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Overview

ADiTaaS (Allied Digital Integrated Tool-as-a-Service) is intuitive enterprise service management for the
performance of the digital enterprise, on-premises or in the cloud. It provides end-to-end visibility of all
services delivered by different business units, while automating processes on the powerful ADiTaaS
platform. ADiTaaS is easy to configure and allows you to activate quickly, while scaling to your business
needs. With a simple and consistent approach, you increase efficiency, lower costs, and devote more time
to innovating and delivering the modern, consumer like, Self-service experience your employees expect.

ADiTaaS Architecture Stack

Cloud

Sarvices
Chatbot
Y
b Igl
ADiTaaS i1 ) Intelligent Automation Engi
Platform
Responsive s,
Interface 2
Always s, % a ﬁ
On - Cloud 5%
Multi-Instance, 0
Language & Time Zone Sacure & Compliant Scalable
About This Manual

This user guide is intended for all agents, which describes how to use application to log and progress
processes. The application keep a log of all activities and automatically emails status updates, allowing
users to track the status of an incident ticket or a service request that has been submitted.

Logging In

DOMAIN ID:
Login in to ADiTaaS from any device using your domain ID account.

1. Open a web browser and enter the URL

https://demoaditaasvs.allieddigital.net/aditaasvs/

2. On the ADiTaaS login page, enter your username and password in the corresponding
fields and then click the ‘Sign In’ button.
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3. The credentials will authenticate with Active Directory and if got success it redirects to the home
page of ADiTaaS

as

CONQUERING COMPLEXITY

Welcome back!

Please sign in to continue

Username

Enter your username

Password

Enter your password

[] Remember me Forgot Password?

= K=

Don't have an account? Create an Account

Choose language v

FACEBOOK:
Enter Facebook credentials to login application.

GOOGLE:
Click on Google icon and enter Google credentials to login.

SSO:
Single sign-on (SSO) is a session and user authentication service that permits a user to use one set of login
credentials (e.g., name and password) to access multiple applications.

CHOOSE LANGUAGES:
Select preferred language from list of languages available from the list.

I

French
Marathi

Choose language -
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FORGOT PASSWORD:

If you have forgotten your password and you previously entered an email address when signing up for the
account or in your Preferences, and you still have access to that email account, then this option can help
you recover access to your account.

/IDiTaas

CONQUERING COMPLEXITY

Forgot Password?
Email / Username

EMier your email

Reset Password

Know your password? Sign In

The system will send a temporary password to your saved email address that will allow you to retrieve your
account. You can change the password after you log in

Home Page

Once agent login into the portal, first page will be by default caller’s page. Which can also called as home
page. Later agent can change their home page to different dashboard, the home page of ADiTaaS has
various menus displayed that enables an administrator or an agent to take necessary action.

. "
= Enter ticket number and search f a4 l'" 4 {§}
Caller's Page New Incident | New Request

Customer Name Requestor Mame *
Allied . Choo: E aQ - Column Visibility = 25w
"] Title Assignment Group Priori... Status Category Sub Category Item Opened Date

Na records available

[ T

16



-

.
ADITaas allied digital

Digital Service Management I7 managed Responsibly

;IniTaas = Enter ticket number and search ® A e‘ ‘Tﬁ,!' {é}

CONQUERING COMPLEXITY

i

Jagadeep Vudatha 01.Incident & Request Dashboard » g ©nAddPanelv & Download | Y Filter £ Refresh ~
Practice Manager

MAIN MENU ~ Incidents by Status Request by Status
42 Dashboard UNDER OBSERVATION: 1 APPROVED: 25 PROGRESSING: 6
- RESOLVED: 31 ASSIGNED: 3 REJECTED: 11
B3 My Mailbox REJECTED: /T CLOSED: 221 ROVED: 11
PROGRESSING: 38 MA 1

<2 My Favorites D CLENT 1 FULALLED: 18
A\ Incident N 3rd PARTY: 1 cLOSED: 27
3 Request
Knowledge
@ Problem
@ Change

Release
& OPEN: 1,379 —
£ Task OPEN: T41

Tas|

P . = APPROVED == ASSIGNED == CLOSED == OPEN == PEND 3rd PARTY
o/ Interaction = PEND CLIENT == PROGRESSING == REJECTED = RESOLVED = PROGRESSING == REJECTED == APPROVED == N/A == FULFILLED
= UNDER OBSERVATION = CLOSED = OPEN
Q cwmoe
~
‘i_::l ChatBot Open Incident by Assignee Open Request by Assignee
‘venkatesh vuﬂatha 2

[ Live chat . Priya Lewis Lenatesn v Priya Lews: 1

Jagadeep Vudatha

@ Intergration Hub
|

88 Visual Boards Ravivardhan
@ Reporting David Cantrell
€53 Administration Nick McDonald
Edwin Toh
Leah Bostic
David Crabill

Robert Dovmey

.Iagadneu Vudatha: 739
venkatesh vudatha

== Priya Lewis = Jagadeep Vudatha = Leah Boslic = venkatesh vudatha
0 200 400 600 800 1000 1200 1400 1600

Priority wise Incident Tickets Priority wise Request Tickets TR @ &l
1200
~ P3
1000
800 m
600
P1
400
200
P4
0
P2 P1 P4 P3 800
Incident tickets by Category Item Open Requests By Category Item
ADDITIONAL SOFTWARE 160
ALERT
PASSWORD RESET B 140
V52013
SLOWNESS ISSUE 120
SOMAL
SHARED § 100
COMPATIBILITY &
ACCOUNT UNLOCK i— 0
MICROSOFT OFFICE
ADOBE PHOTOSHOP 60
CONFERENGE PHONE
] 40
LENOVO-T570 &
SETUP VIDEO CONFERENCE 20
MACHINE SHIFT
NOT WORKING — 0+
PRIVACY SCREEN REQUEST # < PRITAEN
LENOVO- X1 YOGA = v*a@\{\ e@‘\o}@ &
v SAP CRYSTAL REPORTS O{Tig, 0«0% TEE S o

MENU BAR
Left side main menu contains all modules. Clicking on respective module will display the sub modules.
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MAIN MEMU

& Dashboard
E My Mailbox
7 My Favorites
£\ Incident

34 Request
Knowledge

@ Problem

@ Change
[ Release
ﬁ Task

.) Interaction
© cwmpB

[ (C) chatBot

(3 Live Chat

@l Intergration Hub
Eg Visual Boards
@ Reporting

£33 Administration

TOP TOOL BAR
Top tool bar contains different icons to perform various actions.

= Enter ticket number and search ® A e‘ {'ll @
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MAXIMIZE SCREEN

On Clickingon —  will hide the menu bar and displays the page in full screen.
E Enter ticket number and search ® O e‘ (l_i.(':. @

THEME SETTINGS
Right side top we can some ions and first one is theme settings. In by default theme you can see menus are
at left side and information area is at the right end side.

If you want you can to change the theme. There are total 4 themes are available.
On selection of each theme interface will slightly get change. You also have option to change the color.

.
AD]Taas = Enter ticket number and search # 4 9. m‘," @
I Calers Page

= Practice Manage
M N . Search Criteria

;_9 Dashboard Customer Name Requestor Name *
3 My Mailbox Allied d Chaose of Qo -~ Column Visibility ~ 5~

VT My Favorites D Title Assignment Group Priori.. © Status Category Sub Category Ttet
£ incident

Mo records available
%
}g Request < 3

EE Knowledge n Mo items to display
& Problem

@D Change

@ Release

£ Task

J Interaction

@ cwmoe

() chatBot v [~}

® A2 S
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Select Theme
AbiTsas = T
e . :.-. Has 0 | = P - ﬂ-'".'-n. =
= e T $Hm o
B — ‘L» " -:u’
ABTast &
o — =
-
=l I I TP TP =
:’H - - B - L
— o e
BA man mas oo
ety - e _ ;
ADiTaas o = fem Bim—m s aod
e i fme == EEE
——— o el - ) -
i ”“”I"”Ilnnnl
i T R
Select Color

Here in below theme menu bar is at the top and information/documentation area is at the bottom.

Enter ticket number and search,

ADiTaas

REJECTED 20 Open - Unassigned (793)
PROCRESSNG: 38 Resolved (13)
PEND CUENT 1
Closed (224)
PEND 3rd PARTY: 1
Rejected (20)

Scheduled Incidents (5)
Calendar View

Visual Board ~

Archived Incidents

Al incidents

o v —/

T Y- e

&2 Dashboard - 3 My Mailbox - ¥y My Favorites -/ Incident - 3 Request Knowledge - @) Problem - @ Change - {7 Release . P Task - oJ Interaction - Q cMDn
01.Incident & Request Dashboard ¢ g i O~nddPanel> & Download | Y Filter  C Refresh~ -
Incidents by Status P1/Critial Incidents (66) Request by Status
UNDER OBSERVATON: 1 r g DO W 8) PROGRESSIIG: &
RESOLVED: 34 T I— My Group Wark (840) ’7 REJECTED: 11

-—iuwuvsn: n
~ WA1

FULFILLED: 13
cLOSED: 27
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USER PROFILE

Allows to modify the account related information.

My Profile-

You can view and modify your personal profile. When you click My Profile displays all

A A A (Tew

i

b
;~ H'
i b

Jagadeep Vudatha
Practice Manager

© My Profile

L=]

Q Edit Profile

' -
= Change Password

@ Account Settings
ﬂ About ADiTaas

'@'} Sign Out

information regarding your account.
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ACCOUNT INFO

Timezone

Asia/Caloutta

Login D
jvudatha

ontact No
13104620926

na
jagadesp.vudatha@gmail.com

m

ocation

bahape

Addrass

MBP Navi Mumbai

® @ W @ @ W Q @

bdumbai
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Edit Profile-

User can to modify profile information from edit profile.

Change Password-

Users can change their own password.
To change your own password:

1. On the toolbar, click

2. The Set Password dialog appears.

3. In the Old Password box, type your current password, then type your New Password
and

4. Confirm it, then click OK.

Your password is changed

Change Password
In this page you can change your current password with a new one

CURRENT PASSWORD

Enter Old Password

CURREMNT PASSWORD IS REQUIRED

NEW PASSWORD

Enter New Password

CONFIRM PASSWORD

Re-enter New Password

Change Password Close

Account Settings-

As ADiTaaS is a web application that can be accessed from anywhere, it is important that
you set your current time zone. You do this from the Account Settings Page.

To set your current time zone:

1. On the toolbar, click Account Settings
2. The Account Settings page appears.
3. In the Time zone list, select your current time zone, then click Save.

To set Language:
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1. On the toolbar, click Account Settings
2. The Account Settings page appears.
3. In the Language list, select required language, then click Save.

To set your Date/Time Format

1. On the toolbar, click Account Settings
1. The Account Settings page appears.
2. In the Date/Time Format, select required format then click Save.

Account Settings
In this page you can change timezone, date time format and language
LOCALE SETTINGS
Language Timezone
English v IST-Asia/Calcutta v
Date format Time format
MM/ dd/yyyy v HH:mm v
Save Close
About ADiTaaS-

User can view version of ADiTaaS tool.

About ADiTaaS ¥

o Product Information
I a a Product Name : ADiTaas
CenGURRING comBLEeTy Product Version : v5.1

Licensing Information

Close

Sign Out- Click on sign out to exit from the tool.
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NOTIFICATIONS

Next we have notification icon. Any notification like email notification, reminder notification all the
notifications will be displayed under Notification icon.

If any new notification appears then bell icon appears to be in red color so that you will be knowing that
there is a new notification.

® A2 &

There are 3 tabs under notification icon.
Notifications- Displays all kinds of notifications

Notifications

Notification P1 Ticket (72) News (2)

© Ticket [ IN-210618-0006 ] has been assigned to you in

Service Desk. Priority P4 Status OPEN
Jun 18 04:39PM

© 1D: T-210610-0013
Subject: call John for more info
Notes: Call John for more info

Jun 11 03:00AM
© Ticket [R-210610-0009] Priority P2 Status OPEN has
been assigned to [Jagadeep Vudatha]

Jun 10 05:34PM

© Ticket [R-210610-0006] Priority P2 Status OPEN has v

P1 Tickets- Displays all P1 tickets with count.

Motifications

Motification P1 Ticket (72) News (2}

© 1D IN-210620-0002, Subject: Browser Compatibility Issue
@ 1D IN-210619-0020, Subject: Desktop not working

0 1D IN-210619-0019, Subject: Outlook | User continues to
gel prompled for credentials

0 1D IN-210619-0005, Subject: Outlock not working. Unable
1o send mail
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News- Agent can view all important news published in organization under News section. Click on news
title to read more. It also allows to download attachments if any.

Notifications

Notification P1 Ticket (72) News (2)

@ Gentle Reminder- expedite: Vaccination - A must!! -

O Allied Digital at Vibrant Gujarat Summit in Ahmedabad
(January 17-20,2019)

View All

USER MANUAL

The User Manual contains all essential information for the user to make full use of the tool. This
manual includes a description of the tool functions and step-by-step procedures for tool access
and use.

Click Aon tool bar to access the Agent user guide.

HOME ICON

Clicking on home icon will redirect to home page.

ala 2 ¢ &

SEARCH FOR A TICKET

Search - Search bar enables user to search for particular ticket by entering ticket number in search
bar.

Enter ticket number and search... | i Y e. ﬂ:u {O}
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Advanced Search- Allows agent to search for any tickets with user login id, email, assignment
group, technician or short description.

1. Click on down arrow icon.
2. Enter the required keyword and click on search button.

Enter ticket number and search.. |:| ® o e. (reu @

Advance Search

ID Number User NTID
Email

Assignment Group

Technician

Short Description

MY FAVORITES
My Favorites is a combination of all the links of other modules which are used frequently.

26

Caller’s Page- This is a default home page for all agents.
My Tickets- Displays list of tickets for which you are a contact person or a requestor.
My Work- Displays all Incidents, Requests, Tasks, Problem and Change tickets assigned to you.

My Group Work- Displays all Incidents, Requests, Tasks, Problem and Change tickets assigned
to your support groups.

My Tasks- Displays list of task tickets assigned to you.

My Group Tasks- Displays list of task tickets assigned to your support groups.
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¢ Open- Unassigned- Displays list of open tickets pending to assign to individual.
e My Approvals- This section contains approvals assigned to you.

e My Group Approvals- This section will give information about the Approvals assigned to your
approval groups.

e VIP Tickets- Displays list of all VIP tickets.
e P1/ Critical Incidents- Displays list of all P1/ Critical Incidents.

¢ Open- Unassigned Incidents- Displays list of open incident tickets pending to assign to
individual.

¢ Open- Unassigned Requests- Displays list of open request tickets pending to assign to
individual.

e Article Catalog- This section allows the agent to search for Knowledge Articles. Theses
informative articles will help agent to work to solve any common known issues.

Article Catalog

27

GENERAL  HOWDO |

Unable to Sign PDF

-

Reader lets you sign PDFs and incorporate
that signature into the file. If you are viewing
a PDF on the web, download the PDF first
before you sign it. Some documents have
security applied that prohibits electronic...

6/14/21, 5:55 PM

@2/80 Read more

How to Download & Install Java JDK 8in W...

ﬁi)lava

=

This Java Development Kit(JDK) allows you
to code and run Java programs. It's possible
that you install multiple JDK versions on the
same PC. But Its recommended that you
install only latest version

6/14/21, 5:51 PM

@5/® Read more

Search.

How to Invite People to Your Organization i

NO IMAGE
AVAILABLE

Invite People to Your Organization in
Microsoft Teams

10/20/20, 3:32 PM

@3/W0 Read more

How to Set Up Microsoft Teams

o]

Microsoft Teams directly competes with
Slack and will replace Skype for Business, as
a premier collaborative communications
platform for large and small businesses. Set
up an organization in Teams and invite you...

2/8/21, 4:31 PM

@37/983

Read more

Service Catalog- Displays list of services available. Click on any respective catalog item to raise a
request. Fill the information and click on submit.

Service Catalog

Loaner

[ :

Software

New Employee - Corporate (Non-Region)

Additional Software

Corporate VDI

Standard Phone (Executives Only)

Phones & MiFiDevices  Security Badge  Peripherals & Components

Loaner Laptop

Keyboard & Mouse

‘\3

New Hire/Access Requests ~

Loaner MiFi Devices

®

External DVD
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Catalog Item - ADDITIONAL SOFTWARE Back
Person Type Additional Software Check Out Cart £50.00
~

MNAD Employee O7zip9.2 Quantity 1 ¥
Temp [] Adobe Acrabat Reader DC Unit Cost: 50.00
Vendor Delivery Time (From date of approval): 50.00
MC Dispatchee O Adobe AR

Additional Selected Software
[ Adobe shockwave Player

3DI PRO 6.3 10.00
[ Geogle Chrome ssue §
ADSL Accessories 1.0 §10.00
] 1EM Personal Communications (NNS) ADSL PrintServesDrivers $10.00
Abacre AdvancedFindAndReplace 3 $20.00
O iTunes
[ LANDesk Subtotal $50.00
[ Microsoft Internet Explarer 11 v

Additional Requirements / Descriptions

Paragraph «~ B I iz == @ ek By o o

o
[~]

e View Engineer Schedule- Displays an each engineer’s scheduled task details.

e Track Engineer Location - Helps to track engineer location.

ticket number and search A A 9. m._)‘ {:O:}

Track Engineer (Field Service)

&2 Dashboard

4
B3 My Mailbox
w

My Favorites

Caller's Page

My Tickets (1264)

My Work (745)

My Group Work (1689)

My Tasks (1)

My Group Tasks (26)

Open - Unassigned (887)

My Approvals (6)

My Group Approvals (81)

VIP Tickets (428)

P1/Critical Incidents (66)
Open-Unassigned Incidents (791)
Open-Unassigned Requests (15)
Article Catalog

Service Catalog

View Engineer Schedule

Map dats 82021 inst Oeogr Necional | Terma of Use | Report a mep error

Track Engineer Location

A\ _incident

28
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CALLER’S PAGE

Caller’s Page - This feature helps agents to quickly cross check if any open tickets are already
exists in system for same issue reported by user. Caller’s page displays all the tickets of respective
user.

1. Go to ‘My Favorites’ and click on caller’s page. Enter the ‘Requestor Name’ and all ticket
information associated to user will display. If contact is not present in the application, then
new contact can be created by using add contact feature. You can use search button to find
the existing contact.

2. Click on ‘New Incident’ or ‘New Request’ to raise new incident or request ticket

respectively.
M d
DITaas = Enter ticket number and search & a o “’,3’ @
|, Jagadeep Vudatha Caller's Page New Incident | New Request
L]
i'Js Practice Manage
,
MAIN MEN A
&2 Dashboard Customer Name Requestor Name *
B My Mailbox Allied " Dose one Qo -~ column Visibility ~  [EEIEEY
TF My Favorites D Title Assignment Group Pricri.. © | Status Category Sub Category Tter
Caller's Page P
No records available.
My Tickels (1264) v
My Work (745) < >
My Group Work (1689) n Mo items to display

My Tasks (1)

My Group Tasks (26)

Open - Unassigned (887)

My Approvals (8)

My Group Approvals (B1)

VIP Tickets (428)

P1/Critical Incidents (66)
Open-Unassigned Incidents (791)
Open-Unassigned Requests (15)
Article Catalog

Service Catalog

view Engineer schedule

Track Engineer Location

VIP USER:

If the selected user is VIP user, then in Requestor Name field a VIP icon will be displayed, and on mouse
over a pop-up will flash with more information.

Requestor Name *

Jagadeep Vudatha 200 W~
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Flash b 4

Executive User ! Transfer call to Level 3 support group.

Close

USER DETAILS

Clicking on user icon will display user information along with User ticket history for last 30 days.

Requestor Name *

Priya Lewis

[2ho~

User Details

true

& User Details | D User History (Last 30 days)

Requestor Name Mobile
priya.lewis 9876567898
First Name Last Name
Priya Lewis
Location Title
Mahape Software Engineer
Primary Email Id Phone
priya.lewis@allieddigital.net 0802545432
Secondary Email Id Secondary Phone
Department Reporting To
T Nick McDonald
State
Address Maharashtra
MBP Navi Mumbai
Zip Code
City 400710
Mumbai
Active

30
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User Details

FAVEREENE D User History (Last 30 days)

ID Title Description T Requestor Name Status Assignment Group Category Sub Ca
IN-210616-0003  Printer is not working at.. ~ From: Lewis, Priya "Priya.Le.. = Priya Lewis CLOSED Service Desk PHONE moBIL
IN-210513-0001 = Browser Compatibilityls..  Description*Browser Name... = Priya Lewis OPEN Service Desk SOFTWARE =~ WEBAF
IN-210427-0006 = Browser Compatibility Is..  Description*Browser Name...  Priya Lewis CLOSED Service Desk SOFTWARE = WEBAF
IN-210512-0001  Outlook | User continues...  DescriptionOutlook | User c.. | Priya Lewis CLOSED Service Desk SOFTWARE = QUTLO
IN-210620-0002 = Browser Compatibility Is.. ~ Description*Browser Name... = Priya Lewis OPEN Service Desk SOFTWARE = WEBAF
IN-210620-0001 = Browser Compatibility Is..  Description*Browser Name... = Priya Lewis OPEN Service Desk SOFTWARE = WEBAF
IN-210610-0007 = Browser Compatibility Is.. ~ Description*Browser Name... = Priya Lewis OPEN Service Desk SOFTWARE = WEBAF
IN-210521-0002  Outlock | User continues...  DescriptionOutlook | User c..  Priya Lewis OPEN Server Support L2 SOFTWARE | OUTLO,,

< >

B

1-20 of 55 items

CREATE NEW CONTACT

If agent doesn’t find a caller’s name under requestor name drop down, then new contact can be created by
clicking on ‘+’ icon.

Requestor Name *

Priya Lewis

adof

Create Contact X
NTID * Primary Email 1d * Site Name * First Name *
Choose one v
Last Name * Primary Contact No. Secondary Contact No. Secondary Email Id
Mobile Designation Reporting To Timezone *
Choose one - Choose one v
Date Format * Time Format = Departments
Choose one - Choose one - Choose one . Is Active
[] IsvIP

SEARCH FOR REQUESTOR NAME

Click on @ (magnifying glass) to search any contact details.

Requestor Name *

Priya Lewis
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User List x
Requestor Name First Name Last Name Email Phone
LeahJBostic Leah Bostic LeahJBostic@allieddigital.net 9865421545 ~
StephanieCLlanes Stephanie Llanes StephanieCLlanes@allieddigital.net 89568989784
ElaineJFarnsworth Elaine Farnsworth ElaineJFarnsworth@allieddigital.net = 23565989455
Deepak Deepak Shukla deepak.shukla@allieddigital.net 9808787865
Vedantha Vedantha Shukla Vedantha.shukla@allieddigital.net 9878767876
Edwin Edwin Toh Jvudatha@allieddigital.net 87498712313
Deepali Deepali Shukla mahesh.shet@allieddigital.net 67676567678
jvudatha Jagadeep Vudatha jagadeep.vudatha@gmail.com 13104620926
Bill Frasher Frasher BillUFrasher@allieddigital.net 9878789867
priya.lewis Priya Lewis priya.lewis@allieddigital.net 9876567898
AshleyCAckerman Ashley Ackerman AshleyCackerman@allieddigital.net = 789654321
FranciscoJMays Francisco Mays FranciscoJMays@allieddigital.net 789654123
Bob Bob Smith Jvudatha@allieddigital.net 987987654654
DorthyEMorris Dorthy Morris DorthyEMorris@allieddigital.net 123456789
NealTwilliams Neal Williams NealTwilliams@allieddigital.net 123456789 ”
- 2 1-150of 29 items

My Mailbox

Tool facilities to configure personal or support group mailbox within the tool.

L1
ADITaas = Enter ticket number and search ® ad “l;’ @
CONAUERING GOMPLER I TY
D oo
COMPOSE
'T.:' Practice Manager Inbox (1 D) 11091100 >
You have 2 unread messages
() E Inbox
E My Mailbox . o
A
Mailbox 17 Starred
Jagadeep Vudatha
I rtant
Ty My Favorites W importan ADITaas V5 Email Netification for Sign Up & M
Incident A Sent Mail . Deepak Shukla "
& Inciden 2 ot Undeliverable: Test by Allied Team, please ignore - [IN-180517-1784] :
rafts
H Request . Ravi Kumer —
= @ spam Undeliverable: Test by Allied Team, please ignore - [IN-180517-1784] )
ElE knowledge
& Tresh | ssgarKolambkar S
& Problem Failer Notice
" r . Jsgadeep Vudatha SN
ADiTaaS V5 Email ication for Sign Up )
@ Change DiTaa$ V5 Email Notification for Si & nza
5 Social
[ Release . Deepak Shukla "
9 Promoations Undeliverable: Test by Allied Team, please ignore - [IN-180517-1784] :
Task
g " Ravi Kumar N
o Interaction 5 uUpdates undeliverable: Test by Allied Team, please ignore - [IN-180517-1784] ’
anar
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Incident Management

Incident is defined as an unplanned interruption or reduction in quality of an IT service (a Service
Interruption).

LOGGING INCIDENT
Incidents can be created via a different ways, such as web application, email, phone call or monitoring

systems.

To create a new incident using the web application,

1. In shortcut bar, go to Incident Module = Click on ‘Create New’

2. Displays a new Incident creation page

3. Enter all * marked following mandatory fields.

a.

Client Name- This is a mandatory field and data is auto populated with client information.

b. Requestor Name- Mandatory field. Select contact details of user who has reported issue. If

33

contact is not present in the application, then new contact can be created by using add contact
feature. You can use search button to find the existing contact.

Location- Mandatory field. Auto populates user location from system.
Contact No- Optional Field. Auto populates user contact number from system.

Category/ Sub Category/ Item- Mandatory field. This fields helps to classify type of incidents
logged. Select the relevant category, subcategory and item to which incident can be grouped.

Status- Mandatory field. There are different status available throughout the life cycle of
incident. Initially all tickets will be in ‘OPEN’ Status.

Preferred Contact- Provides an option to select whether to send notification on primary or
secondary contact.

Notification Mode- Tool provides an option to get notify by Email, SMS or Call.

Impact- Mandatory field .Ticket Impact can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend on
incident. Depend on selected impact and urgency priority gets auto set as configured in Priority
matrix. Upon changing the impact/urgency tool will ask to enter reason for impact/urgency
change. Entered details will be added in activity log.

Urgency- Mandatory field .Ticket Urgency can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend
on incident. Depend on selected impact and urgency priority gets auto set as configured in
Priority matrix. Upon changing the impact/urgency tool will ask to enter reason for
impact/urgency change. Entered details will be added in activity log.

Priority- Mandatory field .By default incident priority is set to ‘P4’. Depend on impact and
urgency of the incident agent can change the priority. Priority will be auto populated depend on
configured Priority Matrix. Only agent with priority override access will be able to override the
priority. Upon overriding the priority tool will ask to enter the reason for Priority change and
enter details will be captured in activity log.
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1. Channel- Mandatory field .Channel indicates source through which incident is logged. Ticket
logged via self-service will have by default ‘SELF SERVICE’ as a channel. Ticket logged via email
manager will have by default ‘Email’ as a channel. Ticket logged via monitoring tool will have by
default ‘Alert’ as a channel.

m. Assignment Group- Mandatory field. Select appropriate support group to work on incident.
Ticket logged via self-service will have by default ‘Service Desk’ group as an assignment group.

n. Technician Name- Assign ticket to individual. Depend on selected assignment group,
technician names will be appear on the drop down list.

o. Configuration Item- Optional field. Related CI can be added to the ticket.

p- Flags- Enter flag as FCR, NEFCR, Misroute, NO KBA etc.

q. Alternate Location: Optional field. Provides an option to enter alternate location.

r. Alternate Contact: Optional field. Provides an option to enter alternate contact.

s. Vendor Ticket Number- Optional field. Third Party ticket id can be maintained in this field.

t. Opened Date: System auto captures date and time when incident is created.
u. Opened By: System auto captures name of the agent/ end user who has created the incident.

v. Incident Description: Provide a relevant title to the incident that will exactly summarize the
incident.

w. Symptoms: Provide a detailed description with any other associated details relevant to the
incident.
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AniTaas = Enter ticket number and search A A -9' ‘T‘jﬁ @

CONGUERING GOMPLEXITY

"fi}‘, Jagadeep Vudatha Create New Incident Common Incidents - Add Attachment Search Related Items ~
Y

Practice Manager

MAIN MENU ~  Client Name * Requestor Name * Location Contact No.
&2 Dashboard Allied - Choose one Qo -~ Choose one -
£ My Mailbox Category/Sub Category/Item * Status * Preferred Contact
¢ My Favorites F OPEN v Primary X v
A Incident Notification Mode Impact * Urgency * Priority *
Create New - Low v Low v P4 o -
P1/Critical Incldents (66) Channel * Assignment Group * Technician Name Configuration Item
My Work (5)
PHONE v Service Desk [ B Choose one Q- Choose one -
My Group Work (838)
Open - Unassigned (791) Alternate Contact Alternate Location
Resolved (10) eq
Closed (220)
Rejected (20) ]
Scheduled Incidents (5)
Calendar View A 5 q
NEFCR Description Vendor Ticket Number Email Response Opened By
Visual Board -
Choose one v month/day/year hours: .. Jagadeep Vudatha (]
Archived Incidents
All Incidents Opened Date

06/20/2021 16:57:33

Incident Description *

Symptoms *

Paragraph v B I @ T Z = = @ & @y By o o

Schedule Cancel -

4. Once all the required mandatory are filled and click on Submit button.

5. Click on Add attachment button to add attachment during the ticket creation

6. New incident will be created with unique incident ID and an email notification is sent to confirm
that the ticket has been logged.
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*
Enter ticket number and search «: 4 A ﬂ:',,\J E:O:
Location Contact No.
[ I 0802545432
Resolution Target o

Edit Incident - IN-210620-0004

B Ticket Details O FXOYRR] 2= Task (0) @ Approval (0) & Links (0) M Schedules (0) @ More Info & Impacted CI (0) & Interaction (0) | 4D Resolution
v Priya Lewis
+
Urgency *
- P4
Preferred Contact

Mahape
e -

Requestor Name *
2Q0 -
Response Target
Priority *

Primary

Client Name *
Allied
Category/Sub Category/Item *
SOFTWARE/APPLICATION/SLOWNESS ISSUE
Status * Impact *
OPEN v Low - Low
Channel * Assignment Group * Technician Name
PHONE v Service Desk [ B Choose one Q-
Field Service Cconfiguration Item Alternate Contact Alternate Location
C1210526-0041 eqs-~ e
Vendor Ticket Number On Behalf Of Notification Mode
Flags
NEFCR Description Opened By Opened Date Target Resolve Date
Choose one - Jagadeep Vudatha [:] 06/20/2021 17:15:15 o
Incident Description *
Application Slowness Issue
Symptoms *
B I ¢ 22| W@ ByBy o

Paragraph v
Application Name - [Enter the application name]

Number of Users Impacted - [Enter the number]

Update Cancel

INCIDENT CREATED VIA EMAIL MANAGER
Incidents created via email manager will have by default channel as ‘Email’.
Email Subject and Email body details will be mapped to Incident description and

1.

2.
symptoms field respectively.
Any attachments in the mail will be added as attachment

3.
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H + & = Printer is not working at 5th floor - Message (HTML) T EH - O %
MESSAGE
~ 2 ~ [ Y £ - Gy 1
%@HOI’& x (E (_1 E _)ﬁ [FZ Meeting HR m -7 Rules Mark Unread a& i Find q
& M- 3 To Manager W oneNote i Categorize ) Related -
#@Junk' Delete  Reply Reply Forward = —| Move Translate Zoom
All Bl Mare - Team Email hd . [EPActions~  |* Fallow Up~ - [+ Select
Delete Respond Quick Steps F] Move Tags ] Editing Zoom -

Wed 16-06-2021 12:55
Lewis, Priya
Printer is not working at 5th floor

To ADiTaas US Demo

Message Mew Text Document.bed (4 KB}

Hello Team,
Printer is not working at 5th floor. Kindly look into it.

Regards,
Priya Lewis

AniTaas = Enter ticket number and search.. « A e. fﬁ_‘j‘y {é}

CONQUERING COMPLEXITY

I, Jagadeep Vudatha
“E‘;. Practice Manager My Group Work Column Visibility ~ B~
ﬁ My Favorites ~ o] Title Description Requestor Name Status Assignn
. - 10616-0002 Printer is not working at 5th floor From: Lewis, Priya "Priya.Le.. | ITSM Agent iip OPEN service
£ Incident
-  |INZ0GIS0002M Deskphone is not working Deskphone is not working Priya Lewis OPEN Service
Create New
[EI0GAS0002M <cep your files synced across all yo.. | From: Dropbox 'no-reply@dr... | Default Email User OPEN service
P1/Critical Incidents (63) hd Py Y v P oo
My work () ©  ESIEIE0NSEN UNABLE TO INSTALL MS OFFICE UNABLE TO INSTALLMS O.. | Jagadeep Vudatha iif PROGRESSING | Network
© |NEESGEIGEE0ENN [PRTC Network Monitor (ADSLUSLV...  From: PRTG Network Monit.. | Default Email User OPEN Service

My Group Work (822)
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= Enter ticket number and search

& View Attachment(s) -

Search Related Items ~

Edit Incident - IN-210616-0002 Up

D Activity Log = Task (0) @ Approval (0) P Links (0) M Schedules (0) @ More Info & Impacted CI(0) & Interaction (0) | 40 Resolution

Client Name *

Allied

Requestor Name *

ITSM Agent

200 i~

Location

Mahape

Response Target

Contact No.

54545454545

Resolution Target

Category/Sub Category/item *

Priority =

PHONE/MOBILE PHONESSAMSUNG GALAKY
Status * Impact *

OPEN - Low - LOwW - P4

Technician Name Preferred Contact

Channel * Assignment Group *

EMAIL M Service Desk o~ choose one Q- chaose one -

Field Service Configuration tem Alternate Contact Alternate Location

M schedule Call «f Track Engineer Che

Notification Mode

oq

‘Wendor Ticket Number

Flags

NEFCR Description Target Resolve Date

Choose one - 06/16/2021 23:45:26 o

Incident Description =

Printer is not working at Sth floor

Symptoms *
Paragrap vIBl I - |==|a
From: Lewis, Priya "Priva. Lewis@allieddigital net™
To: ADiTaaS US Demo "aditaasusdemo@allieddigital.net"
Sent: 06/16/2021 12:25 AM
Subject: Printer is not working at 5th floor
Description
Hello Team,
Printer is not working &t 5th floor. Kindly look into it.
Regards,

Priya Lewis

Update

Cancel

INCIDENT CREATED VIA MONITORING TOOL

Incidents created via monitoring tool will have by default channel as ‘Alert.

/DiTaas =

ONQUERING COMPLEXKITY

.
Enter ticket number and search. ‘ﬁ A B

wl“ Jagadeep Vudatha
e

Practice Manager
1r My Favorites
& Incident

Create New
P1/Critical Incidents (20)
My Work (3)

My Group Work

Title

Column Visibility 25 |v

Description

Requestor Name

Status

JIN-210603-0002

[PRTG Network Monitor (ADSLUSLV...

New Status: Threshold reac...

Jagadeep Vudatha vip

OPEN

- |NEGE0EEE

- [n210602-0001

Application Slowness Issue

Laptop is consuming high memory

© [IEEEENNNE vounify Application slowness Issue

Application Name - [Enter th...
Laptap is consuming high ..

Younify Application slowne...

Priya Lewis V¢
Priya Lewis ViP

mahesh shet

PROGRESSING
OPEN
OPEN
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.
= Enter ticket number and search A A ﬂn“ {:O}
Edit Incident - IN-210603-0002 Update S —
M Ticket Details D Activity Log = Task(0) @ approval (0) & Links (1) A schedules (0) @ Nore Info £ impacted CI (0) £ Interaction (0) © Resolution
Client Name * Requestor Name * Location Contact No.
Allied v Jagadeep Vudatha 200 Wi~ Mahape i BN 14522
Category/Sub Calegory/Tem * Response Targel Resolution Targel 0
HARDWARE/LAPTOR/LENOVO- X1 YOGA E
Status * Impact * Urgency * Priority *
RESOLVED - MEDMUM - MEDIUM - P2 0 -
Channel * Assignment Group * Technician Name Preferred Contact
ALERT v Service Desk [ [+ -
Field Service Configuration ltem Alternate Contact Alternate Location
Vendor Ticket Number Motification Mode
Incident Description *
[PRTG Network Monilor (ADSLUSLVAPPS)] PRTG Core Server Core Health (Autonomous) (Core Health (Autonomous)) Threshold reached (Health) (15 %) (OK)
Symptoms *
Paragrap B I = = =& e EHv ¢ 3
New Status: Threshold reached (Health) (15 %)
Date/Time: 6/3/2021 4:44:33 AM (Pacific Standard Time)
Device: PRTG Core Server ()
Last Result: 100 %
Last Message: OK
Update Cancel
[~]

COMMON INCIDENTS

Creating individual form for each incident template for the most frequently raised incidents such as,
printer problem, outlook, AD account unlock. The fields can be pre filled with values so that an incident
can be created instantly. Under Administration module all templates can be configured and during the
incident creation all configured templates will be displayed under common incidents drop down.

Navigate to Incident Module from left menu bar

Click on Create New, displays new incident creation page

Select the required Create New template from common incidents drop down
The fields can be pre filled with values

Enter the Requestor name and any additional information if any

Click on Submit

oV AW oN =
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/IDiTaa$s

RING COMPLEXITY

‘Tﬂ-l' Jagadeep Vudatha
¢ ,’l Practice Manager

MAIN MENU
&7 Dashboard

E My Mailbox
¢ My Favorites
£\ Incident

Create New
P1/Critical Incidents (67)
My Work (5)

My Group Work (860)

= Enter ticket number and search

Create New Incident

Client Name *

Allied

Category/Sub Category/item *

Notification Mode

Channel *

PHONE

Common Incidents

BROWSER COMPATIBILITY

APPLICATION SLOWNESS

q e one
DESKTOP NOT WORKING
QUTLOOK CREDENTIAL PROMPT
UNABLE TO INSTALL MS OFFICE
Impact * Urgency *
Low - Low

Assignment Group *

Choose one

Technician Name

Choose one

LI =W ST

- Add Attachment m Search Related Items ~

Contact No.

Preferred Contact

Primary X v
Priority *
P4 e -

Configuration ltem

Choose one -

INCIDENT DATA GRIDS

My Work/ My Group Work

Once incident is logged, Agent can view incidents which are assigned to him under ‘My Work’ and all the

incidents which are assigned to his groups are visible under ‘Group Work’ tab.

Go to Incident module = Click on ‘My Work’ or ‘My Group Work’

/IDiTaa$

'ori,'i' Jagadeep Vudatha
s Practice Manage

£ Incident

Create New

P1/Critical Incidents (66)
My Work (5)

My Group Work (839)
Open - Unassigned (792)
Resolved (10)

Closed (220)

Rejected (20)
scheduled Incidents (5)
Calendar View

Visual Board -

Aschived Incidents

All Incidents

H Request
EE] knowledge
&b Problem
@ Change
B Release

£ Tesk

v

= Enter ticket number and search
My Group Work
[ Title

e 0 © %2 0 ©

L]

-
z
a5
2
2
H
2
2
2

)
@
=

@

Application Slowness Issue

Browser Compatibility Issue
Desktop not working

Outlook | User continues to get pro.
Application Slowness Issue

SYSTEM / MONITORING / ALERT
Desktop not working

Account |s locked..

My Ad account locked

Keep your files synced across all yo._..
UNABLE TO INSTALL MS OFFICE
[PRTG Network Monitor (ADSLUSLV...
[PRTG Network Monitor (ADSLUSLY...
Pink Verify Demo with Edwin - with ..,
Pink Verify Demo with Edwin

Laptop Not working, please replace ...
Browser Compatibility Issue

Browser Compatibility Issue

1-25 of B25 items

Column Visibility ~ 25 v

Description

Application Name - [Enter th.

Descripticn*Browser Name...

Desktap not working

Outlook | User continues to
Application Name - [Enter th..
SYSTEM / MONITORING / A..
Desktop not working
Account is locked..

From: Sodvadiya, Jignesh "..

From: Dropbox "no-reply@dr_..

UNABLE TO INSTALL MS 0.

From: PRTG Network Monil...
From: PRTG Network Maonit...
From: Jagadeep Vudatha "J..

From: Jagadeep Vudatha "J

Laptop Not working, please ...

Description*Browser Name...

Description*Browser Name...

<

Requestor Name
Priya Lewis

Priya Lewis

Edwin Toh
Jagadeep Vudatha
Jagadeep Vudatha
Jagadeep vudatha
Priya Lewis
Jignesh Sodvadiya
Jignesh Sodvadiya
Default Email User
Jagadeep Vudatha
Defaull Email User
Default Emall User
Roberl Downey
Robert Downey
Edwin Toh

Priya Lewis

Jagadeep Vudatha

A sl
Status Assignmer
OPEN Service De
OPEN Service De
PROGRESSING = Service De

ne | OPEN Service De
T OPEN Service De
Yir = OPEN Service De
PROGRESSING  Service De
OPEN Service De
OPEN Service De.
OPEN Service De
il | PROGRESSING = Metwork St
OPEN Service De
OPEN Service De
OPEN Service De
OPEN Service De
OPEN Service De
OPEN Service De
e OPEN Service De
. v
]

P1/ Critical Incidents- Displays list of all P1/ Critical Incidents

Open -Unassigned- Displays list of open incident tickets pending to assign to individual

Resolved - Displays list of resolved incidents

Closed- Displays list of all closed incidents
Rejected- Displays list of rejected incidents

Scheduled Incidents- Displays list of all scheduled incidents

Calendar View- Displays scheduled incidents, set reminders on calendar view.
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Archived Incidents
Displays all archived incidents
View Archived Incidents

1. Navigate to Incident module from left menu bar
2. Click on Archived Incidents
ADiTaas = Enter ticket number and search. s O Q‘ {f'. {@}
), Jagadeep Vudatha .
'r:? Practice Manager ADITaas Archived Incidents 50 v
¢ My Favorites . o
1] short Description Contact Name Location Contact No. channel Status Resolved On
Create New IN-200614-0078  Unlock the AD Account Jagadeep vudatha = Mahape CHAT CLOSED  06/15/2020 °
P1/Critical Incidents (63) IN-200317-0008  Jagadeep Vudatha for Unlock the Account | Jagadeep Vudatha =~ Mahape 06712652849 CHAT CLOSED  03/19/2020
My Work (5) IN-200402-0010  Jagadeep Vudatha for Unlock the Account | Jagadeep Vudatha =~ Mahape 0612652849 CHAT CLOSED  04/03,/2020
My Group Wark (822) IN-200402-0009  Jagadeep Vudatha for Unlock the sccount | Jagadeep vudatha = Mahape 0612652849 CHAT CLOSED  04/03/2020
Open - Unaasigned (777) IN-200127-0003 ~ Laptop not working Jagadeep Vudatha = Mahape 0612652849 | CHAT CLOSED  01/27/2020
Resolved (4) < >
Closed (212) Count: 5
Rejected (20) - 1-5a0f 5 tems
Scheduled Incidents (5)
Calendar View
Visual Board -
Allincidents
View Archived Incidents Report
1. Navigate to Reporting module from left menu bar
2. Click on Report Catalog
3. Move to Archived Reports Widgets
4. Select Archived Incident Report to view all archived incident records
.
Anl aas = Enter ticket number and search.., ® o Q. ﬂ'g {‘9}
i TR s x

i 's Practice Manager

@ Change

[ Release

ﬂ Task

o Interaction

Q@ cwmps

() chatBot

(3 Live Chat

Intergration Hub

B3 visual Boards

@ Reporting
Report Catalog

Report Scheduler

Create New

€3 Administration

i= All Tasks
= completed Tasks
i= Open Tasks

k== Open Tasks By Assignee

= All Changes
= All Changes (My)
= Change Report

2 Changes By Assignee

I~ Requests within SLA vs Violated

= All Problems
i= All Problems
i= completed Problems

122 Completed Problems By Priority

[ More >

i= All Cl Report
122 CI By Status
122 CI By Type

122 CI By User

| = Archieved Incidents

i= Archived Problems

22 Approvals By Approval Group
2 Approvals By Approver
2 Approvals By Modules

2 Approvals By Status

Raw Data Report CoR |

= All Articles
#i# Incident Status By Category
k22 Tickets Created Today

i= Time Spent By Assignee (Current Month)

Master Data

& Incoming Tickets By Month
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L]
ADITaas = Enter ticket number and search * A e. ﬂ'v @
(rl."’ Jagadeep Vudatha AD.T s
¢ Practice Manager Archieved Incidents ion~  [EEES
s iy /Z1011aa>
Xnowledge D Short Description ContactName T Location T ComtactNo. T Channel T Status T Resolved On
@ Problem IN-200402-0010 = Jagadeep Vudatha for Unlock the Account = Jagadeep Vudatha Mahape 0612652849 CHAT CLOSED  04/03/2020
@ Change IN-200402-0009 = Jagadeep Vudatha for Unlock the Account  Jagadeep Vudatha Mahape 0612652849 CHAT CLOSED  04/03/2020
A Release (Count:z .
o Task 1-20f2items
7 Interaction
Restore Archived Records-

1. Navigate to Reporting module from left menu bar

2. Click on Report Catalog

3. Move to Archived Reports Widgets

4. Select Archived Incident Report to view all archived incident record

5. Select required tickets to be restore by clicking on checkbox and click on Action menu

6. Click on Restore Archive Data to restore the records
AniTaas = Enter ticket number and search ﬁ A Q. ﬂ'y {:O:}
() v LN s a

Practice Manager

@ Cchange
] Release
£ Task

7 Interaction
© cmos

() chatBot

(3 Live Chat

Q Intergration Hub

B8 visual Boards

@ Reporting
Report Catalog

Report Scheduler

Create New

€3 Administration

= All Tasks = All Problems

= Completed Tasks = All Problems
= Open Tasks i= Ccompleted Problems

2 Open Tasks By Assignee 122 Completed Problems By Priority

Lhore- |
= All Changes = All Cl Report
= All Changes (My) 12 CI By Siatus
= Change Report 122 CI By Type
2 Changes By Assignee 122 CI By User
Lo

AT

I Requests within SLA vs Violated

| = Archieved Incidents

i= Archived Problems

2 Approvals By Approval Group
2 Approvals By Approver
2 Approvals By Modules

=2 Approvals By Status
Raw Data Report C4R |
= All Articles

## Incident Status By Category
2 Tickets Created Today

=Time Spent By Assignee (Current Month)

Master Data

& Incoming Tickets By Month
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CONQUERING COMPLEXITY

& e /DiTaaS Archieved Incidents

CONQUERING COMPLEXITY

“ B

@ Change  Refresh Report .
@ . ] Short Description | ContactName | Location = Con B Saveas Excel Status
Release
| IN-200402.0010 | Jagadeep Vudatha for Unlock the Account  Jagadeep Vudatha Mahape | 061 B S2veas FOF CLOSED
£ Task % Send as Email
IN-200402-0009 = Jagadeep Vudatha for Unlock the Account ~ Jagadeep Vudatha  Mahape 061 CLOSED
./ Interaction P W Delete Report I
Q Count: 2 i Schedule Report
CMDB
1-20f2 items €3 Restore Archive Data
() chatBot I | [ Edit Report [
[ Live Chat

Q Intergration Hub
83 visual Boards

@ Reporting

Report Catalog
Report Scheduler

Create New

23 Administration

ADiTaas = Enter ticket number and search... Q- ‘.‘ ﬁ d Q.) @

Resolved On

04/03/2020 ~
04/03/2020

>

Do you want to Restore Archive data? |
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e 4 A
DITaas = IN-200402-0010 L Y- e
L), Jagadeep Vudatha »
(fFy Jagadece Vudat . .
Wwe Fractice Manage Iaad Archieved Incidents 50 v
@ Change
@ el D Short Description Contact Name Location Contact No. Channel Status Resolved On
elease
IN-200402-0009 | Jagadeep Vudatha for Unlock the Account  Jagadeep Vudatha Mahape 0612652849 CHAT CLOSED = 04/03/2020
ﬁ Task = 5
J Interaction Count: 1
1 1-10f1items
© cwmps .
[ chatBot
[ Live Chat

Intergration Hub
EE Visual Boards
@ Reporting

Report Catalog
Report Scheduler

Create New
+/ Archive data restored successfully.
£33 Administration ]

Incidents can also restore from Incident Module >Archived incidents data grid using Restore Archive
Data action.

Restored records will be removed from Archived report and available on Active list.

All Incidents- Displays list of all incidents.

EDIT/ UPDATE INCIDENT

On successful creation of ticket, system will generate unique ticket id. Ticket id starts with date and
number. IN indicates incident ticket.

Agent can perform more actions on edit incident screen, where agent can modify the information in the
screen and click on Update button to save the changes.
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.
= L =W e
~
Edit Incident - IN-210620-0004 Search Related llems =
§ = ; . B AddNotes
[ RV CTEN D Activity Log | 3= Task (0) © Approval (0) &P Links (0) M Schedules (0) | @ More Info & Impacted CI(0) & Interac
& 2dd Amachment
Client Name * Requestor Name * Location Cont. &5 Send Email
Allied - Priva Lewis 200~ Mahape o~ g B Set Reminder
& Frint
Category/Sub Category,/tem * Response Target RESO ' Conyas New o
SOFTWARE/APPLICATION/SLOWNESS ISSUE o R
Status * Impact * Urgency * Prior & New Task
OPEN - LOW - LOW - P4 HNew Prablem e -
New Chang
Channel * Assignment Group * Technician Name Prefe ® Now e
£ Mew Request
PHONE - Service Desk o~ a- Prit
" New approval
Field Service Caonfiguration Item Alternate Contact Alten 3 vank
Vendor Ticket Number ©n Behalf OF Natification Mode
Flags
» First Conlact Resolution (FCR)
NEFCR Description Opened By Opened Date Target Resolve Date
Choose one - Jagadeep Vudatha (<] 06/20/2021 17:15:15 o
v

ADD NOTES

1. To add any additional information or work logs to ticket, click on Action = Add Notes.

Edit Incident - IN-210620-0004

Action =

o
L_RIEEHEIE D Activity Log | 7= Task (0) @ Approval (0) || & Links (0) | MSchedules (0) @ MoreInfo | 8 Impacted Ci (0) & Interag) 0
& add attachment
Client Name * Requastor Name * Lecation cont B send Email
Allied - Priya Lewis 200 - Mahape o - 08 B set Reminder
8 print
f—
Category/Sub Categary/ltem Response Target el T ——— °
SOFTWARE/APPLICATION/SLOWNESS 1SSUE » [EN =

B New Article

Search Related llems ~
9

Add Notes dialog box will open

Click on checkbox to select required action items available on notes window

¢ Internal Notes: Notes will be visible only agents. By default added notes will be visible for both
agents and end users.

¢ Email this note to technician: Email notification will be sent to assigned technician with
added notes.

¢ Email this note to support group: Email notification will be sent to all members of ticket
assigned group with notes.

¢ Email this note to requestor: Email notification will be sent to requestor with added notes.

e Watch list: This functionality enables technician to add any email id to keep posted with ticket
updates. Once email id is added to watch list, all noticeable members will receive notification
on any status change, on notes added and on resolution of the ticket.
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Add Notes b4

[] Internal Notes

[] Email this note to Requestor
[ ] Email this note to Support Group

[ | Email this note to Technician
Watch List Email Id

Add Email Ids

Notes *

-

Paragraph v B I @ Z iZ = = @ e B By © &

Add Notes Cancel

4. Enter the required comments/images/screenshots in the Notes section and click on Add Notes.

Added information will be visible in Activity Log.

Edit Incident - IN-210620-0004

Ticket Details ¥= Task(0) | @ Approval (0)  (Links (0) = MSchedules (0) = @Moreinfo | & Impacted CI(0) | & Interaction (0) = 4 Resolution

Filter

Activity Type: Log Title: From Date: To Date:

Add Notes A Type to search month/day/year hours:minute... month/day/year hours:minute... Q

» Detailed Activity Log

o Internal Notes added on 06/20/2021 20:08:41 by user = Jagadeep Vudatha

Notes are added to the ticket.

ADD ATTACHMENT:

1. To add an attachment to a ticket, click on Action = Add Attachment.
On clicking will open up a new window.

2
3. From the file chooser window, click on Browse to choose the file to be attached
4. Click open to upload the attachment.

46



-

ADiTaas allied digtal

Digital Service Management 17 managed Responsibly
Edit Incident - IN-210620-0004 cio Search Related ltems =
| Rl EETER D) Activity Log = Task (0) @ Approval (0) | ¢ Links (0) | M Schedules (0) @ More info || €8 impacted €1 (0) | £ InteraD) B acdnotss O
Client Mame * Requestor Name * Location cont B send Email
Allied - Priya Lewis 200~ Mahape [ I 08 B set Reminder
8 print
Category/Sub Category/item * Response Target Reso B Copy s New o
SOFTWARE/APPLICATION/SLOWNESS ISSUE N B New Article
Add Attachment b4
P T ST ST TS SS=s===== A
1 1
1 1
1 1
] ]
1 1
1 1
1 1
1 I I 1
1 1
! [ Browse... | No file selected. !
1 1
] ]
: Or Drag It Here. :
b o e o o o o o oEm E o S R Em B R B B MR B EE W MR SN EE SR N SN N RE SR M BN BN EE B MR N N SN N S SN SE S Mm Em BN M M B GE Em EE W M M o o
File Name Attached By Attached On
O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58
Delete Attachment Close

All Uploaded attachments will be visible Under ‘View Attachment(s)’ tab.

X

B Ticket Defails [ROFX (Y AN i= Task(0) = @aApproval (0) | & Links(0) | MSchedules (0) =~ @ Moreinfo | £ Impacted ¢ New Text Documenl,hst

Client Name * Requestor Name * Location Contact No.

Allied - Priya Lewis 200~ Mahape [ g 0802545432

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment by clicking on checkbox and click on
‘Delete Attachment’.
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Add Attachment x
L hl

| Browse... | No file selected.

Or Drag It Here.

R

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close

To quick delete an attachment , click on ‘View Attachment(s)’ tab and go to respective attachment click
on X’ placed next to it.

Edit Incident - IN-210620-0004 Update Search Related Items & View Attachmeni(s) ~
D Activity Log = Task (0) @ Approval (0) | & Links(0) = MSchedules (0) @ Moreinfo | £ Impacted @ New Text Document txt lzl
& Action Items.xIsx El
Client Name = Requestor Name * Location Contact No.
Allied v Priya Lewis 200~ Mahape [ I 0802545432

SEND MAIL:
1. To send an email from ticket, click on Action 2 Send Email.

Edit Incident - IN-210620-0004 [ nction - | search petated nems -

Add Notes
| RIGCELLEIEN D Activity Log 7= Task(0) @ aApproval (0) | @ Lnks(0) | W Schedules (0)  @Moreinfo | € impacted C1{0) || ¥ Interac & o
& Add attachment

Client Name * Requestor Name * Location cont| & Send Emall

Allied = Priya Lewis 200~ Mehape °- ng B8 et Remincer
& print
.
Category/Sub Category/item Response Target eSO |8 Copy as New e
SOFTWARE/APPLICATION/SLOWNESS ISSUE PO B New Articke

2. Compose email, user email id and ticket id will be auto populated in ‘To’ and ‘Subject’ fields
respectively. Attach any files by clicking on Browse.
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New Email - From - aditaasusdemo(@allieddigital.net *
To* Cc
priya.lewis@allieddigital.net

Subject *
Incident [ IN-210620-0004 ]

Description *

Paragraph v B I & = = & w B By & o«

Hi,

Kindly let us know your availability to troubleshoot this issue.

‘5
z
=
—'
2
[wr)
o
(¥]
=
=
o
&
=

Send Email Cancel

3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.

SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like

contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to

select whomever you want to remind.

1. To a set reminder, click on Action = Set Reminder.

Edit Incident - IN-210620-0004

B Ticket Detalls D Activity Log = Task (0) @ Approval {0)

Add Notes
& Links (0) A schedules (0) @ More Info £ Impacted CI (0) £ Interac L)

& ndd Attachment
cont 8 Send Email

Client Name * Reguestor Name * Location
Allied - Priya Lewis 200~ Mahape o 08__. Set Reminder
B Print
/ .
Category/Sub Category/item Response Target Reso B copyas New
SOF TWARE/ APPLICATION/SLOWNESS I1SSUE L] = B New Article

=

2. Set reminder dialog box is displayed. Enter the Subject and Comments in box.
Select checkbox, if required to send an email notification regarding the notification.
4. In select applicable option from ‘To Whom’ drop down list.

a. Remind me - Reminder will be set for logged in agent.

W

b. Support Group Members- Reminder will be set for selected support group.

c. Some else - Provides option to set a reminder to specific person.
5. Remind Time -Select date/time to set a reminder.
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Set Reminder *
Subject *
Comments *
#
|| send Email
To Whom * Remind Time*
Remind Me - 06/21/2021 06:00:00

SHOW REMINDERS
All scheduled reminders will be visible under Action = Show Reminders as well as on

Incident=>Calendar view.

B Add Notes

D Activity Log | 7= Task(0)  @aApproval (0) | @uUnks(0) | MSchedules(D) | @Moreinfo £ impacted CI(0) & Interac
& Add Attachment
cont &8 Send Email

B set Reminder

Requestor Name * Location

Client Name *
Allied - Jignesh Sodvadiya a00 - Mahape o~ o8l
Category/Sub Category/item « Response Target ReSO 5 Primt o
4 o I copyas New

SOFTWARE/APPLICATION/SLOWNESS ISSUE

Prior B New Article

Status * Impact * Urgency *
OPEN - Low - LOW - pa # NewTask o-
New Problem
Channel * Assignment Group * Technician Name Prefe
@ New Change
PHONE - Service Desk o- Cchoose a- Prit -
£ New Request
Field Service Configuration ltem Alternate Contact AMEN  New Approval
Show Reminders *
Notes Subject Scheduled Date & Time Follow Up Type Set By
Contact user at 10 AM today Contact user at 10 AM today 06/21/2021 10:00:00 Support Group Members | Jagadeep Vudatha ~
v
>

n 1-10f 1items
Deactivate Reminder Cancel
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‘Y’-l. Jagadeep Vudatha Calendar View Reminder Scheduled |
T,’l Practice Manager

£% My Favorites ~ < S June 2021 Month ~ Week | Day

& Incident SUN MON TUE WED THU FRI SAT

Create New
P1/Critical Incidents (66)
My Work (5)
My Group Work (840)
Open - Unassigned (793)

6 7 8 9 10 1
Resolved (10)

1:44p SCH-200410-0003

Closed (220)
Rejected (20)
Scheduled Incidents (5)
Calendar View 13 14 15 16 7 18
Visual Board - 12p IN-210616-0001
Archived Incidents

All Incidents

20 21 22 23 24 25
H Request

10a IN-210621-0001
Knowledge
@ Problem

@ Change 27 28 29 30

[ Release

List

26

Deactivate the Reminder

Scheduled reminder can be deactivated with simple following steps.

