MEMPHIS.

Getting Started

Logging into the System
1. Browse to the Service Desk ticketing Website, choose Use Self-Service Portal.
Click Login.

MEMPHIS

2. Login with your UUID and password. (The UUID and password is the same one
you use for myMemphis Portal and all other campus resources.) Authenticate
with DUO.

MEMPHIS.
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The opening screen is your personal TOPdesk workspace.
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Basic Layout:
The key parts of the standard TOPdesk workspace are as shown below:

MEMPHIS { H)
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The areas/items labeled in the picture (default layout) are:

A.
B.

C.

Search Bar - From here you can search the knowledge base.

My Requests - Clicking on this tile will give you a list of your incidents, and
requests.

AskTom - Search the knowledge base for answers in our knowledge base to your
questions.

Student-specific related ticket categories - Choose from various categories to
request help (Registrar, Scholarship Office, Financial Aid, and University Student
Business Services).

Requests - Requests available from the tile categories for students, faculty, and
staff.
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. Broad Service Disruption - Here you can look to see if there are outages affected
people or systems.

. News - Messages about planned maintenances at the UofM.

. Log out drop-down button - Allows you to log out of system.

Tom Tiger

8 rersonal Profile

Branch Details

EP Log Out
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Entering a Service Request using Self-Service

1. From the home page select a tile that pertains to your service request. In this
example we will select Accounts and Access.

Welcome to the Self Service Porta:

Email and
Collaboration

B4

Accounts and
Access

Network and WIFI
Connectivity

o
0

Software and
Applications

Phones,
Voicemail, and
CATV

Teaching and

Broad service disruptions

Docusign is unavailable

Docusign is unavailable at this time. The
vendor is working on the issue at

Banner is unavailable

Banner is unavailable

network is unavailable

network is unavailable

2. From the list of available options, choose the appropriate tile. In this example
Request Sponsored Account is selected.

HOME > ACCOUNTS AND ACCESS

Accounts and Access

How do | change my
Ways to request a passt

wOm

Display/Preferred Account Name
I Change the way your n
E you send e-mail

ame is displayed when

UofM password?

word change

How do I initialize my UofM account?

Help with initializing account and account code

Request Sponsored Account

How to get a sponsored account with the
Uofm?

Username Change Request

Request to change your username (UUID)
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3. A) An explanation of what a sponsored account is and a description of each
type of sponsored account is on the left side. B) On the right side is a list of the
service request forms required.

HOME > ACCOUNTS AND ACCESS > REQUEST SPONSORED ACCOUNT

Request Sponsored Account

How to get a sponsored account with the UofM?

red Accounts provide in

iduals who are not formally affi

ing resources. Access to computing resources aliows them t
administrative activities. These accounts h
renewed as needed Continuing Education

nsored account with the UofM, the requester will need to work alongside a full-time
yee. The full-time employee should submit the information based on the type of Dual Ewoliment >

The following categories are available for sponsored accounts:
Extended Access for Adjunct Facuity

Auditor: Aud

resources.

ors from the state, federal, o other offices (i.e. TSAC auditors) needing access to UofM

Continulng Education:

tudents enrolled in a Continuing Education course.
Dual Enroliment: Non

! ers working for the UofM who need access to the
Freshman Comp website which requires ay

entic:

tion

Partnership Enroliment Program

Extended Access for Adjunct Faculty: Adjunct Faculty members who may need extended access to
IT resources for up to one year

Guest Faculty: Guest faculty who are not paid by the UofM but need access to UofM resources (Le.
Desire2Learn)

Partnership Enrollment Program: Program guaranteeing university admission to any student who
completes the associate's degree university track at a participating community college.

ROTC: Milit

y employees who perform tasks similar t r employees.

ry employees not paid

Temporary Employees (not paid by UofM): Ter the UofM (i.e. Kelly

Services s

UT Bio-Med: Students and faculty in the joint UT Bio-Med/UofM program.
Vendor: Vendors needing access to UofM resources (i.e. Aramark).

