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Viewing an Existing Ticket

1. From the NU Service homepage, select ‘My Tickets'. This will display as default, your active
tickets.

My Tickets

Check your ticket status

Review your submitted issues and requests.

2. Select the ticket that you would like to view or update. This example relates to a ticket (ID number
1001649) raised to the ‘Campus Password Reset' category.

#1001649: Campus Password Reset 2 minutes ago/ Est 1 doy
Submitted
For Campus account password resets

3. The screen will look similar to this:

< My items Details Shows the original r_equest
— . 4 Reset that has been submitted
. Campus Passwor ese!
For Campus account password resets NOtes ShOWS ahy notes added
by the customer or NUIT,
DI Notes(1)  Attachments (0) as well as the option of
adding a note
e Attachments Shows any attachments
oy ey added by the customer or
This can be o personal or role account. NU|T' as Wel.l. as the OptiOﬂ
* please confirm your 0191283 4567 of adding an attachment
contact telephone number:

To Add a Note

1. Click the Notes tab. The screen will look similar to this:

‘ < My items

#1001649: Campus Password Reset
For Campus account password resets

DIECI Notes (1) [EE (D)

|
[
\

Service Request created
Service Request created for category: Campus Password Reset, for user

nkd26 07/14/2021 4:42 PM
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2. Click Add Note and enter the additional details.

DIEEIN Notes (1) El ()

Add Note

Can you please advise a new password asap. Thanks

Service Request created

Service Request created for category: Campus Password Reset, for user

nkd26 07/14/2021 442 PM

3. Click Submit and the note is then added to the ticket.

< My items

#1001649: Campus Password Reset
For Campus account password resets

DI Notes (2) el ()]

Can you please advise a new password asap. Thanks

nkd26 07/14/2021 4:47 PM

Service Request created
Service Request created for category: Campus Password Reset, for user

nkd26 07/14/2021 442 PM

Add an Attachment

1. Click the Attachments tab. The screen will look similar to this:

< My items

#1001649: Campus Password Reset
For Campus account password resets

DG CIPAN Attachments (0)

Add Attachment

2. Click Add Attachment. You are then prompted to browse for an attachment.
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< My ltems

#1001649: Campus Password Reset
- For Campus account password resets

DECTSEN NN Attachments (0)

@ Open X
* <« H\ > Aidan > SMO > Tasks v O Search Tasks P
Organise v New folder = v [N o
W This PC A Neme - Date modified TyvH
» 3D Objects RequestOfferings 11/07/2021 13:11 Fild
. Archive UserGuides 14/07/202114:37 Filg
= Desktop %] Bluescreen 13/05/2021 13:01 JPg
4 Downloads
9 HA
d Music
~ NUIT Share
& Pictures
ServiceDesk
& Videos
Windows (C:) il 5
File name: || | |AiFiles v|
e

3. Select the file that you want to attach and click Open. The attachment is then uploaded to the ticket.

Ticket Status

14 My Items

Details

Add Attachment

=L, Bluescreen.JPG

(s}

#1001649: Campus Password Reset
For Campus account password resets

NI VARN Attachments (1)

The tickets listed within the My Tickets area will have a status assigned to them.

Active

The ticket is with a member of NUIT for action.

Enhancement

This ticket is with a member of NUIT for action but due to it's nature,

Waiting for 3 Party

NUIT are awaiting on information from a 3 party to resolve/fulfil the
ticket.

Waiting for Customer

NUIT are awaiting on further information from the customer.

Resolved

The issue/problem has been resolved by NUIT. The ticket will remain
in this status for x days and will convert to closed.
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NUIT have resolved/fulfilled the ticket to the satisfaction of the

Closed
customer.

Fulfilled The request has been completed by NUIT. The ticket will remain in this
status for x days and will then convert to closed.

Cancelled The customer has indicated that they no longer require the request or

the incident has been resolved itself without the support from NUIT.
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