INFORMATION

SAN JOSE STATE TECHNOLOGY SERVICES iISupport Incident Management

UNIVERSITY

Overview

The iSupport software is a powerful and flexible help desk/desktop support solution used by San José State
University to manage information technology tickets, or “incidents.” While iSupport has many tools to enable
you to report, sort, and filter information, as well as design custom views so that it’s suited to your particular
work style, this guide will focus on the basics: opening, updating, and resolving tickets.
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Creating a New Incident

Tickets are called Incidents in iSupport. In many cases, incidents can be created automatically by the customer
using custom-built forms or by emailing their issue to the iSupport address, but you, the representative, also
have the ability to create Incidents for your customers—and add new customers to the system if they are not
already created. This section will take you through the process of creating a new incident and adding a new
customer.

1. Navigate to SAN JOSE STATE UNIVERSITY
one.SJSU.edu

2. Search for iSupport n one. SJSU iSupport

Representative Tile. Spartan App Portal

Browse Categories ~

e Click on the tile and log in
with your SUISUOne ID

and Password.
My Favorites %%

iSupport Representative

' My Calendar
9 iSupport

G Suite

SJSU @ Work
‘B PeopleSoft - HR

Employee Discounts
website

Financial Transaction Services
/-\ (FTS)
s FTs
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The iSupport Home View

page displays. iy Open Tncklents cRA
NOTE: If you have previously 515U My Open Incidents . Search
changed your view to a
. . Actions ¥
custom view, you will .
automatlca”y be Slgned in [F] Status Priority Opened Customer Description
With that Vie w. [T] Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.
[] Open High 7/19/2013 Nguyen, Leon This is a test ticket.
My Group's Incidents by Assignee XA
My Group's Incidents by Assignee™ v Search
Export -

(3 Aldridge, Kim (2)

1 Braverman, Phil (1)

[ Campbell, Ryan (22)
3 Chang, Steve Kwang-Soo
[ Coronado, Leticia (815)
[ Day, Nancy (8)

[ Dunefsky, Mike (19)
[ Frank, Jeff (6)

[ Hill, Katie (1)

3 Ho, Vicky (1)

[ Hoang, Cecilia (104)

3. Click the More (green

arrow) icon. pm——— R van ( In ) O Preferences -
4. Select Create Incident. | Create Views/Charts Miscellaneous
My Group's Inciden Chart Designer Alert Manager
Problem View Designer Help
Export Change Content Manager
[ Aldridge, Kim  Purchase Reports

[3 Braverman, P Customer
[ Campbell, Ry; ~ ComPany

BB Chang, Steve Knowledge Entry

A
[ Coronado, Let sset
[_1 Day, Nancy (8
[_1 Dunefsky, Mi

[ Frank, Jeff (6

Dynamic Asset Scan
Asset Scan Comparison
License Profile

Headline
[ Hill, Katie (1) FAQ

[3 Ho, Vicky (1) service Contract
[ Hoang, Cecilii  Configuration Item
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Incident

The New Incident Ticket
H B

page displays. Save Save And Close o
5. Click the Select e
Customer (Magnifying Customer 4
Glass) icon. » \
-

=
@ Details ~ |:=@) History

Description

New View FH =
T]

FontSize  Add History Add Asset Categorize Schedule Route Customer Templates

E &

=

ol &

Display

Status

B
[

Open
Priority Medium

Number D7PJ164291

= [ -
@ Custom & Others to Notify gAssels

cCao .

=y
S

8 Change Assignee's Group

Actions

Assignee  Ryan Campbell i) Category
Created Date  7/24/2013 6:05:31 PM Rule Default Senice Level
Group  Agresment

Author Ryan Campbell
Modified Date
Closed Date

Followup Date | 7/25/2013 x

2
L,// Attachments

Resolution

Incident

H &

The customer search box
displays.

6_ Type any part Of the Save Save And Close
customer’s name, email File
address, SJSU ID, or
phone number to see a Customer @
list of results. Click to Mxyzptlk
select the customer. | No matches found

7. If the customer does not

appear in the search, you
will need to add a new
customer. Click the
Advanced Search icon.

NOTE: In your configuration,

Description

a = E="3) = ===
T ‘ Lo> = e b=
T & = == b i
FontSize  Add History Add Asset Categorize Schedule Route Customer Templates
Display Actions
Status Open
e Priority Medium
rOpen advanced search in new window ] D7WD343A48
V. =] = A\
=| : [ [
Details B History \g Custom Q Others to Notify éﬂ Assets {é} Attachments

you can add a New
Customer quick link to the
Customer field. See the
Configuration section of the
guide for details.
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The Select Customer
Advanced Search box
displays.

8. Click Create New
Customer.

The Search box updates
with the New Customer
form

9. Enter the customer’s
information, including
First Name, Last Name,
Phone, and Email.

10. Enter the customer’s
SJSU ID in the
Customer ID field.

11. Click OK

The New Incident window
updates with the Customer
information.

12. Select the Incident
Priority.

e Low: Incidents for
problems that have
workarounds or do not
stop work

e Medium: Incidents that
restrict some job
functions

e High: Incidents that stop
work for at least one
customer, or have urgent
deadlines

e Emergency: Reserved
for failed systems that
stop critical work for
multiple customers

%
|
|
2
:

Search: Dot Options....
Search within results

First Name: Dean

Last Name: Winchester
Customer ID: 000081653
Location: FOB 303
Department: (1184
Company:

Phone: 403-324-1000

Email: Dean.Winchester @sjsu.edu

o T N S
Tt Actions

Create New Customes

Back to Search Results

E| Assignee R

@ Created Date 7/

Status Open
Priority Medium
Number Low

High
Emergency

Author R
Modified Date

rs to Notify Eio Assets l% Attachments

Closed Date

[=]

Followup Date
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13. Select the Incident
Category. If you are not
certain which category to
use, select Other > Other.

14. Select the Incident
Assignee by clicking
Assignee, typing any part
of the assignee’s name,
and selecting the desired
person or group. You can
also click the Tree
Selector to pick the
assignee from a list.

- cao.}

] @ Change Assignee’s Group

i
¢
{
} [z]  Assignee
[

Created Date
Author
Modified Date
Closed Date

Followup Date

PAN A AR AL

W

Ryan Campbell i)
7/24/2013 6:05:31 PM
Ryan Campbell
7/30/2013 1:29:45 PM
7/25/2013 2:21:18 PM

7/31/2013 x

QQ @Change/\ssignee's Group

chy Ad Hoc Approval

B Assignee Ryan Campbell i)

SO Vadiaa el
]

|

M
Cl

F¢

ments

AR b AR PRI T A TR,

P e e WV e i B
i I

e Je o o o fhe

AAA AAA - Help Desk Unassigned
Ticket Queue

AAA Classroom Technology Support

AAA Help Desk

AAA Hum. & Arts, Desktop Support

AAA Information Support Svcs

AAA iSupport Tech Queue

AAA TS - Business Desk

o .

Category Unit Specific

N

—

AR IR

53

‘
2 AAA 795NFO Help Desk

Hardware
Identity & Information Security
Other

Junk Ticket

Othe

Unable to Categorize
Server Based Apps (Script)
Software
Unified Communication

Unit Specific

© Incident © Al

Category Other

Other i) 1
Rule Group Default Semvice Level

Agreement
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The Route comment box
displays.

15. If you wish to enter a
comment for the person
to whom you are
assigning the ticket, you
can do so here. This step
is optional. Click OK.

The New Incident window
updates with the Assignee
information.

16. In the Description field,
enter a detailed summary
of the problem or request,
including the steps that
caused the problem and
any error messages
received.

17. Click the Custom icon.

The Custom Fields pagelet
displays.

18. Enter any relevant
information.

NOTE: This step is optional.
Many incidents will not
require the information on
this page.

19. Click the Others to
Notify icon.

The Others to Notify
pagelet displays.

20. If you wish to include any
other assignees in the
incident updates, click
Add and select them
from the list. Otherwise,
click the Attachments
icon.

