
Peregrine Service Center Incident Management
Web Client address:

https://sc.unm.edu/sc
Login and password

  Name=UNM NetID 

  Password = DOB 

      (mmddyy format).

Entering an Incident (IM)
Click on Open New Incident 
A) Fill in the User Info:
Person experiencing incident

Enter using: 
    NetID = Login ID or email address
(click on the …  button to populate fields.) 
Verify Information is current with user.
B) Fill in Incident Information:
CSPP entry:
- Category:  Select the ITS Service Category that best matches the 
particular issue by clicking on 

the … Fill button.

You will then be prompted to choose:

- SubCategory:  
- Product Type
- Problem Type (most CSPPs  do not go to this level)
- Assignment Is the group responsible for responding to incident.    It is filled in automatically by CSPP selection, but can be changed. 
	A Brief Guide to CSPPing can be found in FastInfo.  Search for "peregrine cspp" in the "Find Answers".


- Impact & Urgency: 
Select appropriate levels from menus.

To see Priority: Click the button that says "How do I know what the Priority will be?"
    1 – Critical
Page MOD and E-Mail

    2 – High        Page and E-Mail 

    3 – Medium        E-Mail only
    4 – Normal         E-Mail only

Note:  All Critical Incidents are sent to ITS Management.

- Description

     What’s broken or needed, in detail.
C) Create the Incident:

· Click on Submit
Entering an Incident via Quick Capture

Click on Quick Capture

A) Fill in Description:

What’s broken, what’s requested, what’s planned during normal down-time

B) Create the Incident:

· Click on Quick Capture
Entering a Service Request
Click on Open Service Request

A) Fill in User info:

Person needing service or information
Enter using: 
    NetID = Login ID or email address

(click on the …  button to populate fields.) 

B) Fill in Description:

What’s requested: Service or information
C) Select Assignment:

· Click on the …  button next to Assignment to select an 

Assignment Group.
D) Create the Request:

· Click on Submit
Update / Resolve an IM
Update &/or Resolve Incident
1. In Main Menu, click on                  Incident Queue icon.  

OR

Expand the "Favorites & Dashboards" Navigation area to the left, and click on "My Incidents".

2. Select incident to be updated
3. If updating the incident, follow the procedures in A. UPDATE below.
4. If re-assigning the incident, follow the procedures in B. RE-ASSIGN below.

5. If resolving the incident, follow the procedures in C. RESOLVE below.

A.  UPDATE
· Click the … button and choose your own NetID to assign the IM to yourself.

· Click “Activities” tab

· Select the “Action Type”

· And enter Log Entry Information

· Click on the Save button.
B.  RE-ASSIGN
· Click on the …  button next to Assignment to select a different Assignment Group.
· Click “Activities” tab

· Select the “Action Type”

· And enter Log Entry Information

· Click on the Save button.

C.  RESOLVE 
· Click “Activities” tab

· Click on the Resolve button
· Enter the Resolution

· Click the Save button.

REMINDER 

Solutions get e-mailed

to the User.

Log Entries do not.
Search Tips

· Be sure to check whether you are searching for "Tickets that are…" Open or Closed or Either!

· When using the Incident Search screen, you can type in the IM number (even without the IM) and it should bring up that ticket—but see previous note!

· Under "Tickets that were:", enter a date after which you think it was opened, using format m/d/yy.
Changing the result set
· When you have the results you want, you can change what data fields are displaying by clicking a "context menu" button [image: image1.png]


that appears in the upper right under the "Evolve Wisely" and Print 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…

· 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. 

Good Practices
1. Assigning an incident to yourself
 or to someone else stops the alert stage process (excluding the Deadline Alert).  The alerts will continue to  notify the assignment group periodically based on the Priority Level, until someone is assigned.

2. If you assign an IM to someone other than yourself, an email will be sent to the Assignee.

3. After each action, check the message bar (top of screen).  It will show error messages and the state of the previously entered record.

4. Click on … button to see a list of possible selections. The Enter or Tab key will not work.  The Fill icon button does the same thing as the F9 and  the … buttons
5. Clear fields to re-do lookups/fills.

6. The Default Assignment Group is determined by Product Type. 
This can be overridden at any time by deleting and searching for a new assignment group.

7. Use four or more letters in field when searching for User.

8. When Searching on Open Incidents, you can limit your search by filling in dates in the “Opened After” and “And Before” fields in ‘m/d/y’ format.
9. Fields are NOT Case sensitive.
10. Required Fields are marked by

a small red triangle in the upper left hand corner (red hat). 

Summary
Enter new incident

1. Create Incident

2. Save

Update Incident

1. Open existing Incident

2. Assign, Re-Assign or Re-CSPP if needed. Update Log Entry and select Action Type.

3. Save

Resolve Incident
1. Open existing incident

2. Click Resolve button
3. Enter Resolution
4. Save
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