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Agenda

6 Service Request Management

7 Service Level Management

8 Release & Deployment
Management

9 Knowledge Management

10 Workflow Management

1 Self Service (Landing Page)

2 Incident Management

3 Change Management
(Enablement)
 

4 Configuration Management
 

5 Problem Management
 



Agenda Cont.

16 Contract Management

17 Budget Management

18 Resource Management

19 License Management

20 IT Operational Risk
Management

11 Survey

12 Reporting and Dashboard

13 KPI & Performance
Management

14 Asset Management

15 Vendor Management



Agenda (Integrations)

1 Integration Capability
 

2 Event and Monitoring
Management

3 Capacity Management

4 Availability Management

  



Agenda (Addons)

1 Chatbot
 

2 Live Chat

3 Remote Control

4 Mobile App

5 Analytics (Business
Intelligence)



Self Service Portal

Easy to navigate and access. easy,
intuitive and one-stop-shop for all
employees.



Intuitive easy to build and
amend self –service portal to
increase user adoption and
familiarity.
 
Google-like search, FedEx-like
tracking and Amazon-like
navigation.

All what an employee needs



Browse what is important for
you. The self-service portal is
two ways communication
channel. Communicate to the
employees and facilitate the
required feedback.

Collaborate and communicate



Incident
Management

To minimize the negative
impact of incidents by
restoring normal service
operation as quickly as
possible.



Detecting and registering
incidents through multiple
channels.
 
Diagnosing and investigating
incidents with investigation
tools like impact explorer and
remote connection.
 
Restoring the affected services
and CIs to an agreed quality.
 

Detect, diagnose and investigate incidents



Managing incident
records easily through pre-built
persona-based monitors.
 
Communicating with relevant
stakeholders throughout the
incident life cycle.
 
Reviewing incidents and
initiating improvements to
services and to the Incident
Management practice after
resolution.
 

Manage, communicate and review incidents



Change
Enablement

To maximize the number
of successful service and
product changes by
ensuring that risks have
been properly assessed
and changes have been
authorized to proceed, as
well as management of
the change schedule.



Planning changes to controlled
environments in the
organization.
 
Planning change models and
change standardization.
 
Planning individual change
workflows, activities, and
controls 
 

Change planning



Scheduling and coordinating all
ongoing changes.
 
Controlling the progress of
changes from initiation to
completion.
 
Communicating change plans
and progress to relevant
stakeholders.
 
Assessing the change success,
including outputs, outcomes,
efficiency, risks, and costs.

Change schedule, control and assessment



Service
Configuration
Management
To ensure that accurate
and reliable information
about the configuration of
services, and the
configuration items (CI)
that support them, is
available when and where
it is needed. This includes
information on how CIs
are configured and the
relationships between
them.



Trustworthy configuration data
is provided and maintained,
which includes updating the
configuration data to reflect
ongoing changes in the
statuses, attributes, and
relationships of Cis.
 
Relevant and accurate reports
are provided to support
decision-making.
 
The CI lifecycle is integrated
with other practices.

Trustworthy, relevant and integrated CI information



Problem
Management

To reduce the likelihood
and impact of incidents by
identifying the actual and
potential causes of
incidents, as well as
managing workarounds
and known errors  
 



The identification and analysis
of problems, including the
analysis and control of known
errors.
 
The initiation of changes to fix
or reduce the impact of
problems.
 
Providing information about
problems to the relevant
stakeholders.
 
Monitoring errors and the
continual improvement of
workaround.

Identify, analyze and monitor problems



Service Request
Management

To support the agreed
quality of a service by
handling all predefined,
user-initiated service
requests in an effective
and user-friendly manner  



Managing service request
models.
 
Processing service requests
submitted by users or their
representatives.
 
Managing the fulfillment of
service requests according to
the agreed models.
 
Reviewing and continually
improving request processing
and fulfillment performance  

Manage, process and continually improve services



Service Level
Management

To set clear business-
based targets for service
levels, and to ensure that
delivery of services is
properly assessed,
monitored, and managed
against these targets. 



Tactical and operational
communications with customers
regarding expected, agreed,
and actual service quality, as
well as their service experience.
This includes the collection of
feedback.
 
Negotiating, entering, and
maintaining SLAs with
customers.
 

Communicate expectation



Understanding the design and
architecture of services and
dependencies between
services and other configuration
items.
 
Continual review of achieved
service levels versus agreed
and expected service levels.
 
Initiating service improvements,
including improvements to
agreements, monitoring, and
reporting.
 

