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About ITSM Helpdesk

ITSM Helpdesk is used to record, track and delegate issues raised by users using the SDS 2.0 application on

their desktop or mobile devices. It is used to follow-up on cases that needs to be resolved.

Records, tracks and delegates
issues raised by users

Store Manager

A | Report issues using SR Team
S — WebApp or Mobile App

Tech Admin

MO Team

=
<

Customer

4 |  Co-Confidential Engineer
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User

1. Raises issues
via call or email

Not Resolved

Resolved

IIIIIIIIIIIIIIIIIIIIIIII>

$:¢ ST Engineering

A ofr

CX Hub

L2/L3 Team

5a. Re-opens and
assigns Request

9,

13

L EEEEEEEER l> 5b. Closes Request

4. Resolves

Confirms with user if
request is resolved

Co-Confidential

Request

N\

4

2a. Creates
New Request

2b. Creates &
Assigns New
Request

Relevant personnel
(CX Hub, L2 or L3 Team)

I
Ll

3a. Assigns
Request

Unable to
fulfil request

3b. Re-Assigns to
other personnel

™

Q

/
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How to Process a Helpdesk Request

$.& ST Engineering

Users will contact 1CC via email or phone call to raise issues in ITSM helpdesk.

1CC
L2
L3

=

4o

User contacts CX

Hub to raise request

6

Co-Confidential

Checks type of

issues to resolve

Creates & Assigns
requests to relevant

personnel

Relevant personnel Relevant personnel
Closes resolved

Relevant personnel resolves

issues and updates request confirms with user

as Resolved on issues resolved requests
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Login (1)

To access SDS2.0:
https://sds.stengg.com

Then select Visit Site

7 | Co-Confidential

Service Portals

m
il

ST Engineering

"y

Q!
e

About SDS2.0 Our Leaders FAQs Contact Us

Smart Digital
Systems 2.0

Visit Site



https://sds.stengg.com/

ITSM HELPDESK

Login (2)

Enter your username

1% STEngineering SDS*

Welcome To S D S +0

sm

2. ST Engineering

& serene

This is a ST Engineering cqmputer system.

roduction, possession,

and Password here

and click Sign In.

8 | Co-Confidential

modification, interception, damage or transfer (including
such attempts) of any content in this system may result
in criminal sanctions and civil penalties.

If you are not authorised to access to this system,
please logout immediately.

Recommended browser: Google Chrome
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Login (3)

Select Enter Portal
link under Helpdesk
System Support

section

9 | Co-Confidential

» Raise service requests

+ Cancel service requests

+ Monitor status of service
requests

» Download service requesis

r
-
» Inhouse & Onsite Service
Request Extraction

= Updating & Importing of
MO/SO/YT3 Values

P

» Process Serice Requests

« Monitor & Edit Status of
Requests

+ Task Assignments to Engineers

)
%,

-2 ST Engineering

(*for administrative users only)
« Credential Reset or Change
= Device Pairing Authentication

Enter Portal Enter Portal Enter Portal Enter Portal

Equipment Transit

e

+ Monitor Equipment Inflow /
Outflow

+ Allocation of Equipments to
Engineering Teams

Enter Portal

MRO Al Co-pilot

+ Formulate retification action
= Investigate root cause and
more ...

Helpdesk System Support

&

A M

+ Create or Process Change
Requests

* Request Assignment to
Engineers

» Log FRACA, Incidents &

Enter Portal

%5
*u

m
)

s

F
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Homepage

+ Q User Welcome Welcome 2a i

414 ST Engineering

Assigned Helpdesk Requests

Total:1 objects.

Welcome
User Request v Title Organization Caller Date Of Creation Status Assignee

Configuration Management
R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed 1CC User

Helpdesk Requests

Incidents ] ]
Assigned Incidents

Once logged in, you will

Change Requests

be at homepage where

Assigned FRACA

Service Management

No object to display.

you can view your

Change Requests

assigned requests.

No object to display.

Assigned Work Orders

. No object to display.

