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Overview

The ServiceCenter® Problem Management module implements IT Infrastructure Library (ITIL) best
practices to find permanent solutions for recurring Incidents and events identified through proactive
monitoring. Problem Management handles the complete lifecycle by integrating the Incident and
Change Management processes to apply a complete and closed-loop approach.

Using Best Practice methods, ServiceCenter® is a comprehensive and fully integrated IT Service
Management tool that enables NG to improve service levels, balance resources and control cost.
ServiceCenter® with embedded ITIL-based best practices quickly deploys consistent, integrated work
processes across every part of the organization.

Purpose

The purpose of this training manual is to educate users on the ServiceCenter® v.6.X functionality.
Through the information in this Training Manual, the user will review how to navigate and perform
Problem Management tasks through the tool. The user will gain awareness of the features,
functionality, and incorporated enhancements as they relate to ServiceCenter® v.6.X.
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Document Conventions

Document Bold Used for emphasis, commands, options, switches, and
Conventions literal portions of syntax that must appear exactly as
shown.
Italic Used for field names, file names, variables, and

placeholders that represent the type of text required.

roe
o

Used for clarification and helpful hints.
NOTE

Used to alert the user of a potential problem or gives
'g critical information.

Used to designate the beginning of a set of step-by step
instructions.

Sources of Help | All questions, access requests, or problems associated with
ServiceCenter should be directed to the Service Desk.
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Lesson 1: Logging in to ServiceCenter®

Web Client

1. Type the assigned user name and secure password.

NOTE: Type complete user name, (email account) and secure password. (john.doe@ngc.com). The
password length must be between 8-10 characters it allows, alpha, numeric, and special characters a
minimum of one each. Service center keeps 13 passwords before allowing a repeat, each password
must be reset every 90 days and there is no minimum reset requirement.

2. Click the Login button to authenticate.

€. Peregrine
SYSTEMS.
Login
& [$ |Login )=
Legl mshrake
Passwor d I?gin , -
Log | cancel |
|®_‘] login.prompt.g ,_ ,_,_,_ ’_ & Internst s

3. After successful authentication, the following screen will appear:

NOTE: Screen view may differ depending on profile
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Note: The screen also contains tools for system navigation located to the left of the logout button.

System Navigator - The System Navigator is a navigational structure that can be expanded and
collapsed to view ServiceCenter® menus, tables, fields, forms, and other integral components.

Editor - The editor uses menus and tabs for navigation similar to previous versions of
ServiceCenter®:

Fast View - Fast views are stored on the shortcut bar (the list of icons on the far left of the screen).
When a fast view is created, the view minimizes to the shortcut bar where the user can access it
when the shortcut bar icon is selected. Note: This is for the Windows client only.

Perspective - Perspective is a new feature that allows an end-user to customize one or more views
to provide all of the data and tools needed to complete a ServiceCenter® task. ServiceCenter® has a
default perspective that is standard for accessing ServiceCenter® forms and data. Note: This is for
the Windows client only.

There are eight major activities surrounding a Problem. Those activities are:
= Opening a Problem from an Incident
= Opening a Stand-alone Problem
» Searching / Querying Problems
= Updating Problems
= Opening a Known Error
= Opening a Request for Change (RFC) from an Error Record
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» Assigning a Task
* Closing a Task
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Lesson 2: Opening a Problem from an Incident

1. From the Incident Record, navigate to the Related Records tab, (detail) icon.

2. There are two menu icons at the top right of the screen. The icon on the left is the list icon; the icon
to the right is the detail icon. Click the detail icon.

C 'Peregsrjm_

Main Menu: margaret.freermnan@ngccomn | Update Incident Number IM10510 =
— .
&5 D?’ Update Incident Number IM10510

@ (A Favorites and Dashboards v  OK |8 cancel 4t Previous Tk Next @Reopen Save| |4 Undo gResolue O\ Find rmFiII gg Clocks
A4

Incident Open Update Alert
B % Men i Tirne Tirme Status

03/16/07 08/07/07 DEADLINE

Category Brief Description

IM10510 ' N -
P IMi0510 11:28:42  10:38:18 ALERT software Request BSS to update VITA's on-boarding system.
03/22/07 08/09/07 DEADLINME . Control-M was unable to successfully communicate with the following
IMIL1308 g5i41i06 14:13:51  ALERT mainframe | indows servers:
03/30/07 07/09/07 DEADLIME q q n _ n
IMi2E50 10:23:154  07:00:34  ALERT inquiry EAAS service request - Create new anline form
CREATE DAILY FULL BACKUP POLICY FOR FMS APP SERWVERS: A new EBARS
policy is needed to backup servers YUCCADL (prod) and YUCCALL (test), For
row, please set retention to 1 month/1 month, 1?7 awaiting confirmation LI
Virginia Lntormation | echnologies Agency -
IM10510 | Ticket Status: Wark in prograss I—
Incident Title: Ihequest BSS to update VITA's on-boarding systern.

Incident Details  Company Specific Information | Activities | Contact |Asset |Attachment | SLA | History | Alerts |Related Records | Billing Infc

Motification

Alert Status: DEADLIME ALERT Qwner: kimberly. fogg@vita.virginia. gov

Category: T oftuare Primary Asgn Group: EffS-HR EXTRAMET/HROMEOARD TECHNICALf w
Subcategary: enterprise f Assignes Narne: johin. gordon@vita. virginia. gov f
Product Type: development ] Second Asgn Group: =
Prablem Type: hr extranet/onbding appl tel| £ Second Assignee Name: 0
Manufacturer: Unknown - [T HotTicket: - Total Loss of Service: b
Class: n Severity: p?[son@company —j
Contack Tirme: @ User Prigrity: IMedium -
Contract: Cause Code;

Cornpany: WA Site: I

falor ot e . - . P Ticlemd Soniveon - -
| | >|_I

3. Expand the menu to Related - Problems - Open.
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€. Peregrine

TEMS,

Main Menu:“ Mew Call

x

& [ Favorites and Dashboards
[=] % Menu navigation
[ call queue
[ Contacts
[ Contacts
[ Helpdesk Incidents
[ Incident Queue
[ Locations
| @ Password Change
| @ Password Reset
| Reselved Incidents
| Seareh Knowledge
| System Bulletin
| Take New Calls

Update Incident Humber IM13715
5 [7F || update Incident Number IM13715

v Ok| % cancel |4} Previous b Hext

Incident 1D
113711
1M13707
IM13631
IM13660

P IM13715
IM13699

Open Time

04/08/07 23:01:29
04/06/07 20:32:10
04/02/07 17:25:26
04/03/07 11:28:15
04/08/07 23:38:26
04/06/07 09:123:24

IM13715

Incident Title:

Update Tirme Alert Status
apen
updated
updated

open
04/08/07 23:38:26 open
04/08/0F 22:56:31 updated

Ticket Status: Open

save| & Undo| BZ Resolve||Q, Find| =57 Fill [[D clocks

Categary
TELECOM

HETWORK_NGC

USER/DESKTOR

ACCESS SECURITY/MODIFICATIONS
USER/DESKTOP

ACCESS SECURITY/MODIFICATIONS

[rest far Problem

Incident Details | Cornpany Specific Infarmation | Activities | Contact | Asset | Atkachment |SLA | Histo

calls | Incidents

call ID

CALL13222

Changes |Quotes |Root Causes

Open Time

04/08/07 23136124

Qwner Status

Open - Linked

A a s s oA

BRassaciate
ERview
BFopen

Calls
Indidents
Changes
Quotes

Problerns

Detail Options 5]

Brief Descrip @set Reminder

TEST IM Asuspend Incident
Problem test &XPrint Record
PROBLEM-50 I%C\ane

EPage List
4PLackup Cause
FFind Solution

Test
testing proble

1 Related

4 Change Categery
Fadd/edit Contact
[Ejview Alert Log

A Senerate Maintenance
Elycraate Hot News

L
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Note: The following screen shown below will appear:

€. Peregrine

‘Ma\n Menu: Hew Call xl Mew Problem Management x

[ [®| New Problem Management

= :
£, Favorites and Dashboards | |v OK|[® cancel| [ save| Q4 Final |7 Fn

[ call Queus Record Numbers ETEERRED Status:

= gy Menu navigation Problem Control - Problem Identification and Classification

e —

[ Contacts Expected Resolution Date: [ ||

L'B Contacts Brief Description: |‘rest
| 4 Helpdesk Insidents
[ Incident Queue

B Prirnary Configuration Ttern| Affected CT Count:
|4 Locations

|y Passward Change

Classification |\ComBanics |Attachments | 5La |Related Recards |Histary | warkflow |

[ Password Reset Catagery: USER/DESKTOP E Related Incident Count:
] Subcategory: P RLS REMOVAL = Impact:
| gy Resclved Incidents
Product Type: p—— = Urgency:
Search Knowledge
L . Problem Type: SOFTWARE 1SSUES i

gy System Bulletin
| Take Mew Calls
PROBLEM-VIRUS REMOWAL

Aszsignment Group: r—
Prablern Owner: r—

affected Configuration Items

Configurstion Ttam  Device Type Location

—
—

¢

Assignment Group j

=

Note: Some information from the Incident will automatically carry over into the new Problem.

a. Verify the accuracy of the information brought over into the Problem. Correct any information

that needs to be changed.

b. Update the ticket with any additional information that is known about the Problem in the Problem

Description area.

c. Complete the rest of the required fields: Impact, Urgency, Assignment Group (must be in
CAPS), Problem Owner, and Configuration Item
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4. On the Companies tab, select any impacted ‘companies’ in this environment.

