CalSAWS | Utilizing ServiceNow and Jira for CalSAWS
Ticketing Process

Purpose

To provide an overview of the ServiceNow ficketing process and the Jira tool to help
Counties monitor ticket progression from incident to defect and Service Change Request
(SCR).

Case

When a worker encounters an issue in CalSAWS and escalates the issue through the help
desk a ticket is logged into ServiceNow. This ticket is known as a Case. Once the issue is
added in ServiceNow a Case is created, and the worker is given a case number, for
example: CS0123456.

The ServiceNow screen shot below indicates the case number.

¢ == Helpdesk Case- C50104172 [Fulfiller view"] & V\- E e Follow - Update Save
Manage Attachments (1): @ 1BOLN44.png [rename] [view]
Number CS0104172 State Diagnosed v
Affected End User Q| ® SLA start at
%k County Q, ® Created by
Channel Phone v Impact 3 - Individual v
Assignment group Q, @ Urgency 3-Low -
>k Assigned to Q, (0] Priority Priority 5
Associated County Helpdesk Ticket Asset Q,
Number
Watch list & £
%k Category CalSAWS Application/Related Systems > Production > Error Encountered > Running/Authorizing EDBC [*WING]
> Short description Receiving UEID when attempting to Run EDBC on CW/MC Case Q 3]

The case is researched by Level 1 staff (designated members of Virtual Support) and
if a resolution is not feasible, the Case is escalated to Level 2 through an Incident.
The Level 2 is the CalSAWS Central Help Desk.
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Note: Virtual Support is only available during each counties post-implementation support
period. After the post implementation, counties would follow their Level 1 help desk
process.

Incident

€ | = Incident-INC00T3005 [Fulfiller view"] & N S e Follow | ~ | Update | Resolve

Manage Attachments (1): (] 1BOLN44.png [rename] [view!

New o In Progress +/ on Hold Resolved Closed
Number INC0073005 State On Hold 4
Case Assignee Q @ % Onhold reason Awaiting Problem v
>k County ol @ Impact 3. Individual v
Canfiguration item Q Urgency 3-Low v
Assignment group Tier 3 App Support - Eligibility ol @ Priorit Priority 5
Assigned to ol @
Incident type Helpdesk Incident
Category(u_category) CalSAWS Application/Related Systems = Production = Error Encountered = Running/Authorizing EDBC Q@
3 Short description Recaiving UEID when attempting to Run EDBC on CW/MC Case
Description Workstation ID: Not Required
Problem Descri ser receiving UEID when attempting to Accept and Save the EDBC. User is running November and December. Image of UEID attached

UEID: (PROD-16¢ 18)
Exception: org.ch data EligibilityDaoException

Are the MAGH/AP le status)? No
wal EDBC)? Yes/No N

Yes

dure

floct the accomplishment of ben:

degree? Please select one: prever
112022 12/2022

CWand CF

elect “Multiple - Add to Description” in Program field and list programs in description

Continuing,

EDBC Run Reason:

NAVIGATION

——Global: Eligibility

—Le Customer Information

un
——Page Title: Run EDEC

The CalSAWS Cenftral Help Desk reviews the Incident to determine if this is a known issue in
the system that is attached to a Problem or System Change Request (SCR). If there is a
known Problem or an SCR, the Central Help Desk will associate the Incident to the known
Problem or SCR. Associating the Incident to the Problem does not mean the issue has been
resolved but that the project team can research the Problem (through more incidents and
examples).

If required, CalSAWS Central Help Desk will escalate the Incident to the required Level 3
team at the CalSAWS Help Desk to review the Incident and determine if this a new Problem
and if the new Problem will require an SCR. Once Level 3 makes a determination to create
a Problem with an SCR or Database Change Request (DCR) and/or provide a resolution for
the End User. The Incident and the Case are then put in a Resolved Status and an emaiil
will be sent out to the person who was originally assigned the ServiceNow Case.
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SLAs (1) | Helpdesk Cases (1) | Problem (Jira Defect) (1) | Incident Tasks | Related Attachments (2)

= | Problem (Jira Defect) m Search | Number ¥ | Search

? Problems

0t Q, = Number v = Problem statement

(i)  PRBO0044609

Actions on selected rows... W

My ticket has been associated to an SCR, now what?

Once an SCR has been created, the CalSAWS team will determine if the Problem is a
system defect. The SCR will then go through the CalSAWS project prioritization process and
be updated with a tentative release date, if applicable; known as a Fix in Jira.

Note: Designated County Staff will have access to view the SCR through the lJira tool.

How do | know what the Status of my ticket is?

