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Introduction

Cherwell Service Management (also known as CSM or Cherwell) is an IT Service Management (ITSM) tool
used at Charles Sturt University. It was introduced in November 2017 to replace the ageing LANDesk
software. Cherwell delivers incident, change, knowledge and problem management services as well as an
online Self Service Portal (Staff Service Centre).

This user guide covers terminology, dashboards and key functions as well as providing instructions for
logging incidents and requests in Cherwell.



https://www.csu.edu.au/division/dit/services/software/cherwell-client
https://staffservicecentre.csu.edu.au/

Contents

(7= g To TS =g =T PRSP 4
LI a1 Lo Voo )Y SRR 4
o =7 0 K= 1 o S 4
USEI INTEITACE OVEIVIBW .. .eeiiiiiiiiie ettt ettt ettt e e sttt e e e et e et e e sa bt e e e sn bt e e e e anbee e e e anbbe e e e snbbeeeeanbbeeeesnneeeas 5
(D= 1] o] o Jo = 1o TP PUPT R OUPUPPPRTT 5
[ [T gLV = 7= | TP PP PP PUPT T PPPPPPPPPPT 6
LI 10 ]| o= L PRSPPI 7
TASK P AN ... e 8
Incident Management and Service ReqUESE PrOCESSING ....cuuuiiiiieeiiiiiiiieeee e e e e e s e e e e e s s srrere e e e e e s ennnneees 10
(1= (N o] o [= o | SO SUPRRT 10
Incident and SErviCe REQUEST FOIMMS.......oiiuiiiiiiiie e e e e s s e e e e e s s s e e e e e e s snaan e e e e eeeessnsnnaneeeeeeenanns 11
(Wl oTo Eo1 (1o T e odTo (=] 0 KT OO U P PP OPPRPPPPPP 19
U Y= NS T ] F= 1o o PP 21




Getting Started

You will need to get access to Cherwell as a User (analyst) before you can install the software. To request
access, please contact the IT Service Desk.

Terminology

Browser Client - provides core service management features with task pane, knowledge article and
search pane, but not all of the same level as the Desktop Client. Please note this option should be
selected for any users working on an Apple Mac using Firefox and Chrome only

Business Object — the “container” in which you are working in (Incident, Change, Problem, etc.)
Desktop Client — software installed on a computer to access Cherwell, also known as the Rich
Client or Blue Pill. The Desktop Client can be installed from the Install software icon on your
desktop, titled Cherwell Service Manager (this is currently only available on the Windows
platform)

Incident - unplanned interruption to a service or a reduction in the quality of a service (for example:
something is not working)

Service Level Agreement (SLA) - agreement between the IT Service Desk and customers that defines
response/resolve target times for a service.

Service Request - request for information, advice, a standard change or access to a Service (for
example: installation of new software)

Staff Service Centre (formerly Self-Service Portal) — for customer access and provides limited
functions to search knowledge, log incidents and requests, and manage logged jobs

User (formerly Analyst) — staff with full Cherwell licences. Can access desktop and browser clients as
well as the Staff Service Centre. Able to log in and use Cherwell to manage service desk data

Widget — numeric value on dashboard displays

Self-Service Portal Client/Customer — staff without Staff Service Centre licences. Can access data and
perform self-service activities using the Self-Service Portal only

Licensing

Licensing controls how many users can log into Cherwell. Cherwell uses a concurrent licensing model with a
fixed number of licences shared among a group of users and a fixed number of people being able to
simultaneously access the product.

Charles Sturt University has selected the number of licences based upon analysis and engagement with
other Australian Universities and Government departments who are using Cherwell. The Division of
Information Technology (DIT) will be closely monitoring licence utilisation and can rapidly adjust and scale as
required.

