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Creating CSONS Outage Notices



Reminder

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

 QUESTIONS AND COMMENTS ARE WELCOME
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References

 NISN-SOP-0002 (NISN SOP for Trouble Reporting, Activity 
Scheduling, Mission Freeze, and Major Outage Notification) 
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The Policies, Procedures and Guidelines remain the same…only the tool 
has changed. 
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 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

 It is designed to support the dissemination of technical notifications for:
 Outages associated with CSO Corporate and CSO Mission only
 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

CSONS Overview
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 An ‘Outage’:

An unplanned failure or temporary interruption that impacts the 
usability or functioning of a production or support service.

Definitions

 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 Access Point
 Linking an Outage to an Incident
 Permissions
 Key Field Changes
 Templates
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CSONS Outages
What’s New and Different

9/12/2016 CSONS Primary User Training



7

 NITSM (Remedy) will be used to create, update and distribute Outage 
notifications (CSO Corporate and CSO Mission only)

What’s New and Different
CSONS Access Point

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.
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 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

What’s New and Different
Linking an Incident to an Outage
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 To create, and update Outage information you must:
• Be a member of the triggering Incident’s Assigned Group*+
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What’s New and Different
Permissions

Has ‘CSONS 
Outage Creator’ 

permission

Does NOT have 
‘CSONS Outage 

Creator’ 
permission

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

Creating Your NAMS CSONS Outage Creator 
Permission Request  

Mission

https://nams.nasa.gov/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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Click here to view the details of requesting “Outage Creator Permissions” via NAMS.

https://nams.nasa.gov/nams


Old MONS Outage Form New CSONS Outage Form

11

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. 
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Key Field Changes
MONS to CSONS
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♦ 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.  
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Key Field Changes
MONS to CSONS
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♦ 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.
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♦ 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.  

Key Field Changes
MONS to CSONS
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What’s New and Different
Templates
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 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 
screen, click to open the CSONS tab. Step 2:  Enter a name for 

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 
of your template clearly 
identifies what the 
template is to be used for. 

Step 3:  Complete 
field information that 
is required for your 
template. 

Step 4:  When you 
have completed your 
field entries, save your 
template by clicking 
the ‘Green Action 
button’. The template 
will be added to the 
Template field’s menu, 
and will immediately 
be available for use.  
Note: To save the 
template, make sure to 
click the Green button. 
DO NOT CLICK THE 
SEND BUTTON OR 
THE INCIDENT”S 
SAVE BUTTON.
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Selecting a Template
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 To use a template: 

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

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. 

Step 3: 
Enter
additional 
field 
information 
as required. 

Step 4: Click 
the Send 
button to 
send your 
notification.
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Tips for Using a Template
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Tip #1 Templates are ‘general access’.  Once a template is created it can be 
used by anyone who needs to create an Outage.

Tip #2 Make sure give your template a name which clearly describes what the 
template should be used for.  

Tip #3 If the template you are creating is specific to only your group, make sure 
to indicate that in the name of the template. 

Tip #4 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.

Tip #5 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. 
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Creating an Outage
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The Notification Type Field
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The ‘Notification Type’ field 
replaces the old MONS 
‘Initial/Update/Final‘ field 
and is used to document 
the transition of the 
Notification during the 
Outage’s lifecycle. 
Options are:  New, Update, 
Correction or Final.  

The information in the 
Notification Type field will 
appear in the subscribers 
notification. This is a 
required field and must 
have an entry in order to 
save or send the 
notification. 



The Outage Type Field
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To view the full criteria for determining whether an outage should be listed as 
Major or Informational view the NISN-SOP-0002
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The ’Outage Type’ field is a 
new field, and is used to 
identify the class of the 
outage. Options are:  Major or 
Informational. 



The Loc_Services 
and Link_Services Fields
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The ‘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 
menu.  



The Loc_Services Field 
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The ‘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.   



The Link_Services Field
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The Link_Services* field 
will be used identify the 
‘audience’ that will 
receive the notification.  

Link_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.   



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



The Mission
Select Location/Services Dialog
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The Select Location/Services dialog contains two menus.  
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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.  



The Internal Menu
- Identifying Impacted Service -
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The ‘Internal’ menu automatically displays 
when the Select Location/Services dialog 
opens. It provides a list of the available
‘Loc_Services’ selections.  Remember:  The 
Loc_Services options are used to identify the 
type of service that is being impacted by 
the outage.

The displayed Loc_Services options are 
organized alphabetically by service. 
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The External Menu
- Identifying the Audience -
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The ‘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. 

