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Introduction

The information in this user guide provides an overview of the MN.IT Mall and helpful tips for navigating
the site and finding what you need. The MN.IT (pronounced like "minute") Mall offers a convenient way for
our customers and staff to order and manage services, submit service requests, report incidents and get
technical support.

Managing IT services is a complex operation that may involve many tasks from different support groups
to accomplish a single request. The MN.IT Mall Online is powered by a sophisticated tool that manages
the entire process, from submission to resolution. This allows us to provide more efficient, timely service
resolution for our customers.
Authorized users of MN.IT Mall
MN.IT Services provides technical support for authorized customer groups, including:

o MN.IT Services’ agency-based help desks

e |T administrators who provide local support for a MN.IT hosted service

e Agency-based ClOs and other executive leadership

e |T Directors

e Purchasing Managers

e Telecom Coordinators

e MN.IT Services employees

o Customers of MN.IT Services and support
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Accessing the MN.IT Mall Online

Requirements for using MN.IT Mall Online

e HTTP Version 1.1 required
e Adobe Flash Player 10.1.82.72 or higher is required
e For optimal browser colors in system forms, set the color depth to at least 24 bits
o Disable pop-up blockers: If pop-up blocking is enabled for your browser, some features in the
Request Entry console will not function. For optimal viewing and functionality, either disable pop-
up blocking or modify the pop-up blocker setting to add https://*.onbmc.com to the exception list.
o Browser compatibility
o  While aspects of MN.IT Mall Online may function correctly with other browsers, the site
has been tested with, and is fully supported for, only the listed browsers. *
= Mozilla Firefox version 3.6 or higher
= Safari version 4.0.5 or higher (minimum Macintosh OS X 10.5)
= Microsoft Internet Explorer IE 8, IE9 or IE10. To enable compatibility mode in
Internet Explorer:
1. Click Tools.
2. Choose Compatibility View Settings.
3. Verify that the "Add this website" field contains https://*.onbmc.com
4
5

Click the Add button.
Click Close.

Log In

1. To log into the MN.IT Mall, visit the MN.IT Services website at mn.qov/mnit (pictured below left)
Click on the link Visit the MN.IT Mall Online--Report an incident or request services.

2. Click on the Access MN.IT button to enter the MN.IT Mall Online (pictured below, right).

E————rY G wms .

The MN.IT Mall uses a robust method of authentication and authorization that is based on your assigned
user group role. Most users will be authenticated automatically, and will not be prompted for a user ID or
password. However, if you are a new customer, you’ll need to contact the MN.IT Service Desk to set up
an account. You can find instructions and frequently asked questions on our website:
http://mn.gov/oet/service-management/faqg.jsp



http://mn.gov/oet/
http://mn.gov/oet/service-management/index.jsp
http://mn.gov/oet/service-management/faq.jsp
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Navigating the MN.IT Mall

The Request Entry console provides an easy-to-use user interface with three main categories:

e Shop or Request: Order services and browse all the available services.

e Support: Report a service outage, interruption, or something that is “broken”.

e Questions or Pricing Requests: Get information or a quote for products or services.

o Feedback or Suggestions: Offer general feedback.

Through this console, you can also manage your submitted requests and incidents (create, view status,
update, or cancel) and customize your viewing preferences.

TIP: Click on Sub-Categories to get a high-level list of categories. Remember, since the MN.IT Mall
is based on your role and authorization, your view may be different from that of another user.

The Shop or Request category

Use this option to order new services or make changes to your existing services.

‘Welcome, Test7 User

e——
p ) o’ = Show | All j Qy
1 13w ||¥) 1-30f471
All Categories ‘ J 1

=4 Hosling on a new Windows server
,g Shop or Request Sub-Categories » Request ID:  REQ000000061661
submitted:  4/2/2014 9:26:45 AM
@ suport SubCateantie) : Test7 User
Completed

Reopen | Request Again | Details

) Questions and Pricing Requests
o Feedback or Suggestions

Available Requests On-board a Staff Member
Request ID:  REQ000000061659
Access to Qutlook ' Submitted: 4/2/2014 9:00:52 AM
i For: Test? User
ACF2 Logon IDs Access to Outlook Status: Initiated

Synchronize Microsoft Outiook with an individually owned mobile

Activate New BlackBerry 9 Description: Request Again | Cancel | Details
device.

