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1 Introduction:

Self Service System provides a consistent user interface where you can request a service or
report an issue to FAHR related to the services utilized by their entities/themselves.

The system is aligned with the latest ITIL v3 standards, which are associated with FAHR
environment in order to manage the submitted requests efficiently with respect to the request
lifecycle

The main goals of implementing and launching the Self Service System are:

a) To improve the efficiency of FAHR support operations by:
= Signing SLA’s with the entities whom utilizing FAHR services.
= Reducing the response and resolution times of the received Requests.
= |ncreasing the FRR (First Request Resolution) rate of the received Requests.

= Eliminating number of received repetitive Requests.

b) Thus, to increase customers’ experience and satisfaction.
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2 Re

quest Entry Console:

The Req

uest Entry console provides an easy-to-use interface in which you can:
Search the service catalog.

Create, view, update, or cancel your service requests

View the status of your submitted service requests.

Enter requests on behalf of other users.

Additionally, the Request Entry console shows the most popular service requests to reduce the
time that you spend browsing the service catalog.

2.1 Log

in Page:

You can

To Logi

1
2
3.
4

access the system through your internet browser:

n to Self Service System:

Enter the link in your internet browser.

Enter your Email Address in the User Name field.
Tentatively, enter “123” as a default password.

Click Login Button.

BMC Remedy Action Request System

Please log in.

User Name

Shmesofare

User Guide —
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2.2 Home Page:

This section describes the areas of the Home Page of self-service portal and the features
and functions that you can access from them.

The following figure illustrates the functional areas of the Home Page of the Self Service System:

A -0

WEICOME, 15yl iy

IMy Requests

Open and draft regquests j Qx

[ R YT

Request Vacation
Request [y REQDO0000000S06
Submitted: 12/31/2013 10:02:07 &M

Request Service

C o) .

L Popular i Browse )

Setting user preferences is a snap!

There are several areas you can personalize by clicking the
W gear icon in the quick at:[on baf on the top l:(ghr ofygur
Preferences . screen and selecting Preferences from the menu. You can set
your initial console view and the behavior of Broadcast
alerts. In addition you can set the default filter for your
submitted requests and how much historical data will be

shown.

Far: S| g
Status: In Progress

Cancel | Details

Personal Computer (PC) Issue
Request [Dv - REQDO0000000S03
Submitted: 12)31/2013 9:42:57 AM
Far: S| g

Status: In Progress

'On Behalf Of...
—
(_Seard Approval Central =

Cancel | Details

o009

Personal Computer (PC) Issue
Request [Dv - REQDO0000000S02
Submitted: 12§31/2013 9:05:40 AM

Popular Articles Popular Requests

o Request Vacation Far: eS| s

Status: Submitted

Cancel | Details

Zn Request a Hew Computer
U

Personal Computer (PC) Issue
Request [Dv - REQDO00000O00S0L
Submitted: 12§30/2013 3:36:53 PM
Far: | o

Status: Submitted

]_;._,3 Personal Computer (PC) Issue

Cancel | Details

. test

The following table describes what you can do in each of the functional areas:

Functional Area Purpose

Menu Bar

Home Button Takes you to home page

Question mark (Help) | Help — Click this link to view online help.

Give Feedback — Click this option to submit your comments and
suggestions.

Complete Survey — Click this option to respond to surveys. For more
information about surveys.

Gear (Settings) Preferences — Click this option to modify your console settings
Approvals — Click this link to view a list of individuals who must
approve your requests

On Behalf of — Click this option to search for users on whose behalf

you can allowed to submit requests.

Down Click this icon to log out of the Request Entry console
Arrow (Logout)
Refresh Updates the console with the latest information.
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My Requests

Show

Functional Area

\ Purpose
This area contains the “Show” field , which enables you to filter the
service requests records in the requests table:

= All Open Requests- All open requests submitted by you.

= Draft Requests — All draft requests.

= Requests Needing Attention - all requests needs input from
your side.

= Recently closed Requests — All recently closed requests.

= Requests Closed since Last Login — All closed requests since last
time you logged in to system.

