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Customer Care Center - Ticket System

LOGGING ON

To access the Service Now Enterprise Help Desk Tool, go to the Inside Portal - http://inside.oft.state.nyenet.
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Sefa (State Employees Federated Appeal)

Business Units

% CIO/OFT 2010 Sefa Campaign

Communication Center

HR Information

obal Address Li

Update your contact

Support your favorite charities by making your SEFA donation today

11718110 Employees are reminded that alternate dates for holiday obsenance Even the smallest donation on your part can make a big differsnce!
will not be designated for Saturday. December 25. 2010 and Saturday. There is still time to make your SEFA pledge or your pledge through
January 1, 2011. Employees will be credited with holiday payroll deduction The deadline to submit your pledge form is
compensatory time (holiday leave) for both of these holiday dates December 3rd
Employees with questions on heliday compensatory time may wish to
— review the June 3, 2010 ALL EMPLOYEE MEMO - Christmas Day We are halfway through our campaign! Help our campaign
e 2010 and New Years Day 2011 Holiday ¢ (eoF 22 088) thermomeaters rise to mest our $40.000 goal and our 22% participation
t === rate goal
SR S 1171810 CIO/OFT Counsel Presents “Security and Privacy in the Computer Age
Erogram at University at Alban
Goal: $40,000 1009 Goal: 22%
3 11717110 Mew York State Office of the Chisf Officer and Office for
= = Technology mests Supplier Diversity Goal for MWEBE
SSF “aﬂ]
CIoi0FT = 1117710 2010 CIO/OFT Annual Holiday Party to be held December 10th 1pm-
o — e
1117710 Stimulus Flash Bulletin (Vel 2 Issue 41} or s20x
cl % 11/16/10  Embpire State College Information Sessien: Representatives fram
Empire State College will be at CIO/OFT on December 7th ta discuss S16,447.50

undergraduate and graduate programs. Please see the attached flyer
for more infarmation. If you wish to attend. please register with the

> Technology Academy. If the time is not during your regularly scheduled
. lunch. you should obtain supervisory approval to attend 79
sogimstang LATS Login 11715710 Eree PSVWP Workshops Program for CIO/OET PEF members: A

workshop on Dealing with Difficult People” will be held on Friday. ]
December 10 in Training Room 1B. This free training opportunity is Maney:Ralsed
currently open to CIO/OFT PEF members_ The workshop will take
place on Friday, December 10 in Training Room 1B. Availability is
limited to 25. 5o sign up fast!

Rate

11/01/10  CIO/OFT Counsel and Legal Senices Present “E-Records in Hew York
State_Het Topics® Educational Program

10/22/10  Publ

Service Program: Recently
for. in the PS&T Unit_Mow Available for
via Y S-Leam. Sign Up Quicklyl

Your CIOIOFT
Apptications

10122710 Stata CIO Prasants tn MYS Frrim [T Camarata Raundtabls

Once at the Inside Portal page, on the left hand side of the page, you will find the Icon for your CIO/OFT Applications.
Fosar CECVDE R
B v g

This will bring you to the WS04 log in page. Here you will need your active NYSDS - New York State Directory Services
(LDAP or Site Minder) Username and Password.

Ve have changed our appesrance

ACCERTABLE USE POLICY FOR USERS OF NyeMet APPLICATIONS

This application uses the Cential Direstory Senice of the NYaNet for authentisation and suthorization. In addition to any obligatians arising under acceptable
use policies implemented by NYeNet Participating Organizations, [gaing int this application indicates yaur agreement to abide by the fallowing:

ou shall use this applisation anky for purposes dire ctly related to the conduct of official business and the applisation shall not be used for nanpublic
purposes including, but not limited to, the pursuit of personal activities, the mass distiibutian of unsolicited messages ('spamming®, and the promation
of commersial ventures or religious of political causes;

You shall be respansible far any activity sttributable to the use of yaur Sccountwhether by yau or any sther person;

You shall not engage in activities that may causs intarfarence with or distuption ta 3y network, infaimation serice, equipment of user thereof;

*ou shall comply with all applicable confidentiality and security requitements and shall not seek infaimation on other users or attempt to abtain access
to, copy, or modify other users files without express permission;

“ou shall net violate the rights of any person or entity protested by copyright, frade s=cret, patent, ar ether similar laws or regulations;

“ou shall net use this apglication for any illegal purpose, including, but not limited to, the transmission of sbeeene or harassing materials; and

“ou must report any abuse or misuse of this applieation te OFT and you shall cooperate fully in any investigation into any such abuse or misuse.

o puwwm

~a

1 forgot my username | I forgot my password
Agency Assistance & Contact Information

Copyright 2010 - New York State Offics for Technology
Build Date and Time: 10/28/2010 3:36 PM 98


http://inside.oft.state.nyenet/

After a successful log on, you should see the following page:

NYSDS User Management Sit indows Internet Explorer

& = . w2y »
o |‘NYSDS User Management Site | ‘ B-8 s v |:rPage - () Tools -

Directory Services

Welcome to the NYSDS Cheryl
You previously logged in Sat Dec 06 05:08:58 EST 2008

Your Account Information

First Name LastHame

Cheryl Covey Scoft

E-mail address Telephone number Fax number
Cheryl Covey-Scolt@oft stats ny i 5184852678

Street City, State Postal Code Country
Bldg. & , New York State Bidg, Campus Albany, MY 12227 us

You have access to the following applications

OFT Statewide Telephone Directory NYS Leam
NYS OFT Project Portfolio Management New York Government Learning Center

CIOIOFT Service Management System (Intranet) I CIOIOFT Service Management System (internet)

e L LVl 10{0F T Service Management Systen (Intranet) [l OpenSystems Inquiry

Database catalog of OpenSystems servers and applications:

Account Maintenance

»
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Choose the option for CIO/OFT Service Management System. Service Now is externally h_osted, there will only be the

option for Internet, not Intranet as before.

