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Introduction

CMDB are the initials for Configuration Management Data Base. The CMDB is a
repository of information related to all the components of an information system.
In fact, the CMDB is a data base that keeps information about all your network
assets, software products and catalog items, as well as all the information about
the relations between them.

The SysAid CMDB helps your organization understand the relationships between
components and track their configuration.

The SysAid CMDB can be useful for storing information about many kinds of items.
For example, even a Taxi station can use SysAid CMDB to keep track of the
different vehicles, drivers, destinations, garages, and other relevant components

and information.

As long as you maintain and keep your CMDB up-to-date, you will be able to enjoy
the associations SysAid creates between your various configuration items. Here are

a few examples for configuration items you can set and manage in your CMDB:

o hardware (including network components where relevant)

o system software, including operating systems

e business systems - custom-built applications

o software packages

o database products

o physical databases

e environments

o configuration baselines

o Policies (Backup, Security etc.)

o configuration documentation, e.g. system and interface specifications,
licenses, maintenance agreements, SLAs, decommissioning statement

o other resources e.g. Users, suppliers, contracts

o other documentation e.g. IT business processes, workflow, procedures

2 SysAid CMDB Guide Release 6.5
6 Hamasger St . Tel (Israel): +972 3 533 3675 Toll Free center (U.S): 800-686-7047
P.0.BOX 1010, Or-Yehuda, Fax (Israel): +972 3 761 7205 Tel (U.S): +1 617 275 5562

60223. ISRAEL E-mail: inffo@ilient.com Fax (U.S): +1 617 507 2559



IT's” That Simple

The SysAid Cl List

To enter the SysAid CMDB you need a special permission to view and modify the
CMDB. To set these go to Preferences-> User Management—->Click the row entry
of the user you wish to permit access to the CMDB, and then click the Permissions
tab.

You will notice two checkboxes related to CMDB permissions at the bottom of the
page:

« View CMDB

» Modify CMDB

To reach the SysAid CMDB module, choose CMDB from the left main menu.
You can see five tabs:

ClI List

Cl Types

Cl Relation Types

Cl Template

Imports

Cl List-

This is the first screen you reach in the SysAid CMDB. Here you can see all your
Configuration Items- Cls. A Cl is each and every element kept in your CMDB, for
which you can see all relations with other Cls. In SysAid CMDB the CI can belong by
default to one of the following ClI types:

'
An asset (PC or server) o

A software products ©*®

A catalog item

A business process &£
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A physical database -3

.
I
.

A network component ‘ :

A system software .llz

Or a general Cl @

One of these special icon representing the Cl type appears next to each Cl on your

list. You can manually add a new Cl by clicking the New icon D in the top of the

screen, or add any needed column to the CI list by clicking the Customize icon,

I‘ y
as is usual with SysAid lists. You may also print your Cl list, by clicking the

C . s
Print icon .

1. SysAid CI List

V5603 Account emdb User Usert ( B =™ 2@

SR guick access

_ Search

ClTypes Cl Type: - Status: - Owner: . Location:
Al i | Alive | LAl ~ [ Al
Cl Relation Types T - o T .
A CMDB -Records 1-9 of9
’ | #v | € Name Sesial Number | €l Type | ‘Status. | Location | Dwner | Inportitem
1 LAB_PC 823414123 %I— Asset Aclive
LI .
(= 2 AmeF JOFRE3 %— Asset Active Asset ABAF
3 ODED CWAF3 5‘1' e Active Assel: ODED
4 Adohe Sofware .‘ Sofware Product Active W Froduct: Adobe Sofware
5 WS Office u“ Software Product Active SW Product W5 Office
B Dell Inc. Laptop |5 Catalog Active Catalog: Dell Inc. Laptop
7 Dell Mouse 23425352 'é".,l.? Asset Active oded.moshe
g Salary Sofware ABC n' Sofware Product Active
{c) Issue manthly salaries for Employess [ Business Procoess Active
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In the CI list you can view and search all the Cls that exist in your CMDB. You can

see the information in a variety of ways, and filter the results according to your

needs, simply by clicking the Filter icon to create your appropriate filter. To
learn how to customize different views for your Cl list, please visit the SysAid
User Guide, Chapter 8.1.4- Understanding Views and their Importance.

http://ilient.com/down/SysaidUserManual.pdf

Note that the background color of the Cl in the list provides information about its
status:
1. If there is a monitoring error or a warning for the asset attached to the Cl -
the background is red.
2. If there is a monitoring configured on the attached asset with no warnings
or errors - the background is green.
3. If there is no monitoring configured for the attachments of the Cl but
there are some incidents, problems or changes related to the CI - the

background is orange.
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Configuring a Cl

Click any row entry to see more details about a specific Cl. For every Cl in your
system you can find five tabs: General Details, Cl Relations, Incidents, Cl Relations

Graph and History. As usual, SysAid allows you to customize additional tabs if

I‘ i
needed. Click the Customize icon , and then in the popup screen click the

New Page button to add new tabs.

