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Account Manager Approvers
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Overview

There are a few AHS accounts that require approval before the account requests are sent to an analyst to create the
account. As part of the workflow behind the scenes, the request will be forwarded to the appropriate account
approvers. Approval/rejection by an account manager who is an approver must occur before the request can proceed
to an analyst to create/terminate the accounts. This guide is to help account managers understand the LANDesk
consoles available and the actions within the consoles that should take place in a request.

AHS Accounts needing prior approval:
ACCESS

LANDesk Account

Medicaid Analytics

Medicaid Pharmacy Claims

MMIS

OnBase

VHC
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Internet Explorer Compatibility View
If you are using Internet Explorer, you may need to edit your Compatibility View Settings to have the ability to switch
between the 2 consoles available to approvers. If you do not see the Switch to Self Service option that is highlighted in

You are logged on as Leclerc, Angela Time zone: (UTC-05:00) Eastern Time {US & Canada) ¥ Current group: Service Desk'w

Search Q ™ logoff ) Switch to Self Service. @ Help

this screen shot:

Go to IE Tools - Compatibility View Settings = Uncheck Display intranet sites in Compatibility View
Display all wabstes in Compatibliity View

Asplay intranet sites In Compatibility View

—— H Downioad updeted compatiity fists from Migosct
oort vermont.gov/ServiceDesk Web/ p -8 d Learn more by reading the [ofevnel Sxpdorer privicy stalement

| —
https.//it

Oose

2 LANDesk Consoles

When an Account Manager logs into LANDesk they have the ability to switch back and forth between two consoles that
are available. Each console has specific abilities; one to handle submitted tickets and one to submit your own tickets.
Depending on what ticket actions you need to take will determine which console you will need to open. The “Web Desk”
console is the default log in console that shows up for Account Managers and analysts to handle the requests that come
in from users. The “Self Service” console is what typical users see and is available to switch over to if a request needs to
be submitted for IT support or user account requests. The following descriptions will help you navigate between and

inside the two different consoles, ™ weefi B shsesclisenie QR = ! B S e

Web-Desk Console View (Main Dashboard)

Open/Unassigned tickets for your Group

Click on the Home button to view your Main Dashboard for approving account requests. The top query is UAR requests
open for your group that are unassigned. You can click on the ticket number to open the ticket and then assign it to

yourself.
**NOTE: Remember, if you belong to more than one group, you have to check which group you are viewing. Click on
the current group dropdown to change your group and a list should appear. -
L ’A‘[-\j L)[: S K e 2 beggryedd o o Cmad. Abew oo v, (AP 19000 Saamarn i (LS & Canalel @ sevetit groues 544 ( 2%

N B @y e tange Sorvun Dok paswind Q  *® Lag o g M"_‘..r .'.': .?— '-v -
EMI.‘ H .:ﬂ:l' .-\J:l:j:yﬁl APArcunis
;'m.\l Incxdents p

m':» 3 ALLE B Acrauat Aaprwes

1 s .
| B At Requests WHA Aronunt | iasan

| B uag Requestee List
| ) Tickets by Lifecyde
1 ) Tacksas for My Geoup

T S

nead access 10 DOC and VCAS

zm,. kets Resohved ) £5D Access 12047 Thomas, 74 new hire -

| Bl User Lookup

1 o ESD Access 12055 Hopkins Incidents Logged Today 1
rriny Requests Logged Today 1

e ESD Access 12077 Hopking, 1271672014
Suzanne 11:28:17

. ~~(0n the “Main Dashboard”, everything in “Open
"R for My Group” is unassigned. Only tickets for
Linda Gochin- ACCESS your current group will show.

e £SD Access 12091 (efioeut,

L ] 5D Access 17092 Hapkins,
Suzanng

El S0 Access 12106 Hartman Patty 12/ Dinvid Norkewicz Access 1o 150
1242:5) -
o 50 Access 12370 Hopkias, 127362014 ohn Grandi. Close ACCESS “
Suzanne 193711 v a l
En FSN Acra it Auia 1 IAROMA e tmards 105 Ervtbracine nache nerwee 4 levts o : _- —: _- % 3 : 324 3 3 v
My Workload are all tickets assigned to you. See next screen o

shot for continued view of “Main Dashboard”.
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The bottom section entitled "My Workload” is everything that is assigned to you. Both of these queries will exclude
resolved, closed, and survey completion tickets. Those are available to be viewed on the Queries (see Queries below).

