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About ITSM FRACA

L2 & L3 Teams raise FRACA (Failure Reporting, Analysis, and Corrective Action) when there is a known

Issue or failure in the system. It is used to record corrective actions or solutions performed to prevent future

occurrences.
—5= Issues raised from Q
s =V Helpdesk Requests .
= L2 or L3 Team creates B
a FRACA and analyses

issues

4o

A Issues raised

1l from Incidents -
H r or FRACAs

% C

é | Issues raised from l I
[ =— Internal/ External
B, User testing “
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ITSM FRACA

5

$:¢ ST Engineering

~

L2/L3 Team

‘II

>

Issues analysed

Resolved

5b. Closes FRACA 4 EEEE

Co-Confidential

2a. Creates &
Assigns New
FRACA

2b. Creates I e 3a. Assigns Rell_ezvantLge_lr_sonnel
New FRACA ssues analyse FRACA (L2 or eam)
3b. Mark
Found duplicated FRACAas @@=,
Duplicated u
.
|

Invalid FRACA 3c. Rejects P
FRACA .

. 5a. Re-opens and —) /
N > assigns FRACA
|
|
° Not Resolved =
||

EEEEEEEEN Informs Team Lead

that FRACA resolved 4. Resolves
L2/L3 Team Lead FRACA

o

Unable to fulfil
FRACA

Q

3d. Re-Assigns
to other
personnel

v
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How to Process a FRACA

L2 or L3 Team will first identify the issue to be resolved and create a FRACA to track the actions taken in

resolving the issue.

-
A s L2 =
- 0 c‘*

rﬁ 5
O P ° ® O

L2/L3 Team identifies Creates FRACA tagged to Assigns FRACAto Resolves issues L2/L3 Team Lead
issues from one or resources (Helpdesk/ relevant personnel and update report confirms and closes
more resources Incident/ FRACA) as Resolved resolved FRACAs

6 | Co-Confidential



ITSM FRACA

Login (1)

To access SDS2.0:
https://sds.stengg.com

Then select Visit Site

7 | Co-Confidential

Service Portals
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ST Engineering
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About SDS2.0 Our Leaders FAQs Contact Us

Smart Digital
Systems 2.0

Visit Site



https://sds.stengg.com/

ITSM FRACA

Login (2)

Enter your username

1% STEngineering SDS*

Welcome To S D S +0

sm

2. ST Engineering

& serene

This is a ST Engineering cqmputer system.

roduction, possession,

and Password here

and click Sign In.

8 | Co-Confidential

modification, interception, damage or transfer (including
such attempts) of any content in this system may result
in criminal sanctions and civil penalties.

If you are not authorised to access to this system,
please logout immediately.

Recommended browser: Google Chrome



ITSM FRACA

Login (3)

Select Enter Portal
link under Helpdesk
System Support

section

9 | Co-Confidential

» Raise service requests

+ Cancel service requests

+ Monitor status of service
requests

» Download service requesis

r
-
» Inhouse & Onsite Service
Request Extraction

= Updating & Importing of
MO/SO/YT3 Values

P

» Process Serice Requests

« Monitor & Edit Status of
Requests

+ Task Assignments to Engineers

)
%,

-2 ST Engineering

(*for administrative users only)
« Credential Reset or Change
= Device Pairing Authentication

Enter Portal Enter Portal Enter Portal Enter Portal

Equipment Transit

e

+ Monitor Equipment Inflow /
Outflow

+ Allocation of Equipments to
Engineering Teams

Enter Portal

MRO Al Co-pilot

+ Formulate retification action
= Investigate root cause and
more ...

Helpdesk System Support

&

A M

+ Create or Process Change
Requests

* Request Assignment to
Engineers

» Log FRACA, Incidents &

Enter Portal

%5
*u

m
)

s

F



ITSM FRACA

Homepage

Once logged in, you will
be at homepage where
you can Vview your

assigned FRACAs.
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%+ ST Engineering

Welcome

Configuration Management

Helpdesk Requests

Incidents

FRAC

Change Requ

Service Management

HiL3 Lead! =

No new message &
ST Engineering

+ Q Welcome

Assigned Helpdesk Requests

ﬁm

2. ST Engineering

Welcome &a

Assigned Incidents

No object to display.

Assighed FRACA

Change Requests

Total:4 objects.

Change 4 Ticket sub-class

C-000114 Change

C-000122 Change

C-000133 Change

C-000134 Change
Assigned Work Orders

Title

Change 1

Make product selection multiple

sad

asd

No object to display.

No object to display.

Organization Planned Start Date Planned End Date
ST Engineering
ST Engineering

ST Engineering

ST Engineering

No object to display.

