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About iTop

This document describes release 0.9 of iTop. iTop isarobust Open Source web 2.0
application that will help you to better support your IT. Development of iTop started in March
2006 in order to publish on the internet a completely open solution that would help enterprise
to drive ITIL best practices implementation. Goal of the iTop community was to provide an
alternative solution to very expensive solutions sold by standard software vendors.

At the early beginning of the project, the development team was focus on building the most
complete CMDB (Configuration Management Data Base). One key objective was to make it
asflexible as possible in order to allow administrator to add and remove configuration items
from the data model and manage as many relationships as they want. The development team
also designed a powerful state machine that allows defining life cycle for whatever
configuration itemsin the CMDB.

Realizing that all concepts devel oped within the CM DB can be applied to all other ITIL best
practices, the iTop community decided to extend them to Incident Management, Change
Management and Service Management modules. Then iTop became an IT operational portal
that helps all IT management team to support their environment by:

Documenting IT infrastructures and their relationships (servers, application, network
o)

ocumenting all users service calls.
Documenting IT incident and planned outages, as well as a known error database.
Documenting al IT services and contracts with external providers.

iTop application can be used by different type of profiles:

Help Desk

IT support engineers (1% level, 2" level, 3¢ level ...)
IT service managers

IT managers

iTop application isrelying on Apache, MySQL and PHP, so it can run on whatever operating
system supporting those applications. It had been tested already on Windows, Linux Debian
and Redhat. Asit is aweb based application you don’'t need to install client on user PC. A
simple web browser is enough to useit.

Licensing

iTop islicensed under the terms of the GNU General Public License Version 3 as published by the



Free Software Foundation. This gives you legal permission to copy, distribute and/or modify iTop
under certain conditions. Read the’license.txt’ filein the iTop distribution.

iTopisprovided AS ISwith NO WARRANTY OF ANY KIND, INCLUDING THE WARRANTY
OF DESIGN, MERCHANTABILITY, AND FITNESS FOR A PARTICULAR PURPOSE.

Changes since 0.8

Goal of this release was to make the application more robust and more professiona. To
achieve these goals we developed new features that are mandatory for such application and
we fixed alarge number of bugs. Just remember that some of the improvement depends on the
new data model provided with release 0.9. So if you keep former one, you may have some
bugs not fixed. We also underline the fact that the new data model is not compatible with the
one you currently have. So we recommend you to check “Migration” chapter in Administrator
guide to use the best practice to migrate.

New features

Notifications:

This version introduces the capability to generate fully customizable eMail notifications.
Thisis achieved viatwo new type of objects: triggers and actions. Triggers define when
aparticular notification must be sent. Actions define the recipients of the notification

as well asthe content of the eMail message.

Have alook at the "Notifications' menu item (admins only) for how to configure the
notifications.

Note that the notifications shipped by default with the application have been set to 'disabled'
so that no

email get sent out in case you load the sample data that contains severa tickets.

To enable them go to the "Admin" menu "Noatifications', then in the tab "Actions' open the
action

that you want to enable and modify its status to "production”.

Documents:

The "document” object now contains afield to upload binary documents. The application
automatically keeps track of the history of the document (i.e. each version isrecorded in the
database).

Such documents are stored as "blobs" in the database.

Some type of documents can be displayed online directly (images, HTML, PDF...) some
others

can only be opened in anew window, or saved to the user's disk.

SOAP Web service:

This release introduces aformal SOAP web service to create an incident ticket.

The WSDL describing this web service islocated at:
http://<your_server_and_port/webservices/itop.wsdl.php

Right now the web service has been tested using a PHP client and the Eclipse/Java web
services tester.

We are planning to add more capabilities to the web service in the next rel eases.

Check the PHP client example available with thisrelease in:
/webservices/itop.soap.exampl es.php



Truncated lists:
When the result of aquery returns along (limit is configurable) list of objects,
the display is truncated to speed up the whole display, with alink to open the full list.

Bug fixed

All our bugs are track on sourceforge: http://sourceforge.net/apps/trac/itop/report/1. This
current releaseis fixing 11 critical bugs:

#15 major enhancement M anage documents

#17 major enhancement User right management Ul

#28 major defect Import CSV failing

#29 major defect Search in object details page

#31 major defect Wrong HTML display in export CGlI

#38 major defect Content of Tabs not displayed on Reload

#42 major defect Issue with IE6 and |IE7

#48 major defect Change tracking for user object class wrong

#52 major defect issue when displaying details for InkInfraError object
#53 major defect Global search aways displays organizations

#58 major defect issue with HTML format in export.php

#59 major defect Modification of an object with an external key fails
#60 major defect Modification of Service Calls does not work on |E
#65 major defect Incorrect handling of localized characters (like accented
characters é a, etc.)

#67 major defect Misleading message when Flash is not installed

#43 minor defect Enter/Cancel keypress closes the dialog

#44 minor defect Mandatory field without option - various symptoms
#49 minor defect Grant matrix not reflecting changes in the user profile
#62 minor defect Could not create new object Person in abulk load
#47 minor enhancement Split is deprecated.

Current limitation

Release 0.9 is not supporting:

Creation of new user profile.

Delete All functionality for alist of object.

Cloning an existing device. This feature has been disabled for the moment

as it was not working properly.

Update All for n/n relationships.

A lifecycleis not defined for all Cl. Only for incident tickets and change tickets.
Localized characters (like accented letters) are not supported for the moment in eMail

notifications

iTop common usage

Starting iTop
TouseiTop, you just need a simple web browser and enter the following URL:


http://sourceforge.net/apps/trac/itop/report/1
http://sourceforge.net/apps/trac/itop/ticket/15
http://sourceforge.net/apps/trac/itop/ticket/17
http://sourceforge.net/apps/trac/itop/ticket/28
http://sourceforge.net/apps/trac/itop/ticket/29
http://sourceforge.net/apps/trac/itop/ticket/31
http://sourceforge.net/apps/trac/itop/ticket/38
http://sourceforge.net/apps/trac/itop/ticket/42
http://sourceforge.net/apps/trac/itop/ticket/48
http://sourceforge.net/apps/trac/itop/ticket/52
http://sourceforge.net/apps/trac/itop/ticket/53
http://sourceforge.net/apps/trac/itop/ticket/58
http://sourceforge.net/apps/trac/itop/ticket/59
http://sourceforge.net/apps/trac/itop/ticket/60
http://sourceforge.net/apps/trac/itop/ticket/65
http://sourceforge.net/apps/trac/itop/ticket/65
http://sourceforge.net/apps/trac/itop/ticket/67
http://sourceforge.net/apps/trac/itop/ticket/43
http://sourceforge.net/apps/trac/itop/ticket/44
http://sourceforge.net/apps/trac/itop/ticket/49
http://sourceforge.net/apps/trac/itop/ticket/62
http://sourceforge.net/apps/trac/itop/ticket/47

http://yourserver or http://yourserver/<itop alias> if you have created a particular

apache alias for the application.

User is prompt to enter hislogin and password.

Welcome to iTop!

Please identify vourself before continuing.

User Mame: |

Password: |

Figure 6

Depending on its profile, the user has more or right to use the application, but this topic will
be discussed later in “User Management” chapter.
Once authenticated, the user accesses the main iTop page.

iTop

A Organizations

B Welcome
® Configuration Management

+ Contacts

|

Logged in as 'admin’ {(Administratar) “% Yoursearch

Welcome to iTop

It includes:
and manage the IT inventory.
issues occurring in the IT.

T environment.

.

, =
* Doc nt
B Service Desk appropriate contacts.
* My Serv
» Open Service cals

® Incident Management

m Change Management My Service calls

I

iTop is a complete, OpenSource, IT Operaticnal Portal.

* A complete CMDB (Configuration management database) to document
« An Incident management module to track and communicate about all
» A change management module to plan and track the changes to the IT

A known error database to speed up the resolution of incidents.
* An outage module to document all planned outages and notify the

« Dashboards to quickly get an overview of your IT.

All the modules can be setup, step by step, indepently of each other.

iTop is service provider oriented, it allows IT engineers to manage easily
multiple customers or organizations.
iTop, delivers a feature-rich set of business processes that:
« Enhances IT management effectiveness
= Drives IT operations performance
« Improves customer satisfaction and provides executives with insights
into business performance.

iTop is completely opened to be integrated within your current IT
Management infrastructure.
Adopting this newvs generation of IT Operational portal will help you to:
 Better manage a more and more complex IT environment.
® Implement ITIL processes at your own pace.
* Manage the most important asset of your IT: Documentation.

My Incident tickets

=

Thismain page is divided in three parts:

e Left menu (also called explorer menu) to access item from each module (CMDB,

Figure 7

Incidents, Changes, Services and contracts)
e Main frame on theright displays list of items from selected module, or details for a

given item.

e Top frameto use globa search function, and display login information


http://yourserver/
http://yourserver/<itop

Using Explorer menu

Filtering on a given organization

This explorer alows you to navigate across all iTop modules. The “drop down” list at the top
defines the organization you would like to work with. An organization isaway to group all
iTop itemsinto silos. When you have selected a given organization, you will see only items
belonging to thisone if you are alowed to see them.

iTop

Figure 8

Accessing dashboards
The green menu items define each module of iTop application:

CMDB

Incident Management
Change Management

Service Management

All sub menus are related to one of the corresponding module.

When you click on green menu items, you access a dashboard corresponding to this module.
Those dashboards provide an overview of the health of your IT using either pie, bar charts or
tables. It is displayed in the Main Frame.



Incidents Overview
& ™
Incidents by Type - Incidents by status
Server
1
Metwark ]
|
5 )
¢ H
g -4
Desktap £
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Accessing list of items

When you click on grey menu item within a given module, you get in Main Frame alist of
items corresponding to a predefine query in iTop datamodel. For instance when clicking on
“All server” you get alist of server belonging to selected organization.

