ITSM Instructions

Version 10 Release

Instructional Field Support
Office of Information Technology

Copyright © 2007 Office of Information Technology, University of Maryland



Background

ITSM is the trouble-ticketing system used by the OIT
Help Desk.

It is used to record and report any technical problems
within the facilities, solved or not.

ITSM is also used for tracking purposes regarding facility
Issues. By doing so, similar issues can be anticipated
and corrected.

NOTE: This may not result in the immediate resolution of
any problems reported. If you are in need of immediate
assistance, please call the Classroom Technology
Support group at x52600.
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Loading the Program

Click the Work Center icon on the
technician computer Desktop

The host line should be preset to:
itsm.umd.edu (if not, please enter
this in)

For Username/Password, use:
Directory ID/Directory Password

NOTE: This is the password used to
log into Testudo and Mail@UMD,
not the password used for the office
computer unless it has been set as
the same.

Click the OK button.

i ETSolutions

Host: ] itsm.umd.edu

Username: ] YOUR DIRECTORY ID

Password: [\ OUR DIRECTORY PASSWORD

oK | Cancel

Advanced...
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Setting Up Your Workspace

Done the first time you log in

'l iETSolutions Workcenter - Open Incidents assigned to group OIT-ACAD-INSTR

The ITSM screen will load. Under
the Application Tree window on the
left side expand the OIT Service

- Fle Applcations E¢— fions | View Window Help
2 1) 5ave Workspace
XL Timer 3

Desk function (press the little plus \Applcation Tree EXI[ | sove worspace |
S|gn next to |t) ' = mcaﬁons ! Restore Workspace I

Clear Workspace and All Object Properties

Click on the “Service Request”
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Details:
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Filing a New Ticket

Directory ID and Template ID

Click the Service Request tab — this will open the Service Request Window
NOTE: Fill out the window from top to bottom to avoid having fields cleared by the program.

Type in the number “2” into the Directory ID field and press Enter. It should return with all the
necessary contact fields filled in.

Refer to the Template ID chart located in the Support Office. Find the Template Description
which closest fits the issue, type the numeric Template ID into the box, and hit Enter. The Short
Description, Service, and Contact Type boxes will automatically fill in. An extended version of
the Template ID chart can be accessed by clicking the “...” next to the Template ID field.
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Filing a New Ticket

Problem Description

To specify the issue further in the Short Description box, click next to the text and elaborate on
the current description.

Type in as many specifics regarding the issue in the Details box, including any troubleshooting
that has already taken place. Try to include the name of the instructor, or their email address.

NOTE: Use clear, concise language. Provide the necessary information without using slang or
short message text language and abbreviations. Avoid using personal commentary regarding
the issue. This will give the problem tickets a more professional tone. Remember, these tickets
are used for tracking purposed and can and will be read by faculty and staff of the University.
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Filing a New Ticket

Config Items

Click the Config Items tab beneath the
Details box. Type the building’s three
letter code in the box labeled “Config Item
Description Keyword Search.” Click the
“...” button under the CI ID column.

Facility Codes: ARM, CSS, CSI, EGR,
HHP, PLS

In the window that comes up, double click
the room in which the issue has occurred,
or click the room the issue is in and click
Select. This will return you to the Service
Request window, with the room entered
into the Config Item line.

Click the Incidents Associated tab under
Config Items and ensure your issue has
not already been reported. This is to keep
double tickets from being filed.
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Filing a New Ticket

Solutions
Click the Solution Tab.

If you resolve an issue successfully, select the “Close Inquiry?” check box at the bottom of the
Solution tab. Type your resolution of the issue in the blue text box labeled Solution, and select
“Resolved” from the pull-down list of Closure Codes.

If the issue is not resolved, leave the solution area empty and do not close the inquiry.
Click Save.
The Incident Added window will pop up, hit OK.

Close ITSM.
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