Bankof America 27

Home Loans

Standard Operating Procedure

Generating a Remedy Ticket

To generate a Remedy ticket:

1. Log on to the Remedy Support application.
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Desk Case window opens.

3. Enter your employee number in the Employee No. field, then press the ENTER key. Your
employee information displays.

4. Click the Quick Assign link on the right. The Global Assignment window opens.
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Click the arrow in the Assignment Group field. The Assignment Group window opens.
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Select the group to which the ticket should be assigned.
Click the OK button.

Tip: If you know the exact name of the group (i.e. West Hills Telecom Install), enter it in
the Assignment Group field, then press the ENTER key.

To assign the ticket to a specific individual, select the group member’s name in the Group
Member Full Name section.
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Select the category from the Category list.
Select the type of issue from the Type list.
Select the item type from the Item list, if not already populated.

Click the Save and Return button. Remedy returns to the New Help Desk Case window.
Enter a summary description of the ticket in the Summary field on the top left.
Enter a detailed description (i.e. reference numbers, extensions, drop numbers, additional

contact information, etc.) in the Description field.

To change the priority of the ticket, select the desired priority from the Priority list on the top

right.
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16. To add an attachment:
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a. Right-click on the attachment section. A menu opens.
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b. Select Add. The Add Attachment window opens.
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c. Search for your attachment.

d. Click the Open button. Remedy returns to the New Help Desk Case window.

17. Click the Save button.

18. To view the Case ID (ticket number) that was generated:
Close the New Help Desk Case window.
Click the Search button.
Enter your first and last name in the Name field.
Press the ENTER key.
If the Search People window opens:

i. Select your name.
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ii. Click the OK button. Remedy returns to the Search Help Desk Cases

window.

f. Click the Search button at the top. The Matching Help Desk Cases window opens at

the top

Matching Help Dosk Cases

of your screen and displays all of your non-resolved tickets.

g. Select your ticket. The Case ID field populates the ticket number.
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