Creating a Computer Request

1. Click on Computer Requests

2. 99% of the time you will see this box. Hit ‘Yes’:

r.‘r"l Infarmation pou exchange with thiz site cannot be viewed or
?. changed by others. Howewer, there iz a problen with the zite's
® secunty certificate.

& The secuty certificate was issued by a company you have
not chosen to trust. Yiew the certificate to determine whether
you want to trust the certifving authority,

a The zecurity cerificate date iz valid.

The zecurity cerificate has a walid name matching the name
of the page vou are tying ko wiew.

Do pou want to proceed?

[ ‘Yes 1 [ Ma ] [View Certificate ]

If you see this box immediately after, jump to step #14:

[ IRemmember my password

3. You may see a lot of different things flash before your eyes and disappear at this point. Most of our Magic
Ticket system is designed to login immediately and automatically. So when you see the login boxes below and
it suddenly disappears, don’t worry about it. It means you’ve logged in:

Welcome to the ICT Help Desk Self Service Desk

Sign Into ICT Self Service

Client 10: |IHAWKING]

Sign In
™ Remember your Settings

Forgot your Password?
Trouble Registering?

k

Powered By Macic Solutions
Copyright © 1998-2001 Metwark Associstes, Inc. and its affilated Companies.
Al Rights Reserved

If you see this and your automatic login was denied, email your system administrator:

Welcome to the ICT Help Desk Self Service Desk

Sign Into ICT Self Service

Sign In VBScript: BMC Service Desk Express le

™ Remember your Setting

=

.
\y Please enter valid values for Client ID | Password.

Forgot your Password?

Trouble Registering?
e Sl i




4. When all the screen switching has stopped, you will appear on the main page or “Incidents” page. Observe the
left side with all the menu options. Click on “Log an Incident” to begin requesting for help:

BMC SERVICE DESK EXPRESS @I

_ il
= Incidents
Search
Log an Incident
Quick Tickets Sorted By Incident # Search | |
Show All Incidents
Select An Event State: @ open O Closed O Both @ Client  Dent Company ~ GoToPage: |1

Service Orders

Double-click on a Column Title to sort.

Purchases
Incident #  Status State Due Date Client ID Ini

106119 OFEMN O OBI21/08 9:10:22 AM  IHAWKING Update all email pr
Support Thunderbird

Administration

Knowledge Tools

5. The right side becomes your request form. The only two boxes you are going to worry about are the Category
(or Subject line), and the big Description box. Click on the colored down arrow next to the Category box:

BMC SERVICE DESK EXPRESS €I

Jsgoenin| ewan] O [ el
= Incidents
a0 an cident Chent ID [HAWKINS ] Phone [~ Jea[ ]
GQuick Tickets Hame  [lan ] [Rawkins ]
Show Al Incidents
Seliet An Evori kutteet] | | opensd [ |
4 Serdee Orders anepony| ].11 Due D | |
4 Purchases bcte
* Knowledye Tools
= Support Description Resoluon
* Admintsnatlen

6. Your next popup box allows you to select the type of problem you have. You can be loose about how correct
this selection is, simply select the best possible answer and double click on the line. If you really don’t know
what to pick, “Desktop Applications” or “Request” will usually be sufficient. These choices may change over

time:
A Categories -- Web Page Dialog
| Go To Page: |1
|Sorted By: Category ID | Search |
Double-click on a Column Title to sort. Page 1 of 1 {7 records)
A L Parent Category .
Category 1D Description Category Type Description Description Children
CLASSROOM Classroom issues for Local Techs Mizcellaneous Mizcellaneous 1
DA Desktop Applications Software 17
Ml AA N mletwork Account Maintance Cannectivity MHetwork Administration 0
SCER Spyware Removal Security Security 0
SCYI Wirls Security Security 1]
WSHD VWarkstation Hardware (keyboard, maonitar, Hardware Workstation I}
mause, cp
WEWYL Metwark Connection Wireless Hardware Workstation 1]
https: i fhelp.emich.edufhelpdeskipopup. asp?MaduleMame=242virtualColName=7 32 CalumnData=8ColumnD. | Internet

If you select the wrong choice and go back to change it, you may see that only the single item you picked will be
selectable. To the left of the ‘Search’ button in the upper right you’ll see the Category ID of your previous choice
will be written in the text box. Delete that text and click the ‘Search’ button again.



