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Introduction

Welcome to the MCPS Unicenter Service Desk (USD). USD is an online application that can be
used by all MCPS staff to request technology assistance. Analysts (Help Desk, ITSS, and
second-level supports) will use USD to open, transfer, manage, respond to, and close technology
requests. Analysts can also use USD and its search tools to track technology requests.
Communications with customers can be associated with a request and documented using the
manual email function.




Logqging In as an Analyst

% NOTE: Users will only have access to USD Online from an MCPS location. Users will
NOT have access to USD at home.

Go to the MCPS website: http://www.montgomeryschoolsmd.org/
Click on Staff.

In the Technology column, locate the Unicenter Service Desk link.
Click on the Unicenter Service Desk link to login to the site.
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USD Login Screen

5. Use your Outlook username and password to login. The Help Desk Tech Support
Center home page will display.

— Tech Support
_@va Help Desk Center A

Logged in as: Miller, Lori { Log Out)

Service Desk ] Knowledge ]

File = |View = |Search~ |Window ~ [Help ~ |

Announcements

Scoreboard
B¢ My Queue
@ My Group Unassigned Requests
(20}
H¢ Reaquests 03/17/2008 03:56 pm **

@ Change Orders The USD r1l Custom forms for the Help Desk / IT / OC|
H¢ Knowledgs Doouments

03/25/72008 12:50 pm
Patches Q021538, QU91539 and QO91540 installed an
cal request and contact number in contact record,

USD Home Page



http://www.montgomeryschoolsmd.org/

Reading the Scoreboard

There are different ways to view requests using the Scoreboard. Analysts may view requests
assigned to themselves, requests assigned to their group, and/or search for requests.

My Requests

The Scoreboard shows the current requests for the analyst.

1. Look at the Scoreboard region on the left of your screen and locate the My Queue menu.

2. Click on the + symbol to the left of My Queue. The menu will expand.

3. Click on the My Requests link. A list of assigned tickets will display.

Lz, Help Desk

Logged in as: Wheeler, Erin { Log Out )

[ Service Desk ] Knowledge L
|Ei|e - |1iew - |Sgarch - |ﬂindow - |ﬂe|p -
Anng
l Update Counts ]
@ Scoreboard
03/
O ic Patc
@ My p Unassigned Request calr
(0)
B¢ Requests 03/
B¢ Changs Orders The
@ Knowledge Documents

Scoreboard Region

Scoreboard

El&z My Queue
3 My Requests (8)
@ My Issues (00
3 My Documnents (7)
/;}Tndnu'-: =]

My Queue Expanded Menu




Service Desk ] Knowledge ]

File v |!iew A |5§arch A |Repgrts hd |Eindow A |ﬂe|p hd |

Update Counts Request List Search || Show Filter || clearFilter || Editin List

@Scorehoard
EI&F My Queus 1-8 of §
@ML“S (8) Request # Location Status Open Date ~ Priority GroupjfParent Contacts
& My Lssues (0) 629 Open  04/04/2008 02:04 pm 4-Normal ES-ITSS assignee: Miller, Lori E
@ My Documents (7) When I turn on my classroom computer, T hear a very loud sou... Custarner: Miller, Lori E
¢ Today's Req Callbacks (0} 626 Open  04/04/2008 01:16 prn 4-Normal ES-ITSS assignee: Miller, Lori E
@ My Group Unassigned Requests I am unable to view my DE Streaming video when attermpting to... Custormer: Miller, Lori E
{20y 623 Open 04/04/2008 12:12 pmn 4-MNormal ES-ITSS assignee: Miller, Lori E
@ EEeniests testing Custarner: Miller, Lori E
@3 Change Orders 603 Open  04/01/2008 02:13 pm 4-Normal ES-ITSS assignes: Miller, Lori E
@ Knowledge Documents thsi is a test Customer: Miller, Lori E
557 Qpen 03/27/2008 10:05 amm 4-Mormal Help Desk Assignee: Miller, Lori E
Just checking to see if I can refresh to see this new ticket... Customer: Miller, Lori E
545 Open 03/26/2008 01:58 pm 4-Mormal TSS Assignee: Miller, Lori E
Custormer cannot view DE Streaming videos Custormer: Treiber, Lauren D
501 Cpen 03/25/2008 04:07 pm 4-Mormal Help Desk Assignee: Miller, Lori E
this is a test Customer: Miller, Lori E
496 Cpen 03/25/2008 03:28 pm 4-Mormal ES-ITSS Assignee: Miller, Lori E
this is a test, test, test, Custarner: Miller, Lori E
1-8of &

Analyst’s Assigned Requests list

The Headers will display the following:

Column Name Description
Request # Request Number
Location Allows request to be tracked by specified location of problem

Status Request is either open (active), closed (inactive), being researched, or work
in progress.

Open Date Date request was created

Priority Level 4 is Normal, 3 is High, 2 is VIP, and 1 is Emergency

Group/Parent Group is the group to which the request is assigned. If there is a parent
request for the problem, it will be listed there
Contact Assignee

% NOTE: Some of the Headers are sortable.

4. Click on a Request # to open and view the request. The Request Detail will display.

629 Request Detail |_Edit || Create Change Order || Create Incident || Profile Browser
Affected End User (Required}) Request Area Status Priority
Miller, Lori E Elementary.HardwareRepair.computer Open 4-Marmal

[« Detail
Reported By Assignee Group {Required) Asset
Miller, Lori E Miller, Lori E E5-ITSS
Active? Location Location Description Call Back DatefTime
YES 41415 Technology Consulting and Cormmunication Systems Team
|« Summary information
Summary Total Activity Time
when 1turn on my classroom computer, T hear a very loud sou... 00:44:22
Description
when Iturn on ry classroom computer, I hear a very loud sound, like airplanes. The sound continues to get louder and louder and the computer will
not start up or show the login screen. Please come and fix my computer. I am in room 123,
Thank you for your help.
Lori
Open Date/Time Last Modified Resolve Date/Time Close Date/Time
04/04/2008 02:04 pm 04/07/2008 10:56 am

Request Detail




Viewing “My Group Unassigned Requests”
All analysts will be able to access Group Unassigned Requests in order to view requests not yet

assigned to anyone in the group that the analyst belongs to. For example, an ES ITSS may

choose to view the Group Unassigned Requests at the end of the work day to check for any
unassigned requests from end-users from their schools that have not yet been assigned by the

Help Desk.

1. Look at the Scoreboard region on the left of your screen.

Ll

@Scurehuard

&My Queus
@ My Requests (&)
€3 My Issues (@)
¢ My Documents (?)
@ Today's Req Callbacks (0}

(20)

¢ My Group Unassigned Reguests

My Group Unassigned Requests link

2. Click on the My Group Unassigned Requests link. The Request List for the group will

display.
Update Counts FRequest List Search T Show FIter | CTeaF Filter I:QT!:TLl_sl—I
scoreboard ]
B3 My Queue 1-20 o
@ My Requests [3) Request # Location Status Open Date Priority GroupjParent Contacts
& My Issues (0 176 Open 10/29/2007 05:22 pm 3-High Help Desk Assignee:
¢ My Documents (7} adasdadaaasdadad Customer: Ercolani, alfred
3 Today's Reg Callbacks (0 175 Open  10/29/2007 05:21 pm 3-High  Help Desk Assignee:
@ My Group Unassigned Maileater Incident Custamer: Ercalani, Alfred
Requests (20} 174 Open 10/29/2007 05:20 pm 3-High Help Desk Assignee:
@ GRS Maileater Incident Customer: Ercolani, Alfred
@3 Change Orders 173 Open 10/29/2007 05:19 pm 3-High Help Desk Assignee:
@ Knowledge Documents Maileater Incident Custamer: Ercolani, Alfred
172 Open 10/29/2007 05:14 pm 3-High Help Desk Assignee:
Maileater Incident Customer: Ercolani, Alfred
171 Open 10/29/2007 05:12 prn 3-High Help Desk Assignee:
This is & test of any text Aaa Asdasd Fasd Fa sdf Customer: Ercolani, Alfred
166 Open 10/29/2007 05:01 pm 3-High Help Desk Assignee:
This is a test of any text Aaa Asdasd Fasd Fa sdf Custamer: Ercolani, Alfred
165 Open 10/29/2007 04:54 prn 3-High Help Desk Assignee:
This is & test of any text Aaa Asdasd Fasd Fa sdf Customer: Ercolani, Alfred
164 Open 10/29/2007 04:49 pm 3-High Help Desk Assignee:
Request List for group
3. Headers display the following:
Column Name Description
Request # Request Number
Location Allows request to be tracked by specified location of problem
Status Request is either open (active), closed (inactive), being researched, or work
in progress.
Open Date Date request was created




Priority Level 4 is Normal, 3 is High, 2 is VIP, and 1 is Emergency

Group/Parent Group is the group it’s assigned to and Parent is if there is a parent request
for the problem, it will be listed there.

Contact Assignee

% NOTE: The location should match the end-user’s school number or department number.

