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Information Technology Support Center
Technology Support Services

University of Houston

Management Basics

Remedy Administrator: Anita Bhakta
713-743-1414
bhakta@uh.edu

Backup Administrator: Kim Moody
713-743-1563
kamoody@uh.edu

Administrator Assistants: Shawn King
713-743-1598
sking@uh.edu

For assistance in using the Remedy User Tool, please contact the
Information Technology Support Center at 713-743-1411 or
mailto:support@uh.edu
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REMEDY: MANAGEMENT BASICS

OBJECTIVE: TO ORIENT MANAGEMENT USERS WITH THE REMEDY AS IT
PERTAINS TO HELPDESK ACTIVITIES.

SECTION I. LOGGING IN

SECTION I REMEDY MANAGEMENT CONSOLE
SECTION I CHANGE REMEDY PASSWORD
SECTION IV MANAGE ACCOUNTS

SECTION V SETTING USER PREFERENCES
SECTION VI NEW REQUEST

SECTION VII SEARCH FOR A REQUEST

SECTION VI VERIFY ALIAS

SECTION IX REMEDY USER TooL MAINTENANCE

CONTACT INFORMATION: REMEDYADMIN@SUPPORT.UH.EDU
TRAINING DOCUMENT CAN BE FOUND AT: HTTP://REMEDY.UH.EDU

CLICK ON MANUALS, THEN CLICK ON REMEDY: MANAGEMENT BASICS
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REMEDY: MANAGEMENT BASICS

The Remedy User Tool can be downloaded from http://remedy.uh.edu. We also have a
web version of the tool and you can access the link from this same site by clicking
“Connect to Web-based Remedy”.

If you are on an NT or XP machine, the user should be part of the Power User group as a
minimum. Otherwise, Remedy will not allow access to certain screens.

SECTION I: LOGGING IN

Once installed, you may login with your User Name and Password. Leave the Preference
Server to (none) and Authentication field as blank. The Authentication field is used in
conjunction with NT Domain logins, however, our server is a UNIX server and these
capabilities do not exist in the UNIX environment. Therefore, always leave the
Authentication field blank when logging into Remedy. We will discuss the Preference
Server settings in Section V.

Login - Remedy lhier E| E'
BRemedy
Uzer Marme: |a|:uhakta ﬂ
Pazaword: | xxxxxxxxxxxxxxxx 71
Preference Server: |remed_l,l.uh.edu ﬂ

Authentication: |

Accounts... k. | Cancel |

If you are on an NT or XP machine, the user should be part of the Power User group as a
minimum. Otherwise, Remedy will not allow access to certain screens.
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Our server name is “remedy.uh.edu” and this should be stated in the ‘Accounts’ screen
and there should be a check mark next to the server name.

Account - Inichol2

o remedy. uh. edu: preference server active

Server TCP RPC
v [remedy.uh edy |

Add | | ‘

v tdvanced Server Properties

dzers... (1] 4 | Cancel |

If you have trouble logging in, please contact the Remedy Support team at
remedyadmin@support.uh.edu.
Once logged in, your ‘“Management Home Page” will automatically appear.
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SECTION IlI: MANAGEMENT HOME PAGE

The “Management Home Page’ is used as a central console to access other screens in
Remedy.

On this console are a number of links that will open different screens, and these links will
be covered in this manual.

The two pull down menus, “View by:” and ‘List for:,” allows you to access listings of
different queries. These queries give Management quick access to the types of cases that
are outstanding based on ‘Priority” or group.

lﬂl( Management Home Page

Quick Links IT Management Console
Change Femedy Pawd B R
" A anage Heques List For:
Manage Accounts -
anage Accounts Wiz B I j I j
Hew Hequest Assigned To [Request 1D [Custorner Ma|Summary  |Escalated? [Status [ Fricity Azsigned Ta
Search for Bequest
ey Alias
Other
Beports
igw | Refresh |
Bulletin Board
Create-date Priorit Short-Description
! P {Hi : Ergineening prinh dovin
10/23/2002 5:55:49 P iHigh Woicemail is not accessible in Dallas offic

Wiew Create Delete Refresh
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This is an example of “Urgent” cases from the “View by:’ field.

