FootPrints Quick Reference Sheet

Creating an Incident

Numara FootPrints is a web based work ticket software package replacing HEAT. It is not
restricted to any specific browser, or OS. However, you must have pop-ups enabled.

Logging-In

1. To access the system, go to
https://helpdesk.gsu.edu
2. Use your campus ID and LDAP password to access

the system (this is the same password used to
access EasyView) GeorgiaState University
3. Click on Login O
e Note: Your browser must allow for pop-ups to be e [@tedn

New Users: Sign Up Here

used from https://helpdesk.gsu.edu for the system

to work properly.

My Dashboard

After logging into the system, you will be taken to the “project” home page. In the main screen
you will see My Dashboard. This section gives you information about incidents in the system as
well as other information that you may find useful. The top section is fully customizable so that
you can include useful information such as RSS feeds, HTML text, charts, and graphs that you
might find useful.

The second section down lists all of the incidents that are assigned to you. The drop down box
located to the top left of this section allows you to view your assignments, as well as the
assignments for each of your assignment groups.
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Creating an Incident

Creating a ticket (incident) is very similar to Remedy and HEAT in concept.

ALCTSIEES «——— 1. From the menu box on the left hand side of the screen, click on

Tﬁ Create Incident .
ro—— Create Incident.

=y— 2. A new window will appear, this will be the incident create
form.

Hew Incident for Test QA Help Desk - General Informaion ., Usa salectad template

New Incident

New Incident Section

1. Give the new incident a summary title. This will be used to help identify the ticket in a
list without having to open the ticket.
2. The default priority given all tickets is Medium. You can change the priority of the
incident by using the drop down. Valid choices are:
Critical
High
Medium
Routine
Extended
= Note: Routine and Extended are to be used for service requests. In
order to see the SLA associated with a priority, click on the priority in
the drop down box and then click on the SLA Information link located
under the dropdown.

for Test QA Help Desk - General Information . Use selected template

Title*

Priority™*

Last Name*

'
e

SLA Information
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3. Alltickets will be opened in an Open Status. When a ticket is assigned to a group, or
technician, the status should be changed to assigned.

4. Ignore Last Name, First Name, and Email Address as this will be filled in using the
section below.

Contact Information

1. First type the customers CampuslID into the CampuslID Field
2. Hit Enter on the keyboard

&)' Select Contact

%m History En Clear

Department Mo Choice b

o Note: The system will search the campus LDAP directory and return the customers Last
Name, First Name, Email Address, and phone number. If a person does not know their
CampuslID, then the agent can enter in any of the information that they do know (i.e.
Last Name) and hit Enter. The system will return a list of possible options from the LDAP
directory.

e Note: If the caller is not in LDAP, then the technician will have to enter in Last Name,
First Name, Email Address and a CampusID. (Note: Any label in Red is a required field
and must be completed in order to save the ticket.)

3. If the customer is calling in reference to a previous ticket that they have submitted, or
you would like to see the incident history for the customer, you can enter the CampusID
of the customer, hit enter, and click on the History icon located above Last Name.
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Description

1. The description box is where the customers comment on the issue is entered.

2. If you wish to search the knowledge base on a solution, you can click on the Search

Knowledge Base Icon.

| Quick Descriptions VI“! m Search Knowledge Base
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User is unable to get a dial tone on IP Telephone. User has checked cabling and made sure that the
phone is plugged in. User is not getting any lights on the phone. The users computer is connected
through the phone and the user is getting netowrk access on computer.

e Note: the description field is information that will be passed to the customer. In the
future, and information that you would like to send to the customer should be entered
into the description box.

e Note: You can format the text captured in the description box including hyperlinks and
pictures. File attachments will be added below.

Issue (incident) Information

1. The next box down is the issue information. This is information for the technicians
working on completing this issue.

2. The first four fields are for categorization of the ticket by the Request Type, Category,
Type, and Item. The boxes will populate based on the selection made in the previous
field. Assignment suggestions will be made based on the CTI.

/

A
Request Service Ragisst B Category™ | Telecorrmun| cations - Type* Talaphors hod
Types®
Item® Question 4
frliaabrritlcd Pharuge » Urgency™®  Medium - Impact® mMedium -
An e-mall will ba sent to the cstomer to remind therm of the appolnbment,
Appointment = Qustomer | o Chalce ~
Time — Closure
Technician notes will not be sent to the customer
Technican
MNotes
SLA Due 05/01,/2008 3:52 PM o] SLA 04/30/2008 4:37 PM &=
Date Response

Time
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e Note: If you are using a CTl related to a classroom support call, you will see two
additional fields populate asking for the building and classroom number. This list
is populated with the classroom that IS&T currently supports.

