Incident Management

1. Does the tool facilitate the creation, modification, resolution, and closure of Incident records?
Comments: Yes. The tool facilitates; the creation of an incident with unique Service Record #s,
modification of the incident with permanent edit logs, resolution with comments, and closure

with a close date and closure type.

Service Record #: Contract é:
212629 8045-111
Status: Priority:

Closed
Reference Incident #:

v 1-low

POC: rra;

POC Phone: 757

POC @: £frajr
Alternate POC:
Alternate POC Phone:
Caller:
Caller Phone:

AQENCY: |50 A-FS - Ramona Air Attack Base
Address 1: pamona Helitack Office -

Address 2
City: pamona

Countryi nited states
Manufacturer: | ExpaRK

Subcomponent: ywhole Unit, Laser
/] Customer contacted after Service

Record closed

WorkflowS{atus [ Not Initiated ]

Reference Reqmes

ITG’s CENTRE Service Record Incident Screen

VIEW SERVICE RECORD

Service Record Category:
Incident -

QA Complete:
NO

Catalog Service:

Classification: Time Zone: Days
¥ Whole Unit Replacements v -3 - 33

Reference Event #: Customer Reference #:

Lookup Engineer:

Select
POC Extension: Engineer:
OPENEABY: |)gacco, Roberto C.
Lookup TAM: gg/oct
Alternate POC Extension: TAM

FReed, Steven W.
Lookup SME: gejact

Caller Extension: SME:

BDM: Gion, James F.

2493 Montecito Rd. Sub:

% CIO Systems, Inc.

General Support (Service Call Management) - No Price Option -

Cenfirmed -

Sub Reference &: Customer Order #:

- Opened: 17 15

2013 ~17 13
Contacted: 11 15 2013 ~17 18
Dispatched: 11 15 2013 17 30

Confirmed: 11 15
On-Site:

2013 "18 17

2013
2013

S 16

Shipped Date: 15 g

Sub Rating: 5 - 2013
State: CA Zip: 52065 Billable: [ Urgency: ;| _ | o -
- AR: 5 Impact: y
Model: 732 Tasks: g SErvice Record Type:
Desecription: Printer SLA Code: Service Record Closure Type:
SIN verified sia Exwmms:ac%?;o,“ excention ; Pending Action: sc|ect

Parts Not Shipped: 0

7] Site User contacted

The Service Record was opened as: Local

Problem/Known Error

Change Requests 0

Description:

Printer does not print and jamming every time. Would like a

technician to troubleshoot.

Payment by: <t

Entered on: 12/18/2013 4:39:07 PM by:Reed, Steven W.
Spoke with co-worker Michael Sears. They configured the

CCType: o+ . Invoice Date:

printer Monday afternoon. It is working fine. ok to close ticket

Response: 0.1 8 |
[
3 V]

Missed SLA Explanatic

Comments:

ntered on: 12/18/2013 4:39:07 PM by:Reed, Steven W.
Spoke with co-warker Michael Sears. They configured the
printer Monday afternoon. It is working fine. ok to close ticket
Entered on: 12/18/2013 11:46:29 AM by:Reed, Steven W.
Log Entry:

2. Does the tool support the classification of an Incident by IT services as well as technology

failure?

Comments: Yes. IT Services is identified by the ‘Catalog Service’ type and, technology failure is
identified via the ‘Service Record’ open and close type selection boxes.

Workflow Status [ Not Initiated ]
Service Record #
212629
status:

Closed A

Contract #:
8045-111

Priority:
1-Low
Reference Incident &

POC: Efro:

POC Phone: 750

POC @: Efrair
Alternate POC:
Alternate POC Phone:
Caller:
Caller Phone:

AQENCY: USDA-FS - Ramona Air Attack Base
Address 1: pamona Helitack Office - 2498 Montecito Rd.

Address 2
City: Ramona
Country: nited states
Manufacturer: | symari
Serial & g40wsM3
Hews Serial #:1014792

AssetTag#:
ftem TYPe: printer
Subcomponent: yhole Unit, Laser

7| Customer contacted after Service

Record closed

Reference Request

Service Record Category:

Catalog Service:

Incident -
QA Complete: Siggsification: Time Zone: Days:
NO ¥  wholSméRgplacements v -3 > 33

Reference Event # UsTomer Reference &

Lookup Engineer:

Select
POC Extension: Engineer:
Opened BY: | acco, Roberto C.
Lookup TAM: 5 oo
Alternate POC Extension: TAM:

“Reed, Steven W.

Lookup SME: scject
Caller Extension: SME:
BDM: Dion, James F.
Sub: C10 Systems, Ine.
Sub Rating: 3 -
State: Cp Zip: 92065 Billable: [/
- AR:
Model: 752 Tasks: g
Description: Printer SLA Code:

SIN verified
SLA Exceptions:XCeplion |- Exception ;

Parts Hot Shipped: 0

] Site User contacted

The Service Record was opened as: Local

ProblemiKnown Error g

Change Requests g

Description:

Printer does not print and jamming every time. Would likea  *

technician to troubleshoot.

Paymentby: <o

Resolution:

Entered on: 12/18/2013 4:39:07 PM by:Reed, Steven W.
Spoke with co-worker Michael Sears. They configured the

- CCType: oot - Invoice Date

T

printer Monday afterncon. It is working fine. ok to closs ticket

General Support (Service Call Management) - No Price Option - Confj/med -

Sub Reference # Customer Order #:

- Opened: 11 35 2013 ~17 13
Contacted: 11 15 2013 ~17 18
Dispatched: 17 15 2013 -17 30

- Confrmed:y; 35 5013 -18 17

On-Sitesy; 13 2013 ~14 30
= NextETA: 15 15 2013 -

Resolution: 15 15 2013 ~16 41

Closed: 12 15 2013 16 41

Part Orders: 5 Last RMA:
Shipped Date: 15 0o 2013
Urgeney: | . -

pact
Service Record Type:

Support
Service Record Closure Type:

Support

Pending Action: st

Response:
On.Site:  15.3 0
Repair: 0 8

Missed SLA Explanatic

Comments:

Entered on: 12/16/2013 4:39:07 PM by:Reed, Steven W.

