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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), up to the education service center (ESC), and if necessary to the
Texas Education Agency (TEA).

Support staff at the LEA, ESC, 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
¢ 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 Dashboards User

TIMS LEA 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 ESC Support

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

System 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 1
and 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

tsds
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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:

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.

tsds
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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
h 4

Issue assigned to
Level 2

%

Level 2 attempts to
resolve issue from
known issues

’H

Email notification
to end user

Yes—p

Issue is marked
Resolved and the

resolution is <
documented in
TIMS

Resolved?

No
A 4

Issue assigned to
Level 3

%

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
resolution to Prod

Issue assigned to
appropriate
» component group

(Level 4)

tsds
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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 LEA Support, TIMS ESC Support, System Support, or TIMS

Technical Support) because you are part of the LEA, ESC, 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 ;‘\'.;!:\-d,:m:ln-_:.-l Welcome, Allen User T"-E‘ Logout -9 Help L Online User Training
Self-Service Applications
&

efrash L
-
Lo Texas Student Data System Portal
= Texas Student Data System Portal
;’ My Apg -\ coounis Texas Student Data System Portal {P‘:} ¥
K ALLEN ISD
‘ Role: TSDS studentGPS Dashboards

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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Employing Organization

* Organizaton:
Who do you wark for? In ather words, whae organization employs you (e, disrice,
ESC, chaveer schoal]?

Roles & Parameters

TIMS ESC Support
TIMS LEA Support

| TIMS Technical Support
ODE Campus Data Loader
ODS Data Loader

| PEIMS Campus Submitter
PEIMS Data Accepter

| PEIMS Data Approwver
PEIMS Data Completer

| PEIMS Data Sched/Promober
PEIMS Data Subrmatter
TEA PEIMS Program Staff
Program Support
System Configurator -

| System Support
Claar Robas

Done Cancel

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 [adamwameng

texas student
data system

i

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 historical 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 e e R e

Utilities

Support

.
(1T}
L
L
<
—_
w0

GET S

My Messages

e A e s A S b A

2. Click Support on the light blue menu:

Allen User [adamwarnen@region10.ong]

tsds

#

studentGPS™ Dashboards

Welcome

The Texas Student Data System (TSDS3) is
a data collection and reporting system that

improvesasdstandardizes Texag education,

R

My Messages(0)

texas student
data system

Utilities

Suw{ﬁ!

RE W

) Search

s e, et el

R

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

snanteat dwright [David Wrighdfea slabe t 1] My Massages(l) My AccounlD)  Help  Exl (GO

'tsd S texas student  Surch
data system

1] UniquelD  PEIMS  Uiilities Support

TSDS Support Your Support Tools

TEA tracks TSDS issues (incidents™) via the
TSDS Incident Management System. 0

From this page, you can create a new Knowledge Create an View My
incident to report a problem you are Base il Incidents
experiencing or suggest an improvement,

view incidents you have opened, and

search the Knowledge Base 1o find existing

resolutions 1o problems you may be

experiencing with TSDS

Users providing support see a page that looks like this:

LEAtest dwright [David Wrighliiea state tx us] My Messages(| My Account)  Hep Bt (bl 1)

-t Sds texas student e
data system

ﬂ Utikities Support

TSDS Support B
Piease log in to access the TSDS Incident %
Management System (TIMS by JIRA)

Log in to
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:

9

Sw"ﬁ:h
Knowiledge
Base

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

dé)‘;as :tst:ne’wn
tSdS te ES;U t
TSDS Support: Search Knowledge Base

Enter Seanch lerms below 1o find recommendsd solutions 1o common TSDS issues,

2. Type your question or some keywords:

tsds e
TSDS Support: Search Knowledge Base

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

sorons

3. Click Search.

'tSdS Texas Education Agency Page 11
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-tsds texas student
data system

TSDS Support: Search Knowledge Base

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

dashboard

TSDSKB-502 Adtendan ta is Missin

TSDSKB-501 State Assessment Data is Missing.

TSDSKB-500 I i hboar

TSDSKB-499 Districts with shared service anangements,

TSDSKB-497 I in mpug within m n

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:

TSDSKB481  Dashboard defaull credit graduation plans)
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 Page 12
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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.

/

Crezly an
Incigent

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.

tsds texas student
data system

TSDS Support: Create an Incident

Complete the form below and submil to report an issue of recommendation about TSDS

Hamea: Kay Robart

Phone”:

Email: kay.robart@tea state.bx us
Employing Organization: T01603-TEA - Statewide
Date 2014-05-12 10:13:09
Iszue Type -

Subsystem where issue occurred ECDS -

Short description/title of issue”

Detailed Description of issue®
{mace of 2000 characters)

Severity

Attachment

| Browse...

= -
=

§3 Edusibion Agency [TEA] Al rights fisansd

'tSdS Texas Education Agency Page 13
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2. Type a phone number where you can be reached, including the area code, in
the following format: ###-#H-HiH,

3. Select an Issue Type from the drop-down menu.

e Question: to ask the support team a question

e Enhancement Request: to request an enhancement to an application

e Problem: to report a problem with the software

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

4. Select the name of the subsystem where the problem occurred.

5. Type a short description of the incident.

6. 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.

7. Select the severity of the problem:

e Low: you are submitting a question, 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
your work.

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

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

tSdS Texas Education Agency Page 14
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9. Click Submit.

Viewing Your Personal Incident Reports

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

©

‘ufia-rhilﬂy
Incidents

The system lists the incidents you filed:

Exit
TSDS Support: view My Incidents

Al incidents that you hawe subrmitied and that are not currently in “closed” status are listed below.
Incident# Short Description Current Status Date Submitted
TSDS-269  test issue screen Open 2013-10-02T09:29:00.000-0500
TSDS-268  Test no campus selected - fix 1 Open 2013-10-01T16:40:00.000-0500
TSDS-2T0  my test issue Open 2013-10-02T14:20:00.000-0500
TSDS-275  Testing Allen Steward Open 2013-10-04T12:15:00.000-0500
TSDS-283  latest test incident for demo - allen Open 2013-10-08T08:02:00.000-0500
TSDS-285 test ticket for demo Open 2013-10-08T09:20:00.000-0500
TSDS-2T9  test user raghu Open 2013-10-07T15:06:00.000-0500
TSDS-286 test foir demo Open 2013-10-08T09:21:00.000-0500
TSDS-292  Test Under Review 2013-10-11T15:36:00.000-0500

. e and SRS, Testing dastbont ssuo fhorpeobign . IProgess... , 20A0LIUIOLI0N0000 L. ]

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

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
ESC Support

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

'tSdS Texas Education Agency Page 15
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Level 4 Incoming The incident has been referred to Level 4 Level 3 Level 4
TSDS Component Owner

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

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

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

Level 1 Followup The incident has been returned to Level 1  Level 2 or 3 Level 1
for follow-up.

Level 2 Followup The incident has been returned to Level 2 Level 3 Level 2
for follow-up.

Level 3 Followup The incident has been returned to Level 3 Level 4 Level 3
for follow-up

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

Level 3 Hold The TEA TSDS support team needs more Level 3 Level 3
information or other feedback from the
initiator or end user or needs some other
resolution before progress can continue.

Level 4 Hold The TSDS Component Owner needs more Level 4 Level 4
information or other feedback from the
initiator or end user or needs some other
resolution before progress can continue.

Under Review The incident is being evaluated for Level 3 Level 3
completeness and a possible Knowledge
Base article.

Resolved A resolution has been entered and the All levels Level 3

incident is awaiting verification by Level 3
support. From this status, incidents are
either reopened or closed by Level 3.

Reopened The incident was once resolved, but the All levels Level 1
resolution was deemed incorrect. From
this status, incidents are either marked
Open or Resolved.

Closed The incident is considered complete. A Level 3
resolution has been found and it has been
verified.