NOTE: If a user forgets to log out, the system auto-releases the licence after 20 minutes. Cherwell will not autosave
your information when it releases a licence.



https://staffservicecentre.csu.edu.au/
https://csu.cherwellondemand.com/CherwellClient
https://www.csu.edu.au/division/dit/services/software/cherwell-client

User Interface Overview

The following section provides a basic overview of Cherwell — Desktop and Browser Clients.

o The dashboard relevant to your role is displayed by default when you log into Cherwell
o There are a number of pre-created dashboards you can view depending on what you need to see
. Dashboards display a variety of information that is designed to help you locate and monitor

information quickly. They contain widgets that can display a website, chart, command, gauge, matrix,
search result, twitter feed or RSS field based on specific criteria

o The widgets on the dashboard can be configured. For example: you can drill down into the individual
records by double-clicking on a section of a chart or search result
. By double-clicking on any of the numbers in the grey and red boxes, it opens a larger screen to see

the tickets listed. The grey boxes may change to red or another colour (as configured) when a certain
number is reached to highlight action required
. An incident/request can be resolved or assigned to you or another individual

Dashboard Example — My Team

Presented by:

My Your team name is displayed at the top. Widgets show useful Cherwell Software
information/counts on regular tasks. Double click on the number to Fttr: Any time
display detailed information.

Monday, A

Type Status SLA Resolve By Deadiine

See Additio

All Quined By Team

106

Team Pencing  Non Pending My Pen- S~ cin

68 38 /Owned by Team not in pending status. \

Prok ed By Team

3 This box contains all unassigned .
incidents/requests as well as those -
assigned to other members of your team. 5

You can sort by ‘Owned By’ to display
unassigned at the top. You can resolve, set
to pending or reassign. /

Time recording for
the period selected.

 Tikets by Depariment Owned By Me In Pending Status Owned By Team In Pending Staius

D + CustomerName  ShortDescription l D 4 CustomerName  ShortDescription Owined By Team

’ ’ Owned by Team in pending
134

status.

Owined By

This box contains all
incidents/requests for your team
that are in pending state.

Owned by you in pending status.

You can resolve, bring back from pending or reassign.

Figure 1: Dashboard Example




Accessing other
Dashboards

To access other dashboards,
from the Desktop Client:

. Go to the Menu Bar

. Click Dashboards

. Select Dashboard
Manager

o Navigate to the Global >
Dashboards > Default
Dashboards folder

o Double click to display

Dashboard

Pinning Dashboards

Users can pin their dashboards
as a favourite. To pin a

dashboard:

¢ Right-click and select
Pinning

e Select ‘Pin for user

(CSUMAIN\username)’

To view a pinned dashboard:

e Go to the Menu Bar

Click Dashboards

At the end of the column
displayed, the pinned
dashboards will be available

>
»

Pin for other role

Pin for all users

Figure 3: Pin Dashboards

E2 Dashboard Manager O x
File Edit View Help Search -
o I+ View = | # -
Dashboards
Proom
User |;CSUMAIN"-mabarIow} PApplication Change Changes CMDB Global IT Incident
Role (Feedback Manager) Portfolio Manager Details
Team
Change Management
CSM License lsage Incidents Knowledgs My Team My Team My Wark Problem
=] Dashboards Article Queue A. Manager
Default Dashboards
Executive Dashboard Pack ) )
Faculty Dashboards Problems MOueue Reports Requests Service Desk  Teaching
anager Support
IT Management
Portal B
Supplier Dashboards !
Team View
ltems in this folder are available to all users of the system.
oK Close
Figure 2: Access Dashboards
B8 Dashboard Manager O *
File Edit View Help Search @
Q /7 X[ e view - | A -
Dashboards
Pobonr
User (CSUMAIN\mabariow) Application  Chiange Changes CMDB Global IT Incident
Role (Feedback Manager) Portfolio Manager Details
Team
Change Management
C5M License Usage Incidents Knowledge My Team My Team| N
Dashboards Adicle !}_ueue s
Defauit Dashboards Assianme T
Tech Dashboards EE Delete
Executive Dashboard Pack
Faculty Dashboards Problems MQaL.';qu Reports Requests Mew Folder
IT Management g Cut Ctrl+X
Portal N
Supplier Dashboards Copy Ctrl+C
Team View
Rename
Add Te »
inni »
ltems in this folder are available to all users of the system. ~ fang
‘ A Pin for user (CSUMAIN\mabarlow) Refresh
A Pin for role (Feedback Manager) Eind dependencies...

