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EIZATQIH

Tig teAeutaieg dekaetieg n texvoloyikn e€EAEN umtnpée paydaia. H texvoloyia 6Ao kat
TIEPLOCOTEPO ELONABE 0TV KOONUEPLVOTNTA TOU GUYXPOVOU avBpwTou, emnpedlovtog Tov TIpOmno
LLE TOV oTtolo gpyaleTal, TNV KOWwVLKH Tou {wr, To BLOTKO Tou eninedo. Ta mpoiovia TexvoAoyilag
, WG KATAVaAWTIKA ayabad, yivovtat 6Ao Kot 1o ¢pOnva pe amoTEAECHUA MEPLOCOTEPEC KOLWVWVIKEG
ouadeg va €xouv poOcPacn o€ auTd. KPLOoLWEG KOWVWVLKEG UTINPEGCLEG OTIWG N TTOPOXN EVEPYELAG
kKal Udpeuong, peTadopéC, umnpeoieg uyelag oAAA KOl OL EMLXELPAOELS, aveEApTNTA TOU
OVTIKELLEVOU TNG SpaoTnPLOTNTAC TOUC €X0UV oUVOEDEL dppnkta pe MAnpodopLAKA CUCTHUATA.
EuAoya tiBetal TOo gpwtnua, mMoOco ennpedlel pla mbavh amotuxia evog mAnpodoplakou
OUOTNUATOG TNV CUYXPOVN KOLWVWVLKA KoL OlKovoulkry doun; Mwg pmopet va petpnBel to
anotéAeopa piag mbavng anotuyiag TL HETPA MPOOTACIag amaltouval oe KABs mepimtwon;
Méow NG emotAUNG TG aodalelag mMANpodopPLOKWY CUCTNUATWY, OL OPYaVLOMOL Kol oL
ETUYELPNOELG KOAOUVTOL VO ATTOVTI)COUV 0T TIOPATIAVW EPWTAHATA.

O TpOMoG Ue TOV Omolo aVTLUETWITIlEL 0 KABE OpyavVIOUOC TOV TOMEA TNG AohAAELAG
TIOLKIAEL. € TIOAAEG MEPUTTWOELG, N AoAAELX VOELTAL WG CUVOAO TEXVOAOYLKWV HETPWV YL TNV
nMpootacio Twv MANPodOoPLOKWY CUCTNUATWY Kol Twv TIAnpodoplwyv mou Slaxelpiletal o
OPYQVIOUOG. 2 AAAEC, N AodAAELQ XPNOLLOTIOLEITAL WG LECO EAEYXOU KOOTOUC Kal avEnong tng
anodoong tou MAnpodopLakoly cuoTUaAToG. Avaloya Ue To Babuod e€aptnong evog opyaviopou
ue Tpita pépn, N acdpAAela XpnolUomoLeiTal yia tn SlaodpAALon TWV VOULKWY KoL OUUPBATIKWY
UTIOXPEWOEWYV, TN SL0oPAALON TNG ETLXELPNOLAKAG CUVEXELOG K.OL.

H aodaleta dev adopd amokAELOTIKA TNV TEXVOAoyia ,Toug avBpwroucg f tn vopobeaia.
Elval éva opyavwuévo mAaioto amo évvoleg, avTIANYELS, apXEC, MOATIKES, SLASIKAOIEG, TEXVIKEC
KOl UETPO TTOU QrTaiTouvTal yla va ipootatevdouv ta otolyeia tou I1.2., aAdd kat To ouoTnua
0AdkAnpo, anod kade okomun n tuxaia aneidr. EMopévwe yia va papprootel n aodpdaAela wg
ouvBeTn Slepyaoia, amatteital anod Toug opyaviopoug va edapudcouv Zuothuata Alaxeiplong
(ITSM). To TUAMO TOU CUVOALKOU ZUOTHUATOG AlaXEipLong Tou opyaviopou, Tou adopd otnv
aopaAela mAnpodoplwv ovopadletat Tuotnua Aaxeipiong Aodalelog NAnpodoplwv (ISMS).

H otpatnylki Tou opyaviopol, 0 OKOTIOC TOU, OL TIOALTIKEG Kal oL SLEPYAOLEG OL OTIOLES
Tov SLEmouy, N KouAtolpa Twv avBpwnwyv, n aAAnAenidpaon Ue tpita pépn, elvat pepikol amo
TOUC MaPAYOVTEC oL omolot Ba mpénel va Aappavovtatl urnton otav oxedlalovral Ta uoThpata
Awaxeiplong. Baolkog toug otoxog eival va mpoodidouv afila, cuvelop£povTtag atny eMitevén Twv
OTOXWV TIOU OETEL O EKAOCTOTE OPYavIoHOC. AleBvr) mpoTuTia, PBEATIOTEC TMPOKTIKEG KOl
neBodoloyieg, €xouv dnuooleuBel wote va BonBricouv ta eumMAsKOpevVa PEPN va epapudoouV

L AIAXEIPIZH AZDAAEIAS “Elcaywylkd Bépata”- Swkpdtng Kdtowog



OTOTEAECUOTIKA Zuotnuata Aloxeipiong. Avaloyo TO KABe €va, ETUKEVIPWVETAL OF
OUYKEKPLUEVOUG TOUE(C TAnpodopLakn¢ Stoiknong (COBIT, ITIL, ISO, AGILE, DEVOPS).

Q¢ Bewpntikiy Bdon ywa v avamtuén tg Sadlktuakng edapuoyng mou Oa
Tmapoucolactel otnv mapovoa epyacia, emAéxOnke n BLBAL0ORkn ITIL. Kiplol MUAWVEG NG
OUVKEKPLUEVNG HeBoboAoyiag sival n guBuypdppion tou mMANPodopLoKOU CUOTAUATOC EVOC
OPYQVLOHOU HE TOV ETIXELPNOLAKO TOU POAO KAl N TIOPOYXI) TIOLOTIKIG UTINPECLAC TIPOG TOV TEALKO
KatavoAwTtr. NMpaypatevetal TNV KAAUTEPN KATOVONON TWV AVOYKWY TOU OPYQVLOMOU WG TPOG
™G apXEC TNG aodalelag (SlabBeoludTnTa, AKEPALOTNTA ,EUTILOTEVUTIKOTNTA), TN Slaxeiplon tou
KOOTOUG KaL TNG GUVOALKNG amattoU LEVNG TIPOoTIABELag.

MEPITPA®H BAZIKQN ENNOIQN

H BLBAL0BNKN ITIL elvat €va cUVOAO BEATIOTWYV TTPAKTIKWYV TO OTtoi0 eEpAaUBAVEL OAEG TIC
TITUXEG EVOG ZuoTripatog Alaxeiplong. AkoAouBel pia Soun mupapidag otnv kopudr TNG omoiag
nieplypadovtal oL BEATIOTEG TIPAKTIKEC YLA TO OXESLOOUO TNG OTPATNYIKNAE Tou TTAnpodopLakol
ovotuatog (Service? Strategy). H otpatnykr meptypddel évav KUkAo Slaxeiplong tng unnpeoiag
mou AopPavel 0 TEAIKOG KATAVOAWTNAG HEOW TOU OXeSlaopoU, TNG METOPOPAC KAl TwV
anopaitntwyv Asltoupywwyv tng unnpeoiag ( Service Design — Service Transition — Service
Operation) .

H dtadiktuakn ebappoyn mou Ba mapoucilactel otnv mapovuoa epyacia, Oa pmopet va
Slaxelplotel OAeg TG Slepyaoieg tng Alaxeiplong MNeplotatikwy n omola mepllaupdavetatl oto
Service Operation. M ouvnBng pon mepthapPBavel t Swadikaocia e€akplBwong &vog
TIEPLOTATIKOU KAl TNV Kataypadn Tou, TNV KATNYOPLOTIOiNON KaL TNV MPOTEPALOTOLNCN avaAoya
HE Opouc Mou O€tel 0 KABe opyaviopog, TNV avabeon ToOU KATAYEYPAUHUEVOU QLTHUOTOC OF
opadec emiAuong, Tnv enthuon Kat Ttnv kataypadn e, TNV EVNUEPWON TOU TEALKOU XproTn yla
TNV amMoKATAOoTOoN TNG UTnpeciag. Baowkog okomog tng Awaxeiplong Meplotatikwy katd ITIL,
elval n amokatdotacn ¢ UNtNPEGCLAC TO CUVIOUOTEPO SUVATO OE TEPLUTTWOELG [N AVOUEVOUEVNG
AewTtoupylog N pelwpévng anddoong.

