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This presentation will provide the State of Alaska employee with basic customer instructions
for creating new, adding comments and searching requests and service orders in Unicenter
Service Desk (USD).

This presentation takes approximately 15 minutes to complete.
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USD is located
on the Enterprise
Technology
Services (ETS)
web page. From
the State Home
page, select the
Departments link,
Administration,
and then
Enterprise
Technology
Services.
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The Division of Enterprise Technology Services (ETS), provides core infarmation
technology services to all state agencies. It provides the underlying hardware,
software, network infrastructure, and enterprise services for departments to run their
businesses.
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Email Archiving Policy

ETS Intranet Site

Mainframe Passworid Reset and
Beqistration L ogin

Schedule a Video Teleconfely/I

Service Desk (USD)
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USD works best with Internet Explorer .
. For access to USD point your web browser to the following URL: https://helpdesk.state.ak.us
. or click the Department link for Administration and then Enterprise Technology Services (ETS) located on the State home page and follow



USD is used to track problems and changes for State of Alaska ETS provided services.
Customers report problems or request changes to supported systems and USD is used to
provide documentation. USD is also used to track our assets.

We define requests as simple problems and service orders (changes) as more complex
requests, or lengthy projects that may involve billing processes. Where a request may
only be associated with a single asset, each change order may be linked to many. There
are three main types of access to USD (technician, customer, employee). Employee type
accounts are able to create requests but are not able to create service orders.

Technicians are responsible for:

When a USD group decides that a customer request qualifies as a change
order it is converted from a request to a change order. All requests and changes should
be initially assigned at the group level. It is the groups responsibility to insure that an
analyst is assigned in a timely manner. The assigned analyst is then responsible for
providing documentation, status changes and actually resolving the request.

Customers and Employees are responsible for:

Following their own internal procedures. Providing an accurate description, contact
information, due dates and comments. Follow up when clarification is requested.
Prompt notification to ETS if the request is not resolved to their satisfaction.

1-888-565-8680



USD Overview

State of Alaska Organizations

USD is used to track problems and changes for
State of Alaska ETS provided services.

We define requests as simple problems and service orders (changes)
Customecl;s report probcliemst?l_’ requzst changgzs to Customers as more complex requests, or lengthy projects that may involve bi?ling
supported systems and USD is used to provide LDAP and processes. Where a request may only be associated with a single
documentation. Other contacts asset, each change order may be linked to many.

USD is also used to track our assets.

There are three main types of access to USD (technician, customer,

employee).
ETS & other groups Employee type accounts are able to create requests but are not able to
Groups )
create service orders.
Analysts
(assignee)

ETS Requests Other Requests

USD data —
Contact information
Affected asset
Notification rules
Description

Technicians are responsible for:

When a USD group decides that a
customer request qualifies as a change
order it is converted from a request to a
change order. All requests and
changes should be initially assigned at
the group level. It is the groups
responsibility to insure that an analyst
is assigned in a timely manner. The
assigned analyst is then responsible for
providing documentation, status
changes and actually resolving the
request.

USD data —
Contact Information
Affected asset
Notification rules
Description

Service Orders
ETS workflows

Service Orders
Other workflows

Customers and Employees are responsible for:
Following their own internal procedures. Providing
an accurate description, contact information, due
dates and comments. Follow up when clarification
is requested.

Prompt notification to ETS if the request is not
resolved to their satisfaction.

USD data — 1-888-565-8680
Contact information
Affected assets
Notification rules
Task description

USD data —
Contact information
Affected assets
Notification rules
Task description
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About ETS

The Livision of Enterprise Technology Services [ETS], provides core information
techrnology services to all state agencies. |t provides the underlying hardware,
software, network infrastructure, and enterprise services for departments to run their
businesses.

Pat Shier How Do l...

Cirectaor
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. Instructions for login and basic directions for use can be located omthe ET3 web site. You are here!

After you have reviewed the instructions click one of the Service Desk (USD) links to create or update your request.
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USD (uUnicenter Service Desk)

State of Alaska > Departments > Administration > ETS > USD help

The USD login screen requires your Enterprise
username and password. Username format is
usually: ("1st initial” "2nd initial” "last name")

State UF Alaska Help Liesk
B Serdcoe Canter
Fassword Help: If you do not know your
Enterprise username and password, contact the
(5tame 1 NAP | 1seric and Praccviand ) . .
correct Agency person from this list: Agency

Useraare Fassword Administrators
Pasaerurd I

Enterprise Technology Senices, State Office Building| Sth Floor, FO Box 110208, Juneau, AK 90811
Fhone: (Q07) 456-2220. 455-3490 (fax). ETS Wrebmaster

&)

e Internet

\

Your USD Password is the same as your enterprise email password.
Each State agency has a DEDPA contact to help resolve
password problems. You can find your DEDPA contact on the
ETS web page or contact your local LAN/PC support group.
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Administration > ETS > Contact Lists

Contact Lists

= Access Control Facility for 208 Mainframe [(ACF2): ::::::eﬁ
= Departmental Contacts - & list of the ACF2 [mainframe] Departmental Contacts. Proiects
= CICS Sub Swsterm Support List - A list of the software products running on the mainframe Policy & Plannimg
= W'eb Based Application Support List - The list of the technical support persons to call with Security
questions or problems. Contact Us

s fogonocy Code and &Abbreviation List

This is a link to the list of

e Departmental Enterprise Directorny Password Administrators [DEDPA) and Agency LAM f PC support DEDPA contacts. Contact IiStS
are located on the ETS
= Department Information Technologmy MManager Designated 1T Managers Contact Lists page at:

http://doa.alaska.gov/ets/serviceDesk/q
= Department Information Security Officers [150] and
Computer Security Designeses [C50D)

= Mailing Lists - Self Subscribing List Serv

e Master Authorized Contact List [web application] For Telephone Changes
= Billing Hierarchyy Contact List for changes to telephone billing hierarchy contacts
= Billing Hierarchy Code List List of telephone billing hierarchy codes

= DOperations Service Areas

£

I@ & Internet

. Call your Department’s IT support section if you have problems with your USD password.
. Here is a link to the current list -- http://doa.alaska.gov/ets/dedpa.htmi
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User Name |

Password

Log In
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. Your User Name format is; first initial, middle initial, last name, in lower case. Your password is case sensitive and will need to be keyed
exactly as you would when entering your State of Alaska email password.

. If you have problems with your USD password, please contact your agency LAN/PC support group or DEDPA.
. You can change your enterprise email/usd password at the following url:

. https://webapp.state.ak.us/password3/app
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State of Alaska
=, Service Center

Logged in as: ETS USD {Logout) Home About Help

Links **

Request Support

Create a new Reguest < Create a new Request

State of Alaska Service Center contact information and hours of operation

Look up my existing Requests

Searchmy OPEN Requests Search your Open or Closed Requests

Search my CLOSED Requests
OR - If you know the number...

Please enter a Request number:

5o

Look up my existing Service Orders

Search my OPEN Service Orders

earc m ervice raers .
B oervee drders Search your Open or Closed Service Orders

OR - If you know the number...

Please enter a Service Order number:

=0

Announcements

100872008 05:50 pm
The State of alaska Service Center has been advised of maintenance being performed by AT2T affecting wide area network service to King Salmon.
SITE: Whittier to Valdez

DY, Mond) 7 200 You may need to scroll down to

TIME {AK): 1:00 AM to S5:00 AM

RE&ASOMN: Maintenance to provide diversity on undersea fiber hetween Whittier and valdez. .

ANTICIPATED EFFECTS: momentary hits (S0msec switch hits) th th A l I l t

If you have guestions, please call the State of alaska Service Center, VIeW e O er n nou nce e n S
at 1-888-565-84520.

For further information, please refer to USD# reql04514,

100872008 03:07 pm

The State of alaska Service Center has been advised of maintenance being performed by AT2T affecting wide area network service to King Salmon.
SITE: Whittier to Valdez

DAY Monday

DATE: October 27, 2008

TIME {&K): 0100 to 0500

RE&ASOMN: Maintenance to provide diversity on undersea fiber hetween Whittier and valdez.

ANTICIPATED EFFECTS: momentary hits (S0msec switch hits) s
@j é e Internet
. After successful login, you should see the USD “Service Center” after your initial scoreboard loads. On the left you will see links for:
. Logout, Announcements, Create a new Request, Search My Open Requests, Search my Closed Requests, Search my Open Service Orders, Search my Closed Service
Orders. The search will automatically search your organization’s tickets.
. These links provide access to those functions. Example: A mouse click on the New Request button will start a new request.
. USD Announcements are used to provide information on current scheduled and unscheduled system interruptions and may have other important information. There is a

date and time stamp to tell you when the information was last updated. These USD Announcements are updated frequently.
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State of Alaska
=, Service Center

Lugged in as: ETS USD ({Logout)

Links

Home About Help

reql04620 Request Detail Save | cancel | Reset | Attach Document |
Reported by
USD, ETS
Phone Number Email Address
(907)465-1518 doa.ets.usd@alaska.goy
Request Area
Mone
Request Description {(required) | Spelling fleld IS Optlonal .
T TTTECOTT W TTIE RS TS aSTeT 10T 05 0 TTSTp Y Ul O D T S qUssts Sl Sauy COTToaiT D STs COTIiasT
|nf0rmatlon from your LDAFP record, Please let us know if your contact information needs to be A

updated. You may also need to contact your agencies’ payroll section. You may include alternate
contact information in the description if needed.O
Use of the request area field is optional. Please do not guess at the Request area. Use of an incorrect

Request area could delay the resolution. It is ok to go ahead and enter one if yvou are sure. 2

At the create new request screen: enter an accurate description of your problem or request. Good
information will make it easier for us to help you. USD requests already contain basic contact
information from your LDAP record. Please let us know if your contact information needs to be updated.

You may also need to contact your agencies’ payroll section. You may include alternate contact
information in the description if needed.

Use of the request area field is optional. Please do not guess at the Request area. You can go ahead
and enter one if you are sure. We will fill the request area for you if you leave it blank.

Your initial Request Description is limited to 4000 characters. You
may add further ‘comments’ after saving the initial request

@j El é O Inkernet
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State of Alaska
Service Center

Logged in as: ETS USD ({Logout}) Home About Help

reql104646 Request Detail Edit Request J Add Comment J Attach Document I Close Request

J

Open Date /Time Priority Request Area
1041042008 01:13 pm Qpen Mone

Request Description
Please create a new LanDesk report, This will sglp us revise the list of where new computers need to be distributed.

Flease include all DOF computers in Juneau that ade either
a Dell Optiplex Gxz70
a Dell Optiplex GR240

a Compaq computer

also, please include the amount of ram per computer in the P

Properties

Name ________________________________Jvalue Examnle

History

Contact ______________________|pate Type _|Summary

Miller, Alexander W 10/10/2008 01:13 prn Initial create a new requgst/change/issue

AN After you save your request you will see the detail and the requégst number assigned.

Your contact information should appear at the bottom of the description field.
You may add comments at any time by clicking the “Add Comment” button.

Some agencies may use other programs to document their internal LAN/PC support.

You should contact your agency LAN/PC support group if you need to know how they process requests for service.

Currently, DOA/ETS and DMV use USD to document internal LAN/PC support.
All agencies use USD to request service from ETS or our core Telecommunications contracted services.

Ej Show detail. .. g é & Internet

S
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State of Alaska
5, Service Center
Logged in as: ETS USD {Logout)
Add Comment to Request reql106080 ||_cance I || Reset J
User Description | Spe lling
Sirnply type the additional cormrments into the description fisld and click the sabmmit
Buttan . This will docurment a new activity comment an your request.,
h s tfield allows 4000 characters and ¥ou may use as many as you
d.
& Show detail... =y 4 Internet

« Simply type the additional comments into the description field and
click the save button to complete. This will document a new activity
comment on your request. Each comment field allows 4000
characters and you may use as many as you need.

This will also send an automatic email to the assignee or group.
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address [#] htkps:/fhelpdesk.state sdipdmweh. exe w a Go Links >
State of Alaska

L e L5~ Logout here whenever you are ready.

Logged in as: ETS USD {Logout)

Home About Help
reql06083 Request Detail Edit Request J Add Comment J Attach Document | Close Request |
Open Date/Time Priority _________________JRequest Area
11/04/2008 0<4:03 prm Cpen Mone

Request Description

please create a presentation to provide online training for usd custormers.

Properties

Contact
UsD, ETS 11/04/200§ Log Simply type the additional comments into the description field and click the save button to complete. This will document a new activity comment on your
0<:06 prn Cormrment  request. Each comment field allows 4000 characters and you riay use as many as you need. This will also send an autornatic email to the assignee or
group.
Mali, 11042008 Transfer Transfer assignee frorm ' to 'Maki, Edward w'
Edward w 04:05 p Transfer group from ' ' to 'adm.ets.usd’
UsD, ETS 11/04/2008 Initial Contact: USD, ETS

Phone: (907)465-1818
Email: doa.ets.usd@alaska.gov

@j Create a news Reguest
=

é Q Internet

e After saving, you will be returned to the request detail.

Your additional comment also contains an automatic name and date stamp.
That's all there is to creating a USD request. Just click the Logout link when you are done.



