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1.1 Centos.50 | Y4 f j 1

111G HA V4

The default installation of CentOS is a minimum install. You can optionally select a
different set of software now.

) Desktop [~]
C Minimal Desktop

() Basic Server
() Database Server
) Web Server
) Virtual Host -

P = = ST Y Mol anms and Wilacdectbabioe

@

Please select any additional repositories that you want to use for software installation.
CentOS

=k Add additional software repositories =i Modify repository

You can further customize the software selection now, or after install via the software
management application.

@ Customize later ) Customize now

4@Back | ‘ Ep Next |
'O minimal G G yourJdirw’
1.1.2 JJA

[root@itop ~J# vi /etc/sysconfig/networscripts/ifcfgethO
DEVICE=ethO

HWADDR=00:0C:29:D7:C8:90

TYPE=Ethernet
UUID=c15956e2{48-4ba89dcdded45cf7611b

ONBOOTges Il 25 A3
NM_CONTROLLED= il g @ 9 J AN
BOOTPROT®tic @ 1 N wA
IPADDRE0.9.254.54

NETMASK=255.255.255.0
GATEWAY0.9.254.1
DNS1=211.138.24.66
DNS2=211.138.30.66

N
Qi
Se

Qq
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[root@itop ~]# service netwonlestart /I 1A 0On
Shutting down interface ethO: [ OK ]
Shutting down loopback interface: [ OK ]
Bringing up loopback interface: [ OK ]

Bringing up interbce ethO: Determining if ip address 192.168.1.99 is already in ug
device ethO...

[ OK ]

1.1.3= em

[root@itop ~J# service iptables stop

iptables: Setting chas to policy ACCEPT: filter [ OK ]
iptables: Flushing firewall rules: [ OK ]
iptables: Unloading modules: [ OK ]

[root@itop ~J# chkconfig iptables off A j X0 om
[root@itop ~]# vi /etc/selinux/config

SELINUXksabled

[root@itop ~J# service network restart /I k 1A OnN
Shutting down interface ethO: [ OK ]
Shutting down loopback interface: [ OK ]
Bringing up loopback interface: [ OK ]

Bringing up interface ethO: Determining if ip address 192.168.1.99 is already in u
device ethO...

[ OK ]

114" ¢ Vv &
[root@itop ~]# vi /etc/sysconfig/network

HOSTNAMEp

[root@itop ~J# hostname itop

[root@itop ~]# sug root /I A~ e roott Al XT VL. w
[root@itop ~]# N~ A " gkt Nodal
115 / s¢

X N Centos6.5HA V 4 %~ & Ux
[root@itop ~J# mount /dev/cdrom /media

mount: block device /dev/sr0 is writprotected, mounting reaebnly

[root@itop ~J# cd /etc/yum.repos.d/ && Is

CentOSBase.repo CentGBebuginfo.repo CentOGfedia.repo Cer@®SVault.repo

[root@itop yum.repos.d}# mkdir repo && mv ./*.repo ./repo/ && Is

~

[base]
name=base

Aaxd 2 x 18937195128 ~6~
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baseurl=file:///meda/
gpgcheck=0
Loaded plugins: fastestmirror
Cleaning repos: base
Cleaning up Everything
Loaded plugins: fastestmirror

Determining fastest mirrors

base | 4.0kB 00:00 ..
base/primary_db | 4.4 MB 00:00
Setting up Update Process

No Packages marked fopdate

Loaded plugins: fastestmirror

Loading mirror speeds from cached hostfile

repo id repo name status
base base 6,367
repolist: ' THz® N base ~ 1YQ JTAa

[root@itop yum.repos.dJ# yum search gcc N4 &Jvyo geccEY TY
Loaded plugins: fastestmirror
Loading mirror speeds from cached hostfile

gcec++.x&®_64 : C++ support for GCC

gcegnat.x86_64 : Ada 95 support for GCC

gccjava.x86_64 : Java support for GCC

gccobjc.x86_64 : Objectiv€ support for GCC

gccobjc++.x86_64 : Objectiv@++ support for GCC

libgcc.i686 : GCC version 4.4 shared support library
libgcc.x86_64 : GCC version 4.4 shared support library
mingw32gcc.x86_64 : MinGW Windows cregsmpiler (GCC) for C
compatgcc34.x86_64 : Compatibility GNU Compiler Collection
compatgcce34-c++.x86_64 : C++ support for compatibility compiler
compatgce34-g77.x86_64 : Fortran 77 support for compatibility compiler
gcc.x86_64 : Various compilers (C, C++, ObjeCtiviava, ...)
gcegfortran.x86_64 : Fortran support

libgcj.i686 : Java runtime library for gcc

libgcj.x86_64 : Java runtime library for gcc

libgg-devel.i686 : Libraries for Java development using GCC
libgctdevel.x86_64 : Libraries for Java development using GCC
libgcisrc.x86_64 : Java library sources from GCC4 preview
libgomp.i686 : GCC OpenMP v3.0 shared support library
libgomp.x86_64 : GCC OpéP v3.0 shared support library
libmudflap.i686 : GCC mudflap shared support library
libmudflap.x86_64 : GCC mudflap shared support library
libmudflap-devel.i686 : GCC mudflap support

Aaxd 2 x 18937195128 ~7~
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libmudflap-devel.x86_64 : GCC mudflap support

mingw32gccc++.x86_64 : MiGW Windows crossompiler for C++
mingw32gccgfortran.x86_64 : MinGW Windows cressmpiler for FORTRAN
mingw32gccobjc.x86_64 : MinGW Windows cressmpiler support for Objective C
mingw32gccobjc++.x86_64 : MinGW Windows crassnpiler support for @jective C++

Name and summary matches only, use "search all" for everything.