Status

® New

@ Duplicated

Closed

Closed

Assignee

undefined

undefined

undefined

undefined




FRACA

« FRACA Menu List

* Overview

» Creating a New FRACA
* View List of FRACAs

*  View a FRACA

$.% ST Engineering

Edit FRACA Information
Duplicated FRACA

Rejected FRACA

Assign or Re-Assign FRACA
FRACA Resolved

Re-Open FRACA
Close FRACA
Activity Panel
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FRACA Menu List

o search For FRAC.. FRACA P-000139 Overview Dashboard for FRACA Management
%« ST Engineering Filter, Y

% FRACA by priority

Welcome FRACA
Configuration Management Overview
New FRACA M Critical
Helpdesk Requests
Search For FRACA
Incidents Shortcuts c
My FRACAS 0 3 100.0%
Open FRACAs 2

From side navigation, go
to FRACA to VIeW the Service Management
FRACAs menu list.

Date Of Creation Status Service Priority

2022-11-17 17:02:39 ® New Undefined Critical

Hi L3 Lead!

No new message &

ST Engineering

12 | Co-Confidential



FRACA 3.2 ST Engineering

Overview

'

o + Q Welcome Search For FRAC.. FRACA P-000139 Overview Dashboard for FRACA Management
Welcome FRACA .= ST Engineering

Configuration Management Overview e

New FRACA

FRACA by service FRACA by priority

Helpdesk Requests Welcome

Search For FRACA

Incidents Shorteuts Configuration Management

My FRACAs
M Critical

Open FRACAS Helpdesk Requests

Change Requests

Incidents

H 100.0%

Service Management FRACA

Change Requests
Unassigned FRACA

Service Management eiEllebsEs

Select @ FRACA >

FRACA v Title Organization Date Of Creation Status Service Priority

P- FRACA 1 ST Engineering 2022-11-17 17.02:39 ® New Undefined Critical
000115

©®© Overview to see the
general view of all
FRACA reports.

Hi L3 Lead!

No new message &

ST Engineering

13 | Co-Confidential
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Creating a New FRACA (1)

" + Q Welcome Overview User Request €-000003 Search For Chan Change
«%s - -
3
Welcome FRACA % ST Engineering )
P Creation of a new FRACAS CANCEL ASSIGN  DUPLICATE ~ REJECT

Camiiguriicn MEMEgRmE: Overview a Properties Cls Related Requests Related Incidents Related FRACAS Attachments

New FRACA e_
Helpdesk Requests .

Search For FRACA General Information Contacts Dates
Incidents Shortcuts Status Team - Date Of Creation

My FRACASs

Please specify a value Last Update

Qrganization ST Engineering E g
Open FRACAs Assignee ~ | Date/TimeOf &
Reporter Customer A Please specify a value Report
Qrganization
Change Requests Date / Time Of &
Reporter Name Failure
Service Management Please specify a value Service
Reporter Email Service -- select one -- h
Please specify a value
Service -- select one -- v
Severity - select one -- - Subcategory
Please specify a value Product

< to apen th

Title

Select @ FRACA >
©® New FRACA to create

Please specify a value

Description

= S

a new FRACA report.

Please specify a value

Hi Serene! =

ST Engineering

]

~

Activity panel

14 | Co-Confidential



FRACA > Creating a New FRACA

Creating a New FRACA (2)

+ Q Welcome Overview

User Request

Ll
L)

= ST Engineering

&
E
s

Creation of a new FRACAS

C-000003

Search For Chan Change

a Properties Cls

Related Incidents

Related FRACAS Attachments

General Information

There are 6 sections shown when
. Organization ST Engineering L

creating a new FRACA: ot
Properties — Detailed information e

Reporter Email
Cls — Configuration Items e -
Related Requests, Related
Incidents and Related FRACAs

— Requests tagged to FRACA form

Attachments — Linked files

Please specify a value

Contacts

Team

Assignee

Service

Service

Service
Subcategory

Product

Please specify a value

Please specify a value

-- select one --

-- select one --

Alg

< ST Engineering

m
i

CANCEL [Tyl ASSIGN DUPLICATE  REJECT

Dates

Date Of Creation

Last Update

Date / Time Of &
Report
Date / Time Of &
Failure

Click to open the activity panel

Activity panel A

15 | Co-Confidential
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Creating a New FRACA (3)

. Welcome Search For FRAC.. FRACA P-000139 Overview Incident
4" = o
%= ST Engineering

1 p Creationlafu e S n CANCEL ASSIGN ~ DUPLICATE ~ REJECT

Properties Related Requests Related Incidents Related FRACAs Attachments

Related requests,

Welcome

Incidents, FRACAS Tab Configuration Management =

Helpdesk Requests All the requests that are related to this FRACA

. m] Fullname Title Organization Caller Date Of Creation Status Assignee
[o link related requests 1 incidents
1 The list is empty. use the "Add.." button to add elements
FRACA " REMOVE ADD OBJECTS OF TYPE USER REQUEST.

iIncidents or FRACAs, R o
select the tab and go to

® ADD OBJECTS TO
TYPE ...

