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1.0 Overview of ITSM Service Request Management
Application (Remedy)

The ITSM Service Request Management (SRM) application is a web portal for creating,
approving, and tracking service requests submitted to the California Department of
Technology (CDT). It is essentially an ordering system, replacing CSS, that allows CDT users
to order services from a catalog. The application is known as ITSM and SRM; however, it is

most commonly referred to as Remedy.

The SRM application enables CDT to define offered services, publish defined services in a
service catalog, and automate the fulfillment of published services for their customers. The
application also provides automated workflows for each published service, enforcing
consistency of process, and improved fulfillment of the request. With SRM, users can self-
provision service requests, resulting in improved service requisition, coordination, and

fulfillment.

CDT has created a number of service request templates for external and internal users
through the SRM web portal. This user guide provides step by step instructions for internal

and external users to follow to submit, approve, and track service requests.

1.1 Service Categories
There are currently a total of eight (8) service categories available to choose from.
NOTE: Some of the categories (e.g. Dept of Technology Employee Services) are only visible to
internal CDT employees. By default, the Browse button is selected on the main page of SRM
with the first category pre-selected.

e Dept of Technology Employee Services (CDT Employees only)

e Infrastructure Services

e Network Services

e Software Services
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e Email/Mobile Services
e Professional Services
e Service Desk Services

e  Other Services

2.0 Submitting Service Requests

2.1 Login to SRM Application

NOTE: Pop-ups must be enabled on your browser for the SRM application to open.

NOTE: If you don’t have a user name and password to create service requests, please reach

out to the Service Desk at 916-464-4311 to request your logon credentials.

1. Use the following URL to launch the web client (Figure 2.1.1)

https://service-technology.us.onbmc.com/arsys/forms/onbmc-

s.us.onbmc.com/SRS:ServiceRequestConsole/

2. Enter User Name and Password. The SRM application console will launch.
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Service Management

Calif i
. DEPARTMENT OF TECHNOLOGY

Please log in.

State of California Computer Resource Usage Notice and Disclaimer

ANY UNAUTHORIZED: access, attempted access, or use of any State computer
system is a criminal violation of California Penal Code section 502 and/or applicable
federal law, and is subject to prosecution.

The State of California provides computer resources to its employees for the sole
purpose of assisting them in the performance of their job-related duties. Employee
use of these resources is neither personal nor private. State of California management
has the right to monitor and/or log all employee use of computer systems provided by
the State with or without notice, including e-mail and web site communications.
Employees have no reasonable expectation of privacy in their use of these resources.
These resources are, and remain, the sole property of the State and are offered on a
privilege basis only. Failure to abide by these conditions may result in the forfeiture of
the privilege to use these computer resources and/or disciplinary action.

The State makes no warranty for the computer resources that are subject to this
policy. In addition, the State will not be responsible for any damages, whatsoever,
employees may suffer as a result of their intentional misuse of the State's computer
resources.

© Copyright 2013 BMC Software, Inc.
BMC, BMC Software, the BMC Logos, and other BMC marks are trademarks or registered trademarks of BMC Software, Inc. in the U.S.
and/or certain other countries.

[Figure 2.1.1: Logging into the SRM Application]

Customers may also access the SRM console using the following URL:

http://www.otech.ca.gov/

e Mouse Over to Service Desk task.

e Click ITSM SRMS Login (Figure 2.1.2)
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r Contact Us | Accessibiity | CAgov
Q

California
DEPARTMENT OF TECHNOLOGY (Search
Office of Technology Services @ This Site O Calfornia

6 GOV
. HOME | ABOUTUS | SERVICES | NEWS&EVENTS | RESOURCES | SERVICEDESK -

© ITSM SRMS Login

| |

[Figure 2.1.2: Accessing the SRF Application from OTech site]

4, CDT employees can access the SRM console from the Intranet:

http://icentral.technology.ca.gov/

e Mouse over Application Shortcuts

e Click IT Service Management (Remedy) (Figure 2.1.3)

About Contact Site Map Employee Directory cio.ca.gov 8 Admin

The Department of Technology Intranet

(Gcentral

Employee Resources~ | Business Support~ | Policies & Procedures | Campus & Facilitiesv News & Events~

Application Shortcuts

« Consultant Tracking System
. Customfﬁwi(e System

[- IT Service Management (Remedy)]
= PeopleSoft Financials

2015 Award

S>> RECIPIENTS & CEREMONY [

* Visitor Log
* iShare

[Figure 2.1.3: Accessing the SRF Application from the Intranet]
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Upon successful login, the SRM application console will launch. The following is a
screenshot (Figure 2.1.4) of the SRM application console.

Request Service

Q)

All Categories

Dept of Technology Employee Services
Infrastructure Services
Network Services
Software Services
Email { Mobile Services
Professional Services
Service Desk Services
Other Services
Available Requests
Active Directory (AD) Administration '
ADDM Scan/Discovery Reguest Active Directory (AD) Administration
BizHub Maintenance and Repair . Description:
Building Maintenance Create/Disable AD ID's, folder maintenance, group maintenance
Communication Accessories

Communication Hardware g5 Add to Favorites | |s¢s Request Mow | 8 AddTe Cart

Cubicle Maintznance

Email Accounts Maintenance

Exit of current OCIO staff
FAX/Modem Line

Hire new OCIO staff

Install Desktop Software

Local Admin/Privileged Workstation Account
Move/Relocate current OCIO staff
OCIO Distribution List Maintenance
Office Maintenance

Order Desktop Equipment

Order Desktop SoftwarefLicenses
Other Deskiop Request

Relocate Desktop Equipment

[Figure 2.1.4: SRM Application Request Entry Console within Remedy]

NOTE: Some of the service requests were implemented prior to CDT creating a formal
process. Due to the level of usage, they have remained in the system and are candidates for
future SRD development.
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The SRM application console displays the following information:

A Browse icon to find request categories that are available.

Alist of Available requests for a selected category.

Alist of your submitted requests.

A slide show of Remedy features.

A Search field to find service requests.

A Favorites link to view requests that you marked as your favorites from the

Categories page.

2.2 Categories and Sub-Categories

The Browse button links to request categories that are available for use. When selecting a
category, the list of requests available are grouped under the category heading.

NOTE: Some of the categories (e.g. Dept of Technology Employee Services) are only available

to internal CDT staff. By default, the Browse button is selected on the main page of SRM

with the first category pre-selected.

