Core Trainer Notes
Introduction PowerPoint
Log In
Four parts of page
· Banner
· Edge
· Application Navigator
· Content Pane
Banner
· Point out Search and Gear Options (Home, Printer Friendly Version, Font Size and Theme)
Edge
· Explain icons (point out that tagging and bookmarking will be covered later)
· Adding Personal Bookmarks (will be demonstrated later)
Application Navigator
· Expand/Collapse Applications
· Favorites (Star)
· Filter(don’t explain wildcards yet)
· Menu – Roles (Exercise to have users change role)
Content Pane
· Discuss Homepage but don’t customize yet
· Show Homepage dropdown
Service Desk
· Discuss Knowledge as the place to find Job Aids
· Explain My Work and My Groups Work
Service Desk/Incidents Module
· Cover Filtering and Searching here to include:
· Wildcards - *, %, ! 
· Incidents Menu (three bars)
· Go to (Explain > results)
· Column Menu (three bars) – Only explain Sort and Group By … at this point
· Right clicking Value and choosing Show Matching or Filter Out
· Breadcrumbs (Adding criteria and deleting criteria) (and/or) (contains, etc.)
· Pinning Criteria block
· Choosing Related Fields from another table
· Running Filter and Saving Filter
· Exercises to have users create a search/filter
· Using Breadcrumb, drag to Edge and Edit Bookmark label (make sure you are using the last criteria)
· Drag individual Incident to Edge
· Add Column Headings or Remove Column Headings and Reorder
ESSS Searching and Filtering
“Within ESSS we have a lot of options to be able to find a particular ticket. The tools and steps used to find an incident ticket are the same ones that can be used to find anything within any of the applications and tables in the system.  We’ll start with finding incidents.
We discussed earlier how you can use “My Work” and “My Groups Work” to find the tickets that are assigned to either you individually or to your resolver groups, but how would you find a ticket that isn’t necessarily one that you work?”
Trainer impersonate Nick Walker
Click Incidents module in the Service Desk application
“I know the ticket I’m looking for isn’t in a Resolved state – so I can remove all of those tickets by clicking Filter out”
Trainer demonstrate
“I’m also looking for P2 tickets – I can pick a P2 ticket and click Show Matching to filter the other priorities out”
Trainer demonstrate
Point out breadcrumb, explain that each search change you make on the ticket will add itself as a condition in the breadcrumb.
Click breadcrumb carot – show the filter conditions there.
Add “Or” condition after the priority to add Priority 1 tickets.
Pull down carot again, demonstrate Pin function
Add condition that the ticket had to be submitted between March 1 and March 31 (Created between 3/1/2015 and 3/31/2015)
Demonstrate the different conditions (on, not on, before, after, etc) while adding this filter.
[bookmark: _GoBack]Add condition Location is Oak Ridge (739)

Incident/Create New
· Note that Caller fills in Location and adds caller’s phone number to description
· Note that CSI options have gone from over 3000 to less than 1000.
· Show Configuration Item 118FP22 CI Map. Change Layout to Radial and show 2 open tickets.
· Impact, Urgency, and Priority are the same as Remedy
· Remedy Cross-walk
	ES3
	Remedy

	Short Description (80 characters)
	Short Description

	Description (4000 characters)
	Details

	Work Notes (Not editable)
	Work Log



· Auto Assign
· Suggestion Icon and KB Icon
· Submit vs Right Click in Header and Save
· Other Right Click in Header Options (Don’t cover TaskBoard, Create Outage, Create Request, Metrics Timeline)
· Templates
· Export
· History/Calendar
· Explain that in Remedy what was called an Enhancement is called a Story in ES3
· Follow this example to enter new Incident (set CSI, Auto Assign)
Trainer will Impersonate Bradley Burrows
“I’m a service desk agent, and get a phone call from Julie Wittig saying that her Visio software doesn’t work.  I open this ticket to start my work, and assign it to me using the Assign To Me feature.  When selecting Julie’s name, notice that I can populate it either by typing her name in firstname lastname format (which differs from Remedy’s traditional lastname, firstname format), or I can type her employee number 73532 directly into the Caller field and pull it up that way.”
Caller: Julia Wittig
Location: As auto populated
Category: Desktop Software
Subcategory: MS Visio 2013
Item: Software Failure
Contact Type: Phone
Record Type/Impact/Urgency/Priority: As auto populated
Short Description: Visio software failure