HiL3 Lead!

No new message A

ST Engineering

Activity panel A

16 | Co-Confidential
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Creating a New FRACA (4)

Selection of objects of type User Request

Related requests,
incidents, FRACAS Tab

Search for User Request Objects

Organization: Any v X Ref:Any v X Title: Any v X Caller:Any v X 2 o <

Total:6 objects (O objects selected).

Tick the checkboxes of

- User Request Organization Caller Date Of Creation Status Assignee
re I ate d S u bJ e CtS an d tap R-000137 we ST Engineering undefined 2022-11-28 16:52:57 ® New undefined
. R-000136 Cannot login to Customer Portal ST Engineering undefined 2022-11-28 16:06:20 Closed 1CC User

A D D to I I n k th e m to th e R-000128 ads ST Engineering undefined 2022-11-28 10:01:06 ® Resolved L2 User

R-000126 asd ST Engineering undefined 2022-11-28 09:56:00 @® New undefined
F I a} \C} \ ] R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed 1CC User

R-000117 Helpdesk Request 1 ST Engineering undefined 2022-11-17 17:03:25 ® New undefined

17 | Co-Confidential
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Creating a New FRACA (5)

. 4+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA
A" - .
%= ST Engineering
p Creation of a new FRACA cANCEL [RSiZMM ASSIGN  DUPLICATE  REJECT
<r9i Properties Related Requests Related Incidents Related FRACAs Attachments

Welcome

Add attachment: BSERIaFNZIRE (Maximum file size: 2.00 Mo)

Ad d Att aC h m e N t Configuration Management No attachment

Helpdesk Requests ‘

Tap SELECT A FILE to | nciaerts

FRACA

upload an attachment

Change Requests

to the FRACA. Service Management

HiL3 Lead!

No new message A

ST Engineering

Activity panel A

18 | Co-Confidential
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Creating a New FRACA (6)

+ Q Welcome Overview User Request €-000003 Search For Chan Change
-
P Creation of a new FRACAS CANCEL ASSIGN  DUPLICATE  REJECT
a Properties Cls Related Requests Related Incidents Related FRACAS Attachments
General Information Contacts Dates
( : r e at e F RA( :A O n | y Status Team - Date Of Creation

Please specify a value Last Update

Organization ST Engineering LI
Assignee A Date / Time Of &
Reporter Customer - Please specify a value Report
QOrganization
Date / Time Of &
Reporter Name Failure
After you have filled in
Reporter Email Service -- select one -- -
Please specify a value
. Service -- select one -- -
e details, you can oty —ston- | s
Please specify a value Product < to apen th
Title
CI EEI \ I E FI zl \Cl \- Please specify a value
Description
= S

Please specify a value

Hi Serene! =

ST Engineering ~

]

~

Activity panel

19 | Co-Confidential



FRACA

Creating a New FRACA (7)

+ Q

R

- Welcome Overview User Request
«%s - -
%+ ST Engineering

Creation of a new FRACAS

Create FRACA and

Properties Cls Related Requests
General Information
Assign Task
Organization ST Engineering v
Reporter Customer -
QOrganization
Q |t t' | Reporter Name
e rn a Ive y’ yo u Can Please specify a value
Reporter Email
ASSIGN the task during
Severity -- select one -- -
Please specify a value
FRACA creation.
Please specify a value
Description
=

It automatically creates a

FRACA while assigning

the task to selected users.

Please specify a value

Hi Serene! =
a

C-000003

Related Incidents

Contacts

Team

Assignee

Service

Service

Service
Subcategory

Product

Search For Chan Change

Related FRACAS Attachments

Please specify a value

Please specify a value

-- select one --

-- select one --

$.& ST Engineering

CANCEL [Tyl ASSIGN DUPLICATE

Dates

Date Of Creation
Last Update

Date / Time Of
Rapod

REJECT

Assign - P-000141

Team -

Please specify a value

Assignee -

Please specify a value

Result Of Assessment

Please specify a value

Activity panel A
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FRACA

View List of FRACAs

ﬁm

2. ST Engineering

Welcome FRACA
Configuration Management Overview
New FRACA
Helpdesk Requests
Search For FRACA e—
Incidents Shortcuts
My FRACAs

Open FRACAs

Change Requests

Service Management

Go to @ FRACA >
©® Search for FRACA to
view a list of FRACAS.