( Management Home Page

Quick Links IT Management Console
Change Remedy Pewd b R 1
y . anage Requests List Far
Mahage Accounts 3
anage fosalts Wiew By IUrgent Requests j I j

MNew Hequest
Search for Bequest

A
TarnJones

FITSC - Techn HDOOOODOO324771 work In Prog Urgent

Informatmn

Wity Alias ITSC - Techri HD 00O0000530746 Email iYes Swfork, In Prog; Urgent TomJones

ITSC - Techri HDOOODOODE4S [ Voice Metwor Yes iwiork In Progi Urgent ivliones
Dther ITSC - SocialiHDOOOOOOOES3073 heara ‘Wil i Desktop SupiMa iwark In Progi Urgent fjdmathiz
BEeports

Wiew | Hefreshl

Bulletin Board
|Create-date | Priciit Short-Descrition

100 Pl | b all
10/23/2002 5:55:49 P iHigh ‘v"olc:emall iz hot accessﬂ:le in Dallas offic

Wiew I Create | Delete I Hefreshl

This is an example of open cases for the “ITSC — Help Desk” group.

( Management Home Page

Quick Links IT Management Console
Change Remedy Pswd  Manage Requests
¥ N 9 q List Far:
Mahage Accounts -
anage Actounts Wiew By IUrgent Requests j Open Help Desk Cases j
MNew Request -
Search for Hequest & ) 0000000620449 H ar F'ern:liru:l
ITSC - Help HDDDDDDDDI345308 i Network Con Yes Agzigned Lo tkchance
Yerify dlias ITSC - Help {HDOODOODOE480ES i Tamara E He Information (Yes Pending Lows prodrigu
ITSC - Help :HDOOOOODOE49463  iRebeccad (Accounts  iYes Pending Law jalewiz
Oth ITSC - Help :HDOOOOODOE49731  iPaul Ellis Ernail Mo Fending Lo ararm =
ther ITSC - Help :HDOODOODOE49305  iZeeshan Guiinformation Mo “work In Prog Low toogunde
ITSC - Help :HDOOOOODOES2215  :Shiin Manje i Accounts® iMa Work |n Prog Low ofaroog
Beports ITSC - Help iHDOOOOODOEEE431  idoge L Rodri iEmail-Excha iMa Azzighed Lo slleger
ITSC - Help {HDOODOODOEE235S i Christopher  :Email Mo “wiork n Prog Low jtrichar
ITSC - Help :HDOOOOODDEGS544  :Piraye Bahmi Email Yes Pending Lo jtrichar
ITSC - Help :HDOOOOODOEZOOSY  :Alen GrundgAccounts W iMa Pending Laow jelewiz
ITSC - Heln (HOOOANNANRZORI  iBobert Bate ibccount Ye Pending | o linhnsf hd

i10 P4 : sl
10/23/2002 5:55:49 P iHigh \-"olc:emall iz not acceszible in D allaz offic

Yiew Create Delete Refresh
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Management can also view cases of a specific individual by selecting “Requests
Assigned To” from the “View by:’ field. To select the Remedy User, click the pull down

menu in the ‘Assignee Name’ field.

lﬂl( Management Home Page

Quick Links IT Management Console
Change Remedy Pswd

Manage Requests

g . -
istes feseulls Wiew By IHequests Azzigned To ﬂ

Mew Request Lest D

. Enter Assignee Name (ren

Search for Begquest
ITSC - Help : HDOOOODOOG: ﬂRemedy-

List For:

IDpen Help Desk Caszes j

Werify Aliaz ITSC - Help {HDOOOOOOOE. pradrigu
ITSC - Help {HDOOODOOOE s N Il jslewis
Other weE e Hooeonog| o Pl onde T
-Help . n Prog Low toogunde
ITSC - Help QK. | Close | In Prog Low ofaroog
Beports ITSC - Help Law zlleger
ITSC - Help {HDODOOO00GEESET | CRMSTORrer [Eman K[ O In Prog Low jtrichar
ITSC - Help :HDOOOOOOOGE9544 i Piraye Bahm:iEmail Yes Pending Lo ftrichar
IT5C - Help (HDOOOODOOOEYOOS7  iAllen Grundy Accountsw iNa Pending Law jelewiz
ITSC - Heln (HOOANOAONRANRST  iRahert Bate (Account Yo Pending L linhnsd

tkchance

View | Hefreshl

Bulletin Board

£10/23/2002 5:54.32 PM _
10/23/2002 5:55.43 PM High

\oicemail iz not acceszible

in Dallaz offic

Yiew | Create | Delete I Hefreshl

Please note that some user names in the *Assignee Name’ listings are used for automated

processes.

Revised: 8/15/2005



Remedy: Management Basics Page 9 of 27

SECTION Ill: CHANGE REMEDY PASSWORD

lﬂ( Management Home Page

Quick Links IT Management Console

Change Remedy Pswd  Manage Regquests
Manage Accounts

List Far:
iew Byt I ﬂ I j

Azzigned To [Request 1D [Customer Ma [S ummary [Ezcalated? [Status [ Pricwity [Aizsigned Ta

MNew Request

Search for Bequest

Werify Alias

Other

Reparts %

ign | Hefleshl

Bulletin Board
|Create-date

107 2 PM ; {E hgineering printer 3 Wh
10/23/2002 5:55:49 P iHigh #voicemail iz not accessible in D allas offic

View | Create | Delete I Hefreshl

To change your Remedy account’s password, click the *‘Change Remedy Pswd’ link from
the ‘IT Management Console.” You should see the following screen.

Change Paszward

Click the “Change Password’ button and read all instructions.

Revised: 8/15/2005
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E UH:CHG_Remedy_Password (action. uh.edu) |z|
1 '...«*.J,-p;:' ¢ ]

You must delete what is in the password field and then type your new password and
make sure to hit enter. Password is case sensitive.

B UH:CHG_Remedy_Password (action.uh.edu) |X|
T F e

Change Passward

After you hit enter, YOU MUST delete the password again and RE-ENTER the same
password THEN click the *Apply the Change’ button.

Revised: 8/15/2005
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AR System User, - Note

Pleasze login again uging vaur new pazsword. [ARMOTE 18000]

1)
Your PASSWIORD has been updated!

If both passwords entered matches, you will receive the above message. The password
change takes effect immediately and therefore it is imperative to re-login right away to
continue your work. If you do not re-login after changing your password, you will
receive errors and not be able to access Remedy screens.

Revised: 8/15/2005
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SECTION IV: MANAGE ACCOUNTS

From the “Management Home Page’, click ‘Manage Accounts’ to get to the *Account
Management Console’ screen. There are two major functions for the ‘Account

Management Console’ (AMC):

» Add Resources
» Reset Passwords for Resources

Other functions are available for privileged Remedy Users, which will not be covered in

this manual.

Add Resources:

You must first query the customer via ‘UserID,” ‘1SO’ number, ‘UHID,’ or ‘Last Name.’
Once the “UserID’ has been queried, all relevant information will be filled in. Click the
‘Add’ radial button(s) for the resource(s) the customer is requesting and then click ‘Save’
button in the lower right hand corner. In this example, the Mail, www.uh.edu, and
Ecc_Unix resources are being added. If the account is disabled, it will read ‘Acct
Disabled’ in red. If there is no Bayou account, it will read ‘Not Available’ in red. If
there is no Vista or WebCT account, it will read ‘Not Eligible’ in red.