VB.5.05 A

CMDB - Cl # New

= i
| ]
< Types | General Details | 1 pelations | Incidents | CI Relations Graph | History

| Bub Types
€l Name

| Relation Types
Serial Number

| Template |
et ’6 Cl Type |Select Cl Type :i
clsubType  [Please select a Clsub type ¥
Category [Please select a c.}iegmy._;!fi;lease selecta SlllD-t‘.ﬂe\jﬂl_v..V- :Selec\‘ third level mtegm_v-:
Status Au!\e _\;_
Priority [Default value ™|
Location :.uulecl lacation ¥
Owner MNone L:u_ : w
Supplier Ise’l’ect elgpp’l’iel;’ii
Supply Date HE|
Accept Date r..m
Impoit ftem None
Notes

Under the General Details tab you can see the Cl name, type, sub type, serial

number- for assets, status, priority, location, and other significant information. If

I‘ i
you wish to customize the fields available in this form, click the Customize

icon.
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Under the CI Relations tab, you will be able to see all the Cls related to this

Cl,and their type of relations with it. For instance, if the Cl you are looking at is a

workstation in your network, you will be probably able to see the employee who

works on this station, the software installed on it, the printer this station is

connected to, the server it is using, etc. Note that for any information to appear,
it should be first fed into SysAid.

In this screen you can also manually add a relation of any type to any other Cl in

your system, by clicking the Add button and choosing a relation type from the

dropdown menu. Clicking the button Select a Destination Cl will open a popup

with a list of all your Cls.

To attach any asset to a Cl:

1.
2.
3.
4.

Go to Asset Management-> My Network Asset.
Click the row entry of the asset you wish to attach.
Under the CMDB tab of that asset, click the ‘Change’ button.

Select from the list in the popup screen the Cl to attach your asset to.

As a result, you will be able to see a link to this asset inside the CMDB, under the

General Details tab. The asset will appear as an Import Item- a field which shows

the source of the Cl.
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3. Cl Relations tab

SR guick access

CMDBE -CI#3

€I Relations I Incidents | CI Relations Graph | History

Cl Types General Details
Cl Relation Types

Cl Template

Irnporte

€l Relations For €l 23, VMware, Inc. Workstation - Records 1 -2 of 2

Relationw | Destination Cl | Destination € Type |

= Consists €124, ODED-DB762693 Assget

Consists Cl#2, ODED-DB762693
Add new relation to CI'=3, VMware, Inc. Workstation:

€1 #3. ViMware, Inc. Workstation | Select a Relation Type ™| None |EiGaki i kel

\a

Under the Incidents tab you can view a list of all the Service Requests this Cl is
involved with. For a relevant service request to appear under this Cl Incidents tab,
the SR should be connected to that Cl. To make such a connection go to:

Service Desk-> Service Request—> Business Impact tab.

Click the Change button to choose the Cl to attach the SR to.

Click Save to save the connection between the SR and your chosen CI.
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4. ClIncident tab

CMDB -Cl#1
Cl Tupes | | General Details | €1 Relations | Incidents History

Cl Relation Types

_— Saearch B_i@ Search by 1D k_i T Show L
Sialgs: . Aeignndlen Lateqney. RSt Beloses: AP ek
ﬁ LAl ¥ [All ’{]1 All Categories ¥| Al ~| | Al ¥ | Al )| |
Help Desk - Records 1.-1 of 1
SR CE . i R
Blort | e | Moty time Castorn | Catogory || Title] | o s e e et N SO e oty | Clstom | Sulubion
i List1 user to
| List2 ! | | | Notes
991 BI12/08 1,57 Al Bug General Ses 55 Werified Ofer =igal High
ugel iSeychelles) Fixed Yeiss

-
>

\{
?

The ability to see under the Incidents tab all the service requests connected to
this Cl can help plan ahead: for instance, if you can see one of your servers is out
of order, you will be able to answer all the service requests from Cls connected to
this server that their server is down, and the problem is being taken care of. If
you maintain your CMDB in good order, all your service requests will be associated
to their relevant configuration items, and you will be able to enjoy the CMDB

benefits.