That was easy. Now what?

Keep going to learn more!
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State of Alaska

Service Center Request
i : Maki, Edward ( Log Out) Scoreboard Updated:

STITTOR  soministrotion |
view - |Search - [Reports ~ [wWindow ~ Help~| ]

Update Counts ] Request List Search J Show Filter ] Clear Filter J Create New ] Edit in

e 6 |

wt 50 (2710

11/04;

b cat reql06063 Open 11/04/2008 04:03 pm Assignee:

? ¥R Priority: Mone please create a presentation to provide online tra End User: USD, ETS

; My requests reqlD6076 Open 11/04/2008 03:01 pm Assignee:

@ reported by (55) Priority: 5 (Low) need pricing for wireless a ccess points End User: Downs, Michael E

<3 all active (13913
@ help center (23)
<3 my reguests (17]
@ affecting rme (100
<3 my group (103)
<3 no analyst (1200
@ no group (2}

£ 3 unassigned (2)
@ ry group un (00
: My svc arders

@ created by (17) —— 1

This is a sample of a customized scoreboard for a USD

5 tasks Analyst. This shows how queries can be set that allow easy
g :!gf:;;f;‘;ﬁ';’) access to automated searchs to specific groups or types of
C3 my arders (4) requests and service orders.

@ affecting rme {93
@ rmy group (638)
(3 no analyst (1600
@ no group (1)

<2 unassigned (1)
@ ry group un (00
: shared

€7 requests

|@ channes

{3 security (157)

: My Queus

: Requests

 Chg Orders "

ght & 2005 CA, All rights reserved,

Cl é a Inkternet

* Your reguest IS now in the queue to be assigned to an individual analyst.
ETS and GCI analysts monitor their USD scoreboards constantly for
unassigned requests.



All USD Requests should be assigned at the group level, most requests should also be assigned at the analyst level.

gci.sc = Assign to group only. This is the default GCI group and they will assign the request to other GCI groups as appropriate.

Normally, we should not assign to any other GCI groups. For high priority, call the SOA Service Center to make them aware.

888-565-8680 is the single point of contact number to use.

Normally, telephone and WAN troubles are assigned to gci.sc and they will assign to appropriate GCI group.

adm.as.doait = Assign to group only, no special notification required. Assign Southeast requests to Juneau and rest to Anchorage sub group.
DOA IT (LAN/PC) support. This group is for Dept of Administration IT support only. Other Departments have their own IT-Sections and contact
information for them can be found at the DEDPA link: http://doa.alaska.gov/ets/dedpa.html

adm.ets.helpcenter = Use this as a default for ETS requests.
For high priority troubles such as system outages, it is best to call someone directly at 1-888-565-8680 (press option 4).

adm.ets.accounting = This group reviews all billable Service Orders when appropriate.

adm.ets.comm.2way = For 2way Radio, ALMR, SATS support. Do not assign to a comm.*sub group unless specifically requested.
adm.ets.database = SOA mainframe computer database admin.

adm.ets.eash.* = Determine proper subgroup (exchange (email), directory, dns, ironport, web, web services, workplace).

For high priority, contact the ETS Help Center at 1-888-565-8680. Supports enterprise server applications.

All USD's for Exchange will be assigned to the adm.ets.midtier.exchange group. .

adm.ets.infr,* = related to data center infrastructure technical hardware or data center networking engineering or server hosting services.

adm.ets.network = Most WAN troubles/issues are normally assigned to GCI (gci.sc). Main sub groups are Anchorage, Fairbanks, Juneau.
adm.ets.network.project = This group is used for high level projects that span regions or require special coordination.

adm.ets.operations = Assign all operations requests to this default group.This is for AKDC mainframe computer job scheduling, etc.
adm.ets.procurement = quotes and purchasing of equipment (computers, software, network devices, etc).

adm.ets.security = This group is responsible for security, worms, virus, infections, etc. 1-888-565-8680 is available 24/7. Following link is to the
Information Security Officers (ISO) and Computer Security Designees (CSD) http://doa.alaska.gov/ets/iso_csd.html

adm.ets.techsupport = AKDC JDC1 mainframe MVS/TSO, CICS applications support.

adm.ets.usd = Rroutine USD contact issues can be assigned to Help Center coworkers. For High priority troubles and if you have questions call.

ETS or GCI Service Center will handle these assignments. This page is informational for customers.

This shows how ETS requests are assigned and notified. All USD Requests should be assigned at the group level,
some requests should also be assigned at the analyst level.



ETS or GCI Service Center will handle these assignments. This page is informational for customers.
This shows how ETS requests are assigned and notified. All USD Requests should be assigned at the group level, some
requests should also be assigned at the analyst level.

All USD Requests should be assigned at the group level, most requests should also be assigned at the analyst level.

gci.sc = Assign to group only. This is the default GCI group and they will assign the request to other GCI groups as appropriate.

Normally, we should not assign to any other GCI groups. For high priority service interruptions, call the SOA Service Center to make them aware.
888-565-8680 is the single point of contact number to use.

Normally, telephone and WAN troubles are assigned to gci.sc and they will assign to appropriate GCI group.

adm.as.doait = Assign Southeast requests to Juneau and rest to Anchorage sub group. This is for Dept. of Administration only.
DOA IT (LAN/PC) support. This group does not normally use Service Orders. Other agencies can contact their DEDPA for LAN/PC support.

adm.ets.accounting = Assign to group only. This group reviews all billable Service Orders when appropriate.
adm.ets.comm.2way = Will be assigned to group and Rod Ainge in analyst field, primarily for Radio and Pager support.
adm.ets.database = Will be assigned to group and database will assign to an analyst. For SOA mainframe computer database admin.

adm.ets.helpcenter = Assign to group and Help Center will assign to an analyst. Use this as a default for any ETS requests.
For high priority troubles such as system outages, it is best to call someone directly.

adm.ets.midtier = Determine proper subgroup (internet services-dns, email, winserve). Assign to group and individual analyst. Help Center will call the
midtier employee and make sure assignment is proper. This group supports enterprise hosted server applications.

All USD's for Exchange will be assigned to the adm.ets.midtier.exchange group. Initially, no individual analyst needs to be assigned.

Exchange group will be making their own assignments. At the end of the business day, any unassigned are transferred to Joe Spears.

adm.ets.network = Assign to proper group (node - anchorage, fairbanks, juneau). Most WAN troubles/issues are normally assigned to GCI.
adm.ets.network.project = This group is used for high level projects that span regions or require special coordination.

adm.ets.operations = Assign all operations requests to this default group.This is for AKDC mainframe computer scheduling, etc.

adm.ets.security = Assign to group and individual. ETS Help Center will contact the security person to determine correct assignment.
Darrell Davis is the State Security Officer. This group is responsible for security, worms, virus, infections, etc.

adm.ets.techsupport = Assign to group and individual. AKDC mainframe MVS/TSO, CICS applications support (Sandy Parkinson for most CICS).

adm.ets.usd = Assign to group and individual (usually Steven Dahl or Ed Maki)..Routine USD contact issues can be assigned to Help Center coworkers.
For High priority troubles and if you have questions call.



<N https:ffhelpdesk state.ak.us - req106083 Request Detail - LUinicenter, Service Desk - Microsoft Internet Explorer @gj
State of Alaska

e i Request - gj
Service Center T —
Logged in as: Maki, Edward { Log Out) {Close Window )}
Eile - |vievs ~ |Activities ~ |Actions ~ |Search ~ |Reports ~ [Window ~ [Help -
reqlO60832 Request Detail Edit | Create Service Order | Profile Browser |
affected End User Request Airea -~
usp, ETSs Software.Help Desk work In Progress TES
Created By Priority
usp, ETS unicenter tng service desk {usd} 2
Iimpact |
Maki, Edward W adm.ets.usd 1 {High) major
Attached Change Charge Back ID Call Back Datg
user training
Security Related
usd - online training Mo
Total Activity Time
please create a presentation to prowvide online training for usd customers., O0:03 44
Open Date/Time Last Modified Resolve Date/Time Close Date/Time
11042008 04:03 prn 11052008 03:23 am
1. Activities [ 2. Service Type " 2. Related Requests " 4. Knowledge " 5. Attachments " 6. Properties
Search Logs J
Time .
E‘;l.ti‘::l‘d éé{ggfgfnua 0o:00:10 Ellenljdate FIELD="summary" OLD="create a presentation to provide online training”
w ' P MEW="usd - online training”
Maki, 11052008 00:01:11 Update
Edward 07:56 am Status Status changed from "Open” to "Work In Progress”
L
Maki, 11/05/2008 00:00:00 Field FIELD="rootcause' OLD="" NEW='user training'FIELD="category" OLD=""
Edward 07:56 am Update NEW="Software. Help Desk'FIELD="impact' OLD=""
w NMEW="major'FIELD="urgency"” OLD=""NEW="1 {(High)'FIELD="severity" OLD=""
NEW="2"FIELD="affected resource’” OLD="" WEW="unicenter tng service desk
{usd)'FIELD="summary" OLD="please create a presentation to provide online
training for ..." NEW="create a presentation to provide online training”
™Maki, 11052008 00:00:00 Escalate
Edward 07:56 am Changed "priority” from "None” to "2"
Lo
usp, 117042008 00:00:50 Log Simply type the additional comments into the description field and click the
ETS O4:06 prn Comment save button to complete. This will document a new activity comment on your
request. Each comment field allows 4000 characters and you may use as
many as you need. This will also send an automatic email to the assignee or
group.
mMaki, 11042008 00:00:29 Transfer e S T T T T o
2] 2y & Internst

After assignment, USD analysts may need to fill additional fields on your request . These fields are optional for our customers. ETS does not expect customers to
complete these fields.




3 Unicenter Service Desk - Request List - Microsoft Internet Explorer

File  Edit Wiew Favorites Tools  Help l‘.:"

O Back - |£| IELI ; P ) search

Address Ej htrps:ffhelpdesk. state. ak.usjCaisdfpdrweb. exe

State of Alaska
% Service Center
Logged in as: Maki, Edward ( Log Out)

File ~ [view v search ~ [Reports ~ wWindow ~Helpp~| ]

Show Filter ]

Links **

b a cha]
Request v gj

Scoreboard Updated: 11/

Request List Search ] Clear Filter ] Create New ] Edit in List ]

Update Counts ]

p 2way (84) 1-18 of 13
peaiih reavest s Joows ———— Jopenvorew—— Jrorew Qoo Jeowore B
&3 poindexter (31) reql06083 wark In Progress 11/04,/2008 04:03 pm adm.ets.usd assignee: Maki, Edward W
@ doait (0) Priority: 2 usd - online training End User: USD, ETS
@ law requests (560) reql0S663 Open 10/28/20068 10:41 am adrm.ets.usd Assignee: Maki, Edward w
p fairbanks (47) Priority: 2 WOIP Tracking and Reporting - Request for new Requ End User: wahl, Ine
@ circuit req (3} reql03399 Resolved 09/23/2008 03:20 pm adrm.ets.helpcenter Assignees: Malki, Edward w
@ unassigned ridtierz (1) Priority: 1 {High) statewide secure tn3270 scheduled service change End User: Druyvestein, Jav &
@ dns (0) reqlD3370 Researching 09/23/20058 01:40 pm adrm.ets.usd Assignee: Maki, Edward wr
@ geoicipz {31) Priority: 3 (Medium) usd - custorn query for doait End User: League, Genji T
@ gcicip (53) reql02499 Hald 09/11/2008 12:05 pm adm.ets.usd Assignee: Maki, Edward W
¢p rircuit so (36) Priority: 3 (Mediurmn) usd - r1l ternplates, req areas, chg cats End User: Maki, Edward w
@ Wt sa (271 reqlO01675 Qpen 08/27/2008 02:33 pm adrm.ets.helpcenter Assignes: Maki, Edward W
@ Wt req (114) Priority: < dept 06 - testing in the know End User: Maki, Edward W
Q cat reql00834 Qpen 08/14/2008 10:43 am adm.ets.usd Assignee: Malki, Edward wr
@ vp Priority: 3 {(Medium) usd - root cause codes End User: Monagle, John B
El@ oy requests req86815 awaiting information 12/18/2007 01:08 pm adm.ets.usd Assignee: Maki, Edward Wy
@ reported by (55) Priority: 4 usd .-_trai.ning for.mark carstensen End. User: Cars.tensenJ Marlk
reqd5916 awaiting inforration 12/03/2007 03:19 pm adrn.ets.usd Assignee: Maki, Edward W
@ all active (1390} Priority: 2 ets policy for closing usd requests and service or End User: Smith, April &
@ help center (24) reqises87 Qpen 11/29/2007 0Z2:02 pm regqd3gs0 adrm.ets.helpcenter Assignees: Maki, Edward w
@ my requests (13) Priority: 3 {Medium) customer notification issues. End User: Maki, Edward W
@ affecting me (10) req85017 wiorle In Progress 11/19/2007 05:57 pm adrm.ets.usd Assignee: Malki, Edward wr
@ my group (105) Priority: 3 (Medium) Measure impact of USD ticket closures End User: Ahern, Lance
€23 no analyst (117) reqi82768 COpen 10/16/2007 09:26 am adrn.ets.usd Assignee: Maki, Edward w
@ no group (0} Priority: 3 {Medium} All USDs opened for the Exchange group should have End User: Smith, April &
@ unassigned {0} req73368 Qpen 05/29/2007 11:37 am adr.ets.helpcenter Assignes: Maki, Edward W
@ my group un (00 Priority: 3 {Medium) soa list serve ermail address changes End User: Srmith, April &
@ my swc orders req63748 Open 12/04/2006 01:58 pm adrm.ets.helpcenter Acsignee: Malki, Edward w
@ shared Priority: 2 udpate big brother server contact info End User: Smith, April A
@ My Queue req6l603 Resolved 10/31/2006 12:05 pm adm.ets.helpcenter Assignee: Maki, Edward W
@ Requests Priority: Mone Request req59951 per Rhayan Murphy of Cellular one End User: Ferrer, Luzenel D
@ Chg Crders req60561 Worlk In Progress 10/13/2006 05:22 prm adrn.ets.helpcenter Assignee: Maki, Edward W
@ lesngs Priority: 2 cch process End. User: Mnnégle, John B
req6D560 Qpen 10/13/2006 05:19 pm adrm.ets.helpcenter Assignees: Malki, Edward w
Dhcimaeibne s Blomman e emacismae bmmdimm e [ =P T I PSS T SR WS M
Copyright @ 2005 CA, All rights reserved.
Ej ﬁ é e Inkernst

