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eFactory Overview

The eFactory Library gives Local and System Administrators a way to manage support issues. Access to pages and
resources of the system depend on permissions granted to the User.

For more information on definitions of Technical Service Status definitions, Severity or Priority Levels, or the
Escalation Process, please see the Technical Services Guide.

Users (Case managers, data input, etc.) will have access only to the Service Ticket popup window and not to the
pages in the eFactory Library. Local Administrators can print out page 3 of this Guide for those Users, giving them
instructions on how to submit trouble tickets. The page is also available as the Service Ticket Instructions
document. Local Administrators may want to provide information that is more specific to their Users about what
they want included in the service tickets.

The Service Ticket popup window creates Tier 1 tickets only.

Local Administrators — Tier 1 — will be able to search for and respond to Tier 1 tickets; they will be able to create
Tier 1 and Tier 2 tickets.

System Administrators — Tier 2 — will be able to search for and respond to Tier 1 and Tier 2 tickets; they will be able
to create Tier 1, Tier 2 and Tier 3 tickets.

Basic Process
o Ticket created by User, Tier 1 or Tier 2
o Next level gets ticket
0 Can Open and resolve issue
0 Canresolve issue and close ticket
0 If noresolution, can escalate ticket to next Tier level
e At each change in status, email notification is sent the staff in the Contact List
e If owner feels issue is not resolved when closed, owner can reopen ticket
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Ticket Tier and Severity

Each ticket has a Tier level assigned as well as a Severity level.

Tech Support Escalation Flow
e (Case Manager
0 All Users can create support Tickets
) . Adsystech
0 Creates Tier 1 ticket ’
e Tier 1 Agency Admin
0 AA manages local issues
0 Responds to Tier 1 tickets
O Escalates to or creates Tier 2 tickets
e Tier 2 System Admin
O SA manages regional issues
0 Responds to Tier 2 tickets ’
O Escalates to or creates Tier 3 tickets -
e Tier 3 Adsystech Support A8
0 Adsystech support manages system admin issues
0 Responds to Tier 3 tickets only Casti

Manager

Tech Support

ﬁm

System
Administratar

e )

Agency
Admin

Severity Categories
e Severity levels are set when the ticket is created

Severity Categories

Critical issue hindering system production. Must be
2 High |working ASAP. E.g. new logic in important report
need to be added.

Minor errors which can be worked around. E.g. Can
run report showing Clients enrolled in agency but | can
see the list from the agency listing page & can print
from there.

3 |Medium

Items within the scope of work which would be nice to
4 Low |have and no hurry to implement. Next major release
items, enhancement request.
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Service Ticket popup window

Users can create Service Tickets by clicking on the toolbar button. {ﬁ

BE Ticket ———T — . [
f— — -
Ticket Reference Info
Owner Email Date
. Send
099djense: |dougjensen@minncap.nrg 81472010
Application Library Page Cancel
|eFau:tnr:.r |c:ustomersuppu:urt |senriu:eticket
User Input
Comments

W FeedBack [ System Request [ ScreenShot [ Attachment Seventy -

Create Service Ticket
1 Click Ticket toolbar button to open popup window
In popup window, Information will appear automatically in top fields, including:
0 Owner = user’s login ID
0 Email = email address entered when Login ID was created
0 Date = date service ticket is created
O Application = module active at that time (HMIS, Head Start, CSBG, etc.)
0 Library & Page = The page and library open at the time of ticket
2 Enter description of problem in Comments field
a The more clear and thorough the description, the easier it will be for support to find the solution
3 If User wants email feedback in response to this issue, click to create checkmark in Feedback checkbox
This is checked by default
4 If the issue is not related to a specific page, click to create checkmark in System Request checkbox
5 If User wants to attach a screenshot of the issue, click to create checkmark in Screen Shot checkbox
a The screen shot will automatically appear on the bottom part of the ticket window
6 If User wants to attach a graphic copy of the error message, check the Attachment box
a The graphic will appear below.
b Users can only make use of the Screen Shot OR the Attachment, not both.
7 Select Severity Level
a 1isthe most severe — the issue is preventing you from doing your job
b 4isthe least severe and is the default
8 If related to a Test Case, select it in the Test Case dropdown
9 Click SEND button
a A message will appear saying the Ticket has been sent and will show the Ticket Number
10 Click CLOSE button

The ticket will be the responsibility of the Agency’s Local Administrator, who will respond to the issue. If you have
requested feedback, you will receive an email. If they cannot resolve the issue, they will escalate the ticket to your
System Administrator, who will respond to the issue.
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Service Ticket Page

Support uses this page to view and respond to new and existing Service Tickets. Tickets can also be created on this
page. An email notification is sent whenever the status of a ticket changes.

