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Reminder

= PLEASE KEEP YOUR PHONE ON MUTE UNTIL YOU WANT TO
ASK A QUESTION

= QUESTIONS AND COMMENTS ARE WELCOME
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References

The Policies, Procedures and Guidelines remain the same...only the tool
has changed.

= NISN-SOP-0002 (NISN SOP for Trouble Reporting, Activity
Scheduling, Mission Freeze, and Major Outage Notification)
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CSONS Overview

= The Communication Service Office (CSO) Notification System (CSONS) is
the replacement for our current AOPNS and MONS notification systems
which have reached end-of-life status

= CSONS is a ‘service based’ custom application within the NITSM
Remedy tool

= |tis designed to support the dissemination of technical notifications for:
v' Outages associated with CSO Corporate and CSO Mission only
v" Planned activities related to Infrastructure/services of CSO
Corporate, CSO Mission, CSO Russia and MSFC CIO Agency
Applications Office (AAO)

CSONS is scheduled to go-live September 26, 2016
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. Definitions
‘i

= An ‘Outage’:
An unplanned failure or temporary interruption that impacts the
usability or functioning of a production or support service.
An ‘Activity’ is:
A planned operational, maintenance or upgrade action associated with

a carrier or internal facing production or support service that has the
potential to produce a temporary interruption of service.
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CSONS Outages

What s New and Different

= CSONS Access Point

= Linking an Outage to an Incident
= Permissions

= Key Field Changes

= Templates
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& What's New and Different
L CSONS Access Point

- NITSM (Remedy) will be used to create, update and distribute Outage

notifications (CSO Corporate and CSO Mission only)

To access CSONS and create, update and send Outage notifications, you will log in to NITSM (Remedy) using
your normal NITSM login process. SSO will provide login verification, and once you are verified you will be
taken directly to the IT Home Page Overview Console. Note: Outage information will NOT display in the IT
Home Page Overview Console.

9/12/2016 CSONS Primary User Training




NASA

B What's New and Different
C | O 3 Inking an Incident to an Outage
N

- In CSONS, an Outage cannot be created without an associated Incident (aka the
‘triggering’ Incident)

- The ‘CSONS tab’ of the triggering Incident will be used to enter, update and send
the Outage information

.--"n 'r- h = - . In. it Closure

Incident ID™+ |INCUUJDDDT324E& >_>J\ \wlork Detail | Categorization = Tasks = Relationships | Date/System | CS0ONS
Company™ [Mission_IT_COMMSSVC ~| Te’_“p'at_e | ~=O

Customer*+ [Culley. Angela O RG Notification Type”  |New | 7 TimeReported

Contacts | Outage Type  [Informational ~|  [przoss.mwrm | |E

e,

—y o i — -
. Loc_Services™ Mizzion Intemal-Timinge = o
p . . J @ Davam Time
Maotes CSONS 051 Mission - Create | | = Link_Services EB36EB3BEEIT. = |&-‘13.QCI1E 5:10:00 FM &

and Send an New Dutage

o

Mesfiration (Miltinle v Outage Impact |GSFC Campus Base-wide F 5 UgTime
Template+ | < Outage Summary” [Avis Nesbitt CSONS 051 | | = | [=]
Surnmary™ |CSDNS 051 - fwis Neshitt = Outage Message IThe GSFC Campus expeniel =
. A
' *  |lssue Status Impaired -
Sernce™+ |Missi|:|n Dedicated Data j (=1} | J
Cutage Reason |GSFC Zampus has loss one Send
C|+ | j —
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—> To create, and update Outage information you must:
 Be a member of the triggering Incident’s Assigned Group*+

Incident 10"+ INCO0000075474 -
Assigned Group™+ | j
ignes+ | j =} @

—> To send or resend an Outage notification you must:
 Be a member of the triggering Incident’s Assigned Group*+, and

 Have ‘CSONS Outage Creator’ permission listed in your NITSM profile

Work Detsil Categorization  Tasks | Relationships | Date/System | CSONS | /f Work Detail | Categorization Tasks Relationships | Date/System | CSONS |
Template j ﬂ CustOps E Has ‘CSONS Template j = I
Netiication Type* 7| TimeReported Outage Creator’ Notfication Type" ] TimeReportsd
Outage Type - E =] permission OuageType | o ]
Loc_Services™ = DownTime Loc_Services™ = DawnTime
Link_Services = E Link_Services | = E
Outage Impact J UpTime Outage Impact 5 UpTime
Cutage Summary” | ﬂ E DoeS NOT have QOutage Summary” | 5 | E
Cutage Message j ‘CSO N S O utag e Cutzge Message 5
Issue Status | J Creator’ Issue Status j
Outage Reason Send perrﬁ |S§|0n Outage Reaszon
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gating Your NAMS CSONS Outage Creator
Permission Request

Mission

—> Primary users will request NITSM ‘Outage Creator Permissions’ using the NASA
Access Management System (NAMS)

Soditch, Barbara Je...
Y NAMS - - -
| NASA Access NAMS + Identities ~ Credentials - Links - S
M A X Management System Need help?
Your NAMS b 3
Requests Your NAMS Requests
eq
Other People's NAMS New Request Q | Type 3 ormore characters  Type All [v] center Al [v]
Requests

Request Sponsor: Comer, Mark Lee change
Requests You've

Made for Others Current Access

AGCY Collaboration Services_Instant Meeting Audio Conference ~ Modify Access Close Access Recommend

Frovisioned 07/02/2014

AGCY CSO NICS SharePoint ~ Modify Access Close Access Recommend

to view the details of requesting “Outage Creator Permissions” via NAMS.

NOTE: You must have access to NITSM in order to be granted NITSM ‘Outage Creator Permissions’. If you

do not currently have NITSM access, please go to the NITSM Training Portal and view the following
documents: ‘NITSM Access’ and ‘NITSM NAMS Roles Defined’
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https://nams.nasa.gov/nams

What's New and Different
Updated Outage Form

The Outage form has been updated. Field labels have been modified, and new
fields and functionality added.

