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Trouble Ticket (TT) Submission/
Resolution
Summary

Overview - This scenario describes the life of a Trouble Ticket (TT) from
submission through problem resolution and closure.

Assumptions:

» A Science End-User has discovered a significant problem, such as the network
running slow.

 The Science End-User is a registered ECS user.

Scenario Steps:

« Science End-User submitsa TT

* Ops Supervisor assigned TT to a Technician
Technician solves the problem and submits a solution
TT Review Board and Chair approves solution
Technician implements the solution
TT Review Board and Chair approves the implementation
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Trouble Ticket (TT) Submission/
Resolution
Summary

Heritage:
» Operations Concept for the ECS Project:: Part 2B - ECS Release B (604-CD-002-
002):
- Section 4.1.3.2, User Notes Performance Degradation Scenario
- Section 4.2.6.5, Trouble Ticket Report Scenario
 ECS Operations Concept for the ECS Project: Part 2A - ECS Release A (604-CD-
003-002):
- Section 4.2.2, User Notes Performance Degradation Scenario
- Section 4.13.5, Non-Conformance Report Scenario
- Section 5.15, Trouble Ticketing Submission and Resolution Scenario

« ECS Operations Scenarios for the ECS Project: ECS Release A (605-CD-001-002),
Section 3.2.1, Trouble Ticket and Problem Tracking Scenario
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Trouble Ticket (TT) Submission/
Resolution
Functional Flow |

Beienne

5 o

i
@ Select Trouble Ticket TR
icon |
@ Fill out form,
@ push submit
@ Periodic Reports
Submit Option E-mail TT

¥ \

Q) ® ® @ &
Present Retrieve Create new Check Site- Display Generate
Trouble User Info TT Entry, configured the New and display
Ticket ! and present = display |—| e-mail TT > reports [P
Home Page Submit success w/ notification
w/options: page TT number rules
Submit, List
CLS MSS MSS MSS MSS MSS

\ e
Notify of New TT via E- Display new TT
mail and/or Remedy

Notification Tool /
727-PP-002-001 Day 2

Ops Supervisor DT -4

@ Request reports of TTs to
help resolve problem
(optional)



Trouble Ticket (TT) Submission/

Resolution

Functional Flow Il

O @ €
Display TT SetTT to Update the Update the Update the Change TT
“Assigned” TT TT TT w/ time/ status to
—{ W/ Priority: [ —> —®  date, [ “Solution
Low, modifier Proposed”
Medium, name,
High information
MSS MSS MSS MSS MSS MSS
A AN 4
Select Assigned Email -New TT @ Enter More Pertinent
Assigned Information

Select and open TT
for work

Ops Supervisor

Set priority to Low,
assign TTto a

& &

Enter Proposed
action

Technician, select Apply \ / / Change TT to
’ ‘Solution
' (C 11‘*’-':\ Proposed”
' status

Technician
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Trouble Ticket (TT) Submission/

Resolution
Functional Flow Il

Build list of
“Solution

TTs

MSS

o

Request List of
“Solution
Proposed” TTs
for board review

Proposed” — “Implement]

@ Approve the Fix

Elfal

Review Solution,

Approve Solution, Set

TT status to @ _
“Implement Solution” Close TT E-mail - TT Closed
Change TT
statugs to Update the Build list of Update the

— > 1T ——p  “Solution |——p» TT
Implemented”

Solution”
TTs
MSS MSS MSS MSS
@ Fix Problem, Set Status to %
“Solution Implemented” Request List of

“Solution Implemented”
TTs for board review

Technician

(ASTA
|.-',-|:r'.-!||.|llru
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Trouble Ticket (TT) Submission/
Resolution
Points of View |

ECS Subsystems

©

©)

©

Detects a problem, selects the
Trouble Ticket (TT) icon from
the ECS Desktop

Selects Submit option

Enters problem impact,
problem short description, and
problem long description and
clicks on the Submit button

