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Crear un nuevo registro de problemas a
partir de un incidente

Ver: COmo crear un modelo

IT Help Center se basa en modelos de actividades/atencidn. En ellos se definen el flujo, grupos de
atencion, tiempos, escaladas, posibles retornos entre otros. Después de crear un registro, la
herramienta decide qué modelo utilizard segln las reglas definidas. A continuacién, el modelo
determinara qué grupo trabajara en el registro. Cada tanto, la herramienta comprobara el tiempo
transcurrido y decidira si es necesaria una escalada.

Matrix of Activities M [2°] 2k o5 » ass

Ste IDSDTICKET Title Edo Activi Order

Analysis | 0 Request fulfilment General MODEL IN MODEL 1
Analysis | 0 Problem_general MODEL IN MODEL 2
Models
Analysis
Comment
This step is focus on understand the incident and find a solution as scon as possible ol i
Step so the user can continue working.

If yvou find the cause or a possible problem please take note in the diagnostic box
or create a problem record. But do not focus on fin

Hay dos formas de crear nuevos registros de problemas a partir de un incidente:

e Desde Modelo
e Fuera del modelo

Desde Modelo

Selecciona Modelo de problema y crea una nueva actividad:

Haga clic en “%* para abrir una nueva caja dentro del modelo. El paso actual no se puede cambiar.
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" New activity
Select the step

Analysis

Write a comment

Known errors are generated in this step.

Write the guia

Application of problem not critical.

Write the descrniption

Add knownerror and workaround

Haga clicen " para abrir el formulario.
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[ Ticket number: 31

Description : Attachments
Add knownerror and workaround for < |Mame file  Description =
NO MECH MODE error message .
X
e
Title =
MO MECH MODE error message =
CI Affected
- L
Information: Select a SLA. MAME DEFINE ' SERIAL BRAND IDCI  DESCRIPTION =4
IDMDSLA SLAMAME TITLEM DATENAME MAXTIME MORM ‘b
3 Problem_general Problem_general Default 2880 720 __.
WGy
Related cases.
-
RELATIONS TYPE CASE ID RELATIONS TITLE CASE TITLE CASE Ck
»

‘ v 2
Urgency : | Medium * | Impact: | low - ¢
Prionity : | low - =

0
‘ b
Is Major:

keep resolving / -

El modelo se selecciona automaticamente

Agregar Casos Relacionados

Puede agregar una relacién con el incidente desde dentro del nuevo problema creado o cualquier otro

caso existente.

Related cases.

RELATIONS TYPE CASE ID RELATIONS TITLE

En el campo Casos Relacionados, haga clic en

CASE TITLE

CASE C#

para abrir el editor:
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Case :

Title :

Related Editor

Select case and fill all data

Select Case : O

Category :

Unknown relation

Description

&3

Q,

Haga clic en I\ para buscar casos:

Search

Show :

WView all

IDSD | TICKET_TITLE

3
23

30
1
2

24

28

Drag a column header here to aroup by that column

Elevator stuck 3| sec

NO MECH MODE error 1 5| Prin

Unable to connect the | 7| Prin
MO MECH MODE error 1 9| Prin
Elevator stuck 1| Sec
Elevator stuck 2| Sec
Monitor failing 4| Des
Print queue blocked de: 3| Prin

Faili
Faili

Prot
Faili
Faili
Reqg
Faili
Prot

InP
InP

InP
InP
Clos
Clos
Clo:
Clos

IDS | CAT | CAT TIC | MT_

Inci

Inci

Prot
Inci
Inci
Inci
Inci

Prol

]

oo oo O O

3

: mmmmmn---

L5 I ¥ N 5 N o 5 I ¥

IDS | IDS | IDS | IDS

2

S | e

Bd | P3| M2 R
W= = = |

“veo

2. Una vez que haya seleccionado un caso para relacionar, seleccione el tipo de relacién en la lista
desplegable: URelacién desconocida, Este caso forma parte de o Este caso es el resultado de
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Related Editor E8

Select case and fill all data
Select Case : 26 NO MECH MODE error message O\

Category : Printing Service’Web Printing'Unknown'\Problem

Case : | This case is the result of -
Unknown relation

Title :
This case is part of
Thi= case is the result of

Description

3. Por Ultimo, afiada el titulo y la descripcién:

Related Editor e
Select case and fill all data

Select Case : 26 NO MECH MODE error message O\
Category @ Printing Service'Web Printing'Unknown'\Problem

