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About This Guide

The ServiceCenter® User’s Guide provides an introduction to ServiceCenter,
including an overview of its applications, modules, and utilities, and a
discussion on the best practices in processes and workflow. For an extensive
glossary on ServiceCenter terms used throughout this guide, refer to the
Introduction and Best Practices guide.

The ServiceCenter applications covered in this guide are:

Service Management on page 105
Incident Management on page 197
Scheduled Maintenance on page 145
Inventory Management on page 257
Service Level Management on page 345.
Root Cause Analysis on page 377
Change Management on page 407
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This guide also includes information on the main ServiceCenter window and
to use the applications, log on to and log off from ServiceCenter, and using
the menus and buttons, including:

Getting Started on page 23

IR Expert on page 521

The Java Client Desktop on page 87

Printing on page 539

The Contacts File on page 547

Knowledge Base - Diagnostic Aids on page 561

Knowledge Requirements

As a ServiceCenter user, you need a basic knowledge of the environment in
which you are working (Windows, UNIX, or OS/390).

Who Uses ServiceCenter?

14 > About This Guide

Anyone in your company can benefit from using ServiceCenter. Help desk
operators can open call reports to report hardware problems for their users,
such as printing problems. IS can use Asset Management to track the
hardware and software used by your company. Managers can use Request
Management to approve and to track equipment orders.



Organization of this Guide

This guide is organized around the main functions associated with the
ServiceCenter applications and modules. The following chart shows you
which parts of the manual you need to reference to find the information you

need.

To find this...

Look here...

ServiceCenter Overview; get to know
ServiceCenter’s applications and utilities

Who Uses ServiceCenter? on page 14

How to use the menus, toolbar, and
buttons

Using the Menus, Toolbar, and
Buttons on page 40

Logging on to and logging out from
ServiceCenter, setting up inboxes, and
editing records

Getting Started on page 23

Accessing Service Management, searching
call reports, creating categories for Service
Management and Incident Management

Service Management on page 105

Accessing Asset Management, searching
Asset Management, asset record tabs,
creating and updating an asset record

Incident Management on page 197

Accessing Change Management, changes
and tasks, using Change Management,
approving a change or task phase

Change Management on page 407

Printing

Printing on page 539

Accessing contact records, creating and
updating a contact record

The Contacts File on page 547

Plain language queries, using the
Knowledge Base form

Knowledge Base - Diagnostic Aids on
page 561
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Sample Forms and Examples

The sample forms and examples included in this guide are for illustration
only, and may differ from those at your site.

Documentation Web Site

For a complete listing of the current ServiceCenter documentation, see the
Documentation pages on the Peregrine CenterPoint Web site at
http://support.peregrine.com/.

You need your current login and password to access this Web page.

For copies of the manuals, you can download.PDF files of the documentation
using the Adobe Acrobat Reader (also available on the Web site).
Additionally, you can order printed copies of the documentation through
your Peregrine Systems sales representative.

Contacting Peregrine Systems

For further information and assistance with ServiceCenter in general, contact
Peregrine’s Customer Support.

Peregrine’s CenterPoint Web Site

Current details of local support offices are available through Peregrine’s
CenterPoint Web site at http://support.peregrine.com/ .

To find Peregrine Worldwide Contact Information:
1 Log on with your login User Name and Password.
2 Click Go for CenterPoint.
3 Select Whom Do I Call? in the navigation bar on the left side of the page.

Peregrine worldwide information displays for all products.
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Contacting Education Services

Training services are available for the full spectrum of Peregrine Products
including ServiceCenter.

Current details of our training services are available through the following
main contacts or at:

http://www.peregrine.com/education
Address: Peregrine Systems, Inc.

Attn: Education Services
3611 Valley Centre Drive

San Diego, CA 92130
Telephone: +1 (858) 794-5009
Fax: +1 (858) 480-3928

Contacting Education Services € 17
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CHAPTER

Introduction

The User’s Guide provides step-by-step instructions for using ServiceCenter
applications, including logging on and off ServiceCenter and using the
menus and buttons. Before you begin you’ll need a basic knowledge of the
working environment (Windows, UNIX, or OS/390).

Note: Ifyou have not read Introduction and Best Practices, please do so before
continuing with the User’s Guide.

This chapter contains:

m How do You Locate ServiceCenter Records? on page 20
m Sample Data in the System on page 20

m DDE Support on page 21

m Accessing the Knowledge Base on page 22

Introduction <€ 19



How do You Locate ServiceCenter Records?

The ServiceCenter database is a set of files containing records. As a
ServiceCenter user, you can search, modify, create, and delete these records.
Examples of records are:

m Users

m Inventory of assets
m Call reports

m Incident tickets

m Changes

m Requests

Throughout this guide you will see the term query. A query is a search of the
ServiceCenter database. A Query-by-Example (QBE) is a search of the
database using the information you know about the record for which you are
searching.

If multiple records are found matching your search parameters, a QBE
Record list displays from which you can select the record you want to see.

Once you have accessed a record, you can browse (view only), or update the
record. Your ability to do this depends on how your system administrator
configured your user profile. For example, as a user, you may not have the
ability to approve a change record.

Instructions for searching the ServiceCenter database are found in the
following chapters: Service Management on page 105, Incident Management
on page 197, Change Management on page 407, Inventory Management on
page 257, and the Request Management Guide.

Sample Data in the System

ServiceCenter comes with a set of sample data to help you work with and
learn the system. The sample data is referenced throughout this guide to
illustrate ServiceCenter applications and processes. You can modify or delete
these records as you learn the system, and you can create new records. Also,
your ServiceCenter administrator can use these records as a model for your
actual data.
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Sample data includes information in the following areas:

m Users. The sample data includes a set of fictitious users with associated
profiles and records.

m Inventory. A simulated network inventory is included with the sample
data. This sample inventory database includes modems, PCs,
workstations, mainframe hosts, and so forth.

m Call Reports. A set of sample call reports is included. You can review,
update, and close these reports as you would a call report in a production
system.

m Incident Tickets. A set of sample incident tickets is included. You can
review, update, and close these tickets as you would an incident ticket in a
production system.

m Changes. The sample database includes a set of change records. You can
review, update, close, or approve the change records according to the
permissions granted to your current user level (for example, user or
administrator).

m Requests. A set of sample equipment orders is included with Request
Management. You can modify and approve these orders according to the
permissions granted to your current user level.

DDE Support

If you are runninga ServiceCenter client in a Windows environment, you can
export information to Microsoft Excel. Utilizing Dynamic Data Exchange
(DDE), you can export call lists and incident lists to any product, such as a
Microsoft Excel spreadsheet. When you select the menu option to export to
Excel, a spreadsheet automatically opens and the data displays in the
spreadsheet. This DDE function requires Excel 95 or later.

ServiceCenter DDE support is available in both Windows 16-bit

(Windows 3.11) and 32-bit environments (Windows NT and so forth). DDE
support is created in a ServiceCenter RAD (Rapid Application Development)
application. ServiceCenter DDE support for other applications can be
created through RAD.

Note: You can export some ServiceCenter records to a text file, which is not

part of the DDE support. You can run this from clients other than
those operating in Windows.
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Accessing the Knowledge Base

To access the ServiceCenter Knowledge Base:

1 Click Search Knowledge Base from an application home menu (Service
Management, Incident Management, or Root Cause Analysis).

The Knowledge Base form displays.

Note: Refer to Knowledge Base - Diagnostic Aids on page 561 for a detailed
description of the process used to search the Knowledge Base.

& ServiceCenter - [Knowledge Base] [_[O] %
@ File Edit “iew Fomat Opfions  ListOptons  Window  Help _|ﬁ||ﬂ
YBBE ?eQ 3] =

@‘-Q Back \'\,‘:"' Search ‘Q; Clear |

Find Solution - Knowledge Base

Select a Knowledge Area to begin search: ||Global Krnowledge ﬂ|
Fiestrict Search to 'Which Field in IR key [blank=all fields]: | =l

what would you like to know?

Dizcaovery Option:

W Shallow ) Camplete Match w K
(8 Deep

Category:

| [El} Device: | [El}
Subcategany: | [El} Company: | [El}
Product Type: | [El} Locatian: | [El}
Problem Type: | [El}
Fieady Fesponge 0270 draw 0,120 | ingert | sc.knowledge. prompt.core.g [UP]

Figure 1-1: Knowledge Base Search form
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CHAPTER

2 Getting Started

This chapter helps you get started using ServiceCenter and includes
instructions for starting a client session, logging in and logging out, accessing
the applications, and navigating around the ServiceCenter GUI (graphical
user interface.)

The forms displayed in this guide may differ from your system because
ServiceCenter is customizable and may be configured differently for your
site. More advanced features may only be available to certain personnel, such
as system administrators. Contact your ServiceCenter administrator with
any questions about differences you find in the applications.

This chapter has been divided into the following sections:

Starting a Client Session on page 24

Logging Out of ServiceCenter on page 28

ServiceCenter Home Menu on page 31

Finding Data in Extended Text Fields on page 66

Fill and Find Functions on page 68

Changing the Column Headings in a QBE Record List on page 72
Navigating Tabs on page 74

Bitmaps on page 76

Inboxes on page 77

Editing Records on page 85
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Starting a Client Session

The platform you are using determines the way in which you start a
ServiceCenter client session.

