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Overview
About Remedy
The Remedy ARS (Action Request System) is a proprietary application server client-server trouble ticketing application, created by BMC Software. It customized and utilized by organizations to track internal problems and report customer issues. Service agents open tickets in Remedy, which routes tickets to the appropriate trouble queues and groups responsible for resolving various issues. 

About the Quick Start Guide

This Quick Start reference manual has been created for users of the AZNET II Remedy ticketing system in order to facilitate their ability to use, execute and govern the various service management activities and tools provided.  Additionally, it may be used as a training document for new and current users of the system to teach the steps involved in creating and logging tickets, navigating the screens/menus and generating reports. 
The guide is both an external CenturyLink customer facing document as well as an internal reference document. It is intended to be a “living document”, improved and expanded upon as the system service processes mature.

Remedy Login and Navigation
1. To log in to the Remedy System, type in the following URL:

https://aznet.centurylinkservices.net/arsys/shared/login.jsp?/arsys/
a. The following screen will display:
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2. Enter the username and password, then click the Log In button. 
a. The AZNET2/CenturyLink homepage will display.
b. In the center of the screen, the AZNet II Bulletin Board displays by default. 
Home Page and Bulletin Board

The Home Page contains navigation links to the main ticketing console as well as other applications.
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The Bulletin Board contains important information regarding outages or scheduled maintenance that may affect users or sites. Operations (non-Agency) staff will change and update these bulletins at regular intervals.
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· From this page, the user can navigate directly to the Remedy Console 

(CenturyLink Ticketing → CenturyLink:Console)

Remedy Console 
The Remedy Console screen is divided into four sections, each with its own set of functionalities:

· Navigation Bar – (left) a nested menu containing options to open sub-processes and new windows.
· Search Records – (top) a robust menu interface which searches records using keywords or characters.
· Filter Queues – (center) a search menu which filters tickets by group, status, assignment, and more.
· Results Window - (center bottom) a tabbed interface which shows the results of a search or filter.
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Navigation Bar

This Navigation Bar on the left side of the Console screen lists functions available in Remedy.
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Search Records
The Search Section at the top of the Console screen provides the functionality for users to search and retrieve records using multiple, flexible search parameters. By entering just a few characters in the Search Records input fields, results may be retrieved. Field entries are not case sensitive.
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The input fields contain the following parameters:
· Requester fields - First Name, Last Name, or Phone Number

· Agency/Site fields - Agency, Site Address or Site Code

· Computer Asset fields - Device, Circuit ID, IP Address or Serial Number
The buttons perform the following functions:

· Clear All – Clears all fields to the left and the “Ticket# Search” field on the right

· Search – Searches any character string or keyword placed in a field or fields.
· Note: Clicking the Search button or pressing Enter within a field accomplishes the same result.
· View Details – Opens the current search record. The form will open and display the complete details for the parameters chosen (Requester, Agency/Site, and/or Computer Asset)  
· Create Ticket – The ticket form is opened in create mode allowing for continuation with ticket creation.

· The results of searches that have been performed at the console level (requester or agency/site), are carried over on the ticket form when it opens, eliminating the need to search for this information a second time.
Ticket # Search
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· Ticket Search – Entry of a ticket number in the Ticket Search field and pressing ENTER will search the system for that ticket and open it.
Note: the Results of all searches will appear in the Results Window (see below) [image: image8.png]Urgency: @Low @Medium (DHich @Citicsl  Legend  MTTR: 52 >3t [Wpéne
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Filter Queues

The Filter Queues menu allows the user to utilize filters in order to quickly locate the desired tickets to process. From this screen the user can save defined filters (Save Filter) and open current filter results in a new window, allowing one to follow multiple filters (Open Queue).
[image: image9.png]v_Filter Queues

Level Group Queue 1 Group Queue 2 Group Queue 3 Status Urgeney [ Crested By Me Cleat Fiters
Vet - v surponr o < | | = 1] <] Dasetote

| sevedraec ] Unassigned

| saveredFier Refresh Al





The drop-down menus contain the following parameters:

· Level – The level of support of the assigned tickets

· Group Queue – The group the tickets are assigned to

· Status – Display only tickets with a selected status (assigned, open, resolved, etc.)