Route

Enter a comment for the routing recipient:

[ OK ] [ Cancel ]

™
\_/
Customer @ Status Open E Assignee AAA Information Support Category Other
Dean Winchester Sves @) Other @)
o :105 303 Priority Medium [2]| Created Date 7/24/2013 6:05:31 PM Rule Default Senice Level
G Al it
408-924-1000 Number D7PJ164291 Author Ryan Campbell roup gresmen
Dean.Winchester@sjsu.edu Modified Date
000081653
Ticket Counts ClosedDale
Followup Date | 7/25/2013 x
Pa N = =, B [ )
Details  |:5) History @jjt’:ustum & Others to Notify =) Assets é/ Attachments
YaayED-C-B/ U 3800 dnufs==s=: = i= Tehoms,aria..v 2~ Noma A~

0
g
]
2
5
2
=
®
]
2
B
]
a
3
3
=
7
0
n
=
0
=
=
3
g
2
2
]
=3
&
g
~J
N
B
o
3
2
5
2
g
=
2
@
o
g
s
=
2
e
H
]
3
&
F]
> |

possible to add me to a list to receive these logs via e-mail automatically?

Iverified the information by navigating to Student Admissions > Maintain Applications > Application Maintenance. I expected to see the status APPL APPL, but it was IC. The data was
updated in SADW on 7/22.

m Action and Action Reason sent from IPM yesterday did not update PeopleSoft. Is it

{} = = - o] 2
DT petails |5 History = custom & Others to Notify (=) Assets & nachments
[\ustom Fields
SJsU D
URL (if available)
Browser (e.g., IE, Firefox) Select E
Operating System Windows
Mac 0S
Linux
108
Android
Chrome
Other
Technology Canvas
D2L
Adobe
Webex
iPad
Elluminate
Other (please specify in Description Field)
ITS Services Telecommunications
PeopleSoft
Web Services
eCampus (Canvas D2L)
Other
N = = - I
Details  [(S@History  [:=Z] Custom é gO(hers toNotify (=) Assets é/ Attachments
Others to Notify
Add Remove @ Incident © All
B Last Name First Name Email Company
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The Attachments pagelet
displays.

21. If you have attachments
to add, such as
screenshots, trace files,
or scanned forms, click
Add to select them from
your hard drive or
network location.

Any added attachments

should display in the list HH = ad E &S

below.

22. Click Save and Close to
save the Incident and
automatically notify the
customer and assignee.

& open
Customer Q Status
Dean Winchester @@ J > Ryan Campbell » Downloads » o
FOB 303 Priority —J
¥ | e Dicaiea i N oty =~ O @
408-924-1000 Number v
- e Name Date Type Size Tags
Dean Winchester@sjsu.edu 1, MP_9_00_Tools8510... 6/13/2013 1:43 PM Compressed (zipp 26,915 KB
000081653 B Desktop
) psds 6/11/2013 10:05 AM Microsoft Excel 97. 3K8
18 Downloads =
Ticket Counts ~ _| D download.gz 6/5/20131:10 PM WinZip File 10K8
4# Dropbox = =
. [ 1935500730.0 6/5/201311:11 AM Text Document 18
. Recent Places L
(=] chartjpeg 6/4/201312:04 PM JPEG image 17k8
- - @) modified_common... 5/31/20138:27 AM Microsoft Word D... 198
4 Libraries
@) modified_common... 5/31/2013 7:45 AM Microsoft Word D... 178

[ Documents

= =
Details E History E}’ Custom

B My Docoment] &) checklist instructio...  5/26/201311:50 AM Microsoft Word D... 138
B Sodyieded (3] SJ5UOne. pptx 5/23/2013 4:58 PM Microsoft PowerP. 2,000 K8
lachments = Actsy | 38 TweetDeck.msi 5/22/2013 9:45 AM WindowsInstaller... 14444 KB Installer
: Bpn:r: Vi::; §8) nbr2player.msi 5/10/2013 340 PM Windows Installer 13938K8  Installer,
) cMs - O test event sjsu-2013...  5/10/2013 3:37 PM ARF File 22,952 KB
B csume 5 atrecply.msi 5/10/2013 3:23 PM Windows Installer 4288KB  Installer,
gl 57 Silverlight.exe 5/8/20131:00 PM Application 6,791 kB
& Dropbox install_flash_player... 5/8/201310:02 AM Application 17,193 K8
B photos T €S Bundle 29_Cam...  5/8/201310:01 AM Adobe Acrobat D... 9170 kB i
S i ] »

File name: ~ | All Files -

[UECENE New View = Cao .

%ﬁg &3 Change Assignee’s Group

Save Save And Close FontSize = Add History Add Asset Categorize Schedule Route Customer Templates

File Display Actions

Customer @ Status Open B Assignee AAA Information Support Category Other
Dean Winchester Sves & Other d)
9 :?83 303 Priority Medium [x]| Created Date 7/24/2013 6:05:31 PM Rule Default Senvice Level
Grou Agreement
. 408-924-1000 Number D7PJ164291 Author Ryan Campbell . S
Dean.Winchester@sjsu.edu Modified Date
000081653
Ticket Counts Bloeedbate
Followsp Date | 72572013 x

= . ™~
Details History @ Custom Q Others to Notify g Assets M Attachments

Attachments

Add Show Correspondence Attachments

Date File Attached ~ Source

sjad022_2486107.out 19.705K Z&wm 2801 cigent
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Updating an Incident

It can be worthwhile to update iSupport incidents if new information comes in or if you make progress on
resolving the issue. iSupport maintains the history of the work done on the problem, which can be helpful if you
need to revisit the issue in the future, or if your incident is later transferred to another assignee.

1. If the incident you wish to
update is assigned to
you, select it from SJSU
My Open Incidents and
skip to step 6.

2. If the incident is not
assigned to you, you can
search for it using the
views below. The default
view is SUISU My
Group’s Incidents by
Assignee, but you can
change this view by
clicking the dropdown. All
Open Incidents will allow
you to search every
unresolved incident.

3. Type any part of the
incident information in the
Search box if you need
to filter the results, such
as the incident number,
the name of the
assignee, the customer,
or any word in the
description. You can filter
search results even more
by typing in additional
search terms. If you need
to reset your search, click
Clear.

Click Go.

Select the incident to be
updated.

S1SU My Open Incidents

Actions v

Date

[[] Status Priority Opened Customer Description

[C1  Open Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/23? 1 am trying to figure out why
[[] Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.

[F] Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.

|.., Group's Incidents by Assignee?]

A INLIUCII Uy CaLlegUly - LApaIiuca

All Incidents by Company and Customer
AllIncidents by Date Created

All Incidents by Group, Status and Assignee

All Incidents for Custom Reporting™

All Incidents Time Entries by Support Rep Group
All Open Incidents

Closed Incidents I%Assignee

Incidents by Group, Status and Assignee Not Closed™
My Assigned Incidents by Status*®

(
My Group's Open Incidents*

My Lecation's Incidents by Assignee®

My Open Incidents*

Open Incidents by Assignee and Priority™

SISU All Incidents by Group, Status and Assignee

View CEAFX
SJSU My Open Incidents - Search

Actions v

Date

[ Status Priority Opened Customer Descriptior
] Open Medium  7/24/2013  Winchester, D.. Can you plesse send me the SJECM process log for 7/237 1 am trying to figure out why the Program Action and Action Reason sent from IPM yes...
[ Reopened Medium  7/12/2013  Gadham, Roopa SJECM process failing on second step. Can't see error message.
] Open Emergency  7/19/2013  Nguyen,Leon  Thisis a test ticket.
View CEAFR
All Open Incidents - go advanced
Actions
[F]  Date Created Number  Customer Company Description Category Expanded Followup Date
[C]  7/18/2013445..  D7IH564253  Web Testing ... Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[C]  7/18/20134:25..  D7IH3642A1 Web Testing...  Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[ 7/16/20131:35...  D7GE4617.. Crawford, Ger...  Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013
[ 7/19/201311:13.. D7JC246674 Nguyen, Leon  Unspecified This is a test ticket. Other | Other 7/25/2013
[T 7/24/20136:05.. DIPH6420L  Winchester, D.. Unspecified Can you please send me the SIECM process log for .. Other | Other 7/25/2013
[[]  7/16/201311:25.. D7GC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonot...  Other | Other 7/25/2013
[l 7/17/2013852.. D7HI632A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec..  Hardware | Network Equipment .. 7/25/2013
[C]  7/16/20134:58...  D7GH6964.. Crawford, Ger.. Unspecified RCA# Report Prepared by: sd... Hardware | Network Equipment | ...  7/25/2013
[C]  7/10/201311:36.. D7AC4726.. Crawford, Ger.. Unspecified this is a test. Other | Other 7/25/2013
[C] 7/25/20139:49.. D7QASA4.. Sloan, Steve Unspecified This is a test Other | Unable to Categorize 8/1/2013

SJSU Information Support Services
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Update the Priority,
Assignee, or Category
as necessary. Explain
any changes or updates
to the incident in the
Description field.

