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How to create an incident in Ticketing Tool ITSM SOLMAN

Step 1:
First log into by clicking the below mentioned URL log into:

Then, input the respective User ID and Password and click on|“Log On” |
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After logging in, Automatically Home screen of the ITSM will display on the screen.

Step 2:

Then, click on|“Incident” to create any kind of ticket in ITSM.

Kindly see the below attached picture for the reference.
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http://delcilsapsmd.coalindia.in:50000/sap(bD1lbiZjPTEwMCZkPW1pbg==)/bc/bsp/sap/crm_ui_start/default.htm?sap-client=100&sap-language=EN
http://delcilsapsmd.coalindia.in:50000/sap(bD1lbiZjPTEwMCZkPW1pbg==)/bc/bsp/sap/crm_ui_start/default.htm?sap-client=100&sap-language=EN

Step 3:

After clicking on “Incident”, an Incident ID will generate automatically.

To create an Incident, there are some details to be filled.

1. In the General Data, first select “Description” to fill the issue of that incident.

ii. After that, click on “Reported by” o fill the Name of the user who is reporting of the issue.

iii. Then, select on the “Message Processer” to fill the name of the co-ordinator of that issue or by whom
the ticket will be creating or the assigned person who will be helping the user to resolve his problem.

General Data

1D:
* Description:
* Reported by:

Support Team:

(Same will be applicable on[Support Team & [Message Processor)

Then a pop-up like this will come up on the screen, by clicking the “search” button, user will be able to
see and select his respective User ID.
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¢ Example of filled general data:

General Data

* Description: GUI Installation
Reported by: | Mr. demo

Support Team: | Basis Basis

Message Processor: | REPORTER




iv. Then, in the |[Processing Data| the|Status|of an incident which is going to be created is always will be
as New, afterprocessing with that incident it can be edited to In Process/Forwarded.

Prierty: | ywithdrawn
In Process

Created:
Forwarded

Changed:

Then click on the|“Sub-Status” to select the status of the issue, either it is in process with TechM or
Accenture or Being/forwarded to other Party/Group for the further procession.

Processing Data
Status New
Task
* Priority Forwardad to ACCN
Forwardad to SAP

Croatad Forwarded 1o TCL

Changed Forwardad to TechM
Inprocass with SAP
Inprocass with TCL
Inprocess with TachM
Inprocess with accn

Add Text = Ins Task

After that, select on the “Priority” [to see the dropdown. Select the status on basis of the issue priority,
Critical/High/Medium/Low.

Processing Data
S T ew
Sub-Statun Task
3 Metium
Dates 1 Critical
Created 2 High
Changed

3 Maedium

4 Low

v. After that, In the |Category,, click on the Category 1 to select Business Application/IT Infrastructure as
per the basis of the issue.

Category 1:
Category 2:

Module: Business Applications

Subsidiary: | T |nfrastructure
Plant Code:

vi. After selecting Category 1 captcha, click on Category 2 to select SAP/Non-SAP/ Corporate
VPN/User Management as per the basis of the issue.

Category

Catogory 1 Businaas Applicationa
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Solution Catagory
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User Managemant




vii. After that, click on the| “Module”|to select the module in which the issue is going to be assigned.

E.G:FI, CO, SD, CRM, HCM, PP, PS, PM, BASIS, FIORI, EP, SECURITY, MM

Product

viii. Then, click on the [‘Subsidiary”|to select the subsidiary of the issue holder/User.

E.G: BCCL, CCL, ECL, NCL, SECL, MCL, WCL, CMPDI, CIL/NEC
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x. Then, click on the |“Solution Category’] to select what kind of issue the User is facing.
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xi. At last, if it requires some other details to be add in this Incident then that can be inputted to the
Description Box. (User Details/Anything related to the issue)

Note: Description can be anything related to that incident, such as User Details, P.O/PR/SES No., DAK
No., Process Order No, Shift No etc.

Description

EISKO S0215522

SAPID NiA

USER NAME Rajesh Gupia

LOCATION  Kokaa

SUBSIDIARY NSME  CILL
DEPARTMENT  CMC

ISSUEDETALS  SAP Gl lestalzlicn
PHOKE NUMBER 3371104204
OFFCIALMAILID zquptas822@cozbndain

Also, Attachment can be added regarding to that Incident ID.

First, scroll down at the bottom of the page of Incident to find Attachment field.

