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Umoja Production Support

Jump-Start: iNeed Basics for Support Agents

and Data Maintainers




Revision History

H.Hendler  April 2014 First versions, revisions not tracked
05

H.Hendler = 19-May-2014 Added revision history; using updated Umoja design template; updated support model graphic; added iSeek URL for additional
iNeed guides; added work order Cancellation

H. Hendler 29-May-2014 Modified Triage guidelines, added Umoja iNeed Support email (UmojaiNeedSupport@un.org)
H. Hendler  4-Jun-2014 Updated Umoja Support Model graphic

H. Hendler  11-Jul-2014 e Added:
« |E version requirements
 iNeed entity hierarchy
¢ Umoja Support Model — Definitions
e Queries: Pre-Defined, User-Defined, Examples, Saving, etc.
e Exporting data
e User Preferences (startup, tab order, default view)
e Updated:
» Triage/Assigning Work Orders
* iSeek link for iNeed materials
10 H. Hendler 11-Dec-2014 < Updated:
« All slides to use new Umoja logo. Be The Change.
« Minor clarifications on multiple slides
.Hendler 13-Jan-2015 <+ Added sides explaining and listing Tier-based Assign-To Groups

H. Hendler 12-May-2015 < Updated iSeek links

e Updated supported browsers

e Added Work Order “Job Aid”

¢ Miscellaneous enhancements and general cleanup
H. Hendler  2-Jun-2015 ¢ Added WO Assignment notification (email) examples
¢ Miscellanous minor mods

H. Hendler  15-Jul-2015 * Added instructions for viewing Attachments on Activities

H. Hendler  4-Sep-2015 ¢ Rearranged slides
¢ Removed “BP” qualification for Data Maintainers

H. Hendler 20-Oct-2015 « Minor cleanup, slides rearranged, screen shots updated
H. Hendler  06-Nov-2015 < Minor cleanup, slides rearranged, screen shots updated
H. Hendler 09-N0v-2015 * Changed Tier 2b to Tier 3 Escalation from reassignment to creation of a new work order.
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Revision History (cont.)

H.Hendler = 19-Nov-2015 Misc updates and clarifications
H. Hendler 24-Nov-2015 Added Work Order Status slide
H. Hendler 03-Mar-2016 Changed UmojaiNeedSupport@un.org references to umojaiNeedConfig@un.org
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Purpose/Audience

» This document provides introduction material for iNeed and
sufficient detall to navigate, create, process and query work
orders and related objects.

» Primarily intended for iNeed Agents at escalation points (Tier
2b/3), and Data Maintainers working primarily with work orders

» Should not be considered a full substitute for formal iINeed
training or comprehensive review of iNeed training materials.
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Additional Resources

» Umoja-Specific iNeed Materials on iSeek->Umoja->iNeed
Materials
https://iseek.un.org/departmental page/ineed-materials

» Note Data Maintainers guide on the above page
Generic iNeed Training Materials on iSeek

https://iseek.un.org/departmental page/unite-ineed-
training-resources

Unite Service Desk (esc@un.org)

Your local ICT help desk (PK missions)

Umoja-specific iNeed Config Requests:
UmojaiNeedConfig@un.org

Umoja Support Centre (Tier 2a): UmojaSupport@un.org

Y
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Umoja Support Model
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Umoja Support Model - Definitions

‘Tier O’
Training Materials, Job Aids, LPEs

Tier 1
Local Service

Tier 2a

Umoja Support Centre

(Icc)

New York
(UNHQ)

Brindisi

(UNLB)

Tier 2b
Process Experts

Tier 3 - Umoja Team
Configuration
Enhancements/Break-Fix

umrjja

Escalation

Updates and
and Follow-up

Service Request
Central/single point of contact for local end-users

Attempt to resolve issue locally

Create and escalate Work Order to Umoja Support Centre
Maintain SR Ownership in iNeed

Escalation
and Follow-up

Central/single escalation route for local Service Desks

If issue cannot be resolved, escalates to Tier 2b

Creates Work Order to appropriate Umoja Functional group
Monitors overall process for Umoja Support between Local
Service Desks and Functional Groups

Escalation and
Follow-up

Detailed investigation and resolution

Work Order from Tier 2a

Creates activities with action taken and solution
Escalate to Tier 3 if a system change is required

» System change required: configuration, enhancement or break-

fix

Updates and
Work Order
closure

Updates and Work
Order closure

V

Updates and Work
Order closure




Prerequisites/Logging In

» iNeed requires IE9+ or other common browser (Chrome, Firefox, etc.)
» INeed Agent access established (request via UmojaiNeedConfig@un.org)
» URL: http://ineed.un.org (UN LAN). Login with Unite Identity credentials

» If not on UN LAN, use Citrix - http://login.umoja.un.orq - select iNeed icon &

g iMeed

» Groups to which an agent belongs are shown in User Preferences->Profile
Home | 2 Service I Work Order E[DMS I Employees I 5

| Startup View | Outbound Communications | Tab Layout | Report Parameters

User Profile

Menu « Save
First Mame:* Howard Mobile
Last Mame:* HEMDLER Wark

Title: Information Systems Officer
Crganization:® Enterprise Resource Planning Systel
User ID:* HHENDLER Enable Region Match Search for €

Password last changed: 24/07/2014

Password expires an: 20/01/2015 T
Service Organization/Roles | | Menu ~ Query

Primary Service Orgs/Roles Last Updated
> Umoja Central Master Data 25/07/2013 04:06:31 PM

Umaoja Suppart Centre 27022014 02:04:02 PM

o
' Umaoja TS - Support Admin - iNeed 14/01/2014 09:20:12 AM ‘}/
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Module Hierarchy

-
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A Service Request (SR) is a request
for a product/service, or for resolution
of an issue or problem. SRs are
typically created by Service/Help Desk
Agents.

A Work Order (WOQO) is a child record
to the SR, used for escalation and/or
division of work to different groups as
needed to resolve/close the SR.

An Activity is a child record within an
SR or WO, reflecting action taken or
notes relevant to the associated parent
record.

Summary:

» Service Requests (SRs) are the
highest level entity.

» SRs may contain one or more Work
Orders (WOs)

» SRs and WOs contain Activities

» SRs, WOs and Activities may
contain Attachments



iNeed Workflow

I
Common Service Desk Workflow

Service Desk
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Request
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Service Requests (SRs)

»  Service Request (SR) a customer request for a new product/service or assistance
with an issue or problem.