& eFactory-[AS1AgencyAdmin] |;| X
: File Wiew Report Options Help
Qﬂ I'_'> b~ 1) ?.3 @ ﬁ. (ﬁ @ & @ & @ K 4 [ Bl : address @aes:h’customersupporb'serviceticka v|ﬁ Go
¢ Tierl Role - |i ServiceTicket!
[=-CustomerSupport
=
—Ticket Listing
E] Status Reopen Ticket Info {51 of 58)
Ticket Date 11/05/2009 Request bl Tier i Sie pm
Ticket # 8425 Submitted to AES 11/5/2009 Phase one initial t | 2 New
Phase 1 of testing | 1 Close
Here is my secen | 1 Close
let go to tier 2 2 Close
1 New
Account |.||L9‘Iﬂgency _L! Organizatior |ﬂS1Agency LI save garyed outt |3 New
Tier 3 x| Severity [3 x| Priority [ I~ call [ Email L New
Contact | sTUser2 Email o ekl o
Us§¥ creates ticke | 3
Categery Siise | s iE‘haﬂ —vl T Imauserandis 3 leope:
Subject |i77 Has Verified 11/5/2009 = mauserw apr |3 Close —
I'm a usgr and i submitted a ticket Test ticket for tier | 1 New
/| Tier 2created tick | 3 Mew
tier 2 ticket popup | 1 Close
test 2 Open ™
NES >
Response History {2 of 7}

EnterOwner T Status W Respo’ o
ASluserl

ASTUser2
AS1User2

0 New tickets can be créated here also
e Responses/are created and displayed in the bottom section
e SUBMITTED TO AES date will appear when ticket has been changed to Tier 3 only
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Search for and View Existing Service Ticket
1 Select or enter any combination of

a Account

b Ticket Status

¢ Date Range From and To

d Tier Level

e Ticket Number

f % is a wildcard allowing searching all options

2 Click SEARCH button

Matching tickets will appear in TICKET INFO GRID at right side of page. Select any ticket in Grid to view details at left.
Bottom section will show response history for selected ticket.

Respond to ticket issue
In bottom section, buttons will vary according to status of selected ticket.

If ticket is this Status: these buttons will be available:
NEW OPEN CLOSE CHANGE TIER
OPEN CLOSE CHANGE TIER
WAITING FOR RESPONSE OPEN CLOSE CHANGE TIER
CLOSE CHANGE TIER REOPEN
REOPEN CLOSE CHANGE TIER

1 Select ticket record in TICKET INFO GRID
2 To OPEN a ticket to respond:
a Click OPEN button
i) Top section of page will gray out

b Current Status will be displayed in Status field (Open)
¢ Enter Level of Effort
d Select Severity
e Enter Estimated Complete Date
f Enter response in text field at bottom
g Click SAVE
3 To CLOSE a ticket
a Click CLOSE button
b Current Status will be displayed in Status field (Close)
¢ Enter Level of Effort if needed
d Enter Severity if needed = T
e Enter response in text field at bottom -l
f CIle SAVE Reason to change tier:
4 To CHANGE TIER level of a ticket cannct solve problem, please help

Select new Tier in dropdown
Click CHANGE TIER
¢ In popup window, Enter reason to change tier
d Click SUBMIT
5 To REOPEN a ticket
a Click REOPEN
b Enter response in text field at bottom
¢ Click SAVE
Status Definitions
0 NEW = A customer or technical services member has created a new issue for review
0 OPEN = ticket is open and the resolution for the issue is being worked on
0 CLOSE =The issue is resolved or the customer no longer needs assistance
O REOPEN = Customer does not feel the issue is completely resolved and has provided additional information
to assist with resolution
0 WAITING FOR RESPONSE = Receiver of ticket needs more information to resolve issue and is waiting for
owner of ticket to respond
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Create New Service Ticket