To start a client session in a Windows-based environment:
» Double-click the ServiceCenter icon on your desktop.

To start a client session from a UNIX prompt:
» In text mode, type the command:

scenter

To start a client session in a 3270 session:
» Type the command:

logon applid=applid
where applid is the ServiceCenter-specified application ID.

Accessing ServiceCenter Using the Java Client

You can also access ServiceCenter from your PC by connecting directly to a
ServiceCenter Express Server, using the ServiceCenter Java client. The Java
client supports the same functionality as the traditional ServiceCenter
Windows clients without any need for application or format customization.
To learn more about the Java client, see The Java Client Desktop on page 87,
as well as the Java Client Installation and Configuration Guide.

Access to ServiceCenter by Persons with Disabilities

When Section 508 recently became an addendum to the Rehabilitation Act
of 1973, Federal government agencies were required to make electronic and
information technology usable by persons with disabilities. ServiceCenter
has been enhanced to accommodate persons with disabilities, making it
compliant to Section 508 through use of its Java client.

The following components enable 508 compliance:

Java Accessibility API

An application development interface that provides information and content
to assistive technologies, such as Jaws for Windows.

24 p-Chapter 2—Getting Started



Java Accessibility Utility Package

Provides assistive technology vendors the ability to locate and gain access to
all components (fields, buttons, check boxes, and radio buttons) within a
form and track events.

Java Accessibility Bridge
A native platform implementation that provides the connection between the
Java application and the native mode assistive technology program.

Note: This is currently implemented only for the Windows operating
system.

Viewing Options

Pluggable look-and-feel architecture currently includes emulations of
common GUTIs, such as Windows and Unix Motif, and optional color
schemes to enhance the user's viewing experience. It also provides support,
so that assistive technology vendors can implement custom look-and-feels to
support non-visual presentation, such as audio or tactual devices.

Note: The Java client currently sets the look-and-feel to that of the native
platform on which it is running.

To set viewing preferences:

» Choose View>Preferences>Look and Feel.
— or—

» Choose View>Preferences>Color Scheme.

Set up preferences for the look and feel of the system, including the overall
look of the menus (forms) and choices of color scheme.

Editing Options

Set preferences for disabling animation and gaining access to all components
(such as, fields, buttons, check boxes, and radio buttons), including
read-only fields.
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To set accessibility and animation preferences:
» Choose Edit>Preferences>Accessibility>Access all Fields.

Setting these preferences enables text reader assistive technologies to read
through the components of a form (fields, buttons, check boxes, or radio
buttons) within ServiceCenter. Users can also set a preference to disable
animation, such as blinking status lights, that could become burdensome to
the user.

» Choose Edit>Preferences>Accessibility>Disable Animation.

Check this option to disable the blinking status light and messages within the
status bar. This helps to ease any distractions caused by the blinking status
light or flashing messages within the status bar.

» Choose Edit>Preferences>Accessibility>Ignore Server Tab Order.

If this option is selected, the hard-coded tab order is overridden, allowing the
user to use top-down, left-to-right tabbing.

To learn more about tailoring your system using Forms Designer, see the
System Tailoring guide.

Logging In to ServiceCenter

Your system administrator sets up your user name to have certain
capabilities. For example, as a Help Desk operator, you can open incident
tickets in Incident Management, but you may not be able to change
capabilities.

Sample users are shipped with ServiceCenter with each of them having
different user rights. These sample users are for training, testing, and product
demonstrations. This guide uses five of these users. The capabilities of each
of these users varies depending on their jobs. Login names of the sample users
and the types of users that they represent are as follows. Note that the login
name of each user is typed in UPPERCASE letters.

m BOB.HELPDESK—first-level help desk person
SUSIE.SUPERTECH—service technician (such as IS personnel)
MAX.MANAGER—manager (personnel with approval authority)
FALCON—system administrator

JACK—system user
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When you first access ServiceCenter, a login form prompts you to enter your
user name and password (Figure 2-1).

a ServiceCenter - [Login] =] S
@Eile Edit Miew Fommat Optons  List Options Window  Help _|ﬁ||1|

$BhBE ?ea 9

€ Peregrine

Enter login information

S

Mame =l
Password |BOE.HELFDESK. I~
Ca 1 —
Ca 2
Ca 3
Cl 1
Cl 2
Cl 3
CLIEMT SECURITY 1 ®
CLIENT SECURITY 2 o
CLIEMT SECURITY 3 SeNIcecenter
Chd 1
Chd 2
Chd 3 B

Language

Fieady | inzert | login. prompt.g [LUF]

Figure 2-1: ServiceCenter Login form

To log on to ServiceCenter:
Type one of the login names of the sample users in the Name field.

The login is case-sensitive. For example, type BOB.HELPDESK. Notice that as
soon as you type the B, ServiceCenter automatically fills in the rest of the
name since this name is included in the login list.

You can also select the login name from the Name field drop-down list.

2 By default, no password is required for the predefined users.
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3 Select a language if you want to use a language other than the default.
4 Click OK, or press Enter.

Note: When you select a language, ServiceCenter forms are automatically
adjusted to that language’s default form width. This is done to
accommodate the proportions of different languages. In the basic
system, forms in English are widened by 25%. All other languages are
widened to 50%. You can adjust the width further by pressing
Shift+Ctrl+W. This command widens the form in 25% increments. To
narrow the form, press Shift+Ctrl+N.

Logging Out of ServiceCenter

ServiceCenter provides several options for logging out.

To log out of ServiceCenter from any form:
1 Choose File>Exit ServiceCenter from the menu.

A confirmation window displays asking if you want to end the current
session.

2 Click OK to exit.

_01‘_
Click Cancel to return to the current ServiceCenter form.

To log out of ServiceCenter from the Home menu:
1 Click Logout.
' Logout

The logout form displays asking you to confirm that you want to exit
ServiceCenter.

. 2 Click Exit.
_Or_

Click Logout to exit this client session.

-0r-

@ Click Home to return to the Home Menu.
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From the command prompt (administrator client):
1 Type Logout.
2 Press Enter.
No confirmation message displays.
In text mode:
1 Type Logout.
2 Press Enter.
No confirmation message displays.

Note: For information on text mode, see the System Administrator’s Guide.
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ServiceCenter Interface

Each ServiceCenter form displays in a main ServiceCenter window. The main
window contains a menu bar with options that vary, depending upon the
ServiceCenter form that is active. Tool bars and system trays are provided on
each ServiceCenter form displayed in the main window.

Menu Bar Toolbar System Tray ServiceCenter Main Window

Title Bar

SernviceCenter

Call Queue

i -

Current Inbox: lé«ll Open Calls E
Call 1D | Severity | pen Time | Owner | Status | Erief Description =
| Mew
% CALLT0ET 3 2/28/0014:2219 | BOB.HELPDESK Open - |dle Uszers would get logged out after
Search

ServiceCenter - [Disp lay Which SM Calls?]

= @ File Edit Yiew Fofmat Opfions LisiOpiionls  Window Help =l x|
Switch Inbox % %| 25 Q| |
e L B e e YRl Views s
By Dwiner Basic Call Search |Advanced Search | IR Search |

By Assignment Grov Search for Call Tickets Where:

w Call ID: I | ¥ Smart Search
Count Recar
rmsmm—————— |
 Back Contact: : |
Department: | |
Ticket Dwner: | |
Aszsignment: | ¥
| Y]
Severity: | ¥
Status: | ¥
Locatian: | |
Service Contract: | ¥
Selected line iz raw 1 al Compary: | ¥
Feady | ingert | cc.zearch.zervice.g [5]

Figure 2-2: ServiceCenter Interface

30 > Chapter 2—Getting Started



ServiceCenter Home Menu

The ServiceCenter Home menu is the first window displayed after you log on
to ServiceCenter. The Home menu displayed depends on how you are
configured as a ServiceCenter user. This section explains some of the
differences between the user and system administrator Home menus.

Help Desk Home Menu

ServiceCenter ships with a default help desk user profile (BOB.HELPDESK).
When logging on as BOB.HELPDESK, the Help Desk home menu displays as

System
Tray-Logout

Tabs

Application
Buttons

Queues
Button

Marquee

Search
Incidents

Status Bar

follows:

View View System

Contacts Directory ~ Bulletin Password

a ServiceCenter - [BOB.HELPDESK]
@Eile Edit Miew Format Options  List Options Window  Help

sBm|/?eQl9

— O Logout

Change my

View my
Application Profiles

Take New Calls
P 15 [ & Quickly log a resolved issue, or g

- ®
ServiceCenter == = 43 H G

Utilties |Maintenance |

Eniquiry

Query the available knowledge

start a new call record. records for solutions or ideas.

Search Knowledge Base

Queue:

Yiew Work Queues

Usze pre-defined inboxes to
quickly find your workload

Insert/
Overlay

Critical priority problerns.

Indicator

Form
| Name

B You have mail waiting,

| inzert | menu.gui.uzer [LUS]

Figure 2-3: Help Desk Home Menu

The tabs in the form shown in Figure 2-3 access options available to help desk

users.
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Utilities tab

Field Description

Take New Calls Creates new call reports.

