Trouble Ticket Guidelines
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This process takes the searching and guesswork out of creating, updating and closing Trouble Tickets using a full screen graphical user interface (GUI) and a command line script (ARDriver).

Trouble Ticket Guidelines

The Remedy Trouble Ticket (TT) System reports and records all problems encountered at the Goddard DAAC that require assistance locally or from EMD in Landover via SMC. 

During normal working hours TTs that require forwarding will be done by the CM Group. After hours the GDAAC Operations Controller is responsible for forwarding TTs.

The following procedure will assist the originator of a TT to prepare their problem request and help facilitate the processing of that request. There are two options, a full screen Graphical User Interface (GUI) and a Command Line Interface (ARDriver); Procedures for each are included below.

If you are not a registered user of the Remedy Trouble Ticket System contact the administrator, Rich Mumaw at 301-614-5837.

Contents

2I
Accessing Remedy through UNIX to write a Trouble Ticket


3II
Originating a Trouble Ticket – Using the GUI


7III
Closing a Trouble Ticket – Using the GUI


9IV
Originating a Trouble Ticket – Using ARDriver


12V
Closing a Trouble Ticket – Using ARDriver


13VI
For Operations Shift Personnel Only




I
Accessing Remedy through UNIX to write a Trouble Ticket 
	
	Full 
screen Option
	

	Step
	Procedure
	Expected Results

	1.


	From a Unix window Logon to g0ins01:

ssh g0ins01 and Press Return
	Password is requested

	2.
	Users name Password: (Enter your password & Press Return)
	Users name and g0ins01> appears.

	3.


	g0ins01>cd /usr/ecs/OPS/COTS/remedy/bin

Press Return
	/usr/ecs/OPS/COTS/remedy/bin

g0ins01{Users name} appears.

	4.


	g0ins01>aruser &
Press Return
	The Remedy GUI is displayed.

	5.
	Click on File and from the File menu click on OPEN
	OPEN screen is displayed.

	6.
	From the OPEN screen highlight RelB-Trouble Tickets and click on New
	New RelB-Trouble Ticket window is displayed.


II
Originating a Trouble Ticket – Using the GUI
	
	AT this point you are ready to start filling in the required fields of the Trouble Ticket. The processing of your problem could be delayed unless all of the following fields are completed properly.
	

	Step
	Procedure
	Expected Results

	1.
	Ticket Status:

If the TT is for local resolution or is a Master Change Log entry Select Assigned. 

If the TT is to be forwarded leave as New. 

Note: Trouble Tickets will not be forwarded until reviewed at the GDAAC daily 9:00 a.m. meeting. After the 9:00 a.m. meeting CM will be given direction, which TTs to forward or to hold until additional review is provided.
High Priority TTs after hours and on weekends will require the approval of the Operations Control Manager on call.

	Assigned or New

	2.
	Assigned Priority:

The priority you assign will determine the response time to your problem. If the priority is high, call or page the person who you assigned the TT to. If TT is being forwarded you are required to call the help desk or the help desk pager in Landover.
	Low, Medium or High


	Step
	Procedure
	Expected Results

	3.
	Submitter Impact:

The Submitter Impact is used to describe the urgency of the Trouble Ticket.
	Low, Medium or High


Note: The Priority is used to describe the urgency and assist in determining the severity that your TT will be assigned. The Submitter Impact tells the person who the TT is assigned to or EMD how you are affected by this problem.
	4.
	Short Description:

If the TT is local just enter the Short Description. :

Example: Canceled User Order.

Note if the TT is Local the word Local 
does not need to be type in. 

If the TT is to be forwarded, to EMD via SMC, at the beginning of the Short Description type in GSFC/SMC:
Example: GSFC/SMC: Need to Correct out of Sync OM/MSS/Distribution databases.
	Keep the Short Description brief and concise. Details will be conveyed in the Long Description.