Pending access to ServiceNow, workers can log into ServiceNow, navigate to the
Customer Service areq, select All, change the Search Criteria to Case, enter the CS
number provided and hit enter. The ServiceNow system will provide a listing of applicable
CS-numbers based on the search criteria entered.

se rVicenOW Service Management

C? ) = | Helpdesk Cases [Fulfiller view] m Search | Case v | CS0104172

= * ® (=) ? All

Content Taxonomy ~| Run || Save. AND | OR || AddSort

County - choose field -- ¥ | —oper— —value —

After completing the Case Search, the worker will click on the CS hyperlink to open the
Case.
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SerVicennw Service Management

(? ) = | Helpdesk Cases [Fulfiller view] m Search | Case ¥ | Search
= * @ (=] 7 All>Case contains CS0104172
Content Taxenomy <| Run | Save. AND || OR | AddSort
Count
R Case ¥ | contains v | CS0104172 AND | OR || X
Custom Integration
2 @ O\ = Case & = Affected End User = Watch list = Short name = Category = Request Area
EusomerSenvice *C50104172 Search Search Search Search
Cherwell Cases Receiving UEID when
/D attempting to Run EDBC Running/Authorizing lssue CalSAWS
Helpdesk Cases e on CW/MC Case EDBC Application Error

C50104172

Overview
Actions on selected rows... v

Knowledge

My Schedule

Cases

Tier 1 Dashboard

Once in the Case, the worker scrolls to the bottom for the Incident hyperlink. The worker
will select the Incident hyperlink which is highlighted in the example below.

{ == HelpdeskCase - CS0106044 [Fulfiller view"]

Notify Do Not Notify
Opened by
Priority  Priority 5
State  Open

Update Save

Related Links

Report Knowledge Gap

Task SLAs  Incident (1) = Assets Command Center Tasks

= Incident Search Number ¥  Search

El ? Incidents
o

& Q = Number &4 = County = Opened = short description = Caller/Case Assignee = Priority
11-17-2022 AB/PA shows as Child
()  [ncoo7aren e on the Support Priority 5

Questionnaire

Actions on selected rows...

Once in the Incident the worker views the notes and reviews the status of the ticket; if the
incident has been related to a Problem, SCR, or DCR.
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My ticket has been closed, how do | reopen it?

Once a ticket is in the Resolved state, it has 15 calendar days before it is automatically
closed by the system; during which time it can be reopened. A ServiceNow worker with
Fulfiller rights will select the Reopen Case button on the top right of the helpdesk case
record.

Note: Once the 15 calendar days after it has been marked as Resolved is elapsed, the
ticket is Closed, and cannot be reopened and will need to have a new ticket created.

{ = Helpdesk Case- CS0097813 [Fulfiller view"] & W 5 oo Follow |+  Update = Save  ReopenCase N

Number CS0087813 State Resolved
Affected End User [} @ SLA start at

sk County [} @ Created by

Navigate to the Notes tab and enter the reason for reopening the ticket in the Additional
comments (Customer visible) area.

Notes  Details Related Records = Resolution Information

Spare Equipment? W W
Disp
C
Work notes Work notes
s Additional comments (Customer Reopen ticket due to ......
visible)

The worker would then navigate to the Notes/Details/Related Records/Resolution
Information tabs areq, select the Resolution Information tab and then the Reopen Case
button.
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Motes Defails Related Records = Resolution Information”

Resolved by C | @
*k Resolution code Defect Fixed v
Cause

% Resolution notes

Add resolution notes to comments

Update Save Reopen Case

The ficket will now have been moved from Resolved to Pending.

¢ == Helpdesk Case-C50097813 [Fulfiller view"] & W = oo Follow |~  Update | Save
(i) Casereopened
Nurnber CS0097813 State Pending hd
Affected End User Randall Shields [0} @ SLA start at =5
sk County San Bernardino Qe Created by BrewerR@CalSAWS.org

Note: If the ticket was associated to an Incident, the Incident will now also be Pending
and reflect the notes entered into the ficket.
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Jira

From the Problem in ServiceNow there are two places to get the SCR number: Jira Key and
Jira Details.
e Jira Key is what the system uses to link up to records in Jira
e Jira Details, if populated, indicates the linkage to Jira is successful.
o Click the circle (i) button next to Jira Details to view more Jira info in ServiceNow, such
as Jira status, release, issue type (defects vs SCR), and more.

Preview this record

Jira Key CA-252076

Jira Details CA-252076 0]
L4 E PRBO044609 I -w- :—z 000 Follow - Update
New Assess Root Cause Analysis Fix In Progress Resolv
<
Number PRBO044609 State Resolved
First reported by INCO072694 Q, 0] Resolution code Fix Applied
JiraKey = CA-252076 Impact  3- Individual v
Jira Detalls CA-252076 (0] Urgency 2 - Medium v
Assignment Tier3App Support-Ellf Q. (@ Priority Priority 4

group
1. The designated county staff that have been given access to Jira can then login to
Jira and view the SCR.

