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Introduction

The Texas Student Data System (TSDS) Incident Management System, or TIMS, is a web-based
system that allows you to submit incidents when you encounter problems, have questions
about TSDS applications, or want to request software enhancements. If the support staff at the
next level cannot resolve your incident, it can be escalated to the next level, from the local
educational agency (LEA), to the education service (ESC) or certified vendor, and if necessary to
the Texas Education Agency (TEA) vendor.

Support staff at the LEA, ESC, certified vendor, and TEA who are tracking the requests are
provided with a dashboard-like view of the latest activity on incidents, assigned incidents, and
lists of incidents by various categories.

Audience

This user guide is broken into sections as follows:

e Introduction: for all users of TIMS, to provide background on capabilities, roles, and
workflow

e Using the Basic Features of TIMS: for TSDS nonsupport users of TIMS, to introduce
them to the software and assist them with its basic features

e Managing Incidents in Support View: for support users, to help them understand how
to use their views and track and manage incidents

e Working with the Knowledge Base: for Level 3 support users, to manage Knowledge
Base articles

Features

TIMS has the following features:
e Incident reporting and management
e Incident escalation
e Aknowledge base
e History tracking

e Subscriptions service for receiving information about specific updates or changes

tSdS Texas Education Agency Page 3
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User Levels and Roles

Five levels of users can access TIMS via the secure TEA Login (TEAL). Your views of TIMS and
permissions vary depending upon your user level:

TSDS User

Level 1 Support

Level 2 Support

Level 3 Support

Level 4 Support

Any user with a role in one or more
of the TSDS Portal and applications,
for example:

e Unique-ID LEA
e ODS Data Loader
e  TSDS studentGPS Dashboards

TIMS Level 1 Support

The first contacts for questions by
district or charter school users, who
work with internal district source
data experts to diagnose and resolve
incidents

TIMS Level 2 Support

Support personnel at the ESC or
certified vendor who monitor and
receive escalated incidents from
Level 1 Support, assist in the
diagnosis of data anomalies, and
help diagnose problems

TIMS Technical Support

Support staff at TEA who monitor
and receive escalated incidents from
Level 2 Support staff and assist in
diagnosing, resolving, or escalating
incidents

This is a TSDS system-wide role and
so includes functionality related in all
TSDS applications—not specific to
TIMS.

Any of several roles held by TSDS
Component owners (technical
experts for the various applications)

Searches Knowledge Base for help

Submits incidents, questions, and requests
for enhancements to TIMS

Views own incidents

Searches Knowledge Base for help

Monitors and manages the TIMS Level 1
queue

Resolves incidents

Escalates incidents to Level 2 Support when
necessary

Enters incidents in TIMS

Searches Knowledge Base for help

Monitors and manages incidents in TIMS
for LEAS in district for whom they provide
support

Escalates incidents to Level 3 Support when
necessary

Writes articles for the Knowledge Base
Enters incidents in TIMS

Searches Knowledge Base for help

Monitors and manages incidents in TIMS
that have been escalated to Level 3

Escalates incidents to Level 4 Support when
necessary

Writes or approves articles written by
others for the Knowledge Base

Closes incidents that are resolved at Levels
land?2

Enters incidents in TIMS

Searches Knowledge Base for help

Monitors and manages incidents in TIMS
for the specific component for which they
provide support

Enters incidents in TIMS

tsdls
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FERPA and Use of Data in TIMS

It is very important to follow stringent guidelines when using LEA and ESC data in TIMS. TEA
policy and the Federal Educational Rights and Privacy Act (FERPA) dictate that personally
identifying data for students and teachers be kept private. Therefore, the following rules are
applicable to all users of TIMS:

tsdls

Data will be used for the sole purpose of resolving the reported incident, and no
attempt will be made to identify specific individuals.

If the identity of any student should be inadvertently discovered, no use will be made of
this information nor will it be shared by anyone else, and the identifying information will
be safeguarded or destroyed.

Only the personnel providing support for the incident will have access to the contents of
the data files, including any files derived from these files.

Inquiries from the LEA regarding compliance with this agreement or the expected date
of resolution of an incident must be responded to promptly and in writing.

All electronic and paper files containing identifying data that are created or used during
incident resolution must be destroyed when the incident is closed.

Texas Education Agency Page 5
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Simplified Workflow for TIMS

End user
generates an issue

v

System assigns
incident to Level 1
Support

:

L1 attempts to
resolve incident
from known issues

Resolved?

No
A 4

Issue assigned to
Level 2

_%

Level 2 attempts to
resolve issue from
known issues

*

Email notification
to end user

Yes—»

Issue is marked
Resolved and the

resolution is <
documented in
TIMS

A

Resolved?

No
\ 4

Issue assigned to
Level 3

_S

Level 3 attempts to
resolve issue from
known issues

Resolved?

No—»

Level 3 determines
component

Level 4 component
owner researches
problem, creates
resolution, and
promotes
resolutio: to Prod

Issue assigned to
appropriate
»| component group

(Level 4)

tsdls
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Using the Basic Features of TIMS

This section of the user guide is designed for end users of TSDS applications so that they can
learn the basic features of TIMS:

e Accessing TIMS

e Searching the Knowledge Base

e Filing an incident report

e Viewing your personal incident reports

Getting Access to TIMS

If you are already a TSDS user, you have a TEAL login that gives you access to TIMS. If you
need a specific support role (TIMS Level 1 Support, TIMS Level 2 Support, System Support, or

TIMS Technical Support) because you are part of the LEA, ESC, certified vendor, or TEA support
team, you may request that additional access through TEAL

Log in to TEAL, and click Add/Modify Access next to your TSDS application link.

Texas Education Agency INT
User and Access Management Welcome, Allen User ‘:E Logout © Help (hN] Online User Training
Self-Service applications
i Access Applications . .
M T P ik Refresh Links
& My To-Do List
g Requests I've Submitted Texas Student Data System Portal

y - ~ Texas Student Data System Portal
% My Application Account Texas Student Data System Portal

ALLEN ISD 4&'

Role: TSDS studentGFS Dashboards

L= Edit

Click Add Access on the next page, and then complete the form to request the new role for
TIMS. See the TEAL Help for any questions.

Note: If you are not a TIMS support person, requesting any TSDS role will give
you access to the basic functionality of TIMS. You will be able to view the
Knowledge Base, submit incidents, and look at your own incidents.

tSdS Texas Education Agency Page 7
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Application access details

Steps for adding access

1. Enter your Employing Organization (name or organization number).

2. 1::In:l'-c the checkbox/radio button for the role(s) that you are applying
or.

3. If there are parameters for the role(s) selected, enter that
inforrmation.

4, Chck the "Done” button to queue your request. This does not
submit your request to TEAL.

5. Chck the "Save Changes™ button. This will then submit your access
request to TEAL.

Employing Organization

* Orgamzatwon:
Who go you wark for? In aoher words, what organization emplops you (e.g. o,
ESC, charter schoal)?

Roles & Parameters

TSDS studentGPS Dashboards
Il ecos Data Approver
FERPA Pohcy Adman
TIMS Lewvel 2 Support
] TIM5 Level 1 Support -

TIMS Technical Suppoart

The TIMS support roles are detailed in “User Levels and Roles.”

Accessing TIMS

If you are a district or charter school user and need help with a TSDS application or utility, then
you are most likely already logged in to TSDS. However, if you are not, follow these steps to
access TIMS:

1. Login TEAL and access the TSDS Portal. This portal may look slightly different from the
example below depending upon which TSDS functions you have access to:

tSdS Texas Education Agency Page 8
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Allen User [adam wam

't Sds texas student
data system

# studentGPS™ Dashboards

Welcome

The Texas Student Data System (TSDS) is
a data collection and reporting system that
improves and standardizes Texas education
data collection and management process
and equips educators with timely,
actionable, and histarical student data to
drive classroom and student success

TSDS replaces and expands on the existing
Public Education Information Management
System (PEIMS)

L i T T P am

Utilities Support

RTED

TA

Y
n

CET
GE

My Messag_ej_

2. Click Support on the light blue menu:

tsds

Allen User [adam warner@region10.org)

-tsds texas student
data system

ﬁ studentGPS™ Dashboards

Welcome

The Texas Student Data System (TSDS) Is
a data collection and reporting system that
'WW‘MQEQJZEJ %%i?ﬁwllﬂﬂ..*. o

NN

My Messages(0)

Utilities Supp{]ﬂ

e I e et b e

© Search

Texas Education Agency
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The TSDS Support Portal page appears. The following example is for users who are not
support staff:

Anon Smith (0) [chnstop diea state bous) Support Help Exat

LEWISVILLE ISD (061902) B

tsd texas student
data system
ﬁ Unigue 1D PEIMS Lhilities Support
TSDS Support Your Support Tools
TEA tracks TSDS issues (incidents=) via the Search Create an View My

TSDS Incident Management System. Knowledge Incident Incidents

From this page, you can create a new 0

incident to report a problem you are
EXPEiencing of Suggest an improvement,
view incidents you have opened, and
search the Knowledge Base to find existing
resolutions to problems you may be
expenencing with TSDS

Users providing support see a page that looks like this:

LEA Smith (0) [christoplher < 2 LS Suppoart Help Exat

LEWISVILLE ISD (061202) 1 G

-tsd texas student
data system
A

Unigue 1D PEIMS Core Collection Utilities Support
TSDS Support TIMS
Flease log in 10 access the TSDS Incident Log In to
Management System (TIMS by JIRA). TIMS

&

Searching the Knowledge Base

The first activity you should perform when you have difficulty using any TSDS application is to
search the Knowledge Base for assistance.

tSdS Texas Education Agency Page 10
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Follow these steps to search the Knowledge Base:
1. Click Search Knowledge Base:

Search
Knowledge
Base

2

A search field opens allowing you to type your question or a description of your
problem:

tsds e
TSDS Support: Search Knowledge Base

Enter Seanch lerms below to find recommendad solutions 1o comman TSDS issues,

2. Type your question or some keywords:

tsdsuee
TSDS Support: Search Knowledge Base

Enter Search terms below to find recommendad solutions by common TSOS issues.

st

tsds

Texas Education Agency Page 11
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3. Click Search.

tsds e
TSDS Support: Search Knowledge Base

Enter Search terms below to find recommended solutions to common TSDS issues

dashboard
TSDSKB-502 Attendan, is Missin
TSDSKB-501 t n is Missii

TSDSKB-500 r log i I

TSDSKB-499 Districts with shared semce arangements,

TSDSKB-497 Issues seeing a campys within 3 campus on
hboard

A list of results appears.

4. Click the link for a result to view it. Information entered for the incident into the

Knowledge Base appears:

TSDSKB-481 hboar it gr. 1 n

Dashboard default credit graduation plans

House Bill 5 may change the requirements for the following, but right now:

Minimum plan requires 22 credits for graduation
Recommended plan requires 24 credits for graduation

Distinguished plan requires 26 credits for graduation.

If your search of the Knowledge Base returns no results, try modifying your search criteria. If you
are unable to find anything to help you with your problem, submit an incident report.

tSdS Texas Education Agency
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Submitting an Incident Report

If searching the Knowledge Base did not help to resolve the incident or answer your question,
you can create an incident in TIMS. Follow these steps to create and submit an incident report:

1. From the TSDS Support page, click Create an Incident.

Create an
Incident

y

The form for an incident report opens, with some information about you and your
organization already completed. As you can see, the user name and address is already
populated. Required fields are indicated by a red asterisk.

.
"%
]
- o
S s texas student
cata system

TSDS Support: Create an Incident

Comphetst Tat form beiow aned sulbm 10 Pepart an B4 of Iecommendation about TSOS

M Anon Smith

Phicne": B126551212

Ermail: chrtisophes Smifitea siate i us
Employing Organization: 051502-LEMWASVILLE 15D

Dute: 0 5-06-04 100041

Issue Type: Enhancemaent Request ?