	Step
	Procedure
	Expected Results


	5.


	Long Description:

For Canceled User Orders:
· Request ID and/or Order ID

· Requester

· Start Time of Request

· Data Type

· Number of Granules

· Error Mnemonic

· Why the order was canceled
For All other Trouble Tickets:

Problem: Explain the problem thoroughly.

Impact: What affect the problem is having. Include the version of code & Mode.

Primary Point of Contact: your name, phone number & email address.

Secondary Point of Contact: Another person that is aware of the problem. (Enter their contact information.)
	The detailed information you provide to the Landover developer enables them to conduct an analysis of the problem and to facilitate a quick and smooth resolution. 



	6.


	Submitter-ID:

Select Your Name.
	Your contact details will be auto populated.

	7.
	Assigned-To:
Select who you want to resolve the TT. 


Note: If you cannot determine who to assign the TT to contact G. Roth or your supervisor for assistance.

If the TT is to be Forwarded DO  NOT enter a name in this block.
	Assignee will be auto populated.


	Step
	Procedure
	Expected Results

	8.
	In the top right corner of the GUI click the SAVE button.


Note: CM receives a copy of all TTs and screens them for those that need to be forwarded.
	The TT number is assigned and an email is sent to the assignee.


Note: If the TT is local, the person who the TT was assigned to is responsible for closing it when the problem has been resolved. If the TT was forwarded to Landover the originator is responsible for closing it when resolved or turned into an NCR. The NCR board representative or the CM group can provide assistance in this area. 
Refer to the Note in  II Originating a Trouble Ticket Step 7 for authority to forward TTs to Landover.
III
Closing a Trouble Ticket – Using the GUI
	Step
	Procedure
	Expected Results

	1.
	Click on the New Search Icon.
	Search RelB-Trouble Tickets window appears.

	2.
	In the Ticket-id window type in the Trouble Ticket number and then click on Search.
	That Trouble ticket will appear.


	3.
	Under Ticket Status Select Closed
	Closed entered.

	4.
	In the Resolution and Detail Resolution Logs:

Enter, in the appropriate section, exactly what was done to resolve the problem. Be detailed. This information may be useful if the problem reoccurs.

Each of these fields also has a Daily Editor, which appears as an open book beside each window and can be used to track your progress on a regular basis.
	Information you enter is displayed.



	5.
	CI: (Configured item)
Select the appropriate item that applies to the problem in the Trouble Ticket.
	Entry selected.

	6.
	Problem Type:

Select the appropriate item that applies to the problem in the Trouble Ticket.
	Entry selected.

	7.
	Closing Code:

Select one of the items from the list. If none apply you can type in a short entry.


Example: NCR 39393 assigned.
	Entry selected.

	8.
	Close-Date:
Enter the date the TT was closed.
	Date entered.


	Step
	Procedure
	Expected Results

	9.
	In the top right corner of the GUI click the SAVE button.
	The Trouble Ticket has been Closed.

	10.
	You can now go to a new TT, review a TT or close the GUI.
	Selection viewed.




IV
Originating a Trouble Ticket – Using ARDriver
	
	Command Line Option (ARDriver):
	

	Step
	Procedure
	Expected Results

	1.
	From a Unix window Logon to any SUN machine (g0ins01 is used as an example):
ssh g0ins01 and Press Return
	Password is requested

	2.
	Users name Password: (Enter your password & Press Return)
	Users name and g0ins01> appears.

	3.
	g0ins01>ardriver –c

Press Return
	User is prompted for Submitter ID

	4.
	Submitter ID (<CR> if self):
Type UserId or leave blank

Press Return
	User is prompted for Submitter Impact

	5.
	Submitter Impact, (L) Low, (M) Medium, (H) High:

Type L, M, or H 

The priority you assign will determine the response time to your problem.  If the priority is High, call or page the person who you assigned the TT to.  If TT is being forwarded, you are required to call the ECS Help Desk or the ECS Help Desk pager in Landover (1-800-ECS-DATA).

