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Overview

This document is intended for the sole use of UMass Lowell employees who provide Tier 1
and Tier 2 assistance as outlined below. It is not intended as a training manual for Tier 3
Help Desk staff. It is assumed that users of this manual have had the HEAT client installed
on their PC and that a login account has been created.

This document will provide an overview of the HEAT application and provide instructions on
using HEAT to create new tickets and to acknowledge, re-assign, and close existing tickets.

The HEAT Call Logging application is a tool that will initially track the logging and resolution
of issues related to the e*mpac HR/Financials system and the ISIS Student Administration
system. It will eventually be the tool to log all other issues from our different systems. An
issue is any event that prevents a user from completing an operation in the e*mpac or ISIS
applications. Examples of issues that may occur include:

= the inability to log into any e*mpac, or ISIS environment, e-mail, domain

» the appearance of error messages;

= the inability of a system to perform in an expected manner;

= the inability of a user to perform a particular action (e.g. run a query, generate a
report, access e-mail, access internet);

= the inability to utilize network resources

Upon receiving a call from a user, the Help Desk will create a ticket (record the issue) and
assign it to the appropriate Tier and Group for resolution.

Tier 1 consists of the current Help Desk staff. Tier 1 responsibilities include:

* |ogging all calls in the Help Desk system

* analyzing calls to determine the nature of the problem

» use predefined scripts and past experience to resolve the problem or determine
the appropriate Tier-Two group for triage

* reset e*mpac and ISIS system passwords

= escalate calls to Tier-Two and Tier-Three as needed

» follow up with Tier-Two and Tier-Three to ensure calls get closed

Tier 2 includes technical experts, functional experts and a security administrator. The
technical experts are networking and telecommunications staff and desktop support
specialists. Functional experts provide assistance with the daily operations associated
with the system and are key users such as core team members from the e*mpac and
ISIS projects and the training team. Security administrators will have the ability to
assign, modify or remove accounts and permissions.

Tier 2 responsibilities include:

= working directly with users to resolve problems, providing training to the user, if
necessary

» working with campus SMEs to resolve problems

= providing scripts to the Help Desk to answer and resolve calls that are frequent in
nature

» escalating calls to the Tier-Three Help Desk, as appropriate.

» communicating system status and planned outages to Tier-One, Tier-Three and
the appropriate management staff through a well-defined process

* re-assigning calls to another Tier 2 group, as appropriate
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Tier 3 staff will include functional experts with deep and broad knowledge of the
PeopleSoft applications as well as developers and technical infrastructure support.

Upon resolution, it is the responsibility of the person who resolved the issue to update the
HEAT database (i.e. close the ticket) and contact the user with the appropriate solution.
HEAT will provide notifications to the user and technician through email (when ticket has
been open, assigned, and solved), though if further assistance is needed, technician should
contact user upon completion or follow up
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Strep 1- End User
Calls Campus Help Desk
(Tier 1) for support

>

Step 2: Campus Help Desk
(Tier 1)

- Follows Troubleshooting
Scripts
- Records Ticket in HEAT

Issue Resolution Flowchart

Step 3
Resolved and
Closed?

Step 4A — HEAT Email System
will send an email to End User
reporting completion of ticket

No

Step 5
Technical or
Functional (Tier 2)

Step 4B
Tier 2 or Tier 3
ticket?

Functional

TechP»{ - Escalates ticket to local

campus Technical Support (Tier 2)
- Ticket Troubleshooted by local
Technical Support

Step 6A - Campus Help Desk
(Tier 1)

Step 6B — Campus Help Desk (Tier 1)
- Escalates ticket to local campus SME
(Tier 2)

- Ticket troubleshooted by local SME

Step 7
Tier 2 Resolves?

No
h 4

Step 8B — Help Desk (Tier 1)

—Ticket Immediately tagged for Tier 3

Escalates ticket to Tier 3

To Central
Prod Support
Procedure

Step 8A — Campus Technical or
Functional SME (Tier 2) v

- Follows campus HEAT Ticket
closing procedure

- Heat's mailing system notifies
End User about completion of
ticket

Complete

Note: Campus Functional SME’s (Tier 2) may also initiate
tickets, though, escalating them to Tier 3 is a process uniquely
done by the Help Desk



Before logging into UMass Lowell’s version of HEAT please be sure that the full version
of HEAT has been installed on your PC. If you are unsure, please contact the Help Desk at

X4357.

Logging into HEAT

To log into HEAT using the full client, (not iHEAT)

Navigate to Program Files> HEAT > Call Logging or double-click on the Call Logging icon

located on your desktop.

e Username = first initial (CAPITALIZED) last name (lowercase) i.e. Jose Guerrero =

Jguerrero

Log into Call Logging:

e Password = TICKET

Uzer ID:

Fazsword:

|J gUEITero

HEAT S

Service & Support.

Copyright® 2003 FrontRange Solutions Inc.
Far more information, please see Help About.

System Information
Data Source: Heat Developement

Adminiztrator: HEAT Administrator

|xxxxxx Email: <email addresz not available:

OF.

Call Logqging,

Cancel

b

IMPORTANT: PLEASE CHANGE YOUR PASSWORD - see next page
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Changing Your Password

Navigate to Edit > User Preferences

Call Logging - [Work Group - New Call]

gj File | Edit | %ew Group  Cuskomer

2 4~ b |
InfoCenter éﬂ ool
- Calll
+ E‘.}
+- 8
+ st

i

‘V'/ u|
ar

Stopwatch r

Count k

Iser Preferences. .. %J
£

Toolbar r

On the User Preferences window; click on Change Password

Location ] Paths ] Sounds ] Prompts ] HEATBoard ] Call Map 1
Display | Gnd Setings | SuppoiMal | MAPIAIM | POP/SMTP |
I¥ AutoSize Subsst ™ Use Windows colors for forms
¥ Madmize Group Windows ¥ Always Display Al Validation Values
HAuto-Show Call History
™ Show Call History on new calls
-
Keys for Call Court Increment/Decrement Auto Search Interval
i+ lse +/-
ke +/- Keys :I Seconds
" Use CTRL /- Keys

Tracker —

Default Tracker |[none} " Change Password... P

EdsiName  [hsu@tgssicom

0K Cancel Help

If you ever require assistance with HEAT, you will need to provide this password.
Otherwise, the HEAT Admin will reset the password to HEAT in order to
troubleshoot.
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The Profile Subset appears
at the top of each Call Record.
The Profile is the background
information on an employee
or individual making the
request. The Profile Subset is
selected information from the
Profile table, and is part of the
Call Record. This information
is obtained from the Voice
System. If info is erroneous,
make changes, they will be
saved.

The InfoCenter appears in
a pane next to the Call
Record. It contains two
tabs: The Call Map and the
HEATBoard. The Call Map is

HEAT Call Logging Overview

*Call Logging - [Work Group - New Call]

@ File  Edit Miew Group Customer Solubion  Accessory  Report  AutoTask  Window  Help _&@x

P APDE BV LR BDESPEE WA

-8 Customer
=

e —rermer
<l Journals (0}

an expandable and
collapsible summary view of
the currently displayed Call
Record. With the
HEATBoard (not shown),
members of a team can
post and read issues from
other team members and
receive system-wide
information.

B3l Map | @ HEATBoard | T.)

AEED 2H| .

gl CallID: 00000156 Skopwatch:  0:05:58 Count: 1 Status: Open
2 can# 00000156 -
= e emewn
Efmawll | Campus Ext. l:l

Departiment | |

*Incident Description

Last updated by -

Solution Description

"Categor\r‘ v‘
*Call Type | v
Sub—CaHTvpe‘ v‘
*Priarity ‘2 V‘ |Normal |
Status ‘Open Vl

Service Level Management

& Start sLa Clack
Send Warning
| N | |

Complete By

| [ 11 =z |

Clock NOT STARTED

Time Spent

Assignments Dl

Cause | v|

Cuner |Admm V|

Source |Phone V|

Closed on 15t contact? | V| C5Rating | V|
Assign To Group

E Calculate  Milestones

Received |Admin |

|o1yz7/2005 1z39:55am |

Journals Dl
Cambined El

Closed| |
L = |

~

Call Log Detall (0] ‘ @ Assignment [0] | I Journal [EI]‘ J — ] ,'

| I
[Category | [umAsSLowel |12 7] e ]

The Call Record appears
below the Profile Subset. In it,
you type basic information
about the record. This screen
holds information about the
specific call such as Call Type,
closure information, etc. It
can be validated and auto-
filled from a variety of
different tables.

Control Buttons are located
near the bottom of the Call

Logging screen. With these
buttons, you can navigate
among the «call record

information areas and display
other information. Click the
Call Log, Detail, Assighment,
or Journal tabs to display the
information associated with
each tab.



InfoCenter - Call Map -

The Call Map gives you a quick overview of the currently displayed Call Record. It displays
information about calls, users, journals, and assignments.

