ManageEngine

U~ ServiceDesk Plus

The Al-driven unified

service management
platform

Unlock peak productivity levels for your workforce
Run a seamless digital workplace with powerful workflows

Reduce workloads and simultaneously boost ITSM ROI




Disclaimer

This presentation is confidential and is intended, among other things, to present a general
overview of Zoho's ("Zoho") products and services. This presentation is provided for
informational purposes only. The contents are not to be reproduced or distributed to the public or
press. While the information in this presentation is believed to be accurate and reliable, Zoho
makes no representation regarding, and assumes no responsibility or liability for, the accuracy or
completeness of, or any errors or omissions in, any information contained herein.
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ManageEngine
A bootstrapped, private, and profitable company
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Unified service management

Enhance your service delivery workflows through
industry-recommended ITSM best practices, powerful orchestration,
and native Al capabilities.
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Unified endpoint management and security

Manage, secure, and control all your endpoints across diverse
functions like end-user computing, cybersecurity, governance,
risk and compliance, 1/0, and more.

Take control of your IT

Monitor, manage, and secure your enterprise with ManageEngine's Al-powered IT management solutions
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Security information and event management

Detect, investigate, and respond to security threats with UEBA,
threat intelligence, and log monitoring. Be compliant with standards
and mitigate risks with audit-ready reports.
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UEMS

SIEM

Usm

Low-code
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Also available for
MSPs

Deploy as you like:
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Identity and access management

Manage, govern, and secure digital identities across your
organization with identity orchestration, privileged access security,
CIEM, MFA, S50, role-based access controls, and more.
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IT operations management and observability

Achieve visibility across your network and application stack with
Al-driven observability. Proactively resolve issues, optimize
performance,and enhance IT security.

o
Advanced IT analytics

Visualize every facet of IT effortlessly. With decision intelligence,
preemptively identify and tackle risks, and gain practical contextual
strategies for operational bottlenecks.
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Low-code app development

Extend the capabilities of your IT process by combining low-code
and GenAl. Rapidly address IT challenges and innovate with
minimal coding, making your organization more agile.
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On-prem | Cloud-native (Zoho Cloud) | Public cloud (AWS, Azure)



Al-driven, unified

service management
solutions, powered by

ManageEngine

(_) ServiceDesk Plus

Al-driven unified service
management platform

On-premises | Cloud
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>\ AssetExplorer

Essentials of enterprise

ITAM on a single platform
o

On-premises | Cloud

N o

(_) ServiceDesk Plus MSP

Enterprise-grade PSA
and ITSM platform

On-premises | Cloud ¢
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(4 SupportCenter Plus

Customer support
solution

On-premises
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The reality: Your mission:

Your entire ‘ is to attain peak IT

workforce is efficiency and ITSM
f now digital-first ROI for your company
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But, there are challenges
at every step of the way
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ClOs, IT service managers, & IT technicians
have a lot on their plate today

Demonstrate the business value of IT

Identify use cases to adopt and deploy GenAl within ITSM workflows
Modernize and orchestrate IT and enterprise workflows

Build and maintain a single source of truth on everything digital

Foster a digital workplace and unify service delivery

Break down application silos by converging IT and business
datainto ITSM processes



But, here's what's holding you back

Business challenges

Moderate to flat IT budget growth
A shortage of skilled IT talent

Siloed business departments and
repetitive manual tasks across
every process flow

Solution challenges

Expensive Al add-ons that impede
adoption and ROI

Complex workflows that don't flow
across a hybrid IT infrastructure

Fragmented IT configuration data

Siloed tools that do not support
a shared services model

Lack of contextual integrations
into your tech stack



Of course, a
modern ITSM
solution will
help you out,
but then...

|&O leaders will overspend
by $2 billion on buying
unused features of ITSM
platformsin 2026, up from
$1 billion in 2021 - Gartner



Here's how we are solving

the business challenges
for you with ServiceDesk Plus

A high-value Al-driven service management
platform with transparent and flexible licensing
tiers. No unpredictable and runaway costs!

Intuitive automations, workflows, and
orchestration capabilities with a minimal learning
curve. Our customer education programs are
focused on educating administrators to rapidly
adopt the platform

A single platform to unify and deliver IT and
enterprise services with data and process
autonomous service desks



Here's how we are solving
the solution challenges for
you with ServiceDesk plus

High-value Al for ITSM to help unleash
peak productivity

Orchestration of IT and enterprise service
workflows from end to end

A single system of record for your entire
digital infrastructure

Digitization of workplace service delivery
with platform capabilities

Integrated with the IT and business apps
you love and rely on



Here's how we are solving these challenges
for you with Service desk plus

We enable service delivery teams of all
sizes and maturity levels to infuse Al
across key ITSM practices and orchestrate
integrated IT and business workflows
from a unified service management
(USM) platform to deliver the desired
service experience to users across

the digital enterprise




How ServiceDesk Plus
powers up productivity
and the employee
experience, exponentially




Subcategory

Sentiment Analysis  Requests =

Zla Suggestions iy
Enhance the emotional impact of your communication. Sentiment Analysis | vanitor
assesses user conversations to determine the overall sentiment. ki

_ ause
¥eyboard
Atanitar

Desitop Hardware

Mause

58 Keyboare

** Neutral 54%

Avaya

Dissatisfied (0% - 30%) Neutral (31% - 60%) Satisfied (61%-100%)

IPhone

BYOD Network

~ 145 = 583 ~ 84
Positive

812
Total Conversations

Get employees, technicians, and
process owners on the fast lane to
unparalleled productivity

Neutral

Negative

Zin PostIncident Review

High-value Al = ready-to-deploy + — Troubleshoot Slow Computer e

- Systemn monitoring tools indicated a spike in server resource utilization.
- Error messages displayed upon login attemprs.

no licensing hassles + no overhead o

« Invesstigation revealed a misconfiaurad application update that caused a memory leak.
- The memory leak led to increased resource consumption, impacting system performance.

What type of machine are you having o

= . - it " bie, It fons.
issues Wlth? Critical I were ., i I?umn.ess Dperetuaqs

- Users experienced delays and errors when attempting to access services.

- Bervice Level Agreements (§LAz) were bresched, affecting customer satisfaction.

. Diagnostic Staps:
WIF‘IdOWS - Received user reports of application access issues.
« Monitored system performance through menitoring tools.
- Analyzed server logs for ermor messages and anomalies.

M Resolution Steps:
ac - ldentified misconfigured application update as the root cause.

o L . - Rolled back the update to a stable version.
- Implemented additional monitoring to detect memary leaks prompthy.
- Conducted thorough testing before reapplying the update.

Prevention Steps:

- Enhance change managemant processes to include thorough testing procedures.
- Implerment automated monitoring for early detection of perfarmance lssues.

- Prowide training to staff on identitying and resolving memory leaks.

- Conduct regular reviews of systemn configurations to prevent similar incidents.

