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GENERAL

Service Desk Analysts and other support personnel use ServiceCenter to document
Description Incidents and Service Requests, assign work for follow-up, document ticket resolutions,
etc.
This document supports the Incident Management Process and the following sections of
the Statement of Work:
e Appendix 1 to Schedule 3.3 (Cross Functional Services SOW) Section 3.1.4.1
Incident and Problem Management
Purpose : .
e Appendix 4 to Schedule 3.3 (Help Desk Services SOW)
e Addendum 5 to Appendix 4 to Schedule 3.3 (Help Desk Services SOW),
Statement of Technical Approach
Applicable to This document applies to all Service Desk Analysts.
Supersedes None
Document Owner | Associate Director, Service Desk Owner Org Service Desk
Effective Dates March 1, 2008 Revision Date August 18, 2008
VERSION HISTORY
Version Date Author(s) Change Summary
1.0 05-02-2008 Calvin Clark, Jackie Olbert Initial draft adapted from training guide
1.1 08-18-2008 Calvin Clark Added Suspend Appendix, Flow Chart
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INTRODUCTION AND OVERVIEW
INTRODUCTION

The main function of ServiceCenter6.x® is incident management the use of ServiceCenter6.x “tickets”.
The solution is applicable to all existing ServiceCenter6.x users, including Northrop Grumman employees
working under contract with VITA, and all VITA system users. The new design of ServiceCenter 6.x will
help streamline the VITA incident management process through best practices use of ticket handling, as
well as automating many current manual processes. Through automation, the advantage will be faster
handling and overall process efficiency improvements. The new ServiceCenter 6.x system will produce
reports from a single database that provides a more comprehensive view of support needs and
accomplishments. The ServiceCenter 6.x database will contain incident and service request ticket data,
details, and user information.

OVERVIEW

Utilizing Best Practice methods, ServiceCenter 6.x° is a comprehensive and fully integrated IT service
management tool that enables VITA to improve service levels, balance resources and control cost.
ServiceCenter 6.x® with embedded ITIL-based best practices quickly deploys consistent, integrated work
processes across every part of the VITA organization.

PURPOSE

The purpose of this training manual is to train users on ServiceCenter® c.6.X functionality. Through the
information in this training manual you will see how to navigate and perform incident management tasks
through the new version. You will become aware of the new features, added functionality, and
incorporated enhancements as they relate to ServiceCenter® V.6.x

Service Center V.6.1 has a Web client as well. Through the document we will show you the web screens
if they are different from the client version.
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INTRODUCTION AND OVERVIEW

DOCUMENT CONVENTIONS

Bold Used for emphasis, commands, options, switches, and literal portions of syntax that must
appear exactly as shown.
Italic | User for field names, file names, variables, and placeholders that represent the type of text
required.
#» Used for short informal messages providing clarification and helpful hints.

Caution | Used to ensure close attention, avoid risk or be careful of the task ahead.
Warning | Used as advice for the user to be careful or a sign of something bad.
'é Used to alert the user of a potential problem or gives critical information.

-"t’

SOURCES FOR HELP

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

All questions, access requests, or problems associated with ServiceCenter® 6.x should be directed to
the Service desk at 1-866-637-8482 or 804-786-3932.

Computer-based Training (CBT): http://www.vita.virginia.gov/itTrain/vceccCbt/veecCbt.cfm

Production (Live) site: https://sceast.it.northropgrumman.com/sc/index.do

WEB CLIENT VERSUS WINDOWS CLIENT

ServiceCenter has two client interfaces: a Windows client and a Web client that run in supported
browsers. The two interfaces have similar functionality, and offer unique features to help users create
their own ServiceCenter environments. Both clients offer tree view navigation that enables you to find
information quickly, setup dashboards, and create shortcuts to frequently used forms and files.

CLIENT DIFFERENCES

The Web client offers the same basic features as the Windows client, including tree navigation. Each
client also has unique features, as shown in the following table.

Windows Web
Feature Client? Client? Comment

Charts Yes Yes You cannot change chart colors in the Web client. The
Context (right-click) menu is not available. You can use
favorite properties to edit chart properties if you make the
chart a favorite.

Dynamic Data Yes No Export data to Excel and access menu options.

Exchange Web client: exports to .csv which can then be renamed to an
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(DDE) Xls file.

support

Export lists to Yes Yes The Windows client can also export lists to Excel files.

text files

Multi-platform No Yes Use a supported Web browser listed in the Peregrine

client support ServiceCenter Compatibility Matrix on the Peregrine
Customer Support Web site.

Options Yes No Right-click any form to view the Options menu.

menu:

Context

Options Yes Yes Windows client: Click the menu icon in the upper right

menu: Pull- corner.»

down Web client: Click the menu icon in the upper right corner.

Spell checker Yes No Embedded in applications. Web client: use spell checker
embedded in the browser.

URL No Yes

navigation

SYSTEM NAVIGATOR

Differences in the System Navigator for the Windows client and the Web client occur because the
browser environment is different from the Windows client environment.

Windows

Web

Feature client? Client? Comments
Create Yes Yes Favorites are restricted to lists, detail, and menu screens.
Favorites Windows client: From a record list, application, or form, drag
the System Navigator icon to the Favorites folder, or to a
subordinate folder. T
Web client: From a record list, click Save as Inbox.
Print Yes Yes Windows client: Click Print the Record on the Options list.
records Web client: Internet Explorer is the only browser that
supports printing.
Click Print on the toolbar.
Count Yes Yes Windows client: The total number of items appears on the list
records toolbar next to the Count icon.
Web client: From the list Options menu, click Count. E23
Create Yes Yes You can customize the System Navigator by adding a folder.
Subordinate Windows client: Right-click the parent node to make a new
Nodes folder.
Web client: Click Manage Favorites. i,
Expand the Favorites directory to locate the parent node.
Click New Folder. [&F
Type the name of the new folder and click OK.
Delete Yes Yes You can customize the System Navigator by removing nodes.
Nodes Windows client: Right-click to delete nodes from the System

Navigator.

Web client: Click Manage Favorites. 3
Expand the Favorites directory, select the node to delete,
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and click Delete.

Collapse All Yes No You can collapse subordinate nodes when you select a parent
node.

Windows client: Right-click the parent node and click Collapse
All to close all subordinate child nodes. |=

Web client: You can click the browser Refresh (or Reload)
button to collapse all open nodes.

MESSAGE VIEW

ServiceCenter notifies you when you have activity messages to review. For example, each time you add
or change a record, open or close an incident, complete a ServiceCenter task or an error occurs,
ServiceCenter generates a message.

AcTIVE NOTES

Active Notes are a ServiceCenter® feature that displays ServiceCenter® activity messages in the
Messages views. For example, each time you add or change a record, open or close an incident,
complete a ServiceCenter® task or an error occurs, the Active Notes icon alerts you that there is a new
message. The default configuration does not make the Messages view available automatically.
However, the Active Notes icon is flat when there is only one message and is stacked when there are
multiple messages.

How 10 VIEW MESSAGES

ServiceCenter® messages appear at the top of the Detail window with one of these message icons. To
view all messages in a ServiceCenter® session, click the message icon to open Messages view. To
copy a message, select the message and use any standard Windows copy operation, such as Ctrl+C, to
copy it to the clipboard. Click X to close the Messages view.

Icon Icon Name Meaning
7] Information Information about the most recent action.
[ Warning A warning about the most recent action.
& Error The most recent action caused an error to occur.

How Do | PRINT? (WEB CLIENT)

In addition to the standard method 6through the pull-down Options menu, you can click the print icon on
the Editor toolbar to use standard Windows printing. Internet Explorer is the only browser that supports
printing.

HELP SYSTEMS

Help systems assist users when they have difficulties performing a task. ServiceCenter® has two Help
systems. The online Help system explains ServiceCenter concepts and how to use ServiceCenter
features. When you want to learn more about a feature or how to complete a task, online Help explains
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what you need to know. The field Help system contains a help record for every field in a table. When
you are filling a form with date, field Help can tell you what information to provide in any field.

ONLINE HELP

How Do | VIEW ONLINE HELP (WEB CLIENT)?
Press F1.

Field Help enables you to learn more about an individual field in a form and the value to specify in the
field.

How Do I VIEW FIELD HELP?

Insert the cursor in a field, checkbox, or cell and press F1.

SERVICECENTER MENUS

The ServiceCenter Services, Support, Utilities, and Toolkit menus appear in the workspace after you log
on to Service Center. The main ServiceCenter menus provide access to all ServiceCenter applications.
The number of menu selections depends on your capability word assignments as a ServiceCenter user.

Menu Purpose
Services Access the main ServiceCenter applications.
Support Accesses the Contacts, Locations, Vendors, and Models files.
Utilities Accesses available configuration tools

TOOLBAR BUTTONS

The ServiceCenter toolbar and Options menus use standard buttons to trigger actions.

Icon Icon Name Meaning

o Add Add a new record to the database.

= Back Return to the last form.

® Cancel Reverse your last action.

i Clear Erase the data that you type on a form.
] Clocks Track elapsed time.

et Close Change the status of the current incident.
523 Count Counts the number of records in a record list.
= Fill Populate the current field with data.

Q, Find Locate related data.

] Menu Refresh the record list and option list.
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= New Create a new record.

+ Next Advance to the next record.

v OK Update the current record and return to the previous form.
w Options menu Access the options available for the current form.

ir Previous Return to the previous record.

= Print Send the current form to the printer.

65 Refresh Update to display changes.

Save Update the current record and display the current form.

o Search Generate a record list.

A Select Queue Choose a different work queue from a drop-down list.

F Undo Reverse the last action.

INBOXES AND FAVORITES

Inboxes and Favorites enable you to define and save a query. These inboxes or favorites are queries
that generate record lists.

When you display the contents of an inbox or favorite, the query associated with it automatically runs and
produces the list of records that meet the query criteria. Favorites appear in the System Navigator under
Favorites and Dashboards. Inboxes appear as queues within most ServiceCenter applications. Whether
you access the record list from Favorites and Dashboards, or an inbox from an application, the list of
records in each is identical.

MANAGING CLIENT FAVORITES

The Web client has a Manage Favorites feature that you can access from the System Navigator toolbar.
It is comparable to the drag-and-drop functionality of the Windows client. Use Manage Favorites to
move, copy, or delete nodes in Favorites and Dashboards. When you click Manage Favorites,
ServiceCenter displays a dialog where you can select an existing node and complete one of these
actions:

¢ Move one or more selected nodes to a different folder.

e Copy one or more selected nodes to a different folder.

e Delete one or more selected nodes.

Note: From the Manage Favorites dialog, click any note to display the Favorite definition form where you
can change favorite properties.

How Do | Abp AN INBOX OR FAVORITE?

a. Create arecord list in any application using search. ‘f

b. Click Add Favorite icon in the System Navigator panel. Ij}
c. Choose List to save a record list or inbox, or inbox, or choose Detail to save a single record.
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d. Type a name for the new favorite.
e. Click OK.

Note: The new favorite appears at the bottom of the Favorites and Dashboards folder.

How Do | DELETE AN INBOX OR FAVORITE?

=
1. Click Manage Favorites icon in the System Navigator pane. [
2. Expand a favorite folder to display all favorite links in the folder.
3. Click the associated checkbox to edit an individual favorite.

4. Click Delete to remove the favorite.

Note: You can delete a favorite if you are the originator.

How Do | VIEw AN INBOX OR FAVORITE?

1. Click Favorites and Dashboards.
2. If necessary, expand a favorite folder.
3. Select the favorite to view the record list, form, or application.

Property Description

Name property | The name that appears in the System Navigator

Query property | The database query that the favorite references. You can edit this property only
if you are an administrator.

Display list When selected, displays the number of records in the list. Disable this option if
items count large list counts cause performance issues. You can edit this property only if you
are an administrator.

How Do | VIEw A LiIST OF RECORDS?

The record list Options Menu is available when you view a list of records. You can choose one of the
following options:

Icon List Option Description
Count Count the number of records in the list.
Iﬂ Print List Send the list to the printer

'5_-{-2}.? Refresh List Update the list with saved changes.

% Modify Change the column headings and related information in the record list.
Columns
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A% | Export to Export the current Call List to a Microsoft Excel™ spreadsheet. Excel
H Excel automatically opens a spreadsheet with the list embedded. You can

export information to any product that has DDE (Dynamic Data
Exchange) support. This DDE function requires Excel 95 or a later

Mass Approve | Approve multiple records at once.

version.
.-'! Export to Export the Call list to a text file delimited with a specified character.
u Text File
F_' Save List as Create a new inbox.
9 | Inbox
View All Choose one of the following from the Details option list, Calls, incidents,
= Related Changes, Quotes, or Problems.

Breakdown Create a three-dimensional chart.

|

| S—
=

These options depend on the current ServiceCenter application and your user profile. To access the
record list Options Menu, click the List Options Menu icon.

MODIFYING RECORD LIST COLUMNS

There is a default order to the columns that appear when you display a record list. Your administrator
can determine the order, or you can create a personal view that orders columns according to your
preference. Each view that you define has a unique name.

How Do | CHANGE THE COLUMNS IN A RECORD LiIST?

Display any record list.

1. Click the pull-down Options list.

2. Click Modify Columns. % Service Center displays a form that enables you to
reorder the columns in the records list. Each column heading appears in a table
row that you can edit.

Click the column name row to select a new heading from the drop-down list.

To add a column heading between two existing headings, insert the cursor in an

existing row. Click Insert Line. b A new row appears above the current row.
This creates a new column in the records list
5. To add a heading for the new column, select a heading from the drop-down list.

To save the new column Click =d Preceed|
To delete an existing column, insert the cursor by the name of the column that

W

NOo

you want to delete. Click the Delete Line I&

8. To cancel you changes, click Back E
9. To return to the default column settings, click Use Defaulit.
10.When finishing modifying the column order, click the appropriate button on the
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toolbar 1 Back &d Fraceed [ Insert Line| (B Delets Line| - g icacenter saves the column
changes as a logon preference. You can also create customized views with
different column ordering and save them as selectable preferences to apply as
needed.

How Do | SORT A RECORD LIST?

Click a column header to re-sort the list using that column’s information. For example, to search the list

by status, click the Status column header.

Contact

First Ticket Ownar Open Usclaiz

i} o Tirna Timea Status Category  Brief Description Opened By
Marn

How Do | CREATE CusToMIZzED CoLUMN VIEWS FOR RECORD LISTS?

To display any record list:
1. Click the pull-down Options list

2. Click Modify Columns % ServiceCenter displays a form that enables you to reorder the
columns in the record list. Each column heading appears in a table row that you can edit.
3. Click the column name row to select a new heading from the drop-down list.

|3rcl Farty Marme Ill
4. To add a column heading between two existing headings, insert the cursor in an existing row.

Click Insert Line . A new row appears above the current row. This creates a hew column
in the record list.

5. To add a heading for the new column, select a heading from the drop-down list.

6. To delete an existing column, insert the cursor by the name of the column that your want to
delete.

7. Click Delete Line I&

8. Click the pull-down Options menu.

)
9. Click Save as Named Grid ..
10. Type a name for you new grid, or column view.

11. Click OK """r

You can repeat this process for each column view that you want to create. To return to the default
column order, do one of the following:

e (Click the Details Options menu and select Use Default Format.

e (Click Use Default on the Choose Columns form.
Dretail Dplions =

2 Uze Default Format
_Sa'.'e az Mamed Grid
D Load Marmmed Grid

) Clear Saved Grids
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How Do | DELETE ALL SAVED CoLUMN VIEWS?

Display any record list.
1. Click the pull-down Options menu .

2. Click Modify Columns%.

3. Click the Detail Options menu and select Clear Saved Grids
Dretail Dplions =

2 Uze Default Format
_Sa'.'e az Mamed Grid
D Load Marmed Grid

) Clear Saved Grids

How Do | INVOKE A SAVE COLUMN VIEW?

Display any record list.
1. Click on the pull-down Options menu .