Qg untoouvolAo tn¢ Sdadikaoiag Alaxeiplong MNeplotatikwy, n ebpappoyr Oa umopel va
Slaxelplotei kat meplotatikd achaletogd. Adyw tou 6tL ol Stadikaoisg Ataxeiptong NepLoTatikwy
Acdadlelag Sltadépouv peTall Twv opyaviopwy, n epapuoyn Ba punopel va setodyel mAnpodopieg

2 “A service is a means of delivering value to customers by facilitating outcomes customers want to achieve, but

without the ownership of specific costs and risks.”

3 Neplotatikd aoddetag, sival éva povadikod yeyovoc 1 o akoAouBia avermiBuunTwy yEyovoTwyY TIou XouV
onuavtikn Tbavotnta va B€couv ae kivouvo TIG UTtNPECLaKEG AeLToUpYLeG TOU opyaviopoU i va amell\joouv Thv
aodpaiela mAnpodoplwv.



yla ta Baotkd BrApata Staxeiptong mou Bétet o NISTA. Ta kUpLa Brpata adopolv TOV EVIOTIOUO
KOl TNV oVAAUCN €VOG TEPLOTATIKOU a0PAAELAG, TOV TEPLOPLOKO, TNV QAVILLETWTILON KAl TNV
avakopyn NG umnpeoiag, tnv kataypadn avoapopwv Kol TI( UETEMELTA EVEPYELEG TOU
0OpyavLIopHoU oL OTloleg oxeTilovTal e TEPLOTATIKA A0DAAELAG.

Ye kAOe nepinmtwon Slaxelplong evog MEPLOTATIKOU N EVOC TEPLOTATIKOU aoPAAELOG, O
0OPYaVIOHOG Ba TpEMEL va a€LOTIOLEL TNV EUMELPLA KAL TN YVWON WOTE va BEATLWVEL CUVEXWG TNV
anodoon tou mMAnpodoplakol TOU CUCTHUOTOG KalL vo Tieplopilel ta KoOotn. Méow Tng
OUVEXOUEVNG Kataypadrng TwV TMEPLOTATIKWY, dUvatal va TPOKUPEL o yvwolakn Bdon
bebopévwy (known error database KEDB) n omola amoteAel xprioluo epyadeio yla TiG opadeg
OVTLLETWTILONG.

MEPITPA®H EQAPMOIHZ — AEITOYPTIKOTHTA

H nmapouoa epyacia amotelel éva eyxelpidlo eykataotaong SLaSIKTUOKAG EPaPUOYAG N
omola duvartal va efunnpetnoet éva uotnua Alaxeipiong. H ev Aoyw edpappuoyn Ba pmopei va
Saxelplotel OAeg Tig Slepyaoieg g Alaxeiplong Meplotatikwy Kot Meplotatikwv AopaieLag Kot
XapaKTnpileTal amo Ti¢ mapakAatw SuvaToTNTEC:

e Efoucolodotnuevn npooBaon Baotopevn og poiouc (RBAC)

OL xpnoteg mou pmopouv va cuvdeBolv otnv edappoyn, auvbeviikomolouvral HEoWw
Directory Services (Microsoft LDAP) kot otn ouvéxela AapBdavouv to KataAAnAo poAo

€VTOG TNG edapuoyn.

e [Ipocapuoopévn eriidaveLla xpnotn

H kaBe opada péow tou RBAC efouciodoteital va BAEMEeL TG avtiotolxeg PpOPUEC
kataypadng n/kat avabsong cupupaviwy

e FEm\oyr] TMEPLOTOTIKOU armo TpokoBoplopévo katdhoyo umnpsowwv ( service

catalog )

MNa va pnv KatavoaAwvovtol dokoma avBpwrivol Topol, oL XPAOTEG UMopouv va
SnAwoouv cupPBAvta AMOKAELOTIKA amd KATAAOYO UTINPECLWV TIOU TPOOdEPEL O
OPYQVLOUOG.

e AUTOMOTN MPOTEPOLLOTIOINON CUUBAVTWY

4 National Institute of Standards and Technology



H edapuoyn mnpotepalomolel ta OUMUPBAVTA WG OMOTEAECUO TOU OUVOUAGCUOU
KPLOLLOTNTAC KL ETUMTWONG OTOV 0PYAVIOUO.

e Autopotn avabeon og ouadeC

H edapupoyn avabBétel oautopata oupBavia 1 TEPLOTOTIKA ooPAAElAG Of
pokaBoplopEveC oA dEG.

e Anuwupyia KEDB

OLXpNoTeC TN EPOPLOYNG UITOPOUV VA avo{NTOUV TTEPLOTATIKA XPNOLUOTIOLWVTAC AEEELG
KAELOLA, L€ OKOTIO TNV QIMOKATACTACN TNG UNNPECiag oto BEATIOTO Suvato xpovo.

Mo tv opBn AVILHETWILON €VOG TMEPLOTATIKOU, OL XPNOTEG KAAOUVTAL VA EKTEAECOUV
OUVKEKPLUEVEC EVEPYELEC, avAAoya e TO pOAO Tou Toug £xel anodobel. Eva ouvnBec Staypappa
pon¢ mapoucildletol o emopevn evotnta. Oco adopd T Sladlkacia AVTIHETWITLONG
TIEPLOTATIKWVY aodAAELOC, AOYW TOU OTL SLadEPEL CNUAVTLKA OO OPYAVIOUO OE OpYyaVvIOUO Sev
TIOPOUCLAIETOL OUYKEKPLUEVO Slaypappa. AvadEpovtal OUwWG XOPAKINPLOTIKOL pOAOL Tou
TiepLléxovtal o SLadkaoieg MPoTUMWY Kol BEATIOTWY TIPAKTLKWV (UTELBUVOC aloPAleLag, opada
Slaxeiplong mepLOTATIKWY 0.0PAAELAC KTA).



AIKTYAKH MPOETOIMAZIA
21O MOPAKATW SLAYPOHUO TTAPAYPAPETAL UL TTAPAYWYLKI) EYKATACTACN, EVW O TIVOKOG
TLEPLYPAPEL TIG ATOPALTNTEG ETUKOWVWVIEC METAEY TWV CUCTNUATWV.

User PCs
e.g 10.74.36.XX

Database Server
e.g 10.74.37. XX

Wt
Wt/

Domain Controllers
e.g 10.74.35.XX

SharePoint and Web Server
e.g 10.74.38.XX

Source Destination Ports
User PC Domain Controllers Microsoft-DS: port 445
TCP, UDP

Kerberos: port 88 TCP, UDP
LDAP: port 389 UDP

DNS: port 53 TCP, UDP
RPC: Dynamically-assigned
ports TCP, unless restricted

User PC SharePoint Servers HTTP-HTTPS: 80 ,443 or
custom web application
configured port
SharePoint Servers Database Servers MS-SQL: 1433 TCP

MS-SQL: 1434 UDP




SharePoint Servers Domain Controllers Microsoft-DS: port 445
TCP, UDP

Kerberos: port 88 TCP, UDP
LDAP: port 389 UDP

DNS: port 53 TCP, UDP
RPC: Dynamically-assigned
ports TCP, unless restricted
EPMAP: port 135 TCP, UDP
NTP: port 123 UDP

[MPOETOIMAZIA YNOAOMAQON

A.Evepyornoinon Directory Services

MNa va pmopel va eleyxBel n mpooPacipdétnta otnv Siktuakn edpoapupoyry mou Ba
Snuoupynooupe alAd Kal TG SuvaTOTNTEG TWV XPNOTWV E€VIOC TNG edappoyns , Oa
evepyomotwjooupe Directory Services. e MS Server 2012 R2 pe otatikn IP_Sievbuvon,
UAOTIOLOUE TO TIOPOKATW:

Avolypa Server Manager Console>Manage—>Add Roles and Features

310 véo mapdBupo, oto Bripa Before You Begin = NEXT

Yto Brua Installation Type—>Role-based or feature based installation—=> Next

210 Brina Server Selection emAéyoupe Tov Tp€xovta server Omou eudaviletal n oTatiki
tou IP>NEXT

5. 2to BrAua Server Roles—>Active Directory Domain Services. Qa epdaviotel véo mapabupo
oto omoio avadEpel Ta mMpo amaltolpeva features mou MPEMEL va gykataotabouv.
Ertdéyoupe Include management tools>Add features. Emiotpédovtag oto apxLko
napdbupo = Next

i

6. Xto Brpa Features emiPBefatwvoupe OTL eival papkaplopéva ta features .Net Framework
4.5,Group Policy Management, Remote Server Administration Tools, User Interfaces and
Infrastructure kot Windows PowerShell - Next

7. Ito Briua AD DS—>Next

8. ItoBnua Confirmation - Restart the destination server automatically if required—=>Install

210 onuelo auto o server Ba Eekwvnoel va eykablotd OAa ta SoUlkA otolyela tou Active
Directory. MmopoUpe va kAelooupe To mapaBupo f va mopakoAouBoUE TNV EYKATAOCTOCN HEXPL



TO onueio mou Ba apyiocel n Paoikn mapapetpomnoinon. Otav oAokAnpwOel n eykatdaotacn Ba
eudaviotel pvupa Configuration Required . Installation succeeded on Server. 3tn CUYKEKPLUEVN
uAomoinon o server ovopaletat ALLCOMPONENTS.

