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Outline of Senju Service Manager(Senju/SM)
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Outline of Senju/SM

Servicedesk tool 'Senju/SM

® Realize the operations processes required by ITIL® and 1ISO20000 (ITSMS).

® While reducing workload, this tool improves the quality of IT services and creates a service desk capable of
responding quickly and accurately to diverse information from system users and system management tools.
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Outline of Senju/SM

Easy to implement through web base

@ [nstallation of the software for the client is unnecessary though web-base application.
® Implementation, version up and the maintenance is easy.
® Plural construction of the WEB server depending on system requirements is possible. Scalable constitution is available.

User friendly interface

® User interface is simple and unified. User can operation intuitively.

Customize screen for each requirements

® Depending on duties requirements, addition, deletion and change of the screen item for users is possible.
® Customize Inquiries/Request form for end users flexibly.

Reduce the management load

® Manager can easily check the number of task and the time limit of each operator.
® Manage incident from user and alert from system unitarily.
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Outline of Senju/SM

® Record and reference the process ® Checklist
Process Management ® Management classification information ® Senju Service Automation
® Management status ® Approval of process record (Approval flow)
® Record and reference the progress ® Approval by end user
® Output report ® Reference the response history
® Escalation ® Escalesion by mail
® Request/Approval of use Configuration Item ® Auto record of approved Configuration Item
® Request/Approval of disposal Configuration ltem ® Hierarchical management and auto count of Cl
. . ® Search/Reference of Configuration Iltem(plan/history) ® Search of linked process record
Conflguratlon management ® Link of plural Configuration ltems @ Search of linked knowledge record
® Record/Search/Reference of operators ® Schedule management
® Record/Search/Reference of managed node
® Record/Search/Reference of accounts
® Record/Reference of history information
® Record/Search/Reference/Approval of Known error @ Link process and records
K | d ® Record/Search/Reference/Approval of FAQ ® Link to Configuration management
howledge ® Record/Search/Reference/Approval of file library ® Open knowledge to end user
® Record/Search/Reference/Approval of link list ® Open knowledge to guest user
® Task list ® User - setting
® Link task and schedule ® User - information
@ Screen for end user(Inquiries-Request) ® View and access control by screen policy and role
Common function ® Schedule(User-System) ® Collection of operation logs
® Bulletin board (share Information) ® |Information disclosure for each system
® ToDo ©® Password management
® Message memo ® Correspondence for https
Create SLAM chart Highlight SLA beyond the threshold
( ) View SLAM chart List the process records
Auto reference of multiple SLAM charts List the event records
Analysis Process Management
( L|nk Wlth other t00|S ) Search the records which is issuanced by Senju Service Automation
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Process Management
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Process Management (home)
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Process Management(Service Request)

® Management such as access requests, account lending requests by Request/Approval function of the Process Management,
® Display required items for every application contents to management variety requests. It makes prevent of input error, and

reduce work load.
o Utilization as the evidence is possible by leaving an application history.
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Process Management(Service Request)

] e o = | [E -
Simple Inquiries, Simple Request(End-User screen) O O Frvrramomiieiort « o[ #.- 5.

® Simple inquiries screen for simple inquires and requests from end users. L S
® Reduce service desk work load by end user issues tickets directly. weods h e AR EREET S,
. . e R L] a;mﬁ_.|mr/1n_ v|5,,5,A
® Reference status of inquiries directly. =
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® Flexible workflow is available wm—-n s
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Process Management(Incident management)

® Manage Inquiries(Incident) from user and alert from system unitarily.
® Pursue prime cause by linking with Knowledge management and Problem management.
® As for multiple incident detailed screens, the simultaneous view of the screen is possible
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Process Management(Problem management)

® Incidents that were not solved by known error is escalated to
Problem Management process, then prime cause are pursued.

® Manage the problem that occurred and prevent an incident
recurrence.
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m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved. 10



Process Management( Change management)
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Configuration Management

® Manage configurations such as a server or the rack about the
System / Project and various apparatuses as a “Configuration

Item”.

® Infrastructure information which need to service desk is
concentrated as Cl.

® Discover unjust setting by applying/approving for a use/disposal

planned apparatus in conjunction with Process Management.

® Layer each Configuration Items. For example, define the layer of

racks, outlets and servers and total the power of the server

stocked in some racks automatically.

Flow of recording Configuration ltem

Create new Configuration ltem
Record as the reservation state
Request records by Service Request Process

Approval following the Approval flow

Formal record on that Day

m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved.

EEEE

TRAMEPIPT RLAEDREEESH/WERZEELET.

