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1. Uvod

Verso Altima Group globalni portal za podrsku implementiran je na SAP Solution Manager-u (SolMan)
7.2 i koristi se za upravljanje incidentima (Incidents) i zahtjevima za usluge (Service Requests). SolMan
je integriran je s IT okruZenjem klijenata kako bi IT odjeli mogli upravljati svojim aplikacijama i fizickim
komponentama sustava, a u skladu sa svojim najboljim praksama definiranima u skladu s ITIL
standardom (biblioteci infrastrukture informacijskih tehnologija, eng. Information Technology
Infrastructure Library). Zbog toga je prikladan za upravljanje incidentima kao dio upravljanja IT
uslugama (IT Service Management — ITSM).

Incident je u okviru terminologije ITIL v3 definiran kao: Neplanirani prekid IT usluge ili smanjenje
kvalitete IT usluge. Kvar stavke konfiguracije (Configuration Item) koji jo$ nije utjecao na uslugu takoder
se smatra incidentom. Na primjer, kvar jednog zalihosnog diska. Navedeni cilj ITIL-a jest Sto brze
uspostaviti normalni tijek rada uz sto manje posljedica za poslovanje ili korisnika, a po pristupacnoj
cijeni.

1.1. Proces upravljanja incidentima

Proces upravljanja incidentima sastoji se od nekoliko koraka:

1. Utvrdivanje incidenata
Utvrdivanje incidenta u klijentovom sustavu.

2. Prijavljivanje incidenata
Kreiranje incidenta u Verso Altima Group globalnom sustavu za podrsku.

3. Kategoriziranje incidenata
Definiranje komponente instalirane baze podataka, konfiguracijske stavke (komponente
sustava) i komponente sustava (komponenta hardvera ili aplikacije).

4. Prioritetizacija incidenata
Prioritetizacija incidenata sastoji se od tri komponente: utjecaja, Zurnosti, prioriteta. Sustav ée
predloziti prioritet na temelju kombinacije vrijednosti utjecaja i Zurnosti.

5. Inicijalna dijagnoza incidenata
Analiza prijavljenog incidenta radi daljnjeg istraZzivanja i dijagnosticiranja incidenta koja
ukljucuje komunikaciju s klijentom.

6. Eskalacija incidenata
Sustav odreduje rokove za pruzanja odgovora i podrske na temelju SLA parametara definiranih
u ugovoru.

7. IstraZivanje i dijagnoza incidenata
Daljnje istrazivanje incidenta i definiranje metode rjeSavanja.

8. Rjesavanje incidenata i slanje povratnih informacija
Nakon sto tim za podrsku rijesi incident, rjeSenje se 3alje klijentu na provjeru. Ako incident nije
rijeSen, ponovno se Salje timu za podrsku. U suprotnom ga se mozZe zatvoriti.

9. Zatvaranje incidenata
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Zavrsna faza incidenta je zatvaranje. Do nje dolazi ako je incident rijeSen i spreman za zatvaranje. Svi
incidenti koji se odnose na klijenta, bez obzira na status, vidljivi su u Verso Altima Group globalnom
sustavu za podrsku.

1.2. Tipovi dokumenata

Tipovi dokumenata u Verso Altima Group globalnom sustavu za podrsku:

e Incident
Incident je svaki dogadaj koji nije dio uobicajenog operativnog moda usluge i koji uzrokuije ili
moZe uzrokovati prekid ili smanjenje kvalitete te usluge.

e Zahtjev za uslugu
Zahtjev za uslugu je zahtjev korisnika u vezi s podrskom, isporukom, informacijama, savjetom
ili dokumentacijom, a ne opstrukcija ili kvar IT infrastrukture.

1.3. Poslovni subjekti u prirucniku za korisnike

U ovom su dokumentu navedeni sljedeci poslovni subjekti:

Reporter (Reporting Customer) — ime poslovnog partnera koji zastupa klijenta i izvjestitelj (zaposlenik
drustva) — to ste vi!

Procesor (Message Processor) — ime poslovnog partnera koji zastupa osobu koja obraduje poruke
(zaposlenik Verso Altima Grupe).

Drustvo (Sold-to Party) — naziv klijentove organizacije.

