New Problem / Work Request Forms
DOIT has created and implemented new forms for submitting both Problems and Work Requests.  These new forms can be found on the DOIT website (www.ct.gov/doit).  From the Welcome Page, select Online Service Request Forms.
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The Problem Form
From the new screen, the first link is the link to the Problem Form.
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This link brings you to the new Problem Form:
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All fields with an asterisk are required.  You must also select which Help Desk you are reporting the problem to.  If this issue is Portal- or website-related, you must select the DOIT button.
When that button is selected, the form expands to reveal more fields.
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Help Desk Problem Report

conTAcT s

J indicates a required field
Requestor Information

Agency Information
Craig

*Agency: | Information Technalogy

bitast:  [Mollison *Address: 101 East River Drive
860-622-2357 *eity:  |East Hartford
“zips (06108
craig mollison@et gov

Select the Desired Help Desk
©poIT O coreCT

wuw.ct.gov/cpi - This is a test problem. Write
*Brief Description: 3 very brief explanation of the problem here.
(maximum of Slines) There is a larger area below to provide more
details.

Application or Product: (Ex. CICS, Excel,Word) Portal

Equipment Type: (Ex. Terminal, Printer, Router) Not Required

1P Address: # of Users Affected:

*Detail Problem Description
(Maximum of o ines)
Use this area to detail the problem.

Also, the TP kddress field above is not
required for veb-related issues.
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Home | CT.gov Home | Send Feedback

State of Connectout Dislaimer and Prvacy Policy. Copyiight © 2002, 2003, 2004, 2005 State of Connecticut

@ e ]




After selecting the Submit Button, you will receive a Confirmation Page.
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Help Desk Problem Report

REQUEST CONFIRMATION

[on 6/23/2006 at 13:10

IReporter: Craig Mollison
[Phone: 860-622-2357 E-Mail: craig. mollison@ct.gov

Isubmitted a request for the follow

INCIDENT REPORTED FOR THE: DOIT Help Desk
IREQUESTED BY: Craig Mollison

IFROM: Information Technology

ILOCATED AT: 101 East River Drive

st Hartford 06108

[PHONE: 860-622-2357 FAX: EMAIL: craig.malison@ct.gov

[APPLICATION OR PRODUCT WITH PROBLEM: Portal

[EQUIPMENT WITH PROBLEM: Not Required

IP ADDRESS RELATED TO THE PROBLEM:

INUMBER OF USERS AFFECTED: 1

ITHE DETAILED PROBLEM DESCRIPTION FOLLOWS:

Use this area to detail the problem. Also, the 1P Address field above is not re
jquired for web-related issues.

Thank you for submitting an anline problem report. Customer service is DOIT's top priority and we
hope you find these online forms convenient and easy to use.

You will receive an e-mail from the DOIT Help Desk advising that your problem has been received,
logged, and referred to the appropriate service and support team within DOIT for action and
resolution. If you do not receive this e-mail within 24 hours, please contact the HELP Desk at 860~
622-2300, option 9.

Above you will find a summary of the information you submitted. Please print out this information for
your records

Thank you again for submitting an online problem report

Create Another Request | [ Form List

Home | CT.gov Home | Send Feedback

State of Connectout Dislaimer and Prvacy Policy. Copyiight © 2002, 2003, 2004, 2005 State of Connecticut
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The DOIT Help Desk will then evaluate the ticket and assign it to the appropriate unit.  Once that is done, you will also receive an email.
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From:  DOIT Helpdesk St Hon 6262006 9:46 AM
Tor  Mallson, CraigS

o

Sublect: IMPACT Service Desk 00136322, OPENI, W/W.CT.GOV/CPI - THIS IS A TEST PROBLEM,

FROM: DOIT Help Desk

SUBJECT: DOIT - Incident ID - 00136322

CRAIG HOLLISON
WUU.CT.GOV/CPI - THIS IS A TEST PROBLEN. URITE & VERY BRIEF EXPLANATION
OF THE PROBLEN HERE. THERE IS A LRRGER AREA BELOW TO PROVIDE HORE
DETAILS.

Reported by
pescription

pear craig,

Thank you for contacting the DOIT Help Desk for assistance. TYour request is being processed by the appropriate service and support team within DOIT for
action and resolution.

To ensble us to expedite our service to you, please refer to the incident ID shove should you need to contact the Help Desk regarding this ineident.
Your request has been assigned a status of OPENI. Please see the record status descriptions below.

Customer service is DOIT's top priority and we vant to thank you again for contacting the DOIT Help Desk. When your request has been resolved, you will
receive an sutomatic

motification for your records.

