Application

Select Application
Planned Start™

G5R Request Date

GSR Approval Date

Detailed Description™

Project Owner

Venkatesh Reddy PT
GBL Network Services S...

Project Management

Project Status

‘ ON TRACK

Opened on
26-MNov-2023 01:02 PM

Project Service Area

e Select Service area

Project Group *

Select Project Group

Planned End™
GSR Product Owner™

Ricef ID
Selact RICEF

Priority Project Progress

‘ HIGH

0 Out Of 0 Completed

3

PLANNED

ASSIGNED TO OWNER

DESIGN

Project Highlights

Type Project
Planned Start 24-Nov-2023
Planned End 31-Jan-2024

Estimated Efforts

° Hour

6

IN PRODUCTION

Reporting Mode
Self Service Portal

Priority *

Select priority

Project Owner

Select Lser

GSR Reference

G5R BPO

X Cancel Save
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= farhan.mubashir@diligentglobal.com
aoe Karthick.sethu@diligentglobal.com
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Customer Profiles

® 3 @

N\

Enterprises with Enterprises Managed Services IT Product
In-house IT Supporting Core Provider Organizations
Operations IT Operations BYOT: Bring Your Customer Service

Own Tool Desk and Support Tool
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Vv

ISIOon

Q12021

Manage Core ITSM
Processes

Q32021

IT Service Dependency

Q22022

Artificial Intelligence for IT
Operations (AlOps)
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Engineer / Mana

INC: QLA - About to breach INC: 5LA - About to breach RECE OLA - About to breach REC: 5LA - About to breach

ger Dashboard

B Deployed Changes 0

. Completed Problem Records 0
Ticket & Title Asqg. Group Assigned To Status OLA SLA OLA Breaches (INC) 0
SLA Breaches (INC) 0
Ticket = Title A A Select user A All A
OLA Breaches (REQ) 0
L]
INC 102067 Bluescreen eror GBL SCCM Support ASSIGNED TO GROUP 1B Jum-2021 07:30 AM Il PAUSED SLA Breaches (REQ) 0
Reassignment Count 1
T —
INC100415 Not able to Open Citrix GEL Citrix Support ASSIGNED TO GROUP i i0ET 022 A Il PAUSED
Reopen Count 0
INC102789 Install HPQC on Critric Servers GBL Citrix Support ASSIGNED TO GROUP 1 Telum=2021 1211 AN :_-.“n.;._:.ﬂ CE:11 B

My Work

MTD

: I 2 o0 + o I o . 2 0 2 o 2 0

Closed Incidents Closed Requests Deployed Changes Completed Prb Records OLA Breaches (INC) SLA Breaches (INC) OLA Breaches (REQ) SLA Breaches (RECQ)

Team Performance

GEBL Bl Support v

4

Rajesh Raviteja Karthick
. Open Incidents | Open Incidents | Open Incidents | Open Incidents

B Open Requests B Open Requests B Open Requests B Open Requests

8.0 20 1.0 1.0
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ervice Desk / Admin Dashboard

End User Dashboard WV
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Configurable Service Request Forms

Service(s) Needed

Title * SAP Specific Roles (Use the excel template provided in this link and attach it to this Request: httpsy//lycra.diligenie.com/knowledgebase/article-revision/100006)
SharePoint
On-boarding (Employee) Ticketing Tool (DiliGenie)
Desk Phone / Type
Personnel # (Format: Payroll System ID_Local 1D, Eg. UScA_3R0111111) *

SharePoint Site URL (If SharePoint is selected)

First Mame *

Replica ID

Last Mame ©
Computer Configuration *

~
Start Date *
Is Metwork Access Meedsd *
~
ok

Title Iz Ernail Account Needed ®

~
Supervisor Mame Remote Access

~

Location * Distribution List
Mame of distribution list

Cost Center ®

Additional Information
Cubicle / Office #

VIP Flag for DiliGenie *

Local IT Motified for Hardware Provisioning *

Requested For

a Karthick Sethunarayanan

Descripticn

You can upload attachments in the next step
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Change Calendar

June 2021 m

Sun Man Tue Wed Thu Fri Sat

T 2 a5
{ I 2

T 30p CHIG101 505 June Znd and 3rd Saturday Produc

CHG 101505 June 2nd and 3rd Saturday Production Outage on 06/1272021 and 061872021 from 4 AM 1o 10 AM EST
20 21 22 23 24 25 26
- =] -_-q s
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Knowlecdge Base

KNOWLEDGE BASE

6rDashboard > [ElKnowledge Base

Browse E] [E] SIEM

SIEM
Q
Article T) Author T Created On 7] Published On T
B Security SOP (1)
. Search Title
= SIEM (D)
= SAP Access (1) Showing 1to 0 of 0 entries | ¢ ¢ - > »

Patching SOP (0)

Runbook (0)

Resolution Reference (0)

Training Manual (0}

How To Guide (0)

B
-
[
2 [3 Process flow (0)
[
-
O

Dashboard (3)