· Urgency –  Display only tickets for the selected urgency level

The buttons perform the following functions:

· Clear Filters – Clear all existing filters

· Open Queue – Opens a new window with the ticket queue for the user’s convenience

· Refresh All – Manually refresh the view with changes and updates

Results Window
The results of searches and filtering will appear in the tabbed interface seen below.
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· Results may be viewed in any one of the seven (7) tabs, which sorts the results by category, respectively.
· Legend in the results will indicate urgency assigned and estimated time remaining to completion.

Ticket management
Ticket Console

The Ticket Console is divided into five sections:

· Ticket Menu – (top center left) a menu containing information necessary to classify, summarize and open a trouble ticket.
· Primary Requester /Site – (top center right) an input box containing requester and site details.
· On-Site Contact / Due Date -(middle center right) an input box, nested below the Primary Requester/ Site box, containing site contact/customer and desired due date information. 
· MTTR Timeline - (middle center left) the ‘Mean Time to Repair’ timeline clock.
· Work Log – (center bottom) ticket progress and notes logging space with real-time update functionality.
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Ticket Menu

This ticket console workspace assists a user in opening a trouble ticket.
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Ticket Number

Ticket number refers to an incrementally tracked numeric sequence assigned to each individual ticket. Once a ticket has been saved, a number is automatically assigned in the box provided.
Ticket Category
Tickets are categorized and routed based upon an ITIL (Information Technology Infrastructure Library) version 3 Service Management framework: a set of best practices for procedures and tasks as routed through Change Management, Incident Management, Problem Management, and Request Fulfillment. 

For purposes of the AZNet II Remedy Ticketing System, these are defined as follows:

· Incident Management - Management of an unplanned interruption to an IT service or a reduction in the quality of an IT service. Failure of a configuration item that has not yet impacted a service is also an Incident.

· Major Incident - An Incident that has significant impact on the customer’s business, current or potential.  Major Incidents may, if reported in multiples, result in the creation of a Problem ticket.

· Request Fulfillment- Management of a request from a customer for information or advice (a Request for Information, or RFI); a simple Move, Add, Change (MAC), or a complex project that would require Project Management services (Project).  These normally consist of “standard” (pre-approved) changes.

· Change Management - Management of the addition, modification or removal of anything that could have an impact on IT services.  The scope includes all IT services, configuration items, processes, documentation, etc. 

· Problem Management - Management of the cause of one or more - often several - Incidents.  The cause is not usually known when a Problem record is created, and the Incident Management process is responsible for further investigation.

Ticket Type
From within Remedy, six ticket types are defined as follows:

Change Management 

· Change 

Incident Management 

· Repair 

Request Fulfillment 

· MAC

· RFI 

· Project

Problem Management 

· Outage  

Severity and Urgency
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Severity Rating
Severity represents the impact that the service disruption has on the customer.  It may be sensitive to the number of systems or services disrupted, but volume is not the only criterion applied. A generic Severity rating of 3 (default setting) will be initially applied in Remedy when the ticket is sent from AZNET Help Desk to CenturyLink (CTL). The CTL Service Desk Analyst will then determine if a higher or severity is appropriate, based on notes, logs and other data provided within the ticket.
Severity is rated as follows:
	Severity
	Description
	Specific Conditions

	Level 1 - Critical
	The presence of a severity 1 situation implies that business operations are severely affected. The situation has one or more of the following characteristics: 