= (Closed Requests — All Closed Requests

Requests List

This is a list of requests that you submitted and, if any, requests that
were submitted on your behalf by another user. By default, the system
shows requests that are in the Open or Draft status, along with their
request ID, submitted date, and status

Activity Log

when you are viewing your service requests in the Request Entry
console, you can add summary information or an attachment to the
activity log to provide more information about the service request

Functional Area
Search

Request Service Section

\ Purpose
The Search field enables users to find matching requests and
Knowledge Base articles using the type ahead functionality

Popular Services

This selection lists popular requests in your organization. These
requests are added automatically, based on how many times users
submits a request during a specified period of time.

Browse Catalog

show all services categories

Popular Articles

This is a list of the eight most popular Knowledge Base articles that are
used to troubleshoot problems. This list appears only if the
administrator has installed BMC Knowledge Management.

Popular Requests

This selection lists popular requests in your organization. These
requests are added automatically, based on how many times users
submits a request during a specified period of time.

User Guide —

Page 7 of 30




ﬁ' \i “H..
N

United Arab Emirates

Federal Authority For Government Human Resources

ay0ghall dgpill algoll dyalaill digl g’

3. Managing Service Requests:

3.1 Selecting a Service Request through Self-Service (Request Entry):

You may use one of the following methods to find the service to request from the Request Entry
console, and then “Click” the “Next” and “Previous” buttons (if shown) to view all the available
requests.

a) Review the popular service that is listed on the initial page.
Request Service

d B —— mmm
'\._ \l_] - (" Popular iz Browse )

Setting user preferences is a snap!

There are several areas you can persenalize by clicking the
<bmesoftware

gear icon in the quick action bar on the top right of your
e screen and selecting Preferences from the menu. You can set
—
On Behalf OF...

vour initial console view and the behavior of Broadcast
,: seard a I Central | [@) alerts. In addition you can set the default filter for your
— y— submitted requests and how much historical data will be
shown.

o000®

Popular Articles Popular Reqguests

_ Request Vacation

| Z» Request a Hew Computer
ug

| Z» Personal Computer (PC) lssue
ey

test

For each service that appears you can also click:

= Add to Favorites or Remove Favorite: To add or remove the service from
your favorite list. Your favorites appear first in the Popular Services view of
the Service Request Console.

= Request Now: To Submit new request on this service

User Guide — Page 8 of 30
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Welcome, el pau

Request Service

'-My Requests

(
L

Bn

)

b)

All Categories

Personal Computing Request 1Dt REQOO00000000506
- Submitked: 12/31j2013 10:02:07 AM
Oracle Sub-Categories » Far: e
.;¢ Omnist Status: In Progress

I Available Requests
Personal Computer (PC) Issue .

Cpen and draft requests j Q¥
<] 1-4 v |[r) 1-40fB

Request Vacation

|_\) - (“' Popular

i Browse

Cancel | Details

Personal Computer (PC) Issue
Request ID;  REQOO0O00O000S03
Subrmitted: 12[31j2013 9:42:57 AM

Far: LIV 3]
Status: In Progress

Personal Computer {PC) Issue

}_" Description:
a Report Issue with Personal Computer

Cancel | Details

Personal Computer (PC) Issue
Request ID:  REQOO0O0000Q0S0Z
Submitted: 12/31/2013 9:05:40 AM
Far: ol poow

Status: Submitted

Q Add 1o Favorites |.y"° Request Mow:

Cancel | Details

Personal Computer (PC) lssue
Request ID;  REQOOO00O0OO0S01

Enter a search term, and click the magnifying glass:
For example, if you have an “issue in printer”, you shall type in the search field “Issue
with Personal Computer” and click search button:
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Request Service

P I
| Personal Compter | k - (" Popular

Knowledye Articles

Browse )

Personal Computer

Requests ¢

| Z» Personal Computer (PC) Issue
Report Issue with Personal Computer

c) Browse Catalog :
Click on “Browse” button on the home page and then all the services that you are
authorized to view will be populated:
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Welcome, ¢yl s

'My Requests

Open and draft requests j Q ¥
ol T4 x| [») 1-40i8
Request Vacation

Request Service
‘:_ |_\/] - (“' Popular

All Categories

i Browse

]

)

Personal Computing Request ID: REQO00000000S06
- Submitked: 12/31/2013 10:02:07 AM
Oracle Sub-Categories » For: el 3o
.g¢ f—— Status: In Progress

Cancel

Details

I Axailable Requests

Request a New Computer .