Some CTIS have associated pop-up screens asking for additional information related to
the request being

made. If a new

i Department or N | Charge [ | This request
window pops up, College Il | coda L )
. CampusID of phone | |Istherea |1 choice v | Current | 'ne choic |
you will be asked to ekl . s o choic= ki |2 Choics v
the current Number

complete the S s S
Assign a new | No Choice % Phone | Mo Choice % Existing wall | 15 Choice v |
- 3 Maodel ' — jack with =

additional number? label?

. . Rollover/secondary | 1o choice o | Fax Modem
information and number required o= Y] O U
International D Long D Speaker D

click on SAVE ::::r:a“ - Distance Blans
before continuing
with the rest of the
issue.

The Submitted Via field lets the technician know how the ticket was received. Valid

choices are phone, self, and system event.

E SAVE nNote: You must click this 'SAVE' button BEFORE clicking the 'SAVE' button on the main Create Page.

The Urgency field is used to capture the urgency of the customer to resolve the issue.
This should reflect the customer’s perception. Valid choices are Critical, High, Medium,
and Routine.
Impact is used to reflect the effect that the incident is having on the customers ability to
perform their job function. Valid choices are Critical, High, Medium, and Routine.
The Appointment Time field is to be used when the technician sets an appointment
with the customer to perform some task that the customer when the customer needs to
be present.

a. Simply select the date in the calendar

Mon |Tue

59 GO

<

1
E
15
2z

23

Da

April 2008 > =

[ by clicking the number. The day highlighted in
red is today’s date.

Wed |Thu | Fri | Sat |Sun
2 3 4+ 5 6
9 |10 |11 |12 |13
18 17 12 19 | 20
) 24 23 28 | 27
30

b. You can select the start time by
making sure that the radio button next to
Start Time is selected then checking the
appropriate hour and minute. Be sure to

te:

check the appropriate AM or PM.
c. Youcan putinan End Time, but it is not necessary.
. Make sure that the radio button next to No Link under Calendar is selected.
e. Clickon GO
e Note: You can use the Clear Data button to clear the appointment time
if you need to reset the appointment or delete an appointment from a
solution.
Note: When an appointment time is present and the incident is saved, an e-mail will be
sent to the customer and the technician reminding them of the appointment.
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8. Technician Notes is where a technician can put information that can only be seen
internally by other technicians. Notes entered in this field will not be sent to the
customer.

9. SLA Due Date and SLA Response Time are automatically generated fields based on the
priority of the ticket. These fields will be calculated once the issue is saved.

e Note: If an issue is placed in a pending status, then the SLA Due Date and SLA Due
Time will also show to be a pending status until the ticket is again moved to a WIP
status.

Technician and Notifications

1. Think of this as the assignment field. Here is where you assign (or change assignment).
You can assign a ticket to multiples. In the example below, the issue has been assigned
to both the team and an individual technician in that team. You will want to be careful
with this feature.

B Technician and Notifications

Technician @ Check Availability Send Email To
Project Members Technician D R
=AYSPS PC Support A Proj Mgmt Office

~Advanced Campus Servic =

Test Agent B
—African American Studies E9

<Applied Linguisties ESL
—Art and Design
+Arts =nd Science Deans (¥

|

3. The Send Email To area is used to send an e-mail to the customer. An e-mail will be sent
when the ticket is created and when it is initially assigned to a group. If a technician
needs to send an e-mail to the customer, and would like for the e-mail to be captured in
the ticket, then the technician can type in the comments that they wish to send to the
customer in the Description area and make sure that the contact box is checked. Also, if
the technician would like to send information about the ticket to someone other than
the contact or technician, they can enter in the full e-mail address of the person in the
CC: box.

Attachments
A new feature in FootPrints is the ability to attach files to an issue.

1. Simply click on the Attach Files icon.

[ &ttach Files

Last Attachment ![No files currently attached]
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2. Anew dialog box will appear giving you the option of attaching up to three files to
the issue at a time.

e Note: Each attachment is limited to 500 KB.

e Note: Periodically the system administrator will delete attachments that are linked
to issues that have been closed. The issues will remain in the system; however the
attachments will show as being removed and not longer available in the system.

Time Spent
As mentioned above, in this section you can enter additional time spent working on this issue.

1. Under Additional Time Spent you can enter in any additional time sent working on
this ticket. (This is useful for technicians that may print off a ticket and carry it with
them to work the issue in the field. They can then return and put in additional time
so that they are accurately accounting for time related to the issue.)

2. Technicians also have the ability to enter any comments related to the time spent
on an issue.

B Time Spent

The automatic time-tracking feature is currently running at the top of the screen and will record the total amount of time you will have spent working on this Incident.

Automatic Time Tracking

Start Dat d Tis
art Date and Time 04/22/2008 2:02 PM | [E8]

Comment

You alse have the option of tracking the time spent on this Incident. If you have zlready spent time working on this Incident, enter the amount of time spent thus far here.