4. Click on a Request # to open and view the request. The Request Detail will display.

629 Request Detail [ Edit ][ Create Change Order ][ Create Incident ][ Profile Browser
Affected End User {Required) Request Area Status Priority
Miller, Lori E Elementary.HardwareRepair.computer Open 4-Maormal

[« Detail
Reported By Assignee Group (Required) Asset
Miller, Lori E Miller, Lori E ES-ITSS
Active? Location Location Description Call Back Date fTime
TES 41415 Technology Consulting and Communication Systerns Team
[« Summary Information
Summary Total Activity Time
Wwihen I turn on my classroom computer, I hear a very loud sou... 00:44:22
Description
Wwhen I turn on my classroom computer, I hear a very loud sound, like airplanes. The sound continues to get louder and louder and the computer will
not start up or show the login screen, Please come and fix my computer, I am in room 123,
Thank you for your help.
Lori
Open DatefTime Last Modified Resolve Date fTime Close Date fTime
04/04/2008 02:04 pm 04,/07/2008 10:56 am

Request Detail

5. Type in a request number in the top right corner next to Request to do a quick search by
the request number and click the Go button.

[Request =l[ezo | Go

Scoreboard Updated: 04/2

Searching by Request Number

%% NOTE: Group/Parent Header: This is a system used by the Help Desk. It is not
currently used by other analysts.

Service Desk | Enaweledge

Lile = |¥iew = |Sgarch = |Repgrts = Window = Help ™

Update Eavnts | Request List _search || showrilter || clearfilter || tditinust |
Qoroestans |
&) My Queue 18 of §

(3 My Beauests {8) Request #  Location  Status  Open Date = Priority  Group/Parent Contacts
&3 My Dasues (0)

fril OpEn  (MA/Z008 02104 pm d4-Narmal ES-ITSS Assignes: Miller, Lari &
& My Documents {7} When [t on my cassroom computer, 1 haar & very logd sou., Custamer: Millar, Lo E
& Today's Req Callbacks {0} 2t Open  (/04/Z008 01116 p a-Normal £5-1T55 #ssignes: Miller, Lori €
Q My Group Unassighed Requests 1 am unable to view my DE Streaming video when attemphing to... Customer: Miller, Lon E
(7] 423 apen 04/04/2008 12112 pm 4:Normal E5-1T5S Assignen: Miller, Lari £
BEP Requests resting Customer: Miller, Lori E
@ Change Orders $0 Open  D4/0L/Z008 02113 pm 4<Normal ES-ITSS Assignee: Miller, Lon
G Knowiedgs Documems thi is & test Customer: Miller, Lori
53 Assighes: Miller, Lori €
Just chackmg ta snm if T can rafrach to s :
545 Open {ETF 4-Normal TS5 Assignee: Miller, Lori €

Custemear cannot view DI Stresming videos Customer: Treiber, Lauren O

01 Open  DI/Z5/2008 04:07 pm 4-Narmal Help Desk Aasignee: Miller, Lan E
this is & test Customer: Miller, Lori £
a9y Open  UN/IS/Z008 03:28 pm A-Normal ES-ITSS Assignes: Miller, Lori £
this is & test, tost, tnst. Customer: Miller, Leni E

140 of &

Request List for Analyst




6. The Headers will display the following:

Column Name Description

Request # Request Number

Location Allows request to be tracked by specified location of problem

Status Request is either open (active), closed (inactive), researching, and work in
progress.

Open Date Date request was created

Priority Level 4 is Normal, 3 is High, 2 is VIP, and 1 is Emergency

Group/Parent Group is the group it’s assigned to and Parent is if there is a parent request
for the problem, it will be listed there.

Contact Assignee

% NOTE: The location should match the requester’s school number or department number.

7. Click on a Request # to open and view the request. The Request Detail will display.

629 Request Detail [ Edit ][ Create Change Order ][ Create Incident ][ Profile Browser
Affected End User {(Required) Request Area Status Priority
Miller, Lori E Elementary.HardwareRepair.computer Open 4-Marmal

[« Detail
Reported By Assignee Group (Required) Asset
Miller, Lori E Miller, Lori E ES-ITSS
Active? Location Location Description Call Back Date fTime
TES 41415 Technology Consulting and Communication Systems Team
[« Summary Information
Summary Total Activity Time
When I turn on my classroom computer, I hear a very loud sou.., 00:44:22
Description
when Iturn on my classroom computer, I hear a very loud sound, like airplanes. The sound continues to get louder and louder and the computer will
not start up or show the login screen, Please come and fix my computer, I am in room 123,
Thank you for your help,
Lori
Open DatefTime Last Modified Resolve Date /Time Close DatefTime
04/04/2008 02:04 pm 04/07/2008 10:56 am

Creating a New Request

There are different ways to create New Requests. One of the ways is to use Profile Browser,
which is explained below.

Using the Profile Browser

The quickest and easiest way to create a new request is to use the Profile Browser. Using the
Profile Browser will allow you to add information much more efficiently, since many of its fields
will automatically populate with information pulled in from the Profile Browser Contact Search.

Scenario: The ITSS receives an email from a teacher requesting support to fix a TV that
will not display the DE Streaming video in full screen. The ITSS will create a new request
using the Profile Browser.




1. Click the View menu from the USD home page.

¥iew ¥ |Search * | Window

Announcements
_|Log Reader...
co Profile Browser...
1y eTrust Password Reset...
- Response Time Statistics...
o Preferences...

el Refresh

View Menu

2. Select Profile Browser. The Profile Browser Contact Search window will display.

Profile Browser Contact Search Search (@) | Hide Filter || ClearFilter |
Last Mame First Name Middle Name Contact Type

Il I I |<empty:~ ;l

Active Contact ID System Login Access Type

m I I I{El‘l‘lpt],r} ;I

B Location &) Organization & pepartment Phone Number

| | | | ﬂl‘ﬂure...

Profile Browser Contact Search Window

3. Click in the Last Name field and type the end user’s last name.

% NOTE: If unsure of the spelling of the last name, type in a few letters of the last name
and click the tab key for a list of contact names.

4. Click in the First Name field and type the user’s first name.

5. Click on the Search button. The Profile Browser Contact List window will display.

Profile Browser Contact List Search || ShowFilter || ClearFilter |
e
1-5 of §
Mame ~ Contact Type Access Type Contact ID System Login Phone Number Status
klaasesz, kathryn Ermployee Ermployee Active
klass, Kelcey R Ermployee Ermployee Active
klass, Kimberly & Ermployvee Ermployee Active
kleinman, Karen Ermployvee Ermployee Active
klingrnan, kay 1 Analyst Adrninistrator Active

Profile Browser Contact List

10




6. Click on the name of the contact. The Contact Information window will open.

Contact Contact Information for Klin gman, kayr J

Last Name First Name Middle Name Status

Klingman, Kay 1
: Klingman Kay 1 Active

i 1. Information

System Login
2. Environment

= klingrnak
3. Issue History Contact Type Access Type
4. Incident History Analyst Administrator
Service Type Data Partition Time Zone
5. Problem History analyst
6. Request History Phone Number Contact Number Fax Mumber Pager Number Alt. Phone #

7. Change Order History
Email Address

Edit This Contact | kay_klingman@recpsmd.org
B Location Site
Recent Activity ]
Address
Select Mew Contact ]
L ——— Rockville
Copy to Edit Form | |eoeso
Scratchpad
f Spelling ] Search Knowledge ]r Clear Scratchpad ],r Quick Close Request
=
(T Quick Request |
=
Type B Template

IRequest ;I I w |

Contact Information window

7. Inthe scratchpad region at the bottom of the window, type the issue details.
| |

%\NOTE: Click on the Spelling button to check spelling in the Scratchpad.

_\

ratchpad
0 Spelling ] Search Knowledge ]r Clear Scratchpad ]r Duick

’ { 3

Iigick Reque;t" I
=

Type B Template
|Request ;Il | New

Scratchpad Regig

8. Click the New button.




9. The Contact Information for the end user will populate in the request.

Create New  Save Request

RequeSt l Save “ Create Change Order “ Create Incident ] | Cancel “ Reset “ Profile Browser ]| Use Template
TTD
@ affected End User {Required) * Request Area * Status Priority *

IKIingman, Kay 1 IEIementary.I need my IOpen 'I |47Norma| vI
[« Detail

Reported By 2] Assignee 2] Group {Required) * B Asset
Miller, Lori E || IES-ITSS |
Active? B Location Location Description B call Back Date/Time

TES IDZDSl ILaytonsviIIe |<empty> ;I

[~ Summary Information

" spellin
Summary | il q Timer

Description l Spelling H Search Knowledge ]
Problem with TW/computer hook-up, User cannot view DE Streaming videos from TV when viewed from full screen from computer, ;l
=
Open Date/Time Last Modified Resolve DatefTime Close DatefTime

04/17/2008 01:26 prm

Create New Request Page

% NOTE: The Affected End User, Location Description, Summary, Description Field, and
Assignee will populate. The fields with an asterisk are required fields. If you are NOT the
person assigned to resolve this request, delete your name as the Assignee under the Assignee
field.

10. Fields are described below:

Field Name Description

Affected End User Will auto-fill with the end user’s name

Request Area Click in the field to select N——
the customer’s request area
from the Request Area 7S Raminotice
Selection. =& Flementary

@ HardwarelInstall or setup
@ HardwareRepair
@ I need my SupportSpecialist Request for help from ITSS
@ Other Request for unspecified assistance
¢ UserID or Password
&3 Email
@ HighSchool
3¢ 3 MiddleSchool

12




Status

Will default to Open, but can be changed by
using the drop down menu.

