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Merlin Self-Service Reference Guide

INTRODUCTION

Merlin Self Service Help Desk (SSHD) is a feature of Magic Service Desk. Merlin SSHD is available to
all USDA employees and the Agencies and Contractors that are part of the Common Computing
Environment (CCE) to assist in creating and resolving their own incidents. Merlin SSHD allows end-
users to create a new incident (ticket), update their contact information, search the knowledge base
(this feature is to be added at a later date), and check the status of existing tickets. Merlin SSHD
can also display messages or outage notifications using the White Board Ticker. [White Board
explained in Section XX.]

Each section of this guide illustrates and explains the various screens and options you will encounter
as you use Merlin SSHD. In most instances you will soon find that the system is very easy to use for
reporting and tracking problems to the State IT Staff, Local IT Support and the USDA/OCIO Service
Desks. Planned enhancements include method for researching resolutions for the most common
type problems encountered.

Screens illustrated in the sections have been numbered, and these screen numbers are referenced in
the instructions. Some screens provide the user with several options from which to select. These
options are explained and further reference may be made to a screen number for that option or
description.

THE CURRENT VERSION OF MAGIC SOLUTIONS SOFTWARE IS 7.5. VERSION 8.0 HAS
BEEN RELEASE BY THE SOFTWARE VENDOR. WHEN THE MERLIN SELF SERVICE HELP
DESK IS UPGRADED, EVERY ATTEMPT WILL BE MADE TO KEEP THE GENERAL FLOW
CONSISTANT, THOUGHT MANY OF THE SCREENS WILL APPEAR DIFFERENT.

A condensed version of this guide is available as Chapter 17 of the Windows XP User Reference
Guide. This is located on the Team Services Website.

Browser Setup
The following settings should be used with Microsoft Internet Explorer 5.5 SP2 or higher versions:

Proportional font: Times New Roman
Fixed-width font: Courier New

Font size: Medium

Character set: Western

These settings represent the defaults. Using other settings may cause screen-positioning problems
when running Merlin SSHD. The Standard CCE image meets this requirement, but some Vendors
and specialty Groups may have to update.

The above settings are not required, but if experiencing problems this is a good place to start
checking.

Note: “Polling” and other aspects of Merlin require refreshes and “pop-up” windows; Google toolbar,
Yahoo toolbar and other “pop-up” blockers will interfere with this. If you have trouble with Merlin
SSHD, make sure you do not have any such unauthorized software installed.
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GETTING STARTED

Create a Favorites link and Desktop icon in your browser.
Obtain your “Login ID and Password” for Self-Service

a. User initiates Self Service “Password” request. [Preferred Method]
b. User contacts a Service Desk to obtain your “Login ID and Password”

Change your password immediately after logging in for the FIRST TIME.

CREATE FAVORITES LINK and A MAGIC DESKTOP ICON

The following steps will show you how to add the link to your Internet Explorer favorite places

2) Enter the following URL in the Address Bar:
https://merlin.sc.eqov.usda.gov/magqgicsshd

3) If you receive a Security Alert screen, click [ YES
Security Alert PE|

Information you exchange with this zite cannot be viewed or
o]

changed by others. However, there iz a problem with the site's

security certificate.

o The security certificate iz from a trusted certifying authority.

o The security cerificate date is valid.

The name on the security certificate iz invalid or does not

match the name of the site

Do you want to proceed?

Yes Ha | l ‘Wiew Certificate ]

Screen 1 — Security Alert

4) Click the [ Add ] button on your Favorite Places to add the link (Screen 2).
(If your Internet Favorites List isn’t open, click on [ Favorites ] on the title bar)

Intemnel Expioier will add thiz page (o youl Favaites ksl

[ M ake avaizhis cifine

Mame: | weloome to 5elf Service Desk,

Canicel

Yl

Create i »»

Screen 2 — Add Favorite Window

(a) The URL at first point can Add to Favorites reads like:
https://merlin.sc.egov.usda.gov/magicsshd/sslogin.asp?

This MUST BE edited in order for the link to work properly.
Refer to next page for edit procedure.

1.

2.

3.
1.

and create a desktop icon.

a. Create Favorites Link

1) Open Internet Explorer
Add Favorite
ks
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5) To EDIT the bookmark in the Favorites list:
(a) After Adding the bookmark in your Favorites.
(b) Go to the bookmark you just saved and [ Right-Click ] and [ Select Properties ]
(c) Under the Web Document Tab, edit the URL to read
https://merlin.sc.egov.usda.gov/magicsshd/
(d) Click on [ OK ], to Save the change.

b. Create A Magic Desktop Icon

1) Within your Favorites, right click the [ Welcome to Self Service Desk ] newly created link
in your Internet Favorites; select [ Send To ], then [ Desktop (create shortcut) ].

s THRRC TR

Cre b= Mew Folder

Print E-b
Make awailale affling
(£} Compressed {zipped) Felder
Cut [ Dedtop [oreate chortot)
co et
Dehebe 9 My Docume rks
Rename W ROTERAD
Fropetins [ Frirker on LPTH
=9 ¥P_aL_10 (DY)
e HESETFLOPPT (1]

T E T L TR

Screen 3 — Add Desktop Icon
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1. REQUESTING A MAGIC LOGIN/PASSWORD OR RESET PASSWORD

The following provide steps on how to request a Magic Login and Password. These steps can also be
used if you already have a Magic Login but have forgotten your password.

a. You initiate [PREFFERED METHOD]
1) If not at the Magic Web Site, double click the [MAGIC (Welcome to Self Service Desk)]
shortcut icon on your desktop.
2) Click the language you wish to use.
Currently there is no Spanish version of the Guide.

@) MAGIC
-

5§ O

E-business problems disappear

English
Espanol

Screen 4 - Magic Language Window

3) On the SIGN INTO MAGIC MERLIN SELF SERVICE screen (Screen 5), enter the numeric

portion of your e-Auth ID (iCAMS ID) in the client ID field, then click on [ New User or
Forgot Password ].

e If your e-Auth ID is XY123456, you would enter 123456 in the client ID field.

e See Note: Client ID — Information Only at bottom of Appendix D for additional
information about non-standard Client ID’s.

e No password is needed to request a New User account

VIMACIC
&

$Ign Irka Magl: Merlin Self Service Getting Starked with Self Service

Cliont 10: 123455 1. Comlacd the ME Sewice Desk o B00-457-3642 if you expenence probler
namf Iz

(=)

P anle Croate & Tarie wek page using pour Browses sad the URL kitpa:tmerdi

3. Changa your passward immadiately atar login by clicking SuppodfCon

4. Submit and moritor your own Ticked=!
Mew User or Forgot Password | g

St wow e b Kiow T s Magic Sl Seosiee

ol L Do e T Al

Screen 5 — Magic Login Screen
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1) Complete the New Client Registration.
Complete all fields as shown in Screen 6. This information must match the information
stored in your e-Auth or ICAMS profile.

ign v T a CHiext [0 or i Rese | yoar Pasavan]

AL ] Provide the following information:

e First Name [Payroll Name]

Fied e |Darve e Last Name
Last Mauzs [Pk e Client ID (Your iCAMS ID)
st T 172475 {1 Kuwe) e Email Address
e Phone Number

il Adiees: i poubsrlit o v Add Phone Number Extension, if any in the
Notes. Example: Ext 4

Phone: | 120764648
Bl You will receive a system generated email with the
- Login and Password information. Appendix E is a
sample of Email message.
R If do not receive an email within 24 hours contact a

Service Desk (Merlin Administrator) for assistance.
Vol receve an emadl from dhe ITS Service Desk regarding dis request

Screen 6 — New Client Registration

2) Click on [ Submit].
3) You will get a message that you have successfully requested an account/password

Thanlk vou for registering.
We will contact vou via email with vour USERE ID and Passwaord.

Click here to return to the login screen.
Screen 7 — Thank you Screen
4) Click the [ here ] and Close the Login Screen.
5) The password will be emailed to you. Follow the instructions in the email to access Magic
Self Service and change your password the first time logging on to Self Service

New USDA employee’s that are requesting login and not yet in system, may be issued a temporary
ID. See note at end Appendix D.

DO NOT ATTEMPT TO BE ISSUED MULTIPLE CLIENT IDs for MERLIN SELF-SERVICE.

Supervisors/Group Leaders See Appendix D for procedure to submit one (1) request for Self Service
Accounts for multiple employees at same location. All employees at same Field Office, for example.
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Merlin Self-Service Reference Guide

2. Forgotten Password.

a. If you would forget your Password, you have two options.

Preferred and fastest method 2 Forgot Password) - Microsoft Internet Explorer,
: Fle Edt Yew Favorites Tools Help ::'
Option 1 — [You Reset Password] i ) _
. . Merlin Self Service Password Request
1. Click on [ Forgot your Password? ] link.
2. Enter your Merlin [ Client ID ] or Merlin Flease enter your CAMS ID or Merlin Client D).
[ Logon ID ] and click on [ Submit ] button. An email will be sent to you shortly along with your password
CAMS(Client ID||
This generates email to you with a new password. .
Submit
v
< »
@DUI‘IE é e Internet

Screen 8 — Forgot Password

Option 2 [Contact Service Desk and ask that your password be reset.]
1. Another individual could open a ticket for you using their Self-Service account.
2. Call Service Desk at 800-457-3642
3. Email Service Desk at ServiceDesk-STL@stl.usda.gov or one of the other Service Desk

email accounts.