All Servers
10 object(s) displayed out of 204 — Display All
HName Status Business Criticity Organization Location Brand Model 05 Family 05 Version
@ domino.combodo.com InProduction high — Demo — Paris 1BM Power 520 Express AIX 4.1
@ serverQ2 ProductionCandidate high — Dema — Paris 1BM ALY 4.1
@ server(3 ProductionCandidate high — Dema — Paris 1BM ATX 4.1
@ serverQ04 ProductionCandidate high — Dema —+ Paris 1BM AIX 4.1
ﬁ zeryer(s ProductionCandidate high — Dema —+ Paris 1BM ALY 4.1
@ server(s ProductionCandidate medium — Demo — Paris IBM AIX 4.1
@ serverQ7 ProductionCandidate high — Dema — Paris 1BM ALY 4.1
@ server(s ProductionCandidate high — Demo — Paris 1BM ALX 4.1
@ serverQ2 ProductionCandidate high — Dema —* Paris 1BM ALY 4.1
B P T - =1t = = PO, NP DU - e L o -

Figure 10

If there are more that X objects for the selected category, a short list is displayed. Once you
click on link “Display all” on top of thistable, you get the full list. The interest of such



functionality isto reduce latency related to browser display when you have to deal with huge
list.

X isdefinein configuration file “config-itop.php” (see chapter Configuring short list in
administrator guide)

We will describe later description of the sub menus for each module.

Navigating within iTop

Y ou can navigate easily from one object to another by simply clicking on fieldsled by — .
Asthe application is completely web based, you can right click on you mouse to open this
web link into a new window or tab depending on your web browser.

Thisfunctionality isreally useful iniTop asit allows you to follow relationships between
objects

Action on list of items

The IEEESEIR button on the top right corner of alist of items allows you to use predefine
actions applicable for this|list.

| eMail

CSV Export

New...

Figure11

“eMail” alows you to send amail including adirect web link to theiTop you are currently
viewing. Thisfeature isreally useful for sharing information with others.

10



B Objects of class ‘bizServer’, 1 - Message (Plain Text)
ifle Edt Vew Insert Fomat Tools Actions Help

cisend | | b a3 ) 8 B | ¥ | Ootocs,., :

Lo JI |
Ce ] u
Subject: | Objects of dlass 'bizServer', 1 |

pages/UL

Figure 12

“CSV export” alows you to export list of items you are currently viewing into acsv filein
order to use it in Excel for instance.

#SELECT bizServer AS bizServer WHERE 1 &
id Mame Mgmt P Default Gateway Status Severity. Organization |d Location Brand Model OS5 Family 05 Version Serial Mumber Shipment number Model Number of
CPUs Memary Size HDD Size Free HDD Size

106.domino.combodo.com,10.22.25.10.10.22.28 1 In Production.high.1.2.1BM.Power 520 Express.AlX 4.1.54523, Power 520 Express.4.8Gb 4x120Gb.200Gb

107, server02.10.22.28.11.10.22.28 1. Production Candidate high.1.2.|BM..AIX 4.1...Power 520 Express.4.8Gb.4x120Gh 200Gh

108.semver03.10 22.28 1210 22 28 1 Production Candidate high 1.2 IBM._AIX 4.1 Power 520 Express 4 8Gb 4x120Gh 200Gk

109.server04.10.22.28.13.10.22.28 1 Production Candidate high.1.2.|BM._AlX 4.1.. Power 520 Express 4 8Gb.4x120Gh 200Gk =
110,semver05.10.22.28.14.10.22.28 1. Production Candidate high,1.2.IBM..AIX 4.1..Power 520 Express.4.8Gb.4x120Gh 200Gk

111 server06 10 22.28 1510 22 28 1 Production Candidate medium 1.2 [BM_AlX4 1. Power 520 Express 4 8Gb 4x120Gb 200Gh
112.server07.10.22.28.16.10.22.28 1 Production Candidate high.1.2.|BM. AlX 4.1.. Power 520 Express 4 8Gh.4x120Gh 200Gk

113.semver08.10.22.28.17.10.22.28 1 Production Candidate high.1.2.IBM..AIX 4.1 .Power 520 Express.4.8Gb.4x120Gh 200Gh

114 server09.10 22.28 18.10 22 28 1 Production Candidate high.1.2 IBM._AIX 4 1. Power 520 Express 4 BGb 4x120Gh 200Gk

1158, semver10.10.22.28.19.10.22.28 1 Production Candidate high. 1.2 IBM.__AIX 4.1 Power 520 Express 4 8Gh 4x120Gh 200Gk
116.5erver100.10.22.28.109,10.22.23_1 Production Candidate high.1.1.HP. HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gh

117 server101.10. 22 28.110,10 22 28 1 Production Candidate high, 1,1 HP. HP-UX 11.23, rp3440 4 8Gb 4x120Gb.200Gh

118 server102.10 22 28 111,10 22 28 1 Production Candidate high. 1.1 HP_ HP-UX 11 23 rp3440 4 8Gb 4x120Gb 200Gh

119,server103.10.22.28.112,10.22.23_1 Production Candidate.high.1.1.HP_ HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gh

120,server104.10.22 28.113,10.22.28_1 Production Candidate high,1,1.HP. HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gh

121 server105.10 22 268 114 10 22 28 1 Production Candidate high. 1.1 HP. HP-UX 1123 rp3440 4 8Gb 4x120Gh.200Gh

122 server106.10.22 28 115,10 22 281 Production Candidate high.1.1.HP_ HP-UX 11.23, . rp3440.4 8Gb 4x120Gh.200Gh

123,5erver107.10.22.28.116,10.22.23_1 Production Candidate high,1,1.HP. HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gh

124 server108.10 22 28 11710 22 28 1 Production Candidate high. 1.1 HP. HP-UX 1123, rp3440 4 8Gb 4x120Gb. 200Gh

125, server109.10.22.28.118.10.22.28.1 Production Candidate high.1.1.HP_ HP-UX.11.23.. rp3440.4 8Gb.4x120Gb.200Gh

126.semver11,10.22.28.20.10.22.28 1 Production Candidate high.1.2 IBM. AlX 4.1 .Power 520 Express.4.8Gb.4x120Gb.200Gh

127 server110.10. 22 28 119.10 22 28 1 Production Candidate high, 1.1 HP. HP-UX 11.23, rp3440 4 8Gb 4x120Gb.200Gh

128.semver111.10.22 28 120,10 22 231 Production Candidate high.1.1.HP. HP-UX 11.23, . rp3440.4 8Gb 4x120Gk.200Gh

129, server112,10.22.28.121,10.22.23_1 Production Candidate.high.1,1.HP. HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gb

130,server113.10. 22 28 122 10 22 28 1 Production Candidate high, 1,1 HP. HP-UX 11.23, rp3440.4 8Gb 4x120Gb.200Gh

131 semer114 1022 28 123 10 22 23 1 Production Candidate high 1.1 HP. HP-UX 11.23 _rp3440 4 8Gb 4x120Gh. 200Gk

132.semver115.10.22 28 12410 22 28 1 Production Candidate high.1.1.HP_ HP-UX 11.23, . rp3440.4 8Gb 4x120Gh.200Gh

133,server116.10.22 28.125.10.22.28_1 Production Candidate high,1,1.HP. HP-UX 11.23, rp3440.4 8Gb.4x120Gb.200Gh

134 semver117 .10 22 28 126 10 22 28 1 Production Candidate high 1.1 HP. HP-UX 1123 rp3440 4 8Gb 4x120Gh.200Gh

135.semver118.10.22 28 12710 22 281 Production Candidate high.1.1.HP. HP-UX 11.23, . rp3440.4 8Gb 4x120Gh. 200Gk

136,5erver119.10.22 28 128.10.22.23_1 Production Candidate high,1.1. HP._ HP-UX.11.23, rp3440.4 8Gb.4x120Gb.200Gh

137 server12,10 22.28 21.10 22 28 1 Production Candidate high.1.2 IBM_AIX 4 1. Power 520 Express 4 8Gb 4x120Gh 200Gk
138.5emver120.10.22.28.129.10.22.28.1. Production Candidate high.1.1.HP. HP-UX.11.23...rp3440.4 8Gb.4x120Gb.200Gh v

Figure 13
“Bookmark” allow you to save as a new sub menu in the Bookmark module the list you are

currently viewing. This feature is useful to share with other users alist of items corresponding
to agiven search criteria

11



Create a new menu item for: Objects of dlass bizServer', 1

Desarptin: | |

Insert after: | My Bookmarks |
[ create as a chid menu item

Figure 14

Y ou can define the menu label, as well as a description to document your bookmark.

“New” allow you to create a new item corresponding to the type of object you are viewing,
for instance a new server or anew incident ticket. When clicking on this action you get a
wizard that helps you to create your item. New item creation will be discuss later for each
module.

“Modify al” alow you to modify attributes for the list of item you are currently viewing. This
feature is useful when you want to update quickly some attributes with the same value for a
given list of items. For instance update the Brand of alist of serverswith “Dell”.

“Delete all” allow you to delete massively all items you are currently viewing. Be careful in
the release 0.72 you are not prompted with a confirmation window.

Other actions may be available, but they depend on type of object you are viewing, and their
life cycle. We will describe them later for each module if required.

Searching a type of object

When you click on S button it displays the search criteria bar that alows you

to refinelist of item you are looking for.
Y ou can define by your self the criteriayou are interested in, using either drop down lists, or

regular expression for blank fields. Then click on _Search | ptonto display anew list of
item corresponding to your request.

12



e
Search form for Server
Noe: T -
vod-: NN oS oriy: Location: el NN Al

All Servers

203 objectis)

HName Status Severity Grga ';:'am" Location Brand HModel
@ domine.combodo.cam In Production high — Demo — Paris BM g L
Express

= . Production

ﬁ seryverll Candidate high —+Demo —+Pans IBM

= Production L

ﬂ serverd3d Candidate high — Demo — Paris BM

E . Production

3 serverd4 Candidate high —+Demo — Parns 1BM

I3 = Production .

