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PROCEDURE

All NUIT analysts can create a new Problem Record on NU Service; All mandatory fields marked as * must be
completed to save the record.

1. CREATE A PROBLEM RECORD

1.1. First, go to the PROBLEM workspace.

© B HOME INITIAL CUSTOMER INTERACTION ANALYST ITEMS INCIDENT  SERVICE REQUEST PROBLEM CHANGE CHANGE CALENDAR MORE...

1.2. Then select NEW PROBLEM

E! NEw PROBLEM | 11 MULTISORT

1.3. The Problem window will open.

< snckroau monuews mensson team IR oeacrvare rrosLe © # 4WNESTIGATION 4EOSACTVATEPROSLEM X CANCEL ADDWORKAROUND. ADD ROOTGAUSE < ACTION MENU -

AProblem: 1002141 (Logged) <

OWNERSHIP & STATUS

Problem Owner Information Ticket Information

Problem Owner: > Status: * | Logged

Logon ID: Team: Problem Management
Email Address: Source:

Telephone: Target Date: ]
Location: Related Reference:

DETAILS ~ WORKAROUNDS ~ ROOTCAUSES ~ TASK  SERVICE

Attachments

Summary: * Primary Service * M : -
y: y Journal: ADD ATTACH  PASTE
“MNone  ~]| B 7 ® & x| A-. » 5 Service Owner
Ccategory
Component
Description:
Impact
Urgency
Priority

1.4. Enter the Problem Owner Information:

Problem Owner Infermation Ticket Infermation

Problem Owner: Aidan Fay (Aidan Fay) > Status: * | Logged -
Logon ID: nafgg Team: Problem Management N
Email Address: Aidan.Fay@newcastle.ac.uk source: * Incident Management N
Telephone: 0191 455 2222 Target Date: i
Location: Europe Related Reference:
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1.5. Enter the Summary, Description and other mandatory fields concerning the Problem:

DETAILS ~ WORKAROUNDS ~ ROOT CAUSES — TASK  SERVICE

Attachments

Summary: * | several machines are displaying bluescreens this morning Primary Service™ | Accessibility Advice - Journal: ADD * ATTACH
= B 7 U A 4 A. » & service Owner
Several machines are displaying bluescreens this morning, restarts resolve but “ | category * [ Accessibilit
reported incidents are increasing Y
Component
Description:
Impact Multiple Services / Infrastruct ~
Urgency Medium
Priority 2

1.6. Click SAVE at the top of the page:

DEACTIVATE PROBLEM

€ BACK TO ALL PROBLEMS  FSIREASSIGN TEAM | T

You can now see that the Status has now been set to Logged:

Ticket Information

Status: *[ Logged - ]
Team: Problem Management N
Source: * | Incident Management v

2. HANDLING A PROBLEM RECORD

Once the Problem is logged, you can change take ownership by clicking INVESTIGATION from the top of
the page:

I e INVEST!GATIGNI 4 DEACTIVATE PROBLEM X CANCEL ADD WORKAROUND ADD ROOT CAUSE ~ ACTION MENU -~
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The Status of the Problem is the updated accordingly:

Ticket Information

Status: [* Investigation - ]

WORKAROUNDS

A workaround can be added by selecting the WORKAROUNDS tab:

DETAILS [WDRKARDUNDS [D}l] ROOT CAUSES{0) TASK (0] SERVICE (1)

Then by clicking New Problem Workaround, entering the Description and clicking Save:

Mew Problem Workaround *

Workaround
Description

e -

|N|:me v| B 7 U A A A, B » 7

Eestarting machine temporarily resolves issue/allows machines to start up.

Created By: nafag On: 21/07/2021 08:36
Modified By: nafgg On: 21/07/2021 08:36
Save Cancel
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You can now see the workaround has been added:

Bl New Problem Workaround 2 Go to

Description ’ Created By Created On Modified By Modified On
Restarting machine temporarily resolves issus nafog 21/07/2021 08:.... nafgg 21/07/2021 08:38
ROOT CAUSES

A Root Cause can be added by selecting the ROOT CAUSES tab:

DETAILS WORKAROUNDS (1) [RDOTCAUSES{D]] TASK{0) SERVICE (1)

Then by clicking Add Root Cause, entering the Root Cause and clicking Save:

Mew ProblemRootCause x
Root Cause
Root Cause
‘NDHE‘ V‘ B I u AN é - ar B E

Issue appears to be with machine build imazd

Created By nafog Created On 21/07/2021 08:41
Modified By nafg9 Modified On  21/07/2021 08:41
Save Cancel