1.4. Prioritet

Utjecaj (Impact) — mjera u kojoj incident utjece na poslovanje
Zurnost (Urgency) — mjera u kojoj je moguée odgoditi rje$avanje incidenta

Prioritet (Priority) — koliko brzo usluzni centar moZze rijesiti incident

1.5. Upravljanje statusom

Zivotni tijek dokumenta uklju¢uje nekoliko statusa:
e New (Novi) — novo-kreirani dokument, postavlja Reporter.
e Withdrawn (Povucen) — dokument otkazan prije daljnje obrade, postavlja Reporter.

e Sent to Support (Poslano odjelu za podrsku) — dokument koji je inicijalno obradio Procesor,
postavlja Procesor ili Reporter pri odbijanju statusa PredloZeno rjesenje.
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e InProcess (U tijeku) — dokument koji trenutno obraduje Procesor, postavlja Procesor.

e Author Action (Poslano autoru) — dokument zahtijeva dodatne informacije od Reportera,
postavlja Procesor.

e Sent to SAP (Poslano u SAP) — dokument poslan SAP-u kao vanjskom pruzatelju usluga,
postavlja Procesor — primjenjuje se samo na SAP proizvode.

e Sent to Ext. Provider (Poslano vanjskom pruzatelju usluge) — dokument poslan vanjskom
pruzatelju usluge, postavlja Procesor.

e Proposed Solution (PredloZeno rjeSenje) — dokument oznacen kao zavrsen od strane
Procesora, a kojeg mora revidirati Reporter, postavlja Procesor .

e Confirmed (Zatvoren) — zatvoren dokument, postavlja Reporter.
Napomena: nakon sto dokument poprimi status da je Zatvoren viSe ga se ne moze mijenjati.
Umjesto ponovnog otvaranja dokumenta potrebno je kreirati novi dokument, koji se moze
referirati na stari.

e Statusi Poslano u SAP i Poslano vanjskom pruZatelju usluge koriste se za 3. razinu podrske kad
incident treba proslijediti pruzatelju usluge koji je proizveo komponentu bez obzira na to radi
li se o softveru ili hardveru.

1.6. Kreiranje novih korisnika u sustavu za podrsku

Ako postoji potreba za kreiranjem novog Reportera u Verso Altima Group globalnom sustavu za
podrsku, posaljite zahtjev za uslugu s podacima o novom korisniku, uz priloZzeno odobrenje tvrtke.
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2. Portal za podrsku — Pristup i koristenje

2.1. Tehnicki preduvjeti

Za rad s Verso Altima Group globalnim portalom za podrsku potrebno je omoguciti sko¢ne prozore
(pop-ups) za poveznicu (link) na portal u vasem pregledniku.

Za pristup pomodu Internet Explorera potrebno je dodati poveznicu na portal u pogledu
kompatibilnosti (Compatibility View) pomocu postavki ,Compatibility View Settings > Add”.

2.2. Pristup

Poveznice za pristup portalu za podrsku:

https://service.altima.hr/login/

https://service.verso.hr/login/

Poveznice za pristup testnoj instanci:

https://test-service.altima.hr/login/

https://test-service.verso.hr/login/

Unesite korisnicke podatke na stranici za prijavu:
User (Korisnic¢ko ime)
Password (Lozinka)

Pritisnite tipku Enter ili gumb , Log On” (Prijava).
-

GLOBAL SUPPORT PORTAL

Croatia

User * pstipelic
[ Password *  sssssesaes

Change Password

;

Copyright © 2018 SAP SE. All rights reserved
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Za promjenu lozinke unesite korisnicko ime i lozinku, te pritisnite gumb Change Password (Promijeni

lozinku). Otvorit ¢e se novi prozor u kojem mozete promijeniti lozinku:

Lser: * ||:ustumer |

Password: * | erare |

Change Password

2.3. Koristenje

Nakon prijave pojavit ¢e se kokpit za Reportera:

Personalze | System News | Log OF

saved searcres ~_ [N .