Hi1CC! =
No new message A

ST Engineering

10 | Co-Confidential



Helpdesk Requests

» Helpdesk Menu List
* Overview
« Creating a New Request

» View List of Requests

$.% ST Engineering

View a Request
Edit Request Information
Assign or Re-Assign Request

Request Resolved

Re-Open Request
Close Request

Activity Panel



HELPDESK REQUESTS

Helpdesk Menu List

%1% ST Engineering Fiter.

Welcome Helpdesk Requests

Configuration Management Overview

New User Request
Helpdesk Requests
Search For User Requests

Incidents Shortcuts

From side navigation, go

Change Requests

to Helpdesk Requests

Service Management

to view the Helpdesk

Request menu list.

Hi1CC! =

No new message A

ST Engineering

12 | Co-Confidential

Overview

Search For Chan..

Change

Sm

2. ST Engineering

Search for conta. Contact overview  Dashboard for Request Management :

Last 14 days number of requests

M Service request

£ 1 Jaquanon
82 JaquianoN

Open requests by agent

Total: 3 objects.

Count

Assignee Count
L2 User 1
undefined 2

Open requests by customer
Total: 3 objects.

Count

Organization Count

ST Engineering 3
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Overview

!

. + Q Overview Overview Search For Chan. Change Search for conta. Contact Overview Dashboard for Request Management i
A Welcome Helpdesk Requests %'% ST Engineering
: f
& Configuration Management . 9 Last 14 days request per type Last 14 days number of requests
New User Request
B0 Helpdesk Requests (N
Search For User Requests
Incidents Shortcuts
My Helpdesk Requests (0] ‘
FRACA W Service request
Open Helpdesk Requests 3

Change Requests

z z
] g
i i

Service Management

Open requests by status Open requests by agent
Total: 3 objects. Total: 3 objects.
Select @ Helpdesk
New 2 L2 User 1
Requests > @ Overview to 1 :
see th e g ene ral Vi ew Of al | Open requests by type Open requests by customer
Total: 3 objects. Total: 3 objects.
helpdesk requests.
Ticket sub-class Count Organization Count
Hi1CCl User Request 3 ST Engineering

No new message M

ST Engineering

13 | Co-Confidential
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Creating a New Request (1

. + Q Overview User Request C-000003 Search For Chan. Change Search For FRAC FRACAS Overview
4"s . -
4 Welcome Helpdesk Requests %.= ST Engineering
Creation of a new User Request CANCEL ASSIGN
- .
== q
= Configuration Managem Overview — —
Properties Cls Attachments
New User Request
pdesk Requests 1
Search For User Requests General Information Contacts Dates
Incidents Shortcuts Status Team - Date Of Creation
My Helpdesk Requests 0 - Please specify a value Last Update
Organization ST Engineering &
FRACA Assignee
Open Helpdesk Requests 3 9 - Call Received B
Caller Team - . . J— a ve i
select one - Please specify a value Datetime Please specify a valus
C ange R quests Please specify a value
Call Escalated &
Caller Name . i
) Service Datetime
Service Management Please specify a value
Call Resolved &
Caller Email Type -- select one - - Datetime
Please specify a value Service "
Caller Contact
Number Service -
Please specify a value Subcategory
S | t o I | I d k Caller User ID
e eC e eS Please specify a value .
p peely Relations
Origin -- select one -- -
Related Incident + -
Requests > O New User
Please specify a value
Assessment
Support -- select one - -
Categorization
eguest 10 Creale a new Urgerey vedium -
Description
= =

request form.

