History Function

One of the new features of LANDesk is the History function that allows Users to see the history of the
ticket which includes the notes from technicians and analysts. Users are able to toggle between two
different views; TimeLine and Document. The default view is currently set as Timeline. If you wish to
change this to document, follow the instructions below. If wish to have document view set for all
tickets types, you will have to replicate the steps once for both Request and Incident tickets.

Timeline: The Timeline view enables a user to view in a graphical style chart that has a
chronological summary of the actions undertaken by technicians and analysts as shown below.

The blue boxes are actions triggered by the analyst or User, if selected provide the detail notes input
by the analyst/technician/user.

The Green boxes are usually sub actions of the blue box actions that are triggered automatically by
the workflow if selected provide additional detail on the actions or notes input during that particular
sub task.

Usually a subtask
that maybe linked
to a blue task

By Clicking on a
box you can view
more detail

xpati it
Festhe

e 030 Vvt Gogs TS Cspm Qe iEwm e
n

sy Tl
st 330 Vit GO TS Cae JeTs - et s

Add bore.
User (63 WreT2 gy TS o Sy e Syder

Neafcaton
User 420/ Wener a2 GO TS o poms Syers Essiess Qyers-

A8 hsigment
st 43 WeTR g ITSTH PR Sysierm - .00 Svlorm
syt

At besigment
e 4w G

Mesen
User 420 WreTa Sog TS Copome eters Eases Jydrs.

A3 Besizpment
s 403 W, GO TS CpT Sk Essnes s
SO 125 A VETOLY

Netfcaton

Ut 400 VT S0 TS U Sy 61536 3T

By Clicking on a
box you can view
more detail

Using the Timeline View

e Gointo an Incident or Request that you wish to view,

e Click on the History action bottom left

e To filter by a particular criteria click Preferences, here you can include/exclude the type of
information you wish to view, and also uncheck criteria to view automatic actions and
auditable attributes.
Click Apply button for changes to be applied to the current ticket.
Click Save to apply the changes to cascade to all tickets of this type.

If you want this view for both Incident and Request tickets, you will have to re-run this same
process once for each ticket type.



Document: The Document view provides a more detailed chronological report of the ticket as shown

below:

Add Note(Automatic) performed by ITS Corporate Systems - Business S) /Abdul

Note
‘Summary: Resolution Note
Text 12

Hide from End User? false
Notify End User? false
Notify Analyst? false

on 3 July 2017 13:05:08

Notification(Automatic) performed by ITS Corporate Sy:
Notifcation

Subject Update: Your enquiry INC/155686 has been Resalved, test
Is Active false

Dear Abdul Mohamoud,

Thank you for using IT Services, we are pleased to inform you that your incident has now been resolved

Please click on one of the options below to let s know how your overall experience was with regards to this ticket

Delighted Disgruntled
Resolution Note:
12

Abdul Mohamoud
Business Systems Analyst / Developer, IT Services
Tel: 020 7882 6642

Email: a mohamoud@qmul ac.uk

If you believe that this ticket is not resolved and the ticket should not be closed then please contact s within 5 days. If we do not hear from you within this peried then the ticket will be automatically closed

You can reopen your ticket within 5 days by;
Updating Your Ticket Via The Online Portal

OR

Emailing The Service Desk

Escalation Procedure

Where you feel the services we provided do not meet your needs and you would like to escalate it further, please refer to ITS Escalations:

“Please note: That the default view for all users is Timeline view. However, you can save your

on 3 July 2017 13:05:08

preferences for each ticket type.” Alternatively you can click Apply to apply for single ticket or click

Save to save the preferences for all tickets of the same type.

Changing from Timeline to Document view

Or

e Click Save if you want the Document view to cascade to all tickets.

Go into an Incident or Request that you wish to view,
Click on the History action bottom left
Click Preferences change View Type from Timeline to Document

Filter any the fields to include/exclude the type of information you wish to view,
Click Apply button if you want the document view to be for only the current ticket.

If you want this view for both Incident and Request tickets you will have to re run this same

process once for each ticket type.