Spoke with co-worker Michael Sears. They configured the

printer Monday afternoon. It is working fine. ok to close ticket

Entered on: 12/18/2013 11546129 AM byiReed, Steven W. -
ry:

T
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Incident Management

3. Does the tool facilitate the ability to automate Incident models and workflow based on record
classification? For example, automated prioritization, assignment, and escalation of Incidents

based on the record classification?

Comments: Yes. Prioritization is based upon Urgency and Impact values which are
automatically populated to the incident when a Cl is matched. These values may be modified on
the incident or entered to the incident if no CI exists. The Priority value is automatically
calculated from Urgency and Impact values. Incident assignment is automatically limited to
technical managers assigned to the specified contract. Escalation of incidents may be achieved
using the ‘Notification Events’ or ‘Workflow’ modules. These modules can evaluate the record
classification and route email alerts to users, stakeholders, and any other desired individuals or

VIEW SERVICE RECORD
Workflow Status [ Not Initiated ]
Service Record # Contract #: Service Record Category: Catalog Service:
213348 €T5E- 00D Request - General Support (Service Call Management) - No Price Option - Confirmed
Status: Priority: QA Complete: Classification: Time Zone: Days:
Closed 1-Low -«
Reference Incident #: Reference Request # Reference Event # Customer Reference # Sub Reference #:
R1445225
POC: £ga, Lookup Engineer: 5.+ - Opened: 15 15 2013 ~12
POC Phome: 317, POC Extension: Engineer: Contacted: 15 15 2013 ~12
POC@: £qgar Opened BY: 11 noz, Mark Dispatched: 1517 2013 -08
Alternate POC: Lookup TAM: ojoc . Confirmed:
Alternate POC Phone: Alternate POC Extension: TAM: S oo oer Terence . On-Site: 15 17 2913 -11
Caller: ;)5 Lookup SME: ggjoct Next ETA:
Caller Phone: Caller Extension: SME: Resolution: 1, 15 2013 -o9
Agency: 1 p BDM: Cecly George B. Closed: 17 13 2013 -09
Address 1: ;51 North Delaware St, Suite 1300 Sub: Bell Techlogix Part Orders: o 4
Address 2 Sub Rating: - Shipped Date;
CitY: Indianapolis State: 1IN Zip: 45204 Billable: Urgency: | o
THAY: |nited States - AR: Impact: ;| o, 4—
— Manufacturer: g | (39010 Tasks: SeNige Record Type: [

Serial # 5ai o1 Descrippién: pC
al#:

Contract # goea-000
POC: Egoar -

’ ATET nate POC:
Cl Number: pakgxvi
Cillumber Log ClNumber Summary

Old Cl Humber:

SLA Code: 53 Bs 24

+nmmainm o EXCEDtiON _ Exception

VIEW CONFIGUF

POC Phone: 5175
Alternate POC Phone:
Price:
Price Type:
Warranty Start:
Warranty End:

Htem Type: pe - Agency: D
Subcomponent: o - Site/Location: 151 g
Model: Sya010 Address 2:
Description: o City: [ gian
Manufacturer: L - State: 1y

Quantity: Country: ynitec
CLIN: Lifecycle Status:

Asset Tag: Response SLA Hours: g

S T p—
Impact: ; |, -

lority: 1 . |ow

Notify and Workflow Modules

On-Site SLA Hours: g

Bepair S A Honrs:

Service Record Closure

Pending Action: cgject

Sales Order #

SYSTEM CONFIGURATION

Alerts: Configure system provided alert notifications
User Groups: Manage user groups

Other Emails: Manage external email addresses

Users: Manage users

User Hierarchy:

tion hierarchy for time sheet approval
Workflows: Configure module workflows
Notification Events: Configure automatic email notifications
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Incident Management

4. 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.

Comments:

Description:
POC: Edgar . - Shird, Joan X 12/18/201. :00:22 Close Redirect Service Desk Ticket
POC Primary Phone: 317 T oext: 0 Mew cable pull to be arraMged by Admp office REDIRECT to IT - HITS REGION 05

12/17/13 12:50

NETWORK: The Customer is needing a new Ethernet Cable.
Tech checked out lan drop, it is bad coming from the wall

The Customer is needing a new Ethernet Cable asthe one he 7
Payment by: o ot - CCType: qojaqt - In\oice Date:

AccountiPO#: O | Expiration Date:
Invoice #: %
SUBCONTRACTOR:Bell Techlogix
ONSITE DATE:12/17/13

View Account/PO#:

Amount: Invoice Received

Cost of Parts:

s ONSITE TIME:11:30-12:50
Sub Labor Cost: Estimated Labor Cost: ELEECR R TR RIS TTME NE AV i e
FE Labor Hours: Estimated Travel Cost: e Coal

5. During Incident registration, are time, date and Incident number fields mandatory?
Comments: Yes. A unique Service Record Incident number and ‘Opened Date/Time” are
automatically generated and applied to the incident.