14 |

Co-Confidential

Hi Serene! =

~

Activity panel
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Creating a New Request (2)

. ST Enai . + Q Overview User Request C-000003 Search For Chan. Change Search For FRAC FRACAS Overview
%.¢ ST Engineering
Creation of a new User Request CANCEL ASSIGN
— E—
Properties Cls Attachments
i General Information Contacts Dates
ere are £ sections snown
Status Tearn - Date Of Creation
1 Please specify a val
Wh en cre atl n g a new user Organization ST Enginesring . case specily avalue Last Update
Assignee - Call Received ]
. CallerTeam --select one - M Please specify a value Datetime Please specify a value
req u e St . Please specify a value S =
Caller Name Service Datetime
Please specify a value Call Resolved ~
Properties — Detailed oo ) owen )
Please specify a value Service -
- f . Caller Contact Sorvi
I n O r m atl O n Nurnber Please specify a value Sirb\::?egory T
Caller User ID
Please specify a value Relations
Cls — Configuration Iltems .
Related Incident + -
Title
. . Please specify a value
Attachments — Linked files — Assessment
- --select one -- -
Categorization Urgency vedum .
Description
=

Hi Serene! «
a

~

Activity panel

15 | Co-Confidential



HELPDESK REQUESTS

Creating a New Request (3)

R + Q Overview 1-000140 Search For Incid.. Incident
%= ST Engineering
Creation of a new User Request

Welcome

ﬁm

2. ST Engineering

CANCEL LIS ASSIGN

Properties Attachments

Welcome
Add attachment: BRI @V EN (Maximum file size: 2.00 Mo)
A d d A tt aC h I l I e n t Configuration Management No attachment

Helpdesk Requests

Incidents

Tap SELECT A FILE to —

upload an attachment hange Requests

Service Management

to the request.

Hi1CC! =

No new message A

ST Engineering

Activity panel A

16 | Co-Confidential
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Creating a New Request (4)

4z

ws 91 Engineering

+ Q Overview User Request C-000003 Search For Chan. Change Search For FRAC FRACAS Overview
" N .
%.¢ ST Engineering
Creation of a new User Request CANCEL ASSIGN
— E—
Properties Cls Attachments
General Information Contacts Dates
Create Request Only o] emereuster
o ati Please specify a value Last Update
rganization ST Engineering E R
Assignee - Call Received ]
Caller Team . N . R - i
select one M Please specify a value Datetime Please specify a value
Please specify a value
Call Escalated ]
Caller Name . i
. . Service Datetime
After you have filled in
Call Resolved &
Caller Email Type -- select one -- b Datetime
th d 't . | Please specify a value Service -
€ detalls, you can Calter otact
Number Service -
Please specify a value Subcategory
CREATE request S
.
Please specify a value .
Relations
Origin -- select one -- -
Related Incident + -
Title
Please specify a value
Assessment
Support -- select one —- -
Categorization
Urgency Medium -
Description
= S

Hi Serene! «

~

Activity panel

17 | Co-Confidential



HELPDESK REQUESTS

Creating a New Request (5)

&%
E 3
v

Create Request and

Assign Task

Alternatively, you can
ASSIGN the task during

request creation.

It automatically creates a
request while assigning
the task to selected

users.

18 | Co-Confidential

ST Engineering

Hi Serene! «

ﬁm

2. ST Engineering

al.

General Information

Status

Organization

Caller Team

Caller Name

Caller Email

Caller Contact

Number

Caller User ID

Origin

Title

Support
Categorization

Description

Overview User Request C-000003 Search For Chan. Change Search For FRAC FRACAS Overview
Creation of a new User Request CANCEL ASSIGN
E—
Properties Cls Attachments
Contacts Dates
New Team - Date Of Creation
Please specify a value Last Update
ST Engineering BT
Assignee M Call Received ]
-- select one -- =" = o

Please specify a value

Please specify a value

Please specify a value

Please specify a value

Please specify a value

--select one --

Please specify a value

--select one --

Assign - R-000136

Team
Assignee

Result Of Assessment

Please specify a value

Please specify a value

Please specify a value

Assessment

Urgency

4

Medium -

~

Activity panel




HELPDESK REQUESTS

View List of Requests

4z

@A Welcome Helpdesk Requests %% ST Engineering

v

5 Configuration Manage

- Helpdesk Requests

Overview

New User Request

—
Search For User Requests e elcome
Incidents STieriEiE Configuration Management
My Helpdesk Requests (0]
Open Helpdesk Requests 3

Change Requests Incidents

Service Management

Change Requests

e Management

Select @ Helpdesk
Requests > @ Search for
User Requests to view a list

of helpdesk requests.

