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Accounts needing prior approval:
AHS only: There are a few AHS accounts that require approval before the account requests are
sent to an analyst to create the account. They will be forwarded to the appropriate account
approvers as part of our workflow behind the scenes. Approval/rejection by an account manager
must occur before the request can proceed to an analyst to create/terminate the accounts.

e ACCESS

LANDesk Account

Medicaid Analytics

Medicaid Pharmacy Claims

MMIS

OnBase

VHC
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Submit New Request Support

Self-Service Console (Self Service)
From Analyst Web Desk, click on Switch to Self Service to switch to the Self Service Dashboard.

Compatibility View Settings 22

You are logged on as Leclerc, Angela Time zone: (UTC-05:00) Eastern Time {US & Canada) ¥ Current group: Service Desk
l/_v‘ﬁ ‘You :an:;ﬁ;a\fmd remove websites to be displayed in
& Compatibility View. 5 -
Search Q  "* Logoff 'D Switch to Self Service @ Help

Add this website:

ent-dsd-uat

Websites you've added to Compatibility View:

=mn **|f you are on IE, and do not see this option, you need to edit your Compatibility View
Settings

Tools = Compatibility View Settings = Uncheck Display intranet sites in
Compatibility View

[] Indude updated website lists from Microsaft
[ Display intranet sites in Compatibility View
[ Display all websites in Compatibility View

Close

Click on “Request Support” from the Self-Service Dashboard to submit new break/fix ticket (incident — FIX IT)

NOTE: You, as approvers can also submit a Request Service. However, this should only be used if you
understand the difference between Request Support and Request Service. When in doubt, use Request Support.
| VERMONT

@ Svpronttome

'v Request Support

wp Queries

| Reference Number Summary Request Type Current Status  Creation Date LANDesk “Request Support™ GO-LIVE December 1,

ubmit User Account Requyst . + Incident (3) ALL new tequests for support wil be submitt

§, Request Servics ) e o+ Request(2) 0 LANDesk starting 12/1/14. Footprints and Tra
2y |

onger be accepted. All training information a

Click on “Request Support” to submit a new
ticket

4:30pm Monday through Friday. If you
are having problems logaing a ticket

pleose coll $26-6620. S ——

If your request is for service, then you can click on the “Request Service” button. (GET IT - this is for purchasing
requests, installations, new firewall configs, etc.)

P
RY ERMONT Sed a

a Support Home

Pttt m_
wp Queries
Reference Number Summary Request Type Current Status  Creation Date LANDesk "Request Support™ GO-LIVE Du:mberL

o§ Submit User Account Request . Incident (3) ew requests for support wil

' Request Service | s o+ Request(2) 0 ANDeske starting 12/1/14. Footpri
2, |

onger be accepted. All training information a

Click on “Request Service” to submit a new T —
ticket

The screen below will open. Because you are submitting as an analyst, there are a few more mandatory fields that will
need to be filled out before you can submit the ticket.
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Additionally, you will need to fill in the Category and Suggested group. Again, you as approvers may not know.
**Always choose Service Desk for both and the Service Desk will triage to the appropriate group.
Let our DI Service Desk triage to the appropriate group.

E. Saver and close Save Cancel
e DA FldE A vl e T ek = TRETI, = ” el [ \
G All fields in blue mandatory
! (additional fields mandatory
when requesting as an analyst —
- =t — — Category and group to assign)
* SLmMma
* Detai
Category: Always choose
Attachment. Berowse... .
Service Desk
* Category:
* Response Leved
+ Suggested Group: Senice Desk Suggested Group: Always
e — | Choose Service Desk
| Current Assignment Details j
Analyst Group
Ticket Information *

When to choose “Save and close”, “Save”, or “Cancel” When Submitting a Ticket:
When finished with the form, you will have the following options.

[Saveandclose |[[  Save  |[  Cancel |

N N A
Cancel — Cancels the form and no information will be
saved that may have been typed.