9.

10.

11.
12.
13.
14.

15.

16.

2to Notifications (elkovidio mavw 6e€ld) Ba eudaviotel Eva kitpvo tpiywvo. Matwvrtog
o€ aUTo eTiAéyoupe Promote this server to a domain controller

310 Brua Deployment configuration>Add a new forest kaL GUUTANPWVOULE TO OVoua
Tou véou domain. MNa Tou¢ OKOMOUG TG Aaoknong to domain Ba ovopoaotel
myitsm.gr—->Next

3to BrRua Domain Controller Options adrijvoupe ta functional levels wg €xouv.
KataxwpoUue tov Kwdikd DSRM. Itn cuykekpLlUévn aoknon Ba eival “23@#wesdxc”

310 Brjpa DNS options—>Next

Y10 Bua Additional options emiBefalwvoupe ot avadpepetal « MYITSM»—> Next

210 BAua Paths avadépovtal oL SLadpouég amobAKeLoNG TwV SOULIKWY OTOLXELWV TOU
Active directory > Next

1o BAua Review Options—> Next (UmopoUUE va amoBnKeUOOUWE TO TAPAYOUEVO
PowerShell script yia peAAovtikr xprion r mopapeTponoinon)

210 BrAua Prerequisite Check yivetal autopatog EAeyXo¢ TwWV PO ATIALTOUPEVWY. Oa
eudpaviotel pnvupa All prerequisite checks passed successfully kaBw¢ kal pepika
warnings mou agopouv DNS Adyw oxediaong. Natwvrag Install Ba Eekviosl n teAkn
eykatdaotaon. O server Ba €MAVEKKLVAOEL KAl OTNV apXlki Tou 0Bovn Ba eudaviotel
TAEOV O TIPWTOC XPotnG tou véou domain MYITSM\Administrator

O server Aéov eivat o mpwtog domain controller tou domain mou énuloupynoape. Natwvtag
o ewkoviblo twv windows (kdtw 6e€fld) , Ba €xouv epdaviotel ta Administrative tools.
EmtiAéyovtag amnd tnv Alota to epyaleio Active Directory Users and Computers, Unopoupe va
dtia€oupe toug xpnoteg (users) kot Toug poAoug (Security Groups) mou Ba XpnNOLLOTIOL)COULE
HeTEMeLTa oTig ITSM poég.



B.Anuoupyia Xpnotwv kat POAwv

MNna twg ITSM poég mou Ba akoAouBrioouv Ba XpNOLUOTIOL)COULE TOUG TIOPAKATW POAOUC
(security groups) kaBwg Kal TOuG XpRoTeG ou Ba avKouv O€ AUTOUG. & eMOUEVN evotnTa Ba
eNeEnynOOUUE TN onUAcia Tou KABe pOAOU KOl TIG EVEPYELEC TTIOU KAAELTAL VOl KAVEL EVTOC TNG
edappoyng mov Ba dnuoupyriocoupe. AkolouBwvtag To MapaKATw Pruata , o uroPndlog
vAomountng Ba dnuloupynoel éva véo Organizational Unit (OU) kal péoa oe autd TOUG XPrOTEC
KOl TOUG pOAOUG.

Aev xpnowlomoloUpe toug «dakéAouc» tnG Sdoung mou epdavidovrat ndn. Amotelouv
Sladpopetika doptka otolxeia Tou Active Directory, ovopdZovtal containers kot v emid€yovral
TOALTIKEG aodAAelag amod to domain.

1. Amo 1o eikovidio twv windows—>Administrative tools—> Active directory users and
computers

2. A€l KAk oto domain (myitsm.gr)->New—>Organizational Unit—> Zto medio Name:
For_ITSM

3. 2tovéo OU “For_ITSM” 6&€L kAik—>New—> User
JupmAnpwvou e urtoxpewtika Full Name, User logon Name—> Next

5. JupmAnpwvoupe password—>Next—>Finish
Ma tov kaBe xprjotn mou Ba XpnolUomoloUUE otnV edappoyr , emavalapBAavoupe To
BAua 3,4,5 xpnotwuomnowwvtag kabe dpopa povadiko User Logon Name.

6. 2to véo OU “For_ITSM” - 6&€L kA\ik>New—>Group

7. Xto nedio Group name cupmAnpwvoupe SimpleUsers emiBefatwvovtag TG eMAOYEC
Global kat Security—=> 0K
MNa toug poAoug HelpDeskAgents ,SecondlevelSupport, CISO, InformationSecurity,
CrisisResponseTeam emnavaAappdavoupue ta Bruata 6,7.

8. Evtdoooupe TouAdyloto 1 xprioTn yLa TOUC OKOTIOUC TN AoKNoNG o€ KABe éva group. A€l
KALK Tavw o€ kamoto user—>Add to a group—> myx HelpDeskAgents—> OK
Qa mpéEmeL OAOL OL TAPATIAVW POAOL VO TIEPLEXOUV VAV XPNOTN.




C.Eykataotaon Bacswv dedouevwy (SQL Server)

Ma TG avaykeg TIg epapuoyng Ba mpémel va eykataotabouv ol KOTAAANAEG PBACELg
debopévwy. Noyw tou OtL n edappoyn mou Ba dSnuloupynooupe apyotepa Ba mapoayxOel oe
nieptBarlov SharePoint Ba eykataotricoupe SQL server. Mmnopeite va Bpeite To AOYLOUKO o
https://www.microsoft.com/en-us/sql-server/sqgl-server-downloads# oe &okipaotikr £kdoon
180 nuepwv. Kavovtag mount to ISO apyeio kat 6l KAk oto setup application file, Run As
Administrator.

1. Zto Bnua Installation—>New SQL Server stand-alone installation or add features to

existing installation

Y10 BAua Product Key—>Specify a free edition—>Evaluation

310 Brpa License Terms—>1 Accept the license terms—> Next

Y10 Bua Microsoft Update—> Next

3to BAua Product Updates—>Next (Ba eudavicel error mou UMOPOUUE va

0YVONOOUUE)

6. 2to Bnua Install setup files Ba epudaviosl 2 warnings. Elmape kot mponyoupeva OTL
Sev Ba mpémel og mapaywyko meptBaAlov va cuvumdpyxouv oL poAoL atov iblo server,
€8kd o domain controller 6ev Ba mpémeL va ouvumntdpyel pe kavéva Ao polo.

7. 3to PBAua Feature Selection—2>Instance Features—>Database Engine Services.
ErupeBaiwwote tn Stadpoun eykatdotaong tou SQL server—> Next

8. Ito Brua Instance Configuration—> Next

9. ZIto BrAua Server Configuration—> SQL Server Agent=Automatic.

10. 2to Brpa Database Engine Configuration—>Specify SQL Server Administrators—>Add
Current User (Ba eloaxBel wg SQL admin o xpriotng myitsm\administrator)—> Next

11. 1o Bua Ready to Install->Install

12. O server YETA TNV EMLTUXN €yKataotaon Ba {ntiosl emavekkivnon. EmPeBatwote mwg
oA ta features €xouv eykataotadet emtuxwg = Close

ok wnwN

MNa va anoktnBsi mpdoPacn otig BAoels xpeLaletal va eykataotabel éva emumAéov epyaleio mou
ovopadletal SQL Server Management Studio (SSMS) kat umopel va yivel download amoé tn
SlevBuvon https://docs.microsoft.com/en-us/sal/ssms/download-sqgl-server-management-
studio-ssms?view=sgl-server-2017. 3to £lkoviélo tou apxeiou mou Ba kateBaoete, Se€l KA
—>Run as administrator

1. Em\é€te Install (Ba yivel autopatn eykatdotacn Paclkwv MAKETWV Onwg Active
Directory Authentication, Net Framework 4.6.1, Visual C++, Visual Studio Shell k.a )
2. ITO pAVUMQ ETUTUXOUG eyKaTAoTaonG eTUAEETE Restart
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3. Jto ewkovidlo twv windows->Microsoft SQL Management studio—>Server Name:

ALLCOMPONENTS—>Connect. EmiBefaiwote mMwG 0 XPAOTNG OCUVOEETAL ETMUITUXWC
BAEmovtag to mpdaowvo elkovidlo tng Baong SimAa oto ALLCOMPONENTS (SQL Server
14.0.10) .

