Initiating / Resolving Problem Tickets
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Initiating / Resolving Problem Tickets
Process Flow
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Initiating / Resolving Problem Tickets
Process Description

Create New Problem Ticket
1 Click Create Problem Ticket button

2 Enter problem category

3 ServiceCenter will add Call Ticket information

Assign Problem Ticket

1 Select primary assignee

2 Enter secondary assignment group (if appropriate)

3 Enter secondary assignee (if appropriate)

Transfering Problem Ticket

1 Select new primary assignee (if appropriate)

2 Enter secondary assignment group (if appropriate)
3 Enter secondary assignee (if appropriate)

Notify Assignee of Problem Ticket

1 Notify Assignee of Problem Ticket

2 Assignee accepts Problem Ticket

3 Transferring Problem Tickets

Check for Related Problems

1 Look for existing call or related problem

2 Update Problem Ticket with related information

3 Ifrelated problem exists, associate with problem

Try To Fix The Problem

1 Assignee works on the problem

2 Assignee updates Problem Ticket status
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Initiating / Resolving Problem Tickets
Process Description (cont.)

Update Ticket Status

Problem Solved

1 Update and close the Problem Ticket
2 Advise the caller

Problem Not Solved

1 Escalate to 2" Level Support.

Escalate Problem Ticket to 2" Level
Call the Dispatch Center and have them open a SAP ticket.

Provide Dispatch Center with Problem Ticket information.
Update Problem Ticket with SAP ticket information

A WODN -

Adpvise the caller that the problem has been escalated
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Initiating / Resolving Problem Tickets
Using Service Center

Create
New
Problem
Ticket

vV

Caution

Problem
Tickets always
start with a Call
Ticket.

Directly from Open Call Ticket

1 Call Taker

Click on the Create Problem button from the open Call Ticket window to
immediately open a Problem Ticket.

Call Ticket window
ServiceCenter 100 x|
S|BE 2(Mal 3
| X Cancel | ‘@ Unda | ) Oopen | & Close | [l Find | Fill | %23 Clane | m
Call ID: Status: Open - Idle ¥
User ID: HID =] Priarity: 1 - Priarity One ¥
Feported By: JJAMES |DORMAN | Owner: 'water Helpdesk User =]
Fhone / Ext.: ES-EDS-H?] | Helpdesk: ATER ¥
Home Location: | Motify By: EtdAIL ¥
Current Location: JCALLE FORTUMADA ¥
Bldg-Floor/ Room: [MAIN BLDG ¥
Azget D |31 040
Actions | Reparted By Info ‘ Aszszet|D Info |
Descriptior: Standard Cause / Resolution: | |
Fiunz too show since Yisio 2002 was installed. =
jtest ticket for screen grabs)

Call Rezolution:

L

| Ready inzert | co.incquick. wwf.g [F]
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create 2 Call Taker
New Clicking on the Create Problem Ticket button will bring up the @
Problem PROBLEM MANAGEMENT — CATEGORIES window. S
Ticket
(cont.)
Problem Ticket Categories Selection window
7 ServiceCenter - PROBLEM MANAGEMENT - CATEGDRIES o =] ]
File Edit View Upfions  ListOpfions  Help
* Select LEEY |
Problem Please Select a Categary
Ti(:ket ‘ Mame | D efault Azsignment
Categories degkinp support
network desktop support
security desktop suppart
software desktop support
telecom desktop support
voice desktop support
wireless desktop suppart
%J Call has been saved. categary.gbe.g Ready
Select a Problem Ticket category from the list:
The choices are:
Hardware Computer components and printers, anything mechanical
Network LAN/WAN Connectivity issues including login problems
Software Applications issues, software drivers for hardware components
Telecom Replaced by Voice and Wireless
Voice Anything telephone related, voice mail, no dial-tone, etc.
Wireless Mobile electronics, PDA, etc.
Double-click on the correct category to finish creating a Problem Ticket
from your Call Ticket.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create From Call Search
New

1 Call Tak
Problem all Taker

Ticket If you have an open Call Ticket that requires a new Problem Ticket, you can
create a Problem Ticket by first finding and opening the Call Ticket. Click