InfoCenker

-3 CallID:

0000006+

& Call Infa

O
O
O
O

CallType: Question
Category: Human Resources
Priarity: 4

Zause:

- 3 Cuskomer

Oopopooooooo

City:

State:

ZIPCode:

SupportExpDate:

Alerts

CusktType: Employves
Deparkment: Manufacturing
Faility:

SiteMame:

Fax:

- Assignments (17

—|-% Supervisor)/Due:

0-00-00 00;00
AssignedBy: Admin
Datefssign: 2004-12-02
TimeAssign: 09:02:21
Whoacknow:
Datedcknow:  0-00-00
TirneAcknow: 00;00
WhioResoly;
DateResaly;  0-00-00
TimeResoly; 00:00
Resolution:

Oopopooooooo

- w Journals {17
- Bl fadmin

O EnkryDate: 2004-12-02
O EntryTime: 09:035:23
O JournalType:

O Tracker: Admin

. EEBCEI" Map

#' HEATEoard
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Looking at the Call Map you can quickly view
overdue assignments, call status, current
assignees, etc. Specialized icons highlight key
information that requires attention such as
past due dates.

The number of journals and assignments can
be included in the display of those nodes.
When opened, the Call Map becomes an
additional pane on your Call Logging Window.
It can be displayed as hidden or moved,
depending on your personal preference.



InfoCenter - HEATBoard -

The HEATBoard is used to post important issues that might generate a humber of calls. For
example, if a server is down, numerous users may call. Posting this to the HEATBoard can

help alert the support team.

InfoiZenter
= Global

= 2% Lead Call: Closed 00000029
Yirus Alert - Blaster Worm ifor users of
Windows 2000, XP, and 2003 Server)

D@ Lead Call: Closed 00000010
Prepare for =P rollout

= Lead Call: Closed (none)
Everything (phones, WARN, internet) down

‘B2calMap  #.HEATEOAN
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All calls related to a HEATBoard issue can be
linked to the issue.

The HEATBoard is team based. Issues can be
specified for global viewing or team viewing.
Depending on how the HEATBoard is defined
in User Preferences, each team can be
represented on the HEATBoard by a bar.

A bar labeled Global displays issues posted
for global viewing. An envelope icon on a
team bar indicates that issues have been
posted for that team.

Only team members can view issues
associated with a specific team, but all users
with HEATBoard access can view Global team
issues.



Call Log Screen

The Call Record appears below the Profile Subset. In it, you type information about the call. This screen holds information about a specific call
such as Call Type, call description, solution information, etc. It can be validated and auto-filled from a variety of different tables.

Below is a description of some of the key fields on the Call log screen.

Incident Description is a Last Updated by automatically

Technical Services SRR

memo field where additional tracks who last updated the call.
issue details can be stored.

Important notes or emails can

[aly} 2005 01:358:30pm

be pasted here. *Incident Descriptian Solution Description Solution Description is a
Printer Issue Printer issue resohved P required memo field where a

summary of the resolution is
stored.

Categories such as Technical

Services, Network, and Cause indicates the major

Peoplesoft allow you to classify application that is affected or the

issues at a hiah level. .CatEQDI’V |Technical5ervices | Cause |Equip Failure |.— primary cause.

*Call Type |Printer | Cwner |Admin |._

| | owner automatically tracks who

Priority indicates the level of Sub-Call Type |Ceneral Troubleshaoaoting | Source |Emai| received and closed the call

urgency given to this issue. ®rvioriry 2 |[Norma | closedonteeconmen | | csmama| |

@ status |Clnsed | Assign To Group

Status includes: Closed,

Open Pending and Service Level Management Time Spent  Calculate  Milestones
Reopened. Clock NOTSTARTED & Start SLA Clock Assignments Ijl Feceived |Admin
|SendWarning | o | — | (e DI 012672005 |Dl:38:19pm
Complete By - Carnbined DI Closed |Adrmin
| i | | 01/26/2005 |01:38:30pm

W Cal Log Detail (1) | & Assigrment (0) | @ Jownal (00 | 0 @ 0 < BB

* Please be extra careful with the language to be used when filling the Incident and
Solution Descriptions. This text will be sent to customers in the form of an email so that

they are notified of the status of their ticket. *




Detail Screen

Certain Call Types have Detail Screens. The Detail screen is where specific information is
collected and managed about certain Call Types. These details will provide the necessary
information for managing requests and issues.

This sample Detail Screen is for a <Printer > problem:

_lax]
;’;I Fle Edit Wiew Group Customer  Soltion  Accessory  Report  AutoJask  Window  Help _Ex
D GPUR =V shB P HdPbM AEEHS 2H -
InfaCenter Ed coll1D: 00000154 Stopwabch:  O:00:11  Coumk: 1 Stabus: Closed Deta” Screens can
-3 CalliD; 00000154 "
i £p callina o Call # 00000154 - 389 allow you to
T e o) quickly enter
I JUur?‘la\s(D) Last Mame |Cagne First Mame Robert BI5 1D 291897 |mp0|"tant
E-mail FRobert_Cagne@uml.edu Campus Ext. 4242 . .
Department |University Police Building Engineering CellfHorme Phone InfOFmatIOI’] abOUt
- this type of call.
Frinter Type E Printer off-line?
Printer Mame Printer out of paper?
Erand Printer out of taner?
Model Printer Qiving error message?
Assettag § Printer responding?
Serial Paper jarmmed?
Errar E Printer server dawn?

Cause
{MOTE: The abowve “questions” are labels and may be changed in an edit set)

2 call Map &, HEATBoard g Call Log Detail (1] @ Assignment (0] | [ Joumal (@) | ] T

x| 8]
[Printer Type | [Heat 52 Y S
][:'Startl | O] tnbox - Microsoft Qutlak, I 8] Umass HEAT Training wit... | + Call Logging - [ALL Cal... | «|0]CDN W [ @ 11:08 aM

*Detail Screens can also include other types of fields such as date fields. *

Assignment Screen

Each Call Record may be assigned to a specialized group. A group has multiple technical or
functional staff, with sufficient experience to handle tickets. You can create more than one
assignment, assigning a Call Record to multiple groups. Each assignment appears in the Call
Record.

To create a new Assighment, click the Assignment tab. Right-click the Assignment screen.
Select New Assignment. Select a group from the Group drop-down box. Type any
comments or instructions into the Comments field (This process will be taken care of at the
Help Desk)

Page 12 of 51



: : T nt Createt by laUerTern Acknowledge
Assignment Information . | | indicates that you
Reassign are aware of this
it will prompt Group [E'mpac - TRAIN ~| Target Date/Time | { _ I_- : | assignment and
Contact |Jose Guerrern ~| (Use Guick Assignments Autotask) stops email
YO.U to the Availabilty | 8:30 - 5:00M - F | ¥ Acknowled@—— - - : ind
assignment| | e - Rocolgge [ — : ||. reminders
screensl Phone Ext | 4768 Ta768 | 7T ® Eeassian Resolved
E-tnail |Jose_Cuerrero@utml.edu Time Spent (Minutes) l:l Eesolution |nd|cates that YOU
Comments resolved your
responsibilities on
this assignment.
Grid icon
displays
multiple
assignments Page icon creates
at once E1 A Calilog | [ Detai (0] [ Assignment (0) | [l Joumsl (0] | @—f—t—— | a new assignment
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Reassigning a Ticket

If a ticket can not be solved by Tier 1 (Help Desk) it has to be assigned to a
group/department in Tier 2. Reassigning a ticket is a process that will be done at Tier
2 level by a technician if the solution for a ticket may be encountered at a different
group/department. Reassignment can be done within the same group or to a
different group.

*Do not forget to acknowledge ticket before reassigning*

1. Click on assignment
Call Logging - [ALL Calls - 5082 of 5082]

I[=] B3

@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help - & X

(8RS =V i0HHEoBE M4 BEGE 2K VRS AK
allID: 00098711 Stopwatch:  6:06:29  Count: 1 Status: Open

3 CallMap | #4 HEATBoard

= Callip: 00098711
£ call Info

Customer

,6 Call # 00098711 - Adele_Lichtenberg@uml.edu

‘ FirstNameiAdele
E-mail |Adele_Lichtenberg@uml.edu BId | Olsen Hall, Roorn 111 | Rm | |

Department |Access Services | Phone |975-934-4753 | x| | 551D |00042315 |
|978-934-4753  [x| | jooo4z31s |

Last Name lLichtenberg [ Information Technology

Assignments (1)
Journals (0}

& Journal (0) | & web (0)

Call Log @Detail( |®Assignment (1)
Tech. & Comm. Srvs.

Last updated by  Admin

on 04f20f2010 05:33:24pm

*Incident Description - Caution Text is E-mailed to Caller!