The menu bar remains constant across all screens and contains options for performing various actions in the
system. The options that are active will depend on what you are doing in the system.

File Edit View Searching One-5tep Customer

Dashboards

Tools

Help

Figure 4: Menu Bar
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The toolbar contains options for performing various actions in the system. This dynamically updates
depending which area you are currently working in.

Oback O M B | T New - & Unlocked | § B -1l - & O =[x Record 10f 124 Wb M
Figure 5: Toolbar
Button Action Description
Qi © BackiForward Mawigates backward or forward in the content pane sequence.
# Home Displays the CSM Home page with the default Dashboard
active.
=] Calendar Displays the default Calendar.
© tew - MNew Di5play:5 iterm oplions (you choose the type). The icon on the
button indicates the ype of record
& Mew =
& Mew Agreement
& New Change Request Q
8 New Configuration ltem
B Mew Contract
8  Mew Customer - Internal
& New Discussion
W Mew Incident Ctri=Shift+
W MNew Knowledge Article
B Mew Problem Ctrl+Shift+P
& Mew Service Catalog Template
# Mew Supplier
@ Mew Supplier Catalog Item
\.;';.',’- Mew Work Unit
i Show results Displays a set of records meeting a specific crteria.
e Show current Displays the currently selected recornd.
record
[ Go to first record |Jumps o the Nirst record in set.
“ Go to previous Jumps to the previous record in set.
record
18 Go to next record |Jumps to the next record in sef.
e Go to last record |Jumps to the last record in the set.




-l Save Saves changes in the active window
- Abandon Abandons changes to the current tam.
g Unilocked Lock Record Locks the active recaord.
Unlock Record
n Locked by you Record is locked |Unlocks the active record.
by another User
@ Locked by henri Record 15 locked by anolher User.
Note: This button toggles depending on the curment status of the
active record and who has the record lockad. This button
appaars only If recond locking 15 enabled and only when a recornd
is active in the CSM Main Window.
X Cut Moves the selected item to the clipboard, so you can then paste
the item into a new lecation.
oy Copy Creates a new item whose properties are the same as the
copad item. The new item can then be named and customized.
n Paste Insarts an item from the clipboard to & new location
Attach Allaches a lilg, Web page, image or shorlcul. Also, has an
8 option for displaying/hiding the Attachment Bar,
Show Legal [nsplays & hist of legal values (for lookup ields only).
Values (Lookup)
ﬁ Print Prints the active pane.
o Search Manager |Opens the Search Group Manager, where you can run and
manage saved searches (Search Groups).

Task Pane

Quick Search 2 Quick Search

Simple query that locates and displays a record or list of
records based on a word or phrase.

~ Search Incident

|Search - p|

Open Incidents anly

= Open Advanced Editor.

# Common Tasks

i Home

# 8 New Incident

Common Tasks

Consist of things you may frequently do.

B Create Problem

Change Calendar

# |ncident Actions

# #Escalationto Level 2and 3

[Business Object] Actions

This area will change based on the business object you

are working with. It will consist of actions related to the B Create Probem
business object you frequently access. ¥ Create Change Reguest

@ Mominate for KB

Quick Templates




Queues

List any queues associated with the business object you
have selected.

Process and Terminology

The text that appears will depend on the field on a form
or the business object you have selected. For example: if
you are viewing an incident, the “Incident” definition
would appear.

Customer Info

If you are in a business object that allows you to select a
customer (e.g. incident) then a mini summary for that
customer will appear.