cont. : ; :
( ) on the Call Search button from the main ServiceCenter window to
immediately open a Call Search window.
ServiceCenter window
water.helpdesk -0l =]
$BEl?MAal 9
-:]1’-Enter|
I Exit |
ServiceCenter”
Call bgmt | Frabler kgmt Other Data |
@ Take Mew Calls E Wiew Inventory
% Call Queue % Problem Cueue % iew Contact
@ @ Proklemn Search
g ';" “iew Bulletin Board
@ Change My Password
Feady inzert |menu.gui.user [S5]
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create 2 Call Taker
New You can search for the Call Ticket by entering information about the Call
Problem Ticket in the appropriate fields and pressing <Enter>. Typically, the user’s
Ticket 3-digit User ID or the user’s Last Name are used to find the Call Ticket.
(cont.)
Call Search window
Display which problem tickets? : =10]x=|
sBm|?MQ 9
| Back | O Search | ‘@S cear| (@l Frnd | Al | "
° Search for Easic Search | Advanced Search |
u . Assignment Group As:
Ca" TICket s that are: |@ Open Cl Closed ) Either Alert Skatus: I fud] ? ® T:'nmary
Problem D E ¥ Smatt Seaich? ' Secondary
User |D: I—J ™ Priority User atus I—!I ' Either
ed By [last name): I | Pricrity: I ¥
Phane # Ext.: | Owner: I ¥| Asgn Grp: I ¥
Home Location: | ¥ Helpdesk: I ¥
Current Location: | ¥ Matify By: I ¥
Eldg-Floor Roam: | ¥ Category: | X Assigres | ¥
Azzet D | | SubCategary: I ¥
Wendar Info | Hardware: Info | Network Info | Security Info | Software Infa | Yoice Info | Wireless Info |
Yendor: | =
Reference Mo.: I
Feady W | apm.search. probsummarg.g [55]
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create 3 Call Taker
New If you do not remember the User ID, or the user’s Last Name, you may click
Problem on the = button to review the entire list of users.
Ticket
(cont.)
Select Related Record window
7 ServiceCenter - Select related record : 1Ol =]
File Edit %iew Options ListOpfions  Help
| “ Backl |
e Search for Departmert
Call Ticket [25M  [MaCK  [sONJA [B s5) ] B
A0 CASTILLO  |JOSE F19527-7633
(CO nt-) &30 CRISE JAMES £19527-7519
A3R RODRIGUEZ | ANNA B19-527-7404
A48 BRUNGAR.. MAUREEN  858-292-6362
A4 CORTOPA.. RICHARD 6135335475 WATER & WASTE WATER FACILITIES
4K, KLEINFELT... JEFF B19-668-2741
AdL SABA, CHINITA 6135335485
A STANLEY — WICHAI F19533-6545 =
AEK, KANER MIKE B19-668-2735
AER JESUS RAMOS B19527-7435
A3 MORAN  DANIEL  §13-527-8027
ATK, KIROS AZEIB F19-533-5463
A9l LIBEY JIM 8585817817
A3l MOREND | MIGUEL  858-503-7270
AAG GROUP | ATTORNEY 135336615
A4 JIMENEZ ~ ALBERT 6195338151
ABE DUNGCA | ANGEL B19-446-5128
ABM MORALES | ANTHONY  858-614-4522
ABO ORTIZ ALICE £195335471
AR WATKING | ALAN 858-292-6440
ACE BROWN | GUS B19527-7518
ACM MERRITT  JAMES B19-665-3251 =
EI More than one record in contacts file matches field 'contact. name". contacts.gbe.g Ready |

Sorting Data

The list is initially sorted by Contact Name (User ID). It may also be sorted by any other column, simply
* by clicking on the column header. Clicking again on the same column header will sort the data in reverse.
This sorting capability is common throughout ServiceCenter. All data tables may be sorted in a similar

SC Feature fashion.

4 Call Taker

When you find the correct user, just double-click to show all Call Tickets for
this user.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create 5 Call Taker

New The Call Ticket Search window shows all Call Tickets for this user. Browse
Problem through the Call Tickets table until you find the one you need.
Ticket

(cont.)

Call Ticket Search window

/3 ServiceCenter Java Client - Microsoft Internet Explorer =1 x|
J File Edit WView Favorikes Tools  Help ﬁ
Ghack ~ = - @[3 4 Qoearch Garavortes (BHstory |Ey- S [0 - B ] D w
° Search for Address [@] http:jj156.29.47.79/javalscJava.htm | Feo “Llnks & Customize Links €] Free Hotmall @] Windows
. ¥ & Q|Q| ISEarchlvH 3 Messenger [T~ Bookmerks @My Yohoo! » - Vahoo! i Finance + [ Yehoo!Mail = <ZMNews ~ (] Shopping - »
Call Ticket 5
File Edit Yiew Options List Options Help
(cont.) X Coo <7 on [ Omet—

D Description
.. ORMA |Open-Idle  |DPC26456 |Test ticket for screen grabs
11/30/200017... HID DORMAN Closed 21032 Meed to run Net Cansus

DORMAN Closed Meed to un Net Census

DORMAN Closed 22616 Meed to un Net Census

I I;|L LI

CALL005683 Status: Open - 1die =]
User ID RO < Priaiity. [ Friomyone =]
Feported By [IAMES [boRman | Owner. ater Helpdesk User -]
Phane /Ext:  [B58-503-7271 | Helpdesk: ATER 2
Home Location: = Notify By EntaIL =
Cunent Location: [CALLE FORTUNADA E|
Bldg-Floor/ Foom! ~lf2104
Asset D! DFC26456 4
Actions | Reported By Info| Asset 1D Infa ] Histor| Required Actions |
Description: Standard Cause / Resolution