How To Contact a Service Desk
New login requests and password resets for Self Service access may be directed to any of the

respective Service Desks (Attn: Merlin Administrator) below, include all requested information for
each of the individuals.

SD-STL ServiceDesk-STL@stl.usda.gov Ageast (RD)

SD-FTC ServiceDesk-FTC@ftc.usda.gov Agwest (NRCS)

SD-KC ServiceDesk-KC@kcc.usda.gov Agcentral (FSA)
Version 1.1
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Accessing Magic Self Service

1. Logqging into Merlin SSHD

a. Click on the [ MAGIC (Welcome to Self Service Desk ) ] shortcut icon on your desktop, then
choose your language by clicking on the link.
Or

b. Enter the URL https://merlin.sc.eqgov.usda.gov/magicsshd/ in Internet Explorer.
Notice that there is an “S” in the URL.

Security Alert @

changed by others. However, there is a problem with the site's

Information wou exchange with this site cannat be viewed ar
secuity certificate,

This is a secure site and you may
be warned with a Security Alert,

Wthh iS normaL Clle on [YES] Q The security certificate is from a trusted certifying autharity.
to continue, if this appears.

a The security certificate date iz valid.

The narie on the security cerificate iz invalid or does nat
match the name of the site

Do pou want to proceed?

[ Yes ] [ Na | [E\ew Cenificate

Screen 1 -Security Alert
Currently Self-Service is available in two languages, English and Spanish.

c. Click on the desired language.

2 Welcome to Self Service Desk, - Microsofl Internel Explorer FIEIE
He e yew Fyvoes Jook  pel i

(@) MAGIC
a s o |l ut i o n s
E-business problems disappear

This guide is only available in English. Enalish

Espariol

Pawered by Magic Sohtians
Copyright ® 1566-3007 Nrbeos Assaciates, Inc. and it atisaied Compasiar. All ights Resasved

2l S B treermat
Screen 4 - Language Select
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d. Enter the numeric portion of your E-AUTH ID and the temporary password assigned in your
email, then click [ Sign In ] (Screen 8).

The “Client ID”
Is sometimes referred to

as Logon ID.
Getting Started with Self Service

- MAGIC

[

Sign Into Magic Merlin Sell Service

x w: [173aE Contact the ITS Sernce Desh at B00-257-3642 if you experence preblems or select “Mew User or Foegol Password
Chiami W 129358

Pasgwail: sssssssssen Create a fivorile web page using Your biewser and the LIRL hiipe.imerlin sc.egov usda.goaimagicsihd

Change your padsword immedialely s%er logm by chelng Support/Contact iréamatan

Eignn

i
Hew Liser or FnruM|

“Password”
A IS case sensitive.
e e e e i

tor yout own Tickets!

P By Mlac Tobbon
Copyrgnd & 1008 2001 BMC

Enter Password assigned in Email and
AN Righis Reserved - ] 2
click Sign-In to access Magic

Screen 9 — Magic Login Screen

1) The normal Login ID will be your CAMS ID or First Initial and Last Name, like 001234 or
Jane Doe = TMP.J.DOE. For additional information see Note at end of Appendix D.

Click on + sign next to Support Management or Support to view other options.
f. To Change or Reset Password

1) In the Support section on the left side of the screen, click on [ Contact Information ].
2) Replace the PASSWORD field with your new password. Refer to Screen 9).

2. CHANGING YOUR PASSWORD IN MAGIC SELF SERVICE

FIRST TIME LOGIN Only!! — Change your Password.

Sl | Firk
= Snpprost Mamsn e mem
Suabmit A Ticket Chewt I |(E0C61 Fhgee | FOOIRIBTTES . [107
Shorw My Tickets Fantlame [Bow Be L
= Smppost Lasg D | Jatecsazks o [
:IS 5"“";‘ (et Mk [T % Blvlail [SHTF (oot ootk (2ol e pov oo
L I n
Loger A
ity = P gip ———
Beutldirg | Ml Drop Enoa |
Contact Information ) .
Highlight and overtype
Pavered Fir Magic Salutan: -1 - . o
Eommaanl S JANS001 s s with new password
#nd ity s¥iligbnd Companing
1 Bighin Pt

Screen 10 — Contact Information Screen
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1. To Change your password: ; Confirm New Password - Microsoft Internet Expl...
a. Click on, [ Contact Information ] from
Navigation Bar.
May have to click on the + sign next to
Support to display drop down menu New Passwronl sesse
(Refer to Screen 9 previous page) Confirm New Password | eene]

a. Highlight the current password (Bars) to
Erase the old password

a. Enter the new password

a. Click [ Submit ]

a. At the Confirm New Password screen,
retype the password in the Confirm
New Password field, then click [ OK ]

a. Click [ Submit ], when returned to
Contact Information Screen (Screen 9)
to SAVE.

Screen 11 — Confirm New Password

WARNING!

Magic Self Service does NOT support the use
of special characters in the password. Use
letters and numbers only!.

b. Itis suggested that you make the password as simple and easy for you to remember.

IMPORTANT NOTE Concerning Password Rules:
e DO NOT use ANY special characters in your password (& # @ = $ % *)
e Merlin passwords DO NOT expire.
e No rules as to how many characters must be in password.
Recommend at least 6 character(s)/number(s) at minimum.
e No rules for number of Upper/Lower case or numbers.

Caution: Do not confuse the Merlin Logon ID with eAuth or other similar logon’s, it is a separate ID.
Once your password is changed, you should log off and back onto Magic using the new password.

o If unable to logon using your NEW password, attempt to logon using the old password.
e If still unable to logon, use the Reset Password Option.

Version 1.1
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The Main Application Window (Screen 12)
The first screen you are greeted with is the Merlin Self Service Help Desk (SSHD) Screen.

The Main Application window is made up of three parts, the Navigation Bar (Menu) and Display areas
for selected menu option are the two primary areas.

Navigator Bar Display Area White Board Ticker

=
AT T
o ——— i LogOff

= Support Management
Submit A Ticked
Showe by Tickei=

||
= Suppon
ITS Semice Dask MewsFlash
Contact Infiornation
Logofif )

Self Service Desk

P By Miagic Salui
Coppughif 1082001 Meboark Daccialss, ns
and iks affiliabad Companies

All Rights Reseneed

Screen 12 - Main Application
Self Service Views — Functionality

e Navigation Bar: Each link represents a function (Menu) a user has permission to open or use within
Merlin Self-Service.

e Display Area: Area where the forms and lists will display, when selected from Navigation Bar.

e White Board Ticker: System messages display in this area.
a. To pause the scrolling message at the top, use the Pause button L1 (parallel gray
rectangles).
a. To remove the scrolling message, click on the red square Stop button. .

Version 1.1
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Navigation Bar
The Navigator Bar is a menu that lists all the modules, or forms, that a user has permission to open
or use within Merlin Self-Service.

On the left side of the main application window (Screen 12) is the “Navigator Bar”

I Support Management The standard Navigator Bar for the Self-Service has the following

Tickiat Fequast Task Bars with their respective subordinate modules / forms:

Common Tickel Reqyesis
Showe My Ticksts

= Hnowledige Taols

e Support Management
Submit A Ticket (New Ticket Request)
Common Ticket Requests [NOT Currently Active]

I Support
ITE Serdce Dask NewsFlash Show My Tickets
Cardact Imformation
Lagoff e Knowledge Tools [NOT Currently Active]
Knowledge Search
Screen 12.1: Naviggtion Bar e Support

ITS Service Desk NewsFlash
Contact Information

Options Currently NOT ACTIVE. Logoff

IMPORTANT: When logging off Merlin Self-Service application, use the Logoff link on the Navigator
bar or Logoff button. This will ensure that your session is closed and will free up an application
license.

If you do not logoff, the system will time-out. If any ticket are open when timed out, there would
be the possibility that entries made would not be saved and the ticket would remain locked in open
status by you, and no one could update the ticket.

Submit A Ticket (Ticket Request)
This option used to create and submit a new Ticket (Service) Request.

Common Ticket Requests — Create a new ticket based on a standard problem description.
The most common requests/problems with a resolution or troubleshooting steps and a recommended
course of action to resolve.
At the current time this feature is inactive.

Show My Tickets — Display all tickets (Open, Closed or Both) in your name. If setup can also view
all tickets at the site you are assigned.

Knowledge Search - Statistical Information Retrieval (SIR) feature. You can search the previous
resolutions to resolve current problem based on previous solutions entered into the system.

Version 1.1
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White Board Ticker

The White Board is a scrolling text message that continuously displays to notify users of a known
problem that is affecting a specific application or region.

