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Login
https://itsupport.vermont.gov/
Windows Integrated Login will pass your existing Windows credentials and log you in automatically.

Information - Questions/Report Issues

DII Service Desk:
«  Submit a "Request Support” ticket within LANDesk. If you cannot do so, then do the following:
« Call 802-828-6620, option 1, or toll free 1-855-828-6620, option 1
Training Documents: http://dii.vermont.gov/DII Divisions/Customer/Customer Support/Landesk/training

LANDesk Web Desk Toolbar

For those that are members of more than one group, click on the down arrow to
switch groups.
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[Click to view workflow process diagram. ]
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Click while in a request to launch a new email; the subject will reference the request number and a link to the
request will be in the body.

g

‘ & |Click to open the print dialog box and print current request. ]

"+ | Click to log off.

% | Click to switch between Web Desk and Self Service. ]

|

‘ @ |Click to launch the help system. ]

P
@ 1-Use the search function to search anywhere in LANDesk — you can search for ticket #s directly here }

.

@ 2-Use the search function in a ticket — you can highlight a field,
and then click on the to search and it will populate with all info
matching highlighted field
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Dashboard Information

Ticket Statuses

Open - the ticket is waiting for an analyst to be assigned.

In Progress — an analyst is assigned and working on the issue.

Out With Customer - the analyst has asked for more information; the ticket is waiting for a response or action
from the requestor.

With 3™ Party - the analyst needs to work with a vendor/3™ party (perhaps order something). Stops the SLA Clock

Resolved — the work in the ticket has been completed but stays in the resolved status for 5 business days before
actually closing (LANDesk will automatically close after 5 business days). This allows the ability to “Unresolve”
the ticket if the resolution is not accurate, and puts ticket back into the status of “In Progress” needs to be
worked on again.

Survey Completion — This status may appear on Incidents (surveys created in a 1 in 10 ratio). Clock is stopped,
but awaiting END USER to complete a survey.

Closed - The ticket is closed and cannot be re-opened.

NOTE: LANDesk Dashboard is set to refresh every 3 minutes.

Search Functionality

Using the top Search bar to search for the following:

e Ticket number

e Key word
When using the search bar at the top of the toolbar (see below), it will search within the following fields in all tickets for
the key word you entered:

¢ In Incident/Service Requests

o Summary
o Details

e In User Account Requests
o Summary

o Details
o Last name (new hires)
o Existing User (changes to existing and terminations)
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See the Queries Section below for additional queries created to assist in searching for information within LANDesk.

Noticeboard

The Service Desk has permission to add Notices to the Notice Board.
Noticeboard is on the right-side of the Self Service Dashboard. The Noticeboard will include upcoming maintenance and
planned events.
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Major Incident

A Major Incident is defined as: a highest-impact, highest-urgency incident. It affects a large number of users, depriving
the business of one or more crucial services. The services may include, but are not limited to: network connection, email,
sharepoint, web portals, etc. For detailed instructions on how to use Major Incident, see section below.
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Unlock a Ticket

L User Boudroaudt, Fhondo aluo has Reguest “M" cpen. You will not be able to make any changes 1o this record

This message indicates that another analyst or user has this request locked. That analyst/user will need to
cancel out of the request so you will be able to update the ticket.

Depending on your browser settings, make sure to check if you have multiple windows open, one of them may
be the “locked” request.

5 hitps/ Znooct yemont gow Seracelak Webibroesdnd wd dashboad 'cgensa=e P-acx EDean.. x

When a ticket is open, this locks the request from other analysts being able to add information to the ticket. Please
make sure that you “save & close” or “cancel” out of a ticket when you no longer need to be working in it. Do not

just “X” out of the ticket as that does not unlock it. If you mistakenly forget that you have ticket open, after 20
minutes, the ticket will automatically unlock.

Tickets -- New Incident(Request Support)/Service Request(Request Service)

All requests are submitted as incidents for the DII Service Desk to triage. Based on a review of the ticket by the
Service Desk, a determination is made to either triage the ticket as the incident ticket as received to the appropriate
technical group OR create a service request from the incident ticket. This service request creation gives the ticket a
new number and resolves the incident ticket as "Request created from Incident”. Upon triage completion of the
ticket to the technical group, the analysts in that group will receive an email stating that an incident/request is

awaiting assignment. The email will contain ticket number, the type of request, the user name, phone number and
details.

Tickets = Incidents and Service Requests.

Incident = (FIX IT) user reports when something doesn't work or is broken. This is done by selecting Request
Support

Last Edit: 09/07/2016 S:\AOA\DII\DII - Service Desk\LanDesk\Training Docs\Incident-Analyst-
Guide27.docx



Service Request (Request) = (GET IT) user reports their technology needs or a request service (User
Account Requests are considered Service Requests) This is done by selecting Request Service

NOTE: Never change the subject line of a notification from LANDesk because that is how LANDesk
identifies with the ticket. Any changes made to the subject line may result in a lost email response.

Self-Service Console (Self Service)

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

Search Q. " logoff B Switchto SelfService @ Help

**Tf you are on IE, and do not see this option, you need to edit your Compatibility View Settings

Tools > Compatibility View Settings - Uncheck Display intranet sites in Compatibility View

NOTE: When working with both Webdesk and Self service windows in LANDesk, it's better to switch back and
forth rather than having two separate tabs for each module.

Submitting tickets on the analyst console

Submit a Ticket
£J submit Incident
C submit Request / \
Having analysts go to self service to submit a ticket is causing
errors due to having multiple browser sessions split between web
console and self service. The fix is to give analysts a way to submit
tickets without going to self service. Analysts are now encouraged

to use the “Submit a ticket” option rather than switching to the self
service console when submitting an incident or servic request

NS /
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When to choose “Save and close”, “Save”, or “Cancel” When Submitting a Ticket:

When finished with the form, you will have the following options.

l Save and close ] [ Save ] [ Cancel ]

N

saved that may have been typed.

