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CIO Agenda 2012 Front

SCLUTIONS

Business strategies call for revenue growth, new connections with

customers and reduced costs

Business strategies Ranking of business strategies ClOs selected as
/ \one of their top 3 in 2012
anking 2012 2011 2010 2009 2008

* * *

4

Increasing enterprise growth

Attracting and retaining new customers

[T =]

N\l Reducing enterprise costs

ing new products or services (innovation)
Delivering operatiomatresulis

4
2 5
.

N o o ~[E[e[=]
- o[®]

5 *
Improving enterprise efficiency 6 * *
Improving profitability (margins) 7 * * *
Attracting and retaining the workforce 8 12 4 6
Improving marketing and sales effectiveness 9 18 * - *
Expanding into new markets and geographies 10 11 13 10

Improving governance, compliance, risk and security 11 10 11 12 14
Implementing finance and management controls 12 25 * * *

Improving business processes 13 5

*Not an option that year

Source: Gartner, Amplifying the Enterprise: The 2012 CIO Agenda, January 2012




Enterprise Growth & Costs - Flexibility ~ Frontrange®

UTIONS

SaaS? Hybrid?

Premise?

Limited IT resources,
operating capital and —
the need for flexible a N
' deployment and ~ Blended Premise and
model with SaaS and scalability options... SaaS models mix and
Hybrid approaches | match applications
providing powerful " and deployment
options... | models to fit your
needs...

7
Premise dominant
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Multi Channel Support

Voice Enablement

' FRS Application - Incdent

—
frontRange? B | Charge Confgumaton Incident RequestFufiiment Froblem Release Avalabiity Assets Knowledge —Sevice Level Management

Incident: 10298
«® (28
3 X C;; Incicert « QCIE&(ETQSK aLink nventory item _CMIENDE jAmAnacnmem “CIEETEPYMIQM ‘QCIEBEAMMME'V\EM M,CIEE'EFAQ
8 LY T
ﬁ:lncidem: 10298 (Active)

Cusomer MarciaS-endic VP Summary Camnotconnectto intemet epplication Pricrity 3

#0Dual | Activity History () | gk Task () £ Atachment(0) ¥ Resoution 18 Inventoy hem ()  Suvey Respanss  Workflow nstance

[Saved Seattes -] “Seann | Advanced Searth T e
N
Apply Template:

Create & Template:

New Incident Template

New Template from Current Incident

: e + Xoeels & &) 5 b MLt LisentoCal Recording [+ T v

Vaice Actvity Log (Completed)
Call Datzils Agent:

Call Stat Tme: 4HTROI0MA1AN  Call Duation: (0:0103 ~ Senvice:  **Undefined

Front >

SCLUTIONS

Voice for Service Desk
« Captures details of all
voice interactions
« “Screen pop” to next
available agent

CallEnd Tme: 4A7/20101142AN  Time in Cuee: (0:00:44  Callleg 1

Cal Dirafon 8

Notes.

Agent Notes

Sysfem Notes
Agent Disconnedted th Call

Audit Information

Modilied By: Admin
On: 4H7RO10 1142 AN

Dstar| &G [~ Rshmleaton-na

«EE w0

« Tracks all inbound &
outbound calls / click to
talk

» Automated User
interactions — Password
Reset, Incident
Resolution, Request
Fulfillment etc




Multi Channel Support o erana
Virtual Service Desk So U oS

Business Users
London

Service Desk

4

@

O /AG
@ @ Communications
Center

Vendor / Supplier
Service Desk

Service Mgmt
System

@
89 44

Service Remote Service
Desk Staff Desk Staff




Multi Channel Support

Mobile Solutions

80: Change

Name Change Advisory Board Approval for Cha...