Request Yacation Request a New Computer

}—___' Description:
- Request a new laptop or deskfop, standard or

consultant fengineering configuration.

Personal Computer (PC) Issue
Request ID:  REQOOO000000S0Z
Submitked: 121312013 9:42:57 &M
For: LI R

Status: In Progress

Cancel | Details

Personal Computer (PC) Issue
Request ID:  REQOOO000000S0Z
Submitted: 12{31/2013 9:05:40 AM

Far: Syl pnin
Status: Submitted

5 Bdd to Fevorites | |y Recuest Mow

Cancel | Details

Per=zonal Computer (PC) Issue
Request ID:  REQOO0000000S01
Submitked: 121302013 3:36:53 PM
Far: Syl pnw

Or you may click on “Browse Subcategories” to view all services categorization.

After having the list of service requests under your selected category you shall “Click” on the
icon or the name of the desired a request to request it:
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Request Service My Requests

- - ™ ¥
‘\._ |_\] . (__ Popular Open and draft requests j Q ¥+

Browse

-

All Categories ! | 1-4j L) t-4afe
Request Vacation
!_,-5..' Personal Computing Request ID:  REQOO0000000S06
- Submitked: 12/31/2013 10:02:07 AM
Oracle Sub-Categories » For: el 3o
'.g‘é f—— Status: In Progress

Cancel | Details

ble Requests

Request a New Computer .

Request Yacation Request a New Computer

}1__' Description:
i~ Request a new laptop or deskfop, standard or

Personal Computer (PC) Issue
Request ID:  REQOOO000000S0Z
Submitked: 121312013 9:42:57 &M
For: LI R

Status: In Progress

Cancel | Details

consultant fengineering configuration.

5 Bdd to Fevorites |lqa Request Mow |
e—

Personal Computer (PC) Issue
Request ID:  REQOOO000000S0Z
Submitted: 12{31/2013 9:05:40 AM

Far: Syl pnin
Status: Submitted

Cancel | Details

Per=zonal Computer (PC) Issue
Request ID:  REQOO0000000S01
Submitked: 121302013 3:36:53 PM
Far: Syl pnw

a) Browse Catalog for Legal Services :

Click on “Browse” button on the home page and then all the services that you are

authorized to view will be populated:
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S IETE WO TSN N S

I A S R IR A |

A Qigilidl Gloasdl Az yall Olaskadl » oxll: App Admin
all=dlz Initiated
Fa | el
20V Qags ol wlas Six/ Jami[35Lo] pLd Committee to consider objections
" ” ' bl p3):  REQDO0D000037421
i Glgic @dlal [/ s wlb gl pes wlb uogll: dlapVl guglis o ITETTT VY T/Te01
1oVl angy al wlbs b Bisf, Lasifdsls] pes wlb Jeoslli App Admin
el Ll sz Initiated
aslloYl agpll b5 ol AR | et

Problem or update request on EPM reports £ aloanalaatal | [ fell il
ﬁ Technical issue in OLM

and dashboards walhll p8): REQ000000032964

1olsYall slélls bl ol sl JlapVl )it o Vi £ ATV 10

Lozl App Admin
aole 8aclove wlb of izl all=dlz Draft
i Complete | < |
anle dxelo wlb gl jlousiwl
el (sle dole daclun b ol jlowizol # Technical issue in OLM
eVl Lol o3, REQ000000032963
= LVl 7)o + V0TI <Y/ V=10
JolSl loazd aole 316Lus albs 3l Jlunkiol Lozl App Admin
all=l: Draft
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e gl L)y iy puaall - Q¥

14lv|[») 1-dofa7
Slatad Lile el itk g el
wallall o8yt REQO00000045263
IR N RS S LB (R FARTA SR |