Posted A Knowledge Base article has been Level 3

reviewed and posted.

tSdS Texas Education Agency Page 16
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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:

ESCrest dwrighl |~

L3

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

Preferences &
Page Size 50
| Email Typa HTML |
Langueage English (United States) [Default)
Time Zone JIRA default (GMT-06-00) Chicago
My Changes Do not notify me
Filter and Dashboard Unshared
Sharing
Keyboard shoricuts: Enabled
h:u.'.-:J:l'.nr Columns:  View h.':wi-:J:l'.nr Columns

Setting Up a Filter

1. Click the word Issues in the top menu:

Welcome to TIMS! - DEVELOPMENT | TEST

e shunm, -
------------ P B TR P P —

2. Click All Issues under Filters:

Filters

MNew filter

Find filters

My Open lssues
Reported by Me
Recently Viewed

All Is*;tgs

tSdS Texas Education Agency Page 17
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3. Choose Project > TSDS Support:

Project: All = Issue Type: All =
0]

All Projects
@@ TSDS5 Knowledge Base (TSD..

[l & 15058 &ﬁpnﬂ (TSDS)

Status: All = Assignee: All =

iD ESCtest dwrigh

4. For Issue Type, choose the applicable issue type.

v

For Assignee, click the applicable assignee.

6. If you want to include more criteria, for example, all incidents from a particular ISD, click
More Criteria and select the criteria.
7. Select the arrow next to the gear icon and select Configure Columns:

@ Views » m

Bulk Change:

all 1 issue(s)

Clear Sorls

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 the trash can icon above Summary to remove the summary:

Issue Navigator Columns

per-issue typa)

Add New Columin:  Select column

P e 4@Ee

& lssue Mavigator  Hide "Actions’ column

The table below shows issue fields in order of appearance in your Issue Navigator.

l=] | Add

Use @ and 5 to rearrange the column order, and L 1o remave a column from

TS

[&) T5D5-922 Testing Submitter Org for ESC ESCtest dwright

9. Click Issue Navigator to return to the filter.

tsds
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e T

& lssue Maviggtor | Hide "Actions” column

Issue Navigator Columns

The table below shows issue fields in order of appeara
per-issue type).

ot e s R | e A s

10. Ensure that the Summary Column is not present in the filter.
11. Click Save as and give the filter a name.

Subscribe

1. Click Find filters.

Filters

Mew filter
2. Click My.

ﬂ Manage Filters

Favorite My Filters

My [j} Filters are issue searches that have been saved fo
Popular
Search

3. Next to the filter you saved, click Subscribe.

My test filter + Private filter

MNone - Subs ﬂhﬂ

tSdS Texas Education Agency
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4. Click Email this filter.

Filter Subscription

E\ Ermadl this filler. even i there ane no msues found
g

Schadute = Daily
Days per Week
Days per Month
Advanced

Interval | once per day » a1 |=| 00> am=

The curvent serves lime is 13May/14 1252 PM . Central Daylight Time
Subscribe = Cancel
5. 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.

6. For Interval, select appropriate options. For example, if you picked Daily, you might
select Every thirty minutes and a time range.

7. Click Subscribe.

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

View Subscriptions for My test filter

Hare are the subscriptions for this Riter

Add subscription
Virw all illers
@
ESCiest dwright ESCiest dwright Daily every 30 minutes Mewer 13May/14 1:30 PM  Edit | Delete | Runnow

e

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

L

Loginto
TIMS

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

1. From the Dashboards menu, select Manage Dashboards:

tsdszane

Dashboards Projecis i~  Issues i~
View System Dashboard DS Website
Manage Dashboards

Introduction

‘Welcome fo the TSDS Incident Management System!
PRODUCTION
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2. Click the link for the dashboard that corresponds to your support role level. (LEAs select
L1 Support Queue, ESCs select L2 Support Queue, and so on.)

+ Create bssue

TIMS Dashboards ~ ST DT

Quick Links: TSD:

Welcome to TIMS! - DEVELOPMENT [ TEST

Creale new TIMS dashboard Resl

ﬂ Manage TIMS Dashboards

Favorites -
T - Favorite TIMS Dashboards
Popular This page allows you to manage all your favorile TIMS dashboards
Search
7 L1 Suppon. Cueus Adam Warner (Admin) + Project TSDS 3
Detaull TIM3Washiboard fod lovel 1 data stewands al e (wamera) Support
LEA Role: Level 1 - LEA
Lisers

3. 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.

Dashboards Projects i~  Issues v

Welcome to TIMS! Quick Links: TSDS Website

The dashboard that you are viewing will only be displayed temporarily, as you do not have it added as a favorite. To display this dashboard permanently, add it as a favorite.

L2 Support Queue

L2 Tech Coach Queue Activity Stream Filter Results: L2 Tech Coach Queue

Aclivily Stream E E-J Mo matching issues found
Filter Results: L2 Tech Coach Assigned to Me
ESC Momin changed the status to Level 2 In Progress on TSDS
-600 - 11/13/2013 No matching issues found.

@ 16 minutes ago

tsds
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4. To choose your dashboard again, select it from the Dashboards menu. Thereafter, it will

come up automatically.

(< |6

@ https://ivins.tea state.be.us/tims/secure/ConfigurePortalPages!default jspa#view=search

File Edit View Favorites Tools Help

x %Comerl ~ [0 Select

5l % TSDS Knowledge Base - T..

tsds

Dashboards

Projects |~

Issues =

L2 Support Queue

ESC Coaches

Manage Dashboards

Favorites
My
Popular

Search

MName +

[] TSDS Sharepoint Site - Ho... & TEAL-DEV & TEA-TEST

DS Website

hboards

Search Dashboards

This page allows you to search for all visible dashboards.

Shared With Anygne El

| Pandora v || Petty 2 PEASE Sharepoint % T|

Search

Searches in the dashboard's name and description.

All dashboards that you can see.

Search

Shared

Owner

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

Lirwet 4 Incormeng on 5

vl 3 Incoming on TE0E-184

TEA LevelThro
miprmational con

Lewet 3 In Progrisss en TE0S. 188
9
In oreer tickl, i TS05
occessad. This access was
® Bemitedt 10 oaly 1he dAta NGCRSEATY 10 RSOME i incident
= PArtamed in SUCh & way 35 b DIDIect Te pivacy and secury of

2

ey

4§ Tools ~
Filtar Rowtts: 17 Support Crass

He matching issues found.

Assigned o Me

Ko matching issues found.

T Dimemaional Fillir Statistics: Al Unsesobred Support Issues
Priority.

Assignee & High 4 Medium
EAC Rissas
Faderxco Carventas

Mok Fehouwer

Unassigred

C T N

b
1
1
Tast Compenest Cwnet User 0
1
3

Tokst Unigue Issues:

he data Shovwang 5 of 5 stasbcs.
»m Fiter AJ Lirennives Support lisuas
3
TEA LevelTheoe changed he Liwdd 310 Progress on T208-184 Slatus PLMS StudentP s Unigue 10 User Access T
uf 9 * Reschod '] o 1 1 7
1 ) Laval 4 Incoming o 2 o 1 3
Wlpe minid o My hrablome s |
= s levelFolowy o n i :
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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.

C—
Activity Stream 838 5

TS05.206 ¢ LEWISVILLE 150 - Adm o Open 13003
i_ﬂ 505277 § b brmrirwild anoryTOWS Die-damo «ff Open 0Tl
Ay Tran cosed 1506121 @ TEDS-IE PR T e
LEWISVILLE 150 - Admin @ msosa: g —— a Ope sty
mass ol -2efd
1'1‘4111,: Tran cosed TEEE-13 - Test Mo iaiching iesss
scrpt 84
masy dose
Praotiey
Critical § Madium T
_ﬂrn'!Ir Tran dosed TE0E-E0 Ao ¥
Testing Lowivile Lewiswile Data Sagward i 1 1
U s igraed 1 2 3
Tatal Linkgue ssius: 1 3 4
(B Vesorray w3 53 P Snowing 2 of 7 st

Filar AN Unfesohsi=d Supgon iiues

Prm,r Tran cessd TS0S-358 - T
¥ barst bk
Twa Denensional Fitter $atisbics; All Suppaost ks
mass doss

Sulbiwraem
:ﬂ ¥ ity 3 250 P Sranus PEIMS StadentGPS Unique 1D LH
; o Ceen 1 1 ] Fl
TEIMTEH'Q':JLJTM g o Cited L 5 1 12
Bkl Total Linkgue g T ] 1 1%
mass dose Showing 2 of T stalishos
Fillar AN Support Enswes
e
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If you are a Level 2 Technical Coach, you can see the technical coach view by clicking L2 Tech
Coach Queue. This view looks very similar to the support queue except its queues are limited to

incidents that have been referred to a technical coach by another Level 2 Support team
member:

£ Toots »
L2 Support Queue
Activity Stream BES @ Tsosste P R L o Levet 21n Progress 15Miw13
1-10f1

TSDS Portal End User created TSDE-628 - fest
[Being the only male at home has made it diffcult
fo become independent because, everyone would

da everyhing for me. Up until the point that |
needed 10 leam and | decided to become an

nteliectual parson. One aBamoon when no one
was home, | saw

Filter Results: L2 Tech Coach Assigned to Me

Mo matching issues found

Two émensional Filler Statistics: L2 Tech Coach All

Priority

B 22 meates og0 L2 Tech Coach Assignee ¥ Critical 4 Medium T
Tech Coach 1 1 2 3
TSDS Portal End User created TSOS-637 - TEST b u
Heni 0 1 1
Being the only male at home has made it difcult
1o become independent because, everyone would Total Unigue Is5ues: 1 3 4

do evenything for me. Up until the point that |
needed to leam and | decided o become an
inteBectual person. One aftemoon when no one
was home, | saw

Showing 2 of 2 statistics.
Filter: L2 Tach Coach Al

Two Dsmensional Filler Statistics: L2 Tech Coach All

@ : s 6 Subsystem

Status PEIMS StudentGPs T:
n Tﬁrlﬁ Portal End User created TSDS-636 ) Level 2 in Progress 1 3 i
daktraa]
Being the only male at home has made it dificul Totel Uniqua tasuos: 1 3 4
10 bacome independent because, everyons would Showing 1 of 1 stalistics.
a0 evaryihing for me. Up until the point that | Fiter L2 Tach Coach AR

needed 1o learn and | decided 1o become an

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

e Activity Stream: a summary of recent activity

e Support Queue: the unassigned incidents for the specific level of support. For example, the
picture above shows the Level 1 support queue.

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

o 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

[ )

Resolution Time: a chart of the average number of days that resolved incidents were open
over 30 days

Resolution Time: TSDS Support

Drays

This chart shows the average number of days that resohved
issues were open for over a given period
Period: Iast 30 days (grouped Daily)
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[ )
number resolved over the last 30 days

Created vs. Resolved Chart: TSDS Support

Issues: B0 created and 24 resolved
Period: last 30 days (grouped Daily)

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:

|

L RER

& Open

L T o g L

o Open -"
. T Level 1 Followyo,

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

Filter Results: L1 Support Queue

[A Tsobs.z7a L'y test raghu %) Open 02/0ct13
A TsDs-271 8 raghu ‘.-:'_ﬂ‘_,._ﬁ““__._*ﬂ_\_’;.—.\q_‘ . __,._"iﬂ_{l?ﬁﬂ\_,.‘m_ L A |

T LRt

e Click Restore to return the table to its panel size.

e
OGRS B, i

Created vs. Resolved Chart: a chart showing the number of incidents created versus the

tSdS Texas Education Agency
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e Click on the drop arrow to minimize or refresh the page:

Minimize E

Refresh

Understanding the Support Queue and Assigned to Me

Filter Resulls: L1 Support Queuse

B Tsps-27a 'y testraghu o Open 02013
3 TSD8-271 & raghu test o Open 02M0ct13
ﬁ TSD5E-278 &+ pre-demao test ickel for allan anor i} Level 1 Followup 07/0213
::.ﬂ TSD5-280 4 Issue_raghu with afachment a Open 0703
ﬂ TSD5-281 4 testing new emai i Open 073
@ TS & UAT test case 1 & Open 0803

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.

[9) Question

@ Problem

@ Enhancement Request
rﬂ User Request

The Key column shows the incident number.

The Sev column shows the severity of the incident:

i 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.

i Medium The application is functioning, but not as desired or expected.
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o 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. For example, clicking on the Assignee Adam Warner in the example below
shows all the unresolved support incidents assigned to Adam Warner.

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 A=
Priority

Assignee # Critical # High & Medium T
Adam Warner ] 0 1 1
Allen Date'Steward 1] 0 1 1
Allen Stewardtwo 0 0 3 3
Escten Champion 0 0 1 1
Tast Component Owner User 0 0 3 3
Unassigned 1 1 76 78
Total Unique Iss5ues: 1 1 BS 87

Showing 6 of 6 statistics
Filter &l Unresobsed Support Issues
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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 Filler Statistics: All Support Issues

Status PEIMS StudentGPS Unique D T
&y Open 68 4 0 T2
o In Progress 2 0 1] 2
i Resohed 1 4 0 5
+§ Closed 5 13 1 19
4 Level 2 incoming 1 2 0 3
a Level 3 incoming 1] 3 0 3
4 Level 4 Incoming 1 1 0 2
@ Level 3 Followup 1] 1 0 1
o Under Review 2 0 0 2
off Level 3In Progress 1 0 a 1
o Level 2 in Progress 1 1 0 1
@ Level 1 Followup 1 0 1 2
Total Unigue Issues: 82 29 2 113

Showing 12 of 12 statistics
Filter: Al 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 (only one
incident 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 8=
Activity Stream BE8

Tea Support changed the ASSignes
to Tea Support on T"‘-:E-F-?:." -
NwIng

e By clicking the link to the incident in one of the queues:
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Assigned to Me lm§
TSDS-321 " Metics Mot shawing 4 Level 4 Incoming  16/0ctH3 £~
1-10f1

By accessing the menu from one of the queues:

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

Filter Results: L1 Support Queue

[# TsDs-273 ¥ test raghu 4 Open 0210ct13

g et =TT

- """\.-\..— e

LB e b Amhn s acoakydan girnsei el e apedi

B

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

Filter Results: L1 Support Queue

[# Tsps-2 # test raghu ) Cpen 02/0ct3
m TSDs-278 L4 pre-dema lestickel far allen anon ) Leve Stan Progress
@ TSDES-28 1 Issue_raghu with attachmen! o Opel Hold For Customer
@ TSDS-281 & testing new email 4 Dpet Resolve issue
B P AT test case 1 % Oper Escalate to Level 2
[€ 3 test 4 Oper Edit
B TeDs31z §  Testio152013 o Opeg ASSI9
- = Aszign To Me
m TSDS-315 # lest marning ticket of Oper
Comment
TSDS-218 e screen not refreshing o Opet
@ - Log Work
[# Tsps-328 3 attachment 4 OPer Anach Files
F_f] T50S8-334 & this is to test attachement o Oper Attach Screenshot
@ teos-33s 8 | #) Oper Link
B Tsos-33 8 s o) Opar Clone
Labals
B Tspsa337 'l TSDS %) Oper
@ TSDS-33 & asddd %) Open 18/0ct13

e A b s i STt gt e e s B

tsds
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No matter which process you used, the incident opens in the detail view:

& Edit

blocks
e

E TSDS Support / TSDS-322

Unable to retrieve student grades

Assign

Details

Description

Issue Links

S A—

Assign ToMe  Comment  More Actions ~ Resohe Issue  Retumn to Level 2 Workflow ~ (4 Share O Views -
People
[ Question Status 1 Level 1 Followup Unassignad
4 Medium (View Workdiow) TSDS Portal APl Senice Account
Mone Unresolved 043901
eve Default
Mone 057950

metadata string from the dashboard
Allen User

5127854578

PEIMS

ESC Region 10

Medium/Severity 3 - Application functioning, but not as desired/expected
ALLEN 1SD

043301

Unable to retrieve student grades in GPS Dashboard. 10/18/13

. _\@ J.‘.-'-ifw-.‘.i...;_'res110162013 » +

e e e

o o R i,

Dates

Created

Wednesday 2:12 PM
Today 3:13 PM
16/0ct/13 2:12 PM

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 ESC 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
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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 do 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 LEA (Level 1) Support and an incident that has already been
returned from TIMS ESC (Level 2) Support for follow-up:

E TS0DS Support ¢ TSDS-322

Unable to retrieve student grades

& Edit Aszign  Comment  More Actions « Resolve Issue  Retum to Level 2 Workflow -

In contrast, here are the buttons that appear for Level 1 Support for a new incident that has not
yet been assigned:

TSDS Support / TSDS-377
| can't see data that should be there.

