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Mobina Service Desk
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Request
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KPI & Reporting
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Dynamic Data Model Dynamic Relationship

Metadata Services
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1. Request Fulfillment 2. Incident Management 3. Problem Management

4. Change Management 5. Release Management 6. Configuration Management

7.Knowledge Base 8. Service Level Management 9.KPI Definition
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Incident Recording VJ
Clarification and Initial Support .J

Investigation and Diagnose Vj
Resolution and Recovery VJ
Incident Closure
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Incident Acceptance and
Metrics
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Support
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Investigation and Diagnose
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Resolution and Recovery
1
Resolved?
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Incident Closure
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Incident Management

) Recording Incident
Incident o
Matching Information Data base

.

Problem Management

. —
Workarounds Problem Recording

Problem
Data

Investigation and Diagnose

Workarounds Recordin
Error Data ° Known Errors

i il

Change Management

Resolution
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KPI / Key Performance Indicator
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Active Directory o

Microsoft Dynamics CRM e
Microsoft Exchange o
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