"' Remedy User - [Account Management Console {New)]

@ File Edit Wiew Tools Actions ‘Window Help

A|E| 2@ 27| Sl@| B vl

Account Management Console (New)
USERID+ 150+ Last Mame+ First Name Middls Mamne
[ abhakta [0 |Bhakta [rita Faculy [N
UHID+ EmpllD Campus CougarMet Quota Cougart et Home Path Staff ,T
|HA | - | | Student ’r
UH Alias Destination for UH Alias t il [mail. ub. edu] Current Status
|abhakla@uh.edu ‘abhakla@cenlral uh.edu Active Frimary UserlD [N

Student Enrallment Status

‘ Recent Semester:

NT Domain Senicas Specialized Senices

Bayou Not Available

CougarNet © add

ECC Unix  © add

YIEW Cougariet Afffiations |
RESET Cougaet Profie |

UHHR-Training  © Reset

UHYPHN " Reset
Edlai Services Vista
Central © Add | YHet " Reset
Mail ' hdd | WebCT Not Eligible

Request a Central Account | www_ uh edu  Add

Customer Wants Password

=

Check. GUH| Clear Fields| SAVE |

Print Account Info

Ready

Kimn remedy uh.edu
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Reset Password for Resource(s):

To reset the password,

1. Query the customer information on the Account Management Console screen.
2. Click the *Reset’ radial button for the appropriate account.
3. Click on the “‘Customer Wants Password’ field.
4. Select the method of how the customer would like to receive their new password.
e Printed — will allow a printout with the customer’s account information
and partial password. Important: once the page is printed, return to the
AMC screen and click the “‘Save’ button to send the request.
e Told Via Telephone — provide the partial password on the AMC screen.
e Emailed To Alias — an email will be sent to the customer’s alias.
NOTE 1: Partial passwords provided for “Printed” and “Told Via Telephone”.
The customer will need to add their two digit year of birth to the end of what is
provided for the complete password. Complete password will be emailed to alias.
NOTE 2: A selection MUST be made. If not, an error message will appear when
attempting to click the ‘Save’ button.
5. Click “Save’ in the lower right hand corner. In the example below, the UHVPN
and VNet resource passwords are being reset.

LL Hemedy Lher  [Account Management Conole (Mew)]

o) File Edn Ve Took Adions \Window Help

A0 e sl @Al ) we
USERIDs 150+ Last Name: . Fist Home Ml N .
[haba 600 T [enae ™ , " Facuby [N
UHD. EmgiD Camgun C Quits  Cougarier Home Path
N r 2
At DedesbontoUHAM  Malissivhedd oot e 5"‘""":_
bbb 5B e b 12 ankal ub o f" Active Prmany Used [N
Saudant E npollisent Sabun
Recent Semestar
Customer Wants Fassword
Bayou Not Avallsble | Printed
CougarNet = s I Told Via Telephone
. ECC Unix Add Emailed to &lias
VIEW Couparbiel Alkators __ | ‘ (clear)
RESET Coupariet Froble | UHHR-Training Rl
UHVPN » Rt
EMdan Senices Vista
Central e VNet  Reswst
Mail  Add WebCT Not £ ligible
Requeit & Contial Account | www uh o du Aot Check M.' Clow Fuks | save._|
Prt Aot bndo |
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If the customer has Sponsored Account(s), then all *‘Add’ radial buttons will be hidden
and the ‘Reset’ buttons will only show for the resources the customer has access to.
Therefore, you will be able to reset the password for the systems or resources that this
customer already has access to. The *Add’ radial buttons are hidden because all
Sponsored Account customers must receive permission from their sponsor before having
any other resources added. This may involve the customer having to fill out additional
Sponsored Account forms, depending on the resource requested. Please check with the
Sponsored Account team for further questions.