7. Now you want to finish the Description box. Please describe your request thoroughly.

BMC SERVICE DESK EXPRESS @D VHITE BOARD™

Submit | Clear | | Help
ElIncidents

Log an Incident Client ID Phone |(_)__ | Eut | |
Cluick Tickets Mame |Ian | |Hawkins |
Show All Incidents —or |—| p— | |
Select An Event
Service Orders Qategorylj Due Date | |
Purchases Mote

Knowledge Tools

Support Description Resolution

Administration My computer is not warking right. Yhen | click on
< Prirt wehile running Excel 2003, nothing works. Wy
prirter is connected through that small USB c:able.|

8. Now select the ‘Submit’ button near the top of the form:

BMC SERVICE DESK EXPRESS

Submit | Clear |

E Incidents

Log an Incident
Mnirk Tirkets Marma  llan |

Client ID [IHAWKING |

9. The form will still be left as-is, but look to the bottom. Notice the SAGASSHD Support Staff has taken the call.
These notices mean your request has been submitted successfully. Your request then gets forwarded to the
appropriate person who helps with your computer problems:
| |

Cescription Resaolution

Enter Incident Descripkion

Attach File
File Name File Size(bytes)
Details: O User O Systern (& an : 00:00:00 Page 1 of 1 (4 records) <4
Date Support Staff Details ID Description Mote Exists 5
070706 12:08:93  SAGASSHD HO_OPEM Opened Call il
Fh
O7I0TI06 12:08:84 SAGASSHD HD_TAKEM Call Taken By I
Fi SAGASEHD

You are DONE  You may close all boxes.



10. (OPTIONAL) If you are submitting a request that requires us to observe an attached document or you’re
sending a web update, you have the option of attaching a file to your request. We recommend in this situation
that you instead email the attachment or web update to the person assigned to do it, then copy the email text to a
new magic ticket request and paste the email text in the Description box. However, if you choose to utilize the
Magic Ticket version, click ‘Attach File’ pictured above.

11. An extra box appears. This should be as if you were attaching a document to any email. Click ‘Browse...’,

select the file you wish to attach, then click the little disk icon in the upper left corner to save the attachment:
e | https:f/help.emich.edu - Add Attachment - Microsoft Internet Explorer EHEWE\

=
Problem # 145511

Aftachment File |C.1Ducumems and Settingstihawkinsihty Documentsiim Browse.

@Dnne é 0 Inkernet

12. You will know it was saved successfully when your selected file appears under the “Attach File” button. Please
tell us in your Magic Ticket description that you have sent an attachment:

Attach File
File Name File Size(bytes)
Important Due Dates. doc R2738
Details: O User O Systern @& A 00:00:00 Page 1 of 1 (4 records) <
Date Support Staff Details ID Description Mote Exists ”~
070706 12:08:583 SAGASSHD HO_OFEM Opened Call ]
P
OTI0FI06 12:08:584 SAGASSHD HO_TAKEM Call Taken By M

13. You may close all boxes. You are DONE.

14. (Troubleshooting Only) The login box you see does not need to be filled out:
Connect to MagicServer @@

Connecting ko help.emich.edu

User name: 18 |

Password: | ‘

[Iremember my password

Cancel

There is a simple Internet Explorer browser configuration you need to make to prevent it from appearing. Hit
‘Cancel’ on the login box pictured above and the webpage should say you are not authorized to view it. Click
on ‘Tools’, then ‘Internet Options’:

2 You are not authorized to view this page - Microsoft Internet Explorer

- > |ﬂ @ 2 ,":' ==Y Address |@°| https: ffhelp. emich. edu/helpdesk
File Edit “ew Favorites Help
Mail and Mews »
) Pop-up Blocker L |
You are not authy .00 add-ons... is page
Synchronize. ..
vou do not have permissi  windows Update or page using the credential
that you supplied becaus: nding a Wwnw-Authenticate
header field that the Webl  Windows Messenger to accept.
Inkernek Options. ..




15. Click the ‘Securit

Internet Options

> tab near the top

left, then click ‘Custom Level...”:

21X

General | Security |F'rivac:y Content | Connections | Programs | Advanced

Select a'w'eb content zone to specily itz zecurnity settings.

Internet Local intranet — Trusted sites Restricted
zites
Internet

Thiz zone containg all Wweb sites you
haven't placed in ather zones
Security level for this zone

Custom
Cuztom zettings.

- To change the settings, click Custom Level
- To uze the recommended settingz, click Default Level

| Cuztarn Level... | l Default Lewvel ]

[ Ok H Cancel ]

16. Scroll down to the very bottom where it says User Authentication. Click the third option that says ‘Automatic
logon with current username and password’:

Security Settings

Settings:

() Disable
{*) Enable
{:} Prompt
Scripting of Java applets
() Disable
(%) Enable
) Prompt
ﬁ User Authentication

ﬁ Logon

() Anonymous lagon

|3

() mutomatic logon only in Intranet zone

i® |Fl.|_|l:|:|matin: logon wikh current username and passwaord
{7 Prompt For user name and password 3
< | B

Reset cuskom setkings

Reset to: | Medium Vl[ Reset ]

[ 8] 4 ][ Cancel ]

17. Hit “Yes’ to change from the security zone, ‘OK’ to all the other boxes. Now hit the Refresh button on the
browser window or simply click Computer Requests again. Go back to step #3