e ESD Access 17170 Hopkins,
Suranne

sahn Grandi . Case ACCESS

PR D ir Aida

D T B T e LR [T S S TN P |

¢ Raised

By Date Update

Other 10771 Jarvis, 124204 12/18/2014  Changes to Existing: )-L Beymokls  Out with
Victoria 1244:05 1603:19 prawsoned for OBIEE Customes

LANDusk 12003 jahnsory,  1216/2004  1216/2004  Needs reguesioe ngnts for Landesk  Out with
Sarah 000802 125356 Customer

L Incident 1388 Keeler 11724 an not log on to Tinyg term In Progress
Fuar by 154324

LANDesk 12261 fohnsomy 1271772014 Allison needs 1o be abie to enter Out with

Sacah 130331 Landesk tickets as part of her daly  Customer

duties with hefping Supervsors

< >

Please note the pages — you may have to scroll through pages, or click on columns to sort differently.

Assigning Tickets

Only one analyst group or one analyst can be assigned at one time to a ticket. Below is information on how to assign
yourself, re-assign if needed, and other actions that can be taken within the ticket.

Assign to Me for Open Tickets

Request - 12047
After you have clicked on the request open for your group, the ticket
will open. Click “Assign to Me" action and the request will disappear
from the “"Open for My Group” area. It will now be viewed from the

"My Workload” section of your Dashboard.

Saye and close Save
Acticers

Assign To Me
Mistory

Note: After the ticket is assigned, the requestor will receive an email that the request has been assigned. The email

will contain the User Account Request (UAR) number, the user name, and effective date. It will also state who it has
been assigned to.

Once you click “Assign to Me”, the below Actions will appear. The ticket move to a status of “In Progress” for you to
continue to work it or you can Save and close out of the ticket to work on it later as it now shows in your workload of the
dashboard where you can click on it to open up and work the ticket. In your dashboard the ticket will be in the status of
“Awaiting Manager Authorization” until you, as the account manager, choose one of the Actions listed.
" Request - 12047
Save and close save Car The following action options appear: Reassign, Add
Actions sweLovee meonman | Note, Authorize, More Information Needed, and

Reassign

Add Note Reject.

Authorize

Mace Information Needed =N

Reject 2}
Hist -~ * First

* Choose

Escalation Lifecycle Id Raised Creation ~ Last Summary Status
By Date Update
Other 10771 larvis, 12/4/2014 12/18/2014 Changes to Existing: J-L Out with
Victoria 12:44:05 16:03:19 Reynolds provisioned for OBIEE Customer
LANDesk 12003 Johnson, 12/16/2014 12/16/2014 Needs requestor rights for Out with
Sarah 09:06:02 12:53:56 Landesk Customer
a ESD Access 12047 Thomas, 12/16/2014 2/24/2015 new hire Awaiting
Tara 10:25:39 11:43:55 Manager

Authorization
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Reassign

If the request needs to be re-assigned to another account manager within your workgroup, for whatever reason, click
Actions &

on “Reassign”; | = FeasinT and assign appropriate name from the dropdown list. When you click Save and
close, an email will be sent to that account manager informing them of the request.

DO NOT reassign to a different analyst group through this manual process. LANDesk has aytomatic workflow and
permissions that take place when you complete your part of the work which will assign the niext appropriate Analyst
group to the ticket, as necessary.

New Assignment

Sawve and close

Save Cancel Q

woup: £SO ACCESS Account Approver Analyst

[Clear soloction)

NOlly Assi)res

Notity O or
votity Origmatar: 0o

* Reason for Assqgrment Hemenway, Lena

Add Note

To interact within the request, use the "Add Note” action. This is used more for general informational purposes; it
isn't necessary for the requestor to respond. This note will be added to the existing request and the requestor will
receive an email informing them that their request has been updated. The note will be added under a “Notes” tab,
which will appear at the bottom of the ticket. The dashboard status will not change.

Reoquest - 12047 y

v |Under “Actions”, click “Add Note”]

o

Move blformation Neoded

.;»'; s When finished with the “"New Note"” details, click “Save and close”
e e to return to the request form.
REP—THY

St el dose Siv

RET

RO __Click “Save and close” to return to the dashboard. ]
p— T IEIE L

#osons A BPLOVEE $PORMANCN - Fems i1 By

0 LA ol R

More Information Needed
Once the request has been submitted, the account manager may request more information. By selecting this action,
the requestor will receive an email containing the ticket number and what information the account manager is
requesting. This STOPS THE SLA CLOCK *see page 6, and changes the status to OUT WITH CUSTOMER. It
also adds a note under the Notes tab. The requestor’s reply will also appear under the Notes tab.