& Edit Assign  Assign To Me  Comment  More Actions ~ Start Progress  Resolve Issue  Workflow ~

tSdS Texas Education Agency Page 32



TSDS Incident Management System (TIMS) User Guide June 2, 2014

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

Severity
Component/s
Labels
Emaronment
Submitter Name
Submitter Phone
Submitter Emai
Subsystem
Escalation ESC
Working Priosity
LEA Mame

LEA CDN

Description

@ Question Status o Level 1 Followup

§ Medium Vi ¥ oeaiow)

Wi Resolution Unresobed
Security Leval Default

Mone

metadata string from the dashboard

Allen Liser

5127854578

shabanamomin@gmail.com

PEIMS

ESC Region 10

Medium/Seventy 3 - Application functicning, but not as desired/expected
ALLEN ISD

043901

Unable to retrieve student grades in GPS Dashboard 10/18/13

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.

All | Comments Work Log History Actmaty  Transitions Summary

F] sllen Stewardtwo made changes - 16/0ctf13 2:33 PM
Field Criginal Value

Assignee

New Value
Allen Stewardtwo [ allen stewardtwo ]

F1 Alien Stewardtwo made changes - 16/0ctM13 2:34 PM

Status Qpen[1] In Progress [ 3 ]

* F}Allen Stewardtwo added a comment - 16/0ct/13 2:37 PM
Putting on hold to research

F1 allen Stewardtwo made changes - 16/0ct/13 2:37 PM

In Progress [ 3 ] Hold for Customer [ 10002 |

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

A

All | Comments  Work Log  History  Acthity  Transitions Summary

= [ allen Stewardtwo added a comment - 16/0ct/13 2-37 PM
Futting on hold to research

F1 allen Stewardtwo added a comment - 16/0ct/13 2:57 PM
finished researching the issue

F1 allen Stewardtwo added a comment - 23/0ct/13 2:01 PM
This issue is for Alief Elementary

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

Al Comments | Work Log | History Actvity Transitions Summary

F1 sllen Stewardtwo logged work - 23/0ctM3 3:50 PM
Time Spent 1 hour
Looked at spreadsheet

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.

A

Al Comments Work Log | History | Actmaty  Transitions Summary

F1 slien Stewardtwo made changes - 16/0ct/13 2:33 PM
Field Original Value New Value

Assignes Allen Stewardtwo [ allen_stewardtwo |

F1 2llen Stewardtwo made changes - 16/0ct/13 2:34 PM
Status Open[1] In Progress [ 3 ]

F1.allen Stewardiwo made changes - 16/0¢t/13 2:37 FM
Status In Progress [ 3] Huold for Customer [ 10002 ]
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e Activity: records all activity involving an incident.

All Comments Work Log History | Actmity | Transitions Summary

+ (Changed the Remaining Estimate 10 "0 minutes
= Logged "1 hour

B G minulas ago

n Allen Stewardtwo comminted on TSDS-322 - Unable 1o retrieve student grades

n Allen Stewardtwo updated 2 fislds of TSDS-322 - Unable to refrieve student grades

This Issue is for Alief Elementary.

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

Al Comments Work Log History Acthity | Transitions Summary

Transition Time In Source  Execution Times Last Executer Last Execution Date
Status
o) In Progress = ®) Hold for 2m 51s 1 Allen Stewardtwo 16/0ct/13 2:37 PM
Customer
) Hold for w o In Progress Im 48s 1 Allen Stewardtwo 16/0ctM13 22441 PM
Customer
% Open w & In Progress 1d 22h 11m 2 Allen Stewardtwo Friday 12:47 PM
) In Progress = o Open 19m 36s 2 Allen Stewardtwo Friday 12:50 PM
s Open w o Level 2 12m 38s 1 Allen Stewardtwo Friday 1:03 PM
Incoming
& Level 2 w @ Level 1 1h 31m 1 Escten Champion Friday 2:34 PM
Incoming Followup

People

The People pane shows who reported or who has been working on an incident:

People

Assignee Allen Stewardtwo
Reporter TSDS Portal APl Serice Account
L1 Security 043901
Group

L2 Secunty 057950
Group
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Dates

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

Dates
Created 16f0ct/13 2:12 PM
pdated Today 3:50 PM

Submission 160t/ 13 2:12 PM

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

stimated. Mot Spacified
lemaining 0m
Logged 1h I

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 allow 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 Dashboards at the top left of the page:

lssues -

Welcome to TIMS! Quick Links: TSDS Website
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Submitting an Incident

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

1. Select the option one of two ways:
e From the menu at the top of the page, select Issues > Create Issue.

Dashboards |+ Projects |» [JEEOES

Welcome to TIMS! Quick Links: © Current Filter
Unsaved flter (3 155u8s)

LEA L1 Dashboard Search lof saves

| Create lssia
o

e At the top right of the page in the light blue bar, select Create Issue:

- dF Create I@uel

The incident creation form appears:
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Create |ssue iz Configure Fields -
Project” @ TSDS Support -
tssua Type" |5 User Request - | &
Submitter Name" |

The naeme of thé person sulbsmilling the Esue (of e primary conlacl ¥ submilling on sameane else's bebuall)

Submitter Org” | None -
Thee organizaiion (LEA, ESC, TEA) elc. of the submilier, or the Org thad the ssue perlains bo, if submilling on anciher’s behalf
Used o sef mswe security when oreating an isswe directly i TIMS
Ca mpus Mame
Bubmiler's cAmpus ideme, of Chmpirs hams of issue, ¥ appicabis

Campus COM
Submiller's campus niamber, of campuos number of s, I applicable

Subrmitter Phone™
Prhore namber fod B (eaon Submetsng 1 aiss (of Bie pAmady Contact i Subematng on DeRall of anciher)

Submitter Email”
Email address of the person submitting the ssue {or the primary contadt i submiting on behall of another)
Submission Date  12May/14 11:06 AM |
Diate ard fime the Esue was submitied
Subsystem” | Mona =
Thee subayelarm whine the fses occured (L6, PEIMS, SuderiGPS, User Actess, Uragua ID)
Summary™
Diescription”
a@
Sevedity” | & Medium - | @ o

Craate another  Create  Cancel

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.

2. Select the applicable Project from the drop-down menu.
3. 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
e User Request: to report a user request
4. Type the Submitter Name or the name of the primary contact, if you are submitting the
request for someone else.
5. For Submitter Org, select the submitter’s or primary contact’s organization from the list.
6. Type the Campus Name for the campus that was affected by the incident or where it
was observed, if applicable.
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7. For Campus CDN, type the county-district number of the campus reporting the incident,
if applicable.

8. Type a phone number for the submitter or primary contact.

9. Type an email address for the submitter or primary contact.

10. 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.

11. Select the Subsystem where the incident was observed.

12. Type a Summary of the problem.

13. 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.

14. 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.
15. If there is some kind of Attachment, a data spreadsheet or screen capture, for example,
click Browse to find the file and attach it.
16. Type appropriate information about the user’s Environment, for example, browser type,
software platform, or hardware information.
17. Click Create.

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.
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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 Queus

[A TsDs-273 i test raghu o Open 02/0cti13 Eﬁ

[ T AR S gk Al e e g

s TR et o (LM A e,

o
- e

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.

& Open  XWApr4

4 Open  D9Mdayi14 Im

View |55

by

Stan Progress
Hold For Customer

Resolvi lssua

_ Escalate to Level 2 I

Edit

Assign

_ Assign To Me |
Céfhmant

High 4 M Log Work

Attach Files

Attach Sereanshol

Link

Clone

Labels

-

Email This lssue

R -

0 1
— kil e |

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 |[f 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:

Assignee |7 WEESEIE

Assign To Me

Comment

@ v Viewable by assigned support users

Shorbcut tip F'I'E'EE.:I'I-; a 3150 opens this digiog box Assigﬂ 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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4. If you wish to restrict who can view this information, click the lock symbol below the

comment and select a role or group.

L~ Viewable by All Users
* All Users
. Project Roles
Level 1 - LEA Users

Groups
043901
IMTLEA

jira-users
5. Click Assign.

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.

