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Module 6- Technical Approver Tasks
 


Chapter 1: Overview
Introduction: This module covers the aspects of Footprints ASR related to the work of the Technical Approver.  
Technical Approvers in ASR have the following responsibilities:

· Entering tickets.

· Approving tickets with Approving Areas “IT Internal” and “Other”.

· Assigning Technical Analysts for tickets where technical assistance is requested.

· Assigning Change Control Analysts for COMRs and SQL updates that have been approved for production and are ready for QA.

Entering tickets is covered in a previous module.

This module describes how to act on requests for technical assistance and on COMRs ready for QA.

“IT Internal” and “Other” Approving Area tickets:  

Tickets entered with Approving Areas “IT Internal” and “Other” are routed to Technical Approvers, just as tickets for the other Approving Areas are routed to Functional Approvers.   As the module on “Approving Tickets” says, you can identify these tickets either by the email you receive asking you to approve these tickets, or by looking at the list of tickets assigned to your team (“AIS Management Team”).  The differences between Functional Approvers and Technical Approvers regarding approving these tickets are:
	Functional Approvers
	Technical Approvers

	Can use Functional statuses.
	Cannot use Functional Statuses.

	Use “Request Technical Assistance” status to send tickets to AIS.
	Bypass the “Request Technical Assistance step.

	Cannot use “Assign Technical Analyst” status. 
	Use “Assign Technical Analyst” status. 


When a Technical Approver enters a ticket or acts on a ticket entered in the “IT Internal” or “Other” Approving Area, the following Statuses are available:
· “Open/New” or “Newly Entered – Not Yet Approved”
· “Assign Technical Analyst”
· “Place on Technical Hold”
· “Completed”
· “Canceled”
See the next chapter for more information about how to use these statuses.
Chapter 2: Requests for Technical Assistance
Introduction:   When a Functional Approver requests technical assistance for an ASR ticket, the Technical Approvers will receive an email notification like the one below.  You can click on the link to view or edit the ticket.  
From: Footprints Admin.Software Request [mailto:fphelp@sonoma.edu] 
Sent: Thursday, January 24, 2008 3:21 PM
To: seaman@sonoma.edu
Subject: ASR Technical Assistance Request ISSUE=109 PROJ=9
Importance: High
When replying, type your text above this line. 



ASR# 109 set to Status= Tech- Requested Technical Assistance

AIS Management: Please do the following:

1. Assign a Technical Analyst to the ticket, and

2. Change Status to Assign Technical Analyst.

Click here to view ASR Ticket in Browser
ASR Ticket Title: Sophie's training ASR Ticket

ASR Ticket Number: 109 
Priority: High Status: Tech- Requested Technical Assistance

Approving Area: SA General   Request Type: Problem

Date Required:   02/01/2008
Navigation Path: 
Campus Community/Personal information/Address update
Submitter: summerss

Assignees: SA General Team, Leo Alvillar, Sophie Summers

Contact: CC: 

Notes/Description: 

Entered on 01/24/2008 at 15:21:09 by Sophie Summers:
Specs written


Attached Files:  specs.doc
The ticket can also be found by drilling down from the “Tech – Requested Technical Assistance” count in the ”Project Totals” box a the top of the ASR home page.
Assigning Technical Analyst:  The following outlines the steps to assign a technical analyst to a ticket where technical assistance has been requested.
	Step
	Action
	Screenshot

	1
	Edit the ticket and change the Status to 
“Assign Technical Analyst”.
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	2
	Go to the Project Members box in the Assignees section.

For tickets with Request Type “Peoplesoft Clone Request” or Request Type “Peoplesoft Fix/Bundle/Release/Upgrade”, 

open “AIS Change Control Team”.

For all other Request Types, open the “AIS Team”.

Then select the Technical Analyst you want to assign and either double click or click the right arrow to assign that person.
	During assignment, Assignees looks like this:
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After assignment, Assignees looks like this:
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	Click on the Go button to save your changes.
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When you save the ticket, email notification will be sent to everyone Assigned to the ticket, plus any Contacts or CCs.
	