ET> welcome to Altima/Verso Global Support Portal

Home Esack ~ B -

Home Create Incident E x Create Service Request E x|«
Recent ltems

1000002108 Errar in inva...

2000000652 Invoice infer.... P “

1000002107 Missing rep. . Create Incident Create Service Request

1000002109 Slow syse...

FE x

My Messages - Action Required By Me

2000000651 New report

Result List: 2 Messages Found

D \ Priority \ Description Posling Date | User Status Person Responsible Reporter SAP Component Transaction Type
1000002109 2 Slow system performance 17.12.2015 Author Action Message Processor /... Reporting Customer /... COMP-APP-SAP-CC  Incident (VAR)
1000002107 4 Missing report 17.12.2015 Proposed Solution  Lea Gagulic / Reporting Customer /... COMP-APP-SAP-CC  Incident (VAR)

4 »

Maximum Number of Results:

My Messages - Reported By Me

Result List: 33 Messages Found

Message Type] Al || status{open =]
D \ Priority \ Description \ Posting Da(E?‘ User Status Person Responsible Reporler SAP Component Transaction Type
2000000651 3 New report requirement 17122015 Hew Reporting Customer /... Service Request
1000002108 2 Error in invoicing 17122015 In Process Message Processor ... Reporting Customer /... COMP-APP-SAP-C|  Incident (VAR)
4 »
Page1 4Back 1 2 3 4 5 B I & 9 10 Fowadk 17

Your assigned Business Partner: Reporting Customer / 10000 Zagreb (1053)
WMaximum Number of Results:
Manage Substitutes

My Messages - Reported By My Organization

Result List: 11 Messages Found

Message Type|Incidents [ =] status{open =]

D \ Priority \ Description | Posting Date | User Status Person Responsible Reporter SAP Component Trar\sal:lmnType‘

1000002109 2 Slow system performance 17.12.2015 Author Action Message Processor/ .. Reporting Customer /... COMP-APP-SAP-CC  Incident (VAR)

1000002108 2 Error in invoicing 17.12.2015 In Process Message Processor/ .. Reporting Customer /... COMP-APP-SAP-CI  Incident (VAR)
4 »

4Back 1 2 2 4 5 & Fowardp
PP 100l | T
8/22
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S lijeve strane nalazi se izbornik za brzi pristup:

Opcije izbornika za brzi pristup:

e Home (Pocetna stranica) — pristup
Home kokpitu
e Recent Items (Skorasnji dokumenti) —

Recent ltems

precaci za izravno otvaranje najnovijih
1000002108 Error in invo___ stavki

2000000652 Invoice inter...

1000002107 Missing rep....

1000002109 Slow sysie__.

2000000651 New report _..

S desne strane zaslona nalaze se gumbi:

Create Incident (Kreiraj incident)
Gumb Create Incident pokrece transakciju za kreiranje incidenta.

Create Service Request (Kreiraj zahtjev za uslugu)
Gumb Create Service Request pokreée transakciju za kreiranje zahtjeva za uslugu.

My Messages — Reported By Me (Moje poruke — Poruke koje sam prijavio)
Popis dokumenata koje je prijavio klijent.

My Messages — Action Required By Me (Moje poruke — Akcije zahtijevane od mene)
Popis dokumenata koji traZze akciju od strane klijenta.

My Messages — Reported By My Organization (Moje poruke — Poruke koje je prijavila moja
organizacija)
Popis dokumenata koje je prijavila klijentova organizacija.

Tipke Back (Natrag) i Forward (Naprijed) pojavljuju se u gornjem desnom kutu zaslona
korisnika. Tipka Log Off (Odjava) nalazi se u gornjem desnom kutu zaslona.

E‘? Solution Manager IT Service Management Fersonalize | System News

s e

Saved Searches ™ -
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2.4. Pregled incidenata i zahtjeva za uslugu

VERSO

ALTIMA

Kokpit se sastoji od tri dijela koji korisniku omogucuju pracenje statusa svojih dokumenata.