Hi1CC! «

No new message &

19 | Co-Confidential
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2.s 1 Engineering

+ Q Search For Chan. Change Search for conta. Overview R-000136 Contact Search For User User Request
Search for User Request Objects @
Ref:Any = X Title: Any = X Caller: Any ~ X Organization: Any ~ X + Z
+ £ i
Total:5 objects ==
User Request * Title Organization Caller Date Of Creation Status Assignee
R-000136 Cannot login to Customer Portal ST Engineering undefined 2022-11-28 16:06:20 ® New undefined
R-000128 ads ST Engineering undefined 2022-11-28 10:01:06 @ Assigned L2 User
R-000126 asd STENg undefined 2022-11-28 09:56:00 ® New undefined
R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed 1CC User
R-000117 Helpdesk Request 1 ST Engineering undefined 2022-11-17 17:03:25 ® New undefined




ﬁm
HELPDESK REQUESTS

View a Request

414 ST Engineering

Search for User Request Objects

+ Q Search For Chan.. Change Search for conta.. Overview R-000136 Contact Search For User ..

User Request

2. ST Engineering

=
Ref:Any ~ X Title: Any ~ % Caller: Any ~ X Organization: Any ~ X + <

Welcome
Configuration Management Total:5 objects. + i
Helpdesk Requests

User Request v Title Organization Caller Date Of Creation Status Assignee
Incidents

R-000136 Cannot login to Customer Portal ST Engineering undefined 2022-11-28 16:06:20 ® New undefined
FRAC, R-000128 ads ST Engineering undefined 2022-11-28 10.01:.06 ® Assigned L2 User

R-000126 asd ST Engineering undefined 2022-11-28 09:56:00 @® New undefined

Select arequest ID
q R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed 1CC User

Service Management R-000117 Helpdesk Request 1 ST Engineering undefined 2022-11-17 17:03:25 ® New undefined

to view a request.

Hi1CC! =
No new message A

ST Engineering

20 | Co-Confidential



HELPDESK REQUESTS

Edit Request Information

Select the edit icon £
to amend the helpdesk

request information.

21 | Co-Confidential

414 ST Engineering

Welcome

Configuration Management

Helpdesk Requests

Incidents

FRACA

Change Requests

Service Management

Hi1CC! =
No new message A

ST Engineering

4z

ws 91 Engineering

Description X

Problem login to customer portal

Support Undefined
Categorization

+ Q Search For Chan.. Change Search for conta.. Overview User Request R-000136
R-000136
® New (User Request) = <
—
Properties Attachments Notifications Impact Analysis
General Information Service Dates
Status m Service undefined Date Of 2022-11-28 16:06:20
Creation
Organization ST Engineering Service undefined
Subcategory Last Update 2022-11-28 16:06:20
Contact Name  Siao Cai Bin
Call Received 2022-11-28 16:06:04
Contact 98765432 , Datetime
) Relations
Information
Call Escalated
Caller Logged- Related undefined Datetime
InID Incident
Call Resolved
Origin Undefined Datetime
Title Cannot login to Customer Portal

~

Activity panel
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Assign or Re-Assign Request (1)

. + Q Search For Chan.. Change Search for conta.. Overview Contact Search For User .. User Request R-000136
A - .
%= ST Engineering

R-000136

® New (User Request) & s + < Q

—
. i Assign
a Properties Attachments Notifications Impact Analysis
Welcome
Configuration Management General Information Service Dates
Status Service undefined Date Of 2022-11-28 16§06:20
Helpdesk Requests )
Creation
Service undefined

Organization ST Engineering
Subcategory Last Update 2022-11-28 16§06:20

Incidents

If the request status is

FRACA Contact 98765432

Information W= -

Please specify a value

New, you will need to Change Recuests :

InID Please specify a value
. Service Management Origin Undefined Result Of Assessment
Assign request from the |
Title Cannot login to Customer