Old MONS Outage Form New CSONS Outage Form

Create Mission Outage Work Detail _Categorization _Tasks _Relationships _Date/System | CSONS
Notice Status: Draft Tomplste | j 5 @ CustOps
Motification Type” - | TimeRe
Initial/Update/Final: * v 'DLI'IBQE T}ﬂe - | | E]
Email Subject Line: * Loc_Senices” | §I @ DownTime
NITS Ticket #: * Link_Senaces | ﬂ | E
Reporting Entity: * Qutage Impact ﬂ UpTime
Time Reported: * iy | " optional | GMT Outage Summan,” ﬂ| |
Time Down: *  midyyyy | * optional | GMT Outage Message ﬂ
Time Up: sty | * optonal | GMT Issue Status j
Outage Reason Send

Sites Affected: *

Services Affected: *

Reason for Outage:

Misslon Impact / 4
Potential Mission Impact:

Menu | Save Dm[l___&_F_'le_m}j._‘
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éﬁﬁl ® * Key Field Changes
-~ MONS to CSONS

¢ The old MONS ‘Initial/Update/Final‘ field is replaced by the CSONS Notification Type’. This is a required field
and is used to identify the transition of the Notification during the Outage’s lifecycle. Options are: New, Update,
Correction or Final.

¢ The CSONS ‘Outage Summary’ field replaces the old MONS ‘Email Subject Line’. The CSONS Outage Summary
field, will be used to document the Reporting Entity, the Sites Affected and the Link Numbers associated with the
Outage. The Outage Summary field is a required field and must have an entry in order to save or send the
Outage. The Outage Summary field is limited to 254 characters.

¢ The old MONS ‘NITS Ticket Number’ field is replaced by the CSONS trigging Incident’s ‘Incident ID*+’. The
Incident’s ID number will automatically be posted into the title of the Outage Notification, and will also appear in
the INC field in the text of the notification.

¢ The information previously placed in the MONS ‘Reporting Entity’ field will now be added into the CSONS ‘Outage
Summary’ field.

¢ The MONS ‘Time Reported’ field remains available in CSONS. It will continue to be used to record the time that
the outage was identified/received. The functionality of the field has not changed, however, please note that the
time component will display using the Outage Creator’s time zone unless the Outage’s creator has been granted
GMT permission in their NITSM profile.

¢ The CSONS ‘Down Time’ field replaces the MONS ‘Time Down’. The functionality of the field has not changed,
however, please note that the time component will display using the Outage Creator’s time zone unless the
Outage’s creator has been granted GMT permission in their NITSM profile.

9/12/2016 CSONS Primary User Training “ “
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NASA

C | O ‘ Key Field Changes

~ MONS to CSONS

¢ The CSONS ‘Up Time’ field replaces the MONS “Time Up’ field. The functionality of the field has not changed,
however, please note that GMT is not an available option in CSONS. The functionality of the field has not
changed however, please note that the time component will display using the Outage Creator’s time zone unless
the Outage’s creator has been granted GMT permission in their NITSM profile.

¢ The MONS ‘Sites Affected’ and ‘Services Affected’ fields have been replaced by the CSONS ‘Loc_Services’ and
‘Link_Services’ fields (Mission only).

¢ The MONS ‘Issue Status’ field has not changed. It will continue to be used to define the category of the outage.
Options are: Impaired, Loss of Redundancy, Isolated, Down Hard, and Up. Note: If the defined menu options are
not applicable to the Outage, manual entries may be added into the Issue Status field. Manually entered
information will not be added into the field’s associated menu, but will be posted into the Outage and the
Outage’s notification.

¢ The 'Outage Type’ field has been added, and will be used to identify the class of the outage. Options are: Major
or Informational. The perimeters for determining a Major vs Informational Outage Notification will remain the
same as those followed under MONS.

¢ The ‘Notification Type’ field has been added. This field is about the status of the notification, not the outage.
Options are: New, Update, Correction or Final. Select ‘New’ when you are sending your original notification.
Select ‘Update’ or ‘Correction’ when you are adding or changing information in your original notification, and
select ‘Final’ when the Outage has been resolved and you are sending you last notification.

9/12/2016 CSONS Primary User Training “ “ 13



NASA

¢ The ‘Outage Impact’ field replaces the MONS ‘Mission Impact/Potential Mission Impact’ field. It is used to
provided detailed information describing how the outage is affecting customers and their associated services.
The Outage Impact field is limited to 600 characters.

¢ The ‘Outage Message’ field will be used as a running log to record information about the work being done to
resolve the Outage. Entries in the Outage Message field should be similar in content to the type of information
generally placed into an Incident’s Details tab. The Outage message field is unlimited in size.

¢ The MONS ‘Reason for Outage’ field has been replaced by the CSONS ‘Outage Reason’ field. The CSONS Outage
Reason field is currently limited to 254 characters, but will be enhanced to allow unlimited data entry shortly after
go-live. Information entered into the CSONS Outage Reason field will continue to be the same content and level of
information that was provided in the old MONS Reason for Outage field.

¢ The ‘Outage Notification Log’ has been added, and provides a record of the distribution of the outage
notification.

¢ The ‘Save as Draft and Preview’ button has been removed. To save and review your information you will use the
Incident’s ‘Save’ button. Once the CSONS Information is saved, it becomes a permanent part of the Incident, and
can be updated at anytime up until the Incident has moved into the status of ‘Closed’. Note: A preview of the
actual created Outage notification is not available in CSONS.