INCIDENT MANAGEMENT MAIN MENU

This is your main menu for Service Now. On your left hand side of the screen you will see the NAVIGATION menu. This
menu has links to your Homepage, Knowledge Articles, Open Incidents, etc. To minimize the Navigation menu, click the

small button on the blue bar that says: Welcome (User). Clicking again will bring it back.

*)CT0/0FT IT Service Management - Mozilla Firefox MEIES

Ele Edb Wew History Oookmarks Took Help

@7' C X @ {qaitsmconygov.service-now.comf d & ﬁv{&wgie P
5] Most Visced \j Getting Started 5| Latesk Headlines ﬂ Customize Links ﬂ Free Hotmall \j Windows Marketplace \j Windaws Media \j ifindas
(/) EI0/OFT IT Service Management ® |j

Typ fitter et AACEY Addcontents ITSM Homepage Refresh|0ﬁ jl Switch to page j
Self-Gervice A

£ Hamepage Knowledge Search EHE News edEd
{2 Knowledge a o ers

L'M Help the Help Deck Advanced search

[ My Open Incidents
1 My Closed Incidents

[G] My Prafile
Incident A Mywork =
[# Create New it iption
L Assigres o me T hconioss Password Resst for TEACH
[ Assigned ta My Group . aseware meset Bt
03 Open (@ [INCOO10760 Password Reset for Citrix user
[ 27 Retumed [@ INCO010761 Passward Reset for TA%
%gzizlﬁdmw ©  INCODIO72 User needs M3 Outlook installed on PG
.
[ Closed @ INCOOIO7AS Uset needs infarmation on TEACH application
(@ INcooio7e? Resat my password
0§ INCO010795 Account Unlock for OCFS Connections
[g INCO010799 Password reset for OCFS AIMS
@ INcO010802 Flanned Power Outage for Site B4H on 12/26/10 from 7.00 AM to 4:00 Ph,

(@  INCOn10ROT Password Reset for DOL Ul Benefts
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CURRENT T|CKET VIEW
[€Mincident: '=Requir d Subrmit || Caller Infa |
Mumber IW State: EMew
| Short description: & [ g &
Caller Mot Faund: B Suspend -
I Caller & | Q | Opened: IW
Current Contact Mumber: I— T'O_pemed by: m
Altermate Contact: & | Q | Assignment group |—q
| Location: | Q Assigned to I—q
C@um}? I— Iaster Ticket: m
Watch list: =) Knowledge: -
ITIL Watch list (Receives work notes); & Group Watch List: 8
OU Watch List: =]
| Description: 5 B

|.| Category | ||Ac'tivities H Hardware H'Related Records || Mew Caller || Closure Inforrnation ‘

Category
| Category: | Mone -- j | irpact: I Mone -- j
| Suiﬂcategory: | Mone -- j I-Urgency: I Mone - j
| Product Type: | Mone - ;I | Prigrity: |'3 - Moderate j
1 Prablem Type: | Maone - j Application URL: I
Agency Affacted: =) CNE Agency Code: |- Mone - =l
User Damain: I Naone - ﬂ

[ Submit | Refresh Caller Info | Import User

OPENING A NEW INCIDENT

To create an INCIDENT, select CREATE NEW from the Incident section on the Navigation menu. Only Help Desk Agents and Data
Center Operators will have this option.

| Ircident ol

% Create Mew \::J
L& Assigned to me

[ & Assigned to My Group
L& Open

|# Returned

| Resolved

|_*? Pending Closure

& Closed

SHORT DESCRIPTION: description of Incident that accurately describe the problem in less than 80 characters. This
will be the subject of all the Notifications regarding this Incident. This description field is only modifiable by the Help Desk
Agents. If you find the description does not accurately reflect the Incident, please call us and have it changed.

| Shart description €% Test Ticket for Use Case Documentation @ 2
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KNOWLEDGE ARTICLES: Formerly known as Knowledge Management, these pages are the source of all Agency
Information, Troubleshooting steps, Escalation steps, Ticket Coding, and all other information. You can access these

articles by either the Navigation pane or the book next to the Short Description. Once you have found the article you
have chosen as your solution, you can attach it to the Incident.

indes: Y Advancs -

Pulbxd

New York State Customer Care Center

Support Notes

® The Customer Care Center Index page is intended for MY S Customer Care Center agents to troubleshoot telephone calls,
and provide reference information in areas that affect the operations of their business unit.

- Services Offered

Application Support

Hardware Supports/Dispatch

Facilities/Environment Support

Metwork Support

Security Support

Telephony Support

000000

Procedure

® Critical: A Customer Care Center agent must adhere to the following guidelines
< Provide service to all callers.
< Do not give out any individual's contact information (name, phone number) unless process expressly directs, ar a
resaolver approves of its contents being released.
< Perform the Standard Greeting: Thank wou for calling the Mew York State Customer Care Center. My name is
<zagent first name>. MMay | have your User |0, please? (Status Line: "How may | help you?™)

Site Wiap

e Determine vwhere the useris calling from:

AEBEC - Alcoholic Beverage Contral {S1LA0

CaCcAaPD - Commission on Quality of Tare and Advocacy for Persons with Disabilities
C5 - Civil Service

CECIT - Cyber Security and Critical Infrastructure Coordination

CWVE - Criminal Yictims BEcard

DS - Division of Criminal Justice Services

DEC - Dhepartment of Environmental Conservation

roooo0000

CALLER: Person calling in the Incident. You can either start typing and the system will show you all records starting with
those letters or search for the LDAP ID by using the magnifying glass.

I Caller Mot Faund: 3

Ifthe Caller is a new contact (non LDAP user), Check the box for CALLER NOT FOUND, this will make the [I New Caller |
tab turn RED. Fill out all necessary contact information fields.

You can change the CURRENT CONTACT NUMBER, but that number will only be associated with this INCIDENT only.

