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Supportworks Incident Logging Screen

Logging a new call

Log New Incident

Customer Details Actions v

7 Settings

Organisation Profile || Site Address. 3 514 [[Use Customer SLA] [v| Organisation "TUse Customer's Organisation]
Customer ID' JobRole : impact | [v] currentsite " [v]
Customer Name Group. [~ urgency|” [v] Customer Ref
Main site” [v] Bus. Unit [v] It Contract [v]
TeL No. Service % [ incident caused by 3rd Party
- Mail Status. v s & Major Incident
oo i P
- Active Requess : Team Note
— Closed Requests : Main Ci E
Cm“::“.“e;: El M: Overall satisfaction undetermined T
. Description Find Solution~ T&] Services and ltems ew v
Profile Fiter Services and kems [w| | by Customer [v]
Summary | DA Description Status Ty
Details
What must be completed
. Fields with red corner are mandatory and MUST be completed
. If customer is not at usual site use the Site address tab to specify their
temporary location
. SLA, Impact and Urgency need to be completed (choose SLA first )
. Link Services item to the call. A configuration item also needs to be
selected if a non schools call.
. Profile needs to be completed—just click in the field to activate
. Summary—please complete this with a short but concise sentence on
what the call is regarding
. Details—complete this with full details of the incident including any error

messages




Associating Configuration and Service items to an incident

Configuration Items
This could be either the physical hardware or software the Customer is

File | Edit Actions ShowMe Tools Help

&~ | Lo filogaTake & @/Log &Resolve/Close ] & 1T | (2)
Details

[E AssoqatedInformation || File Attachments || [ Resolve/Close Detas |

Affected Configuration tems || Affected Services | Problem/Known Errors | Change Reguests || Service Requests | Knowledgebase Documents g
earch

(Cizw_+] (Aefions ~) (£

Configuration ID Type Status CMDE Status Description Impact Level

reporting against.

“earcn crianal 4
Configuration ID. Organisation [w]
ype - | owner Name

active baselne?  Yes P

(Advanced Search | [ searcn] |
Search Wode | Allof the above match [w] [ Reset

Search Results || Result Selection

Configuration ftemID | Type Status CMDB Status. Description

»
Add New ew l ICance\

Go to Associated Information tab and click Search

Type Config id in first field (you can use % as a wildcard), click Search then click
Select, configitem is now added!

No Configuration id?

Follow the same process but type in the configuration id of “Cl not found”



Services (from the service catalogue)
This is again done through the Associated Information Tab but this time click on the
affected services tab

File Edit Actons ShowMe Tools Help
4 ~ | 7 log Eylog &Assign falog BTake & w/Log & Resolve/Close @ é-_ﬁ-. [_: @
(B petaits |([E Assodiated Information |(File Attachments |[[& Resolve/ Close Detals |

Affected Configuration ftems|

Problem / Known Errors. Change Reguest: Service Reguest: Ki Documents [

Service |0 Service Name Type Status CMDB Status Impact Level Ur|

Click on Search

“Search Criteria |

Type [
CMDB Status
Is active baseline? Yes e
Allow Support Yes
I Search I
Search Mode : | All of the above match M Reset
Search Results | Result Selection
Configuration Item Description Type Status CMDE Status Is active baseline?

Type service in the Description field
Click search

Click Select

Service is now added!

Note: Service and Configuration items can be added at any point during the
lifespan of the call. If these have changed between the call having been logged and
closed, it is the responsibility of the team closing the call to add the most relevant
Service/Configuration item to the call before closure.



Searching
Finding

This can now be done through using these options from the Supportworks Today

screen
Search For Requests

Search : Browse search : Free TextSearch Or
Search for Customers Search For Requests

Customer ID Reference

| | |
First Name Customer ID

| | |
Last Name Customer Name

| | |
E-Mail Group

| | |
Organisation Business Unit

| | |
Charge Centre Support Group

| | |
Main Site Owner

| | |
Postcode Charge Centre

| | |
Tel. No. Current Site

| || |
You can search either by Customer Or By Request Reference



If searching by Customer you can also view their call history;

Search

Browse

Search Results (1 tems)

Close

| EE

Lisa

Robinson

@ lscrobinson@warwicicly

Search for Cu

Customer D

First Name
Actions
Last Name R EEEEEE——————
[# Edit Details [Log New Call &3 Print This Page
E-Mail