Status

open
Close Requested

iCIDsed
Closed-Unresaolved
Fix in Progress
Hold

Problern-Closed
Problem-Fixed
Problern-Qpen
Researching
Work In Progress ™

Ll ]

Priority

Will always default to 4-Normal and can be changed by an analyst
using the drop down menu.

Assignee

Analyst to whom the request is to be assigned.

Group

Click the Group heading to select the
assigned analyst’s group from the list.

Group List

[

Name ~

ES-ITSS

Help Desk

HS-ITSS

ET MCPS

ME-ITSS
SystemnsarchitecturedndOperations
58

Location and Location
Description

Will auto-fill with the customer’s school # and school name

Call Back Date/Time

Select an option if a call back is

necessary using the drop down menu e

y g p ) |<empt\,r> ;l
Tn one day
In two days
In one week

Cther...

.......

Summary

Will auto-fill with a few words from the Description field.

Description

Will auto-fill with what is entered in the Scratch Pad region on the
Create a New Request screen.

11. Click Save.

13




Adding Properties to a Request

Properties must be added when hardware replacement for printers or computers is requested.

1. Open a Request.

501 Request Detail [

Profile Browser

Edit ][ Create Change Order ][ Create Incident ][
Affected End User {Required}) Status Priority
] . pair. D Qpen 4-Normal
[« Detail

Reported By Assignee equired) Asset

Miller, Lori E

Active? Location 'ocation Description Call Back Date/Time
YES 41415

Technology Consulting and Communication Systerms Team

/ Open Request

2. Click the Edit button.

3. Click on the Request Area field heading. The Request Area menu will display.

Auers, Help Dy

Logged in as: Miller, Lori {Log

File = |!iew - |Sgarch - |Eindo

Request Area Selection

Request Area
[71 3 AdminOffice

17 Elementary
{7 Email

@ HighSchool
717 MiddleSchool

Request Area menu

4. Expand the Request area that corresponds with the end-user’s location by clicking the
plus sign to the left of the Request Area name.

Request Area Selection

Request Area
71 AdminDffice

3@ Elementary

@ HardwarelInstall or setup

@ HardwareRepair
@ I need my SupportSpecialist Request for help from ITSS
@ Other Request for unspecified assistance

@ UserID or Password

{3 Email

ﬂ@ HighSchool

ﬂ@ MiddleSchool

Expanded Request Area menu

14




5. Expand the Hardware Repair link.

Request Area Selection

Request Area
m¢ Adminoffice

FIC} Elementary
@ HardwarelInstall or setup
El&3 HardwareRepair
@ computer request to have a computer repaired

@ printer request to have a printer repaired

Expanded Hardware Repair menu

6. Select the hardware (computer, printer) that corresponds to the request. The Request
Area field will populate with this information.

7. Inthe Summary Information, click the Properties tab. The Properties tab will display.
AN

[* Summary Information
| 1. Activities ] 2. Event Log ] 3. Attachments \i 4. Service Type I 5. Parent # Child ]
6. Knowledge I 7. Solutions I 2. Properties I 9. Template
Properties
Name Yalue Examples
Current location * I
Computer manufacturer * I
Computer model * I
MCPS barcode * I
Computer serial number or tag number * I
Monitor serial number {for monitor or speaker problems) I
Properties Tab
8. Fill in the e
. . pdate Reques | Save || Create Change Order Il Create Incident | | cancel Reset (@) Profile Brows|
fields in the .- !
Properties B Affected End User {Required) * Request Area * Status Priority *
Miller, Lori, E [HighSchool Hardwarer [open [~ | [a-normal =]
Summary _
’
Information _ _
Reported By a Assignee a Group (Required) * B asset
Al’ea These diller, Lori E [ [sTs_tech [
f|e|ds |nC|ude Active? B Location Location Description B call Back Date/Time
Computer YS [a1415 [Damascus High School [<empty= =l
S| Informati
manufacturer,
C | 1. Activities I 2. Event Log | 3. Attachments I 4. Service Type I 5. Parent / Child
Omleter | 6. Knowledge 7. Solutions ] 8. Properties | 9. Template
model, Current [Properties
Iocatlon for Name Yalue Examples
Computel’, Current location * [Bamascus As
. Computer manufacturer * [Dell
serial number R et e
and barcode. MRS haninile [meps1z3458
Computer serial number or tag number * [E2003213
Manitor serial number (for monitor or speaker problems) |

Adding Properties in the Summary Information

15




%%} NOTE: Viewing Assets will help analysts who have limited information regarding the
hardware. For example, if the analyst is missing the barcode or serial number, viewing the
Asset will allow the analyst to access the missing hardware information.

Viewing a Request History for a Contact

Viewing the Request History of the End-User will allow the analyst to gain background
information regarding request history. The analyst will be able to view any open, or closed
request information as well as the assignee information. This information may help to quickly
identify additional information that may be needed to resolve the request.

1. Click the View menu from the USD home page.

¥iew ¥ |Search * | Window

Announcements
_|Log Reader...
col Profile Browser...

1y eTrust Password Reset...

. Response Time Statistics...

ra Preferences...

ad Refresh

View Menu

2. Select Profile Browser. The Profile Browser Contact Search window will display.

Profile Browser Contact Search Search (@) | Hide Filter || Clear Filter |
Last Name First Name Middle Name Contact Type

I | | |<empty> =]

Active Contact ID System Login Access Type

I.ﬁ.ctive "I | | | zempty = -l

@ Location ] Organization ] Department Phone Number

| | | | ﬂ- More...

Profile Browser Contact Search Window

3. Click in the Last Name field and type the end user’s last name.

% NOTE: If unsure of the spelling of the last name, type in a few letters of the last name
and click the tab key for a list of contact names.

4. Click in the First Name field and type the end-user’s first name.

16




5. Click on the Search button. The Profile Browser Contact List window will display.

Profile Browser Contact List | Search || ShowFilter || Clear Filter |
|
1-5 of §
Mame ~ Contact Type Access Type Contact ID System Login Phone Number Status
klaasesz, kathryn Ermployee Ermployee Active
klass, Kelcey R Ermployee Ermployee Active
klass, Kimberly & Ermployvee Ermployee Active
kleinman, Karen Ermployvee Ermployee Active
klingrnan, kay 1 Analyst Adrninistrator Active

Profile Browser Contact List

6. Click on the name of the contact. The Contact Information window will open.

TOsET Oy I

File v I!iew - |Sgarch - |ﬁindow hd |ﬂeIpL!

Contact Contact Information for Klingman, Kay J
Klingman, Kay 3 La.st Name First Name Middle Name Sta.tus
i 1. Information Klingman Kay 1 AChive
H System Login

. 2. Environment klingmak

. 3. Issue History Contact Type Access Type

. 4. Incident History Analyst Administrator

I Service Type Data Partition Time Zone
. 5. Problem History Analyst
. 6. Request History Phone Number Contact Number Fax Number Pager Mumber Alt. Phone #

240-632-6915 30931
Email Address

Kay_Klingman@mcpsmd.org

7. Change Order History

[ Edit This Contact ]

- Location Site
| Recent Activity ] 41427
Address
[ Select New Contact ] 2096 Gaither Road
Suite 102
y Rockville
[ Copy to Edit Form | |z08s0
Scratchpad
[ Spelling ][ Search Knowledge 1 Clear Scratchpad Ir Quick Close Request
=
| Quick Request ]
=l
Type B Template
|Request =l | New

Contact Information window
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7. Click the Request History link in the Contact region on the left of the screen. The end-
user’s Request History will display.

Request History for Miller, Lori | Search || Show Filter Clear Filter (@) |
L —
1-12 of 13

Request # Status Open Date Prio Type Assignee =
513 Qpen 03/26/2008 11:17 am 4-Mormal Request Treiber, Lauren

Summary: data is inaccurate

51z Qpen 03/26/2008 11:13 am 4-Normal Request Treiber, Lauren

Summary: my printer is jammed

507 Qpen 03/25/2008 04:28 pm 4-Normal Request Treiber, Lauren

Summary: Performance Matters - Item Analysis report

501 Closed 03/25/2008 04:07 prm 4-Normal Request Miller, Lari

Summary: this is a test

496 Qpen 03/25/2008 03:28 pm 4-Mormal Request Miller, Lari |
Summary: this is a test, test, test,

486 Closed 03/25/2008 09:44 am 4-MNormal Request Miller, Lari

Summary: testing once again

479 Qpen 03/20/2008 10:49 am 4-Mormal Request klingrnan, Kay

Summary:

469 Qpen 03/19/2008 05:19 pm 4-Maormal Request Klingrnan, Kay =

End-user Request History

Viewing Notification History

Analysts can view the Notification History of an end-user to get background information on an

on-going request.

1. From the Request History, click on the request # of the request to be opened. The
request information will display.

File v |!iew - |Sgarch - |ﬂindow - |ﬂe|p - |

Save Successful - Activity Log created

Request #
B96

|

. Incident History

633

. 5. Problem History

. 6. Request History 504
..... 7. Change Order History Summary:
296
[ Edit This Contact | Summary:
592

I
Contact
Klingman, Kay 1
i. 1. Information

. 2. Environment
i.. 3. Issue History

[ Recent Activity ]

Summary: smoke

Request History for Klingman, Kay J

Status
Closed

Open Date
04/10/2008 09:20 am

Closed 04/09/2005 09:44 am

sumrmary: This is a test of notification.