Dashboards |»  Projects |«

Welcome to TIMS! Queck Links: | Current Filter

Unsaved filter (1 issue)

L1 Suppert Queue Search for lssues

Test E Create Issue

Recent 1ssues

B TsDs-471 Test 10724013
[# TSE:5-322 Unable to rethe
[# 7505273 test raghu

iﬂ TESDS-325 check attchmnt
[# Ts0s-281 testing new emsai

miore

My Queue

Filters

My IDFen Issues

Repahedd by Ma

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

Filters My Open Issues — Edited= | Sawas &2 Share @ Views= £F~
Mew filtar Owmed by: £ Allen Stewardtwo
Find filters
el A+ issue Typa: All+ Statuz All = Assignes Current Lger = +* More Critena Swiich to Advanced
My Open lssues RO SERR R
Regaried by Me
Recantly Viewed 1-Tof T
All lasues

Favorite Filters

[ TSDS-322 Unable to reirieve student grade Allen TSDSFortal  §  aff Level 1 Followup Unresolved  16/0ct/13  24/0ct/13 e L
You don’ have any Stewardtwo AP Serice
favonite fillers Actount
2 TSD5-325 check attchmint Allen TSDS Portal Y & In Progress Unresohad  17/0ctM3  24/0c1/13
Stewardtwo AP| Senice
Accourt
IE] raghu tes Allen TSDSPotal  § & In Progress Unrasohved 02/0ctM3  29/0et/13
Stewardtwo  AP| Senice
Account
j T Allen TSDS Ponal 3 & Open Unrgsohved 23/0ct/13  23/0aM3
Stewardiwo APl Sendce
Account
[ TSDS-318 screen not refreshing Allen TSDS Portal & 4 Open Unresohed 16/0ct13  22/0ct/13
Stewsrdtwo AP Serace
Account
IE.] Allen TSDS Portal  § & Open Unresolved  02/0ct/13 21061113
Stewardiwo AP Serace
Account
BT Allen TSDS Portal  § & Open Uaresgived  21/0ct/13  21/0ct/13

Stewardtwo AP| Serdce

Brrniimt

By using the menu that opens under the gear and arrow icon, you can perform all of the tasks
that you can perform from the queues, as described in the following sections of this guide.

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. Click the New Filter button.

2. 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:
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Save as

Search

Project: TSDS Support = ssue Type: Problem =

&= Mora Criteria

1-20of2

check attchmnt

Testing dashboard issue filter

problem

1-2 of 2

3. To save the filter, click Save as.

Save Filter

Filter Mame™

Enter a name for thes Fiter

olatus

In Progress, Ho. = | | Assignee: All =

Q

§ Open

In Frogress
Reopened Progress
Resohed
Closed Progress
Hold for Customer

Level 2 Incoming

Leval 3 Incoming

Level 4 Incomino

Submil | Cance

4. Type a name for the filter.
5. 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 Submitting an Incident for more

information.

tsds
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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:

1. Click Email from the detail view:

TSDS Support ¢ TSDS-1117
Unable to see student attendance.

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

1of4
Return to search ™%

& Edit Assign  Comment  More Actions - Start Progress  Resolve Issue  Workflow -~ % Email | = Views -
The following page opens:
ViewHida lgaus Datails
Email This Issue
Here you can compass o secd e meus etk in emal B Guestion
Recipients (To): || L 8§ Lovel 1 Followugp
& Wagceum
g SRk wner rames or Toll sames B0 pet & kst of possibie
s REREIPy ZHTTTA. AT Med B! 6f Brbdary mmail Dascriotion
i’ Unablo to retneve student grades in GPS Dashboard, 10118413
t ] pet & ksl of possiie madches or press T B0 st
Copy recipients (Cc) '

Stwri Byping Ba pet & b8l of posainie masches of press dewn 50 sslect

Subgect: |(TS0S-320

Tha ity

Bue
The wakse you edil hers will e sl in e ena

Body

a@

Send

FPeople

Dates

FA At Stewaedtwo 16/0c8/13 241 PM A 1o 1

1 Afan Stewasdtan 16/0c0113 257 PM Ad

freshed miearchng the issue

A owardtwo 230ct13 201 PM Add to mall body
This ssue 5 for Aliel Elsmentary

2. 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.
Enter the name of any recipients who should receive copies.

tsds
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4. Type a subject for the message.
5. Type a note about the incident.
6. Click Send.

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.

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 : TSDS-1117 £ Configure Fields -

Submitter Mame” June Smith|
Thet nusme of the person submiing fhe feue (o he prmary conlict  aubmiling on emecns ebse's behal)

Submitter Phone” 555.555-5555
Phonse mambes for e parson submilieg (he issies (o The poimarny contac § submiling on behalfl of anolbar)

Submitter Email” shabana momin@tea stale.tx.us
Emad address of the person submiting the ssus (oo Ik primary Contact if submng on behall of anolher]

Campus Name
Submiller's campus name, of campes name of ssue, i applicable
Carmpus CON
Submiller's Campus nismber, of campus numiber of ssue, i apphcable
Submission Date  09/May/14 9:49 AM = 1
Dada ared time the msue was submitied
lasue Type™ @F‘f‘m - @
Subsystem” | ECDS [l

Thea subsysiem whene the Saee occuried (Le., PEIMS, SudentGPS, User Access, Unigue D)
Summary” Unable to see student attendance.

De-gﬂ'l-.pm* atudsnt names, OID, Srror meEssAge,

2D

Sevedily |8 Medium - | &
HOTE: Whan choosing the CRITICAL priority leved, you are ohiigaling yoursad and your districl or ESC stalf lo workdng arounsd the
chock if necessary bo resobve this issue

Attachmeant Browse... |
Thee maarmum: e upload sice s 1000 MB

Componant's - -

Update Cancel

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.
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Referring a Problem to a Technical Coach

If you are a Level 2 ESC and an issue is proving difficult to resolve you can refer it to a Level 2
technical coach.

Note: This feature can only be used by Level 2 (ESC) Support and when the
ticket is in L2 in Progress status.

1. Select the option one of the following ways:

e From the detail view of the incident, click Workflow > Request Tech Coach.
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Request Tech Coach.

Request Tech Coach

You ang mquuzliruj Tech Coach assistance. Enter a commen (optional) and press Requast Tech Coach button 1o confirm, otherwise cancel. You mary
cancel the Tech Coach request later at any time

Comment |

3@ - Viewabls by assighid Support users

Raquest Tech Coach | Cancel

2. Type a comment providing any needed information.

3. Click Request Tech Coach. After you make this selection, the Workflow for this incident
tab is disabled.

Cancelling the Level 2 Tech Coach Request

A Level 2 ESC support person can cancel the technical coach request at any time and move the
ticket back into L2 in Progress status.

1. From the menu on the queue or the detail view of the incident, click Cancel Tech Coach.

2. Type a comment if applicable.

3. Click Cancel Tech Coach.

tsds

Texas Education Agency Page 48



TSDS Incident Management System (TIMS) User Guide

June 2, 2014

Working a Tech Coach Request

If you are a technical coach, you have a queue that is similar to that of the other support
people. Issues assigned to technical coaches appear in your queue.

Activity Stream

Activity Stream

] B 0 8 B B

ESC Momin changed he status o Level 2
In Prograss on TSDS-1111 - Melrics Not
Showing On Dashboard

':-_:] ) minudes ago
ESC Mamin changad the status to L2 Tech

Coach Incoming on TSOS-1111 - Melrics
Mot Showing On Dashboard

:-.-_'| 1 minules ago
ESC Momin changed the status o Level 2

in Progress on TSDS-1111 = Malics Nol
Showing On Dashboard

@l 22 minutes ago
ESC Momin changed the status fo L2 Tech

Coach Incoming on TSDE-1111 - Melnics
Mot Showing On Deshboard

'.-:l 25 minules ago
ESC Momin changed Ihi Status 1o Level 2

in Progress on TSDS5-1111 - Meirics Not
Showing On Dashboard

':_-‘] 25 manules ago

ESC Momin changed the status to Level 2

Filter Resulis: L2 Tech Coach Queve

Ma malching issues found

Filter Results: L2 Tech Coach Assigned 1o Me

o L2 Tech Coach In Progress  09May'14  ESC Momin

»_'._'; TSDS-1115 & 513 TIMS Dexmio-

Resole This Incident

t=1of1

Priority
L2 Tech Coach Assignes ¥ Critical 4 Medium T:
Adam Warmes {Admin) 1 0 1
Tochnical Coach ] 1 1
Tistal Unique Issues: 1 1 2
Shiwing 2 of 2 statetics

Filter: L2 Tech Coach All

Two Dimensional Filler Statistics: L2 Tech Coach All

Subsystem
Status StudentGPS LU H T
o L2 Tech Coach In Progress i 1
Total Unique Issues: 1 1

Showing 1 of 1 stalstics
Filter: L2 Tech Coach Al

When you are ready to work an assignment, do the following:

1. Assign it to yourself as follows:

e From the detail view of the incident, click Assign To Me.
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Assign To Me.