« Custom queries help the Service Center manage the many problems and changes
requested by our customers. Counts show the number of requests and changes that
are assigned to different groups. This is a screen shot of an analyst’s scoreboard.



hittps:/fhelpdesk.state.ak.us - req106083 Request Detai center Service Desk - Microsoft Internet Explorer

State of Alaska
% Service Center Request s £o
Logged in as: Maki, Edward { Log Out ) (Close Window )

reql06083 Request Detail Edit | Profile Browser |

Save Successful - Activity Log created

affected End User Reguest Area activez | <

usp, ETS Software.Help Desk dpen YES
_
USDI ETS unicenter tng service desk {usd}

_
Maki, FEdward W adm.ets_helpcenter 1 (High) rnajor

5057312 user training

usd - anline training Mo

please create a presentation to provide online training for usd customers., 00:08:50

11/04/2008 04:03 prn 11/28/2008 10:45 am

2. Service Type " 3. Related Requests " 4. Knowledge " 5. Attachments H 6. Properties

Search Logs

Maki, 11/28/2008 00:00:23 Log
Edward 10:44 am Cormment analysts will provide updates as your request is processed.
w

Maki, 11/07/2008 Dispatch

Edward 03:41 pm Service Change Order s057312 created.

W Crder

Maki, 11/07/2008 0Of:00:00 Resume

Edward 03:41 pm Service The service Type{s) on the ticket were resumed &~

W Type

Maki, 11/07/2008/ 00:00:10 Reopen

Edward 03:41 pm Status changed from 'converted to change order’ to "Open’

W

Maki, 11/07/2008 00:00:05 Close

Edward Status changed from "Work In Progress' to "converted to change order’
W

Maki, 11.-"’ 772008  00:01:18 Manual Manual notification

Edward Natify testing manual notify - specified recipients should receive this message.

w ed maki 465-6290

REPLY BY FORWARDING TO APPROPRIATE AMNALYST
Request reql 06083 Manual Notify.

Summary: usd - online training

Assigned to: Maki, Edward W

Assigned Group: adm.ets.helpcenter

Customer: USD, ETS

Click on the following URL to view Request:
https: f fhelpdesk.state.ak.us fCAisdfpdmweb.exe?0P=SEARCH+FACTORY=cr+SKIPLIST=1+0QBE.EQ.id=12270238
R e arTalat-] ANNnNn1A Trancfar ™

|j é O Internet

. Analysts will provide updates as they process your request.



usd - activity notifications for: ets as of 122007

g:\public\unicenter\usd\usdnotifi.xls

for both requests & changes
creator/repqrequestor |affected c{assignee |group |name code |description notes
yes SO yes yes yes new request/change |init [create a new request/changjalso z authorized contact for eso
yes SO yes yes yes close request/change |cl  |close request/change order |req, so, iSsues
no no req no no dispatch change chg |create change order from rdrequest only
no no no no yes event occurred evt [log an event occurrence  [req, so, issues
req SO yes yes yes log comment log [log a user comment reg, so, issues
n/a n/a n/a n/a n/a manual notify nf |manual notify as specified by sender - req, so, i
req no yes yes req escalate esc |upgrade priority level req, so, issues
req no yes yes yes reopen ro [reopen closed request/chan|req, so, issues
req no yes yes yes transfer tr  |reassign responsibility reg, so, issues
yes SO yes no no status changed st |status has changed req, so, issues
no no no no no call back by pager |cb | call group and assignee by]issues only

These are the USD notification rules. This shows what activities will cause a
notification to be sent to the affected contact (customer), individual
assignee, and ETS group/members. These rules are global in nature and
are not changed on a whim. Ability to provide automatic notification was one
of the primary reasons that USD was selected as the software to use for our
problem change management tracking system.

If you have questions or concerns -- contact the State of Alaska Service
Center. The single point of contact telephone number is (1-888-565-8680).



B FW: Request req106083 Escalate - Message (Plain Text)

i Fle Edt Wiew Insert Format  Tools  Actions  Help

EQR_&DIV|@Replytonl_l|QForﬂard|g EERR. 4 ||ﬁ|LB X|&v ?'ﬁh@EE

Fram: USDy, ETS (DOA sponsaored) Sent:  Wed 115/2008 7:56 AM
To: Maki, Edward ‘W (DOA)
o

Subject:  FW: Request reql06083 Escalate

From: USD_No_Rep lylistate.ak.us[SHMTP: USD_NO_REPLY@ STATE. AK. T3]

Sent: Wednesday, Novenber 05, 2005 7:56:07 AN Updates generate automatic email notifications to keep you aware of the progress on
To: USD, ETS [DOL sponsored) your request. There is some useful information in these emails. This request was
Subject: Request reqlO6083 Escalate escalated to priority level 2, had been transferred and is now assigned.

hato forwarded by a Bule

PLEASE DO NOT EEPLY
Last Log Entry:
Changed 'priority' from 'None' to 'Z2!

Swrmnary: create & presentation to provide online training Regquest reql0&0583 Escalate.
hA=z=zigned to: Maki, Edward W

Azzigned Group: adm.ets.usd

Customer: U3D, ET3

Description: please creaste a presentation to provide online training for usd customers.

Clieck on the following URL to wiew Reduest:
https://helpdesk. state.ak. us/Chisd/ pdwweb. exe ?OP=SEARCH4+FACTORY=cr+3KIPLIST=1+0EE.EQ. id=12270238

Clicking this hyper link will brink you directly into your USD request.

You won't need to enter an id and password unless you have closed your browser since the last time
you accessed USD.
Ed check to see if we can make this happen.

*Please do not reply directly to USD emails. No one will see your reply. You may use the hyper link to access your request for updates to comments, or to review it's
status.




& | req 106083 Request Detail - Microsoft Internet Explorer,
File Edit Miew Favorites Tools Help l?

Q Back - > | Iﬂ IELI .;‘ P ) Search

Address [ 8] https: {fhelpdesk. state. sk s)C Sisd{pdmweh. sxe
State of Alaska

=, Service Center

Logged in as: ETS USD ({Logout)
req106083 Request Detail

Open Date/Time Priority _________JRequest Area

11/042008 04:03 pm wWork In Progress 2 Software Help Desk

Fawarites

- aGo Links >

Home About Help

Edit Request J Add Comment J Attach Document J Close Request J

Request Description
please create a presentation to provide online training for usd customers.

Properties

Name valge _______|example

Summary
Malgi

. 1140572008 Field FIELD='summary' OLD="create a presentation to provide online training' NEw="'usd - online training’
Edf\ard ww 05:23 am Update
1140572008 Escalate Changed 'priority’ from 'Mone’ to '2'
07:56 am

L2005 Field ='rootcause' OLD=" MEW="user trainina'FIELD='category' OLD=" MNEW="Software . Help Desk'FIELD="impact’ OLD="" NEW='rmnajor'FIELD="urgency’
6 arm Update ' MEW="1 (High)'FIELD='severity’ OLD=" NEW='2'FIELD="'affected resource' OLD=" MEW='unicenter tng service desk {usd)'FIELD="surnrnary’
OLD='please create a presentation to provide online training for ...' NEW="create a presentation to provide online training’

110572008 Update Status changed from 'Open’ to "Wark In Progress'

07:56 am Status

11/04/2008 Log Simply type the additional comrments into the description field and click the save button to complete, This will document a new activity comment on your

04:06 prn Carmment request. Each comment field allows 4000 characters and you rmay use as many as you need. This will also send an autornatic email to the assignee or group.
Malki, 11/04/2008 Transfer Transfer assignee from ' to 'Maki, Edward w'
Edward W "04:05 pm Transfer group from ' ' to 'adr.ets.usd’
UsD, ETS  11/04/2008 Initial Contact: USD, ETS

04:03 prn Phone: {907)465-1818

Email: doa.ets.usd@alaska.gov

@j Done 2 @ Internet

* Selecting the hyperlink on the USD notification will bring you directly into your
request. Here you can see any new comments or status changes entered.




| req106083 Request Detail - Microsoft Internet Explorer

Eile Edit Wiew Favorites Tools Help l'?

’ P . —
Q- ©-[1 @ O Psow
Address @j https:/ihelpdesk. state, ak.us/Caisd/pdmweb, exe v aGo Links *

State of Alaska
= Service Center

Logged in as: ETS USD {Logout) Home About Help
reql06083 Request Detail Edit Request ] Add Comment | Attach Document | Close Request |
Open Date/Time Request Area
11/04/2008 04:03 pm Work In Progress Software. Help Desk

Request Description

please create a presentation to provide anline training for usd custormers..

Properties

Narte ________________________Jvalue ___________________________[Example

History
Summary
UsD, ETS 11/07/2008 Field FIELD='description' OLD='please create a presentation to provide online training for usd custd Ew='please create a presentation to provide online
09:15 am Update training for usd customers..'
Maki, 11/05/2008 Field FIELD='surnmary' OLD='create a presentation to provide online training' MEW="usd - online t
Edward W 03:23 am Update
Maki, 11/05/2008 Escalate  Changed 'priority’ from 'Mone’ to '2'
Edward W 07:56 am
Maki, 11/05/2008 Field FIELD='rootcause’ OLD=" NEW='user training'FIELD="category’ OLD=" MEW='Software Help O D='impact' OLD=" NEW="rmajor'FIELD="urgency’
Edward W 07:56 am Update OLD=" MEW="1 {High)'FIELD="severity' OLD=" NEW="'2'FIELD="affected resource' OLD=""NE ter tng service desk {usd)'FIELD="summary'
OLD='please create a presentation to provide online training for ...' NEW="create a presentati wide online training'
Mali, 11/05/2008 Update Status changed from 'Open’ to "Work In Progress'
Edward W 07:56 am Status
UsD, ETS 11/04/2008 Lag Simply type the additional comments inta the description field and click the save button to cor his will docurnent a new activity cormment on your
04:06 pm Comment request, Each comment field allows 4000 characters and you may use as many as you need, also send an automatic email to the assignee or group.
Maki, 11/04/2008 Transfer  Transfer assignee from " to 'Maki, Edward w'
Edward W 04:05 pm Transfer group from ' ' to ‘adm.ets.usd"
UsD, ETS  11/04/2008 Initial Contact: UsSD, ETS
04:03 pm Phone: (907)465-1518
Email: doa.ets.usd@alaska.gov

Clicking the Add Comment button will allow you to enter additional
comments.

@jDone é Q Inkernet




2 req106083 Request Detail - Microsoft Internet Explorer,

File Edit “iew Favorites Tools Help Ir

- ' . =~ s ! N a
Q Back - </ \ﬂ |EL| | S Search . Favories 6’-‘{ = ii ._\‘i
Address Eﬂ https:ffhelpdesk. state. ak.us{Caisd/pdmweb, exe hd .Go Links >

State of Alaska
= Service Center

Logged in as: ETS USD ({Logout) Home About Help
Add Comment to Request req106083 Save || Cancel || Reset |

User Description | Spelling

you can enter additional cornments into your request whenever needed,

you can use control ¢ and control v to copy/paste from another docurnent to save
time. this field is limited to 4,000 characters, but you can enter as many separate
comments as needed {virtually unlimited).

click the save button (located upper right) when you have finished entering your
comrmment, |

You can enter additional comments into your request whenever needed.

Simply type them into the User Description field. You can also use control ¢ and control v
to copy/paste from another document to save time. This field is limited to 4,000 characters,
but you can enter as many separate comments as needed (it is virtually unlimited).

Click the save button (located upper right) when you have finished entering your comment!

Remember that this will generate an email notification.