Jaozll: App Admin
allzllz Initiated
el | dusi
Wy 3 g alb Agilall Ol iV sde 3,01 Commitﬁee to consider objections
lbll e3;;  REQO0D000037421
SlolaoVl a8 il i) wuogll: LMl ol o YTIETIVY 1Y V/T 1
ﬁ. ail> wgS) anpll @8gn (sde Lyl pig Jolgall lgid oo 338 sLisil a3 Jaozll: App Admin
W LSV s S s ps akplls degSadl cribes g Joy iz Initiated
AV Ayl 3jlgell Ol Lk soljligll nabse Salas sl slad) | duciic
s Lauds alicandl dungSadl &nsloVl clp=dl nibgag disiadl
=% 395 ¢p0 dtagll Lou ¢ @leiwndl &bVl olpsel) duyainl 5 jlgall
AokiVly pilgllly eyl ool 1aidl ole Slpmell ol daclose E,]" Technical issue in OLM
GogSoelly adibolly )il 3)lgells dilezell wllall p3;)  REQO000D00032964
JLwVl aylis o *TioZ:)+ =3T/V e 10
Jaozll: App Admin

o sl lsds )L all=iz Draft
Complete | =& |

Ef' Technical issue in OLM
wdlall 08): REQO00000032963
Lo Ml Fugb: o =T:oT:ET ~T1T/T 10
o=l App Admin
all=liz Draft

Complete | s |

Or you may click on “Browse Subcategories” to view all services categorization.

After having the list of service requests under your selected category you shall “Click” on the
icon or the name of the desired a request to request it:

arogiall & piull a)lgoll aphidl aigll

Federal Authority For Government Human Resources

I_E_-— s __co
EEID

1-40f47

Glazid Aals 5arlens call gl el
bl p8y: REQO00000045263
Jlaay¥l s p =E11T0 ~E/1 /T

Jeosllz App Admin
al=l; Initiated
S | fudic
U5 gy db Augilall Sl cw ¥l sl 3,01 Commitﬁee to consider objections
bl 030 REQO00000037421
lalgoVl b bl aizl gl LVl gyl VTIETIYT 1Y 5/7 1
ﬁ. aal> 0gSd angll gigo e Lpxl )l o5y Jolgdl Olgid o sac sLauil 3 Jeosllz App Admin
W L LY L s e e Aiglly AngSodl niben cur bog sz Initiated
az=iVg dpindl 3 lgall Ogila) Lab wolljoll ibgs alas ol o | st

AW (i Alizounll dy0gSaall &bVl wlpodl nibgeg dyipill

8 553 o dtpll Loy ¢ LAz wadl &nbaWl olpsdl &yal 5)lgall

anbily pilgllly Sleppdizll palull Ldill sle Slpadl dlli daclse Bf’ Technical issue in OLM

dogSa=lly addanlly .yl 5)lgells dalezall k)l p3:  REQD00000032964
JLw VI &lin o #TeE1 e < AIT/T 10
ozl App Admin

all=dl: Draft

5 il |8y dasl it

Complete | st |

EI’ Technical issue in OLM
bl p8y: REQO000000032963
oo ¥l Al e =TIOTIET VATV 00
. Laosll: App Admin
al=l: Draft

Complete | ¢ |
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After selecting the type of request to be submitted, you shall fill-in all the needed information
(mcIudmg attachments) and then “Click” “Submit”. For example:

JgVI pwsMI®
Al panl™
Wbl (semall®
Asnizll™ v
s HYI 25ull* [ |
lpll p8," 0()

| yzinl] wislpdl ps,* 0()
Agall goi* -
Joall Gg=* . m
SLwsiw Yl ggi™ -

Sl ¥l Gai™

woladall Lol sl
eblel oolad o
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3.2 Submitting a Service Request

After selecting the type of request to be submitted, you shall fill-in all the needed information
(including attachments), and then “Click” “Submit”. For example:

Reguested By |yl i it Edit |
Feguested Far sl et Emsil

Reguired Completion | E

Attachments: O

Computer Type*

-

Who is computer for?* " myself ™ Other employves

Please enter the details of your
request.®
Priority*

Mew Question

SLmImSEEY Save As Draft Submit I
- -

Note: If you are not sure you have all the needed information, click “Save as Draft”. The request
appears in the list of service requests in Draft mode.

3.3 Viewing your submitted Service Requests:
You can review a list of your service requests; a summary of their details; the activity log and
their status levels. You can view requests by selecting the status from the “Show” field (for

example, All Open Requests). In addition, each entry shown in the table of requests shows its
relative status in the status bar.
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To View Your Service Requests:

1. From the My Request Section of the Request Entry console, click a link in the Submitted
Requests area:
= Needs Attention.
=  Drafts.
=  Since Last Visit.
=  Open Requests.