1. Go to Action>Show Reminders
2. Select reminder by clicking on checkbox and click on Deactivate Reminder
3. Reminder Status will be marked as deactivated.

Show Reminders

Notes Subject Scheduled Date & Time Follow Up Type Set By

Contact user at 10 AM today Contact user at 10 AM today 06/21/2021 10:00:00 Support Group Members  Jagadeep Vudatha

n 1-10f1items
Deactivate Reminder Cancel

PRINT A INCIDENT

If you want to print an incident ticket, open required incident need to be print,

Go to Action menu = Click on Print

Tool will display a print preview option. Print will display ticket details, activity log along with resolution

details.

Click on Print
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Edit Incident - IN-210620-0004 vpdate | action= | search Retated tems -
. B Add Notes
"D Activity Log = Task (0) @ Approval {0) & Links (0) W Schedules (0) @ More Info £ Impacted CI (0) & Interac
& Add Attachment
Client Name * Requestor Name * Location cont & send Email
Allied - Priya Lewis 200~ Mahape [ 08! B set Reminder
Category/Sub Category/item * Response Target T o
SOFTWARE/APPLICATION/SLOWNESS ISSUE * “E B New article
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Incident Details

/DiTaa$

COMQUERING COMPLERITY

Number : IN-210620-0004 Client Name : Allied
Opened By : Jagadeep Vudatha Opened Date : 06/20/2021 17:15:15
Requestorid : priya.lewis Requestor Name : Priya Lewis
Location : Mahape Email : priya.lewis@allieddigital.net
Mobile : 9876567898 Contact No. : 0802545432
Category : SOFTWARE Sub Category : APPLICATION
Item : SLOWNESS ISSUE Status : OPEN
Impact : LOW Urgency : LOW
Priority : P4 Channel : PHONE
Assignment Group : Service Desk Technician Name :
Configuration Item : ABCABCINESDFCMDBO | Target Resolve Date:
Alternate Location : Alternate Contact :
Vendor Ticket Number : On Behalf Of :
NEFCR Description :
Incident Description: | APplication Slowness Issue

Application Name - [Enter the application name]
Symptoms :

Number of Users Impacted - [Enter the number]
More Info :
On Site : 1st Response :
Time To Resolve : Escalation TS :
Misroute TS : Email Response :
Time To Investigate : Time To Diagnosis :

Resolution Details :

Resolution Method : Resolution CI :

Caused By : Resolution Criteria :

Resolution Date and

. Resolved By :
Time: Y

Resolution Comments :

Activity Log :

Email Sent On 06/21/2021 01:15:20 by user = SYSTEM.ADMIN

From :- aditaasusdemo@allieddigital.net

To :- jagadeep.vudatha@gmail.com

Subjeet :- Ticket [ IN-210620-0004 ] has been assigned to Service Desk.
Event Name :- Business Rule Manager

|Attachment added on 06/20/2021 20:18:31 by user = Jagadeep Vudatha

Attachment Name:- New Text Document txt, Added by user = Jagadeep Vudatha
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COPY AS NEW

Copy Incident copies the details of an existing incident record to a new incident record. Instead of re-

entering all the information for new requestor.

1. Click on Action - Copy as New
2. Copy As New dialog box will open to enter the Requestor Name

-

allied digital

IT managed. Responsibly

Edit Incident - IN-210620-0004

B Ticket Detalls

"D Activity Log

Client Name *

Allied

Category/Sub Category/item *

= Task (0)

SOFTWARE/APPLICATION/SLOWNESS ISSUE

Add Notes
@ Approval (0) | @ LUnks(0) = MSchedules (0) @ Moreinfo | €8 impacted CI(0) | &% Interac &
& Add Attachment
Requestor Name * Location cont B Send Emall
Priya Lewis 200~ Mahape [ 081 8 set Reminder
8 prnt
o — o LTI
 25%]
+ B New Article

e

Search Related llems -

Copy As New

Requestor Name *

i
Jignesh Sodvadiya

Jignesh.Sodvadiya | Mahape
Jignesh.Sodvadiyva@allieddigital.net

Copy As New

Requestor Name *

Jignesh Sodvadiya

2~

3. Search and select required Requestor Name and Click Create.

QUICK LINKS TO CREATE TICKETS FROM INCIDENT

Following links helps to create other module tickets from incident ticket.

M Ticket Detalls

Client Mame *

Allied

Category/Sub Category/Item *

PHONE

Edit Incident - IN-210624-0013

D Activity Log

SOFTWARE/AFPLICATION/SLOWNESS ISSUE F ]
Slatus * Impact *

OPEN - LOowW -
Channel * Assignment Group *

Service Desk 0~

Add Notes
= Task (0) @ Approval (0) | PLinks (0) | MSchedules (0) @0 N
& Add attachment
Requestor Mame * Location B send Email
Jignesh Sodvadiya 200~ Mahape o & set Reminder
B Print
Response Target B Copy as New

New Article

Urgency * & Mew Task

LOW Bl New Problem
Mew Chani
Technician Name hd =
& New Request
00SE one Q
' New Approval

Search Related Nems =

1e1(0) ¢|
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New Article
Allows to raise an article from incident ticket.

1. Go to Action > New Article
2. Enter the new article details and click on submit
3. New created article will be linked to incident ticket.

allied digital

IT managed. Responsibly

-

Create Knowledge Article

Client Name * Status *
Allied v DRAFT
Category/Sub Category/item * Problem Title *
4

Problem Description *

Paragraph ~ B I @ T Z = == @ &k B By = &
Assignment Group * Technician Name Source *

Cchoose one o- Cr 2 on v Choose one
Available For * Configuration Item Tags

Choose one \d Cl-210526-0041 0~
Additional Link Opened By

Jagadeep Vudatha

Article Image
' L1
d |Br0w5e No file selected.
| Or Drag It Here.
Solution *
Paragraph v B I @ 2 2= = @ & By By & o

Add Attachment x

Type *
Choose ang -
Opened Date

06,/24/20271 13:03:58

e
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New Task

Allows to raise a new task ticket from incident ticket.

Go to Action 2 New Task
Enter the new task details and click on submit
New created task ticket will be linked to incident ticket.

Create Task
Client Name *
Allied

Status *

OPEN

Opened Date

06/24/2021 13:08:44

Task Description *

Application Slowness Issue
Additional Comments *

Paragraph ~

B I

Application Name - [Enter the application name]

Number of Users Impacted - [Enter the number]

Requestor Name * Task Name *
Jignesh Sodvadiya 200 ~
Assignment Group * Technician Name
Choose one (i g Choose one
Due Date Sequence *
month/day/year hours:minu... 1
T = = W o By BEv o o

s

Add Attachment m

Linked To
IN-210624-0013

Opened By

- Jagadeep Vudatha

New Problem

Allows to raise a new problem ticket from incident ticket.

1.

2.

3.

Go to Action > New Problem
Enter the new problem details and click on submit

New created problem ticket will be linked to incident ticket.

Create Problem
Client Name *
Allied

Preferred Contact

Primary

Impact *
Low
Technician Name
Choose one

Opened Date

06/24/2021 13:09:56

RCA Date Identified

month/day/year hours:minu...

Requestor Name *

Jignesh Sodvadiya

Status *

OPEN

Urgency *

Low

Configuration Item

CI-210526-0041

Alternate Contact

Notification Mode

Location
Q0 - Mahape

Category/Sub Category/Item *

Priority *
v P4
Channel *

Choose one

[ LoV hg

Alternate Location

Is Major *

- No

eq

I T

Contact No.

0802567677

4

Assignment Group *

Choose one i B
Opened By

Jagadeep Vudatha [ ]
Vendor Ticket Number
Problem Manager

Choose one v

N
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New Change

Allows to raise a new change ticket from incident ticket.

1. Go to Action > New Change
2. Enter the new change details and click on submit

3. New created change ticket will be linked to incident ticket.

-
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Create Change

Client Name *

Allied

Category/Sub Category/Item *

Priority *
P4

Primary CI

Short Description *
Application Slowness Issue

Change Description *

Paragraph v | B

Cl-210526-0041 L L=l ag

Change Initiator * Location *
Jignesh Sodvadiya 200~ Mahape
Impact *
F Y LOW
Change Type * Assignment Group *
Choose one v Choose one
Opened By Opened Date
Jagadeep Vudatha i ] 06/24/2021 13:12:48
T D= E @k BBy o o

I N

Status *
A OPEN

Urgency *
v LOwW

Change Owner

e- Choose one

~

New Request

Allows to raise a new request ticket from incident ticket.

1. Go to Action > New Request
2. Enter the new request details and click on submit

3. New created request ticket will be linked to incident ticket.

Create Request
Client Name *
Allied

Category/Sub Category/Item *

Urgency *
Choose one

Technician Name
Choose one

Vendor Ticket Number

Short Description *

Application Slowness Issue

Requestor Name *

Jignesh Sodvadiya

Priority *
Choose one
Configuration Item

CI-210526-0041

Opened By

Jagadeep Vudatha

Location
200 - Mahape
Status *
F Choose one
Channel *
e - Choose one
Alternate Contact
0Qe~
Opened Date
o 06/24/2021 13:16:41

Add Attachment m X

Contact No. &
0802567677
Impact *
Low -
Assignment Group *
Choose one e

Alternate Location

eq

57




/DiTaa$

Digital Service Management

Iiitase
o

allied digital

IT managed. Responsibly

New Approval

Allows to raise an approval ticket from incident ticket.

1. Go to Action > New Approval
2. Enter the new approval ticket details and click on submit
3. New created approval ticket will be linked to incident ticket.

Create Approval

Approval For

IN-210624-0013

Submitted Date

Status *

OPEN

Sequence Of *

Approval Group *

v Choose one

06/24/2021 13:17:33 1

Comments *

Paragraph v B I @ Z iZ = = @ & By By 5 o

Add Attachment X

Approver

INCIDENT ACTIVITY LOG

Activity log captures all actions performed on ticket from ticket creation to closure with date/time stamp
along with agent id. All modification performed on ticket is auto captured. Activity log helps to determined
order in which activities are performed on the ticket. From the creation of ticket to resolution all activities

are captured with order. All activities like add notes, add attachment, setting a reminder, creating task,
creating approvals, linking tickets, linking CI’s all activities are capture in activity log with sequence

Filter option at the top provides a facility to search for specific activity log or activity log of record for

specific duration.

Activity Type displays list activities in drop down list. On selecting specific activity type activity log

displays logs accordingly.

Log Title allows to enter relevant keyword in given test field, depend on keyword displays the activity log

From and To date allows to find activity log for specific duration
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Ticket Details | JROESEUGVALGM = Task (0) = @ Approval (0) = & Links (0) = M Schedules (0) @ Moreinfo | &% dci(o) & ion(0) ©
Activity Type: Log Title: From Date: To Date:
—All- - Type to search month/day/year hours:minut ... month/day/year hours:minut ... Q

» Detailed Activity Log

o Reminder Set On 06/21/2021 05:38:12 by user = Jagadeep Vudatha

Subject:- Contact user at 10 AM today

Comments - Contact user at 10 AM today

by user - Jagadeep Vudatha

Remind Time :- 06/21/2021 10:00:00

Reminder Sent To :- jagadeep.vudatha@gmail.com ;

Note: Logs in the tool protected from alteration after-the-fact.

TASK

Agent can create a new Task and link to incident or open any existing tasks and can link to incident.
Incident ticket cannot be resolved until all linked tasked are closed.

Create New- Click on Task = Create New to create a new Task.

Ticket Details D Activity Log @ Approval (0) | & Links(0) | M Schedules (0) @ Morelnfo | %¥Impacted CI (0) & Interaction (0) @ Resolution

» Current Tasks Link Existing Task [l Detach Task

Task ID Approval ID Task Name Requestor Name Assignment Group Status Sequence

T-210617-0003 Check Network Status Jagadeep Vudatha Network Support OPEN 2
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Client Name * Requestor Name * Task Name * Linked To

Allied - Jignesh Sodvadiya 200~ IN-210621-0001
Status * Assignment Group * Technician Name Opened By

OPEN v Choose one o Choose one - Jagadeep Vudatha [: ]
Opened Date Due Date Sequence *

06/21/2021 06:21:40 month/day/year hours:minu .. 3

Task Description *

Application Slowness Issue

Additional Comments *

,
|
.
]

Paragraph v~ B I @ Z i = © W@ a @y By o o
Application Name - [Enter the application name]

Number of Users Impacted - [Enter the number]

Link Existing Task- To link existing link Tasks, click on Task - Link Existing Task
Displays list of existing Tasks. Agent can link one or more tasks to incident by clicking on

checkboxes.

Link To x
ID Title q Name ig 1t Group Technician Name Status Sequence Opened Date
T-210620-0006 = Check Network Status Priya Lewis Network Support OPEN 2 06/20/2021 17:1.°
T-210620-0005 = Check Application Status Priya Lewis Service Desk OPEN 1 06/20/202117:1
T-210620-0004 = Check database status Priya Lewis Server Support OPEN 1 06/20/202117:1
T-210619-0006 = Check Network Status Jagadeep Vudatha | Network Support OPEN 2 06/19/202110:3
T-210619-0005 Check Application Status Jagadeep Vudatha = Service Desk OPEN 1 06/19/2021 10:3
T-210619-0004 = Check database status Jagadeep Vudatha | Server Support OPEN 1 06/19/2021 10:3
T-210619-0003 | Check network connection Priya Lewis Service Desk OPEN 2 06/19/2021 06:3'
T-210619-0002 = Check user machine configuration | Priya Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210619-0001 | Check MS OFFICE software Priya Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210617-0002 = Check Application Status Jagadeep Vudatha | Service Desk OPEN 1 06/18/2021 01:5'
< >

n 2 1-100of 18 items
Cancel

Detach Task- Select respective Task by clicking on checkbox and click on ‘Detach Task’ to unlink
it.
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Do you want to delete the selected linked tasks?

GE

LINKING TICKETS
This tab allows agents to create relationships by linking incidents to other tickets in system.
Options Available:
Incident to Incident: Incident can be linked to other incident
1. Navigate to incident module

2. Open a relevant incident ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Incident to Incident’

= Ticket Details ‘D Activity Log | #= Task (0) | @ Approval (0) & Links (0) W Schedules (0) © More Info £ Impacted CI (0) & I

» Links Relation Type: | Choose one B |

D Status Relation Type ‘

EInTE. |
Incident to Request
Incident to Change
Incident to Problem
Incident to Knowledgebase

Child to Parent
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Link To | X
D Title Status Assignment Group Category
IN-210624-0014 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE ~
IN-210624-0005 HARDWARE / LAPTOP / LENOVO-X.. OPEN Service Desk HARDWARE
IN-210624-0004 HARDWARE / LAPTOP / LENOVO- X..  OPEN Service Desk HARDWARE
IN-210623-0004 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210623-0003 web conference not connecting OPEN Server Support L2 SOFTWARE
IN-210622-0027 Server Printer not working OPEN Server Support HARDWARE
IN-210622-0026 Application Slowness Issue, Applic..  OPEN Server Support L2 SOFTWARE
IN-210622-0025 Test Mail to check Email Notificatio.. = OPEN Service Desk PHONE
IN-210622-0024 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210622-0023 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE »
< >
n 2 3 4 5 .. 1-10 of 1293 items
Cancel

4. Click on Q icon, which will display all open Incidents in a pop-up box. Agent can select
incidents and attach to incident.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Incident to Request: Incident can be linked to Request ticket
1. Navigate to incident module

2. Open a relevant incident ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Incident to Request’

Ticket Details = *D Activity Log | = Task (0) | @ Approval (0) UARLWEX()M M Schedules (0) @ Moreinfo | € Impacted CI (0) I

» Links Relation Type: | Choose one « o w

ID Status Relation Type ‘

oimorie
Incident to Request
Incident to Change
Incident to Problem
Incident to Knowledgebase

Child to Parent -
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Link To | X
D Title Status Assignment Group Category
R-210623-0022 Request for Guest WiFi access OPEN Service Desk SOFTWARE =
R-210623-0021 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0020 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0019 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0018 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0017 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0016 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0015 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0014 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0013 Request for VPN OPEN Service Desk SOFTWARE v
< >
n 2,3 4 5 .. 1-10 of 709 items
Cancel

4. Click on Q icon, which will display all open requests in a pop-up box. Agent can select
requests and attach to incident.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Incident to Change: Incident can be linked to Change ticket
1. Navigate to incident module

2. Open a relevant incident ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Incident to Change’

Ticket Details 'D Activity Log = Task (0) @ Approval (0) LARST(OM W Schedules (0) © More Info £ Impacted CI (0) & I

» Links Relation Type: | Choose one «|lQw

D Status Relation Type ‘

.
Incident to Request
Incident to Change
Incident to Problem
Incident to Knowledgebase

Child to Parent
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Link To | x
D Title Status Assignment Group Category
CR-210624-0003 RAM Upgrade OPEN Service Desk Software ~
CR-210624-0002 | jagadeep.vudatha@gmail.com OPEN Service Desk Software o
< >
n 1-2of 2items

Click on Q icon, which will display all open changes in a pop-up box. Agent can select
changes and attach to incident.
Click on Link

Linked ticket will be visible on Links tab.

Incident to Problem: Incident can be linked to Problem ticket

64

Navigate to incident module
Open a relevant incident ticket in edit mode
Move to Links tab and select Relation Type as ‘Incident to Problem’

Ticket Details 'D Activity Log = Task (0) @ Approval (0) LARST(OM W Schedules (0) © More Info £ Impacted CI (0) & I

» Links Relation Type: | Choose one « QW
D Status Relation Type ‘
I
Incident to Request
Incident to Change
Incident to Problem
Incident to Knowledgebase
Child to Parent v
Link To | x
D Title Status Assignment Group Category
PR-210624-0003 = Application Slowness Issue KNOWN ERROR Service Desk SOFTWARE o~
PR-210624-0002 Exchange Server Down RESOLVED Service Desk SYSTEM
PR-200825-0001 Intermittent Network Issue PROGRESSING Service Desk HARDWARE
PR-200709-0004 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200709-0003 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200511-0008 Intermittent network connection OPEN Service Desk HARDWARE )
< >

n 1-6of 6 items

Click on Q icon, which will display all open problems in a pop-up box. Agent can select
problems and attach to incident.
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5. Click on Link
6. Linked ticket will be visible on Links tab.

Incident to Knowledgebase: Incident can be linked to Knowledge Article
1. Navigate to incident module

2. Open a relevant incident ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Incident to Knowledgebase’

Ediit Incident - IN-210624-0013 S —
Ticket Details 'D Activity Log = Task (0) @ Approval (0) LARST(OM W Schedules (0) © More Info £ Impacted CI (0) & I
» Links Relation Type: | Choose one sl
D Status Relation Type \
Incident to Incident . .
Incident to Request
Incident to Change
Incident to Problem
Incident to Knowledgebase
Child to Parent N
Link To x
D Title Status Assignment Group Category
KB-210614-0001 Unable to Sign PDF LIVE Service Desk SYSTEM ~
KB-200618-0001 Problem title Asrsh LIVE Application Support IT SERVICES
KB-200617-0001 | PROBLEM TITLE LIVE Application Support IT SERVICES
KB-200616-0010 How to stop the client from installing | LIVE Service Desk SOFTWARE
KB-200616-0001 | Printer/Scanning - HP Printer/Scan... | LIVE Service Desk HARDWARE .
< >
n 1-5o0f 5items

4. Click on Q icon, which will display all open articles in a pop-up box. Agent can select
articles and attach to incident.

5. Click on Link

6. Linked article will be visible on Links tab.

Parent to Child

When there is a P1incident occurs, there are usually multiple incidents created for the same issue. All the
incidents for a single issue can be associated with the appropriate P1/ Parent incident.

Navigate to Incident Module

Open associated P1/ Parent incident to which child incidents need to be added.
Click on Links

Select ‘Parent To Child’ and click on magnifying glass.

£w o
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List of child incidents will be displayed.

Click on checkbox to link child incident to parent incident. List will display all open incidents
except P1 incidents.

7. By multi-selecting the checkbox, multiple child incidents can be linked to Parent incident.

8. Click on Submit.

9. All selected incidents will be attached to the parent ticket and displayed in Link tab.

Child to Parent

owv

Similar to adding child incidents from parent incident, a parent incident also can be link to child incident
from child incident itself.

Navigate to Incident module

Select the child incident (other than P1 tickets) that need to be associated with a P1/ Parent incident
Click on Additional Informational - Links

Select ‘Child To Parent’ and click on magnifying glass.

All open P1 incidents displayed.

Click on respective P1/ Parent Ticket.

Child ticket can be linked to single parent ticket

Linked parent ticket will be displayed in Links Tab.

ON AV AW N

On Resolving the parent incident, automatically resolves the child incidents that are linked to it with the
parent incident resolution details.

Detach Linked Ticket- The agent can detach a linked incident or any other ticket by selecting a ticket and

i

clicking on the Delete button.

APPROVALS

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Enter all * marked following mandatory fields.

Ticket Details | ‘D Activity Log | #= Task (3) [ ERUSCIIOM & Links(3) | MSchedules (0) = @ More Info | € Impacted CI (0) | £ Interaction (0) | € Resolution
Approval ID Status Comments Sequence Of Approval Group Approver

A
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Create Approval

Approval For

IN-210621-0001
Submitted Date

06/21/2021 06:29:47
Comments *

Paragraph v~ B I @&

Status *

OPEN

Sequence Of *

1

- | = =

53—

Approval Group *

Choose one

& w @B B o o

i e P

Approver

Choose one

On submitting a request for approval, approver will receive an approval mail with a link to approve or

reject the request.

Edit Approval - AP-210621-0001

T

Approval For Status * Approval Group * Approver
IN-210621-0001 OPEN Regional Approval Group [ B Jagadeep Vudatha =@~
Submitted Date Sequence Of *
06/21/2021 06:30:49 1
Approver Comments *
Paragraph v B I @ @Z i = = @ w By By < o
Comments *
Paragraph v B I @ Z 2 = = @ w By By < o

Kindly approve request

EE Update cancel

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can
open the approval and click on Approve or Reject.

To detach any approval, click on ‘Detach Approval’.

Incident will be non-editable and cannot be resolved until all approvals are approved.

Edit Incident - IN-210621-0001 @

Ticket Details | D Activity Log | = Task (3) |[ENIMERGIM & Links (3) | MSchedules (0) =~ @ Moreinfo | & dci(o) & jon(0) = ©OR

pe—
Approval ID Status Comments Sequence Of Approval Group Approver
AP-210621-0001 OPEN Kindly approve request 1 Regicnal Approval Group Jagadeep Vuda ~
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MORE INFO

Tab provides information regarding onsite visits and Escalations.

Edit Incident - IN-210621-0001 @

» More Info

On Site

Misroute TS

1st Response

Email Response

W Ticket Details D Activity Log 7= Task (3) & Approval (1) & Links (3) A schedules (0) £ impacted CI (0) £ Interaction (0) W Resclution

Additional Information

Time To Resalve

Time To Investigate

Escalation TS

Time To Diagnosis

IMPACTED CI

Related configuration items can be added under ‘Impacted CI’ tab.

Edit Incident - IN-210621-0001 @ Update Search
0 Ticket Details D Activity Log = Task (D) @ Approval (0) & Links (3) A schedules (0) @ More Info ¥ impacted CI (2) €2 Interaction (0) © Resolution
» Impacted Cl
(1] Name Type Serial No. Meodel No.
C1-210606-0001 canan Pixma G3000 Network Printer 5767676
C1-210610-0002 DDCP-CHFDA Desktop AD2928

[roanen | o cisng o owaena |

h Related lems ~

vendor Name

Add New- Allows to create a new CI and link to incident.

Client Name * Requestor Name * Location * Contact No. o)

Allied - Jignesh Sodvadiya & Mahape - 0802567677
CI Name * Cl Type * Status *

Choose one - OPEN -

Assignment Group * Technician Name Alternate Location Alternate Contact

Choose one - Choose one - Choose one Q-
Short Description
Additional Comments

Paragraph v B I @ @i = += @ & By By - o

~

Link Existing CI- On clicking link existing CI, displays all available CI and agent can select related
CI and link to incident.
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Link To »
CI Type * Search Text
(All) - Search
D Name Type Requestor Name Vendor Name Serial Number Model No. Client Created By
Cl-210610-0001 | Desktop CI Desktop SYSTEM.ADMIN Allied ~
Cl-210605-0001 = LAP-090909 Laptop CI = Jagadeep Vudatha Allied Jagadeep Vudatha
Cl-210526-0041 = ABCABCINESDFCMDBO  Server SYSTEM.ADMIN Allied
Cl-210526-0040 ABCABCUSESUPWEBO4  Server SYSTEM.ADMIN Allied
Cl-210526-0039 = ABCABCINESDFITSMO Server SYSTEM.ADMIN Allied
Cl-210526-0038 =~ ABCABCUSESUPWEBO3 ~ Server SYSTEM.ADMIN Allied
Cl-210526-0037 = ABCABCUSESUPWEBODS ~ Server SYSTEM.ADMIN Allied
Cl-210526-0036 =~ ABCABCUSESUPWEBO6  Server SYSTEM.ADMIN Allied
Cl-210526-0035 =~ ABCABCUSESUPDEV01  Server SYSTEM.ADMIN Allied
Cl-210526-0034 | ABCABCUSESUPWEBO7 = Server SYSTEM.ADMIN Allied
Cl-210526-0033 = ABCABCUSESUPWEBO1 ~ Server SYSTEM.ADMIN Allied v

|-

1-250f 52 items

Detach CI- Linked CI can de detached by clicking on ‘Detach CI.

Do you want to delete the selected linked ClI's?

INCIDENT RESOLUTION

The resolution tab fields will be enabled once RESOLVED has been selected from the status dropdown.

The agent need to specify Resolution Method, Resolution Criteria and Caused By from the dropdown.

If ticket SLA is breached then it is mandatory to enter reason for SLA breach.

Click on Create KB checkbox if new article needs to be created based on resolved incident.

Click Update and enter resolution comments.
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Edit Incident - IN-210620-0004 [T [PV —

i Ticket Details | "D Activity Log = Task (0) & Approval (0) @ Links (1) M Schedules (0) O Moreinfo | € impacted CI (0) £ Interaction (0)

» Resolution
Resolution Method Resolution Criteria * Caused By * Resolution CI

Choose one - Choose one - Choose one - Choose one Q-
Resolved By * Resolution Date Identified = Resclution Date and Time *

Jagadeep Vudatha 06/21/2021 06:48:12 [ Create k8 Article

Enter Reason for SLA Breach *

Watch List Email id
Add Emall

Resolution Comments *

Paagapn v B I @ 1= i B & @y By o o

VIEW SUBMITTED SURVEY

Go to respective incident record and click on survey button to view the submitted survey.

.
ADITaas = Enter ticket number and search A A cP @
CONAUERING COMPLEXITY .
i'’s Practice Manager
AL ERL A D Activity Log #= Task (0) @ Approval (0) & Links (0) R schedules (0) @ More Info £ Impacted CI (0) k-] |
&2 Dashboard
Client Name * Requestor Name * Location * Contact No.
E My Mailbox
Allied 0 Robert B F1-T+ R Mahape [ I 6456546
¢ My Favorites
X
Incident Survey form
CONQUERING COMPLEXITY
Ticket ID Created On Resolved On Resolved By (al
IN-210426-0001 04/26/2021 17:05:34 04/26/2021 17:08:03 Jagadeep Vudatha [: ]
Submitted On Submitted By
04/26/2021 17:36:07 SamR [: ]
1) Overall quality of Remote support *
2) Knowledge and professionalism of the Remote support staff *
[ Very satisfied Satisfied Average Dissatisfied Very dissatisfied
3) Communication and follow-up on problem resolution
Very satisfied © satisfied Average Dissatisfied Very Dissatisfied
4) The ability of help desk to diagnose your problem *
W

VIEW SURVEY REPORTS
1. Go to Report Catalog module from main menu and navigate to Survey Reports widget.

2. Click on Survey Reports to view the survey analysis.
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COMGUERING COMPLERITY

g
-Knowleuge
@ Problem
@D change
A Release
£ Task

W7 Interaction

Jagadeep Vudatha
Practice Manager

Q@ cwmos

(2] chatBot

3 Live Chat

D intergration Hub
EE Visual Boards

Report Catalog

Report Scheduler

Create New

= Enter ticket number and search...

2 Requests within SLA vs Violated

Pink Verify

Il incidents Report_Pink Verify

ink Verify Review Report

roblem Incident Trend (Tabular)

12 Problem Incident Trend(Summary)

| Survey Reports

= Archived Incidents

Archived Problems

Incident Matrix Reports [l |

Incident Status By Category

Trending Reports [l |

€& Incident Category Change Analysis

€& Incident Reassignment Analysis

Menthly Incident Ticket Trend

nadd
= 0]

€ Incoming Tickets By Month

Incident Raw Data Reports Ci |

ncident Tickets by Status

ncidents by Assignment Group

esolved/Closed Incidents by Category

esolved/ Closed/Rejected Incidents

Count: 75

53 Administration = Monthly Problem Ticket Trend
(]
©
Aanaas Survey Report Ea - -

id Contact Name Opened On ‘Survey Rating Category Sub Category Item Resolved On Resolved By Submitted On
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 4 SOFTWARE = OUTLOOK UNABLE TO SEND MAILS 06/25/202109:55:07 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE = OUTLOOK UNABLE TO SEND MAILS 06/25/202109:55:07 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE = OUTLOOK UNABLE TO SEND MAILS 06/25/202109:55:07 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE = OUTLOOK UNABLE TO SEND MAILS 06/25/2021 09:55:07 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/2021 09:55:23 | 5 SOFTWARE = OUTLOOK UNABLE TO SEND MAILS 06/25/202109:55:07 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210602-0001 = Priya Lewis 10/12/2020161217 | 5 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1¢
IN-210602-0001 | Priya Lewis 10/12/2020 161217 | 2 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1¢
IN-210602-0001 = Priya Lewis 10/12/2020161217 | 5 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1¢
IN-210602-0001 | Priya Lewis 10/12/2020161217 | 5 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1¢
IN-210602-0001 = Priya Lewis 10/12/2020161217 | 2 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1¢
IN-210609-0013 | Jagadeep Vudatha = 06/09/2021 10:23:57 | 4 HARDWARE | PERIPHERALS AND COMPOMENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Yudatha | 06/09/2021 12:0¢
IN-210609-0013 | Jagadeep Vudatha | 06/09/2021 10:23:57 | 5 HARDWARE | PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Yudatha | 06/09/2021 12:0¢
IN-210609-0013 | Jagadeep Vudatha = 06/09/2021 10:23:57 | 4 HARDWARE | PERIPHERALS AND COMPOMENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Yudatha | 06/09/2021 12:0¢
IN-210609-0013 | Jagadeep Vudatha | 06/09/2021 10:23:57 | 5 HARDWARE | PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Yudatha | 06/09/2021 12:0¢
IN-210609-0013 | Jagadeep Vudatha | 06/09/202110:23:57 | 5 HARDWARE | PERIPHERALS AND COMPOMENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Yudatha | 06/09/2021 12:0¢

1-500f 75 items

CHANGE INCIDENT STATUS

To change the status

1. Open the incident record in edit mode
2. From the drop down menu of the Status field, select the required status.
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Status *

APPROVED a

PEND 3rd PARTY ~
UNDER OBSERVATION
REJECTED

RESOLVED

CLOSED

APPROVED
W

3. Upon selecting the status, tool will prompt to enter reason for status change.
4. Click on Submit.

Reason for status change x
Watch List Email Id

Add Email 1ds -

Paragraph v B I @ :Z ;1 = = @ & By By <

Below are the available statuses for incident record

% ‘OPEN’: "This status is the default assignment value for all newly created incident, before they are
assigned to a support group or individual for action”.

s ‘PROGRESSING’: "Change to this status, when you begin work on the Incident”.

s ‘PEND 3RDPARTY’: "Some type of action or information is required from a third party vendor”.

s ‘PEND CLIENT’: "Some type of action or information is required from the end-client or contact”.

% ‘REJECTED’: "Change to this status if work on the incident is false or duplicate record".

% ‘UNDER OBSERVATION’: "The Incident is ongoing issue and must be analyzed before further
action can take place”.

» ‘ASSIGNED’ - “When incident record is assigned to a support group or individual for action”.

» ‘APPROVED’ - “When approver has approved the approval record”.

R X4

.0
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% ‘RESOLVED’: "Change to this status when you have to resolve the Incident”.
% ‘CLOSED’- Change to this status when you have to close the Incident

Incident record can also auto close after defined period mentioned in notification rule engine

VIEW CI DETAILS FROM INCIDENT PAGE

Displays CI details, related tickets, CI history and graphical view of CI relationship. If any specific Cl is
linked to other CI then relationship will be displayed in next level.

Client Name * Requestor Name * Location Contact No.

Allied - Priya Lewis 200~ Mahape - 0802545432
Category/Sub Category/item * Status * Preferred Contact

SYSTEM / MONITORING / ALERT & OPEN o Primary X -
Motification Mode Impact * Urgency * Priority *

- Low - Low - P4 o -

Channel * Assignment Group * Technician Name Gonfiguration nem

PHONE - Choose one 0- Choose one - CI-210526-0011 0
Ahternate Contact Alternate Location

oeq

Flags

x First Conlact Resolution (FCR)

ADCP-CHFD2_D (CI-210526-0011) Details *
CI's Details Cl's Related Tickets (3) ClI's History Relationship Graph
Client Name * Reguestor Name * Location * Contact No. ~
Allied A SYSTEM.ADMIN a2 Mahape [ IR
Cl Name * Cl Type * Status *
ADCP-CHFD2_D Desktop - OPEN -
Assignment Group * Technician Name Alternate Contact Alternate Location
Service Desk [ Choose one - Choose one -
Created By Created On

05/26/2021 17:07:43
Short Description

ADCP-CHFD2

Additional Comments

Paragraph v~ B I @ T iT|= = | @ & By BBy © o
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ADCP-CHFD2_D (CI-210526-0011) Details x
CI's Details CI's Related Tickets (3) CI's History Relationship Graph
D Status Requestor Name Assignment Group Technician Name Category Sub Category Item Priority
IN-210625-0001 | OPEN Priya Lewis Network Support L2 HARDWARE | LAPTOP LENOVO-X1 YOGA P4 ~
PR-210603-0001 | OPEN Jagadeep Vudatha  Service Desk SYSTEM MONITORING ALERT P4
PR-210525-0001 | CLOSED Deepak Shukla Service Desk SYSTEM MONITORING ALERT P1
v
< >
n 1-3of 3 items

e C1 Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name - ABCABCUSESLIPWEBD4 (C1-210526-0040) |3 attached with this CI

e CI Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name :- ABCABCINESDFCMDBO (CH210526-0041) is attached with this C1

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Ci Name :- Canon Pixma G3000 (C210606-0001) is attached with this CI

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Mame := Desktop CI (C-210610-0001) is attached with this CI

o Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name :- DDCP-CHF D4 (C1-210610-0002) is attached with this CI

ADCP-CHFD2_D (CI-210526-0011) Details X

CI's Details CI's Related Tickets (3) CI's History Relationship Graph
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ADCP-CHFD2_D (CI-210526-0011) Details X

CI's Details Cl's Related Tickets (3) Cl's History Relationship Graph

-210528-0011
Type : D 3

Gl Name

Gl Name : ABGABGUSESUPVY Gl Name : ABGABGINESDFGM

ADCP-CHFD2_D (CI-210526-0011) Details x

(WEDEEIEN  Cl's Related Tickets (3) | CI's History Relationship Graph

Cl Name : ABCABCINESDFCM

VIEW SLA INFORMATION

('9) icon beside the priority displays information regarding assigned Priority.

Priority *

P1 o
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Priority Details

Response Time
10

Resolution Time
20

Priority Definition

There are two graphical bar provided in tool to get a graphical view of SLA. Response Target and
Resolution Target bar.

('®) icon placed next Resolution Target bar displays SLA criteria details.

Response Target Resolution Target El

Bl 1A criteria Details

Urgq » Shift Hours

M Shift Hours

Ted = 24X7

cf

» SLA Conditions

Alte » Holiday List

On mouse over SLA bar, SLA information displays with elapsed time and SLA status.
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Response Target Resolution Target o
SLA for Resolution
Urgency * F
SLA Target (min)
MEDIUM - 550
Technician Name ' SLA Actual Elapsed Time (min)
Choose one - 181
Alternate Contact ! SLA Status
- SLA Start Time
Notification Mode 06/19/2021 06:39:59
SLA Target Time
06/19/2027 15:49:06
SLA End Time
06/19/2027 09:471:26

SEARCH RELATED ITEMS

Agents can quickly search for any related tickets or knowledge article from create/ edit screen by clicking
on search related items. By default search results display based on ticket title, agent has provision to search
with any keyword as well as by clicking on CTI checkbox results will display matching to CTTI’s.

Click on create new or open a relevant ticket in edit mode
Click on Search Related Items

Type a keyword in given text field and click on search icon
Displays a results according to the keyword

Click on required ticket / knowledge article

On clicking ticket or article will be open in new pop up
Click on Link

Linked ticket / article will be visible in Links tab.

PN o AW N
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Action = Search Related tems =

it Related items

Search with CTI (A

C
Search w0

Update Action - Search Related ltems ~

¢ int Related Items
| | Search with CTI

Server xQ
I » Knowledge (1)
I » Problems (1)

I » Incidents (6)

I » Change (1)

Update Action ~ Search Related ltems ~

£ Int Related items
[ | Search with CTI

Server xQ
I » Knowledge (1)
I » Problems (1)

Status:

Select Status -

PR-200700-0004
Unable to connect mail server
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f
Edit Problem - PR-200709-0004 x|
- |
B Ticket Details *D Activity Log #= Task (0) | @ Approval (D) & Links (0) ¥ Knawn Error 2 Impacted CI (0} +& Problem Closure
| Client Name * Requestor Name * Location Contact No,
Allied v Priya Lewis F Mahape 0~ 0802545432
Preferred Contact Status * Response Target Resoclution Target o |
Choose one - OPEN -
Calegory/Sub Category/ltem * Impact * Urgency *
IT SERVICES/AUMMO/VIDEQ/SETUP VIDEQ CONFERENCE LOW - LOW -
Priority * Assignment Group * Technician Name Configuration Item
P4 [ Service Desk e- Choose one - Choose one
Channel # Opened By Opened Date Alternate Contact
CHANGE - Jagadeep Vudatha [ ] 07/09/2020 11.58:42
: v
Dat id Acti
Action in tab in data grids provides a multiple features to update multiple tickets at a time.
L), Jagadeep Vudatha
‘f'l’ Practice Manager My Group Work Column Visibility ~ 25 v
A Incident ~ [b] Title Desci B Addnotes Requestor Name Status Assignmer
© |EZi0EEEE0A ~rplication Slowness Issue Appli & dd Attachment Priya Lewis OPEN Service De
Create New © Updste
© |ES0EEEEeaE Browser Compatibility Issue Desc Priya Lewis OPEN Service De
P1/Critical Incidents (66) & Merge
-  |EiGEISHEEEM Deskiop not working Deski Edwin Toh PROGRESSING  Service De
My Work (5) © SetReminder
My Group Work (839) - |FGEISNEIEM Cutiook | User continues to get pro. outlo = Recalve Jagadeep Vudatha Tip OPEN Service De
Open - Unassigned (792) - |CEiGEISaEE ~oplication Slowness Issue Applii B export To excel Jagadeep Vudatha i = OPEN Service De
Resalved (10) -  |INZi06IS6008M SYSTEM / MONITORING / ALERT SYST g potrash Jagadeep Vudatha {iF OPEN Service De
Closed (220) © |ES0EISEEaI Deskiop not working Deskl (3 peset arid state Priya Lewis PROGRESSING = Service De
Rejected (20) © |[SGGIE0eeaM Account is locked Account is locked... Jignesh Sodvadiya OPEN Service De
Scheduled Incidents (5) © |NES06IS00e7 !y Ad account locked From: Sodvadiya, Jignesh "..  Jignesh Sodvadiya OPEN Service De

BULK ADD NOTES

Action in tab in data grids provides a feature to add notes on multiple tickets at a time.

1. Select tickets from same module by clicking on checkbox placed beside the ticket id
2. Click on Action button

3. Select ‘Add Notes’ action item, Enter the Notes.

4. Click on Add Notes

All selected tickets will updated with added notes.

BULK ADD ATTACHMENT

Action in tab in data grids provides a feature to add attachments on multiple tickets at a time.

1. Select tickets from same module by clicking on checkbox placed beside the ticket id
2. Click on Action button
3. Select ‘Add Attachment’ action item, click on browse to upload attachment
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All selected tickets will updated with added attachments
BULK ADD REMINDER
Action in tab in data grids provides a feature to add reminders on multiple tickets at a time.

1. Select tickets from same module by clicking on checkbox placed beside the ticket id
2. Click on Action button
3. Select ‘Set Reminder’ action item, Enter the details.
4. Click on Submit
All selected tickets will updated with added reminders.
BULK UPDATE / ASSIGNMENT
Action in tab in data grids provides a feature to update multiple tickets at a time.
@ e yoroven
A\ ncident ~ D Title Descl B dd Notes Requestor Name Status Assignmer
. © |NEZNEEEH00AM ~oo!ication Slowness Issue appli & Add Atiachment Priya Lewis OPEN Service De *
e © [INFG6EEE008E 5owser Compatibility Issue Desc © updste Priya Lewis OPEN Service De
P1/Critical Incidents (66) & Merge
My Work (5) - [EGEISH0EGEM Deskiop not working Deski © st reminder Edwin Toh PROGRESSING ~ Service De
My Group Work (839) - |IZiGEISSEEN outlook | User continues to getpro..  Outlo PE— Jagadeep Vudatha yip = OPEN Service De
Open - Unassigned (792) -  |NEZ0GIS0008M ~rrlication slowness Issue Applir B Export To bxcel Jagadeep Vudatha ¥ = OPEN Service De
Resolved (10) -  |NEFGEISH00EM SYSTEM / MONITORING / ALERT SYST 24 gafresh Jagadeep Vudatha ¥iF = OPEN Service De
Closed (220) © [EZ0GIS000I D-sktop not working Deskl (3 pecet Grid State Priya Lewis PROGRESSING | Service De
Rejected (20) © |[ZGEIE0600M ~ccount is locked.. Account is locked.. Jignesh Sodvadiya OPEN Service De
Scheduled incidents (5) © |[IEZ0GIS000A 'y Ad account locked From: Sodvadiya, Jignesh".. | Jignesh Sodvadiya OPEN Service De

Select tickets from same module by clicking on checkbox placed beside the ticket id
Click on Action button

Select ‘Update’ action item, modify status, priority, category or assignment details.
Click on submit

Bwoy o

All selected tickets will updated with added contents.

Update x

Assignment Group Technician Name Status

Choose one o - X PROGRESSING v
Priority

Choose one

Category/Sub Category/Item

Reason for status change *

Paragraph v B I @ Z 2 |= - @ & By By o o
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MERGE TICKETS

From My Group/Work data grids you can merge two or more incidents if the incidents are related to each
other, say two incidents are raised from a single contact regarding a similar product. These two requests
can be merged as one and a technician can be assigned to this merged incident.

Jagadeep Vudatha
W' 1) Eractice manager My Group Work Column Visibility - [IFEEEN
& Incident ~ 1] Title Desct B add Notes Requestor Name Status Assignmer
Add Attach it
© [NEZi062Fa00a ~rriication Slowness Issue Applit ¢ acnmen Priya Lewis OPEN Service De
Create New @ update
© |EZEEE6AE 5rowser Compatibility Issue Desi Priya Lewis OPEN Service De
P1/Critical Incidents (66)
- |NCEi0EASE028M Desktop not working Des Edwin Toh PROGRESSING | Service De
My Work (5) © setReminder
My Group Work (239) -  |NCSEISHGEM Outlook | User continues to get pro..  Outlo i= Resolve Jagadeep Vudatha wip = OPEN Service De
Open - Unassigned (792) -  |NSi0EASH004 A rrlication Slowness Issue Applit B Export To bxcel Jagadeep Vudatha ¥ip = OPEN Service De
Resolved (10) -  |EZGGIG000aM SYSTEM / MONITORING / ALERT SYST 7 patresh Jagadeep Vudatha ¥ip = OPEN Service De
Closed (220) © |EZGEISE00I Desktop not working Deskl (3 Reset Grid State Priya Lewis PROGRESSING | Service De
Rejected (20) © |EZGIEE00aM ~ccount is locked.. Account is locked.. Jignesh Sodvadiya OPEN Service De
Scheduled Incidents (5) © |NEZi0EIEE0aAl v Ad account locked From: Sodvadiya, Jignesh".. | Jignesh Sodvadiya OPEN Service De

To merge requests,

Click on the Incident Module in the left panel and select My Group/ Work data grids.
Select the list of incidents to be merged by selecting the check box.

Click the Action drop down menu -> select Merge option. A confirmation dialog appears.
Select one ticket as Parent ticket

Click Merge to proceed. The selected incidents are merged.

Ve w oo

Merge X

Please select one as Parent Ticket

|Choose parent ticket -

IN-201026-0002

IN-201026-0001

IN-201023-0007

IN-201023-0008

All linked tickets disappeared from data grid and visible under Parent ticket.

Click on blinking ‘+” icon on Parent ticket to view all child Incidents.

My Group Work coumnvisiviity- IR

Title Description Contact Status Assignment Group Category
m lN 201 026—000 Mouse is not working Mouse is not working Irene lozzo OPEN IT Support DOMAINACCESS, USEH
R 1 023-0009 Hardware failure [LAPTOP] Hardware failure Adam Stanley = APPROVED | IT Support Escalation | LAPTOP DESKTOR PRI

- N1 023-0006 Deleted Files Deleted Files Irene lazzo ASSIGNED | IT Support Escalation | SECURITY
-  NEEESEE  Sionin App Signin App Adam Cowen | OPEN IT Support APP INVITE EMAIL US|
= [W8z01023-0004 Unable to access one drive Unable to access one drive Adam Cowen | OPEN IT Support DOMAINACCESS, USER
- | [lfz01023-0003 Outlook is not working on my laptop | Outlook is not working on m... | Irene lozzo OPEN IT Support APP INVITE EMAIL USH

n 1-6of 6items
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Related Tickets

I » Child Incidents (3)

] Customer Name Contact Name Location Category Sub Category
IN-201026-0001 UKBC Adam Cowen Tilbrook DOMAINACCESS, USER .. | PASSWORD
IN-201023-0007 UKBC Paul Stevens Tilbrook SECURITY AV
IN-201023-0008 UKBC Paul Stevens Tilbrook LAPTOP DESKTOR PRIN... | WIFI, CABLED, VPN

1-30f 3items

P and C icons stands for ‘Parent’ and ‘Child’ tickets respectively.

cot gt 4201020 00 2] i [ e
‘D Activity Log | ¥ Notes Log

Task (0) | @aApproval (0) | &Links (3) | @ Moreinfo | ¥impacted CI(0) | @ Reselution

Client Name * Requestor Name * Location * Contact No.
UKBC - Irene lozzo 200 Tilbrook 0 -
Category/Sub Category/Item * Response Target Resolution Target o
DOMAINACCESS, USER ACCOUNTS, ACCESS/PASSWORD/IT SUPPORT L]
Status * Impact * Severity * Priority *
OPEN - LOW v LOwW - F1 0~

it cident v 201026000E]

"D Activity Log I Notes Log = Task (0) @ Approval (0) & Links (1) 0 More Info ¥ Impacted CI (0) D Resolution

Client Name * Requestor Name * Location * Contact No.
UKBC - Adam Cowen 200~ Tilbrook o~

Category/Sub Category/ltem * Response Target Resolution Target o
DOMAINACCESS, USER ACCOUNTS, ACCESS/PASSWORD/IT SUPPORT F Y I

BULK RESOLVE/CLOSE

Data grid provides facility to resolve multiple tickets at once.

), Jagadeep Vudatha
@'ﬁ' Practice Manager My Group Work Column ity ~ % >
A\ Incident ~ (] Title Desci B Add Notes Requestor Name Status Assignmer
© |EZi062FE00a ~rriication Slowness Issue Applit & add Attachment Priya Lewis OPEN service De
Create New @ Update
© |EE6EFE00AE Browser Compatibility Issue Desc Priya Lewis OPEN Service De
P1/Critical Incidents (66) & Merge
-  |ZiGEISH02aM Deskiop not working Deski Edwin Toh PROGRESSING | Service De
My Work (5) © Sset Reminder
My Group Work (39) -  |ZIGGISN0RaMN Outlook | User continues to get pro..  Outlo — Jagadeep Vudatha Wi = OPEN Service De
Open - Unassigned (792) -  |ZiGEISHE0aM ~orlication Slowness Issue Applit B Export To Excel Jagadeep Vudatha yip = OPEN Service De
Resolved (10) -  |NZi06iS6008M SYSTEM / MONITORING / ALERT SYST 3 piofrosh Jagadeep Vudatha i = OPEN Service De
Closed (220) © |NEZ0GI000M Desktop not working Deskl ¢5 peset orid State Priya Lewis PROGRESSING | Service De
Rejected (20) © |EZIGEIEE000M ~ccount is locked.. Account is locked.. Jignesh Sodvadiya OPEN Service De
Scheduled Incidents (5) © |EZ0GIEa00a My Ad account locked From: Sodvadiya, Jignesh".. | Jignesh Sodvadiya OPEN Service De

Select the list of incidents to be resolved by selecting the check box
Click on Action button, Select Resolve/ Fulfilled/Close

Enter the resolution/closure details

Click on Submit

SIS
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Resolve
Resolution Method Resolution Criteria* Caused By* Resolution C1
Choose one v Choose one v Choose one v Choose one 0 -

Resolution Comments*

Paragraph v|B I T i = = @ e M~ <

All selected ticket will be resolved with entered resolution details.

Note: If there are any open approval/ tasks tickets associated with the ticket, the application will throw a
message.

EXPORT TO EXCEL

Data grid provides facility to export data in a excel format.

My Work m Calumn Visibility = 25 v
[+] Title Descrip! B addnotes lequestor Name Status Assignment Gro
-~  [IEEESEREE nzble to connect network printer Unable 1 & add Attachment eah Bostic OPEN Service Desk  *
® update
~  |NEDEESEEE  rrinter Tikcets Printer 1 agadeep Vudatha..  OPEN Service Desk
Merge
@ | [N-200473-0004 dvsdvsdy zsdsfse agadeep Vudatha_. | PROGRESSING | Server Support L
© set Reminder
= | IN-2002180002  Printer Issue Printer |—__ Resal iheetal Bhatnagar | OPEN Service Desk
= Resolve
= | IN-200207-003% | T b dwi
esrl bdsgs sdgdsh dwln Thomas OPEN Server SupportL
< »
~
1-50f 5 flems * Refrech
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Opening Export.axlsx
You have chosen to open: 1
[~ L
Export.acdsx
which ist Microsoft Excel Worksheet (6.5 KB) i
from: data:
What should Firefox do with this file? i
(®) Open withi | Excel (desktop) (default) w |
() Save File 1
[] Do this automatically for files like this from now on. i
oK Cancel
H = Export - Excel (Product Activation Failed) H - O %
HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW Sign in
c2 - Fe Unable to connect a network printer v
A B C D E
1 e e o Requesto ame a
2 |IN-210526-0002 Unable to connect network printer Unable to connect a network prilLeah Bostic OPEN
3 |IN-210525-0022 Printer Tikcets Printer Tikcets Jagadeep Vudatha OPEN
4 |IN-200413-0004 dvsdvsdv zsdsfse Jagadeep Vudatha PROGRESSIN
5 |IN-200219-0002 Printer Issue Printer Issue Sheetal Bhatnagar OPEN
& |IN-200207-0039 Tesrt bdsgs sdgdshsdhsdhsdhsd Edwin Thomas OPEN
T -
Sheet1 ® L] [+]
[zt 53 M o-——+ 0%
REFRESH
Data grid provides facility to refresh the data grid from action item.
Wy Work Column Visibility = 25 v
W Add Notes
1] Title Descrip! lequestor Name Status Assignment Gro
-  [EEEEEEEEEE .rable to connect network printer Unable 1 & Add Attachment eah Bastic OPEN Service Desk  ©
Updat
~  |EEEEEEEEE  rrinter Tikcets Printer 1 : poaie agadeep Vudatha.. | OFEN Service Desk
Merge
@ | |N-200413-0004 dvsdvsdy zsdsfse & agadesp Vudatha..  PROGRESSING | Server Support L
O set Reminder
= | IN-2002190002  Printer Issue Printer |—__ iheetal Bhatnagar | OPEN Service Desk
= Resolve
= | IN2 T Tesrl bdsgs sdgdshs B export To Excel dwin Thomas OPEN Server Supportl
< >
~~
B
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VIEW SLA INFORMATION FROM DATA GRID

On mouse over a required ticket number, pop up will display a SLA information with elapsed time and SLA
status.

) | SLA for Resolution
Enter ticket number ar

' SLA Target time(min)
20

My Group Work

. SLA Actual Elapsed Time (min) |

ID 1503 equestor Name
o Ini0s00004 ryaLews
©  IN-2106200002@ b SRS riya Lewis
il BEREACHED .
 zioeis0020 dwin Toh
© IN-210619-0019 agadeep Vudatha iip
. SLA Start Time _g P L
- |EEEEEEEN o0:/20/2021 06:44:30 riya Lewis
©IN-210619-0017 dwin Toh
- SLA Target Time | )
 nzioetsoots rya Lews
- 06/20/20217 070414 |
© IN-210619-0015 dwin Toh
- [E0ESEE s.~ End Time dwin Toh
. own To

VIEW LINKED TICKETS FROM DATA GRID

Blinking ‘+’ symbol placed precede to ticket id represents that ticket has linked tickets. On clicking on ‘+’
symbol, pop up data grid displays all linked tickets.

My Group Work Column Visibility = 25 v
D Description Requestor Name Status Title Ass
© 060560850 Unable to Send Emails Jagadeep Vudatha yir =~ OPEN Unable to Send Emails sen”
© [Z0E05a6sa rrinter Issue Jagadeep Vudatha ¥if = OPEN Printer Issue Sen
- IN-210609-0033 New Laptop Problem Jagadeep Vudatha yir ~ OPEN New Laptop Problem Seny
Jin-210609-0032 Ad account locked Priya Lewis OPEN Ad account locked Sen
Related Tickets x
I = Request (1)
I = Change (1)
I = Problem (1)
D Customer Name Short Description Requestor Name Category Sub Ccategory
PR-210610-0002 Allied Ad account locked Priya Lewis HARDWARE LAPTOP ~
v
< >
- 1-10f1items
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WILD CARD SEARCH ON DATA GRIDS

Free text box with search water mark at the top right side allows agent to search for any tickets with the
keywords.

My Group Work Column Visibility = 25 v | |
D Description Requestor Name Status Title Ass

Qutlock | User continues to get prompted for¢ Sen »

- OSSO _Cc=crvtons

gadeep Vudatha vie = OPEN

COLUMN VISIBILITY

Column visibility allows agent to select required columns to be visible in data grid. Number dropdown
allows to select number of tickets to display in data grid.

My Group Work Column Visibility 25 v
L .
1D Description Requestor Name h
D
- |iZI0GISNEIEM oOutlock | User continuesto.. = Jagadeep Vudatha fip | Description | User continues to get prompted for
- |EE0GIS60EM ~pplication Name-[Entert.. | Jagadeep Vudatha iip | Requestor Name | g slowness Issue
Status
-  |[EGEISE008M sSvSTEM / MONITORING /... | Jagadeep Vudatha ViP Title / MONITORING / ALERT
o |GG Desktop not working Priya Lewis | Assignment Group Not working
o [EZIEETEE000M ~ccount is locked.. Jignesh Sodvadiya | Category is locked..
%d SubCatego
o |[EEGIEaea rrom: Sodvadiya, Jignesh".. | Jignesh Sodvadiya | & e scount locked
Item
© |[EZEEIZEaa2 rrom: Dropbox "no-reply@d..  Default Email User | Technician Name  I¥ files synced across all your devices
o [ZGIE0GISEl UNABLE TO INSTALLMS O.. | Jagadeep Vudatha yie | | Priority TO INSTALL MS QFFICE
. ] Urgency .
o |[EZEGIEeIE rrom: PRTG Network Monit..  Default Email User | stwork Monitor (ADSLUSLVAPPS)] PR}
Created By
o |[EEEGIEEEIE rrom: PRTG Network Monit.. | Default Email User | ™1 Opened Date v stwork Monitor (ADSLUSLVAPPS)] PR
My Group Work Column Visibility ~
ID Description Requestor Name Status Title 2
15
- |INZI0G188EIE outlook | User continuesto.. Jagadeep Vudatha yip = OPEN Outlook [U es to get prompted for
- |Zi0EIS0E0E ~rolication Name-[Entert..  Jagadeep Vudatha 7P OPEN Application ¢ Issue
L | - |NSAOEHGH00EM SvSTEM/MONITORING /.. Jagadeep Vudatha viF OPEN SYSTEM / MONITORING / ALERT

FITERING THE DATA/ COLUMNS

Filter option at the top of each columns helps agent to filter the data according to their requirements.
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My Group Work Column Visibility ~

ID Description Requestor Name Status Title

© [Zi06EEE0e08 ~rolication Name- [Entert..  Priya Lewis Show items with value that:

© [EEEGEEEGEAE Description*Browser Name...  Priya Lewis Is equal to

- |EGGiSEaiE outlook | User continuesto.. = Jagadeep Vudatha ¥ | |

- [INZG5IEEG68 ~rplication Name-[Entert.. | Jagadeep Vudatha j And

- [EZ0GIS0005l SYSTEM /MONITORING /.. | Jagadeep Vudatha

o [IREEEGIEE60 Deskiop not working Priya Lewis Is equal to

o [IZGIE0eal ~ccountis locked.. Jignesh Sodvadiya
IREZGEIEN00A rrom: Sodvadiya, Jignesh'.. | Jignesh Sodvadiya

| | © [NSINEIEN0EN rrom: Dropbox 'no-reply@d..  Default Email User

My Group Work

ID Description |_| Requestor Name Status

- |EEIEEEE rrom: aditaasusdemo@alli| Show items with value that:  |PEN

- |IEEEEEEEl rrom: aditaasusdemog@alli| Has value PEN

-  |IEZEOEESE rrom: aditaasusdemo@alli | o ot equal o “ | lPEN

- [ISEEIEEES rrom: aditaasusdemo@alli | starts with PEN

- |EEIEEEE rrom: aditaasusdemo@alli| | Contains PEN

- |NEIEIEEEE rrom: aditaasusdemog@alli| | Does not contain PEN

- |EEIEEEEE rrom: aditaasusdemo@alli. Ends with PEN

= _ From: aditaasusdemo@alli. Has no value PEN

| | -  |i0E0eEEEE  rrom: aditaasusdemog@alli. E—Ias value ] v JPEN

SORTING THE DATA/ COLUMNS

The sort order for a data grid is indicated graphically in the column headers. A small arrow next to the
column heading indicates the sort direction as well as which column is being sorted on.

