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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 
2 
3 

Click Create Problem Ticket button  

Enter problem category  

ServiceCenter will add Call Ticket information 

Assign Problem Ticket 

 
1 
2 
3 

Select primary assignee 

Enter secondary assignment group (if appropriate) 

Enter secondary assignee (if appropriate) 

 

 Transfering Problem Ticket 

 
1 
2 
3 

Select new primary assignee (if appropriate) 

Enter secondary assignment group (if appropriate) 

Enter secondary assignee (if appropriate) 

Notify Assignee of Problem Ticket 

 1 
2 
3 

Notify Assignee of Problem Ticket 

Assignee accepts Problem Ticket 

Transferring Problem Tickets 

Check for Related Problems 

 
1 
2 
3 

Look for existing call or related problem 

Update Problem Ticket with related information 

If related problem exists, associate with problem 

Try To Fix The Problem 

 
1 
2 

Assignee works on the problem  

Assignee updates Problem Ticket status 
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Initiating / Resolving Problem Tickets 

Process Description (cont.) 
   

Update Ticket Status 

 Problem Solved 

 
1 
2 

Update and close the Problem Ticket 

Advise the caller 

 

 Problem Not Solved 

 
1 
 

Escalate to 2nd Level Support. 

 

Escalate Problem Ticket to 2nd Level 

 

 

1 
2 
3 
4 
 

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 

Advise the caller that the problem has been escalated 
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Initiating / Resolving Problem Tickets 

Using Service Center 
   

Directly from Open Call Ticket Create 
New 
Problem 
Ticket 

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

 

 
 

 

 

!! 
Caution 
Problem 
Tickets always 
start with a Call 
Ticket. 

 

 

 
 

 

Call Ticket window 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Create 
New 
Problem 
Ticket 
(cont.) 

2 Call Taker 
Clicking on the Create Problem Ticket button will bring up the 
PROBLEM MANAGEMENT � CATEGORIES window.  

 

 
 
• Select 

Problem 
Ticket 
Categories 

 Problem Ticket Categories Selection window 

 
 

  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.) 
   

From Call Search Create 
New 
Problem 
Ticket 
(cont.) 

1 Call Taker 
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 
on the Call Search button from the main ServiceCenter window to 
immediately open a Call Search window.  

 

  ServiceCenter window 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Create 
New 
Problem 
Ticket 
(cont.) 

2 Call Taker 
You can search for the Call Ticket by entering information about the Call 
Ticket in the appropriate fields and pressing <Enter>. Typically, the user�s 
3-digit User ID or the user�s Last Name are used to find the Call Ticket. 

 
 
 
 
• Search for 

Call Ticket 

 Call Search window 

 
 

 

 

 

Help Desk Process and Procedures  Problem Tickets � 3-8 
Version 1.0 10/22/2001 7:38 AM 



Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Create 
New 
Problem 
Ticket 
(cont.) 

3 Call Taker 
If you do not remember the User ID, or the user�s Last Name, you may click 
on the  button to review the entire list of users. 

 

 
 
 
• Search for 

Call Ticket 
(cont.) 

 Select Related Record window 

 
 

Sorting Data 
 
SC Feature 

  

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 
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 
New 
Problem 
Ticket 
(cont.) 

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

 
 
• Search for 

Call Ticket 
(cont.) 

 Call Ticket Search window 

 
 

  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 
New 
Problem 
Ticket 
(cont.) 

6 Call Taker 
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. 

 
 
 
• Search for 

Call Ticket 
(cont.) 

 Call Ticket Search window 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Select Problem Ticket Categories Create 
New 
Problem 
Ticket 
(cont.) 

7 Call Taker 
Select a Problem Ticket category from the following list: 

  Problem Ticket Categories Selection window 

 
 

  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 
Problem 
Ticket 

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

  Problem Ticket window 

 
 

 2 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. 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Notify 
Assignee 
of Problem 
Ticket 

1 Call Taker 
Designate the primary Assignee for the Problem Ticket based on availability, 
location, or type of problem. Immediately contact the Assignee via Nextel, 
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. 