Follow the instructions below to find requests by category.

1.

In the SRM application console, click Browse, located adjacent to the Popular field. A
list of available categories appears. NOTE: If the categories are already displayed,
there is no need to click Browse. By default, the first category, which is Dept of
Technology Employee Services (visible to CDT only) is selected and the service
requests for this category are displayed under Available Requests. Subcategories, if
any, appear adjacent to their respective categories. Non-CDT employees will see the
Infrastructure Services Category selected as a default.

Click a category to view available requests in the panel below; click a subcategory to
view requests available within it.

To navigate back from a subcategory, click the left arrow button located next to the

subcategory heading.
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The following screenshot (Figure 2.2.1) is displayed when user clicks Sub-Categories button

of Dept of Technology Employee Services.

Request Service
C S < ( Popar i Browse )
o Dept of Technology Employee Services
Building Services Sub-Categories »

Staff Movement
Voice Services

Available Requests
Building Maintenance .
Cubicle Maintanance Building Maintenance

Office Maintenance Description:
adjust temperature, airflow, lighting, cleaning, power, data jack(not
activation), cleaning, landscaping

Space Planning

gy Add to Favorites

|y Regquest Mow ‘ Ty AddTo Cart |

[Figure 2.2.1: Screenshot showing subcategories of “Dept of Technology Employee Services”|

2.3 Search Service Requests

The Search field enables users to find matching requests using the type ahead functionality.
When the user begins to type in the Search field, the application displays suggestions in a
type-ahead list below the Search field. The user can select a suggested keyword or continue
to enter the keyword in the Search field. Clicking the Search (magnifying glass) icon

displays records that match the search keyword.

The following screenshot (Figure 2.3.1) shows the type-ahead window when the user types

Firewall in the Search field.
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Request Service
Firewll < (¥ Popuar |ii Browse )

firewall

firewsll request

firewall request form
firewall request firewall
firewall change request
firzwall (new)

firewall config

firewall modification fonm
firewall farm

firewsll poorts

Type-ahead
window

| e | PP

-

Professional Services

HE I

Service Desk Services
* Other Services

Active Directory (AD) Administration .
ADDM Scan/Discovery Reguest Active Directory (AD) Administration
BizHub Maintenance and Repair Description:

o ) Create/Disable AD ID's, folder maintenance, group maintenance
Building Maintenance

o |

Communication Accessonies

Communication Hardware ~ ¢% Add to Favorites | |8y Request Now | By AddTo Cart

Cubicle Maintenance

Email Accounts Maintenance

[Figure 2.3.1: Type-ahead feature of SRM application]

The following screenshot (Figure 2.3.2) shows what the user will see when they type

Firewall in the Search field and click on the Search icon.

NOTE: You may also press the Enter key on your keyboard to execute the search.
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& IP Address Services for OTech Devices

Address service for Gold Camp devices (134.x.00.,
205.225.5.5) ..

"' 4 Open Systems Storage (NAS) Request
"~ Request new allocation of storage resources for open
systems. Refer to the

% Router Access List Request
Open port, close port, change Access-List (ACL) for
routers (not firewalls). Please attach the

Managed Firewsll Offenng
* Request for OTech to provide New Managed Firewall
Services: Assess, Procurs, Configure, Install, Refresh

and Onaoing...

Assign an IP Address, return an IP Address, or other IP

Request Service

- — Click Search icon

Firewsll ¥ Populr |G Browse

IZE'E ! ﬁ{ to search (: - )
Knowledge Articles
No arficles 1o disola After searching,
knowledge play click on the link to
Requests / navigate to the SR
Firewsll (new)

Request for firewall configuration additions, changes,
and deletions for access control to servers and networks
using...

Admin/RDF Access to Windows Server(s)

Used to request administrative credentials on a Windows
sarver managed by OTech. (Mote: This request does nat
COVEr...

Remove Campus Network Cl
This request is to remove a Metwaork CI (switch, router,
firzwall). This does NOT indude CGEN devices!

SQL SA Rights & Privileged Access to Windows.._.
Used to request SQL SA rights and Windows
administrative credentials on a server managed by
QOTech. (Nate: This request...

[Figure 2.3.2: Search results after user clicks the magnifying glass icon]

2.4 Popular View

The Popular view displays a list of the most frequently submitted requests. This screen also

allows the user to view a slide show of how to do certain items within Remedy.

Click on the Popular button as shown in the screenshot below (Figure 2.4.1).
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Request Service

EEE Browse )

P - " .  ann
.\. 1_'\] Favorites \“ Popular

Setting user preferences is a snap!

There are several areas you can personalize by clicking the
gear icon in the quick action bar on the top right of your
screen and selecting Preferences from the menu. You can set
your initial console view and the behavior of Broadcast
alerts. In addition you can set the default filter for your
submitted requests and how much historical data will be
shown.

e e

' [ ]
| Search Approval Central | |-

o009

Popular Articles Popular Requests

[ﬁ Report an Incident

E User ID & Password Maint

[Figure 2.4.1: SRM application popular view]

2.4.1 Popular Requests

Popular requests are added automatically, based on how many times all users submit a
service request during a specified period of time. From this list, you can select a request

with a single click.

The screenshot below (Figure 2.4.2) highlights the Popular Requests panel inside the

Popular view.

NOTE: Since the system will adjust the contents of this screen based on use during a
specific period of time, the screenshots in this user guide may be different from what you

see when logged in.
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Setting user preferences is a snap!

There are several areas can personalize by clicking the
W gear icon in the quick ;;T'i.l]m haf on the top br?’ght of ﬁur
Preferences screen and selecting Preferences from the menu. You can set
your initial console view and the behavior of Broadcast
alerts. In addition you can set the default filter for your
submitted requests and how much historical data will be

shown.

On Behalf Of...
—
[ Search  Approval Central

o000
Popular Articles Popular Requests
No knowledge articles to display V& Report an Incident
EgUmm&%mmﬂﬁm
Miscellaneous Non-Billable Request

%ﬁSMﬂWMWHWMMmm
E?Mmﬂmﬂkmﬂﬁmm
ﬁ@mh&wmmmﬂmmm

LISTSERV

ii&m@ﬁmﬁmﬁmmbﬁmﬁﬂ

[Figure 2.4.2: SRM application Popular Requests panel]

2.5 Favorites

If similar requests are submitted frequently, they can be added to a list of favorite requests.

