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1 Legal Notice

© 2010 Ayehu Software Technologies.

The contents of the document are copyrighted by Ayehu.

A single copy may be printelely for personal and necommercial use.

Any printed material may not be altered in any way and must contain the following
copyright notice: "Copyright © 2D Ayehu. All Rights Reserved." and any other
copyright or other proprietary rights notices whietere contained on theprinted
material. Any other use of the material, either in whole or in part for any other
reason is expressly prohibited, unless prior written consent is obtained from Ayehu.
"Ayehu" and the names of all Ayehu Ltoducts and serges referenced in this
document are copyrighted to Ayehu.

Other product and company names referenced in the document may be the

trademarks of their respective owners.

Disclaimer

The information is provided "as is" without warranty of any kind and Ayelu Lt
hereby disclaims all warranties and conditions with regard to any information
contained on this document, including all implied warranties and conditions of
merchantability and fitness for a particular purpose.

Ayehu Ltd. shall not be liable for any atit, indirect, special or consequential
damages whether in contract, tort or otherwise, arising out of the use of this
document or the reliance on information in it.

The content of this paragraph and its disclaimers and exclusions shall apply to the

maximum extent permissible by applicable laws.



2 About Ayehu Software Technologies

Ayehu was founded in 2007 to develop and market innovative solutions for the
LINS@I f Syd LINRPoOofSY 2F ySiig2N] YR L¢ aeadaSy
EYESHARSignificantlyeduces MTTR by bridging the gap between critical business

situations and relevant human resources.
Contact details:

Ayehu Software technologies, Ltd.
34 Habarzel Street

RamatHachayal, TeAviv 69710Israel.
Tel: +972 (0)3 649 50 70
Website:http://www. ayehu.com

Email:info@ayehu.com




3 About this Document

This document desibeseyeSharend detailghe different procedures theyeShare

administrator should be acquainted with order to operate it.

The document includes the following:

No. Chapter

1 Legal Notice

2 About Ayehu Software
Technologies

3 About this Document

4 Introduction

5 Getting Started

6 eyeShare Dashboard

7 eyeShare Management

Description

520dzySyiQa fS3l¢
Ayehu Software Technologies overvie

Document objectivesstructureand
style conventions.

Introduction toeyeShargglossanof
terms and an overview of functionality.
Accessing and usirmyeShare

Viewing real time events in eyeShare
Dashboard

Configuring theeyeShardogic

The following style conventions aosed in this document:

Convention Use
Calibri Regular text
Calibri Bold

userinterface.
Calibri Italic
S

Names of menus, commands, buttons, and other elements of

Special terms; the first time they appear.

Notes which offer aradditional explanation or a hint on how t

overcome a common problem.

Warnings which indicate potentially damagitgger operations

and explain how to avoid them.



4 IntroducingeyeShare

Everymodern business environmerg put to the test of high availabilitBusiness
processes antll processes play a major role in the organization's activity and are
required to 100% accessibility, 24 hoargay 7 days a weeldny changen these
processes may significantly affébe organization's quality of service provided to its
customersand eventually affect its incom&herefore, @cision makersiowadays
are required toconsistentlyraise the level of availability of critical systems and

improve thequality of service.

eyeShareas an innovative, complete and cost effective IT solution. It enablesteasy
use design, deployment and execution of IT Process Automay@Shargrovides

your organization with abilities and tools to manage a large number of concurrent
critical events. The system manages the events, sets priorities and assigns tasks to
the relevant personel. As a result, the availability level of critical systems improves

and so does the quality of service.



4.1

Main Features

Real Time Dashboard

T
T

Customization oflashboard displafor any IT management tier level.
Intuitive indicators and controls to display online status of incidents and
workflow processes.

Initiate prompt escalation and proactive actions to avoid degradation in

critical operations and services.

Intuitive Workflow Designer

T

Design and plan dynamic IT automation processes asiimple dragand
drop workflow objects.

Create compliant ITdhased Incident management procedures.

Test and deploy enterprise class workflows on top of any indissangdard

monitoring system.

Built-in Intelligent Rule Engine

T

T
T
T

Analyze and correlate events from multiple sources.

Trigger automated workflows based on pilefined events.

Execute multiple, parallel branches of any workflow.

Performé 2 dzii 2 Fsysief Somianlstal send automatic notifications

[ alerts.

Actionable Knowledge Management

T

T
T

Execute readyo-use procedures based on bgstactices and organizational
know-how.
Automate knowledgebase actions with intuitive workflow designer.

Distribute actionable knowledg® IT experts and service professionals.

Automated Workflow Scheduler

T
T
T
T

Perform proactive incident prevention tasks.
Run scheduled multiple and complex operational workflows.
Plan and execute daily IT automation activities.

Schedule automation jobs to run dog offpick hours.

Incident Management Reports
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Generate diagnostic reports to manage and improve IT processes.

Display predefined reports for Incident resolution, MTTR, recurring events

etc.

Identify noncompliant activities and bottlenecks to maintaarvice levels.



4.2 Glossaryof Terms and Abbreviations

Term

Action Rule

Condition

Scheduled Actio

Time Frame

Workflow

C#.NET

VB.NET

Command

Knowledgebase

Recording

Message

Template

Web Service

Classification

Device

Incident

Definition

A logic rule which executespredefined automatedVorkflow.
Each Action Rule contains a logical condition and the Workflov
activate when this condition applies.

A logic state which assist in the process of definingapeShare
system's reaction to incoming events.

A logic rule which executespredefined automated Workflow
cyclically, according to a designated time slot.

Adesignated time slot used to define the timing validity of a
Condition, an Action Rule, and a Workflow's Condition Activity.
A sequence ofctivities performed according to a logical
flowchart defined withineyeSharaVorkflow Designer.

An object thatcompiles and Runs any C#.NET code fragment.
An object thatcompiles and Runs atyBNET code fragment.

An object used by the Workflow's Executor Activity. Command
may run batch files, exe file, VB scripts, etc.

An object used to documents the procedure by which to handle
specific event or overcome a common problem.

An object used by angyeSharebject that plays sound
recordings to contact a user via telephone and play recorded
messag.

A Template of a message used to inform recipients of a possib
network malfunction or notify them of any subject.

An object used to invoke any related Web Service Activity with
the Workflow.

An object used to indicata category into which an Incident is pt
An object used to indicate the machine on which an incident
occurred.

Anindication foreyeSharesvent.

11



Term

Problem

Service

Duty

User

User Group

Site

Module

Pronunciation

Tag

Variable

Active Log

Definition

An indication for a malfunction in a few ServicePawvices (a
collection of incidents).

An indication for the specific function on which the incident
occurred.

A type of work responsibilityprofessional skill

A human resourcegnemployee).

A group ofeyeSharaisers.

A location on the globe, in which Users of the organization
situated.

A component which supports communication, remote executio
and systems integratian

An object used to assist the tetd-speech mechanism in the
processof correct pronunciation.

An Object which parses incoming messages and extract releve
information from them.

A system parameter that may be used by otbgeSharebjects
to indicate an inconsistent value.

eyeShareapplicative log which is used to document incidents ar

events.

5 Getting Started

5.1

Accessing eyeShare Dashboard

C To accessyeShare

1. From Start menu, select Start> Programs-> eyeShare-> eyeShare

Dashboard or doubleclick @

on the desktop.eyeShareDashboardg

login screen appears.

12



User Name

Password

Server 127.0.0.1 ﬂ

) 4

2. Type in the eyeShare Dashboard user name and password.
3. Type in the IP address of the server on whagkShare server is installed.

4. ClickLogin eyeShardbashboard screen appears.

(@, aVEhu Thu, 4/8/2010 1657

Counters Waorkforce Severities Active Logs

Minfo

M Waming
M Minor
I Major
M Critical

13



5.2 Accessing eyeShare Management

1. From the upper menu bar ieyeSharéDastboard, clickManagement

Managementwindow appeas.

activatecheck

Attribute

2 Activate Clea.

Web Portal R.. | Web portal troubleshooting and recovery procedure

Pane

Vertical

Menu

h ‘Workflow Designer
- .‘: Incidents Management
-,

~ Resources

-;ﬁ Configuration

ii Active Logs

TheeyeSharelanagementwindow is divided into two areas:

14

1 TheVertical Menu Pane ¢ the menu from which the differen¢yeShare
objects and settingare selected.
1 The Attribute Pane ¢ the pane displaying the attributes dhe selected

object or setting



6 eyeShare Dashboard

6.1 About eyeShare Dashboard

eyeShare Dashboard ia avent management consol&etrievinga wide rangeof
alerts from different control and monitoring systepmeyeSharéashboarcenables
its users to react toeal time eventsconstantly aware of their status at any given

moment
With eyeShare Dashbahyou may:

1 View Intuitive indicators and controls which display the online status of
Incidents andNorkflow processes.

1 Manage critical evestin real time.

1 Take proactive actions to avoid degradation in critical operations and
services.

1 Customizahe display for anyT management tier level.

Each Dashboard instancan beindividually customized to meet its user's personal

needs.

N . . . .
— The alert infrastructure is built and managed via eyeShare Managerfent.

more information on eyeShafdanagement refeto chapter?.