2. Then, Select a service request:

The table and status bar summarize details about the service request , for example all
Open And Draft Requests as shown below

Welcome, ol pau

Request Service My Requests
C Y . NEEEE— R
14 v|[») 1-4016

Request Wacation
Request Il REQOO00OO000S06
Subritked: 12/31j2013 10:02:07 &M

i Browse

= Popular

The star icon marks your favorite requests!

- For: wEpnmll
A Do you play favorites? Skabus; In Progress
Marking a request as a favorite makes it easy to locate quickly. cancel | Details
& 3 After opening a request, click on the Add To Favorites icon at the
bottom of the panel and that request will be marked for future Personal Computer (PC) Issue
_ Request ID:  REQOOO000000SO03
use. The Favorites dropdown at the top of the main panel Submitted: 12/31/2013 34257 &M
3 e expands to show all of your favorite reguests, which can be Far: il i
@ Request Now 114 % Skakus: In Progress

opened, added to your cart or removed directly from the list. .
Cancel | Details

(1 1 1 ]

3. Then, click “Request Details”:
The form appears in Details mode. You can view information about the service request
(for example, its request ID, its status, submits and required dates, and so on).

3.4 Service Request Life Cycle

Once you submit your service request an incident will be created and assigned to the
appropriate group based on the request classifications. You may otice the following statuses
through the service request lifecycle:

a) Submitted: The Incident has been submitted but not logged yet in the System.
b) Logged: The Incident has been logged (created) in the System.
c) InProgress: The Incident has been picked-up by a support staff to work on.

d) Completed: The Incident has been resolved.
3.5 Adding an Entry to the Activity Log:
When you are viewing your service requests in the Request Entry console, you can add a
summary information or an attachment to the activity log to provide more information about
the service request.
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To add an entry to Activity Log:
1. Inthe My Requests Section of the Request Entry console, click the Open Requests link.
2. Select a service request from the list.
3. Enter text in the “Notes” field.
4. To add an attachment, perform the following steps:
= C(Click the folder next to the Attachment field.
®*  From the Add Attachment dialog box, browse for an attachment.
= Click OK.

= You can add only one attachment for each activity record, but the service
request can include multiple activity records.

=  To clear an attachment that you just added, click the Remove File icon.

5. Click Add. The activity log entry is added to the service request.

Request Details *x

Details: | Additional Detailzs | Process View |

Draft ‘Waiting Approval Initiated ( In Progress Completed Closed
General Information
Request Status: In Progress Am“"ty Ll:lg ]
ID: REQOOOOO0000503 .
1/7/2014 12:27:55 PM ; Syoell woow (appadmind
Title: Personal Computer (PC) Issue
Request Coordinator: Mary Mann abc
Submit Date: 12312013 9:42:57 AM & bopular.png
Required Completion:
Requested By: WSyl i .
Requested For: syl yyeim 1/7/2014 12:27:31 PM | Showll poow (appadmind
Company: Calbro Services Fameer
Phone: EE L
Email:
<type your activity log text here= o
& [File Name=
Cancel Reguest Cloze Print

3.6 Creating a Request On Behalf of other Users:
You might create requests on behalf of other users as the following:
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1,

1. Open the Request Entry console (Home Page).

2.

From Menu Bar select setting button then click “on Behalf of”.

<bmesoftware

Preferences

Reguest Service

IVMy Reguests

On Behalf Of...

3.

4.

Open and draft rel

(EEA|D)

Request Wacation

Request ID:  REQOOQODDO000SO0E
Submitted: 12J31/2013 10:02:07 &M

Far: 1Syl ynow
Skatus: In Progress

= Popular #f Browse

Approval Central

I

Accessing information is as easy as 1-2-3

All from your home screen!
There are many ways of navigating your way around the SRM
home screen, for example:

Cancel | Details

@ Easily take action on previously submitted requests Personal Computer (PC) Issuc

Request ID;  REQOOOODOD00S03
@ Quickly scan the list of most often added requests Submitted:  12/31(2013 9:42:57 AM
© Knowledge articles allow you to find answers on your awn ;E;Eus: I"snﬁglrjéss
Cancel | Details

Just to name a few!