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

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.

Analyst Console (Web Desk)
When you are done, click on Switch to Web Desk to go back to analyst dashboard.

ESU.A T - 3 w v
& Seppen) thwy "
. .
S T ) (T

Ot Fetereris Surerary  Raguet Cunert Crvation Sovven sa
O , e L.

’ o 2 Inciderrt (%)

A s e = =

1= SANDwck Go-Live - Decerrhi |, 20041
S

Open/Unassigned tickets for your group

Click on the Home button to view your Main Dashboard. The top query is all incidents and service requests (including
UAR requests) open for your group that are unassigned. You can click on the ticket number and assign the ticket to
yourself.

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

On the “Main Dashboard”, everything in “*Open
for My Group” is unassigned. Only tickets for
your current group will show.

View Ticket Report

If, for whatever reason, you would like to or need to print the Incident or Service Request, this is how you get a
report summary.

Assigning Tickets

Only one analyst group or one analyst can be assigned at one time to a ticket. Below is information on how to re-assign
if needed, or add Tasks and Child incidents/requests to assist you in completing your work if needed.

Assign to Me for Open Tickets

Click once on the open incident or request to open the
request form and click “Assign to Me”. The request will
disappear from the “Open for My Group”. It will now
be viewed from the "My Workload” section of the
Dashboard.

Assign To Me
Altach Parent Reguest

Histovy A
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| Saveand dose | Save

e A When the “Assign to me” action is visible that means no analyst is currently
Add Parent Incident assigned. If you need to assign a different group, you would choose reassign
Assign To Me . here. Once you have clicked assign to me, the ticket will then list you as the
Cleste Requestiieminaden - cyrrent assigned analyst. In addition, several more actions will appear once
Reassign to the ticket is assigned to you(as seen in the picture below).

Add Attachment
:zg i;} I’f‘n'”:;:“ When a ticket is reassigned to you by another analyst, it is

Add Note imperative that you click on the “Assign to me” action if it exists,
Assign to Suggested Group otherwise the ticket remains in "Open” status. The ticket cannot be

updated or resolved until an anaylst assigns themselves to it.
Creating a Service Request from an Incident

If an analyst has been assigned an Incident ticket, but has determined that it should be a Service Request, the
analyst has the ability to convert the Incident to a Service Request.

1. Before converting the Incident to a Service Request, verify that a category and group have been selected, otherwise
the incident will not close.
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2. Click on the “Create request from Incident” action. The original incident will close, and a new service request will

be created.
Incident - 42672
’ Save and close ] [ Save ]
Actions 3

I Add Parent Incident

I Assign To Me

I Create Request from Incident
I Resolve

I Reassign

I Add Attachment

I Add CC Recipient

I add Child Incident

I Add MNote

I Assign to Suggested Group

A new Request tab will appear at the bottom of the original Incident. This is confirmation that a new Service
Request has been created. You will need to access the new Request by clicking on the Request reference number.

Resolutions Requests Escalation Points Assignments Incident History

Reference Number + Summary Requested For Status Creation Date Request Type
91676 We would like to have an "info@" email address created Talbert, Lilly Open  6/29/2016 10:34:23 AM Service Request
M4 1ofl bOM

g - m— T — | p— ——

**You will need to re add any attachments, notes, and cc’d emails to the new service request as they do
not copy over

3. Finally, you will need to assign the new request to yourself as well as select a category before you save and
close.

X

Save and deis Lave || cance |+ | Q
ACBons = User Dutamtn 1 iedds machod with an * s Bandatory (Mandasory Nieids sutgect S0 Changn based on Bformaton snis
Asugn To Me prard User ook Feter
Resolve -
Bl Ackdress Pelet Hack@vemoomt Qo
Reassign
AGd Attachment * Phone Number: B02-233-4255
Add Nete

* Phwpsical Locahion. I GOVERNOR AKEN AVENLE
Add CC Recprent

Z * Departmert: §G5 © Engnesnng Constrichon West
Assign 1o Seggestec Group

Hestory ® Meguesl Dedants
Aftach Incident * Summary: NEZOS 2 1 ADDED 10 SCANNEIVCOSIER OM 2ND RLOCH
i * Detaits: MEEDS TC BE ADOED T0 SCANNER
Add Azsigrmant

]

Crawtion

Attachmert: | Browse.. | No Me selected

* Calngary
" Respanse Level d-Medhum
* Suggested Growpr Deskzop Suppont
Catreat Asyignmen Detals

Anatyst
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Reassign Tickets

Save and dose 1 Save

Actions a
Assign to Suggested Groun

create recues rommaden. 11 thE ticket is assigned to an analyst but needs to be re-assigned to another

ot g analyst or workgroup, click on “Reassign”. Then assign appropriate analyst or
Resohe

with 3rd Pacty analyst group. . .

Reassign *Reason for Assignment will be mandatory.

Acdd Attachment

Add CC Recipient
Add Chéd Inadent
Add Nate

Add Parent Inadent
Croate Task

Create Major Incident
Detach Child Inudent

Saye and chone Somt Cance Q
LrrgynaT
Group: Servce Desk Asgynt |
Nothy Erd User? Novfy Assgree? ¥

* Reason far Aqugerernt

Creset Aprd L1 2018 By Kam

Lot Updiate Sgvi 11 007 M Last Upduted By Kevm %

When to choose “Save and close”, “Save”, or “Cancel” in Action Forms

When finished with any form you will have the following options:

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

Save — Saves information on the form but will not exit the
current form.

Save and Cloe — Click Save and Close to save the information on
the form and return to the dashboard.