Receives malil verifying that
the TT was submitted

@ Invoke Browser w/ TT

<4¢—® home page URL w/

-

. Em—

H@

options: Submit TT,
List TTs

Retrieve user info,
populate TT with user
info, display TT Submit
page

©

Create new TT entry in
Remedy, displays
successful submission
HTML page including
the TT number (except
for internal
submissions), notifies
Ops Supervisor,
checks Site -
configured e-mail
notification rules and
— notifies User via e-mail

Ops Supervisor

9,

L

Receives notification that
anew TT has entered
the system via e-mail
and/or the Remedy
Notification Tool
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Trouble Ticket (TT) Submission/
Resolution
Points of View Il

ECS Subsystems Ops Supervisor Technician
@ Display the new TT Selects the new TT from
-4f— P the Remedy Notification
Tool

@ Generate and display Requests reports/lists of

reports current and past TTs to
help resolve the problem
optional

Open selected TT and (op )

display the TT <a——=Selects the TT for work
and opens it

—r———P Examines the detailed

information, changes the

@ TT status on the TT Status from New to

display is changed to

: 4 Assigned
Assigned and displays
the Assigned TT with Assigns the value of Low
Assigned-Priority —— g t0 Assigned-Priority,
options: Low, Medium, assignsthe TT to a
High Technician to fix the

problem, and selects

[ Apply to carry out these
new changes

Updates the TT, -
delivers e-mail to the

assigned Technician B Receives e-mail
and delivers e-mail to notifying of anew TT
the User assignment
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Trouble Ticket (TT) Submission/
Resolution
Points of iew 1l

TT Review Board

TT Review Board ECS Subsystems Chairman Technician
@ Updates the TT with the J @ Enters an initial entry into the
proposed course of action Resolution Log indicating the

proposed course of action

Updates the Resolution Lo @
of the TT with time/date,
name of modifier, and the
entered information

Analyzes and attempts to resolve
the issue that the TT addresses,
updates the Resolution Log with
pertinent information

Update TT'’s status to ®
“Solution Proposed” -4 Finds a solution and sets the TT
@ status to “Solution Proposed”

-<o—1PRequest list of new
“Solution Proposed

Build list of “Solution

Proposed” TTs TTs
Considers the sensibilityg Provide “Solution
and long term effects of Proposed” TTs to
the proposed solution Board

for this TT

. Update TT status to
Approves the solution ——— “IrFT)1pIement Solution”

and changes the TT
status to “Implement
Solution”
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Trouble Ticket (TT) Submission/
Resolution
Points of View IV

SoiEnE

5
o
Elfal
User

Verifies the fix,
notifies the board

Receives e-malil
notifying him/her of
the TT being closed

TT Review Board

@ Approves the fix

Asks for user
verification (optional)

D)

Closesthe TT

ECS Subsystems

TT Review Board
Chairman

Technician

@ Updates the TT's
status to “Solution
Implemented”

Build list of “Solution
Implemented” TTs

@ Fixes the problem

@ Request list of new

+€—P “Solution Implemented”

TTs

—Jp» Closes the TT and e-

mails the originating
user, notifying the

<

user of the fix

Provide “Solution
Implemented” TTs to
Board

and changes TT
status to “Solution
Implemented”
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Activity:
Trouble Ticket Submission/Resolution

!

Role:
Science End User

Select Trouble Ticket Icon on
the Client Workbench

Assumption:
can cancel at EOR
any step * — ¢
Select “Su_bmlt ”a Trouble Select “List my Trouble Tickets”
Ticket
¥ ), v
) ) . Select a Trouble Ticket for
v View Trouble Ticket List Display
/_i_\ +
Y — Y

Fill out “Short description”

Fill out “Impact”

View Trouble Ticket information

\
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Fill out “Detailed description”

¢

Y

Select “Submit”

!