Prvi dio nosi naziv Action Required By Me (Akcije zahtijevane od mene), a sadrZzi dokumente koje

zahtijevaju akciju od Reportera. Dokumenti su na ovoj listi ukoliko su u Author Action ili Proposed

Solution.
My Messages - Action Required By Me Fl =
Result List: 1 Message Found
it N
7
(1] Description Posting Date Transaction Type | Transaction Type User Status. Person Responsible
1000000118 Report X running slow 13.06.2014 ZNV Incident (WAR) Author Action Lea Gagulic / 10000 Zagreb
100

Waximum Number of Results:

Drugi dio nosi naziv Reported By Me (Poruke koje sam prijavio), a sadrZzi dokumente koje je kreirao

Reporter.
My Messages - Reported By Me F x
Result List: 3 Messages Found
NMessage Type| Al |v | Status:‘upen and Closed |"
&
(] Description Priority Transacti...| Transaction Type User Status Person Respensible
2000000022 Create Report fot Time Management 3: Medium SMRQ Service Reguest Mew
1000000119 Report X running slow 2: High ZNn Incident (VAR) Auther Action Lea Gagulic/ 10000 Zagreb
1000000101 System preduction slowdewn 3: Medium ZNn Incident (VAR) In Process Lea Gaguli¢/ 10000 Zagreb
*our assigned Business Partner: Reporting Customer / (583) 100

Manage Substitutes

Maximum Number of Results:

Tredi dio nosi naziv Reported By My Organization (Poruke koje je prijavila moja organizacija), a sadrzi
dokumente koje je kreirala organizacija kojoj Reporter pripada.

My Messages - Reported By My Organization B x
Result List: 2 Messages Found
Message Type]| Al ‘vlsmuslupen |'|
g &
(] Description Posting Date Priority Transa... Transactien Type User Status Person Responsible Reporter
1000000119 Repoert X running slow 13.06.2014 2: High NN Incident (VAR) Author Action  Lea Gagulié / 10000 Zagreb Reporting Customer /
1000000101 System production slowdown 11.06.2014 3: Medium NN Incident (VAR) In Process Lea Gagulic / 10000 Zagreb Reporting Customer /
Maximum Number of Results: 100
Uporaba filtara mogudéa je klikom na njih i odabirom opcija iz padajuéeg izbornika:
e Tip dokumenta:
MessageType:A" |,
All
Incidents
— Service Reguests
e Status:
Stalusnpen and Closed | w
Open and Closed
Cloged
Open
Verso Altima Group Global Support - Prirucnik za klijenta v4.011 10/22



VERSO

ALTIMA

Klikom na bilo koje zaglavlje stupca u tablici moguce je odabrati filtar za odabrani stupac:

Priority 4
Sort Ascending

Sort Descending

Ay

(Custom...}

2: High

3 Medium

Za otvaranje dokumenta, kliknite na ID dokumenta:

‘D :|

|1 Q00010 I
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3. Upravljanje incidentima i zahtjevima za uslugu

3.1. Kreiranje incidenata

Za pokretanje transakcije za kreiranje incidenta koristi se 'Create Incident' gumb:

Create Incident

| create nciden]

Transakcija vodi Reportera kroz pet koraka za kreiranje incidenta.

U prvom koraku potrebno je popuniti Title (naslov) i Description (opis), te odabrati Impact (utjecaj) i
Urgency (Zurnost).

Create Incident B ack ~ [ ~
¥ cancel
» . eyl = oyl ! 4
[ | [ [
Enter Select Reference Select Add Attachment Confirmation
Description Object Categorization

| 4 Prey icL.aI » Nextl Confirm and Ser‘c|

Enter a short description of the incident that you want to report (mandatory). Select the level of business impact which this incident has (mandatory).Select the level of urgency of the
incident (mandatory). Impact and Urgency together will determine the priority of the incident message. Enter as detailed a long description of the incident as possible. If another person
should be involved in the incident resolution, specify them as “Contact Person®.

General Data

Title:* |System preduction =lowdown |

Impact® |l.1edium |V|

Urgency:* |I.1edium |V| Recommended Priority: |3: Medium

Reported by: |Rep|:lrting Customer |

'System preduction in slo \-.'duwn.|
Detailed Descript...

e

Nakon unosa podataka nad drugi korak prelazi se pritiskom na gumb Next (sljedeci).
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U drugom je koraku potrebno odabrati Configuration Item (konfiguracijska stavka) koja ¢e automatski
ispuniti opciju Installed Base (instalirana baza). Za popunjavanje konfiguracijske stavke potrebno je

pritisnuti gumb F4 ili ikonu . , a zatim u sko¢nom prozoru pritisnite Search (PretraZivanje) za pregled
svih dostupnih unosa. Klikom odaberite potrebnu stavku.