1.2 LNMP i f  itop
121G LNMPY ¢
i Inmp G YI THWQY-=?#8& 300 M
glnrr;p;;f:ll.t-at:g; | __" 16:43  WinRAR B854 319,088 KB
[root@itop ~J# mkdir /soft

i e Inmpl.2full.tar.gzd T /soft i
[root@itop ~J# cd /soft
[root@itopsofiftls
Inmpl.2full.tar.gz
a a /Er
Yum instalky wget
wget http://soft.vpser.net/Inmp/Inmpl.2full.tar.gzx 4 A i
[root@itop soft]# tar-zxvf Inmp1.2ull.tar.gz
[root@itop soft]# cd Inmpl.2ull && Is

addons.sh conf init.d  php5.2.17.sh readme src uninstall.sh
ChangelLog include install.sh pureftpd.sh README tools upgrade.sh

[root@itop Inmpl.2full]# source install.sh
- - -k

e - ——
| LNMP V1.2 for CentOS Linux Server, Written by Licess |

e o - - S S

| A tool to autecompile & install LNMP/LNMPA/LAMP on Linux |
S - - e

| For more information please visit http://www.Inmp.org |
BB - - -

Please setup root password of MySQL.(Default password: root)

Please eter:password %o/ U mysql'QQz roott AL
Twm U I "1t o!

Do you want to enable or disable the InnoDB Storage Engine?
Default enable,Enter your choice [Y/n]:

Press any key to install...or Press Ctrl+c to cancéYy/¥ ADG @& Ctrl+cd BG
G Yz8YA2 17 . RQ@T 3U

Aaxd 2 x 18937195128 ~ 8~
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Completed:::::::::::::::::::::::

iptables: Saving firewall rules to /etc/sysconfig/iptables:[ OK ]
Add Startup and Starting LNMP...

Add nginxservice at system startup...

Starting nginx... done

Add mysql service at system startup...

Starting MySQL.. SUCCESS!

Add phpfpm service at system startup...

Starting phpfpm done

—====—=—=—====—=—==—=—=—==—==—========== Check install =================—=—====73
Checking ...

Nginx: OK

MySQL: OK

PHP: OK

PHPFPM: OK

S - S -

| LNMP V1.2 for CentOS Linux Server, Written by Licess |
S N -+

| For more information please visit http://www.Inmp.org |
S - S -

| Inmp status manage: Inmp {start|stop|reload|restart|Kill|status} |
S, A

| phpMyAdmin: http://IP/phpmyadmin/ |

| phpinfo: http://IP/phpinfo.php |

| Prober: http://IP/p.php

R S

| Add VirtualHost: Inmp vhost add |
R +

| Default directory: /home/wwwroot/default |
R S

| MySQL/MariaDB root password: passwOrd |

+-- e .
e e

| Manager for LNMP, Written by Licess |
R — -

| http://Inmp.org |

e — —+

nginx (pid 2620 2618) is running...
php-fpm is runing!

SUCCESS! MySQL running (3029)
Active Internet connections (only servers)

Proto Rec\Q SeneQ Local Address Foreign Address State
tcp 0 0.0.0.0:80 0.0.0.0:* LISTEN
tcp 0 00.0.0.0:22 0.0.0.0:* LISTEN

Aaxd 2 x 18937195128 ~9~
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tcp 0 00.0.0.0:3306 0.0.0.0:* LISTEN
tcp 0O 0::22 F LISTEN
Install Inmp V1.2 completed! enjoy it.

LNMPYV L. G H7%

1.2.26 ITOP 7

b At MpvG y! @ Jdii iTop22_zh Max 1.1.tara 1 ~ i
G P ot Hau[p o8

aef i Q AT A 1 ATAETDavi b e aea G
Jav

N iTop-2.2.1:2658zipd T i € itop'ON * /soft
[root@itop soft]# Is
ITop-2.2.1-:2658.zip Inmp1.2full Inmpl.2full.tar.gz
[root@itop soft]# unzip iTof2.2.1-2658.zip
[root@itop soft]# Is
INSTALL iTep2.1-2658.zip LICENSE Inmpful? Inmp1.2full.tar.gz READEIweb

[root@itop soft]# mv web itop && Is

[root@itop soft]# cp-rp itop /home/wwwroot/default/

[root@itop soft]# chownR www.www /home/wwwroot/default/itop
[root@itop soft]# chmodR 777 /home/wwwroot/default/itop

http://10.9.254.54/itop
360%2lnaeE 7.1
<\ C|4 10.9.254.54
@ - BT [R|ITEES [ TEEE N IEEE CentOS %% RFEHEE
[’ D‘=;‘>“L'ﬂ Welcome to iTop version 2.. +
|Top Welcome to iTop version 2.2.1
iTop Installation Wizard
Prerequisites validation:|( | ) 3 Warning(s)}| Hide details
Missing optional PHP extension: |dap. LDAP authentication will be disabled. ~
post_max_size {50M) in php.ini should be strictly greater than upload_max_filesize (S0M)
=/ otherwise you cannot upload files of the maximum size.
Empty path for session.save_path. Make sure that PHP can actually save session
-/ variables. (Refer to the PHP documentation:
http://php.net/manual/en/session.configuration.php#ini.session.save-path) v
_ . -
A 2] &8¢ G 1 b I o KN
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|T0p Welcome to iTop version 2.2.1

iTop Installation Wizard

(b

' 3 Warning(s) | Hide details

Prerequisites validation:

/’T\ Missing optional PHP extension: ldap. LDAP authentication will be disabled.

N

/j\ post_max_size (50M) in php.ini should be strictly greater than upload_max_filesize (50M)
otherwise you cannot upload files of the maximum size.

