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Log On 

1. Enter the URL into your internet browser. The URL will be provided to 
you with your user ID. 

 

 

 

 

 

 

 

 

 

2. Enter the User name and Password provided to you and click 

LOGIN. 

 

 

 

 

The homepage opens. 

 

 

 

 

 

 

 

 

 

To Create an Incident 

1. Click Create a New Incident in the “Something is not working” 
section of the Homepage. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Check the status of 
your incidents 

3. Select the appropriate 
choices using the drop down 
selections. 

2. Enter a short description of 
the problem that will be 
easily identifiable in a list. 

4. Type a thorough description 
of the issue in this box. 

5. Complete these boxes as 
appropriate to your issue. 

6. Click SUBMIT. 

The first time you logon to the Service Desk tool, you will be 

required to change your password. 

Create an incident 

Ask for common tasks 
to be done 
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What Happens Next? 

A. You will receive an email confirmation of the incident. It includes a 
link to the incident. 

 

 

 

 

 

 

 

 

B. The incident will reopen with a confirmation notification at the top.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

C. Additional comments:  Enter more comments in the green text 
box.  

D. Click UPDATE to save any changes and return to the Incident list 

▪ Click SAVE to save any changes and retain the screen. 

 

More Options 

 

 

 

 

 

 

 

 

 

 

 

To Open an Existing Incident 

1. Logon to the Service Desk tool. 

2. Click My Org’s Incidents. 

 

 

 

 

 

 

 

 

 

 

 

 

3. Click on the Incident Number link to open the incident. 
  

Add to watched list if you 
are not the incident creator.   
You will be emailed with 
updates. 

Click on this icon to 
view related incidents 

Click on the 

PAPER CLIP 

icon to attach 
relevant file(s). 

Defaults to the lowest 
number on top. Click the 
Column Header put the 
highest number at the top. 

Right click on the Column 
Header and select Group by 
State. The groups and the 
number of incidents in each 
group will be displayed. 
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Automated Emails 

During the lifetime of an incident you will receive automated emails.  Each 
email contains links to the Service Desk tool: 

When the incident is created: 

 

 

 

 

 

 

When a comment has been added to the incident: 

 

 

 

 

 

 

 

 

When the incident has been resolved: 

 

 

 

 

 

 

 

 

 

 

 

When the incident has been closed: 

 

 

 

 

 

 

 

 

To Reopen an Incident from the Email 

When you receive an email indicating the Incident has been placed into 
Resolved status, you must check your systems to ensure the issue has 
been resolved.  If you determine that the problem is still occurring: 

 

1. Click in the link indicated in the “Incident has been closed” email. 

An Outlook form opens. 

 

 

 

 

 

 

 

2. Click SEND. 

The Incident will be re-opened in Open status. 

▪ If you enter comments and click SEND, a comment will be added to 

the incident and it will be placed into Open status. 
  

Opens the logon 
page for the 
Service Desk tool 

Opens Outlook with the Service 
Desk email address populated. 
See To Reopen an Incident from 
the Email. 
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To Create a Request 

Requests are either general questions or pre-approved activities. 

From the Service Desk Homepage: 

 

 

 

 

 

 

 

 

 

1. Click on an item in the Can We Help You? Section: 

▪ General Questions or Requests: An open (blank) form opens. 
 

 
 
 
 

 
 

 
 
 

▪ Customized Requests: A customized form with choices specific 

to the request opens.  This is the form for Push Synchronization: 
 
 
 
 
 

 
 
 
 
 
 

 
 

More customized requests will be added based on experience. 

2. Complete the fields provided. Provide as much detail as you can. 

3. Click ORDER NOW. 

An Order Status form opens with the Request ID displayed. 

 

 

 

 

 

 

 

 

4. Click HOME to return to the Homepage. 

▪ The CATALOG button takes you to the Service Catalog module. 

 

What Happens Next? 

For each Request a REQ ID is assigned, the Service Desk tool creates: 

▪ A Request Item (RITM ID) 

▪ A Task (TASK ID) 

Think of this like a shopping cart: 

 

The original Request is the Shopping Cart. 

 

The Request Item is the item in the cart. 

 

The Task is the to-do list to satisfy the request. 

 

 

 

Tasks are directed to the appropriate group for fulfilment, e.g. Push 
Synchronization is directed to the Operational Service Provider, which is 
IBM. Other tasks will be directed to the Service Desk. 

Can We Help You? 
Request ID 

REQ010060 

RITM017560 

TASK0145398 


