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ManageEngin@

Gerenciamento de TI

Aplicacbes
o 90+ produtos | 180,000+ clientes
Corporatlvas’ 200+ parceiros América Latina

COIaboraQéO, 2,500+ funcionarios dedicados para a
& produtividade = 2o =t
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Gerenciamento de Active Directory
Active Directory

Exchange Server

Self-service portal

Office 365

SharePoint

Gerenciamento de Operacdes de Tl
Performance de rede

Performance de aplicagbes

Experiéncia de usuarios

Configuragdo e mudanga de redes

Andlise de banda

Analise de Tl

Visualizagao de dados
Analise preditiva

‘)

Help desk
management

Active Directory
management

0ta

Network
management

o

Endpoint
management
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A suite de solucoes ManageEngine

Gerenciamento de servicos de Tl
Help desk

Ciclo de vida de ativos

CMDB e ITIL

Suporte a clientes

Gerenciamento de Endpoint/client
Gerenciamento de Desktop

Politicas MDM e BYOD

Instalagcao remota de Sistema Operacional
Assistencia remota

Gerenciamento de Logs e SIEM
Gerenciamento de acesso privilegiado
Analise de vulnerabilidades

Detecgao de anomalias de rede




Nossas
vidas sao

Impactadas
por essas
tecnologias
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Big data
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Juntas, essas tecnologias mudarao
de forma irreversivel os negdcios e
a forma de operar.
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(01 | Valor da 02 ‘ Descentralizacdo 03 ’Transformagéo
Migracao das da expectativa
organizacgoes dos clientes
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E importante que a empresa
promova e implemente essas

mudancgas de transformacao digital
para seus negocios

www.hdibrasil.com.br/2019



@HDI  CONFERENCIA & EXPO HDI BRASIL 2019

CONFERENCIA & EXPO HDI BRASIL 2019

-

lﬁ\g' R—— - )
e Nes e B

MXT 11T 1

Cloud Mobilidade BYOD Big data * Integracéo mais profunda entre
loT Securanga Privacidade ZpIlIlee B Salttleeles

Alinhamento do Compliance e os * Baseado em regras,
aplicacdes personalizadas

negocios e
para os usuarios
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Transformando o Service desk

Os 5 pontos do ITSM para a

transformacao digital desrupitiva
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® ® @ @ @

De Processar tickets | Rastrear métricas; Execugéo do ITSM Atendendo Construindo canais
usuarios

Desenvolver visdo Descubra o Quebre as barreiras Alavanque a Eliminando gaps
integrada do significado dos da gestao de tecnologia entre areas
gerenciamento de dados servigo

servigos

Ser o centro de Conectar os Implementando o Transformacao Construa pontes

controle de Tl pontos ESM da experiencia
do usuario

www.hdibrasil.com.br/2019



Transformar o Service Desk em
seu Centro de Controle de Tl
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Gestao de Q

usuarios

Como Tl esta
Gestao de = Gestao de
@ Active Directory

Orgamzada | seguranga de TI

hoje

@ ITSM ®| Analise de TI

Todos trabalham em silos
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As implicacoes

{4) = b

Sem padrdes, pouca Falta de controle Incapacidade de

maturidade dos centralizado e obter Insights e

processos de gestao de visibilidade do dados do ambiente

Tl e baixa produtividade ambiente de Tl de Tl para tomada
de decisao
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Gestao de usuarios

=
Transformar

o) ITSM Gestao de
para Obter seguranga de TI
visibilidade

360°

Gestao do Active Analise de TI
Directory
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Associar os dispositivos
fornecidos ao usuario no
Active Directory para
rastreamento

Criar conta do usuario
no Active Directory

Provisionar, inscrever

v Criar conta de email no
~ €eentregar um AV Microsoft Exchange
dispositivo movel ao

usuario
Novo Usuario

Criar conta no

Instalar o software Office 365
necessario para o
usuario
/

l\ o

Provisionar um laptop ou desktop Criar contas no G Suite e Skype
com o sistema operacional for Business

necessario
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Criar um novo usuario pode ser complicado...