€. Peregrine

SYSTEMS.
Main Menu:” Mew Call x| Mew Problem Management x

i [® || New Problem Management [A=
® [ Favoritas and Dashboards || ¥ ©K| 8 cancel [ save| (O Find| [ P "

B (g Menu navigation Problem Control - Problem Identification and Classification

[ call Qusue Record Number: EIERREED Status: [ ——
[ Contarts Expected Resalution Date: [0/ 16707 oowomion |0

\_B Contacts Brief Description: ey
[ Helpdesk Incidents
[ Incident Queus

Classification [Companies | Attachments |SLA | Related Records |Histary | Workflow

[ Locations Affected Companies
[ Passward Change —E

| @ Password Reset Companyl - _E
| @ Reselved Incidents

Company2
| Search Knowledge Company3
[ System Bulletin Company4 [ [=]
| Take New Calls Comnanvs
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4. Click Save button at the top of the Screen.

5. The Problem will now indicate that it is associated with the Incident.

€. Peregrine

SYSTEME. [@ IM13715 associated with Problem PM0000238.
Main Menu Mew Call x| Hew Problem Management x
/@ [% | New Problem Management [AT=

@ (3 Favorites and Dashboards | |v" 0K 8 cancel |l save| |2 Hext Phase| O Find =7 il =

= (g5 Menu navigation Problem Con - Problem Identifi

[ call Queus Recard Nurmber: EMO0002E Status: Open
[y Contacts Expectzd Resolution Date: [Garigfo7 000000 |

L'B Contacts Brief Description: =y
|4 Helpdesk Incidents
[ Incident Queue

Classification |Companies | Adivities | Attachments | SLA | Related Records | History | workflow

| Locations Affected Companies

| gy Passward Change |—‘ E
| gy Password Reset I—E
|y Resclved Incidents

| Search Knowledge
| System Bulletin | —

|y Take Mew Calls
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Lesson 3: Creating a Stand-Alone Problem

1. Begin at the main menu and select View Work Queues.

. Peregrine

Call CALL12009 has been updated.

Main Manu: | search call Recards «|

&= # | Main Menu:«

@ (A Favorites and Dashboards = legeut

= [4g Menu navigation . c t (] Company e "L'r'_'
Se \|'| =
LB Call Queue che en er “COMPANY” J \..T
[ contacts Utilities | Maintenance
LB Contacts

LB Helpdesk Incidents
LB Incident Queue
LB Locations

LB Password Change

~Enquiry

[l Take New Calls

N N
W uickly log a resolved issue, or
Start 2 new call record.

Ly

Search Knowledge Base

uery the available knowledge
records for solutions or ideas,

LB Password Reset - Queues Awaiting closure
LB Resolved Incidents B .
[ Search Knowledge l_' View Work Queues Resolved Incidents
Use pre-defined inboxes to “wiew currently resolved incidents
[ system Bulletin uickly find vour workload
LBTaka Mew Calls
4

| o]

[&] menu. gui. HELFDESK

T | g

Note: The following search screen will appear; the default screen is the Incident Queue.
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. Peregrine

Mo records selected

|Main Menu:

=

|,

|| s22rch call Records x| Incident Queue: Open Incidents Assigned Te Me x

Incident Queue: Open Incidents Assigned To Me

# (A Favorites and Dashboards
=] % Menu navigation

LB Call Queue

LB Contacts

LB Contacts

LB Helpdesk Incidents
LB Incident Queus
LB Locations

LB Password Change
LB Password Reset
LB Resolved Incidents
LB Search Knowledge
LB System Bulletin
LB Take New Calls

[F back| 6D refresh

Incident Queue

Incidents

Mew

Search

Switch Inbos

Starting Lists

By Owner

By Assignment Group

Refrash List

Count Records

B
mE A S =

Current Inbox:

Incident ID

Gpen Incdents Assigned To Me |Z|

Category Problem Type Severity

Status

soU

Assignee Brief Description

@ sc.manage. problem HELFDESK. g

N I B Y=
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2. Select the Problem Icon to jump to the Problem Queue, see arrow below.

3. Select New to open a Stand-Alone Problem.

& Peregsryisng Mo records selected

Main Menu: calvin.dark@nge cormn | Incident Queus: Open Incdents Assigned To Me =

Incident Queue: Open Incidents Assigned To Me % (="

s - E
o E—— DR eEAES 2 S

Incidents hd
Current Inbox: Open Incidents Aszigned To Me |Z|

Incident ID Categary Problern Type Sewverity Status ={s]0) Aszignee Brief Description

Mew

Search

Switch Inbax

Starting Lists

By Qwner

By Assignrnent Group

Refresh List

Count Records

mn N
|:§] sC.manage. problem, HELPDESE. g l_ l_ l_ l_ ré_ |D Intermet
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4. Fill out the details of the Problem; Brief Description, Expected Resolution Date and Primary
Configuration Item, Category, Subcategory, Product Type, Problem Type, Impact,
Urgency, Assignment Group and Problem Owner.

5. Fill in the Problem Description with the details of the Problem, and any other known
information.

P 1 Evolve Wisely™
€. Peregrine /
Main Menui® Mew Problem Management x

[ [# || New Problem Management [2]=]
£ Favorites and Dashboards | |V OK |8 cancel| [H] save|[Q, Fina| = Fi [T
= (g5 Menu navigation Problem Control - Problem Identification and Classification

[ Call Queue Recard Number; ELEEEED Status frer [
|4 Contacts Expected Resolution Date: [~ ||

LB Contacts Brief Description: |
|4 Helpdesk Incidents
[ tmeitent Queuz Primary Configuration Iteml— Affacked CI Count:
| Locations

| gy Passward Change
| Password Reset Related Inddent Count:

i
Subcstegory: Irnpact: r—
| Resclved Incidents E
=i
=i

Glassification Companies | Attachments | SLA | Related Recards |Histary | warkflow |

Gategory:

Product Type: Urgerncy: r—
| Search Knowledge

| System Bulletin
|y Take Mew Calls

Problem Type:

Azsignment Group: r—
Problern Cuner: r—

Affected Configuration Ttems

Configuration Ttem  Device Type Location Assignment Group ﬂ

—
=
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6. On the Companies tab, select any impacted ‘companies’.