Guided Conversations
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High-value Al for technicians

Gain context at a glance with Zia and let it

draft responses, solutions, post-incident reviews in seconds

&8 IT Help Desk

¢ Edit Pick up

Print ark FCR Miore Actions - Acticns «

Please reset my Active Directory password

Priority ; WMedium | Requested By

Reply all |~

Status Closed

Conversations Details Tasks Checklists Resolution Reminders Approvals Worklog

3 M

Conversations Filter Exr

on Jan 23, 2025 0

5 AM

++ Conversation Summary - Perf

+ Email to santhosh@mysenvicedeskplus.com could not%e delivered

» Recipient address not found at myservicedeskplus,com,

+ Error reported by recipient domain's email server,

+ Sander can try delating and retyping recipient address,

* Check if recipient has set up emall farwarding to an incorrect address.

Solution Ge

Erarmpt

printar iseugs.

Erate

Troublesheoting Commen Printer sues

ter and carefully rernove any jamer
arly bafara resLrming printin

protar, roubilkashos

IE513A%, PARAT jams, Bl

Aok Generated Soiuticn

ronnactivity probiams,

printing, arrar messages

760 Text Assist

willi connection

Generatad Text

g frequent d
ting uiltiple devic
ter and devices have n

slow 7 it ity issiies, The profierm seems 1o bi aff
Incations within the org aubleshaoting steps stich as restarting
resolved the isue. Further investigation is required (o id
restore stable and rellable Wi-FI connectivity for all use




High-value Al for technicians

ServiceDesk Plus integrates with Microsoft Copilot, letting you act on tickets,
gain deeper insights, and perform actions in Microsoft 365 apps

nnnnn

Wiew prompts




High-value Al for employees

Empower your workforce by putting enterprise knowledge and services at
their fingertips, via conversations, ChatGPT, or voice

Technology Serv 4 Answer FAQs *

9 AllRequests ~ %

i New Incident Edit Delete Pick Up Close Marge Link Requests 1-1000f - y ok IH

Marne

1D 4 Subsject Risty Hey Administrator ! I'm Zia, your

virtual agent. How may | help you? Go ahead,I'm LiStening...

Growp

Z{Q How can | help?
Can't send email

lam facing bsod issue in my laptop

W Troubleshoot Slow Computer

n Based on the context pravided, you can

try to resolve the blue screen of death & Printer Issues

I~ (BSO0) issue by fallowing these steps:
1. Reboot your computer into Safe

VPN Connectivity
Maode with Networking {)

« Restart your computer.,

At the lock ar sign-in screen, press
e and held the Shift key. click the — Troubleshoot Slow Computer
Power button, and select Restart.

- ] « A blue screen with three options will "
appear. Choose Troubleshoot. What type of machine are you having

Issues with?

On the Troubleshoot screen, select

Advanced Options,
Windows
+ Choose Startup Settings.
= Click Restart, Mac

= Bttt - P b v O b aias




Prablem Predictions

Potential Problems
Gearnch

Unresponsive application

Parisdic senver maintenance and
health check

B backane s down

Ernployee Onboarding - John Smith
Unable to access M35 Teams
Internet issues

WP disconnectad

Printer iszua

Iylkar web sener maintenance

[Security breach] - VPN - Log360
Manitor

Wiebesite is down

Oinbioardng request -

Hella Laptop Issue

Al Requests v
Msr 13, 2005 05:30 AW

Internet issues

Azzoviate New Froblem | Assooabe Exsting Froblem

Subject

£ 2118362 Internet issues

Fy (@ Anto Willams  0n Sep 21,2023 | Stacus: (&) & Open | Friarcy : @ Major Incdent

£ 2118553 Unable o brawse

Ey QAWiliam Smith I Feb 28, 2003 | Status: Open | Frioriry - @ Craical

(3 2118533 Internet down

Ey ShaumMurphy | On Aug 22, 2022 Status @ (&) @€ Open  Priociry < @ Critical

3 118363 Unable ta sceess Intesnet

By Ben Hurirg | On Jun 08, 2022  Stanws : Open

) 2118368 Unable to access Internet
Ey Ben Hurirg | On Jun 08, 3062 St - Open

£ 2178390 Unable to acoess Internet
By Ben Hurirg | On Jun 08, 022 Stanus © Open

£ 2118395 Unable to access Internat
Fry Ben Hurfing | On Jun 08, 2032 Status | Opsen

£ 2118400 Unable to acoess Internet
Ey Ben =urirg | On Jun 08, 022 Staius © Opsn

) #118473 Unabla tn aocess Internat
Fiy Ben Hurieg | O Jun 08, 3022 Staus - Dpen

Peicrity

Peiceity

Generated : Manuallty

Show  all Requests

1-15af15 ¢

< New Change

~ Submission Stage
Changa Raquaster
Change Type
Retrospective
Impact
Urgency
Priority

‘Change Risk

C5l Section
Category

ftam

Scheduled Start
Sarvices Affacted
Assets Involved

Reasen for Change

High

Medium

Select Template General Temgdate

Site

Group

Change Owner

‘Changa Managar

Stage”

Status*

- Salnct Ghange Risk -

Status Commaent®

2

- Belect Change Risk -
ZlaSuggestions

& IFvidlved -

Security compliance

Sub Category

Scheduled End

w  BelectWorkflow  General Change Worfiow

Base Site

- Belect Group -

~ Select Change Cwner —

~ Salect Change Managar -

SuDiEEion

Recuested

The above Stage/Status is set as pan of 'Change’ creation




High-value Al for process owners

Build and optimize IT and enterprise processes with Zia, which generates

low-code scripts, dashboards, and intelligent insights

¢y Code Generator  Deluge

Suggested Code

0 Disclaimer: This code is generated by Generative Al. Please review the code before tak

the request if the same requester had

snctian to ensune ac

reated three previous

curate code generation. Describe the func

Home ServiceDesk Plus_. » %0 Ask Zia

Analytics Plus’

Rl 7 AckZia

requests with the same or gimilar subject line and the same Dastboards

Hello John Smith

Show me the trend of incoming requests and escalated requests

50 Total Incoming requests

I Total Escalsted requests

- g
& E
£ a B
3 | S
£ &
E
g o 2
£ 38 i
= | 4
i ¢
34
Da
a0

Jan2021  Apr2021  MIZ021  Oct2021  Jan2022  Apr2022

Monthé Year of Created time -

Ml 2022 Oct 2022

ng 1o production.

Chart Information

XoAis

@ ) conversation Made
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Put your
Service
operations
on auto-pilot

with powerful workflows,
orchestrations, and iPaaS integrations

.........




Al View Graph «» View Code View Logs

® success @ Running @ Failure @ Waiting @ Aborted
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Connect with over 650 apps and accelerate IT and business
workflows using Zoho Flow, the iPaa$S platform from Zoho

Update flow from DevOps to

Connection SERT
Test Suite Type Id o
T Criticality at )
« ) y
Value Are. :|_ )
T
Wark Item Type




1 Manually trigger a flow

11 Create Request (Preview)

*Service Desk Instance | IT Help Desk

I

M

Subject

=
g
=
b+ ]
X

Instant request created -
Reguest Template Default request
Reguest Type Incident

Requester {8 User name X

Status

Technician Email
Address

Site

.—j
2
X

Group Specify request group
Description Type request description
Priority
Urgency
Impact
Made Power Automate

Category Specify request category

Sub Category Specify request subcategory

Specify request item

ﬂj Copy to my clipboard {Preview)
£’ Rename

=] Add a note

¢ result (Preview) o

v Configure run after ©
@ Peek code
li] Delete

My connections

~ ServiceDesk Plus Cloud

+Add new connection
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Build the single
source of truth
for your digital
services, assets,
& components

retne by Sy tAmic




Technalogy Servic...