Tickets can be linked to a white board. These tickets will receive notification when a problem
resolved. This is a useful method to inform everyone with a common problem that it has been
resolved.

Examples of Common Types of White boards
a. Notifications of Merlin Maintenance
(Notification that Merlin will not be available at a certain time.)
e Merlin will be unavailable from 1600 to 1700 CST on Wednesday 09/01.
e Merlin will be rebooted at 1 pm CST, please log off.

b. A particular application has problems.
e UNIFI update did not load last night — Do not resubmit.
The Web Server at KC will be unavailable due to emergency Security Patch updates.
News Flash Warning — New Virus Attack
All CCE xxx Warranties due to expire next week.
Exchange server in AGEAST is down.

c. A major network outage in a specific area.
e A communication lines in Chicago area down due to construction accident.
e Florida offices closing early due to Hurricane Omega.
e Washington DC offices closed due to Ice Storm
e NFC uplink not available.

Even if White Board identifies that problem is known and being worked upon. You should still submit
a ticket when appropriate. This will serve multiple purposes. You will be notified when problem
resolved — this is useful when a communications problem or when application is available again.
Sometimes the Tier Il or Tier 11l Service Desks ask for specific sites having a problem, so that they
can determine is system wide or local problem.

1. Procedure to Create Ticket linked to White Board (WB).
a. Dbl-Click on White Board Area
b. Highlight the Whiteboard in the Notices area by clicking on it.
c. Under the Actions tab, select [ Create Incident From White Board ]
Or
[ Dbl-Click on the desired WB record ]. The fields on the ticket will fill based on
the WB information.

1) Complete ticket by filling in any empty fields and Click [ Save ].
d. The ticket is now linked to White Board.
e. When WB is closed the resolution from the WB will be the resolution for your ticket.
f

Merlin will notify you that your ticket is closed.

All tickets linked to the WB whether 1 or 200 tickets will be closed with the resolution, based upon
the Whiteboard resolution.

Version 1.1
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Contact Information
ALL INFORMATION in Contact Information was originally retrieved from CAMS data, if in error your
personnel data may also be incorrect.

IT Information MISSING — ENTER IT *** If Information INCORRECT — CHANGE IT.

It is the individual’s responsibility to contact their servicing Human Resources office to have it
officially corrected in CAMS.

Submit Etini
- Suippoert Manageiment
Subrmit A Tickel ClientID 012345 Phare |51 40365022 Ext
Shies by Tickets Firei Wame John Fux -
= Suppon LasiMame |Fubic Cel -
TS Semice Desk MewsFlash Pasgwrd |1l Eliail [SHTF-imy reme@al uda oo nam e e
Contact [nfomiation
Logoff Admos 1520 vkt 51
Cilg 5t Lands Sl |MO Zip [0
Click on Navigator R (T T Muil Orop [CUBE B Toom [621R
Option
To Display.

Screen 13 — Contact Information Screen

Contact Information Module Fields

Field Name Description
Client ID Self Service Login ID
First Name First Name (Official Payroll Name).
Last Name Last Name (Official Payroll Name).
Must be changed through servicing HR office.
Password Create/Change Password
Phone Telephone number.
Ext Phone Extension
Fax Fax Number for Contact
Cell Cell/Mobile Phone Number (Official Work Phone)
Email Email address
All Location information is retrieved from OIP data. Based upon OFFICIAL Site location.
Address Address for the site.
City City name for the site.
State State abbreviation for the site.
Zip Zip code for the site.
Building Name of Building
Mail Drop Mail Drop / Cubical / Post Number
Room Room Number within Building

The Building, Mail Drop and Room information is primarily used by Local IT Support (Large Office).
If unsure what to enter, check with local IT Support for the policy in your area.

Version 1.1
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CREATING/SUBMITTING A MAGIC SELF SERVICE TICKET

1. Click on the [ MAGIC (Welcome to Self Service Desk ) ] shortcut icon on your desktop, then
choose your language by clicking on the link.
2. Enter your [ MAGIC Client ID ] and [ Password ], then click [ Sign In].
3. Under SUPPORT MANAGEMENT on the navigation bar (left side of the MAGIC window),
click on [ Submit A Ticket ].
4. The form shown in the following Screen will appear with your information filled in.
a. The fields that have a blue background are not be changed.
b. If in error open Merlin ticket using Subject: Magic User located under Magic Merlin
Administration Requests in Subject Tree.
c. Use the Scroll bar to view lower portion of Magic Ticket.

| Rezel Fom Enail Canfirmatian | | =
= Suppoert Management
Submit & Ticked Chint 10 012335 Fitat Hama Jofm Last Hams Publiz
Shw by Tickets Fhoma # 13131335 8222 Alernats Fhome 1.
= Suppoen
TS Senice Nack NewsFlash Office I 106005 [=]  office reame ST. LOUIS CENT RAUZED SEFVICING CEHTER-FI[E]
Contact Infiornation
Lol Sita [D F177 Sita Hagma 5T, LOLIS CENTRALIZED: SERMICING CENTER
City 57LOUIS Stabs MO zip EA103-2620
PLEASE SELECT “ONE"™ OF THE LOCATION BOXES BEL QW
TSDA Service Conter Beguest Gncludes State Offeess [
USDA Large Ofice Request ilesignased “Large Offive Sites™)
Oiber Locatiom then labed abive
Scroll Bar
REQUEST IMFORMATION
Tiekst # hossigred Tn S0-40M
Chpened. L Clata -
Detaile : Ucer  Syssm * All Page Tof1 |0 reconds}
Date Support Sl Details D Deseription T Exiv

P iy Nagic Saluli
Coppright G 18EE.2001 Kebuark Smociales, Inc
and its atiliatad Companiss,

All Flights Resereed

Screen 14 — Magic Ticket Screen

2. At the top of the form, place a checkmark in the box behind [ Email Confirmation ] if you would
like an email confirmation message of your ticket submission.
3. IMPORTANT
Select one of the Location Boxes by [ Clicking ] the box. A check mark will be placed within the
box.
PLEAYE SELECT “OWE™ OF THE LOCATION BOXES BELOW
TS0A Sexvier Contor Beyuest tncludes Staie Offices) [
USDA Large ©fiee Requesi (lerignated “Laxge Office Sites™)
e Location then Lisied ahove

Screen 14.a — Support Location

Refer to Next Page for Description of each option.
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a. USDA Service Center Request (Including State Offices)
1) This includes ALL State and County Offices. Tierl (first Level support) is provided by a
member of the State IT Staff.
2) If your email address includes a 2 letter State abbreviation in the email domain name
[<account>@<domain>] you are most likely supported by State IT personnel.

Example: Firstname.Lastname@MO.usda.gov, is supported by Missouri State IT Staff.

b. USDA Large Office Request (designated “Large Office Sites”)
1) This includes ALL personnel in locations supported by Local System Administration
Groups.
2) Individuals supported by the Large Office Groups will normally match an email domain
[<account>@<domain=>] listed in table below.

Examples:
Firstname.Lastname@STL.usda.gov supported by St. Louis Large Office (LO-STL) IT Staff.
Firstname.Lastname@KCC.usda.gov supported by Kansas City Large Office (LO-KC) IT Staff.

Local System Administration — Large Office Support Sites

The Local System Administration Groups known as Large Office Groups. These Large Office Groups
(listed below) support the personnel located in specific locations/buildings.

Group Email Domain Internal IT Support for Locations

LO-CO @ftc.usda.gov Fort Collins, CO

LO-DC- @wdc.usda.gov | Washington DC, Beltsville, MD, and selected Maryland and Virginia
MD-VA locations.

LO-KC @kcc.usda.gov | Kansas City, MO - FSA sites.

LO-NC @gnb.usda.gov | Greensboro, NC

LO-NE @lin.usda.gov Lincoln, NE - NSSC and NSMC users.

LO-OR @por.usda.gov | Portland, OR

LO-STL @stl.usda.gov St. Louis, MO - RD Finance Office and FSA (GF), Centralized Servicing
Center and RD (1520), and Training Branch and SD (2350)

LO-TX @ftc.usda.gov | Fort Worth, TX

LO-UT @slc.usda.gov | Salt Lake City, UT

a. Other Location then listed above.
1) This includes personnel that may be located at a site other than an official USDA Office,
such as at a College or University. Even if in this category and are normally supported by
State or LO IT Staff, select the appropriate Group (box) when submitting Ticket.
2) This includes personnel that may are not an OCIO, FSA, NRCS or RD employee. Some
key contractors or vendors, eAuthorization or other specific application key personnel may
have a Self Service Account.
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4. If you do not select one of the above boxes you will receive the following message.

