Using Peregrine Service Center

	Web Client address:

https://sc.unm.edu/sc

	Login and password

  Name=UNM NetID 

  Password = DOB (mmddyy format).


Creating an Incident
Click on:  [image: image1.png]


  Open New Incident
A) Fill in the Contact Info:

Enter Contact using:     NetID = Login ID or email address (click on the Fill button [image: image2.bmp] to populate fields.) 

Verify Information is current with customer.

B) Fill in Incident Information:

CSPP entry:
- Category:  Select the ITS Service that the customer is having a problem with by clicking on the Fill button [image: image3.bmp].

You will then be prompted to choose:

- SubCategory:  
- Product Type  (some CSPPs do not go to this level)
- Problem Type (many CSPPs do not go to this level)
- Assignment:  This the group responsible for responding to incident.  It is filled in automatically by CSPP selection, but it is changeable.
Note: A Brief Guide to CSPPing can be found in Fastinfo under the question:  " How do I know how to CSPP (categorize) an Incident in Peregrine? "  It can be found by searching for "peregrine cspp" in the "Find Answers" area of Fastinfo.
- Severity: Click the button that says "How do I know who gets paged when?"

Note:  All Critical Incidents and Deadline Alerts send a notification to CIRT Management.

- Description of the Incident
C) Create the Incident:

· Ensure that all entries are correct and click on [image: image4.bmp] Submit.  At this point the contact and assignment groups have been notified.  You will be returned to a new blank Incident form.
Note:  You may assign to an individual at this point, but it is not recommended you do so unless you know they are available to receive it!
Another Note:  You can also click on [image: image5.bmp] Open rather than submit, but then you must do the old “Open > Save” routine or the incident will NOT be created.
Updating an Incident (IM) or, "What do I do now?"
A) First, Find the IM.
· After logging in, click on Incident Queue (or go to Favorites and Dashboards, My Incidents)

· Click an IM number.

B) Assign the IM to yourself.  This indicates you'll be working on the problem.  This stops further Alert Stage notifications ("Freeze" is only needed for stopping the Deadline Alert.  The Alerts tab shows when the alerts will occur) 

· Click the Fill button [image: image6.bmp] next to the "Assignee Name" field and choose your ID.
· Click OK or Save.  
C) Contact the customer.  You might be ready to resolve the problem for the customer, or you may need more information from them.
· Go to the Activities tab and choose an Activity Type:
· "Customer Contact" – requires update text below, changes problem status to "Work in Progress."
· "Called Customer—Left Message" – does not require text update, changes problem status to "Pending Customer."

· "Emailed Customer" - does not require text update, changes problem status to "Pending Customer."  Use the "Email" checkboxes to the right to send any update text to the customer directly from here (either with your email address included or not).
D) Update the IM.  Here's where you do the work, or can record pertinent information about the ticket.

· Go to the Activities tab and choose an Activity Type:
· "Analysis/Research" - requires update text below, changes problem status to "Work in Progress."
· "Operator update" - requires update text below, changes problem status to "Work in Progress."
E) Reassign the IM to another person or group.  This might turn out to be not your problem, but you'd better say why!  Add what you did to determine that and send it to the responsible party.

· Go to the Activities tab and choose an Activity Type:
· "Re-Assignment" or "Re-CSPP" - requires update text below, changes problem status to "Work in Progress."
· Go back to the "Incident Details" tab, and Re-CSPP/Re-Assign.

F) Close the IM!
· Click the "Close" button
· Enter a detailed solution:  this text will be sent to the customer!
· NOTE: Check the "Flag for Knowledge Base?" button if your solution might be useful to future customers!
· Click Save and then OK.
Useful Tips for using "Search Incidents"
· First: don't use it!  Check out the "Favorites" such as "All Incidents Opened" or "All My Groups' Incidents"

· Be sure to check whether you are searching for "Tickets that are…" Open, Closed or Either!
· Type in an IM number (even without the IM) and it will bring up that ticket—but see previous note!

· Under "Tickets that were:", enter a date (m/d/y or mm/dd/yy) after which you think it was opened.

· Check the "Flagged for Knowledge Base" box if you're looking for something you flagged when closing an IM.
· Use the "Text Search" fields to search for text within the IM Description or Resolution fields.

Changing the result set from a search

· When you have the results you want, you can change what data fields are displaying.

· Go to the upper left corner and clicking the [image: image7.png]


button that appears in the upper right under the "Evolve Wisely" and Print [image: image8.bmp] button.  
· When you get the menu, choose "Modify Columns"

· Then you'll see a screen that lets you arrange and choose different fields to display.  Most of these are self-explanatory, but one tip:  "Description" is the longer form of "Brief Description"

· After that, you can also export the result set to a text file, including a Comma delimited file that Excel can open.

