How to Determine Appropriate Group to Forward a Ticket To
	
PURPOSE: To help SSS find the appropriate workgroup to forward a ticket to
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[bookmark: _GoBack]Can’t decide which workgroup should get a ticket you need to forward to someone more technical etc.? Here is a way to find the information about what a workgroups responsibilities are.
Here is a good example of one we rarely use but maybe should _(read the responsibilities):
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Another example -HCI Operations:
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New Workgroup adaded 06/10/09

This yorkgrowp will address OPERATIONAL ITSM process issues as well as
Tequests for changes to processes, or problems with the processes in
relation to the Service Manager and AlarmPoint tools.

Tnis yorkgzaue is not on call.
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|Alarmpoint status: Live on 07/10/06.

\AlarmPoint notifies this workgroup of Top and High priority Service Calls and Incidents.
05/10/2007 - Include in all HED calls: Patient NIme, MRN, Device ID (V111.), and Unit.

\With the exception of the emails received from McKesson such as heilive@... the Systems Support
'services oncall person must first be contacted prior to assigning Service Desk items to this

Workgroup.

This Workgroup provides support for HED Technical issues with the application as well as HED
ADT, Labs, and Orders Interfaces.

Refer to the primary HCI Operations Support person as listed in AlarmPoint.

104/18/2008 - This Workgroup was renamed from HED Technical Support to HCI Operations.
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