From the On Behalf of Selection form, enter search criteria, and click “Search”.

From the list of available users, choose a name, and click Select.
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| On Behalf Of Console X _
| <<bmcsoftware

Search Criteria 1
Organization Information Location Information
Company | ﬂ Region | j It
Crganization | j Site Group | j |
| )
| Department | j Site | j |
| Person Information
€
First Mame | Employes ID | 4
Last Mame | 1
Full Mame |
|
Search Clear |
€
Select a user to act "On Behalf O 'j
13 entries returned - 13 entries matched
[Remedy .. Full hame | Company  Department Organizat,.. Region  Site Group | Site __ Corporat... | Com... |3
|
Allen Allen Allbrook Calbro Service Customer Ser Information Te Americas United States Headoguarters 123 )
Bob Bob Baxter  Calbro Service Customer Ser Information Te Ameticas United States Headguarters
Francie Francie Staffc Calbro Service Customer Ser Information Te &mericasz United States Headguarters 444 *
Hans Hans Mueller  Calbro Service Human Resou Europe Amsterdam  Amsterdam S g
lan lan Plyment  Calbeo Service Customer Ser Information Te Ameticas United States Headoguarters
jevad CEPEURTFEY Calbro Service Benefits Human Resou Americas United States Boston Suppo bt
Joe Joe Unser Calbro Service Human Resou Americas United States Headouarters ]
Manuel Manuel Ramire Calbre Calbro Services Human Fesou Americas United States Headguarters -
[ TN W= hann Calhrn Service CLstamer Ser Infarmatinn Te Americas Linterd States Headnarters -
Select
_ Ciose |

5. Create a service request. When you act on behalf of another user, your view of the
Request Entry console is
as if that user is logged in to the system. You see their open requests, their most
popular services, and so on.

6. When you finish, click On Behalf Of Self. The Welcome message in the Request Entry
console returns to its default mode

3.7 Closing a Submitted Request:
When a request status is changed from In Progress to Completed, and in order to close it please
provide in activity log information to the concerned user to close the request.

NOTE: after specific time period the request will be closed automatically.

3.8 Filling out the Service Survey:
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You are notified through an email to respond to a survey after your service request is marked
“Completed”. Each service request generates a separate survey. To respond to a survey:

1. From Menu Bar of the Request Entry console, click “Help Menu” then complete survey.

2. Select a survey, and click “Respond”.
3. Enter your responses to the statements:

Select a Survey from the list, then complete and submit it.

Survey For I |Add user access to network { REQ000000007594 ) j I
Question 1 Vas the service provided timely?
Lowest Highest
Rating: D 1020304058060 70809010
l Comment: ‘ =
i Question 2 Was the problem solved to your satisfaction?
i Lowest Highest
Rating: B 192030405060 708293810
Comment: ‘ =
Question 3 Was the technician knowledgeable?
' Lowest Highest
Rating: B 102030405060 708093810
{  Comment: ‘ =
Question 4 Was the technician courteous?
Lowest Highest
Rating: B 102030405060 70809810
Comment: ‘ =
Submit and Close this reguest | Submit and Reopen this reguest Close

4. Perform one of the following actions:

a. Click Close the service request to save your answers and complete your service
requests.

b. If you are no satisfied with the actions performed on your service request you
can reopen the service request again.
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c. Click Submit.

4. Providing Suggestions to FAHR:

As your opinion is highly appreciated to FAHR, you are encouraged to provide your feedback and
suggestions by:

1. From the menu bar of the Request Entry console, click Help menu Button then GIVE

FEEDBACK.
Feedback

Submit Feedback | Previously Submitted Feedback |

You can offer suggestions to the SEM administrators about the Reguest Entry console. Far example, you might think the
guestions in the Provide Information stage were too vague. You might suggest that your administrator creste & brand-new

service for the Hat List, for example, Reset password. Finally, you can offer general suggestions about the overall usefulness
of the Service Request Management application.

Feedback

Category * | j

Title * |

Suggestion * ‘

Save

Cloze

From the Suggestions form, select a category for your suggestion (e.g. Common
Requests or Metrics).