Solution Description - Caution Text is E-mailed to Caller!
Fest

=

v

“Category ETCS

Cause l

]

*Call Type iHardware

Owner ‘Admin

L]

Sub-Call Type ||nfrastructure

Source ‘ Phone

[]

Priority (2 | :I {Normal

|| R | 5 | KB

Closedon Istcontac? | || CSRating | -

Journals [j]

Status |Open STAT# l | Assign To Groupl
Service Level Management oK Time Spent E_ Milestones
Clock NOTSTARTED (&} Start SLA Clock | Assignments 0 Received |Admin |
Send Warning lo4rz0/2010 [11:27:48am |

\ e [ |
Corpleany Combined | 0| Closed | |
] [ | Lr [ |
- S W T o L LY L
| il | =@ | @
|Call Description I |[HeatDev [2[# ][] E]S] ,
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2. Make sure the Group Type is defaulted to “"Information Technology”

Call Logging - [ALL Calls - 5082 of 5082] =] B3

@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help -8 X
(@RS 2V | 4ihB HE0BE M4 BEGE 28 V0=ZAK

| CallID: 00098711 Stopwatch:  6:05:41  Count: 1 Status: Open

o Call # 00098711 - Adele_Lichtenberg@uml.edu

= Callip: 00098711 '3

£ CallInfo ) )

Customer Last Name Luchtenberg \ First Narme Adele | Information Technology
?SSig“Te(";s)“) E-mail |Adele_Lichtenberg@umledu |Bld | Olsen Hall, Roarn 111 | Rm | |

ournals
Department |Access Services [*] Phone (s78-934-4753 || | 551D 00042315 |

[(Acaltog | Eypetsi (1) | B assignment (1) | & 3ournal (0) | £ web )
Assignment Information

Assignment Created by Admin
on 04/20/2010 11:28:16am

Target Date {Time | | | ‘ fi |

oup Type [Information Technology

Group [I-md-mm E] {Use Quick Assignments Autotask)

Contact || ]3 Mﬂj&|[! = | |
Phone {Ext | ‘ & Resohve | 4 ¢ [ [ |

E-mail | ]  Reassion

Time Spent {(Minutes) I 0] Resolution] :I
-

Comments

Closed via Messageing Center Email

- Tl R T LRI LT L

)| il |||

|Assignee or contact I |HeatDev =2 E S E S
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3. Add in a comment (optional)
-8 X

@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
B HSoBa M4 BEGR 2K S VEOSAK Y

Count: 1 Status: Open

(0| 3BS | %Y

| CallID: 00098711 Stopwatch:  6:05:41

et e | ® call# 00098711 - Adele_Lichtenberg@uml.edu

=22 CalliD: 00098711 (.
£ Call Info

I First Name{Adele ‘ Information Technology

- Customer Last Name |Lichtenberg
?ss'gnr'“e(";s)(l) E-mail |Adele_Lichtenberg@uml.edu [Bld | Olsen Hall, Roorn 111 | Rm | |
ournals
Department |Access Services E] Phone |978-934—4753 ‘ xl | 551D 00042315

[(Acalitog | F)petail (1) | [ assignment (1) | & Journal (0) | & web (0)

Assignment Created by Admin

TargerDaemime | 1 ([ |

E] {Use Quick Assignments Autotask)

Group Type |Information Technology [+]

Assignment Information
on 04/20§2010 11:28:16am

Group lHeatAdmin
|EI @]&cknowledge | if | B

Contact ||
Phone {Ext l || & Resolve l i [ [

of r [

E-mail |
/ Time Spent [

Comm

- B = I R AT I TR LN
)
” “HeatDev

N
Closed via Me¥Swsaiag Center Email —
[ i

ol || e e

22 A Sy T

Z

|Assignee or contact
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4. Acknowledge the assignment

Call Logging - [ALL Calls - 5082 of 5082] =] B3

@ File Edit VYiew Group Customer Solution Accessory Report AutoTask ITSM  Window Help _ax

| BBLS =YV iR HEOEBE P BESGE 2H > VOO0SAK

CallID: 00098711 Stopwatch:  £:05:41  Count: 1 Status: Open

et veo |ESEHESE ,5 Call # 00098711 - Adele_Lichtenberg@uml.edu

== CallD: 00098711
£2 Call Info

% Customer Last Name LLichtenberg | First Name Adele I Information Technology

Rssignmefits (1) E-mail |Adele_Lichtenberg@urnl.edu |Bld | Olsen Hall, Room 111 | Rm | [
Journals {0)

Department |Access Services [~ Phone |978-934-4753 | x| | 551D 00042315 |

CaH Log | Detail (1) @ Assignment (1) B Journal {0) | e ‘Web (0)
Assignment Information

Assignment Created by Admin
on 0472072010 11:28:16am

Group Type [InformationTechnologv E Target Date {Time | | | \ Y
Group [HeatAdmin ﬂ {Use Quick Assignments Autotask)
Contact | ]Zl 1] { [ &5 ' |
Phone [Ext I[ \ Tesohe | ¢ ¢ [ :: | |
E-mail | &) Reassian

Time Spent {Minutes) | ] Resolution| :I
-

Comments

Closed via Messageing Center Email

RS PHZ-0 Bt B R

o G

|Assignee or contact | |HeatDev EZFRE]
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5. Click Reassign to reassign the ticket.

Call Logging - [ALL Calls - 5082 of 5082] =] B3

@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help

(@RS 2V | 4ihB HE0BE M4 BEGE 28 V0=ZAK

CallID: 00098711 Stopwatch:  6:05:41  Count: 1 Status: Open

fgﬂ:ﬁmggﬁm ,5 Call# 00098711 - Adele_Lichtenberg@uml.edu

&2 Call Info

- Assignments (1) E-mail |Adele_Lichtenberg@uml.edu |Bld | Olsen Hall, Room 111 | Rm |

§ Customer Last Name |Lichtenberg | First Narme Adele Information Technology

Journals {0)
Department |Access Services [*] Phone 978-934-4753 | x| | 51510 00042315

-8 X

[AcallLog | [E1petail (1) | [ assignment (1) | &l Journal (0) | @& vweb (0)
Assignment Information

Assignment Created by Admin

on 04/20/2010 11:28:16am

Group Type [InformationTechnologv Izl Target Date {Time | | | \ s

Group [HeatAdmin E] {Use Quick Assignments Autotask)

Contact || ]3 Eacknowledae | ¢ ¢ = ' |
Phone {Ext I[ ‘ & Resolve | 4 ¢ [ | |

E-mail |

Comments

Time Spent {(Minutes) | 0] Resolutinn| :I
-

Closed via Messageing Center Email

- Tl R T LRI LT L

k]

|||

|Assignee or contact I |HeatDev

EZ]FR]ES] .
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6. Enr the number of minutes spent on the assignment

)

" Call Logging - [ALL Calls - 5082 of 5082] 1 [=] B3

g) File Edit Miew Group Customer Solution Accessory Report AutoTask ITSM  Window Help

(0| @GS %=V R HB0EBE (MM BEGE 2H > vOODHKS
iCenter X J CallID: 00098711 Stopwatch:  6:32:01  Count: 1 Status: Open

| @callmap | &1 HEATRSrd s 5

o B o Call # 00098711 - Adele_Lichtenberg@uml.edu
£ CallInfo : . =

Customer Lichtenberg | FirstName Adel |

Assigrments (1) E-rmail | Adele_Lichtenberg@urnl edu |Bld | Olsen Hall, Raom 111 | Rm |

Journals (0) - e 5 == =
Department |Access Services E] Phone |978-934-4753 | x| | 151D 00042315

e | Information Technology

Call Log | Detail (1) @ Assignment (1) ] a Journal {0) 1 gWeb (o)
ASSig nme nt I n fo rmatio n Assignment Created by Admin

on 04{20{2010 11:28:16am

ick Assignments Autotask)

Phone {Ext

E-mail

Comments

Closed via Messageing Center Email

‘MEIWJFB ) | & gu‘?;‘

Activates Auto Task to resolve the assignment HeatDev 2]

' ‘Sl:artl | & m i~ | =5 server Manager ||¢ Call Logging - [ALL Cal...
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7. Ener the group the ticket will be reassigned to.

)

Call Logging - [ALL Calls - 5082 of 5082]

:@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
(08RG %=V BB HEO0EE M4h M BEGE 2 M
FoCenter ] Call ID: 00098711 Stopwatch:  6:32:01  Count: 1 Status: Open

Call Map | & HEATBOard =
| el vep | &3 HeaTBer ; Call # 00098711 - Adele_Lichtenberg@uml.edu

= calliD: 00098711
&> call Info
3} g Customer Last Name |Lichtenberg

AR T

| First Name ivf‘ie,'f | Information Technology

|Bld | Olsen Hall, Room 111 | Rm |

[*] phone |978-934-a753 |« | 851D |00042315

Besgmenis (1) E-rnail |Ad berg@urml.edu
Journals (0 ) s

Department Access Services

Call Log \ Detail(l) l@Assignment {1) ] a Journal {0) |§Web (o)
Assignment Created by Admin

Assignment Information
on 04/20{2010 11:28:16am

El Target Date {Time

ghntact ‘ Enter Yalue
flone jExt ‘ Select the Group you wish to assign the call
I ] wvalidate . |

E-mail |
T

ents‘

2 (E1 58044 b bl s LAY XY

5|
Activates Auto Tasktoesolve theassignment |l |Heaev|Z[/][]]

' ‘ﬂart‘ ] ENL. S J 4, Server Manager I < Call Logging - [ALL Cal...
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8. When the save prompt comes up, click Yes to save changes to the current
assignment.