2. Click Tech Coach Start either from the queue or the detail view of the incident.

& Edit Assign  Comment = More Actions + Tech Coach Start ~ Cancel Tech Coach =~ Workflow
Details
Type: @] User Request Status: ) L2 Tech Coach Incoming
Severity: § Medium (View Workflow)
Components: None Resolution: Unresolved

Security Level: Default
Labels: None

tsds
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Completing a Tech Coach Request

After the technical coach has finished working the request, complete the request as follows:

1. Select the option one of the following ways:
e From the detail view of the incident, click Tech Coach Complete.
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Tech Coach Complete.

Tech Coach Complete

You are disengaging from this support ticket. Enter a comment (optional) and press Tech Coach Complete bution o retum to L2 In Progress, othenwise cancel

Comment |

@ Ny Viewabls by a3signed SUPPON USERS

Tech Coach Complete | Cancel

2. Type a comment providing any needed information.
3. Click Tech Coach Complete.

Changing the Tech Coach

If you are a technical coach and have an issue that needs to be assigned to someone else, you
can change the coach.

1. Select the option one of the following ways:
e From the detail view of the incident, click Change Tech Coach
e From the queues, hover the mouse on the right side of the incident until the gear
and arrow appear, click, and select Change Tech Coach.

Change Tech Coach

L2 Tech Coach TErmeTIEN &
Assignas
Start typing 1o ged a kst of possitie maiches
The usecname of the Level 2 Technical Cosch curmenlly sssagned lo fssie] wilh this ssos. Only 58 Tech Cosches shoild updals his
i

Comement

@@ - Viewable by assigned support users

Shorcul ligr Pressang peniod {.) can 8o be used 1o open this dialog box Changa Tech Coach Cancel
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2. For L2 Tech Coach Assignee, begin typing the name of the coach and select it, or you
can click the people icon and select the name from the list.

3. Type a comment if applicable.

4. Click Change Tech Coach.

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.

r SDS Suppaort ¢ TSDS-321
s . . g
Metrics not showing ;
& Edit Assign  Comment  More Actions - Resobe Issue  Start Progress | Workflow - é
—_— Level 4 Hold ;
etails 20
Retumn to kdvel 3 Fi
3 Problem Status Retum to Level 2 5ign
Severit % High Retum to Level 1 art
Component/s TSDS Resolution Unresohved o
T RS P
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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
Commissnl

3@ - Viewsble by assigned suppor users

Level 4 Hold ance

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.

Lv Viewable by All Users
* All Users
Project Roles

Level 1 - LEA Users

Groups
043301
”\-1T|_ EJ"‘.

pra-usars

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.
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For Level 1

1. Select the escalation option:

e [f 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.

2. Adialog box like the following appears, in which you affirm that you that you are giving
permission to ESC or TEA staff to look at student data if required.

Escalate to Level 2

Escalation ESC -

The Edecation Service Conter i escalbe B B8 12, $hould £ boCome NeCeaary

| am escalating this mcident o the next support level | undersiand that ESC and/or TEA, personnel may need lo
access sludend or stoff data to resobe thes incident

By escalating the incident, | am grang the TEA penrmissson 1o access this data. Thes access s for the exclusive
purpose of resobang thes incident and will cease when the incident is closed. The scope of the access will be limied to
only those data that ane necessary to resohe the incident

Comment

3@ b= Viewable by assigned support users

Escalate to Leval 2

3. Select the ESC 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.
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For the Other Levels
1. Select the escalation option:

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

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 #. The example is at Level 2,
escalating to Level 3.

m Cannot find Unique ID

Escalate to Level 3

1® b yigwable by assigned support users

Lieved 3

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 #.

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.

1. Select Return to Level # one of three ways:

e If you 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 [f 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
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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

Support Followup 7] None
Reasons
& More information Neaded - Sea Comment

Duphcate

~
¢ Completed
~

Cannot Reproduce

Tret fodSivwug FEAS0OnS [ME1 CAN D a1 wihen Gi-S3CARIng BN BSue

Escalatien ESC | ESC Region 11 w

The Edutabon Sernce Camed 6 escaale Fe aave 15, ahould § Become Aedaiiady.

Comment

@ L~ Viewsble by assigned support users

Retumn 1o Level 2

2. Click the reason you are returning the incident.

3. Select the ESC region 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. 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
Resolution™ | Resolad - @

Subsystem” TSDS PEIMS -
The subsysiem where Bhe issue occwred (Le, PEIMS, StudenlGPS. User Access, Unique 10)

Submitier Notification
Commani

IMPORTANT. This comment will be senl lo the submiller email when Bhe issue is resobved

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

Resolve | Cance
2. 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.

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.
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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 [f 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.

i b e e B s B e e e pe b e e e |
Lk anag cnet Explorer provi AEH|
F hitps state.brus o |

Attach Screenshot

Use this form to attach a screenshot to an issue. You can also explain what the file is for using a comment
Copy the screen shot to the system clipboard and then click the Paste button below

Paste

File name: |screenshot1

Update comment:

Comment Viewable By .MI Users -

Attach Cancel

Done: gimemat g~ L 100% -

]

7. Take a screen shot and copy it to the system clipboard.
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8. Click the Paste button.

9. Type a comment explaining what the screen capture shows.

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

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

Attachments

screenshot-1.|pg o
52 kB 22/0ct13 3:33 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.

Attach Files

Attachment E@_j—"‘_.‘_"%;':]

The macmum e uiosd size & 10.00 MB

Comment

@® - Viewsbls by assigned support users

Altach
_

2. Click the Browse button and find the attachment as you would usually do.
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 [f 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 {5
E Mot Specified

Remaining Om

Logged th 45m I

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

Tima Spant” | {eg. v 4d 17h) @
An essmate of how much Eme you have spent working

Date Started” 12May/14 1:55 PM g

Remaining Estimate & Adjust autematically
i esbnale will be redeced by B drnounl of work done, Bl nener
beeslow 0

I Leave estimale unset
Salfo (eg. 3w 4d 12h)

~ Reduce by (2g. 3w 4d 1.2h)

Work Description

O @ "y~ Viewable by assigned support users

i:l Find e timé-tracking add-ong

Loeg  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 | Wark Log = Histor Actraty Transitions Summary
n Allen Stewardtwo logged work - 23/0ct/13 3:19 PM L= % ]
Tim 2 minutes

| took a look at the spreadsheet of the data

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

Time Tracking

Estimated: Mot Specified
Remaiming Om
Logged Jh 15m

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:

Q 1S0S Support 1 TSDS- ‘ Retum to seaieh =
' Unable to retrieve student grades CALE SRR

& Edit Assign | Comment  More Actions ~ Resche Issue  Retumn to Level 2 Workflow - 3 Share ™ Views ~

Comment

@® %~ Viewable by All Users

Add | Cancel

2. Type your comment.
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.

w
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Activity

All | Comments | Work Log  History Actmity  Transitions Summary L]
FA Alten Stewardtwo added a comment - 16/0ct/13 2:37 PM
Putting on hold to research

F1 tlien Stewardtwo added a comment - 16/0ct/13 257 PM
finished researching the issue

F1 Aien Stewardtwo added a comment - 23/0ctf13 2:01 PM €2
This issue is for Alief Elementary

Comment

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
JIRA Issue Select a JIRA issue to ink this issue to
Web Link This issue | [H5TES !
Issue « | or search for an
issue

Bagin typing to find recantly viewed ssuss

Comment

@@ e Viewable by All Users

Link | Cance

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.
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Is cloned by: see Cloning an Incident.
Duplicates: is a duplicate of the other incident.

Is duplicated by: the other incident is a duplicate of this incident.

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.