» Two primary SR types

» Request for Service (RFS) — request for a new product or service

» Incident — requesting help with a question, issue, or interruption of service
Created and followed through to completion by Service/Help Desk Agents
NOT typically created or actioned by escalation groups (see Work Orders)

Can be generated automatically (via Self Service or Umoja MDM Forms)

v v VvV v

Assigned to a group and individual within that group, most commonly reflecting
where the SR was created and by whom

» May contain work order(s), Activities, Attachments, Audit Trail, etc.

umrija
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Work Orders (WOs)

»  Work Order (WO) child entity to an SR, reflecting a specific task assigned to a group
(“Assigned to Group”) and/or an individual within a group

» One or more WOs are created as needed to fulfill the request or solve the problem
being reported/requested in the SR

» Typically represent escalation of an issue or request to a higher-tier group
» ...or for Data Maintenance, Work Orders represent forms to be processed

» Assigned to a group when created (“Assigned to Group”), and an individual agent
within the group based on established triage procedures

» Work Order “Category” field can be used to identify the substantive area/type of
the WO
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Tasks of Tier 2b+ Agents & Data Maintainers

Receive notification that work orders have been assigned to their group(s)
Receive notification that work orders are assigned to them individually

Triage work orders to determine Assigned To agent

Log in to iNeed, review Work Order and SR details, attachments, Activities, etc.
Take action to resolve issues

Create Activities to document work done, resolutions, workarounds, etc.

Send e-mail via iNeed and review replies

Create new and/or Reassign Work Orders to other groups as necessary
Follow Work Orders through to completion

Close Work Orders

y/ i | |
I I I a "ﬂ'uw:“ﬁ”
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Navigation - Basics

Obj eCt Ta.bS { ﬂ Service | Work Order | Uzer Preferences Administration - Service Communications |:: Employees Self Service User Data Service M:

Work Orders

Hyperlinks to o
Urmoja Work Qrders detail views | Guery || Close o

WO Identifier Parent SR ldentifier \Created Date - Assigned Date Assigned To Group
RFS-1-1882677471 a0onos A 2A0/20150237:59 PM |ooo o o Umaja S - Business Intelligence

RFS-1-1835351101 200072075 02 31: 35 Ph 20072015 023247 P Umaja T3 - HR Managemerit

Wi0-FF5-1-1895614199

MIMUET AH Umoja Tier-1 Sup.

. | WC-RFS-1-189361 4721 MINUSTAH Umoja Tier-1 Sup... RFS-1-1893381071 2001052013 022325 P 20M0205 022419 P Umdja T3 - Security
L Ist a'p p I et < :WO-IM-'I -1825467 44 LIMAMIICTS Service Desk IM-1-1891974691 201052015 02:06:32 Ph 20M 002015 020656 PM Umoja T2k - Procurement
:WO-IM-‘I -1825522137 IS0 Bangkok I-1-1395434529 2001052013 01::30:19 Pht 2002013 015116 PM Umoja Support Centre
WD-RFS-1-189541 5533 MOMUSCO ICTS Service Desk  RFS-1-1895415493 201052015 01:28:00 Pht 2002015012825 P Umaja Suppart Certre
jWO-RFS-'I 1895469552 SD Geneva RFS-1-1895469365 201052015 01:00:07 Pht 010902015 08:43:34 AW Umoja Suppart Certre
ll-“\l'O-RFS-'I -1825381133 MIMUSTAH Umoja Tier-1 Sup... RFS-1-1293351101 201052015 12:54:36 P 2002015 125456 P MINUSTAH Umaja Tier-1 Suppart

|WC0-RFS-1-1895359651 UMOCTICTS Service Desk RF=-1-1395247436 20010052013 12: 5436 P
WD-RFS-1-1835381125 MINUSTAH Umoja Tier-1 Sup... RFS-1-1893381071 20M0/2015 12:53:57 FM
] \

List Navigation
PO1S 125357 PM MINUSTAH Umnaja Tisr-1 Support

Umaja Suppart Certre

( ‘tiork Order Details

. Menu v Gluery Cloze WO Form Available; o
W0 Identifier:*[ WIO-RFS-1-1895614199 ] Priority: | 3-Medium - Description: | *DFS RBI Support: Pleaze assignto U
Form applet , :
. . Status:® | Transfer A Send Closed Email: | To SR AssignedtoPe..w» ,.'9’ Dear USC
(Detail View)
Sub-Status: | Pending Azsignment b SR Identifier: | BFS-1-1882677471 In relation to WO-I-1-17497 75244, &
BT T
Category: | Other b 4 Service Location; | DHP-0423 =] Resolution Code: - Cr
(
Azsigned To: Ly Azsigned Date: | 2001002015 02,39:42 PhE Requested For (RF)
u | I | [ Azzigned To Groug: | Umoja S - Business Inteligence &1 Target Date: el Pick RF: | KARMAM[Denis[11652. &1 E
be the Change U Owynied By: | CECERE, Marilens & Actusl Start Dates® | 2001052015 02 37:59 Ph | ant Mame HKARMSK i 14



Navigation — Menus

» A menu button appears in each form and list in the application window, providing options
available based on context and Agent permissions.

Home I % Service I Work Order I Activities I EIDMS | Self Service User Data | Service Org
Work Orders
My Work Orders [7]] | =ik n My Region I Query l _
Priority WO Identifier Undo Record [Ctrl+ U] Status
> = WO-IM-1-10863| Delete Record [Ctrl+D] Awaiting Appraval
. WO-IM-1-20468 New Record [Ctrl+N] t attz Open
. WO-RF5-1-58434 Copy Record [Ctrl+B] ted ite Open
B  WO-RFS-1-2033 Save Record [Ctrl=S] eds 1 Open
. WO-RF5-1-9002 rcoun Open
B wo-RFs-1-9255 LA [AR+Q] Lt i open
B wom-192 Run Query [Alt+ENTER] Open
B wosFs-1924 Refine Query [Alt+R] Open
B woM-142342 About Record [Ctrl+Alt+K] Open
B  woiM-1-52342 Record Count [Ctrl+ Shift+3] Open
Work Order Details Create Bookmark...
Menu + Query Print Preview...
WO Identifier:* WO-I Pl
Status:®* Await Celumns Displayed [Ctrl+Shift+K] WO Owner and cE
Category: Othe Advanced 5ort [Ctrl+5hift+0] 1-106634391 0
Priority: 3-Me Import... 5025 o
Assigned To: HEND Export... 6/2013 02:20: 1588
@
Assigned To Group: Umaja TS - Interface( Target Date: = ‘}// \\{'
| I | [ ] N/ V
\\s.-77
=< 15
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Navigation — Saving a Record

> Records can be saved in different ways:

— Step off the record (move to another record by clicking on it or using the Application
level menu (‘Next Record’/’Previous Record’)

— Menu - > Save Record.

— Press [Ctr‘l_S] File Edit View Navigate Query Tools Help
Home I % Service I Work Order I Activities I EIDMS I Self Service User Data I Service Orgal
Work Orders
My Work Orders [*] Menu My Region I Query . Close WO
Priority WO Identifier Undo Record [Ctrl+ U] Status
] WO-IM-1-10663 Delete Record [Ctrl+D] Awaiting Approval
. WO-IM-1-20463 Mew Record [Ctrl+N] t attz Open
] WO-RFS-1-8434 Copy Record [Ctrl+B] ted ite Open
%' ] WO-RFS-1-2035 [ Save Record TCoies] ] eds v Open

. WO-RF5-1-9003 cocoun Open
B  wo-rFs-1-9255 New Query [A=Q1 Lot i open
o WO-IM-1-97348 Run Query [Alt+ENTER] Open

> [  woRFs-1-9734 Refine Query [Alt-R] Open
. WO-IM-1-92542 About Record [Ctrl+Alt+K] Open
| WO-IM-1-92342 Recerd Count [Ctrl+Shift+3] Open

Work Order Details Create Bookmark...

