Incident Management
Mandatory criteria (need 100%)

1. Does the tool facilitate the creation, modification and closure of Incident records?

Comments: Yes

The Incident Management Screens facilitate the creation, modification and closure of Incident

records.

ITG’s CENTRE Incident Screen

Workflow Status [ Not Initizked ]

VIEW SERVICE RECORD

Sarvica Record £: Contract £: Sarvica Racord Catagory (Catslon Ssrvica:
212420 5EE2-000 Incitbent - Computer Warmanty Ssrvics B Maint=rance - 1tz 48 Units - Terminat=d -
Status: Priprity: @4 Compists: ‘ClassiMication: Time Zons:  Days:
Closeg * 1-low * NO w Hone * 0 - 12
Referencs Incident £ Refsrencs Request £ Refersncs Evant £: ‘Customer Referencs £ Ul Refersncs £ ‘Customer Order £
POC - cberto Udasoe Lookup Enginser: =\ Opened-y; o7 2013 ~14 31
POC PIONS: 70 45z 0755 POC Extansion: [Enginesr: contscted: 13 57 2013 -14 33
POC @ Roberto. Udasco@itgoriine.com O By berto C. Dispatched: -
Artsrnats POC: LoOKUP TAM: =_joct ‘Confirmed: -
Artsrnate POC Phons: Artsrnate POC Extension: TaM on-8e: 13 o7 2013 - 14 45
. Lookup SME: __ Es -
Callsr Phons: Calier Extansion: SME: Resolution: 1 o7 2013 -14 50
AENEY. [TC Hasdguarters P Closed: 1) 35 2013 15 45
: - Haris, Gearge . .
ABOIZEE 12 3745 Hartlard Road . =, SEETE Ppart Orgare: - Lact RMA:
iadress 2: == Nar= Snippsa Dats:
. : . Sub Rsting: - .
CHY Falls Chwrch stater Ap: 33045 I — urgeney: § oy, -
COUNMY: || rites States - . O Impsct: 1 o -
Manufecturer: . .. [T - m_u: Sarvice Record TIPS o, ooon -
Sernsl £y . Deseription: outicok o L Sarvics Record Closurs Typs: < ooy -
New Sarial £ [I] SN vertnisa Cote. Panding Action: c_, -
. Excaption Excaption
Agget Tan #: suaemesptions: =0 0 [ Count: SLA Type Celculeted  SLA SLA Met ?
HEM TYPS: ooty mrm Maint=rance - Parts Mot Shippsd: 0 e [ 4
Subcomponent: |one M On-sits: .25 o
Dcmmmmm Sits Usar contacted =
Record chssd Repair: 0.34 48
The Service Record was opened as; Local Misead SLA Es:glaratlnrs
ProblemvKnown Ermor o
Chanps Requssts
Description: Rasodution: Commants:
Nat recziving emails in my cutlock on my desktop. Iam Enterzd on: 11/1%/2013 3:45:01 PM by:Yum, Thomas =~ User's Outlook profile could be comupted. I recreated -
receiving them on outlook on my phone. Disabiled local caching of files rew ws=r's Outleck profile, than it start=d to getting =mail =
Rmcrms = wser's Outlock profile. Test=d, to the Outleck.
= - -

Paymant by oop. ot - COTIM: copct
ApcountiPod: | O | Expiration Date:
View AccountiPOR: Invodcs £
Amount: [] imvoics Recsivad
Sub Labor Hours: ‘Cost of Parts:
sub Labor Cost: Estimated Labor Cost: LA Panatty Cost:
FE Labor Hours: Estimated Travel Cost: Shipping Cost:
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2. Does the tool support the input of free text for the recording of Incident descriptions and
resolution activities?

Comments: Yes. The Incident Screen has four (4) free text entry fields.

Description: Resolution: Comments:
Not receiving emails in my outlook on my desktop. I am - Entered on: 11/15/2013 3:45:01 PM by:Yum, Thomas User's Outlook profile could be corrupted. I recreated new
receiving them on cutlook on my phone, Disabled local caching of files user's Outlock profile, than it started to getting email to
Recreated the user's Outlook profile, Tested. Outlook,
- - Twill O this SR on Monday.
Payment by: Selact - CC Type: Select - Invoice Date: Log Entry:
AccountiPO#: | O | Expiration Date:
View AccountiPOs: Invoice #
Amount: Invoice Received
Sub Labor Hours: Cost of Parts:
Sub Labor Cost: Estimated Labor Cost: SLA Fenalty Cost
FE Labor Hours: Estimated Travel Cost: Shipping Cost:

3. During Incident registration, are time, date and Incident number fields mandatory?

Comments: Yes. The call number and ‘Opened Date/Time’ are automatically generated and
applied to the incident.

VIEW SERVICE RECORD

Etatus [ Not Initiated |

Service Record # Contract # Service Record Category: Cataloq Service:

212420 5999-000 Incident hd Computer Warranty Service intenance - 1 to 49 Units - Terminated -
3 Priority: QA Complete: Classification:
Clased * 1-Low A4 NO * MNone
Reference Incident #: Reference Request #: Reference Event #: Customer Reference #: Customer Order #:
POC: Roberto Udasco Lookup Engineer: 5o jocp Opened: 11 07 2013 -
POC Phone: 7 03 -455-0766 POC Extension: Engineer: 11 [07 [2013 g
POC @ Roberto.Udasco@itgenline.com Opened BY: | 42ccq, Roberto C. Hepatched:
Alternate POC: Lookup TAM: c_jocr - Confirmed:
Alternate POW: Phone Ntnrnatn DOC Cutnnrinn. Tans. Lo T W —

4. Does the tool restrict the ability to open, modify and close Incident records to authorized
staff only?

Comments: Yes.
From:
‘ITG CENTRE Introduction’
Document Control # 180-v2

1. System Administrator attributes. The System Administrator attributes allow control to
be exercised over the Users of “ITG CENTRE” by assigning permissions, passwords,
and controlling the Users’ ability to see and manipulate data within the system.

5. Does the tool automate the rapid classification and recording of Incidents?

Comments: Yes. CENTRE has many classifications built into the service call record. Urgency
and Impact values are automatically populated to the incident if an asset is matched to the
incident. These values may be modified on the incident or entered to the incident if no asset is
matched. The Priority value is automatically calculated from Urgency and Impact values.
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VIEW SERVICE RECORD

Workflow Status [ Not Initiated ]

Service Record #: Contract #: Service Record Category: Catalog Service:
212420 588.000 Incident - Computer Warranty Service B Maintenance - 1 to 43 Units - Terminated -
atus: Priority: QA Complete: Classification: Time Zone:  Days:
Closed 1- Low v NO v MNone v 0 v 12
Reference Inpddent #: Reference Request #: Reference Event #: Customer Reference #: Sub Reference #: Customer Crder #:
POC: Roberto Udasco Lookup Engineer: ... - Opened: 17 07 2012 ~1d4 31
POC Phone: 7 03-485-0766 FOC Extension: Engineer: Contacted: 17 07 2012 - 14 33
POC @: Roberto.Udasco@itgonline.com Opened BY: 42500, Roberto C. Dispatched: =
Alternate POC: Lookup TAM: cojocr - Confirmed: =
Alternate FOC Phone: Alternate POC Extension: TAM: 5 on Sung W. On-Site: 11 07 2013 ~14 45
Caller: . Mext ETA: -
Lookup SME: o . - i
Caller Phone: Caller Extension: SME: Resolution: 17 g7  zp13 ~14 50
E Closed: B
M:Dt'm!" ITG Headquarters BOM: {12 rris, George LLP :; s 2013 ~15 L‘Lst -
ress 1. '3l Tders: 51 »
2745 Hartland Road Sub: yone o
Address 2 Sub Rating: - :
City: Falls Church State: A Zip: 22045 Billable:
Country: |} ired States - AR:
Manufacturer: p ;e Model: MNone Tasks: o

6. Does the tool facilitate customizable thresholds for automated escalation?
Comments: Yes. There are customizable automatic escalation thresholds:
1- The SLA (Service Level Agreement) threshold. The Contract screen which is associated to the

Incident via the Contract number has an automatic default threshold for SLA events. This is the
default SLA threshold if no Item type or CI threshold exists.

-

New | Search | Projects | Services | CI Management | CI Relationships | Assign TAMS | Custom SLA | Item Type SLA | Sites

VIEW CONTRACT
Contract % 5955-000 PPM Rate: o Start Date: 1 1

isk Management | Help

- 2006 Cl Import Designated Contract: o -
2015 Update Acceptance Date
20 External Data

-0
C0: George Hadjikyriakou s o Expiration Date: 15 - 31
ICO Phone: 7 03-598-8282 Extension: 731 Sunday Rate: g Close Qut Date: 5 - 31 -

Customer Name: TG DEFAULT - Minimum: o Days Extended: | Use PPM Hours for SLA
COTR: Billable: [] No PPM Hours: 1 Include Saturday in SLA
COTR Phone Extension Travel: [7] Ne Days of Service: 365 Include Sunday in SLA
COTR Email: Taxable: [7] No FPM Hours Start:os 00 | Include Holiday in SLA

BOM: Mon-Revenue: No ‘Send email notifications on if met by the % Time

13 00

" Harris, George - Lspsad specified below,
Customer Contract : I Change Request Required: [7] Yo Response SLA Hours:24 Email TI@ 75 % Time Lapse - Email BOM@ 85 % Time
Contract Modifications: Qa: [7)/Ves On-Site SLA Hours: g Email TMR@ 0 % Time Lapse - Email BDM@ 0 % Time Lapse
TAM: Sung Yoon Contract Status: 4 Repair SLA Hours:4g Email TAM@ 75 % Time Lapse - Email BDM@ 85 % Time Lap:

If overriding SLA’s are required for specific Item types within the contract, they are
applied via the contract ‘Item Type SLA’. This SLA overrides the contract default.