· direct / indirect loss of revenue

· business service is not operational

· partial or complete outage of the production system

· data integrity at risk 

· production backup and recovery operations fail

Customer resources should be available to work on a 24/7 basis with CenturyLink personnel to resolve the issue. 
	The following conditions shall constitute a Severity 1 Failure and is defined as any one, or combination of the following on a per facility basis: 
Voice:
a) 
The Central Processing Unit (CPU) of any Voice Communications Service or adjunct equipment fails to process calls. 

b) 
Any failure to cause the Availability SLRs to not be met. 

c) 
An entire Agency site’s ability to perform mission critical business functions is in jeopardy or unavailable. 

d)
The problem directly impacts the public’s ability to receive critical State Agencies services. 

e) 
Any failure that the State determines to be a Severity 1. Examples of a Severity 1 Failure can include, but are not limited to: 

1) 
Total loss of any service at a facility 

2) 
Total loss of Call Center call processing 

3) 
Call Center failures that affect the mission critical functionality of multiple Agencies or “Call Center Critical Care” locations*. Contractor shall treat Call Center Critical Care location 

* CTL will treat Call Center Critical Care locations as the highest priority at all times.

	
	
	Data:
a) Any failure of a device supporting a facility or call center with availability of 99.99%.

CTL shall receive from the State a list of critical personnel which shall have the ability to escalate any outage (service) to a Priority 1. 

Restoration of Service for each incident = Less than 2 hours 




	Severity
	Description
	Specific Conditions

	Level 2 - Major
	The presence of a severity 2 situation implies that certain functions are significantly affected.  The situation has one or more of the following characteristics: 

· no reasonable, operational or procedural workaround is available 

· causes a loss of performance 


	The following conditions shall constitute a Severity 2 and is defined as any combination of the following on a per facility basis: 

Voice:
a) 
Ten percent (10%) or more of the Voice terminals cannot make and/or receive calls to or from the public telephone network. 

b) 
Ten percent (10%) or more of the Voice terminals cannot make and/or receive calls through the Voice Communications Services from other station sets directly connected to the Voice Communications Services. 

c) 
Ten percent (10%) or more of the Voice terminals cannot use the features and Services assigned to each Voice terminal set, in accordance with the applicable portions of the Features and Services Description in manufacturer’s installation manuals. 

d) 
Ten percent (10%) or more of the trunk cards or circuit groups fail to operate in accordance with manufacturer’s specifications/installation manuals. 

e) 
Any DS-1/PRI and above circuit or any CO or DID trunk group associated are out of service. 

f) 
Any failure the State determines to be a Major Failure. 


	
	
	Data:
a) Any failure of a device supporting a facility or call center with availability of 99.9%. 

Restoration of Service for each incident = Less than 4 hours


	Severity
	Description
	Specific Conditions

	Level 3 – Moderate/Mino
	The presence of severity 3 implies that there is a moderate impact to functions but the situation can be circumvented so that operations may continue; a minimal effect on performance, but with no business impact to the end user. The presence of a severity in which the issue in question does not impede operations and results in no business impact to the end user. 
	Voice:

A Severity 3 Failure is any failure of the equipment not defined as a Severity 1 or 2 Failure. 

Data:

Any failure of a device supporting a facility or call center with availability of 99.8%. Restoration of Service for each incident = Less than 16 business hours 


For all levels of Severity, if the device can be accessed remotely, issue resolution activity will begin within the agreed upon Incident Resolution SLRs.  If the problem cannot be resolved remotely, CenturyLink will dispatch to the site. CenturyLink will have repair technicians located in the Phoenix Metro Area, Tucson and Flagstaff. The required drive time will not be added to the total “Time to Restore.”

Urgency rating
An Urgency rating represents the necessary speed of resolving an incident, based on business impact and criticality.  Urgency will be determined by the end user at the time of ticket creation.  
Urgency ratings are defined below: 

· Rating of “1” – Business critical (End user cannot carry out normal work responsibilities and no alternatives are available).