View Success Web Page
(includes new TT number)

EOR
b7

Y

Select“Reset”

r

I

ECS System generates and
sends e-mail to user notifying of
submitted TT

D
:

Select the TT number to display
thenew TT

Y

View the displayed TT

¢<

727-PP-002-001 Day 2
DT - 12



Y

Receive e-mail verifying that TT
was submitted

|t

Ops Supervisor assigns the TT
to a Technician (see Ops
Supervisor Workflow)

¢

Verify the fix and notify the
Review Board

Technician finds solution, TT
Review Board approves
solution, Technician implements
the fix, Board approves the fix,
and optionally asks user to
verify fix (see Technician, TT
Review Board Chairman, and
TT Review Board Workflows)

|

Review
Board Closes the TT (see TT
Review Board Workflow)

Receive e-mail notifying that the
TT is closed

\
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Activity:
Trouble Ticket Submission/Resolution

Role:
Ops Supervisor

Assumption:
can cancel at
any step

! !

Start the Remedy Read E-mail notification
Notification Tool at an Ops of the new TT on Ops
Services Workstation Services Workstation

Y

Read notification
ofanew TT

Y

| g | Start the Remedy
application
Selectthe new TT Query Remedy to
to display from the display the new
notification TT

Y

Read detailed problem
description.

v
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'

Generate TT reports
from existing report
definitions

'

LW,

' '

Create new report
definitions

Query Remedy at
other Sites for lists
of similar TTs

Query Remedy for
lists of similar TTs

Generate TT reports
from new report
definitions

Y

Display TTs from
the lists

View and analyze
the reports and
queried TTs

'

727-PP-002-001 Day 2
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EOR

Y

Change TT Status
from “New” to
“‘Forwarded”

\v/

Change TT Status
from “New” to
“Assigned”

Change TT Status

from “New” to
“Closed”

Select the Site to
which the TT is
forwarded

Enter the name of
Technician to which
the TT is assigned

Select the Reason
for Closing Code for closing

Enter the Reason

v

Select “Forward
Active Link” to
forward the TT

¢

Y

Setthe TT's
Assigned Priority to
Low, Medium, or High

Y

Select Apply to
make the changes

'

Select Apply to
make the changes

Select Apply to
make the changes

\

I
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Activity:

Trouble Ticket Submission/Resolution

Role:
Technician

Assumption:
can cancel at
any step

Note: This
information should
be updated through
the entire process.

!

Read E-mail notification of a
newly assigned TT at an Ops
Services Workstation

Y

Y

Query Remedy (based on the
TT ID in the e-mail) to display
the new TT for modification

v

Input an initial entry into the
TT’s “Resolution Log” indicating
the proposed course of action

N

Y

Select “Key Words”
appropriate to the
TT

#/

Select the “Hardware
Resource” impacted

Y

v

Select the “Software
Resource” impacted

Select “Apply” to update the TT
Resolution Log

¢
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Y

Analyze and attempt to resolve
the issue that the TT addresses

¢

Y

Enter pertinent Information to
the TT's “Resolution Log”

Y

Select “Apply” to change the
TT

No

Solution
Found?

Change TT Status from
“Assigned” to “Solution
Proposed”

Y

to change the

No

Solution
Approved?

Solution is reviewed (see TT
Review Board Chairman and
TT Review Board Workflows)

727-PP-002-001 Day 2
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'

Start Remedy at an Ops
Services Workstation

Y

Query Remedy for all TTs
assigned

Y

Notice that the TT's status to
“Implement Solution”

Y

Y

Test the resolution

y

Change TT Status from
“Implement Solution” to
“Solution Implemented”

Y

Select “Apply”
TT

\
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Activity:

Trouble Ticket Submission/Resolution

Role:
TT Review Board Chairman

!

Start Remedy at an Ops
Services Workstation

X

y

Query Remedy for a list of
“Solution Implemented” TTs

Assumption: v ~—
can cancel at Query Remedy for a list of
any step “Solution Proposed” TTs
EOR
Refresh the List +
Open a TT from the Print the TTs that
list appear in the list
U (EOR) y v | l |
Change TT Status from - A the TT ¢ Change TT Provide tkle “Solution
““Solution Proposed” to orwarth € " ° status back to Proposed” TTs to the
“Implement Solution” another site “Assigned” TT Review Board

Y

Change the status
back to “Solution

Proposed”

\

(The TT will be
processed by
the Technician
again)

\
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Refresh the List +

Open a TT from the
list

y

Verify TT
information is
complete

o)
\] N
Change TT Status from

“Solution Implemented”
to “Closed”

