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1. Overview
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Once a Service Request has been logged it will appear in the INCIDENT list:

HOME  INCIDENT: 1002047

All ¥ (1-100 of 406 search records)

NEW -~ MULTISORT

INCIDENT: 1002048

INCIDENT

TicketID  summary Current Status Priority  Custo.. CustomeriD Assigned Team Service Subcategory Category Created ~
1002048  Receiving bluescreen when Active 5 Aidan... nafgo Service Desk  Accessibility A..  Accessibility Advice  Accessibility.. 14/07/2021 ...
switching an machine
® 1002047 Newticket Active 5 Aidan... nafsg SMO av Video Conferenci... Video Confe... 14/07/2021
® 1002017  Mitest1 Active 3 Steph.. nsws1 Service Desk  Aspire Aspire Aspire 13/07/2021 ...
® 1002011 Mitests Active 3 Lugy B... Nl Service Desk  Accessibility A..  Accessibility Advice  Accessibility..  13/07/2021 ...
® 1002010 Mitest3 Active 3 Lugy B... nlic Service Desk AV AV SupportforE.. AV Support.. 13/07/2021

Double clicking on the Incident opens the ticket:

€ BACKTOALLIN |5

CUSTOMER AND STATUS

Raise User Information
Raise User:

Logon ID:

Email:

Alternative Email:
Telephone:
Alternative Telephone:
Location:

Room/Alt Location:
Faculty/Service:

School/Department:

DETAILS  TICKET HISTORY

summary

Description

ADDNOTE  NOTIFICATION \&,ASSIGN TO ME  LIZINCIDENT TEMPLATE - (6 LINK THIS TICKET TO AN Mi

User Ticket History
Aidan Fay (Aidan Fay)

nafg9

Aidan.Fay@newcastle ac.uk

0191 455 2222

Europe

TASK(0)  ATTACHMENT (0)

Receiving bluescreen when switching on machine

7 U A« A

Logged on behalf of Information

Logged on behalf of:

Logon ID:

Email:

Alternative Email:

Telephone:

Alternative Telephone:

Location:

RoomV/Alt Location:

Faculty/Service:

School/Department:

MAJOR INCIDENT  PROBLEM

Re-assigning an Incident

LOBO Ticket History Ticket Information
John Harvey (D Harvey) > status: *
njh199
john.harvey@newcastle.ac.uk Owner Team: *
owner:
123
v Source:

Include Reported By Email O Declare as Parent Incident.

CHANGE (0)  CAUSED BY CHANGE (0)

Category Search
Service® | Accessibility Advice -

Category™ | Accessibility Advice N

s

Active

Service Desk

Phone

\S, WITH CUSTOMER  S44WITH 3RD PARTY @ RESOLVE

4ays 19 nours terc Tor TSt escaiation

To reassign an Incident, change the Assigned team to the required resolver team:

X CANCEL



Newcastle
< University

Ticket Information

Status: | Active N

Assigned team: [ 5ewicE|De5k . ]

Click SAVE and you will be prompted for a re-assignment reason, enter the details and click OK and
the ticket is re-assigned:

Enter...

Enter team re- Can you please reset password. Thanks
assignment reascn ~

OK Cancel

Taking ownership of an Incident /Assign to Me

From the top left menu select the ASSIGN TO ME option:

€ BACKTO ALL SR m ADD NOTE SEND EMAIL [h ASSIGN TO ME ]

The Assigned Team then changes to your group/you as the Assigned analyst:
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Ticket Information

Status: | Active -

Assigned team: | SMO v

Assigned analyst: Aidan Fay (Aidan Fay) v

3. Assigning an Incident “With Customer”

To put the Incident with customer, From the top right menu, select the WITH CUSTOMER option:

2 o |\e WITH CUSTOMER | #SWITH 3RD PARTY @ RESOLVE X CANCEL »

You will then be prompted for a “Waiting for Customer reason”, enter the details and click OK:

Enter...

