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1. Overview 

 

 

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

 

 

Double clicking on the Incident opens the ticket: 

 

 

 

 
 

2. Re-assigning an Incident 
 
 

To reassign an Incident, change the Assigned team to the required resolver team: 
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Click SAVE and you will be prompted for a re-assignment reason, enter the details and click OK and 
the ticket is re-assigned: 

 

 

 

Taking ownership of an Incident /Assign to Me 

 

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

 

 

 

The Assigned Team then changes to your group/you as the Assigned analyst: 
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3. Assigning an Incident “With Customer” 

 
 

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

 

 

 

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

 

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



 
 

6 
 

                 

 

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

 

 

 

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: 

 

You can now see that the ticket Status is now set back to Active: 
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To put the request with THIRD PARTY, From the top right menu, select the WITH 3RD PARTY option: 
 

 

 

 

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

 

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

 

 

At the top right, you now have a down arrow that lets you select “Back from 3rd Party”: 
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Enter the Back from 3rd Party reason and click OK: 

 

 

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

 

 

 

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

 

From the top left menu select the NOTIFICATION option: 

 

 

 

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: 

 

 

5. Resolving an Incident 
 
From the top right menu select RESOLVE:  
 
 

 
 
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. 



 
 

11 
 

 

  

 

 
 
The Status of the ticket has now changed to Resolved: 
 

  
 
If required the ticket can be re-opened by selecting REOPEN from the top right menu: 
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You will then be prompted with the box below, enter the Reopen reason and click OK: 
 
 

 
 
The Status of the ticket has now returned to Active: 
 

 

 

 

6. Other Options 
 

As well as DETAILS you also have the following: 
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The TICKET HISTORY tab shows any updates to the ticket, emails sent or notes added: 

 

 

 

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

 

 

Then entering the required details, including Team and clicking Save: 
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The task is then added to the ticket: 

 

 

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: 

 

 

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

 

 

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:  

 

 

 

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

 

 

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

 

You then need to highlight the Problem and click Select: 

 

 

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

 

 

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: 
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This then links the Incident to a new Problem: 

 

 

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: 

 

 
You then need to highlight the change and click Select: 
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This then links the Incident to a Change: 

 

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: 

 

 

 

 

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: 

 

Once selected you will receive another tab at the bottom of the Incident: 
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The CHILD INCIDENT (PARENT)  tab allows child Incidents to be attached to the Incident, this 
can be completed by clicking the Link option: 

 

 

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

 

This then links the Incident: 
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