
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.



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.



The ETS 
Mission 
Statement is:
 "To provide a robust 
and secure information 
technology 
infrastructure together 
with enterprise 
services that support 
state agencies’ 
business needs." 

USD is the tool that 

we use to document 
requests for service 
and changes to those 
business needs.



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 

further links to USD.
• http://doa.alaska.gov/ets/

Please follow 
your internal 
procurement 
policy when 
ordering phones 
and other 
services from 
ETS.

These 
arrows show 
some of the 
USD links on 
the ETS web 
page



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
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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
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USD Overview
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.



• Instructions for login and basic directions for use can be located on the ETS 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.  



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.



• 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.html

This is a link to the list of 
DEDPA contacts. Contact lists 
are located on the ETS 
Contact Lists page at:
http://doa.alaska.gov/ets/serviceDesk/c



• 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



• 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.

Logout

Create a new Request

Search your Open or Closed Requests

Search your Open or Closed Service Orders

You may need to scroll down to 
view the other Announcements



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

Request Area 
field is optional.



After you save your request you will see the detail and the request 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.



• 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.

Save 
button

Description field



• 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.

Logout here whenever you are ready.



That was easy. Now what?

Keep going to learn more!



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

This is a sample of a customized scoreboard for a USD 
Analyst. This shows how queries can be set that allow easy 
access to automated searchs to specific groups or types of 
requests and service orders.



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. 



• 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.



• 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. 



• Analysts will provide updates as they process your request.



• 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).

usd - activity notifications for: ets as of 122007 g:\public\unicenter\usd\usdnotifi.xls
 for both requests & changes

creator/reporequestor affected coassignee group name code description notes
yes so yes yes yes new request/change init create a new request/changealso 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 rerequest 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 req, so, issues
n/a n/a n/a n/a n/a manual notify nf manual notify as specified by sender - req, so, is
req no yes yes req escalate esc upgrade priority level req, so, issues
req no yes yes yes reopen ro reopen closed request/changreq, so, issues
req no yes yes yes transfer tr reassign responsibility req, 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



Updates generate automatic email notifications to keep you aware of the progress on 
your request. There is some useful information in these emails. This request was 
escalated to priority level 2, had been transferred and is now assigned.

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.



• 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. 



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



You can enter additional comments into your request whenever needed.
Simply type them into the User Description field. You can also use control c 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.



• 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



• You may need to click the Clear and Show Filter buttons if you need to refine your search.

Initially 
only 25 
requests 
are 
displayed.

Clicking  
“List All” 
will show 
up to 500 
Requests. 



This is the Request Search screen. We recommend 
entering just the last name in the Affected End User field 
until you are familiar with how the USD search works. 
Example: to find a request reported by yourself, enter 
your last name in the Created By field (example: smith%). 
You may not need to enter your first name to find your 
request, but other requests may also appear in the list.



Clicking here will open more 
search options.



You can use the % sign as a wildcard to aid in 
searches where you are not sure of the exact 
spelling. 

Entering a date range might also 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 
format.

Click here to see less search options.

Click here to see more search options.

Keep your search simple. Do not fill additional fields unless you need to.



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. 

Click on the Hide Filter button to 
remove the visible search fields.

Click the search button again if needed after changing the search criteria to 
locate the requests you are interested in finding.



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). 



Setting the Active field to show Inactive (closed), 
entering a Group name and increasing the open date 
range to 11/18/2005 gave us some different results. 
Sometimes you can get more clues by looking 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 
wording that was used to describe the request. Simply 
click the highlighted Request # to view the details.



• If you know the number of the request, you can simply enter it (see example above: 
req106083) and then click go. This method should find the request or service order 
regardless of if it is open or closed.



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?



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





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. 



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 
through the list of requests. 



Change Order searches work 
much the same as Request 
searches.

There are just a few different 
fields. These additional fields 
are not all used consistently on 
all Service Orders. 

Clicking the Less (funnel 
icon) will remove the 
additional search fields.

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.



You may need to use the scroll 
bar on the right to view 
additional fields.
This may be related to your 
screen resolution settings. You 
might consider changing your 
settings to 1280 by 1024 pixels.

USD is most compatible with 
Window Internet Explorer 6 and 
Netscape 4.78. Use of 
unsupported browsers may 
result in unexpected results. 
This problem is not limited to 
the USD application.





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.html



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 
questions 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!

Click the Submit 
button when you are 
ready to add 
comments to the 
Service Order.



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. 



Converting a request to 
a change order is 
recorded in the Activity 
log. You should receive 
an automatic email 
from USD with the new 
Service Order number.



There is quite a bit of information in this 
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 
original request). It tells you who the new 
Service Order is assigned to and what 
the USD group is. It lists the Requester 
and Affected End User. It also provides a 
Description and a URL (link) to the 
Service Order. 

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.



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.



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). 



USD notifications will contain a 
reference number that can be used in 
searches. 
Prefix Request searches with a “req”. 

Prefix Service Order searches with a 
“so”.
If you know the number this is easiest 
way to find the request or service order.



Clicking the Show Filter 
button and then entering 
%train% in the Order 
Summary field shows six 
active Service Orders found 
that match those criteria.

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



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.



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.



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.

Logout Home



• Thank you for using USD.


