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Overview 
The State of Vermont uses various means for requesting IT 

Support. The LANDesk “Request Support” is replacing the AHS 
TrackIt System and the DII Footprints System. 

 

 

This training will be focused on the 

basic steps that are  needed to 

submit a ticket requesting support. 
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Overview 
LANDesk Training Information Site 

provides materials that will be very 

helpful to review after attending 

this Training session: 

 

http://dii.vermont.gov/support/ser

vice_desk/Landesk_main/Landesk 
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LOGIN TO LANDESK 
 

 

• Go to https://itsupport.vermont.gov if 
your domain is VSMS, TAX or AHS. 
o Your Windows login credentials will automatically pass through to LanDesk, and 

it should log you in automatically 

 

• Go to https://itsupport.vermont.gov/logon if 
your domain is different from above 
(example LABOR, DFR). This is an explicit login. 

o Use your email address as your user name to logon to LANDesk. 

 

• NOTE: To access LANDesk Support from a remote location, 
connect via VPN or Citrix first. 
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https://itsupport.vermont.gov/logon


 LANDesk Home Page 
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Dashboard Request Statuses 

Common Dashboard Status Definitions 
 

• Open – The incident/request has been created and 
is waiting for an analyst to be assigned. 

• In Progress – an analyst is assigned and working on 
the issue. 

• With Customer – the analyst has asked for more 
information;  the ticket is waiting for a reply or note 
from the requestor. 

• With 3rd Party – ticket is waiting for an outside 
vendor or 3rd party to complete some work before 
analyst can finish with the ticket. 
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 Request Support 
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Save & Close, Save or Cancel 

When finished with the form, the requestor will have 

the following options;  

  

  

8 

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. Click Continue to get back to 
your homepage dashboard. 

  

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. 

  

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

  



Actions after Submission 
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You will receive an email referencing the 

ticket number once the ticket has been 

assigned. 
 

 

 NOTE:  If you submitted the ticket for another user, the user will 

receive the email from LANDesk, and the ticket will show up 
on their dashboard – not yours.  They will be responsible for 

working with the analyst in regards to the submitted request for 

support. 
 

 



Interaction with Ticket 

Interaction via email: 

The requestor can reply to the email at any time and it will be 
added to the “notes” section of the request. 

 

 

 

 

 

Email subject line 

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.  
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 Add a CC Recipient 

Add an Attachment 
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Interaction within Ticket 

Add Note 
• Perhaps to ask a question or provide further information needed to 

the ticket, use the “Add Note” action.    

    

  

 

 

From the “Actions” sidebar, choose 

“Add Note”. 

  

  

 

 

Enter the details, then “Save and close” 

  

  

    

  

 

 

Click “Save and Close” to return to the 

“dashboard”. 

  

  

12 



Interaction with Ticket 

More Information Needed: 
An analyst may ask you for more information. You will receive an email. 

This will change the status of the ticket in your Dashboard to “With Customer”.  

This means they are awaiting for a response from you before proceeding. 
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The request will have a status 

of “With Customer”. 



 Locked Ticket 
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This message indicates that the ticket is being viewed by 

someone else and they have it “locked” so no edits can be done.  

Please make sure that you “save & close” or “cancel” out of a 

ticket when you no longer need to be in it.  DO NOT just “X” out 

as that will leave it locked by you. 



Submit a User Account Request 
 

 

Walk through filling out the Request Support form 
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Ticket Resolution/Closure 
Under Queries 
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You can view closed tickets by hovering over Queries 
and then clicking on “My Closed Activity” 



Ticket Resolution/Closure 
List of tickets appear 
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DO NOT SUBMIT –  

User Account Requests 
• DO NOT Submit User Account Requests by using Request 

Support 

• The Request Support form is not to be used for “new hire” 
accounts, transferring employee accounts, changes to 
permissions and accesses of accounts, terminating 
employee accounts.   

• These account actions are handled in a different 
module of LANDesk that require authorized requestors to 
put in the request.  

  

• If you feel you should be identified as an Authorized User 
Account Requestor, please contact your supervisor or 
the DII Service Desk to get additional information. 
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Information –  

Questions/Report Issues 

 

 

DII Service Desk: 

• After 12/1/2014…Put in a request support ticket regarding the 
issue. 

• Email:  :  SOV.LANDeskGoLiveIssues@state.vt.us 

• Call 802-828-6620, option 1, or toll free 1-855-828-6620, option 1 

• Training Documents: 

http://dii.vermont.gov/support/service_desk/Landesk_main/L
andesk  
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