9/12/2016 CSONS Primary User Training
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3 .
S \What's New and Different

N\ Templates

NASA

CAO

—> CSONS allows the creation of ‘reusable’ Templates to complete fields on the
Outage form with predefined information. To create a template:

Step 1: With an Incident open on your
/Step 2. Enter a name for\ screen, click to open the CSONS tab.
your template. Note: The
use of created templates is
NOT limited to the person
or group that has created
them. For this reason,

make sure that the name

Step 4: When you \
have completed your

Template |H.ECLI ming \Weekly Mainteng) :

of your template clearly Notification Type™  [New L field entries, save your
e hat th : P template by clicking
ol IeS_W 2l L= Outage Type ||nf-::-rrnat||:una| ﬂ | the ‘Green Action
template is to be used for. Lo Semioes® | J @ button’. The template
oc_Services = e .
e —  Pouwnlime will be added to the
ink_Services | ﬂ | E Template field’s menu,
- = e e el o soe
Outzge 5 = )
Step 3: Complete 20 Summan/ | J| E Note: To save the
field information that Outage Message | ﬂ template, make sure to
is required for your lssue Status | j (Isllgk I\TgeT Cc;:rl(_el(g]Kb%t—ti(l)En.
template.
Outage Reason | Send SEND BUTTON OR
THE INCIDENT"S
QAVE BUTTON. /
9/12/2016 CSONS Primary User Training B B




NASA

- To use a template:

‘ f

‘ Selecting a Template

Step 3:
Enter
additional
field
information

9/12/2016

CSONS

Step 1: With an Incident open on your
screen, click to open the CSONS tab.

=0

as required.

Template |
Motfication Type®
Cutzge Type

Loc_Servicss™

Link_Serices

(NLNENEY

Cutzge Impact

Cutzge Message

|ssue Status

|
|
|
|
Outage Summary” |
|
|
|

Cutzge Reason

General Notification Template
Informational Netification
Low or Mo Impact Qutage
Major Outage Motification
Recurring Weelkhy Maintenancf_{

B l6f\ @

Send

//Step 2: From the Template

field’s menu, select the template
that you want to use.
Information from the template
will populate the Outage form.

CSONS Primary User Training

Step 4: Click
the Send
button to
send your
notification.




NASA

C | O . s for Using a Template

Tip #1

Tip #2

Tip #3

Tip #4

Tip #5

9/12/2016

Templates are ‘general access’. Once a template is created it can be
used by anyone who needs to create an Outage.

Make sure give your template a name which clearly describes what the
template should be used for.

If the template you are creating is specific to only your group, make sure
to indicate that in the name of the template.

After you select a template, review the pre-populated fields to ensure
that you have picked the correct template. If you have made an
incorrect selection you need to go to each field and delete the
information, or you without saving or sending the Outage, you can exit
out of the Outages triggering Incident.

Remember that other people can use the same template, and never
click the Template field’s Green Action button unless you consciously
want to change the Templates pre-populated information.

CSONS Primary User Training “ “ 17
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CHO

The Notification Type Field

Work Detaill  Categonzation Tasks Helationships  Date/System |':5':”""IS |

/The ‘Notification Type' field Templats MIEL*
|
w

replaces the old MONS Motification Type®

‘Initial/Update/Final’ field - New

and is used to document Outage Type = Update =]
the transition of the Loc Services® _ E‘;:rft'ﬂ"

Notification during the _ _ (clear) I
Outage’s lifecycle. Link_Senices =i : |

OptIOI’)S. are: N.ew, Update, Outzge Impact =| T
Correction or Final. — plime
Outage Summany™ = | B
The information in the — o
Notification Type field will Qutage Message =
appear in the subscribers lzsue Status -
notification. This is a —
required field and must Outage Reason Send
have an entry in order to
save or send the
notification.

- /
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NASA

" The Outage Type Field
S

The 'Outage Type’ field is a Work Detail ~Categorization Tasks Relationships = Date/System | CSONS |
new field, and is used to —
identify the class of the Template j ﬂ @
outage. Options are: Major or Notification Type® -
Informational. J l'Iin*eHepnrted
Outage Type N |
_ Major —
Loc_Services Informational
Link_Services (clear) |
Outage Impact i UpTime
Outage Summarny” = | |
Cutage Message =
|zsue Status -
Cutage Reason Send

To view the full criteria for determining whether an outage should be listed as
Major or Informational view the NISN-SOP-0002

BRI =

9/12/2016 CSONS Primary User Training




KI' he ‘Loc_Services*’ \

and ‘Link_Services’
fields replace the old
MONS ‘Affected
Sites’ and ‘Affected
Services'’ fields. They
are required field’s
and must have an
entry in order to save
or send the Outage.

Entries in these fields
must be selected from
the field’s associated

Qenu. /

9/12/2016

N

/

The Loc_Services

& and Link_Services Fields

‘Worlk Detaill = Categonzation = Tasks  Relationships = Date/System |':5':|N5|

Template

Motrficaton Type”

4

Outage Type

4

MISIE+

TimeReported

Loc Services”

©

Link_Serices

Outage Impact

Outage Summany™

Outage Message

|ssue Status

COutage Reason

RN

Down Time

UpTime

Send

CSONS Primary User Training




CAO

//T he ‘Loc_Services*’ field
will be used to identify
the type of service that is
being impacted by the
outage.

In the Mission
environment, the
selection in the
Loc_Services* field is
informational only, and
does not impact the
selection of the
‘audience’ that will
receive the notification.

Loc_Services* entries will
be selected using the
‘Green Action Button’.

This is a required field,
and must have an entry in
order to save or send the
outage.

9/12/2016

\ 3
NASA .

Work Detall | Categonzation Tasks = Relationships | Date/System |':5':|N5|

Template j 5 @

Motrficaton Type”

4

TimeReported

| a
@ DownTime

4

Outage Type

Loc Services”

[l
[=]

Link_Serices

Outage Impact UpTime

Outage Summany™

Outage Message

|ssue Status

RN

COutage Reason Send

CSONS Primary User Training



NASA

C - Ihe Link_Services Field

ﬂhe Link_Services* field\ . o e ,
will be used identify the \work Detail Categorization Tasks Relationships = Date/System | CS0Ns |_
‘audience’ that will Template - | =
receive the notification. o . J J @
Nofification Type il TimeReported
Link_Services* entries will
— Outage T -
be selected using the ‘Green o= TEE — E
Action Button’. \ Loc_Services™ = @ DownTime
This is a required field, and Link_Services = El
must have an entry in order 0 | _ o
Qsave or send the outage. utage Impact = | UpTime
Outage Summary” = El
Outage Message =
|ssue Status -
COutage Reason Send

