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ABOUT the X CEND Group

The X ceND Group is a Michigan based information technology consulting firm, specializing in
helping customers design and implement cross platform lifecycle management solutions that
reduce the cost of owni  ng and managing IT assets.

The X cenD Group delivers the greatest level of expertise required to successfully design and
implement lifecycle management solutions in complex heterogeneous enterprises by utilizing

a unique adaptive consulting methodology kno wn as the X FACTOR. We can direct and assist in
the creation of strategy documents which can outline key business objectives around your
implementation. From risk analysis to business continuity we manage it every step of the

way. We work through executive sponsorship from key stakeholders to ensure that our
customers realize the greatest return on investment possible. We recognize the difference
between "installation" and "implementation”. The X CEND Group holds relationships and
certifications with the lead ing systems and lifecycle management vendors such as Altiris. We
realize that the rapid pace of change in today's market place is challenging companies to
become more efficient. Our goal is to match your company's needs with the right solution.

i We s withiPROCESS, andthen we f ocus on technology. o

For more information please visit us on the web at: http://www.xcendgroup.com
NOTICE
Xcenp Group white papers often contain intellectual property and cannot be distributed without prior written consent

from an officer of the X~ cenp Group.
Copyright © 2008 , X cenp Group, Inc. All rights reserved.

Altiris, Deployment Server, and Notification Server are registered trademarks of Altiris, Inc. in the Unite d States.
Microsoft, Windows, and the Windows logo are trademarks, or registered trademarks of Microsoft Corporation in the
United States and/or other countries. Other brands and names are the property of their respective owners.

Information in this docume nt is subject to change without notice. For the latest documentation, visit

www.xcendgroup.com
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Introdu ction

ITIL is the only consistent and comprehensive documentation of best practice for IT Service
Management. Used by many hundreds of organizations around the world, a whole ITIL
philosophy has grown up around the guidance contained within the ITIL books and the
supporting professional qualification scheme.

ITIL consists of a series of books giving guidance on the provision of quality IT services, and

on the accommodation and environmental facilities needed to support IT. ITIL has been

developedinrecog ni ti on of organizations®d6 growing dependency o
practices for IT Service Management.

The ethos behind the development of ITIL is the recognition that organizations are becoming
increasingly dependent on IT in order to satisfy their cor porate aims and meet their business
needs. This leads to an increased requirement for high quality IT services.

ITIL provides a systematic and professional approach to the management of IT service
provision. Adopting its guidance offers users a huge range of benefits that include:

e Reduced costs
e |mproved IT services through the use of proven best practice processes

e |Improved customer satisfaction through a more professional approach to service
delivery

e Standards and guidance
e |Improved productivity
e Improve d use of skills and experience

e Improved delivery of third party services through the specification of ITIL or ISO
20000 as the standard for service delivery in services procurements.
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IT Service Management

IT Service
Continuity
Availability Management Management

Financial Release
Management Management
tor IT services
Change
Service Level Manage%ent
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Service De"s'k
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Management

Management Problem Management

In order to meet these needs Service Level Management has been a focus for many of

XCENDG6s customers both For $LA Managemet®s bhased ondbeesto w.

practices for ensuring that agr eements between IT and IT customers are specified and
fulfilled. These practices ensure that IT services are maintained and improved through a
cycle of agreeing, monitoring, reporting, and reviewing IT services.

The other challenge with Altiris is that Tim e Zones are not reflected from a user perspective
when in the Altiris Help Desk edit or view screens when looking at ticketing information. Date
stamps are reflected from the time zone where the Notification Server resides not where the

user or workeris.  XCEND and Incit Technologies addresses this issue in this white paper.

This has been conducted for several customers and was highlighted in a Symantec CIO

Page: 5

Digest article entitled fiThe Buddy Systemod6. The Case

http://www.symantec.com/ciodigest/articles/200704/the_buddy system.html
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Global Time Zone Implementation

The Time Tool is a Dynamic Link Library (DLL) developed with the .NET 1.1 frame work to be
compatible with Altiris Help Desk Solution version 6.0. The Time Tool was developed to

address a limitation of Altiris Help Desk. Workers and users in locations beyond the time

zone of the Altiris Help Desk server would be presented with times according to the
settings instead of local time. The Time Tool is an exposed DLL that can be used with a web

site to modify date/time information before it is presented to the user and again when the

data is saved back to the server.