Update the Description
field with any new
information, including
progress made on the
problem, or new
information from the
customer.

Use the Custom, Others
to Notify, and
Attachment pagelets to
add information as
necessary.

Click Save And Close to
save the incident and
automatically notify the
assignee and customer.

NCENE New View - cCao
H B & [1 o 8 ENE @ & &£ £°

Save Save AndClose Print  FontSize Add History Add Asset Categorize Route Customer Templates Hierarchy Ad Hoc Approval — Pin
File Display Actions
Customer @ Status Open B Assignee  Ryan Campbell i) Category Unit Specific
Dean Information Support Service
Winchester [g Priority Medium [ Created  7/24/2013 6:05:31 PM PSCS-Admissions
- FOB 303 Pate Rule Admin Apps
o 1184 Number D7PJ164291 Author Ryan Campbell Group
408-924-1000
Dean.Winchester@sjsu.edu Modified ~ 7/25/2013 12:31:46 PM
000081653 Date
Ticket Counts Closed
[ 10pen Y 0 Suspended ] oate ,
CE=ED C=5D Aren i -
¢S = H [ ] ‘
Details |59 History @ Custom & Others to Notify \Eﬂ Assets ﬁ Attachments

Description

Can you please send me the SJECM process log for 7/23? I am trying to figure out why the Program Action and Action Reason sent from IPM yesterday did
pleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

I verified the information by navigating to Student Admissions > Maintain Applications > Application Maintenance. I expected to see the status APPL APPL,
but it was IC. The data was updated in SADW on 7/22.

/25 — Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions.)

Resolution

SJSU Information Support Services
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Responding to an Incident

While it's simple to respond to an email or telephone a customer about an issue, iSupport contains a built-in
email response system that will allow you to contact all the people related to an incident at the same time and
automatically update the incident history with the emailed information.

1. If the incident to which
you wish to respond is
assigned to you, select it
from SJSU My Open
Incidents and skip to
step 6.

2. If the incident is not
assigned to you, you can
search for it using the
views below. The default
view is SUISU My
Group’s Incidents by
Assignee, but you can
change this view by
clicking the dropdown. All
Open Incidents will allow
you to search every
unresolved incident.

3. Type any part of the
incident information in the
Search box if you need
to filter the results, such
as the incident number,
the name of the
assignee, the customer,
or any word in the
description. You can filter
search results even more
by typing in additional
search terms. If you need
to reset your search, click
Clear.

Click Go.

Select the incident to
which you wish to
respond.

S1SU My Open Incidents

Actions v

Date

[[] Status Priority Opened Customer Description

[C1  Open Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/23? 1 am trying to figure out why
[[] Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.

[F] Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.

|.., Group's Incidents by Assignee?]

i

i Uy walcguly - LApaIuea
All Incidents by Company and Customer
AllIncidents by Date Created

All Incidents by Group, Status and Assignee

All Incidents for Custom Reporting™

All Incidents Time Entries by Support Rep Group
All Open Incidents

Closed Incidents I%Assignee

Incidents by Group, Status and Assignee Not Closed™
My Assigned Incidents by Status*®

(
My Group's Open Incidents*

My Lecation's Incidents by Assignee®

My Open Incidents*

Open Incidents by Assignee and Priority™

SISU All Incidents by Group, Status and Assignee

View CEAFX
SJSU My Open Incidents - Search

Actions v

Date

[ Status Priority Opened Customer Descriptior
] Open Medium  7/24/2013  Winchester, D.. Can you plesse send me the SJECM process log for 7/237 1 am trying to figure out why the Program Action and Action Reason sent from IPM yes...
[ Reopened Medium  7/12/2013  Gadham, Roopa SJECM process failing on second step. Can't see error message.
] Open Emergency  7/19/2013  Nguyen,Leon  Thisis a test ticket.
View CEAFR
All Open Incidents - go advanced
Actions
[F]  Date Created Number  Customer Company Description Category Expanded Followup Date
[C]  7/18/2013445..  D7IH564253  Web Testing ... Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[C]  7/18/20134:25..  D7IH3642A1 Web Testing...  Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[ 7/16/20131:35...  D7GE4617.. Crawford, Ger...  Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013
[ 7/19/201311:13.. D7JC246674 Nguyen, Leon  Unspecified This is a test ticket. Other | Other 7/25/2013
[T 7/24/20136:05.. DIPH6420L  Winchester, D.. Unspecified Can you please send me the SIECM process log for .. Other | Other 7/25/2013
[[]  7/16/201311:25.. D7GC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonot...  Other | Other 7/25/2013
[l 7/17/2013852.. D7HI632A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec..  Hardware | Network Equipment .. 7/25/2013
[C]  7/16/20134:58...  D7GH6964.. Crawford, Ger.. Unspecified RCA# Report Prepared by: sd... Hardware | Network Equipment | ...  7/25/2013
[C]  7/10/201311:36.. D7AC4726.. Crawford, Ger.. Unspecified this is a test. Other | Other 7/25/2013
[C] 7/25/20139:49.. D7QASA4.. Sloan, Steve Unspecified This is a test Other | Unable to Categorize 8/1/2013
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6. Click the Send Email
(envelope) icon.

The Correspondence
window displays.

7. Under the Templates
section, select SUSU
Default
Correspondence.

8. Click Apply.

Customer @ Status Open B Assignee  Ryan Campbell i) Category Unit Specific

Dean Information Support Senvices;
‘ Winchester [g Priority Medium E] Created  7/24/2013 6:05:31 PM PSCS-Admissions
’1:?83 ” b D7PJ164291 /[:a:: Ryan Campbell = pamin Aes
Send Email Jmber uthor yan Campbel Grou
W 059241000 P
Dean.Winchester@sjsu.edu Modified ~ 7/25/2013 1:24:14 PM
000081653 Date
Ticket Counts Closed
[ open ) b
Followup 7/25/2013 ®
e
= = £ | 2
Details g History E Custom Q Others to Notify gﬂ Assets (ﬁ Attachments

Description

Can you please send me the SIECM process log for 7/23? I am trying to figure out why the Program Action and Action Reason sent from IPM yesterday did
not update PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

Iverified the information by navigating to Student Admissions > Maintain Applications > Application Maintenance. I expected to see the status APPL APPL,
but it was IC. The data was updated in SADW on 7/22.

7/25 -- Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions.

Correspondence

aax T emmmm

Send Preview Cancel  CC Others To Notify Include Atachments "z, o\, priority

File Options

From isupport-service@gtest.sjsu.edu El

To Dean.Winchester@sjsu.edu

Attach a file

Hide Options

Include Fields
2 A Templotes Ly
SJSU Default Correspondence

SJSU Information Support Services iSupport Incident Management
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The template is applied to
the correspondence.

9. Verify the To: address
and add any other
addresses you wish to
send to. You can select
CC Others to Notify to
copy everyone on the
Others to Notify pagelet.

10. The Subject will
automatically include the
Incident number. This
should not be changed if
you are emailing from
iSupport-Service.

11. Enter your response to
the customer in the text
field just above the
Correspondence
History. Do not alter the
Correspondence
History or the Incident
Description Fields.
These will automatically
populate.

12. Include any additional
attachments using the
Attach a File link. You
can select Include
Attachments if you wish
to automatically append
the attachments already
listed on the incident’s
Attachments pagelet.
Attached files appear in
the correspondence
header.

13. Click Send and close the
incident window.

NOTE: Emails are sent from
the iSupport-Service email
address by default. You can
change this by clicking the
From dropdown and
selecting your own email
address; however, replies will
come to you instead of
iSupport, and the incident will
not be updated automatically.