1 Click NEW button in middle section » Tech Support Escalation Flow:
2 Select Account Case Manager: All Users can create
3 Select Organization support tickets — creates Tier 1
4 Select Tier Tier 1 Agency Admin: AA manages
a Tier 1 support can create Tier 1 or Tier 2 tickets local issues; responds to Tier 1
b Tier 2 support can create Tier 2 or Tier 3 tickets tickets and escalates to or creates
5 Select Severity Tier 2 tickets
a 1is most critical = catastrophic production problem —the Tier 2 System Admin: SA manages
issue is preventing work from being done regional issues; responds to Tier 2

tickets and escalates to or creates

b 2 =system is functioning but in severely reduced capacity, ; :
Tier 3 tickets

exposed to potential loss or interruption of service
¢ 3 =medium-to-low impact, impairs some operations, but Tier 3 Adsystech Support: Adsystech
allows client to function SIS LT ST (el
d 4 =general use question or recommendation for future issues; responds to Tier 3 tickets only
enhancement or modification
6 Select Priority
a 4isthe default = request made in advance of need that is easily handled with SLA
b 3 =experiencing above average operational impact from issue and does not have above average or
extenuating circumstances
¢ 2 =requesting faster than average response based on actual business need
d 1 =experiencing significant productivity impact that has affect outside of personal productivity
7 Click to create checkmark to indicate if ticket originated with Call or Email
8 Select Contact
a Email address will fill it automatically, but can be overwritten
9 Select Category of issue
a System Issue
b Pageissue
¢ OtherlIssue
10 Select Type of issue
a Fix
b Enhancement
c Suggestion
11 Enter Subject
12 Enter text of issue
a the more clear and thorough the description of the issue, the easier it will be to resolve
To add attachment:
13 Click A button to open popup windowE]
14 In the popup window

a  Click NEW button i@ eFactory-[AS1AgencyAdmin]
i) Navigate to file to [ New | [ Save | [ Close | Attachment {1 of 1}
attach in popup Description: SnapShot of ServiceTicket8425 Description Y DocumentDate <7 Doi:urr'entNar
window and click Entered By:  AStuser » | SnapShot of Servi | 11/5/2009 IB47IPG
OPEN Note:
b Enter Description of type other explanation information hkre
attachment
¢ Entered by fillsin
automatically <

d Enter Note information —
e Click SAVE button rrrr
f Click CLOSE when
finished
15 Click SAVE button
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View Contact History _
1 Select ticket in TICKET INFO GRID
2 Click CONTACT HISTORY button

& eFactory-[AS1AgencyAdmin]

Popup window will display each contact (User ID) Contact Information

associated with the ticket, along with their Email Contact ContactEmail Tier DateSet Cu

address and Tier Level. p | ASTuser el g al_|l_o@Y |1 11452009 842
. . ASluserl Rushton.G.James | 2 1145/2009 842

These contacts are the ones who will receive 15100 TechSumpori@ad |2 59005 e

email notifications.

111

View Issue

1 Select ticket in TICKET INFO GRID

2 Click LOCATE TO THE PAGE button e
Popup window will display information about the
issue.

3 To see theissue, click LOCATE button User Group  AS1Agency/dmin UserlD ASluser
Another instance of Enginuity will open with the Application  HMIS Role HMISLA
page in question visible, with the same
permissions as the User who submitted the issue.

& eFactory-[AS1AgencyAdmin] |Z| |:, E|

Location Information “Tocale || Close |

DomainURL  hitps:/enginuity3.esserver. com/PCHO00domain

Library centralintake Fage customer listing

Master Key 28 Current Key
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Ticket Listing Page

Use this page to search for a Ticket. Master Tickets can also be created on this page. Tickets appearing in the Grid
on this page will also be displayed on the Service Ticket page.

& eFactory-[AS1AgencyAdmin]

: File View Report Options Help

Qﬂ E") x (1] ﬁ @ ﬁ. QS e @ & Ea K 4 B K i Address |Ejaes:a‘a’customersupporb‘ticketlisting v|@ Go

Ticket Listing

¢ Tierl Role "

MNavigator

[=-CustomerSupport
|—ServiceTicket

8 TickciListng

MasterTicket# | |
{51 of 58}

Regues il Tier b Status il Severity  DateEntered W EnterOwner 7 I\I'Faster'l'u:k-etll:'i
test 2 New 4 04/19/2009 AS1Xin2 8350 El
test] 7] Reopen 3 041202008 ASTn i
jerytest 1 ‘Wwhaiting for Respo | 2 0472002005 ASTXin §
t7ét 2:55pm 1 Close 1 05/15/2005 ASTXin
est 455pm 3 Close 1 05/19/2009 AS1Xin
test B52pm 3 Haiting for Respo | 1 05/15/20059 ASTXin
testscresnshot |2 (‘Iose 1 05/20/2009 ASTXin
asfsadfdsf 3 qose 1 07/29/2009 AS1User4
test 07302009 1 N*w 1 07/30:2009 AS1Xin
test TETT 2 Re\)pen 1 07/30/2005 AS1Userd
dddddddddd 3 Ne* 1 07/30/2009 ASTUsers
tests 073020092 |1 Nev\ 1 07/30/2009 ASTXin
fseg 1 New\ 1 07/30/2009 AS1Userd o