Record Status Descriptions

OPENU (Open Uaiting) - The support team assigned to the incident is waiting for an action to occur. Examples: Uaiting for a call back from a customer,
waiting for a part from

a vendor, etc.

OPENI (Open Incident) - The record status has been set to Open Incident. This incident has been assigned to the appropriate service and support team
within DOIT for action and resolution.

WORK_REQ (VORK REQUEST) - This vork request has been assigned to the appropriate service and support team within DOIT for action and resolucion.
Regards,
DOIT Help Desk

860-622-2300, option 9
doit. helpaeskBet . gov

Current Action is:
ROUTING PROBLEN TO PORTAL GROUP

To update this INPACT record, please click on the following UR

00136322 snav=no

HTTP://EVW. IHPACTVEB. DOIT. STATE. CT. US/ IHPACTUEB32/Default . asp2uC

To browse this INPACT record, please click on the following URL: rousesIp=

00136322 snav=no

HTTP://EVW. IHPACTVEB. DOIT. STATE. CT. US/ IHPACTUEB32/Default . asp2uC





You may use the links to view the ticket at any time.  Please use the Browse link (the 2nd one) to view the ticket.  You will not have the ability to update the ticket.

Once the ticket is closed, you will receive an email.
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From:  DOIT Helpdesk Sent: Mon 6/26/2006 1:37 PM
Tor  Mallson, CraigS
o
Subject; IMPACT Service Desk 00136322, CLOSED, WW..CT.GOVICP - THIS 5 A TEST PROBLEM.
FROM: DOIT Help Desk
SUBJECT: DOIT - Incident ID - 00136322
Reported by: CRAIG MOLLISON
Description: WNW.CT.GOV/CPI - THIS IS A TEST PROBLEN. WRITE A VERY BRIEF EXPLANATION
OF THE PROBLEN HERE. THERE IS A LRRGER AREA BELOW TO PROVIDE HORE
DETAILS.

Resolution: THIS IS A BRIEF DESCRIPTION OF WHAT WAS DONE TO RESOLVE THE ISSUE.
pear craig,
The Department of Information Technology is pleased to notify you that your request for assistance has been resolved.

Should you require additional follow-up, or feel this matter has not been resolved to your satisfaction, please contact the DOIT Help Desk at 860-622-2300,
option 9 or via e-mail to doit.helpdeskBet.gov.

Thank you again for contacting the DOIT Help Desk.

Regards,
DOIT Help Desk

860-622-2300, option 9
doit. helpaeskBet . gov

Current Action ist

THIS IS A BRIEF DESCRIPTION OF THE CURRENT ACTION

To update this INPACT record, please click on the following URL: HTTP://EVW.INPACTUEE.DOIT.STATE.CT.US/INPACTWEE3Z/Default.asp?UCI=TintcallsUCE=UpdatesID=
00136322 nar

To browse this INPACT record, please click on the following UR rousesIp=

00136322 snav=no

HTTP://EVW. IHPACTVEB. DOIT. STATE. CT. US/ IHPACTUEB32/Default . asp2uC





The Work Request Form

The Portal Work Request Form link is located on the same page as the Problem Form link (just further down the page).
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(internal tse Only - Login Required)
Request move/change to existing circuit/router or new installation of
circuit/router within the DOIT Network

Portal

New!

“““ portal and web Hosting Request
Request services from the Portal Management Group, including website hosting,
training, user permissions and more.

Application Hosting and Support

New!

““ application Hosting Request
Request hosting changes to ASP and Websphere/Oracle applications and
databases for both staging and production environments,

New!

“““ Application Maintenance and Support Request
Request application development and maintenance support, including technical
information and support

Technical Support

“““ Mainframe Printer Request
Request add/change/delete for printers

CICS File Description
Request to Add CICS Resources

GICS DADS Batch Interface Class
Request to Add CICS Resources

GIGS Program/Transaction/Mapset
Request to Add CICS Resources

Internet Services

ic ETP Services Account (PDF)
(PDF)

Project Profile

Proiect Profile Temolate (Word. 130kb)

| @ Internet

€] http:fmorkorder.ct. goviPortalRequest.aspx.




Selecting that link brings you to the Portal Work Request Form.
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In many ways, this form is similar to the Problem form.  There are some differences, however.  There is a new required field, “Website Affected”.  This is very important.  We need to know which website you want the work done on.  The other difference is the “Desired Request Type”.  Depending on which Request Type is selected, the bottom portion of the form will display.  It is different for each type of request.