ServiceDesk Plus ) A PGS Problems  Changes  Solutions  Assets CMDB  Purchase  Contracts Admin [l ()

Request Catalog Quick Actions Desktop Central ~ MDM ~ ADManager Plus « Advanced Analytics If Service Zoho Creator App

Request ID : 26 ® Edit Close Assign v Actions v Reply v Work Log Timer

{_bl User creation request - Fred Dag - to Finance team
¥~ Bycatin @ on 09/05/2018 07:31 PM Due Date: N/A

Request Tasks (0/0) Resolution History ®
Description «<{ Share Request

Please onboard the new user, provision hardware and services

www.hdibrasil.com.br/2019
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Mas e se a sua equipe de Tl
puder executar todas as

tarefas para criar o novo
usuario em
um unico console
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Request ID : 26 E\ Edit Close Assign v Actions v Reply v Work Log Timer

User creation request - Fred Dag - to Financ:  Merge Request Enter Resolution Submit for Approval
¥~ Bycatrin @ on 09/05/201807:31 PM DueD:  Link Requests Add Notes

Request Tasks (0/0) Resolution History (@ Duplicate Request Add Attachment Associate PO
Print Preview Add Work Log Associate Change

Description Request Purcl
Delete Add Task Search Solutions

Please onboard the new user, provision hardware and servic o+ sarvice to Incident Add Task(s) from Template View Requester Details

ADMP - Add to Group View Task(s) View Requests by Requester
ADMP - Modify Department fd Reminder Eiseem: Assets belonging to
MDM - Associate Profiles View Reminder(s)
ADMF_’ - Hemove Folder Add Dependency
Permissions
ADMP - Enable user(s) /
ADMP - Unlock user(s)

ADMP - Set Folder
Permissions

ADMP - Create user

DC - Install/Uninstall /
software

ADMP - Reset AD password

Forward

Asset Details  Edit
ADMP - Delete user(s)

Resource required for new employee ADMP - Disable users(s)

DC - Run Script

Choose the desktop model Choose the additional hardware required
HP Externi\ Harddisk

www.hdibrasil.com.br/2019
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Criacao de conta no Active Directory

ServiceDesk Plus/ #& & Changes S s Assets C) Admin

ADMP - Create user

Domain | pmp.local Apply Template | System Template

First Name | Fred Dag E-Mail | Fred Dag@pmp.local
*Logon Name | Fred Dag Telephone Number
* Logon Name(Pre-Windows 2000) | Fred Dag Department | Finance

* Password JobTitle | Team Leader

www.hdibrasil.com.br/2019
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Solicitacao de instalacao de Software

Install/Uninstall software

* Software Name Adobe Flash Player 28 PPAPI 28.0.0.161

*TargerType @ workstation User

+ Workstation Name sdpmktg1.pmp.local
* Operation type © |Install Uninstall

Advanced Settings

Change the request status to “Close” upon successful installation of software.
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Sim ou Nao?
Minhas operacoes de service desk estao

ligadas a outras fungdes de gerenciamento
de TI?
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LR ITSM deve
Q’ i \ Descobrir o significado dos dados
=
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A diferenca entre meétricas e analises

« Métricas rastreiam, contam e apresenta
dados

* Métricas nao fornecem percepcoes
estratégicas

« Por outro lado, analises bem feitas podem
fornecer insights uteis para tomadas de
decisoes

www.hdibrasil.com.br/2019
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Métricas vs Analises

Métricas: Quantos incidentes foram fechados no ultimo quarter?

Analises : Como podemos fechar mais incidentes sem aumentar a equipe?

Métricas: Quantos agentes nds temos?

Analises: Nossos agentes estao otimizados para atender as metas do SD para esse ano?
Métricas: Qual € o custo médio para resolver um incidente?

Analises: Podemos reduzir o custo por ticket sem aumentar nosso budget?
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Concorda?
A satisfacao do cliente € diretamente

proporcional ao FCR?
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Quando a satisfacao do cliente cai

ManageEngin@ Analytics Plus

AVERAGE SATISFACTION RATING

Apr 2018 May 2018 July 2018 Aug 2018 Sep 2018
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Razoes de insatisfacao...

ManageEngin@ Analytics Plus

AREAS OF DISSATISFACTION

Resolution provided
[ status updates

Technician expertise

www.hdibrasil.com.br/2019
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ManageEngin@ Analytics Plus

FCR REQUESTS

|
Apr 2018 May 2018 Jun 2018 July 2018 Aug 2018 Sep 2018

www.hdibrasil.com.br/2019



AVERAGE RESOLUTION TIME TREND
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Podendo-se transformar em

ManageEnging‘ Analytics Plus

REQUEST REOPEN RATE

Apr 2018 May 2018 July 2018 Aug 2018 Sep 2018

www.hdibrasil.com.br/2019
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Técnicos encerram chamados

: ~ rapidamente para melhorar o tempo de
resolugao, com resolucdes que nao

Q Conectando atendem aos problemas do clientes.