]

Double click on the results for the Customer (highlighted in Red)

Customer Details

Other Details

Training

Costomes Details For LAOS3

Configuration Items

Service Desk Access

Incidents || Problems & K.Es (reporied by) || Change Requests || Service Requests
Reference Summary Status & Impact Level Urgency Level Owner Support Group Custo &
F1183661 Booking for Robats - Birmingham based ... Resolved Sc-PDC Training Sc-PDC Training HWOO SICTDEVSER/BUSDE... Lisa Rq
F1184475 Course booking - Exams workshop July Resolved Sc-PDC Training Sc-PDC Training RVAL SICTDEVSER/BUSDE. Lisa Rt
F1184779 Email Resolved Sc-Standard Sc-Standard LROB3 CUSTSUPP/ACTSERVL.. | Lisa Rt
F1185017 Training course - Social Networking for Resolved Sc-PDC Training Sc-PDC Training CBIC SICTDEVSER/BUSDE. Lisa Rt
F0302788 Closed Medium Medium RSCA SYSTEMS/APPS/ Lisa Rc
F0303166 Closed Medium Medium SMARS PRODSERVICES/OP. Lisa Rc
F0303224 Closed Medium Medium ASHA1 PRODSERVICES/OP. Lisa Rc
F0303782 Closed Medium Medium Jtom1 NETMANAGE/LAN/ Lisa Rc
F0303788 Closed Medium Medium PJAR MNETMANAGE/NVOICE! | Lisa Rc
FO305511 Closed Medium Medium LROB3 CUSTSUPP/ICTSERVIL.. | Lisa Rc

Click on the Associated Requests tab.

All calls that the Customer has logged will be displayed for you to view and go into.

At this point you could also choose to log a new incident by using the button that is
further along the menu

Customer Detais || Other Details || Training || Associated Requests || Configuration Items || Service Desk Access

e - [Log New~|
ents | Problems & KEs (reported by) | Change Requests || Service Requests

Reference Summary Status impact Level Urgency Level Cwner S tnedent
F1183861 Booking for Robots - Birmingham based Resolved Sc-PDC Training Sc-PDC Training HWOO SICTY Problem
F1182475 Course booking - Exams workshop July ... | Resolved Sc-PDC Training Se-PDC Training RVAL SIcT Change Request
F1184779 Emal Resolved Sc-Standard Sc-Standard LROB3 cus]
F18so17 Training course - Social Networking for .. Resolved $c-PDC Training Sc-PDC Traning caic sicTl Sevice Reuest
Foa02788 Closed Medium Wegum RSCA svslusiarsi | LsaRe
F0303186 Closed Medium Medium SMARS
F0303224 Closed Medium Medium ASHA1 PRODSERVICES/OP. Lisa Rc
F0303782 Closed Medium Wedium Jtom1 NETMANAGEALAN/ Lisa Rc
F0303788 Closed Medium Wedium PJAR NETMANAGENOICE/ Lisa Rc
FO30551 Closed Medium Medium LROB3 CUSTSUPPACTSERVL Lisa Rt
F0306352 Closed Medium Medium LROB2 CUSTSUPPIICTSERVL..  Lisa Re

This will start a new call with the Customers details already filled in for you.




Updating Calls

This is done in the usual way (through
the call update tab of the call)

One thing to note is that you can choose
whether the update you enter is to be Update to be public
made Public or not. Items left as Public
are available to the Customer to view
through Self Service.

Options

[[] E-mail customer

Accepting calls

It is best practice to accept any call you are working on. This means that you are
then responsible for this call and any updates. You will also receive e-mail
notifications when a call you are working on has been updated by someone else.

Assigning calls

If you cannot resolve a call and it needs to be passed to another team—only assign
to Team Level (not individuals) unless prior agreement has been made.

This prevents calls from being left unmonitored.

Resolving calls

3 Rl Cal IS il e

1t Fle Edt Adions Tools Help

i B (7
Y AN O
| im;gmuu Cal Action: ’REbUI‘ftC!l ﬂ
| Details Options
| Date/Tine of Action Time Spent [¥] update to be publc
: T i_w [ &-mai customer
{J Action Source Action Type O
r. 1", [
| Teszphone [w] "Generaiupdate v
| : ] | []Add to knowtedgeBase
| Resdlution Profie [ First time fix achieved
: = |o
1 Folow UpAction -
| vl
i Apply this action to related requests (incident / known érrors etc)

i Other Information

i Deseription | FieAttachment || Suppori Unds

The following fields must be completed on Resolution of calls

Full details of Resolution needs to be entered into the Description tab before
saving. Remember the customer will receive an e-mail containing this text so it
needs to make sense.