Description X

d ro pd OWn m e n u : - Problem login to customer portal

Please specify a value

Support Undefined
CANCEL
Categorization m

Activity panel A

Hi1CC! =

No new message A

ST Engineering

22 | Co-Confidential
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Assign or Re-Assign Request (2)

. + Q Search For Chan.. Change Search for conta.. Overview Contact Search For User .. User Request R-000136
My - -
%= ST Engineering
R-000136
® Assigned (User Request) G s + 2 Q
Re-A:
e-Assign
Welcome Properties Attachments Notifications Impact Analysis ¢
Resolve
Configuration Management 3
General Information Contacts Dates
Helpdesk Requests Status Team 1CC Team Date OF 2022-11-28 16:46:20
Creation

If the request status is A

Contact Name  Siao Cai Bin

Assigned, you can
Change Requests fnformation Team 166 Team M
. Caller Logged- Assnes: 1CC User -
Re-Assign request to envice Mansgement
Origin Undefined
Other person nel from Title Cannot login to Customer
Description X )
Problem login to customer portal Please specify avalue -
the dropdown menu =~ cren. (D

Support Undefined
Categorization

Activity panel A

Assessment

Result Of Assessment %
icc

Hi1CC! =

No new message A

ST Engineering
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Request Resolved

. + Q Search For Chan.. Change Search for conta.. Overview Contact Search For User .. User Request R-000136
My - -
%= ST Engineering
R-000136
® Assigned (User Request) G s + 2 Qi
Re-A:
e-Assign
Welcome Properties Attachments Notifications Impact Analysis ¢
Resolve
Configuration Management 3
General Information Contacts Dates
Helpdesk Requests Status Team 1CC Team Date OF 2022-11-2§ 16:06:20
Creation
Incidents Organization ST Engineering Assignee 1CC User

Last Update 2022-11-2§ 16:11.00

Contact Name  Siao Cai Bin

FRACA CallReceived ~ 2022-11-2§ 16:06:04

Once you have received Service Datetne
Change Requests fnformation Service undefined R L e
r | ti n d t th catertogged: Service undefined esove
a eso u O ] u p a e e Service Management iniD Subcategor
Origin Undefined gory Resolution Code __ select one —-
PL f L
Statu S to R eS O | V ed Title Cannot login to Customer Portal Relations otution e R
Description X [
Problem login to customer portal Related undefined
Incident
Support Undefined neeen
Categorization
Assessment
Note: You should also 1
Result Of Assessment % Please specify a value
notify the requester that the
. Please specify a value
. CANCEL [i=se/AY3
issue has been resolved. N ==
| ! -

Activity panel A

No new message A

ST Engineering
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Re-Open Request

. + Q Search For Chan.. Change Search for conta.. Overview Contact Search For User .. User Request R-000136
My - -
%= ST Engineering
R-000136
® Resolved (User Request) G s + 2 Q
Re-O)
e- en
Welcome Properties Attachments Notifications P
Close
Configuration Management 3
General Information Contacts Dates
Helpdesk Requests Status O ye— Team 1CC Team Date Of 2022-11-28 16:46:20
Creation

Assighee 1CC User

I f th e re q u este r i nfo r m S Incidents Organization STEngineerng Last Update 2022-11-28 16:31:48

Contact Name  Siao Cai Bin
Call Received  2022-11-28 16:96:04

FRACA

th t th . . t Contact 98765432 Service Datetime
a e ISS u e I S n O Change Requests Information Service undefined
ﬁlalL:)er Logged- Service undefined Re?Open -Lsle kel
| d Service Management Subcategory
reSO Ve ) you Can Origin Undefined Team 1CC Team M
Title Cannot login to Customer Portal Relations Assignee 1CC User -
Re-Open the request oescrts |
ption x Re-Open Remarks
Problem login to customer portal Related undefined
Incident
- Support Undefined
for a re-investigation.
Assessment
Result Of Assessment % Please specify a value ’
icc CANCEL @
Re-Assigh Comments ¥

~

Activity panel

Hi1CC! = Resolution
No new message A
ST Engineering Resolution Bug Fixed
Code
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Close Request (1)