Waiting for Customer | Please can you confirm a time when we can visit you and take
regson: * a look at your machine,

Regards

IT Service Desk

oK Cancel

You can then see that the ticket Status changes to “Waiting for Customer”:
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Ticket Information

Status: * | waiting for Customer  ~

Owner Team: * | SMO v

owner: * | Aidan Fay (Aidan Fay) ~

The top right menu now contains a new option of “BACK FROM CUSTOMER”:

£ | ¥ BACK FROM CUSTOMER | X CANCEL MORE -

The ticket can either be returned from customer through Self Service by the customer or by NUIT
staff by clicking on BACK FROM CUSTOMER, entering the “Back From Customer reason” and
clicking OK:

Enter...
Enter Back From Customer called to advise that they are available on
Customer reason: * Wednesday at 3pm.|

OK Cancel

You can now see that the ticket Status is now set back to Active:

Ticket Information

Status: * | Active -
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To put the request with THIRD PARTY, From the top right menu, select the WITH 3RP PARTY option:

2 o & WITH CUSTOMER | #EWITH 3RD PARTY | @ RESOLVE X CANCEL

You will then be prompted for a “With 3" Party reason”, enter the details and click OK:

Enter...

With 3rd Party reason: | Awaiting guidance from DELL

*

oK Cancel

You can then see that the ticket Status changes to “Waiting for 3" Party”:

Ticket Information

Status: * | Waiting for 3rd Party  ~
Owner Team: * 1 SMO -
Owner: * | Aidan Fay (Aidan Fay) ~

At the top right, you now have a down arrow that lets you select “Back from 3™ Party”:
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o 4 X CANCEL »

5’ Back from 3rd Party
)

bdays 17 hours left for first escalati More ’

Enter the Back from 3" Party reason and click OK:

Enter...

Back from 3rd Party DELL have advised that they have no other reports of this
reason: * issue.

oK Cancel
You can now see that the ticket Status is now set back to Active:
Ticket Information
Status: * | Active -
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4. Adding a Note to or Sending a notification from an Incident

Adding a note

From the top left menu select the ADD NOTE option:

€ BACKTOALLIN [JEE

/4| [ADD NOTE | NOTIFICATION h ASSIGN TO ME BiNCIDENT TEMPLATE ~ t_‘? LINK THIS TICKET TO AN MI

Enter the note details and click Save (Unticking “Publish to Self Service” makes the note Private):

New Notes
Notes
Category Memo -
Source | Phone N
Duration (Min) Publish to Self Service
Ssummary | Customer call with an update
Notes

Customer will now be available from 2pm on Wednesdayl

Created by: naf9g Oon: 14/07/2021 14:33
Modified by: naf3g On: 14/07/2021 14:33

Save

Cancel
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Sending a notification

From the top left menu select the NOTIFICATION option:

€ BACKTO ALLIN ST ADD NOTE |NOTIFICATIO h ASSIGN TO ME F’JH’\ICIDENT TEMPLATE ~ t_‘) LINK THIS TICKET TO AN MI

You will be presented with the window below, you can choose to send to any email address and can
amend the message as appropriate. Click Save to send the email:

New Email
From™  no-reply_{Tenant}@it.com

From Name  Aidan Fay (4idan Fay)

To*  AidanFay@newcastle.ac.uk A Address Book
cc A Address Book
BCC A Address Book

subject®  Reference your Service Request# 1002041 regarding Campus Password Reset

Publish To Web

None
Attachments : Paste from clipboard  Add Attachment
Message
B 7 U | A A Y. E=EE @ = » 7

NU Service

Dear Aidan,
Kind Regards,

IT Service Desk
Telephone: +44 (0)191 208 5202
Extension: $5999

TT ©mmcinm Thanls eatunibn

Save Cancel

5. Resolving an Incident

From the top right menu select RESOLVE:

& o & WITHCUSTOMER ™EWITH 3RD PARTY | @ RESOLVE| X CANCEL MORE -

You will then be prompted with the box below, enter the Resolution Details and Technical
Resolution Details and click OK

Note — The customer sees the Resolution Details, the Technical Resolution details are for
a knowledge base/Analysts to re-use fix and are not viewable by customer.