In order to remotely access her computer we must assign the incident to us.
Right click in header bar and Click Assign To me
Select Service Desk as the group

“Brad would be able to use the ‘Bomgar Session Key’ at this point to control Julie’s computer, and try to resolve the issue remotely.  We won’t walk through all of that, but for purposes of the exercise we’ll say that he failed to solve the issue.”

Description: Julie is receiving an error in Visio saying "this is failing due to license issue 101"
Work Notes: Remoted into computer, reset license code, rebooted, no resolution. Routing to site.

Click Auto Assign

“We’ll click Auto Assign, and that’s going to select the desired assignment group based on the location of the person and the CSI selected.  In this case, it’s going to the EUS-East-VA-McLean Towers group.”

Time Spent: 15 (Mention that you only need to enter time spent when assigning the ticket to a site support group, otherwise it is optional)

Click Update

“Brad clicks update now that he’s got the assignment group nailed down, and the ticket is off to the local site support team to take a look at it.  This is a good time to point out that there’s two ways to save a record in ES3, by clicking the Update button, which will save and then close the record, and by right clicking the top bar and clicking “Save”.  Think of this just like the difference between “Apply” and “OK” with computer applications – Apply keeps the window open, OK applies and closes the window.  Since Brad’s done with this and moving on to the next issue, we want to use Update to close that ticket.”

“Now we’ll impersonate Keith Wilhite with the EUS-East-VA-McLean Towers resolver group, who’ s going to pick up the ticket and run with it from here”

Trainer changes impersonation to Keith Wilhite

“When using ES3, there’s a few ways to check for tickets and tasks that you need to work.  In this case, if you’re the member of a resolver group and you’re looking to pull up your next ticket, you’ll go to the Service Desk application and click “My Groups Work” – this is going to pull up all of the tickets in your group or groups that are not already assigned to somebody.”

Trainer pulls up Julie Wittig test ticket
“Keith pulls up the ticket that Brad opened for Julie’s visio work.  Scrolling down into the activity log, I can see the work notes that Brad left, as well as some notifications that went out through email to Julie, and to my team, letting them know that the ticket has moved up to site support for assistance.  I can see that Brad remoted into the computer but couldn’t fix the issue. 
“I’ll use the Assign To Me feature again by right clicking the top bar and clicking “Assign To Me”.  Notice that while I’m the member of several groups, it’s automatically selecting the group that the ticket is assigned in, but giving me the choice to change it if I need to.”

Trainer selects Assign to Me, clicks OK. 

“The first thing I want to do is email Julie for a good time to meet with her.  I can use the Quick Messages feature to do this.”

Trainer clicks “Quick messages”, selects “Site Support – SS01 – Initial customer contact” message

“I pick the template for the message I want to send out, and I also know that Bradford West is an admin on that floor and needs to be involved in this message, so I type him into the CC on the message – ES3 validates Brad from the user table the same what that it did Julie when the ticket was opened, so I don’t have to look him up in the address book.”

Trainer adds Bradford West to the message, sends message

Time Spent: 15
Work Notes: Sent notification to Julie for time to meet

“Keith adds in the time spent, and adds a work note entry, and would update the ticket from there.  We’ll just go ahead and save it, since we’re not done with this example”

Trainer saves ticket

“Notice now that I save it, I’ve got the new work notes, as well as the message from Julie.  When Julie replies to the message, I’ll get a notification in email from ES3 letting me know that I need to check out the ticket.  Let’s say that’s happened, I’ve headed out to Julie’s computer, and found out that the issue here is bigger than Julie’s – there are dozens of Visio tickets popping up all over the place.  I’ll update Julie’s ticket to say I went out, and found that Visio licenses are failing throughout the building”

Time Spent 15
Work Notes: Went to Julie’s computer, unable to resolve locally, but we’re receiving reports of multiple Visio users in Mclean that are getting the same license issue. 