Search Knowledge Accesses the ServiceCenter Knowledge Base. See
Knowledge Base - Diagnostic Aids on page 561 for more
information on the knowledge base.

View Work Queues Examines call, incident, and change reports.

Maintenance tab

@ ServiceCenter - [BOB.HELPDESK] =] B3

@ File Edit “iew Fomat Opfions  ListOptons  Window  Help = |ﬁ'|1|
H P e >
0 Logout -

. ® :
ServiceCenter LB |

PRGN

Utilities ~ Maintenance |

... Contacts Subcategories
m Phone numbers, addresses, and B Wiew and edit subcategory
other information. infarmation.

Locations

T . .
(\_ J Addresses and key information
for your business locations.

Wiew and edit probable cause
infarmation.

B Probable Cause

Fieady Fesponge 0,361 draw 0,140 | ingert | menu.guiuser [UP]

Figure 2-4: Help Desk Maintenance tab
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System
Tray: Logout
button

Tabs

Field Description

Contacts Examines or creates contact records.

Locations Examines or creates location records.

Probable Cause Examines or creates probable cause records for Service and
Incident Management. Probable cause records describe
common symptoms and their resolutions.

Subcategories Examines or creates subcategory records for Service

Management and Incident Management.

System Tray and Buttons

a ServiceCenter - [BOB.HELPDESK]
@Eile Edit Wiew Fomat Optons  List Options wWindow  H

sBm|/?eQl9

— ‘ Logout

View View System  Changemy  View my
Contacts Directory ~ Bulletin Password Application Profiles

: ® 5 = e
ServiceCenter' == ¢y 8 (¢ &

Utilties |Maintenance |

Figure 2-5: System Tray and Buttons

Button Function

Logout Closes the ServiceCenter client that you are running. This
does not affect the ServiceCenter server.

View Contacts Accesses a blank contacts record. From this form, you can

Directory search for information about customers.

View System Bulletin  Displays a separate message window containing important
status information provided by your system administrator.

Change my Password  Allows you to change your ServiceCenter password.

View my Application  Accesses a user profile list that displays information about

Profiles your user privileges as an operator and user of the

ServiceCenter applications.
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Technician Home Menu

ServiceCenter ships with a sample user profile for a technician
(SUSIE.SUPERTECH). The Technician Home menu is shown as follows:

Call Remote Manager ~ View my Mail

a ServiceCenter - [SUSIE.SUPERTECH]

@ File Edit “iew Format Cptions Liet Optons  Window  Help _|ﬁ||1|
B P e .
cLogout =
. ® ' '
ServiceCenter e =
ServiceCenter |

.2, orJincidents

Take New Calls Search Knowledge Base
& Quickly log a resolved issue, or g Query the available knowledge

start a new call record. records for solutions or ideas.
Search the knowledge base

My Information

__ Call Queue My Work Orders
. . L=z "
Usze pre-defined inboxes to u Wiew work orders that are
quickly find your workload azzigned to you.
Incident Queue My Change Tasks
Usze pre-defined inboxes to ‘:..ﬂ; Wiew tazks that are assigned to
quickly find your workload oL,

Fieady Fesponge 0,551 draw 0,110 | ingert | menu.gui.technician [UP]

Figure 2-6: Technician Home menu
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Button

Function

Take New Calls

Accesses Service Management to create a call report.

Search Knowledge
Base

Searches the ServiceCenter database.

Call Queue

Allows you to examine call reports.

Incident Queue

Allows you to examine incident tickets.

My Work Orders

Checks Request Management for work orders.

My Change Tasks

Checks Change Management for tasks you need to complete
in a change.

Call Remote
Manager

If installed, accesses the Remote Management application.

View my Mail

Accesses the ServiceCenter Mail utility.

ServiceCenter Home Menu < 35



ServiceCenter

Manager Home Menu

ServiceCenter ships with a sample user profile for a manager
(MAX.MANAGER). Managers have wider ranging capabilities than the other
users, including approval authority. However, managers do not have
administrative functionality.

Check/Send Mail Exit ServiceCenter

a ServiceCenter - [MAX MANAGER]
@Eile Edit Miew Fommat Optons  List Options Window  Help _|ﬁ||1|

d ? 8 Q .
oLogout
ServiceCenter’ = - @®

ServiceCenter |Statistical|nformation |

Service Management Request Management
) [l .
& Quickly manage, document, u Employee portal for requesting
and rezolve incoming calls goods and services.
Incident Management ' Inventory Management
Support your customers with = Detailed information on 1T
comprehensive incident contral. o resources and their relationships.
e Change Management _, Approve Requests
“"7:_ i Minimize business risk and 1 Approve pending service
e promote strategic planning. requests
Root Cause Analysis . Work Management
= & Find the tue roct causes of Q* Help managers efficiently deplay
Tecurrent incidents. ' technical staff.
S Find High Priarity Incidents

Fieady Fesponge 0.340 draw 0,211 | inzert | pm.status. new [LP]

Figure 2-7: Manager Home Menu—ServiceCenter tab

ServiceCenter tab

Button Function

Service Management  Accesses the call queue.

Incident Management Accesses the incident ticket queue.
Change Management  Accesses the Change Management menu.
Root Cause Analysis  Accesses the Root Cause Analysis menu.

Request Management Accesses the Request Management main menu.
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Button

Function

Inventory
Management

Accesses the Asset Management menu.

Work Management

Accesses the Work Management utility if installed. Work
Management is added through a Custom installation.
Refer to the Client/Server Installation Guide for Windows
NT for more information.

Approve Requests

Accesses the Request Management orders which this user
can approve.

Find High Priority
Incidents

Searches the ServiceCenter database for incident tickets
marked as High Priority. The results are displayed in a
QBE Record list.

Check/Send Mail

Accesses the ServiceCenter Mail utility.

Exit ServiceCenter

Closes the ServiceCenter client that you are running. This
does not affect the ServiceCenter server.
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Statistical Information tab

aMAX MANAGER
% ?eQ

0 Logout

- 0] x|

ServiceCenter’ g s = @
ServiceCenter ! Statistical Information |

Incidents by priority
40

a0

20

Ehanges By Category

"2l a] 5] 6] 7]

Application
SgP\fer HW’

1:
&

3 Hardwan

g Move.-"Add.-"Ehange
E:

e

RF|
BFC - &dvanced
Security

Fieady

Fesponze 0,441 draw 0170 | ingert | pm.status. new [LP]

Figure 2-8: Manager Home Menu—Statistical Information tab

Graph

Description

Incidents by Priority

Graphs the number of open incident tickets in the
database based on ticket priority: 1, 2, 3, or 4. Click on a
priority number button in the graph to view tickets with
that priority.

Changes by Category

Graphs the number of changes in the database according
to the change category:

m Application

m Server HW (hardware)

m Hardware

®m Move/Add/Change

m RFC

m RFC - Advanced

® Security

By clicking the corresponding number button in the graph, you can view the
changes listed in that category.
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ServiceCenter ships with a sample profile for a user with system

administration privileges (FALCON). The System Administrator’s Guide

describes in detail the role of the administrator and the applicable

functionality.

Start Command Command Line

a ServiceCenter - [FALCON]

Call Remote Exit
Management

ServiceCenter

ServiceCenter Internal Mail

System Status

Administrator Home Menu

LOgOUt @ File Edit iew Format Cpfions | List fption:  window] Help = |ﬁ'|1|
P !
7?84 il =l
‘ Logout -
" ServiceCenter’ ® —
Services | Suppart | Lltilities | Toolkit |
Service Management T Inventory Management
& Quickly manage, document, b 4 —': Detailed information on assets,
and rezolve incoming calls : contracts, and relationships.
Incident Management Service Level Mgmt.
Support your customers with Drefine and track your service
comprehensive incident contral. level agreements.
Root Cause Analysis i Scheduled Maintenance
“_“ Find the true root causes of @ Set up and execute recurming
Tecurrent incidents. tasks.
Change Management Work Management
Minimize buzsiness rigk and QA Help managers efficiently deplay
promote strategic planning. : technical staff.
gtatus Request Management
ar W/ Empl i
ployee portal for requesting
goods and services. —
Fieady Fesponge 0,381 draw 0.210 | ingert | menu.gui.home [LUF]

Figure 2-9: Administrator Home menu
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Buttons

Button Function

Call Remote Accesses the Remote Management module.

Management

Exit ServiceCenter Logs out of the current ServiceCenter client session.
ServiceCenter Internal Accesses the internal ServiceCenter Mail utility (unrelated
Mail to external email).

System Status Accesses the system status list to display status information

about users and processes.

System Tray Buttons

Button Function

Logout Logs you out of the current ServiceCenter client session. This
button is the same as the Exit button.

Command Displays the ServiceCenter command prompt.

Tabs

Tab Function

Services Accesses the main ServiceCenter applications.

Support Accesses the Contacts, Locations, Vendors, and Models files. See

The Contacts File on page 547 for more information on the
Contacts file. Refer to the System Administrator’s Guide for
information on the Locations, Vendors, and Models files.

Utilities Accesses utilities used to administer and tailor ServiceCenter.

Toolkit Accesses applications that are used to customize ServiceCenter.