Interacting with Requestor in Tickets

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. When a LANDesk analyst adds a note, this will send notes to all
users on the ticket (rather than selectively choosing requestor or analyst). What this means is anyone added as a
cc recipient will receive all emails. This note will be added to the existing request and all user’s added to the
ticket will receive an email informing them that their request has been updated. Go to the dashboard and click on
the request to open it. You will need to select “"Assign to me” in order to add a note to a ticket. No notes get

Last Edit: 09/07/2016 S:\AOA\DII\DII - Service Desk\LanDesk\Training Docs\Incident-Analyst-

Guide27.docx
11



emailed unless ticket is out of Open status. The note will be added under a “Notes” tab, which will appear at the
bottom of your ticket. If you are requesting more information from the user and wish for them to respond to you,
it's necessary to use the “More information needed” action. See info on that below. (NOTE: Analyst can
selectively choose to unselect a recipient when sending a note, however, by default it will send to all)

r
Sevmen] s I 4
E:« *\Under “Actions”, click “Add Note”]

“
el

S Ay

rage )

= When finished with the “"New Note” details, click “"Save and close”
— to return to the ticket.

[ P g prpeTey = S pee— r~ - . i
E~ 2 . —[Click “Save and close” to return to the ticket. ]

hrocw » CWLOTEL WSRO = T

LERENE Y

The dashboard status will not change.

NOTE: Never change the subject line of a notification from LANDesk because that is how LANDesk
identifies with the request. Any changes made to the subject line may result in a lost email response.

All email correspondence is stored in the “"Notes” tab of the request form.

From the “"Home Page”, click on the ticket to see the “Notes” tab at the
bottom of the reauest form.

Notes
Number « Text By
1 Is George transferring from another department? Test
Approver
2 Mo, George is a new user.. Rhonda Boudreault State of Vermont - CII 802-828-3856 -----Original Message----- From: DI - Landesk Request Sent: Monday, March 24, 2014 10:21 AM To:  Test-Requestor
Boudreault, Rhonda Subject: UAR Reguest# 28: More Information Needed regarding a Medicaid Analytics New Hire Account Request, Is George transferring from another department?
3 Will George need additional access? Test

Approver

More Information Needed
Once the ticket has been submitted, the analyst may want more information from the requestor. By selecting this
action, the requestor will receive an email containing the ticket number and what information the analyst is

requesting. This STOPS THE SLA CLOCK, 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.

gl) T
EE«_ = Z[Under “Actions”, click “More Information Needed”]

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

Loapaa s 14 S0 J 2lild 10 -~ i Ter Agpo = 4 - B y
E~ PSS ——{Click “Save and close” to return to the dashboard. ]
rrocw ® CWLOTEL MCRATION = T
A ‘i‘fu-”’-\ 7
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The ticket status will change to
“With Customer”.

Once the requestor responds, it will be added to the “Notes” tab located at the bottom of the ticket. When the
requestor responds to the analyst’s need for more information, the ticket status automatically changes to “In
Progress” and an email is sent to the analyst. THE ANALYST HAS OPTION TO SELECT BACK FROM CUSTOMER
AT ANY TIME, if they do not want to wait for a response from the requestor, or have waiting too long with no
response.

e iwee

The analyst may click on “Back from Customer”
_ to proceed with the ticket before the requestor
'mttere cal responds.

Out with 3" Party

This is used by an analyst when work needs to be done by a 3™ party (non-analyst) to complete your incident or service
request (Example order software that is requested). You can use the Out with 3™ Party action. It will stop the SLA
= Clock, and change the status. You must enter Third Party name, and details — mandatory.

Vet mrre B

| Save and duse Save

Naw Valth Srd Party

Actions > Sawe ared ois S Caryoud Q
Add Assigrment Wets 304 Parry o
isge Assign N Party

Ureaie Recusst from Inoder

More Info Necded

Resolve

Wil 3rd Fany

Add Altachment et LUy W) W o

Add CT Racipiont

Add Chid Inodent

Add Nate See below — "Breach Time" field is becomes blank, Clock Stopped is checked, and status changes to

Add Parsnt Incident

Croate Task “With 3rd Party"

Dozlare Magor Incident Tichet Insormation
Detarh Chiln Incident

History E

Ceta

| Heeycte Incawne " Group |
Statue WAIN Jed Party
Croatedt Mowembe 7 2018 103505

Updated: November 7 2014 109816

Ureesohoed At
Clock Stopped™
Majzr Inodent
Mirvey Timeout

Assgrmeots  Escolatioo Polats Wi Jrd Party  Incident History

Pn‘-ld—ulﬁmmwnbu Status Titte  User Title mm Nala Title
- Lo e srvce Dotk

Cpen achre Angela Service Dete
When you hear back from 3rd party (this is most likely done externally from LANDesk), you can click on “Back from 3
Party”. A new window will pop up — enter details, and click on Save and Close.
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Back From 3™ Party Window

Save and close l ’ Save

Actions ]
Back From 3rd Party
Add Attachment
Add Child Incident
Add Mote
Add Parent Incident
Detach Child Incident

History #

[ —— v -
i e 300 Py

Add a CC recipient

If you need to add cc recipients to open incidents/requests, once a ticket has been assigned, you can use the Add CC

Recipient action. The following screen will open. Type in the recipient’s name, and their email address. They will

receive the same notifications as the requestor.
**To add more than one recipient, you will need to click the action button for each recipient you want to add.
They will be listed under the :cc Recipients section at the bottom of the ticket.