Additional Time Spent

hunrsl:‘ minntesl:l

Comment

E:}l Add Another

History

The final section of every case is the history. This is a non-editable audit trail of auctioned taken
on this ticket including e-mails and escalations that have been sent as it relates to this issue.

Currently shown: Complete histery Show: Incident history only  Email history enly

Data Tima Usar Action

04/10/2008 10:36 AM Test Lead Crested: Test Ticket
Initiz| Status: Open
Initiz| Priority: Medium
Initial Category: Workstation Hardware
Initial Type: Sound Card
Initial Item: Install / Problem
Initial Appointment Time: 04/11/2008 3:00 PM
Initizl Urgency: Medium
Initizl Impact: Madium
Initial Submitted Via: Phone
Initial SLA Due Date: 04/14/2008 8:55 AM
Initizl SLA Response Time: 04/11/2008 S:40 AM
Initizl Last Name: Alberts
Initial First Name: Randall
Initial Email Address: ralberts@gsu.edu
Initizl CampusID: ralberts
Initial Phone: 4044134303
Added Assignee : Proj Mgmt Office Test Agent
Escalated Escalzted: Appointment with Customer
Changed Status to Pending - Customer from Open
Escalztion email sent: ralberts@gsu.edu 7

Escalztion email sent: testlead@gsu.edu
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Save

Finally, and perhaps most importantly, every time you make a change in a ticket you must

save before leaving that ticket!

. Note: The Save icon can be found located at the top and the

E SAYE bottom of the issue form.

Printing an Issue

1. Inorder to print a ticket, you will need to be in read only mode for the ticket.

a. If you are on My Dashboard, click anywhere on the ticket row except for the
paper and pencil icon.

b. If you are in ticket edit mode, click on Details located at the top of the issue.
(Note: Simply clicking on Details the system will alert you that your current
changes will be abandoned. First save the issue, then go back to the ticket in a
read only mode.)

2. Inread only mode you will see several new icons at the top of the issue. (Note:

Some icons are role specific.)

3. To print the issue, click on the Report icon.

[ edit [B) Details @ Link [2] Subtask g Link to Global [B, Report [ Add to KB & =D
Incident 61 in Test QA Help Desk - General Information

Title Test Tickst

4. The issue will open in a new window so that you can print. This report will include
any additional fields that are complete in pop-up screens.

Linking an issue to Global

1. One of the icons at the top of the ticket will be Link to Global. Click this icon.
You will be given a pop-up window with a drop down box. In the drop down box
select the global issue that you wish to link
the current incident. Select a Global Incident for Linking

3. Once the Global issue is selected, then

Please select an open Global Incident from the drop-down list below.

select GO. The incident is now linked to
the Global Incident.

(Nothing Selectad) v

(Hothing Selected) |

[ #151: Phillip Mitchemn
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4. You can also create a new linked issue to a global issue be clicking on the global icon
next to the issue on the dashboard.

Global Incidents

Incident # Title *

151 Phillip Mitchemn it

5. When you click on the icon, a new issue will open with the same title and comments
as the global issue. You will need to fill in the customer information and click Save.

Creating a Global Issue (Managers Only)

Currently only managers and team leads have the option of creating Global issues or promoting
issues to Global status. If you do not have this access, but feel that an issues needs to be
promoted, you should assign the ticket to your manager so that they can promote the issue.

1. To create a Global incident without first
ﬁ Project Home creating an incident, a manager can simple click on the Global
” Incident located on the project home page.
|ﬁ| Create Incident 2. A new window should open with a new issue.
a Global Incident The difference is that the contact information is not included. A

Global issue is not assigned to a customer, instead a Global

+x Quick Incident issue is created and then individual customer issues are created
from the global issue.
3. Increating a Global Incident, there will need to be a Priority assigned. Note: Not all
Global Incidents will need to have a critical Priority.
4. You will still need to complete all of the required fields including the CTI, Urgency,
and Impact.
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5. If a Manager wants to promote an Issue to a Global Issue, first they must open the
issue in a read only state.

a. If you are on My Dashboard, click anywhere on the ticket row except for the
paper and pencil icon.

b. If you are in ticket edit mode, click on Details located at the top of the issue.
(Note: Simply clicking on Details the system will alert you that your current
changes will be abandoned. First save the issue, then go back to the ticket in a
read only mode.)

6. Atthe top of the Issue, you will see a tool bar. One of the options will be Global.

L}Edit I-_.] Details f-iﬁ{ Iﬂ Subtask OlElc:al ,ﬁ Report

7. When you click on the Global icon, you will see a new menu appear.
8. In order to make this issue a Global Issue, click on the Make Global link.

e _ e _
& Back a Malke Global @ Link to Glabal

9. Doing so will open up a new Global Issue window (an Issue without any customer
information.)
10. You can fill in any additional information to the Global Issue and save.

10