Volunteer: Volunteers needing access t

resources

Wilson Hotel: Employees of the Wilson hotel

4. A) Fill out the required fields, then B) click Submit. Note: If you would like to
add an attachment click Attach File.

HOME > ACCOUNTS AND ACCESS >

Guest Faculty Possible solutions

foculty sponsared account request

Guest faculty who are not paid by the UofM but need access to UofM resources (i.e.
De: n).

How do | request a sponsored account?

How do | request a guest account?

If 'm a guest at the University, can | use the
Main Campus wireless network?
(901) 678

What can | ccess using the guest network?

K What is an Account Code?

How do | request a My Medlasite account?

a former employee / faculty and
to know how long their emai

What is McWherter Library's Policy for
Guest Computer Access?

Additional I

What are the user roles for faculty within
eCourseware?

Prionity

Attachr

ant

Attach f
ach fle What options are available to faculty for

emalling their classes?

=
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5. An email will be sent to you verifying that the ticket has been submitted and
that the incident is registered.

Registration of incident 11805-0533

u C edu edu:
Show Det

w Details

University of Memphis, Service Desk 11805-0533

Important: Do not change the sub

Hello

ncident has been registered as incident 11805-0533.

Client Name:

Client Phone Number: (901) 678-

Client E-mail: @memphis.edu

Incident Description: Guest faculty sponsored account request
Category: Account

Open Date: 5/16/2018 03:27 PM

Respond By Date: 5/22/2018 03:27 PM

Priority: Low

iew this incident in the Self Service Portal: 11805-0533

umhelpdesk.memphis.edu | umtech@memphis.edu | 1.901.678.8888 | 100 Administration Building, Memphis, TN 38152-3370 (map)

Logging Out of System

To log out click on the drop-down Log Out in the upper right-hand corner of screen.

Tom Tiger

.,, Personal Profile

Branch Details
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Search Bar

Typing into the search bar searches the knowledge base for answers to your question.
As you type, the system automatically searches for answers that have the same word
in the solution. In this example, a search for “password” has been entered and the

system is showing the results it found.

password

Show all search results

Services & Forms

rvicej How do | change my UofM password?
Ways to request a password change
Request Password Assistance

How do | initialize my UofM account?
Help with initializing account and account code

AskTom Show all search results

Client needs a password reset.

V]
Client needs a password reset

o
What are the guidelines for creating/changing a password?
What are the guidelines for creating/changing a password?
How do | reset my MyMemphis password? aj

How do | reset my MyMemphis password? V]

My Incidents Show all search results

Research and HPC password
Software need to reset my password

Show all search results » I

When you click on the Search Button ﬂ, A) templates for entering a service request
will be shown followed by B) a listing AskTom articles, then C) A listing of incidents

you have entered on the same topic.

MEMPHIS

password Q

HOME > SEARCH RESULTS

Search results: 'password'

e Services & Forms (3)  Show all search resuits

Services & Forms (3) ; R ——
ay o

AskTom (73) a a d change

Req ssistance
Documents (0)

How do | initialize my UofM account?
My Incidents (1) RN Hcip with initializing account and account code

AskTom (73)  Show all search results

Client needs a password reset.
Clien Passy t

How do | reset my MyMemphis passwi
How do | reset my MyMemphis password?

(Main Campus) | Log Out
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When you click on the Service Request template. In this example, “How do | change

my UofM password?”, is selected.

Services & Forms (3)  Show all search results

How do | change my UofM password?
/AR \Vays to request a password change

Request Password Assistance

How do | initialize my UofM account?
YAl Help with initializing account and account code

To the left, you will see answers to your question based on AskTom knowledge base
articles. To the right, you will see the option to use a Template to submit a Service

Request.

password

HOME > HOW DO | CHANGE MY UOFM PASSWORD?
How do | change my UofM password?

Ways to request a password change Request Password Assistance s
Your password, along with your Universal User ID (UUID), grants access to all the University's

computing resources and online services. This account password should be unique from every other
password you use. The University requires all UUID passwords to be changed every 6 months,

There are three ways to request a password change:

(1) Answer iAm Identity Management security questions at https://iam.memphis.edu, then select
"Change Password" option. You will need to know your security questions.