Menu ~ Query C Print Preview...

WO Identifier:* WO-R Print...
Status:* Open Columns Displayed [Cirl+Shift+K] WO Owner and CE‘
o , Advanced Sort [Ctrl+Shift+ 0] o
Category: Othe 1-7450079 I r \
I I l ANS. 274
= Z= 16
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Navigation - Undo

Canceling edits and reverting a record to it’s saved state is possible *only* before
saving changes

Press [ESC], [Ctrl-U] or select Menu -> Undo Record

File Edit WView MNavigate Query Tools Help

@ | @
Service Reguest:
Home Ig Calendar I-ri Service IWnrk Order I%ﬂ Assets I'lul'endurs I

Service Requests - HelpDesk

IM-1-93448206

Menu * Mew Query
Mew Record [Ckel+r]
Copy Record [Chrl+B]
Save Record [Ctrl+5] Assigned To: ITSD_AGEN
Mevs Query [alt+Q] Assigned To Group: OICT HelpC
Run Cuery [AlE+EMTER]
Refine Query [Alk+R] FOC Mame: ABDALLAH,
Ahout Record [Ctr+-alk+K] POC Email: testerZ_sit/l
Record Count [Chrl+5hift+3] POC Phone: +5334
Create Bookmark. ..
Prink Breview ntation I RF3 Infao I Relationships I Audit
*® uration Tkem | &ckivity Plans | Mokes
Print. .. ¥ ‘,// \{'
U Check Speling [Chel+-al+B] ew | Query | Activities List \\i\ [/\VI
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Navigation — Customizing List Views

* Columns can be moved to a different position by dragging the column heading.

* Clicking on a column heading will sort the view by that column (ascending, click again to sort
descending, etc.)

* Double-clicking a column heading will freeze that column and those to the left of it (double-click
again to un-freeze)

* In some List Views (SR and work orders especially), not all fields are visible. Using the scroll bar will
reveal more fields but not necessarily all fields available.

* Use Menu->Columns Displayed to add, remove, and rearrange columns as desired

File Edit View Navigate Query Toolz Help

@) 6 @
Work Order:
Home I .-r'j. Service I Work Order I Activities I EIDMS I Self Service User Data I Service Orgal
Work Orders
My Work Orders [~] Menu n My Region I Query . Close WO
Priority WO Identifier Unda Record [Ctri+U] Status
. WO-IM-1-10663 Delete Record [Ctrl+D] Awaiting Approval
. WO-IM-1-20458 New Record [Ctrl+N] t att: Open
= WO-RFS-1-8434 Copy Record (Ctrl+B] ted ite Open
E| = WO-RFS-1-2038 Save Record [Cirl+5] seds v Open
. WO-RF5-1-30032 ccoun Open
B | wo-RFs-1-9255 W= Gy A=Q] L i Open
o WO-IM-1-32548 Run Query [Alt+ENTER] Open
3 . WO-RFS-1-9734 Refine Query [Alt+R] Open
| WO-IM-1-92842 About Record [Ctrl+Alt+K] Open
| WO-IM-1-92842 Record Count [Ctrl+5hift+3] Open
Work Order Details Create Bookmark...
® Menu * Query C Print Preview... 7 \
print ¢ N)
WO Identifier:* WO-H D V V
Status:* Open [ Columns Displayed [Ctrl+Shift+K] Ul}] Owner and EIE‘ \i\ /}/
: = Z=
be the change . Category: Othe|  Advanced Sort [Ctrl+Shift+0] |1 7450079 0 = << 18



Navigation — Customising List Views (cont.)

» The ‘Columns Displayed’ screen allows selection of columns to display (or not) in the List View and
the order in which they appear
» Use the left/right control buttons to move columns from ‘Available’ to ‘Selected’ and back
» Use the up/down buttons to change a columns position in the list
» Click ‘Save’ when done
» Note the ‘Reset Defaults’ button
ice I Work Order I Activities I EIDMS I Self service User Data I Service Organization I Solutions
Work Orders
EE' Menu + My Region = Query Close WO
1-IM-1-106634973 . HEP

. —Ausilshle Calumn, Selected Columns Move column
HM-1-20468508 8 Move single column Priority tot
I-RFS-1-84345750 Parent SR Tlﬂe . WO Identifier 0 Op

Parent Project Identifie Parent SR Identifier
I-RF5-1-203339 124} Parent Project Title Description

Site Visit Status
IHF5-1-20020155 Bill To Organization Service Location
-RF5-1-92554155 Send Closed Email Assigned To

Created By Assigned To Group
Actual Start Date
3 RF Last Mame
I-RF5-1-9284846 _ RF First Name e — |
IM-1-928425573 AJuned B Groun g -, Move column

to bottom

-IM-1-925454652

I-IM-1-925425582

(careful)

Details ResetDefaults | Save  Cancel

uery Close

ifier:* WO-RF5-1-9284846565 Site Visit: Description:

U 1 7R\
m [ ] a stus:* Open [+] Send Closed Email: To WO Owner and ¢/ | \‘]/@\\J’
N \l“\; 4/}/ 19
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Filters — Views

»  Within the Work Order (and Service) screen tabs, the available views are shown in the dropdown list:

Home I .% Service I Work Order I Administration - Service I Ca
Work Orders

Status
All My Group's Work Orders Awaiting Appro
My Master Organization's Work Orders Awaiting Appro
Work Order Dashboard .
Awaiting Appro
Urnoja Work Orders d
L i 8 g e Awaiting Appro

» My Work Orders displays the Work Orders (or SRs) assigned to the individual agent.
> My Group’s Work Orders displays work orders assigned to the agent’s primary group*, whether assigned to the
agent individually or not

» * Agents may belong to multiple groups but only one is designated ‘Primary’
> All My Group’s Work Orders lists WOs assigned to all groups the agent belongs to
» NOTE: If an agent belongs to multiple groups but does NOT have the All My Group’s Work Orders view, the
agent should contact UmojaiNeedConfig@un.org to request this view.