0OS pontos : A :
Os clientes classificam o atendimento

como baixo e acabam reabrindo os
tickets conforme o problema ocorre
novamente.

www.hdibrasil.com.br/2019
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Sim ou Nao?

NoOs conectamos os pontos entre os
numeros e nossas métricas contam
uma historia...
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ITSM deve

Fazer o gerenciamento de
servigos e cruzar a fronteira
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O estado do Gerenciamento de Servicos

Frameworks e referéncias como ITIL, COBIT, Gerenciamento Gerenciamento
ISO/ICE 20.000 de servicos em de servigos para

Enfase no auto-atendimento times de Tl outras equipes
Workflows e processos automatizados

Visibilidade orientada por métricas e insights sobre
operacdes e experiéncia do cliente // /7

Adocao de tecnologia para funcdes de
gerenciamento de servigos

www.hdibrasil.com.br/2019



NOs precisamos

mudar do tradicional
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Enterprise Service Manager

Welcome to Santa HelpDesk.
How can we help you ?

Search content across multiple instances.

Which service desk do you need help with now?

HR Help Desk Facilities Help Desk IT Help Desk

HR queries are handled here, for e. Facilities assistance, please use thi IT helpdesk for it queries

Copyright © ZOHO Corporation. All rights reserved

www.hdibrasil.com.br/2019
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Enterprise credential vault

® Password Dashboard
Dashboard

=]

‘o JL O
Groups

2

Connections Password Activity Minutes

Total Passwords Expired Passwords Policy Violations Conflicting Passwords

Password Distribution

s 1BM AS400
1BM AIX
4 W Sybase ASE
Cisco 108
W MS SQL Server
Oracle ALOM
W Microsoft Azure
W HP ProCurve
AWS 1AM
Lint

Password Activity

m ot
a7 a8

Nall

Reports

Personal

Minutes

M Retrievals 1 Changes M Access Requests M Remote Connections

FAVORITES Resource Audit - Live Feed b

Q 2 Showing 1-6 Total Count < prev Page1 next> 25 50 75 100 Password Requested
performed by Adam Smith from 0:0:0:0:0:0:0:1 ip

Open Connection
L address

Resource Name User Account Password

2 cisco 105 Ma [y #ower =}
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Enterprise analytics

pr Way n

Regional

19

Comparision Click Rate

Support

Support
53 11 pelvery E (:)
| (:) 5 30 send

Unopened
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Sim ou Nao?
Enterprise service management € algo que
certamente interessa a nossa organizagao?

www.hdibrasil.com.br/2019



ITSM deve

Transformar as expectativas do seu
cliente aproveitando a tecnologia
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Al para a gestao de servigos de Tl

* Prove direcionamentos inteligentes, analise preditiva e
conhecimento cotextual das operagdes de Tl
Categorizagao automatica de incidentes
Chatbots
Atribuicao inteligente de tickets para os agentes
Deteccao de anomalias por sinalizacao de incidentes
repetidos
Sinalizacio de solicitagdes que podem violar o SLA,
utilizando analise preditivas

www.hdibrasil.com.br/2019
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Al para gestao do conhecimento de Tl

o0 Santa's knowledge base

Cenario

|ldentificando problemas e
agrupando pela base de
conhecimento

www.hdibrasil.com.br/2019
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Al para planejamento de mudancas de Tl

Cenario
Ajuda a planejar o workflow e
Warning: reduzir o risCo na execugao

Please choose a different time. Change

implementations of this category carry a

higher risk of failure or are prone to cause d e m u d a n gas
multiple incidents when implemented

in this window.

www.hdibrasil.com.br/2019
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Realizando tarefas do help desk através do Zia

Calling Zia.. Zia
00:19
What is the status of my ticket
Request Summary Let me know the ticket id
My Overdue Requests
356211
Wy Pending Requests
Ticket Details
My Requests Due Today
Pending Requests

All Requests
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Realizando tarefas do help desk através do Zia

D hariz e Service X

& c @ ® & meod-centos7-4.csez.zohocorpin.com:8080/app/itdesk/HomePage.do

ServiceDesk Plu?\

Requests  Proble Purchase  Contracts e +NewRequest- & '# [ Q- Requests

N

‘. 2, Asset Dashboard + New Dashboard O Never | Q All Sites v
e Asset Summary ~ Workstations by OS ~ e Rl

IT Assets : 153 Non-IT Assets : 50 30 Technician tickets count

Workstations 26 Projector Upamteon
Printers 25 Scanner
Routers 26 Approve pending requests
Servers 25
Others 51

Total tickets count

Total : 203 Problems

Last Scanned : Scan not performed  Scan failed for [ 51 Workstations ]
Software issue

Ticket status

My open requests
Software Rarely Used ~ Purchase Order Summary ~

Raise a ticket
0

Search solutions

Add task comment

No data to display
Send a mess

Ask ZIA

www.hdibrasil.com.br/2019
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Sim ou Nao?
Al é parte da estratégia do Service Desk
para 0s proximos 2 anos?
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£ ITSM deve
“ | Eliminar os gaps entre usuarios

estrategicos
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Sim ou Nao?