EDIT CONFIGURATION ITEM TYPE SLA
The mandmory editing fields are indicated with an asterisk *
Contract # 5555-000

*Item Type: Networking Devices h Use PPM Hours for SLA

*Response SLA Hours: 1 Y| Include Saturday in 5LA
*On-5ite SLA Hours: 2 + Include Sunday in S5LA
*Repair SLA Hours: 35 Include Holiday in SLA

Last Modified: 3/10/2000
Last Modified By: Hadjikyriakou, George

The CI SLA has the highest priority and overrides the Item type and Contract SLA’s.
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VIEW CONFIGURATION ITEM [ 291431 ]

Centract # 5959-p00 POC Fhone: 7 03-c5g-g282 Extension
POC: Sung Yoon Alternate POC Phone: Extension
Alternate POC: Tom wum Price:
Cl Number: s=poTL1 Frice Type:
Cl Number Log  Cl Number Summary Warranty Start:
Old Cl Number: Warranty End:
ltem Type: Sorer - Agency: T3 HO|
Subcomponent: o - SitelLocation: soryer Room
Model: powerEdge RZ00 Rddress 2: 7745 Hartland Road
Description: [ TG-Antivirus City: Falls Church
Manufacturer: - - State: Zip: 22043
Quantity: | Country: |)nited States -
CLIN: : -
Asset Tagi coppis
Urgency: - _ Med/L * On-Site SLA Hours:
Impact: 5 | padiy * Repair 5LA Hours:
Priority: 5 _ yegiy :
7. Does the tool enable priority, impact, and urgency indicators to be allocated to Incident
records?
Comments: Yes. The CI’s Priority, Urgency and Impact values are automatically applied to the
Incident and are modifiable. If no CI exists, the Urgency and Impact values may be manually
entered. In either case, the Priority field is the weighted values of the Urgency and Impact.
Workflow Status [ Mot Initiated ]
Service Record #: Contract #: Service Recor £ Catalog Service:
212420 5035658 In*&Ent - Computer Warranty Service & Maintenance - 1 te 49 Units - Terminated -
Status: Priority: QA Complete: Classification: Time Zone:  Days:
Closed v 1-Low NO * MNone * 0 - 12

Reference Incident #: Referénce Request #:

POC: R oberto Udasce
POC Phone: 7 03-485-0766
POC @: Roberto.Udasco@itgonline.com

POC Extension:

Alternate POC:
Alternate PO-C Phone: Alternate FOC Extension:
Caller:
Caller Phone: Caller Extension:

Agency: [ TG Headquarters
Address 1: 2745 Hartland Road

Address 2.
City: Falls Church State: va Zip: 22045
Country: |)ired States hd
Manufacturer: ni- -~ Modal- oo

Reference Event #:

Customer Reference #:

Lookup Engineer: o ¢
Engineer:
Opened BY: | 43500, Roberto C.
Lookup TAM: oo
TAM: 30, Sung W.
Lookup SME: Select
SME:

BDM: Harris, Gearge
Subi pone
Sub Rating:
Billable:
AR:

-

8. Does the tool facilitate the monitoring and tracking of Incidents?

Sub Reference & Customer Orde;

- Opened: 13 g7 2013 ~14 31
Contacted: 17 g7 2013 14 322
Dispatched: =
Confirmed: =

On-Site: 11 p7 2013 ~14 45

MNext ETA: =

Resolution: 11 7
Closed: 1 1

2013 T 1 50

15 2013 ~ 45
Part Orders: o

Service Record Tune —

Comments: Yes. The Incident search screen facilitates various methods to monitor and search all
Incident records. The user selects all desired fields (singularly or combined) to filter the data to

their needs.
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ltem Type: Salect - [ furgeney: sepecoan v

+ Subcomponent: pgne - Impact: Sejzct All

Classification: gelect All Priority: gelect all

Additionally, there are several Incident monitoring reports available on the Measurement and
Analysis Reports Screen.

Reports marked with a [¥) will only retrieve data from year 2013 and beyond, You may change this to access data prior to the current year,

Integration Technologies Group (ITG) Page 5
Incident Management Assessment V2 Date: 6/18/2007 Revised 11/26/2013



9. Does the tool support the automated routing (alerting) of Incidents to selected support
staff or groups? For example the Service Desk, Network Operations, etc.

Comments: Yes. Automated alerts are created and tailored for predetermined actions and are sent
to individuals (singularly or as many as desired) via the Alert Assignment Screens.

Alert Screen-1

ALERT RECIPIENT ASSIGNMENT
- -
- =

Select Alert: Change in part order description/part number
Select Contract: all contracts

BDM notification of selected alert for all contracts L _ZJ

Available Recipients

Assigned Recipients

Abdul-Rahmaan, Caleeh -
Adegbokun, Soloman (=1
Adewodu, Doyin

Admin

Affortu, Farouk

AFSCME

Agritellis, Elias <<
Aguda, Dexter
Akers, Julie B.

Akmeemanage, Chandralal (Don)

Timko, Robert M.
Wald, Mike A.

BRRE

Alert Screen-2

Change in part arder description/part number

Status code is checked/unchecked
Billable is checked/unchecked

Part Order count > 2

MNatification an MinQtyToOrder
Custemer PO Request [ssued
Custoemer Service Record Request
Item Returned te Depot

&vailable Check box changed value
SW Requirement Issusd

Notify DOA

Motify Contract Expiry

IT Request Issued

Matify Online Course Registration
Motify Change Request Completicn Date
Motify Export Details

MNetify Impert Details

MNotify Task Verification

Can send Alerts to ‘Assigned Individuals’ if Alert Sources is opened or modified.
ALERT SOURCES

The mandatory editing fields are indicated with an asterisk *

SOURCE MAME DESCRIPTIOMN
IncidentType Alert Specific Users On the Type of the Incident w
SeyerityCods =t Spacific Usars On Incident Ssvarity (Pricrity) Code lalert ltems,
EquipmentType Alert Specific Lisers On the ltem Type Alert Items,
IncidentimpactUngencyMatrie Incident Impact Urgency Matri \alert ltems.
ImpactUrgancyFriorityhatrix Impact Ugency Priority Matrix lnlert items!

T &;2 ﬂ of status slert Elert Ig

ALERT SOURCE ITEMS

- StatusCode - | -
Select Category StatusCode Description
() |Mone Unassigned Assign Fbecigierltgl
(::l SrwcCall Open Open calls Assign Rﬁecigierltgl
1 SrucCall Closed Closed calls Assion Hmigiem4
1 |Po Issued Assign Rmigiemgl
~ . 1

Send Alerts to ‘Assigned Individuals’ if an Incident is opened or modified with these ‘Status’

codes.
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Equipment Type Alert

ALERT SOURCE ITEMS

[

Select |EquipmentType EquipTypeLevel
(1| Server 1 Ascign Recipients
(1 Monitor 1 Assign Recipients
() |Printer 1 Assign Recipients
(1 Cluster 1 Assign Recipients
(1 |Fax Machine 1 Assign Recipients
(1 Laptop 1 Assign Recipients
[ |Other Type 1 Assign Recipients

/

ALERT ITEM [ SERVER | - RECIPIENTS IN SOURCE [ EQUIPMENTTYPE ]
Alert Ttem: Server
Select User Group: Select Group

Available Recipients

Yelasquez, Elsa
Vestal, Cory
YIATECH

viatest

Yicker, Stephen
Yieira, Jeff

Viens, James
Yigen . Thomas E.
Yillarreal, Patrick
Vize, Cheri

Alert notice when Server incident is opened

From:

To:

Cor

Subject:
Attachments:

Incident#
CustRe S am
Concract

Datce, Tcime

POC oz

Citwy/Sctace

[unknowen]

Robert Vespe

101672

2032000
s/ 9,//200710 20
TOAN VEGH
EEEE-T-T-F-T-F-T-1
o

=

: OUS DISTRICT COURT

01 NORTH MIAMI AVE BM ZEo

: MIAMT FIL 31128

MExr =
Sexrial Numbex :
Description :

Problem
Mote

Integration Technologies Group (ITG)
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ITrte

np
Sa3z=222
servexr

Test of EQ tvpe alerc

m Twywpe sSelected for this incident =

-

~ | .

Assigned Recipients

Yespe, Robert R.

Incident #101672 Item Type selected for this inddent is [Server]

[Serwver]

Page

Date: 6/18/2007 Revised 11/26/2013




10. Does the tool facilitate flexible report generation?

Comments: Yes. The Reports tab contains numerous readily available reports. Many of these
reports are customizable via filtering selections once executed.

MEASUREMENT & ANALYSIS

Reports marked with a (V) will enly retrieve data from year 2013 and beyond. You may change this to access data prior to the current year.