Say goodbye to ghost assets and compliance woes

Stay audit-ready with our leading-edge ITAM capabilities, from discovery
and tracking to governance and retirement

Technology Servic...

Macbook Pro
Created by Aci
Audit Detailz Assets InScope B3

Missing Assots

fudited 0 Mssirg (53

Foewiy identified 0 DutOf Scope 0

ertified Cifferance:

s 0

%) —_— s
[sesun| iy st e 1
=]
me d acited b od; tah Reasan tate Eite Commernts
Dt [
poe| 200 i vikir (0]
- Missing To Be Updated Dispoaad Base Sitg Eate moved
g I
-
Miszing To Be Updated n Lk Baze Site
ni Missing To Be Upd 4 Lk Ease Site Exal
[_.
Mizzing B U Laze site = m -
Microsoft SQL Server 2016 T-SQL Scri e
Agzets [ Software [ Scar fwsare e THE Missing To Bin Uipdtnd  Lise Basm Site rate
Compliance Type : @ Complia iathkiaticr Buck
Details License Agreements nstallations Lices AGISTHA W 3 Adrinii T 1Lk Eapin 215
Installations ~ —
E A
f
Akl Software Installations Remove Software Installations 1-30f3 0z
Computer Version User License Kay Preduct ID Allocated License
335451004hwZZ zylker.com 13.016015 Micrasoft SQL Server 2016 T-50L SeriptDom-2002
MITESH-TESTZ.ceez.zohocompine... 13016015 Microsoft SOL Server 2018 T-50L ScrptDom-2003
SOPOD-E1ZR2-1.servicedeskod.co ... 15006015 Micrasoft SQL Server 2016 T-3QL ScriptDom-2003




Minimize change failures and get to the root causes of
incidents faster with the CMDB within ServiceDesk Plus

Downtime Summary

Total Time 100%
Uptime 54.51%
Downtime 4549
== Crew Management System Maw Busine: 1407 < 3 "1
== CMDB | A atior
o o 0 ES 40 Crew Management System HP Switch
2OCiations Dewntir Relationss [ +] F slems - 16 Charg 0
W Upt
Associations = o
e )
All Requests [s - @
D + Sublect Requestar Name achnician " = g o
5 5 e g TR o i L] g
AGED i o, . b H
Craw - DOWN Sine2dn? ® Adrinistra. ' & 1
Corenw rr DOWN ® Adrninistra. Closed I
sl (] (-]
oW I
NC-1365 Cre - DOWN ® Adrmiriistea. Closed I
e et o 3HMI W2 IEA010 gz nam
NC-135% DOWN ® Adiniriistea. Cloaad ]
- ; Spine - Leaf Infrastructura Core 1 Spine - Leaf Infrastructura Core 2
INC-1313 Craw management - DOWN ® Admiristra_ Feb 25,2025 11:30 Closad i : .
O facu L]
NCA30 [i1s} ® Adrniristra. Fenls,202511:30PM  Clesed i :
51296 - DOWN ® Adrniriistra. 9,202511:30PM & Communication
e
NC-1294 Craw management servica - DOWN Siteddxd ® Mdrnivistra. Fet17, 2025 11:30 PM B Roview i Reatard
Craw management service Site2daT ® Adrniristra.. 13, 202511:30PM K Raview
e
NG-124F Craw Management serdice - Site2axT ® Administra. . 20 a0 PM Clesed Cawdwhch|
r
£
All Problems ~ 0-0ofQ T2
[
Problem ID Title
= =@




Gain deep visibility over layer 2 devices, virtual device
hierarchies, and application dependencies by bringing in Cls
and relationships from other ManageEngine applications

Service map in Site24x7 Relationship map in ServiceDesk Plus Cloud
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Digitize your
workplace
service
operationsona
single platform

Technology Servic... Harme

Migrating to a New Cloud Platform -

M

Requested By Adminisirator on Feb 24, 2025

Implementation

Details Tasks Associations Approvals

Azure Dashboard

=| conversaticns

{3 Rerinders

@ wior
'\'*”) spprovals (D
00} Armouncem...

& cnsnge Anom,

Setup 2
oo Comfigurations *  Custom Functions
Users & Permissions 3 - -
:
Custoer » IR =
e ™ »
= Previ
Autornat » Code Preview
»
reg id"
567 Survey ¥
Daita Ad » - [
»
»
savelope v
” input__cat
widge
b t
uszom Modules
»
Zeho Circust >

wiarkflow

Actions ~

CH-235

Status Comm)

Worklt

ManageEngine

Marketplace

P 360 extension for
i)

Confluenes

N

g ManageEngin cations @ all the

Explore Apps For ManageEngine

tools fic

ServiceDesk Plus

oad

Microsott Dutiook: Act...

ERIGHT
L] PAFTERN

Piernasdt Arure

1] A

o PAM360

340

o) Tama logic

Bright Fatkern Omnich_.

m

Pizrnscdt Arure A0 Sy,

Sumel agic for PAM34D
]

55 needs

Arcess ManageEngine

Cloud Telepheey
o

i Micrnsodt Dutinci: Ad.

Okt Warify far PAMIS
=

okta

086

8
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Connect enterprise teams;
build niche processes;
and deploy bespoke
orchestrations, analytics,
and integrations

Reporting &

dashboards

User
interface

Integrations

practices

Prebuilt Low-code/
ITSM capabilites No-code Tools

Standard KPI reports and Custom and query Table and Analytics
dashboards, for all practices report builder graph widgets Builder

Custom Widgets
Hiericied Zia Skills
Conversations

Customizable forms and
self-service portals

Zia Virtual Agent | Native ML

algorithms for triage and

incident clustering

| Knowledge discovery

via RAG | Text and Code

Generation through ChatGPT Sand box
+

Live
environment

ManageEngine
Marketplace | Integrations
into IT and business apps

Powerful Custom
multi-path workflows Workflows

Service Catalog,

Incidents, Problems, Enterprise service Custom Custom
Changes, Releases, management Modules Funcations
Assets, & CMDB

Low-code No-code Pro-code
capabilities capabilities capabilities



Build smart service experiences for IT, HR, facilities, legal, and payroll teams.
Spin up new autonomous service desk instances in under a minute

4 =
[ o s |
g -
o 2  CEI
Eﬁ Peogie & C
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s il : Which Service Desk Do You Need Help With?
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Need to deploy bespoke processes like
hazard management or risk registers?

Design them on our enterprise-grade custom modules

Vendor Risk Register =

Technology Servic...