You can now see the workaround has been added:
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E! Add Root Cause % Rule Out Root Cause = Go to

Root Cause Ruled Out Modified On By

Issue appea.. 21/07/2021 ... nafog

TASKS

To aid investigations tasks can be assigned to other teams, a TASK can be created by clicking the TASK tab:

DETAILS WORKAROUNDS (1) ROOT CAUSES (1) TASK{0) SERVICE (1)

Then by clicking New Task, entering the task details and clicking Save:

New Task

Summary

+

Check build 7 image of machines Status: Logged

Details
* B I U A V| A W E » Team™ | Desktop Suppor] -

All machines appear to have image 1.2.2.2. 24 4_installed, can we please investigate if this is what

is causing the issue.

B Owner -
Created By: nafag on: 21/07/2021 08:
Modified By: on:
Comments

»

pr—
l Save l Cancel
—
You can now see the task has been added:
Bl NewTask = Goto @Accept Y . E};Reassign c::j‘.l'hfail:ing fpcancel
Task ID Subject Status Team Owner Created On Modified On
1002142 Check build / image of machines Logged Desktop Su... 21/07/2021 ... 21/07/2021 ...
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SERVICE OPTIONS
Please enter account UserlD nafas v
This can be a personal or role account.
Please confirm your contact 0191 2081234]
telephone number:
2.1. Next complete the Urgency under ticket information.
Ticket Information
Status: T | Active N
Assigned team: T SMO N
Assigned analyst: * | Aidan Fay (Aidan Fay'jl| N
Urgency: [ T Low N ]

2.2. Save the record from the ‘SAVE’ button above the Customer and status details.

@

CUSTOMER AND STATUS

Raise User Information

The Service Request has now been logged.
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LINKING AN INCIDENT TO A PROBLEM RECORD

There are two ways of linking an Incident to a Problem Record.

To log a new Incident against the Problem, from the Problem Record select “New Incident”:

Z  » (Z&NEw INCIDENT) T DEACTIVATE PROBLEM X CANCEL v ACTION MENU -

Enter the Incident details and click Save:

New Incident x

Incident: 1000163

Raise User: ™ | Aidan Fay 4 Logged on behalf of: »
Summary: Category search: »
Afttaching an incident to a Problem Record Service: * | Accessibility Advice -
Description: Category: * Accessibility Advice -
* B I U A | AL W, = @ » 7] Subcategory:
Attaching an incident to a Problem Record Impact: * | Medium y
Urgency: *  Medium -
Priority 3
Source: Phone v

Assigned Team: Service Toolset & Quality N

Assigned Analyst:
& v * | Aidan Fay -

First contact resolution: O

Save Cancel

You can now see the Incident is logged against the Problem Record:

DETAILS TICKET HISTORY INCIDENT (2) WORKAROUNDS (1) ROOT CAUSES (0) TASK (D) SERVICE (2)
@ Link Z2unlink > Goto

TicketID  Summary Created CurrentStatus  CustomerID ~ Customer Full Name  VIP Service Category Subcategory Priority  Assigned Team

® 000163 Attaching anincident to a Problem Record 10/01/2022 1357 Active nafoo Aidan Fay Accessibility Advice  Accessibility Advice 3 Service Tools.
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To add an existing Incident to a Problem Record:

Click on the Incident tab:

DETAILS TICKET HISTORY INCIDENT (2) WORKAROUMDS (1) ROOT CAUSES (D) TASK (0) SERVICE {2)

Click Link:

¢2 unlink 2 Goto

Highlight the Incident you want to attach to the Problem Record, and click Select:

X
where | ncigent v || Status v | Equalto v || Active v fx| + - Search
Ticket ID summary Created Current Status  CustomerID  Customer Full N
® 100015 testincident 10/01/2022 13:06 Active nafes Aidan Fay
® 1000154 Unable to Log onto myapps.ncl.ac.uk & myworkplace.ncl.ac.uk 06/01/202217:18 Active nctes Chris Tulip
[ 1000152 Printer not working 06/01/2022 12:06 Active nmb&4 Marc Bennett
[ ] 1000150 MFA Auth App Issues 23/12/2021 15:24 Active 0016678 Katie McLeish
-
»
Page Size 10 v Page |1 of 4 | | C

Save Search as Default Reset Default Search Add Edit Cancel

The Incident is now attached.
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