Case : | This case is part of -

Title :

MO MECH MODE error message -
Description :

Case related, same printer model -

Haga clic en v para guardar.
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[ Ticket number: 31

Description : Attachments
. . . &
Add knownerror and workaround for « |Name file  Description 7
MO MECH MODE error message .
x
~
Title :
MO MECH MODE error message - '
CI Affected
- L
Information: Select a SLA. MAME DEFINE SERIAL BRAND IDCI  DESCRIPTION =]
IDMDSLA SLANAME TITLEM DATENAME MAXTIME MNORM 'b
3 Problem_general Problem_general Default 2880 720 _l‘j
WGy
Related cases.
N
RELATIONS TYPE CASE ID RELATIONS TITLE CASE TITLE y
»
B , || This case is part of | 26 MO MECH MODE error message Problem_ge
2]
Urgency :  Medium ~| Impact : | low - oy
i
. .
Priority @ low -
i ]
4 v
Is Major:
keep resolving -/ . - \tx E

N, . . .,
9 Haga clic en el icono para borrar la relacion
3

-

» Haga clic en el icono para editar la relacién

LY

© Haga clic en el icono para ver la informacion del caso relacionado.

Si no agrego la relacidon durante la creacion del problema, puede agregar (O editar)
la relaciéon mas tarde:

g Haga clic en o

Ver: Casos relacionados con la adicion/edicion

-
4. Haga clic en para crear un nuevo registro de problemas

Matrix of Activities

Step IDSDTICKET Title Edo Activity Returm  Type Order

Analysis | 0 Request fulfilment General MODEL IN MODEL 1

T T T T T
Analysis | 31 Problem_general RUNNING IN MODEL 2 ]
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S Seleccione de la cuadricula y haga clic en

[ Ticket atention detail

g

para ver el detalle del problema

= M BNl
W =5 zs
val D - TITLEM:Problem_general
alue e ACTIVITIESNAME:RUNNING
IDSDTICKET 31 COMMENTSL: Known errors are generated in this step.
IDSDTICKET PARENT 0 GUIDET:Application of problem not critical.
- IDSDTICKETACTIVITIES: 22
TICKETSTATUSNAME InProgress ACTIVITIES _DATECREATE:2016-07-30 23:09:10
TICKET ISMAYOR Fal IDSDTICKETMT_ATWVPARENT: O
- alse IDSDTICKET ATVPARENT: 30
TICKET_TITLE MO MECH MODE error message IDSDTICKET_PARENT:O
TICKET_COUNTTIME 20 IDSDTICKETMT;0
- IDSDTICKET31
TICKET_COUNTTIMEPAUSE 0
TICKET_COUNTTIMERESOLVED O
TICKET_DATERESOLVED 1899-12-30 0:00:00
TICKET_DATECLOSED 1899-12-30 0:00:00
TICKET_DATELASTCUT 2016-07-30 23:29:10
IDSDTICKETSOURCETYPE _PERSON
IDCMDBCONTACTTYPE_USER 0
IDMDCATEGORYDETAIL_INITIAL 17
IDMDCATEGORYDETAIL_FINAL 17
SOURCETYPENAME FERSCN -
& d
Haga clicen = para editar el problema:
| Attend ticket =
L& Problem_general : NO MECH MODE error message w MEX2,RBE:GBin » ‘_ ’ _.J_. & -: * q
o T W
Description & Matrix of Activities = 4 N
Add knownerror and workaround for - < O & —
MO MECH MODE error message Step IDSDTICKET Title Edo Activity Return Type Order
o MODEL IN MODEL 0
Guide or general help g Status Step:
Investigation and diagnosis
This record was created because there is -
something wrong that can or is impacting Comment
several users or critical functions. First, you Check all incidents and RFCs related or with the same Category. Apply Root cause techniques to detect the Root cause of this problem N u
should gather all of the information about the | _ Step
Atention 1
U S A
L
Message 3
i RV R I
- .
- Change step:
Create Known error and Work z ~ | 4,

Fuera del modelo
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1. Selecciona Modelo de problema y crea una nueva actividad:

. 9 . . :
Haga clicen % para abrir una nueva caja fuera del modelo.El paso actual se puede cambiar.

| New activity 53
Select the step
Solution -
Analysis
Solution

Customer Satisfaction Survey

Incident Review

Write the guia

Write the description

Printer still shows MO MENCH error message -

Haga clic en para abrir el formulario.
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[ Ticket number: 32

Select user : Usr 001 O Method of notice : | eMail ( usr001@email.com ) - LI
.
Description 3 Attachments
™
Printer still shows error after repair; needs replacement « | Mame file Description ~ {
x
~
Title :
Printer still shows error - !
CI Affected
L]
Information: Select a category MAME DEFINE SERIAL BRAND IDCI DESCRIPTION =)
PRINTER 0001 | PRINTER. 000214 HF 214 PRINTER 0001
Category : ..\Desktop Support ServiceHardware=Problem= .b
Detail : Problem O !}
. -
EE‘ Work-Around Count 0
Loy
IDMDSLA SLANAME TITLEM DATENAME MAXTIME MNORM
3 Problem_general Problem_general Default 2880 720 Related cases.
; ; -
4 Problem_Major | Problem_Major | Default 720 360 | | RELATIONS TYPE  CASEID  RELATIONS TITLE CASE TITLE &
»
‘ ¥ | This case is part of | 25 MO MENCH ERROR message Incident_gene 4
“
Urgency : | Medium ~ | Impact: High -
£
Vo
Priority : | High - .
‘ , 0
Is Major:

keep resolving -/ = o &x ﬂ

Para agregar casos relacionados ver: Agregar casos relacionados

e
2. Haga clicen para crear un nuevo registro de problemas.

Matrix of Activities

Step IDSDTICKET  Title Edo Activity Return  Type Order
Solution | 32 RUMNING QuT MODEL O |
Analysis 0 'Reguest fulfilment General MODEL ' INMODEL 1
Analysis 31 Problem_general RUMMNING IN MODEL 2

Seleccione de la cuadricula y haga clic en LJ para ver el detalle del problema.
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[ Ticket atention detail

E3
o N B
W =5 ze
.. TITLEM:
T Description ACTIVITIESNAME :RUNNING
IDSOTICKET 32 COMMENTSL:
GUIDET:
IDSOTICKET_PARENT 0
- IDSDTICKETACTIVITIES: 23
TICKETSTATUSMAME InProgress ACTIVITIES _DATECREATE:2016-07-30 23:20:08
IDSDTICKETMT_ATVPARENT: 9
TICKET_ISMAYOR Fal -
- aee IDSDTICKET_ATVPARENT: 30
TICKET_TITLE Printer still shows error IDSDTICKET_PARENT:O
IDSDTICKETMT;O
TICKET_COUNTTIME 12 IDSDTICKET32
TICKET_COUNTTIMEPAUSE 0
TICKET_COUNTTIMERESOLVWED | O
TICKET_DATERESOLVED 1899-12-30 0:00:00
TICKET_DATECLOSED 1899-12-30 0:00:00
TICKET_DATELASTCUT 2016-07-30 23:32:08
IDSDTICKETSOURCETYPE _PERSON
IDCMDBCONTACTTYPE_USER 4
IDMDCATEGORYDETAIL_INITIAL 34
IDMDCATEGORYDETAIL_FIMAL 34
SOURCETYPEMNAME PERSOMN -
iy
\\Haga clic en =~ para editar el problema:
| Attend ticket ®
\_;" P::l:a:_general i Printer still shows error w Maxz’R;g\;in » ._ ’ Ll & _: € ﬁ
o HWie
Description & Matrix of Activities > [ ¢ &
Printer still shows error after repair, needs - e ~ D © & "'Edt-’
replacement Step IDSDTICKET  Title Edo Activity Return  Type Order !
o MODEL IN MODEL 0
Guide or general help 4 Status Step:
= Investigation and diagnosis
This record was created because there is .
something wrong that can or is impacting Comment
several users or critical functions. First, you Check all incidents and RFCs related or with the same Category. Apply Root cause techniques to detect the Root cause of this problem - @
should gather all of the information about the | _ || [ step
e el (1)
Atention 1
U e +
LS
Message o
PR ]
" .

Change step:

Create Known error and Work z ~ 4,
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