‘2 Magic Service Desk - Enterprise -- Web Page Dialog

whether pou are a Service Center Uger [State Offices are included), a Large Office User (Based on ITS

i At Least 1 of the Location Boxes must be checked before this Ticket can be submitted, Please check
\) and Agency Designation], or Other Office if you are not sure,

[ CLICKHEREm |

Screen 15 — Support Location Missing - Warning Pop-Up Screen

a. Click on [ CLICK HERE ] button and check one to the Location boxes before continuing.

b. If you click on the Red X M=l and close the box and continue without any box checked
this may delay your request for assistance. The ticket will be manually rerouted, but could

end up with the wrong support Group and delay the processing of your request..
Screen 16 — Magic Ticket Screen — Subject

REGUEST IMFCRMATION
Tuckel # haeigned To SO-ADM
Cipened Tz Diate
Syt OFEN OFEH - Parvding Resobiion
Subject HW HFCF_PATHE]  Subjoct Description HF 4050H Lazedel [Fr33 - CEEOIZ) =

Enhject Infornedion
[T9 Presexs)

SUBJECT SELECTION

5. Click on the button to the right of the [ Subject ] field to receive an available list of subjects.
(See the following Screen).

3 Smppert Subjects by Description - Microsoft inlerned Explarer

Bl Suppeart Bakxjects by Deacdiption
% Deployment - FSA - GI5 Deplryment
& Harduware
&% Lacal System. A dmurstration
& Magec Medin Adorisesen FBequests
3 Metwark and Telephone Teues
& Securmty [imes
e Softmare
[ Tedenomr Soaject Eagaeat

Screen 14.b — Support Subjects by Description Screen

a. This list is constantly updated with changes to the systems and software, so you need to
check carefully to determine which subject best describes your needs.

b. Click on the book icon (to the left of the subject) to expand the list. The following screen print
shows Software as the subject.
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3 Support Subjecis by Description - Micessoli lnbecnel Explorer

L Befrarare
COTE - Commencial-OF-The-Shelf 3 aftwsee
&F5A - Agency Scftware Appleaticns
= Ceaspatal Dats Warshouse (500 Dilry
@MFC - Hatienal Friance Cester
SEHRCE - Ageviey Sofrware Applicason:
&5 - Operabog Sxstem
@ ED - fgency Saftwars Appleanons
RTTEDA - OOI% Mainfame Apphcaticns
QTR0 - DCI Web Applicatione
BTS04 Enterpose Web Applcaboo

=] Unknown Subject Reguest

Screen 14.c — Example Software Subject Tree

c. Drill down and choose the subject that best describes the problem you are having. Continue
to drill down as needed.

The following screen print references a problem with an Exchange Outlook Issue (COTS
Commercial-Off-The-Shelf Software - Microsoft Applications 2 Microsoft Outlook = Outlook
issues relating to Exchange).

d. Being as specific as you can will help the ITS staff that pick up the tickets know where your
problem lies. If you can’t find the exact topic then try to pick a subject that at least points in
the general direction.

e. There is a separate portion of the subject tree specifically designed for the Large Office users
(see table next page). These subjects are more General in nature than the other portions of
the Subject Tree. Each of the locations have a similar list of subjects. Large Office Self
Service users are not limited to this portion of the Subject Tree, any items in the Tree can be
selected, if you feel that it is more appropriate, even if you are supported by a Large Office IT

Staff.
[ Local System Administration
[ Support Subjects by Description B Targe Office
43 Deplowment & Large Office - Beltoville - Tnternal Systern Administrative Eaquasts
I;} Eardwrar= s Large Office - D2 - Tarernal System Administration Eequests
& Local Syatzm A drministration @ Large Office - Fort Colling - Internal System Adminstration Eequests

G Large Office - Kansas City - Intemal Service Recuests

© Magic Merin 4 tration Requests & Large Office - Marsland - Internal System & dministration Eecquests

& NetwordeTeloconummnications Sorvices & Large Office - MNebraska - Internal System Admunistration Eeouests

i—;—f (ther e Large Office - Maorth Carelina - Tnternal Systern A drrinistration Recuests
3 Filot Frograms & Large Office - Oregon - Intemal System A dministration Fequests

@ Security [ssues & Large Office - Saint Lows - Internal Systern Admiristration Eegqussts

O Softaare e Large Office - Testas - Internal System Adrmirstraton Feaquests

& Large Office - Ttah - Internal Systom A dministration Bequests
%= Large Cffice - Virginia - Internal System A dministration Eequests
@ Statz - Internal Syetern A dmivietration Fequests

e

Screen 17 — Example Software Subject Tree with Large Office Expanded.
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Large Office Merlin Self-Service Subjects

For the Subjects below, a short definition is included for each. Subject Descriptions are BOLD.

Subject ID | Description

General Large Office — <Site Name=> - Internal System Administration Request

Support Request for IT support. Specify specifics.
The subject is not yet known or a general non-specific request.
Additional troubleshooting with assistance of Service Desk is required.

General LO-XX-Employee Processing

Support Related to specific employee. New or former employee action/support being
requested.

Hardware LO-XX-Hardware Issues

Issues The problem is thought to be a hardware related problem.
These include Warranty calls and repairs to internal devices/cards

Hardware | LO-XX-Laptops Issues

Issues The problem is related to a Laptop hardware issue. Includes Docking Station,
Monitor, Keyboard and Mouse.
These include Warranty calls and repairs to internal devices/cards.

Hardware LO-XX-Other Hardware Requests (Camera, FAX, Tablets, GPS and Other Equip)

Issues The problem is related to a Camera/ PDA (Tablet)/ GPS or other non-specific
equipment hardware issues.
These include Warranty calls and repairs to internal devices/cards.

Hardware LO-XX-Printer Issues

Issues The problem is related to a Printer hardware issue.
These include Warranty calls and repairs to internal devices/cards.

Hardware LO-XX-Server (and Peripherals) Issues

Issues The problem is related to a Server/ UPS/ Tape Drive or other peripheral hardware.
These include Warranty calls and repairs to internal devices/cards.

Hardware LO-XX-Workstation Issues (Desktop)

Issues The problem is related to a Desktop/Workstation hardware issue. Includes Monitor,
Keyboard and Mouse.
These include Warranty calls and repairs to internal devices/cards

Network LO-XX-Network

Issue Applications (VPN, VOIP, Frame Relay, AS400)

Network LO-XX-Internal LAN

Issue Problems related to accessing internal LAN resources, like printer connectivity or loss
of your network drives.

Network LO-XX-Network — Domain Issues

Issue Any problem related to connectivity to USDA domain, either dial-up or in office.

Hardware LO-XX-Network Hardware

Issue The problem is related to the Network Hardware. Router, Cabling, etc.

Network LO-XX-WAN

Issue Problems related to Internet connections

General LO-XX-Office Configuration

Support Usually related to moving or adding employees or equipment

General LO-XX-Other Internal System Administration Requests

Support Issues not specifically defined.

Security LO-XX-Security Issues

Issue Physical and/or Software security issues, like Virus attack, stolen equipment, new
password requests. Request locked/inactive password be unlocked/reset. Specify
the System or Application.

Software LO-XX-Software Issues

Issue This problem is thought to be software (installation/configuration) related issue.

Version 1.1
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Web Farm | LO-XX-WebFarm Requests
Issue Unable to connect to specific Website or issue related to specific USDA Website.
Agency FSA — Agency Specific Software Applications
Specific The software application is a Farm Service Agency specific application.
Agency NRCS — Agency Specific Software Applications.
Specific The software application is a Natural Resources Conservation Service specific
application.
Agency RD — Agency Specific Software Applications.
Specific The software application is a Rural Development specific application.
Table 1

Regardless of the Subject used, the Problem Description is the key to getting prompt and accurate
return contact from next level of Service Desk Support. Based on Subject and Description your
ticket will be routed to the BEST area that can resolve your problem. Missing and inaccurate
information will only delay the process.

i ] Support Subjects by Description - Microsolt Internet Explorer

N =

e ————— P ———
2] LIGHTMITG Fas - allows wser te fas throgh o ™
[2) e Afee Virnus Scan
fg b fcrosoft Applicatizns
@ Frnal - Bachangs Ml
& TE - Tnternet Faplorer Browser
2] Microsol Aocess
= Microsoft Binder
& Microzof Fxcel
= Microzoff Frent Fage
L Wierozaft Crrtla ol
[2) Cutleok Thent (POTP3) - Tooues related 1o Cutlosk Client o a POPZ Server
] Cutleak saues relating to Bzchange (& ddress Lats, B )
= Microaof D owerDaint
& Microzoft Project

T

Screen 18 — Example“df Dr-ﬁling Down the Subject Tree

6. Highlight the desired Subject by [ Clicking ] on it and then Click on [ OK ]. The subject
description will automatically fill in. See the following screen print.
a. If you are having problems determining the correct subject header, highlight the closest
subject to your problem and click [ OK ].
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Pl S T [ ":I
& - = L
| Agsst Fom Erud Confirmatian TE =
= Sapipe Mansqgemeng
Sulimi A& Ticket Clieni 10 IEEL2 Firsi Hugge Darmd Lt Flugm Fuban
Shuw My Tickets Phara & [T12ET5-5540 Alirnais Fheae ||
= Smppee
IS e pen Dt e Nucat MR N tien 1 102163 A Crmce Mame 500 CITT SRES CFFCE ||
Camact Fomedkan
e ite ID) 5050 Ziba Fuer FI0LE OTY AFEA OFFCE
City B CITY Shata 101 Zip TSI
Tickat # Aossiged To SEGIV
Crparad s Cate

Seljact Indm
(1 Pravuri| 2
Demile:  User  Systen -~ Al Faxge 1001 [ 1moorst
Dot St S1at] Diesails B resrrig s Hate Exis

Parered] Bv Miazie Sl

oyt g i ok SN0 M e st i, [
A 0 0P i i

B Migklr Mg

Screen 14.d — Subject/Description Fields Automatically Filled In

REQUEST DESCRIPTION
7. Use the blue scroll bar on the right hand side of your screen to move to the bottom of the page

and click in the Request Description or Note field.
8. Type in a detailed description of the problem you are experiencing. Try to be clear and concise.