Parts Parts Owed by Field Engineers > 7 Days - [¥] Parts Owed by Subcontractors > 7 Days - (V]
All Parts Owed > 7 Days - (Y]

Activity Reports Activity Reports Owed by Subcontractors = 7 Days - [¥)

Service Records | ging Service Record Percentage (Performance Measurements) Find Service Record Percentage By Hour (Performance Measurements)
Itam Type Service Record Summary By Contract and Irem Type Open Service Records By Contract

[Project Performance Measurements) TAM Open Service Records Dispatched

TAM O =1 R rds Not D tched
peEn Senvice Recores Mot Hispate Company Score Card (Project Performance Measurements)

TAM O Service Re rds Di tched w/Parts Shipped
A SEUES RS IR il L Item Types in Service Records Ws Contract Item List

Service Records and Service Recerd Complaints By Region S

s Recerd Perfo By Serial Numb
Srviee Recars Feriarmance By sensl Bumasr Awverage Costs per Item Type For Each Contract

= R -d T by Contract
ervice Record Type by Contrac Project Financials

Subcontractors

Find Subcontractor Service Record Percentage Find Subcontracter Service Record Percentage By Hour
Projects (| Find Tasks Exceeding Blanned Period of Performance Find Project Cost Categories Exceeding Vear To Date Budget
Project Financial Perfformance
Inventory Inventory Item Details By Contract Repair Log Savings/Loss Analysis

Inventory Parts Usage By Contract Repair Log Contract Labor Hour Analysis

Repair Log Employee Labor Hour Analysis
QA ) contract QA Summary Results QA Summary Results For Each Contract

Contract QA Summary Results By TAM Contract QA Summary Results By City

Contract QA Summary Results By SME Contract QA Summary Results By EDM

Contract @A Summary Results By Local FE Contract Q& Summary Results By Subcontracter

Contract QA Summary Results For a specified Score and Contract Q& Less than Mean and Parameter

Specified User Categony

Apart from the available reports in the CENTRE reports screen, users have access to the Ad-hoc
reporting system. A user is able to select desired data tables to join, filter, sort, save, and run
reports.

== Tables | Joins  Columns Aggregates Filters  Group By Sorting  Options | Run Report

TABLE NAME SELECTED TABLE

AccessTvpe

Actionltemn

ActionType
ActivityReport
AdhocReportlog
ADMCZ2FreightAmount
ADMCZImportErrorLog
ADMCZImportltemn
ADMCZInvoiceDetall
ADMCZInvoiceHeader 5
ADMCZ2ltemList —I
ADMC2CuoteDetail

ADMC2QuoteHeader < |

m|
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11. Does the tool facilitate the production of management reports from historical Incident

records?

Comments: Yes. All management reports (readily available and ad-hoc) are tailored to any
historical periods.

Reports marked with a [¥) will only retrieve data from year 2013

Service Records

MEASUREMENT & ANALYSIS

Find Service Record Percentage [Performance Measurements )

") Item Type Service Record Summary By Contract and Item Type

[Project Performance Measurements)

(") TAM Open Service Records Not Dispatched

() TAM Open Service Records Dispatched w/Parts Shipped
") Service Records and Service Record Complaints By Region
() Service Record Performance By Serial Number

) Sarvice Record Type by Contract

and beyond. You may change this to access data prior to the current year.

") Find Service Record Percentage By Hour [Performance Measurements)
) Open Service Records By Contract

(") TAM Open Service Records Dispatched

) Company Score Card (Project Performance Measurements}

! Item Types in Service Records Vs Contract Item List

() SLA Performance For Each Contract

() Awerage Costs per Item Type For Each Contract

() Project Financials

SERVICE RECORD PERCENTAGE BY CONTRACT
PERIOD: 11/01/2013 TO 1172272013

Contract # Total Service Records Total Service Record %
432232-000 = 1.47
S5995-000 47 .64
S044-001 2 0.37
S045-111 2 0.27
2068-000 276 S0.74
8102-555 1 0.18
2103-110 20 2.68
8103-120 9 1.65
S8103-130 14 2.57
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12. Does the tool facilitate the analysis of Incident and call data to identify trends?

Comments: Yes. There are numerous methods to identify trends.

1- By using the ‘Search for Incident’ screen, any single or combination of data fields may be

Item Type: Select

+ Subcomponent: pgne

Classification: gelect all -
Service Record Category: Select &l
Service Record Type: Select &l
Service Record Closure Type: Select All
Pending Action: Select
Opened By: None
TAM: Mone
‘Opened Date Start:
Opened Date End:
Closed Date Start:
Closed Date End:

Billable: Select +

interrogated.
SEARCH FOR SERVICE RECORD
Service Record # Contract #: - |
Sub Reference #: Catalog Servite: pgne
Customer Reference # Customer Order &
POC: Fart Orders: None ¥
POC @: Manufacturer:
POC Phone: Model #:
Agency: Serial #:
Address 1 Asset Tag #:
Address I: Lookup Engineer: None -
City: Engineer:
State: SME: Select -
Zip: BDM: Sel=ct -
Country: Select - Status: Select All -
Other: None -
Sub: Select All hd

Customer contacted after Service Record closed: Select
Site User contacted: Select ~
QA Complete: Select All
Reference Incident #:
Reference Request #:
Reference Event #:
Service Record Description:
Service Record Resolution:
Missed 5LA Type: Select
Missed SLA Reason: Select

Missed SLA Explanation:

All Bervice Records NOT Closed: sgjecr v

Temporary Serial Used: Select ¥
Mo Log Entry on this date:
SLA Code:

Invoice received: Select

Serial Number verified: Sclect v

v ™% |Urgency: selzct All

-

ENENEQE!

B

Impact: Selact All

Friority: gelact All

-

-

2- To analyze Incident data, the Ad-hoc reporting system can select, filter, sort, and save reports.

»> Tables | Joins | Columns  Aggregates Filters  Group By Sorting  Options | Run Report

TABLE NAME

AccessTvpe
Actionltemn

ActionType
ActivityReport
AdhocReportlog
ADMCZ2Freightimount
ADMCZImportErrorLog
ADMCZImportltern
ADMCZInvoiceDetall
ADMCZInvoiceHeader
ADMCZ2ltemList
ADMC2CuoteDetail
ADMCZ2CuoteHeader

Integration Technologies
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3- Using the Potential Problem Management System (PPMS), users may construct analysis

queries to periodically search and report on Incident trends.

VIEW POIENITIAL PROBLEM SPECIFICATION 5CAN REQUESI

Sca

n Request Name: o Printer Fuser Failures

Description:

Scan Request Query: Hp Fuser Replacement

(This scan request will only be ex
Scan Number of Days Prior

Scan on Date Column:
(Select the Dare Column upon which to apply the Na&naber of Days guery)

n

Friority Level: -
Problem Status:
Scan Status:

ecuted if Active) 1120V T
to Current Date: g

Unknown Issue ¥

SrvcCall.DateCpenad
Frequency Type: Days ¥

(Select Hours or Days)
Scan Frequency Value: §

Number of Matches: 3

Problem Assigned to User:

Alert Notification

‘Vespe, Robert R, -
n Email Address: o hert,vespe@itgonline.com

Enable Email Notification: . -

Select Query:

This scan is to identify high fuser failures.

Select SrvcCall.SrvcCallID as [ServiceRecordID], SrvcCall.DateClosed as

[DateClesed], SrvcCall.MfrMame as [ManufacturerName], SrvcCall.Madel as
[Madel],.SrvcCall.EquipmentTypelD as [ItemTypelD] from SrvcCall SrvcCall where

SrvcCall.ContractID in (Select ContractID frem GroupCentracts where UserGroupID in (15)) and

[SrvcCall.MfrName Like 'HP') AND (SrvcCall.SubcomponentID = 84)[@DateParam] Order By

Comments:

I feel that we are having a high failure rate of HP fusers and want to moniter the calls

13. Is the tool able to generate reports on outstanding (unresolved) Incidents?

m

Comments: Yes. Unresolved incidents can be pending actions, missing dates, open incidents or
any other non-completed status entry. Any one selection or combination of selections can be

interrogated via the search f

Service Record #:
Sub Reference #:

Customer Reference # Customer Oy

Country: Select -
Other: None -
Sub: Select All
Customer contacted after Service Record closed:
Site User contacted:

QA Complets:

Contract #:

or Incident screen.

SEARCH FOR SERVICE RECORD

=

Catalog Service: pone

rder #:
Fart Orders: None ¥
Manufacturer:
Model #:
Serial #
Asset Tag #:
Lookup Engineer: None -
Engineer:
SME: Select -
BDM: Sel=ct -

Status: Select All -

-
: Select * Al Service Records NOT Closed: sgjacp w
: Select ~

: Select All -

Reference Incident #:

Reference Request #:

Reference Event #:

Service Record Description:

Service Record Resolution:

Missed SLA Type:
Missed SLA Reason:

: Select

: Select

Missed SLA Explanation:

Integration Technol

Incident Management Assessment V2

ogies Group (ITG)

Item Type: Select
w Subcomponent: pone
Classification: ge|zcr Al
Service Record Category:
Service Record Type:
Service Record Closure Type:
Pending Action:
Opened By:
TAM:
‘Opened Date Start:
Opened Date End:
Closed Date Start:
Closed Date End:
Billable:
Temporary Serial Used:
Mo Log Entry on this date:
SLA Code:
Invoice received:

Serial Number verified:

-
Select All
Select All
Select All
Select
Mone

Mone

Select

Select *

Select

Select

v ™% |Urgency: selzct All

-

ENENEE!

L

Page
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or, information may be obtained from the reports screen.

MEASUREMENT & ANALYSIS
Reports marked with a [¥) will only retrieve data from year 2013 and beyond. You may change this to access data prior te the current year.
Service Records ' Find Service Record Percentage (Performance Measurements) _! Find Service Record Percentage By Hour (Performance Measurements)
Item Type Service Record Summary By Contract and Item Type ! Open Service Records By Contract
[Praject Performance Measuraments] ) TAM Open Service Records Dispatched

TAM Open Service Records Not Dispatched
e Company Scare Card (Project Performance Measurements)

TAM Open Service Records Dispatched w/Parts Shipped
FEm EEiEEfEEiE & BreptE e vy e S Item Types in Service Records Vs Contract Item List

Service Records and Service Record Complaints By Region e ——

= i R d Perfo By Serial M b
srvics Recor b= S RS2 uma=r Awverage Costs per Item Type For Each Contract

Service R d T by Contract
ervice Record Type by Contrac Project Financials

14. Does the tool provide a secure historical audit log of all Incident updates and resolution
activities?

Comments: Yes. Incident historical information is captured in the Incident log and is un-
modifiable.