9/12/2016 CSONS Primary User Training
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CAGHE Using the

vices and Link Services Fields

‘Work Detaill  Categonization | Tasks = Relationships

Template |

Motification Type®

Outage Type

|
|
Loc_Services™ | = Sel Mission  Jntemal ~]
|
|

Link_Seraces = Select Location/Services

COutage Impact

14 of 14 results Fefresh
/ l:l Loc_Service
[ Mission Intemal-Cabling
Mizsion Intermal-Closad Circuit Telewvision (CCTY)
Mission Internal-Dedicated Data
Miz=zion Intermal-Domain Mame Senice (DNS Entry)
Mission Internal-Launch Video Support
Mission Intermal-Media Recording/Duplication
Mizszion Intermal-MOWVE Keysets
Mission Internal-Routed Data
Mission Internal-Security
Mizzion Intemal-Source Destination Codes
Miz=zion Intermal-Timing
Mission Internal-Video
Mission Intermal-\Voice
Mizssion Intermal-Wide Area Netwaork (WA

When the Loc_Services ‘Green Action
Button’ is selected, the ‘Select
Location/Services’ dialog displays.

Save Cancel

9/12/2016
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NASA

N\

The Mission

¢t Location/Services Dialog

The Select Location/Services dialog contains two menus.

CS0ONS Location Service Selection

Sel Mission Fnt&mal -

Select Location/Services

14 of 14 results Refresh

I:l Loc_Service

[ Mission Intermal-Cabling

Mission Internal-Closed Circuit Telewvision (CCTV)
Mizsion Internal-Dedicated Data

Miz=ion Internal-Domain Name Service (DNS Entry)
Miz=zion Internal-Launch Video Support

Miz=ion Internal-Media Recording/Duplication
Miz=zion Internal-MOVE Keysets

Miz=zion Internal-Routed Data

Mizszion Intermal-Security

Mizsion Internal-Source Destination Codes
Miz=zion Internal-Timing

Mizsion Internal-Video

Mizsion Internal-Yoice

Mizsion Internal-\wWide frea Mebwork (WAMN)

Save Cancel

/Note: To move\

between the
menus, click the
Sel Mission
dialogs menu
icon, and select
a menu option
(for example,
‘External’ from
the displayed list.

\ /

9/12/2016
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Sel Mission  |[External ﬂ

Select Location/Services

32 of 32 results Refresh

. tmk
] EB36

EB 3
EB 37

EB 38

EB 57
GOES-NP
GOESR
HUBBLE
Link 1000
Link 1001
Link 12345
Link 1600
Link 174
Link 189
Link 188
Link 202
Link 203
Link 221
Link 222
Link 223
Link 224
Link 58
Link 61

Save Cancel

]




NASA

CIhO The Internal Menu

2ntifying Impacted Service -

/The ‘Internal’ menu automatically displays \ Sel Mission ||ntema| -

when the Select Location/Services dialog

opens. It provides a list of the available Select Location/Services
‘Loc_Services’ selections. Remember: The

Loc_Services options are used to identify the 14 of 14 results Refresh
type of service that is being impacted by ‘W | Loc_Service

the outage. [ | Mission Internal-Cabling

Mizsion Intemal-Closed Circuit Television (CCTV)
Miz=zion Intermmal-Dedicated Data

Mizsion Internal-Domain Name Senace (DNS Entry)
Mizsion Intermnal-Launch YVideo Support

Mizsion Intermnal-Media Recording/Duplication
Mizsion Intemal-MONVE Keysets

Miz=zion Internal-Routed Data

Mizsion Intemal-Security

Miz=zion Intermnal-Source Destination Codes
Mizsion Internal-Timing

Miz=zion Internal-Video

Miz=zion Internal-Voice

Mizsion Internal-Wide Area Network (WAN)

The displayed Loc_Services options are

\organized alphabetically by service. J\;

AEEEEEC NN NN

Save | Cancel

B =N

9/12/2016 CSONS Primary User Training




NASA

Sho

ﬁhe ‘External’ menu contains a list of Mission Inflight \

Projects/Programs and their associated Links. The available
options will be used to identify the ‘audience’ that will

receive the notification.

= Select a ‘Link or EB’ when the outage affects the availability
of services for all of the Inflight Projects/Programs associated

with the Link or EB.

= Select the name of the ‘Project/Program’ when the outage

impacts only a specific Project/Program.

habetically by the first letter in the name.

\The displayed Link_Services options are organized
alp

9/12/2016
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Sel Mission |E:'o‘.ernal ﬂ

Select Location/Services

32 of 32 results Refresh
u Lk
| EB3 A
EB 36
EB 37
EB 38
EB 57
GOES-NP
GOESR
HUBBLE
Link 1000
Link 1001
Link 12345
Link 1600
Link 174
Link 183
Link 128
Link 202
Link 203
Link 221
Link 222
Link 223
Link 224
Link 58 v
Link 61




NASA

= Selecting Loc_Services

™ — To select a Loc_Service option from the Internal menu, click
Sel Mission  |rtemal || | - | in the white box next to the name of the service. You may
i ) ick one or more options as required to select all of the
Select Location/Services pick . b q
services impacted by the Outage.
14 of 14 results Refresh
Loc Service Work Detail Categorization Tasks = Relationships Date/System | CSONS
[ | Mission Internal-Cabling Template ' v ||l=
[ ] Mission Internal-Closed Circuit Television (CCTV) s : ;N : . J J @
] Mission Intemal-Dedicated Data [Nokhcion Type [iew =] TimeRaported
[] Mission Intemal-Domain Name Service (DNS Entry) IOutage T Major = - 1l
[ ] Mission Internal-Launch Video Support [ ype :_fd____...“ —— | [ S—
[] M!ss!nnlntemal-l‘-"lafia Recording/Duplication |Loc_Services™ Mission Intemal-Route Ell@ A T
X - : : — o oy
Mission Intemal-Routed Data L Services =] | 1=}
TMISSI0N INEmal- Securiy Outage Impact (R
[ ] Mission Internal-Source Destination Codes s, : I UpTime
[] Mission Intermal-Timing ary” | i” 8|
[] Mission Internal-Video ' . =
[] Mission Internal-Vaice [Fings Moo | ﬂ
[ ] Mission Internal-\wide Area Network (\WAN) [|ssue Status j
:Clutage Reason : Send