# Queues

Incident 107160 Mot queued

=4 Open the Queuws Manager..

# Process & Terminology

Incident - Any event that causes or
may cause an interruption to service
or may impact the actual or perceived
quality of service, The goal of incident
management is to minimize Service
Level Agreements breaches.

A

»

# Customer Info

Erown, Vicki

Information Technology, Division
(02) 6338 6186
vhrown@csu.edu.au

Figures 6 - 8: Task Pane breakdown




Incident Management and Service
Request Processing

Incident management is the process responsible for managing the lifecycle of all incidents. The key aim of
incident management is to ensure that normal service operation is restored as quickly as possible.

Service request fulfillment is the process responsible for managing all service requests. A service request is
a formal request from a user for something to be provided. For example: requests to provide information or
advice, reset a password or install a workstation for a user.

Cherwell stores both incidents and service requests in the incident business object.

The most common way to create a new incident is | © New |
to select ‘New Incident’ from the New button on
the Main Toolbar.

Mew Agreement 3
Mew Change Request

Mew Configuration ltem 3
Mew Contract

Creating a new incident will automatically generate New CSM License Usage

a unique incident ID number.

Mew Customer - Internal

e SR ED S

Mew Customer - Student

F

LRGP L aHE

Newlncident  Ctrl=Shift=l |

MNew Knowledge Article

Mew Problem Ctrl+Shift+P
Mew Scheduled Incident

Mew Service

Mew Service Catalog Template
Mew SLA

Mew Supplier

Mew Supplier Catalog ltem

Mew Work Unit

Figure 9: New Record Drop-Down Menu

NOTE: At the top of the incident is a visual representation of the various stages/phases involved in the incident and
service request fulfilment process. As you move through the various statuses, the status will adjust according to how
each phase is linked.

Status. Status Status Status
In Progress Ass:gned Pendmg
Escalatetolevel2 | | Next: Begin Work

: Begin Work Excainte el Z | | Next: Resolve in Work | Next: Remove Pending Status

Setio Pending Setto Pending

Status Status Status Status
In Progress Resolved Reopened Closed
Exclaiciolevd? | | Next Respen Incident Escalatetolevel 2 | | Next: Begin Werk Essabatetolovel2 | | Next Mark a5 "Requrring” Essaloteio Level 2
Set to Pending | Clase this Incident ‘ | Setto Pending Besotve this Incident Mark as "Never Fixed”

Figure 10: Process Steps
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Incident 74032 Priority Status

Last Edited by

(Default 5LA)  Corporate Next: Begin Work Escalate to Level 2
*% @ Respond By: (choose a priority)

© Resolve By: (choose a priority) More Info...

Step 1: Classify
Call Source: Phone - Service: -

Campus Location: v Category: v

Quick Classify: & |

Impact:
Priority: &
e — ¥ Urgeney
‘Owned by Team: - select team -

Phone: Step 2: Customer Experience
Email:

Subcategory: C

Escalation Team:

Summary:

Take Ownership Assign To Team [ |
Description:

Assign To Individual.

Create Customer Note

Create Internal Note

Submit a New Knowledge Base Article
Create Problem

Track Time

Link to Existing Major Incident
View Detailed Date/Time Information

Provide Feedback N

£ Notes 2 Joumal History 'S¥ Change Request B Problem i) Feedback
Ne records Y - View +
Type Created ~ By Details

There are currently na records

There is no current record

Figure 11: Incident and Service Request Form

e Quick Info Tile: on the left-hand side - displays important at-a-glance information, such as incident
ID, requestor contact information, record ownership, SLA information and common operations (‘|
Want To:")

o Workflow Bar: on the top right-hand side - tracks the incident as it progresses through the
Incident/Request Workflow

e The Main Pane: middle of the screen - displays the form fields, organised by Record, Classify and
Customer Experience steps.

e The Arrangement: bottom of the screen - dynamically displays linked records (child records) that
are in a relationship with the parent incident record, for example: notes; journals; customer’s open,
resolved and closed incidents/service requests. Tabs depend on the relationships that are set up in
the system, for example: an incident may have a tab called Journals. Each tab has its own toolbar
and the buttons available vary.