N

/fj‘\ Empty path for session.save_path. Make sure that PHP can actually save session
variables. (Refer to the PHP documentation:

http://php.net/manual/en/session.configuration.php#ini.session.save-path) v

Continue > |

S

UG v [ &% WTESE () TEeE M TEen @l Cen0s 1 SEEE

[ Install or Upgrade choice +

iTop Install or Upgrade choice

What do you want to do?

® Install a new iTop

O Upgrade an existing iTop instance

Jarning: exec() has been disabled for security reasons in /home/wwwroot/default/itop/setup/setuputils.class.inc.php on line 409

jotice: Undefined offset: 0 in /home/wwwroot/def=ult/itop/setup/setuputils.class.inc php on line 412
]

[root@itop soft]# vi /usr/local/php/etc/php.ini

disable functions -
passthruexecsystem,chrootscandichgrp,chown,shell_exec,proc_open,proc_get_status,
pen,ini_alter,ini_restore,dl,openlog,syslog,readlink,symlink,popepassthru,stream_sockg

ver

N=N o exea scandirb A
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Npa

disable_functions 3
passthru,system,chroot,chgrp,chown,shell_exec,proc_opeg,gyet_status,popen,ini_alter
ini_restore,dl,openlog,syslog,readlink,symlink,popepassthru,stream_socket_server
[root@itop soft]# service phybpm restart

Gracefully shutting down phfpm . done

Starting phpfpm done

Io0= ez 7.1

(9 €cnv 10.9.254.54

¥ v [ A% @ITEEE [ TEsE 0 TEeE Wl centos 1 SEEE

O | O=mus Install or Upgrade choice +

iTop Install or Upgrade choice

What do you want to do?

® Install a new iTop

O upgrade an existing ITop instance

=

iTOp License Agreement

Licenses agreements for the components of iTop

+ iTop, © 2010-2014 Combodo SARL is licensed under the AGPL ¥3 license. (Details)

* jQuery, jQuery UL, © the jQuery Foundation is licensed under the MIT license.
(Details)

+ The jQuery tooltip plugin, © Craig Thompson is licensed under the MIT license.
(Details)

+ Swift Mailer, © Fabien Potencier is licensed under the MIT license. (Dztails)

* jQuery-File-Upload, © Sebastian Tschan is licensed under the MIT license. (Details)

+ PHP XLSXWriter, © Mark Jones is licensed under the MIT license. (Details)

« TCPDF, © Nicola Asuni is licensed under the LGPL license. (Details)

+ fraphael, @ Chris Scott is licensed under the MIT license. (Details)

accept the terms of the licenses of the 8 components mentioned above.

Aaxd 2 x 18937195128 ~ 12~
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|T0p Database Configuration

Configuration of the database connection:

Database Server Connection

Server

Name: | localhost . “localhost”, "

, "dbserver.mycompany.com” or "192.142.10.23"

Login: |r{mt  gccount must have the following privileges on the database:

CT, INSERT, UPDATE, DELETE, DROP, CREATE, ALTER, CREATE
Password: Icooiiur- MW, SUPER, TRIGGER

22 Warning: MySQL server's max_allowed_packet (1048578) is not big enough. Please, consider setting it to
at least 52429300,

Database

® Create a new database
O use the existing databafie:
Lse a prefix for the tables:

Mext ==
f
|T0p Administrator Account
Definition of the Administrator Account
Administrator Account
Login: |admin
Password: |uunn
Confirm passwo :|~uun~-.|
Language: | English (English}
o>

A
Qi
>
Q.)(\
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itop2.2G = &1 d 6 3L, hmva:

X iTop Miscellaneous Parameters

Additional parameters

Default Language

Default Language:|Eninsh (English) v|

Application URL

http-//10.9.254.54/itop/ |

Change the value above if the end-users will be accessing the application by another path due to a spedific
configuration of the web server.

Path to Graphviz' dot application
Path: lusr/bin/dot |

v araphviz 15 refuired to display the impact analysis graph (i.e. impacts / depends on).
A dot could noffbe executed {retcode=127): Please make surs it is installed and in the path

Sample Data

(0 I am installing a demo or test instance, populate the database with some demo data.

® Iam installing a production instance, create an empty database to start from.

[root@itop soft]# yuminstall-y graphviz

?b(
Qe
>

m(\

> x 18937195128 ~ 14 ~
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|T0p Miscellaneous Parameters

Additional parameters

Default Language: | English (English) W

Application URL

http-//10.9.254 54litop/ x

e application by another path due to a spedific
configuration of the web server.

Path to Graphviz' dot application

‘binfdot |

111z
v+ Graphviz is fifguired to display the impact analysis graph (i.e. impacts [ depends on).
W dot is presdet: dot - graphviz version 2.26.0 (20091210.2329)

Sample Data

O I am installing a demo or test instance, populate the database with some demo data.

installing a production instance, create an empty database to start from.
Mext == I

A
Qi
>

Q.)(\
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L]

) iTop Configuration Management options

The options below allow you to configure the type of elements that
are to be managed inside iTop.

~| Configuration Management Core
All the base objects that are mandatory in the iTop CMDB: Organizations, Locations, Teams,

Persons, etc,

W Data Center Devices
Manage Data Center devices such as Racks, Enclosures, PDUSs, etc.

| End-User Devices
Manage devices related to end-users: PCs, Phones, Tablets, etc.

M| storage Devices
Manage storage devices such as NAS, SAM Switches, Tape Libraries and Tapes, etc.

W virtualization
Manage Hypervisors, Virtual Machines and Farms.

Aaxd 2 x 18937195128 ~ 16 ~
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iTop Service Management options

Select the choice that best describes the relationships between the
services and the IT infrastructure in your IT environment.

@® service Management for Enterprises
Select this option if the IT delivers services based on a shared infrastructure. For example if
different organizations within your company subscribe to services (like Mail and Print services)
delivered by a single shared backend.

