ITSM APPROVALS
MANAGING APPROVALS

NAVIGATING THE APPROVAL CENTRAL

The Approval Central is ITSM’s “approval console”.
It allows you to see all your approval requestsinone |+ 0 = a » Approval Administration Console

place, and approve or reject them from that same ~ [FEFEATEESESESEEEN
screen. To get there: FrreEyveTeTIII—

1. On the Applications fly-out menu, choose Quick uni v Assignment Engine Administration

inks EEEom.
»  Calendar -

2. Select Approval Central

3. The Approval Central shows a list of requests waiting for your approval. These can be infrastructure
change requests or service requests.

Pending Approvals

Ed Approve Selected |24 Reject Selected | 11| Hold Selected

Showing 1- 4 of 4 Preferences ~ | Refresh |
Requester Acting As

CRQO00000000705 Patrick Bourbon Mormal CHG:Infrastruct Pending bd B v = E )

0l @ CRGO00000002301 PA3GSG test Low CHG:Infrastruch Pending % HOF=-4-%¢)

| LANRemete Access KAZGE49 Nermal SRM:Request Pending By 28O

[ LAN/Remote Aocess KA36649 Normal SRAM:Request Pending % BOP-4~%E).

4. The Approval Central displays some basic information about the request selected form the list. Notice
that the request ID is a link. Clicking on this link will display
more details about the change request (CRQ #) or service
request (REQ #).

Request ID: CRGO000000007 05

Requester. Patrick Bourbonnais Note: To view ALL details

Priority: Normal _ about a change request, copy
Description: CRQO00000000705: TEST (' Request ID: REGQO00000003010 o the CRQ# and search for the
Status: Pending Requester KA3EE49 change request on the

Status Date: 11202075 10:21:34 AM Priarity: Mormal infrastructure change form. )

&

5. The “Summary” Section to the left of the screen gives an “at-a-glance”

g view of your approvals.
Pending Approvals 4
_ e 6. Clicking on one of the items will refresh the list (example: “click on
- 1 ‘Need attention’ to show approvals requiring attention).
() Past Due 0 -
Need Attention Approvals
@Duem 0
© =
My Approval Hstory
] Showing 1-10f 1
E% ReiecedbyOthers ¢ Action Dabe
L A\ CROO00000000705 - 1 CHG:Infrastru
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FINDING APPROVALS IN THE APPROVAL CENTRAIS

7. The Approval Central [Gron [Fending T Tooe ke here (’7‘) _(E] |
displays all pending ~—

approvals assigned to you by default. However you can refine your search by using the basic search
capability and changing the status and/or typing in keywords.

8. Click on ‘Advanced Search’ to get more criteria.

Application | j Status | Pending

| ActonDate El
Proosss | =] Requeser | =| Py [ (]
AcingAs | MySef | Summay | =|  ModfiedDate | | @)
User [PA6961 = RequestID [ ]l=]

APPROVING OR REJECTING ON THE APPROVALICENTIRAS

You can approve, reject, or place approvals on hold directly from the approval central. Change approvals
can also be done within the Infrastructure Change ticket. See next page for how to.

9. Click on the check box, red ‘x’ or gray ‘pause’ signal to approve, reject or place an approval on hold.

Showing 1-4 of 4 Prefere

8 Alert Acto... Summary " Requester — Actina As

[l CRG0000000007058 Patrick Bourbon Mormal CHG:Infrastructure Change Pending

| CRQ000000002301 PA3G3G test Low CHGinfrastructure Change  Pending

[l LaM/Remote Acces: KAJGE4AT Normal SRM:Request Pending i
LAN/Remote Access KAJG649 Normal SRM:Request Approved X MY

10. Alternately, you can select multiple approvals and elect the “approve selected”, “Reject selected” or
“Hold Selected” buttons at the top of the list to take action on several requests at once.

" Pending Approvals

E4 approve sam@ﬂ Reject Selected | 11| Hold Selected

(SRuing 1-4 of 4 Tip: to avoid restarting a request’s

M | Alert Actio... Summary | Requester  Acting As lifecycle when information is
e missing or questions are being
CRG000000002301 PA3G96 test S
LAN/Remote Access KA3664 answered, you can “hold” the
LAN/Remote Access KA36649 approval instead of rejecting it.

Then you can approve it later.

Note: Service Requests must be approved from the Approval Central.
There is no option to approve from the service request form.
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APPROVING OR REJECTING ON THE APPROVAL CENIRANCONINNIVIED)

11. When electing to ‘Reject’ the Request or Change | o o o o e e !

a Justification should be provided in the pop up below.
window to advise the submitter why the Request or Sustification

Change has been rejected so they can update the ‘
ticket accordingly.

n

Ok Cancel

MANAGING ALTERNATE APPROVERS

You can manage alternate approvers from the Approval Central.
Actions

12. First, click on the “My Alternate Approvers” link to the left of the screen. @ Atiemate
13. The alternate

Altemate Information | Administrative Information | approvers form opens. To add an alternate
Mhemate”  [A23456 = Notify Atemate®  [ves | approver, type your alternate approver info and hit
For* [BB12345 = Covesing" Al ‘Save’.
Start Date” |1;'22-'201512:DD:E'DAM E Process 14. To cancel an alternate @) Search| o | I
ate (12872015 12:00.00 AM 3| Processinstanced approver, select “New Search”
’
Meei Publi - |l= . . . .
ssignee Group, Publc FlE] sews Futre| 5t the top, type in your login ID in the “For*” field
and hit “search”.
15. Select the approver you
Save | Close | wish to cancel and select e — =] |
“ ” @ | Cancel Altemate
cancel alternate”.
( ) 16. Select ‘Close’ to return to Approval Central.
Note: You must know your alternate approver’s
login ID to add an alternate approver.
& J

APPROVAL EMAILS

If your profile is configured to receive approval notifications, you will receive an email when you have an
approval pending.