For this example, we will request a new Left Nav Graphic.

Selecting the Graphics button expands the form like this:
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After selecting Add, the form expands further.
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Portal and Web Hosting Request

J indicates a required field
Requestor Information Agency Information

rirst: | Craig Information Technology

btast: [ Molison 101 East River Diive

3606222357 East Hartford
0108

craig mollison@et gov

{*Website Affected: ww ct. gov/cpl|

Select Desired Request Type
O assistance and Training O FTP Access © Graphics Oopec
Ouser permissions Owebsite or Subweb O webTrends Prafile O Other

Please select the desired operation
® add OModify O Delete
Graphics Request
O Left Navigation Graphic O Other Graphic

Please Provide Detailed Request Information Below
(Maximum of 13 ines)

Subrmit | [Reset ] [ Form List
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And selecting Left Navigation Graphic expands the form even further.
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Please Provide Detailed Request Information Below
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After selecting the Submit button, a confirmation page appears.
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Portal and Web Hosting Request

REQUEST CONFIRMATION

[on 6/23/2006 at 13:39

IReporter: Craig Mollison
[Phone: 860-622-2357 E-Mail: craig. mollison@ct.gov

Isubmitted a request for the follow

IREQUESTED BY: Craig Mollison
IFROM: Information Technology

ILOCATED AT: 101 East River Drive

st Hartford 06108

[PHONE: 860-622-2357 FAX: EMAIL: craig.molison@ct.gov

1ADD Graphics for www.ct.gov/cpi

IREQUEST REQUIRED FOR: Left Navigation Graphic

ITEXT FOR GRAPHIC

Portal User Meeting Test

Use this area for any specific requests or criteria associated with this request

Thank you for submitting an online work request, Custamer service is DOIT'S top priority and we
hope you find these online forms convenient and easy to use.

You will receive an e-mail from the DOIT Help Desk advising that your request has been received,
logged, and referred to the appropriate service and support team within DOIT for action and
resolution. If you do not receive this e-mail within 24 hours, please contact the HELP Desk at 860~
622-2300, option 9.

Above you will find a summary of the information you submitted. Please print out this information for
your records

Thank you again for submitting an online work request.

Create Another Request | [ Form List

Home | CT.gov Home | Send Feedback
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After the DOIT Help Desk evaluates the ticket, they will assign it to the portal group.  After that, you will receive an email.  It is the same as the one for Problems, above.
Please note:  If you have an additional portal work request to submit, select the “Create Another Request” on the confirmation page.  This will place you back on the original work request form and keep all your contact information.

Once the Work Request has been completed, you will receive an email.
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From:  DOIT Helpdesk Sent: Mon 6/26/2006 1:40 PM
Tor  Mallson, CraigS
o
Subject: IMPACT Service Desk 00136327, CLOSED, ADD - GRAPHICS FOR: WAIAY.CT.GOVICPY PORTAL ISER MEETING TEST USE THIS AREA FOR ANY SPECIFIC REQUESTS OR CRITERIA ASSOCIATED WITH THIS REQUEST
ROM: DOIT Help Desk
SUBJECT: DOIT - Incident ID - 00136327

CRAIG HOLLISON
ADD - GRAPHICS FOR: WUU.CT.GOV/CPI PORTAL USER MEETING TEST USE THIS
AREA FOR ANY SPECIFIC REQUESTS OR CRITERTA ASSOCIATED WITH THIS REQUEST

Reported by
pescription

Resolution: Closed by associated Change record D0D13486.
pear craig,
The Department of Information Technology is pleased to notify you that your request for assistance has been resolved.

Should you require additional follow-up, or feel this matter has not been resolved to your satisfaction, please contact the DOIT Help Desk at 860-622-2300,
option 9 or via e-mail to doit.helpdeskBet.gov.

Thank you again for contacting the DOIT Help Desk.

Regards,
DOIT Help Desk

860-622-2300, option 9
doit. helpaeskBet . gov

Current Action ist
WORK REQUEST BY: CRAIG HOLLISON

To update this INPACT record, please click on the following UR

00136327 snav=no

HTTP://EVW. IHPACTVEB. DOIT. STATE. CT. US/ IHPACTUEB32/Default . asp2uC

To browse this INPACT record, please click on the following URL: HTTP://EVW.IMPACTUES.DOLT.STATE.CT.US/ IMPACTEB32/Default.asp2UcT:
00136327 nar

BrovsesIp=





NOTE:  The Resolution field and Current Action field are standard defaults.  They will always read this way.  This is different than the email received when a Problem is closed.
Select this button for all web-related problems.