Using the Menus, Toolbar, and Buttons

The ServiceCenter main window contains a menu bar. Each menu, except
Options and List Options, has the same choices in each form. The choices in
the Options and List Options menus vary from form to form.

The ServiceCenter tool bar is located at the top of each form. The tool bar

provides shortcut buttons for choosing some of the menu options. Click the
button to take the action represented by the equivalent menu option.
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Many ServiceCenter forms also contain tabs. Tabs allow quick access to other
applications or a set of grouped fields, which eliminates the need to open
additional forms.

Status Light

Status Light

a ServiceCenter - [FALCON]

@Eile Edit Miew Fommat Optons  List Options Window  Help ;Iilll
?78Q | [
.Logout -
. ® -
g |
ServiceCenter @2 @ = m

Figure 2-10: Status Light

The status light in the ServiceCenter Home menu indicates current
ServiceCenter activity. See below for the activity indicator color descriptions
on the ServiceCenter status light.

Activity Status light description

indicator color

Black Scrolling a table while more data is being pulled from the
system.

Blue Packaging data to send to the server.

Cyan Requesting rows of information for a table, requesting active
notes messages/heartbeat, or processing a form event.

Green Ready to interact.

Magenta Building the form.

Red Running RAD code on the server.

Yellow Running RAD code on the client.
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Edit View Format ] File Menu
Frint Screen . . .
Pt Lis The File menu contains these options:
Frinting Options ...

v Client side Load/Unload
Clear Messages

File Menu Option

Description

Lloze
Exit ServiceCenter

Print Screen

Issues a command that prints the current ServiceCenter
window on the printer selected in the Print Setup dialog
box. The Print Setup dialog box is accessed from Client
Page Setup in the Printing Options dialog box. The Print
Screen option only applies to the current form displayed.

Print List

Only available if an inbox or a QBE Record List displays.
The list is printed to the user’s default ServiceCenter
printer.

Printing Options

Displays a dialog box, so you can configure ServiceCenter

printing.

m Client Page Setup—accesses the client platform print
dialog box to select and configure a printer.

m Client Font Setup—accesses the client platform font set
to select a font to be used when ServiceCenter prints a
record.

m Print reports on—allows you to select where
ServiceCenter reports are spooled for printing. The
default is the server printer. An [S] displays in the right
corner of the Status bar of a form if the server printer is
chosen (as shown in Figure 2-3 on page 31). If the client
printer is selected, a [P] displays. You can change this
setting from any ServiceCenter form. Pressing
Ctrl-Shift+P toggles between the two settings.

Note: Selecting Client printer ensures that reports are
sent to a printer connected to the client. This option
only operates when reports are printed in the
foreground. Background print jobs are always
performed using the server printer.

® Limit client reports to <N> pages—sets the limit of
report data sent from a ServiceCenter server to a client.
Reports printed from a client are downloaded from the
server. Some are lengthy, which prolongs the download
time.

Note: ServiceCenter reads client print settings from the
default print settings set within your operating system.
To avoid the need to reset these settings from session to
session, select the appropriate default settings outside
of ServiceCenter. For instance, in Windows you can
make default print selections from the Control Panel.
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File Menu Option Description
Client Side Allows an Express client to perform loads and unloads to
Load/Unload and from the client machine. If this option is not selected,

loads and unloads are performed on the server.

Clear Messages Clears messages in the message pop-up window for the
current client session.

Close Closes the current form. If the form is your starting
ServiceCenter point, you are taken to the exit form to log
out of ServiceCenter.

Exit ServiceCenter Logs you out of the current ServiceCenter session.

Edit Menu and Toolbar Button

D view Fomast Opt Cutto clipboard Copy to Paste from

Cut Chrl+ C|ipboard Clipboard
LCopy Crl+C
Paste Chil+ Close

B > | Close
FEind Cigler "}E’ % g Q 9 application
Clear ] ] 1
Select &l Chled Help on field View Edit window

Messages
Magnify Clrl+t4

Spell Check. Chrl+5

Figure 2-11: Edit Menu

The Edit menu and toolbar buttons provide standard text editing options for
the current ServiceCenter form: Cut, Copy, Paste, Find, Clear, Select All,
Magnify, and Spell Check. To use the Edit options, the cursor must be in a
field. A field is an area where you can enter information. Text must be
selected (highlighted) to use Cut and Copy.

The Edit menu’s Cut, Copy, Paste, Find, Clear, Select All, Magnify, and Spell
Check options can be executed with standard keystroke shortcuts. For
example, Ctrl+X executes a Cut operation in a Windows client. The shortcut
keys differ between platforms. For Windows, the shortcut key is the Control
key. For Windows and other platforms, the keys are displayed in the menu
next to the options.

The edit options also can be executed using the buttons in the tool bar. See
the buttons with descriptions of each edit option described below.

ServiceCenter Home Menu < 43



ServiceCenter

Note: The Cut, Copy, Paste, and Clear options only apply to the current
form. If the field with the same information is repeated in multiple
forms that are related, you need to use an update function to apply the
change to all those forms. The update function is discussed later in this
guide under the various applications.

Edit Option Description

Cut Removes selected text from a field and places the text on a
clipboard. A clipboard is a location in memory where
information is temporarily stored. If you cut text from one
field, then Cut or Copy more text, the new information
replaces the old information on the clipboard. You could
use Cut to remove text that has been entered in the wrong
field, but needs to be placed elsewhere.

Copy Places the selected text on a clipboard without removing
the text from the field. You could use Copy if you wanted
the same text placed in another field.

Paste Allows you to place cut or copied text into a field. You can
repeat the Paste and place the information from the
clipboard into multiple fields, or you can paste the text
into fields in other forms.

Find Searches for and highlights text in the current field.

Clear This is a menu option only. It deletes text from the field
where the cursor currently is located. The text is not placed
on the clipboard.

Select All Selects all of the text in the current field.

Magnify (Edit Opens a pop-up window for editing the text in the current

window) field. The text editor contains the following options to

make text editing easier: Cut, Copy, Paste, and Clear.

Spell Check

The Spell Check Edit option is a standard text spell checker that verifies the
spelling of text for any extended text field, such as the Description field in an
Incident Management ticket, within a document. You can also check the
spelling of a selected word(s) by highlighting and right-clicking the word.
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The Spell Check Edit option is available to Windows clients and Java clients.
The functionality is the same for each client, but presentation of the spell
checker slightly varies for each. Also, access to the Spell Check Edit option is
different for each client type and is described below.

To activate the Spell Check Edit option:

1 Put the cursor in the extended text field in which you want to verify the
spelling of text entered.

For example: You have entered a description of a reported problem in an
Incident ticket and would like to verify the text within this field.

If you choose to have all the text verified within a document, begin the spell
checker.

_07"_

If you want to verify a selected word(s), highlight and right-click on the word.
Begin the spell checker to verify the selected text.

m For Windows clients, choose Edit>Spell Check to begin the spell checker.

<&

m For Java clients, click Spell Check in the tool bar or press Ctrl+S.

2 You are prompted with the Check Spelling dialog box where the words are
verified for correct spelling against the spell checker’s dictionary.

Check Spelling

Mot in Dictionary: :
IdEEEd Ignare Al
Suggestions: Add
= A
seemed _I Change |
heed hd
Change &)l
Add words fo:
Issceam.tlx j Suggest
nde | DOptions... | Qictionaries...l Help... | Cancel |
Fhone iz going iEE=s intermitttently ;I
L]

Figure 2-12: Check Spelling dialog box
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The Spell Check Edit options presented in the dialog box include:

Spell Check Edit Option Description

Ignore Tells the spell checker to ignore this word and
continue checking the rest of the text.

Ignore All Tells the spell checker to ignore this word or
highlighted text and continue checking the rest of
the text.

Add Adds a word to the dictionary, so that the spell
checker recognizes it as a valid word.

Change Changes the misspelled word to the suggested word
highlighted in the list of Suggestions.

Change All Changes all the words that are equally misspelled to
the suggested word highlighted in the list of
Suggestions.

Suggest Suggests a replacement word from the dictionary

and displays in the list of Suggestions.

3 When the spell checker is finished processing all the suggested changes and
additions, the following prompt displays: The spell check is complete.

4 Click OK to return to the previous form.

Note: ServiceCenter is using Wintertree Software's Sentry Spelling Checker,
which uses Standalone Windows help engine (WINNT\winhlp32.exe)
to display the help file. Therefore, if you open Help and then cancel the
spell checker or exit ServiceCenter without closing the Help dialog
box, the dialog box does not automatically close.

Options within the Check Spelling dialog box
When the following options are selected, the spell checker works as explained
in each option below.

Dialog Box Option Description

Ignore capitalized Ignores words that are capitalized, yet not at the beginning
words (e.,g., Canada) of a sentence.

Ignore all caps words  Ignores words, such as acronyms, that are all in uppercase.
(e.g., ASAP)

Ignore words with Ignores words that contain numbers. Do not consider
numbers (e.g., Win98) these misspelled.
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Dialog Box Option

Description

Ignore words with
mixed case (e.g.,
SuperBase)

Ignores words with mixed case. Upper and lower case
within a word is acceptable.

Ignore domain names
(e.g., Xyz.com)

Ignores domain names, which are not contained in the
dictionary.