· Rating of “2” – Business impacting (End user can carry out normal work responsibilities, but requires the use of ‘whatever is not working’ for day-to-day tasks).

· Rating of “3” – Non-business impacting (A work around is available, or does not impact day-to-day tasks.)
Status 

Upon generating a new ticket, the current condition or state is chosen from the drop-down Status menu.
[image: image14.png]status
new

Cosed
INew
assigned
on Fold
Cancelles
InProgress
[Resolved
(dear)

o




Status conditions are defined as follows:
· Closed - After remaining in a resolved state for 5 days (the required waiting period) without being reopened, a ticket is automatically closed by the system.
· New - When a ticket is first created and saved, its initial status will be New until it is assigned or canceled
· Assigned - This indicates the ticket has been assigned to the agency submitting the ticket or the AZNet II Help Desk.  If the submitting agency wishes to add more information or hold the ticket for any reason, this keeps control with the submitter allowing the input of more information or cancellation.
· On Hold - Ticket is currently not able to be ‘worked’ due to factors preventing its resolution or closure.

· Canceled - The ticket was cancelled due to an incorrect ticket type (another ticket is reopened correctly), or any other reason the ticket does not need to be worked   Agencies can cancel the ticket it if has not been assigned to the AZNetII helpdesk or CenturyLink.
· In Progress -The ticket has been submitted and is being worked on by the group to which it is assigned
· Resolved - The ticket has been resolved and no further action is required.  This status will automatically change to closed unless the ticket is reopened by CenturyLink because of outstanding issues.
Status Reason

This drop-down menu designates the reason a ticket is in an ‘On Hold’ or ‘Cancelled’ status 
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Status reasons are defined as follows:

· On Hold – Fifteen (15) possible reasons are available to explain why a given ticket is on hold (that is, not currently in the state of investigation/analysis, resolution or closure).

· Cancelled – Two (2) options are available to justify ticket cancellation.
Group Assigned To

This drop-down menu designates the group to which Agency users will assign tickets. 
[image: image17.png]Group Assigned ®
faces,

rcccs cs
AZNET_SUPPORT DESK
[Agency T [State Of Arizona





Agency users will be given two options:

· Self-assignment to their own agency; the group may change and add information until it is ready for submission. 
· Assignment to the “AZNET_SUPPORT_DESK” group; the AZNet II Help Desk will then work and re-assign the ticket as appropriate.
Level assigned to

This set of two fields is automatically populated after a ticket has been re-assigned. 

[image: image18.png]Level Assigned To

LEVELT  [State O Arzona



 
· The first field indicates the current assignment level, such as self-assignment (Agency), AZ Net II Help Desk (LEVEL1) or CenturyLink Tier Level of support. 
· The second field designates the organization supporting the assignment (State of Arizona or CenturyLink)
Parent/Outage

When a problem ticket is due to an outage, this field is populated by a CenturyLink Help Desk analyst. 

[image: image19.png]Parentioutage ParentiOutage Name (Populate ONLY for parents)  Parent Ticket (Popuk

[ &y

Bl4




· The Parent/Outage field references the name of a master outage ticket, or “parent” ticket. 
· The Parent Ticket field references the number to which this ticket has been assigned.
Primary Requester /Site
The submitter must include the information for the person and agency requesting the opening of the ticket.  This does not have to be the individual actually opening the ticket.
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· Requester Information –Information for the person requesting the ticket.  

· Site information– After selecting the Agency Code and hitting <enter>, this information will automatically filled in with Agency Code, Agency Name, Site Address, and Site code.

On-Site Contact / Due Date 

The submitter must add the on-site person to be contacted as the ticket is worked.  This contact can be different from both the ticket submitter and the primary requestor.

The Due Date field contains the customer desired due date and might not be honored if this would not agree with the service level requirements. This date usually indicates a date later different than the normal due date and would be used if the customer wants the ticket worked at a later time (facilities are not accessible, for example).

