Tech/Excel Instructions
Submit New Report Request:
Customers (referenced as Users) go directly to URL – http://ithelp.ecu.edu/syscoord-sasrpts and log in with their pirate ID credentials (One Stop ID and Password).  A link to this location is available at the Systems Coordination web site www.ecu.edu/syscoord under Request Scheduled SAS Job.  Users should always logout when finished in Tech/Excel.  
To begin a new request, the user should select the Submit New button or under Banner Report Request/Change Form click Submit New Report Request.   To log out click here.   
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Required fields are identified in red on the form and the User should complete all fields appropriate to the request.  Users should click Submit at the bottom of the page when form is complete.         [image: image2.png]ervice Center: user Angela Wilson - Microsoft Internet Explorer provided by East Carolina University
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Routing queues are set up for multiple Business Systems Analysts (formerly Systems Accountants) for each functional area.  This insures backup coverage in the absence of the primary BSA.  An email will automatically be sent to the BSA’s assigned to the functional area and module selected on the request.  Internally the Systems staff will know who should assume responsibility for the request.  Users may indicate a preference for a particular staff member by making a note within the Description of Request.  Changes to existing reports should be directed to the original BSA that developed the program whenever possible.  

After selecting Submit, the system will automatically assign a ticket number to the request and the user will see the screen below.  Note the Incident ID is the ticket number for this request.  It would be helpful for verbal or written communication outside of Tech/Excel to reference the appropriate ticket number.       
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Whenever the new request is received in the Tech/Excel system the ticket will be acknowledged by a BSA for work to begin at a later date or work will begin immediately.  The customer will receive an email notice indicating the BSA that will be working on the ticket.  The definition of each status is explained later in this document.  The web conversation mentioned below is explained later in the document when the user is asked to approve the sample report.  Comments other than the approval may be added through the web conversation process.  The sample of the status change email is shown below.         
*******************************************************
From: ITS Service Center [mailto:itsservicecenter@ecu.edu] 
Sent: Friday, December 19, 2008 2:30 PM
To: Wilson, Angela B
Subject: Your Service Request Has Been Received: #55

Your service request has been received and assigned to the Angela Wilson. 
*******************************************************************************************************
THIS IS AN AUTOMATIC NOTIFICATION.  PLEASE DO NOT RESPOND TO THIS EMAIL
*******************************************************************************************************

To update your request, check the status, or send a web conversation note to the technician, 
you may log in to the ITS Service Center at any time and access request #55. 
 
	Request Details:


	Request #:
	55

	Request Type:
	New Report Request

	Functional Area:
	Human Resources

	Module:
	Payroll

	Description of Request:
	test_final




Thank you,

Systems Coordination
http://www.ecu.edu/syscoord/
******************************************************

Customer Review/Approval:   

The BSA will provide sample reports for your review and approval.  

Whenever the request is ready for “Customer Review and Approval”, the customer will receive an email notification instructing them on how to perform the review and approval.  Below is a sample of this email notice.  To log into Tech /Excel and perform the approval, the user may click the IT Service Center link below or go directly to URL – http://ithelp.ecu.edu/syscoord-sasrpts and log in with their pirate ID credentials (One Stop ID and Password).
***************************************************

From: ITS Service Center [mailto:itsservicecenter@ecu.edu] 
Sent: Monday, December 22, 2008 10:21 AM
To: Wilson, Angela B
Subject: Customer Review/Approval has been sent to you - Request # 57

Your SAS report has been created and/or modified as requested.  Please review and approve or submit changes as follows:
· Log into IT Service Center with your Pirate ID credentials
· See the incident list of "Current Open Requests and Events"
· Select the specific incident request and click the "Customer Review/Approval" event
· Review the attachment, if applicable
· Enter in the "Customer Note for Web Conversation" your approval status
· Enter "Approved" and check "Mark this Request as resolved"
· "Changes Needed" and list any changes
· Click "Submit"
See sample below.  Select Customer Review/Approval below the Incident ID displayed on the subject line of the email notice.  
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After selecting the ticket the below screen is displayed.  If the user is ready to approve the ticket they should:  

1. Go to the Customer Notes and type a free form note indicating their approval.  Typing the word Approved is sufficient.  
2. The system will capture their pirateid the time,  and the date of the approval.  The user must also select the box by Mark this Request as Resolved and click Submit.  
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If the user has additional changes the details of the changes should be noted in the customer note and DO NOT select the “Mark this Request as resolved” and then click submit.  The changes will go back to the BSA and when completed the Customer will again be asked to review and approve the results of the ticket.  

At any time, the user can log into Tech/Excel and review the status of their ticket.  Most of the status changes are applicable to staff in Systems Coordination.  Please note the job cannot move on to be scheduled in Appworx until the customer performs the required approval.      
This step is at the recommendation of auditors and your cooperation is needed to insure this action is successfully performed to help us provide a detailed record of report requests and changes for audit purposes.    
The User will continue to receive reminder email notifications until the approve the ticket.     
Users may monitor the progress of the request by logging into Tech/Excel and reviewing the current status and current owner of the specific Incident ID.  Below is a brief description of each status that may appear on the request and what that means to the user.

Current Status:

Pending Job Request – this is the default status when a new request is submitted to Systems Coordination.  This status remains until work actually begins on the request.

Job Acknowledged – Whenever the BSA assigns themselves to the request that BSA becomes the owner and the job status is updated to “Job Acknowledged”.  This means it is on our task list to work on as soon as we can.    
Work- In-Progress – When work begins on the request, the BSA updates the status to “Work-In-Progress”.
Customer Review – The BSA has submitted the ticket for the customer to review the output and provide feedback or approval.  
Programming Complete – Systems has completed programming and Appworx set up and we are waiting for the Customer Review/Approval.
Appworx – Staff in Systems is in the process of completed the set up in Appworx and the required Appworx approval by somebody other than the BSA that completes the programming.

Completed – Everything is complete including the Customer Review / Approval.  

Current Owners:

Human Resources Queue – Includes Scott Stubbings, Kelly Zimmer and Angela Wilson

Finance Queue – Includes Petula Rose, Natalie Thompson and Scott Stubbings

Student Queue – Includes Petula Satterfield 

1) Request initially submitted will have a Current Status of “Pending Job Request” and the Current Owner will be “Human Resources Queue”, “Finance Queue”, OR “Student Queue”.  This means an email has been sent to all the BSA’s in the appropriate queue but the request has not been acknowledged by the BSA that will complete the request.

2) Upon receipt of the request, the BSA has two options.  
· Option 1 - the BSA will acknowledge the request which updates the Current Owner to reflect their name and the request will remain at a “Pending Job Request Status”.  This means the request is on the list but work on the request has not started.  
· Option 2 - The BSA begins work on the request immediately and the Current Owner reflects the name of the BSA and the current status changes to “Work-In-Progress”.  This means the BSA has started working to complete the program and it will remain at “Work-In-Progress” until ready to move to the next status.

3) The BSA will remain the Current Owner for other statuses until after the Customer Review is complete.

4) The BSA will forward the ticket to the Systems Coordination staff member that will perform the Appworx testing and completion of the ticket.  The Appworx Approver will then be shown as the owner of the ticket.    
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