. . Technology Servic
All Vendor Risk Register « g
i Mew  Edit Delete Setup hup
Instance Conligurations > Custom Modules o
Vendor Mame Created By Created Time
Users & Permissions ] ocw 1:200f 20 b
Imtegrity Audits Administrator Jan 30, 2025 08:45 PM Mai ngs ¥ Displsy Mame Craatad By Craated TIme Last
Gustomization H Phana numbar racking Feb 18, 2025 05:20 PH
Cybertonics Administrator Jan 29, 2025 05:18 PM
Tarmpla 5 ] Feb 4, 2025 18 AM
Integrity Audits Administrator Jan 21, 2025 07:52 PM Automation ¥ Jan 20, 2025 07:01 FM
Frafis & Disocvery 2 Vendor Risk Reglstar Admiriistratee Jan 19, 2035 10:24 AM
User Survey E
115 Teama Miating Administraber lan 18, 2095 04-31 PR
Data Administration »
Administrator lan 1%
Ganeral Settings >
Standard Ghange Propasals Jan 12, 2025 11:08 PM Admiritistor Jan 13,2025 04:30 PM
Apps & Add-ons »
Standard Change Catalogue 1:02PM ©4:29 PM
Develaper Space v
Pam Recording Adrainissrater 53 P
Custom Manu
Custom Widgats CAB Mactings g B, 2024 1114 &M -
stom Functi Reblesn Varsions Jun 13,2024 10:46 A Admiristratar Jun13, 2024 10:48 AM
Conractions
CAE Minutes May 3, 2024 05: 472 PM
‘ariables
= . 1 Ancemalies Faly 17, 2024 OT-43 PN Admiristrator Fab 14, 2024 11:07 aM
MITRE Techniques Feb 8, 2024 04. M
Zi *
MITRET Adminissrator 124 04:36PM
Zoho Circuit ¥
X BB U i




Implement unique process logic with low-code custom functions.
Generate the code for custom functions with Zia, powered by ChatGPT

Code Generator  Deluge

di gararalion. Desssiba the unct

1 the sarme requestiar hisd Creabid hiee Bravious requsats within the las

[ T e ar——
egory and similar subect. Ensure that this is spolied only for incident requests.

Setup

Suggested Code
instance Configurations Custom FUNCHIONS  Reosest - Busness Rule (o) sbort

Timer Conditions {or) Workflaw Actions

Users & Permissions
M custom Rnction  ctions

whall Sattings =

Custominsion v Abort status change if tasks are not comgleted Ripoasts
Terrglates & Farma

Automation Code Preview

Probes & Discovery

Usar Survey
context

Data Administration
Geneval Seftings
Apps & Add-ors

Developer Space
Custion Meny porometers: {*input_doto” *search_criterio™: {"fleld": "stotus.mame” , "condition™:"is not”, "velues™: [checks

1Mo Widgats
itam Fusetions

» Adid User 85 miemmisss in M3 Tessns Channel Aeguests Deluge
Adel ussee 1o SDP Cloud and updste Assat Dreluge
Inhormasio

Deusge

Add users to Zoho CRM and ME MDM gty

Reouests Deluge




Spruce up your service desk interface and add custom functionalities
with widgets that display external information or apps

Changes

ot | Scheduler Workflow ACTions « eneral (

CH-235

Migrating to a New Cloud Platform -
Requested By Administrates on Feb 26, 2025 07:56 PM Status Imgplementati
J ™= Implementation

1l Progress

Implementation
Custom Widgets

Imilssenvintion Details Tasks Associstions Approvals Status Comments Azure Dashboar: g

" Azure Dashboard New Custom Widget 1-150f15

Close " -

l'__'j CH-235 Migrating o a New Cloud Platform - Widget Name Status
0 Roles 7
[E carversatians SDP Change Workiterns Werkiterns Complation Percentage By Type » Zoho Projects D
B jaits] v Azure Dashboard O
{9 mamindars
(3) Werklogs & z .
s e e Upload Det H | AzureDashboard.zip File size - 1mb | Version - 5.0 | Last updated by Administrator on Jan 28, 2025 05:11 PM
;) ravals E o
@) Approvals B 1o Ho: Sigma server
9} Anncuncem. g
9 Widget Item Name Display Location Status
5 Histary
@, Change Anae... Azure Dashboard O Change Details - Stage Subtab O
i s coer oridkams by Tyr part Conditions » | Configure
i MS Casendar

=
R
0|




Publish your own unique customizations and configurations as
extensions using our native development environment

ManageEngine’ | Marketplace Extensions « Arcess ManageEngine

Explore Apps For ManageEngine
busire ds

tegrate ManageEngine applications with all the tools for your business need

Comalete priviles ty for entarprises
Splunk for PAM 250 Entra 1D for PAMISD Sumologic for PAMZS0
splunk > fin T - i




Create persona-driven dashboards using table and graph widgets
that give insights at a glance without context switches

Das ard Scheduler Tech Availability Chart Delegation Tasks Reminders Announcements

@ IT Service Desk Manager~ (@& @ Qalsies @

All Groups ~

Req. Inflow

463 15 59 1 3 87

1 1 0 Open Requests On Hold Requests Closed Requests Tasks Due This week Reopened Pending Approval
Last 24 hours

Open Requests by Priority Software Licensing Status FCR Violated Requests By Category Pending Problems by Priority

A

i i W Deskicp )
u
Requests Tasks . .
Open Requests v Open Tasks Requests by Priority Requests by Technician
w
Mew Incident ASSIEN ~ Addd Task Delete Cloge Trigper
Open  OnHold Open  OnHold
Subject A S
Login credentials High 233 0 Jendra john 232 9
R On: Feb 28, 2025 05:10 AM | Priority: -
Application access issue Status: BOpen Critica 7 1 Hugh 140 10
) Upgrade VM plan Norm: 7 5 Anderson 18 D
Setting up user workstation
) upgrade VM plan On: Feb 28, 2025 05:00 AM | Priority: High Major Incident 63 0 13 0
; tus: B Open
Mediur 30 2 Aditya 12 0

) Upgrade VM plan
Reported problem analysis




Problems C - Solutions s

Endpoint Central = Advanced Analytics  ADManager Plus ~  QuickLink = PAM350  KMP  Sile24x7  OpManager  Eventlog Analyzer  AD Self Service ms Getting Started &
c 5 Apps & Add-ons - Integrations - Third Party < Previous  Next >
Service Desk Configuraticn ManageEngine Thir Vi
L]
nteg rate wit
Mail Server Settings _.._ SCCM Integration SolarWinds Integration

your favorite

Templates & Forms:

I I a n d Automation . Setting: Settings Satiings

Discovery
i T ﬁ' Microsoft Teams i Actionable Messages for Outlook
business apps

Apps & Add-ons v

Turn ServiceDesk Plus into Chat Setings
your centerpiece Of IT and 5MS Notification Settings

business operations —

Zoho Flow Agent

Microsoft Calendar

Settings Settings

.. ) WhatsApp

Developer Space

Zia

L]
Chat Gi




Site24x7

Cloud-based performance monitoring
Manage your cloud workloads and resources,

and resolve issues quickly from within

ServiceDesk Plus using IT autormation

Or-premises and cloud

ManageEngIn"e""
Applications Manager
IT operations management

Monitoring services, databases and ERPs
Faster troubleshooting

Dirvpramises

ManageEngine "

ADManager Plus
Windows active directory
management & reporting

User management
Reset user passwards

Orprermises

MnnlglEngin'a
OpManager
Network monitoring
management
Autormatic incident creation
for network alarms

Ci-presriizes

I'nlanagannginé'.-9 :
ServiceDesk Plus

@ Zoho Survey
User satisfaction surveys

ManageEnging"
Password Manager Pro

User password management

Remote access to users’ accounts without manual logging

Get information on users’ resources and password

HanaglEngina

Endpoint Central
Farrrarty DESKTOP CENTRAL

Desktop and mobile

device management

Automated pateh deployment

Software deployment

Mobile device management

On-premisas

ManageEngina "
ADSelfService Plus

End user password
reset management
Self-service password reset
Self-service account unlock
Self update of personal details

Onepramisas

ManagaErgiea’
Analytics Plus  * ﬁ Zohs Amlytic:
Aneeprarise) it

Advanced analytics
Better insights into your ITSM data

Craft custom surveys and define automations.
Show ar hide questions to guide end users.
Glean insights from surveys with advanced reports.

