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PEOPLE SERVICES A SMARTER TOMORROW

PRODUCT OVERVIEW - VERSION 2.17

One platform for the
whole IT service.

Service desk, assets, CMDB, change, remote support and
automation — self-hosted, in English and Arabic.
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- Critical
- High
- Medium

4 - Low

Tickets by status

@® Closed: 25

® New: 5
Resolved: 4

® In Progress: 4

® Pending Approval: 3

@ On Hold: 2
@ Assigned: 1
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AGENDA

What we will cover

O-I Service management
Tickets, catalog, approvals, knowledge, SLA

03 Remote support

Remote desktop, desktop messages, the agent

05 Editions & deployment

What is included and how it runs

INFRYX ITSM - Product overview
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M INFRYX

ITSM

IT operations
Assets, Auto Discovery, CMDB, change & problem

Platform & administration
Automation, reports, backup, security, Arabic
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AT A GLANCE ' INFRYX

What is INFRYX ITSM? o

A complete IT service management system that runs on your own Windows or Linux server and is used from any
browser.

22 23 8 3 EN-AR

functional areas built-in reports user roles editions full right-to-left

Service management IT operations Remote support Platform

Incidents, requests, problems, Assets, licences, contracts, Remote desktop in the browser No-code designers, automation,
catalog, approvals, knowledge Auto Discovery, CMDB with and messages to the user's AD & SMTP, REST API,

base, SLA with business hours. impact analysis, change & CAB. desktop through a light agent. scheduled backup, signed

licences.



SECTION 01

Service management

From the first call to a closed, measured ticket.

Sign-in & branding Dashboard Ticket workspace Service catalog & approvals

Knowledge base & SLA

IRIINERYX

INFRYX ITSM - Product overview 04 /27



SIGN-IN & BRANDING

Your company, our product — on the first screen

A fixed INFRYX ITSM brand with the customer's company name under it. Sign in with an e-mail, a user name or the

Active Directory password.

[ ) [ ) itsm.company.local/

INFRYX

—ITSM —

LE = SERVICES = A SMARTER TOMORROW

Demo Company

IT service management for your organisation

Incidents, requests, problems and changes
SLA with business hours

Assets and CMDB with impact analysis
English / au =l

INFRYX ITSM - Product

Sign in
INFRYX ITSM - Service desk sign-in

@ Demo Company

E-mail or username

[ name@company.com or username J
Password
Show
e

NFRYX

ITSM

05/27



DASHBOARD

The servicedesk ata
glance

a Live KPIs

Open, unassigned, overdue, SLA %, CSAT,
pending approvals and upcoming changes.

e Trends

Created versus resolved over time and tickets by
status.

e Workload

Open and resolved tickets per technician, tickets
by priority.

INFRYX ITSM - Product overview

[ ] [ ] itsm.company.local/#/dashboard

) INFRYX

ITSM
Demo Company
PELLLLET
e All tickets
@ New ticket
88 Service catalog

oo

@ Approvals

£ Knowledge base

IT OPERATIONS
O Assets
£ cMDB

Changes
] Maintenance plans
SJ Remote desktop

MANAGEMENT
2 Team

s Reports
ADMINISTRATION
o Users

~

22, Groups

Q. Search tickets by number or text..

Dashbo“

| 15 1
(o= .
Open tickets Unassigned Overdue (SLA)
s
18h
85.4% o 1
@ SLA compliance G m ﬁ’ Openiproblems
(30 days) Avg resolution pen [ 2!
time
2 4.5/5
& Warranty 5:7 Customer
expiring (30 d) satisfaction

Created vs resolved e

@ Created @ Resolved

Tickets by priority

P1 - Critical [ 5
P2 - High ] 12
P3 - Medium I 23
P4 - Low —— a

®
M INFRYX

ITSM

- 9 ® e .Administratorv

3
©@  Pending ar 10

approval

3
= Upcoming st 1
changes

Tickets by status

@ Closed: 25

® New: 5

@ Resolved: 4

@ In Progress: 4

@ Pending Approval: 3
@ On Hold: 2

@ Assigned: 1

Technician workload

TECHNICIAN OPEN
Youssef Amr 2
Ahmed Nabil 2
Nour Tarek 1

Created today

Waiting for CAB

All tickets _

2

Resolved today

= 20

Assets

RESOLVED/CLOSED

8
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TICKET WORKSPACE

Every ticket in one fast, focused workspace

Filters and views on the left; the full ticket page with conversation, tasks, approvals, SLA and details.

NINFRYX

[ ) [ ) itsm.company.local/#/tickets o o itsm.company.local/#/ticket/38

Q Search tickets by number or text. Q Search tickets by number or text.