Subsystem where issus occurmed:  ECDS =]
Shert descriptionte of issue:

Dwtailed Descriplion of msue”
(mao of 2000 charachers)

Savernty: Madim =
Attachment: Bigwaria
A More
I

Copynght 2013 Texas Educabion Agency [TEA])AR nghls resensed

2. Type a phone number where you can be reached, including the area code, in
the following format: ###-###-####. If your phone number is already entered
in TEAL, that information is brought forward to this page, but you can change
it if you are currently at another number.

tSdS Texas Education Agency Page 13
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b

tsds

Select an Issue Type from the drop-down menu.

Question: to ask the support team a question

Enhancement Request: to request an enhancement to an application
Problem: to report a problem with the software

User Request: to request something besides an enhancement or help with a
problem from support

Select the name of the subsystem where the problem occurred.

Type a short description of the incident.

Type a detailed description of the incident. If you are describing a problem, this
description should contain enough information so that the respondent can figure out

what you were doing when the problem occurred, including the steps you took just

before the problem.

Important: Do not include personal identifying information such as names,
social security numbers, student or employee IDs, DOB, addresses, etc., in the
ticket Short description/title field. You may include personal information in the
Detailed description field or within attachments, as long as it is necessary to
solve the incident.

Examples: Here are a couple of examples of well-written detailed descriptions.

Teacher06 does not teach Geometry, World or otherwise. However, the last
three classes listed on his drop down menu show that he has three World
Geometry classes.

There are 15,634 Course Offering records being discarded and 35,737 section
records being dropped because the education Org calendar file is empty. Please
inform vendor that this file needs to be re-sent with the correct data.

Select the severity of the problem:

If there is an attachment that will help with an understanding of the problem, for

Low: you are asking a question, requesting an enhancement in functionality, or

having problems with the display or format of information.

Medium: the application works but produces incorrect, incomplete, or inconsistent

results, or the problem impairs usability.

High: a problem with specific application functionality is causing a major impact on

your work.
Critical: you are unable to do your work because of a system failure.

example, a spreadsheet of the data you are trying to import or a screen capture of the
error message, use the Browse button to locate the file on your computer and attach it.
Click Submit.

Texas Education Agency

Page 14



TSDS Incident Management System (TIMS) User Guide March 22, 2017

Viewing Your Personal Incident Reports

If you have submitted one or more incident reports and wish to view them, click View My
Incidents.

©

Viedgy
Incidents

The system lists the incidents you filed:

Exit
TSDS Support: view My Incidents

All incidents that you have submitted and that are not currently in “closed” status are listed below
Incident# Short Description Current Status Date Submitted
TSDS-269  test issue screen Open 2013-10-02709:29:00.000-0500
TSDS-268  Test no campus selected - fix 1 Open 2013-10-01716:40:00.000-0500
TSDS-270 my test issue Open 2013-10-02714:20:00.000-0500
TSDS-275 Testing Allen Steward Open 2013-10-04712:15:00.000-0500
TSDS-283  latest test incident for demo - allen Open 2013-10-08708:02:00.000-0500
TSDS-285 test ticket for demo Open 2013-10-08709:20:00.000-0500
TSDS-279  test user raghu Open 2013-10-07715:06:00.000-0500
TSDS-286  test foir demo Open 2013-10-08T09:21:00.000-0500
TSDS-292  Test Under Review 2013-10-11715:36:00.000-0500

e aSRSZEY,,_ Tosing dastboud ssue Merpoblgn o | MPIOGESE s, ROACQIIOLO0000

The Current Status column lists the status of the incident as follows. See “User Levels and
Roles” for more information on the support levels.

Current Status Level To Set Status Level Assigned

Open The incident is open and ready for the Level 1
assignee to start work on it.

In Progress The incident is being actively worked on Level 1 Level 1
by the assignee in Level 1.

Hold for Customer More information is needed from the Level 1 Customer
initiator of the problem or the end user
before progress can continue.

Level 2 Incoming The incident has been referred to Level 2 Level 1 Level 2
Support

Level 3 Incoming The incident has been referred to Level 3 Level 2 Level 3
TEA TSDS Support

Level 4 Incoming The incident has been referred to Level 4  Level 3 Level 4

TSDS Component Owner

tSdS Texas Education Agency Page 15
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Level 3 Artf In
Review

Level 4 In Progress

Level 3 In Progress

Level 2 In Progress

Level 1 Followup

Level 2 Followup

Level 3 Followup

Level 2 Hold

Level 3 Hold

Level 4 Hold

Under Review

Resolved

Reopened

Closed

Posted

An artifact for the incident is being
reviewed by a subject matter expert
before a release assignment

The incident is currently being worked on
by Level 4 support.

The incident is currently being worked on
by Level 3 support.

The incident is currently being worked on
by Level 2 support.

The incident has been returned to Level
1 for follow-up.

The incident has been returned to Level
2 for follow-up.

The incident has been returned to Level
3 for follow-up

The Level 2 support team needs more
information or other feedback from the
initiator or end user or needs some other
resolution before progress can continue.

The TEA TSDS support team needs more
information or other feedback from the
initiator or end user or needs some other
resolution before progress can continue.

The TSDS Component Owner needs more
information or other feedback from the

initiator or end user or needs some other
resolution before progress can continue.

The incident is being evaluated for
completeness and a possible Knowledge
Base article.

A resolution has been entered and the
incident is awaiting verification by Level
3 support. From this status, incidents are
either reopened or closed by Level 3.

The incident was once resolved, but the
resolution was deemed incorrect. From
this status, incidents are either marked

Open or Resolved.

The incident is considered complete. A
resolution has been found and it has
been verified.

A Knowledge Base article has been
reviewed and posted.

Level 4

Level 4

Level 3

Level 2

Level 2 or 3

Level 3

Level 4

Level 2

Level 3

Level 4

Level 3

All levels

All levels

Level 3

Level 3

Level 3

Level 4

Level 3

Level 2

Level 1

Level 2

Level 3

Level 2

Level 3

Level 4

Level 3

Level 3

Level 1

tsdls
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Managing Incidents in Support Views

The support views of the software are similar for all levels. This section of the user guide is
designed to help support staff understand their views of TIMS and complete tasks so that they
can help their users. If a feature is not available to a level, that is mentioned in the section
explaining the feature.

Accessing TIMS
Access TIMS by logging into TSDS through TEAL.

1. Onthe TSDS Portal, click Support.
2. Click Log in to TIMS.

Log in to
TIMS

d

The TIMS Dashboard appears. It needs some setup before you can continue. Pre-
formatted dashboards are available for every view, but you must select them.

Performing an Initial Setup

TIMS dashboards are customized to show specific views of TSDS incidents. Pre-designed
dashboards are available for users at each level of support. Each level of dashboard displays
incoming tickets for that support level in the upper right Support Queue. You can set up the
dashboard appropriate for your support level as follows:

1. From the Dashboards menu, select Manage Dashboards:

TIMS Dashboards = Projects -~ Issues - Create issue

Welcome to TIMS! L3 Support Queue T Quick Links: Knowledge Base | TSDS Website | Help

Manageklashboards

2. Click Search on the left pane of the page:

w« TIMS Dashboards ~ Projects ~ Issues ~ Create issue

Welcome to TIMS! - DEVELOPMENT/ TEST Quick Links: TSDS Website | Help

Manage TIMS Dashboards Create new TIMS dashboard = Restore Defaults

Favorites Search TIMS Dashboards @

My This page allows you to search for all visible dashboards
Popular
o - . Bl b »
(S | Searches in the dashboard's name and description Start typing to get a lst of possible matches

Shared With[Anyone [+]
Al dashboards that you can see

Search

tSdS Texas Education Agency Page 17
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3. To view all dashboard, leave the Search field blank and click the Search button.

TIMS Dashboards ~ Projects ~  Issues ~ Create issue
Quick Links: TSDS Website | Help

Welcome to TIMS! - DEVELOPMENT/ TEST
Create new TIMS dashboard = Restore Defaults

Manage TIMS Dashboards
@

Search TIMS Dashboards

Favorites
This page allows you to search for all visible dashboards.

My
Search Owner o
Searches in the dashboard’s name and description. Start typing to get a list of possible matches.

Shared With| Anyone []
All dashboards that you can see.

Search \

4. From the list of dashboards at the bottom of the page, select the one that corresponds
to your support role. (Level 2 Support selects L2 Support Queue, and so on.)

ﬁ Manage Dashboards

Favorites
" Search Dashboards
Y
Popular This page allows you to search for all visible dashboards.
Search Search
Searches in the dashboard's name and description

Shared With AnyoneE
All dashboards that you can see

Search
Name + Owner Shared With
77 L2 Support Queue Adam Warner (warnera) = Project: TSDS Support
Default TIMS dashboard for level 2 ESC support agents. Role: Level 2 - ESC Users
System = Shared with all users

i7 System Dashboard

Texas Education Agency
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5. The dashboard appears, but you must set it as a favorite to select it permanently. In the
message at the top of the page, click add it as a favorite.

TIMS Dashboards = Projects «
Weicome 10 TIMS! - DEVELOPMENT / TEST Quick Links: Knowiedge Base | TSOS Websae | Help
' The SashDoNT Nt yOU e View g Wil 0rdy D IpARyed SemDOrNly. B YOU Nave Not B300d £ as A tavorte To Geaplay tha GashDOAMd permanenty 201 1 ?\' Syt
\J

L1 Support Queue

6. To choose your dashboard again, select it from the Dashboards menu. Thereafter, it will
come up automatically.

TIMS Dashboards + Projects = Issues ~ Create issue

Welcome to TIMSHRSERSIvLigellI
2 Dashboards

L1 Support Queue

Activity Stream Filter Resuits: L1

" T Key
Activity Stream BE8
(@) TSDS-1132
[l] 1SDS-1098
TSDS Portal End User updated the L1 Security Group of TSDS-1132 - Y TSDS-1104
Create an Issue with Custom Fields &) Tene-H
(0] 05/Sepr142:21PM  Comment Watch 1-3013

TSDS Portal End User created TSDS-1132 - Create an Issue with Custom

Once you select it, it loads with all the queues and activity stream and other gadgets.

L1 Support Queue £ Tools +
v ]
_ T status Created
Activity Stream BE8 with Custom Frelds ore 05/Sepite

Lowup 28014

open 2wA0n14

Your setup is complete.

Reviewing the Dashboard

Once it is set up, the dashboard is similar for all support users. The difference will be in the red
bar heading, which indicates the level of support, and in the incidents that appear in for each
level. This example is a Level 1 Support view. This view should come up by default.
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Heat Map: TSDS Knowledge Base

ECDS Portal TEAL TIMS TSDS
rems Unique ID eDM

studentGPS

There are B disting] *Subsystem’ values in

Activity Stream

Activity Stream BES

.

