Steps to befollowed:

1.

CDS-Incident Creation Process

Go to http://case.cisco.com/

Login using your own CEC Credentials

Click Incident option from the list

nmin
cIsco

G EITTETE

Project Administration

Service Desk
Unified Communication & Video

Nor-IT Service Portfolio

Agile Development

Enterprise Service Platform - Cisco Highly Confidential

+ | DQF - Infra Asset Management -... v

Add content

Report visible only to a specific user or group

UCS Rack : Missing Model

Report visible only to a specific user or group

DQF - Infra Asset Management - Missing Asset's

Assets : All UCS/IP Switch/Router/Rack

UCS Rack : Missing Serial Number

Report visible enly to a specific user or group

Select Create New option to create new incident

alaln
CIsco

Unified Communication & Video
Non-IT Service Portfolio
Incident

Create New

Assigned to me

Open

Open - Unassigned

Escalation - Requested

Resolved

All

Enterprise Service Platform - Cisco Highly Confidential

+ | DQF - Infra Asset Management - .. v

Add content

Report visible only to a specific user or group

UCS Rack : Missing Model

Report visible only to a specific user or group

DQF - Infra Asset Management - Missing Asset's

Assets : All UCS/IP Switch/Router/Rack

UCS Rack : Missing Serial Number

Report visible only to a specific user or group

NB Nivethitha Babu (nivbabu) » O, (3) &3

& C

Change Layout

UCS Rack : Missing Company Field

Report visible enly to a specific user or group

NB Nivethitha Babu (nivbabu) =~ O, (D) &

& G

Change Layout

UCS Rack : Missing Company Field

Report visible only to a specific user or group


http://case.cisco.com/

5. Fill Impacted User field with the value of CEC username who is creating the Incident.

a
Iélllslcllcl)l Enterprise Service Platform - Cisco Highly Confidential NE Nivethitha Babu (nivbabu) ~ Q @ @
¢ | = Incident 4P oo Submit | Save
New Awaiting Assignment Work In Progress Resolved Closed
Unified Communication & Video —
Non-IT Service Portfolio Number Opened | 2019-07-24 04:59:15
Incident % Impacted User Q <:=| Openedby | Nivethitha Babu (nivbabu) @
Create New Location Q State | New
Assigned to me % Impacted Service Q Source | Phone v
Offering
Open Support Level
Impacted Area -- None -- v
Open - Unassigned . Assignment group
Causing CI (o}
Escalation - Requested Assigned to
Environment Production v
Resolved
Category - None — v
All

Subcateaory -- Nnna - v N

6. Fill Impacted Service Offering field with the value Cisco Discovery Services(CDS)[Valid only
for CDS Incident creation]

',':ll's'ég' Enterprise Service Platform - Cisco Highly Confidential NE Nivethitha Babu (nivbabu) =+ O, (7) {g¥
¢{ = Incident & oo | Submit || Savf
Number Opened | 2019-07-24 04:59:15
Impacted User ‘ Nivethitha Babu (nivbabu)| Q 0 ® Opened by Nivethitha Babu (nivbabu) @
Unified Communication & Video
Location | HCL hel17-in 6] State | New
Non-IT Service Porifolio
Impacted Service | Cisco Discovery Services(CDS) | Q|| © <:I Source  Phone A
Incident Offering
Support Level Q
Create New Impacted Area - None - v o
. Assignment group
e Causing CI Q
. Assigned to Q
open Environment Preduction M
Open - Unassigned Category - None - v
Escalation - Requested Subcategory - None — A
Resolved Impact 3-Low v
Al Urgency 3-Low v
7. Click searchiconin SupportLevelField
‘::I|ls.é|cl). Enterprise Service Platform - Cisco Highly Confidential NE, Nivethitha Babu (nivbabu) = O, (@) 3
¢ | = Incident & ooo | Submit Sa
Number Opened 2019-07-24 04:59:15
Impactad User ‘ Nivethitha Babu (nivbabu)| all= | Opened by | Nivethitha Babu (nivbabu) ®
Unified Communication & Video
Location | HCL hel17-in ® State | New
Non-IT Service Portfolio
Impacted Service | Cisco Discovery Services(CDS) Q| ® Source Phone v
Incident Offering
A Support Level @
Create New Impacted Area - None - A
i Assignment group
Assigned to me Cauging CI e}
. Assigned to Q
open Environment Production M ¢
Open - Unassigned Category - None - A
Escalation - Requested Subcategory - MNone — v
Resolved Impact 3-Low v
o Urgency 3-Low v




8. Below Pop up appears while clicking Search Icon in Support level and then select TS-SSTG-
CDS-L4-SUPPORT group name only for CDS Incident

< | = Incident & oo Submit | Save

New | Support Group Routes | Enterprise Service Platform - Cisco Highly Confidential - Google Chrome - o x Closed

unified Communication &Video

& httpsy//cisco.service-now.com/u_support_group_route_list. do?sysparm_target=incident.u_support_level&sysparm_targe.