 “At this point, Keith is going to make this the outage ticket by relating the other outage tickets for Visio issues to this one.  We can relate tickets by going to the Child Incidents tab, and from there running a filter to grab just the tickets we need. We can also create a new ticket by clicking the new button, if we needed to do that. First we need to save our updates to this ticket, then we’ll add child tickets”

Trainer saves changes to incident ticket by right clicking task bar and clicking save

Trainer goes to Child Incidents, clicks Edit.  Create the following filter:
Active is True (and)
Subcategory contains Visio (and)
Location contains mclean 

Add all tickets (this should bring up a few testing tickets) and click Save

Scroll down to child incidents and demonstrate the saved tickets

“At this point, It’d be logical to create a problem ticket, and point it to an issue within SCCM that’s preventing the software from having a valid license.  Let’s update the work notes, and the time spent, and then Right click the top bar and select “Create Problem”.

Incident ticket values:
Time Spent: 10
Work Notes: Creating problem

“We’re going to enter the configuration item as soon as we have it so that it can cascade down to the problem ticket, and any future tickets spawned off of this one.  We can click on the search bar next to Configuration Item and do a search for what we’re looking for using the search wildcards, if need be.  In this case, we can search for SCCM, and since it’s a production software system, and not a hardware issue, we’ll select the SCCM entry. “

Trainer selects Configuration Item: SCCM

“Once selected, you can hover over the systems icon to get a quick view, or double click it to go look at the CMDB data for SCCM to find the engineer, environment, status, and other necessary asset information on the system.
You can click on the systems map to get a mapped view of where this sits in the environment.  Since SCCM itself doesn’t have any good information attached to it, let’s take a look at a hardware component of SCCM”

Trainer clicks search bar in systems map page, select SCCM-DPMP03 from the list.

“Now I’ve selected a VM that is associated with SCCM in the production environment.  From the systems map, I can see that there are a few physical objects associated with it, three disks and a network adapter – nothing too informative yet.  If I double click on the Windows server icon for SCCM-DPMP03, however we can see all of the collected information on this CI.”
Trainer double clicks Windows Server Icon, pops up CI page. 

Trainer should illustrate that this CI page looks a lot different than the SCCM page since it’s a server, rather than a service.  Point out that this info is read only unless you are a configuration manager.

After walkthrough of the CI page, along with the tabs associated, close the window to get back to the system map

“We’re still not sure if that’s the best CI to associate with this, since it’s not really a hardware problem. Let’s try a wildcard search.

Trainer clicks magnifying glass on systems map page, enters *SCCM in “Go to” ‘CI Name’ search. Select “SCCM Tools SCCM Client Center 2.0” (might be on next page of results). 

“This looks more appropriate, so let’s select it as our CI.  Notice that there’s a red 1 icon in the system map icon for this… this is because there appears to have been a problem ticket opened for this before… we can highlight the icon to see.”

Trainer highlights icon, demonstrate that there is a visio software failure problem ticket that is closed

“This gives us a good idea that this has happened before.  Since this problem ticket is closed, lets go ahead and pop our new one in.  Now that we’ve configured this as the CI, lets close this system map down and add the CI to the Incident ticket”

Trainer goes back to Incident ticket, searches and adds SCCM Tools SCCM Client Center 2.0 2.0 as the CI.

“OK, now that we’ve got the CI set, lets create the problem ticket.”

Trainer right click grey bar, select “Create Problem”

Problem ticket values
Company: SAIC
Configuration Item: SCCM
Short Description: As populated from incident
Description: Visio license failing in mclean
Work Notes: Creating Problem ticket

Go back to Incident form, demonstrate the problem ticket in the Related Records tab, and how you can highlight the icon next to the problem field to get a quick view of the status, or double click it to open the Problem ticket.  

Set the state of the Incident to “Pending” and the Sub-State as “Problem”
Time spent – 3
Work notes – pending problem
Additional comments: Julie, we’re investigating some widespread issues with the Visio licensing in McLean, and you’ll be updated shortly, as soon as we have a solution.