Save and close Save
Actions L

Add Assignment

Tnage Assign

Create Request from Inciden
More Info Needed
Resolve

With 3rd Party

Add Attachment

Add CC Recipient

Add Child incident
Acd Note

Add Parent Incident
Create Child Incident
Declare Major Incident
Detach Child Incident

Create Task

New Incident CC Recipient
Save and cose Save

EMail Address

Cancel

Q

Once added, see bottom of ticket for list of cc recipients:

Assignments Escalation Points :CC Recipients: Incident History

Recipient Title

alice.cloud@state,vtus

This action is available when you may be assigned an incident or request to complete, but you need another analyst or
analyst group to complete some work before you can finish yours (example is a new Printer Install assigned to Desktop.
They may need ADExchange to create a new Print Queue on the print server as well as a DHCP reservation). You create
a task for the group, assign them. You will be notified when they are complete. Then you can complete your ticket.

Last Edit: 09/07/2016
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Incident - 129

Save and close l [ Save

***Note***When creating a task in an Incident, the task is identified in
Actions R the below tab as a “child incident” rather than a task. That child incident
must be closed before the parent incident can be closed. When creating
a task in a service request the task is correctly identified as a task in the

below tabs, however the parent ticket does have the option to be closed
Create Request from Inciden before the task.

More Info Needed
Resolve
With 3rd Party
I Add Attachment
Add CC Recipient
I Add Child Incident
Add Note
I* Add Parent Incident
Create Task
Declare Major Incident
{ I Detach Child Incident

Reassign
Triage Assign

Fhmwe bove bibamond
Pp—" P Sove Lt + o
Lhaer Dratniie - Fatile mambed wilfi s Sre Waadatiny VIarstntory Delile Sutsedc! 10 cRange Samaad O (Ialion ardeied | -~

IIICLTRNE DOnate - £ 1810 IMIBIRGI WAn 1) W MBIy |MANIIIGNY Fatte SUTCTT 10 EIMNGE SRS O EITITIERON Mtare il |

O mant Aserurermin Dutaie

The bt drciorrvation

Once you save the new Task window (Save and Close), it will close and you will be back in your original incident/service
request. You will now see a new “Children” tab down at the bottom, and the associated Task. Seen below are the tabs
indicating a task has been created for a service request followed by a task created for an incident**NOTE**When
creating a task, the analyst will need to add themselves as the raised user.

lAIIlﬂnmll’ltl Children Escalation Peints Parents Incident History

Reference Number = |Title Lifecycle Title Status Title Creation Date
189 created printer task for J‘\l'Jt‘:-ct'hnru_;:‘ Task Open 11/7/2014 13:58:26

Escalation Points Children Assignments Incident History Open Incidents for my Department

Id Summary |Lifecycle Status Current Assigned Analyst Current Assigned Group Creation Date ~ Last Update
1585 testing Incident In Progress Kerin, Phil Service Desk 3/9/2015 08:40:14 3,/9/2015 08:41:00
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Add Child Incident/Add Parent Incident or Attach Child Request/Attach Parent

Request

Sowe and dose i You can use the Add Parent Incident/Add Child Incident actions to associate the tickets with each
Actions A  other. (Only one should be the Parent, so pick one Incident to make a parent). This works

Reassign similar to Major Incident, in that the Parent ticket assignment/status will drive all children. And

Triage Assign when the Parent is closed, all children are also closed.

Creste Request from Inciden

MoK o Tisioss Detach — if you have attached two tickets by mistake, you can use the “Detach Child” task. See

hfﬁ:;"”f"d 2 Detach Child Incident section below (pg. 13)

wWith 3r arty

Add Attachment
Add CC Reciplent
Add Child Incident
Add Note

Add Parent Incident
Create Task

In Service Request —this functionality exists as the create task action

Declare Major Incident
Detach Child Incident

Major Incident
(Not to be used for Notices such as planned maintenance — see Notice Board)

Actions #
Assign to Suggested Group
Create Request from Incide
Maore Info Needed
Resolve
With 3rd Party
Reassign
Add attachment
Add CC Recipient
Add Child Incident
Add Mote
Add Parent Incident
Add Reminder
Add Task
Assign To Me

I Create Major Incident
Create Problem

|/ betach ChidIncident Thig fiunctionality is only available in Incidents — not a Service Request.

A Major Incident is a highest impact, highest urgency incident. It affects a large number of users, depriving the business
of one or more crucial services. A Major Incident is similar to what we refer to as our Global ticket in Footprints --
Incidents that affect more than one user for a major event (example: email is down, or network is down). You can
promote an incident to a Major Incident. You can also attach child incidents that are related or have the same issue, or
add Affected Users. (This is only available in incidents -- Lifecycle = Incident). This will publish the incident to the
Homepage dashboard under Major Incidents.

After you assign a ticket to yourself, and status is “In Progress”, you will see an action called “Declare a Major Incident”.
If you click on that action, it will declare the incident as major (this means something is not working that is affecting
many users — similar to our Global tickets in Footprints).

Declare a Major Incident

**NOTE: Only available in incidents — not Service Requests.

Once an Incident is declared as Major, it will publish on the Home page. It will also update the status within the ticket —
Major Incident is checked (see below)
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Check status within ticket:
Ticket Information

Lifecycle: SOV Incident
Status: In Progress
Created: October 30 2014
Updated: October 30 2014
Breach Time November 7 2014

Assign Count: 2
Unresolved? [~
Clock Stopped? [~
Major Incident? [

Declare a Major Incident Steps:

1)
2)
3)

4)
5)

6)

7)

Always create a NEW incident (Request Support). Make yourself the requestor. Put in pertinent details in the
summary and details fields. DO NOT promote an incident created by an end user. ALWAYS create a new incident
and explain the issue so end users can understand

ASSIGN the ticket to yourself — it should not remain in Open status

Click on “Create major incident” In the form that appears be sure to list the incident number in the summary line
so that it can be easily referenced.