1 ©) % é‘) |n_1ﬂ |99 High Priority
= 9 =4 /) ™1 Normal Priority
Send Preview Cancel CC Others To Notify Include Attachments U'IJ Low Priority

File Options

From: isupport-service@gtest.sjsu.edu E]
To Dean Winchester@sjsu.edu
Cc:

Bcec:

Attach a file @ 3Sctestbxdt x

Show Options
Subject: [SJSU iSupport] Incident# <Ticket Number=

TEanBaYED-C-B 7 UE-BBQ-0-

ERaf===szssE=
Tahoma, aria...» 2~ Normal v A~
Dean,

updates, please?

Correspondence History:
<Correspondence History=

Incident Description:
<Issue Description>

SJSU Information Support Services iSupport Incident Management
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Suspending or Unsuspending an Incident

Suspending an incident can be useful when no further progress can be made on a problem or request for a
time, such as pending a patch or upgrade. A suspended incident will no longer send email reminders, nor will it
escalate, until it is manually unsuspended again. Use caution when suspending an incident assigned to a
queue instead of an individual, as they are more likely to be lost or overlooked. It is recommended to assign an
incident to an individual before suspending it.

1. If the incident you wish to
suspend or unsuspend is
assigned to you, select it

SJSU My Open Incidents

Actions ¥
from SJSU My Open -
Incidents and Skip tO [[] Status Priority Opened Customer Description
Step 6 . [F]  Open Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/237 I am trying to figure out why
[T]  Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.
2 . If the |nC|dent |S I"IOt [C1  Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.

assigned to you, you can
search for it using the
views below. The default
view is SUISU My
Group’s Incidents by

[

A INLIUCIIG Uy Weleguly - LApaIucy

Assignee, but you can All Incidents by Company and Customer i
Change th|s V|eW by Alllnc?dents by Date Created ‘

clicking the dropdown. All S

Open Incidents Wi” a”OW AllIncidents Time Entries by Support Rep Group

you to Search every All Open Incidents

unresolved InCIdent C[csedlncidents%ﬁ\ssignee

m

Incidents by Group, Status and Assignee Not Closed*
My Assigned Incidents by Status™

| (
My Group's Open Incidents*

My Location's Incidents by Assignee™

My Open Incidents*

Open Incidents by Assignee and Pricrity™

SJSU All Incidents by Group, Status and Assignee

SJSU Information Support Services iSupport Incident Management
info-support@sjsu.edu, 408-924-1530 Page 14



3. Type any part of the

incident information in the
Search box if you need
to filter the results, such
as the incident number,
the name of the
assignee, the customer,
or any word in the
description. You can filter
search results even more
by typing in additional
search terms. If you need
to reset your search, click
Clear.

Click Go.

Select the incident to be
suspended or
unsuspended.

The Incident window
displays.

6. Click the Status

dropdown list. Choose
either the Suspend
status to suspend the
incident, or Open to
unsuspend.

Update the Description
with the reason for
suspending or
Unsuspending.

Click Save And Close to
save the incident and
automatically notify the
assignee and customer.

View CEAFX

SJSU My Open Incidents - Search
Actions ¥
- Date P
[E  Status Priority Opened Customer Description
] Open Medium  7/4/2013  Winchester, D... Canyou plesse send me the SIECM process log for 7/237 1 am trying to figure out why the Program Action and Action Reason sent from IPM yes..
[ Reopened Medium  7/12/2013  Gadham, Roopa SIECM process failing on second step. Can't see error message.
] Open Emergency  7/19/2013  Nguyen,Leon  Thisis a testticket,
View CEAFR
All Open Incidents - go  advanced

Actions v

7/17/2013852..  DTHI6R2A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec..  Hardware | Network Equipment ... 7/25/2013

7/16/20134:58 ...  D7GH6964.. Crawford, Ger..  Unspecified RCA# Report Prepared by: sd... Hardware | Network Equipment | ...  7/25/2013

7/10/201311:36 ... D7ACA4726.. Crawford, Ger.. Unspecified this is a test. Other | Other 7/25/2013

[F]  Date Created Number  Customer Company Description Category Expanded Followup Date
[ 7/18/2013445.. DTHS64253 Web Testing.. ~Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[0 7/18/20134:25.. DTH3642A1 Web Testing.. Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[ 7/16/20131:35... D7GE4617.. Crawford, Ger...  Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013
[ 7/19/2013113.. DIJC246674 Nguyen,leon  Unspecified This s a test ticket. Other| Other 7/25/2013
[0 7/24/2013605.. DIPH64201  Winchester, D.. Unspecified Can you please send me the SJECM process log for...  Other| Other 7/25/2013
[ 7/16/201311:25.. DIGC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonot... ~ Other | Other 7/25/2013
8

0

a

]

7/25/20139:49...  D7QASA4..  Sloan, Steve Unspecified This is a test Other | Unable to Categorize 8/1/2013

LS New View FE - cCao .

HEB e adddbDEGBEEa £ £°

Save SaveAndClose Print  FontSize Add History Add Asset Categorize Route Customer Templates Hierarchy Ad Hoc Approval  Pin

File Display Actions
Customer Q Status Assignee  Ryan Campbell &) Category Unit Specific
Dean Information Support Services
Winchester [g Priority Created  7/24/2013 6:05:31 PM PSCS-Admissions
. FOB 303 Date Rule Admin Apps
Y 1184 Number Author Ryan Campbell Group
408-924-1000
Dean.Winchester@sjsu.edu Modified  7/25/2013 1:57:37 PM
000081653 Date
Ticket Counts Closed
(¥ open o
Followup 7/26/2013 b 3

[ociosed ] 0Reopened ] Date

o =| = [ ™=
Details @ History \g Custom & Others to Notify Eﬂ Assets

Description

u/\/ Attachments

Can you please send me the SIECM process log for 7/23? Iam trying to figure out why the Program Action and Action Reason sent from IPM yesterday did
not update PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

I verified the information by navigating to Student Admissions > Maintain Applications > Application Maintenance. I expected to see the status APPL APPL,
but it was IC. The data was updated in SADW on 7/22.

7/25 -- Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions.

SJSU Information Support Services

iSupport Incident Management
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Closing an Incident

Once a problem or request has been resolved, closing the incident will remove it from your open incidents list
and prevent it from sending further notifications. A meaningful resolution will help others who may need to
research the issue at a future date.

1. If the incident you wish to
close is assigned to you,
select it from SJSU My
Open Incidents and skip
to step 6.

2. If the incident is not
assigned to you, you can
search for it using the
views below. The default
view is SUISU My
Group’s Incidents by
Assignee, but you can
change this view by
clicking the dropdown. All
Open Incidents will allow
you to search every
unresolved incident.

3. Type any part of the
incident information in the
Search box if you need
to filter the results, such
as the incident number,
name of the assignee,
the customer, or any
word in the description.
You can filter search
results even more by
typing in additional
search terms. If you need
to reset your search, click
Clear.

Click Go.

Select the incident to be
closed.