2. Click Modify Columns l@
3. Click the Details Options menu and select Load Named Grid.
Dretail Dplions =

2 Uze Default Format
_Sa'.'e az Mamed Grid
D Load Marmed Grid

) Clear Saved Grids

4. Click the drop-down list to choose the name of the saved column view (grid).

5. Click OK """'Ir.
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LESSON 1: LOGGING IN TO SERVICECENTER® 6.X (WEB CLIENT)

1. Launch the ServiceCenter production link: https:/sceast.it.northropgrumman.com/sc/index.do

2. Type your complete user name (email account - john.doe@vita.virginia.gov) and secure password.
Note: The current password configuration must be between 8-20 characters, alpha characters,
non-alpha characters, 90 day life time, and it can not used the same password before 13 resets.

3. Click the Login button to authenticate.

€. Peregrine

I
| Login

-_‘I' ,_-I_J Login

Logan
Paiiwond |
Lenguagas fnglich E

Login | Cancal |

4. After successful authentication, the screen below will appear. The Main Menu screen below
indicates the operator profile was set to Service Desk Analyst.
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------

Bain Hany 1 ks, irginia. goy
& F rain Menu: Wita. virgin 800w

il SR Favariies ane 2 l=qeut

“@remm SanviceCenter” = B &

ServiceCantber

Umimiad  Saaries b

Engidry

Take N Calls r Search K leel Bace
Qickiy bon g repetead Ispue, o Qe the available knowledgs

i s

m Miew Work Queues
Uis pra-dafinad inhoway tn
uickly find wour vorsload

Note: The screen also contains tools for system navigation located to the left of the logout button.

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

Editor — The editor utilizes 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 you create a fast view, the view minimizes to the shortcut bar where you can access it when
you click its shortcut bar icon. This is for Windows client only.

Perspective — Perspective is a new feature that allows a 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. This is for the
Windows client only.

There are six major activities surrounding a Call or Incident ticket. Those activities are:
Opening a Call or Incident ticket

Searching/querying tickets

Updating tickets

Suspending Incident tickets

Resolving Incident tickets

Closing Incident tickets

Tips to remember:

Remember to look for the system generated message after each update has been saved.

Read each screen to ensure that you are in the correct location, Incident Queue vs. Call Queue.
Always Resolve the ticket before you Close the ticket.

Resolve initiates a Service Center notification, Close does not.

When performing a basic search, enter the ticket number, you may filter the search criteria by
selecting a ticket status of Open, Closed, or Either if unknown.

o~
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10.

To change the Incident status to Suspend or Un-Suspend click the Details icon.

For the Service Desk Analyst the Customer Service Alert (CSA) follows the same process as the
normal ticket process. After the incident has been saved, you must click the Notification tab to
input the CSA information.

When the term “ticket” is used in this document it may refer to a Call or Incident ticket.

For additional hands on training, launch the ServiceCenter VITA Training link at
https://12.41.67.29/sc/index.do.

To send a ServiceCenter notification to the User/Customer select Communication with
Customer.

(Action /. Resolution | Site MWisit fJu:uurnaI Lpdates EHiStDriC Activities I
Corrective Actions: Type: i' E‘

Analvzis/Rezaarch P
CSa Initial

CE5A Reszolued

ZEA Update

Cormrmunication with customer _Li

NOTE

To place the ServiceCenter® icon on your desktop for future use simply create a shortcut.

To do this go to Start > Programs > ServiceCenter Client and right click on ServiceCenter
Client. You will then be given various options. Click on Create Shortcut. You will then
see a second ServiceCenter icon in the drop down. Simply drag this icon to your
Windows desktop.
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IMAGES AND ICONS

To print, click the Print icon below. List prints a list of records and Detail prints an individual record.

List Options Detail Options
List Dptons Detail OpHons =
E5Print List % i @set Rernindar ‘{b
x';.';,{}ﬁ'ReFresh List I %Suspend Incident
WiMaodify Colurnns I %F‘rint F.ecord
E3Export to Text File EEclons
Sa-.-e List as Inbox !?'-_;:F‘age List
E‘f’New &Lnnkup Cauze
4 view 2l Related ‘ﬁ'}Find Solution
1 Related
4 Change Category
Reminder to provide Journal update Fhadd/Edit Cantact
ﬂ @‘Jiew Alert Lag
;@Generate Maintenance
3 Please provide an update, i %Cre ate Hot Mews
(1 [Slst S petail
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LESSON 2: OPENING A CALL TICKET

1. Click the Take New Calls icon located on the ServiceCenter Editor.

€. Peregrine

Main Marnu kR e ginia. Qo

.-j- 78 Main fMenus witairgmia.goy

H 7 Fawornes anc faf gt

ServiceCenter

3 Ty Manu navigat

Uthitiar | Malnbenancs

Endguiny
g Take New Calls ) Search Knowledge Base
Qigethby by b prgobya o I35 oo o ) Loy thy gvailably boowdyday
vt anar el racend, uxanterasltizor o idae,

ﬂ Wiew Work Queues

Wps pra-dafined inbeser to
uickhe fnd o workizad

The screen shown on the next page will appear.

Note: The red triangle in the top left corner of any text box represents mandatory data. Use the
Fill Form tab located at the right corner of each box.

2. Fill out the appropriate information in the Call Detail tab. The Contact, Location, Agency, Call
Detail, and Description fields are mandatory. To enter the required data, use the Fill Form tab
located at the right corner of each text box.

3. The Contact Name is associated with the email account (john.doe@vita.virginia.gov). To filter your
search begin by typing the first name (john), to filter even further (john d.); after entering the
Contact for this call, click the Fill Form icon located to the tight of the text box. [f there is more
than one name listed, select the appropriate name from the list.

4. After the name is entered click the fill form (Notify By, Email, Location, and Agency) will be
automatically filled in. See the highlighted areas.
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Evolvie Wisalv™
.Peregrine uAT system Evolve Wisely
FYNED WY
| Main Menu @nocesn || Hes Call x
+ -a‘- Liﬂ Hew Call ﬂl-ﬁ-
2 O3 Favoeitesand || [ Cancel 4 Undo [ Submie &) close| &, Find = Fil b3
4 g Menu navigats Bl W — F T et e =]
Contact for thiz cally T ] . o Categery: =
Craate 4 i i '\f £
Trichd ik Full Hame: Subcategom: Fr
Predust Typal =
Problern Typa: le3
AEgRgnrmang -
Sawaritty: -
SLA Titls: I = 5]
% Sarvese Sehlrad: i
ko
Falstad Tickat Sourcat [ralashsne -
i Canfiguratan fam: | B F]
Typa:
Madali
Find
Salubicn [0 Caiticst CE - Panding Shenge
m [T Total Lose of Sarvice
Enitia! Comtam T 3
addlEdit i | =k
Cantad Full Hama
Crascriptian:
" Couse ode: I E
engon for Calling: =
Error Merzsge:
Has the wear called about this issve before? (TR
Ptiona by Swetorman
ruttiphs Urers iffptad® (1M
Traublashasting:
i ] . = |
B g SHcpen ool s ]

BT

5. Fillin the Call detail data by selecting the appropriate Category, Subcategory, Product Type,
~ Problem Type, Assignment, Severity, and Ticket Source.

Categaory:

Subcategory:

Praduct Type:

Problerm Type:

Assignrment:

Sevearity:

SLA Title:

ol [ [EEE ]

Service Contract:

Ticket Source;

Telephone -

Configuration Iterm:

Type:

On-site
Model: Monitaring Tool
[~ Critical €I iRl

[ Total Loss of Seru

a. Category: Select the appropriate category from the list of options.
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3 back

Please Select a Category:

Category
access
facilities
hardware
inguiry
rmainframe
messaging

network

operations covs

security
Seryer apps couva
software

telecormirms

b. Subcategory: Select the appropriate subcategory from the list options.

,._g back =

Please Select a Subcategory:

subcategory Campany Description of subcategory

desktop W Anything related to the installation, maintenance, or refresh of hardware such as desktops, laptops, printe
printdevice Wi Local and Metwork print iszues

zerver WA Hardware izsues related ta Oracle, Unix, and Windows servers

c. Product Type: Select the appropriate product type from the list of options. Use the
arrow at the bottom of the page to view more options.

...... back =
N
Please Select a Product Type: |
Praduct Type Subcategory Carnpany Description of Praduct Type
2 way radio sve eauip snd radio L 2 way radio equipment iz a service provided by Vita to provide Zway radio equipment to sup

conslt

Issues where custorners cannot log into the ACD, pull stats from ACD, or need ACD link nur

acd hardware WA calle. ||
acd admninistration software WA

acd technical hardware WA

ad? pazsword reset password reset WA

active direckory dizable access WA

active direckory password reset WA

active direckary active directory WA

all B hsedi s pra dacts devslapeent A MYS HARDWARE support for the MWS 2900 MAINFRAMES SYSTEMS: SYS1, SY52, SY52, 5754

EME Disk; IBM Tape Drives; IBM 3300 Laser Printers, StorageTek S000 Impact Printers; Fre

d. Problem Type: Select the appropriate product type from the list of options.
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Select Related Records
Eﬁ back

Please Select a Problem Type:

Problers Type Proaduct Type £
laptop or docking station installation ¢ rermoval d
pc peripherals installation / rermoval dr
reguest service inztallation / remowal d

e. Assignment: The assignment will auto-route to the predetermined group based on the
Category, Subcategory, Product, and Problem selected. If the appropriate assignment
group is not selected, change it to the correct assignment group.

Azsignrment:

fLacaLL

Lwa-HELP DESH
MACE-ADMIM
MASTER

MOAT SERVICE BULLETIN
MET-EMG-SUPPT-0
MET-FIREWALL-SLFRPT-0O

MET-MCI CUSTOMER STATUS REPTE

f. Severity:

Critical 1 - Highest priority available, should only be assigned for calamities.
Major 2 — Serious incident
Medium 3 — Typical problem
Low 4 — Minor (Service Request only)
Very Low 5 — Minor (Service Request only)
Sewvearity! l’

1 - Critical

2 - Major

3 - Mediur

4 - Low

S - Very Low

Note: The severity/priority levels are negotiated with the customer and are based on the
impact and urgency of the request. The severity/priority level and corresponding
response time specify how quickly you must respond to the customer if the request is
not resolved on the first call. It also determines how often the customer should
receive updates on his/her request.

g. Description: The Call description data is critical to the ticket for historical purposes. To
ensure that specific Call details are captured, use the default template below.

Cescription:

Cause code: I =R

Feazon for Calling: 7
Error Message:

Haz the user called about this izsue before? (/M)
fctions by Custorner:

Multiple Users Affected? /M)

Troubleshooting:

Enowledge Base Aricle:

ET R L N NP Rt T STt SRS T
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Note: The next step is optional; you may elect to type all the required data.

h. If the template is not visible, follow the quick steps below to select a template. The image
below has been modified to show all the steps in one image.

Knowledge Base =
Knowledge Base

¢ Entry 1D Use Count Source Filemarne Category De=criptian
k 107076 3 robsummal
P L 4

hardware Network Print
Step 2 !

m Network Printer questions

Topio'Content | Categorization |
QUESTION or TOPIC

Metwark Printer 10

=
Location or Metwaork Printer:
Tepe of Metwork Printer:

WITASNG Asset Tag

Step 3 ;.,]
ANSWER or CONTENT T _ -

Use Resclution |
\Tf_\' v/ OK [ 3 Ca,.,ce| o Click steps 1,2, 3, and 4 to see
v default ternplate
B} o ETTY | :
SI:Iution L'-&_l

To complete a First Call Resolution, click the Resolution Detail tab, select the
Resolution Code from the options listed, fill in the Call Resolution date, next click the
Close button. This completes the First Call Resolution process.
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K@ngccom | Hew Call
New Call e
# Cancal & Undo V] submit wﬂ Closa O Find| =" Fill

New Call
call 1D: CALL16842 Status: Opan - 1dla

Handie Time: o017 26 Call owner: calvin, clark @rge com

m Call Detall Rezolution Detail Location/Dept. Dstail | Contact Detail

Call fesolution: Resolution Code: ﬁ H
Create

Incident Reszat the ISP for the network printer RPE-137 ‘b

For First Call Resclutione 1- Chick. Resahtion Detail tab, 2- Chck the Resobdion Code Fil Form, 3- Fill in the Call Resahtion
(corrective action), 4. Click the Close Button, the system message call has been closed sppears.

i

Show
Felated

'y

Find
Solution

o

Add/Edit
Contact

First Call Resolution Complete
6. To escalate the Call to an Incident, click the Create Incident icon.
Note: When creating a Call/Incident from email/voicemail, change the Ticket Source. If the call

escalated to an Incident, include the time received for the email/voicemail in the Initial
Contact Time field.
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FESITT ":ﬁ
i el Moy Ll =
rew Call
# Cancal # Unda! [ Submit 2] Last calll 567 clere (G Find 75 Fill

Mew Call
Call ID: CALLIGE4E Stmbus: Drpean - Tdle

Handla Tima: 5

Eall Birar GisgE cien
m (Gl Datail | Faas Dratail | LoeatiordCapt Cetail | Cantat Datail |

Pt T o
et Cant ta call: mmv.ro i
Trul dait \Jruu Hamaes i Subcatagory: AR F
Boamn: o Braduct Typa: netwarkud =
© Problem Typa: it 3
Metidy Byt F"ﬂ"* El AL TR R AL -
Gavarity: % - Medium -
l_.!-ﬂ: BLA Title: I |1r [y
E Service Contradh
Zheow
Falatad Tickaet Sourda: [Telephane bl
onfiguration Ttem; I |_-!: q
Typei
ok Pl
in
Ealutib [T Critiesk <1 r' Panding Changa
M [T Takal Loss of Service
poruu’ Byl T ~[ ] Iroitial Sontact Trne =
AddiEdir | @
Caonbad Full K
Crazcripton:
Cause coder I Ei
-

Foasan for Salling: PRINTER MHOT SONHECTID
Erres Magssga: HETWORE PRIKTER NOT AVAILABLE
Has the srercsled about thiz Izsue before™ O7FHE B
Adians by Curforner: REGET PRIMNTER SEVERAL TIMES AND REDCOOTED LAPTOR
Multipls Uzar: AFfactad? [l

rouhbes hoating:
Enowladge Bare Articler

SR

ara e FE o T

[ |

7. Click the Save or OK button to complete the New Incident process.

! Crantw 8 Hew Inadant Recard =
Create a Mew Incident Record
o oul B caned Save! 4 tnds| O Fing =7 Fil| () clodk: o=

IM16211 v‘] Herthreg Srumman Tickat Stz G

Ingidant Tithe: [Hatsark Frintar Hot Connectad

Incidara Catuild | Gammpany Spasiie Infasmation AdiohifRataluban | Cantam | Aaast |Anathmants | SLA | Histary | Ralatad Rasards | Billing Infarmatien

Alart Stakici: Crurime: _@nigecem

8. The call has been saved and associated with a new Incident.

Create New Incident Complete

2

It is important to provide as much information as possible throughout the lifecycle of the
ticket.

Each update may be found by clicking the Activities tab then clicking the Historic
Activities or Journal Update tabs.

LESSON 3: SEARCHING/QUERYING AN INCIDENT TICKET

1. To begin a basic search, click on the View Work Queues icon located on the ServiceCenter®
Editor to find the ticket.
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= aled ]
Py okl Vew  Faworter Took  Hab ' |
- e e e L T = -
E}m e P e L3 '::\lj LLL | s Feach. T O Rsvties ﬁ? [ P i e d i | ﬁ 'ji'
trtaimze DR ey s ahardt B o fradis e = B e
.
. Peregrine Evplve Winel
s A BRAL
Main Manu P2 RIS 110
sl B R Main Menu: L lwHasvitginiagor 5
(3 Pavorites and Disnhbanrds, | Do Mot g
i g M g atinn = [ . A
nl il ServiceCenter ST
Ly Cornacns DT DO SErvie
_é Enoderd Queus B i
- Utiltian | Mskisnancs
Ly Lorabion
Ly Parsward Changs Ehquicy
Ll Sarah krrostadan, = Takic Mew Calls Search Knowledge Base
Lty SFastem Bufotin Sl Lo e regolyesd idum, or Quary.the, arsdabiebngsladag
Atk now ol raced, masmedy for polubions or ideas,
Ly Taka hem Calh o Z = o=
Gramins
Micw Work Queucs
Wt g alefinmd ihonad b
auishhfiod v ek |oad
4] HEA B | | i
5 et gl DEE AT, T T T T ot

Note: You are now the Incident Queue.