Report double words
(e.g., the the)

Reports double words as errors, so that the second word is
highlighted and can be deleted.

Case sensitive

Looks for case-sensitive words. For example, if the month
of april is all lower case, suggest the correct spelling of
April.

Phonetic suggestions

Suggests words that sound the same as the misspelled
word that has been identified.

Typographical
suggestions

When a word has been identified as being misspelled,
suggests a list of similar words with their correct spelling
from within the dictionary.

Suggest split words

Suggests words that should be split. For example, if the
spell checker identifies a word, such as follow-up, that
should be split, suggest correctly splitting up the word into
follow up.

Auto correct

When the spell checker identifies a misspelled word and
the operator clicks change, automatically corrects the
word to the suggested word in the list.

Main dictionary
language

If there are several language versions of a dictionary within
the spell checker, selects the main dictionary language to
be used, such as English.

Suggestions

When the spell checker looks for suggestions from the
dictionary for misspelled words, uses one of the following
processes to determine how accurately and efficiently the
suggestions should be found.

m Fast but less accurate—use fast search with suggested
results not being totally accurate.

m Moderately fast and accurate—use a moderate search,
which results in a more accurate list of suggestions.

m Slow but accurate—use a slow search and have the
results be as accurate as possible.
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Dictionary options

Dictionaries are what the spell checker refers to when checking text for
misspelled words within an extended text field. You can add, delete, import,
and export words and word files. You can also add, create, and remove
dictionaries so that you have multiple dictionaries, custom dictionaries, or a
single dictionary.

Note: English only language dictionaries are supported.
Multiple language dictionaries are not supported at this time.

To work with dictionaries:

» Open the Spell Check Edit option and click Dictionaries in the Check
Spelling dialog box.
m Click Add File to browse through your directories and add dictionary files
to the Spell Check Edit option within your client.

Note: You can add a file, but this option is not supported at this time.

m Click New File to create a custom dictionary and add it to the Spell Check
Edit option within your client.

m Click Remove File to delete the dictionary from your Spell Check Edit
option files.

Note: Be sure you are removing the correct file when you click Remove File,
as the file is automatically deleted without any warning.

Preferences

The Preferences Edit menu option contains Accessibility options that are
available only to the Java clients. Java clients can choose to use the
Accessibility options to gain optimum use of the ServiceCenter system.

To access the Preferences Edit options:

1 Choose Edit>Preferences>Accessibility.

2 From within the Accessibility Edit menu option, you have three choices:
a Access All Fields

Check this option to enable installed assistive technologies to read through
tabbed fields, including read-only fields, on any ServiceCenter form, such
as an Incident ticket.
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Wl Format  (pfion:
v Tool bar
v Status bar

Key numbers

v Tray caplions
Tall tray

v Dock tray on top

v Active notes
Prompt for save

v Command Line

v Record list

v fAttachments

v Form name
v Screen name

b Disable Animation

Check this option to disable the blinking status light and messages within
the status bar. This helps to ease any distractions caused by the blinking
status light or flashing messages within the status bar.

¢ Ignore Server Tab Order

If this option is selected, the hard-coded tab order is overridden, allowing
the user to use top-down, left-to-right tabbing.

View Menu

The View menu allows you to configure the features displayed in each
ServiceCenter window. When an option is selected, a check mark (v")
displays next to the option. The View menu contains the following options:

View Menu Option

Description

Toolbar Displays the ServiceCenter toolbar below the menus.

Status bar Displays the ServiceCenter status bar at the bottom of the
window. The status bar is discussed later in this section.

Key numbers Replaces the icons on the system tray buttons with the

function key (F Key) number and a label for each option.
For example:

H S ave becomes  F4.caue |

Tray captions

Displays captions on the system tray buttons.

Tall tray Changes the height of the system tray from one row of
buttons to two rows of buttons.
Dock tray on top Places the system tray at the top of the form. If this option

is not chosen, the system tray sits above the status bar at
the bottom of the form.

Active notes

Instructs ServiceCenter to display the messages in a
pop-up window. Active Notes must be selected for the
ServiceCenter Publish and Subscribe feature to update
messages, marquees, and graphs. Publish and Subscribe is
discussed in the System Tailoring guide. If this option is
not chosen, the messages appears at the bottom of the
form.

Prompt for save

Instructs a ServiceCenter client session to ask if you want
to save any unsaved changes before exiting the record.
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View Menu Option

Description

Command Line

Displays the ServiceCenter command prompt to enter
commands for accessing files, running applications,
queries, scripts, and command shortcuts, searching
command shortcuts, and changing the currently-active
menu in Menu Manager. This menu option is only
displayed for a system administrator.

Record list

Displays the QBE Record list in a split interface at the top
of a record, allowing the user to quickly browse records
without switching forms. Clearing Record list from the
View menu causes the QBE Record list to display in a
separate window.

Attachments

Enables using and accessing attachments in forms.

Form name

Displays the name of the current form in the status bar.

Screen name

Displays the current screen name in parentheses in the
status bar.

Format Menu

The Format menu has one option: Font. This option displays a dialog box
that allows you to change the font display in all the ServiceCenter forms in
your current client session.

Font style:

.
Myriabdbd_215 LT 300
Myriatdtd_215 LT 500
MyriabM_215 LT 700 =

IHeguIar

Italic
EBold

Bald Italic

— Sample

| AaBbvyZz

Script:
IWestern hd l

Figure 2-13: Font dialog box
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The Font dialog box contains the following fields:

Font Dialog Box Option  Description

Font Sets a new font.

Font Style Specifies how the font displays: Regular, Bold, Italic,
or Bold Italic.

Size Sets the font point size (the font dimensions).

Sample Provides an example of the selected font settings.

Script Not applicable.

Note: The availability of fonts depends on what fonts are installed on your
system. How a font displays depends on the type and size of the font.

Sans serif fonts have no tails on the characters. Helvetica is a sans serif
font.

Serif fonts have tails. The font used in this guide, New Century
Schoolbook, is a serif font. Times is a common serif font that is used on
many systems.

Variable fonts have different widths for each character. Helvetica and
New Century Schoolbook are variable fonts.

Fixed fonts have the same width for each character. Courierisafixed
font.

Using font styles such as Bold or Italic also affects the spacing of the
characters on a form. If labels are being clipped in the forms, select a
different font, style, or size.

Options Menu

The selections available under the Options menu are dependent on the
current ServiceCenter application and user profile record settings. The
Options menu offers additional functionality tailored to specific forms.

Refer to the individual application chapters for information about Options
menus.
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List Options Menu

Record List must be selected in the View menu for the List Options menu to
be active. If Record List is selected, the List Options menu becomes available
when a list of records is being viewed. The selections available under List
Options are used to control the list of records, and are dependent on the
current ServiceCenter application.

If Record List is cleared in the View menu, some of the selections available
under the List Options menu may be available under the Options menu.

Help Menu

The Help menu provides online information about ServiceCenter. The Help
menu contains two options:

Help Menu Option Description

Help on Field Provides general, online information about the field
where the cursor is located. A box at the bottom of the
form displays the help information.

Press F3 (end) to exit Help and return to the current form.

About ServiceCenter  Displays a window providing the ServiceCenter release
number plus network, system, and hardware information
about the client and server.

Click OK to close the window.
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Toolbar Buttons

In addition to the Cut, Copy, Paste, and Edit window buttons, also available
as Edit Menu options, and the Help On field button, available as a Help
Menu option, the toolbar includes the following buttons:

Toolbar Button Description

a View Messages Displays a message pop-up window showing any
messages currently in the status bar at the bottom of the
form. An asterisk (*) preceding a message in the status bar
indicates the message has multiple lines. To see all
message lines in their entirety, click View Messages.

Active when error, alert, or warning messages are issued,
but not for status messages, such as Ready. The color of
this visual icon indicates the type of message waiting: Blue
is a call to action, black is informational, and red indicates
an error message. When messaging is active,
ServiceCenter automatically displays the message
window when a message is issued.

3' Close Application Returns you to the previous ServiceCenter application
you were running. This option avoids repeatedly clicking
Back and operates in a hierarchical method. If you are
down one level from the Home menu, you are returned
to the Home menu. If you are in a utility or application
within one of the primary applications or utilities, such as
Incident Management, you are returned to the previous
level of the application or utility. For example, if you are
searching the knowledge base from an incident ticket,
Close Application returns you to the incident ticket.
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System Tray Buttons, Function Keys, and Pop-Up Menus

The system tray buttons represent standard ServiceCenter functions that are
available for the currently displayed form. These options are also available by
using function keys.

Note: Functions accessed by system tray buttons and function keys can also

be launched from the pop-up menu, which is accessed by clicking the
right mouse button.

Function Description

V ()4 OK Saves the information in the current form or executes the
action to be taken by the current form, then exits to the
previous form.

s Add Add Creates a new record from the information in the current
(F2) form.
) Mew ‘ New Opens a form to create a new record.
(F1)
Refresh Updates queues.
(F2)
@ Logout Logout Logs you out of the current ServiceCenter client session
(F3) (from the Home menu only).
5y Back Back Returns you to the previous form.
(F3)
K Cancel Cancel Returns you to the previous form without saving any
(F3) changes you have made to the record.
[ Save Save Saves any changes you have made to the current form.
(F4) Save is used in some applications to save a new record.
7 Delete Delete Deletes the active record.
(F5)
\ﬁb Search Search Searches (queries) the ServiceCenter database for a record
(F6) matching the search criteria.
\m | F7 Displays a list of related views (forms) for the currently

accessed application or utility.
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Function Description
Find Searches the database for values for the field where the
(F8) cursor is placed. the record for the resulting information

displays. A list of possible records displays if multiple
records match the search criteria. If no matching records
are found, an error message displays. Refer to Fill and Find
Functions on page 68.