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

Find JIRA issues

Search student | Search | Advanced Search

7 Unable to see student assessment

(LM
r

(8] 170 Unable to see student grades

21 S-322 Unable to retneve student grades

@ 156 Regular Ed Student is Flagged as Special Education in the Dashboards
& 321 Metics Not showing

(8] Can't submit file

ﬂ 316 cant view

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

+ Closed

& Level 3 Incoming

af Level 1 Followup

o Closed
) Level 4 Incoming
+ Closed

15 Level 3 Followup

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.

o

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.

tsds
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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.

Clone

@ Enterthe summary of the clone issue

Summary”

Create

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 If you are already in the detail view, click Workflow > Log Data Access.
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.
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oukwnN

Log Data Access

n order to resobve this ticket, the TSDS subsystems selected below were accessed This access was

ala necessary ta resobe this incident
¢ @5 to pretect the privacy and security of the data
ith the TEA TS5D5 Data Use Agreement

35 [ Operational Data Store

jan

I~ Dashboard Diata Mart

W PET Data Mant
™ Unigua D
I~ ETL Processes

Selact subsysiems acoessed in crder io reschve this incident

Log Data Access

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.

Requeuing Incidents

This section does not apply to Level 1 or 2 Support.

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 [f 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.
Level 2 Re-Queue
Asmgnes |[F]Escten Champion -
1@ "L~ Viewable by All Users
Lewviel 2 Re-Qugug
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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.

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 Cannnot 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.
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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 Issue

© Reopening an issue indicates that it has not been completed, and should be looked at again
Assgnee  [F1Tea Sme -
Comrment
@® M Viewable by All Users

Renpan Issue

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.
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 w
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Creating a Filter to Add to Your Dashboard

You can create a filter to add to your dashboard if, for example, you are assigned to a specific
application or wish to view incidents of a specific type or level. This procedure is taken in three
steps: create a filter, add it to your dashboard, and adjust the dashboard, if desired.

Creating the Filter

Follow these steps to create a filter. In this example, we’ll create a filter that shows only the
incidents for one application in TSDS.

1. From the Issues menu, select one of your filters.

tsdsma

TIMS Dashboards = Projects |-  JEETEES

Welcome to TIMS! . DEVELOPMENT /| Current Filter
My StudenIGPS (2 Bsues)

L2 Su t Queve Search for lssues

My Dashboard m Create Issue
_ | Recent lssues
Activ ] TSDS-1122 Students are
] T505-1107 TIMS Demo Ti
& TSD5-1120 Error when | |
4 5 TSDSKB-516 Grades Date
1] TSOS-1101 tast

T
' ! Fittors
My Gio::q'u Issues
Reported by Mo
i My SwdemGPS
'3 Manage Filters

Timesheat
4 Subscriptions

2. Click New filter.

Filters

| Mew |

Find filters
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3. Select the options that will filter the data the way you want. In this example, we don’t
want to see the Knowledge Base, so for Project we pick TSDS Support.
Project: All = lssue Type: All = Stal
Q

All Projects
{) TSDS Knowledge Base (TSD..

[ & T3DS Sﬁqrt (TSDS)

4. For Issue Type, check the boxes to select the types of issues. Even if you want to see all,
it is better to select each individually than to pick All Standard Issue Types.
Issue Type: Enhancement Requ... = ]

I Q

.t

All Standard Issue Types

Standard Issue Types

¥| [§] Enhancement Request

4| i KB Article

o

[#] Problem

o [:Lﬂ Cestion

4] & User Request

5. For Status, check the boxes to select the statuses you wish to view. For the example,
we’re picking all the level 2 statuses.
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6. Make the selections for Assignee. In this case we’re picking Current User and
Unassigned:
Assignee: Current User, Unassl... «

Q

¥ I} Cument User
Fill § Ulﬁas.igned
Suggested Users
1 ESCtest dwright
Suggested Groups
[l = & 057950

& MTESC

. jira-users

7. To select the application (or some other criteria), click More Criteria:

| + More (Iivgten'a |

8. Check the appropriate criteria. In this case, we’ll select Subsystem.

+ More Criteria
| Q
"} Resolution Date
[T Severity
[7] Submission Date
[ Submitter Email
71 Submitter Name
'] Submitter Phone
:_-&?Suhs]rsmm
] Summary

m

["1 Updated Date

excluding 24 hidden
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9. A Subsystem menu appears. Select the subsystem. In this case we’ll pick StudentGPS:

Subsystem: All = | X

| ECOS
eDM
Portal
E‘: StudentGPS
1] StudentGes )
=] TIMS
_| TSDS PEIMS

| Unique ID

The subsysiem where the issue occurred (Le.,
PEMS, StudeniGPS, User Access, Unigue D)

10. Once you've selected all the criteria for your filter, click Save as.

Search

11. Type a name for the filter:

Save Filter

Filter Name™ My StudentGPS
Enler a name for this Filler

Submit | Cancel

12. Click Submit.
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Adding the Filter 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.

Copy Dashboard
L

Find Dashboards

Create Dashboard

2. Type a name for the new dashboard.

Create New Dashboard

i Sharing with everyone will make this visible 1o users who ane not logged in

MName™ |

Description

Start From | L2 Suppont Queus |-
Choose a dashboand whose gadgets will be copesd 1o B new dashboard
Alernadreely, choose ‘Blank deshbodrd o cresle & dashboard wilh no gadigels

Favadite

Shares § Mot shared

Add Shares  Everyone =[5 Add
Shaie with avarsahe

Add Cancal

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

4. 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.

+ Add Gadget
2
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The dialog box that appears contains the gadgets available for TIMS. Scroll down and
click Add it Now for Filter Results.

Gadget Directory

Charts (8]
HRA, (25)
Other (4)
Wallboard (1}

| 55t mnainn
O Trpp—— 1
e "
Cwm M tirnas Pl
Add it Now
l_/ =
e
Add it Now

iy Dovw TODD wos
s

Ty 1 S "

| Add it Now

saved ffler
Favorite Filters
Pifips Ned-sav-wiwrdS lea Wake

By Allazsin
Lists favonbe filters for the:
currend user

FishEye Charts
Bt - v wewedS fea state

By Allassisn
Chanl LOC dala om a FishEye
repository

Heat Map
hitips Mea-sav-wewnds les siale

By Allassisn

Dezplays the malching isswes for
@ pircgect of filfler &3 & head map

Search

Filter Results
Pfip e a-aa-wrwn0S bea slats

By Algssian
Shirws Bt issustresulls for a
sarved files,

FishEye Recent

Changesets
hittpa: iea-sav-wewn S bea slale

By ABaasian
Show recen] changessts fom a
FishEya reposiory path

Introduction
hitps ilea.sav - wevwn(S bea slale

By Alassian

i indreduction bo Bs installation
of JIRA

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

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

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

find it.

Filter Results S EE

Saved Filter:
No Filter selected
my student

My jludentGPS

Numb My StudentGES |
10

Humber of nesulls to display (maximum of 50)

Fields to display
Issue Type

=

Key
Severity

ok

Summary
Drag-drop to reonder the fields

Select a field... [=] | Add |
Add Helds lo the st above by salecting them and

chicking 'Aod"
Refresh Interval: .
How oflen yeu would like this gadgel bo update

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

12. Change the Refresh Interval, if desired.

and click Add.

tsds
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13. Click Save to save the filter to the dashboard.

Filler Results: My StudentGP S Fikter Results: L2 Support Queue
@) TsDS-1122 @ Students are [# TsosTIO @ AT Test &) Level 2 incoming  15/Deci3
dizplayed iy .
ckass thad ane not !'] T30E-932 & grege o Level 2 Incoming  06/Feb/14
v class
e @ Tsos-w02 § cwelewe i Level 2 Followup  28/Febi14
@ TSDS-1107 §  TIMS Demo Ticket
'.'_II. TSOS-1122 @ Students ane displayed in my class @ Level 2 Incoming  14May/14
1-20f2 thal ane not in my class
4 m L} 14 ﬂf4
Activity Str
Activity Stream BETO '
[ Ts0se2 @ Testing Submitier Org for 4 L2 Tech Coach incoming  05Feby14
ESC
I I e e C W PR PR,

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.