() Service Management for Service Providers
Select this option if the IT manages the infrastructure of independent customers. This is the
most flexible model, since the services can be delivered with a mix of shared and customer
specific infrastructure devices.

Aaxd 2 x 18937195128 ~ 17 ~
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iTop Tickets Management options

Select the type of tickets you want to use in order to respond to
user requests and incidents.

@® simple Ticket Management
Select this option to use one single type of tickets for all kind of requests.

) ITIL Compliant Tickets Management
Select this option to have different types of ticket for managing user requests and incidents.
Each type of ticket has a spedific life cycle and specific fields

User Request Management

Manage User Request tickets in iTop

Incident Management

vanage Incidents tickets in iTop

) No Tickets Management
Don't manage incidents or user reguests in iTop

> x 18937195128 ~ 18~
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iTop Change Management options

g Select the type of tickets you want to use in order to manage
changes to the IT infrastructure.

@® simple Change Management
Select this option to use one type of ticket for all kind of changes.

() ITIL Change Management
Select this option to use Normal/Routine/Emergency change tickets.

) No Change Management
Don't manage changes in iTop

2 x 18937195128 ~ 19 ~
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ITOp Additional ITIL tickets

Pick from the list below the additional ITIL processes that are to be
implemented in iTop.

[ | Known Errors Management

Select this option to track "Known Errors” and FAQs in iTop.
[] Problem Management

Select this option track "Problems” in iTop.

axd 2 x 18937195128 ~ 20 ~
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% |T0p Ready to install

iTop version 2.2.1 is about to be installed into the new database itop
on the server localhost.

Progress of the installation

Loading data

<<= Back Install !

A
Qe
S

J\

> x 18937195128 ~ 21~
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% iTop Done

Manual operations required

In order to complete the installation, the following manual operations are required:

* Manual instructions for Tickets Management

Congratulations for installing iTop

)
|

4

Get Get
Register now ! Professional Professional
Support Training

Enter iTop

A
Qi
>

Q.)(\
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bV 1

SE0REAGE 7.1 TEE (¥ — O X
‘6 C 4 © hitp://10.9.254.54/itop/pages/ULphp 22 v Q.2016EF%EIE ? BAE Q
o - [)am [@Ees [)Ame M aEsE W Cen0s W) SBEE BrE - O REGED GRS - DurEs

[ welcome to iTop

Welcome to iTop

[=30e]

., Welcome to iTop

Tt includes:

A complete CMDB (C
manage the IT inventory.

to document and iTop, delivers a feature-rich set of business processes that:

« Enhances IT management effectiveness

An Incident management module to track and communicate about all issues - Drives IT operations performance

occurring in the IT.

= Improves customer satisfaction and provides executives with insights into business

A change management module to plan and track the changes to the IT performance.

environment.

A known error database to speed up the resolution of incidents.
An outage module to document all planned outages and notify the appropriate infrastructure.

contacts.
Dashboards to quickly get an overview of your IT.

All the modules can be setup, step by step, indepently of each other.

¥ Display this message at startup

iTop is completely open to be integrated within your current IT Management

Adopting this new generation of IT Operational portal will help you to:
« Better manage a more and more complex IT environment.
« Implement ITIL processes at your own pace.
+ Manage the most important asset of your IT: Documentation.

o=l /.
=)
C |€ ¢ 6 @ hipy/10.9.254.54/it0p/pages/ULphp ©E v Q.EZLEES NS Q|
TobE - (A% @mEes () dEes O awen @l Cent0s @ REEE PR - 0 E=GEn (§EE - OEIER
o § " EH Welcome to iTop x|+ B o
H Your Search o e PANCE
EdiTop
My Company/Department. ¥ B
E a Configuration items

| Welcome ‘

* Welcome Q Business Process: 0

> My Shortcuts
» Create a new Business Process
» Search for Business Process objects
Configuration Management
Helpdesk === Network Device: 0
Change management » Create a new Network Device
» Search for Network Device objects
Service Management
Helpdesk
Data administration 0
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Organization - Code Status. Parent
Active undefined
Active undefined
+ My Company,/Department SOMECODE Active undefined

A
Qi
>

m(\

> x 18937195128 ~ 28~



itop2.2G = A1 g ¢ 3L, bmv1:

23 1302
231 4K-
s4iTop

|h'13.l Company/Department V|H |

':' Creation of a new Contact
ch

Welcome ~
Select the type of Contact to create I Apply I

Configuration Management

Y Overview

' Contacts

¥l U ontacts

Locations

Mewr Cl

Search for Cls
Documents
Software catalog
Groups of Cls

r ¥ ¥ v v

Helpdesk
Change management

Service Management

Data administration
(v
Admin tools
. akKr
Adyd 2 x 18937195128 ~ 29 ~



itop2.2G = A1 4 ¢

3L, bmv1:

EgiTop

[My Company/Department V| ] X

a Creation of a new Person

Welcome ~
Configuration Management
Teams Tickets
' Overview
" Contacts General information
' New contact
' Search for contacts Last Name} A |
" Locations First Namel|[zhang |
Y New Cl
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Welcome

Configuration Management
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Welcome
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| Cancel | | Create

{3

S
;E 7 Creation of a new SLA
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Search
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Welcome
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- @ O
cqiTop — P
All Organizations T
= £ <3 2 Search for SLT Objects
Welcome Name:[ ] Pricrity: | * Any * ~ | Requesttype: " Any " - Metric: * Any * ~
Conflguration Hansgement T Unit | * Any * 5
elpdesk
‘Change management
Service Management ‘ Service Level Targets
o e
" Provider contracts
: zxz::a"“““ ST - Priority Request type Metric value
* Service subcategories » TTO 1 min critical service request TT0 1
" SLAs » TTR 1 min aitical service request TR 1
Y SLTs
> Delivery models

Data administration

Admin tools

A
Qi
>
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245

A H8H  on
e4iTop

All Organizations || X

Welcome
Configuration Management
Helpdesk

‘Change management

Your Search p @ O
Search for Delivery Model Objects
Name: Organization: * Any * - peswpron:[ ]

{é} Delivery models

Service Management

" Overview

" Customer contracts
" Provider contracts

* Service families

* Services

* Service subcategories
' Slas

* Delivery models

Data administration

Admin tools

Mo object to display.

