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Support Desk Telephone: 0844 848 1203 Email: supportdesk@ardentia.co.uk
	Ardentia ID
	
	Provided by Ardentia - to be quoted in all communication

	Site:
	

	Primary Telephone Number:
	
	Name:
	

	Email Address:
	

	Alternative Telephone Number:
	
	Name:
	

	Details of fault:
	

	Supporting evidence:
	

	What steps can be taken to reproduce this fault?
	

	Have there been any recent changes made to this service?
	

	Environment version:
	
	(See below for a guide to Environment version.)

	Build number:
	
	(See below for a guide to Build number.)

	
	

	Severity (1 – 5)
	
	See below for a guide to severity.

	Local reference number:
	

	Screen shots attached?
	Yes/No
	To be attached to the request via email (No Patient Identifiable Information should be included in any attachments)

	Server logs attached?
	Yes/No
	The service desk will contact you if log files are required.


How to find the Version and Build numbers:

For Cassius, click [image: image1.png]


 in the top of the screen.

For HealthWare Manager - Click Help then About HealthWare Manager.

Severity Guide

Severity 1 - (Major Incident) – Critical impact on service to End Users, Corruption of data, significant financial loss or disruption, may affect your public image or result in media comment.  The Ardentia Service Team must be informed by telephone once a Severity 1 MDS has been submitted.  
Severity 2 – Major impact on service to End Users, financial loss or disruption which is mare then trivial but less than significant.  The Ardentia Service Team must be informed by telephone once a Severity 2 MDS has been submitted.  
Severity 3 – moderate impact on service to End Users

Severity 4 – Minor impact on service to End Users

Severity 5 – Service failure comprising a cosmetic flaw effecting only the presentation of the service.
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