· On-Site Contact information – The information for the individual to be contacted to work the ticket, gain access, and verify completion.

· Due Date information– The desired due date for the request.  This may or may not be honored if processes or service level agreements dictate a different due date.  This field allows the requestor to let the help desk know of a specific date to have the request completed.

MTTR Timeline

The timeline indicates time remaining to bring a ticket to completion
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· Hours remaining are represented by the movement of green (sufficient time) to red (out of time).

Work Log

The Ticket Work Log provides a communication facility for ticket creators, assignees and valid updaters.  When a ticket is created or reassigned, an entry is automatically placed in the Work Log field.  Verbiage may be entered in the first field under the Work Log section heading and transmitted by pressing “Enter” or clicking Update.  The entry is displayed in the Work Log field.

If the entry is from a different group, “Update” is displayed under the Log Type and an email is sent to the Assignee.

A selected Work log entry is displayed in the open field to the right.  The entries may be displayed in detail by selecting the Work Log Diary button.
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· Selecting Work Log Report displays all entries in the Work Log.
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[image: image24.jpg]From: aznetsupportdesk@azdoa.gov [mailto:aznetsupportdesk@azdoa.gov]
Sent: Thursday, July 19, 2012 10:57 AM

To: Jonathon, Smith

Cc: John, Doe

subject: Alert: Ticket# XYZ assigned to your group has been updated by an external group

Ticket assigned to your group has been updated by an external group: mpascale: EIC/State Of
Arizona

summary of update:
07/19/2012 13:56:47 -

** Here is the content of the update here. **

Thank you,
Remedy





Create a Ticket

1. From the Bulletin Board, click on CenturyLink:Console.
a. The Remedy Console screen will display.
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2. On the Remedy Console navigation bar, click on the New Ticket link . 
b. Alternately, the user may click the Create Ticket button, located in the Search section of the Console screen.
c. At this point the ticket is not yet created. There is no ticket number generated until the first Save.
d. The ticketing console will display:
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Enter Primary requestor/site
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1. Complete all required fields.
2. Enter a First Name or Last Name.

3. Press Enter or click on the Search for Requester button.
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4. Select the desired name from the displayed list. 

a. A valid name will auto fill the Phone and Email Addr fields.

5. Select the desired values from the drop down lists for the following fields:
Agency Code
Agency Name
Site Address
Site Code
a. Each dropdown list is sorted alphabetically and may be scrolled to find the correct value.
Enter On Site Contact / Due Date

This section contains the information for the person on site to be contacted to work the request.
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1. Complete all required fields (indicated by a +).
2. Enter a First Name or Last Name.

3. Press Enter or click on the Search for Requester [image: image31.png]


button.
4. Select the desired name from the displayed list. 

5. Fill in the Phone and Email Address fields.
6. If desired, fill in the corresponding Agency Ref# ticket number, as initially assigned by the agency’s internal system.

7. If a specific timeframe is requested, fill in the optional Due Date/Time field.
Search a Ticket
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1. Enter all desired information into the Summary field.

2. Click Save once all required fields are completed.

a. Newly created tickets are assigned a number, a status of New and assigned to a Default User Group.  Users can only create tickets within their Default User Group.  Also, see the “Status Rules” below which govern the assignment of ticket status.
Using Search Records
1. To search, click on the desired search field.
2. Enter the search criteria.
3. Hit ENTER on the computer keyboard, or click the Search button on the Console. 
a. The system will perform a search based on the entered criteria. If there is a match, other related fields will populate.
4. Check the Current Record tab.

a.  The system will display all tickets related to the search performed.
Example Search
Search for Jonathon Smith whose phone number is 123-456-7890:

· In the First Name field, enter “Jon” or any part of the name and hit ENTER, or
· in the Last Name field, enter any remembered part of the last name (e.g., “Sm h” or “ith”, or
· from the Phone Number field, input any portion of the number and click ENTER.