The components, or panes, of the support views are the following:

249 Issues

ESC Smith changed the clalus

to Leved 2 In Frogress on TS0S-

1341 - Test - TSOS 4045

(8] Vestesday 341
PM  Commenl Walkch

ESC Smith changed the
Azsignes 1o "ESC Smith” on
TEDS-1341 - Test - TSDS 4045

(®] Vestesday 340
PM  Comment Walch

ESC Smith changed the status
1 Lawed 2 Incoming on TSDS
1341 - Test - TSOS 4045

Filter Results: L1 Suppont Quews

Assigned o Me

Theda are nd Bswes assgned lo you

Fillter Resulis: My incident racking

T Key
E TSDE-1341

B TSDS-1460
(3] TSDS-1423
[@ TSDS-1403
[ TsDS-1283

(@ TsDS-1229

1-6 ol &

Sov  Subsystem  Summary

&  TIMS Test - TSOS 4045

& TIMS Testing - Assigning ticket 1o
SOMBONE 5

& TIMS Tesiing - Regression
& TIMS Testing TIMS

& Unique 1D best ticket - 1
+

ECDS test

Two Dimensional Filter Statistics: All Unresolved Support lssues

Priarity
Assignee T Critical  High
Adam Warner (Adman) i] 1
anngtie kvl 3 user 0 Q

Status
LEVEL 2 IM PROGRESS

LEVEL 2 IM PROGRESS

LEVEL 3 INCOMING
LEVEL 2 INCOMING
LEVEL 4 INCOMING

LEVEL 2 INCOMING

+ Maedium
o
1

Croated
261JanMs

13May 15

24Apa5
26Mar1s
12Moviid

Octi14

e Heat Map: a way to search Knowledge Base articles. The eight subsystems with the most
Knowledge Base articles are listed in the pane, their size indicating the relative number of

articles. Click on the name of a subsystem to see the list of articles for that subsystem.

e Activity Stream: a summary of recent activity
e Support Queue: the unassigned incidents for the specific level of support.

e Assigned To Me: a list of incidents assigned to the current user

e My Incident Tracking: the list of incidents that you have commented on, moved back to the
previous level, or escalated to the next level.
e All Unresolved Support Issues: all the unresolved incidents for that specific level of support

e All Support Issues: all incidents for the specific level of support

tsds
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Adjusting the Dashboard

The Dashboard can be adjusted to allow you to view information easier.
e Click on a column header to sort the view by that column:
Elﬂluiﬁ
LEVEL OLLOWUPR
OPEN

OPEN

OPEN

e Click the Maximize icon to open the table to full screen:

£ Tools =
Filler Results: L1 Suppont Cueus ™
T Ky Sy SLamiTng Status & Crpated i
& TSOS121Z & Wi LEVEL 1 FOLLOWLUPR  255ep4

e C(lick Restore to return the table to its panel size.

o &-

Quick Links: TSDS Website | Help

= Restore

]

e Click on the drop arrow to minimize or refresh the page:

j

Created Minimize
3 ulM4 Refresh
250 uni14

250 Juni14
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Understanding the Support Queue and Assigned to Me

Filter Results: L1 Support Queue

T Key Sev$ Summary Status Created

L’.] TSDS-1192 1‘ Create an Issue with Cusiom Fields OPEN 31/Juv14
() TSDS-1143 4 NICOLE ANTOINE - General Overview OPEN 25/Jun/14
e] TSDS-1144 4 LEWISVILLE ISD - Admin OPEN 251Jun/14
(e) TSDS-1160 4 LEWISVILLE ISD - Admin OPEN 09Juv14
e] TSDS-1162 4 LEWISVILLE ISD - Admin OPEN DauV14
(¢) TSDS-1164 4 LEWISVILLE I1SD - Admin OPEN 09/ Jul14
e] TSDS-1174 2 TEST PROBLEM OPEN 2314
[¢) TSDS-1179 4 TEST PROBLEM OPEN 230uli4
E TSDS-1186 4 DEV TEST - PROBLEM OPEN 25/0ui14

The Support Queue and Assigned to Me views show you basic information about an incident.
You can work directly from the queue, or you can look at the Detail view (see”Viewing the
Detail of an Incident”) to look at the specifics.

The T column contains icons that tell you the type of incident.

Icon Type

@ Question

@ Problem

@ Enhancement Request
@] User Request

The Key column shows the incident number.

tSdS Texas Education Agency Page 22
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The Sev column shows the severity of the incident:

'} Critical The submitter is unable to complete a task because of a crash, loss of data, or
severe memory leak
'] High A problem with specific application functionality is causing a major impact.
3 Medium The application is functioning, but not as desired or expected.
- Low The submitter requested an enhancement, submitted a question on functionality,
or encountered formatting issues.

The Summary column shows a brief summary of the incident.

The Status column shows you the status as explained in “Viewing Your Personal Incident

Reports.”

The Created column shows the date the incident was created.

Understanding the Support Issues Tables

The two Support Issues tables show you the number of incidents in various categories. These
are basically static displays, but you can click on any link to show the information filtered by

what you selected.

The All Unresolved Support Issues view allows you to see at a glance how many unresolved
incidents of each type are assigned to each person on the team.

Two Dimensional Filter Statistics: All Unresolved Support Issues

Assignee

Total Unique Issues:

Showing 17 of 17 statistics

Filter: A

Priority

+ Critical * High ¢ Medium w Low T:
1
1
1
1
1
4
1
1
1
1
1
1
2
2
2
75

8 1 64 1" 29

tsds
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The All Support Issues view allows you to see at a glance the total number of incidents in each
status for each subsystem application.

Two Dimensional Filter Statistics: All Support Issues

Subsystem

Status ECDS Portal TEAL TEDS TIMS TSDS PEIMS TSDS Website Training/Deployment Unique ID eDM studentGPS Hone T
OPEN 0 0 0 0 0 3 0 0 0 0 0 0 3
RESOLVED 0 0 0 0 0 1 0 0 0 0 0 0 1
CLOSED 1397 69 297 50 251 3295 52 48 8408 1270 1088 48 16273
HOLD FOR CUSTOMER 0 a a 0 0 1 0 0 0 0 0 a 1
LEVEL 2 INCOMING 0 0 0 0 1] 5 1] 0 6 1 1 0 13
LEVEL 3 INCOMING ] ] ] 0 ] 1 ] 0 0 1 0 ] 2
LEVEL 2 FOLLOWUP 0 0 1 1 1 5 0 0 5 2 3 0 18
LEVEL 3 FOLLOWUP 0 1 0 0 0 4 0 1 0 0 0 0 6
LEVEL 4 IN PROGRESS ] ] ] 0 ] ] ] 0 0 0 0 0 9
LEVEL 3 IN PROGRESS ] ] ] 0 ] 3 ] 0 0 ] 0 ] 6
LEVEL 2 IN PROGRESS ] ] ] 1 1 1 ] 0 1 ] 0 ] 4
LEVEL 2 HOLD 0 0 0 1 0 5 0 0 1 0 0 0 T
LEVEL 3 HOLD 1 1 0 4 12 32 2 0 3} " 9 0 78
LEVEL 4 HOLD 0 0 0 0 0 16 0 0 1 1 0 0 18
LEVEL 1 FOLLOWUP 0 0 2 0 1] 16 1] 1 8 4 3 0 34
LEVEL 3 ARTF IN REVIEW ] ] ] 0 0 1 ] 0 0 0 0 ] 1

Total Unique Issues: 1398 Eal 300 57 265 3401 54 50 8436 1290 1104 48 16474

Showing 16 of 16 statistics.
Filter: All Support Issues

Both of these tables have clickable links in every cell, which makes them extremely useful for
viewing exactly what you wish to view. For example, if you were a Level 4 Support person for
studentGPS™ Dashboards, then you would only be interested in the Level 4 Incoming incidents
that are in the StudentGPS column. You could click that number to see the incident (three
incidents in this example above) or to filter to only those incidents if there were more of them.
Viewing the Detail of an Incident

There are several ways to open the detail view of an incident:

e By clicking the link to the incident in the Activity Stream:

Activity Stream BES

n LEA Rissas removed the Assignee of
SDS-1146 - 712 @’;3;;;: Ticket

30S-794 - LEWISVILLE ISD - Admin

fes ago Comment Watch

LEA Rissas removed the Assignee of

TSDS-1113 - 5/9/14 ECDS TIMS Training
(o) il 2 | s AL
\®) Smintesago Comment Walct
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By clicking the link to the incident in one of the queues:

Assigned to Me

@—c

By accessing the menu from one of the queues:

Key

TSDS-1166

TSDS-780

TSDS-1124

Sev$ Summary

+* LEWISVILLE ISD - Admin
+ ¢an i attach a file

+ test

v Test - No grades on reports

Status

IN PROGRESS

IN PROGRESS

HOLD FOR CUSTOMER

HOLD FOR CUSTOMER

Created
09/Juv14

19/Dec/13
20/May/14
25/8epi14

Hover the mouse over the right side of the incident in the queue until the gear and
arrow icon appears.

Filter Resuits: L1 Support Queue

0
[

O OO

Key

TSDS-1192

TSDS-1143

TSDS-1144

TSDS-1160

Sev+ Summary

-

Create an Issue with Custom Fields
NICOLE ANTOINE - General Overview
LEWISVILLE ISD - Admin

LEWISVILLE ISD - Admin

Status

OPEN

OPEN

OPEN

OPEN

Created
310ul14

25Juni14 b
25/Jun/14

09Ju14

Select View Issue from the menu. The options listed on this menu are different
depending upon the level of support and the status.

Filter Results: L1 Support Quene

ONEROIROMONOMONO!

Key
TSDS-1192
TSDS-1143
SDS-1144
TSDS-1160
TSDS-1162
TSDS-1164
TS0S-1174
TSDS-1179
TSDS-1185
TSDS-1225
TSDS-1128
TSDS-1131
TSDS-1132
TSDS-1165
TSDS-1171
TSDS-1172
TSDS-1173
TSDS-1175

F € € € € € € € 29 9 3 2 2 2 9

Sevé Summary

Create an Issue with Custom Fiekds

NICOLE ANTOINE - General Overview

LEWISVILLE ISD - Admin
LEWISVILLE ISD - Admin

D - Admin

) - AGm¥n
TEST PROBLEM

TEST PROBLEM

DEV TEST - PROSLEM

How to shine gold?

Testing Watch List Functionality

TEST JIRA

Creating from Test

fve lost my carpetbag, where ¢an | get another?

TEST FEEDBACK FORM - QUESTION
TEST QUESTION
TEST ENHANCEMENT REQUEST

TEST USER REQUEST

Status Crealed
OPEN INl4
OPEN
OPEN Stan Progress
OPEN Hold For Customer
OPEN Resolve Issue
OPEN Escalate to Level 2
OPEN Eat
OPEN ASSign

Assign to me
OPEN
Comment
OPEN
Log Work
OPEN | Attach Files
OPEN  Aftach Screenshot
OPEN Waltch Issue
OPEN Watchers
OPEN Link
OPEN Clone
Labeis
OPEN
Emall This Issue
NPFN SO
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No matter which process you used, the incident opens in the detail view:

TSDS Support /| TSDS-64

=% Create an Issue with Custom Fields

# Eait > Comment Assign | More - Resolve Issue  Retum to Level 2 Workflow ~ ¥ Emaill Q1 Expont ~
Details People
Type [*] Probéem Status LEVEL 1 FOLLOWUR Assignes
Severity + Critical (View Workflow) [ Unassigned
Component/s Mone Resolution Unresahed Assian to me
Security Level Default
Labels MNone # Reporter
Environment Development nTcst User 1
Submither MName Lo Tolsioy L1 Security Group
Submitter Phone 215-555-5555 0E1902
Submitter Email Itolsioy@somewhereisd.edu Watchers
Subsyslem sludentGPS B Start walching this issue
Working Priosity High/Severity 2 - Bug with specific application funcionality
LEA Name LEWISVILLE ISD Dates
LEA CDN 061902 Created
Campus CDN Somewhere IS0 (999999) F1IU3 10016 A
Aftachment Count 0
Updated
10/Feb'15 10:57 AM
Description
Crealing of an issue with custom helds SupmEsan b
IiJul13 10016 AM
Issue Links +
Time Tracking +
s cloned by Estimated
[®] TSDS-1358 CLONE - Create an Issue with Custom Fields T OPEN Mat Specified
Remaining
Activity 0Om

From here, you can see a great deal more information about the problem. You can also edit it,
assign it, resolve it, return it, view the workflow, and attach documents. Instructions for doing
so are contained in the sections following.

The buttons at the top of the page change depending upon what level of support you provide.
For example, if you were TIMS Level 2 Support user providing Level 2 support, a button would
read Return to Level 1 as one possible action.

Most of the following sections explain how to work on tasks in the detail view and from the
gueues. The rest of this section explains some of the features of the detail view.

tSdS Page 26
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Top-Row Buttons

The buttons at the top edge of an incident provide alternate methods of accomplishing tasks
that you can also perform from the queues. These buttons will be covered in context of the
tasks to be performed. The buttons that appear in this view depend upon your level of support

and to some extent upon the work that has already been completed for an incident. The

buttons in the following example appear for TIMS (Level 1) Support and an incident that has

already been returned from TIMS (Level 2) Support for follow-up:

TSDS Support / TSDS-1192
=9 Create an Issue with Custom Fields

# Edit O Comment Assign = More ~ Resolve Issue

Details

The details of the incident appear in the Details pane. This is the same information entered by

the submitter of the incident.