Cloud

“On-premises” and “cloud” denote the deployment model of ServiceDesk Plus,
where these integrations are available.




ManngaEngma: | Marketplace Extensions w

Explore Apps For ManageEngine

Integrate ManageEngine applications with all the tools for your business needs

earch apps [=]

ServiceDesk Plus

Explore ServiceDesk Plus extensions to broaden the capabilities of
your service desk and reduce the gap between ITSM and business
processes.

PAMZSD extension for .. Microsaft Outlook: Act... EBright Pattern Omnich...
Aok ok (1) L T 2 R " * 4 & & & 0}

Microseft Azure: AD Sy_.. Microsoft Outlook: Ad...
vk A o 0} o W Aok (0]

PAM360

Complete privileged access security for enterprises

Splunk for PAM3&0 [Entra ID for PAM3&0 Sumologic for PAM3&0 Okta Verify for PAM3S0
4 e e e () e e e () suma logie e ] T |




You can also publish your own unique customizations
and configurations as extensions using our native
development environment

Join the Exte 5 101 webinar series on building extensions for Zoho product:

L Hide

ServiceDesk Flus J | Extensions File Edit View Actions Help [ Mew [> Run @ > Undo <= Redo [7) Save [ Saveall PROJECTS: SDP Requests e

My Extensions plugin

= [ app L
img
Sl ", "ZohoProjects.entity_properties ALL"],
=i
request-task.js
request-project js
= fonts

7 lato-normal

) lato-nor..

lato-nor..

Start building extensions!

illbe ad o

o Elgma

calesk Plus Portal Name",
latornor...

1 late-nor...

late-semibaold

7 lato-semi..
lato-semi.., i
lato-semi...

= lato-bold
1 lato-bold... 4 i,

lato-bold... £ 1

lato-bold...




Now, your questionis:

What capabilities are
required to meet your
unique ITSM needs?




Identify the current scope of your ITSM practices

Service desk operations

Routine ticketing
Timely resolutions and escalations

Fundamental automations to
cut down time spent on triage

Starting up on self-service
initiatives and knowledge
management

Simple reports to track
ticketing KPIs

%,

and their future evolution

« Renewed focus on low-code » Adoption of full-fledged
automation and digital workflows ITIL® practices

« Comprehensive IT asset discovery, * Unifying enterprise-wide
inventory tracking, and governance workflows on a single platform

L - * Precise software license L ‘ * Custom solutions to achieve

compliance posture organization-specific use cases

» Broader reporting with « Service orchestration that weaves
executive dashboards for together disparate tools

continuous optimization
« ITand business integrations that
help orchestrate enterprise
business processes

Al-driven capabilities for productivity gains wel



Your service
management
evolution,
powered by
ServiceDesk Plus

Standard

Service desk for IT and non-IT teams

@ 0 0 o

o O

Incident management
Customizable ticket templates
Visual ticket lifecycle builder

No-code ticket handling

automation
Self-service portal
Knowledge base

SLA management and
escalations

Reporting and live dashboards

Al & ML

o 0 0 0O

Predictive intelligence
Auto-approvals
Virtual support agent
GenAl

Reply assist

Professional

Service desk with ITAM capabilities

IT service desk

Multi-modal asset discovery
and import

Visual asset lifecycle builder
Software asset management
Asset loans

Asset inventory reports and
analytics

Purchase and contracts
management

Al & ML

Predictive intelligence
Auto-approvals
Virtual support agent
GenAl

Reply assist

Enterprise

Unified service management platform

@ 0 0 0 0

(<]

IT service desk

IT asset management
Service catalog
Problem management

Change enablement and
release management

Change and release workflow
builders

IT project management

CMDB

Al & ML

@ ¢ 0 0

Predictive intelligence
Auto-approvals
Virtual support agent
GenAl

Reply assist




We are aligned
with your choices

Benefit from complete
deployment flexibility

Available both in the cloud and on-premises

We don't rely on third-party data centers—our cloud solutions
run on ManageEngine-owned data centers around the globe

Prefer another public cloud provider?
Available on AWS and Azure

Truly multilingual: Available in 37 languages

Exceptional service management: Anytime, anywhere,
across browsers, Android, and iOS platforms



Derive tangible business value out of ITSM

Hear it from your peers

En/eiys* OO lenskart

Reduced resolution achieved a

time from two days to remarkable 98.8%
5-6 hours and query resolution rate,
achieved a 98.9% SLA up from about 75%

compliance rate

hits 93% five-star reduced service ticket
customer satisfaction volume by 25%, enhancing
score with service management with
ServiceDesk Plus automations and

Rinnai

self-service solutions.

StC

achieves a remarkable
400% decrease in
customer response
time using
ServiceDesk Plus

e | STORE

LOGISTICS

prevented asset loss
of $120,000 using
asset managementin
ServiceDesk Plus.



What's the word

on the street?
Hear it from your peers

XMA

Centralized ticket management streamlines our
ability to swiftly track and resolve issues, enabling
proactive identification of trends and preemptive
problem-solving before minor issues escalate.

From an ITSM perspective alone, the result has
been phenomenal month-on-month:

 96% of tickets closed or resolved on first contact
* 94% of tickets closed or resolved within SLA
« 93% five-star customer satisfaction score

- Laurence Lai, head of IT service and operations, XMA



What's the word

on the street?
Hear it from your peers

OO lenskart

We were at 75% of resolving end user queries.
After implementing ServiceDesk Plus, we met
our expectation and we reached 98.8%, and
that was a good number for us in terms of
handling queries on a priority basis. We
recommend to use ServiceDesk Plus because
it's very user-friendly, easy to learn, and we
can implement it very easily

- Neetu Yaday, IT manager, Lenskart



What's the word

o n the St reet? Definitely like the ease of configuration [in
Hea r it from you r pee rs ServiceDesk Plus]. That's hard to find. I've

used some really big software solutions in the
past, and none of them have been quite that
easy. | love that I've been able to see some of
the processes that are already thought

through in [ServiceDesk Plus], which we had
e n vva to build from scratch in previous solutions

Briana Brown, VP of technology and innovation,
Denova Collaborative Health



What's the word

o n the St reet? The automation features within
Hea r it from YOU r peers ServiceDesk Plus have greatly benefited our

business. They allow us to create custom
functions and business rules, providing a
tailored experience for our customers.
Recently, we successfully redesigned our
T incident notification process and alerts

D. . l using ServiceDesk Plus, significantly
U I g Ice reducing manual reporting efforts in
managing application outages across the
business

Rickaye Brown, IT applications manager,
Digicel Group



What's the word

on the street?
. Our employee experience has been quite a
Hear It from you r peers consistent one, which is great. They [end

users] know where to go and when to go.
What we found over the years of using it
[ServiceDesk Plus] is they don't ring up

West Tracy individuals anymore, they go to the tool, and
Yorkshire | Brabin .