ﬂ serverds Candidate high —+Demo - Paris 1BM

IS : 5 Production

3 serverls Candidate medium  —+Demo — Pans 1BM

B servero7 I?I'DdI:IEﬁDI'I hich — Demo —+ Paris 1BM

erand:

[ ctons ]

os

Family Version

AIX

AIx

Aln

AIX

AT

AIX

ATn

e §

41

41

Figure 15

“And” operator is used when you define multiple criteria. This search bar is available for any
type of object, but of course search criteria depend on object attributes. The search request is
applicable to only one type of object at once.

When you click again on

Search

Accessing object details

, the search bar is hidden.

From alist of items, you can click on A to open the details page of agiven item.

iTop

m Welcome
m Configuration
Management

* Contacts

e

+ Configuration Tietis

® Incident Hanagement

+ Open Incidents
* Closed dent
* Known Errors

® Change Management

led Qutages
® Service Management

i

Logged as 'admin’  '“4 Your search

Server: domino.combodo.com

b Last modified on 2009-08-04 11:11:44 by Initializstion

Name

Mgmt IP

Default Gateway
Status

Severity
Organization Td
Location

Brand
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This page displays, in the Main Frame, the attributes for a given item. Asfor item list, you
can click on —+ to open details page for arelated object.

The top banner displays type and name of the selected item, as well as last modification
information. When you click on " ==t m25%=d g drop down list displays all changes that
occurred on the corresponding item.

act modified on 2009-09-19 09:56:47 by admin. ;

Date User Changes

2009-09-19 N9:56:47 admin s Default Gateway set too (previous value: 10.25.3.1)

2009-02-19 09:56: 18 admin e 10,2.22.1appended to Mgmt IF

009-09-19 09:55:23 admin = Type set too router {previous value: switch)

Figure 17

Thisfeature is very important to track when modification where done and by who. When you
click againon ' “==tmedf=d igt s hidden.

At the bottom, the tabs display the relationships between the selected item and other objects.
For instance applications or patchesinstalled on a server, incidents or changes occurring on a
server. Thetabswill be described in detail later for each module.

Action on a given item

The EEEEZEIES button on the top right corner allows you to use predefine actions applicable
for theitem.

eMail
CSV Export

Hew...
Modify...
Delete...

Figure 18

“eMail”, “CSV Export”, “Bookmark”, “New”, and “Delete” are similar to action described
for alist of item sooner in this document.

“Modify” allow you to modify attributes for the item you are currently viewing. A wizard
opens, and lets you modify the attributes and relationships with other items. The wizard will
be described later for each module.

“Clone” alow you to create a new item using attributes filled for another one. Thisfeatureis
really useful when you want to create an item from another one that has similar attributes. The
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wizard for item creation opens with attributes already filled, and lets you modify them. A new
item is created when you close the wizard.

Other actions may be available, but they depend on type of object you are viewing, and their
life cycle. We will describe them later for each module if required.

Managing relationships between objects

Thetabsin “object detail page” are displaying relationships with other objects stored in the
data base. iTop allows you to manage either (1,n) or (n,n) relationships. An example of (1,n)
relationship is an network interface plugged on a server. An example of (n,n) relationship isa
link between several servers and several contacts.

When you click on tabsin “object detail page”, the Ul displayslist of objects linked to the

current one. The IEEaaaIRd button on the top right corner of thelist allows you to manage
therelation.

(n,n) relationship management
For such type of relation, you can add, manage or remove al links between objects.

Add...
Manage...
Figure 19

Add action opens following wizard to manage new relations to add with current object
Y ou can search objectsto link using the wizard, and select those you would like to link. You
can also update attributes for the relationship, for instance impact for an incident.

Add Infras to Incident: 1-000004

OQL Query

Search for Infra Objects
Name: TN st I
Ll Class Hame Status Organization
F ﬂ bizMetworkDevice routerdl production —Demo
G bigMetworkDevice routerd2 production —+ Demo
v = hizMetworkDevice routerd3 production —+Demo
Figure 20

Manage action allows you to modify attribute for already existing relationships, or add and
remove some.
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O

O |Orderweb site is no mare warking

Manage Infras linked with Incident: I-000004

Impact

Class

| bizSeryver

Ol |nerwor|-< equipment down

domino; combodo.com

Name

| bizMetworkDevice router02

[ |device not reachable

| bizMetworkDevice - router03

Add Infras

producton

production

(o]

Status

In Producton  —Cemo

—+Demo

—+ Dema

Organization

Remove all action suppresses all relationships created for a selected object.

Figure 22

Those wizards don’t allow you to create new applications, or contracts. They are used
only to build relationships.

Global search
Thisfeature isreally fundamental iniTop. Likein “Google”, it allows you to search words or

regular expression in the full data model, whatever type of object you are interested in.

Types for instance “ Paris’ in and type on _Search | yoy get all objects

“.Your search

related to this word:

Contacts on this site
Servers, PC, and network devicesinstalled on this site.
Incident occurring on items located on this site ...

-
lTop Logged as ‘admin’ “. paris
- s . - crea o
,_J‘ server84 L high — Demo —+Paris  HP
- p
8 srvdt.combodu com = e” high —Demo —+Paris  1BM
,_.‘»‘ s comboda, com : high — Demo —+Paris HP
5 srvosicombods.com ! high - Demo —+Paris  1BM
3 srvi4.combodo. com 3 _,_.n high —Demo —+Paris  HP
Cantiidate
Hetwork Device: 4 object(s) found.
4 ohject(s)
Name Status Brand Model Type
‘y_-l‘ routerdl production Cisco
‘y'_-J" router02 production Cisco
;‘ production Cisto 6500 switch
;'_-J‘ production switch
Incident: 1 object(s) found.
1 object(s)
TicketID Title Customer Type Status Severity Starting date
‘y_-l‘ Dsmo  —+Demo Server New I 20039-03-18 22:00:00
~
Termingé

Initial Situation

gdfgl

[l

Figure 19
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You can also use regular expression like “%sw%” for instance.
Using global search helps you to get quickly information on your IT, without knowing really
whereto look for. Likein “Google’, it isreally powerful and straightforward.

Using direct URL

AsiTop is completely web based you can access directly whatever page using its URL either
by copying it from web browser or by using action “eMail”. This feature allows you to:

bookmark you favorite pages

share pages with other people

build HTML dashboards

integrate i Top within athird party application

When accessing directly aniTop URL, you are prompted to enter your login and password if
you are not aready authenticated.

Using CMDB module

This moduleis related to Configuration Management Data Base as described in ITIL best
practices.

It alows IT operators to describe al items they have under their control. It provides alogical
model of the IT infrastructure by identifying, controlling, maintaining and verifying the
version of all existing Configuration Items (CIs).

Relationships between Cls are a so documented in this CMDB, thus IT engineers can easily
anal yse dependencies within the infrastructure and impact due to outages.

Release 0.72 of iTop handles:
e Contacts, Team and Workgroups for Incident and Change tickets
e Locations
e Infrastructure (Desktop, Servers, Network devices, Circuits, Interfaces,
Applications, Patches)
e Groupsof CI
e Documents. Web URL only in thisrelease

All Clsare describesin iTop data model and can be modified. Thus this document describes
only data model that has not been customized.

All modifications made on a Cl are tracked with modification date, modified attribute values
(old and new one), and user who made the change.

Managing Contacts

When you click on “Contacts’ in the Explorer bar, you get a dashboard summarizing
information about contacts:

17



Logged as 'sdmin’  “«. Your search

I

~|

Contacts Overview

Contacts by Type Contacts by Location

Class Count Location Name  Count
bizTeam =3 Grenoble =3
bizPerson =3 Paris =3

Contacts by status

Status Count
imples n —+1
production —+4

N

iﬂ

Terming

Figure 20

~

.F . -
All pages related to Contacts contains picture "ﬂ in top right corner. It allows operator to

know where he is when navigating acrossiTop.

Managing person

A person is anybody that needs to be documented in the CMDB.
“Persons’” menu display al people belonging to selected organization.

1 T
1 0 Logged as 'admin’  “.Your search
~ 5
—— * Search
| 20 G s >
3 object{s)
firstHame Name  Status Qrganization Id eMail
B oumes Dumas  production  —Demg
A vico Hugo — Demo
jra ST 1 — Dema
v
Terming

| Actions ]
Lacation 1d Phone
—+ Paris
=+ Paris 33172382223
—+ Grenable

Figure 21

When you click on A putton you get details for selected person.
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Logged as 'admin’ “4 Your search Search
g i

Person: Hugo m
first Ham N
Nam
Status o
Organization Id
eMail ¥
Location Id
Phol
Employe Humber =12345
Teams Infrastructure Documents
Contact Phone | bjeck Role
r

B —1TOP admin team

Figure 22
A person belongs to only one location and one organi zation.

“Teams’ tab displays all team this person belongs to, with her role. Y ou can easily manage
those relationships as describe in chapter “Managing relationships’

“Infrastructure” tab displays all infrastructures owned by this person. Y ou can easily manage
those rel ationships as describe in chapter “Managing relationships’

“Documents’ displays all documents linked to this person. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

There is no specific action related to a person. Only standard one describe sooner are
available.

To create anew person you just have to click on “New” in action drop down list, from either
person list or a given person detail. Following wizard then appears:
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Logged as 'admin’  “4 Your search

[ Oiganzasers 8| Creation of a new Person

o \

Status. implementation ‘
OrganizationId | Demo V‘

etail | |

Phone | |

Location Td | Grenoble |
first Nlame [ |

Employe Number | |

Next=> Finish

Terming

Figure 23

Fill in all fields with needed information and click on [ Nex> |, A confirmation window
appears, asking you to create the new person.

iTop

[Al Oiganzasons ] Creation of a new Person

Logged as 'admin’  “4. Your search

Final step: confirmation

first Name Do
Name Jhon
Status implementation

OrganizationId —Demo
elail
Location Id

Phone

Employe Number

Create bizPerson

Terming

Figure 24

The details page of this new person is automatically displayed.

You can also use “Clone” action if fields to be entered are similar to an aready existing
person as described in “iTop Common usage”’ chapter.