Change Advisory Board Approval fc
ot working

Front >

SCLUTIONS

On the Move

- « Allows mobile
Marcia S Hendric employees to view and
i oo e edit ITSM records on
1710551 50..
Owner TR their iPhone or iPad
= Tiem > devices
R « Standard extensible
D Apple HIG user
Email Service interface
Clent Fallure  Field Support dispatch
o « Change Approvals
— « Management
20121:19:48 PM (B (B3 Information

c 7/31/2011 9:28:48 PM_ [ 23







ITSM Self Service & Service Catalogue - R
. ront
Self Service rroptias

Saas Platform:Home

x -
€ C || % http:/flocalhost/Saasdefault aspx# 1271710247108 » O £~ Self SQfVlce

[ Customize Links [ Saas Platform [ Saas Platformebome [ Survey 1.0.0.0 [ Disco Dashboard (C] Other bookmarks

Loggedinas & Admin | @ Help | 4G Settings - | i Log Out ° PrOVideS faSt and
Frontiange?

e e e e e T convenient access for

My Dashboards ~ Self Senvice |45 4
Need help? Get started here. All v @
=3 . customers
lﬂ My Open ltems & ﬁ; Top Questions &
Frogress Last Updated *How to Change a Toner Cartridge .

‘@ 10793 Emplayee Transfer ] ] 4/19/2010 6:45: M *How to change my netwaork password while connected in office [ ]

&g, 10314 Outlook “ 4192010443 — *How to access my voicemail from my desk phone or cell?

gz 10313 Printer - Out of Toner [ 4M19/2010 443 *How to log an incident?

@ 10720 Employee Transfer | [ | 41812010 440 *Howto enable IS and MSHQ in Windows XP? d |' f H t
ﬁ 10787 Employee Transfer || I 41192010 4:34. j =How to set up Outlook Email client? j e Ive ry O Se rVICe a
View All My tems More FAQs

Still looking for more help ?

Y — e (R . an Optimized cost

*Email - Cannot open Outlook d *Domain Password Reset j R

*hobilephene - Email Issue *Employee Transfer o F | eXI bl e a n d Scal ab | e
*PCis very slow *Address Change

*Printer - Out of Toner ~Bonus Request

*VPN Conneclion Failure Tl *Federal Exemption Update = SOl utio n to m eet th e

More lssues More Services

¥ Announcements [

—— changing needs of an
organization

More Announcements

FrontRange) About - | Feedback | ContactUs | Terms of service | Copyright (c) 2009-2010 FrontRange Solutions Inc. Al rights reserved.
ons

Ostart] [ @ E G | o wordow Engre Test ap.. [ @ + FRS Applcaton - Service.. | (@ Commuricater | « (@ @iy usorM
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ITSM Self S

Self Service

4 Back to My Items List

ervice & Service Catalogue

; Possible solution
= required

Sel

Front

SCLUTIONS

f Service

>

Template email not working 4
PC is very slow i
Related articles (FAQ) . .
Incident ID: 13437 Status: Logged ) D n m I I n I n n
How to create Qutlook Personal
Urgency Medium ~ Folders?
Summary How to set up Qutlook Email client? .
ol vt wrking * e Knowledge matchin
Description How to Change a Toner Cartridge g g
email not working Related articles (Knowledge)
WS Word - Error - Installation Error: File ro I I l OteS S e | f— h e |
not found
Extend a Contractors Active Directory
Account
Sharepoint - Error: The document could [ ) Prorrlotes
not be opened....
Attachment: This webpage is not available
No attachments available Active Directory - Error: "Logon failure .
| attach | account logon time restriction violation * I ndﬁnﬁn(’lﬂnr‘ﬁ
T T
How Do | block emails using McAfee fMTavpMpvlTautive
| H submit | Quarantine Manager?
4 Back to My Ttems List = required 4 Back << Previous Next >
.
opulation
PC is very slow v Categary: Software Created by:  Admin
" Question: On: 05M6/200
Incident ID: 13437 Status: Lo How to set up Qutlook Email client? Modified By:  Admin . .
Urgency Wedium i Answer: On: 10/08/200 °
Summary 1. Go to Start, Programs, Microsoft Office, and click Microsoft Office Outlook 2003, n C re as I n g aC O r I n
email notworking a 2. 0n the Qutlook 2003 Startup dialog, Click Mext
Doseripion 3. On the Account Configuration dialog, Select Yes and click Next.
5 ema\lpnmwnrkin 4. 0n the Server Type dialog, Select Microsoft Exchange Server and click Mext -
a 5. On the Exchange Server Settings dialog, type cs-msx in the Microsoft Exchange Server re u CI n g Ca VO u l I I e
field and your network account (e.g. james leery) in the User Name field. Click Check
Name.
6. The Exchange server and your user name will be verified and should be recognized. "
to the Service Desk
Attachment Outlook should launch aL and start the n process with the
2 - Exchange serverin COS. This process may take from few minutes to more than an
HNo attachments available
hour, depending on the size of your mailbox and LAN/WAN speed. [)
| Attach |
| H submit |
Request Demil.

