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A.  Accessing the Requester console via WEB browser

1.  Open a new browser window on your ONE-NET workstation/laptop.  You must be connected to the DS Domain to access Remedy.  Accessing Remedy differs between NIPR and SIPR.  To access Remedy on NIPR, you must be CLO-Enabled.
2.  Copy and Paste or type the URL below into the address bar in Internet Explorer:

NIPR:  https://servicedesk.me.navy.mil
SIPR:  http://servicedesk.me.navy.smil.mil
3.  This section describes the procedures for accessing the NIPR Requester Console via a web browser.

4.  Click on the Yes button on the Security Alert pop-up.
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Figure 1.  Security Alert Pop-Up
a. Highlight your Email Certificate and click on the OK button.
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Figure 2.  NIPR Digital Certificate Pop-Up

b. Enter your PIN if prompted and press the ENTER key or click on the OK button.
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Figure 3.  NIPR ActivClient Login Pop-Up

c. Click on the OK button on the USG warning and Consent Banner.
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Figure 4 – USG Warning and Consent Banner

5.  This section describes the procedures for accessing the SIPR Requester Console via a web browser. 
a. Depending on how you access Remedy, it may prompt for a Remedy username and password login screen.

b. If you get the screen below displayed, type in your regular username (all lower-case) and your password and press ENTER or click on the Log In button.
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Figure 5.  Remedy SIPR Login Window

c. Click on the OK button on the USG warning and Consent Banner.
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Figure 6 – USG Warning and Consent Banner

d. If the Console does not open, the URL may have changed. If in doubt, contact the Service Desk.
B.  Navigating the requester console

1.  The page below will vary depending on your permissions in Remedy. All customers see these two links. The Change Approver Console link will work if you are a member of an Approval Chain (NCTS N8 Personnel).
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Figure 7. Remedy Start Page Window
2.  Click on the Requester Console link.

3.  Viewing ticket details:
a. The initial display of the Requester Console is sorted by Create Date. 

b. Requests are color coded;
· Urgent – Red
· High – Blue
· Medium – Green
· Low – Black

c. The column headings may be single-clicked to change the way the table is sorted. A second single-click will reverse the sort. This is effective for this session only.

d. The columns may be resized and reorganized and again is effective for this session only.

e. Click the Refresh button to check for tickets that have been submitted since the time that you logged into the system.

f. Logout will close your session.

Select a request and click the View button to see ticket details. The display is read-only and cannot be saved. 

The following are sample case detail views.
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Figure 8.  Help Desk Case Details (Requester Tab)
[image: image9.png]Help Desk Case

Summarys M5 Oulok-Emai Prblens IF1[=E] s [

Descrption Eisone s pofing robems v M6 Duloo._Wotstsonnane I ror e} [

Category= [Soltware ][~ owm. [MEHOODODODONMES | Closure Code [Automaticaly Closed

Typer  [Emal |[~] " Case Typex mcitent -] Escalaed? [Ye5
lom M5 Dtk [®  Seveiy BEID

Fiequester Information | Salion] Attachments|

Priority”  [Medum

Current Case Solution

Surmay  |[Test Resolton for Requester Cansale testing

[Test Resoluton fo Regester Console testing
Solian Detas

e sensrani]




Figure 9.  Help Desk Case Details (Solutions Tab)
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Figure 10.  Change Request Details (General Tab)
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Figure 11  Change Request Details (Assessment Tab)
C.  Updating My Info

1. The majority of customer information is stored in Active Directory. Certain fields contain information about customer location. Two special fields contain a 4-digit PIN and a 6 to 10 alpha characters Secret Word that is used when calling the Service Desk to unlock your account or reset your password remotely.

NOTE:  NIPR Customers that have been PKI-UBE Enabled (Smartcard required for Login) will not be able to reset your password.
2. On the Requester Console, click on the Update My Info link under the Quick Links area.
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Figure 12.  Requester Console (Update My Info link)
3. The page will display information about your account on the Customer Account Information screen.

4. Review the information on the top of the page. This information cannot be changed in Remedy. If any of this information is incorrect, contact your Service Desk and request that your information be updated in Active Directory (AD). Check this page again in 24 hours to verify the information was updated.

5. You are able to update the information in the lower half of the screen without any assistance from the Service Desk.

6. If information already exists, it is displayed. If the fields are blank, enter your Building, Room, and Floor information. If you remove data from one or more of the fields and click Submit, then you will send the ‘blank’ to the database.
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Figure 13.  Customer Account Information Screen
7. The PIN and Secret Word are used by the Service Desk to aid in resetting your password remotely. If you must use your CAC to login on NIPR, you will not be able to reset your password as your credentials are provided by your CAC and PIN.  The information in these fields is masked with asterisks.