Attach all children that pertain to the ticket

Any child attached to a Major incident will also assume the status and assignment of the major incident. (Please

make sure to “assign” the major incident once it’s created.) In addition, if you add a note to the Parent (Major
Incident), it will propagate to all children send an email to all child tickets. Closing the parent will close all children

UPDATE the ticket as needed — do not let a critical incident sit for hours with no updates. People are checking,
and they do call the Service Desk for updates

a. If you have a proposed workaround or resolution timeframe, please make sure to post it.
When incident is fixed, or a sufficient work around in place, you may Resolve the major incident. This should also
close all children that are attached to it. (See guide below for full instructions)

The Major Incident display functions similar to a noticeboard item. This will allow users to view major incidents, but not
lock out the analysts from providing updates to the tickets. Users can click on "I am experiencing this issue”. It will
automatically create and link a ticket to the Major Incident, and will enable updates to the end user as well

e e | o —_—

acaistion Lfeqcis I8 Raked Sy Creation Dete - Swmemary

Charge 30 Leders Angels 3/0,

B 1697 - test 812 for major Incident
033 230TH?

AN goery vl g wf otxrvet cutage st S ew Indznag rfETact

L] e I3 Teal Recsmstar 790015 2008 Aty P cand [ogon to her comgdar bar pacre abore 52 help bet A rts place S Al SRV Sutages A BULN Iedeadacy &
L o W i1 L il revangr N Toe 9t turwtas ol
» boderd 3803 Pew Kinly 750013 100141 Teding S SaAnERAE N TS e o
9 Sutage. St wrbwanaen ChTaTeten e 27 Ifhares both
» Modert 30T Mk Wands 7/ZL0013 090021 e
] ok W01 Bwbervs, Mumalsd $0/2028 beil & 1 pad
¢ 300 Oleud A . a "oy e ' Y
L} Drodert 1003 Oloud Alx PITOT SRR e it atat i that § send - TRAVE Darnag wie #1697 major test
» LANDeSE 12755 Vel ecumiicr P
» Otvar 1270 Teah Resuesior 329,028 135003 beit
Email issues
Rt WL B a1 30cRc sl
‘« 4 .o ot
.. . o. Conmn b

ot M Uete U By GOty oy -

Serwne Request L6 Rad Mytu 3502015 152708 47152015 142050 Kerm PN test oo Meartha < Baes thes S50 vp O Ambboard In Pngress
quest L6 » 15 1 1 " s e 0 it o Inciciveta Logosd Todig

Boderts Masohed Tedey
Wequiits LogQed Tosey

NeQuests Rasthed Toduy
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Add a Child Incident

There may be other tickets created by multiple users that are related to the “Major Incident”. You only want one major
incident (like you only have one Global in FP).

When you click on Add Child Incident, it opens a query with a list of all Incidents:
Add Open or In Progress to filter those tickets (so only open or In Progress tickets appear to be attached). (You should
not be able to add closed or resolved incidents)

Actions

Add Assignment
Triage Assign

Create Request from Inciden

Moare Info Needed
Resolve

With 3rd Party

Add Affected User
Add Attachment

Add Child Incident
Add Note

Add Parent Incident
Create Child Incident
Detach Child Incident

Downgrade Major Incident

f Add Child Incident
Reference Number eguals
and Title contains:
and Lifecycle equals:
and Status equals: Open

Reference Number fﬂue Lifecycle Title (Status Title |Creation Date |
122 1 have a vdh application incident OOTB Incident  Open 10/31/2014 08:34:56
129 Printer Issues Incident Open 11/3/2014 13:23:06
130 1 have a vdh application incident Incident Open 11/3/2014 13:51:41
131 Qutlook will not open Incident Open 11/3/2014 14:02:32
169 Error loging into intranet Incident Open 11/5/2014 13:27:18
171 Help!! Incident Open 11/6/2014 09:54:13
172 My Manitor isn’'t working Incident Open 11/6/2014 10:46:01
178 incident #3 -- add to major Incident Open 11/7/2014 08:50:55
187 My Siebel App wont come up  Incident Open 11/7/2014 11:11:56
188 test support request incident Open 11/7/2014 13:36:05

Click on the Incident that should be attached. You should get a popup that says Action Executed Successfully.
You should now see it under the Children tab of the Major Incident. If the child was in Open status when added, the
Status will change to In Progress (same as Major Incident), and the assignment will also change to the assigned analyst

in the Major Incident:

Incident - 108

Save and close l l Save

Actions K

Add Assignment

Triage Assign

Create Request from Inciden
More Info Needed
Resolve

With 3rd Party

Add Affected User

Add Attachment

Add Child Incident

Add Note

Add Parent Incident
Create Child Incident
Detach Child Incident
Downgrade Major Incident

Last Edit: 09/07/2016

Clock Stopped? |
Major Incident? ¥

Survey Timeout

Assignments Children Escalation Points With 3rd Party Back From 3rd Party Incident History

Reference Number « |Title Lifecycle Title |Status Title |Creation Date

129 Printer Issues Incident In Progress  11/3/2014 13:23:06
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Adding a child ticket will move the child to In Progress status and assign it to the person/group assigned to the parent.
Notes will apply from the parent to all children.
Closing the parent will close all children.

Add Affected User

If other users call and report that they are also affected by this major incident, you can use the Add Affected User
Action. This creates a separate incident in the background, and will attach the user’s name to the major incident.
Lifecycle will be “Affected User”

If More Info is needed, it will only email the one request you are in. For instance, you “More Information Needed” on the
Major Incident, it will only email the requestor of the ticket you are asking for More Info, and not all others. However,
when Major Incident is resolved, it will add resolution to all children and affected users and will send an email to all
Children and Affected Users.

When you click on the Add Affected User, a new screen pops up where you can choose a user from the dropdown.