Once the requester
confirms that the issue
has been resolved, you
can proceed to Close

the helpdesk request.
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414 ST Engineering

Welcome

Configuration Management

Helpdesk Requests

Incidents

FRACA

Change Requests

Service Management

Hi1CC! =
No new message A

ST Engineering

4z

ws 91 Engineering

+ Q Search For Chan.. Change Search for conta.. Overview Contact Search For User .. User Request R-000136
R-000136
® Resolved (User Request) G
—
Re-Open
a Properties Attachments Notifications
Close
General Information Contacts Dates
Status + Resolved Team 1CC Team Date Of 2022-11-28 16:96:20
Creation
Organization ST Engineering Assignee 1CC User
Last Update 2022-11-28 16:31:48
Contact Name  Siao Cai Bin .
S . Call Received  2022-11-28 16:6:04
Contact 98765432 ervice Datetime
Information
Setvice undefined Call Escalated
Caller Logged- Datetime
| Service undefined
nID
Subcategory
Origin Undefined Close - R-000136
Title Cannot login to Customer Portal i
Relations
Closure Comment
Description X
Problem login to customer portal Related undefined
Incident
Support Undefined
Categorization
Assessment

Result Of Assessment %

icc

Re-Assigh Comments ¥

Resolution

Resolution
Code

Bug Fixed

Please specify a value

~

Activity panel
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Close Request (2)

+ Q Welcome ST Engineering Search For User .. User Request R-000136

414 ST Engineering

R-000136

Closed (User Request) ;5 +

Q
o)

—
Welcome Properties Attachments Notifications

Configuration Management

. . General Information Contacts Dates
O nce Statu SIS C I ose d ) It Helpdesk Requests Status p— Team 1CC Team Date Of 2022-11-28 16:06:20
Creation
Assighee 1CC User

C an n Ot b e re = O p e n e d neidents Oraanization 51 Enoneering Last Update 2022-11-29 14:19:36
' Contact Name  Siao Cai Bin

FRACA CallReceived ~ 2022-11-28 16:06:04

Contact 98765432 Service Datetime
YO u m u St S u b m It a n eW Change Requests fnformation Service undefined Call Escalated
- Dateti
ﬁ.lalL:r Fogged Service undefined serme
Service Management Subcategory Call Resolved
1 Origin Undefined Datetime
request if the requester
Title Cannot login to Customer Portal . Assignment 2022-11-28 16:11.00
Relations Datetime
. Description X
Wan tS to ral S e th e S a m e Problem login to customer portal Related undefined Re-Assign
Incident Datetime
Support cndefnes Resolved 2022-11-28 16:21:48
M . Categorization €S0 -11-
Dateti
ISSUe again. Aesosemont atetime
Close Date 2022-11-29 14:19:36

Result Of Assessment %

1cc
. Re-Assigh Comments ¥
Hi1CC! = Resolution
No new message A
ST Engineering Resolution Bug Fixed
Code

Activity panel A
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HELPDESK REQUESTS
Activity Panel (1)

ST Engineering

+ Q Welcome

%1% ST Engineering

4z

ws 91 Engineering

Search For User .. User Request R-000136

R-000136
Closed (User Request) <
—
Welcome Properties Attachments Notifications
Configuration Management 3
General Information Contacts Dates
Helpdesk Requests Status p— Team 1CC Team Date Of 2022-11-28 16:06:20
Creation
X - . . Assighee 1CC User
Organization ST Engineerin
. . ez ¢ ° ° Last Update 2022-11-29 14:19:36
To check the activity logs s oo
al ecelve -11-
ARG Service Dateti
Contact 98765432 atetime
. . Information
fo r a h e I pd eS k aCtIVIty Change Requests Service undefined Call Escalated
! Caller Logged- Datetime
InID Service undefined
. . Service Management Subcategory Call Resolved
tap Activity panel at the
Title Cannot login to Customer Portal . Assignment 2022-11-28 16:11.00
. Relations Datetime
side of the screen
" Problem login to customer portal Related undefined Re-Assign
Incident Datetime
Support Undefined
Categorization Resolved 2022-11-28 16:21:48
Datetime
Assessment
Close Date 2022-11-29 14:19:36