Favorite requests can be added from the Categories page. Previously added Favorite service
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requests will appear on the Categories page. From your Favorites list, you can submit a

service request, add a service request to the cart, or remove a request (Figure 2.5.2).

Follow the instructions below (Figure 2.5.1) to add a service request to favorites:

1. Inthe SRM console, if needed, click Browse to view the Categories page.
2. From All Categories view, select Professional Services.

3. From the Available Requests area, select a subcategory to view the available service
requests options. The screenshot below (Figure 2.5.1) shows the section of

Professional Services service request.

4. Click Add to Favorites to add the service request to the favorites list.

Request Service 1
C Q) < (¥ Popuiar |5 Browse )
All Categories
E Dept of Technology Employee Services Sub-Categories »
B Infrastructure Services
@  network Services
:m Software Services
= Email/ Mobile Services
2 .
#5° Service Desk Services
" Other Services
Available Reguests I

Professional Services — Internal (new)

Description:
Request for various types of consulting (2.g., design), training,

sacurity assessment or project management services.

o -* 'lﬁMdtDFavorites| |.§-“¢;Requ&ﬁthlmv‘ %AddTDCart|

[Figure 2.5.1: Add service request to Favorites]
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5. After adding the service request(s) to the favorites list, the Favorites link is activated
on the screen. Click the Favorites drop-down list, located adjacent to the Popular and

Browse button, to view requests in your favorites list (Figure 2.5.2).

6. Below each request, The Request Now, Add to Cart, and Remove options are

displayed (Figure 2.5.2).

A Favorite request can be submitted by clicking Request Now from the favorites list. Also, a
service request can be removed by clicking the Remove link from the favorites list.

Request Service
{ \__ ] N e Favorites - B (= Popular | ii:  Browse b
L ot -4 | anm J/
“— » -
All Categories Professional Services - Intemal (new)
Request for various types of consulting (e.g., design), training,
E; Dept of Technology Employee Services security assessment or project...
l~ Infrastructure Services 7 Now | Addto Cast |
_ﬁ Network Services ' 1

[Figure 2.5.2: Favorites panel showing service requests you have added to Favorites]

2.6 My Requests

Your submitted requests are listed in the My Requests pane. This view shows the service
requests that have been submitted by you as well as submitted by another user using the

on behalf of feature and selecting you as on behalf of user.
The following options are displayed for a submitted request (Figure 2.6.1):

e Details — Select this option to view the request summary and the activity log. Any
attached files will be listed in the activity log. Any files can be attached to the
request from the Details tab.

e Cancel — Select this option to cancel a submitted request.

¢ Request Again — Select this option to create a new request similar to an existing
request. Note: When using the option, all relevant fields are copied into the new
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request, including all answers provided for the previous submission. The
information may be modified to meet the needs of the new request.

e Complete — This option is available only for draft requests. Select this option to
open the request and update the information.

¢ Reopen - If your request has not been completed to your satisfaction, you may
select this option to reopen your request. See section 4.5 for detailed information.

Select a view (®)My Requests () All Requests

Show ‘AII j Q¥
Y -4 w||») 1-40f447

Professional Services (new) Training
Request ID:  REQOO0002101111
Submitted: 1/28/2016 10:12:23 AM
For: Rogene Sears

Status: Waiting Approval

Request Again | Cancel | Details

CalCloud Services (new) Two Large.._.
Request ID:  REQO00002101108
Submitted: 1/28/2016 9:30:29 AM

For: Rogene Sears
Status: Waiting Approval

I Request Again | Cancel | Delailsl
Other Network Upgrade

Request ID:  REQO00002101083
Submitted: 1/27/2016 11:17:30 AM
Far: Shannon Warren
Status: Rejected

I Reopen | Request Again | Delnilsl

Other Summary of details are added here.
Request ID:  REQO00002101075
Submitted: 1/27/2016 10:29:03 AM
For: Shannon Warren

Status: Initiated

[Figure 2.6.1: My Requests pane showing actions for service requests|
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Request Service

L =) ' Favorites +

Select a view (@ My Requests ()All Requests
Show | Al j Q¥
« ERIDRETY

Professional Services (new) Training
Request ID:  REQOQ0002101111
Submitted: 1/28/2016 10:12:23 AM
For: Rogene Sears

Status: Waiting Approval

Request Again | Cancel | Details

The star icon marks your favorite requests!

A Do you play favorites?
Marking a request as a favorite makes it easy to locate quickly.

4 After opening a request, click on the Add To Favorites icon at the
bottom of the panel and that request will be marked for future
use. The Favorites dropdown at the top of the main panel

expands to show all of your favorite requests, which can be
opened, added to your cart or removed directly from the list.

CalCloud Services (new) Two Large. ..
Request ID:  REQQO00002101108
Submitted:  1/28/2016 9:30:29 AM
For: Rogene Sears

Status: Waiting Approval

Request Again | Cancel | Details

o000

Popular Articles Popular Requests
No knowledge articles to display E User ID & Password Maint Other Network Upgrade
Request ID:  REQQ00002101083
Submitted: 1/27/2016 11:17:30 AM
For: Shannon Warren
Status: Rejected
Reopen | Request Again | Details

%2, TMS Raised Floor Activity Request - Gold Camp

P
% Bxitof cument OCIO staff Other Summary of details are added here.

Request ID:  REQQO00002101075
Submitted: 1/27/2016 10:29:03 AM
For: Shannon Warren
Status: Initiated

Request Again | Cancel | Details

[~.] Active Directory (AD) Administration

i Professional Services - Intemal (new)

@ Non-Expiring RACF Password

Popular Requests
‘ Other

[Figure 2.6.2: My Requests pane of SRM application]

By default, the system shows all service requests, and includes their request ID, submitted
date, and status. From the Show drop-down option, various status of service requests can

be selected. To view requests by a specific status type, select one of the following options:

e All: All submitted requests regardless of their status.

¢ Open and draft requests: Requests that have not yet been closed and requests that
have not yet been submitted to CDT for implementation.

¢ Requests needing attention: Requests for which a fulfillment person has created
an entry in the request's Activity Log. The purpose of the note may be that the fuller
is providing you, the submitter, an update or requesting information.

¢ Recently closed requests: Requests that were recently closed/fulfilled and can

include rejected requests.
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user logged in to the SRM application console.

Closed requests: All your closed requests.