To modify aperson’s attributes, click on “Modify” in Action drop down menu. Following
wizard appears to modify attributes:



iTop
[ A0 Crganstions

B Welcome
m Configuration
Management

[ ] nagement

® Change Management

Logged as 'admin’ % Your search

= s Jhon - bizPerson modification

i Name Jhon
Status implementation
Organization Id Qe_y:np_v‘
eMail jd@combodo.com
Phone 3245673909
Location Id Granoble V\
first Name Do

Employe Number [45355

€

Terming

Managing team

A team isagroup of person that needs to be documented in the CMDB.

Figure 25

“Teams” menu display all teams belonging to selected organization.

Logged as ‘admin’ <. Your search

1 |
2 object(s,
Name Status Organization Id eMail
E Application support implementation —+Demo
‘,._-“ ITOP admin team —+Demo

[

Location Id Phone
—+ Grenoble 88

—+ Paris

Termine

When you click on 5

Figure 26

button you get details for selected team.
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-
1 I op Logged in as 'admin' (Administrator) | Log off | % Your search
Orgznzztions

Chcions

Figure 27

A person belongs to only one location and one organi zation.

“Members’ tab displays all persons belonging to thisteam. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

“Infrastructure” tab displays all infrastructures linked to this team. Y ou can easily manage
those relationships as describe in chapter “Managing relationships’

“Workgroups’ tab displays all workgroup related to this team. Those workgroups are used to
assign ticket to this team. Y ou can create several workgroup for a given team, for example if
this one has several role (1% level, 2" level ...).

“Documents’ displays all documents linked to this team. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

There is no specific action related to a person. Only standard one describe sooner are
available.

Managing Workgroups
Workgroups are used to assign ticket (Service call, Incident, change) to ateam. A workgroup
can belong to only one team and is mandatory if you want to assign aticket to ateam.

To create a new workgroup for a given team, you just have to go to the “Workgroups” tab of
the selected team and click on “Click hereto create a new Workgroup” or click on

EEEE <New if other workgroups are aready created.
The following wizard appears.
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Creation of a new Workgroup

Name
Status implementation
Organization | Demao v|
Team Test »;
Role gW eeort___zl
selectone" =

——— |
| 2nd level support
Jrd level support

Figure 28
You just have to specify a meaningful name for this workgroup and arole.

£\
Y

7 Itisimportant to make sure that members are assigned to the team; else you won’t be
ableto assign ticket to an agent.

Managing Locations

A location is a configuration item that allows you to document in the CMDB any
geographical location (Site, Building ...).

“Location” menu displays al locations belonging to selected organization.

-
lT op Logged as 'admin’  “+. Your search
2 ch
[ v ==
All Locations
Name Status Organization Id Country
B Grenable production —+ Dem: France
7 Paris implementation —+Dema France
M
Termingé
Figure 29

When you click on A button you get details for selected location.
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Logged as 'admin’  “+. Your search Search

”~ =
Seaich
Location: Grenoble
Hame
Status cti
Organization Id —Demo
Address 5 Avenue de fz Paste
Country France
Parent Location —+ Paris
Caontacts Servers PCs Network_Devices Documents
et
Class Name Status Organization Id eMail Location Id Phone
Application support.  implementation  —+Demo —+Grenoble 33456456788
" production —+Demo —+ Grenoble
[ ]
]
-
Termingé

“Parent Location” field allows you to cascade location in order to model hierarchy. For
instance asiteis a parent location for a building.

“Contacts’ tab displays all contacts (persons and teams) located on this location.

“Servers’ tab displays all serverslocated on thislocation.

“PCs’ tab displays all pcslocated on this location.

“Network Devices’ tab displays all network devices located on this location.

“Documents’ tab displays al documents related to this location (network diagram, maps ...)

To create anew location you just have to click on “New” in action drop down list, from either
location list or a given location detail. Following wizard then appears:

24



lTop Logged as ‘admin’  “%. Your search @]
A
D = Creation of a new Location
Name
Status implementatian
Organization Id | Demao v
Severity low v
Address
Country
Parent Location  Grenoble v
New>> ) (Fa ]
v
Terminé

Asfor creation of other configuration item, you just have to fill required fields, and click on

to get confirmation window and create new location. Once created, details page for
this new location automatically appears.

There is no specific action related to alocation. Only standard ones described sooner are
available

Managing Infrastructures

An infrastructure represents all hardware or software itemsinstalled in your IT. iTop CMDB
allows you to manage their life cycle as well as relationships between items. Thus you can
document applications installed on server, client/server relationships between two
applications, on which port of switch a server is connected too ...

Managing PCs
Thistype of configuration item is whatever |aptop or desktop installed in you IT.
“All PCs” menu displays all PCs documented for the selected organization.
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lTop Logged as 'admin’  “.Your search Search

= = A

3]

All Grganizations

All PCs

55 object(s)
Name Status Severity Organization Id Location Brand HModel Type
high —+Dema =+ Paris Compag nce005 desktop PC
high —+Demo —+Paris Compag
high —+Demo —*Paris Compag
high —+ Demo —Paris Compag
high —+Demo —+ Paris Compag
high —+Demo =+ Paris Compag
high —+Demo —+Paris Compag
high —+Demo —+Paris Compag
high —+ Demo — Paris Compag
high — Demo —Paris Compag
high —+Demo =+ Paris Compag
high —+Demo —+Paris Compag

high —+Demo —*Paris Compag

high —Demo —+ Paris Compag

Terming

Figure 32

When you click on A putton you get details for selected PC.

Logged as 'admin’ “<. Your search
A -

PC: PCO1

Name
Status or
Severity high
OrganizationId —Demo

Location —*+Paris
Brand
HModel

05 Family
05 Version
Mgmt 1P

Default Gateway 10.72.31,
Shipment number

Serial Number

Type

cPu
F Memory Size

HDD Size 60GDh

Contacts Interfaces Incidents Documents
Lobgect(s)
Name Hosting device Version Function

o ) itk N#ire —epri1 =4 tail cient ot

Termine

Figure 33

A PC belongsto only one location and one organi zation.
“Installed Application” tab displays alist of application installed on this PC.

“Installed Patches’ tab displays alist of patchesinstalled on this PC.

“Contacts’ tab displays all the contacts documented for this PC. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

“Interfaces’ tab displays all network adaptors documented for this PC.
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“Incidents’ tab displays all open incidents related to this PC.
“Documents’ tab displays al documents related to this PC. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

To create anew PC you just have to click on “New” in action drop down list, from either PC
list or agiven PC detail. Following wizard then appears:

Creation of a new PC

Name | |

Status |imp|ementati0n |

OrganizationId | Demo ]|

Severity [low v

Location Gronble ]

Brand |
Hodel |
Serial Number |
Type prcvl

HMemory Size

HDD 5ize

05 Family

I
I
I
|
CcPU [
I
I
I

05 Version

Shipment number |

Mgmt IP [
Default Gateway | ==
Figure 34

Asfor creation of other configuration item, you just haveto fill required fields, and click on
to get confirmation window and create new PC. Once created, details page for this
new PC automatically appears.

There is no specific action related to a PC. Only standard ones described sooner are available
There are two options to create a new application installed on this PC:

Either by clicking on “Click hereto create anew Application” if thereisno
application currently displayed in “Installed Applications’ tab.
Or by clicking on

Ml ->“New”, if there are already several applications
displayed in “Installed Applications’ tab.

In both cases, wizard for creating an application appears. This one is described later in
“Managing Applications’ chapter.
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There are two options to create a new patch installed on this PC:

Either by clicking on “Click here to create anew Patch” if thereis no patch currently
displayed in “Installed Patches’ tab.

Or by clicking on | Actions - N New”, if there are already several patches displayed
in“Installed Patches” tab.

In both cases, wizard for creating a patch appears. This oneis described later in “Managing
Patches’ chapter.
There are two options to create a new Interface installed on this PC:

Either by clicking on “Click hereto create anew Interface” if thereis no interface
currently displayed in “ Interfaces’ tab.

Or by clicking on | Actions - [0 New”, if there are already severa interfaces
displayed in “ Interfaces’ tab.

In both cases, wizard for creating an interface appears. This one is described later in
“Managing Interfaces’ chapter.

There are two options to create a new Incident for this PC:

Either by clicking on “Click here to create a new Incident” if there is no incident
currently displayed in “Incidents’ tab.

Or by clicking on | Actions - [ New”, if there are already several incidents
displayed in “Incidents’ tab.

In both cases, wizard for creating an incident appears. This oneis described later in “Using
Incident management module” chapter.

There is no specific action related to a PC. Only standard ones described sooner are available.

Managing Servers
“All Servers’” menu displays all servers documented for the selected organization.
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i T
l op Logged as 'admin’  “ Your search
~ 7 ~
= 2 Search =
| 40 Organiz: ~|
All Servers
203 object{s) Actions
Name Status Severity Orga'}g’h“" Location Brand Model Faoms'xw iy
T3 domirn. combod.com 1n Production high — Demo —Paris TBM Z;Dfr 58 ATX 41
vero2 high — Demo —+Paris  1BM ATX 4.1
verd3 high ~+Demo —Paris 1IBM AIX 41
erl4 high —Demo =+ Paris 18M ALY 41
verds high —+Demo —+Paris IBM ATX 4.1
I cerveins medium  — Demo —Paris  18M ALX 4.1
- a server07 high —Demo — Paris IBM AIX 4.1
A serverns high — Dema —Paris EM ATX 31
I8 serverna high —Demo —+Paris  TBM ATX 41
;] seryerid high —Demo —+Paris 1BM ATX 41
B Servic
B Bl carivarann bk —s Namn —s rrannhla HO o 1Y ¥
Terming
When you click on A button you get details for selected server
1 T
1 op Logged as 'admin’ . Your search
8 .
Server: domino.combodo.com
Hame
MgmtIP 3.10
Default Gateway 10.72.75.1
Status
Severity ig
OrganizationId  —+Demo
Location —+Paris
Brand I
Model 20 Express
0S Family AIX
05 Version
Serial Number
Shipment number
Model Power 520 Express
L agement Humber of CPUS "
= Memory Size
HDD Size
m Change Management Free HDD Size
Applications Patches Interfaces Contacts Incidents 2 Documents
s
¥ Name Hostina device Version Function ¥
Terming

Figure 36

Asfor aPC, aserver belongs to one location and one organization.
“Application” tab displays alist of application installed on this server.