2. To continue the basic search, click the Search button located directly below Incident Queue.

(_ Peregrine B Mo records selocted

| Miailn Saou:

1
@rgc o | Incident Gusce: Sjan Incdants Azrigned To de =

Incident 'i.ruzu:': Open Incidents Azzigned To HMe

5.5 Back l__"h'.i Rafrash

Incident Quele @ g::g E m w @ =

3

~Incddants

Currant Inbaw:

Opeh Dasdests Aidigaed Te e

Tecsdans 10 Catdgary Prabiedn Type Savarnty Skabed BIHE | Angignas Brigd Damiasiplinn

Feardh
Switeh Inbox

Sharting Liste

by Greviar

By A sianiniEnk Groig

Rafrech Lisk

Connt Records

3. If the ticket number is available enter it into the text box and click Search. If you do not have the
ticket number there are additional search criteria available.

4. For additional search options, select the Primary Assignment Group, Contact Name, etc.
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Note: The options below may be changed to filter the search to specific ticket details.

( Peregrine
rne :

Main Menai Wngscern [ Dioplay Which Incadent Tick#te? =
Display Which Incident Tickets?

kﬁ Back M dMev & Search 3 clear "B Restore = Fa O, Find

Basic i-ndd-trl'-tSl ir-qh _.-I'I-l.‘. wancad Search iﬁ_ﬁugw;

~Hardware Dataiis
Dlatferm m.am.ﬂaetur-ul E

panad Aftar 11721/ 06
and bafora: Z
£ ra 212 o6 Serial Humberi [

Byl I EI Madali |

Lart Updated Aftar:

Operating Syrtemy Datails

and Bafore:
COparsting Systems
Bigt | i .al Ij
5 Varskarnl
Closed Afien Fervice LaveliPack
Amd Bafora:
“Failing Companent Datals —— —
| E
Blatvutachrsn E
La-cathani i
Uniti
Sarial Mumber:
Saarch Which Site .
i Iﬂ Third Darty Rafarancsn
Cate of virits [ E- Cornpenys [
Tachnigan| I <l Hurnbar: |

5. The results of a basic search by incident, IM10007 or 10007, see the highlighted gold bar below.
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€. Peregrine w——

C M M Sngecarn || Updata incident Humber 20057 =

Update Incident Mumber IMIDESF i =1
o Or B Cancal P Brauieas | 5 Aast E Gave 4 Unde *T Zloza '-‘L Find 1 Fill -l:l-) Clockz h 'b
Incidart  Gaan Wpdatd . Brdmary a
10 Tirn i Srabus Categary | Brief Desuiption Dpenad By Assignent |
i 1120008 LES2R/06 DEAGLEND o o 2 - e e o RpTENE trp
FOBHAASE yiliete  1Sitasls ALERF e Fecgan Froen heorres ke VEN, Frtasnrgnisgay oyppyg
PG p3ISEE B3ens atewr . eefeam  ward document s locked under Cryssal Jahrcton acoount Qutnveginiagos  SpDESKTOR
- 12800 a1 def0d  BEsDLINE Aequert have lnpkop configured for mermake VEEM disl up - = BdLUDESETOR
I gia3ig 10ATAT  ALERT handbvars. | ioeans, e L L WITA CENTRAL
My Dladibarry iF ot vorking (the sensor for the oo knab
132306 AL/F9M06  DEADLINE o 8 f CRU-DERKTOR
IFLsanE Sa L dekid talscarnrng ir net baing rasdl Any chancs ©can pick up & nov ons Sutasirginla. gou
10:31487 C10:31518 ALERT taday WITa CEMTRAL !
s inmne saimminri  crarsTer ARp Aendanm el
-
IM10097F Ticket Btatus) Open =
Encidant il [rtnmer cannat legan from hame uring YRK
| Inoident Dstailc | dompany Spacfic Informiticn \Mmb-1 | Conkact  Brast Ahld\mlpl_:,:i_?_ﬁ ko A'in.rtl | Balntad: Racards  bikng Information |
| Mt ication
aluet Status) CEADLINE ALERT Srurveri B v g
Catagery Fatuark Primary Argn Grodps [ner-gwa- sureT-0 -
Subcate gy ok 7] Aszigries Harma: [ ]
Drodus Tepa: o ey T|  Suownd Gsgn Segup | -
Problan Typai Tpk [ Het Tedek: T Total wess of Barnos:
Manufackurer: Fekinown ) Smunnty: 1'3 - Norenal =3
clazai [ | Usar Brionky: [Fradinrn -
Contac T [ [£]
Caure Code
Cartrack: St I
SampEnyi i Tickut Sourte Ernall
Gontad Engooom Fhore § awtangion
Indidant Dascrastion:
Foustornar cannat lngen from horne uzing WPH, P
x|

6. The Advanced Search is optional, click the Advanced Search tab. To use dates as a search
criteria enter the dates. Open After: 11/12/06 and before: 12/12/06. Click Search again.

Note: The additional search options are located in the Advanced Search tab and /R Query.
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€. Peregrine

Main Menu;

opargd Bfbgr
And Batorai

By

Lt Updatwd After
And Badorad

By:

Closad aftse
And Bafaras

Byt

Lo-Eatioh |

Sawrch Which Sita

Date of wigm
Tachedciwn

@egecam || Digpley Which fnodarn Tickaty? =

Display Which Incident Tickets?

Bagic Inddent Search (ndvanced Saprch (IR Qg

Jraraaioe

[rzraziod

Iﬂ

[

I pas B Maw | 4 seaeeh | clesr F Restere = RN S, Fing

rsardvare Detaily

Elatf et hﬁufld.ur\irr

Sevial Humber: [

Madal: [

| Crpdrateng Systamas Details

Sparabng Syrtemi

OS5 VR

Farvice Lavel/Pack I

~ Failing Cormponant Datails

Manvuf schurarn |

Lhnik I

Swrikl Horabar: I

Thind Barky Returancas -

SOy [

Husribar: |

7. The screen below is the result of an advanced search option. The options were modified to find
tickets that were: Open After: 11/12/06 and Before: 12/12/06.
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¥ Peregrine

:an Mnu: dngecam || Updata Inodant Humber THAOESF =
Update Incident Mumber IMIDESF N

o Or B Cancal P Brauieas | 5 Aast H Gave 4 Unde *?Clncl '-.k Find 1 Fill :"3 Clockz ‘.L' "
Incidert Gpa Undatd : : £ v |
I;‘ > ﬁ:n: .‘:fm‘ Sratus Categery | el Desoipiion Dpenad By ,‘-:‘_::;:n-.q-nt &

112008 LESIR/0E DEAGLEND X _ * St = T EHE:

F o EHL0gRF 1508030 15.10:19  ALERT nabwark Pusbomar cannot logon Froem heerm asbog VEH. 5 —  Farbasningmin o SUPPT-#
L N P A R
- 12800 a1 30f0d  BEsDLINE Aequert have lnpkop configured for mermake VEEM disl up = BdLUDESETOR
I gia3ig 10ATAT  ALERT handbvars. | ioeans, Slah il WITA CENTRAL

§ g My lackbeirey 15 ot working (the sensor foe the soed knob
- 132306 AL/F9M06  DEADLINE o . 8 CRU-DERKTOR
IMLoLny d b A talgcornmne ir net baing readl Any chancs ©can pick up & new one @usasrginia. goy 3
10:31487 C10:31518 ALERT taday WITa CEMTRAL !
s dmm A E bAoA Taar P |
et}
IM10097 Tick et Status i o
Encidant Tilda: [Eustamar cannat lngan from Fama uring wh
Incident Dekaiic | Gompany & t Informisbion | Adiiben | Contact  Arist | Aftachment | S88 Hirtory | Alsrts | Belated facords  Bidbng Information
Maotification
ilaet Status) CEADLINE ALERT DumEr BT v e
Catdgary rruhmrk Brirnary Argn Groaps IHET-EF‘G-EUDDT-D .
Subratsgon: g #]  Aszigres Harma: [ m
Drodus Tepa: . T|  Suownd msgn Gegun | -
Froblam Typei Bk ¥ [ Hot Tedkeh T Tetal Less of Barncet
Manufackurer: Fekinown ) Smunnty: '|'$ - Norenal =3
Clazat [ | sar Prionky [Fradinrn -
Condad Temne! | ]
Caure Code
Cartrack: St I
Garnp i Wil Tichut Fourte Email
Cantad Brgecam Ehare £ aetgngion:
Inadant Dascrgtiont
’c-.u.mmq.- cannat kgan Fram horme uEing YRR, al|

LESSON 4: UPDATING AN INCIDENT TICKET

To update an Incident you must first search for the Incident Ticket number.

Next click the Activities tab, within the Activities tab click the Action/Resolution tab.
Select the Type; use the drop down arrow, next fill in the Corrective Actions edit box.
Click the Save button.

P~
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€ _Peregrine ——

-Main Menu: B L W g b g I idpdns Trasdent Murrdoar [MI0GLS
& .Ij . update Incident Mumber IMETDES T I
4 [ Fav | ¥ OMHBE Sanset i Pravicus | b mee (Bl savs O unde 0 otese| [0 Find o R TR Dhenks B
2 Gy Mer Laedent [l Opan Tiew Updata Tirme Alart Sk s Cadegpey Brief Dagordphoas =
EHERO 100308 Od: 21T 1S od:iS6:12 wp-datad hardware This iz in inddert reated in GEV itaraticon 1 - M5 Moda
% 41 Q0 101508 L30T 28 10LEN0E T3 46243 alart #lign 1 hardiare Rufedsh it &1d bl ackbaiy
IMigash A0/ IF06 LS 1 T6I5E A IEDE 16143230 #lurt rhage 1 nabwnik Land'"Wan cartage
IMAGGEZS 10/ 2306 LE:FN:2L 10F W06 L 40:30 alart itage L hardware Crpen.Med Inodent fremm panblamfregaest
Gk LR 10/ 2508 L ER:AS 10FEFR0E 184800 alart stiga I marfrara raw incidank Best uring submek FPudcion
MAGGES L0THOE LEIFRi4T L Z306 2615530 abarl Fiage & el e Greste Indial Ray Dndidant
IMLIGa0R T ASI06 L& S 2T 1L/05/06 TanS4:3L DEADLIRE ALERT FCLREE Tarhireg b Haw Coll b How Encidant Fonction
TR T0/20,/00 1333 167006 19:50:20  wlortatagn o arcuvy Brchlon with VRN sccow 1)
-

|®

| IM10019 | Tkt Stasici e

Ol oA i inemaktian

i inkomatito;
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5. The system message will display at the top of the page indicating the incident has been updated.

€ Peregrine re—

T Incident TMIDD19 has hoen updated by wirginin g,

Main Menu @ulrl.l.wginu.n;-m; Updata Ingident Humbss (HLOOLS &
% |_'413' update Incident Xumber IM 10019 1y &
g 0 Fay v 0k cancel] & previcus| 3 mast] [ Bave| & vadsl JF ctoia D i = Rl () locka g/
o L Mer Tncident 13 Zpan T Updabe Tioes Akt Stater Tatagury Boiaf Dosoichion -
EMI00E TOOOAG O6:SE1T  TO/0N0E 081561 updwbed harduars Thip in in inddent ceabad in DEV Raration 1 = MSE Mads
FEZ RN R 1018/ 130748 S0 LEMDE LR idGeqd alart dkags 1 hardvass Fafragk Bz ald BlagkBamy
1ML G L3 0E 1d:T8 S PG T L T R e e ] alart tEage 1 Foatwn s Lard ¥ an cutsga
IMLGD22 1823 e T4:32:21 IO ITHOE 1aSa 0 alort chags 1 Bardiana Cpan Mev Inodark frem preblemy' requacs
1MoL 128 0E 2435, 93 L0286 164958 slart sbaga 1 rrardransa  mew inddant Best uikng §ubmdk Pundian
B FR e | LOFEAT0E 1h: 3948 SO EOL 1615830 alart stage 1 masedrame  Create Indial Bew brddient
IMAGa00 L0160 T 9425 LIA0EM0G 1054030 EUADLINL ALIET MECRER Teeting tha Maw Call o Rew Inddent Functien
¥ IH1D818 B2 06 D3N8 18006 15:12:85  wpdated ATETEE Probisa with YPH sccnas 4
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IM10019 Tickat Statuz: F =
Inoidmet Titha:

[rablarn wnh wPN acoess
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{anedant Cakalls Gemmgany Spasifi-§

LESSON 5: RESOLVING AN INCIDENT TICKET

1. To locate the Incident ticket that you would like to resolve, search the Incident Queue.

2. Click the Resolve button.
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WG| T ance |G Pravious I ment B save o wnda| | Raselvs (O Fing S ) () oo T ®a
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3. Click the Action/Resolution tab to continue the resolve process.

4. Select the Fix Type, fill in the Solution, with the ticket details, next click the Closure
Code Fill Form button. Select the appropriate Closure Code from the list of options.

5. Click Save, (the ticket status will change to Resolved).
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-Fix Typa

Pasrngrans TAMpars
Baiaid Lpdubust Riiolitiomie = ¥ L 50U snable e i
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CAUTION: Check the top of page for the System Message after the process has been saved.

6. You may check the Historical Activities tab to ensure the ticket has been updated.
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Date/Time Type Dparator Caescription -
L2 1206 R Work completed TICKET IS
TITTVEL egolved @nge. com RESOLVED.

7. The system message will display at the top of the page indicating the incident was resolved.
8. The system will also send out a ServiceCenter notification to the designated email.

& Pe reg r.-i-.rl.EI W Incident 1M1 1748 was Resolved,

Main Menu) Bngases || Updobe Ingsdans Murmbes TMLE748 »
II_!' _':' Update Incident Mumber 1MLLT48 IJ..'I (3
- & oK M Cancel < Pravigwr | Hext Beopen span | & Undo: 41 Cloge S Find =0 Rdl O chocke T Ny
Fle o : ] 5
= 19:4%:0% 188103 1 TRCA T e T EOHESLE £
Gy
[Minez ";'f'lll_':;","; ﬁ,ﬂ;mf‘ apen nabeark usEd unaDle 0 Jogeed conn e o hakwoek w0 HET-ENG-ELRPT-0
o onieTioT nafarieT alers stags e WOE-MGISEAITA
SEARERL  ggirEiiz 19128123 i Selagiiions [omaile w mdi phany I INTERMAL 35
” 5 axMaa? 02F13/a7 wlar® itiaga Ceraakifig o ey Call calating s G fed IRsdant 1 TCS-SERVECE REQET
T L R T 16151148 1 MEIRCHNINE - o liek_ o W EOMEGLE
paigrge SRINOT - BHANET  ABREREE emsr ad pasieerd det s COO-HELPDESH BROF
B EMLLTEE ?E'_r,i:.'_':r E?.f?:;!? voachend tnlocoranie ServicaCanber Resobes Tncident Tickot - S o EE.S.-.?EFEEE REQET. [
IMii748 | Tiket Grabus) FetFafid
Tacidest Trle: SarviceCanter Resohe [nddent Tk et

LESSON 6: CLOSING AN INCIDENT TICKET

1. To locate the Incident that you would like to close, search within the Incident Queue.
2. Go to the Action/Resolution tab within the Resolution tab; enter a Solution in the text box.