If there is more than one match, the system will display the screen below from which the desired individual may be selected.
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If there is only one match to the search, the above screen will not be displayed.  The search results will be displayed in the Search Section fields of the Console screen.
Filter a Ticket

Using Filter Queues

1. To filter tickets, first make a filter selection by setting values for the different available fields.
2. Click Refresh All.
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Filtering Options

The top row of the Filter Queues section of the Console screen contains the following fields:
Level, Group Queue 1, Group Queue 2, Group Queue 3, Status and Urgency.

1. Select the desired groups to filter on.
a. On the right side of these fields are additional filtering options with check boxes:

· Created By Me: Filter and see only tickets created by the current connected user
· Assigned To Me: See the ticket assigned to the current connected user

· Unassigned: See unassigned tickets

b. The filter options in the check boxes will be combined with the selections in the fields Group Queue 1, Group Queue 2, etc.

c. To view the results of the filtering activity, when finished with the selection, click on the Refresh All button.  Only those tickets that match the selection will be displayed in the current active tab below.
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2. To clear all fields and restart the filtering process, click on the Clear Filters button.

Saving Filters

The system offers the ability to save defined filters.  To save filters, perform the following steps:

1. From the Console screen, make the desired selection.
2. Click on the Save button filter. The following Console Filter Management screen will open.

3. Make additional selections from the Console Filter Management screen, if desired.
4. Set a name for the filter in the Filter Name field
5. Click on the Add/Update button.
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Filter Example

A filter exists that shows all repair tickets assigned to Enterprise Infrastructure & Communications (EIC). The red boxes marked in the Filter Queues section on the Console screen below reflect the selections that have been made to acquire all tickets assigned to EIC.
[image: image37.emf]


1. To save this filter, click on the Save/Edit Filter button.
a. Other filtering options still exist and are saved so more selections can be entered if desired.
[image: image38.emf]


b. The name for the new filter is entered in the green box above. 
c. The sample filter has been named Ticket Assigned to EIC.

1. To set this filter as the default filter, click the box next to Save As Default. The next time the Console is accessed this filter will be automatically applied.  The default filter may still be customized or a new filter may be created.

2. Click the box next to Share With Default Group if the filter is to be shared with people in the same default group. Please remember, a user can be in many groups, but a user can only have one default group.

At the bottom of the screen click the Add/Update button to save the filter. The same Add/Update can be used to edit/update existing filters.
To update existing filters on this screen, take the following steps:

1. Double click on the desired filter to update.
2. Make the update selection.
3. Click on the Add/Update button.

Opening Queues

To open queues take the following steps:

1. On the Console screen set the filter selection.
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2. Click the Refresh All button.
3. Click on the Open Queue button.  This will open the current filter results in a new window, allowing one to follow multiple filters.

Note: If more than one monitor is available, view each Opened Queue on a different monitor and use this as a dashboard to follow multiple situations at the same time.

Note:  The preference settings of the table displaying the data may be used to set the refresh interval rate of the data.

Modify a Ticket

Once a Ticket has been created, and if a user belongs to the Group Assigned To value, that user will have full access to modify the ticket.  Attempts to modify a ticket by an invalid Group Assigned To user will result in the following error message.
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If the user does not belong to the current Group Assigned To value, the user can only update the work log.
To modify a Ticket take the following steps.
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1. Search the ticket on the Console screen.

2. Open the ticket.

3. Change the desired field.

4. Click Save.
· If no error is encountered, the change is saved.
· If an error occurs the change is not saved.  Address the error and retry.

Cancel a Ticket
While the ticket is still assigned to the user’s agency code, they may cancel their request by changing their status to cancelled and clicking Save, or by simply clicking Cancel Ticket. Tickets which have already been assigned to the AZNet II Help Desk may no longer be cancelled (or deleted).