@Done é 0 Internet




-2 Unicenter, Service Desk - Microsoft Internet Explorer

Fil=  Edit Wiew Favorites Tools  Help

Address @j https:fhelpdesk. state, ak.us)CAisdipdrweb. exe

State of Alaska
“=,  Service Center

Logged in as: ETS USD {Logout)

Request Support

Create a new Request

State of Alaska Service Center contact information and hours of operation

Look up my existing Requests
Sear my OPEMN Requests

Favorites 6‘-‘ = ﬁ ":j‘}

~ aGo Links **

Home About Help [

Search my OPEN Service Orders

Search my CANOSED Service
OR - If you kngw the number...

Please enter a Gervice Order num

Announcements

11/05/2008 07:55 §Ym
The State of Alaska SeXvice Center has been advised of s
TK166312
ER4172
WHEM: Wednesday, Decg
TIME: 1:00 AM - 5:00 4aM
Do M TIME: 15 minute oltage on AUNOO4U048 AND ALUNOOSUO4S
RE&SOM: This work providis diversity on the ACS undersea fibher hefy
system. This will cause a total outage on AUNOD4U042 AND AUNODELIN
Circuits Affected:
ADMIMN ETS 333 WILLOUGHBW ST 675 7TH AVE 01/LM--/087191//GCN /WLAN Y327 10ME GCI

ADM/ITG 1300 WAN HORN RD N1/HC--f027675//GCH f 01/HC--/019512//6CH / Nd GCI replaced by this CKT
ADM/ITG 1300 WAN HORMN RD \L/HC--/027676//GCM / 01/HC--/019513//GCH / OMNGCI replaced by this CKT
ALASKA HOUSING FINANCE CORPORATION

AHFC 1441 22MND &VE "Spruce Rark"” FBK 0L1/LM--/092293//GCHN f HC-92291 GCI
AHFC 505 STEWART ST FBK 01/LM--/092313//GCN f HC-92311 GCI

AHFC 330 3RD AWVE FBK O1/LM--/N92316//GCH f HC-92314 GCI

AHFC 401 SEVENTH AVE "Southhall Manor' 01/LM--/092333//GCN / HZC-92331 GCI

GCI scheduled service interruption to multiple departments in Fairbanks.

mber 10, 2008

and switch hits on AUNMOD2B042 { * highlighted in grey on ckt list)
een Whittier and waldez. Half our traffic will now be carried on our undersea system and half on the ACS undersea

8 and switch hits on AUNOO3B048

é G Internet

&

. You can use the Search Requests link to find requests or the Search Service Order link to find changes that you are interested in. The
Counts provide easy access to requests/changes submitted by contacts in your organization (dept) or at your physical location.

. Contact location codes originate from State LDAP records and are controlled by your agency’s Human Resource section .

http://doa.alaska.gov/ets/serviceDesk/recordsUpdate.html



Request Search - Microsoft Internet Explorer

Fil=  Edit Wiew Favorites

G Back -

Help

|£| ‘,: ; P ) search

& =

Address Ej https:fhelpdesk. state, ak.us)CAisdipdrweb. exe

~ aGo Links **

reqlio6iilo
Priority: Mone
reqlelog
Priority: 3 (Medium}
reqlD6107
Priority: 4
reqlD6106
Priority: 3 (Medium)
reqlD6105
Priority: 3 (Medium)
reqliDGl04
Priority: 3 (Medium}
reql06ing
Priority: 3 (Medium)
reqlDelonzZ
Priority: 3 (Medium}
reqlD6097
Priority: 3 (Medium}
reqlD6096
Priority: Mone
reqlDG09d4
Priority: 5 (Low)
reqlDGc093
Priority: 2
reql06092
Priority: 3 (Medium)
reqliengl
Priority: 3 (Medium}
reqlD6090
Priority: 3 (Medium}
reqlD6088
Priority: S {(Low)
reqlD6085
Priority: <
reql0Gc08d4
Priority: 3 (Medium}
reql 06082

Brimritw: Mane

)

State of Alaska
Service Center

Logged in as: ETS USD {Logout)

Request Search

apen 11/05/2008 10:50 am

Earl Crapps hawing problems sending to landfill@wm
Qpen 11/05/2008 10:27 am

Switch and Metworl: Drop Installation in Capital Bu
CGpen 11/05/2008 10:07 am
907.269.0851/DOT-ADM SW-Civil RTS-DBE/voice mail p
Cpen 11/05/2008 10:05 am

907 465,3422/DCED/Mo dial tone on fax/Juneau
Qpen 11/05/2008 09:51 am
907.334.2255/H55/Phone Issue/Anchorage

apen 11/05/2008 09:41 am

907 465.4506/D 0L Fax Issuesluneau

apen 11/05/2008 09:34 am
907.374.3702/D0OL/Fax Issue/Fairbanks

Qpen 11/05/2008 09:24 am
907.269.3616/HSS/Behavior/password reset/anC
CGpen 11/05/2008 08:42 am

907 .451.2987/HES M oicernail problerms/Fairbanks
Cpen 11/05/2008 08:29 am

DoA/DAS: PC Troubles

Qpen 11/05/2008 068:20 am

zeke schedule add

apen 11/05/2008 08:06 am

DREB employee has lost all drives except F:

apen 11/05/2008 08:02 am

907 465,184 7/DOA/Cisco CRS Reports/Iuneau
Qpen 11/05/2008 07:59 am

ets - new email group doa.ets.gci notifications
CGpen 11/05/2008 04:11 am

weekly network roll 1145 complete

Cpen 11/04/2008 07:40 pm

HISDSYSP FAILED @ 1%:30/Acute Error on Drive 1153
Qpen 11/04/2008 04:24 prm

11405408 request to use lcd projector:proxima
apen 11/04/2008 04:09 pm

Big Brother Red Balled Alarm: dwdbjnu - sccli
apen 11/04/2008 03:55 pm

nnasmas Shared modrive

T [T

adm.ets.helpcenter

goi.so

gei.ipt.juneau

vwt.ipt

vwt.ipt

qci.ipt.fairbanks

qci.sc

gciipt.fairbanks

adm.as.doait.juneau

adrm.ets.operations.dctl

adm.as.doait.juneau

qci.ipt.juneau

adm.as.doait.juneau

adm,ets,.operations

adm.ets.operations

adrm.ets.helpcenter

adm.ets.operations

adm.as.doait.juneau

Home About Help

Show Fjlter | Clear Filter | Edit in List |

Assigne
End Use
Assignel
End Usd
Assigne|
End Use
Assigne|
End Ls
Accigne|
End Use
Assigne
End Uss
Assigne
End Use
Assignel
End Usd
Assigne|
End Usg
Assigne|
End Use
Accigne|
End Uss
Assigne
End Usg
Assigne
End Use
Assignel
End Usd
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 You may need to click the Clear and Show Filter buttons if you need to refine your search.



<2 Request Search, - Microsoft Internet Explorer,

File Edit MWiew Favorites Tools  Help .:‘
O Back ~ [ ﬂ IELI _;‘ /. ) Search Favorites {F = Ii j‘?.
address | @] https:/jhelpdesk. state. sk, us/Chisdipdmweb. exe v aGo Links ™
State of Alaska
= Service Center
Logged in as: ETS USD {Logout) Home About Help
Request Search Search | Hide Filter |  ClearFilter | Editin List |

NOTE: Use %o For A Wildcard When Searching

Assignment Status @ assignee & Group Status This is the Request Search screen. We recommend
<empty= v entering just the last name in the Affected End User field
Priority Active Request Area @\ affected Asset @ created By until you are familiar with how the USD search works.
<empty>  |v|[Active v smith% Example: to find a request reported by yourself, enter
@ _Affected End User End User Userid Department Number a Department yOUr last name in the Created Byfleld (exampl_e: Smlth%)

You may not need to enter your first name to find your
Request Summary Request Description request, but other requests may also appear in the list.

L d
v More...

reql05964 Resalved 11/03/2008 09123 am gei.sc Assignee: Poindexter, Conniejgdn
Priority: 1 (High) 207.269,3500 [multi]/DOA/FPhones Are Down ! &nchor End User: Smith, Jesse L &
reql02672 Qpen 09/15/2008 10:25 am adm.ets.phone Assignee: williams, Edward
Friority: Mone Call Pilot Module Needed -- OPA/BTL/A460RIdgecrestD End User: Smith, Jesse L &
req99547 open 07/24/2008 10:43 am adm.ets.rmidtier.exchange Assignee: Spears, Joseph T
Friority: 1 {High} The journaling set up for PFD on the exchange sery End User: Smith, Annette Ge
req97016 closed pending 06/11/2008 10:39 am adm.ets.midtier.exchange Assignee: Forgue, Frank D
Priority: 2 Report of emails between employees End User: Smith, Annette Ge
req94026 Acknowledged 04/22/2008 02:46 pm adrm.dmy Assignee: Richter, Rick
Priority: 3 (Mediurn) DMy Our printers at DMV are very slow since we re End User: Smith, Deniece L
req83952 Open 11/02/2007 03:56 pm adm.ets.midtier Assignee: Smith, April &
Priority: Mone Customer Suggestion for Enterprise Terminal Server End User: Maoyer, Janet &
req83950 Qpen 11/02/2007 03:43 pm adm.ets . midtier Assignee: smith, April &
Priority: Mane Customer Suggestions and Concerns End User: Dubey, Anand
req83594 Qpen 10/29/2007 04124 pm adrm.ets.midtier Assignee: Morrison, Travis &
Friority: Mone Wisual Studio Install and 101 End User: Garnick, Jackie T
req83iizil Qpen 10/25/2007 11:59 am adm.ets.ridtier Assignee: Smith, April &
Friority: Mone SP's MQ's Maintenance Request End User: Smith, April W
req83245 Open 10/24/2007 03:12 prn adrn.ets. midtier webservices Assignee: Milton, Jeffrey D
Priority: Mone my#laska Yersion 3 project charter develop with Te End User: Smith, April &
req66283 ready to bill 01/17/2007 11:14 am adm.ets . accounting Assignee: Carandang, Bernardo A
Priority: Mone Finance ALDER DW Server Hosting and Oracle Support End User: Arehart, Scot A

1-11 of 11
@Done é O Internet

o



A Request Search - Microsoft Internet Explorer,

File Edit Wiew Faworites Tools  Help I'?

- A =y ! . 4 3
GBack > ﬂ Igl W |, Search < Favorites = ’Ii .4‘5

Address | @] https:/jhelpdesk. state. sk, us/Chisdipdmmeb. exe v aGo Links

State of Alaska
= Service Center

Logged in as: ETS USD {Logout) Home About Help
Request Search Search || Hide Filter ||  ClearFilter | Edit in List |

NOTE: Use % For A Wildcard When Searching

Assignment Status @ Assignee 2] Group Status
<empty = hd <empty = hd
Priority Active Request Area @ affected Asset B created By CI H k' h H ”
P [T ICKINg nere will open more
B _affected End User End User Userid Department Number Ed Department SearCh Options
.

Request Summary Request Description
Setrainde ﬂ More...

1-6 of &
I T [ I [T
reqlD6083 worlk In Progress 11/04/2008 04:03 prn adm.ets.usd Assignee! Malki, Edward w
Priority: 2 usd - online training End User: USD, ETS
reql06001 Resolved 11/03/2008 01:30 pm adm.ets.helpcenter Assignee: Enanoria, Diane
Priority: 5 {Low} Big Brother Red Balled Alarm: elandingstraining - End User: Smith, &pril &
req95610 Open 05/19/2008 03:41 pm adrm.ets.comm.support Assignee: Ainge, Rod
Priority: 3 {Medium) AC PMI training for various Units by John Smyth of End User: Kirby, allen L
req8&ios Hold 01/18/2008 07:42 am reqd1768 adm.ets.netwark.anchorage Assignee: Dobbs, Selena M
Priority: Mone Palmer Fire Training/Upgrade from 56K circuit, Cir End User: Morgan, Ray A
req86815 awaiting information 12/18/2007 01:08 prn adm.ets.usd Assignee: Maki, Edward W
Priority: 4 usd - training for mark carstensen End User: Carstensen, Mark
req86813 Open 12/16/2007 12:20 prn adm.ets.helpcenter Assignee: Carstensen, Mark
Priority: Mone usd training End User: Maki, Edward W

1-6 of 6

@j é O Internet




<23 Request Search - Microsoft Internet Explorer,

File Edit “ew Favorites Tools  Help .'}'
- A = : 1
G Back ~ () \ﬂ Igl | Search A= I 3 .‘:‘5

Address @j https:f helpdesk. stake. ak.us/CAisd/pdmweb. exe /\ v aGo Links *

State of Alaska
> Service Center

Logged in as: ETS USD ({Logout) Home About Help

Request Search Search | Hide Filter || Clear Filter | Editin List |

NOTE: Use % For A Wildcard When Searching ) ) o
Assignment Status a Assignee aA Group Status YOU can use the % Slgn asa Wlldcard tO ald In

searches where you are not sure of the exact
spelling.

=emphty = b =emphty = w

Priority Active Request Area B affected Asset B Created By

<empty= % || Active hd

B\ Affected End User End User Userid ment Number & Department Entering a da.te range m|ght aISO help yOU narrow
down the list of requests that is found. Dates will need
to be entered in the correct format (mm/dd/yyyy).

Select the calendar icon if you need help with the

Request Request Description

“otraine

Impact Service Type B Earliest Open Date B Latest Ope @ parent Request format
<empty = || <empty > ||11/05/2007 12:00 am
Severity Urgency B Earliest Resolve Date B Latest Resolve Date Root Cause

Click here to see less search options.