Please Note:

Only when an end user sends a service request via the SysAid agent to your
helpdesk will the SR automatically be attached to the relevant Cl. To set SysAid to
make the automatic association, go to:

Preferences > CMDB Settings

And check the box: “Automatically attach SR to the Cl of its asset”.
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5. Automatically attach SR to the Cl of its Asset

SRquick access

[ Iy Settings | CMDB Seftings
1)
User Management [Impﬁﬂ Settings } Import Asset to CI Settings.

Service Desk Settings
[ Automatically import a new asset to the CMDB
Remote Control Settings
[ Autematically remove a deleted asset fiom the CMDB
Account Defaults |
I [ Automatically impert a new SW product to the CMDB
Customize
| O Automatically remove a deleted SW product from the CMDB
Intagration

[ Automatically import a new catalog item to the CMIB

End User Portal

1 Automatically remove a deleted catalog item from the CMDB

Agset Seftings
| ¥ Automatically anach SR to the Cl of its asset.
[ Praject Settings EM_;A

Edit news

Event Logs

Sub Types

Change Templates

| Frablem Templates

| Service Desk Natifications
Downloads

About

In any other case, for instance, when the administrator opens a service request as
a result of a phone call, or when a service request arrives as an email message,

you will have to manually attach the service request to the Cl.

To do so, go to:

Service Desk - click the row entry of the service request you wish to attach
- Business Impact tab - Choose ClI to attach to the SR.

This process is similar to manually attaching an asset to a service request.

Under Preferences-> CMBD Settings-> Import Asset to Cl Settings tab, you can
determine what information will be automatically updated for the ClI, when
details of the parallel asset change. If you choose to automatically import your

assets to CMDB as Cl-s, the fields defined here will be pulled from the asset to the
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Cl. Choose the fields content and their format from the dropdown menus, and
click Save to order SysAid to keep your preferences. If you wish to increase the
number of fields available for import, specify the number of fields you need in the
Number of Fields box above the table, and then click the Update Fields Number
button.

Please note that you need to match the types of the fields you map.

6. Map the fields to import into the CI

i, Preferences ¥

fly Settings | CMDB Imports
User Management Import Settings | IMPOrt Asset to €1 Settings
Senice Desk Seftings

Remaote Control Seftings

Mt fi 5
Account Defaults Number of fields |5
Customize 'q | Position | Field content Format
. [ 1 Serial - Text - Serial Number - Text R
Integration |
2 Name - Text v Ci Name - Text hd
Endtaesboi 23 Location - Integer > Location - Integer -
Asset Seftings 4 ‘Supplier - Integer - ‘Supplier - Integer i
|3 Owner - Text - Owner - Text -

Project Seftings

Edit news

EventlLogs

Sub Types

Change Templates
Problem Templates
Senice Desk Motifications
Bownloads

About

Next is the CI Relations Graph tab, about which this guide elaborates later.

Under the History tab you can see all the changes in the Cl. For instance, if you
change the status of the Cl, the change and the date will be recorded in the
history of the CI. Note that the changes recorded are only changes that were
made inside the SysAid CMDB module.
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7. Cl History tab

VE502 Account oo User arel i 8 M 20

el

General Details | Cl Relations | Incidents | History

Cl Types

Cl Relation Types ’
Version | Timestamp | Modifies

Imports 51408123 AM  oded.moshs
5/20/08 1:31 AM  SysAid Agent
5/20/08 5:29 AM  SysAid Agent
5/20/08 8:28 AM  SysAid Agent
5/20/08 8:59 AN SysAid Agent
52108 1:10 AM | SysAid Agent
5/21/08 8:03 AM | SysAid Agent
5/21/08 8:17 AM  SysAid Agent

£
E

You can check the previous versions (before changes were made in the Cl) by

clicking the version number under the Version column. In addition, you can search

I‘ i
and filter this list, as is usual with SysAid lists, by clicking the Customize icon .
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Cl Templates
Cl Template- from SysAid release 6.0 on, it is also possible to create templates for

Cls. Go to CMDB-> CI Template> and click the New icon to create a new
template. The Cl templates can save you time when adding a group of new Cls of
the same type to your CMDB. For instance, if you wish to add to your CMDB all the
telephones in your offices, you can set a Telephone Cl Template. Fill out the CI
Template General Details form with the Cl Type, name of the supplier, priority,

and any other relevant detail, according to your need. To customize the template

I‘ y
form, click the customize icon . For more details about customizing a form
page in SysAid, please consult the SysAid User Manual
http://ilient.com/down/SysaidUserManual.pdf, in Chapter 8: Advanced

Configurations, under: Customize the Form.

