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FIPS QUICK START GUIDE

User Request Handing

FIPS has new functionality which will enable users to raise requests for
support from Skills Development Scotland from within the system. This
function is displayed on the Workplace menu under the User Request
section. FIPS users can log, review, update and manage requests within this
entity in FIPS rather than submitting requests via the online support form on
the SDS corporate website. This guidance document will provide details on
how to make use of the ticket request function.

1. To access the user request section of FIPS, click into the User Requests extension on the
workplace menu:
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User Request
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E)  Additional Suppor...

- The default view is the ‘My Active User Requests’ view. Tickets at the statuses: Open,
Assigned, Work in progress, Awaiting User Info, Awaiting follow up date, On Hold
Monitoring and Resolved will be shown here. Any tickets at Closed status will not be
displayed here. A summary of all possible statuses is below:
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Open Ticket has been raised and has not been
reviewed by FIPS Support

Assigned Ticket has now been reviewed and
assigned by FIPS Support for action

Work in progress Ticket is being actively worked on either
by FIPS Support or other SDS colleagues

Awaiting follow up date FIPS Support can set to this if follow up /
further action is required internally

Awaiting User Info Action is required from user that logged

the issue. Ticket cannot progress until
additional information is provided

On hold monitoring Put on hold by FIPS Support to monitor
e.g., to review if there are other instances
of the same / similar nature raised
Resolved FIPS Support will set a ticket to Resolved
when suitable action has been taken to
resolve the issue. Users can still update
Resolved tickets and FIPS Support can
reopen if required

Closed Tickets can be set to closed by users or
FIPS Support. Ticket handling is complete,
and issue is resolved. Resolved tickets will
automatically go to Closed status after 7
days of being at Resolved. Closed tickets
cannot be reopened or edited

- The standard options (email a link, refresh, export, etc) will be displayed in each view
within URH. These functions can be used as required — some standard options may
contain no information e.g., run report will be blank as there are no system reports
related to the URH function:

.
< & Show Chart  —+ New () Refresh [ Email a Link ‘ v Run Report B8 Excel Templates B Export to Excel ‘ ™ B Create view ‘ v

2. When the default view opens, each active request raised will be displayed with the following
column headers — name, title, requested by, request status, and created on:

SANDBOX ¢ + v e »

Refresh %! Email a Link ‘ V Run Report & Excel Templates @3 Export to Excel ‘ N B Create view ‘ Vv

<«

[ show Chart

00. My Active User Requests* - @ Editcolumns Y Edit filters Filter by keyword
O Namev Title ~ Requested By v Request Status ~ Created On | v

URH_FIPS-001121 Error with application @ TEST MA-TP 03. Work in progress 28/11/2022 11:16
URH_FIPS-001118 Issue with COC record @ TEST MA-TP 07. Resolved 23/11/2022 15:19
URH_FIPS-001117 Quick Create as TP @ TEST MA-TP 07. Resolved 23/11/2022 10:52

Individual Record Update e TEST MA-TP 07. Resolved 23/11/2022 10:49
URH_FIPS-001112 Error on Individual Search page @ TEST MA-TP 06. On Hold Monitoring 22/11/2022 15:14
URH_FIPS-001105 Incorrect IPP @ TEST MA-TP 01. Open 22/11/2022 09:15
URH_FIPS-001104 Pending Claims @ TEST MA-TP 02. Assigned 22/11/2022 08:43
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- To create a new ticket, click on +New on the top menu to open a blank request form.
- Toview the details of an existing ticket, click on the name field hyperlink to open.

The name field is automatically generated by FIPS to populate a reference number for the
request. This cannot be edited or changed by users

Raising a new ticket from the URH entity

Use the ‘+New’ button to open a blank form. The following message will be displayed each time a
form is opened via the URH entity:

North52 BPA X

You must save the User Request record before you can add attachements
or notes

- Click on OK to navigate past this notification

All fields marked with a red asterisk are mandatory and the form cannot be saved until these fields
are complete. A blank form is shown below:

¢ o BEswe & Ssefclose o New

ESTMA-TP | - ~

New User Request T
Owner Name = Request Status

General

Title

Details

Almost there

<  Font - sze - B ] U &« A = = e oy = Select Save to see your timeline.