iﬁggg;t Detail: None Added

. ] 3

Close Incident |

delivery of service at
an optimized cost




ITSM Self Service & Service Catalogue -
ront
Analyst Quotes ~ sefuriens

“‘Service Catalogues are the cornerstone of service delivery
and automation, and the starting point for any company
interested in saving money and improving relationships with

the business.”

Julie Giera, Vice President, Forrester Research, Inc.

“Although less than 15% of I'T organizations currently have

a Service Catalogue, by 2013 almost 70% of IT
organizations will start to develop and implement one.”
Gartner




ITSM Self Service & Service Catalogue
What is a Service Catalogue ervriews
> Industry confusion over the Service Catalogue term

> At its most basic level, the IT Service Catalogue is the
service request portal for customers.

the service request process for customers and to link the

tool to automated service delivery processes for improved
IT efficiency.

Gartner: The Fundamental Starter Elements for IT Service Portfolio
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ITSM Self Service & Service Catalogue MR
What is a Service Catalogue

> The more complex version......

— Service Catalogue contains an inventory of services with a hierarchy
of all defined Services, Packages and associated Requests

— The Service Catalog defines all details associated with the top level
“Business” Service

— Visibility of Services & Requests are defined by role — you only see
the services you contracted for / are entitled to

— Service records contain descriptions, availability details, response
and resolution times, status, interfaces and dependencies of all
services

— Service Requests are actionable activities / provisioning designed to
support the higher level Services

— Services and Requests require associated SLA s/ Commitment

i . .



ITSM Self Service & Service Catalogue MR
Service Scope rrontiay

> Don’t limit the potential scope.....
—IT
— Human Resources
— Operations

LI~ I

— Procurement

— Provisioning

— Workplace Management
— Application Services

— Financials - Insurance




ITSM Self Service & Service Catalogue MR
ervice Catalogue

SaaS Platform:Service Cat... > (s

-
€ C || g http:/focahost/Saas/defautt.aspx# 1271707839954 »| O £~ Se rVI ce Cata I Og u e

[} customize Lirks saas Platform [ Saas Platform:Home ) Survey 1.0.0.0 [ Discos Dashboard (™7 other bookmarks

5 Ty — » Provides a friendly,

Front

SOLUTIONS

e CITY easy to use

Search for a Service: P

.

Browse by Category Most popular prese ntatlon Of a”

-
Domain Password Reset Employee Transfer z Address Change Bonus Request

. .
Application Administration Q Estinated 30 minufes Estimated 5 daye Estimated 1 day Estimated 2 weeks
Requestto have your Transfer an employee Request a formal address Manager's will use this to
CRM Service domain password reset if from one deparimentio change to your employee request a one-fime bonus