Refer to the following screen print.

=

o P A i EE
: - Laogo
[ — g [¥
- Gapgadl M1 pemseny iz fpdiies
Submi & Tigkai Siaten OPEM OFEM - Fyraing A sech.éon
Sshow Wy Ticksls Eulijean | 2w COTS MW ;El Snlnjard Dewrripdinn | Chkok, sy st 1 E schusage (Eidress (0]
= Saggaal
ITE Bessloe Baek HesvaFlash Sshpci [ndfbaration
Caniact nkmalion J——

(=

FOTE Pl provsde e follswem g informction, of eppliceite & o nepuest

Reguent Dercrspsian ar Mo N uI:_m_i‘l_: Haaikiie
| ool changod ok ored o eyate
A e N oeges deres A6 a0 addosss honkd

Scroll Bar

Fiaji 1001 1) ieisld
L1 Urenpimpama Plaic Exim

Umr  Eysiam

FEPE. 00 1 Flgleodc amnigay, fnn
Lsbmd Carmpa v e
a8 Olyiis Cunansi

Screen 14.e — Request Description or Note Field

a. The Request Description is sometimes called the Problem Description. When entering the
description of problem you may not know the answers to the questions below. The are only
suggested responses, but attempt to do the following:
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b. Depending on the actual problem the requirements may change. Following are some
common traits that will assist and expedite the process.

What is the exact nature of the problem?

= What were you trying to do?

=  What type of equipment is it being performed on?

= Has it ever worked? If so, when did it stop working?

Has anything been recently installed, replaced, moved, or restored?

Is the problem isolated to the user, a single piece of equipment, or whole system?
= Can you move to a different PC and complete the task/work?
= Are other users in the office able to perform the function?

What instructions are you following? Version? Who provided?

When using abbreviations attempt to use the standards identified in the
Appendixes at back of this guide.

= Appendix A - Glossary of Terms and Abbreviations

= Appendix B — TERMINOLOGY / COMPONENT / HARDWARE / SOFTWARE
= Appendix C — APPLICATIONS and Office/Agency Acronyms

Hardware Problems

Make and Model (CCE number if known)

Serial/Tag Number

Error Messages / Symptoms of what it is or is not doing.

Any troubleshooting steps that you may have already performed.
= Swapped with known working piece of equipment. Results?

= Ran diagnostics application/program. Results?

Software Problems

Application/Software Name (Version?).

Make and Model of equipment on which running application. (CCE number if

known)

Error Messages/Symptoms of what it is or is not doing.

=  What were you doing when the error first appeared? Entering, Editing,
Deleting, Configuring, Moving, etc.

Troubleshooting steps that you may have already performed.

= Web or Internet application, does it work from another location or known
working piece of equipment.

= Ran diagnostic disk / Application.

Network Problems

Version 1.1

Does it affect just you or the whole office?
Anything special about your office configuration?
Has anything changed lately?

If Web site problem, list the URL

Have you had a storm or power surge?
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Special Notes

Special Notes should be used to provide additional information that though useful is not specific to
problem. Sometimes customer information may be helpful in troubleshooting. Normally this type of
information can be acquired by Service Desk when they contact you. Remember — Even though, this
a secure URL, DO NOT enter Privacy Act Information in Ticket about our customers. Social Security
Numbers, Account Numbers, and Passwords should NEVER be included in any Self-Service Ticket.

The type of information that can be useful to the Service Desk staff and could be placed in the
Special Notes include:
e An alternate Contact Person (Name and Phone/Ext)
0 Who can access equipment or application — tell them what is going on.
e Out of Office for training tomorrow, call Thursday.
e This is a State Dir PC, call back immediately.
e An “Impact” and “Urgency”, Every ticket should be assigned an appropriate priority.

The matrix below can be used as a guide in determining Impact/Urgency.
Area (Domain,
State, Agency,

Global | Group) Site (FSC) | Individual (User or Workstation)
Critical A-1 A-2 A-3 A-4
| A sever/condition that causes an outage, failure, etc. Condition is Mission Critical and must be restored
High [ B-1 | B-2 | B-3 | B-4

A serious condition that impairs the operation, or continued operation, of one or more functions or features.
Condition delays Mission
Medium [c1 | c-2 | c-3 | c-4
A non-critical, limited problem (no data lost or system failure). It does not dramatically hinder operation.
Condition delays Mission.
Low | D-1 | D-2 | D-3 | D-4

| Non-critical problems or general questions about the product. Condition is NOT Mission Critical.
STANDARD | Routine request Designated for SAAR Requests and/or general Service, etc.

| Default Urgency.

Some General Guidelines:
Note: It is possible that a person (State Director for instance) or time critical application could be
assigned a higher priority than it normally would. But not every case can be the highest priority.

Submit Ticket
9. When you have completed typing your problem description, click on the [ Submit J. Your request
for assistance will be sent to your IT Support Group.
a. If at any time during completing the ticket you would like to clear the form and start over,
simply click the [ Reset Form ] button on the left side of the gray bar.
b. Warning Pop-up. This pop-up displays if attempting to leave a screen without
saving/submitting updates.

Microsoft Internet Explorer

Cancel will return to screen to allow

Save/Submit. “?r"" {10047} Data has changed. If you continue, you will lose your changes.
OK will void all entries on prior screen. Mo ) [ e
Screen 19
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Addition Comments.
Once submitted you will know the ticket number. If you have placed the Error message (Screen
print) in a document or additional information you can Email the Service Desk and they can attach
the document/file to the Ticket or Work Order. But please include something like suggestions below
in the Email Subject:

Subject: Ticket #99999 Error Message attached

Subject: Ticket #99999 Additional Information

The attached document or file will be available to whoever works the ticket or work order. The key
is to make sure that the Ticket Number is referenced. When tickets are assigned to individual
Service Desk staff members you should receive an Email notifying you that ticket has been assigned.
Could also email directly to the assigned staff, but always include the ticket number. Some Service
Desk staff may have 20 or more ticket awaiting additional information from site, so you would want
to make sure your information get linked to correct ticket.

Working with Pop-up Data Lists - Pop-up Icon

There are fields within Merlin SSHD that have pop-up data lists associated with them. The data list
can be accessed by clicking the pop-up icon. A pop-up icon is the small gray box with lines to the
right of an input field.

Self-Service uses this Pop-up Icon for following fields
e Office ID
e Office Name
e Subject and Subject Description

Version 1.1
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CHECKING THE STATUS OF YOUR TICKET

After you have submitted a Self Service Ticket, you can view the status of the ticket.
10. Log into the MAGIC Service Help Web Site.
11.Under SUPPORT MANAGEMENT on the left side of the MAGIC window,

click on [ Show My Tickets ].

S YT
-

= Lad |

Leaiind lly Incidernl 0

Sappesl Banags sl

Skt A Ticksd

B ity Tiekein P eheli 1y 5 Caliin Tl i si Page 1ol |1 seeodid

£
=y Tre e r) fimne  Sme  Opes De Diae Daw Chew W
? Chhn, e o LH AT (1 0T A R
T8 Bewva: Dk NesciF i

Coptact ifwmatian
Loge®

Click for list

Povrid By Mughe Selutinnis
EaGerd 0] VRT3 1 P F e b
1 i aFRrd Camparie

il P Baodreid

Screen 20 — Show My Tickets Screen

a. To move forward to next page
1) Click on Next button
Or
2) Increment “Go To Page” by 1 and press ENTER key.

b. To Move forward several pages
1) Click on Next button until at desired page
Or
2) Change “Go To Page” to desired page number and press ENTER key.

c. To Move back to prior page
1) Click on Previous button
Or
2) Change “Go To Page” to desired page number and press ENTER key.
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12. Double click on the ticket where the Incident # is to check on the status. Click for list
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Screen 20.a — Ticket Status Screen

a. The Details section at the bottom of the screen shows you all the steps that have been taken
on this ticket since it was submitted.
13. Once the problem is resolved, the person responsible will enter the action(s) taken in resolving
the problem in the Resolution section and the ticket will then be closed.
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Screen 20.b — Problem Resolved and Ticket Closed

a. This ticket can then be viewed in the future, should you encounter this problem again.
14. All tickets can be viewed after they are closed by clicking either the [ Closed ] or [ Both ] radio
button on the Ticket Listing. The default is only the [ Open ] tickets.
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Screen 20.c — View Open, Closed or Both Tickets

15. When you are finished with your session, click on [ Logoff ] either in the Support section or in

the upper right corner of the MAGIC screen.
16. At the MAKE SURE ALL TICKET WINDOWS ARE CLOSED window, and click [ OK ] to confirm.

