
N(i)² HELP DESK

The N(i)² Help Desk management module offers end-to-end Incident
Management and Problem Management to pro vide Absolute Visibilit y
on tiered support in an ITIL fr amework.

Built around the N(i)² Multi-domain CMDB S ystem and its
contextualiz ed views, support managers are able to map
dependancies and “get the big picture” when analyzing data on
incident/problem handling, for an enhanced understanding of
trending and support metrics.

Help Desk is comprised of a web-based self -service, incident
management thin client, integr ated with a problem management tool
for support technicians to handle. They combine to allow technical
support to address incidents and problems while sharing information
across IT domains.

Incidents ma y be gener ated through the web , email, telephone,
desktop client, or triggered b y an ev ent from a network or system
management tool. N(i)²’ s highly flexibile feder ation capabilities
allows for seamless integr ation with multi- vendor IT applications and

domains.

ABOUT N(i)²®

N(i)² dev elops ITIL -based softw are for ICT infr astructure
management, giving IT managers unprecedented visibilit y and
control o ver infr astructure, service, and business la yers of oper ation.

Uniquely positioned in the IT Management mark et, N(i)² adds v alue
to existing IT Service Management solutions b y identif ying how
services are connected to underlying ph ysical and logical
infr astructure components. The softw are identifies all resources and
visually con veys what they are, where they are, and who depends on

them.

For more information, contact us:

information@ni2.com
www .ni2.com

Softw are for ICT Infr astructure Management

INCIDENT AND PROBLEM
MANAGEMENT • REPOR TS •
KNOWLEDGEBASE • SLA

HELP DESK

N(i) 2  SUITE:

Multi-domain CMDB S ystem

DESIGN MODULES

Data Center Design
Asset Design

Service Design
Network Design

Structure Design
Logical Connectivit y Design

Physical Connectivit y Design
Organization Design

MANAGEMENT MODULES

Help Desk
Asset Management

Change Management
Release Management

DISCOVERY MODULES

Asset Disco very
Network Disco very

App . Dependency Disco very

+3rd Party APIs
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Multi-contextualized views give
support technicians the “big picture” • Understand hidden

dependencies on incidents
while doing diagnostics

• Interfaces seamlessly with
any multi- vendor IT SM tools

• Build known-fix models for
future use in a
knowledgebase

Manage smarter:

• Pull reports to spot
trending and get on top of
outages before they nega-
tiv ely impact the business

• Service Lev el Agreements
(SLA) in conjunction with
Asset Management

• Assign Manual T asks in
conjunction with N(i)²
Release Management

The N(i)² Help Desk management  module pro vides  powerful visualization tools to assist problem

management and align all IT domains in volv ed in support; all while eliminating inefficiences, introducing cost

certaint y, and pro viding customers with a streamlined web interface for ease in reporting new incidents

Help Desk goes bey ond the standard abilit y to tr ack tick ets in a
tiered support structure. Lev eraging off the N(i)² Multi-domain CMDB
System, support technicians ha ve Absolute Visibilit y on infr astructure
and its dependancies, as well as powerful visualization capabilities,
to allow for quick er, smarter problem resolution.

Maximize the efficiency and cost-certainly in providing
support

Problem Management at the 2nd and 3rd lev els can tak e adv antage
of N(i)²’ s adv anced modeling capabilities  to quickly test theories in
“What If ” scenarios to get to the bottom of particularly challenging
problems. The scenarios can be sa ved and used to model solutions
and “known fix es”, dynamically creating a knowledgebase for quick er
resolution in future.

Working in concert with N(i)² Asset Management (where support
contr acts, dependancies and outside v endor responsibilities can be
uploaded to the CMDB); and N(i)² R elease Management (where
manual tasks ma y be assigned to support staff ) Help Desk can be a
powerful tool in maintaining cost certaint y and maximizing
efficiencies in an y support context.