ﬁ Close

3. Click the Close button.
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4. A system message will display at the top of the page indicating the incident has been Closed.

Kﬁv Pereg !.,i,r.}.,el_ T Incident 1M1 1748 has been closed by F L. COM.
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LESSON 7: SUSPEND AN INCIDENT TICKET

1. To change the ticket status to Suspend, locate the incident that you would like to suspend,
search within the Incident Queue. There are two icons located on the far right side of the
Incident ticket, the List icon and the Detail icon. To change the ticket status to suspend, click
the Detail icon then click the Suspend Incident option.

B

Main Hamu: Engecon | Updats Dnddent Huenbar TMI0421 »
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i o OFEU Cancall F Presiows db Mexk 5 Sava wf' Urdo W Raselve WL Find 1 Rl {1} Clocks Dwtadll Dptons o]
T =F o :
-~ BLLEALE . 14:06:3% 1Ting4a ALERT (Pl kel e veswerew Wy naminder .
) _o [ e
sk xblay g;'é:" g; gg‘:;gf?z rasolvad ribw ol This i & trial test for boday inEgvika, ving @JEU’P‘MJWM
10455 13 i+ [ T g i Vi Hatucok Sutage [Mackar fncdant = "i"-'i Tew nqﬁ
kUL 05 dBde 14119508 razelee nakya Tickei) nge com bt
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2. Next click the Open Calendar icon, select the ticket suspend date and time.

Incidernt Murnber: IM10339
Reackivate Time: I @

3. Click the OK button to complete the suspend process; the ticket is now in a suspended status.

Mpir Manul sslvin Sedk @ngssem

& R Main MenuClark, ©alvin -]
.,

u CaF v OE W Camcsl L mad =" Fill
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to becoma adiive sgaire & justfication ir required. Youw may amand tha justification tast or procesd to suspand

!:.:PEE
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Renctiyate Tirms Ii@ Sum Men Tue Wed Tho 151 St
Jstification i B : B 5 a0
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ig 1§
i3 2&
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Note: While in a suspended status the ticket escalation process stops. The Unsuspend tab is
located in the location as the Suspend tab.
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LESSON 8: CREATE/EDIT CONTACT INFORMATION

Note: When adding or editing use all lower case in the contact name (jane.doe@vita.virginia.gov;
john.doe @dmhmrsas.virginia.gov).

1. Click the Take New Calls icon located on the ServiceCenter Editor.
CAUTION: This process follows the Take New Call procedure. Perform a thorough search to verify that

the User’s information is in the database. If the contact information is not found follow the
procedures below.

A& Peregrine

RrEMmL

i Manus Bsta.virpnin.gor
'-I:j' La.‘r Pakn Memu; dyitawirginia.goy
& T3 Fawories anc T lagout

3 Cify Mo navigas

ServiceCenter =

oy icelenter

Usibbier Maickamencg |

Ervijuiry
T Take Mew Calls Search Knowledge Base
Daickly log o vapobend e, e : Craigry hg availabls Beouleday
starka naw call record, = s feoashaioni s sdnan
T Qususs -

= View Work Queues
i Map pre:slzbroad obees te
satcrhe find vour woaklopd

Note: The red triangle in the top left corner of any text box indicates mandatory data. Use the Fill
Form tab located at the right corner of each text box to auto-fill data.

2. Next fill in the Contact for this call, enter the first name and the first initial of the last name, this
is commonly referred to as the Login ID. If the caller's name is jane.doe@vita.virginia.gov, enter
jane.d into the text box and click the Fill Form button. If the caller is listed in the database the
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name will appear as listed below. Select the appropriate name from the list of names.

rIRR——— Bngesern | Belick Balibad Racords
Select Relaked Records i
L2 back 4"’
Soakmet Mo Lait Hafma Firak Mam<s Pleana Extamilen Dapartrnant Sampany

e ol o, Y 3 2 tane 14+ WA

e st AN G Pawsid Jana BO4-7 38411 VAP SHRR W DH wa

wo S g wrgingg, ggu Doss Jang BO4-TTT-9351 WA EHHR WD H [

Lo Jan Brd-F31-2053 WaFEHHR WD H L

Jans VAT HHE YR H WA

3. If the contact name is not listed, a system generated message will appear at the top of the
screen indicating “Cannot find related information in contacts”.

Cannot find related information in contacts. o
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e Call
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Show :
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AddrEdit | E‘
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4. To add a new contact click the Add/Edit Contact icon.

CAUTION: If the Add button does not appear at the top of the screen you have not performed the
previous steps correctly. Pay close attention to typing errors or misspelled information.
You do not have the permission to delete contact information after it has been saved.

Note: See the Add button below for new contact; ensure that the information is entered correctly.

5. For Contact Name enter the complete email/login id (all lower case), jane.doe@vita.virginia.gov,
john.doe@dmhmrsas.virginia.gov. Examples of common errors or misspelled information include
JOHN.DOE@VITA.VIRGINIA.GOV, John.Doe@yvita.virginia.gov, john.doe @vtia.virginia.gov,
Jane.doe@vita.virginia.gov, Robert.simth@vdh.virginia.gov, and anne.taylor @ vdh.virginia.gvo.

6. For Company enter VA in capital letters. For Department Name enter VITA, VDOT, VDH,
DMHMRSAS, etc. Click the Fill Form button (top yellow arrow).

7. For Email enter the email account to receive ServiceCenter notifications, this may be different
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from the contact name email.

Mo records found, you may add a new record.

v OK 8 Cancel @ add O, Find =7 Fil

Cc-ntact Information

: Business :_Address !Cnntact Murnbers |Mi5c |Cnmmgnts Iﬁttachments i
Contact Marme: — ;. o Last Marme!
¥ i ;_ane.dne_@l.lhd.l.llrglnla.gnl.l ; s Doe
Ernployes ID: First Mare: L_3 Nane
Gold Card: Middles Suffix: .
Primary Configuration Iterm =l Walid From:
Cormpany: i =F Tot
Dept Marme: }__.) ;‘JDH . = FTupe: ]
Titla: - kote: (Business tab) The red arrowes are mandstory fields.
; -

Group! Step 1: Fill in the mandatory fields
Shift:

: ) Step 2 Click the Fill Form next to Dept Mame, (zee top YELLOWY
Ernail: = “wliane. doe@uita, virginiz. gov Cl|
Manages : &f {rote: The Corp StructDiv, should appear after you complete step
Service Caontrack: - 2, [zee bottom YELLCWY atr o)
Safe SELepI | lexample of Corp StructDiv, VASHHRADH, VASOTECHAITA
Heldesk Role: i et

Note: The Corp Struct/Div will auto fill after the Fill Form button is activated (bottom yellow arrow).

8. Enter the Last name and First name.
9. Click the Address tab; enter the Dept and Company name (VA/VDH, VA/VITA, VA/DMHMRSAS,
etc.). Click the Fill Form (yellow arrow).

v ok # cancel 4 add O, Find = il

Contact Information

|| Busifness !Address Contact Murnbers : Misc | Cormrments IAttachn‘rents |

Business Address:

Lu:u:aiu:un: e _ :

Location Full Mame: I‘JNUDH 0 ;

Marme: )

Addrazs: Click the Location Full Mame, (Fill Form) Select the
Location D number from the list of ID numbers, ex. 993

Hours: to

Note: A list of Location ID number will appear, select the appropriate number.
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Location ID Location Mame Address City Zip Code  Primary Contack C-ouni:rl,l
MDH HEALTH, DERPT OF
995 PIEDMONT HD - BUCKIMGHAM COUNTY Highway 60 Buckingham 23921 UMITED STATES
994 PIEDMONT HD - AMELLA COUNTY 16320 Church Street Armelia 23002 UMITED STATES
993 HENRICO HD - HENRICO COUNTY HQ - WEST END 8600 Dixon Powers Drive Richrmond 23228 UMITED STATES
292 HEMRICO HD - HEMRICO COUNTY HG - EAST EMD 2210 Mine Mile Road Richrmond 23223 UMITED STATES
290 CHICKEAHOMINY HD - HAMOWER COUNTY 12312 Washingtan Highway Ashland 23005 UMITED STATES

10. The Location ID will auto-fill according to the number selected.

. Business Iﬁc.ddress Contact Murnbers |Misc !.Cnrnrnents Eﬁd:tachments |

Location: r—

Location Full Mame: IMMUDH.I"?E‘S
Marne: HEMRICO HD - HENRICO COLINTY HQ
Address: 2600 Dixon Powers Dirive _ﬂ
ﬂ.
Richrmand ua 23228
UMITED STATES
Hours: to

11. Click the Contact Numbers tab, enter contact phone number.

|Bu5ine95 E_Address |Cn:\ntact Mumbers Misc |C_-Drnrnents_ |Attachmemts |
Wk rBD4-333-i234| Portable:

Extenszion: I

Note: Double check the Address and Business tabs, if the information is correct, click the Add
button.

Q Pereg!:,'!:!g Record has been added to contacts,

12. To return to the Take New Call ticket click the OK button.

ServiceCenter® Training Tip: Quick Reference Card

Page 37 of 71




vI A NORTHROP GRUMMAN ServiceCenter User Guide
A - DIN SD-SC-16.7.5/1.0

ep 1 Fillin Cortact Mame, all lower caze (prefer agency emai
=tep 2 Company. always WA must be CAPITALIZED

Step 3 Dept Name: equals agency VDH, DMHMESAS, YITA, etc..
CAPITALIZED

=tep 4. Email. ServiceCenter notifications sent here

Step 5 Last & First Mame

=tep B Click the Fill Form next to Dept Mame texdt box, (yvellos arrowe)
=tep 7o Click the (Adress tak)

Step 8 Enter WARDH; WARITA: WADMHMESAS ete.. inthe
[Location. Full Mame) CAPITALIZED

Step 9 Click the Fill Form on the (Location Full Mame) text box,
[wellovy arrowy)

=tep 10; Select the appropriste Location [0 number, this will auto fill
Fie PAMDATORY, Location text box

=tep 11: Enter a phone number 504-123-4567

Step 12 Click the Add button

Mote: [(Record has been added to cortacts) meszage

Step 13 Click the ©R button to return to Rew Call ticket

[Tazk Complete)

Note: The next topic demonstrates how to Edit contact information generated from an Incident.

EDIT CONTACT INFORMATION (INCIDENT TICKET)

Note: The operator received changes in information from the user.

1. To update the contact information click the Contact tab. The highlighted text boxes are the
common areas that require editing.

€. Peregrine

| Main Henu: Wrgocom | Update Incdant Humbsr EMI1817 =
-\.!Ef. f Update Incident Mumber IM11817 Iy
& (o pe. v OF | B Cancal E save | Unde T Recclve T mind 0 pill (0} clodhr T
1S :';:‘ Mi Ireident ID.. Open Tims Updats Tirma Shabrr Catageory Briof-Daceripasn Dpansd By Primmary Sxpignmand
FoIELAELF B22ESOF 16:17240 BRSE6 07 R ETE  alertplage ¥ soflwess  Busbing bﬂ!hldd-_r!k S dwge ol DEU-GESETOE WITA CEMTRAL
IM11817 Tickat Seanus: Sewn =
Trcidant Tikhe:

i‘.l shang adit inadent
Insident Catails’| Comnpany Spac
_Nn_l;ﬂmtlnn

Zoritect Datais fddenss ] Duparkinank | Sortrsc Indaem alion

fsppaion]pobenieale e Besst] Monsrs JE Ihisa | nd Bojsnd Baacta g Tbervasnn]

Contwti o ————— ] | ariginal Call CALL1Z436
Full Mame: |T|p\.il:.' [-Dum{ri.‘w
Pl |&,3°-l. ST Bty | Faw: I—

[F  Repartsd By different from Contack Kamne

CoFt Carled

Emaath bipi b paragreaEviti virgmaa, [ Critieal Usern
Pagrall Mo, | FaFarsnge #; |
Campanyg: i
Gamics Heniger: |ﬂ'll'\-hll-l3iﬁ T ]
Sawvbin Dalivary Mar rs‘M 1 ]
Lele| el |

2. Click the Address tab to begin the edit process.
3. To change the Location remove the current name, VA/VITA/50 and replace with the new agency
location (VA/VDH, VA/DMHMRSAS, VA/VDOT, etc.). Click the Location Fill Form button.
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Note: This will filter your search criteria from the current location to the new agency name.

€. Peregrine cotve Wisely

Pl aary Pl vz ngaesm - Updats Ircdant Humber 1811827 =
wer 78 Update Incident Mumber IMITELT iy
& fare v on B cancel B save’ F unde M rerorae 1, Find = | 0 clocks Ll o
=hr =
) L'¢ [ Enddank TT  Cpan: T Update Tinee Etatus Category  Bref Desoiption Cparad By Bainnapy S signiment
FoEeElRAT DR AT MRILTIH BIS26S0F EhghiEe  aleristage 3 softmare testingeditincident 0 Smgooonn. DEU-DESKETOR YITA CENTRAL
i
IM11817 ] Tickat S=atue: e s
e ARt it

I:na-dlln:_D_ﬂa:_lll [Company Spacific Infarmoation Ak F|Cantack | Arpat F-’Bt-ld'\-rr\-tn-’_tjm.ﬁ. .Hlﬂnr'.l | Alorte | Balsted l_'.qf?r\dr- Bllllng Irdfcarnation

Leatean [unparta m
Buddress: E o

g
Gyl
Fate) Baildirg |
Lo TTY ST Flagr: |
Zip Code; FETIT Faormg |

4. Select the appropriate Location ID. The new agency Location ID will auto-fill based on the new

selection.
A
R e e —
| Main Marus: gy cam ' Salack Ralated Racords o«
= Lé Seleck Related Records £
i A Fa £ b i
d Oy My Location T& | Lacation Mama afdrars ity Zip Goda Prirmary Gontac Gounby
MTs VIRGEIHIA IRFDREMAT [ON TECHNCGLOGIES AGERGY
a4 VITA HEAD AR TERS 410 5. Fih Hrest dround floon L-31F  Richmend 23219 URITED STATES
A WITA RPE 110 5 Tth Strask Richraond 23215 UHITEDG STATES
%04 VITA = STALNTOH LOCATION B1L Commarnce Rasd sEsunkon  FAADE UNITED STATES
25T VERDOR SUFPCRT Sew nobes for vendar addeess Richoncnd  ZFZ1F UNITED STATES
ared VITA HEADGURRTER S 411 East Franklit Siraet Kithmand 25219 UNTTED BTATES
R4 VITA = LYRCHEURS LOCATION 4219 Campball Ave Lymchburg ~ 24500 URITED ATRTIS
L REGIDENTEAL LOCATECH Sae npter for reekdentisd address Richrmgnd 23219 UHITED STATES
is VITA - ROAMCRE LO-CATION 20ZT-C Pelars Creak Boad Roanoke Zd0i% UHITED ETATES

5. Select the Activities tab enter a journal entry to reflect the new changes.

Note: If you click the save button before you update the ticket the message below will appear.
Microsoft Internet Explore EI

i ‘: Flease provide an update.

Note: After you provide the update the system generated message below will appear.
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IK‘Q‘:—-- PE regrj?.l?. @ Incident (4110817 has been updated by

—
Malr Marag Prgioany - Updats Tnddent Murnber JMLERLT »

Wmgc. com.

-3.- L-'f' l.lpld-ﬂ;l Incident Mumber TR 1817 _'Eh =9

& oA s ¥ ok Cancal H Fave 4 Unde & rezalen -d\.\. Find| ™2 il Y Clocke =

5 Sa M Irident 10 Open Time Update Thma SEakus Tategan | Brief Dasoipticn Spened By Fuirnary Asfignmant
FoIMLEELT DTFIHNT EITAD 0FSALS07 L2 updoted poftware  tosting aditincident Cgngc.comn DEWDERKTOR WITA CENTRAL

| IM11817 | Ticket Seatue: e :1

LESSON 9: CREATE AND RESOLVE A CUSTOMER SERVICE ALERT (CSA)

Customer Service Alerts (CSA) are notifications used to report significant outages or conditions that
likely have high external visibility. There are two general scenarios which may justify creating a CSA, an
engineer declared outage or a customer requested outage.