8. Change the information and click on the Submit button. You will see a pop-up window as shown below.
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Figure 14.  Update Confirmation Pop-Up (ARNOTE 10000)

9. To print a page with your information for safekeeping, click the [image: image15.png]Print Profile Info



 button. This will show your PIN and Secret Word. You may also print this info to a Microsoft Office Document Image Writer file (.mdi).

10. If you print without updating your information first, you will see this note. It advises you that if you do not update your information by clicking Submit before printing, that you will be printing your old information.
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Figure 15.  Note to Click Submit (ARNOTE 20000)

11. If you update your information, click Submit, then click the Print Profile Info button, you will see the following note.
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Figure 16.  Note for Safekeeping of document (ARNOTE 20020)

12. This is the printout of your profile information in Remedy. Retain for your records.
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Figure 17.  Printout of Customer Profile information

13. Click the Cancel / Close button to return to the Requester Console.

D.  Confirming that a case should be closed or reopened.
1. Management values your input.  When a customer’s request has been resolved by the Service Desk, the system sends an email to the customer and provides the opportunity to take one of three actions.  The options are 1) close the case, 2) reopen the case, 3) do nothing and let the system automatically close the case in 10 days.   

2. The Status flow is shown below.  Notifications are sent to the customer as indicated below.
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Figure 18.  Status’ State Flow Diagram

3. When the ticket moves to a ‘Resolved’ status, you will receive an email similar in wording to the example below.

[image: image20]
Figure 19.  Sample Email for Ticket Resolution (example only)

4. Option #1:  Open the ticket on the Requester Console.  Take notice that one field (Confirm Resolution) is not grayed out and can be modified.  Select Close Case from the menu, and click the Save button.
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Figure 20.  Select ‘Close Case’ on Confirm Resolution Menu

5. A message is displayed requesting that you complete a survey.  Click OK to continue.
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Figure 21.  Survey Pop-up 

6. Please refer to the section for instructions on completing a survey.  

7. Option #2:  To reopen the case, select Reopen Case on the Confirm Resolution menu.  A new field labeled ‘Reason to Reopen’ is displayed.  Enter a reason why you believe the issue has not been resolved and click Save.  There is a 255-character limit for your response.  You can click on the ‘expand box’ to see the complete text of your entry.  Click OK after you have entered your reason to reopen the ticket.
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Figure 22.  Sample of the Reason to Reopen field 

8. When a reopened ticket is saved, the status is set to ‘Assigned’ and the person who resolved the ticket is notified that the case has been reopened.  The information that you provided in the Reason to Reopen field is automatically entered into the ticket for the support staff to take action on.

9. Option #3:  Take no action and the ticket will automatically close in a preset number of days.  When the ticket status is ‘Closed’, you will receive an email asking that you complete a survey.

E.  Completing an open survey

1. Management values your input and this survey is the opportunity for a customer to provide feedback.  

2. An email is sent when a customer’s ticket is moved to the ‘Closed’ status.  This email contains a link to the Requester Console.  A second link to an optional NETWARCOM survey is included if you desire to provide additional feedback.
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Figure 23.  Sample Body of Email Message
3. On the Requester Console, a table labeled ‘My Open Surveys’ shows the surveys that are ready for the customer to complete.  Once completed, they are automatically removed from the console.  Click the Respond button to complete the highlighted survey.
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Figure 24.  Identify a Survey to Be Completed
4. The questions you see may vary from the sample below.  Click Save when finished.  You may click Close to fill the survey out later but doing so will not save any entries you have made up to this point. The form will be cleared.  

5. The Rating fields are required to be filled-in with a value between 1 and 10 (10 is the highest) before the survey can be saved.  Comments are optional.  You can click on the ‘expand box’ to see the complete text of your entry.  You may enter as many characters as you need into the Comment fields.
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Figure 25.  Completed Survey

6. Click Save to complete the survey and return to the Requester Console.

7. Upon return to the Requester Console, take notice that the Survey just completed is no longer in the ‘My Open Survey’ table.
F.  Creating an Internet Favorite

1. After the console appears, then click on the Favorites dropdown menu.
2. Select Add to Favorites.
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Figure 26.  Adding Remedy Start Page to IE Favorites

3. Provide an appropriate name such as Remedy Start Page.
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Figure 27.  Add Favorite Pop-Up

4. Click OK.

5. Select Favorites on the menu bar.  Navigate to the link that you just added and click on it.

[image: image29.png][

e T i : e
e oo 228 * S S S s Sve sl Sve sl Sem
e s 53 v 5 E
) rrone
v

[P
s t—"
&) s

&

o e e o e B R T

i g sy

S com vt v




Figure 28.  Opening Remedy from Favorites

6. Follow the login instructions in Paragraph A above.

