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What is Resolution

Resolution

is a cloud software solution for efficient processing
of key IT service management processes created in
accordance with the best ITIL practices, ISO 20000
standard and 25 years of IT service desk
experience.

ISO 9001 - ISO 27001 - ISO 20000 -
Quality Information IT service
Management Security management
System Management standard
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Resolution benefits

Simple and configurable cloud service management solution

2

Configurable
ticket flow

oo
oo

Ergonomic user
interface
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Internal and external
collaboration

Ll

New functionalities
and improvements

Integrated knowledge
management

S

Implementation
and adoption
activities

User portal

0

Cost effective,
continuous support



User perspective

Resolution brings your services to a level that will permanently

make your business efficient and digitalized.

o]
Operator

Focused and ergonomic
interface enables me to
provide better service.
At the same time, my
work is more visible and
appreciated.
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End User

| can submit my
requests and isuess
through a simple and
intuitive portal and
track resolution
progress.

OO
P
Manager

| am empowered to
organize work of my
team more efficient
and to plan next
steps according to
trends.

A
8

Sponsor

All the important
insights are instantly
accessible to me in

aggregated way.



Resolution features

One size fits all

Incident management Request fullfilment

Change & release
Problem management management

Service Configuration Asset
catalogue management management
Dashboards User portal Communication
module
Ticket custom Customer Ticket custom
fields survey workflows
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Knowledge Service level

management management Reporting
Competencies Approvals Tasks
Annoucements Calendar User

personalizations



One size fits all WORKFLOW.
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Ticket lifecycle

Communicate, collaborate, monitor, measure, report
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TICKET*

#REQ-2020-00123
(0% REPORTED BY / FOR
0 ASSIGNED TO QJ\)
DESCRIPTION
CONVERSATION

SERVICE

wﬂ;s
OPEN VIA

EMAIL / USER PORTAL / CHATBOT *TlCKET -A dlgltal record Of an

issue that needs to be addressed
or task that must be performed.



Look & feel

Dashboard

em Dashboard T a * My appro Administration ¥ Reports ¥ Q Search (w] Denis Tomi¢ ¥

+ New dashboard | | [ Copy dashboard Dashboard Default Dashboard 7 Customize

Incidents P2 Open tickets

Ticket.. | Ticketstatus |  Ticket number Flags Reported for i Assignee Billing Express

4 Open INC-2019-0000 Rehan Ahmed SERVICE (N,

Open Rehan Ahmed Managed desktop

Open Rehan Ahmed

Major incidents VIP tickets Overall Q Qpsn 2019-000010 Bk ok 81 & Reporting

Rehan Ahmed
Hardware support

o 51 =8 SRNC Mobile & phone
0 Rehan Ahmed

HR Expre
REQ-2019-000006 Louise Aitken
work service

by assigned tickef Queue Visual n for top 10 assignment groups MS SharePoint

Nicholas Clarke © 0o © WrkinProgms  © Paning Hotel Express

SERVICE NOT ADMINIST.
Liu

Hiten Shah

« »
William Jon Printing services
e undry Express
minic Hancox MS SQL Production HA
‘Thomas Thompson - o MS SQL Production

1
SeviosDeskTeam | nfrastrucire mpport Appbcaionsupport | Reporting Tesm [
= Team

(-~

Finance Express
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Look & feel

Ticket — operator’s interface

New Request1 X

Customer & organization More options
orted by Denis Tomi¢
ACME Hotels Ltd
+ New Employee

19 11:56 AM
00) Europe

Details

Title

lew Laptop

ription

uld be at least 15", SSD Hard DI
minimum 6 Gb RAM.

Thank you

Select files.
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My approvals (0 Administration ¥ Reports

Classification External ticket numbers

Service External No

HR Express
$  T-BSHR-EXPRESS - Human reso® x | v
ACME Hotels Ltd.

Additional fields

ASSET (N/A]
(@  NODE - Node element
Multiple companies (6)

Priority 3 [ 4

Impact

12/13/2019 11:53 AM

Q search [w]

® Connect

L2: Application support Team

2 Assign to me

Cancel




Look & feel

Ticket — conversation view

Drafts (@) v Administration v

REQ-2019-000013 X

‘ #REQ-2019-000013 ]  Open

& Conversation a B Tasks (0 % Services (0 Go Assets (0

Ticket details

Assignment

Open
Customer & organization

Leo Brown
Dub

Leo Brown
L ®) Comment visible to users

Internal comment

Send as e-mail
ACME Hotels Ltd. @

Hotel Dubrovnik Fire @

No

Details

d - New browser installation

© View description

[ Setect files..

Classification > Send message
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@ Connected (0]

2 Drafts )

® Attachments (0)

Q Search

= Approvals (@

B Integration (0




Look & feel

End user portal with ticket submission

S ¢ progress Suomited  Archive

Submit a ticket

Action required

7]
]

Submitted tickets
No tickets that require your attention

B

No nowly submitted tickets
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Tickets reported for me )

Tickets reported for someone else

No tickets in progross

New ticket

Forwhom

& Forme

What is it about

Category -
e hardware

Pricrity
Moderate
Tle -
Dscription +

87 U Ev o
H,

tant. soreen should be at least 15"

Saloct fles.

Additional felds



Maturity levels

Resolution empowers your internal and external
services to bring real value to your business

>

Level O
Chaotic

*  No centralized
support

*  No service portfolio

* Ad-hoc reaction to
incidents reported by
end users

*  Undocumented
processes
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>

Level 1
Reactive

* Basic incident and
request management

* Always in firefighting
mode

* Some service
montioring and
alerting implemented

» Divided responsibility
between departments
or functions

INCIDENT MANAGEMENT
REQUEST FULLFILMENT

CONFIGURATION MANAGEMENT

>

Level 2
Proactive

* Issue predition and
sucessful mitigation

* Measuring service
availability

e Trend analysis

* Standardized toolset
implemented

PROBLEM MANAGEMENT

AVAILABILITY MANAGEMENT

CHANGE MANAGEMENT

>

Level 3
Service

* Service provider
mindset

*  Monitoring and
reporting per service

*  SLA management

¢ Common
understanding on
service costs

SERVICE LEVEL
MANAGEMENT
CAPACITY MANAGEMENT

>

Level 4
Value

* All internal and
external services are
alligned with business
processes and values

*  Measuring process
efficiency

* Cost/benefit/risk
analysis

* Continual improvement

ASSET MANAGEMENT
REPORTING MANAGEMENT



Delivery model

Without infrastructure worries, pay as you go

o

Microsoft All functionalities
Azure cloud included
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(eYeXe]
(eYeXe]
(eYeXe]
(eYeXe]

Monthly
subscription fee

fe)

Technical and consulting
support included
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