


Congratulations! By downloading this guide, you’ve taken the first

step towards unifying IT operations in your organization. With your IT

Service Desk as well as IT Ops using Freshservice, you can look

forward to:

Ditch the sea of expensive and bloated software. Derive greater

value from your Freshservice account with IT Operations

Management features native to your IT service management

platform.

Maximizing service availability: Define and monitor

business & technical services. Prioritize degradations and

outages with the biggest impact on end-user experience.

Minimizing IT complexity: Provide all IT Teams with

complete and updated context and in-built collaboration

channels to sort less, solve more.

Eliminating agent burnout: Respond, not react, to issues

with a carefully crafted incident management process. Share

ownership and accountability.

https://youtu.be/fodUKxc2QGk
https://youtu.be/fodUKxc2QGk


Get started in 8 simple steps

Step 1
Connect your monitoring tools with Freshservice

To observe and manage the health of your digital infrastructure from

within Freshservice, you need to integrate it with your monitoring

tool/s.

You can integrate monitoring tool/s in just a few clicks using the

out-of-the-box integrations. If the tool of your choice isn’t listed, use

email as a channel for alerts, or even custom integration using

webhooks. Remember to complete the integration process by

configuring the monitoring tool/s.

Once the integration is complete, you should start receiving alerts in

the Alerts pane accessible from the left nav. Goodbye, multiple

screens! Hello, single pane of glass with all alerts standardized,

grouped, and ready to be analyzed! Learn more.

https://support.freshservice.com/en/support/solutions/articles/50000003970-how-to-use-email-as-a-channel-for-integrating-monitoring-tools-with-freshservice-alert-management
https://support.freshservice.com/en/support/solutions/articles/50000003698-how-to-set-up-alert-management-in-freshservice


https://support.freshservice.com/en/support/solutions/articles/50000003799-learn-all-about-automated-grouping-in-freshservice


Step 2

Set up workflows to automate incident creation

and routing

Not all alerts need to be investigated. Reduce noise, enhance clarity,

and resolve fast using workflows with nested if-then-else rules in a

single automator.

Create a new Event based workflow. In addition to the regular nodes

such as Event, Condition, and Action, you can also use:

JSON Parser to parse the ‘Additional Info’ section in alerts or

a JSON response from the web request node

Timer Node to add a time delay between workflow nodes

Web Request Node to fire off a custom API request and

interact with external tools to take action.



Here are some examples:

With workflows for alerts, you can create workflows to gain

granular control over your alerts and improve your uptime.

Learn more.

Escalating critical severity alerts to incidents while delaying

the escalation of error and warning severity alerts to

mitigate potential flapping alerts using the Timer node.

Getting additional alert logs based on alert integration field

name using the Web Request node. And then using the

JSON parser node to parse any JSON Object in the

additional logs and add the relevant data to the workflow

context.

https://support.freshservice.com/en/support/solutions/articles/50000009773-using-workflows-for-alerts




Step 3

Set up Cloud Management to discover,

automate, and streamline cloud operations
If you use cloud resources, setup integrations to discover, manage

and automate the cloud assets from within Freshservice.

Integrate with multiple leading cloud providers such as AWS, Azure,

and VMware VCenter to discover your cloud resources. Next, use the

visibility to auto-discover orphaned resources, capture cloud infra

dependencies, and ensure high-precision service management.

With Orchestrations apps like AWS EC2 - Orch and Azure Cloud- Orch

automate actions such as powering on/off, resizing, & requesting new

VM instances. Save time & effort with agentless cloud workload

operations!

https://support.freshservice.com/en/support/solutions/articles/50000004732-introduction-to-freshservice-cloud-management
https://support.freshservice.com/en/support/solutions/articles/50000004732-introduction-to-freshservice-cloud-management
https://support.freshservice.com/en/support/solutions/articles/50000003723-freshservice-cloud-discovery-aws-integration
https://support.freshservice.com/en/support/solutions/articles/50000003721-freshservice-cloud-discovery-azure-cloud
https://support.freshservice.com/en/support/solutions/articles/50000003772-freshservice-cloud-discovery-vmware-vcenter
https://www.freshworks.com/freshservice/cloud-visibility-first-step-to-your-cloud-cost-journey-blog/
https://www.freshworks.com/freshservice/the-importance-of-automating-workloads-in-the-cloud-blog/




Step 4

Define services and associate them with

monitoring tools
Now that you’ve integrated your monitoring tools and cloud

resources, prioritize which incidents to focus on using

Service Health Monitoring.