O email ainda € a princiapal forma
de abertura de chamado no
Service Desk

www.hdibrasil.com.br/2019
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Podemos levar o gerenciamento de servigos a caixa de entrada

ook Mail ristopher McQ

Search Mail and @® New|v [0 Delete &= Archive Junk|v Sweep MovetoV  Categories v  se Try the beta
EJ serviceDesk Plus  x

A Folders Focused Other Filter email error!
e 2 0] < email error! B4&A3

(e August Walker
Junk Email Unable to connect to the intranet @ Ethan Hunt <ethanhunt@imf.com a8

Drafts Yo 1 ’
Sent Items. Luther Stickell . Christopher McQuar.
Logged out of Laptop HifTeam,
pesSdlen Hi I'm logged out of my system and una
Email service is very glitchy. It is down most of the time and rarely

works. Can you please check out what it is ethanhunt@imfcom  Aug 27, 2018 09:12

Archive
Benji Dunn

Conversation History
Router configuration

And when it works, | always get an error "Email sending failed, contact
admin”

Hi Admin, | have a personal router that need

Ethan Hunt

email error!

Regards,
Ethan Hunt

Hi Team, Email sending is very glitchy, most Open
Alan Hunley Medium
Cannot install printer

Hi Admin, | have issues installing my printer, plea Services

Benji Dunn Network Connectivity
Blue screen error. 6.
HiTeam, | am experiencing blue screen error w s Incident

Luther Stickell Tier 3

Require HDMI to USB-C adaptor for the Mar  Thu 26-07
Hi, Please provide an HDMI to USB-C adaptor for th. Affects Business

Microsoft ! E-Mail

Updates to our terms of use
Paris

Microsoft account team High

Microsoft account unusual sign-in activity E
grade to Premium K account Unusual sign-in activity "
Add a message.

ashwinram.r

www.hdibrasil.com.br/2019
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Criar tickets a partir do Microsoft Outlook

B OCIVICEUESK FIUS x

Printer not working

Printer not working

Do you want to corwvert this mail to a
new request?

-

www.hdibrasil.com.br/2019



@HDI  CONFERENCIA & EXPO HDI BRASIL 2019

CONFERENCIA & EXPO HDI BRASIL 2019

Faca atividades de gerenciamento de tickets a partir do emaill

T he beta - .
ythebets B ServiceDesk Plus  x

www.hdibrasil.com.br/2019
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Ou crie tickets a partir de conversas de usuarios - APIs

¢ ServiceDeskPlus Cloud
Messages About

declanharp - /A

f

O &

Tuesday, August 7th

All Threads

Channels
general
itdesk

random

Direct Messages
slackbot

Pavan

Invite People

Apps
@ ServiceDeskPlus Cloud

Pavan 4:24 pM
Open service desk

ServiceDeskPlus Cloud APP 4:24 pm
Hey Pavan, Welcome to the ServiceDesk
start options

New Service Request

‘ Pavan 4

New service request

!‘r ServiceDeskPlus Cloud Arp 4
of course..

a short subject?

‘ Pavan 4:25 pM

Need an external monitor and a mouse

ServiceDeskPlus Cloud APP 4.25 pm
description

‘ Pavan 4:25 PM

Need a 1080x1220

Service Requests

www.hdibrasil.com.br/2019
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Qual é % de chamados
abertos pelo portal de
autoatendimento?
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® ® @ @ @

De Processar tickets | Rastrear métricas; Execugéo do ITSM Atendendo Construindo canais
usuarios

Desenvolver visdo Descubra o Quebre as barreiras Alavanque a Eliminando gaps
integrada do significado dos da gestao de tecnologia entre areas
gerenciamento de dados servigo

servigos

Ser o centro de Conectar os Implementando o Transformacao Construa pontes

controle de Tl pontos ESM da experiencia
do usuario

www.hdibrasil.com.br/2019



CONFERENCIA & EXPO HDI BRASIL 2019

A transtormagio a/z’gz’z‘a/
Obrigado

Andres Mendoza
andres.mendoza@manageengine.com

Por favor, complete o formulario de avaliagao para esta sessao. Obrigado!
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