Examples of how the customer would like to receive their new password:

Printed:
Click on the printer button in the toolbar at the top of the screen.

emedy User - [UH: AccountPrintOut (Mew)]
@ File Edit Wiew Tools Ackions Window Help

Al 2® 2|7 Sal B 2

L Remedy User - [UH:AccountPrintOut (New]] |Z||E‘E|
@ File Edit View Tools Actions Window Help -8 %

ald| Bl 17| slr| ] vl

UH:AccountPrintOut (New)

@ New UH:AccountPrintOut | ‘/' |
— s
IT SUPPORT CENTER ONLINE PASSWORD RESET UH Account Infarmation b
E-bail Alias E-bdall fccount User Name Password
‘ kamoodyEuh, edu |kamoudy@central.uh.edu kamoody
Last Mame First Name Middle Mame Tlhis paxx\_-[umd
A plus your Two-
[Moady [Kimbety |4 Digit Year of
Birth i
Bayou Eco_Unik_ Mai WebCT CE WebCT Vista LIHVPN  Whet v, el s e
|Acllve |InActive |Aclive |InActive ‘ Indictive |Actwe |Actwa Active
Cougarblet [Domain]  Home Path if Cougartdet Active Cougart et Quata
|Aclive |\\EougarN et.uh.edusroatiHome1 Bilkamoody |2UU
Systems that are labeled "Active™ are your cunent accounts. All accounts will take 30 minutes to one hour
to process from the timestamp of this print out.
Ernail Instuction: WwebCT Instructions Clear Instructions
E-Mail dccount
To access vour email [you need ta have an intermet provider]:
1. Tvpewl: hitp://mail.uh.edu in the addiess field, kit return keg
2. Click Log On
3. A pop up window will ask for pour:
a. UserMame: kamoody
b. Password: [bithdate in the format of MMD DY)
4. Click DK,
To change your password:
1. Logon to your account (a3 steps 1-4 above] 2
2__Tlick the Proverh o ¥
1 entries returned - 1 entries matched Kim remedy.uh.edu

Remember: Once the page is printed, return to the AMC screen and click the
‘Save’ button. Only then will the request to reset be completed.
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Told Via Telephone:

Partial password is located at the bottom right of the AMC (above the *Save’ button).

S [ i " Fuiy ™
it ot L gl Shame g = o I
It - .y R R e e &
T R R I iy S e :
[ — [ Sp——— [T A Hoes. T ety
L R
g ooy ——— s s s Qomelon e
Baayons "t '
Consgaetiet o |
LOC Unin e
R L R L
T g T UMMR Tramang e
UMV -
R — Vinta New Password
[ — l Vet - A
| Plug Customer's Two-Digit Year
Wi """I WebCT PR Birth (Y'Y from MMDD19YY]
R T R e ] w0 Ty [— i a-lt‘_ e Tl | el
Thaih dpiepis b '
Emailed To Alias:

The password does not appear on the AMC screen. An email is sent directly to the
customer.

Frorm: i IT Support Center [itsupp@remedy. itsc.ub.edu] Sent:  Mon 8152005 10:01 AM
Ta:

o
Subject:  Password Reset Request

¥Tou have recquested a Password Reset on 08/15/05 10:00:20. If this is an error, ;I
please contact IT Support Center at 713-743-1411 or write to supportfuh.edu.
Please note your partial password helow:

Partial Password: NN

To this partial password, please add your two-digit year of birth at the end
(¥Y¥ from MMDDI19YY) to complete wour New Password. For example, 1if wou were
born in 1955, wou would add 55 to the end of this partial password.

Revised: 8/15/2005
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SECTION V: SETTING USER PREFERENCES

The purpose of setting your user preferences is so that your preferences can travel with
you as you go from computer to computer. Thus, if you have favorites setup on your
work computer, then you can access the same favorites should you login to another
machine, such as your home machine. To set your user preferences, go to ‘File’ and

select “‘Open,” then “‘Object Lists.’

Al | Find I Favarites I Fiecent I

+ Mame | Type | Server | P I -
E AR Spgtem User Prefere... Form remedy.uh....
E Agzet Components Faorm remedy.uh....
E Asset Records FD% rermedy. ub.....
np.ﬁ.ST:.ﬁ.sset_SL.ﬁ. Jaoin Farm remedy.uh....
:;F.ﬁ.ST:.ﬁ.sset_SL.ﬂ._Dut Jaoin Farm remedy.uh....
E AST:AszetPeople Farm remedy.uh....
Iy Charnge Remedy Pazsw...  Entry Paoint rermedy.uh....
E Change Taszks Farm remedy.uh.... —
fi: Check|PAddress Guide remedy.uh....
e CHG:Change _SLA Join Form remedy.uh....
e CHG:Change_SLA_Out Join Form remedy.uh....
ﬁb CHG:TSE-Update'0OF... Guide remedy.uh....
E Configure Perzonal Pref...  Form remedy.uh....
E Desktop Integrator Farm remedy.uh....
@ Haome Page Application remedy.uh.... ;I
Open &R System zer Preference.

