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Presenter Notes
Presentation Notes
This PowerPoint is an overview only of the Partners SysAid2 ticket entry application.


SysAid2 Enhancements

» Enter specific information to better describe the issue.

» Attach specific examples of the error which will help us resolve your
Issue sooner.

» Tickets automatically routed to the appropriate person or department
instead of each ticket being reviewed individually by IT staff.

» Automatic progress emails for your ticket.
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Presenter Notes
Presentation Notes
SysAid2 has many new features, not found in the current SysAid application.  Users can enter their own tickets that are automatically routed to the correct department.  You will also get progress emails for your ticket. Having Partners staff create their own IT tickets will be a great benefit!  It allows you to be very specific about your issue and you can add examples of the issue to the ticket.  This allows the reviewer to accurately determine the solution to your issue!



Presentation Contents

SysAid2 Ticket Creation Overview.
Choosing a ticket template.

Instructions for entering different SysAid2 tickets.

v WV WV V¥V

Conclusion.
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Presenter Notes
Presentation Notes
As the Presentation Contents slide shows, this presentation covers ticket creation, including how to choose the correct ticket and instructions on entering tickets.


The SysAid IT Service Desk — Access Café

> Select Access Café from the main menu to create a ticket.

Searc
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Service Catalog =

Access Cafe Software Tickets Alpha+ Tickets
@ Click here if you need a new software, or can't access U Hawng an issue or need something software related? @ Please click here for all Alpha+ issues and requests
existing tools for any reason! Click hen

= Pro-Auth Tickets

N
’Jjﬂ\\ Please click here for all Pro-Auth issues
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Presenter Notes
Presentation Notes
This is the main SysAid IT Service Desk window.  You can easily see the different applications and choose the one you need, to create a ticket for any issues or problems.


The SysAid IT Service Desk — Password Reset

> Select Password Reset from the Access Café.

PARTNERS

Improving Lives.
Strengthening Communities.

Servece Fortzl

Service Catalog = Access Cafe

Password Raset Adjust Access MNeed New License
= ( \
?ﬂ Click here for password lockout issues. fﬂ Click here to improve/reduce access in owned applications. @ Click here to request a new license from a software list.
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Presenter Notes
Presentation Notes
The 3 selection boxes in the Access Café all deal with access to different applications.  Our first example is for a Password reset, here in orange.
You’ll notice that ‘Password Reset’ is an IT Issue, because you can’t log into an application.  ‘Adjust Access’ and ‘Need New License’ are requests for changes or additions.



The SysAid IT Service Desk — Password Reset

¢l Submit Incident

The Password Reset screen is for many applications.

Please select a 3rd level category for this issue.

|3rd category has been selectedl

>  Provide your full name and email address. s )| == e ] (=
» The email provided will be where the ticket and any updates are D““”"IDm —

sent P ——
.

»  Enter a subject and description. Any field with an asterisk (*)

is a required field. - e

Cannot work at all, critical business tool is failing for a group. Eq. Unable to access VMWare, unable to create
ProviderConnect/Pro-Auth issues

> Th e to p 3 boxes a re fo r Catego ries 1, 2 a n d 3 . High ‘Work is significantly impacted. Eg. Unable to process member provider/Claims data

Critical

Mormal Anon-emergency reguest/issue requiring timely resclution.
> Categories 1 and 2 are already populated. Select any application Low Any other recuestisus
from the CategO ry 3 tO reset the password Urgency Be sure to select the appropriate response for Urgency.
' Low v || For instance, if eGoldFax is a requirement for you to do your job
gaily, bL‘Jt it doesn't significantly impact your work, you might use
> Examples include Alpha, Pega, eGoldFax, NCTracks, ProAuth, Relias, M KRR b NS R T
Tru Ca r.e a n d VMWa re Select Attachments or drag and drop files to here

> You must also select urgency of the ticket. Then click Submit

when completed.
&
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Presenter Notes
Presentation Notes
In the ‘Submit Incident’ screen has 3 category selections at the top. In this instance, the 1st and 2nd categories are prepopulated.  You will need to select the 3rd level category.  Please note that the ticket entry screen has an Urgency selection box. Since it has an asterisk, this box must be completed, since any selection with an asterisk is required to be completed to submit a ticket.  The Urgency chart will be discussed more in later slides. For our example, we chose eGoldFax as the application we need to get a password reset.  Notice that the Urgency field has “Low” selected, which means that it must be resolved within 24 hours.  If eGoldFax is an application that you must have access to at all times to do your job, then you would select a more appropriate Urgency level. When all required fields have been completed and you’ve added any attachments, you click Submit!



The SysAid IT Service Desk — Adjust Access

» Select Adjust Access from the Access Café to change your level of access

to a specific application.

PARTNERS

Improving Lives.
Strengthening Communities.