Preparingt he Help Desk Web Site

When customizing Altiris Help Desk, it is highly recommended that the original files stay

unmodified. This prevents problems when upgrading or patching Help Desk files. Two new

files will need to be added (or modified) to the root d irectory of the Help Desk web (This can
typically be found under: fi\ Program Files \ Altiris  \ Helpdesk \Ae XHD o0

CUSTOM.CONFIG

Override locations for standard console pages to the new customized files. More details for
customizing Help Desk pages can be found in the Altiris documentation for Help Desk.

<?xml version="1.0" encoding="utf -8" 7>
<custom.configuration>
<files path="~/custom/templates/">
<file id="WorkltemDelete" file="WorkltemDelete.ascx"/>
<file id="WorkltemEdit" file="WorkltemEdit.ascx ">
<file id="WorkitemEditMultiple" file="WorkitemEditMultiple.ascx"/>
<file id="WorkltemView" file="WorkltemView.ascx"/>
<file id="WorkerReport" file="WorkerReport.ascx"/>
<file id="subBulletinBoard" file="subBulletinBoard.ascx"/>
<ffile s>
</custom.configuration>

GLOBAL.ASAX
Override the Session_Start method to instantiate session variables.
<%@ Application Codebehind="Global.asax.vb" Inherits="Altiris.Helpdesk.Web.Global" %>

<script language="VB" runat="server">
Sub Session_Start(B yVal sender As Object, ByVal e As EventArgs)

Session.Add("tzOffset", -1)
Session.Add("OffsetFound", False)
End Sub

</script>
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TimeTools.dll
Copy the TimeTools.dll fletothe \bin di rectory under the Help Desk

Cust om Directory Structure

we b o

Create a new folder structure under Help Desk webds roc

recommended structure below, be sure to make the proper changes to CUSTOM.CONFIG.

\ custom
\ custom \ templates

SetTZ.ASPX
Create an answerfile f or Hel p Desk. This will allow the cl
before presentation to the user. Place the file under the  root of the \ custom directo ry and

name it SetTZ.aspx

<%@ Page Language="VB" %>
<IDOCTYPE html PUBLIC" - //W3C//DTD XHTML 1.0 Tr  ansitional/EN"
"http://www.w3.0rg/TR/xhtmI1/DTD/xhtml1 - transitional.dtd">
<html xmIns="http://www.w3.0rg/1999/xhtml" >
<head runat="server">
<title>Set User Time Zone</title>

</head>
<body>
<form id="form1" runat="server">
<div>
<%
Dim offset = Request.QueryString("tzo")
If offset <> "" Then
Session("tzOffset") = offset
Session("OffsetFound") = True
End If %>
<p>Session Offset: <%=Session("tzOffset")%></p>
<p>Client Offset: <%=TimeTools.TimeZone.ServerToClientTime(Now(), Session("tzOffset"))%></p>
</div>
</form>
</body>
</html>

Template Modifications

After placing copies of the files listed in the sections below (fromthe \templates folder ) into
the \ custom \ templates folder and the read -only flag is removed from the file attributes ,
modifications can be made. Note that some of the code is wrapped by virtue of the

format of this document and may be difficult to read until copied to a text editor.

© 200 8 XCEND Group, Inc. All Rights Reserved ..
altiris

AUTHORIZED CONSULTANT



www.xcendgroup .com Page: 8

WorkerReport.ascx
Place this code before the DataBind()  statement near line 68

time zone shift start

Dim i as integer =0
Dim ModifyDate as DateTime
While i <= DataStore("Workltems").Tables(0).Rows.cou nt - 1
ModifyDate = DataStore("Workltems").Tables(0).Rows(i).item("workitem_modified_on")
DataStore("Workltems").Tables(0).Rows(i).item("workitem_modified_on") = _
TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
i+=1
End While
' time zone shift end

