IT Premium:
Change & Problem Management User Guide

Supplement to the IT User Guide

= Crow Canyon Software




Contents

A VT Nl =YY 4 T ] o] 1= R
Creating @ Problemi..............eeeii e e e e e e et e e e e e e e arrrraaaeaean
Creating Problem from Child TiCKet............oocuiiiiiiiii e e e
ASSIZNING A Problem ... .o e e e et e e e s bt e e eetreeeeeataeeeaans
Notification on Problem Creation.............coc.ooiiiiiiiiiieee ettt

LY oL 1) AV o o] o1 =T 4 SRR

Y 1 Ao T S o Lol USSR URRRRE
WoOrking With Change REQUESTS ....ciiiiiiiiiiiiiee ettt e e ettt te e e e e e e e tra e e e e e e setabeeeeaaeeesastsaeeeeeesaaannsesneeeanns
Creating @ Change REQUEST ..............uiiiiiiii et e e e e s e e e e sat e e e e sabeee e ssnbaeeeesbaeesennees
AsSIZNING A ChANGE REQUEST .......oooiiiiiii ettt e e e ete e e e s tt e e e e ebteeessnbaeeesantaeeesasteeeesseneennns
Notification on Change Request Creation ..............cccocuviiiiiiiii ettt e e e e are e e e
Approval Process for Change Request Creation.............ccccoevviiiiiiiiieiiiiiiee e e s sree e e
MoOdify Change REQUEST ...........ooociiiiiiiie e s e e s s e e s s bae e e ssnseeeesabeeessnneeess

Y L AV T o Lo <SS UUSPTURRNS

Supplement to the IT user guide

Working with Problems

There are several activities that will be performed on each Problem over the course of its life, from
creation to close.

Creating a Problem
A Problem can be created in one of three ways as shown below:

1. From Quick Launch ‘New Problem’ link
2. Using the ‘Custom Action’ feature on the display item in the ticket
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Click on ‘New Problem’ link and fill required information:
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Click on the ‘Create Problem’ custom action and fill out the form seen above
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Tickets - IT Help Desk

VIEW

= a\ Version History Alert Me
= DRON_RORRONNO
= &% shared with = . @& workflows
Edit Crow Canyon Close Self Print  Create Create Change Assign to
ltem ¢ Deleta Item Email Assign Problem Request someone

Manage Actions

‘ Employee Staff  Knowledge Base Related Items

Caseld 207

Title IT Help Desk

Assigning a Problem
To assign a Problem manually to a staff member, open the Problem in edit mode. A Problem can be
assigned to staff members using ‘Assigned Staff’ and ‘Assigned Team’ fields in Problem list.
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Assigned Team

Assigned Staff Admin Account
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Notification on Problem Creation
Please refer to our NITRO manual for the ‘send email’ action in our workflow tool.

https://www.crowcanyon.info/nitro/appmanual v2/workflow-actions.html

Modify Problems

Problems can be modified by using one of these following options:

Open Problem (Display mode)

Problems list view ‘Items’ ribbon bar
Drop-down menu accessed from Problem title
From the child Ticket in the Tickets List

il e

Problems - Internet Down

|_ Tl versian History i aliers Me
= &% Shared with = @ warkllons
Edit ennt
ltem % Delete dem

Manage Actiens

General Advanced

Title nternet Down

Categary Hardware Problem

: O


https://www.crowcanyon.info/nitro/appmanual_v2/workflow-actions.html

—— i Vensior Histary [N
= " J &
—#= &% snared With - L

Edilt 2am Atadh tlar T B Woakfows AL/ TEjec
ltem Hem 3 Dolote dom File Mz Pioaes

Manage Actions shars & Track Tags ard hate: WorkTaws
Staff Worksp
o d orkspace
ashboard My:Problems
v o B e Cetequry ssus Type
! 47 Internet Down was ardware Probls Prirpls
ket 43 New problem sss  Hardiware Problem Brintet
Ehite 4 Internet Down ser Harceare Problem Printer

v D [ﬂJ Title Category
v Internet Down [m
Share
43 New problem lm
44 Internet Down . Edit Item bm
45 New Problem « Delete ltem
46 Internet down

Version History

1-5 |Z| View Item

Tickets - New Ticket

o7
g Hew
H [ g <oor
Swe Cancsl e
o Clpbaare

Employee  Staf  KnowledgeBase  Relaed fems  Worklog  Time Tracking

Email History

Tille i | Email Type i | Sender i EmailTa i | Importance : 0O

Associated Tasks

Actions Task Name i DusDate i Assigned To i | Tesk Status 110

Related Change Request

e Title i TypeofChange | Stalus i RequesiDala § Requester : G

+ New Item

Related Problem
Intemet Down - Q

Staff Workspace

The Staff Workspace is a quick way for a staff member to see data assigned to them, including assigned

problems, unassigned problems, and open problems by category, etc. All these elements are
customizable web parts.
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Working with Change Requests

There are several activities that will be performed on each Change Request over the course of its life,
from creation to close.

Creating a Change Request
A Change Request can be created in one of three ways as shown below:

1. From Quick Launch ‘New Change Request’ link
2. Using the ‘Custom Action’ feature on the display item in the ticket

Change Requests
New Change Request
All Open Change Requests

My Closed Change
Requests

All Change Requests

Click on ‘New Problem’ link and fill required information:
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Click on ‘Create Change Request’ custom action in display version of Ticket:
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Assigning a Change Request
To assign a Change Request to a staff member, open the Change Request in edit mode. A Change
Request can be assigned to staff members using ‘Assigned Staff’ and ‘Assigned Team’ fields in Ticket list.
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Notification on Change Request Creation
Please refer to our NITRO manual for the ‘send email’ action in our workflow tool.

https://www.crowcanyon.info/nitro/appmanual v2/workflow-actions.html



https://www.crowcanyon.info/nitro/appmanual_v2/workflow-actions.html

Approval Process for Change Request Creation

Please refer to this video for setting up an Approval Process for the change request list:
https://youtu.be/mgttHJgKXbo

Modify Change Request

Change Request can be modified by using one of these following options:

Open Change Request (Display mode)

Change Request list view ‘Items’ ribbon bar
Drop-down menu accessed from Change Request title
From the child Ticket in the Tickets List
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Staff Workspace

The Staff Workspace is a quick way for a staff member to see data assigned to them, including assigned
change requests, unassigned change requests, and open change requests by category, etc. All these
elements are customizable web parts.

Staff Workspace
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