15



6.2 TheeyeShare Dashboard Interface

(—)ayeh The loggedn

8/4/2070 10:40:43 AM
11/5/2009 6:36:48 PM

11/5/2009 6:36:42PM
11/5/2009 6:36:45 PM

Counters Workforce

M infa

B Warning
Minor

[ Major

M Critical

Severities

Exchange

Internet

UNIXSRY
BACKUP-SRV

Sun, 1/2/2011 11:16

High CPU Usage
Overload

High memory usage
High CPU usage

Charts and

Gauges Pane

Incident Table A Ay

% Management “j |About () 'Exit

Pane

Michael Black
James Green
Michael Black
Brian Parker

James Green

Steve Bauer

Open
o Incigis/Problems

The eyeSharBashboardvindow is dividednto two areas:

1 Thelncident TablePane¢ displays the list obpen (active)ncidents.

1 TheCharts and Gaugd3anec displays accumulative statistical data of

the active and non active Incidents

M The name of théoggedin user appears on the top left corner of the window.

16



6.3 Incident Table

The following table details thimcidenttable columnsand their description.

Column

_State 7|

Last Update 7|
_Type 7|

F

Description

Displays the current state of the Incident:
& Warning- the associated servicar deviceis at risk.
Q Down- the associated servicer deviceis down.

0 Up - the associated servicer deviceis running.

Display's the last time the Incident wapdated
Displays the Incident's type:

' Deviceg an Incident related to a specific machine.
')‘j Serviceg; an Incident related to a specifgervice.

-1

N Problem¢ an Incident related tseveral servers or services
Displays the name of the Device or Serviedated to the
Incident.

Displays thetype of the device or service
Displays a descriptive text of the Incident.

Indicates whether a Workflow associated with the Incideni

currently running or not:
G - The associated Workflow is currently running
@ ¢ the associated Workflow run has completed

@ ¢ the associatedVorkflow is currently paused

17



Column

18

Description
Displays the name of theontact personthat is assigned to
handle the Incident and indicasevhether that person has taker
responsibility forthe Incident.

¢ the contact persorhas not taken responsibility fo
the Incident and the assignmengsedefinedtimeframe has not
reached timeoutyet.
Brian Smithg the contact persorhastaken responsibility for the
Incident within the predefined timeframe.
Brian Smithg the contactpersonhasnot taken responsibility fol

the Incident within the predefined timeframe.

= Only the last contact name on the list appears in red. 1
is, in cases whereghe assignment's predefined timeframe hi
passed and the next in line otact person is contactedheir
name appears in yellow, unless it is the last contact name or
list.

Displaysthe last remark sent by the assigned user to tl

eyeShare systemegarding the Incident

IAS . . .
— Double clickthe Incident's row to view all the remark
associated with it.

Displays the Mean Time to Recowéincidentsof the same type



6.3.1 Incident Severity

Each Incident's row displays a color indicating its severity, according foltbeing

legend:

Color

BEONE N

Severity
Info
Warning
Minor
Major

Critical

! The severity legend is displayed in fBbarts and Gauges panbelow the

Incident table in Counterstab.

19



6.3.2

Right Click Menu

The following table details thmcidenttable's right click menu optionand their

description.

Menu Option

__f_“ Manage

%] Knowledge base

:: Take ownership

::\ Assign to

pf  Assign site

0 Run workflow

q. Pause workflow

20

Description

Opensincident Console

NG . ) .
— For more information onincident Console refer to
section0

Opens theorganizationaknow-how of handling the Incident

N . .
— For more information onkKnowledge Base refer to
section0

Assignghe selected Incident to thioggedin user.

N . . . .
— For more information on ownershipaking refer to
section0

Assignsny user to the selected Incident.

NG . . .
— For more informationon user assignment refer t
section0

Assigns the Incident toselectedsite.

L‘\*eyeShare Dashboardexclusively displays Incidents

assigned to the siteo which theloggedin userbelongs

N ) ) . )
— For more information on site assigent refer to
section0

Manually runs the Workflow associated with the Incident.

)i \) . . .
— Available only for administrative users.

Manually pauses the Workflow associated with the Incide

N . . .
— Available only for administrative users.



Menu Option

0 Stop workflow

G Continue workflow

@ Reset

O Close

Status message

Yiew event

Description

Manually stops the Workflow associatedth the Incident.

‘\('J\ . . .
— Available only for administrative users.
Manually resumes the Workflow associated with t

Incident.

)-SR o
— Available only for administrative users.

Resets theselected Incident.

N . . :
—— Resetting an Incident does not affect its MTTR and does

send a recovery message to the involved recipients.

Closes the selected Incident.

N . : .
— Closing an Incident affects its MTaRd a recovery messag

is sent to the involved recipients.
Sends a customized message to update the invo

recipients of the Incident's status.

S| . ..
— The involved recipients may also send a messag
eyeShare Dashboards(s") and receive the Status Messa

upon request.

N ) .
— For more information on status messages refer
section0

Opens the detailed description of the event.
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6.3.2.1

22

Viewing theKnowledgeBase

C Toview a selected Incident's Knowledge Base

1. Right click the Incident from the Incident takd@d selectKnowledge Base
The Knowledge Base Viewedialog box appears, displaying the Incident's

name, a short description of thkenowledge base, and a detailed description

of the way to handle the selected Incident.

Knowledge Base ==
Name  NetApp Disks
Short Description
Handle NetApp Disk Space Issuss
Detailed Description
1. Delete old snapshots
2 Volume size
© Devies () Semvice Problem
Name NETAFF |- fny Incident Name
Classification | Disks |- fny Classffication
Type Name Classification Rank Add_ ¢
W nerer Disks 0
[




6.3.2.2 Taking Ownership
C Totake ownership of the selected Incident:
1. Right click the Incident from the Incident talded selectTake Ownership

TheTake Ownershiglialog box appears

[ Take Ownership &J
Get recovery message using
EeyeShare 1M v|
[ Cancel || ok |

2. From the drop box, select the method by which the eyeShare system notifies
you upon Incident's ckure.

3. ClickOK
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6.3.2.3 Assigning a User to the Incident
C Toassign a user tthe selected Incident:

Right click the Incident from the Incident table and seksssign ToThe
Assign Talialog box appears

rAssign To L&_J‘
User John Smith ‘ v
Communication :Email v |
Template ‘ -
Timeout 5 Minutes

[ Cancel ] [ OK J
|

2. From theUserdrop box, select the user to which you wish to assign the
selected Incident.

3. From theCommunicationdrop box selectthe method by which the
eyeShare system notifies the selected user upon Incident's closure.

4. From theTemplatedrop box, select the messagemplate that is sent to the
user upon Incident's closure.

5. InTimeoutedit box enterthe timeframe in which the selected user should
respond to the assignment and take responsibility for ingident.

6. ClickOK
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6.3.2.4 Assigning the Incident to a Site
C Toassign the Incident to a site

1. Right click the Incident from the Incident table and seksss$ignSite. The
AssignSitedialog box appearslisplaying the current site which the
Incident is assigned.

& R
Assign Site 'i—hj

Curent Site:  Default Ste

Site Name New York| ’v

[ Cencel || ox |

A

2. From theSite Namedrop box, select the site to vith you wish to assign the
selected Incident.
3. ClickOK
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6.3.2.5 Setting the Status Message
C Toset the Incident's status message

1. Right click the Incident from the Incident table and sefgtettus Message
TheStatus Messagedialog box appears

Status Message =RNEN X

Status
Exchange server is being restarted for maintenance|

| Cancel || oK

2. Enter the newmessage.
3. ClickOK
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6.3.3

Incident Console

Thelncident Consolalisplays information relad to a specific open Incident and

similar Incidentsvhich occurred in the past

£ Incident Console

. W

L W Y

History
Open Date

Instances

Date

Instances

EventNumber

621/2010 12:19:40 PM

__| History Pane

6i21/2010 12:19:40 PM

Business Service Portall

121062010091940867GDW |

6i20/2010 12:06:00 P

8i20/2010 12:04:21 PM
6/16/2010 9:50.40 AM

T min

B/2002
SHSiZDm

6i16/2010 9:31:45 AM

1 min

6162010933\ A

8/15/2010 5:56:29 PM

8152010557 %¥PM Unknown

6/8/2010 9:52:48 AM

6/8/2010 10:03:08 AM 10 min

6i8/2010 9:35:40 AM

6/21/2010 12:19:41 PM
6/21/2010 12:13:42 PM
621/2010 12:19:44 PM
6/21/2010 12:19:45 PM
6/21/2010 12:13:47 PM
§21/2010 12:19:48 PM
6/21/2010 12:20:16 PM

6/8/2010 9:36:39 AM
=

unknown

Incoming event
URL check

Ping

Teinet

Service status
Sending [M message
Sending IM message

IIS Recovery IM De.
IIS Recovery IM De..
IIS Recovery IM De..
IIS Recovery IM De.
IIS Recovery IM De..
IIS Recovery IM De..

Incident

Assigment

Pane

~

_

Executed
Exceuted

Executed

Executed

Responded

\aiting For Respanse

John Smith
John Smith

Take Ownership

Device

Additional

WEB-SRV

Time Opened

Assign To

Portal

Dovin

Information Pane

Critical

Assign Site Run Werkfiow

Default Site

Failure Unable to connect to the remote server
Success
Failure

Stopped

Instances Counter

1
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6.3.3.1 History Pane
The history pane displays the selected Incident's past instances, their opening time,

closing time and their TTR.

e{ N . _ . . . .
— The first instance on the list is the curranstancetherefore itsclosing time
and TTRare unknown

6.3.3.2 Instances Pane

The Instances Pane displays the specific incident's Instance information

28



6.3.3.3 Active Logs

The Active Logsanedisplays log entries related to the selectepen Incident.The

following table describes the Active Log report columns:

Column Name

Date
Event Type
Workflow

Branch

Activity
Full Name
Status
Result
Subject
Message
Module
Remark
Rule
Group
Duty

Tag Name

Description

The date and timeof the Activity

The Activity's type

The Workflow's Name

The Workflow's branch name (relevant only for parall¢
Activity)

The Activity's name

The user that the Activitinteracts with

The Activity's status (e.g. Executed)

The Activity's returned value (e.g. Success)
Thesubjectof an event's incoming message
The event's incoming messag

The module that executed the Activity
Additional information

The Rule that activated the Workflow

The user group that the Activity interacts with
The user Duty that the Activity interacts with
The Tag object that parsed the event
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6.3.34 Additional Information Pane

Button

Close

Beset

Status Message

Add Remark

Take Ownership

Assign To

30

Description

Closes the selected Incident.