SJSU My Open Incidents

Actions ¥
[[] Status Priority Date Customer Description
Opened
[[]  Open Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/237 I am trying to figure out why
[T]  Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.
[F]  Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.

|.1 Group's Incidents by Assignee’

A INLIUCIIG Uy woleguly - LApaiiucy

AllIncidents by Company and Customer
AllIncidents by Date Created

AllIncidents by Group, Status and Assignee
AllIncidents for Custom Reporting™
AllIncidents Time Entries by Support Rep Group
All Open Incidents

Closed Incidents @Assignee

Incidents by Group, Status and Assignee Not Closed™
My Assigned Incidents by Status™

| (
My Group's Open Incidents*

My Location's Incidents by Assignee*

My Open Incidents*

Open Incidents by Assignee and Priority™

SJSU All Incidents by Group, Status and Assignee

View CEAFR
SJSU My Open Incidents ~ Search

E  Stat Priority g::\ed Customer Descriptio
] Open Medium  7/24/2013  Winchester, D..  Can you please send me the SJECM process log for /237 1 am trying to figure out why the Program Action and Action Reason sent from IPM yes...
[T Reopened Medium  7/12/2013  Gadham, Roopa SJECM process failing on second step. Can't see error message.
] Open Emergency  7/19/2013  Nguyen,Leon  Thisis a test ticket.
View CEAFR
All Open Incidents - go advanced
Actions v
[F] DateCreated  Number  Customer Company Description Category Expanded Followup Date
[0 7/18/2013445.. DTHS64253 WebTesting... Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[] 7/18/2013425.. D7IH3642A1 WebTesting... Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[] 7/16/2013135.. DIGEA61T.. ~Crawford, Ger.. Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013
[ 7/19/20131113.. DIIC246674 Nguyen,Leon  Unspecified This is a test ticket. Other | Other 7/25/2013
[ 7/24/2013605.. DIPI64291  Winchester, D... Unspecified Can you please send me the SIECM process log for .. Other | Other 7/25/2013
[7] 7/16/201311:25.. DIGC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonct... Other | Other 7/25/2013
[ 7/17/2013852.. DIHI6I2A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec..  Hardware | Network Equipment |... 7/25/2013
[[] 7/16/20134:58.. DIGHE964.. Crawford, Ger.. Unspecified RCAZ Report Prepared by: sd... Hardware | Network Equipment | .. 7/25/2013
] 7/10/201311:36.. DIACAT2.. Crawford, Ger.. Unspecified thisis a test. Other| Other 7/25/2013
[] 7/25/2013949.. DIQASAL.. Sloan,Steve  Unspecified This is a test Other | Unable to Categorize 8/1/2013

SJSU Information Support Services
info-support@sjsu.edu, 408-924-1530
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. MEGENE New View E - cCao .
6. Explain how you solved

the problemoranswered | @ & & [t ol & E 5 i R 2

the request |n the Save Save And Close Print FomvSize Add History Add Asset Categorize Ro'me Cus?mer Temelmes Hiergrchy Ad Hoc Approval  Pin
Resolution field. If you o - —
dO nOt enter a reSO|UtI0n, Customer Q Status Open E Assignee  Ryan Campbell i) Category Unit Spe_-ciﬁc )
you WI” be prompted for ‘ \[/)\E:Ehester Cg Priority greated 7/24/2013 6:05:31 PM gg&gm’;izfﬁ: SR
FOB 303 ate m
one When you attempt to ‘ 1;2?924-1000 Number Author Ryan Campbell g‘rjéeup el
save the closed incident. sy Modfied  7/25/2013 1:57:37 PM
. 000081653 Date
7. CI|Ck the Status Ticket Counts glosed
S ate
grlgzggwn and select Folowp | 7252013 x

8' CIICk save And CIose to Details \5 History @ Custom Q Others to Notify %ﬂ‘Assets W Attachments
close the incident and

aUtomatlca”y nOtIfy the Can you please send me the SJECM process log for 7/23? I am trying to figure out why the Program Action and Action Reason sent from IPM yesterday did
aSS|gnee and CUStomer not update PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

Iverified the information by navigating to Student Admissions > Maintain Applications > Application Maintenance. I expected to see the status APPL APPL,
but it was IC. The data was updated in SADW on 7/22.

Description

7/25 -- Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions.

Resolution
Confirmed that data was being updated in SADW after the SJECM job was completed. Dean needed to wait another day to see his data updates reflected in
PeopleSoft.
SJSU Information Support Services iSupport Incident Management
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Reopening an Incident

Occasionally a ticket will need to be reopened—maybe the proposed solution didn’t actually solve the problem,
or maybe the problem was just a symptom of a larger issue. But for whatever reason, sometimes it is
necessary to open the incident again.

1. Click the Views dropdown

to select a view to search [E350 vy open incdents | | Search
for the incident Closed 2 o ncidents 5

|ncidents by Assignee All Incidents by Assignee, Status, and Priority™

is a useful view. Select Allncidents by Category - Expanded

AllIncidents by Company and Customer . .
iling on second step. Can't see error message.

the View you want to use.

AllIncidents by Date Created
AllIncidents by Group, Status and Assignee
AllIncidents for Custom Reporting*

NO TE You can aISO use the AllIncidents Time Entries by Support Rep Group

default view in the bottom AllOpen ncidents L
WIndOW, SJSU My Group ’S Closed Incidents byAssignSh‘e

I d t b A . b t Incidents by Group, Status®nd Assignee Not Closed*™

nCI en S y SSIgnee’ u My Assigned Incidents by Status*

thlS Wl” nOt reStrlCt the Seal’Ch My Group's Incidents by Assignee*

to closed incidents. My Group's Open Incidents”

My Location's Incidents by Assignee*

My Group’s Incidents by Assignee CXA

Group's Incidents by Assignee

| SET

Export —
[ Aldridge, Kim (2)
1 Braverman, Phil (1)
[ Campbell, Ryan (23)
1 Chang, Steve Kwang-Soo
1 Coronado, Leticia (815)

o ni DR Bl amans | N A N g o

Vi CEAFX
2. Type any part of the - -
|nC|d ent InfO I’matlon |n the Closed Incidents by Assignee < Search Within Results
Search box if you need e =
] ™) Campbell, Ryan (1] [F]  Date Closed Closed By Resolution Date Created Priority Number  Customer
tO fl Ite r th eresu Its’ su Ch (3 Miller, Ken (1) [[]  7/25/20132:21..  Campbell, Ryan = Confirmed that data was being updated in SADW af...  7/24/20136:05..  Medium D7PII64291  Winchester

as the incident number,
name of the assignee,
the customer, or any
word in the description. - ;
You can filter search m SHAFX

reSU |tS even more by SISU My Group's Incidents by Assignee 2 Search
typing in additional 7

Confirmed that data was being updated in SADW after
the SJECM job was completed. Dean needed to wait
another day to see his data updates reflected in
PeopleSoft.

Export
search terms. If you need 3 Auridge, Kim @)
to reset your search, click 2 Braverman. Phl ()
[23 Campbell, Ryan (23) =
Clear. 2 Chang,Steve Kwang:Soo

(1 Coronado, Leticia (815)

3- C“Ck GO (23 Day, Nancy (8) P
*WM“WW

Select the incident to be
reopened. You may need
to navigate the folders on
the left side first.

SJSU Information Support Services iSupport Incident Management
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Incident New View

H E & [ & &

Print FontSize Add History Reopen

5. Click the Reopen icon. cao

File Display Actions
Customer Status Closed Assignee Ryan Campbell &) Category Unit Specific
Dean Winchester [g Information Support Senices
? FOB 303 Priority Medium Created Date 7/24/2013 6:05:31 PM PSCS-Admissions
Jied Rul Admin A
) | 408-924-1000 Number  D7PJ164291 Author Ryan Campbell G‘::Jp THLAPRS
Dean Winchester@sjsu.edu gcdlﬁed 7/25/2013 2:21:18 PM
000081653 ate
Tl Eois Closed Date 7/25/2013 2:21:18 PM
Folowp | 77262013
Date
\ = -
‘ Details History @ Custom & Others to Notify Igﬂ Assets (_ﬁ Attachments

Description

Can you please send me the SIECM process log for 7/23? | am trying to figure out why the Program Action and Action Reason sent from IPM yesterday did not update
PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

| verified the information by to Student > Maintain > N
data was updated in SADW on 7/22.

| expected to see the status APPL APPL. but it was IC. The

7/25 -- Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions

Resolution

Confirmed that data was being updated in SADW after the SIECM job was completed. Dean needed to wait another day to see his data updates reflected in PeopleSoft

The window will reload T e —— - YT
with the Status changed to H &E & 7 oo =6 & *

Save SaveAndClose Print  FontSize Add History Add Asset Categorize Route Customer Templates Hierarchy Ad Hoc Approval  Pin

File Display Actions
6. EXplain Why yOu’re Customerg w = Status Reopened |z| Assignee  Ryan Campbell i) Category U?I( Speclﬁ:S s
. . . . ean Winchester Information Support Senvices
reopening the incident in § 5w Prorty | Medum [5]| Created Date 712412013 6:05:31 PM PSCS Admissions
the Description field. If W | 4oss2e-1000 Number  D7PJ164291 U CORRvag[Canpbel Z‘rﬁp pamn fees
necessa u date the Dean.Winchester@sjsu.edu godlﬁed 25208 SIS EM
ate
Assignerg’ Pfiori . and e
’ ’ [o0pen ] Followup 7/26/2013 x
Category. Date
7' CIICk save And Close to Dela\ls E_gstmry @Cusmm &Olhers to Notify %ﬂ“Asse(s (/Aﬂa:hments
Close the |nC|dent and @AY ED-C-B7/ UG- BB o~ Emﬁ. iZ Tahoma,aria..v 2+ Normal - A~

automatica”y notify the Can you please send me the SJECM process log for 7/23? I am trying to figure out why the Program Action and Action Reason sent from IPM yesterday did not update

PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?
assignee and customer.