Choose a user, and then click on Save & Close

P ATietadd Used

You will have a new “incident” with lifecycle title (Affected User).

sUrvey rimeout

Assignments Children Escalation Points With 3rd Party Back From 3rd Party Incident History Af

Reference Number « |Title Lifecycle Title |Status Title |Creation Date
191 Application not working Incident In Progress  11/7/2014 14:32:10
192 test incident Affected User  InProgress  11/7/2014 14:47:46

4 L1

Detach a Child Incident

If you attached the wrong child to an incident, you need to click into your Major Incident, and click on Detach Child
Incident.

When you click on “Detach Child Incident”, a screen will pop up that only shows attached children to
the Major Incident. Click on the Child you wish to detach. You will get an “Action Executed
Successfully.”

Save and dose Save

Actions

Crex

Request from Inciden
More Info Neaded

Rest

with

Add Attachment

Add CC Recr

¢ Party

Add Child Incdent
Add Note

Add Parent Incident
Create Task

Declare Major Incident
Detach Child Incidert
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| Detach Child Incident
Reference Number equals: |
and Title contains:
and Lifecycle equals:
and Status equals:

and Parents Parent equals 184

Reference Number « (Title Lifecycle Title |(Status Title |Creation Date
191 Application not working Incident In Progress  11/7/2014 14:32:10
192 test incident Affected User  InProgress  11/7/2014 14:47:46

Resolve a Major Incident

When Major Incident is resolved, you click on the Major Incident. Click on Resolve and enter the resolution.
This will also Resolve all children** attached to the Major Incident, and remove it from the Dashboard. Resolutions

Details are mandatory (and will be copied to all children).
**Note: If a Task was created and attached to a Major incident -- Tasks need to be manually closed before the

Major Incident can be closed)

New Resalution
save and one mr e Q
Resctitisn

NoticeBoard

Only the Service Desk can post notices to the Noticeboard. This should be anything we want to notify our users about
that is “planned”. Notices are also posted on our DII website.
e Scheduled maintenance

e Upcoming training
e Migration occurring

The following format is used:
Event:
Who:
When:
What (Service Affected):
Impact:
Contacts:

View Process Workflow Diagram
The process diagram is very helpful for an analyst to utilize to understand where and what the current status of the
request is in. The diagram highlights in yellow the current status and also shows the genealogy of the request

process. See sample on next page.

From Open ticket
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® Home W@ Mail

1

& o
Incident - 108
Save and close || Save Cancel B AN
Actions E User Details - Fields marked an * are Mandatory. ()
Back From 3rd Party Choose Name if you are submittiny for another user I
Add Attachment . R
Add Child Incident Click on the request to open it, and then
click on the “View Process Diagram” icon.
Query view
Queries All Feczaeats
18 weidue T
Sk apess Lt Uty [yyre—
D Mates -
S0 Asbgrrvee User oot
A (aaap o 01
' | ' a :
S | L | 1| e - |
Right click a request and then G i e
choose “View Process Diagram”. |. .. et Sl ey
ey Chegetn UM Puwet B Beg . Ooge oy ;::‘m”“. Servive Dask ::-‘»" NIT-OM
fwitwy (T - Vargadie
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Mew o Atwswun A A Srhh - rew See Do iy _M_“: JAltwrem 'VY' .3 on van l.h‘..u‘.'ll L .11‘."10
®
o= . i
Click to return L) | = o T The current status is
to the request o) | ke highlighted in yellow.
form. B | =T

-

SLA (Service Level Agreements) within LANDesk

The following should occur:

Last Edit: 09/07/2016

1) Request submitted by user — default is to medium priority (user does not choose priority)
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2) Auto-acknowledgement to end user —

a. By email notification —when Service Desk triages to group, or on Assign to me -- ticket # assigned. SLA

clock is now ticking (resolution)
b. On Assign to Me -- Change status of ticket (open to in progress)

3) SLA clock ticking for resolution (see tables below for Incident and Service Request)
a. Escalation email sent to analyst/group assigned notifying Internal SLA timelines (at 50% of priority

resolution time before internal SLA time)

Color changes to blue.

. At 75% of Request fulfilled/resolution priority time, color changes to
d. At Breach, color changes to i@, and email notification goes out to analyst’s/group’s supervisor that ticket

has breached.

Incident:

. Published External -
Priority Resolution
Critical 2 business days
Urgent 3 business days
High 5 business days
Medium 7 business days
Low 10 business days

SLA Ticket Information:

Ticket Infarmation

SLA Dashboard escalation view:

Last Edit: 09/07/2016
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Service Request:

Published External --

. Request Fulfilled --
Priority Resolution/
Completion
Urgent 3 business days
High 5 business days
Medium 7 business days
Low 10 business days
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« Tite

Request UAR Parent 239
Request

Request UAR Parent 242
Request

Request ADExchange 355

Requast ADExchange 432

Incident SOV Inodert 4

Incident SOV Incident 37

Request SOV Senice 455
Request

Incident SOV Inckdent 43

Request LANDesk 518
L L

Leckrc,
Angsla
Lechere,
Angsta
Test-
Requestor
Test-
Requestor
Keon, Phil

Lechec
Angela
Kermn, Pl

Test-
Requestor
Test

Jd  Raised By  Assignment
Date

772372014 (07:5304

9/25/2014 08:04:08

1016/2014
08:52:20
10722/2014
135922

Status ’
7/10/2014 15:24:56 new Hire « Sally B Seith - testing AFG  Awaiting User
form Complation
test DVHA Accounts Awaiting User
Compistion
Change - P. Ker - add account In Progress
Alice needs AD & Email Out with Customer <
Need a new distrbution list Resohed
X Resahed

10/22/2014
143708

10/23/2014
10:2234
10/2372014
111812
10/28/2014

attempt to triage to senvice request In Progress.

test inodent

need landesk analyst

Resolved

Out with Customer -

Frawe 10

Escalations are based on Priorities — see tables above for resolution times for each priority.

