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About
Samanage

salnarage

Sydney, AU

Offices in Cary, NC | Rotterdam, Netherlands | Netanya, Israel | Sydney, Australia

At Samanage we build beautiful
software that delivers real business
value to each and every customer - fast.

Software that's easier to use than any other IT
service management solution you've seen. We
strive to deliver results faster than anyone else
out there. We also believe that our customers

deserve the very best software experience. It is
our mission. It is our passion. Every day.

We introduced an IT asset management solution
in 2007, and quickly followed with the addition
of an IT service desk software in 2009. Since then
we have leveraged the cloud to react quickly to
changes in the market, to new technologies, and
to our customers’ needs. We constantly innovate
and enhance the business value of our offerings.
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0 From ticket submission to resolution, and all of the questions, escalations, and approvals
required in between, Samanage powers an agile, scalable, and automated service
desk solution.

Empowering service desks big and small, Samanage allows IT teams of all sizes to strive for service
excellence and exceed customer service expectations by easily managing tickets and service requests.
With the Samanage IT Service Desk, you can quickly increase productivity by automating service
requests from your employees, reducing support workload, and delivering a superior service experience
across your organization.

* Enhance Service Desk Operations * Increase Customer Satisfaction
From the number of tickets to ticket assignment, Give your users the ability to submit tickets in
you can see escalations, manage tasks, and track the way that makes the most sense to them,
and measure successes in real-time. then decrease response time and increase your

resolution time.
« Improve Communication, Everywhere

Identify roadblocks, put processes in place, and
chart a path to improved communication from
IT to the rest of the organization.




sHe

The best practice approach within the Samanage Service Desk puts automations in place to help you
seamlessly manage the processes required to effectively manage the delivery of IT services and support.

salmalnage

Samanage is ITIL-Certified, supporting the entire lifecycle - from incident, problem,
change, and release management - to help you streamline service management

processes.

* Problem Management

* Release Management

Ensure that you find permanent solutions to Increase the efficiency of technology
problems and prevent repeat incidents that cause development and implementation, while

unnecessary service disruptions.

* Change Management

minimizing disruptions to end users and core
business activities.

Samanage allows stakeholders to create new * Incident Management
change requests, estimate impact, and choose Achieve the ultimate goal of incident management

the right priority level for the change.
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-- prevent the interruption of business processes
or other IT services.
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Testing problems.

Problem Test ®1 /1
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Service Level
Management

samanage

Rules for Service Level Management (SLM)

salmanage

TARGET

® Incident Not Commented
within 2 hours

® Incident No Actions Taken
within 5 minutes

® Incident No Actions Taken

within 15 minutes

® Incident No Actions Taken
within 3 days

® Incident Not Resolved
within 4 hours

® Incident Not Commented
within 2 hours

® Incident Not Resolved
within 6 days

Your service desk should do so much more than just track incidents. With the Samanage
\ Jg IT service catalog, internal service providers can publish approved services that everyone

in your organization can request.

Simply take inventory of your most common services, within IT and other departments, then define
and publish the services available to better manage large or recurring workloads. With our customizable

workflow engine, you can introduce new services or make changes quickly and easily.

* Everyone on the Same Page & Happy

Gain the required information up front then
push through to a streamlined resolution that
is repeatable across technicians and providers.

« Get Required Service Information

End users can choose from a list of services that
includes a service description, image, and cost

when submitting their web-based service requests.

» Streamline Service Processes
Define repetitive or redundant service processes
once, initiating a pre-established process when new
services are requested through the Service Portal.
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Service Portal &

@ A user-friendly service portal, allowing IT administrators to better service end users.

Moving away from a constant flow of support emails, you can quickly and easily channel tickets and
requests in an organized fashion that's easier to handle and quicker to resolve. Through an intuitive
interface that can be used by IT and any other internal service provider across your organization, the
Samanage Service Portal helps users log incidents, make service requests, find detailed answers to
their most common pain points, and more.