BRemedy (@ Bell Aliant <DO_NOT_REPLY@bellaliant.ca> ‘Q‘

17. The email contains key information about the
service or infrastructure change request in question.

Approval Notification
18. For a Change approval you can click on the CRQ
number to view it in ITSM

Change Request CRO000000000705 requires vour approval.  TEST Change Template (temporaryl

19. For Change or Request approvals, at the bottom Request Details:

of the email, you can click on “Launch Approval

Central” to view your list of pending approvals. E’;{;ﬁ:‘gﬁ“m CROD00000000705

Service CI: Application Management
Note: Do not reply to the approval email. Summary:  TEST Change Template (temporary)

Launch Approval Central

BellAliant

rem@ed
x\':l




ITSM APPROVALS
MANAGING CHANGE APPROVALS

APPROVING OR REJECTING ON THE INFRASTRUCTUREICHANISE!

You can also approve or reject within the Infrastructure Change.
1. On the infrastructure change, “Work Details” Tab, your approvals for the current phase of the change
request are listed at the bottom.

Current Approval Phase |Ckﬂe Dowmn Approval

77N
Show |F'ending &) j

1 enfries retumed - 1 entries matched

Pendi PAIGDG1

5. Inthe Change

accordingly.
7. Save

4. To reject the change
double click on your
approval signature

Signature window select Rejected for
the Approval Status.
6. Add the Justification to advise the
submitter why the Change has been
rejected so they can update the ticket

2. Click on the “show” menu to change the criteria used to display
the approvals.

3. To approve the change, select your approval, and click on the
“Approve” button.

m Alternate Signature

Patrick Bourbonr PAIEI61

Preferences + | Refresh |

©
(4 25 e

Current Approval Phase |F{e'\new

Show | Pending

-]

1 enfries retumed - 1 entnes matched

Approvers

Pending BLE5858;CY06836;PI07112, TRO7480

R e TSGRt

Change Manag CY06836

Preferences - | Refresh |

Note: You can only approve or
reject when the approval is in
“Pending” status.

Reassign To |

Change Signature
Signature | Infrastructure Change |

Approval Status Rejected J @«u |

Approval Priority - Appiication [eHG Infrastructure Change =]

Comments 1] Process [Crange Level CHA - Review [=]
Approver Signafure | é

Next Approvers 0 entries retumed- 0 enfries maiched _F Altemate Signature | =

More ifematon ‘ =

Indivicual/Group Indwidual | | R | l
Justification | =

Full Name+ |

If Multiple Approvers All Must Sign j

|BL65353;CT06835PI071 12:TRO7480 é

7
Save | Close |

request.

AD-HOC APPROVERS

The Change Coordinator or Change Manager can add Ad-Hoc approvers to the infrastructure change

Add Approvers

Indradual'Group

| approvals.

| Group
Q@)

Support Company
o Individual/Group [Individual -]
Support Organization )
First Name |
Support Group Name Last Name-
medy ®
re \e—N Lpproval Phase 3 |Business Approval j

1. Click on the “Add”
button below the list of

O

& oo e

2. Specify the group or individual approver
that you want to add.

| 3. Select the approval phase to add the
approver to.
4. Click save.
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AD-HOC APPROVERS CONTINUED

Tip: Only current approvers or ad-hoc approvers can be deleted from a change. If a future default
approver needs to be deleted it can be done when the change moves to the approval phase that
the approver is defaulted to.

Note: All Approvals except Change Management should be added to the Business approval phase.
If the change is already in Implementation Approval you’ll only be able to add them to that phase.

DELETING APPROVERS

Only Ad-Hoc or current approval phase approvers can be deleted from the infrastructure change request.
1. Select the approver to delete and click on the — — —_— :
“Delete” button below the list of approvals. I8, View Notiicaton ""':'Hdd Edpprove B Reiec
2. Toview any approvers that have been
deleted change the ‘Show’ menu to Show | Cancelled M

Note: If the Delete button is grayed out that means it’s a future approval and cannot
be deleted until the change moves to approval phase the approver will be added to.

NOTIFY APPROVERS

Sometimes approvers are mapped as Notify only, this can only be done through approval mappings not as
part of adding ad-hoc approvers. Notify approvers can be viewed on a change by following these steps:

1. Click on the “View Notifications” button below (15 ﬁmewmnﬁﬁcﬂﬁcnl 2.7dd @Delete [4Aoprove B Reject
the list of approvals.

2. Change the Status to “Pending” or

“Notified’ Non-Approver Nolifications
3. The approvers will show in the list, :T:"F"' :'"d“dd”a' =]
depending on the approval phase N |
they may show as Pending or Notified
] |

Status Pending - |
2 Notified
0 eniries retumed - 0 entries matched Pl pending
Display Name (@ear

1 entries retumed - 1 entries matched

Status . Approval Phase Name Dizplay Name

Motfied Business Approval Cynthiz Best
\ 3 Z

N

Note: The Non-Approver (Notify) Notifications won’t go out until the last approval on the Business
Approval Phase has been completed
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