SERVICE RECORD DETAIL

Contract #: 3393-000

Service e
- M : Cl d
Record #: 242420 Classification: None Status: Close
Refarence #: Billable: Ho Engineer:
Customer #: TAM: Yoon, Sung W. Sub: HNone
Manufacturer: None POC: Roberto Udasco - T03-483-0766
Madel: None ITG Headquarters

2743 Hartland Road
Serial #: None Falls Church , VA . 72045
United States
New Serial #:

Description: Cutlook

Alt POC: -

Problem: Mot receiving emails in my outlock on my desktop. | am receiving them on cutlook on my phone.

Finez
Entered on: 1115902013 3:45:01 PM by:Yum, Thomas
Disabled local caching of files
Recreated the user's Outlook profile. Tested.

Opened: 11/7/2013 - 14:31 Mext ETA: -
N Last
Dispatch: ) Status: 11/19/2043 3:45:40 PM Orders:
Response: 11/7/2013 - 14:45 Closed: 11132013 - 1545 Shipped:

Comments: User's Outlook profile could be corrupted. | recreated new user’s Qutlook profile, than it started to getting
email to the Outlook.
| will close this 5R on Mnnda%
Entered on: 11/7/2013 3:17:44 PM by:¥Yoon, Sung W.

Entered on: 19/7/2013 2:33:47 PM by:Udasco, Roberto C.
Sung is aware of the issue and will come down to repair.

DATE USER LOG ENTRY INVOICE
11120132 System To: sung. yoongZitgonline. com .
3:45:43 FM From: CENTRE

Sent: 11/13/:2013 3:45:43 PM
Subject: Other User - Service Record # 212420 Service Record closed by ather
than Yoon, Sung W.. Service Record closed by Yum, Thomas

Message:

Integration Technologies Group (ITG) Page 12
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15. Does the tool facilitate Incident closures by utilizing customizable Incident closure
codes?

Comments: Yes. Customizable closure codes are available within the ‘Status’ and ‘Incident
Closure Type’ field entries.

VIEW SERVICE RECORD
Workflow Status [ Not Initiated ]
Service Record #: Contract #: Service Record Cateqory: Catalog Service:
212420 5999-000 Incident - Computer Warranty Service & Maintenance - 1 to 43 Units - Terminated -
Priority: @A Complete: Classification: Time Zone:  Days:
v 1-Low ~ NO + MNone - 0 - 12
idepf #: Reference Request #: Reference Event #: ‘Customer Reference #: Sub Reference # ‘Customer Order #:
POC:Roberto Udasco Lookup Engineer: ggjoc¢ - Opened: 13 07 2013 ~14 31
f\OC Phone: 7 03-485-07 66 POC Extension: Engineer: Contacted: ;1 07 2013 - 14 33
POC @: Roberto.Udasco@itgonline.com Opened BY: |42z 0, Roberto C. Dispatched: -
Lookup TAM: £gjace . Confirmed:
Alternate POC Extension: TAM: oo, Sung W, On-Site: 11 07 2012 “14 45
Loockup SME: | - Hext ETA: i
Caller Extension: SHE: Resolution: 11 g7 2013 - 14 50
- Closed: -
ITG Headguarters BDM: iz rris, George 11 19 2013 "15 45
ess 1:2745 Hartland Road Sub Nome Part Orders: Last RMA:
£55 2: Sub Rating: o - Shipped Date:

City: Falls Church State: /A, Zip: 22045 Billable: [ Urgency: 4 |
Impact:

-
SO | nited States - AR: - low =

acti§rer: pone Model: Mone Tasks: Service Record Type: ¢ pnopr

Seridl £ [\ one Description: Outloak SLA Code: ecyjce Record Closure RS- Suppart

ia| #: D 5iN verified = i Pending Action:
N . SLA Oeen- Bl cope 1 Select
o] E en

Cancelled Select

Ef:;:;f Business Incident
Bostponed IMAC

Reimaging Operations Incident

Futurs Successful EEcurii Breach
Monitoring

Fax Repair B

Deferred Training

In Training Unsuccessful Security Breach
AWTG Trvl Exps

Shipped

16. Does the tool provide search capabilities for closed Incidents?

Comments: Yes. By searching for closed dates, closed status, or Service Record Closure Type
(singularly or combined), one can tailor a report on closed incidents using any combination of
these or other selectable fields.

Integration Technologies Group (ITG) Page 13
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Problem Management
Integration Criteria (need 100%)

1. Does the tool facilitate Incident matching? For example, listing all possible Problem
matches keyed on the categorization tree.

Comments: Yes. A report facilitating categorization Incident matching can be achieved via the
search Incident screen. The search can be conducted singularly or in any combination of search
fields. For example, a search may be conducted on the Item or Service Record Type,

VIEW SERVICE RECORD

Warkflow Status [ Not Initiated ]

Service Record #: Contract #: Service Record Category: Catalog Service:
212420 5993-000 Incident - Computer Warranty Service & Maintznance - 1 to 49 Units - Terminated -
Status: Prigrity: QA Complete: Classification: Time Zone:  Days:
Closed * 1-Low - NO ¥ MNone * 0O - 12
Reference Incident #: Reference Request #: Reference Event # Customer Reference #: Sub Reference #: Customer Order #:
POC: R ybherto Udasco Lookup Enginesr- c. o ¢ - Opened:y 1 97 2013 ~14 31
POC Phone: 7 03-485-0766 POC Extension: Engineer: Contacted: |} p7 2013 -~ 14 33
POC @: Roberte.Udasco@itgonline.com Opened BY: | 142200, Roberta C. Dispatched: -
Alternate POC: Lookup TAM: ¢ jocr »  Confirmed:
Alternate POC Phone: Alternate POC Extension: TAM: oon, Sung W, On-Site: 17 07 2013 14 45
Caller: = Mext ETA: -
Lookup SME: oo A i
Caller Fhone: Caller Extension: SME: Resolution: 11 g7 2012 - 14 50
] . Closed: S
M:D?ml" ITG Headquarters BOM: [13rris, George LLP r:.; \ 2012 " 15 L‘;st =
ress 1: ‘art Orders: of :
2745 Hartland Road Sub: None S o} =35t niin
Address 2: Sub Rating: o - Shipped Date:
City: Falls Church State: A Zip: 22045 Billable: Urgency: | _ | o -
Country: |4 States hd AR: et
Manufacturer: ;e Model: None Tasks: g Senvice Recard Type: 5 pport -
Serial & None Description: Outlook SLA Code: dervice Record CRISG S Syg—. -0 -
MNew Serial # SiN verified sa ) - ion g Pending Action: ¢_|__, -
Asset Tag #: Open: Count:
—— - Parts Not Shipped: 0 SLA Type Calculated  SLA SLA Met ?
Software Maintenance A Response:  0.05 24 7
nent: None ;
i i On-Site:  0.25 [}
‘Customer contacted after Service /| Site User contacted
Record closed Repair: 0.34 48 v
The Service Record was opened as: Local Missed 5LA Explanati

Problem/Known Error g

Change Requests g

Additional incident matching may be performed using the Ad-hoc reporting system.

=>> Tables | Joins | Columns | Aggregates Filters  Group By | Sorting  Options  Run Report

TABLE NAME SELECTED TABLE
AccessType -
Actionltem E
ActionType
ActivityReport
AdhocReportLog

ADMCZ2Freightdmount
ADMC2ImportErrorLog
ADMCZ2Importitem
ADMC2InvoiceDetail

ADMCZ2 InvoiceHeader

ADMC2ltemList R
ADMC2CuoteDetail

ADMC2QuocteHeader < |
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Another means to retrieve incident matches is via the Potential Problem Management System

(PPMS). Using this system, one can identify possible trends by pulling data on specific
categorizations within the incident records.

Using this system to match incidents, a pre-written ad-hoc report is executed on user designed
categories (such as server power supplies, equipment model, Incident Closure type, or any other
incident fields), and is automatically executed as a background process. The PPMS system is

designed to automatically send a report to the user or group of users when an established
threshold of incidents which match your criteria has been breached.

VIEW POIENITIAL PROBLEM SPECIFICATION SCAN REQUESI
Scan Request Name: o printer Fuser Failures

Description: ;. ccan is to identify high fuser failures.

Scan Request Query: Hp Fuser Replacement
Friority Level: -
Problem Status: |00 Issue

Scan Status: :
(This scan requesr will only be execured if Active) 1"2°Tve 7
Scan Number of Days Prior to Current Date: g

Scan on Date Column:
(Select the Dere Column upon which to apply the Number of Days query) SrveCall.Dat=Openad v
Scan Frequency Type: Days ¥
(Select Hours or Days)
Scan Frequency Value: §
Number of Matches: 3
Problem Assigned to User: Vespe, Robert R -
Alert Notification Email Address: ;hert, vespe@itgonline.com

Enable Email Notification: . -

SEEELIEE Select SrvcCall.SrvcCallID as [ServiceRecordID] SrvcCall.DateClosed as
[DateClesed], SrvcCall.MfrMame as [ManufacturerName], SrvcCall.Madel as
[Madel],.SrvcCall.EquipmentTypelD as [ItemTypelD] from SrvcCall SrvcCall where
SrvcCall.ContractID in (Select ContractID frem GroupCentracts where UserGroupID in (15)) and
[SrvcCall.MfrName Like 'HP') AND (SrvcCall.SubcomponentID = 84)[@DateParam] Order By

ETIELE I feel that we are having a high failure rate of HP fusers and want to moniter the calls

Integration Technologies Group (ITG) Page
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2. Does the tool enable and maintain the relationships between Incident, Known Error, and
Problem records?