Continues Improvement



Release and
Deployment
Management
Release Management: To
make new and changed
services and features
available for use.
 
Deployment Management: To
move new or changed
hardware, software,
documentation, processes, or
any other component to live
environments. It may also be
involved in deploying
components to other
environments for testing or
staging. 
 



Development and maintenance of the
organization’s approach to release new
and changed services and components
(including their removal).
 
Management and coordination of all
release instances in line with the defined
approach, from planning, to
implementation, and review.
 
The effective move of products, services,
and service components between
controlled environments, such as
development, live, test, and staging
environments.
 
The effective removal of products,
services, and service components from
designated environments.
 
 

Continues development



Knowledge
Management

To maintain and improve
the effective, efficient, and
convenient use of
information and
knowledge across the
organization 



Establishing an organization-wide
environment for effective
information exchange and
knowledge management that
includes culture, techniques and
procedures, and tools and skills.
 
Understanding knowledge assets
and providing recommendations for
their effective management and
use.
 
Monitoring and improving the
effectiveness of knowledge use
across the organization.
 
Discovering and providing
information on demand where no
readily available knowledge is
available 
 

Knowledge share and shift left



Workflow management
Cornerstone of Intelligent Process Automation

 
Event Driven

 
    Initiated by events occurring in

system. Data updates,
automated
or manual.

 
Process Automation
 
Automation ensuring data
quality
and consistency while enabling
users to be more efficient.
 

 
 API Centric

 
Consumes modern APIs,

either in IFS assyst or another
application within the customer’s

IT landscape.

 
Democratization  
 
Puts the power in the hands of
business users to change the 
system as their business 
changes without expensive,
long duration IT projects.
 

 

Visual modeling Real-time, in
Transaction

Management and
Governance



Survey
Collect feedback and measure satisfaction

 
Event driven

 
    Initiated by events occurring in

system.

 
Simple to sophisticated
Automation ensuring to collect
the
right level of information.
From simple happiness meter to
complete list of questions
 
 
 

 
Measure satisfaction

 
All collected feedbacks are
consolidated in state of art

reporting.

 
Take the right actions  
 
Based on results, you will be
able
To perform the right actions.
 

 



IFS assyst Reporting Overview

Business Intelligence

Business Reports

Quick Reports

Operational Reports

Client Based Reporting1

2

3

4

5



Client Based Reporting
In-application charting



Client Based Reporting
In-application charting



Asset
Management

To plan and manage the
full life cycle of all IT
assets that will help
organization: maximize
value; control costs;
manage risks; support
decision-making about the
purchase, re-use,
retirement and disposal of
IT assets; and meet
regulatory and contractual
requirements. 



Trustworthy data about what
the organization has in order to
be able to manage it.
 
Means for the appropriate
handling of IT assets according
to policies and regulations and
in consideration of applicable
costs and risks.
 
IT asset life cycle integration
with other practices to achieve
greater efficiency and cost-
effectiveness.

Trustworthy, relevant and integrated CI information



Understand who we work
with.
 
Understand what they’re
supposed to do for us.
 
Understand when they’re
supposed to do it
 
Understand how we address it
if they don’t deliver

 
 

Vendor management



Contracts contain detailed
information such as contract
number, start and end dates,
active status, terms and
conditions statements,
documents, renewal
information, and financial terms.
 

Contract management



Ability to record Capex and
Opex against each service in
the service catalogue.
 
Invoicing based on services
and customers.
 
Integrating with financial tools
for purchasing, account
payables/receivables and billing
functions.
 
Cost allocation using various
methods (i.e. per project,
service contract, request,..).
 

Budget management



Improve Resource Management
and Avoid Conflicts.
 
Multi-dimensional Conflict
Detection mitigates risk.
 
Kanban to Manage Workload.

Resource management



Meter software usage
 
Consolidate your license usage
 
Record the purchased license
 
License compliance position

License management



Record the risk level
 
Attach the right risk control
procedure
 
Manage all risk aspects.
 
Proactive compliance.

IT operational risk management



Integrations Overview
 



Integration with Live Agent
Teams Integration



Remote control
 



Mobile app
Anywhere, anytime

44

Predictive Search
provides a Google type
experience

Mobile UX supports
promoting services and
broadcasts

Universally understood
icons for quick-menu UX

Key details are displayed on the
Authorization Task including the
Affected User

Additional details include
the Parent Event's
specifics and a Progress Bar

Select an
Authorization Task to
open its details



Q n A