I verified the information by to Student > Maintain A >
data was updated in SADW on 7/22.

. Texpected to see the status APPL APPL, but it was IC. The

7/25 -- Dean confirmed that data is successfully updating in SADW but not in PS. Updated Category to Admissions. I

7/25 -- Reopened. There were multiple updates to the SADW tables that made it appear as though the updates were happening later than they were.\

Resolution

Confirmed that data was being updated in SADW after the SJECM job was completed. Dean needed to wait another day to see his data updates reflected in PeopleSoft.

SJSU Information Support Services iSupport Incident Management
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iSupport Dashboard Tips and Tricks

By default, iSupport starts out with the default Home dashboard, which is standardized for all users across the
campus. However, iSupport is flexible and highly customizable. This section will describe the customization
options available to you so that you can best suit the software to your own needs.

Quick Access

Quick Access is the toolbar at the bottom of your iSupport dashboard. By default, it has only one icon: the
green More arrow. But you can add other icons to your dashboard, making it easier to get to the features you
use often.

In this example, we will add [ Home _+ |
a Create Incident icon to

My Open Incidents XA
the Quick Access bar.
5JSU My Open Incidents v Search go  advanced
1. Click the More (green
. Actions v
arrow) icon. -
- ate -
. [[] Status Priority Opened Customer Description
2 - CIICk Preferences at the [T]  Reopened Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/237 1 am trying to figure out why t...
tOp I'Ig ht Of the menu. [C] Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.
[F]  Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.
Ryan ( In ) 0 Preferences
Create Views/Charts Miscellaneous
Incident Chart Designer Alert Manager
Problem View Designer Help
Change Content Manager
Purchase Reports
Customer
Company

Knowledge Entry

Asset

m Dynamic Asset Scan XA

Asset Scan Comparison

SJSU My Group  License Profile Search go  advanced
Headline
Export FAQ

[ Aldridge,  Service Contract
Configuration Item

1)

[_J Braverm

The Preferences page Details ~ Desktop Quick Access  Classic View  Favorite Views  Signature Block 2
displays. Display Time Zone: | (UTC-08:00) Pacific Time (US & Canac[x]

NOTE: Although you see a To reset your password, enter valuss below

password reset field here, Current Password

your password is managed New Password

by SUSUAD. Attempting to
change your password on
this page will not work.

3- C“Ck Des ktop QUICk *The Display Time Zone is for display purposes only. Business hour escalation and statistics are based on the assignee's support center time
zone setting
Access.

Confirm Password

Text Editor Toolbar:  Popup B

[7] Tab key inserts tabbed spaces in text editor fields

Save Cancel

SJSU Information Support Services iSupport Incident Management
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The DeSktop QUiCk Access Details Desktop Quick Access Classic View Favorite Views Signature Block
tab displays.

dont)
4. Select the Incident icon

-

'(L“

and drag it from the - e
Inactive Quick Access B e
Items column to the
. 8 Customer | .. Incident
Active one. {n
5 CIle Save B Dynamic Asset Scan
© FAQ
@ Headline

© Knowledge Entry

m

« License Profile
N Preferences
@ Problem

&l Purchase

§§| Reports

& Senice Contract =

Save Cancel

The Create New Incident [ ome NN
icon is now easily

My Open Incidents CEA
accessible from your quick
access bar. y q SJSU My Open Incidents - Search

. Actions v
You can repeat this for any e
. . Status Priori Customer Description
other iSupport function you B | Y Openea O P
use regu Iarly’ Such as [C]  Reopened Medium 7/24/2013 Winchester, D...  Can you please send me the SJECM process log for 7/237 I am trying to figure out why t...
C tomer Head I|ne Or [T]  Reopened Medium 7/12/2013 Gadham, Roopa  SJECM process failing on second step. Can't see error message.
US ’ ’ [C] Open Emergency  7/19/2013 Nguyen, Leon This is a test ticket.
Knowledge Entry.
&

My Group's Incidents by Assignee

SJSU My Group's Incidents by Assignee v / Search

-
Export =
(L3 Aldridge, Kim (2)
(L3 Braverman, Phil (1) )
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Creating a Personalized Dashboard

The Home dashboard that you use by default may contain the most useful features, but perhaps the windows
don’t fit your screen, or perhaps there are other views that you use more regularly. You can create your own
dashboard so that the software is best configured to your own preferred workstyle. In addition, you can add a

Pin Board to track your most important issues.

1. Click the Create
Dashboard (plus) icon.

My Open Incidents
2. Click Add Personal... SISU My Open Incidents
Actions v
[0 Status Priority g:t:;\ed
[] Reopened Medium 7/24/2013
[[] Reopened Medium 7/12/2013
[] Open Emergency  7/19/2013

The Create Dashboard
dialog box displays.

3. Type a name for your

Customer

Winchester, D...
Gadham, Roopa

Nguyen, Leon

m Add Personal...
L3

(SN

Description

Can you please send me the SJECM process log for 7/237 1 am trying to figure out why t...
SJECM process failing on second step. Can't see error message.

This is a test ticket.

Create.

nee

Name: My Dashboard]|

% Cancel

v Search

SJSU Information Support Services
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Your new Dashboard
displays.

This is a blank slate, ready
for you to add components.
You'll notice a new tab in the
lower left, labeled
+Components.

4.

Click the +Components
tab to see a list of
component types you can
add to the page.

The Components Menu
displays, including the
following icons:

Views: Searches that can
help you find the data you
need. Your Home
dashboard contains two
views: SJSU My Open
Incidents and SJSU My
Group’s Incidents By
Assignee

Charts: Visual displays of
your data—for example,

a bar chart of all your
incidents by priority

Global Search: Allows
you to search all
incidents, but will slow
down your Dashboard
refresh rate

News Feed: An updating
list of headlines posted
by iSupport users

Pin Board: A dynamic
box to which you can
attach incidents you want
to track

0 7y

9 (—Charts
17 €= Global Search

i — News Feed
5 4G — Pin Board

SJSU Information Support Services iSupport Incident Management
info-support@sjsu.edu, 408-924-1530 Page 23



5. Click the Views icon and
drag the view onto your -
dashboard, wherever you
like.
‘5‘
7}
The View is now part of the | pm
dashboard. However, it : -
doesn'’t fit the dashboard §
well yet.
6. Drag the edges of the
window until you are
satisfied with its
dimensions. ;
#

iSupport Incident Management

SJSU Information Support Services
Page 24
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Now the View is placed and e SHFx
sized the way | prefer. But | ||
it still contains no data. £ Favorite Views

» [ Shared Views

7. Click the Select a View £ My Views
dropdown

8. Click Shared Views.

The Shared Views menu = cxsx
expands. { | |

» 3 Changes z

9. Select Incidents £ Companies

» [3 Configuration Items

10. Select All Open » 3 Customes

» 3 Knowledge Entries

Incidents » 3 FAGs
. o

All Incidents by Assignee, Status, and Priority™

m

AllIncidents by Category - Expanded
Al Incidents by Company and Customer
AllIncidents by Date Created

AllIncidents by Group, Status and Assignee
AllIncidents for Custom Reporting”
AllIncidents Time Entries by Support Rep Group
All Open Incidents

The Dashboard updates - sxarxJon ]

with your new View. : s

Now let’s add a chart to the DateCrested  Nomber | Customer  Company Descipion CoegoryExpanded ol
S, OV WebTeng.. Urpecid EMALSUBECT:PetophcSnice Reques T Urpeciid s
dashboard.
e, oTGEE. o s

11. Click the Charts icon and B s o

drag the chart into place B | s | oo | i o |t

on your dashboard. g P S PP T e onaione

TNBI3425...  DTIHIBL2AL W . Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 772572013

7502013
772502013

772502013

77252013

772502013
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12. Drag the edges of the

ﬁe | Network Equipment | ...  7/25/2013
qﬂ Network Equipment | ...  7/25/2013

her 7/25/2013

ther 7/26/2013

Chart window until it is SEASX !
sized to your preference. { . |
< | "
1 1

] 1

] 1

{y Expanded :;;Ilzqu : :
3 ' '
4fied 7/25/2013 ! SAR !
$o '

ied s | | | ‘L«JJS '
fied 7/25/2013 E E
her 7/25/2013 ! '
ther 7/25/2013 ! '

] 1

] 1

] 1

1 1

X .