> Work Order Dashboard shows work order distribution by individual within each group. This view is given as
provided as need to triage agents and group managers
> Umoja Work Orders shows all Umoja Work Orders. This view is provided on an as-needed basis.

umrjja
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Filters — Pre-Defined Queries (PDQs)

» The ‘Saved Queries’ list displays predefined filter criteria that can be applied to the
existing view

[ 4]
‘ .‘\i o Your Source for Service ;'}Al’gm’l
i 04-Awaiting Approval WOs E| C'_:i @ I

01-0pen WOs

02-0Open W0s Starting Today

03-0pen WOs Starting for the Week
04-Awaiting Approval Wos
054nassigned Open WOs
D&-Unassigned Open W0s Starting Today
07Unassigned Open WOs Starting for the Weel
tual Start Date .  Descriptio gg;;ﬁ:‘;rwwgf

10-Open Wos w/ Parent SR Passed Due Date

11/201302:53:43 AM  Reguest for:

e s o oa a4 2 oa ma - .o v © marmma = -. B ETE G ———

»  NOTE: The records displayed in a list view (SR or WO) are a combination of the filters
applied by both the selected view and the selected Predefined Query (for example, All
My Group’s Work Orders view and Unassigned Open WOs Saved Query)

» iNeed predefined queries are static but customised queries can be created and saved
for repeated use. See ‘Queries’ below

umrjja
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Service Request Details

Home Work Order I Activities I Service Organization

TR IS By Unique SR Number... | .. here too

SR Categorisation

RF5-1-736728796 Exp|oded view of text 4 Zofl10+
Menu + MNew Query iply Template = Quick Close
Title: Data Maintenance form - Busi Partner Individual Person Area: Umoja |E| Requested Item: |
Description:  Data Maintenance ""i'p/Origination Sub Area: Master Data Management |E| Asset #: |
Business Par fumber: Business Par{ic auonar ot ome: N
Boniface Las e: MAILU - Sub Area 10 BP Individual Person |E| Asset Description:
SR Identifier: RFS-1-7367287596 Assigned To: ESPOSTO, Antonio [ Sub Area 2: General Data [+] Serial #:
SR Type: RFS @ Assigred To Group:® Umoja Support Centre 4 Sub Area 3: |E| Created Date:™ 04/03/201401:04:10PM
Status: Pending [=] POC Name: GATERETSE, Pierre [ ImpactUrgency: Medium  [¥] Medium [+ Actuzl Start Date: 04/03/201401:04:10PM [
Sub Status:® Waiting on Another |E| Auto-Email to POC: W gateretse® & Agent Priarity:  3-Medium E Target Date: [
Source: Email Phone: 5206 “Point of Contact” = ion #: | 1 UMHQ E‘
Requestor/End User SR PriorTy
WQ Details riority

MNew I Query . Set Manual I Set Public I tP

- Private  Manual Activity # Type Description |
> 1-CEMF3Y Email - Qutbound  Service Request ion Notification -
[] v 1-CaMMLS Email - Inbound Mission Form Request

Comments Status Actus
-1-73672¢ Following are your Service Request Details: SR ID : RF5-1-: Closed 0403
[SR Type:RFS] [Status:Open] [Sub Status:Unassigned] [5 Closed 04/03)

View Work Order(s) for this SR

SR activities reflect all actions taken at the
SR level (work orders have their own)

umrjja
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Work Order Details

Home I % Service I Work Order | Activities I Service Organization I Employees

Work Orders

Wor

Menu

f
Unique WO Number... 1 gofw+ » | [E]

Close VWU

WO Description

Hyperlink to SR record

WO Identifier:® |WO-RF5-1-5866 76533 | 4

Description: Ag all Real Estate rolled mapped staff are allowed to make changes in REQs or in

leases. We need a report to track what changes were done in which REOs ar in -

Status:® In Progress |E| Send Closed L:_l Leases, who has done changes and when these changes were made, This will help

the fadlity manager and Lease approver to keep eye on thousands REDs or leases
Category: Enhancement F‘.equeEl 1] and identify if unauthorized / wrong changes are made. LI
Priority: 3-Medium [=] m___. esolution Code: [=] Created Date:* 05/08/2013 02:56:44 AM H

Assigned to

Assigned To: SCIANCALEPORE, Arcd | ___SNSRTNA gs to Assigned to *group* Requested For (RF) Region: Lebanon [+]

Assigned To Group: Umoja Real Estate M4 Target Date: ie] Pick RF: SABIR|M Email Address: sabirf@un.org

Owned By: FANTASIA, Antonio 4 -éﬁarri.ed (0)V/=| gk Phone #: 5744

from SR POC

Person/group who
created the WO

< Last Name: SABIR

Owned By Group:® Umoja Support Centr3 B First Mame: Muhammad ganization: Engineering Support Section

1-1wof 10+ | [E

- == be here —
— Activity # Type Description Comments Status Priority
> [ 1BVKVSP Email - Outbound  *Follow up™... WO ID:WO-RF5-1-536676583 Dear UMOJA Real Estate Management, Please update us Closed =
1-BSATSE Other Other CCBREQ-1756 has been opened, now under analysis. CCE Open =
1-B5AT3Y Email - Outbound  *FOLLOW UP*... WO ID:WO-RF5-1-586676583  Dear UMQJA Real Estate Management, Please update us Closed o
1-APP2K] Qther Other Hi, We apologize again for the delay and are currently con Closed
Activities are the primary entity used to record all actions taken on the WO
. / \
/7 N
7 N
N/ V
\ 4
=< 23
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Queries - Finding Records

Click ‘Query’
Home I 8 Service EIDMS I Employees I Self service User Data | Servi
Work Orders

All My Group's Work Orders [7] | BiZLhd n My Region | Query u

WO Identifier Parent SR Identifier Status Description

® LAIC TRE 4 FTAA4ATOA Arm 4 FTAAAnT YR e e P e _ LY SR M )

Enter desired values and [Enter] or click Go

Home I .% Service I Work Order I EIDMS I@ Employees I self Service User Data I Service Organization I User Preferences I Activities

Work Orders
All Ny Group's Work Orders [+] | My Region Go I Cancel I Query Assistant Enter Query
‘WO Identifier Parent SR Identifier Status Description Category Priority  Assigned To Assigned To Group
1 «(Case Required > <Case Required <Case Required> <Case Required>  <Case Reql ]

To see the number of records in the list, select Menu->Record Count or press [ctrl-shift-3]
Active query criteria can be revised with Query->Refine Query or [alt-r]
Query criteria are case-sensitive where indicated (<Case Required>)

Note the Pre-Defined Query field in the top right corner becomes *blank* when you use
the ‘Query’ button.

