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17. Problem management

e Documentation of recurring incidents

e Links with incidents and changes
 Database of known errors and FAQ

e Documentation of workaround

e Documentation of solution

atic emall e Links between problem and affected Cls

tlink with Cls and 18, Change management

e Change management with approval process and
role (manager, supervisor, etc.)
Automatic impact analysis
Links with incidents and problems
Links between change and affected Cls
Documentation of implemented actions
Documentation of recovery plan

onfigurable dashboards
Oor access to data

anagement
agement (servers, networks,
C.)

application architecture management 20. Service catalog & SLA

0CESS mapagement e Management of service catalog and SLA
ent of relationships between CMDB Definition of agreed metrics (TOO, TTR ...)
Definition of coverage windows
Management of client and vendor contracts
Relationships between contracts and Cls
Relationships between contracts and contacts
Addition of documents

S
ent management (in relationship with Cls)
groups (can be arranged in a hierarchy)
Icense and patch management
Management of organizations and sites (option of
hierarchy)
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21. Ticket management

o Attachment of several tickets to a master ticket

 Automatic calculation of priority according to
Impact and urgency

e Addition of attachments

e |dentification of service and related service items

 Assignment to a team and agent

 Automatic update of dates and timers

 Automatic notification of contacts

e Action history

23. Help desk

e Track user queries

e |dentification of service user by name of company
and contact

e Typology of queries

e Suspension of a query pending an action

e Approval process

e User portal for submitting and tracking queries

e Creation and updates by e-mail

e Satisfaction surveys

 Query templates

26. Complaint Rectification
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22. Minimal configuration

e Web browser (customer workstation): C
Firefox, Microsoft Edge

e System: Windows, Linux (Debian, R
FreeBSD), Solaris

 Web server: IIS or Apache with P

e Database: MySQL/MariaDB 5.04 ¢

e Requirements (server): 2 processors, 16 GB RAM,
100 GB hard disk space

24. Incident management

e Automatic impact analysis
e Links with CIs and contacts affected
 Creation and updates by e-malil

25. Complaint Logs

The HDS supports web based complaint logging
management system through which operator
provided by SI will log the issue/complaints
regarding non availability of service and
automatic notification will be sent to stake
holders through SMS/emaill.

After rectifying the said complaints, the S| will be required to update the resolution/call-closure date

and time in the software.

System Integrator will maintain all 1ogs of complaint redressal/report(s) and submit the report to user

department duly certified by concerned authority at
HDS has provision of a single e-mail address

27. Support

location.

Medhassu Supports with required Hardware, SMS & Email Gateway along with HDS on case-to-case

basis

28. Web based Dashboard

A web based Dashboard System will be provided by Sl for user department. This includes the detalils
regarding total VC session conducted, Details of manpower at each location, status of VC in working
condition, fallure, and time for restoration etc. for monitoring purpose.

It operator falls to register the complain on the day of detection, penalty will be imposed as mentioned
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