BE g

Note: Do NOT click the ‘Save’ button until you have selected the
applicable options from BOTH the Internal and External menus. Clicking
the Save button before you have made all of your selections will result in
the incorrect posting of data in the Loc_Services and/or Link_Services

9/12/2016
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NASA

0

"'k- k

Sel Mission

Fero 5]

Select Location/Services

32 of 32 results Refresh
o e —————————————
[ ] EB36

EB 35

EB37

EB 328

EB57

GOES-NP

GOES-R
HUBRIE

e

Link 1000
LR Ty
Link 12345
Link 1600
Link 174
Link 189
Link 138
Link 202
Link 203
Link 221
Link 222
Link 223
Link 224
Link 58
Link 61

IO e E]DDDDDD

W

Qelecting Your Link Services

To select a Link_Service option from the External menu,
click in the white box next to item you want to select. You
may pick one or more options as required to select the
correct audience for your Outage notification.

Template |

Notification Type® :NEW
ﬁahr
Mission Intemal-Route _
Link 1000;

{Outage Type

\Loc_Services™

\Link_Services

q |1

Out pact

'Uutage Summary” |

Outage Message |

Issue Status

Outage Reason |

Work Detail Categorization Tasks Relationships Date/System | CSONS

-=l0

TimeReported

| UpTime

L« [ |

Save H--.j»

Note: Once all required Loc_Services and Link_Services are
selected, click the ‘Save’ button. Your selected options will
populate the Loc_Services and Link_Services fields.

i
(P |

9/12/2016
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NASA

Behind the scenes, the Link options displayed in the Link_Services External menu are related to
an Inflight Project/Program. When you select an EB or ‘Link’ from the menu, NITSM will located
the matching Inflight Project/Program from the IPP behind the scenes form.

Link # Funding Project
Link 90 | UNAR RECON ORBITER
Link 18B | UNAR RECON ORBITER
Link 174 MAVEN
Link 221 VIMS
Link 224 VIS
Link 222 VNS
Link 203 VIS
Link 202 VIMIS
Link 223 MIMIS
Link 80G MIMS
Link 83 FOLAR DYMAMICS OBSERVATORY
Link 61 FOLAR DYMNAMICS OBSERVATORY
Link 89 FOLAR DYNAMICS OBSERVATORY
Link 86 FOLAR DYNAMICS OBSERVATORY
Link 58 FOLAR DYMAMICS OBSERVATORY
Link 70 EOLAR DYNAMICS OBSERVATORY
EB 36 EOLAR DYNAMICS OBSERVATORY
EB 37 FOLAR DYMAMICS OBSERVATORY
EB 38 EOLAR DYNAMICS OBSERVATORY
EB 57 FOLAR DYNAMICS OBSERVATORY
Link 1000 FOLAR DYMNAMICS OBSERVATORY
Link 1001 FOLAR DYNAMICS OBSERVATORY
Link 189 Ewift

9/12/2016

Site A

Goddard Space Flight Center (GSFC)
Second TDRSS Ground Terminal {STGT)
Jet Propulsion Laboratory (JPL)
Second TDRSS Ground Terminal (STGT)
Second TDRSS Ground Terminal (STGT)
Second TDRSS Ground Terminal (STGT)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center (GSFC)
Second TDRSS Ground Terminal (STGT)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center {GSFC)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center (GSFC)
Second TDRSS Ground Terminal (STGT)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center {GSFC)
Goddard Space Flight Center (GSFC)
Goddard Space Flight Center {GSFC)
White Sands Ground Terminal

White Sands Ground Terminal
Goddard Space Flight Center (GSFC)

CSONS Primary User Training

Site B

Universal Space Network

let Propulsion Laboratory (JPL)
University of Colorado (UCOL)
University of Colorado (UCQOL)
University of Colorado (UCOL)
University of Colorado (UCQOL)
Universal Space Network

Universal Space Network

University of Colorado (UCOL)
University of Colorado (UCQOL)
Universal Space Network

Lockheed Martin Solar and Astrophysics Laboratory
University of Colorado (UCQOL)
Lockheed Martin Solar and Astrophysics Laboratory
University of Colorado (UCQOL)
University of Colorado (UCOL)

White Sands Ground Terminal

White Sands Ground Terminal

Second TDRSS Ground Terminal (STGT)
White Sands Ground Terminal
Stanford University

Stanford University

Pennsylvania State University

BRI =
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-|.ng the Link_Services Options

‘to Select the Audience
.~ for the Notification

Once NITSM locates the

Template v Link 1000 MARS Science Lab

Notification Type® IMew ~] = Link 1001 GOES-R behi_nd the scenes ‘Link t_o
OutageType  [Major -] ‘Project/Program’ match it
Loc_Services™ Mis=ion Intemal-Soure | = @ will search the CSONS
Link_Services [Link 1000:Link 1007; | = Subscriber form and locate

and send the notification to
the subscribers who have
registered for the matching

j Subecrbarip 0000000000020

Email |tith|'r'_.f.b.sanders@n #53.00

o =| Project/Program.