Open 04/01/2005 03:48 pm
Closed 03/31/2008 02:31 pm
Open 0343172008 10:42 am

[ Search ][

Show Filter

][ Clear Filter]

Prio

4-Marmal

Summary: My TV is not diosplaying my DE Streaming video fro

4-Mormal

4-Mormal

4-Mormal

2-\IP

Type
Request

Request

Request

Request

Request

1-25 of
Assignee
Miller, Lori E

Klingman, Kay ]

Ercalani, Alfred

Klingman, Kay 1

Customer Request History
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2. From the Request Detail page, click on View and choose Notification History.

Logged in as: Miller, Lori { Log Dut)

-

Announcements

592 R

Log Reader...

Create Change Order

Profile Browser... )
eTrust Password Reset...
Response Time Statistics.,

Motification History...

Event History... Assignee
Event Delay History...

In-The-Know Notify List... |Location
Preferences... 41422

Refresh

Summary

smoke
Description
smoke

Open DatefTime

0z/ed

Last Modified

409

oS 404 Lo oo0s 1.0;

eques

t Area

Elementary.HardwareRepair.computer

Group (Required)

ES-ITSS

Location Description

Divisian of Technalogy Support

O oo

Resolve Date/fTime

Request Detail

3. The Notification History information will display.

Motification History for 592

Header Sent Date ~

0441772008 10:39 am
I'm still nat seeing my Callbacks. Request 592 Ma
Callback still not working 044172008 10:39 am
I'm still not seeing my Callbacks. Request 592 Ma
Reguest 597 Manual Motify 04/17/2008 10:32 am
Testing Motification History Request 592 Manual Mo

Callback still not working

Klingrman, kKay J

Treiber, Lauren D

Treiber, Lauren D

Recipient

Urgency

Normmal

Normal

Mormal

1-3 of 3
Method Status
Ernail Incorming Frl
Ernail Incoming Frl
Ernail Incoming Frl

Notification History for Request#

Responding to and/or Updating Requests

There are different ways to view requests using the Scoreboard. Users may view requests

assignment to themselves
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Changing the Priority Level of a Request

1. From the request list, right click on the request # of the request to be opened. A menu is

displayed.

Request List

Search I

Show Filter ]

Clear Filter

] Edit in List

1-7
Request # Status Open Date ™ Priority Group/Parent Contacts
E vicw sed  04/04/2008 11:53 arn 4-Mormnal Help Desk E”‘ss'g“ee’ illzr, La
'_Edit | Customer: Gaudina, Margaret
Update Status... [ . .
c callback... sed 04/01/2008 09:13 am  Mone ES-ITSS E”‘ss'g“ee’ =G, Le
tﬂesearch... Custorner; Miller, Lari E
Log Comment... 5 LM
c i sed  03/26/2008 02:54 pm  4-Mormal Help Desk fiesion=ciiiler]io
Solution... E
{Transfer... incleidenslubenldisplared Custormer: Treiber, Lauren D
Escalate... - -
£ manual Notify... sed  03/26/2008 09:21 am  4-Mormal Help Desk ettt s Le
1Print Form list_cr.htmpl.. Custaorner: Treiber, Lauren D
__ﬂelp on This Window... ed 0 SS200s 0945 o Aoblorroal Help Decl Assignee: Miller, Lo

2. Select Escalate. The Escalate Request Window is displayed.

Request Number
603
Current Priority

4-Mormal

MNew Priority *

4-Marrnal "I

1-Ermergency
2-VIP
3-Hi q h
- ol
S-Law
Mone

Escalate Request 603

Spellir

Escalate Request window

3. Select the priority level from the drop-down menu in the New Priority field.

4. Click Save.

4-Mormal

Current Priority

Mew Priority *

4-Mormal

[

1-Emergency
2-WIP

S-Low
Mane

3-Hiih I

Priority Options
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Changing the Status of a Request

% NOTE: The End-user will receive an auto-notification message via Outlook when the
status of the request is updated.

1. Open the Request Detail window.

4= Help Desk '°°

Logged in as: Miller, Lori { Log Dut)

h Support
Center

Request ;” [

’ A ‘

File v |!iew hd |ﬂctiuities hd |Ac§ions hd |Sgarch hd |Repgrts - |ﬂindow hd |ﬂe|p - |
599 Request Detail [ Edit ][ Create Change Order ][ Create Incident ][ Profile Browser
Affected End User {Required}) Request Area Status Priority
Miller, Lori E Elementary.l need my SupportSpecialist Closed MNone
[« Detail
Reported By Assignee Group {Required) Asset
Miller, Lori E Miller, Lori E ES-ITSS
Active? Location Location Description Call Back DatefTime
MO 41415 Technology Consulting and Communication Systems Team
lr Summary Information

Request Detail Window
2. Click the Activities menu on the Navigation bar.

Lees Help Desk Te°h Suppor

Center
Logged in as: Miller, Lori { Log Dut) '

File ~ |!iew > |Actiuities - ‘Ac!ions - }Sgarch hd |Repgrts A |Eindu

599 Request Update Status... [ Edit

LCallback...

Affected pocearch... Request Area|

Miller, Lt ) og Comment... Elementary.I
Solution...

= ol ]
Transfer...

Reportec g, alate... Required)

Miller, Le Manual Notify...

Active? | attach to Existing Change Order... N Description

MO 41415 Technology Consulting an

Activities Menu
3. Select the activity to be updated. The following table explains each:

Field Name Description

Update Status Allows analyst to choose Close, Research, Fix in progress, or Hold a request

Callback Analysts can use callback as a reminder to call customer back. All callbacks
can be stored and viewed.

Research Additional information is needed, possibly from vendor, customer, or another
analyst.

Transfer Allows analyst to transfer request to another analyst.

Escalate Allows analyst to escalate request to a higher priority for resolution

Log Comment | Allows analyst to give additional information regarding request.

Manual Notify | Allows analyst to send email to customer regarding request. Allows analyst to
send email to another analyst or second-level support or technology
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| consultant. Provides a history of all transactions attached to the request.

4. Click Save after updates have been made.

% NOTE: A shortcut to update the status of a request is to right click on the Request # from

the Request List and choose the activity from the drop down menu.

Adding and Viewing Assets

Analysts may use Assets to view missing information for a hardware replacement, such as
barcode or serial number. This does NOT take the place of Properties since Assets will not
provide the Current Location or Requested Location for the hardware.

Adding an Asset

1. From the request list, right click on the request # of the request to be opened. A menu is

displayed.
Request List | search || showFilter || clearFilter || Editin List
1-7
Request # Location Stdtus Open Date Priority Group/Parent Contacts
H vieu ied  04/04/2008 11:53 am  4-Mormal Help Desk Assignee: Miller, Lo
¥ E
'_Edit Custormer: Gaudino, Margaret
Update Status... M ) ;
ccallback... ked  04/01/2008 09:13 am  MNone  ES-ITSS 255'9“93’ Miller, Lo
tﬂesearch... Custorner: Miller, Lori E
Log Comment... = T
E ) bed  03/26/2008 02:54 pm 4-Mormal Help Desk fission=ciiilenilo
Solution... E
(Transfer... ming wideos when displayed Custorner: Treiber, Lauren D
Escalate... - -
£ Manual Notify... bed  03/26/2008 09:21 am  4-Normal Help Desk At Miller, Lo
L brint Form list_crhtmpl.,.) Custorner: Treiber, Lauren D
Help on This Window... ed 03/25/7008 09:45 am d-Mormal Heln Decl Assignee: Miller, Lo
2. Select Edit. The Update Request window is displayed.
Save '_Reques‘t
557 Update Request l Save (@) Jl Create Change Order J'\ Create Incident ] l Cancel J: Reset Jl Profile Browser
Affected End User {(Required) * Request Area * Status Priority *
|Mi||er, Lori, E IEIementary.Other IClosed - I4-Norma| 'I
[« Detail
Reported By ] Assignee @ Group (Required) * @ asset
Miller, Lori E | lSTS_tec:h ||
Active? B L ocation Location Description B call Back Date/Time
MO I41415 ITechnoIogy Consulting |<empty> ;I

Update Request window

3. Click the Asset field heading.
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4. Inthe Name field, type in the barcode number or the serial number of the hardware.
Asset [ Search ][ Hide Filter ][ Clear Filter ][ Discovered Assets
Search
Mame @ class Host Mame Serial Number
ESO002 | | |
MALC Address Alt CI ID DMNS Mame Active

| | IF'.I:'tive =]
IP Address @ Location & status Service Type
| | [ompr= = &
More...
Asset Search Window

5. Click the Search button.

6. The Asset Search list will display.

7. Click the Asset List [ Search H Show Filter ][ Clear Filter ][ Discovered Assets l

name of |

1 Asset found

the asset.
Name Host DNS  Serial Contact Active #Req #Inc #Prb #Chg #Iss Active
- Name MName Mumhbher
ESOO0Z MY4932B0CH Active 5 o o 0

0 Active
1 Asset found

Asset List Window
Right-click on the Asset Name in the Asset List.
Choose View in the Right-click Menu.

Asset List | Search || Show

Name Host DNS Serial
e MName Number

ESC yiew BOCHM

Edi
Asset Yiewer
Print Form list_nr.htmpl...

