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Incident Management

Create Incident

O

Click Work ltems tab

O

Click Incident Management

Incident Management L
[I4 create Incident from Templat:
%;é Create Incident

In the right-side task menu click Create Incident

PowerForm

Fill out the form and click OK to save Incident
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Edit Incident

Click Work ltems tab

Click Incident Management

In the middle-pane select the Incident that you want to edit

OO o).

IR554 - Printing problem &
2, assign » In the right-side task menu click Edit
't') Assign by »
Eﬂ:]l Change Incident Status »
Create Change Request Or
| Create Problem
Create Release Record

Create Service Reguest

7 it ‘— Double-click Incident

@ Escalate or Transfer

IR Lol oo lioiol b0 Docont

[

Edit data in form and click OK to save changes

Resolve Incident

Click Work ltems tab

Click Incident Management

In the middle-pane select the Incident that you want to resolve

OO d) O

@ change Incident Status ¥ f Resolve

120 convert e g'[“““m In the right-side task menu click Change Incident
Create Change Requ, L' Other...
{3 create Problem R Close Status - Resolve
D T Resolve Ll
Select a Resolution Category and type in a
e L Comment, then click OK

Comments:

Cable replaced, then printer started working.

‘ Click OK to close form and save changes

oK Cancel




Assign Incident

Click Work ltems tab

Click Incident Management

In the middle-pane select the Incident that you want to assign

OO o).

»
IR554 - Printing problem €3

|_._j Apply Template
E, Assign ¥ G Assign to Me
1., Assign by » ' 3_, Assign to Analyst

R Chopoe Jocidont oot b

In the right-side task menu click
Assign - Assign to Me or Assign -
Assign to Analyst

O

If you selected Assign to Me, click OK to close form and save changes

[

If you selected Assign to Analyst, use search function to find an analyst
Select analyst and click OK, click OK again to close form and save changes

Add Comment to Incident

Click Work ltems tab

Click Incident Management

In the middle-pane select the Incident that you want to edit

OO d) O

IR554 - Printing problem -
g A 4 H H H H
DT In the right-side task menu click Edit

2 Assign by »

@ Change Incident Status »
Create Change Reguest

@ Create Problem
Create Release Record g
Create Service Request

/' Edit

(®) Escalate or Transfer

ettt Double-click Incident

Action Log: [ private

Tried to reach Dinesh on his celluar without success. Type |n an ACtion I—Og
‘ message and click Add
— Click OK to close form

Expand and save comment




Change Management

Create Change Request

D Click Work ltems tab

O | click Change Management

[

Change Management

3¢ Create Change Request In the right-side task menu click

PowerForm

Create Change Request

D [ Seiect Tempiate =y

Select a template from the list.

Select a Template and click OK

Templates

Name. Class.

Emergency Change Request Change Request

Major Change Request Change Request
Minor Change Request Change Request
Publish Offering Change Request
Security Release Change Request

Standard Change Request  Change Request

Description
Standard Change Requests are pre-approved and used for low-risk pre-
tested change operations.

Fill out the form

I e and click OK to
save Change

Request
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Change Request Inforrmation
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Put Change Request on hold

Click Work ltems tab

Click Change Management

In the middle-pane select the Change Request that you want to put on hold

OO o).

Create Release Record In the right-side task menu click Put On Hold or
/ Edit T .
10 Pt on Hold h glouble click Change Request and click Put On Hold
[} Resume | n fOI’m taSk menu
D Comments —
You have decided to put a change request and all its incomplete Type II’] a Comment aﬂd C|.|C|'< OK

activities on hold. Please provide your comments.
Comments:

Put on hold waiting for software media.

OK Cancel

Click OK to close form and save




Resume Change Request

Click Work ltems tab

Click Change Management

In the middle-pane select the Change Request that you want to resume

OO o).

Create Release Record
# Edit
Il Put on Hold ‘

b resme

In the right-side task menu click Resume or
double-click Change Request and click
Resume in form task menu

Comments L
You have decided to resume a change request and all its
incomplete activities. Please provide your comments.
Comments:
Software media recieved.

oK Cancel

Type ina Comment and click OK

Click OK to close form and save




Cancel Change Request

Click Work ltems tab

Click Change Management

In the middle-pane select the Change Request that you want to cancel

OO o).