G P @ B P o @

Demo Company

All tickets

Al tickets / Incident

Demo Company

INC-000033 Finance file server unreachable

£ Dashboa @ Dashboard
TYPE View: = Open tickets v | Search subject, desgfi”, ~r Clear P1 - Critical In Progress 1 ¥ VP vip Ahmed Ibrahim - 19 Oct 2026, 13:12
All tickets @ Any type All tickets
O Incident o =« susject sTatus PRIORITY st - 2 Addnote |18 Pickup [0 Put on hold - OMerge | @ logtime | Split request
® New ticket O Service request @ New ticket
- ) Recurring VPN disconnects at the Convert to Service request @ Ask for approval @ Escalate to vendor X Cancel ticket
O Problem 0 PRB-000001  branch Known error Root Cause Identified P3 - Medium =
g3 Servi - Sara Mahmoud - Access 83 Service catalog
= An: REQUESTER
© Approvals @ Any status O incoooozs VPN zess\onA\ost after lunch e T TP Approval Conversation  Tasks (0)  Related  History q
O New Dina Samir - Access . Ahmed 1hff Y
¢ CFO Office ti
Knowledge base O Assigned Knowledge base
a 9 o VPN disconnected during a video g g Ahmed Ibrahim 19 Oct 2026, 13:12 - Original request ahmed.i@demo.locay
) In Progress 2 ;
O 9 0 INC-000035  call New P3 - Medium 2d 23h left Nobody in Finance can open the shared folders since 09:00.
© On Hold Mostafa Kamal - Access IT OPERATIONS
) Pending Approval . SLA
o VPN drops every few hours O Assets Ahmed Nabil 19 Oct 2026, 13:12
O Approved J  INC-000034 (Alexandria) o P3 - Medium 2d 23h left Acknowledged. Checking the storage controller and cluster state now. P——
O Resolved Tarek Adel - Access
@) Done
O Closed ‘ Ahmed Nabil 19 Oct 2026, 13:12 Private note
Changes O Cancelled J  SR-000008 'je‘” et i onibaacding Pending Approval P3 - Medium Awaiting approval Cluster node 1 shows a failed HBA. Preparing to fail over the file role. Resolution
i alma Wael - New account ToloctZozo a5z
O ) 1h 46m left
Maintenance plans a Maintenance plans Public repl Private note h
B PRIORITY SR-000007 ‘Sﬂiﬂ"’:rzria‘ﬁt‘“ﬁf::‘"‘mm Pending Approval P3 - Medium Awaiting approval B i
Remote desktop @ Any priority e Write a reply.
- s VPN access
O P1-Critical (J  SR-000006 Pending Approval P3 - Medium Awaiting approval DETAILS
Dina Samir - Access
MANAGEMENT O P2-High MANAGEMENT &
7 TORP. Infrastructure v
O P3-Medium Finance file server M
2 Tea
O Pa-Low O INC-000033  unreachable vip In Progress P1 - Critical 1h a6m left & " - & Attach Technician Ahmed Nabil -
Ahmed Ibrahim - Virtual machine
l.  Reports GROuUP Reports Category Infrastructure > Server >
® Any group Several staff received a Virtual machine
DN HISTRATION i O INC-000032 suspicious payroll e-mail New P2 - High 23h 46m left ADMINISTRATION Impact / Urgency High / High
©. Infrastricturs Rana Fathy - Phishing
V. ng site Cairo HQ
O Network ; c "
O Security Firewall blocking access to Lsatn aloiHq
. (m] INC-000031 supplier portal New P2 - High 23h 46m left Mobile =
O Service Desk Ll S Groups .

° Filters & saved views

INFRYX ITSM - Product overview

a SLA badge on every row

Reply, merge, split, escalate to
vendor

SLA meters and details

07/27



SERVICE CATALOG

Self-service for everyone, approval only where it is
needed

Users pick a service and fill a short form. The administrator designs each service and decides whether it needs approval
— and from whom.

M INFRYX

ITSM

itsm.company.local/#/catalog itsm.company.local/#/catalog-admin

B P o @

Q Search tickets by number or text. Q Search tickets by number or text.

D o . Administrator v Py
o ® o—

Demo Company

Service catalog admin

Demo Company

Service catalog

Request what you need. We send it to the right team, and ask for approval first when the
service needs it.

@ Dashboard @ Dashboard Services shown in the self-service portal. Design the request form and the approval flow visually; try them before you publish

@ Al tickets o 3
Services Published Not published With approval

\ /

-
@ Alltickets w 4 1 . 4 0 0

@® New ticket @ New ticket

Q_ Search services — for example

Search services All categories v | All services v

Service catalog 88 Service catalog

Aborovals Ap ! SERVICE CATEGORY APPROVAL FULFILLED BY ~ REQUESTS  PUBLISHED
ippIova.s m Access 1 Installation 1 New account 1 Password reset 1 B pRrovais
MY RECENT REQUESTS N
4 New employee onboarding
Knowledge base il You have not requested anything yet Knowledge base 2z b, Line manager 2
o g et = 2 2, 50 a2 New account g Service Desk @ rubiished [ et €
See all my tickets Accounts, mailbox, laptop, VPN and access HR 2in 90 days = =
New account Password reset Popular ) y priorit
IT OPERATIONS o) of El 4{E0R - 4 field(s) - SLA by priority
0 Installation
B Assets Password reset
New employee onboarding Password reset Software installation HOW IT WORKS It olel Password 2
¢ sl o " i
ol % ond Service Desk 5 oo @ rublished 2 Edt | €
B o6 Accounts, mailbox, laptop, VPN and Reset your domain password Request installation of approved or 1 Choose a service < Esehyourdomalnipasswory reset in 90 days
E access card for a new joiner. new software. Pick what you need from the list = Lifeld ()= SLA By pHoALY
O Changes a " . " o " 2 Fill in the request & Changes Software installation
O Requires approval Request > ~ No approval needed Request > O Requires approval Request > ATCWETHhE few GuBstonS T s X
¢fewq (= el i Installation Line manager  Service Desk @ rubiished 2 Edt | S
) Request installation of approved or new soft 3in 90 days - >
£ Maintenance plans 3 We take it from there E] Maintenance plans
2 field(s) - SLA by priority
It is routed to the right team, and
~ Access sent for approval first when the
fRREEmotsideskicp 9) service needs it VPN access
VPN s Jswosll Line manager 1 .
A Network Published Edit S
Remone acoees tothe corporate network securty S tinsodays @D Pub 2z