Create Incident B Back ~ £ ~
¥ cancal
1 2 = 4 b
»— 2] s 0
Enter Description Select Select Add Attachment Confirmatien
Reference Categorization

Object

4 Previnus” 4 Nex‘t” Confirm and Send

Enter the object in which the incident eccurs. It could be a system, an application or any IT ebject. You can search by equipment number, description, or other values, in the
“Configuration item” field.

Reference Objects

Istalled Base Co... |

Configuration tem:* | @

[ solman-dev.altima.hr:3000/sap(====

)/bc/bsp/sap/bsp_wd_base/popup_buffered_frame_cached.htm?sap-client=001&
Search Criteria Hide Search Fields
Search for: Al Objects [=]
|I}escriptinn | - ||cnntain5 | - || | ¥
[object D [=|[contains |v|| |® =
Maximum Number of Results:
| searcn]
Result List: 3 Search by Landscape Details Found
Object ID Description Object Family | System Type Partner
71000300 COMPHYO1 Landscape... Company, Croatia
1000901 COMPSWWO1 Landscape... Company, Croatia
1000902 COMPSAPD1 Landscape... Company, Croatia

Verso Altima Group Global Support - Prirucnik za klijenta v4.011 13/22
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Nakon odabira konfiguracijske stavke zaslon izgleda ovako:

Create Incident Back ~ [ -
# cancal
——F—F—m—m
Enter Description Select Select Add Attachment Confirmation
Reference Categoerization
Object

1 Previuusl » Nex‘tﬂlicr‘firmar‘: Send

Enter the object in which the incident occurs. it could be a system, an application or any T object. You can search by equipment number, description, or other values, in the
“Configuration item” field.

Reference Objects

hstalled Bass Co... 3228 | compswor

Configuration tem:* (71000801 (7] compswot

Nakon unosa svih podataka na treci korak prelazi se pritiskom na gumb Next (sljedeci).

U tre¢em je koraku potrebno odabrati System Component (komponentu sustava). Za popunjavanje

komponente sustava potrebno je pritisnuti gumb F4 ili ikonu , te klikom odabrati potrebnu
komponentu s popisa.

Create Incident EBack ~ [ ~
€ cancel
471 757 "a | 75 ]
—1] 2] = ) 50
Enter Description  Select Reference Select Add Attachment Confirmation
Object Categorization

| 4 Previuus” 4 Next”ljcrfirmﬁr: Ser:|

Classify the incident more specifically, in our predefined categorization. The category levels are hierarchical, so you start in category 1, and you can categorize it more precisely with the further
lewelz. If you want to report an SAP application incident, use the SAP compenent categorization as well.

System Component

p—
System Component:® | m
e Search for SAP Component - Google Chrome = =
[% solman-dev.altima.hr:8000/sap(====)/bc/bsp/sap/bsp_wd_base/popup_buffered_frame_cached htm7sap-client=001&
SAP Application Compenents.
Component ID | Component Text
~ [23 COMP COMPANY SYSTEM COMPONENTS
v [2] COMP-APP COMPANY APPLICATION COMPONENTS
¥ [7] COMP-APP-Al COMPANY ALTIMA APPLICATION COMPONENTS
COMP-APP-AKDI COMPANY ALDI
COMP-APP-AKPI COMPANY ALPI
COMP-APP-A-RDS COMPANY ALRADIUS
» [ COMP-APP-SAP COMPANY SAP APPLICATION COMPONENTS
» (23 COMP-INFR COMPANY INFRASTRUCTURE COMPONENTS
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Nakon odabira komponente sustava zaslon izgleda ovako:

Create Incident B sack ~ £ ~
€ cancel
I» I 1 I I 2 I 3 I 4 I I 5 I =
Enter Description  Select Reference Select Add Attachment Confirmation
Object Categorization

| 4 Previnusl| b Next |I:33r'firmar': Ser:|
Ee—

Clazsify the incident more specifically, in our predefined categorization. The category levels are hierarchical, so you start in category 1, and you can categerize it more precizely with the further
levelz. If you want to report an SAP application incident, use the SAP component categorization as well.