“Patches’ tab displays alist of patchesinstalled on this server.

“Interfaces’ tab displays all network adaptors documented for this server.
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“Contacts’ tab displays all the contacts documented for this server. You can easily manage
those relationships as describe in chapter “Managing relationships’

“Incidents’ tab displays all open incidents related to this server.
“Changes’ tab displays all open changes related to this server.

“Documents’ tab displays al documents related to this server. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

The way to create applications, patches, interfaces, contacts, incidents and documents are the
same as the one documented in chapter “Managing PCs”.

There are two options to create a new Change for this server:

Either by clicking on “Click here to create a new Change” if thereis no change
currently displayed in “Incidents’ tab.

Or by clicking on | Actions - [ New”, if there are already several changes
displayed in “ Changes’ tab.

In both cases, wizard for creating a change appears. This one is described later in “Using
change management module” chapter.

Managing Applications

An application is whatever software installed on either a PC or a server.

“All Applications’ menu displays al installed application documented for the selected
organization.

-
lTop Logoed as ‘admin' . Your search Search
|21 Drganzatons

Figure 37
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When you click on A putton you get details for selected applications.

admin’  “4.Your search Search

iTop

Application: Outlook server

Name

Hosting device —+di

Lo ryer
.combodo, com
00:00

‘Organization Id — D
Status
Installed date

Function Mail Serves
J Impacted_Client_Application Application_Server Contracts

Mo object to display.

Click-here to create & new ClientServerlinks

Figure 38

One application Cl isrelated to only one Hosting device. Thus you have a new application for
each server or PC it isinstalled on.

“Impacted Client Application” tab displays all client application that depends on the one you
areviewing. Y ou can easily manage those rel ationships as describe in chapter “Managing
relationships’

“Application Server” tab displays all server applications for the one you are viewing. Y ou can
easily manage those relationships as describe in chapter “Managing rel ationships”

“Contracts’ tab displays all contracts that cover the application you are viewing (support,
license contract ...). Y ou can easily manage those rel ationships as describe in chapter
“Managing relationships’

Managing Patches

“All Patches” menu displays all patches installed on server or PC for the selected
organization.
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1 op Logged as 'sdmin’ “+. Your search

" Wekeome All Patches

Management

>

1object(s) m
Name Device Type Installed date

B pHes sz —+ domina. combods, com [+ 2005-08-07 00:00:00

m Incident Hanagement

3

Terminé

Figure 39

When you click on A putton you get details for selected patch.

1 T
l op Logged as 'admin’  “. Your search
FS
— — = Search
[ 28 Crganizations ~|
Patch: PHSS 3452
B Welcome
m Configuration
Management
¥ Hame PHSS 3452
Device —+ domino. combado.com
Installed date 2002
Type
Description
nt Management
m Change Management
=
Ll
Termingé

Figure 40

To create anew patch you just have to click on “New” in action drop down list, from either
patches list or a given patch detail. Following wizard then appears:



Creation of a new Patch

Name | |

Status implementation |

Organization Id | Demo Vl

Device | |

Installed date =

Description |

N

Figure 41

When you click on you get confirmation window and create new patch. Details for

this patch are displayed automatically.
If the same patch isinstalled on several servers or PC you will have to create it for each one.

Managing Network Devices

The Network device class regroups al routers, switches, firewall, etc, installed in your
environment. “All Network device “menu display alist of such objects documented iniTop.

1 T
l op Logged & 'sdmin’ 4 Your search
F oo |
| 43 Grganzaon: Al
All Network Devices
5 objectls) | Actions__|
Hame Status Brand Hodel Type HMgmit IP
',_'Jl greectobenchi L.grenoble.hp.com implementation switch 16.16.2:45
;l routerQ1 production Cisco 6500 switch
B routenz production cisco 6500 switch
B routernz production e 6500 switch
ﬂ switchQ1 production switch
= &

Figure 42

When you click on A putton you get details for selected network device
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ITOP Lot o] ([T ] & Your soarch
»~ » ] i I »
Al Orgarazator: - | Seach |
)
Network Device: router0l
Name
Status m
Business Criticity -~
Organization =
Location i,
¢
Brand
HModel
Type
Hgmt 1P
Default Gateway
Serial Number
10S version
Memory
SNMP Community (Read,
N Staty Organiza tion Device Business Criticity
o = D s routernl v

“Interfaces’ tab displays alist of network interfaces documented for the selected object. You

can add a new one by clicking on button | Actions - JRW top right corner of thislist. (see
Managing Interfaces for more details about Interfaces).

“Contacts’ tab displays all contacts related to this object. For example team responsible for
providing hardware support for this devices. Y ou can easily manage those relationships as
describe in chapter “Managing relationships’

“Incidents’ tab displays all incidents having an impact on the network device. You can easily
link the network device to anew incident, but this is managed most of the time in the Incident
management module.

“Changes’ tab displays all changes having an impact on the network device. You can easily
link the network device to a new change, but this is managed most of the timein the Change
management module.

“Documents’ tab displays al the documents that are linked to this device, for example
description of the hardware. Y ou can easily manage those rel ationships as describe in chapter
“Managing relationships’

To create anew network device you just haveto click on “New” in action drop down list,
from either network device list or a given network device detail. Following wizard then

appears:



Creation of a new Network Device

Hame swithc01
Status implementation
Organization Demo V_|
Business Criticity low V]
Location Grenoble VI
Brand Cisco

HModel

Serial Number

MgmtIP 10234

Type switch b

Default Gateway

105 version

Memory

SNMP Community (Read)

SNMP Community (Write)

Managing Interfaces

Aninterface is representing any card that allows connecting devices to the network. It can be
linked to network devices, PCs or servers.
“All Interfaces” menu displays all those Cl for a given organization.

Figure 44

Fill in all fields with needed information and click on [_Ne2> ], A confirmation window
appears, asking you to create the new network device. Then click on create NetworkDevice.

iTop

Logged as 'admin’  “4 Your search

—_— Search
[ 43 Organizatons ~|
All Interfaces
3abject’s)
Name Status Organization Device Business Criticity

B ethernetoji implementation —Demo — switch1 law

B ethermeto/t productian —Demo —routerdl law

B ethemetn/2 implementaton —Demo — daming, combodo,com law

B

When you click on A putton you get details for selected interface.
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2 m g

Interface: ethernet0/1

MAC address

Speed (Kb/s)
Duplex

Connected interface
Connected device

Groups

Figure 46

“Linked Interface” tab displays the interface that is connected to the one you are looking at.

To create anew interface you just haveto click on “New” in action drop down list, from

either interface list or a given interface detail. We recommend doing it in the Interface tab of a

Server, PC or Network Device. Following wizard then appears:

-
lTOP Lo s ot & Yourssarch
-~
P = of : ethernet0/ 1
Name ethemetd/1
Status implementation
Organization Demo b
Business Criticity | low b/

Device routerl1

Logical type port v

Physcal type  [ethemet ¥

1P address 1512832

|
Subnet Mask | |
MAC address [ |
Speed (Kb/s) [ |

Duplex [unknown ¥

Connected interface | - select one -~ ¥

Figure 47

Fill in all fields with needed information and click on [_N=>> | A confirmation window
appears, asking you to create the new interface. Then click on create Interface.

Managing Circuits
Circuits are used to document WAN links between different sites.
“All Circuits” menu displays all circuits for a given organization.
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iTop

m Welcome
= Configuration
Management

m Change Management

[ Al Organzatons v

Loggedin as adnin (Administrator) . Yoursearch

N
All Circuits

1object(s)

Hame Status Organization Carrier ID Carrier reference

B pars Grenobie implementation —Demo —+ France Telecom FT-2345

speed

Figure 48

When you click on A putton you get details for selected circuit.

m change Management

<

Logged in as ‘admin {Acministrator) “ Your search

Circuit: Paris-Grenoble

Hame FarisGrenchle
Status implementation
Organization ~ —Demo
speed

Location 1 —Paris
Interface 1 —+ ethernetij1
Device 1 routerdt
Location 2 ~ Grenable
Interface 2 — ethernetd/2
Interface routerd2
Carrier ID —+France Telecom

Carrier reference FT-2345

=

e

Figure 49

To create anew circuit you just haveto click on “New” in action drop down list, from either
circuitslist or agiven circuit detail. Following wizard then appears:
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iTo

A
- Creation of a new Circuit

Logged in as ‘admin’ (Administrater) " Your search

riticity | low

v

Name
Status implementation
janization -selectone ~ S

- selectone —

- selectaone -

- selectone —

- selectone -

L% £] £

Carrier ID - selectone — b
r reference

|

Fill in all fields with needed information and click on [_Ne<> ], A confirmation window

Figure 50

appears, asking you to create the new circuit. Then click on create Circuit.

Managing Groups

Using iTop you can group object together. Groups can be used for modeling any operational
need. For instance documenting all devices monitored by a given application. The “Grouping”
menu displays all groups created for the selected organization.

iTo

When you click on A button you get details for selected group.

Logged as 'admin’  “<. Your search
T
[21 Organizations | Bt
All Groups
[ Actions |
Status Organization Type Description
B s production — Demo
B roduction — Demo
v
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lTop Logged as 'admin’ " Your search Search

S Search
uuuuuuuu s ™|
Infra Group: Nagios server
Infrastructures mﬁ!
Relation Infrastructure Status

~+rauter01

]
]

—+rauter02

Figure 52

“Infrastructures’ tab displays all ClI linked to this group. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

“Contacts’ tab displays all contacts related to this group, for instance the team or the people
responsible for keeping this group up to date. Y ou can easily manage those relationships as
describe in chapter “Managing relationships’

To create anew group you just have to click on “New” in action drop down list, from either
group list or a given group detail. Following wizard then appears:

-
11 op atas o @ Yo sesie

Creation of a new Infra Group

Hame |New group

Status jlmp\emenlalmn

Organization | Demo ¥/

Business Criticity | I

Type list v

Description

Parent Group | Group of application ¥ |

Figure 53

Fill in all fields with needed information and click on [_N=2> ] A confirmation window
appears, asking you to create the new group. Then click on create Group.