8. Create New Cl Template

i Tl =T

@ cmpE v M [ i L @ |

Gl List CMDEB - Cl Template # New
:.General Details!

Cl Types

Cl Relation Types -
Template Name |

Cl Type '_ Select Cl Type f |
Irpoits
6 Status [Active l’
Priority [Default value [ ]
Location | select location ~|
Owner Mone WAL
Supplier [select supplier¥]
Supply Date | |I|
Accept Date |I|
Notes
W Rada note |
TGk J Cancer | only |

To add the new Cls themselves, click on the Plus icon .
A popup screen will open, asking you to specify a counter range for the new Cls.
SysAid will provide a number for each of the new Cls according to the range you

have specified.
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9. Range of numbering new Cls Popup

v6.0.01 Account: crdb

Gl List CMDB - Cl Template # Snom Phone

1 Typas ‘rGeneraI Detailsw‘

Gl Relation Types :
Template Mame | Snom Phone

Cl Template B
- = - Cl Type | Catalog |
Imports . -
ﬁ Status | Active e
Priority | Highest v
i L ’ —
Location |select locati
Zih Please provide a counter range for the created Cls.
Owner Mane = (Eg. 10-120)
Supplier | select suppli
Supply Date i -
3 | Create W Cancel |
Accept Date E]

|In any issues contact Yossi

Notes

te |
“Apply |

:
i

Click the Create button. A popup screen announcing that your new Cls have been
successfully created will appear.

In your CI list, you will be able to see the new Cls you have added with the
template, and by clicking each Cl row entry, you can edit and add more

information about that specific CI.
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Cl Types, Sub-Types and Cl Relation Types

Cl Types-

In this page you see a table with eight pre-defined Cl types. Note that three of
them cannot be deleted: Asset, software Product, and Catalog Item. If you add
more Cl types, they will be listed here.

If you click any of the row entries you will reach a screen in which you can add a

description of the Cl type.

Cl Sub Types-

In this page it is possible to edit Cl Sub Types. Cl sub types can help you classify in
more details each of your Cl-s. For example, while the Cl type maybe 'Asset’, the
Cl sub type can indicate what asset it is exactly, in accordance with the 'asset
type' field under the Asset Management. When you have SysAid automatically turn
assets to Cl-s in your CMDB, you will be able to see whether the CI of the asset is a
switch, a laptop, a printer- or any other asset type you have in your system- under
the Cl sub-type field.

You can also add new Cl sub-types and import icons for them, according to your
needs. To add a new Cl type, on the left column, you can choose from the
dropdown menu a Cl Type. For this type, insert in the Cl Sub Type pane the name
of the new Cl sub type you wish to create. You may use the Upload Icon button to
add your own specific icon for this Cl sub type, or click the Add/Change icon to
replace an existing icon with your own image. Click the Delete button in case you
wish to remove a sub type.

You will be able to see the new Cl sub-types you have edited under the dropdown

menu when adding a new CI. All your Cl sub types will also be visible in the CI list.

15 SysAid CMDB Guide Release 6.5
6 Hamasger St . Tel (Israel): +972 3 533 3675 Toll Free center (U.S): 800-686-7047
P.0.BOX 1010, Or-Yehuda, Fax (Israel): +972 3 761 7205 Tel (U.S): +1 617 275 5562

60223. ISRAEL E-mail: inffo@ilient.com Fax (U.S): +1 617 507 2559



<Aid

IT's” That Simple

10. Configure Cl Sub Types

[ ’ v‘ B8R quick access
IF Cl List | Cl Sub Types

2l Types =
| €l Type | €l Sub Type

53
&

Gl Bub Types:

[Please selerta Gityne. v

| Cl Relation Types Asset . Other 70 .
CiTempiate Psset Other SNMP Device | {3
el ﬁ i Asset [ DHCF Server | F:—Q |

| Asset : Router | dm:j :

Asset Switch [ |
. Asset Workstation rC—_J
.7 Asset | Server | I
Asset Printer é

Asset | PoA | |
Asset .. Laptop .i E ..

Cl Relation Types-

In this screen you can see another list, a list of Cl relation types. There are five
pre-defined types of relations in this list, and you can add as many as you need.
Two of the five relations cannot be deleted- the relation type Consists/Part of,
and the relation type Contains SW/Installed on.