The displayed Link_Services options are organized 
alphabetically by the first letter in the name. 
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Selecting Loc_Services
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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 
fields.   
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To select a Loc_Service option from the Internal menu, click 
in the white box next to the name of the service.  You may 
pick one or more options as required to select all of the 
services impacted by the Outage. 



Selecting Your Link_Services
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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.
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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. 



Links and their Association to
Inflight Projects/Programs
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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.  
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Using the Link_Services Options
to Select the Audience 

for the Notification
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Once NITSM locates the 
behind the scenes ‘Link to 
‘Project/Program’ match it 
will search the CSONS 
Subscriber form and locate 
and send the notification to 
the subscribers who have 
registered for the matching 
Project/Program. 
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Example 1 
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MONS



Example 2
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Outage Freeform Text Fields
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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 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 ‘Outage Impact’ is 
a freeform text field 
used to provided 
detailed information 
describing how the 
outage is affecting 
customers and their 
associated services.  
The field is limited to 
600 characters.  

.

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 Issue Status Field
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The ‘Issue Status’ field is 
used to define the category 
of the outage.  Menu 
Options are:  Impaired, Loss 
of Redundancy, Isolated, 
Down Hard, and Up. 
However, in addition to the 
information in the field’s 
pull-down menu, the Issue 
Status field allows you to 
manually enter text into the 
field itself.  Manually enter 
information will be saved 
into the Outage form, but 
will NOT be added to the 
menu.

.
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Outage Timing Fields
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The ‘Time Reported’ field is used 
to record the time that the alarm 
was identified, or information on 
the outage was received.   
.

The ‘Down Time’ field is used to 
record the date and time that the 
outage down time began.   It 
replaces the MONS ‘Time Down’ 
field. 
.

The ‘Up Time’ field is used to 
record the date and time that the 
outage down time stopped. 
replaces the MONS ‘Time Up’ 
field.   
.
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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.



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

 The action of sending the notification will also save the information 
into the Incident
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Saving without Sending 
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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.9/12/2016 CSONS Primary User Training



The Outage Notification Log
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 The ‘Outage Notification Log’ provides a record of the distribution of 
the outage notification

 The ‘Outage Notification Log’ entries will automatically display in the 
log once you click the ‘Send’ button
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Outage Info Posted
Into the INC’s Work Details Tab
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 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 
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The Outage Audit Log
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 Because the Outage is part of the 
Incident, information on the changes 
made in the Outage are automatically 
recorded in the Incidents Audit Log
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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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Questions, Comments or Concerns 

9/12/2016 CSONS Primary User Training



In Conclusion…
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Thank you for attending 
today’s training.  

Your support of CSONS 
is appreciated. 

CSONS Primary User Training
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BACKUP MATERIAL

• CSONS Outage Creator Permission - NAMS Registration Information

46
08/25/2016

SMi Release 2 ORR
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Creating Your NAMS CSONS Outage Creator 
Permission Request  

Mission

Step 1:  From 
your ‘Current 
Access’ list, 
locate ‘AGCY 
NICS Remedy –
Mission’.

Step 2: Click the ‘Modify Access’ button. The AGCY 
NICS Remedy – Mission registration form displays. 
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Creating Your NAMS CSONS Outage Creator 
Permission Request  

Mission
(continued)

Step 3: Select the Urgency associated with the 
processing of your CSONS Outage Creator 

modification.   

Step 4:  Enter
information to define 

why you need to have 
CSONS Outage 

Creator permission .

With NAMS open on your screen: 
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Step 7:  Click the ‘Submit Modification’ 
button to submit your request.  

Step 6:  In the menu’s ‘Filter’ field, enter 
‘CSONS’.  A list of CSONS options displays.  
From the displayed list, select ‘CSONS Outage 
Creator’.  A check mark displays in the box on 
the left of the role, and the CSONS Outage 
Creator option populates the NITSM Roles 
field.  

Step 5:  Scroll to 
the bottom of the 
AGCY NICS 
Remedy 
registration form.  
In the ‘NITSM 
Role(s)’ field, click 
the 2 orange 
arrows to open the 
NITSM Roles 
menu. 

Creating Your NAMS CSONS Outage Creator 
Permission Request  

Mission
(continued)
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Your modified NITSM registration will be processed, and you will receive an email 
confirmation of your submission   

The standard NAMS 
approval requirements 
apply to the addition of 
addition of CSONS 
Outage Creator 
permissions.

Example 
Confirmation 

email.

Creating Your NAMS CSONS Outage Creator 
Permission Request  

Mission
(continued)
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