Combined | Mayor of they use it

Authority | West Yorkshire

Donna Milner, internal lead, ITSM and ICT service
desk manager, West Yorkshire Combined Authority



Helping IT and enterprise teams achieve unparalleled
efficiencies and deliver exceptional business outcomes for

nearly two decades
HONEML. Menchesr Uit SIEMENS AMERICA
" HELLO
O vodafone . FRESH DENSO

OO lenskart U Digicel A~ NEWCASTLE




Named a Leader by IDC in the IDC MarketScape Worldwide IT
Service Management Software 2024

Recommended for:

» Unified ManageEngine platform with -
capabilities spanning ITSM, ITOM, UEM, -
PAM, and IAM

@ BMC '] p

* Native integrations that drive proactive and
predictive service delivery

Frashworks

Capabilities

» Customer perception of value for money
and high ROI

* Proactive and expertized customer support
and success teams

Strategies
Source: IDC, 2024




GIGAOM

FORRESTER

Gartner

Named a Challenger and a Fast Mover in
the GigaOm Radar for ITSM 2024

Named a Notable Vendor by Forrester in
The Conversational Al Platforms for
Employee Service Landscape, Q12024

Named a Representative Vendor by Gartner
in the Market Guide IT Service Management
Platforms 2023



The Al-driven

unified service
management platform
that's ITIL-compatible
for core ITSM practices

Build and execute your ITSM processes with
powerful, highly programmable workflows
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Incident
management

Keeping the lights on shouldn't be
too difficult, but there are some
challenges every step of the way

The barriers
Slow incident detection and
a reactive posture

Loads of guesswork during
incident response

Poor collaboration and
redundant work

Difficulty in measuring impact
and pinpointing cause

Best practice strategies

Omnichannel incident detection
ITOM, UEM, SIEM tools; emails;
portal; mobile app; Microsoft
Teams; etc.

Al-powered automations and
visual workflows for triaging
and complete guidance on
incident response

Automated notifications and
collaboration hubs within the ITSM
platform, Microsoft Teams, Slack,
Zoho Cliq, etc.

A CMDB and a comprehensive
IT asset register with
contextual relationship
mapping and associations



Incident Assignment

: > Incidentlogging 5 ___° Incidenttriage o S R G

detection ? b > & notification B \
Observability solutions - APl integrations, web Al predictions - Category, Al-driven technician %
Site 24x7, OpManager, forms, emails, virtual subcategory, priority, template prediction |
Applications Manager, agent, Microsoft Teams, : SR k
Dynatrace Slack, mobile app Business Rules Notification Rules *a;;;
SIEM - Log360 Tp—
UEMS - Endpoint Central response and

collaboration

Accelerated incident responses,
powered by ServiceDesk Plus st shlsni,

Slack, and Zoho Cliq
Task management

Workflows and

Lifecycles
Root cause Incident f Incident - Incident : )
analysis and N resolution <% communication <9 troubleshooting Comeen
permanent fix
Incident clustering - Linking and merging Announcements CMDB with visual Business
Problem prediction tickets Views
Zia's Reply Assist and Text

Problem and change Closure Rules Assist, powered by ChatGPT IT asset management

management



Crew management service - DOWN
Priority ; MHigh | Requested By Sita24x7 on Jan 30,2025 07:59 PM

Status Review Transiticns: m

Conversations Details Tasks
Request Details

Requester Detalls

Requester Name
Site2ax?

74 PostIncident Review

[Timeline of Events:

- Mar 6, 2025 04:56 PM: Incident created - Crew management service DOWN
- Mar 8, 2025 05:14 PM: Incident resolved and completed

- Mar 6, 2025 05:12 PM: Technician note added - Post-Incident Review (PIR)

- Mar B, 2025 05:13 PM: Technician note added - PIR Report

- Mar 12, 2025 04:46 PM: Email sent confirming incident resolution

QObserved Symptoms:

- Users unable to access Crew Management service
- Service monitoring tools indicated downtime

- Increased user complaints on service unavailability

Root Cause:
- Server hardware failure in the data center hosting the service

Impact:

- Disruption to crew scheduling and management operations

- Inability to access critical information leading to delays in assignments
- Loss of productivity and potential revenue

Diagnostic Steps:

- Initiated service monitoring checks upon user reports

- Identified server hardware failure through logs and tools

- Conducted troubleshooting to isolate issue to data center server

Resolution Steps:

- Engaged data center support for physical inspection

- Replaced faulty hardware component causing downtime
- Conducted testing to ensure full service restoration

- Communicated resolution and service availability to users

Prevention Steps:

- Implement regular hardware maintenance schedules

- Enhance monitoring and alerting mechanisms for early detection

- Develop failover and redundancy plan to ize future disruptions

@ Auto-generated PIR. You can edit it before adding it as a note.

Requas: D
& Replyall ~ [F] Status
ILife cycle

Waorkflow

Checkli Transiticn Nama: Communication ars Approvals Priority

Technician

Group & Site

Tasks

P Checklists

Ediit request life cycle

| Inprogress () Stap Timer

Incident Request ¢ >

M-8
| Review

Malor Incldent

Mot Assigned

WHigh

& Administrator

Incicent Respanse Team , Base
Sitg

67
o

Details  Transiton

Communication
+ Description

|_| Common Transiten @
BEFORE DURING

MANDATORY FIELDS @

Mandstory fielkds configured bere will be listed tothe
fechmician while exss uting the transition

= Acd Marsiatary Fields
% Lomsres Lessresd % Presurrifon Recomemendslicns

® Imomvement Suggestions ¥ PR summany

RULESET @ +

Rule Setis) can be configured to be executed after the
ransitian is ewsoubed aver arequest. A rule setcould be
canfigured by ghirg & ser of cenditons and actions.




The barriers Best practice strategies

* Siloed and ad-hoc root » Full-fledged problem
cause analyses management practice with
custom forms to create

PrObIem * Novisibility into other ITSM problem tickets

practices, like incident and
management change management » Association of changes and
incidents to problems, enabling
* No structured problem faster problem identification
management processes or and resolution
root cause frameworks

Without an established problem
management practice, IT teams
may find themselves grappling

with recurring IT issues « Visual problem workflows to

implement RCA frameworks such
as the five whys methodology



Precise rootcause analysis and problem
management, powered by ServiceDesk Plus

Problem logging

Intelligent clustering of similar
incidents - Problem prediction

Problem templates
Association of Incidents

Fixing the
rootcause

Change management

Impact,
symptoms, and
other diagnostics

Out-of-the-box and
custom fields

Stakeholder
communication
and approval

Criteria-based approvals

Problem Workflows

Preferred RCA
technique

Problem Life Cycles
Problem Workflows

Delegation of
RCA tasks

Task management



Transition - Identify the Root Cause | Closed - Why 5: Root Cause

Mandatory Flelds

Problam Dascrption *

Wiy 2 e *

Wiy 1 Irmenac|ate Causa *

Wy 3: Becondary Reason *

Wity &0 Sywiemic osse *

All Requests v
Mar 13, 2025 05:34 AM

Problem Predictions

Potential Problems

Wiy §: oot Sause *

Internet issues

Search

[iw

Unresponsive application O

Periodic server maintenance and . ()
health check

DC backbone is down
Employee Onboarding - John Smith

Unable to access MS Teams

Associate New Problem Associate Existing Problem
Subject

) 2118862 Internet issues
By @ Anto Williams  On Sep 21,2023  Status: (s) [l Open | Priority : @ Major Incident