11




o Meee O F jaies Hasy OV DageReacer I Pesien 0 Feedsase

[T ] T - Naswy =
Type Creates = By Deral
Thwtw g o el o e o
i The Arrangement ] oo st
Figure 12: Arrangements
Tabs in the Arrangement ]
i L Motes 2 Joumal History ‘b Similar Incidents & Matthew’s Open Incidents ¥ Matthew’s Resolved and Closed Incidents ¥ Resolution Details  '£¥ Change Request [ Problem = Time Tracking &/ Feedback
x Record 1of 1 T - = A view -
Figure 13: Arrangements Menu
Button Action Description
e Link Adds/links additional items
2 Unlink Unlinks the selected item
IEI Go To (Quick Goes to the source record.
View)

o Save Seves changes in the active window.
i Quick View Opens the item in a second window so you can take a quick

look at the details.
W Go to first record [Jumps to the first record in the sat.
“ Go to previous Jumps o the previous record in the set.

record

» Go to next record |Jumps to the next record in the set.
e Go to last record  |Jumps (o the last record in the set
T - Filter Filtar items in the Grid.
- Print Prints the active Grid
-!- Export Expaort Grid to a file
View - View Displays items as:

= Form

= Gnd

s Split screen (both Form and Grid): haorizontal or vertical

Figure 14: Arrangements Toolbar
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Step 1: Classify

1. Enter a customer name in the Customer box |ﬂCid e nt 7403 2

and then press Enter. If there is an exact
match, the customer information will be auto-
populated. If there are multiple matches, the Last Edited by
Contact Manager will appear and the user can
select the appropriate record

test, staff 5|0

- no e-mail on record - staftest

- no phone on record -
- na building on record -, Bathurst

- no department on record -

Figure 15. Requestor Field

NOTE: The user can also use wildcards like % or * to use with partial information when searching for customers, or click

k.
on the — icon to show the Contact Manager

@& Contact Manager O *
File Edit WView Help
© New - X [£] = Record 1 of 1
ABC Customer type to show: | g Al Customers =
DEF Search: |Test, Staff v | [Go
GHI .
Changed:| Any time @
JEL
MMO Drag a column header hereto group by that column
PAQRS Full name Staff/Student D Phone Email
TUY test, staff
WYz
Search
[] Card view
4 F
Cancel

Figure 16: Contact Manager
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HANDY HINT: When clicking the Go To button, this will display
a quick view of the customer record. This includes related
information such as incidents, configuration items, and customer
surveys for that customer. It does not close the current incident.

- no e-mail on record - staftest

It is always a good idea to verify that there isn’'t already an open - no phone on record -
incident record for the customer for the same issue before

proceeding. - no building on record -, Bathurst

- no department on record -

Figure 17: Requestor Tile

2. Select the Call Source — how has the customer contacted us?

3. Select the Campus Location - location of the incident, not the home base of the individual. The
home base of the individual is located under the customer’s name

4. Select or enter a keyword within the Quick Classify field and then press enter

Incident type is determined by the Service, Category, and Subcategory selections.

This three-tiered categorisation determines the incident type (incident or service request), which specific
form to display and which SLA to invoke.

If the user does not know the three-tiered classification, enter a word into the Quick Classify field
(example: print) then press enter to locate a possible match. If matches are found, the Category Selector
opens.

After an incident is identified as an incident or service request, the relevant specific form is displayed.

You are able to manually choose Service, Category and Subcategory - however we recommend using
Quick Classify.

