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CREATING AN INCIDENT RECORD

Creating an Incident via the Remedy ITSM Best Practice view is
simplified user experience and can be quickly and accurately com-
pleted by following the below steps.

1. Select Applications

2. Choose Incident Management

3. Select New Incident
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On the New Incident form you must specify the
Customer that is impacted by the Incident:

Incident
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identify the reason the Incident is open Notes is section is utilized for capturing
. K A details of the Incident ...
8. Template+ selection allows for rapid creation o
of an Incident record based on predefined Template+
fields. Summary” Brief high-level description.... @
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9. Summer is a brined 100 character or less over-
view of the Incident

10. Select Impacted Service (Based on Customer)
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17. Specify how the Incident was Reported
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18. Select the Assigned Group+ (note this ) 78) A
Assigned Group® TIL Process Owners -
is a searchable field; l.e.: CSS will find all * .
CSS support groups) Assignee+ Garmison Hall v ] Q @
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the bottom left corner of the record.
INCIDENT CATEGORIZATION
Incident Categorization is automatically completed Work( 24 ] Categorization | Tasks | Relationships | Date/System | Additional Def
during Incident creation when the Service and Cl+are | . == 75 Y el At ~]
specified. In the event they are not poplulated, you ) o
. . . . Operational Categorization Show Resolution Categorization >>
will be required categorize the Incident.
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27. Product Categorization is a multi tier option to ModelVersion | <]
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the product at fault.
INCIDENT PRIORITY MATRIX
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