WorkltemView.ascx

Place this code before the Dat aSt or e ( i C cstatenzet hear)line 48

time zone shift start

Dim i as integer =0
Dim ModifyDate as DateTime
Dim StartDate as DateTime
Dim DueDate as DateTime
Dim CreateDate as DateTime
While i <= DataStore("Wo rkitem").Tables(0).Rows.count -1
ModifyDate = DataStore("Workltem").Tables(0).Rows(i).item("workitem_modified_on")
StartDate = DataStore("Workltem").Tables(0).Rows(i).item("workitem_start_on")
DueDate = DataStore("Workltem").Tables(0).Rows(i).it em("workitem_due_on")
CreateDate = DataStore("Workltem").Tables(0).Rows(i).item("workitem_created_on")
DataStore("Workltem").Tables(0).Rows(i).item(“workitem_modified_on") = _
TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_start_on") = _
TimeTools.TimeZone.ServerToClientTime(StartDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_due_on") = _
TimeTools.TimeZone.Server ToClientTime(DueDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_created_on") = _
TimeTools.TimeZone.ServerToClientTime(CreateDate,Session("tzOffset"))
i+=1
End While

time zo ne shift end
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Almost at the end of the file around line 400, place this XML code. Beware of word
wrapping. I f itds not indented, it was probably word v
<l-- time zone shift start ~ ----mmmeemeeme- - >

<aw:Label RunAt="server" Text='<%#
ResourceManager.ResolveString("sidHistoryHeaderModifiedDate", False, False ,
Container.Dataltem("workitem_version"),
TimeTools.TimeZone.ServerToClientTime(Container.Dataltem("workitem_modified_on"),Session("tzOffset
").ToString()) %>' CssClass="clsHistoryHeader" Wrap="False" />

<! -- time z oneshiftend -------memeeemeeeee- - >

WorkitemEdit.ascx

Place this code below the  DataStore("Workltem") statement around line2 74

time zone shift start = e

Dim i as integer =0
Dim ModifyDate as DateTime
Dim StartDate as DateTime
Dim DueDate as DateTime
Dim CreateDate as DateTime
While i <= DataStore("Workltem").Tables(0).Rows.count -1
ModifyDate = DataStore("Workltem").Tables(0).Rows( i).item("workitem_modified_on")
StartDate = DataStore("Workltem").Tables(0).Rows(i).item("workitem_start_on")
DueDate = DataStore("Workltem").Tables(0).Rows(i).item("workitem_due_on")
CreateDate = DataStore("Workltem").Tables(0).Rows(i).item("wor kitem_created_on")
DataStore("Workltem").Tables(0).Rows(i).item("workitem_modified_on") =
TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_start_on") =
TimeTools.TimeZone.Se  rverToClientTime(StartDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_due_on") =
TimeTools.TimeZone.ServerToClientTime(DueDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(i).item("workitem_created_on" ) =
TimeTools.TimeZone.ServerToClientTime(CreateDate,Session("tzOffset"))
i+=1
End While
' time zone shift end

© 200 8 XCEND Group, Inc. All Rights Reserved ..
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Place this code in the  Public Overrides Sub Commit section aroun d line 482

time zone shift start

Dimrasin teger=0
Dim ModifyDate as DateTime
Dim StartDate as DateTime
Dim DueDate as DateTime
Dim CreateDate as DateTime
While r <= DataStore("Workltem").Tables(0).Rows.count -1
ModifyDate = DataStore("Workltem").Tables( 0).Rows(r).item("workitem_modified_on")
StartDate = DataStore("Workltem").Tables(0).Rows(r).item("workitem_start_on")
DueDate = DataStore("Workltem").Tables(0).Rows(r).item("workitem_due_on")
CreateDate = DataStore("Workltem").Tabl es(0).Rows(r).item("workitem_created_on")
DataStore("Workltem").Tables(0).Rows(r).item("workitem_modified_on") =
TimeTools.TimeZone.ClientToServerTime(ModifyDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(r).item("workitem_star ton") =
TimeTools.TimeZone.ClientToServerTime(StartDate,Session("tzOffset"))
DataStore("Workltem").Tables(0).Rows(r).item("workitem_due_on") =
TimeTools.TimeZone.ClientToServerTime(DueDate,Session("tzOffset"))