You can change the sort attribute by clicking the column that you want to sort on. If you click a column
that is already sorted, the direction of sorting is switched.
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My Group Work Column Visibility ~ 25 v
1] Title Description Requestor Name Status Assignment Group Category Sub Category

- IN-210609-0016  [PRTG Network Monitor (ADSLUSLV... ~ New Status: Threshold reac Jagadeep Vudatha WiP  OPEN Service Desk ~

-  |INEZIGE0E0E0E [PRTG Network Monitor (ADSLUSLY...  New Status: Threshold reac.. = Jagadeep Vudatha yie = OPEN Service Desk

- |NNEEI0SSE000H (PRTG Network Monitor (ADSLUSLY...  New Status: Threshold reac..  Jagadeep Vudatha yip  OPEN Service Desk

-  |NREF8E80E0E [PRTG Network Monitor (ADSLUSLY..  New Status: Threshold reac..  Jagadeep Vudatha ¥ip  OPEN service Desk

- | |INEEI0SEE0008 [FRTG Network Monitor (ADSLUSLY...  From: PRTG Network Monit.. | Default Email User OPEN Service Desk PHONE MOBILE PHONE

PAGE NAVIGATION

Sometimes your results list will fill more than a single results page. You display the different results pages
using the page control at the bottom of the results list.

n2 3 4 3 | .. 1-25of 825 items

Click on arrows to displays the first page, previous page, displays the next page and final page of the results

You can also click on specific page you want to display.

SCHEDULED INCIDENTS

Create Scheduled Incident - Scheduled ticket functionality benefits when there are some activities need to
be executed at regular intervals. Once a ticket is scheduled, new ticket will be created and assigned to the
specified support group automatically at the scheduled interval.

1. Navigate to Incident Module and click on ‘Create New’
2. Fill all * marked mandatory fields and click on ‘Schedule’ instead of clicking on submit.

m Schedule Cancel

3. Displays scheduled dialog box, Select Scheduler Type, Schedule from Date & Time
4. Click on Submit

Schedule x

©once | ©paily W NEZTM & Monthly

Schedule On Days *
Sunday Monday Tuesday Wednesday

Thursday Friday Saturday

Schedule from Date & Time *

06/21/2021 06:52:39

Deactivate Scheduled Incident - Scheduled ticket can be mark as inactive by unchecking the Is Active
checkbox.

88



/DiTaa$

-

allied digtal
Digital Service Management 17 managed Respansibly
1. Navigate to Incident Module and click on ‘Scheduled Incidents’
2. Click on respective scheduled ticket and uncheck Is Active checkbox
3. Click on Update
ADiTaas = Enter ticket number and search A A e’ (r',, @

m““ Jagadeep Vudatha

‘e Practice Manager

MAIN MEN ~
&2 Dashboard

E My Mailbox

¥ My Favorites

£ Incident

Create New
Pl/Critical Incidents (66)
My Work (5)
My Group Work (833)
Open - Unassigned (792)
Resolved (10)
Closed (220)
Rejected (20)

Incidents (5)

Scheduled Incidents
Scheduled 1d Scheduled Type Status
SCH-201113-0002 | Once Active

3

- 1-10f1 items

Scheduled Date & Time Scheduled Details Title

Column Visibility = 25 ~  Outlook

Outlook | User continues to get pro. ™
v
>
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Request Management

Request fulfillment is the process responsible for managing the life cycle of all service requests from the
users. It is the process for dealing with service requests, many of them are actually smaller, or low risk. The
purpose needed to fulfill a request will vary depending upon exactly what is being requested

INCIDENT VS. REQUEST

Incidents are unplanned interruptions to your IT services, or reductions in the quality of your IT services.
So when a user reports an incident, they are notifying you of the unavailability or decreased performed of
an IT service they normally have access to.

Service requests, on the other hand, deal with requests for something new to be provided to the user that
they don’t already have, whether that’s a new version of a software program, or access to an online portal.

REQUESTING SERVICES
Requests can be created via a different ways, such as web application, email or a phone call.

To create a new service request using the web application,

1. In shortcut bar, go to Request Module = Click on ‘Create New’
2. Displays a Create Request page
3. Enter all * marked following mandatory fields.

a.
b.

90

Client Name- This is a mandatory field and data is auto populated with client information.
Requestor Name- Mandatory field. Select contact details of user who has requested for the
service. If contact is not present in the application, then new contact can be created by using
add contact feature. You can use search button to find the existing contact.

Location- Mandatory field. Auto populates user location from system.
Contact No- Optional Field. Auto populates user contact number from system.

Category/ Sub Category/ Item- Mandatory field. This fields helps to classify type of service
requests raised. Select the relevant category, subcategory and item.

Status- Mandatory field. There are different status available throughout the life cycle of service
request.

Priority- Mandatory field .By default service request priority is set to ‘P4’. Depend on urgency
of the service request agent can change the priority.

Impact- Mandatory field .Ticket impact can change to ‘HIGH’, MEDIUM’ or ‘LOW’ depend
on service request

Urgency - Mandatory field .Ticket Urgency can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’
depend on service request.

Channel- Mandatory field .Channel indicates source through which service request is logged.
Ticket logged via self-service will have by default ‘SELF SERVICE’ as a channel

Assigned Group- Mandatory field. Select appropriate support group to work on service
request. Ticket logged via self-service will have by default ‘SERVIE DESK’ group as an
assignment group.
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1. Assign To- Assign ticket to individual. On clicking search option list of Agent names will
appears.

m. Configuration Item- Optional field. Related CI can be added to the ticket.

n. Alternate Contact: Optional field.

o. Alternate Location: Optional field.

p- Vendor Ticket Number- Optional field.

q. Opened Date: System auto captures date and time when request is created.

r. Opened By: System auto captures name of the agent/ end user who has created the request.

s. Short Description: Provide a relevant title to the request that will exactly summarize the
service need to be provided.

t. Additional Comments: Provide a detailed description with any other associated details
relevant to the service request.

. J
ADlTaas = ter ticket number and search faseo
"ﬁ-',i Jagadeep Vudatha Create Request 1 - Add Attachment m
Js Practice Manages
~ Client Name * Requestor Name * Location Contact No.
£ Incident Allied . Qo -
H Request Category/Sub Categary/Mtem * Status * Impact *
Create New N OPEN . Low
P1/Critical Requests (4)
My Work (707) Urgency * Priority * Channel * Assignment Group *
My Group Work (726) LOW v P4 o - PHONE - Choos: o~
My Approvals (0) -y
Technician Name configuration ltem Alternate Contact Alternate Location
My Group Approvals (36)
Open - Unassigned (15) - N ea
Fulfilled (18) vendor Ticket Number Opened By Opened Date
Closed (27) Jagadeep Vudatha o 06/21/2021 14:49:29
Rejected (11)
Scheduled Requests (6) Short Description *
Calendar View
Additional Comments *
Pasagraph v« B I @ =7 = <= @ & B~ B~
v Q.

u. Click on Add Attachment to add attachment during the ticket creation.
v. Once all the required mandatory are filled and click on Submit button.

w. New service request will be created with unique Request ID and an email notification is sent
to confirm that the ticket has been raised.
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= Enter ticket number and search A A e‘ ﬂ’v @
|
Edit Request - R-210621-0001
D Activity Log | $= Task(0) | @aApproval (0) @ Links(0) M Schedules (0) | @Moreinfo €% impacted €I (0) | % Interaction (0) | 4D Fulfiliment
Client Name * Requestor Name * Location Contact No.
Allied - Priya Lewis 290 ~ Mahape e - 0802545432
Category/Sub Category/Hem * Response Targel Resolution Target o
PERIPHERAL/MOUSE/MOUSE & EN B
Status * Impact * Urgency * Priority *
OPEN - Low - Low - P4 o -
Channel * Assignment Group * Technician Name Field Service
PHONE . Service Desk o- - - - (D
Configuration item Ahernate Contact Alternate Location Opened By
(= oq Jagadeep Vudatha [}
Opened Date Target Fulfill Date Vendor Ticket Number On Behalf Of
06/21/2021 15:05:21 06/22/2021 01:55:21
Configuration ltem Alternate Contact Alternate Location Opened By
Q- eq Jagadeep Vudatha o
Opened Date Target Fulfill Date Vendaor Ticket Number On Behalf Of
06/21/2021 15:05:21 06/22/2021 01:55:21
short Description *
Request for new laptop
Additional Comments *
Paragra v B I @ T @ k@ B e
Request for new laptop
update cancel Q

COMMON REQUESTS

Creating individual form for each request template for the most frequently raised request such as, password
reset, request for laptop etc. The fields can be pre filled with values so that a request can be created
instantly. Under Administration module all templates can be configured and during the request creation all
configured templates will be displayed under common requests drop down.

Navigate to Request Module from left menu bar

Click on Create New, displays new request creation page

Select the required Create New template from common requests drop down
The fields can be pre filled with values

Enter the Requestor name and any additional information if any

Click on Submit

oV AW oN e

Password Reset

Client Mame * Requestor Name * Contact Mo,

Request for Laplop
Allled - - -
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REQUEST DATA GRIDS
My Work/ My Group Work

Once service request is created, Agent can view requests which are assigned to him under ‘My Work’ and
all the requests which are assigned to his groups are visible under ‘Group Work’ tab.

Go to Request module 2 Click on ‘My Work’ or ‘My Group Work’

-
/biTaa$s = o "adoo
([ Jpondecs v My Group Work 25
. ] Title Description Requestor Mame Status Assignment Grou

& Ineident - l—JIUOZI-OOU'I Request for new laptop Request for new laptop Priya Lewis OPEN Service Desk -
H nequest © [EBEEESEEN r-ouest for Smart Badge Activation..  Request for Smart Badge A Jagadeep Vudatha yiF  APPROVED  Service Desk

Create New © [EEIEEEENE request for Smart Badge Unblocke.  Request for Smart BadgeU..  Deepak Shukla OPEN serviee Desk

P1/Critical Requests (4) - SRR = Roquest for laptop charger Request for laptop charger Edwin Toh OPEN Service Desk

My Work (707) © [EEOEOSE00 rrinter notworking Laptop not working Jagadeep Vudatha Win = OPEN Service Desk

My Group Wark (727) © BN | optop Request LENOVO- X1 YOGA  Laptop Request LENOVO-X..  Jagadeep Vudatha il OPEN Service Desk

My Approvale (1) © [EEEEUEOE  Loctop RequestLENOVO-X1YOGA  Laplop Request LENOVO-X..  Sudarshan Chavankhol | OPEN Service Desk

My Group Appreals (26) © |SI0E0ENI0E r=-quest for Smart Badge Activation..  Request for Smart Badge A Sudarshan Chavankhot = OPEM Service Desk

:I:::I;H:::Igmd e © [ = roquest for Software Installations Software Installation, Softw..  Sudarshan Chavankhot = OPEN Service Desk

Closed (27) - RG0S roquest for IPHONE Mobile Request for IPHONE Mobile  Jagadeep Vudatha Vg = OPEN Service Desk

Rejected (11) © [EEIEEE000S = rcouest for IPHONE Mobile Request for IPHONE Maobile  Jagadeep Vudatha yif | OPEN Service Desk

Scheduled Requests (5) © [EEIBEEEEIE rcquest for IPHONE Mobile Request for IPHONE Moblle  Jagadeep Vudatha Wil = OPEN Service Desk

P1/ Critical Requests- Displays list of all P1/ Critical Requests

Open -Unassigned- Displays list of open requests tickets pending to assign to individual

My Approvals- Displays all approvals assigned to you.

My Group Approvals- Displays all approvals assigned to your approval groups.
Fulfilled - Displays list of fulfilled requests

Closed- Displays list of all closed requests

Rejected- Displays list of rejected requests

Scheduled Requests- Displays list of all scheduled requests

Calendar View- Displays scheduled requests, set reminders on calendar view.

EDIT/ UPDATE REQUEST

On successful creation of ticket, system will generate unique ticket id. Ticket id starts with date and
number. R- Indicates request ticket.

Agent can perform more actions on edit request screen, where agent can modify the information in the
screen and click on Update button to save the changes.
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» .
ADiTaa$ = oo *ad0O
CENGUERING COUPLERITY L

~

., Jagadeep vudatha

r*y gadech vudam Edit Request - R-210621-0001 P —
Add Not
A L RIECUEIE | D) Activity Log | (= Task(0) | @ Approval (0)  PLinks (0) M Schedules (0) @1 L] otes lci & |
£ Incident & Add Attachment
* - & send Email
H Request Client Name Requestor Name Location
Allied - Priya Lewis 00~ Mahape e - B set Reminder

Create New 8 et

P1/Critical Requests (4) Category/Sub Category/item * Response Target I Copyas New o

My Wark (707) PERIPHERAL/MOUSE/MOUSE & B New Article

My Group Work (727)

x Impact ¢ oy New Task
My Approvals (0) staws mpact Urgency £ NewTas
My Group Approvals (36) OPEN M ow - Low ~ B NewProblem o~
- New Chi
Open - Unassigned (16) Channel = Assignment Group * Technician Name & New Change
Fulfilled {18} _ N £ New Incident
PHONE Service Desk - DOSE One Q-

Closed (27) " New Approval

FRejected (11) Configuration Hem Alternate Contact Alternate Location 13 Vank

Scheduled Requests (6) Q- eq Jagadeep Vudatha [:]

ADD NOTES

1. To add any additional information or work logs to ticket, click on Action = Add Notes.
L .
DITaas = er ticket number and search A a o U‘\' {:O}
). Jagadeep Vudath :
(7 Jogedecn vudatha Edit Request - R-210621-0001 action= | Search Releted tems =
~ D Activity Log | 3= Task(0) | @ aApproval (0) & Links (0) M Schedules () @ ot cio & Hn
£ incident & add Anachment
i . . & send email
E{ Request Client Name Requestor Name Location mal
Allied - Priya Lewis 200~ Mahape @ - B setReminder
Create New
B erint
P1/Critical Requests (4) Category/Sub Category/flem * Response Targel I Copyas New o
My Work (707) PERIPHE SE/MOUS
y Work ( PERIPHERAL/MOUSE/MOUSE Fy B New Aricle
My Broup Work (727)
My Approvals (0) Status * Impact * Urgency * 2 NewTask
My Group Appravals (36) OPEN - ow - Low ~ B NewProblem 0 -
Open - Unassigned (16) Channel = Assignment Group * Technician Name © New Change
Fulfilled (18) - - & New Incident
PHONE Service Desk e~ e Q-
Clased (27) + hew Approval
Rejected (11) Configuration em Alternate Contact Afternate Location 3 vank
Scheduled Requests (6) Q- ea Jagadeep Vudatha o
2. Add Notes dialog box will open

Click on checkbox to select required action items available on notes window

¢ Internal Notes: Notes will be visible only agents. By default added notes will be visible for both
agents and end users.

¢ Email this note to technician: Email notification will be sent to assigned technician with
added notes.

¢ Email this note to support group: Email notification will be sent to all members of ticket
assigned group with notes.

¢ Email this note to requestor: Email notification will be sent to requestor with added notes.

e Watch list: This functionality enables technician to add any email id to keep posted with ticket
updates. Once email id is added to watch list, all noticeable members will receive notification
on any status change, on notes added and on resolution of the ticket.
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Add Notes b4

[] Internal Notes

[] Email this note to Requestor
[ ] Email this note to Support Group

[ | Email this note to Technician
Watch List Email Id

Add Email Ids

Notes *

-

Paragraph v B I @ Z iZ = = @ e B By © &

Add Notes Cancel

4. Enter the required comments/images/screenshots in the Notes section and click on Add Notes.

Added information will be visible in Activity Log.

Edit Incident - IN-210620-0004

Ticket Details ¥= Task(0) | @ Approval (0)  (Links (0) = MSchedules (0) = @Moreinfo | & Impacted CI(0) | & Interaction (0) = 4 Resolution

Filter

Activity Type: Log Title: From Date: To Date:

Add Notes A Type to search month/day/year hours:minute... month/day/year hours:minute... Q

» Detailed Activity Log

o Internal Notes added on 06/20/2021 20:08:41 by user = Jagadeep Vudatha

Notes are added to the ticket.

ADD ATTACHMENT:

1. To add an attachment to a ticket, click on Action = Add Attachment.
On clicking will open up a new window.

2
3. From the file chooser window, click on Browse to choose the file to be attached
4. Click open to upload the attachment.
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ADITaas = Enter ticket number and search « O e. ff', {O:}
|'f‘ip *j’::“"i‘a’::"l" Edit Request - R-210621-0001 [ upsate | acion- | searchmeteted nems -
Gy D Activity Log 7= Task (D) @ Approval (0) & Links (0) Mschedules (@) @ B ndanotes 1C1(0) o |
E{ Request Client Name * Requestor Name * Location & send Email
Allied - Priya Lewis 290~ Mahape @ - [ setReminder
Create New
& erint
P1/Critical Requests (4) Category/Sub Category/Htem * Response Target I Copyas Hew °
My Work (707) PERIPHERAL/MOUSE/MOUSE " & New Article
My Group Work (727)
My Appravals (0) Status * Impact * Urgency * &2 New Task
My Group Approvals (36) OFEN - Low - Low n Mew Prablem o -
Open- Unassigned (18) Channel * Assignment Group * Technician Name € New Change
2 ident
::;:d[;? PHONE - Service Desk ' Choase one a- :: ::WMI
Rejected (11) Configuration mem Alternate Contact Alternate Location T3 Yank
Scheduled Requests () Choose one Q- [ 1% Jagadeep Vudatha o
Add Attachment b4
Ll e e e e e e e el e e e e b
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 I I 1
1 1
! [ Browse... | No file selected. !
1 1
1 1
: Or Drag It Here. :
b o e o o o o o oEm E o S R Em B R B B MR B EE W MR SN EE SR N SN N RE SR M BN BN EE B MR N N SN N S SN SE S Mm Em BN M M B GE Em EE W M M o o
File Name Attached By Attached On
O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58
Delete Attachment Close
. . . P y
All Uploaded attachments will be visible Under ‘View Attachment(s)’ tab.
Edit Request - R-210621-0001 Update Search Related Items = & View Attachment(s) ~
PRI I | = activity Log | i= Task(0) | @Approval 0) | & Links(0) | Wsq & New TextDocumentixt Xg |

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment by clicking on checkbox and click on
‘Delete Attachment’.
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Add Attachment x
L hl

| Browse... | No file selected.

R

Or Drag It Here.

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close

To quick delete an attachment , click on ‘View Attachment(s)’ tab and go to respective attachment click
on X’ placed next to it.

Edit Request - R-210621-0001 P —
D Activity Log || 7= Task (0) | @ Approval (0) | &Links(0) | Msc & New Tgxt Documenttxt ) . Eﬁ I

Client Name * Requestor Name * Location Contact No.

Allied v Priya Lewis 200~ Mahape [ 0802545432

SEND MAIL:
1. To send an email from ticket, click on Action = Send Email.

ADiTaas = Enter ticket number and search «® A g‘ I.T'u {§}

), Jagadeep Vudatha o .
[[t] P Edit Request - R-210621-0001 search Relatedltems = | View Attachment(s) =
i'Js Practice Manage:
Add Notes
" [ RIEVEET I <D Activity Log = Task(0) @ Approval (0) & Links L © More Info £ Impacted CI {0} -1 Iu
£ Incident & add Attachment
Client Name * Requestor Name * Lu Contact No.
}g Request
Allied - Priya Lewis 200~ B set Reminder o - 0802545432
Create New
& print
FCritical R ts (4 *
/critical Requests (4) category/sub Category/iem Ll R — Resolution Target e
My Work (707} - '
PERIPHERAL/MOUSE/MOUSE ) ‘ New Article E
My Group Work (727)
* " Maw Tagk w
My Approvals (8) Status Impact urg & Mew Priarity
My Group Approvals (36) OPEN - LOW . | & NewProblem - P4 0 -
Open-Unassigned (16) Channel * Assignment Group = Tet @ New Change Field Service
Fulfilled (18) o & Mew Incident
Closed (27) ' Mew Approval
Rejected (11) Configuration Item Alternate Contact Al T3 Yank Opened By
Scheduled Requests (6) Choose one Q- [ 1} Jagadeep Vudatha ]

Calendar View
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2. Compose email, user email id and ticket id will be auto populated in ‘To’ and ‘Subject’ fields
respectively. Attach any files by clicking on Browse.

New Email - From - aditaasusdemo@allieddigital.net x
To* Cc
priya.lewis@allieddigital.net

Subject *

Request [ R-210621-0001]

Description *

Paragraph ~ B I & = 1= =

.
[l

B & By By © o

Please provide details,|

3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.
SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like

contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whomever you want to remind.

1. To a set reminder, click on Action 2 Set Reminder.
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= Enter ticket number and search LAY -‘3‘ lT"‘ {:O,‘-‘_v
D Activity Log | i= Task(0) | @ Approval (0)  @PLinks(0) M Schedules(0) | @Moreinfo 1 B sdd notes nteraction (0) | 4 Fulfillment
& Add Attachment
Client Name * Requestor Name * Location = send Email Contact No.
Allied - Priya Lewis 200~ Mahape 0802545432
8 print
Category/Sub Category/lem * Response Target [ — Resolution Targel e
PERIPHERAL/MOUSE/MOUSE ] Mew Article m
Status * Impact * Urgency * & New Task Priority *
OPEN - LOW - LOW B New Problem P4 Q-
@ New Change )
Channel * Assignment Group = Technician Name Field Service
& New incident
~ New Approval
Configuration lem Alternate Contact Alternate Location T3 vank Opened By
a- [ 1=} Jagadeep Vudatha (]
Opened Date Target Fulfill Date Vendor Ticket Number On Behalf Of
06/21/2021 15:05:21 06/22/2021 01:55:21
Short Descrintion = Q v
2. Set reminder dialog box is displayed. Enter the Subject and Comments in box.
3. Select checkbox, if required to send an email notification regarding the notification.
4. In select applicable option from ‘To Whom’ drop down list.
¢ Remind me - Reminder will be set for logged in agent.
¢ Support Group Members- Reminder will be set for selected support group.
¢ Some else - Provides option to set a reminder to specific person.
5. Remind Time -Select date/time to set a reminder.
Set Reminder x
Subject *
Commenis *
4
"] send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 06:00:00

SHOW REMINDERS

All scheduled reminders will be visible under Action 2 Show Reminders as well as on Calendar view.

Edit Request - R-210621-0001

Category/Sub Category/ltem *

PERIPHERAL/MOUSE/MOUSE

W Ticket Details D Activity Log #= Task (0) @ Approval (0) & Links (0}

Response Target

B Add Notes

M schedules (0) @ wMore Info 1 nteraction (0) O Fulfillment
& Add Attachment
Client Name * Requestor Name * Location = send Email Contact No,
Allied v oriya Lewis 200~ Mahape B set Reminder 0802545432

B show Reminders

Resolution Target
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Show Reminders

Notes Subject Scheduled Date & Time Follow Up Type Set By

Contact user at 5 PM Contact user at 5 PM 06/21/2021 17:00:00 Remind Me

Jagadeep vudatha

~

- 1-10of 1items
Deactivate Reminder Cancel

Enter ticket number and search

/biTaas =

rr,'u Jagadeep Vudatha

4 ’e Practice Manager

Calendar View Reminder

£ incidem

5—2 Request
Create Naw
P1/Critical Requests (4)
My Work (707)
My Group Wark (727)

My Approvals {6)

@

Ly Group Appravals (36)
Open - Unassigned (16)
Fulfilled (18)

Closed (27)

Rejected (11)
Scheduled Requests (6)

Calendar View

EE knowledge 20 22

Sp R-210621-0001

@ problem

wa sl
Scheduled |

June 2021 Month  Week  Day

List

Deactivate the Reminder
Scheduled reminder can be deactivated with simple following steps.
1. Go to Action>Show Reminders

2. Select reminder by clicking on checkbox and click on Deactivate Reminder
3. Reminder Status will be marked as deactivated.

Show Reminders

Notes Subject Scheduled Date & Time Follow Up Type Set By

Contact user at 5 PM Contact user at 5 PM 06/21/2021 17:00:00 Remind Me

Jagadeep Vudatha

~

n 1-10f1items
Deactivate Reminder Cancel

PRINT REQUEST

If you want to print a ticket, open required ticket need to be print,
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Go to Action menu = Click on Print

Tool will display a print preview option. Print will display ticket details, activity log along with resolution
details.

Click on Print

et Add Notes
R CACEl | D Activity Log 7= Task (D) @ Approval (0) & Links (0) Mschedules (0) @ More Info 1 § nteraction (0) O Fulfillment
@ ndd Attachment
Client Name * Requestor Name * Location B Send Email Comact No.
Allied . Priya Lewis 200 Mahape B Set Reminder 0802545432

B show Reminders

Category/Sub Category/Item * Response Target Resolution Target o

PERIPHERAL/MOUSE/MOUSE . e B Copy as New
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Cancel
Request Details -
Zougues ug cousrenity
Number : R-210621-0001 Client Name : Allied
Opened By : Jagadeep Vudatha Opened Date : 06/21/2021 15:05:21
Requestor Id : priya.lewis Requestor Name : Priya Lewis
Location : Mahape Email : priya.lewis@allieddigital.net
Mobile : 9876567898 Contact No. : 0802545432
Category : PERIPHERAL Sub Category : MOUSE
Item : MOUSE Status : OPEN
Impact : Low Urgency : LOwW
Priority : P4 Channel : PHONE
Assignment Group : Service Desk Technician Name :
Configuration Item : Target Resolve Date: 06/22/2021 01:55:21
Alternate Location : Alternate Contact :
Vendor Ticket Number : On Behalf Of :
short Description : Request for new laptop
Additional Comments : | Request for new laptop

Activity Log :
Reminder Set On 06/21/2021 16:26:10 by user = Jagadeep Vudatha

Subject:- Contact user at 5 PM

Comments - Contact user at 5 PM

by user - Jagadeep Vudatha

Remind Time - 06/21/2021 17:00:00

Reminder Sent To - jagadeep.vudatha@gmail.com;

\Attachment added on 06/21/2021 16:05:44 by user = Jagadeep Vudatha

Attachment Name:- New Text Document.txt, Added by user = Jagadeep Vudatha

Email Sent On 06/21/2021 15:05:29 by user = SYSTEM.ADMIN

From :- aditaasusdemo(@allieddigital.net

To :- jvudatha(@allieddigital.net, davidtcrabill@allieddigital.net, system.admin@mail.com, jagadeep.vudatha@gmai
|.com, priya.lewis@allieddigital.net

Subject :- Ticket [R-210621-0001] Priority P4 Status OPEN has been dispatched to your Queue [Service Desk]
Event Name :- Business Rule Manager
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COPY AS NEW

Copy as new copies the details of an existing ticket to a new ticket. Instead of re-entering all the
information for new requestor.

1. Click on Action - Copy as New
2. Copy As New dialog box will open to enter the Requestor Name

et Reues- 721062100

. Add Mot
RGN D Activity Log £ Task (0) @ Approval (0) & Links (0) M Schedules (0) @ More Info 1 n o nteraction (0) © Fulfillment
& Add Attachment
Client Name * Requestor Name * Location = send Email Comtact No,
Allied v Priya Lewis 200~ Mahape B set Reminder 0802545432
B Show Reminders
Category/Sub Category/item * Response Target & Frint Resolution Target o
PERIPHERAL/MOUSE/MOUSE s | B Gopy as New
Copy As New b4

Requestor Name *

i -
Jignesh Sodvadiya

Jignesh.Sodvadiya | Mahape
Jignesh.Sodvadiya@allieddigital net

Copy As New X

Requestor Name *

Jignesh Sodvadiya -~

3. Search and select required Requestor Name and Click Create.

QUICK LINKS TO CREATE TICKET FROM REQUEST

Following links helps to create other module tickets from request ticket
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Edit Request - R-210621-0001

Search Related Items =

‘ View Altachm

. ) Add Motes
| REETT D Activity Log 7= Task (0) @ Approval (0) || & Links L O Moreinfo € impacted CI(0) & |
& add attachment
Client Name * Requestor Mame * Lot & Send Email Contact No.
Allied - Priya Lewis 200~ , B set Reminder o~ 0802545432
ﬂ Show Remindera
* |
Category/Sub Category/item Ret B Print Resolution Target o
PERIPHERAL/MOUSE/MOUSE M B Copyas New .
Status * Impact * Urd Bl Mew Article Priority *
OPEN - LOW - | & Mew Task - P4 o -
MHew Problem
Channel * Assignment Group * Te Field Service
& MNew Change
PHONE - Service Desk [ B Q-
£ Mew Incident
Configuration Item Alternate Contact Alty & mew approval Opened By
New Article
Allows to raise an article from request ticket.
1. Go to Action 2> New Article
2. Enter the new article details and click on submit
3. New created article will be linked to request ticket.
= Enter ticket number and search « O Q. ﬂ;"y {‘O‘-‘r,L
D Activity Log = Task (0) © Approval (0) & Links (0) M schedules (0) 0 More Info 1 B acdniotes nteraction (0) O Fulfillment
& Add Attachment
Client Name * Requestor Name * Location B8 send Email Contact No.
Allied - Priya Lewis 200~ Mahape B set Reminder 0802545432
8 Fint
Category/Sub Category/llem * Response Targel B copy as vew Resolution Target o
PERIPHERAL/MOUSE/MOUSE + Now Articlo 15%]
Status * Impact * Urgency * & New Task Priority *
OPEN - LOW - LOow B New Problem P4 [ I
@ New Change
Channel * Assignment Group * Technician Name Field Service
£ Mew Incident
~ New Approval
configuration ltem Alternate Contact Alternate Locatlon T3 Yank Opened By
Choose ane q- oaq Jagadeep Vudatha o
Opened Date Target Fulfill Date ‘Vendor Ticket Number On Behalf Of
06/21/2021 15:05:21 06/22/2021 01:55:21
Short Descrintion * o v
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Create Knowledge Article Add Attachment x
Client Namg * Status * L

Allied - DRAFT -
Category/Sub Category/item * Problem Title *

4

Problem Description *

Paragraph ~ B I @ =} - = @ & By By - «
Assignment Group * Technician Name Source * Type * N

Choose one [ (¥, i 0n - Choose one - Choose one -
Available For * Cconfiguration ltem Tags

Choose one - C-210526-0041 0~ -
Additional Link Opened By Opened Date

Jagadeep Vudatha [ ] 06/24/2021 13:03:58
Article Image
L1
|Br0w5e... No file selected.
Or Drag It Here.

Solution *

Paragraph ~ B I @ 22 = = @ s BB < o

~
KN o
New Task

Allows to raise a new task ticket from request ticket.

1. Go to Action 2 New Task
2. Enter the new task details and click on submit
3. New created task ticket will be linked to request ticket.
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Client Name * Requestor Name * Task Name * Linked To A
Allied - Priya Lewis 200 ~ R-210621-0001
Status * Assignment Group * Technician Name Opened By
OPEN v Choose one o Choose one - Jagadeep Vudatha L: ]
Opened Date Due Date Sequence *
06/24/2021 14:52:27 month/day/year hours:minu... 1

Task Description *

Request for new laptop
Additional Comments *

Paragraph v~ B I @ Z ;2 = = @ w Bv By < o

Request for new laptop

New Problem
Allows to raise a new problem ticket from request ticket.

1. Go to Action - New Problem
2. Enter the new problem details and click on submit
3. New created problem ticket will be linked to request ticket.

.
= Enter ticket number and search f 4 2 (fi'}, {O:}
~
Edit Request - R-210621-0001 Updale Search Related ltems = & View Attachmen(s) =
B = p . B Add Notes .
[ RIGCAVEIE D Activity Log |~ 3= Task(0) | @approval (0) @ Links (0) M Schedules (0) | @Moreinfo 1 nteraction (0) | € Fulfillment
& add Attachment
Client Name * Requestor Name * Location & send Email Contact No.
Aliied - Priya Lewis 290~ Mahape B set Reminder 0802545432
8 print
Category/Sub Category/llem * Response Target B Copyesnew Resolution Targel o
PERIPHERAL/MOUSE/MOUSE 3 New Article o
Status * Impact * Urgency * & New Task Priority *
@ New Change
Channel * Assignment Group * Technician Name Field Service
. £ Mew Incident
' New approval
configuration ltem Alternate Contact Alternate Locatlon 3 vank Opened By
Choose ane Q- oq Jagadeep Vudatha o
Opened Date Target Fulfill Date ‘Vendor Ticket Number On Behalf Of
06/21/2021 1505:21 06/22/2021 01:55:21

Short Nescrintion *
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Create Problem

I N

Client Name * Requestor Name * Location Contact No.
Allied - Priya Lewis 200 ~ Mahape - 0802545432
Preferred Contact Status * Category/Sub Category/Item *
Primary X v OPEN v Iy
Impact * Urgency * Priority * Assignment Group *
LowW v LOwW v P4 e - Choose one e-
Technician Name Configuration Iltem Channel * Opened By
Choose one - Choose one Q- Choose one v Jagadeep Vudatha [ ]
Opened Date Alternate Contact Alternate Location Vendor Ticket Number
06/25/2021 20:22:26 eq
RCA Date Identified Notification Mode Is Major * Problem Manager
month/day/year hours:minu... - B No Choose one -
e
New Change
Allows to raise a new change ticket from request ticket.
1. Go to Action > New Change
2. Enter the new change details and click on submit
3. New created change ticket will be linked to request ticket.
= Enter ticket number and search ® A .Q- (fi')y {@}

Edit Request - R-210621-0001

Client Name *
Allied -

Category/Sub Category/ltem *

PERIPHERAL/MOUSE/MOUSE

Status *

OPEN -
Channel *

PHONE -

Configuration Item

Choose one

Opened Date

06/21/2021 150521

Short Descrintion =

D Activity Log | 3= Task(0)

@ Approval (0) & Links (0)

Requestor Name *

Priya Lewis

Impact *

LOW

Assignment Group *

Service Desk

Alternate Contact

Target Fulfill Date

06/22/2021 01:55:21

M schedules (0)

290 -

~
Update Search Related tems ~ & View Attachment(s) ~

Add Notes
O Moreinfo 1 . .

& Add Atachment

Location = send Emal
o 8 Set Reminder
B Print
Response Target 8 copyasnew
Mew Article
Urgeney * £ New Task
ow E) Mew Problem

Technician Name

" & New Incident
P

e
+ New Approval

Alternate Location T Yank
oqQ

‘Wendor Ticket Number

nteraction (0)  DF
Contact No.
0802545432

Resolution Targel
Priority *

P4

Mew Ch:
[o v oy sene

ulfiliment

M Schedule Cal o Track Engineer

Opened By
Jagadeep Vudatha

On Behalf Of
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Client Name * Change Initiator * Location * Status *
Allied v Priya Lewis 200~ Mahape - OPEN v
Category/Sub Category/Item * Impact * Urgency *
) LOW - LOW -
Priority * Change Type * Assignment Group * Change Owner
P4 v Choose one v Choose one e- Choose one A
Primary CI Opened By Opened Date
Choose one Q- Jagadeep Vudatha [: ] 06/24/2021 14:53:38
Short Description *
Request for new laptop
Change Description *
Paragraph v B I @ Z ;T = = @ &« @By B o o "
New Incident
Allows to raise a new incident ticket from request ticket.
1. Go to Action > New Request
2. Enter the new incident details and click on submit
3. New created incident ticket will be linked to request ticket.
= Enter ticket number and search « OH e‘ ff:')y {@}

D Activity Log |~ 3= Task(0) | @aApproval (0) & Links(0) M Schedules(0) | @Moreinfo 1 B odnotes nteraction (0) | 4 Fulfillment
& Add Attachment

Client Name * Requestor Name * Location B send Email Contact No.
Allied v Priya Lewis 200~ Mahape B set Reminder 0802545432
8 print
Category/Sub Category/llem * Response Target [— Resolution Target o
PERIPHERAL/MOUSE/MOUSE E ] ‘ New Article m
Status * Impact * Urgency * & New Task Priority *
OPEN - LOW - LOwW New Problem P4 o -
@ New Changs
channel * Assignment Group * Technician Name Field Service
: & New Incident
~ New Approval
Configuration Hem Alternate Contact Alternate Location 3 Yank Opened By
Choose one Q- [ 1=1 Jagadeep Vudatha o
Opened Date Target Fulfill Date Vendor Ticket Number On Behalf Of

06/21/2021 15:05:21 06/22/2021 01:55:21

Short Descrintion =
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Create New Incident

I I

Client Name * Requestor Name * Location Contact No. A
Allied v 200 ~ Choose one -
Category/Sub Category/Item * Status * Preferred Contact
F Choose one v Primary X
Notification Mode Impact * Urgency * Priority *
- Choose one v Choose one v Choose one L I
Channel * Assignment Group * Technician Name Configuration ltem
Choose one v Choose one o- Choose one - Choose one -
Alternate Contact Alternate Location
oqQ
Flags
A
-
New Approval
Allows to raise an approval ticket from request ticket.
1. Go to Action - New Approval
2. Enter the new approval ticket details and click on submit
3. New created approval ticket will be linked to request ticket.
= Enter ticket number and search. s O e‘ ff;'l', {O:_,‘
= Tick D activity Log | = Task(0) | @approval (0) & Links (0) WM Schedules(0) | @Moreinfo 1 B sdd notes nteraction (0) | 4 Fulfillment
& Add Attachment
Client Name * Requestor Name * Location = send Email Contact No.
Allied - Priya Lewis 290~ Mahape BB set Reminder 0802545432
8 Frimt
Category/Sub Category/em * Response Target B Copyas New Resolution Target e
PERIPHERAL/MOUSE/MOUSE * Naw Article 0%
Status * Impact * Urgency * & New Task Priority *
OPEN - Low - Low B New Problem P4 o-
@ New Change
Channel * Assignment Group = Technician Name Field Service
& New Incident
Configuration lem Alternate Contact Alternate Location T3 vank Opened By
Choose one a - 0q Jagadeep Vudatha o
Opened Date Target Fulfill Date Vendor Ticket Number On Behalf Of
06/21/2021 15:05:21 06/22/2021 01:55:21
Short Nescrintinn * ° =)

109



=

ADiTaas alied dta"

Digital Service Management 17 managed Responsibly

Approval For Status * Approval Group * Approver

R-210621-0001 OPEN v Choose one e- Choose one v
Submitted Date Sequence Of *

06/24/20217 14:54:49 1
Comments *

Paragraph v B I @ Z i = = | [@ & By By o o

REQUEST ACTIVITY LOG

Activity log captures all actions performed on ticket from request creation to closure with date/time stamp
along with agent id. All modification performed on ticket is auto captured. From the creation of ticket to
resolution all activities are captured with order. All activities like add notes, add attachment, setting a
reminder, creating task, creating approvals, linking tickets, linking CI’s all activities are capture in activity
log with sequence

Filter option at the top provides a facility to search for specific activity log or activity log of record for
specific duration.

Activity Type displays list activities in drop down list. On selecting specific activity type activity log
displays logs accordingly.

Log Title allows to enter relevant keyword in given test field, depend on keyword displays the activity log

From and To date allows to find activity log for specific duration

Ticket Details 7= Task(0) @ aApproval (0) & Links (0) | M Schedules(0) =~ @ More Info | € Iimpacted CI(0) | £ I

Filter
Activity Type: Log Title: From Date: To Date:
—All- - Type to search month/day/year h ... month/day/year h ... Q

» Detailed Activity Log

o Reminder Set On 06/21/2021 16:26:10 by user = Jagadeep Vudatha

Subject:- Contact user at 5 PM

Comments - Contact user at 5 PM

by user - Jagadeep Vudatha

Remind Time :- 06/21/2021 17:00:00

Reminder Sent To - jagadeep.vudatha@gmail.com ;

Note: Logs in the tool protected from alteration after-the-fact.
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TASK

Agent can create a new Task and link to request or open any existing tasks and can link to request. Request
ticket cannot be resolved until all linked tasked are closed.

Create New- Click on Task & Create New to create a new Task.

Ticket Detalls *D Activity Log @ Approval (0) & Links (0) M schedules (0) © More Info £ Impacted CI (0) < Inle

» Current Tasks Link Existing Task [l Detach Task

Approval ID Task Name Requestor Name Assignment Group Status

Task ID

Client Name * Requestor Name * Task Name * Linked To A
Allied - Priya Lewis 290~ R-210621-0001
Status * Assignment Group * Technician Name Opened By
OPEN - Choose one L: B Choose one - Jagadeep Vudatha o
Opened Date Due Date Sequence *
06/21/2021 16:50:08 month/day/year hours:minu... 1

Task Description *
Request for new laptop
Additional Comments *

 w By v < o

Paragraph v|B I & = ;=

Request for new laptop

Link Existing Task- To link existing link Tasks, click on Task - Link Existing Task
Displays list of existing Tasks. Agent can link one or more tasks to request by clicking on

checkboxes.
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Link To x
D Title q Name i 1t Group Te ician Name Status Sequence Opened Date
T-210620-0006 = Check Network Status Priya Lewis Network Support OPEN 2 06/20/202117:1. 7
T-210620-0005 = Check Application Status Priya Lewis Service Desk OPEN 1 06/20/2021 17:1:
T-210620-0004 = Check database status Priya Lewis Server Support OPEN 1 06/20/2021 17:1.
T-210619-0006 = Check Network Status Jagadeep Vudatha = Network Support OPEN 2 06/19/2021 10:3
T-210619-0005 Check Application Status Jagadeep Vudatha = Service Desk OPEN 1 06/19/2021 10:3
T-210619-0004 = Check database status Jagadeep Vudatha | Server Support OPEN 1 06/19/2021 10:3
T-210619-0003 | Check network connection Priya Lewis Service Desk OPEN 2 06/19/2021 06:3'
T-210619-0002 = Check user machine configuration | Priva Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210619-0001 | Check MS OFFICE software Priya Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210617-0002 = Check Application Status Jagadeep Vudatha | Service Desk OPEN 1 06/18/2021 01:5'
< >

2 1-10of 18 items
Cancel

Detach Task- Select respective Task by clicking on checkbox and click on ‘Detach Task’ to unlink
it.

Do you want to delete the selected linked tasks?

LINKING TICKETS
This tab allows agents to create relationships by linking requests to other tickets in system.
Options Available:
Request to Request: Request can be linked to other Request
1. Navigate to request module

2. Open a relevant request ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Request to Request’
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= Enter lloketrumber and search wadlE
W Ticket Details | ‘D Activity Log = Task(0) | @ Approval (0) M schedules (0) || @Moreinfo & impacted CI {0) & Interaction (0) | 4D Fulfillment
» Links Relation Type: || Cho . law
1] Status Relation Type Assignment Group Category
:
Request to Incident
Request to Change
Request to Problem
Request to Knowledgebase
< >
Q
Link To | X
D Title Status Assignment Group Category
R-210623-0022 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0021 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0020 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0019 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0018 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0017 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0016 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0015 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0014 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0013 Request for VPN OPEN Service Desk SOFTWARE £
< >
n 2 3 4 5 . 1-10 of 709 items

4. Click on Q icon, which will display all open requests in a pop-up box. Agent can select
requests and attach to request.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Request to Incident: Request can be linked to Incident ticket
1. Navigate to request module

2. Open arelevant request ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Request to Incident
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Enter ticket number and search

Edit Request - R-210621-0001

A s

m Search Related ltems = & View Attachmenl(s) =

W Ticket Details | ‘D Activity Log = Task(0) | @ Approval (0) M schedules (0) || @Moreinfo & impacted CI {0) & Interaction (0) | 4D Fulfillment
» Links Relation Type: || Cho . QW
1] Status Relation Type Assignment Group Category
"
Request to Incident
Request to Change
Request to Problem
Request to Knowledgebase
< > N
Q
Link To | X
D Title Status Assignment Group Category
IN-210624-0014 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE -
IN-210624-0005 HARDWARE / LAPTOP / LENOVO-X.. OPEN Service Desk HARDWARE
IN-210624-0004 HARDWARE / LAPTOP / LENOVO-X.. = OPEN Service Desk HARDWARE
IN-210623-0004 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210623-0003 web conference not connecting OPEN Server Support L2 SOFTWARE
IN-210622-0027 Server Printer not working OPEN Server Support HARDWARE
IN-210622-0026 Application Slowness Issue, Applic.. | OPEN Server Support L2 SOFTWARE
IN-210622-0025 Test Mail to check Email Notificatio.. OPEN Service Desk PHONE
IN-210622-0024 Test Mail to check Email Notificatio.. ~ OPEN Service Desk PHONE
IN-210622-0023 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE

<
|-

4 5

1-10of 1293 items

4. Click on Q icon, which will display all open incidents in a pop-up box. Agent can select
incidents and attach to request.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Request to Change: Request can be linked to Change ticket

1. Navigate to request module
2. Open a relevant request ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Request to Change’
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= Enter ticket number and search % A e. ff’v {:O}
Edit Request - R-210621-0001 | vpate | P —
W Ticket Details | ‘D Activity Log = Task(0) | @ Approval (0) m M schedules (0) || @Moreinfo & impacted CI {0) & Interaction (0) | 4D Fulfillment
» Links Relation Type: | Choose one . law
1] Status Relation Type Assignment Group Category

-~
Request to Request

Request to Incident
Request to Change

Request to Problem

Request to Knowledgebase

(]
Link To X
D Title Status Assignment Group Category
CR-210625-0002  Software / Microsift / excel OPEN Service Desk Software
CR-210625-0001 OUTLOOK / UNABLE TO SEND MAILS = OPEN Service Desk Software
CR-210624-0003 RAM Upgrade OPEN Service Desk Software
CR-210624-0002  jagadeep.vudatha@gmail.com OPEN Service Desk Software
CR-201217-0001 Upgrade Network Bandwidth OPEN Service Desk HARDWARE
>

<

- 1-5of 5items

4. Click on Q icon, which will display all open changes in a pop-up box. Agent can select
changes and attach to request.

5. Click on Link

6. Linked ticket will be visible on Links tab

Request to Problem: Request can be linked to Problem ticket
1. Navigate to request module

2. Open a relevant request ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Request to Problem’
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= Enter ticket number and search « O e‘ ff;')y {a‘r}
Edit Request - R-210621-0001 | vpate | ST I —
W Ticket Details | ‘D Activity Log = Task(0) | @ Approval (0) Mschedules (0) | @Moreinfo & impacted CI (D) & Interaction (0) | 4D Fulfillment
» Links Relation Type: | Choose one . law
1] Status Relation Type Assignment Group Category

-~
Request to Request

Request to Incident
Request to Change
Request to Problem

Request to Knowledgebase

Q

Link To | x

D Title Status Assignment Group Category

PR-210624-0003 Application Slowness Issue KNOWN ERROR Service Desk SOFTWARE -~

PR-210624-0002 Exchange Server Down RESOLVED Service Desk SYSTEM

PR-200825-0001 Intermittent Network Issue PROGRESSING Service Desk HARDWARE

PR-200709-0004 | Unable to connect mail server OPEN Service Desk IT SERVICES

PR-200709-0003 | Unable to connect mail server OPEN Service Desk IT SERVICES

PR-200511-0008 Intermittent network connection OPEN Service Desk HARDWARE >

< >

n 1-60of 6 items

4. Click on Q icon, which will display all open problems in a pop-up box. Agent can select
problems and attach to request.

5. Click on Link

6. Linked ticket will be visible on Links tab

Request to Knowledgebase: Request can be linked to Knowledge Article
1. Navigate to request module

2. Open a relevant request ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Request to Knowledgebase
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= Enter ticket number and search % A Q. ff’v {:O}
Edit Request - R-210621-0001 | vpate | P —
W Ticket Details | ‘D Activity Log = Task(0) | @ Approval (0) m M schedules (0) || @Moreinfo & impacted CI {0) & Interaction (0) | 4D Fulfillment
» Links Relation Type: | Choose one . law
1] Status Relation Type Assignment Group Category

-~
Request to Request

Request to Incident
Request to Change
Request to Problem

Request to Knowledgebase

< >
(]
Link To | X
D Title Status Assignment Group Category
KB-210614-0001 Unable to Sign PDF LIVE Service Desk SYSTEM ~
KB-201022-0001 How to Download & Install Java JD... | LIVE Service Desk PHONE
KB-201020-0003 How to Set Up Microsoft Teams LIVE Service Desk SOFTWARE
KB-200710-0002 Printer/Scanning - HP Printer/Scan... LIVE Service Desk HARDWARE
KB-200618-0003 Install Visual Studio LIVE Server Support L2 SOFTWARE
KB-200618-0002 | Access Network Folder LIVE Server Support L2 IT SERVICES
KB-200616-0010 How to stop the client from installing | LIVE Service Desk SOFTWARE
KB-200616-0009 | Secure network time protocol (NTP) LIVE Service Desk SOFTWARE
KB-200616-0006 Leave Computers Running Overnigh... | LIVE Service Desk HARDWARE
KB-200616-0005 Printer/Scanning - HP Printer/Scan LIVE Service Desk HARDWARE

<
- 2 1-100of 12items

4. Click on Q icon, which will display all articles in a pop-up box. Agent can select article and
attach to request.

5. Click on Link

6. Linked ticket will be visible on Links tab

Detach Ticket: The agent can detach a linked incident or any other ticket by selecting a ticket and clicking

i

on the Delete button.

APPROVALS

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Enter all * marked following mandatory fields.
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Ticket Details | "D Activity Log 7= Task (1) | ENDGERON & Links (0) M schedules (0) | @ Morenfo | £t Impacted CI (0) o Ime

» Approval Detach Approval

Approval ID Status Comments Sequence Of Approval |

~

Approval For Status * Approval Group * Appraver

R-210621-0001 OPEN - Choose one o~ Choose one -
Submitted Date Sequence Of *

06/21/2021 16:56:59 1
Comments *

Paragraph v I B I @ 1 = = @ & BBy © &

On submitting a request for approval, approver will receive an approval mail with a link to approve or
reject the request.

& New Text Document.txt

Approval For Status * Approval Group * Approw .

R-210621-0001 OPEN v Regional Approval Group [ B Jagadeep Vudatha @~
Submitted Date Sequence Of *

06/25/2021 20:26:15 1

Approver Comments *

Paragraph vIiB I @ Z 2= = @& e By By o
Comments *
Paragraph v B I @ T Z = = @ & By By o o

Provide approval

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can
open the approval and click on Approve or Reject.

To detach any approval, click on ‘Detach Approval’.
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Edit Request - R-210621-0001

& View Attachment(s) ~

Ticket Details "D Activity Log #= Task (0) | EWOTERG)] & Links (0) A Schedules (0) @ More Info £ Impacted CI (0) -3 \me

Approval ID Status Comments Sequence Of Approval |
AP-210625-0008 = OPEN Provide approval 1 Regional / ~

Request will be non-editable and cannot be resolved until all approvals are approved.

MORE INFO

Tab provides information regarding onsite visits and Escalations.

Edit Request - R-210621-0001

Update Search Related Items ~ & View Attachment(s) ~

Ticket Details ‘D Activity Log || = Task (1) | & Approval (0) & Links (0) | M Schedules (0) £ Impacted CI (0)
» More Info
On Site 1st Response Time To Resolve

month/day/year hours:minutes:seco ...

Escalation TS

month/day/year hours:minutes:seco ...

Time To Investigate

month/day/year hours:minutes:seco ...

month/day/year hours:minutes:seco ...

Misroute TS

month/day/year hours:minutes:seco ...

Time To Diagnosis

month/day/year hours:minutes:seco ...

month/day/year hours:minutes:seco ...

Email Response

month/day/year hours:minutes:seco ...

«

IMPACTED CI

Related configuration items can be added under ‘Impacted CI’ tab.

Edit Request - R-210621-0001

» Impacted Cl

ID Name Type Serial No.

Update Search Related Items ~ & View Attachment(s) =

Ticket Details D Activity Log || = Task (1) | & Approval (0) & Links (0) M Schedules (0) | @MoreInfo  JE-ALEREHER()] -3 Ime

Link Existing CI | Detach CI

Model No

~

Add New- Allows to create a new CI and link to request.
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Client Name * Requestor Name * Location * Contact No. )
Allied - Jignesh Sodvadiya a~ Mahape - 0802567677
Cl Name * Cl Type * Status *
Choo - OPEN -
Assignment Group * Technician Name Alternate Location Alternate Contact
Choose one - Choose one - Choo Q-

Short Description

Additional Comments

Paragraph v B I @ Z i = = @ & Bv By © o

Link Existing CI- On clicking link existing CI, displays all available CI and agent can select related
CI and link to request.

Link To ®
Cl Type * Search Text
(All) - Search
D Name Type Requestor Name Vendor Name Serial Number Model No. Client Created By
CI-210610-0001 = Desktop CI Desktop SYSTEM.ADMIN Allied ~
Cl-210605-0001 = LAP-090909 Laptop ClI = Jagadeep Vudatha Allied Jagadeep Vudatha
CI-210526-0041 ABCABCINESDFCMDBO  Server SYSTEM.ADMIN Allied
Cl-210526-0040 ABCABCUSESUPWEBD4  Server SYSTEM.ADMIN Allied
CI-210526-0039 = ABCABCINESDFITSMO Server SYSTEM.ADMIN Allied
Cl-210526-0038 = ABCABCUSESUPWEBO3  Server SYSTEM.ADMIN Allied
CI-210526-0037 ABCABCUSESUPWEBOS  Server SYSTEM.ADMIN Allied
Cl-210526-0036 = ABCABCUSESUPWEBOG6  Server SYSTEM.ADMIN Allied
Cl-210526-0035 = ABCABCUSESUPDEVO1  Server SYSTEM.ADMIN Allied
Cl-210526-0034 ABCABCUSESUPWEBO7  Server SYSTEM.ADMIN Allied
Cl-210526-0033 = ABCABCUSESUPWEBO1 = Server SYSTEM.ADMIN Allied v
< >
n 2 3 1-25of 52 items

Detach CI- Linked CI can de detached by clicking on ‘Detach CI’.
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Do you want to delete the selected linked Cl's?

- [

REQUEST FULFILLMENT

The fulfillment tab fields will be enabled once Fulfilled Status has been selected from the status
dropdown.

The agent need to specify Fulfillment Method from the dropdown. If ticket SLA is breached then it is
mandatory to enter reason for SLA breach.

Enter fulfillment comments and click on update.

® Ticket Details | ‘D Activity Log || #= Task(0) || @ Approval (0) | & Links(0) | MSchedules (0) | @ Moreinfo | $¥impactedCI(0) ¢ I

» Fulfillment
Fulfillment Method * Fulfilled By Fulfilled Date & Time
Choose one M Jagadeep Vudatha 06/21/2021 17:03:31 [] Fulfilled First Time (FFT)

Watch List Email Id
Add Email Ids -

Fulfillment Comments *

Paragraph v B I @ Z ;= = = @ & By Bv < &

VIEW SUBMITTED SURVEY

Go to respective request record and click on survey button to view the submitted survey.
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o Links (0)

Location *

Mahape

Survey

Update

Mschedules (0) @ More Info | € Impacted CI (0)

Contact No,

6456546

Search Related Items =

L3l >

VIEW SURVEY REPORTS

3. Go to Report Catalog module from main menu and navigate to Survey Reports widget.
4. Click on Survey Reports to view the survey analysis.

/IDiTaas

CONGUERING CoMP
rﬂ" Jagadeep Vudatha
| Je Practice Manager

Knowledge
& Problem
@D change
7 Release
£ Task

o Interaction

@ cwmos

() chatBot

(3 Live Chat

Q Intergration Hub
B8 Visual Boards

@ Reporting
Repori Catalog

Enter ticket number and search.

2 Requests within SLA vs Violated

Archived Incidents

= Archived Problems

v os
Il Incidents Report_Pink Verify Incident Status By Category
ink Verify Review Report
roblem Incident Trend (Tabular)
122 Problem Incident Trend(Summary)
[ vore- |
| survey Reports L Trending Reports L

€& Incident Category Change Analysis

L Y- )]

€ Incoming Tickets By Month

Incident Raw Data Reports e

ncident Tickets by Status

ncidents by Assignment Group

esolved/Closed Incidents by Category

esolved/Closed/Rejected Incidents

Report Scheduler & Incident Reassignment Analysis
Create New = Monthly Incident Ticket Trend
£33 Administration Monthly Problem Ticket Trend
[
»
Aanaa Survey Report E
foncucaing Cour L1 Ty
id Contact Name Opened On Survey Rating T Category T Sub Category ftem Resolved On Resolved By Submitted On
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 4 SOFTWARE | OUTLOOK UNABLETO SENDMAILS | 06/25/202108:5507 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 = Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE | OUTLOOK UNABLETOSENDMAILS | 06/25/202109:5507 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE | OUTLOOK UNABLETO SENDMAILS | 06/25/202108:5507 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 = Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE | OUTLOOK UNABLETOSENDMAILS | 06/25/202109:5507 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210625-0006 | Jagadeep Vudatha | 06/25/202109:55:23 | 5 SOFTWARE | OUTLOOK UNABLETO SENDMAILS | 06/25/202108:5507 | Jagadeep Vudatha | 06/25/2021 10:0¢
IN-210602-0001 | Priya Lewis 10/12/202016:1217 | 5 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1
IN-210602-0001 | Priya Lewis 10/12/202016:1217 | 2 HARDWARE  LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1
IN-210602-0001 | Priya Lewis 10/12/202016:1217 | 5 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1
IN-210602-0001 | Priya Lewis 10/12/202016:1217 | 5 HARDWARE  LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1
IN-210602-0001 | Priya Lewis 10/12/2020 161217 | 2 HARDWARE = LAPTOP LENOVO- X1 YOGA N/A 10/12/2020 16:1
IN-210609-0013 | Jagadeep Vudatha  06/09/2021 10:23:57 | 4 HARDWARE = PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST  06/09/202110:23:33 | Jagadeep Vudatha | 06/09/202112:0¢
IN-210609-0013 | Jagadeep Vudatha  06/09/2021 10:23:57 | 5 HARDWARE = PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Vudatha | 06/09/202112:0¢
IN-210609-0013 | Jagadeep Vudatha  06/09/2021 10:23:57 | 4 HARDWARE = PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST  06/09/202110:23:33 | Jagadeep Vudatha | 06/09/202112:0¢
IN-210609-0013 | Jagadeep Vudatha  06/09/2021 10:23:57 | 5 HARDWARE = PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST | 06/09/202110:23:33 | Jagadeep Vudatha | 06/09/202112:0¢
IN-210609-0013 | Jagadeep Vudatha  06/09/2021 10:23:57 | 5 HARDWARE = PERIPHERALS AND COMPONENTS | PRIVACY SCREEN REQUEST  06/09/202110:23:33 | Jagadeep Vudatha | 06/09/202112:0¢
Count: 75
2 1-500f 75 items
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CHANGE REQUEST STATUS

To change the status

1. Open the request record in edit mode
2. From the drop down menu of the Status field, select the required status.

Status *

FULFILLED -

PROGRESSING
PEND CLIENT
PEND 3rd PARTY
REJECTED

FULFILLED

3. Upon selecting the status, tool will prompt to enter reason for status change.
4. Click on Submit.

Reason for status change

Watch List Email 1d

Add Email Ids

Paragraph v~ B I @ Z iZ = = @ & @Bv By © &

m g ncEI

Below are the available statuses for request record

‘OPEN’: "This status is the default assignment value for all newly created request, before they are
assigned to a support group or individual for action”.