2, Assign by » In the right-side task menu click Cancel or
K cancel “ | double-click Change Request and click
¥ Close Cancel in form task menu
D | Comments &‘
You have decided to cancel the selected change request and all its Type |n a Comment and C“Ck OK

incomplete activities. Please provide your comments.

Comments:

Change cancelled.

oK Cancel

Click OK to close form and save




Close Change Request

Click Work ltems tab

Click Change Management

In the middle-pane select the Change Request that you want to close

OO o).

%, Assign by » In the right-side task menu click Close or
K cancel | double-click Change Request and click
&K Close k Close in form task menu

Comments

Type in a Comment and click OK

You have decided to close a change request. Please provide your
comments.

Comments:

Change closed.

0K Cancel

Click OK to close form and save
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Service Request Fulfillment

Create Service Request

O

Click Work ltems tab

O

Click Service Request Fulfillment

[

Service Request Fulfillment

Create Service Request from -
Create Service Request

b

EI PowerForm

In the right-side task menu click

Create Service Request

Request Offering %

—|  Request Offering

Select 2 Request Offering from the list below. You can narrow down the list of Request offerings by
using filter or the Category or the Service Offering to which the Request Offering belongs to

Filter the current selection:

Type to filter.
Select 3 Request Offering from the list:
Request Offering » Service Offering  Category
Cloud Development Workstation ~DEVELOPMENT  General
Employee onboarding

New CRM Dynamics 2014 System SYSTEMS General

oK Cancel

Select a Request Offering and click
OK

Activity Stage:N/A

Created on:2016-09-16.

D SR2937

General | Activities | Result | Related Items | Service Level | History

Request Offering: Developme . Created By:Erica Eriksson

Affected user: Alternate contact method: ]

J &l [ |
Title:

| QL Database Order |

Description

Urgeney: Priority: Source:
|Medium | =] |Medium || [portal 1=
Area: Support Group: Assigned to:

[ =] | =/ | J 2l

User Input

Question Value -

NAME

PERFORMANCE LEVEL

MAX SIZE 2ce -]

\
semcemeRs | =
\
[
I

Action Log: (] Private

[ ok || Cancel

5R2937 o

& Assign by »
& Assign To Analyst
B3R Assin To e

Creste Change Request
Create Incident.
Create Release Record

= print

53 Search for Knowledge Art
Set First Response or Cor

& WebFront Link

Form Customizations o

Customize Form

Extension Settings

aupd 3{seL

Complete the form
and click OK to
submit Service
Request

11



Create Service Request from Template

[

Click Work ltems tab

O

Click Service Request Fulfillment

[

Service Reguest Fulfillment &3

: , In the right-side task menu click
4/ Create Service Request from

UGS i Create Service Request from Template

E PowerForm

D Select Template El

Select a template from the list

Select a Template and click OK

Templates

MName Class. |
New Azure Database - Copy Service Rec
New SQL Database Service Rex
New SQL Database - Copy Service Req
New Standard Account Template Service Req
New Standard Account Template - Copy Service Req
Ordar Micrnznft S0 Natahass Tnstancs - Temnlate Sarviee R T
<

Description

SR2939 Activity Stage:H/A Created on:2016-05-16 SR2939 B (2 CO m plete th e fo M
€ Request Offering: Created By:Erica Eriksson & Assian by b f
General | Activities | Result | Related 1tems | service Level | History [& Assign To Analyst a nd CUC k o K to
B AssignTo Me . .
T g e submit Service
\ &l | | 2

. Request
|5QL Database order | 5

Description: 3¢ Create Change Request

Nibh altera sed ei, an cum lorem consulatu. Id soleat molls persius eos. Qui te atqui asterno
suavitate, vix doctus fabellas facilisis €a. Mea veniam perpetua liberavisse ex, sea vide habeo
salutatus ex, eu simul vitae lobortis cos. Eligend ocurreret nam in. Due voluptua invidunt
maluisset te, vitae animal vocibus quo ei.