Details
Type (®] Problem Status LEVEL 1 FOLLOWUP
Severity 1 Critical (View Workflow)
Component/s None Resolution Unresolved
Security Level Default
Labels None #

Environment
Submitter Name
Submitter Phone
Submitter Email
Subsystem
Escalation
Organization
Working Priority
LEA Name
Campus Name
LEA CDN:

Campus CDN

Attachment Count

Description

metadata string from the dashboard
Fyodor Doestoyesky

215-555-5555 ¢
fyodor@somewnhereisd.edu
StudentGPS

ESC Region 11 (220950)

Medium/Severity 3 - Application functioning, but not as desired/expected
Lewisville ISD

Lewisville HS

061902

001

1

Creating an issue with custom fields.

tsds
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Activity

The Activity pane at the bottom of the incident shows different views of any activity that has

taken place for an incident. The pane remains set to whichever tab you opened last.

e All: provides a log of all the activity that has taken place.

Activity

All Comments WorkLog History Activity Emails

£} TSDS Portal End User created issue - 05/May/14 8:36 AM

FALEA Momin made changes - 13/May/14 929 AM
Field Original Value
Status Open[1]

Assignee

v FYLEA Momin added a comment - 13/May/14 9:30 AM

£ LEA Momin made changes - 13/May/14 9:30 AM
Status In Progress [ 3 )

v FALEA Momin added a comment - 13/May/14 9:30 AM

F1 LEA Momin made changes - 13/May/14 9:30 AM
Status Hold for Customer | 10002 )

v [} LEA Momin added a comment - 13/May/14 9:30 AM

Transitions

New Value
In Progress [ 3]
LEA Momin [ lea.momin |

Hold for Customer [ 10002 |

In Progress [ 3]

tsds
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e Comments: shows all the comments made through the lifecycle of an incident.

Activity

Al Comments Worklog History Activity Emalls Transitions

v FALEA Momin added a comment - 13/May/14 9:30 AM

v F1LEA Momin added a comment - 13/May/14 9:30 AM

v FALEA Momin added a comment - 13/May/14 9:30 AM

v FALEA Momin added a comment - 30/May/14 8:59 AM

Testing Comments for Watching an issue

v FALEA Momin added a comment - 30/May/14 8:59 AM

Testing to see if | get an email notification

e Work Log: shows each work log entry and allows you to edit it.

Al Comments WorkLog History Activity Emails Transitions

F) Three Rissas logged work - 07/Nov/14 1:43 PM

Time Spent 4 weeks, 4 hours
<No comment>

tSdS Texas Education Agency
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e History: shows the history of changes for the incident, showing the name of the thing
that changed (a field, a status, a description), the original value, and the new value.

Activity

All Comments WorkLog History Activity Emalls

FA 7SDS Portal End User created issue - 05/May/14 8:36 AM

F1LEA Momin made changes - 13/May/14 9:29 AM

Field
Status Open[1]

Assignee

Original Value

FALEA Momin made changes - 13/May/14 9:30 AM

Status In Progress [ 3]

F1LEA Momin made changes - 13/May/14 930 AM
Status Hold for Customer [ 10002 |

FA LEA Momin made changes - 13/May/14 9:30 AM

Status In Progress [ 3]

£l LEA Momin made changes - 30/May/14 8:53 AM
Status Hold for Customer [ 10002 |

e Activity: records all activity involving an incident.

Activity

Transitions &

New Value
In Progress [ 3]
LEA Momin [ iea.momin |

Hold for Customer [ 10002 )

In Progress [ 3]

Hoid for Customer [ 10002 ]

In Progress [ 3]

All  Comments WorklLog History Activity Emails Transitions

tsds

Beo-

LEA Momin stanted progress on TSDS-1110 - LEWISVILLE 1SD - Overvew

Testing to see f | get an emad notification
(7) 30Mtayr14 552 A
LEA Momin commented on TSOS-1110 - LEWISVILLE ISD - Overview

Testing Comments for Watching an issue
(3) 20Mayit4 8:59 AM

n LEA Momin changed the status 1o Hold for Customer on TSDS-1110 - LEWISVILLE 1SD - Ovendew
(3] 13Mayf14 230 AM
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e Emails: shows any emails for the issue.

Al Comments Work Log History Activity Emaiis

F1LEA Rissas has emailed this issue - Today 2:06 PM

Recipients (To): [l Laura Rissas
Subject: (TSDS-64) fake email

Body: This is a test of the emails tab.

Transitions

e Transitions: shows information about each change in status and level:

v Activity

All Comments WorklLog History Aclivity Emails  Transitions

Time in Source Execution

Transition

Status Times
% Open = (3 inProgress 84 52m 1
3 In Progress = 4 Hoid for 28s 2
) Customer
Hold for * g0 Progress 164 23h 29m 2

Customer

People

Last Execution
Last Executer
Date
LEA Momin 13/May/14 9129 AM
LEA Momin 13/May/14 9:30 AM
LEA Momin 30May/14 8:59 AM

The People pane shows who reported or who has been working on an incident. You can also

start or stop watching the issue from this pane:

[XIEmail ) Export ~

People
Assignee n LEA Smith
Reporter n Test User 1
L1 Security Group 061902
Waltchers 0/ Start watching this issue

tSdS Texas Education Agency
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Dates

The Dates pane shows the creation, update, and submission dates for an incident:

Dates
Created 05/May/14 8:36 AM
Jjpdated 30/May/14 8:59 AM
Submission Date 05/vay/14 8:36 AM

Time Tracking

The Time Tracking pane only appears if some time data has already been logged. It shows the
estimates, if any have been made; the remaining estimated time, if an estimate was made; and
the time logged:

Time Tracking

Estimated. Not Specified
Remaining Om
ogged 1h

You can also easily add time tracking data from this view by clicking the plus sign.

Printing the Detail of an Incident

The Views menu at the top right of the detail view allows you to view the incident in three
different formats. The most useful to you may be the Word format and the printable version.
To print this view, click Views > Printable Version and then print the resulting view.

Returning to the Dashboards from the Detail View

To return to the dashboards from the detail view, click TIMS Dashboards and your queue level
at the top left of the page:

tS&; wemdee  1IMS Dashboards +  Projects ~

s nyvhorn

Welcome to TIMS!BL& 30990£ Queue T
Manage Dashboards

TSDS Support 7 Irsps-111v

= LEWISVILLE ISD - Overv
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Subscribing to Incident Updates

You can set up TIMS to send you scheduled email updates for specific incidents or issues. This
process consists of three steps: checking your email type, setting up a filter, and subscribing:

Check email Type

1. First, you must confirm that your email type is set to HTML. Click the arrow next to your
name at the top right of the page and select Profile:

X w
Atlassian Marketplace

My TIMS Home

2. Under Preferences, check that the Email Type is set to HTML.

Preferences
Page Size: 50
I Email Type. HTML I
Language: English {United States) [Default]
Time Zone  JIRA defaull (GMT-06:00) Chicago
My Changes. Notify me

Filter and Dashboard Unshared

Keyboard shoriculs. Enabled
Autowaich' [nherit from global settings

Setting Up a Filter

1. Click the word Issues in the top menu:

tsa'; wamcoe  1IMS Dashboards ~  Projects ~  Issues ~ Create issue

Chats pywaoem

Welcome to TIMS! - DEVELOPMENT / TEST

N d“‘-‘"“‘w.' PP ST WY T e msa st M a L ab s, _ﬁ-—-‘ﬁ'\"."
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2. Click more under Recent Issues:

Current search
Search for issues

Recent issues

[§] TSDSKEB-1 Hello, workd! | am a...

[*] TSDS-1162 LEWISVILLE ISD - Adm...
TSDS-1176 TEST QUESTION AGAIN
[s] TSDS-1166 LEWISVILLE ISD - Adm...

TSDS-1230 test

P

My Open Issues
Reported by Me

Manage filters
Timesheet

Subscriptions

3. Click the double arrow on the far left to show the Filters pane.

4. Click New filter:

FILTERS

New fiiter

Find filters

My Open Issues
Reported by Me
Recently Viewed

All Issues

FAVORITE FILTERS

You don't have any
favorite filters

<«

Search

Project: All v

1-50 of 439 =

@

Key

TSDSKB-
TSDSKB-
TSDSKB-
TSDSKB-

TSDSKB-

tsds
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3. Choose Project > TSDS Support:
Project: All * | Type: All*  Status: /
All Projects

@ TSDS Knowledge Base (T...
[ @ TSDS[§upport (TSDS)

4. For Type, choose the applicable issue type.
5. For Status, click one or more statuses.
6. For Assignee, click the applicable assignee.
7. If you want to include more criteria, select Columns:
T Export »  £F Tooks -
Cﬂlu@;s - =
Bd
Columns

BF

ep My Defaults

cF

SF [ Repaorter -

I [7] Resolution

W ¥ Severity :

I ¥ Status

W Summary

i [¥ updated

W Allecls Version's

w Attachment Count

i Camnis CON w

w Done  Cancel

Important: It is very important that you complete this and the following step to
limit the view of the data in accordance with FERPA.

8. Click Done.

9. Click Save as and give the filter a name.
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Subscribe

1. Click Find filters.

FILTERS €

MNew filter

2. Click My.

tsdls

Manage Filters

Ny {Ij

Popular

Search

Next to the filter you saved, click Subscribe.

Hame Shared With Subscriptions
W studentGPS Tickets = Private filter Mone - Suk "’FI | -
sludentGRS Tickels in Incoming Stalus W

Select a schedule for receiving updates. For Schedule, choose from the options. The
selections under Interval change depending upon what you pick for Schedule.

e Daily: sends an update daily at the time or times specified.
e Days per Week: provides a selection of the days of the week.

e Days per Month: allows you to select a specific day of the month or specify a specific
week and day (for example, first Sunday of the month).

e Advanced: allows you to type an interval in as a Cron expression. We recommend
you pick one of the other options.

For Interval, select appropriate options. For example, if you picked Daily, you might
select Every thirty minutes and a time range.
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5. If you want the updates emailed even if there are no issues, click Email this filter, even
if there are no issues found.

6. Click Subscribe.

Filter Subscription

Schedule & Daily
Days per Week
Days per Month

Advanced
Interval  once per day [=] at 1 [=] oo [=]
lom B3|
The cument server ime is 21/0ct14 4:36 PM - Central Daylight
Time

Email this filter, even if there are no issues found

Subscribe | Cancel

7. Back in the view of your filter, click Run now to start the subscription:

Manage Fillers

; View this filter
studentGPS Tickets =ls
Subscriptions Aod subscription | (D)

Subscriber Subscribed Schedule Last sent Next send Operations
LEA Rissas LEA Rissas Daily at 1:00 pm Never 22/0ct14 1:00 PM Edit - Delete

You can use the links under Operations to delete the subscription or edit it.

Submitting an Incident

To submit an incident for yourself or for a customer, follow these steps:

1. From the menu at the top of the page, select Create Issue.
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The incident creation form appears:

Create |ssue £ Confgure Fieks -

" | @ TSDS Support

@] User Request = (D

Mo -

Ol dun 15 1037 A

Create
The required fields on this form are indicated with a red asterisk. However, it is always

good practice to provide as much information as possible, so that the support staff can
understand the incident and reproduce it.

1. Select the applicable Project from the drop-down menu.

2. Select the Issue Type:
e Problem: to report a problem that prevents the functioning of the product
e Question: to ask the support team a question
e Enhancement Request: to request an enhancement from support

3. Type the Submitter Name or click Auto-fill my name, telephone and email if the
request is for yourself.

4. For Submitter Org, select the submitter’s or primary contact’s organization from the list.

5. Type the Campus Name for the campus that was affected by the incident or where it
was observed, if applicable.

6. For Campus CDN, type the county-district number of the campus reporting the incident,
if applicable.
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7. If you did not use the auto-fill in Step 3 or if you do not have a phone number on record,
type a phone number for the submitter or primary contact.

8. If you did not use the auto-fill in Step 3 or if you are reachable at a different email
address than the one listed, type an email address for the submitter or primary contact.