-
Number [NCn10e74 S] )
All REQUIRED fields are
i o . RE — . .
I Shott description: | = RED, once filled in they
Caller Mot Faund: r turn GREEN and System
~ - ner. fields ar
| Caller: |Eir|:u:|ke Armstrong (ABrooke) \I:J LE s generated fields are
| Current Contact Number: |518-486-1093 —| & )
Alternate Contact: | Q
_— q
| I._Dt:atmn. | | (R !
Caunty:
7 I /Click the magnifying glass ( ) \
Watch list: ] next to the Caller field to search for the caller or start

typing and the system will auto fill information.
Additional information can be found about the caller
by hovering over the INFO ICON (highlighted in
blue) or view other active incidents the Caller has
reported by clicking the Show Related Incidents

Qutton (highlighted in Red). /

ITIL *Watch list (Receives work notes): &
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LOCATION field is backed by the NIRD database; you can either start typing in this field or use the magnifying glass to
search the Location Hierarchy table. In some cases, the Site ID is not necessary; this is when you would choose the
Exceptions option.

| Location: _ Q Locations

(Couls 11 - MYS Agsembly Computing Center : — :
=l 14 - State Campus Bldg, 1 Locations Hierarchy

Watch list: [ME - Albany County Probation . .

" ! D1E - Parsons Wasson/Rathbone Bldg, 'ﬁ' Exceptions

ITIL ¥yatch list (RBCEWEB work niotes): D1F - Rehabilitation Support Sepvices - @ Plews ¥ ork

Compeer for Kids

D16 - Multimedia Gaming €% Out of State County

| Description: "4 [1H - Community Health Office

14- CSCIC —T"

D1k - Parsons Residence Building

DL - Albary County Family Court

DM - Capital Distnct Child Care

(Coordinating Council

D10 - SUNY Eady Childhood Education

nd Training Program

e 1P - Cenfer for Family & Youth :

rl Category ,|I Activities H Hardware 01Q - Research Foundation = Infor

1R - ESP Carning Tower

SUSPEND is now a checkbox and not a STATE. If you would like an Incident suspended, please call the Help Desk and
one of our Agents can Suspend the Incident for you. Once an Agent selects the Suspend check box, they are presented
with a Calendar that includes the Time. Once the Incident has reached the Date and Time selected, the Incident becomes
Active in the current State it was in. The State does not need to be changed in order for the Incident to be putin a
Suspended State.

<< October2010 »> @2a

5 M T W TF
26 27 28 28 30
3 W B 7 g
1011 12 13 14 15 16
17 18 18 20 21 b

24.25 26 27 28 29 30
3 1 2 8% 5B

‘- Goto Today |

Time: W:W:W

B2

OPENED time and OPENED BY are System generated fields. This indicates the time the Help Desk Agent or Data
Center operated created the Incident.

| Opened: |2EI1EI-1EI-1B 19:28:18
 Opened by IMark Smorol (MSmaoral)
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ASSIGNMENT GROUP, you can either start typing the name of the group or search for the Assignment Group in the
Hierarchy table by Agency.

| Assignment group: 11 Q@ G 1
e L1 CQCAPD HELPDESK G CIO
sl U 1 DCJS HELPOESK | W DC3
Master Ticket: L1 DOB HELPDESK i
_ L1 DOH GEN SYSTEMS e
Kaiwiedge: L1 DOL HELPDESK {4 L1 EFC HELPDESK
Group Watch List: L1 DOT HELPDESK g OCFS
L1 EFC HELPDESK i OhH
OU Watch List: L1 NYSP HELPDESK i@ OTDA
L1 OFT CCC &) VENDORS

WATCH LISTS are for cases when you need to add other people, Groups or OU’s. This can be handy if you have
people not part of your Assignment Group, but need to be included on updates and State changes of the ticket. You can
either search for the Person or Group or start typing just like the other fields.

- & CIOMOFT g
= %
: Group Watch List &
£E roup Wa :
Watch list: =l Eé ga
Q
| Q .
> MYS Office for Technalo 2] &
|Enter ernail address = NYS Departmant of Lab __
— & OU Watch List: g
=l s = a
en [ Q
ITIL Watch list {(Receives work notes): .lI a
| Q
|Enter ernsit addrass =

Enter the details of the INCIDENT in the DESCRIPTION field and all the troubleshooting that was performed for this
INCIDIENT. If a template is necessary for this INCIDENT, it will populate here when CATEGORY, SUBCATEGORY,
PRODUCT TYPE AND PROBLEM TYPE is selected.

| Description: &

This field can be minimized or maximized by clicking on the plus or minus buttons on the top right hand corner of the
box.
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TABS

Once the CATEGORY field is filled in, the SUBCATEGORY will prompt you based on your choice. DO NOT LEAVE ANY
FIELD BLANK. When possible, do not use OTHER. After CATEGORY, SUBCATEGORY, PRODUCT TYPE (auto fills
AGENCY AFFECTED - you would change Agency Affected by clicking on the lock icon), PROBLEM TYPE and AGENCY
AFFECTED are selected, you will then be prompted to fill out the IMPACT and URGENCY.

| Category H|Activitjes || Harduare || Related Records || New Cal Chemung County =] o
| Agency Affacted: r a
; - al Q
I Categnry: NEtWDrkmg j Albany Convention Center
. —— | Submit | Refresh Call AARHNY Save
| Subcategory: Connectivity Multiple Sites j Albany County
. - Wibany County Business
| Product Type: Remate Client YPN j Partners
L . ' Wlbany Police Departrrent
| Problem Type: Configuration lzsue j 4lis Business Partners
- - Wllegany County
Agency Affected: NYS Office far Technology & algxllegany County Business
artners

PRIORITY will be auto determined by the criteria you fill to the following 2 areas - IMPACT (1-5) and URGENCY (1-4). The
table to the right is what calculates this.