MANAGEMENT
2, Team
i Reports
ADMINISTRATION

S Users

2, Groups

VPN access

Remote access to the corporate
network

O Requires approval  Request >

| User portal with search and categories

INFRYX ITSM - Product overview

| Visual form designer — conditional fields, no code

MANAGEMENT
2 Team
I Reports

ADMINISTRATION

Users

Groups

1 field(s) - SLA by priority

| Optional approval: Supervisor, Manager or Director



KNOWLEDGE & SLA

Answers before tickets — and deadlines that respect
working hours

[ ) () itsm.company.local/#/kb () () itsm.company.local/#/sla

Q_ Search tickets by number or text. - D o ¢ .Admmlstrator v

Q Search tickets by number or text

NRIINFRYX NIINFRYX
ITSM ITSM
Demo Company Knowledge base _ Demo Company SLA & hours
@ Dashboard @ Dashboard Policies Calendars & holidays Simulator
Search articles Any status v () Known errors only
@ Alltickets @ Al tickets
TITLE STATUS VISIBILITY  VIEWS WHEN WOULD A TICKET BE DUE?
New ticket N . New ticket ; andiamilority: e s d on the policy's 4
® Known error: Recurring VPN disconnects at the branch  Known error P tech o N © B Pick a policy and a priority; the times are counted on the policy's calendar.
Problem PRB-000001 - KNOWN ERROR Symptoms VPN sessions drop every 8 hours. Root cause The fir Il IPsec rekey interval Policy
88 Service catalog Service catalog
VPN troubleshootin: Standard ¥
i o . . ) . ) published  users 40 0
© Approvals Symptom: the VPN client stays on 'connecting' then fails. 1. Check your internet connection. 2. Restart the VPN client. © Approvals
. Priority
How to reset your domain password T o 57 ”
Knowledge base Open the self-service portal se 'Password reset' in the catalog and enter your username. A technician verifies your B O Knowledge base P3 - Medium o
IT OPERATIONS Outlook keeps asking for a password AT — - g IT OPERATIO Ticketopeied
1. Close Outlook. 2. Open Credential Manager and remove saved Office credentials. 3. Start Outlook and sign in again. 4.
O Assets 10/19/2026, 01:26 PM o
Printer offline - quick checks
ne=a - o published users 58 9
cMDB Check the cable / Wi-Fi, set the printer as default, restart the Print Spooler service and try again © Calculate
&) Changes Laptop does not boot published users 17 9
~ S fold the power button for 15 seconds, remove the charger and battery, then try again. If the screen stays black, log a h
aintenance Firewall change checklist (internal
£ Maintenance g ( ) published tech 4 7z
Before changing a rule: confirm proval, take a configuration backup, schedule a window, prepare a rollback.
Remote desktop Draft: Back . a
raft: Backup restore procedure R tech 49 3

jork in progress.

MANAGEMENT MANAGEMENT

8 Team

2, Team

Reports Reports

ADMINISTRATION

ADMINISTRATION

u

o

2 Grou

Knowledge base: draft - review — publish, known
errors

INFRYX

G e o @

WHICH POLICY APPLIES?
For a real ticket, or for an example request.
INC-000123 Q_ Check this ticket

or an example request
Requester

Nobody chosen

Search by name or e-mail

Service

— none —

Category

— none —

Priority
P3 - Medium

Q. Check the example

SLA policies per priority with business-hours calendars Simulator: test when a ticket would be due



SECTION 02

IT operations

Know every device, how it is connected, and what a change will
touch.

Assets & Auto Discovery CMDB & impact analysis Change, CAB & problem

IRIINERYX

INFRYX ITSM - Product overview 10 /27



ASSETS & AUTO DISCOVERY

Every device found, counted and owned

Asset dashboard with warranty and age, plus Auto Discovery from the agent and Active Directory — matched to assets

M INFRYX

ITSM

for review.

itsm.company.local/#/assets () () itsm.company.local/#/assets?tab=discovery

Q_ Search tickets by nu

umber or text.

- P o . @ rerinistrator

Q Search tickets by number or text

B P o @

Demo Company Assets &, Import from Excel / CSV - Assets A, Import from Excel / CSV -
[QggEashbeard Dashboard  Assets  Discovery  Warnings (7)  Licences  Contracts i | (PRl Dashboard  Assets  Discovery  Warnings (7)  Licences  Contracts
@ Alltickets @ Al tickets
3 - Installed software
@® New ticket =) 7] ,647,000 v 6 2 Without an @ New ticket
- Active asset value In use In stock In repair y =
owner 13 10 . 1 2 1 2
Service catalog g3 service = Diccovered B fotinassets S o Linked to assets Ignored o Ly enere
Approvals N 2 Q BY oiscovered, not Appr
Without a group Needs attention o et
in assets
Knowledge base Knowledge base 2 w a 9/10
o kn ge basi a S ERLEE = ‘a”( AD withoutan R4 Agents reporting
gent
IT OPERATIONS Assets by status Assets by type IT OPERATIONS
Laptop G 10
Assets Assets BY TYPE BY OPERATING SYSTEM
® In Stock: 2 Monitor L} 4 5 fr— " Wi s
g erver indows ———————
= q ® In Use: 16 Network device [ ] 2 -
S Cn 5 Cw ] i L}
S CMDB © In Repair: 1 server N MDB Laptop 5 Linux 3
® Retired: 1 . - N Desktop [ ] 1 macos - 1
rinter
Changes @ Disposed: 0 Workstation [ ] 2
Virtual machine . ] 3
Maintenance plans Maintenance plans
Warranties ending in the next 12 months Age of the fleet Rei desktop Search name, serial, IP, user o Any status v Any source v Anytype v Any operating system v [J Not seen lately
Oct 26 0 <1lyear ° T LR O Re-check matches | 141 Settings
Nov 26 . 2 1-2 years . 19
Dec 26 [E—— ] 2 2-3 years o 2, Team O  Dpevice TYPE OPERATING SYSTEM SOURCE LAST SEEN ASSET
Jan 27 0 3-4 years 0
Feb 27 ) 4+ years o [ Reports IT-OPS-WS01 Virtual
<
Mar27 o —— ° O 1010341 € ssaiie Ubuntu 24.04 LTS Agent 12 min ago Not in assets + Create asset
DEMO\mohamed
ADMINISTRATION Apr27 0 From the purchase date; retired and disposed assets are not counted ADMINISTRATION
May 27 0 _SRV-
2 Users Us: FILE-SRV-01 Windows Server 2022 Matches an asset
Jun 27 o (] 10.10.1.12 = Server standard Agent  AD 15 min ago Suggested: SRV~ -
Jul27 0 DEMO\Administrator 2002
Groups = N Groups