)

* Call Log [ALL Calls - 5082 of 5082]
g] File Edit View Group Customer Solution Accessory Report Autoask ITSM  Window Help
i (|BGS =V 40RO E0EE M4) M BE%E 28" VOOSRIK
FoCenter | CallID: 00098711 Stopwatch:  6:32:01  Count: 1 Status: Open
Call Map | # HEATEOard =
dcatvep | SRS ® canx 00098711 - Adele_Lichtenberg@uml.edu

=1 callip: 00098711
£» CallInfo

Customer LastName | g | First Name Adele | Information Technology
;‘::ﬁ’;’;e(“ss)‘ D E-mail |Adele_Lichtenberg@uml.edu |Bld | Olsen Hall, Room 111 | Rm
Department. iAccess Services E Phone 978-934-4753 x| 7\ ISISID 00042315

CallLog | (@) oetail (1) | B Assignment (1) } & J0urnal () | @ web (o)
ASSig nme nt | nfo rmati on Assignment Created by Admin

on 04/20{2010 11:28:16am

Group Type |Info
Group |Heat Admin

Contact | 010 |04:01:50pm |Admin
Phone fExt { f\w \04:02:I4pm3Admin
E-mail
l Yes No [ cancel | 5 ) Resolution Reassigned
Comments | ™ Don't ask - just save automatically

Closed via Messageing Center Email

- W AT NRCAN ALK ALY N L
] | [e @
Activates Auto Task to resolve the assignment HeatDev L;}ﬂw @J@ 7

Fé ’startl | Zs W | i Server Manager « Call Logging - [ALL Cal...
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9. If you are reassigning a ticket within the SAME GROUP, choose the contact
the ticket will be reassigned to.

Call Logging - [ALL Calls - 5082 of 5082]
ily) Fle Edt View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
(| ARGS =V (40BE HE0EE Md) M BINGE 2K V100K

CallID: 00098711 Stopwatch:  6:32:16  Count: 1 Status: Open

,6. Call # 00098711 - Adele_Lichtenberg@uml.edu

[ @3callmap | €1 HEATB0Rd

=& Callip: 00098711
(-2 Call Info

Customer
[ Assignments (2)

Journals (0)

LastName | Lichtenberg | First Name | Adele | Information Technology

E-mail | Adele_Lichtenberg@urml.edu. ) [Bld Olsen Hall, Room 111 | Rm

Department |Access Services 53 | x| | BI5ID |00042315

nment Created by Admin
on 04212010 04:02:40p

Group Type 3 plhaias B Target Date {Time f i
(Use Quick Assignments Autotask)
Contact Ea i = |
Phane (Ext & Resowe | ¢ : |
E-mail ¥ Reassion
Time Spent (Minutes) 0 Resolution [+

Closed via Messageing Center Email

RED BP0 % 28¢5 8¢5
k] e
/Assignee or contact M‘@wu ]

Lostart| | 5, W~ | =5 Server Manager «» Call Logging - [ALL Cal...
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10.Save the ticket

< Call Logging - [ALL Calls - 5082 of 5082]

M=l B3
@ File it View Group Customer Solution Accessory Report  AutoTask ITSM  Window Help - B X
i B YS 2V |40R(HS0EE NI BEGE 2K V= AKY
[ e — - CallID: 00098711  Stopwatch: 6:05:41  Count: 1  Status: Open
3 cCallMap | . HEATBoard L <
o & R o Call # 00098711 Adele_Lichtenberg@uml.edu
£ CallInfo :
Customer Last Name lLichtenberg | First Name Adele | Information Technology
?;:ﬁ':;e(“;s)“) E-mail |Adele_Lichtenberg@uml.edu |BId Olsen Hall,Room 111 | R | |
Department 1Access Services E] Phone ;f978-934-4753 ‘ xl [ 151510 00042315 [
CaII Log ]@Detail(l) I@Assignment (1) gJoumaI () |gWeb (0)
- : Assi t Created by Admi
Assignment Information AR
on 04/20/2010 11:28:16am
[ . T
Group Type |Information Technology E] Target Date {Time !_L‘ | \
Group |Heat Admin [+] (Use Quick Assignments Autotask)
Contact | [~] Elacknowledge | ¢ = \ |
Phone Ext | | & Resolve | ¢ = [ |
E-mail | \ ¢]  Reassian
Time Spent (Minutes) | 0 Resolution |
Comments

Closed via Messageing Center Email

- N BTN AN BN ALY ]

o]

) TEICIL
|Assignee or contact || HHeatDev |&“ 7 ”JH:{HQ ”%l Y

* After reassigning the tickets e-mails will be sent to customer and group to which ticket
was assigned to. *

= Acknowledging a Ticket

After receiving e-mail notification,

1. Go to HEAT and open the ticket

Acknowled
2. Navigate to Assignment tab and click Acknowledge Lot '; by clicking date
and time will fill automatically
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7 Acknowledge| 111672005 01:14:37pm Jguerrero

* Once ticket is acknowledged there will be a set amount of time to resolve the
ticket. If ticket is not solved HEAT’s e-mail system will send reminders until ticket is
resolved or reassigned. *

» Resolving a Ticket

Once a solution has been found, go to HEAT and open the ticket,

1. Navigate to Assignment tab and click Resolve & Eesolve

2. On the empty field box enter the amount of time in minutes that it took to solve;
click OK

AutoTask Prompt

Pleaze enter the amaunt of minutes per this Azzighrment
130

-EIK
X
Cancel

3. Click on the Save Call Record iconB

» Escalating To Tier 3

If ever needed to escalate to tier 3 please contact the Help Desk at X4357 and they
will take care of this procedure for you.

Journal Screen

With the Journal, you can record details about a user’s call, technician actions on the call,
and other information. A single Call Record can have multiple journal entries.

Create a Journal Entry

Click the Journal tab, right-click the Journal screen, select New Journal Entry, type
journal information in the Journal Entry field.
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Journal

1L EL
Use the Quick Journal

drop-down  to save
time entering

commonly used notes

We called the custormer with the fallowing infarmation:

92 E] [AcCallog | [FyDetal (0] | B Assiorment (1) W Jound (10| T F 1 <4 b Bl
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Creating a New Ticket in HEAT

. o up
Click on the New Call icon
on the left end of the toolbar. You

Call Logging - [Work Group - New Call]

Can nOWSG|ECt a CUStomer type 6";‘ Elle  Edit Yiew Group  Customer  Solution  Accessory  Report  AutoTask  window  Help - 8x
by pressing Ctrl T [ @ 9 4PP& %Y Loh HSFaR HdbH QA0 24 5.

Call ID: 00000157 Stopwatch:  0:00:21 Counk: 1 Status: Open

,6 Call # 00000157 - 686

Last Name click into a field and @ i o
type all or part of the name. Hit E-mall |Adele_Lichtenbera@url.edu | GCmmmsEs
F9 or the Tab key and if the name Departrrent | Information Technalogy/Ad | Building |olsen Hal | celjHomePhone |
is unique, it will auto-fill into the ]
top of the ticket. If there is more . .
than one match, a ple‘llSt W|” Incident Description Solution Description
appear. NOTE: this only works for
employee customer type.
“Categary | v| Cause | |
“call Type | v/ Suner | admin v 2
Sub-Call Type | v Source | Fhone |
Briority 2 | |Marmal | Closed on 15t cantact? | v| csRating | ~|
Status ‘Open Vl Assign To Croup
Service Level Management Time Spent F Calculate  Milestones
Clock NOTSTARTED {3 StartSLA Clock assignments | 0 Received
SRR Journats [__q]
| [ \ | _
Complete By Combined Dl Closed _
| [/ \ | e T =

88 [ [Acallog | () Detal (0) | [ Assignment 0) | W Jounal (@ | 0 G 0 4 b B
) IE L

|Firsl MName ” ‘UMASSLUWEH ”--lﬂ//”J»”%”m”Q‘

Call Logging - [Work Group - New Call]

B Fle Edt Wew Goup Customer  Soltn  Accessory  Report  Autolask  Window el _@x

P HPYVE BV LD OSSP WA AEHD PH .

CallID: 00000157 Stopwatch:  0:00:21 Count: 1 Status: Open

,6 Call # 00000157 - 686

Last Name Frshiame [adele | Ermalaye 1D
Incident Description Completes E-mail |Adele_Lichtenberg@urnl edu J Campus Ext

the Call log screen by filling out
the Call Description and selecting

the CategorY' [——@ | “incident Description Solution Description

Department |Infurmat\un TechnologyfAd ‘ Building |O\SE!’| Hall ‘ CellfHome Phane l:l

Select the appropriate Call Type &
Sub Call Type.