Test ticket Eor screen grabs

Call Resolution:

= coincident.wwl.g | Ready |

|&] Done [ | | mtemet

Details of the selected Call Ticket will be displayed in the lower portion of
the Call Ticket Search window.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create 6 Call Taker

New

Problem
Ticket

Once you have identified the Call Ticket to be escalated, you are ready to
create a Problem Ticket. Click on the Options menu in the Call Ticket
Search window and then select Open Related Problem.

(cont.)

Call Ticket Search window

a ServiceCenter Java Client - Microsoft Internet Explorer

JF.\E Edt Wiew Favortes  Tooks  Help

GBack + = - @ 3] @ | BGearch GaFavores (BHstory | BN S [ - D w

~| @eo HLlnks &]Customizs Links  @]Fres Hotmail 4] windows =

Jnddress I@ http:/f156.29.47. 79 iavafsclava.htm

B N @|Q| [SEamh|v|| & Messenger (|- Bookmarks €@ My Yahoo! - “¥?~Yahoo! il Finence + [ Vehoo!Mal ~ <7News + (] Shopping = »
e Search for Fis Edt view [EEESRY ListOptions Help
c " T k t o DK Set Reminder B> T Clore | bl Save 5 Urds | <97 Close i Find | @ Fil | © Clacks |
a ICKe = ~an Pt Recod
Call ID Last i Stat Asset Desciipt
=25 5z Problems for This Contact Sane St = Seorplon o
(co nt-) CALLODD192 Peiselin m Aeym DORMAN Closed 22618 Need to run Net Census
CALLOD DOpen Related Prablem [ b0RMan Open - Ids DPC26455 | Test ticket for screen grabs
CALLOOD233 Ext SH DORMAN Closed 21032 Keed to run Net Census -
4 | 3
CallID: CALLO05678 Status: Open- 1die =] =
User 1D HID ¥ Priarity: 1 - Priotity One 2
Repoted By [AMES [poRman | Qwner, ater Helpdesk Use -
Phone / Est:  [58-603-7271 [ Helpdesk: ATER =
Home Lacation Natity By ERAIL -
Current Location: [CALLE FORTUNADA =

Blda-Floar/ Room
Aszet [D:

2104

[DPC26456 o aF

Actions | Reported By Infa| Asset 1D Infa| History| Required Actions |

Standard Cause / Resolution:

Won't print to network printer.

Description:

This is a TEST CT for documentation purposes.

Call Resolution:

csincident wanf g | Ready |

&) Done

[ [ |4 internet
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Create Select Problem Ticket Categories
New 7 Call Taker

Problem Select a Problem Ticket cat from the following list:
Ticket elect a Problem Ticket category from the following list:

(cont.)

Problem Ticket Categories Selection window

PROBLEM MANAGEMENT - CATEGORIES - ||:||£|
SBER ?TMQA[9
| sy, Back I

Flease Select a Category

| MName | Default Azsignment

hardware desklop support

network, desktop support
security desktop suppart
software desktop support
telecom desktop support
woice desktop support
wireless desktop support

| Call has been saved. inzert |categor}l.qhe.g [55]

The choices are:
Hardware Computer components and printers, anything mechanical
Network LAN/WAN Connectivity issues including login problems
Software Applications issues, software drivers for hardware components
Telecom Replaced by Voice and Wireless — Do Not Use
Voice Anything telephone related, voice mail, no dial-tone, etc.
Wireless Mobile electronics, PDA, etc.

8 Call Taker

Double-click on the correct category to finish creating a Problem Ticket
from the original Call Ticket.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Assign 1
Problem

Ticket

2

Call Taker

Designate the Primary Assignee by selecting the Assignee from the drop-
down list in the Problem Ticket window.

Problem Ticket window

Create a New Problem Record

FBE| ?MQle

| ]/ oK | x Cancel | E' Save | ‘& Undo | Bil Find | Fill | @ Clocks | »

Probler 1D: PMO0G039 Status: Open ¥ Pri &zgn Grp:

User 1D: IHID— L= I Pricrity: 1 - Priarity One Pii Assignes:

Reported By |JAMES IBDHMAN Owuner: Assigh o a Secondary Grou

Phone /Ext:  [B585037271 [ Helpdesk |—

Haome Location: | Motify By MA\L

Current Location: |CALLE FORTUMADA Categan: I— Ehangal Sched Start; l—

Bldg-Floor/ Roam: [MAIN BLOG vII 104 ubCategor SchedEnd: [ =]
[1040 = _|

Brief Desc:

Problem Terst

tinfo | Attachments |

Hardware Specific Info |

Drescription |

Azgn to Wendor I
Seral Mo | Printing to wrang printer -
Mmt2) I [ test call ticket |
Tupe: I
Domain: I
Metwork Marne: I
Network Addr. I
Pratocal I
Protocol Addr.: I
X,
Ready inzert *thlam sddpc.open.g [55] |
Call Taker

Verify the data that was imported from the Call Ticket. Use the Brief Desc
field to make any updates or additions that are required to describe the current

status.