<empty= | <empty > v

SLA Yiolation Template B Earliest Close Date B Latest Close Date

Click here to see more search options.
-— p

<empty= <empty> W ﬂMDI’B...

1-6 of 6
T e T T P [
reql06ng3 worlk In Progress 11/04/2008 04:03 pm adm.ets.usd Assignee: Maki, Edward W
Priority: 2 usd - online training End User: USD, ETS
reqlo600il Resolved 11/03/2008 01:30 prn adm.ets.helpcenter Assignee: Enanoria, Diane
Priority: 5 {Low) Big Brother Red Balled alarm: elandingstraining - End User: Smith, April A
req95610 Qpen 05/19/2008 03:41 prn adm.ets.comm.support Assignee; Ainge, Rod
Priority: 3 {Medium) AC PMI training for various Units by John Smyth of End User: Kirby, allen L
req8s39s Haold 01/16/2008 07:42 am req91765 adm.ets.network.anchorage Assignee: Dobbs, Selena M
Priority: Mone Palmer Fire Training/Upgrade from 56K circuit, Cir End User: Morgan, Ray &
req86815 awaiting information 12/16/2007 01:08 prn adm.ets.usd Assignee: Maki, Edward w
Priority: 4 usd - training for mark carstensen End User: Carstensen, Mark
req86g813 Open 12/16/2007 12:20 pmn adm.ets.helpcenter Assignee: Carstensen, Mark
Priority: Mone usd training End User: Maki, Edward w
1-6 of 6
Keep your search simple. Do not fill additional fields unless you need to.

ﬂj 2 & Internet




<2 Request Search - Microsoft Internet Explorer

Iy

File Edit Wiew Faworites Tools  Help "
G Back ~ [ lﬂ Igl o) / ) Search , Favorites 6-‘ & ﬁ “}‘i

Address @] https:fhelpdesk, state, sk, us/CRisdfpdmweb, exe v E’GD Links >

T Click the search button again if needed after changing the search criteria to
5N Service Center locate the requests you are interested in finding.
Logged in as: ETS USD {Logout) Home About Help
Request Search Search | Hide Filter |  ClearFilter | Editin List |
NOTE: Use %o For A Wildcard When Searching N
Assignment Status @ Assignee a Group Status
<empty = R
Priority Active Request Area @ affected Asset @ created By
t || Acti v . . .
<empty > Click on the Hide Filter button to
B Affected End User End User Userid Department Number B Department .. -
remove the visible search fields.
Request Summary Request Description
%otrain¥e ﬂ More...
1-6 of 6

reql06083 work In Progress 11/04/2008 04:03 pm fidrn.ets.usd Assignee: Maki, Edward W

Priarity: 2 usd - online training End User: USD, ETS

reql06001 Resalved adm.ets.helpcenter Assignee: Enanoria, Diane

Priority: 5 (Low) Big Brother Red Balled alarm: £ End User: Smith, &pril &

reg95610 open gl adm.ets.comm.support Assignee: Ainge, Rod

Friority: 3 {Medium) AC PMI training for varioys Units by John Smyth of gr: Kirby, Allen L

req8&ios Hold 01/18/2008 07:42 am reqd1768 adm.ets.netwark .anchorage #<tgnee: Dobbs, Selena M

Priority: Mone Palmer Fire Training/Upgrade from 56k circuit, Cir End User: Maorgan, Ray A

req86815 awaiting informatén 12/18/2007 01:08Hm agm.ets.usd Assignee: Maki, Edward W

Priority: 4 usd - training fgt mark carstensen End User: Carstensen, Mark

req86813 12/18/20@7 12:20 pm Assignee: Carstensen, Mark

Priority: Mone End User: Maki, Edward W

1-6 of &

This is the list of active requests that was found using %train% in the summary line. You can easily see the status, summary line,
open date, assigned group and analyst, and end user names. Clicking the highlighted number would bring you into the detail for that
request..Clicking the Hide Filter button will remove the filter and show only the list of requests.

-ijDone é O Internet

—




<2 Request Search - Microsoft Internet Explorer

File Edit Wiew Favorites Tools  Help ,'}'
: o = ) i ) . = Pl
Q Back 7 lﬂ Igl |/ Search 7§ Favorites 6 fa= ﬁ .A‘i
Address @] https:fhelpdesk, state, sk, us/CRisdfpdmweb, exe v E’GD Links >
State of Alaska

™ Service Center

Logged in as: ETS USD {Logout) Home About Help

Request Search Search Show Filter | Clear Filter | Editin List |
1-6 of &

reql06083 Wwiork In Progress 11/04/2008 04:03 pm adrm.ets.usd Assignee: Maki, Edward W

Friority: 2 usd - online training End User: USD, ETS

reql06001 Resaolved 11/03/2008 01:30 pm adm.ets keElpcenter Assignee: Enanoria, Diane

Priority: S (Low) Big Brother Red Balled alarm: elandingstraining - End User: Smith, april &

req95610 Open 05/19/2008 03:41 pm adm.ets.comm.suppart Assignee: Ainge, Rod

Priority: 3 (Mediurm) AC PMI training for various Units by John Smyth of End User: Kirby, Allen L

req88398 Hold 01/18/2008 07:42 am peqa1768 adrm.ets.network . anchorage Assignee: Dobbs, Selena M

Friority: Mone Palmer Fire Training/Upgrade from S&K circuit, Cir End User: Morgan, Ray A

req86dis awaiting information 12/18/2007 01:08 pm adm.ets.usd Assignee: Maki, Edward W

Priarity: 4 usd - training for mark carstensen End User: Carstensen, Mark

req86813 Open 12/18/2007 27220 pm adm.ets.helpcenter Assignee: Carstensen, Marl

Priority: Mone usd training End User: Maki, Edward W
1-6 of 6

Clicking the Clear Filter button will clear all fields to their default values (empty). It may help to start fresh.
If your search doesn’t work and you can’t see why, try clicking the Clear Filter button and try again.

Sometimes you will need to increase the search range to find the request your are looking for. Click the Show
Filter button if you need to see the search fields. Don'’t forget that help is only a phone call away.

State of Alaska Service Center telephone number is 1-888-565-8680.
Press option 2 for telecom or network related issues, press option 4 for ETS (mainframe or Midtier hosted
servers).

-ijDone é O Internet



3 Request Search - Microsoft Internet Explorer,

File Edit ‘iew Favorites Tools  Help

O Back - > ﬂ IELI " /-‘: Search

Address | @] hitps: fhelpdesk. state. ak. usiCAisdpdmweb. exe v a Go | Links **

State of Alaska
BY Service Center

Logged in as: E] D (Logout) Home About Help

Request Seard Search || Hide Filter || ClearFilter |  EditinList |

NOTE: Use % For A Wildcard When Searching

ssignmen atus @A SSiqQnee @A roup atus - - - .
Aesianment Stak = = et Setting the Active field to show Inactive (closed),
<emphy > adm.ets.helpcenter “empty = w X . .
Priority Active Request Area B affected Asset B created By enterlng a Group name and IncreaSIn_g the Open date
<empty>  |[Inactive range to 11/18/2005 gave us some different results.
B _affected End User End User Userid Department Number & Department Sometlmes you can get maore Clues by IOOklng at

assignments or details on the other requests.
Sometimes there are enough details provided for you
to see how another similar problem was resolved or

Request Summary Request Description

etrain%s # Less,..

Impact B _Earliest Open Date B Latest Open Date @ parent Request ) . i
cemptyr v 11/18/2008 12:00 am wording that was used to describe the request. Simply
Severity B Earliest Resolve Date B | atest Resolve Date B Root Cause click the hlghllghtEd Request # to view the details.

<empty> ¥ <empty

SLA VYiolation Template B Earliest Close Date B Latest Close Date

<empty> <empty=

ﬁ More...

1-7 of 7

reqln34ze6 Closed 139 pm adm .ets.helpcenter Assignee: Pritchett, Barbara A
Priority: 4 I am in ALDER 100 training on lipefage 34, Learn End User: Turner, Radonna &
reql0z2z49 cancelled 09/08/2008 09:53 am adm .ets.helpcenter Assignee: Pritchett, Barbara A
Priority: 4 JPMorgapds-putting on a training in room 123 AOB End User: Ralston, Jason F
req86400 osed 12/11/2007 05:02 prn adr.ets.helpcentar Assignes: Enanoria, Diane
Priority: Mone Training TOD/TTT End User: Enanoria, Diane
req86397 Closed 12/11/2007 04:07 pm adm.ets.helpcenter Assignee: Enanoria, Diane
Priority: Mone Training Directory Operators End User: Enanoria, Diane
req78031 Closed 08/02/2007 02:15 pm adm .ets.helpcenter Assignee: Gray, Bruce
Priority: 3 (Medium) usd training End User: Parter, DAUN
req50784 converted to change order 04/12/2006 10:51 am adm .ets.helpcenter Assignee: Maki, Edward W
Priority: Mone Meed to schedule a training on telephones End User: Ellingson, Christina
req44378 Closed 12/13/2005 12:28 pm adm.ets.helpcenter Assignee: Crowley, Frankie D
Priority: Mone new listsery for ART trainers End User: Seward, Robert M
1-70f7

5Ej Done é e Internek
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-2 Unicenter Senvice Desk - Microsoft Internet Explorer

File Edit Wiew Favorites Tools  Help

GBack - o - Iﬂ IELI _;‘ /." Search

Address @j https: | {helpdesk. state. ak.uspCaisdfpdmweh. exe

v aGo Links *

State of Alaska
=y Service Center

Logged in as: ETS USD {(Logout)

Request Support

Create a new Request

State of Alaska Service Center contact information and hl;V!lrS of operation

Home About Help

Look up my existing Requests

Search my OPEN Requests

Search my CLOSED Requests
OR - If you know the number...

Please enter a Request number:

reql06063 Go

Look up my existing Service Orders

Search my OPEN Service Orders
Search my CLOSED Service Orders
OR - If you know the number...

Please enter a Service Order number:

o)

Announcements

11062008 06:09 pm

The State of Alaska Service Center has been advised of a service interruption to multiple depart
Wide Area Metwork Administrators have been advised of an outage with the ACS Morth Wire Ce
Duration at this time is unknown,

If you have questions, please call the State of Alaska Service Center on 1-882-565-3620.

For further information, please refer to USD# reql06209.

11/05/2008 02:21 pm

s-anc-anmc SoatncHssanmoCpe-1 [/ multiple).
bcting services, ACS Technicians are working on this issue.

SITE: Lena Point

Day: Thursday

DATE: Movember 6, 2008

TIME ¢&K): 7:00 am - 7:20 am

REASONM: Install and activate back-up processor card in Cascade 9000,
ANTICIPATED EFFECTS: Mo interruption expected.

If you have questions, please call the State of Alaska Service Center.
at 1-888-565-8680.

For further information, please refer to USD# reql06130.

14 /AE/INN0 11-57 am

&

The State of Alaska Service Center has been advised of maintenance being performed by AT2T affecting wide area network service to Lena Point.

é 0 Internet

-~

« If you know the number of the request, Kou can simply enter it (see example above:

req106083) and then click go. This met
regardless of if it is open or closed.

od should find the request or service order



<} req106083 Request Detail - Microsoft Internet Explorer EE'
y
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File Edit Wiew Favorites Tools  Help

7 i A =y . . 2 s * @
Qui- © 1 B G Lo Frroons @] 3 B @3

address | @] https:f{helpdesk.state. ak.us/CAisd/pdmweb exe v a Go | Links *
State of Alaska
= Service Center
Logged in as: ETS USD ({Logout) Home About Help
reql06083 Request Detail Edit Request | Add Comment | Attach Document | Close Request |
Open Date/Time Reguest Area
11/04/2008 04:03 pm wiork In Progress 2 Software Help Desk

Request Description

please create a presentation to provide online training for usd customers..

Narvte _______________________lawe____________________________ [example __________________________________|

Contact _|pate ____JType _Jsuomary |

UsD, ETS  11/07/200& Log you can enter additional comments into your request whenever needed.
09:19 am Comment  vou can use control ¢ and contral v to copy/paste from another document to save time, this field is limited to 4,000 characters, but you can enter as many
separate comments as needed {virtually unlimited).
click the save button {located upper right) when you have finished entering your comment. you can

UsD, ETS  11/07/2008 Field FIELD'="description' OLD="please create a presentation to provide online training for usd customers.' NEw="please create a presentation to provide online
09:15 am Update training for usd customers, '

Malki, 11/05/2008 Field FIELD="summary' OLD='create a presentation to provide online training' MEW="'usd - online training'

Edward W 08:23 am Update

Malki, 11/05/2008 Escalate  Changed 'priority’ from 'Mone’ to "2

Edward W 07:56 am

Maki, 11/05/2008 Field FIELD'="rootcause’ OLD=" NEW="user training'FIELD="category' OLD="" MEW='Software Help Desk'FIELD="impact’ OLD="" NEW="major'FIELD="urgency’

Edward w 07:56 am Update QOLD=" NEW="1 (High)'FIELD="severity' OLD=" NEW="'2'FIELD="affected resource' OLD=" NEW='unicenter tng service desk (usd)'FIELD="surnrnary’

OLD='please create a presentation to provide online training for ...' MEW="create a presentation to provide online training’

Maki, 11/05/2008 Update Status changed from 'Open’ to "Work In Progress'

Edward W 07F:56 am Status

Ush, ETS  11/04/2008 Log Simply type the additional comments into the description field and click the save button to complete, This will document a new activity comment on your
04:06 pm Comment request, Each comment field allows 4000 characters and you may use as many as you need, This will also send an automatic email to the assignee or group,

Maki, 11/04/2008 Transfer  Transfer assignes from " to ‘Maki, Edward w'

Edward W 04:05 pm Transfer group from ' ' to ‘adm.ets.usd'

UsD, ETS  11/04/2008 Initial Contact: USD, ETS
04:03 pm Phone: (907)465-1818

Ermail: doa.ets.usd@alaska.gov

When entering comments, sometimes not much detail is needed.

