Adding Information to the 

Customer Groups/Preferences Tab
Introduction:

Groups replaced Roles in Remedy.  Permissions to use the feature are restricted to senior IT staff at NIH.  Contact your supervisor if you wish to be given permission to use this feature, or modify the text of an existing Group and have a Request sent to the Helpdesk.
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To perform any of the tasks below, you must be a member the Customer Group Admin (Customer Groups) or Customer Preference Admin (Customer Preferences) permission groups or CustomerGrpPref (both Customer Groups and Customer Preferences).
A. Creating a Group

	Step
	Instruction

	A-1 
	In search mode, go to the CIT Customer Database (Customer Database) form.
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	A-2 
	Click on the Add Group button.  
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	A-3 
	The Configure Customer Groups form will open.
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	A-4 
	In the Configure Customer Groups form, 

For Global Groups:

a. In the Group Name text box, enter in the name of the new Customer Group.
b. In the Group Type field, leave the default of Global.
c. Leave the IC field blank.
d. Add comments in the Comments field if necessary (Note:  The text entered into the Comments field will show in the Customer Group table on the Customer Groups/Preference tab on the Customer Database form, Service Ticket and the Dialog-CustomerGroup dialog box.)

e. Add a tip in the TIP field if necessary.  (Note:  The TIP field entries will show on the Assignments tab on the Service Ticket form.)
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	For IC Specific Groups:

a. In the Group Name text box, enter in the name of the new Customer Group.

b. From the Group Type menu, select the appropriate ICl.
c. From the IC menu, select IC Specific.
d. Add comments in the Comments field if necessary (Note:  The text entered into the Comments field will show in the customer group table on the Customer Groups/Preference tab on the Customer Database form, Service Ticket and the Dialog-Customer Group Dialog box.)Add a tip in the TIP field if necessary.  (Note:  The TIP field entries will show on the Assignments tab on the Service Ticket form.)
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Please note that neither the Comments or TIP fields are required to create a Customer Group.

	A-5 
	Click on the Add button. 

	A-6 
	The Configure Customer Groups form will close.


B. Creating a Preference

Due to legal implications, this feature will only be available to the Remedy Team.
	Step
	Instruction

	B-1 
	From the File menu, select Open, and then select Object List…” From the resulting list, choose the Configure Customer Preferences form.
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	B-2 
	In the Preference Category, select or type in a new category.
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	B-3 
	In the Preference Type, select or type in a new type.
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	B-4 
	In the Preference Item, select or type in new item.
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	B-5 
	From the Status menu, select Active.

	B-6 
	Click the Add button.


C. Creating a Relationship between a Customer and a Customer Group

	Step
	Instruction

	C-1 
	Search for the customer in the Customer Database form by typing Last Name, First Name and pressing Enter or Find Customer button.  (Note:  If you select Search from the upper right hand corner, the Customer Group Sting field (hidden field) will not populate correctly.  This field is used for reporting.)
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If the customer already has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	C-2 
	Go to the Customer Groups/Preference tab.
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	C-3 
	Click on the Add to Group button.  The Configure Customer in Groups form opens.
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	C-4 
	Select a Customer Group from the Group Name field.  Any user that has been added to this group will show in the table below this field.
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	C-5 
	Click on the Add button.  
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	C-6 
	The Configure Customer In Groups form will close and the selection will show in the Customer Group table.
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	C-7 
	When the Configure Customer In Groups form closes and the selection shows in the Customer Group table, the following message will appear (when adding from the Customer Database form only):
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D. Creating a Relationship between a Customer and a Preference
	Step
	Instruction

	D-1 
	Search for the customer in the Customer Database form.
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If the customer has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	D-2 
	Go to the Customer Group/Preference tab.
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	D-3 
	Click on the Select button.  The Customer Preferences form opens.
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	D-4 
	Select the Preference Category.
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	D-5 
	Select the Preference Type. 
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	D-6 
	Select the Preference Item (Note:  Preference Item is not required.  It is hidden unless the Preference Category “Hardware” is selected.)
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	D-7 
	Click on Add.  The Customer Preferences form will close and the selection will show in the Customer Preferences table.  (Note:  You will need to scroll to the right to view certain Customer Preferences such as Mouse, Left.)
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E. Removing a Relationship between a Customer and a Customer Group