Wildcards and simple logic are recognized, see Examples, next page

be the change



Queries — Examples

»  WOs Created Yesterday for Accounts Payable
» Status: <>Cancelled

» Created Date: =Today()-1
» Assigned To Group: Umoja Finance Accounts Payable

»  Open Banking Data WOs for UNIFIL
» Status: <>Closed and <>Cancelled

» Assigned To Group: Umoja*Banking*UNIFIL

»  WOs Containing the phrase ‘coding block’ or ‘crosswalk’
» Description: *crosswalk* or *coding block*

» Unassigned WOs
» Status: <>Closed AND <>Cancelled

» Assigned to: is NULL

umrjja
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Queries — Query Assistant

» The Query Assistant provides a user interface for constructing multi-field
queries. Note the ability to perform queries using AND or OR...

umrjja
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Home I % Service I Work Order I Administration - Service I Communications I EIDMS I Employees I Self Service User Dat
Work Orders
All My Group's Work Orders [*] Menu * My Region Go | Cancel Query Assistant Enter Query
WO Identifier Parent SR Identifier Status Description Category
> £ Query Assistant  Windows Internet Explorer oy [m]
Show Work Order where: (i)
<Select Field> [+| starts with [+]
<Select Field> [v| starts with [+]
<Select Field> [v| Starts with [+]
<Select Field> [v| Starts with [+]
Perfarm Query using: AMD [« G)
' E
rF
Jid|
ol —
Save Query  Go  Clear  Cancel
Work
Menu - == === o= ey
WO Identifier:® Site Visit: [ Description:



o I E—m——— S
Queries — Saving Pre-Defined Queries (PDQs)

»  Often-used queries can be saved for repeated use.
»  From the application menu, choose Query ->Save Query As... or [alt-s]

File Edit View MNavigate Query Tools Help

MNew Query

Run Query [Alt+ENTER]
Gk Refine Query [Alt+R]
Home I r‘i Service I W 3 Communications I EIDMS I
=
v T
LURVESTGITE RO Delete Saved Query... Go I Cancel I Query Assis’

WO Identifier Parent SR Identifier Status Description
» <Case Required> <Case Required > <Case Required > ( ~LIKE *crosswalk’
»  Enter a new Query Name or select an existing Query to overwrite and click OK.
!é: Save Query As - Windows Internet Explorer _ O] x|

Query Namg|eect Query Every

05 nassigned Open WOs
0&-Jnassianed Open WOs Starting
074Jnassigned Open WOs Starting for the
03-Transfer WOs

09-Pending WOs

10-0pen WOs w/ Parent SR Passed Due Date
11-0Open WOs w/ Parent SR Due for the Week
12-W0s Closed Today

13-W0Os Created Today
14-0Open WOs with past SR Target Date ﬂ Your Source for Service  J/ ANped |
B Saved Queries: | Best Query Ever (| &G &

»  The saved query now appears in the Saved Queries drop-down list.
»  Note that only you can view your saved queries.

umrija
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Activities

»  Record of actions taken in connection with a work order or Service Request
»  Can be at both SR and WO level
»  Can be manual or created automatically by iNeed (upon WO assignment, closure, by

inbound/outbound e-mail, etc.)

Activities should be used liberally to record work performed, additional notes, comments,
solutions, workarounds, etc.

| Owned By Group:™® Umaja Suppart Centr[+] Actual End Date: = First Mame; Tirhas Organization: Ur

Assets A«Ctl'lﬂhﬁ. Attachments I Activity Plans I Related Work Orders I Site Survey I Quality Review I Audit Trail I Requested Items
Indicates an email message sent from

Activities List | | Menu~ New within the work order (see later slide)
- Activity Type Comments Status

> 1-COKYTC Other

1-C9KYTT Email - Cutbound

1-4C901IPS Email - Inbound Re: (Webex reschedule): Regarding iNeed Work Order: WO-IM-. Dear Tirhas, Safwan, Thank you for your time being wil Mot Started

Dear Tirhas, Please confirm if the creation of RFx respons Open

Regarding iNeed Waork Order: WO-IM-1-733069187 (for Service Dear Tirhas, Please confirm if the creation of RFx respons Closed

1-CBWVRY Re: (Webey reschedule): Regarding iNeed Work Qrder: WQ-TM- Dear Tirhas, Safwan, Good afternoon. I have sentan Mot Started
1-C3A1CE Email - Inbout Re: Regarding iNeed Work Order: WO-IM-1-738069187 (for Sen Dear Umoja Procurement, Monday, 10 March 2014 at 14 Not Started
1-CBAICT Email - Inbound ing iNeed Work Order: WO-IM-1-738069187 (for Sen  Dear Umoja Procurement, Monday, 10 March 2014 at 1 Not Started
1-Ca2PaL Other Other Dear Tirhas, We would like to schedule a meeting through Open

1-CB5MN4F Email - Intound -1-738069187 (for Service Dear Tirhas, We would like to schedule a meeting through Mot Started

1-C82P6] Other Indicates an email message received by iNeed, ould like to schedule a meeting through Open

typically in response to an ‘Email-Outbound’

1-C32P6E Email - Cuthound would like to schedule a meeting throuah Closed
o / N\
T
\ Y
NSS4
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Creating Activities

A\

Click ‘New’, typically only need to enter Comments and Status

» When recording an activity that’s already been performed (usually the case),
set Status to ‘Closed’ or just check “Done” straight away.

» Because work orders can only be closed if all activities are closed.

»  Ctrl-S or click in a different view to save

Assets I Activities I Attachments I Activity Plans I Related Work Orders I Site Survey I Quality Review I Audit Trail I Reguested [tems I Solutions

1-M7WN6D

Activity #: 1-MAWNED Comments: %
e

Status: Open

Type:* Other

Priarity:

[« [« [} ]

Category:

r
Done: [

umrjja @)
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iNeed Assighed-To Groups for Umoja Support

Every Work Order is a assigned to a group (“Assigned-To Group” field).
The Umoja Support Centre group is the sole Tier 2a group

At the Tier 2b and higher support levels, group names generally designate both tier
level and functional or technical Umoja area (Umoja T2B — Funds Management, Umoja
T3 — Security)

T2b groups refer to Business Process Owner/Process Experts; T2b groups generally
escalate (by creating a new work order — discussed below) to T3 groups.

T3 groups refer to Umoja team process/technical experts; T3 groups may escalate to
an ‘SI’ group if necessary

Sl groups refer to the System Integrator (e.g. Accenture) and are considered Tier 3 for
the Umoja support model but contain only members of the external consultants. The
distinction between U.N. Umoja team members and external consultants at the Tier 3
level helps for monitoring and reporting.

m RN
Vi f ' ‘,‘ LY
J a \\'fl."@*'-ag*g\._ Y
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Tier-Based Assigned-To Groups

Partial list of escalation Assign-To Groups in iNeed for Umoja
See Support Guidelines/SOPs at iSeek link given above for more detail