Close Request No

£ Created On =

8 Created By

B Close Date B
Owner T R TEST MA-TP

FIPS Support team 23/11/2022



Skills
Development
Scotland

.
.
.
.
.
.
.
.

To submit a request form, complete the mandatory details.

- Input a title that provides a general summary of the request

- Inthe details section, input full details of what the issue is and any relevant participant
information that will enable SDS to investigate the ticket

- The URL field can be used to provide a link to a record in FIPS if required e.g., a link to a
specific participant assignment, an individual, a COC record etc.

< ot save |@" Save & Close New

New User Request - Unsaved

General
§ . o Notes
Title Issue with saving application details
Timeline
Details N
Hi
| am having a problem saving the application for the following participant - Andrew McAllan
The save function is not being displayed properly and | am unable to continue with the submission,
Can you assist?
& segeUl - 9 - B/ U £+ A- = = » [E]
UR|
Close Request No
£ Created On B
& Created By
& Close Date @
Owner “ R TEST MA-TP

- Once the details have been added, click on Save. To add an attachment or document to
the ticket, save must be clicked first. Once saved, the timeline section will become
active, and attachments or documents can be added here

- Use the paperclip to attach any relevant documents or screenshots

« B o Bsae @ Swveddose + New [3Desctvale () Refresh @ CheckAccess A Assign 8 Word Templates fill Run Report & Share

URH_FIPS-001123 - saved

@ TEST MA-TP URH_FIPS-001123 01. Open v
User Request B Owne " Request Statt

General Related ~ '

Notes
A Title Error on COC record
Details . Timeline Y =
ki =
Search timeline
The fellewing error is retumed when processing this COC - can you advise?
. & Enteranote i
hanks
Cindy —
| Add an al\n(h'ﬂem]
& t 2 B u
n Get started
URL 4. comymain. 2. @
Capture and manage all records in your timeline.
Primary Email TEST.MA-TP@skillsdevelopmentscotland.onmicrosoft.com
. Close Request No
8 Created On 28/11/2022 17:18
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- Toinclude any uploads, ensure “Add note” is clicked when attaching which will
successfully update the ticket

- Once the form is saved, the request status will go to Open. The request will now be
visible to Skills Development Scotland

- The FIPS Support team will use the Notes Timeline section to add comments / updates
and communicate with the requestor to resolve the ticket

Notes / Timeline

The notes timeline section is where comments, document uploads and updates can be
input. This is where the person raising the ticket can put additional information as
required and FIPS Support can provide updates. The timeline below shows an example
of comments between SDS and the user that raised the ticket:

Notes

Timeline + ¥

O Search timeline

& ctnier a note... @
@ Modified on: 13:56
= Note modified by 2 TEST SIA USER  Comment from SIA g W

That's great - | have spoken to the provider and advised them of the process. Thanks Gina

A v
@ TOded on: 1353 Comment from FIPS Support
= Note modified by % TEST FIPS SUPPORT USER S W
Hi Eva I've amended it now - can you try this again? [I've asked your SIA to check this too. Thanks Jo
View more ~
@ Modified on: 13:50 Comment from TP [ user that raised
= Note modified by % TEST MA-TP  the issue S m

Hi lynsey, | have included a screenshot of the issue below. Hope that helps! Thanks Eva

D Electris faultor

View more hd

- The timeline will hold a record of all the comments made by the user and SDS as well as
any documents attached e.g., screenshots.