€. Peregrine

SYSTEMS,

Main Menu:“ New Call x

[ (2 Favorites and Dashboards
B Gy Menu navigstion
[ call Qusue
[ Contacts
[ Contarts
[ Helpdesk Incidents
[ Incident Queus
[ Locations
[ Passward Change
[ Password Reset
| @ Reselved Incidents
| @ Search Knowledge
| System Bulletin
| Take Hew Calls

New Problemn Management x

Record Humber:

Brief Description:

i [® || Mew Problem Management
v Ok||® cancel save | |Q, Find =7 Fill
roblem Control - Problem Identification and Classification

PMOO002E

Status: open
Expected Resalution Date: [04/16/07 ooromion |

Test

Classification |Companies | Attachments | SLA | Related Records |Histary | workflow

Affacted Companies

A1

Companyl
Company2
Company3
Company4
Comnanus

=

BE
B
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6. Click Save at the top of the screen. A message will state the Problem has been opened.

i Evolve Wisely™
QUPErEgrNE 4 s sooczs v beonopence

Main Menu: Mew Problem Management x
E‘“ﬂ New Problem Management ﬂ@
Save||5 Next Phase| O, Find =7 Fill ic)

(3 Favorites and Dashboards | v/ OK| # Cancel
= gy Menu navigation Problem Control - Problem Identification and Classification

[ call Queus Record Murmber: EMO00023 Status: Open
[ Contacts Expacted Resolution Date: [ga26/07 00.00:00 |

[ Contacts Brief Description: [stand Alane Test
|4 Helpdesk Incidents
|4 Incident Queue

Prirnary Configuration Itern) Affected CI Count:
| Locations BobPe

|y Passward Change
L'B Password Reset Category: SERVER Related Incdent Count:

i
Subcategory: HARDWARE - INSTALL | Impact: |3 - Multiple Users
| gy Resclved Incidents
i
i

Glassification Companies | Adtivities | Attachments |SLA | Related Records | Histary | workflow |

Product Type: T Urgency: Emign |

Priority: 2 - High

| gy Search Knowledge
gy System Bulletin
g Take Mew Calls Problem

Tast for Stand-Alone Problem

Problem Type: HARDWARE REQUEST

dination

Assignment Group: 0741 NETWORK TECH | =]
Problern Cuner: r—ElTS MANAGER E

figuration

Configuration Ttem  Device Type Location Assignment Group ﬂ

—
[ ]
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Lesson 4: Searching/Querying a Problem

1. Begin at the main menu and select View Work Queues.

. Peregrine

Call CALL12009 has been updated.

Main Menu: | Search Call Recards x|

=t \j” Main Menu: =

@ [, Favorites and Dashboards 2 logout B
= L3 @ 0 =
= [5gs Menu navigation S Icecenter Carmpany "I’ﬁj’ ":‘S-:TT

LB Call Queue | u “COMPANY” —|z| LE =

LBCOHtaCtS Utilities | Maintenance

LB Contacts .

rEnquiry
LB Helpdesk Incidents
[ @ Incident Queus (< Take New Calls Search Knowledge Base
i N uickly log a resolved issue, or uery the available knouledge

L Locations start 2 new call recard, recards for solutions or ideas,

LB Password Change

|_B Password Reset Gueues Awaiting closure

LB Resolved Incidents B .

[ Search Knowledge =" View Work Queues Resolved Incidents

E Use pre-defined inboxes to Wiew currently resolved incidents
[ system Bulletin uickly find vour workload
LBTaka New Calls
&
4 |3l

€] menu.gui.HELPDESK

CT T Wwem

Note: The following search screen will appear; the default screen is the Incident Queue.

2. Select the Problem Icon to jump to the Problem Queue, see arrow below.
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& Pereg!.jsng Mo records selected

Main Menu: calvin,clark@ngc com | Incident Queus: Open Incidents Assigned To Me
. | Incident Queue: Open Incidents Assigned To Me % ="

& Cg Menu }
Incident Queue
Current Inbox: IOpen Incidents Assigned To Me |z|

Incidents ——
= Incident ID Catagary FProblermn Type Seuvarity Status SDU  Assignese Brief Dezcription
Search

Switch Inbox

Starting Lists

By Dwner

By Assignrnent Group

Refresh List

Count Records

EIRSE |
|Ej sc.manage. problem, HELPDESK. g l_ l_ l_ l_ ré_ |O Internet

3. Click on the gray Search button to open the search screen.
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L. Peregrine

Aan Many Probiam Mansgemart Quece Al Brablesm Ticksts «

a L’ Prodiems Management Quese: All Problem Tickets

¥ 0% Tavortes and Dmhtosrds L bodh G Sehein

¥ (g Menu navigatisn

Proble

m Queue

_b Cal Queus
LD Cornacts Cumarh Ihben
Cortact Protiem
_6 rhacty N2l ©
LD Melpdesk Inodents
b Incsdent Queue Sewch ¥
B Losavons esa00002
O Password Change .
[ Password Seset Sharng Lits B0k
L) Rerotvad tnadecks R O S0z
L Search vrowledge
Cownn Racarde 2Mmedias
b Sytter Buletn
b Tabe New Calls EMN00023
90082
LI5S
a0l

SO W Vel

[ir Brebiam Tk ans
Comapany

accen
SICURITY MOOIFICATIONS

ACCESS
SICUR T/ MODIFECATIONS

ACCESS
MCURITY/ MODIFECATIONS

HEER
acCCist
SECURITY/MODITICATIONS
Accem
SECURITY/MODIFECATIONS

sevan

VRS TOR

e coh

Arngrment
033
CCaDCRATY
s
0304440 R4S
0420~
VFAYETTY C8C
CMOC.
issaaing

021LCORP
PO, WaNT,

0420
LMAYETTE €8¢
OVie-AWE ETC

CABN-BERRY
w

LAY LoPORY

Coen

Wark-fn-
Peagrens

Coen
Past Do
Cpen

Coen

Updetad

Davew

OO0

ACME Phene
030

ACME 0L S

WML 0L

mumma@@m

beef Canorpnon
™ T

e

Testnag prebiterm
e ajemam

Prodlem Teitng
Sownana P12

.
e |

et
Opened & problem
o problem
g

Carnot acimid the
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4. Enter the Problem ID number. Ex 000191, pm000191, PM000191 etc...

5. Click the search button at the top of the screen.

Note: A search can be performed by Problem ID number (if known), or use any other combination of

available search fields.
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€. Peregrine

Main Menui mahrake | Display Which Prablem Management Records? x

& [®| Display Which Problem Management Records?

@ (3 Favorites and Dashboards
=] % Menu navigation
[ call Queue
|.@ Contacts
[ Contacts
[ Helpdesk Incidents
[@ Incident Queus
| ¢ Locations
[ @ Password Change
[ Password Reset
[ Resolved Incidents
|.@ G=arch Knowledge
[ System Bulletin
[ Take Mew Calls

6. The following screen will appear;

|H pack | # search | clear O, Find =7 Fill]| = Heu

Enter Search Criteria for Problems

Problem ID: i

Prablem Cwner: P E
Assigned to Group: 73]
Primary Caonfiguration Itemn P E
Related Incdent Count:

Current Phase:

search Tickets that are: l—Open |Z|

Text Search

Affected Configuration Iterns

/|
-
4 I ;I;I

[V smart Search
Status:

Priority:

Impact Assessment:

Urgency:

Opened After:
And Before:
By:

Closed After:
And Before:
By

Last Updatad After:
And Before:
Byt

Af4]4]«

Note: The gold bar with the (PM ID) link below which will identify the selected Problem Record.
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Wart Statur Ownar Sye hardng@vita vrgeri s gov
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Problem Type! [ Wot ickats [ Total Loss of Serwces

Mamad wthuren Severty. 2 = Noemal

Classs Wier Prigeny. Madum
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Lesson 5: Updating a Problem and Move to Next Phase.

1. Locate the Problem Record to update by searching the Problem Queue.
2. Click the Activities tab. Select the Update Type drop down arrow and make the appropriate selection.

3. Enter the appropriate data in the Current Update field.

Note: At this point save the Problem Record. Continue with the following steps to move the record to the
next phase.

€. Peregrine

SYSTEMS
Main Menu Problern Management: PMOO0D2S x
= [ || Problem Management: PM000029 =]
® [ Favorites and Dashbaards | | v K % Gancel| |5 Previous| & Wext| [H save||5y text phaze (O Find [=F Fill EE
PMO0001S  Problem Identification and Classification 0550-CORPORATE 55, opan TESTL B
= & Menu nawigation
EMO00017  Prablem Investigation and Diagnosis 0504-SAP REQS wark-In-Progress DPCO0DDS TEST 1
—a Call Queue PMOOO0Z0 Prablem Identification and Classification 0420-LAFAYETTE CSC Cpen testing problem management
_3 Contacts PMO000Z2 Problem Investigation and Diagnosis CHMOC-MESSAGING Past Due Problem Testing Scenario P12
| Contacts PMO00024  Prablem Identification and Classificstion 0011-CORP PGM, MGMT, open test
[ Helpdesk Incidents EMO00025  Prablem Investigation and Diagnosis 0420-LAFAYETTE €5C opan test
(3 Incident & PMO000Z7  Problem Investigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004 Opened a problem as problem manager L
nciden UEus
PMOOOOZE Problem Identification and Classification 0489-PERRY HW Cpen ACMEpc01S Test
[ Locations P PM000029  Problem Identification and Classification 0741-NETW ORK TECH Open BobPC Stand Alone Test =
Fassward Change
—B ® Problem Control - Problem entification an assitication =

[ Password Reset

Record Nurnbar: PMOOOOZS Status: l—open ﬂ
| Resolved Insidents ;

Expacted Resolution Date: l—mmsmj 00:00:00 E
|4 Search knowledae

Brief Description: Stand Alons Test

[ System Bulletin
Classification Cormpanies Adivitiesr Atkachrments SLA Related Records History |workflow
[ Take Mew Calls e St

Activity Updates Journal Updates |Adtivity Histary

Update Type: I—El

Current Updaste:
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4. To move the Problem to the next phase, click the Next Phase button.