ML

be the change

d

Umoja T2b - Treasury & Cash Management

Umoja S| — Security

Umoja T2b - Investment Management & Accounting

Umoja Sl - Services Delivery

Umoja T2b - Cost Center Accounting

Umoja S| - Supply Chain

Umoja T2b - Financial Accounting

Umoja Sl — Travel

Umoja T2b - Asset Accounting

Umoja T3 - Benefits Management

Umoja T2b - Taxes & Insurance Accounting

Umoja T3 - Central Master Data

Umoja T2b - Budget Management

Umoja T3 - Config Management

Umoja T2b - Grants Management

Umoja T3 - FRICEW Development

Umoja T2b - HR Management

Umoja T3 - Financial Accounting

Umoja T2b - Uniformed Personnel Management

Umoja T3 - Fixed Assets

Umoja T2b - Organization & Position Management

Umoja T3 - Funds Management

Umoja T2b - Payroll Management

Umoja T3 - Grants Management

Umoja T2b - Real Estate Management

Umoja T3 - HR Management

Umoja T2b - Logistics Execution

Umoja T3 - Logistics Execution

Umoja T2b - Services Delivery

Umoja T3 - Payroll Management

Umoja T2b - Fixed Assets

Umoja T3 - Plant Maintenance

Umoja T2b - Plant Maintenance

Umoja T3 - Procurement

Umoja T2b - Procurement

Umoja T3 - Project Management

Umoja T2b - Travel Management

Umoja T3 - Real Estate Management

Umoja T2b - Medical & Life Insurance

Umoja T3 - Services Delivery

Umoja T3 - Training

Umoja T2b — CMT

Umoja T3 - Travel Management

Umoja T2b - Workflow Admin

Umoja T3 - Treasury & Cash Management

Umoja Sl - Business Intelligence

Umoja T3 - BASIS Support

Umoja Sl - FRICEW Development

Umoja T3 - Business Intelligence

Umoja Sl - Finance

Umoja T3 - Data Conversion

Umoja Sl - Funds - Cost - Grants

Umoja T3 - Interfaces

Umoja Sl - HR

Umoja T3 - Security

Umoja Sl - Payroll

Umoja T3 - Support Admin - iNeed

Umoja S| - Real Estate

Umoja T3 - Workflow Admin




Triage/Assigning Work Orders

Proper work order triage and monitoring procedures are a crucial aspect of overall work
order processing, particularly when volume is high and/or the group is relatively large.
Each iNeed group has a corresponding ‘un.org’ email address.
When a WO is assigned to the group, iNeed sends an email to the group address, which is
also configured in Lotus Notes to send individual email to everyone in the group.
It is the group’s responsibility to determine how best to assign WOs to individuals within the
group. There are two primary options:
Designate one or more Triage Agents (recommended), responsible for monitoring
incoming work orders and assigning them to individual group members as appropriate.
Triage agents may monitor iNeed regularly (via the ‘My Group’s Work Orders’ or ‘All My
Group’s Work Orders’), or they can be configured to receive personal emails for each
incoming work order for the group, alerting them that their attention is required in
iNeed.
...OR...
All members of the group receive individual email when a work order is assigned to the
group. The group determines it's own dynamics for who actions each work order
(agents assign WOs to themselves and perform the required work)

umtij
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Triage/Assigning Work Orders (continued)

By default all group members are configured to receive notification of WO assignment.

To assign a work order to an individual agent enter their name in the “Assigned To” field

An agent can assign a WO to herself by entering their own name in the ‘Assigned To’ field.
When a work order is assigned to an agent, iNeed sends an automated notification e-mail to the
agent with subject “A work order has been assigned to you...”

Triage Agents and managers may request the Work Order Dashboard view, which shows work
order distribution by individual within each group (including unassigned work orders)

Wark Order Dashboard r

henu =

Group: | Umoja T3 - Travel Management - Assigned Group Last Refreshed On: 150772015 12:435:23 PM By: | TAT!
Dashboard Menu - Refresh Dashhoard ey
Hame Availability Status Last Login OpenwW0s PendingWos InProgressWos Transfer W0s  Total Status Until
*Unazzigned*® 1] u] ] 1 1
TATSUK AW, Emi Conilire 1702015011704 AW 0 ] 0 4 4
SEID, Huda Conilime 2802015115254 P 0 0 0 0 0
MARCOS, Alsjandro  Cnline 09M 02015 0140000 A 0 0 0 I T
hAALARL, Jyctivs) Cinline T4M2015 065727 P 0 il 0 2 2
WARLICA, DarkE} Cniline 201002015 013500 P O 0 0 0 0
FURMAMSK], Susan  Cnline 1302015050505 P 0 0 0 3 3
ALWARET Juan Conlire 28072015 061423 P 0 0 0 2 2

| 0 0 0 19 19




o IS EE—S—————
Work Order Notification to Group

Umoja T2b - Procurement to. UmojaProcurement

‘) A Work Order has been assigned to WO ID:WO-RFS-1-1562365260
St Please respond to umojasupport

Dear[Umﬂja T2b - PrucurementJ

The following Work Order has been assigned to your gruup:[WO—RFS—1—1562365260.]

Request for: Procurement

It would be appreciated if at the PO Signatory under PO Header to apply the following changes:

1. Remove Mr. Balakrishnan's name as there is a new CPO

2. Imclude M=. Sharon ¥. Cornelius, CPO and Ms. Stacey Worthington, Procurement Assistant. Please do not remove the nam
Attached please find a screenshot where the change needs to be applied.

With kind regards,

Stella

http=s://ineed.un.org/epublicsector enu/=2tart.swe? SWECHd=GotoViewiSWEView=0UNIN+Al1l+Work+Orders+icross+My+Master+0rganiza
un.orgsSWEBU=1 & SWHELADDlet O=UNIN+Master+Work+Order+List+hpplet & SNERoWIAD=1-PU&WROD

1 7R\
V ¥
RS W
N L
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Work Order Notification to Individual

Umoja T2b - Procurement to: nedelkova

Cec umejaprocurement
Please respond to umojasupport

w 1 attachment
i-'.
UNTS0. pdf

{
(W  AWork Order has been assigned(io you] WO ID-WO-IM-1-1371017518

Dear in Umoja T2k - Procurement,

The following Work Crder has been assigned to you IWO—IH—1—13'?101'?518].

KEindly take care of the below request sent us from Ms. Galina NEDELEOVA:

I am writing to vou regarding PO#2200015647 from 2014. After receiving the last invoice we figured out we are
I=s it possible that funds are added to the PO and how? Cur budget does not want us to have pending bills frce
In Fund commitment module they created a new job aid that addresses the issue but I am wondering 1f there azx

Lin
https://ineed.un.org/epublicsector enu/start.swe?SWECnd=GotoViews&SWEView=UNIN+All+Work+Orders+icross+My+Maste
ed.un.org&sSHERTU=1 aSWEApDD]l et 0=TUNTIN+Master+Work+Order+List+Appl et s SWERoWwIdO=]1 —-MOSNWVY

Best regards,

»  When the agent to whom the work order is assighed begins
reviewing it, he or she should change the Status to “In Progress”

umtcjj
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Setting Work Order Status

» Used properly, the Status field is a useful indicator of the current state of a Work Order.

m Initial status upon initial WO creation.

Transfer Set when the Assigned To Group is changed.

Set by the Assigned-To agent as the first step when reviewing or acting on the Work

In Progress Order.

Set when processing of the work order is awaiting further details or clarification or
response from the requester or another party.

Status should be set back to “In Progress” once the Assigned To agent resumes action
on the work order.

NOTE: The amount of time a Work Order spends in a ‘Pending’ status is excluded from
the ‘“Total Completion Time’ field. The ‘Total Pending Delay’ field shows the amount of
time a work order has spent in Pending Status.