Open and draft requests
Requests needing attention

| Closed requests

CalCloud Services (new) Two Large._.
Request ID:  REQO00002101108
Submitted: 1/28/2016 9:30:29 AM
For: Rogene Sears

Status: Waiting Approval

Request Again | Cancel | Details

Other Network Upgrade

Request ID:  REQO00002101083
Submitted: 1/27/2016 11:17:30 AM
Far: Shannon Warren
Status: Rejected

Reopen | Request Again | Details

Other Summary of details are added here.
Request ID:  REQO00002101075
Submitted: 1/27/2016 10:29:03 AM
For: Shannon Warren

Status: Initiated

Request Again | Cancel | Details

[Figure 2.6.3: My Requests pane showing service request statuses|

Requests closed since last login: Requests that were closed since the last time the

In the My Requests pane, only four requests can be shown per page (Figure 2.6.4). To view

other requests, click the down arrow showing the number list or click the Next

Page/Previous Page arrow.
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Previous
Page

Select a view (@) My Requests () All Reguests

Show |AII j Q¥
L

CHange request DDS
Request ID:  REQODODOO!
Submitted: 5/21/2014 3:1
For: Mike Monaghan
Status: Closed

1

MNext Page

Please bring down Test CICS Region...
Request ID:  REQOO0000297733
Submitted: 4/29/2014 2:54:00 PM
For: Mike Monaghan
Status: Closed
Details
Enng down CIDSO
Request ID:  REQOO0000291343
Submitted: 3/21/2014 3:53:58 PM
Far: Mike Monaghan
Status: Closed
Details
Request Service - Bring up DDS CICS_.
Request ID:  REQOO0000287681
Submitted:  3/3/2014 6:53:08 AM
For: Mike Monaghan
Status: Closad
Details

[Figure 2.6.4: My Requests pane showing previous page and next page buttons]

The Search button on the My Requests pane allows you to search using keywords from your
existing service requests. This feature is useful when you are managing many service
requests and you are looking for a specific service request or a group of service requests
matching the keyword.

The user can toggle the display of Search field by clicking the magnifying glass icon next to
the Show list (Figure 2.6.5). The screenshot below (Figure 2.6.5) shows how the Search
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field, the toggle button and the search results in the My Requests pane when user enters the
keyword “Firewall” and clicks the toggle button.

Show | All j Qx

l:ljewall N
. 1-10f1
Search Field
Firewall Request Search
R tID:  REQO0O0000103881
e 4 Toggle Button

Submitted:  1/20/2011 5:14:33 PM

For: Mike Monaghan
Status: Cancelled
Request Again | Details

Search
result
matching
keyword

[Figure 2.6.5: My Requests pane - Toggle icon]

2.7 SRM Menu Bar Features

The SRM application console menu bar consists of the following items:

1. Home — Click this icon from any screen on the SRM application console and select
the home page you want to view.

2. Question mark (Help) — Click this icon to view the following options.
a. Help — Click this link to view online help.

3. Gear (Settings) — Click this icon to view the following options:
a. Preferences — You do not need to use this feature.

b. On Behalf of — Click this option to search for users on whose behalf you are
allowed to submit requests.
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c. Approval Central — Click this link to view a list of individuals who must
approve your requests.

4. Down Arrow (Logout) — Click this icon to log out of the SRM application console.

BMC Service Request Management = 3 fems v ? B Chmesoftware
WelcorNgglike Meggghan
Request Service Requests
4 Q¥
( . J BB - OWS 2
4 1-4 = L’/ 1 A6
All Categories
Professional Services
iy OTech Services Request ID:  REQO00002023668
- . Submitted:  3/16/2015 12:56:19 PM
] Network Support Services For: Mike Monaghan
. Status: Initiated
4] Ims rt Services Sub-Categories »
I"‘-' e =t Request Again | Cancel | Details
Available Requests
calCloud (new) ‘ Professional Services
- Request ID:  REQO00002023666
Firewall (new) CalCloud (new) Submitted: 3/16/2015 12:55:16 PM
) . For: Mike Monaghan
OTech Service Catalog Cg\‘ Description: Status: Initiated
P o ri:gusz;st to subscribe to the CalCloud Infrastructure as a Service Request Again | Cancel | Details
Other (new)
CHange request DD S for CICS test region...
Professional Services (new) ¢ Add to Faverites | |45 Request Now | % AddTo Cart Request ID:  REQD00000301701
Submitted: 5/21/2014 3:14:48 PM
For: Mike Monaghan
Status: Closed
Details
Please bring down Test CIC S Region...
Request ID:  REQO00000297783
Submitted:  4/29/2014 2:54:00 PM
For: Mike Monaghan
Status: Closed
Details

[Figure 2.7.1: SRM Application Menu bar features|

[Figure 2.7.2: Close-up of SRM Application Menu bar features]
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2.8 Creating a Service Request Using Other Services

All users can submit the Other services request when the available service requests
categories are not applicable.

Other services requests can be created using any of the following approaches.

1. Select Other from the popular requests section of the console. Click More to view
additional requests.
2. Ifthere is more than one page of previous requests, click the Next Page or Previous

Page arrows or select a page from the drop-down list to view additional requests.

NOTE: Since the system will adjust the contents of the Popular Requests screen based on
usage during a specific period of time, the Other services option may not be available when
you navigate to this screen.

The screenshot below (Figure 2.8.1) shows the Other services request in the Popular
Requests panel.

Request Service

Select a view @My Requests () All Requests

Shaw | Al j Qv
. T4 |[») 1-40f93

unable to open any applications - clocks
Request ID:  REQO00002044932
Submitted:  2/9/2015 1:20:51 PM

For: Olga Padilla-Abad

Status: Closed

Setting user preferences is a snap!

There are several areas you can personalize by clicking the
<bmesoftvare gear icon in the quick a):lon bafun the top ri,gh( of ny:ur
screen and selecting Preferences from the menu. You can set
your initial console view and the behavior of Broadcast
alerts. In addition you can set the default filter for your
submitted requests and how much historical data will be

On Behalf Of... Details

((seardt Approval Central | | 1

SharePoint Sites and Maintenance
Request ID:  REQO00002039842

shown. Submitted:  1/13/2015 3:47:07 PM
For: Olga Padilla-Abad
i Status: Closed
5 Request Again | Details
Popular Articles Popular Requests
No knowledge articles to display E User ID & Password Maint There are 2 CR" on the Enterprise CAB...