. Peregrine

STEMS.

Main Manu: 2| Problem Managernent: PMOOOOZ9
— .
& dﬂ“ Problem Management: PMODO0ODZ9

) m Favorites and Dashboards v OK| % Cancel 4F Previous | Tl Mewt Save G Mext Phaze Q Find ["EFiII

= % Menu navigation PMOCO020 Problern Identification and Classificati 0420-LAFAYETTE C5C COpen

% call o PrA0O0O0ZZ Problern Investigation EM CMOC-MESSAGING Past Due

a ueue . . - = -

Note: The Investigation tab is now assessable to update the Root Cause and Workaround.
5. Select the Cause Code from the drop down arrow menu.

6. Enter the appropriate data in the Root Cause and Workaround fields.

Main Manu Probler Management: PMODOOZS x
= " ,»
& @ Problem Management: PMDOD029 =
® [ Favorites and Dashboards |||v" OK|| 8 Gancel it Previous| & Hext [= save| < Prior Phasze||Q Find| (=7 Fil BE
. PMO0001S  Problern Identification and Classification 0550-CORPORATE S5, open TESTL =
= G", Menu navigation -
PMO00017  Probler Investigation and Diagnosis 0504-5AP REQS Work-In-Progress DRCO000S TEST 1
[ call Queus PMOD00Z0  Problem Identification and Classification 0420-LAFAYETTE CEC open testing problem management
| g Contacts PMODO0ZZ  Problem Investigation and Diagnesis CHMOC-MESSAGING Past Due Problem Testing Scenario P12
[ @ Contacts EMO000Z4  Problem Identification and Classification 0011-CORP PGM, MGMT, open test
[ Helpdesk Incidents EMOD002S  Problern Investigation and Diagnosis 0420-LAFAYETTE CSC Open test
[ Incident EM00002F  Problern Investigation and Diagnosis 0914-BWI ETC Updated ACME Phane 0004 Opened a prablem a3 problem manager -
neident Queue
PMO0002E  Problern Identification and Classification 0489-PERRY HW Open ACMERO1S Tast
[ Locations » PMo0DD29 Problem Investigation and Diagnosis 0741-NETWORK TECH Updated BobPC Stand Alone Tast 1=}

| gy Password Change
[ gy Password Reset

Record Murnber: PMO000Z9 Status: Updatad [+]
| gy Resalved Incidents J 1 ,

Expected Resolution Date: l_U4f26fU7 D0:00:00 =]
| gy Search Knowledge

| gy Systemn Bulletin
|y Take Mew Calls

Problem Con

- Problem Investigation and Diagnosis

D

Brief Description: Stand Alone Test

Investigation | Classification  Cornpanies |Activities |Attachments | 5L& | Relsted Records |Tazks | History |workflow

Cause Code: Circuit Failure El

Bad power Supply =

Replaced Fower Supply d

Page 25 of 50



7. Click the Save button at the top of the screen.

Note: A Message at the top of the screen will show that the Problem has been updated.

& .
Pereg[,ls”%_ @ Problem PMD0OD029 has been updated

Main Menu: Froblern Management: PMO00029 x
= .
= Lnf?‘ Problem Management: PM000029

® €3 Favarites and Dashbaards |||¥" OK |8 Cancel| [ Previous|| 3 Waxt| [H save| |5 Haxt phase (O Find][=F Fill E=E
o (Ggs Menu navigation PMO0001S  Problem Identification and Classification 0550-CORPORATE 55, opan TESTL B
EMO00017  Prablem Investigation and Diagnosis 0504-SAP REQS wark-In-Progress DPCO0DDS TEST 1
L call Queue PM0000Z0  Problem Identification and Classification 0420-LAFAYETTE C8C <pen testing problem management
_3 Contacts PMO000Z2 Problem Investigation and Diagnosis CHMOC-MESSAGING Past Due Problem Testing Scenario P12
| Contacts PMO00024  Prablem Identification and Classificstion 0011-CORP PGM, MGMT, open test
[ Helpdesk Incidents EMO00025  Prablem Investigation and Diagnosis 0420-LAFAYETTE €5C opan test
(3 Incident Gueus PMO000Z7  Problem Investigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004 Opened a problem as problem manager L
PMO0OO0ZE Problem Identification and Classification 0489-PERRY HW Cpen ACMEpc01S Test
| Locations P PM000029  Problem Identification and Classification 0741-NETW ORK TECH updated BobPC Stand Alone Tast

| Passward Change

roblem oblem ldentification an assification =
[ Password Reset

Record Nurnbar: PMOOOOZS Status: l—updated ﬂ
| Resolved Insidents ;
Expacted Resolution Date: l—mmsmj 00:00:00 E
|4 Search Knowledae

Brief Description: Stand Alons Test

[ System Bulletin
[ Take Mew Calls

Clazsification | Companies | A

es | Attachments |SLA | Relsted Records  History |Workflow
Adtivity Updates |Journal Updates | A

04/11/07 14:23:47
Root Cause:

ity Histary

Action Plan:
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Lesson 6: Opening a Known Error and Change Request
1. Locate the Problem Record to open a Known Error by searching the Problem Queue

2. There are two menu icons at the top right of the screen. The icon on the left is the list icon; the icon
to the right is the detail icon. Click the detail icon.

3. Click on the Open Known Error Option from the Drop Down

Note: The Open Known Error option is not available, verify that the current phase is the
« <« Investigation and Diagnosis phase.

Q Pereg[,ln? @ Problem PM000029 has been updated _

Main Menu Problern Management: PMOO0D2S x
= [ || Problem Management: PM000029 =]
® [ Favorites and Dashbaards | | v K % Gancel| |5 Previous| & Wext| [H save||<a prior phaze (O Find [=F Fill Detail Options =
PMO0001S  Problem Identificstion and Classificstion 0550-CORPORATE 5Y5., Spen TESTL $undo N
= & Menu nawigation
PMO00017  Problem Investigstion and Diagnesis 0504-5AF REQS Work-In-Prograss DPCO0DDS TEST 1 sBaet stafentitlement
L& call Queue PMO00020  Problem Identification and Classification 0420-LAFAYETTE C5C open testing problem M3 @yco: porindar
| Contacts PMOOO0OZ2 Problem Investigation and Diagnosis CMOC-MESSAGING Past Due Problern Testing Sci B
one
| Contacts PMO00024  Problem Identification and Classification 0011-CORP PGM, MGMT, Open test =
[ Helpdesk Incidents PMO00025 Problern Investigation and Diagnosis 0420-LAFATETTE C5C open test DB FnETm EE
_BI dant @ PMO000Z7 Problem Inuvestigation and Diagnosis 0914-BWI1 ETC Updated ACME Phone 0004 Opened a problem %C’Eate Hot Hews a
nciden UEus
PMO0002E Problem Identification and Classification 0489-PERRY HW Open ACMEpcO15 Test 4 Ralsted
[ Loestions P PMO00029  Problem Investigation and Diagnasis 0741-NETWORK TECH Updated BobPC stand Alone Test  (fiey alert Log |
Fassward Change
& 2 Problem Control - Problem Investigation and Diagnosis =

[ Password Reset
Record Nurnbar: PMOOOOZS Status: l—updated ﬂ
| Resolved Insidents ;
Expacted Resolution Date: l—mmsmj 00:00:00 E

|4 Search knowledae
[ System Bulletin
[ Take Mew Calls

Brief Description: Stand Alons Test

Inuvestigation | Classification |Companies |Activities | Attachments | SLA |Related Records | Tasks |History | Workflow

Cause Code: <Circuit Failure E

Bad power Supply =]

Replaced Pawer Supply ;l
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4. The Error Control Screen will appear.