310 dpakelo Security>Logins—> EmAé€te tov xpriotn MYITSM\Administrator-> AgfL

KALK—> Properties—>Server Roles
5. Evepyomnoleiote touc pohouc dbcreator,public,securityadmin,sysadmin

D.Eykatdaotaon SharePoint Server

310 onueio auto Ba eykatactabel n mAatdpopupa SharePoint 2016 , kKaBwg Kal Ta
ETUUEPOUG TTpoypappaTa Ta onoia Ba pag Bonbrioouv va oxedldcoupe tnv ITSM edapuoyn
pag. Xtnv mAatdopua Ba SnuioupynBouv ot KATAANAEG poég Kat Ba oxeSLaoTouV oL BACLKEC
HUETPIKEC TIOU ouviotd to Tpotumo ITIL. To Aoylopikod eival dtabéopo otn StevBuvon:
https://www.microsoft.com/en-us/download/details.aspx?id=51493 kol Ba xpelaotolv Ta
mapokAatw KAsWOLA : Enterprise trial product key: NQGJR-63HC8-XCRQH-MYVCH-3J3QR --------
Standard trial product key: RTNGH-MQRV6-M3BWQ-DB748-VH7DM .

MNna va oAokAnpwOel n eykatdaoctacn tng mAatpopuag Ba mpemnel va eykataotaboluv
OUYKEKPLUEVQ TIPO QTIALTOUUEVAL.

Application Server Role, Web Server (1IS) Role

Microsoft SQL Server 2012 Native Client

Microsoft ODBC Driver 11 for SQL Server

Microsoft Sync Framework Runtime v1.0 SP1 (x64)
Windows Server AppFabric

Microsoft Identity Extensions

Microsoft Information Protection and Control Client 2.1
Microsoft WCF Data Services 5.6

Microsoft .NET Framework 4.6

Cumulative Update Package 7 for Microsoft AppFabric 1.1 for Windows Server
(KB3092423)

Visual C++ Redistributable Package for Visual Studio 2012
Visual C++ Redistributable Package for Visual Studio 2015

Yrapyxet Stadikacia n omoia Asltoupyel autopata €dv o server £xeL mpoofacn oto
internet aAAa kat offline 6mou o umoPndlog uAomotntig Ba mpémel va KateBaoel To KABe Eva
KOl VO TOL EYKATAOTHOEL Eexwplotd. Oa meplypadoupe tnv online Stadikaocia. A€l KAk oto
ISO apyxeio kat mount.

1. Zto apyeio prerequisiteinstaller 6L kA kat run as administrator->Next
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2. laccept the terms of the License Agreement—> Next
3. Finish

Av eriheyel xelpokivntn eykataoctoon Oa npénel os KaOe installation apysio de&i
KAWK, properties, Unblock otnv kaptéAa General. Eykataotiote to KOs éva apxeio pe tnv
evtoAn ity D:\prequisiteinstaller.exe /wcfdataservices56:"C:\Prereq\WCFDataServices.exe"

e mepimtwon mou to Windows Server AppFabric eudavilel error katd tnv
€yKaTAOTOON TOU amoé To auto setup: Xto ewovidlo Twv windows  &gfl
kALK System—>Advanced System Settings—>Enviroment Variables—> Awaypate to “ and tnv
TN TN petaPAntig PSModulePath. OAokAnpwoTe TNV EYKATAOTOON LE TNV EVIOAN:

\WindowsServerAppFabricSetup_x64.exe /I CacheClient,CachingService,CachingAdmin /gac

Kavovtag mount to ISO apxeio tou SharePoint2016 ,6el kAk oto setup application
file, Run As Administrator.

1. Ewodyete 1o KAelSi mou avadEpOnke vwpitepa—> Next

| accept the terms of this agreement—>Continue

ErmAé€te Tnv Sladpoun eykataotaong—> Install Now

Run the SharePoint Configuration wizard now—>Close

210 véo mapaBupo tou Configuration Wizard—> Next

Yes oto pop up napabupo

Create a new server farm—>Next

Database server= n otatikn IP Tou database server (10.10.10.2 n €lKOVIKN pnxavn)

, Username kat Password ( myitsm\administrator - 23@#wesdxc ) > Next

9. 23@#wesdxc wg passphrase (2 popég katayxwpnon)—> Next

10. Emhoyn «Single Server Farm» = Next

11. 210 onueio auto Ba {ntnbel n Siktuakn mopta mou Ba xpnoluomnolei n edapuoyn
WOoTe va KAavoupe Login otnv oeAida Staxeiploncg. EmAéyoupe thv 4700 tuyaia
(o6 1-65535) kat NTLM authentication—=> Next

12. Npokuntet To tTeAko Configuration mou meplypadetal otov TeAkO mivaka—> Next

13. 210 pop up napabupo elodyete va credentials tou myitsm\administrator

14. ©a avoiel n configuration ogAiba tn¢ sharepoint farm.

O NV AEWN
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E. Eykataotaon Sharepoint designer

Ma va Unmop€ooUUE va eMEEEPYAOTOUME TIC TIHEC Kot ta media mou Ba €Ll0AYOUUE OTNV
epapuoyn Ba xpelactovpe tv edpappoyn Sharepoint Designer mou eival StaBéoun otn
SlevBuvon https://www.microsoft.com/en-us/download/details.aspx?id=35491 .

1. Ano to sharepointdesigner_64bit—>Ag€L KAk kat Run as administrator
2. Emloyn «Accept the license agreement»—>Continue
Ermtidoyn «Install Now»

YAOINOIHZH AIAAIKAZIQN KAI MTAPAMETPOINOIHZH

210 onueio auto Ba fekwviooupe tnv vAomoinon twv ITIL Stadikaocwwv. Apxika Ba
TPETEL VAL SNULOUPYNCOULE oTnV MAatdopua pia véa web epappoyn kat mavw o avtr) Ba
Snuoupynooupe TG BaoikéC oeAibeg kot Ba elwodyoupe TNV Aoylkp TOU EMLBUUOUE.
Avoiyovtag tnv epappoyn SharePoint 2016 Central Administration ( otn 8wk pag nepimtwon
Ba pag avoifel tnv oeAida http://allcomponents:4700/default.aspx ) elodyoue Ta oToLXELQ
Tou myitsm\administrator.

1. Ano to Central administration—>Application Management->Manage web
application
2. Ano v kaptéla web applications>NEW (apatnpoUpe mwe umdpxeLnén
w¢ epappoyn n oeAida dtaxeiplong tng pappag mouv dnULoUPYHCALE OTNV
Tiponyouuevn rapaypado)
3. Ito nebio Create a new IIS web site = ITSMPORTAL
4. >tomedio URL = http://ITSMPORTAL:80
Adnvoupe tnv default port 80 ektdc av embBupovpe Swadopetika (my 443 av
emiAé€oupe kamolo certificate i kamowo aM\o high port) kat emiBefawwvoupe ta nedia
DATABASE SERVER kot DATABASE NAME (otn 81k pog mepimtwon ot TipéC ival 10.10.10.2
kat WSS_Content avtiotolya ). 2to t€Ao¢ Tou mapabupou emihéyoupe OK. ITn KEVIPIKN
oeAida tou central administration 6a eudaviletal mMAEov To Ovopa Kat to url g véag

ebappoync.

Enépevo Bripa eival va dnuloupynooupe €va véo site collection. Oa ¢phofevioel Tig
0eASEC TNC edapUOYNG TTOU HOALS SNULOUPYHOALE.

1. Ano to central administration—>application management—>Create site collection

2. EmBeBawwvoupe mwg oto medio Web Application = http://itsmportal kot
CUUMANPWVOU LE TITAO Kal pla meplypadn ota avtiotolya nedia.

3. 2to mebio template selection = Collaboration—>Team Site
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4. 3to mebio Primary Site Collection Administrator->Browse—>Active Directory kot
oto nedio  search=administrator->search.  Em\éyoupe TOV  Xpnotn
myitsm\administrator 20K

5. Emotpédovrag otnv apyikn oeAida = 0K

A. Awoyxelplon TEPLOTATIKWY KO TIEPLOTATIKWY AOPAAELOG

Onwg avadépbnke kal mponyoUHeva, Pl amo TIC PBaowkég Siadlkaoie¢ mou Ba
vAomotooupe gival n dtadkaoia Slaxelplong mepLoTATIKWY. Baowkod péAnua tng Stadikaoiog
katd ITIL elval n emavadopd PLaG UTINPECLOC , LETA OO N AVAUEVOUEVN AELTOUPYLA 1} LELWHEVN
anodotikotnta. Asv mephapBavel Bripata e€eUpeanc TNG aLtiag Tou poBARUaToc, auth adopd
™ Swadikaoia Siaxeipiong mpoPAnuatwv (problem management). Itoxog eival n Aupeon
QVTOTOKPLON OTO altnpa Tou Xprotn , 0 omoiog € UMOpPEL VoL KATAVAAWOEL pLo UTtnPEaia.