Clear Removes any data that has been entered in fields.
Fill Searches for values to populate the field where the cursor
(F9) is placed. A list displays with possible entries for the field.

The Fill function automatically fills the selected field and
any linked fields with the appropriate information. For
example, this feature populates an incident ticket with
asset information when a Logical Name is specified.
ServiceCenter looks at a link record for the information
required. If no matching records are found, an error
message displays. Refer to Fill and Find Functions on

page 68.
Next Access the next record.
(F10)
Previous Access the previous record.
(F11)

A pop-up menu with options displays by holding down the right mouse
button. Options available vary, depending on the form.

Function keys (F keys) also access these options. The function keys for each
option are displayed in the pop-up menu.

The function key numbers can be displayed on the system tray buttons by
choosing View>Key numbers from the menu bar.
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You can also access a pop-up menu by right-clicking a field (such as the
Contact field) that contains data that has been selected.

@ File Edit “iew Fomat Options List Options ‘Window Help ;Iilll
z8Q 9 | =
/ Ok x Cancel (-( Previou )) Mext - = Clone H Save &= Undo 4= Close . Find + Fil O Clacks
Incident 10 | Status | Unassigned | Contact Mame lﬂ
CalLL10m Open - Linked falze PETERS. JEFF
CALL10ME | Open-Idle falze GEMOO0043
CalLL100z Open - Linked falze BROWH, NICHOLAS
8/32+ IvI
Call Detail | Update | Resalution Detail | Required Actions | Related Records =
Call 1D: CALL1007 Status: Open - Linked
Cortact Mame  [OCOMMELL, STACY 2| Owner EOBE.HELPDESK
Full Mame: [Stacy [DCornel Categony: [shared infrastructure
Email: |Stac:y.D'Eonnell@peregrine.com Subcategony: |w0rkgr0up
Faprall Mo.: | Froduct Type: |applicati0ns
Corp Struct/Div: | Frablem Type: |0ther
Phone: {65 775 5505 Ext: [212 Azsignment: [SOFTwWARE
Fax: [E5)77a8508 Severity: Lo
r =
Enter e —
e o)
Site Cate ok o Site
Location: |F'F|GN.-"Singapore Frojected Camcel F3
Fioom/Floor Ref: | [14 Save F4
Cost Center: — Cause cg Undo F&
User Type: | Aszzet |D:| Close F7 [T
Company: |F'F|GN Type: Find Fa fer
Waoder | Fil [l
r Next. F10
History: Previous F11 —
Clocks F12
\Windows user iz having problems downloading a binary file in terminal =
~|
Fieady Fesponge 0,230 draw 0.271 | ingert | co.incident. gloe. edit.incident] [LUP]

Figure 2-14: ServiceCenter Window with a Pop-up Menu Displayed

You can then cut or copy the selected text and paste the text into another
field, including a field on another form.
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Field Buttons

ServiceCenter forms contain the following four field buttons, which perform
the designated function for the associated field:

Button Function

g Fill button Activates the Fill function for a field. If partial information
is entered, the appropriate records are accessed to fill in the
associated information.

| Downarrow Accesses a drop-down list with selections for a
combination box.
2 Find Accesses a list of all possible entries for a field.
0 Dot Accesses a QBE Record list to change a value in a read-only
field.
Status Bar
«| | B
Fieady | Fesponge 0.210 draw 0.70 | inzert | contract. general glcontract. zearch] [UP]
Active
Messages Response/Draw  Insert/Overlay mode ~ Form name Screen' name Printer

Figure 2-15: Status Bar

Status

When the Status bar option is selected in the View menu, the following
information displays for both ServiceCenter and the current form.

The status bar displays:

Displays error and informational messages

Indicates whether insert mode is active on the user’s keyboard

Provides the current form name

Provides the current screen name

m Indicates which printer is active

ServiceCenter Home Menu < 57



ServiceCenter

The status area displays the status of the current form, error messages, and
ServiceCenter information. The status area tells the user what is or is not
happening in the system. For example, the status area can read:

m “Ready”—the system is ready for user input.

m “Please specify a Category”—a required field, Category, was not
populated.

m “Invalid syntax for query”—a query was entered improperly.

Different icons appear in the status area depending on the type of message
displayed. For example, if a required field has not been populated, a red
exclamation point displays.

The status area only displays a single line of text. If a message has multiple
lines of text, an asterisk appears at the beginning of the message. The entire
contents of the message area can be viewed in the Message Popup Window
by selecting the View Messages button located in the tool bar or clicking the
icon in the status bar.

Response/Draw

Toggles the Response Time Monitor (RTM) parameter and activates the
statistics in the status bar of the current form.

m Response—This is the response time of the server and the time spent
executing the RAD code when the system leaves one form and enters
another.

m Draw—This is the time the system takes to redraw the form when
changing the forms.

Insert/Overlay

Indicates if the keyboard is in the Insert or Overlay mode for entering data in
the form.

m Insert mode allows you to add new text without disturbing the text that is
currently in the field.

m Overlay mode allows you to type over existing text.

You can toggle between the modes using the Insert key.
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Form and Screen Name
ServiceCenter has both forms and screens.

m Form name—refers to the format file that stores the attributes of the form
being viewed.

m Screen name—refers to the display screen file that defines the functionality
of the form displayed. A user can access this record to tailor each form
individually.

The name of the current form displays on the right side of the status bar. The
screen name displays to the right of the form name in parentheses.

It is possible to toggle on and off in the View menu the form name and screen
name.

Printer Selection

Fields

The letter immediately to the right of the form or screen name indicates the
printing set up.

m [S]—Printing from this session outputs to the server’s default printer.

m [P]—Printing from this session outputs to the client’s default printer.

It is possible to toggle between the two printing options.
m Press Ctrl + Shift + P.
m Choose File>Printing Options.

Fields are areas of the form where pertinent information for that record
appears. That information might be an asset name or a description of a
problem. You can enter information into some of these fields while other
fields are filled in automatically by ServiceCenter. You can determine the
type of a field by its display.

Data entered and displayed in the fields is stored in the appropriate
ServiceCenter records.
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Required Fields

Required fields are those fields necessary to complete a form. For example, if
you are opening an incident ticket, a category is required.

These fields are denoted by a red triangle in the upper left-hand corner of the

field.
Call Detail | Resolution Detail |
Callb- CALL1O01 2
Required field Hﬁontact Hame: nT= E|)
Full Mame: | |
Ermnail: [
Payroll Mo.: [

If you do not enter data in this field before saving the record, an error
message displays. In some forms, a list of possible values displays.

Protected Fields

Protected fields are those fields you cannot modify. Using the incident ticket
as an example, the incident number field cannot be changed when you have
accessed an existing incident ticket.

Which fields are protected is dependent on the form you are in and the
configuration set up for you. Although you can place your cursor in a
protected field, you cannot edit that field.

Working with Multiple Sessions

Working with multiple sessions on your desktop is a handy and efficient
option that allows you to perform multiple tasks within the same client’s
desktop.

For example: You can open a call in Service Management, search for
changes in Change Management, or open a new incident in Incident
Management, all within the same client.

To maneuver to and from each task, click the window you wish to make
active to bring it to the front, allowing you to work in the selected task. When
you are ready to move to a different session, either minimize the window you
are currently in or click the next window to make it active and bring it to the
top of your tasks.
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Figure 2-16 displays working within multiple sessions in the Java client. For
the Java client, select the sessions you would like to open from the tree
navigation.

ServiceCenter 4.0 Java Client - Microsoft Internet Explorer
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----- i System Bulletin

™ |Search Incidents

Cannot access the... false BROWYN, MCHOLAS
CALL1003 Open - Linked Wieh broweser not . false HAWTHORME, GREG
CALL1004 Open - ldle Email server not re... false KEMTRER, JAMES

il System Status pepal [PRGNAWarminster o i 2
B J Toolkit RoomiFloor Ref: I Ig Cause code:
-] Utities

Selected Row: 1 Total Rows: 64

Figure 2-16: Working with Multiple Sessions in the Java Client
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Multiple Display Interface (MDI mode) versus Single Display
Interface (SDI mode)

In Multiple Display Interface (MDI mode), ServiceCenter can display
multiple ServiceCenter windows within an overall client session window.
The menu bar remains displayed at the top of the main ServiceCenter
window, and each form displays within the window. The system tray and
toolbar display on each form within the window (Figure 2-18 on page 63),
not at the top of the main ServiceCenter window as shown in the Single
Display Interface (SDI) mode (Figure 2-17 on page 62).