S . : .
L Closing an Incident affects its MTTR and a recovery mes
is sent to the involved recipients.

Resets the selected Incident.

N . . :
—— Resetting an Incident does not affect its MTTR and does

send a recovery message to the involved recipients.
Sends a customized message to update the invo

recipients of the Incident's status.

S| . .
— The involved recignts may also send a message
eyeShare Dashboard ("sts") and receive the Status Mes

upon request.

N . .

— For more information on status messages refer
section0

Allows theloggedin user to add any remark related to th

Incident.

N . . .
— Any new remark is sent to the Incident's involv
recipients.

Assigns the selected Incident to tloggedin user.

A . . . .
— For more information on ownership taking refer
section0

Assigns any user to the selected Incident.

N . . .
— For more information on user assignment refer

section0

N . . .
— Available only for administrative users.



Button

Stop |

Continue

Bause

Run Workflow

Time Opened

MTTR

Description

Manually stops th&Vorkflow associated with the Incident.

= Available only for administrative users.
Manually resumes the Workflow associated with t

Incident.

T
= Available only for administrative users.

Manually pauses the Workflow associated with the Incide

Neiis
= Available only for administrative users.

Manually runs the Workflow associated with the Incident.

T
= Available only for administrative users.

Displays the Incidentsurrentinstance life time.

= Indicated inred once passed MTTR.
Displays the Incident's MTTR.
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6.3.4

Filtering the Incident Tabl®isplay

The displayed table's entries may be filtered accordintiéocriteria presented in

each column or filtered according tocustomized criterion

32

Tofilter the Incident Table display

c
1. In the selected column, clica&.
2.

From the filter dropbox, select thecriterion according to which the table

display is filtered.

3. Tofilter the table's display according &austomizedcriterion, selectCustom

from the filter drop box The Enter Filter Criteria forType dialog boxis

displayed:

o) Enter filter criteria for Type

Operator Operand

B [EETD |Z|

4. Slect the criteriors operator and operand.

5. Toaddthe condition to the criteriors list clickAdd a Condition

6. Repeat step<l5 for any additional condition you wish to add to the filter's

criterion.

7. To remwe a condition from the criteridn list clickDelete Condition

The following image depicts filtering critefon which includes incidents that are

related to SRV servers and excludes Incidents which are related to SQL servers:

BSl Enter filter criteria for Name

@ And conditions JE@ Contains

Or conditions [ Doss not contain

Add a condition

Cancel

[ame] Contsins "SRV’ AND [Name] Does not cortain 'SQL"

X
Operator Operand
B Gl 2]
[=]sa =

8. ClickOK



6.3.5 Manually Creating a New Incident

Incidents are typically derived from automated rules defined behind the scene
However, Inments may be initiated manually by eyeShare Dashboard users in cases
where events are not tracked by any automated system.

C Tomanually initiate an Incident

8. New Incidentdialog box appears:

r E
New Incident l&J
O Device (| Service
Name Exchange lv
Classffication | CPU [ v
Event High CPU Usage - 50%
Status \Warning [ v
Severity Major "
Ste Defautt Ste v
[ Cancel ] [ oK ]

2. SelectDeviceor Serviceto indicate the Incident'source.

3. From theNamedrop box, select the specific Device or Service that indicates
the Incident's source

4. Fromthe Classificationdrop box select the Device or Service classification,
which indicates the Incidenttype.

5. In the Eventedit box, enteranyfree text related to the Incident.

6. Fromthe Statusdrop box, select the status of the Incident, according to the

following:
q & Warning- the associated servicar deviceis at risk.

i Q Down- the associated servioar devi@ is down.

7. From theSeveritydrop box, select the Incident's severity.
8. From theSitedrop box, select the site that the incident is associated with.

9. ClickOK
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6.3.6 Creating a New Message

The eyeShare Dashboard user magnuallysend an instaninessage to a &s or a
group of users at any given moment, in the foofran email, an eyeShare IM or an
SMS.

C Tosend a message

1. Click Sl New Messagdialog Box appears

r B
New Message LJ&

User 9 Group

Name System ‘ -

Communication |SMS v ]

@ Custom Template
Subject

Body Servers Maintenance will start within 15 minutes|

Template

[ Cancel ][ OK

2. SelectUseror Groupaccording to the message's destination choice.

3. From theNamedrop box, selecthe name of the user or user group.

4. From theCommunicationdrop box, select the type of message you wish to

send:.email eyeShare IMSMS
5. SelectCustomif you wish to compose your own messagelemphte if you
wishto use a message template.

6. If you selectedCusbm in the previous steptype in the message's subject

(e.g. "Exchange Server is going down") and body (e.g. "Please note: the

Exchange server will be down for the n@ttours”). If you selectedemplate

in the previous step, select hmessage template you wish to use from the

Templatedrop box.

S| . .
— For more information on message templates refer to sectich6
7. ClickOK

34



6.4 Chartsand Gauges Pane
6.4.1 Counters Tab

TheCounters talbprovidesa graphical representation of the open incidents,

according to a classification fragmentation.

The Counters tab is divided into three areas:

1 Severity Legend displays the color legend of the open incident's severity.
1 Classification Chart displaysa graphical representation of the open
incidents, according to a classification fragmentation
1 Gauges
o The number of open Incidents related Rvoblems (indicated by the
blue pointer) and Servicédmdicated by the red pointer)
o The total MTTR of all Incidents
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6.4.1.1

Every Incident is indicated with a severity level, according to the following:

36

Severity Legend

Color

I

Severity
Info
Warning
Minor
Major

Critical



6.4.1.2 Classification Chart

Classifications

The Number

Incident

of Incidents Incident

Severity

Jassification

~ 8 i,

CPU Disks Service Memory Conn.

The charprovidesthe following information:

1 The Xaxis displays théncidents Classification.
1 The ¥Axis displays the number of Incidents.
1 The different colors represent the incidents' severity level.
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6.4.1.3 Gauges

Open

Incidents

b Open C
> InciNgts/ Services
0 -=30

The gauges display thelfowing information

1 Open Incidents displays thenumber of open Incidents related to Problems
(indicated by the blue pointer) and Services (indicated by the red pointer)
1 Total MTTR displays thdotal MTTR of all Incidents.
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6.4.2 Workforce Tab
TheWorkforce tabprovidesa graphical representation of the open incidents,

accordirg to user assignmerfitagmentation.

Severity Workforce

Legend Chart

TheWorkforcetab is divided into three areas:

1 Severity Legend displays the color legend of the open incident's severity.
1 Classification Chart displaysa graphical representation of the open
incidents, according to user assignment fragmentation
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6.4.2.1 Workforce CoordinatorChart

The Number Incident

The Assigned

of Incidents

Severity

User

James Green Michael Black

The chart displays the following information:

1 The Xaxis displays the Incident's assigned user.
1 The ¥Axis displays the number of Incidents.
1 The different colors represent the incidents' severity level.

-
= The chart does not display assigned Incideist
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6.4.3 Severities Tab
TheSeverities talprovidesa graphical representation of the open incidents,

according to aseverityfragmentation.

Assignment M Severity

Severity
Legend Chart Pie Chart

TheSeveritiedab is divided into three areas:
1 Assignment Legend displays the color legend of the open incident's
assignment:

Color Severity Description

No The contact persorhasnot taken responsibility for the

- Response Incident within the predefined timeframe.

O Waiting  The contact person has not taken responsibility for the
Incident and the assignment's predefined timeframe has nc
reached timeout yet.

B Handled The contact persorhastaken responsibility for the Incident

within the predefined timeframe.

9 Severity Chart; displays a graphical representation of the open incidents,
according to user assignment fragmentatjam a column chart.

1 Severiy Pie Chartc displays a graphical representation of the open
incidents, according to user assignment fragmentation, in a pie chart.
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6.4.4 Active Logs Tab

TheActive Logs talprovideslog entries related to the selected open Incident in the

Incident table

6/21/2010 12:13:41 PM
6/21/2010 12:19:42 PM URL check IS Recovery IM De  Workflow Root Check_Web_Site

8/21/2010 12:19:44 PM Ping IIS Recovery IM De  \workflow Root Ping_Wweb_Server

6/21/2010 12:19:45 PM Telnet 1IS Recovery IM De  \workflow Root Telnet_Port80

6/21/2010 12:19:47 PM Service status 1IS Recovery IM De  \workflow Root Check_IIS_Service

6/21/2010 12:19:48 PM Sending IM message IIS Recovery IM De_  \workflow Root Contact_Owner John Smith

The following table describes the Active Log report columns:

Column Name

Description

Date The date and timeof the Activity

Event Type The Activity's type

Workflow The Workflow's Name

Branch The Workflow's branch name (relevant only for parall¢
Activity)

Activity The Activity's name

Full Name The user that the Activity interacts with

Status The Activity's status (e.g. Executed)

Result The Activity's returned value (e.g. Success)

Subject Thesubjectof an event's incoming message

Message The event's incoming messag

Module The module that executed the Activity

Remark Additional information

Rule The Rule that activated the Workflow

Group The user group that the Activity interacts with

Duty The user Duty that the Activity interacts with

Tag Name The Tag object that parsed the event
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7 eyeShare Management

7.1 Studio

eyeShares an everddriven system, and thus activates predefined automated
Workflows when certain predefined events occ8tudio objects are used to
configurethe logic and schedulediles according to whiceyeShareperates and

executes the predefined automated Workflows
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7.1.1 StudioToolbar
The following table detailthe eyeShareStudiotoolbar buttons and their

description
= All toolbaroptions are available from rigkdlick menu.