Press Return
	User is prompted for Ticket Status


	Step
	Procedure
	Expected Results

	6.
	Ticket Status, (N) New or (A) Assigned:

Type N, or A

If the TT is for local resolution or is a Master Change Log entry Select Assigned.

If the TT is to be forwarded leave as New.

If the TT is a Master Change Log entry type UserId

Press Return
	User is prompted for Assigned-To

	7.
	Assigned-To (<CR> if none):

Type UserId or leave blank
Press Return
	User is prompted for Assigned-Priority

	8.
	Assigned-Priority, (L) Low, (M) Medium, (H) High:

Type L, M, or H

Press Return
	User is prompted for Short Description

	9.
	Short Description:

Create a descriptive title for your TT, including as much information as possible in 30 – 40 characters.

If the TT is to be forwarded, begin the description with GSFC/SMC:

If the TT is a Master Change Log entry, begin the description with MCL:
	User is prompted for a Problem description


	Step
	Procedure
	Expected Results

	10.
	Problem (terminate with single period on a new line.):

Include as much information as possible, up to 2000 characters, explain the problem thoroughly.  All information discussed in the Remedy Full Screen Option applies to the ardriver command line tool.  Last line is a single period in column 1.

Press Return
	User is prompted for Impact

	11.
	Impact (terminate with single period on a new line):

Explain what effect the problem is having, include Mode and Version.  Last line is a single period in column 1.

Press Return
	User is prompted for Primary POC

	12.
	Primary POC (<CR> if self):

Type UserId

Press Return
	User is prompted for Secondary POC

	13.
	Secondary POC (<CR> if self):

Type UserId

Press Return
	User receives Entry id: (Trouble Ticket Number).

	14
	The Trouble Ticket number is in the form: GSFNNNNNNNNNNNN, where NNNNNNNNNNNN is right-justified and zero-filled.
	The Trouble Ticket has been created.


V
Closing a Trouble Ticket – Using ARDriver

	Step
	Procedure
	Expected Results

	1.
	From a Unix window Logon to any SUN machine (g0ins01 is used as an example):
ssh g0ins01 and Press Return
	Password is requested

	2.
	Users name Password: (Enter your password & Press Return)
	Users name and g0ins01> appears.

	3.
	g0ins01>ardriver –u <Trouble Ticket Number>

Press Return
	User is prompted for Ticket Status

	4.
	Select a Ticket Status:

If the TT is a Master Change Log entry, Ticket Status is “Closed”
Type Ticket Status 
Press Return
	User is prompted for Closing Code

	5.
	Select a Closing Code:

Type Closing Code 
Press Return
	User is prompted for Problem Type

	6.
	Select a Problem Type:

Type Problem Type
Press Return
	User is prompted for Resolution


	Step
	Procedure
	Expected Results

	7.
	Resolution:

Include as much information as possible in this field, field is terminated with a single period in column one of a new line.
Press Return
	User is prompted for CI (Configuration Item)

	8.
	Select a CI:

Type appropriate CI

Press Return
	Completion indicated by output of the Trouble Ticket number followed by a UNIX prompt.
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If a shift worker writes a Trouble Ticket the following will apply for Secondary Points of Contact:

Trouble Ticket Written By


Secondary Point of Contact

Operations Lead or Production
Linda McNeely – 301-614-5960, alpha pager: 301-558-0201

Ingest or Distribution
Kurt Hoffman 301-614-5581, 443-286-7787, alpha pager: 301-558-0209

Questions or concerns regarding this process can be directed to either Ron Gray (301-614-5035) or Jeannie Arnold (301-614-6430) or via email to cmgroup@g0mos16.gsfcmo.ecs.nasa.gov.

Your assistance in completing the required areas of the Trouble Ticket will help to speed a quick resolution to your problem.