Help Desk Process and Procedures
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Notify 1 Call Taker

Assignee Designate the primary Assignee for the Problem Ticket based on availability,
of Problem location, or type of problem. Immediately contact the Assignee via Nextel,
Ticket pager, telephone, or email to advise the Assignee that they have been given a

new Problem Ticket.

Be sure to update the Problem Ticket with the name of the Assignee. The
name maybe selected from the drop-down box.

Create a New Problem Record

dEBE|2MQ|D

| oZok | Xooee | D see | Dot | @Fd | A | Qs |

Problem D PHO06039 Status: Open i
Uzer [D: IHHZ)— = I Friarity: 1 - Pricrity One ¥
FepartedBy:  [JAMES [DORMEN Duwner: |
Phone /Ext [B5E5037271 | Helpdese [ |
Home Location; | Matify By: Im
Current Location: |EALLE FORTUNADA, ¥ Category: I— Changel Sched Start: l—_l
Bldg-Floor/ Room: [MEIN BELDG ¥ [2104 SubCategorr [ ®]  SchedEnd [ =]
Aszat 1D [31040 B
Brigf Desc: I |
Problem Details | Contact Info | Agzet Info | Attachments |
Hardware Specific Info | Dezcription |
Azgn to Vendor: I
Serial Mo.: l— Printing to wrong printer. -
Model [ test call ticket ]
Type: l—
Dromain: l—

Metwork. Marne: l—
MNetwork Addr. l—
Pratacal: l—
Protocol Addr.: l—

| Fieady W| problem.sddpe.open.g [S5] ‘

2 Assignee

Contact the Help Desk within the time required by the Response Times matrix
in Chapter 1 to acknowledge the Problem Ticket, accept the ticket, or advise
the Help Desk why you cannot work on this Problem Ticket.

. The Call Taker is responsible for monitoring and coordinating Problem Ticket acceptance. The Call Taker
J continues to “own” the Call Ticket even though a Problem Ticket has been created. Once an Assignee is

confirmed, update the Problem Ticket. The Assignee that accepts the new Problem Ticket owns the

Note Problem Ticket until the problem is resolved and the ticket closed, or the Problem Ticket is reassigned to
—  another Assignee.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Notify
Assignee
of Problem
Ticket
(cont.)

Transferring Problem Tickets

Problem Ticket Must Be
Transferred

Requires Specialist

—

Identify Secondary
Assignment Group and
Secondary Assignee

Cannot Accept Ticket

Does Not Require Specialist

A

Transferred To Another
Assignee

Notify New Assignee and
Original Assignee

Cannot Accept Ticket

Accepts Ticket

Try to Fix Problem

—Problem Resolved—»|

Enter Resolution

Problem Not Resolved

J

A

Escalate Problem
Update Ticket
Notify User

Contact User
Close Ticket

Help Desk Process and Procedures
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Notify Transferring Problem Tickets (cont.)
Assignee 1 Call Taker —
Of Problem If you cannot resolve a problem, or if you need : i:;zpf :::d:r::k. L
Ticket to transfer a Problem Ticket to someone else e T ¥
(Cont.) because of location, availability, or familiarity, Sec Assignee: [Haniclbaragan | ¥|
it may be necessary to have someone else
respond to your ticket. Coordinate with the Help Sched Start. | =
Desk Lead, or your supervisor, to identify a new | Sehed&nd | =l

Assignee. Then change the Pri Assignee: name
in ServiceCenter to transfer the ticket. The new Assignee takes over
ownership of this ticket and must and notify the user of the change.

Some user problems, however, involve special circumstances, equipment, or
applications that are supported by distinctive groups or individuals. These
include CADD workstations or custom software applications like SWIM,
TRIM, SPLASH, etc. The assignment to these specialists can be accomplished
initially or as a reassignment in the event the real problem was not obvious
during the initial user contact.

::: isg_” G'p_: Ides:t:: il To transfer a ticket to a specialist, use the Sec
e poan Gip: [FA0D !I-\ Asgn Grp: and Sec Assignee: fields to make
Wmelba”agan v these assignments. The Secondary Assignee,

once the ticket has been accepted, is
Sched Start: | = responsible for updating the ticket and
seiedlEnd | =l maintaining contact with the user.