VIEW SERVICE RECORD

'orkflow™S%qtus [ Not Initiated ]
Service Record # Contract # Service Record Category: Catalog Service:
213348 8068-000 Request - General Support (Service Call Management) - No Price Option - Confirmed
STatrs: Priority: QA Complete: Classification: Time Zone: Days:

Closed ¥ 1-low hd NO ~ IMAC >0 |2
Reference Incident #: Reference Request & Reference Event #: Customer Reference #: Sub Reference #:
R1445225

POC: Eqgar . Lookup Engineer: gg|qc; - Opened: 17 16 2013 12

(TS

1

m | s

Custome

30

POC Phone: 317.___ POC Extension: B e 12 15 201 T
POC @Edgar. - Opened By: Munoz, Mark Dispatched: 1 5 17 2013 -08

6. Does the tool restrict the ability to open, modify and close Incident records based on role?
Comment: 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.

7. Does the tool automate the rapid classification and recording of Incidents? For example, the
use of Incident templates or rapid cloning/copying of an Incident that is already open.
Comments: Yes. CENTRE’s Incident Management ‘ Auto-Population’ feature assists the user in
the creation of an Incident record. By entering all or part of the POC, contract, or item
information, CENTRE’s ‘Get’ auto-populate features assist the user in incident creation by
automatically populating user and CI information into the Incident record.

Auto Populate features ‘Get Contract’, ‘Get POC’, or ‘Get Item’

Get Contract | Get POC | Get Item | Yaet Problem | Help

The mandatory editing fields ave indicated with an asterisk *

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

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
Robert R. Vespe Page 3 of 17

43
44

NEW SERVICE RECORD



Incident Management

Incidents may be ‘Cloned’ by selecting the ‘New Ref Incident’ Tab below the displayed incident.

S | & & (eAerel] 2|

Cloned Incident from Incident # 125090

?

Service Record #: =Contract #: “Service Record
[2o6e-000 | o | Incident

m#: Reference Request #: Reference Event #: Customer Reference #: 50
<I 125090 J | | | || | L
S T =

8. Does the tool facilitate the association of Incident records to user and customer data?

Comments: Yes. CENTRE facilitates this by;

1- Storing user identities (name, address, phone#, Cl information,
Agency name, etc) with the incident.

2- Identifying the customer by including and validating the customer
contract number on the incident.

VIEW SERVIt
Workflow tus [ Not IMtiated ]
Service Record ¥ Contract # Service Record Category: Catalog Service:
213348 8068-000 Request - General Support (Service Ca
Status: Priority: QA Complete: Classification:
Closed ¥ 1-Low - NO ¥ IMAC
Reference Incideny # Reference Request # Reference Event #:
POC: Edgar - Lookup Engine;
POC Phone: 317 POC Extension: Engine|
POC @: Eqgar. Opened
Alternate POC: Lookup TA
Alternate POC Phone: Alternate POC Extension: TA
Caller: 1y p Lookup 51|

9. 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 Cl exists, the Urgency and Impact values may be manually
entered.

VIEW SERVICE RECORD
Workflow Status [ Not Initiated ]
Service Record # Service Record Category: Catalog Service:
213348 Request - General Support (Service Call Management) - No Price Option - Confirmed
Status: QA Complete: Classification: Time Zone:  Days:
Closed - ) - MAac ~ 0 vz
Reference Incident £ Reference Request#: Reference Event # Customer Reference # Sub Reference #:
R1445225
POCH £4g, Lookup Engineer: s |_ - Opened: 1; 15 2013 - 12
POC Phone: 3,7 Engineer: Contacted: 15 15 2013 - 12
POC @ £qgar opened BY: v ngz, Mark Dispatched: 15 17 2013 - 08
Alternate POC: Lookup TAM: oo . Confirmed:
Alternate POC Phone: Alternate POC Extension: TAM: oo Terence B OnSite: 5 17 2013 -11
Caller: )5, == oot - Next ETA:
Caller Phone: Caller Extension: Resolution: 15 15 2013 - 08
Agency: 1 )p BDM: Cccly, George B Closed: 15 15 2013 -09
Address 1 151 North Delaware St, Suite 1300 Sub: 5ol Techlogix Part Orders: o i
Address 2: Sub Rating: 4 = Shipped Datg;
Cit¥: Indianapolis State: 1N Zip: 46204 Billable: — D
Country: |jnited sStates - AR:
Manufacturer: o | Model: Gxaoio Tasks: g
Serial # Saicpoul Description: P SLA Code: 53 55 25 Service Record Closure Type: [yac
Hew Serial # (7| SM verified Exception . Exception Pending Action: |zt
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Incident Management

The Priority is the weighted values of the Urgency and Impact.

Impact Urgency Priority
1

[ST[S1[S] Y Y Y S
[B][SIE ] R ]S}
(NN || N2

10. Does the tool facilitate the monitoring and tracking of Incidents based on Service Level
Agreements and Operational Level Agreements? For example, automated escalations based on
targets for response or resolution not being met.

Comments: Yes. There are four levels of SLA thresholds. The hierarchal sequence is as follows
from lowest to highest:

1- The Contract has an automatic default threshold for SLA events.
2- The Item Type SLA supersedes the above SLA’s.

3- The SLA Code supersedes the above SLA’s.

4- The CI SLA supersedes the above SLA’s.

All SLA breach targets (which are identified by percentage of time lapsed to the SLA) are
automatically routed to appropriate personnel.