Impact: - Mane — ud Urgency

I FI I J Priority Matrix — 2. 3.

| Urgency: [ -- Mone - =] 1-Crical | ioh | Average | 4OV

 Priority: |2 - Modarate =] -Enterprise ! ! 2 2

—— 2-Site 1 2 2 3

Application LREL: I g :
; = 3-Multiple Users 1 2 3 3
CHS Agency Code: | Mone -- j = 4-User 1 3 3 3
Lzer Dormain: I Mone -- j 5-TEC Alert 1 2 4 4

You will next be prompted to the ACTIVITIES TAB. Please note: ADDITIONAL COMMENTS ARE CUSTOMER
VISIBLE. Only include information you would like the Customer to see in this field. By placing information in this field and
saving the Incident, a Notification will be automatically sent to the Customer with this information.

WORK NOTES are required every time you change or update the record.

| Categary |||Activities || Hardware || Related Records || Iewe Callar || Closure Inforrmation |

Additional comments {Customer visible): & i

CUSTOMER VISIBLE - any information put in this field will be sent as a NOTIFICATION
to the Customer!!!

| svark notes: 5 BE
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NOTIFICATIONS are System generated. Once a Notification is sent, it is then appended to the Activity tab in a
journaled work log. Any time someone responds to the email, the resonse is added to the log. This way, everything is
tracked.

= Activity o g
= 20100917 08:47:20 Priority-2 - High: INCOD10623 has been assigned to group L3 OFT ADS APPS QA - Email zent

4 @ Sent: oft. sm.cns.bto@cio.ny. gov

= 20100917 08:03:43 Priority-2 - High: INCO010623 has been assigned to group L3 OFT ADS ITG - Email sent

EA @ Sent: oft. sm.cns.bto@cio.ny. gov

=l 201100917 08:03:43 Incident INCOO106Z3 - opened on your behalf - Email sent
= @ Sent: jfredette@oft. state. ny.us

= 20100917 08:03:42 Initial: Priority-2 - High: INCO010623 has been created by Greg Wheeler (gwheelerl) - Email zent
7 [ Sent: oft.dl. sd.notify. SEY1 incidentmanagementnai@cio.ny. goy

An example of a system generated notification:
= 201009-17 08:03:43 Priority-2 - High: INCO010623 has been assigned to group L3 OFT ADS TG - Email zent
= = Sent: oft.sm.cns bto@cio.ny.gov
Fram: ITSh System ‘Sent: 2010-09-17 08:03:43

To: oft.em.cns bto@@cio ny. gov
Subject: Priority-2 - High: INCOD10623 has been assighed to group L3 OFT ADS TG

Callback Number: 1-800-697-1323
Incident TD: TN CO010623

Crpened: 2010-09-17 07:56:49

Status: Referred

Category: Networkang

Subcategory: Comnectivity Iultiple Sites
Product Type: SSL VEI

Problem Type: Hardware Failure

Caller Mame: Tohn Fredette (admIFredette)
Caller Phone: 518-473-2622

Celler Email: jfredette@oft. state. ry. us

Site 1D 95C - Office for Technology - Swan Street Bldg. - Core ¢
Agency Affected: NS Office for Technology

Inoident Descnption:
Testing Mulitple E-Ifails 20100917

RefhBGO016485

Activities can be filtered. If you only wish to view State changes, you can do so. Next to the word Activity, you will find

double arrows. Once you click on those double arrows, the list expands. This gives you the option on what you can view.
y [ 4I112) W Assigned to (1) [V Assignment group (1) ¥ Caller (1) W Categary (1) [V Impact(1) [V Incidentstate (1) W Privrity (1) [V Subeategore(1) [ Prablem Type (1) M
Acliy « Praduct Type (1) ¥ Urgeney (13 [V Wtk riotes (1)

HARDWARE TAB is required for all Hardware calls. You will notice this is the same information as the previous
Service Center. In future releases, our current Inventory Databases will be integrated with the system.

For server issues, be sure to place the server name in the proper field (Server Name/Serial #). Don't forget the IP ADRESS.
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|.—C.a.tegur§,r'- | | Activities | | Hardware | | Related Records | [ Mew Caller | | '-é:iusure.iﬁ:fé'rma.ﬁan"|

Hardware Agency: [ - Mone - | Hardware IP Address: |
Hardwiare Model Number: | Hardweare Serial Murnber: |
Hardware Manufacturer. I Mone - = Configuration item; I Q

[“Submit ] Refresh Cailer info ] mport User ] Save |

RELATED RECORDS tab will be used by the Help Desk. When relevant, determine whether this INCIDENT can be
related to an existing record in the system. If the INCIDENT is determined to be a child of an existing INCIDENT, enter the

PARENT TICKET NUMBER. You can either search for the ticket by using the Q or by using auto fill and typing the
Incident #. This ensures Incidents are properly tracked. All tickets found to be Child Tickets will be updated and Closed by

the Helpdesk Agents.

| Qatégurf'l ||.?3\;t:tl\:itlielsl | | Ha.r.d\,v_\t_arié_'_| | Related Records | -T}JeW_CaIIEt"l | Clasure Information |

Related Records: =

l F'argn_t incident: I

Refresh Caller Info | Save |

Affected Cls | Child in'c;i:d_ents‘:_'.l | Task SLAs (17} | | Metrics (BE) |
Affected Cls [T @ O Task = INCODI0S45 =

¢ Configuration ltem

NEW CALLER tab is used when §C3ller Not Found: ™ is appropriate. If the Caller does not have
an LDAP ID, you will need to enter all information associated with that Caller. This information is only associated with this
Incident, it will not be stored for future use. All HSEN callers without an LDAP ID will need to be entered this way.