5. Complete the Expected Resolution Date and verify the information carried over from the
Classification tab.

€. Peregrine

Problem PMD00D29 has been updated

Evolve Wisely™

Main MenL New Known Errors x

Eﬂhﬂ New Known Errors

=2 [3 Menu navigation
| Call Queue
| Contacts
| Contacts
| Helpdesk Incidents
| Incident Queus
| Locations
| Passward Change
[ Password Reset
| Resolved Insidents
| Search kKnowledae
[ System Bulletin
[ Take Mew Calls

(7 Favarites and Dashboards

v ok # cancel||dp add| O Find =7 Fill
Error Control - Error Assessment

Record Nurnbar: KEDDD4 Status: Open

Expected Resolution Date:

Brief Description: [Stand Alons Test

Classification Salution | Campanies | Attachments |Related Records | Histary | workflaw |

Primary Gonfiguration Item|goEoc

Categary: SERVER Ed Irnpact: 3 - Multiple Users
Subcategory: HARDWARE - INSTALL  |F Urgency: |2 - High El
Product Type: &I El

Problem Type: HARDWARE REQUEST | F

ination

Assignment Group: 0741-NETWORK TECH | ]
Problern Ouner: r—EITS MANAGER E

Test for Stand-Alone Problem
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6. Click on the Solutions tab. Complete the Diagnosis and Assessment tabs.

7. When the Known Error is complete, click on the Add button at the top.

;; Peregr,lgn ME. @ Problem PM0O00029 has been updated

Main Menu Mew Known Errors =
7 [#| New Known Errors (o=
@ (3 Favorites and Dashboards | |v7 0K 8 cancel| |dh add| O, Find (= Fill [

= [gs Menu navigation Error Control - Error As

sIment

[ Call Queue Recard Number; LR Status fren |
[y Contacts Expectzd Resolution Dates [ |

[ Contacts Brief Description: Stand Alone Test
|4 Helpdesk Incidents
[ Incident Queue

Classification |Solution | Companies |Attachments | Related Records | History | workflow

Disgnosis Aszessmant

| Locations Cause Code: I—E

| gy Passward Change

LB Password Reset Solution Description:
[ Resalved Ineidents Power Supply required replacement] =1
| Search Knowledge
| System Bulletin
|y Take Mew Calls

Root Cause Description:

Bad pawer Supply =

wiork around:

Replaced Power Supply ;l
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8. A message will state the Known Error is associated with the Problem.

L Pereg,r\,l,ng Problem PM00D029 associated with KEDOD4. g

Main Menu New Known Errors x

[ [® | New Known Errors [al=]
(7, Faworitss and Dashboards | |V OK # Gancel Save||5 Next Phase| O, Find =7 Fill ic)
= (g Menu navigation Error Control - Error Assessment

[ call Queus Recard Number; LR Status: e
[ Contacts Expacted Resolution Date: [ou25/07 oo.00i00 |

[ Contacts Brief Description: [stand Alane Test
|4 Helpdesk Incidents
|4 Incident Queue

|4 Locations

|y Passward Change

Glassification | Salution | Gampanies | Activities | Attachments | Related Records | Histary | warkflau |

[ Password Reset Categany: SERVER F|  Impact: 3 - Multiple Users
Subcategory: . Urgency: Ewiah |
| gy Resclved Incidents HARDWARE - INSTALL | ) 2 - High =
Product Type: o El Priarity: 2 - High
Search Knowledge
LB & Problem Type: HARDWARE REQUEST El

gy System Bulletin
g Take Mew Calls

‘Coo tion

Assignment Groupi 0741-METWORK TECH H
Frablern Guner: fErTs manager E
Problem Description

Test for Stand-Alone Problem

9. Torequest a Change Request from an Error Record, select the Detail icon at the top right of the

screen. The icon on the left is the list icon; the icon to the right is the detail icon. Click the detail
icon. [

10. Click on the Open Related Change option from the drop down menu.
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Q Peregﬂng Change not opened. Evolve Wlsely'“

|Main Menu: I| Known Errors Queoe: All Known Errors ><| Ernown Errors: KEOOO4
E ? | Known Errors: KEDDD4 E
[ﬂ,Favorites and Dashboards v ok ® cancel i} Previous| Jb Mext H Save| 5 Mext Phase O‘ Find Dﬁ Fill Detail Options =
) . Undao
[ Menu navigation i’;‘“’““’” EOr | category Assignment Status  Device Brie A 4
Print d
ntrol - Error Assessment @iset Reminder El
Record Humber: KEOOD4 Status: Open ﬁpDSt to Knowledge

Expected Resolution Date: '04.'.’25';07 000 mView Knawledge

Brief Description: IStand Alone Test %Create Haot Mews

'Open Relatad Change

Classification | Solution |C0mpanies |Ad:iuities |Attachments |Re|ated Records |Hist0rl,l |W0rkf|0w |

4 Relsted
Primary Configuration ItemIBOpr :qu
—_—
Category: SERWER =i Irmpact: 3 - Multiple Users
Subcategary: HARDWARE - INSTALL  [£F Urgency: |'2 - High D
Produck Type: LINLIY =i Pricrity: 2 - High
Problem Type: HARDWARE REQUEST  |F

Assignrnent Group: ID?41-NETWORK TECH  |F

Froblern Owner: rEITS MANASER Ii

Test for Stand-Alone Problem
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Lesson 7: Tasks

A. Assigning a Task,

Note: A Task can be used with a Problem to assign work to one or more assignment group(s).

are tracked as a sub-process of the Problem.

1. Select the Problem that the task will be created in.

Task

T Peregrine

|Mair\ Men Problern Managerment Quaue: All Prabler Tickets x ‘ Problern Management: PMO0ODZE =

B. hﬁ Problem Management: PMODD0Z28

[a]=]
[, Favorites and Dashboards ||+ OF (% Cancel | f Previous| [b next Save| (@ Prior Phase| |Q, Find| (=7 Fill| gl Close a=llhe
"
. D Cutrent Phase Mssignment Status Device Btiet Description
[3 Menu navigation 2 5 ;I
PMOOO01S Problern Identification and Classification 0550-CORPORATE 5YS. Open TEST1
PMOOO017 Problern Investigation and Diagnosis 0504-SAP REQS Work-In-Pragress DRCO000S TEST 1
PM000020  Problem Identification and Classification 0420-LAFAYETTE CEC Open testing problem management
PMO0D022  Problem Investigation and Diagnosis CMOC-MESSAGING Past Due Problemn Testing Scenario P12
PM00D024  Problem 1dentification and Classification 0011-CORP PGM, MGMT. Open test
PM000025  Problem Investigation and Diagnosis 0420-LAFAYETTE CSC Spen test o
PM000027  Problem Investigation and Diagnosis 0514-BWI ETC Updated ACME Phone 0004 Opened a problem as problem manager
b PMoopo2B8 igation and Di. i Y HW Open ACMEpc015 Test LI
Problem Control - Problem Investigation and Lhagnosis =
Record Nurnber: eMO000Z8 Status: feeen  [7]
Expected Resolution Date: [ge/ie/07 ooosion B
Brief Description: By
Inuestigation |Classification Gompanies | Adtivities | Attachments |SLA  Related Records | Tasks | History | warkflow |
Primary Configuration Iteml—ACMEpcnls Affected CI Counts
Category: SER/DESKTOR [ Relsted Incident Count: 1
Subcategory: L TRUS REMOVAL = Initial Impact Assessment: 5 fple Users |
Product Type: AT = Urgeney: - average |
Problem Type: COFTWARE IS5UES = Priarity: 3 - Average
PROBLEM-VIRUS REMOWAL
Assignment Group: foaea rerrr e |2 =
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2. Check in the Tasks tab for any existing assigned tasks.

nvestigation an

L Jlagnosis

Recard Murnbear:

Brief Description:

PMOOD0DZE

Status:

Expected Resolution Date:

Cpen

04/18/07 00:00:00

ITe st

Investigation | Classification | Cormpanies | Adivities | Attachrments

SLa  Related Recards Taszks

History | workflow

3. At the top right of the screen select the Detail Options, drop down and select Create Task

€. Peregrine

SYSTEMES,

@ Problem PMO0O0028 has been updated ~

Main Menu

@ (A Favorites and Dashboards

Problermn Management Queue: All Proeblem Tickets =
= [¥| Problem Management: PMO00028

Problem Mansgement: PMO00OZE x

v ok % cancel it Previous| {1 Next $ave| <= Prior Phase O, Find| (=7 Fill| gl Close

n . pi=] Current Phase Assignment Status Device Briet Descripti
@ Cg Menu navigation
PMO0001S  Problern Identification and Classification 0550-CORPORATE SYS. cpen TESTL
PMO00017  Problern Investigation and Diagnasis 0504-SAP REQS wark-In-Progress  DPCO000S TEST 1
PMO00020  Problern Identification and Classification 0420-LAFAVETTE ©5C cpen testing probler
PMO00022  Problern Investigation and Diagnasis CMOC-MESSASING Past Due Problern Testir
PMO00024  Problern Identification and Classification 0011-CORP PGM. MGMT, cpen test
PMO00025  Problern Investigation and Diagnasis 0420-LAFAVETTE ©5C pen test
PMO00027  Problern Investigation and Diagnasis 0914-BWI ETC Updated ACME Phone 0004  ©Opened a prok
» igation and Di: i v HW Open ACMEpco1s Test

Lliagnosis

Recard Hurmbar: PMOoODOZE

Status: |
Expected Resolution Date: I—Dq,ls‘,|j7 o0:00:00 E

Brief Description: =

Inuestigstion | Classification | Companies |Activiti=s | Attachrnents |SLA |Relsted Records |Tasks History | Werkflow

Detail Options =
$unde ﬂ
Shprint
pElaet SLAYEntitlement
@zt Raminder
FEcione
hycreate Task
P ——

EfPost to knouladas 4|
Eyvizw knovledas

Ehycraate Hot Naws
4 pelsted

{ypsizw Alert Log

4. A Problem Management Task screen is displayed, prompting to select the current Configuration

Item or to select a new one. Select the appropriate choice for the Task.