Create a new Delivery Model

EgiTop

[All Organizations

Welcome

vl [= {:c:)} Creation of a new Delivery Model

| Cancel | | Create |

e coacs | comone: [

Helpdesk

Name |5t,andand support |

Change management Organization v H

Service Management

Description

Overview

Service families
Services

SLAs
SLTs
Delivery models

r r r T

Customer contracts
Provider contracts

Service subcategories

| Cancel | | Create |

Data administration

Admin tools
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Top

Welcome
Configuration Management
Helpdesk

Change management

Service Management

Overview
Customer contracts
Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models

Data administration

Admin tools

{;6:} Creation of a new Delivery Model

‘Your Search

P e o

| Role Contact

Status Organization
he listis empty, use the “Add..." button to add elements.

Remove selected objects ‘I| Add Contacts.

[reoese [ coer [

e All the contacts (Teams and Person) for this delivery model
Lg (T ) Ty

Email Phone Function

k with the Delivery Mode

Status: * Any *

Motification: * Any *

Total: 3 objects (3 objects selected).

Organization: IT support

All Organizations

Welcome
Configuration Management
Helpdesk

‘Change management

{é} Creation of a new Delivery Model

[ Contact r Status Organization Email Phone Function
1 + helpdesk Active v IT support
) » zhang A Active » IT support
) » zhang B Active + IT support
Your Search P e o

Service Management

o

Overview

Customer contracts
Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models.

Data administration

Admin tools

il
[m] helpdesk ] + |
0
o

==

e All the contacts (Teams and Person) for this delivery model
(_g (T ) ry

Contact Status
» helpdesk Active » 1T support
» zhang A Active » 1T support
» zhang B Active » 1T support

Organization

Email Phone Function

hN
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All Organizations

Welcome
Configuration Management
Helpdesk

Change management

iTop

x @ Creation of a new Delivery Model

Your Search

P e o

n All the customers having this delivering model

Service Management

O Full name

|

G
Py

Sl
sl

v
v
v
v
3
3
3

Overview

Service families
Services
Service subcategories

| Remave m ‘Add objects of type Organization...

ustomer contracts
rovider contracts

Code Status Parent

LAs
LTs

Delivery models

Data administration

Admin tools

Selection of objects of type Organization

Search for Organization Objects

O

N

Status: * Any * - Parent: * Any *

Total: 3 objects (1 objects selected).

O » My Company/Department

Organization - Code Status
Active
Active
SOMECODE Active
Your Search p e O

zarch

ErErr—) - R
[ 47 standand support - Delivery Model created.
Welcome
_ | 2 W Hodty... | new...|
Configuration Management {;S} Delivery Model: standand support
Helpdesk . 3
Properties I Contacts (3) Customers (1) History
‘Change management
Name standand support
Service Management | > AT
Overview Description

5
5
5
s

Customer contracts

Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models

Data administration

Admin tools
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All Organizations

Welcome

Your Search p @ O

BEEkes s

(o Contract: ¢ food

C

Helpdesk

Change management

{é:} All the services purchased for this contract

Service Management

Service families
Services
Service subcategories

Delivery models

Data administration

Admin tools

All Organizations

Welcome

Configuration Management

Helpdesk

Change management

| Total: 3 objects.
Service siA
+ computer undefined
» compuiter v sla
» telecom undefined
Your Search p @ O.

= Modification of Customer Contract: customer food

[romee | e e T e I

{é} All the services purchased for this contract

Service Management

Overview
Customer contracts
Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models

Data administration

Admin tools

| Service Provider Status Service Family
» computer + IT support production undefined
+ computer » T support production undefined
» telecom + IT support production undefined
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EdiTop

[All Organizations | - | X

I %7 Customer Contract (customer food) updated. I

Welcome

Configuration Management Customer Contract: customer food

=

Helpdesk
I Properties Contacts Documents Services (3) History -

Change management

. Name customer food
Service Management

Customer * food

b Overview

' Customer contracts Description

' Provider contracts

' Service families Start date

' Services

' Service subcategories

b e End date

b OSLTs

' Delivery models Cost

Cost Currency Undefined

Data administration Billing frequency
Admin tools (E=ir

Provider * IT support

i Combodo contract type.
2)SLART SLT

iTop
EErErr—) - R

Your Search p @ O-

. (| [ | e
Welcome Rv W, SLA: sla

Configuration Management
| Properties Customer contracts (3) | History

Helpdesk

—
Change management @ All the service level targets for this SLA

‘ Service Management ‘

Mo object to display.
Overview

Customer contracts

Provider contracts

Service families

v
v
v
v
v

Services
}

ubcategories
* Delivery models

Data administration

Admin tools

] 2 x 18937195128 ~ 51 ~
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Top

Il Organiz: S

Welcome
Configuration Management
Helpdesk

Change management

Service Management ‘

Overview
Customer contracts
Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models

Data administration

Admin tools

Your Search

o
;r“  Modification of SLA: sla

=
@‘- All the service level targets for this SLA

O

Request type Metric

The list is empty, use the "Add..." button to add elements.