9. The Submission Date is automatically set for the current date and time, but if the date
was a different one, click the calendar icon to select a different date. You can click on a
date in the current month or use the arrows to find a different month. Click x to close
the box.

10. Select the Subsystem where the incident was observed.

11. Type a Summary of the problem.

12. Type a detailed Description of the problem. If you encountered a defect, type what you
were doing that made the incident occur. The more detail you can provide, the better.

Important: Do not include personal identifying information such as district student or staff
names, social security numbers, student or employee IDs, DOB, addresses, etc.,
in ticket the Summary field. You may add such information to the Description
field or create and refer to attachments that contain personal information, if
they are necessary for incident resolution. If end users include such information
in a submitted incident, move it to an attachment.

13. Select the Severity of the incident, as follows:
e Low: the submitter has a question, is asking for an enhancement in functionality, or
having problems with the display or formatting of information.
e Medium: the application works but produces incorrect, incomplete, or inconsistent
results, or the problem impairs usability.
e High: a problem with specific application functionality is causing a major impact on
the submitter’s work.
e Critical: the submitter encountered a system failure.
14. If there is some kind of Attachment, a data spreadsheet or screen capture, for example,
click Browse to find the file and attach it.
15. Type appropriate information about the user’s Environment, for example, browser type,
software platform, or hardware information.
16. Ignore the last two fields, which will be completed automatically.
17. If you immediately want to create another incident, check Create another. Once you
click Create, another incident request form will appear.
18. Click Create.
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Assigning an Incident to Yourself

There are two ways to perform this task, from the detail view of the incident or from the
Support Queue.

From the Detail View

If you are already in the detail view of the incident, click Assign To Me. The incident then
appears in your Assigned To Me queue.

From the Support Queue

e Hover the mouse over the right side of the incident until a gear and arrow icon appears:

Filter Results: L1 Support Queve (s |
I Key Sev+ Summary Status Created

() TSDS-1192 4 Create an issue with Cusiom Fielgs OPEN 314 %

(e} TSDS-1143 4 NICOLE ANTOINE - General Overview OPEN 250un14

(¢) TSDS-1144 2 LEWISVILLE ISD - Admir OPEN 25/ unv14

0 SDS ) 4 £ E IS0 m OPEN a4

e Click and select Assign To Me from the menu. The appearance of this menu will be
different depending upon which status the incident is in and which level of support you
are working in. This example is for Level 1 Support.

Created

310ui14 m

25 View Issue

25 Start Progress
09 Hold For Customer
pa Resolve Issue

09 Escalate to Level 2

23 Assign
Assign 1o me
25_ «
Comment
26
Log Work
30
Attach Files
30 Attach Screenshot
30 watch Issue
09 Watchers
17 Uink
23 Clone
Labels

23

Email This Issue
23..

The incident then appears under Assigned To Me.
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Assigning an Incident to Someone Else

There are two ways to perform this task, from the detail view or from the queues.
1. Select the Assign option as follows:
e If you are already in the detailed view of the incident, click Assign.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Assign from the menu.

The dialog box that appears looks slightly different depending upon where you opened
it but contains the same options:

Assign
L B inassigned -
.I'I.‘F.‘_::g:". o me I‘h
Comment
@@ o'~ viewable by assigned support users
Shortcut tip: Pressing  a | also opens this dialog box Assign  Cancel

2. For Assignee, you can select Unassigned or Automatic from the drop-down menu, or
you can start typing someone’s name. If the system can find a name that matches what
you are typing, it fills in a name.

3. Type a comment explaining why you are reassigning the item.
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5.

If you wish to restrict who can view this information, click the lock symbol below the

comment and select a role or group.

B @ of - Viewable by assigned support users
All Users

Project Roles
Level 1 - LEA Users

a aisc

061902
IMTLEA

jira-users

Click Assign.

Watching an Incident

There may be reasons why you do not want to assign an incident to yourself but you want to
keep track of its progress. You can watch the incident, so that when it changes status you will
be notified.

1. Open the incident from the queue. The following example of an incident is from the L1

tsds

queue.

TSDS Support / TSDS-1160

{ LEWISVILLE ISD - Admin 7

# Edit © Comment Assign  More ~ Escalateto Level2  Start Progress  Workflow ~

Details
Type (¢) Problem Status | oeen ]
Severity + High (View Workfiow)
Component/s None Resolution Unresolved
Security Level Default
Labels None ¢
Environment > <UserAgent>Mozilla/5.0 (Windows NT 6.1, Trident7.0; rv:11.0) like Geck
Submitter Name deborah largent
Submitier Phone: 2222222
Submitter Email anisha yadiapali@tea state tx.us
Subsystem studentGPS
Working Priority Medium/Severity 3 - Application functioning, but not as desired/expected
LEA Name Lewisvilie ISD - 061902
LEA CON 061902
Attachment Count 0
Description
**Feedback Form**

Subject: LEWISVILLE ISD - Admin

Name: deborah largent

Email: anisha yadiapali@tea state. tx. us
Stafius!

Phone: 2222222

Issue: Bug/System Issue

Descrip K test buglsy issue
“*End Feedback Form**

[¥] Eman

People
Assignee
73 unassigned
Assign 1o me
Reporter.
[} 7s0s Portal End User
L1 Security Group:
061902
Watchers:
0 Start watching this issue

Dates
Created
09/Juv14 9:53 AM
Updated

09/Jul14 9:53 AM

Submission Date
09/JuV14 9:53 AM
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2. In the right column of the issue under People, click Start watching the issue:

People

Assignee
|r11 Unassigned

Assign to me

Reporter
£ ] 1sDs Portal End User

L1 Security Group
061902
Watchers

0 Slar watc T[:?ﬂ NS ISsue

In the example above, there are no users watching the issue, as indicated by the 0 in the
shaded area next to the link. Once you sign up to watch the issue, the number increases
by 1, and the link changes to say Stop watching this issue.

To stop watching the issue, click the Stop watching this issue link.

Viewing All Your Open Incidents

Aside from viewing your incidents in Assigned To Me, you can use the filter My Open Issues to
view your open incidents. Select Issues > My Open Issues.

TIMS Dashboards ~

tsdszre

Projects ~

Issues ~

Create issue

Welcome to TIMS! - DEVELOPMENT / TEST

Current search

Search for 1ssues

L1 Support Queue

5

Recent issues

TSDS-1192 Create an Issue with
TSDS-1110 LEWISVILLE ISD - Ove

" () TSDS-1146 7/2/2014 Training T
Activity Stream 108 b dee=
(?) TSDS-794 LEWISVILLE ISD - Admi
(%) TSDS-1113 5/9/14 ECDS TIMS Tra
n esc champion changed the status 1o Lev
EWISVILLE ISD - Admin more
(6] Todsy952AM Comment Waich Filters
My Open Issues
LEA Smith changed the Resolubon 10 'R¢ Repon by Me
bicket - New Vendor Org Type testing
() suoeviag P omment Waich

=

LEA Smith resolved IS0S-32638 - LEA Ty

o] S04 438 P

L Comment Waikch

Manage filters

Timesheet

Subscriptions

tsds
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This view presents a little more information to you than the dashboard.

FILTERS «

My Open Issues saveas T Export~ £ Tools ~
New filter
Find filters Project Al Type Allv  Stalus: Al Current User ~ More v Q Advanced =
Resolution: Unresolved v &
My Open Issues
Reported by Me
1-4004 S Columns v
Recently Viewed
All Issues T  Key Assignee Reporter Sev  Status Resolution Created Updated + Due
(¢) TSDS-1166 LEARIssas TSDS Portal End User 4 INPROGRESS Unresolved 03Jur14 13/0ct/14 o2
FAVORITE FILTERS (s) TSDS-1202 LEARIssas TSDS Portal End User - HOLD FOR CUSTOMER  Unresoived 25/Sepi14 25/Sepi4
testing (?) TSDS-1124 LEARIssas LEA Momin 4  HOLDFORCUSTOMER Unresoved 20May/14 30May/14
[¢) TSDS-780 LEARIssas LEA Rissas + IN PROGRESS Unresoived 19/Dec/13 28May/14
1-4014 S

To see even more information, select arrow at the top right and select Detail View:

T Export~ £ Tools ~

%
Morew Q  Advanced =.
Views
%

atus Resolution Created Updated + Due
IN PROGRESS Unresolved 09/Jul14 13/0cV/14 &
HOLD FOR CUSTOMER  Unresolved 25/Sep/14 25/Sep/14
HOLD FOR CUSTOMER  Unresoived 20May/14 30/May/14
IN PROGRESS Unresolved 19/Dec/13 28Mayi14
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The Detail View appears:

FILTERS
My Open Issues = saweas

New filter

Find filters Type:Allv  Status:Allv  Current User v More» Q  Advanced

My Open Issues

1/ TSDS-1166

LEWISVILLE ISD - Admin

# Eait © Comment Assign  More ~ Escalate to Level 2 Stop Progress ~ Workfiow ~
FAVORITE FILTERS ons.
Details
A T «) Problem IN PROGRESS
eventy 4 High (View Workflow)
@) TSDS-780
None Resolution Unresoived
can | attach a fie o
None #

> <UserAgent>Mozilla/5.0 (Windows NT 6.1; Trident/7.0; rv:11.0) like Gecko</Us.
deborah largent

2222222

anisha yadiapalli@tea state.tx.us

StudentGPS

MediumvSeverity 3 - Application functioning, but not as desired/expected
Lewisvilie ISD - 061902

061902

0

Description
“*Feedback Form™*
Subject: LEWISVILLE ISD - Admin
Name: deborah largent
Email: anisha yadiapali@tea state tx us
Stafrusi
Phone: 2222222

“
&

X Emall 1) Export ~

People
FALearissas
[} 7sDs Portal End
User
urtty Group. 061902
al o I atchi L

Dates

09/Jul14 10:03 AM
130ct/14 3:37 PM
09/Jul14 10.03 AM

Sorting

You can sort each column by clicking the header at the top of the column. Click again to sort the

column in the opposite direction.

Using Filters

You can also use the filters listed on the left-hand panel to look at incidents you reported, you
recently viewed, or all. You can use the filter buttons on top to filter the information that

appears in the current view.

You can create additional filters following these steps:

1. Unlock the filter panel by clicking the double arrow button at the top left:

FILTERS

Open |ssues saeas

Undock the filter panel so it is
hidgden when not being focused

Find filt (Type T) I Type Allv Status: Allv  Current User v

Resolution. Unresolved «

My Open Issues

Reporied by Me

Ovder by Updated 4 ~

Recenlly Viewed

ILLE ISD - Admin

All Issues

2. Click the New Filter button.

More ~

TSOS Support / TSDS-1166

5-1166 LEWISVILLE ISD - Adm

tSdS Texas Education Agency

Page 45



TSDS Incident Management System (TIMS) User Guide March 22, 2017

3. Select a combination of the buttons at the top. For example, suppose | wanted to look
at TSDS Support problems only, with a status of In Progress and Hold for Customer. The
following example shows the selection of the statuses with the other filters already
selected:

Search saveas

TSDS Support + Problem ~ In Progress, Hold for Customer v Assignee: All
I
14014 =
Clear selected tems S
T Key Assignee
V| IN PROGRESS
(¢) TSDS-1202 LEA Rissas =er
v HOLD FOR CUSTOMER
o] TSDS-1166 LEARissas er
| oren [§
(¢) TSDS-1117 LEAtest dwri
REOPENED
() TSDS-780 LEARIssas
RESOLVED
14014 S CLOSED

LEVEL 2 INCOMING

4. To save the filter, click Save as.

Save Filter

Filter Name"

Enter a name for this Fillter

Submit Cancel

5. Type a name for the filter.
6. Click Submit.

Receiving email Notifications

The person who automatically receives email notifications about an incident’s status is the
person entered as Submitter Email when the incident was created. This person receives emails
when an incident is created and when it is resolved. See “Subscribing to Incident Updates” for
more information.
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Sending email Messages

You can manually send email updates to other registered TSDS support staff from the detail
view of the incident.

Important: Do not use this feature of TIMS to send sensitive data over the email system.