An Engineer Declared outage is when the Service Desk Analyst follows the Call > Incident normal ticket
routine and the Incident ticket is routed to the selected assignment group. The Service Desk or
engineer within the assignment group is responsible to initiate the CSA Notification tab. Some one within
the assignment group activates the Notification tab and selects CSA Notification from Type drop down
arrow. Always save your changes.

A Customer Request CSA is a natification from an outside agency reporting a critical outage. The
Service Desk Analyst will follow the same procedures as above to include selecting the Notification tab
and CSA Notification from the Type drop down arrow. Always save your changes.

Warning: When you select (Type 1 or 2 or 3) below, the watch outage group will be notified.

Type 1: CSA Initial (for initial notification only)

Type 2: CSA Update

Type 3: CSA Resolve

Type 4: Analysis/Research (watch outage group is not notified)
Type 5: Communication with Customer (user/customer notified)
Type 6: The Customer Service Alert has been initiated and is saved.

CAUTION: After the incident has been upgraded to critical and identified as a CSA complete the
following procedures:

On the Notification tab:

Step 1: Click the Fill Form button next to the ID field

Step 2: Click the Search button to view and select the appropriate ID.

Step 3: Click the Down Calendar to select the date and down time of the reported outage.
Step 4: Click the Activities tab; make the appropriate selection from the drop down arrow.
Step 5: Fill-in the Action/Resolution (Corrective Actions) and click Save.

Update: To update the CSA, make your selection from (Type 2 or 4), click Save.

Resolve: To resolve the CSA

Step 1: On the Notification tab, click the Up calendar to select date and up time of the

Page 40 of 71



vI A NORTHROP GRUMMAN ServiceCenter User Guide
A - DIN SD-SC-16.7.5/1.0

reported outage
Note: This must be done before you select the resolve button.
Step 2: Click the Resolve button.
Step 3: Click the Action/Resolution tab.
Step 4. Select the Fix Type, Closure Code, and Solution.
Step 5: Click the Save button a notification will be send to the watch outage group

SERVICE DESK ANALYST

1. Click the Take New Calls icon located on the ServiceCenter® Menu.

€. Peregrine

Main Henu: [y
B (2. Mala Mep LD [y &

I Iygaut
|

' ServiceCenter - o @ B &6

J';l-“.i: Maintenancy |9 Sl Change LEdihee

Frgpary

|-,.—.-.-:-3ﬁ Lake Mew Calls m search Knowledge Base

Quiskly fog & renotesd igoe, o srwmry th vl sble Snovtadas
iterl @ oy dall sgigedd, ciiaedds i dobARAT b iduad
L L] o wlyinig ._Iu':uq
(P Miew Work Queues = Resolved Incidents
(-] Lire pre-dedivd inbozes be Wiaw gwraetly seralied ingdants
guichly S woyr work lngd =

Note: The screen shown on the next page will appear.

Note: The red triangle in the top left corner of any text box indicates mandatory data. Use the Fill
Form tab located at the right corner of each text box.

2. Fill'in all of the required information identified by the red triangle.
3. Click the Create Incident icon, all the information will be transferred to the new incident ticket,
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€. Peregrine

ATRTE MG,

| Mair Mana: e | p———
E’Jﬁ ow Call

% d # cancel A Undo! '?1 Subrit ﬁ' close! UL Fing ::.l! F|II.

® g m | riva b contact, ] T T
i Sartact for thiz zall; rm Catagory: Efr ]
Tnedant Full Harmai Subcategony) fhuilding =8|
r Eracintt Typat [aereral faclities =3
n Problecn Type: penaral msinkanance F
Ao 3l My A FACILITY MAINTERAL| w
Swvarity: 1 - Critical -
ELA Fithes ! £ [+
ﬁ. Larvion Conbrack:
Shaw
Falatad Tichat Saimon: elephors -
A Configurstion 18z B
ph s call s foe R R e
i Thit cali iz far: bodal:
Fir
Solution | Full Mame) [ Critiesl CI [ Fanding Changs
m T Totsl Lors of $ervice
add/Edit : :
Cantack
Do cripkion |
Caupn code: I EI
ha procedures for CHA Gre the same in the Call ficka®, tha precadures in the Incdest very elightly Fram & rormsd :l
Trcidant tickak]

Note: The screen on the next page will appear.
Note: The system generated message indicating that the Call has been added below.

4. Click on the Save below to save the Incident ticket and relate it to the Call ticket.

Page 42 of 71




NORTHROP GRUMMAN ServiceCenter User Guide
M DIN SD-SC-16.7.5/1.0

. Peregrine

LTETE W Call CALLYFLRE has been added.

HH-'. Manu Wngooeny | Craate - Mew Incdent Recoed »
i-'_.rr Tk Ereate a New Incidon

L ok B carcel = Bave @ Undo (O, Fnd =F il |30 ks

“ & [1M13494 % Thoket Seutus ey

Incdent Tithe:

[Tha procedures far 54 are the arme @ the Call ickeb, tha procadures in the [hodent vary shat

Ta-:ld.frtt-ntt.alls Qu{nplny_ﬁﬂuofle’mmahEhh_“ _ﬂh}; BAion | oty -A.ls_&lsu& History | Felabed Reccots | Biling Irrﬁwm\m_u,r:-_

Alart Stabur L=lrt T8 @nge rarn

Rt gy Fadlivas Pty A g Arauge [Faz-FagiLITY an-rrsnmcsﬁ
Bubiategan: iding ] Adighad BB | A
Product Typs general faciting =

Probigm Typer AR dedl faknbanames 2 HetTiden [T Tetsl Loss of Sermioel
Msnufacturar [ | Boventy: 1t - criticat e
Clara: [ (F|  mer Pricaite: |ntical L
Cantad Tirra: | E

Elapsad Time CaluFe Code

GContract: Tickak Sowcal Telaphean

Cempany: s

Conkad: T r—— Ehenn ¥ & : B04TAT1450

T VIR ek

Engigdank Dopporipbion:

pocedures for CEO are tha same in the Cal ticket, the proceduses i bhe Enpdent waey slightly from & noermeal ;I
tncidunt Hoak

|

L k]

Note: The “Call has been associated with an Incident”.

Q\" Peregﬂng W 5M Call CALLID1 20 associabed with 1M Ticket IM13494,

@nq:.qqm! Updats Lnadens Humbar [MLI3458 =
34__:? Update Incident Mumber 1M13404

f
Malr Moo

5 i o 0k ® Canesl [l gave [ Unde [ mesalon D Final = R ({5 e

v 4 | IM13494 | Ticket Sttt Boen

Irdidant Tals:

|'n-.- peocadunes for CEA are the farme n the Call ticket. the procedures In the Insdent vary sligh

rndd-ara: I}-ztall: OO AT Spq.ml"-cmﬁmmimn Auinkins men;m:l .dursvrt ﬁmmtﬂt SLA i-n:!.'w:.l Mtrts Rﬁmd-atmuds Billing Ieifeirnation |

!!nh!'lmu-:-

Mt:r. Ms- DEEn L8711 R L D

Calegary Fadiites Frirfary fagn Group! [FAC-FACILITY HALRTEHANCL|w
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Marufadgursr) Unkngwn | - HEvarty r’, - Critical -
Clagss =4 Lisar Brioiby) f‘f"""' -
Gontach Tima: [ E

Cauzs Codal

Gt st Silter| [

CETRD ATy v Tichek Sounces Telephane

Gontad -ﬂ'-"g-t-f;ﬂ"' Fhone | sutengmn)

Ircident Cesonipkinn

B precedune s for CHA& Jre the sama in the Call ticket, the procedures in the Incdent vary slightiy from a neamnal J
Hnddart tideak

xl

] %

5. Service Desk Analyst: To initiate a Customer Service Alert follow the procedures below:
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Click on the Notification tab.

Within the Notification tab, click the Fill Form button next to the ID field.

Click the Search button to view and select the appropriate ID.

Click the Down calendar to select the date and down time of the reported outage.
Click the Activities tab; make the appropriate selection from the drop down arrow.
Fill in the Action/Resolution (Corrective Actions) and click Save.

~0oQo oW

Caution: When you select Type 1. 2. or 3 below the watch outage group will be notified.

Type 1: CSA Initial (for initial notification only)

Type 2: CSA Update

Type 3: CSA Resolve

Type 4: Analysis/Research (watch outage group is not notified)
Type 5: Communication with Customer (user/customer notified)
Type 6: The Customer Service Alert has been initiated and is saved.

SERVICE DESK/ENGINEERS

Service Desk/Engineers follow the procedures below for a Engineer Declared Customer Service Alert
(CSA)

Note: The incident ticket was created by the Service Desk Analyst and assigned to the primary
assignment group. Based on research and troubleshooting procedures the decision is made to
create a CSA.

1. Engineer Declared CSA
a. Step 1 — Click the Notification tab.

s
ﬁu‘. Peregr.lnle; W 5M Call CALLIZLI8 associated with I Ticket TMIE3474,

Mars Masu: ﬁ:\ge.tmn: Usdate Lasident Harmbis IM2 3404 =
3 v Update Tneident Mumber 1813494

oo ok Concel ([ Save o Unde! B Razalus O Find) 7 5l (D) Closka

: SR

- :{ | iMi3494 | Tickat Stakssi (TN

Encidant Tile: ITM. procadures for S5A are the 1ame in the Call tiduet, the procadurad in tha Inddant sary aligh
Inddert Datsis LGompany Spedficinfornastion. donitier, Cootac Aseet Atachment FELS Hitory | Alaste | Balated Recoeds B lling; Infoncation.
Hotfication |

et SEatuss e Cwner QL Comn
Cotmgarys Faciltins Prieary Adgn Qroup: [Fac-FACILITY MATHTENANCE [+
SubLategary: Baiilding 28] Assgeee Ham: [ =
Produd Typei ganarsl Fedlibesd -] Fncond Axgn Group: | b
Problam Type: genersl Fraintenan e =il T ot Tidseh T Total Lasr of Servicer
ianifacturen [Uritmae | SREEERY T - Critical E
Claas: | ] el o Crikical
Conkact Thre: [ m

Cavim Code:

Centradh: Sita: |
Companyi Wi Tickak Source Telephone
Soakad: _ Prge.com Bhang J #xtanilen:

Encident Dezoiption:

Fiha procaduras for COA ars Bhd 2ama 3n the Culk Giekat, tha provedures in tha Ineldent vany slightly Fram & nemal =]
Incidamt Heb et

Z
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b. Step 2 — Within the Notification tab, click the Fill Form button next to the ID field, next
click the Search button to view the appropriate Id selections.

g‘;- Peregr[ﬂg T 5M Call CALLI3136 associated with IM Ticket 1413494, EVOTVE e

Main Manut calvircdark@ngooom | Updste trodant Humbar IML3390
3 _-f'_' Update Incident Sumber TM1 3494 :E; a

M. o of W Cancal E Savs & Undo m?ﬁuiulﬂ 1, Find i mcluh:

2 [IM13494 | bl sl

Encidant Tith: th procedores for C58 are the same in the Call tchet, tha procedurss In the ncdant varg sligh

Inculent Detsds  Compary Spedfic Infoemation ' Adicities | Capback Azsel [Attachment SLA |Histoay | Bleds |Relsted Recads | Billing Information
Hotficshion

Ldi |

Eariar

E%
ck #ha Gl tab te select Me comrect CEA A

D siom
Tystarm
Subaysterm;
Desonption

Irnpac

Do | E
Ugp: |

c. Step 3 — Select the appropriate Id number

Evalve Wisaly
®._ Peregrine Eualve W
> AT
ferem— T —
: et Mo RN, carm . Plasra 29k & vaarch oitars. = |
2 Please select a search criteria. fay=
e o
o 0 Lo adk: [ir]
w G id | duizlon  narma | cvckam puday ctarn dazeription Irmpact. da g acive der =]
1 E":::': ';mr’" A ;"E:"-_:‘r" Sarser locsted ok the sgancy sits Agancy Sackamars trun Falge
- VITE and all agendy ousbanter dasvard
ERART Madis servers. DELL 2650, Wenitas
1o B8R IRERS  Madis? Samar that ars connactad ta DBARS for Backup krgn Falag
HetBackap, Mbnaos the Taps deive ressursesd e T ol ity Pttt
Soramtons Sffander fared State
B X 4 Sorradions [nfommaten Serten{OBEIIS) :
100 FE P} ETSIMEPF 5 Hacrage Procersing reqien for COR i) Wk BBty SHE Praki 1, L (Bagh | T Falee
(T18E]
- Aoy gtaks Bgerdy sccarding ARECE
L ki FYRIMESS s IME Production for Depatmrent of Sodsl Sarvoe | [Auterated Program to Brfesce Child e Falpe
Euippeaety =
Ed
103 MU HUE . srmimstss M5 Marcage procesting reglen far 055 Eﬂf&xﬂ:ﬁ?umm:&?;&:@rm AN
- MYS Job E Effmcks tha eudbermass abdity 8 submd snd Ouitage will abae paC, SOR, VITA, DPB.
103 WS Py Zuls ‘:“I ¥ 3 menitor jobr ar well wr prnt output from theze O5%, FSC. 950, SCB, TAK, TRS and VIE kruw Brum
e ™ johE, frormn pubrmitting jobs and pointing cutgart.

d. Step 4 — Click the Down calendar to select the date and down time of the reported
outage.
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expect the best

Main Menu @ngocom | Update Jnnderkﬂmbtt IMLI494 !
E-.:—-‘?. Update Incident Number IM13494

B0
. e | | ORI Cancel Sa-,-e._nf Unde ET Fagalye Fird !‘_-'E Fill Clogks |
B EJ i
“ @ | IM13494 | Tickat Status: s

incident Titla: IThi proceduses for C5A sre the sarme in the Call ticket, the proceduses in the Incident vary aligh

:!n-:Jdink ﬂiti“i | Sempany Specfic Information | Adiviies | Contack Aszat Madﬂnintusm [History |alarts | Ralatad Facords |

:Hn-hhcalmn

- F &

fFarvar: Agency Server

:Eli'uismn'. agency Outage

:'S:.- shain; l.‘i.;!'ﬁ.

Subgystarnm: Agency Server

Dasoription: Sdrvir |¢camd at the agtnc:.- 2

Irnpact: Agency custormars

Diown; e

g I = [:), Chck e calendar to Select ffe Down date, yod muse
change the military tine clock fo reflect the correct

down brne ex 0R:00:00 fo 143500

e. Step 5 — Click the Activities tab; select:
i. Type 1 — CSA Initial (Use for initial notification only)
i. Type 2 — CSA Update (use for updates)
ii. Type 3 — CSA Resolved (use to resolve)
iv. Type 4 — Analysis/Research (watch outage group is notified, use for ticket
notation.
v. Type 5 — Communication with Customer (user/customer notified).
f. Step 6 — Fill-in the Action/Resolution (corrective actions) and click Save.

| Muin Mamius ngc cann ' Updata Incdent Humbar IM13494 =
3 :_-G Update Incideni Humber 1481 3494 r_T_-r'Q-
i o okl M Cancel B Suve! @ unde BF Razotve DL mind) = pin| (T3 clocke
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Vou st wetect fie Trpe: and. - S
i e Correchve Achops: M
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dhbadds.

L=

2. Optional — Click the Journal Updates/Historic Activities tabs to view saved updates.
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g; Pereg .,rllr'.' — . WLCC -« Customer Service Alert - Incident IM13494 - Initial (WATCH DUTAGE Grougp).