- Any details input via the timeline can be edited or deleted by the user. To edit or delete
a note, use the icons highlighted below:

Notes

Timeline + v

£ Search timeline

il
fin

& Enter anote @
@ Modified on: 11:37
= Note modified by 2 TEST MA-TP g W

More info provided here
B~ Quick Create as internal user.jpg

View more Vv
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Sections of the request form

URH_FIPS-001033 - saved URH Support Team  URH_FIPS-001033 | 02. Assigned
User Request Owner Name Request Status

General Related

¢ Font - Size - B [ U & A- = =
B URL Get started
Capture and manage all records in your timeline.
Primary Email *  TEST.EF-TP@skillsdevelopmentscotland.onmicrosoft.com =z
B Created On 09/05/2022 iE 1408 Close Request No
& Created By R TESTEF-TP
& Close Date --- ]
Owner * " URH Support Team

- At the top righthand side of the form, the Owner, Name and Request Status will be
displayed

- The primary email field will be auto populated by the system when a form is submitted

- Allfields with a padlock symbol are auto populated by FIPS and cannot be edited

- Ifraising a request on behalf of a colleague, ensure you include this information in the
Details section. FIPS Support can then amend the owner of the record to that individual

- The ‘Close Request’ dropdown is located at the bottom of the form. This should be used
by the requestor when a form has been input in error or action is no longer required by
SDS. Setting the ticket to Closed will remove it from the FIPS Support view and no
further action will be taken. Once closed, users can no longer edit the request or make
further changes.
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Ticket Quick Create function

When navigating FIPS, users will have the ability to submit requests for support in other areas of the
system. For example, when in a Change of Circumstance record, if an error is returned, a ticket for
support can be submitted from this record directly.

On the main ribbon bar, use the “+” sign to access the user request option:

2 search

= ¢ B o @swe & saescose —New [§ Delete () Refresh € CheckAccess &5 Word Templates 12 share
&3 User Requests

Start Date - zulu romeo - September 2022 Test Training Company - MA - 2022 - GJ78 22-Waterproof Membrane Qo o
Roofing Systems (Construction) (Reinforced Bitumen Membrane Roofing)-SCQF 5 - <cved " e

Extensions Change of Circumstances

B Addtional Suppor Actions  General  Related

¥ Adopt A1 Appren

- Inthe screenshot above, a COC record is displayed as an example. The “+” icon is
available across most record types in FIPS.

- Click on the User Request option to open the form from within the record.

Quick Create: User Request

General

Title

Detalls

A condensed version of the form will be displayed on screen. Enter the relevant details — title and
details sections are mandatory. Provide information relating to the issue and include a link to the
record using the URL box if relevant. Screenshots can be added into the details section — use the
“Ctrl + V” function on your keyboard to paste a screenshot / snip into the details section.
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The screenshot below shows a completed request form using Quick Create:

Quick Create: User Request %

Tille " Emor on COC record

The following arrar is retumed when
processing this COC - can you advise?

n
Cindy

& segeur

URL https://sdsfipsuatermd.dynamics.c..

- once all information has been added, click on Save & Close. A confirmation message will
be displayed when submitted:

H Word Templates Run Report 1 e s
‘Your changes were saved. X

)22 - GJ78 22-Waterproof Membrane View Record

>CQF 5 - saved ~

Any tickets created using the Quick Create function will be visible in the URH entity in FIPS. Once a
ticket has been submitted either using Quick Create or from the URH entity directly, the ticket
lifecycle sequence will begin.

Ticket lifecycle

The ticket handling lifecycle is shown below. Once a ticket has been resolved for 7 days, it will
automatically go to Closed and no changes can be made. The ticket and timeline / notes section
become locked for editing and no updates can be made to the request.
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Tickets can be edited or
updated at Resolved
status and changed back
to an active status e.g.
Assigned. Once Closed, no
changes can be made and
the ticket is locked

/1'

yd

The timeline notes section will be
updated with any comments or
actions. The ticket will be set to

Resolved once complete. After 7
days, this is changed from
Resolved to Closed

Training Providers should use the

The views are setup to e e -
views to ensure efficient ticket

enable users to manage
tickets

management

System views (Training Providers)

User request ticket is raised by

FIPS user and status goes to Open

FIPS User Request
Handling (URH)

At Open, no action
has yet been taken by
SDS. Once reviewed,

the status of the
.