1. Click Email from the detail view:

@ Create an Issue with Custom Fields
# Edit © Comment Assign  More ~ Escalate to Level 2 Start Progress  Workflow ~ X! Email | ) Export ~

2
Details People ena s

The following page opens:

ViewrHide Issue
Email This Issue v Details
o) Problem
lus. -§ Open

y. T Critical

v Description

Creating an tssue with custom fields.

. v People
Unassigned
(TSDS-1192)
v Dates
31Ju14 1.57 PM
ted. 31/JulV14 1.57 PM
v Custom Fields
t 0
N: 001
Lewisville HS
n®
Send ance

N

Begin typing the user name of the person to whom you wish to send information. As
you type a user name, the system tries to identify the user. Once it does, click the name.
You can enter more than one name, separated by commas.

3. Enter the name of any recipients who should receive copies.

4. Type a subject for the message.

5. Type a note about the incident.

6. Click Send.
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Recent Issues Field

This section does not apply to TIMS LEA (Level 1) Support.

The Recent Issues field lists up to the 5 most recent tickets that were created by the
organization. Tickets are displayed for that organization ID (CDN) only.

TIMS Dashboards ~ Projects ~  Issues ~ Create issue

Welcome to TIMS! - DEVELOPMENT / TEST

TSDS Support / TSDS-1924

= TIMS Demo 10

# Edit O Comment Assign | More ~ Start Progress | Resolve Issue | Workflow ~

Details
Type:
Severity:
Component/s:
Labels:
Submitter Name:
Submitter Phone:
Submitter Email:
Subsystem:

Escalation
Organization:

Working Priority:
LEA Name:
LEA CDN:

Attachment Count:

Recent Issues:

User Request Status: LEVEL 2INCOMING  (\iew Workflow)
+ Medium Resolution: Unresolved

None Security Level: Default

None &

ESC Rissas

512-555-1212
ESC rissas@tea.texas.gov
TEDS

ESC Region 16 (188950}

Medium/Severity 3 - Application functioning, but not as desired/expected

BORGER ISD

117901

0

Issue Created Status Subsystem Summary
TSDS-1919 03/06/17 | LEVEL 2IN PROGR... TIMS TIMS Demo 4
TSDS-1918 03/06/17 | LEVEL 2INCOMING  TIMS TIMS Demo 3
TSDS-1917 03/06/17 | LEVEL 2INCOMING  TIMS TIMS Demo 2
TSDS-1916 03/06/17 | LEVEL 2HOLD TIMS TIMS Demo 1
[® TSDS-1915 03/06/17 | LEVEL 2HOLD Unique ID  UID Ticket

tsds
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Starting Work
If an incident is not yet in progress, you can begin work on it from either of the views.
e From the detail view of the item, click Start Progress.

e From the queues, hover the mouse on the right side of the incident, click, and select
Start Progress.

If the incident is not in your queue, it moves into your Assigned To Me list. The
incident’s status is set to In Progress.

Note: When you first begin working on an incident, be sure to check the
Knowledge Base to see if there is already a solution posted to the problem. See
the Knowledge Base section at the end of this guide for more information.

Editing an Incident

Follow these steps to edit an incident:

1. Select the option one of the following ways:
e From the detail view of the incident, click Edit.
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Edit.
2. An editable copy of the original incident opens, allowing you to edit any of the fields or
add attachments.
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Edit Issue : TSDS5-1192

Subrmitler Nama'

Subrrither Phone”

Submitter Emad’

Campus Marma

Campus CON

Subsrezsion Date

Tt rueel: OF B pirson Submiting the maue (or the primany contact i submitiing on Someons else’s. behall)
2155555555

Phone mumber for the person submitiing the Esue (or the primarny contact if sukmitting on bebhall of ancther)
fyodon@somewhersisd edu

Emad address of the parson submitiing B issus (o the primany contict i sulmitting on betall of ancthar)
Lesdguilla HS

Submiser’s campus name, or campus raene of Bsee, § applcable
g ]

Submse's CamEeE MUmbarn, o Lamgis numbar of moue, o appbeatic

-
-

Iili14 1:57 PM

Crate and trné the iisue wis submitied

| £ Configure Fieids - |

LT T\.,-|:1l¢:l #] Problem = (D iE
Subsystem’ | StudentGPS [X]
Tha subsystem whans T s occumed (Le., PEIMS, SudensGPS, User Access, Uniqua 10)
Sumemary | Creats an [ssus with Custom Fields
Description | Creabing &n isses with cusiom feids
2
Severity’ | 4 Critical o [
HOTE: When choosing e CRITICAL priority level, you are obigateg yoursell and your desirict or ESC stalf b
woriing around the clock § necessany 1D resoke this S50
Aftachment [ Browse... |
Thee: rraccereurn She upload size i 10000 M3
Componentfs -
Start byping o ped & st of posaible maiches of press down 1o select
Submitter I
Notific ation -

Update = Cancel

March 22, 2017

The Edit page includes an extra field called Submitter Notification Comment. Make any
changes or additions necessary. The Submitter Notification Comment will be returned
to the submitter of the incident when the incident is resolved.

3. Click Update when you are finished with your changes.

tsds
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Putting an Incident on Hold

If an incident does not have enough information or if you need more clarification, you can put
the incident in a hold status. The option is different for Level 1 than for the other levels.

1. Select the option one of two ways:

e From the detail view of the incident, select Workflow > Level # Hold. In the example
below, the support level is Level 4 Component Owner.

e From the queues, hover the mouse on the right side of the incident, click, and select
Hold for Customer for Level 1, or if you are at a higher level, Level # Hold. For
example, at Level 4, the option would be Level 4 Hold.

@ 7/2/2014 Training Ticket
# Edit O Comment Assign  More ~ Log Data Access  Resolve Issue  Workflow ~ %) Email

Details People
\dvel 4 Re-Queue
7) Question tat WGR..
Return to Leve! 3
¥ Medium

Unresolved
None ¢

metadata string from the dashboard

2. The dialog box that appears looks slightly different depending upon whether it opens
from the queues or the detail view. The application assigns the incident to the
appropriate level. The default for Level 2 through 4 Support is to send it back down to
the previous level. The values that appear in this menu depend upon your support level.

Level 4 Hold

Oc o' - Viewable by assigned support users
Level 4 Hold Cancel

Type a comment about why you are placing this incident on hold.

3. If you wish to restrict who can view this information, click the lock symbol below the
comment and select a role or group.

tSdS Texas Education Agency Page 51



TSDS Incident Management System (TIMS) User Guide March 22, 2017

B @ of - Viewable by assigned support users
All Users

: Project Roles

Level 1 - LEA Users

Gro Users "

061902
IMTLEA

jira-users

5. Click Hold for Customer if you are Level 1 Support or Level # Hold for other levels. For
example, if you are Level 4 Support, this button reads Level 4 Hold.

Escalating an Incident to the Next Level

If, after investigating and working the incident, you are unable to resolve it, you can escalate it
to the next level from either the detail view or the queues. This option is not available for
incidents that have been returned for follow-up. This feature works a little differently for Level
1 than for the other levels.

For Level 1

1. Select the escalation option:

e If you are already in the detailed view of the incident, click Workflow > Escalate to
Level 2.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Escalate to Level 2.
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2. Adialog box like the following appears, in which you affirm that you that you are giving
permission to an ESC, certified vendor, or TEA staff to look at student data if required.

Escalate to Level 2

Escalation | [T

Qrganization

he crganization to whom this issue will be escatated, if necessary

| am escalating this incident o the next support level. | understand that the ESC, cerified vendor, andior
TEA personnél may need to access student or stall data o resolve this incident

By escalating this incident, | am giving support stafl at the ESCivendor TEA permission 10 access this data
This atcess is for the exclusive purpose of resobving this incident and will cease when the incident is closed
The scope of the access will be limited to only those data thal are necessary 1o resolve the incident

Comrment

B of' - Viewable by assigned support users
Escalate to Level 2 Cancel

3. Select the ESC or certified vendor to which the incident should be escalated.

4. Type a comment explaining what you have done so far and why the incident needs to be
escalated.

5. Use the lock icon, if needed, to limit who can view the incident.
6. Click Escalate to Level 2.

For Level 2

1. Select the escalation option:

e If you are already in the detail view of the incident, click Workflow > Escalate to
Level 3.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Escalate to Level 3.
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Escalate to Level 3

Exhausted Troubleshooting Sleps
e Required for TEA action

Meed hMore Training

TEA Recommended Escalation

Support Staff Unavailabie

Other - See Comment

Escalabe 1o Level 3

2. Click a support escalation reason explaining why you are escalating this problem to the
next level.

Note: An escalation reason must be selected before the ticket can be escalated
to Level 3.

3. Click Escalate to Level 3.

For Level 3
1. Select the escalation option:

e If you are already in the detail view of the incident, click Workflow > Escalate to
Level 4.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Escalate to Level 4.

2. Type a comment explaining what you have discovered and why you are escalating this
problem to the next level.

3. Click Escalate to Level 4.

Returning an Incident

If you are in Level 2 Support or higher and you need more information to resolve an incident,
you can return it to the previous level, or you can return the incident to a higher level if follow-
up has been requested. If you are in Level 1 Support, this option only is available for incidents
on follow-up, that is, when they have been sent back to you for more information and you have
obtained the information and want to convey it back up the support chain.

Depending upon your support level, you can do this either from the detail view of the incident
or from the queues.
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1. Select Return to Level # one of three ways:

e Ifyou are Level 1 Support, Return to Level 2 appears as a button on the detail view
for some incidents. Click Return to Level 2.

e If you are at another level of support, from the detail view select Workflow > Return
to Level #. This level will usually be the same one from which it was sent to you. For
example, if Level 3 (TEA) Support asks you for information, return it to Level 3. All
options may not be available. For example, if the incident has only made it to Level
2, you cannot return it to Level 3.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Return to Level #, depending upon the level to
which you want to send it.

The dialog box that appears looks slightly different depending upon whether it opens
from the queues or the detail view:

Return to Level 2

Suppon Followup MNome
Reasons  [&)pore InEr.'.".arlcn Meeded - See Comment
Duplicate
Completed
Cannot Reproduce

BT of - Viewable by assigned support users
Retumn to Level 2 Cancel

2. Click the reason you are returning the incident.

3. Select the ESC region or certified vendor to which you want to escalate the incident, if it
becomes necessary.

4. Type a comment detailing the information you have been asked to provide.

5. Click Return to Level #.
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Resolving an Incident

Once you are ready to resolve an incident, you can do that from either the detail view or the
queues.

1.

tsdls

Select the option one of two ways:
e From the detail view of the incident, click Resolve Issue.

e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Resolve Issue.

Resolve Issue

esolution” - @

StudentGPS | »

IMPORTANT: This comment will Dé sent 10 the submitlier email when the 55ue S resoived

*** Reminder to TEA Level 3 & 4 Agents, Level 2 ESC Champions, and Level 2 Tech Coaches: Be sure that you have
logged any school data accessed In any TSDS subsystem by clicking on the "Data Access Log™ button from Level 2, 3 or 4
In Progress or Follow Up steps. Click on Cancel 1o go back

Resolve | Cancel
'.“"o

Make a selection from the Resolution drop-down menu to indicate the type of
resolution:

e Resolved: a resolution has been found.

e Work-around Provided to Customer: a workaround for the problem was found and
provided to the customer.

e Won't Fix: the incident will not be fixed.
e Duplicate: the incident is a duplicate of another incident.
e Incomplete: not enough information has been provided to understand the incident.

e Cannot Reproduce: when attempts were made to reproduce the incident, they were
not successful.
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3. Select the subsystem where the incident occurred.

4. Type a comment that will be returned to the submitter of the incident explaining the
resolution.

5. Click Resolve.

Adding Attachments or Screen Captures

Attachments and screen captures are invaluable tools for diagnosing problems. They may
include spreadsheets of data, detailed descriptions of work done on the problem, samples of
code, error messages, or images of the problem. Follow these steps to add attachments or
screen captures.