The Secondary Assignee accepts ownership of the ticket and responsibility
for fulfilling all tasks identified as Assignee responsibilities.

The original Call Taker continues to retain ownership of the original Call
Ticket.

2 Assignee

The new or Secondary Assignee must acknowledge, accept, or reject the
Problem Ticket assignment within the time required by the Response Times
matrix in Chapter 1 of being contacted by the Help Desk Staff. Once the new
or Secondary Assignee accepts the ticket, the user must be notified, and the
ticket Description field must be updated in ServiceCenter.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Notify 3 Call Taker

Assignee Saving the Problem Ticket for the first time will automatically generate an
of Problem email notification to the Assignee and the user.

Ticket

(cont.)

Problem Ticket window

Create a New Problem Record o]
rPBmEl?MAl9
| V 0K | x Cancel ( B Save | )‘” Undao | Ei] Find | Fill | @ Clocks | -
Problem [D: PHMO0E039 Status: Open ¥ Pri Azgn Grp: Idesktop suppart
User ID: |HID FhF | Priarity 1 - Friarity One ¥ Pri &ssignee: | ¥
Reparted By [IAMES [DORMEN Dwner | Assign to a Secondary Group |
Phone £ Ext.: IEB-EDB-?Z?'I | Helpdesk:
Home Location: | Motify By: EdaIL ¥
Curient Location: |CALLE FORTUMADA ¥ Category: Changel Sched Start: I
é : /N EBlda-Floor/ Fioom: |MAIN BLDG !||2m4 SubCategony: Y Sched End: |
AssetID [7i0a0 == |
. Erief Desc: I
TIE: Problem Details |Contact|nf0 | Assetinfo | Attachments ‘)/
Enter “kev descriptive Hardware Specific Info | zeription |
words” within the first AsgntoVendor [ _ :
20-30 characters. Serial Mo.: | PFrinting ta wrong printer
Madel I [ test call ticket ]
Type: I
Dromain:
Metwork Mame: I
Network Addr.: |
Protocol: I
Protocal &ddr.: I ™
=
Ready W‘ problem. sddpc. open.g [S5] |
4 Call Taker
Because the email notification contains the Description of the problem taken
directly from the Problem Ticket, it is important to provide as much useful
detail as possible.
Start the description with a few key words within the first 20 to 30
characters. Then complete the details of the problem. This allows the
Assignee to quickly understand the problem and also better facilitates
notification by text pager.
Help Desk Process and Procedures Problem Tickets — 3-17
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Check for 1 Assignee

Related Search ServiceCenter to discover if there are any other problems that are
Problems similar to this problem. If you do not have the Problem Ticket open, you can

search for related problems by clicking on the Problem Search button from
the ServiceCenter Main window.

ServiceCenter Main Window

water.helpdesk =]}

SBml?MAlD
ﬁEntell
M Esit |

Call b gmt | Problem kgmt Other Data |

Take MNew Calls

% Call Queue %
@ Call Search @ Froblem Search

Problern Cusue Wiew Contact

View Imventary
23

m
Iﬂ]|]:

View Bulletin Board

@ Change My Password

Ready W| menu.gui.uger [55]
2 Assignee Options  List Options  Winde
. SM Call Lisk
If you have the Problem Ticket open, you may .
1 h f lated bl by clicki Associate bo Problem
also searc or relate prooi€ms 0y Clicking on Add/Edit Contact

View Related Problems on the Options Menu.

Yiew Related Problems

Help Desk Process and Procedures Problem Tickets — 3-18
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Check for Associate Call with Open Problem Ticket(s)
Related

Problems
(cont.) The Display which problem ticket window allows the Assignee to search for

related problems using a variety of search criteria. The primary search choices
are User ID, Reported By (last name), or Asset ID.

Assignee

Display which problem tickets window

Display which problem tickets?

~=lojx|
dEBE ?HMA(D

| g Beck | D Search | @ Cear| @Fnd | ByFI_| .

Basic Search | Advanced Search |

Assi b Groupds————————
Tickets that are: |@ Open ) Closed ) Either | Metstatus [ ¥ ssigrment Group As

® Friman
Praoblem 1D: :} ¥ Smart Search? ) Secondany
User ID: I—_I ™ Priarity User Status: I—!l © Either
Reported By [last name]: I—_l Priority: I ¥
Phone / Ext

| Owiner. I ¥| Asgn Gip I ¥

I
Haome Location: | ¥ Helpdesk: I—!I
Current Locatian: | ¥ Motify By: I—!l
Bldg-Floor/ Room: | ¥ | Categony: I—!lAsslgnaa: I—!l
Asset 10 | =

SubCategory: I ¥
“Wendor Info | Hardware Info ‘ Metwark Info | Security Info ‘ Software Info | Yaice Info | ‘wireless Info |

Wendor: I =]
I—

Reference Mo

Ready

ingzert ‘ apr.zearch, probzummany.g [S5]

2 Assignee

Once you have entered the search data in the appropriate
field, click on the Search button.