® Escalation email sent to analyst/group assigned notifying Internal SLA timelines (at 50% of priority resolution time
before internal SLA time)

@ At 75% of Request fulfilled/resolution priority time

@ Ticket has BREACHED. You have not met the SLA.

B
t

Resolve (Close) a Ticket

Sewn 40 e | et et =
2 - fon faizs ssem o e -
u Ast] Ansgrevent M0 T 11 yvl & I =5 rovjend
Rote Ixlzrrasbon hwwchad Frrid A S Amgrla) sowi@ date 5t gy
Sanden
Triage A
A hoes H H
R s When finished with the
oy J request, click "Resolve”. -
bl 20y A\
i  Sarnrnary, Weafong dlakas
* Oxtaky est
Msgn To Me
:mmn,uu.v e
“Clegory; Servic Desk
Togimgn. Ukers hudet Desady -
' -
Arach ncident Cormem Azugunere Denes -

ie

Arayt Lacher, Angee

Group: Sevvwe Dme

Resolution Details are required — please enter useful information as it will be stored for future reference.

Resolved: November 10 2014

Enter the Details (resolution)
and click “Save and Close”.

« 10:08:00
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[ [t 3
R Lioemeitm —— To exit the resolved e
g ooy JTET ticket, click “Cancel”. i - "

[ ) L USE TX  Ta T T T

ey ! \ * Proww Fearber 800 &
Req ezt Deeate -
The history of the entire
A gt request can be viewed S
here.
At MNM“ »
Toeh 1t whureatan £
x: The status will now be “Resolved”. This is viewable on All
o Incidents or All Requests Queries. LANDesk will automatically
y “Close” the request after 5 business days. If you need to
“Unresolve” click to open the ticket, and follow instructions
below.
Request List
Creaticn Date & Dot
vl Last Update ' Lonww
vl Status spats Resctved
nd Asslgrenents User  squals
a0 Assignments Group «.els
Raterence |Repoest Litecycle gr iCurrent Assigeed | Req - | creation [Last update - [Breach |Escatstion
Number [Type ! [Group 1oy |Dase . [Tme

This is the query view in All Requests/All Incidents.

Unresolve (Reopen) a Ticket

Incident - 37 ) . ]
A "Resolved” ticket stays in the resolved status for 5 business days before actually
[ Save and close ] [ Save closing. (LANDesk will automatically close). This allows the ability to “Unresolve” the
. issue or service request if the resolution is not accurate, and puts ticket back into the

I = status of “In Progress” needs to be worked on again.
I Unresolve

Add Attachment When in “Resolved” Status, a Resolutions tab will appear at the bottom of the ticket. You

I Add Child Incident will also have a new “Closed” action. (You can closed at that time, but it will NEVER be
Add Parent Incident able to be “unresolved”.

Detach Child Incident
Once a ticket is moved to “Closed” status, it cannot be reopened.

Assignments Resolutions Closures Escalation Points Incident History

Serial Number

1

Closed tickets will have a Closures tab at the bottom of the ticket in which you can view the details typed when a
ticket was closed. You would open the ticket you are interested in and then scroll to the bottom of the screen. Click
on the word “Closures” and the description information will appear regarding that requests closing.

Last Edit: 09/07/2016 S:\AOA\DII\DII - Service Desk\LanDesk\Training Docs\Incident-Analyst-
Guide27.docx

24



Parents Email Account Assignments Bscalation Points

Reference Number Description
20035 Added to mobile users grouop Joe.Mullins  ADExchange 2/25/2015 07:54:52

Closed By Group Date Closed -

When LANDesk automatically closed the ticket, when you click on the closure, you will see this:

Closure - 1
Conent || Q
Closarw "~

Survey Completion

Complete Survey is primarily for our end users — do not complete survey on yourself if you are the analyst. If you are
a requestor, and another analyst performed the work, then okay to complete survey.
Otherwise, just cancel out of the screen or click on Save & Close.
Survey goes out 1 out of 1 incidents/service requests closed.
Incident - 150
L ’ Q EI
Uner Dbate | iotds mumrtad b an ' are Weeguiory. INSs2ney febds Saumst 10 CUmge SEIE o1 SARTTLEe STNive "
B tda i -wm.imu-mmw;vu;mm;mmmmmmmwmm .
o ” 1 Bre
e U™ Zanst Didan L]
; Cutvmnt Aanigrrwms! letai A
ERE houm-n" ~
Queries (Reporting)
Since go-live, we have made a few queries to help analysts work on their tickets and search for information.
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User Lookup Query
If you're looking up information on a user, their role, tickets they've submitted, this is the query to use. If the user’s
name did not get entered in the details, or summary, you will not be able to find it in the main search box (above). You

should use this query instead.

| Queries User Lookup
| E]1All Incidents Title equals  End User
| 1 All Requests of  Title contains:

| B UAR Requestor List

| &) Tickets by Lifecycie

| &1 Tickets for My Group
| B Tickets Resolved

| E]User Lookup

Title Email Address Department Phone

Type in the name of the person you are looking for:

End User List
Title equals End User
or  Title contains: dubuque
Title Email Address Department Phone

Dubuque, Fred Fred.Dubuque@state.vt.us
Dubuque, Deb Deb.Dubuque@partner.state.vt.us

Dubuque, Al Al.Dubuque@state.vt.us SAS-IT
Select the user:
" End User - Dubugue, Al
Save and chove Save Cancs| Q
End Usar
fuk Name Dubugua. N
Login 10e M
Emad Address: NRTTIID
Phane
Mcbile Fhone