Page 33 of 50



€. Peregrine

SYSTEMS,

Main Menu: Problern Managerment Quaue: All Problern Tickets x| Wizard: Create Problern Management Tasks x

a ﬁ* Wizard: Create Problem Management Tasks

® (A Fawvorites and Dashboards
= [3 Menu navigation

Create Problem Management Tasks

Select the device for which yvou would like to create a task

& Primary Configuration Tterm #CMERCOLS

¢ affected Configuration Itan"—

= Previous Hext = Finizh

Cancel
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5. The new Problem Management Task screen is displayed.

Note: Information from the Problem is carried over into the Task and populated.

€. Peregrine

SYSTEMS,

Evolve Wisely™
|Ma|r\ Menu:

| Prablem Management Queus: All Prablem Tickets x || Hew Prabler Management Tasks x
E“ﬂ New Problem Management Tasks

(7 Favorites and Dashboards v oK |# Cancel (b add O Find Dﬂ Fill
[‘é Menu navigation

T
Problem Management Task

Task Humber: PMOO0028-001 Status:

Open
Parent Problem: PMOODOZS Due Date: [04“3;07 00:00:00

Problern Resolution Date: naf1a/07 0o:00:00

Brief Description:

[Test

Classification | Biagnosis |SLA | Related Records |Histary |

Category: zEr/DESKTOR |

USER/DESKTOP =i Irmpact: 3 - Multiple Users
Subcategory: [VIRUS REMOVAL & Urgency: 3 - Mwerage E|
Product Type: DESKTOP TE|  Prioeity: 3 - Average
Problemn Type: SOFTWARE ISSUES =i

Configuration Ttern:

ACMEpCO1S

Assignment Group:

Assignes:
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6. Verify the pre-populated information in the Task, and correct if needed.

7. Add any additional information needed for the Task Assignee.

8. Update the Task with the Assignment Group and Assignee.

€. Peregrine

SYST

EMS.

Evolve Wisely™

| Main Menu

E*dhj New Problem Management Tasks

| Prablam Management Queue all Prablam Tidkets s || Mew Prablem Management Tasks x

[‘a Menu navigation

E—,“r Favorites and Dashboards

Task Murnber:

Parent Problem:

Brief Desciption:

W oK R cancel| |db add O, Find| =7 Fill

Problem Management Task

PMOO00Z2-001

Status: e [7]

PMO0002S Due Date: faar1e/07 cnionioo
Prablem Resolution Date: ga/18/07 00:00:00
[Test

Category:

Subeategory:
Product Type:
Problern Type:

Canfiguration Ttern:

Assignment Graup:

mssignee:

TEST Task

USER/DESKTOR

[VIRUS REMOWAL

DESKTOR

SOFTWARE ISSUES

ACMEpCO1S

4270-LAFAYETTE C5C

ibarrra

Classification | Diagnosis ‘SLA |Re|ated Recards |Hi5t0rl,' ‘

& Irnpact: 3 - Multiple Users

= Urgenay: fruerase 7]
Ei Priarity: 3 - Average

=i

=i

=il

=i
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9. Click Save at the top of the screen. A message is displayed saying the Task is associated with
the Problem.

& Pereg!:';n,g PMOO0028 associated with PMO0D02Z8-001, - Evolve Wisely

| Main Manu: |pmmam Management Queus: All Problem Tickets | Mew Problem Management Tasks x

Edhﬂ New Problem Management Tasks

)=
save | Find| =7 Fill [F Close b5

(A Favarites and Dashboards v oK/ # Cancel

[ Menu navigation Problem Management Task
Task Mumber: PMOD00ZE-001 Status: I—Open |Z|
Parent Problern: PMOD002E Due Date: 04/18/07 00100100

Problem Resolution Date: g4/1g/07 00;00:00

Brief Description: et

Classification | Activitias ‘D\agnnsls |SLA ‘Ralated Records ‘H\stnry ‘

Category: USER/DESKTOP Ei Impact: 3 - Multiple Users
Subcategory: friRUs REMOVAL F|  Urgency: WE
Product Type: ESRTOR TH| Priority: 3 - Average

Problem Type: SOFTWARE 1SSUES =]

<onfiguration Item: ACMEpcO1sS

Assignment Group: foazo-LeraveTre <5 [
Assignes:  —

TEST Task
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10. Click OK to exit the Task and return to the Problem.

Note: Multiple Tasks can be assigned to one or more Assignment Groups at this time.

€. Peregrine

Problem PMOD00D28 has been updated

Evolve Wisely™

| Main Manu:

Edhﬂ Problem Management: PMO0O0028

|pmmam e oo @ A1 Prelilmn Tk x| Problerm Management: PMO0OOZE 5

fa Favorites and Dashboards
[‘a Menu navigation

« oK 8 cancel| i Previous b meut save| 43 Prior Phasa (O, Find| (=7 Fill| j¢F close

D Current Phase

FMO00015
PMOOO017
PMOOOO20
PMOOO022
PMOOO024
PMOOOO02S
PMOOO027

Problem Identificstion and Classification
Problem Investigstion and Diagnosis
Problem Identificstion and Classification
Problem Investigation and Diagnosis
Problem Identification and Classification
Problem Investigation and Diagnosis

Problem Investigation and Diagnosis

Assignrnent
0550-CORPORATE SYS.
0504-54P REQS
0420-LAFAYETTE C5C
CMOC-MESSAGING
0011-CORP PGM, MGMT,
0420-LAFAYETTE GSC
0914-BWI ETC

b PMO00OD2E

Record Humber:

Brief Description:

and D

T HW

Status Device
Open
work-In-Progress  DRCOO00S
Spen
Past Due
Spen
Cpen
Updated

Open ACMEpc015

PMOD002E Status: Spen [~]
Expected Resolution Dste: |—04.-’18ﬁ’07 00:00:00 E
Test

Category:
Subeategory:
Product Type:
Problem Type:

PROBLEM-VIRUS REMOVAL

Assignrent Group:

Inuestigation |Glassification Companies | Adtivities | Aftachments | SLA |Relsted Recards | Tasks |Histary | warkflaw |

USER/DESKTOR

Primary Configuration Iternl—ﬁc,\,mpcljls

[WIRUS REMOWAL

DESKTOR

SOFTWARE 1SSUES

Affected CI Countt

Related Inddent Count:

Initial Impact Assessmant:h - Multiple Usars

Urgency:
Priarity:

1

[z~ Averags E

3 - Average

ACME Phone 0004

Briet Description
TESTL

TEST 1

testing problem ranagement

Problem Testing Scenatio P12

test

test

Cpened a problem as problem manager

Tast

dl
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11. Verify the Task was added by clicking on the Tasks tab.