» ‘PROGRESSING’: "Change to this status, when you begin work on the request”.

‘PEND 3RDPARTY’: "Some type of action or information is required from a third party vendor”.
» ‘PEND CLIENT’: "Some type of action or information is required from the end-client or contact”.

0.0

DS

X3

%

DS
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s ‘REJECTED’: "Change to this status if work on the request is false or duplicate record".

< ‘UNDER OBSERVATION’: "The request is ongoing issue and must be analyzed before further
action can take place”.

‘ASSIGNED’ - “When request record is assigned to a support group or individual for action”.
‘APPROVED’ - “When approver has approved the approval record”.

‘FULFILLED: "Change to this status when you have to fulfill the Request”.

‘CLOSED’- Change to this status when you have to close the request

o3
o3
o3
o3

Request record can also auto close after defined period mentioned in notification rule engine

VIEW CI DETAILS FROM REQUEST PAGE

Displays CI details, related tickets, CI history and graphical view of CI relationship. If any specific Cl is
linked to other CI then relationship will be displayed in next level.

Create Request Common Requests - m
Client Name * Requestor Name * Location Contact No.
Allied - Priya Lewis 200~ Mahape - 0802545432
Category/Sub Category/Item * Status * Impact *
Y OPEN - LOW -
Urgency * Priority * Channel * Assignment Group *
Low - P4 o~ PHONE v Choose one [ B
Technician Name Configuration Iltem Alternate Contact Alternate Location
Choose one - C1210526-0011 09[s] [ X-3
Vendor Ticket Number QOpened By Opened Date
Jagadeep Vudatha L] 06/30/2021 14:35:28
ADCP-CHFD2_D (CI-210526-0011) Details b4
ClI's Details ClI's Related Tickets (3) ClI's History Relationship Graph
Client Name * Reguestor Name * Location * Contact No. ~
Allied - SYSTEM.ADMIN 2 Mahape [ I
Cl Name * Cl Type * Status *
ADCP-CHFD2_D Desktop - OPEN A
Assignment Group * Technician Name Alternate Contact Alternate Location
Service Desk [ I Choose one - Choose one -
Created By Created On

05/26/2021 17:07:43
Short Description
ADCP-CHFD2
Additional Comments

Paragraph v B I @ @Z Z|= = W @& By By ©
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ADCP-CHFD2_D (CI-210526-0011) Details x
CI's Details CI's Related Tickets (3) CI's History Relationship Graph
D Status Requestor Name Assignment Group Technician Name Category Sub Category Item Priority
IN-210625-0001 | OPEN Priya Lewis Network Support L2 HARDWARE | LAPTOP LENOVO-X1 YOGA P4 ~
PR-210603-0001 | OPEN Jagadeep Vudatha  Service Desk SYSTEM MONITORING ALERT P4
PR-210525-0001 | CLOSED Deepak Shukla Service Desk SYSTEM MONITORING ALERT P1
v
< >

n 1-3of 3items

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName :- ABCABGUSESUPWERD4 (G1-210526-0040) 5 attached with this GI

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName ;- ABCABCINESDFCMDBO (CH210526-0041) is attached with this CI

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name - Canon Pixma G2000 (CF210606-0001) ia attached with this C|

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName :- Dasktop CI {CI-210610-0001) is attached with this CI

o Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName :- DDCP-CHFD4 (C1:210610-0002) is attached with this CI

ADCP-CHFD2_D (C1-210526-0011) Details X

Cl's Details Cl's Related Tickets (3) Cl's History Relationship Graph
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ADCP-CHFD2_D (CI-210526-0011) Details X

CI's Details Cl's Related Tickets (3) Cl's History Relationship Graph

-210528-0011
Type : D 3

Gl Name

Gl Name : ABGABGUSESUPVY Gl Name : ABGABGINESDFGM

ADCP-CHFD2_D (CI-210526-0011) Details x

(WEDEEIEN  Cl's Related Tickets (3) | CI's History Relationship Graph

Cl Name : ABCABCINESDFCM

VIEW SLA INFORMATION

('®) icon beside the priority displays information regarding assigned Priority.

Priority *

P4 o -
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Priority Details

Response Time
63

Resolution Time
650

Priority Definition

Scheduled: Work that has been scheduled in
advance with the customer. Low: A minor service
issue or general inguiry.

There are two graphical bar provided in tool to get a graphical view of SLA. Response Target and
Resolution Target bar.

('9) icon placed next Resolution Target bar displays SLA criteria details.

Response Target Resolution Target El

Bl 1A criteria Details

Urgt » Shift Hours

M Shift Hours
Tec! 24 %7
Ch

» SLA Conditions

Alte » HDlIdE]F List

On mouse over SLA bar, SLA information displays with elapsed time and SLA status.
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Response Target Resolution Target o
SLA for Resolution
Urgency * F
| SLA Target (min)
LOW v | 650
Technician Name ! SLA Actual Elapsed Time (min)
Choose one Q- ‘ 126 |
Alternate Location ( SLA Status
N IN-PROGRESS
0q
) SLA Start Time
Vendor Ticket Number { 06/21/2021 15:05:21
| SLA Target Time

06/22/2027 01:55:21

SCHEDULED REQUEST

Create Scheduled Request - Scheduled ticket functionality benefits when there are some activities need to
be executed at regular intervals. Once a ticket is scheduled, new ticket will be created and assigned to the
specified support group automatically at the scheduled interval.

1. Navigate to Request Module and click on ‘Create New’
2. Fill all * marked mandatory fields and click on ‘Schedule’ instead of clicking on submit.

3. Displays scheduled dialog box, Select Scheduler Type, Schedule from Date & Time
4. Click on Submit
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Schedule

©once | ©Daily WONELIOM & Monthly

Schedule On Days *
[ ] Sunday

[] Thursday

|| Monday

[ Friday

[ ] Tuesday || Wednesday

[] saturday

Schedule from Date & Time *

06/21/2021 06:52:39

Deactivate Scheduled Request - Scheduled ticket can be mark as inactive by unchecking the Is Active
checkbox.

1. Navigate to Request Module and click on ‘Scheduled Requests’

2. Click on respective scheduled ticket and uncheck Is Active checkbox
3. Click on Update

Scheduled Request Column Visibility = 25~
heduled Id heduled Type Status Scheduled Date & Time Scheduled Details Title
SCH-201119-0010 = Monthly Active 11/19/2020 12:06:01 November,December CONFERENCE PHONE
SCH-201179-0007 | Once

Active 11/19/2020 12:00:00 PRIVACY SCREEN 14" | HARDWAR
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Problem Management

Problem Management supports to find and fix the root cause of issues that result in incidents. You can
record problems, associate incidents, and assign them to appropriate groups. You can create knowledge
from problems, request changes, escalate, and manage problems to its resolution and reporting.

LOGGING PROBLEM
Problems can be created via a web application. Tool facilitate the opening of a Problem Record with open
as well as Known Error status.

To create a new problem using the web application,

1.

2.

3.

From Main Menu, go to Problem Module = Click on ‘Create New’

Displays a new Problem creation page

Enter all * marked mandatory fields.

a.

Client Name- This is a mandatory field and data is auto populated with client information.

b. Requestor Name- Mandatory field. Select contact details of user who has reported problem. If

contact is not present in the application, then new contact can be created by using add contact
feature. You can use search button to find the existing contact.

Location- Mandatory field. Auto populates user’s location from the system.
Contact No- Optional Field. Auto populates user’s contact number from the system.

Preferred Contact- Provides an option to select whether to send notification on primary or
secondary contact.
Notification Mode- Tool provides an option to get notify by Email, SMS or Call.

Status- Mandatory field. There are different status available throughout the life cycle of
Problem.

Category/ Sub Category/ Item- Mandatory fields. These fields helps to classify the type of
Problem to be logged. Select the relevant category, subcategory and item to which Problem can
be grouped.

Priority- Mandatory field .By default Problem priority is set to ‘P4’. Depend on impact and
urgency of the Problem agent can change the priority.

Impact- Mandatory field .Ticket impact can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend on
the effect.

Urgency - Mandatory field .Ticket Urgency can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend
on the urgency.

Channel- Mandatory field .Channel indicates source through which Problem is logged. For e.g.
Incident, Change, Request and Monitoring Tool.

m. Assigned Group- Mandatory field. Select appropriate support group to work on Problem.
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ad.

Technician Name- Agent can select the Technician from the list of agents from the selected
Assigned Group which are displayed.

Configuration Item- Optional field. Related CI can be added to the ticket.

Alternate Location: Optional field. This field will be used to select any alternate location of the
requestor of the ticket.

Alternate Contact: Optional field. This field will be used to enter any alternate contact number
of the requestor of the ticket.

Vendor Ticket Number- Optional field. This field will be used to enter third party ticket id
number if exists.

Opened Date: System auto captures date and time when Problem is created.
Opened By: System auto captures name of the agent/ end user who has created the Problem.
RCA Date Identified: Optional field. Agent can capture root cause is identified date.

Problem Description: Provide a relevant title to the Problem that will exactly summarize the
Problem.

Symptoms: Provide a detailed description with any other associated details relevant to the
Problem.

Root Cause Analysis: Enter Root cause analysis details.
Root Cause Results- Enter Root cause results.
Is Major-Indicates if problem is problem is a major Problem.

Problem Manager - Displays list of problem manager. If problem is major problem, then
Problem manager field gets mandatory.

bb. No of users impacted- Specify the number of users impacted.

CcC.

Frequency of occurrence- Mention number of times issue has occurred.

dd.Business Impact- Enter the business impact caused due to this issue.

Once all the required mandatory are filled, then click on Submit button.

Click on Add attachment button to add attachment during the ticket creation

New Problem ticket will be created with unique Problem ID and an email notification is sent to
requestor to confirm that the ticket has been logged and an email notification will be sent to
assignment group members as well.
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CONDUERING COMPLE

& Problem

Create Mew

My Work (1)

Known Errars (9)
Closed (27)
Rejected (1)

All Problems (66)

Incident Trending
Calendar View
Archived Problems

All Problems

/DiTaas

‘r.' Jagadeep Vudatha
{ ctice Manager

My Group Work (37)

Maler Problems (4)

scheduled Problems (3)

= Enter ticket number and search

= L WK

Create Problem Commeon Problems -
Client Name * Requestor Name * Location Contact No.

Allied v hoose ane [=T+ R Choose one -
Preferred Contact Status * Category/Sub Category/Item *

Primary - OPEN - ]
Impact * Urgency * Priority * Assignment Group *

Low - LOwW - Choose one [ Choose one 0-
Technician Name Configuration Item Channel * Opened By

“hoose one - hoose ane - Choose one - Jagadeep Vudatha o

Opened Date Alternate Contact Alternate Location Vendor Ticket Number
06/18/2021 15:29:21 eq
RCA Date |dentified Maotification Mode Is Major * Problem Manager
maonth/day/year hours: . - No Choose one -

Problem Description *

Symptoms
Paragraph v B I i = =|@ & B~ &

Root Cause Analysis

Paragraph v B I = == |@ e @By &

Additional Information

Root Cause Results

No. of users impacted Frequency of occurrences Business Impact

-
[~]
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= Enter ticket number and seanch

Edit Problem - PR-210621-0001 [ upaate | action~ | searcn metated nems

"D Activity Log | 7= Task (0) @ Approval (0) & Links (0) #% Known Error  £% Impacted CI (0) ¥+ Problem Closure

Client Name * Requestor Name * Location Contact No.
Allied - Priya Lewis 200~ Mahape 0~ 0802545432
Preferred Contact Status * Response Target Resolutlon Target o
Primary - OPEN -
Category/Sub Category/item * Impact * Urgency *
SYSTEM/MONITORING/ALERT & Low - LOW -
Priority * Assignment Group * Technician Name Configuration Item
P4 [ 38 Service Desk e- Choose one Q- Choase one Q-
Channel * Opened By Opened Date Alternate Contact
INCIDENT - Jagadeep Vudatha L] 06/21/2021 17:36:10
Ahernate Location Vendor Ticket Number RCA Date |dentified Notification Mode
[ 1=§ month/day/year hours:minutes:sec. -
Is Major * Problem Manager
No Choose one -

Problem Description *

Exchange Server Down
oAl
Symploms
Paragrap vIB I @ i i =« W@ w BB s
Exchange Server Down
Root Cause Analysis
Paragraph «~ B I @ i = = & « BB«
(]
Root Cause Results
M
No. of users impacted Frequency of occurrences Business Impact
= = Choose one -
Update Cancel
el

COMMON PROBLEMS

Creating individual form for each problem template for the most frequently raised problem such as, server
down, Unable to send mails. The fields can be pre filled with values so that a problem can be created
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instantly. Under Administration module all templates can be configured and during the problem creation
all configured templates will be displayed under common problems drop down.

1. Navigate to Problem Module from left menu bar
2. Click on Create New, displays new Problem creation page
3. Select the required Create New template from Common Problems drop down
4. The fields will be pre filled with values
5. Enter the Requestor name and any additional information if any
6. Click on Submit
S———
Client Name * Rg Contact No.
Intermittent Network Issue
Allled - - == N
PROBLEM DATA GRIDS
My work/My Group Work

Agent can view open Problems which are assigned to him under ‘My Work’ and all the open Problems
which are assigned to his groups are visible under ‘Group Work’ tab. Action in tab in data grids provides a

feature to update multiple tickets at a time.

Go to Problem module - Click on ‘My Work’ or ‘My Group Work’

Enter ticket number and search...

/biTaa$s

All Problems (75) PR-210605-0001 Printer not working

My Broup Work (36) © IR /o account locked
Knawn Erors (7) © |[EREEGGE orovser Compatiiity Is.
closed (37) @ | PR-210606-0004 QA Server Is down
Rejected (1) © [ ermel oulage

[}

@

Major Problems (1) PR-210603-0001 Intermittent Network Iss.

., Jagadeep Vudatha
iy o My Group Work
~ o Title
£ Incident
=  PPrR210821-0001  Exchange Server Down
H request @ PA2106180002  Infermitient Network Iss...
EM Knowledge © |EEENEIEE0EE <novm Eror Froblem
IEEENNENGG00A rroblem Ticket
@ Problem b
@ [PR210610-0006  Intermitient Network Iss...
Create New
- PR-210610-0003 Exchange Server Down
My Work (0) -

*adeS
Description Requestor Name Status Assignment Group
Exchange Server Down Priya Lewis OPEN Service Desk ~
Intermittent Network Issue Priya Lewis OPEN Server Support L2
Knawn Error Froblem Jagadeep Vudatha . | KNOWN ERROR ~ Server Support L2
Problem Ticket Jagadeep vudatha.. | OPEN Service Desk
Intermittent Network Issue Priya Lewis PROGRESSING  Service Desk
Exchange Server Down Priya Lewis OPEN Service Desk
Ad account lacked Priya Lewis OPEN Server Suppart L2
Description*Browser Name Jagadeep Vudatha.. | OPEN Server Support L2
QA Server |s down Priya Lewis OPEN Service Desk
Internet cutage Priya Lewis OPEN Service Desk
Laptop not working Jagadeep Vudatha.. | OPEN Server Support L2
Intermittent Network Issue Jagadeep Vudatha . | OFPEN Service Desk

Known Errors- Displays list of all problem tickets marked as Known errors.

Closed- Displays list of all closed problems
Rejected- Displays list of rejected problems
All Problems- Displays list of all closed problems
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Major Problems- Displays list of all problem marked as Major problems.
Scheduled Problems- Displays list of all scheduled problems
Incident Trending

Incident Trending allow sorting by certain incident characteristics which demonstrate relatedness (such as
related CI, assignment group, configuration item or configuration type).

By default incidents are group by category, sub category ad item. Problem Manager can view all related
tickets and click on Create Problem to pro-actively create a problem. Click on Discard to remove respective
combination from the grid.

o .
DITaas = Enter ticket number and search ft 4 2 tt‘l’ @
3
CoNQUERING CoMPLERITY
I, Jagadeep Vudatha q 3
ﬁ:’ Practios Manager Incident Trending column Visibility - [ECIRES
B3 My Maibox Category Sub Category Item Ticket Count e o
¥ My Favorites »  SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP 52 - -
£ ncident »  SOFTWARE SOFTWARE INSTALLATION Vs 2018 3N Create Problem BT
) Request » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK 12 Create Problem JR* L ]
» SOFTWARE ACTIVE DIRECTORY PASSWORD RESET 2 Create Problem JEVEST]
Knowledge
»  SOFTWARE APPLICATION SLOWNESS ISSUE 10 ) iscard
€ Problem
» SOFTWARE WEBAPP COMPATIBILITY 5 Create Problem JRr ot ]
Create New »  HARDWARE REPLACMENT MACHINE SHIFT 453 ) (biscara
My Work (11)
»  HARDWARE LAPTOP LENOVO- TS70 71 [ | Discard
My Group Work (150)
»  HARDWARE LAPTOP LENOVO- X1 YOGA 1 Create Prodlem JRS ]
Known Errors (9)
Closed (22) »  HARDWARE PRINTER NOT WORKING 221 Create Problem JREC ]
Rejected (4) » HARDWARE RELOCATION SUPPORT 1 Create Problem JEVESTE]
All Problems (176) »  HARDWARE PERIPHERALS AND COMPONENTS PRIVACY SCREEN REQUEST 1 Create Problem QRN ¢]
Major Problems (3]
o @ » IT SERVICES AUDIO/VIDEO SETUP VIDEO CONFERENCE 23 Create Problem JEr =t ]
Scheduled Problems (7)
»  PHONE MOBILE PHONE IPHONE 7 Create Problem JUt L] »
| | | | .
Calendar View . 1-160f 16items Q

Create Problem

Add Attachment x

Client Name * Requestor Name * Location Contact No. A

Allied Choose one Choose one

Status * Category/Sub Category/item *

OPEN SOFTWARE/SOFTWARE INSTALLATION/ADOBE PHOTOSHOP Low

Severity * Priority * Assignment Group * Technician Name

Low P4 Choose one Choose one

Configuration Item Channel Opened By Opened Date

Choose one Choose one

Jagadeep Vudatha

05/25/2021 13:32:46

Alternate Contact Alternate Location Vendor Ticket Number RCA Date Identified

month/day/year hours:minu...
Notification Mode Is Major *

No
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1. To configure dynamic trending list, click on Action = Configure Trending
2. Select require column names
3. Click on Ok
- _ .
I aa = Enter ticket number and search. Qv ft 4 2 @3 {é}
douanunine courlexTrY
Jagadeep Vudatha . . M
ﬁ? Practice Manager Incident Trendlng 25 v‘
- — T e e
§ & Refresh
¥y My Favorites +  SOFTWARE SOFTWARE INSTALLATION ADOBE PHC = o H Discrs "
Export To Excel
A incident > SOFTWARE SOFTWARE INSTALLATION vsE iscard
% Request »  SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK T2 Create Problem -
- »  SOFTWARE ACTIVE DIRECTORY PASSWORD RESET 2 Discard
EE] Knowledge
+  SOFTWARE APPLICATION SLOWNESS ISSUE 10 Discard
Problem
& »  SOFTWARE WEBAPP COMPATIBILITY 5 Discard
Create New +  HARDWARE REPLACMENT MACHINE SHIFT 453 ! Discard
My Work (11)
+  HARDWARE LAPTOP LENOVO- T570 7 Discard
My Group Work (150)
Knowm o () »  HARDWARE LAPTOP LENOVO- X1 YOGA 1 Discard
Closed (22) +  HARDWARE PRINTER NOT WORKING 221 Discard
Refected (4) »  HARDWARE RELOCATION SUPPORT 1 Discand
All Problems (176) » HARDWARE PERIPHERALS AND COMPONENTS PRIVACY SCREEN REQUEST 1 -
Major Problems (3) +  IT SERVICES AUDIO/VIDEQ SETUP VIDEO CONFERENCE | 23 Discara
Scheduled Problems (7)
+ PHONE MOBILE PHONE IPHONE 7 (Discad
incident Trending
Calendar View 1-160f 16items (~]

I Configure Trending

Select Trending Colu

mns *

Category/Sub-Category/item

Assignment Group

Requestor
ClI Name
Cl Type
Channel
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Configure Trending

Select Trending Columns *

x | Assignment Group

KN -

New trending list will be generated dynamically.

e, L
ADITaas = Enter ticket number and search.. Q- A o 9 m‘ @
CONQUERING COMPLEXITY

Jagadeep Vudatha . o
G. Practice Manager Incident Tl'endll'lg - Column Visibility ~ 25 El
~ | Category Sub Category Item Assignment Gro... | Ticket Count
Knowledge
» SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Service Desk 2 ato Probiens JETE N
@ eroblem » SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Accounting Support 4 Greate Probiem QLTSS
Groate New » SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Audio / Video Supp... 3 Create Problem -
Work (11
My Werk (1) » SOFTWARE SOFTWARE INSTALLATION V52018 Service Desk 25 Discard.
My Group Work (150)
SOFTWARE SOFTWARE INSTALLATION V52018 Audio / Video Supp... 1 roblen
Known Ermors (3) » udio / Video Supp. Problem -
Closed (22) » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK Service Desk m ) (Discard)
Rejected (4) » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK 0S Support 1 ) (iscard)
All Problems (176) » SOFTWARE ACTIVE DIRECTORY PASSWORD RESET Service Desk 2 Discard
Major Problems (3) » SOFTWARE APPLICATION SLOWNESS ISSUE Service Desk 8 Discard
Scheduled Problems (7)
» SOFTWARE APPLICATION SLOWNESS ISSUE 0 Support 1 Discard
Incident Trending
Calendar View » SOFTWARE APPLICATION SLOWNESS ISSUE Accounting Support | 1 -
» SOFTWARE WEBAPP COMPATIBILITY Service Desk a ) (biscard)
@ Change
»  SOFTWARE WEBAPP COMPATIBILITY Audio / Video Supp... 1 (Discard.

On clicking on Discard button, tool will throw a confirmation message. On clicking yes, respective
combination of records will be removed from the trending list.

Jagadeep Vudatha q " M
ﬁ. Practice Manager Incident Trending Column Visibility ~ 2 :| o
” Category sub Category Item Assignment Gro... Ticket Count
[EF Knowledge
» SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Service Desk 26 m
@ Problem » SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Accounting Support 4 -
Create New » SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Audio / Video Supp.. 3 ) (Discard)
Work (11
My an » SOFTWARE SOFTWARE INSTALLATION vsS2018 Service Desk 25 Create Problem
My Group Work (150)
foown Erors () » SOFTWARE SOFTWARE INSTALLATION Vs 2018 Audio / Video Supp... 1 Discard |
Closed (22} » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK Service Desk m  Discard
Rejected (4) » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK 08 Support 1 -
All Problems (176) » SOFTWARE ACTIVE DIRECTORY PASSWORD RESET Service Desk 2 Discard |
Major Problems (3) » SOFTWARE APPLICATION SLOWNESS ISSUE Service Desk 8 Discarg.
Scheduled Problems (7)
» SOFTWARE APPLICATION SLOWNESS ISSUE 0S Support 1 ate Problem -
Incident Trending
. » SOFTWARE APPLICATION SLOWNESS ISSUE Accounting Support 1 Create Problem
Calendar View
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Do you want to Discard this Incident Trending?

Jagadeep Vudatha . i
m‘i] Practice Manager Incident Trending Column Visibility 25 E
- Category sub Category Item Assignment Gro... Ticket Count
Knowledge
+  SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Accounting Support | 4 Discard
@ Problem » SOFTWARE SOFTWARE INSTALLATION ADOBE PHOTOSHOP Audio / Video Supp.. | 3 Discard
Croste New »  SOFTWARE SOFTWARE INSTALLATION vs 2018 Service Desk 25 Discard
My Work (11
y Work (11) » SOFTWARE SOFTWARE INSTALLATION VS 2018 Audio / Video Supp... | 1 Discard
My Group Work (150)
» SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK Service Desk m Discard
Known Errors (9)
Closed (22) » SOFTWARE ACTIVE DIRECTORY ACCOUNT UNLOCK 0S Support 1 Discard

Calendar View- Displays scheduled problems, set reminders on calendar view.
Archived Problems- Displays all archived Problems
View Archived Problems

1. Navigate to Problem module from left menu bar
2. Click on Archived Problems

L -
Aanaas = Enter ticket number and search... « A A ¢l', @
Comautming CompiREiTY

f- . Jagadeep Vudatha -
s } .
4’ Practice Manager Aana as Archived Problems m 0 v
-- = CoNQUERING SOMPLERITY
ER Knowledge
1] Assignment Group Created By Opened On Contact Name Location Category Sub-Category
Problem
@ PR-200402-0014  Serviee Desk Jagadeep Vudatha | 04/02/2020 1214:00 | Jagadeep Vudatha | N/A HARDWARE | REPLACMENT ™
Create New
® PR-200401-0001  Service Desk Jagadeep Vudatha | 04/01/2020 10:31:00 | Jagadeep Vudatha | N/A HARDWARE | REPLACMENT
work (1
W ) PR-200409-0001 ~ Service Desk Jagadeep Vudatha | 04/00/2020 10:54:42 | Priya Lewis N/A SOFTWARE | SOFTWARE IN
My Group Wark (38)
« . @ PR-200401-0003  Service Desk Jagadeep Vudatha | 04/01/202011:11:59  James Baker N/A HARDWARE = REPLACMENT
newn Errars
Closed (41) PR-200519-0003  Service Desk Jagadeep Vudatha | 05/19/2020 11:38:10 = Vedantha Shukla TN HARDWARE | REPLACMENT
Rejected (1) PR-200401-0002 Service Desk Jagadeep Vudatha | 04/01/2020 10:36:52 Jagadeep Vudatha = MN/A HARDWARE | REPLACMENT
Al Probloms (82) PR-200618-0001  Server Support L2 Priya Lewis 06/18/202017:24:14 | Priya Lewis Mahape T SERVICES | AUDIO/VIDED
Msjor Problems (0) PR-200302-0001  Service Desk Priya Lewis 03/02/2020 17.39:56  Priya Lewis N/A SOFTWARE SOFTWARE IN-
Scheduled Problems (3) < »
Incident Trending s
Calandar View - 1-8ofB ftems
All Froblems

View Archived Problems Report

Navigate to Reporting module from left menu bar

Click on Report Catalog

Move to Archived Reports Widgets

Select Archived Problem Report to view all archived Problem records

AW N o=
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ADiTaas = Enter ticket number and search ® A e‘ ﬂ..‘y {’é}

CONQUERING COMPLEXITY

[Pap—
e

Practice Manager

A

= All Tasks = All Problems 2 Approvals By Approval Group
-
@ Change = Completed Tasks £= All Problems k=2 Approvals By Approver
@ Relesss = Open Tasks = Completed Problems k2 Approvals By Modules
0 2 Open Tasks By Assignee 22 Completed Problems By Priority 2 Approvals By Status
Task
) merscton D
CMDB
° TS
() chatBot &= All Changes = All CI Report = All Articles
3 Live Chat = All Changes (My) 22 CI By Status EtIncident Status By Category
2 intergration Hub = Change Report 122 CI By Type 182 Tickets Created Today
k2 Changes By Assignee 122 C1 By User {=Time Spent By Assignee (Current Month)

EE Visual Boards

@ reportng v
.
SLA Archive Reports Master Data
p—— E SN

Create New k2 Requests within SLA vs Violated = Archived Incidents €& Incoming Tickets By Month
= Archived Problems
€83 Administration )
hd v

LN W]

L1
DITaas = Enter ticket number and se
fon .

QUERING COMPLEXITY

.fv“i Jagadeep Vudatha °
i Je Practice Manager ADITaas Archived Problems 50 |~

Change
z Release ] Assignment Group Created By Opened On Contact Name Location Category ‘Sub-Category
PR-200519-0002 ~ Service Desk jvudatha 05/19/2020 11:34:39 | Deepak_2 Shukla  N/A SOFTWARE ~ SOFTWARE INSTALI
& Task PR-200401-0003 = Service Desk jvudatha 04/01/2020 11:11:59 | James Baker N/A HARDWARE = REPLACMENT
o/ Interaction PR-200519-0003  Service Desk jvudatha 05/19/202011:39:10 | Deepak_2 Shukla N/A HARDWARE ~ REPLACMENT
Q CMDB PR-200401-0001 = Service Desk jvudatha 04/01/202010:31:00 | Jagadeep Vudatha N/A HARDWARE =~ REPLACMENT
) chatsor PR-200401-0002 = Service Desk jvudatha 04/01/2020 10:36:52 | Jagadeep Vudatha = N/A HARDWARE = REPLACMENT
PR-200409-0001  Service Desk jvudatha 04/09/2020 10:54:42 | Priya Lewis N/A SOFTWARE = SOFTWARE INSTALI
(3 Live chat PR-200302-0001  Service Desk priyalewis 03/02/2020 17:39:56 | Priya Lewis N/A SOFTWARE ~ SOFTWARE INSTALI
E Intergration Hub PR-200402-0014  Service Desk jvudatha 04/02/202012:14:00 | Jagadeep Vudatha N/A HARDWARE =~ REPLACMENT
B8 visual Boards ‘Gw . =
@ Reporting n 1-BofBitems
Report Catalog
Report Schedular
Create New

Restore Archived Records-

=

Navigate to Reporting module from left menu bar
. Click on Report Catalog
. Move to Archived Reports Widgets
. Select Archived Problem Report to view all archived problem record
. Select required tickets to be restore by clicking on checkbox and click on Action menu
. Click on Restore Archive Data to restore the records

AV AN W N
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/DiTaas

CONQUERING COMPLEXITY

r.\ii Jagadeep Vudatha
i'Js Practice Manager

@ change
A Release
£ Task

.7 Interaction
© cwmos

(CJ chatBot

(3 Live Chat

Intergration Hub
EE Visual Boards

@ Reporting

Report Scheduler

Create New

€53 Administration

Enter ticket number and search

= All Tasks
= Completed Tasks
= Open Tasks

k2 Open Tasks By Assignee

£= All Changes
= All Changes (My)
= Change Report

I Changes By Assignee

SLA =

2 Requests within SLA vs Violated

Problem it |

= All Problems
= All Problems
= Completed Problems

22 Completed Problems By Priority

CMDB A |

= All CI Report
12 CI By Status

12 CI By Type

2 CI By User

Archive Reports Ca |

= Archived Incidents

Archived Problems

nadeo

2 Approvals By Approval Group

22 Approvals By Approver
2 Approvals By Modules

22 Approvals By Status

Raw Data Report [Ca |

S All Articles
B Incident Status By Category
& Tickets Created Today

=Time Spent By Assignee (Current Month)

Master Data [C |

& Incoming Tickets By Month

a

/DiTaas

ComMauERING CoMPLEX!

ﬂm‘i Jagadeep Vudatha
i )% Practice Manager

@ Change
[ Release
£ Task

o Interaction
B cwmos

() chatBot

(3 Live Chat

Intergration Hub
EE Visual Boards
@ Rreporting
Report Catalog

Report Scheduler

Create New

£33 Administration

= Enter ticket number and search

/ADiTaa$

comaurRing

D Assignment Group

+/ | PR-200519-0002  Service Desk
PR-200401-0003  Service Desk
PR-200519-0003  Service Desk
PR-200401-0001  Service Desk
PR-200401-0002  Service Desk
PR-200409-0001  Service Desk
PR-200302-0001  Service Desk

PR-200402-0014  Service Desk
<
Count: 8

Archived Problems 50 v
& Refresh Report
Created By Opened On Contact Name [Bi save as Excel y Sub-Category
jvudatha 05/19/202011:3439  Deepak 2 Shukla B5%%35 PDF A\RE  SOFTWARE INSTALL
 Send as Email
jvudatha 04/01/202011:11:59  James Baker = ARE  REPLACMENT
= W Delete Report
jvudatha 05/19/202011:39:10  Deepak_2 Shukla ARE ~ REPLACMENT
| Schedule Report
jvudatha 04/01/202010:31:00  Jagadeep Vudatha ARE ~REPLACMENT
jvudatha 04/01/202010:36:52  Jagadeep Vudatha ARE = REPLACMENT
[ Edit Report
jvudatha 04/09/2020 10:54:42 | Priya Lewis N/A SOFTWARE =~ SOFTWARE INSTALI
priyalewis 03/02/2020 17:39:56 | Priya Lewis N/A SOFTWARE = SOFTWARE INSTALI
jvudatha 04/02/202012:14:00 Jagadeep Vudatha N/A HARDWARE ~ REPLACMENT

n 1-80f8items
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Do you want to Restore Archive data?

S .
ADITaas = Enter ticket number and search. Q- A & 2 E‘ {é}
Cowaueming compLERITY

f Jagadeep Vudatha .
[ i ° |
Y s ADiTaa$ Atchived Problems o
. CONGUERING COMPLERITY
@ Change
@ nel 1] Assignment Group Created By Opened On Contact Name Location Category Sub-Category
elease
0 PR-200401-0003  Service Desk jvudatha 04/01/202011:11:59 | James Baker N/A HARDWARE =~ REPLACMENT -
Task
PR-200519-0003  Service Desk Jvudatha 05/19/202011:39:10 | Deepak_2 Shukla NFA HARDWARE = REPLACMENT
J Interaction PR-200401-0001  Service Desk jvudatha 04/01/2020 10:31:00 | Jagadeep Vudatha = N/A HARDWARE =~ REPLACMENT
Q cmos PR200401-0002 Service Desk jvudatha 04/01/2020 10:36:52 | Jagadeep Vudatha =~ N/A HARDWARE = REPLACMENT
E’ ChatBot PR-200409-0001  Service Desk jvudatha 04/00/2020 10:54:42 | Priya Lewis N/A SOFTWARE =~ SOFTWARE INSTALL
PR-200302-0001 Service Desk priya.lewis 03/02/2020 17:39:56 = Priya Lewis N/A SOFTWARE = SOFTWARE INSTALL
03 ive chat PR-200402-0014  Service Desk udatha 04/02/2020 121400 | Jagadeep Vudatha N/A HARDWARE ~ REPLACMENT
I gadeep v
2 intergration Hub LS 2
ao Count: 7
Visual Boards
oo 1-70f7 ftems
@ reporting
Report Catalog
Report Scheduler
Create New
" Archive data restored successfully..
€53 Administration —
v

Problems can also restore from Problem Module >Archived Problems data grid using Restore Archive
Data action.

Restored records will be removed from Archived report and available on Active list.

All Problems- Displays all list of Problems records.

EDIT/ UPDATE PROBLEM

On successful creation of ticket, system will generate unique ticket id. Ticket id starts with date and
number. PR indicates Problem ticket.

Agent can perform more actions on edit Problem screen, where agent can modify the information in the
screen and click on Update button to save the changes.
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ter ticket number and search.. ® A Q‘ ([’v {;.}

/IDiTaa$ _

JERING ©

~

3 = Add Note:
A LRI DGE "D Activity Log 3= Task(0) | @ Approval (0) & Links(0)  #KnownEmor  £in L ¢ slem Closure n
£ Incident & Add Attachment
i * . i & send Email
X Request Client Name Requestor Name Location
Allied v Priya Lewis 200~ Mahape o - 8 SetReminder
[EE] knowledge 8 Frint
Preferred Contact Status * Response Target
&b Problem P s B copyas New o
Primary - OPEN - EX i
Create New @ New Article
My Work (0) Category/Sub Category/ltem * Impact * & New Task
My Group Wark (36) SYSTEM/MONITORING/ALERT % LOW ~ & New Incident =
Known Errors (7) £ New Request
Priority * Assignment Group * Technician Name
Closed (37) ' New Approval
i P4 o - Service Desk 0~ 5 Q- Q-
Rejectad (1) @ MNew Change
Al Probloma (75) Channel * Opened By Opened Date 3 Venk
Majer Probl
3OnRICHGMEI(Y) INCIDENT - Jagadeep Vudatha 0 06/21/2021 17:36:10 & Download RCA Doc
Scheduled Prablems (3)
Incident Trending Alternate Location Wendor Ticket Number RCA Date |dentified Notification Mode
Calendar View 09 month/day/year hours: ... -
Archived Problems.
v Is Major * Problem Manager o v

Al Reobiaze

ADD NOTES

1. To add any additional information or work logs to ticket, click on Action = Add Notes.
2. Add Notes dialog box will open,

* . "
Aanaas = Enter ticket number and search... ® O 3 ﬂ’v {é)}
CououERING SOUBLET TY

Jagadeep Vudatha 0
{7y Jooadect vusat Edit Problem - PR210621-0001 acton~ | search Related tems ~
% Praclice Manage
N " Add Notes
- B Ticket Details O EATUHE ] = Task (0} @ Approval (D) o Links (0} ¥k Known Error || € Ir| lem Closure n
£ Incident & Add attachment
ient Name * . cati & send Email
H Request Client Name Requestor Name Location
Allied v oriya Lewis 200~ Mahape o - (B setReminder
[EE) Knowledge 8 Print
Preferred Contact Status * Response Target
&b Problem PO i B copy as New o
Primary . OPEN - e B Hew aricle
Create New
My Work (0} Category/Sub Category/tem * Impact * & MNew Task
My Group Work (36) SYSTEM/MONITORING/ALERT s Low ~ £ Newinciden -
Known Errors (7) ) . . & New Request
Priority * Assignment Group * Technician Name
Closed (37) + New Approval
P4 o~ Service Desk o~ 0! a- Q-
Rejected (1) @ New Change
All Prablems (75) channel * opened By Opened Date % Verk
Major Prabl 1
=jor Prablems (1) INCIDENT - Jagadeep Vudatha 0 06/21/2021 17:36:10 &, Download RCA Doc

3. Click on checkbox to select required action items available on notes window
i.  Internal Notes: Notes will be visible only agents. By default added notes will be visible for
both agents and end users.
ii. Email this note to technician: Email notification will be sent to assigned technician with
added notes.
iii.  Email this note to support group: Email notification will be sent to all members of ticket
assigned group with notes.
iv.  Email this note to requestor: Email notification will be sent to requestor with added notes.
v.  Watch list: This functionality enables technician to add any email id (internal/external) to
keep posted with ticket updates. Once email id is added to watch list, all noticeable members
will receive notification on any status change, on notes added and on resolution of the ticket.
4. Enter the required comments/images/screenshots in the Notes section and click on Add Notes.
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Add Notes

[ ] Internal Notes
[ ] Email this note to Support Group

Watch List Email Id

Add Email Ids

Notes *

-—

Paragraph « B I

-—

20—

[ ] Email this note to Requestor

[ ] Email this note to Technician

& e Av BEvy <

Add Notes Cancel

ADD ATTACHMENT:

1. To add an attachment to a ticket, click on Action = Add Attachment.
2. On clicking will open up a new window.
3. From the file chooser window, choose the file to be attached or directly drag and drop the

attachment to add.
4. Click open to upload the attachment.

* 3 "
ADlTaas = Enter ticket number and search... ﬂ “ Q ﬂ,y {1:3}
COMOUERING COMPLERITY -

-, Jagad Vudatha i
) o et Proem- 7R 210621001
i ‘e Practice Manager
" r Add Nt
-~ B Ticket Detaile "D Activity Log = Task (0) @ Approval (0) & Links (0) ¥ Known Ermmor 2l L o lem Closure n
&
i & send Email
H Request Client Narme * Requestor Name * Location mal
Allied v Priya Lewls 200~ Mahape o - B setReminder
Knowledge B Print
Preferred Contact Status * Response Target
&b Problem PO i B copy as New o
3 20%
Primary - OPEN - B New Aricle
Create New
My Work (0) Calegory/Sub Category/ltem * Impact * & New Task
My Group Wark (386) SYSTEM/MONITORING/ALERT $ Low ~ £ Newinciden -
Known Errors (7) & New Request
Priority * Assignment Group * Technician Name
Closed (37) + New Approval
P4 - Service Desk - Choose one Q- t
Rejected (1) e o @ New Change a
All Prablems (75) channel * Opened By Opened Date 9 Vank
Major Prabl 1
cjor Prablams (1) INCIDENT - Jagadeep Vudatha ° 06/21/2021 17:3610 & DonnloadRCA Doc
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Add Attachment x
| o hl
] 1
] 1
1 1
] 1
] 1
: L | :

1 1
! No file selected. !
1 1
1 1
: Or Drag It Here. :
L oo e o o o o o o e e e e e o o o e e e e o e e e e o R mm mm Em e o e e e G e e M e e e mm Em mm mm mm mm o e e e e -4
File Name Attached By Attached On
O New Text Document.txt Jagadeep Vudatha 06/21/2021 18:01:37

Delete Attachment Close

All Uploaded attachments will be visible Under ‘View Attachment’ tab.

Edit Problem - PR-210621-0001 Search Related Items = & View Attachment(s) =
[ RIFEOEET < Activity Log 5= Tesk(0) | @ Approval (0) & Links (0)  #KnownError | @ Impacted Gl (0) & Prab @ New Text Document.xt *
Client Name * Requestor Name * Location contact No.
Allied - Priya Lewls 200~ wahape o~ 0802545432

Delete/ Remove Attachment:

To remove an attachment, click on respective attached attachment from the “Add Attachment” window
and click on ‘Delete Attachment’.

Add Attachment x

Mo file selected.

Or Drag It Here.

K

File Name Attached By Attached On

New Text Document.txt Jagadeep Vudatha 06/21/2021 18:01:37

Delete Attachment Close
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To quick delete an attachment , click on ‘View Attachment’ tab and go to respective attachment click on
X’ placed next to it.

Edit Problem - PR-210621-0001 Search Relatedltems = | @ View Attachmen(s) -

Ll Drciiyiog = Tesk@) | @mpproval 0) | @lnks (@) Feknownermor | @impactedCi(©) | o pron @ New Text Document it

Client Name * Requestor Name * Location Contact No,

allied - Priya Lews 200~ Mahape o 0802545432

SEND MAIL:
1. To send an email from ticket, click on Action = Send Email.
2. New email template will be displayed, user email id and ticket id will be auto populated in ‘To’ and
‘Subject’ fields respectively. Attach any files by clicking the choose files.

/IDiTaa$

COMOUERING COUPLESITY

(R Jooedece Vudatha Edit Problem - PR-210621-0001 P —

W s Practice Manager

Enter ticket number and search... Q- o BT l{‘;‘ @

| ddd
-~ B Ticket Details D ENHULERS] = Task (0)  @Approval{0) | & Linksi0) € KnownError | ®In B addiates 3lem Closure n

£ Incident & 4dd Attachment

* . i = Send Email
H Request Client Name Requestor Name Location

° B set Reminder

Allied - Priya Lewis 200~ Mahape
Knowledge & print
.
@ Problem Preferred Contact Status Response Target M a8 New o
Primary B OPEN - EE ;
Create New B New Article
My Wark (0) Category/Sub Category/item * Impact * & MNew Task
My Group Work (36) SYSTEM/MONITORING/ALERT Y Low v & Newincident -
Known Errors (7) & New Request
Priority * Assignment Group * Technician Name
Closed (37) + New approval
4 P4 - Service Desk - Choose one v -
Fejected (1) ° ° a | @ Mew Change a

All Problems (75) Channel * Opened By Opened Date B vank
Major Problems (1)

INCIDENT - Jagadeep Vudatha [ 06/21/2021 17:36:10 & Downlosd RCA Doc

New Email - From - aditaasusdemo@allieddigital.net
To
JVudatha@allieddigital.net

Subject

Problem [ PR-210301-0001 ]
Description
Paragraph
Hello Jagadeep.
Kindly let me know your availability 1o work on this ticket.

Regards,

Service Desk Team

| Capture1703.JPG X

Capture1703.JPG

o

3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.
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SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like
contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whom you want to remind.

To a set reminder, click on Action = Set Reminder.
Set reminder dialog box is displayed. Enter the Subject and Comments in box.
Select checkbox, if required to send an email notification regarding the notification.
In select applicable option from ‘To Whom’ drop down list.
d. Remind me - Reminder will be set for logged in agent.
e. Support Group Members- Reminder will be set for selected support group.
f. Some else - Provides option to set a reminder to specific person.
5. Remind Time -Select date/time to set a reminder.

S r

»,
AD.]’aas = Enterticket number and search N
...... G couPLExITY
(2 Yoo St Proiem- PR210621001 I I
+ Je Practice Managel
~ & i = ) W add Notes
0 Ticket Details "D Activity Log = Task (0) @ Approval (D) & Links (0} ¥ Known Error 2in 3lem Closure
£ Incident & add Attachment
¥ Request Client Name * Requestor Name * Location & Send Email
Allied - Priya Lewis 200~ Mahape 0 v
[EE Kknowledge 8 Frnt
Preferred Contact Status * Response Target
@ Problem o 9e B Copyas New °
Primary o OPEN - m Mew Article
Create New =
My Wark (0) Calegory/Sub Category/item * Impact * & New Task
My Group Work. (36) SYSTEM/MONITORING/ALERT '} LOW + @ New incident -
Known Errors (7) . . . & New Request
Priority * Assignment Group * Technician Name
Closed (37) " New Approval
Rejected (1) P4 [ Service Desk a- J05€ O Q- @ New Change Q-
All Problems (75) Channel * Opened By Opened Date 3 vank
Major Prabl 1
ejor Problems (1) INCIDENT . Jagadeep Vudatha o 06/21/2021 17:36:10 &, pownload RCA Doe
Set Reminder b4
Subject *
Comments *
4
[ send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 18:07:40

All scheduled reminders will be visible under Action = Show Reminders as well as on Calendar view.
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Client Name *

Allied

Preferred Contact

Primary

*D Activity Log

Edit Problem - PR-210621-0001

M Ticket Detalls

= Task(0) @ Approval (0) | (& Links (0)

Requestor Name *
- Priya Lewis

Status *

- OPEN -

Category/Sub Category/item *

€ Known Ermor

€3 impacted €1 {0
Location
Mahape

Response Target

) B Add Notes

Search Related Items « & View Attachment(s) =

& ~dd atachment
& send Email
@ set Reminder

i Show Reminders

New Article

Conlact No.

0802545432

Resolution Target

Urgency *

Show Reminders

Notes

Contact user at 7 pm

Subject

Contact user at 7 pm

Scheduled Date & Time

06/21/2021 19:00:00

Follow Up Type

Remind Me

Set By

Jagadeep Vudatha

1-10f1items

Deactivate Reminder Cancel

ADiTaas

Conouee

Jagadeep Vudatha

'T'Il, Practice Manager
£ Incident

5—2 Request

EE knowledge

@ problem

Create New

My Work (0)

My Group Wark (36)
Knawn Ermors (7)
Clased (37)
Rejected (1)

All Problems (75)
Major Froblems (1)
Scheduled Problems (3)
Incident Trending
Calendar View
Archived Problems

All Problems

@ Change

Release

£ Task

Enter ticket number and search

Calendar View

MON

June 2021

WED

22

29

23

a0

aadeE

Reminder

Manth

4
8:30a PR-210525-0001

Week

Scheduled |
Day

SAT

List

Deactivate the Reminder

Scheduled reminder can be deactivated with simple following steps.

1. Go to Action=>Show Reminders

2.

Select reminder and click on Deactivate Reminder

3. Reminder Status will be marked as deactivated.
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Show Reminders x
Notes Subject Scheduled Date & Time Follow Up Type Set By
Contact user at 7 pm Contact user at 7 pm 06/21/2021 19:00:00 Remind Me Jagadeep Vudatha ~

n 1-10f1items
Deactivate Reminder Cancel

COPY AS NEW

‘Copy As New’ feature will copies the details of an existing problem record to a new problem record.
Instead of re-entering all the information for new user

1. Click on Action - Copy as New
2. Copy As New dialog box will open to enter the Requestor Name

Add Not
M Ticket Details D Activity Log = Task (0) @ Approval (0} @ Links (0} € Known Error & Impacted CI (0) L otes
& add attachment

Client Name * Requestor Name * Location & send Email Contact No.
Allied . Priya Lewis 200~ Mahape & set Reminder 0802545432
8 show Reminders
Preferred Contact Status * Response Target B Frint Resolution Target o
Primary . oPEN - E
Categary/Sub Category/item * Impact * New Article Urgency *
Copy As New
Requestor Name *

Choose one

3. Search and select required Requestor Name and Click Create.

QUICK LINKS TO CREATE TICKETS

Following links helps to create other module ticket from Problem ticket.
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» . .
DlTaas = Enter ticket number and search... s O a ﬂ,y {@}
COMAUERING CoURLERI TY !
(8 o ot Prolem-PA 210621001
i Je Practice Manage
) ’ Add Not
A | R LG D Activity Log = Task (0) @ Approval (D) @ Links (0)  #% Known Enor | $n B - alem Closure n
£ Incident & add attachment
H Client Name * Requestor Name * Location | Send Email
Request
Allied v Priya Lewis 200~ Mahape @ - 8 SetReminder
Knowledge 8 Fint
Preferred Contact Status * Response Target
& Problem P o i Copy as New °
Primary - OPEN - B New Aetide
Create New
My Work (0) Category/Sub Category/item * Impact * & New Task
My Group Work (36) SYSTEM/MONITORING/ALERT * LOW | # New incident v
Known Errors (7) 2 New Request
Priority * Assignment Group = Technician Name
Closed (37) + New Approval
" P4 v Service Desk v 2 - v
Rejected (1) o o a @ Mew Change a
All Prablems (75) Channel * opened By opened Date % Vank
Major Problems (1) INCIDENT v Jagadeep Vudatha [ 06/21/2021 17:3610 & Download RCA Dac

NEW ARTICLE

Allows to raise an article from Problem ticket.

1. Go to Action > New Article
2. Enter the new article details and click on submit
3. New created article will be linked to Problem ticket.
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Create Knowledge Article Add Attachment x
Client Namg * Status * L

Allied - DRAFT -
Category/Sub Category/item * Problem Title *

4

Problem Description *

Paragraph ~ B I @ =} - = @ & By By - «
Assignment Group * Technician Name Source * Type * N

Choose one [ (¥, i 0n - Choose one - Choose one -
Available For * Cconfiguration ltem Tags

Choose one - C-210526-0041 0~ -
Additional Link Opened By Opened Date

Jagadeep Vudatha [ ] 06/24/2021 13:03:58
Article Image
L1
|Br0w5e... No file selected.
Or Drag It Here.

Solution *

Paragraph ~ B I @ 22 = = @ s BB < o

~
KN o

Allows to raise a new task ticket from Problem ticket.

1. Go to Action 2 New Task
2. Enter the new task details and click on submit
3. New created task ticket will be linked to Problem ticket.
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Allied

Status *

OPEN

Paragraph v B I @

Create Task

Client Name *

Opened Date

06/21/2021 18:24:28

Task Description *

Exchange Server Down

Additional Comments *

Exchange Server Down

Requestor Name *

Priya Lewis 200 ~
Assignment Group *

Choose one 0-
Due Date

month/day/year hours:minu...

=

Task Name

Technician

Choose or

Sequence *

1

& & By By o <

-

*

Name

ne

Linked To A
PR-210621-0001

Opened By

Jagadeep Vudatha i ]

NEW CHANGE

Allows to raise a new change ticket from Problem ticket.

1. Go to Action > New Change
2. Enter the new change details and click on submit
3. New created change ticket will be linked to Problem ticket.

Create Change

I T

A~

Client Name * Change Initiator * Location * Status *

Allied v Priya Lewis 200 - Mahape - OPEN v
Category/Sub Category/ltem * Impact * Risk *

3 LOW v LOW v

Priority * Change Type * Assignment Group * Change Owner

P4 A Choose one v Choose one [ B Choose one -
Primary CI Opened By Opened Date

Choose one Q- Jagadeep Vudatha o 06/21/2021 18:27.06
Short Description *

Exchange Server Down
Change Description *

Paragraph v B @ T = = @ e By By o o v

Cancel
NEW INCIDENT

Allows to raise a new incident ticket from Problem ticket.

1. Go to Action 2 New Incident
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2. Enter the new incident details and click on submit

3. New created incident ticket will be linked to Problem ticket.

Create New Incident

Add Attachment X

Client Name * Requestor Name * Location Contact No. A~
Allied v Jagadeep Vudatha Q0 vir ~ Mahape 13104620926
Category/Sub Category/Item * Status * Preferred Contact
* OPEN Primary X v
Notification Mode Impact * Urgency * Priority *
- LOwW v LOoW P4 i g
Channel * Assignment Group * Technician Name Configuration Item
PHONE v Choose one o Choose one Choose one Q-
Alternate Contact * Alternate Location
eq
Flags
v
m Cancel
NEW APPROVAL

Allows to raise an approval ticket from Problem ticket.

1. Go to Action > New Approval

2. Enter the new approval ticket details and click on submit
3. New created approval ticket will be linked to Problem ticket.

Create Approval

I I -

Approval For Status * Approval Group * Approver
PR-210610-0007 OPEN - Choose one Choose one -
Submitted Date Sequence Of *
06/24/2021 10:31:52 1
Comments *
Paragraph v~ B I @ I = = @ e @By By o o
-

Activity log captures all actions performed on ticket from problem creation to closure with date/time
stamp along with agent id. All modification performed on ticket is auto captured. Activity Log helps to
determine the order. From the creation of ticket to resolution all activities are captured with order. All
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activities like add notes, add attachment, setting a reminder, creating task, creating approvals, linking

tickets, linking CI’s all activities are capture in activity log with sequence

Filter option at the top provides a facility to search for specific activity log or activity log of record for

specific duration.

Activity Type displays list activities in drop down list. On selecting specific activity type activity log

displays logs accordingly.

Log Title allows to enter relevant keyword in given test field, depend on keyword displays the activity log

From and To date allows to find activity log for specific duration

Edit Problem - PR-210624-0005

Activity Type: Log Title: From Date: To Date:

- All- - Type to search manth/day/year h ...

» Detailed Activity Log

Ticket linked on 06/24/2021 12:11:51 by user = Jagadeep Vudatha

Problem linked with Knowledgebase KB-200618-0001

|

Ticket Details = Task (0) @ Approval (0) & Links (5) ¥ Known Error || £ Impacted CI (3) & Problem Closure

month/day/yearh ... Q

Note: Logs in the tool protected from alteration after-the-fact.

TASK

Agent can create a new Task or open any existing tasks and link to Problem. Problem ticket cannot be

closed until all linked tasks are closed.

Create New- Click on Task = Create New to create a new Task.

Ticket Details D Activity Log @ Approval (0) & Links (0) ¥ Known Ermor ¥ Impacted CI (0) o, Problem Closure

» Current Tasks

Task ID Approval ID Task Name Requestor Name Assignment Group Status

m Link Existing Task. Detach Task

Sequence
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Create Task

Client Name *

Allied v
Status *
OPEN >

Opened Date

06/26/2021 05:30:27

Task Description *

OUTLOOK / UNABLE TO SEND MAILS
Additional Comments *
Paragraph v B I @ =

QUTLOOK / UNABLE TO SEND MAILS

Requestor Name *

Jagadeep Vudatha 290 i~
Assignment Group *

Choose one o-
Due Date

month/day/year hours:minu...

e

=

= [

Task Name *

Technician Name

Choose one A

Sequence *

1

& By BEv o o

I T

Linked To A
PR-210625-0001
Opened By

Jagadeep Vudatha o

Link Existing Task- To link existing Tasks, click on Task = Link Existing Task
Displays list of existing Tasks. Agent can link one or more tasks to Problem by clicking on Link
button after selecting the task checkbox.