Y

y

Print the TTs that
appear in the list

Change TT Status from
“*Solution Implemented”
to “Solution Proposed”

:

Y

Provide the “Solution
Implemented” TTs to
the TT Review Board

Select Apply to

Select the Reason Enter the Reason
for Closing Code for closing

make the changes

\

Y

Select Apply to
make the changes

él

(The TT will be
processed by
the Technician
again)

\
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Assumption:

Activity: can cancel at
Trouble Ticket Submission/Resolution any step
Role: Q/
TT Review Board
Receive the new “Solution Receive the “Solution
Proposed” TTs from the Implemented” TTs from the
Chairman Chairman

#

Consider the sensibility and
long term effects of the
proposed solution fora TT

X
Y 2y Y

Forward the TT to Shangg TT Status fr"om Change TT
: Solution Proposed” to status back to
another site “ - WA e ”
Implement Solution Assigned
Change the status x
back to “Solu;uon (The TT will be
Proposed processed by
the Technician
< again)

_® e
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Review the next TT

No

IsTT a
Configuration
Issue?

Any
More TTs
to review?

Generate a CCR

'

Proceed as in the Custom
Software Problem Scenario

727-PP-002-001 Day 2
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Review the next TT

A

Yes

Any

More TTs
to review?

Verify TT
information is
complete

Ask the TT
Originator to verify
the fix

User verifies the

Receive verification
results

Y

Q/

Closethe TT

Y

Change TT Status from
“Solution Implemented”
back to “Solution Proposed”

Y

Select Apply to
make the changes

(The TT will be processed
by the Technician again)
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Trouble Ticket (TT) Submission/

Resolution
Data Activity |
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
1. TT Entry via Short Problem Description Input
Web Page Long Problem Description Input
Submitter Impact Input
Submitter’s User ID Display
Submitter’s Name Display
Submitter’s Phone # Display
Submitter’s eMail Addr Display
2. TT Success TT Number Display
Response via Web Submitter’s User ID Display
Page Submitter’s eMail Addr Display
3. Listmy TT’svia | TT Number Display
Web Page TT Status Display
Short Problem Description Display

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution
Data Activity Il
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
4. View TT via TT Number Display
Web Page TT Status Display
Short Problem Description Display
Long Problem Description Display
Submitter Impact Display
Submitter’s User ID Display
Submitter’s Name Display
Submitter’s Phone # Display
Submitter’s eMail Addr Display
Resolution Log Display
5. Receive TT Number Display
Notifications via TT Creation Date Display
Remedy
Notification Tool

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution
Data Activity Il
Operator Data Element Operator Interactions
Function (Edit, Input, Display)

6. Submita TT via
Remedy User Tool
(cont on next page)

TT Status

TT Assigned Priority
Short Problem Description
Long Problem Description
Submitter Impact
Submitter’s User ID
Submitter’s Name
Submitter’s Phone #
Submitter’s eMail Addr
Submitter’s Home Site
Resolution Log

Assigned Technician’s User ID

Related CCR
Keywords Assigned

Input
Input
Input
Input
Input
Input
Input
Input
Input
Input
Input
Input
Input
Input

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution

Data Activity IV
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
6. Submita TT via Closing Code Input
Remedy User Tool Software Resource Affected Input
(cont) Hardware Resource Affected Input

Forwarded Site Names Input

7. Query for TTs Any combination of TT Input
via Remedy User fields
Tool
8. View Lists of TT Number Display
TTs via Remedy Short Problem Description Display

User Tool

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution
Data Activity V
Operator Data Element Operator Interactions
Function (Edit, Input, Display)

9. Display TT via TT Number

Remedy User Tool TT Status

(cont on next page) TT Assigned Priority
Short Problem Description
Long Problem Description
Submitter Impact
Submitter’s User ID
Submitter’s Name
Submitter’s Phone #
Submitter’s eMail Addr
Submitter’s Home Site
Resolution Log

History Log

Assigned Technician’s User ID

Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution
Data Activity VI
Operator Data Element Operator Interactions
Function (Edit, Input, Display)