Status, type, warranty and fleet age

INFRYX ITSM - Product overview

Licences with seat compliance, contracts with expiry

alerts

Discovered devices: by type and OS, matched or new

mny/27



CMDB M INFRYX

See what breaks before it breaks |

Configuration items with icons, colours and a support group. The topology shows dependencies; each item shows its
impact.

[ ) [ ) itsm.company.local/#/cmdb?tab=topology () () itsm.company.local/#/ci/1

Q_ Search tickets by number or text - D o . .Administrator v

° ° Q_ Search tickets by number or text - D o .Admmislrator v
NIINFRYX NIINFRYX
ITSM ITSM
CMDB
— CMDB _ —
ESX-HOST-01 critcal | g Edt | Delete
@ Dashboard Configuration items  Cltypes  Relationship tree Relationship map i | (PRl
DETAILS IMPACT ANALYSIS:
@ Al ticke! @ Al tickets
Find an item Any type v Any criticality v = Any status v Any environment v [J Show unconnected items - Fit Type Server > Configuration item ( If this item fails, 13p—_dare affected, including 4 business service(s).
® New ticket @ New ticket Status Active
+ | &, Download SVG Criticality Critical L1 SW-01 Networkdevice High 1 open tickets
88 Service catalog 88 Service Environment Production L1 FILESRV-01 Virtual machine High 1 open tickets
B - ‘ Click an item to see what it needs (blue) and what stops working with it (red). Double-click to open it . Owner Ahmed Nabil [) SQL-PROD-01 Database (ETHiesl
@ Approvals X . ) pprov;
Low @ Medium @ High @ Critical —» needs -- connected to - managed b open incidents Group Infrastructure
» b . oedby @ L2 ESX-HOST-02 Server Critical
Asset SRV-2001 ESX host 01
O Knowledge base , O Knowledge base L2 FW-01 Network device ~Critical 2 open tickets
Business service File sharing Remote access Finance services Backup and recovery Description -
Business service Business service Business service Business service Location s L2 File sharing Business service  High service
IT OPERATIONS IT OPERATIONS
Hostname esx01.demo.local L2 ERP application Application ~ Critical
0 Assets O Assets P address 10.10.1.11 L3 APP-ITSM-01 Virtual machine ~High 1 open tickets
Operating VMware ESXi 8
T - 1) ' ) * X Sl L3 BACKUP-01 Virtual machine ~ Medium
v,""‘ |a - i FILESRV-01 VPN gateway ERP application BACKUP-01 CMDB system
Ifsual machine Virtual machine Application Applicatio Virtual machine [5) VPN gateway Application (High Ziopen;tickety
Changes L3 Finance services Business service Critical  service
L4 Backup and recovery Business service High service
Maintenan lan:
aintenance plans I ¥ o ¥ 12 o L4 Remote access Business service High  service
Stwore cavice FW-01 SQL-PROD-01 APP-ITSM-01
Database
Remote desktop Victual txaching Network device Database Virtual machine
MANAGEMENT MANAGEMENT RELATIONSHIP MAP + Add refationship
2, Team e ” » (1) 2, Team
ESX-HOST-01 ESX-HOST-02 SW-01 01
Network device
Server Serve Network device 7 sgtWork device - High
[l Reports Il Reports
ADMINISTRATION ADMINISTRATION
v SAN-01
8 Users Storage array | SAN-01 e Storage array - Critical
Storage array

2 Groups Groups

Layered topology from business services to storage Impact analysis: affected services and open tickets e Relationship map



NINFRYX

CHANGE, CAB & PROBLEM

Controlled change, clear schedule

Standard, normal and emergency changes with risk scoring, CAB voting, implementation and back-out plans — and a
calendar for the whole team.

[ ) [ ) itsm.company.local/#/ticket/48 () () itsm.company.local/#/changes?tab=calendar

Q_ Search tickets by number or text - P o . .Administrator v Q Search tickets by number or text - D o .Admmis(rator v

D R i Emr Changes & New problem _
CHG-000003 Replace failed HBA on ESX-I 01

@ Dashboard £ Dashboard
CAB Approval  Emergency  Medium risk  Khaled Samy - 19 Oct 2026, 132 Chanoge=icnanosicalsnda i EioblemsiTemplatesisiblackouts

Al ticksts orat sm,mime sososemert YD oo woemeoton  Review @ Altickets
@ New ticket