Attaching Screen Captures

1. Select the option one of the following ways:
e If you are already in the detail view, select More Actions > Attach Screenshot.
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Attach Screenshot.
2. You may be asked to update the Java software on your computer. To do so, click Free
Java Download and follow the steps to download the software. Restart when finished.
3. Depending upon your security, the browser may attempt to block the dialog box from
opening. If it does so, click Run.

Attach screenshot

Attach screenshot

" screenshot-1
Upload

4. Take a screen shot and copy it to the system clipboard.
5. Click the Paste button.
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6. Type a comment explaining what the screen capture shows.

7. Use the Comment Viewable By menu or click the lock icon to select who can view the
comment.

8. Click Attach. The Attachments pane of the detail view shows a miniature of the screen
capture that you can open by clicking on it.

@ Create an Issue with Custom Fields

# Eoit O Comment Assign  More ~ Log Data Access  Resolve Issue  Workfiow ~

reenshot-1.Jpg

03/Nov/14 5:13 PM

Attaching a File

1. Select the option one of the following ways:
e If you are already in the detail view, click More Actions > Attach Files.
e From either of the queues, hover the mouse over the right side of an incident until
the gear and arrow icon appears, click, and select Attach Files.
2. Click the Browse button and find the attachment as you would usually do.

Attach Files

Attachment B |} )

B& of' - Viewable by assigned support users

Altach Cancel

3. Type a comment explaining the relevance of the attachment.
4. Click the lock icon to select who can view the comment.
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5. Click Attach. An icon indicating the document type appears in the Attachments section
of the detail view of the incident. You can save it to your computer by clicking on it.

Removing a Screen Capture or Attachment

If you wish to delete a screen capture or other attachment, do the following:

1. Open the detail view of the incident.
2. Scroll down to the Attachments pane and click the trash icon next to the attachment.
3. Verify that you wish to remove the attachment by clicking Delete.

Logging and Estimating Work

As you work an incident, it is important to log what you have investigated or accomplished.
Doing so helps the support team at other levels understand what has been done and what
might be left to do on that incident. It also provides information for staff members who are
researching similar incidents or working on Knowledge Base records. Follow these steps to log
work:

1. Select the option one of three ways:
e If you are already in the detail view of the incident, click More Actions > Log Work.
e If you are in the detail view and some work on the incident has already been logged,
click the plus sign next to the Time Tracking pane at the top right of the incident.
This pane does not appear on incidents where no time tracking has taken place.

Time Tracking +
Mot Specified
Remaining Om

I 1w 4h

e From either of the queues, hover the mouse on the right side of an incident until the
gear and arrow icon appears, click, and select Log Work.
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A box like the following appears:

Log Work
3w 4d 12h (eg. 3w4d 12n) @D
07/Nov/14 1:43 PM [
stimate o Adjust automatically

Leave estimale unset L

Setto (eg. 3w 4d 12h)

Reduce by (eg. 3w 4d 12h)

Ba® u' ~ Viewable by assigned support users

€ Finan .y e anR e

Log Cancel

2. Type an estimate of the amount of time spent on the incident so far. Use the example
for the format.
3. The date defaults to the current date and time. To enter a new date, click the calendar
and select one.
4. Make a selection for updating the estimate information:
e Adjust automatically: updates the estimate as time is added.
e Leave estimate unset: does not track estimates.
e Set to: allows you to set a specific estimate for the work remaining. If you are asked
to create an estimate at the beginning of a project, this is the option you should use.
Enter the estimate, following the example format.
e Reduce by: reduces an estimate already entered that seems excessive; type the
amount to reduce the estimate, following the example format.
5. Type a detailed description of the work you have done.
6. Use the lock icon if you want to restrict who can view your work description. This is
important to use if you have included identifying information for students or teachers in
your description.
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7. Click Log. Once you have logged data, it appears in the Work Log tab in the detail view

of the incident. You can edit the entry by hovering over the log and clicking the pencil
icon.

Activity

Al Comments WorkLog History Activity Emalls Transitions

[} Three Rissas logged work - 07/Nowi14 1:43 PK 3B

Time Spent 4 weeks 4 hours

M i 1l
=Mo comment= E}

€2 Comment

As work is logged, the time spent on an incident is tracked under Time Tracking in the
detail view of the incident:

Commenting on an Incident

Follow these steps to add a comment to an incident:

1. Select the option one of two ways:
e If you are already in the detail view, click Comment.

e From either of the queues, hover the mouse over the right side of the incident until
the gear and arrow appear, click, and select Comment.

A Comment box appears like the following:

Activity

All  Comments WorklLog History Activity Emails Transitions

v FALEA Rissas added a comment - 03/Nov/14 4:19 PM

(Automatic Comment): Escalation Org set to ESC Region 11 (220950).

Comment

N

B ® o ~ Viewable by assigned support users

Add | Cancel

2. Type your comment.
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3. Use the lock icon if you want to restrict who can view the comment.
4. Click Add. The comment appears on the Activity pane of the detail view, under the
Comments tab.

Tip To send a push notification, use @username then type your message. When complete,
click Add and the message will be added to the ticket as well as emailed to the user
selected.

Linking Incidents

If an incident is related to another incident, especially if one incident is a duplicate of another,
you will want to link them.

1. Select the option one of two ways:
e If you are already in the detail view, click More Actions > Link.
e From either of the queues, hover the mouse until the gear and arrow icon appears,
click, and select Link.

Link
TIMS Issue Select a TIMS issue to link this issue to
Web Link
This issue relates to E]
Issue | ] Y

or search for an issue

Begin typing to find recently viewed issues

Comment

B (® o~ Viewable by assigned support users

Link = Cancel

2. For This issue, select the reason you are linking the incident to the other incident:
e Blocks: not applicable for our use
e Is blocked by: also not applicable
e Clones: see “Cloning an Incident.”
e Is cloned by: see “Cloning an Incident.”
e Duplicates: is a duplicate of the other incident.
e Is duplicated by: the other incident is a duplicate of this incident.
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e Relates to: is related to the other incident.
3. Select the incident from the list, or click search for an issue and follow the bulleted

steps.
e Type a portion of the description of the incident or the incident number in the
Search field.

e Click Search. The incidents found appear in a list below:

Find TIMS issues

Search: | student : Search | Advanced Search

Type Key Summary Status
] @ TSDSKB-377 Student changing sections POSTED
. TSDSKB-490 Alegbra | metrics student POSTED
. TSDSKB-475 Factors affecting student discipline metrics POSTED |
7. @ TSDSKB-424 Advanced Course Completion - Student Level POSTED ]
] @ TSDSKB-468 Access to students POSTED
| @ TSDSKB-455 Cannot display sensitive student ID POSTED
b. @ TSDSKB-432 Instructor display on student transcript page POSTED
. @ TSDSKB-393 Student Lists for Completion, Graduation, and Dropout Rates POSTED
@ TONQKR ARQ Datainad nr ranaatina ctudante DNACSTEN o
Add Close

4. Click the appropriate incident. It appears in the Issue box with an x next to it so you can
delete it, if necessary.

5. Type a comment explaining why the incidents are connected, if necessary.

Use the lock icon if you wish to restrict access to the comment to a specific set of users.

7. Click Link. Linking an incident to an existing incident does not affect the content of the
existing incident going forward. If both incidents are open, they must both be
processed separately.

o

Cloning an Incident

You may have some reason to clone an incident, for example, if a new incident has arisen that is
similar to another existing one. You can clone it and then modify it instead of creating it from
scratch.

1. Select the option one of two ways:
e [f you are already in the detail view, click More Actions > Clone.
e From either of the queues, hover the mouse until the gear and arrow icon appears,
click, and select Clone.
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Clone:

@ Enter the summary of the clone issue

STHIEREC L ONE - Creale an Issue with Custom Fields
Clone Attachments

s

Create Cancel

2. Type a new summary for the cloned incident, if desired.

Click Create.
4. If you are in the dashboards, the cloned incident appears in the support queue, and if

you are in the detail view, it appears in your detail view where you can edit it.

w

Logging Data Access
This section does not apply to TIMS LEA (Level 1) Support.

To maintain compliance with TEA policies and with the FERPA, LEA or ESC data that is escalated
beyond Level 1 (TIMS LEA) Support must be logged into the system by Level 2 Support or
higher. Once an incident that has student or teacher data attached to it reaches Level 2, 3, or 4
and is put in In Progress or Follow-up status, use Log Data Access to comply with this
requirement, as follows:

1. Access the option one of two ways:
e Ifyou are Level 3 or 4 support and are already in the detail view of an item that is
assigned to you, click the Log Data Access button in the top row of buttons:

# Edit ¢ Comment Assign  More ~ Log Oatat_bAccess Resoive Issue  Workflow ~
S

Detalis
Type +) Enhancement Status LEVEL 3 FOLLOWUP
Request (View Workfiow)
everity ¥ Medum Resolution Unresoived
Componenvs TIMS Security Level Detault
Labels None #
Submitter Name ESC Smith
Submitter Phone 5125551212
bmitter Ematl chrnstopher smithg2tea stale ix.us
Subsysten TIMS
Working Priocity Medium/Severity 3 - Application functioning, but not as desired/expected

Attachment Count 0
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e From Assigned to Me, hover the mouse over the right side of the incident until the
gear and arrow icon appears, click, and select Log Data Access.

Log Data Access

In crder to resohve this ticket, the TSDS subsystems selected below were accessed. This access was

1. limited to only the data necessary o resobve this incident
2. performed in SUCh @ way as 1o protect the privacy and security of the data
3. in accordance with the TEA TSDS Data Use Agreement

Jata Access [ Operational Data Store

Ubsystems PEIMS Data Mart
Dashboard Data Man
PET Data Mart M
Unigue 1D

ETL Processes

@@ o' - Viewable by assigned suppert users
Log Data Access  Cance

Be sure that inclusion of the data meets the restrictions listed at the top of the page.
Check the boxes to indicate the types of data that are included in the incident.

Type a comment explaining the inclusion of the data.

Click the lock icon if you wish to restrict the comment to a specific set of users.

Click Log Data Access. This change is viewable from the Comments tab of the Activity
section of the incident and also appears in the Activity Stream.

ouswWwN

Requeuing Incidents

If you are at Level 3 Support and above, and you have an In Progress incident that you wish to

place back into the queue at the same level, you can do so from either the queues or the detail
view. An example of when you might do this is if you claimed an issue and then discovered you
could not work on it.

1. Select the option one of two ways:
e If you are already in the detail view, click Workflow > Level # Re-Queue.
e From Assigned To Me, hover the mouse over the right end of the incident until the
gear and arrow icon appears, click, and select Level # Re-Queue.
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Level 1 Re-Queue

B o - Viewable by assigned support users
Level 1 Re-Queue  Cance

2. Since you are sending it to the queue, leave the Assignee alone and type a comment
explaining why you are returning the incident to the queue in the level below.

3. Use the lock icon if you wish to restrict the comment to a specific set of users.

4. Click Level # Re-Queue. The incident returns to the queue of the level below.

Closing an Incident

This section does not apply to Level 1, 2, or 4 Support.
If you are at Level 3 Support, you can close an issue if it has been correctly resolved.

From Assigned To Me, hover the mouse over the incident until the gear and arrow icon
appears, click, and select Close Issue. This incident status is changed to Closed.

Closing an Issue Assigned to You for Review

If you are at Level 3 Support and an incident has been referred for your review,
1. From the detail view, click Start Review.
2. After you finish your review, click Close Issue.
3. Select the type of resolution from the Final Resolution drop-down menu:
e Resolved: A resolution has been found.

e Workaround Provided to Customer: A workaround for the problem was found and
provided to the customer.
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e Won’t Fix: A determination has been made not to fix the problem.
e Duplicate: The incident is a duplicate of another incident.

e Incomplete: The issue description does not provide enough information to
understand the incident.

e Cannot Reproduce: Attempts to reproduce the issue so as to understand the
problem were not successful.

4. Select Yes or No to indicate whether a Knowledge Base article is needed.
5. Enter any comments needed.

6. Click Close Issue.

Reopening an Incident

If an incident needs to be reopened, you can reopen it if you are Level 3 Support or above.