Add Firewall Rule
Hosling on a new Linux server

ASAP-IT Request ID:  REQ000000061656
Submitted: 4/2/2014 8:11:10 AM

Audio Conf Offerings “ ¢4 Add to Favorites | |35, Request Now For: Test7 User

Status: Cancelled

Request Again | Details

Backups-add new server
Billing Address Change
Billing Questions
BlackBerry Wipe

Cell Phones

Change Email List Service
Charge Number Request
Classic Voice Offerings
Clone e-Report.

Clone e-Report Recipient
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The Support category

This is how to report something that is “broken” and needs to be fixed: a service outage or interruption, if
you have a problem or need support.

ERequest Entry Console ... * ‘
File Edit View Favorites Iools Help

VINTII@]..Y-\ | R—

Show | )|

Jf 13- () 1-30f471

All Categories

= ing on a new Windows server
() shopor Request -Catego Request ID;  REQUO00DDOE1661

Submitted: 422014 9:26:45 AM

@ Support n it For: Tesi7 User
9 Status: Completed

Questions and Pricing Requests Reopen | Request Again | Details
O Feedback or Suggestions

Available Requests On-board 3 Staff Member
Request ID:  REQDO0000061659

Access Incident . Submitted:  4/2/2014 9:00:52 AM
For: Test7 User
1

Access to MN.IT Mall Access Incident Status: Tnitiated
Application Incident Description: Request Again | Cancel | Details
Report an outage, interruption, if something is broken or other
Audio Conf Incident problem,
Hosting server
Billing Application Incident Request ID:  REQDO0000061656
Submitted: 422014 §:11:10 AM
For: Test7 User
: Status: Cancelled
CPRS Incident R ‘ | -
Database Incident

Connectivity Incident ¢ Add to Favoriles | |52 Request Now

Disk or Drive Incident
Distributed Storage Backup Incident
e-Licensing Incident

Email Incident

Mobile Device Incident
Network Incident

Password Reset
Reports/Monitoring Incident
RoD Access/Permission Issues
Router Incident

Sequrity Menitoring Outage

The Questions and Pricing Requests category

If you have a question about services or need more information about Voice, Conferencing, e-Licensing,
Enterprise IPT, Hosting or Storage service, use the Questions option.

File Edit View Favorites Tools Help
VINIE@ Y-\ ——

Request Service
e ~ I Show | Al
{ W \

ol 13> |[2) 1-30fa71

Request Entry Console ...

All Categories
Hosting on a new Windows server
Shop or Request Sub-Categories » Request ID:  REQDO0000061661
| Submitted:  4/2/2014 9:26:45 AM
=l Sub-Categories For: Test7 User
Questions and Pricing Req: Status: Completed
Reopen | Request Again | Details

Feedback or Suggestions

On-board a Staff Member
Request ID:  REQD00000061659

Classic Voice Information . Submitted: ~ 4/2/2014 9:00:52 AM
For: Test7 User

Conferencing Information Classic Voice Information Status: Tnitiated
e-Licensing Information @ Description: Request Again | Cancel | Details

Aval Requests

Request service information or quote for classic voice services.
Enterprise IPT Information
Hosting on a new Linux server
Hosting Information Reguest ID:  REQ000000061656
Submitted:  4/2/2014 8:11:10 AM

Storage Infarmation "5 Add to Favorites | |s&y Request Now For: Test7 User
Cancelled

Request Again | Details
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The Feedback or Suggestions category

Offer general feedback on respective process, related procedures and/or supporting modules.