Help on This Window...
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3. The Asset information will display the Asset Detail field.

%% NOTE: The analyst can view the missing information, such as the barcode, serial
number, model or manufacturer, and add it to the Properties tab.

E50002 Asset Detail

Asset Yiewer

Name Class Family Active?
ESDO0Z Printer H Active
Serial Number Alt CI ID Host Name DNS Name MAC Address
MY4932B0CM
MNotes
[ 4. Location ] 5. Contacts I 6. Organizations I 7. Service Contracts ] 8. Related Assets

[ 9. Incidents ]

10. Problems ]

11.Requests |

12. Change Orders ]

13. Issues

] 14. Impact Analyzer I

[ 1. Inventory

2. Log ]

3. Service

Inventary

IP Address

Acquire Date

Product ¥ersion

Model
HP Laserlet 9000

Installation Date

01/24/2005 12:00 pm

Financial Reference
169

Manufacturer

H-P

Expiration Date

Quantity
1

Status
Active

License Number
958383
Warranty Start Date

Warranty End Date

8.

Click Save.

Viewing the Asset Detail for a Ticket

557 Update Request

B3 affected End User (Required) *

Save Request

|Mi||er, Lari, E

Save (@) ]' Create Change Order II Create Incident ] { cancel “ Reset “ Profile Browser
Request Area * Status Priority *
IEIementary.Other |Closed ;I |4-N0rma| ;I

[« Detail

Reported By a2 Assignee
Miller, Lori E 1]
Active? B Location
NG Iw—

2] Group {Required} *
|ISTs_tech

Location Description

ITechnoIogy Caonsulting

B asset

ESpnO0Z

B _call Back Date/Time

| <empty =

H

Update Request Window via Asset Information

Viewing an Asset
If the analyst needs to view hardware details they can view this information from the asset

details.

1.

From the
request list,
right click on
the request #
of the request
to be opened.
A menu is
displayed.

Request List | search || showFilter || ClearFilter || Editin List
1-7
Request # Location Status Open Date ™ Priority GroupjfParent Contacts
€ view bed  04/04/2008 11:53 am  4-Narmal Help Desk et Miller, Lo
'_Edit Custorner: Gaudino, Margaret
Update Status... M . .
£ Callback... Led  04/01/2008 09013 am None  ES-ITSS ettt s Le
tgesearch... Custorner: Miller, Lari E
Log Comment... i Ty
£ ) ked  03/26/2008 02:54 pm 4-Mormal Help Desk Assignee: Miller, Lo
Solution... E
tTransfer... ming videos when displayed Custorner: Treiber, Lauren D
Escalate... - -
£ Manual Notify... ked  03/26/2008 09:21 am 4-Mormal Help Desk E"ss'g“ee' blllew, Le
1Print Form list_cr.htmpl... Custorner; Treiber, Lauren D
Help on This Window... ed  OS/PESEONS NOAS arn  Achorroal Help Diecl Assignes: Miller, Lo

Asset details
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2. Select Edit. The Update Request window is displayed.

SAVE KeT|
557 Update Request [ Save ][ Create Change Order ][ Create Incident ] [ Cancel ][ Reset (@) ][ Profile Brows
@ affected End User {Required) * Request Area * Status Priority *
||Vliller, Lori, E |Elementary.0ther IOpen = |4-N0rma| =1

Reported By & Group (Required} * B Asset

Update Request Area

a Assignee

IMiIIer, Lari, E

Miller, Lori E

3. Click on the Asset.
4. The Asset information will display the Asset Detail.

Asset Viewer

ES50002 Asset Detail

Name Class Family Active?
ES0002 Printer Hywi Active
Serial Number Alt CI ID Host Name DNS Name MAC Address
MY493ZB0CM
Notes
l 4. Location I 5. Contacts I 6. Organizations ] 7. Service Contracts I 8. Related Assets I

l 9. Incidents ] 10. Problems I 11. Requests ] 12. Change Orders 13. Issues ] 14. Impact Analyzer I

1. Inventory ] 2. Log 3. Service
Inventory
IP Address Model Manufacturer License Number Status
HP Laserlet 9000 H-P 955388 Active

Acquire Date Installation Date Warranty End Date

01/24/2005 12:00 pm

Expiration Date Warranty Start Date

Financial Reference
169 1

Product ¥Yersion Quantity

Viewing the Asset Detail for a Ticket

Manual Notifications

Manual Notifications are used when you want to send an email and associate it with the request.
Examples: Correspondence with the end-user for follow-up questions, contact another analyst, or
second level support for additional info, or contact a principal for confirmation of rights. The
sent message is logged in the Activities tab so there is a record of what was sent to whom.

1. From the request list, right click on the request # of the request to be opened. A menu is
displayed.

1
Request List Search ][ Show Filter ][ Clear Filter ][ Edit in ListI
Request List
1-7 - -

Request # Location Stqgus Open Date ™ Priority GroupfParent Contacts Wlth rlght_
E vicw ed  04/04/2008 11:53 am  4-Normal Help Desk SIS witlr, Laf -~ Click menu
rgdit Custorner: Gaudino, Margaret

Update Status... b7 - X
< callback... ed 04/01/2008 09:13 am  Mone  ES-ITSS éss'g”ee: Lilleryte
t Research... Custormner: Miller, Lori E

Log Comment... .
E ) ed  03/26/2008 02,54 prn 4-Normal Help Desk gssionse Juil=nilo

Solution... E
(Transfer... frinaluidecElaben]displayed Custorner: Treiber, Lauren D

Escalate... . il
£ Manual Notify... ed  03/26/2008 09:21 am  4-Normal Help Desk Sissligees Bl Lo
1 Print Form list_cr.htmpl... Custarner: Treiber, Lauren O 25
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2. Select Manual Notify from the menu. The Manual Notification for Request will display.

462

Recipients *

:

Manual Notification for Request

Notify J Cancel ] Clear Text

Message Title *

Add Recipient Remove Recipient J
Urgency Preferred Method{Optional) Internal?
|Nnrrna| | |<empty> =1 (]

M Text * pelling

Manual Notification for Request Area

3. Click the Add Recipient button.

4. Type the name of the recipient for your manual notification.

Contacts Search

Contact List
3 Matches

Klingman
klingrnan

Clear Selection

Search ] 0K

Cancel

Contacts
=
Add bo seleckion
<
Clear Selection

5. Select the recipient from the list.

6. Click the ijarrowsymbol.

7. Click the OK button.

Contact Search Area
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8. Type the Message Title and Message Text.
9. Click on the Clear Text button to delete text from the manual notification.

10. Click the Notify button to send your Manual Notification.

Manual Notification for Request Notify || Cancel TTERFTERT

462

Recipients *

Klingman, Kay

Add Recipient I Remove Recipient ]

Urgency Preferred Method{Optional) Internal?
INDrmaI -I I{empt\,r:b- 'I |

Message Title *

|Prob|em displaying DE Streaming wideos w/Tw

Message Text * Spelling

Lo you know the fix for displaying DE Streaming videos in full screen on the TV ;I
when the screen is black?

[

Manual Notification Message Example

% NOTE: The Manual Notification will be sent automatically to the recipient in Outlook,

including a link to view the Request.

B Request 513 Manual Notify - Message (Plain Text)

File Edit YWiew Insert Format Tools  Actions  Help

~aReply :&Reply to All | i Forward | = Ed | v l_\_‘\, (5 Xl a-9-§@ =
& snaglt [ | window -B

From: ServiceDeskl 1 Development [unitest@mcpsmd. org]

To: Millet, Lori E

Co

Subject:  Request 513 Manual Motify

When were the asssesswents scanned? If it was late in the day, it way take an additional day
from IM3 to PM. Llso, did yvou check vour filters? If you have a filter applied in PM, this
different.

Request 513 Manual Notify.
bssigned to: Treiber, Lauren
Customer: Miller, Lori
Description: data is inaccurate in PM and IM3. IMS shows 127 scudents with Eng 7 U3 formatiwve
shows 24 students with Eng 7 U3 formative assesswent Scores

Click on the following URL to view Regquest:
hrop: /A USD11UG-Tesc/ Chisd/ pdmweb . exe?0P=SEARCH+FACTORY=cr+SKIPLIST=1+0FBE . EQ. id=400295

Manual Notification via Outlook Example
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Searching for a Request
An analyst can search for a request using a variety of search filters.

1. Click the Search button on the navigation bar.

mcps Help Desk Tech Suppor‘l:

Center

Logaged in as: Miller, Lori ( Log Out)
| Service Desk i Knowledge ]

File = |!iew . |Sgarch | ¥Window T |ﬂe|p o |

Announcements
| Update Counts ]
Scoreboard
03/25/2008 12:50 pm
Ep e Quelis. Patches QD91538, Q091539 3
¢ My Group Unassigned Regquests cal request and contact numb

(za)

H¢ 3 Requests 02713 {9000 0955 e ok

Navigation bar
2. Select Requests. The Request List screen will display.

oo T iy o T
|Search A |ﬁinduw - |ﬂe|p -
| | Incidents 10
dat Problems ]

' |Requests
Req Iz
. |Change Orders -
Un. Issues rg
Announcements

Requests Selection
3. Click on the Show Filter button.

| Request List [gearch ][ Show Filter ][ Clear Filter

|| Editin List

Custormer: Miller, Lori E

when I turn on my classroom computer, I hear a very loud

1-3 off
Request # Location Status Open Date ™ Priority GroupjfParent Contacts -
529 Open  04/04/2008 02:04 pm 4-Normal ES-ITSS SISt iz, et

Request List
4. The Search filter region is displayed.