Filter Results: My StudentGPS

=] TSDS-1122 g  Students are
dizplayed in my
class that are nol
in my class

ﬂ T5D5-107  § TIMS Demo Tickel

1-20f2

P T b

2. Click the icon and drag the gadget to its new position.
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Filter Results

TS0S-77

Filter Resulls: My StudentGPS

& TSDS-1122 §  Students are T8DS-0:
dizplayed in my
clazs that are not TSDS-10
it i TSDS-11

@] TSDS-1107 §  TIMS Demo Ticked

1-202 bof4

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

Activity Stream i

Activity Stream BEFHD

Filter Results: My StudentGPS

TEA LevelThre
Assignes to TE ! v .
FSDS-1024-1e ] TSDS1122 & Students are

desplayed m my

E] Wednssday class hai are not

in my class
it BT T50S-1107 TIMS Dy Ticket
F) -11 ] 1
Resolution to R &= + el
1034 - e _
1-20f2 - . preeee o
Lﬂ Vindnesday |, = - L

LIAT Test a Level 2incoming  15/Dec3

[k

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 Resulis: My StudentGPS

Sk =i
Activity Stream BEES @y TSDS-1122 §  Students are displayed in my class that ae nol in my class
& TSDS07 4 TIMS Demo Ticket
TEA LevelThiee changsd the
Assighes 1o TEA LevelThies’ on 22
TH05S-1004 - test
TEA LevelThree changed Me = : - -
n Rsokilon o Sasokvad on TS0 E| TSDS-TT0 @ UAT Test of Level 2 Incoming  15/Dec13
44004 - tast [@ Tsp2am B grege < Lovel 2 Incoming  DA/Feb/14
[ wednesday sto:10 20 [ TSDS1002 g cwalewe 1} Lavel 2 Folowup  28/Febi14
TEA LevelThree resoived TS0S- & TSDsR B Students are displayed in my ciass 4 Level 2 Incoming  14/ay/14
310G - test that are ol in my class

m Wednesday al 9 15 AM 1-4odd
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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.

| tsdsizna

BEELLETL L S Projects

Welcome to TIME Current Project
B 7505 Suppon (TSDS)

A

LEA L1 Dashbe_Recent Projects
* TSD&EneMedge Base (T...

Test

View All Projects ‘

R T e e

n TSDS Portal APl Service Account cre
T e A N ‘1_'7.!':' _:."Fr‘fr ettt

TSDS Knowledge Base

Key: TSDSKB  Lead nd‘vﬁh‘ll’l'\ Wamer

Summary Summary
Issues .o
Activity Stream
Companents Issues: 30 Day Summary Be-
Labals
Tea Sme opened TSDSKB-5 - Dashboard page error
B 8 mnutes ag
Tea Sme reopenidd TSDSKE-E - Dashbodrd page emor
W e
Tea Smé closed TSDEKB-5 - Dashboand page emor
,‘j "

lzsues: 17 created and 0 resobed

Cynthia CammackTIM SLevthree changed the status to Posted

4 a3 333

Reports on TSDSKB-20 - TEST 1002112013
|

B User Workload Repon
This report shows the details of a users cument workdoad, showing Cynthia CammackTIN SLevihree starled progress on TSOSKE-
the number of unresobed iss 20 TEST 102472013

B Version Workload Repont -‘_j esterday ai 1
This report shows the details of the curent worldoad for the
specified version - shawing the number Cynthia CammackTIMSLevihree opened TSDSKS-20 - TEST

@ Time Tracking Report 1072152013

. This report iho\‘h‘i the time tracking details for a specific progect sterday &1 1.2 PU
s b A e P SRR I e e P ST
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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.

Viewing the Incident Information in the Knowledge Base

Alls level of support can view the incidents in the Knowledge base. The most useful view is as
follows:

1. Click Issues.

Welcome to TIMS! Quick Links: TSDS Website

TSDS Knowledge Base

v TSDEKB  Lead: Y Ac

oy o, e B st e, .

Summary Summary
Issu».{,?
Components Issues: 30 Day Summary
Labels
4
R e T B S AL Ty VﬁJ
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A page of graphical displays appears, with a list of filters:

TSDS Knowledge Base

Key: TSDSKB  Lead: FY Adam Wamer

Summary Issues
Issues ’
Filters
Eomponarits All issues Added recently Assigned to me Unscheduled
Labels Unresohved Resolved recently Reported by me QOutstanding
Updated recently
Unresoclved: By Priority @ Status Summary ®
Irrelevant 21 NN 100°% 4 open 1 0 5%
Aciosed 1 1 5%
Unresolved: By Assignee @ ol Posted 19 NI 90%
Adam Wamer 2 Hl 10%
i 3 B 1% Unresolved: By Component ®
d
CammackTIMSLevthree & E-Scholar 1
Glenn Shelton 1l 5%
Tea Sme 1 B 5% & PEIMS .
Unassigned 14 I 7o & Security Policy 1
& StudentGPS Dashboards 17
& TSDS 1
Unresolved: By Issue Type -

KB Articie 21 I 100%

2. To see all open Knowledge Base incidents, click Open under Status Summary.
Otherwise, select another filter that is more appropriate to your needs, for example,
your name.

Status Summary ®

S open 1 0 5%
o Cheded 1 1 5%
o Posted 19 NN 50°%:

Unresolved: By Component ®
& E-Scholar 1
& PEMS 1
K Security Paolicy 1
ik StudentGPS Dashboards 17
& TSDS 1

Unresoclved: By Issue Type ®

WIKB Article 21 I 100%
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A view of all the incidents for that filter appears:

Filters Search |Smas B Share @Views- £~
New filter
Project: TSOS Knowled . ~ |szue Type: All = Status: Open = Assignas. All =
Find fiters
#* Mare Criteria
My Open lssues
Reported by Me 1-1 of 1

Recently Viewed

All Issues -
SOSKB4  Test Message F3599 - fo KB Unassigred  Glenn ) Open Unmsolved 16/SepH3  16/Sep/3 e g

Favorite Filters Articla UAT testing Shelon

You dan't have any
favonte filfers 1=1 i1

From this view, you can open the incident by clicking on the link in the Summary
column.

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 views, as instructed in Viewing the Incidents in the Knowledge Base.

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 steps? | Detailed explanation of article subject matter. End to end
procedural steps are outlined as appropriate.

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

3. Click Workflow > Post KB Article.

tSdS Texas Education Agency Page 80




	Contents
	Introduction
	Audience
	Features
	User Levels and Roles
	FERPA and Use of Data in TIMS
	Simplified Workflow for TIMS

	Using the Basic Features of TIMS
	Getting Access to TIMS
	Accessing TIMS
	Searching the Knowledge Base
	Submitting an Incident Report
	Viewing Your Personal Incident Reports
	Subscribing to Incident Updates
	Check email Type
	Setting Up a Filter
	Subscribe


	Managing Incidents in Support Views
	Accessing TIMS
	Performing an Initial Setup
	Reviewing the Dashboard
	Adjusting the Dashboard
	Understanding the Support Queue and Assigned to Me
	Understanding the Support Issues Tables
	Viewing the Detail of an Incident
	Top-Row Buttons
	Details
	Activity
	People
	Dates
	Time Tracking

	Printing the Detail of an Incident
	Returning to the Dashboards from the Detail View
	Submitting an Incident
	Assigning an Incident to Yourself
	From the Detail View
	From the Support Queue

	Assigning an Incident to Someone Else
	Viewing All Your Open Incidents
	Sorting
	Using Filters

	Receiving email Notifications
	Sending email Messages
	Starting Work
	Editing an Incident
	Referring a Problem to a Technical Coach
	Cancelling the Level 2 Tech Coach Request
	Working a Tech Coach Request
	Completing a Tech Coach Request
	Changing the Tech Coach

	Putting an Incident on Hold
	Escalating an Incident to the Next Level
	For Level 1
	For the Other Levels

	Returning an Incident
	Resolving an Incident
	Adding Attachments or Screen Captures
	Attaching Screen Captures
	Attaching a File
	Removing a Screen Capture or Attachment

	Logging and Estimating Work
	Commenting on an Incident
	Linking Incidents
	Cloning an Incident
	Logging Data Access
	Requeuing Incidents
	Closing an Incident
	Closing an Issue Assigned to You for Review
	Reopening an Incident

	Creating a Filter to Add to Your Dashboard
	Creating the Filter
	Adding the Filter to Your Dashboard
	Adjust the Dashboard

	Working with the Knowledge Base
	Switching Projects to the Knowledge Base
	Viewing the Incident Information in the Knowledge Base
	Posting a Knowledge Base Article