{2 Dashboard > @Kn-:u'.'.'lec'gebase > (DCreate

Create Article

Short Description * Category " Security SOP

Sub Category * SAP Access Business Service

Sevice Offering Salact Application Select Application

Process Select Process Symptom Select Symptom

Assignment Group *

Select Assignment Group

Detailed Description *
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KEDB

KNOWN ERROR

Browse SIEM
+ Create
SIEM -

Article 1) Author 1) Created On 1) Published On
¥ 2 Security SOP (0)
SlEM (0
AP Access (1) shawing 1to 0 of 0 entrie n
2 (3 Patching SOP (0)

2 [0 Runbook (0)
2 Resolution Reference (D)
> Process flow (0)

} Training Manual (0)

How To Guide (0)

LW

» [0 Dashboard (D)




Approvals

APPROVALS BY ASSIGNMENT GROUP

@ Dashboard > Approvals

Ticket# 1| Title 1] Assignment Group 1] Assigned To || Priority 7] Created Date || Status 1]

Ticket # Title All W
CHG100375 (G Tool Offboarding Activity GBL Wintel Support @ Shashank Athalye 04-May-2021 Approved
CHG100541 GPO - Configuring Default MP4 pl..  GBL Wintel Suppert @ Shashank Athalye “ 06-May-2021 Approved
CHG100392 (Test) Change from DiliGenie in Te..  GBL M365 Support @ Karthick Sethunarayanan [ ] os APPROVALS BY USERS

{2 Dashboard > Approvals

CHG100543 Windows Server Weekly Maintena..  GBL Wintel Support ® Shashank Athalye ] 06
CHG100308 Restore Backup Applications and .. GBL DBA Support (Q) Narsingl patel n 03 Ticket# 1) Title 1) Assignment Group 1| Assigned To 1] Priority 1 Created Date 1| Status 1|

CHG100518 Test Databases creation on server ... GBL DBA Support @ Ramesh Reddy V ' Ticket &

CHG100536 Database refresh on sever WBRS?  GBL DBA Support (Q) Nagendra Akkalace

CHG100285 (Test) Change from DiliGenie (GBL M365 Support @ Karthick Sethunarayanan 03-May-2021

CHGE100413 HUB traffic failover from ElkGrove ..  GBL Network Services Support
CHG100308 Restore Backup Applications and ..~ GEL DBA Support 03-May-2021

CHG100798 WETWORK HUB MIGRATION AT EL..  GBL Netwerk Services Support
CHG100375 €G Tool Offboarding Activity (GBL Wintel Support (4-May-2021
CHG100799 HYPERCARE WINDOW CHANGE P... GBL Network Services Suppart
CHG100133 NETWORK HUB MIGRATION atM..  GBL Network Services Suppart 29-Apr-2021
CHE100136 HYPERCARE Window change Post..  GBL Network Services Support 30-Apr-2021
CHG100322 Limit of account 1530500 be chan.. 54 BR ERP Support i 04-May-2021

CHG100223 Pilot Deployment of Email templat..  GBL SCCM Support @ Vijaysekhar Naidy 30-Apr-2021

CKG101956 Manage Engine Asset Explorer - D..  GBL Monitoring Tools Support @ Shashank Athalye 01-Jun-2021
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- . . - -

Assigned To i ARSI AMENT aroup L IR IO E b
- Fa

L_reated By N LA c N L C

L |
&

iy LT Status L 4 ERgufEr LOCATION

~ ™ -

HSSINed i it ASSIJNIMIENL A reup L o e LS

. an (] o .

LPEated o ' (S Yeleck L sLA Lalact
i it Foiyir g e a m

LELS. by i 5'3I'\-‘-‘ L c | E"-\T e

o E T [ e Y T

Created On : Completed On

) DILIGENIE




	Slide 1
	Slide 2: Our Journey
	Slide 3: Our Achievements
	Slide 4: Our Services 
	Slide 5: Key Features of Our ITSM Solution
	Slide 6
	Slide 7: Integrations
	Slide 8: The Incident / Request Creation Methods
	Slide 9
	Slide 10: End User Dashboard
	Slide 11: Incident Creation
	Slide 12: Service Request Catalog
	Slide 13: Ticket Flow
	Slide 14: Timeline & User Notes, Work Notes
	Slide 15: OLA/SLA Track
	Slide 16: CSAT
	Slide 17: All Tickets View
	Slide 18: Engineer / Manager Dashboard
	Slide 19: Service Desk / Admin Dashboard
	Slide 20: Approvals
	Slide 21
	Slide 22: Incident Analysis
	Slide 23: Service Request Analysis
	Slide 24: Major Incidents
	Slide 25: Service Levels
	Slide 26: Problem Management
	Slide 27: Change Management
	Slide 28: Project Management
	Slide 29
	Slide 30: Appendix
	Slide 31: Customer Profiles
	Slide 32: Vision
	Slide 33
	Slide 34: Engineer / Manager Dashboard
	Slide 35: Service Desk / Admin Dashboard
	Slide 36: Configurable Service Request Forms
	Slide 37: Change Calendar
	Slide 38: Knowledge Base
	Slide 39: KEDB
	Slide 40: Approvals
	Slide 41: Reports