IS I=""F |

Additional Search Arguments

I(type = 'R"' OR type =" OR type IS NULL)

Search filter region

Request List | search || Hide Filter || clear Filter || Editin List
Assignment Status 2] Assignee 2] Group @ status
|Mi||er, Lori E | |
Priority Active Request Area 2] Configuration Item @ Reported By
|<empty> ;”Ac,ti\-’e ;” I I
@ End User Name End User User ID B End User Location B End User Organization

_ﬂl\-’lure...
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5. Enter the search criteria; you can enter as many criteria as you want.

Field Name Description

Assignment Status Determines if the request is assigned or unassigned to an analyst.
Assignee Person who assigned the request

Group Group to which the request is assigned

Status Determines if the request is active or inactive.
Priority 4 is Normal, 3 is High, 2 is VIP and 1 is Emergency
Active Defines the request as closed or open.

Request Area Category

Configuration Item Asset

Reported by End-User or Analyst that created the initial request
End User Name Name of the person having difficulty

End User ID End-User ID of the person having difficulty

End User Location Location of the person having difficulty

End User Organization | Organization of the person having difficulty

% NOTE: Activated wildcard search: Analysts can enter a few letters without entering the
wildcard % symbol. When the Tab key is tapped the result will be as if the wildcard % was
used. An example would be kli for klingman in the End User Name field.

6. Click the More button ﬂ ) to view additional search filters. The date filters are

displayed.
& End User Name End User User ID @ End User Location B End User Organization
| | | | # Less...
Impact Service Type H Earliest Open Date B Latest Open Date @ parent Request
[<empty> =] [<empty= =] | |
Severity Urgency B Earliest Resolve Date B3 Latest Resolve Date E Root Cause
|-=:ern|:ut\,r>;| |-=:ern|:ut\,r>;| | | |
Template Template Active H Earliest Close Date B Latest Close Date

|<em|:|t\,r:a-;| |<em|:|t\,r:a-;| | |

Child Type SLA ¥iolation

[cemptrs =l[<emptye =l L more...
Additional Search Arguments

|(t3r|:|e ='R' QR type =" OR type IS MNULL)

Additional search filters

% NOTE: Users can use the data parameters when searching for closed requests, such as
the Earliest Open Date and Latest Open Date.
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7. Click the More button ﬂ to view additional search filters. The summary and
description filters are displayed.

Child Type SLA ¥Yiolation

I-cempt\,r} ;Il-cempt\,r};l #LESS...

Request Summary Request Description

|| | #Less...

Additional Search Arguments

I(type ='R'OR type =" OR type IS NULL)

More search filters

% NOTE: Users can use the wildcard % search to look for requests containing specific
words. Users can also search by request summary to find solutions to similar issues.

Viewing a Closed Request
An analyst can retrieve information from previously closed requests.

1. Click the Search button on the navigation bar.

mcps - Help Desk Tech Supporl:

Center

Logged in as: Miller, Lori (Log Dut)

| Service Desk I Knowledge l

File = |!iew - |Sgarch - |_i¢_'induw T |ﬂe|p " |
Announcements
| Update Counts J =
@Scurehnard
03/25/2008 12:50 pm

B My Quee Patches QO91538, QOY1539 4
¢3 My Group Unassigned Regquests cal request and contact numb
20}
F¢ 3 Reguests 0247 /9000 O9-55 pmee 0k

Navigation bar

o T T o T

|Search A |ﬁinduw - |ﬂe|p -

Incidents 10

Requests

¥

Un. Issues rg

LChange Orders

Announcements

Requests Selection
2. Select Requests. The Request List screen will display.
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Request List

when I turn on my classroom computer, I he

1-5 of
Request # Location Status Open Date ™ Priority GroupjfParent Contacts 4
29 Open  04/04/2008 02:04 pm  4-Normal ES-1TSS Ess'g“ee’ Millsr, Lori

Clear Filter Edit in List

J|

Show Filter

J|

[ Search ][

ar a very loud Custarner: Miller, Lori E

Request List

3. Click on the Show Filter button. The Search filter region is displayed.

[T

Request List [ search ][ Hide Filter ][ Clear Filter ][ Edit in List ]
Assignment Status 2] Assignee @ Group BN status
|miller, Lori E | |

@ configuration Item 8 Reported By

Priority Active Request Area
[zempty=  =l[active ]| I I
& End User Name End User User ID & End User Location &) End User Organization

Additional Search Arguments

| | ﬂMnre...

I(type ='R' OR type = " OR type IS MULL)

4. Click the drop down arrow in

Search filter region
the Active field. A list of selections is displayed.

Request List

Assignment Status E Assigne

5. Select Inactive. I<ematy - =l ier, Lori
Priority Active Request|
|<empt\,r} ;l Active ;”

@ End User Nan]

¢ End User )

HaL :

Impact Service Type E Earli
Active field menu
6. Click the Search button. The
Request List is displayed and [ Search ][ Hide Filter ][ Clear Filter ][ Edit in List
only the closed tickets are listed. @ Group & status -
Search button
. Request List | Search || ShowFilter || ClearFilter || Editin List
7. Clickona
Request 1-4 04
number to Request # Location Status Open Date ™ Priority  Group/Parent Contacts
VIE‘W the 505 Closed  03/26/200& 09:21 am 4-Mormal  Help Desk Assignee; Miller, Lori
Test Custorner: Treiber, Lauren
I’equest 501 Closed  03/25/2008 04:07 prn 4-Mormal  Help Desk Assignee: Miller, Lori
H this is a test Custorner: Miller, Lari
detall 457 Closed  03/25/2008 09:45 am 4-Mormal  Help Desk Assignee: Miller, Lari
- testing again to check changing affected end user Custorner: Treiber, Lauren
Reque8t LISt for 486 Closed  03/25/2008 09:44 am 4-Mormal  Help Desk Assignee: Miller, Lori
Closed T|Ckets testing once again Custorner: Miller, Lari
1-4 of 4
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Personalizing Responses

Analysts can save time by creating personalized responses for requests that require similar
information to resolve the problem or request additional information from an end-user. Some
groups, such as the Help Desk will use Global Personalized Responses for certain kinds of

requests. Global Personalized Responses will be created by the USD administrator. The Global
Personalized Responses will be accessible to all analysts.

%} NOTE: Make the name unique. Do not use a generic name when naming the
personalized response. For example, include initials or a number in the name.

Creating a New Personalized Response

1. Click the File menu. A menu is displayed.

2. Select New Personalized Response. The Create Personalized Response window will

open.

New Incident...
INew Problem...
E New Request...
g Mew Change Order...

E New Issue...
@ New Issue from Template...
g New Announcement...
Mew Configuration Item...
New Contact...
New Group...
New Location...
New Organization...

New Site...

Customize Scoreboard...
Print Form...

[ %gervice Desk | Knowledge

File * |¥iew * |Search * |Window * |H
New Incident from Template...

@ New Problem from Template...

@ Mew Reguest from Template...

@ New Change Order from Template...

Mew Personalized Response...

File Menu Bar

Create New Personalized Response

gavel Cancel ] Rese

Mame * Response Dwner Record Status *
I Miller, Lori IActive vl
Response Spelling
E
E
Display the Response for:
Requests Incidents Problems Change Is:
Orders
|2 |2 |54 |52 I+

Create New Personalized Response Window
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3. Click in the Name field and type in a name.

% NOTE: Choose a name that corresponds to the response. Remember to include initials
or a number in the name to identify the personalized response as your own.

4. Click in the Response field and type in a response.

Create New Personalized Response | Save || cancel || Reset

MName * Response Owner Record Status *

|LM Video Acceleration Miller, Lori I.ﬁ.ctive -l

This solution will fix the DE Streaming/TV Display problem. while the video is ;I
playing on DE Streaming, right click on the video, Choose QOptions, Drag the bar
under Video Acceleration from the right into the center and click OK. wou should

now be able to view the video from the TV when vou click Full Screen,

[

Display the Response for:

Requests Incidents Problems Change 1Iss
Orders
W i3 i i W

New Personalized Response Example
5. Click Save.
Accessing the Personalized Response or Global Personalized Response

1. Open the Request Detail window.

A== Help Desk "*°

Logged in as: Miller, Lori ( Log Out)

h Support
Center

Request ;” [

File v |!iew hd |ﬂctiuities hd |Ac§ions hd |Sgarch hd |Repgrts - |Eindow hd |ﬂe|p hd |

599 Request Detail [ Edit ][ Create Change Order ][ Create Incident ][ Profile Browser
Affected End User {(Required) Request Area Status Priority
Miller, Lori E Elementary.l need my SupportSpecialist Closed Mone
[« Detail
Reported By Assignee Group {Required) Asset
Miller, Lori E Miller, Lori E ES-ITSS
Active? Location Location Description Call Back Date fTime
MO 41415 Technology Consulting and Communication Systems Team

Request Detail Window
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2. Click the Activities menu on the Navigation bar.