ERP Senvice you have fargotten it another record for an employee. All bonus

requests mustinclude

Justification ° Q' INNN F‘I'Q +h
O Porto—t

Reporting

ey
Federal Exemption
Update

Estinated 3 daye

Loaner Equipment
Request
Estinated 3 daye

Audio Conferencing
Senices
Estinated 3 daye

Benefits Package Claim

Web Hosting Semices
Estimated 2 days

Communication Services File a claim
Request senices related
to audio conferencing

Request a change to your
federal exemptions

Request Loaner
Equipment other than a
Laptop or Deskiop
computer

Y .
3G

. .
alignment of IT with
E-mail Senice
Mobile Phone Senvice .
Remote Senvice (VPN) | Benefits Package Benefits Package Waiver a Conference Room Copy Request t h e b u S I n e S S a n d

5 Enrallment Estimated 2 days Resenation Estimated 3 days
Video Conferencing Service @
. Estinated 2 days @ Estimated 2 daye Request Photacopy and
Binding senices
<

Waive one or mare

Web Conferencing Service company benefits

Make a reservation for a
conference room including
catering and your needed
equipment

Enroll yourself or a
dependent in the company

Audio Conferencing Semvice
benefits program

encourages better

Facility Services
Meeting Room Management Create Distribution List
Estinated 3 days

Data Restore
Estinated 3 dayz

Desktop Computer

Loaner H H
communication
Request deskiop
hardware to be loaned out
for a specified period of
fime

Data Backup
Office Supplies Estimsted 3 dayz
Request a new e-mail
distribution list to be
created

Request data to be
restored from a backup

Postal Semvices Requestfor data backup
Security Services
Transportation Management
Workspace Management

across organizations

Equipment Return
Estimated 3 dayz L

Direct Deposit
Estinated 2 wesk

Elevator Senvicing
Estinated 5 dayz

Employee Termination
Estinated 1 gy

Buildings Management

Cleaning Services

Use this to begin direct Request senices related Log any type of Employee Request equipment to be M
e __ = — — — — " * Enhances service
> About - | Feedback | ContactUs | T f Copyright () 2008-2010 FrontRange Solutions Inc. Allrights ed.
;!Pu rt‘Baunge ou eedbad o s erms of service | Copyright (c) rontRange Solutions Inc. Allrights reserve

quality and fulfillment

L

Dsan| [ & &6 7 WorkﬂowEngmeTastAp.ul & saas B FRSupplmnm-Servlce‘.‘l {4 Commuricator

performance

L — oy
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The Support Trifecta

. . Front >
Incident, Problem and Knowledge Matching soruTIons
Problem Detection Problem Error Resolution

Mgmt

'

Root Cause Analysis Problem to Known Error

Incident Incident Y
Detection & Knowledge

Matching [ Yy Mgt
R

360° relationship
between Incidents,
Problems and
associated Knowledge

Known Error Database,
Workarounds and
Resolution Details

Service
: Levels g




The Support Trifecta . 5
Incident Management foruTions

0 -
FrontRange? B | Chage Cotfguatin Incident RequestFufiiment Problem Reease Avaiabiiy Assels Knowledge Senvice Lesel Nanagement I n c I d e nt M a n ag e m e nt

Incident

— === =] - Capture of all Incidents

- Na5BBLE.°
ﬁlncidents Thurscay, Apr 28, 2010 across al | fu nCtionS
& Incident List | Internal Tasks - My Open Incidens by Category (Aged in Days) 20

Show | My Team's Active incidents DateRange All v

s | * Fast navigation through

Draq cobm hesder anddhp it e o group by et
Incide... Location  Customer Name VP Staus Priorty  Tergel Summary Team Owner R k H f t H
» 10219 US - Dutlin Chrs Managar O Resolved d email issue Deskiop Suagport ~ Admin 1 ey I n O rm a I O n

10908 | US-Colorado S Marcia § Hendric Acte 3 22220 1149 AN | Cannat aceess Drive X Desktop Suapert | Admin