0 Ticket Details D Activity Log @ Approval (0) & Links (0) A Known Ermor ¥ Impacted CI (0) ¥ Problem Closure
» Curtent Tasks
Task ID Approval ID Task Name Requestor Name Assignment Group Status Sequence
Link To | X

D Title q Name Assig Group Technician Name Status Sequence Opened Date Ci
T-210625-0010 = Check Network Status Jagadeep Vudatha ~ Network Support OPEN 2 06/25/202112:39:32  Je ™
T-210625-0009 Check Application Status = Jagadeep Vudatha  Service Desk OPEN 1 06/25/2021 12:39:32  Jz
T-210625-0008 = Check database status Jagadeep Vudatha  Server Support OPEN 1 06/25/2021 12:39:32  Je
T-210624-0033  Check Network Status Jignesh Sodvadiya  Network Support OPEN 2 06/24/2021 20014326 S
T-210624-0032  Check Application Status | Jignesh Sodvadiya  Service Desk OPEN 1 06/24/2021 20:4326  S°
T-210624-0031 Check database status Jignesh Sodvadiya  Server Support OPEN 1 06/24/2021 20014326 S
T-210624-0024 = Check Network Status Jignesh Sodvadiya ~ Network Support OPEN 2 06/24/2021 19:4926 S
T-210624-0023  Check Application Status = Jignesh Sodvadiya ~ Service Desk OPEN 1 06/24/2021 19:49:26 S
T-210624-0022  Check database status Jignesh Sodvadiya  Server Support OPEN 1 06/24/2021 19:4926 S
T-210624-0021  Check Network Status Jignesh Sodvadiya  Network Support OPEN 2 06/24/202119:3418 &'

<
n 2/3 4 5

1-10 of 54 items

Cancel

Detach Task- Select respective Task and click on ‘Detach Task’ to unlink it.
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Ticket Details | "D Activity Log @ Approval (0) | & Links (0) | ¥k KnownError | %% Impacted CI(0) |« Problem Closure

E—
| Task ID Approval ID Task Name Requestor Name Assignment Group Status Sequence
v| | T210625-0010 Check Network Status Jagadeep Vudatha Network Support OPEN 2 ~

LINKS
This tab allows agents to create relationships by linking Problem to other tickets in system.
Options Available:
Problem to Problem: Problem can be linked to other Problem Ticket
1. Navigate to Problem module

2. Open a relevant problem ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Problem to Problem’

Edit Problem - PR-210624-0005 S —
Ticket Details D Activity Log | #= Task (0) = @ Approval (0)  BCARCEN(OM ¥ Known Error | %t Impacted CI(3) | «}» Problem Closure
» Links Relation Type: | Choose one s |law
D Status Relation Type Ag |
~
Problem to Problem
Problem to Incident
Problem to Request
Problem to Change
Problem to Knowledgebase
Link To | x
D Title Status Assignment Group Category
PR-210624-0003 = Application Slowness Issue KNOWN ERROR Service Desk SOFTWARE o~
PR-210624-0002 Exchange Server Down RESOLVED Service Desk SYSTEM
PR-200825-0001 Intermittent Network Issue PROGRESSING Service Desk HARDWARE
PR-200709-0004 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200709-0003 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200511-0008 Intermittent network connection OPEN Service Desk HARDWARE )
< >
n 1-6of 6 items

4. Click on Q icon, which will display all open problems in a pop-up box. Agent can select
problems and attach to problem.
5. Click on Link
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6. Linked ticket will be visible on Links tab.
Problem to Incident: Problem can be linked to Incident ticket
1. Navigate to Problem module

2. Open a relevant problem ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Problem to Incident’

Problem to Request: Problem can be linked to Request ticket
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Edit Problem - PR-210624-0005 S —
Ticket Details D Activity Log | #= Task (0) = @ Approval (0)  BCARCEN(OM ¥ Known Error | %t Impacted CI(3) | «}» Problem Closure
» Links Relation Type: | Choose one s |law

D Status Relation Type As |
~
Problem to Problem
Problem to Incident
Problem to Request
Problem to Change
Problem to Knowledgebase
Link To | X
D Title Status Assignment Group Category
IN-210624-0014 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210624-0005 HARDWARE / LAPTOP / LENOVO- X..  OPEN Service Desk HARDWARE
IN-210624-0004 HARDWARE / LAPTOP / LENOVO- X.. | OPEN Service Desk HARDWARE
IN-210623-0004 Test Mail to check Email Notificatio.. OPEN Service Desk PHONE
IN-210623-0003 web conference not connecting OPEN Server Support L2 SOFTWARE
IN-210622-0027 Server Printer not werking OPEN Server Support HARDWARE
IN-210622-0026 Application Slowness Issue, Applic.. ~ OPEN Server Support L2 SOFTWARE
IN-210622-0025 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210622-0024 Test Mail to check Email Notificatio.. OPEN Service Desk PHONE
IN-210622-0023 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
< >
n 2 3 4 5 1-10 of 1293 items

4. Click on Q icon, which will display all open incidents in a pop-up box. Agent can select
incidents and attach to problem.

5. Click on Link

6. Linked ticket will be visible on Links tab.

1. Navigate to Problem module
2. Open a relevant problem ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Problem to Request’
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Edit Problem - PR-210624-0005 Search Related ftems ~
Ticket Details *D Activity Log 3= Task (0) @ Approval (0) & Links (0) K Known Error £ Impacted CI (3) 1, Problem Closure
» Links Relation Type: | Choose one s|law

D Status Relation Type As |
~
Problem to Problem
Problem to Incident
Problem to Request
Problem to Change
Problem to Knowledgebase
Link To | x
D Title Status Assignment Group Category
R-210623-0022 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0021 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0020 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0019 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0018 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0017 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0016 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0015 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0014 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0013 Request for VPN OPEN Service Desk SOFTWARE g
< >
n 2,3 4 5 .. 1-10 of 709 items

Click on Q icon, which will display all open requests in a pop-up box. Agent can select

requests and attach to problem.
5. Click on Link
6. Linked ticket will be visible on Links tab.

Problem to Knowledgebase: Problem can be linked to Knowledge Article
1. Navigate to Problem module

2. Open arelevant problem ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Problem to Knowledgebase’
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Edit Problem - PR-210624-0005 Search Related ftems ~
Ticket Details D Activity Log || 3= Task(0) | @ Approval (0) [RCAELUGE(OM 3% Known Error | € Impacted CI(3) | «& Problem Closure
» Links Relation Type: | Choose one s|law
D Status Relation Type Aq |
~
Problem to Problem
Problem to Incident
Problem to Request
Problem to Change
Problem to Knowledgebase
Link To | x
D Title Status Assignment Group Category
KB-210614-0001 Unable to Sign PDF LIVE Service Desk SYSTEM
KB-200618-0001 Problem title Asrsh LIVE Application Support IT SERVICES
KB-200617-0001 | PROBLEM TITLE LIVE Application Support IT SERVICES
KB-200616-0010 How to stop the client from installing | LIVE Service Desk SOFTWARE
KB-200616-0001 | Printer/Scanning - HP Printer/Scan.. | LIVE Service Desk HARDWARE
< >
n 1-5o0f 5items

Click on Q icon, which will display all articles in a pop-up box. Agent can select article and
attach to problem.

Click on Link

Linked article will be visible on Links tab.

Problem to Change- Problem can be linked to Change ticket
1. Navigate to Problem module

2. Open a relevant problem ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Problem to Change’

Edit Problem - PR-210624-0005
Ticket Details *D Activity Log
» Links

ID Status

= Task (0) | @ Approval (0) |ICARNUSY(OM 3% Known Emor | 8 Impacted CI (3) | <& Problem Closure

Relation Type: | Choose one -

aw

As |

Problem to Problem

Problem to Incident

Relation Type

Problem to Request
Problem to Change

Problem to Knowledgebase
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Link To | X
D Title Status Assignment Group Category
CR-210624-0003 RAM Upgrade OPEN Service Desk Software ~
CR-210624-0002  jagadeep.vudatha@gmail.com OPEN Service Desk Software o
< >
n 1-2of 2items

4. Click on Q icon, which will display all open changes in a pop-up box. Agent can select
changes and attach to problem.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Detach Ticket: The agent can detach a linked incident or any other ticket by selecting a ticket and clicking

o

on the Delete button.

APPROVALS

Create New

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Enter all * marked mandatory fields.

P ———

BB Ticket Details | ‘D Activity Log = 3= Task(0) J-ESVGENE & Links (0) € Known Eor || $¢impacted C1(3) & Problem Closure

» Agproval
Approval ID Status Comments Sequence Of Approval |

-

Create Approval Add Attachment m x

Approval For Status * Approval Group * Approver
PR-210624-0003 OPEN - Choose one o- .NOOSE one -
Submitied Date Sequence Of *

06/24/2021 15:56:12

Comments *

Paragraph v B I @ 22 E = @ BB & &
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Edit Problem - PR-210624-0005

Ticket Details 'D Activity Log

= Task (0) & Approval (1) & Links (0) % Known Error £ Impacted CI (3) % Problem Closure

Detach Approval

Submitted Date

06/24/2021 15:58:23 1

Approver Comments *

Kindly provide your approval.

Sequence Of *

Paragraph v B I @ = 1= = =
Comments *
Paragraph v B I @ = i

v

a w B By o

& & v By o o

» Approval
Approval ID Status Comments Sequence Of Approval (
AP-210624-0001 OPEN Kindly provide your approval. 1 Regional 4 -~
Edit Approval - AP-210624-0001 x
Approval For Status * Approval Group * Approver ~
PR-210624-0005 OPEN v Regional Approval Group [ B Jagadeep Vudatha @~

On submitting a request for approval, approver will receive an approval mail with a link to approve or

reject the request.

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can

open the approval and click on Approve or Reject.

Detach Approval

To detach any approval, click on ‘Detach Approval'.

Edit Problem - PR-210624-0005

» Approval
o Approval ID Status

AP-2106240001  OPEN

Comments
Kindly provide your approval.

= Ticket Details D activity Log || = Task (0) RNV @ Links (0)  §% Known Error | €8 Impacted C1 (3) J: Problem Closure

Sequence Of

Aclion -

Dcich s
Approval |

Regional » -
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Do you want to detach the selected linked Approvals?
Yes No
Reason For Detach x
Paragraph v /B I @ Z ;= = = & & By By © o

KNOWN ERROR

A Known Error is a problem that has a documented root cause and a workaround. Problem ticket has a
separate status called ‘Known Error’. Upon changing status to Known Error, there is a provision to capture
details regarding the Known Error.

Fill following details in Known Error Tab,

Select Symptom Code

Mention whether it has tested earlier or not by selecting Yes or No

Enter the Source like referring external KB, previously carried out or from other sources
Select workaround found date under Date Identified

Enter detailed explanation or information in Workaround field

Click on Update

oV AW e
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ha s

3= Task (0) | @ Approval (0) | & Links (0) 2 impacted CI (0) || & Problem Closure n

ADiTaas = Enter ticket number and search

ConauERING TOMPLEX

([ Jogedcep Vudatha Edit Problem - PR-210511-0001

Praciice Manager

- A | =8 TicketDetalls | "D Activily Log
{} My Favorites
» Known Error
£ Incident
Symptom Code* Tested* Source* Date |dentified
H request
x ACCESS ISSUE - X Yes - % PREVIOUSLY CARRIED OUT « 05/04/2021 00:00:00
EE] knowledge
Workaround*
Paragraph ~ B I T 0|= <= @ &k By &
Create New
My Work (0) There is a access issue. Issue can be solved by providing local administration access.

My Group Work (40)
Closed (25)

Rejected (1)

All Problems (66)
Major Problems (4)

Scheduled Problems (3)

Incident Trending
—

There is a separate link provided to access Known Error records.

AniTaas = PR-210301-0001 A A 2 ) &
CowaueminG comeiExITY
@ e Known Erors s v
) rnowiedge - [ Title Description Requestor Name status Assignment Group
- -ZAHIDE jagadeep.vudatha@gma.. | jagadeep.vudatha@gmail.c Jagadeep Vudatha vie  KNOWN ERROR | Service Desk L
@ Froblem - IEREGeE 0003 icati Is.. | Applicati Issue | Jagadeep Vudatha TP KNOWN ERROR = Service Desk
Create New © PR210521-0002 | RAM Upgrade RAM Upgrade Priya Lewis KNOWN ERROR | Service Desk
My Work (1) @ PR-210511-0001 Intermittent Network Iss... | Intermittent Network |ssue Priya Lewis KNOWN ERROR = Service Desk
My Group viodk (30) @ PR-210505-0001 Network lss... Network |ssue Priya Lewis KNOWN ERROR | Service Desk
@ PR2011200001 | Exchange Server Down Symp Jagadeep Vudatha ¥iF KNOWN ERROR | Service Desk
Rejected (1) © PR201112-0003 RAM Upgrade RAM Upgrade Jagadeep Vudatha 7if KNOWN ERROR | Service Desk
All Problems (82) @ PR200728-0008 | Scanner is not getting c Scanner is not getting conn Priya Lewis KNOWN ERROR | Service Desk .
Mejor Problems (0} 1-Bof 8 items R ’
Scheduled Problems (2)
Incident Trending

Tool facilitate the opening of a Problem Record with Known Error status and before submitting the
Problem record it’s mandatory to fill the Known Error details.
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o d
Aanaas = Enter ticket number and search... Qqw ﬁ A g ﬂ @
CONGUERING GOMPLERITY

r‘ Jagadeep Vudatha Create Problem Common Problems - Add A S d ltems =
i Je Practice Manager
Client Name * uestor Name * Location Contact No.
Y7 My Favorites . Req
Allied M Choose one Qo - Choose one -
£ Incident
Preferred Contact Status * Category/Sub Category/ltem *
R Request
Primary xw KNOWN ERROR v [
Knowledge
Impact * Urgency * Priority * Assignment Group *
Problem
Low - Low » Choose one o - Choose one L
Creata New
My Work (1) Technician Name Configuration Item Channel * Opened By
My Group Work (37) Choose one - Choose one - Choose ong - Jagadeep Vudatha [:]
Known Errors (3) Opened Date Alternate Contact Alternate Location Vendar Ticket Number
Closed (28)
06/18/2021 17.2457 eaq
Rejected (1)
Al Problems (67) RCA Date |dentified Notification Mode Is Major * Problem Manager
Major Problems (4) month/day/year hours: .. - __ No Choose one -
Scheduled Problems (3)

Known Error Details

Symptom Code* Tested* Source* Date Identified

Choose one Choose one Choose one month/day/year hours:minu...

Please enter symptom code Please enter tested value Please select the source
Workaround*

Paragraph C @ e By o o

Please enter workaround

Known Error Details

ACCESS ISSUE PREVIQUSLY CARRIED QUT 18-May-21 03:00 PM

Paragraph v B I & = = = @ e By By o o

There is a access issue. Issue can be solved by providing local administrative access
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Known error details are captured in Activity log.

o | Problem created on 05/21/2021 16:54:27 by user = ITSM Agent

client:- Allied

Requestor Name:- Priya Lewis

Category / Subcategory / Item:- Software/Application/Slowness Issue
Status:- KNOWN ERROR

Priority:- P4

Impact:- LOW

Assignment Group:- Service Desk

Urgency:- LOW

Problem Description:- Unable to access application

Symptoms:-

Unable to access application

‘Symptom Code:- ACCESS ISSUE

Tested:- Yes

Source:- PREVIOUSLY CARRIED OUT

Date Identified:- 05/18/2021 15:00:00

‘Workaround:-

There is a access issue. Issue can be solved by providing local administrative access.

Impact Details:- Multiple users facing same issue

IMPACTED (I

Related configuration items can be added under ‘Impacted CI’ tab.

Ticket Details | ‘D Activity Log  ¥= Task(0) = @ Approval (0) | & Links (0) | ¥ Known Error WE-ILNERENIIGM &, Problem Closure

» Impacted | ez |
D CI Name Type Serial No. Model No. Vendor Name

Add New- Allows to create a new CI and link to Problem.

Client Name * Requestor Name * Location * Contact No. fa
Allied - Jagadeep Vudatha & Mahape v 13104620926
Cl Name * Cl Type * Status *
one - OPEN -
Assignment Group * Technician Name Alternate Location Alternate Contact
Choose one A Choose one v Q-

Short Description

Additional Comments

Paragraph v B I @ :Z i = = @ & By By © o
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Link Existing CI- On clicking link existing CI, displays all available CI and agent can select related

CI and link to Problem.

Edit Problem - PR-210511-0001

» Impacted CI

Update Search Related Items ~

Ticket Details "D Activity Log 7= Task (0) © Approval (0) & Links (0) ¥ Known Error ¢ Impacted CI (0) & Problem Closure

1D Cl Name Type Serial No. Model No. Vendor Name
~
Link To x
Cl Type * Search Text
Desktop - Search
D Name Type Vendor Name Serial Number Model No. Client Created By Created On Lasl
Cl-200415-0001 | CiTesting by Arsad | Desktop Allied Jagadeep Vudatha | 04/16/202009:23:29 | Jag;
C1-200303-0001 | test Desktop Allied Deepak4 Shukla 03/04/2020 01:50:46 | Dee|
CI-200305-0002 | test Desktop Allied Deepak4 Shukla 03/05/2020 22:51:21 | Deeg|
Gl-200323-0002 | test by sagar2 Desktop Allied Jagadeep Vudatha | 03/23/2020 11:35:34 | Jag;
Cl-200317-0002 = TEST #1211 Desktop Allied Jagadeep Vudatha | 03/20/2020 12:02:23 | Jag;
Cl-200323-0003 | test by sagar 4 Desktop Allied Jagadeep Vudatha | 03/23/202013:16:13 | Jag:
C1-200324-0002 | TEST #5645 Desktop Allied Jagadeep Vudatha | 03/24/2020 23:58:42 | Jag:
Cl-200323-0004  test by sagar 2 Desktop Allied Jagadeep Vudatha | 03/23/202013:19:42 | Jag:
Cl-200323-0005 | test by sagar 5 Desktop Allied Jagadeep Vudatha | 03/23/202013:35:31 | Jag:
Cl-200323-0006  testtest Desktop Allied Jagadeep Vudatha | 03/23/2020 13:37:19 | Jagi
A1La00anE 0n0a | annoncnna Doaltan Allind Naannlet Chylids nAnc mAnn AnE1a1 | nas

M :

1-20 0f 26 items

Detach CI- Linked CI can de detached by clicking on ‘Detach CI’.

Ticket Details | '® Activity Log 7= Task (0) ~ @ Approval (0) | & Links (0) % Known Error ‘ £ Impacted CI (3) & Problem Closure

» Impacted CI

N Cl-210606-0001
CI-210610-0001

Cl-210610-0002

Cl Name Type

Canon Pixma G3000 Network Printer
Desktop CI Desktop
DDCP-CHFD4 Desktop

Link Existing CI [l Detach CI

Serial No.

S767676

DELL12345

A92028

Model No

~

Do you want to delete the selected linked Cl's?

Yes No
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PROBLEM CLOSURE

The Problem Closure tab fields will be enabled once CLOSED has been selected from the status dropdown.
The agent need to specify Resolution Method, Resolution Criteria and Caused By from the dropdown.

Enter Resolution Date Identified, Resolution Recommendations and click on Update

ADiTaas

.lr'."' Jagadeep Vudatha
i Je Practice Manage

7 My Favorites
£ Incident

x Request
[EE] knowledge
&b Problem

Create New

My Work (0)

My Group Work (40)
Known Errors (9)
Closed (25)

Rejected (1)

All Problems (66)
Major Froblems (4)
Scheduled Problems (3)

Incident Trending

Calansdar sy

= Enter ticket number and search

| Edit Problemn - PR-210610-0005 ‘

J ()
= B Ticket Details ) Activity Log || = Task(0) @ & Approval (0) | o Links (0) ¥ Known Error & Impacted €| (0} +}» Problem Closure | >
9, &

» Problem Closure
Resolution Method

* EMAIL o -

Resolution Date Identified*

06/11/2021 00:00:00
Resolution Recommendations®
Paragraph ~ | B I =

Problem Ticket has been closed

Resalution Criteria*
CHANGE REQUEST
Closed By*

Jagadeep Vudatha

== =@ ek By » o

A s g

Update Search Related lems ~

Caused By* Impacted CI*

o- SERVER APPLICATION & ~ CI-200618-0001 eas-

Closed Time*

06/11/2021 17:52:09 [[] Create KB Article

‘+’ symbol allows authorized user to add any missing / new closure category. Only authorized users will
have access to add closure category

1. Click on ‘+’ symbol on specific text field
2. Enter the new closure category name
3. Click on Add Attribute

/DiTaa$s

™ Priya Lewis
wr

&b Keyuest
Knowledge
&b Problem
@Chanqe

A Release

O Task

o7 Interaction
B cmos

() chatBot

[ Live Chat
@ Intergration Hub
EE Visual Boards
@ Reporting

@ Administration

= Enter ticket number and search

Edit Problem - PR-210510-0001

A dST

-
Update Search Related Items - & view Attachment(s) ~

B Ticket Details | D Activity Log = Task(1) @ Approval (0) & Links (1) # Known Error & Impacted CI (1)  [ESACIELEHTLET n

» Problem Closure

Resolution Method

Choose one

Resolution Date Identified*

Resolution Recommendations*

Paragraph w

Resolution Criteria*
Choose one
Closed By*

Priya Lewis

Caused By* Impacted CI*

Closed Time*

10-May-2021 09:57 AM | Create KB Article

B I T =€ @ & @Av o
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Problem Resolution Criteria

Add/Edit Atrributes Attribute List
CANCELLED REQUEST

AD-HOC REPORTS

Description BUG FIX (CODE)

CHANGE REQUEST

CLOSED CANCELLED

% : . CLOSED COMPLETED

CLOSED PENDING RETURN

CLOSED VDI
Delete Selected

Right click en node and click edit to edit
entity attribute

Problem Resolution Method

Add/Edit Atrributes Attribute List
Name 3RD PARTY

‘ CHAT EMAIL

Description NO ACTION REQUIRED

PHONE

REMOTE CONTROL/TOOLS
Update Selected

Delete €

Right click on node and click edit to edit
entity attribute

Added value will be displayed on the list on real time.
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/IDiTaa$s

CoNaUERING COMPLEXITY
™ priya Lewis
“ur

&% mequest

Knowledge

& Problem

@ Change

A Release

£ Task

«# Interaction

@ cmos

() chatBot

(D Live Chat

g Intergration Hub
EE Visual Boards
@ Reporting

@ Administration

Edit Problem - PR-210510-0001

B Ticket Details D Activity Log

» Problem Closure
Resolution Method

Choose one B

3RD PARTY &

EMAIL
NO ACTION REQUIRED
PHONE

REMOTE CONTROL/TOOLS

Enter ticket number and search

= Task(1) @

Resolution Criteria*

Choose one

Closed By*

Priya Lewis

A
Update Search Related Items ~ & View Attachment(s) ~
Knawn Error £ Impacted CI (1) & Problem Closure

Approval (0) | & Links (1)
Caused By*
[ Choose one [+
Closed Time*

10-May-2021 09:57 AM

& e« By &

Impacted CI*

Choose one Q-

[[] Create KB Article

AAadSE

MAJOR PROBLEMS/MAJOR PROBLEM REVIEW

Problem records can be marked as major problem by clicking on Is Major checkbox in create and edit

problem screen.

/IDiTaas

CONAUERING COMPLEXITY

.r“ Jagadeep Vudatha
i)y Practice Manager

Create New
My Work (11)

My Group Work (148)
Known Errors (9)
Closed (22)

Relected (4)

All Problems (174)
Major Problems (2)
Scheduled Problems (7)

Incident Trending

Create Problem

Client Name *

Allied v
Status *

OPEN -
Urgency *

LOW -

Configuration Item
hoose one Q-

Alternate Contact

Enter ticket number and search

Requestor Name *

Priya Lewis

Category/Sub Category/Item *

Priority
P4

Channel
INCIDENT

Alternate Location

Exchange Server Down
Location
200 iir - Mahape -
L]
Assignment Group *
A Service Desk o~
Opened By
- Jagadeep Vudatha [i]

Vendor Ticket Number

Calendar View o month/day/year hours: ..

€ change Notification Mode Is Major *

- No
FA Release

Problem Description
£ Task r ripti
Exchange Server Down

o _Interaction =

X Add Attachment

hasrS

Contact No.

Impact *

Low -
Technician Name

Choose one Q-
Opened Date

05/24/2021 13:42:32

RCA Date Identified
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/DiTaa$

CONQUERING GOMPLEXITY

.f“’ Jagadeep Vudatha
i’ Practice Manager

@ Problem
Create New
My Work (11)
My Group Work (148)
Known Errors (9)
Closed (22)
Rejected (4)
All Problems (174)
Major Problems (2)
Scheduled Problems (7)
Incident Trending

Calendar View

@ change
A Release
£ Task

J Interaction

= Enter ticket number and search.

Create Problem

Client Name *

Allied v
Status *

OPEN -
Urgency *

LOW -

Configuration Item

Choose one Q-

Alternate Contact

Problem Description

Exchange Server Down

Requestor Name *

Priya Lewis

200 e~

Category/Sub Category/item *

Priority *
P4

Channel

INCIDENT

Alternate Location

Is Major *

. "
hadlS
Exchange Server Down X v Subi
Location Contact No.
Mahape -
Impact *
L3 Low -
Assignment Group * Technician Name
A Service Desk o- \0ose one a-
Opened By Opened Date
v Jagadeep Vudatha (] 05/24/2021 13:42:32

Vendor Ticket Number

[ ]=3

RCA Date Identified

month/day/year hours: .

All major problems can be easily found under Major Problems.

/DiTaas

COMGUERING €

), Jagadeep Vudatha
Practice Manager

& Incident

H Request

Knowledge

Create New

My Work (1)

My Group Work (31)
Known Erors (8)
Closed (7)

Rejected (1)

All Problems (39)
Scheduled Problems (3)

Incident Trending

Calendar View

= Enter ticket number and search.

Major Problems

D
=  PR-210606-0002
© PR-210525-0001
(]

PR-201201-0001

PR-201112-0002

Title

Server is down

Exchange Server Down
Intermittent Network Iss...

Network Down at buildin...

1-4of 4items

LI Y- K

Column Visibility = 25 ~| | Searct

Status
OPEN

Requestor Name
ITSM Agent Vi
Deepak Shukla PROGRESSING
Jagadeep Vudatha VIF | OPEN

Jagadeep Vudatha YiIFf = KNOWN ERROR

Assignment Group Category
Service Desk Hardware
Service Desk Hardware
Service Desk HARDWARE
Service Desk IT SERVICES

St
St
St
R
sl

Once Major Problem is closed MPR (Major Problem Review) form will be enabled.

-
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D Activity Log | = Task(0) @ Approval (0) | &Links(5) | ¥KnownError ¥ ImpactedCI{0) & Problem Closure
Client Name * Requestor Name * Location Contact No
Allied v Priya Lewis 2Q0 - Mahape 0 - 0802545432
Preferred Contact Status * Response Target Resolution Target o
Primary d CLOSED v
Category,/Sub Category/tem * Impact * Urgency *
SYSTEM/MONITORING/ALERT Y Low - Low M
Priority * Assignment Group * Technician Name Configuration ftem
P4 0 - Service Desk 0 Choose one Q- Choose one Q -
Channel * Opened By Opened Date Alternate Contact
INCIDENT - Jagadeep Vudatha (i] 06/18/2021 18:11:19
Alternate Location Vendor Ticket Number RCA Date Identified Notification Mode
Li 1=% month/day/year hours:minutes:seconds -
Is Major ™ Problem Manager
‘/' Jagadeep Vudatha ~
Edit Problem - PR-210618-0005 S —
Ticket Details "D Activity Log = Task (0) @Approval (0)  Links(5) = 3 KnownError | %% Impacted CI (0) % Problem Closure
= Problem Closure
Resolution Method Resolution Criteria® Caused By" Impacted CI*
* 3RD PARTY [ BUG FIX (CODE) [+ I8 CLIENT APPLICATION (-2 Cl-200618-0002 oQé-
Resolution Date Identified” Closed By” Closed Time*
06/18/2021 15:00:00 Jagadeep Vudatha 06/18/2021 18:12:35 L] Create KB Article

Resolution Recommendations*

Paragraph v~ B I Z Z|= = k& & B~ 9

Issue is resolved
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= Enter ticket number and search

Edit Problem - PR-210618-0005

» Major Problem Review Form
MPR Date

06/18/2021 00:00:00
Problem / Incident References :
Problem References

PR-210610-0006

Problem Staius
CLOSED
Problem iption - ¥

Exchange Server Down

Attendees

Jagadeep, Priya, Deepak, Jignesh

Lessons Learnt

1. Monitoring and logging are invaluable for debugging production
2. Use application-specific credentials

Problem Manager

Jagadeep Vudatha

Restoration Actions :
Initial Problem Priority

P1

Timeline (GMT) - Key dates and times should be completed below :
Detection

Exchange Server Down

Actuel Start Date & Time
06/18/2021 00:00:00

Incident Open Date & Time
06/18/2021 00:00:00

Escalation :
First Resolver Dwner

Jagadeep

Actions Taken :

Diagnosis Date & Time
06/18/2021 00:00:00

‘Communication :

User Customer Communication Date & Time
06/18/2021 00:00:00

Root Cause Analysis :

Trigger

Server Down

Workaround/Known Error

Monitoring Server

Issue |dentification :
‘Who first identified the issue?

Service Desk
Action ltems/Opportunities for Improvements :

Sr No

+ADD

Item / Comments

Next MPR Date (If applicable)

06/18/2021 00:00:00

Final Problem Priority

P4

First Event/Alarm Date & Time
06/18/2021 00:00:00
Problem Open Date & Time

06/18/2021 00:00:00

Final Resolver Qwner

Jagadeep

Restoration Date & Time

06/18/2021 00:00:00

Owner

B Ticket Details ‘D Activity Log | 3= Task (D) @ Approval (0) & Links (5) #¥ Known Error 8% Impacted CI (0] . Problem Closure

Incident References

IN-210526-0003, IN-210524-0008, IN-210521-0002, IN-210520-0002

Incident Details

Exchange Server Down

First Call Date & Time

06/18/2021 00:00:00

Priority 1 Escalation

Deepak

Recovery End Date & Time

06/18/2021 00:00:00

Management Communication Date & Time

06/18/2021 00:00:00

Rool Cause

High CPU

Failure Avoidance

Menitoring Server

How was the issue first identified?

call

Due Date Status

PR Form
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Edit Problem - PR-210618-0005 L
Add Attachment
'D Activity Log || #= Task (0) @ approval (0) | & Links(5) | ¥ Known Error | £ Impacted CI(0) | «f» Problem Closure MPR Form ¢ acnm
= send Email
» Major Problem Review Form & Print
MPR Date Next MPR Date (if applicable) & copyasNew
3 Yank
06/18/2021 06/25/2021
Problem / Incident References : X Download RCA Doc
Problem References Incident References Problem Status
PR-210610-0006 IN-210526-0003, IN-210524-0008, IN-210521-0002, IN-21052( CLOSED
Attendees Problem Manager Incident Details
Jagadeep, Priya, Deepak, Jignesh Jagadeep Vudatha Exchange Server Down

Lessons Learnt

1. Keep your servers up to date .
2. Use application-specific credentials -
3. Monitering and logging are invaluable for debugging production y
Problem Description
Exchange Server Down
o |

Once Major Problem Review form is saved. Form can be View/ Print/Download under Action = Print
MPR.

e -
Mml

‘06!18#202‘\ 00:00:00 Next MPR Date (If applicable) : ]06!15!2021 00:00:00

Problem / Incident References :

IN-210526-0003, IN-210524-0008,
IN-210521-0002, IN-210520-0002

Problem References : PR-210610-0006

Problem Status : CLOSED Jagadeep, Priya, Despak, Jignesh

Problem Manager : Jagadeep vudatha Exchange Server Down

Lessons Learnt :

1. and logging are

Problem Description :

Exchange Server Down

Restoration Actions :

Initial Problem Priority : Pl Final Problem Priority :
Timeline (GMT) - Key dates and times should be completed below :

Detection : Exchange Server Down Actual Start Date : 06/18/2021 00:0D0:00

First Event/Alarm Date : 06/18/2021 00:00:00 First Call Date: 06/18/2021 00:00:00

Incident Open Date : 06/18/20271 00-DO-00 Problem Date : 06/18/2021 00:00:00

Escalation :

First Resolver Owner : Jagadeep : IJngadeep

Priority 1 Escalation : Deepak
Actions Taken :

Diagnosis Date : 06/18/2021 00:00:00 |0BJ1E.QUZ'I 00:00:00

Recovery End Date : 06/18/2021 00:00:00

Auto reminder can be set from notification rule engine for remind to fill the MPR form once major problem
is closed.
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H ¢ =
MESSAGE

Major Problem Review is due for this ID Number - PR-210618-0006 - Message (HTML)

To MLewis, Priva

View Ticket

Ticket Details
Open Date:
Requestor Name:
Location:

Contact Phone:
Support Group:
Status:

Priority:
Category:

Item:

Short Description:
Resolution Comments:

Reminder for Major Problem Review is due for this ID Number :- PR-210618-0006

06/18/2021 07:28 PM
Jignesh Sodvadiva
Mahape

0802567677

Service Desk
CLOSED

P2

HARDWARE
LENOVO-X1YOGA
Exchange server down
Closed

T Ignore x & @ @ E2 Meeting [P0 HR €3 To Manager ¥ S Rules - E“m ==I > a% # Find Q
M- ET Team Email v Done B OneMate ) [ Related -
:@Junk' Delete  Reply ReAp‘.t‘ly Forward E@Morav & Reply & Delete ¥ Create New |:| N‘Iv e ZA(thgv ul‘:raerakd Categorlze FGI:.W Translate Iy Select - oom
Delete Respond Quick Steps ] Move Tags ] Editing Zoom
Sun 20-06-2021 11:00
ADiTaaS US Demo
I Major Problem Review is due for this ID Number - PR-210618-0006 I

CHANGE PROBLEM STATUS

To change the status

=

W oN

Click on Submit.

+

Open the problem record in edit mode
From the drop down menu of the Status field, select the required status.
Upon selecting the status, tool will prompt to enter reason for status change.

/DiTaas

COMQUERING COMP

'T'-I" Jagadeep Vudatha
‘ .l

Practice Manager

€ Problem
Create New
My Work (11)
My Group Work (141)
Known Errors ()
Closed (42)
Rejected (4)
All Prablems (187)
Scheduled Problems (7)

Calendar View

@ Change
[ Release
£ Task

J Interaction

@ cwmos

(™ chatBot

= Enter ticket number and search

Edit Problem - PR-210505-0001

» B Ticket Details ORI

Client Name *

Allied v

Status *

KNOWN ERROR -

PROGRESSING &
PEND 3rd PARTY

UNDER OBSERVATION
REJECTED

CLOSED

Noumncauon moae

Problem Description

= Task (0)

@ Approval (0)

Requestor Name *

Priya Lewis 200

Category/Sub Category/item *

HARDWARE/REPLACMENT/
Priority *
P4

Channel

INCIDENT

Alternate Location

L - e

£ Impacted CI (0) & Problem Closure n

& Links (3)

Location

T Mahape

MACHINE SHIFT

Assignment Group *

v Service Desk
Opened By
- Jagadeep vudatha
Vendor Ticket Number
oQ

¥% Known Error

Contact No.

Impact *

Low

Technician Name

Opened Date

05/05/2021 15:48:36

RCA Date Identified

month/day/year hours: .
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Below are the available statuses for problem record

e OPEN’: "This status is the default assignment value for all newly created problems,
before they are assigned to a support group or individual for action”.

e ‘PROGRESSING’: "Change to this status, when you begin work on the Problem.

e ‘PEND 3RDPARTY’: "Some type of action or information is required from a third party

vendor.

e ‘PEND CLIENT: "Some type of action or information is required from the end-client
or contact.

e ‘REJECTED’: "Change to this status if work on the problem is false or duplicate
record".

e ‘UNDER OBSERVATION’: "The Problem is ongoing issue and must be analyzed
before further action can take place”.

e ‘KNOWN ERROR’ - Problem that has a documented root cause and a Workaround.

e ‘ASSIGNED’ - When problem record is assigned to a support group or individual for
action.

e ‘APPROVED’ - When approver has approved the approval record.

e ‘RESOLVED’ -"Change to this status when you have to resolve the Problem

e CLOSED’-"Change to this status when you have to close the Problem.

‘Incident record can also auto close after defined period mentioned in notification rule engine.

VIEW CI DETAILS FROM PROBLEM PAGE

Displays CI details, related tickets, CI history and graphical view of CI relationship. If any specific Cl is
linked to other CI then relationship will be displayed in next level.

Client Name * Requestor Name * Location Contact No.

Allied v Priya Lewis 220 Mahape 0802545432
Preferred Contact Status * Category/Sub Category/Item *

Primary OPEN v 3
Impact * Urgency * Priority * Assignment Group *

Low v Low v P4 [ g Choose one [i B

Technician Name Configuration ltem Channel * Opened By
C1-210526-0011 oafg] Choose one - Jagadeep Vudatha o
Opened Date Alternate Contact Alternate Location Vendor Ticket Number

06/30/2021 14:25.05 eq
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ADCP-CHFD2_D (CI-210526-0011) Details x
Cl's Related Tickets (3) ClI's History Relationship Graph
Client Name * Requestor Name * Location * Contact No. ~
Allied b SYSTEM.ADMIN F 54 Mahape [ I
Cl Name * Cl Type * Status *
ADCP-CHFD2_D Desktop - OPEN -
Assignment Group * Technician Name Alternate Contact Alternate Location
Service Desk o Choose one - Choose one -
Created By Created On
05/26/2021 17:.07:43
Short Description
ADCP-CHFD2
Additional Comments
Paragraph v~ B I @ Z Z|= 2|k & By By © "
ADCP-CHFD2_D (C1-210526-0011) Details x
CI's Details ClI's Related Tickets (3) Cl's History Relationship Graph
D Status Requestor Name Assignment Group Technician Name Category Sub Category Item Priority
IN-210625-0001 OPEN Priya Lewis Network Support L2 HARDWARE | LAPTOP LENOVO- X1 YOGA P4 “
PR-210603-0001 | OPEN Jagadeep Vudatha Service Desk SYSTEM MONITORING ALERT P4
PR-210525-0001 | CLOSED Deepak Shukla Service Desk SYSTEM MONITORING ALERT P1
v
< >
n 1-3of 3items
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Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha
=

ClName :- ABCABGUSESUPWERD4 (G1-210526-0040) 5 attached with this GI

Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name :- ABCABCINESOFCMDBD (C1-210526-0047) is attached with this C1

Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName :- Dasktop CI {CI-210610-0001) is attached with this CI

cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha
Cl Name - Canon Pixma G2000 (CF210606-0001) ia attached with this C|

ClName :- DDCP-CHFD4 (C1:210610-0002) is attached with this CI

ADCP-CHFD2_D (C1-210526-0011) Details X

Cl's Details Cl's Related Tickets (3) Cl's History Relationship Graph

10526-0011

ADCP-CHFD2_D (C1-210526-0011) Details X

Cl's Details Cl's Related Tickets (3) Cl's History Relationship Graph

ID# : CI-210526-0041

Type : Server Type : Server
Cl Name : ABCABGUSESUPY Gl Name : ABGABGINESDFGA
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ADCP-CHFD2_D (CI-210526-0011) Details

(WEDEEIEN  Cl's Related Tickets (3) | CI's History Relationship Graph

D# : C1-210528-0011
Type : Deskiop
Cl Name : ADCP-CHFD2_ D

10# : GI-210610-0002

Cl Name : ABCABCUSESUP

|D# : CI-210526-0040 ID# : CI-210528-0041 1D# : CI-210608-0001 - =
Type : Server Type : Senver Type : Metwork Printer Type : Deskop
©l Name : ABGABCINESDFGI Gl Hame : Ganon Pixma G300 Cl Name : DDCP-CHFD4

D# : CI-210526-0022
Type : Laptop CI
Cl Name : ADGP-CHOP37

SCHEDULED PROBLEMS

Create Scheduled Problem- Scheduled ticket functionality benefits when there are some activities need to
be executed at regular intervals. Once a ticket is scheduled, new ticket will be created and assigned to the

specified support group automatically at the scheduled interval.

Navigate to Problem Module and click on ‘Create New’
Fill all * marked mandatory fields and click on ‘Schedule’.

3.
4. Displays scheduled dialog box, Select Scheduler Type, Schedule from Date & Time
5. Click on Submit

Schedule o
Once Daily | Weekly |

Schedule On Months *

1.
2.

[] January [] February [] March [] April
] May [ June [ July [ August
[] September [] October [[] November [[] December

I Schedule from Date & Time * I °

04/16/2020 22:31:07
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Deactivate Scheduled Problem - Scheduled ticket can be mark as inactive by unchecking the Is Active
checkbox.

L
2.
3. Click on Update

Knowledge Management

Knowledge Management Process helps the organizations to achieve their goals by making the best use of
knowledge. It is the process of creating, sharing, using and managing the knowledge and information of an

Navigate to Problem Module and click on ‘Scheduled Problems’

Click on respective scheduled ticket and uncheck Is Active checkbox

ADiTaas

-, Jagadeep Vudatha
ir‘:? e

ractice Manag
@ Problem

Create New

My wark (1)

My Group Wark (42)
Known Errors (8)
Closed (35)
Rejected (1)

All Problems (80)

Major Problems (0)

Scheduled Problems (3)

Scheduled Problems

scheduled 1d

Scheduled Type

4 | Once

Once

2 | Once

1-3of 3 items

Status
Inactive
Active
Active

<

Aaadds

m Column Visibility = 25 ~

Scheduled Date & Time
09/17/2020 14:28:58
09/17/2020 14:28:01

09/17/2020 14:26:52

Scheduled Details

Title
Exchange Server Down
Intermittent Network lssug

RAM Upgrade

Requestor Name
venkatesh vudatha

venkatesh vudatha

venkatesh vudatha
v

~

>

organization. This guide helps how to create a KB article and search in application.

CREATE AN ARTICLE

There are two ways of creating knowledge articles.
From Main Menu, go to Knowledge Module = Click on ‘Create New’

2.

Displays a new Article creation page
3. Enter all * marked mandatory fields.

a. Client Name- This is a mandatory field and data is auto populated with client information.

b. Status- Mandatory field. There are different status available throughout the life cycle of Article.

Initially all articles will be in ‘DRAFT’ Status.
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c. Category/ Sub Category/ Item- Mandatory fields. These fields helps to classify the type of
article to be logged. Select the relevant category, subcategory and item to which article can be
grouped.

d. Problem Title: Provide a relevant title to the article.
e. Problem Description: Provide a detailed description of article.
Assigned Group- Mandatory field. Select appropriate support group to work on article.

g. Technician Name- Agent can select the Technician from the list of agents from the selected
Assigned Group which are displayed.

h. Source- Mandatory field .It indicates source through which article is logged
i. Type- Articles will be grouped depend on the selected article type.
j- Available for - There are 3 types visibility options provided.

e All- Created article will be visible to all

e Agents Only- Created article will be only visible to agents.

e Self-User only- Created article will be only visible to agents.

k. Configuration Item- Optional field. Related CI can be added to the ticket.

1. Tags- New Tags can be added to article, which will help in searching article via ‘Search related
items’.

m. Additional Link- Optional field. Any related reference link can be added in this field.

n. Opened Date: System auto captures date and time when article is created.

o. Opened By: System auto captures name of the agent/ end user who has created the article.

p- Article Image: Add a relevant image to article.

q. Solution: Content/solution for the article. A preview of the content appears when browsing and
searching for knowledge article
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- J
Anl'l'aas = Enter ticket number and search T W T
CONQUERING COMPLERITY o

~
ﬂ""l ) Jagadeep Vudatha Create Knowledge Article Add Attachment
L Js Practice Manager
A  Client Name * Status *
B knowledge | Allled - DRAFT -
Category/Sub Category/item * Problem Title *
By Status -
L
By Type -

Al Articles (30) Problem Description *

Scheduled Articles (0) Paragraph v B I D2 = = @ ek By = o

Calendar View

& problem
@ change
@ Release
£ Task
o Interaction

Assignment Group * Technician Name Source * Type *
g cmoe

Choose one o Choose of v Choose one - Cheose one -

() chatBot

Available For * configuration Item Tags
D Live chat Choose one . *hoose one . -
g Intergration Hub Additional Link Opened By Opened Date
oo
oo Visual Boards Jagadeep Vudatha L] 06/14/2021 17:26:48

Article Image

Browse... | No file selected

Or Drag It Here.

solution
Paragraph v B I =} = =@ & @B~ o
-
v ° hs

4. Once all the required mandatory are filled, then click on Submit button.
5. Click on Add attachment button to add attachment during the ticket creation

6. New Article will be created with unique ID.
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= Enter ticket number and search ® A Q‘ ﬂ’u 4:0:}

& View attachment(s) =

Edit Knowledge Article - KB-201020-0003 I

A GG D Activity Log || @ Approval (0)
BT Knowledge -

Craats New Client Name * Status *

By Status = Allied - LIVE -

By Type -
Calegory/Sub Calegory/ltem * Problem Title *
Al Articles (30)

SOFTWARE/SOF TWARE INSTALLATION/MICROSOFT OFFICE How 10 Set Up Microsoft Teams
Scheduled Articles (0) v 4 & W 10 Set Up

Calendar View Problem Description *
& Pproblem Paragraph B ITiZ i == @ w By o

@ Change Microsoft Teams directly competes with Slack and will replace Skype for Business, as a premier collaborative communications platform for large and small
@ businesses. Se1 up an organization in Teams and invite your calleagues 1o start chatting, sharing, and integrating,
Release

" Task
o Interaction
@ cmos

() chatBot Assignment Group * Technician Name Source * Type *

D Live chat Service Desk o- n a- INTERNAL - HOW DO | -

@ Intergration Hub Avallable For + Configuration ltem Tags

EE Visual Boards ALl N " - N

- Additional Link Opened By Opened Date
[EE] Knowledge Pe Y Pe!

hittps:#rwww howtogeek com/660743/how-to-set-up-microsoft-teams/ Priya Lewis o 06/14/2021 17:28:05
Create New

By Status -

By Type -
Al Articles (30) !
Scheduled Articles (1) [

Calendar View
& Pproblem
@ change
@ Release
9 Task

7 Interaction

@ cmos \J/

L

| Browse... Mo file selected.

Article Image

[T ChatBot

Live chat

e Or Drag It Here.

B3 interaration Hub v v
b Solution *

'Ti." Jagadeep Vudatha

s P Manager

Faragraph (B I T2 E = @ B o

EE Knowledge
Direct any browser 1o “teams.micrasoft.com” and sign in 10 your Microsoft account, You can create an account for free if you dont already have one.

Creats New

By Status -

By Type - .
B2 Microsoft
All Articles (30)

Scheduled Articles (0) Sig nin

[L, phone

Calendar View

& Pproblem
@ Change
@ Release
£P Task

W Interaction

@ cwmos

(D) chatdot once you're signed in 1o your Micrasofl account, select "Get The Windows App” to download and install the app on your Windows, mac0s, [0S, Android, or

Linux device.
3 Live Chat
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LIVE ARTICLE
To make any article live, change article status to Live. Live article will be visible to agents and self- users.

VIEW ARTICLE
e Agents can view all article under my favorites - Article Catalog
e Particular articles can be search either by clicking on Article Type or using Search
option

/IDiTaas "ad0T

@) e vuseta Article Catalog e

)¢ Practice Manag

e ). u BB How o1

Unable to Sign PDF Printer/Scanning - HP Printer/S. Install Visual Studio Access Network Folder

Caller's Page

My Tickets (1259)
My Work (742)

My Group Work (1668)

My Tasks (1)

My Group Tasks (16)

Open - Unassigned (872)

My Approvals (6) Reader lets you sign PDFs and This process will install the How to Download and Install Access Network Folder
My Group Approvals (80) incorporate that signature into correc.t driver for printing and Visual Studio
the file. If you are viewing a PDF scanning via the HP MFP M425
VIP Tickets (428) on the web, download the PDF and M426 printer. This will also
P1/Critical Incidents (63) first before you sign it. Some... setup scanning directly into...
Operrinessigned Moldonte (779), 6/14/21, 5:55PM 9/4/20, 6:12 PM 9/4/20, 8:09 PM 9/4/20, 8:09 PM
Open-Unassigned Requests (15)
@0/®0 Read more @11/82 Read more @0/W4 Read more @6/® Read more

Article Catalog

e C(Create/edit a ticket, click on Search related items—> type any relevant title or
tags and click on Search icon. All related live articles will be visible.

» .
/biTaas *ad®
‘ .‘u Jagadeep vudatha Create New Incident *ommaon Incidents - m Search Related Items =

4 Je Practice Manager

Enter ticket number and search

MAIN MEHU a  Client Name * Requestor Name * Location Related Items

&7 Dashboard Allied - y05€ Of Qo - Choose one °| leams xQ |

E] My Mailbox Category/Sub Category/lem * Status * » Knowledge (2) e
¥ My Favorites L] OPEN How 1o Invite People 1o Your

Organization In Microsoft Teams

Motification Mode Impact = urgency *
@0/ 0

P1/Critical incidents (63)

Channel * Assignment Group * Technician Name
My work (5) How 1o Set Up Microsoft Teams
PHONE - Choose one o~ “hoose on
My Group Work (820}
Open - Unassigned (775) Alternate Location
@0/
Resolved (3) ea
Closed (211)
Flags
Rejected (20) .
scheduled Incidents (5)
Galendar View NEFCR Description Vendor Ticket Number Email Response
wisual Board -
Choose one v month/day/year hours: .
Archived Incidents ° vye . Q v
v

e View the article and click on Link to bond particular article to selected ticket.
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How to Set Up Microsoft Teams ﬂ x

o

1 Reviews
(1[5 W L APTOP DESKTOP, PRINTERS,

Problem Description:
SubCategory: _HARD SOFTWARE|

Microsoft Teams directly competes with Slack and will replace
Skype for Business, as a premier collaborative communications
platform for large and small businesses. Set up an organization in
Teams and invite your colleagues to start chatting, sharing, and
integrating

Solution:

Direct any browser to “teams.microsoft.com” and sign in to your
Microsoft account. You can create an account for free if you don't

already have one

B® Microsoft

Sign in

Sign-in options

Back

WRITE/ VIEW REVIEWS
Click on Reviews to view the existing reviews.

How to Set Up Microsoft Teams
:

» Adding a printer to a users PC
Nov 24, 2020

Erbler Decalpilan: » Unable to connect Remote Desktop
Microsoft Teams directly competes with Slack and will replace Skype for Business, as a Mov 23, 2020
premier collaborative communications platform for large and small businesses. Setup an N
organization in Teams and invite your colleagues to start chatting, sharing, and integrating » Start a video meeting from Meet

Nov 23, 2020
Solution: Printer/Scanning - HP Printer/Scanning setp for Windows

Direct any browser to "ieams microsoft com® and sign in to your Microsoft account. You can
create an account for free if you don't already have one

E® Microsoft

Sign-in options

Back Mext

0 machines
Oct 26, 2020

SubCategory:

1. To add/edit review, click on Write/ Edit Review
2. Provide rating by clicking on starts and provide feedback by writing in comment section.
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3. Click on POST

How to Set Up Microsoft Teams

L8 8 8 & §

Self User

Created on: Ocr 30 2020, 243:48 PM
Useful It

1 8 8 8 & |

How to Set Up Microsoft Teams

Ratings
) & & & i

Good !!

RETIRE ARTICLE
To remove any article from catalog or mark it as inactive, change status to ‘Retired’. Article will be removed
from the catalog.

CREATE KB FROM INCIDENT/PROBLEM

While resolving any incident/problem there is an option provided as ‘Create KB Article’ in resolution tab
to create an article.

If Create KB Article checkbox is checked while resolving the incident/problem, then Incident/Problem
Title will be mark as Article Title, Incident/Problem Description will be mark as KB Problem description in
article and resolution will be added as Solution. Article will be by default created in Draft status.
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Edit Incident - IN-201029-0003 [ acion- |

Ticket Details | "D Activity Log = Task (0) Approval (0) & Links (0) © More Info £ Impacted CI (0)

= Resolution
Resolution Method Resolution Criteria* Caused By* Resolution CI
X 3RD PARTY - AD-HOC REPORTS A CANCELLED / NO ACTION REQUIRED v Choose one Q-

Resolved By* Resoluticn Date and Time*
UKBC Admin [[] Create KB Article

Watch List Email Id
Add Email Ids
Resolution Comments*

Paragragh v B I Z 2= <= @ @y o

Resclution steps are as below.
1.stop the application
2. write following commands

3.start application

Ticket Detaills | ‘D Activity Log | 7= Task(0) = @ Approval (0) ¢ Links (0) ¥k Known Error || %% Impacted CI (0) <}, Problem Closure

» Problem Closure

Resolution Method Resolution Criteria* Caused By* Impacted CI*
Choose one - Choose one [+ IR Choose one v Choose one Q-
Resolution Date Identified* Closed By* Closed Time*

Jagadeep Vudatha 06/26/2021 07:04:32 [ ] Creale KB Article

Resolution Recommendations*

i

il
n

i

Paragraph v B I @ = = L «w A B © <

ADD NOTES
1. To add any additional information or work logs to ticket, click on Action = Add Notes.
2. Add Notes dialog box will open,
3. Click on checkbox to select required action items available on notes window
a. Internal Notes: Notes will be visible only agents. By default added notes will be visible for
both agents and end users.
b. Email this note to technician: Email notification will be sent to assigned technician with
added notes.
c. Email this note to support group: Email notification will be sent to all members of ticket
assigned group with notes.
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d. Watch list: This functionality enables technician to add any email id to keep posted with
ticket updates. Once email id is added to watch list, all noticeable members will receive
notification on any status change, on notes added and on resolution of the ticket.

4. Enter the required comments/images/screenshots in the Notes section and click on Add Notes.

Add Notes

Internal Notes

| watch List Email 1d |

MNotes *
Paragraph ~

Warking on this case.

Troubleshooting steps;

Email this note to Support Group

Email this note to Technician

Email this note to Requestor

T e S @ e By o

Add Notes Cancel

c*

X

Added information will be visible in Activity Log.

ADD ATTACHMENT:

1. To add an attachment to a ticket, click on Action 2 Add Attachment.

2. On clicking will open up a new window.
3. From the file chooser window, choose the file to be attached or directly drag and drop the

attachment to add.

4. Click open to upload the attachment.
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Add Attachment x

——————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————

Or Drag It Here.

______________________________________________________________________________________________________________________________________

File Name Attached By Attached On
O Export (8).xlsx Jagadeep Vudatha 04/16/2020 11:00:57
o Export (9).xlsx Jagadeep Vudatha 04/16/2020 10:59:08

All Uploaded attachments will be visible Under ‘View Attachment’ tab.

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment from the “Add Attachment” window
and click on ‘Delete Attachment’.

Add Attachment b4

| Browse... | No file selected.

K

Or Drag It Here.

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close

To quick delete an attachment , click on ‘View Attachment’ tab and go to respective attachment click on
‘X’ placed next to it.
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Edit Knowledge Article - KB-210614-0001 P ——
D Activity Log | @ Approval () & New Text Document.txt

SEND MAIL:
1. To send an email from ticket, click on Action = Send Email.
2. New email template will be displayed, user email id and ticket id will be auto populated in ‘To’ and
‘Subject’ fields respectively. Attach any files by clicking the choose files.
3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.

New Email - From - aditaasusdemo@allieddigital.net x

To* Cc

Proper Email is required
Subject *
Knowledge Article [ KB-210614-0001 ]

Description *

Paragraph v|/B I @ @Z Z = = @ e By By © &

SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like
contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whomever you want to remind.

Edit Knowledge Article - KB-210614-0001
‘D Activity Log @ Approval (0) B add Notes

& hdd Attachment

Client Name * Status * 2 Send Email
Allied - LIVE B set Reminder .
B show Reminders
Category/Sub Category/item * Problem Title * a
Print

1. To a set reminder, click on Action = Set Reminder.
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N

Set reminder dialog box is displayed. Enter the Subject and Comments in box.
Select checkbox, if required to send an email notification regarding the notification.
4. In select applicable option from ‘To Whom’ drop down list.
¢ Remind me - Reminder will be set for logged in agent.
e Support Group Members- Reminder will be set for selected support group.
e Some else - Provides option to set a reminder to specific person.
5. Remind Time -Select date/time to set a reminder.

W

Set Reminder x
Subject *
Comments *
Y
|| send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 06:00:00

SHOW REMINDERS

All scheduled reminders will be visible under Action 2 Show Reminders as well as on Calendar view.

‘D Activity Log & Approval (0) B add wotes
& Add Attachment

Client Name * Status * = Send Email
Allied . LIVE B Set Reminder
f Show Reminders
Category/Sub Category/item * Problem Title * a
Print

Show Reminders

Notes Subject Scheduled Date & Time Follow Up Type Set By

A

Follow up for approval Follow up for approval 06/24/2021 17:46:00 Remind Me Jagadeep Vudatha

n 1-10f1items
Deactivate Reminder Cancel
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PR-210301-0001 s O Q' ﬂ;'y {O:}

AbiTaas

ﬂ""ip Jagadeep Vudatha Calendar View Reminder Scheduled |
i'e Practice Manage:

~ < 0 June 2021 Month  wesk  Day | List
EE) Knowledge

Creale New SUN MON TUE WED THU FRI SAT
By Status -

By Type -

All Articles (32)
Scheduled Articles (0)

Calendar View
@ Problem
@ Change
@ Release
£ Task
J Interaction
@ cmoe

20 21 22 23 25 26

() chatBot 5:46p KE-210614-0001

[3 Live Chat
g Intergration Hub
88 visual Boards

@ Reporting v 4 w

Deactivate the Reminder
Scheduled reminder can be deactivated with simple following steps.

1. Go to Action>Show Reminders
2. Select reminder by clicking on checkbox and click on Deactivate Reminder
3. Reminder Status will be marked as deactivated.

Show Reminders )(
Notes Subject Scheduled Date & Time Follow Up Type Set By
Follow up for approval Follow up for approval 06/24/2021 17:46:00 Remind Me Jagadeep Vudatha
v
< >
n 1-10f 1items

PRINT A KNOWLEDGE ARTICLE
If you want to print an article, open required article need to be print,
Go to Action menu = Click on Print

Tool will display a print preview option. Print will display ticket details, activity log along with resolution
details.

Click on Print
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Edit Knowledge Article - KB-210614-0001

m ‘D Activity Log @ Approval (0)

B Add Hotes

& Add Attachment

Client Name * Status * B Send Email
Allied - LIVE B st Reminder .
B show Reminders
Category/Sub Category/Hem * Problem Title *
& Print |
Knowledge Details H
CONQUERING COMPLEXITY
Number : KB-210614-0001 Client Name : Allied
Problem Title : Unable to Sign PDF Status : LIVE
Opened By : Jagadeep Vudatha Opened Date : 06/14/2021 17:35:06
Category : SYSTEM Sub Category : MONITORING
Item : ALERT Source : INTERNAL
Type : GEMERAL Available For : ALL
Configuration Item : Tags : Sign,PDF
Assignment Group : Service Desk Technician Name :

https://helpx.adobe.com
/reader/using/sign-

Additional Link : pdfs.html

QUICK LINKS TO CREATE TICKETS FROM KB ARTICLE

Following links helps to create other module tickets from article.

Edit Knowledge Article - KB-210614-0001

D Activity Log | & Approval (0)

Client Name *
Allied

Calegory/Sub Category/Item *
SYSTEM/MONITORING/ALERT

Prablem Description *

B I @ =2 |= =|u

Paragraph w

Status *
- LIVE
Problem Title *
F Unable 1o Sign PDF
w By By <

Reader lets you sign PDFs and incorporate that signature into the file. If you are viewing a PDF on the web, download the PDF first before
documents have security applied that prohibits electronic signatures. Primt such documents and then sign the printed copy.

B AddNotes

& 2dd sttachment
= send Emall

i set Reminder

B Print

& New Incldent

£ New Request
=% Mew Changs
New Problem

v New Approval

New Incident

Allows to raise a new incident ticket from knowledge article. Article will be linked to the Incident.