39



Managing Documents

Documentsin iTop are used to load what ever electronic type of documents (images, pdf,
word, excel ....) and link them to different types of objects (infrastructure, contracts ...).
The “Document” menu displays all documents stored iniTop.

-
lTop Logged in as 'admin' (Administratar) <« Yoursearch
[MOgenzston: |
o - All Documents
Name Status Organizal tion type Contents
;“ doxeu implementation —Demo white paper Readme-0.9 beta. txt [ text/plain, size: 13918 byte(s) ]
v
Figure 54
- & -
When you click on A putton you get details for selected document.
-
ITOP Loggedin sk (Acriissato) Yourssarch
1 o] r
Document: doxcu
Name doxeu L )
Status implementation
Organization — Demo
type vhite paper
Description  tes|
Contents
bl v

Figure 55

Depending on format of this document, the browser may automatically displays its content
(gif, pdf, txt) else two web links alow you to open this document in a new window or
download it.

Asfor any other objects, you can review history of changes made on a document, including
different version of the uploaded file.
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To add a new document, you just have to click on “New” in action drop down list, from either
document list or agiven document detail. Following wizard then appears:

~

= Creation of a new Document

z
1'I'op e e
| Organzations

Hame |

Status implementation |

Organization | - selact one - b

type documentation bl

Description

Figure 56

Y ou can specify the organization this document belongs to, the type of this document and a
description.

The button “Browse”, allows you to select the document from your local disk and upload it.
Be careful, size of the document islimited to size define in php and mysgl configuration file
(see Administrator guide for more information).

Asfor any other objects, you can modify a document using “Modify” in action drop down
list.

Using Audit

AuditsiniTop are used to track the consistency of information stored in the application. For
instance “Do | have servers on production located on a site that is under implementation?”’
Thisfunction is key as it make sure that the process of documenting your IT iswell followed.
“Audit” menu displaysin atable all rules and the result of the audit computed real time.
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Locged 25 'sdmin’ . Your search Search
A
 Interactive Audit
= Audit Rule # Objects & Errors % Ok
& Devices in production 10z 102 [EEE 4
- 100 |
%
Figure 57
When you click on “# Errors’ for agiven rule, you get alist of object that are not documented
properly:
-
lTop Logged as 'admin’ 4 Your search
A
A = = Audit Errors:
[Back to sudit results]
bject(s
Class Hame Status Organization
B pCo1 —+Demo
=z pCO. —Demo
A 03 —+Dema
=z P —+Demo
=z —+Demo
=z cs —+Demo
=z PCO —Demo
i3] pCO —+Demo
B PCO3 ~+Demo
=) PC —+Demo
B PC1L ~+Demo
=) pCL —+Demo
g B izPC pC13 —+Demo
Terminé -
Figure 58

The administrator guide describes how to create a new rule to be checked.

Using Service Desk module

The service desk module allows you to document all service calls coming from end users.

Call can by assign to workgroup that would be responsible for making sure request is handled.

Those service calls can be linked to infrastructures and rel ated incidents.
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Service call life cycle

In order to enforce service desk processes, iTop includes alife cycle for service call object.
Moving from one state to another will require some action from support agent, for example
updating action log and resolution code before closing aticket.

Thelife cycleis described in following diagram:

Reassign this call

M A Assign this call Work on this call

A Assigned
{Unassigned) d Reassign this call Pragress

Figure 59

Viewing Service call

“Open Service calls’ menu displays all service call currently open for the selected
organization.

il Op oot T —
[ 41 Grganizations

Customer Type Status Severity

—» Dema

—+ My Company/Department

Figure 60

When you click on A putton you get details for selected service cal.
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.
ITO Logged in s admin' (Administrator) “ Yoursearch
. — -
[ 21 Grganzatons v —
servicecall: 5-000004

1

Service Call Ref 5
Title ’
Customer
Type
Status

Impact
Last update
Workgroup —+FLS Desktop

Agent ~+ salvador.dai@combodo. com
Action Logs
Resolution

Impacted Infrastructures RE?EtEd Indidents

<

i
I

K3

Figure 61

“Impacted Infrastructures” tab displays all infrastructures related to this service call.. You can
easily manage those relationships as describe in chapter “Managing rel ationships”

“Related Incident” tab displays all incident tickets that are linked to this service call. This
allows support agent to regroup alist of service call with aticket that represent the root cause
of the issue encountered by end users. Y ou can easily manage those relationships as describe
in chapter “Managing rel ationships’

Creating Service call

There are several ways to create a service cal: either using from alist of service
calls and selecting “New”, or from the detail page of an other service call and using

and selecting “New”.

A wizard then helps you to create your service call with severa steps:

-
il op e e e
A
O e a3 Creation of a new ServiceCall
n Title * New service call
.. Customer * Demo by
iy reguest

Description *

Creation date * 2008-09-25 23:24 |

Workgroup * FLS DeSktoé hd
Severity * low »
Tmpacted Tnfeastructure *
.
.
L] e
Figure 62



Y ou can add Impacted Infrastructure by filling corresponding field and clicking on as

many times as you want. Y ou can also use button.

Level of impact of the infra by the related ticket
Selected objects: secte:
[Pc13 - PO |
|PC12 PCO7 =
|PEN PCOS

PCOS

: PC10

PC14

PC15

PC16

PC17

PC18 <

Figure 63

Once selected impacted infra, you are prompt to enter the impact

InkInfraTicket attributes

Impact |

Figure 64

Once selected all impacted infrastructure click on to go to next step.
Y ou are prompt to enter if needed ticket related to this one and caller:

-
lTOp (s ot it e
A
| Creation of a new ServiceCall
Related Incident | [ Browse... |
u &
Figure 65

[ Add ]or [ Browse..

As for management of impacted infrastructure, you can use either

button to find your related tickets. Then click on
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Y ou are prompt to enter other information for the service call as type, impact, action logs ...

Logged n as adminf (Admiristratar) “ Yoursearch

=

Creation of a new ServiceCall

Type Server b

MNext update =
Impact

Resolution

Figure 66

Click on once done. A confirmation window opens. Click on Create ServiceCall
for validating the creation. The details page for the new service call open

o=l
Q It isimportant to make sure that members are assigned to the team corresponding to
selected workgroup, else you won't be able to assign this service call to an agent.

Updating Service call

Y ou can update a service call at any time, but fields you can modify depend on status of the
ticket.

Assigning or re-assigning a ticket to workgroup or agent

Click on IEEEZSIB button of the details page and select “Assign thiscall”. A wizard opens
to let you enter an agent.

Agent |- salactong - ¥

[ Cancel J [Assignthis call ]

Figure 67
Click on [LAssigntis esll | tr yafidating your change. The status of the service call changes to
113 m gnw”
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Working on a service call

When you are ready to work on aservice call you can click on BEEEEE buitton of the
details page and select “Work on this call”.

Relatedlncident‘ |[ Add... ” Browse.. ]
[ Cancel ] [ Waork on this call ]

Figure 68
to validate status change. New status for this service call is

Click on [ Woark on this call ]
“WorkInProgress”.

Resolving a service call

When the service call is resolved, you can closeit. Click on BEEZZE button of the details
page and select “Resolve this call”. A wizard opensto let you enter either aresolution:

Related Incident |[ Add... ][ Browse.. J

[ Cancel ] [ Resolve this call ]

Figure 69

Click on [ Resolvethis call | or olosing the incident ticket. Status is now “Resolved”. You
won't be able to change this ticket anymore.

Service call Dashboard

The green menu “ Service Desk”, displays dashboard for service desk module. It help support
organization to track:

Service Cal by type Service call by status
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™ Service Calls by status

Service Calls by Type

i ]
! :
=
:
) " b
Figure 70
Service call by Severity Service calls not yet assigned
r ) /= ~
Service Calls by Severity
Service calls not yet assigned
p—
R ik Customer Type Status Severity qope
Need
1@ s-000005 hT::_EEw 'Cnmpan;Dr:;anmant Server New low 2005052
(. 4 , )
Figure 71

Using Incident management module

The incident management module allows you to manage any incident ticket occurring in your
environment as describe by ITIL best practices.

It allows support agent to create workgroup, and different type of incidents. In order to focus
on most critical issues, they can use different level of severity. They can also easily document

infrastructures impacted and contact to be notified.
A Known Error data base alows to document resolution procedure for recurring issues and by

this way reduces the time to solve them.



Incident life cycle

In order to enforce incident management process, iTop includes alife cycle for incident
object. Moving from one state to another will require some action from support agent, for
example updating action log and resolution code before closing aticket.

Thelife cycleis described in following diagram:

T iy assign this ticket

(Unassigned)

Reassign this ticket

assigned work on thI.S u.cket Resolve this ticket Resolvad Close this ticket

Viewing Incident

Figure 72

“Open Incidents” menu displays al incident ticket currently open for the selected

organization.

iTop

=

Logged as 'admin’ 4. Your search

Search

8 object(s)

Ticket
Ref

o

B 9

HW E W E |

Title

Customer Type Status Severity Starting date
—+Demo D
—+Dema
—+Demo  Servi

—+Demo  Server \WorkInProgre: nediLr

—+Demo  Serwe

—+Demo

—+Demo  Serwe

~+Deme  Server New

Initial Situation

Figure 73

When you click on A button you get details for selected incident.
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-
ITop Logged as 'admin’ . Your search Search
All Crgsnizstions

Incident: 1-000004

Ticket Ref
Tite
Customer

Type

eeeee

Workgroup —+FLS Desktap

Agent —+george dumas@combodo.com

Impacted Infrastructures Related Incidents Contacts to Notify

Figure 74

“Impacted Infrastructures” tab displays all infrastructures impacted by thisincident. This
allows support agent to document how each of them are impacted. Y ou can easily manage
those relationships as describe in chapter “Managing relationships’

“Related Incident” tab displays al other incident tickets that are linked to this one. This
allows support agent to regroup alist of ticket with a master ticket that represent the root
cause of the incident. Y ou can easily manage those rel ationships as describe in chapter
“Managing relationships’

“Contacts to Notify” tab displays all contacts that need to be kept update during the whole life
of thisticket. You can easily manage those relationships as describe in chapter “Managing
relationships’

Creating incident

There are severa ways to create an incident ticket: either using BEEEE from alist of
incident ticket and selecting “New”, or from the detall page of an other incident ticket and

using | Actions - JPNY selecting “New”.