1. To cancel a ticket, if not already open on the screen, perform a search for the ticket.

2. Click Cancel Ticket.

3. Click Save.
· If no error is encountered, the change is saved.
· If an error occurs the change is not saved.  Address the error and retry.
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Assign a Ticket

To assign a ticket to a different group, a task must be added to the ticket.  Users must create tasks for each ticket for any action to be taken on the ticket (See Task below).

1. To assign a ticket that has tasks assigned, on the Ticket screen, select the desired Group from the Group Assigned To pull down menu.

2. Click the Save button.
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Resolve a Ticket (Help Desk Only)
All tasks assigned to a ticket must be resolved before the ticket can achieve Resolved status. If an attempt is made to resolve a ticket that has unresolved tasks, the following error message is displayed:
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1. To resolve a ticket that has all its tasks resolved, click the Status pull down menu, select Resolved and click Save.
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When the ticket has been successfully resolved, an email similar to the following will be issued:
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Sent: Thursday, July 19, 2012 11:13 AM

To: Jonathon, Smith

Cc: John, Doe

Subject: AZNqg, pport Desk Ticket Number 5628014 has been Resolved.

ASET

Avizona Strategic Enterprise Technology

AZNet Il - Arizona Network
Ticket number 5628014 for the AUTOMOBILE THEFT AUTHORITY has been resolved.

Summary:

sample test

If the resolution is not to your satisfaction, please contact the AZNet Support Desk immediately at 602-364-4444 or
aznetsupportdesk@azdoa.qov.. If you do not respond within three business days, your resolved ticket will be closed

! [[Based upon your recent interaction with AZNet, please let us know how we are doing. Click on the following link and complete the AZNet
Customer Satisfaction Survey: www azqu gov/aznet_survey.

We can be reached at 602-364-4444 or aznetsupportdesk@azdoa.gov.





Close a Ticket

Agency users are not allowed to close a ticket.  Helpdesk users either change a ticket to resolved, or re-open the ticket.  The system will automatically close a resolved ticket after 5 days unless it is reopened by the AZnet Support Desk or CenturyLink.
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Glossary of Terms & Definitions
Change

The addition, modification or removal of anything that could have an impact on IT services.  The scope includes all IT services, configuration items, processes, documentation, etc.

Functional Escalation

(For simplicity, referred to as “Hand-off” or “Assignment” as the circumstances warrant).  Hand-off or Assignment refers to a routine function of the Incident Management process that governs the transfer of responsibility for an open Incident to another support tier and/or area of expertise within the operational Project Team.  Synonyms include: assignment, routing, or dispatching.

Hierarchical Escalation

(For simplicity, referred to hereafter as, “Escalation”).  Escalation refers to the decision to invoke a formal intervention for an Incident (Repair) or Problem (Outage).  Escalation may be invoked when the process is faced with an Incident of major impact, or a system Outage, if the process is deemed incapable of meeting it’s agreed upon Service levels.  Escalations will be handled by the Service Manager who has the authority to expedite crisis handling (e.g., immediate, but temporary, changes in priorities, teams, or working relationships).

Incident

An unplanned interruption to an IT service or a reduction in the quality of an IT service. Failure of a configuration item that has not yet impacted a service is also an Incident.

Known Error

A Problem that has a documented root cause and a workaround. Known Errors are created and managed throughout their lifecycle by the Incident Management process.

MAC

A Move, Add or Change of less than 20 tasks.

Major Incident

An Incident that has significant impact on the customer’s business, either current (such as a Service Outage) or potential.  Major Incidents should result in the creation of a Problem record (ticket).