Save — Saves information and submits the form but will not
exit the form so it will be in a “locked” status until you
either ‘save and close’ or ‘cancel’ out of the saved ticket.

Save and Close — Submit the ticket by clicking Save and
Close. This will close out the form after it submits the
ticket showing that it was logged.

Analyst Console (Web Desk)

When you are done, click on Switch to Web Desk to go back to analyst dashboard.

\

U il “* Logoft ) SwachtoWeb Desk @ Help
- X You are logged on as Leckrc. Angela
- Support Home Han
CE=com
-
e . Reference Summary  Request Current. Creation Sanvice Desk 2.
O ey e e o
F0 + Incident (3)
Request (6) Moticeboare

LAMNDesk Go-Live - December 1, 200411

s

Submit User Account Request

User account requests can only be submitted by an SOV employee authorized as a User Account Requestor for their
department. For more information, please see the UAR Guide: http://dii.vermont.gov/sites/dii/files/PDF/Support/User-
Account-Request-Guide.pdf

Before a person can be a requestor they must be authorized by their deparment point of contact:
http://dii.vermont.gov/sites/dii/files/PDF/Support/AHS-Points-of-Contact. pdf
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Account Approvers:

Self-Service View

Those identified as an account manager will receive an email that a request is Open/Awaiting
Manager Authorization. The email will contain the User Account Request (UAR) number, the user
name, and effective date.

***NOTE: Never change the subject line of a notification from LANDesk because that
is how LANDesk identifies with the request. Any changes made to the subject line
may result in a lost email response.

NOTE: NEVER PUT ACCOUNT CREDENTIALS IN A REQUEST OR IN AN EMAIL.***

For those that are members
of more than one group,
from the “Support Home”
page, click on the down
arrow to switch groups.

CAHA Accourd Liasan -
[bAS Grous
VTR, Rustannt Llaines

|0CS ACCESS Account Apgrover
Tesl s

=,Once the correct group has
. | been selected, click on

tApprovers Dashboard”.
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All “open” requests for your group

will appear here. Click on the

request once to open it. .
Vi

Open Requests Awaiting Authorization

| Summary | For Creati - RequestType
New Hire - George Louis Costanza - 4/14/2014 Test Requestor  4/14/2014 09:2908 OrBase

The account manager will need to click
on “Assign To Me”.

» Assign To Me
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Web-Desk View (Main Dashboard)

Open/Unassigned tickets for your grou

P

Click on the Home button to view your Main Dashboard. The top query is all incidents and service requests (including
UAR requests) open for your group that are unassigned. You can click on the ticket number and assign the ticket to

yourself.

The bottom section entitled “My Workload” is everything that is assigned to you. Both of these queries will exclude
resolved, closed, and survey completion tickets. Those are available to be viewed on the Queries (see Queries below).
**NOTE: Remember, if you belong to more than one group, you have to check which group you are viewing. Click on

the current group dropdown to change your group. —————

U“'A‘ung ToU MR GO O M LEDWIE, Angelh  Tume 2one (WTC-ORQ0) Lastem Time IS & Cankds) ™ Carment groua: Senice Detk ™
® Home B Mal @ Prit | T8 Preferences @ = logal B Switch o Self Service ). Heli

Queries Heme

100 Encadents

A8 Requests

Date

e e ol

UAR Parent 208 Cloud.  6/13/2004 Alice Cloud - Change - /2514
Fequest Alge 10:03:00

Requast Angels
- UAR Parent 242 Laclere,
Request Angels

A test DVHA Accounts

- UAR Parent 281 Cloud,
Request Alice.

new hire - ¢ wood - 871314
L] LIAR Parert 320 Test- alice needs AL & Emal
Request Requesior 14:01:0%

AR Farenl 350 Cloud
Reninct (.