New Caller

Mew Caller 1D-

I

Mew Caller Mame: |
Mew Caller Phone: |
I

Mew Caller Email:

[ Submit | Reiresh Cailer info ] Import User ] Save |
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CLOSURE INFORMATION tab is required when an Incident is put in the Resolved State. Resolver Feedback is a
helpful reporting field. Although not required, it is recommended.

| Categury |I| Activities || :Harl:iware || Related Records || New Caller | ["Erosure mormat?m

Closure Information

| Closed hy: |R0ben Greco (rgreco2) Restored Time: |201D 03-19 13:37:43
[ Closed: [2010-08-13 18:03:17 ‘Tatal Time to Restore:  Days [00 Hours o0 oo oo~
Resolver Feedback: | Mane -- j Suspend Time: Days (00 Hours Iﬁ I? Iﬁ
i Close code: | Solved (Fermanently) LI Working Time to Restore: Days (00 Hours ID_ Iﬁ Iﬁ
Handle Time: Days IF Hours Iﬁ ’_ I_
| Close notes: %2 =

test

Refresh Caller Info m

All Closure Codes have been consolidated into one drop down list to avoid redundancy. Because of this, the Closure Notes
are not pre-filled based on the selection. This makes Closure Notes a mandatory field. Please include steps you took to
resolve the issue, and any other relevant information.

- hone -

Account Administration
CCCAM Change Window Success
Created Object

Hang Lip

Hardware Replacement

Mo Fault Found

Mo Response/Unavailable
Pre-emptive

Provided YWorkaround

Referred Cut

Repaired/Modified Configuration
Repaired/Modified Object
Repaired/Replaced Device
Restarted Senices

Restored ervices

Software Replacement
Technical How To

(ther

- Nong - v

TICKET TOOL BAR

At the top of the Incident you will find the tool bar. Included on this bar you will find the universal symbols for attachments,
mail, the toggle tabs icon, the up and down arrows, and the minimize/maximize buttons.

defresh Caller Info ot Llse I e
Attachments: Any type of file can be attached to the Incident to aide in troubleshootlng efforts
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Mail: Notifications are generated when the ticket is Opened, Updated, Resolved, put in Pending Closure, Closed and any
time Additional Comments are made.

Up and Down Arrows: Switch between Incidents.

Toggle Tab Icon: Changes the view of the tabs. You can either view them side by side or consecutive. If you print directly
from the screen by selecting the Printer icon located at the top of the screen on the right hand side, it is best if you toggle
your tabs in the consecutive view. If not, it will only print the current tab only.

Minimize/Maximize: These buttons minimize or maximize the fields or sections of the ticket. If you are unable to view the
whole ticket, check these buttons first.

Update — Updates record and closes INCIDENT.

Save — Saves record and keep you in current INCIDENT.

Refresh Caller Info — Refreshes the LDAP information table within the ticket.

Import User - Is only a feature for the Help Desk Agents. This item imports user information from the LDAP database.

PRINTING A TICKET

Use the rinter icon at the top right hand corner of the screen in order to print the ticket, or a preferred method is to
use the drop down menu next to the green Incident field. This will export your ticket in a pdf format in either landscape or
portrait view. This exporting method is recommended to ensure you capture the whole Incident.

B zae red field

Mur  Templates b |[INCOD10770
FDF (Fortrait)

Capy URL FDF (Landscape)
Reload form ||:;r,-,,-,kn At

WHAT’S NEW

e Severity is now known as Priority.

e Openis now referred to as New.

e Fault Isolation = Awaiting Problem - Service is restored by permanent correction of the incident or workaround; ticket
remains open for Configuration Item information, Request for Change and/or root cause analysis. This status signifies
that the ticket has been moved from the Incident Management lifecycle to the Problem Management lifecycle.

e Pending Customer — Is available for everyone to use. This State indicates that the Resolver is waiting on more
information on the Customer to gather more information to resolve the Incident.

e Pending Closure — Only available to Help Desk Agents. This replaces Pending Customer for the Service Desk. When
an Incident is put in Pending Closure, a Notification is sent to the Customer inquiring whether the Incident has been
resolved to their satisfaction, and if so is Closed. If not, the Incident is put back in an Active State and a Notification is
sent to the Resolver.
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State

States

Definition

New (formerly Open)

Status used by the Service Desk when a ticket is initially created. The ticket should not be
in Open status longer than it takes the Desk to Record, Classify, Provide Initial Support
and Refer the Incident.

*Referred

Incident has been assigned to a resolver group, but has not been claimed.

Work In Progress

Resolver Group has accepted the incident, and is actively working the issue.

Awaiting Problem (Formerly
Fault Isolation)

Initial Rollout: — Service has been restored but resolvers are waiting for the issue to repeat
itself. Service is restored by permanent correction of the incident or workaround; ticket
remains open for Configuration Item information, Request for Change and/or root cause
analysis.  This status signifies that the ticket has been moved from the Incident
Management lifecycle to the Problem Management lifecycle.

Post Problem Mgmt Implementation: Incident has resulted in a problem ticket that will
provide resolution.

Pending Customer

Incident requires further information from Customer prior to troubleshooting being
completed or referral to Resolver; can be used by both the Desk and Resolvers. (For
metrics, this stops the clocks while in WIP).

Returned

Ticket has been returned to the Desk for re-assignment to another Assignment Group due
to improper referral or to due to incomplete Level 1 troubleshooting.

Service Restored

The incident has been corrected and service restored. Ticket remains open awaiting
resolution information or for monitoring purposes for NO longer than a 48 hour period.

Resolved

Incident has been resolved, and can be closed, but awaiting action by closure team.

Pending Closure (Only used
by the CCC. Replaces
Pending Customer.)

Incident has been identified as Resolved by the Primary Assignment group and initial
follow up with Customer has been made; Incident awaiting confirmation of closure by
Customer.