<  October 2026 - Today

@® New ticket

Sat Sun Mon Tue Wed Thu Fri
g8 Service catalog 23 Service 1 2
BN Aoprovals i i i REQUESTED BY o
@ Approvals Plan & risk Conversation Tasks (0) CAB votes (4) Related History Q Appr
—_— . Khaled Samy
B Knowledge base Network Englineer.: IT O Knowledge base
Planned start Planned end khaled@demo.local 3 a 5 6 7 8 9
19 Oct 2026, 13:12 19 Oct 2026, 15:12
IT OPERATIONS IT OPERATIONS
s DETAILS .
O Assets T O Assets
50/100 Medium risk Group
N Network v 10 11 12 13 14 15 16
< cmDB ——— $ cmDB
Risk factors: impact +30 - emergency +20 eCn Unassigned v
Changes Changes
9 REASON Change type Emergency 9
Window 19 Oct 2026, 13:12 - 19 X
Maintenance plans HBA failure causing storage path loss for FILESRV-01. Oct 2026, 15:12 E§ Maintenance plans 17 18 19 20 21 22 23
& (CHG-000003 Replace f... CHG-000004 Monthly ...
IMPLEMENTATION PLAN SReony - 9 Re e
Impact / Urgency High / Low 3 Re Ssxiop
Apply the change during the window. Site Cairo HQ
MANAGEMENT
Location Cairo HQ 24 25 26 27 28 29 30
BACK-OUT PLAN Mobile - o Team ‘CHG-000001 Align IPse... CHG-000002 Upgrade ..
Restore the previous configuration. 2OUISS portal
[l Reports Created 19 Oct 2026, 13:12 [ Reports
TEST PLAN Time spent -
31
ADMINISTRATION ADMINISTRATION

Verify connectivity.
Users

A

2, Users

Groups Groups

o Lifecycle from draft to closed o Risk score, plan, back-out and test plan Change calendar with blackout windows

INFRYX ITSM - Product overview 13 /27



SECTION 03

Remote support

Reach the user's screen and desktop from the browser — no extra
remote tool.

Remote desktop Messages to the desktop The agent

IRIINERYX

INFRYX ITSM - Product overview 14 | 27



M INFRYX

ITSM

[ ] [ ] itsm.company.local/#/remote

° ° [] , Q Search tickets by number or text.. - 9 @) I Administrator
Whois online —and INJINFEYX (3)
° Demo Company Remote desktop ® How to enable 141 Settings _

one clickto connect e

e All tickets o
Live status o 10 4 1 o 0 0 A 9

® New ticket Computers Online*now Offline Can be controlled = Without the live agent

REMOTE DESKTOP

Computers Messages Sessions

Each computer with the agent reports Online, its

88 Service catalog Search computer, user, IP address.. - Online = Offline Any group v
user, IP and group. o
@ Approvals
I;l IT-OPS-WS01 ol D O APP-SRV-01 — " () DB-SRV-01 No Ii .
Ubuntu 24.04 LTS - OptiPlex 7... © Om'ne = Ubuntu 22.04.5 TS - V. SRR = Ubuntu 22.04.51TS - V... eids
Connect O Knowledge base
User  DEMO\mohamed User — User —
Screen, mouse and keyboard in the browser IT OPERATIONS "o 1003 v 1010 o003
! ! Group — Group — Group —
with the user's consent. Windows computers. = | G SEcf _ Justow sean] jihiagn seén L:htEg0
S CMDB ] Connect M Message ] Cc t ™ [ Connect M Mes
g &) Changes
DEMO-LT-1001 DEMO-LT-1002 FILE-SRV-01
O No li t 0 No li t = No i t
Send a nOte to O ne co mpUter' a gro up O r . —  Windows 11 Pro - Latit. e . Windows 11 Pro - Latit... N = Windows Server 2022 SEESgeR
] Maintenance plans
everyo ne you can see. User  DEMO\ahmed.i User DEMO\dina User ~ DEMO\Administrator
Remote desktop IP 10.10.4.21 P 10.10.4.22 IP 10.10.1.12
Group Service Desk Group Service Desk Group Infrastructure
MANAGEMENT Seen 2hago Seen 5hago Seen 9 min ago
Remote control goes only through the agent — no 2, Team = o =] 4 [
RDP por n.
port to ope il Reports
FIN-LT-0. HR-DT-02 LAB-LT-
= i 3 No live agent = . No live agent = 29 No live agent
ADMINISTRATION - macOS 14.5 - MacBoo... - Windows 11 Pro - Elite... - Windows 11 Pro - Thin...
o Users User  rana User  DEMO\salma User —
P 10.10.6.13 P 10.10.7.18 P 10.10.9.99
Group — Group — Group —

[ r
22, Groups T Eitra e (Tl i P



DESKTOP MESSAGES

Tell users before it
happens

c Three levels

Information, Warning or Critical. Critical stays
until the person closes it.

e Live preview

See exactly how the note will look on the
desktop.

e Tracked

The Messages tab shows who received each
note and when.

INFRYX ITSM - Product overview

itsm.company.local/#/remote

Message to the desktop

- Every computer | can see

Choose a group...
Title *

Server maintenance tonight

Message

Please save your work and sign out before 18:00. The file server will be offline for 30 minutes.

96 / 600

Importance

©® Information O Critical

Critical stays on the screen until the person closes it
Preview
Server maintenance tonight
Please save your work and sign out before 18:00.
The file server will be offline for 30 minutes.

INFRYX

—ITSM —
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M INFRYX

ITSM

NEW IN 2.17

A ready-to-install -
agent .

itsm.company.local/#/integrations?tab=discovery

Q. Search tickets by number or text..

- 9 @ e .Administratorv

Download

Integrations — Auto Discovery — Download
the agent. The package carries the server
address, company code and token.

Run Install.cmd

Double-click and accept the administrator
prompt. A private Python runtime is installed —
nothing to prepare.

Online
Within a minute the computer is in Discovery
and Online in Remote desktop.