Maobile Email | 5
Daily Report |'T’E-,s ﬂ
Site+ |MSFC ﬂ

3 of 3 results Preferences + | Refresh |

Telad'none
DDE-E(IDUUUDEIW 4 Mlssu:un External MARS SCIENCE LAB (MSL)
000000000000501 Mission External GOES-R

Report | SelectAll | DeSelectAll |

9/12/2016 CSONS Primary User Training



NITS #:

MONS

Motice Date: 2016-09-10 14:01 £

\work Detail | Categorization = Tasks | Relationships | Date/Sy=tem | CSONS | NICSAdmin

INITS TICKET #:

|1123135

Template | ﬂ 5 @

|REPDRTING ENT|TY;|Guddard Comm Control

ITIME REPORTED:

|2[]1E—[]9—DEI 04:45:00 2

Notification Type®  [Final ﬂ TimeReported

Outsge Type  [Informational ~| P06 gs0oPm | |E|
Loc_Services™ |Missi|:|n Intemal-Dedic 5 @ DowrTime

Link_Services  [Link 1000 = 19/4/2016 2:09:00 AM =]

Outage Impact |EI}DS reported no data loss 5 UpTime

. 2016-09-09 04:02:09 Z -
|TIME DOWN: | Outage Summary” |GSFC.’#5F;‘G|ImDr& Cresk L 5 ‘9,1.‘2(]15 10:32:00 &AM E
GSFCIASEGI Creek- =

[TIME UP: [2016-09-09 041031 7 Outage Message | imore Creek - | = |

lssue Status |Isnlated j
|SITE S AFFECTED: |GSFC, ASF & Gilmore Creek Outage Reason |Link-4DDD EBMet High Rate Send
SERVICES Data Outage Notification Log
AFFECTED:

Table has not been loaded Refresh

ISSUE STATUS: 0P Create Date Outage T Notice St... Noficai..| Submitter _ Email St..

REASON for
OUTAGE:

GSFC/ASF/Gilmore Creek Link-4000 EENet High Rate service
09/0410:31Z. Carrier DREN advised. RFO Trouble cleared befc

[Potential] MISSION
IMPACT:

EDQS reported no data loss or impact.

9/12/2016
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CAO

Example 2

‘wiork Detail = Categorization = Tasks Relationships | Date/System |CSDN5|

- GSFC/MJPL Link-12006 (/) (FIN AREE: |

~=0

Notification Type” |Fina| j TimeReporied
Outage Type [Major | [/620165:00:00 AM |
Loc Services® |Missiu:-n Internal-Diedic 5 @ DownTime
Link_Senvices  [Link 1000 = [9/6/2016 5:00:00 AM L=
Outage Impact |GSF{3 and JPL affected. No 5 UpTime
Outage Summary® |GSFC'-J PL Link 1000 Down 5 |9,",',.'2.:|15 6:31:00 AM E
Outage Message |GSFC'-J PL Link 1000 which 5
|ssue Status |L||:| j
Outage Reason |GSFC'-J PL Link 1000 which B
Outage Notification Log
2 of 2 results Refresh
Create Date Outage T... Nofice St...| Notificat... | Submitier | Emal St...
2152016 7! Major Mew Final csonsoutage. Ready

NITS #:
Notice Date: 2016-09-07 1224 £

INITS TICKET #: 1103271
IREPORTING ENTITY:|GSFC Comm Control
|T|ME REPORTED: |2[]1E—[]9—[]E 17:30:00 2
ITIME DOWN: |[2016-09-06 17:0157 2
|T|ME UpP: |2D1E—DEI—D? 09:34.02 2
ISITES AFFECTED:  |GSFC and JPL
SERVICES Data
AFFECTED:
ISSUE STATUS: up

REASON for
OUTAGE:

GSFCHMPL Link-12006 which traverses GSFC/ARC O

from 06/1701:57Z - 07/0924:02Z. CNOC reports the |

Tracy CA. The fiber was replaced to restore senvice. Observation period concluded... (GF)

O T TOET COT e EETT INTOreESTo S i

[Potential] MISSION
IMPACT:

Mo data loss reported.

9/12/2016
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CHO

i(,The ‘Outage Impact’ is\

a freeform text field
used to provided
detailed information
describing how the
outage is affecting
customers and their
associated services.

Work Detail Categorization

Tasks Relationships

|
| Template
[Notification Type”
|Outage Type

Loc_Services”

The field is limited to
QOO characters. j

me CSONS ‘Outage Summary’ field
replaces the old MONS ‘Email Subject

will be used to document the Reporting
Entity, the Sites Affected and the Link
Numbers associated with the Outage.
The Outage Summary field is a required
field and must have an entry in order to
save or send the Outage. The Outage
Summary field is limited to 254

wa racters.

9/12/2016

|Link_Services

mom |« |

Time|

Dow

Qutage Impact

4 Outage Summary”

\

Outage Message [

|Issue Status

Line’. The CSONS Outage Summary field, | |0 129% Reason

D
- “ﬁe ‘Outage Message’
~|[=]

o

\

field will be used as a
running log to record
information about the
work being done to
resolve the Outage.
Entries in the Outage
Message field should be
similar in content to the
type of information
generally placed into an
Incident’s Details tab.
The Outage message field
is unlimited in size.

| Send

/

The CSONS ‘Outage Reason’ field is currently limited to 254
characters, but will be enhanced to allow unlimited data entry shortly
after go-live. Information entered into the CSONS Outage Reason field
will continue to be the same content and level of information that was
provided in the old MONS Reason for Outage field.

CSONS Primary User Training
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0

/The ‘lssue Status’ field is \ Work Detail Categonzabion | Tasks HRelationships = Date/System | CS0ONS |
used to define the category J j
of the outage. Menu Template TIE @
Options are: Impaired, Loss Motification Type"™ —
of Redundancy, Isolated, — TimeReparted
Down Hard, and Up. Outzge Type - e
However, in addition to the . — T
information in the field’'s Loc_Services =] @ DownTime
pull-down menu, the Issue : . _
Status field allows you to Link_Services = E
manually enter text into the —
field itself. Manually enter Outage Impact _— | UpTime
information will be saved Outage Summany™ = i |
into the Outage form, but —
will NOT be added to the Outage Message =
menu. \
\ |z=sue Status -
' Outage Reason Impaired d
| Loss of Redundancy

Isolated

Down Hard

Up

9/12/2016 CSONS Primary User Training “ “ 35
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‘
C | O Outage Timing Fields

The ‘Time Reported’ field is used

\work Detail Categonization Tasks Relationships  Date/System | CSONS | to record the time that the alarm

_ li was identified, or information on
Template i ﬂ @ CustOps | the outage was received.
Mofification Type®

TimeReported =22 — |
=

— //The ‘Down Time’ field is used to
DownTime /— ~ record the date and time that the

= outage down time began. It
replaces the MONS ‘Time Down’

Outage Type

Loc_Services™

INLNENE
+)

Link_Seraces

= field.