= To Disable or enable an object, right click it and sdbesable Enable

respectively.

= To run a Scheduled Action now, right click it and selRanh To stop a
Scheduled Actiofrom running, right click it and seleStop.

Button Description

Creates a new Studio object
Edits the selected Studio object's properties
Deletes the selected Studio object

Creates a copy of the selected Studio ohject

Moves the selected Studio object to a lower location in the list.

= Availableonlyin Action Rulegab.

Moves the selected Studio object to a highacation in the list.

= Available only irAction Ruledab.
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7.1.2 Action Rules
The rules according to whidyeShareperates and executes the predefined
automated Workflowsare calledAction RulesEach Action Rule contains a logical

condition and the Workflow tanitiate when this condition applies.

WheneyeShareetrieves an eventthe list of Action Rules is scanndfdhe event
matches the criteéa of a specifiéction Rule, the Action Ruieitiatesthe Workflow

assigned to it.
A . .
— For more information on Workflows refer to chaptér2.

S . .
— Action Rules are checked and feemed according to the order they are listed
in. Assome events may match the criteria séveralAction Rules, it is important to

situate Action Ruledy the requested operation order

Tocreate an Action Rule

)

1. From the vertical menalickStudio, andthen clickAction Rules

2. From the Studio toolbamlickﬂhﬂ. Rule dialog box appears:

e{ N .. .. . . .
— When editing an existing Action Rule, its propertieswrer,
modification date, etc.) are displayg at the top of the dialog box, as depicted

in the following image.
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Rul =
Properties
Created by Admin Admin on 3/10/2010 5:32:43 PM Last modified by Admin Admin on 3/10/2010 5:32:43 PM
Name activate check CPU /| Enabled
Description 7] Log
Teminating Rule
Timing Constraints
G| Aways -
Condition Worldlow Time frame Log categories
alv -] [l =] @6 avays =] [ Actve Logs B
N. condition Workflow Time Frame Log Category | Terminate Update
1 email from assaf with error :cneck CPU :A\ways Active Logs
Cavou

3. In Name edit box, enter a meaningful name for the new Action Rudey(
"Web Portal Recovety.

4. In Descriptionedit box, enter the description of the new Action Rule.d.
"Web portal troubleshooting and recovery procedtjre

5. Check/UnchecEnabledto enable/dis#dle theAction Rule.

6. Check/Uncheclkogto determine whether or not tosavethe Rule Action's

activity to theActive log.

NG . . .
— For more information on Active Logs referdioapter7.6.

7. Check/UnchecKRerminating Rulef you wish to terminateghe Action Ruldist

check upon the current Action Rigectivation.

S| o .
— Someevents may matclthe criteria ofseveralAction Rules. If the current
Action Rule is noa "Termindaing Rule’ other Action Rules which apply may be

activatedalong withthe current Action Rule.

8. UnderTiming Constrainsout of the previously created list of Time Frames,
select the Time Framender which the Action Rule is active.d. " "Always").

Alternatively, clickQ to create a new Time Frame
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NG . . .
— For more information on Time Frames refer to secffoh.5

9. Under Condition, out of the previously created list of Conditiorsglectthe
Condition that is checked upon the Action Rule s¢am. "lIIS Failure®)

Alternatively, click& to create a nev Condition or selectAny if you wish to

initiate the workflow upon any incoming event

S| . . " )
~—— For more information on Conditions refer to sectiéri.3

10. UnderWorkflow, out of the previously created list of Workflowselect the
Workflow that is activated when the Condition applie®.g. "lIS
troubleshooting and recovery")Alternatively, tick & to create a new

Workflow.
-
= For more information on Workflows refer to chaptér2

= SelectDrop if you do not wish to perform any of the optional Workflows

when the Action Rule appliesi. when the Action Rule is usedor

documentation reasons only).

11. UnderTime Frameout of the previously created list of Time Frames, select
the Time Frame under which the Workflow aetion may be performede(g.

"Working Hours")Alternatively, click& to create a new Time Frame.
"
= For more information on Time Frames refer to secffob.5
12. Under Log Categoriesout of the previously created list ofctive Log

Categories, select the category under which the Workflow activagiuny is

registered €.g."Rules").
N . . .
— For more information on Active Logs refer to sectiof

13. ClickAdd to add the combination of Condition and Workflow to the Action

Rule.
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14. Repeat step®-13 for each of the Workflows you wish to operate upon the
current Action Ruls activation.
15. To edit a Condition, select it from the Condition list and dlipkiate.

16. Tochange the order of the aalitions in the Action Rule, select a condition

from the list and cIicl or .

= Conditions are checked by the order they are listed in.

17. Double click the cell undeferminate if you wish to terminateCondition
checkif the currentConditionapplies.

18. To delete a Condition, select it from the Condition list and click Remove

19. ClickOK



7.1.3 Conditiors
Conditions are logical states whiessist in the process of defining tleyeShare
system's reaction tancoming events. Condition may beased on a message's
source, its subject text, its body text, etc.

C Tocreate a Condition

1. From the vertical menualickStudio, and thenclickConditions

2. From the Studidoolbar click&ﬂ. Conditiondialog box appears:

Condition i

Condition name

Description

T Al least one of the below ("OR") -

@ Standard object type Variables

Standard object type Operator Value

Source 'l |Ecpds x ‘ 7] |i-.1 ‘ alert@ayehu.com ‘v

Type Object Operator Value
Upda
Remo
Gorce

3. In ConditionNameedit box, enter a meaningful name for the né&ondition
(e.g."lIS Failur®.
4. In Description edit box, enter the description of the new Conditiore.§.
"Message body containg’).
5. Fromthe Condition drop box select the relation between theondition's
elements At least one of the below ("ORY)AIl of the below ("AND)
6. Select StandardDbject Typeor Variable to determine whether to check
standard object type or system variable upon condition check.
a. If you selectedstandard Object Typeselect the objectthat comprises
the condition's element€.g. "Message Body")The following table

details the Standard Object types:
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Standard Icon
Object
Classificatior &%

Condition @}

A

Destination

Device

Incident )
Message e
Body

Problem {3\

[+

Service

4o
Source

Subject

Time Frame |

b. If youselectedVariable out of the existing system Variabded user

Description

The classification to which the incoming eve
belongs

Other Condition

= Use Condition Standard object type to
concatenate rules together or merge "ANI
conditions with and "OR" conditions.
Therecipientof the message which was receive
by theeyeSharesystem.
The serveon which theincomingevent
occurred.

TheincomingeyeShareevent

The message which was received by ¢geShare
system.

The type othe problem

The service in which the incoming event
occurred.

The source of the message which was receivel
the eyeSharesystem.

The subject of the message which was recei
by theeyeSharesystem.

The time frame in which the condition applies.

defined list, select th&ariable thatcomprisesthe condition.

sl . . .
~— For more information on Variables refer to sectin®,.12
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7. Select the operator (the list changes according to the selected Object
Type/Variablé.

8. UnderValug out of the previously created list of Standard Objestdectthe
Standard Object of theondition. Alternatively, click@ to create a new
Standard Object (the new object type will be selected according to the

selection made in stef.a).

N . . .
— For more information on Message Objects refer to seciidn3.1

The followng image depicts a condition in which the standard object type
"Message Body" contains the phrase "IIS failure” andstaadard object type
"Source" contains "alert@ayehu.comThe condition is mt when eyeShare
receivesan event from alert@ayehu.comand the message body contains the
LIKNF &S aLL{ CI Af dzNB§

Condition e
Condition name: IS Failure
Description
Condition All of the below ("AND") -
@ Standard object type Variables
Standard object type Operator Value
||‘=B@Bﬂd, v| |c°ﬂa-ng v| G‘L”IISFawlure | o od
Type Object Operator Value "
Upda
W& Source Equals alerti@ayehu.com
Remove
B :Message Body Contains IS Failure S
9. ClickOK
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7.13.1 Message Object

Message objects are constant values used to assemble a condkitar. creating

Messaye Objects, you may use them in a Condition and compare Variables' values
against them.

A . . " )
~—— For more information on Conditions refer to sectiéri.3

C Tocreate aMessage Object

1. From the vertical menulick Studio, and then clickConditionsand Message
Objecs.

2. From the Studio toolbar cliaﬁﬂiﬂ'. Message Objectlialog box appears:

Message Object [é]
Twe
Source f
Name Destination
Subject )

Description Message Body

Value

Cancel || OK

3. From theTypedrop box, select the type of the message property that the
Message Object representSdqurce Destination’ Subject Message Body
4. In Nameedit box, enter a meaningful name for the néessage Objede.g.
"alert@ayehu.com)
5. InDescriptionedit box,enter the description of the newlessage Object
6. InValue set the constant value of the new Message Ohject
ClickOK
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7.1.4 Scheduled Actions

Workflows can also be activated using Scheduled Actwhgh activatahe
Workflows cyclically, according to@esignatedime slot.For example: a Scheduled
Action may be set to Activate l&n log file foldel Workflow every Sinday at 2:00
AM.