	Step
	Instruction

	E-1 
	Search for the customer in the Customer Database form.
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The Dialog-CustomerGroups dialog box will open.
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	E-2 
	Go to the Customer Groups/Preferences tab.
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	E-3 
	Highlight the Customer Group to be removed and click on the Remove from Group button.
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	E-4 
	When the Configure Customer In Groups form closes and the selection no longer shows in the Customer Group table, the following message will appear (when removing from the Customer Database form only):
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F. Removing all Relationships between a Customer and Customer Groups

	Step
	Instruction

	F-1 
	Search for the customer in the Customer Database form.
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	F-2 
	Go to the Customer Groups/Preferences tab.
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	F-3 
	Highlight a Customer Group from the table and click on the Remove from All Groups button.
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G. Removing a Relationship between a Customer and a Preference
	Step
	Instruction

	G-1 
	Search for the customer in the Customer Database form.

[image: image34.jpg]i 2REC G CUSInmuE Databues,

REENEG [On:

Last Name FN_[FistNamel  Midde Neme PvereuedName Lname2

Phone Ed_ Diganization O1g Unit Emai MK St

g:nevsﬂunﬂuﬂhhev UriName.

Buiding

Uit

Long Org/Division

Fitere
OFF

Hot News. Queries

Click an apprapriate tabis for mare infarmation.
Black-labeled tats cantarn eld graups.
Blue-fateled tatis cantain search results

Page1 | Page2 | Page3 | NED Fields

T e

Yes C Mo
#OpDiv

e 2mpVIP © Yes © No  Customer Graup Siing





If the customer has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	G-2 
	Go to the Customer Groups/Preferences tab.
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	G-3 
	Highlight the Customer Preference to be removed and click on the Remove button.
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H. Removing all Relationships between a Customer and Preferences
	Step
	Instruction

	H-1 
	Search for the customer in the Customer Database form.
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If the customer has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	H-2 
	Go to the Customer Groups/Preferences tab.
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	H-3 
	Highlight the Customer Preference to be removed and click on the Remove all Preferences button.
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I. Restoring a Relationship between a Customer and a Customer Group

	Step
	Instruction

	I-1 
	Search for the customer in the Customer Database form.
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If the customer has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	I-2 
	Go to the Customer Groups/Preferences tab.
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	I-3 
	Click on Add to Group button.  The Configure Customer in Groups form opens.
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	I-4 
	Select the group from the Group Name field.  If the customer has had a previous relationship established with the select Customer Group, the table will show the Customer’s Inactive Group Membership.
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	I-5 
	Select the group and click on the Restore button.  The Configure Customer In Groups form will close and the selection will show in the Customer Group table and the following message will appear (when adding from the Customer Database form only):
[image: image47.jpg]This record has been updated by anather user sine you retrieved I, (ARWARN 1203)
Saving your changes wil overwrits the changes mads by that user. Do you wank ta save your changes?

5








J. Restoring a Relationship between a Customer and a Preference

	Step
	Instruction

	J-1 
	Search for the customer in the Customer Database form.
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If the customer has a relationship established with a Customer Group, then the Dialog-CustomerGroups dialog box will open.
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	J-2 
	Go to the Customer Groups/Preferences tab.
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	J-3 
	Click on the Select button.  The Customer Preferences form opens.
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	J-4 
	Highlight the Customer Preference from the table on the form.
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	J-5 
	Click the Restore button.  The restored Customer Preference will appear in the Customer Preference table.
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K. Creating Relationships using the CIT Service Ticket

The above instructions can also be used on the Service Ticket form.  If the customer does not have any previous relationships established, the Customer Groups/Preferences tab will not appear on the ticket.

To create or restore a relationship after a ticket has been opened, click on the Customer’s Rec button.  This will open the Customer Database form.  Create or restore the desired relationship.  Press the F5 key to refresh the ticket so that the Customer Groups/Preferences tab will appear.  Please note that although the relationship has been created/restored between the customer and the Customer Group, the new/restored relationship between the customer and the Customer Group will not be stored on the current ticket. 
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