Service Ticket Redesign
The purpose of this document is to provide a basic outline of the changes in the new Service Ticket.  The biggest change within the Service Ticket is a restructuring of the information that is being captured.  Previously, the Service Ticket featured one main view.  It has now been reorganized to include separate views.  The functionality of the service ticket remains primarily the same; however, each view serves the purpose of gathering a particular type of information.

CUSTOMER INFORMATION TABS

The area for gathering customer information has two views available:

Customer:
This area captures and provides general information about the customer, such as Last Name, First Name, Middle Name, Preferred Name, Title, Phone, Extension, IC, Building, and Room.  Figure 1 below illustrates the customer information view.
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Figure 1 - Customer Tab
Additional Information:
This area captures and provides information that might be useful, but is not necessary to submit a service ticket.  These include the Customer Number, User ID, Mail Stop Code, Email, Fax, Page, Alias, etc.  Figure 2 below illustrates the Additional Information tab.
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Figure 2 - Additional Customer Info Tab
VIEWS


Directly under the Customer Information Tabs, are tabs which provide views of different types of information.
Problems View:  
All information regarding the nature of the customer’s problem are located under this view.  As with the previous version of the service ticket, this view includes the problem log, problem category, etc.  For the most part, the functionality remains the same, but the view is much clearer and more concise -- allowing agents to look in one area for information regarding the nature of the problem.  Figure 3 illustrates the Problem View.
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Figure 3 - Problem View

Assignments View:
The Assignments View is used to capture information regarding which agent handled the tickets.  Fields incorporated into this view include, Submitter, S Unit (Submitter’s Unit), Assignee, A Unit (Assignee’s Unit), Session Time, A Pager (Assignee’s Pager), After Hours, Session Time, Create Date, Impact, and Severity.  Figure 4 illustrates the Assignments View.
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Figure 4 - Assignments View

Notifications View:
The notifications view provides an area from which notice(s) can be sent that a ticket has been assigned, reassigned or modified.  This view features the ability to send a page or email, or to cc another individual, such as a team lead, supervisor, or another agent.  Figure 5 illustrates the Notification View.
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Figure 5 - Notifications View
ADDITIONAL TICKET INFORMATION
At the bottom of the Service Ticket, are tabs which provide additional information, including Training, Accounts, Additional User/Date Information, Miscellaneous, Hot News, Staff, and Queries.  This section is available from any view.  Figure 6 provides an illustration of the Additional Ticket Information area.
[image: image6.png]Traing| Accouts | Ade User/Date i | Mis. | HotNews | Stalf | Gueres |
OdMenus

Ny, Click an apprapriate tats far mare information. Division

§ % Black-labeled tabs contai feld groups. —_—

Blue-labeled labs conlein search resulls.
o
s





Figure 6 - Additional Information Area
Training

From this tab, users can search for courses, self study materials, and get additional information regarding the training program.  It provides information on courses offered by the Training group for a particular semester.  Also included is the instructor’s information, date and time of course, course description, and the status of the customer for an applied course.  Figure 7 illustrates the Training tab.
[image: image7.png]{Tiaing | Accourts | Addt Usei/Date Info. | Misc, | HotNews | Stff | Queries| |
Fall_||_Sping || Summer || Sty | Brochure || Clear | Cust lsses | 5 Queres | Ol TiiingPage | 0dMenus |
Cowselt Max Em_ Al WL Appl Windl i Compl Concl NS/lnc WAF  TiciingStalus Class Confim Noliy EE T {pvisen
[ (I [ [T [ 52 i 1 A |
<> TR R T S T T T | !
N
Crite Dete EdiEnai )
e T SendEmal © N
st B ]





Figure 7 - Training

Accounts

The accounts tab provides information regarding CIT account(s) for an individual user.  Figure 8 illustrates the Accounts tab.
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Figure 8 - Accounts

ADDT User/Date Info

This tab provides additional information about the customer’s account requests.
Figure 9 illustrates the ADDT User/Date Info.
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Figure 9 - Additional User/Date Info Tab
Misc.

Users can access the internal diary and audit trail, and add attachments such as email, Word documents, etc.  Figure 10 illustrates the Misc. tab.
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Figure 10 - Miscellaneous Tab

Hot News

Users can view and modify Hot News items.  Figure 11 illustrates the Hot News tab.
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Figure 11 - Hot News Tab

Staff

This tabs shows the members of the user’s group.  For example, if the user is from DCS-TASC, then the user can view the rest of the staff from that group, as well as their status.  Users can also select other groups attendance from this tab.
Figure 12 illustrates the Staff tab.
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Figure 12 - Staff Tab

Queries

From the query tab, the user can select defined searches, which are pre-designed queries.  Figure 13 illustrates the Queries tab.
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Figure 13 - Queries Tab