Comments: Yes. The Incident record may be linked to a Problem record(s). In this example, this
incident is linked to one Problem Record. Problem records may be noted as a Problem, Known
Problem, or, it may be Closed.

VIEW SERVICE RECOR
Waorkflow Status [ Mot Initiated ]

Service Record #: Contract #: Serfice Record Category: Cataloq Service:

209576 5999-000 Rfquest - General Support (Service Call Managem
Status: Priority: Complete: Classification: Time Z
Closed - 1-Low - ~ Mone -~ 0
Reference Incident #: Reference Rfquest #: Reference Event #: Customer Ry
POC:Rachael Beaupre Lockup Engineer: ceojact

POC Phone: 7 gz-558-8282 POC Extension: 251 Engineer:
POC @ Rachacl.Beaupre@itgonlfne.com Opened BY: 5 noy, W4
Alternate POC: Lookup TAM: cojace <
Alternate POC Phone: Alternate POC Extension: TAM: 1T Suppo
Caller: poC Lockup SME: o |-
Caller Fhone: 7 03-593-8282 Caller Extension: 251 SME:
Agency: 1 TG BOM: Harris, G
Address 1: 2745 Hartland Roadf2nd floer Sub:
Address 2: Sub Rating:
City: Falls Church State: A Zip: 22043 Billable:
Country” | |nired Srares - AR:
Manufacturer: GTHER WModel: 2013 Tasks: g
Serial # 1 TG20957 6 Description: OTHER SLA Code:

New Serial #: S/N verified

- _ Exception
Asset Tag #: SLA Exceptions: ‘Open:
Parts Not Shipped: 0
Wem Type: oo Type -
Subcomponent: fone -
ustomer contacted after Service Site User contacted

rd closed
-+ d as: Local

Problem/Known Error 1 —\

Clicking on the Problem/Known Error hyperlink will display linked Problem record(s) list.

SELECT PROBLEM
Problam # Ttem Type Manufacturer Model Manager City State  |7ip Country Priority

@ Phone Systems MICROSOFT Lync 2013 [Yum, Thomas ! ! United States e

Clicking on the Problem Record list hyperlink will display the Problem record

=

—> VIEW PROBLEM
Woarkflow Status [ Not Initiated ]
Problem &: 57 Impact: 2 - Med/Low-SomewhatS Priority: 2 - Med/Lew-Somewhat S ~
Urgency: Z - Med/Low-Somewhat S - Item Type: Phone Systems - Status: Problem (No Selution Available)
City: Subcomponent: Select Subcomponent - Manager: Yum, Thomas -
State: Manufacturer: MICROSOFT * Creation Date: 02 15 2012
Zip: Model # Lync 2013 Closed Date:
Country: United States b

Problem Description: Problem Fix:

Since migrating to the 20132 Edge Server, users have been
experiencing random call drops and quality issues

209865
INQSTR

All related incidents to this Problem record are listed here and may be selected and viewed

Integration Technologies Group (ITG) Page 16
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3. Does the tool facilitate the closure of all Incidents when the associated Problem or Known
Error is resolved?

Comments: Yes. All associated incidents to Problem Records are identified. Also, when the
Problem status changes from ‘Problem’ to ‘Known Error’, or ‘Closed’, an email notification is
sent to the TAM’s assigned to the associated Incidents (only Incidents are not closed).

VIEW PROBLEM
Workflow Status [ Mot Initiated ]

Problem #: 57 Impact: 2 - Mad/Low-Somewhat 5§
Urgency: 2 - Med/Law-Somewhats » ltem Type: Phone Systems hd
City: Subcomponent: Select Subcoemponent -
State: Manufacturer: MICROSOFT -
Zip: Model # Lync 2013
Country: United States b
Problem Description: Problem Fix: Related Incidents:

Since migrating to the 2013 Edge Server, users have been  # ~ | 208576

experiencing random call drops and quality issues 208753 +—
2093865
IN0LTR

Problem (Mo Seolution Available)
Known Problem [(Workaround Available)
Closed [Permanent Fix Available]

Integration Technologies Group (ITG) Page 17
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4. Does the tool facilitate the production of reports from Incident data that can be used by
Problem Management to identify any degradation to Service(s) or unavailability?

Comments: Yes. A Problem Management report may be created in the PPMS system. The report

is keyed from selection criteria and matched with its associated ad-hoc extraction program. The

Ad-hoc program can be tailored to identify availability and disruption time periods. For example;

an ad-hoc report can be created to determine if an incident has passed a number of days or

exceeded the SLA.

VIEW POTENTIAL PROBLEM SPECIFICATION SCAN REQUEST
Scan Request Name: jp Server Power Supplies

Description: | ; . b Gerver Power Supply Failures

Scan Request Query: 4o server Power Supplies
Priority Level: -
Problem Status:

Scan Status: -
(This sgan request will only be ececured i Acive) 172702 7
Scan Number of Daye Prior to Current Date: 300
Scan on Date Column:
{Select the Dare Column upon which t apply the Number of Days query) > ©C2!l:Dat=Clased M
Scan Frequency Type: [,
(Select Hours or Days)
Scan Frequency Value: 5

Number of Matches: |
Problem Assigned to User: .o o1

* Unknown Issue ¥

Alert Notification Email Address: o ert,vespe@itgonline.com

Enable Email Nofification: .. =

Select QUery: ¢ |oct SrveCall.SrveCallID as [ServiceRecordID],SrveCall.MfrName as
[ManufacturerNamel],SrvcCall.Description as [Description],SrvcCall.EquipmentTypelD as
[ItemTypelD].SrvcCall.SubcompenentlD as [SubcomponentID]SrvcCall.SerialNumber as
[SerialNumber],ContractEqui .Contractl 1D as
[CantractItemID],ContractEquipment.C ts as [C ts] fram SrvcCall

Comments: | it HP Server Power Supply Failures

PPMS report

Potential Problem Records fetched for Scan Request [ HP Power Supply Failure ]

PPRecordID [PPGrouplD DateTimeCreated ServiceCallNumber A Name [Description EquipmentTypelD SubcomponentlD
3179 19 12012007 9:11:41 PM 30057 i SERVER s 128
3180 19 1202007 &-11:41 PM [0340 HP SERVER 5 128
3181 19 12012007 9:11:41 PM [00377 B Server s 128
3182 19 12012007 9:11:41 PM [92510 EP SERVER s 128
3183 19 1202007 9:11:41 PM 92981 HP Server 6 128

Additionally, Problem management may produce reports from the Incident search screen or data

may be extracted from the ad-hoc reporting system.

SEARCH FOR SERVICE RECORD

Service Record = Contract 3: - Hem Type: Salect ~ [ lurgency- colace Al
Sub Reference #: Catalog Service: pone ~ Subcomponent: pgne - Impact: galect All
Customer Reference #: Customer Order #: Classiication: salact All - Priority: salace all
POC: Part Orders: None ¥ Service Record Category: Selzct All -
POC @: Manufacturer: Service Record Type: Select All -
POC Phone: Model # Service Record Closure Type: Select All -
Agency: Serial #: Pending Action: Select -
Address 1 Asset Tag # Opened By: None -
Address 2 Lookup Engineer: Nons - TAM: none -
City: Engineer: Opened Date Start: X
stata: SME: Solect - Opansa Dste Ena: =
Zip: BOM: Select - Closed Date Start: 1]
Country: Select - Status: Select All - Closed Date End: =
Other: None - Billable: Select ~
Sub: Select All - Temporary Serial Used: Select ~
‘Customer contacted after Service Record clesed: Select ~ All Service Records NOT Closed: cojece = Ne Log Entry on this date: sl
Site User contacted: Select v SLA Code:
@A Complete: Select All -~ Invoice received: Select +
Reference Incident # Serial Humber verified: Select +

Reference Request #:
Reference Event &
Service Record Description:
Service Record Resolution:
Missed SLA Type: Select -
Missed SLA Reason: Select -
Missed SLA Explanation:

Integration Technologies Group (ITG)
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Configuration Management

1. Does the tool facilitate secure and controlled access to the Configuration Management
Database to navigate, modify and extract Incident related information?

Comments: Yes. Access is secured by user ID and password at various levels.

From:
‘ITG CENTRE Introduction’
Document Control # 180-v2

2. System Administrator attributes. The System Administrator attributes allow control to
be exercised over the Users of “ITG CENTRE?” by assigning permissions, passwords,
and controlling the Users’ ability to see and manipulate data within the system.

Integration Technologies Group (ITG) Page 19
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2. Does the tool provide linkage to user details?

Comments: Yes. When viewing an incident record, clicking on the Serial number hyperlink
provides a link to the contract equipment (CI) record which leads through logs and summaries.

AssetTag: 047204
urgency: 1 | on
Impact: | | o\
Priofity: 1 _) o

Log Entry
ISERVICE CALL ISSUED.
ISERVICE CALL ISSUED.

ISERVICE CALL ISSUED.

Response SLA Hours:

On-Site SLA Hours:

Repair SLA Hours: ¢
Sales Order #:
Invoice #:

Time Stamp

1872007
T Resd, Steven W.

/712008
Pt Resd, Steven W.