;; Pereg!:lﬂgg @ Problem PMO0D002E has been updated

Mazin Menu: Problem Management Queus: All Problem Tickets x| Problem Management: PMOODOZE x
= "
5 |j> Problem Management: PMOD0O028

save| | Prior Phase||Q, Find| =57 Fill] [ close

® [ Favorites and Dashboards | ¥ OK| 8 Cancel| [T Previous [ newt

® % Menu navigation D Current Phasze Azsignment Status Device
PMOO001S  Problem Identification and Classification 0550-CORPORATE SvS. Open
FMO00017  Problerm Investigation and Diagnosis 0504-SAP REQS work-In-Progress  DPCO000S
PMO00020  Problem Identification and Classification 0420-LAFAYETTE CSC Cpen
PMOO0022  Problern Investigation and Diagnosis CMOC-MESSAGING Past Due
PMO00024  Problem Identification and Classification 0011-CORP PGM, MGMT, Cpen
PMOO0025  Problem Investigation and Diagnosis 0420-LAFAYETTE CSC COpen
PMO00027  Problem Investigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004
P PMODODZE bl i ion and Di. i Y HW Open ACMEpcO15

Record Nurnber: PMO000ZE Status: open |
Expectad Resolution Date: [o4ris/07 ooi00i00 |

Brief Description: Tast

Inuestigation | Classification Companies |Activities |Attachments | SLA Related Records Tasks History ‘Workflow

Task ID Status Azzignes Configuration Ttem

PMO000238-001 Open ACMEpRcO1S

A=
B E
Brigt Desaription |
TESTL
TEST 1
testing probler managernant
Problem Testing Scenatio P12
test
test o
Cpened a problem as problem manager
Test =
-
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B. Completing a Problem Task

Note: If already in the Problem ticket, access the Task from the Task tab.

nvestigation and Diagnosis

Record Murnber: PMOOOOZE Status:

Cpen -
Expeced Resolution Date: 04/18/07 O0:00:00 ]

Brief Description: Test

Investigation | Classification | Cormpanies |Adivities | Attachments | SLA |Related Records [ Tasks History | Workflow

Task ID Status Aszignee Configuration Itern

PrOOO0Z2-001 Cpen ACMEpcOlS
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1. To check for assigned Task, select the Problem Management Task List from the main menu.
€. Peregrine
Main Manu: Problem Management Queus: All Problem Tickets x | Problem Management: PMODOOZT x
& L{f Problem Management Queue: All Problem Tickets =
@ (7 Favarites and Dashboards [& back| |69 Refrash B

=2 % Menu navigation

Problem Queue

K3

] [‘6 Change Management
] [‘a Configuration Managen Current Inbox:
=] [‘a Incident Management Ip[;‘jhlgm
Mew
El m Prablern Managemment
PMOOO01S
] [a Request Management Search
[y Approve Service Reque - [—
Switch Inbox
LB Call Queue
LB Incident Queue Starting Lists EMOD0020
[y On Call Records Rt (i PMO00022
Ly On Call Schedules
i Count Records EMO00024
[y Servicecenter Mail
PMOOO02S
PMO0O027
PMOOOO02E
PMOOO023
PMOOO1

[al Problem Tickets

Categary

ACCESE
SECURITY/MODIFICATIONS

ACCESS
SECURITY/MODIFICATIONS

ACCESS
SECURITY/MODIFICATIONS

SERVER
ACCESE
SECURITY/MODIFICATIONS

ACCESS
SECURITY/MODIFICATIONS

SERVER

USER/DESKTOR
SERWVER

netwark

Assignment

0550-
CORPORATE
i-ag-H

0504-2AP REQS

n4z0-
LAFAYETTE CSC

CMOC-

MESSAGING
0011-CORP
PGEM. MGMT,

0420-
LAFAYVETTE CEC

0914-BWI ETC

0423-PERRY
Hi

O741-METW ORK
TECH

LAM SUPPORT

Status

apen

wark-In-
Progress

Open

Past Due

apen

open

Updated

apen

Updated

Updated

M A E

Device

DPCO000S

ACME Phone
ooos

ACMEpcO1S

BobPC

ACMEpcO12

Brief Description
TESTL

TEST 1

testing problem
management

Problem Testing
Scenario P12

test

test
Gpened a problem
a5 problern

rmanager

Test

Stand alone Test

Cannot access the
internet,
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2. Alist of all Tasks assigned is displayed. Select the Task to work on.

€. Peregrine

SYSTEMS.
Main Manu: Prablem Managernent Tasks Queue: Problem Management Tasks Assigned to Me x
a |-j> Problem Management Tasks Queue: Problem M Tasks Assi d to Me W =
® f:lr Favorites and Dashboards @ back '£§§ Refrezh '

K

= 7 7 !
=] [‘a Change Management Problem Task Qu - 0

# [ Configurstion Managen mroblems Current Inbox: IPrnblem Managernent Tasks Ass\ng‘

# [ Indident Management Task 1D Category Assignment Status Device Brief Description

n Problern Management Smerdh PMOD0027- 00E9-MIS ACME Phone @pened a problem as problem
® O g eard o SERVER | RiT open  Hol

rmanager

= [‘a Request Management

LB Approve Service Reque
LB Call Queue

| Incident Queve Starting Lists

[y on Call Recards
LB On Call Schedules
LB ServiceCenter Mail

Switch Inbaox

Refrash List

Count Records
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3. The Task is displayed with its current status.

Q Peregrine Evolve Wisely"

SYSTEMS.
| Main Manu: |Dmh\am Managernent Tasks Queue: Problem Management Tasks Assigned to Me x| Problem Managernent Tasks: PMOD0027-001 x
Navigator Problem Management Tasks: PM0O00027-001
(7 Favorites and Dashboards v ok ® cancel| [5] save| O Find I:IBa Fill ﬁ Clase
= (s Menu navigation Taszk I Category Assignment Status Device Briaf Dascription
£ Change Management P PMOO0OZ7-001 SERVER 0089-MIS MGMT Open ACME Phone 0004 Opened a problem as problem manager

m Configuration Managen
(g Incident Management

[3 Praoblern Management
[‘a Request Management
LB Approve Service Regu

|y Call Queue e
| Incident Queus Task Humber: PMO00027-001 Status: fren 7]

Farent Problem: Dus Dater e
[y on Call Recards arant Problam PMOO00ZT us Data 04/18/07 00:00:00

Problem Resolution Date:

LB On Call Schedules
LB ServiceCenter Mail

Brief Description: [opened a problem as problem manager

Classification |Activities | Diagnosis |SLa | Ralated Records | History |

Category: SERVER =) Impact 4 - User

Subcategoryi EXTENDED SERVICE-RECL|F|  Urgeney 4 - Low E|
Praduct Type: ONE 5P TH| Priority: 4 - Low

Prablem Type: PRODUCTION SUPPORT |

Configuration Ttern: ACME Phone 0004
Assignrnent Group: rnnag,mg MaMT [7]
Mssignee: l [7]

Here we have a description, This is task 1 related to PMODDOZT,
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4. Update the Task with new information on the Activities tab.

€. Peregrine

Main Manu: Prablem Managernent Tasks Queue: Problem Management Tasks Assigned to Me x| Problern Management Tasks: PMO00027-001 x
a D’f Problem Management Tasks: PMOD0027-001
= N o
@ £a Favorites and Dashboards | ||¥ ©K|| % Cancal save| O, Find| =7 Fill g7 Close i
= (s Menu navigation Task I Categary Assignment Status Device Brief Description
® g Chanage Mansgement 3 BMO00027-001 SERVER 0089-MIS MGMT Open ACME Phone 0004 Opened a problem as problen manager

3]

[a Configuration Managen

3]

(g Incident Management

=]

% Praoblern Management

=]

% Request Management
LB Approve Service Reque
LB Call Queue

| Incident Queve

[y on Call Recards Task Humber: PMOO0027-001 Status: IOpen—E

[ on Call Schedules Parent Froblem: PMOO00Z7 Due Date: 04/18/07 00:00:00
Prablem Resolution Date:

oblem Management

LB ServiceCenter Mail

Brief Description: Cpened = problem as problerm managar

Classification |Activities Diagnosiz | SLA Related Records | History

Activity Updates Journal Updates | Activity Histary

Update Type: IUpdate frorn custarner |Z|

Current Update:

Completed Task =
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5. When the Task is complete, it can be closed by clicking the Close button.