Escalation [Ufecycle |14 |Raised By

Piew Hirewranafer - Brad Firt - 10712014

- UAR Pasent 259 Leclere, 771002014 new Hire - Sally & Smith « testing ARG form o »ou Coune 1

Incidents Logged Today 0

Requests Logged Today (]

Sefvice Request 538 Lechre Angels

Incident 108 Test-Requestor
L] Service Rbguest 865 Eerin, thl

ADExchange 355 Test-Requestor 9 1
L] Incigent 101 Bernardiry Barbara 10/29/2014 134051 10/31/2004

Incigent 59 Test-Requestor 10282014 10:23:28

ADixchange 432 Test-Requestor  10V16/2014 0B:A47:A43 L0/16/2014 06

tus In Progress

Thave a voh applicaticn incident  In Progress

2234 AMEMDE 10 HidH0 0 SErce FQURSE I Progress
1629 Change - P. Kenin - add account  In Progress

5 Network printer érmar In Progress
157 Alice needs AD & Tmail Qut with Customer

014 11:49:49  Need quote for Adobe acrobat pro. With Customes

L UAR Parent 340 T
Request R

[ ] UAR Parent 350 C (djfferent.
Request A

W 4 1of2 oM

Assigning Tickets

Please note the pages — you may have to scroll through pages, or click on columns to sort

Only one analyst group or one analyst can be assigned at one time to a ticket. Below is information on how to re-assign
if needed, or add Tasks and Child incidents/requests to assist you in completing your work if needed.

Assign to Me for Open Tickets

[ Save and close l [ Save ] [ Cancel ] E [
- Fie

& EMPI

Actions

I Assign To Me

I Attach Parent Request * Choose a Type:

History 3

Last Edit: 12/19/2014

Click once on the open incident or request to open the
request form and click “Assign to Me”. The request will
disappear from the “Open for My Group”. It will now
be viewed from the “My Workload” section of the
Dashboard.
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Once it has been assigned, the requestor will receive an email that the request has been
assigned. The email will contain the User Account Request (UAR) number, the user name, and
effective date. It will also state who it has been assigned to.

E[[ Soveandeiose ][ soe [ conce The account manager will then return to the
htow | = request form with the following action options.
e ation Nesded *Choo Add Note, Authorize, More Information Needed, and
Jony— Reject.

A4 Task * Firs

The request will have a status of
“Awaiting Manager Authorization”
until the account manager chooses
one of the options listed in the
previous image.

Request Summary Requested | Address Gity/Town  Current Status CreationDate  Breach Time | Escalation

Type By

Onase New Hire - George Louis Costanzz - Test-Requestor 1745 Broadway New York NY  NewYork  Aw
04/14/2014 12345 Aut

4/14/2014 4/22/2014
09:29:08 12:59:08

Click on one of the following for more information on each action:

Add Note
Authorize
More Information Needed

Reject

Add Note
To interact with the request — perhaps ask a question, use the “Add Note” action. This will be
added to the existing request, and email the support analyst handling the request. Go to the
dashboard and click on the request to open it.

gl (Saveand cose ] [ save —1[__concel ]
] WUnder “Actions”, click “Add Note” ]

Add Assignment
| Add Note
Assign Ta Me
Authorize *Dome
More Information Needed * First Narme
Reject
Attach Parent Request

* Cnoose a Ty,

* Middie i~

/ When finished with the “New Note” details, click “Save and close”
& [Newhow — to return to the request form.
[Saveann:cse# sae  |[ Gencal |

Detalls:

Creot~c: | April 14 2 -lza3es By: Test-Approver

4{Click “Save and close” to return to the dashboard. ]

@
r [meann:\mﬁ Cancel |
=

Actions 2 EMPLOYEE INFORMATION — Fie

Add Assignment
A Not

The requestor will receive an email informing them that their request has been updated. The
status will not change from “Awaiting Manager Authorization”.
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***NOTE: Never change the subject line of a notification from LANDesk because that is how LANDesk
identifies with the request. Any changes made to the subject line may result in a lost email response.

