7 BPL

ManageEngine BAHAMAS POWER AND UGHT
ServiceDesk Plus

Management
C & GLOBALBCO

www.globalbco.com

wmumy@Engln \>

Powering IT ahe



Content

e Intro
o Architecture
e Resources
e General Management
« Installation
« BackUps
« Upgrade
o Migration
e Integration
« ME Products
« Distributed Scan
e Setup
e Reports
« Data Archiving

Engine

ServiceDesk @ ,GLOBALBCO

www.globalbco.com



Intro

« ManageEngine ServiceDesk Plus is a comprehensive help desk
and asset management software that provides help desk
agents and IT managers an integrated console to monitor and
maintain the assets and IT requests generated from the users
of the IT resources in an organization.

« It consists in a Web Platform that deliver ITIL proceses features
in a friendly visual interfase, easy to use and with high quality.
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Resources

e Online documentation
e 5x24 Support
o« Community: Pit stop

https://www.manageengine.com/products/service-desk/support.html
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Support Files

e Admin Task

« Community Tab
— System viewer
— Support File
— Heath monitor tools
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Capabilities

Enterprise service management

Incident and problem management

Change management

IT asset and configuration management
Configuration management database (CMDB)
Purchase and contract management

Project management

Service requests and request fulfillment
Knowledge management

Reporting and SLA management

Process and visual workflow design
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Integration with IT management apps
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Architecture
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Client Workstations Mail Server
& Routers...

http/https Scanning AD Import JANR
through WMI through WMI Mail API

...................................... SDp APPLICATION .........................................

(4 Tomcat Server [jsp, struts] J
|

Mickey Framework Layer.
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Installation & Running

e Download the latest build

e Windows Wizard

« Start / Stop
— MMC

— SDP_Home\ServiceDesk\bin\run.bat
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Windows Server 2012-2016
Windows 7/8/10

RHEL 8 & above

Ubuntu 14.0 & above

MSSQL 2017
MSSQL 2016
MSSQL 2014
MSSQL 2012
MSSQL 2010
MSSQL 2008
PostgreSQL

Internet Explorer 11
Microsoft Edge
Mozilla Firefox
Google Chrome



Backups

Backups schedule:

— ADM Tab > General = Backup Scheduling

« Manual Bakcup:
— SDP_Home\ServiceDesk\bin\Backupdata.bat

Backup folder

— E:\ManageEngine\ServiceDesk\backup

Recover:
— SDP_Home\ServiceDesk\bin\restoreData.bat
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Upgrade

1. Stop ServiceDesk Plus
2. Make a fresh DB backup
3. Download the Upgrade Service Pack

https://www.manageengine.com/products/service-desk/on-premises/service-packs.html

. Execute UpdateManager.bat:
— SDP_Home\ServiceDesk\bin\UpdateManager.bat

« Restart the service.
— SDP_Home\ServiceDesk\bin\run.bat
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https://www.manageengine.com/products/service-desk/on-premises/service-packs.html
https://www.manageengine.com/products/service-desk/on-premises/service-packs.html

Server Migration

. Stop SDP service
. Make a new SDP Backup (backupdata.bat)
. Install SDP in to the new server.

. Copy Backup folder from the old to the new SDP
home folder.

« Run restoredata.bat command and choose the latest
backup file from step 2.

. Start SDP.
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ManageEngine Tools

esktop Central:

— MDM —MAM + Desktop Support

DSelf Service

— AD Password recovery Self
Service.

— Final user oriented
DManager Plus

— Active Directory Management

— IT Support Oriented
PManager & APManager

— Infrastructure y Applications
Monitoring
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RequestID:26 (1) (§) | Edit | Close | | Assign v

’—‘31 User creation request - Fred Dag - to Financ
A By Catrin @ on 09/05/2018 07:31 PM Due D

Request | Tasks(0/0) | Resolution | History = @
Description

Please onboard the new user, provision hardware and servic

ooty RS

Asset Details  Edit

Resource required for new employee

Actions v | | Reply w | | WorkLog Timer

Merge Request
Link Requests

Duplicate Request

Print Preview

Delete

Convert Service to Incident
ADMP - Add to Group
ADMP - Modify Department
MDM - Associate Profiles

ADMP - Remove Folder
Permissions

ADMP - Enable user(s)
ADMP - Unlock user(s)

ADMP - Set Folder
Permissions

ADMP - Create user

DC - Install/Uninstall
software

ADMP - Reset AD password
ADMP - Delete user(s)
ADMP - Disable users(s)

DC - Run Script

Enter Resolution

Add Notes

Add Attachment

Add Work Log

Add Task

Add Task(s) from Template
View Task(s)

Add Reminder

View Reminder(s)

Add Dependency

Submit for Approval

Associate PO
Associate Change
Request
Search Solutions
View Requester Details

View Requests by Requester

View Assets belonging to
User

Choose the desktop model
HP

Choose the additional hardware required

External Harddisk
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Desktop Central Integration

DC Agent
ServiceDesk Plus

Server DC Server
Sending Asset data 5
- Synchromzlng Asset | =

3 d
HTTP Port:8080 _ ' HTTP Port:8020 g
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Distributed Scanning

Server | -

v v v

Export to Zip File E; Export to Zip File El Export to Zip File E;

Import Work stations
v

" cen‘ra| :

! (AR . :

“Import Workstations -p | erve 7 4 - Import Work stations -
=

1 \'// ?

- Remote server data collecting
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SETUP - ADMIN TAB
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Reports

e Default reports
e SQL

e Custom Reports
e Scheduling

« DB Model
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Data Archiving

Store / delete old closed tickets out of the main
service.

Tickets will be disabled.
Once archived, they can’t come back.

Archiving based in custom criteria.
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Additional documentation

e Forum: The Pit Stop:
— https://forums.manageengine.com/servicedesk-plus

e Manuals:

— https://www.manageengine.com/products/service-desk/help/adminguide/
index.html

o Product Upgrade
— http://www.manageengine.com/products/service-desk/service-packs.html

o Support Portal
— https://www.manageengine.com/products/service-desk/support.html

» Additional info:
— https://www.manageengine.com/products/service-desk/help-documentations.html
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