[ Request Entry Console .. % | | |
File Edit View Favorites Tools Help

MNIT@) MALL s e .
St ‘Welcome, Test/ User

Request Service My Requests
e ) Car Show | Al | ;
— e \
] 13 -|[r) 1-30f471
Hosting on a new Windows server
Shop or Request Sub-Categories Request ID:  REQO00000061661

. Submitted:  4/2/2014 9:26:45 AM
Support Sub-Categories » For: Test7 User

Status: Completed
Reopen | Request Again | Details

All Categories

Questions and Pricing Requests

Available Requests On-board a Staff Member
e Request ID:  REQO00000061659
Feedback or Suggestions Submitted: ~ 4/2/2014 9:00:52 AM

: Test7 User
Feedback or Suggestions : Initiated
Description: Request Again | Cancel | Details
Offer general feedback on respective process, related procedures

and/or supporting module in BMC Remedy OnDemand (RoD). Hosting on a new Linux

Request ID:  REQD00000061656

Submitted:  4/2/2014 8:11:10 AM
“ 5 Add to Favorites | |38, Request Now ‘ For: Test7 User

Status: Cancelled

Request Again | Details

Tips and shortcuts

Search

Use this shortcut to find what you need. Enter the search term and click on the magnifying glass.

[ Request Entry Console .. # | | |
Eile

Edit View Favorites Tools Help

@ ViewBroadcasts () Approvals
Welcome, Test7 User

Request Service My Requests
< (s Show | All -|l{Q¥
.@ : . " « | . [-]
1 1-3~| b)) 1-30f471
All Categories S

_ Hosting on 2 new Windows server
()  shopor Request Sub-Categories RequestID:  REQD00000061661

- Submitted:  4/2/2014 9:26:45 AM
Support Sub-Categories » For: Test7? User

Status: Completed

Questions and Pricing Requests
Reopen | Request Again | Details

Feedback or Suggestions

= On-board a Staff Member
Request ID:  REQ000000061659

Access to Outlook 4 Submitted:  4/2/2014 8:00:52 AM
For: Test7 User

ACF2 Logon IDs Access to Outlook Status: Initiated

Activate New BlackBerry 9 Description: Request Again | Cancel | Details

Synchronize Microsoft Outlook with an individually ovned mobile

Add Firewall Rule device

Hosting on a new Linux server

ASAP-IT Request ID:  REQOO0000061656
Submitted:  4/2/2014 8:11:10 AM

Audio Conf Offerings 5 Ad to Favortes | |52, Request Now For: Test? User

- Status: Cancelled

Backups-add new server

Request Again | Details

Billing Address Change
Billing Questions.
BlackBerry Wipe

Cell Phones

Change Email List Service
Charge Number Request
Classic Voice Offerings.
Clone e-Report

Clone e-Report Recipient
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Request Service
('emai\ |; | -
Knowledge Articles
No knowledge articles to display
Requests
@ Email Request @ Email Incident

Request configuration changes, information, etc. Enterprise
Unified Communication and Collaboration (EUCC) Email is
a..

Report an outage, interruption, if something is broken or
other problem.

@ Activate New BlackBemry @
BlackBerry access is an optional service within EUCC Email
which allows you to stay in touch with everything that...

Photo Request

Qutlook, Lync or SharePoint - Employees may voluntarily
choose (not required) to request that a photograph/image
of...

Delete Email List Service

@ New Email List Service @
Delete an existing list.

Enables users to send an email message to multiple people
at one time, by using a single email address. When the
email..

@ Change Email List Service

@ Mobile Device Approval
Madify the properties of an existing list.

This form should be used to request authorization to use
state email on a personally-owned or state-owned maobile...

@ Spam Filtering Service
Activate or delete spam filtering services through MN.IT
Services.

Popular Services

Located toward the top of the Request Service pane, the Popular button shows the top eleven services
users are accessing..

Request Entry Console ... ‘

File Edit View Favorites

Favorites

Tools
MNIT@) MALL oo scnes

Request Service

Help

Q)

Popular Requests
1-110f 11

@ Email Request
Request configuration changes, information, etc. Enterprise
Unified Communication and Collaboration (EUCC) Email is
3

Access Incident
Report an outage, interruption, if something is broken or
other problem.

ACF2 Logon IDs
Step 1 of 3 - For Users Requesting ACF2 Logon IDs: To
request a new mainframe security logon id, change...

