HOW TO SUBMIT AN

IT SUPPORT TICKET fh‘!!
USING THE SELF-SERVICE PORTAL s

The Information Technology Service Management (ITSM) tool and Self-Service Portal (SSP) called TOPdesk is an Incident Management
system that enables you to submit tickets, review knowledge articles and get help resolving technical issues. The ITSM maintains a
complete record of the actions, communications, attached files, and their associated date and time stamps. You can communicate
directly with Information Technology (IT) staff members who are assigned to complete the work on the issue through the ITSM system.
Service requests are best submitted through the Information Technology Self-Service Portal. Forms for specific services, ask questions
related to that service, that the Help Desk will need to know to process your ticket quickly and get that required information to the
technician that will assist you. Using the specific form, when possible, will help us service you better!

STEP:1

Navigate to the Tiffin.edu website,
select “Life At TU” in the top bar,
and hover over “Student Support”,
the click “Information Technology
Services”. On this page, click
“Submit Support Ticket”. From
here you will be redirected to a
page that will automatically log in to
the Self Service Portal via SSO.
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STEP:2

There are a few options you can choose from in Step
2. Pages 2 and 3 have additional information
regarding options under this section.

My Workspace: This section is for Faculty and Staff
to access commonly requested IT services by
employees.

Student Workspace: This section is for Students to
access commonly requested IT services by students.

Under Quickly Report an Issue: here you can
quickly report an issue in your workplace.

All IT Services: This section shows all IT service
categories available for you to submit a request
under.

Knowledge Base Articles: here you can search self-
help articles for an immediate solution to your needs
or find the service you would like to request or
request assistance with and simply click on the
"Request" box and complete the form.

STEP:3

Once you submit your ticket, you
can go to the Self Service Home
page to View Your Requests. From
here you will be able to monitor the
status of your ticket as well as view
communications with the technician
working on the ticket. In addition,
you can keep up to date on service
disruptions and recent news.
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The following screenshots show examples of the next step/window once you select an option outlined
previously in Step: 2.
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Question:

What is the TOPdesk ITSM & Self-Sarvice Portal?

ARSWer

oD

The Information Technolegy Service Management (ITSM) tocl and Self-Service Partal (S5P) called TOPdesk
1% an Ingident Management system that enables you to submit tckets, review knowledge artiches and got
help resohang technical issues. The ITSM maintains a complete record of the actiens, communications,
attached files, and their associated date and time stamgs. You can communicate directly with Information
Techn clogy (M) staff members who are assigned 1o complete the work on the issue through the IMSM

system

Service requests are best submitted thru the information Technobogy Self-Senice Portal. Search our self-
help artiches in the Knowledge Base for an immediate solution o your needs or find the senvice you would
like 10 FRCRIRST OF FRQUEST A55iSTANCE with and simply click on the "Request” b and complete the form.
Farms for specific senaces, ask questions related to that service, that the Help Desk will nesd to know to
process yaur ticket quickly and get that required information to the technician that will assist you. Using
the specific form when possible, will help us service you beter!

TIP: Use the search bar at the 1op of ANY soreen in the Self-service Portal for the fastest way to find 3

helpful article andior request a service or receve assistance, all on the same search screent
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To get a ticket routed to the correct team, and expedite the triage process, use the All IT

Services section on the homepage. The screenshots below show an example of the steps
to submit a Classroom and Computer Labs issue directly to the User Services-A/V team.
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Reguest Classroom Technology Use Assistance

Please fill out the form in its enbrety.

Caller

Name Cole Trent
Telephane Mumber

Ermai trentceStiffin.adu

University/College 1Dz

Details of Request

Brief Descrption ™ Classroom Technology - Use Assistance

Name of Meeting or Teaching Space
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apply)

Building - Locabion of Meeting or

Teaching Space where assistance is 7z
needed

Room Number - Location of Meeting
or Teaching Space where assistance A
5 needed

Please provide a Detalled i
Description of Assistance
Requesting *

Attach Relevant Documents Here

@ Attach file i +ViCmd+y [

* Required fields
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Possible solutions
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For Fastest Service on All Urgent
Matters:
Please CALL the Help Desk first at
419-448-3430, before submitting a
ticket with your issue.

The ITS Help Desk serves as the
central point of contact for ALL

Information Technology (IT) support
for the Tiffin University community,
providing solutions to computing
problems involving the University
network, accounts, assets,
applications and other technology
items.
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