System Component

System Component*  [COMP-APP-ALDI T3]

Nakon unosa svih podataka na Cetvrti korak prelazi se pritiskom na gumb Next (sljedeci).

U cetvrtom koraku moguce je dodati privitke. Klikom na gumb Attachment (privitak) otvara se novi
dijaloga. Potrebno je kliknuti na Choose File (Odaberi datoteku) na skoénom ekranu i odabrati datoteku
koju je potrebno priloZiti. Nakon unosa u polja Name (naziv) i Description (opis) potrebno je pritisnuti
gumb Attach (Prilozi) kako bi se izvrsili prilaganje datoteke.

Create Incident Back - [ ~
€ cancel
w—1 (7] B a (s —d
Enter Description  Select Reference Select Add Attachment Cenfirmaticn
Object Categorization

4 Previuus” 4 Nex‘t” Confirm and Send

Upload any attachment file (MS Office files, graphics, etc.} which will help the IT support to identify and understand your incident. Te give a reference which might be relevant for the resolution,
create a link with the *URL" button.

| ~ Attachment “ attachment | CYURL [ with Template | Advanced (] & |
|@Nu result found |
sep Attachment - Google Chrome = =

[ solman-dev.altima.hr:8000/sap(====)/bc/bsp/sap/bsp_wd_base/popup_buffered_frame_cached.htm?sap-client=001&

To attach a document, select the document using the value help. If you upload a document from your local hard disk, you can enter a name for the document. If you
choose to enter a name, this name is displayed in the attachment list. If you do not enter a name, the file name is displayed.

Search Document

Document from Content Management: ||

Aftach as Link: [

Upload Document From Local Hard Disk

Name: |Prududiun slowdown log |

Description: |Pruductiun slowdown log |

Upload Document From Local Hard Disk: | Choose File §Production s...own log.txt
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Nakon prilaganja datoteke u ¢etvrtom koraku, zaslon izgleda ovako:

Create Incident B Back ~ ] ~
€ cancel
I» 1 2 & 4 5 b |
Enter Description  Select Reference Select Add Attachment Confirmation
Object Categorization

b Previuusl b Next IJC""-'-" and Send

Upload any attachment file (MS Office files, graphics, etc.} which will help the IT support te identify and understand your incident. To give a reference which might be relevant for the resolution,
create a link with the “URL" button.

| ~ attachment | [ Attachment | [ URL [ with Template | Advanced (] & |
Actions Name Type Created By Created On
Properties ﬁ Production slowdown log Simple Text CUSTOMER 11.06.2014 1618

Nakon unosa svih podataka na peti korak prelazi se pritiskom na gumb Next (sljedeci).

Peti korak daje pregled unesenog incidenta.

Ako su potrebne odredene izmjene, klikom na Previous (Prethodni) mogude je vratiti se na jedan od
prethodnih koraka. Ako je incident spreman za slanje odjelu za podrsku isto se ¢ini klikom na gumb
Confirm and Send (Potvrdi i posalji).
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Create Incident

¥ cancel

—
Enter Description  Select Reference Select Add Attachment Confirmation

Ohbject Categorization

n 4 previous | » next |f Confirm and Send ||

Check all the data that you have entered before you =end the message to the [T Support. You can go back and correct data if necessary, with the “Previous” button.

General Data Attachments
Title: |Sy5tem production slowdown 1 Document attached
Impact: |I'|'Iedium | - |
Urgency: |Me|:|ium |v|
Priority: |3: Medium | - |
Text
Description

11.06.2014 18:14:37 Reporting Customer /

System production in slowdown.

Related Partner

Reporter:  |Reporting Customer

Reference Objects

|[Baze Component: |33\23 |

Configuration tem: 71000901 | compswor

COMPSW01
System Component

Component: | COMP-APP-ALDI

Nakon potvrdivanja sustav vrac¢a poruku s brojem incidenta:

Home
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3.2. Kreiranje zahtjeva za uslugu

Za pokretanje transakcije za kreiranje zahtjeva za uslugu koristi se 'Create Service Request' gumb:

Create Service Request

I Create Service Requ estl

Transakcija vodi Reportera kroz tri koraka za kreiranje zahtjeva za uslugu.