21 | Co-Confidential

v

+ Q Welcome P-000139 Overview Incident P-000141 Search For FRAC.. FRACA
$“?1 ST E - .
A ngineering
Search for FRACA Objects =
Ref:Any ~ X Title: Any ~ % Caller: Any ~ X Organization: Any ~ X + (54
Welcome
Configuration Management Total:7 objects. + i
Helpdesk Requests
FRACA v Title Organization Date Of Creation Status Service Priority
Incidents
P-000141 Manager Portal got prob ST Engineering 2022-12-07 16:22:32 Closed Manager Portal Critical
FRACA P-000139 sad ST Engineering 2022-11-28 17:07:43 @ Re-Opened Undefined Critical
P-000132 asd ST Engineering 2022-11-28 10:18:14 Closed Undefined Critical
Change Requests
P-000131 sad ST Engineering 2022-11-28 10:17:12 Closed Undefined Critical
Service Management P-000130 asd ST Engineering 2022-11-28 10:15:49 Closed Manager Portal Critical
P-000120 Change of Web Portal Page ST Engineering 2022-11-18 17:38:58 Closed Customer Portal Critical
P-000115 FRACA 1 ST Engineering 2022-11-17 17.02:39 @® New Undefined Critical

HiL3 Lead!

No new message A

ST Engineering




FRACA

View a FRACA

ﬁm

& ST Engineering

“il

. + Q Welcome P-000139 Overview Incident P-000141 Search For FRAC.. FRACA
4" =
%= ST Engineering
Search for FRACA Objects =
Ref:Any ~ X Title: Any ~ % Caller: Any ~ X Organization: Any ~ X + (54
Welcome
Configuration Management Total:7 objects. + i
Helpdesk Requests
FRACA Title Organization Date Of Creation Status Service Priority
Incidents
P-000141 Manager Portal got prob ST Engineering 2022-12-07 16:22:32 Closed Manager Portal Critical
FRAC, P-000139 sad ST Engineering 2022-11-28 17:07:43 @ Re-Opened Undefined Critical
P-000132 asd ST Engineering 2022-11-28 10:18:14 Closed Undefined Critical
Select a FRACA ID to
P-000131 sad ST Engineering 2022-11-28 10:17:12 Closed Undefined Critical
Service Management P-000130 asd ST Engineering 2022-11-28 10:15:49 Closed Manager Portal Critical
VI eW a F I z/ \C} \ fo rl I I N P-000120 Change of Web Portal Page ST Engineering 2022-11-18 17:38:58 Closed Customer Portal Critical
P-000115 FRACA 1 ST Engineering 2022-11-17 17.02:39 @® New Undefined Critical

HiL3 Lead!

No new message A

ST Engineering
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FRACA 2. O1 Engineering

Edit FRACA Information

+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA P-000141
S ST Enai q
A ngineering
P-000141
p ® New (FRACA) - 7+ C Q
& Properties Related Requests (1) Related Incidents (1) Related FRACAs (1) Attachments Notifications Impact Anaysis
Welcome
Configuration Management General Information Service Dates
Helpdesk Requests Status m Service Manager Portal Date O 2022-12-07 16:22:32
Creation
Organization ST Engineering Service General Query
Incidents Subcategory Last Update 2022-12-07 16:22:32
Reporter Customer
S Product Date / Time Of 2022-12-07 16:22:06
Organization
FRACA Report

Reporter N hew Lian

Select the edit icon £

Date / Time Of 2022-12-07 16:22:13
Change Requests Sevetity High Failure

If you need to amend

the FRACA information.

Title Manager Portal got prob

Description ¥

Prob with Manager Portal

HiL3 Lead!

No new message A

ST Engineering

~

Activity panel
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Duplicated FRACA

+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA P-000141
S ST Enai q
A ngineering
P-000141
® New (FRACA) =~ S + 2 Q
p a C
) R j Assign .
& Properties Related Requests (1) Related Incidents (1) Related FRACAs (1) Attachments Notification: t Analysis
Welcome
Duplicate
Configuration Management General Information Service Dates Rejoct
Helpdesk Requests Status m Service Manager Portal Date Of 2022-12-07 16p2:32
f h R Q Q M Creation
I t e N eW F C IS a Organization ST Engineering Service General Query
Incidents Subcategory Last Update 2022-12-07 16p2:32
Reporter Customer
Product Date / Time Of 2022-12-07 16p2:06

Organization

duplicated copy of

another FRACA, select

Change Requests Sevetity High Failure

Title Manager Portal got prob

Service Management

Description ¥

Prob with Mangqer Portal

-

Duplicate to mark it as

duplicated.