1. From Assigned To Me, hover the mouse over the incident until the gear and arrow icon
appears, click, and select Reopen Issue.

Reopen |ssue

{i:l Reopening an issue indicates that it has not been completed, and should be looked at again

@@ of - Viewable by assigned support users
Reopen Issue  Cancel

2. Leave the Assignee set the way it is, or if you wish to assign it to someone else, select
the person’s user name or begin typing it until it appears in the box and then select it.

3. Type a comment about why you are reopening the incident.

Use the lock icon if you wish to restrict who can view the comment.

5. Click Reopen Issue. The incident’s status changes to Reopened.

b
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Consulting the Knowledge Base

When you are working an issue, you should consult the knowledge base to see if a solution to
the issue has already been identified. To do so, select the affected application from the Heat

Map.

Heat Map: TSDS Knowledge Base o {3}

ECDS Poral TEAL TiIMS TSDS PEMS Unique 1D

eDM studgntG PS

There are 8 distinct ‘Subsystem' values in 249 issues

The Quick Links in the upper right corner of the TIMS dashboard include a link to the Knowledge

Base:

tsds e

TIMS Dashboards = Projects Issues - Create 1ssue

Weicome to TIMS!

I Quick Links. Knowieo

Je Base

Click on this link and a list of the knowledge base articles will appear. The knowledge base
articles can be sorted depending on the columns that are viewable (i.e. sort by KB number,

summary or subsystem).
Search saweas POF ¥ Export~  £F Tools ~
TSDSKnowled... =  Type All*  Status: All»  Assignee: All» More Q Advanced Er
Subsystem: studentGPS -
1-50 ol 173 S Columns -
T Key Summary Assignes Reporter Sev  Status Resolution Created Updated Due
[ TSDSKB-299 sludeniGPS: studenGPS Dashboard Implementation Checklist Unassigned  Laura Rissas POSTED  Unresohved 12Dec1d  05M0anMs o
[ TSDSKB-282 studentGPS: Credit Metric Unassigned  Gary Teer POSTED  Unresolved 280ctM4  20/Movi4
§ TSDSKB-263 sludentGPS: Teacher Atendance Percentage Metric Values Unassigned  Shabana Momin POSTED  Uhresoived 10WJun/14  27/Feb1s
[@ TSDSKB-259 sludenlGPS: Position Titke Claim Sets Unassigned  Laura Rissas POSTED  Unresoived 30WMay/14 09Feb15
[@ TSDSKB-247 studentGPS: Race and Ethnicity Metric Unassigned  Lawra Rissas POSTED  Unresoived O8May/14  14/Movitd
[{ TSDSKB-239 studentGPS Metnc ID Number Unassigned  Lawra Rissas POSTED  Linresoived 31Mar14  14Novi4
[@ TSDSKB-235 sludeniGPS: Unabile to print Unassigned  Laura Rissas POSTED  Unresoived 19Mar4  14/Movi14
@ TSDSKB-228 studentSPS: Dashboards Quick Start Guide Unassigned  Laura Rissas POSTED  Unresoved 11Mari14  14/Novi1d
[ TSDSKB-223 sludentGPS: Loading STAAR, ACT and SAT results Unassigned  Lawra Rissas POSTED  Unresoived 11Mar14  14/MNovi4
[@ TSDSKB-220 sludenlGPS: Accessing Data Exceplion Repon Unassigned  Shabana Momin POSTED  Unresolved 24/Febi14  14/Novi14
You can search this list by typing a term in the search box and clicking Enter:
Search saveas
TSDS Knowled, ., = Type: All = Status: Al - Assignee: All » validation| More = = Advanced
Subsysiem: studentGPS =
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Click the title of an article to open it:

(@ TSDSKB-218 s Unassigned  Shabana Momin POSTED  Unresolved 24/Feb/14  14/Novi4 -
[@ TSDSKB-215 sludeniGPS: TEAL Auto-Provisioning Steps Unassigned  Laura Rissas POSTED  Unresolved 20/Febi14  14/Novi14
@ TSDSKB-214 studentGPS: Position titles not showing initially in ‘single edit' mode Unassigned  Laura Rissas POSTED  Unresolved 20/Feb/14 14/Novi14
[§ TSDSKB-213 sludeniGPS: Dashboards Conhort Unassigned  Laura Rissas POSTED  Unresoived 13/Febi4  14/Novi14
@ TSDSKB-212 studentGPS: Staff Classification and Claim Sets Overview Unassigned  Laura Rissas POSTED  Unresolved 13/Feb/14 14/Novi14

TIMS users can also use the Quick Search box in the upper right corner of the TIMS dashboard
to search for knowledge base articles. You can search by entering the knowledge base article
number (TSDSKB-###) or by keyword.

TIMS Dashboards -~ Progeds - lssues - Create istne

Walcoms to TIMS! Ouick Links: Enowiedge Base | TS0S Websie | H

Adding a Gadget to Your Dashboard

The dashboards provided with TIMS cannot be edited. So, if you want to modify your
dashboard, you must first copy the provided one. Then you can edit the new dashboard as you
wish.

1. From your regular dashboard, under Tools, select Copy Dashboard.

[ 8 Toos -

Find E-.labumcs

Create Dashboard
Wiew as Wallboard

Sel Up Wallboard Shdeshow
2. Type a name for the new dashboard.

Create New Dashboard

£ Shanng with everyone will make this vesiDie 10 users who are not ogoed in

e’ || I

L3 Suppon Queve \A

*
& Not shared

Everyone » 4 A
Shave with evenone

Asa
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3. You do not need to change any of the other settings, but type a description if you wish.

Click Add. The system makes a copy with the layout of the old dashboard. Now, you can

add the filter that you created to the new dashboard.

5. Click Add Gadget.
+ Agd Gasgel | # Edit Layoul  £F Tools =
H
6.

Gadget Directory

Gel more gadgels

All (30)
s ( v -
JIRA (25) Add it Now
o
\J
Add it Now
Add it Now

Changelog: public/of

g
B wetersen "

Jqealey

The dialog box that appears contains the gadgets available for TIMS. Scroll down and
click Add it Now for Filter Results.

our own gadget

Search

Favorite Filters

By Atlassian
Lists favorite filters for the current user
hitps Avins tea state tx ustimsresygadgets/ 1 Qigicom. atlassian jr:
Filter Results
Jy Atiassian
Shows the issues/results for a saved filter
tea stade te usimsXrestipadgets/1 Dig/com atitassian jra gadgets file
FishEye Charts
By Atiassian
Chart LOC data from a FishEye repository

ns tea stale b usImsresygadoets/1 (Vg/com atkassian jrafish

FishEye Recent Changesets

By Aliassian

7. A Filter Results pane is added to the top right of your dashboard. Click Finished.

8. Now you must select configure the filter.

tsds
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9. Begin typing the name of the filter and then select it, or use the Advanced Search to
find it.

test

Filter Results O

st

10
f C ma W F
Flelds 1o dispiay
Issue Type s
Key ]
Seventy o
Summary 1
Drag-crop h
Select a field - Add
4 8 S ting theen an
Refresh Intesval
Never [~
How often you would iike this gadget to update
Save

10. Change the number of result fields, if desired.

11. Check the fields that will be displayed. If you want to add a field, select it from the list
and click Add.

12. Change the Refresh Interval, if desired.
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13. Click Save to save the filter to the dashboard.
test + Add Gadget & Edit Layout &% Tools «
oo s 5
T Key Sev  Summary T Koy Sev$  Summary Status Croated
(?) TSDS-1118 ¢  Howdol geta unique IC @ Tsos-1127 4 LEVEL 3INCOMING  29May/14
D + o) 0 +* LEVEL 3 INCOMING  26/Sep/14
. [¢) TSDS-61¢ 3 LEVEL 3 INCOMING 15/Novi13
. S-731 +
O v LEVEL 3INCOMING  0%Dec/13
N
v LEVEL 3INCOMING  11/Deci13
%) TS ~
v

LEVEL 3 INCOMING 05Febi14

Adjust the Dashboard

If you like where the new dashboard is located, you can leave it there. However, you can also

move it. Suppose, in the example above, we want to switch the location of the L2 Support
Queue and the My studentGPS filter.

1. Hover the mouse over the gadget to be moved until you see the standard icon for

moving things.
2. Click the icon and drag the gadget to its new position.

e pr———rTY
Filter Results: studentgps MG Y o

T Koy Sev  Summary
(7] TS0S-1119 ¢  How ool getaunique iC
© 3 0 ¥

3. Once you have it located over another gadget, a box appears that says Drag your gadget
here. Drop it over the gadget you want to replace.

tsds
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4. The new filter is now located at the top of the right column and the L2 Support Queue is
below it. To move the L2 Support Queue to the left column, repeat Steps 2 and 3.

Activity Stream Filter Results: My StudentGPS

- =
Activity Stream BEE8 & TSDS1122 §  Stigents are displayed in my ciass hat are not in my class
& TSDS-1107 §  TIMS Demo Ticket

TEA LevelThree changed the

Assignee to TEA LevelThvee on =2af2

ISD5-1054 - test

B Wednesday at 9:15 AM Filter Results: L2 Support Guews

TEA LevelThree changed the .

Rezsokulion 1o Fesolred” on TSDS @ Tsosme & LIAT Test <} Level 2 Incoming  15/Deci13

034 - test [¢ TsDs93z & ariege af Level 2 Incoming  D5Febi14

A edne § 913 AN

B wednesday at 918 B TSDS1002 §  cwalews aff Level 2 Followup  28Febi14

TEA LevelThree resolved 15d- a TsDs-nz2 @ Siudents are displayed in my class &) Level 2 incoming  14/May/ 14

1034 - tast mat are not in my class

|i'| Wednesday af 915 A0 J—d ol &
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Working with the Knowledge Base

This section is mostly for support people at Level 3 (System Support role in TSDS) who are
adding articles to and managing information in the Knowledge Base.

Switching Projects to the Knowledge Base

All levels of support, you can choose to work on the problem queue or to view the Knowledge
Base. To switch projects, click Projects from the top menu and select the project you wish to
work on, or choose to view all projects.

tSdS' TIMS Dashboards ~ Projects »  Issues ~ Create issue

Welcome to TIMS! - DEVELOPMENT / TE Current Project
@ TSDS Support (TSDS)

L3 Support Queue Recent Projects

T TSDS Knowledge Base (TSDSKB) |

Activity Stream bup
View All Projects

Can

TSDS Knowledge Base

Key. TSDSKB  Lead ) Mark Stehouwer

Summary Summary

Issues
Welcome to your project

Reports
Everything you need to know about how your project is running Is tracked on this page. As your project evoives, the information
will be updated. Use the 1abs on the lefl 1o navigate within your project

Issues: 30 Day Summary

Issues. 51 crealed and 1 resocived

Activity Stream

James Farrell ypdated the Description of TSOSXB-597 - TEST
Testing Fiter
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Knowledge Base articles are created and approved using the same processes and views as
incident resolution. Once a Knowledge Base article is posted by Level 3 Support, the article’s
security level is set to Public, making it available to all users.

The Knowledge Base itself provides an overview of activity and access to reports from the
system.

Posting a Knowledge Base Article

Only Level 3 Support members can post a Knowledge Base article.

1. Open the detail view of the incident either from your queue or from the Knowledge
Base viewsError! Reference source not found..

2. Make sure that the incident is thoroughly edited to include a good description of the
problem and the solution. Below is a template you can use to make sure you include
important information:

Title Short 1 to 5 word description of the article.

Summary A brief 1 paragraph account of the main points of the article.

Components Dropdown box listing the various components related to article (i.e. Unique ID, TSDS,
StudentGPS Dashboards)

Who does it impact? Levels and/or departments required to know this information.
When is it used? The ideal time this information can and should be utilized.
Why is it important? Brief description of overall business impact.

What are the main critical points and/or Detailed explanation of article subject matter. End to end
steps? procedural steps are outlined as appropriate.

Labels Key words or phrases linking to the articles main idea.

3. Click Workflow > Post KB Article.
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