Remove selected objects ! Add SLT: I

SLT Priority

Add Link 5LA / SLT objects to link with the SLA u

Search for SLT Objects
Mame:[ ] Priority: * Any * ~  Requesttype: *Any* - Metric: * Any * =
Total: 2 objects (2 objects sslected).
| ST - Priority Request type Metric Value Unit
) » TTO 1 min critical service reguest TT10 1 minutes
) » TTR 1 min critical service request TIR 1 minutes

Your Search 5

iTop
T r— |

Welcome
Configuration Management
Helpdesk

Change management

Service Management ‘

£
L ; ~ Modification of SLA: sla

®- All the service level targets for this SLA

Overview

Customer contracts
Provider contracts
Service families
Services

Service subcategories
SLAs

SLTs

Delivery models

Data administration

Admin tools

O ST riority Request type Metric Value Unit
O » TTO 1 min aitical service request TTO 1 minutes
O » TIR 1 min critical service request TR 1 minutes
]

emove select jects
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Your Search p e O

.
iTop
FrET——) - I

l &7 SLA (sla) updated.

Welcome
. B X D T
Configuration Management £ 7 SLA: sla

Helpdesk
Change management
——
®- All the service level targets for this SLA
Overview

Customer contracts Ea

Provider contracts
Service families
Services ST Metric Request type Priority Value Unit
BB » T10 1 min 0 sfhvice request aitical 1 minutes

SLAs
SULTs » TTR 1 min TR fvice request critical 1 minutes

Service Management

Delivery models

Data administration

Admin tools

SLAT ONT a gk

251 11 v Navw

M e H 1A

Your Search P e 0O

Search for Objects

Welcome ~ Login:[ ] Contact (person): * Any* -

Configuration Management

et

Change management User Accounts
Service Management Total: 1 objects. m
Data administration User - Type of account i =i Login
> admin iTop user My first name My last name: admin
Admin tools

Notifications
Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search

Synchronization Data Sources

Scheduled Backups

Configuration v

B

] 2 x 18937195128 ~ 53 ~
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24 1ITOP

[All Organizations viF E Creation of a new User

Welcome A Select the type of User to creat Apply I

Configuration Management
Helpdesk

Change management
Service Management

Data administration

Admin tools

User Accounts
Profiles
Motifications
Audit Categories
Run Queries

Query phrasebook
Export

Data Model
Universal Search
Synchronization Data Sources
Scheduled Backups

¥ ¥ *r ¥ ¥ *r v ¥ ¥ wT ¥ v

Configuration W
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EqiTop

[All Organizations VIl (= Creation of a new iTop user
Welcome ~ | Cancel | | Create |
Configuration Management I S Allowed Organizations _

I-Ielpdak |zhar|g}'-\

zhang
Change management

Service Management

Izhanga

Data administration

Admin tools

Language |English (English) A

User Accounts
Profiles
Motifications | Cancel | | Create |
Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search

Synchronization Data Sources

Scheduled Backups

Configuration W

~

a AT A zhangd

iTop

[All Organizations viIll [= Creation of a new iTop user

e 2

Helpdesk Roles, granting rights for that person

Change management OJ Reason Profile

The list is empty, use the "Add..." button to add elements.
Service Management Remove selected objects |l Add Profiles...

Data administration
Admin tools ‘

User Accounts

Profiles

Notifications

Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources
Scheduled Backups
Configuration W

T AL A A Ty
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Add User to profile objects to link with the iTop user

Search for Profile Objects

tame:[ ]

Total: 12 objects (1 objects selected).

O
[1 » Change Supervisor
O

+ Configuration
Manager

[ * Document author

[1 » Portal power user

Has the rights on everything (bypassing any control)
Person wha could be impacted by some changes

+ Change Implementor  Person executing the changes

Person responsible for the overall change execution

Person in charge of the documentation of the managed Cls

Any person who could contribute to documentation
Users having this profile will have the rights to see all the tickets for a customer in the portal. Must be used in conjunction with other profiles (e.g. Portal User).

Description

All Organizations

Welcome ~
Configuration Management
Helpdesk

Change management

Service Management

Data administration

Admin tools |

Your Search

p o o

Creation of a new iTop user

eS|

Roles, granting rights for that person

—
Has the rights on everything (bypassing any control)

O Reason Profile

o[ ] » Adminstrator
maRemove celocted oblecte | | Add Profilec

User Accounts
Profiles

Notifications

Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search

Synchronization Data Sources

Scheduled Backups

Configuration v

b t

[AiGgazaions VI =

Welcome ~

Configuration Management
Helpdesk

Change management
Service Management

Data administration

Admin tools |

User Accounts
Profiles

Notifications

Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources
Scheduled Backups

zhanga W Eb 3 UG

AkpAn. Ki TN~

Your Search p 0 (VS
Creation of a new iTop user
Properties Profiles I llowed Organizations I
l The end user is allowed to see data bel to the following organizations. If no organization is specified, there is no restriction.
| Reason Organization Code Status Parent

The list is empty, use the “Add...” button to add lements.

Remove selected objects I ‘ ‘Add Organizati ‘ I

Configuration V]
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Add User organizations objects to |

Search for Organization Objects

N — o e R | et -]

Total: 3 objects (2 objects selected).

| Organization - Code Status Parent
& + food Active undefined
[} + IT support Active undefined
SOMECODE Active undefined
. Your Search o O
iTop P
B = Creation of a new iTop user
Welcome A
Helpdesk

l The end user is allowed to see data belonging to the following organizations. If no organization is specified, there is no restriction.

Change management

O Reason Organization Code Status Parent

T o [ ] o = s

+ 1T support Active undefined

Data administration

Remove selected objects
Admin tools

User Accounts

Profiles

Notifications

Audit Categories

Run Querfes

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources
Scheduled Backups
Configuration v

T A b ARV GBIz UE

iTop

F'no

—_h

Your Search P e O

” zhanga - iTop user created.