Go to Action = New Incident
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Client Name *

Allied

Notification Mode

Channel *

PHONE

Alternate Contact *

Flags

Create New Incident

Requestor Name *

Category/Sub Category/Item *

- Jagadeep Vudatha
Impact *
v LOW
‘Assignment Group *
- Choose one

Alternate Location

Location
200 W~ Mahape
Status *
E 3 OPEN
Urgency *
v LOW

Technician Name

e- Choose one

(i 2=

oo

Contact No.

- 13104620926

Preferred Contact

v Primary
Priority *
- P4

Configuration Item

- Choose one

A

New Request

Allows to raise a new request ticket from knowledge article. Article will be linked to the Request ticket.

Go to Action > New Request

Create Request

Client Name *

Allied

Category/Sub Category/tem *

Urgency *

LOwW

Technician Name

Vendor Ticket Number

short Description *

Requestor Name *

Choose one ag -

Priority *

P4 0 -
Configuration Hem

cr £ 0 -
Opened By

Jagadeep Vudatha [ ]

Location

Choose one
Status =

OPEN

Channel *

PHOME

Alternate Contact

Opened Date

06/24/2021 16:58:41

Add Attachment

Contact No.

Impact *

LOW -
Assignment Group *

Choose one i B
Alternate Location

eq

New Problem

Allows to raise a new problem ticket from knowledge article. Article will be linked to the problem ticket.

Go to Action = New Problem
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Create Problem

Client Name *

Allied -

Preferred Contact

Primary X v
Impact *
LOW hd

Technician Name

Choose one -

Opened Date

06/24/2021 17:00:43

RCA Date |dentified

month/day/year hours: ...

Problem Description *

Requestor Name *

Choose one Qo -
Status *

OPEN hd
Urgency *

LOW -

Configuration ltem

Choose one -

Alternate Contact

Notification Mode

Add Attachment m Search Related Items ~

Location
Choose one

Category/Sub Category/Item *

Priority *

P4

Channel *

Choose one

Alternate Location

Is Major *

No

eQ

Contact No.

]

Assignment Group *

Choose one o-
Opened By

Jagadeep Vudatha Li ]
Vendor Ticket Number
Problem Manager

Choose one -

New Change

Allows to raise a new change ticket from knowledge article. Article will be linked to the change ticket.

Go to Action > New Change

Create Change

Client Name *

Allied v

Category/Sub Category/Item *

Priority *

P4 -

Primary Cl

Choose one -

Short Description *

Change Initiator *

Choose one Qo -
]
Change Type *
Choose one v
Opened By
Jagadeep Vudatha o

Location *
Choose one

Impact *
Low

Assignment Group *

Choose one

Opened Date

06/24/2021 16:59:43

Status *

OPEN -
Urgency *

LOW -

Change Owner

Choose one -

KB ARTICLE ACTIVITY LOG

Activity log captures all actions performed on article from article creation to closure with date/time stamp
along with user id. All modification performed on article are auto captured.

Note: Logs in the tool protected from alteration after-the-fact.
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APPROVALS

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Create New

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Enter all * marked mandatory fields.

Edit Knowledge Article - KB-210614-0001
KB Details || '® Activity Log

» Approva
Approval ID Status Comments Sequence Of Approval |

~

Approval For Status * Approval Group * Appraver

KB-210614-0001 OPEN v Choose one L B Choose one A
Submitted Date Sequence Of *

06/24/2021 17:05:48 1
Comments *

Paragraph v|B I @ Z 1Z = = @ e Ay By < o

On submitting a request for approval, approver will receive an approval mail with a link to approve or
reject the request.
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& New Text Document.txt

Approval For Status * Approval Group * Appro .

KB-210614-0001 OPEN - Regional Approval Group [ B Jagadeep Vudatha *@Q~
Submitted Date Sequence Of *

06/24/2021 17:07:50 1

Approver Comments *

Paragraph v B I @ @Z i = = @ w By By < o
Comments *

Paragraph v B I @ T ! = = @& & By By o o
Kindly provide approval

Reject Update Cancel

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can
open the approval and click on Approve or Reject.

Detach Approval

To detach any approval, click on ‘Detach Approval’ and enter the reason for detach.

Edit Knowledge Article - KB-210614-0001
KB Details | D Activity Log

» Approval ‘ Detach Approval ‘

Approval ID Status Comments Sequence Of Approval |

A

Do you want to detach the selected linked Approvals?

Yes Mo
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Reason For Detach *®
Paragraph v B I @ Z ;= = = @& e By By o o

Change Management

Change Management is responsible for controlling the lifecycle of changes. Its primary objective is to
enable beneficial Changes to be made, with minimum disruption to IT Services.

LOGGING CHANGE REQUEST

To create a new change request,

1. From main menu, go to Change Module - Click on ‘Create New’
2. Displays a new change request creation page
3. Enter all * marked following mandatory fields.

a.
b.

Client Name- This is a mandatory field and data is auto populated with client information.
Change Initiator- Mandatory field. Select contact details of user who has requested for change.
If user information is not present then new contact can be created by using add contact feature.
You can use search button to find the existing contact.

Location- Mandatory field. Auto populates user location from system.

Category/ Sub Category/ Item- Mandatory field. This fields helps to classify type of change
requests logged. Select the relevant category, subcategory and item to which change can be
grouped.
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e. Status- Mandatory field. There are different status available throughout the life cycle of change
request. Initially all ticket will be set to ‘OPEN’ Status.

f. Priority- Mandatory field .By default change priority is set to ‘P4’. Depend on impact and
urgency of the change agent can change the priority.

g. Impact- Mandatory field .Ticket impact can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend on
impact.

h. Risk- Mandatory field .Ticket risk can change to ‘HIGH’, ‘MEDIUM’ or ‘LOW’ depend on risk.

i. Change Type- Mandatory field .Change Type indicates type of change request. Values can be
NORMAL, EMERGENCY OR STANDARD.

j. Assigned Group- Mandatory field. Select appropriate support group to work on change. T

k. Change Owner- Assign ticket to individual. On clicking search option list of change owner
names will appears.

1. Primary CI- Optional field. Related CI can be added to the ticket.
m. Opened Date: System auto captures date and time when change is created.
n. Opened By: System auto captures name of the agent/ end user who has created the change.

o. Short Description: Provide a relevant title to the change that will exactly summarize the
change request.

p. Change Description: Provide a detailed description with any other associated details relevant
to the change.

q. Reason for change- Enter the reason for change implementation.

r. Risk and Impact Details- Risk impact is an estimate of the potential losses associated with an
identified risk. It is a standard risk analysis practice to develop an estimate of probability and

impact.
Risk and Impact Details
Availability Affects Public Facing Services Backup Available Users Impacted
Choose one v Choose one v Choose one v Choose one v
Previously Executed Backup Tested DR/Failover Available 3rd Party Support
Choose one v Choose one v Choose one - Choose one v

Backup Duration

Choose one -

s. Change Schedule- Enter the planned start date and planned end date from the calendar
selection icon.

Change Schedule
Planned Start Date* Planned End Date* Actual Start Date Actual End Date
month/day/year hours: .. month/day/year hours: ... month/day/year hours: .. month/day/year hours
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t. Mitigation and Test Plan- Mitigation plan outlines the planning process for identifying and
implementing actions to reduce or eliminate business losses/functions due to any type of
hazards. Test plan conveys how testing will be performed at a particular level or for a
particular type of testing.

Remediation and Test Flan

Test Plan Remediation Plan

Once all the required mandatory are filled and click on Submit button.

Click on Add attachment button to add attachment during the ticket creation

New change will be created with unique change ID and an email notification is sent to confirm
that the ticket has been logged.

.
= Enter ticket numbs A 4O A lT"‘ {CO}
~
Edit Change - CR-210624-0003 Search Relsted lems -
L RICTEAVHETEE D activity Log | & Schedule £ Impacted CI (0) = Task(0) @ Approval (0) o Links (0) A\ Risk & impact Analysis ¥ Remediation & Test Plan
Client Name * Change Initiator * Location * Status *
Allied - Jagadeep Vudatha 200 wir~ Mahape [ I QPEN -
Category/Sub Category/Item * Impact * Urgency *
software/Microsifi/excel Fy Low - LOW -
Priority = ‘Change Type * Assignment Group * Change Owner
P4 - EMERGENCY - Service Desk [ Choose one Q-
Primary Cl Opened By Cpened Date
Q- Jagadeep Vudatha o 06/24/2021 12:09:19
Short Description *
RAM Upgrade
Change Description *
Paragrap ~ B I @ = = = & « B-H- &
RAM Upgrade
Reason for change *
Paragrap v |B I @ = i == @ B 3 &
RAM Upgrade
Update Cancel
c v
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COMMON CHANGES

Creating individual form for each change template for the most frequently raised change such as, RAM
Upgrade, Server Upgrade etc. The fields can be pre filled with values so that a change can be created
instantly. Under Administration module all templates can be configured and during the change request
creation all configured templates will be displayed under common changes drop down.

Navigate to Change Module from left menu bar

Click on Create New, displays new change creation page

Select the required Create New template from common changes drop down
The fields can be pre filled with values

Enter the Requestor name and any additional information if any

Click on Submit

oV AW N

Database Migration

Client Name * Change Initiator * Status *

Server Upgrade

Allied - C ad QPEN o

CHANGE DATA GRIDS

My work/ My group work- Once change is logged, Agent can view change which are assigned to him
under ‘My Work’ and all the changes which are assigned to his groups are visible under ‘Group Work’ tab.

Go to Change module - Click on ‘My Work’ or ‘My Group Work’

d J
ADiTaas = | st "o e
ConouERING COMPLEEITY s
., Jagadeep Vudatha
"-‘a"l' Practice Manage My Group Work m column visibiity - [IRECIEY
@ Chenge ~ 1D Number Title Description change Initiator Category
Creata New = | CR-210624-0003 RAM Upgrade RAM Upgrade Jagadeep Vudatha wir  Software
My Work (1) - | CR210624-0002 d dathad di datha@gmail.c deep Vudatha TP Software
My Group Work (31) © CR210624-0001 Browser Compatibility 1s..  Descriplion*Browser Name... | Priya Lewis Software
Standard Changes (B} . " .
g @ CR210610-0001 Ad account locked Ad account locked Priya Lewis Software
Normal Changes (19)
@  CR-210605-0001  Laptop notworking Laptop not working Jagadeep vudatha TIp  Software
Emergency Changes (4)
allch @n © CR2103250002 Server Upgrade Server Upgrade Jagadeep Vudatha {iF  ENTERPRISE INFORMATION MANAGEM
anges (
Glosed (15) @  CR-210309-0001 Monthly Maintenance A..  Monthly Maintenance Activi.. | Priya Lewis HARDWARE
Rejected (3) © CR201217-0001 Upgrade Network Band..  Upgrade Metwork Bandwidth | Jagadeep Vudatha yIF HARDWARE
Scheduled Changes (4) @ CR-201127-0003 Monthly Maintenance A..  Monthly Maintenance Activi.. | Nick McDonald HARDWARE
Calendar View © | CR-201120-0002 Upgrade Network Band... Upgrade Network Bandwidth | Jagadeep Vudatha yiP  HARDWARE

Standard changes - Displays list of Standard changes.
Normal Changes- Displays list of Normal changes.
Emergency Changes- Displays list of Emergency changes.
All Changes - Displays list of all changes.

Closed - Displays all closed changes.

Rejected - Displays all rejected changes.

Scheduled Changes - Displays all scheduled changes

Calendar View- Displays scheduled problems, set reminders on calendar view
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EDIT/ UPDATE CHANGE

On successful creation of ticket, system will generate unique ticket id. Ticket id starts with date and
number. CR indicates change ticket.

Agent can perform more actions on edit change screen, where agent can modify the information in the
screen and click on Update button to save the changes.

ADD NOTES
1. To add any additional information or work logs to ticket, click on Action = Add Notes.
2. Add Notes dialog box will open, Enter comments and click on Add Notes

D Activity Log Schedule | % Impacted CI (0) = Task(0) = @ Approval (0) pact Analysia

& Add Attachment

Cliem Name * Change Initiator * Location * B Send Email
Allied v Jagadeep vudatha 2Q@ T~ mahape 0 B set Reminder -
8 Print
Category/Sub Category/ftem * Impact * B Copy as New
Software/Microsift/excel I LOW - Mew Article ¥
Priority * Change Type * Assignment Group * & New Task
P4 - EMERGENCY - Service Desk 0 - B NewProblam Q-
£ New Incident
Primary CI Opened By Opened Date
& Mew Request
Choose one Q- Jagadeep Vudatha [:] 06/24/2021 12:09:19
" Mew spproval
Add Notes b4
[ ] Internal Notes [ | Email this note to Requestor
[ ] Email this note to Support Group [ | Email this note to Technician
Watch List Email Id
Add Email Ids -
Notes *
Paragraph ~ B I Z i = = [ e A~ ©

Implementation team is working on this on this request

Add Notes Cancel

Added information will be visible in Activity Log.
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ADD ATTACHMENT:

1. To add an attachment to a ticket, click on Action 2 Add Attachment.
2. On clicking will open up a new window.

3. From the file chooser window, choose the file to be attached

4. Click open to upload the attachment.

Edit Change - CR-210624-0003 Search Related ftems +
- ) L i ) B add Notes )
B Ticket Details  JOFYs TR R Schedule | ¥ Impacted CI(0) £= Task(0) | @ Approval (0) i mpact Analysi

& Add Attachment

Client Name * Change Initiator * Location * & Send Email
Allled - Jagadeep vudatha Q@ W~ Mahape o~ & set Reminder -
8 Frint
- "
Category/Sub Category/ftem Impact B Copy as Hew
Software/Microsift/excel I's LOwW - New Article -
Priority * Change Type * Assignment Group * & MNew Task
P4 - EMERGENCY - Semvice Desk @~ B MNewProblem Q-
£ New Incident
Primary Cl Opened By Opened Date
£ New Request
Choose one Q- Jagadeep Vudatha [ ] 06/24/2021 12:09:19
" Mew Approval
Add Attachment x
P s m e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e s S e EEE .- - b

No file selected.

Or Drag It Here.

K

File Name Attached By Attached On

Delete Attachment Close

All Uploaded attachments will be visible Under ‘View Attachments’ tab.

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment and click on ‘Delete Attachment’.
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Add Attachment b 4

[ Browse... | No file selected.

R

Or Drag It Here.

File Name Attached By Attached On

MNew Text Document.txt Jagadeep Vudatha 06/24/2021 17:44:09

Delete Attachment Close

To quick delete an attachment , click on ‘Attachment’ tab and go to respective attachment click on x’
placed next to it.

Edit Change - CR-210624-0003 Search Related ltems =

¢ & New Text Document.t

RGO Activity Log || & Schedule £ impacted CI (0) = Task(0)

SEND MAIL:
1. To send an email from ticket, click on Action = Send Email.
Edit Change - CR-210624-0003 Search Related ftems +
D) Activity Log Schedule | € Impacted CI (0) £= Task(0) | @ Approval (0) d B AddNotes mpact Analysia
& Add Attachment
Allled - Jagadeep vudatha 2QO WiF ™ Mahape 0~ & set Reminder v
8 Frint
Category/Sub Category/item * Impact * W Copy as New
Software/Microsift/excel I's LOwW - New Article -
Priority * Change Type * Assignment Group * & New Task
P4 - EMERGENCY - Semvice Desk @~ B MewProblem a-
£ New Incident
Primary Cl Opened By Opened Date
£? Mew Request
Choose one Q- Jagadeep Vudatha [} 06/24/2021 12:09:19
" Mew spproval

2. Compose email, user email id and ticket id will be auto populated in ‘To’ and ‘Subject’ fields
respectively. Attach any files by clicking the choose files.
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New Email - From - aditaasusdemo(@allieddigital.net x

To* Cc

jvudatha@allieddigital.nef

Subject *

Change [ CR-210624-0003 ]

Description *

Paragraph v B I & = iZ

M
Il
EJ
=
<
El
<
)
!

3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.

SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like
contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whomever you want to remind.

Edit Change - CR-210624-0003 Search Related ftems =

. . Add Notes:
Wl CRrEIE D Activity Log | B Schedule QImpacted CI{0) = Te . i || & Links (D) A\ Risk & Impact Analysi

& Add Attachment

Client Name * Change Initiator * Loi B Send Email Status *

allied - Jagadeep vudatha 2QQ TiF ~ B set Reminder o - OPEN .

ﬂ Show Reminders

Category/Sub Category/item = Imy B Fint Urgency *
Software/Microsift/excel '} L W copyas Mew hd LOwW -
Priority * Change Type * nst B Newaricle Change Owner
P4 - EMERGENCY . o & NewTask o- o a-
Mew Problem
Primary Cl Opensd By Op
& Mew Incident
( e one q - Jagadeep Vudatha [:]
& New Request
short Description * w New Approval

1. To a set reminder, click on Action = Set Reminder.
2. Set reminder dialog box is displayed. Enter the Subject and Comments in box.
3. Select checkbox, if required to send an email notification regarding the notification.
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4. In select applicable option from ‘To Whom’ drop down list.
a. Remind me - Reminder will be set for logged in agent.
b. Support Group Members- Reminder will be set for selected support group.
c. Some else - Provides option to set a reminder to specific person.

5. Remind Time -Select date/time to set a reminder.

Set Reminder x
Subject *
Comments *
Y
|| send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 06:00:00

SHOW REMINDERS

All scheduled reminders will be visible under Action & Show Reminders as well as on Calendar view.

Edit Change - CR210624-0003 p—r——
‘D Activity Log | B Schedule Q Impacted CI(0) #=Te W Add Notes | || & Links (D) A\ Risk & Impact .I‘\nal)-sia

& Add Attachment

Client Name * change Inftiator » Lot B Zend Email Status *
Allied - Jagadeep Vudatha 200 yip~ M 8§ Set Reminder o - OFEN -
+ "
Category/Sub Category/ltem Imj B Print Urgency
Software/Microsifl/excel [ L I copyasNew - Low N
Priority * Change Type * as B NewAricle Change Owner
P4 . EMERGENCY . ¢ & MewTask o- R a~
B New Problem
Primary CI Opened By Op

£ New Incident

Choose one Q - Jagadeep Vudatha ] )
& MNew Request
Short Description * " Mew Approval
Show Reminders )(
Notes Subject Scheduled Date & Time Follow Up Type Set By
Follow up call at 7 pm Follow up call at 7 pm 06/24/2021 19:00:00 Remind Me Jagadeep vudatha ~
v
< >

n 1-10f1items
Deactivate Reminder Cancel
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Deactivate the Reminder

Scheduled reminder can be deactivated with simple following steps.

Show Reminders x
Notes Subject Scheduled Date & Time Follow Up Type Set By
Follow up call at 7 pm Follow up call at 7 pm 06/24/2021 19:00:00 Remind Me Jagadeep Vudatha ~
~
< >
- 1-10f1items
Deactivate Reminder Cancel

1. Go to Action>Show Reminders
2. Select reminder by clicking on checkbox and click on Deactivate Reminder
3. Reminder Status will be marked as deactivated.

PRINT A CHANGE REQUEST
If you want to print a change ticket, open required change ticket need to be print,

Go to Action menu = Click on Print

Tool will display a print preview option. Print will display ticket details, activity log along with closure
details.

Click on Print

LRI ChLETEN D Activity Log || EiSchedule € impactedCl(0)  #= Te W addnotes | | @ Links(2) 4\ Risk & Impact Analysiu

& Add Attachment

Client Name * Change Inltlator * Lo« B send Email Status *
Allied - Jagadeep Vudatha S0 ViF~ j, B set Reminder o - OPEN -
. ’ * b

Category/Sub Category/lem Imj " Copy a8 New uUrgency
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CR-201217-0001

Client Name :

o

Allied

Jagadeep Vudatha

Opened Date :

12/17/2020 13:0313

jwudatha

Change Initiator :

Jagadeep Vudatha

Mahape

|agadeep.vudatha@gmail.com

13104620926

Primary CI :

HARDWARE

Sub Category :

MACHINE SHIFT

Status:

Low

Priority

P4

MEDIUM

Change Type:

MNORMAL

Service Desk

Change Owner :

upgrade Network Bandwicth

Upgrade Network Bandwidth

Reasaon for Change

Planned Start Date :

12/18/2020 00:00:00

Planned End Date :

12/19/2020 00:00:00

Actual Start Date

Actual End Date :

Availability :

Risk & Impact Analysis :

Affects Public Facing
Services :

Backup Available :

Users Impacted :

Previously Executed : Backup Tested : &
DR/Failover Available : 3rd Party Support :

Backup Duration :

Backout & Test Plan : |

Test Plan: | Backout Plan: |

aﬂn’ m‘ 00

Email Sent On 06/15/2021 16:24:26 by user = Jagadeep Vudatha

From :» aditaasusdemo(@allieddigital net
To - jagadeen vudatha@gmail.com
Subject : Change | CR-201217-0001]
Attachments :- index png

Mail Body :

Kindly provide mare information

|ttachment added on 06/15/2021 13:08:55 by user = Jagadeep Vudatha

Attachment Namae:- fil-and-sign.png, Added by user = Jagadeep Vudatha

|ttachment added on 06/15/2021 13:03:09 by user = Jagadeep Vudatha

Attachment Namae:- index.png, Added by user = Jagadeep Vudatha

MNotes added on 06/15/2021 12:55:49 by user = Jagadeep Vudatha

Implementation team is working an this request.

COPY AS NEW

Copy As New copies the details of an existing change record to a new change record. Instead of re-entering
all the information for new user

1. Click on Action - Copy as New
2. Copy As New dialog box will open to enter the Requestor Name
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Edit Change - CR-210624-0003 Search Related Items -
) . Add Mot
D Activity Log Schedule | 8 Impacted CI (0) = Task(0) | @ Approval (0) d § e mpact Analysi
& 2dd Attachment
Client Name * Change Initiator * Location * = Send Email
Allied - Jagadeep Vudatha Q@ TiF~ Mahape 0 - # set Remindr -
& Print
Software/Microsift/excel ' LOW - New Article -
Priority * Change Type * Assignment Group * 2 Mew Task
P4 - EMERGENCY . Service Desk © - B New Problem a-
£ New Incident
Primary CI Opened By Opened Date
£ Mew Request
Choose one Q- Jagadeep Vudatha [i] 06/24/2021 12:09:19
" Mew Approval
Copy As New b4
Requestor Name *
Priya Lewis av
Create Cancel

3. Search and select required Requestor Name and Click Submit.

QUICK LINKS TO CREATE TICKET FROM CHANGE
New Request
Allows to raise a new request ticket from change ticket.

Go to Action > New Request

cdtchange - cR210624000
. : Add Noti
N dvGTEN D Activity Log Schedule | X Impacted CI {0} = Task (0) = @ Approval (0) d B o mpact Analysia
& 2dd attachment
Client Name * Change Initiator * Location * = send Email
Allied - Jagadeep Vudatha ZQ© TiF~ Mahape 0 - i set Reminder -
& Print
Category/Sub Category/item * Impact * B Copy asNew
Software/Microsift/excel ' LOW - Hew Article -
Priority * Change Type * Assignment Group * £ New Task
P4 - EMERGENCY - Service Desk o~ B NewFroblem a-
& New Incident
Primary CI Opened By Opened Date
Choose one aQ - Jagadeep Vudatha [ ] 06/24/2021 12:00:19
+ New Approval

New Task

Allows to raise a new task ticket from change ticket.
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Go to Action = New Task

Edit Change - CR-210624-0003

. Add Mot
A TR D Activity Log Schedule | ¥ Impacted CI(0) = Task (0) | @ Approval (0) d n o mpact Analysi
& 2dd attachment
client Name * change Initiator * Location * & Send Email
Allied - Jagadeep vudatha ZQ@ TiF~ Mahape 0 - i set Reminder -
& Print
Category/Sub Categorys/ item * Impact * B Copy asNew
Software/Microsift/excel 4 Low ¥ Hew Article N
priry Change Ty Assignment raup
P4 - EMERGENCY - Sefvice Desk @~ B NewPrablem a-
& New Incident
Primary Cl Opened By Opened Date
£ New Request
Choose one Q - Jagadeep Vudatha (i) 06/24/2021 12:00:19
" New approval
New Approval

Allows to raise an approval ticket from change ticket.

Go to Action > New Approval

Edit Change - CR-210624-0003

Client Name *

Allied -

Category/Sub Category/liem *
Software/Microsift/excel
Priority *
P4 -

Primary CI

Choose one

Schedule 0t Impacted CI (0)

Change Initiator *

Jagadeep vudatha 200 fiF~

4
Change Type *
EMERGENCY v
Opened By
Jagadeep Vudatha [ ]

= Task (0) | @ Approval (0)

Location *
Mahape

Impact *
Low

Assignment Group *

Service Desk

Opened Date

06/24/2021 12:09:19

d B 2dd notes
& Add Attachment
= Send Email
o - B Set Reminder
& Print
! Copy as New
N New Article
£ New Task
o~ B MNew Problem
£ New Incident
& Mew Request
" Mew Approval

mpact Analysi a

[

New Incident

Allows to raise a new incident ticket from change ticket.

Go to Action = New Incident
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. Add Not
"D Activity Log Schedule | € Impacted CI (0) = Task(0) | @ Approval (0) d N s mpact Analysia

& Add Attachment

Client Name * Change Initiator * Location * & Send Email
Allled - Jagadeep vudatha ZQ@ TF ™ Mahape 0 & set Reminder -
8 Frint
. "
Category/Sub Category/Hem Impact W Copy as New
Software/Microsift/excel I LOW - Mew Article ¥
Priority * Change Type * Assignment Group * £ New Task
P4 - EMERGENCY - service Desk o - [© MNew Problem %
Primary Cl Opened By Opened Date
£ New Request
Choose one Q- Jagadeep Vudatha [ ] 06/24/2021 12:09:19
" Mew Approval

New Problem
Allows to raise a new problem ticket from change ticket.

Go to Action = New Problem

Edit Change - CR-210624-0003 o
. Add Not
*D Activity Log Schedule | % Impacted CI (0) = Task (0) || @ Approval (0) d n e mpact Analysia
& Add Attachment
Client Namie * Change Initiator * Location * & Send Email
Allled - Jagadeep vudatha Q@ TiF~ Mahape o @ set Reminder v
8 Frint
Category/Sub Cateqory/item * Impact * B Copy as New
Software/Microsift/excel Iy LOW - New Article -
Priority * Change Type * Assignment Group * & Hew Task
P4 - EMERGENCY - Service Desk 0 v Q-
£ New Incident
Primary CI Opened By Opened Date
& New Request
Ch ong Q- Jagadeep Vudatha [i] 06/24/2021 12:09:19
" New Approval

New Article
Allows to raise an article from change ticket.

Go to Action = New Article
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. o Add Mot
B Ticket Details D Activity Log & Schedule & Impacted CI (0) = Task (0) @ Approval (0) d e o mpact F-.nalysi

0 Add Attachment

Client Name * Change Initiator Location * = send Email
Allled - Jagadeep vudatha ZQu@ T~ Mahape 0o - & set Remindsr -
& Print
Category/Sub Category/tem * Impact *

L] Copy as Mew

Software/Microsift/excel ) Low v "

Priority * Change Type * Assignment Group * & New Task
P4 - EMERGENCY - service Desk o- New Problem a-

£ New Incident

Primary CI opened By Opened Date
& New Request

(= Jagadeep Vudatha [ ] 06/24/2021 12:09:19
" New approval
CHANGE ACTIVITY LOG

Activity log captures all actions performed on ticket from change creation to closure with date/time stamp
along with agent id. All modification performed on ticket is auto captured. From the creation of ticket to
resolution all activities are captured with order. All activities like add notes, add attachment, setting a
reminder, creating task, creating approvals, linking tickets, linking CI's all activities are capture in activity
log with sequence

Filter option at the top provides a facility to search for specific activity log or activity log of record for
specific duration.

Activity Type displays list activities in drop down list. On selecting specific activity type activity log
displays logs accordingly.

Log Title allows to enter relevant keyword in given test field, depend on keyword displays the activity log

From and To date allows to find activity log for specific duration

Ticket Details Schedule | % ImpactedCI (0) || = Task(1) @ Approval (0) = & Links(2) £ Risk & Impact Analyma

Activity Type: Log Title: From Date: To Date:

- All - - Type to search month/day/year h ... month/day/year h ... Q

Note: Logs in the tool protected from alteration after-the-fact.

TASK

Agent can create a new Task and link to change request or open any existing tasks and can link to change.
Change ticket cannot be resolved until all linked tasked are closed.

Create New- Click on Task = Create New to create a new Task.
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Search Related ltems =

Edit Change - CR-201217-0001

W Ticket Details | ‘D Activity Log Schedule || % Impacted I (0) @ Approval (0) | & Links (0) 4 Risk & Impact Analysis || ¥ Remediation & Test Plan

& view Attachment(s) =

» Cument Tasks ez
Task ID Approval ID Task Name Requestor Name Assignment Group Status Sequence

Link Existing Task- To link existing link Tasks, click on Task = Link Existing Task
Displays list of existing Tasks. Agent can link one or more tasks to change request by clicking on

checkboxes.
Edit Change - CR-201217-0001 m P —
M Ticket Details || ‘D Activity Log Schedule | £ Impacted CI (0) m @ Approval (0) & Links (0) 4k Risk & Impact Analysis | ¥ Remediation & Test Plan
» Current Tasks
Task ID Approval 1D Task Name Requestor Name Assignment Group Status Sequence
X
ID Requestor Name Assignment Group Technician Name Status Sequence Opened Date Created By Last M
T-200225-0001 Jagadeep Vudatha | Service Desk OPEN 1 02/25/2020 10:11:47 = Jagadeep Vudatha "
T-200218-0001 Ravi vardhan Service Desk OPEN 1 02/18/2020 09:38:52 = Jagadeep Vudatha
T-200129-0001 Jagadeep Vudatha | Service Desk OPEN 1 01/29/2020 15:07:08 = Jagadeep Vudatha
T-200128-0001 Leah Bostic Service Desk OPEN 1 01/28/2020 16:58:46 = Jagadeep Vudatha
T-200127-0004 Jagadeep Vudatha | Service Desk OPEN 1 01/27/2020 11:45:57 = Jagadeep Vudatha
T-200127-0003 Jagadeep Vudatha | Server Support L2 OPEN 1 01/27/2020 11:39:41 = Jagadeep Vudatha
T-200127-0002 Edwin Toh Service Desk OPEN 1 01/27/2020 11:36:38 = Jagadeep Vudatha
T-200127-0001 Jagadeep Vudatha | Service Desk OPEN 1 01/27/2020 11:34:39  Jagadeep Vudatha 9
< >
n 1-8 of 8 items
©

Detach Task- Select respective Task and click on ‘Detach Task’ to unlink it.

Edit Change - CR-201217-0001

Update Search Related Items ~ & View Attachment(s) ~

Ticket Detaills | D Activity Log Schedule | ¢ impacted €I (0) [EREESON & Approval (0) | & Links (0) A\ Risk & Impact Analysis | ¥ Remediation & Test Plan

» Current Tasks

Task ID

|:| 1:210625-0009

Approval ID

Task Name

Check Application Status

Requestor Name

Jagadeep Vudatha

Assignment Group

Service Desk

Link Existing Task [ Detach Task

Status Sequence

OPEN 1

211




-

ADiTaas allied digital

Digital Service Management 17 managed Responsibly

LINKS
This tab allows agents to create relationships by linking Change to other tickets in system.

Options Available:
Change to Change: Change can be linked to other Change

1. Navigate to Change module
2. Open a relevant change ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Change to Change’

B Ticket Details || "D Activity Log = @ Schedule 8% impacted €1 (0) | = Task(1) | @ Approval (0) JECARUCERUVEN A Fisk & impact Analysis
» Links Relation Type: | Choose one s am
v Status Relation Type Ad

~
Change to Change

Change ta Incident
Change to Request
Change ta Problem

Change to Knowledgebase

Link To | x
D Title Status Assignment Group Category
CR-210624-0003 RAM Upgrade OPEN Service Desk Software
CR-210624-0002  jagadeep.vudatha@gmail.com OPEN Service Desk Software
< >

n 1-2of 2items

4. Click on Q icon, which will display all open changes in a pop-up box. Agent can select
changes and attach to change.

5. Click on Link

6. Linked ticket will be visible on Links tab.

Change to Request: Change can be linked to Request ticket
1. Navigate to Change module

2. Open a relevant change ticket in edit mode
3. Move to Links tab and select Relation Type as ‘Change to Request’
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Edit Change - CR-201217-0001 Update m Search Related ltems = & View Attachment(s) =
B Ticket Details || "D Activity Log = @ Schedule 8% impacted €1 (0) | = Task(1) | @ Approval (0) JECARUCERUVEN A Fisk & impact Analysis
» Links Relation Type: | Choose one s lanm
v Status Relation Type Ad
~
Change to Change
Change ta Incident
Change to Request
Change to Problem
Change to Knowledgebase
Link To |
D Title Status Assignment Group Category
R-210623-0022 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0021 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0020 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0019 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0018 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0017 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0016 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0015 Request for Guest WiFi access OPEN Service Desk SOFTWARE
R-210623-0014 Request for VPN OPEN Service Desk SOFTWARE
R-210623-0013 Request for VPN OPEN Service Desk SOFTWARE
<
n 2,3 4 5 .. 1-10 of 709 items

Click on Q icon, which will display all open requests in a pop-up box. Agent can select
requests and attach to change.

Click on Link

Linked ticket will be visible on Links tab.

Change to Incident: Change can be linked to Incident ticket
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1.
2.

3.

Navigate to Change module
Open a relevant change ticket in edit mode
Move to Links tab and select Relation Type as ‘Change to Incident’
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Change to Problem: Change can be linked to Problem ticket

214

Edit Change - CR-201217-0001

Update m Search Related Items ~ & View Attachment(s) =

B Ticket Details || "D Activity Log = @ Schedule 8% impacted €1 (0) | = Task(1) | @ Approval (0) JECARUCERUVEN A Fisk & impact Analysis
» Links Relation Type: | Choose one s lanm
v Status Relation Type Ad
~
Change to Change
Change ta Incident
Change to Request
Change to Problem
Change to Knowledgebase
Link To | X
D Title Status Assignment Group Category
IN-210624-0014 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE ~
IN-210624-0005 HARDWARE / LAPTOP / LENOVO-X.. OPEN Service Desk HARDWARE
IN-210624-0004 HARDWARE / LAPTOP / LENOVO- X..  OPEN Service Desk HARDWARE
IN-210623-0004 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210623-0003 web conference not connecting OPEN Server Support L2 SOFTWARE
IN-210622-0027 Server Printer not working OPEN Server Support HARDWARE
IN-210622-0026 Application Slowness Issue, Applic..  OPEN Server Support L2 SOFTWARE
IN-210622-0025 Test Mail to check Email Notificatio.. = OPEN Service Desk PHONE
IN-210622-0024 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE
IN-210622-0023 Test Mail to check Email Notificatio..  OPEN Service Desk PHONE

<
n2345

1-10of 1293 items

Click on Q icon, which will display all open incidents in a pop-up box. Agent can select
incidents and attach to change.

Click on Link

Linked ticket will be visible on Links tab.

Navigate to Change module
Open a relevant change ticket in edit mode

3. Move to Links tab and select Relation Type as ‘Change to Problem’
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Edit Change - CR-201217-0001 Update Search Related ltems = & View Attachment(s) =
M Ticket Details || "D Activity Log Schedule ¥ Impacted CI (0) || #= Task (1) | @ Approval (0) EECARGLEXOIEM A Risk & impact Analysis
» Links Relation Type: | Choose one s lanm
v Status Relation Type Ad
~
Change to Change
Change ta Incident
Change to Request
Change to Problem
Change to Knowledgebase
Link To | x
D Title Status Assignment Group Category
PR-210624-0003 = Application Slowness Issue KNOWN ERROR Service Desk SOFTWARE o~
PR-210624-0002 Exchange Server Down RESOLVED Service Desk SYSTEM
PR-200825-0001 Intermittent Network Issue PROGRESSING Service Desk HARDWARE
PR-200709-0004 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200709-0003 | Unable to connect mail server OPEN Service Desk IT SERVICES
PR-200511-0008 Intermittent network connection OPEN Service Desk HARDWARE )
< >
n 1-6of 6 items

Click on Q icon, which will display all open problems in a pop-up box. Agent can select
problems and attach to change.
Click on Link

Linked ticket will be visible on Links tab.

Change to Knowledgebase: Change can be linked to Knowledge Article
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1.
2.

3.

Navigate to Change module
Open a relevant change ticket in edit mode
Move to Links tab and select Relation Type as ‘Change to Knowledgebase’
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Edit Change - CR-201217-0001 Update m Search Related ltems = & View Attachment(s) =
M Ticket Details || "D Activity Log Schedule € Impacted CI(0) || = Task(1) | @& Approval (0) m A\ Risk & Impact Analysis
» Links Relation Type: | Choose one s lanm
v Status Relation Type Ad
~
Change to Change
Change ta Incident
Change to Request
Change to Problem
Change to Knowledgebase
Link To x
D Title Status Assignment Group Category
KB-210614-0001 Unable to Sign PDF LIVE Service Desk SYSTEM ~
KB-200618-0001 Problem title Asrsh LIVE Application Support IT SERVICES
KB-200617-0001 PROBLEM TITLE LIVE Application Support IT SERVICES
KB-200616-0010 How to stop the client from installing | LIVE Service Desk SOFTWARE
KB-200616-0001 Printer/Scanning - HP Printer/Scan... LIVE Service Desk HARDWARE ¥
< >
n 1-5o0f 5items

4. Click on Q icon, which will display all articles in a pop-up box. Agent can select article and
attach to change.

5. Click on Link

6. Linked article will be visible on Links tab.

Detach Ticket: The agent can detach a linked incident or any other ticket by selecting a ticket and clicking

on the L] Delete button.

APPROVALS

If a ticket requires formal approval before proceeding the case, Agent can create an approval manually by
clicking on Approval-> Create New.

Enter all * marked following mandatory fields.

Ticket Details | "D Activity Log Schedule £ Impacted CI (0) = Task (1) | CEVIGENOM | & Links (0) A\ Risk & Impact Analysis

» Approval Detach Approval

Approval 1D Status Comments Sequence Of Approval |

~
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Approval For Status * Approval Group * Approver

CR-201217-0001 OPEN v Choose one o~ Choose one -
Submitted Date Sequence Of *

06/24/2021 181221 1
Comments *

Paragraph v B I @ Z ;2 = = @ w By v o

Kindly approve|

& fill-and-sign.png
N

Approval For Status * Approval Group * Appro
CR-201217-0001 OPEN . Regional Approval Group o- Jaga @ Ndexpg
Submitted Date Sequence Of *
06/24/2021 18:16:26 1

Approver Comments *

Paragraph v|/B I @ Z Z|= = @ & @~ Ev o o
Comments *
Paragraph v B I @ Z 2 = +- @ e @By E~ <

Kindly approve

On submitting a request for approval, approver will receive an approval mail with a link to approve or
reject the request.

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can
open the approval and click on Approve or Reject.

To detach any approval, click on ‘Detach Approval'.

Ticket Details | D Activity Log Schedule | ¥ ImpactedCl (0) || #= Task(1) QE-EVWHCENOM & Links (0) || 4\ Risk & Impact Analysis

» Approval Detach Approval

Approval ID Status Comments Sequence Of Approval |

~
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IMPACTED (I

Related configuration items can be added under ‘Impacted CI’ tab.

Add New- Allows to create a new CI and link to Change.

Edit Change - CR-201217-0001

Update Search Related Items = & View Attachment(s) ~

M Ticket Details | D Activity Log @ Schedule = Task (1) @ spproval (0) | 'Links (0) 4 Risk & Impact Analysis | ¥ Remediation & Test Plan
» Impacted CI
(1] Cl Name Type Serial No. Model No. Vendor Name

Create New Cl m X
Client Name * Requestor Name * Location * Contact No. -~

Allied - Jagadeep Vudatha a TP Mahape - 13104620926
Cl Name * Cl Type * Status *

Choose one - OPEN -

Assignment Group * Technician Name Alternate Location Alternate Contact

Choose one - Choose one hd Choose one Q-

Short Description

Additional Comments

Paragraph v B I @ Z i = = @ & Bv By o o

Link Existing CI- On clicking link existing CI, displays all available CI and agent can select related
CI and link to Change.

Ticket Details || ‘D Activity Log schedule |[EE-JIWELCIRON(II = Task (1) | @ Approval (0) | &Links (0) | 4k Risk & Impact Analysis

» Impacted CI Link Existing C1 [§ Detach CI

Model No

A

D Cl Name Type Serial No.
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Link To x

Cl Type * Search Text
Desktop - Search m

D Name Type Vendor Name Serial Number Model No. Client Created By Created On Last

Cl-200415-0001 | CiTesting by Arsad | Desktop Allied Jagadeep Vudatha = 04/16/2020 09:23:29 | Jags

CI-200303-0001 | test Desktop Allied Deepak4 Shukla 03/04/2020 01:50:46 | Dee|

Cl-200305-0002 | test Deskiop Allied Deepak4 Shukla 03/05/2020 22:51:21 | Deej

Cl-200323-0002 | test by sagar 2 Desktop Allied Jagadeep Vudatha | 03/23/202011:35:34 | Jags

Cl-200317-0002 | TEST#1211 Desktop Allied Jagadeep Vudatha | 03/20/202012:02:23 | Jags

Cl-200323-0003 | test by sagar4 Desktop Allied Jagadeep Vudatha | 03/23/202013:16:13 | Jagi

Cl-200324-0002 | TEST #5645 Desktop Allied Jagadeep Vudatha | 03/24/2020 23:5842 | Jag:

Cl-200323-0004 | test by sagar 2 Desktop Allied Jagadeep Vudatha = 03/23/2020 13:19:42 | Jag:

Cl-200323-0005 | test by sagar 5 Desktop Allied Jagadeep Vudatha | 03/23/202013:35:31 | Jagi

Cl-200323-0006 | testtest Desktop Allied Jagadeep Vudatha = 03/23/2020 13:37:19 | Jag:

L ANAAAE ARAN | e Pealtan 1l Pl d Sl Am RS mnAn AR BT A | P

2 1-20 of 26 items
m Cancel

Detach CI- Linked CI can de detached by clicking on ‘Detach CI’.

Edit Change - CR-201217-0001

Update Search Related Items ~ & View Attachment(s) =

Ticket Details | D Activity Log schedule |E-JIWELCLRON(WIN = Task (1) | @ Approval (0) | &Links (0) | 4\ Risk & Impact Analysis n

Link Existing CI -

Model No

A

» Impacted ClI

o] Cl Name Type Serial No.

VIEW CI DETAILS FROM CHANGE PAGE

Displays CI details, related tickets, CI history and graphical view of CI relationship. If any specific Cl is
linked to other CI then relationship will be displayed in next level.

Create Change Common Changes ~
Client Name * Change Initiator * Location * Status *

Allied v Priya Lewis 200~ Mahape - OPEN v
Category/Sub Category/Item * Impact * Urgency *

f 3 Low v Low v

Priority * Change Type * Assignment Group * Change Owner

P4 v Choose one v Choose one o Choose one -
Primary CI Opened By Opened Date

CI-210526-0011 Jagadeep Vudatha L] 06/30/2021 14:32:19
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ADCP-CHFD2_D (CI-210526-0011) Details x
Cl's Related Tickets (3) ClI's History Relationship Graph
Client Name * Requestor Name * Location * Contact No. ~
Allied b SYSTEM.ADMIN F 54 Mahape [ I
Cl Name * Cl Type * Status *
ADCP-CHFD2_D Desktop - OPEN -
Assignment Group * Technician Name Alternate Contact Alternate Location
Service Desk o Choose one - Choose one -
Created By Created On
05/26/2021 17:.07:43
Short Description
ADCP-CHFD2
Additional Comments
Paragraph v~ B I @ Z Z|= 2|k & By By © "
ADCP-CHFD2_D (C1-210526-0011) Details x
CI's Details ClI's Related Tickets (3) Cl's History Relationship Graph
D Status Requestor Name Assignment Group Technician Name Category Sub Category Item Priority
IN-210625-0001 OPEN Priya Lewis Network Support L2 HARDWARE | LAPTOP LENOVO- X1 YOGA P4 “
PR-210603-0001 | OPEN Jagadeep Vudatha Service Desk SYSTEM MONITORING ALERT P4
PR-210525-0001 | CLOSED Deepak Shukla Service Desk SYSTEM MONITORING ALERT P1
v
< >
n 1-3of 3items

220



/DiTaas .

Digital Service Management I7 managed Responsibly

Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha
=

ClName :- ABCABGUSESUPWERD4 (G1-210526-0040) 5 attached with this GI

Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

Cl Name :- ABCABCINESOFCMDBD (C1-210526-0047) is attached with this C1

Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

ClName :- Dasktop CI {CI-210610-0001) is attached with this CI

cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha

e Cl Attached on : 06/25/2021 06:54:19 by user = Jagadeep Vudatha
Cl Name - Canon Pixma G2000 (CF210606-0001) ia attached with this C|

ClName :- DDCP-CHFD4 (C1:210610-0002) is attached with this CI

ADCP-CHFD2_D (C1-210526-0011) Details X

Cl's Details Cl's Related Tickets (3) Cl's History Relationship Graph

10526-0011

ADCP-CHFD2_D (C1-210526-0011) Details X

Cl's Details Cl's Related Tickets (3) Cl's History Relationship Graph

ID# : CI-210526-0041

Type : Server Type : Server
Cl Name : ABCABGUSESUPY Gl Name : ABGABGINESDFGA
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ADCP-CHFD2_D (C1-210526-0011) Details X

(WEDEEIEN  Cl's Related Tickets (3) | CI's History Relationship Graph

D# : C1-210528-0011
Type : Deskiop
Cl Name : ADCP-CHFD2_ D

10# : CI-210526-0040 |D# : GI-210526-0041 1% : G210608-0001 = | 10# : GI-210610-0002

Ty ver Type : Senver Type : Metwork Printer Type : Deskop

©l Name : ABGABCINESDFGI I Name : Ganon Fixma Cl Name : DDCP-CHFD4
D# : CI-210526-0022
Type : Laptop CI
Cl Name : ADGP-CHOP37

CHANGE TICKET CLOSURE

Upon selecting closed status from status drop down, enter the closure comments and actual activity start
and end date/time in schedule tab.

Ticket Details | D Activity Log & Impacted CI (0) | #= Task(0) | @ Approval (0) | & Links (0) || JRisk&Impact Analysia

» Change Schedule

Planned Start Date * Planned End Date * Actual Start Date Actual End Date
12/18/2020 00:00:00 12/19/2020 00:00:00 month/day/year hours: ... month/day/year hours: ...
Please enter actual start date Please enter actual end date

SCHEDULED CHANAGES

Scheduled ticket functionality benefits when there are some activities need to be executed at regular
intervals. Once a ticket is scheduled, new ticket will be created and assigned to the specified support group
automatically at the scheduled interval.

1. Navigate to Change Module and click on ‘Create New’
2. Fill all * marked mandatory fields and click on ‘Schedule’.

Schedule Cancel

4. Displays scheduled dia?bg box, Select Scheduler Type, Schedule from Date & Time
5. Click on Submit
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Schedule x
Once Daily | weekly |
Schedule On Months *
[7] January [7] February [] March [7] April
] May [] June ] July [] August
[] September [] October [[] November [] December

I Schedule from Date & Time * I °

04/16/2020 22:31:07

Task Module

Task is used when a particular ticket require other assignment groups in tool to get
involve in order to resolve the one particular ticket.

Task ticket can be created via task module or via particular ticket.

Create Task ticket via incident
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Agent can create a new Task and link to incident or open any existing tasks and can link
to incident.

1. Navigate to incident module from left menu bar

2. Open a required incident in edit mode

3. Click on Task - Create New to create a new Task.

4. Fill the all mandatory information

5. Details like client name, requestor name, task description, additional comments will be pre-
populated from incident.

6. Click on Submit.

7. Created task will be linked to the incident.

Ticket Details D Activity Log @ Approval (0) | & Links(0) | M Schedules (0) @ Morelnfo | %¥Impacted CI (0) & Interaction (0) @ Resolution

Task ID Approval ID Task Name Requestor Name Assignment Group Status Sequence
T-210617-0003 Check Network Status Jagadeep Vudatha Network Support OPEN 2 ~

Client Name * Requestor Name * Task Name * Linked To

Allied - Jignesh Sodvadiya 200~ IN-210621-0001
Status * Assignment Group * Technician Name Opened By

OPEN v Choose one o~ Choose one - Jagadeep Vudatha [ ]
Opened Date Due Date Sequence *

06/21/2021 06:21:40 month/day/year hours:minu ... 3

Task Description *

Application Slowness Issue

Additional Comments *

v

Paragraph v B I @ Z ;- =+ @ w By By o
Application Name - [Enter the application name]

Number of Users Impacted - [Enter the number]

Create Task ticket via task module

1. In shortcut bar, go to Task Module - Click on ‘Create New’
2. Displays a new task creation page

3. Enter all * marked following mandatory fields.
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Client Name- This is a mandatory field and data is auto populated with client information.

Requestor Name- Mandatory field. Select contact details of user who has reported issue. If
contact is not present in the application, then new contact can be created by using add
contact feature. You can use search button to find the existing contact

Task Name- Enter relevant Task name in given text field.

d. Linked To - This field will be grayed out when task is directly created from task module.
e. Status- Mandatory field. There are different status available throughout the life cycle of
task. Initially all ticket will be set to ‘OPEN’ Status.
f. Assignment Group- Mandatory field. Select appropriate support group to work on task.
g. Technician Name- Assign ticket to individual. Depend on selected assignment group,
technician names will be appear on the drop down list.
h. Due date - Enter the date by when you are targeting to close the task.
i. Sequence- Enter the task sequence number
j. Opened Date: System auto captures date and time when task is created.
k. Opened By: System auto captures name of the agent/ end user who has created the task.
1. Task Description: Provide a relevant title to the task that will exactly summarize the task.
m. Additional Comments: Provide a detailed description with any other associated details
relevant to the task.
ADiTaas = Ter ticket number and search A ALD @
[l Jagadeep vudatha Create Task Submit
@“Change . ) ~  Client Name * Requestor Name * Task Name * Linked To
F Release Mlied N ae
@ Task Status * Assignment Group * Technician Name Opened By
Create New OPEN = Choose o- Jagadeep Vudatha o
My Work (1) Opened Date Due Date Sequence *
My Groug Work (28) 06/22/2021 05:39:05 menth/day/year hours:mi..
Open - Unassigned (27)
Closed (55) Task Description *
Scheduled Task (3)
Calendar View
Additional Comments *
o7 Interaction S v|lB 1 == =% @
@ cmos
() chatBot
0 Live chat
B3 intergration Hub
gg Visual Boards
@ Reporting
53 Administration m Cancel
v [~}

4. Once all the required mandatory are filled and click on Submit button.
5. Click on Add attachment button to add attachment during the ticket creation
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6. New task will be created with unique task ID and an email notification is sent to confirm that
the ticket has been logged.

= Enter ticket number and search L Y- e

Edit Task - 210620-0005 m
D Activity Log A schedules (0)

Client Name * Requestor Name * Task Name Linked To

Allied - Priya Lewis 200~ check Application Status
Status * Assignment Group ~ Technician Name Field Service

OPEN - Service Desk 0 hoose one Q-
Opened By Opened Date Due Date Sequence *

Jagadeep Vudatha [ ] 06/20/2021 17:15:18 month/day/year hours:minutes:sec... 1

Task Description *

Check Application Status
Additional Comments *
Paragrap! B I = Z|= =|@ & By ¢ *

Check Application Status

EDIT/ UPDATE TASK

On successful creation of ticket, system will generate unique ticket id. Ticket id starts with date and
number. T indicates task ticket.

Agent can perform more actions on edit task screen, where agent can modify the information in the screen
and click on Update button to save the changes.

= Enter ticket number and search. A 2 ﬂ’u {O:}

Edit Task - 210620-0005 m
D activity Log | W Schedules (0) B acdnotes
& add Attachment

Client Name * Requestor Name * Task Name Linked To = Send Email

Allied - Priya Lewis 200~ Check Application Status B set Reminder
8 prnt
* * Senvi

Status Assignment Group Technician Name Field ce B copyasNew
OPEN - Service Desk e- noose one Q- N Schedule Call ‘ B New Article

Opened By Opened Date Due Date Ssequence * £ MNew Task
Jagadeep Vudatha o 06/20/2021 17:15:18 month/day/year hours:minutes:sec 1 B New Problem

£ New Incident

Task Description *
& New Request

Check Application Status
@ New Change

Additional Comments *

Paragrap v B I T 2= =@ By © o

Check Application Status
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ADD NOTES

To add any additional information or work logs to ticket, click on Action > Add Notes

= E ket number and search fa s {@
Edit Task - F210620-0005 Update Action =
Add Mote:
|_RrCREEEN <D activity Log || W Schedules (0)
& Add Anachment
Client Name * Requestor Name Task Name Linked To = send Email
Allied - Priya Lewis 200 - Check Application Status B set Reminder
8 Frint
Status * Assignment Group * Technician Name Field Service B Copyas New
Opened By Opened Date Due Date Sequence * 2 New Task
Jagadeep Vudatha o 06/20/2021 171518 month/day/year hours:minutes:sec... 1 B New Problem
& New Incident
Task Description *
& New Request
Check Application Status
@ New Change

Add Notes dialog box will open
Click on checkbox to select required action items available on notes window

a. Internal Notes: Notes will be visible only agents. By default added notes will be visible
for both agents and end users.

b. Email this note to technician: Email notification will be sent to assigned technician
with added notes.

c. Email this note to support group: Email notification will be sent to all members of
ticket assigned group with notes.

d. Email this note to requestor: Email notification will be sent to requestor with added
notes.

e. Watch list: This functionality enables technician to add any email id to keep posted
with ticket updates. Once email id is added to watch list, all noticeable members will
receive notification on any status change, on notes added and on resolution of the ticket.
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Add Notes

[] Internal Notes
[ ] Email this note to Support Group

[] Email this note to Requestor

[ | Email this note to Technician

Watch List Email Id
Add Email Ids
Notes *

a— 11—

Paragraph w B I @ Z iZ = = @ e B By © &

-
|

.
|

Add Notes Cancel

Enter the required comments/images/screenshots in the Notes section and click on Add Notes.

Added information will be visible in Activity Log.

ADD ATTACHMENT:
1. To add an attachment to a ticket, click on Action = Add Attachment.
2. On clicking will open up a new window.
3. From the file chooser window, click on Browse to choose the file to be attached
4. Click open to upload the attachment.

licket number and search,

Edit Task - T210620-0005

LI W-W s

Updale _!l_f.:'hun -

Task Description *

Check Application Status

Add Note
L_RECEETEN | D activity Log || W Schedules (0) & o
& ndd Attachment
Client Name Requestor Name * Task Mame Linked To = send Email
Allied Priya Lewis 200~ Check Application Status B Set Reminder
8 Print
. . i
Status Assignment Group Technician Name Field Service B Copyashew
OPEN Service Desk 0o~ a- ‘ B New Article
Opened By Opened Date Due Date Sequence * & New Task
Jagadeep Vudatha 06/20/2021 17:15:18 month/day/year hoursiminutes:sec 1 &) New Prablem

& New Incident
& New Request

@ New Change
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Add Attachment b4
P T ST ST TS SS=s===== A

[ Browse... | No file selected.

Or Drag It Here.

R

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close

All Uploaded attachments will be visible Under ‘View Attachment(s)’ tab.

Edit Task - 210620-0005 | scion- || @ view amachmentis) -
L RELRECTEN D activityLog W Schedules (0) @ New Text Document.txt
Client Name * Requestor Name * Task Name Linked To
Allled - Priya Lewis 200~ Check Application Status

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment by clicking on checkbox and click on
‘Delete Attachment’.
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Add Attachment x

L hl

1 1

1 1

1 1

1 1

1 1

: L | :

1 1

! | Browse... | No file selected. !

; ;

: Or Drag It Here. :

b e = m = m e o o m om omom E E oEm E o R E W W MR G R MR M R M M M RN MR M R M MR N WE RN M R M M R R M W M W W m W M W o o o

File Name Attached By Attached On
O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58
Delete Attachment Close

To quick delete an attachment , click on ‘View Attachment(s)’ tab and go to respective attachment click

on X’ placed next to it.

Edit Task - T-210620-0005

B Task Details *D Activity Log A schedules (0)

& New Text Document.txt

& View attachment(s) -

Client Name * Requestor Name * Task Name Linked To
Allied - Priya Lewis 200 Check Application Status
SEND MAIL:
1. To send an email from ticket, click on Action = Send Email.
= Enter ticket number and search L Y- R
Edit Task - T:210620-0005 [ update |
D Activity Lag || W Schedules (0) B addnotes
& Add Atachment
Client Name * Requestor Name * Task Name Linked To
Allied - Priya Lewis 200 Check Application Status 8 set Reminder
B Pt
Status * Assignment Group * Technician Name Field Service B CopyasNew
OPEN - Service Desk o- a- ‘ B New Article
opened By Opened Date Due Date Sequence * & Naw Task
Jagadeep Vudatha o 06/20/2021 17:15:18 month/day/year hoursminutes:sec 1 B New Problem
& Mew Incident
Task Description *
& New Request
Check Application Status
@ New Changs
2. Compose email, user email id and ticket id will be auto populated in ‘To’ and ‘Subject’ fields

respectively. Attach any files by clicking on Browse.
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New Email - From - aditaasusdemo@allieddigital.net *
To* cc

priva.lewis@allieddigital net
Subject *

lask | F210620-0005 |
Description *

Paragraph ~ B I = = |¢ i @« @~ &

| Browse... | Mo file selected.

When complete, click on ‘Send Email’. All actions are captured in Activity Log.

SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like
contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whomever you want to remind.

1. To a set reminder, click on Action = Set Reminder.

= N —— *a LS

Edit Task - T-210620-0005
D Activity Log | W Schedules (0) B add votes

& add Attachment

Client Name * Requestor Name Task Mame Linked To B send Email

Allied - Priya Lewis 200~ Check Application Status

B print
* i * i i

Status Assignment Group Technician Name Fleld Service B Copyas New

OPEN - Service Desk o- a- w ‘ New #rticle
apened By opened Date Due Date sequence * & HowrTack

Jagadeep Vudatha (] 06/20/2021 17:15:18 month/day/year hours:minutes:sec.. 1 € NenProblem

& New Incident
Task Description *
& New Request
Check Application Status

@ New Changs

2. Set reminder dialog box is displayed. Enter the Subject and Comments in box.
3. Select checkbox, if required to send an email notification regarding the notification.
4. In select applicable option from ‘To Whom’ drop down list.
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a. Remind me - Reminder will be set for logged in agent.
b. Support Group Members- Reminder will be set for selected support group

c. Some else - Provides option to set a reminder to specific person.