/8/2008
11:24:22 AM

Transaction By User

Busnavanturs, Bryan

VIEW SERVICE RECORD

Use PPM Hours for SLA
Include Saturday in SLA
Include Sunday in SLA
Include Holiday in SLA
Creation Date:

VIEW Cl NUMBER LOG [ 4153H21 ]

Contract

Cl NUMBER [ 4153H21 ] SUMMARY

Total

CENTRE Part

Service Purchase Order | Purchase Order | Part Order

Recor.

zossas

First Service Serwice Total Parts Total Parts Electronic SUbE-;?‘t:;ctm Last Service
Record Date Records Shipped Cost Repair Labor Record Date
Labor Charges
Charges
GI1E2007 12:08:44 PM| i0 14 1,123.46 0.00 1,187.50 |4/12/2011 5:32:51 PM
SELECT SERVICE RECORD View Large Page
Service Record # Service Contract # POC Name POC Phane Agency lcity State |Country |PartOrders  [Shipped |Sub Days |Opened
Record
Category
Incident EOEED00 Waryann & ST ETaT Al Columbus  (OH Unied |1 EIEZ00T (Computing |5 E3Z00T
Gresger States uroe 08:54
Maintenance
Service
o Incient HOEED00 Her L. Wiahone 1455787 AT Columbus — (OH Unied [0 Computing |1 2z
2302 urce:
Maintenance
Service
Incident 5008000 Lleri L. Mahone 6144655787 HUD [Columbus _|OH United [0 Computing [0 27872008

123238

Integration Technologies Group (ITG)
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Workflow Statws [ Mot Initiated ]
Service Record #: Contract #: Service Record Category: Catalog Serwice:
106545 S0565-000 Incident - General Support [Service Call Management) - Mo Price
Status: Prigrity: QA Complete: Classification: Time Zone: Days:
Clesed - 1-Low - Attemptad To Survey ~ MNone ~ O - 5
Reference Incident #: Reference Request #: Reference Event #: Customer Reference #:
11686329
POC: 1an, Lookup Engineer: |- ¢
e 11 POC Extension: Engineer:
POC @: Mary, Opened By: G, idry, vves M. [Nina)
Alternate POC: Lookup TAM: Select
Alternate FOC Fhone: Alternate POC Extension: TAM: ooz ner, Terence P.
Caller: S Loockup SME: __|__,
Caler Fhone Caller Extension: SME: Bohner, Frederick W.
AgEncy: HUD BOM: Cecly, George B.
Address 1: 200 North High Strest Sub: Computing Resource Mai
friEEE Sub Rating: 5 -
Cit¥: Columbus State: OH Zip: 43215-24632 Billable:
Country: | nited States - AR:
Manufacturer: e | Model: MSZ00 Tasks: g
— Serial # 41 53HZ1 Description: Printer SLA Code: w2 BS 24
. S SLA Excaptions: SRegEien ] Srertion o
ltem Type: oinear - Parts Mot Shipped: 0
VIEW CONFIGURATION ITEM [ 160662 ]
Contract# gnag-000 POC Phone: 514 Extension: Customer DO #:
PoC: Alternate POC Phone: Extension: Customer DO Date:
Alternate POC: Price: Maintenance DO #:
CINUMbEE: 4953121 Price Type: Maintenance DO Date:
ClNumber Log CI Number Summary I S UM ke
‘Old CI Number: ‘Warranty End: Ship Date:
item Type: pire, - Agency: jp Install Date:
Subcomponent: oo - SitelLocation: 504 1y, igh Street 7th Floor Training Date:
Model: 5200 Address 2: Billable:
Description: i o City: - jumbus Not Active:
Manufacturer: pg | - State: gy Zip: 43215 Last Modified: 12/3/2010 2:24:23 PM
Quantity: Country: )it o States - Last Modified By: Humes, David J.
CLIN: Lifecycle Status: o0 - External Data

Sales Order

Closed

EITBIZ00T
11:30

ZITIZ008
11:30

[2/8/2008

20

Status

Clozed

Closed

Closed
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Change Management

1. Does the tool facilitate secured and controlled access to Change Management information
such as Change schedules and Change history?

Comments: Yes. Access is secured by user ID and password validation at various levels.

From:
‘ITG CENTRE Introduction’
Document Control # 180-v2

3. System Administrator attributes. The System Administrator attributes allow control to
be exercised over the Users of “ITG CENTRE?” by assigning permissions, passwords,
and controlling the Users’ ability to see and manipulate data within the system.

- Each time the RFC record is modified:

o The ‘Date Last Updated’ and ‘Last Updated By’ information is captured.

o The Record may only be edited by the issuer or the Chairman/Deputy Chairman
until the “Status is set to ‘Approved’, then, only the Chairman/Deputy Chairman
or the ‘Assigned To’ individual may edit the record.

o Each time a change is made to the record’s main page, the details of the change
are chronologically reflected in the ‘Track Changes’ field.
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2. Does the tool support an interface with the Change Management tool to determine
whether scheduled Changes provide a solution to an existing Incident?

Comments: Yes. The change management records maintain the associated incident number(s)

which hypertext to the Incident.

New | Affected Departments | Affected Contracts | Change Analysis | Process Areas | DAR | Post Implementation Review | Asses:

VIEW CHANGE REQUEST[7]

‘Workflow Status [ Not Initiated ]

Change Request Name: ITIL Requirement — Add a Severity code and SLA values to the asset data record and service call scre

Category: i5ior Change
Change Type, <, ftware
Change AUthOTItY: <t Engineering MRE

Desired Completion Date: 10/31/2006

Proposed Change:

fields to create the severity value as the following;

Description of current or potential non-
‘conformancefjustification:

record categorization?”

1- Add a Severity field (read-only calculated severity code (1-5) from the values indicated in
the Criticality and Impact fields. Develop a method to use the criticality and impact codes t
create a weighted severity code value. As an asset is entered, the weighted value will
populate this field. A possible weighted value could be the combination of these two

ITIL states in The Incident management/functional criteria question #4; 'Do,
" facilitate the automatic prioritization, assignment, and escalation of Incid

ful

ts based on the

ffments | Configuration Items | N3

Requirement | Help

Actions Summary:

12/04/2006 - By George
Hadjikyriakou

Implemented software requirement
699 to satisfy this change request.

11/09/2006 - By George
Hadjikyriakou

Generate a software requirement
699 to satisfy this change request.

I 4

CONFIGURATION ITEM SOURCE RECORDS

Configuration Item Source Type

Configuration Item Source

Key Column Value

Change Reguest

FProblem

33

Change Reguest

Reguirement

639

*SelectConfiguration ltem EmruElepE:l Change Request

*SelectConfiguration Item Source: F eI NI

Identify all associated Incidents

Select|SrveCalllD|ContractNum|CustPOC |CustPOCPhone[Agency City |State|Shipped|Sub DateOpenedTimeOpened|DateClosed|Time!
O [75268 7319998 I |NIH [Rockville IMD (0 Dave Lovelace 3/24/2006  [10:41
[ [s9s29 7815-003 i USDA-FSA [Farmington IME [0 [None 11/8/2006 (14:48
[ [o1349 15263-000 ! ITG [Falls Church VA [0 11/9/2006 (12:28
[ [o2200  [7815-003 ! |USDAFS i T [o INone 1173072006 1103
[ |esss6  [7319-909 ! NAsSA Washington  [DC [0 Dave Lovelace 1222007 [15:57
[ [os7s1  [4s50-005 y TG [FALLS CHURCH[VA. [0 /62007 (0905
[J [oss16  [1319999  uwismamen pui-osiwesd  [Dept ofthe Amy DOIM [FORT MEADE |[MD [0 Dave Lovelace /62007 (0920 3122007 [12:45
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Functional Criteria
(need 80%)

1. Does the tool facilitate the recording of categorization codes in terms of affected Service
or Cl type?

Comments: Yes. Both the Urgency and Impact codes are values relating to the affected service.
The equipment type and subcomponent are configuration item types. The CI record maintains a
Priority value (a weighted value of the urgency and impact fields), free text fields, SLA’s, and
configuration information. When Incidents are opened for this CI, the Urgency, Impact, and CI
Priority are posted (and may be modified) to the Incident.