Microsoft Internet Explorer

4 110320) Please make sure all windows are closed before logging ofF,
\.."/ Are you sure vou want ko log off?

ok ][ cance |

Screen 21 — All Windows Closed

17. Time-Out Screen
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All unsaved entries will be lost,
and must be reentered after
logging on again.

I a ticket was saved and still open,
it could be locked and can not be
processed.
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Screen 22 — Time Out Message Screen
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a. It is important that you Save/Submit in timely manner. Merlin should be the only browser
session open, opening another session will time-out (kill) the current session. This could
happen if you open a web page from your email while logged into Merlin Self-Service.

18. Permission Denied Microsoft Internet Explorer, [‘$_<|
a. This pop-up may occur if you attempt to access an option P S

that is not currently active or you do not have permission

to access. L) "_l. Permission denied
L

Screen 23

Show My Ticket Screen

2l Self Service Desk - Microsoft Internet Explorer r._|rE|rg|
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[ |
¢ ' >
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ESupport Management
- :p - < ® Eoth © Cli
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Comrmon Ticket Reguests Banellof2(22records) =
. q Ticket q Group EMail Address
—L . = =
Show My Tickets Ticket # Status Open Date Agent Assigned sssigned  Assigned
Eknowledge Tools £1% OFEN 032214 SD-ADM
E Support
ITS Service Desk MewsFlash
Contact Information 10557 WORK 05112104 35.G00V
Logoff ZRRER 5
11318 OFEN 0511404 55.00V
11371 ON 0511404 Larry Escherbrermer SD-ADM SWTE:
HOLD {larwy eschenbrenner@one.
larry eschenbrermer@ons n
11384 ON 0511404 Larry Escherbrermer SD-ADM SWTE:
HOLD {larwy eschenbrenner@one.
larry eschenbrermern@ons u
Powered B ic Solutions
Copyright @ 1998- 11534 OFEN 05117104 3500V
2001 Netwok Associates, Inc b
and its affiliated Companies. < | »
All Rights Resenred. - -
(éj Eschenbrenner; Larry é  Internst
Screen 24
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The Sorted By, column heading in displays in blue.

The State: 0 Open 0 Closed 0 Both O Client 0 Dept 0 Company
This is the Status of the Tickets to be displayed (Open/Closed/Both) and
Source of Tickets that match your Site ID. The defaults are Open and Client.

My Ticket Screen Columns

Ticket #

The first column of the screen shows the number assigned to track the call. This is key it that use to
reference each call. Use this number when providing additional information or requesting updates.

Ticket Status

The second column of screen shows the ticket status, the above chart assist in determining the
meaning of the six different conditions that the status could be identified with. Only option 1 is a
Closed ticket, all others are Open tickets. A short explanation of the Status ID’s are:.

The 6 options for status are currently:

Status ID Description
CLOSED Problem Resolved

No further action required — Ticket Closed.

If not resolved, contact Service Desk and reopen ticket.
OPEN Pending Resolution

NO NOTIFICATION

Notifications are not generated
Same as OPEN status, only that No Notifications (Emails) are sent to Caller or Contact
each time the ticket is updated or reassigned.

ON HOLD

Pending more Information

Service Desk is waiting for additional information or the availability of some item or
person to continue work on ticket. Awaiting parts, waiting for caller to be available are
2 frequent reasons placed on hold.

RESOLVED

Open with Resolution pending review

Awaiting confirmation that the suggested resolution corrected the problem. This is
normally used when awaiting confirmation from end-user/site that problem is actually
resolved.

WORK ORDER

1 or more WOs have been generated

Another Group or Service Desk is working on problem. A Group other than the one
that owns the ticket has to perform some type of action or problem has been sent to a
specialized Group to resolve. Agency specific applications are common tickets that will
have Work Orders, along with Exchange or other Server applications that require a
higher Tier support.

If you have questions

about Status ID, contact Service Desk Agent Assigned to have this changed or

get additional information. ON HOLD and RESOLVED are two Status IDs where Service Desk is
awaiting for additional information from Site/User.

Open Date (Third column)

Used to identify when

ticket was opened.

Agent Assigned (Fourth column)
Used to identify the Service Desk Agent working the ticket. When blank, it is not been picked up or
assigned to a specific agent.
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Group Assigned (Fifth column)
Identifies the Group working your ticket. The primary Service Desk Groups are:

SD-STL AGEAST Rural Development

SD-KC AGCENTRAL Farm Service Agency

SD-FTC AGWEST Natural Resources Conservation Service

SD-ADM Merlin Administration

SS-GOV Self-Service Government

ST-XX State IT Groups. The XX represents the State Postal Code, Missouri — MO,
Hawaii — HI, Kansas — KS, etc.

LO-WDC Large Office Washington DC

LO-FTC Large Office Fort Collins

LO-KC Large Office Kansas City

LO-STL Large Office Saint Louis

LO-XX Large Office State (XX represents the State Postal Code, UT-Utah,

NE-Nebraska, NC-North Carolina, OR-Oregon, TX-Texas)

There are over 130 Groups within Merlin, some are specialized software applications, and teams that
work unique problems along with Tier Il and Tier 11l support. The ticket will remain with the original
Group that opened/receives your ticket. The Service Desk may then open Work Order(s) with the
other Groups to provide a resolution or troubleshoot. The agent that has your ticket, may not
actually have all the information about it’'s status immediately available to them. Requests for the
status of your ticket may take awhile to get the information for you.

Email Address Assigned (Sixth column)
The Email address of the assigned Service Desk Agent.

Subject Description (Seventh column)
The Subject Description. This maybe different than the original Subject used to open your Self-
Service ticket. Usually this is more specific than the general subject used to open the call.

Ticket Description (Eighth column)
The Request Description of the call. This may have been modified at the Service Desk to make more
concise.

Ticket Resolution (Ninth column)
The resolution. This is usually only present on Closed or Resolved status tickets. Though in some
instances there may be partial resolutions, depending on what steps have already been completed.

Customer ID (Tenth column)
The Customer ID of the individual that opened the call. If you have permissions to view all tickets
for your site, you will see tickets other than your own tickets, if Company is selected.

Customer First Name (Eleventh column)
First name for the Client ID.

Customer Last Name (Twelfth column)
The last name for the Client ID.

View Ticket
Double click on the ticket to view the ticket. As your mouse moves over a ticket record it will turn
blue, when desired ticket is blue double click and the ticket will open in the ticket request screen.
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About Your Ticket

The ticket selected from “Show My Tickets” has additional information displayed.
Resolution will display.
Ticket Details will display.
Ticket Subject and Subject Description.
Assigned Service Desk Staff and Assigned Group.
Print Ticket option.

3 Self Service Desk - Microsoft Internet Explorer,

E]@M

© File Edit View Favorites Tools Help L)
1 AL IO ,f

— e LogOff
[ ]

= Support Management

Reset Form

Email Confirmation |

Frint

Submit & Ticket Client ID 033766 First Mare Lamy Last Nare Eschenbrenner
Show My Ticksls Phone # (3149520305 Alternate Phane
= Support
ITS Senice Desk NewsFlash Office ID | 106018 Office Mame | CEMTRALIZED HEN DESE, - FD
Contact Information \ . .
Logoff Site 1D 6398 Site Mams 5T. LOUIS CENTRALIZED Print Ticket
City 5T LOUIS State MO
- Ticket # 10557 Assigned Ta
Assigned
g_ Opensd_0 50 AM Duue Date 12/27/04 7.04:30 40 Assianed
Service Desk - 9
Staff Status CLOSED CLOSED - Problem Resokwed G rou p
Subject SW_COTS Subject Deseription | COTS - Commercial-OH-The-Shelf Sofue

Subject Irformation
(If Present)

Check to receive
emails related to
ticket

NOTE: Please provide the following inf tion, if appli
Workistation Name, JF Address and Sevial # ete.

5o

o pour request:

Request Description or Note Eesolution
print
RESOLUTION FROM WORK ORDER
. . di d, pl  testi Iy, pl ! ‘WORK ORDER #: 2658
Ticket Detail ety e o pleasE Eese ENTERED Ev: LESCHEWGRENNER, 0517/2004
. 07:53:53 AM
Actions RESOLUTION:
Test Ticket for 55 - Close
Resolution
Area
(033698 taldonado M arilyr

Details : ) User O System ® an Total Duration: 00:00:00 Page 1of1 (9 records{< >>

Date Support Staff Details ID Description MNote E
‘C’g:;:mgwgﬁ ic Solutions 0512004 SSUSER HD_OPEN Opened Call H
2001 Netwo Associates, Ine 0.0 S
and its affilisted Companies 0512m4 SSUSER HD_TALKEN Call Taken By S5USER N a
All Rights Reserved. 105051 AT

< >

@'] Eschenbrenner; Larry é #® Internst
Screen 25
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Only System notes are visible.
System details are automatically added by the system. These details might include an escalation of

your problem to a higher support level if not resolved by the original Group.