ServiceCenter - [Display Which SM Calls?] IH[=] B3

@ File Edit Yew Format Opfions LisiOpiions  Window Help == x]
tmal 2 eqle
< Back JMew  S¥0Seach %ol Clear 0 Find 4 Fil T views '|
Basic Call Search | Advanced Search | IR Search |
Search for Call Tickets Where:
Call ID:; || | M Smart Search
Aszet ID: | |
Contact: | |
Department: | |
Ticket Dwner: | |
Assignment: | ¥
| v
Severity: | ¥
Status: | ¥
Locatian: | |
Service Cantract: | ¥
Compaty: | ¥
Fieady | ingert | cc.zearch.service.g [5]

Figure 2-17: ServiceCenter in SDI Mode
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If you wish to change to SDI mode, contact your system administrator to
have the MDI feature disabled.

E’§a| i‘,|
=

Call Queue

&)l Open Calls ¥

| ¥
-
=
=
=
=
=
=
=
=
=
=

Figure 2-18: ServiceCenter in MDI Mode
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Record List mode versus Document mode

Users usually want QBE Record lists to display together above a form
displaying data from one record on the list (Record List mode). Information
from the highlighted list entry displays in the body of the form.

ServiceCenter - [Call CALL1006] IH[=] B3
- File Edit ¥iew Format Options ListOptions ‘“Window Help 18] =l
$BE ?eql 9

WOk 3 Cancel €4 Previous 39 Nest - Clone [ Save @ Undo 4 Close . Fird 3 Fil (D) Clocks
incident.id | open | description | unazsigned | cohtact narme =

—
CALL1007 Open - |dle Windows user iz having £ false OCOMMELL, STACY
CALLT00S Open - |dle cut and paste not availab falze MILLER, ADuék
CaLL1009 Open - ldle Her powersaving feature | falze CHaM, HEATHER
CALL1O011 Open - |dle On multi-part formes, the pr falze HELFDESK, BOB LI

Call Detail | Update | Resalution D etail | Required Actions | Related Records

Call ID: CALL1006 Status: Open - Linked
Contact Mame  [MILLER, ADAM =] Owner BOB.HELFDESK.
[MILLER, ADAM ¥/ #®| Categoy: [prirting [
Full M ame: IAdam Miller Subcategony: Ihardware [
Email: IAdam.MiIIer@peregrine.c:om Product Type: Iprinting hardware =]
Faproll Mo.: | Froblem Type: Iinkiet [
Corp Struct/Div: | Aszsignment; IDNSITE SUFPORT
Fhone: [#70) 455-7654 Eut: |211 Severity: l‘\/ery Low
Fau: IW [T Total Loss of Service
Fieported By different from Contact Mame ol Motify By: E rnail ¥
Site Category: IB - M ajor Site
Projected SLA: IMaster Site B Severity 5
Location: IF'FEGN.-"AtIanta [ [T Failed Entitlement
Room/Flaor Fef. | [23 Cause code: | [
Cost Center: I—l_ Critical ser Agszet |D: [2damPC [
Uszer Type: | Type: Ipc:
Company: IPHGN Model: IDEDD
[ Critical Assst
History:
Uzer iz tying ta print and iz getting the ermor message DEVICE MOT AMVAILABLE. -
5

Fieady

| inzert | incidents.qbe.g [S]

Figure 2-19: QBE in Record List Mode
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If you prefer, you can change the interface to display the QBE Record list in
a separate window.

@ File Edit “iew Fomat Options List Optons  Window  Help ;Iilll
7084 || =l
oy Back | Mew — Refresh Court -
Incident ID [ Open Ti

v Tool bar
v Status bar

Key numbers
v Trap captions
Tall tray

v Dock tray on lop

v Active notes
EBrompt for save
v Command Line

v Attachments

v Form name
v Screen name

1k41007

03/08/01 16:11:57
03/08/01 16:11:37
11/25/02 11:42:58
03/08/01 16:12:37
03/08/01 16:12:35
02/26/02 15:58:41
03/08/01 16:12:54
03/08/01 16:12:03
03/08/01 16:12:00
03/08/01 16:12:57
03/08/01 16:12:03
03/08/01 16:12:06
03/08/01 16:13:15
03/08/01 16:1312
01/23/01 16:30:13
03/08/01 16:14:43
03/08/01 16:14:46
03/08/01 16:14:44
03/08/01 16:14:54
03/08/01 16:14:51
03/08/01 16:14:53

4

B L e R o o e L LR =N

| Severity Code l;l
4 |

2164+ -
3

11002 12/29/00 10:16:43
11003 12/29/00 10:18:46
141004 12/29/0010:25:38
141005 12/29/0010:27:19
141006 12/29/00 10:28:04
141007 12/29/0010:23:04
11008 12/29/0010:30:11
141003 12/29/00 10:33:51
11010 12/29/0010:35:13
141011 12/29/00 10:36:44
1012 12/29/0010:37:23
11013 12/29/00 10:44:12
11014 12/29/00 10:46:41
11015 12/29/00 10:51:02
1016 12/29/00 10:53:05
1017 12/29/00 11:02:45
IM1018 12/29/00 11:04:26
11013 12/29/0013:11:16
11020 12/29/0013:12:19
11021 12/29/0013:13:08
IM1022 12/29/0013:14:02
4]

Fieady

Fesponge 0,81 draw 0220 | inzert | probsummary. gbe. glapm.list. problems] [UF]

Format  Option: 1

Figure 2-20: QBE list with Record List Mode Turned Off (Document Mode)

To turn off the QBE Record List mode:

Search for a record (for example, an incident ticket or call report) in any of
the applications (for example, Incident Management or Service

Management).

The record displays with the QBE list at the top of the form, as shown in
Figure 2-19 on page 64.

Choose View>Record list to clear the option, which is selected.

Click Cancel or Back to return to the previous form.

The QBE list is now displayed in a separate window, as shown in
Figure 2-20 on page 65. This change is saved when you log out. The change
affects only your account.

You can change back to QBE Record List mode at any time by choosing

View>Record list on the menu.
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Automatic Refresh of Record List
The record lists can be updated to display records that have been added. After
arecord is added you must close the function that is being used and re-open

the function to display the added record. See the System Administrator’s
Guide for more details about this feature.

Finding Data in Extended Text Fields

There are numerous extended text fields in ServiceCenter, such as the
Incident Details field in an incident ticket, that contain large amounts of
data, making it difficult for you to search through the history of a reported
incident and find what you need. ServiceCenter includes a find capability
that helps you easily find the information you need.

When you’re in an extended text field, such as a lengthy description of an
incident in Incident Management, you can initiate a search within that field
to find the information you need.

To initiate a search of a text field:
1 Place your cursor in the extended text field you want to search.

2 Click Edit window.
An editing shortcut window displays, displaying the selected text.

ServiceCenter - Edit Popup Window - [Re = |EI|1|
File  Edit

[Try saving and restoring clisnt printer setup info to the scuser.ini file. This info is -
provided to:<%T wvia the PRIMT_RCD structure. Here iz a snippet from the =T
docs:

"t'ou get a PRINT_RCD with a call to swt_print_create. & PRINT_RCD is a "flat"

data structure, o you can save it to a file and read it back using the size retumed
b wet_print_create. |f you load from a file, then vou should check its validity with a
call to wwvt_print_is_valid before passing it to other 3T functions, "

‘Wie need to test thiz on all platforms before declarig the SCR complete.

3 Choose Edit>Find or press Ctrl + F.
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A dialog box for searching the text field displays.

Find What: | Find Next |
Search: &I

Up [ Match Case
Down =l " Find Whole Words Only

4 Select the appropriate options for your search from the following table.

Field Description

Find What Initiates the IR Expert search so that you can locate specific text
within the field.

Search Allows you to search the extended text field and find historical

data or comments without having to scroll through multiple
lines of text.

Match Case Allows a search for specific words or phrases that match the
‘case’ with which they were typed. For example, all capitalized
letters and lower case letters should match the original typed
text. This helps you to locate instances where acronyms may
have been used, helping to limit your search so that you can
quickly find what you need.

Find Whole Words Allows the search to find only instances where whole words are
Only used (Partially typed words are not located.).

Cancel Allows you to cancel the search and return to the View
Messages window.

5 Click Find Next.
The first instance of the search is highlighted.
6 Click Find Next again to find the next instance of the search.

7 When you are finished with your search, exit out of the shortcut editing
window.

You are returned to the original field where you started the search.
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Case-Insensitive Mode in P4 Database

Case-insensitive mode exists so that you can enter user information into the
P4 database without having to consider the case sensitivity of the alphabetic
lettering. This optional mode can be very useful, since you do not have to be
concerned with whether or not database information has been entered in all
uppercase, all lowercase, or first letter only as uppercase, etc. Before you
consider turning on the case-insensitive mode, read all about it in the
Database Management and Administration Guide, so that you are aware of the
ramifications of turning on, and back off again, this optional mode.

Fill and Find Functions

The Fill and Find functions query the database for information, such as
component or location. The query can be done from another ServiceCenter
application. For example, data from an asset record in Asset Management
can be accessed from an incident ticket in Incident Management.

- Note: The down arrow to the right of a field, accesses a drop-down list of
possible entries for a field.