Closed

Completes closure process. Both Resolver Group and customer have concluded that
service has been restored and Incident can be closed.
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Quick Ticket Guide
Log on using your NYSDS/LDAP/Slte Mmder ID - 3
All REQUIRED fields are
—— S— A RED, once filled in they
turn GREEN and System
generated fields are
Please Login G <
g T L g
2. Create New
Incidert ol SELECT:
MY WORK, ASSIGNED TO
[ Create MNew ME or ASSIGNED TO MY
L& Assigned to me GROUP . -
(& Assigned to My Group When updating or viewing an
(4 Open existing INCIDENT
|# Returned
| Resolved
|_# Pending Closure
L& Closed

Enter a Short Description — this is only 80 characters long and will be the subject of all Notifications in the future.

. 0 A
| Sho descritin: % ’ VA
Fill out Caller Information. This pulls from the NYSDS/LDAP/Site Minder Database. Also, provide an Alternate
Contact.

| Caller: I Q
Current Contact Mumber: |
Alternate Contact: | Q

Enter Location, this pulls from the NIRD (Network Integrity Resource Database). By typing the site ID or selecting
from the Location Hierarchy, this auto fills the County.

[ Q Locations
 County: ngj& gast:g::nr;:;yﬁﬁsg F:l'-ﬂiV‘Q o L-n :a‘i s ] “H i-E_r-.rch I
Watch list: D1B - Albany County Probation
ITIL Watch list (Raceives work notes): 3]5 Fz:;zmx:: ;“u",ff,':ﬁ‘;‘;',‘;i'j?' % Exce ptions
(Compeer for Kids
(o Pt o W Flov: ol
14- CSCIC p— €% Dut of State County

D1k - Parsons Residence Building
D1L - Albany County Family Court

D1t - Capital District Child Cara
[Coordinating Council

P10 - SUNY Early Childhood Education
land Training Program

e |D1P = Center for Family & Youth .
rl Category | ||ACTW95 H Hardware |11Q - Research Foundation 2 Infor

1R - ESP Coming Tower
‘ategor
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6. Select Assignment Group. This will be the group working the ticket. You can either start typing or use the
magnifying glass to search in the Group Hierarchy List by Agency, and then Assignment group.

| Assignment group:
Assigned to:
Master Ticket:
Knowledge:
Group Watch List:
OU Watch List:

7.

Incident.
| Descrigtion: w53

I1

L1 CQCAPD HELPDESK
L1 DCJS HELPDESK

L1 DOB HELPDESK

L1 DOH GEN SYSTEMS
L1 DOL HELPDESK

L1 DOT HELPDESK

L1 EFC HELPDESK

L1 NYSP HELPDESK

L1 OFT CCC

QB
Q

Enter the details of the Incident in the Description field and all the troubleshooting that was performed for this

This field can be minimized or maximized by clicking on the plus or minus buttons on the top right hand corner

of the box.

Category Tab is next. This is where you will choose from the drop down menus your Category, Subcategory,

Product Type and Problem Type. Product Type is what determines the Agency Affected. To change this, click on

the & lock icon to add or change the Agency/Agencies. You can either start typing or use the magnifying glass to
search for the Agency. Select ALL affected agencies.

Categary;

| Category

| Subcategory:

| Product Type:

| Problern Type:
Agency Affected:

9. Priority will be determined by the criteria you fill to the following areas: Impact and Urgency.

| mpact:

| Urgency:
Friarity:
Application URL:
CNS Anency Code:

Category H|Actiwitjes || Hardware H Related Records || New Cal

| Agency Affected:

2l Sutmit | Reiresh Call
]

[

|Netwnrking

|Cunnectivity Multiple Sites
| Remote Client VPN

| Configuration lssue

NYS Office for Technology &

Chemung County

al

Wlbany Convention Center
Authorit

Albany County

Wlbany County Business
Fartners

Wlbany Police Depatment
Wlis Business Partners
Wllegany County

Wllegany County Business

Partners

- None -

A | Urgency:

- None -

- i Priarty:
;_ Eir:’;arprlse Am:y — ; ﬁrithal
3 - Muttiple Users pplication UsL S-Alg
4- User . - Aerage
& TEC Alet CN3 Agency Code: .ﬂl' Lo
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10. Anytime you save the Incident, you will need to update the Activities Tab — Work Notes. PLEASE BE AWARE that
Additional Comments are CUSTOMER VISIBLE. Any time you enter information in this field, a Notification will be
sent to the Customer once Save has been select. Once finished with creating the Incident, select Submit.

| Category Hm” Harduare || Related Records || Mew Caller || Closure Infarmation |

Additional commen®§ {Customer visible): %

CUSTOMER VISIBLE!!!

IWork notes: =H

11. For server issues, be sure the place the server name in the proper field (Server Name/Serial #), which can be
found on the Hardware Tab. Please do not forget the IP address.

‘ Catagary HAc"ti\rities' ‘FHardware.“"Related'Records’ H N Caller H Closure Information ‘

'H.ar:l::ly'.arg'

Hardware Agency: | Mang - j Hardware [P Address: |
Hardware Madel umber | Hardware Serial Number |
Hardwate Wanufacturer: | None - j  Configuration iterr: |

| Submit | Refresh CallerInfo | Import User

12. If you have contacted the Assignment Group ex. (Operations paged L2 OFT IATS MF IBM) you should change the
ticket State from NEW to REFERRED.

| State: E Referred j
M
/FYI — If the Incident will remain in \
Suspend: l‘;‘j‘;ﬁir F'Prf'nggﬁji your bucket (ex. Late Print, CE Fix),
Opened: pendingg Customer You will have to change the Incident
Ovenad by Returned State to Work In Progress while the
P Senice Restored Problem is being addressed.
| Assignment group: Resalved
: Pending Clasure \ /
Assigned to: Closed

13. To save and exit the Incident, select Update. To save and stay in the Incident, Save.

"Refresh Callor Info | Import User ] Save
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PRINTING A TICKET

Use the @Jrinter icon at the top right hand corner of the screen in order to print the ticket, or a preferred method is to
use the drop down menu next to the green Incident field. This will export your ticket in a pdf format in either landscape or
portrait view. This exporting method is recommended to ensure you capture the whole Incident.