5. Remind Time -Select date/time to set a reminder.

Set Reminder
Subject *
Comments *
Y
Send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 06:00:00
SHOW REMINDERS
All scheduled reminders will be visible under Action - Show Reminders as well as on Calendar view.
Show Reminders *
Notes Subject Scheduled Date & Time Follow Up Type Set By
Contact user at 10 AM today 06/21/2021 10:00:00 Support Group Members | Jagadeep Vudatha "
>

Contact user at 10 AM today

<
n 1-10f 1items
Deactivate Reminder Cancel

Deactivate the Reminder
Scheduled reminder can be deactivated with simple following steps.

Go to Action>Show Reminders
Select reminder by clicking on checkbox and click on Deactivate Reminder

1.

2.
3. Reminder Status will be marked as deactivated.
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Show Reminders x
Notes Subject Scheduled Date & Time Follow Up Type Set By
Contact user at 10 AM today Contact user at 10 AM today 06/21/2021 10:00:00 Support Group Members  Jagadeep Vudatha ~

n 1-10f1items

Deactivate Reminder Cancel

PRINT TASK

If you want to print a task ticket, open required task need to be print,

1. Go to Action menu = Click on Print

2. Tool will display a print preview option. Print will display ticket details, activity log along with

resolution details.
3. Click on Print

= Enter ticket number and search

Edit Task - T-210620-0005

L_RECEEIEN | D Activity Lag

A schedules (0)

Client Name * Requestor Name *
Allied - Priya Lewis

Status * Assignment Group *
OPEN - Service Desk

apened By Opened Date
Jagadeep Vudatha [ 06/20/2021 171818

Task Description *

Check Application Status

200~

Task Name

Check Application Status

Technician Name

Due Date

month/day/year hoursminutes:sec...

LI W R

m Ll

Linked To

Field Service

I Schedule Call .

Sequence *

1

W Add Notes
& Add Attachment
= send Email

B set reminder

B copyas New
New Article
£ New Task

B New Problem
& New Incident
& New Request

@ Mew Changs
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Cancel
Task Details i
SOMQUTNING SouPiEsITY
Number : T-210620-0005 Client Name : Allied
Task Name : Check Application Status | Linked To :
Opened By : Jagadeep Vudatha Opened Date : 06/20/202117:15:18
Requestor Id : priya.lewis Requestor Name : Priya Lewis
Mobile : 0876567898 Email : priya.lewis@allieddigital.net
Status : OPEN Due Date :
Assignment Group : Service Desk Technician Name :
Sequence : 1
Task Description : Check Application Status
Additional Comments : | Check Application Status

Activity Log :
\Attachment removed On 06/22/2021 05:41:33 by user = Jagadeep Vudatha

Attachment Name:- Mew Text Document.txt, Removed by user = Jagadeep Vudatha

\Attachment added on 06/22/2021 05:41:14 by user = Jagadeep Vudatha

Attachment Name:- New Text Document.txt, Added by user = Jagadeep Vudatha

COPY AS NEW

Copy as new copies the details of an existing task record to a new task record. Instead of re-entering all the
information for new requestor.

1. Click on Action - Copy as New
2. Copy As New dialog box will open to enter the Requestor Name
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= ickel number and search F Y -] A{Ij}
i
A
Edit Task - T-210620-0005 Update
D activity Log | I Schedules (0) B add Notes
& Add Attachment
Client Name * Requestor Name = Task Mame Linked To = send Email

Allied - Priya Lewis 200 - Check Application Status 8 set reminder

8 print
Status * Assignment Group * Technician Name Field Service
OPEN - Service Desk 0~ Choose one Q- ' B New Article
opened By Opened Date Due Date Sequence * &' New Task

Jagadeep Vudatha [ 06/20/2021 171518 menth/day/year hoursminutes:sec... 1 New Problem

£ New Incident
Task Description *

£ New Request

Check Application Status
@ New Change

Copy As New b4
Requestor Name *
-

i
Jignesh Sodvadiya

Jignesh.Sodvadiya | Mahape
Jignesh.Sodvadiya@allieddigital net

Copy As New

Requestor Name *

Jignesh Sodvadiya

3. Search and select required Requestor Name and Click Create.

QUICK LINKS TO CREATE TICKETS FROM TASK

Following links helps to create other module tickets from task ticket.

Edit Task - T210620-0005

D Activity Log

Client Name *

Allied

Status *
OPEN

opened By
Jagadeep vudatha

Task Description *

Check Application Status

Enter ticket number and search,

M schedules (0)

Reguestor Name *

Task Name

- Priya Lewis 2006~ Check Application Status
Assignment Group * Technician Name

- Service Desk o- Choase one Q-
Opened Date Due Date

o 06/20/2021 17:1518 month/day/year hours:minutes:sec...

Linked To

Field Service

M Scheduile Call ‘

Sequence *

1

Update

B Add Notes
& add Attachment
= send Email

B set Reminder
8 Fint

IB Copyas New
B New Article
£ New Task
New Problem

& New Incident
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New Article
Allows to raise an article from task ticket.

e Go to Action 2 New Article
e Enter the new article details and click on submit

Create Knowledge Article x

Client Name * Status * i
Allied - DRAFT -
Category/Sub Category/item * Problem Title *
4

Problem Description *

Paragraph ~ B I @ Z 2 = £ @ & B By < &
Assignment Group * Technician Name Source * Type * N

Cchoose one o- Cr 2 on v Choose one v Choose ang A
Available For * Configuration Item Tags

Choose one \d Cl-210526-0041 0~ -
Additional Link Opened By Opened Date

Jagadeep Vudatha L] 06,/24/2021 13:03:58

Article Image

2

|

|Br0w5e... No file selected.

Or Draq It Here.

Solution *
Pasgrsh v B I @ = 1= = = @ & Mv By © o
S
New Task

Allows to raise a new task ticket from task ticket.

e Go to Action 2 New Task
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e Enter the new task details and click on submit

Client Name * Requestor Name * Task Name * Linked To A
Allied v Jignesh Sodvadiya 200~ IN-210624-0013
Status * Assignment Group * Technician Name Opened By
OPEN - Choose one o~ Choose one - Jagadeep Vudatha i ]
Opened Date Due Date Sequence *
06/24/2021 13:08:44 month/day/year hours:minu... 1

Task Description *

Application Slowness Issue

Additional Comments *

Paragraph ~ B I @& Z ;2 = - @ w By & o
Application Name - [Enter the application name]

Number of Users Impacted - [Enter the number]

s

New Problem
Allows to raise a new problem ticket from task ticket.

¢ Go to Action - New Problem
¢ Enter the new problem details and click on submit

Create Problem m x
Client Name * Requestor Name * Location Contact No. A

Allied v Jignesh Sodvadiya 200~ Mahape = 0802567677
Preferred Contact Status * Category/Sub Category/Item *

Primary X OPEMN A F 3
Impact * Urgency * Priority * Assignment Group *

Low v Low v P4 [i I Choose one o
Technician Name Configuration ltem Channel * Opened By

Choose one - Cl-210526-0041 [ T W Choose one v Jagadeep Vudatha [ ]
Opened Date Alternate Contact Alternate Location Vendor Ticket Number

06/24/2021 13:09:56 i 1=}
RCA Date Identified Notification Mode Is Major * Problem Manager

month/day/year hours:minu... - No Choose one -

W
Cancel

New Change
Allows to raise a new change ticket from task ticket.

e Go to Action > New Change
e Enter the new change details and click on submit
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~

Client Name * Change Initiator * Location * Status *

Allied v Jignesh Sodvadiya 200 - Mahape - OPEN v
Category/Sub Category/Item * Impact * Urgency *

E 3 LowW v Low v

Priority * Change Type * Assignment Group * Change Owner

P4 - Choose one v Choose one e Choose one v
Primary CI Opened By Opened Date

Cl210526-0041 eq ¢~ Jagadeep Vudatha [: ] 06/24/2021 13:12:48

Short Description *
Application Slowness Issue

Change Description *

Paragraph v|/B I @ Z Z|= = @ & By By < o

New Request
Allows to raise a new request ticket from task ticket.

e Go to Action > New Request
e Enter the new request details and click on submit

Client Name * Requestor Name * Location Contact No. A

Allied - Jignesh Sodvadiya 200 ~ Mahape - 0802567677
Category/Sub Category/Item * Status * Impact *

F 3 Choose one v Low v

Urgency * Priority * Channel * Assignment Group *

Choose one h Choose one o - Choose one v Choose one o-
Technician Name Configuration Item Alternate Contact Alternate Location

Choose one - Cl-210526-0041 eqQ ¢~ eaq
Vendor Ticket Number Opened By Opened Date

Jagadeep Vudatha o 06/24/2021 13:16:41

Short Description *

Application Slowness Issue

New Incident
Allows to raise a new request ticket from task ticket.

e Go to Action 2 New Incident
e Enter the new incident details and click on submit
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=
Create New Incident mmen Inciden - Search Related ltems ~
Client Name * Requestor Name * Location Contact No
Allied - ao- ‘hoose one .
Category/Sub Category/item * Status * Preferred Contact
L OPEN v Primary xw
Natification Mode Impact * Urgency * Priority *
- LOwW - LOW - P4 o -
Channel * Assignment Group * Technician Name Configuration Mem
PHOME v Choose one o- Choose one - C e -
Alternate Contact Alternate Location
[ 1=}
Flags
MEFCR Description vendor Ticket Number Email Response Opened By
Choose one v month/day/year hours: .. Jagadeep Vudatha 00
TASK ACTIVITY LOG

Activity log captures all actions performed on ticket from task creation to closure with date/time stamp
along with agent id. All modification performed on ticket is auto captured. From the creation of ticket to
resolution all activities are captured with order. All activities like add notes, add attachment, setting a

reminder are capture in activity log with sequence.

Edit Task - T-210625-0012

& Task Details A schedules (0)

» Detailed Activity Log

Email Sent On 06/25/2021 12:43:54 by user = SYSTEM.ADMIN

From :- aditaasusdemo@allieddigital.net
To :- jyudath llieddigital.net, davidtcr
Subject :- Ticket [ T210625-0012 | has been assigned to Service Desk, Status OPEN
Event Name :- Business Rule Manager

Citlmalliadd

Email Sent On 06/25/2021 12:43:54 by user = SYSTEM.ADMIN

From :- aditaasusdemo@allieddigital.net

To :- jyudatha@allieddigital.net

Subject :- Ticket [ T210625-0012 | has been created
Event Name :- Business Rule Manager

Activity Type:

All

ital.net, system.admin@mail.com, priya.lewis@allieddigital.net

Note: Logs in the tool protected from alteration after-the-fact.
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SCHEDULED TASKS

Create Scheduled Task - Scheduled ticket functionality benefits when there are some activities need to be
executed at regular intervals. Once a ticket is scheduled, new ticket will be created and assigned to the

specified support group automatically at the scheduled interval.

1. Navigate to Task Module and click on ‘Create New’
Fill all * marked mandatory fields and click on ‘Schedule’ instead of clicking on submit.

m Schedule Cancel

3. Displays scheduled dialog box, Select Scheduler Type, Schedule from Date & Time
4. Click on Submit

2.

Schedule

© Once © Daily & Monthly

Schedule On Days *

Sunday Monday Tuesday Wednesday

Thursday Friday Saturday

Schedule from Date & Time *

06/21/2021 06:52:39

Deactivate Scheduled Task - Scheduled ticket can be mark as inactive by unchecking the Is Active

checkbox.

1. Navigate to Task Module and click on ‘Scheduled Tasks’
2. Click on respective scheduled ticket and uncheck Is Active checkbox

3. Click on Update
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ADiTaas = o "es08
(17 gsieep vudatna Scheduled Task ERETmE - -

ED) Knowledge ~  scheduledd Scheduled Type Status | Scheduled Date & Time |  Scheduled Detalls Title Requestor Name e
J005  Once Active 08/25/2020 14:56:41 Task test by Arshad ~ David Cantrell se”

@ Problem
@D Change
F Release
7 Task

Create New

‘Wweekly Active 03/12/2020 11:18:11 Monday Test task by Ravi Stephanie Llanes SE
Once Active 03/11/2020 15:40:00 jhjhwy Jagadeep Vudatha yir | Se ”
3 )
1-30f3 hems

My Work (1)
My Group Work (38)
Open - Unassigned (37)

Closed (55)

Scheduled Task (3)

Calendar View

«# Interaction

9 cumos

hi
(2 chatBot °

Configuration Management Database (CMDB)

A configuration management database (CMDB) is a database used by an organization to store information
about hardware and software assets. A CMDB is a repository that acts as a data warehouse - storing
information about your IT environment, the components that are used to deliver IT service.

CI stands for Configuration Item. Cls can be used to tie tickets to the services they pertain to.
Incidents/Problems/Tasks have fields that allow you to choose the affected CI.

Configuration Item (CI) can be created from multiple places. CI can either create directly from tool using
Create New Option. Tool facilitates to integrate it with 3 party system and pull and store CI data in
CMDB.

CI can also create from any edit ticket page using action Impacted CI > Add New. Added CI will be
linked to the ticket.

CREATE NEW CI FROM CMDB
1. In shortcut bar, go to CMDB Module - Click on ‘Create New’
2. Displays a new CI creation page

3. Enter all * marked following mandatory fields.

a. Client Name- This is a mandatory field and data is auto populated with client information.
b. Requestor Name- Mandatory field. Select contact details of user who has reported issue. If
contact is not present in the application, then new contact can be created by using add

contact feature. You can use search button to find the existing contact.

c. Location- Auto populates user location from system.
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d. Contact No- Auto populates user contact number from system.

e.

CI Name- Mandatory field .Enter a relevant name in given text field.

f. CIType- Select required CI type from the drop down list.

[y

el o
.

n.

oO.

|CI Type * |

Choose one -
P

PC

Laptop Cl

Tablet

Citrix Thin Clients
Infrastructure

Server

W

Status- Mandatory field. There are different status available throughout the life cycle of CI.
Initially all ticket will be in ‘OPEN’ Status.

Assignment Group- Mandatory field. Select appropriate support group to work on CI ticket.
Technician Name- Assign ticket to individual. Depend on selected assignment group,
technician names will be appear on the drop down list.

Alternate Location: Optional field. Provides an option to enter alternate location.

Alternate Contact: Optional field. Provides an option to enter alternate contact.

Short Description: Provide a relevant title to the CI ticket.

. Additional Comments: Provide a detailed description with any other associated details

relevant to the CI.
Common Attributes- Fill details for all CI Common attributes

CI Custom Attributes- Custom attributes will vary depend on selected CI Type.

4. Once all the required mandatory are filled and click on Submit button.
5. Click on Add attachment button to add attachment during the ticket creation

6. New CI will be created with unique ID.
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CONBUERING SOMPLEXITY

l'f'h Jagadeep Vudatha
{'Js Practice Manager

W/ Interaction

B cmoe
Dashboard create in CMOB
Create New
PC-

Infrastructure -
Peripherals -
Operating System ~
Telephony =
Applications -
Database -
Software

Auto Discovery - Config
() chatBot

(3 Livechat

Enter ticket number and search...

Create New Cl

Client Name *
Allied

€l Name *

Assignment Group *

Choose one

Short Description

Additional Comments

Paragiaph ~

€| Common Atfribute|

Cl Purpose

Serial Number *

Principal Supplier

Support Start Date

Maintenance Cost

Leased

Cl Custom Attribute(s)

Assets Number

Purchase Order No.

Support End Date

Configuration Diary

Lease start date

Requestor Name = Location *
Ct ao - Cchoos: -
Cl Type *
1008 of -
Technician Name Alternate Location
ch - -
CE S @ & @y o

€I Baselining Date

Manufacturer

Purchase Date

Support Vendor

hoose one ~

Lease end date

Cancel

LI -

Contact No.
Status *

OPEN -

Alternate Contact

Last Audited Date *

Model

Warranty End Date
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Edit C1 - C-210610-0002
|_EWDEEEE D aActivity Log 7= Task (0)  @aApproval (D) | BB Related Tickets (6) 48 Relationship (0) & Installed Software (0)
Client Name * Requesmr Name * Location * Contact No.
Allied - SYSTEM ADMIN 200 - Mahape o -
Cl Name * Cl Type * Status *
DOCP-CHFDA Deskiop - OPEN -
Technician Name Alternate Contact Alternate Location
Chy Q- se one Q-

Assignment Group *
Service Desk

Created By

Short Description
Additional Comments
Paragrap ~|B I = iZ|= E e By ©
Cl Common Attribute(s)
C1 Baselining Date Last Audited Date *
06/08/2021
Assets Number Manufacturer Model
Choase one - se one
Purchase Date Warranty End Date
Cost

Crested On
06/10/2021 11:42:56

Cl| Purpose
Serial Number *
AQ2028 E34546
Purchase Order No.
PO91E18
Support Vendor
00se one -

Principal Supplier
Support End Date

Support Start Date
Maintenance Cost Configuration Diary
Leased Lease start date Lease end date
Cl Custom Attribute(s)
CPU Speed IP Address Number of HDD
192.168.1.2
CD/DVD Drive Floppy Drive Operating System
05 Service Pack Ver

CPU Type

20

Total HDD Space
Patches Installed

192.168.1.2

Software Installed

VIEW/ EDIT (I

All CI are classified under CI Type. Under CMDB all CI are displayed in tree view.
3. Click on CI to view all information regarding the CI.

2. Upon selecting the CI Type all CI related to respective CI Type will be displayed in data grid.

1.
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PC -

Deskiop (16)
Laptop CI (11)
Tablet (D)

Citrix Thin Clients (0)

Database -

Software

@ Problem

@ Change
FH Release
ﬁ Task

.) Interaction

Q cmpe

Create New
PC~
Infrastructure

Peripherals
Telephony

Database -

Software

'ir? Ii] Jagadeep Vudatha

’e Practice Manager

Dashboard create in CMDB

Operating System -

Applications ~

Asset Cl's List (Desktop)

Id Number

Cl-210526-0011
Cl-210526-0010
Cl-210526-0009
Cl-210526-0008
Cl-210526-0007
Cl-210526-0006
Cl-210526-0005
Cl-210526-0004
Cl-210526-0003
Cl-210526-0002

Cl-210526-0001

De De Do Do Do D Do Do Do Do De P P Do

Cl-201119-0003

Cl-210610-0002

Cl-210610-0001

Cl Name
DDCP-CHFD4
Desktop ClI
ADCP-CHFD2_D
ADCP-FOFD2
ADCP-CHFD4
ADCP-FODOC1
ADCP-CHOP1
ADCP-CHOP3
ADCP-CHOP4
ADCP-CHOPS&
ADCP-CHPAN
ADCP-FOPAN
ADCP-CHPAN1

SC08809

Short Description

DELL
ADCP-CHFD2
ADCP-FOFD2
ADCP-CHFD4
ADCP-FODOC1
ADCP-CHOP1
ADCP-CHOP3
ADCP-CHOP4
ADCP-CHOP6
ADCP-CHPAN
ADCP-FOPAN

ADCP-CHPAN1

n 1-16 of 16 items
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& Installed software (0)

Edit CI - CI-210610-0002
i= Task (D) @ Approval () | BB Related Tickels (8) & Relationship (0)
Location * Contact No
Mahape [
Status *
OPEN -

Requestor Name *
SYSTEM.ADMIN 200 -
Cl Type *
Desklop -
Alternate Location
ch ne a-

Client Name *
Alternate Contact

DDCP-CHFD4
Assignment Group *
Service Desk [ Jn Choose
Created By Created On
06/10/2021 11:42:56

Short Description
Additional Comments
Paragrapl viB I T =< |ldea B
€l Common Attribute(s)
€1 Baselining Date Last Audited Date *
D6/09/2021
Manufacturer Model
Choose one - c one -
Warranty End Date

Technician Name

Cl Purpose
Serial Number * Assets Number
AQ2028 E34546
Principal Supplier Purchase Order No. Purchase Date
PO91818
Support Start Date Support End Date Support Vendor Cost
Choose one -
Maintenance Cost Configuration Diary
Leased Lease start date Lease end date
[
€I Custom Attribute(s)
CPU Type CPU Speed IP Address Number of HDD
20 192.168.1.2
Total HDD Space CD/DVD Drive Floppy Drive Operating System
192.168.1.2
Patches Installed 08 Service Pack Ver
[~]

Software Installed

To add any additional information or work logs to CI, click on Action = Add Notes.

ADD NOTES

1.
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Edit CI - C210526-0011 P —
‘D Activity Log = Task (0) & Approval (0) B Related Tickets (2) %22 Relationship & Add Attachment ware (0)
B send Email
Client Mame * Requestor Mame * Location *
B8 set Reminder
Allied - SYSTEM.ADMIN 200~ Mahape [
& New Incident
Cl Name * Cl Type * & New Request
ADCP-CHFD2_D Deskiop 1 & New Task -
Assignment Group * Technician Name Altemnate Contact @ New Change 1
Service Desk e - Q- New Prablem Q
E hew Article
Created B Created On
¥ ' New Approval
05/26/2021 17.07:43

Add Notes dialog box will open
3. Click on checkbox to select required action items available on notes window

a.

b.

Internal Notes: Notes will be visible only agents. By default added notes will be
visible for both agents and end users.

Email this note to technician: Email notification will be sent to assigned
technician with added notes.

Email this note to support group: Email notification will be sent to all members of
ticket assigned group with notes.

Email this note to requestor: Email notification will be sent to requestor with
added notes.

Watch list: This functionality enables technician to add any email id to keep posted
with ticket updates. Once email id is added to watch list, all noticeable members will
receive notification on any status change, on notes added and on resolution of the
ticket.
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Add Notes

[] Internal Notes

Watch List Email Id

Add Email Ids
Notes *

Paragraph v

[ ] Email this note to Support Group

Add Notes Cancel

[] Email this note to Requestor

[ | Email this note to Technician

B e B By <

4. Enter the required comments/images/screenshots in the Notes section and click on Add Notes.

5. Added information will be visible in Activity Log.

ADD ATTACHMENT:

1. To add an attachment to a CI, click on Action = Add Attachment.
On clicking will open up a new window.

2
3. From the file chooser window, click on Browse to choose the file to be attached
4. Click open to upload the attachment.

Edit Cl - CI-210526-0011

Client Mame *

Cl Name *

ADCP-CHFDZ_D

Assignment Group *

Service Desk e -

Created By

Allied v

D Activity Log | F= Task (0) | @ aspproval (0) | B0 Related Tickets (2) | #& Relaticnshi ware (0)

B Send Email
Requestor Name * Location *
B set Reminder
SYSTEM.ADMIN O~ Mahape o
4 o £ Wew Incident
Cl Type* £ Mew Request
Desktop | £ Mew Task -
Technician Name Alternate Contact @@ Mew Change 1
B Mew Problem
ose one a- a-
Hew Article
Created On
" Mew Approval

05/26/2021 17:07:43

B 2dd Notes
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Add Attachment b4
P T ST ST TS SS=s===== A

[ Browse... | No file selected.

R

Or Drag It Here.

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close

All Uploaded attachments will be visible Under ‘View Attachment(s)’ tab.

Edit Cl- C1-210526-0011 & View Attachment(s) =
& New Text Document. txd x
“D Activity Log = Task (0) @ approval (0) = Related Tickets (2) T

DELETE/ REMOVE ATTACHMENT:

To remove an attachment, click on respective attached attachment by clicking on checkbox and click on
‘Delete Attachment’.

Add Attachment x

[ Browse... | No file selected.

R

Or Drag It Here.

File Name Attached By Attached On

O New Text Document.txt Jagadeep Vudatha 06/20/2021 20:10:58

Delete Attachment Close
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To quick delete an attachment , click on ‘View Attachment(s)’ tab and go to respective attachment click
on X’ placed next to it.

Edit Cl- CI-210526-0011 & View Attachment(s) =
& New Text Document. tx x
“D Activity Log = Task (0) @ approval (0) = Related Tickets (2) T

SEND MAIL:

1. To send an email from CI, click on Action = Send Email.

2. Compose email, user email id and ticket id will be auto populated in ‘To’ and ‘Subject’ fields
respectively. Attach any files by clicking on Browse.

B Add Notes
D Activity Log | ¥= Task(0) | @Approval (0) B2 Related Tickets (2) || & Relationship & Add Attachment ware (0)

Client Name * Requestor Name * Location *
8 set Reminder
Allied v SYSTEM.ADMIN 200~ Mahape 0
£ New Incident
Cl Name * Cl Type * £ New Request
ADCP-CHFDZ_D Desktop 1 &2 Mow Task -
Assignment Group * Technician Name Alternate Contact @ New Change 1
Service Desk o - Choose one Q- New Problem Q-
B New Article
Created B Created On
Y ' New Approval

05/26/2021 17.07:43
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New Email - From - aditaasusdemo@allieddigital.net

x
To* ce
system.admin@mail.com|
Subject*
Asset CI [ CI-210526-0011]
Description *
Paragraph v | B T Z i = = @ e By <

3. When complete, click on ‘Send Email’. All actions are captured in Activity Log.

SET REMINDER

Set reminder functionality allows agents to set a reminder to alert on some important tasks/events like

contacting end user at specific given time or follow up on any task. It allow to put a date/time and option to
select whomever you want to remind.

To a set reminder, click on Action 2 Set Reminder.
Set reminder dialog box is displayed. Enter the Subject and Comments in box.
Select checkbox, if required to send an email notification regarding the notification.
In select applicable option from ‘To Whom’ drop down list.

a. Remind me - Reminder will be set for logged in agent.

b. Support Group Members- Reminder will be set for selected support group.

c. Some else - Provides option to set a reminder to specific person.
5. Remind Time -Select date/time to set a reminder.

SV
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Edit CI - C210526-0011 P ——
B Add Notes
v e - i= ) . : .
D Activity Log = Task (0) @ Approval (0) B Related Tickets (2) 42 Relationship & Add Attachment ware (0)
B send Email
Client Name * Requestor Name * Location *
Allied - SYSTEM.ADMIN 200~ Mahape 0
£ New Incident
Cl Name * Cl Type * £ New Request
ADCP-CHFDZ_D Deskiop 12 New Task -
Assignment Group * Technician Name Alternate Contact @ New Change 1
Service Desk e - Choose one Q- New Problem Q-
B Mew Article
Created Created On
By " New Approval
05/26/2021 17:07:43
Set Reminder x
Subject *
Comments *
A
|| Send Email
To Whom * Remind Time*
Remind Me v 06/21/2021 06:00:00
Set Reminder b4
Subject *
Follow up at 11 AM
Comments *
Follow up at 11 AM
V.
[7] send Email
To Whom * Remind Time*
Remind Me v ‘ 06/25/2021 ‘H:OOﬁE

All scheduled reminders will be visible under Action = Show Reminders.
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* .
AD'Taas = Enter ticket number and search A A & ﬂ"y {o:
.y, Jagadeep Vudath; :
ﬂ‘u P Edit C1- CF210526-0011
== P
PG~ D Activity Log #= Task (0) @ Approval (0) B Related Tickels (2) 2 Relationship (0) & nstalled sc
Infrastructure - @ sda arachment
i " B8 send Email
Peripharals - Client Name * Requestor Name * Location * Contact No.
_ B B 5=t Reminder
Operating System = Allied - SYSTEM ADMIN 200~ Mahape o -
Telephony =
applications - Cl Name Cl Type Status £ Mew Incident
Database - ADCP-CHFDZ_D Desklop OPEN £ New Request
Software Assignment Group * Technician Name Alternate Contact Altemate Locat & MeW Tosk
Auta Discovery - Config Service Desk g - . a- . @ New Change
B New Problem
ChatBot
@ Created By Created On B New Article
3D Live chat 05/26/2021 17:07:43 o New Approval
Show Reminders
Notes Subject Scheduled Date & Time Follow Up Type Set By
Follow up at 11 AM Follow up at 11 AM 06/25/2021 11:00:00 Remind Me Jagadeep Vudatha ~
< >
n 1-10f 1items
Deactivate the Reminder
Scheduled reminder can be deactivated with simple following steps.
1. Go to Action>Show Reminders
2. Select reminder by clicking on checkbox and click on Deactivate Reminder
3. Reminder Status will be marked as deactivated.
Show Reminders X
Notes Subject Scheduled Date & Time Follow Up Type Set By
Follow up at 11 AM Follow up at 11 AM 06/25/2021 11:00:00 Remind Me Jagadeep Vudatha -
< >
- 1-10f1items

QUICK LINKS TO CREATE TICKET FROM CI

Following links helps to create other module tickets from CI.
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Edit CI - C-210526-0011

B 2dd Notes
" . a = i L i il [}
‘D Activity Log 7= Task (0) @ Approval (0) B Related Tickets (2) s Relationship & Add Attachment vare (0)
& send Email
Client Name * Requestor Name * Location *
B set Reminder
Allied SYSTEM.ADMIN 200~ Mahape
£ HWew Incident
Cl Name * Cl Type * & New Requast
ADCP-CHFD2_D Deskiop 1 & New Task -
Assignment Group * Technician Name Alternate Contact @ Hew Change

Service Desk e - OsE one Q- New Prablem [«
Hew Article
Created By Created On o Hew Approval
05/26/2021 17:.07:43
New Article
Allows to raise an article from CI
1. Go to Action > New Article
2. Enter the new article details and click on submit
3. CIwill be linked to the article.
= Enter ticket number and search « A Q‘ ﬂ'u {:O:}
Create Knowledge Article
Client Name * Status *
Allied - DRAFT -
Category/Sub Category/Item * Problem Title *
L3
Problem Description *
Paragragh - i= = @ ek B &
Assignment Group * Technician Name Source * Type *
choose ane o- n - e one chaose ane -
Available For * Configuration tem Tags
Cheose one - C-210526-0011 0s- -
Additional Link Opened By Opened Date

Article Imaae

Jagadeep Vudatha

06/25/2021 06:23:51

New Task

Allows to raise a new task ticket from CI

e Go to Action 2 New Task
e Enter the new task details and click on submit
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Create Task
Client Name *
Allied

Status *

OPEN

Opened Date

06/25/2021 06:25:42

Task Description *

ADCP-CHFD2
Additional Comments *

Paragraph ~

—

21—

Requestor Name *

Choose one

Assignment Group *

Choose one
Due Date

month/day/year hours:minu...

= s W@ o B

Qo -

©

Task Name *

Technician Name
Choose one

Sequence *

Add Attachment m .

Linked To
CI-210526-0011
Opened By

Jagadeep Vudatha

New Problem

Allows to raise a new problem ticket from CI

e Go to Action > New Problem
¢ Enter the new problem details and click on submit
e (I will be linked to the Problem.

Create Problem

Client Name *
Allied
Preferred Contact
Primary
Impact *
Low
Technician Name
s€ one
Opened Date
06/25/2021 06:28:58

RCA Date Identified

Problem Description *

ADCP-CHFDZ

month/day/year hours:minutes:sec ..

Requestor Name *

Status *

OPEN

Urgency *

Low

Configuration Item

Alernate Contact

Notification Mode

Qo -

L L

Location

Mahape

Category/Sub Category/Tiem *

Priority

P4

Channel *

Choose one

Alternate Location

|s Major =

No

[ ]=1

Contact No.

Assignment Group *
Choose one

Opened By
Jagadeep Vudatha

Vendor Ticket Number

Problem Manager

Choose one

New Change

Allows to raise a new change ticket from CI

¢ Go to Action > New Change
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Create Change

Client Name *

Allied v

Category/Sub Category/Item *

Priority *
P4 -
Primary CI

Cl-210526-0041 [ LW 0y
Short Description *
Application Slowness Issue

Change Description *

Paragraph v B I @

Change Initiator * Location *
Jignesh Sodvadiya 200~ Mahape
Impact *
E LOW
Change Type * Assignment Group *
Choose one v Choose one
Opened By Opened Date
Jagadeep Vudatha i ] 06/24/2021 13:12:48
TE = @ ek By By & o

I N

A

Status *

OPEN v
Urgency *

LOwW -

Change Owner

Choose one -

New Request

Allows to raise a new request ticket from CI

e Go to Action > New Request
e Enter the new request details and click on submit
e (I will be linked to the Request.
Client Name * Requestor Name * Location Contact No.
Allied Priya Lewis 200 - Mahape 0802545432
Category/Sub Category/Item * Status * Impact *
E OPEN Low -
Urgency * Priority * Channel * Assignment Group *
Low P4 o - PHONE Choose one L B
Technician Name Configuration Item Alternate Contact Alternate Location
Choose one CI1-210526-0011 0Q &~ eoQ
Vendor Ticket Number Opened By Opened Date
Jagadeep Vudatha [i] 06/25/2021 06:32:25
New Approval

Allows to raise an approval ticket from CI

Go to Action > New Approval
Enter the new approval ticket details and click on submit
New created approval ticket will be linked to CI
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Create Approval
Approval For Status * Approval Group *
CI210526-0011 OPEN v Choose one [: B

Submitted Date Sequence Of *

06/25/2021 06:35:06 1
Comments *
Paragraph v B I DD == @i By oo

s

I I -

Approver

Choose one -

CI ACTIVITY LOG

Activity log captures all actions performed on ticket from CI creation to closure with date/time stamp

along with agent id. All modification performed on CI is auto captured. From the creation of CI to dispose

all activities are captured with order. All activities like add notes, add attachment, setting a reminder,
creating task, creating approvals, linking CI’s all activities are capture in activity log with sequence.

Edit CI - CI-210526-0011

® ClDetails |OELIUVIGEE = Task (1) | @aApproval (1) | 88 Related Tickets (3) | & Relationship (0) & Installed Software (0)

» Detailed Activity Log

Approval created on 06/25/2021 06:35:56 by user = Jagadeep Vudatha

Approval created for AP-210625-0001 with this CI

Task attached on 06/25/2021 06:26:27 by user = Jagadeep Vudatha

Task attached T-210625-0007 with this incident

Reminder Set On 06/25/2021 06:14:12 by user = Jagadeep Vudatha

Subject:- Fallow up =t 17 AM

Comments - Follow up at 11 AM

byuser - Jagadeep Vudatha

Remind Time - 06/25/2021 11:00:00
Reminder Sent To - jvudatha@allieddigital net ;

Coee | o |

Actlvity Type:  All -

TASK

Agent can create a new Task and link to CI or open any existing tasks and can link to CI.

Edit CI - Cl-210526-0011

Cl Details D Activity Log  IESREEION @ Approval (1) 8B Related Tickets (3) | 4% Relationship (0) | & Installed Software (0)

» Current Tasks

D Title Requestor Name Assignment Group Status

T-210625-0001 Task 1 Priya Lewis Service Desk OPEN

Link Existing Task Detach Task

Sequence

1
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Create New- Click on Task = Create New to create a new Task.

Client Name * Requestor Name * Task Name * Linked To A
Allied v Choose one Qo - Cl-210526-0011
Status * Assignment Group * Technician Name Opened By
OPEN - Choose one o- - Jagadeep Vudatha Li ]
Opened Date Due Date Sequence *
06/25/2021 06:25:42 month/day/year hours:minu...

Task Description *

ADCP-CHFD2
Additional Comments *

Paragraph ~ B I :Z 2 = - @ w By o &

Link Existing Task- To link existing link Tasks, click on Task = Link Existing Task
Displays list of existing Tasks. Agent can link one or more tasks to CI by clicking on checkboxes.

Link To x
D Title q Name ig 1t Group Technician Name Status Sequence Opened Date
T-210620-0006 = Check Network Status Priya Lewis Network Support OPEN 2 06/20/202117:1. 7
T-210620-0005 = Check Application Status Priya Lewis Service Desk OPEN 1 06/20/2021 17:1
T-210620-0004 = Check database status Priya Lewis Server Support OPEN 1 06/20/2021 17:1
T-210619-0006 = Check Network Status Jagadeep Vudatha = Network Support OPEN 2 06/19/2021 10:3
T-210619-0005 Check Application Status Jagadeep Vudatha = Service Desk OPEN 1 06/19/2021 10:3
T-210619-0004 = Check database status Jagadeep Vudatha | Server Support OPEN 1 06/19/2021 10:3
T-210619-0003 | Check network connection Priya Lewis Service Desk OPEN 2 06/19/2021 06:3'
T-210619-0002 = Check user machine configuration | Priva Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210619-0001 | Check MS OFFICE software Priya Lewis Service Desk OPEN 1 06/19/2021 06:3'
T-210617-0002 = Check Application Status Jagadeep Vudatha | Service Desk OPEN 1 06/18/2021 01:5'

< >
- 2 1-10of 18 items
Cancel

Detach Task- Select respective Task by clicking on checkbox and click on ‘Detach Task’ to unlink
it.
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Do you want to delete the selected linked tasks?

APPROVALS

If a CI requires formal approval before proceeding, Agent can create an approval manually by clicking on
Approval-> Create New.

Enter all * marked following mandatory fields.

Edit CI - C1-210526-0011

B CiDetails ‘D ActivityLog | = Task (1) |JCEVIUSCEROM = Related Tickets (3) | & Relationship (0) & Installed Software (0)

+ Approvl
ID Number Status Comments Sequence Of ‘Approval Group Approver Requested By Opened Date Created By Authori
AP-210625-0001 | OPEN Approval required 1 Regional Approval Group | Jagadeep Vudatha = SYSTEM.ADMIN = 06/25/202106:35:56  Jagadeep Vudatha ~

Approval For Status * Approval Group * Appraver

Cl-210526-0011 OPEN - Choose one o~ Choose one v
Submitted Date Sequence Of *

06/25/2021 06:35:06 1
Comments *

Paragraph v~ B I Z ;2 = = @& e By o

On submitting a request for approval, approver will receive an approval mail with a link to approve or
reject the request.
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Edit Approval - AP-210625-0001 x
Status * Approval Group * Approver ~
OPEN v Regional Approval Group o Jagadeep Vudatha ~@Q -

Approval For
CI-210526-0011
Sequence Of *

Submitted Date
1

06/25/2021 06:35:56
Approver Comments *
Paragraph v~ B I :Z 2 = - @ w B~ o o
Comments *
v~ B I Z 2 = - @& w By o &
v

Paragraph

Approval required

All linked approvals will visible under Approval Tab. If the logged in user is a managerial user, then he can

open the approval and click on Approve or Reject.

Detach Approval

Authori

To detach any approval, click on ‘Detach Approval'.

Created By
~

Edit CI - CI-210526-0011
Cl Details *D Activity Log = Task (1) R Related Tickets (3) | & Relationship (0) ¢ Installed Software (0)
Requested By

» Approval
1D Number Status Comments Sequence Of Approval Group Approver Opened Date
AP-210625-0001 | OPEN Approval required 1 Regional Approval Group | Jagadeep Vudatha = SYSTEM.ADMIN = 06/25/202106:35:56 Jagadeep Vudatha
Do you want to detach the selected linked Approvals?

Yes MNo
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Reason For Detach

Paragraph v | B I Z Z|= =K e B~ ©

RELATED TICKETS

Displays list of all related tickets raised for CI.

Edit CI - C1-210526-0011

W Cl Details D Activity Log = Task (1) & Approval (1) IR Related Tickets (3) 18 Relationship (0) & Installed Software (0)

» Related Tickets

(1] Status Name i Group Te ician Name Category Sub Category em Priority Title

IN-210625-0001 OPEN Priya Lewis Metwork Support L2 HAROWARE LAPTOP LENOVO-X1 YOGA P4 Issue found on ADCP-CHFDZ ™
PR-210603-0001 OPEN Jagadeep Vudatha ~ Service Desk SYSTEM MONITORING ALERT P4 Intermittent Network Issue
PR-210525-0001 CLOSED  Deepak Shukla Service Desk SYSTEM MONITORING ALERT P1 Exchange Server Down

RELATIONSHIP

Tool facilitates to configure relationship between the CI.

Edit CI - C-210526-0011

Cl Details D Activity Log = Task(1) = @ Approval (1) | 8 Related Tickets (3) ECSGEETUENNOM & Installed Software (0)

» Cl's Relationship Add New Relationship [l Detach Relationship il Relationship Graph

Model No. Vendor Nam

~

D CI Name Type Serial No.

Add New Relationship - On clicking displays a list of CI. Select the CI required for configuring the
relationship. Click on Link.
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Link To x
Cl Type * Search Text
(All) - Search
D Cl Name Cl Type Requestor Name Vendor Name Serial Number Model No. Client Created By
CI-210610-0002 = DDCP-CHFD4 Desktop SYSTEM.ADMIN Allied ~
CI-210610-0001 | Desktop CI Desktop SYSTEM.ADMIN Allied
CI-210606-0001 = Canon Pixma G3000 Network Printer | ITSM Agent Allied Jagadeep Vuda
CI-210605-0001 | LAP-090909 Laptop Cl Jagadeep Vudatha Allied Jagadeep Vuda
Cl-210526-0041 = ABCABCINESDFCMDBO | Server SYSTEM.ADMIN Allied
Cl-210526-0040 ABCABCUSESUPWEEB(Q4 @ Server SYSTEM.ADMIN Allied
Cl-210526-0039 | ABCABCINESDFITSMO Server SYSTEM.ADMIN Allied v
< >
- 2 3 1-25 of 54 items

Detach Relationship - By clicking on checkbox, select CI that required to remove from relationship.

Do you want to delete the selected linked Cl's?

Yes Mo

Relationship Graph - Displays graphical view of CI relationship. If any specific Cl is linked to other CI then
relationship will be displayed in next level.
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0% - C-210526-001
Type . Deskiop
Cl Name | ADCP-CHFD2Z_D

ID# : CH210526-0040
Type : Sery
I Name : ABCABI

1 Name - ABCABCINESDFCMDY

1D : C1-210606-0001
Type : Network Printer
€I Name : Canon Pixma G3000

* | 1D# : CL210H 02
Type : Desktop
— CI Name : DDCP-CHFD4.

i ID# : CL210526-0011
Type : Deskiop
Cl Name : ADCP-CHFD2 D

Type - Laptop CI
Cl Name : ADCP-CHOP37

ID& - CI-210806-0001
Type : Network Printer
Cl Name - Canon Pooma G3004

1 ID# - CI-210610-0002
Type : Deskiop
Cl Name : DDCP-CHFD4

INSTALLED SOFTWARE

Tool facilitate to manage list of softwares installed on CI

Edit CI - CI-210526-0011

» Installed Software

D Software Name Brand Name
SW-201028-0001 Microsoft Teams MICROSOFT
SW-200825-0005 Microsoft OneDrive MICROSOFT

ClDetails | "D ActivityLog | #= Task(1) | @ Approval (1) | ®= Related Tickets (3) | & Relationship (4) ' WCMUSEIEL VTR

Short Description

New Software

Add Software |l Detach Software

Add Software- On clicking displays a list of software. By clicking on checkbox select the list of softwares

installed on the CI
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Link To x

] Software Name Brand short Description Client Created By Created On Last Modified By Lasth
SW-201028-0001 Microsoft Teams MICROSOFT Allied Jagadeep Vudatha | 10/28/2020 17:15:52 ~
SW-200825-0005 = Microsoft OneDrive MICROSOFT = New Software Allied Priya Lewis 08/25/2020 15:44:53 | Priya Lewis

SW-200825-0004 | Microsoft PowerPoint = MICROSOFT Allied Priya Lewis 08/25/2020 15:44:24

SW-200825-0003 | Microsoft Excel MICROSOFT Allied Priya Lewis 08/25/2020 15:44:04

SW-200825-0002 | Microsoft Word MICROSOFT Allied Priya Lewis 08/25/2020 15:43:53

SW-200825-0001 = Google Chrome GOOGLE Allied Priya Lewis 08/25/2020 15:42:41

n 1-6of 6 items

Detach Software- By clicking on checkbox, select the CI that required to be removed from installed
software list.

Edit CI - CI-210526-0011
ClDetails | D ActivityLog | #= Task (1) | @ Approval (1) = & Related Tickets (3) & Relationship (4)

» Installed Software Add Software [l Detach Software

D Software Name Brand Name Short Description
SW-201028-0001 Microsoft Teams MICROSOFT ~
SW-200825-0005 Microsoft OneDrive MICROSOFT New Software

Do you want to Detach selected Softwares with this
cCI?

Yes Mo

MANAGE CI IN CREATE/EDIT TICKET SCREEN

In new /edit ticket screen we have a configuration item as an individual field. There is an icon called
impacted CI and clicking on that it will pop up a new window with CI details, ticket information and
history of the CI. This information is coming from CMDB, but however CMDB can integrated with 3rd
party configuration management system and real time it will do the update on CMDB and display the
information on this particular screen.
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CONQUERING COMPLEXITY
WJ" Jagadeep Vudatha
i Js Practice Manager

MAIN MENU

& Dashboard

My Mailbox
7 My Favorites
& Incident

Create New

P1/Critical Incidents (86)
My Work (25)

My Group Work (696)
Open - Unassigned (625)
Resolved (381)

Closed (183)

Rejected (28)
Scheduled Incidents (17)
Calendar View

Visual Board ~

H Request

= Enter ticket number and search

Create New Incident

Client Name *

Allied

Category/Sub Category/ltem *

Impact *

Low

Assignment Group *
Choose one

Alternate Location
Flags
NEFCR Description *

Choose one

Nnenad Nate.

Requestor Name *

- Priya Lewis
Urgency *
- Low

Technician Name

o~ Choose one

L1

Vendor Ticket Number

Common Incidents

Location
2Q0 iir - Mahape
Status *
' OPEN
Priority *
- P4

:
nadlE
- T

Contact No.
Notification Mode *

Channel

PHONE hd

{ Configuration Item

| Alternate Contact

- Cl-200618-0001

LANI

C-200721-0009
test123

C1-200807-0002
PRNTRO09

CI-200917-0001
PRNTO09

C1-200612-0002

Opened By

Jagadeep Vudatha L]

/IDiTaa$s

EONGUERING COMPLEXITY

'r.lq Jagadeep Vudatha
i e

Practice Manager

MAIN MENU

&2 Dpashboard
E My Mailbox
7 My Favorites
£\ Incident

!-g Reguest
EE knowledge
& problem
@ Change

@ Release

= Enter ticket numbs

Create New Incident

Client Name *

Allied

Category/Sub Category/Item *

Notification Mode

Channel *

PHONE

Alternate Contact

er and search

Comman Incider

Regquestor Name *

- Priya Lewis
Impact *
- Low

Assignment Group *

- Choose one

Altemate Location

- Add Attachment Search Related ltems ~

Lacation
200~ Mahape
Status *
' OPEN
urgency *
- LOW

Technician Name

o Choose one

e

L W

Contact No.

b 9876567898

Preferred Contact

- Primary ® -
Priority
- P4 o -
C item I
- €H200618-0001 [}
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LANPRNTR003 (CI-200618-0001) Details

CI's Related Tickets (3) = CI's History
Client Name * Requestor Name * Location *
Allied Priya Lewis NP Mahape

Cl Name * Cl Type Status *

LANPRNTRO03 Local Printer OPEN

Assignment Group * Technician Name Alternate Contact Alternate Location
Server Support L2 Choose one Choose one

Created By Created On

Priya Lewis 06/18/2020 16:23.09

Short Description

Additional Comments

Paragraph b == w By By & o

LANPRNTRO003 (CI-200618-0001) Details

Cl's Details CI's History

|11} 7 Status Name i Group ician Name  Category | Sub Category 7 Hem
IN-200618-0037 | RESOLVED Priya Lewis Service Desk Priya Lewis HARDWARE = LAPTOP LENOVO- T570
IN-200624-0004 | OPEN Jagadeep Vudatha ~ Service Desk HARDWARE = LAPTOP LENOVO- T570

IN-200630-0001 | PROGRESSING | Jagadeep Vudatha ~ Server Support L2 Arshad Ansari SOFTWARE ~ ACTIVE DIRECTORY = ACCOUNT UNLOCK

- 1-30f 3 items
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LANPRNTR003 (CI-200618-0001) Details

Cl's Details | CI's Related Tickets (3)

o Reminder Set On 10/28/2020 16:24:08 Set By User = Jagadeep Vudatha

Subject- Reminder

Comments :- Reminder

Set By User - Jagadeep Vudatha
Remind Time :- 10/28/2020 16:26:00
Reminder Sent To :- Jagadeep Vudatha ;

o Attachment added on 10/28/2020 16:23:04 Added by user = Jagadeep Vudatha

Attachment Name:- EXport (52).xIs¥, Added by user = Jagadeep Vudatha

o Notes added on 10/28/2020 16:22:12 Added by user = Jagadeep Vudatha

notes

o Cl created on 06/18/2020 16:23:09 by User = Priya Lewis

Client:- Allied
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Interaction Module

When email manager is configured with the interaction module, any email received will be created as
interaction ticket. Later Agent has provision to create or update the ticket from interaction.

1. All interactions ticket will be visible under Interaction module - Pending

. . .
Aanaas = nter ticket number and search « O 2 ﬂlv {@}
CONGUERING COMPLERIT -

.. Jagadeep Vudatha
) orsctice manager Customer Name  Alled xv columnvisiiity - TR
i'Js Practice Manager )
€ Change ~ Title Description Requestor Name Status | Created By
@ INT-210421-0013 ~ FW: Graphical Issue - Reporting Tool From: Chitturi, Anand "Anan. Deepak Shukla yip OPEN SYSTEM.AD ™
Release
INT-210421-0012  Timesheet not updated. From: youn(fy.support@allie.. = Deepak Shukla WP OPEN SYSTEM.AD
-" Task INT-210421-0011  RE: ADiTaaS marketing initiative From: Jagadeep Vudatha "J.. | Nick McDonald OPEN SYSTEM.AD
o Interaction INT-210421-0010 ~ Fw: Performance appraisal. From: J.M.Sarma "jmsarma.. = Deepak Shukla TP OPEN SYSTEM.AD
NT-210421-000%  FW: VA report of Password-Server From: Chitturi, Anand "Anan.. | Deepak Shukla ¥ip OPEN SYSTEM.AD
Rejected (1) INT-210421-0007 =~ RE: POC wireframe From: Bhagyesh Shah 'bha. Deepak Shukla wip OPEN SYSTEM.AD
g INT-210421-0005 =~ SEPG MOMS - wrong.... please correct them From: J.M.Sarma "jmsarma.. | Deepak Shukla iip OPEN SYSTEM.AD
CMDB
INT-210421-0004  FW: VA report of Password-Server From: Chitturi, Anand "Anan.. = Deepak Shukla wie OPEM SYSTEM.AD
(2] ChatBot INT-210471-0003 ~ RE: Join Azure Developer League and get compliment  From: Jagadeep Vudatha 'J.. | Nick McDonald OFEN SYSTEM.AD
3 Live chat -210421- RE: POC wireframe From: shah, Paresh "Paresh.. = Deepak Shukla WP OPEN SYSTEM.AD
< »
g Wergration Hub - 1-10 of 10 items
2. Agent can review the ticket and take the appropriate action required
3. There are 4 actions available on interaction tickets
= Enter ticket number and search ft & 28 f”“ {é}

Edit Interaction - INT-210421-0012

From: younify.supporti@allieddigital.net
To: bhushan.sawalkar@allieddigital net
ce: jwudatha@allieddigital net

Sent: 04/20/2021 02:36 PM

Subject: Timesheet not updated.

Deseription

Regards,
Younify Support Team.

Customer Name * Requestor Name * Location *
Allied - Deepak Shukla 200 wr~ Mahape
Requestor Email Id Status * Created on
deepak shukla@allieddigital net OPEN ~ 04/21/2021 21:26:12
Title *
Timesheet nat updated.
Description*
Paragraph ~ B I @2 = &= @« BBy o

Contact No

Email Receipient

bhushan.sawalkar@allieddigital.net

Please update your timesheet from 26th March 2021 1ill date and get it approved by your Reporting Manager. Note: If aiready filled please ignore the mail.

oot

REJECT

cancel o
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Create Incident- On clicking new incident new incident ticket gets created and
interaction ticket will be added as interaction in incident ticket. Interaction status will be
marked as closed.

Client Name * Requestor Name * Location Contact No.
Allied - Deepak Shukla 200 - Mahape -
Category/Sub Category/Item * Status * Preferred Contact
% OPEN - Primary X
Notification Mode Impact * Urgency * Priority *
- Low v Low - P4 o -
Channel * Assignment Group * Technician Name Configuration Item
PHONE v Choose one [i B bl Choose one Q-
Alternate Contact * Alternate Location
eq
Flags

Create Request- On clicking new request new request ticket gets created and interaction
ticket will be added as interaction in request ticket. Interaction status will be marked as

closed.

Create Request Add Attachment m
Client Name * Requestor Name * Location Contact No.

Allied v Deepak Shukla 200 W~ Mahape -
Category/Sub Category/Item * Status * Impact *

E 3 OPEN v Low v

Urgency * Priority * Channel * Assignment Group *

Low v P4 e - PHONE v Choose one o~
Technician Name Configuration Item Alternate Contact Alternate Location

Choose one - Choose one Q- oQ
Vendor Ticket Number Opened By Opened Date

Jagadeep Vudatha [ ] 06/25/2021 19:25:14

Short Description *

Timesheet not updated.

corn

Add to Existing Ticket- If there is a ticket available, then agent has provision to update
the interaction with ticket id. Interaction will be added as notes in ticket. Interaction
status will be marked as closed.
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Customer Name 25 v .
D Title Requestor Name Status Assignment Group
IN-200303-0001 = Jagadeep Vudatha for Unlock the Account Jagadeep Vudatha OPEN Service Desk ~
IN-200617-0024 = Application Slowness Issue, Application Name:Servi Jagadeep Vudatha OPEN Server Support L2
IN-200228-0022 Jagadeep Vudatha for Unlock the Account Jagadeep Vudatha OPEN Service Desk
IN-210609-0019 = Desktop not working Nick McDonald APPROVED Server Support L2
IN-200616-0081 | Shared Email Box Jagadeep Vudatha OPEN Server Support L2
R-200623-0006  Smart Badge Activation Jagadeep Vudatha OPEN Service Desk
R-200616-0112 | Software Installation Jagadeep Vudatha OPEN Service Desk
IN-200304-0001 = Jagadeep Vudatha for Unlock the Account Jagadeep Vudatha OPEN Service Desk
R-200705-0001  Laptop Request LENOVO- X1 YOGA Jagadeep Vudatha APPROVED Service Desk
IN-200810-0011 = Application Slowness Issue, Application Name:Servi Jagadeep Vudatha OPEN Server Support L2
IN-210526-0003 | Network is down in building 5 SamR OPEN Service Desk
IN-210610-0004 UNABLE TO INSTALL MS OFFICE Priya Lewis OPEN Service Desk
IN-200624-0005 = Application Slowness Issue, Application Name:Servi Jagadeep Vudatha OPEN Server Support L2
IN-200628-0014 = Printer Connection Issue, Printer Name:Epson L3152 | Jagadeep Vudatha OPEN Service Desk
< > N
n 2.3 4 5 1-25 of 2337 items
Reject- If there is no any action required, interaction can be marked as Rejected. All
Rejected interactions will be visible under Rejected data grid.
AniTaas = Enter ticket number and search. ® A Q' (’;‘J'v {9’}

CONGUERING COMPLEXITY

.‘r ), Jagadeep Vudatha
(7e Practice Manager

@9 change
[ Release

o Task

-) Interaction

Pending (10)

Rejected (1)

Customer Name  Allied

~ D Title

INT-210421-0002 | Timesheet not updated.

x v

Description Requestor Name
From: younify.support@allie...

<

Deepak shukla VP

Column Visibility ~ 25 v

Status Created By Created On

REJECTED | SYSTEMLADMIN = 04/21/202120:11:0: 7
v
>

1-10f 1 items
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Reports

ADiTaaS provides facility to create numerous reports. Along with creation of new reports users can access
and download ready available reports from Report Catalog. User can create brand new report by clicking on
Create New option.

REPORT CATALOG
A catalog of reports enables data users to easily find the report they need. Set of preset help desk,
problem/change and asset reports and so on generated from the data available in the application.

To view the various reports available in application
1. Login to the ADiTaaS application using the credentials.
2. Click the Report Catalog under Reporting module from the left side menu bar. The next page lists
the various reports grouped under different Report Widgets.
3. On respective Report Widget, clicking on more will display additional reports in pop up.

9 .
ADITaas = Enter ticket number and search A 4 8 ﬂ’" {O:}
COMAUERING COMPLEEITY .

L), Jagadeep vudatha
(1) posaeen vy Report Catalog
1. actice Manager
£ reyues =
Incident [l | Problem Ll | Request Ll |
[EE] Knowledge
= All Incidents = All Problems = All Requests
@ Problem = Closed Incidents = All Problems By Requestor = Completed Requests
€ Change = Closed Incidents by Category = Completed Problems 122 Completed Requests By Priarity
m Release k2 Completed Incidents By Group =2 Completed Problems By Priority =2 Completed Requests By Technician
Task
o Lo
o Interaction
Knowledge ca | Approval El |
Q cmos
= All Articles = all Tasks 122 Approvals By Approval Group
'a ChatBot =2 Articles By Source = Completed Tasks 122 Approvals By Appraver
(3 Live chat b2 Articles By Status = Open Tasks 1s2 Approvals By Modules
g Intergration Hub k2 Articles up for Review |2 Open Tasks By Assignes |2 Approvals By Status
EE Visual Boards
@ Reporting
cuon Gl o o
Report Schedular = all changes = All CI Report 22 Requests within SLA vs Violated
Create New = all Changes (My) I=2 CI By Status
= change Report (X))
{33 Administration 9e e ¥ Type
B2 changes By Assignee 1+ €I By User
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Incident Widget Reports

&2 Hourly Incident Creation Report
= Incident By Assignment Group

i Incident Status By Category

i Incident Status By Priority

12 Incident Status By Technician

= Incident Tickets by Status

A& incident Tickets Trend

12 Incidents By Category

1=2 Incidenis By Open Date

i Monthly Incident Count by Location and Client

E

==

allied digta

IT managed.Responsibly.

Wild card search on pop up window will facilitate to search reports by entering the keywords.

Incident Widget Reports

12 Hourly Incident Creation Report
= Incident By Assignment Group
i Incident Status By Category

i Incident Status By Priority

|22 Incident Status By Technician
= Incident Tickets by Status

@& Incident Tickets Trend

|22 Incidents By Category
1= Incidents By Open Date
i Monthiy Incident Count by Locstion and Client

REPORT CATALOG- SEARCH

Search enables to quick search for any reports available in Report Catalog.

= Enter ticket number and search...

