
Service Catalog Business Requirements Document

FermiLab Computing Division- SCM-draft 0.1


Fermilab Computing Sector
Service Support Records Management

Procedures Document

	Author:
	Tim Currie

	Title:
	Service Manager

	Date :
	2/23/12

	Version : 
	1.0


[image: image1.jpg]2= Fermilab





	Records Management

	Service Support


	Records Management

	Service Management Workflow


	[image: image2.png]Records Management Process

[

Request?

Prase
S oocon
g
&
Teferance [Fartes
K Senicesupport
3 Service support
z oo
3 Sericesuppore
] Records
&
~
~
~
; -
rotien
ncident Gl Management Permanent
N Recuring »n Souton?
H nddene? e tetr o
§ Docos Reference)
: o
s
2
2 o een
3 stand =D
ERITD Ennancement >l 008 -
feference)





Figure 1-1 above illustrates the records management process and it’s inputs from Service Support (as part of the Service Management best practices)



	Records Management

	Accessing Service Support Records


To access records management for Service Support, login to Service-Now at the following link: https://fermi.service-now.com. Login using your services password for authentication.
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Access the problem management section through the following steps:
1. Select “Problem” from the left-hand side of the landing page

2. Select “All” under the section to view all problem records in any state

3. Once selected, all Problem (PRB) records will be returned in the record list, and can be sorted, filtered accordingly to facilitate a records review or audit. 
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Access the change management section through the following steps:

1. Select “Change” from the left-hand side of the landing page

2. Select “All” under the section to view all problem records in any state

3. Once selected, all Change records (CHG) will be returned in the record list, and can be sorted, filtered accordingly to facilitate a records review or audit. 
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