Ji : T = = ——— = e l__

7 | T T

Navigdting the Ticket Listing Page
o Filter fields are located in the top section
e All Matching Ticket records will be displayed in the gri
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Locate a Ticket record
1 Enter or select one or both of the following:
a Account
b Ticket Number
2 Add any of the following to the search parameters:
Organization
Contact Name
Status
Request
Enter Owner
Application
Library
Page
Category
Subject
Developer assigned to ticket
Start and/or End Date
Type
Tier
i) 1 for Local Administrator resolution
ii) 2 for System Administrator resolution
iii) 3 for Adsystech resolution
Severity (1 being the most severe)
Priority
Patch
Master Ticket number
s Staff assigned to ticket
3 Click SEARCH button
a Matching Ticket records will be displayed in GRrID at bottom of page
b Total number of tickets will be displayed above grid

33_77‘_'_'3'012 - DD QO 0 T W

- O T O

Create a Master Ticket
Set one ticket as the Master Ticket if there are multiple tickets all dealing with the same issue.
1 Select the ticket to become the Master in the Grid

Right-click on that ticket record

3 Select SET AS MASTER TICKET Find
4 Master Ticket number will be created and will be the same as the original Query
Ticket Number
5 Select all tickets that report the same issue
6 Right-click Assign Master Ticket
7 Select ASSIGN MASTER TICKET In-assign Master Ticket

a Use UN-ASSIGN MASTER TICKET to remove tickets from group
The child tickets of the Master Ticket will automatically be closed.
You can now search for those tickets using the Master Ticket number.
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Search for Ticket by other Criteria Search

1 Right Click in the Grid area
2 Select FIND Search Option
3 Inthe Dialog box, select or enter the three fields: Field Name:  [Tier
4 Field Name = the criteria available to be searched Operator
5 Operator = how to match <

= Equal to, will match exactly

I= Not Equal to, will not match

Walue: |3l

a
b

¢ > Greater than

d < Lessthan

e >=Greater than or equal to
f <=Lessthan or equal to

8

Search Cancel

Like uses % as a wildcard character, so

entering M% matches Mike, Michael, MMM,; it is not case sensitive so M%T% is the same as m%t%, both

will match maaaaaTxx
h Not Like is the reverse of Like
i Between and Not Between is useful for ranges of data
j  Is Null lists all records with no entry for that field

k Is Not Null lists all records that do have an entry for that field

6 Value = what to match

a Enter the text to match the parameter chosen for the Field Name

7 Click SEARCH
Matching Clients will appear in CLIENT LISTING GRID.

Search by more than one Criteria ey EET

1 Right Click in the Grid area

2 Select QUERY ‘s.m.;daw,g
In the popup window: o

=] Query | Cancel J

Add I Save I Delete‘

3 Select the WHERE tab I
4 Left Bracket are needed only when
grouping items Wwhere

5 Column = 1* parameter to search
by (i.e. Tier, Status, etc.)

6 Operator = how to match (see
descriptions in Search by other
Criteria above) ——

7 Value = what to match (i.e. New) TR Column

\ihere [Tier] <3 And { [Status] = New Or [Status]

=Open)

Operator

Value

Add Clear

Right Bracket  Logical
And

—|
A

8 Right Bracket are needed only 5

( Sigtus

Or

when grouping items 7 Sistus

9 To add another parameter, select

AND or OR in Logical column

a AND = Client must match ALL
criteria
b OR = Client must match ANY one or more of the criteria
10 Add additional Criteria if needed
11 Click ADD button when finished
a Use CLEAR to remove criteria
12 To add a Sort parameter:
a Click SORT tab
b Select the parameter to sort by in the dropdown
¢ Click the >> button (<< removes a parameter)
d Click ADD
13 Click QUERY to begin the search
Matching Clients will appear in CLIENT LISTING GRID.
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