Request ID:  REQ000002009455
Submitted: 7/23/2014 12:11:22 PM
PO For: Olga Padilla-Abad

%l Bt of current OCIO staff Status: Closed

Details

| Active Direclory (AD) Administration Remedy/ITSM Application Configuration
Request ID:  REQO00000287119
Submitted:  2/27/2014 9:29:53 AM

i Professional Services For: Olga Padilla-Abad

g

Request Again | Details

1) Non-Expiring RAGF Password

LISTSERV

{7 CalCloud Services

[Figure 2.8.1: Other services request in the Popular Requests panel]
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3. If Other services has been saved as a Favorite service requests, click the down arrow
next to the Favorites link to locate Other services. Click Request Now from the

favorites panel to initiate the service request.

(% Poputar |8 Browse 7‘

Other

Use for billable and non-billable requests that require
management approval. California Department...

Request Now | Add to Cart | Remove

[Figure 2.8.2: Creating Other request from Favorites link]

4. Another method to locate service requests is by browsing through the request
Categories and Sub-Categories. The Other Services category is available under the All
Categories. Click Request Now (Figure 2.8.3) and the form for the Other services
appears. User specific details, including phone number and email address are pre-
filled. Required fields in bold will help the user identify information that must be

included in order to successfully submit the request.

Request Service
- @) - Favorites ( Popular [;;5 Browse )
All Categories
E Dept of Technology Employee Services Sub-Categories »
". Infrastructure Services
o Network Services
:ﬁ Software Services
=1 Email /Mobile Services
- Service Desk Services
‘ Other Services [
Available Requests
Miscellaneous Non-Billable Request
Other e || Miscellaneous Non-Billable Request
Description:

Use for non-billable requests that do not require management

- approval. Note: Select this option cnly when there is not a specific
request type elsewhere in the Service Request menu.

«~

" ¢5 Add to Favorites | |s#y Request Now I ¥ AddTo Cart ‘

[Figure 2.8.3: Creating Other services service request]

Page 22



Service Request Management (SRM) User Guide for Submitters

5. Enter the following information in the Other services request form:

1. The date when you need the request to be fulfilled.

2. Answers to questions/request for data that are part of the service fulfillment
process. Depending on a response to a question/request for data, the system

might display additional questions.

3. (Optional) Attachments, such as a Microsoft Word document containing
additional information about the other services you are requesting. Click the

Add icon to browse to the location of the file in your computer. A maximum of

three files can be attached to a request (Figure 2.8.4).

Requested By |Shann1:|n Warren

Requested For |Shannc|n Warren Email

Required Completion | E

[Figure 2.8.4: Attaching a file to service request]
The following table (2.8) shows the fields on the Other form

1. Required Completion
2. Billing Prefix
3. Account Code
4. Approver
Choices: List of approvers of your department
5. Second Approver

Choices: List of approvers of your department. Note: if there isn’t a second
approver, choose None from the list.
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6. Third Approver

Choices: List of approvers of your department. Note: if there isn’t a second
approver, choose None from the list.

7. Do you wish to expedite the request?
If answer to the above question is Yes, the following field appears
7.1 Expedite Fee: $515

8. Areyourequesting a Cost Estimate

Choices: Yes, No - Does not require a cost estimate, No - I have received a cost
estimate

If answer to the above question is No - I have received a cost estimate, the
following field appears

8.1 Cost Estimate Amount
9. Service Category

Choices: Dept of Technology Employee Services, Infrastructure Services,
Network Services, Software Services, Email/Mobile Services, Professional
Services, Service Desk Services, Other Services

10.What is the nature of your request?
Choices: New Service, Modify Service, Discontinue Service, Other
11.What is your approved budget amount?

12.1 understand that OTech will charge my department the applicable rates
and/or pass-through charges for the services being requested

13.Does this request involve a system that stores, processes, or transmits
confidential, sensitive, or personal information as defined in SIMM 5305-A?

Choices: Yes, No

If answer to the above question is Yes, the following question appears, followed
by check boxes:

23.1 Which of the following data classifications does this system store,
process, or transmit?
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Choices: Federal Tax Information, Personally Identifiable Information, Information
subject to the Family Education Rights and Privacy Act, Payment Card Information,
Criminal Justice Information, Information subject to other Regulatory
Requirements

14.Summarize your request

15.Request details

[Table 2.8: Fields of the Other services form]
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The following figure (2.8.5) shows a screenshot of the Other services service request form.

Requested For

Requested By  [Shannon Warren Phane

Edit |

\Shannon Warren Email

=l

Required Completion |

. Attachments: e
Billing Prefix * |’DC
Account Code 001
Approver © |Brad Bailey

Second Approver * | Rolundia Mitchell

Third Approver * [David Nahigian

Do you wish to expedite this request?

OND

Expedite Fee %515
Are you requesting a cost estimate?” O Yes

@ No-I have received a cost estimate

Cost Estimate Amount™® 425,000

@ Yes

O No - Does not require a cost estimate

Service Category ™ | Network Services

4

What is the nature of your request?

=

|:Other

4

What is your approved budget amount? 525,000

Depending on what you are requasting, a budget amount may be required. (Examples: New server
or software license). Leaving this blank may result in delays or rejection of this request.

I understand that OTech will charge = Yes

my department the applicable rates

and/or pass-through charges for the pj.oco chack our rates.
services being requested. * -
Does this request involve a system that
stores, processes, or transmits
confidential, sensitive, or personal
information as defined in SIMM 5303-A%

OND

Which of the following data classifications ¥ Federal Tax Information
does this system store, process, or

transmit? E Personally Identifiable Information

Information subject to the Family
Education Rights and Privacy Act

Summarize your request™ Ssummary of details are added here.

Request details™ Request details are added here.

Summary

@ Yes

¥ Payment Card Information
E Criminal Justice Information

i Information subject to other Regularity
Requirements

AddToCert |  Save AsDraft S

[Figure 2.8.5: Example of Other services service request form]
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6. Click Save as Draft if additional information is being gathered to submit the request.

The request will appear in the list of requests in draft mode and can be submitted at

a later date.

7. To view a summary of the information entered, click Summary. To print a summary,

click the Print link at the top right of the Summary page.