—ERBRCBFBFY MI—O0REELET -
v NI—HICHITBFRAT S EREHRRRA T 7 A LICRE LET

SATLATHATIVI MITFEERLET.
HWETS/ WIC
YRR T I/AET I EERLET.
EECozfE. HEROHESREZEELET.

EZEFREORIS. HESTEELET.

» | RANNA—FOT 7
By hI—2
LR N R
frmng 3 SATLFAOUE
09:00 -1 NI
H R+ NiEaE]
09:00 -1 gf Rk X
AR
wovEer
08:00 -1 gp—
09:00 - 1 D ERFIFL12
/-
09:00-1
WBERPATAL3
09:00 - 1 W BRI AT 14
09:00 - 1 TERPAFLIS
W ERF AT L6
BRFATA17

RE

09:00 - 1

FELETHDY MEBEEELET.

wETT =10
—

SATLE
SHIATL

BHZAFL H—)(—022

S

Vi
>

i BREFAN

a http://ssmsvr0l/ccfsp/T ~ G | ...

AR I I\— e PRGEEF x o SER Y —) 02 3(Server022)

I SAFL[BHEATA | -
7L | [V
AL | EnoRs

W7k H—/1—023 H—J(—-022

BRRRE ( =R 2017/12/25 2017/06/08
PPN BETAFLID BEP A L5 2 e 18:00 10013

[EESEZCON serverrackol G501 i T 19215006

< FREEEE APLY—)( webs—)t
= T ALZE 1000GB 418GB

.
Chose connection apparatus E“*l After | | Before

Configuration Management schedule




Knowledge(known error, FAQ, file library, link list)

® Regist and refer the known error, FAQ, file library and link list.
® Reduce the number of the inquiries from end user and service desk

duties by an exhibition of Knowledge.

® Refer an approved knowledge (top 10) from Knowledge dialog.

Open Knowledge

® The User without an account can refer to FAQ without login.
® Reduce management load of account making and the deletion.

E%E | English

|
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Task Management, Schedule

® List user tasks, grasp something that must be done.
® Displayed sequentially in a closing time limit.

® User can refer the task of other users in the range of the group where a

login user belongs to,
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Task list on home screen

® Manage of User schedule and System schedule

® User can refer the other users task in the range of the
group where a login user belongs to

® Reduce the risk of an omission of task and correspondence
delay by taking a time limit in a schedule automatically
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Other functions
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Escalation, Mail-template

Escalation

® Make escalation the process record to y
other users. —

Frotil

® Escalation seat, comment, and email sl =8

transmission setting are possible

® Save the condition and the order of the
escalation indication is possible

® Reduce mistake and load of escalation
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Mail-template

® Extract only a necessary item and generate the email text
automatically. Prevent a work load, an input error

® Designate yes or no of transfer and transfer method on a mail
separately respectively in [TO] [CC] [BCC] [title] [body].
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Request/Approval (Request flow)

® Choose from TRequest 'Approval I Confirmation) Operation F'Return

® Possible to return to the optional person by I'Return
@ Status of the Approval flow can always be confirmed
® Realize a flexible flow by limiting the recognizer of the next route

l

Issuance of tickets

Approval/Rejection

v

Approval/Rejection/Return

Approval/Return

Q Request Approval Agglrlgvsal Approval
Developer Developer Developer Operator Operator
Manager
g Re-Request/ Manager
CEEs Approval
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Choose Approval flow
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Request information

Conform status of Request flow
(Approval flow log screen)



Check list

Reduce the judgment load of the user, prevent omission of correspondence

List the tasks which runs automatically according to the incident information.
® The checklist which agrees with the condition at the incident registration is reflected automatically.

® Simulate which checklist is applied, when adding a checklist newly.
® Reduce the judgement load, and operation process is standardized.

Check list Manage contents and confirmation as logs

Simple check list Manage only implementation
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Check list is indicated, if input
contents and reload screen
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Remind mail (approval status+ time excess)

Approval status

® Email the status of approval to applicant and operator, when

approval haven’ t done.

® Prevent an omission of correspondence to request. Smoothen

an approval flow.
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Time excess

o If time passes, automatically e-mail and notify the person

in charge

® Prevent an omission of correspondence to high importance

incident.

= JOtAEE
T
AT
| el | YATLE BYATh
| Rt AR (7ot
ot
& RTRERADL-LER e B— L RER S [T A
RIEH 2013/02/08 10283 T pp—— —
AF—E2 @ =
IR GR 013/02/c8 107858 PP ——— 2 @ Oy

m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved.

