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1. SERVICE DEFINITION INSTALLATION

Hardware and software requirements

The minimum hardware and software platform requirements are the following:

e Hardware: Pentium IV or similar, with at least 1 GB RAM and 1 GB of disk space.

e Operating System:Windows XP Professional, Windows Vista, Windows 7, Windows
Windows Server 2003, Windows Server 2008. Compatible for both 32-bit and 64-bit

versions.

There are no specific database or web platform requirements, as these elements are included in

the base product.

Note: The Service Definition license only allows the product to be installed in the computer that has been
identified as the Licensed Server. To change your license o for more information regarding this limitation,
please contact support@servicedefinition.com or a Service Definition Authorized Partner.

How to install Service Definition

To install the product, run the
application setup.exe.

1. On the Welcome screen,
select Next to begin the
installation process.

2. On the Apache Port screen, it
is recommended to use port
80, which is the default port for
HTTP traffic; if this is not
possible (because other
applications are using this port)
you may use any other port
that is not in use (for example:
8080 or 8081). Once the port is
entered, select Next.

15 Setup - Service Definition

®5ervi
@ Definition

Welcome to the Service Definition
Setup Wizard
This will install Service Definition 2.0 on wour computer,

1t is recommended that vou close all other applications befare
contiruing,

Click, Mext to continue, or Cancel to exit Setup,

5 Setup - Service Definition

On the MySQL Port screen, identify
the port you want to use for the
database. By default, the port is 3306
but if there is already an application
that uses this port, you may change it
to any other port that is not in use.
Select Next.

Apache Port

R i
@ Defingion

Please give a port number For the web services, If you already have a web application
runining on khis server, you will need to change it; if you are not sure, use the default

walue,

Part:

[ < Back H Mext = l[ Cancel
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4, Review the terms and conditions of your license and check the box “l accept the

agreement”. Select Next.

5. Identify the directory where
you want to install Service
Definition. Select Next.

6. Select Next to place shortcuts
to Service Definition in Start >
Program Files.

7. On the Ready to Install
screen, review the
information and select install.
The installation  process
should take about 3 or 4
minutes to complete although

r 3
5 Setup - Service Definition EI_Iﬂ—hJ
Select Destination Location »
Where should Service Definition be installed? @ Definition

| Setup will install Service Definition into the following folder.

To continue, dick Next. If you would like to select a different folder, dick Browse.

:\Program Files (x86)\Service Definition Browse...
r 5
5 setup - Service Definition EI_IéJ
Ready to Install -
Setup is now ready to begin installing Service Definition on your computer, @ Oefinition

Click Install to continue with the installation, or dick Back if you want to review or
change any settings.

th's t| me may Vary |n DESET\?P?i;J:?:ﬁﬁ:s: {x86)\Service Definition 1
accordance to your e Start Menu folder:
computer’s features. Service Definition
8. When completing the installation,
the “Completing the Service |

Definition installation” screen will
appear. Click Finish to exit the

installation wizard.

< Back ][ Install ][ Cancel

How to connect to Service Definition

Once installed, users can connect to Service Definition using any standard web browser, using

the URL http://servername:port.

For example, if the name of the machine is SERVERS5 and you have installed it on port 8081, the

URL would be: http://server5:8081.

It is not necessary to indicate the port if you have installed Service Definition on the default port
80. In this case, the URL would be: http://server5.

How to uninstall the Service Definition application

To uninstall the product, run the Uninstall application, located in Start > Service Definition >
Uninstall. Normally, no reboot is necessary.

© 2008-2010 Service Definition Software Ltd. All rights reserved.
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2. INITIAL CONFIGURATION TASKS

How to configure the email server

In order for the password reset function to work, Service Definition must be configured to send
email. This is optional but highly recommended.

To configure the email server, follow these steps:

1. Find the php.ini file in c:\\windows.

2. Make a backup copy of the file before you make any modifications.

3. Open the file using a text editor (like Notepad). Search for the following text (line 745):

[mail function]

; For Win32 only.
SMTP = localhost

smtp port = 25

4. Change the word “localhost” for the name or ip address of your email server. If the
server uses a different port than 25, change the value in smtp_port as well. (Note: your
email server must be configured to permit relay from the Service Definition IP address.)

5. Save the changes to php.ini.

6. Restart the Service Definition services (from the Start menu, you have the options to stop
and start the services; or simply reboot the server) and test the solution by clicking on
‘Request New Password” from the login page.