Create Incident

Create Release Record

Print

Gy Put On Hold
Urgeney: Priority: Source: . .
| Medium [=] [megium | =] [portal [ - z
Area: Support Group: e = Search for knowledge At | 5
‘ [=] [ =] [ J &)l Set First Response or Cor | 2

& WebFront Link

User Input
Question  value ||| Form customizatians A
Customize Form
Extension Settings
Action Log: | Private

12




Put Service Request on hold

Click Work ltems tab

Click Service Request Fulfillment

In the middle-pane select the Service Request that you want to put on hold

OO o).

LiEdlE REIEdSE RELUTU

et In the right-side task menu click Put On Hold or
) CrsEr ' double-click Service Request and click Put On
Hold in form task menu

' Comments &:
You have decided to put a service request and all its incomplete Type in a Com ment and CUCI’( OK

activities on hold. Please provide your comments.
Comments

Waiting for cloud agreement.

3972 characters remaining.

0K Cancel

Click OK to close form and save
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Resume Service Request

Click Work ltems tab

Click Service Request Fulfillment

In the middle-pane select the Service Request that you want to resume

OO o).

In the right-side task menu click Resume or
double-click Service Request and click
Resume in form task menu

n 2
. Comments &

You have decided to resume a service reguest and all its
incomplete activities. Please provide your comments.

Comments

Cloud agreement in place.

3975 characters remaining.

OK | Cancel
]

Type ina Comment and click OK

Click OK to close form and save
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Cancel Service Request

Click Work ltems tab

Click Service Request Fulfillment

In the middle-pane select the Service Request that you want to cancel

OO o).

I In the right-side task menu click Cancel or
B cancel “ double-click Service Request and click
Cancel in form task menu

: Comments il’-1
You have decided to cancel the selected service request and all its Type in a Comment and CUCk OK
incomplete activities. Please provide your comments.

Comments

User does not need this anymore.

| 3968 characters remaining.

0K Cancel

Click OK to close form and save
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Activity Management

Approve Review Activities

D Click Work ltems tab

Click Activity Management

In the middle-pane select the Review Activity that you want to approve

OO O

T * double-click Review Activity and click
Approve in form task menu

N In the right-side task menu click Approve or

r
. Comments S

comments.
Comments:

Sure, but please think of the costs.

OK Cancel

You have decided to approve an activity. Please provide your Type |n a Comment aﬂd C“Ck OK

D Click OK to close form and save
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Reject Review Activities

Click Work ltems tab

Click Activity Management

In the middle-pane select the Review Activity that you want to reject

OO o).

& Fat In the right-side task menu click Reject or
© Reject h | double-click Review Activity and click

Reject in form task menu

. Comments -
| You have decided to reject an activity. Please provide your Type ”’] a Comment and CUCk OK
| comments.
Comments:
|| |1 cannot approve this today. Please provide more information
| |and resend request.
0K Cancel

Click OK to close form and save
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Mark Manual Activities as Completed

Click Work ltems tab

Click Activity Management

In the middle-pane select the Manual Activity that you want to approve

OO o).

In the right-side task menu click Mark as

J Mark as Completed ‘ Complleted or double-click Rey@w Activity
and click Mark as Completed in form task
menu

[
i Comments X

Type in a Comment and click OK

You have decided to complete an activity. Please provide your
comments,

Comments:

Service Pack applied manually.

0K Cancel

D Click OK to close form and save




Mark Manual Activities as Failed

Click Work ltems tab

Click Activity Management

In the middle-pane select the Manual Activity that you want to mark as failed

OO o).

In the right-side task menu click Mark as
k il dh
Hark == Fare Failed or double-click Review Activity and

click Mark as Failed in form task menu

] Comments —_—
You have decided to faill an activity. Please provide your Type INna Comment and C“Ck OK
comments.
Comments

Service Pack failed to be installed manually.

oK Cancel

Click OK to close form and save
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Other

Auto Refresh View

You can instruct WebFront to auto refresh views every minute, this can be very useful
when you need to monitor a certain view for incoming work items.

O

Open any work item- or configuration item view in WebFront

O

Right click the view and select Start auto refresh

NOTE: The next time you change view \WebFront will automatically stop the auto
refresh cycle. If you want to stop it without having to change view, just right click
the view and select Stop auto refresh.
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