The pre-defined Cl relation types are:

Consists/Part of

Contains SW/Installed on

Uses/Used by

Connected to/Connected to

Can access/Accessed by
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As you see, each Cl relation type has two directions- the active and the passive
relation. This means that if a certain software, MS Word, for instance, is installed
on one of your network workstations, the relation type between MS Word and that
workstation will be Contains SW/Installed on. When you look at that workstation
on your SysAid CMDB, you will see that Cl contains MS Word. Similarly, when you
check in your SysAid CMDB the software MS Word, you will see this workstation
listed as one of the Cls it is installed on.
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Cl Relations Graph

Under each Cl in your SysAid CMDB module, you can find a Cl Relations Graph tab.
Opening this tab will allow you to see a visual representation of all the relations of

that Cl, in the three closest levels of relations.

A dropdown menu at the top of the page allows you to choose between three
views: a display of all the CI affected by the Cl in question, a display of all the Cls

this Cl affects, or a general view with all the relations of that CI.

The Cl in question will always appear at the top of the chart, and if you move your
mouse over the different Cls, you will be able to see their full captions.

To move to a different Configuration Item in your CMDB, simply click its icon in
the chart. A new popup screen will open, with a view of the relations of that Cl.
You can keep clicking on Cls in your graph to further investigate their relationships

to other Cls in all levels.

To print the graph, move the mouse away from the icons of the Cls, and right click

it. You will be able to choose the option ‘Print Chart’.

By right clicking your mouse while not standing on any Cl icon, you can also choose
to enable dragging the icons in the chart to see them where you prefer, or to
choose to be able to navigate to each Cl by clicking its icon. Right-click you mouse

and then choose ‘Enable Drag’ or ‘Enable Link’.
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11. Cl Relations Graph

R erme—

CMDB -Cl#12

; —
| Tupes General Details | CT Relations | Incidents | CI Relations Graph | History

Cl Relation Types s — e
Cl Graph Relations Direction | Display Cls affected by test C12 s

Cl Termplate
Impotts
-'te_s‘t.
Cci2
Gonsists [Cansists
' = =
CDE \test
Be te cIz
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Cl Imports-

SysAid allows you to import all your network assets, your software products and
your catalog items into the CMDB. There are three ways in which you can import

assets.

1. Go to CMDB 9 Import screen
2. Click the appropriate button according to the Cl type you wish to import:
asset, SW product or catalog item.
This option is useful when you already have SysAid and wish to start using the

CMDB with your existing data.

B. Go to Preferences - CMDB Settings

Here you can set that whenever a new asset is added to SysAid, whether through
the SysAid agent or manually, it will automatically create an equivalent Cl in the
SysAid CMDB. Similarly, you can set that whenever an asset is deleted, the
relevant Cl will be deleted as well. Note that this option is not recommended,
though, since whenever a Cl is deleted, all its relations are deleted along with it.
This a similar outcome to that of deleting a project in the SysAid Tasks and

Projects module: as a result all the tasks of the deleted project are deleted.

C. Automatic Import of Cls from an External CSV file. SysAid allows you to map the

fields you wish to import from a delimited file of your assets to the parallel Cls in

your CMDB. Go to CMDB ﬁ% Import Cls from a Comma Delimited File screen
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12. Importing your Assets into your CMDB

i-' CMDE ¥ | SR quick access
| List CMDB Imports
Cl Tipas Import System Itemsilmpurt CIs from a delimited filei

C| Relation Types

C| Template

Input file | Browse..

Do notimport the head line (the first line)

Select the field delimiter [, &
Number of fields 10
Key field number lo
Default CI Type [Asset 1~
Pasition | Field content | Format
1 | Do net import field __v__i
? | Do notimport field v |
3 | Do not import field v |
4 |Do notimport field |
5 Do notimport field ¥
6 | Do not import field ' V_I
7 | Do not import field v |
8 [[ro notimport field v |
9 | Do net import field v'
10 | Do notimport field v |
[0 Schedule ; Starttime [3/02/2009 08:49 ir. Remun every | Day (¥
File path | '

Import your assets into SysAid CMDB from Excel
1. To import your assets into your CMDB from Excel, first prepare the Excel

file.

2. Save your Excel file as a .csv file. Go to CMDB-> Imports—> Import Cls from

a delimited file tab. Click on the Browse button. Select your file name.