How to change the administrator’s user name, password and email address

.’SEE{V_[CE Service Definition
Definition

Home > User account:

Procedures admin View
Request Management
Task Management
Asset Management u

Account information

sername:
Problem Management admin

Elhere Ferae e Your preferred usemame; punciuation

e AL N, \sl

Administration

3

A

Create new content.

Help
My account
Log off

To change the administrator’s user name, password and email
address, log in as administrator (the default user name and
password is “admin”) and select the Edit button from the link
Admin account that appears in the Administration menu.
From this page you will be able to set your email address,
reset your password and even change your username if
desired.

Don’t forget to indicate your email address on this page, so
that if you forget your login details they can be sent to you by
email using the “Request New Password” link.

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 5 of 16
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3. CREATING AND EDITING CONTENT

How to create new content

The Administrator may edit, publish, and modify pages through a very simple interface.

To create a new page, follow these steps:

1. From the welcome page of Service Definition, log in as administrator. The Administration
menu will appear on the left.

Search

@Service  Service Definition
'.Delgr\llnion

Home » Create content

Procedures Create Page

Request Management Title:

Task Management [

Asset Management
glossary:

Problem Management |_ None selected - 2

Change Management
Menu settings

Show summary in full view

Administration Body:
Create page : =] Fuente HTHL : B |84 LB & i PO=0 &
£dvanced Search _|¢ Fomato [Nomal SEB T U sk i iS = Teaser [

Admin account
Help

Sbout...

Log off

Switch to plain text editar

Wieh page addresses and s-mail addresses tumn into links sutomatically.

lnssary terms will he automatically marked with links to their ns, If there are certain ohrases or sections of tewt that should be excluded from alossar

2. From the Administration menu, click on the link Create page. The Create Page window
will appear, as shown below.

3. Fill out the form in the Create Page screen to create the new content:

e Title: The title that will appear on the top of the new page.

e Glossary: Normally you should leave this field blank, unless you want to associate
the new page to a definition in the Glossary. This is useful if you want to create
“articles” accessible from the Glossary, like an encyclopedia; for more information
see Using the Glossary below.

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 6 of 16
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4. The Menu Settings section allows the administrator to define where the new content will
appear within the menu structure of Service Definition. Click on it to see the following
options:

e Menu Link Title: The text that will appear in the menu. If it's left blank, the page will
not be accessible from the menu.

e Parent Item: To locate the page within the menu hierarchy. By default, it will be
located in the root (first level) of the main Service Definition menu.

e Weight: This field allows you to indicate the order in which the item should appear in
the menu. Items with a lower number will appear first. Items of the same weight are
placed in the menu in alphabetical order.

5. The Body section is the main content of the new page. Use the button on the

toolbar to add format to the text, insert graphics, etc. If you want to edit the
HTML code directly, click on the Source button.

6. When you have finished, save the changes, clicking on the Submit button on the bottom
of the page.

Note: The Switch to plain text editor link below the Body section allows you to edit the text
without using the rich text editor. This is only recommended in cases where the rich text editor
cannot be used due to your browser security settings

How to copy and paste texts from Microsoft Word

Texts from Microsoft Word may be easily copied and pasted into ... rom word
the bOdy Of the page Thls can be done Wlth formattlng or WIthOUt Please paste inside the following box using the keyboard (Ctrl+¥) and hit
formatting. o

How to copy and paste texts from

. . Microsoft Word

To transfer the Word contents to Service Definition, copy the text _ _
Texts from Microsoft Word may he easily copied

in WOFd and paSte |t USing the Corresponding icon from the and pastedmtntheCnnt_enthdnw _Th\s can he
__ toolbar. A window will open that will allow you to make | """ s crvineumaing
modifications before pasting the text into the content [ lreeforfee s

window.

Once the text is pasted, review the results. Some final formatting may need to be done from the
Service Definition text editor. It is important to bear in mind that some text items are visualized in
a different way depending on the browser used; this is especially true of texts copied and pasted
from Microsoft Word, because Word pastes its own HTML styles into the text.

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 7 of 16
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Working with hyperlinks

To add a hyperlink to a word or phrase in the body of the page,
select the word or phrase and click on the Insert / Edit Link Y
button from the Toolbar. A small window appears where you

LILT; LType can indicate the parameters of the hyperlink.
b

Link

Link Info  Target Upload Advanced

Pratacol LRL
<athers || /node/87 When linking to another item within Service Definition, select the

URL type <other> and use the relative paths such as /node/87 o
[/files/organigrama.gif.