Contract Screen with Lapse Percentage Values

VIEW CONTRACT
Contract # gpez_nog PPM Rate: ;15 StartDate:pz - g; - ppps Climport Designated Contract: .o -
co: gt OPPM Rate: 1 45 Expiration Date: 07 - 31 - 2015 Update Acceptance Date
€O Phone: 30, - Extension: Sunday Rate: Close OutDate: g7 - 31 - 2015 External Data
Customer Hame: 1 1y piTs 11 - Minimum: Days Extended: /| Use PPM Hours for SLA
COTR: g Billable: [~ No PPM Hours: ;| Include Saturday in SLA
COTR Phone: 30 Extension: Travel: | No Days of Service: 1_r Include Sunday in SLA
COTREmail: 5. Taxable: [] No PPM Hours Start: o7 gp Include Holiday in SLA
BOM: ool George . - Hon-Revenue: ] No PPM H : T T e v not met by the % Time
‘ . Lapsed specified below.
Customer Contract # ClChange Request Required: Response SLA Hours: 4 Emal TAM@ 65 % Time Lapse - Email BDM @ 50 % Time
Contract Modifications: QA: [ Yes On-Site SLA Hours: Email TAM@ g5 % Time Lapse - Email BOM @ gp % Time Lapse
TAM: 5avid Humes Contract Status: , - +  Repair SLA Hours: 35 Emall TAM@ 65 % Time Lapse - Email BDM @ 50 % Time Lay

Last Modified Bv Cesh:_Gearne R Last Modified: 12/16/2010 Confract Documents

11. Does the tool facilitate flexible report generation and the production of management reports
from historical Incident records?

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

MEASUREMENT & ANALYSIS
Reports marked with a (Y] will only retrieve data from year 9013 and beyond. You may change this to access data prior to the current year.
Parts Parts Owed by Field Engineers = 7 Days - (Y) Parts Owed by Subcontractors = 7 Days - ()

All Parts Owed = 7 Days - ()

Activity Reports eports Owed by Subcontractors = 7 Days - (Y)

Find Service Record Percentage (Performance Measurements) Find Service Record Percentage By Hour (Performance

Itemn Type Service Record Summary By Contract and Item Type Open Service Records By Contract
(Project Performance Measurements) TAM Open Service Records Dispatched
TAM Open Service Records Mot Dispatched .
Company Score Card (Project Performance Measurements)
TAM Open Service Records Dispatched w/Parts Shipped . . .
Itemn Types in Service Records Vs Contract [tem List
Service Records and Service Record Complaints By Region
SLA Performance For Each Contract
Service Record Performance By Serial Number
Average Costs per [tem Type For Each Contract
Service Record Type by Contract

Apart from the available reports on 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 from historical incident records.

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

Ad-Hoc Entry Screen
== Tables Joins Columns Aggregates Filters Group By Sorting Options  Run Report

TABLE NAME SELECTED TABLE

AccessType -
Actionltem

ActionType
ActivityReport
AdhocReportLog
ADMCZ2FreightAmount
ADMC2IlmportErrorLog
ADMCZ2Importltem
ADMC2InvoiceDetail
ADMC2ZInvoiceHeader

ADMCZltemList ;I
ADMC2QuoteDetall

ADMCZ2QuoteHeader 4 |

m

12. 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 #: 2068-000

Service e
Record #: 106278 Classification: None Status: Closed
Reference #: Eillable: No Enginear:
Customer #: 1167012 TAM: Gantt, Gregory L. Sub: BancTec (MMC)
Manufacturer: DELL POC: Hugh
HUD

Model: DE10 77 West Jackson Boulevard
Serial #: ITG106278 Chicage , IL . 60604
United States
New Serial #:

Description: Laptop
Alt POC:

Problem: LAPTOP: Customer unable to get laptop to boot.
Description Incident Priority
LAPTOP: Customer unable to get laptop to boot. Customer states it has the power plugged in. Had customer hold in
on the power button. Customer is at home. Customer travels extensively. Please call customer and make
arrangements. *no configuration
Cell phone: 31
Dell Latitude DE10

Fix: Update Site Ticket
#BF-TC 06/12/07 11:00
#BF-SR 06/12/07 11:00
The FE reseated all cables associated to the laptop, reset the system and it booted correctly. The FE also cleaned
off the laptop while he was on site
Entered on: 6/12/2007 2:04:44 PM by-Gantt, Gregory L

Opened: 6/11/2007 - 09:20 Mext ETA:
- . Last ;
Dispatch: 6/11/2007 - 10:15 Status: 6/18/2007 2:28:12 PM Orders:
Response: 6/12/2007 - 10:00 Closed: 6/12/2007 - 11:00 Shipped:
Comments: #BF-AK 06/11/07 09:55
Spoke to POC and | will dispatch FE to diagnose problem with laptop.
Entered on: 6/11/2007 10:08:42 AM by:Gantt, Gregory L.
USER LOG ENTRY INVOICE
Boykin, Wands L &/18/2007 2:28:12 PM - QA Complete changed to Do Mot Call QA List
*POC name listed on the Do Not Call @A List.
Gantt, Gregory L. To :calloperstors@itgenline.com

From :Gantt, Gregory L
Sent:8/12/2007 2:05:45 PM
Subject :ServiceCall #108278
Message :Update Site Ticket
#BF-TC 06/12/07 11:00

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
Robert R. Vespe Page 6 of 17



