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How to create a new case

How to create a new case

Ways to create a new case:

e Case creation in the ITHelpCenter portal
¢ Envio de correo electrénico

Case creation in the ITHelpCenter portal

1. Login to the ITHelpCenter" portal with the user assigned by the ITHC? administrator.

2. In the menu on the left select the option Create New Case.

3. Selection of the subject of the case Selection or search for the category most related to the

case.

1. Normal search
In the text field enter a word or phrase that best describes the case.”

Example: can't print.

@ - - —
Q\YP!:J;MIII!"EWI E\ITQ‘EI!E]HISEIU' = LEVEC”-
n Home
n Service Desk

Service Desk | Create a New Case

Enter words or phrases that best describe the software or application

can't print Q,

@ 2 O

Search category

Check ases
E Information Manager

O Exact Phrase

?

Category Category Detail Path Knowledge Action

Incident The web printing service is failing Printing Service\wWeb printingiUn... 0 Self Help:
Incident Paper jam while trying to print T Service\Printing 0 Self Help:
Incident Unable to Print From a Mobile D... T Service\Printing 0 Self Help:
Incident Overall print quality is poo T Service\Printing 0 Self Help:
Incident The local printer is failing Printing Service\Unknown 1 Self Help:

&3 Knowledge: Articles of the Knowledge base linked to selected Category,
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click on link to display.

[:“ ':]
@ Click on the category detail to see the full text.

By enabling the Exact Phrase option, it will only show results that contain the same
phrase entered in the text field, it will not show matches of the same words in different
order. Example: unable to print

i

= LeverT ® 2o O

Service Desk | Create a New Case Qf

Search category

Enter words or phrases that best describe the software or application

unable to print Q

Fxact Phrase

Category Category Detail Path Knowledge Action

Incident Unable to Print From a Mobile D...  IT Service\Printing 0 Self Help:

2. Search Category
In the drop-down list field select category(ies):

= LeveCrr @ 2o O
Service Desk | Create a New Case <

Normal search

Select category
Category 1 v
Security Service
Printing Service
Payroll Service
IT Service

The next category will be ’
displayed according the - :
previous category selection
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leverir

Service Desk | Create a New Case

@ 2oz O

<

Select category
Category 1

IT Service
Category 2 Printing
Category Category Detail Path
ncident Paper jam while trying to print T Service\Printing
ncident Printer does not turn on T Service\Printing
ncident Unable to Print From a Mobile D... T Service\Printing
ncident T Service\Printing
ncident T Service\Printing

Normal search

Knowledge

0 Self Help:

0 Self Help:

0 Self Help:

0 Self Help:

0 Self Help:

Action

Select

Select

Select

Select

Select

3. Click on the Select button of the detail category that most closely matches the case to be

reported.

4. After the category is selected, the case creation form will open:

= Lleverrr

Service Desk | Create a New Case

® 2 oo (Q)

]

Category and Detail
according to the
previous selection.

Category: IT Service\Printing
Click on the Change )
button to modify Detail: Printer error message
Mz] @ Subject:
Enter the case | can't print
Subject
@ Describe what happened:
. Printer is not detected and displays an error message

Describe what
happened:

Detall of the case to
report, indicate what
happens, frequency,

errors, efc.

]

Notification method
Autocompleted
according to the user
that creates the case

@ Noatification Method:

eMail ( leverit.test@outlock.com ) A

Submit Case «

Cancel

Complete the following form to submit your case

© Change Category

Change

@ Urgency:

Low v

@ Attached files: 0

7]

Click on the Submit Case button

to complete creation.

A pop-up window will open with the
the assigned case number

=]

Urgency:

Indicates the speed with
which the user requires
the solution

Select in the
drop-down field the
value

Ie]

Optional
Attach files to the case
i.e: Error images
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1. Optional: Attach file(s)

Allows to add files (error images, event logs, etc.) to the case. Click on Add button to

attach file(s), once the file is added, close window and the attached files count will be
updated.

Recommended maximum file size is 10MB.

Attached files: X
Click on Add
to attach a new file
Click to delete
File Description S
efror_image.png Optional description x

5. Once the form is completed, click on the Submit Case button, a pop-up window will appear

with the assigned case number, and when the OK button is clicked, the window with the case
summary will open.

Submit Case X

We have created the case number:

45
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= Lleverll ® Loz O

Service Desk | Create a New Case

45 | can't print

Printer is not detected and displays an error message
Low Attach

CAT Date:
14/07/2021 10:07 AM

B0,

Attention: Messages: Message:

Current Step: Analysis

Email case creation

1. To create a case by email, from any mail client, compose an email with the following
characteristics:

e To: Corporate mail account enabled to receive end-user requests.

» Subject: Descripcidn general del caso.

* Mail body: Describe what happened, detail of the case to report, indicate what happens,
frequency, errors, etc.

e Attached file(s): Mail attached file(s) will be linked to the case.
Recommended maximum size for attachments for cases created by mail: 4MB.
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Blurred printing - Message (HTML)

prints in color.

Thanks for your help.

e \Calibri (Body) - |11 ~| A
h [ e =l =
Paste
. #|Z-A-H==%
Clipboard = Basic Text
From * enduser@mail.com
Ijl To... servicedesk corp@mail.com
S5end
Cc..
Bcc...
Subject Blurred printing
Greetings,

With the DL printer series #8PNS0 all prints are blurry and after the last maintenance it no longer

Please check as soon as possible, as | have not been able to generate reports for other areas.

=
Format Text Review Help g Tell me
A | jaa) &% [ AttachFile~ | [» ~
— 1
2= Signature ~ 1
Address Check Q. 3
Book Mames +
I Mames Include Tags M ~

2. The system will receive the email sent by the user and it will be processed as a new case, allowing
the user to review the case. See: How to check a case

1)

Link provided by each organization

Generally, the user will receive notification of case creation by email, informing of the
case number assigned along other case info.
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2)

ITHelpCenter

3)

Incident, Request, etc
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