Use the Target tab to establish whether the link should open a new window or not in the browser.

How to edit content

Enter the application as the administrator and edit the page you want (using the Edit button).
Once you are in the edit view, you can modify the texts, HTML code, and menu options as
described below.

If you do not see the Edit button, check to be sure that you are logged in as Administrator. Note,
hwoever, that you cannot modify System pages (such as the Help, About, and Welcome pages).

How to delete content

Log in as the user Admin, and edit the page you want to eliminate (using the Edit button). At the
bottom of the page, click the Delete button at the bottom of the screen.

To remove the content from the menu structure without deleting the content itself, mark the option
Delete this menu option. If you use this option, the only way to access the content will be by
using a link from another page, or by writing the corresponding URL in the browser. Make note of
the URL before deleting the menu option.

How to place content into the Top Menu or Administration Menu

By default, all contents are placed in the main “Procedures” menu that appears on the left of the
screen. The “Top Menu” and “Admin menu” are normally used for the tools and documentation
that is not often modified.

If you want to publish a page in the top menu, simply change the Parent Item to “Top Menu” and

save the changes. Likewise, you can publish documents to the “Administration Menu” (note that
this menu option will not be visible to normal users).

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 8 of 16
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4. \WORKING WITH FILES AND IMAGES

How to insert an image within a content page

To insert an image within contents, follow these steps:
1. Log in as the Admin user and click on the Edit button for the page you want to edit.
2. Place the cursor where you want to insert the image.

3. Click on the “Insert/ Edit image” button, which is located in the Contents toolbar. When
clicking the button, an Image Property window will open.

4. Click on Browse Server and navigate to the image file you want to insert. If the file is not
in the Files directory yet, you can upload it by using the Browse button and then once
you have selected the file, pressing the Upload button.

) FCKeditor - Resources Browser - Mozilla Firefox ‘Z”E|El

I |j http:f fsddemao/modulesfckeditor ffckeditor feditarfilemanager jbrowserfdef ault/browser w7 Type=Images

Resource Type ‘ @j v

1 Asset

21 backup migrate

21 Changes

(3 colar

21 Problems

[ | Requests

0 Tasks

D -htaccess 1KE
&) nicio.htm 1KE
I loco.af 4K8
T manual pdf 521 KB
EE Splash ipg 268 KE

pload a new file in this falder a
| i \) (e ] Properties
-

Link  Upload  Advanced
Terminado “-——_———"‘"
URL
|.-’Fi|es.-’|ugu.gif |[ Browse Server ]

5. After selecting the image file, you will be able  aeraiveTen \
to adjust the image configuration with the ! |

Presiew

options on the left (alignment, borders, widh [186 | ~
horizontal and vertical space etc.) Height(20__|
Barder |1 L
HSpace |10
6. Click OK to place the image within the  vspas|in
contents. e [Pl kit
diam. Maecenas metus. Yivamus diam purus,
Cursus a,J_commlodo nan. lac:iljslis witae, r|1_ulla._LI v
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How to include a link to afile
To include a link that will allow the user to open or download a file, follow these steps:
1. Edit the contents and select the text you want to convert into a link.

2. Click on the “Insert/ Edit” button in the Contents toolbar. A new “Link” window will %
open.

3. State the Type of link in URL
value.

Mormal =

4, Under Protocol, if the file is
Link already in the Files Folder,

Link Info | Target Upload Advanced SeIeCt <Other>

Link Type
URL e . .
5. Click View Server and select

the file. If the file is not located
in the Files directory yet, you
can upload it wusing the
Explore button and once the
file is identified, Upload.

Protocol URL
<other> % || /Files/logo.gif

i Browse Server:

[ (1]8 | [ Cancel |

6. Once you have selected the
file from the Link window, click

OK to save the changes and create the link.

Note: If you want to point the URL to a file that’s not located in the Files directory, indicate the protocol and
the URL, for example: http://www.website.com/file.qgif

How to insert images with link maps

To create an image with links maps, follow the steps that are described below. In this example,
Dreamweaver is used although other HTML editors can be used.

1) Insert the image file in the Files folder of Service Definition, following the instructions above.

2) With Dreamweaver, create a new HTML page. Select the Code tab and delete the HTML
code.

3) Click on the Design tab and insert the image you want to map, using the Insert > Image
menu.

4) Select the image by clicking on it with the mouse. Use the Map tools (under the Properties
section) to select the graph areas. This will generate rectangular links on the selected areas
of the image.