* Increase Customer Satisfaction » Reduce Ticket Volume
Increase visibility for both the end user and Most end users like to solve their own problems,
the technician for better interactions and a well designed service portal gives them that
increased satisfaction. ability and leads to fewer tickets submitted to

the service desk.
* Empower Your Users

The self-service option and ticket tracking
capability empowers your users to help themselves
and easily track their tickets.
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+ Back to Solutions

View Solution #110 - How to Call Your Voicemail
e —

Created by: . Laura Miller

How to Call Your Voicemail
1. Try calling yourself!

 If you start to get your standard "'m away from the phone right now" recording, try pressing * before the message ends —
for many carriers, this command signals that you want to log in to your voicemail account.

« You can usually look up your own number on most modern smartphones. To do this, navigate to your "Settings” menu, then
tap "Phone” or "About phone.” From here, you should see an entry labeled "My phone number” or something similar with
your number listed under it.

« Note that the instructions above are very general and will vary from phone to phone.

2.Try calling *VM (*86)
« This method is used by Verizon and many other carriers.[1]

3. Try calling *99.

salmalnage
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YN\ Documentbest practices and recommended solutions to common incidents, problems,

\\

and service requests in one location.

As new solutions are identified, the Samanage Knowledge Base grows organically over time, giving you
an up-to-date resource that helps you deflect future requests. With an extensive knowledge base, you
increase the efficiency of service delivery, reduce your average call times, and improve the overall service

desk experience for the end user.

* Empower Your Users

Expose information to your end users so that
they can resolve many of their own tickets or
service requests.

* Reduce Call Volume
Many users prefer to resolve issues on their
own. Providing resolutions to common requests
quickly results in a reduction in call volume to
your service desk.

* Fully Searchable

Your knowledge base is completely searchable,
making it easy for your end users to find
common resolutions.

Samanage Community

that arein the same role
or same industry, and get questions answered,
share ideas, and give us feedback.
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https://community.samanage.com/

IT Asset samanage
Management

[~z It'snotuncommon forIT equipment to go missing. And, more often than not, the issues

Z arise in the midst of an IT audit of some kind.

Samanage IT Asset Management allows you to easily control your technology landscape. Providing
quick insights into what is being used across a network by locating assets and tracking hundreds of
different hardware and software properties. Samanage saves time and increases efficiency. The IT asset
management software compiles more than just hardware and software details, you can easily track vendor
data, purchase orders, warranties, lease terms, and maintenance agreements — in a single location.

* Extend the Life of Your Technology * Exceed Service Quality Standards
Samanage captures and retrieves an asset's The fully integrated service desk provides
incident history, optimizing the value of the asset technology teams with unprecedented visibility
over its entire life cycle. into asset data and history.

« Meet Compliance Requirements

Samanage ensures software compliance, heightens
security, and minimizes costs through a user-
friendly and reliable ITAM solution.
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/o Hardware
E With Samanage IT Asset Management, you have the ability to view over 200 different
hardware properties including CPU, BIOS, disks, sound cards, and more.

Each IT asset can be tagged by specifying its status (operational, in-repair, or a loaner) and by assigning
it to specific users and technical owners.

Software
Use Samanage’s asset management solution to track all software titles installed
and used across your entire network, and identify changes as they happen over time.

Samanage pings each connected asset every 24 hours and automatically tracks everything from its physical
location to its licenses, software, and usage statistics. And because your clients can enter tickets through
Samanage's service desk, we also track each device's service history.
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& License
Management
q Samanage Contract and License Management tracks and verifies software license

— compliance by continuously comparing the software installed and used across your
—  network with the actual licenses owned by the company.