Date Support Staff Details 1D Description Note Exists
05/12/04 SSUSER HD_OPEN Opened Call N
10:58:25 AM

05/12/04 SSUSER HD_TAKEN Call Taken By SSUSER N
10:58:26 AM

05/12/04 SSUSER HD_FRWD_GROUP [Forwarded To Group SS-GOV N
10:58:27 AM

05/12/04 SSUSER SSHD_OPEN Opened Call from Self Service Help [N
10:58:28 AM Desk

05/13/04 LESCHENBRENNER|WO_OPEN Opened WO 2658 N
12:54:06 PM

05/13/04 LESCHENBRENNER|HD_STATUSCHANGE |User Defined Status Changed To N
1:01:50 PM WORK ORDER

05/17/04 LESCHENBRENNER|WO_CLOSE Closed WO 2658 N
7:50:21 AM

The Ticket Action Details are system generated or user generated. ONLY SYSTEM generated actions
display on the Self-Service Screen. The Support Staff is who controlled the ticket when the system
generated the action.

The most common actions you will see are:
When ticket was opened

HD_OPEN
HD_TAKEN
HD_FRWD_GROUP

WO_OPEN
WOQO_Closed
HD_Close

Note Exists =Y

Who opened the ticket (SSUSER is a system user not an individual)
Group ticket forwarded to (SS-GOV is holding Group for Self-Service)

When System assigns to a Service Desk a similar action with different
Group name will appear.
HD_STATUSCHANGE A change to ticket status.

An another Group is working the ticket.
Other Group completed an action.
Service Desk completed action — Ticket Closed.

Double click on detail and pop-up appears from which can read note, if exists. Can not edit these
notes — Read Only.

Version 1.1

A Incident Request Details - Microsofi Internet Explorer

Print Help

Description

Action ID HD FRWD STAFF

Support Staff  LESCHENBRENNER

Note

Date & Time |10/25/05 30751 PM

Forwarded To Staff LESCHENBRENNER

Duration |00:0003

Test Note

LESCHENBRENNER 10/25/2005 3:25:00 PM

Screen 26
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User notes are inserted by Service Desk personnel, they generally are notes or actions taken or
actions in progress. These currently are not visible to Self-Service.

Print Ticket
When printing ticket, it prints like a screen print. If problem description or resolution is larger than

what can be displayed in the area provided, it will truncate. Scrolling prior to printing does not
change the print view. (This will be addressed in future version of self-service).

Email Notification
When you desire to receive email notifications related to the ticket, check this box.
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Summary Ticket Request Procedures

Perform following steps.
1. Verify or change Site Information.
2. Place Check in box to route to Support IT Staff

Important
a. USDA Service Center Request (Including State Offices)
b. USDA Large Office Request (designated “Large Office Sites™)
c. Other Location then listed above.

Enter Select Self-Service Subject.

Enter Request (Problem) Description.

Enter Special Notes if appropriate.

Click Submit (Save) button.

o0 kW

Each data field is discussed in following sections.

Sum ! Claa Clpea

3 Self Service Desk - Microsoft Internet Explorer

© File Edit Wew Favorites Tools Help v ;','
[ 7
) MLACICC I —Save @ ”
e i‘ Button. Reset Lagoff
Button.
A
I Reset Form A/Emml Confirmation |
E Support Management
Subrmit A Ticket Client 1D 033766 First Neaxe Lany Last Moo Eschenbrens, Caller (Client)
Sl by eliels Phone # (3149920305 Alternate Phone ([ |- ® Information
E Support ’
IS Efeiee sk Mk Office ID | 107847 Office Name |Information T echnglogf Services ffice - 0C10
Cantact Information
Logaf Site [D G898 Site Name 5T. LOUIS CENMFALIZED HELP DESK
City 5T LOUIS hic Fip 63103-2555 Site
@ 17 .
Logoff Information.
Link/Button
Ticket # - 55-GOYV
Opened e Diate
Status OFEN OPEM - Pending Resolution
Ticket
Subject Subject Description =] Information
Subject Information
(If Present)
NOTE: Please provide the following information, if applicable to pour reguest:
- ax FhoaTT Teo aa ¥
Details : User  System = Al Pafie 1of1 (0 recordsts’ 55
Date Support Staff Details ID Description Note Exis
Powered B ic Solutions
Copyright @ 19395-2001 Netuok Associates, Inc
and its affiliated Companies.
All Rights Reserved.
£ >
@I] Eschenbrenner; Larry é ® Internet

Screen 27 - Ticket

Caller Information
Caller (Client Information) is retrieved from the information on the Contact Information Screen.
Alternate Phone (Optional) is secondary phone number to contact you.
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Site Information
The default is the site where you are officially assigned — THIS SHOULD BE YOUR SITE. This will be
the site linked to “Show My Tickets”.

If this is not the location of the service request, change to reflect point of service. All Site
information is interconnected. Changing any item will change all the other site fields.

How To Select Site

Searching within a Pop-up Data List

There are several methods for locating a record within a pop-up. By default, the far left column is
selected and sorted by, hence it is in blue. Next to the “Search” entry box you can see how many
records there are and how many pages it takes to see all of them. In the Company Pop-up (Screen
10) for example, results are sorted on the Company ID column. You may re-sort on any column by
double-clicking the column heading. The name of the column will then become italicized, and turn
blue to indicate on which column the data is sorted.

NOTE: Sort orders are not remembered. If you want your data to be sorted on a specific column,
you will need to double-click that column each time you access the pop-up window.

If there are many pages of data returned, you may scroll through the records using the paging
buttons located in the top area of the pop-up window. With these buttons you can:

Go to the “Next >"page

Go Back to the “< Previous page”

Jump to a specific page by using the “Go To Page” function

You will see these paging buttons throughout the application on the top section of a form.

When trying to locate a specific record, it may be necessary to refine your search. This can be done
using the Search option.

You can continue to narrow the data displayed by performing a search. To do this, use the Search
Box field.

Note: You can sort by columns but you can’t reorder the columns. If additional columns available,
but not visible, use scroll bar on bottom of screen to view other columns. [Such as on “Show My
Tickets” Window]

Common Characteristics of the Company Pop-up
To display ALL Company ID’s (on Screen 10.1)
- Clear text from search box and click on Search button.
This displays ALL the records available. (Currently over 11,000 sites)

Once ALL selected, can double click on any column and narrow search by entering text in search box
and clicking on Search button. The search is on the “Sorted By” field. Comment: (ST) 204 records,
(ST.) 15 Records, (Saint) 21 Records. ST LOUIS, ST. LOUIS, and SAINT LOUIS may all represent
the City of Saint Louis, but only the Cities that exactly match the entry will display. It can be
difficult at times to locate specific site.
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If Office ID known (from Screen 10)
Replace the current Site ID with desired Office ID and press TAB key.

This populates form with data for new site.

Or

If multiple Offices at Site, Company pop-up window appear (Screen 10.1) from which
Company ID (Office ID) can be selected.

Double Click on a pop-up Column Title to Sort by that Column.

Replace text in Search box with full or partial search pattern based on “Sorted By” field and click on
Search button.

Companies Pop-Up Window (Screen 10.1)
Office ID same as Company ID’s (Office ID) on pop-up form

3 Companies - Microsoft Internet Explorer, E”§|E|
Sorted By:Company ID fo7a47 - - Page 1of1 [1 records)
Go To Page: |
Double click on a Colurnn Title o gark
Company ID Company Name Fhone Fax Urgency
107847 Inforrmation Technology Services Offiee - () - -
0lsi (8]
Screen 28

To select different Site ID
Replace Site ID (on Screen 5) with correct Site and press TAB key.
or
Select the Company ID (Office ID) by double-clicking

To select different Site ID (currently not displayed)
Clear data in Search box and click on Search button [displays All sites]
Double click on Company Name column [will sort by Company Name]
Enter full are partial name of site and press Search button.
Select the Company Name by double-clicking, may have to continue narrowing search by
updating search pattern.

To select different Site ID
Clear data in Search box and click on Search button [displays All sites]
Double click on Company Name column [will sort by Company Name]
Enter full are partial name of site and press Search button.
Select the Company Name by double-clicking, may have to continue narrowing search by
updating search pattern.
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Common Ticket Requests (Not Currently Active)
Common Ticket Requests are sometimes referred to as Recurring Tickets. When same problem are

frequently reported it is sometime determined that a template should be made to speed up or
standardize the reporting process.

These templates usually have the same Problem/Request Description, Require the Same Information
and may be assigned to a special Service Desk Group that primarily handles this unique problem.