Baowko otolyeio tng incident management eival o poAog tou service desk. Tng opadag
onAadn n omola emudoptiletal e TNV apXKn Koataypadr), TNV KATNYOPLOTOinon Kol TV
npotepatomnoinon, tnv eniluon i tnv avabeon oe KATAAANAn opdda Kal TNV EVNUEPWON TOU
apxkoL xprotn. To service desk xpnopomnolet cuvnBw¢ pa yvwaotakn Baon dedopévwy n omola
TIEPLEXEL AUOELG Lo poavadepBEvta mpoBAnuata. Eival éva moAU xpriolpo epyaleio to omoio
BonBa oto va OSlatnpnBouv Ta emBupnTa emimeda umnpeclwv, TA yvwotd SLAs. Itn
OUVKEKPLUEVN UAomoinon o xpnotng Ba €xel tn duvatotnta va avalntriost AVoelg, Sivovrag
A€€eLc KAELWOLA ota KatdAAnAa rtebia.

Katnyoplomoinon &vog Katayeypapupévou TeploTatikol ,ouvnBwg &ev emadietal
OTOKAELOTIKA 0TNV Kpion evog service desk agent. Ot ITSM epopUoyEC XpNOLUOTOLOUV TIVOKEC
HE TLUEG IOV €xouv TtpokUPeL amo risk 1) business impact analysis, mapddelypa Twv omoiwv Ba
TLOPOUCLACOULE KOTA TNV UAoTtolnon.

H dtadikaoia Slaxeiplong mePLOTATIKWY UITOPEL va eVEPYOTIOLHOEL Kal AAAEC SLadiIkaolEeg,
nx Slaxeiplon meplotatikwy acdaielag, Slaxeiplon mpoPAnuatwy, dtaxeipion aAlaywv KTA.
AOyw TOU OTL 0 OKOMOG TNG epyaciag eival n vAomoinon pwag dadikaociag otnv mMAatdopua
Sharepoint kalL Oxt n enefnynon tou mpotumou ITIL, Ba opicoupe pla Paoikr incident
management Sladikacia pe OmMAEG poEG Kol £€060UC OMWG MEPLYPAPETOL OTO TIAPAKATW
Slaypappa.
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Customer

Service Desk

Escalation Team

Incident Manager

Information Security
Team

mail or customer
support web page

Contact by phone,

Inform and Close

S this really a

incident?

s this securit)

Enable information
security

incident?

*  Logging
e Prioritization

«  Categorization

management
proceess

NGO Enable information
Can be this securit security
resolved? incident? "] management
proceess
NO
Update knowledge Can be Enable DR or BC
Inform:and Closa base resolved? plans
Update knowledge
Inform and Close database

‘0Ooo adopa tn dlaxeiplon meplotatikwy acdalelac, Oa Snuovpyrnooupe otnv epapuoyn Hag
To KataAAnAa media, WOoTe oL XPrOTEC va. UmopoUuV va akoAouBrjoouv tn pebodoloyia tou NIST
TIou cuvoileTaL OTOV TTAPAKATW TIVOKAL.
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Action Completed

Detection and Analysis
1. Determine whether an incident has occurred
11 Analyze the precursors and indicators
1.2 Look for correlating information
1.3 Perform research (e.g., search engines, knowledge base)
1.4 As soon as the handler believes an incident has occurred, begin documenting

the investigation and gathering evidence

2. Prioritize handling the incident based on the relevant factors (functional impact, information
impact, recoverability effort, etc.)

3. Report the incident to the appropriate internal personnel and external organizations
Containment, Eradication, and Recovery
Acquire, preserve, secure, and document evidence

5. Contain the incident

Eradicate the incident

6.1 Identify and mitigate all vulnerabilities that were exploited
6.2 Remove malware, inappropriate materials, and other components
6.3 If more affected hosts are discovered (e.g., new malware infections), repeat

the Detection and Analysis steps (1.1, 1.2) to identify all other affected hosts, then
contain (5) and eradicate (6) the incident for them

7. Recover from the incident
71 Return affected systems to an operationally ready state
7.2 Confirm that the affected systems are functioning normally
7.3 If necessary, implement additional monitoring to look for future related activity
Post-Incident Activity
8. Create a follow-up report
9. Hold a lessons learned meeting (mandatory for major incidents, optional otherwise)

* Recommendations of the National Institute of Standards and Technology, Publication 800-
61

Ipadovtag otov iexplorer http://itsmportal , Ba epdaviotel n apxikr oeAida ¢ ebappoyng
miou Ba apylooupe va Snuoupyoupe. Ito avw SefLd onpeio , oto lkovidLo ypavall, EMAEYOULE
Site settings—=>Site Content Types—>Create. JupumAnpwvoupe ta nedio Name=Incident, Parent
content type=List Content type, Parent Content type=Item kat emi\éyoupe OK. Ze autd to
content type mou Ba xpnotuomnolel mMAEov n epapuoyn pag, Ba dnULoupynooUUE Ta KATAAANAQ
niedia mou Ba xpnoluomnolel n incident management por pac.

1. Site settings—=>Site Content Types—=> EruAéyoupe Incident (autd mou poALg pridéope)

2. Itnv meploxn columns—>add from new site column

3. JupmAnpwvoupe\emiléyoupe : Column name=Summary, The type of information in
this column is=Multiple lines of text, Require that this column contains
information=Yes, Number of lines for editing=10 , adrivoupe ta undéAouna nedia wg
EXOUV.
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EnavaAappavoupue tn dadikacia yia Column name=Resolution, Column name=Containment,
Column name=Recovery kat Column name=Crisis Team Notes.

1. Site settings—>Site Content Types—>EmnuAéyoupe Incident (autod mou poAg ptiatape)
2. Ztnv meploxn columns—>add from new site column
3. JupmAnpwvoupe\emiléyoupe : Column name=Product, The type of information in this
column is=Choice, Type each choice on a separate line = Default, Accounting
Application 1, Accounting Application 2, Hyper-V Servers, Network Devices, User
Application 1, User Application 2.
Enavalappavoupe tn dtadikaoia yla :

Column name Type each choice on a separate line
Service Default

Accounting
Infrastructure

Client Facing
Urgency Default

Low

Medium

High

Impact Default

Low

Medium

High

Priority Default

Low

Medium

High

Critical

Assigned Group Service Desk
Escalation Team
Incident Manager
Information Security Team
Crisis Response Team
Security Incident YES

NO

Iltem Status New

Assigned

In Progress

Resolved
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‘ Closed |

1. Site settings—>Site Content Types—>EmnAéyoupe Incident (autod mou poAg ptiatape)

2. Xtnv meploxn columns—>add from new site column

3. ZupmAnpwvoupe\emiléyoupe : Column names=Incident Created Date, The type of
information in this column is=Date and Time, Date & Time format=Date & Time, default
value=Today’s date.

Enavalappavoupe tn dtadikaoia yla :

Column name Values

Resolution Time Target The type of information in this column

is=Date and Time, Date & Time
format=Date & Time, default value=NONE

Actual Resolution Time The type of information in this column

is=Date and Time, Date & Time
format=Date & Time, default value=NONE

Site settings>add an app—>custom list> JupmAnpPwVoOUHE TO Ovopa TNG AloTag
INCIDENTS

ATto to Sg€l pevol emidéyoupe t véa Alota IINCIDENTS = Kaptéha LIST-> List Settings
Ermuléyoupe Advanced Settings—> Allow management of content types=YES—> OK
Erotpédovtag otn oeAiba INCIDENTS:SETTINGS emléyoupe Add from existing site
content types

Ermtdéyoupe Custom content types kat ADD to content type=Incident—>OK
Ermotpédovtacg otn oeAiba INCIDENTS:SETTINGS emidéyoupe Change new button order
and default content type—>Toekdpoupe to Content type=Incident=> 0K

. Anploupyla QUTOUOTIONWV

210 onpelo auto Ba SnULOUPYCOUE KAVOVEG OL OTtoloL Ba CUUIMTANPWVOUV QUTOMATA

nedla ¢ Alotag INCIDENTS oUpdpwva pe TIGC TIHEG TTOU Ba €l0AyEL O XPNOTNG KOTA TNV
KOTAXWPNOoN €VOC VEOU TEPLOTATLIKOU. AKOpa Ba SnULoupyroouE KavOVveG oL omoiol Ba eival
UTELBUVOL yLa TLG LETPLKEC TTOU Ba xpnolpomoletl n ITSM edbapuoyn pag.
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Amo tnv Home Page—>Edit—>Insert>Web Part. EmiAéyoupe Ao tn Alota Categories to
Apps, amno t Alota Parts tnv Alota INCIDENTS kat ADD.