\ ticket will be updated

FIPS Support process the ticket

and change the status to
Aszigned

Status may go to Work in
Progress, Awaiting User
Info, Awaiting Follow Up
Date, On Hold Monitoring,
Resolved or Closed

The status of the ticket will be
updated by FIPS Support

depending on the progress of the
ticket

The table below provides information on the standard system views in the URH entity and what

these are for.

View Name

| What the View Shows

00. My Active User Requests

Requests raised by the user that are not Closed
(e.g., Open, Assigned, In Progress, Resolved etc)

01. All User Requests Made by Me

All requests raised by the user including
Resolved and Closed (e.g., all statuses)

02. All User Requests Made by Me and My

All requests raised by user and team (e.g., all
users within an organisation) including
Resolved and Closed tickets

03. User Requests Awaiting Information

Tickets that have been actioned by SDS - set to
Awaiting User Information status and the
requestor must now review / provide relevant
information on the ticket via the timeline to
progress the request

04. User Requests with New Notes

Tickets that have had comments or updates in
the last 2 days. Users should now check to
ensure all updates have been seen

05. Closed User Requests

Shows all tickets that are now closed
(complete) no changes can be made, and the
status cannot be changed. These tickets are

locked
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» The system views should be used to manage the tickets efficiently. The first 3 views contain
tickets raised by a user or group at various statuses. These have been split into 3 separate
views for ease of use. The default view “My Active User Requests” should be used as the
main area where users can view, update, and manage active requests. Closed tickets will not
be shown in this view as these are not ‘active’.

> Views 03 and 04 are for ticket management purposes — the Awaiting User Info view will
display any requests that have been set to this status by SDS. No action will be taken by FIPS
Support while a ticket is at this status. The responsibility is on the user to ensure these are
reviewed and any additional details or information provided which will enable the ticket to
be progressed as soon as possible. Once additional information has been received, the
status will be changed from Awaiting User Info to a different status which will remove the
request from the 03 view.

» View 04 will display any ticket that has had notes added to the timeline within the last 2
days. After this time, the ticket will no longer show in this view. Training Providers should
use the My Active User Requests view as the central place to manage all active requests,
ensuring they are checked regularly for any updates or comments.

Personal views

Users can create their own views using the Create View button or the Advanced Find filter and save
these. The standard views should provide enough detail in the first instance however additional
fields etc can be pulled in when creating a personal view, if required for management information
purposes.

The screenshot below highlights the Create View and Advanced Find function:

| = SANDRBOX

&  [EFlshowChat —+ New () Refresh % EmailalLink | Run Report & Excel Templates @3 Export to Excel |
02. All User Requests Made by Me and My Team [ Edit columns 7 Edit filters Filter by keyword

O Titlev Request Category ¥ Requested By v Request Status Status Updated On Created On | Modified On

Change of Cires issue @ TEST MA-TP (Offline) 08. Closed 28/11/2022 11:32 28/11/2022 11:19 28/11/2022 11:32
Error with application @ TEST MA-TP (Offline) 03. Work in progress 28/11/2022 15:56 28/11/2022 11:16 28/11/2022 15:56
Individual record update @ TEST MA-TP (Offline) 08. Closed 23/11/2022 15:37 23/11/2022 15:24 23/11/2022 15:37
Issue with COC record @ TEST MA-TP (Offline) 07. Resolved 25/11/2022 09:44 23/11/2022 15:19 25/11/2022 09:44

Users should make use of all the standard system views for ticket management purposes as well
as management information (reporting) if required. For example, users can export tickets to excel
for internal reporting purposes. There are additional support materials available for URH that
users should make use of.
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