10
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Enter...
Select Cause Code = Cther d
Resoluticn Details * Rebuilt machine

Technical Resolution Rebuile ma-:hinel using buildfimage 1.2.3.4.4
Details *

Cancel

The Status of the ticket has now changed to Resolved:

Ticket Information

Status: * | Resolved -
Owner Team: * | Service Desk -
Owner: -

If required the ticket can be re-opened by selecting REOPEN from the top right menu:

o o« lc; REOPEN | MORE «

11
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You will then be prompted with the box below, enter the Reopen reason and click OK:

Enter...

Enter recpen reason: | Customer has advised issue has returned)
*

OK Cancel

The Status of the ticket has now returned to Active:

Ticket Information

Status: * | Active v
Owner Team: * 1 SMO -
Owner: * | Aidan Fay (Aidan Fay) ~

6. Other Options

As well as DETAILS you also have the following:

DETAILS TICKET HISTORY TASK (D) ATTACHMENT (0) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

12
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The TICKET HISTORY tab shows any updates to the ticket, emails sent or notes added:

DETAILS TICKET HISTORY TASK (D) ATTACHMENT (0) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

By: naf99 | Sent: 24 minutes ago
NU service

Dear Aidan,

IT Service Desk

Telephone: +44 (0)191 208 5999
Extension: 85999

IT Service Desk website

ST oot ot ol el (e N (1 b ererenitios e ] s K bmrseromes cotfT) o oot cemelPbrs (s s s ooy ofl) racdl o oo T (e rfiomt e

The TASK tab allows a task to be assigned to another resolver group, this can be completed by
clicking New Task:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (0) MAJOR INCIDENT PROELEM CHANGE (0) CAUSED BY CHANGE (0)

Then entering the required details, including Team and clicking Save:

New Task

Summary

*  Cannot rebuild machine - can you please swapout Status: Logged

Details

B 7 U A A A, W, = » Team™ | Desktop Suppory] -

Cannot rebuild machine - can vou please gwapout

Owner -
Created By: nafog Oon: 14/07/2021 15:
Modified By: On:

Comments

Save Cancel

13
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The task is then added to the ticket:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (0) MAJOR INCIDENT PROBLEM CHAMNGE (0) CAUSED BY CHAMNGE (0)

Bl NewTask » Goto " “cancel
Task 1D Subject Status Team Owner Created On Modified On
1002049 Cannct rebuild machine - can you please swapout  Logged Deskiop Su... 14/07/2021 ... 14/07/2021 ...

The ATTACHMENT tab, as well as viewing attachments already added allows files to be added to
the ticket. This can be performed by clicking New Attachment:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (0) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0}

Bl New Attachment| [E! New URL

Attachment Description Size Created On Modified On

You are then prompted to browse to the file to be attached, then click Open:

€ Open >
I e« HA\ » Aidan » SMO » Tasks v | Search Tasks 2

Organise » Mew folder = [ @
~ ~ .
W This PC Mame Date modified Ty
» 3D Objects RequestOfferings 11/07/2021 12:11 File
Archive UserGuides 1470772021 08:20 File
@ Desktop & Bluescreen 13/05/2021 13:01 IPC

4 Downloads

q HA

B Music

. MUIT Share

o Pictures
ServiceDesk

B Videos

23 Windows (C:) v € 3

File name: | Bluescreen V| All Files b

14
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The file is now attached:

DETAILS TICKET HISTORY ~ TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

B New Attachment [} New URL
Attachment Description Size Created On Modified On

Bluescreen.JPG 21 KB 14/07/2021 15:14 14/07/2021 15:14

The MAJOR INCIDENT tab allows the Incident to be attached to a current Major Incident, this can
be completed by clicking the Link option:

** Note This can also be performed by clicking the LINK THIS TO AN MI button at the top of the
page:

€ BACKTO ALL IN m ADD NOTE NOTIFICATION | ASSIGN TO ME D[NCIDENT TEMPLATE ~ {f)" LINK THIS TICKET TO AN MI ]

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

Gz >

Problem: None Added

Major Incident: None Added

You then need to highlight the Major Incident and click Select:

where | ncident v ¥ || Begin with v S|+ - Search

Ticket ID Summary Created Current Status  Customer ID  Customer Full
® 1002008 MI test 1 13/07/2021 15:53 Active nljic Lucy Bolt (Luc
® 1002006 Testing creating incident 13/07/2021 14:57 Active nljc Lucy Bolt (Luc
o 1001994 Test downgrade M 12/07/2021 13:14 Active nswa1i Stephen Wear
[ ] 1001977 Self service close test 12/07/2021 1116 Active nswd1 Stephen Wear

13

Page Size 10 v Page | 1 of 6 = M C

Add Edit Cancel
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This then links the Incident to a Major Incident:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

@ Link g2unlink < Goto

1002008 Description:
Customer Name: Lucy Bolt (Lucy Bolt) MItest 1
Email: Lucy.Bolt@newcastle.ac.uk
Phone:

Owner: Lucy Bolt (Lucy Bolf)

The PROBLEM tab allows the Incident to be attached to a current Problem, this can be completed by
clicking the Link option:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHAMNGE (0) CAUSED BY CHANGE (0)

B New | Link] 2 E

You then need to highlight the Problem and click Select:

wnere | proplem v ¥ | Begin with v x|+ - Search
Problem Summary Status Type Priority ~ Owner Category Source
1001654 hh Logeed Problem Account Lockout  Event v
1001271 blah blah blah Active Known Error 3 Performance Is...  Service
1001260 problem Deactivatad Problem 2 Applications Service
1001226 log & problem Identified Known Error 1 Backup Proacth
-
»
Page Size 10 v Page | 1 ofda | » M c

Add Edit Cancel

This then links the Incident to a Problem:
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DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)
SlNew (@ Link 2 Unlink 2 Goto

Problem: 1001654

Ssummary Type Problem
* | hh Status™ | Logged s
Error Message Category®  Account Lockout
Source* | Event Management -/
Description
" |hh Urgency
Priority
Impact
Resolution Detail
Team | Problem Management
Action v owner
Resolution
Created By: npb48 On: 09/06/2021 09....
Last Mod By: npb48 On: 09/06/2021 09....
Environment
- 7

[T Yo P A

The PROBLEM tab also allows a new Problem to be created from the Incident, this can be
completed by clicking the New option:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROELEM CHANGE (0) CAUSED BY CHANGE (0)

B o o >

Problem: None Added

The details of the Incident are then copied over to the new Problem, complete Error Message,
Category, Urgency and Impact as shown below and click Save:

17
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New Problem

Problem: 1002052

Summary Type Problem
Receiving bluescreen when switching on machine Status* | Logged il
Error Message Category ™ | software Failure M
Bluescreen message attached source .. Proactive Problem Mgmt -/
Description
Ha.ve r.estarted machine several times and receive the message below<div=<br=</div> Urgency | Medium - 7
<div=<img < Priority 3
D Impact | One Service i
Resolution Detail
Team | Problem Management N
Action | None i Owner -
Resolution
Created By: naf99 on:  14/07/2021 15....
Last Mod By: nafdg on:  14/07/2021 15....
Environment
-/

Workaround

Cancel
This then links the Incident to a new Problem:

DETAILS TICKET HISTORY  TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

Sl New (' Link g2 Unlink > Gote

Problem: 1002052

summary Type Problem

Receiving bluescreen when switching on machine Status* | Logged -7
Error Message Category* | Software Failure 4

Bluescreen message attached Source* | Proactive Problem Mgmt o
Description
* | Have restarted machine several times and receive the message below:<dive<bre</div> Urgency Medium -/

<div><img e Priority 3

r Impact | One Service o4

Resolution Detail

Team | Problem Management N

Action  None -/ Owner -

Resolution
Created By: naf99 on:  14/07/2021 15...
Last Mod By: naf99 on:  14/07/2021 15...

The CHANGE tab allows the Incident to be attached to a up and coming Change that will resolve the
issue, this can be completed by clicking the Link option:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (0) CAUSED BY CHANGE (0)

Change Summary Status Change Type Owner Service

< Goto

You then need to highlight the change and click Select:

18
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x
Wnere | change v v || Begin with v x|l + - Search
Change Summary Status Change Type Owner
1002030 Testing Emergency Change Emergency Change ... Emergency Lisa Renney (Li
1002028 Testing Significant Change Change Manager Re... Mormal Lisa Renney (Li
1002027 Testing create Minor Change Draft Normal Lisa Renney (Li
1001950 Testing Change Ticket Summary Pending Submission.. Normal Lisa Renney (LI
, -

Page Size 10 v Page | 1 of 5 > M Cc

Add Edit Cancel

This then links the Incident to a Change:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (1) CAUSED BY CHANGE (0)

B @ Link Z2Unlink > Goto
Change Summary Status Change Type Owner Service
1002030 Testing Emergency Change Emergency Change.. Emergency nlld

The CAUSED BY CHANGE tab allows the Incident to be attached to a Change that caused the
issue, this can be completed by clicking the Link option:

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (1) CAUSED BY CHANGE (1)
Change Summary Status Change Type Owner Service

Declaring an Incident as a Parent Incident

From within an incident you have the option of making it a Parent Incident, this option is shown
below:

[] Declare as Parent Incident

Once selected you will receive another tab at the bottom of the Incident:

19
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School/Department:

School/Department:

Include Reported By Email l Declare as Parent Incident ]

DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (1) CAUSED BY CHANGE (1)

@ Link 2 >

The CHILD INCIDENT (PARENT) tab allows child Incidents to be attached to the Incident, this
can be completed by clicking the Link option:

DETAILS TICKET HISTORY  TASK(1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (1) CAUSED BY CHANGE (1) CHILD INCIDENTS (PARENT) (0)

< Goto

Ticket ID Summary Created Current Status  Customer ID  Customer Full Name Service

You then need to highlight the required Incident and click Select:

=
where | ncident v ¥ | Begin with v o+ - search
Ticket ID Summary Created Current Status  Customer ID  Customer Full N
® 1002051 Self service close tast 14/07/2021 15:25 Active nlb137 Lisa Barclay (L
® 002048 Receiving bluescreen when switching on machine 14/07/2021 13:43 Active nafog Aidan Fay (Aid
® 1002047 New ticket 14/07/2021 13:22 Active nafag Aidan Fay (Aid
® 1002017 Ml test 1 13/07/2021 16:16 Active nswi1 Stephen Wear
»
Page Size 10 v Page 1 of 34 | | c
Add Edit Cancel
This then links the Incident:
DETAILS TICKET HISTORY TASK (1) ATTACHMENT (1) MAJOR INCIDENT PROBLEM CHANGE (1) CAUSED BY CHANGE (1) CHILD INCIDENTS (PARENT) (1)
@ Link g2Unlink 3 Goto
TicketID  Summary Created Current Status  Customer D Customer Full Name Service Category Subcategory
® 1002051 self service close test 14/07/2021 15:25 Active nlb137 Lisa Barclay (Lisa Bardl... AV Event Support Event Support

End of Document
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