€. Peregrine

Evolve Wisely™
SYSTEMS. Problem Management Task PM0O00027-001 has been closed

| Main Manu: |pmh\am Managerment Tasks Queue: Problerm Management Tasks Assigned to Me x| Problern Management Tasks: PMO00027-001 x

Edhj Problem Management Tasks: PMOD0027-001

fa Favorites and Dashboards
= [&s Menu navigation
[‘a Change Management
m Configuration Managen
[a Incident Management
[3 Praoblern Management
[‘a Request Management

LB Approve Service Reque
LB Call Queue

| Incident Queve

[y on Call Recards

LB On Call Schedules

LB ServiceCenter Mail

)=
W oK ® cancel| @ Reopen| O Find =7 Fill

BE
Task I Categary Assignment Status Device Brief Description
3 BMO00027-001 SERVER 0089-MIS MGMT tlosed ACME Phone 0004 Opened a problem as problen manager
Problem M anagement las =

Task Humber: PMO000Z7-001 Status:

PMOD00ZT Dus Date:

Clozed
Parent Problem:

04/18/07 00:00:00
Problem Resolution Date:

Brief Description: opened a problem as problern manager

Classification  Activities | Diagnosiz |SLA ‘Re|ated Records ‘H\Story ‘

Category:

SERVER Impact: 4 - User
Subeategory: EXTENDED SERVICE-RECL Urgeney: 4 - Low
Praduct Type: ONE 15P Priority: 6 = L

Problern Type: PRODUCTION SUPPORT

Configuration Ttem:

ACME Phone 0004

Assignment Group: 0085-MIS MEMT

Assignee:

Flere we hsus & description., This is kask 1 relsted to PMO0OOOZ7,

dl

Page 45 of 50



6. To verify any additional task or task closure, select the Tasks tab.

€. Peregrine

Main Manu: Prablem Management Queue: All Problern Tickets x

a D’f Problem Management: PM0O0O0027

Problern Managerment: PMOO0027 =

® 7 Favorites and Dashboards || ¥ @K 8 Cancel | previous |1 next [ save <o priorphase (O, Find (=7 Filll 57 Close
= [ Menu navigation D Current Phase Assignrent Status Device
# O Changs Mansgement PMOODO1S  Problem Identification and Classification 0550-CORPORATE 575, open
) PMOO0017  Problem Investigation and Diagnosis 0504-3AP REQS Work-In-Progress  DRCO000S
& [a Configuration Managen
PMOO0020 Problern Identification and Classification 0420-LAFAYETTE CSC Open
# (g Incident Management PMOOO02ZZ  Problern Investigation and Diagnosis CMOG-MESSAGING Past Due
# g Problem Management PMO00024  Problem Identification and Classification 0011-CORP PGM. MGMT, Gpen
@ Cg Request Management PMOO002S  Problem Investigation and Diagnosis 0420-LAFAYETTE C5C Cpen
b PMODDOZF igation and Di; 0914-BWI ETC Updated ACME Phone 0004
LB Approve Service Reque
ARAAAR AR e Ll me Te e abimmkinm e d Prin mm nnim nann nEnR e PSS
Call Queue
LB “ Froblem Control -

| Incident Queve
[y on Call Recards
LB On Call Schedules
LB ServiceCenter Mail

Record Humber:

Status:

PMOOOOZT
Expected Resalution Date:

Updated

Brief Description: Opened = problem as problem manager

Inuestigation | Classificstion Cornpanies |Activities | Attachrnents | SLA Related Records Tasks History | Workflow
Task ID Status mssignee Configuration Item
PMOO0027-001 Closed ' ACME Phone 0004

Brief Description
TEST1
TEST 1

testing problem management

Problem Testing
test
test

Opened a problem as problem manager

Scenario P12

|

dl
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Lesson 8: Closing Problem

1. Click the Problem List icon below to locate the appropriate Problem Record, (see yellow
arrow).

&. Pe regsrjsng Mo records selected

Main Menu: calvin.dark@nge corn | Incident Queus: Open Incdents Assigned To Me =

Incident Queue: Open Incidents Assigned To Me [l

A . .
DREEEASDE R

@ EAF @ back 6-§"? Fefresh

® G " .
Incident Queue

ned to HEL

Incidents = '
Currant Inbox: IOpen Incidents Assigned To Me E‘
=R Incident ID Categary Prablern Type Sevarity Status SDU Aszignes Brief Description
Search
Switch Inbox %

Starting Lists

By Owner

By Aszzignment Group

Refrezh List

Count Records
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2. Select the Problem Record to close from the list displayed.

. Peregrine

SYSTEMS.

EEF Y

Main Menu: calvin,dark@nge corm

@ EAF E back 6-§"? Fefresh

Problem Queue

Problemnsz

Mew

Search

Problern Managernent Queue: All Problern Tickets =

Currant Inbox:

Froblerm
jin]

Switch Inbox

PMOOO121

EMO00020

PMO00113

Starting Lists

Pro001

Refresh List

Count Records

PMOO0129

FMO001323

PMO00132

PMO00133

PMO00134

PMO00125

FMO0012:2

PMOOO1ZS

E']' lj?’ Problem Management Queue: All Problem Tickets

K3

aEadEE®

|A|| Problerm Tickets

Category

hardware

hardware

access

hardware

access

hardware

inquiry

access

access

hardware

hardware

hardware

Azsignrnent

CCC-HELPDESK
ALERT M1

ADMIM

CCC-HELPDESK,
MAMAGER

ACC-PAYROLL
ACC-GEMERAL
ACCOUNTING

ACC-MAMAGER
ALERT1

CCC-HELPDESK
ALERT M1

CPP-UNIH
SECURITY

ACC-GEMERAL
ACCOUNTING
ADMIM
CCC-HELPDESK
MAMAGER,

CCC-HELPDESK,
PROF

Status
Closed

Updated
Past
Due
Past
Due

Closed

Past
Due

Closed
Past
Due

Past
Due
Past
Due
Past
Due

Past
Due

[-]

Device

CCMOC-996087

CVYADK-958738-
0033535868

CYADK-999933-
CYADK-993458-
TEST22

CUYADK-99 3466~
TESTZS

CWADK-993458-
TESTZ22

CUYADK-999562-

CVADK-993464-
TEST17?

Brief Description

Test

Test server iz F%ﬂg to start,

Meeds Peregrine password
reset,

ATM, FRAME-RELAY
Test
Test

deborah hale

Agency/Agencies Affected:
WDOT - St Louis AHQ

test
print server down
Laptop

Laptop
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3. Click the Close button at the top of the screen

& Pe regylne Problem PM0O00123 has been updated by calvin.clark@ngc.com.

YSTEMS.
Problern Managernent: PMOD01232 g

Main Menu: calvin,dark@nge corm

E]' lj" Problem Management: PMO0OD123 ="
= E:_"'rF v OK | cCancel| |4} Previous| |dk Hext Save| {3 Prior Phasze q Find |—ﬁ Fill ﬁ Claoze
] % [ I Current Phaze Assignment Statusz Device Brief Description ﬂ
PMO0DO0ED B:gg:f;;:””“tigatm” eme) CCC-HELPDESK ALERT N1 Closed  CCMOC-996087 Test
PMO0O113 g::g':or‘;‘i:””es“gatic‘” and ADMIN Updated gg:g:gggg;%' Test server is failing to start. =

Problem Control - Problem Investigation and Diagnosis =

Fecord Humber: PMOOOLZE Status: Pazt Due -
Expected Resolution Date: [ga/24/07 00:00:00 ]

Brief Description: Tact

Inwestigation Classification | Custorners | Activities | Attachrments | SLA |Related Records | Tasks |History | Workflow

Cause Code: Custorner Training Issue |

close Al

EINI =l

Important Notes:

Only the Problem Manager and designated alternate may close a Problem Record. Problem Records
without an actual resolution of the Problem may be closed if there has been a mutual decision to
close the record and there has been acceptance of risks documented in the Known Error/Problem

Records. The “status” will then be moved to “Closed”

This is not indicating that the Problem (issue) has been resolved or is closed. The Problem may still
exist and any future events can be linked back to the original Problem Record and consolidated for

trending and analysis purposes.
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4. A system generated message at the top of the screen indicates, Problem has been closed.

Q- Pe regrlne i@ Problem PM0O0D123 has been closed by calvin.clark@ngc.com. _

SYSTEMS.

Main Menu: calvin.dark@nge corn | Problern Managernent: PMO0O0123

okl lj‘r’ Problem Management: PMO0OD123 =
= E;'rF v OK | cCancel| |4} Previous| |dk Hext @ Reapen q Find '_ﬁ Fill B E=
0 Current Phaze Aszzignrnent Statusz Device Briat Description
o g p 4
PMO000SD ;::g':or‘;‘i:””e“'gat'c‘” and CCC-HELPDESK ALERT N1 Closed  CCMOC-396087 Test
Problerm Investigation and CWADK-958738- . "
PMOOO113 Diagnosis ADMIN Updated 0033355568 Test server is failing to start,
Prohlam Tnuestinatinn and Dast LI
2l
Inwestigation | Clazsification | Custarners |Activities Attachrnents | SLA |Related Records | Taszks |[History | Workflow %

Activity Updates Journal Updatas | Ackivity Histary
Update Type:
Surrent Update:

EINI

End of Lesson
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