Incident Management

13. Does the tool facilitate Incident closures by utilizing configurable Incident closure
categorization codes?

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

Opan
VIEW SERVICE RECORD Cancelled
Workflow Status [ Not Initiated | Remaote
Service Record # Contract# Service Record Category Project
8068-000 Incident - Support (Service Call Management) - No Price Option - Confirmed - pDEtpDI‘IEd
Priority: QA Complete: Classi 3 Time Zone: Days: Reimaging
- 1-Llow ~ Do Not Call QA List ~ Nome - 1 - 1
» Future
o -
1167013 600027180 Monitoring
Lookup Engineer: 5g|qct - Opened:pg 13 2007 ~08 20 Fax Repair
POC Extension. Engineer: Contacted: 05 13 2007 ~05 55 Defarrad
Opened By p lish, Dispatohed: ¢ 13 2007 ~10 15 In Training
cokul ‘Confirmed: |
Lookup TAM: sg|gct - Comim AWTG Trvl Exps
Alternate FOC Phone: Alternate POC Extension: TAM: ¢ Gregery L OnSite g 12 2007 ~10 00 Shipped
Caller: 5. vice Desk Lookup SME: 5oct - Hext ETA: = Lanipp
Caller Phone: Caller Extension: SME: N Resolution: o 12 2007 " 11 00
Agenoy: 1 p e s—- Closed:gg 12 2007 ~11 00
Address 1525 st ockesan Boulevard S Banetee (M) EartOrders: 5 Last RuA Select
Address 2 Shipped Date: - .
et 4 - Business Incident
Gty Chicage - Zie: cos04 Billable: Urgency: 4 - Low d Customer Con'lp|airlt
Countiy: |nited States - AR: - —Tow Eail fp
Manufacturer: g, | Model: pg1p Taske g Service Record Type: s, pport - ailure of Process
Serisl # 17a1 0278 Desription: L2 ptop - ’ IMAC

, rvice Record Glosur Type: ¢,
e F_xx::;:nsn Exception Pt - Interruption of Service
e — Operations Incident
Security
Training
unknown

New Serial # SIM verified
......... SLA Exceptions:

INTEGRATION CRITERIA

Terminology

1. Does the tool's use of terms and definitions align with ITIL terms and definitions?
Comments: Yes. CENTRE was aligned with ITIL terms and definitions.

Problem Management

1. Does the tool facilitate Incident matching and trending in support of Problem identification?
Comments: Yes. A report facilitating 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 Incident Type.

SEARCH FOR SERVICE RECORD

Service Record # Contract # - tem Type: Select - [ Jurgency: et i -
Sub Reference # Catalog Service: oo + Subcomponent: - Impact 5 joct all -
Zustomer Reference # Gustomer Order # Classification: 5aject All - Friority. ajact All -
Poc: Part Orders: Hone Service Resord Category: Select Al -
FOC @ Manufacturer Service Record Type: Select Al -
20€ Phone: Wodel # Service Record Closure Type: Select Al -
Agency: Serial #: Pending Action: Select -
Address 1: Asset Tag #: Opened By: Hons -
Address 2: Lookup Engineer: Hone - TAM: None -
city: Engineer: Opened Date Start =]
State: SME: Salact - Opened Date End =B
zZip: BOM: Select - Closed Date Start =
Country: Salact - Status: Salact All - Closed Date End =
Other: None - Billable: Select +
Sub: Salact Al - Temporary Serial Used: Select v
Customer contacted after Service Record closed: Selact ~ All Service Records HOT Closed: elact v No Log Entry on this date: =
Site User contacted: Salact + SLA Code.
QA Complete: Sel=ct Al - Invaice received: Select v
Reference Incident # Serial Humber verified: Select +

Reference Request #:
Referance Event #
Service Record Description:
Service Record Resolution:
Wissed SLA Type: Selact -
Missed SLA Reason: Select -

Missed SLA Explanation:

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

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 =
ActionType
ActivityReport
AdhocReportLog

ADMCZ2FreightAmount
ADMC2ImportErrorLog
ADMC2Importltem
ADMC2InvoiceDetail

ADMCZ2InvoiceHeader

ADMC2ltemList b
ADMC2QuoteDetail

ADMC2QuoteHeader < |

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.

PPMS Scan Request
VIEW POTENTIAL PROBLEM SPECIFICATION SCAN REQUEST
Scan Request Name: 1p printer Fuser Failures

Deseription: thic ccan is to identify high fuser failures.

Scan Request Query: ip Fuser Replacement
Priority Level: 4 -
Problem Status: |nknown Issue +

. : Scan Status: 1o«
(This scan request will only be executed if Active)
Scan Number of Days Prior to Current Date: g

Scan on Date Column:
(Select the Date Golumn upon which to apply the Number of Days query) >'vcC2/l-DteCpened M

Scan Frequency Type: Days ~
{Sefect Hours or Days)
Scan Frequency Value: 1
Number of Matches: 5
Problem Assigned to User: Vespe, Robert R. -
Alert Notification Email Address: robert.vespe@itgonline.com

Enable Email Notification: ... -

Select QUENY: go ot Sryecall SrvecallD as [ServiceRecord1D],SrveCall.DateClosed as
[DateClosed],SrveCall.MfrName as [ManufacturerName],SrvcCall.Model as
[Model],SrvcCall.EquipmentTypelD as [ItemTypelD] from SrvcCall SrvcCall where
SrvcCall.ContractID in (Select ContractID from GroupContracts where UserGrouplD in (15)) and

FE el MR nme §ilen 'URY ARID £ 8 nmll Suihan mmrcn et TR — 04V AP obafarn ] Aedor S

m | »

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

Related Change Requests:

Created by User: Vespe, Robert R.
Date Created: 3/6/2007
Last Modified by User: Vespe, Robert R.
Date Last Modified: 3/15/2007
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Incident Management

On the incident screen, a search for problem records may be constructed, the incident may be
linked to a particular problem, or, create a new Problem Record.