HiL3 Lead! =
No new message A

ST Engineering

~

Activity panel
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FRACA 2. O1 Engineering

Rejected FRACA

+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA P-000141
A, ST E - q
A ngineering
P-000141
® New (FRACA) =~ S + 2 Q
p a K
) R j Assign .
& Properties Related Requests (1) Related Incidents (1) Related FRACAs (1) Attachments Notification: t Analysis
Welcome
Duplicate
Configuration Management General Information Service Dates Rejoct
Helpdesk Requests Status m Service Manager Portal Date F)f 2022-12-0f 16:22:32
Creation
Organization ST Engineering Service General Query
Incidents Subcategory Last Update 2022-12-0f 16:22:32
Reporter Customer
- Product Date / Time Of 2022-12-0f 16:22:06
Organization
FRACA Report
Reporter N hew lian

Date / Time Of 2022-12-07 16:22:13
Change Requests Sevetity High Failure

N eW F RACA Can n Ot be Sermites Y ARG Title Manager Portal got prob

Description ¥

Select Reject when the

Prob with Manager Portal

proceeded.

HiL3 Lead!

No new message A

ST Engineering

~

Activity panel
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FRACA

Assign or Re-Assign FRACA (1)

If the request status is
New, you will need to
Assign FRACA from the

dropdown menu =-

26 | Co-Confidential

A

% ST Engineering

<

A \Welcome

- .

= Configuration Management
- Helpdesk Requests

Incidents

Change Requests

Service Management

HiL3 Lead! =
No new message A

ST Engineering

+ Q Welcome

P-000141

p ® New (FRACA)

Properties Related Requests (1)

General Information

Status m

Organization ST Engineering

Reporter Customer
Organization

Reporter Name Chew Lian
Sevetity High
Title Manager Portal got prob

Description ¥

Prob with Manager Portal

Search For FRAC..

P-000139 Overview Incident FRACA

Related Incidents (1) Related FRACAs (1)

Service

Service Manager Portal
Service General Query
Subcategory

Product

4z

ws 91 Engineering

P-000141
=~ s + £ Q
K
Assign
Attachments Notification: t Analysis
Duglicate
Dates reibet
Date Of 2022-12-f 16:22:32
Creation
Assign - P-000141
Team -
Please specify a value
Assignee -

Please specify a value

Result Of Assessment

Please specify a value

~

Activity panel
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Assign or Re-Assign FRACA (2)

+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA P-000141
s@ﬂ»’, sT E - -
W ngineering
P-000141
p ® Assigned (FRACA) G s + 2 Q
‘ * oA b
} e-Assign
Welcome & Properties Related Requests (1) Related Incidents (1) Related FRACAS (1) Attachments Notification ¢ t Analysis
Resolve,
Configuration Management 3
General Information Contacts Dates
Helpdesk Requests Status Team L3 Team Date Of 2022-12-07 1422:32
. P
If the request status is — pesonee L Loaa User

Re-Assign - P-000141

Reporter Customer

AS S I g n ed y yo Uu can FRACA oraanization Service | = L3 Team -

Reporter Name Chew Lian

Change Requests Service Manager Portal Assignee L3 Lead User -
- Severity High .
Re-Assign FRACAto ‘
Service Management Title Manager Portal got prob Subcategory
Description ¥ Product
other personnel from
Assessment

Please specify a value

i
«

the dropdown menu sz

Result Of Assessment &

assign to lead CANCEL @

~

Activity panel

HiL3 Lead!

No new message A

ST Engineering
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FRACA

FRACA Resolved

414 ST Engineering

Welcome

Configuration Management
Helpdesk Requests
Incidents

Once you have received

FRACA

a resolution, update the

Change Requests

status to Resolved

Service Management

Note: Inform your Team
Lead that issue has been

resolved for them to check

HiL3 Lead!

No new message A

and close the case.

ST Engineering

28 | Co-Confidential

4z

ws 91 Engineering

Result Of Assessment &

assign to lead

+ Q Welcome Search For FRAC.. P-000139 Overview Incident FRACA P-000141
P-000141
p ® Assigned (FRACA) G s
a Re-Assign
Properties Related Requests (1) Related Incidents (1) Related FRACAs (1) Attachments Notification t Analysis
Resolve
General Information Contacts Dates
Status Team L3 Team Date Of 2022-12-p716:22:32
Creation
Organization ST Engineering Assignee L3 Lead User
Last Update 2022-12-p7 16:38:58
Reporter Customer
Organization . Date / Time Of 2022-12-p7 16:22:06
Service Report
Reporter Name Chew Lian
Service Manager Portal Date / Time Of 2022-12-p7 16:22:13
Severity High Failure
Service Goneal Quony
Title Manager Portal got prob Subcategory Assignment 2022-12-07 16:38:58
Date
Description ¥ Product
Prob with Manager Portal
Assessment

+

Ve
£

Q

Activity panel A




sﬁ@ - -
FRACA 2. O1 Engineering

Resolution Information

4 Q Welcome Search For FRAC. P-000139 Overview == Q Welcome Search For FRAC. P-000139 Overview Incident FRACA P-000141

Proposed Corrective And Preventive Actions

Resolve - P-000141

F RA CA R e S O | u t I O n Boot Cause Of Failure Descri!:tion

Information )

Please specify a value

Configurations Affected

PrOVide the details bleasespecifyavalue .