1079 US - Colorado S Adminisrator Admin 1] Logged 4 Cannat logn to Performance Reviaw Syste Deskiop Suaport - E L1 I I \ II'\ : AA : n-l-n NV +: ~
1009 (1] Active 2 212010 11:51 AM | Dally Backup Failure Deskiop Suaport | Admin e r u I I v I L’c I I I lc U I a l I U I
10302 | US-Colorado S Adminisrator Admin - [ Logged 1 Pinter - Qut of Toner Desktop Suaper

1063 US-Colorado Sy AdminsvatorAdnin | [ Logged 2 Dally Backup Failure Deskiop Susporl D - | -

0010 US-Dutin | Fred Dirctor o Acte 3 another rys Desktop Suapert | Admin ® r I V e S e S C a at I O n

1027 (] Active 2 2212010 851PM | Qutiook Deskiop Suopert  Admin

10096 US-Dugin Freq Dirzctor o Logged 1 212010 152FM | My oullookis not warking Desktop Suoport | BStanton . L o "

10017 US - Colorado ¢ Marcia § Hendric Active 4 PC is very slow Deskiop Suoport ~ Admin e n g I n e ] n Ot I f I Cat I O n S
10933 US- Colorad S Marcia § Hendric Resolved 4 Cannc open Qutioot Desktop Suapert | Admin v

4 b Incident: 10219 d S L A

Customer~ ChrisManager Staus: Resolved TaskList a n S

Locatior:  US - Dublin Target 1110001 1200 AM

Emal. mhendric@demo.com Prioity. 3 . . . \

 Tight integration with
Summary; Servee: Email Sanvice
amalisse Category: Client Failure Activty History

2::\‘2:12 s FrontRange Voice - Acthvy Log re | at e d S e rVi C e D e S k

Team: Desktop Sugport

Creaed On: 3122010 10:33PM fu n Ct i O n S

| —
."sllj\!ﬁﬂ # |[+* R mpplicaton - Inc. « L)@ @iy v




The Support Trifecta . 5
Problem Management toLuriows

Problem Management
meT— = =21« Engineered to support

R Incident & Problem

Problems | Known Error Without Workaround ~ Internal Tasks (nl

Srow | Active Problem Records »

Found 33 Problems : I Fillr x| M atC h i n g

Drag  coin hesder énd rp i heefo oup by
ProblemID  Status Qwner Priority  Summary Created Gn 2
Vo ae sen 2 wasam P i e C ap’[ ures root cause
3 Active CTracker 3 Intranet appears to be down 111812005 12:54 PM
10035 Active jorn § ERP Apglication 4182210 11:16 AM
i Assessed  Pllanager 4 Netvork access for shared ¢iveis Gown /312005 03P I nfo rm at I O n a n d re I ated
) Active Canz 5 TSprot1 printer keegs breaking 42812005 1:38 PM
] Invesfigated  SDavis 3 Certzin functons using internal software - 3/28/2005 8:02 AN i

Actve Incicents by Service  Active Failures by Category - Acfve Failures by Department [} Problems by Status E WO rka ro u n d S

Dzte Range  This year +

e—— « Populates Known Error

Send Falure |l %7

Printer Failure " %
[T —
=]
Cataloss Z
107
Connection Faiure eI
==
Boot Faure Jle 57
: challenges

Perfomarce fssus 1
Forgotten Fassnon |
Data Cormupfion
Computer Failure
Account Lockout 3 g 3 2

Netwerk Folder Failure _jea s 204
Lost Traiving Materil |l a a ase
Deilvery Failure _§
.
“ * One location for all IT
Cormup: Malbor. _|
Client Failure
‘Account Limit Exceaded L

0 2 4 6 8 10 12 14 6 18 20 2 A Active Assessed  Idantifled  Investigated  Logged Resoved  Sutmitizd Waiting

Incident.Category Problem. 3tatus

| —— |
Lrstar] | @ E6 7 |[+ msapication-Pro.. 6 suvefriet 21, |  srgesuney sy . | «IH@ Ry nam