Fill Function

Fill Functionality for a Single Field

The Fill function allows you to quickly enter data into a record, such as an
incident ticket. If partial information is entered in a field, the Fill function
finds the appropriate record and adds any related information. For example,
if you enter Br in a name field and click Fill, ServiceCenter finds the record
for Nicholas Brown, along with the assets linked to his contacts record.
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To use the Fill function for a single field:

Place the cursor in the field that you want to fill.

Do one of the following:

m Click Fill to the right of the field, if available.

m Click Fill in the menu bar.

m Press F9.

A QBE Record list displays with possible entries for the selected field.

Note: If Fill functionality isn’t available for a field, you receive the following
error message: No link exists for this field; fill function cannot be
performed.

Double-click the record you want to use.
The field and any other related fields are filled.

Fill Functionality for Array Fields

The Fill function for array fields allows you to select multiple values for the
array.

To use the Fill function for a multiple fields:

Place the cursor in the first field that you want to fill.

Click Fill or press F9.

Select the appropriate record(s) using one of the following methods:
m Click Fill All if you want all records added.

m Select all records one at a time by clicking each row that contains the
record you want to add.

m Choose Options>Toggle Multiple Selection. Toggle Multiple Selection
allows you to select more than one record at a time.

When Toggle Multiple Selection is activated, the title bar reads, “Select
Related Records Multiple Selections are ENABLED.” (If the Toggle
Multiple Selection is not activated, the title bar reads, Select Related
Records Multiple Selections are DISABLED.”)

Each time you select a record, a message displays in the status line
indicating, # records filled, where # is the total number of records selected
thus far.
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Find Function

The Find function allows you to locate data for selected fields by accessing a
related field in a different ServiceCenter file. Certain fields have link records
that allow Find to locate related details for that field. Find locates and
associates records for fields, such as asset, logical or contact names, locations,
vendors, or users (for example, Reported By in an incident ticket).

A record can be viewed or modified within the application in which it was
created. As an end-user, your options are determined by the rights assigned
by your ServiceCenter administrator. For example, you may be able only to
view, not modify, Asset Management records.

To use the Find function:

1 Inany editable form, place the cursor in the field where you want to view the
related ServiceCenter records. You can enter partial data in a field to narrow
the search.

2 2 Click Find, or press F8.
A record with information related to that field displays.

Ifno records are found, or the selected field is not linked to the Find function,
an error message displays in the status bar.
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The result of a Find query run on a Reported by field in a call report is shown
in The Contacts File on page 547. The Contact Information form displays
with information about the name (Brown) entered in the Reported by field
on the call report.

& ServiceCenter - [Contact Information: BROWN, HNICHOLAS] [_[O] %
@ File Edit “iew Fomat Options List Options ‘Window Help = |ﬁ'|1|
s 28 Q | =l
/ ()8 x Cancel (( Previous }) Mext s Add E Save 11 Delete ~  Fird + Fil

Contact Mame | Last Mame | First Marme | Fhone | Extension | D epartment | Compariy [«
BUTLER. RICHARL Butler Richard (800) 422-5505 328 ACME /Customer Su ACME
CHAN, HEATHER | Chan Heather [619) 455-7654 214 ACME/Executive | ACME
EMPLOYEE. JOE | Employes Joe [317) 455-5476 505 PRGM/Marketing | PRGN

1730 =

Contact Information

Business |Address |E0ntactNumbers |Misc: |E0mments |Attachments |F'0rtrait |

Contact Mame: [BROWN, NICHOLES Last Mamne: [Brown |
Ermployee ID: [sCMEOODOS | First Mame: [Micholas |
Primary Asset: [sCMEpcOTz E[A] W alid From: —
Caompany: ACME [El} To: —
D ept Name: | Adminiztration [El} Company Code: |
Title: [5r. Administrative Assistant =] Cost Center: |
Group: 7 Perzonnel Area: |
Shift: [dy Subarea: [ =
Ermnail: [NickBrown@acme.com User Type: |
Manager: BUTLER, RICHARD B]  Payrol 7
Service Contract: CHE US =l ServiceCenter [D: |
Corp Struct/Div: ACME /A dministration [El} Critical User r

Fequirez Entitlement r

Figure 2-21: Contact Information Record

To leave the related record, do one of the following:
» Click Cancel, OK, or Close.
-or-
» Press F3 to return to the form from which you ran Find.

Note: The information from the record is not placed in the form from which
you accessed Find. Use Fill to enter data automatically.
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Changing the Column Headings in a QBE Record List

You can change the information included in a record list by changing the
columns that are displayed in the list.

To change the columns in a QBE Record list:

1 With the QBE Record list displayed that you want to modify, choose List
Options>Modify Columns (or the Options menu if Record List mode is not
active).

A form displays that allows you to select the columns you want to change in
the record list.

a ServiceCenter - [Choose Columns that You Want on Your Grid] M=k
@ File Edit “iew Fomat Options List Optons  Window  Help = |ﬁ'|1|
BN £ SO » td =]
/ . . |
oy Back =) Proceed  Ingert Line Delete Line
Fleaze select the fields that are to appear in the QBE list
||Inc:identID ot JI= Usze Default
[Dpen Time =l
[Update Time =l
[Status =l
|Eategory =l
|[Erief Description =l
| =
| =]
Fieady Fesponze 00471 draw 0.240 | ingert | chooge. columnz.g [UP]

Figure 2-22: Form for Modifying QBE Record List Columns

2 Click the Down arrow for each column you want to change, then select the
new heading from the drop-down list.

3 If you want to add a column, select a column heading from the drop-down
list next to a blank field.

4 Ifyou want to add a column heading between two existing headings, place
the cursor in the field below where you want to add a new line. Click Insert
Line.

5 Ifyou want to delete an existing line, place the cursor in the field you want to
delete. Click Delete Line.
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6 When you have completed your selections, click Proceed.

The QBE Record list displays with new column headings and related
information filled into the list (Figure 2-23 on page 73).

_Or_
Click Back to cancel your selections.

Note: The changes you make to the columns are saved when you log out.
These changes are made to your account only and do not affect other

users.
a ServiceCenter - [Update Incident Humber 1M1003] M =]E3
@ File Edit “iew Fomat Options List Options ‘Window Help _|ﬁ||1|
. T8 Q » i =
‘/ QK x Cancel ({ Previou: )} Mext m Save p Undo 4= = Close ,f_ﬁ Find 4 Fill o Elocksll
o
Incident 1D [ Open Time [ Update Time ( [ Severity Cade DStatus [ Cateqary IS
Ik10003 11/26/0217:30:35 | 12/03/02 11:29.42 alert stage 3 client spstem
141001 12/29/0010:13:57 | 10A10/0214:3259 | 4 updated telecoms
11002 12/29/0010:16:43 | 03/08/01 16:11:57 | 4 it stage 3 netwirk
a ServiceCenter - [Choose C ' You Want on Your Grid] M=k
IM1004 1202301025 @) File Edit View Fomnat e window  Help R
q b B3 ?T e G M =
o ) n|—
oy Back =) Proceed  [nsert L elete Line 1=
IM1003
Pl lect the fields that are b EE list
ncident Title: [Cannot cor ease select the fields that are to appea QEE lis!
. ; Incident 1D =
Incident Details | Activities | Cont: fini en. , = Usze Default
[Dpen Time // =l
Alert Status: alert stage : -
[Update Time / =l
Category: nietwork =
(5everity Code ) =l
Subcategony: remote con |Status =
Froduct Type: remote con B
Problem Type: dial-i ooy =
e L4 1ahn |[Erief Description =l
Manufacturer: Microsaft C | ﬂj
Class: 3
Contact Time:
Elapzed Time:
Contract:
Carnpany: |PHGN Fieady Fesponge 0,130 draw 0,140 | ingert | chooge. columnz.g [UP] _
Contact: eI LLIAM S e T T e cmaCe T
Incident Description:
Cannaot connect remately and obtain emails. ;I
[ | 3|
Fieady Fesponge 0,421 draw 0.551 | ingert | probsummary.gbe.g [UF]

Figure 2-23: Incident Ticket with Modified Column Heading
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To return to the default column settings:

1 With the QBE Record list displayed, choose List Options>Modify Columns
from the menu.

2 Click Use Default.
The QBE Record list displays showing the default column headings.

Navigating Tabs

Many ServiceCenter forms use tabs. Instead of opening multiple forms, you
can click on a tab to get a specific area of information in a record.

For example, if you access the Asset Management PC asset form, you see tabs
for System Summary, Components, Software, and so forth.

To select a tab or switch between tabs:
m Click a tab.
m Press <Shift> <Ctrl> I to navigate between tabs.

m Press the Tab key to move to the first tab. You can then use the keyboard
arrow keys to navigate back and forth between tabs.
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[#]=] = Use the arrows at the end of the tabs to access more tabs.

@ serviceCenter - [Asset: ACMEpc013] 10l =|

@ File Edit Yiew Format Options List Options Window Help - |ﬁ'|1|
> =
V ()3 x Cancel (( Previous )) Mext m Save ﬁ Delete

Logical Mam | Type Metwork Location Model
fEpc013 | computer | ACMENET | ACME HQ | ps00 |

Status
Inztalled

AEMEDCD‘I 4 computer ACMEMET ASlAHE DSDD Installed
ACMEpcO15 | computer ACMEMET ASIAHO  plEE Installed
ACMEpcO1E  computer ACMEM