= | | Search I [ pen Cancel

Select the ‘AR System User Preference’ form and click the ‘New’ button.
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€, Modify AR System User Preference 000000000000236

Login Name Ibhakta Liasie Daie |5./25./2005 3:40:45 P _I Fegaest 47 IDDDDDDDDDDUDZEB
Short Description IPraference entry for bhakta _I At Dt IE"'lZ?"'l2005 54810 M _I Assighed To I
£ 3o Mty e Ibhakta

Status # MNew © Assigned C Fiked © Rejected © Closed

|D|splay| Colar | Eonhrmatlon' Heport' Logglngl Localel File |Advanced| Hame Pagel Alert | Hecent' Edit |W|nd0w| Misc | Wweh |

— &pplication — Faim
— OnStatup — — — On MNew — Diary Field
Maximize AR System User C No ® Yes ISet Fields to Default Values j Show Most Recent First IYes 'I
— OnSearch —FedMeryi———————————
 OnEsit [ Clear Al Fields =l Display&s [Fopup menus ]
SavewWindow Workspace @ Mo © Yes Show Result List Only & No © Yes Expand at Startup  © Mo © Yes
Limit Mumber of ltems Retuned & No © Yes ITDDD ::’
— G  Pamelayout —
Server Login List _I — On0Open Top -
Advanced Server Dption @ Ho C Yes Show &dvanced Search Bar # Mo © Yes
M awimize Wwindow C Mo @ Yes Flat Look On Forms & Mo © Yes
Search Path C:\Program _I
Mum ltem in Recently L zed List |5 3:

You can go through each tab and fill out the preference of your choice and click the
‘Save’ button. You only need to setup your preferences one time. Most are self-
explanatory. If you require assistance, please contact remedyadmin@support.uh.edu.

Once you have set your preferences, the next time you login, you can specify
remedy.uh.edu as the preference server.

Login - Remedy lﬁier E| [z|

ERemedy

User Mame: |a|:uhakta j

Pazzword:

xxxxxxxxxxxxxxxx)1

Preference Server: |remeu:|_l,l.uh.edu ﬂ

Authentication: |

Accounts... k. | Cancel |
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SECTION VI: NEW REQUEST

From the ‘IT Management Console’, click the ‘New Request’ to open the ‘New Help
Desk Case’ screen.

% MNew Help Desk Case

$ amMc
HD
Phone = Low  * Problem +
Caze D+ Summary Statuz Cateqo Caze D+ Summary Statuz Cateqgor
Sk fo Sahanh Sk fo St
[ —T— > [ TT— >

- - Cloze
Details... Dietails...

Enter the ‘Last Name’ or any field with a + of customer information and hit return.
Select the individual from the listing, if applicable.
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Ei Help Desk Case {MNew) =]
@ New Help Desk Case | )/" |
155 Help Desk Selection List =

Bhakta Amit Iz~
Last Mame+ IBhakta Bhakta Anantkumar I
Bhakta hAnish Dk EEEEEE—
150+ | hd
UHID+ I Bhakta hAnjana I. d
Bhakta Ankit
Uigency — [Low = |Bhaxta inkita Vi ~|
Frimary UszerlD Customer ! |Bhakta Ankur Re CM Quata
$ AMCl Bhakta ishish Bk
Bhakta Atit G.
Status Summal}'l EBhakta Axay Lr _I
Bhakta Bhauin B
General IACtivity' Requester Information | Solutior Bhakta Divyesh B
Bhakta Jatin Jz
_ Bhakta Jigna J -
Description 7 I I 5 HD
riorik
oK I Cancel I ¥ Case Type
low ¥ Problem
RightMow Ticket Link
—Requester's Closed Ca, Requester's Dpen Cases
Caze D+ [Summary [Status Caze|D+ [Summary [Status [Cateqor
ik fir Rafeash Lk i Skt
WebCT
| | 3 | | 3 ik
4] | 2w