Serece Potzl

Password Reset Adjust Access Need New License
= ( \
?= Click here for password lockout issues. Tﬂ Click here to improve/reduce access in owned applicalions. @ Click here to request a new license from a software list.
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Presenter Notes
Presentation Notes
Choosing Adjust Access is used to change your current access or permissions to an application, like SharePoint, ShareFile, etc.


The SysAid IT Service Desk — Need New License

> Select Need New License from the Access Café to request a specific

license for an application.

PARTNERS

Improving Lives.
Strengthening Communities.

Servece Peostzl

Password Reset Adjust Access Need New License
= ( \
?= Click here for password lockout issues. Tﬂ Click here to improve/reduce access in owned applications. @ Click here to request a new license from a software list

«(}

PARTNE RS SysAid2 Training 8



Presenter Notes
Presentation Notes
Need New License is a request to get access to an additional application for your position, like Nitro Pro or Microsoft Visio.


The SysAid IT Service Desk — Software Tickets

> Select Software Tickets from the main menu to create a ticket.

Searc
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Service Catalog =

Access Cafe Software Tickets Alpha+ Tickets
@ Click here if you need a new software, or can't access U Hawng an issue or need something software related? @ Please click here for all Alpha+ issues and requests
existing tools for any reason! Click hen

= Pro-Auth Tickets

N
’Jjﬂ\\ Please click here for all Pro-Auth issues
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Presenter Notes
Presentation Notes
This is the main SysAid IT Service Desk window.  You can easily see the different applications and choose the one you need, to create a ticket for any issues or problems.


The SysAid IT Service Desk — Software Tickets

When submitting a Software ticket, be
specific about the issue.

>

Category 1 is already selected as
“software”.

Category 2 is the name of the IT
software.

Category 3 is used for the software
problem.

Enter a detailed description and select
the appropriate urgency level before
clicking Submit.

¢l Submit Incident

Full Name

Email Address

Category

Subject

Urgency

v
‘Cannot work at all, critical business toal is failing for a group. Eg. Unable to access VMWare, unable to create
Crtcal vaider@unnecﬂFmAuﬁ\ issues
High ‘Work is significantly impacted. Eg. Unable fo process member provideriClaims data
Normal A non-emergency requestissue requiring fimely resolufion.

Any other requestissue.
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Presenter Notes
Presentation Notes
Always give a detailed description of the problem you’re having.  This will help us to determine what needs to be done. Again, you will need to select which software application that needs attention, from the 2nd category list.  Then you can select the reason you need help with the application from the 3rd category list.


The SysAid IT Service Desk — Alpha+ Tickets

» Select Alpha+ Tickets from the main menu to create a ticket.

Searc
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Service Catalog =

Access Cafe Software Tickets Alpha+ Tickets
@ Click here if you need a new software, or can't access U Hawng an issue or need something software related? @ Please click here for all Alpha+ issues and requests
existing tools for any reason! Click hen

= Pro-Auth Tickets

N
’Jjﬂ\\ Please click here for all Pro-Auth issues
7 }J
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Presenter Notes
Presentation Notes
This is the main SysAid IT Service Desk window.  You can easily see the different applications and choose the one you need, to create a ticket for any issues or problems.


The SysAid IT Service Desk — Alpha+ Tickets

The Alpha+ Tickets
link has two items:

Alpha+ Issues or
Alpha+ Request.

> This example is for
Alpha+ Issues,
shown in the red
box on the left.

«(}
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Improving Lives.
Strengthening Communities.
Alpha+ Issues Alp
D Plea D Piea
9 FA Recently Closed (@)  Worl [0] :
ShareFile-Share-Link 1@ > A #92: bad laplop Request time
nnnnnnnnnnnnnnnnnnnnnn 1@ > n>
1@ >
@ >
1@ 5
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Presenter Notes
Presentation Notes
Our next example is for complications related to Alpha+, as shown in purple.  Again, there are 2 ticket types for this application. The 1st box is for Alpha+ Issues, shown in orange.  We will see what type of examples are available for Alpha+ issues or errors.


The SysAid IT Service Desk — Alpha+ Tickets

€1 Submit Incident

Please select a 3rd level category for this issue.

> As seen before, the top 3 boxes ==

Appication v Alphat+ v Claims Issus

are for categories 1, 2 and 3.

Description

Category 3 has already been S
selected.

Urgency *

~ For our example, the “Claims e

Critical Cannot work at all, critical business tool is failing for a group. Eg. Unable to access VMWare, unable to create
ProviderConnect/Pro-Auth issues

| ol lected
S S u e I S S e e C e [] High Werl is significantly impacted. Eg. Unable o process member provider/Claimes data

MNormal Anon-emergency requestissue requiring timely resolution.

Low Any other requestiissue.