NOTE: NEVER PUT ACCOUNT CREDENTIALS IN A REQUEST OR IN AN EMAIL.

More Information Needed
Once the request has been submitted, the account manager may request more information. The
requestor will receive an email containing the User Account Request (UAR) number and what
information the account manager is requesting.

@

R (soveznacose o -
- W%LS »|Under “Actions”, click “More Information Needed"]
Add Assignment.

Aad Note * Choosea ly,

Assign To Me

Authorize * Domz
| More Information Needed

* First Name

When finished with the “More Information Needed” details, click
“Save and close” to return to the request form.

Created: April 142014 - 133420 By: Test-Approver

4{Click “Save and close” to return to the dashboard. ]

@
e (oo dnde—=e T Concel_|
=

Actions # EMPLOYEE INFORMATION - Fis

Aod Assignment
peirl Nt -

Back to Top

[The request status will change to “Outmﬂ
with Customer”. ~_

Requests Assigned to Me

Reference Number  Request Type  Summary Requested By  Address GityfTown  CurrentStatus  Creation Date  Breach Time  Escalation
17 OnBase New Hire - George Louis Costanza - 04/14/2014 Test-Requestor 1745 Broadway New York, NY 12345 Bare Cut with Custemer 4/14/2014 08:29:08

W o4 [lorL von Count: 1

Once the customer responds, it will be added to the “Notes” tab located at the bottom of the child

request.
@
) semenll_=e e [The account manager must then click on “Back
e — from Customer” in order to authorize or reject
s~ (the request.
Authorize

Once the account manager authorizes the request, the New Request Authorization form will open.
The account manager will need to enter the details then choose “Save and close”.
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Save and dose Sa i 1 - - -
Actors 4 Under “Actions”, click “Authorize” ]

Agd Assignment
Add Note = Choose a Ty,
Assign To Me

| Authorize * Dome.

More Information Needed * First Mame
Reject

a=s

* Middie Name

Attach Parent Request
e
/ When finished with the “New Request Authorization” details, click
“Save and close” to return to the request form.

Authorisation A

[_save and closé sae [ cancel ]

Creatr % April 1420+ 131352 By: Test-Approver

;—[Click “Save and close” to return to the dashboard. ]

[Sarcand descde—=T_ Concel__|

20 Actions # EMPLOYEE INFORMATION - Fi

@

Agd Assignment
Aeict No

The requestor will receive an email stating that the account has been authorized. The request will
then be assigned to the appropriate analyst group. An email will be sent that contains the User
Account Request (UAR) number and that it is awaiting assignment from an analyst. The request
will disappear from the account manager’s dashboard.

Once the account request is assigned to an analyst, the requestor will receive an email stating
that it has been assigned and to which analyst.

Reject
When the account manager rejects a request, the “New Rejection” form will open. The requestor
will receive an email informing them that it has been rejected. The email will contain the User
Account Request (UAR) number and the reason it was rejected.

[saveandciose | [ save  |[  cancer |

otene 1Under “Actions”, click “Reject” ]

Add Assignmert
Add Nate
Assign To Me
Authorize " Dome
More Information N = First Nam

a=s

* Choose a Ty,

3 At:::w Parent Reauest " Micd
/'{When finished with the “New Rejection” details, clickw
| “Save and close” to return to the request form.

& = W
[5Q) [ Save and ciose Save Cancel
L

Creat~d: April 14 2m# 1314:32 By: Test-Approver

a H 113 ” ]
@&
* e — ;—{Cllck Save and close” to return to the dashboard.

2] Actions # EMPLOYEE INFORMATION - Fi

Add Assianment
Adic Ne -

When a request is rejected, it is automatically closed. The requestor will receive a final email
stating that the request has been closed, and the request will disappear from the dashboard.

Back to Top
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