Welcome ~

| 2 | Modit.. Jf New.. |
‘Configuration Management

Helpdesk I Properties | Profiles (1) Allowed Organizations (2) Grant Matrix | History _

iTop user: zhanga

‘Change management Gantact (nesson T eag el
Service Management First name zhang
e . Email
Data administration
Login zhanga
Admin tools
Password *****

User Accounts
Profiles

Hotifications

Audit Categaries

Run Queries

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources

Language ENUS

s
s
s
s

Combodo
2,4 B3 =H 1A
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[All Organizations

vill = Creation of a new iTop user

Welcome

A | Cancel | | Create |

Configuration Management Profiles Allowed Organizations -

Contact (person)

Helpdesk

Change management
Service Management

Data administration

First name

Email

Login |liaa

sessenne (Confirm) | Reset Password

Admin tools

Language |English (English) |

User Accounts
Profiles
Motifications

Run Queries

Export
Data Model

F T T T T T T T T T T

Top

All Organizations V&

Welcome

Configuration Management
Helpdesk

Change management
Service Management

Data administration

Audit Categories

Query phrasebook

Universal Search
Synchronization Data Sources

Admin tools

User Accounts
Profiles

Notifications

Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources

B3 WH

| Cancel | | Create

Your Search p @ O

Creation of a new iTop user

e

Roles, granting rights for that person

O Reason Profile Description
I 0 » Portal ks the rights to access to the user portal. People having this profile will not be allowed to access the standard application, they will ba
user

tomatically redirected to the user portal.

Remove selected objects

' "pDU¢ 1 ! @h 6w portal use
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iTop

3 [+
Welcome A
Configuration Management
Helpdesk
‘Change management
Service Management

Data administration

Admin tools ‘

Your Search

p e o

Creation of a new iTop user

|—|—|Pmperties Profiles Allowed Organizations _

User Accounts
Profiles

Notifications

Audit Categories

Run Queries

Query phrasebook

Export

Data Model

Universal Search
Synchronization Data Sources

B3UE ~

252 9, 4

‘All Organizations viE

Welcome

Configuration Management

H The end user is allowed to see data to the ing organizations. If no organization is specified, there is no restriction.
iml Bsason Sisaniation Code Status Parent
ID + food I Active undefined
Remove selected objects
Cancel Create
s 133U
Your Search p e O

b 0 Creation of a new User Request

[ cancel | [ cCreate || Assign || Waitfor approval |

Helpdesk

[P Te T o T T E—

* Shortcuts

Requests assigned to me
Hot requests

All open requests

My support calls

Change management
Service Management
Data administration

Admin tools

&2 Combodo
p M

Frox %
laptop

AA

'O Request Typa® servicerequest | servicesubcategory T

Gmleml Information Relations
ization |food Parent request
Caller ‘ Parent change
Status New Urgency
Resolution
Origin Priority low
e [ ropor
&= _—
Description |computer can not open
Dates
Start date
Last update
TTO Deadline

More Information
P—
ervce
Service subditegory

> T Iab

O

h
Qi
S
Q,

2 x 18937195128 ~ 59 ~




itop2.2 G

Y 6

T AT a

3L, bmv1:

All Organiz

Welcome

Configuration Management

Helpdesk

b Overview

" New user request
* Search for user requests

* Shortcuts

' Requests assigned to me

' Hot requests

" All open requests

" My support calls
‘Change management
Service Management

Data administration

Admin tools

&3 Combodo
253Lp

Top

Welcome

Configuration Management

Helpdesk

> Overview
* Mew user request
* Search for user requests

" Shortcuts

* Requests assigned to me

> Hot requests

* All open requests

* My support calls
‘Change management
Service Management

Data administration

Admin tools

o 0 o

Your Search

~

l 47 R-D0000L - User Request created.

|

0 User Request: R-000001

B =] =] EEE=

[ T T I

I Properties | Cls | Contacts | Child Requests ‘Work orders

Organization » food
Caller - liAA
Status New
Origin phone

Title computer

Description computer can not open

More Information

Service * computer

Service subcategory + laptop

Request Type Service request

TT0 Deadline

Parent request urisfined

Qualification

Impact A department Parent change undfined

ow

Urgency
Priority

Start date 2016-02-18 04:01:34

Last update 2016-02-18 04:01:34

Your Search

{ 7 R-000001 - User Request created.

0 User Request: 2-000001

I Properties | Cls | Contacts | Child Requests | ‘Work orders | Attachments | Impact Analysis History

Wait for approval

General Information

Organization  food
Caller » [iaa
Status New
Origin phone

Title computer

Description  computer can not open

More Information

Service  computer

Service subcategory » lapton

Private log

Parent request undzfined

Request Type Service request
Parent change wuncefined

SLA report.

Impact A department
Urgency low

Priority low

Start date 2016-02-18 04:01:34
Last update 2016-02-18 04:01:34

TTO Deadline

eMail

CSV Export...
Excel Export...

Printer friendly version
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.
iTop
(Al Organizators Vi

Welcome

Configuration Management

Helpdesk

' Overview
" New user request
' Search for user requests

" Shortcuts

' Requests assigned to me

" Hot requests

" All open requests

" My support calls
Change management
Service Management

Data administration

Admin tools

&5 Combodo
EqiTop

All Organizations

H -

Welcome:

‘Configuration Management

Helpdesk |

> Overview
" New user request
> Search for user requests

" Shortcuts

" Requests assigned to me

" Hot requests

" All open requests

" My support calls
‘Change management
Service Management

Data administration

Admin tools

Assign - R-000001

Your Search

‘Team |helpdesk w
gent

‘General Information

Organization » food

Caller i AA
Status New
Origin phona

Title computer

Description computer can not open

More Information

Service

Service subcategory + laptop

Qualification

Request Type Service request
Impact A department
Urgency low

Priority low

Parent request wndefined

Parent change wndafined

Start date 2016-02-18 04:01:34

+ computer

Last update 2016-02-18 04:01:34

TTO Deadline

p o

Your Search

I Properties | Cls

Contacts | Child Requests | Work orders | Attachments | Impact Analysis

General Information

Organization - food

Caller » lian
Status Assigned
Origin phore
Title computer

Description computer can not opsn

More Information

Service > computer
Service subcategory  laptop
Hot Flag Mo
Hot reason

Request Type Service request.

