Submitting a Help Desk Ticket

Steps for using the ServiceNow (SNOW) ticketing
system



Step 1: Login

e Navigate to https://www.tiffin.edu/its/help

e Click the link associated with Submit Support Ticket:

Admissions & Aid Academics About LifeatTU Arts Programs Athletics

COVID-19 UPDATE: All classes are online modality through end of Offi d o ilable by email or phone. Read more details. Cive to Student Emergency Fund.

Home [ Offices & Departments [ Information Technology Services | Need Help? Contact 24/7 Support

Need Help? Contact 24/7 Support

the Help Desk at (855) 6641200 click Iink to Smeit an

ITS support ticket



https://www.tiffin.edu/its/help

e Enter your full TU email address and password, then click
Login




e To submit a new ticket, click Get Help
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Get help

Browse the catalog for the items and services you need

Contact support to make a request, or report a problem.
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Step 3: Enter Information

e Enter information in the following fields

o Best contact number:
" Enter a phone number to be reached at
o Location:
" Enter campus location (office or residential)



UNIVERSITY

'T@TIFFIN

o Short description:

= Brief description of issue (e.g. Forgot Password)
o Description:

= Describe in detail the request being submitted
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Home ¥ ServiceCatalog 2 CanWeHelpYou? 3 CreateCase Search Q

Create Case

Create Case

B Addto Wish List

Please provide the following details to help us provide you assistance at the earliest.

* Best Contact Number

Required information

Location Best Contact Number
v Short Description
* Short Description




Step 4: Submit Ticket
e Click Submit

Information Technology Services

Home » ServiceCatalog » CanWeHelpYou? » CreateCase arch Q

Create Case

Create Case

Plzase provide the following details to help us provide you assistance at the earliest.

* Best Contact Number

Required information
Location Best Contact Number

Short Description

* Short Description

Click submit

Description



e This step is optional: if you forgot to add something to the
ticket, type a comment to be added in the Type your
message here textbox and click Send

Information Technology Services

- - Attachments )
To add a -~ Click Send to m
comment additional commment
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Important

e If you click Close Case, THIS WILL CANCEL YOUR ITS TICKET
o Note: if you no longer need assistance, please click
Close Case. If you still need assistance DO NOT CLICK
CLOSE CASE

Do not click Close
Case unless you
no longer need ‘ o —~
assistance -




e To logout, click your username in the upper right corner
then click Logout just below
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Email Notifications

e All parties involved in the ticket will receive an email
notification each time a comment or update is made.
o This includes ITS staff and the Central Help Desk
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Case CS0212967 opened - Test ticket > Inboxx

Tiffin University ITS Dept. <eliucian@service-now.com=>
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Your case has been created. Someone will be assisting you soon
For your reference, the Case information is:
Pt Tiffin ty
Contact: 5 Student
Case NMumber: C50212967
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Other Ticket Submission Methods

e By Phone: available 24/7
o On-Campus office or classroom phone dial *3
o Off-Campus dial (855) 664-1200
= A Central Help Desk representative will speak to you,
gather details, and submit the ticket
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e By Email:
o Email your ITS request to pctech@tiffin.edu
= This will automatically create a ticket in ServiceNow
(SNOW)
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e By Live Chat:

o Navigate to
https://webchat.ellucian.com/Ellucian.WebChat/Tiffin?queueid=Tiffin

C  # webchatellucian.com/EllucianWebChat/Tiffin?queueid=Tiffin * @0
UNIVERSITY
Chat with us
Welcome to Tiffin Chat
First Name *
Last Name *

Email Address *

Phone number *

Please enter your question here (required)



https://webchat.ellucian.com/Ellucian.WebChat/Tiffin?queueid=Tiffin