COutzge Impact =1 UpTime ield
Cutage Summany™ = ﬂ \f
Outage Message = The ‘Up Time’ field |s.used to

| record the date and time that the
|ssue Status - outage down time stopped.

T replaces the MONS ‘Time Up’
Outage Reason Send | field.

Note: In the Mission environment, time will only display as GMT time if your NITSM profile has already been
setup to display in GMT. If that is not the case, all time fields in the CSONS application will display as your
regular time zone.

-

EEEE =N

9/12/2016 CSONS Primary User Training




To send you outage notification, complete the Outage information
and then click the ‘Send’ button

ok Detail | Categonzation = Tasks | Helstionships | Date/System | CSONS |_
Template | j 5 @

MNaotification Type” |New j TimeReporied

Outage Type  [Major ~|  [peeoeizocoorm | 3|
Loc_Services™  |Mission IntemalRoute = | € . i

Link_Services |Unk 1000 = |9;1 1/2016 12:30:00 PM E"_I
Cutage Impact |High - multiple crganizationz 5 UgTime

Cutage Summany™ |K"T'E data sever intermittent ﬂ | E
Outage Message |E-' X data severis having i | =

lssue Status |Irr‘.paired j

COutzge Reason |Ser\a~er?{‘r'2 1= having intenm Send

= The action of sending the notification will also save the information

into the Incident

9/12/2016 CSONS Primary User Training
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C

Incident D"+ INCOD00D0780044 | »)
Company™s Mission_IT_COMMSSVC j
Customer™+ Culley. Angela Q[
Contact+ | =X =
Notes ‘ =
Template+ |
Summary”™ [CSONS Outage Test 4 =
Service™+ |I":1issic-n Launch Support j al
Che | =le
Target Date | E
Impact* | 2-Significant/Large j
Urgency”™ | 2-High |
Priority” | High Rd
Incident Type” |User Servics Restoration |

L Reported Source | j
Assigned Group™ {CSONS Test Group j
Assignes+ |Missi0n CS0NS Outage Creator j = @
Wendor | j
‘Wendor Ticket Mumber |
Status® | Assigned

Status Reason |

Resclution ‘ =

\

=

9/12/2016

NextStage | Resohe | Print |

| work Detail Categorization | Tasks Relationships | Date/System| | CSONS

“

Template | j 5 @

otficaton Type® INEV—j TimeReparted
Putage Type ~ [Maor -]  peeoeizoocorm | @E|
| oc_Services” lm 5 @ DounTime
ink Services  [Link 1000 | |=|  f1eos123000pM | i)
Dutage Impact |High - multiple crganizations ﬂ UpTime

Dutage Summary” |X"1’Zdata sever intermittent 5 |

Ditage Message |e XNZ data sever iz having i ﬂ

ssue Status ||mpaired j
Dutage Reason |Ser\-\er)(‘r2 iz having intenm Send
QOutage Notification Log
Table has not been loaded Refresh

[Create Date Outage T Notice St.. Noticati...| Submitter | Ema ...

MICS Tech Dispatched? Mo j Unavailability

CSONS Primary User Training

If you are not
ready to send
the
notification,
you can use
the Incident’s
‘Save’ button
to save your
entries. Saved
information
can be
updated up
until the
Incident
moves to the
‘Closed’
status.



k.
vgil'he Outage Notification Log

= The ‘Outage Notification Log’ provides a record of the distribution of

the outage notification

Outage Notification Log

4 of 4 results Refresh

CreateDate | Outage I..._ Notic..._Notficat... Submitier | Em..

952016 4:14:18 PM  Informational New Mew b=soditch Mew
95201641732 PM  Informational New Update bsoditch Mew
952016 4:18:03 PM  Informational New Correction  bsoditch Mew
SR2016 41823 PM  Informational New Final beoditch Mew

= The ‘Outage Notification Log’ entries will automatically display in the

log once you click the ‘Send’ button

9/12/2016 CSONS Primary User Training



- Outage Info Posted
the INC’s Work Details Tab

= Although the Outage information is a permanent part of the triggering
Incident, when the Outage is saved or sent, information from the
Outage form is posted into the triggering Incident’s Work Details Tab

Incident 10"+ INCO00000778474 ) 1] ok D Eentin) ke Reloticoalipn, | Chabe/valonry | GSOMS. | NECS vl

O s W s

3 enines retumead - 3 entnes matchead

Type | Hotes

Status Update Cormpany: Corporate_IT_COMMSSVC Detail: This happened due 1o a failure with the XvZ Incident

9/12/2016 CSONS Primary User Training
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. o] Assign to Me Company”*+
= Because the Outage is part of the . Customer™s

Broadcast Incident Contact+

Incident, information on the changes 2
made in the Outage are automatically U CrooteReloionsipto ~ | ([ e
[ +]
4

A
-

Create Related Request

recorded in the Incidents Audit Log

. Template+
Customer's Incidents
. . Surnmary™
@ Incident Matching .
-
- Sennce™+
<<bmesofiware %
. - ._=.,,j§' Select Operational Cl=
Incident Audit Log -
Eﬂk Select Product Target Date
Form Audits | Netification Audits |
I Audit Type ALL ]
4 enfries retumned - 4 entries matched Preferences ~ | Refresh | ?j:gee%rype < Informational -
Loc_Scrvces AFRC-Deskiop Mobile TS, = -
§o e E I Motfication T:.rpe_c: Mew
klﬂ;}t Mame:Direct Contact A [Duitage Summary- MSFC CORE
I Name:Link_Services:NICS_L Initiztor Scrpt A | Reported Source
|Impact, Outage N
| _I'r_'lessageﬁq Outage Impacted Areas -
ype_ cOutage - -
- Nk ; . Assigned Group™+
| -z;;"_ﬁéﬂgggplm—c' Noif Assignment Script
tatus; Outage . M)
I Fersor B mer s Fimed mail System Aszignee+
;Outage
B/32016 3:51:23 PM Type_c:Loc_Services;Motific ceonsout3 — Wendor
Type__c;:Outage Summary; v
B32016 3:52:52 PM :Eﬂiﬁcﬁﬁon Type_c: csonsoutd > Frnangals Wendor Tickst Mumber
' . g = .
914/2016 6:33.03 PM Message c.DowniTime:UpT beoditch .
Wiew Sudit Log Status
Reminders Status Reason
011272016 CSONS Primary User Training <l -