A Self Service Desk - Microsoft Internet Exploren [’._I['E|[‘5__<|
File Edit Yiew Favorites Tools Help Q'f
w1 A1 lle-

S ——
[ |
< ' >
~
Sorted By:Request Search
= Support Management Go To Page:
Ticket Request
Dauble click on a Colurn Title ta sort
Comman Ticket Reguests Giagellohil{3lecords)
Showe My Tickets Beguest Descriprion
eForms Belated Request
EKknowledge Tools . . . I
Fhone Systerf Prograrning! Fepair/  Include the following Inforation in all requests. Caller Marne: Caller Phone
Installation IT Phone: IT email: Site Contact Name: Site Contact Phone: Site A1t Contad
= Support Site Address: Site Phone: Site OIP#: Optional (Al Contact) Priority (Critic
TS Servica Dask N Flash of Problera or Reguested Service:
EVICE DBk NEWSTIESN | o ohCALF Logid Use Lssuss
Contact Information
Logoff

Powered B ic Solutions

Copyright @ 1095-

2001 Metwok Associates, Inc

and itz affiliated Companies.

All Rights Resenred.

s
éj Eschenbrenner; Larry é 0 Internst
Screen 29

Sample of a Common Tickets. Will be added as Self-Service option when it is determined what type
of problems will be reported most frequently using Self Service.
To Select a Common Request, double click on the desired request.

After double-clicking on the request, this pop-up will display. Click on OK to continue or Cancel to
void the ticket creation.

Microsoft Internet Explorer

\__?(/ {11073) You are about to create a new Incident ticket based on this Cammaon Incident Request. Do you wish to continue?

| Ok | [ Cancel

Screen 30
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Common Ticket Creation

After selecting to create a new ticket from a Common Ticket option the procedure to finish and
submit the ticket is the same as any other ticket — EXCEPT the Request Description will be partially
filled in with a template that will guide you in providing all the required information. This not only
provides a method to ensure that critical information is not forgotten but is submitted in a standard
format.

-2} Self Service Desk - Microsoft Internet Explorer
File  Edit  ‘iew Faworites  Tools  Help ;"

=

[ 1]
||
< ¥
Submit Rezet
E Support Management
) i 033766 314)932-0305
Ticket Request ClientID Phone # [314) Ext.
Common Ticket Reguests Harng Lary Eschenbrenner
shou My Tickets Site ID 5338 Site Name ST LOUIS CENTRALIZED HELP DE[E]
ElKknowledge Tools
City 5T LOUIS State MO Zip 631032555
= Support 55 B0
) Ticket # i -
ITS Service Desk MewsFlash © ity Tl
Contact Infarmatian Orpened Due Date
Logoff
Hee Status OFEM OFEN - Pending Resalution
Subject
Eeqguest Description Resolution
|nciude the following Information in all requests. LS
Caller M arne:
Caller Phone:
Caller email:

State IT Contact;

IT Phane:
IT email v
Special
Motes
< >
Details : User  Swstem Al Page 1of1 [Orecardsts
Daite Support Staff Details ID Description Mote Exis:
Powered By Magic Solutions
Copyright @ 12995-
2001 Nebmot Aszociates, Inc
and ite affiliated Companies.
All Rights Reserved.
< >
@ Eschenbrenner; Larry é 8 Internet

Screen 31
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In this example: Phone System/ Programming/ Repair/ Installation was selected.

The Subject will be “Network and Phone Problems”

The Request Description is pre-filled with the following items for the template:

Include the following Information in all requests.
Caller Name:
Caller Phone:
Caller email:

State IT Contact:
IT Phone:
IT email:

Site Contact Name:
Site Contact Phone:
Site Alt Contact:

Site Alt Phone

Site Name:

Site Address:

Site Phone:

Site OIP#:

Optional (Alt Contact)

Priority (Critical or Non-Critical)
Description of Problem or Requested Service

After each prompt enter the required information and click on the Submit button.

ITS Service Desk NewsFlash
This option displays the ITS Service Desk NewsFlash Website.

; Service Center Apencies MewsFash - Micrasaft Internet Fxplorer

Fle Edt liew Favoriter  Tods  Help

AE G

3 A Seorch
Address |-§] Fkp ) heipdedaite nrosausds gownevesflash)

Favorites 42 T E -

= =1
7

Unad States Dapartimant of g cdlbura

ITS Service Desk

Newsllagh

Screen 32 — NewFlash Website.

Search NewsFlash!
Searchl T ps

This Site can also be used to open a second IE session without stopping the Self Service Session.
Magic Solutions only allows one (1) internet session to be open at a time.
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Appendix A - Glossary of Terms and Abbreviations - Vendors

The Terms and Abbreviations used are NOT required, but only offered to provide some consistency
in the description of problems and resolutions. When an abbreviation is used attempt to use the
following to create a consistency in describing problems.

The vendors listed are most common Companies that provide hardware and software used in USDA
field offices.

Abbreviation Company

Adobe Adobe Acrobat

APC American Power Conversion
BMC BMC Software [Remedy/Magic Solutions]
BckPck Microsolutions Systems (CD-ROM BackPack)
CAN Canon Computer Systems, Inc.
CiIsco Cisco

CPQ Compaq

CREAT Creative Technologies

Crystal Crystal Reports

DAE Daewoo

EPS Epson Printers

ESRI ArcGIS, ArcView, MapShop

FUJ Fujitsu

GCC GCC Printers

GPS Global Positioning System

GW Gateway

HP Hewlett-Packard

1BM International Business Machines
KDS KDS USA [Monitors]

KOD Kodak Cameras

KYO Kyocera

LEX Lexmark Printers

Magic Magic Solutions

MINO Minolta

MSoft/MS Microsoft

NEC NEC Corporation

oLY Olympus

OPTI Optiquest

SONY Sony

TEK Tektronix

TI Texas Instrument

VRTS Veritas Software Corporation [Software]
VS Viewsonic

XER Xerox
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APPENDIX B — Terminology/Component/Hardware/Software

The Terms and Abbreviations used are NOT required, but only offered to provide some consistency
in the description of problems and resolutions. When an abbreviation is used attempt to use the
following to create a consistency in describing problems.

The terminology and items listed are the most common items and activities that appear within Merlin
system. The hardware components and software applications most commonly reported to the
Service Desks. Items that do not appear within this list does not indicate that they can not be
abbreviated within problem descriptions.

Abbreviation Terminology/Definition

Addr Address

ACCTNT Accounting

AD Active Directory

ADMIN Administrative

APPS Applications

BTRY Battery

CD-R Compact Disc Recordable (Write Once Storage Media)
CD-ROM Compact Disc Read Only Memory [Hardware]
CD-RW Compact Disc Rewriteable (Read/Write Storage Media)
CLK/CLKG Click or Clicking

CLU Common Land Unit

COMM Communications

COTS Commercial Off The Self (Software)

CTR Center

DC/WDC District of Columbia/Washington DC

DHCP Dynamic Host Configuration Protocol

DJ DeskJet

DM Data Mart

DNS Domain Name System

DRV Drive

DRVR Driver [Software]

DS/PR Docking Station/Port Replicator

DVD Digital Video Disc

DVD-R DVD Recordable (Write Once Media)
DVD-RW DVD Disc Rewritable (Read/Write DVD Media)
DW Data Warehouse

EMPL Employee

EQUIP Equipment

FAQ Frequently Asked Questions

FIFO First In First Out

FLASH USB Flash Drive (Portable Media Device) see MEMSTK
FLASHMEM Media Device (Camera/PDA/etc.)

FLPY Floppy Drive

FP FrontPage

FPNL Flat Panel

FSCRN Flat Screen

FTC Fort Collins

FTP File Transfer Protocol

GPS Global Positioning System

GUI Graphic User Interface

HDD Hard Drive

HDWR/HW Hardware

HP Hewlett-Packard

HUB HUB

ID Identification

IE Internet Explorer

1S Internet Information Server

IMAP Internet Mail Access Protocol

INFO Information

IP_(Address) Internet Protocol Address 255.255.255.255
ISP Internet Service Provider
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Abbreviation

Terminology/Definition

IT

Information Terminology

KBD Keyboard

KC Kansas City

LIB Library

LIFO Last In First Out

LJ LaserJet

LPT Laptop

MBRD/MB Motherboard

MEM Memory

MEMCRD Memory Card (Media Device) Camera
MEMSTK Memory Stick (Media Device) Camera (see FLASHMEM)
MGMT Management

MIC Microphone

MISC Miscellaneous

MNTR Monitor

MSTR Master

NIC Network Interface Card

NS Netscape

NT4 Windows NT 4.0

NW Network

0os Operating System

PC Personal Computer

PDA Personal Digital

PDF Portable Document Format (viewed with Adobe Acrobat)
PHN Telephone

PnP Plug and Play

POP3 Post Office Protocol 3

PRNT Print

PSWD Password

PTR Printer

PWRPT/PP PowerPoint

RTR Router

SCNR Scanner

SCNR Scanner

SCRN Screen

SFTWR/SW Software

SLA Service Level Agreement
SMTP Simple Mail Transfer Protocol
SPAM Uninvited Email

ST State

STL St Louis

SvC Service

SVR Server

TDRV Tape Drive

UPS Uninterruptible Power Supply
UsSB Universal Serial Bus

VIOP Voice Over IP (IP Telephony)
VPN Virtual Private Network

WF Web Farm

Win2K/W2K Wind