A wizard then helps you to create your incident with severa steps:
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Logged as 'admin’” . Your search

A
Creation of a new Incident

Title * iMyﬁrstmmdemh:kel
Customer * [Demo |
Caller *

e here the informavion
ing to the incident

Initial Situation *

Starting date * [2009-09-06 11:30 =

Workgroup * [FLS Network ¥/

Severity * [1ow ~|

Impacted Infrastructure * | | Add... ][ Browse..

’ |

Figure 75

Y ou can add Impacted Infrastructure by filling corresponding field and clicking on as

many times as you want. Y ou can aso use button.

Level of impact of the infra by the related ticket

Selected objects:

[Pci3 ~
|pci2 -
PC11

Figure 76

Once selected impacted infra, you are prompt to enter the impact

InkInfraTicket attributes

Impact |

Figure 77

Once selected all impacted infrastructure click on to go to next step.
Y ou are prompt to enter if needed ticket related to this one:
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Logged as 'admin’  “4 Your search
-
| Creation of a new Incident
RelatEdTickEtsl || Add H Browse
v
Figure 78

As for management of impacted infrastructure, you can use either LA9d | or [ Browse... |

button to find your related tickets. Then click on

Y ou are prompt to enter other information for the ticket as type, global impact, action logs ...

-
lTo Logged as 'admin' “« Your search
(T

Creation of a new Incident

| A8 Organwatons |

Type | server v

Current Situation

Impact

Action Logs

Resolution

Figure 79

Click on once done. A confirmation window opens. Click on Create
IncidentTicket for validating the creation. The details page for the new ticket open

€D\

S5 Itisimportant to make sure that members are assigned to the team corresponding to
selected workgroup; else you won't be able to assign thisincident to an agent.
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Updating incident
Y ou can update an incident ticket at any time, but fields you can modify depend on status of
the ticket.

Assigning or re-assigning a ticket to workgroup or agent

Click on button of the details page and select “Assign this ticket”. A wizard
opensto let you enter either a new workgroup and select an agent.

Workgroup | FLS Desktop v

Asent

[ Cancel J [ Assign this ticket ]

Figure 80

Click on for validating your change. The status of the ticket changes to
1] & gnw”

Working on an incident ticket

When you are ready to work on an ticket you can click on button of the details
page and select “Work on thisticket”.

[ Cancel J [ Work on this ticket ]

Figure 81

Click on [Werkontisteket | 1 idate status change. New status for thisticket is
“WorkInProgress”.

Closing an incident ticket

When the incident is fixed, you can closeit. Click on BEEEEEI button of the details page
and select “Close thisticket”. A wizard opensto let you enter either aresolution:
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[ Cancel ] [ Close this ticket ]

Figure 82

Click on for closing the incident ticket. Statusis now “Closed”. You won't be
able to change this ticket anymore.

Incident Dashboard

The green menu “ Incident Management”, displays dashboard for incident management
module. It help support organization to track:

Ticket by type Ticket by status

Incidents by Type g2 Incidents by status
Sarver

Assgned
Mesw
Closed

WorkinProgress

Desktop

Figure 83



Ticket by workgroup Ticket not yes assigned to any agent

Incidents by Workgroup Incidents not yet assigned
Managed by Workgroup Count = objectls) m
EXS et —+8 Ticket Starting  Initial
Rel

N F Title Customer Type Status Severity dats Sitation

o0 —tDemo Server Ney

Bl Wl

~..  —tDemd Server N

l

= —+Demo Server Ney

Figure 84

Using Change management module

The change management modul e allows change manager, change supervisor and change
implementer to deal with changes occurring in your IT asdescribed in ITIL best practices.

It allows those people to define which infrastructure will be impacted, and who will need to
be notified.
It al'so document outages in advance to inform end users.

Change life cycle

In order to enforce change management process, i Top includes alife cycle for change object.
Moving from one state to another will require some action from change manager, supervisor
or implementer, for example planning a change

Thelife cycleis described in following diagram:

Figure 85

Viewing changes
“Open changes’ menu displays all change ticket currently open for the selected organization
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Logged as 'admin’  “ Your search Search
-~ =
3 Search
Ticket Ref Title Customer Status Planned Outage Start date Change Type
B —+Demo Scheduled Mo
;J‘ ) —+Demo
il —Demo  Mew Mo

Figure 86

When you click on A putton you get details for selected change.

% Change: CM-0000004 i A

-
lTop Logged as 'admin’ . Your search Search
AN Orcarizatons

All Crgsnzstions 8|

Ticket Ref

Title

Customer
Change Type
Domain
Reguestor
Change Request
Status

Planned Qutage
Risk Assessment
Last update
Start date
Waorkgroup —+FLS Desktop

management issues

Agent — george, dumas @combedo, com
Supervisor group —+FLS Desktop

Supervisor —+ george, dumas Ecomboda, com
Manager group —+FLS Desktap

Manager —+ george, dumas @comboda, com

e wil install pate
Implementation log
And

Fallback plan

atch
= Impacted Infrastructures Cuntacts to Notify

Figure 87

“Impacted Infrastructures” tab displays all infrastructures impacted by this change. This
allows support agent to document how each of them are impacted. Y ou can easily manage
those relationships as describe in chapter “Managing relationships’

“Contacts to Notify” tab displays all contacts that need to be kept update during the whole life
of thisticket. You can easily manage those relationships as describe in chapter “Managing
relationships’
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Creating a new change

There are severa ways to create a changeticket: either using EEEEEDE from alist of change
ticket and selecting “New”, or from the detail page of another change ticket and using

| Actions - JPY selecting “New”.

A wizard then helps you to create your change with several steps:

-
lTop Logged as 'admin' . Your search
A
5 Z Creation of a new Change
Customer® [Deme B
Title * | My first change |
Reason for change * I |
Impacted Infrastructure " || Add H Browse ]
¥
Figure 88

Y ou can add Impacted Infrastructure by filling corresponding field and clicking on as

; Browse...
many times as you want. Y ou can also use button.
Level of impact of the infra by the related ticket
Selected objects: Available objects:
[Pci3 | [PCOG |
|PC12 PCO7 e
PC11 PCOS
PCOS
PC10
PC14
PC15
PC16
PC17
IPC]B %
Figure 89

Once selected impacted infra, you are prompt to enter the impact
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InkInfraTicket attributes

Figure 90

Once selected all impacted infrastructure click on to go to next step.
Y ou are prompt to enter other information for this change:

iTop

Logged as 'admin’ . Your search

#|  Creation of a new Change
| 40 Qrganzarons v
Change Type Routine bt
e Do Desiaop_v]
Management Requestor [Dumas v |
Creation date =
Last update =
Start date m
Closed Date =
Risk Assessment
Workgroup FLS Desktop %
Supervisor group | FLS Deskiop %
. Manager group FLS Deskiop
: Planned Qutage No |
[l it Management
F Change Request
m Change Management
’ |

Figure 91

Lreduon o1 d new vnanyge

Logged & 'sdmin’  “< Your search

~l ~
[ Organzspans ¥
Final step: confirmation
= Welcome
® Configuration Ticket Ref
Management Title My first charige
Customer — Demo
Change Type Rotine
Domain Desktop
Requestor —+ george, dumas @combodo. com
Change Request
Status New (Unassigned)
Planned Outage No
Risk Assessment
Last update
Start date
Workgroup — FLS Desktop
el Agent — george, dumas@combodo, com
Supervisor group  —FLS Desktop
- Supervisor —+ george. dumas @combado, com
Manager group —+FLS Desktop
HManager —+ george, dumas @combodo, com
Implementation log
Fallback plan
]
= ) ]
Terming F

Figure 92

Once done, click on , you are prompt with a summary window that let you create
your change:
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@ It isimportant to make sure that members are assigned to the team corresponding to
selected workgroups (implementer, supervisor, manager); else you won’'t be able to assign
this change to people responsible for implementing, supervising, and approving this change.

Updating a change
Thelife cycle defined for a change ticket allows you to follow you change management
process.

Validating change
Once theticket created you can validate that the caller is allowed to request this change or

reject it. To do thisclick in details page of the change ticket on BRI ond select either
“validate this change” or “reject this change”. A window similar to the following one prompts
you to confirm your choice:

[ Cancel ] [ Validate this change ]

Figure 93

Planning a change
Once validated, you have to plan your change. To do this click in details page of the change

ticket on ML and select “Plan this change”. Y our are prompted by awindow asking
you to define the risk, what will be implemented, as well as the fallback plan.
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Implementation log

Fallback plan

[ Cancel ] [ Plan this change J

Figure 94

Approving a change
Once a changeis planned, you can approve it or not. To do thisclick in details page of the

change ticket on and select either “approve this change” or “Not approve this
change”. In case you don’t approve it, the change will have to be planned again. Else the
change status is changed to “ approved”.

Implementing a change
Once a change is approved, you can implement it. To do thisclick in details page of the

change ticket on and select “implement this change”. A confirmation window
appears.

[ Cancel J [ Implement this change J

Figure 95

The status of the change ticket is now “implementation”.
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Monitoring and closing a change ticket
Once a change isimplemented you can either monitor it, for instance to check that everything
isfine, or close it directly. To do this click in details page of the change ticket on

and select either “monitor this change” or “close this change’. If you decide to monitor it, you
will haveto closeit after.

Change dashboard

The green menu “ Change Management”, displays dashboard for change management module.
It helps support organization to track:

Changes by type

Changes by status

2

Changes by type

Approved

Routine 4

Emergency 4

Changes by status

Changes by workgroup

Figure 96

Changes not assigned

Changes by Workgroup

Managed by Workgroup

FLS Desktop

Changes not yet assigned

Count

= Ticket Ref Title Customer Status

Figure 97

Using Service management module

Planned Change
Type

Outage Start date

The service management module allows service manager to deal with the service definition
and provider manager to manage their contract with third party provider.