Non-IT Service Portfolio N
= | Support Group Routes  Goto | Service Offering ¥ | [isco Discovery Servic |
e Impacted << < 1 0Toi7 > P @
Create New g 2 oy
Assigned to me Impacted S O, = Support Level A = Group = Service Offering
of
open @ Ter3 TS:SSTG.COSLASURRORT  grimy  Cisco Discovery Sorviees(CDS)
Impacted
T @ Tert sso-cds-dev Cisco Discovery Services(CDS)
Causi
R — @ Tert sso-cds-dev Cisco Discovery Services(CDS)
Enviror]
@ Ter2 CSTG-PS12-APP-SUPPORT Cisco Discovery Services(CDS)
Resolved
Ca
" @ Terd CSTG-PS PBUAPP-SUPPORT Cisco Discovery Services(CDS)
Subcaty S PR—
@ Te3 CSTG-PS-DBA-SUPPORT Cisco Discovery Services(CDS)
'V Incident Tasks.
I EY ecn nelEacE oninnART Phrmn Pl mmimms mimnn I PACY

9. Fill all other fields with the value relatedto Incident

Impacted User | Nivethitha Babu (nivbabu) ol =@ Openedby | Nivethitha Babu (nivbabu) o)
Unified Communication & Video
Location | HCL hel17-in @ State | New
Non-IT Service Portfolio
Impacted Service | Cisco Discovery Services(CDS) ® Source | Phone v
Incident Offering
Support Level i o©
Create New Impacted Area - None - v uppo: el Teir3 Qlle
) Assignment group | TS-8STG-CDS-L4-SUPPORT ®
Assigned to me Causing CI Q
Assigned 1
Open Environment | Production - ssignedie ’3\
Open - Unassigned Category | —None - v
Escalation - Requested Subcategory | - None - v
Resolved Impact | 3-Low v
All Urgency 3-Low v
W Incident Tasks Priority | 5- Standard
Event
10. Fill Issue Summary and Description inthe field mentioned below
¢ | = Incident & ooe | Submit || S

Impacted Service | Cisco Discovery Services(CDS) | O || @ Seurce | Phone M
Offering
Unified Communication & Video Support Level | Teir 3 Qe
Impacted Area | — None — v =
Non-IT Service Portfolio Assignment group | TS-SSTG-CDS-L4-SUPPORT ®
Causing CI Q
Incident ) Assigned to Q
Environment | Production v
Create New
Category - None -- M
o
Assigned to me
Subcategory | — None v
Open
Impact | 3-Low M
Open - Unassigned
Urgency | 3-Low v
Escalation - Requested
Priority | 5 - Standard
Resolved
Event
Al
== >k Summary Q
W incident Tasks

= ¢ Description

®



11. Select the Icon highlighted in the below picture to add attachment related toincident if any.

=

Clsco  Enterprise Senvice Platform - Cisco Highly Confidential

Unified Communication & Video

Non-IT Service Portfolio
Incident
Create New
Assigned tome
Open
Open - Unassigned
Escalation - Requested
Resolved

All

¢ | = Incident

New Awalting Assignment

Number
Impacted User Nivethitha Babu (nivbabu)
Location HCL hel17-in

Impacted Service | Cisco Discovery Services(CDS)

Offering
Impacted Area | None —
Causing CI
Environment | Production
Category | - None

NE

Work In Progress

Opened
Opened by
@ State

Source
Support Level
o Assignment group

Assigned to

Nivethitha Babu (nivbabu) ~

Resolved

2019-07-24 05:46:24
Nivethitha Babu (nivbabu)
New

Phone
Teir 3

TS-SSTG-CDS-L4-5UPPORT

12. Click Submit after filling all required fields to create an Incident

wipoudru

Image o
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clsco Enterprise Service Platform - Cisco Highly Confidential

Unified Communication & Video

Non-IT Service Portfolio

Incident

Create New

Assigned to me

Open

Open - Unassigned

Escalation - Requested

Resolved

All

= Incident

New Awaiting Assignment

Number
Impacted User | Nivethitha Babu (nivbabu)
Location HCL hel17-in

Impacted Service | Cisco Discovery Services(CDS) | O,

Offering
Impacted Area | - None — v
Causing Cl o
Environment Preduction M
Category - None — v

oy

NE Nivethitha Babu (nivbabu) ~

Work In Progress

Opened
[N O] Opened by
® State
® Source

Support Level
Assignment group

Assigned to

Resolved

2019-07-24 05:46:24
Nivethitha Babu (nivbabu)
New

Phone
Teir 3

TS-S5TG-CDS-L4-SUPPORT
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INC1720048

m Submit || Save

Closed
6]
alle
®
o
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INC1720048 @ 4

Closed