Calls will be closed automatically 5 days after initial Resolution.



Hints and Tips

(#Z Configuration Database
\'f Search For Requests
&’ Database Searches
\’/f KnowledgeBase
) Management Information and R...
Supportworks Today

Service Desk
Change Schedule

SHSHS| S

Show Fewer Buttons

EMal
Add or Remove Buttons  »

<

Customers

Organisations
Configuration Database
Search For Requests
Database Searches

LS BB BS

. Want to customise your Navigation tabs?

LR

Click on

‘@ Supportworks Today
%% service Desk

You can then either select - Show Fewer Buttons & Service
(to display the tabs as icons in the bottom row) |} Change Schedule

To put these back as tabs then use the Show More W E-Mail
Buttons option. 7 customers
[ﬁ Organisations

REFFT e T

Or remove the tabs you don’t want to see by going into Add or Remove Buttons and
un-ticking those you don’t require (you will be able to put them back on in the same
way if ever needed!)



Customise your Service Desk View (full Supportworks version only not web client)

My Incidents (1) (Filtered: Active)

Stalus :

Right click on column names and

derence

Cial

select Field chooser. GG Select QuickeLog Call )
enquire on training Log New b
o LROB3 by JBAIS Hide Calls On Hold
Show Sub-Group Calls
o ek o & Drag columns from the bar Showmgn_mﬂm
Summay a into Field Chooser box (if Noc.!"prw
Logged On Preview Last Update
you want to hide them Preview Last Update for Calls On Hold
from your view). Drag Highlight Detail When Previewis On
them back from Field r Field Choaser..
Chooser into the main bar List ptios..
in any order you wish.
. You can filter those calls displayed in your view by status;

" My Inddents (22) 2 myMajorinddents(0) |[  Mylncoming (5) |[ £ MyUAR(®) |[ / MySchoollnddents (2)

My Incidents (22) (Filtered: Active)

c Reference

Summary Status

Off Hold

I would like to inform the con

ect people th:

#4 FO615167

Gettina ooo reminder messaaes for lotus notes 8001121

Unassigned

note on. 07557114083 Also Nickv Enticknao 802282 (n

Logg. Mo Fiter
S8 Active

0903 Excaiated
On Hold
the following mc Off Hold
Resolved
Major Incidents
23703 5 ctive - Excl Schools

office for an extended period) this stops the clock and
Right click call and select Place Call on Hold.

Where appropriate calls can be put on hold (e.g. customer is away from the

helps meet SLA's.

Enter a date and time to restart the clock (usually when customer is back)
and a reason for putting call on hold. The call will then disappear from your

Active calls queue but can be found using the status fil

ter view and selecting

On Hold. Once the time has passed the call will automatically reappear in
your Active calls queue as Off Hold and will need to be reaccepted .

You can use the Drag and Drop facility to assign calls b
from your queue to another teams queue.

10

etween teams. Drag



Want to keep your eye on a call, use the Watched calls facility;

To Add to list
Right click on call and select

To remove from list

Right click on call (now shown in your

Watched calls tab) and select

X & s

View Call Details

Log New Call Using This Call's Details...
Select Quick-Log Call

Log New

Update Call
Place Call on Held
Assign Call
Resolve/Close Call
Cancel Call

Change Call Problem Profile

&

Add Call(s) to My Watched Calls List

(7 mycChanges0) |[ £ MyWwatched Calls

Status

L

| Cla

Pending

Inc

# | View Call Details

Log New Call Using This Call's Details...
Select Quick-Log Call

Log New

Update Call
Place Call on Hold
Assign Call
Resolve/Close Call
Cancel Call

&0 N s

Change Call Problem Profile

Remove Cali(s) frem My Watched Calls List

I3
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For more information on available courses
(and more hints, tips and FAQs) visit:

warwickshire.learningpool.com

For support please contact the
ICT Service Desk
using the ‘Service Desk Online’ icon
on your PC desktop or,
if you have a problem to report,
call on 01926 41 41 41

Last updated: November 2016

Review: November 2017

ICT Training & Development

12