Lo Help Desk T Suppor

Center

Logged in as: Miller, Lori ( Log Out)

File ~ |!iew - |Actiuities - |Ac§ions > ISgarch 2 |Repgrts - |ﬂindo

599 Requestgpdate Status... [ﬁ

Callback...

Affected Research... Request Area|

Miller, Lo ) ng Comment... Elementary.1]

[ = beta g I
Transfer...

Reportec Escalate... Required)

Miller, Ld Manual Notify... i

Active? | attach to Existing Change Order... N Description

MO 41415 Technology Consulting an

Activities Menu

3. Select Update Status. The Status Change window is displayed.

Le=o Help Desk "0 it S se—t

: Miller,

{ Close Window )

File ~ ‘!IEW - |5§arch - ‘ﬂlndow - |ﬂe|p - ‘

Status Change Request 621 | 8ave || cCancel || Reset |
Request Number Request Summary
621 hi just practicing w/promethean
Current Status New Status
Closed Closed -
. Ti
Time Spent B Date of Activit S;I::m Internal?
04/09/2008 03:13 pm | 04/08/2008 [
03:13 prn
User Description
Personalized Response
L

Status Change Window

4. Click on the drop-down menu under Personalized Response and select an appropriate

response.

Personalized Response

Additional Infao

Create ID

cust unavailable

DE Streaming accessing username
DE Streaming admin site

LM Thank vouiclose —
MLM Yideo Acceleration _—
S mClass website

Mare Info Needed

P?rfnrmance Matters data inaccurate ™o

=

Personalized Response list
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5. Click in the User Description field. The response will display inside the user description

field.

Spelling

User Description

The DE Streaming administrative site to view account information and usage is: ;I
admin.unitedstreaming.comThe DE Streaming administrative site to view account
information and usage is:

admin.unitedstreaming.comThe DE Streaming administrative site to view account
infarmation and usage is:

admin.unitedstreaming.com

Personalized Response

|DE Streaming admin site =

6. Click the drop down menu for New Status and update the status of the request.

7. Click Save.

User Description field

Hew Status

Closed =]

Zlose Requested -

Closed-Unresalved
Fixz in Progress
Hold

Qpen
Problern-Clased
Probler-Fixed

Closing a Request

1. From the request list,

right click on the
request # of the

request to be opened.

|—]
” Problem-Cpen
Researching =
= —
Waork In Progress
Request List Search J Show Filter I Clear Filter Edit in ListI
1-7
Request # Location Status Open Date Priority GroupfParent Contacts
Eview sed  04/04/2008 11:53 am  4-Normal Help Desk sl il Lo
A - d- I d rgdit | Customer: Gaudino, Margaret
menu is displayed. || 't storue.. -
ccallback... sed  04/01/2008 09:13 am  Mone ES-ITSS fzsiopescuiill=p Yol
Besearch... Customer: Miller, Lori E
Log Comment... .
E i sed  03/26/2008 02:54 pm  4-Normal Help Desk fesiones:lrillopiio
Solution... E
{Transfer... aming videos when displayed Customer: Treiber, Lauren D
Escalate... - =
£ Manual Notify... sed  D3/26/2008 09:21 am  4-Normal Help Desk Geetfynees (il Lo
1 Print Form list_cr.htmpl.. Customer: Treiber, Lauren D
Help on This Window... L eV T R e 1 iale Cacle Assignee: Miller, Lo

Request List with right-click menu
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Request List

Request #
546
Custorner cannot view DE Stre
545

Custorner cannot view DE Stre
496

this is a test, test, test.

Location 4

5iievw

lEdit

Update Status...
Callback...

Research...

Log Comment...
Solution...

Transfer...

Escalate...

Manual Notify...

Print Form list_cr.htmpl...
Help on This Window...

4. Type in the solution to the problem
in the User Description field.

Right-click Menu for Ticket Number

2. Right-click on the Request # to be closed. The Right-click menu will display.

3. Choose Update Status. The Status Change Request window will display.

Request Number
462
Current Status

apen

Time Spent

Status Change Request 462

User Description

Spelling

Save _l:

Request Summary
problem with TW/computer hoolup

New Status

|Closed =1

i

B Date of Activity  ggo,

[03727/2008 11:51 am | 03/27/2008
11:51 am

To resolve this problem, right-click on the wideo while it is open and playing.
Choose Options, Drag the button in the video acceleration into the center and
click QK. You should now see the video displaying on the TW.

Status Change to Close Request
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5. Click on the drop-down menu under New Status.

6. Select Closed.

7. Click Save.

MNew Status

Open

1

Zlose Reguested

Closed-Unresalved
Fix in Progress
Haold

Open
Problern-Closed
Problerm-Fixed
Problem-COpen
Researching

Work In Progress

Fs

-

New Status Drop Down Menu
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Printing Forms

You can print a report of your requests. This report function is available for individual request

detail.

1. Go to the window on which you want to report.

2. Click File on the navigation bar.

3. Select Print Form.

File * |¥iew ~ | Activities ¥ | Actions ~

c New Incident...
New Incident from Template...
New Problem...
New Problem from Template...
New Request...
New Reguest from Template...
New Change Order...
New Change Order from Template...
New Issue...
New Issue from Template...
New Announcement...
New Asset...
New Contact...
New Group...
NMew Location...
NMew Organization...
NMew Site...
Mew Personalized Response...
Copy
Print Form...

File Menu

4. Click Print when the Print window displays.

The Request List window prints the information provided on the Unicenter summary screen

(see below):

Request List

Search ] Show Filter J Clear Filter

|| Editin List |

Request # Location Status Open Date ™ Priority GroupfParent

557 Open 03/27/2008 10:05 am 4-Morrmal Help Desk

Just checking to see if I can refresh to see this new ticket... Customer: Miller, Lori
545 Open 03/26/2005 02:54 pm 4-Mormal Help Desk

Customer cannot view DE Streaming wideos when displayed full... Customer: Treiber, Lauren
545 Qpen 03/26/2008 01:58 pm 4-MNormal TSS

Custormer cannot view DE Streaming videas Custorner: Treiber, Lauren
496 Open 03/25/2003 03:28 pm 4-Mormal Help Desk

this is a test, test, test. Customer: Miller, Laori
462 02051 Qpen 03/19/2003 12:40 pm 4-Mormal Help Desk

problem with TW/computer hookup Customer: Klingman, Kay

1-5 of
Contacts

Assignee: Miller, Lori

Assignee: Miller, Lori

Assignee: Miller, Lori

Assignee: Miller, Lori

Assignee: Miller, Lori

Request List Window
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The Request Detail report provides all the details on each request in the report (see below):

548 Request Detail [ Create Change Order || create Incident || Profile Bro
Treiber, Lauren Admin0Office.Other Open 4-Hormal
[« Detail
Reported By Assignee Group (Required) Asset
Miller, Lori Miller, Lori Help Desk
Active? Location Location Description call Back Date/Time
YES
[« Summary Information
Summary Total Activity Time
Custormer cannot visw DE Streaming videos when displayed full... 00:24:53
Description
Customer cannat view DE Streaming videos when displayed full screen from computer to TV, The video shows up on the computer, but the TV is
black.
Open Date/Time Last Modified Resolve Date/Time Close Date/Time
03/26/2008 02:54 pm 03/26/2008 03:19 pm
6. Knowledge ] 7. Solutions 8. Properties
1. Activities ] 2. Event Log I 3. Attachments I 4. Service Type ] 5. Parent f child
Request Activity Log List | Search || ShowFilter || Cclear Filter (@) |
1-zof 2
Created By f Description on~ Time Spent Type
System_AHD_generated 03/26/2008 03:19 pm 00:00:00 Event Gecurred
AHDOS441: Request 548 has an assignes assigned
Miller, Lori 03/26/2008 02:54 pm 00:24:53 Initial
create a new request/incident/problem/change/issue

Request Detail Report

Loqgging Out

1. Click the Log Out link on the upper center area next to the Analyst’s name.

( mces Help Desk Tech Support

Center

Logged in as: Miller, Lori { Log Out)

| Service Desk I Knowledge ]
Log Out link




Loqgging In to USD as an Employee

Unicenter® Service Desk
User Name

Password

Copyright © 2005 <A, All rights reserved.

1. Type emp: before your Outlook username.

2. Type in your Outlook password.

% NOTE: End-Users will only put in the username and password. End-Users will NOT
need to add emp: before the Outlook username.

3. Click the Log In button. The Unicenter Service Desk home page will display.

Bmces Help Desk Tech uport

Logged in as: Lori Miller (Logout) Home About Help
Search for a Solution Request Support
Search for a solution using keywords: If you are reporting an emergency, DO NOT use this web
application. CALL the Help Desk directly at 301-517-5800.
I Go Create a new Request
My Bookmarks Create a new Change Order
Submit Knowledge Service Desk contact information and hours of operation

o e
Use eTrust Admin to reset my password SeLlp my sxisling Bequest
You have ? My Incidents
You have ? My Problems
Top Solutions You have ? My Requests
You have ? My Change Orders
(Browse more solutions) You have ? My Issues
Felix-Knowledge Manager Test You have ? Today\'s Inc Callbacks
You have ? Today\'s Prb Callbacks

Employee Interface Home Page

Choel £RA0ne &
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4. Under the Request Support area, click on the Create a new Request link. The Unicenter
Service Desk home page will display. /

Request Support
If you are reporting an em
application. CALL the Hel

gency, DO NOT use this web
Desk directly at 301-517-5800.