Step 1: Classify

Call Source: Phone w Service: o

Campus Location: ! Category: w

Quick Classify: 5| E Subcategory: b
Impact Escalation Team:

Pririty: Urgency:

Figure 18: Classify Information

e

When a category has been populated, users can click on the View Related KB Articles. Knowledge will
be searched and populated on the right-hand side with results. Users can select the Show Options so
specific content displays with results appearing below.

14




5. Click on the Priority drop-down and select a priority number from the Priority Matrix that is most
suited to the impact and urgency the customer is experiencing

Impact: Impact:
. Urgency: Urgency:
Impact Impact
Stops Work | Work Around | Low Impact Action
E Teaching/CSU wide 1 1 2 E Must Have 1
= | Entire Service/Location 1 3 4 = Should Have 2
Individusal 2 4 5 ‘whenever Possible | 3

Figure 19: Priority

A priority is required to be set for each logged incident and is entered using the Priority — Impact /
Urgency Matrix.

If a priority 1 is selected, the Major Incident checkbox becomes available. Users can flag a priority 1
incident as a major incident. From there, Queue Managers can attach children incidents to the major
incident making it easier to handle disruptions.

Each team has their own processes for addressing major incidents.
Step 2: Customer Experience

1. Enter a Summary and Description of the issue or request. Click on the zoom icon to invoke
the rich text editor should you need to, particularly if you need to include a screenshot.
e Enter a meaningful Summary
e Enter a meaningful Description

Step 2: Customer Experience

Summary:

failing to start across Dubbeo Campus] EN A

Figure 20: Step 2 Section of Incident Form

2. Click Save.
QBack © M E| YNew £ il 1§ 26 -1l = O

NOTE: Certain fields in the incident record are available for customers to view via the Staff Service Centre so always
ensure that information entered is kept professional.

15




e The Service, Category and Subcategory drop-down lists are populated from the service
catalogue

e Quick Classify gives you the entire service catalogue so you can select the service, category
and subcategory from a grid rather than the drop-down lists

e The subcategory request type selected will automatically determine if the record is an incident or
service request and update the field at the top of the record accordingly

Charles Sturt University defines the severity _ (Default SLA)  Corporate

matrix. The matrix is different for incidents and 9 Respond By: 7/11/2017 7:18 AM

service requests. The assigned severity will O Resolve By: 7/11/2017 11:03 AM More Info...
impact the related SLA. Assigning the severity ) i

will update the Respond By/Resolve By times Figure 21. SLA Tile

in the SLA box.

Step 3: Incident Handling Py — ”
Determine if the record will be owned by you or assigned to a @ sorem
different individual or team. ) |
Accounting ~
1. Click Take Ownership if you wish to assign it to yourself. Ao e
This will update the Owned By and Owned By Team s e

. . . Business Development
fields on the incident record E

CSU Staff

CSU-Card

Customer Service
Design

DLT

DoMC

Exec

Executive

Feedback Management
Finance

Finance Division

FOAE

FOBJBS

FOS

Human Resources

ICT-SWR

Information Technology
Knowledge Management
Marketing

Networks

Office

Office Academic Govemance
Operations N

2. To assign the ticket to a different owner, click select owner to select the owner you wish to assign the
ticket to. You must select the team first in order to see the users associated with that team
3. To assign the ticket to a different team, click select team and choose the team from the drop-down list

Owned by: - select owner -
Owned by Team: - select team -

Phone:
Email:

Take Ownership Assign To Team
Assign To Individual.

Figure 22: Actions Tile
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4. To assign the ticket to a different team, click select team and choose the team from the drop-down list. At
this point, the Status of the record is set to Assigned

Status .
Assigned

Next: Begin Work Escalate to Level 2

Set to Pending

Figure 23: Assigned Status

Located top-right of screen, Escalate to Level 2 is the way in which the categories are defined.
The Service Desk is the first level of support and the service owners are level 2.

Throughout the lifecycle of an incident or request, users can escalate to level 2 only once. If users try to
escalate a second time, they will get a message to say this has already been escalated. If there is a
requirement to escalate an incident or request to another team, use the Assign to Individual or Assign
to Team functionality.