Install.cmd /quiet for GPO or Intune

Outgoing connections only — listens on no port

Linux / macOS: one script with the same settings

) INFRYX

ITSM
Demo Company
{3 Dashboard
e All tickets
@ New ticket
88 Service catalog

oo

@ Approvals

O Knowledge base

IT OPERATIONS

O Assets

S CMDB

&) Changes

] Maintenance plans

SJ Remote desktop

MANAGEMENT

o leam

s Reports
ADMINISTRATION
o Users

~

22, Groups

Integrations

Outgoing mail (SMTP) Active Directory Sync log Auto Discovery

AGENT (WINDOWS, LINUX, MACOS)

A small script that runs once a day on each computer and reports its
hardware, network addresses, last user and installed software. It uses HTTPS,
listens on no port and needs no inbound firewall rule.

Token: itsmagt 53X5.. (the full token is not stored)
Accept reports from agents
Ask agents to report every (hours)

24

The agents' scheduled task is created by the installer; this value is only a hint shown in
their log

9 of 10 agent(s) reported in the last 48 hours

- of Create new token

&, Download the agent

Revoke token

» How to install it

WHAT HAPPENS TO A DISCOVERED DEVICE
Policy
Review: | decide every link and every new asset v

Whatever you choose, discovery never overwrites what you typed: a linked asset only gets
its empty fields filled

Treat a device as not seen after (days)

30

ACTIVE DIRECTORY COMPUTERS

Active Directory is not configured yet. Set the server and service account
first. Open Active Directory settings

:= Recent scans
WHEN HOW RESULT COMPUTERS NEW

19 Oct 2026, 13:12 Manual 0K 5 4



SECTION 04

Platform & administration

Run it, measure it, protect it.

Automation & team Reports Backup & restore Security & licensing Arabic

IRIINERYX
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NINFRYX

AUTOMATION & TEAM

Let rules do the routine work

Rule builder with conditions and ordered actions, tested on a real ticket first. The Team view shows every group's queue

and availability.

[ ) [ ) itsm.company.local/#/automation () () itsm.company.local/#/team
° Q_ Search tickets by number or text - P o . . Administrator v ° Q Search tickets by number or text - D o . Administrator v
NIINFRYX NIINFRYX
ITSM ITSM
Demo Company Automation Company Team
[QggEashbeard Rules ification t Scheduled reports  Webhook log i | (PRl ), Infrastructure  load_balanced pervisor: Sara o manual Supervisor: Sara Mahmoud
@ Al ticke! @ Al tickets i ‘
Rules run on ticket events and over time. Within a trigger they run top to bottom; use “stops here” to skip the rest. Open tickets: 3 Unassigned: 0 Open tickets: 1 Unassigned: 4
MEMBER AVAILABILITY OPEN OVERDUE RESO MEMBER AVAILABILITY OPEN OVERDUE RESC
® New ticket T @ New ticket
® Show: - When a ticket is created ~ Over time (checked every minute)
Ahmed Nabil - 2 0 0 Khaled Samy - 1 1 3
88 Service catalog When a ticket is created Runs once, right after the ticket is created (portal, e-mail, monitoring B8 Service technician technician
Approvals VIP requester: minimum priority P2 fon 6 timele Approv . Hossam Ali - 0 0 0 WAITING FOR A TECHNICIAN
i an 6 time(s) < manager
T 1 & When Requesterisa VIPis yes last 16 min ago @ (2 > e O P2 - High | INC-000031 Firewall blocking access to supplier portal
5 Then Raise the priority to at least: P2 - Add a tag: vip ) o .
B Knowledge base O Knowledge base Mona Adel - N 0 2 P3 - Medium | INC-000034 VPN drops every few hours (Alexandria)
tech
. Senesn P3 - Medium | INC-000035 VPN disconnected during a video call
IT OPERATIONS Over time (checked every Looks at every open incident and request each minute. A rule runs at most once for a ticket each time it enters its current status - use 'hours in IT OPERATIONS
minute) status' or ‘age' in the conditions. Sara Mahmoud P3 - Medium | INC-000036 VPN session lost after lunch
0 0 0
On Hold 3 days: remind requester R
< cmpB T 1 L When Status is On Hold and Hours in the current status is at least 72 fravipin o £, Edit > < | &
= Then Remind the requester N 2 2, Security  manual Supervisor: Sara Mahmoud 2, Service Desk  round_robin Supervisor: Laila Hassan
Changes On Hold 7 days: auto-close Open tickets: 2 Unassigned: 1 Open tickets: 3 Unassigned: 0
When Status is On Hold and Hours in the current status is at least 168
Tt @ Never ran Edit =
Maintenance plans Then Add a note to the ticket: “Closed automatically: no response for 7 days.” - Close the ticket Rt () 2 > = o faintenance plans MEMBER AVAILABILITY OPEN OVERDUE RESOL MEMBER AVAILABILITY OPEN OVERDUE RESOL
as: Closed
Remote desktop Remote desktop technician manager
MANAGEMENT MANAGEMENT . Mona Adel - 1 0 2 Laiia Hassan - 0 0 0
technician supervisor
o Team Team
WAITING FOR A TECHNICIAN . Nour Tarek - 1 0 7
technician
[l Reports Ll Reports P2 - High  INC-000032 Several staff received a suspicious payroll e-mail
Youssef Amr - 3 . 5
technician

ADMINISTRATION

ADMINISTRATION

Groups

Notification templates, webhooks, Teams, scheduled

Availability, open, overdue and waiting per gro
reports val iity, op , OV u walling p group

When created / updated / every few minutes

INFRYX ITSM - Product overview 19 /27



M INFRYX

ITSM

[ ] [ ] itsm.company.local/#/reports

[ Q Search tickets by number or text.. - 9 ®@ & . Administrator

) INFRYX

REPORTS
Demo Company Reports

Groups Period

A re po rt ce nt re' n ot @ Dashboard @ Tickets v Requests & approvals ¢ Changes J Assets = More reports
(] t I rt e All tickets
] New ticket

® All groups Last 7 days Last 90 days This month
oo Service catalog Infrastructure Network Security ISt month This year
Service Desk (No group)

23 reports - .
@ Approvals rom

Service desk, SLA, people, problem & change, 09/20/2026 n
assets and CMDB.