1 1

1 1

' )

13. Click the Configure m Chart CwR SR
(gear) icon to choose the
chart you want.

Followup
Date

7/25/2013
7/25/2013
7/25/2013 Rk

7/25/2013

7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/26/2013

A T Y e U P P = PP VPN P oy ST N S N s P PN
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The Configure dialog box
displays.

14. Click the Chart dropdown
list.

15. Click Shared Charts.

The Shared Charts menu
expands.

16. Select Incidents.

17. Select All Incidents by
Month (Line Chart).

18. Click Save.

scription

EMAIL SUBJE
EMAIL SUBJE
EMAIL SUBJE
nisis a test ti
end from tesi

eport Prepar

is is a test.

his is anothe

ny
pecified
pecified
ecified
pecified
pecified
pecified
ecified
pecified

pecified

Window Title:
Chart Type:
Chart:

Show Header:

Description

EMAIL SUBJE
EMAIL SUBJE
EMAIL SUBJE
This is a test ti
send from tesi

Report Prepan

this is a test.

This is anothe

Chart

Configured Chart

I

» [ Shared CSns

3 My Charts

Window Title:
Chart Type:
Chart:

Show Header:

Configured Chart El

l AllIncidents by Menth (Line Chart) .

4 [ Shared Charts
» 3 Changes
4 [ Incidents

AllIncidents by Pricrity (Bar Cha R
Incidents by Group (Bar Chart)
My Assigned Incidents by Pricrity (Bar Chi

My Group's Incidents by Priority (Bar Char
My Location's Incidents by Priority (Bar Ct

» [3 Problems
» [ Purchases
3 My Charts
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The Dashboard updates
with the new Chart.

Next let's add the Global
Search to the dashboard.

¢
4
Y
gnded

At AP AL A AR AR A

A AN AN APy P AP

19. Click the Global Search
icon in the Components
Menu and drag it to your
dashboard.

OooOoo

twork Equipment | ...

twork Equipment | ...

7/16/201311:25 ...
7/17/2013 8:52 ...
7/16/2013 4:58 ...
7/10/201311:36 ...
7/25/2013 2:48 ...

Followup
Date

7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/25/2013
7/26/2013

D7GC3618...
D7HI632A...
D7GH6964...
D7ACAT726...
D7QF592145

Incidents

(T o203 IEIS T DYICHBETE " MGuyen, Léon .t

Crawford, Ger..

Crawford, Ger...

Crawford, Ger...

Crawford, Ger...

Sloan, Steve

2500 A

n
o
o
o

-
wm
o
o

1000

500 -

Chart

CEAFX

Unspecified
Unspecified
Unspecified
Unspecified

Unspecified

Report Prepared by: safsd Date: iSupport # This sec...

RCAZ Report Prepared by: sd.

this is a test.

This is another test!

Other| Other

wwpcified ”WMNWMmTﬁj

send from test new rules EMAIL SUBJECT: stenonot...

7/25/2013

Hardware | Network Equipment | .. 7/25/2013

Hardware | Network Equipment | .. 7/25/2013

Other | Other

Other | Other

Global Search

7/25/2013
7/26/2013
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e e P e e e e R W

20. Drag the edges ofthe | 1
window until it is sized to Global Search !
your preference. ;

NOTE: In the displayed , 52,

example, | have closed the : =

Components menu for better | |: !
visibility.

! A 5,
21. Click the Configure ry—

(gear) icon to select your
Global Search. o A
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The Configure menu
displays.

22. Select Incident.
23. Click Save.

ption

AIL SUB
AIL SUB,
AIL SUB
< a test
from te

t Prepe

s a test.

s anoth

'Y

Window Title:

Show Header:

Entity Types:

Home My Dashboard +
TV [

:Global Search

\q '_;’Yes i

Archived Incident
Asset

Change

Company
Configuration Item
Customer
Discussion Posts
FAQ

Headline
Incident
Knowledge En'

Problem
Product
Purchase

|Service Contract

Save Cancel
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Your dashboard updates
with the new Global
Search.

NOTE: Global Search slows
down the refresh rate of your
dashboard, meaning it may
take several seconds for your
data to appear.

24 If you have closed your
Components Menu,
reopen it.

25. Click the Pin Board icon
and drag to your desktop.

View CEAFR
Al Open Incidents v Search
Actions ¥
[F] DateCreated Number Customer Company Description Category Expanded E‘:z’:w“p i
7/18/20134:45...  D7IH564253 Web Testing...  Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013 !
[C]  7/18/20134:25..  D7IH3642A1 Web Testing...  Unspecified EMAIL SUBJECT: Photographic Service Request Tes...  Unspecified 7/25/2013
[C] 7/16/20131:35..  D7GE4617.. Crawford, Ger.. Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013
[F]  7/19/201311:13.. D7JC246674 Nguyen, Leon Unspecified This is 2 test ticket. Other | Other 7/25/2013
[C]  7716/201311:25.. D7GC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonot...  Other | Other 7/25/2013 1
[[]  7/17/20138:52.. D7HI632A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec...  Hardware | Network Equipment | ... 7/25/2013
[C]  7/16/20134:58...  D7GH6964.. Crawford, Ger.. Unspecified RCA# Report Prepared by: sd... Hardware | Network Equipment | ... 7/25/2013
[[]  7/10/201311:36.. D7AC4726.. Crawford, Ger.. Unspecified this is a test. Other | Other 7/25/2013 i
[[] 7/25/20132:48 ..  D7QF592145 Sloan, Steve Unspecifie:;E This is another test! Other | Other 7/26/2013
Global Search CX /SR 1
Incidents (34960) 4
Options... 1
Sortby (Number | Category | Assignee | Customer | Created | Status | Desaription | Resolution) -
B14A59367A Created: 1/4/2011 9:48:25 AM Assignee: Chuck Wu Customer: Anh Truong
Category: Damaged/Broken Status: Closed 1
Description: test, using pop up for customer selection, search by Department, Firefox did not bring and categorization plus sign expand did not work in Firefox as well
Resolution: 8 £
‘ B14H246936 Created: 1/4/2011 4:13:58 PM Assignee: Chuck Wu Customer: Andrew Duong o
+ Components
I T T iz~ s T g o G S WNJ—?,-W*~~\/—~~W~W
[} 7/6/2013135.. DIGE46L7.. Crawford, Ger.. Unspecified EMAIL SUBJECT: Photographic Service Request EM...  Unspecified 7/25/2013 g 2
[[] 7/19/201311:13.. D7JC246674 Nguyen, Leon Unspecified ‘This is a test ticket. Other | Other 7/25/2013 .‘-é 1500
[[]  7/16/201311:25.. D7GC3618.. Crawford, Ger.. Unspecified send from test new rules EMAIL SUBJECT: stenonot...  Other | Other 7/25/2013 =
[ 747/2013852.. DIHI632A.. Crawford, Ger.. Unspecified Report Prepared by: safsd Date: iSupport # This sec...  Hardware | Network Equipment | .. 7/25/2013 o000
[] 7/16/20134:58...  D7GHE964.. Crawford, Ger.. Unspecified RCA= Report Prepared by: sd... Hardware | Network Equipment | ...  7/25/2013 00
[[] 7/10/201311:36.. DJACA726.. Crawford, Ger.. Unspecified this is a test. Other | Other 7/25/2013
[] 7/25/2013248.. DIQF502145 Slozn, Steve Unspecified This is another test! Other | Other 7/26/2013 0+

e T e e e Do

R R R R s '\'j

ClobalSearch e

1960)

| Category | Assignee | Customer | Created | Status | Desaription | Resoluton)

}7A Created: 1/4/2011 9:48:25 AM Assignee: Chuck Wu Customer: Anh Truong
aged/Broken Status: Closed
‘est, using pop up for customer selection, search by Department, Frefox did not bring and categorization plus sign expand did not work in Frefox as wel

136 Created: 1/4/2011 4:13:58 PM Assi

+ Andrew Duong -

X‘? l 3
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ﬁmaou
26. Drag the edges of the

window until it is sized to

3 7/25/2013
your preference. é HEans

The Dashboard now shows
your Pin Board.