“Category | v cause | v
“Call Type | v Suner | Admin v/ 3
Sub-Call Type | v Source |Phane v
“prictiey |2 | [Norrmal | Closed on 15t contactr | v CiRating | v
Status | Dpen ~| Assign To Group

Detail Tab some Call Types have

Service Level Management Time Spent  F Calcuate  Milestonas

Detail screens attached to them. Clock NOTSTARTED @ startsis cick nssignmens [ —
If a 1 appears on the tab, click on senc warning |

the Detail Tab and fill out the [ | | T o
Detail Screen. | [i [ \ T -

Detail [1] —g—,@ Detail (0] | [F Assigrment () | @] Joumal 0) | ) 04 4 BB
| ol = e |

|First Marne ” ‘UMASSLUWEH ”%’V/”J-”@HEHQ‘

Create Assignments and Journals if necessary. Click Save
[? when done.
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" Call Lopging - [Work Group - MNew Call]

When the tlcket @j File  Edit Wiew Group Customer  Solution  Accessory  Report  AuboTask  ‘Window  Help _8x
has been — S PPE LV LR BHEPeR WP QAT 2H

Completed C|ICk CallID: 00000157 Stopwatch:  ©0:15:09  Count: 1 Status: Open
’
Quick Close icon ,6 Call # 00000157 - 686

J
When done_ Last Marne |Lichtenherg ‘ First Name Employee [D
E-tnail |Ade|e_Lichtenherg@uml edu ‘ Campus Ext
Department |Im’ormation TechnologyfAd | Building CellfHome Phone l:l
- 5 Last updated by b’
Voice Services . 3
0 [ o
*Incident Description Solution Description
Vaoicernail Issue Questions answered| Solution
° Description
Complete the
Solution
*Category |Voice5ervices V‘ Cause |Request v| Description, Cause
“Call Type |Voicema\| V‘ Owner |Admin V| and any Other
Suh—CaIIT\,rpe|Instruct|nn v‘ Source |Phnne V| necessary fle|dS.
*Priority |2 V| |Nnrmal | Closed on 1st contact? |Yes V| C5Rating | V|
Status |Open V| Assign To Group
Service Level Management Time Spent F calculate  Milestones
Clock NOTSTARTED  ¢B Start 5L Clock Assignments | Received |Admin
|SendWarnmg | o | — | Journals ljl 0127 jz200s5 |D]:13:383m
Cornplete By Cormbined ljl Closed
| Lt K | i | Y
) CallLog Detsil (0 | [E Assigmert (0 | @ Joumal @ | G 04 BB
o] al | 2|62 |
[Cause of issue | UMASSLowell HV”J”Q}”@HQ|

B

Quick Close "’ is only intended to be used when the ticket is done/solved
and status is closed. Quick close will automatically mark ticket closed, it will
also send emails reporting status.

UMass Lowell's HEAT system has certain fields that are required. HEAT will prompt you if
these are not completed. An example of this would be in order to Close a call, you would
need to select “"Close” for the call "Status” but also need to complete the “Solution
Description” section as shown above

Attaching a Document to a Ticket

To attach a document, click on the paper clip on the bottom left corner of the ticket. Name
the attachment and insert the path.

r

Edit Attachment Information for Call 1D #00000296

Description
0K,
|l of Materials 3245 [

[7 Copy Attachment

File Mame Cancel

Ihttp:a"a"assetlih.itgssi.n::n:-ms'stellent.-"grn:nupsx'puhlin:a"dn:n::ument Brawse. .. | Help
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Finding a Ticket by Ticket Number

Log into HEAT and select “Control G” to “Go to” the record. The number for each ticket is
unique and will be provided in the email that gets sent once a ticket is entered.

Go To Call ID

Enter the ticket number

Call 1D oK and select OK.

| 234
Caticel

Call Groups

The HEAT system can display Records in Call Groups (filters). All Records in a Call Group
have similar characteristics. For example, if you queried the HEAT system to show all Call
Records that have an Open Call Status, the result would be a group containing all the open
records.

A shortcut to frequently used Groups can be placed on the toolbar. Most users will find
certain Call Groups such as My Active Assignments and All Active Calls on their toolbar
when they log in.

* Call Logging - [ALL Calls - 40 of 40]

gj File Edit Wiew Groop Customer  Solution  Accessory  Report  AutoTask  Window  Help

P 4L Y LR AT M4 82D 2 n [FH.

Call ID: 00000175 Stopwatch:  @:03:05 Counk: 1 Status: Open

Open My Active Assignrment

o Call # 00000173 - 686

* Call Logging - [ALL Calls - 40 of 40]

gj File  Edit Miew Group  Customer  Solution  Accessory  Report AutoTask  window  Help

P APVE BV LR HIPR N4 AEED 2H > 9.

Call ID: 00000173 Stopwakch:  0:03:0% 1
6— Call # 00000173 - 686

Counk: Skatus: Open

Global Call Groups

Some Call Groups have been built for all HEAT users to have access to. These are called
Global Call Groups. In Call Logging go to Group/Open Call Groups and select Global.
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? Open Call Group

Wiew

" Personal

Qpen

" Teamn
* Clobal
Al

% ALL Calls

B Al Active HSS Calls
% Al Facilites Calls

All Priority 1 Calls

Al Priority 2 Calls

Al Priority 3 Calls

Al Priority 4 Calls

CM Completed

CM Incomplete

Calls on 15t Besolwe
Close Call Flow

by Active Assignrment
bl Mew Assignments
Open Assignments
Open Calls fAssighes
Open Calls fPriarity
Open Calls fType
Owerdue Assignments
'h Owerdue Calls

sFeveeeereeeeeee

J Close

Help

All Mon-closed Calls regardles Cust
All calls in the database regardless of Cust Type
Mon-Closed HEAT Self Service Calls

All non-closed calls far Facilities

Al ACTIWVE priority 1 calls

Al ACTIWE priority 2 calls

Al ACTIWE priority 3 calls

Al ACTIWE priority 4 calls

All persons have completed CM Tasks
Incomplete Change Management Calls

All Calls resabred on first resolution

dd

Mew Hot List...

Edit...

Delete...

PRk bl

Active assignments for rmy login D
Unacknowledged assignments for my Lagin 1D
All calls with active assignrments for Helpdesk
Open calls for a specific assignee

Open Helpdesk Calls based on Priority

All hon-closed calls for a specified CallType
Assignments with overdue Target DatesiTimes
Calls that have mettheir SL& Warning

»

Associated Toaolbar

Frequently used Call Groups include:

Click the Associated
Toolbar Button to
choose an icon to
place on your Toolbar
that will open the
selected Call Group.

My New Assignments - Tickets with an assignment to you (the logged in HEAT user) that
has not yet been Acknowledged.

My Active Assignments - Tickets with an assignment to you (the logged in HEAT user) that
has been Acknowledged but is not yet Resolved.

There may also be some Call Groups built for your team, and you can also build Call Groups
for your personal use.

Creating a New Call Group

In this example we will create a Call Group for all Open Computer Security calls.

Call Logging - [ALL Calls - 8 of 9]

W) Ble Edit
P HDPIE

InfoCenter
-|-£» CallID: 00000325

View

Group | Customer  Solution  Accessory
|% Mew Call Group...

@ Qpen Call Group...
Simple Search k

Crl4+0
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To create the new Call Group select Group
and then click New Call Group.

Give the Call Group a name such as
“Computer Security”.

Next, an expression will be built by
selecting tables, fields and operators.



We are interested in calls where the Call Status is "Open” and the Category is Computer
Security. Both fields are on the Call Log screen and reside in the CallLog Table.

Follow steps 1-8 below.

1. Select the CallLog Table from the Table Name drop-down
2. Select and double-click the CallStatus Field

3. Select and double-click the = sign

4. Click Browse Field Data and select Open

2 New Call Group

X

Marne: |Computer Security
Description | Sa
Save To View Save and Run
@+ Personal pr—
" Team | J
" Global Help
Table Mame Field: Text Operatars
1] —— o |Ca||Log j CallCount . T 3
CallDesc — L= 3
Tahle Type Calllb < Order By...
Callsource >
2 L= b
r - ® ; ; ; 4
Browse Field Data. | nd [*]3
Expression Text
5. Click the AND button
6. Double-click the Category field
7. Double-click the “=" sign
8. Click Browse Field Data and select Computer Security
2 New Call Group E|
Marne: | Computer Security M
Description | Save
Save To Yiew Save and Run
+ Persanal
Cancel
" Teamn | J
" Global Help
Table Mame Field: Text Qperators
1
|Ca|||_gg j Call5status -~ TTHECE | 7
CallType o < =
Table Type COrder By...
6 ® < ¥
| J CatHeading >
Cause v <= b
I ) 1
8 ' Erowse Field Data... | And ¢ t— 5
Expression Text
{CallLlog.Callstatus} = "Open' AND {CallLog. Category} = "Computer Security’
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e Once you save this Call Group it will be available to you from the Call Group list. To

open this Call Group, select Call Group > Open Call Group.
¢ Once opened, there are several ways to navigate through the filtered data
e The top bar indicates which Call Group you are working in and the number of calls in

that group

e To see the individual tickets you can page through them using the green arrow keys

]4Pb

*_ Call Logging - [Computer Security - 4 of 4]

@ Eile Edit ¥ew Group Customer Solution  Accessory  Report  AutoTask  Window  Help - 8x
P ADVE RY SRR HEI @RI T A TR TR SR
CallID; 00000176  Stopwatch:  0:00:18  Counk: 1 Status: Open
’ Call # 00000176 - 900
Last Marne ‘Pagliarulo ‘ First Marme |M\che\e ‘ Employee ID
E-mail | Michele_Pagliarulo@uml edu J Campus Ext
Department ‘Infermatlon Technology fAd | Building |O\sen Hall ‘ Cell{Home Phone l:l
. ~
Computer Security q
“Incident Description Solution Description
" Call Record Browse - Computer Security. I
CalllD | custlD CustType Call5tatus Close |
00000173 1143 Employee Open
0000174 686 Employee open Help
00000175 218 Employes Open
“Cate
*Call
Sub-Call
P: Setup.,
-~ age Setup,
5
l I b
Clock ™ synchronize Displays
{1l
|SEmI | o | = | N ELELS T ottt Y Bt .20 |
Complete By compinea [ o ooz
| [i [ | e [ ] a
) ] CallLog Detail (0) | E Assignment (0) | B Joumal @) | ] & ) 4 b B
il ol |6 |9
Call Description UMASSLowell 2o 4| 28] ] f<

Simple Search

If you would like to
view this Call
Group in a list, click

@ Call Record
Browse icon on the
toolbar. When
Synchronize
Displays is checked
the Record in the
background
changes when you
select a ticket in
the grid.