Main Asset

Mot assocaated o assat

Attachments

!
! Select Attachments or drag and drop files to here

«(}
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Presenter Notes
Presentation Notes
For the Alpha+ Incident, you select the type of problem you’re experiencing from the 3rd category drop-down box.  In this example, we’ve selected “Claims Issue”.
Before we continue with this example, I want to emphasize the importance of choosing the correct Urgency Level of your ticket submission.
Again, please be descriptive.  This is helpful to determine how to correct the problem you are encountering.  If possible, you should include an example of the error screen in the Attachments section, which is even better.



The SysAid IT Service Desk — ProAuth Tickets

> Select ProAuth Tickets from the main menu to create a ticket.

Searc

PARTNERS

Improving Lives.
Strengthening Communities.

C Serece Poutzl

Service Catalog =

Access Cafe Software Tickets Alpha+ Tickets
@ Click here if you need a new software, or can't access U Hawng an issue or need something software related? @ Please click here for all Alpha+ issues and requests
existing tools for any reason! Click hen

= Pro-Auth Tickets

N
’Jjﬂ\\ Please click here for all Pro-Auth issues
7 }J
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Presenter Notes
Presentation Notes
This is the main SysAid IT Service Desk window.  You can easily see the different applications and choose the one you need, to create a ticket for any issues or problems.


The SysAid IT Service Desk — ProAuth Tickets

Additional required fields have been g sumiiin
added to this form.

» The additional fields added will
help the reviewer to attempt to
duplicate the issue.

» It's also important to add any
applicable examples at the
bottom as an attachment.

» This helps us to determine the
best way to correct your issue.
)
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SysAid2 Ticket Urgency Selection

» CRITICAL: The only time you should consider using Critical for the selection is if the problem
exists for a group or department or because you can’t log into an application that causes you
to NOT be able to do any work. (Critical issues are typically resolved in 4 hours or less.)

» HIGH: You should select High if a certain application isn’t working properly and your work is
severely impacted. (High issues are usually resolved in 8 hours or less.)

» NORMAL: A Normal issue is a non-emergency issue but is important and needs to be
corrected. (Normal issues are usually resolved within 16 hours or less.)

» LOW: Use Low if the issue does not require a higher level of response but is a needed
application or issue that needs to be corrected. (Low issues are typically resolved within 24

hours or less.)

Critical Cannot work at all, critical business tool is failing for a group. Eg. Unable to access VWWare, unabie to create
ProviderConnect/Pro-Auth issues

High Worl: is significantly impacted. Eg. Unable to process member provider/Claims data

Maormal Anon-emergency reguest/issue requiring timely resolution.

@ 3 Low Any other requestissue.
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Presenter Notes
Presentation Notes
Understanding new ticket “Urgency” requires knowing what’s considered a Critical problem, compared to a minor issue.


The SysAid IT Service Desk

After submitting the ticket, you will see a pop-up message, as shown below.

\ PARTNERS

Improving Lives.
Strengthening Communities.
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Presenter Notes
Presentation Notes
Once you submit the ticket, you will get a message with your ticket number, as shown on the left.  There’s no need to write this down, since you will also receive a ticket update email, as seen on the right.



The SysAid IT Service Desk

New Incident #159

You will receive a notification email to the @ "

email you provided.

&

Service Desk Notification

Hi Mickey,

Thank you for submitting your ticket. Your ticket number is #159. You can reach us by
responding to this email or adding a note to your ticket via the Self Service Portal. We
will keep you updated during the lifecycle of your ticket

Access Cafe - Password Reset

Admin group Support Tier 1 Status New
Assigned to none Urgency Low
Category Access Cafe Password Reset eGoldFax

Description
| need to get my eGoldFax password reset. (Test Only)

Helpdesk Operating Times
Monday: 07:00 AM - 06:00 PM
Tuesday: 07:00 AM - 06:00 PM
Wednesday: 07:00 AM - 06:00 PM
Thursday: 07:00 AM - 06:00 PM
Friday: 07:00 AM - 06:00 PM

PARTNE RS SysAid2 Training 18
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Presenter Notes
Presentation Notes
Once you submit the ticket, you will get a message with your ticket number, as shown on the left.  There’s no need to write this down, since you will also receive a ticket update email, as seen on the right.



In Conclusion...

» By using SysAid to create your own tickets, you will be able to enter
specific information to better describe the issue.

> The tickets will be routed to the appropriate person or department,
instead of the tickets having to be reviewed individually by IT staff.

> You will get progress emails for your ticket automatically sent to you.

«(}
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Presenter Notes
Presentation Notes
The SysAid2 system will be very beneficial to us all.  If, however, you are unable to log into your laptop, VMWare, or if your laptop will not boot up, then please call the Service Desk P1 line which will work with you to quickly solve the problem.



Contact Information

> |T Service Desk
> 704-842-6431
> ServiceDesk@PartnersBHM.org

«(}
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