Create a new Reguest

redie d nevw dange
Service Desk contact information and hours of operation

Creating a New Request
1. To create a request, under the Request Support area, click on the Create a new Request

link. /
Request Support

If you are reporting an emergepey, DO MOT use this web
application. CALL the Help sk directly at 301-517-5800.

Create a new Request
rder

Service Desk contact information and hours of operation

2. The Request Detail window will open and the Request will have a Request number
assigned to it.

I 76 ;IRequest Detail Save ][ Cancel ][ Reset ][ Attach Document

Reported by
Lori, Miller
Phone Number

Email Address

|L0ri_MiIIer@mcpsmd .org

Request Area (required}

|Elementary.HardwareRepair.com|

|z40-123-1234

Priority (required}

Request Detail Window
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The following table describes the fields in the Request Detail window:

Field Name Description

Reported by Automatically populates with the ticket creator’s name.

Phone Number Automatically populates with the ticket creator’s work phone number. To
change the phone number, click in the field and type the correct
information.

Email Address Automatically populates with the ticket creator’s email address.

Priority This field will default to 4-Normal. Employee will not be able to change
the priority level. Only an analyst is able to change this field.

Request Area This is a required field. Here you will identify the work location and type
of problem you are reporting.. See steps below.

Request Description | Allows analyst to give additional information regarding request.

To change the Request Area field:
1. Click on the Request Area button to choose the Area for the request.

% NOTE: Choosing the correct Request Area will ensure that your request is sent directly
to the group that can most quickly resolve your problem.

2. Under Request Area, click on the symbol to expand the menus.

3. Select the areas that matches your location and type of problem.

IRequest Area
@ AdminOffice

F1£7 Elementary
@ HardwareInstall or setup

@ HardwareRepair
@ I need my SupportSpecialist Request for help from 1TSS

@ Other Request for unspecified assistance
@ UserID or Password
¢ Email
@ HighSchool
@ MiddleSchool

Request Area Selection
4. If your request is not related to a computer/printer problem, click Other.

5. If your request is related to a computer or printer, click on the ™ symbol to expand the
Hardware Repair link and choose the hardware that corresponds to your request.

=2
El¢&p HardwareRepair
@ computer request to have a computer repaired

,;,_’_;} printer request to have a printer repaired

Hardware Repair Request Area Selection
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S

Five required fields will display under the Request Description.

Fill in the Request Description field with specific details about the problem.

If requesting Hardware support, you must provide the following information in the
appropriate fields:

~

e Current location

e Computer manufacturer
e Computer model

e MCPS barcode

e Serial number

Logged in as: Lori Miller {Logout}
753 Request Detail [

Home About

Help
Attach Document ]

Save Cancel

J| JI

Reset

J|

Reported by
Miller, Lari E

Phone Number Email Address

|240-123-4557 |Lori_E_Miller@mcpsmd.org

Request Area (required)

|Elementary.HardwareRepa\r.com

Priority {required)

|4-Nurma| vl
Request Description (required}

My computer will not start-up. It is making loud noises when I turn on the power button. Please help.

=

[
[Goshen ES rm. 201
e
[Catitude Deon
[mcpsazesor
[easszeral
Maonitar serial number {for monitor or speaker problems) l—

Request Detail Window

Current location (required}
Computer manufacturer (required)
Computer model {required)

MCPS barcode (required}

serial number {required)

% NOTE: Include your classroom number in your request description.

9. Click on the Spelling button to check your spelling.
10. Click the Attach Document button to upload and attach pictures or other information
related to the problem.

Save Cancel Reset Attach Document

626 Request Detail

J. JI JI

Reported by
Miller, Lori E

Phone Number Email Address

|301-123-4567

Priority (required}

|4-N0rrnal 'I

|L0ri_E_M\IIer@mcpsmd.org

Request Area {required)

|Elementary.1 need my SupportSp

Request Description (required)

I am unable to view my DE Streaming video when atternpting to display from my computer to my TV in ﬂ
my classroom. I can see the video playing on the computer, but when 1 choose full screen the TV

screen turns black,
Thanlks for your help,
Lari

I am located in classroom #214,

=

Request Detail Window
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11. Click on the Save button to save your request. This will also send your request to the
appropriate analyst for resolution.

Logged in as: Lori Miller {Logout) Home About Help
[ Save ][ Cancel ][ Reset ]

Click the Locate File button to search for the file you wish to attach.

Locate File

OR
specify a Web Page address and click the Save button.

web Page

Attachment Window

Viewing My Request
1. Under Look up my existing Requests, click on the You have () My Requests link.

T Tech Support
Az Help Desk b

Logged in as: Lori Miller (Logout) Home About Help

Search for a Solution L Request Support .
Search for a solution using keywords: If you are reporting an emergency, DO NOT use this web

application. CALL the Help Desk directly at 301-517-5800.

I Go Create a new Request
My Bookmarks

Create a new Change Order
Submit Knowledge

Service Desk contact information and hours of operation

Byt by Laseviond usingtulis:
Use eTrust Admin to reset my password Look up my existing Requests

You have ? My Incidents
You have ? My Problems

Top Solutions You have ? My Requests

You have ? My Change Orders

{Browse more solutions) You have ? My Issues

Felix-Knowledge Manager Test You have ? Today\'s Inc Callbacks
You have ? Today\'s Prb Gallbacks
b H FooNg t3

Employee Interface Home Page

2. The My Requests window will display.

3. Click on a Request number to view the details of each request.

44




Request # Status Open Date * Priority Group Contacts

626 QOpen 04/04/2003 01:16 pm Prio: 4-Mormal ES-ITSS Assignee: Miller, Lori E
Description: I am unable to wiew my DE Streaming video when att

623 Open 04/04/2008 12:12 pm Pria: 4-Marmal ES-ITSS Assignee: Miller, Lori E
Description: testing

603 QOpen 04/01/2008 02:13 pm Prio: 4-Mormal ES-ITSS Assignee: Miller, Lori E
Description: thsi is a test

557 Open 03/27/2008 10:05 am Pria: 4-Marmal Help Desk Assignee: Miller, Lori E
Description: Just checking to see if I can refresh to see this

545 Qpen 03/26/2008 01:58 pm Prio: 4-Mormal TS5 Assignee: Miller, Lori E
Description: Customer cannot view DE Streaming videos when disp

501 Open 03/25/2008 04:07 pm Pria: 4-Marmal Help Desk Assignee: Miller, Lori E
Description: this is a test

496 QOpen 03/25/2008 03:28 pm Prio: 4-Mormal ES-ITSS Assignee: Miller, Lori E

Description: this is a test, test, test.

Viewing Request List for End-User

4. The Request Detail will display.

Request Description

I arm unable to view my DE Streaming video when attempting to display from rmy computer to my TV in my classroom. I can see the video playing on the
computer, but when I choose full screen the TV screen turns black. I am located in classroom #214,
Thanks for your help,

Lari

Properties

Name Yalue Example

History

Contact Date Type Summary

Systemn_AHD_generated 04/04/2008 01:44 pm Event Occurred AHDOS441: Request 626 has an assignee assigned
Miller, Lori E 04,/04/2005 01:16 prn Initial Contact: Miller, Lori E

Phone: 301-123-4567
Ernail: Lori_E_Miller@mcpsmd.org

626 Request Detail [ Edit Request ][ Add Comment ][ Attach Document ][ Close Request
Dpen Date/Time Status Priority Request Area
04/04/2008 01:16 pm Cpen 4-Mormal Elementary.I need my SupportSpecialist

Viewing Request Detail for End-User

Auto Notifications

% NOTE: You will receive auto notifications via Outlook each time your request is
created, updated, escalated, or closed. You should review the auto notification, since the
analyst often includes comments when adding information regarding your request.

B‘l !| | |Q|Fr0m |Subject |Received A0 |Size |
(=) Date: Today
f=4  Motify, duto Request 635215 Initial Tue 31802003 11:31 AM 2 KB

Auto Notify example message via Outlook

1. Open your Outlook Inbox to view your Auto Notification messages.

2. Click on the Notify, Auto message to view the comments regarding your request.
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From: Motify, Aubo

To: Miller, Loti E

Ce

Subject: Request 638215 Initial

Description: I'm putting this in U3D because I need an auto-notification message for the U
really am having a problem with U3D wiil. Every time I try to save & new request, a get an

displayed.” I need to eapture the screens for wviewing recguests, but I'm unable to do this
to ke wviewed. Thanks for vyour help.
EEELE

Thank you for regquesting service from the Cffice of the Chief Technology Officer. This med
time a regquest is opened to provide you with a request # and acknowledgement of your issue

Plesse do not reply to this email. If you are reporting an emergency or need further assi:
directly at (301)517-5300.

Click on the following URL to wiew Reguest. Tour logon ID is your MELT ID (usually your et
vour employes ID.

http://205.222.5.170/Chisd/ pdveb . exe 20P=3EARCH+FACTORY=cr+3KIPLIST=14+0EE.EQ. 1d=29345373

For directions o oW to access anhd use our call-tracking system please visit
http://wuw.montgomeryschoolsmwd. org/deparcments/ helpdesk/ status. shtm
V4

/ Auto Notification Message via Outlook

3. Click on the link provided in the email message to log in to USD to view your request
information.
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