When a software license compliance gap is detected, you can easily see how many licenses are missing
and take action to resolve it, either through license reallocation or by acquiring additional licenses.
Samanage enables you to eliminate the time and errors associated with multiple spreadsheets and other
manual software license tracking methods. With Samanage, you can organize your software licenses and
IT contracts, giving you the opportunity to reduce software licensing costs, highlight any excess licenses

owned, renegotiate renewals, or reallocate licenses across your company.

e Stay in Compliance » Actionable Information
With real-time updates, you have the ability to
quickly take action, reallocate, or cancel when

By automatically tracking licenses, you can remain

in compliance and better govern your contracts

and renewals. issues are identified.

* Easy to Setup

Our IT asset management agent allows you to
easily track the licenses on your hardware with
operating systems.

samanage

W Conracts Contrats  Purchase Orders  Vendors R

Contracts

__+ Add Filter leal

STATUS NAME

Draft Testing License Key

Draft Carrier Contract +/1
Test, Carrier Contract, testo353535--3235-35235

Draft HP 3 year warranty

Review Server 24x7 Support & Repair /1 /1
1234, Peter Winter

PBX- Cisco /2

Acive pbx, PBX Cisco

VNHA - Voice/Data Rider Example /1 /'

Active N . B
Van NoteHarvey Associates, VNHA VoiceData Rider Ex

CO-Maintenance /74 /3
1234

Active
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Active

Symantec client /1
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Detection

(Lopen -] [+ Add Filter | [ Clear Fiters

Citeria  state ~ ] Fitter open

SEVERITY DATE |

Medium Apr 27,2017
High Apr 26, 2017
Medium Apr 21,2017
Medium Mar 16, 2017
Medium Mar 13, 2017

Medium Oct 17,2016

('(B IT environments are highly dynamic, with new users, new software solutions, and new
A back-end systems being added all the time.

These rapid changes continuously pose new risks that must be identified and addressed immediately.
Samanage constantly scans your IT environment to find problematic patterns, allowing you to proactively
take action and limit service interruptions. The advanced risk detection capabilities helps to ensure
continuity, performance, and security by continuously scanning your IT inventory. By flagging risks, such as
computers without anti-virus protection, missing security patches, illegal games or applications, or even a
lack of free hard disk space, Samanage gives you visibility into the deep dark space of your organization’s
hardware and software.

« Be Aware of Potential Risks e Reliable Compliance
By consistently scanning your devices, Samanage Avoid catastrophic interruptions by quickly
quickly identifies risks and reports back. identifying risks and proactively taking action

to remain in compliance.
Advanced Risk Detection

* To avoid service interruptions that affect the
entire organizations, problematic patterns are
identified early.
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I_ Samanage offers a Configuration Management Database (CMDB) that helps you
_l keep track of items in your infrastructure, map relationships between infrastructure
components, and predict theimpactincidents and changes may have on your environment.

o

CMDB enhances and develops a stronger relationship between all elements of the IT environment to better
understand how these relationships impact the business as a whole. The connections between all users,
assets, and the business is now available at your fingertips, providing you with even greater visibility into
the technology infrastructure of your entire enterprise.

2 Service Desk Incidents ~ Problems  Changes  Releases  Solutions  Service Catalog  CMDB
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Oooll Samanage empowers service desks big and small to strive for service excellence and
° exceed customer service expectations.

From ticket submission to resolution, and all of the questions, escalations, and approvals required in
between, we power an agile, scalable, and automated service desk solution.

* Internationalization & Localization Samanage service desk, then compares the
performance of your service organization against

industry benchmarks in real-time.

Samanage supports you where you are and
where you work. With support for more than
40 languages and the ability to customize the
solutions by site, you can improve consistency and
operational excellence across the organization.

* Mobile Access
Diagnose service issues and resolve tickets and
requests, and edit incident properties including
* Benchmarking state, assignee, and requester from the iOS or
Samanage Benchmarking utilizes performance Android application.
data that is automatically captured from your
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From customer satisfaction reports to SLA management, you can see into everything that is happening
across your IT organization in one place. Customize various reports based on your service strategies or
asset management needs. Flexible, on-demand reports keep you on top of your game, while providing

Report on the data that matters to you and your team, when you need it.

your organization with greater visibility into potential outcomes and successes.