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 10 of 16
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5) Click on the Code tab, and copy the HTML code.
6) In Service Definition, edit the text and click on the HTML button to see the HTML code.

7) Search for the code section where you have inserted the graph before. Select the relevant
code and replace it by the HTML code you have copied from Dreamweaver.

8) Verify the HTML code:

1. The location URL should start with /files, for example:

2. Replace the # symbol with the destination URL. To link a map to a Service Definition
page, use /node/ and the content reference number.

For example, the code in Dreamweaver may be similar to the following:

<img src="file://ll//servidorl/c$/Program Files/Service Definition/Apache2/htdocs/files/imagel.gif"
width="441" height="141" border="0" usemap="#Map"> <map name="Map"><area shape="rect"
coords="147,3,295,50" href="#"><area shape="rect" coords="148,87,294,139" href="#"></map>

After changing the code in red, it should look like this:

<img src="/files/imagel.gif" width="441" height="141" border="0" usemap="#Map"> <map
name="Map"><area shape="rect" coords="147,3,295,50" href="/node/137"><area shape="rect"
coords="148,87,294,139" href="/node/138"></map>

9) Save the changes and check that the links have been properly created.

© 2008-2010 Service Definition Software Ltd. All rights reserved. Page 11 of 16
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5. USING THE GLOSSARY

How to edit, add and delete glossary terms

When a Glossary term appears in the text, a link to its definition is created so that users can find
out what it means, simply by hovering the mouse over the underlined term.

To edit a term to the Glossary, log in to Service Definition as Admin and click on the Glossary link
on the top right of the main page. To edit a term, click on the Edit button next to the term.

At the bottom of the page, click on the link Add term and the Glossary Term form will open,
allowing you to add the new term.

R SR e LN SURUPRS NN NI L VT e
¢ Edit term F

4 §

g

4 Identification 1

: 1

} i . -

> Term name: A, S s AL ine e AR et PSR e R 2 ATt S e

Request for Change /\ I
The name of this term. ¢ Qlossary
Add term Edit glossary
A[BICIDIEIGIIIK|LIN|OP|IR|IS|TIW

Click one of the letters above fo see the glossary terms that begin with that fetter.

Description: ;
A formal request to initiate the Change Management process. Also called RFC, ar Chang‘:;'
Request. !
Ed £SSEt  editeern searchforerm
£

An inventory item managed by the Service Desk.

4 AssetTag  edicesem  sssrchforrerm

The reference code that that identifies the inventory item. In physical items, it is usually a

¢
# desaription of the term. Ta be displayed on taxanomy/term pages and RSS feeds. ; reference number (generally with a bar code) although the device manufacturer’s serial
}‘ number could be used. &n asset Tag is often used instead of Serial Number because not all
] s items have a serial number.
Adwanced aptions o
. < ASSIGNMENE  editrerm  search forterm
\", 2 task, service or action formally assigned to a technician. In standard ITIL terminology this
£ is also known as a "waork Order” (which should not be confused with the "Wark Qrder form"

S WV D A Sy

in the Track-It! application, which is maore generic).  Synonyms: Assigniments

T P S LA
3 Backout Plan  ediccerm  search forrerm
o The steps that will be followed in order to return back ta the initial state, in the event that

3 the Change is not made successfully,

/
%
PP W PRI Y e Py

Business Risk  editrerm  search far term

T, e LDRARAGROE tR which thig Qusipess mgk be affected Qi the CHaRge.,. p.me,

LT

i pa e

Linking pages to a Glossary term to create detailed definitions or articles

When you create or edit a Page, you can link the page to a specific Glossary term. This allows
you to create “articles” (like an encyclopedia) containing more information than a simple
definition. In this case the Glossary will show a link that enables the user to open the article.

I - - = et T e T T v e T ST T T
- R - — - =

J Rollout Plan  search for term ’ i
tii The steps to be followed in order to implement the Change .4
3

Detailed definition of Raollout Plan }

e T v N S
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6. USING THE ADVANCED SEARCH MODULE

How to search and replace all instances of a specific text

You can use the Advanced Search option in the Administration menu to modify all occurrences of
a word or phrase.

For example, you may want to replace all instances of the word “Technician” for “Support Staff”.
To do this, you can use the normal Search option and edit the occurrences of the word
“Technician” one by one; but this can be tedious. The alternative is to use the Advanced Search
module to search and replace all instances at once.