C Tocreate a Scheduled Action

1. From the vertical menualickStudio, and thenclickScheduled Actions

2. From the Studidoolbar clickm. ScheduledActiondialog box appears:
Scheduled Action I-zhl

Properties
Name Clean Old Log Files [v| Enabled  [V] Log

Description Cleaning old log files every night at 01:00

Workflow (€] N,_] { Check and Clean Disk Space | I'
Time Zone I(UTC+O2:OO) Jerusalem v‘
Log Category | Active Logs ’ -

Validity Perform this
Between 10/25/2009 ~  14:24 |2 o) Daily ) Hourly () Always
And 12/31/2099 ~ 14:24 & ) Weekly (! Once

Daily - Active on
Run At 01:00 /& every 1 + days

Settings

[] Delete the scheduled action f it is not scheduled to run again
[T] Stop the scheduled action if it runs for |1 hour(s) |0 | minute(s)

[ Skip scheduled action if a previous workflow is still running

[ ok || cancel |

3. In Name edit box, enter a meaningful name for the neScheduled Action

(e.g."CheckDaily Backup).
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4. In Descriptionedit box, enter the description of the nevcheduled Action
(e.g."Checks the status of the daily backup").

5. In Time Zong select the time zone according to which the Scheduled Action
Operates.

6. In Log Categoy, out of the previously created list &ctive Log Categories,
select the categorynder which the Scheduled Action execution is registered

(e.g."Scheduled Tests").

NG . . .
— For more information on Active Logs refer to sectiof

7. UnderValidity, set the validity time frame of the Scheduled Actieng(from
today until February 2015).
8. UnderPerformthis, set the interval of the Scheduled Action:

a. Dailyc executesthe scheduled action on a daily basis

b. Hourly- executesthe scheduled action onrehourly basis

c. Weekly- executesthe scheluled action on a weekly basis (on the
selected dayand time framé@.

d. Once- executesthe scheduled action only @s.

e. Always¢ ongoingexecuton ofthe scheduled actiofas soon one
instance ends, another one begins)

9. According to the selection made in st@p set the activatiortiming of the
Scheduled Action.

10.Checks St SGS G KS & O&delRtezheSSRhedul@diAktBn/fiém list
of Scheduled Actions after it has been performed and will not run again (
expiration date had passed).

11.Check{ 2L G4KS &OK

RpdzfifSHe tinheQuii df the/ Scheduled
Action andthen set it

12. ClickSkip scheduled action if previous workflovto avoid re-running the
Scheduled Action in case thgreviousscheduled Workflowhas not ended
yet.

13. Check/UnchecEnabledto enable/dis#le the Scheduled Action.

14. Check/UnchecK.og to determine whether or not to savehe Scheduled
Action's activity to theActive Log

15. ClickOK
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7.15 Time Frames
Time framesre designated time slotssed to definghe timing validity of a
Condition, an ActioiRule, and &Vorkflow'sCondition Activity.

C Tocreate a Time Frame

1. From the vertical menualickStudio, and thenclick Time Frames

2. From the Studiaoolbar clickm. Time Framalialog box appears:

Name Working hours

Description every day's working hrs

Time Zone (GMT+02:00) Jerusalem v

Between 2/25/2010 ~ 11:18 |

And 2/25/2020 ~ 11:18 12

V| Mon (V] Tue [v|Wed [V|Thu [V]|Fi Sat Sun

V| Al day Between ~ 00:00 And 2359

3. In Name edit box, enter a meaningful name for the neScheduled Action
(e.g."Working Hour®).

4. In Descriptionedit box, enter the description of the new Time Frame.d.
"Every day's working hours").

5. In Time Zoneg select the time zone according to which the Time Frame
applies.

6. UnderValidity, set theTime Framed.g.from today until February 2015).

7. UnderActive On set theTime Frame's days and hours (Monday to Friday on
8:00-:17:00).

8. ClickOK
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7.2 Workflow Designer
721 Workflow Toolbar

The following table details theyeSharaVorkflowtoolbar buttons andheir

description.

= All toolbar options are available from righlick menu

Button Description

Creates a new Workflow

Edits the selected Workflow
Deletes the selected Workflaw

Creates a copy of the selected Workflow

Runs the selected Workflow and launches the Active Log scret

In addition to the options detailed in the above table, the right click menu provides

Menu Option Description

N Import Imports a XML formatted Workflow from an external location

~  Export Exports the Workflow to an External location and saves it tc

XML formatted file.
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7.2.2 Development
7.2.2.1 C#NET
The C#.NET object compiles and Runs any C#ddETragment.
C Tocreate a C#£NET object
1. From the vertical menwlick Workflow, and then clickDevelopmentand

C#.NET

2. From the Workflow toolbar clicm. C#.NETialog box appears:

Code &J
Language type C#
Code name:
Code description:
Assembly list: System dll - N
System.Data dll
ActivityLibrary.dll 2
1 using ActivitylLibrary.Classes:
using System.Collections.Generic;
3 System.Collections.Specialized;
4
5 public class className : BaseCodeExecuter
6 ot
7 | public override Dictionary<string,object> Execute()
8
9 throw new System.NotImplementedException();:
1
1
12

3. InCode nameenterthe name of the code fragment.

4. InCode Descriptiorenter adescription of the code fragment.

5. TheAssembly lispresentsthe list of externaDLLfiles that are used within
the codefragment By default, the assembly list contains sevexalfiles.
You may extend the list by importing additiolLfilesand use them within

the code

) N . . o .
— The importedDLLfiles must exist in the machine where tegeShareexecuter

is installed, in the specified path.

) ST . .
— To import theDLL fils you must havé1S ILMergeutility installed on you

machine. If you do not have it installed, cI to get the instructions for the
installation procedure.
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) .= . . . o .
— The code fragment function signature must remain a Dictionary (of string,

object) and must return a variable of the same type.

S| . . e
— Two Functions can be used to access variables within the code fragment:
GetWorkflowMemoryNodeData ("<VarName>")

SetWorkflowMemorNodeData('<VarName>", "<Value>")
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7.2.2.2 VB.NET
TheVBNET object compiles and Runs #BNET code fragment.
C Tocreate a VB.NET object

1. From the vertical menwclick Workflow, and then clickDevelopmentand
VBNET

2. From the Workflow toolbar clicm. VBNETdialog box appears:

Code &J
Language type VE.NET
Code name:
Code description:
Assembly list System dl Py (I
System Data dll

ActivityLibrary.dil -
imports Activitylibrary.Classes

imports System.Collections.Generic

imports System.Collections.Specialized

imports Microsoft.VisualBasic

rrides Function Execute() As Dictionary(of String,Object)
New System.NotImplementedException()

3. InCode nameenter the name of the code fragment.

4. InCode Descriptiorenter a description of the code fragment.

5. TheAssembly lispresentsthe list of externaDLLfiles that are used within
the codefragment By default, the assembly list contains sevexalfiles.
You may extend the list by importing additiolLfilesand use them within

the code

AN . . o .
— The importedDLLfiles must exist in the machine where tegeShareexecuter

is installed, in the specified path.

s
= To import theDLL fileyou must haveMS ILMergauitility installed on your

machine. If you do not have it installed, cI to get the instructions for the

installation procedure.
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) .= . . . o .
— The code fragment function signature must remain a Dictionary (of string,

object) and must return a vaide of the same type.

S| . . e
— Two Functions can be used to access variables within the code fragment:
GetWorkflowMemoryNodeData ("<VarName>")

SetWorkflowMemorfodeData ("<VarName>", "<Value>")
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7.2.3 Command
Commands are uskby the Workflow's ExecutoActivity. Commands may run batch
files, exe file, VB scripts, etc.

C Tocreate a Command

1. From the vertical menualickWorkflow, and thenclickCommands

2. From theWorkflowtoolbar cIickQﬁN. Commanddialog box appears:

(]
o
3
3
E]
g
Z
-]

Command  C:\eyeShare\cleanmar bat Browse |
Arguments 500 14
Uk ayehu

3. In Name edit box, enter a meaningful name for the ne@ommand(e.g.
"Clean Up Manag#y.

4. In Description edit box, enter the description of the new Command.q.
"Disk Clean Up Manager").

5. In Commandedit box, enter the command to execute when the Exec
Activity operates the commande(g." C\eyeSharkcleanmgr.bat).

6. In Arguments enter the command'sparametes (.g. "500 14 for a
command that deletes files larger than 500 MB and older than 14)days

7. If the executed file is located in the local machine, dicbwseand select it.

8. InUser, entera valid user name for Command testing (will not be used during
runtime).

9. In Password enter a valid password for Command testing (will not be used
during runtime).

10. Click Execute Nowto test the Commandusing the given ser name and
password.

11. Fromthe Searchdrop box set the locatiorwherethe the Command'sutput
should be searched fo8TD out STD ErrdrExit Code.
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7.2.4 KnowledgeBase
A knowledgebase is used to store the best practice of how to handle a specific event
or handle a common problem

C Tocreate a KnowledgBase

1. From the vertical menalickWorkflow, then clickKknowledge Base

2. From the Workflow toolbar click &nﬂ Knowledge Basedialog box

appears:

E

Knowledge Base

({8 i<k C Clean]

Short Description
How to handle lack of disk space on drive C

Detailed Descrition
1. Empty recycle bin 2. Delete temp folder 3. Delete old log files 4. hitp-//portal knowledge_base/cleanup html

© Device () Servics Froblem
Name Exchage2 |~ Any Incident Name

Classfication | Connection ‘ - Any Classffication

Name Classification Rank

Type I—Mdd
‘ Exchange cpu 3
s 0

test test 7

3. InNameedit box, enter a meaningful name for the némowledge Basge.g.
"Disk Space Clean(Qp

4. In Descriptionedit box,enter the description of théest practicee.g."How
to handle lack of disk space on drivg.C

5. In Detailed Description edit box, enter the fdiscription of theprocedure
(e.g: "1. Enpty recycle bin 2. Delete temp folder 3. Delete old log files 4.
http://portal/knowledge_base/cleanup.htni).