£ Knowledge base

To
IT OPERATIONS 10/19/2026 m]
.
Filters B fesets
Type
All v

Groups, period and type, with presets for the last S cmbB
7 / 30 / 90 dayS. Changes

- & Excel (.xIsx) & PDF PDF opens the print window: choose “Save as PDF"”
e Sh B Maintenance plans

Preview, Excel (CSV) and PDF; schedule reports i) Remote desicop

by e-mail.

Service Desk Performance Report

MANAGEMENT
Period: 2026-09-20 —+ 2026-10-19 Scope: All groups

2, Team Generated by: Administrator 19 Oct 2026, 13:28

Reports

44 29 10 2 C 1

ADMINISTRATION

Created Resolved Open now On hold (pending) Awaiting approval Overdue now
2 Users A new A new
2, Groups o= ans ~e= A ~ - -~ o~ a = =

INFRYX ITSM - Product overview 20 /27



BACKUP & RESTORE

Your data, safe—ona
schedule

Download any time
One zip with all tickets, assets, CMDB, users, settings
and attachments.

Safe restore
Type RESTORE to confirm; a safety copy of the current
data is saved first.

Scheduled backup

Every few hours, every day or on chosen days, at the
time you choose.

Yourretention
Keep a number of backups or a number of days; the
newest is always kept.

Saved backups
Download or delete each saved backup from the same
page.

INFRYX ITSM - Product overview

o
) INFRYX

ITSM

Demo Company
f Dashboard
@ All tickets
@ New ticket

oo . a
88 Service catalog

@ Approvals

@ Knowledge base
IT OPERATIONS

O Assets

S cmDB

© Changes

B Maintenance plans

SJ) Remote desktop
MANAGEMENT

2 Team

ll  Reports
ADMINISTRATION
S Users

2, Groups

© Categories

B8 Servi log admin

4, Automation

@ Vendors

® SLA&hours

itsm.company.local/#/backup

Q Search tickets by number or text...

Backup & restore

, Backup

Downloads one file with all tickets, assets, CMDB, users and settings of your
company, plus attachments. Keep it safe: it contains password hashes

) Scheduled backup

Back up automatically

2026 02:00

Next backup: Tue 20 Oct 2026 02:00
Last backup: 19 Oct 2026, 13:16 ok 61KB

backup file contains password hashes, so keep it safe.

WED BACKUPS

BACKUP

itsm-auto-demo-20261019-101608.zip

itsm-auto-demo-20261019-101435.zip

M INFRYX

ITSM

B P o @

2, Restore

Restore replaces ALL current data of this company with the backup. A
safety copy of the current data is saved on the server first.

Backup file (.zip)

No file chosen
Type RESTORE to confirm
RESTORE

() Restore even if the safety copy cannot be saved

Saves a full backup file on the server by itself, so you do not have to remembeF*@hgose when it runs and how long the files are kept

ow long to keep the backups

Every few hours - On chosen days Number of backups to keep v
At |02:00 AM O | (Africa/Cairo) 14
Next runs (Africa/Cairo): GIIEZDIOGE02CI02100) (NEHPRORRZ02GI02100) GRIT2I06 The newest 14 backups are kept; older ones are deleted after each new backup. The newest

backup is always kept

Saved in: C:\itsm-pro\itsmidata\backups\scheduled\demo
2 file(s), 113 KB — free space on the disk: 45.22 GB

The backups are saved on this server. If the disk is lost they are lost too: copy them to another place (a file share or another server) from time to time. A

CREATED SIZE
19 Oct 2026, 13:16 61 KB &, o
19 Oct 2026, 13:14 52 KB &, o
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SECURITY & LICENSING

A protected product and protected data

Q_ Search tickets by number or text

Demo Company License
@ Dashboard CoFioR
@ Alltickets Enterprise

@® New ticket

Service catalog Included modules

MobuLE
© Approvals

REST API & webhooks

O Knowledge base

Asset management
IT OPERATIONS

Automation rules
O Assets

Service catalog

Change management & CAB
Changes

CMDB & impact analysis
Maintenance plans

Active Directory sync & sign-in
Remote desktop

Incident management
MANAGEMENT

Knowledge base

2 Team

Preventive maintenance plans

Self-service portal

Problem management

Remote desktop

Signed licence keys (Ed25519) — the product verifies,

never creates

itsm.company.local/#/license

- e -

TECHNICIAN SEATS

12 / »

Unlimited

VALID UNTIL

No expiry

APPLY A LICENCE KEY

Licence key

N
ITSM2...

are issued by your vendor a

Installation ID

FC32-A027-F179-C148-5DBB

Send this ID to

e . Administrator v

re bound to your company code

Copy

our vendor if your licence must be bound to this serve

Demo Company

@ Dashboard

@ Al tickets

@ New ticket

83 Service catalog

@© Approvals

O Knowledge base

IT OPERATIONS

Changes

B Maintenance plans

Remote desktop

MANAGEMENT
2, Team

Reports

ADMINISTRATION

2 Groups

itsm.company.local/#/audit

TIME

Encrypted SMTP / AD passwords, hashed user
passwords

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

19 Oct 2026,

Audit log

Filter by action

13:18

13:18

13:16

13:16

13:16

13:15

13:14

Q_ Search tickets by number or text.