It allows documenting all services provided by a given provider, and which organization is
using it.
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Y ou can also document all your contracts with service providers, which infrastructure are

covered, cost of the service, and contacts managing it.

Viewing services provided by an organization

“al services” menu displays al services provided by selected organization

=
lTOp o o vousearch
| A Organizztions

Service Category

Figure 98

When you click on A button you get details for selected service

-
l I 0 Logged in as 'admin’ (Administrator) “Yoursearch

eee—a || |
| Ao ~

Crganizations

Service: Support Database

Hame Support Database
5ta 2
Provider —+ France Telecom
Service Category Appication
Type Support
Status
el.
Description
Cowi
T Contracts
2 object(s) [ Actions - |
Name Status Customer Service Provider Service Service Level Type
1 support for Database —~+Demo — Suppart Database France Telecom ron. Suppart
B test —+Dema —+Support Database ron: Support

Figure 99

Creating a new service

There are several ways to create a service: either using BEEEEE from alist of service and
selecting “New”, or from the detail page of another service and using | Actions . JPRW

selecting “New”.
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A wizard then helps you to create your service:

-
ITOP o e e @ Yoursearch
A
[l e = Creation of a new Service
Name
Provider - selectone - M
service Category [End-Ussr v
Description
Type Support e
F
L}
L]
N o

Figure 100

Once done, click on , you are prompt with a summary window that let you create

your service:

Viewing contract used by a given organization

“al contracts” menu displays all contracts between selected organization and providers.

Logged as 'admin’ 4. Your search
~
Search
2objectts) | Actions .|
Name Status Customer Service Provider Service SE::':f Type
ﬂ Support pour Orade MNew — Demo —* Crada Appiication e Bronze Suppart
suppart
= Support pour Orace
5 Sprcrtpotr Crada New  —+Demo  — Server management Sitver Hardware
s
Terminé

Figure 101

When you click on A button you get details for selected contract
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A A

-
lTop Logged as 'admin’ .. Your search Search

Contract: Support pour Oracle

Name Support pour Oracle
Status Nev w

Customer —+Demo

Service —+ Oracla Application support

Provider
Type Pl
Description

Team —+ Application support

Cost

Cost frequency

Date of move to productios

Date of end of production
Version number

Covered Infrastructures Contacts Documents

Mo obiect to display.

Click here to create 5 new InfraContractiinks

Terming o

Figure 102

“Covered infrastructures’ tab displays list of infrastructures covered by this contracts, as well
as coverage window 24*7,5*8 ... You can easily manage those relationships as describe in
chapter “Managing rel ationships’

“Contacts’ tab displays all contacts for this contract and their role. Y ou can easily manage
those relationships as describe in chapter “Managing relationships’

“Documents’ tab displays al documents related to this contract. Y ou can easily manage those
relationships as describe in chapter “Managing relationships’

Creating new contract

There are several waysto create a contract: either using BEEEEE from alist of contract

and selecting “New”, or from the detail page of another contract and using | Actions . JPRW
selecting “New”.

A wizard then helps you to create your contract:
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lTop Logged as admn’ “. Your search
i ~
| 40 Drgznz=tons v
——— Name ‘My contrac
Cust v
B Wekome ol @_emc_i\i
®m Configuration Service Oracla Application support |
Management =—
i Team Application support ¥
Servemievd
Cost unit Glohal ~|
Cost frequency [-E)nce V-l
Cost \
Currency Euros V|
Description
E Date of move to production =
Date of end of production =
Type Support ¥/
Version number ‘T ‘
-_Ne)ﬂ» -lesh =
[ m— s . o
Termine +

Figure 103

Once done, click on , you are prompt with a summary window that let you create

your contract:

2l Orgznzatons v

u Welcome
® Configuration
Management

m Incident Management

r O

B Change Management

B Service Management

b Nimmmeisfine samtesche

|»

~

Creation of a new Contract

Logoed as 'admin'  “4. Your search

Final step: confirmation

Name

Status
Customer
Service
Provider
Type
Description
Team
Service Level
Cost
Currency
Cost unit
Cost frequency

Version number

Date of move to production
Date of end of production

Create bizContract

My confract

Hew

—Demo

—+ Oracla Application support
Qracle

Support

—+ Application support
Eronze

Euros
Global

Once

Terming

Updating a contract

Figure 104

Y ou can use Modify functionality to change value for attributes, but to move from one state to
another, you have to use life cycle actions availablein | Actions - JRSRN)
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Service management dashboard

Contract by service level Contracts by status

Mew

Support

Production

L > . i
Figure 105
' Ny
Contracts ending in 30 days
Mo object to display.
—+ Click here to create a new Contract
L v

Figure 106

Importing massively data

In order to ease management of ClI and their relationships, iTop is providing a massive data
load functionality that allows users to create any object using csv and excel files.
Thistool can be used for adding or updating objects.

L A B C 5] E F G H [ | K =)

1 [mme Mgmt IP Default Gateway Status Business { OrganizatiiLocation |Brand Model OS5 Family OS Version |Serial —

2 |domino.combodo.com 10.22.281 In Production medium 1 21BM Power 520 AlX 41 84527

3 [srv10 1022281 Production Candidate high i 2/IBM AlX 4.1 =
ESEnE 10354 (1022281  Production Candidate _high 1 21BM AX 4

§ Jsnvi2. 1022281 Production Candidate  high 1 21BM AX 41 | |

6 |sn13 1022284 1022281  Production Candidate  high 1 2/IBM Al 41

i | |

Figure 107

To start massive import, click on “CSV import” menu on the explorer frame. A wizard helps
you to massively load you object.
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First step consists in selecting object you would like to load, and pasting data from you csv or
excel document. First lineis used to represent name of the attributes to map those data with.
The wizard will automatically find separator.

iTo

| Dame w|

Bulk load from CSV data / step 1

Logoed as ‘admin’ <. Your search

Search

| bizServer - Computer Servers

|¥ame

Mgmt IP Default Cateway Status

Location
ipment pumber

Brand

Model 05 Fem

Humber of

4x120Gb 200Gk

8.1 Production Candidate 2
Power 52 2

Production Candidate high 1

L. 355 § Power 520 Express
Production Candidate 2

4

Production Candi high 1

rexr 520 Express

[pkey, Name, Mome. TP, Default Gareway,Status,Business

|Fwimsmimer Awemarsaseian Tamessmimn Deand Madel G5 Tamd il

e ‘

| Mext

Figure 108

Second step consist in validating field mapping. If header was not good in previous step, this
step helps you to define good field value using list. Thetool also select automatically primary

keys for reconciliation, but you can changeit if required.

iTop

Logged as 'admin

"< Your search

| Demo

el

-

Guessed = of lines to skip: 1

Target: 5rows
[Name [rk]
| Mgmt IP
|Default Gateway ¥
Status ¥ O

oduction

| Business

i@gam‘z;ﬁa
Lo

j"Brand %] O B

Model %] [ power 520 Express

10,22,28.1

Production Candidat

#] 1 medium hih high

‘OSE:;!’]W{ ~| O axx Al ATX
OSVersion v 041 4 4
SerialNumbsr  |w| [ s4s23

| Shipment number vl (|

\_Nﬁg_{jgl :} [ Power 520 Express  Power 520 Express  Power 520 Express
Number of CPUs | 14

[Memory Size ] O sct

8Gh a6b

Terming

Figure 109
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Third step displays result for data analysis. The wizard at this level tells you what we be
updated if already stored in database using green color highlight, and what will be created.
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l I op Logged as 'admin' “4. Your search
@ EviL Wia3m ML L . e mA 2
. . . Production . .
srvl2 10.22.28.1 Candidate high 1 2 IBM AIX %3
m Welcome
® Configuration P s i Production ¥ 5
Mot srvi13 10.22.28.4 10.22.238,1 jyai " high 1 z B AX 41
Column consistency
Check...
Sl S Default Business 05
Reconciliation Status Name Organization MgmtTP 20 Status ‘L UCR® Location Brand Model coihy
— _ medium Power
iggndamutth LIIEdGTcle domino.combodo,com 1 10.22.28.1 ;’:adufban (previous: 2 IBM 520 AIX %
e = medium) Express
, Power
5 t Produc
%‘lﬁ;‘ b Creats srv10 1 10.22.28.1 C;(n“d“‘d:fa” high 2 IBM 520 AIX 4
Express
Power
Produc oy
= %ﬁ;"m Create srvit 1 10,354 1022.28.1 'c;ndd“";:fg high 2 IBM 50 AX 4
Express
7 Power
. Product
g’?:f"”"‘ Creats srvi2 1 10,22.38.1 [0 F?;‘ high 2 IBM 520 AKX 4
e anaas Express
L}
] " Poiner
%‘f‘;‘ 2e Create srvi3 1 10,22.28.4 10.22.38.1 f.:‘ndd“";:fg high 2 IBM 50 AX 4
Express
| | V=
¥ = L
Terming &
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Management
vl 10.22.28.4 10.22.28.1 E’c_?nddll‘égff high 1 2 IBM A 41
Processing...
=l = A 5 Default Business 5 7 0s
Reconciliation Status Hame Organization Mgmt 1P DU Status (USHCES Location Brand Hodel 0% |
e Y medium Power
ﬁﬁ‘f"d"ma"h fp_d?c‘e domino. combodo.com 1 0.22281 91 o frevious: 2 IBM 520 AKX <
il L £ TodUCIoN medium) Express
- - y Pawer
Sorant  CooRd 1 10.22.28,1 OEOn gy 5 BM 520 A -
g Wl S Express
) Power
= %D-‘E;[”“ Coented Juy 1 10.3.54 10.22.38.1 f'_“"j”é??” high 2 BM 50 AIX ¢
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= 4 o Pawer
Objectnot  Created _.o 5 95 54 1 Production , A .
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. - Power
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