Impact A department

Urgency low

Priority low

Team » helpdesk

Agent + zhang B

Approver undfined

Dates

Start date 2016-02-18 04:01:34
Last update 2016-02-18 04:05:12
Assignment date 2016-02-18 04:05:19

TITR Deadline

)

Parent request ungefined
Parent change wnd=fined
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:
EdiTop

Your Search p e o

&7 User Request (R-000001) updated.

Welcome
| 2 | Modify.. [l New... [l Other Actions -

Configuration Management o User Request: 2000001 Delete...
Helpdesk Pending
I Properties | Cls | Contacts | Child Requests | Work orders | Attachments | Impact Analysis | History - Mark as ed
> Qverview Re-assign
* MNew user request
.
S o e ppr— saons
" Shorteuts
+ Requests assigned to me Organization > food Request Type Service request Parent request undefined CSV Export...
 Hot requests caller + fi A4 Impact A department Parent change  undefined Excel Export...
All open requests
' My support calls Status Assigned Urgency low Printer friendly version
Origin phone Priority low
Title computer
Change management =
Description  computer can not open . -
e e e Team  helpdesk
o e
b ST T Service » computer Approver undzfined
Admin tools Service subcategory  laptop —
Hot Flag No
Start date 2016-02-18 04:01:34
Hot reason
c b d Last update 2016-02-18 04:05:19
om o o Assignment date 2016-02-18 04:05:19
TYO Nndlinn
Your Search p ® O

All Organizations

X Mark as resolved - R-000001

Welcome Serkm
Configuration Management fon code | assi: ~

Solutionll [install software

Helpdesk

Overvievr
* HNew user request
Search for user requests

* Shortcuts

Requests assigned to me

»
" Hot ts 5

b e Service subcategory
,

T e
el I T o e I

Change management

Organization + food Request Type Service request Parent request  icrned
Service Management Caller » I an Impact A department Parent change widsfined
Status Assigned Urgency low
Data administration Resolution
Origin phone Priority low
Admin tools Title computer w SLA report
Description computer can not open SLA tto pa .

Team » helpdesk

Combodo Agent + zhang B StAtto over (3

Service - computer Approver undafined

1 2 x 18937195128 ~ 62 ~
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iTop

Welcome

Configuration Management

0 User Request: 2 000001

p e

Your Search

I Properties I Cls | Contacts | Child Requests | ‘Work orders | Attachments | History _

General Information

Helpdesk ‘ o

b Overview Caller
¥ New user request

* Search for user requests Status
" Shortcuts Origin
> Requests assigned to me Title
" Hot requests

* All open requests Description

> My support calls

» food
i AA
Resolved
phone

computer

computer can not open

Quals

Request Type Service request
Impact A department
Urgency low

Pri

Team

ity low

+ helpdesk

+ zhang B

Agent

Relations

Parent request ndsfined
Parent change ungfinad

Resolution code assistance
Solution install software

Resolution delay min 265

Change management Service » computer Approver wundzfined
Service subcategory + laptop SLAtto passed 10
i SLA tto over 0s
Service Management Hot Flag o
s Start date 2016-02-18 04:01:34 SLA ttr passed 1o
Data administration ot reason
. Last update 2016-02-18 04:11:10 SLA ttr over 0z
Pending reason
Admin tools Assignment date 2016-02-18 04:05:19
Resolution date 2016-02-18 04:11:10
&jCombodo oot
—
[ H
Your Search p 9
All Organizations H |-
Search for User Request Objects
Welcome Orgarization: * Any * M- | me:[ ]
f— B I o
Configuration Management
Closedate:[ | Status: * Any * - Caller: * Any * -
Helpdesk Origin: * Any * o Request Type: * Any * - Impact: * Any * S
b Overview Urgency: * Any * - Priority: * Any * - Service: * Any * -
’
Service subcategory: * Any * - Team: * Any * - Agent: * Any * -
* Shortcuts Hot Flag: * Any * - Resolution code: * Any * - User satisfaction: * Any * -
* Reguests assigned to me.
» T — St ]
" All open requests
* My support calls
Change management
Total: 1 objects. Other Actions - ] A
B aagana User Request ~ Title Organization Caller Start date Agent
. ) > R-000001 computer » food > li AA 2016-02-18 04:01:34 » zhang B
Data administration
Admin tools
N
Your Search p (>}
earch '

Welcome

Configuration Management

Helpdesk ‘

' Overview

News user request.
Search for user requests

" Shertcuts

* Requests assigned to me

' Hot requests

* All open requests

* My support calls
Change management
Service Management

Data administration

Admin tools

0 User Request: -000001

I Properties | Cls | Contacts | Child Requests | Work orders | Attachments |

History

General Information

‘Organization
Caller

Status

Description

» food Request Type Service request
» i AA Impact A department
Resolved Urgency low
phone Priority low
computer
computer can not open

Team + helpcesk

Agent  zhang B

Service + computer Approver undefined
Service subcategory ' lzptop
Hot Flag Mo
Start date 2016-02-18 04:01:34
Hot reason
Last update 2016-02-18 D4:11:10
Pending reason

Assignment date 2016-02-18 04:05:19

Rell

Parent request wuncefined
Parent change wndefined

Resolution
Resolution code assistance
Solution install software

Resolution delay omin 365

SLA tto passed no
SLA tto over 0z
SLA tir passed o

SLA ttr over (s

eMail
CSV Export...
Excel Export...

Printer friendly version
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