Normally, customers don’t need to add additional comments unless asked directly or if you think
they are going to be helpful. You should call if you need to change from the original description.
Analysts might be busy solving your problem or providing service and unable to provide minute

by minute comment updates, but should provide a summary prior to closing the request.

We don’t really need to know all the gory details of creating a training presentation do we?

ﬂj Dane é Q Internet




req106083 Request Detail - Microsoft Internet Explorer

File Edit Wiew Favorites Tools  Help ;?
O Back ~ () ﬂ |EL| _;‘ /- ) Search P Favorites 6-‘ = ﬁ “:‘i
address | @] https:f{helpdesk.state. ak.us/CAisd/pdmweb exe v a Go | Links *
State of Alaska
= Service Center
Logged in as: ETS USD ({Logout) Home About Help
reql06083 Request Detail Edit Request I Add Comment | Attach Document | Close Request |
Reguest Area
11/04/2008 04:03 pm wiork In Progress Software Help Desk

Request Description

please create a presentation to provide online training for usd customers..

Properties

Name vale ____[Example

History
Contact [Date ___|Type _JSummary
UsD, ETS  11/07/200& Log you can enter additional comments into your request whenever needed.
09:19 am Comment  vou can use control ¢ and contral v to copy/paste from another document to save time, this field is limited to 4,000 characters, but you can entd |as many
separate comments as needed {virtually unlimited).
click the save button {located upper right) when you have finished entering your comment. you can
UsD, ETS  11/07/2008 Field FIELD'="description' OLD="please create a presentation to provide online training for usd customers.' NEw="please create a presentation to provy E online
09:15 am Update training for usd customers, '
Malki, 11/05/2008 Field FIELD="summary' OLD='create a presentation to provide online training' MEW="'usd - online training'
Edward W 08:23 am Update
Malki, 11/05/2008 Escalate  Changed 'priority’ from 'Mone’ to "2
Edward W 07:56 am
Maki, 11/05/2008 Field FIELD'="rootcause’ OLD=" NEW="user training'FIELD="category' OLD=" MEW='Software Help Desk'FIELD="impact’ OLD="" NEW="major'FIELD="u| Ency’
Edward w 07:56 am Update QOLD=" NEW="1 (High)'FIELD="severity' OLD=" NEW="'2'FIELD="affected resource' OLD=" NEW='unicenter tng service desk (usd)'FIELD="surnrmd '
OLD='please create a presentation to provide online training for ...' MEW="create a presentation to provide online training’
Maki, 11/05/2008 Update Status changed from 'Open’ to "Work In Progress'
Edward W 07F:56 am Status
Ush, ETS  11/04/2008 Log Simply type the additional comments into the description field and click the save button to complete, This will document a new activity commentf b your
04:06 pm Comment request, Each comment field allows 4000 characters and you may use as many as you need, This will also send an automatic email to the assigl| |e or group,
Maki, 11/04/2008 Transfer  Transfer assignes from " to ‘Maki, Edward w'
Edward W 04:05 pm Transfer group from ' ' to ‘adm.ets.usd'
UsD, ETS  11/04/2008 Initial Contact: USD, ETS
04:03 pm Phone: (907)465-1818
Ermail: doa.ets.usd@alaska.gov

Click the Home button to return if you need to do create another request, do another search, etc.

ﬂj Dane é Q Internet
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<3 Unicenter Service Desk - Microsoft Internet Explorer

File Edit Wew Favorites Tools Help l?

O Back ~ > lﬂ Igl .;‘ /- ) Search

address @] https:jhelpdesk. state. 2k, us/Caisdipdmmeb, exe v aGo Links >

State of Alaska
> Service Center

Logged in as: ETS USD ({Logout) Home About Help

-~

Request Support

Create a new Request
State of Alaska Service Genter contact information and hours of operation

Look up my existing Requests

Search my OPEN Requests
Search my CLOSED Requests

OR - If you know the number...

Please enter a Request number:

_Go |

Look up my existing Service Orders

Search my OPEN Service Orders
Search my CLOSED Service Orders

OR - If you know the number...

Please enter a Service Order number:

|

Announcements

11/06/2008 06:09 pm

The State of Alaska Service Center has been advised of a service interruption to multiple departments in North Anchorage (hss-anc-anmc SoaagncHssanmoCpe-1 / multiple).

Wide Area Network Administrators have been advised of an outage with the ACS Morth Wire Center in Anchorage that is impacting services, ACS Technicians are working on this issue,
Duration at this time is unknown.

If you have questions, please call the State of Alaska Service Center on 1-888-565-2620,

For further information, please refer to USD# reql06209.

11/05/2008 03:21 pm

The State of Alaska Service Center has been advised of maintenance being performed by ATST affecting wide area network service to Lena Point,
SITE: Lena Point

D&Y Thursday

DATE: Movember 6, 2002

TIME (&K): 7:00 am - 7:30 am

REASCM; Install and activate back-up processor card in Cascade 9000,
AMNTICIPATED EFFECTS: Mo interruption expected.

If you have questions, please call the State of Alaska Service Center.,
at 1-888-565-8680.

For further information, please refer to USD# reql06130.

11 /NEfINN0 11: 57 am
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Request Search - Microsoft Internet Explorer
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State of Alaska
==, Service Center

Logged in as: ETS USD ({Logout) Home About Help

Request Search Search | Show Filter Clear Filter | Edit in List

&

1-25 of 13290 > ) List All

reqli06232 apen 11/07/2008 09:25 am gei.sc Assignee: Cojin, Edward
Priority: 4 907 .465.8953/D0T/voice mail password reset/Juneau End User: cfstomer
reql06231 Qpen 11/07/2008 09:20 am adm .as.doaiJuneau Assignee:

Priority: Mone DOP Lotus Motes Installation End User/ Miller, Alexander W
reqliDG229 Cpen 11/07/2008 08:55 am adrn.as doait.juneau Assignek:

Priority: 3 (Medium) I cannot logon to PATS, End Ufer: Parkinson, Sandra E
reqlD6227 Open 11/07/2008 08:44 am adpAf.ets.security Assidnee: Druyvestein, Jay A
Priority: 4 Request userid for ftps.state.ak.us End User: Buchhorn, Lee
reql06225 Qpen 11/07/2008 08:23 am vt ipt signee! Gray, Bruce
Priority: 3 (Medium) 907.269.5292/DPS/Phone Issuefanchorage nd User: Kemp, Brian
reqlO6Z24 worl: In Progress 11/07/2008 08:20 am adrn.ets.midtier.exchange Acsignee: Ryan, Thomas E
Priority: 3 (Medium) Gerald Guay (gaguay) is getting an error when conn End User: Ryder, Tabitha K
reqliD6GZ223 Open 11/07/2008 05:19 am adrn.as.doait.juneau hssignee:

Priority: 3 (Medium) Metwork connection is not working. End User: Shannara
reql0Gz19 Resolved 11/07/2008 07:54 am goi.cnoc Assignee: Kemp, Brian
Priority: 1 (High} SoaGalDpsastCpe-1 dps-gal-ast cold start and reco End User: gci.cncc
reglDG2i16 Cpen 11/07/2008 07:29 am vt ipt Assignee: Gray, Bruce
Priority: 4 907 .458.6729/DOC voice mail password reset/FBK End User: Pomeroy, Michael J
reqlD6215 COpen 11/07/2008 06:41 am adm.ets.operations.dotl Assignee: Garrison, Sherry R
Priority: 5 {Low) Plzase run the following report tonight 11/07/08, End User: Grunza, Debra 4
reql06Z209 Resolved 11/06/2008 06:03 prm, gci.cnoo Acsignee: Melson, Gregory
Priority: 2 SoaAncDpsgardCpe-1 (dps-anc-gard) unreachable T£L End User: gci.cnoc
reqli06GZz07 Open 11/06/2008 04:55/ pm adrn.ets.helpcenter Assignee: Enanoria, Diane
Priority: 1 (High} Finance - Close YPN Account End User: Arehart, Scot 4
reglDGZz06 awaiting information 110672008 @4:31 pm adm.as.doait.junea Assignee:

Priority: 2 LD AP passthru authentication connectivity fafure. End User: Dvorak, Woody R
reqlDG205 Open 11/06/2408 04:23 pm adrn.as.doait.junfau Assignee:

Priority: Mone DRE employee promotion and transfer /PC disconnec End User: Adair, Timaothy S
reql06198 COpen 1146/2008 03:42 pm adm.as.doaitfuneau Assignee!

Priority: Mone we would lave help organizing our Zords {phone fax End User: Learner, Deborah 1
reqli0Gl96 Resolved 11/06/2008 03:35 pm gci.cnoc Assignee: Parsons, Matthew
Priority: 1 {High} SoaangDotamhsCpe-1 dot-angtamhbs restarted due to c End User: gci.cnoc
reql0Gl93 Qpen 11/06/2008 03:27 pm adrn.as MAoait.juneau hesignee:

Priority: Mone FIM: Remove Christina Zefp, Last day 11/6/2008 End User: Beattie, Susetta o
reqlD6191 Open 11/06/2008 03:11 pm adrn&ts.midtier.exchange Assignee: Ryan, Thomas E
Priority: 3 (Medium} Mr. Millard cannot op#n archived messages End User: Millard, Mark &
regliG 190 Acknowledged 11/06/2008 02:Z5 pm agm.as.doait.anchorage Assignee: Howatt, Wade &
Brinrite: Mane MRA Ancharane Affice needs new sranner inctallad Frd llser: Carlean Panl M b’

é O Internet

/

Sometimes it helps to start a fresh search. Use the Clear Filter button to remove any existing search criteria and then
click the Search button again. Remember to keep your search simple. Use the % sign as a wildcard if you don’t know
the correct spelling of a name.



Request Search - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools

Qw- © X [

|~ Search

Help

Address @j https:ffhelpdesk. state. ak.us{Caisd/pdmweb, exe
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v aGo Links

State of Alaska
= Service Center

ad in as: ETS USD  {Logout)

Home About Help

Search Hide Filter Clear Filter ] Edit in List ]

NOTE: Use % For A Wildcard When Searching

Search
Assignment 5 @A Assignee =] Group Status
= £ w =empty =
Priority Active Request Area @ _affected Asset

<empty> W | <empty> W
B affected End User
W%

Request Summary

Request Description

Department Number 2] Department

Searching on wri% results in a list including any requests with
affected end user of anyone with the last name beginning
with"wri”. Note that the Active switch is set to empty and will
show results including any open or closed requests.

Use the scroll bar on right side, >, >> or List All, to navigate
j(through the list of requests.

More...

1-25 of 45 » ») List All

reqg83790 Closed 10431/2007 04:16 pm adm.ets security Assignee: Davis, Myron L
Priority: Maone dept 20 - access to blocked internet sitefs) End User: wWright, Rafaela v
req8n3zz Clased 09/10/2007 08:00 am dol.helpdesk Assignee:

Priority: 1 {High} More Lost E-Mail - Outloak End User: Writer, Ross A
reg79730 Closed 08/29/2007 11:16 am adm.as.doait.anchorage Assignee: Waltz, Steven E
Priority: Maone Disappearing Calendar and e-mail End User: Writer, Ross A
req79622 Closed 08/28/2007 10:39 am adm.ets.midtier.exchange Assignee: Forque, Frank D
Priority: 3 {Medium) Can Mot Receive E-mail End User: Writer, Ross A
req78424 Closed 08/08/2007 03:13 pm adm.as.doait.juneau Assignee: Mitchell, Robert L
Priority: 3 {Medium) ETS: Write access to g:hprocurementitaskordersyste End User: Writer, Ross A
req75489 Closed 06/25/2007 03:17 pm adm.ets.midtier.exchange Assignee: Jones, Christopher M
Priority: Mone Mo e-mail showing up in outlook, End User: Wright, Stoney 1
req74698 Closed 06/18/2007 09:09 am adm.ets.midtier.exchange Assignes:

Priority: 1 {High) eMail non-delivery MS Outlook, MS exchange End User: Writer, Ross &
req74623 Closed 06/15/2007 12:22 pm adm.ets.midtier.exchange Assignee: Johnsaon, Mitchell
Priority: 1 {High} Maon Delivery E-Mail MS Qutlook - MS Exchange End User: Writer, Ross A
req74275 Closed 06/11/2007 11:16 am adm.ets.midtier.exchange Assignes:

Priority: Mone Ms Outlook "Bug”, data loss of PDF e-mail attachme End User: Writer, Ross &
req74196 Closed 06/08/2007 0Z:25 pm adm.as.doait.juneau Assignee: Mitchell, Robert L
Priority: < ETS: Needs Visio Client software installed on desk End User: Writer, Ross A
req73235 Resolved 05/25/2007 09:22 am wwt,ipt Assignee: Dyer, John T
Priority: 3 {Medium) 907 .465.2953/D0OLoice mail not getting to Unity S End User: Wright, John T
req73229 Closed 05/25/2007 08:26 am adm.ets.midtier Assignee: Milton, Jeffrey D
Priority: Mone Microsoft Outlook Disappearing E-mail End User: Writer, Ross A
req72993 Closed 05/22/2007 10:33 am adm.ets.midtier.exchange Assignee: Milton, Jeffrey D
Priority: 1 {High) e-mail undeliverable End User: Writer, Ross &
@jDone é 0 Internet




3 Service Order, Search - Microsoft Internet Explorer

File Edit ‘“ew Favorites Tools Help "
3 " = .