 Other Statuses Available for Technical Assistance Requests:  Technical Approvers can also use these other Status values for technical assistance requests:
	Step
	Action
	Screenshot

	1
	Set Status to desired value:
Place on Functional Hold will send the ticket back to the Functional Approvers.  Use this if it is not really a technical ticket.

Once you save the ticket, you will not be able to change the Status (because it is on functional hold).

Place on Technical Hold.  Place on hold now.  You can take the ticket off of a technical hold later.
Completed.  Use this if the request is so easy you just did it yourself.

Canceled.  Use this to “Decline” the ticket.
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	You must enter a Description/Note before you can save a ticket with any of these statuses.
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	For Statuses Canceled or Completed, you must enter the Date Completed.
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	4
	Click on the Go button to save your changes.

[image: image8.png]= co




When you save a ticket with any of these Status changes, email notification will be sent to everyone Assigned to the ticket, plus any Contact or CCs.
	


Chapter 3: COMRs Ready for QA
Introduction: After a code change or SQL update has gone through User Testing, has been Approved for Production by the Functional Approver, and the code and documentation have been prepared for QA,  the Technical Analyst will set the Status to indicate that the COMR is ready for QA.  Then the Technical Approvers will receive an email like this:

From: Footprints Admin.Software Request [mailto:fphelp@sonoma.edu] 
Sent: Monday, January 28, 2008 10:52 AM
To: seaman@sonoma.edu
Subject: ASR COMR QA Request ISSUE=121 PROJ=9
Importance: High
When replying, type your text above this line. 



ASR# 121 set to Status= Prod - COMR QA

AIS Management: Please do the following:

3. QA code/doc and move doc to permanent repository, and

4. Assign a Change Control Analyst to the ticket, and

5. Change Status to Ready for PRD (to Chg Ctl).

Click here to view ASR Ticket in Browser
ASR Ticket Title: Modify Temp Faculty Contracts Report
ASR Ticket Number: 121 
Priority: Medium Status: Prod - COMR QA

Approving Area: Faculty Affairs Request Type: Software Change Request
Date Required: 07/28/2008       
Submitter: gleazer

Assignees: Faculty Affairs Team, Dave Henderson, AIS Team, John Gleazer

Contact: John Gleazer CC: 

Notes/Description: 
Entered on 01/28/2008 at 10:02:30 by John Gleazer:
Modify Temp Faculty Contracts report per attached specs.
Attached Files: cookperm.txt

The ticket can also be found by drilling down from the “Prod – COMR QA” count in the ”Project Totals” box a the top of the ASR home page.
Assigning Change Control to COMR Ticket: The following table outlines the steps to take with the ASR ticket to assign Change Control to apply the code or SQL update to production.
	Step
	Action
	Screenshot

	1
	Edit the ticket and change the Status to “Ready for PRD (to Chg Ctl)”.
It is also possible for you to Cancel the ticket instead of having it moved to production.  You probably will never cancel a ticket at this late stage, but you can, if you ever need to.
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	2
	Go to the Project Members box in the Assignees section.

Open “AIS Change Control Team”.

Then select the Technical Analyst you want to assign and either double click or click the right arrow to assign that person.
	During assignment, Assignees looks like this:
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After assignment, Assignees looks like this:
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	Click on the Go button to save your changes.
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When you save the ticket, email notification will be sent to everyone Assigned to the ticket, plus any Contact or CCs.  

The email message will tell the Change Control Analyst to apply the change to production.
	


OBJECTIVE: The objective of this module is to provide all of the necessary information that is specific to Technical Approvers. 
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NEED ADDITIONAL INFORMATION?





For further questions on this process please contact Ken Beck at 4-3243 or at beckken@sonoma.edu


This documentation may be found online at: www.sonoma.edu/cms/asr



















































Administrative Information Services
STAFF - http://www.sonoma.edu/cms/documentation/
Last Update: 3/10/09
PAGE  
7
Administrative Information Services
STAFF - http://www.sonoma.edu/cms/documentation/

Last Updated: 3/10/09

