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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 employees to request technology assistance. Employees will use USD to open
and view technology requests in order to track technology requests. Employees will receive
updates on requests via Outlook.




Loqgging In to USD as an Employee

Unicenter® Service Desk

Guest Login, Click here.,

Copyright @ 2005 CA, All rights reserved,

Employee Interface Login Screen

1. Type your Outlook username.

2. Type in your Outlook password.

% NOTE: USD can only be accessed at MCPS departments and schools. Users will NOT
have access to USD at home.

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

ESERL my. | mmaee LRing STiukk
Use eTrust Admin to reset my password Sokupmyexizting Reguesz
You have ? My Incidents
You have ? My Problems

Top Solutions You have ? My Requests

You have ? My Change Orders

(Browise 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
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4. Under the Request Support area, click on theCreate a new Request link. The Unicenter
Service Desk home page will display.

Request Support
If you are reporting an emerggncy, DO NOT use this web
application. CALL the Help D#&sk directly at 301-517-5800.

Create a new Reguest

reale a new ange order
Service Desk contact information and hours of operation

Creating a New Request (Ticket)
1. To create a ticket, under the Request Support area, click on the Create a new Request

link. /

» DO NOT 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

Request Suppaort
If you are reporting an emerge

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

Attach Document

Sawve ][ Cancel ][ Reset ][

Reported by

Lari, Miller

Phone Number

240-123-1234

Priority {required}

Email Address

|L0ri_MiIIer@mcpsmd .org

Request Area (required}

|Elementar5r.HardwareRepair.com|

Request Detail Window




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

E@ Elementary
@ Hardwarelnstall or setup
@ HardwareRepair
Q I need my SupportSpecialist Regquest for help from ITSS)
@ Other Request for unspecified assistance
@ UserID or Password
¢ Email
@ HighSchool
7 7 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.




=
El¢&7 HardwareRepair
@ computer request to have a computer repaired

@ printer request to have a printer repaired

Hardware Repair Request Area Selection

6. Five required fields will display under the Request Description.
7. Fill in the Request Description field with specific details about the problem.
8. 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) Home About Help
753 Request Detail [ Save || cancel | Reset || Attach Document |
Reported by
Miller, Lari E
Phone Number Email Address
|za0-123-4587 |Lari_E_Miller@mepsrnd.org
Priority (required) Request Area (required)
[4-Harmal =] [Elementary HardwareRepair.comy

Request Description (required}

My camputer will not start-up. It is making loud noises when I turn on the pawer buttan. Please help. ;I

[
Current location (required} lm
Computer manufacturer {required) IDeH—
Computer model {required) IW
MCPS barcode {required) W
serial number {(required}) W

Monitor serial number {for monitor or speaker problems) I

Request Detail Window

% 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.




Reset

626 Request Detail Save || cancel ||

][ Attach Document

Reported by
Miller, Lori E

Phone Number Email Address

|301-123-4557 |Lari_E_Miller@mepsmd.org

Priority (required} Request Area (required)

|4-N0rrnal 'I IEIementary.I need my SupportSp
Request Description {required)

I am unable to view my DE Streaming video when attempting to display from my computer to my TV in ;I
my classroom. I can see the wideo playing an the computer, but when 1 choose full screen the TV

screen turns black, I am located in classroormn #214,

Thanks for your help,

Lari

=

Request Detail Window

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.

{mces Help Desk Tech uport

Logged in as: Lori Miller (Logout)

Home About

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. GALL the Help Desk directly at 301-517-5800.

f i Greate a new Request
My Bookmarks

Create a new Change Order
Submit Knowledge

Service Desk contact information and hours of operation

Reset my Password using eTrust

You have ? My Incidents
i You have ? My Problems
You have ? My Change Orders
You have 7 My Issues
Felix-Knowledge Manager Test You have ? Today\'s Inc Callbacks
You have ? Today\'s Prb Gallbacks
b H FooNg t3

{Browvise more solutions)

Use eTrust Admin to reset my password Lookup my exizling Beguests

Help

I"Emploiee Interface Home Page

2. The My Requests window will display.

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




Request # Status Open Date * Priority Group Contacts

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

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

603 Qpen 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 Prio: 4-Normal Help Desk Assignee: Miller, Lori E
Description: Just checking to see if I can refresh to see this

545 Open 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 Prio: 4-Normal Help Desk Assignee: Miller, Lori E
Description: this is a test

496 Qpen 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.

By [ |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.

Fram: MMatify, Auta

Ta: Miller, Lati E

Co

Subject:  Request 638215 Inikial

Description: I'wm putting this in U3SD because I need an auto-notification message for the W

really am having s problem with USD will., Every time I Lry to save & new reguest, & get an
displayed.” I need to capture the screens for viewing requests, but I'm unable to do this
to be viewed. Thanks for your help.

TEELTE

Thank wou for regquesting serwvice from the Office of the Chief Technology Officer. This med
time a regquest is opened to provide you with a recquest # and acknowledgement of your issue

Please do not reply to this ewail. If ywou are reporting an ewergency or heed further assi:
directly at (301)517-5800.

Click on the following URL to wview Request. Your logon ID is your MELT ID (usually wyour e
vour employee ID.

http://205.222.5.170/Chisd/ pdimweb . exe 20P=8EARCH+FACTORY=cr+3KIPLIST=1+QBE.EQ. id=29345373

For directions o oW to access and use our call-tracking system please wisit
htop://vww.montgomeryaschoolswd. org/ departwents/ helpdesk/ status. shtm
y 4

/ 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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