6. Select whether to assign the Knowledge Base tDeaice (a machine), a

Serviceor aProblem
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= For more information orDevices Services and Problems refer to chapter

7.3

7. If you selectedDevicé Servicein the previous step, select thidame of the
Device/Service and iSlassificatiornin the correspondinglrop boxbelow.

8. If you wish to assign the Knowledge Base to any sort of Incident or
Classification, check the corresponding checkbox according to your choice.

9. ClickAdd.

10. Repeatsteps 6-9 for every Device/Service/Problem you wish to assign the
Knowledge Base.

11. To set the rank of the Device/Service/Problem select it from the list, enter a
number underSet Ranland clickSet Rank.

12. To remove a Device/Service/Problem from the Knowledge Base list, select it
and clickRemove.

13. ClickOK



7.2.5 Recording
Recordings may be ed ineyeShardo contact a usera group of users or a dutyia
telephone(IVR) oreyeShardM and play a previously recorded message. Recordings
may be usedby anyeyeSharebject that plays sound recordings (e.g. Communicate
Activity in Workflow)

C Tocreate a Recording

1. From the vertical menualickWorkflow, and thenclickRecordings

2. From the Workflow toolbar click Qi-l Message Recordinglialog box

Message Recording @
Input Devics: | SoundMAX HD Audio -l
Output Device: |SoundMAX HD Audio -/
Name Recording test
Description

[ 0%

Load Recording

3. In Name edit box, enter a meaningful name for the neRecording(e.g.
"Presence Chetk

In Descriptionedit box,enter the description of the new Recording.

To start recording the message, cligtart Recording

Tostop recording the message, cliSkop Recording

To test the recorded message, clkRlay Recording

© N o 0 &

To load an existing WAV filadsave it toeyeShareclickLoad Recordingnd
select the WAV file

-
= eyeSharesupports WAV files with the following attributes: 8000Hz. 8 Bits,
Mono.

9. ClickOK
65



7.2.6 Message template
Messags are used to inform recipients of a possibitwork malfunctionor notify
them of any subjectinstead of creating a separate message per event, similar events
may use the same message template which presents variable contents.
C Tocreate a Message Template

1. From the vertical menalickWorkflow, andthen clickMessage Template

2. From theWorkflowtoolbar cIick&hﬂ'. Templatedialog box appears:

Template

Name Server is down! Description  no connection to server

Down/Genarel Template Waming Template Recovery Template
Subject Subject Subject

ZhostnameZ is down Zhostname % seems to be down ZhostnameZ is back on
Body (Email) Body (Email) Body (Email)

no connection to %Zhostname% - Zhostname% seems to be down " “ZhostnameZ is back on
Body (SMS) Body (SMS) Body (SMS)

no connection to %Zhostname% - %hostname? seems to be down 2 “ZhostnameZ is back on
Body (Voice) Body (Voice) Body (Voice)

no connection to %hostname% - “%hostname% seems to be down - “%hostname? is back on

Parameter v

3. In Nameedit box, enter a meaningful name for the nédessage Template

(e.g."Server is Down).

4. In Descriptionedit box,enter the description of the new Rexding (e.g. "No

Connection to Server").
5. Each messagéemplates presents3 modes:Dowr/Genera] Warning and

RecoveryEnter the text you wish to send the recipiertseach mode

The bllowing table details an example ofa message template sent to notify

the recipients of server damage

|[ \| . 1
— The convention %X% represents a Variable.
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Message Subject Body (email)

State

Down/ %hostname% no connection

General is down to

%hostname%

Warning %hostname?% %hostname%
seems to be seems to be
down down

Recovery %hostname% %hostname%

is back on is back on

The following tabladetails an example of anessage template sent to notify

Body (SMS)

no connection
to

%hostname%

%hostname%
seems to be

down

%hostname% i<

back on

Body (Voice)

no
connection

to
%hostname%
%hostname%
seems to be
down
%hostname%

is back on

the recipients of an upcoming proceduperformed within the next hour

Message Subject
State

Down/General Maintenance %Device%

mode will be shut
notification ~ down within
the next
hour
Warning - -
Recovery - -
6.

and clickAdd.
7. ClickOK

Body (email)

%Device%

will be shut

down within

the next

hour

Body (SMS)

Body (Voice)

%Device%

will be shut
down within
the next

hour

In Parameter, selectany Variable you wish to use within the message's fields



1.2.7

Web Service

Web services are used to invoke any related Web Service Activity within the

Workflow.

68

C Tocreate a Web Service

1. From the vertical menalickWorkflow, and then clickVeb Services
2. From theWorkflowtoolbar cIicklﬁﬁﬂ. Web Servicalialog box appears:
Web Service [ S
Web Service Name:  Service Desk-OpenTicket
Description:
(optional)
Web service authentication (optional)
User name:
Password:
Web service seftings
Service URL: | http://ocalhost/eyesharewebservice lT
Service name: Service E
Web method: | EyeShare\ebService_Email_Format [«
Parameters: EyeShare_IP_ADDR (System.String)
Source (System.String)
Destination (System.String)
Subject (System.String)
Message (System_String)
HtmlMessage (System.String)
3. InNameedit box, enter a meaningful name for thNgeb Servicée.g."Service
Deskg Close Ticke)!
4. In Descriptionedit box,enter the description of the Web Seceéi(e.g."Close
Ticket in Service Desk Service"
5. InUser Nameenterthe user nameof the Web Service
6. InPassword enterthe passwordof the user
7. In Service URLenter the Web Service's address and clikery Serviceo
retrieve its name, methods and parameters
8. In Service Nameelect theservice you wish to actate.
9. InWeb Methodselect themethod you wish to activate.
10. ClickOK



7.2.8 Workflow
Workflows aresequences of Activities performed according to a logical fldvart

defined withineyeSharaNorkflow Designer.

e{ N . . . .
— For information onWorkflow objecs and composing a Workflovefer to the

eyeSharaVorkflow Designer user guide.
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7.28.1 Templates
Workflow templatesare common workflow sequences thedn be used to create
new workflows.Templatesare usedby right clicking the Workflow list, arsklecting

New from Template

= For information orWorkflow objects and composing a Workfloefer to the

eyeSharaVorkflow Designer user guide.
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7.2.8.2 Snippets
Sippets are inlinéNorkflow structures that can be dragged and dropped into the
Workflow.

\‘[ Ll
= For information onWorkflow objects and composing a Workfloefer to the

eyeSharaVorkflow Designer user guide.
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7.3 Incident Management
Incident areeyeSharesvents. BothEvents and Incidentsay behandled by the
eyeShareule ergine,howeverincidents areeyeShareriented objects on which a

much wider range of activities may be performed.

WheneyeShargeceives an event, it is parsed by a tag, in case such one was defined.
If the event is parsed successfully, it turns intarasident and is displayed in
eyeSharalashboard. If the incident is already opereyeSharalashboardgeyeShare

creates a new instance of the current incident.

eyeShareanreceiveevents based ortext messagesyia email, SMS arsing

eyeShareCommand Line utility.

m For more information on the Command Line utility refercteapter7.6.2.2

m For more information omags refer to sectiorn.5.11

Incident

Each Incident ngresents an aachment ofa Device (e.g. Exchange Server)/Service

(e.g.Internet application) and a Classification (e.g. Disk space).
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7.3.1 Incident Managementloolbar

The following table details theyeShardncident Management toolbar buttons and

their description.
= All toolbar options areailable from righiclick menu

= To Disable or enable an object, right click it and sdbesable Enable

respectively.

Button Description

Creates a Maagement entry
Edits theselected Incident Management entry

Deletes the selectethcident Management entry

Launches the Incident Console.

= For more information on Incident Console refer to the
eyeShardashboard user guide.

Resets the selected Management entry.

= Available only irturrently openincidents

= Resetting a IncidentManagement entry does not affect its MTTI

and does not send a recovery message to the involved recipients.

Closes the selected Management entry.

= Available only in currently opdncidents

= Closing a IncidentManagement entry affects its MTTR and a

recovery message is sent to the involved recipients.
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7.3.2 Classification
Classifications are part of incidents, and are being used to describe the incident's
type.

C Tocreate a Classification

1. From the vertial menu click Incident Maragement, and then click

Classifications

2. From thelncident Managementoolbar cIicklﬁﬁﬂ. Classificationdialog

box appears:

- -,
Classification lé]

Name Disk Space

Description  Disk Space

Run wordlow on every instance

3. In Nameedit box, enter a meaningful name for the né&iassificatiorfe.g."C
Disk Spac®.

4. In Descriptionedit box,enter the descriptiorof the newClassification

5. Checkwdzy @2 NJ Tt 246 2 yio e BadMorkhloivapbh eddh S X
incidentrelated to this @Gssification or leave it unchecked icaseyou wish
to run a Workflow only upon the first gtance

6. ClickOK
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7.3.3 Device
Devices aralist of servers on whichyeShareexecutes remote activigs. A Device
can also be part adinincident and araised to indicate the machine on which the
incident occurred.