€) 2118693 Unable to browse
By. William Smith = On Feb 28, 2023 Status: Open  Priority : @ Critical

) 2118633 Internet down
By Shaun Murphy | On Aug 22,2022 | Status : (#) [® Open  Priority : @ Critical

Edit problem life cycle

Stam
+

28 . ; ; ; i ;
s0% ' ' :
® open :
5 initial Analysis

8 Wy & Syateniv: laiss
T

Legend : (¥ Inprogress (31 Stop Timer
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Service request
management

Fulfilling routine user provisioning or
employee onboarding requests can be
chaotic when your tools lack modern
automation and workflow capabilities

The barriers

Numerous service touchpoints but
inconsistent experiences

Incomplete (and inaccurate)
information gathering

No coherent process flows for
different services

Avoidable delays resulting from
manual service delivery

Zero transparency on work progress

Best practice strategies

Enterprise service management that
helps break silos and create a single
service layer across the enterprise

Dynamic service request forms with
granular automation

Intelligent ticket triage and powerful
workflows to help ramp up
both productivity

Orchestration of tasks across your
hybrid IT environment, minimizing
manual touchpoints

Automated notifications and efficient
task management



L1 requests like
VPN provisioning

Service requests
for onboarding
employees

Repetitive
requests like
password resets

Py

Automated
knowledge article
suggestion

|

An enterprise
service portal

Dedicated service desk
instances for IT, HR,
Facilities, Legal, and Payroll

l

Conversational
virtual agent

Ticket created for
reference and
password is reset

Accurate Technician
information — > Approvals B % assignment &
collection delegation \
Templates, Multi-level and condition-based

Technician Auto Assign
Al-powered assignment
Task management

Resource approvals Workflows
Questions, Form

Rules, and Tasks

Exceptional productivity
and experiences, powered
by ServiceDesk Plus

Service Stakeholder
improvement H communication

Service delivery \ /
&8  orchestration

Automated
notifications

Single-touch workflow
automation
REST APIs and webhooks

Sentiment Analysis by Zia
User Satisfaction Surveys

Zia's Reply Assist and
Text Assist, powered Integrations:
by ChatGPT + ADManagerPlus

» ADSelfService Plus
+ Microsoft Teams



ERP - Crew Management - Execution Preview

Edit Fickup Assign Print Mark FCR Security Response Aetions v Service Request { >

I _ af View Graph «» View Code ® View Logs
Employee On rding - Jane Xavier Request ID SR-G20

Priority: @High  Requasted By lason Smith on Dac 2, 2024 05:48 PM 4 Replyall |~ [F] Status S  Closed . i . Finniog . Failure . Waiting .

worklog Life cycle Not Assigned Aborted Execution Details

Conversations Details Tasks Checklists Resalution Reminders Approvals

Warkflow Mot Assigned

i Filter - Ennails Aute Motifications Notes .
Conversations a o ] St oy [} Status

Technician * Dani Success
Description Danigi

Tasks a4 Started :February, 19,
= Jasan Smith - Dec 2, 2024 03:48 PM Checklists on . s

Hella Team, b 11:57:13:494
Reminders o AM

Please fing the New Ermployee details below:

Approval 5tatus @ Approved

Attachments LI Ended :February, 19,

At 2025
Due By - 11:57:58:826
Worklog Timer () AM

Employse Details:

First Name :Jane

Last Name : Xavier

Eemail I : fendea johurucdemo@zohatest. com

Linked Requests Duratiom5.33 seconds

Changes Caused by Request Input

{

“data®: |
1. The following user has been added 1o
2, The user has been added 16 the follow] “total_cost™:
2. The user has been added to the follow] 429 5"

2w “subject™: "ERP

Access Request -

John Xavier”,
*is_read™ false,

Administrator - Dec 2, 2024 03:49 PM




IT asset
management

The ISO 27001, the CIS Critical
Security Controls, the PCI DSS, HIPAA,
& more demand a range of ITAM
capabilities, from asset discovery and
inventory management to asset loan
and software license management

The barriers

Non-traceability of hardware
assets, leading to security risks

Exposure to software license
compliance risks due to poor
license visibility

No correlation between assets
and their financial attributes

Best practice strategies

Comprehensive, multi-pronged
asset discovery across
networks, domains, and regions

Software asset discovery and
license management, shedding
light on underused, overused,
and expiring software licenses

Integrated purchase and
contract management to
streamline procurement and
track financial parameters
like depreciation



An ITAM-led approach to compliance and
cybersecurity, powered by ServiceDesk Plus

IT asset
discovery

Domain and network scan
Unified ManageEngine agent
Remote scan script

Barcode, QR code, and RFID scan
Purchase management

Optimized
spending

Software reports

Asset
classification
& tracking

Asset classification
Asset groups
Asset ownership

Software license
management

License auto-allocation
Renewal & expiry alerts
License agreements

Asset financials &
replenishment

Depreciation
Contract management
Asset replenishment

ITAM compliance

Software license
compliance
Asset Audit

Asset
provisioning

Auto-assign to
logged-in users
Asset Loan Registry

Software asset
management

Software scan
Software licenses
Service packs



Microsoft SQL Server 2016 Management Objects (x64)

Assets | Softwars | Scanmed Softwars

IDwtails Licenss Agreemants. ngtallations Uicanses Usages

Installations

Network Details

Network Adapters

SMNo P Address MAC Adclrass NIC Narma

1 1721813151 22:0b:47:98:08:d0 enl

1014.0.2 B6:18:09:ee:bedl uung

Disks and Drives

Hard Disks

S.No Model Sarial Number

1 APPLE 550 APD2560 Oba01713a1600e2e

Lagical Drives

SMNo  Drive File Type Serial Number

I
:

B w8 g g

! - [devidisk3e1s]

fsystemfVolumes/Data - Jdev/disk3ss

[System/Volumes/Hardware - Jdev/diskis3

[SystemVolumes(iSCPreb... - Jdevfdiskisl

J5ystem/Velumes/Prebeot - Jdevidisk3e2

JsystermfVolumes/Update - Jdevidisk3sq
[System/Volumes /Wi . Jdev/disk3s6

ISuetormMink wmacivarte . I earidickie?