Depanment: SAS - 1T
Employesile 18545
Adlress
Account Disatied
Netmork Logime Hols  Tickets for User
+ Network Login

smshal Dubug.s

The query comes back with info on the user. The network login account they authenticate by, roles they are added to
(requestor/approver/analyst), and finally Tickets for User. Tickets are sorted by creation date — most recent is at the top.
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Metwerk Logies
LUtecycle i - Sammary
L]
ADExchande 12385 121182014 Termination
105251
VAR Parert 12385 1211872018 Terminstion
FleQuest 15510
Sevce Regquest 1377 1 ‘ Moroe SAS Commprdmrs ot 0f chelauh
0
Ineident 148 L2824 Meove SA5 Comiputers out of detaukt

Os583%

n Progress

Awaning Actve Directory Accournt

Creaticn

Cused

Cosed

Latest Assigned Latest Assigned Last Update
Group Anakyst Oate
ADExchange Morse, Dan L1804
Senvce Dotk 1211004
1057.51
Ertvegene Agp & Lansan, Ry AR
Senvers N84S
Servioe Desk LA
32756

In addition, if you want to see all UAR requests in relation to the user, click on the My UAR Tickets tab.

Analyst

Full Naensc Haime. Cangs
Login £ CandlHalne
Telephoos

Mobile Phans:

Emal Address CanduHalmedtate s
EmployeskX 31414
Department: Of - Servce Desk

Agency: VEnes
Address
Sysiem Settings
Notfhcation Method Roth

Accoont Dsabled
Natwork Logine  Roles  Groups  Tickets for User

LANDGezk  New Hre 12
ACD Fhone  New Hie 11002
ADExchange New Hire 11005

N oeauw U

All Requests/All Incidents

12/5/2014 153827 New Hire starting 12/13/14 -
12/5/2014 1532:54 New Hire starting 12/15/14 -
12/5/2014 1532:54 New Mire starting 12/15/14

Candi Halme Tosed
Candi Halme Closed
Cand Malme Closed

LANDesk Admins 1248/2014 11:2300
AC0 12/15/2014 07:34:19
ADExchange 12/5/2004 155827

vansuch. Basil
Hardaker, Rhonde
Fortin. Davidd

The “All Requests or All Incidents” query allows you to perform searches for your analyst group, status, by date, etc. by
filling in the top area using the drop downs. (You may need to press enter)

» avneny

DAL rodents

Tickets By Lifecycle Queries

A Dringee - Ortes Partrwr

Lt Lo v hie

Creation Dats e te—
E1A brpess o Laat Upcate * SeT—t
| [ITE T f :
0 Tickes by | Focyide st - / View as Report
153 Tichts ho My Uirengs s Currert Asslgred Aty core
e o SRov Export to .csv..
md Category oyudts . . . .
Wi Departramt -« | By clicking on the arrow in the upper right hand
s ey corner, you can export this report to a .csv file and ~
o rneners further manipulate the data as needed.
Craveg
053 Wew Wiy ADEARIO :v.mxm:?o?a:" Open fov AEciiegn Owpn Dse M8 DOFFSD 05 00m)
' 300 Charges 8 UAK Parond Artwes to Folows - D Anuiryg Actes Servce Dwet Mack Fam & AN - OO0 s 35
ey et (v vesdin {‘.e.l_‘u ee0h (e
Sticn
A Hea s AR Pt Anatrg Atae Sordvr Dok Oy N A -DOTE NIWIGE S0 A

oL

Tickets by Lifecycle — sorts the open tickets by lifecycle (incidents, service requests, and UAR workflows)
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Tickets for My Group Query

LMS Trmming Apgowseesy LVUA0NA 1RAR221,5014 L1

ALL tickets currently assigned to your group, or members of your group. Remember, if you belong to more than one

group, make sure you choose the correct group from the dropdown.

T
VERMONT bbbl dlrsince
Ouetie Clumty - Dichnts bov My Sroue
S14k oot - Statas I Coesplesen e Pabve
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Qacumats 184218 w17

Aparng Thid Serncs Dest  WIUEDS 1ACWITSA

Remember, if you want to go back to your Main Dashboard, click on the Home button.

Resolved Tickets Query

This allows you to run a query on resolved tickets across all lifecycles (Incidents, Requests, User Account Requests) by

analyst, or groups within a specified time period.
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Quaries Procass List

| BT menterts > aad

| B4t hegeits Suatus 15 Completion s qusls True
1 L hoauesior List

I Tichets by Lhecycte
osp

{3 Tkt Rasabvedt

| [T

o Cument Status qur Survey Compiation

. Was cooverted o & Reguent cquats Fabie

ard Lifecycie wor egenl VAR Povewt Reguest

il
Last Update 1 Detaren dates:

ol Laet Update v wehin e praviges: 0 vy
a0 Latest Assigned Asalyst  cortaets
ard
. Latest Assignment Growp 220

o Latest Ascignment Groap canl:

0 Latest Aszignetent Group scustt

OF Latest Assigneeent Group ecuslc

Right click access to ticket

By right clicking on a ticket in a queue, you can display several quick actions which you can use without having to open

the ticket.

Incdent LSS b Andrew 4/13/3015 063741 Addtanal permizsians on VITAXNET\DFS\VTax\ Test chars
Incictmnt RES0 Srecs Denwws 42 3/2015 ORASDO2 Print

Metrics

Executive dashboard

Opan !
Open » new window

View Process Diagram

Add Parest nosdent

Add Chikd it

Add Asmgrenent

Pascive

Add Attachmaent

Add Note !
Create Recquesct from incisert !
Assign to Sugoestsd Group
Ada CC Recipiem

ASSOn Yo Me [

This feature will only be available to Supervisors
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Change Management

Analysts can now submit their Change Requests in LANDesk. This is in production, and will be routed to
the DII CAB for review. All changes should be entered for review in this new module. This will take the

place of the SharePoint site and Word document we have currently been using. More info located at the location linked
below.

http://dii.vermont.gov/sites/dii/files/PDF/Support/LANDesk-ChangeMgmt-Info.pdf
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