You must start by selecting the ‘Summary’ first and then fill out the rest of the form.
Also, verify and update information within the Requester Information tab. Update the
customer’s Profile when needed. Since office visits are sometimes needed, it is a good
idea to update the building and room number of the customer also.
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E Help Desk Case {(Mew)

% New Help Desk Case

ER-

i 3

:
L
I

[CaselD+  [Summary  [Stas | | [CaselDr  [Summaw  [Stshis  [Cateqor

sk o Bt ik don ity
K 0

| ¥ :
- —

Once pertinent information is taken on the case, click the *Save’ button in the upper right
hand corner.
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SECTION VII: SEARCH FOR A REQUEST

From the ‘IT Management Console’, click the ‘Search for Request’. Most common way
to perform a search is via the “‘Case ID’. You do not need to enter the leading zeros or
the “HD’ for the “Case ID’. You may just enter the digits or the complete ‘Case ID’ and
then hit the enter key to query the case. ‘Case ID’ is the only field you can search with
the enter key, all other fields you have to click the “‘Search’ button on the upper right
hand corner.

Ei Help Desk Cases (Search)

% Search Help Desk Cases

TSS Help Desk

Last Mame+ I First Mame I Middle MName I
150+ I Summary I LI
UHID+ I Type I LI
Urgency I j Item I LI
Prirmiary User D Customer Status  CougarMet Home Path CH Quata
§ aMC |
Statug Summar_l,ll _I

General |Activity| Requester Information | Solutions | Specifics | CTS-TAC

Description om0 I

—I Source Priority Case Type
| E = [
RightMaw Ticket Link
—Fequester's Closed Ca —Requester's Open Cases
Case D+ [Surnmary [Status Caze D+ [Surmmary [Status [Catenor]
ik o Fefhenh Lk f S
WebCT Courses
4| | » | | »
Cloze
Dietails... | Details... | —I
«| |

If you do not have the ‘Case ID’, then enter the ‘Last Name’ or *ISO’ number in their
respective fields and click the “‘Search’ button in the upper right hand corner. You can
also perform some complex searches by using the ‘Advanced Search’ button located in
the upper right hand corner. Here is an example of a query that can be placed in the
‘Search Criteria:’

(]

B

4

I=| <| > |<¢=|>=|LKE| anD|oOR|NOT|

Search Criteria; |['S|:|ur|:e' ="RightMow" &MD Urgency’ = "Urgent”'] AND 'Status’ < "Resalved"

Figldzwr
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Ei Help Desk Cases (Search)

% Search Help Desk Cases

[CaselD+  [Summary  [Status | || [CaselD+  [Summary  [Status  [Cateqor

LA o Sadend LA i S
B

N R I S Y T o0 e el
[_Fietds |

This query will obtain all cases which are open with the “‘Source’ set to “RightNow,”
‘Urgency’ set to “Urgent,” “‘Last Name’ set to “Bhakta” and ‘Status’ < “Resolved” in the
Advanced ‘Search Criteria’.

As you can see, the more complex your query is, the narrower is your results list.
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Common complex queries can be found in the pull down menu under the ‘Search’ button
in the upper right corner. Under the ‘Defined Searches’ selection, you can see the
various search listings that may be commonly used.

1 My Open Cases

Z Groups' Open Cases

3 ned ITSC - Help 5

4 |Unassigned ITSC - Service Desk Case

5 All Open ITSC - Help Desk Cases

& All Open ITSC - Service Desk Cases
7 all Open Executive Support Cases
3 All Open ITSC Cases

To update this listing, please contact RemedyAdmin@Support.UH.EDU.
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SECTION VIII: VERIFY ALIAS

To verify if an alias exists or what e-mail address(es) the alias is pointing to, click the
“Verify Alias’ link from the ‘IT Management Console.’