Help Desk Process and Procedures

Problem Tickets — 3-19
Version 1.0 10/22/2001 7:38 AM



Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Check for Associate Problem with Open Problem Ticket(s) (cont.)
Related
Problems
(cont.)

3 Assignee

A list of all Problem Tickets will be displayed in the Related Problem Ticket
window. As a Problem Ticket is highlighted, the ticket number (Problem ID)
is displayed in the top left corner of the window for confirmation, and the
contents of the Problem Ticket are displayed in the lower portion of the
window.

Related Problem Ticket window

Examining Problems Number PMO05551

W 0K | x Cancel | £4 F’raviousl b Mext | E' Save | ‘& Undo | & Close | [zl Find | [+ Fill | (3 Clocks | .
number open.time contact name | last hame grob\em status | status catagory oglcal name | brief descnpllo relerence o
I 02/30/2000 04 ROF | PERRY [Open [ DEADLINE 50 3 e L
F‘M005553 08/30/2001 10 HQF‘ FPERRY Open DEADLIME 27825 F‘Iease |nstaIID
PMO05555 08/30/2001 10 ROP FERRY Open DEADLIME ALE software 25295 Flease install Ct
FrO0B052 09/26/2001 15 ROP FERRY Open alert stage 3 etk 29123 Eutreme networ 20046474
Problem 10: PHMO05551 Status; |E|pen ¥ Pri Azan Grp: |desklop suppart
. Usger 1D: IF\QF’ = I Friciity: I ¥| FPridssignee:  [danielbrabon ¥
TIE Feported By: |F\ICHAF|D FERRY QOwner: I Assighn to a Secondary Group |
X Fhone / Ext |B1 3-533-5353 | Helpdesk: I
Be sure to write Home Location: | Matify By ERAIL ¥
down the 0r|g|na| Curent Locatior: [500B STREET ¥ =K I Categony: I Ehanggl Sched Start:
Problem Ticket BldgFloor/ Room: [05 FLODR ¥ [=E SubCategory: [ ¥|  SchedEnd
number. Asset ID: | FEE) o =K |
Brief Desc: |F’Ieasa install Cw/C software for Milan Karas [619-533-5454). Print This Becord |
Problem Details | Contact Info | Aszszet Info | History ‘ Altachments | Rel Call |
Saltware Specific nfo | Description / Update |
Azgn to Vendar: r Please install the Oracle clisnt version 8.1.7 and place a shortout to CwC -
Serial N l— [“\h2o_blughvoll Ywinappshowchcwewld32\cweapp. exe] an the desklop.
enal No. s Pyt Updates e
Product [D 09/06/2001 15:46:20 [Richard Permy):
T l— Pleage install this per instructions received by Anthony from Oracle DEA.
ype 09/04/2007 10:40:03 [Richard Permy):
Madel: Pleage install the client software into the C:\Pragram Files\Oracle\Ora81? directory. j
Domair:
Wersion j
Top line iz row 1 of 4 inzert |p|oblam.sddpc.update.g [55]
. Options  List Options  Window  Help
4 Assignee e[t
Set Rerminder
. . Print Record
If you find a related problem, click on the Associate to Clore
. . Page Lisk
Problem choice on the Options menu. e
Find Solution
Associate ko Call
#Associake ko Quote
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Check for Associate Call with Open Problem Ticket(s) (cont.)
Related 5
Problems
(cont.)

Assignee

The Associating Records window allows you to associate the selected
Problem Ticket with your original Problem Ticket.

Associating Records window

R ) Associating Records | x|
. Associate Problem PMO0B03Y with which Problem?
Use the “complete”
Problem Ticket ‘D’K Cﬁ:al
number.
6 Assignee
Enter the number of the Problem Ticket you want to associate with the
selected ticket. Be sure to use the complete number — PMO0Oxxxx.
Associated
Problems

Associating related Problem Tickets within ServiceCenter provides better Problem Management and
* simplifies ticket maintenance. When the problem is resolved and the Problem Ticket is closed, all
associated Call Tickets are also automatically closed by ServiceCenter.

SC Feature
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Try ToFix 1 Assignee

The Once the initial research is completed and any related problems have been
Problem associated with one another in ServiceCenter, it is time to fix the user’s

problem. It is important to remain in contact with the user who reported the
problem to keep the user aware of the progress.

Record your activity in the Description field of the Problem Ticket. Be sure
to include attempts to contact the user — successful or not.