5. Once you are ready to begin working on the record, click the Begin Work link. This will automatically
update the status field and determine if you have met the Respond By target for the SLA

Escalate to Level 2 \ (Default SLA)  Corporate
(
~ 9 Respond By: 7/11/2017 7:18 AM
< O Resolve By: 7/11/2017 11:03 AM More Infou.

Next: Begin Work

Figure 24: Begin Work Figure 25: SLA Information

6. To set the status to Pending, click Set to Pending in the incident status tile area. You will be prompted to
select a Pending Reason. The Pending Review date will be automatically set for one week from the

current date

| @ Prompt X |
i l:o'l Select Pending Reason: |
MNext: Resolve Escalate to Level 2 Action Required by Supplier
Action Required by Third Party ncel
Awaiting Customer Response
Set to Pending Need is for a Future Date/Time
Pending Change Request
Figure 26: Set to Pending Figure 27: Pending Reason

7. To change the status back to In Progress, click the Next: Remove Pending Status link

Next: Remove Pending Status Escalate o Level 2

Figure 28: Remove Pending Status
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8. Once you are ready to resolve the incident, click Next: Resolve. You will be prompted to enter this in the
Close Description box. Once entered, click OK

Next: Resolve Escalate to Level 2

Set to Pending

Figure 29: Resolve

' ™
@ Prompt u

@ Flease enter the close description here:

[ ok ][ canca |

Figure 30: Close Description Tile

9. You will be prompted to select a Cause Code. Once selected click OK

| @ Prompt = |
i @ Please select a Cause Code: I
| [V L]
Duplicate
Hardware Malfunction l_ncel
Mo Response From Customer

Outage

Provided Pemissions
Provided Training or Advice
Referred to Third Party
Request Completed
Resolved From Problem
Selff Healing Event
Software Malfunction
Withdrawn

Figure 31: Cause Code Prompt

10.You will be prompted to enter how much time was spent in hours and minutes. Enter this information and
click OK

@ Prompt *

@ How much time was spent? (numerical anly 0-9, in whole minutes - e.g. 25)

@ |

[ ok ]| cancel |

Figure 32: Time Spent
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The incident or service request will automatically resolve and return the user to the home dashboard.

Status

Next: Reopen Incident Escalate to Level 2

Close this Incident

Figure 33: Resolved

The final state of the ticket will be set automatically to Closed by the system 3 days after the date the ticket
was resolved.

The customer may reopen the ticket using the email received when the ticket was resolved.

You may reopen the ticket using the Next: Reopen Incident if required.

While working on an incident or service request, you may need to add additional information. There are
various options for updating incidents to capture additional information.

Journals

Appear as a tab at the bottom of the record. An excellent way to keep track of what has occurred during the
lifecycle of the record. Contains historical information such as field changes, SLA history, queue history, mail
history, customer requests and notes.

& Motes  # Joumals Ty Smisciodents G Prateek’s Open hoidents | Tl Prsteek's Resoived and Closed ncidents (5 Reason for Dreach | 00 Change Request [ Problem
2 Mew Joumnal - Mot facord 1ofS B M X = BEmal - @ L, View -

Created - By Detals

12017 236 PM Cherwell Services Sathjects Yaur rean = assigned

Bar Matthew The val

Bark: thew The va

Ches

Journal - Mail History Crented by Cherwell Sendees at 1711/2017 3:36 PM

nied Uy was se Poul onUL1L20) 7] Mark a5 Resd
s sein e Aesigaed o
it Subjee ted aBeaus

Dietalls

¥ i T | Subpeat. i tean has been sssyned oot of biderd 10350 Desh Fone ~ |l
20 Jaumal - Hestony 20/10/2017 826 AM  Kotwal, Prateck The fallpwing changes were madeta the Incident 16390 by CSUMATN\Dketwal 0f | From: tamga@cau.odu s