G Back - > | Iﬂ ﬂ ."J y. ! Search 5.{ Favorites 6’-‘4 = 2 1 ‘:“S

address | @] https: {fhelpdesk. state. sk, us Chisdpdmweb. exe v a Go | Links *

State of Alaska
= Service Center

Logged in as: ETS USD (Logout) Home About Help
Service Order Search search | Hide Filter | Clear Filter | Editin List |
Assignment Status 2] Assignee @ Group B Status

=empty = hd

Priority Active Category @ Affected End User B Requester Mame

<empty> % | zempty> W UsD, ETS # Less...

Template Template Active T Change Order searches work

=empty > % =empty = ¥

@ _created By child Type B Impact mUCh the Same aS Request

=empty = W
SLA Yiolation M _Earliest Time To Yiolation Bl Latest Time To Violation SearCheS .

=empty = %

Order Summary Order Description
Justification Effort Backout Plan . .
There are just a few different
@ prarent Change Root Cause A service Type 2] Legacy Service Type . - .
fields. These additional fields
B Earliest Need By Date [ Latest Need By Date B Earliest Open Date B Latest Open Date .
are not all used consistently on
E3_Earliest Resolve Date [ Latest Resolve Date [ Earliest Close Date [ Latest Close Date

all Service Orders.

B Earliest Est Comp Date B Latest Est Comp Date B Earliest Actual Comp Date L atest Actual Comp Date

Least Est Cost Greatest Est Cost Least Est Duration Greatest Est Duration

Clicking the Less (funnel

Least Actual Cost Greatest Actual Cost Least Actual Duration Greatest Actual Duration «— iCOﬂ) will remove the

Fless.. additional search fields.

Additional Search Arguments

Mo Service COrders found
N S Y N [ [ S
Searching on these additional fields will not pay off for you unless the service order contains information in those
fields. Additional Search Arguments is for advanced searches.

2;‘] S @ Internet




‘A Service Order Search - Microsoft Internet Explorer |Z| |E|

3
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File Edit Wiew Favorites Tools  Help ;

@Back - \_) |ﬂ @ _h f_xj Search “E::..«-’ Favarites €"3 <] :‘% _J ﬂ ﬁ

Address :Ejhttps:,I',l'helpn:lesk.state.ak.us,fc.ﬁ.isd,l'pdmweh.exe v Go  Links ®
State of Alaska

= Service Center

Logged in as: ETS USD (Logout) Home About Help
Service Order Search  Search | Hide Filter | ClearFilter | Editin List
Assignment Status @A Assignee A Group B Status

| <empty> v | | |

Priority Active Cateqory B Affected End User B Requester Name

|-::err|pt3,r:=- V”-::empt}r::- VH |||_|S|::lJ ET= || | #Less_"

Template Template Active You may need to use the scroll
oiona) fiods.

=Empty = =Empty = additional fields. —
@ Created By Child Type B Impact This may be related to your

| | screen resolution settings. You

| | | <empty > "l might consider changing your

SLA Yiolation B Earliest Time To B Latest Time To ¥iolation settings to 1280 by 1024 pixels.
Yiolation
USD is most compatible with
| | | | Window Internet Explorer 6 and
Order Summary Order Description Netscape 4.78. Use of

| | unsupported browsers may

result in unexpected results.
Justification Effort Backout Plan This problem is not limited to

| | | | | the l|JSD application.

@ é ﬂ Internet
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Display Properties

| Themes || Dezktop || Screen Sawver || Sppearance | Sethings

Cirag the monitar icons o match the phyzical arrangement of pour monitors.

Di=plawy:
1. Flug and Play banitar on AT BHadeon HD 2400 =T o
Screen reszolution Color guality
Lesse J Mors Highest [32 bit] -

1280 by 1024 pixels (N Nl .

=& thiz dewice as the primmary monikor.,
E =ternd mp “wWindows dezktop onto this nonitar.

| derkify || T roublezkhoat. . | | O] anced

L Ok J | Cancel | Spply




You can right click on your Windows desk top with your mouse to access the display
properties.

* Please contact your LAN/PC ITsupport
group or DEDPA contact if you need help
changing your display properties or any
other settings on your computer.

* Here Is a link to the DEDPA contacts.
* http://doa.alaska.gov/ets/dedpa.htmi



<3 5057289 Change Order Detail - Microsoft Internet Explorer

File Edit “ew Favorites Tools  Help .ﬂ.'
‘ o A =) < i y ﬁ 2
Q Back. 7 \ﬂ IELI | Search L. Favorites 6-“ = .4“
address | @] https:jhelpdesk.state. ak.us/Caisdipdmmeb. exe v EGD Links >

State of Alaska

=, Service Center

Logged in as: ETS USD (Logout) Home About Help

Add Comment to Service Order

Submit ] Cancel J Reset I

Click the Submit Description
button When you are You may add comments to your service orded if needed. -~

Be aware that not everyone reads all of their USD automatic
ready to add email notifications that are generated from this type of

update, Also, some groups still use paper forms or reguire
Comments to the signatures to amend existing orders, This will depend on the

type of request/change that you have asked for. Follow
Ser\”Ce Order existing procedures and call the S0OA Service Center if vou v

You may add comments to your Service Order if needed.

Be aware that not everyone reads all of the USD automatic email notifications that are
generated from this type of update. Also, some groups still use paper forms or require
signatures to amend existing orders. This will depend on the type of request/change that you
have asked for. Follow existing procedures and call the SOA Service Center if you have
guestions on how to proceed. Please use common sense with your updates. A paperless
society is a lofty goal indeed!

We are aware that USD does have limitations. Like any computer software, it can only do
what it's programmers have instructed it to do. Those silly humanoids are always making
things more and more complex!

@j Show detail. .. é ® Internet




Service Center

elpde eq10608 pdate Reque

State of Alaska

Lugged in as: Maki, Edward { Log Out)

File - [View  |Activities - |Actions - |Search ~ [Window - Help -

reql06083 Update Request

BN Affected End User *

usD, ETS Software Help Desk
Created By BN Asset

usp, ETS unicenter tng service d
2] Assignee & Group

o=l
Request LV EJ

(Close Window )

Request Area

USD is also a very flexible
program with quite a bit of
capability. Each USD group has
it's own process to follow when
updating your request. Each
group has it's own criteria for
defining the borderline between
requests and changes. We are
working to develop standards
using ITIL.

In general; a request is a simple
trouble or problem and a service
order is a more complex change

or involves funding. The assigned

group can easily convert your
request to a service order if
needed. You should receive
notification if your request is
converted.

ﬁaue] Cancel ] Eeset]

Profile Browser J

~
Status Active?
converted to change order |+ TES
<empty =
Acknowledged Severity
awaiting information
billed < -
cancelled
Close Requested Impact
Closed -
closed pending majar b
Closed-Unresalved _
collected Root Cause
converted to change order
Fix in Progress hd user training
Haold
Open Security Related
operator action M =
pending funding °
Problem-Closed
Problern-Fixed
Problem-Cpen Total Activity Time
ready to bill 00:06:40
rs.. -
Researching
Resolved
unresolved
vendor action
Work In Progress Close DatefTime
Requests " 4. Knowledge " 5. Attachments " 6. Properties " 7. Template
Search Logs
onal comments into your request whenever needed.
c and control v to copyfpaste from another document to save time. this field is limited to 4,000
can enter as many separate comments as needed {virtually unlimited).
n {located upper right) when you have finished entering your comment.
OLD="'please create a presentation to provide online training for usd customers.' NEW="please create a
vide online training for usd customers.."
LD="create a presentation to provide online training' NEW="usd - online training"
rom "None' to '2'
n "Open’ to "Work In Progress’
]LD— NEW— user training"FIELD="category' OLD="" NEW="Software.Help Desk'FIELD= |m|:|a|:t oLp=""
urgency IIILD— NEW=" 1 (ngh) FIELD— seuerlty OLD="" NEW="2'FIELD="affected resource aLp="" -
. e S

wr [T T LN Pt [

G é e Internet




A https://helpdesk.state.ak.us - req106083 Request Detail - Unicenter Service Desk - Microsoft Internet Explorer
State of Alaska

: Service Center Request
Logged in as: Maki, Edward ( Log Dut) { Close Window )
reql06083 Request Detail Edit | Create Service Order | Profile Browser |
Save Successful - Request Activity Log updated

=

usp, ETS Software.Help Desk converted to change arder

USDI ETS unicenter tng service desk {usd

_

Maki, Edward W adm.ets.helpcenter 1 (High} major

Call Back Date/Time

user training

usd - online training

please create a presentation to provide online training for usd customers.. 00:08:17

11/04/2008 04:03 pm 11/07/2008 03:17 pm 11/07/2008 03:17 pm

[ 2. 5ervice Type H 3. Related Requests H 4. Knowledge H 5. Attachments " 6. Properties

Search Logs

Time )

Q0:00:05 Close

Status changed from "Work In Progress’ to "converted to change order”

fy - specified recipients should receive this message.

Converting a request to [yt v
dward W

a Change Order iS m.ets. helpcenter

record ed In the ACtIVIty agteu.lzll_(.tl.?s;::eﬂ“i'sls.}';l-l:l?:ttl:eh.e:H:e?DP:SEﬁRCH+FACTDR"|’:CI’+SKIPLIST:1+QBE.EQ.id:lZZ?DZSB

log. You should receive |
. . 1 i h ded.

an automatlc emal I gnaan;zTnTr?JTt: égt'cjo;:%;ig:?:;nf a?::i::: Egsu:‘lent to save time. this field is limited to 4,000 characters,

 many separate comments as needed {(virtually unlimited).

o n {located upper right) when you have finished entering your comment.
from USD Wlth the neW oLD="please create a presentation to provide online training for usd customers." NEW="please create a
Service Order number.

-~

vide online training for usd customers.."

LD="create a presentation to provide online training" NEW="usd - online training’ w

Eﬂ Oy !j é 0 Internet




B FW: Service Order s057312 Created. - Message (Plain Text)

: File Edit View Insert Format  Tools  Actions Help

P gaReply | CdReplytoall | (g Formard | (4 o | F [ 3 X [ & - % - A | @) @H
Fram: Ush, ETS (DO sponsored) Sent:  Fri 11)7/2008 3:42 PM
To: Maki, Edward W (DOA)

e
Subjeck:  Fud: Service Order 057312 Created,

From: USD_ND_Reply@ state.ak.us [3NTF: USD_NO_REPLY@ STATE. LK. U3]
Sent: Friday, Nowvemwber 07, Z0035 3:42:25 FPH

To: USD. ITS (DOk spomsored There is quite a bit of information in this
e ey = e email. It tells you that the USD was
updated on Friday at 3:41pm and that it
was created to document a new request
or service order. It tells you that so57312
Is the new reference number. It tells you
the summary (it's duplicated from the
e original request). It tells you who the new
1270773006 15:a8:2¢ Service Order is assigned to and what
wn, w - the USD group is. It lists the Requester
g and Affected End User. It also provides a
bescripzion: 4 Description and a URL (link) to the

please create & presentation to provide online training for usd custome

Click on the following URL to vwiew Jervice Order: SerVice Order/

https://helpdesk.state.ak.us/Chisd/ pdmveh . exe 20P=3EARCH+FACTORY=chg+3KIPLIST=1+0EE.EQ. id=12263591

FLEAZE DO NOT REFLY
Last Log Entry:
Create & ney reguest/sService order

Service Order:
2057312

Surirary:
usd - online training

Assigned to:
Maki, Edward W

Assigned Group:
adm. ets.usd

USD is keeping you informed on changes to your request. If you have questions or concerns, you
can contact the assignee or add a comment. If you need an immediate answer, your best bet is to
call the assignee. You can also call 1-888-565-8680 anytime.