You may check the alias based on SSN or the ‘@uh.edu’ alias. Please select the
appropriate button respectively.

E| Alias Management Panel (action. uh.edu)

Alias Management Panel

Veiify Alas | Clear Figlds

Alias ToVerify

Werify Aliaz By Alias | wehet@uh, edu

S5M To'Verify

Werify Alias By SN | |

Fesponze

mailForwardingdddress: saqgqafE@uh. edu ~ J
mailForwardingdddress: pliusEuh edu

mailForwardingdddress: pacostal@central ub.edu

mailForwardingdddress: ftalbertiziuh edu

accountS tatus: &

ssm; 333383318

destsource: || v

The ‘Response’ button will capture the output from the LDAP server, so you do have to
open the box to see the complete entry in the ‘Response’ field.
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Click on the box with three dots next to the *‘Response’ field to open the field box.

t Panel (action.uh.edu)

Alias Management Panel

Veiify Alas | ) Clear Fields |

lias Management Panel (action.uh.edu) -- Res... | X|
Alias ToVerfy EEl
Verify Alias By Alias I l webct@uh, edu
o=ldniversity of Houstan A
: rail: webctEuh.edu b
SIS mailFarwardingbddress: GMichko@UH EDU
“erify Aliaz By 55N | I mailForwardingéddress: JCLin@GUH.EDU
mailForwardingdddress: tehoskings@Central UH.EDL
mailFonwardingdddress: zaggaf@uh.edu
mailForwardingdddress: yliusEuh.edu
mailForwardingdddress: tpacosta@central ub, edu
mailForwardingdddress: jtalbert@uh. edu
accountStatus: & w
(] Cancel l

Responze

mailForwardingdddress: sagqaf@uh.edu
mailForwardingdddress: wiusEuh, edu
mailForwardingdddress: tpacosta@central uh. edu
mailForwardingdddress: jtalberti@uh.edu
accountS tatus: &

ssh; 333383318

destzource: |

-

|

If the alias does not exist, you will receive the following message in the “‘Response’ field.

Ei| Alias Management Panel (action.uh.edu)

Alias Management Panel

Werify fliaz Clear Fields |

§ Alias ToVerify
et Alias B AlEs |webct342@uh.edu

S5M To'erify

Yerify Alias By 55N | |

Responze

0 entries returned. |
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SECTION IX: REMEDY USER TOOL MAINTENANCE
CLEARING OUT THE ARF AND ARV FILES

Purpose:

These files cache the current view of a form. Clearing out these files periodically will
insure that the next time a form is accessed the most current configuration of that form is
presented. This is especially important during times of heavy development on a form.

Procedure:
(1) In Remedy, go to Tools > Account...
(2) Click on the Users... button
(3) Locate your Username and note the location of your Home directory. (That
column does expand out) — Figure 1

NOTE: For a PC with a single Remedy User, your User will be listed as Default
User, unless a User has been added.

(4) Logout/Close Remedy User Tool

zer I Horme Direchory
Default User C:\Program Files'AR SystemiHome
Anita C:\Program FileshAR SystermHomeAnita

Firn Moody C:%Program Filesh&F Systern\Haome \Kim Mo

k. ] Cancel I

Figure 1: Remedy Users List

Example - C:\Program Files\AR System\Home\Kim Moody
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(5) In Windows, go to Start > My Computer
(6) Select the Disk indicated in the Home Directory.
For example, C: is being used by the Home Directory.
(7) Open the folders in the path of the Home directory as shown in the Remedy Users
List. For example:
Program Files > AR System > Home
Program Files > AR System > Home > Kim Moody
(8) Delete all the folders. EXCEPT ARCmds. DO NOT delete the files — only the

folders.

(9) Log back into Remedy User Tool.

If there are further issues in bringing the up form, contact Remedy
Administration at RemedyAdmin@Support.UH.EDU.
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