VIEW CONFIGURATION ITEM [ 160662 ]

Contract# gngs-000 POC Phone: 14 Customer DO #:
PoC: Alternate POC Phone: CarcHon: Customer DO Date:
Alternate POC: Price: Maintenance DO #:
CINUMDET: 4153121 Price Type: Maintenance DO Date:
ClNumber Log €l Number Summary Warranty Start: DO Due Date:
‘Old CI Number: ‘Warranty End: Ship Date:
item Type: prinrer - Agency: Install Date:
Subcomponent: oo - SitelLocation: 504 1y, igh Strest 7th Floor Training Date:
Model: 5200 Address 2: Billable:
Description: pi-ver City: ojumbus Not Active:
Manufacturer: e | - State: o 7ip: 43215 Last Modified: 12/3/2010 2:24:23 PM
Quantity: Country: )it States - Last Modified By: Humes, David J.
Lifecycle Status: oo - External Data

Response SLA Hours: Use PPM Hours for SLA
‘On-Site SLA Hours: Include Saturday in SLA

Repair SLA Hours: Include Sunday in SLA

Sales Order #: Include Holiday in SLA

Invoice #: Creation Date:

VIEW SERVICE RECORD

‘Workflow Status [ Not Initiafle

Service Record #: Contrac§: Service Record Category: Cataloqg Service:

106545 8058-086 Incident - General Support (Service Call Management) - No Price Option - Confirmed -
Status: QA Complete: sssification: Time Zone: Days:
Closed - Attempted To Survey >  Nond® * 0 v 5
Reference Incident #: gace Request #: Reference Event #: Customer Reference #: Sub Reference #: Customer Order
1168629
POC: Maryann A. Creager Lookup'Bagineer: 5o jact - Opened: 55 13 2007 ~08 54
POC Phone: 51 POC Extension: Engindsg Contacted: o5 13 2007 -09 29
OC@: wmarys _ - _ OperdEy; Guitsg Yves N. (Nino) Dispaiched: o5 13 2007 ~“09 33
Alternate POC: Lookup TAM: goact -  Confirmed:gs 13 2007 ~10 35
Alternate POC Phone: jon: : On-Site: y
Alternate POC Extension: TAM: Seager, Terenc™R 06 14 2007 11 15
Caller: or, Lookup SME: ggjact . NextETA: g 18 2007 ~13 30
Caller Phone: Caller Extension: SME: Resolution: o5 15 2007 ~11 30
| Bohner, Frederick V. .
Agency: yup T Closed: o5 18 2007 ~11 30
- Ceely, George B.
Address 1: 50 orth High Street : Part Orders: ; Last RMA:
Addrans 2 Sub: computing Resource Mainten: Shipped Date:
i Sub Rating: . o S _ 2007
City: Columbus State: oH Zip: 43215-2463 Billable: -
Country: njted States - AR: M
Manufacturer: g | Model: M5200 o Service RecordJype
Tasks: o
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2. Does the tool facilitate Incident Management to notify and assign high priority Incidents

to multiple destinations?

Comments: Yes. High priority incidents may be identified on the contract default SLA, contract
‘Equip Type SLA, or on the specific Cl. SLA management alerts are configurable and can be

assigned to multiple locations.

VIEW CONTRACT
Contract # gpgg-0o0 PPM Rate: | Start Date: og
€O ghoun OPPM Rate: | Expiration Date:

CO Phone: 307
Customer Name: 5 TS 11
COTR: g g
COTR Phone: 3 -
COTR Email: 1,

BDM: cooly, George B.

Customer Contract#

Zontract Modifications:

TAM: pavid Humes

Last Modified By: Ceely, George B.

Sunday Rate: g
Minimum:

Billable: No

Close Out Date: g7
Days Extended:
PPM Hours: { |

Travel: | No Days of Service: _¢
Taxable: | No PPM Hours Start: g7
- Non-Revenue: | No PPM Hours End: ;¢

ClChange Request Required: | No
QA: [7] Yes
Contract Status: ;i e -
Last Modified: 12/16/2010
3:31:48 PM

Response SLA Hours: 4
On.Site SLA Hours: ()
Repair SLA Hours: 32

- 01 - 2005 ClimportDesignated Contract: o0 -
- 31 - 2015 Update Acceptance Date
- 31 - 2015 External Data
/| Use PPM Hours for SLA
Include Saturday in SLA
Include Sunday in SLA
00 Include Holiday in SLA
00 Send email notifications on if SLA values are not met by the % Tim
Lapsed specified below.
Email TAM@ g5 % Time Lapse - EmailBDM @ og % Time Laps
Email TAM@ 55 % Time Lapse - EmailBDM @ qp % Time Laps
Email TAM@ g5 % Time Lapse - EmailBDM @ og % Time Laps

Contract Documents

Contract Cost/Budget Documents

Additionally, the system has an alerts feature which is designed to notice individuals or groups.
These alerts may be by Incident Type (Support, Training, IMAC), Incident status, Incident

Priority, Incident Item type, and others.

ALERT SOURCES
The mandatory editing fields are indicated with an asterisic *

SOURCE NAME
IncidentType
SeverityCode
EquipmentType
IncidentimpactUrgencyMatrix
ImpactUrgencyPriorityMatrix
StatusCode

*Source Name

Select a table

DESCRIPTION
Alert Specific Users On the Type of the Incident
Alert Specific Users On Incident Severity (Priority) Code
Alert Specific Users On the ltem Type
Incident Impact Urgency Matrix
Impact Ugency Priority Matrix

Example of status alert

Integration Technologies Group (ITG)

Incident Management Assessment V2

iAlert item
Alert Item
Alert Item
Alert item
Alert item
Alert item

AccountingData
ActionItem

ActionType
ActivityReport
ADMCZImportEquipment
ADMCZImportErrorbog
ADMCZInvoiceDetail
ADMCZ2InvoiceHeadear
apMC2QuoteDetail
ADMCZQuoteHeaadear
ADMCZSODetail
ADMCZSOHeader
Agency

AlertContracts
AlertContractlUsers
alertIitemRecipients
AlertProcess

alerts

AlertSource

Alertlsers

allSites
AspxllserSession
Assetlog

AuditLog

author
BackUpContractCostData
BatchInwvaoice
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3. Does the tool facilitate the dissemination of information to the user community? For
example, an interface that allows users to check the status of requests or view outage

information.

Comments: Yes. Users can check on the status of Change Requests, Incidents, and Problem
Records. The user may enter any search criteria singularly or combined (with wildcard entries) to
tailor a report to there needs. Access is secured by user ID and password validation at various

levels.

Change Request (maintains links to problems and incidents)

Change Request ID:
Change Request Name:
Proposed Change:

P ial Non-Conform: Justification:

Root Cause:

Actions Summary:

Category: ggject
Change Type: gg)oct
Change Authority: gqjoqt
Action Type: cqjoct

Internal Audit Number:

Information Security Approval Required ¢ +
Approving Security Officer: ¢ o q+

Desired Completion Date From Date:

SEARCH CHANGE REQUEST

Issued BY: ggjoct
Approved By: cg|act
Assigned To: go|oct

Status: g0t

Priority: ge|act

Approved by Security Officer ¢ »

-

j For one specific date, both "Start” and "End" date values need to be entered.

Problems (maintains links to RFC’s and incidents)

Problem #:
Urgency: Select
City:
State:
Zip:
Country: Select
Problem Description:

Root Cause:

SEARCH PROBLEM
Impact: Select
Item Type: Select
Subcomponent: None
Manufacturer: None

Model #:

Incidents (maintains links to problems and RFC”)

Service Record #:

Sub Reference #:

Customer Reference #:
POC:
POC @:
POC Phone:
Agency:
Address 1:
Address 2:
City:

Stata:

Contract #

-

Service Record #:

- LJ Priority: Select
- Status: Select All
- Manager: Select All
Creation Date:
Closed Date:

SEARCH FOR SERVICE RECORD

- |

Catalog Service: gpa

Customer Order #

Part Orders: None -
Manufacturer:
Model #:
Serial #
Asset Tag #
Lookup Engineer: None
Engineer:

SME: Coloch -

Integration Technologies Group (ITG)
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Item Type: Select
- Subcomponent: .-
Classification: gqjact all
Service Record Category:
Service Record Type:
Service Record Closure Type:
Pending Action:
Opened By:
TAM:

Opened Date Start:

Nnanad Nata End-
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Select All
Select All
Select All
Select
None

None
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4. Does the tool facilitate the automatic prioritization, assignment, and escalation of
Incidents based on the record categorization?

Comments: Yes. The ‘Alerts’ system provides assignment for numerous categories. Priorities
are automatically determined during incident registration from the CMDB and are modifiable.
Additionally, SLA routing is configurable by contract, item type, and CI.

ALERT SOURCES

SOURCE HAME

DE SCRIPTICOM

Alart Specific Usars On the Type of the Incident

Alert Ilaetngl —I

[ |\ncidentType
|

Ismm Alert Specific Users On the Status field Alert |I:E|'I"I§| —I
IF‘riD(i‘l‘y Alert “EI’I'IEI —I
ityCode Alart Specific Usars On Incident Sewverity {Priority) Code Alert Ilaetngl —I

IEquiprnErrtType

Alert Specific Users On the tem Type

Ilnciderrtlrrn)ac:tulgencarhlahix

Incident Impact Urgency Matrix

Alert I!:El'ngl —I

ImpactUrgencyPricrityMMatrix

Impact Ugency Priority Matrix

Alert ltems —

=Spource HMame

Select a table bl ll
L » sk | IncidentType —
Select|IncidentType Drescription
) |Support Support Assign Recipients
) |Training Training Assign Recipients
) [IvaAac Install hove/Add Change Assign Recipients

Send Alerts to ‘Assigned Individuals’ if an Incident is opened or modified with these
‘Status’ codes.

sl LU StatusCode v | _Co
P Select|Category StatusCede Description
O |sevecan Open Open calls eeee—
) |SrvcCall Closed Closed calls Assign
) |SrveCall Project lactions outside of standard break fix Assign Recipients
) |SrveCall Reimaging Reimaging/Hard Drive Installs Assian
) |SrveCall Future 8039003 Calls will be dispatched’handled in the future Assign
) |PO Issued Assign
)  |Contract [ Active Assign
) |Contract (On Hold Assign Recipients
- SrvcCall (Cancelled (Cancelled calls Assign
sl s SewerityCode - GO
» | Select|Catezory SeverityCode Drescription
v SrveCall 1 Mlinor Assion Reciplents

Integration Technologies Group (ITG)
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L]
- SrvceCall 2 Somewhat Significant Assign Recipients
- SrwcCall 3 Siznificant Assign Recipients
- SrvocCall 4 ilajor Assign Recipients
- SrcCall =5 TUrzent Assiogn Recipients
e s e EquipmentType P co
Select|EquipmentType EquipTyvpelLevel
il CEMNTEREE Software 1 Assign Recipients
il Server 1 Assign Recipients
- MnIonitor 1 Assign Recipients
- LGB CENTEE Software 1 Assign Recipients
- Printer 1 Assign Recipients
E 3 Cluster 1 Assign Recipients
- Fax hachine 1 Assign Recipients
— [ B — —
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5. Does the tool facilitate the automatic escalation of Incidents based on affected users and
pre-determined time intervals or milestones?