Incident Display
Incident Problems | Mak® Task | Activity Reports | Order Part | View Log | Repair Log | Motify | References | History | ¢

VIEW SERVICE RECORD

Workflow Status [ NoNInitiated ]

Service Record # Service Record Category: Catalog Service:

213348 Request - General Support (Service Call Management) - |
Status: Priority: QA Complete: Classification: Time Zone:
Closed * 1-Low - NO > IMAC * 0 -

Reference Incident # Reference Request # Reference Event #: Customer Refer

R1445225

Problem Search Initiation

Back to Incident | Create Problem Help

INCIDENT [ 213348 ] RELATED PROBLEM:

P em # Problem Description Manager

Problem Search Criteria automatically populated with Incident data (may be modified to use
Wildcard ‘%’ criterion)

SEARCH RELATED PROBLEM

Problem #: Impact: Select - Priority: Select -

- Status: Select All -

Manager: select All -

Urgency: Select - Itemn Type: PC

City: Subcomponent: None

441

State: Manufacturer: DELL Creation Date:

EQE|

Zip: Model #: GX9010 Closed Date:
Country: United States -

Problem Description:

Link to existing Problem
SELECTRELATED INCIDENT[ 213348 ] PROBLEMS

Problem # Item Type Manufacturer |[Model Manager
2 PC HP test Fellers, Bridget S.
10 PC DELL G240 Vespe, Robert R.
24 PC HP/Compag DCTT00 Zawasky, Patricia V.
28 PC DELL GX240 \Vespe, Robert R.

Or, one can create a new problem record by choosing the ‘Create Problem’ menu tab.
— This will populate the new problem record with the service record information, and,
create a link between the service and problem records.

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

2. Does the tool enable and maintain the relationships between Incident, and Problem records?
Comments: Yes. Relationships may be viewed, created, or removed from the incident.

Service Record # Contract # Service Record Category: Catalog Service: I

209576 5999-000 Request - ‘General Support (Service Call Management) - No Pri

Status: Priority: QA C Classification: Time Zone:
Closed ¥ 1-low - NO ¥ None 0 v 24
Reference Incident #: Reference Request # Reference Event #: Customer Reference #

Rachael Beaupre Lookup Engineer: o+

703-698-8282 Er—
Opened BY: oo \ianessa D.

Lookup TAM: 5oy |

Mo
TAM: 1 5 pport

Lookup SME: ggject
703-698-8282 SMe:

BDM: Harris, George

2745 Hartland Road; 2nd floor Sub:
SubRating: ;.
Falls Church Billable:
AR:

Tasks:p;

Problem Record

Impact: 2 - Med/Low-Somewhat Sic Priority: 2 - Med/Low-Somewhat Sic +

Problem # 57

Item Type: Phone Systems tus: Problem (Mo Solution Available)

Urgency: 2 - Med/Low-Somewhat Sic ~

Subcomponent: Select Subcomponent agdi Yum, Thomas

Since migrating to the 2013 Edge Server, users have been -
experiencing random call drops and quality issues

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

3. Does the tool facilitate the closure of all Incidents when the associated Problem is resolved?
Comments: Yes. All associated incidents to Problem Records are identified. Additionally, when
the Problem status changes from ‘Problem’ to ‘Known Problem or Closed’, an email notification
is sent to the Technical Manager’s assigned to the Incidents (if the associated Incident(s) are not
closed).

VIEW PROBLEM
Workflow Status [ Not Initiated ]
Select Status
Problem #: 57 Impact: 2 - Med/Low-Somewhat Sic Problem (No Solution Available
Urgeney: 2 - Med/Low-Somewhat Sig ltem Type: Phone Systems - - Known Problem (Workaround Available)
—T»  Closed (Permanent Fix Available)
City: Subcomponent: Select Subcomponent - -
State: Manufacturer: MICROSOFT ~  Creation Date: 08 15 2013
Zip: Model # Lync 2013 Closed Date:
Country: United States -
Problem Description: Problem Fix: Related Incidents:

Since migrating to the 2013 Edge Server, users have been - ~ | 209576
experiencing random call drops and quality issues 209753
209365
209876
210345
210346
210734
~ ~ 210921
211633
Root Cause: Problem Workaround: 211876
“ 212117
212641

Configuration Management

1. Does the tool integrate with a CMDB to support the association of Incident records to Cl
records?

Comments: Yes. The incident record integrates with the CMDB via the serial# and asset tag
(which creates a unique field identifier)

Incident Record

VIEW SERVICE RECORD

Workflow Status [ Not Initiated ]

Service Record # Contract # Service Record Category: Catalog Service:
213348 8068-000 Request - General Support (Service Call Management) - No Price Option - Confirmed
Status: Priority: QA Complete: Classificat Time Zone: Days
Closed v 1-low v  nNo v mac ~ 0 v 2
Reference Incident #: : Event#: Customer Reference #: Sub Reference #:
R1445225
POC: Edga Lookup Engineer: seject - Openediiz 16 2013 12
POC Phionei 317.___ __ POC Extension: Engineer: Contactedi 13 15 2013 12
POC @i Eqgar - Opened BY: oz, Mark Dispatenedi 1> 17 2013 -o08
Alternate POC: Lookup TAM: < -~ Confirmed: -
Alternate POC Phone: Alternate POC Extension: TAM: S oo T orence B : 17 2013 "1
Caller: 11,0 Lookup SME: 5ot = Next ETA:
Caller Phone: Caller Extension: SME: Resolution: 17 15 2013 - 08
Agency: [Up BOM: Cocly, George B, Closed: 1, 15 2013 -0
Address 1 151 North Delaware St, Suite 1300 SUB: Beil Techiogix PartOrders: g L
Sub Rating: 4 - Shipped Date:
State: T Zip: 25204 Billabie: - uUrgency: 1 ow
~ AR: Impact: 1 _ ow
Modek: Gx9010 Tasks: o Service Record Type: [uac
Description: pC SLA Code: 53 g5 24 Service Record Closure Bype: 1mac
[7] SIN verified 1t mnmsiannEXCSRliON _ Exception - Pending Action: sciect

Associated ClI
VIEW CONFIGUF

Contract # gosg-0oo0 POC Phone: 51754
o - Alternate POC Phone:

Price:
Price Type:
Warranty Start:
Warranty End:

a ClNumber Summary

- Agencyi HuD

Subcompenent: il Unit -~ e 151 N
Modek Gx9010 Address 2:

Description: oo CHFE Indian

L - State: 1y

Country: Unitec

T 1 - Low -

T 1 - Low -

g ow -
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Incident Management

Request Fulfillment

1. Does the tool provide integration with the Request Fulfillment tool to rapidly open Requests
based on an existing Incident?