Cancelled Set when the WO was created in error or otherwise not actionable.
Closed Set by the Assigned To agent when work on the WO is complete including any required
action in Umoja.
Awaiting When an SR has an approval workflow associated with it, Work Orders will be ‘Awaiting
Approval Approval’ until the approvals are achieved, after which the WO Status becomes ‘Open’
umijja @)
N 4
N L
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Creating a Work Order

From a Work Order screen, click the ‘SR Identifier’ link to view the SR Detail (See ‘Work
Order Details’ slide above)
From the SR Detail screen, select the ‘WO Details’ tab, and click ‘New’ as shown below.

Sub Stabs:® Submitted - Auto-Emad to POC: v dis-calcentreBun.org Agent Profity: S-Queston - Target Date: fai}
Source: Emal | = POC Phone: Service Locabon =: DC1-1393 = Regior: LINHG -
tore Info | Documentation | Approvas | Relatiorships | wo petaits | audit | Fom
Work Orders | AN'WO Acthvibes

Work order List | 0% e [ W vooe - R
Predecessor WO Priority WO Identifier Description Assigned To Group Assigned To Status Category ]
> l [l WiO-IM-1-9 28425582 Umoja Support Centre HEMDLER,, Howard Open Other ] |
O WO-IM-1-19 196701 OFS5 5C= 303,599 Ann-Marie Orler needs her username and pas: OICT MCE SERRINGER, John Closed Cither |

Enter Priority, Description, and Assigned-To Group. Leave ‘Assigned To’ blank (the
Assigned-to group is responsible for assigning their own work orders to individual
agents)

Save the record (ctrl-s or Menu->Save)

To view the full WO Detail screen, click the WO Identifier link...

Work Order List | Ji5The

Priority WO Identifier Status Description

> O WO-IM-1-733132903 Waiting on Predeces User full name : M
m B ——— - "o - - .- .
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o IS EE—S—————
Escalation — Creating new WOs

» If anissue cannot be resolved it must be escalated the next support
tier by creating a new work order

» Example: A Tier 2b agent cannot resolved an issue, or determines that
it otherwise requires the attention of Tier 3 (Umoja Team), i.e. requires
development, break-fix, enhancement, configuration or other technical
work; that is, an actual change to the system.

The T2b agent should:

» Create an activity stating that the issue is being escalated and give the reason.

» Close the T2b work order.

» Create a new work order assigned to the appropriate Tier 3 group.
» Copy/paste the description from the T2b work order and add to it as needed

umrija
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Reassignhing Work Orders

» If a WO is assigned to the wrong group, it can be reassigned by
changing the ‘Assigned To Group” field

» An Activity should be created to indicate the reason for the
reassignment

» Once a WO is assigned to a different group, the original group and
it’s members will no longer be able to modify the work order.

umrtija @),
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Attachments

» Documents may be attached to SRs (“Documentation” tab), WOs (“Attachments” tab), or Activities*

More Info :D"c““'e“ta“““ ' approvals | Relatons assets | Activities I Attachments ' Activity Plans | Rel
Attachments | Solutions

Menu * Delete | Query MNew

Attachment Name Size (In Bytes) T

Attachment Name Size (In Bytes
» Business Partner Individual Person 19,95

* Activities have one or more attachments if the paper clip icon is displayed.

To view attachments on an Activity, click the ‘Activity # link, and on the e

Activity detail screen, click the ‘Attachments’ tab Actvteslict S e ==
v | Status - Activity # Type ' Descri
Nl:-t Started Email - Inbound Re: Re
Clnsed 1-RET1F WO Clnsire Wnrk

More Info I Documentation I Approvals I Relationships I WO De

» To create an attachment, Click “New File” Attachments | Solutions

» Browse to the desired file on the PC and click ‘Open’  prrrmrsss—ey

» Add comments as needed and save the record Attachment Name e
¥ Susiness Partner B 2,243 xml

Notes for Data Maintainers

» Master data forms will be represented by both xml and html attachments. The xml file is the actual
InfoPath form, the html version is identical and provided as a convenience for viewing within a
browser and should be used exclusively.

» Click the attachment name to open and/or save it

umrjja
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‘Predecessor’ Concept - Work Order Dependency

» Work orders within a given SR can be set sequentially

» A WO having a “Predecessor WO” remains in status ‘Waiting on Predecessor’ until the Predecessor
WO is closed

» When Predecessor WO is closed, the work order status becomes ‘Open’
» For multiple work orders not dependent on one another Predecessor WO is left blank

» Predecessor WOs are used for Business Partner Forms that contain both general and banking data;
the general/shell data WO is the predecessor of the banking data WO

» Two WOs are created, one for general/shell data maintenance, one for banking

» Banking data maintenance WO has the general data WO as it’s Predecessor

Work Order Details
Menu - Query Close WO

WO Identifier:® WoO-IM-1-92214201
Status:* Cpen El
Category: Other El
Assigned Tor FMS_AGENT_01, FMEE
Assigned To Group: FM3S Service Desk g

Owned By: FMS_AGENT_O1, FMEE]

Upon entry of the Predecessor WO, status of

the current WO will be updated to ‘Waiting on Owned By Group: FMS Service Desk Agi]

)
Predecessor’ and all the fields except oredecessor 1O = vp’ ‘q\‘
| l I I l [ ] a ‘Predecessor WO’ will become read-only. N/ V
Bill To Organization: % \i\‘_} 4{}/
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Corresponding via iNeed

Agents may need to communicate with others in the course of addressing a work order

>
» e-mail correspondence can and should be sent directly from iNeed
» Regular e-mail should not be used.
» e-Mails sent from (and replies back to) iNeed are stored as Activities on the work order (or SR) from which the e-mail was
sent, facilitating business continuity, audit trail, follow-ups, etc.
» To send email from within a work order:
» Press F9 or select File > Send Email, select desired recipient, or “(None)” and click OK; additional recipients can be
entered on the next screen.
» Enter additional recipients as desired (NOTE: cc yourself to receive a copy)
» Use the Body dropdown to select an email template. Templates are a convenient way to pre-populate the e-mail
subject and body with commonly-used text, which can then be modified as needed.
» The most important component of the template is the REF: <WO ID> tag, which iNeed uses to link outgoing
and incoming e-mails as activities on the work order from which they originated.
» Other text in the subject or body of the message may be modified but the REF tag must remain intact.
» Templates can be created upon request to facilitate message content that is commonly used.
» Modify the subject and/or body of the message as necessary and click ‘Send’
{2 Pick Recipient - Windows Internet... [T (5[] [l ARSI B T et
1-50of6 | From Umoja TS - Support Admin - iNeed El
To  <another recipient@un.org>
Cc Boo
> (Mone) I I Subject Regarding iNeed Work Order: WO-RFS5-1-740699818 {for Service Request: RF5-1-740718077) I
Wi Assigned Ta
WO Assianed Ta Grou Body General Correspondence (WO} - Umaja El
< " Dear <enter recipient name >, % @
WO Requested For -
This message is in regards to Work Order: WO-RFS-1-7406928 18 for Service Request: RFS-1-740718077 with
WD Cnner description:
WO Owner To Group Data Maintenance form - Business Partner
Business Partner Number: Business Partner Grouping: Z010 Commercial Vendor Business Partner Name: LUTECE
INTERMATIOMAL
|<enter your message herex
. E;gn?;dGsllnbal Support
’ REF: (WO ID:WO-RF5-1-740699818)
Ok Cancel
LI =l B
be the change
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Closing or Cancelling a Work Order

»  Once the required work is complete, an activity should be created describing the work
performed (see “Activities” above).