U prvom koraku potrebno je odabrati jednu od kategorija zahtjeva za uslugu (Top Service Requests) ili

kliknuti na gumb Next (sljededi) za prelazak na drugi korak.

Create Service Request

X cancel

I» 1 |T|

Select Category Enter Service
Reqguest Data

| 4 Pre i:l.-al b N&m“ Confirm and Send

Top Service Requests

Paszsword reset

| IT Equipment Move |
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U drugom koraku potrebno je popuniti Description (opis) i Detailed Description (detaljni opis).

Create Service Request [ Back ~
# cancal
I» 1 2 3 |
Select Category Enter Service Confirmation
Request Data

1 Previoug Confirm and Send

* Service Request Data

General Data

Description: | Create Report for Time Management

[l

* Detailed Description

[Create Repart fer Time Management.
Include informatien about business area time consumption.

Nakon unosa svih podataka na treci korak prelazi se pritiskom na gumb Next (sljedeci).

Treci korak daje pregled zahtjeva za uslugu. Ako su potrebne odredene izmjene, klikom na Previous
(Prethodni) moguce je vratiti se na jedan od prethodnih koraka. Ako je zahtjev za uslugu spreman za
slanje odjelu za podrsku isto se Cini klikom na gumb Confirm and Send (Potvrdi i posalji).

Create Service Request B Back ~ [ -
# cancel
I 1 2 3 |
Select Category Enter Service Confirmation
Request Data

1 Previuus” ¥ Hext |[Confirm and Send |

* Summary
General Data
Description:  Create Report for Time Management

Description
13.06.2014 14:34:29 Reporting Customer /

Create Report for Time Management.
Include information about business area time consumption.
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3.3. Upravljanje incidentima i zahtjevima za uslugu

Zaslon za pregled dokumenta izgleda ovako:

Incident (VAR): 1000000120, Error while posting BBack ~ B -
E]Sa & and Reply @Edit |—_| News | * cancal Confirm | Withdraw | j &'
Summary Text Log Categorization | Atftachments |
General Data Text Log Maximum Lines: Text Type: =
D: 1000000120 Description

Descrigtion:  Error whik posting 16.08.2014 00:46:4% Reporting Customer /

While posting in transaction " transaction crashes with error.
Related Partners
Reported by:  Reporting Customer
Contact Person:
Support Team: L1_ALDI

IMessage Processor:

Processing Data
Impact:  High
Urgency: High
Priority: ~ 2: High

Status:  Newr

Reference Objects

Installed Base Component: 3328 COMPSWO1

Configuration tem: 71000201 COMPSWO1

Reference Objects SAP Notes |

Installed Baze Description Component Component Product ID Description
1 SOL_MAN_DATA_REP 3328 COMPSWO1 71000501 COMPSWO1

Promjena postojeceg dokumenta pokreée se klikom na gumb Edit (uredi).

Ako je dokument kreiran greskom, a jos uvijek je u statusu New, mogucde ga je otkazati klikom na gumb
Withdraw.

Ako je dokument doSao do kraja svog Zivotnog ciklusa zatvoriti se moze klikom na gumb Confirm.

Incident (VAR): 1000000120, Error while posting
E—ﬂ'.fe and Reply | @?E::: | |__'::|:'N&w | ¥ cancel ||C.|:|nﬁrm| ||mthdraw| |

Za dodavanje privitka potrebno je kliknuti na karticu Attachments (privitci).

Text Log | Categorization I Attachments |

| i attachment || (5 URL || [ with Template || Advanced |

|mNu result found |
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Za slanje odgovora Procesoru potrebno je kliknuti na gumb Save and Reply (spremi i odgovori):

Incident (VAR): 1000000120, Error while posting

ISﬂl.f&ﬂndRepIy ||2?E:: ||__':|:'N&w | 3 cancel | Confim | Withdraw |

Otvara se skocni prozor u koji je potrebno unijeti poruku i kliknuti na gumb Send Reply (Posalji

odgovor).
= Send Reply - Google Chrome = B
(% b#ps://test-servicealtima.hr/sap(= = ==)/bc/bsp/sap/bsp_wd_base/pc

[rm attaching additional document.

|

3.4. Funkcija zamjenika

MoZete je da se Reporter imenuje kao zamjenik za kolegu, ili da imenuje kolegu svojim zamjenikom.
Opcija upravljanja zamjenama nalazi se u dijelu kokpita s nazivom Reported By Me (poruke koje sam
prijavio) — gumb Manage Substitutes (upravljanje zamjenama).