Then in the Attachment section, click on|“Browse”| (to look for the file or picture that must be attached
with the incident) > |‘“double click” on the file which you want to input from your PC > Upload.

w  Allachments Zpachment
1 No resut founa

Updoad Document From Local tane Disk:

M Gmall 9 Maps By Transiate @B PACE- Platfd @ Open

E!'!i' Coal India Help Dosk b v This PC » Doawnloacs

Organite =

Incident: 800000 new allowance Wied
~ B This PC

Home = save B 3D Objects | Reguesting for deletion of multipls sntrie,..
change Request M. > I Desktop Last week (8)

IT Sarvice Manage > Il Documents \ saperrors 1072022 6106 PM Compresser
Related Trg B Downloads |w] 20220428 073110 (1) 18/2022 3141 PM PG File
D Music [w) 20220428_073110 /2028 326 PM P File
i Create ~  Processing (B8] Pictures W] Scraenshat (1) 17/2022 3100 PM PNG File

Incident | V172 ") ' .
i Show | Changed Field ¥ vidoox |&] PRD_DT.4 Error 022 11128 AM LG ile
4 OSDisk (C1) |w| Screenshot (4) \0/2022 12456 PM PNG File
- OS5 1

it Local Disk (D:)

Request for Change

B | process order carrection april-2022 4726/2002 1134 AM Micronoft Ex

Q') 2athMar 15/2028 11105 AM Micrasaft x ¥
P v < >

% Refresn
I(—-) Recent llems 4
BOO0OOVH3Y PO relat Log Type
8000000937 PR rele File namuwi |new allowance v l All Files
BOODDOOSAS Calculat (1] No resun founa I Open l
BO00000934 Carrectl :

BOODOOO9A2 Correct) ~ Allachments |9 Attachment [% URL ik ! Advanced Fllter

[i] No result founa

Upload Dooument From Local Hard DI No e chosear LUpload

After selecting the file click on [‘Upload’].
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xii. After finishing all the required captcha, click on [‘Save”|to create the Incident.

Kindly see the below picture for the reference.
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After saving the Incident, the saved Incident will look like the following image:

(The Incident ID is holding proper issue description and the created time is also displaying in Dates)
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How to Search a particular incident in I'TSM

To find out any created Incident ID, firstly, go to the Home Page of ITSM Tool.

Then click on [‘IT Service Management”
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After clicking on IT Service Management, a new window will come up on the screen named

Incident Management.

Kindly, see the below mentioned picture for the reference:
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In the Search box, click on the “incidents” to search any kind of saved incident.




After clicking on “incidents”, the Search Criteria captchas will be displaying on the screen.

There are 5 types of criteria by which an incident can be found.

Incident ID, Free Text, Description, Time Frame & Status.

Search. InCcents

irve

Duargs Regeest M )
T Sevvee Marage

H crunm L]

Weiie vew [ Eave

e Ve T

Exeeond Des (w0

First, input any incident ID| (that has already been saved) into the|Incident ID criteria, then
press “Enter” button to search for that ID.

Search Criteria

Incident 1D contains 8000000957 ® 6
Free Text confains ® @
Descrnption contains ® ®
Time Frame £3 v ® @

Status Is ~ &G

Maximum Number of Results: | 100

m Clear | Save Include View k=l Save

Result List: 1 Incldent Found

[ New | New from Template 1 Y Refresh

Ext Extended Desc (ue)

Di DISEL RESERVATION RE 2000000957

After clicking onto the searched [incident ID| one can be able to see that created incident with
saved details.
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E.G., in the Time Frame criteria, we can also input the possible time & day to search an

incident.

Note: After this, the process will remain same as Incident ID Criteria.

Search Criteria

Incident 1D
Free Text
Description
Time Frame

Status

Result List

contains
contains
contains
(£

- Yesterday
Today
Tomorrow
- 14 daymw -
Last waek

This weak

[N New | Neow from Template

Ext. Extended Desc (uc)

Next week
Last moanth
This manth
Mext manth
Lanst yoar
This year

Next year

How to Edit an Incident in ITSM

After searching an incident, click on the [‘Edit” joption to change anything about that incident.
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How to close an incident in ITSM

To close any incident in ITSM, first you must find an incident, then edit the incident to make
changes in Status as mentioned in “How to Edit an Incident in ITSM” and in Processing Data
click on the status to change the status of that incident from “In Process “to “Proposed
Solution” then to “Closed”.

(Note: Make sure that the incident is holding “In Process” status, otherwise “Proposed
Solution” status won’t come out on the Status dropdown).
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After, selecting “Proposed Solution”, a status will display on that dropdown as “Closed”.

General Data Categor
D
* Description: \ PR related iszue
Reported by: pAr. d 3|

Support Team:

Processing Data

¢ Froposed Sclution

Sub-Status: ess Relation

* Priority:

Customer Actiol

Created:
Proposed Sdhution
Changed:




Then save the incident again to close the ticket.

After searching with the incident ID which has been saved closed, then that particular incident
will be marked as closed on the data backend.
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