9. Display TT via
Remedy User Tool
(cont)

TT Creation Date

TT Last Modified Date
Related CCR

Keywords Assigned
Closing Code

Closed-by (User ID)

Close Date

Software Resource Affected
Hardware Resource Affected
Forwarded from

Forwarded date

Original TT Number
Forwarded Site Names

Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display
Display

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/
Resolution

Data Activity VI
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
10. Modify TT via TT Number Display
Remedy User Tool TT Status Edit *
(cont on next page) TT Assigned Priority Input, Edit *
Short Problem Description Edit *
Long Problem Description Edit *
Submitter Impact Display
Submitter’s User ID Display
Submitter’s Name Display
Submitter’s Phone # Display
Submitter’s eMail Addr Display
Submitter’s Home Site Display
Resolution Log Input, Edit *
History Log Display
Assigned Technician’s User ID | Input, Edit *

* These fields can be only modified by particular types of Remedy users 727-PP-002-001 Day 2
(see the privilege table after this section) DT-31



Trouble Ticket (TT) Submission/

Resolution
Data Activity VIl
Operator Data Element Operator Interactions
Function (Edit, Input, Display)

10. Modify TT via
Remedy User Tool
(cont)

TT Creation Date

TT Last Modified Date
Related CCR

Keywords Assigned
Closing Code

Closed-by (User ID)

Close Date

Software Resource Affected
Hardware Resource Affected
Forwarded from

Forwarded date

Original TT Number
Forwarded Site Names

Display
Display
Input, Edit *
Input, Edit *
Input, Edit *
Display
Display
Input, Edit *
Input, Edit *
Display
Display
Display
Input, Edit *

* These fields can be only modified by particular types of Remedy users 727-PP-002-001 Day 2

(see the privilege table after this section)




Trouble Ticket (TT) Submission/

Resolution
Data Activity IX
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
11. Create a Report Report Fields Input
Definitions via Any fieldinaTT
Remedy User Tool Report Preferences Input
Report Sort Options Input
Report Statistical Fields Input
12. Generate/View TT fields as defined by report Display
a Report from a Statistical values as defined Display

Report Definition
via Remedy User
Tool

727-PP-002-001 Day 2
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Trouble Ticket (TT) Submission/

Resolution
Data Activity X
Operator Data Element Operator Interactions
Function (Edit, Input, Display)
13. Customize Assigned Technician’s User ID
Remedy via Selectable Values Input *
Remedy User Keywords Assigned Selectable
Tool Values Input *
Closing Code Selectable Values| Input *
Software Resource Affected
Selectable Values Input *
Hardware Resource Affected
Selectable Values Input *
Forwarded Site Names
Selectable Values Input *

* These fields can be only modified by particular types of Remedy users 727-PP-002-001 Day 2

(see the privilege table after this section)

DT - 34



Trouble Ticket (TT) Submission/

Resolution

Remedy User Privileges |

~_UserType (RS, | Aommdvator| Shpervisor | Manager | Techmican | Review |95t e
TT Field Board
Chair
TT Status M M M M M M
TT Assigned Priority M M M M
Short Problem Description M M M M
Long Problem Description M M M M
Resolution Log M M M M M M
Assigned Technician’s User ID M M M M M
Related CCR M M M M M M
Keywords Assigned M M M M M M
Closing Code M M M M M
Software Resource Affected M M M M M M
Hardware Resource Affected M M M M M M
Forwarded Site Names M M M M M

M = Field can be modified by the corresponding User Type
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Trouble Ticket (TT) Submission/
Resolution
Remedy User Privileges Il

~_UserType (RS, | Aommdvator| Shpervisor | Manager | Techmican | Review |95t e
TT Field Board
Chair
Assigned Technician’s User ID
Selectable Values M M M M
Keywords Assigned Selectable
Values M M M M
Closing Code Selectable Values M M M M
Software Resource Affected
Selectable Values M M M M
Hardware Resource Affected
Selectable Values M M M M
Forwarded Site Names
Selectable Values M M M M

727-PP-002-001 Day 2
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