3. Enter the Title and the Suggestion to create your suggestion.

4. Click Save.
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5. To view your suggestion, click the Previously Submitted Suggestions tab.

5. Setting Request Entry (Self Service) Preferences

When the Request Entry console opens, you can determine the following:

= Default console settings, which you can use to determine the console view that appears
initially (for example, submitted Requests).

= Display of service requests (for example, All Open).
= Requests closed since the last time you logged in to the Request Entry console.

= Reset password.

= View your profile in self-service portal system.

To set your preferences:

= From the Request Entry console, click Preferences.

User Preferences x

Service Request Management User Preferences

User Mame ol User IO appadmin

Last Lagin 1762014 12:59:36 P Email

General Settings

Submit Confirmation j Time Zone |
Initial Console View * Popular Services j Acceszsible Message |No Action
zer Locals en_U5 ﬂ Accessible Mode |Defau|t

)

Broadcasts
Broadcast Auto Popup * Mewer j
My Requests
Show * |Open and Draft Regquests j
Recently Closed Requests * i:' ﬂ |Da\;s j (Showy Recguests Clozed inthe last... )

Save Close

=  From the “Submit Confirmation” list, select the option you prefer:
o Yes = A confirmation dialog box will appear when you submit a request.
o No = A confirmation dialog box will not appear when you submit a request.

=  From the “Initial Console View” field in the “General setting” area, select whether you
want the Popular Services, Service Categories, or Submitted Requests view to appear
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when the Request Entry console opens. The default setting is Submitted Requests.
When you click the Home button in the Request Entry console, you return to the view

that you specify here. If there is no setting, the Home link returns you to the Submitted
Requests view.

Modify The Preferred Language and select console Language (Arabic, English). Please
note that you need to re-login to change the language.

6. Search Knowledge Base

This section describes a new feature which is the knowledge base functionality.

The knowledge base contains useful solutions for various types of issues and other information
that might help you to complete your work.

The powerful of the knowledge base that you can find the resolution or the required

information by yourself without calling/submitting the request for IT support and wait their
action which will reduce the time to resolve your issues.

The knowledge base allow you to search for the useful information that is required for you
before submitting your request to the IT support, its available on the Self Service console.

Accessing the knowledge base search form:
To search the knowledge base follow the following steps:

1- Login to the Self Service system normally using the URL

2- Inthe search box type your keywords for the search and check the search knowledge
base checkbox and click on the search icon.
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Request Service

kissue|

Knowledge Articles

@ Hetwork printer issue
Metwork printer issue

Printer is not printing
Instructions for resolving Printing problem Please follow these
steps to resolve this issue

Requests

~

*Report issue with printer
Use this service reguest definition to report an issue you
hawve with a locally attached printer or network printer. ...

Telecommunications Issue
Report & Telecommunications Issue with your desk phone,
woice mail, or mobile divice.

L!_-_i

3- The knowledge base search form will display and will list all records that matched your

search keywords.

@

* Use this to report any type of IT izsue, unless there is a more

Browse )

< Favaorites " Popular H

Printer Issue
Printer Issue

Order processing screens not display...
izszues with some systems. If you feel that you are
experiencing problems with Concur, please follow

MOre. .
Report an Issue

specific catalog entry available (e.g. for printer,...

Email Service is Down
Report an issue that the email service is down.
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Request Service

issue-|

Knowledge Articles

@ Network prindagi
Metwork printell issue I
L

Printer is not printing

Instructions faor resolving Printing problem Please follow these

steps to resolve this issue

Requests

*Report issue with printer

Lse this service request definition to report an issue you
have with a locally attached printer or network printer....

& Telecommunications lssue
Report a Telecommunications Issue with your desk phone,

woice mail, or mobile divice.

e Report an Issue
* Use this to report any type of IT issue, unless there is a more

Report an issue that the email service is down,

. Favorites - (“' Popular

Prints
Printefllssue

Browse )

Order processing screens not display...
issues with some systems. If you feel that you are
experiencng problems with Concur, please follow

more..

specific catalog entry available (e.q. for printer,...

Email Service is Down

4- Select the article from the list of the articles in the search results form to view the full

details of the article.