Report Catalog
Incident =% Problem r.4 |
= All Incidents = All Problems
= Closed Incidents = All Problems By Requestor

= Closed Incidents by Category i= Completed Problems

22 Completed Incidents By Group |22 Completed Problems By Priority

a- P Y- e

.

Request r.4 |
= All Requests

i=Completed Requests

22 Completed Requests By Priority

22 Completed Requests By Technician

Click on required report to from Report catalog to view.
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= enerticketnumber and search L Y- R
~
o,
D'Taas Closed Incid By Assigi t Group Donut Chart =
MNetwork Support: 1
l% Server Support 3
/ Server Support L2 67
Assigned Group:- Service Desk
No of Tickets:- 220
== Network Support == Server Supporl == Semver Supporl L2 Service Desk
Assigned Group No of Tickets
Network Support 1 -~
Server Support 3
Server Support L2 67
service Desk 220
o .

REPORT CATALOG - ACTION MENU

Add Report

1. On clicking Add Report from Action menu will display list of ready available reports with
preview option. Select required report by clicking on checkbox and click on Preview.
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Add Reports b4
| | Completed Problems "

[ ] All Articles @ Preview
[ ] ClCreation Graph @ Preview
[ | Incident Status By Category @ Preview
[ ] All Requests @ Preview
[ ] All Tasks @ Preview
[ | Changes By Change Initiator @ Preview
[ | Open Tasks @ Preview
| | OpenIncident By Group (Summary) @ Preview
1 Anan Channae Bu Accinnan @ Praview Y
Select Widget *
Choose one -

2. On Report Preview, tool allows to change the graph type and view the report on real time.

274



/IDiTaa$ 3

allied digital
Digital Service Management

IT managed.Responsibly.

Report Preview X
ADiTaas Tasks By Category ) Pie Chart =

CONGUERING COMPLE
Netwark Supporl 8 ‘\ /— Server Support: 11

= Sarver support L2 89
Servce Desk 84—

= Server Support = Server Support L2 — Senice Desk — Network Supporn

Assignment Group Count of 1d
Server Support 11

Server Support L2 69

Service Desk 84
Network Support B

3. To add existing report in Report Catalog page, select the required reports and select the
Report widget from the drop down list and click on add report.
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Add Reports ¥
| | Completed Incidents By Resolved Date o rreview
[ | All Problems @ Preview
[ | Completed Problems By Priority @ Preview
| | Completed Problems By Technician @ Preview
[ | Problem Tickets By Assignment Group @ Preview
Tasks By Category @ Preview
[ | Incident Status By Technician @ Preview
[ | Completed Incidents By Group @ Preview
[ ] Closed Incidents by Category @ Preview
[ ] Closed Incidents @ Preview
Select Widget *
Task -
Add Report Cancel

4. On submitting, new added report will be visible under selected report widget.

CMDB I8 | Raw Data Report =W
= All Changes i= All CI Report & Incident Status By Category
= All Changes (My) 2 CI By Status Ie* Tasks By Category
= change Report 2 CI By Type
k2 Changes By Assignee b2 CI By User
Lo ]

SLA Ll | Archive Reports £l | Master Data =u

2 Requests within SLA vs Violated = Archived Incidents & incoming Tickets By Month

= Archived Problems

CREATE NEW
Tool enables you to create reports that meet your need if you are unable to find them from the list of out-
of-the-box reports already available.
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1. Click on Create New under Report Catalog = Action menu Or Reporting module enables to create

a new report.
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.
D ITaas = Enter ticket number and search
NOURRING COMPLEXITY
.\, Jagadeep vudatha
Ty == Report Catalog
Js Practice Manage
e -~
6 reese =T
= All Incidents
ﬁ Task
i= Closed Incidents
I 1
4 meraction = Closed Incidents by Category
Q cMDB 2 Completed Incidents By Group
() chatBot
(3 Live Chat
Knowledge =N

Intergration Hub

= all Articles
EE Visual Boards
2 articles By Source

R "
@ eporting &2 articles By Status

Report Catalog 2 Articles up for Review
Repor Scheduler

Create New

@ Administration

Prablem

£= All Problems

i= All Problems By Requestor

= Completed Problems

=2 Completed Problems By Priority

= All Tasks

= completed Tasks

i= Open Tasks

1=2 Open Tasks By Assignee

zw

.
LN -
@ Add Report
[+ oo A
= all Requests

= Completed Requests
2 Completed Requests By Pricrity

=2 Completed Requests By Technician

Approval .4 |
= Approvals By Approval Group

== approvals By Approver

== approvals By Modules

12 Approvals By Stafus

Raw Data Report ri |

2. This opens the New Report creation page that will help you navigate through the various steps

involved in the creation of a custom report.

3. Specify the relevant Report Title in the given text field. This is a mandatory field.

New Report
I » Report Details

Report Tile *

Description

Description

Report Type *

© Tabular Report Matrix Report Summary Report Advance Summary Repart

Accessibility *

© Private Public Specific Users

Report Logo (Recommended image size is 200 x 70 pixel )

== AbiTaas

Report Widget *

4. Select the required report widget from the drop down list where you would like to see the

configured report.
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Report Widget *
Choose one

Incident

Knowledge

Problem

Raw Data Report
Reguest

SLA

Task

Pink Verify

Create New Report Widget

Tool enables you to create new report widget that meet your need if you are unable to find

them from the list of report widgets already available.

a. Click on Report Widget drop down list
b. Click on New Option

Report Widget *

Choose one
Pink Verify

Problem

Raw Data Report
Request

SLA

Task

Trending Reports

.

Click on Color to select the shade for widget
Click on Submit

e oA

well on Report Catalog.

Newly created report widget will be appear on Report Widget drop down list as

Specify the relevant Widget Title in the given text field. This is a mandatory field.
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New Report Widget *
Widget Title *
Widget Title
Description
Description
Y

Color

#04bffe

5. Choose the Report Type by selecting the radio buttons. You can create Tabular Reports,
Matrix Reports, Summary Reports, and Advance Summary Reports.
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Report Type *
© Tabular Report () Matrix Report () Summary Report ( ) Advance Summary Report

6. Choose the Accessibility selecting the radio buttons. You can create Private, Public and
Specific Users.

e Private- Report will be visible only to the user who has created the report

e Public- Report will be visible to all
e Specific Users - Report will be visible only to the specified users

Accessibility *

© Private () Public () Specific Users

7. By clicking on Report Logo, tool allows to upload a new logo for report. By default
organization logo will appear on reports.

Report Logo (Recommended image size is 200 x 70 pixel.)

ADiTaa$

CONQUERING COMPLEXITY

8. Click Proceed to Next >> button. This opens the Data Configuration Page.

New Report (Monthly Incident Ticket Trend)
I » Report Details
Report Title * Report Widget *

Monthly Incident Ticket Trend Trending Reports (g

Description

Description

Report Type *
© TabularReport () Matrix Report (_) Summary Report () Advance Summary Report

Accessibility *
) Private @ Public () Specific Users

Report Logo (Recommended image size is 200 x 70 pixel)

/DiTaa$

CONGUERING COMPLEX!

280



/DiTaa$

Digital Service Management

8||Ied digtal

IT managed. Responsibly

9. In Module Configuration, Choose the module (Incident, Request, Problem, Change and so
on) for which you wish to create the report.

New Report (Monthly Incident Ticket Trend)
I » Report Details

I » Data Configuration

» Module Configuration

Module *
Request

Change

Problem

CMDB

Knowledge
Task

Approval v

Module View *

Top (n) Record

m Finish & view Cancel

10. Next navigate to Column Configuration page. This page differs for each report type. Each
report type has to go through various steps before generating it as a customized report.

To generate Tabular Reports

Tabular reports are simple reports that allow you to list your data based on certain criteria.
We have selected the Tabular Reports option under Report Type.

a. The first step to create tabular reports is to select the display columns which need to
be displayed in the tabular report. Select the columns from the Data source field list

box and click @ button to move them to Columns list box. Click the ¢ button if
you want to remove any column from the Columns list box.
b. Group By allows to grouping of columns, where you can choose two levels of

grouping.

c. There are action available at column field level to Rename, Remove, Sort and get a
Row count or distinct count.

» Columns Configuration

Datasource Field(s)

Id

Short Description
Symptoms

Client Name
Open Date
Category
Sub-Category
Item

Priority

(N

Column(s) *
Id
Short Description
Symptoms
Client Name
Open Date
Open Date
Category

Group By

®@ Rename field
@ Remove field
@ sort order

@ Row Count

@ count

@ Count (Distinct)

oo Q0000

co

co
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I = Columns Configuration
Datasource Field(s) Column(s) *
Id [a] Id e
Short Description Short Description e
Symptoms Symptoms [ )
Client Name Client Name o
Open Date ’E‘ Open Date e g
Category Category ]
Sub-Category Sub-Category @
Item Item e
Priority v Status [ )
Group By
) Requestor Name [:] o
(<] Priority [i] L]
11. Next move to Filter Configuration, click on Add to add condition. If you are using the
date/time filter criteria, select the date column name from the field name drop down list.
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
~ || Choose one - - a i}
Category
I » Drill-Down Configuratiol Sub-Category
Item
Status
Assignment Group
= Filter Configuration
( Field Name * ‘Operator * Compare With * ) Runtime
~ || OpenDate ~ ||| |choose one - - a ]
==
Not equals

I » Drill-Down Configuration

< Finish & View Cancel

Between
Is null v
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date v <= - Choose one a - [m] w
+ADD

System Field
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» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date <= System Field - Choose one - - [m} o
:
+ ADD
Now
I » Drill-Down Configuration Tomorrow
‘Yesterday
Today + 7 Finish & View Cancel
Today -7
Today + 30
Today - 30 v
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date e= System Field Start of year - - [m] o

+ ADD

AND or OR option allows to add more than one criteria. You can delete a criteria by

clicking the delete icon.

= Filter Configuration
(

AND = -

AND I

Field Name =

Open Date

Choose one

Operator *

- <=

Compare With *

System Field

) Runtime
Start of year - - [m} @
v [m] o]

12. Drill down Configuration allows user to have drill down report with required fields. Select

the columns from the Data source field list box and click button © to move them to

Columns list box. Click the ¢ button if you want to remove any column from the Columns

list box.

! » Drill-Down Configuration

Datasource Field(s)
Id
Short Description
Symptoms
Client Name
QOpen Date
Category
Sub-Category
Item

Priority

o0

Select Field(s)
Id
Id
Short Description
Symptoms
Client Name
Open Date
Category
Sub-Category

Item

o000 0QC0Q@O0O0
>
_)

<

Finish & View Cancel

13. Finally click on Finish & View to view the report.
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I » Drill-Down Configuration
Datasource Field(s) Select Field(s)
Id ~ 1d e
short Description Id [: ]
Symptoms Short Description [ )
Client Name Symptoms [ ]
Open Date ° Client Name [ ] +
L] ¥
Category Open Date [:]
Sub-Category Category [:]
Item Sub-Category [ ]
Priority o Item o .
Finish & View Cancel
.
= Emierticket number and search A A2 (rl“ {O:}

ADiTaas Monthly Incident Ticket Trend 00 v

Id Short Description Symptoms Client Name Open Date Category Sub-Category
4 Requestor Name: David Cantrell

4 Priority: P2
IN-201117-0040  Outlook is not working, Unable 1o send mails Cutlook is not working. Unable 1o send mails Allied 11/17/2020 16:58:27 | SOFTWARE ~ QUTLOOK
IN-201117-0008  Application Sl Issue, lication Name: i ! Issue, i Name:-. | Allied 11/17/2020 12:39:27 SOFTWARE ~ APPLICATION

« Priority: P4
IN-200709-0041  Unlock the AD Account Unlock the AD Account Allied 07/09/2020 11:14:17  SOFTWARE ~ ACTIVE DIRECTORY
IN-200709-0056 Unlock the AD Aceount Uniock the AD Account Allled 07/09/2020 12:119:45 SOFTWARE ~ ACTIVE DIRECTORY
IN-200709-0054  Unlock the AD Account unlock the AD Account Allied 07/09/202011:40:24 SOFTWARE ~ ACTIVE DIRECTORY
IN-200709-0039  Unlock the AD Account Unlock the AD Account Allied 07/09/2020 11:12:35 SOFTWARE ~ ACTIVE DIRECTORY

4 Requestor Name: Deepak Shukla

4 Priority: P2
IN-201208-0004  Application Sl Issue, lication Name: i { Issue, li Name:_ | Allied 12/08/2020 10:07:15 = SOFTWARE ~ APPLICATION
IN-201102-0004  Qutleok is net working. Unable 1o send mails outlook is not working. Unable to send mails Allied 11/02/2020 18:22:57  SOFTWARE =~ OUTLOOK
IN-201117-0079 | Printer paper Jam, Printer Mame:HP Printer paper Jam, Printer Name:HP Allied 11/18/2020 00:04:06 HARDWARE PRINTER

4 Priority: P4
IN-207117-0096  Printer paper Jam, Printer Name:Epson L3152 Printer paper Jam, Printer Name:Epson L3152 Allied 11/18/2020 00:15:27 | HARDWARE = PRINTER v

< >

Count: 1347
2 3 4 5 . 1- 50 0f 1347 items

To generate a matrix report
e Matrix reports provide the data in a grid manner (m x n format). Select Report
type as Matrix Reports and depend on selected report type column configuration
will be changed.

e Select the columns from the Data source field list box and click button © to
move them to Columns Fields, Pivot Fields, and Value Id and Group BY box. Click

the ¢ button if you want to remove any column from the Columns list box.

e There are action available at column field level to Rename, Remove, Sort and get
a Row count or distinct count.

e Finish rest of the configuration and click on Finish & View
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I » Columns Configuration

Datasource Field(s)
Assignment Group
Assigned To
Contact Name
Location
Opened By
Last Modified By
Alt. Location
Channel

Resolved On

Column Field(s) *

Category

(+X]

Pivot Field(s) *

Status

o0

Value Field(s) *

Count of Id {Count})

(+X ]

Group By

Location

(<>

(<X

/DiTaas

CONGUERING COMPLEX

Category RESOLVED
« Location: Andheri
SOFTWARE
HARDWARE
PHONE
4 Location: Mahape
HARDWARE 1
SYSTEM
SOFTWARE 36
IT SERVICES
PHONE
N/A

4 Location: N/A

Total 37

OPEN

1403

Incident Status By Category

ASSIGNED CLOSED REJECTED PROGRESSING

APPROVED

25

PEND CLIENT PEND 3rd PARTY

UNDER OBSERVATI

~

1-14 of 14 items

/DiTaas

CONGUERING COMPLEX

Category RESOLVED
« Location: Andheri
SOFTWARE
HARDWARE
PHONE
4 Location: Mahape
HARDWARE 1
SYSTEM
SOFTWARE 36
IT SERVICES
PHONE
N/A

4 Location: N/A

Total 37

OPEN

1403

Incident Status By Category

ASSIGNED CLOSED REJECTED PROGRESSING

APPROVED

25

PEND CLIENT PEND 3rd PARTY

UNDER OBSERVATI

~

1-14 of 14 items
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To generate Summary Reports

e Summary reports are detailed reports that allow you to list your data based on
certain criteria. Select Report type as Summary Reports and depend on selected

report type column configuration will be changed.

e Select the columns from the Data source field list box and click button

©

to

move them to Category, Value and Group box. Click the ¢ button if you want to

remove any column from the Category, Value and Group box.

e There are action available at column field level to Rename, Remove, Sort and get

a Row count or distinct count.

» Data Configuration

I » Module Configuration

» Columns Configuration

Datasource Field(s)

Id

Short Description
Symptoms

Client Name
Open Date
Category
Sub-Category
Item

Priority

o0 o0

o0

Category
Status [ ]

Vvalue

Ticket ID (Count) [ ]

Group

Assignment Group [ ]

e Summary report facilitates to configure color configuration for charts. Navigate to
color configuration wizard and click on Add to additional colors.

286




-

[ )
ADITaas allied digital

Digital Service Management 17 managed Responsibly

I » Data Configuration

I » Module Configuration
I » Columns Configuration

I = Filter Configuration

l » Color Configuration

Color Option

B B B B B B

<+ ADD
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I #f9ede7
11 @
+ ADD
e Finish rest of the configuration and click on Finish & View.
L Y -N e

ADiTaas

Status.

4 Client Name: Allied
APPROVED
ASSIGNED
OPEN
PEND 3rd PARTY
PEND CLIENT

= Enter ticket number and search

Ticket ID

25

1403

Open Incidents By Status

UNDER OBSERVATION: 1 APPROVED. 25
137 ﬂ {'r ASSIGNED: 3

PEND CLIENT. 1_7=
PEND 30 PARTY. 1

Client Name:- Allied ¢
Status:- OPEN
Ticket 1D=- 1403
Saus ;

== AFFROVED == ASSIGNED == OPEN FEND 3rd PARTY FPROGRESSING == LINDER OBSERVATION
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To generate Advance Summary Reports
e Advanced Summary reports are more detailed and customized reports that allow
you to list your data based on certain criteria. Select Report type as Advance
Summary Reports and select the chart type. Depend on selected report type
column configuration will be changed.

Report Type *
) Tabular Report () Matrix Report () Summary Report ) Advance Summary Report

Advance Chart Type *

|Bar Chart a

Column Chart

Bar Chart

Bubble Chart
Radar Chart 1)
Waterfall Chart '

e Select the columns from the Data source field list box and click button © to

move them to Axis, Value, and Group and Stack box. Click the e button if you
want to remove any column from the Axis, Value, and Group and Stack box.

e There are action available at column field level to Rename, Remove, Field
Format, Sort and get a Row count or distinct count.

Datasource Field(s) Axis *
d ~ [>] Open Date (MM-yyyy) ©
Short Description ¢ Value *
Symptoms [>] Count of Id (Count) L]
Client Name Q
Open Date Group
Category [>]
Sub-Category @
o Stack
Priority v g Gategery e
Tooltips
e o
e 0
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Axil @ Rename field

d & Remove field
| @ Field format '
val @ Sort order

Select Format Type*

MM-yyyy

MM-dd-yyyy HH:mm:ss

MM-dd-yyyy hbzmm tt

MM-dd-yyyy
MM-yyyy
MMM-yyyy
MMM'yy

yyyy

hh:mm:ss

e Advanced Summary report facilitates to configure color configuration for charts.
Navigate to color configuration wizard and click on Add to additional colors.
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I » Data Configuration

I » Module Configuration
I » Columns Configuration

I = Filter Configuration

l » Color Configuration

Color Option

B B B B B B

<+ ADD
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~ -
I ) #foede7

Cancel

<+ ADD

e Finish rest of the configuration and click on Finish & View.

ADiTaas Incident Tickets Trend

Jan'20 1

Feb 20 m—
Mar'20 |
Apr'20 I
May'20 |
Jun 20
Jul 20—

AUG20 —

Sep20 m—

Oct20

Nov'20 I
Dec'20 —

Jan'21 -

Feb21 M

Mar21 -

Apr2i B

May'21 —

un 2 — | | |
0 50 100 150 200 250 300

— HARDWARE — IT SERVICES — NIA

Open Date Count of Id Category Count of Shert Description

01-2020 1 HARDWARE 1

022020 18 HARDWARE | 18

04-2020 1 N/A 1

04-2020 1 SOFTWARE 1

06-2020 258 HARDWARE 258

06-2020 1 N/A 1

062020 84 SOFTWARE a4

07-2020 14 HARDWARE 14

Count: 102 965 965

n 1-41 of 41 items
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Drill down option is enabled in all graphical reports. Clicking on graph, page will display drill
down report and clicking on specific ticket will take to the next level to view the real ticket
data.

Change Chart Type

Tool Facilitates to change the chat and modifications can be seen on real time.

Pie Chart

Open Incidents By Priority Pie Chart «

Action =
Pie Chart
P3: 15 Column C...
_\ Bar Chart
Line Chart
Area Chart

Donut Ch...

Funnel Ch...

P4: 544

— P2 == P1 == P4 == P3

Column Chart
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L]
ADITaas Open Incidents By Priority Column Chart -
Leucuitias coura Y
200 P4: 344
800
700
600 P2 548
500
400
300
200
100 P68
P3 15
0l
P2 P1 Pa P3

Bar Chart

AniTaas Open Incidents By Priority

CONQUERING COMPLEXITY

P2 F2:544
P1 P1:68
P4 P4:B44
P3 P315
0 100 200 300 400 500 500 700 800

Line Chart

L]

ADITaas Open Incidents By Priority Line Chart =

el et
200

844
800
700
600
P2:544
500
400
300
200
100
63
0 P3:15
P2 P1 P4 P3

Area Chart
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ADiTaas Open Incidents By Priority

CONGUERING COMPLEXITY

Donut Chart

/DiTaa Open Incidents By Priority

CONGUERING COMPLEXIT

P:Mf.—‘

pa84a

— P2 —P1— P4—F3

Funnel Chart

AniTaas Open Incidents By Priority | Funnel chart - |

CONGUERING COMPLEXITY

—P2—P1—P4—FP3

REPORT- ACTIONS

There are various actions can be performed on configured report.
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L4
Aanaas Open Incidents By Priority Mrt -

CONQUERING COM

= Refresh Report

P31 PBi Save as Excel
K Save as PDF
P2: 165
/ i Send as Email

W Delete Report

i Schedule Report
[ Edit Report

o P13

— P2 == P1 = P4 == P3

REFRESH REPORT- Report can be refreshed by clicking on Refresh Report.

SAVE AS EXCEL/PDF-You can export report in Excel.PDF.

Opening Open Incidents By Priority_20210623145316.xsx ot

You have chosen to open:

Open Incidents By Priority_20210623145316.xksx

which is: Microsoft Excel Worksheet (27.2 KB)
from: blob:

What should Firefox do with this file?

(® Open with | Excel (desktop) (default) v

() Save File

L] Do this automatically for files like this from now on.

0] 4 Cancel
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ADiTaas Open Incidents By Priority

CONQUERING COMPLEXITY

ol

-~ PN

—F2 - F1 P —-—F3

P2 165
P1 31
P4 538
P3 11
Total 745

SEND AS EMAIL- You can email reports to specified users by selecting the Send as
Email option.

e Open the corresponding report that you wish to mail as an attachment.
e (lick on Send as Email option under Action menu.
e Select the report format.
» Excel -The underlying data will be sent as an excel file.
= PDF - The underlying data will be sent as a PDF file.
e Enter email recipients details in To and CC. You can also add external email ids.
e Enter the Subject and Message
¢ C(lick on Send Email
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Send Report as Email X

Report Format *

Excel -
To* Cc

n - Enter email id -
Subject *

Open Incidents By Priority

Message *

.

Paragraph v|iB I @ Z i = = @& e By By © <

Please find attached report.

Send Email Cancel

DELETE REPORT- If report is no longer required, then remove it by selecting delete
report

REPORT SCHEDULAR- Scheduled report is a report that is sent out by email at specified
times. You can specify what is included; who should get the report; and how often it will

be sent.
), Jagadeep Vudatha .
0,"1' Practice Manager Report Scheduler List Fp—
- .
” Id Name Schedule Type B New Scheduler
Release Delete Schedul
& RPTSCH-210610-0001 ~ Monthly Incident Report Monithly W Delete Scheduler
~
*s Refresh
& Task RPTSCH 2101080002 | Daily Report Daily
n Export To Excel
7 Interaction RPTSCH-210108-0001 = Daily Report Daily
<
g CMDB n 1-3of 3items
() chatBot
(3 Live Chat

@ Intergration Hub
EE Visual Boards

@ Reporting

Report Catalog

Report Scheduler

Create New

Schedule Report/New Scheduler

Scheduled report can be configured from 2 ways.

%+ Open the corresponding report that you wish to mail as an attachment.
o Click on Action > Schedule Report
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#+ Navigate to Reporting Module from left menu bar
o Click on Report Scheduler, displays all configured report scheduler list
o Click on Action - New Scheduler

1.  On clicking, New scheduler page will be displayed
2. Specify the relevant Scheduler Name in the given text field. This is a mandatory
field.
3. Select the Report that required to be scheduled from drop down list, the list will
display all the available reports.
If scheduler action is selected from configured report then the Report Name will
be auto populated.
4. Select the Export Format
= Excel -The underlying data will be sent as an excel file.
= PDF - The underlying data will be sent as a PDF file.
5. Enter the scheduler, report can be scheduled on daily, weekly, bi-weekly, monthly,
quarterly or yearly basis as per the requirement.

New Report Schedule m
Scheduler Name * Report Name * Export Format *
Daily Open Incidents Report Open Incidents By Priority (Incident) - PDF -

m Daily Weekly Monthly

Schedule On *

6. To generate reports on a daily basis click Daily Report button and specify the From
Date, Time, report to be scheduled.

New Report Schedule

Scheduler Name * Report Name * Export Format *

Daily Open Incidents Report Open Incidents By Priority (Incident) v PDF -

once m Weekly Monthly

Schedule On Time *

Start On End On
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7. To generate weekly report click Weekly Report button. Specify the days of the

week on which you want to generate reports by selecting the check box. Also
specify the time, report to schedule.

New Report Schedule

Scheduler Name *

Daily Open Incidents Report

Once Daily Weekly Monthly

Schedule On Days *

Sunday Monday

Thursday Friday

Schedule On Time *

StartOn End On

Report Name *

Open Incidents By Priority (Incident)

Tuesday

Saturday

Export Format *

PDF

wednesday

8. To generate reports on a monthly basis click Monthly Report button. Specify the
month on which the report has to be generated by enabling the check box. Also

specify the time, report to schedule.

New Report Schedule

Scheduler Name *

Daily Open Incidents Report

Once Daily Weekly Monthly

Schedule On Months *

January February
May June
September October
On Day * On Time
Choose one -
Start On End On

Report Name *

Open Incidents By Priority (Incident)

March
July

November

Export Format *

PDF

April
August

December

9. Specify the E-mail ID of the person to whom the generated report has to be sent.
Enter email recipients details in To and CC. You can also add external email ids.

10. Enter the relevant Subject and Message for scheduler email

11. Click on Submit
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= Enter ticket number and search

New Report Schedule

Scheduler Name *

Daily Open Incidents Report

Once Weekly

Schedule On Time *

Monthly

700 AM

Start On End On

06/28/2021

To Email ¥

[ | priya lewis@allieddigital.net

Subject *
Daily Open Incidents Repart
Message *

— 1=

Paragraph v B I &

Daily Open Incidents Report

Report Name *

Open Incidents By Priority (Incident)

07/30/2021

E o B By & o

Submit Cancel

Export Format *

- PDF

L Y- e

View /Edit Report Scheduler

All scheduled reports will be visible under Reporting-> Report Scheduler. To edit any
report scheduler click on respective scheduler and perform the changes and click on

Submit.

.\, Jagadeep Vudatha .
‘Tf,y Practice Manager Report Scheduler List 25 v
— R

~ Id Name Schedule Type Report Name Created On

Release
@ RPTSCH-210610-0001 = Monthly Incident Report Monthly ALL Incidents for Pink Verify Demo | 06/10/2021 09:59:35
9 Task RPTSCH-210115-0001 | Report Daily Closed Incidents by Category 01/15/2021 11:13:18
,) Interaction RPTSCH-210108-0002 | Daily Report Daily Open Incidents By Category 01/08/2021 15:31:38
g P RPTSCH-210108-0001 | Daily Report Daily Open Incidents By Priority 01/08/2021 13:46:29

<

@ ChatBot n 1-4of 4items
(3 Live Chat

@ Intergration Hub
gg Visual Boards
@ Reporting

Report Catalog

Report Scheduler

Create New
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Delete Report Scheduler
1. Navigate to Reporting module from left menu bar

Select the relevant scheduled report that required to delete
Click on Action - Delete Scheduler
On clicking scheduler will be deleted.

VR W

-
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Click on Report Scheduler, Displays a list of all configured report schedulers

I, Jagadeep Vudatha
nr"

@ Intergration Hub
gg Visual Boards
@ Reporting

Report Catalog

Report Scheduler

Create New

Bractice 1 Report Scheduler List 25 v
” id Name Schedule Type B New Scheduler
Release Delate Schodul
@ RPTSCH-210610-0001 = Monthly Incident Report Monthly W Delete Scheduler
& Refresh
L=d
& Task RPTSCH2101080002 | Daly Report Dally
B Export To Excel
o7 Interaction BPTSCH-210108-0001  Daily Report Daily
L4
g CMDB n 1-3of 3items
() chatBot
(3D Live Chat

EDIT REPORT- By clicking on edit report any changes or modification can be
performed on configured report. Make your changes to the fields, filters, and
summaries that you'd like to modify, just as you would when creating a new report.

Navigate to Reporting module from left menu bar

Click on Report Catalog, Displays a list of all configured reports
Select the relevant report that required to modify

Click on Action - Edit Report

5. Perform the modification and click on Finish & View.

B

SAMPLE REPORTS
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ADiTaas Problem Tickets Trend

ConpuERiNG coMP

Jun21

] 5 10 15 20 25 30
= HARDWARE == [T SERVICES == PHONE == SOFTWARE SYSTEM

AniTaas Problem Priority Tickets Trend

CONQUERING COMPLEXITY

Mar 20
Apr20
May 20
Jun'20
Jul'20
Aug 20
Sep 20
0ct 20
Nov'20
Dec'20
Jan'21
Feb21
Mar 21
Apr21
T —
Jun21

—P1—P2  P3—P4

Report on category and queue change count

.
Aanaa All Problems
CoucuLRinG ComPLEITT

id Problem Descripti Name 1 [ Category Change Count | [Queue Change Count + | category sub category ftem I
FR-200410-0007  Intermittent network connection | Jagadeep Vudatha | 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT [N
PR-200511-0008 | Intermittent network connection | Leah Bostic 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT N
PR-200511-0002  Intermittent network connection | Deepak Shukla 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT N
PR-200605-0001 = sdgdfg Jagadeep Vudatha | 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT F
PR-200605-0003  dfgh Jegadeep Vudatha | 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT [
PR-200608-0002 ~ sdfgsdfg Jagadeep Vudatha | 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT L
PR-200611-0002  sdasda Jegadeep Vudatha | 1 1 ITSERVICES ~ AUDIO/VIDED SETUP VIDED CONFERENCE |
PR-200618-0001  Network is down Priya Lewls 1 1 ITSERVICES ~ AUDIO/VIDEQ SETUP VIDEO CONFERENCE | L
PR-200709-0003  Unable to connect mail server | Priya Lewis 1 1 ITSERVICES ~ AUDIO/VIDED SETUP VIDED CONFERENCE | L
PR-200700-0004  Unable to connect mail server Priya Lewis 1 1 IT SERVICES ~ AUDIO/VIDED SETUP VIDED CONFERENCE | L
PR-200728-0008  Scanner is not getling connect Priya Lewis 1 1 SOFTWARE  ACTIVE DIRECTORY ACCOUNT UNLOCK L
PR-200825-0001  Intermittent Network Issue David Cantrell 1 1 HARDWARE ~ REPLACMENT MACHINE SHIFT Lv
< >
Count: 74
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AniTaa Problem Incident Trend (Tabular) 50~

CONQUERING COMPLEXITY

Incident Id Incident Description Opened On Opened by Contact Name Status Assignment Group
4+ Opened On: Nov-2020
4 |d: PR-201110-0001
IN-210604-0005 = Account Lockout 06/04/2021 10:06:30  Jagadeep Vudatha | Jagadeep Yudatha QOPEN Service Desk
< |d: PR-201112-0003
IN-210610-0015 = UNABLE TO INSTALL MS OFFICE 06/10/2021 12:22:30  Jagadeep Vudatha | Jagadeep Vudatha PROGRESSING = Network Support
4 Id: PR-201117-0001
IN-200901-0018 = Outlook is not working. Unable to send mails 09/01/2020 20:06:36  Jagadeep Vudatha | Jagadeep Vudatha PROGRESSING = Service Desk
IN-200910-0006 | Outlook | User continues to get prompted for cr.. | 09/10/2020 11:01:58 Jagadeep Vudatha | David Cantrell OPEN Service Desk

4 |d: PR-201120-0001

IN-201119-0014 | Printer paper Jam, Printer Name:Epson L3152 11/19/2020 23:38:08  Jagadeep Vudatha = Jagadeep Vudatha OPEN Service Desk
IN-201119-0015 | Printer Connection Issue, Printer Name:Epson .. | 11/19/2020 23:38:29  Jagadeep Vudatha | Jagadeep Vudatha OPEN Service Desk
IN-201120-0003 = Password Reset 11/20/2020 14:33:09  Jagadeep Vudatha = Jagadeep Vudatha OPEN Service Desk
Count: 46

AniTaas Top 5 Problem Category 50 v

CONGUERING COMPLEX

Category Count
SYSTEM 11
HARDWARE 46

IT SERVICES ]
SOFTWARE 10
PHONE 1

Count: 5 74

n 1-50of 5items
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Dashboards

The Dashboard is a visual display of real-time information, consolidated and arranged in a
single view so that it can be easily monitored. The Dashboard displays various statistical
data related to number of incidents, requests, changes, problems and assets based on
various criteria.

Dashboards enables to display multiple performance analytics, reporting, and other
widgets on a single screen. Use dashboards to create multiple data reports that can be
shared with multiple users.

READY AVAILABLE DASHBOARDS

Along with creation of new dashboards, ready available dashboards are accessible for use.

MAIN MENU

&2 Dashboard

01.Incident & Request Dashboard
02.Incident Dashboard
03.Request Dashboard
04.Change Dashboard
05.Problem Dashboard
06.Knowledge

07.CMDB

08.Task Dashboard

09. SLA Dashboard

10.Incoming Tickets Dashboard

305



/DiTaa$

Digital Service Management

==

=1

allied digital

IT managed.Responsibly.

AniTaas Enter ticket number and search...

CONGUERING COMPLEEITY

Jagadeep Vudatha

r W
'3 9 Practice Manager

MAIN MEHU

10.Incoming Tickets Dashboard » g

Incoming Incident Tickets Trend
600
&2 Dashboard
01.Incident & Request Dashboard
02 Incident Dashboard
03 Request Dashboard
04 Change Dashboard
300
05.Problem Deshboard

06, Knowledge
07.CMDB

200 -

08.Task Dashboard 100

09 SLA Dashboard

Jan'20 Fob'20 Mar20 Apr20  May 20

1. Trending Reports

Create New

Incoming Request Tickets Trend
Jan°20

Feb20

Mar'20

Apr20 m

Nay20 m—

Jun 20

Jul'20 Aug20 Sep20 020

— Pl —F2  P3I—P4

Jun 20

Mo¥20 Dec'20  Jan 21

nadeo

©Q Add Panel » | & Download Y Filter | & Refresh v

Feb'21  Mar'21  Apr21 May'21 Jun21

Jl'20 ———

Aup 20 e —

Sep'20 f—"—

0c'20 =

Nov'20 —— :
Dec'20 u

Jan 21—
Feb'21 mm

Mar'z1 s —
Apr21 m

MayZ1 e —
Jun'21

0 50
== HARDWARE

Category-wise Incident Tickets
20

T0

HARDWARE IT SERVICES PHOME
Current Month Ticket Count

80

T0

10 l.
a
623 5030

100 150
IT SERVICES == N/A == PERIPHERAL

—

SOFTWARE SYSTEM

66

— Incident — Request

200
PHONE = SOFTWARE

250 300

Status-wise Problem Tickets

ASSIGNED

RESOLVED CLOSED

REJECTED KNOWN ERROF

PROGRESSING

OFEM

<

620 627

CREATE NEW DASHBOARD

1.

2. Click on Create New
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New Dashboard p 4
Title *
Dashboard Title
Description
Description
Vi
Module *
Dashboard -

[ ] SetasHome Page

Accessibility
@ Private () Public () Specific Users

3. Specify the relevant Title for dashboard in the given text field. This is a mandatory
field.

4. Select the Module Name from the drop down list under which you want to display
the dashboard

Module *
Dashboard -
Dashboard -
Incident
Request
Change

CMDB

5. Choose the Accessibility selecting the radio buttons. You can create Private,
Public and Specific Users.

o Private- Report will be visible only to the user who has created the report
o Public- Report will be visible to all
o Specific Users - Report will be visible only to the specified users
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7. Tool facilitates list of Templates. Select the required Template from the list

6. Click on Create

%\‘5&&

9. Select required widgets from Select Existing Panel by clicking on checkbox. At a

8. Click on Next
time multiple widgets can be selected from different modules.
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Select Existing Panel 5

I » Incident

I » Request

I » Change

I » CMDB

I » Problem

I » Knowledge

I » Task

Select Existing Panel »

I » Incident

[ %2 Incident History Report Of Last 30
Days

E  OpenIncident by Assignee

[]
De

Resolved Incidents By Resolution
Criteria

| &9 open Incidents By Urgency
L & open Incidents By Priroty
L |uMili Incidents By Channel

[_| @ incidents By Location

vl Bdcmcmad Mardann ot b S0 Toonn

] s Current Month Logged Incidents

L] Incident Logged Today

U1 |\l Priority wise Incident Tickets

] Incidents Resolved Today
] Total Incident Count
] Il Resolved Incidents By Resolver

L] Unassigned Incidents

| RN [T = Y PR I P W p—— T p—

10. Click on Finish
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ZIDiTaa

OMAUERIMG COMPLERITY

L

MAIN MENU

Jagadeep Vudatha
Practice Manager

&2 Dashboard
01.Incident & Request Dashboard
02.incident Dashboard
03.Request Dashboard
04.Change Dashboard
05.Problem Dashboard
06.Knowledge
07.cMDB
08.Task Dashboard
09. SLA Dashboard
10.Incoming Tickets Dashboard

Create New

Enter ticket number and search

02.Incident Dashboard » &

Total Incident Count

1585

Incident Logged Today

0

A a s S

& Download | Y Filter

© Add Panel » & Refresh

Incidents Resolved Today P1/ Critical Incidents

91

Count of Id

Count of Id Count of Id Count of |
Open Incident by Assignee Open Incidents By Priroty
P19
Priya Lewis f
Jagadesp Vudatna F
A ory:- HARDWARE _— P2 192
Arshad Ansari Count of Id: 709
sagar kolambkar
Jignesh Patel ~ P37
FRavi vardhan
Self User pa 7a Vv
tata
venkatesh vudatha
- - - : . - - - - ' — Pl =— P2 — F3 — P4
o 100 200 300 400 500 600 TOO 800 900 1000
Priority wise Incident Tickets ‘Open Incidents By Severity
1400 iU, 810
o
1200 d
1000
800
600
400
200 -
o r = i R::E?D{M HIGH — Low
P3 P2 [ Pa
Incidents By Channel By Criteria
1200 AD-HOC REPORTS (I
1000 BUG FIX (CODE) |
200 CANCELLED REQUEST |
500 CHANGE REQUEST
400 CLOSED CANCELLED
200 CLOSED COMPLETED 1
o | CONFIGURATION [ | | | | |
ALERT CHAT SELF SERVICE ~ PHONE EMAIL o 50 100 150 200 250
Current Month Logged Incidents
25
2 o
15
1
05
o
05/05
— Pz
Incident History Report Of Last 30 Days
35
30
25
20
15
10
5
o N - — .
2104 22/04 23104 24104 25104 26/04 27104 28104 29/04 30/04 0105 02/05 03405 04105 05/05
— P2 — P3 — Pa
[~]

APPLY FILTER ON DASHBOARD

Click on Filter to apply specific conditions to dashboard widgets. User can apply any
number of filter conditions.

1. Select the required Field Name from drop down list to apply the conditions.

2.

Click on Add to add more conditions

3. Click on Submit.
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= Enter ticket number and search... Q- « A Q‘ t’j {@}
02.Incident Dashboard » @ © Add Panel ~ & Download T Refresh~
Total Incident Count Incident Logged Today Incidents Resolved Today 2@ P1/ Critical Incidents
Count of Id Count of Id Count of Id Count of Id
Dashboard Filter Option x
Field Name * Operator * Compare With *
Choose one a o
I Alt. Location ~
Assigned To
Assignment Group
Category
Category Change Count
Cause By
Channel
Cl Name
Dashboard Filter Option b 4
Field Name * Operator # Compare With *
Priority - Choose one a o
Equals
+ ADD
Not equals
In
Notin

Starting with

Ending with

Contains

Not contains

Dashboard Filter Option x
Field Name * Operator * Compare With *
Priority * | n ~ ||| choose one - 0w
+ ADD
P2
P3
cel
P4
Dashboard Filter Option x
Field Name * Operator * Compare With *
Priority v i -  OEgEA -~ @
+ ADD
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Click on Delete icon to remove the filter condition.

Dashboard Filter Option *
Field Name * Operator * Compare With *
Priority > | In - Hﬁ HE -
Dashboard values are changed according to the filter condition
L =W et

= Enter ticket number and search
02.Incident Dashboard & g © Add Panel~ | & Download | Y Filter | & Refresh~

Tetal Incident Count Incident Logged Today Incidents Resolved Today P1/ Critical Incidents

684 2 0 68

APPLY A NEW WIDGET TO THE DASHBOARD

Tool provides a ready available widgets to add in dashboard.

1. Click on Add Panel from top dashboard action items

2. Tool enables you to create new widgets that meet your need if you are unable to
find them from the list widgets already available. To create new widget click on
Add New Widget

3. To add an existing widget to dashboard , click on any required widget name from

the available list

© Add Panel | & Download Y Filter &3 Refresh~
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A A QS

© add Panel+ & Download Y Filter ¥ Refresh~

@ Add New Widget

Q, Search from available widgets

Incident ~

& Incident History Report Of Last 30 Days
@ Current Month Logged Incidents

& Open Incident by Assignee

@ Incident Logged Today

& Resolved Incidents By Resolution Criteria
@ Priority wise Incident Tickets

¢ — @ Open Incidents By Urgency

& Incidents Resolved Today w

4. Upon clicking on add new widget, widget will be appear at the bottom of the
page

5. Click on Configure, Displays a widget List

6. Select required widget to configure the chart

Enter ticket number and seanch ® A e‘ "i‘} {:O:}

b e 1 .

Aug 20 Sep 20 oct'20 MNov'20 Dec 20 Jan‘21 Febr21 Mar21 Apr21 May'21 dun'21
== ABCABCINESDFCMDBQ == ADCP-CHFD21 = LAP-090809 == LAPTOP00S == PRINTR-004 = PRNT009 == SCO2809

New Widget

~
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Select Widget

Column Chart

Area Chart Bar Chart Gauge Chart

Al £

Line Chart Waterfall Chart

A

I *
>

Radar Chart
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Select Widget

[

Column Chart

I X
>

Donut Chart

O

Area Chart

o

Bar Chart Gauge Chart

R

Waterfall Chart Radar Chart

rasp—
Eanpiins | Y -
| p—
.
Doty P

7. Click Proceed to Next >> button. This opens the Data Configuration Page.
8. In Data source Configuration, Choose the module (Incident, Request, Problem,
Change and so on) for which you wish to create the widget.

New Widget configuration

I » Datasource Configuration

Module *

Choose one -

» Data Configuration

I » Filter Configuration
I » Color Configuration

» Dril-Down Configuration

Madule View *

Choose one -

Top (n) record Exclude Dashboard Filter?

O
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New Widget configuration x

I » Datasource Configuration

Module * Module View * Top (n) record Exclude Dashboard Filter?

\ChDDse one - Choose one - O
Archive Data ~

Incident
Request
Change

Problem

CMDB

Knowledge

New Widget configuration x

I » Datasource Configuration

Module * Module View * Top (n) record Exclude Dashboard Filter?

Incident

4

‘ |Incidenl - M

I » Data Configuration
I » Filter Configuration
I » Color Configuration

I » Dril-Down Configuration

9. Next navigate to Data Configuration page. This page differs for each widget type.
Each widget type has to go through various steps generate a widget.

New Widget configuration x

I » Datasource Configuration

I » Data Configuration

Datasource Field(s) Legends *
.d 2 ;
Short Description I Value *
Symptoms » *
Client Name N v
Open Date Tooltips
Category Z T
Sub-Category v
Item
Priority v
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10. Select the columns from the Data source field list box and click button © to

move them to Legends, Value and tool tips. Click the ¢ button if you want to
remove any column from the Legends, Value and tool tips.

11. There are action available at column field level to Rename, Remove, Sort, and
format and get a Row count or distinct count.

New Widget configuration x

I » Datasource Configuration

» Data Configuration

Datasource Field(s) Legends *
_)
1d ~ « Status ;] 1
+
Short Description Value *
Symptoms >
) « | Ticket ID| +
Client Name 4
Open Date Tooltips
_)
Category < FS
+

Sub-Category
Item

Priority

12. Tool facilitates to configure color configuration for charts. Navigate to color
configuration wizard and click on Add to additional colors.
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I » Data Configuration

I » Module Configuration
I » Columns Configuration

I = Filter Configuration

l » Color Configuration

Color Option

B B B B B B

<+ ADD
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0}
+ ADD

14. Next move to Filter Configuration, click on Add to add condition. If you are using the

Choose one
~

Open Date

Category

=+ ADD

I » Drill-Down Configuratiol Sub-Category
Item

Priority
Status

Assignment Group

date/time filter criteria, select the date column name from the field name drop down list.
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- o @

Finish & View Cancel

= Filter Configuration

Field Name *

(

Open Date

+ ADD

Operator *

|choose one

Lo B

Not equals
I » Drill-Down Configuration i

>=

<=

Between

Is null v

Runtime

[m]

)

Compare With *

@
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» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
~ || OpenDate v || <= ~ ||| Choose one a - m] w
System Field
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date - <= - System Field - Choose one - - [m} o
:
Now
I » Drill-Down Configuration Tomorrow
Yesterday
Today +7 Cancel
Today -7
Today + 30
Today - 30 v
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date - <= ~ || System Field ~ || start of year - - [m] ]
AND or OR option allows to add more than one criteria. You can delete a criteria by
clicking the delete icon.
» Filter Configuration
( Field Name * Operator * Compare With * ) Runtime
- Open Date - <= - System Field ~ || Startof year - - (] w
AND = - Choose one - - O o
OR

15. Drill down Configuration allows user to have drill down report with required fields. Select

the columns from the Data source field list box and click button © to move them to

Columns list box. Click the e button if you want to remove any column from the Columns

list box.
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Datasource Field(s) Select Field(s)

Id A Id e~

short Description Id [: ]

Symptoms Short Description [ )

Client Name Symptoms [ ]

Open Date ° Client Name [ ] +
Category @ Open Date [:] v
Sub-Category Category [ ]

Item Sub-Category [ ]

Priority © Item [ : I

Finally click on Finish & View to view the report.

Incidents By Status
UNDER OBSERVATION: 1 —| APPROVED: 8
RESOLVED: 1 lﬂ D:2
REJECTED, r CLOSED: 61

PROGRESSING: 2.
PEND CLIENT: 1
PEND 3rd PARTY: 1

(]

Drill down option is enabled in all graphical reports. Clicking on graph, page will display drill
down report and clicking on specific ticket will take to the next level to view the real ticket
data.
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IN-200910-0002
IN-200928-0002
IN-201026-0003
IN-201027-0004
IN-201103-0013
IN-201104-0014
IN-201106-0002
IN-201109-0003
IN-201117-0095
IN-201217-0003
IN-210108-0002
IN-210108-0003

IN-210108-0011
<

Count: 23

Incidents By Status (Drilldown)

Short Description

Application Slowness Issue, Application Name:...
Hardware Relocation for [*Insert User's Name] ...
Account Lockout

Printer paper Jam, Printer Name:HP DeskJet 3...
Application Slowness Issue, Application Name:...
Printer Connection Issue, Printer Name:HP Des..
Application Slowness Issue, Application Name:...
Samples Ticket 1

Qutlook is nat working. Unable to send mails
Account Lockout

Browser Compatibility Issue

Browser Compatibility Issue

Application Slowness Issue, Application Name:...

Symptoms

Application Slowness Issue, Application Name:...

&nbsp;DescriptionDesk | Hardware Relocation ..

&nbsp;DescriptionUnable to access office netw...

Printer paper Jam, Printer Name:HP DeskJet 3...

Application Slowness Issue, Application Name:...

Printer Connection Issue, Printer Name:HP Des...

Application Slowness Issue, Application Name:...

SAMPLE 1

Outlook is not working. Unable to send mails

&nbsp;DescriptionUnable to access office netw...

&nbsp;Description*Browser Name: [ * [*Browse...

&nbsp;Description*Browser Name: [ * [*Browse...

Application Slowness Issue, Application Name:...

25 ~

Client Name Open Date

~
Allied 09/10/2020 09:36:29
Allied 09/28/2020 17:16:21
Allied 10/26/2020 14:46:20
Allied 10/27/2020 18:36:42
Allied 11/03/2020 14:36:01
Allied 11/05/2020 00:19:23
Allied 11/06/2020 19:58:00
Allied 11/09/2020 16:06:22
Allied 11/18/2020 00:14:41
Allied 12/17/2020 11:19:03
Allied 01/08/2021 14:25:15
Allied 01/08/2021 14:50:13
Allied 01/08/2021 20:31:17 ~

>

1-23 of 23 items

Edit Incident - IN-200910-0002 B

B Ticket Details |EROFYu AR

Client Name *

Allied -

Category/Sub Category/Item *

Requestor Name *

Priya Lewis

PHONE/CONFERENCE PHONE/CONFERENCE PHONE

Status *

PROGRESSING v
Channel *

CHAT -
Field Service
Vendor Ticket Number

Impact *

MEDIUM

Assignment Group *

Server Support L2

Configuration Item

CI-200917-0001

On Behalf Of

5]
Update Search Related Items ~ @ View Attachment(s) ~

200~

o0Q e~

Location

Mahape

Response Target

100%

Urgency *

MEDIUM v

Technician Name

Choose one

Alternate Contact

Notification Mode

#= Task (0) @ Approval (D) & Links (2) A schedules (0) @ More Info £ Impacted CI (0) 2 \

Contact No.

0612652849

Resolution Target o

Priority *

P2 o -
Preferred Contact

Choose one -
Alternate Location

[ 1=}

ADD EXISTING WIDGET TO DASHBOARD
Ready available widgets will be available under Add Panel.

1. Navigate to Search for available widgets
2. Enter a relevant name in search box to search for specific widget.
3. Click on widget to add on the dashboard
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‘Tl.'u Jagadeep Vudatha
i’s Practice Manager

08.Task Dashboard »

~

© Add Panel » | X Download Y Filter | 3 Refresh ~

PR ~  Total No Of Tasks Open Tasks Tasks Logged Today
-
&7 Dashboard 1 71 1 32 1 w| Q Search from available widgets
01 Incident & Request Dashboard Count of Id Count of Id Count 0 .
Incident

02 Incident Dashbeard

03 Request Dashboard Open Tasks By Assignment Group

a0 1
04.change Dashboard David Cantrell [l
T | @ Current Month Logged Incidents
05 Problem Dashboard 60 Edwin Th
win Thomas B @ gpen Incident by Assignee
06 Knowledge 50
Jagadeep Vudatha Incident Logged Toda)
07.CMDB 0 gaseep _= e 9 '
304 Resolved Incidents By Resolution Criteria
08 Task Dashboard 20 ) Leah Bostic [l ° 4
Priority wise Incident Tickets
09, SLA Daghboard 1 J I. Revivardnan [l G oty
. 0 +—| @ Open Incidents By Urgency F—
10.ncoming Tickets Dashboard Network Supporl  Server Support  Server SupportL2  Senice Desk 0 05 1 5 7 75 35
11.Trending Reports
Tasks By Stalus Closed Tasks By Technician
Craate New
/— cLOSED: 39 0
E My Mallbox el
30
T My Favorites 25 -
20 -
£ Incident o 15 Q .

Open Tasks By Assi

@ Incident tickets by Category ttem

@ incident History Report Of Last 30 Days

© Add Panel ~

© Add New Widget

Tasks Logged Today

& Download Y Filter

&% Refresh =

13

0, TasK

Counto @ Upen 1askKs
@ Tasks By Status

Open Tasks By Assi{ & Tasks Closed Today

David Cantrell @ Open Tasks By Assignee

Tasks L d Tod
Edwin Thomas © Tasks 0gged foday

& Open Tasks By Assignment Group

Jagadeep Vudatha

& Current Month Task Creation History

Leah Bostic @ Closed Tasks By Technician

Ravi vardhan & Total No Of Tasks

0 045 1 15

25
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Open Tasks By Assignee
David Cantrell
Edwin Thomas
Jagadeep Vudatha
Leah Bostic

Ravi vardhan

RENAME WIDGET

To rename the widget double click on widget. Enter relevant name to the widget and click
on ok.

Edit Panel Title

Panel Title

New Widget
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Edit Panel Title

Panel Title

Incidents By Status

Incidents By Status
UNDER OBSERWATION: 1 APPROVED: 8
RESOLVED: 2 | ﬂ ASSIGNED: 2
REJECTED: 12 ———— ———— CLOSED: 58
PROGRESSING: 22
PEND CLIENT: 1
PEND 3rd PARTY: 1
Status:- OPEN
Ticket ID:- 577
EDIT WIDGET

To edit widget click on configuration icon at the right end side. Upon clicking on the icon
you will be able to change the widget type and existing configurations.
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Incidents By Status

UNDER OBSERVATION: 1 APPROVED: &
RESOLVED: 1 4 ﬂ— ASSIGHED: 2

r—————— CLOSED: 60

REJECTED:
PROGRESSING: 22
PEMD CLIENT. 1

PEMD 3rd PARTY: 1

OPEN: 578 —

= UNDER OBSERVATION

= APPROVED == ASSIGNED == CLOSED == OPEN == PEND 3rd FARTY == PEND CLIENT == PROGRESSING == REJECTED == RESOLVED

ral
e

OB

MAXIMIZE WIDGET

To view widget in full screen click on icon at the top right side.

Incidents By Status

UNDER OBSERVATION: 1 APPROVED: 8
RESOLVED: 1 4 ﬂi ASSIGNED: 2

e CLOSED: 60

REJECTED:
PROGRESSING: 22
PEMND CLIENT: 1

PEND 3rd PARTY: 1

OPEN: 578 —

= APPROVED =—— ASSIGNED = CLOSED == OPEN == PEND 3rd PARTY = PEND CLIENT == PROGRESSING = REJECTED —— RESOLVED
= UNDER OBSERVATION

DRAG AND DROP WIDGET

On mouse over on widget + symbol appears on screen, which will enable to move widget

top to bottom and left to right without any efforts.

DELETE WIDGET

Click on delete icon to delete the widget
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Incidents By Status & #

UNDER OBSERVATION: 1 APPROVED: &
RESOLVED: 1 4 ﬂ— ASSIGNED: 2

e CLOSED: 60

REJECTED:
PROGRESSING: 22
PEND CLIENT: 1

PEND 3rd PARTY: 1

OFEN: 578 —

= APPROVED = ASSIGNED = CLOSED == OPEM = PEND 3rd PARTY = PEND CLIENT == PROGRESSING =— REJECTED — RESOLVED
== LUNDER OBSERVATION

DELETE DASHBOARD

Click on delete button placed next to dashboard title. Displays a confirmation message.
Click on Yes to delete the dashboard.

08.Task Dashboard | » |

Click to delete dashboard.

Total No Of Tasks Upen Tasks
165 126
Count of Id Count of Id

RENAME DASHBOARD

Click on edit button placed next to dashboard title. Provide the relevant name in text field
and click on ok.

08.Task Dashboard| »|

Click Edit dashboard details.

Total No Of Ta Open Tasks
165 126
Count of Id Count of Id
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DOWNLOAD DASHBOARD

Tool facilitate to download the dashboard. Downloaded dashboard will be saved in PDF.

08.Task Dashboard ¢ & © Add Panel = | & Download | Y Filter | &3 Refresh ~
Total No Of Tasks Open Tasks Tasks Logged Today Tasks Closed Today
Count of Id Count of Id Count of Id Count of Id

= Enter ticket number and search ‘ﬁ' A Q “".ﬂ {@}

CONQUERING COMPLEXITY

(P Josedece Vudatha 08.Task Dashboard ¢ & © Add Panel ~ | & Download | Y Filter | 3 Refresh ~
{ Jo Practice Manager
Total No Of Tasks Open Tasks Tasks Logged Today Tasks Closed Today
MAIN MENU 1 71 1 32
&2 Dashboard Count of Id Count of Id Count of Id Count of Id
01.Incident & Request Open Tasks By Assignment Group Open Tasks By Assignee

Dashboard § Diavid Cantrell
02.Incident Dashboard Edwin Thomas
3_- [ | . l

Jagadeep Vudatha

03.Request Dashboard & N E3
&
o‘ﬁl QQQP{\ Qo(\ < Leah Bostic
04.Change Dashboard o2 el oQ &
Qc\o B{s r:(,}“ Ravi vardhan
& = o
05.Problem Dashboard o o 0 05 1 15 2 25 3 35
06.Knowledge
Tasks By Status Closed Tasks By Technician
07.CMDE
L/ an
08 Task Dashboard 35
30
09. SLA Dashboard 25
20
10.Uncoming Tickets 15
S 10
Dashboard OPEN: 129 5
== CLOSED == OPEN = PROGRESSING 0 ' ! °
11.Trending Reports ITSM Agent Jagadeep Vudatha Priya Lewis
@ 08.Task Dashboard..pdf  ~ Show all x
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08.Task Dashboard
Total No Of Tasks Open Tasks Tasks Logged Today Tasks Closed Today
Count of Id Count of Id Count of Id Count of Id
Open Tasks By Assignment Group Open Tasks By Assignee P -
80
David Cantrell
70
60 Edwin Thomas
50
40 Jagadeep Vudatha
30
Leah Bostic
20
10 . - Ravi vardhan
0
Network Support Server Support  Server Support L2 Service Desk 0 05 1 15 2 25 3 35
Tasks By Status Closed Tasks By Technician
l CLOSED: 39 40
/ 35
30
25
20
15
10
open 125 —/ 5
04 I
== CLOSED == QPEN == PROGRESSING -~
ITSM Agent Jagadeep Vudatha Priya Lewis

REFRESH DASHBOARD

Tool facilitates to set the refresh rate for dashboard. Click on Refresh and drag circle to set

the refresh rate.

08.Task Dashboard » &

Total No Of Tasks

165

Count of Id

Open Tasks

126

Count of Id

Open Tasks By Assignment Group

T0 4
60 |
501
40 4
301
20 1
il H m
0

Hetwork Suppor Semer Support Server Suppori L2

Service Desk

~
O add panel» | & pownload T Filter L’m

-

Auto-Refresh settings (Minutes)

1] 5
20

Tasks Log
14 15 20 25 30

Open Tasks By Assignee

Daid Cantrell [T
Edwin Themas N

Jagaseep uastha.

Leah Bostic I
Revivercnen

] 05 1 15 2 25 3 35
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