Proposed Corrective And Preventive Actions

about the resolution on
the FRACA and tap sctonarty

Name /
a Designation
Please specify a value
RESOLVE DworAdion] -
Configurations Affected
Related Risk Arfd Security Issues
Y
Action Party %
N 74
an:ne - Security Lead
Designation N—
Date Of Acti MM
=t 2l -MM-DD & Security Review YYYY-MM- &
Date

Related Risk And Security Issues

CANCEL [i==telRYS
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FRACA

Re-Open FRACA

If the issue is not
resolved, L2/L3 Team
Lead can Re-Open
the incident for a

re-investigation.
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414 ST Engineering

Welcome

Configuration Management

Helpdesk Requests

Incidents

FRACA

Change Requests

Service Management

HiL3 Lead! =
No new message A

ST Engineering

+ Q Welcome

P-000141

p ® Resolved (FRACA)

Properties Related Requests (1)

General Information

Status + Resolved

Organization ST Engineering

Reporter Customer
Organization

Reporter Name Chew Lian
Severity High
Title Manager Portal got prob

Description ¥

Prob with Manager Portal

Search For FRAC..

P-000139 Overview Incident FRACA

Related Incidents (1) Related FRACAs (1)

Contacts

Team L3 Team

Assighee L3 User

Service

Service Manager Portal

Service General Query
Subcategory

Product

Assessment

Result Of Assessment ¥

assign to lead

Re-Assign Remarks X
reassign user

Resolution

Root Cause Of Failure Description X

No Internet

Proposed Corrective And Preventive Actions ¥
Check Internet Service Provider and reset router

4z

=¢m§

P-000141

Attachments

Dates

Date Of
Creation

ST Engineering

Re-Open
Notificatior

Close

2022-12-07 16;p2:32

Last Update 2022-12-07 16:43:37

Date / Time Of 2022-12-07 16:p2:06

Report

+ Q

Team

Assignee

Welcome Search For FRAC.. P-000139

Re-Open - P-000141

L3 Team -

1.3 User -

Re-Open Remarks

Please specify a value

ot

~

Activity panel




FRACA

Close FRACA (1)

414 ST Engineering

Welcome
Configuration Management

Helpdesk Requests

Once L2/L3 Team Lead

Incidents

confirms that the issue

Change Requests

has been resolved, L2/L3

Service Management

Team Lead can proceed

to Close the incident.

HiL3 Lead! =
No new message A

ST Engineering
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+ Q Welcome

P-000141

p ® Resolved (FRACA)

Properties

General Information

Status + Resolved

Organization ST Engineering

Reporter Customer
Organization

Reporter Name Chew Lian
Severity High
Title Manager Portal got prob

Description ¥

Prob with Manager Portal

Search For FRAC..

Related Requests (1)

P-000139 Overview Incident

Related Incidents (1)

Contacts

Team L3 Team

Assighee L3 User

Service

Service Manager Portal

Service General Query
Subcategory

Product

Assessment

Result Of Assessment ¥

assign to lead

Re-Assign Remarks X
reassign user

Resolution

Root Cause Of Failure Description X

No Internet

Related FRACAs (1)

4z

FRACA P-000141

Re-Open
Attachments Notificatior

Close
Dates
Date Of 2022-12-0f 16:22:32
Creation
Last Update 2022-12-0f 16:43:37
Date / Time Of 2022-12-0f 16:22:06
Report

2.s 1 Engineering

Close - P-000141

Fixed Version

Closure Remarks

Please specify a value

CANCEL NeNelis

Proposed Corrective And Preventive Actions ¥
Check Internet Service Provider and reset router

~

Activity panel




FRACA

Close FRACA (2)

Once status is Closed,

it cannot be re-opened.

You must create a new
FRACA and relink it to

the relevant subjects.
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414 ST Engineering

P-000141

p Closed (FRACA)

Welcome

Configuration Management 3
General Information

Helpdesk Requests Status —
Incidents Organization ST Engineering
Reporter Customer

FRACA Organization

Reporter Name Chew Lian
Change Requests

Severity High

Service Management Title Manager Portal got prob

Description ¥

Prob with Manager Portal

HiL3 Lead! =
No new message A

ST Engineering

+ Q Welcome Search For FRAC..