“I’m adding these notes into the additional comments field, because this will send an email directly to Julie conveying this message.  “

Trainer should explain the Additional Comments field in detail at this point, save the ticket, demonstrate the pop up that appears

“OK, it’s been a little bit of time, and Keith’s found a configuration fix within SCCM, and is submitting a change request to set that up.  From our incident ticket, we can right click the top bar, go to Create Change (after updating Time Spent and work notes)

We don’t need to submit a change here, just get the class to the form. Mention that change is going to be discussed in detail in the change management training class

From here, we’ve got our change that will fix the root cause of the problem.  Once Keith confirms with Julie that the issue is resolved, he can resolve the ticket by clicking the “resolve incident” button up at the very top.

Work Notes: Confirmed with Julie that issue is resolved after SCCM config change. 
Resolving ticket
Time Spent: 5
Now, before we can resolve the ticket, we need to go to the Closure Information tab, and enter a close code and close notes.
Close Code Solved
Close Notes: Solved after change
Click Resolve Incident
· Have them team up with another classmate and enter a new incident
Open the Incident Ticket (Impersonate the Fulfiller)
· Toggle Tabs
· Talk about Tabs and cover Child Incidents and discuss Bomgar Session keys
· SLA notifications are the same as in Remedy (50%, 75%, 90%, etc.)
· Quick Messages (note that this is HTML and you can add hyperlinks if needed)
· Emails back and forth (Show where these are documented)
· Tag the Incident and show in Edge Tagged Documents
· Resolve Ticket
· Closure Information Tab (Close Codes are different)
· Resolved Tickets will automatically close after 7 days. Within that seven days you can modify, add, open again, etc. If reopened, it goes into a New status within the formerly Assigned Group. After Closure, to reopen it must be entered as a new Incident.
End User Requests
· Show interface that will replace Request Wizard - https://saicitodev.service-now.com/servicerequest/
· Note here that many End Users will be using IE8.
· Spawns into many Requests/Tasks
· Show My Change Tasks under Service Desk
Service Catalog
· IT Service Catalog – Explain Requests entered here
Reports
· Go back to Open Incidents and create a Filter or use a Saved Filter
· Right click on Column Heading and choose Bar Chart or Pie Chart
· Talk about exporting to PDF
· Show Gear icon Printer Friendly Version
Reporting walk through:
1.	Click on “Open” under Incident Management
2.	We want to find out what issues currently have the most open tickets – so we right click on the “Subcategory” column and select Bar Chart
3.	We can see that Active Directory has the largest volume of open tickets right now, click on the Active Directory bar to see those tickets
4.	To see what priority these Active Directory tickets have, right click on the Priority and select Bar Chart
5.	This shows a visual representation of the open Active Directory tickets by Priority
6.	We can then see how recent these tickets are by adding a filter
7.	Click on the Plus sign next to Reports in the upper left to expand the Report view
8.	Click on Add Filter Condition
9.	In the drop down, select the Created field in the first drop down, select “before” as the operator in the second drop down and “Last 3 months” as the criteria in the third drop down
10.	Click on Run to see these tickets
11.	Once we see the report view, we can further manipulate the data, for example, we can change the Type to “Pie chart” and change the Group by drop down to “Item” to see these same tickets by Item – click on Run report afterwards to see the report refresh
12.	Give the report a name of “Open AD Tickets > 3 Months by Item” and click on Save
Problem Management
· Discuss escalating an Incident to a Problem
Change Management
· Discuss escalating a Problem to a Change


CMDB
· Go to All CIs
· Filter Out Empty CI Names
· Choose One and Show the Fields and Tabs. Emphasize that these are read only for most users.
Asset Management
· Asset Management/Overview. Emphasize that all of Asset Management is read only for most users.
Contract Management
· Contract Management/Overview. Emphasize that all of Asset Management is read only for most users.
Customizing Homepage
· Gadgets
· Gauges
· Filters
Skill Demo
Assign Sandbox Exercises