5- The article form will display and show the article details.
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Tie [nand quantty =| Aticen  [kBA00000701 verson 1|
Content ‘ Details |
How To
Question Hiw to create HQ report ﬂ
Answer 1- from the left navigatio pane click on reports ﬂ
2- Select HQ link and click Ok
3- Run the report and export it to your PC
Technical Notes ;il

| Use | Feedback | Email‘ Closel

Working with knowledge base articles:

When you find the article which contains the useful information that you are looking for you can

do the following actions:

=>» Use the article: find the resolution or the required information and click Use.
=>» Provide feedback: send your feedback on the article to indicate whether it’s useful or

not.

=>» Send the article by email: you can share the resolution or the information provided in
the article by sending it by email to your colleagues in order to be used by them.

To Use the article follow the following steps:

=  QOpen the article as mentioned before.

=  Find your required information and click Use to indicate that you used the article.

User Guide —

Page 26 of 30




.

=
i \9 hy

Y] o WU
1} {
|/: ”““{%i
United Arab Emirates

Federal Authority For Government Human Resources

ULy o) N

&y0g5all il 3ylgoll &alaryl dfgll g’

Ttle [nand quanty [=] aricen  [kBAC000O701 verson 1|

Content | Details |

How To
Question Hiw to create HQ report ﬂ
Answer 1- from the left navigatio pane click on reports ﬂ

2- Select HQ link and click Ok

3- Run the report and export it to your PC

The resolution or the
rovided information

Technical Notes 1

Click to indicate that
you used the article

Feedback | Emaiil Closel

To provide your feedback on the article follow the following steps:

=  Open the article using the mentioned procedure before.
= To the bottom of the screen click Feedback button, the feedback dialog box is display.
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How To
Question [iw to create HQ report (& httpy/degsevicedesk.dubaigov. ".’cacheid:,s---n=' h ‘»Feedback(sdilsi...
Feedback
Anser « festl Rating®
: }gg% Feedback Details
Feedback Dialog Box
Submit Close
Technical Notes.
Click
Advanced View Use Feedback Email Close | Additional Cate
=  From the Rating dropdown list select value for your feedback.
Feedback
Rating* v
Feedback Details 1 -Not Usable =
2 - Poor: Inaccurate
3 - Fair: Insufficent
4 - Good: Usable but needs improvement
5 - Excellent: Effective and accurate
Submit | Close I
= Type any additional details in the Feedback Details text box.
= Click on submit to send your feedback.
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Feedback

Rating*

Feedback Details

| suomt || cose

3 - Fair: Insufficient

| would appreciate if you add more details about the confirmation message

details

To send the articles by email follow the following steps:

=  Open the article using the mentioned procedure before.

= To the bottom of the screen click on Email Button, the email message form is display
and the email subject will be filled automatically with the article number and email
body will be filled by the article URL.

: Last Name+
Question [Hiw to create HQ report
|| setect current Assignee |
Search | View
0 entries returned - 0 entries matched Preferences v | Refresh
Answer « test First Name: Middle Name | Last Name * Login ID Business Phone Nu... | internet E-mail
« test2
» test3
Email Information
Internet E-Mail* [ [=]
Insert Current Field Value
Email Subject Line* [knowledge Articie KBA00D00701 (=] | into Emaillfessage Body
= Email Message Body* nttp:/iservi dubai.goy msg dubaigo || =| Status.
Email Message Form v
eid=KBA000000000701 Summary
Details
B et File Name File Size | Attach Label
(LmRt Aaciemt) Email Attachment
flechokalikies Add Send Email Now 1=J
n Click to send the article M
email

[ dovncusven | vae | rossonsr [eomr ] cone | mssmonmcmerea
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= |nTo field type the receiver email address. To add more than one email address you
“.,n

have to separate the emails with semicolon “;” = for example:
ahmad@fahr.gov.ae;feras@fahr.gov.ae;ali@fahr.gov.ae

= (Click send email now button to send the email.

Note: the receiver must have access to Self Service system in order to view the article.

7. Submitting a Service Request by Email

You can submit the service request through email by following the following steps:

1- Open your email and send email to adminbmc@fahr.gov.ae

2- in the subject type “Open Call”
3- in the email body enter the request / issue description
4- click send to send the request
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