Comments: Yes. Incident management provides the ability to create a request fulfillment record
from the existing incident. The references between the incident and request are maintained
within each service record type.

Existing Incident
VIEW SERVICE RE(
Workflow Status [ Not Initiated ]

eTvice Record # Contract # ServiceRegord Category: Catalog Service:
5993-000 Request -~ General Support (Service Call Manage
Priority: QA Complete: Classification: Tin
— ¥ None v 0

Reference Incident #: Referende Request #: Reference Event #: Custon

POC: ¢ 2chael Beaupre
POC Phone: 703-695-5282

Lookup Engineer: Seled
Engineer:

POC @: ¢ zchael.Beaupre@itgonline.com Opened By: ;o

New Request Fulfillment from Incident Tab

5| & & oFersl 2|

New Fulfillment Service Record

NEW SERVICE RECORD
The mandatory editing fields ave indicated with an asterisk *
Service Record #: *Contract #:

*Service Record Category: Catalog Service:

MNew Record 5599-000 Request - Yeneral Support (Service Call Ma
*Status:
Cpen -
Heference Inciden¥ Reference Request # Reference Event#  Customer Reference # 5Sub Reference # Customer Order #
209576
PO Rachael Beaupre Lookup Engineer: 5
*POC Phone: 703-595-5252 POC Extension: 751 Engineer:
*POC®: pachael.Beaupre@itgonline.com Opened By: , ,_,
Alternate POC: Lookup TAM: Se
Alternate POC Phone: Alternate POC Extension: TAM:

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

Change Management
1. Does the tool provide integration with the Change Management tool to rapidly open Changes
based on an existing Incident?

Comments: Yes. CENTRE’s Incident Management System will permit the creation of a change
request and add the linkages to the incident and change records. The ‘Relate Change Request’
tab will relate to a current change request via a search, and add those linkages to the change and
incident records.

Incident

Incident Problems | Make Task | Activity Reports | Order Part | View Log | Repair Log | Notify | References | History | Survey | Survey No FE | Sub {isits | Change Requests |

VIEW SERVICE RECORD
Workflow Status [ Not Initiated ]
Service Record #: Contract #: Service Record Category: Catalog Service:
201661 5959%-000 Incident - General Support (Service Call Management) - No Price Option - Confirmed
Status: Priority: QA Complete: Classification: Time Zone: Days:
Closed > 1-Llow - NO ¥ MNone > 0 ~ 0
Reference Incident #: Reference Request# Reference Event # Customer Reference #: /b Reference # Cu

Create Change Request

Back to Service Record {Create Change Requesty Relate Change Requests | Help

SERVICE RECORD [ 201661 ] RELATED CHANGE REQUESTS

NEW CHANGE REQUEST
The mandatory editing fields are indicated with an asterisk *
*Change Request Name: Actions Su
*Category: Select - *Desired Completion Date: 1 1 j
*Change Type: Select -

*Change Authority: Select

Proposed Change:

l

Incident with Linkage and Identification of a Change Request

A"

Workflow Status [ Mot Initiated ]
Service Record #: Contract #: Service Record Category: Catalog Service
ZOo1661 S999-000 Incident - Genera I Supp
Status: Priority: QA Complete: Classification:
Closed - 1 - Lowr - =1 - Mone
Reference Incident #: Reference Reque st #: Reference Ewvent #:

PONC: Starla Johnson
POC Phone: -os_coo-oz2a2 POC Extension: -og
POC @

starla.johnson@itgonline.com
Alternate POC:T

Alternate POC Phone:
Caller:

Amernate POC Extension:

Caller Phone: Caller Extension:
Agency: 1To

Address 1: 27425 Hartland Rd
Address 2:

Tty Falls Church State: oo, Zips 25043
Country: nited States -~
PManufacturer: —r eo Model:
Scrial # 1T =201 661 Description: | v
Mewsr Serial #: SiMN werified

Asset Taa #: sgos00
Hem Twpe: =orver

SubcomMmPonent: Hard Drive Arrays and Parts -
Customer contacted after Service Site User contacted

=l
The Service Record was openced as: Local

Brohle m/Knowwn Erro
Change Reguests 1

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
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Incident Management

Change Record with link to Incident Service Record
VIEW CHANGE REQUEST[ 784 ]

Workflow Status [ Not Initiated ]

Change Request Hame: Replacement of ITG-LyncFE1 RAID Controller
Category:
Change Type:
‘Change Authority:

Desired Completion Date: 1/7/2013

Proposed Change: of 4 hard drives, from the -

a new Dell PowerEdge 1950

* We will be removing the current drive array, consistin
existing ITG-LyncFEL1 server and installing them int

server.

Description of current or potential non

conformanaeljustifisation: 1© 2ddress an intermittent issue we have bfen experiencing vith the Lync front end

sarver we will be isolating one of two possifle causes by addressing each possibility in
turn. In the event of an unforseen problfm, the drive array can be replaced into the

original server, sffactively reversing any/changes.