By default, the Pin Board
contains no data. Incidents
can be manually attached to
your Pin Board.

All Incidents by Assignee, Status, and Priority™ v

Export Actions ¥

4 [ Campbell, Ryan (1)

4 [ Reopened (1)
i)

» [ Dahuja, Vikas (1)

» [ Karnamadakalaravi, Suchindr

» [ Leong, Frank (2)

» [ Ly, Tony 3)

» [ Miller, Ken (1)

»

»

»

»

»

[F] Date Opened Customer Source

[ 772472013

Company

Winchester, D... ~ Direct Entry

27. Select an incident you
want to track.

[ Mogarkar, Susmit (2)
(23 Poche, Elizabeth (4)
[ Shelat, Shivam (2)
[ Sloan, Steve (1)

(23 Tran, Thuha (1)

L P —T—

Loan PSR P,

Search Within Results

go advanced dlear

3500
Description 2000
Can you please send me the SJECM process log for 7/237 1 am try...

2500

Can you please send me the SIECM process log for 7/237
Iam trying to figure out why the Program Action and
Action Reason sent from IPM yesterday did not update
PeopleSoft. Is it possible to add me to a list to receive
these logs via e-mail automatically?

Iverified the information by navigating to Student
Admissions > Maintain Applications > Application

Maintenance. I expected to see the status APPL APPL,
but it was IC. The data was updated in SADW on 7/22.

7/25 -- Dean confirmed that data...

Global Search CR/FX

SJSU Information Support Services
info-support@sjsu.edu, 408-924-1530

iSupport Incident Management
Page 32



. . . - e ~
The Incident window ol a @
. = g &= e === fa 9 B
displays. H T &6 & E R = &
. . Save Save And Close Print FontSize  Add History Add Asset Categorize Route Customer Templates Hierarchy Ad Hoc Approval  Pin
28. Click Pin to attach the v M v v &
. . . File Display Actions
incident to your Pin
Board . Customer @ Status Reopened E Assignee Ryan Campbell i) CategoryUnit Specific
Dean Information Support Semvices
‘ Winchester [g Priority Medium B Created  7/24/2013 6:05:31 PM PSCS-Admissions
FOB 303 Date Rule  Admin Apps
‘ 1184 Number  D7PJ164291 Author Ryan Campbell Group
408-924-1000
Dean.Winchester@sjsu.edu Modified  7/25/2013 3:31:25 PM
000081653 Date
Ticket Counts Closed 7/25/2013 2:21:18 PM
22z
Followup | 7/26/2013 x
Date
1 Reopened
el
‘ Details ‘3 History . Custom & Others to Notify Eﬂ Assets Cy Attachments
VH—— % BO-C-B 7 U . %%Q N~ ﬁr‘u.%%% 35 = Tahoma,aria..v 2~ Nd
Can you please send me the M process log for 7/23? I am trying to figure out why the Program Action and Action Reason sent from IPM
yesterday did not update PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?
o N - . o PR, . aa
The Add To Pin Board Number  D7PJ164291 Author  Ryan Campbell
dialog box displays.

29. Select your Pin Board.
30. Click Pin.

31. Close the Incident
window.

Add To Pin Board 1

Select pin boards to pin this incident to:
My Dashboard - Pin Board 1

1

Comment:

[ ttac
:M_pl Close -E AcC
Soft. 1 tically

gating to Student Admissions > Maintain Applications > Application Maintenance
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The pinned incident
appears in your Pin Board.

You can click the X at any
time to remove an incident
from your Pin Board.

Type: Incident

‘ Number: D7PJ]164291
Priority: Medium
Status: Reopened
Customer: Dean Winchester

=
-
‘ §
a
]
%
“»
x

>

Latest: 20 hours ago by Ryan Campbell
- Incident reopened.

im

1

Inh/‘pm»—nTmm

Adding a Quick Access icon to a Page

Within individual pages in iSupport, you can add Quick Access icons to features that you use frequently. In the
example below, we will add a Create New Customer icon to the Incident page.

1. Open any incident in
iSupport.

All Incidents by Assignee, Status, and Priority™

Export Actions ¥

4 [z Campbell, Ryan (1) Date Opened

7/24/2013

Company Customer Source Descrig

4 (7 Reopened (1)
o= [
» [1 Dahuja, Vikas (1)
» |1 Karnamadakalaravi, Suchindr

Winchester, D...  Direct Entry

» [ Leong, Frank (2)

» [ Ly, Tony (3)

» [ Miller, Ken (1)

» [ Mogarkar, Susmit (2)
» [ Poche, Elizabeth (4)
» [ Shelat, Shivam (2)

» [1 Sloan, Steve (1)

» [ Tran, Thuha (1)

m | »
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The Incident window
displays.

2. Click the Open Quick
Access Dialog icon.

Incident

New View |EY
k

H &

Save Save And Close Print Font Size

Open Quick Access Dialog

o> = bd

istory Add Asset Categorize Route Customer Templates §

File Display
Customer @ Status Reopene B Assignee  Ryan Campbell
Dean
Winchester [g Priority Medium Created 7/24/2013 6:05;
¥ | FoB303
‘ 1184 Number D7PJ164291

408-924-1000
Dean.Winchester@sjsu.edu

000081653 Date

Ticket Counts Closed 7/25/2013 2:21
-

[ 0Closed ] 1Reopened Egltlgwup 7/26/2013

i=]| (= (Ll ™ >
Details g History \g Custom & Others to Notify Eﬂ Assets éé\/

Description

Can you please send me the SJIECM process log for 7/23? I am trying to figure out why the Program Action a
not update PeopleSoft. Is it possible to add me to a list to receive these logs via e-mail automatically?

oo
'] - - uic| ccess Lonfiguration
Configuration dialog box .

displays. -

3. Select Customer from
the Incident tab.

Quick Access

ar Incident New View
0C
; File
|
C Route
y Customer
N
= Templates
3 Hierarchy L
an d
t Actions
e bu
2!
5¢
n in
0
Close
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The Customer options
expand.

4. Click and drag the Add
Customer icon up into
the Quick Access Bar.

5. Click Close.

The new Add Customer
quick access icon appears
near the tabs at the top of
the window.

Now you have a shortcut to
creating a new customer.

There are many other ways
to customize and reshape
your iSupport software so
that it suits your work style
and needs. We encourage
you to experiment with them.

Quick Access Configuration

M

il

Quick Access
Incident New View
File
Route

Customer

Ed ES

Select Customer Add Customer Remove Customer

Templates bt
Hierarchy

Actions

Close

Incident New

H &

Save Save And Close Print

ol o = b1 T =

FoMSize  Add History Add Asset Categorize Route Customer Templates Hierarchy

File Dis' Actions

Customer @ tatus Reopened E Assignee  Ryan Campbell ‘i)
Dean

Winchester [g jority Medium E] Created 7/24/2013 6:05:31 PM
» FOB 303 Date
Y 1184 Nignber D7PJ164291 Author Ryan Campbell

408-924-1000

Dean.Winchester@sjsu.edu Modified ~ 7/25/2013 3:31:25 PM

000081653 Date

Ticket Counts Closed 7/25/2013 2:21:18 PM
Date —
= =D Polowp | TI262013

Vot =l = Q | )
Details B History \g Custom Others to Notify %o Assets {,é//\ Attachme

Description

Can you please send

me the SJE

CM process log for 7/23? I am trying to figure out why the Program Action and Actior]
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