[rmenEnEE|| [ 22
YATLE RUAT L - ﬂ e
wieTEE  -@ oo -m
T - e @
25— RIA -5 |
PIRFHR - 3l

for each screen

a =3 htp: /tocalhost/c

HG—3: 20— F‘ﬂ‘ﬂ!ﬁ(ﬁmﬂ

Record log of remind mail

] R ~aftam ][0 [

Edit remind mail on
maintenance screen

~ WA
T
/ B4 SO-SAHLET
BHENE 2012111707 BTV 1010
-5 RAITIS
- HAMmE it A
i 0 oo 00 WE
HE 2012711407 SHEERY 1010
ST
-2
&3

FTM: HTEN ~ AW ) T8 —a I Fou ) 2H(0H) MBF U2k (o)
FEEsE HRE5 AT 5 [ VEr
2012/11/07 101000 $EEAIE Ha
2012/11/07 10:1012 =AM BN
2012711707 10:10 sz-ysum HED BILET,
e
a S hiepilocalhostccisp/ITIL Process/Zd et process_setall.asp p-ex|

e,
-5 _[ A=l | BR[| [ ][ ] - | WO _]

* v xRN -v
AT T

WBACE

SO-T
* FauPURE ' ‘

alfl!!l

el jntzm»sﬁxuéniu;c ABEOCREDELSHEOHLET,
WA MCEWT .
- 2hazsa| LI—FID:0000000000000019
w | VAT L SSMPIEIY AT A
LEes | S4ML:TO—8/MLRR
L #22 A B$:2012/11/07 10:10:00
T QERE bLE
e | TRAAL—Yav sk LEIEaS
AT
A2 [:')“/H
S| RS EOTLET
7 M ESEVELES,
https://localhost/ccfsp/menu/login/login.asp?Displd=02010003&1
__| d=0000000000000001

B R DR AR SRS

e ]
BB 2012/02/08 192114
ISR 2012/62/12 102831
B @ — Ll -t

MO i
Es

hz 1 B & RE

Set rule and condition =~ |+ = °

Lt TR -~

il

10 BMH R RE ~ —ESH-LAFAD

2 FA D

—ic
T =R FR ) =~
T AFAD) ==

3 7 B 5 MRk v P=EIFAOER
=it =g AF A0

] [Fcmn ] |

=t Set the elapsed time from
Issuance of tickets, mail

e address and comments

E® neTar,
- F 200 ﬁ*?ixﬂ: J

—irs
] DT AR T
s e #ﬂxﬂ'&rd?\

ol T 22— —fE@En< - (5]
il YFOBRIE WRERLE -

!

= =)

]

19



SLAM chart

SLAM chart

® Making totals the incident which occurs every day by the condition set in SLA, and indicates a SLAM chart.
® Set the threshold and blinking alert. SLA violation is prevented and high—quality service is offered.
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Process analysis

—
S Microsat Excel - Baok!
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® Output the report about Incident, Problem, Change e N ——

process according to the analysis condition. e BT T
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® Grasp improved point by confirmation on an analysis e ——

reports.

® Analyze by optional two items. Establish the analysis
item flexibly according to the destination.
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External Link (auto mail import, link other management tool)

External Link

® Import information from mail, management tool and other tools to Senju/SM
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Multi-lingual

Operation by multi-lingual became possible to establish it every user.

Establish language for every users.
Label, Button and Message are indicated by a designated language.

[strs—% | Fmems || 00— || A-iLinis ||BERE] | FLoveE |[EEE | [§0 wE| DC -5 || SHowm Ry | s |
~ EAER ~ TAL— 3 ER
L7+ 0000000c00000001 2752, Bt Ak Japanese
AT MEEETLATL o it 18
B SERIATFUR =
FERH 2050220 ACEBERI 101010 A=A
REATE 201502727 BEHER 202020 - SRR ‘mmE: | ol | ] | I | [ | | — | [ = I | " ]
. e L — MLERF: || +LoUBlE | [HEELN | ARR| RE| -85 | REOEBCER | BACS
I Eidn D] asn 0] @& PEHEEMdIe00T - -
SR 2014702720 SHIEERR 101000 5B Srralioot w IR’]L‘" _T.fa_.f m#ﬁ
s in 18 HITFER1 2015/08/01 TR 001
2] WITFRH22015/08/02 TR 00 L%% ';-T-j?f_ Tﬁ_
FERH
" TEAR2
g -
5]
. = S
Correspondence L it || Application | | Close | [Send Mall] | Resister Relsted Record| [Appl Knoledes | |Output Report | [Dekte] | Edit | [Resister Gopy| [Refresh] [ hes
~ Basic Information ~ Escalation Information
Recerd Id 0000000000000 T Statis #H Crester $571< 1§
Syt AR RE 27 L e T B
En Iish Tre BARELL TR Sl
g Creste Date 2015/02/20 Create Tire 101010 [s==10=0g
e 2015/02/27 i s 202020 + Classifiation Information
P S —— e Chesiitstin,
. . . [Cleg]
Mail Register Relates Record Apply Knowledge Delete Edit Copy | Refresh | Close |}..
. . - e St cono
+ Applicant Information 0z i o
' .
organization B
=

m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved.