Root Cause:

The root causs of the intarmittent frashing of the Lync front end sarver has basn -

determined to be either 2 bad RYAID controller or a faulty hard drive

Change Reguest Documents

Issued By: Yum, Thomas Date Issued: 1/7 /2013 2:38:36 PM

Action Type: Priority:
Internal Audit Number:
Status Approved Date: 1/7 /2012 2:38:26 PM

Approved By: Begin Work Date: 1/7 /2013
Due Date: 1/7 /2013

Completed Date: 9/6,/2013

Assigned To

Security Appr
Approwving Security Officer: Validation Date:
Date Last Updated: 9/6/2013 2:16:43 PM

Approved by Security Officer:
2 Last Updated By: Harris, George

Integration Technologies Group (ITG) ITIL V3 Incident Assessment
Robert R. Vespe Page 14 of 17



Incident Management

OPTIONAL CRITERIA

1. Does the tool facilitate self help and communication options? For example, an interface that
allows users to check the status of Incidents 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)
SEARCH CHANGE REQUEST
Change Request ID:
Change Request Name:
Proposed Change:

ial Non-Confor h
Root Cause:

Actions Summary:

Category: seject

- Issued BY: 5ojact -
Change Type: 5ot - Approved BY: ge|cct
Change Authority: 5o - Assigned To: gojqqr h
Action Type: 5_joct - Status: 5|t -
Internal Audit Number: Priofity: cqect -

Information Security Approval Required cojg

Approved by Security Officer oo -

Approving Security Officer: «.- ¢ -

Problems (maintains links to RFC’s and incidents)

SEARCH PROBLEM
Problem #: impact: Select - Service Record #
Urgency: Select - Item Type: Select - g Priority: Select -
City: Subcomponent: None - Status: Select Al
State: Manufacturer: None - Manager: Select Al -
Zip: Model # Creation Date: ==
Country: Select - Closed Date: ==
Problem Description:
Root Cause:
Problem Workaround:
Problem Fix:
Incidents (maintains links to Problems and RFCs)
SEARCH FOR SERVICE RECORD
Service Recard # Contract #: - | item Type: Select v W Jurgency: seiect Al -
Sub Reference # Catalog Service: yone + Subcomponent: one - Impact: gelect Al -
Customer Reference # Customer Order & Classification: ggject All - Priority: gelact Al -
PoC: Part Orders: None ~ Service Record Category: Select All -
POC @: Manufacturer: Service Record Type: Select All ~
POC Phone: Model #: Service Record Closure Type: Select All -
Agency: Serial # Pending Action: Select v
Address 1: AssetTag #: ‘Opened By: None v
Address 2 Lookup Engineer: None - TAM: None ~
City: Engineer: Opened Date Start: j
State: SME: Select - Opened Date End: =
Zip: BDM: Select - Closed Date Start: j
Country: Select - Status: Select Al - Closed Date End: =]
Other: None - Billable: Select v
Sub: Select Al - Temporary Serial Used: Select ~
Customer contacted after Service Record closed: Select + All Service Records HOT Closed: ggject ~ No Log Entry on this date: ol

Site User contacted: Select ~ SLA Code:

QA Complete: Select All - Invoice received: Select v
Reference Incident & Serial Humber verified: Select
Reference Request #
Reference Event #
Service Record Description:
Service Record Resolution:
Missed SLA Type: Select -
Missed SLA Reason: Select h

Missed SLA Explanation:
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Incident Management

2. Does the tool facilitate the use of knowledge and or support scripts for Incident diagnosis and
resolution?

Comments: Yes. The DCS (Document Control System) maintains knowledge support and
incident diagnosis/resolution documents and reports.

Search Screen

SEARCH FOR DOCUMENT

Document #:

Title:
Abstract:
File Hames:
‘Owner: Selecta Owner A
‘Obsolete: No -
Level: Select a Cf ion Level Code -
Document Content:
Authors: Departments: Document Type: Document Keywords:
Abel Medina » | Accessibility Solutions Group » | Business Quality Manual - 101 -
Andreas Tzoumas || Accounting Call Operator Tests 20000 =
Benjamin Soto = | Administrative CENTRE Documentation _ | 2000
Bill Fowkes Best Practices Charts =201
Bill Halladay Business Development = | Checklists 2010
Document# Document Type DCS Submission Date Classification Level Obsolete Ow|
Document #317-V4 Work Instructions/Descriptions 10i22/2004 5:24:00 PM 1 - Public No Eric 7
Publication Info Review Date Contents Revised
10/4/2012 12:10:02 PM Q2712010 12:45:12 PM
Authors Department Restricted to
Electronic Repairs
¥i-Chiu Lin
\IAbstract View Document
i di for icis to
follow when nrooessmn the repair of a Braille
lembosser. Revised to update the footer. This Braille Embosser Troubleshooting Procedure - Electronic Repairs vd.doc
|document was confirmed as beina valid and
laccurate bv the author on Sentember 17. 2010,

LI
N &

Integration Technologies Group, Inc

/

ITG Braille Embosser Troubleshooting Procedure

All workis to be donein accordance with ITG ESD and Safety procedures.

Initial Actiuns:l

1A% YV arm i cmmimal coranlaint and anar attarante foranair thic amit afFfoita bar
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Incident Management

Organization Name Integration Technologies Group,Inc.
Brand name of Product CENTRE (Common ENTerprise, REsource, system)
Version of Product to be
Assessed Release 4.6.8
Client Contact Name and Robert R. Vespe
Title Consultant
Address 2745 Hartland Road, 2nd Floor
Falls Church, VA 22043
Phone # 305 909-3591
Email Robert.Vespe@ITGOnline.com
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