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How to search for an incident or review posted solutions to prior incidents?
Searching the Peregrine Service Center database can help you during trouble-shooting to find similar incidents, and to find solutions others have already created.  To be effective requires knowing:

· How to search Peregrine incidents

· How to enter incidents so they are easy to search

Incident Management enables you to search by:

· Incident number (IMnnnnn)

· Incident info (CSPP, Priority, Status, Assignment Group, etc.)

· Any text in Description or Resolution boxes

· Date the ticket was opened

The following pages detail how to perform and filter your searches.  
Click Services > Incident Management > Search Incidents. 

Service Center provides default Incident lists, such as:

· All Incidents Opened 

· Incidents Assigned to Me 

· High Severity Incidents 

The actual inboxes and their names are listed on the left hand side of your screen under “Navigator”.

If these searches do not meet your needs, you can use the Basic Search Options.
Basic Search
You can leave any or all fields in this tab blank. For faster response time, filter your searches by including additional information in your selection criteria such as Primary Assign Group, Opened After, etc.    Use the drop-down list or Fill buttons to search for field information.
Advanced Search

Use Advanced Search to add additional search criteria, such as incidents updated or closed within specific date ranges, or by specific people. Fields on this tab can be blank.  Beware: Unlike most searches, Advanced Search adds to the criteria already defined in Basic Search.  It does not function as a standalone search.
If Service Center generates a No Records Found message (in yellow, at the top of the screen), broaden the search by eliminating some of the search parameters that you specified. You can sort a record list by clicking the header of the column that you want to sort. For example, to sort the list by status, click the Status column header.

The following are examples of specific searches.

A:  Search using an entire CSPP (Category, Subcategory, Product Type and Problem Type) for incidents that are either open or closed.  No date range has been included.

B:  Search using an entire CSPP (Category, Subcategory, Product, Type and Problem Type) for incidents that are either open or closed within a specific date range.

C:  Search for incidents that have a specific value in the Description or the Resolution.
E:   A good standard to follow when entering resolutions is to check the “Flag for Knowledge Base” box when closing an incident.  Do this especially when you know that the situation is new, or the resolution isn’t already in Peregrine on another incident record.  By checking the “Flag for Knowledge Base” box, you will be limiting future search results to resolutions that have detailed information on the problem and how they were resolved.
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