Hi1CC! =
No new message A

ST Engineering

Result Of Assessment %
icc

Re-Assigh Comments ¥

Resolution

Resolution Bug Fixed
Code

~

Activity panel
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HELPDESK REQUESTS

Activity Panel (2)

Activity Logs

Then select the Activity
Tab to view the logs,
state changes and edits

to the request.
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PO

%+ ST Engineering

Welcome

Configuration Managemer

Helpdesk Requests

Incidents

FRACA

Change Requests

Service Management

Hi1CC! «»
No new message M
ST Engineering

Sm
M

& ST Engineering

+ Q 1-000140 Search For Incid. Incident Welcome R-000126 Search For User User Request R-000136
R-000136 @ Public log @ Private |d Activity P
/ N\ Closed (User Request) /s S Q i m-a Logs ¥ State changes " 18 o T 0 W
Properties Attachments Notifications ~
\ V4 Related Incident set to Object not found (cfass:
e @ Incident. id: 140) (previous value: )
General Information Contacts 23 minutes a
Status Closed Team 1CC Team N
=i 7 Edited Closure Comment. Close Date and Jother =
T i se . S ifie ious vilue:
Organization ST Engineering Assignee 1CC User Closure Comment modified. prowousﬁv ue:
B ¢ Close Date set to 2022-11-29 14:19:36
Contact Name Siao Cai Bin » Operational status setto Closed (prqvious
Service value _ Resolved |]
Contact 98765432
Information
Service undefined
Caller Logged- -—,. Changed from Resetved to Closed
Service undefined
InID
Subcategory 9
Origin Undefined o
V4 Edited Resolved By. Solution and 4 others -
Title Cannot login to Customer Portal . * AMK appended to Resolved By
Relations « Solution modified. previous value:
Description ¥ » Resolution Code set to Bug Fixed
Problem login to customer portal Related 1-000140 « Time Taken To Resolve set to 15min 28s
. » Resolved Datetime set to 2022-11-28 16:21:48
Incident
Support Undefined * Operational status set to
Categorization (previous value: )
Assessment —
Result Of Assessment % —-.. Changed from Assigned to Resolved
1cC d
Re-Assign Comments X #  Edited Assignment Datetime. Result Of Assessment

Resolution

Resolution
Code

Bug Fixed

and 2 others

Assignment Datetime set to 2022-11-28 16:11:00
Result Of Assessment modified. previous value:

Assignee set to 1CC User (previous value: )
Team set to 1CC Team (previous value: )




Other

« Export from Table « Change Password
 List of Contacts * Logoff
» Preferences

$.% ST Engineering
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OTHER

Export from Table

+ Q Welcome ST Engineering R-000136 Search for conta.. Contact Overview Search For User .. User Request

%1% ST Engineering

Search for User Request Objects

ws 91 Engineering

Ref:Any ~ X Title: Any ~ % Caller: Any ~ X Organization: Any ~ X + <
Welcome

YOU Can export a ||St Of Configuration Management Total:6 objects.

. Helpdesk Requests
re C O rd S I n C SV’ XS L O r User Request v Title Organization Caller Date Of Creation Status

Incidents
R-000137 we ST Engineering undefined 2022-11-28 16:562:57 ® New
PDF format from:
O r a ro - FRACA R-000136 Cannot login to Customer Portal ST Engineering undefined 2022-11-28 16:06:20 Closed
R-000128 ads ST Engineering undefined 2022-11-28 10.01:.06 @ Assigned
Change Requests
R-000126 asd ST Engineering undefined 2022-11-28 09:56:00 ® New
- Contacts Table and
g R-000125 Cannot login ST Engineering undefined 2022-11-28 09:53:23 Closed
R-000117 Helpdesk Request 1 ST Engineering undefined 2022-11-17 17:03:25 ® New

* User Requests Table

Modify.

Configure This List..

eMail

+
Q

CSV Export..