That’s right! The status of your business is defined by the health of

the services that your end users care about. Define and monitor

business and technical services by associating monitoring tools

that track the condition of assets powering that service. When

there’s a degradation or an outage, immediately start working on

associated alerts and incidents to get the service back up.

Where: Choose an Option

Either use the Services pane to define a service and then associate

one or more monitoring tools to it. Or head to the Monitoring Tools list

page and associate one or more services with each monitoring tool.

https://support.freshservice.com/en/support/solutions/articles/50000004945-define-and-monitor-services-using-service-health-monitoring




Step 5

Set up your Status Page
Now that you have defined your services and set them up to track

their health, it is important to communicate their status to your end

users. After all, you’d want to nurture trust by proactively updating

them about service disruptions – whether planned or unplanned.

Freshservice enables you to do so easily via a branded Status Page.

Create your Status Page by choosing a name and creating its URL.

Next, configure the services whose health status you want to post

about. Then customize the Status Page with your company logo and

favicon. You can also track the page performance by entering your

Google Analytics Tracking ID. Last, but not the least, set the privacy as

'Public' or 'Private' as per your requirements. A private Status Page

will need subscribers to login via SSO.

Now that your page is ready, you can update your end users about a

maintenance window or an outage through a Status Page Incident.

Learn more.

https://support.freshservice.com/en/support/solutions/articles/50000009311-setting-up-a-status-page
https://support.freshservice.com/en/support/solutions/articles/50000009616-publishing-a-maintenance-window-on-the-status-page
https://support.freshservice.com/en/support/solutions/articles/50000009352-publishing-an-update-to-the-status-page




Step 6

Set up on-call schedules to automate and finetune

incident escalation
Now that you have a clear view into service outage or degradation, set

up the On-Call Management module to get the right agent to

acknowledge the incident fast.

You see, the longer it takes for an incident to be acknowledged by

the right agent, the longer the wait for resolution, and higher the

cost. On-Call Management eliminates chaos and confusion by

automating escalation through predetermined rules and over

modern communication channels.

Create one or more shifts within a schedule to address different

on-call requirements. Notify agents over phone, SMS, email, the

Freshservice mobile app, Slack, WhatsApp, and MS Teams. Finetune

the scale and intensity of escalation to suit incident severity.

https://support.freshservice.com/en/support/solutions/articles/50000003776-how-to-use-freshservice-on-call-management


https://view.highspot.com/viewer/6620d738901547fc3342a911


Step 7

Set up analytics to observe and analyze

infrastructure health
Now that you’re receiving alerts and resolving them in Freshservice,

head to the Analytics section to get a granular view of your digital

infrastructure. Explore the system-curated Alerts report. Get a visual

snapshot of alerts and incidents created over the past 30 days, the

resources generating the most alerts, and more. Eager to dig deeper?

Create your own custom report!

Explore curated reports for Alert Management, On-Call management,

and more to study trends and foresee changes.





Step 8

Explore Major Incident Management
Don’t let major incidents derail your business. Familiarize yourself

with the Major Incident Management capabilities which enable you to

strategically plan and accelerate incident resolution at every step to

minimize the impact of service disruption.

Open any ticket and select ‘Promote as Major Incident’ on the top

right. Your screen would transform into a war room, loaded with all

kinds of features and functionalities to enable quick collaboration,

information gathering, incident resolution, and post-incident

reporting. Here’s how Freshservice minimizes friction to help you

resolve incidents fast:

Initiate discussions on Slack and MS teams from the

incident detail page

Create and share Zoom Meeting invites to get the right

people on board



Send periodic emails to inform IT teams, business

stakeholders and customers about the impact and progress

of the incident

Update end users about the progress of the incident by

posting to a public status page



You’re done setting up ITOM in Freshservice!
Bravo! Now that you’ve toured the ITOM features in Freshservice, you

can customize the setup as per your specific requirements. Need

assistance? Write to support@freshservice.com and we’ll be happy to

help.

Want to dig deeper?

Learn all about Alert Management in Freshservice

Learn all about On-Call Management

Learn all about Cloud Management

Learn all about Service Health Monitoring

Learn all about Status Page

Learn all about Major Incident Management

mailto:support@freshservice.com
https://support.freshservice.com/en/support/solutions/articles/50000002885-alert-management-in-freshservice-an-overview
https://support.freshservice.com/en/support/solutions/articles/50000003777-learn-all-about-freshservice-on-call-management
https://support.freshservice.com/en/support/solutions/articles/50000004732-introduction-to-freshservice-cloud-management
https://support.freshservice.com/en/support/solutions/folders/50000000836
https://support.freshservice.com/en/support/solutions/folders/50000001721
https://support.freshservice.com/en/support/solutions/folders/50000001061