Request - 12047 ']

Rerm andsime [Under “Actions”, click “More Information Needed” ]

When finished with the “"More Information Needed” details, click “Save
and close” to return to the request form.

5
Dt
N 150 % eI, X B > J— F o o
Nequest - 12087 ——{Click “Save and close” to return to the dashboard. ]
p— T s | P |Q
oo . WPLIEE PCAMATCN - Fems 1 B
- S oot
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[The request status will change to “Out with }
Customer”. ~

Escalation  Lifecycls 1d Raised Creation
By Date

Othet 10771 Jarves, 12/4/2014 12/18/2014 es to Bosting: J-L Reynolds Out with

Victora 12:44:05 16:03:19 Proviso or OHIEE

Summary Status

Customer

LANDesk 12003 Johnson, 12/16/2014 12/16/2014 Needs requestor it for Landesk  Out with

sarah X602 12:53:56 Customet
o ESD Access 12047 Thomas, 12/16/2014  2/26/2015 new hire Out with
Tch 12539 085216

Customer

Once the customer/requestor replies to the account managers need for more information, it will be added to the
“Notes” tab located at the bottom of the ticket. The ticket status automatically changes back to “In Progress”, an
email is sent to the Account Manager and the SLA Clock starts again. THE ACCOUNT MANAGER HAS THE
OPTION TO SELECT BACK FROM CUSTOMER AT ANY TIME, if they do not want to wait for a response from the
requestor, or have been waiting too long with no response.

Request - 12047

Save and close Save cocel The account manager may click on “Back from

Acors A EweovEE M Customer” to proceed with the ticket before the

M e ~ | customer/requestor responds to authorize or reject the
PR " - Chyads. request.

Authorize

Once the account manager authorizes the request, the New Request Authorization form will open. The account
manager will need to enter the details then choose “Save and close”.

Reguest - 12047 j

= [Under “Actions”, click “Authorize” |

bare —
R Sk 4
fxtharies =S ¢

Nivw I=bzarratkre Mosche
\
oo :

NSl _(When finished with the “New Request Authorization” details, click
-2 |"Saveand close” to return to the request form.

-
Dy

[ TN g = ‘A » o B — AT i i o Y ”\
s ——{Click “Save and close” to return to the dashboard. ]
s and . | - o . * a
e . WERLITE APTRAATION . Fute o By
A Y —"

The request will then automatically be assigned to the next appropriate analyst group. An email will be sent to the

analyst group that the ticket is awaiting assignment to an analyst. The request will disappear from the account
manager’s dashboard.
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Reject
When the account manager rejects a request, the “"New Rejection” form will open. The requestor will receive an
email informing them that it has been rejected. The email will contain the User Account Request (UAR) number and

the reason it was rejected.

TReauest - 12047 1

s [Under “Actions”, click “Reject” ]

Fromia) ¥
A Nos

fesPeire ¢
More Yo e o)

-...-u—. A When finished with the “"New Rejection” details, click
__|"Save and close” to return to the request form.

e o L G 9 e pRErTES . S P N SRR - = |

) — ——{Click “Save and close” to return to the dashboard. ]

A S ERPLDYIE STORMATON - Pem m 04
= s ot

When a request is rejected, it is automatically closed. The request will disappear from the dashboard.

SLA (Service Level Agreements) within LANDesk

After a ticket has been submitted, there are DII Service Level Agreements (SLA) in place to set expectations which
allow the requestors/customers to know when a request should be completed. All user account requests are
defaulted to a medium priority that has an overall turn-around time of 7 business days. As an account manager,
the approval process is part of the full workflow that is encompassed in the SLA “Clock”. After you complete your
part of the process, the ticket continues to move along in the process for completion. If your part of the workflow
uses up most of the “Clock”, this leaves little time for the rest of the work to be completed in the expected
timeframe. Therefore, we ask that account manager approvers try to authorize or reject the request in a timely
manner.

The ticket itself shows the end breach time for when the ticket should be completed.
Ticket information =
Lifecycle; ESD Access
Status: Open for Manager Authoszation
Created: February 24 2015 103914
Updated: February 24 2015 10:53:49 By: Montgamery, Maurees
Breach Time: March 5 2015 140014

s Clock Stopped?