Comments: Yes. Affected users of an incident are used to determine the Priority value. The
weighted value of a CI’s urgency and impact are used to determine the incident priority. The

— ‘affected users’ impact value is calculated via the following table and is configurable.

The Contract, Item Type, and CI SLA criteria have configurable time lapse notification systems.

Contract# gg8-000

Alternate POC:
ClNumber: 4153151

ClNumber Log
0id CI Number:

ftem Type: printer
Subcomponent oo
Model: 15200
Description: b ey

Manufacturer: pg |
Quantity:
CLIN:

Service Record #:
106545

Status:
Closed -
Reference Incident #:

POC: \1aryann A. Creager
POC Phone: g 14

POC@: ary,
Alternate POC:
Alternate POC Phone:
Caller: gp
Caller Phone:
Agency:
Address 1: 500 north High Street
Address 2:
City: Columbus

COURMY: nited States
Manufacturer: g, |

Contract # gpgg-0o0
€O: | 'shaur
CO Phone: 307
Customer Name: 5 TS 11
COTR:;
COTR Phone: -
COTR Email: ;.
BOM: Ceely, George B.
Customer Contract #:
Zontract Modifications:

TAM: pavid Humes
Last Modified By: Ceely, George B.

Impact Code

1 1

Cll Number Summary

Derived from Affected User Counts

VIEW CONFIGURATION ITEM [ 160662 ]
POC Phone: 614 Extension: Customer DO #:
Alternate POC Phone: Extension Customer DO Date:
Price: Maintenance DO #:
Price Type: Maintenance DO Date:
DO Due Date:
- Ship Date:
- Agency: up Install Date:
- Sitellocation: 29 . High Street ,7th Floor =il
Address 2: Billable:
City: Columbus Not Active:
v State: o Zin: 43215 Last Modified: 12/3/2010 2:24:23 PM
Country: nited States - Last Modified By: Humes, David J.
Lifecycle Status: yone - External Data
Response SLA Hours: Use PPM Hours for SLA
On-Site SLA Hours: g Include Saturday in SLA
Repair SLA Hours: Include Sunday in SLA
Sales Order #: Include Holiday in SLA
Invoice #: Creation Date:
VIEW SERVICE RECORD
Service Record Cateq: Catalog Service:
Incident - General Support (Service Call Management) - No Price Option - Confirmed -
QA Complete: Classification: Time Zone:  Days:
Attempted To Survey - e -0 - 5
Reference Eventw Customer Reference #: Sub Reference #: Customer Order
1168639
Engineer: gojoct - Opened: g5 13 2007 ~08 54
POC Extension: Contacted: g 13 2007 -09 29
Opened E ]
- e idry, Yves N. (Nino) Dispatched: g 13 2007 “09 33
Lookup TAM: g/ . Confimmed: g5 13 2007 ~10 55
Alternate POC Extension: TAM: On-site: 5
Seager, TS 06 14 2007 T11 15
Lookup SME: cgjact . NextETA:ps 18 2007 ~13 30
Caller Extension: Resolution: 1
SME: 5 ohner, Frederick V. ] 06 118 12007 gi1 |30
BDM: Cocly, George 8 Closed:gs 18 2007 ~11 30
== ot Part Orders; | Last RMA;
Sub? computing Resource Mainten:
Sub Rating: 3 -
State: oH Zip: 43215-2463 Billable:
- AR:
Modet: 15200 Tasks:
VIEW CONTRACT
PPM Rate: | StartDate:gg - p1 - 2005 Climport Designated Contract: o0
OPPM Rate: Expiration Date: p; - 37 - 2015 Update Acceptance Date
Extension: Sunday Rate: g Close QutDate:p7 - 31 - 2015 External Data
- Minimum: o, Days Extended: V| Use PPM Hours for SLA
Billable: No PPM Hours: 11 Include Saturday in SLA
Travel: No Days of Service: y ¢ Include Sunday in SLA
Taxable: | No PPM Hours Start: g7 g Include Holiday in SLA
- Non-Revenue: No PPM Hoy 00 Send email notifications on if Sl the % Tim

ClChange Request Required: | No
QA: [7] Yes
Contract Status: ;i e -

Last Modified: 12/16/2010
3:31:48 PM

Integration Technologies Group (ITG)

Incident Management Assessment V2

@sponse SLA Hours: ; Email TAM@ g5 % Time Lapse- Email BOM @ o0
On-Site SLA Hours: 5 Email TAM@ o5 % Time Lapse- EmailBOM @ g % Time
ir SLA Hours: 35 Email TAM@ g5 % Time Lapse - Email BOM @ o0 i

Date:

Lapsed specified below.

Coptract Document:

Contract Cost/Budget Documents
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6. Does the tool facilitate the use of knowledge and or support scripts for Incident diagnosis

and resolution?

Comments: Yes. The DCS (document control system) contains knowledge support and incident
diagnosis/resolution documents and reports.

SEARCH XOR DOCUMENT
Document #:
v
Title:
Abstract
File Names:
Owner: Selecta Owner -
Obsolete: No
Classification Level: Selecta Classification Level Code hd
Document Content:
Authors: Departments Document Type: Document Keywords:
Abel Medina - | Accessibility Solutions Group = | Quality Forms - | 101
Andreas Tzoumas || Accounting Quality Procedures 20000
Benjamin Soto = || Administrative Quality Work Instructions 2009
Bill Fowkes Best Practices Release Information Bulletin 201
Bill Halladay Business Development = | | Risk Management 2010
Brian Langan Electronic Repairs Software 2011
Bridget Fellers Executive Management Software Design Documents 20K
Carlos Almonte Government Programs Statistically Managed Subprocesses 27000
Christina Martinez Human Resources Syllabus 27001
Chuck Swim Inactive Documents Templates 301
Constantinos Nicolaou Infrastructure MRB User Guide 401k
Daryoush Moghaddam IT Department verification forms =/ 508
Dave Wilson Labor Resources Verificaton Forms 8032-000
David Lovelace Logistics } 0 SCrp 8163-000
David Su ~ | Marketing 2 ork Instructions/Descriptions ~ | 8179-003
DOCUMENT 2 TITLE AuTHOR DCS SUBMISSION DATE DB INEO REVISED CIASSIFICATION opsoLeTE viEW
566-V1 glh;:;iﬁ;mess Qs enisd Michael Angelakis 5/23/2005 4:34:00 PM 12/8/2011 11:11:45 AM  Public No view
Contract Specific Work Instruction
1292-V1 8163-000 Philips Navy Hospitality Roberto Udasco 8/27/2012 1:49:59 PM 9/11/2013 2:25:16 PM Public No View
LCD TV Maintenance
Contract Specific Work Instruction
1281-v1 §179-006 US Marine Corp Air Roberto Udasco §/1/2012 3:03:01 PM 9/11/2013 2:26:08 PM Public No View
Station
Contract Specific Work Instruction
1290-V1 8201-109 NAVY TV (Navy Roberto Udasco 8/27/2012 1:11:21 PM 9/11/2013 2:26:43 PM Public No View
Gateway Inns & Suites {NGIS})
Contract Specific Work Instruction e, i
1291-V1 §201-999 AFNAF TV (US Air Force) RoPerto Udasco 8/27/2012 1:16:30 PM 9/11/2013 2:27:07 PM Public No View
r Contract Specific Work Instruction e jp—
12821 §911 333 Atlas World Group Roberto Udasco 8/1/2012 4:38:39 PM 9/11/2013 2:27:43 PM Public No View
y Contract Specific Work Instruction e, o, . -
1283-V1 9215108 DCMA Asset Recovery Roberto Udasco 8/3/2012 2:51:47 PM 9/11/2013 2:28:19 PM Public No View
Contract Specific Work
1293-v2 Instruction: §179-003 IRS Roberto Udasco 8/30/2012 10:28:49 AM 9/11/2013 2:28:46 PM Public Mo View
(Symmetry Service Group)
684-V1 PEL Erl e Pl (R Tina Hong S 2EOE4 510 5/415/2012 5:07:59 PM___Public No View

Dell MFP 1815dn Setup Procedure
- Electronic Repairs

¥i-Chiu Lin

4/2/2008 5:37:02 PM

8/8/2012 11:00:
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Dell MFP 1815dn ITG Depot Setup

Turning on Beep Codes

1. Turm on the printer

2. Press the Right cursor twice to highlight Menu

3. Press the OK (Checkmark) button to enter Menu

4. Press the Left cursor three times to highlight Sound/Volume

5. Press the OK (Checkmark) button to enter Sound/Volume

6 Press the OK (Checkmark) button to enter Speaker

7. Ifitis not setto On, press the Right cursor until it says On

8. Press the Back button

9. Press the Right cursor twice to highlight Button

10. Press the OK (Checkmark) button to enter Button

P T T SR I DU VSRR T ¥ S0 ST [ S . Y

Organization Name
Brand name of Product
Version of Product to be
Assessed

Client Contact Name and
Title

Address

Phone #
Email

Integration Technologies Group,Inc.
CENTRE (Common ENTerprise, REsource, system)

Release 4.6.3 07/24/2007
Robert R. Vespe

Consultant

2745 Hartland Road, 2nd Floor
Falls Church, VA 22043

305 909-3591
Robert.Vespe@ITGOnline.com
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