In addition to creating Call Groups, you can build “ad-hoc” groups using the Simple Search

tool. Right-click in

any field and select Simple Search.

*Category |Cnmputer Security

*Call Type | Download Vialatians

Sub-Call Type |

“Priority |2 V”Nu:urmal

Status |Open

Service Level Management

Clock MWOT STARTED @ Star
Send Warning
| | E

Yalidate Field
Spel Check.

Simple Search...

Clear Field

Fz

Jo

21
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This will allow you to search the ticket database for tickets that have certain value(s) in a
field.

Simple Search for, Field “Calll og.CallType™

Dperatar: Value: Eun
lik, Download Vialations Browse. .
e j | — Cancel

Help

e

v Marrow an open call gro 'h

[ Create a new call grou

After you run a Simple Search, you can narrow this group by performing another Simple
Search in a different field.
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Creating a Technology Enhanced Classroom (TEC) Ticket

Click on the TEC-New Ticket icon.

Call Logging - [Work Group - New Call]
@ Eile Edit View Group Customer Solution Accessory Report AutoTask ITSM Window iy -8x
0BRSS WY L EB B0 EH WL BEGE 2K > veobRY:

Call ID: 00095021 Stopwatch:  2:44:22 Count: 1  Status: Open TEC - New Ticket |
= e
Ul can# 00095021 - TEC

AssetTag# |TEC | Equipment | | Building v | |
Brand | | Model| | Rooml Il |

Call Name | | Phone ext | | | Email | |

Department. [ | Owner Name Michael Lucas ‘

Last updated by
on it

Tech Enh Class

*Incident Description - Caution Text is E-mailed to Caller!

Solution Description - Caution Text is E-mailed to Caller!

“Category Techn Enh Class ¥
“Call Type | vl
Sub-Call Type | v/
*Priority ‘2—’*[ h«lmrrml—l
Status EOpen :;‘

Cause | v
Owner |adele v
Source |Phnne Vl

Closed on 15t contact? v/ CSRating b
sTaTe | Assign To Group

Service Level Management

Clock NOT STARTED

Time Spent

& Stert SLA Clock_| Assi

(B e
0 Received |Admin

Send Warning

Journals [’:q] 03{04/2010 |01:01:07pm

Lot [ |
Complete By Comeined | ol Closed| |
[re = |
MR Ry KR T XX

Heat
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Fill in the following Fields:

Equipment- Choose the type of equipment

Building- Choose the building where the equipment is located.
Room- Enter the room number that the equipment is located in.
Brand- Type in the brand name of the equipment

Model- Type in the model of the equipment

Call Name Click into the field and type in all or part of the last name.
Then hit the Tab key. If the name is unique, it will auto-fill in the call
name. If there is more than one match, a pick list will appear to
choose the appropriate person. When the name is entered, the phone,
department, and email field will be auto-filled.

Incident Description Enter a description of the problem. The

Category description should already be filled in with “"Techn Enh Class.”
Select the appropriate Call Type & Sub Call Type.
Save Call

Call Logging - [Wrk Group - New Cal] -8 x
stomer  Solution  Accessory  Repoft  AutoTask  ITSM window  Help -Ax
EEHEG NI BRI F GRS gl

“Incident Description - Caution Text is E-rmailed to Caller! Solution Description - Caution Textis E-mailed to Caller!

v

Incident Description here]

“Category Techn En Class v Cause v
“Call Type  COW a Qwner  Alichtenberg |
Sub-Call Type oot Issus v Source Phane v
“Priority 2 | Normal | Closed on 1st contact? v| csRating | -
Status |Open | state | | ] Assign To Group|
es
Clock NOTSTARTED  { Stari LA Clock Assignments | 0] Received [Rlichtenberg
Senttar [zsam
‘ 3 ‘ o ‘ | Journal Is Dl 03/05/2010 11:26:24arm
\ [ 1 [ | e T

CIEGEIER ALY R EY KXY
WEE™

Call Description Heat 2u 1] 572 B S
74 start ‘e Call Logging - [Work .. T HeAT Training Guide.... T Documentt [Compati... T Reassignment Steps -... A e _ﬂ &)B U .S 1157am
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To Reassign a TEC Ticket

1. Click on the Assignment tab.

Call Logging - [Work Group - New Call] M= B3
@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
(l8RGS %=V 4R BHE0HE ddb M BE%E 20> V00SRK

CallID: 00098712 Stopwatch:  0:00:19  Count: 1 Status: Open

-8 X

@3 Call Map | 1 HEATBoard "L
e Ul can# 00098712 - TEC
£ CallInfo .
Customer AssetTag# TEC | Il [~ Building -] |
M) e . [l | |
Call Name | ‘ PhonelExt‘ “ | Email | \
Department l [ [

Owner Name |Mithae| Lucas

@ Call Log | Detail @ Assignment (1) YWl Journal (0) I @ ‘Web {0)

ASSlg n ment 1 I’Urmation Assignment Created by Admin

on 04212010 03:20:26pm

Group Type llnformation Technology |zl Target Date(Time | [ =

Group (Te:hnologv Enh Classrooms IEI {Use Quick Assignments Autotask)

Contact [~] Elac EE [ | |
Phone /Ext I | ] Resove | ¢ [:: [ \

E-mail | ¥ Reassian

Time Spent (Minutes) EJ Resolution :

-

Comments

Closed via Messageing Center Email

RIEHF0 A Db 5w B e a R R

| e

|Equipment Type I ||HeatDev =[] FRE]S)

V

Page 35 of 51




2. Click “Acknowledge” to acknowledge the assignment.

Call Logging - [Work Group - New Call]
@Eﬂe Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help

I[=] B3
- 82X

CallID: 00098712 Stopwatch:  0:00:19  Count: 1 Status: Open

Rl | call # 00098712 - TEC
-

(8RS %V | &D0H BHE6EE ML BEGE 2K V00K,

=-{ calliD: 00098712
£ Call Info
Customer AssetTag# TEC |E I [ euamg | [+] [
Assignments (1)
Journals (0) Brand ‘ ‘ Model | [ Rooml H ]
Call Name | | Phone fExt | | | Email | |
Department l ‘ Owner Name lMichael Lucas ‘
Call Log |Detai| {0y @Assignment(l) EJournaI {0y |gWeb {0)
ASSignment |nf0rmati0n nment Created by Admin
on 0472172010 O
Group Type |Information Technology E Target Date (Time l_l_.r | &3
Group |Technology Enh Classrooms ﬂ {Use Quick Assignments Autotask)
Contact [=] @I i = [ |
Phane (Ext i | Resolve | ¢ [z [ |
E-mail | ¢ Reassian
Time Spent {(Minutes) 0] Resolution :I
Comments =t
Closed via Messageing Center Email
RO DPP[-2 5% 85 s8¢
| i |10 | @
[Equipment Type | |[HeatDev 2 R S S
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3. Click “Reassign”

Call Logging - [Work Group - New Call] =] B3

@ File Edit Yiew Group Customer Solution Accessory Report AutoTask ITSM  Window Help - B X

= Callip: 00098712
£2 callInfo

Customer
® Assignments { 1)

Journals (0)

@3 cCallMap | ¥ HEATBoAN

Call #

19 Count: 1

00098712 - TEC

Status: Open

l

I [+] Buiding | [+]

AssetTag# |TEC

Brand |

| Model| | Room| I[ ]

Call Name l

| Phone fExt | | | Email | |

Department [

l Owner Name ‘Michael Lucas ‘

Contact
Phone {Ext
E-mail

Comments

Gcall Log | Detail {0y @Assignment (1) ﬂ Journal (0) |eWeh {0)

Group Type |Information Technology E]