Problem Ticket window

Create a New Problem Record =olx|
FEBE| ?THMQA(D
| o#or | Rooced | Hsee | Budk | mFn | Al | € cocks | "
Problern 1D: PMO0G039 Status: Open ¥ Pri Azgn Grp: IW
User 1D: IHID— e I Priarity: 1 - Priority One ¥ Pri Assignee: I—ﬂ
Reported By JIsMES [DORMEN Dwner: | Assign o 3 Secondary Group
Phone /Ext:  [958503-7271 | Helpdest: [
Hame Lacation: | Matify By: ERAIL ¥
Current Location: |D’-\LLE FORTUMADA ¥ Categon: I— Change Sched Start: I—J
Bldg-Floor/ Fioom: [MAIN BLOG ¥ [zi04 SubCategons [ %] SchedEnd [ =
AsgetID = L
nigf Dese: I |
Detailz | Contact Info | Azzet Info | Attachments | /’)
Hardware 5pecific Info | Description |
Azgn to Yendar: O
Serial No.: I— Printing to wrang printer. -
Wtz I— [ test call ticket |
Type: I—
Darnain: I—
Metwork Name: I—
Network Addr.: I—
Protocol I—
Protocol Addr.: I—
||
Ready ’E | problem. sddpc.open. g [S5] |

2 Assignee

Enter the updated information in the Brief Desc: field and click Save to
update the ticket history.

Problem Tickets must be updated to show current activity, delays in
resolution, user contacts, or anything else that might be pertinent to this
Problem Ticket at least daily.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Update
p Problem Solved
Ticket
Status 1 Assignee
If the user’s problem has been resolved, update the Problem Ticket with
details of the resolution. Enter the updated information in the Brief Desc:
field and click Close to update the ticket history and close this Problem
Ticket and all associated Call Tickets.
Problem Ticket Window
Create a New Problem Record =olx|
SEhm ?THMQ9
| o#or | Rooced | Hsee | Do | @re | BA | O oecks | "
Problern 1D: PMO0G039 Status: Open ¥ Pri Azgn Grp: IW
i Enter User ID: IHID o I Pririty: 1 - Pricrity One ¥ Pri &ssignes: I ¥
ReSO| Ution Fieported By IJAMES I_DDHMAN Oviner: I Agsigh to a Secondany Group
Phone /Ext:  [958503-7271 | Helpdest: [
and Close Hame Lacation: | Matify By: ERAIL ¥
Problem Current Location: |D’-\LLE FORTUMADA ¥ Categon: I— Change Sched Start: I—J
Ticket Bldg-Floor? Foom: |MAIN BLDG ¥ |21 04 SubCategon: | ¥|  SchedEnd: =]

Asset FHE = 7

Problem D etails |Contact It [ AazeTrfa | {ER=E I

Hardware 5pecific Info | Description |

Azgn to Yendar: O

Serial No.: I Printing to wrang printer. -
Model I [ test call ticket |

Type: I

Darnain: I

Metwork Name: I—
Network Addr.: I—
Protocol I—
Protocol Addr.: I—

Ready

insert |prnh\em eddpc.open g [S5] |

2 Assignee

Contact the user, if possible, and confirm whether the user agrees that their
problem is resolved. If the user agrees, click Close to update the ticket
history and close this Problem Ticket and all associated Call Tickets.

If the user indicates the problem remains unresolved, update the ticket to
reflect the current status, and escalate the problem.
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Update
Ticket
Status
(cont.)

%

Caution

Update the status
at least daily.

Problem Not Solved

1

Assignee

If the user’s problem cannot be resolved by 1** Level Support, then update the

Problem Ticket with the details of the problem and escalate the problem to
2" Level Support.

See the next section on Escalate the Problem Ticket to 2" Level Support for
details.

Enter the updated information in the Description field and click Save to
update the ticket history.

Problem Ticket Window

Create a New Problem Record

=lolx]
Sl ?™MAlD
| o#or | Rooced | Hsee | Do | @re | BA | O oecks | "
Problern 1D: PMO0G039 Status: Open ¥ Pri Azgn Grp: IW
User 1D: IHID— e I Priarity: 1 - Priority One ¥ Pri Assignee: I—ﬂ
RepotedBy  [JEMES [DORMEN Duwrer: | Assign to & Secondany Group
Phone /Ext:  [958503-7271 | Helpdest: [
Hame Lacation: | Matify By: ERAIL ¥
Current Location: |D’-\LLE FORTUMADA ¥ Categon: I— Change Sched Start: I—J
Bldg-Floor/ Fioom: [MAIN BLOG ¥ [zi04 SubCategons [ %] SchedEnd [ =
AsgetID [31040 B
Brigf Desc: I |

Froblem Details | ContactInfo | Assetlnfo | Attachments |

Hardware 5 pecific Info | Description |

Azgn to Yendar: O

Serial No.: I /Pﬂﬂmg to wrang printer. -
Wtz I [ test call ticket | N
Type: I

Darnain: I

Metwork Name: I

Network Addr.: I

Pratocal I 1

N
Protocol Addr.: I
Ready

insert |prnh\em eddpc.open g [S5] |
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Escalate 1 Assignee

Problem If you cannot resolve the user’s problem, the Problem Ticket must be
Ticket to escalated to 2"! Level Support. Call x19900 to contact the Dispatch Center
2" Level and they will open a SAP ticket and assign the appropriate SDDPC or Vendor

support staff member to work on the problem.