-

The Support Trifecta
Knowledge Management

Search the Knowledge Base Articles  ctiva diecton

active directoryX

Browse by Category

All Categories
[+ Accessibiity
[+ Backup
# Desktop Hardware
[+ Desktop Phone
# Desktop Software
[# Documentation
# Enterprise Software
[+ Mobile
[+ Network Hardware

3l Moksnel Caft
- NeRHark SoTtare

Found ltems
Results per page 10 ¥ Sortby BestRelevancy i

i —.i Active Directory - Error."Your account has been temporarily locked out"

Client entered an incomect passward more than 3 times.
Type:lssue  User Rating: Keywords: Account, Locked out
i—l Extend a Contractor's Active Directory Account

.' Type: Q8A  User Rating: Keywords: Acive Directory, Centractor

Front >

SCLUTIONS

Knowledge Management

Full Knowledge
Management process
lifecycle

End User and Analyst

|

# Printer
# Shared Folder
¥ Windows

Filter Your Results

Article Type
Knowledge Document

Knowledge Error Message
Knowledge lssue and Resolution
Knowledge Patch
Knowledge Q& A
Knowledge Reference
User Rating
1 star or better
2 stars or befter
3 stars or better
4 stars or better

§ stars

i

Users may be working normaly from home when suddenly they get an emor message when trying to access a file from a network drive:

i i Active Directory - Error: "Logon failure: account logon time restriction violation."

Type:lssue  User Rating: v Keywords:Logen, account

“‘containers”

Dynamic Knowledge,
Workarounds, FAQs
delivered in “context”
Fully integrated with all
other Self Service &
Service Desk functions
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Automation and Analytics ortRanad
Business Process and Request Fulfillment soLuTions

£ 5225 Platform:Request Te... % &3 = Ess
€ 5 € ¢ hitp:/flocahost/Saas/default.aspx# 1271707546651 > O~ &~ Wo rkflow DESig ner and

[ Customize Lrks [ 5825 Platform [ 5aaS Platform:Home [ Survey 1.0.0.0 [} Discod Dashboard (] Other bookmarks

Logged inas & Admin | @ Hep | 38 Settings + | @l Log Out Engine
e e B e w=:| . Drive the standard

o 4. Publsh Action
-

Fulfill as : Workflow

processes of Service
“pInsert Child Object
Provision

Front ?

muumkAmmn
IEIRun For Child

"DRun For Search

= « Enables the automation
_ of key business rules
e - - Provides repeatability

oo and velocity to improve
waitFor Child . mm*mi feled .
- } i business performance
« Removes the guesswork
of “what happens next”
S e » The engine for Process
FrontRange‘? About ~ | Feedback | ContactUs | Terms of service | Copyrioht (c)2009-2010 FrontRange Solutions Inc. Al rights reserved.

,,,,,,,,,, Integration
MJ@ @6 > | o viorkfowEngre Test fp... [ + RS applicstion - Change | (3 Communicator |




Automation and Analytics : 5
: ront
Service Desk Survey rrontian

10... * \&3
¢ ¢l http:/ocalhost/Survey/putlc/TakeSurvey.aspxTaction=take_survey&survey_id=E7146EFB-7700-47B3-84A7-699100925528%custome”_id=Admin&page_index=1 » O & S u rvey
[ cusomizeLinks [ aas Petorm [ saas PhtformHome () Survey 1000 [} Discd Dastboard (] Other bookmaris

5 * Quickly build custom

Sample Survey surveys {o measure

Pase 1/ .1 Onascale of 1 to 7 where 1 represents "Extremely Satisfied” and 7 represents "Extremely Dissatisfied’, how would you rate your level of overall satisfaction with the U S e r a n d C U S to l I I e r

Service Deskd *

1

- satisfaction

04

5 « Easy distribution and

‘6
07

collection of survey

1.2 Do you recall your recent contact with the Service Desk? *

results

C Yes
C No

« Automation and

1.3 Thinking about your most recent contact, how would you rate the technicians ability to help you or to get you to someona who could help you? Would you say ... *

business rules support

il survey process
T —  All results tied to

related records

. .



