Computer Shop Incident Process

Overview

This process will standardize the method for submitting warranty service and support incidents to the
Computer Shop. This process only applies to after “sales” service. The existing processes for ordering
and approving computer systems purchases remains the same. This process will make it possible for the
Computer Shop to provide next business day service for most incidents. It will also create a method for
technicians to edit, update, check the status, review the history, and measure the frequency of
incidents.

Process Summary

When a warranty service issue is indentified by an area technician they will either assign an existing, or
create a new incident in Magic for the Computer Shop. The originating technician will have the option
to either have the Computer Shop deliver any parts needed so that the technician can service the
computer themselves, or to have the Computer Shop pick up the computer from the technician’s office
and take it back to the shop for service.

Each morning the Computer Shop will check their “incident queue” from the previous day. That day the
Computer Shop will then deliver parts and/or pickup computers that need to come back to the shop for
service. By the end of that business day the Computer Shop will update all incidents from the previous
day by changing the “Status ID” or by adding “Incident Details” in Magic. If for some reason the
Computer Shop is unable to service an incident by the next business day that information will be
recorded as part of the incident and a expected service date be added as well.

When the Computer Shop has completed the warranty work they will update the incident with that
work was done, and assign the incident back to the originating area technician. The area technician will
then be responsible to review the work that was done and close the incident.

Process Detail

Ideally an incident will already exist for hardware issues that need attention by the Computer Shop. This
incident would have been created when the end user connected the technician or the Help Desk and
reported a problem. If an incident already exists than it just needs to be updated and “assigned” to the
Computer Shop (see Incident assignment process on the last page).

In cases where the technician is in essence the end user, or where an incident doesn’t already exist, use
the process detailed below to create a new incident.

1. Loginto Magic at: https://magic.uvu.edu/sde/

If you don’t know your User ID or Password contact Gerald Bunker.


https://magic.uvu.edu/sde/�

2. Open the “New Incident” form.
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3. Complete the New Incident form.
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4. View existing incidents or check their status, add details, or edit.
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