Mean Time to Detect (MTTD)

MTTD would be the difference between the onset of any event that is deemed revenue impacting and its actual detection by the technician who then initiates some specific action to recover the event back to its original state. This would not be the same as starting the “Mean Time to Repair” (MTTR) clock. (i.e., once the technician receives a trouble ticket). The onset of any revenue-impacting event almost always is recorded at some specific time by some specific equipment. The key element would be to bring the detection tool into the technician’s environment and then measure the difference between the events time stamp and the tech’s first action indicating recognition of the event (MTTD).
Mean Time to Isolate (MTTI)

The Mean Time to Isolate (MTTI) defines the average isolation time for events during the Incident/Problem Management process. An event is isolated when the root cause of the problem is diagnosed or determined to be outside the scope of the service.

Mean Time to Notify (MTTN)

The standard Time to Notify agreement provides that CenturyLink will respond to Severity Levels 1 and 2 in accordance with the timeframes described below. Time to Notify is the time elapsed from an Incident Ticket’s creation that was detected or generated by CenturyLink’s Service Delivery team, to the time the State of Arizona has been notified that the Ticket is being worked. 

Mean Time to Restore (MTTR)

Time to Restore is the time elapsed from a Incident Ticket’s creation, i.e. time stamped by virtue of a Incident Ticket being reported to CenturyLink by the Customer or by a Incident Ticket being automatically generated by the CenturyLink service delivery toolset, to the time the trouble has been resolved, a work around has been identified or service has been restored. Upon resolution, the Incident Ticket will be stamped accordingly.

Problem

A cause of one or more Incidents.  The cause is not usually known when a Problem record is created, and the Incident Management process is responsible for further investigation.

Project
A MAC that consists of 20 or more tasks.  CTL can change the ticket type from MAC to project for a ticket with less than 20 tasks if the request is of a complex nature, i.e., create an ACD for 10 users, which would involve call flows, scripting, programming, user training, etc.

Request

A Request from a customer for information or advice (Request for Information); a complex project that would require Project Management services (Project MACD); or a simple Move, Add, Change or Delete (MACD).  Note that “Standard Changes” (i.e., password resets) or for access to an IT service, are normally handled by the Service Desk and do not follow the formal Change Management process or require a Request for Change.

Root Cause Analysis and Permanent Fixes

determination of the root cause of Problems and developing a permanent fix for problems are handled by the Incident Management process.  The Incident Management process is only concerned with restoring service as quickly as possible. It is up to the Incident Management process to identify root causes and fixes for major or repeating Incidents.

Seat
A monthly price to the Agencies which includes equipment, installation services, MACs/Service Requests and operational support of all in-scope devices and systems.

Severity

represents the impact that the service disruption has on the customer.  Severity may be sensitive to the number of systems or services disrupted, but volume is not the only criterion applied.  The number of customers, sites, or systems affected may or may not have a significant business impact. A Severity rating will be determined by the CTL Service Desk Analyst at the time the ticket is received by the CTL Tier 1 Service Desk queue.

Urgency

A measure of time before an Incident, Problem or Change will have a significant (negative) impact on the customer’s business.  Impact and Urgency are used to assign Priority.

Workaround
A procedure or a temporary fix that reduces or eliminates the impact of an Incident or Problem which does not have a permanent fix yet. (e.g., restarting a failed Configuration Item is a workaround).  Workarounds for problems are documented in Known Error records.  Workarounds for Incidents not associated with Problem records are documented in the Incident record.

Ticketing Console – console from which the majority of user functions are performed, including ticket management, record administration and associated search functions.





Proprietary links from which the user may alter their user preferences, search forms or use the report console.





Administrator Console - open only to system administrators.





Opens a new ticket form to create tickets. 





The Configuration section allows the system administrator to customize how agent menus, groups, people and on call agents are viewed and assignment data are organized. 





Allows the user to assign a ticket to their own agency or to the AZNet II Lvl 1 Help Desk.





The Record Management section provides quick access to inventory data, site and cost centers. Relationships between existing records may also be displayed.





Opens the Report Console tool for building, customizing and exporting reports.





Opens a task form to search existing tasks.





Allows Operations staff to set bulletin board messages.





Opens a search form to search existing tickets. 
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