(2) Visit the Service Desk, with proper identification, located in the Administration Building, Room
100. Please have proper identification (Campus ID is preferred).

(3) Submit a request to the service desk for assistance.

Enter A) an alternate phone number if desired, then B) click Submit.

HOME > HOW DO | CHANGE MY UOFM PASSWORD? > REQUEST PASSWORD ASSISTANCE

Request Password Assistance

Caller

Name Tom Tiger

Campus Main Campus

Telephone Number (901) 678-2961

Email ttiger@memphis.edu

Department ITS Support Teaching and Learning

Room (Caller)
Alternate Phone Number o

When your request is processed, you will be contacted by a supervisor at the Service

Desk. First, you will be asked if you are near a computer for proper processing. Second, you
will be asked to verify your identity. Finally, you will be asked to reset your security questions
promptly after resetting your passwords.

Password change requests are only processed during normal business hours (excludes holidays
and weekends).

=2
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You will receive a message verification with your service request number. Click, Go to

Home Page to return to Self-Service home page.

HOME > HOW DO | CHANGE MY UOFM PASSWORD? > REQUEST PASSWORD ASSISTANCE

Request Password Assistance

Thank you!

Your Request Password Assistance form was sent.

: . Your Service
Your request is registered under number§11805-0267
Request Number

Go to Home Page

An email will also be sent to you with link to your service request.

Registration of incident 11805-0267

is.edu edu>

o ttiger@memphis.edu
Thursday, May 10, 2018 at 3:42 PM

how Details

Important: Do not change the subject line while replying
Hello Tom

Your incident has been registered as incident 11805-0267.
Details:

Client Name: Tom Tiger

Client Phone Number: (901) 678-2961

Client E-mail: ttiger @memphis.edu

Incident Description: Request Password Assistance
Category: Account

Open Date: 5/10/2018 03:41 PM

Respond By Date: 5/11/2018 03:41 PM

Urgency:

Impact:

You can view this incident in the Self Service Portal: 11805-0267

Thank yo
ITS Service Desk
University of Memphis

umhelpdesk.memphis.edu | umtech@memphis.edu | 1.901.678.8888 | 100 Administration Building, Memphis,

University of Memphis, Service Desk 11805-0267

TN 38152-3370 (map)
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My Incidents

To view your incidents, click on the My Incidents tile on the Self-Service home page.

Welcome to the Self Service Portal
My Incidents
B
J—
J—
Y

You will see a list of your requests.

To return to the Self-Service home screen, click Home.

To see your open requests, click Open. To see closed, click Closed. To see all of the

requests, click All.

> MY REQUESTS

My requests

HOME > MY REQUESTS

My requests

Closed All

Request Password Assistance

Alternate Phone Number - 9012788796

password

need to reset my password

need phone line display changed

| need the phone to display name correctly.

Web page format assistance

on this site: http://www.memphis.edu/umtech/service_catalog/index.php | have been worki...

Phone line install

i need to have a phone line installed.

Phone line install

i need to have a phone line installed.

B Processing

O Processing

O Processing

O Processing

B Processing

O Processing
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AskTom

1. Click on the AskTom tile to search the knowledge base for Articles.

MEMPHIS

Broad service disruptions 9

Docusign is unavailable

Banner is unavailable

At the top of the work area, you will see “Top 10 Most Viewed Items” (AskTom

articles).

HOME > A

AskTom

Top 10 Most Viewed Items

Below and to the left of the Top 10 Most Viewed Items are the AskTom Categories.

AskTOM

Academics

Newly Admitted Students

Registrar
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2. You can search each category or A) type a question for AskTom. B) When a
question is typed, the AskTom Articles will appear as a list in the window and will
be available from C) the clickable link(s) to the right. Click on the article to view
the AskTom answer.