Summary
Request Name: Other
Expected Completion: 2/6/2016 11:40:13 AM
Requested By: Shannon Warren
Requested For: Shannon Warren
Phone:
Email:

Print

Provided Information

Billing Prefix * :

Account Code :

Approver * :

Second Approver * :

Third Approver * :

Do you wish to expedite this request? :
Expedite Fee :

Are you requesting a cost estimate?™ :
Cost Estimate Amount™ :

Service Category * :

What is the nature of your request? = :
What is your approved budget amount? :

I understand that OTech will charge my department the
applicable rates andfor pass-through charges for the services
being requested. = :

Does this request invelve a system that stores, processes, or
transmits confidential, sensitive, or personal information as
defined in SIMM 5303-A% :

Which of the following data classifications does this system
store, process, or transmit? :

Summarize your request™ :
Request details™ :

Back

Dc

ool

Brad Bailey
Rolundia Mitchell
David Nahigian
Yes

5515

No - I have received a cost estimate
$25,000
Network Services
Other

$25,000

Yes

Federal Tax Information;Payment Card Information;Personally Identifiable Information;Crimi
Justice Information;Information subject to the Family Education Rights and Privacy
Act;Information subject to other Regularity Requirements

summary of details are added here.
Request details are added here.

[Figure 2.8.6: Summary page of Other request form]

8. Click Back to return to Other services form.

9. Click Submit to submit the service request.

10. Check the My Requests pane to ensure that the service request was submitted and

that the Status of the service request indicates Submitted (Figure 2.8.7).
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My Requests B-
¥ Request View

Select a view (@) My Requests () All Requests
Show | Al j Q¥

‘ -4 w||») 1-40f444

Other Summary of details are added here.
Request ID:  REQOO0002101075
Submitted: 1/27/2016 10:29:03 AM

For: Shannon Warren

Status: Submitted

Request Again | Cancel | Details

[Figure 2.8.7: My Requests pane showing the submission of Other service request]

3.0 Approving Service Requests

As a best practice, the submitter should never be the approver. The service request is
first routed to the designated customer approvers. Once approved, the service request

is then routed to CDT to begin CDT approvals and commence processing.

Approvers use Approval Central to access request details and approve requests. This
console enables approvers to quickly review the approval requests awaiting their
attention. Approvers can approve, reject, hold, or view the details of a pending request
by using the appropriate buttons provided in the form. Approvers can take action on

single or multiple requests at one time without opening each request individually.

3.1 Approve/Reject Service Requests
Follow the instructions below to view, approve, or reject a service request:

1. From SRM application console, click the Settings icon, and select Approval Central.
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I@Apprmrﬂls'ﬁrﬂ ems ~ : dbnm@

Preferences

|
‘ |
On Behalf Of __ i

Approval Central

[Figure 3.1.1: Settings icon and Approval Central]

2. Select the request(s) by highlighting the request. Click the Approve Selected or Reject
Selected button, the Approve or Reject icon, or the Approval Details icon. The

status of the request immediately changes to Approved or Rejected.

3. Ifthe service request is rejected, enter the reason or comment for rejection in the

Justification For Rejection field before selecting the Reject icon (Figure 3.1.2).

Approval Search Result

Approve Selected m Reject Selected IL Hold Selected ‘

Showing 1-1of 1 Preferences = | Refresh |

W | Alert Action Date | Summary Requester Acting As | Priority

i~ Other shannon.warren Normal ~ SRM:Request Approved I X m=ach
Justification For Rejection ‘ =

Request Details

Req 1D: REQ000002101075 Price: 0.00 USD

Requester: shannon.warren Action Date

Priarity: Narmal Request Date: 1/27/2016 10:29:06 AM

Description Other Category 1: Other Services

Status Pending Category 2:

Status Date: 1/27/2016 10:29:07 AM Category 3:

More Information Activity Log

(112772016 10:29:06 AM;Remedy Application Service:

Type: Wj

Question To: |

Question: | =

Save View Activity Summary

[Figure 3.1.2: Approval Central Window]
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Approvers receive email notifications indicating that their approval is needed. Within
the email notification there is a link to Approval Central, where the service request may

be approved.

mimail-based approvals are enabled

Approve/Reject

Show :'Oommdcnmyuem Q=

| t4vlp) 14013

Request a New Computer

Request ID:  REQO000D0000533
Scbmitted:  3/29/2013 12:44:51 PN
For: Mary Mann

M

Status: Wating Approval

Request Again | Cancel | Details

D BMC IT Service Management Approval Central Welcome, Martin Manager

mmwonn N
1 Needs Atenton -

OP”( Onve

[Figure 3.1.3: Email based approval workflow]

3.2 Alternate Approver Maintenance

There are times when a designated approver will be temporarily unavailable, and an
alternate approver will need to be set up in their place. Only the designated approver

can set up their alternate in SRM.

Follow the instructions below to set up alternate approvers.

3.2.1 Navigation

1. From the Approval Central, select ‘My Alternate Approvers’ from the left navigation

bar (Figure 3.2.1).
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D BMC IT Service Management Approval Central

Summary Pending Approvals
E Pendin rovals 0 l_J E
44\ Needs Attention 0 | Showingo-0of0
@ Past e 0
@ Due Soon 0
*©) My Approval History
% Rej Others 0

Justification For Rejection :

I My Altemate Approvers I Request Details
- - Request ID:
Requester:

[Figure 3.2.1: My Alternate Approvers link]

2. If any alternates were configured previously, they will appear on the table towards

the bottom of the window (Figure 3.2.2).

AR SYSTEM - Approval Server

Alternate Approver
=) =
Alternate* j Notify Atemate™ | ves j
For [shannon warren ﬂ Covering® Al j
Start Date” =l Process ]
End Date” =] Process Instance Id
Assignee Group |Public j é Status Fime j
Close
Current/Active Alternates |
1 entries returmed - 1 entries matched Refresh
Alterate Start Date End Date Covering Process Name
biadlani 312015120000 AM  31/2016 120000 AM Al

[Figure 3.2.2: My Alternate Approvers window]|
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3.2.2 Search

1. If you wish to search for entries rather than use the table, click the New Search button

and then Search. The system will retrieve all your alternates (Figure 3.2.3).

b4 Current mode: Search 1

1 New request [ My Reports = Logout Home

AR SYSTEM - Approval Server

Altemate Approver
Alternate Information | Administrative Information ]
Alternate™ | - Notify Afternate” | -
For® |shann0n.warren = Covenng™ | -
Start Date™ | i Process | -
End Date™ | E Process Instance Id |
Assignee Group | - | =| Status | -

Search Close

[Figure 3.2.3: My Alternate Approvers link]

3.2.3 Update

1. After successfully retrieving an existing entry, you can modify the contents and select

Save. For example, you may wish to change the Start/End Dates or cancel the alternate
altogether (Figure 3.2.4).