Change
enablement

Driving digital transformation or
responding to emergency patch
fixes can be fraught with risks

when you're stuck with outdated

change enablement processes

The barriers

Lack of unique change controls
for different types of changes

Numerous stakeholders siloed
across tools

Poor risk mitigation measures
due to lack of complete context

Minimal governance and
oversight of high-risk changes

No staging or quality checks
leading to outages

Best practice strategies

Dynamic change request forms with unique
workflows to capture planning, rollout,
impact analysis, and risk information

A single change workspace with designated
roles and permissions

A unified ITSM platform with a CMDB
to help ascertain risks, impact, and
dependencies and track incidents

Workflow-driven CAB approvals,
ensuring condition-based scrutiny of
every change

Tight alignment with release management
to drive change implementations into
production safely with release
management workflows



Request for
achange

Change templates
Change types
Form rules

Closure
and review

Change workflows
Project management

Stakeholder
collaboration

Change roles

UAT and release

Release management

Planning

Roll out plan, back out
plan, checklist
Change Workflows
Zia Text Assist

Implementation

Task management and

dependencies

Enterprise-ready change enablement,
powered by ServiceDesk Plus

Risk & impact
assessment

Intelligent change risk
prediction

Change
advisory board

Multiple criteria-based
CABs



- Chase  Prin [} Schaduler | 28 Workflaw | Actians ~ General Change < »

= stsges Migrating to a New Cloud Platform - o Werklow Mosma| Lomrge Levops Chppsl:  Eh2n
a Warkflaw
@ Sutmmissica Requestad By Advrinstratce on Fab 26, 2025 0756 P ErscutionStstus  Wltingfor Condition Status Implementation In Progress
@ Fanning . et J ® Implementation
Subrnission o
@ crBEvstion ormal Change DewOps

@ implementation Datails Tasks

@ PR I Start |
Details

O clase

o Roles Change Req

Be i Change Type Group

Urgeney i Change Owner

0w EE —{
Priority i Change Manager
{5 Reminders |

Acknowledgad Staga

lwn-n '_:” '@'
@ worklogs Stakehoiders. -
Status -
@ fppovals [ED

" ™ Rojected L)
Status Cormment

C5l Section

0 Hitary

Category Infragiructure Sub Categary

@, chargs Aram..
Itam Software and applications Kindly specify hare
i 15 caloraar

Impacted ClI's & Assats

Agsets Involvad

Sxmei 4 Change Module
Risk Prediction




IT release
management

Secure and risk-free deployment
of releases into the production
environment is critical to avoid
unplanned downtime

The barriers

Inability to handle different
types of releases

Managed in isolation from
change management

Poor visibility into configuration
dependencies

Weak oversight into release and
deployment activities

Best practice strategies

Unique release forms with
granular automations to capture
intricate details

Tight alignment with change
enablement and project
management, closing the
development loop

Integrated with a CMDB to
assist in risk assessment and
impact analysis

Automated workflows that
enforce compliance with
release policies



Successful release and deployment
management, powered by ServiceDesk Plus

Release created Planning & Planning
from a change development
Change management Backout and rollout plans Test plans and
Release Templates Approvals Issues Tasks
Notifications
Release Workflows
Closure Review : Review
Closure Rules Requests and Problems Deployment

Release Workflows caused by release



-
Relaasc plan
= initiatac!
Matificatian for Refense
with ID:
Eagidisplay_id.display v
LA,

£= stages Migration of Firewall

I © Submission Requested By Administrator an Feb 12, 2024 08:18 PM

@ Planning

& Development

@ Testing Details Tasks Notes Approvals Status Comments
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Project
management

Driving an enterprise-wide digital
transformation project to fruition
typically involves unifying people,
data, and processes

The barriers

Expensive project
management software that
doesn't integrate with
ITSM tools

IT teams lack context on the
configuration landscape,
change approvals, or
release deployment

Poor oversight of
milestone achievements
and resource allocation

Best practice strategies

An ITSM platform with native
project management
capabilities, reducing
overhead like tool spending

Tight alignment with change
enablement and release
management, bringing clarity
into project implementation

Project management tools
like Gantt charts to better
plan and reach project
milestones with optimal
resource usage



Successful and timely project execution,
powered by ServiceDesk Plus

Project initiated

Project Types
Project Templates

Project review
and closure

Time sheet
Associated incident
closure

Planning &
development

Project Roles

Task delegation

Resource management

Planning

Milestones and Tasks
Gantt Charts

Milestones
created as
IT changes

Associated Changes
CAB
Change Workflows
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Continual service
improvement

IT service delivery practices need to be
constantly scrutinized and optimized to
stay in sync with business goals and
industry standards

The barriers

Data silos within ITSM practices
and teams that handle
incidents, service requests,
and changes

Limited or no reporting
automation

Complex dashboard
customizations stonewall
continual service
improvement plans

Poor correlation with other IT
management trends

Manual toil to interpret large,
complex dataset

Best practice strategies

A single reporting and analytics
layer with an ITSM platform for
uniform data gathering and reporting

Prebuilt reports for popular KPls
with flexibility to create ad-hoc
custom reports and schedule them

Flexible, no-code reporting
dashboards that reduce
time to insights

Integration with powerful, advanced
analytics solution to converge
cross-functional IT data

Al-driven conversational
assistance for automated insights
and suggestions



Continual service improvement and decision
intelligence, powered by ServiceDesk Plus

Tracking standard Reporting on
service desk KPIs unique KPIs
100+ canned I'eports Custom reports
Prebuilt visual dashboards Query reports
Al-powered Blended analytics -
decision ITSM + IAM + UEM +
intelligence ITOM
Ziain Analytics Plus ManageEngine

Analytics Plus

Communicating
KPIs to C-suite

Scheduling reports

Dashboards

Visual dashboards
Table, Graph, and URL
widgets
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27001
Information Security
Management
CERTIFIED
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27017

Cloud Security
Management
CERTIFIED
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Intertek

ISO/IEC 20000
Valid Upto : 29-July-2024

SOC 2 + HIPAA
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* GDPR *

* *
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GDPR




We are compliant with
international security
and privacy standards

Compliant with ISO/IEC 27001, 27701,
27017,27018, SOC 2 + HIPAA, TX-RAMP

Hosted in ManageEngine's own data centers
that are compliant with SOC 1 Type Il and
SOC 2 Type ll as well as ISO 27001

The UK and EU data centers are certified as
compliant with Cyber Essentials



We run on our own
cloud infrastructure

« Data centers spread across 18 countries,
including the US, the UK, Canada, India, the EU,
Australia, Japan, China, and Saudi Arabia

* You can choose the data center where your
data will be stored

 We don'trely on third-party data processors




We don't run on Wallstreet capital;
ManageEngine relies on its customers and their
success drives its business

Self-service implementation model
for SMBs,enterprise-grade
implementation for larger organizations

« Expert product consultants scope, plan,
and design workflows

» Thoughtful hypercare support during
and after onboarding

+ Three tiers of implementation services:
Basic, Advanced, and Complete

+ Request your implementation quote
from your account manager.

Continuous customer enablement

by product experts

Masterclass series - Free monthly
live product training by ServiceDesk
Plus experts

Periodic healthchecks - Customer
success managers help identify
usage gaps and help improve
product adoption

Premium support program (Paid) -
Subject-matter experts provide
on-demand guidance at top-tier
response times



Resources to help you
get started with
ServiceDesk Plus

(Cloud)
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https://www.manageengine.com/products/service-desk/itsm-demo.html
https://help.sdpondemand.com/home
https://www.manageengine.com/products/service-desk/itsm/itsm-best-practices.html
https://www.youtube.com/watch?v=bMQVYsFa_VM&list=PL-ISVwfVARie_rIlLp8yUnexvhFdqV39q
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