2 Assignee

Provide the Dispatch Center with problem details and the Problem Ticket
number. Advise the Dispatch Center operator to record the ServiceCenter

Problem Ticket number in the SAP problem description for future
reference.

3 Assignee

Be sure to ask the Dispatch Center for the 2™ Level Support Assignee’s

name and the SAP ticket number. Both must be entered in the ServiceCenter
Problem Ticket.

Enter the updated information in the Description field and click Save to
update the ticket history.

|:l| Problem Ticket Window
Create a New Problem Record 10 x|
Note smelrmale
Update the | w0k | Roewcel | Hswe | Puno | @iFnd | Al | € Cosks | "
description at least Probler [D: PMO0G039 Stabus: Open ¥ Pri Asgn Grp: Idesklop suppark
daily with current User 1D IHID &5 | Prinity [1 - Priority One i Pri Assignee: I ¥
information Reported By |JAMES |DDF|MAN Qwner: I Aasign ta a Secondary Group |
Phone # Ext.: |858-503-72?1 | Helpdesk: I
Home Location: | Motify By: ErAIL ¥
Current Location: |D’-\LLE FORTUMNADA ¥ Categary: I Changel Sched Start; I =]
Bldg-Floor/ Room: [MAIN ELDG ¥|[z104 SubCategory: I ¥| SchedEnd I =]
Asget |0 [F1040 B
Brrief Desc I |
Prablem Details | Contact Info | AssetInfo | Attachments |
Hardware Specific Info | Description ‘
Aszan ko Vendor n
Sernial Mo.: | Mng to wirang printer. \
it I [ test call ticket |
Tupe: I
Doomair: I
Metwork Marne: I
Metwork Addr.: I —
Pratocal: I
Frotocol Addr. I
N /
Ready ingert |prob|em.sddpc open.g [55] ‘
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Initiating / Resolving Problem Tickets
Using Service Center (cont.)

Escalate 4 Assignee
Problem Even though the Problem Ticket has been escalated to 2" Level Support,
Ticket to the Assignee, or Secondary Assignee, still retains ownership of the Problem
2™ | avel Ticket. It is very important that they continue to monitor this Problem
(cont.) Ticket at least daily, until the problem is resolved.

5 Assignee

The Assignee must also keep in contact with the user at least daily until the
problem is resolved. There are exceptions.

For Example: Waiting on Parts

6 Assignee

When advised by the Dispatch Center that the problem is resolved, contact
the user to report the actions taken to resolve the problem. Confirm with the
user, if possible, whether they believe the problem has been resolved. Give
the user the Problem Ticket number and inform them that the ticket is being
closed unless the problem remains unresolved.

6a Assignee

Problem Resolved
. .
If the user confirms the problem is resolved, remind the user to
reference this ticket number in the event the problem recurs. This number will

be used to re-open the original ticket. Update the Problem Ticket, and close
it.

6b Assignee
Problem Not Resolved

If the user confirms the problem is not resolved, contact the Dispatch Center
and have them re-open the SAP ticket and notify the 2" Level Support
Assignee. Update the Problem Ticket and continue to monitor it.

Notify the Help Desk Supervisor that the problem remains unresolved.

Help Desk Process and Procedures Problem Tickets — 3-26
Version 1.0 10/22/2001 7:38 AM



	Home
	1 - Getting Started
	2 - Initiating / Resolving Call Tickets
	3 - Initiating / Resolving Problem Tickets
	Process Flow
	Process Description
	Create New Problem Ticket
	Assign Problem Ticket
	Transfering Problem Ticket

	Notify Assignee of Problem Ticket
	Check for Related Problems
	Try To Fix The Problem
	Update Ticket Status
	Problem Solved
	Problem Not Solved

	Escalate Problem Ticket to 2nd Level

	Using Service Center
	Create New Problem Ticket
	Directly from Open Call Ticket
	From Call Search
	Call Taker
	Select Problem Ticket Categories


	Assign Problem Ticket
	Notify Assignee of Problem Ticket
	
	Assignee

	Transferring Problem Tickets

	Check for Related Problems
	Associate Call with Open Problem Ticket(s)

	Try To Fix The Problem
	Update Ticket Status
	Problem Solved
	Problem Not Solved

	Escalate Problem Ticket to 2nd Level