T e T Important: Because the Replace option modifies the

Search and Replace Scanner a data directly in the database, you should always
-; 3 make a backup before using this tool.
; Step 1: Search for:
i J To search and replace a word or phrase in Service
} S
< £ Definition, follow these steps:
/ Step 2: Repl ith ’
% e - Replace wWitn: . . .
k - - , 1. Log in as Administrator and click on the
g Advanced Search link in the Administration
{ menu.
i
Search Options . .
Y ; 2. Write the word or phrase in the Step 1: Search
i _ for field and click on the Search button.
i Surrounding Test j
L
§ 1 Youcan limit matches by providing the of 3. Scroll to the bottom of the page to see the
ff— sensitivity and regular expression nptlori results of your search
:{ Preceded bhy: 1
£ {
{ j 4. You can refine your search by using the Search
; .
i Followed by: ¢ Options. Fgr example, you can make the search
3 ] case-sensitive or only find occurrences where a
i | specific text comes before or after the word.
L
i O case sensitive search 2 )
! Check this if the search should anly return » 5. Once you have refined your search and you are
7 sure that you want to replace the words in all of
i [ match whole word the occurrences that appear in the Search
{__ Check this if you don't want the search to n-f Results section you can use the Step 2:
b - . . :
* [ use reqular expressions in search Replace with field. When you cl|ck- on_;he
L check this if you wank b yos ragulsr scpres _Replace button, a!l of the occurrences identified

o iehe. ot in the Results section will be replaced.
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7. BACKING UP AND RESTORING YOUR DATA

How to back up your Service Definition installation

To make a full backup of your Service Desk installation, run the application backup.exe located
in the Service Definition\Backup directory and follow the instructions that appear on the screen.

Backup Wizard

Itis recommended that you close all ather sppliations befors

Click Next to continue, or Cancel to exit Backup.

run the backup.exe application with the Backup/verysilent switch.

BBk Sorvica Dafivtizn BB The resulting backup file will be saved to the same

Welcome to the Service Definition directory, and should be copied elsewhere (to another

[V computer, CD, etc.) for maximum security. This file

@ Definition ™ sereedeenos e contains all the necessary data to restore your system,
coninne including the contents of the Files Folder.

How to schedule automatic backups

A Windows task may be scheduled to run the Backup
application periodically. To automate the backup task,

If you make backups frequently, you should check the space available on the disk.

How to restore a backup copy

To restore a backup copy from the Backup file, run the
application restore.exe (located in the Backup directory)
and follow the instructions on the screen.

Note that when you use the Restore utility, it places the
backed up files to the Files directory, overwriting any files
that have the same name and leaving intact the rest. If
you only want the Files Directory to contain only the files
that are relevant to the installation you are restoring, you

$servi
@ Definition

1! Restore Service Definition

Welcome to the Service Definition
Restore Wizard

This vl Frestore Service Definition backup on your somputer

Itis recommended that you close all ather applications before
ntinting

Click Mest to continue, or Cancel o exit Restors,

should delete (or move) the existing files from the Files Directory before restoring.

Important: When you restore a backup, your current data will be lost. Before restoring a backup

file, it’s always a good idea to make a new backup file.

© 2008-2010 Service Definition Software Ltd. All rights reserved.
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8. CUSTOMIZING THE PRODUCT LOGO AND SPLASH SCREEN

How to replace the product logo with your own image file

You can change the logo that appears on the left upper corner of the product, replacing the
Service Definition logo with your own image file.

Rename your file to “logo.gif” and upload it to the in the files directory, overwriting the original
(you might want to make a backup copy of this file first). The image file should be in GIF format
and it should have the following dimensions: 165 x 80 pixels. The background color (blue) is
#2385¢2.

How to replace the Splash image on the welcome page

The graphic image that appears in the product’s main page can also be replaced by your own
image. In this case the name of the file is splash.jpg and it has the following dimensions: 664 x
459 pixels. This file is located in the Files directory.

How to replace the site shortcut icon (favicon)

The file favicon.ico can be replaced by another file of the same name. This file is located in the
Files directory.
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Click here to log on as Systemn Administrator.
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9. GETTING TECHNICAL SUPPORT

You can contact the official Service Definition technical support team by email, at
support@servicedefinition.com.

When you report a support issue please copy and paste the contents of the About Service
Definition page, which can be found by clicking on the About... link in the Administrator’'s menu.

It is also helpful to send us a copy of your PHP information. This can be done by clicking on the

link in the Help section or by going to http://server/phpinfo.php (where “server” is the name of the
server where Service Definition is installed).
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