DataStore("Workltem").T ables(0).Rows(r).item("workitem_created_on") =
TimeTools.TimeZone.ClientToServerTime(CreateDate,Session("tzOffset"))
r+=1

End While
' time zone shift end

WorkltemEditMultiple.ascx

Place this code before the I = Dat aSt or e ( fi Pe nglatemant neaelimes80 )
' time zone shift start

Dim i as inte ger=0

Dim ModifyDate as DateTime

While i <= DataStore("Workltems").Tables(0).Rows.count -1

ModifyDate = DataStore("Workltems").Tables(0).Rows(i).item("workitem_maodified_on")
DataStore("Workltems").Tables(0).Rows(i).item("workitem_modified_on") =
Ti meTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
i+=1
End While

time zone shift end

© 200 8 XCEND Group, Inc. All Rights Reserved ..
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Place this code before the cgEditList. DataBind() statement near line 190 inthe "btnAdd"
case of Sub Continue()

time zone shift start ——

Dimi as integer =0
Dim ModifyDate as DateTime
While i <= DataStore("EditList"). Tables(0).Rows.count -1

ModifyDate = DataStore("EditList"). Tables(0).Rows(i).item("workitem_modified_on")

DataStore("EditList"). Tables(0).Rows(i) .item("workitem_mod ified_on") =
TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))

i+=1
End While
' time zone shift end

Wo rkltemDelete.ascx

Place this code before the last ctl = wg.Pager statementin  Sub FinalizeTemplate()
nearline 6 2

' time zone shift start

Dim i as integer =0

Dim ModifyDate as DateTime

While i <= DataStore("Workltems").Tables(0).Rows.count -1
ModifyDate = DataStore("Workltems").Tables(0).Rows(i).item( "workitem_modified_on")
DataStore("Workltems"). Tables(0).Rows(i).item("workitem_maodified_on") =

TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
i+=1

End While

time zone shift end

© 200 8 XCEND Group, Inc. All Rights Reserved
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Place this code before the  cgEditL ist. DataBind() statementnearlinel 62 inthe
case of Sub Continue()

' time zone shift start

Dimia sinteger=0

Dim ModifyDate as DateTime

While i <= DataStore("EditList").Tables(0).Rows.count 1
ModifyDate = DataStore("EditList"). Tables(0).Rows(i).item("workitem_| mOdIerd _on")
DataStore("EditList"). Tables(0).Rows(i).item("workitem_modified_on") =

TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
i+=1

End While

time zone shift end

subBulletinBoa rd.ascx

Place this code as shown in the file

' time zone shift start
Dim ModifyDate as DateTime

Dim CreateDate as DateTime

D e time zone shift end

' time zone shift start
ModifyDate = DataStore("Bulletins"). Tables(0).Rows(i).item("bulletin_modified_on")
CreateDate = DataStore("Bulletins"). Tables(0). Rows(i).item("bulletin_created_on")
DataStore("Bulletins").Tables(0).Rows(i).item("bulletin_modified_on") =
TimeTools.TimeZone.ServerToClientTime(ModifyDate,Session("tzOffset"))
DataStore("Bulletins"). Tables(0).Rows(i).item("bulletin_created_on") =
TimeTools.TimeZone.ServerToClientTime(CreateDate,Session("tzOffset"))
' time zone shift end

© 200 8 XCEND Group, Inc. All Rights Reserved
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Time Tools Properties and Methods

Exposed Properties
e ClientScript
0 String i Read Only

o JavaScript generated by the DLL to access the client time zone settings

e isServerSet
0 Boolean i Read Only
o Flag to repr
e isClientSet
0 Boolean 1 Read Only

esen

o Flag to represen
e ServerOffset

0 TimeSpan i Read/Write

o Value representi
e ClientOffset

o TimeSpan 1 Read/Write

o Value representi

Exp osed Methods

e SubmitServerTime (DateTime)

o0 Met hod of inform
e SubmitClientTime(DateTime)

o Met hod of inform

SubmitClientOffset(TimeSpan | int)

0 Method of informing the object
ClientToServerTime(DateTime, int)

0 Returns DateTime

0 Changes client time into server time
ServerToClientTime(DateTime, int)

0 Returns DateTime

o Changes server time into client time
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SLA Management Implementation

The Advan ced SLA module integrates and extends the SLA Contract management available
within Altiris Asset Management/CMDB solution, with the Helpdesk/Service Desk, to provide
SLA monitoring and reporting of work items created in the Helpdesk/Service Desk, using the
contracts created in the Asset Management/CMDB solution.