CalSAWS Dashboards v _ a @ Lgn

Welcome to CalSAWS Change Management

A ATLASSIAN

2. Once logged into Jira type in the SCR number and hit enter. The screenshot below
illustrates the search function (top right corner).

CalSAWS Dashboards ¥  Projects ¥ Issues ¥ Boards ¥ Tests bl. ‘42 0
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3. Jira will display the SCR entered.

Note: Look for the Status update to understand where in the Jira workflow the SCR is, and
the Fix Version/s, which highlights the expected date the SCR will go into CalSAWS

production.

The screenshot below illustrates the details of the SCR in Jira.

CalSAWS Dashboards v Projects v lIssues v Boards v Tests

AWS [ CA-252076
C\ ST Cals, CA-252076
L] UEID When Authorizing EDBC Due to Multiple PgmPersDetls Created
) Batch & Interface Overview v #Edt  QAddcomment  Assign More v Assigned  Pending Rejection
D Kanban board v Details v People
ype: : (CERTIEEY (View Workflow) s
& Releases Typ: 3 Defect Status: IR EGL (View Workflo: Assignee:
Priority ~ 3-Normal/Low Fix Version/s RWR
12 Reports CONV_W1_CCY  CalWIN-Wavel  ProgramApp Reporter:
D Issues Eligibility Watchers:
ct): Production
¢ Components
:  Data Change
~ Dates
Manitoring: UEIDs
Created:
CalSAWS M&O et
A Updated:
+ INCD072694: 1B0ZM39: Yolo System Test Delivery

When user runs EDBC for 11/2022 CW user receives a UEID:

~ Development

ERROR 31 Oct 2022 14:18:03,775 (PROD-166725

3775) THROWABLE | error-

class=org.civ.eligibility.data. Eligibil ity DaoExcepti cep civ.eligibility.data.EligibilityDaoException: Duplicate Create branch
Record Exception insertng a row in PGM_PERS_DETL table
+ org.civ.architecture.base.DuplicateRecordExeeption: Duplicate Row - Unique Constraint Violated ~ Agile

Steps to Reproduce: v 1B0ZM39: Yolo View on Board

Run CW EDBC for 1172022, Review and Accept EDBC, UEID.

1BOLN44
Placer
Run CW EDBC for 11/2022, Review and Accept EDBC, UEID.

1B02H30
Yolo
Run CW EDBC for 11/2022, Review and Accept EDBC. UEID.

Expected Outcome: To be able to run EDBC and not receive UEID.

Alternative Procedure  For any months prior to 11/2022 and after the last HIGH_DATED Program Detail History Record, user would need to run and
Description: accept single month manual EDBC from that month, and then incrementally increase the months and onwards

In Development:

<2 Export v

10/31/2022 06:04 PM
11/21/2022 01:35 PM
11/18/2022
1172272022

4. For this SCR the current Status is In Development and the Fix Version/s is RWR (Release
When Ready). If the Fix Version/s is RWR that means once a Fix has been tested and

accepted that it will be in the next Release that is available.

How to Watch an SCR/Defect in lJira.

Once you have found the SCR/Defect that you are looking for sometimes you want to
keep track of the SCR/Defect and be noftified when any changes occur on the
SCR/Defect. To do this the worker would select the Start watching this issue link on the

SCR/Defect.
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CalSAWS Dashboards v Projects v Issues v Boards v Tests _

! S CalSAWS CalSAWS | CA-252416
L] Issuances are created with ZZ Pay Code
M) Batch & Interface Overview o # Edit  QAddcomment  Assign More v  Assigned  Pending Rejection

D Kanban board v Details v People
Type: [ Defect Status: L (View Workflow) Assignee: #) Unassigned
Priority: 2-Normal/Medium Fix Version/s: TBD

&5 Releases
Assign to me
I Reports WIN-Wave i

Labels: CalWIN-Wavel  Fiscal Reporter: Sidhant Garg
Team Res| ble: Ci
D Issues eam Responsible: onversion Watchers: 2 Start.watching this.issue
Project Phase (Defect):  Production

Once an SCR/Defect has been selected to Start Watching, the system will send email
notifications out on EVERY change made to the SCR/Defect, not just when the Status of the
SCR/Defect changes. The SCR/Defect can be removed from being watched by selecting
the Stop watching this issue link.