USER

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

Administrator

ACTION
login
login
login
login

login

agent_message_send

login

login

backup_saved

login

discovery_device_found

discovery_agent_token_created

ENTITY

user #1

user #1

user #1

user #1

user #1

agent_message

NINFRYX

B S o : @-

DETAIL P
127.0.0.1
127.0.0.1
127.0.0.1
127.0.0.1

127.0.0.1

{"title": "Server mainte

tonight", “level": "warning"
computers”: 1

#c2de04dcc1b247969f99187c454447¢8

user #1

user #1

backup

user #1

device #13

settings

"skipped_without_live_agent’

0}
127.0.0.1
127.0.0.1
{*file": “itsm-auto-demo-
20261019-101608.zip"
026 101608.zip 5304
bytes": 61982,
"deleted_olc
127.0.0.1
{"hostname": "SandboxHost-
6392799934415797
"source": "agent"}
{"prefix": “itsmagt_53X5"} 127.0.0.1

{“file": "itsm-auto-demo-

Audit log: sign-ins, backups, settings, agents



INFRYX

BILINGUAL '

Full Arabic with a true right-to-left layout

Every screen, notification and report in English or Arabic. Each user picks a language with one click.

{ IO
v Administrator @) EN @ 2] -

itsm.company.local/#/dashboard

wadll sl @0l STl o el Q

| IO
+ Administrator .

itsm.company.local/#/remote

~ o @

ITSM

° waidl ol 5,0l STl 8 el Q °
NIINFRYX NIINFRYX
iTSM ITSM
_ Lt Js ansliall a>g) Ee— _ byl || il i @ ramadl caiSoll plasw E —
ansLiadl f Lol a
2 g 10 . 3 5 1 g 5 . 15 o i Cladall il oseri el
podll e3> psdll el aaslgall jUasl (SLA) 6,5k Saiaid b agaaall SIsal sl s Lslsll Js
A 0 > (1] 10) 1 % 10
20 onl8 85.4% 8337 5,5 bl Agent Il osa T v oSill oS o b Y Jeaie ose¥l o33z 5,53
o i & 249 © 30 stAL sy ©
Jso _ -
Sl o Jauisia (s, loasll gslls o asgane ol | | Lot | Juato - 1P Olsis ol painso ol slez of an eloasll golls
olaslsall - olaslsall
5/45 2 4 DA i - TR v Jr- T PO oo dl
el 30) e u’t; A e ware7, ware Jbuntu 24.04 LTS - OptiPlex 701C whynall 03515
—  paiiuall —  paxiwall DEMO\mohamed il
T 10.10.1.32 P 10.20.1.31 P 10.10.3.41 P
X = —  assaznall .
FUEN PUWERR V] alglnall Llas olawall JsoI b el uisone] JsoYl
= ‘:J:: cMDB - JLio Al @ Jlas cMDB
FENNIES
4 il 5 @ sl [opwesi]|
3 taaslyall il @ DEMO-LT- DEMO-LT-
Sl I FILE-SRV-01 0-LT- -LT-
Yiesuis @ sluall labas s 2% PowerEdge R760 islea Agent s>5. ¥ 1002 [ uislis Agent x5, ¥ 1001 [ ailuall babas
o0 - Latitude 7440 o - Latitude 7440
1 0 1 1 DEMO\Administrator s asuual
i siovisie sl Sl o 10.10.1.12 P DEMO\dina  pasuuall DEMO\ahmed.i pasiuel samddl ciSall plows
o = Infrastructure  acpanal 10104.22 b 1010421 P
455 18 3ia pelo 5 Service Desk  acsanall Service Desk 2
ask 530 seb o aslw2 o
psiall Jos seas assloll camn> L1l
ta/alglne avgin watdl 5 (] azy>-P1 Laazl
12 L] alle - P2
8 2 Youssef Amr >3 EEEE s - P3
a P ainitia - P4 LAB-IT-99 HR-DT-02 FIN-LT-03
0 2 Ahmed Nabil Fhlhast e ) o-ThinkPad L14 = dekle Bgontazes I liteDesk 800 GO = il Agentazecy Book Pro 1d-inch  ——
10 1 Nour Tarek —hipiase)

10.10.9.99

DEMO\salma  pasxiwall
P 10.10.7.18 P

rana  pasiall

10.10.6.13 13




SECTION 05

Editions & deployment

Start with what you need, grow when you are ready.

Editions Deployment

IRIINERYX

INFRYX ITSM - Product overview 24 |27



7
EDITIONS ' INuFTsRMY)\

Three editions — each includes the one before

Standard Professional

7 Incident management Everything in Standard, plus Everything in Professional, plus
v/ Service requests v/ Problem management v CMDB & impact analysis

v/ Service catalog v Change management & CAB v REST API & webhooks

v Knowledge base v/ Asset management

v/ SLA & business hours v Automation rules

v Reports & dashboards v/ Satisfaction surveys

v Self-service portal v/ Active Directory sync & sign-in

v/ Preventive maintenance plans

v Remote desktop

INFRYX ITSM - Product overview 25 /27



DEPLOYMENT 'INEBMYX
[ o

Simple to install, easy to own

g ™
Server Access Database
One Windows Server or Linux machine; runs Any modern browser. Put HTTPS in front for Built-in SQLite, one server process — no
as a Windows service (NSSM). production. separate database to buy.

7 N
Agents Backups Delivery

Windows package with its own Python
runtime; Linux / macOS script.

INFRYX ITSM - Product overview

Scheduled on the server, with your own
retention.

A customer release package with a SHA-256
manifest of every file.
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W iTsM

PEOPLE SERVICES A SMARTER TOMORROW

Thank you

Ready for a live demo on your own network.

PEOPLE - SERVICES - A SMARTER TOMORROW