3. In the Number of Fields, enter the column headings or number of fields you
have in the Excel file (maximum 32). It is advisable not to add or subtract

from this number in the Number of Fields box whilst you are in the middle
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of selecting Field Content, since this will delete the already completed row

entries.

4. Set the different titles for the columns in your asset list which will be

imported into the CMDB.

5. Click the Submit button. To confirm that the file was imported
successfully, go to CMDB-> ClI List and verify that parallel Cls had been

created for your assets.
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SysAid CMDB Scenarios

To better understand how the SysAid CMDB module can help you with your work,
following is a common scenario in which the CMDB capabilities are exploited for
your maximum advantage.

Pre-Defined Elements:

1. In our SysAid CMDB module, we have defined “Helpdesk and Support
services” as a Configuration Item, belonging to a type “Business Process”.

2. Our SysAid CMDB module includes a few Cls of the following types: PCs,
software products, printers, utilities, business processes. We have added
these Cls manually.

3. Cls Relations should be defined by the administrator. In each Cl, under ClI
Relations tab, you can determine a relation to another CI, simply by
selecting the relation type from the dropdown menu, and the related CI

from your CI list.

Example-

From the left main menu we choose the CMDB module and then we click on
the row entry of Cl no. 5, the business process, “Helpdesk and Support services”.
In the page for CI#5, under the Cl Relations tab, you can see what other Cls are
related to the helpdesk and support services, and what utilities this business
process employs. In our example the helpdesk services employ the utilities:
telephone, and hosting services. The assets used for this business process are the
PCs CI#10 and Cl#2.
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13. Example- Helpdesk and Support services Cl Relations

CMDBE -CI#5

General Details | Cl Relations Incidents: | History

Cl Relations For Cl#5, Helpdesk Supportservices - Records 1 -4 of 4

i Relatione | Destination Cl | Destination Cl Type
Accessed by CI10, DELL PC Asset
Arcessed by Ci2, ODED Asset

Uses CI#7. Hosted Services Other Senvice or Utility

Uses CI8, Telephone e Other Service or Utility

Add new relation to CI#5, Helpdesk Support services

M Relation | Select a Relation Type Vl selecta Destingt A8 None

In our example the person working on a PC which is defined in our CMDB as CI#2
has encountered a problem, and sends a service request to the helpdesk. The
administrator who received the service request updated the state of that CI, to

indicate the computer is out of order.

Now you are able to see the business impact this failure will cause a difficulty in
the helpdesk services. Only the computer CI#10 will be now available for helpdesk

services. Taking care of the problem in Cl#2 may be more urgent than you have

estimated...
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Another Example
Here is another example of how to use the CMDB for you advantage:
A service request arrives at your helpdesk, complaining that a certain PC in your

network is out of order.

14. Business Impact tab in the Helpdesk

V5.5.03 Account omds User odedmoshe f 1 12 ®

! Help Desk - Service Request# 6
i | | General Details | Description | Solution | Activities Messages | History Business Impact
ne Call Py
ClAtachment  ODED [EEEEH EELEEE
SR
. Cls affecting on GDED Cls affected by ODED
ile o Affecting €1 Affecting Distance | Affected Cl | Affected Distance |
réh ﬁ Dell Screen, 12345 1 Helpdesk Support semvices, 1 ¥
Cl Relations Dell Mouse, 2423415 | 1 Hosted Senices, 1 2
fties
| Internal Metwork (IP), T 1 Telephone System, 1 2
wledge Base i Internet Connection, 1 3

The end user who sent the SR has attached this PC to his service request. You can
see the attached asset under Helpdesk—> click the entry of the SR - Business
Impact tab.

If all your Cls and their interrelations are set in your SysAid CMDB, you will be able

to see all the other Cls affected by the malfunction of this PC.

Let us say that the PC in question is the only one in your network on which an
accounting software is installed. The accounting software is also defined as a Cl in

your CMDB, so you will be able to view it simply by clicking the name of the PC
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that is out of order, as one of the software used by this asset.
Now you are able to know no one will be able to use the accounting software,

until you fix the problem with the PC.

What is the business impact of this problem and how urgent is it? Click the ClI of
your accounting software. Let us say that you have defined this software as used
for your billing process. You will be able to see this under the Cl of the software,
in your CMDB.

Now you know that if you do not fix the problem reported on in the SR you just
got, the only PC in your network on which your accounting software is installed
will stay out of order, which will harm your billing process. It will be a good idea

to take care of the problem immediately, then!

This is how the CMDB helps you determine your work schedule and your priorities.
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