Excel Export.

Export as PDF...

AddToQ

Create a

Tap the dropdown icon : and

select your export options. .

Hi1CC! =

No new message A

ST Engineering

shboard..

horteut...
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List of Contacts

+ Q Change R-000136 Overview Search For User . User Request Qverview Search for conta Contact

a"p

%+ ST Engineering

Search for [ contact v| Objects

Contact: Any = X Email: Any + X Organization: Any « X + <
Welcome
- . ~
Configuration Management Total:12 objects =
Helpdesk Requests
Se | eC't ( :O n f i g u rat i 0 n Contact = Status Organization Email Phone Function
Incidents )
1CC Team @® Active ST Engineering
Management > Search A
Admin User ® Active ST Engineering & myemailafoo.org
Change Requ
for contacts to view a
Service Management L2 Team @® Active ST Engineering
| - t f t t - L2 User ® Active ST Engineering
IS 0 CO n aC S I n yo u r L3 Lead User @ Active ST Engineering
. . L3 Team @® Active ST Engineering
O rg an I Z atl O n - L3 User @ Active ST Engineering
Service Manager User @® Active ST Engineering
Super User @ Active ST Engineering
Tan Beng Suan @® Active ST Engineering

Hi 1CC! =

No new message &
ST Engineering
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Preferences

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface

Welcome
. General Rich text editor
Configuration Management
Favorite Language[ English (English) v | Theme | Full moon (default) V] Toolbar default state W
Helpdesk Requests
Tap on your name to Lets Activty panel
- = Default length: items per page Entry form opened by default O
view dropdown list and
Change Requests Tabs Other Settings
Se | e Ct P r Ef e r e n C eS to Service Management Layout Navigation Show obsolete data (]

change the elements of

Standard portal

Preferences.. Et Organizations

e list below the organizations that you want to see in the drop-down menu for a quick access. Note that this is not a security setting, objects from any organization are still visible and can be

the user interface.

Log off ed by selecting "All Organizations" in the drop-down list.
[
Change Password...
Help
Organization ~ Code Status Parent
About ST Engineering ITSM... .
ST Engineering ® Active undefined

CANCEL [\ Ng

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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Change Password

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface
Welcome

General Rl aiiinliis

Configuration Management

Favorite language [ English (English)

L] . -
Helpdesk Requests 5:“% ST Engll‘leerlng

Incidents Lists

Tap on your name to view

FRACA Default length: items per page

dropdown list and select

Change Your Password

Change Requests Tabs Old password:

Service Management Layout Navigation

New password:
CANCEL [\ZA%

Change Password. It will

redirect you to a page to

Standard portal

k A . Retype new password:
Preferences.. rite Organizations

C h an g e yo u r p aSSWO rd . in the list below the organizations that you H can be

Log off ed by selecting "All Organizations" in the dr}

. e |
Change Password... Change Password

Help

Organization Cancel

About ST Engineering ITSM...
ST Engineering

. (IS APPLY

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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Logoff

+ Q R-000136 Overview Search For User .. User Request Overview Search for conta.. Contact Preferences..

414 ST Engineering

Preferences

User interface

Welcome
. General Rich text editor
Configuration Management
Favorite Language[ English (English) v | Theme | Full moon (default) V] Toolbar default state W
Helpdesk Requests
Incidents Lists Activity panel
Tap O n yo u r n am e to FRACA Default length: items per page Entry form opened by default O
. d d I . t d Chenge ReglesE Tabs Other Settings
p Service Management Layout Navigation Show obsolete data (]

select Log off. You will

Standard portal

Preferences.. rite Organizations
in ffelist below the organizations that you want to see in the drop-down menu for a quick access. Note that this is not a security setting, objects from any organization are still visible and can be

return to login page.

Log off ed by felecting "All Organizations" in the drop-down list.

Change Password...

Help
Organization ~ Code Status Parent

About ST Engineering ITSM... .
ST Engineering ® Active undefined

CANCEL [\ Ng

Hi1CC! =

No new message A

ST Engineering My Shortcuts
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