¢ Admin

04f21¢2010 O

TargecateTime | (|- |

Group [Technolog\,r Enh Classrooms

I~ (Use Quick Assignments Autotask)

ack [ 2 [ |

Time Spent {(Minutes)

o Resowton| [

N

2
Closed via Messageing Center Email
- S R T LT LY N L
i) || e @
[Exuipment Type I |[HeatDev [EZ[F®]E]S

Page 37 of 51



4. Enter the time spent on the assignment

" Call Logging - [Work Group - New Call]
g File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
(0| 8BS BV abBBHE0EE MM BEGE 2K > VOO0SRAKE

| CallID: 00098712 Stopwatch: 0:14:54  Count: 1 Status: Open

| @callmap | & HeaTBOA
=1 Callip: 00098712
£ Call Info

Customer AssetTag# |TEC | Equi cow [+] Building |oLs E] |North
Assignments { 1) [ | i ‘ s 1
Journals (0 Brand [Brand Name Model |Maodel aom Olsen Hall

Call Name |Lichtenberg | PhonefExt (978-934-4753 | | Email |Adele_Lichtenberg@uml.edu |

Department lLihvar\,r ‘ Owner Name | Michael Lucas
CaII Log |Detail (0) |®Assignment(l) aJuumaI (0) 1gWeb (0)

Assignment Infermation oSSR
on 04/21f2010 03

Group Type \Informr e = 7‘
AutoTask Prompt e

Group Techgh ignments Autotask)

Please enter the amount of minutes per this Assignment 0 35:18pm | Admin
Cancel ’ : |

Contact ‘77
Phone [Ext |

E-mail |

solution |

Comments

Closed via Messageing Center Email

R B4 4 b BI85~ Bom B By o B By

7] ulEe|e
Activates Auto Task to resolve the assignment HeatDev [iﬁj ME} @

Lostart| | 2 mmo~ | =5 Server Manager l¢ Call Logging - [Work ...
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5. Select the Group (Technology Enh Classroom - to add an indivudial to the group)

" Call Logging - [Work Group - New Call]
g:) File Edit ‘iew Group (Customer Solution Accessory Report AutoTask ITSM  Window Help
(| BGS| BV BRI BEB0BE M) BE%E 28 > VOOSRIK

e ] Call ID: 00098712 Stopwatch: 0:15:22  Count: 1 Status: Open

[

[Q‘;Call Map [ # HEATBoaNd
= callp: 00098712

&2 call Info 5 :

§Cust°mer AssetTag # |TEC | Equipment | cow [+] Building ots [+] North \

U} can# 00098712 - TEC
-

Assignments (1) Y ‘ = o7 1
Journals (0) Brand [Brand Name ‘ Model ‘VModel aom | Olsen Hall ‘

Call Name }Lichtenberg ‘Phone{Ext‘978—934—4753 | Email ‘Adele_Lichtenberg@uml.edu ‘
Department lLibrarv ‘ Owner Name ‘Michael Lucas ‘

CaII Log |Detail {0) @Assigﬂment(l) aJoumal (0) |;@Web (0)
ASSi g n me nt I n fo rmati On Assignment Created by Admin

on 04/21f2010 03:20:26pm

5 | 18pm jAdmin
| Validate.. I et

:48pm;Admin

on |Reassigned

Comments

Closed via Messageing Center Email

2810 F |14 < (A BTN AT

] 1| |
Activates Auto Task to resolve the assignment HeatDev \QML!U\Q’@ /

' ‘Startl J o B~ J =, Server Manager « Call Logging - [Work ...
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6. Click Yes to save changes made to the current assignment.

" Call Logging - [Work Group - New Call]
) Fle Edt Vew Goup Customer Solution Accessory Report AutoTask ITSM  Window Help

0|68 |7 b DHEBHE0BE|Mdr M BEGE 2H VAL
1 | CalllD: 00098712 Stopwatch: 0:16:07  Count: 1 Status: Open

33 callmap | & HEATEsrd (7
£ CallD: 00038712 “_j:h Call # 00098712 - TEC
& Call Info
Customer
Assignments (1)

Journals (0)

AssetTag # |TEC | Equipment | cow Building |OLS E] North |
Brand |Brand Name Model | Model Roarm 107 | OlsenHall

Call Name |Lichtenberg | Phone Ext |978-934-4753 Email |Adele_Lichtenberg@umnl.edu |

Department fLihvarv ‘ Owner Name Michael Lucas
Call Log \Detail {0) [@Assignment(l) ﬂJuumaI (0) JgWeb (0

A (] C O dllO

a 010 0 b
Group Type | Information” all Loaaing - X \ ‘
Group | Technol 3 ick Assignments Autotask)
Cahiach b 0! Save changes to current assignment? 112N 0 |03:35:18pm Admin
Phone {Ext i 1 /20§ |03:35:48pm Admin
) Yes I No Cancel
E-mail |
™ Don't ask - just save automatically " Resolution ‘VRgassmngq E
Comments

Closed via Messageing Center Email

RADB(L P[50 % 2825 a8t
| iG]
Activates Auto Task to resolve the assignment HeatDev ]é’uu m@ 7

."Startl ] o W~ J b, Server Manager l’ Call Logging - [Work ...
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7. Select Contact to reassign the assignment to

¢ Call Logging - [Work Group - New Call] H[=1 B3

@ File Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help -8 X
(0| @RS 2V (6 0B BHE0GAE M BEHGE 28> VE0SIK
irfocentsr_ v 3 x|

.| calliD: 00098712 Stopwatch:  0:13:23  Count: 1 Status: Open

[QECaIIMapH_;HEATEuard .J'L Call # 00098712 - TEC

= callip: 00098712
&2 Call Info

2] Customer
Assignments (1)

Journals (0 )

AssetTag # TEC | Equipment | cow [+] Buitding |oLs [~]  [nortn |
Brand |Brand Name ‘ Model \Moﬂel ‘ Room hn? ‘Olsen Hall ‘

Call Name | Lichtenberg | Phone Ext |978-934-4753 Email |Adele_Lichtenberg@uml.edu |
Department |Library | Owner Name | Michael Lucas

CallLog | (JDetail ) | assignment (1) | 8 Journal 0) | @web (0)

ASSignm nt |nf0rmati0n Assignment Created by Admin

on 04f21f2010

03:20:26pm

Group Type ‘InformanonTech olog

Cany - fE [ it = \ |
PhongfExt Resolve 5
** |David Hadley 4 - Lit ‘ ‘
Bmail |Mike Lucas ¢ Reassin
William Suppa Time Spent (Minutes) | 0] Resolution 75

Closed via Messageing Center Email

RIODB (D PHS-0% =805 =805
)| il || &
Assignee or contact HeatDev \_?ﬂI_f“__[ m@ y

Lostart| | 2, Mmoo | i Server Manager # Call Logging - [Work ...
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8. Add a comment about the assignment (optional)

Call Logging - [Work Group - New Call]
@ File Edit Yiew Group Customer Solution Accessory Report AutoTask ITSM  Window Help

Stopwatch:  0:00:19

@au

= calliD: 00098712

Rlouans[ ] [

I[=] B3

-8 X

&2 Call Info
Customer o AssetTag# | TEC J Il
Assignments ( 1
o (0) Brand | | ode | | Room| I ]
Call Name | | Phone Ext | | | Email | |
Department l ‘ Owner Name ‘Michael Lucas ‘

Call Log |Detai| {0y @Assignment(l) GJournaI {0y |gWeb {0)
ASSignment |nf0rmati0n Assignment Created by Admin
on 0472120

Target Date {Time [_l_f i L

Group Type |Information Technology |E]

E {Use Quick Assignments Autotask)

010 0O

I

Group |Techno|ogv Enh Classrooms
EI Elacknowledge [ il | o

Contact
1 € Resove | 4

[ |

l

Time Spent

Phone {Ext 3
E-mail e RS
o o ——_[*]

Comm

Closed via Me:

RO DP -5 85 B¢

ol || |9

2 RS S

|
” ”HeatDev

|Equipment Type
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9. Save call record.

Call# 00095101 - TEC

TEC

Brand narme

Lichtenberg Adele_Lichtenberg@uml.edu
Infarmation Technology Michael Lucas

[ Assignment (2)

A I

Assignment Information

Technology Enh Glassrooms (%
#dele Lichtenberg v

Anchy Alfano
David Hadley
Mike Lucas
William Suppa
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Close/Resolve TEC Ticket

1. Log on to Heat, bring up the TEC ticket.
2. Once the ticket has been brought up, fill in the Solution Description.

Call# 00095101 - TEC

Brand narme

Lichtenberg -934-. Adele_Lichtenberg@urml.edu
Infarmation Technolagy Michael Lucas

Tech Enh Class

Incident Description here

Techn Enh Class — ™ ¥

Alichtenberg

Phone

]
&
v smw | Assign To crow |

Time Spent EEEEN Wilestones
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3. One the Solution Description is entered, choose the cause of the problem.

