Issue and Sub-Issue Types

(All Tickets/All Clients)

Account
Access/permissions
AD/Azure
Deactivate User
EMR

Lockout/pwd reset
Mobile/Cell

Modify User
NewUser
Onboarding

AlertsAlerts
General

Application
Adobe

Citrix

Configure

General

Google Chrome
Google Workspace
GoTo Phones
Install

MS Onedrive
MS Outlook
MS Outlook
MS Powerpoint
MS Sharepoint
MS Teams

MS Teams Phones
MS Word
Troubleshoot
Uninstall
Updates

Backup & DR
Archive
Audit/Report
Backup & DR
Decommission
Deployment
Exercise
Maintenance
P2V/V2V
Replication
Restore
Seed/Roundtrip
Snapshot
Troubleshoot

Cloud

AWS

Azure

GCP

General

Google Workspace
Licensing
Microsoft 365

Collaboration & loT ~ Customer

AWS

Azure

GCP

General

Google Workspace
Licensing
Microsoft 365

Asset Management
Change
Circuit/ISP
Decommission
Discovery
Documentation
General
Offboard
Onboard

Site Survey
Tools Install

Facilities
AV/Conf Room
Intercom/Paging
Network Cabling
Rack/Cage
Security Camera
UPS/PDU

Hardware
Configure
Credit Card
Decommission
Destruction
Fax

General
Label Printer
Macbook
MFP/MFC
New Setup
Part Replacement
PC Desktop
PC Laptop
POS Terminal
Printer

RMA
Scanner
Smartphone
Tablet

Thin Client
Troubleshoot

Healthcare

Clinical Apps - DOXY
Clinical Apps - HealthNote
Clinical Apps - MIM Cloud
Clinical Apps - MIM Viewer
Clinical Apps - Patient Portal
Clinical Apps - Phreesia
Clinical Apps - QS1

Clinical Apps - Vita Axis
EHR - Allscripts.

EHR - eClinicalWorks

EHR - Elation

EHR - Faxing

EHR - gGastro

EHR - Imaging

EHR - Interface

EHR - Mosaiq

PM - Allscriots

PM - Athena

Network
Circuit/ISP
Configure
Decommission
Deploy
Firewall
General
Maintenance
Outage
Performance
SDWAN
Subscription
Switch
Troubleshoot
Update

VPN

Wifi/AP

Operating System  Policies
Configure Operations
General Security
Install sop
License

Troubleshoot

Update

Security
Compliance

Data Retention
Digital Forensics
Encryption
General

Malware

Media Destruction
Mitigation
Network
Permissions

Risk Assessment
Social Engineering

Server SOoP TBD Vendor
Citrix Asset Management TBD General
Configure Change mar Of ing
Datacenter Documentation Onboarding
Decommission Support
Disaster Recovery

General

Maintenance

Phone/PBX

Provision

SAN/Storage

Troubleshoot

Unix/Other

Updates

VMWare

Windows Server




TOI Incident Selections

Application

Hardware

Outage

Software

Classification

(Used for Break Fix)

Sub Classification
Application_8x8
Application_Brivio_Keycard
Application_Chrome
Application_Docebo
Application_Dragon
Application_Efax_1
Application_IKM
Application_Outlook
Application_QS1
Application_RingCentral
Application_Sage
Application_Sharepoint
Application_Teams
Application_TPX
Hardware_DeskPhone
Hardware_Desktop
Hardware_DockingStation
Hardware_Headset
Hardware_Ipad
Hardware_Keyboard
Hardware_Laptop
Hardware_MobilePhone
Hardware_Monitor
Hardware_Printer
Hardware_Scanner
Outage_Centricity
Outage_IKM

Outage_ISP
Outage_Network

Outage_Outlook _Exchange

Outage_Parallels
Outage_Power
Outage_RD-Pharma
Outage_UPS
Software_Adobe_Creative
Software_Efax
Software_Email
Software_Microsoft_Office
Software_Mimecast
Software_MSProjects
Software_Onedrive
Software_Proofpoint
Software_Salesforce
Software_Smartsheet
Software_Snagit
Software_VPN

Component
Application_Access Issue - Reset/Unlock
Application_ChartMerging
Application_dial/receivingcalls
Application_Freezing
Application_Kicked Out
Application_Not Loading

Hardware_Missing/Locate
Hardware_Not Connecting
Hardware_Replacement
Hardware_Vendor Services

Software_Not Receiving
Software_Other
Software_Phish Exercise
Software_Phish/Spam Email



TOI Service Request Selections

(Used for Planned Maintenance)

Type

Call Forwarding Request

Hardware

LOA (Leave of Absence)
Provision New Account
Software

Subtype

Access_8x8

Access_AD
Access_Brivio
Access_Centricity
Access_Distribution_List
Access_Docebo
Access_Docusign
Acces_Dragon
Access_Efax

Access_IKM
Access_Lynx
Access_MapDrives
Access_Onedrive
Access_PowerBi
Access_Qsl

Access_Sage
Access_VPN
CallForward_3CX
CallForward_RingCentral
CallForward_Spectrum
CallForward_TPX
Hardware_DeskPhone
Hardware_Desktop
Hardware_DockingStation
Hardware_Ipad
Hardware_Keyboard
Hardware_Laptop
Hardware_Laptop_Backpack
Hardware_Laptop_Briefcase
Hardware_MobilePhone
Hardware_Monitor
Hardware_Printer
Hardware_Scanner

LOA

Provision New Account
Software_Smartsheet

Component
Access_Add
Access_ExtendLicense
Access_ModifyRole
Access_NewsSetup
Access_Password
Access_Remove

Call Forward Emergency
Call Forward Holiday
Call Forward Townhall

Hardware_New Install/Setup
Hardware_Refresh
Hardware_Upgrade

Software License
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