Bdaen BaEnian Wrnges: oo+ Update Inddent Mumber IM134248 =
3 2 Updale Incident Sumbar IM15494

o v o0 | Cancal| [ Sausl o wndo B rescles (O And = Al [0 clocke

“& [ IM13494 | Tidet Svanast e
Tnsidunt Titds: F‘rru gre cedurad for CBA hre thae sarne im the Call st the prededures in thae Inddent vasy sligh
Inidunt Datalls | Cnfepany Spm:if‘e !Mr;rmnmn [taities | Gt .Mit'l. Mmm 46 Histeay | Adurs | R.:!,.il.-d Fowtards | B:IMQ !Mum-umn
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Agtion . Rarolution Site Vgt Journal Updates Murboric Adduitier _.

GAFAEIEF 11:16:94 (calvin. dadk@rge com % S|
Tha ©5& notiication has been saved, protess for S8 ROTIFICATION SOMPLETE. You MUST RESOLVE THE
CEABEFDRE YOU CLOST IT! The Rerolve button notfies the Hanagers and relected indieduais that che S5A

b Badh chafiged b & rasoked status, IF you ghih thal s thay will nel e Retdfled.

The CSA has been saved, to Resolve click the RESOLVE button

3. Toresolve the CSA
a. Step 1 —On the Notification tab, click the Up calendar to select the date and up time of
the reported outage (this must be done before you select the Resolve button).
Step 2 — Click the Resolve button.
Step 3 — Click the Action/Resolution tab.
Step 4 — Select the Fix Type, Closure Code and Solution.
Step 5 — Click the Save button (a notification will be sent to the watch outage group).
The CSA is now in a Resolved status.

®ao0oT

4. To close the CSA follow the same procedures used to close an Incident ticket.

Note: The figure below is provided as a quick reference only.

G Peregrine

A incident IM234%4 has been closed by Fngc.com. Related calis will Be processed normally.

! M aim Masus g farn ] Update Insdant Bumber TH130% o
= Update Incident Numsber 3815494 g
% Cn v 9K B Sancel £ Recpen (D) save (W undo DL Aing =T Al JE}';‘:II:--:kI -
3 | IM13494 Tickat Ftwhes: Clozed = Q
Imgidant Title: The procadurss For S55 are tha zance in tha Sall tidkat, the pracedares in tha tociders vary sfigh

Ipmdent Details | Sempany spesific Infennation | Aftions/Rarolubaon Contad (Asget | Aathirents | SLA 'Hsbon- Alarts  Relybed Ratords | Bding infermation

Earcivtion | Mirtaric Acicrtien | S iaik

E; Fim Typa

Farrad Updatar/Raealubzne: o _.pmma.ru-nt O THuray S0 unabde b Fix

QAITMDT A20FTIRT B SOy -
Follaw the pracass for CLOSINGE & Aormsd Inddast Tickat,

Bote the Tihet Stabun Resoloed

Fix Frpe: Esrmanent Cloaura Codar Fault
SLECK THE Clode batten o clodd dut tha kst
B s o e A T o R G 172 57| [P i o T

Fetatiorn [T Candidars for krouledgn 087 Shofes Code fFau 78

(1 A P

[s Step 1 Chick the Take New Call bcen (0l in required fields)
Step 2 Chek the Create Incident icon (click save)
Step 3 Click Notification tab, selecd Bown: calendan input dale and Goe (click save)
Step 4 Click RESOLVE, you musi previde an updaie, [clicksave) =
Step 5 Chek Close to complataly Close thcket {only when the resolution has been provided) Z

Note: Remember 1o change tckel stales 1o Resolve tetore yau Close the ficket,

L] &
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LESSON 10: How 1O LINK A RELATED CALL OR INCIDENT TICKET

1. Click the Take New Calls icon located on the ServiceCenter® Editor.

. Peregrine

~1

n Maru GEatta vrginia. gov

..3. 8 | Main Menu: wwitsvirgimis.goy

3 [ Faworaes snel B gt

st ServiceCenter

ServiceCanto

Ldihee {Malnteaancs

E Aaiiiny
i Take New Calls : Search Knowledge Base
Qogghdy I5n ¢ raieiva T3k ud g b Shaiy thy wvailably Boodyday
viatanarsaliag, esenladeraeltisor or ldaas,

E=1TC D50

Wigw Work Queues

Wiz precdefinedinherents
uickly G v woniioad

The screen on the next page will appear.

Note: The red triangle in the top left corner of any text box represents mandatory data. User
the Fill Form tab located at the right corner of each text box.

2. Fill out the appropriate information in the Call Detail tab. The Contact, Location, Agency, Call
Detail are mandatory.

3. The Contact Name is associated with the email account (john.doe @vita.virginia.gov). To filter your
search you may begin with the first name (john), to filter even further (john.d), after entering the
Call Name field, click the Fill Form icon located to the right of the text box. You must make your
selection from the list of names provided by your search.

4. |If there is only one name associated with the contact information, the Form Fill will auto populate
the caller’s information.

5. Click the Submit button, when the mandatory information has been filled in. A message at the
top of screen will indicate that the call has been added.
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®_ Peregrine

AYSTIML
[ Maier by ,éngf.mm [ maw ol =
Baw Call
B cancat! [ & Unds! o submit] BF coral |, Find! 537 Al
Mewr Call
Call o CALLEL4ES Stabus: Copan - Dite
Hardls Tira; Zall Gwnar: Bings cem
il Catall Russluticn Datad |LecationiDept, Datail | Cartack Sutail |
o Cantact forthiz sl CatEgary A =l
an
Trcdart Faull Hama: % Subcategong: entaeprice £l
Moo o : il Prioduck Typa: P =l
& Peobleny Type: Tty [
Hefy By: [Emad fw|  Astighenanti CC O FUNGTIONAL ADMI |
feriails L ngeenen Savanty: - Mador -
% i 3 SLA Tithe | 'El
Sarvie Coqbrack:
Shaw
Felabed Teckat Sounce I*-ltphwv = - Pe
Eianfiferrktian o — [+
m 5 i Typa:
This call & for: Madal)
Fird 8
Sahutian | Full Hmrat | = Cntical £1 ©  Pending Changse
m [~ Totel Loss of Service
AddE
ol Full Harmei

Drasciptian:

Caure cade: |—"'
|

rﬂ'ﬂn-g the Take Kew Call for Lser Training Manual

6. The Call ticket is now saved in an Open-Idle Status, to locate the Call ticket click the Last Call
button.
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= PereQUﬂ% W Call CALL1363S has been added,

| Main Iiltnui

R | Hew cail

# 3 Fan B Canzel ¢ Ungs F'.T Submit| La xall ﬁclnu CI, Fird [':' Fill

& CpMe Mew Call 4
Call T CALLEIBIE Ftatus: Qpan - Idla
Mandls Tinas call Swnan: {f@inge carm
[call Datsd | Rasalukion Getail | Lacation/Dapt, Datail | Cantact Datad |
m Whe by contack i
¢ Is calh Catagouryl =F|
Camatn
Inddent Pl Hame: | Subcstegors F
Foomi r Eroduc Type: eF|
E Froblem Type: &
Hakify By: [fone 2 R i 5
Sk =
[tz rhich fuc ation > : ELA Titla: »|q)
- | Lesgakion: E} Sevice Contrad:
Comnpanyg! A |
Show . -
Eelated Tickek Souroe: Imm—
m Configurabion Ttanm I |-..! q
hia“cal = ) Typer
i '"'II'F ﬂlt is forr todel;
Soluticn Full Rame: | T cetical €T [ Pending change

T Total Loss of Berite
Who npwhd'h call
[ E #
addrEdy epartad By

Cankact Fiall Wara:
Cauia codet i—
|

Cragerastion

1 r

7. Next step click the Detail option icon.

€. Peregrine Evolve Wisely"

et

';\uln Huarus -'Bnqc.cn-rﬂ;?: Callr CALLITEFS 1 |
! ?Lf Call: CALLIZ63S

e F.“:: v oK B Sancab %clum:.ﬂ save 4 urrd-:-_ b close "0 Fnd: =7 Filll (0 chodis

al Gy Me F-II tD_ + Btemr, h'-l.nafll-;l‘utd‘ hmﬂﬂamt
U TTET 1] Dpen - idle il Ty
Call: CALL13G3S i
wall 104 CALLEFEES Bhiabui s Gy~ Ddla
call Swner NG, CO

8. Next follow the highlighted area to link a Call to a previously Opened incident.
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(& Peregrine
- = — o
Main Msng: q‘?ﬁqr.qqm:' Call; CALL1IIGTS
E- E? Calfl; CALLLIGSS e
% {3 P v Ok B cancel 4 Clone (5] Bave o Unde 5 Clese D Find| [ Fill| $53 Clocks D:ﬂﬁnuum i
" f_b [ L=t B e Statur Ungzrigned Corkad Hpma ‘F;ﬁ.i! Rarmmndar
¥ TR ELES ] Dpan - Tdle Falsz e Bngcaom Serink Racond
faSen Sarvice Bacerds far thiz
Comtack
(Call: CALL13635 Fian ridurias 1 ratprae E
Bfiew rtigtis Findd Requred Adicn
Call 10 CALLEISRS ErCpan i FoFind Sefutian
Call dwnar: Eu Ty Craate Hot Hews
F e e ey 3 Callz
Call Dunall | Aetiitias, (SLA | Renelatinn Detail | Keouined febisng  Ralubed Rasards | Hiskary [astschrsant ) pieu Alurt Lag

9. Enter the prefix IM and the Incident number in the Text box (IM4455). Click OK.

Associating Records

B cancel

Associate Call CALLE383% with which Incident?

|1M-u:-'!|

o Ok 4 Swanh B Cance

10. A system-generated message indicating the call is associated with an incident will appear.

ﬁ Peregrine

YR EM L D lncident IM14445 asrociated mith Call CALLY 3843,
e —————
Hi e Begegemn | Tl CALLI3E4T x

Note: ServiceCenter Tip —
To relate a Call with a previously opened ticket follow the > Associate path.
To view related tickets Calls or Incidents follow the > View path.
To relate a call to a new Incident ticket follow the Related > Incidents > Open Path.

€. Peregrine Evolve Wise

T @ Incident IM14445 associated with Call CALL13643.

| Main Menu: caluin.clarkZ@ngc.com% Call: CALL1ZE643 =
& call: CALL13643

1w ok |8 cancel| G clone| [H] save € undo 58 close |, Find| =7 Fin| (i@ clocks Detail Options
call 1D Status Unassigned Cantact Marme @uset Reminder
13 CALL13643 Open - Idle Ffalse calvin.r.clark@ngc.com a_:ﬁp"int Fecord
faSes Service Records for this
Contack
Call: CALL13643 EFlaszcociate 4 rncident 4 Related

ESvizw L e ‘\‘b F¥iadd Required action

Call 1D: CALL13643 EFopen 4 Changes FyFind Solution
T P Elycreate Hot News

Calls

{Epiew Alert Lag
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Ticket # C Date Status

Description

20019 C 12/25/06 | suspended

Awaiting vendor support

LESSON 11: How TO ASSOCIATE A CONFIGURATION ITEMm (Cl)

There are two ways to associate a configuration item in ServicCenter®. First there is the Associated Cl

tab when opening an incident.

1. Click on the Associated Cl tab. The following screen will appear.

= = ¥ ¢ L]
% concel V] masclee W submit! T new (O Find) =7 Rl

Inddent Hurmbas IME1a00 Tickak Skabus: pen E]
Tithe: r

Incidint Datadls  Company | Adbens/Rasobotion | Contatt Assodated O

. . e

Configuraton Jtam I E Type: m

™ GClir sparational (ne outage)

Stage Start E !3 Cutsge End: @
Cort Center Maker
Serial Mo.; Model:

Hatwork MNafe! Damalh Hama:
IF Addrasi:
Crageriphion:

[T Critical CI CI InfForrnakion:

(LEL-T

Install Date:
Maint. Contract:

[T FPeading Change

2. Click on the fill form box to the right of the Configuration Item field/
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[ cancel ¥ Rasolve ¥ Submit 5] Hew oL Find =0 Fill

Tnadant Humbes IMILE00 Tichat SEatur: [Gran E
Tida r

|Enoidant Datads | Compang | ActimnafRassbitinn | Cantad | dsppmated C1
m——————

& enfigusatisn e l - Thpwi | u
T Sl apeestional (b duts)

Gatage Sart 1 Gutage Tnd
Caat Cantarl I IEL Makwi | @
Bavial Na Medal
hatwork Marma Darnain Harme
EP Addaii
Do peripL2e

[T Criicad €1 8 Infarmiatian: T  Panding Changs
Urwr:
Irsgtall Coatmi

Mabnk Contracti

3. The following Search screen will appear.

Please select a search criteria.

E Ba ck 3 & SearCh EBFI” R R

Configuration Iterm: |

Machine Marme:

Tupe: -
Subtype: e

Location: I

Building:

Floar:

Raoari: I

Metwark:

Status:

B R

Caormpany: i

Part Murnber:
Contact! I

Serial Humber:

Aszet Tag:

Carmain: I

IP Address:

Metwork Mame:

Share [Under Printars]:

Custormer ID:

PRIPC#: I

OS5 Manufacturer: I E‘
[T Systemn Down?

From this screen you can search the Machine Name and the Serial Number fields. Both fields
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require uppercase letters and to search using the Serial Number field you can enter any part of the
number with a wild card, for example, *123, and it will find all assets with 123 in the serial number.
The machine name is the short name for any server, router, or switch such as TRIDENTO09.

4. Once the asset has been located in the database the following fill in Asset screen will appear.

1‘./I ok B Cancel H Lave # Unda I'--'|.' Find _"F'FLII 'J_:)Ciodss

| IM32072

Incident Title:

l virginia Infermation Tachnslogies Agency

Ticket Status: goen

Tﬂ.easnn for Calling: TEST

Incident Patails _E(.-nﬁp ang Spqq.fiﬂ Enfarrnation  Adieni/Raislutien | Contaot (A Tat _ﬁmmm-nn LA | H:‘g_tm\!' ‘Balated Rarasds

Genaral Hasdwara / Operating Systam | Failing Sernpanant

Configuration e [ouasy-sasasi-anawmil t"]

Qakage Start:
Cost Center
Serial Ho.t
Metwork Namme:
1F Addresan

Crascription:

1 Infaremstieni

1 Ghatus:
Parent:
Department:
Location:

[~ Cliz operationsl {no outage)

I 5]

GH2WMTL

[T Critical CI

WA SOTECHVITA
Do43

Typa: Icompuhr E
Cutage End: | @
Make:
Madeli

Foweredge 2830

Drarmain Hamer

[T Fending Change

Urer;

Install Catei

Maint Contract:

If an incident has already been created a Cl can still be associated. Click on the Asset tab which will
bring you to the same screen that appeared in the Associated Cl tab. The remaining steps are the same

as above.
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o ok % cancell [ savel @ unds| O Find 1 Al 42) Clacks

Virginla Information Tadhnologies Agancy
] Ticket Stabut: open

[Imazn?z

Trcident Trtles [ransan far Calling: TEST

Incidant Eratails Cornpany Sparcfic Information | adioniffasobutian Confad Arsat Attachmants ' SLA - History | Relabed fecerds
e

Ganeral  Hardware S Operating Sysham | Failing Componant

Configuration [bem | Tepa! [ E
I ©€1is operational (o outage)
Cutage Stad: | Crutage End: |' @

Cost Canter: LE 1T,
todal:

Serial No.
Hatwork Hama: Bormain Hanme:
P Addrags:

Cascripbiont

|"" Crikieal CI r' Panding Change
I Infosrnation:
CE Shabua: Lzar:
Parant:
Departmant: WASEATECHVTTA Instsll Date:
Location: W Haint, Contradi

LESSON 12: HOW TO ASSOCIATE A CHANGE

1. To associate an Incident with an existing Change, click on the Details icon in the top right corner
of the incident queue. Then select Related, Changes, and Associate.
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2. The following screen will appear requesting a Change number.
Please select a search criteria.

'8 cancel

Associate Incident IM3 1707 with which Change?
|

P e ] S < Bearch

® Cancel

3. Enter the number of the Change that you want to associate the Incident to and click on either OK
or Search.
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Please select a search criteria.