 

  

 

 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. 

  

 ! 
Note 
 

The Call Taker is responsible for monitoring and coordinating Problem Ticket acceptance. The Call Taker 
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 
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.) 
   

Transferring Problem Tickets Notify 
Assignee 
of Problem 
Ticket 
(cont.) 
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Try to Fix Problem
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Transferring Problem Tickets (cont.) Notify 
Assignee 
of Problem 
Ticket 
(cont.) 

1 Call Taker 
If you cannot resolve a problem, or if you need 
to transfer a Problem Ticket to someone else 
because of location, availability, or fam
it may be necessary to have someone else
respond to your ticket. Coordinate with the Help 
Desk Lead, or your supervisor, to identify a new
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. 

iliarity, 
 

 
 

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. 

 

To transfer a ticket to a specialist, use the Sec 
Asgn Grp: and Sec Assignee: fields to make 
these assignments. The Secondary Assignee, 
once the ticket has been accepted, is 
responsible for updating the ticket and 
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 
Assignee 
of Problem 
Ticket 
(cont.) 

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

 

  

 

! 
Tip: 
Enter �key descriptive 
words� within the first 
20-30 characters. 

 

 

 

Problem Ticket window 

 
 

 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. 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Check for 
Related 
Problems 

1 Assignee 
Search ServiceCenter to discover if there are any other problems that are 
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 

 
 

 2 Assignee 
If you have the Problem Ticket open, you may 
also search for related problems by clicking on 
View Related Problems on the Options Menu. 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Associate Call with Open Problem Ticket(s) 
1 Assignee 

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. 

 

Check for 
Related 
Problems 
(cont.) 

 Display which problem tickets window 

 
 

 2 Assignee 
Once you have entered the search data in the appropriate 
field, click on the Search button.   
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

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

 

 
 
 
 

! 
Tip 
Be sure to write 
down the original 
Problem Ticket 
number. 

 Related Problem Ticket window 

 
 

 4 Assignee 
If you find a related problem, click on the Associate to 
Problem choice on the Options menu.   

 

Help Desk Process and Procedures  Problem Tickets � 3-20 
Version 1.0 10/22/2001 7:38 AM 



Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

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

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

 
 

! 
Tip 
Use the �complete� 
Problem Ticket 
number. 

 Associating Records window 

 
 

 6 Assignee 
Enter the number of the Problem Ticket you want to associate with the 
selected ticket. Be sure to use the complete number � PM00xxxx. 

 

Associated 
Problems 

 
SC Feature 
 

  

 

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.  
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

Try To Fix 
The 
Problem 

1 Assignee 
Once the initial research is completed and any related problems have been 
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 

 
 

 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.) 
   

Problem Solved Update 
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. 

 
 
 
 
• Enter 

Resolution 
and Close 
Problem 
Ticket 

 Problem Ticket Window 

 
 

 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.) 
   

Problem Not Solved Update 
Ticket 
Status 
(cont.) 

1 Assignee 
If the user�s problem cannot be resolved by 1st Level Support, then update the 
Problem Ticket with the details of the problem and escalate the problem to 
2nd Level Support. 

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

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

 

 

!! 
Caution 
Update the status 
at least daily. 

 

 Problem Ticket Window 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

1 Assignee 
If you cannot resolve the user�s problem, the Problem Ticket must be 
escalated to 2nd Level Support. Call x19900 to contact the Dispatch Center 
and they will open a SAP ticket and assign the appropriate SDDPC or Vendor 
support staff member to work on the problem. 

  

Escalate 
Problem 
Ticket to 
2nd Level  

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 2nd 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. 
 

! 
Note 
Update the 
description at least 
daily with current 
information. 
 

 

 

 Problem Ticket Window 
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Initiating / Resolving Problem Tickets 

Using Service Center (cont.) 
   

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

 

Escalate 
Problem 
Ticket to 
2nd Level  
(cont.) 

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 2nd Level Support 
Assignee. Update the Problem Ticket and continue to monitor it. 

Notify the Help Desk Supervisor that the problem remains unresolved. 
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