Customizations

You can easily create SLAs to match your specific
requirements around geography, holidays, and
more. Within your customized forms, define
category + subcategory so that only the custom
fields relevant to that request appear. Samanage
provides you the ability to easily create specific

fields that match your environment. You control
who sees what, modifies what, and responds to
what with customized security roles that provide
a robust way to govern access to various areas of
your applications based on many factors such as

departments or sites.

@ nasrier




salmalnage

Automations

samanage

Automations

CEO Priority Rule
Conditions: Requester is Doron Gordon
Actions: Change priority to Critical - Reassign to

Priority Low
Conditions: Impact Is Low and Urgency Is Low
Actions: Change priority to Low

Priority Medium
Conditions: Impact Is Medium and Urgency is Medium
Actions: Change priority to Medium

Priority High
Conditions: Impact Is High and Urgency is High
Actions: Change priority to High

Priority Critical
Conditions: Impact is Critical and Urgencyg
Actions: Change priority to Critical

(-\' Automations help users gain efficiency by automating elements that are repeated
@ frequently, allowing you to easily manage both the simple and complex.

Providing a powerful, yet easy way to trigger actions based on the conditions of a new incident and/or
service request. Changing the priority or attributes, sending notifications to specific people based on rules
you set, and adding tags when certain conditions are met, are all now possible by creating an automation
in Samanage.

* Properly Tag Incoming Requests « Automatically Set Priorities

A massive outage or a CEO's laptop not working
are critical issues to the business. Ensure those
ticket stand out and are mapped at a higher
priority level automatically.

Requests big and small come piling in at all hours
of the day and night. Automatically tag those
requests based on location, department, or type
of request.

* Execute Predefined Processes

From service catalog workflows to funneling
specific tickets to the right technician, processes
are less cumbersome and handled appropriately.
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Enhance your service desk and asset management solution by integrating
with over 200 cloud applications.

Google Apps

Add Samanage to end users’ Google Apps suite to allow easy communication with
IT. Encourage quick adoption and continued use of Samanage by integrating it
into end users’ Google Apps list.

Slack

Enables admins to setup the connection between your Samanage account
and a specific channel in your organization’'s Slack account, so you can receive
notifications that include new incidents and SLA.

Jira

push incidents directly into Jira for seamless work on issues. Samanage users can

o%e Align your service desk and development teams by allowing users of Samanage to
XIJIRA
then track progress and improve communication with end users.

API

Samanage provides an APl that can be used to retrieve and update asset inventory information from
your Samanage Professional account. The Samanage API also allows to create, retrieve, update and
delete asset information such as computers, software, printers, risks and other assets, contracts and

software licenses, and help desk tickets. The APl makes it easy to create applications and interface
between your business systems and your Samanage account.
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Most and Highest Reviewed Service Desk
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SnapKitchen
"Now, they can do whatever they need to in Samanage and I'm not relying on their
mailboxes to be the central focus for ticket documentation.”

kitchen”

Arthritis Foundation
/ Arthritis "It's nice to have something modern and new, that's also so practical for our need.
4 Foundation It's more than a beautiful product. You can glitz up anything, but Samanage
really works."

Ambherst College

“The ease of deployment and customization is unparalleled. We are able to use
Samanage across five different operations because Samanage allows us to separate
the different divisions and business processes.”

We're here to help you succeed

When using Samanage products, we know that your success is our success. An exceptional customer
experience is pivotal to that success, and our goal every single day is to ensure that you receive the
highest level of support. The customer support team at Samanage is staffed 24 hours a day seven

days a week, ready to receive, triage, and resolve any issues that you might have.

support@samanage.com | 1-888-250-8971