» A work order can only be closed when it has at least one manually-entered activity or
F9 email, and all activities have status Closed or Cancelled.

»  Careful: WO is closed immediately upon clicking ‘Close WO’ (no confirmation)

Home I I.'?‘ Service I Work Order I EIDMS I Employees I Self se
‘Work Orders

Work Order Details

Menu * Query Close WO
WO Identifier:® WO-RFS-1-586676583 Site Visit: |
Status:® In Progress E‘ Send Closed Email:
Category: Enhancement F‘.equeE‘ SR Identifier:
Priority: 3-Medium El Service Location:

» A notification email is automatically sent to the “WO Owner” (typically person/group
who created the work order)

»  Once closed, WOs are no longer editable and should not be re-opened except under
exceptional circumstances.

» A work order may also be Cancelled by setting it’s status to ‘Cancelled’. This should
done with caution, only when it is clear that the work order was created in error or
without justification

umtjj
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Exporting Data

»  Within a list view, data can be exported via Menu->Export...

Home I 3 Service I Work Order I Administration - Service I Communications I EIDMS I
Work Orders

All My Group’s Work Orders [*] | |

WO Identifier

> WO-IM-1-374418734
WO-RF5-1-577017338
WO-RF5-1-577017939
WO-RF5-1-584664187
WO-RF5-1-380843760
WO-RF5-1-591654297
WO-RF5-1-602356865
WO-RF5-1-645710341
WO-RF5-1-653049245
WO-IM-1-654831930

4]

Parent 5R
RF5-1-5744:
RF5-1-5770:
RF5-1-5770:
RFS5-1-5840¢
RF5-1-5843+
RF5-1-5907¢
RF5-1-6019:
RF5-1-6450¢
IM-1-653645
IM-1-654831

Work Order Details

Menu + Query

WO Identifier:* WO-IM-1-574418

» Export Options

- T

g

Description

Rfx Template 340000
Attachments of the sic
Request for SRM ‘Buye

While preparing the lis
As all Real Estate rolle
This is a Change Requ

System date not consi

1 Sometimes the

Undo Record [iCtrl+1]
Delete Record [Chrl+D]

Mews Record [iCtrl-+1]
Copty Recard [Ctr+E]

Save Record [Ctrl+5]

Mew Query [alt+q]

Run Query [Alt+ENTER]
Refine Query [Alt+R]
About Record [Crl+Alt+]
Record Count [Crl+5hift+3]
Create Bookmark...

Print Preview...

Print...

Columins Displayed  [Ctrl+Shift-+¢]
Advanced Sort [Ctrl+5hift+0]

Imnpork, ..

_(é:f:-(pc-rt - Windows Internet Explorer

Rows to Export: @ ) pows In Current Query
™ Only Current Row
Columns To Export: ~ Al
= Visible Columns

Output Format @ Tah Delimited Text Fie
™ Comma Separated Text File
 HTML
" Text File With Delimiter:

—

Mext = Close

» all visible rows or only the currently highlighted row.

» Displayed columns only or all available (SR: ~117 columns, WO: ~65 columns)

» Format: Tab delimited (typically opens directly in Excel), CSV, HTML, user-
specified delimiter

umiija
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User Preferences — Startup View

Startup view and tab layout can be customised under User Preferences. For
example you may pay prefer to go directly to the My Work Orders tab upon
login...

Home I .'% Service | Work Order I User Preferences .
Profile || Startup View || Cutbound Communications | Tab Layout | Report Parameters

Menu » Save

Startup View: | Service Request - My Service Requests|

F_T Pick Favorite - Windows Internet Explorer

| Startup View Ea| starting with [ | 15-1340f 134
Startup View
Work Orders - Audit Trail ﬂ
Work Orders - My Group's Work Orders =

Work Orders - My Master Organization's Work Orders
|) Work Orders - My Work Crders
Work Orders - Quality Review

Work Orders - Related Work Orders

Work Orders - Requested Items
Work Orders - Site Survey
Work Orders - Umoja Wark Orders

“l |

Work Orders - Work Order Dashboard

Cancel

umrtija 1
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User Preferences — Tab Layout

»  User Preferences->Tab Layout allows you to customise the visibility, order and default
views for each tab

Tab Layout:
Home I .% Service I Work Order | User Preferences
Profile | Startup View | Outbound Communications ||Tab Layout | Report Parameters Check to Hide,

Uncheck to Show

Screen Tab Layout | [EE0Rd | o= 00T 10+ |
Home 2
-~
2 Service b
S ———— >3 Work Order
Controls the left- . - y
. sse
right tab order -
k 5 User Preferences
& Activities '
Administration - Data o
a Administration - Product '
39 Administration - Resolution Documents W
Controls View 10 Administration - Service v -
dropdown list order z
ELERUECUELES  view Tab Layout | | Menu~ Query 1-1w00f 10+ | [&]
(Work Order here)
Name Parent Category Default View Hide
My Work Orders UNIN Work Order £
My Group's Work Orders LINIM Work Order o -

All My Group's Work Orders UNIN Work Order
My Master Organization's Wark C U

Work Order Dashboard LUNIM Wos Order
Check the desired Default

e view for the highlighted ’
m [ ] a tab (Work Order here) \‘7/
l ‘ \
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Tip: Finding a Work Order

> Scenario: You received an email stating that a Work Order is
assigned to you

1. Click or copy/paste the link in the e-mail.
2. Log in to iNeed if necessary

3. Locate the work order referred to in the email. Use ‘Query’ if necessary
and query for the WO Identifier

4. Click on the WO Identifier view the details

My Master Organization's Work Orders j Menu =

Form WO Identifier Priority Parent SR Identifier [

| WO-RF5-1-157 1498327 | . RF3-1-1571393734 |

umrija
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Tip: Resolving/Closing a Work Order

» If you can resolve the issue, create an Activity explaining the resolution and
close the Work Order

1. Inthe Activities Tab, click New

Assets

ctivities | Attachments Activity Plans Relate:

Activities List Menu ~ Mew |
Category - | Status Activity &
. . Open . 1-QE4ADY

2. Use the Comments field to describe the resolution of the issue. Be
specific and thorough, others can learn from your work...

Assets Activities Attachments Activity Plans Related Work Orders

3. Click “Done”, then press Ctrl-S to save...

1-Q64A0X
4. Close the Work Order (click ‘Close WQO’) -
Activity #: | 1-Q64A0 Comments: I
Home Bl service | Work Order | User Preferences Status: | Open M
- Type:* Other -
Work Orders
Priority: -
Work Order Details Category: .
: -
Menu * Querny [_ Close WO Fo

WO Identifier:® | WO-RF5-1-1582307534

umrija
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