(Main Campus) | Log Out
' ' THE UNIVERSITY OF

V] MEMPHIS.
A T -

HOME > SEARCH RESULTS

Search results: 'how do i get and advisor' e

All (3) AskTom (3)  Show all search results

Services & Forms (0) How can | be prepared for my advising appointment? KBA4S2

How can | be prepared for my advising appointment?
AskTom (3) A
How do | get a permit to register for a class? BA453
How do | get a permit to register for a class?
Documents (0) EERaR g
How do | get information on Pre-Medicine courses?

My Incidents (0) How do | get information on Pre-Medicine courses?

Click on the AskTom knowledge base article to view full answer.

(Main Campus) | Log Out
l ' THE UNIVERSITY OF

Wl MEMPHIS.
| T N

HOME > HOW CAN | BE PREPARED FOR MY ADVISING APPOINTMENT?

How can | be prepared for my advising appointment?

How can | be prepared for my advising appointment?

he schedule for the next semester and have a good idea of

t list written down and ready to present
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At the bottom of the AskTom answer is the question, “Was this information useful to
you?” You can answer Yes or No.

Yes No

Once you have clicked Yes or No, a message will appear thanking you for your
feedback.

To return to the home screen, click the Home link.

HOME >J HOW CAN | BE PREPARED FOR MY ADVISING APPOINTMENT?

How can | be prepared for my advising

Asking AskTom a question
1. To ask Tom a question that is not answered in Knowledge base, click AskTom a
question.

(Main Campus) | Log Out
| T N |

HOME » ASKTOM

AskTom

Top 10 Most Viewed Items

1. Admission Application Deadlines for Undergraduate Students 5. Clientis experiencing trouble with the lockdown browser during an exam.
2. AskTOM a Question 6. Do | have to readmit if | have sat out a semester?

3. How can | be prepared for my advising appointment? 7. Whatis a course prerequisite?

4,  What time of the year will new law school classes start? 8. Can | pay my fees with a credit card by telephone or on the web?
AskTOM AskTOM a Question

Academics

Admissions Planned Outages

Advising
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2. Click on AskTOM a question.

(Main Campus) | Log Out

MEMPHIS.

HOME > ASKTOM A QUESTION

AskTOM a Question

AskTOM a question > ||
KTOM to ask qu ons that hav bee ke nswered befor

3. Write a brief description in the space provided and write your question in the
block. When you are finished, click Submit.

HOME > ASKTOM > ASKTOM A QUESTION

AskTOM a question Frequently Asked Questions

Caller AskTOM a Question

Name

AskTOM a Question

Brief Description * Write a brief description of your question

4. Your question will be assigned an incident number and a confirmation email will
be sent to you. Click Go to Home Page to return to the self-service home page.

HOME > ASKTOM > ASKTOM A QUESTION

AskTOM a question Frequently Asked Questions

AskTOM a Question

Thank you!

Your AskTOM a guestion form was sent.

I Your request is registered under number: 11805-0527 I

Go to Home Page
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Locating Help Resources

umTech offers support to faculty, staff, and students. Upon completing the training
covered in this course, faculty, staff, and students can receive additional training
help and resources. Such help can be located as follows:

Service Desk Request

Submitting a Ticket

e Login URL:
o Here is a link to our service desk ticketing system
o After logging in, choose the link Request Help or Services.
o Choose Request Help or Services.

Call the ITS Service Desk (901.678.8888) any day of the

week! (Excluding Some Holidays)
e The ITS Service Desk hours will be as follows:
o Monday - Friday 8:00 am - 8:00 pm
o Saturday 10:00 am - 2:00 pm
o Sunday 1:00 pm - 5:00 pm
e You can contact the Service Desk for assistance with technical login
problems or issues. Incoming calls after hours will be handled by voicemail
services. If you require assistance after 8:00 p.m., please leave a message
or submit a service request.

e Messages will be checked regularly and receive priority response the
following business day. You may also email umTech,
umtech@memphis.edu (using this email will automatically generate a help
desk ticket).

Important Links

e Explore the umTech Website
e Search Our Solutions Page
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