Ova opcija Reporteru omogucava da vidi i upravlja svim dokumentima dodijeljenim kolegi te da ih
obraduje kao da su dodijeljene njemu. Radnje poduzete u svojstvu zamjenika bit ¢e zabiljezene kao da
ih je odradio Reporter koji njima upravlja, a ne Reporter kojeg se zamjenjuje.

My Messages - Reported By Me Fl x

Result List: 3 Messages Found

Message Type: Al " ‘ Status.‘upe" and Closed |'|
7
D Description Posting Date Priority Transacti...| Transaction Type User Status Person Responsible
2000000022 Create Report fot Time KManagement 12.06.2014 3 Medium SMRQ Service Reguest New
1000000119 Report X running slow 13.06.2014 2: High ZMN Incident (VAR) Author Action  Lea Gagulic / 10000 Zagreb
1000000101 System production slowdown 11.06.2014 3: Medium ZNV Incident (VAR) In Process Lea Gagulic / 10000 Zagreb
N . gy
“Your assigned Business Partner: Reporting Customer / (583) Waximum Number of Resuts:

Manage Substitutes

Pritiskom na gumb Manage Substitutes (upravljanje zamjenama) otvara se skocni prozor na kojem se
odabire jedna od moguénosti zamjene. Klikom na gumb Add (dodaj) odabire se Zeljena opcija.
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= Substitution - Google Chrome - =
[} test-service.altima.hr/sap(====)/bc/bsp/sap/bsp_wd_base/popup_buffered
Eﬂ'n'E |_xl:.||:rs.e_ ]
* Business Partners Who Substitute for Me E",'Add @ ]
[1] No result found
* Business Partners for Whom | Substitute E‘,'Add @ = =
[i] Mo result found
-

Nakon unosa zamjenika i razdoblja zamjene promjene se spremaju klikom na gumb Save (Spremi).

=

Substitution - Google Chrome

S SN

[ test-service.altima.hr/sap(====)/bc/bsp/sap/bsp_wd_base/popup_buffered_frame_cached.ht

| 3 ciose

* Business Partners Who Substitute for Me E‘,'Adcl @
Action | Business Partner | Business Partner Name Walid From | Valid Te
m @ 120 Custemer Technical Operations / D- 23062014 30.08.2014 [
* Business Partners for Whom | Substitute E','Adcl @ =
Action | Business Partner| Business Partner Name Valid From | Valid Te
ﬂ @ 121 Custemer Partner / D- 23.08.2014 30.06.2014 7]

Svi dokumenti koji se odnose na zamijenjenog kolegu bit ¢e prikazane u dijelu My Messages — Reported
By Me (Moje poruke — Poruke koje sam prijavio) uz napomenu da je Reporter zamjenik:

My Messages - Reported By Me F =
Result List: 9 Messages Found
Meszage Type:|A" |v | Status:lopen and Closed |v|
’
1] | Description | Posting Date | Priority | Transa...| Transaction Type User Status | Person Responsible
2000000025 Get new router 18.08.2014 3: Medium SMRQ Service Reguest New
1000000141 Network downtime 18.08.2014 1: Very High ZNN Incident (WAR) Confirmed Lea Gagulic / 10000 Zagreb
2000000026 Report XvZ reguest 17.08.2014 3: Medium SMRQ Service Reguest Withdrawn
1000000132 Database unresponsive 17.08.2014 1: Very High ZNN Incident (WAR) New
1000000128 Slowdown in Report 17.08.2014 2: High ZNN Incident (WAR) Confirmed Lea Gagulic / 10000 Zagreb
1000000120 Error while posting 16.08.2014 2: High ZNN Incident (WAR) New
4Back 1 2 Forwardp

“four assigned Business Partner: Reporting Customer / (583)

I “fou are substituting Customer Partner / D- (121} I
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