Properties Related Requests (1)

assign to lead

Re-Assign Remarks X
reassign user

Resolution

4z

ws 91 Engineering

P-000139 Overview Incident FRACA P-000141
s + 2 Q
Related Incidents (1) Related FRACAs (1) Attachments Notifications
Contacts Dates
Team L3 Team Date Of 2022-12-07 16:22:32
Creation
Assighee L3 User
Last Update 2022-12-07 17:23:30
. Date / Time Of 2022-12-07 16:22:06
Service Report
Service Manager Portal Date / Time Of 2022-12-07 16:22:13
Failure
Service General Query
Subcategory Assignment 2022-12-07 16:38:58
Date
Product
Re-Assign 2022-12-07 16:40:40
Datetime
Assessment Resolution 2022-12-07 16:43:37
Date
Result Of Assessment ¥
Close date 2022-12-07 17:23:30

Root Cause Of Failure Description X

No Internet

Proposed Corrective And Preventive Actions ¥

Check Internet Service Provider and reset router

~

Activity panel




FRACA

Activity Panel (1)

To check the activity logs
for a FRACA activity, tap
Activity panel at the side

of the screen.
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414 ST Engineering

Welcome

Configuration Management

Helpdesk Requests

Incidents

FRACA

Change Requests

Service Management

HiL3 Lead! =
No new message A

ST Engineering

P-000141

p ® New (FRACA)

Properties Related Requests (1)

General Information

Status m

Organization ST Engineering

Reporter Customer
Organization

Reporter Name Chew Lian
Sevetity High

Title Manager Portal got prob

Q Welcome Search For FRAC..

P-000139 Overview Incident FRACA
Related Incidents (1) Related FRACAs (1)
Service
Service Manager Portal
Service General Query
Subcategory
Product

4z

=¢m§

P-000141

Attachments

Dates

Date Of
Creation

Last Update

- -
ST Engineering
=~ s + £ Q
Notifications Impact Analysis
2022-12-07 16:22:32

2022-12-07 16:22:32

Date / Time Of 2022-12-07 16:22:06

Report

Date / Time Of 2022-12-07 16:22:13

Failure

™

Prob with Manager Portal

~

Activity panel




§m¢5 = -
FRACA 2. O1 Engineering

Activity Panel (2

. 4+ Q Welcome Search For FRAC. P-000139 Overview Incident FRACA P-000141
&'y - -
%.« ST Engineering
B Private L Activity
P-000141 w-A8 Logs + State 1 i
p Closed (FRACA) s + T Q i
a Properties Related Requests (1) Related Incidents (1) Related FRACAs (1) H = Changed from Hpsetved to Closed

/ \Ct I V I t L O S figuration Manageme )
GeneralInformation Contacts I‘ Edited Fixed Version. Closure Renfprks and 2 otherse

s V11110 appended to Fixed Vegsion
Closed Team L3 Team « Closure Remarks modified. prefious value:
s Close date set to 2022-12-07 1§:23:30

pdesk Requests Status

Organization ST Engineering Assignee L3 User s Operational status setto Cloged  (previous
1 1 value: JRVEIESLIVEL 1)
en selec e ACUVIly meorTeT T
FRACA Organization Service 2 few seconds ag
Reporter Chew Lian #  Edited Resolution Date Security Review Date and 12

Tab to Vi eW th e I O g S y Change Reque: Name Service Manager Portal others

Service General Query * Resolution Date set to 2022-12-07 16:43:37

. Service Management Severity High Subcategory - Security Review Date set 19 2022-12-07
. « Austin appended to Security Lead Name
State C h an g es an d e d Its Title Manager Portal got prob - Date Of Actions set to 2022-12-07
Product + Beng Suang appended to Action Party Name /
Description % Designation
Prob with Manager Portal » Related Risk And Security Issues modified
to the FRACA
" Assessment « Configurations Affected modified. previous value:

« Proposed Corrective And Preventive Actions

Result Of Assessment ¥ modified, previous value:

assign to lead . P(.Jct Cause Of Failure Description modified
previous value:

Re-Assign Remarks % » Operational status set to REEEE ]

reassign user (previous value: )

s Re-Assign Remarks modified. previous value

+ Re-Assign Datetime set to 2022-12-07 16:40:40

« Assignee set to L3 User (previous value: L3 Lead
Resolution Usen

Root Cause Of Failure Description X

5 No Internet -',= Changed from Re-Assigned to Resolved
HiL3 Lead! =

Proposed Corrective And Preventive Actions ¥ 40 minutes ago

No new message &

ST Engineering Check Internet Service Provider and reset router

; Changed from Assigred to Re-Assigned
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Other

« Export from Table « Change Password
 List of Contacts * Logoff
» Preferences

$.% ST Engineering



4z
OTHER

Export from Table

+ Q Welcome ST Engineering R-000136 Search for conta.. Contact Overview Search For User .. User Request

%1% ST Engineering

Search for User Request Objects

ws 91 Engineering

Ref:Any ~ X Title: Any ~ % Caller: Any ~ X Organization: Any ~ X + <
Welcome

YOU Can export a ||St Of Configuration Management Total:6 objects.