# cancel

Aszociate Incident IM12609 with which Change?

flkonoosao

o Sk

4 Bearch

b Cancel

4.

5.

Bazic Search Description ,

Mumber:

Status;
Approval Status:
Category:

Cost Center:
Aszigned To:
Aszigned Dept:

Change Initiator:

Coordinator
Extarnal Reaf:
Phasze:
Impack:
Pricarity:

Configuration Itern:

Active/Inactive:
Closure Code!
Cormpany

Carp Strudy Div:

Hiease select a search criteria.

L’.__g Back | % Search ,_'—E Fill
Search for Changes Where:

If the Change number is not known, a search can be done by clicking on the Search button. The
following Search screen will appear. A wild card can be used with any part of the Change
number to search.

|10l

[4]4

i [ [

%
o

EIERENENE

41414

i

If, for example, *810 is entered in the Number field as in the screen above, the system will fill in
C000810 in the Associate screen.
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Please select a search criteria.

#® cancel

Associate Incident IM128609 with which Change?

flcoonosao

o CE ¢ Search e Cancel

6. Once OK is selected ServiceCenter will associate the Change with the Incident and the following
message will be displayed.

@ Change COO0DB10 associated with Incident IM18609.
L e o

ate Incident Humber IM18609
Update Incident Mumber IM18609

v O¥ B cancel < Previous JF Hext H Save & Undo ? Rasolve D\ Find —E Fill 3 Clocks

¥ IMIgGOG D1/03/08 12:33:35 01/08/08 11:16:46 DEADLINE ALERT
Eastern State Hospital
IMigc09 Ticket Status: Cpen

Incident Tile: | r—

LESSON 13: How 10 RUN AD Hoc REPORTS

OPEN DATE RANGE BY AGENCY REPORT

This report query was filtered by a specified range of dates and the agency name.
Click the View Work Queues button.
Click the Search button.
Click the Expand List button.
Click the Advanced Search link
Enter the desired information into the Opened After: field, enter 01/02/08.
Click the desired information into the And Before: field; enter 02/02/08.
Click the Search button.
Click on the List Options icon.
Click the Export to Text File link.
0. Click the Comma Separated Value (CSV) option.

Note: Click the Export Column Header

Tab, Comma, Asterisk, Caret, and Other separates with the specific character selected.
11. Click the OK button.

OO NOORWND
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12. Click the Yes button.

13. Click the To help protect your security, Internet Explorer blocked this site button.

14. Click the Download File... button.

15. If the Excel icon does not appear, you may have to repeat the process starting from the Export to
text file procedure.

16. Click the List button.

17. Click the Export to Text File link.

18. Click the Export Column Headers? option.

19. Click the OK button

20. Click the Yes button

21. Click the Open button.

Below is an example of this report:

B3 Microsoft Excel - expori[1].cs¥

EEJ File Edit 4iew Insert Formab  Tools Data  Window  Help

SN EEH S RSB P08 s -G 2|4 100% v-g'uaénrial S0 .| B U|SE==58 % » wBam
| R | [ 2 By g s, rnipeven, i
EﬁSnagIt =1 | Window - a

C43 - &

A | B B | D4 [ E [ F

1 |IM214893 1/2/2008 9:18 2/11/2008 1:41 DEADLINE ALERT inguiry-va DOE - Richmond - Repair Service Report
| 2 |IM214748 1/2/2006 10:09 2/3f2008 212 DEADLINE ALERT access security-modifications-va WITA - Service Request - Customer is requesting acc
| 3 |IM215568 1/4/2008 11:07 5/15/2008 5:36 DEADLINE ALERT internal applications-va WITA - Service Request - IT Asset under Purchase Ot
|4 [IM215934 1/4/2008 1215 2/3/2008 2:19 DEADLIMNE ALERT internal applications-va MGE - Asset inventory - Purchase Order #7 25075000
|5 |IM216624 1/7/2008 13:56. 5/15/2003 13:.00 DEADLINE ALERT semer-ya WITA - Hardware - Server - UNIX system Manitoring
| B |IM218500 1/8/2008 8:50 5872008 12:37 DEADLINE ALERT mainframe-va WITA - Requesting logs on dmzlog
7 |IM217087 1/8/2008 11:59 2/13/2008 7:20 DEADLINE ALERT user-desktop-va Jjim. brown@E@ svtc. dmhrrsas.virginia. gov, 804-524-7557
|8 |IM217533 1/9/2008 10:37 4415/2008 14:21 DEADLINE ALERT telecom-va Court of Appeals - Telecomms - user requesting a v
| 9 |IM218132 11042008 11:54 5/13/2003 11:55 DEADLINE ALERT Server-va Ag per the discussion with Tony Henderson, | am log
10 |IM218728 141142008 14:27 5/7£2008 2:21 DEADLINE ALERT internal applications-va WIMFA - Software - Please provide s Altiis hardware i
|11 |IM219545 1/15/2008 8:17 5/7¢2008 8.22 DEADLINE ALERT access security-modifications-va WWE - Matthew Cole - Mees help with ISO role
| 12 | IM220143 1/16/2008 9:53 5/14/2008 2:52 DEADLINE ALERT telecorm-va Cigco Eqguiprnent Echo - WDOT: 5£40-463-3108
13 |IM220513 1/17/2008 14:49 4/25/2003 14:04 DEADLINE ALERT internal applications-va WITAMNG - Asset Inventory - ontrolled [T Assets under
14 |IM2205801 11772008 15:06 2732008 2:44 DEADLINE ALERT internal applications-va MNGC - Please inform Serice Delivery ? Capmidlathial
15 |IM2215999 1/23/2008 12:18 2/62008 11:00 DEADLINE ALERT internal applications-va Dept of State Police YWhee - Richmond - Software - P
16 |IM222002 142342008 12:27 2/11/2003 0:46 DEADLINE ALERT internal applications-va WDOT - Asset - IT Asset under Purchase Order #70C
|17 | IM222063 1/23/2008 13:54 2/3£2008 3.08 DEADLINE ALERT facilities-va Asset nventory
|18 |IM222518 1/24/2008 11:39 26,2008 736 DEADLINE ALERT internal applications-va MG - Agzset Inventory - an [T Asset under Purchase O
|19 |IM222536 172472008 12:08 2/11/2008 1:58 DEADLINE ALERT internal applications-va MG - Asset Inventory - [T Asset under Purchase Orde
20 |IM222765 1/25/2008 7:34 211/2005 0:49 DEADLINE ALERT internal applications-va WITA - Asset Inventory - Update inventory for Purcha:
21 [IM223058 1£26/2008 13:13 21172008 156 DEADLIME ALERT access secutity-modifications-va MG - Server Please open port 1433 to allow IP 17222

ASSIGNEE & SEVERITY LEVEL REPORT

This report was filtered by the assignee name and severity level.

Click the Search button.

Click the Either option.

Enter the desired information into the Assignee Name: field. Enter harold parker.
Click the Fill Form button.

Click the Either Primary or Secondary Assignee and Open or Closed option.
Click the Severity button

Click the 2 — Urgent list item.

Click the Search button.

Click the List button.

10. Click the Export to Text File link.

11. Click the Export Column Headers? option.

12. Click the Comma Separated Value (CSV) option.

13. Click the OK button.

14. Click the Open button.

©CoONOORWN
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15. If you would like to save the report to the desktop or folder follow this procedure:
a. Click the Worksheet Menu Bar object
b. Click the File object
c. Enter the desired information into the Save As field. Enter reports
d. Click the Save As object.

Below is an example of this particular report:
Incident ID Open Time Update Time  Alert Status Category Brief Description
IM10333  3/15/200712:23  3/20/2007 7:43 closed access security-modifications-va  Customer getting max logon exceeded when logging into Peregrine.. kye.harding@vita.virginia.gov
IM10435  3/15/200718:12 3/20/2007 6:28 closed access security-modifications-va  Customer called to report that she had to many sessions open and now cannot get in Peregrine.
can general text be programmed into the password reset option in resolution code?example: "User's password has
been reset." or something general like it? we do very many password resets and this would help streamline the
IM13078  4/3/200710:51 4/3/2007 19:33 closed access security-modifications-va  ticket creating process.
IM23127  5/17/200716:52 5/22/2007 7:29 closed access security-modifications-va 10, ITSM : Disable ITSM/Peregrine Account
Roz has exceeded her signon logons and need to be reset. She needs to be reset as soon as possible, She is working
IM24330  5/24/2007 20:28 5/27/2007 13:51 clased access security-modifications-va by herself tonight.
VITA-CESC-PEREGRINE- Needs to have Doug Wilson Peregrine sessions killed for IM262097. Deborah needs this so
IM262169  5/9/2008 11:56 5/17/2008 17:01 closed server apps-va she can update a CSA.
IM265341  5/16/200817:43 5/17/2008 1:09 resolved  access security-modifications-va VITA - Access - His Peregrine account. Remove from DRS-DISTRICT 264 assignment queue
"Disable access for R. B. Moore from all of your systems. Also, please forward any required paperwork to this
employee's manager for final removal. Disable access for R. B. Moore from all of your systems, R. B. worked for
Computer Services. His administrative manager is Bob Fraser. Also, please forward any required paperwork to this
IM56381  8/31/200717:29 9/4/2007 13:54 closed access security-modifications-va  employee?s manager for final removal."
IM36382  8/31/200717:29 9/4/2007 13:55 closed access security-modifications-va  Disable access for Peter Winthrap

OPEN TICKETS BY ASSIGNMENT GROUP REPORT

This report query was filtered by the ticket status and assignment group.
Note: You can modify the columns in your ticket queue to include additional data.

To modify your columns got to the Peregrine All users’ module on the VITA e-learning site
(http://www.vita.virginia.gov/ittraining/default.aspx?id=1349), click on the How to Modify Columns.

1. Click the View Work Queues button.
2. Click the Search button.
3. Click the CCC-HELPDESK PROF list item from Assignment Group.
4. Click the Either option from the Fix that is field.
Is this a Permanent or Temporary Fix, if unknown select Either?
5. Click the Search button.
6. Click the List button.
7. Click the Export to Text File link.
8. Click the Export Column Headers? option.

Tab, Comma, Asterisk, Caret, and Other separates each column with the specific character
selected.

9. Click the Comma Separated Value (CSV) option.

10. Click the OK button.

11. Click the Open button.

12. If you would like to save the report to the desktop or folder follow this procedure:
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a. Click the Worksheet Menu Bar object.
b. Click the File object.
c. Click the Save As object.

Below is an example of this type of report:

Incident ID Open Time

IM227937
IM258961
IM259245

IM260672
IM262313
IM262644
IM262926
IM264224

IM264239

IM264318
IM264737
IM264798
IM264802
IM264830
IM264846
IM264847
IM264848
IM264845
IM264850

2/8/2008 12:33
5/1/2008 15:17
5/2/2008 9:11

5/6/2008 12:37
5/9/2008 15:13
5/12/2008 10:24
5/12/2008 14:41
5/14/2008 15:19

5/14/2008 15:44

5/14/2008 22:14
5/15/2008 14:22
5/15/2008 15:30
5/15/2008 15:37
5/15/2008 16:47
5/15/2008 21:02
5/15/2008 21:05
5/15/2008 21:08
5/15/2008 21:10
5/15/2008 21:13

Update Time

Alert Status

5/16/2008 9:51 DEADLINE ALERT
5/16/2008 7:29 DEADLINE ALERT
5/16/2008 8:54 DEADLINE ALERT

5/17/2008 7:37 DEADLINE ALERT
5/13/2008 16:31 updated
5/18/2008 15:00 updated
5/18/2008 15:00 updated
5/18/2008 15:03 updated

5/18/2008 15:03 updated

5/14/2008 22:14 open
5/16/2008 7:28 updated

5/18/2008 15:04 updated

5/15/2008 15:57 updated
5/16/2008 9:08 updated
5/16/2008 7:01 updated
5/16/2008 7:06 updated
5/16/2008 7:08 updated
5/16/2008 7:10 updated
5/16/2008 7:12 updated

Category

facilities-va
access security-modifications-va
internal applications-va

user-desktop-va
audio-video teleconferencing-va
access security-modifications-va
user-desktop-va
access security-modifications-va

user-desktop-va

SErVer-va
access security-modifications-va
access security-modifications-va
user-desktop-va

access security-modifications-va
SErVer-va

SErVer-va

SErVer-va

SErVer-va

Server-va

Brief Description

VITA - CESC - Hardware - Asset Inventory - Purchase Order # 7250002463 - Attn:JOE ANDREWS
SERVICE REQUEST: MRC - SHARED EMAIL - new accounts request
Asset - IT Asset under Purchase Order # 7000053110

VITA - Hardware -: VITA program laptops redeployed and set up for the following staff at CESC
DOE - New Audio and Video Conferencing - questions on Webex break out calls

SERVICE REQUEST: SCHEV - SHARED EMAIL - New account request for Beverly Covington

WWRC - please add the VCCC email address to the Gal

Reason for emailing: NGC - Access - Access to shared folder

Reason for emailing: DJJ - Phone Jack - the telephone disconnects. Please check the journal for
the template.

Reason for emailing: The 5/N for the tape libary is 3GA2KYK32E02. It is an HP MSL5026-52 SDLT
Tape Library.

EDR - Software - Distro list problems

Reason for emailing: NGC - Local admin account

VITA - CESC- customer needs Altiris insalled on his computer.

VDOT - ServiceCenter -:Remove Susan Edwards from LAC263 Tidewater team.

Reason for emailing: VITA - Please open 5 tickets for Hardware Failures at DMV

Reason for emailing: VITA- Please open 5 tickets for Hardware Failures at DMV

Reason for emailing:VITA - Subject: Please open 5 tickets for Hardware Failures st DMV
Reason for emailing: VITA- Please open 5 tickets for Hardware Failures at DMV

Reason for emailing: VITA - Please open 5 tickets for Hardware Failures at DMV

SEVERITY TICKET REPORT

This report query was filtered by the ticket severity level and date range.

oA~ wN -

7.

8.

9.

10.
11.
12.
13.
14.
15.
16.

Below is an example of this report.

Click the View Work Queues button.
Click the Search button.
Click the Expand List button.
Click the 1 — Critical list item.
Leave the default option, Open, for Tickets that are field.
Click the Either option for Fix that is.

Is this a Permanent or Temporary Fix, if unknown select either?

Click the Advanced Search link.
Enter the desired information into the Opened After: field. Enter 05/01/08.
Enter the desired information into the And Before: field. Enter 05/18/08.
Click the Search button.
Click the List button.
Click Export to Text File link.
Click the Comma Separated Value (CSV) option.
Click the Export Column Headers? option
Click the OK button.
Click the Open button.
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IncidentID OpenTime  UpdateTime  Alert Status Category Brief Description
ABC Store 260 Falls Church - Circuit Number: 042575- circuitis bouncing up and down and affecting credit card processing. pinging
IM262097  5/9/2008 10:57 5/18/2008 17:46 DEADLINE ALERT network-va dsl box returns replies and timeouts
NOC/HPOV/MPLS VDH-104 Southampton Cir£BCBJRFWV0001 26022 Administration Center Drive Courtland VA 23837 Linda Sutton 757-
686-4976 9am-5pm 3/10/2008 Node Down: vdh-104-swi-1.cov.virginia.gov Root Cause: vdh-104-swi-1.cov.virginia.gov Reported by

IM265112  5/16/2008 11:54 5/16/2008 19:24 updated network-va ccesov01.cov.virginia.gov
IM265113  5/16/2008 11:54 5/16/200812:40 alertstage 3 network-va Interface lan0 is Down. Root Cause: vdh-104-swi-1.cov.virginia.gov lan0 Reported by ccesov0l.cov.virginia.gov
IM265133  5/16/2008 12:27 5/16/2008 18:30 updated network-va DMV - Circuit - MGBHIB7L000L - Circuit down.