Ahlemate Approver

m‘ Administrative Information
Alternate™ ‘Bhavna Dadlani Notify Alternate™ Yes j
For® \shannon.warren Cavering™ All j
Start Date” 3/1/2015 12:00:00 AM Process j
End Date* ‘3;1,’2016 12:00:00 AM Process Instance Id |
Assignee Group Fuhl(c Siatus Current =

Close

[Figure 3.2.4: Modifying or cancelling an alternate approver]|

Page 32



Service Request Management (SRM) User Guide for Submitters

3.2.4 Add

1. If you wish to add a new entry, select the New Request button and complete all fields in

bold. When ready, select Save to create the new entry (Figure 3.2.5).

NOTE: Internal users may not want to provide their alternates control of both change
and SRM approvals. Refer to the Addendum for Internal users, for details regarding

how to provide specific control.

4 Current mode: New

Save| Q, New search My Reports = Logout Home

AR SYSTEM - Approval Server

Alternate Approver

Alternate Information | Administrative Information ]

Alternate™ |Carrie Lopez j Notify Alternate™ |Yes j
For* |shann0n.warren = Covering”™ |AI| j
Start Date* |2,'1;2me 12:00:00 AM Process | j
End Date™ |12,f30,'2015 12-00:00 AM Process Instance Id |

Assignee Group |Pub|ic - 5 Status | Future j

[Figure 3.2.5: Modifying or cancelling an alternate approver]

4.0 Managing Service Requests

This chapter provides instructions on managing service requests inside the SRM
application. When users submit service requests, they are displayed in the My Requests
pane of the SRM application. The My Requests pane provides a number of features to help
the users track service requests, including: adding notes to an existing service request,
requesting a service request again, canceling a service request, and viewing the details of a

service request.
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4.1 Track Service Requests

4.1.1 View Service Requests

To view requests by status type, select one of the following options from the Show drop-
down list on the My Requests pane:

All — All submitted requests regardless of their status.

Open and Draft Requests — Requests that have not yet been closed and requests

that have not yet been submitted.

Requests Needing Attention — Requests for which a fulfillment worker has

created an entry in the request's Activity Log for the CDT staff to read.

Recently Closed Requests — Requests that were recently closed because they

were fulfilled or because they were rejected.

Requests Closed Since Last Login — Requests that were closed since the last time

the user logged onto SRM application console.

Closed Requests — All your closed requests.

To view details of a specific service request, follow the instructions below:

1.

In the My Requests pane, click the record name or click Details. The Details tab
displays information to help identify the request (see table below). This includes the
request ID and turnaround time. The Activity Log panel on the right displays
comments entered by all users.

To view the approval information such as the approvers, approval status, and the
justification for approving or rejecting the request, click the Additional Details tab.
CDT fulfillers are able to view the process steps and fulfillment applications behind
the request offering by clicking the Process View tab. When selecting an object in the
Process Detail window, its properties, such as the fulfillment details, will display in

the panel on the right.
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4. C(lick Close to close the detail window.

Request Status Description

Draft The request has been created but has not been submitted yet.

In Review The request has been submitted and is being reviewed.

Pending Work on the request has been temporarily suspended. You must
specify a status reason (Approval or More Information) when the
status is Pending.

XVaiting I The request has been submitted and is pending approval. A

pprova
request goes into Initiated status when all of the approvers have
approved it. After the request is approved, its status changes to
In Progress.

Initiated Includes planning the work approved for implementation,
targeting dates, and estimating costs.

In Process CDT service providers work on the requests. They log their
progress as they implement the request and perform any tasks
included in it.

Completed The request is updated to Completed when it is closed in the
tulfillment application. Users can reopen a completed request.
Refer to section 4.5 for details.

Rejected The approver rejects the service request. The SR can be
reopened, which restarts the approval process.

Cancelled The request is cancelled by the requester.

Closed Once the request is fulfilled and is in the completed status the

request is automatically closed after 15 days.
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4.1.2 Add Notes to Service Requests
All users can add notes to the service requests.
Follow the instructions below to add notes to a service request.

1. Open the request from the My Requests pane. The My Request Detail form appears.
2. Enter the text in the Notes field.
3. To add an attachment:
Click the folder icon next to the Attachment field.
b. Inthe Add Attachment dialog box, browse for the file, and click OK.
c. A maximum of one attachment can be added for each activity record, but the
request can include multiple activity records.
d. To delete an attachment that was just added, click the Remove File icon .
4. Click Add.

The attachment displays in the Activity Log field along with an activity log entry that your
action generated (Figure 4.1.2).
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Request Details X
BLEEN  Additional Details
Draft Waiting Approval Initiated In Progress Completed Closed
General Information Activity Log
Request Status: Initiated
ID: REQOOO00D2009984
Title: OTech Managed Firewall Offering
Submit Date: 1/21/2015 2:07:42 PM
Required Completion: 1/28/2015 12:00:00 AM
Requested By: Suds Pati
Requested For: Suds Pati
Company: OCIO ITSM Services
Phone: 1916 228-6210
Email: suds.pati@state.ca.gov

Add Notes to
Service Request

Notes : | would like to provide additional information to the service
request|
Attachment: |-Fje Name= B

_pa | —
Attach File

Print |  RequestAgain |  CancelReguest | Close |

[Figure 4.1.2: Add notes to a service request]

4.2 Cancel a Service Request

To cancel a service request, select that request from the My Requests pane and click on the
Cancel link. A service request can also be cancelled from the Request Details window by
clicking the Cancel Request button, a Message Box appears for confirmation (Figure 4.2.1).
Click Yes to confirm the cancellation. The cancelled request appears in the My Requests

pane with a status as Cancelled (Figure 4.2.2).
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Show | _v_l Q¥

ain 14 | ») 1-40f35

CalCloud

Request ID: REQ000002022709
Submitted:  2/26/2015 8:53:15 PM
For: Suds Pati

Status: Waiting Approval

Request Again | Cancel | Details

Other - Internal

Request ID: REQ000002022283
Submitted: 2/25/2015 2:09:44 PM
For: Kimberly Glenn
Status: Initiated

Request Again | Cancel | Details

Other - Internal

Request ID: REQ000002022282
Submitted: 2/25/2015 2:07:59 PM
For: Suds Pati

Status: Initiated

Request Again | Cancel | Details

Other - Internal

Request ID: REQ000002022280
Submitted: 2/25/2015 2:06:36 PM
For: Suds Pati

Status: Initiated

Request Again | Cancel | Details

[Figure 4.2.1: Cancelling a service request from My Requests pane]
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|Iernqum
Show |AII j Q3
! h 14|} 1-40f35

CalCloud
Request ID:  REQOO0002022709
Submitted: 2/26/2015 8:53:15 PM

Far: Suds Pati
Status: Cancelled

Request Again | Details

[Figure 4.2.2: Service request showing Cancelled status in the My Requests pane]

4.3 ‘Request Again’ Service Requests

User can quickly create a new service request that is similar to a previously submitted
request by using the Request Again function. A request can be copied regardless of its status

(draft, submitted, or canceled).