B Request req106083 Closed - Message (Plain Text) E]@E|
I File Edit Wew Insert Formab  Tooks  Actions  Help

E._‘Z.Eeplv|.»_-$Replytonl_l|._-,$Forﬂard = MEEWN, 4 |Li}|_3 b e | & ~ ¥ - A | @) E E H

From: UsD_Mo_Reply@state, ak.us Senk:  Fri 11)7/2008 3:18 PM

Ta; Maki, Edward W {DOA)

o

Subject:  Request req106083 Closed
PLEASE L NOT REPLY

Last Log Entry:
Status changed fromwm 'Work In Progress' to 'converted to change order!

Surmary: usd - online training
Request reqlO06053 Closed.
Date Opened: 11/04/2008 16:03:45
LAssigned to: Maki, Edward W
A=z=zigned Group: adm.ets.helpoenter
Cystomer: U3D, ETI
I Yweription:
Se Ccreate a presentation to provide online training for usd customers. .

on the following URL to wview Reguest:
rf/helpdesk.state.ak. us/CLisd/ pdimweb . exe ?0P=SEARCH+F ACTORY=cr+3KIPLIST=1+0BE.EQ.id=1Z2Z70Z35

Here is a sample notification that indicates that the request is closed or cancelled. If
that is not the case, then this is your cue to respond. Was your problem actually
resolved? Perhaps it requires funding and has been converted to a change order. You
can use the hyper link to go directly to your request to see details. If the request has
not been resolved to your satisfaction -- now is the time to let us know. We
recommend that you contact the assigned technician by phone if you have any
concerns or questions. Contact information should be included in the automatic email
notification.

Our single point of contact number is 1-888-565-8680. Press option 2 for the Service
Center or option 4 if you need to speak to the ETS Help Center directly.




B Request req106083 Closed - Message (Plain Text) E]@E|

I File Edit Wew Insert Format Tools  Actions  Help

E._‘l.geplv | =g Reply to Al |t Forward | (= o | ¥ | 5 | LG x| a9 - A @ E E H
From: UsD_Mo_Reply@state, ak.us Senk:  Fri 11)7/2008 3:18 PM
Ta; Maki, Edward W {DOA)
o

Subject:  Request req106083 Closed

PLEASE L NOT REPLY

Last Log Entry:

Status changed fromwm 'Work In Progress' to 'converted to change order!
Surmary: usd - online training

Request reqlO06053 Closed.

Date Opened: 11/04/2008 16:03:45

LAssigned to: Maki, Edward W

A=z=zigned Group: adm.ets.helpoenter

Customer: U3ID, ET3

Dezcription:

please create a presentation to provide online training for usd customers. .

Click on the following TREL to wview Reguest:
https://helpdesk.state.ak. us/CLisd/ pdmueb . exXxe ?OP=3EARCH+FACTORY=cr+SKIPLIST=1+0BE.EQ.id=1Z270Z38

This notification indicates that this Request has been
converted to a Service Order. It has the same description
as the original request. Note that some customers do not
have the ability to directly generate a Service Order. All
customer changes originate as requests and ETS or GCI
groups determine if the request should be converted to a
Service Order. This depends largely on the nature of your
request (request area or change category).




<A Unicenter Service Desk - Microsoft Internet Explorer

File

GBack M > ﬂ IELI _;‘ /-': Search =

Edit Miew Favorites Tools  Help Ir

# Favorites {F ..

Bl

address | @] https:/jhelpdesk. state. sk, us/Chisdipdmweb. exe v E,Go Links ™

State of Alaska

= Service Center
Logged in as: ETS USD {Logout)

Home About Help B

Request Support

Create a new Request

State of Alaska Service Center contact information and hours of operation

Look up my existing Requests

Search my OPEN Requests

Search my CLOSED Reguests USD notifications will contain a

OR - If you know the number... reference number that can be used in
Please enter a Request number: searches.

reql06053] Go| < Prefix Request searches with a “req”.

Look up my existing Service Orders

Search my OPEN Service Orders

Search my C1OSED Service Orders Prefix Service Order searches with a
OR - If you know the number...

Please enter a Service Ord_ SO .. .
If you know the number this is easiest

Go
= way to find the request or service order.

Announcements

1172072008 02:01 pm

The state of alaska Service Center has been advised of a GCI scheduled maintenance at 2221 Eagan 5t, Fairbanks - FPOMN Migration of 6M ME at the Pioneer Home
Tk171199

WHEMN: TO BE RESCHEDLILED

TIME**: 2:00pm

Do TIME: 2 hiours,

REASOM: FPOMN migration,

Technicians will be migrating this site to 6M ME FPON

Thurs Moy 20th at 2:00pm

Circuit List 01/HC-—~/081154/ JGCN §

HSS Pioneer Home 2221 EAGAN AVE 1300 val HORM RD 01/HC--/082491/ fGCH /

HSS Pioneer Home 2221 EAGAN AVE 1300 VAN HORM RD 01/HC--/082492/ /GCH /

HSS Pioneer Home 2221 EAGAN &VE 1300 VAN HORM RD 01/HC--/081155/ /GCH [/

HSS Pioneer Home 2221 EAGAN AVE 1300 WaN HORM RD 01/LM--/081156/ /GCH

If you have questions, please call the State of Alaska Service Center on 1-888-565-8680.
For further information, please refer to USD# soS57428,

112072008 01:07 pm

The State of Alaska Service Center has been advised of a service interruption to the Department of Transportation in Juneau (SoalunDotaukamhsCpe-1 dot-jun-auk-amhbs).
Wide Area Metwork Administrators are currently working on the problem. b’

é O Internet




<23 Service Onder Search - Microsoft Internet Explorer

File Edit “ew Favorites Tools  Help

GBack M > | \ﬂ Igl |, ! Search 7 Favarites

Address @j https:/ihelpdesk. state. ak.us/CAisd/pdmweb, exe

-5 g3

]
lJ'

v aGo Links

State of Alaska
> Service Center

Logged in as: ETS USD ({Logout)
Service Order Search

Assignment Status @ Assignee

=empty= %
Order Summary

otrain¥e

Justification Effort
@ parent Change Root Cause

B Earliest Need By Date [ Latest Need By Date

Priority Active Category B affected End User B Requester Mame
<empty> ¥ | Active w
Template Template Active
=empty= % =empty > ¥
B created By child Type & Impact
=empty = -
SLA ¥iolation B _Earliest Time To Yiolation B Latest Time To Yiolation

a Group @ status

Home About Help

Clear Filter

] Edit in List ]

Bioss.. Clicking the Show Filter

button and then entering

Order Description

Backout Plan

%train% in the Order
Summary field shows six
active Service Orders found

that match those criteria.

[ Earliest Resolve Date [ Latest Resolve Date

B Earliest Est Comp Date B _Latest Est Comp Date
Least Est Cost Greatest Est Cost

Least Actual Cost Greatest Actual Cost

@ service Type a Legacy Service Type
B Earliest Open Date B Latest Open Date
B _Earliest Close Date [ Latest Close Date

B Earliest Actual Comp Date B Latest &ctual Comp Date

Least Est Duration Greatest Est Duration

ﬂMure

Using % as a wild card
works in most USD fields.
might need to be entered
both before and after the

Least Actusl Duration Greatert actuapuration K€Y WOI,

1-6 of &

Q07.543.2210/DOL/ESD/Meed a phone instrurnent installed in the training room/BET
s054211 Resolved
DPS/Fire Prot/Trainine/toll-free phone nurmber installed at the Palmer office/PAL

ﬂj Daone

s057312 work In Progress 11/07/2005 03:41 pm
usd - online training
s054216 Resolved 09/11/2005 10:35 am

09/11/2005 10:06 am 4 Telecom.Telephone

Software Help Desk Assignee: Maki, Edward wr
Farent: #Child: 0 End User: USD, ETS

4 Telecomn. Telephone Assignee: Wooten, Dawvid

Farent: #Child: 0 End User: williams, Victor L
Assignee: Colvin, Edward
Parent: #Child: 0 End User: Schreck, Steven R

2 & Internet




< Service Order Search - Microsoft Internet Explorer

File Edit \Wiew Favorites Tools Help 1
O Back » () lﬂ IELI .; /- ) search v\ Favorites G-‘ = ﬁ “}‘i
Address @j https:/fhelpdesk. state, ak.us/Caisdipdrweb, exe v a Go Links *

State of Alaska
A Service Center

Logged in as: ETS USD {Logout) Home About Help

J

Search Show Filter Clear Filter Edit in List

J

Service Order Search

1-6of &
_
5057312 warlk In Progress 11/07/2008 03:41 pm Software Help Desk Assignee: Maki, Edward w
usd - online training Parent: #Child: 0 End User: USD, ETS
5054216 Resalved 09/11/2008 10:38 am 4 Telecom.Telephone Assignee: Wooten, David
907 .543.2210/DOL/ESD/Meed a phone instrurnent installed in the training room/BET Parent: #Child: 0 End User: williams, Victar L
s054211 Resolved 09/11/2008 10006 am 4 Telecomn. Telephone Assignee: Colvin, Edward
DPs/Fire Prot/Trainine/toll-free phone number installed at the Palmer office/PaL Parent: #Child: 0 End User: Schreck, Steven R
s051394 Resolved 07/14/2008 12:02 pr 4 Telecomn. Telephone Assignee: Wooten, David
907.780.6422/HSSAUNEAL PIOMNEER S HOME/training and or instruction on bemS0 settings, caller id and long distance restrict options/AUN Parent: #Child: 0 End User: Gaber, Daniel 1
5050701 Resolved 06/27/2005 02:49 pm 4 Telecom.Telephone Assignee: Wooten, David
907.235.7114/DH&SS-0CS-5CRO/Programming installation and training/Homer Farent: #Child: 1 End User: Furbush, Paul R
5045016 Open 02/21/2005 02:43 pm Mone Telecom . WOIF Assignee: Kenny, Elain
Telephone Deployment and Training for 801 W, 10th Goldbelt Bldg Farent: so43019 #Child: 0 End User: Kenny, Elain

1-6 of 6

After you find the change, simply click on the Change number to see the
detail.

This works in a similar fashion to how requests work. It's as easy as pie!

Some employees do not have the ability to enter comments on change orders.
It is important that your initial request provides complete details.

& Show detail.. S D Internet
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v aGo Links *

State of Alaska
= Service Center

Logged in as: ETS USD ({Logout) Home About Help

s057312 Change Order Detail Edit Change J Add Comment J Attach Document J Close Change I Refresh ]
Category Priority |
Software Help Desk z work In Progress
Need By Date Actual Start Date Close Date/Time
Open Date/Time
11/07/2008 03:41 prn major YES

Summary

usd - online training

please create a presentation to provide online training for usd customers..

Est Comp Date Completion Date
Nawpe ... fvawe . Jzample |

[Type ____[Time Spent

Initial 00:oi:01 11/07/2008 03:41 pm create a new reguest/service order

This is the employee view of a service order. It has very much the same look as a request. Service
Orders may be used to document a request if a strict workflow needs to be followed, if funding is
required and authorized, or if the request is actually a ‘project’.

USD analysts may have a different (more complex) view of requests and service orders (changes).

If you find that USD is to complex, please just let us know and we will
change your access type to a more simple user interface.

2] shaw detail... S @ Intermet
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File Edit \Wiew Favorites Tools Help Iy

; E o =) A ) 7] . : Q5
OBack ? ) ﬂ IELI W |/ Search ¥ Favorites 6- = ﬁ .4‘?.

Address @j https:/fhelpdesk. state, ak.us/Caisdipdrweb, exe v aGo Links *

&Y Sé;i:iecc;:f {a(\liaérkﬁ;er LOgOUt Home V

Logged in as: ETS USD {Logout) Home About Help
s057312 Change Order Detail Edit Change ] Add Comment I Attach Document ] Close Change ] Refresh ]

Category Status
2

Software Help Desk work In Pragress

Need By Date Actual Start Date Close DatefTime

Open Date/Time active |

11/07/2008 03:41 pm major YES

Summary

usd - online training

Description

please create a presentation to provide online training for usd custormers...

Est Comp Date Completion Date

Name ___________________________Jvawe__________________________Jexample __________________________________|

Type Time Date Description
Spent

Field 00:00:05 11/21/2005 03:46 FIELD="description' OLD='please create a presentation to provide online training for usd custorners..' NEW="please create a presentation to provide
Update prm online training for usd customers...'
Initial 00:01:01 11/07/2008 03:41 create a new request/service order

pm

Click Home to return to your initial scoreboard view.

To report USD problems -- create a new Request with the problem details, or call the State of Alaska Service
Center at 888-565-8680 (press option 4 for the ETS Help Center).

To exit USD click the Logout button.

@jhttps:,l',l'helpdesk.state.ak.us,l'CAisd,l'pdmweb.exe?SID=14?3328139+FID=123+OP=JUST_GRONK_IT+HTMPL=h0me.htmpl é ® Inkernet




enter, Service Desk - Log; icrosoft Internet Explorer

Eile Edit Wiew Favoritkes Tools  Help o

OBack - ) ﬂ .ELI ; y Search

address | @] https:jfhelpdesk. state. ak.us/CAisdipdmweb, exe?SI0=155328106+FID=1+0OP=LOGOUT v BE) G Links ?

Favvorites {F_-‘ 3 -

State Of Alaska Help Desk
& Service Center

{State LDAP Userid and Password)

User Name |

Password

Log In

g‘] Done é e Internet

e Thank you for using USD.