C Tocreate a Device

1. From the vertical menalickincident Managementand thenclickDevices

2. From the Incident Managementoolbar click &H Device dialog box

appears:

r B
Device &J

Name Exchange-SRV
Description Exchange Server

Ste | Default Site -

IP address
User name

Password

0s |Windows 2003 Server  ~|

| Run workflow on every instance

[ OK H Cancel ]

3. In Name edit box, enterthe Device'sname for the newDevice (e.qg.
"Exchange Servet')l

4. In Descriptionedit box,enter the descriptionof the new Device (e.g. "mail
server").

5. From theSitedrop box, select the site that the device belongs to.

6. InIP Addressenter the device's IP address.

= When boththe Device's name and IP address are indicatg@Sharauses
the IP address taccesghe device.
7. In User Name enter the user name by which the Device is accessed to
perform any WorkflowActivityin case it is not indicated in the Activity
8. In Password enterthe password by which the Device is accessed tdgoen
any Workflow Activityn case it is not indicated in the Activity

9. InOS select the Device's operating system.
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Yoo
= Specifying the Device's operating system alleysShargo determinethe
command type to execut@/VNindows based or UNIXased) when operatingany

Workflow activity on this Device

10.Checkwdzy 62 NJ Ff 26 2 yto SedBa\BWorkfibw tipbnye@c X
incident related to this Device, or leave it unchecked in case you wish to run a

Workflow only upon the first instance.

11. ClickOK



7.3.4 Incident
An Incident is a combination of Device/Service and a certain Classification. Incidents
are unique and can be crated both manually and automatically by the tagging
mechanism.

C Tocreate an Incident

1. From the vertical menalickincident Management and thenclickincidents

2. From theIncident Managementoolbar cIickmﬂ'. Incident dialog box

appears:

9 Device Service

Name Exchage3 |+

Classfication  Connection| =

_| Run workflow on every instance

[ cancel 0K

3. SelectDeviceor Serviceto indicate the Incident's source.

4. Fromthe Namedrop box, select the specific Device or Service that indisate
the Incident's source

5. Fromthe Classificationdrop box select the Device or Service classification,
which indicates the Incidentdassification

6. CheckRun workflow onevery instanceif you wish to activate a Workflow
related to the Incident upon eachncident's instanceor only upon the first
instance.

7. ClickOK

8. Tolaunch the Incident Console aniew the Incident's historyright click it

and selecHistory.
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7.35 Problem
A problem indicates a malfunction in a few Services or Devices and is a coltéction
incidents (e.g. 3 out of 5 exchange servers are down and indicate a problem in the
ability to provide email servicégs

C Tocreate a Problem

1. From the vertical menulickincident Managementand thenclickProblems

2. From the Incident Managemeribolbar dick &H Problem dialog box

Problem =]
Name Mail service|
Classification Damaged
Critical Message %nameZ status is critical
Recovery Message  %name status is recovered
Time Frame 120  Seconds
Critical 50 %
Recovery 100 %
@) Device Service Problem
Name Exchage2 |+
Classfication | Connection |+
Triggermode [This element defines a part of this problem -
Type Name | Classification Mode Add
' Exchange1 Connection
' Exchage2 Connection nemove
' Exchage3 Connection
' Exchage4 Connection y.
ool |

3. In Nameedit box, enter a meaningful name for the névoblem(e.g."Mail
Servicé).

4. InClassificationspecify the nature of the problem (e.g. "Damaged”).

5. In Critical Messaggtype in the message that is sent to thecipients upon
Problem detection (e.g.%oname% status is criti¢al

6. In RecoveryMessagetype in the message that is sent to thecipientsupon
recovery (e.g"%name% status is recovergd

7. In Time Frameset theperiod of time(in seconds)n which theelements are

aggregated to indicate the Problem.
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8. In Critical set the percentageof elements thatindicates the Problem's
threshold (e.g. 60% indicates 3 out of 5 elements generate the Problem's
threshold)

9. In Recoery, set the percentage of elements that indicates the Problem's
recovery

10. SelectDevicd ServicéProblemto indicate the Problem's source.

11. Fromthe Classificationdrop box, selecthe classification that indicates the
Problem'’s source.

12.In Trigger Mode determine whether the selected element is defined as a
part of the Problem or triggers it regardless of the other elements in the list.

13. ClickAdd.

14. Repeat stepsl0-13 for each of the other elements that assemble the
Problem.

15.To remove an element from the Problem, select the element from the list
and clickRemove

16. ClickOK
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7.3.6

Services are used to indicate the specific function on which the incident occurred.
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C
1.

Service

Tocreate aService

From the vertical menglickIncident Managementand thenclickServices

From the Incident Managementoolbar click m Servicedialog box

appears:

a N
Service Lé]

Name Internet

Description  World wide web]

Site Default Site |~

Run wordlow on every instance

[ ok || Cancel

In Name edit box, enter a meaningful name for the neService(e.g.
"Internet”).

In Descriptionedit box,enter the description of the ne8ervice

From theSitedrop box, select the site to which the service is assigned.
CheckRung 2 NJ ¥t 29 2y St@&étbte aAWoikilow yporSedch
incident related to this Service, or leave it unchecked in case you wish to run
a Workflow only upon the first instance.

ClickOK



7.4 Resources

7.4.1 Resources Toolbar

The following table details theyeShareResources toolbar buttons and their

description.

= All toolbar options are available from righlick menu.

Button Description

Creates a resource entry.

Edi Edits the selected resource entry.

Deletes the selected resource entry.
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7.4.2 Duty

A Duty is a type of work responsibilityprofessional skill / Traininge.g. Windows
SystemsAdministrators). Each Duty is defined with at least one supervisor. After
completing the process afreating Dutiesin eyeShareDuties are being managed

using eyeShare Global Shift ManagementeyeShare GSM
lc2 N Y2NB A VIF2NXEFGA2Y 2V refBracSeyeSharShiff KA T i
al y Il 3S Yseyghide.

C Tocreate a Duty

1. From the vertical menualickResourcesand thenclickDuties.

2. From theResourcesoolbar clickm. Duty Settingdialog box appears:

Duty Settings =]

Name Help Desk]
Description Help Desk Team

Ste | Default Site v
Search Supervisor Check Name
Possible Users Supervisors in Duty

[John - John Smith

Remove

@) User Group

Default contact | John Smith (John) v

[ Use when shift is missing

[] Aways use this contact

Cancel oK

3. In Name edit box, enter a meaningful name for the neduty (e.g. "Help
Desk).

4. In Descriptionedit box, enter the description of the new Duty (e.g. "Global
customer support").

5. From theSitedrop box select the associated sita (ocation on the globe)

‘\{ N . . . . . .
— A Duty is typically associated with a S#dpcation on the glob&here

the Duty is performed.
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6. Every Duty must be appointed with at least one supervisor. To search for a
supervisor, enter the supervisor's name (or ingial characters) inSearch
Supervisor and clickCheck Name The matching resultare listed in the
Possible Usergeld.

7. Select the User you wish to appoint as the Duty's supervisor andrtickde
().

8. Repeatsteps 7-8 for each of the other Users you wish to appoint as the

Duty's supervisor.

= No limitation applies to the number of supervisors assigned to a Duty.

9. If you wish to remove a User from the list ®@ipervisors in Dutyselect the
User by clicking it and cliékemove.

10. In Default Contact select the recipienthat is contacéd incase no other User
is assigned to the Shift.

11. CheckUse when Shift is Missingp use the Default Contact when no other
User is assigned to the Shift.

12. CheckAlways Use this Contadb always use the Default Contact, regardless

of Shift Assignment.

\‘[ LiL

= This feature is usually used when all duty members use one mobile phone

which is passed around them. In this case, you can create a special designated
eyeSharedzi SNJ yI YSR a5.! b5dzié tSNRA2Yy¢ |yR | aa

phone number.

13. ClickOK
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7.4.3 User

eyeShareUsers can be imported fronhe ! OU A @S 5 Ik MBS Cage2theP ared

referred to, in thisdocument asWSE G SNY | £ £ &. Use&Whigh&iR ndt & SNA Q
AYLRNISR TNBY GKS ' OGAGPS 5ANBOG2NEK || NB NB
defined User®

Yoo ) o o
= For more information orintegratingeyeShard Yy R ! OUA S 5ANBOU 2 NE
sectionO.

C To create a User:

1. From the vertical menulickResourcesand thenclickUsers

2. From the Resourcésolbar clickm. Userdialog box appears:

[ Edit eyeShare User s
User Name John
First Name John
Last Name Smith
Employee Number 1
Description System Administrator
Email Address john@ayehu.com
Voice Number
SMS Number + 972545434567
Home Phone Number +
Work Phone Number +
Mobile Number 2
Office Location
Role m
V| eyeShare IM 127.0.0.1
Duty Colr — |
| eyeShare System Alerts

3. UserName is the User'sinique name, and is also the name by which the
User identifies when logging in teyeShare If no externalidentification
system is being usedn User Name enter the User's namée.g. "Johh).
9f a8 UGUKAA TaxtefmdlydefiledRIeB® 6f SR FT2NI W

4. InFirst Name enter the User's first name.

5. InLast Nameenter the User's last name.

6. Optionally, in the Employee Numberfield, enter the User's employee
number (f it is not imported from arexternalidentification system).
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7. Fromthe Sitedrop box, select theite (a location on the globe) in which the
User is situated.

8. InDescription enter the User'slescription

9. InEmail Addressenter the User's email address.

10. In Voice Numbey enter the number that is used to contact the user via a
regular phone callie voice numbemay be a cell phone's number)

11. In SMS Numberset the number thatis used to contact the user via text

messages.