Introduction

Most organizations wish to monitor the work activity they record and undertake via a
Help/Service Desk against targets set by service level agreements. Generally this involves

Page: 14

monitori ng and reporting on all work items againrnghat 6i nter n:
is internally agreed target times to respond and resolve based on certain criteria T and
monitoring and measuring third party supplier performance against the service lev els agreed

with them in service/support contracts, when work items have been assigned to a relevant
third party for action.

While the Altiris Asset Management/ CMDB sol
SLAG6s and the Hel pdes k/cBendhkelp managp waskktents,dahere is moa
integration between these two in which information from the SLA can be applied to specific

work items, and then monitored, acted and reported on. The Advanced SLA module provides
this capability.

With this module , work items in the Helpdesk/Service Desk become associated with SLAs in
the Asset Management/CMDB module and based on rules and settings target response and
resolution times are set, which can then be monitored and reported on, all using Notification

Server 8s and Hel pdesk/ Service Deskds standard

An important aspect of SLAs is that they nearly always include definitions of the times during
which they are applicable T the working period, or hours of business. Thus all monitoring and
measuremen t needs to be for these hours of business and not at other times i.e. night

periods, weekends, public holidays and so -on all need excluding from the performance and
monitoring calculations. The Advanced SLA module provides the ability to create and define

as many different working periods and holiday schedules as required and associate these to
workers, departments or SLAs. These can then be used to measure performance in business
minutes/hours and to trigger events when thresholds are reached.

What is invo lved?

There are five main elements to the Advanced SLA module: -

Configuring and using Working Periods

Configuring and using an SLA for use within the Service Desk

How to use SLAs within the Service Desk

How to use and modify the reports and notification policies that report and SLA
performance and monitor SLAs and trigger events based on this.

e Understanding the functions that calculate times in business minutes/hours and how
to use them and the additional views and fields

© 200 8 XCEND Group, Inc. All Rights Reserved
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notes

Supported platforms
The following are the requirements

The Advanced SLA module uses the SLA contracts that are within the Asset
Management/CMDB solution. This will need to be installed before installation even if
this only on a 30 day trial license

6.5 Asset/CMDB solution and Helpdesk 6.0 SP4 and SP5 are the supported versions

Page:

15

Installation
1. Decompress the zip file (keeping the directory ) on the notification server.
2. Import XML files into the Altiris console (6.0 or 6.5)
Tab Tree Location Files Sour ce Location
Configuration  |Resource Settings\Data Classes Advanced SLA Data Classes v2.1.xml \Data Classes
Configuration Resource Settings\Resource Types\Other Resources Working Hours v2.1.xm| \Resource Types
9 9 P Holiday Schedule v2.1.xml p
Configuration  |Resource Settings\Resource Types\Contract Types Service Level Agreement v2.1.xml \Resource Types
Configuration Resource Settings\Resource Associations Advanced SLA Res Assoc v2.1.xml \Resource Associations
Default Working Hours v2.1.xml
Resources Resources Default Holiday Schedule v2.1.xml \Base Data
Default Service Level Agreement v2.1.xml
. . vl SLA Reports.xml
Reports Management\Incidents\Helpdesk\Service Level v2 SLA Reports.xml \Reports
Tasks Incident Resolution\Incidents\Helpdesk\Notification Policies gtﬁ x;im: \Notification Policies
3. Executethe SLA Setup_ v2.2.sgl script against the SQL Server database hosting the
Notification Server and Service Desk information.
a. Installs allthe database objects required to support the advanced SLA.
b. Note that the script is configured for an NS database of Altiris  and a Service
Desk database of  Altiris_Incidents . If other names are being used then the
script will need editing to replace the reference to both databases .
4. Copy the two workitem web pages from eithe r the SP4 or SP5 directory into the
templates (or custom) directory whe re the helpdesk application and web files were
installed (e.g. \Program Files \Altiris\Helpdesk \ AexHD \ Templates).
a. Itis recommended you back up the existing versions of these two files p rior to
copying them or override the location to a custom directory.
5. In Helpdesk use the import admin data to import the HD_Rules_2.1.xml file