SLA Dashboard Escalation View
SLA clock ticking for resolution:

] An escalation email is sent to approver/group assigned notifying Internal SLA timelines (at 50% of priority
resolution time before internal SLA time) and color changes to blue.

At 75% of Request fulfilled/resolution priority time, color changes to orange.

a At Breach, color changes to red, and an email notification goes out to approver/group assigned that the ticket has
BREACHED. You have not met the SLA.
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‘Escalation Class  Lifecycle Id RaisedBy  Assignment - Title Status -
Date
@ Request UAR Parent 239 Leclerc, 7/10/2014 15:24:56 new Hire - Sally B. Smith - testing AFG  Awaiting User
Request Angela form Compiletion
e Request UAR Parent 242 Leclerc, 7/23/2014 07:53:04 test DVHA Accounts Awaiting User
Request Angela Completion
Request ADExchange 355 Test- 9/25/2014 08:04.08 Change - P, Kerin - add account In Progress
Requestor
Request ADExchange 432 Test- 10/16/2014 Alice needs AD & Email Out with Customer -
Requestor 08:52:20
o Incident SOV Inadent 34 Kerin, Phil 10/22/2014 Need a new distribution list Resolved
135922
L] Incident SOV Incident 37 leclerc, 10/22/2014 300K Resolved
Angela 14:37:05
® Request SOV Service 465 Kenn, Phil 10/23/2014 attempt to trisge to service request In Progress

Self-Service Console View (Submit a Request)
From Web Desk, click on Switch to Self Service to switch to the Self Service Dashboard.

Click on “Request Support” from the Self-Service Dashboard to submit new break/fix ticket (incident — FIX IT).
There is a complete Request Support Guide on the training site that provides more in-depth information @
http://dii.vermont.gov/sites/dii/files/PDF/Support/Request-Support-Guide.pdf

NOTE: You, as Account Managers can also submit a Request Service. However, this should only be used if you
understand the difference between Request Support and Request Service. When in doubt use Request Support.
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Click on “Request Support” to submit a new
ticket
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If your request is for service, then you can click on the “Request Service” button. (GET IT - this is for purchasing
requests, installations, new email distribution lists, etc.)
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Click on “Request Service” to submit a new

.
ticket : -

The screen below will open. Because you are submitting as an analyst/approver, there are a few more mandatory fields
that will need to be filled out before you can submit the ticket.

Additionally, you will need to fill in the Category and Suggested group. Again, you as Account Managers may not know.
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http://dii.vermont.gov/sites/dii/files/PDF/Support/Request-Support-Guide.pdf

**Always choose Service Desk for both and the Service Desk will triage to the appropriate group.
Let our DII Service Desk triage to the appropriate group.

o v

S 00 (st

Uner Dunsins — Fabts maarved aom a0 are Manaeiory (Manaenry el Satiecs 10 CHangs S4568 on ITiannenas erers | \

All fields in blue mandatory
(additional fields mandatory

e when requesting as an analyst —
ST e — AU —— Category and group to assign)

et Category: Always choose

Service Desk
A—— Suggested Group: Always
oA ot Choose Service Desk
——— N\ /

When to choose “Save and close”, "Save”, or “Cancel” When Submitting a Ticket:
When finished with the form, you will have the following options.

|- Sove 2o chome || S Il Canem |

A A
[Cancel — Cancels the form and no information will be}

saved that may have been typed.

Save — Saves information and submits the form but will not
exit the form so it will be in a “locked” status until you
either ‘save and close’ or ‘cancel’ out of the saved ticket.

Save and Close — Submit the ticket by clicking Save and
Close. This will close out the form after it submits the
ticket showing that it was logged.

Submit User Account Request (UAR)
User account requests can only be submitted authorized User Account Requestors for their department. For more
information, please see the UAR Guide: http://dii.vermont.gov/sites/dii/files/PDF/Support/User-Account-Request-
Guide.pdf

Before a person can be a requestor they must be authorized by their deparment point of contact:
http://dii.vermont.gov/sites/dii/files/PDF/Support/AHS-Points-of-Contact.pdf

Back to Web Desk Console
When you are done submitting a request, click on Switch to Web Desk to go back to web desk main dashboard.
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http://dii.vermont.gov/sites/dii/files/PDF/Support/User-Account-Request-Guide.pdf
http://dii.vermont.gov/sites/dii/files/PDF/Support/User-Account-Request-Guide.pdf
http://dii.vermont.gov/sites/dii/files/PDF/Support/AHS-Points-of-Contact.pdf