Automation and Analytics
Dashboards & Reporting

Front >

SCLUTIONS

D ===71 Integrated Analytics
=0 =N $ 1 /2 ([ F| E | Fna - @ ® s22% - |
i S el | * Voice metrics
— === + Incident and Request
e o Fulfillment KPIs
mmmmmmmmmmm - = = * Problem and
= % | Knowledge Usage
Zem e e m,:;.;: swmfé . SurV ey R e SultS
== _ S— - Self Help metrics
« Full FCR analysis




Automation and Analytics
Dashboards & Reporting

Front >

SCLUTIONS

~
FrontRange ¥ ﬂ Configuration  Inci Request Fulfiiment  Problem Release  Availabilily Assets Knowledge Service Level Management

Service Level Management

Service Level Management  x

Advanced Search

2 14 Service Level Agreement ~ N

& & 5 o
(}Service Level Management

Service Level Agreement ;D

« Easy view of SLA's and the

Monday, April 19, 2010

Service Level Target Compliance Report \L__|

related services

I Filter x| O Unit/ Service / Target Name | SLT Target | Compliance %
FrontRange Solutions APAC, Inc.
Benefits Management
Delivery Target - 5 Days | |
Resolution Target - 5 Days 1 )
Response Target - 2 Days | |
CRM Service
Delivery Target - 5 Days
Resolution Target - 5 Days
Response Target 2 Days

Found 24 Service Level Agreements

‘ Drag & column header and drop it here o group by th

Service Org Unit Title Status Target (%)  Start Date

Email Service FrontRange Solutions USA, Inc  Email Silver for FRS USA Enabled 98.00 1/1/0001 12:00

Review key performance
Email Service FrentRange Solutions EMEA, Ir Email Gold for FrontRange EMEA Enabled 97.00 413/201012:02 y p

Deskiop Service Title112 Draft 1110001 12:00

Fmail Seni Frontf: olutions LISA_Ine Fmail Gold for FrontR: 1l Fnabled AMAPNI0 120

Email Service
Desktop Service

| Benefits Management
I Desktop Service

HR System

Desktop Service

FrontRange Solutions APAC, Ir
FrontRange Solutions EMEA, Ir
FrontRange Solutions APAC, Ir
FrentRange Solutions, Inc.

FrontRange Solutions APAC, Ir
FrontRange Solutions USA, Inc

Email Gold FrentRange APAC
Desktop Gold FrontRange EMEA

Benefits Mgmt Gold FrontRange APAC

Desktop Service(Gold) - FrontRange Solutions, It

HR System Geld for FrontRange APAC

Desktop Gold for FrontRange USA

Enabled
Enabled
Enabled
Draft

Enabled
Enabled

1110001 12:00
1110001 12:00
1110001 12:00
110001 12:00
110001 12:00
1M/0001 12:00
v

3

Desktop Service
Delivery Target - 5 Days
Resolution Target - 5 Days
Response Target - 2 Days
Email Service
Delivery Target - 5 Days
Resolution Target - 5 Days
Resnonse Tarst - 2 Na

Service Compliance Trend

Breach Count

Legend

(L] Benefis Management
() CRM Senvice

() Desktop Senvice
(S Email Service

(&) HR System

(] Network Service

0
June, 2009

T T
July, 2009

August, 2008

T
‘September, 2008

QOctober, 2009

T
November, 2008
Month

T
December, 2009

January, 2010

February, 2010 March,

Dsar| | ® @6 | o workfow EngneTest 4p...| B 5035

1. [+ s on - Ser... g Communicator

« (3 Wiy u0sPM

Indicators and service
compliance trending

» Enables more proactive
management of
performance to key service

targets

L — o
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