© 200 8 XCEND Group, Inc. All Rights Reserved
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Configuring the Working Periods

There are two elements to the Working Period. The Working Hours, which is the normal
hours of business associated with an SLA, individual, or department that will be used to

calculate performance in business hours/minutes and the Holiday Schedule that gives the

amended hours on specified days i.e. holidays that overrides and amends these calculations
accordingly.

The Advanced SLA module provides this capability through a Working Hours resource type
and a Holiday Schedule resource type. Individual working hours and holiday schedules are
then associated with individuals, departments o r SLAs depending on circumstances.

During installation a default Working Hours and a default Holiday Schedule are installed,
which can be edited but not deleted. These are used when an association is missing that is
required for a calculation, as well as being associated to the default SLA. For many
organizations simply editing these defaults to their own working hours and associating them
to the SLA will meet their needs.

The Working Hours and Holiday Schedul e r esourrccee scban
branch of the resources tree, and are created and edited like any other resource. Multiple

working hours and holiday schedules can be defined to account for geographical and

departmental differences as well as differences with SLAs.

[2 A Comsole Moot ntemet blorer =ipixi
Fle Bt Yew Favorkes Jook Hep &
Qback » ) - %) (2) o) seach Favortes €| -, 5 E

Ao €] bty locabost{abiraiNSi Corscle.aspe =] Do |wis >
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Working Hou rs

This looks and works as follows:

) EdRCreateResource - Microsoft Intermet Explorer = g xf
He £k Yow Favortes lods teb i
Otk - D - (A @ (] Psowch crovortes @[ (3- i (3 ) 84
Addess [€] e ontractC 7 2 B |ws>
Edlit Working Hours [Standard working Hours 3’
Working week
Day Number*  Day Name * Start Time * |End Time * Break Period Start Time  Break Period End Time Add
1 Sundey 000000 00.00.00 00:00.00 00.00:00
Monday 08:30.00 123000 00:00.00 00:00.00 Remoave
Tuesday 08:30.00 173000 00.00.00 000000
‘Wednesday 08:30.00 17:30.00 00:00:00 0000:00
Thursdey 08:30.00 17:3000 00:00.00 00.00.00
Friday 08:30.00 17:3000 000000 000000
Saturday 00.00.00 00.00.00 00:00.00 00.00:00

rs Timezone Offset

[+00:00

Day offset in
fins oo
e Daylight Savings r

Apply | Done [ Cancel

B i

The working week must include all 7 days and only 7 days and must be nhumbered as per the
default Working week - 1 being Sunday and 7 being Saturday. This is because the

calculations use the day number as opposed t 0 name in their calculations. The time format is
24 hour T so a start at 8:30am and finish at 5:30pm becomes 08:30:00 and 17:30:00. Also

there must be a start and end time - a non working day being 00:00:00 to 00:00:00. A

twenty four hour working day is of course 00:00:00 to 24:00:00.

As some countries operate a working day with a significant break in, it is also possible to

include a break start period and break end period within the day. For periods with no break
period this can be set to 00:00:00 and O 0:00:00. Due to limitations within the Asset/CMDB
solution these entries will be required on any new or edited working hours resource, although

if you are upgrading from the previous version your existing working weeks will be upgraded

and contain blank br  eak periods, but should still work.
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The time zone offset is used to specify the difference between the s er v dimedzene and the
time zone of the SLA, user or department that the working period is to be associated with.

This enables users who are operat ing a single service desk across geographies, to

accommodate the time zone differences between the servers 1 the times in the database
always beingthe s e r v dimed & and those of the workitem/user, within the performance
calculations/monitors. The workin g hours are entered in the times for the time zone in
question i.e. 8:50 to 17:00, and the amount this time zone is ahead or behindthe ser ver 6s
time zone entered in the offset field. l.e . US Eastern Time to Sydney Australia would be

+15:00, as Sydney is1 5 hours ahead of EST. The format if fixed to +/ -XX:XX i.e. you must
have the plus or minus and all four numbers divided by the colon. It is a mandatory field so

even if there is no offset you still need to supply this by entering +00:00.