CalSAWS Dashboards v Projects v lssues v Boards v Tests .o
‘ \ CalsAWS CalSAWS /' CA-252416 _
© Issuances are created with ZZ Pay Code

@) Bstch & Interface Overview v #Edit  QAddcomment  Assign More v Assigned  Pending Rejection < Export v

D Kanban board ¥ Details ~ People

e — Type: [ Defect Status: (T (view Workflow) Assignee 7) Unassigned

Priority: 2-Normal/Medium Fix Version/s: 8D Assign to me
2 Reports . IWIN-Wave

Labels CalWIN-Wavel Fiscal Reporter Sidhant Garg
Team Responsible:  Conversion
D Issues P Watchers: @ stop watching this issue
Project Phase (Defect):  Production
N

Who and how are Defects prioritized?

When a defect is found by Level 3 CalSAWS Help Desk, the CalSAWS team will look at how
the defect is affecting the CalSAWS system and assign a Priority level. They will then begin
work on the highest priority first as it affects the most users or leads to large scale data
corruption or data integrity issues.

There are four levels of defect prioritization:

Level 4 - This is a cosmetic or minimal impact change to CalSAWS functionality or its usage.
These are defects against functionality that are clearly wrong, but do not materially impact
business usage. These defects do not impact the workload of users or cause incorrect
benefits to be issued. There is no data corruption or data integrity issue.

Level 3 — These are Features that are not working correctly in CalSAWS, but they are not
stopping progress. These defects have an acceptable workaround available. Workload
impacts to the users at large are isolated to the functionality tied to the identified defect.
Data corruption or data integrity is not an issue with a Level 3 defect (it may exist, but is
only isolated to a single case, or other single data related instance identified through the
defect).

Level 2 — These are defects that lead to non-working features where a workaround is
cumbersome, or there is no workaround, but the defect is not in the critical path of normal
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business. There may be a workload issue to an office, or there may be data corruption or
data integrity, but neither is severe or widespread.

Level 1 — These are defects that cause the system or significant portions of the system to be
unavailable. They are problems that do not permit work to proceed and there is no
workaround. Additionally, they must be found in a critical path, meaning one affecting a
large number of users and in which normal business needs to continue unabated. A
defect may also be designated as Level 1 defect if it creates a severe workload impact to
an office or leads to large scale data corruption or data integrity issues.

Building a Jira Dashboard

Jira provides the ability to create a dashboard to keep track of SCR’s that share a
common theme (e.g., County created).

Note: Counties have designated access to Jira. Questions regarding permissions or Jira
licenses should be directed to the County’s Regional Manager.

1. To create a custom dashboard, select the Dashboards drop down and then the
Manage Dashboards. From the Manage Dashboards page click on the Create New
Dashboard button.

i ColSAWS Dashboards v Projects v Issues v Boards v Tests _ t, & @

Manage Dashboards Createnewdashboard  Restore Defaults

Favorites Favorite Dashboards @
This page allows you to manage all your favorite dashboards.

Name Owner Shared with

2. Jira also provides the option to add an existing dashboard to a user’s ‘Favorites’ by
selecting Popular (which brings back the most used Dashboards in Jira) or by
performing a search based on criteria entered.

The Jira screenshot below illustrates the ‘Popular’ search.
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CalSAWS Dashboards v Projects v Issues v Boards v Tests

[ RN

Manage Dashboards

Favorites Popular Dashboards
My This page allows you to view all popular dashboards.
Popular

Name Owner
Search

3 CalSAWS Migration Dashboard
¥ Priority Release Dashboard
W System Test Execution

% SPG Dashboard
SPG Dashboard

7 CalWIN Converted Data Test
¥ Defects Dashboard
W@ Issue Tracking

7 System Test

Shared with

* Shared with logged-in users (VIEW)
* Group: Jira.All (VIEW)

* Group: Jira.All (VIEW)

« Shared with logged-in users (VIEW)

« Shared with logged-in users (VIEW)

* Group: Jira All (VIEW)

® Shared with anyone on the web (VIEW)

* Group: Jira.All (VIEW)

Create new dashboard ~ Restore Defaults

Popularity
128

97

97

94

87
81
79

77

The Jira screenshot below illustrates the ‘Search’ dashboards functionality.

CalSAWS Dashboards v  Projects v Issues v Boards v Tests

I o

Manage Dashboards
Favorites Search Dashboards
My This page allows you to search for all visible dashboards.
Popular
Search Search | Wave
hes in the dashboard's name and descript
Owner
it to getalist match
Shared with
Search

Atlassian Jira Project Management Software (v8.22.6#822006-sha1:a608196)

A ATLASSIAN

AboutJira - Reporta problem

Adding a Dashboard as a ‘Favorite’

1. To add a dashboard as favorite, select the Star symbol.

Create new dashboard ~ Restore Defaults

Note: Once the Dashboard has been added as a favorite it is available in the Dashboard

drop down at the top of the navigation toolbar.

# ColsAWS  [[REEEERR rec v e~ towes o [

Manage Dashboa (. B

Favorites Favorite Dashboards

This page aliows you to manage all your favorite dashboards

A ATLASSIAN
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