Call # 00095101 - TEC
o

Brand name o |
Lichtenberg Adele_Lichtenberg@urnl.edu
Information Technology Michael Lucas

Tech Enh Class

Incident Description here Solution Description Here

Techn Enh Class

cow

Broken Jack
Boot Issue Cable Issue

Complaint

Service Level Management 0K Time Spent Milestones

[ 2 [l 5orch Deskiop
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4. Click on the Assignment tab.
5. Click “"Acknowledge” to Acknowledge the ticket

Call Logging - [Work Group - New Call] =] B3

@Eie Edit View Group Customer Solution Accessory Report AutoTask ITSM  Window Help

|| 3BOIS =Y | 8EEHS0HA [P IBESGE 2R VOS2 AIKE
93 Call Map ] Q) HEATBoard

= Callip: 00098712

£ CallInfo

Customer
Assignments (1)
Journals {0)

-8X

CallID: 00098712 Stopwatch:  0:11:49  Count: 1 Status: Open

O} cans 00098712 - TEC

AssetTag# |TEC [cow [+] Building |oLs [+]  [North

|
Brand |Brand Name | Model [Model | Room|107 |lolsentall |
Call Name [Lich(enberg ‘

Phone (Ext |978-934-4753 || | Email |Adele_Lichtenberg@uml.edu |

Owner Name | Michael Lucas

Department  Library

[AcallLog | [F0etS G rral (0) | Eweb (0)
ASSig n me nt I n fo rmatiO n Assignment Created by Admin

on 04{21j2010 03:20:26pm

Group Type “nfovmation Technology B Target Date {Time Lt i &3

Group |Te\:hnologv Enh Classrooms
Contact EI la if B2 ‘
L —
Phone fExt H ! " -

L i | 2R 1
E-mail | #]  Reassian

Time Spent {(Minutes) 0 Resolution \:E]

Comments.

Closed via Messageing Center Email

RENN B[4 d P P50 5w R

| 2| |9

I |[HeatDev |2 RS E S
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6. Click “Resolve” to resolve the ticket.

Call Logging - [Work Group - New Call] =] B3
) Fle Edt View Goup Customer Solution Accessory Report Autolask ITSM  Window  Help _ax

0|89 2=V 40 HE0GAE | WIPHBEGE M >VO0SRIKY

InfoCe CallID: 00095712 Stopwatch:  0:11:49  Count: 1 Status: Open
3 Call Map | ¥ HEATBoa

= calli: 00098712
£ Call Info

g Customer Asset Tag # fTEC

rd

U} can# 00098712 - TEC
-

|cow [] Buitding |oLs [+]  Narth
Assignments (1)

|
Journals (0) Brand [Bvand Name | Model |Model | Room {107 ||0Isen Hall ]
]

Call Name |Lichtenberg Phone (Ext |978-934-4753 || | Email |Adele_Lichtenberg@uml.edu |

Department \Libvavv ‘ Owner Name  Michael Lucas
Call Log | Detail {0) @ Assignment {1) E Journal (0) I @ ‘Web (0)
1 |nf0rmat| gnment Created by Aiqdn‘wn'

Group Type "nfovmation Technology EI Target Date {Time [_L.a‘_‘:l

Group Technology Enh Classrooms E {Use Quick Assignments Autotask)

Contact [~] %m il [:: [ |
Phone fExt H I Re;ol\g { [ o2 [ |

E-mail | #]  Reassian

Time Spent (Minutes) 0/ Resolution \:E]

Comments.

Closed via Messageing Center Email

TR TR R LT R N

] s

|HeatDev A ERES] .
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7. Enter the time spent working on the assignment

" Call Logging - [Work Group - New Call]
@ File Edt View Group Customer Solution Accessory Report AutoTask ITSM  Window Help
(08RG &V | 40BHB0BE|M) M BEGE 2K > VC0SRK

| call 00098712 Stopwatch: 0:14:54  Count: 1 Status: Open

O can#

| FFcallmap | ) HEATBOar
= callD: 00098712
&2 CallInfo

00098712 - TEC

@83 Customer AssetTag# |TEC Equl lcow [] Buitding ots [+]  north |
Assignments (1) T ] ‘ = = =t . ‘
Journals (0) Brand [Brand Name Model | Model i aom | | olsen Hall
Call Name | Lichtenberg | Phone fext |978-934-4753 | | Email |Adele_Lichtenberg@urnl.edu |
Department | Library | OwnerName Michael Lucas |

CaII Log | %Detail (0) [@Assxgnmem (1) ﬂJuurnaI {0) f gWeb (0)
ASSi g n me nt I nfOrmatiOI’l Assignment Created by Admin

on 04/21§2010 03:20:26pm

Group Type ‘Inform s
.atoTask Prompt

Croup ‘}eéh

Please enter the amount of minutes per this Assignment

Contact l
Phone [Ext |

E-mail |

[Resolution

Comments

Closed via Messageing Center Email

RO BI04 DB~ 0 B m B LN "
bl l|se|w|
Activates Auto Task to resolve the assignment HeatDev ‘ﬁm @@ 7

Oostart| | 2 mm o | = server Manager < Call Logging - [Work ...
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8. Close the Ticket using Quick Close

Call Logging - [Work Group - New Call]
@ File w  Group Customer Solution Accessory Report  AutoTask ITSM  Window Help
G| @ P 2= | 4R (HSCBE[MdrN BEGE 28 V008K

InfoCenter . | CalllD: 00098712  Stopwatch: 0:11:49 Count: 1  Status: Open

33 call Map | ¥ HEATBoArd

= CalliD: 00098712

£» callInfo
§Cust°mer AssetTag# |TEC | Equipment |cow [+] Building |oLs [+] Narth

Assignments (1) | Room { 107 ||0lsen Hall |

)
Journals {0) Brand [Bvand Narne | Model |Mode|

Email |Adele_Lichtenberg@umI.edu

Call Name  Lichtenberg | Phone (Ext |978-934-4753 ||

Department [Librarv ‘ Owner Name  Michael Lucas

[ [O]x]
- ax

acdl Log | Detail {0y @ Assignment (1) E Journal (0) I e Web (0)

Group Type “nformation Technology EI Target Date {Time [ | &3

Group |Technologv Enh Classrooms B {Use Quick Assighments Autotask)

Contact [~] Elacknowledae | ¢ ¢ |
Phone fExt H ] & Resolve ‘ Tl I o ‘ |

E-mail | ¥ Reassion

O O

Comments.

Closed via Messageing Center Email

RIEAD B P P5-0 % a8 S =8 e%

il |||

I |HeatDev |27 ]EEE]S]

Vi
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Auto-Closing a Heat Assignment

1. Reply to the Assignment Ticket email

2. Enter the Solution Description in the reply

3. Write “Close” in the Subject line after the original subject
4. Make sure the email is being replied to winbpam@uml.edu

\ H978 + + = RE: Ticket 12345678 Acknowledgement Info - Close - Message (Plain Text) - =X

0

(St —
| Message ‘ Insert Options Format Text @

ggﬂ @] g = @ ﬁ |2r Y I3 Permission ~ Ay

§ = ¥ High Importance

Paste |B I u HEE/ A Address Check | Attach Attach Business Calendar Signature | Follow Spelling
- f Format Painter . Book MNames Bl Heml e - Up- | ¥ Lowlmportance -

Clipboard {Fi BasicT Names Include Options T || Proofing

=

|A- = le="
=2 Copy

[ To... ] ‘winhgammm\.edu “

Cee |

Subject: ‘ RE: Ticket 12345678 Ackl it Info - Close <

| v [0

Enter Description got Solution Here.

----- Original Message-----

From: dev, winbpam

Sent: Thursday, April 22, 2818 11:18 AM

To: Lichtenberg, Adele

Subject: Ticket @8898695 Acknowledgement Info

The following HEAT assignment has been assigned to you by: Sshutt. Please take care of this as soon as possible.

Ticket Number: 12345678

Customer Email: Customer_Name@uml.edu
Customer: Customer Name

I5I5 ID: 87654321

Building:

Make Model:

Priority: 2

Assignment Created On:04/20/2010 At: 89:22:22

Call Description:

Customer cannot open his Outlook program, he is getting an error message "Cannot open Outlook window". He has rebooted twice but it has not helped. He is
able to view web pages so it does not appear to be a network issue. He can also check mail on OWA.

Assignment Comments:

Thank You,
HEAT Administrator

************Do Not Delete************
[CallID]-00098695

'_’:;’ Stél‘t Th HE Search Desktop
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5. Wait for an email sent from winbpam to confirm that your Email request to
close the ticket assignment has been received.

- Ticket 12345678 has been closed per your e-mail request. - Message (Plain Text) - 72X
Insert Options Format Text @
5T oo|lo= 25 —{ L permission ~
IS A [
? High Importance
|B I u ||abj A ”g Address Check || Attach Attach Business Calendar Signature | Follow Spelling
ter = Book MNames File  Hem Card~ - up~ 4 LowImportance -
\ Clipboard \ I Basic Text Mames Include Options 5 || Proofing
\

5
i
L lE

Subject: |Ticket12345678 has been closed per your e-mail request.

| » [0

From: winbpam
Sent: Thursday, April 22, 2816 11:29 AM

To: Lichtenberg, Adele
Subject: RE: Ticket 12345678 has been closed per your e-mail request.

Ticket 88898718 has been closed per your e-mail reguest.

If you have any guestions please contact the Help Center x4357

T HEAT Traini... T Document1 ... @ mb an E: an Q.. . Search Desktop

Getting Help

Questions about... Contact/Department Phone/EMail

. Jose Guerrero x4768
Using Lowell HEAT IT - Training and Support Jose Guerrero @uml.edu
Access or Technical Questions Help Desk X4357
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