Multi-browser, Multi-device

Break off delay and stagnation of operation by minimizing limitation of place and time.
® Refer incident information, make escalation and approve an application flow at a mobile device.
@ Even in outside or nighttime, reference and approval of the record contents from smart phone is possible.

. Google Chrome, Firefox, iOS-Safari, is available
Function All process and functions are available as Internet Explorer.
s document print of Excel format doesn’t support.
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Senju Service Manager
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SLAM chart on Chrome
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Request screen on Firefox
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Maintenance screen

Reduce the load of the maintenance by divide the authority.

® |t is setable with WEB base (drag & drop) in screen customization, label editing, control information.
® Reduce the load of the whole manager and improve operator convenience by limiting maintenance authority.
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Maintenance( Group, User, Screen Policy, Role)

® Define User, Group, etc:--.

® Define login user.

(UserlD, authentication method, grope membership, screen
policy, account grope, name, role, etc-:-)
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EETLS OFET3 © sLan
BEEH

M P

TR
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BEE

Screen Policy
® Define screens which each

User B 1

user can access.

User support group

Maintenance group

Manager group

Incident management

Incident management
Problem management

Incident management
Problem management
Analyze

Maintenance

® Define the function screens which each Policy
user can operate.
Role

Record
Reference

Record
Reference

Record
Reference
Approval
Close
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Senju Service Automation

® Manage the user approval according to the flow.

® Run the job and RunBookAutomation according to approval on Senju/SM.
Automation form Request to operation. Reduce risk of an operation mistake and

also notiﬁ execution rﬁmely. Q

R ERAREE ARL—%

(DRequest Approval Sreport result
®conform result ! ®Auto operation D

Senju Service Senju Enterprise — Senju DevOperation

Manager Navigator Conductor

Senju Service Automation

® Search for frame/net/job definition for one week of Senju/DC from Senju/SM

and stick on new requests.
® Request for frame/net/job of Senju/DC, and add a request of the change of

the run time for job and net.
® More detail confirmation are possible by the list of job control request and job

definition search.
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Request the auto run for five

functions of Senju/DC




Market information

System Management / Asset Management Service Desk/Incident Management

Other o
26.4%

R = RH2

| | 7]
1@ s 50.8%
2 1.54 6.4%
0.77
1.18 z
3 0.68 : 1.1%
. 1.00 M
0.74 0.3%
5 092 4 Service desk / Incident Management (2017)
0.86 NRI
6 Other -
1.00 __
25 0% 18.6%
, 0.75
20.25
0.63
8 0.88
v s
0.52 4.7% .
% w013 1a.8%
z
41
10 0 0.97 1.8%
Q M
0.1
=018 0.45 9.8% 15.5%
1388 038 System Management Tool [SaaS] (2017)
Quote from:Nork Research Quote from:ITR Market View 2018
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Management PLATform

LAT

d by Se@ Family

mPLAT/ SMP (IT Service Management Platform)

3 steps to start

® Save initial cost I — get ITIL service desk by low cost
® Save time to construct ! — continue to use trial environment
® Free from infrastructure maintenance ! — Reliable NRI datacenter has responsibility and manages it

Hands-on Service
Seminar Trial

Start to use

X continue to use trial data

® Initial cost ¥300,000~ Monthly cost ¥150,000~
® Service desk 10 named user (or 5 concurrent user)

m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved. 29



Seminar / User case

®IT Service Management seminar : every other month (free)

https:/ /senjufamily.smartseminar.jp /public/seminar/view/52
® Senju/SM hands on seminar : every month(free)

https:/ /senjufamily.smartseminar.jp/public/seminar/view/ 32

® Senju/SM user case download
https://senjufamily.nri.co.jp/case/

Senju Information Center

Email : senjuinfo@nri-itsa.com

URL : http://senjufamily.nri.com

m‘ Copyright(C) Nomura Research Institute, Ltd. All rights reserved.
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" Dream up
the future.
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