. Helpdesk Requests
re C O rd S I n C SV’ XS L O r User Request v Title Organization Caller Date Of Creation Status

Incidents
R-000137 we ST Engineering undefined 2022-11-28 16:562:57 ® New
PDF format from:
O r a ro - FRACA R-000136 Cannot login to Customer Portal ST Engineering undefined 2022-11-28 16:06:20 Closed
R-000128 ads ST Engineering undefined 2022-11-28 10.01:.06 @ Assigned
Change Requests
R-000126 asd ST Engineering undefined 2022-11-28 09:56:00 ® New
- Contacts Table and
g R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed
R-000117 Helpdesk Request 1 ST Engineering undefined 2022-11-17 17:03:25 ® New

* User Requests Table

Modify.

Configure This List..

eMail

+
Q

CSV Export..

Excel Export.

Export as PDF...

AddToQ

Create a

Tap the dropdown icon : and

select your export options. .

Hi1CC! =

No new message A

ST Engineering

shboard..

horteut...
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N $.& ST Engineering

List of Contacts

+ Q Change R-000136 Overview Search For User . User Request Qverview Search for conta Contact

a"p

%+ ST Engineering

Search for [ contact v| Objects

Contact: Any = X Email: Any + X Organization: Any « X + <
Welcome
- . ~
Configuration Management Total:12 objects =
Helpdesk Requests
Se | eC't ( :O n f i g u rat i 0 n Contact = Status Organization Email Phone Function
Incidents )
1CC Team @® Active ST Engineering
Management > Search A
Admin User ® Active ST Engineering & myemailafoo.org
Change Requ
for contacts to view a
Service Management L2 Team @® Active ST Engineering
| - t f t t - L2 User ® Active ST Engineering
IS 0 CO n aC S I n yo u r L3 Lead User @ Active ST Engineering
. . L3 Team @® Active ST Engineering
O rg an I Z atl O n - L3 User @ Active ST Engineering
Service Manager User @® Active ST Engineering
Super User @ Active ST Engineering
Tan Beng Suan @® Active ST Engineering

Hi 1CC! =

No new message &
ST Engineering
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N $.& ST Engineering

Preferences

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface

Welcome
. General Rich text editor
Configuration Management
Favorite Language[ English (English) v | Theme | Full moon (default) V] Toolbar default state W
Helpdesk Requests
Tap on your name to Lets Activty panel
- = Default length: items per page Entry form opened by default O
view dropdown list and
Change Requests Tabs Other Settings
Se | e Ct P r Ef e r e n C eS to Service Management Layout Navigation Show obsolete data (]

change the elements of

Standard portal

Preferences.. Et Organizations

e list below the organizations that you want to see in the drop-down menu for a quick access. Note that this is not a security setting, objects from any organization are still visible and can be

the user interface.

Log off ed by selecting "All Organizations" in the drop-down list.
[
Change Password...
Help
Organization ~ Code Status Parent
About ST Engineering ITSM... .
ST Engineering ® Active undefined

CANCEL [\ Ng

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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N $.& ST Engineering

Change Password

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface
Welcome

General Rl aiiinliis

Configuration Management

Favorite language [ English (English)

L] . -
Helpdesk Requests 5:“% ST Engll‘leerlng

Incidents Lists

Tap on your name to view

FRACA Default length: items per page

dropdown list and select

Change Your Password

Change Requests Tabs Old password:

Service Management Layout Navigation

New password:
CANCEL [\ZA%

Change Password. It will

redirect you to a page to

Standard portal

k A . Retype new password:
Preferences.. rite Organizations

C h an g e yo u r p aSSWO rd . in the list below the organizations that you H can be

Log off ed by selecting "All Organizations" in the dr}

. e |
Change Password... Change Password

Help

Organization Cancel

About ST Engineering ITSM...
ST Engineering

. (IS APPLY

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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N $.& ST Engineering

Logoff

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface

Welcome
. General Rich text editor
Configuration Management
Favorite Language[ English (English) v | Theme | Full moon (default) V] Toolbar default state W
Helpdesk Requests
Incidents Lists Activity panel
Tap O n yo u r n am e to FRACA Default length: items per page Entry form opened by default O
. d d I . t d Chenge ReglesE Tabs Other Settings
p Service Management Layout Navigation Show obsolete data (]

select Log off. You will

Standard portal

Preferences.. rite Organizations
in ffelist below the organizations that you want to see in the drop-down menu for a quick access. Note that this is not a security setting, objects from any organization are still visible and can be

return to login page.

Log off ed by felecting "All Organizations" in the drop-down list.

Change Password...

Help
Organization ~ Code Status Parent

About ST Engineering ITSM... .
ST Engineering ® Active undefined

CANCEL [\ Ng

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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Thank you

" - -
. ST Engineering