NOC/HPOV/MPLS ABC-105 #325 Cir# BCBILLOBO0OL Courtland22718 Main StreatCourtlandVA23837MRSJennifer Justica757-
IM265144  5/16/2008 12:35 5/16/2008 19:24 updated network-va 653-207410am-9pm3/27/2007 Node Down 10.164.0.105

NOC/HPOV/MPLS DOT-077 Cluster Spring AHQ CirtBCBIPNGF00011024 Cherry Hill TrailSouth BostonVA245925Teddy Holt434-

572-36009am-5pm?2/7/2008Node Down: dot-077-rtr-1.covirginia.gov Root Cause: dot-077-rir-1.covvirginia.gov Reported by
IM265180  5/16/200813:16 5/16/2008 19:26 updated network-va ccesov0l.cov.virginia.gov

NOC/HPOV/MPLS VDH-067 Surry County Cir $BCBIPXDJ0001 474 Colonial Trlail WestDendronVA238835Mark Summers

804.863. 165289559 m-5pm2/29/2008 Node Down: vdh-067-rtr-1.covwirginia.gov Root Cause: vdh-057-rtr-1.covwvirginia.gov
IM265252  5/16/2008 14:53 5/16/2008 19:28 updated network-va Reported by ccesov01.cov.virginia.gov

NOC/HPOV/MPLS ABC-106 Arlington BVD Fairfax CirfBCBILL3C0001 7263-B Arlington

BoulevardFairfaxVA22042MR5Lodato703-207-737210am-9pm3/ 26/2007 Node Down abc-106-rir-1.covvirginia.gov Root

IM265293  5/16/2008 15:41 5/16/2008 23:11 updated network-va Cause: abc-106-rtr-1.cov.virginia.gov <510
NOC/HPOV/MPLS Flood of interface down alerts on OVOU browser. Interface lan0 is Down. Root Cause: vdh-029-swi-
IM265343  5/16/2008 18:05 5/16/2008 18:49 updated network-va 1.cov.virginia.gov lan0 Reported by ccesovOL.cov.virginia.gov

CLOSED TICKET REPORT

This report query was filtered by the ticket status and the assignment group.
Note: You can modify the columns in your ticket queue to include additional data.

To modify your columns, go to the Peregrine All Users module on the VITA e-learning site
(http://www.vita.virginia.gov/ittraining/default.aspx?id=1349), click on the How to Modify Columns.

Click on the View Work Queues button.

Click the Search button.

Click the Closed option.

From the Assignment field select the CCC-HELPDESK PROG list item.
Click the Advanced Search link.

Enter the desired information into the Opened After: field. Enter 05/01/08.
Enter the desired information into the And Before: field. Enter 05/18/08.
Click the Search button.

Click the List button.

Click the Export to Text File link.

10. Click the Comma Separated Value (CSV) option.

11. Click the Export Column Headers? option

12. Click the OK button.

13. Click the Open button.

©CONOO AN~

An example of this report can be seen below:
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Incident 1D O
IM258550
IM258727

IM258766
IM258820
IM258842
1M258852
IM258892
IM258504
IM258916
IM259033
IM259067
IM259308
1M259354
IM259455
IM259457
IM259521
1M259532
IM259561
IM259578

IM259664
IM259690

a7

pen Time
5/1/2008 2:33
5/1/2008 10:15

5/1/2008 10:44
5/1/2008 11:39
5/1/2008 12:10
5/1/2008 12:27
5/1/2008 13:47
5/1/2008 14:07
5/1/2008 14:41
5/1/2008 1551
5/1/2008 16:20
5/2/2008 10:19
5/2/2008 11:14
5/2/2008 13:46
5/2/2008 14:22
5/2/2008 14552
5/2/2008 15:10
5/2/2008 15:48
5/2/2008 16:05

5/4/2008 10:12
5/5/2008 6:05

sisfanne o.an

Update Time

5/13/2008 17:00 closed
5/1/2008 10:16 closed

5/1/2008 10:56 closed
5/9/2008 17:00 closed
5/2/2008 13:51 closed
5/1/2008 15:35 closed
5/1/2008 15:36 closed
5/1/2008 15:37 closed
5/2/2008 13:50 closed
5/9/2008 17:00 closed
5/1/2008 16:26 closed
5/2/2008 10:39 closed
5/13/2008 17:00 closed
5/2/2008 13:52 closed
5/10/2008 17:01 closed
5/2/2008 15:02 closed
5/2/2008 15:17 closed
5/13/2008 15:32 closed
5/13/2008 17:00 closed

5/4/2008 10:36 closed
5/7/2008 5:58 closed

s/sfnne 0.80 clarad

Alert Status Category

mainframe-va
telecom-va

access security-modifications-va
user-desktop-va

inquiry-va

access security-modifications-va
access security-modifications-va
access security-modifications-va
access security-modifications-va
user-desktop-va

network-va

access security-modifications-va
inquiry-va

access security-modifications-va
network-va

access security-modifications-va
access security-modifications-va
inquiry-va

SErver-va

access security-modifications-va
network-va

arrace cnenrihs madifieatinne ua

Brief Description
PFM39 file cycle conflict
VDOT - OUTLOOK -:CSC ead only rights to her outlook calendar

Brief Description: Agency - City - Access - COV - Shared Email - User account could not have the password reset -denied access Renee Brown
VITA - FAX machine - Fax machine in room 14068 within the CMOC

Reason for Calling:

DJJ - Access - user needs her network password reset - user id: cdhughes

DJJ - Access -:Password reset for computer access

DJJ - Access - user can not get access to the internet because his account is locked. User can be reached at 540-574-6133.

VDH - Access - Shared Email - Can Not Log In

Brief Description:DSS - Access - COV - Shared Email

DJJ - Access - user's VPN account is locked

DJI - Login -:The cusotmer is locked out of Windows

CSA - VITA - CESC- Unable to call certain toll free numbers.

DJJ - Account -: Domain Account is locked

VDOT - Messaging - IronPort

DJJ - Access - User cannot access his computer - User 1D [lynskejc]

DJJ - Login -:Account unlock.

VDOT - Human Resources - User needs copy of W-2 Form from 2004

IYF - Dell power edge 2800 Server BCI5561 the Harddrive has failed Server name cscjsssvr M3634 vita ng server #100250534

Agency: VITA: Chester/CESC Problem: Peregrine issues when accessing tickets in queues/Peregrine - Throw user out back to start screen.
VDOT - EMAIL -2 Email - Ironport problems

AP nahlata lamin

CONTACT NAME TICKET REPORT

This report query was filtered by the ticket contact name and date range. The contact name will
normally be the caller or email sender.

©CoONDOTAWN

Click the View Work Queues button.
Click the Search button.
Click the Either option for Ticket that is field.
Enter the desired information into the Contact Name: field. Enter jacquelin.
Click the Fill Form button.
Click the jacquelin.olbert@nge.com link.
Click the Advanced Search link.
Enter the desired information into the Opened After: field. Enter 01/02/08.
Enter the desired information into the And Before: field. Enter 05/18/08.

. Click the Search button.

. Click the List button.

. Click the Export to Text File link.

. Click the Comma Separated Value (CSV) option.

. Click the Export Column Headers? option.

. Click the OK button.

. Click the Open button.

An example of this report can be seen below:

Incident

ID

IM235836
IM250620

IM255580

IM257898
IM258075

Open Time

3/3/2008 13:54
4/10/2008 12:25

4/23/2008 12:09

4/29/2008 15:52
4/30/2008 8:56

Update Time

3/9/2008 1:55
4/24/2008 17:00

5/1/2008 17:01

5/7/2008 17:00
5/9/2008 17:00

Alert Status Category Brief Description
NGC - Access - have a forwarding
statement put in Jacqueline Olbert's
DITLAN email profile. | need to have my
DITLAN email forwarded to
closed access security-modifications-va jacquelin.olbert@ngc.com.
closed access security-modifications-va service Request : for 8 DITLAN accounts
NG - Peregrine -: Norm Williamson
closed access security-modifications-va access to ServiceCenter
NG - Access - have Dave Duegaw
removed from the NG-Configuration
closed access security-modifications-va Managers queue in ServiceCenter
closed access security-modifications-va VITA - Access - Openview
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IM260640

IM264207

5/6/2008 11:56

5/14/2008 15:00

5/14/2008 17:00

5/15/2008 16:40

closed

updated

access security-modifications-va

server-va

NG - Access - allow Pam Matthews to
access the ServiceCenter database for
reporting purposes

VITA - Remote Access - Grant Remote
Access Rights
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SERVICE DESK SUSPEND INCIDENT PROCEDURE FLOW

1
Validate reason for
suspend

2
Customer
action?

Suspend Ticket

I

4
Notify requestor

5
Notify Lead for
approval

)

6
Review Ticket

7
Approved?

Yes
4
8
Notify tech of
approval

A
9

Yes—| Call Service Desk

14

to Activate Ticket

15
Update ticket

)

16
Contact technician

»

10
No——» Activate ticket and
assign

11
Notify customer

A

12

Update status [«
weekly

}

9.1
Review daily
report and
investigate issues

|

9.2
Weekly review of
suspended tickets

Notify technician to
work to resolution

13
Resolve ticket

»

17
All components
ready?

A

Resolution
Available?
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Incident
Management
Resolution
15
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19
Update ticket with
reason unable to
activate

I

20
Notify requestor
and Service Desk

A

20.1
Notify requestor
and refer to
Service Desk
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SERVICE DESK SUSPEND INCIDENT PROCEDURE BUSINESS RULES

Triggers ITSM-IM-1.8 Incident Management Incident Ownership, Monitoring, and Tracking Procedure

Inputs One of the approved reasons for suspending an Incident ticket occurs

Continue ITSM-IM-1.4 Incident Management Incident Investigation and Diagnosis Procedure
Outputs and ITSM-IM-1.6 Incident Management Incident Restoration Procedure, and ITSM-IM-1.8
Incident Management Incident Ownership, Monitoring, and Tracking Procedure

General
Comments

Page 66 of 71



VIR

expect the best

NORTHROP GRUMMAN

ServiceCenter User Guide
DIN SD-SC-16.7.5/1.0

SERVICE DESK SUSPEND INCIDENT PROCEDURE NARRATIVE

Step Responsible Role Action
1 Technician Verify that a valid reason for suspension occurred. The reasons for
suspension are listed in Appendix 1 — Approved Suspend Reasons:
2 Technician o |f the nature of the suspension is not based on a customer action, go to step
3.
o [f it is based on a customer action, go to step 14.
3 Technician Place the ticket in suspend status. The SLA clock stops until the ticket is
reactivated.
4 Peregrine(Automated | Notify the requester by email that the ticket has been suspended.
System)
5 Technician Notify the Team Lead/Queue Manager by phone or email that the ticket has
been suspended.
6 Team Lead/ Review the suspension of the ticket.
Queue Manager
7 Team Lead/ e |f the suspension is approved, go to step 8.
Queue Manager ¢ If the suspense is not approved, go to step 10.
8 Team Lead/ Respond to the technician by phone or email so that the approval can be
Queue Manager noted when the technician updates the ticket status.
9 Technician/Peregrine | Update the status on suspended tickets weekly until the issue is ready for
(Automated System) | resolution.
Note: Notify the customer each time the ticket has been updated and give
status via voicemail and email.
9.1 Team Lead/ ¢ Review the suspended tickets in the queue daily.
Queue Manager ¢ Investigate apparent unwarranted delays in resolution.
9.2 Area Manager Conduct full review of the queue’s suspended tickets weekly with the Team
Leads/Queue Managers.
10 Team Lead/ If the reason for suspension is invalid, Activate the ticket and assign it to an
Queue Manager individual technician for resolution.
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SERVICE DESK SUSPEND INCIDENT PROCEDURE NARRATIVE

Step Responsible Role Action

11 ServiceCenter Notify the requester by email that the ticket has been taken out of suspense.
(Automated System)

12 Team Lead/ Notify the technician that the ticket suspense was not approved.
Queue Manager

13 Technician Resolve the ticket. Refer to Incident Management Incident Resolution
Procedure. End procedure.

14 Requestor If the nature of the suspension is based on a customer action or when the
condition that caused the suspension has cleared, call the Service Desk to
Activate the ticket.

15 Service Desk Analyst | Note the requestor’s Activation request in the ticket.

16 Service Desk Analyst | Contact the assigned Technician (ticket assignee) to inform them of the
request to activate the ticket.

Note: If escalation or inactivity on the ticket warrants activating the ticket
immediately, remove the individual Assignee from the ticket and activate it for
follow up by the Queue Manager in addition to contacting the Technician.

17 Technician Determine if all information, hardware, and software is available to complete
the request.

e |f yes, go to step 18.

e |f no, go to step 19.

18 Technician Activate the ticket and begin ticket resolution activity. Go to step 13 when
done.

19 Technician Enter the reason that the ticket has not been taken out of suspend mode in
the ticket.

20 Technician Notify the requester and the Service Desk Analyst that the ticket is still

suspended and why.

20.1 | Manager/Technician | e Contact the Requesters to notify them that their tickets have been closed.
e When the customer is ready to proceed a ticket may be cloned by contacting
the Service Desk with the original ticket number.
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SERVICE DESK SUSPEND INCIDENT PROCEDURE NARRATIVE

Step Responsible Role Action

21 Resolution Resolution achieved?
Available? e If yes, continue with Incident Management step 1.5
e Ifno,gotostep9

Page 69 of 71



vI A NORTHROP GRUMMAN ServiceCenter User Guide

— A DIN SD-SC-16.7.5/1.0
APPENDIX 1 — FORMS, TEMPLATES
Reason for Suspension Description

¢ In order for the customer to be unavailable:

Unable to locate customer - The technician must attempt to reach the requestor by phone (office, cell, and alternate
and/or number provided in ticket) and leave a voicemail message.
equipment - The technician must attempt to reach the alternate contact by phone and leave a

voicemail message.

- The technician must attempt a follow-up with an email.

- The elapsed time must meet the requirements in the Suspend Time table.

e |f equipment is unavailable, it must be a customer-driven situation. For example, a
Suspend can not be because the Service Provider has misplaced the equipment.

Loaner unit in place The requestor has been provided with a loaner unit, which is fully functional and an
acceptable workaround for the customer.

Customer on Pertains to account management functions that cause an account to be:
termination/transfer status e Disabled but not yet removed.
e Entered before an account transfer can occur without impact to the customer’s access.

Need customer to supply more | Customer needs to provide a license, support contact, configuration specification, etc.
information

Customer deferred to a later Technician is ready to provide services but customer has requested work be performed

time later. Incident should be CLOSED and re-opened at a later date when the customer has
availability.

Awaiting PMO input A VITA SMO response to a question or approval is required.

Remote Assistance Not The Service Provider model is based on use of Remote Assistance. When Remote

Allowed by the Assistance is not allowed, the Service Level Agreement clock may be stopped.

Commonwealth

Natural disaster A natural disaster has occurred. The VITA SMO and NG will have agreed to the use of this
category.
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Document Name Relationship

XXX-XX-XXXXX Glossary Terms and Definitions
Incident Management Detection and Recording Procedure Procedure

Incident Management Classification Procedure Procedure

Incident Management Incident Closure Procedure Procedure

Incident Management Incident Restoration Procedure

Incident Management Initial Support Procedure Procedure

Service Desk Receive Incident Report or Service Request Procedure Procedure

Service Desk Call Handling Procedure Procedure

Service Desk Email Request Handling Procedure Procedure

Service Desk Close Incident or Service Request Procedure Procedure

Service Desk Manage User Escalation Request Procedure Procedure

Service Desk Management Escalation Procedure Procedure

Service Desk Open Master or Subordinate Ticket Procedure Procedure

Service Desk Analyst Escalation of a Severity 1 or 2 Incident Procedure Procedure

Service Desk Executive Support Procedure Procedure

Incident Management Process Processes

Service Desk Outage Coordination Process Processes

Service Desk Ticket Quality Policy Policies
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