Save red field

Mur  Templates b |[INCOO10770

| She Export FDF (Porrait)
N _ ool Copy URL FOF (Landscape)
r Incident I o Freload form [Frmokn 2

UPDATING AN INCIDENT

To update an Incident you can find the Incident the following ways:

On the ITSM Homepage you will find all Incidents assigned to yourself:
Add content » ITSM Homepage Refresh| Off =1[ Switch to page... =l

Knowledge Search LE | News X

Q pdvanced search

Mo fterns

My work 2@
[ [Number Short description. [State [Priority Opened L
O  INCOO10771 test Referred 4 - Low 2010-11-22 09:09:52 2010-11-22 12:36:58

To the left of the screen you will see the Navigation Pane; from this location you can select an Incident from the following
choices:

Se_lf_-Servic*:fe 3
{ar Homepage
2 Wnowledge
ET My Open Incidents  «— @ . )
s Slosad Incidents My Open Incidents: Selects all
Incidents that are assigned to you.

[l My Profile N J
Incident L4

o 4 . ] N
%é E;E;i';g";:‘; i € Assigned to Me: Selects all Incidents
BB Assigned o Wi Eioup: €em— _ that are assianed to vou. )
[& Open
[ Returned 4 . )
[ Resolved Assigned to My Group: Selects all
[ Pending Clasure Incidents that are assigned to your
Ll Clased Assignment Group.
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To see all open Incidents, choose Open. This will bring you to ALL OPEN INCIDENTS.

E B Incidents > Active = true <> Show [ Astive =] [zoperpage =] B
K Run | Edsave. | HLE | £
[ Active ﬂlis L“true j?nd L
& Run
Incidents  Search |for text =1 Q | 1 to 17 of 17 BB

|- Number | . gnment group -
IMCOD10546  test 2-High Waork In Progress L2 OFT CME EXEC 2010-11-02 02:12:01
IMCO0105885  Test 3 - Moderate  Referred L2 OFT CNE 2010-11-16 08:17:44
C@ INCOD10B0E — Tsting Incident Events |ssue Work In Progress L1 DOL HELPDESK 2010-10-18 11:17:11
5 INCOD10B0Z  test Mews L1 NYSF HELPDESK 2010-10-18 11:16:50

INCOD10608  tst
INCOD10623  Testing Mulitple E-Mails 20100917 ~Hi§h. . Referred L3 OFT ADS APPS QA 2010-10-25 08:19:42
IMCOO10E25  Test Ticket 20100917 09:25 - Low - Low 3 - Moderate  New L2 OFT CNS 2010-10-25 0B:19:42
I~ 0 INCOD10626  Test Ticket 20100917 09:38 - - Testing Referrad L2 OFT ATP 2010-11-22 11:19:46
™ 0@ INCOD10677  Test Incident - 20100930 - Parent Ticket Work In Progress L3 OFT CHNE BTO 2010-11-22 11:19:45

Referred L3 OFT CNS BTO 2010-11-22 11:19:15

M G INCOD10632  Test Ticket - 20101008 09:15 Referred L2 OFT CHE 2010-11-22 11:19:45
I~ 0@ INCOD10693  Test Ticket Referred L2 OFT CHS EXEC 2010-11-22 12:40:50
[T 0@ IWCOD10721  Test for Joe Employee Wark In Progress L2 OFT CHE 2010-11-16 11:29:22
™ 0@ INCOD10722  Test for ENDUSER SNC Mews L2 OFT CNE EXEC 2010-11-22 11:19:46
I 0§ INCO010754 3 - Moderate  Mews 2010-11-09 02:12:01
M 0@ IMCOD10759 Test 3- Moderate  Referred L3 OFT CMNS BTO 2010-11-16 08:31:54
M 0@ IMCOD{07E0  Test 3 - Moderate  Pending Customer L3 OFT CMNS BTO 2010-11-16 02:52:27
M @ INCOO10771  test 4 - Low Referred L1 OFT CCC 2010-11-22 12:36:58
= |Actinn5 on selected rows Li A4 |_1 to 17 of 17 BB

&

From this screen you can search for the following drop down choices.

Incidents  Search ffortes Bl Q
- : Hufﬂhﬁf . Mumber

= Short description
[ Cg INCOO10546 Brfarite

I Cg IMCO010555 | State
Assignment group

™ (@ INCOO10ROE |Assigned to
Updated

If you know the Incident
number you are
searching for, type it in
the space provided.

Once you find the Incident you need to update, select it. Make any updates needed, include what you did in the Activities
Work Notes and update. This will add your changes to the Journaled Work Log at the bottom of the Incident on the Activities
Tab.

[€EIncident - Required fiald |
= © isibio): i =

I »ork notes: S22 =1
“endar [ mone — =1 “endor Ticket number: [
Activity << B oal@ P Email@E) =

2010-11-16 11:29:41 IMCO010721 has updated work notes - Email sant
=1 @ Sent: oft.dlsd notify. sevl.crns.level 2@cio.ny. gov
= Sent: oft.dl.sd notify. sevl.cns.level 2@cio. ny.gov
2010-11-16 11:28:40 IMCO010721 has updated work notes - Email sant
[ @ Sent: oft.dl.sd notify. sevl.cns.level 2@cio.ny.gov
2010-11-16 09:43:57 IMCO010721 has updated work notes - Emailsant
4 @ Sent: oft.dl.sd notify. sevl.cns.level 2@cio. ny.gov
2010-11-16 09:42:27 INCO010721 has updated work notes - emaisant
& Sent: oft.dl.sd notify. sevl .cns.level 2@cio.ny.gov
2010-11-16 09:06:58 [NCOO010721 has updated work notes - Emailsent
= Sent: oft.di.sd notify.sevl.cns.level 2@cio. ny. gov
2010-10-13 09:48:08 Incident INCO010721 - opened on your behalf - Email sant
= Sent: oft. sm.cns. btog@cio ny. gow
2010-10-13 09:48:08 Priority-2 - High: INCOD10721 has been assigned to group L2 OFT CNS - emai sant
EA @ Sent: oft.dl.sd notify. sevl .cns.level 2@cio.ny.gov
2010-10-13 09:48:08 Initial: Priority-2 - High: INCOD10721 has been created by CCC Agent (COCAgent] - Email sent

