servicenow Quick REFERENCE CARD: SOLUTION DESK PORTAL

The Service Portalis a one-stop modern application available to Department users. Department users can use the
portal fo submif tickets, manage tickets, and search for knowledge.

Ticket = Tours

Welcome to the Solution Desk

How can we help you?

Search for knowledge and support

Featured Resources @ About the Solution Desk

Submit a Ticket
. The Solution Desk provides guidance and solutions to
. . No content to display )
Contact Solution Desk for assistance support all Commonwealth agencies.
@ We offer technical assistance and resources for the:
Most Read Resources . :
* Statewide accounting system (MMARS)
" . # Labor cost management (LCM)
E Zero Dollar Encumbrance Correction (CEC/GAEC) i X
Mark Carter - 2Views « 2moag0 « C5PeTorhdy * CTR's Learning Management System
arkLar BD L s PowerDMS
* DocuSign for CTR forms
E When a Vendor Moves (VCM) €
Mark Carter «» 2Views » 2moago - V777170707 We value our customers and respond to all inquiries within 24
hours.
W o dtho (A A il ing IFEM
1 Click thelogoto returnto the Solution Desk portal homepage.

Click Submit a Ticket to create acase for the Solution Desk.
Searchbar providesresultsrelatedto the searchtermentered.

View a list of featured and most read resources.

a @~ O N

Anoverview of the Solution Desk.

6 Access alist of tickets that you submitted.

email Q Login

Email Release
|JSEI name

] Report a Suspicious Email

B Quotalncrease Password

] Candidate Selection

Forgot Password 7
usingyour  * This search bar uses predictive )
. in the list drop-down
B settingUp » Click any item with a document : — :
icon to open the related article + Click the Login link the top right

« Click any item with a listicon to hand corner of the port.
open the related record.

Use external login
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Submit a Ticket

Categories @ Support @ | = |
Support Create Ticket DSO0 Security Questions Contact the Solution Desk
Create a new Solution Contact security on ’ " R
Desk ticket questions regarding
uDOC, roles, security @
reports. etc..
View Details T >
1 you e your h /
Password Reset Table Change Request -
Request a Password rm Request to Add,
ﬁ Reset for CTR systems =»[C ] change, orDelete an * et descrition e calack e e G euestingacalack B
ttl MMARS table
Pieaseenter acitonal email slesses o would ke upeates bout this icket Eeparated by commas
View Details View Details

1 Select acategorytoviewall catalogitems withinthe category.In this example the category defaultedto Support.

2 Click the tile to open the corresponding form.

3 | Complete the form, then Submit.

* Userscan access three different lists of cases « Showsa list of all of the cases selectedunder My Lists.
* Allcases, Actionneeded and My Cases « Displays the case number, short description, contact,
account, priority, state and date updated.

My Lists
All Cases T A
Number Short description Product Contact Account  Priority State Updated
Action Needed
CS0003559  FW: COMMONWEALTH OF MASSACHUSETTS Unknown 4-Low New 07/30/2021
30346933 Contact 14:37:11
My Cases
All Cases Action Needed My Cases
« Alistofall active cases * Casesina state ofresolvedor » List of cases that you reported.
awaitinginfo
? All = State in (Resolved, Awaiting Info) ? All > Contact = Malvina Maska
5 Al

* Department users must accept a
resolutionorreject andgive a
reason or close any case they

haveresolvedthemselves




	Slide 1
	Slide 2