To. 1ok 2 . & .
Date: 1/11/2017 4:36:45 PM

by Iesdend 10330

Figure 34: Journals Tab

1. Select the journal tab and click New Journal — Note

L Motes 2 Joumals % Similar Incidents g; Prateek's Open Incidents % Prateek's Fesolved and Closed Incidents € Reason for Breach '.3" Change Request ﬂ Problem
2 New Journal - Note Record 1of5 PP M| T | B E-mail - = 1, | View -

Figure 35: Journals Tab: New Journal — Note Button

19




2. Enter a note, click the Save button on the main toolbar of the record. By default, Visible in Customer
Portal is selected. If you do not wish this entry to be visible to the customer from the portal, then you can

uncheck this box.

Journal - Note

: Visible in Customer Portal
Quick Entry: Priority:
~ | | Nomal w

Details:

Figure 36: New Journal Note

Attachments
Users can add attachments (web pages, links or files) to a record.

1. Using the attachment bar at the top of the record. A user can click on the paperclip,
the specific attach action, as per below:

p Customer Dashboards Toocls Incident Ac

0 @ Locked by you @y -

Chbjects r

B Attach a file (impor)...

B Attach afile (link)...

@ Attach a web page... b1/

[ Attach image from clipboard... i

Eh Shortcut to an attachment... =
Always show Attachment Bar

Figure 37: Always Show Attachment Bar Option

In the below example, we have selected Attach a file (import)...

Created 7/11/2017 9:18 AM by Martin, Tamara

and click on

2. Browse the location of the file, select file and click Open. The attachment will now appear in the

Attachment Bar

Q@ Back * new - Il @ @ Locked by you @ e -

] Attach ¥ ‘ 2 marrizos cerfificate b

4

Figure 38: Attachment

3. Click the Save button on the main toolbar of the record
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Email

You can e-mail a customer directly from the system. This information will be captured in the journal tab for the

record as a Journal — Mail History item.

1. Click on the File menu
2. Select E-mail current customer... the customer’s e-mail address will be auto-populated

Eile| Edit View Searching One-Step Custom

New r
Save Ctrl+S
Abandon

Delete...

Delete All...

Print...
Print search results...
Export search results...

Send E-mail...

@@

E-mail current customer... Ctrl+Shift+E
Mew Window
Logout..

Close

Figure 39: E-Mail Current Customer

3. Type in a subject and body for the email
4. Uncheck Attach to recipients
5. Click Send. The system will auto-generate an email record in the Journals tab

L3 Notes 2 Joumals ¥y Similar Incidents {3 Pratesk’s Open Incidents T Prateek’s Resolved and Closed Inciderts () Reasonfor Breach 4 Change Request B Problem
2 New Journal - Note 4 dd Record2ofE M WM | T - | B E-mail - @ L | view -

Type Created ~ By Details Journal - Mail History

(=) Journal - Note 7/11/2017 9:18 AM Martin, Tamara

("= Journal - Mail History 1/11/2017 3:36 PM Cherwell Services Subject: You 7] Mark as Read

(=) Journal - History 1/11/2017 3:36 PM Barlow, Matthew Thevaluein Details:

[-__-;IJUuma\ - History 1/11/2017 3:36 PM Barlow, Matthew Thevaluein Subject. Your team has been assigned ownership of Incident 10350 Desk Phone

[_31 Journal - Mail History 20/10/2017 8:26 AM  Cherwell Services Subject: Inci| | From: temqa@esu edu.au

(=) Journal - History 20/10/2017 8:26 AM  Kotwal, Prateek Thefollowin| | Te: vbrown@csu.edu au; mab u.edu.au; cdur u.edu.au; david.d
Date: 1/11/2017 4:36:48 PM
Assigned Incident 10390

Figure 40: Email Record in Journals Tab

Further Assistance

Contact the |T Service Desk for further assistance if required.
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https://www.csu.edu.au/division/dit/services
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