Yoo
= Voice Number SMS NumberandHome Numbercan also be imported

FTNRY GKS ! OGA @GS 5 A NEB OinteghaingreyeRidmsdhd/ 3 (1 K S
iKS 1 OUAQPGS S5ANBOG2NEXND

\\[ LiL

B Home Phone Number Work Phone NumberMobile Number 2and
Office Locationare used as informative fields. These details are not used to
contact the user by any mean

12. Select theRole of the User The following table describes each role's

permissions:
Role Permissions
Administrator Dashboard full controManagementfull control
Operator Dashboard full controlSite full control,no permissions
to accessvlanagement
Advanced User Dashboard vieyermissiononly

Recipient onlyno permissions to accegxashboard
N . . . .
User ~— An imported user is assigned with Use

permissions by default.

13. If eyeShardMu is used to contact the user, cheelyeShare IMand enter

the machine name or IP address on whegieShardMmu is installed.
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14. L ¥

FTASER Aa R

GKS | OGA @S 5 A NBlokBet NBirPasawbrdFlse,thiso SA y 3 d:
Adl of SR HINY YCEGEHHBENR RENAy

dialog box appears:

Set password for user John Ld_hj

New password |

Confirm password

[ Cancel ][ OK ]

b.

C.

In New Password enter the password by which the User logsto
eyeShare.

Reenter the password i@onfirm Password
ClickOK

15. In Duty Colorfield, click to select the User's display color. This cakor

the User's indicator andiacilitates the supervisorwhen tracking dowrthe

shiftsto which the User is assigned.

16. CheckeyeShare System Alert6the User receives internalyeSharalerts.

\\[ 1y
= For more information on system alerts refer to sectitb.13.4

17. dick DashboardSettings TheDashboardSettingsdialog boxappears:

DashBoard settings &J
/| Bottom panel view V| Limit displayed inciderts to 7 Days
Display recovered inciderts Cache limit 200

order Column Name Size Hidden Filter Sort Value -
0 State 37 ¥ ¥ State1
1 Opened 160 ¥ v % DateOpen HEo
2 Last Update 160 ¥ ¥ Last_update_date |_
3 Type 37 W " Gbject. Type i
4 Name 120 ¥ ¥ Object_MName
5 Classification 120 % % Class_Mame
3} Event -1 ¥ ¥ Theevent
7 WF 37 % WorkflowState
8 Assign 130 ¥ % Assignment -
Bestorc default setiings | | Restore default soring Cancel

a. Change theDashboardsetting for the selected User. Alternatively,
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clickDefault Settinggo restore the default settigs
i. CheckBottom panel viewto display gauges and charts on the

dashboard



18. ClickOK

. CheckDisplay recovered incidentto display closed incidents

in the dashboard.

CheckLimit displayed incidents tan order todefine the time
frame in which incidents are display@d the dashboardand
enter the number of days.

CheckCache lint to define the number of incidents thare
savedto the cache

ClickOKto exit the DashboardSettings dialog box and return

to the User setting dialog box.
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7.4.4 User Group
User Groups are not imported fromtheO 0 A @S 5 YoN&ay impoxtkhetusers
which are later assigned to grouppem the! Ol A @S 5 BuNBcO dirdupliBust
be individually created iryeShare

C Tocreate a User Group

1. From the vertical menalickResourcesand thenclickUser Groups

2. From theResourcesoolbar cIickQﬁiﬂ'. User Groupdialog box appears:

3. In Group Name edit box, enter a meaningful name for the ndwser group
(e.g."Help Desk.

4. In Descriptionedit box, enter the description of thenew User Group (e.g.
"Global Customer Service").

5. From theUsersdrop box select the user you wish to add to the group and
clickAdd.

6. Repeat theabove step for each of the other users you wish to add to the
group.

7. To remove a user from the group, seledrdm the list and cliciRemove.

8. ClickOK
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7.4.5 Site
A Site is a location on the globe, in which Users of the organization are situated.
After completing the process of creating Sites, you can ascribe them to ,Users
Devicesand Duties

C Tocreate a Site

1. From the vertical menualickResourcesand thenclickSites

2. From theResourcesoolbar cIickQﬁiﬂ'. Sitedialog box appears:

Site

1]

Name [New York]

Description

Time Zone |(GMT+02:00) Jerusalem T

Phone Prefix

Prefix

3. In Name edit box, enter a meaningful name for the neSite (e.g. "New
YorK).

4. In Description edit box, enter the description ofthe new Site (NY
headquarters)

5. Select the site'§Fime Zonge.g."GMT-5:00").

6. Enter the site'?hone Prefixand clickAdd.

7. Repeat the above step for each of the other phone prefixes you wish to
assign to the Site.

8. To remove a prefix from the site select it from the list and dReknove

9. ClickOK
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7.5 Configuration
The Configuratiosectionis used for system initialization and definition of

communicationrmodules, general settings and license activation.
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75.1 ConfigurationToolbar

The following table details theyeShareConfiguration toolbar buttons and their

description.
= All toolbar options are available from righlick menu.
= The entire toolbar is not available 8ettingstab.

= To Disable or enable an object, right click it and sdlesablé Enable

respectively.

Button Description

™ &

Creates a new Configuration object.
Edits the selected Configuration object's properties.

Deletes the selected Configuration object.

Moves the selected Configuration object to a lower location in

list.

= Available only imagstab.
Moves the selected Configuratiombject to a higher location it

the list.

= Available only imagstab.
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7.5.2 TheModules

AneyeSharenodule isa component which supports communication, remote

execution and systems integratioBach moduleervesan interface to iteequivalent

serviceg mail service, telephone or command executor.

eyeSharéhas different types of moduleslo limitation applies to the number of

supported modulesHowever, iiis subject to your license. Only one module of one

type may be installed on @DeviceThe following table describes the module types.

Module Type

CallerModule

EmailModule

ExecutoModule

MS Operations Manager
Module
SMSModule

Syslog Module
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Description

Diatup server for incoming and outgoing phone calls.
Caller module is responsible for performingl®R and
telephone related Activitiesf a Workflow

An email component that performs emalil related
Activities, such as sending and receiving emails. Simi
to MS outlook or MS outlook expreascount

Runs any type of command, batch file or exe file on tt

local or a remote mehine.

WY .
— Executor Module may be installed locally or
separately on each machine from which commands a

executed.

= The ommunication betweereyeShareserver and
the Executor module is unidirectional and is encrypte:
by 3DEusing port 11006
A connectorto MS Operations Manager (MOM).

A cellular component that sends SMSieShare
recipients.

A connector to Syslog Daemon



Module Type Description
MessageQueueModule A connector to a Microsoft/IBM MQ component (used

manage queues of messages and requests).

= Eachcommunicationrelated Module (SMS, Caller and Email modulegy be

monitored by eyeShare server oronitor eyeShareserveraccording tahe following

options:

Monitor Option Description

Yes eyeShareservermonitors the module

No eyeShare Server does not monitor the module
Bidirectional BotheyeShareserverand the moduleare monitoring

each other

If eyeShare server monitors thenodule, a new incident appegarin eyeShare
Dashboard when the modules down. If eyeShare server is beinwnitored by the

module, it send an alert toa predefined user when eyeShare server is down.

) 5 ) ) )
= For more information on Users refer to sectiorn.27.4.3

C Tocreate aModule

1. From the vertical menalickConfiguration and thenclickModules.

2. From theConfiguratiortoolbar cIicanhu’ﬂ. Module dialog box appears:
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Sections/.5.37.5.7detail the speciic settings of each Module type:
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7.5.3 CallerModule

Modules &l

V| Enable Module

Type Caller Server -

Name Caller Server

Description  Voice Message Server

Device | Localhost |+
Port 11003

Monitor Yes v

Caller Server
Device Dialogic JCT v
V| Voice Recognition

Use Dual Port Recording

1. Check/UnchecEnable Moduleto enable/disable it.

2. Fromthe Typedrop box, selecCallerModule.

3. In Nameedit box, enter a meaningful name for the néwodule (e.g."Caller
Servel).

4. InDescriptionedit box,enter the description of the new Caller Module.

5. From theDevicedrop box, select the Device on which the module is installed.

6. Fromthe Devicedrop box select the type of dialp card used by th€aller
Module,

7. Fromthe Monitor drop box, séed the module's monitoringption.

= For more information on Module monitoring refer to sectiérb.2
8. Fromthe Linedrop box, select the number dihesconnectedby the dialup

card.

WS . : .
— The number of concurrent calls the dial up card may perfesnderived
from the number of connected ports.

9. If you selectedDialogic JCTcheck/uncheck/oice Recognitionto determine

whether or not voice recognitiosupport is required
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10. If your dialing card supports more than one port and you wish to perform any
sort of activities that require more than one port, chetlse Dual Port
Recording

11. ClickOK



75.4 EmailModule

w

4
5.
6
7

Check/UnchecEnable Moduleto enable/disable it.

Fromthe Typedrop box, selecEmailModule.

In Nameedit box, enter a meaningful name for the néwodule (e.g."Email
Module").

In Descriptionedit box,enter the description of the ne\lgmail Module.

From theDevicedrop box, select the Device on which the module is installed.
In Port edit box, enter the port through which the Email module operates.

Fromthe Monitor drop box, sked the module's monitoringption.

WS . : o .
— For maoe information on Module monitoring refer to sectiah5.2

The following table decribesthe supportedEmailconfigurationtypes:

8

EmailConfigurationType Description

POP3 Incoming email is received by POP3 and
outgoing email is sent by SMTP.

Microsoft Exchange Incoming and outgoingmail ishandledby an

Server exchange server.

SMTHROutgoing Only)  Using SMTP forubgoingemail only.

. From theEmailServicedrop box, select the Email service type and click
Configure Email
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