Additionally ma ny countries operate their own unique and sometime variable daylight
savings policies. These will change the time zone offset depending on what is in place at
what time. To accommodate this the daylight savings field enables the change in hours/mins

to be entered and accommodated in the calculations, when the check box is checked. One
checks the box on the date that the savings come into force and uncheck it when the savings
stop. It is suggested that a task server event or even a natification policy can be

implemented that will automatically set these based on the geographies involved.
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Holiday Schedule

This looks and works as follows: -

2 EditCreateResource - Microsoft Internet Explorer T 3N =10l
Fle Edt View Favories Toos Help >
Qeek + @ - [ &) (] Psearch Jeravories @ (- % B [ &

agdress [&] RtractC b EPEEE
Edit Holiday Schedule [Standard Holidays Standard Hours 3|

General

Holiday Table

Date [Stert Time = [End Time ~ [Descripti A] Add
0170172007 00:00:00 00:00:00 New Years Day

06/04/2007 00:00:00 00:00:00 Good Friday Remove
08/04/2007 00:00:00 00:00:00 Easter Monday J
07/05/2007 00:00:00 00:00:00 May Day Bank Holiday

28/05/2007 00:00:00 00:00:00 Spring Bank Holiday

27/08/2020 00:00:00 00:00:00 August Bank Holiday

25{12{2007 00:00:00 00:00:00 Christmas Holiday

26/12/2007 00:00:00 00:00:00 Boxing Day

01/01/2008 00:00:00 00:00:00 New ‘Years Day

21/03/2008 00:00:00 00:00:00 Good Friday =

Apply | Done | cancel

=
L [T T M ocalintranet 7

The date is the date each for each holiday day in short date format. The start and end time

are mandatory and speci  fy the hours worked on that day. If there is no work then 00:00:00

and 00:00:00 are entered. In essence this allows for a single reduced working period to be
defined on that date (some organizations provide a reduced coverage service on holidays).

The desc ription is text that helps identify the holiday. An indefinite number of holiday dates

can be entered, and it assumed that the time zone /daylight savings offset from the working
hours that is used in conjunction with a holiday period will apply.

© 200 8 XCEND Group, Inc. All Rights Reserved ..
altiris

AUTHORIZED CONSULTANT



www.xcendgroup .com

Page: 20
Associating working hours and holidays to users, departments and SLAs and
how these are used
The Advanced SLA module adds the ability to associate a working h o u rrécerd and a holiday
schedule to user, department or SLA resources in the Asset/CMDB solution for users and
departments this is provided on an additional tab in the edit resource page. For an SLA it is
part of the Service Desk integration tab on the edit resource page.

J8« Lo
=
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As users become workers, the departments the workers department within the Ser vice Desk
this provides considerable flexibility in how SLA performance in business hours can be
measured and monitored.

User Worker Worker
_> 1 : i U
Holiday Schedule v
Department —» Worker Dept ~ Worker Dept
— Assigned to Owned by
B =
Working Week
| Incident
= e )
S~~~ — :
< SLA : SLA
> >
N N
Asset/CMDB ' Service Desk

Standard practice is that within an SLA the hours for service provision are documented, and
therefore nor mally a working hours record and holiday schedule are set up and associated to

the SLA record, which are then used when calculating performance. However in a situation

where everyone work s to a single corporate set of SLA response and resolution times but
different departments or geographies work different hours i for example a service desk for
12 hours but second tier support only 8 hours T the different working hours and holiday
schedules could be associated to the department records, and then the perform ance
calculations undertaken using either the assigned to or owned by workers department. In a

situation where there is an individual who works non standard hours I say anight shift 71
then associating a working h o u rrécard and holiday schedule to the in dividual enables these
working periods to be used when undertaking the performance calculations.

Note every resource in the Asset/CMDB database has a unique identifier called a GUID. It is

this that is used to reference the relevant working periods in the calculations. To find what
the GUID for a particular resource is select the resource and right click and select the

properties option.
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