When a request is copied, most of the information in the original request is transferred into
the new request, including attachments. The date and time field values are not copied
because they might not be valid for the new request. Similarly, static values, such as options
in a drop-down list, are not copied if they were revised after the original request was

submitted.
Follow the instructions below to copy a request:

1. Inthe My Requests pane, click Details to identify the request to be copied, on the
Request Details form, click Request Again. The Provide Information form appears
with the data populated from the previous request with the exception of all date and
time related fields. Date and Time fields will need to be populated with an
appropriate value for the new request.

2. Perform one of the following actions:

a. To submit the new request at a later date, click Save as Draft.

b. To submit it immediately, click Submit.
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c. To submit the request on behalf of another user, click Edit (Figure 4.2.3)

located to the right of the phone number field and click the Request on Behalf

Of button at the top of the service request form to the right of the Requested

For name (Figure 4.2.4).

Requested By |Sha nnen Warren Phone
Requested For |Sha nnon Warren Email
Required Completion | @
Attachments: 0

[Figure 4.2.3: Edit button]

Requested By |Shannnn Warren Phone

Requested For |Shannun Warren

Required Completion |

Attachments: 0

Save |

On Behalf
of

[Figure 4.2.4: Request On Behalf Of another user button]

The system creates a new request, with a unique Request ID and lists it on the My

Requests pane. For draft requests, the system displays the Complete option along

with a pencil icon.

3. To edit a draft request, click Complete to view and modify the request details.

4.4 Service Request Completed Email Notification

When your Service Request has been completed, you will receive an email from “CIO ITSM

Mail <do-not-reply@state.ca.gov>" (Figure 4.4.1).
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r — - -
[ | H 4 G | = Request REQO00002108797: Status has been updated to Co... | = ﬂ
File Message o d
From: CIO ITSM Mail <do-not-reply@state.ca.gov> Sent: Thu 1/14/2016 &:23 PM
Ta: | Warren, Shannon@CIO

Co

Subject: Request REQO00002108797: Status has been updated tgfCompleted

http://service-technology.us.onbmc.com/arsys/servlet/ViewFormServlet?form=NTE%
3aNotifier&server=onbmc-s&eid=NTS000008963320
||| Completion notification:

Request REQO00002108797 has beer completed.

Requested For: Shannon Warren
Requested By: Shannon Warren
Summary: Remedy/ITSM Application Configuration

¥

Status: Completed
Impact: 4-Minor/Localized
Urgency: 3-Medium

e See mere about: CI0 ITSM Mail. A

[Figure 4.4.1: Email notification informing you that the Service Request has been
completed]

From the date that the service request is completed, you will have 15 days until the request
is auto-closed by Remedy. If the request was not completed to your satisfaction, you will

need to re-open it.

4.5 ‘Re-Open’ Completed Service Requests

Follow the instructions below to Reopen your request:
1. Within 15 days of request being closed, if it has not been completed to your
satisfaction, you can add additional information and/or attach a file to the Activity
Log Entry. You may locate the request from the My Requests pane and choose

“Reopen” (Figure 4.5.1).
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Select a view (@) My Requests () All Requests

Show |AII _vJ Q¥
y -4 v | |») 1-40fd48

TMS Raised Floor Activity Request —_.
Request ID:  REQO00002101112
Submitted:  1/28/2016 10:46:01 AM

[Figure 4.5.1: My Requests pane with option to Reopen]

2. Select ‘Yes” when prompted (Figure 4.5.2).

Message Box x:'

Are you sure you want to reopen this request?

.................

[Figure 4.5.2: Confirmation prompt to Reopen the Service Request]

3. Add an Activity Log Entry to indicate why you are Reopening the request. If desired,

you may attach a file with additional information (Figure 4.5.3).
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Add Activity Log Entry

x"l

here. You may add an attachment if desired.

Attachment f<Fi|e Name=

MNotes* he details of why you are reopening the request will be added.

o

N

i|

Save

[Figure 4.5.3: Details of why you are reopening the Service Request]

4. Depending upon the Status of the service request when Reopen was clicked, the

status of the service request will change to either Initiated (Figure 4.5.4) or Draft

(Figure 4.5.5).

Select a view (@) My Requests () All Requests

Show |AI| _'J Q¥
4 14 v |[») 1-40fd48

TMS Raised Floor Activity Request -
Request ID:  REQO00002101112
Submitted:  1/28/2016 10:46:01 AM

] W 1A
Status: Initiated
Request Again | Cancel | Details

[Figure 4.5.4: Service Request status changes to Initiated]
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Select a view (@) My Requests () All Requests
Show |AI| j Q¥
AT 55e]p) 5 8ot

Other Network Upgrade

Request ID:  REQOOD0OD2101083
Submitted: 1/27/2016 11:17:30 AM
m an YWarren

Complete | Request Again | Cancel |

[Figure 4.5.5: Service Request status changes to Draft]

5. When the Status changes to Initiated (Figure 4.5.4), the Service Desk will be
contacted. When the Status changes to Draft (Figure 4.5.5), you are then able to

select Complete (Figure 4.5.6), so that you may make the necessary adjustments

before re-submitting the service request.

Select a view (®) My Requests () All Requests
Show |AI| j Q¥
W 5]l s-sores

Other Network Upgrade

Fequest ID:  REQOO0002101083
Submitted: 1/27/2016 11:17:30 AM
Far: Shannon Warren
Status: Draft

Request Again | Cancel |

[Figure 4.5.6: Service Request option for Complete]
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