= Sant oft dl ad notife SEWV incidertmanassrant nam@ein me ans
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FILTERS

If you would like to build a filter, you would do so by clicking the plus sign next to the hyperlinked Incident > Active=True.
This brings up the following:

= B8 Incidents > Active = true 4> Show [ active =] [ =0 per
S Hun| ElSave. | EIL I g
|Ac1i\re :” ig ﬂ|true j‘gh Lo
andl Category 1” is jl Metwarking j?m L ®
andl COpened jl between jl Last week j and |T0da_),r j [ ?ﬂd _gm E 4

November 2010 5> @@‘

: = S MT W T F &
Incidents  Search [tartea = N o : B ‘

- 42 3 4 86
_-!_r.'_.-Sl_'lnrt_-;_I_g_,ii_l:__ 7B 910 1142 132 -« State

™ @ IMCOO10546 test 14 45 16 17 18 19 20 i Wark In Progress L2 OFT CHS EXEC 2010-11-C

[~ 0@ INCOOM0S85  Test S Refarred L2 OFT CHS 2010-11-1
22920 1 2 F 4

« /Assignment group.

™ @ INCOOIOBOE — Tsting Incident Even R -'__']i Wark In Progress L1 DOL HELPDESK 2010-10-1
™ g IMCOO10B07  test Go to Today | T_j[‘ e L1 WYSP HELPDESK 2010-10-1
™ 0@ IMCOO10BOB  tst Tirne: [oo [oo oo Referred L3 OFT CNS BTO 2010-11-2
™ @ INCANTAR?E Tactina Mulitnla FokiEis SIS mETEERTT | Fafarrad I3 MFET ANS APPS N4 NN

You can save as many filters as you would like. You will find them by selecting the drop down menu next to Show.
Showe f Active i
= Al

Active - Unassigned
Azzigned to me

Brooke's Filter
a
DESK | Coed

TO by Groups - Unassigned
—— by Open Incidents
PPS ) Friarity 1 Tickets

Edit persanal filters

You can “filter” any Incidents by right clicking and selecting either show matching or filter out.
L3 OFT ADS ApPe oA

show Matching
L2 OFT CHS ,

Filter Ot
L2 OFT ATP

Copy UREL to Clipboard
History

|23 MFT ™h2 Pl

To edit the column headings, choose the gear to the left of the Column Headers.

W ¢ Short deseription i Priority o Assiqnment group |« Assiqned to | Updated




This brings up the following screen:

@ O Incidents = Active = true

Incidents  Search [fortent = =%
e

Personalize List Columns

Active
Activity due

“test’

Agency Affected
Alternate Contact
Application URL
Approval
Approval history
Appraval set
Business duration

7 | Actions on selectad rows.

Test nciden

Additional comments (Customer visi

=

D-Ei NCBB‘IBEELE‘_ Tsting Incide & Wrap column text [T Compact rows
| ¥ Enable list edit [ Douhble click to edit

Tﬁéfem@‘
P:e_ferg'sﬁ_

Murmber
Short description

State Up

Assignment group r

Assigned to -
Remove |Updated G

[ ok Cancer |

If you decide you do not like your selection, you can Reset to Column Defaults:

Personalize List Columns

Active *I
Activity due

Additional comments (Custamer visi Add
Agency Affected B
Alternate Contact
Applicatian URL 4
Approval Remove

Approval history
Approval set
Assigned to =|

=
umber
Short description
Priarity
State Up
Updated -~
.
Dawn

W Wrap colurmn text [T Compact rows [ Reset to column defaults

¥ Enable list edit | Double click to edit

&
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If you are looking at the Open Incidents, and you do not want to go through each and every one you can simply hover over
the [@ Information Icon, and this will give you a brief glimpse of the Incident.
| Prionty

™ 0@ IWCO0M0607 test 2 - High Mew 2010-10-18 11:16:50
[ | Incident 1-22 13:18:82
- Nurnber: INCOD10607 State: New 0-25 DB:1<42
- Short description [test 0-25 08:19:42
- 1-22 13:19:53
Caller Mot Found: = Suspend: [
[ | . 1-09 09:12:01
Caller | Suspend Until
[ 1-16 08:31:54
- Current Contact Number: |51E—11D2—329D Opened 2010-09-13 09:53:46 P y———
p Contact type [Fhone Opened by Chris Meiers (crmeiers) 193 13 1950
'l Alternate Contact | Assignment group: L1 NYSP HELPDESK 1.22 12-35:58
- Location: |U1 F - Rehabilitation Support Services - Cor | Assigned to: 1-09 09:12:01
| County: IAIbany Template 1.22 13:19:52
- Watch list: Master Ticket: = 1-22 12:40:50
'l ITIL Watch list (Receives wark notes): Group Watch List: MYSP 116 08:17-44
- O Wvatch List 1-16 11:29:22
(] Description: 1-22 13:19:52
test

- Troubleshooting Script: B8 17
[ User ID

Users Agency
Application Mame (URL if possible):

Dornain Mame:
Authentication Method (LDAP, HSEN, Other)

Did you verify they could access the application (Y/M):

Did you verify their entitlements to application through Directory Services (LDAP) aka Site Minder or (HSEM):

Hd 1 to 17 of 17 B
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LOGGING OUT

To logout of the system, simply select the logout icon on the top right hand of the screen. This logs you out of
the system and off Ny.Gov.

W have changed our appearance

You have been logged off NY.Gov

MNYS0S General Infarmation
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