Avolyoupe to SharePoint designer tool->Open Site>Em\éyoupe to http://itsmportal
->Open.

1. Ano tn otAn Site Objects emiAéyoupe workflows

2. Ano 1o kouprnt List Workflow emtidéyoupe INCIDENTS

3. Ito mapdbupo CUUMANPWVOUNE aVILoTOLXA TO Ovopa TnG Kabe piag pong . Oa
EEKLVOOULE A0 TOUG KAVOVEG TIPOTEPALOTIOLNCNG cUUPWVA LE TOUG TTOPAKATW
niivakec. H mpotepatomnoinon €ival To amotéAeopa tng TUAG Tou mediov IMPACT

KalL TNG ETIAOYN G Ao tov xpriotn tou mediou URGENCY.

URGENCY
IMPACT Low Medium High
Low Low Low Medium
Medium Low Medium High
High Medium High Critical
Priority Result Resolution Target Time
Low 48 Hours
Medium 16 Hours
High 4 hours
Critical 1 hour
PRODUCT IMPACT
Accounting Application 1 Low
Accounting Application 2 Low
User Application 1 Medium
User Application 2 Medium
Hyper-V Servers High
Network Devices High

4. to medio Step 1, matdpe otov Kevo xwpo ENTER

b

Y1o nebio ypadoupe If any kat matape ENTER

6. Em\éyoupe value kat Fx. Data source= current item, field from
source=Product—-> OK

7. Ano 1o drop down menu tou equals value emAéyoupue Hyper-V Servers
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10.
11.

12.
13.

14.
15.

16.

Katw akplBwg and tn ypapun mou dnuloupynbnke , oTo KeVO Xwpo,
mAnktpoAoyou e if any kat moatdape ENTER

MNatwvtag mavw oto “and” , aA\dleL og “or” . EmAéyou e value kal Fx. Data
source= current item, field from source=Product—> OK

Ao to drop down menu tou equals value emiAéyoupe Network Devices
Katw akplBwg amo tn ypapun mou dnpoupyndnke , oto Kevo Xwpo,
mAnktpoAoyou e set field kal moatape ENTER

210 field emAéyoupe Impact, oto value emiAéyoupe High

Katw akplBwg and tn ypapun mou dnuioupyndnke , oTo KeVo Xwpo,
mAnktpoAoyou e set field kat moatape ENTER

210 field emAéyou e Service, oto value emiAéyoupe Infrastucture

Katw akplBwg amo tn ypapun mou dnpoupyndnke , oTo Kevo Xwpo,
mAnktpoAoyou e Else kat moatape ENTER

Katw akplBwg amo tn ypapun mou dnpoupyndnke , oTo Kevo Xwpo,
mAnktpoAoyou e If any kat atape ENTER

AUTO Tou Snuloupyeital, givat ot kavoveg ou StaBalouv to Product mou kKataxwpel o

XPNOoTNG KoL B€touv autépata TIG TIHEG Service kat Impact. EmavaAappavovrag ta ripata 4 -16
, SNULOUPYOULE TOUG KAVOVEG QUTOUATNG CUUTTANpwoNG yla 6Aa ta Products. Otav kataAnoupe
OTIWG OTNV TOPAKATW ELKOVA, TIOTALE TO Koupri Publish.

Save (Ctrl+5)
Site Objects

ﬁ ITSMPORTAL

m

&
b

El 5]

=0 & [Z0 @ mm

Workflows

List Workflow

Lists and Libraries

External Content Types

< @ Mew Incident - Set Impact and Service @, Workflows | | %)

~ Ii' - ﬁITSMPORTAL » Workflows b New Incident - Set Impact and Service b Text-Based Designer b

Step 1

If Current ltem:Product equals Hyper-V Servers

or Current [tem:Product equals Metwork devices

Set Impact to High

then Set Service to Infrastructure

Else if Current ltem:Product equals Accounting &pplication 1

or Current [tem:Product equals Accounting Application 2

Set Impact to Medium

@rMew Incident - Set Impact and 5... then Set Service to Accounting

Else if Current ltem:Product equals User Application 1

or Current ltem:Product equals User Application 2

Set Impact to Low

then Set Service to Client Facing
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ITn OUVEXELA, SNULOUPYOULE TOUG KAVOVEG oL omoiol cuvdualouv TIG TIHEG TwV TESIWV
Impact kat Priority, mpotepatlonololv to aitnua kot opilouv to Resolution Target Time. MNa va
TPELEL OELPLAKA , APECWE PETA TO GUVOAO TWV KAVOVWYV TIOU HOALG SNHLLOUPYNOOE , TIATAUE TO
Koupri STEP. Etol Snuioupyeital éva véo mAaiolo pe ovoua Step 2 oto omnoio Ba eLoAyOUE TOUG
TIOPOKATW KAVOVEG.

1. Zto nebio Step 2, matdpe otov kevo xwpo ENTER

2. Tpadoupe if any kat matape ENTER

3. EmAéyoupe value kat Fx. Data source= current item, field from source=Impact—>
OK

4. Ano to drop down menu tou equals value emi\éyoupe high

5. Katw akplBwg armo tn ypapun nou dnuioupyndnke , oto KeVo Xwpo,
mAnktpoAoyou e if any kat moatdape ENTER

6. EmAéyoupe value kat Fx. Data source= current item, field from
source=Urgencyt—> OK

7. Katw akplBwg anod tn ypapun mou Snuioupynbnke , 0To KEVO Xwpo,
mAnktpoAoyou e set field kat matape ENTER

8. Em\éyoupe amo to nedio field tnv twun Priority Result kat value=critical

9. Kdatw akplBwg amnd tn ypapun mou Snuioupynbnke , 0To KEVO Xwpo,
mAnktpoAoyoupe add time kat atape ENTER

10. AN\GZoupe to 0 o€ 1, To minutes og hours kat to date 2> Fx—>data
source=workflow variables and parameters, field from
source=variable:priorityTime—>OK . AAAGZoue To output to=
variable:priorityTime

11. Katw akplwg amo tn ypaupr mou Snuoupynbnke , 0To KEVO Xwpo,
mAnktpoAoyou e set field kat matape ENTER.

12. Em\éyoupe amnd to nedio field tnv T Resolution Time Target kat value=critical
kat ard to value 2 FX-> data source=workflow variables and parameters, field
from source=variable:priorityTime—=> 0K

13. Katw akplpwg amo tn ypappr) mou Snuoupynbnke , 0To KEVO XWPO, TTATAUE TO
kouuri Else-If Branch

EnavaAappavoupe ta BrAuata 2 €w¢ 13 wote va kaAUPoupe 6Aoug toug mBavoug
ouvbuaopoulg mpotepatlonoinong. H teAkn) €wkéva Ba elval OMwWG MOAPAKATW. XTO TEAOG
eTUAEYOUE TO KouuTtl Publish wote va evepyomownBouv ot kavoveg otnv ebapuoyn Hag.
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Navigation < @& Mew Incident - Set Impact and Service \@, Waorkflows \|_=‘] R

Site Objects A @ » S ITSMPORTAL » Workflows b MNew Incident - Set Impact and Service b Text-Based Designer b
ITSMPORTAL
& Step 2
Lists and Libraries
Workflows
Site Pages If Current ltem:lmpact equals High
Site Assets .
and Lurrent ltem:Urgency equals High
Content Types and Current ltem:Urgency equals High
3itz Columns Set Priority Result to Critical

External Content Types
then Add 1 hours to Current Item: Created (Qutput to Variable: pricrityTime )

Data Sources

#0 % e m= B 515 &8

Master Pages then Set Resolution Time Target to Variable: priorityTime
Site Groups
Subsit . .
Hasites Else if Current ltem:lmpact equals High
All Files
Warkflows a and Current [tem:Urgency equals Medium
List Workflow Set Priority Result to High

@5 New Incident - Set Impact and S...
then Add 4 hours to Current Iterm: Created (Qutput to Variable: pricrityTime )

then Set Resolution Time Target to Variable: priority Time

Else if Current ltem:impact equals Medium

and Current lterm:Urgency equals High

Set Priority Result to High
then Add 4 hours to Current Iterm: Created (Qutput to Variable: pricrityTime )

then 5et Resolution Time Target to Variable: priorityTime




Navigation €/ @ Newlncident - Set Impact and Service (& Workflows (| =7 \

Site Objects A @

- ﬁITSMPORTAL »p Workflows p New Incident - Set Impact and Service p Text-Based Designer p

% ITSMPORTAL
Lists and Libraries

Workflows

Site Pages

Site Assets

Content Types

Site Columns

External Content Types

Data Sources

[E @ m = E] 5151 @ 8

Master Pages
&% Site Groups

5 Subsites

All Files
Workflows A

List Workflow
@ New Incident - Set Impact and ...