NASA ‘s. _ | |
C | O - Tips for Working with
the CSONS Outage Form

Tip#1  It's not as complicated as you are trying to make it.

Tip #2  The tool might be different, and the field names might have changed, but the process,
procedures you need to follow and information you need to provide are the same.

Tip #3  You must have CSONS Outage Creator permissions to send a notification. Without
CSONS Outage Creator permissions you can create and save the Outage information,
but you cannot send it to anyone.

Tip #4  Remember that the Loc_Services selections identify the Service that is impacted by
the Outage.

Tip #5  Don’t forget the Link_Services you select define the ‘audience’ that will receive the
notification.

Tip #6  When new or additional information is available you can send a Update or a Correction.

Tip #7  To search for Outages, open the Incident in Search mode and either enter the Outages
triggering Incident ID number into the Incident ID field, or if you do not know the
Incident’s ID number, click on the CSONS tab and enter whatever information you know
into the Outage fields. Once you have completed you entries, click the Search button
at the top left of the form.
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- In Conclusion...
CHO =8

Thank you for attending
today’s training.
Your support of CSONS
IS appreciated.
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Office of the
Chief Information Officer
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NASA e ng Your NAMS CSONS Outage Creator

C | O Permission Request

Mission

Your NAMS Requests

NAMS New Request Type 3 or more characters Type Al ﬂ Center Al ﬂ

Reqguest Sponsor. Comer, Mark Lee change

KStep 1. From
your ‘Current
Access’ list,
locate ‘AGCY
NICS Remedy —

\ Mission’. SO NICS SharePoint ~ Modify Access Close Access Recommend

Provisioned 0¥27/2013

llaboration Services_Instant Meeting Audio Conference ~ Modify Access Close Access Recommend

Provisioned 07022014

MV Collaboration Services - Modify Access Close Access Recommend

Provisioned 11062014

AGCY NIC medy - Corporate - Modify Access Close Access Recommend
Provisioned 12/18/2015

AGCY NICS Remedy - Mission - Modify Access Close Access Recommend
/ Provisioned 01/09/2013

AGCY NISN AOPNS USER ~ Modify Access Close Access Recommend

Provisioned 04122016

Step 2: Click the ‘Modify Access’ button. The AGCY
NICS Remedy — Mission registration form displays.

9/12/2016 CSONS Primary User Training
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\A
C | O Permission Request

Mission

continued

With NAMS open on your screen:

Requester Soditch, Barbara Jean Q
Sponsor Comer, Mark Lee Q
Urgency ©

Step 3: Select the Urgency associated with the

' Normal processing of your CSONS Outage Creator
O Priority modification.
(O Emergency

* Business Justification ©

Needed to create outage notifications for my area|

TS

~—

Step 4: Enter
information to define
why you need to have
CSONS Outage
Creator permission .

9/12/2016 CSONS Primary User Training



T 8ating Your NAMS CSONS Outage Creator

% P ~% R "
C | O “ ermlsl\iilé)goneques

continued

AGCY NICS Remedy - Mission

CSO/NICS Remedy ITSM - Mission NITSM. This application includes access to Incident and Problem Management, Change Management, and
Asset Management. It also includes access requests for other specific roles such as NPAM, 55P Admin, and Yurbi reporting in support of Mission
services in NITSM.

/ * Mission NITSM Role ©
Step 5: Scroll to " Support Tach |
the bottom of the
AGCY NICS
Remedy 1 of 21 selected @

M

registration form. Filter:

In the ‘NITSM / - -
R0|e(S), f|e|d, click Step 6: In the menu’s ‘Filter’ f|e|d’ enter
the 2 orange ‘CSONS'. Alist of CSONS options displays.

arrows to open the From the displayed list, select ‘CSONS Outage

NITSM Roles Creator’. A check mark displays in the box on

menu. the left of the role, and the CSONS Outage * Mission NITSM Role ©
Creator option populates the NITSM Roles

\_field.

Step 7: Click the ‘Submit Modification’

button to submit your request.
J Submit Modification Save for Later Clear Changes

<l N > |
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Ty S 3ating Your NAMS CSONS Outage Creator

C | O Permission Request

Mission

continued
Your modified NITSM registration will be processed, and you will receive an email

confirmation of your submission

In Process ®
The standard NAMS \
Modifying: AGCY NICS Remedy - Mission ~ View Request Cancel Reguest Recommend approval reqUIrements
apply to the addition of
Reguested by addition of CSONS

Soditch, Barbara Jean Approval 1 Approval 2 Provisioning

08/26/2016 Outage Creator

ermissions.
Approval Details /\p /

Waiting on Sponsor Approval—Required by 09/11/2016

Barbara,

You submitted a Modifv request for AGCY NICS Remedy - Mission on vour behalf on 0826/2016. To check the status of this request,
please login mto the NASA Access Management System (NAMS).

Example
Confirmation If vou are not familiar with NAMS, please visit NAMS instructions for more information.

email. If vou have questions regarding this request, contact the NASA Information Support Center (NISC) by phone at (866) 419-6297 or by

email MSEC-DL -Helpd eskMSFC @mail nasa gov

This 1s an automatic system notification. Please do not reply to 1t.

NASA internal links are secure and accessible through VPN or NDC credentials.
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