and Current ltem:Urgency equals Low

Set Priority Result to Medium
then Add 16 hours to Current Item:Created (Output to Variable: priorityTirme )

then Set Resolution Time Target to Variable: priorityTime

Else if Current ltem:impact equals Medium

and Current lterm:Urgency equals Medium

Set Priority Result to Medium
then Add 16 hours to Current Item:Created (Output to Variable: priorityTirme )

then Set Resolution Time Target to Variable: priorityTime

Else if Current ltern:lmpact equals Low

and Current ltem:Urgency equals High

Set Priority Result to Medium
then Add 16 hours to Current Item:Created (Output to Variable: priorityTirme )

then Set Resolution Time Target to Variable: priorityTime

Else if Current ltem:impact equals Medium

and Current ltem:Urgency equals Low

Set Priority Result to Low
then Add 48 hours to Current Item:Created (Output to Variable: priorityTirme )

then Set Resolution Time Target to Variable: priorityTime
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Navigation
Site Objects ~
ﬁ ITSMPORTAL

/ & Mew Incident - Set Impact and Service ', & Workflows |_'—|

- ﬁITSMPORTAL » Workflows p New Incident - Set Impact and Service p  Text-Based Designer p

OTel O T T TLe T o T eI Tey S ooy TG

Site Columns

[

i DataSources
D Master Pages

[0 Lists and Libraries Set Pricrity Result to Medium
& Workflows
3 Site Pages then Add 16 hours to Current ltem:Created (Qutput to Vaniable: priorityTime )
|_—||;| Site Assets then Set Resolution Time Target to Variable: priorityTime
Content Types

Else if Current ltem:lmpact equals Medium

External Content Types

and Current tem:Urgency equals Low

Set Priority Result to Low

&% Site Groups

i% Subsites then Add 48 hours to Current Item:Created (Output to Variable: priorityTime )
All Files then Set Resclution Time Target to Variable: pricrityTime
Workflows A
List Workflow

Else if Current ltern:lmpact equals Low

@hl‘dew Incident - Set Impact and 5...

and Current ltem:Urgency equals Low

Set Priority Result to Low
then Add 43 hours to Current ltem:Created (Output to Vaniable: priorityTime )

then Set Resolution Time Target to Variable: priorityTime

Else if Current ltem:impact equals Low

and Current lterm:Urgency equals Medium

Set Priority Result to Low
then Add 42 hours to Current Item:Created (Output to Variable: priorityTime )

then Set Resclution Time Target to Variable: pricrityTime

C. Napapetponoinon oeAldag Kal SIKOLWUATWY

e autd 1O onueio Ba dnuloupyriooupe Tt KataAAnAa sharepoint groups, 6a KAVOUUE TN

SlacUvdean toug pe Ta avtiototya tou Active Directory kot Oa mAPOUETPOTIOL)COUUE TO TIEPLEXOUEVO TNG
KEVTPLKAC oeAlSaC avd Katnyopia xpnotwv.

1.

Avolyovtag tnv oeAida http://itsmportal pe tov user administrator emAéyoupe avw de€Ld
TO £lKOViSLO ypavadll kat Site Settings

ErmtiAéyoupe Site Permissions kat Create Group

Y10 medio name ocupmAnpwvoupe SimpleUsers kot oto medio Choose the permission level
group members get on this site toekdpoupe ta Edit kat Contribute permissions. Natdpe To koupni
Create.

EmAéyoupe amd tnv Alota Twv group to group mou POALS Snuloupynoape (rx SimpleUsers )
Ao to Kouprni New—>Add Users2>ypadoupe myitsm\simpleusers - Share
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EnavaAappavoupe tn Stadikaoia kal 6Aa ta groups mou Ba xpnolpomnoinBbouv otig ITSM
poe¢ (HelpDeskAgents ,SecondLevelSupport, CISO, InformationSecurity, CrisisResponseTeam) .

Itn ouvéxela Ba StaypdaPoupe OTL Teplexouevo umapxel otnv HOME oegAiba kat Ba
Snuoupynooupe avtikeipeva (web parts) ta onoia Ba epdavilouv 1o KAT@AANAO TTEPLEXOUEVO
ava katnyopia xpnotwv. Oa dnutoupynooupe «VIEWS» kot otn cuvéxela Ba Ta avTLOTOLYICOUUE
HE TNV KATAAANAN opada xpnotwv.

EniAéyoupe otnv apxikn oeAida to koupuri INCIDENTS

Ano v kaptéha LIST emiléyoupe Create View

Amo v otnAn Start from an existing view emiAéyoupe All Items

Jto mneblo View Name = RESOLVED INCIDENTS, emAéyoupe TG otnAeg ID,

Created,Product,Title,Resolution,Item Status

5. Xto medio Show items only when the following is true: EmiAéyoupe Item Status=>ls equal
to>Resolved=>or—> Item Status—>is equal to>Closed

6. Matdue to kouumni OK

P wnNPRE

EmavaAappavoupue t dtadikacia dnuloupywvtag to mapakdatw Views:

Ovopa View MNapapetpol
CREATE NEW REQUEST Display: ID, Created, Product, Title, Item
Status, Title (linked to edit menu)
Show items only when the following is true:
Product is equal to #
SERVICE DESK - OPEN INCIDENTS Display: ID, Created, Product, Title, Item
Status
Show items only when the following is true:
Security Incident is equal to No

AND
Assigned Group is equal to Service Desk
OR
Item Status is equal to Assigned
SERVICE DESK - CLOSED INCIDENTS Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Security Incident is equal to No

AND

Assigned Group is equal to Service Desk
AND

Item Status is equal to Resolved

OR

Item Status is equal to Closed

ESCALATION TEAM - OPEN INCIDENTS Display: ID, Created, Product, Title, Item
Status
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Show items only when the following is true:
Security Incident is equal to No

AND

Assigned Group is equal to Escalation Team
AND

Item Status is equal to Assigned

OR

Item Status is equal to In Progress

ESCALATION TEAM - CLOSED INCIDENTS

Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Security Incident is equal to No

AND

Assigned Group is equal to Escalation Team
AND

Item Status is equal to Resolved

OR

Item Status is equal to Closed

INCIDENT MANAGER - OPEN INCIDENTS

Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Security Incident is equal to No

AND

Assigned Group is equal to Incident Manager
AND

Item Status is equal to Assigned

OR

Item Status is equal to In Progress

INCIDENT MANAGER - CLOSED INCIDENTS

Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Security Incident is equal to No

AND

Assigned Group is equal to Incident Manager
AND

Item Status is equal to Resolved

OR

Item Status is equal to Closed

INFORMATION SECURITY TEAM
INCIDENTS

- OPEN

Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Security Incident is equal to Yes
AND

Assigned Group is equal to
Security Team

AND

Item Status is equal to Assigned

Information
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OR

Item Status is equal to In Progress
INFORMATION SECURITY TEAM - CLOSED | Display: ID, Created, Product, Title, Item
INCIDENTS Status

Show items only when the following is true:
Security Incident is equal to Yes

AND

Assigned Group is equal to Information
Security Team

AND

Item Status is equal to Resolved

OR

Item Status is equal to Closed

CRISIS RESPONSE TEAM - ALL INCIDENTS Display: ID, Created, Product, Title, Item
Status

Show items only when the following is true:
Assigned Group is equal Crisis Response Team

Adou dnuloupyndnkav oAa ta VIEWS, Ba cuvéeBouv pe ta web parts kot ta KatadAAnAa
security groups. 2tnv HOME ogAiba emiAéyou e To koupni Edit kat tnv kaptéAa Format Text. Ano
To Koupmi Text Layout emiAéyoupe tn Stapdpdpwon pe ovopa Two Columns. Oa ywplooupe
SnAadn tnv emidpavela epyaciog Twv Xpnotwyv o€ U0 PEpN. ITo €va Ba epdaviloupe Ta avoLyTa
QUTAMATA KAl 0TO AAAO TO KAELOTA. TNV TEPLUTTWON TWV ATAWV XpNoTtwv Ba eudavicouvpe ta
attipata mou €xouv oAokAnpwOel kat T duvatotnTa va Kataxwpouv véa. AmO tnv KapTéAa
Insert:

1. Em\éyoupe Web Part
2. Ano 1o Categories>Apps—2Incidents>Add
3. Oa epdaviotel otnv empdvela epyaciag €va web part, kdBe dopd e
auvéavopuevo aplBuod. Emavw &gl emidéyoupue Edit Web Part
4. Avolyel 6e€la dvw véo mapaBbupo oto omoio aAAGloupue Ta:
Selected View = RESOLVED ITEMS
Title = RESOLVED INCIDENTS
Target Audiences = Simple Users
5. Em\éyoupue OK
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EmavaAappavoupue t dtadikacia yia ta napakdtw Web Parts:

Ovopa Web Part

MNapapetpol

CREATE NEW REQUEST

Selected View = CREATE NEW REQUEST
Title = CREATE NEW REQUEST
Target Audiences = Simple Users

SERVICE DESK - OPEN INCIDENTS

Selected View = SERVICE DESK - OPEN
INCIDENTS

Title = SERVICE DESK - OPEN INCIDENTS
Target Audiences = HelpDeskAgents

SERVICE DESK - CLOSED INCIDENTS

Selected View = SERVICE DESK - CLOSED
INCIDENTS

Title = SERVICE DESK - CLOSED INCIDENTS
Target Audiences = HelpDeskAgents

ESCALATION TEAM - OPEN INCIDENTS

Selected View = ESCALATION TEAM -
OPEN INCIDENTS

Title = ESCALATION TEAM - OPEN
INCIDENTS

Target Audiences = SecondLevelSupport

ESCALATION TEAM - CLOSED INCIDENTS

Selected View = ESCALATION TEAM -
CLOSED INCIDENTS

Title = ESCALATION TEAM - CLOSED
INCIDENTS

Target Audiences = SecondLevelSupport

INCIDENT MANAGER - OPEN INCIDENTS

Selected View = INCIDENT MANAGER -
OPEN INCIDENTS

Title = INCIDENT MANAGER - OPEN
INCIDENTS

Target Audiences = CISO

INCIDENT MANAGER - CLOSED INCIDENTS

Selected View = INCIDENT MANAGER -
CLOSED INCIDENTS

Title = INCIDENT MANAGER - CLOSED
INCIDENTS

Target Audiences = CISO

INFORMATION SECURITY TEAM - OPEN
INCIDENTS

Selected View = INFORMATION SECURITY
TEAM - OPEN INCIDENTS

Title = INFORMATION SECURITY TEAM -
OPEN INCIDENTS

Target Audiences =
InformationSecurityTeam

INFORMATION SECURITY TEAM - CLOSED
INCIDENTS

Selected View = INFORMATION SECURITY
TEAM - CLOSED INCIDENTS

Title = INFORMATION SECURITY TEAM -
CLOSED INCIDENTS
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Target Audiences =
InformationSecurityTeam

CRISIS RESPONSE TEAM - ALL INCIDENTS Selected View = CRISIS RESPONSE TEAM -
ALL INCIDENTS

Title = CRISIS RESPONSE TEAM - ALL
INCIDENTS

Target Audiences = CrysisResponseTeam

D. Evepyomoinon yvwolakng paong dedouevwy

Avadépape vwpitepa mwg otn BiBAodnkn ITIL Bewpeital Baokd otoeio n UTapEn
yvwolakng Baong Sedopévwy. Eva Kevipiko onpeio SnAadr oto omoio kataypddetal n epmneipia
KOL N yvwon Twv avlpwrnwyv Tou KAAOUVIAL VO OVTIUETWITIOOUV TIEPLOTATIKA, TIEPLOTATIKA
aodalelag  amAd alTAPATA XPNOTWV TOu TTANPodopLaKkoU cuoTAUATOC. L autd To Adyo Ba
EVEPYOTOLACOUUE Hia Suvatotnta tou share point To search service application. Me autd tov
TpOmo Ba Swooupe TN SuVATOTNTA OTIC OUASEG avaBeaNn va PAxXVoUV XpnoLULOTIOLWVTOG AEEELG-
KAELOLA Kal va Bplokouv dpeoa TNV AUCn XPNOLUOTOLWVTAG KATAYEYPOUHEVN TTAnpodopia ano
TIEPLOTATIKA TOU O peABOVTOG.

Me tov xprjotn administrator, avoiyoupue to central administration.

EmiAéyoupe Manage service applications

Ermtidéyoupe Search Service Application (to mpwto amnoé ta dvo mou spdavilovral)
Ano tn otnAn crawling = content sources—>New content source

Y10 nebio Name = ITSM web app

2to nebio Content Source Type = Sharepoint sites

Yto medio Start Addresses = Http://itsmportal

Yto neblo Crawl Schedules = Enable Continuous Crawls

© Nou bk wNRE

210 mapakatw nopadeypa o help desk agent, xpnoiwponowwvtag tn AEEn kAeLSL payroll
avalnta mponyoUEVA TIEPLOTATIKA Bplokovtag apeoa t Auon.
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2 - ¢ | B ITsMPORTAL

G B http://itsmportal/_layou

SharePoint Sites HELP DESK USER 4

¢ Fowow O

ITSMPORTAL # EDITLIN

S g Search

Result type payroll jol

SharePoint Site

Preference for results in Greek «

Team Site
Web page ITSMPORTAL
ID Created Product Title Resolution Item Status ... Please take action A and B ...
43 3/4/2019 11:52 AM Accounting Application 2 i cant see my payroll New .. 3 x
Author itsmportal Problem on payroll
User10
Problem on payroll Changed by || User10 on 3/4/2019 12:01 PM
System Account itsmportal/Lists/INCIDENTS/DispForm.asp:ID

i cant see my payroll
cant see my payroll, what to do

tsmportal/Lists/INCIDENTS/DispForm.aspx?ID=43

OPEN  SEND

hitp:/fitsmportal/Lists/INCIDENTS/DispForm.a

< O = & | @) INCIDENTS - i cant see my ..

SharePoint NIES HELP DESK USER 4

EDIT NSERT ¥ FoLow [
Calibri - topt - = IRl
Paste 3 2
ﬁunncv BT U e x %
Clipboard
~
Home
Documents INCIDENT FORM
Title icant see my payroll
Tasks t
Attachments W click here to attach a file
INCIDENTS
sie contente summary i cant see my payroll, what to do
Recycle Bin
Product Accounting Application 2 vl
#" EDITLINKS
service Accounting S
Urgency Low [v]
Impact Medium [
Priority Result Low [¥]
Security Incident NO [v]
Assigned Group Escalation Team [v]
Resolution Please do this and that|
Incident Created Date 3/4/2018 FF11:5125 AM
Resolution Time Target 3/6/2019 FF11:52:15 AM
Actual Resolution Time 3/4/2019 [ 12:00:00 AM
Item Status Resolved ~
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ENIAOIoz

OAOKANPWVOVTAG TLG TIAPATIAVW EVEPYELEC TIPOKUTITEL Lo SIKTUaK ebappoyn tkavy va
SlLoXELPLOTEL aLTpATA XPNOTWV KAl Vo T SpOUOAOYNOEL AUTOUOTA OTLG KATAAANAEG OUASEC
oavaBeong. XpnoLUOMOoLWVTAG KOVOVEC, TO AlTNUO TOU XProTn CUVOEETAL UE T TPOOPEPOUEVES
UTNPECIEC TOU OpyaviopoU Kal Xopaktnpiletal wg mPog TNV  KPLoWOTNTa Kol TNy
npotepatonoinon tou. H edappoyn eAéyxel ta SKALWMOTA TOU XPNOTN XPNOLLOTIOLWVTAG
directory services Kal TpooapuoleL TNV eMbAVELA Epyaciag avaAoya e TOUG POAOUG TTOU EXOUV
oploet ol Staxelplotég. TENog, urtootnpiletal yvwolakn Baon dedopévwy n omola EVvnUEPWVETAL
OUTOMOTA KOL UE CUVEXOUEVO TPOTIO.

Mo tn Snuioupyia Tng mapanavw epoapUoyng xpnoLlonotnonkav anokAelotika out of the
box duvatdtnteg twv mpoioviwv mou avadépdnkav, ealeidovtag tnv avaykn yla avamtuén
Kwdka oe omolodnmote otadlo. H edpappoyn Ba pmopouoe va EUTTAOUTIOTEL UE TIEPLOCOTEPEG
SuvatdtnTeC ocuvepyaoiag Ty Kowa nuepoAoyla, on line chat ktA aAAd Sev amoteAoUoe GKOTO
TNG CUYKEKPLUEVNG EpYACLAG.

Q¢ eméktaon twv duvatottwy TnG edpapuoyng Ba pmopouoe va eival n dnuloupyia
avadopwv xpnouonowwvtag sharepoint web parts. 2tnv mapovoa gpyaocia dev katéotn duvato
Hla TéTola uAomoinon ylati otnv CUYKEKPLUEVN €kdoon tng umodoung, n duvatotnta €xel
Slakomel and Tov KATAOKEUAOTH. YIAPXOUV OUWE €VAAAQKTIKOL TPOMOL Onmw¢ n Snuoupyia
avadopwv ar’ eubeiag and tn PBaon dedouévwv eite xpnolpomolwvtag web parts dAAwv
KOTAOKEUQLOTWV.
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