Modify SRM

This request is to be used by the MN.IT Central
management team to build upon the functionality or
enhance items within...

Laptop Incident
Report an outage, interruption, if something is broken or
other problem.

UWCCICAT Access
UWEC and CA7 Access Request - this request links you to 2
"third party” hyperlink and will be fulfilled OUTSIDE OF
THE...

There are two ways to add a “Favorite”™

1. Browse for the service using the blue slide ruler in the “Available Requests” section, then click

. Favorites ~

‘Welcome, Test7 User

Show | Al ¥

Application Support
Application support request.

@ Application Incident
Report an outage, interruption, if something is broken or
other problem.

€ Access to MNIT Mall
Reqguest access to the MN.IT Mall - create a new Remedy
onDemand prafilefuser.

Cell Phones

View cellular equipment and service plans. The State of
Minnesota maintains standard contracts with three vendors
to...

@ e-Licensing Information
View information regarding Occupational and Business
Licensing also known as e-Licensing.

< 13w |[») 1-30f471
Hosling on a new Windows server
Request ID:  REQUO0000061661
Submitted:  4/2/2014 9:26:45 AM
For: Test? User
Status: Completed

Reopen | Request Again | Details

On-board a Staff Member

Request ID:  REQ000000061659
Submitted: 4/2/2014 9:00:52 AM
For: Test7 User

Status: Initiated

Request Again | Cancel | Details

Hosling on a new Linux server
Request ID:  REQUQ0000061656
Submitted:  4/2/2014 8:11:10 AM
For: Test7 User

Status: Cancelled

Request Again | Details

“Add to Favorites”—you’ll see a star appear in the top right corner of the service pane.
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B Request Entry Console .. % | | |
flle

Edit View Favorites Iools

VNG — s —

‘Welcome, Test/ User

Eoe——
: : e m <] av
ol 13v|[2) 1-30f471

Hosting on a new Windows server
Shop or Request Sub-Categories Request ID:  REQU00000061661
- Submitted:  4/2/2014 9:26:45 AM
@ Support Sub-Categories For: Test7 User

‘) Questions and Pricing Requests Status: Completed
O Reopen | Request Again | Details

Help

All Categories

Feedback or Suggestions

Available Requests On-board a Staff Member
Request ID:  REQD00000061659
Access to Outlook Submitted:  4/2/2014 9:00:52 AM
For: Test7 User
ACF2 Logon IDs Access to Outlook Status: Initiated

Activate New BlackBerry Description: Request Again | Cancel | Details

Synchronize Microsoft Qutlook with an individually owned mobile

Add Firewall Rule device

Hosling on a new Linux server
ASAP-IT Request ID:  REQD00000061656

Submitted:  4/2/2014 8:11:10 AM
Audio Conf Offerings R Auid o Favosites ’ 2, Request Now For: Test7 User
— Status: Cancelled

Backups-add new server . Again | s
Billing Address Change

Billing Questions
BlackBerry Wipe

Cell Phones

Change Email List Service
Charge Number Request
Classic Vaice Offerings
Clone e-Report

Clone e-Report Recipient

Request Entry Cansole ..

Tools Help

MNIT@ MALL rorcorsar e

Eile Edit Mew Favorites

4 13- |[2) 1-300471
Hosting on a new Windows server

Shop or Request Sub-Categories ¢ Request ID:  REQO00000061661

_ Submitted: 4/2/2014 9:26:45 AM

Support Sub-Categories » For: Test7 User

Questions and Pricing Requests Status: Completed

Reopen | Request Again | Details
Feedback or Suggestions

On-board a Staff Member

Request ID:  REQO00000061659

Access ta Qutiook Submitted:  4/2/2014 9:00:52 AM
i Test7 User

ACF2 Logon IDs Access to Outlook : Initiated

Activate New BlackBerry Description: Request Again | Cancel | Details
Synchronize Microsoft Outlaok with an individually owned mobile

Add Firewall Rule device.

on 2 new Linux
ASAPIT Request ID:  REQDOO00D061656
Submitted:  4/2/2014 8:11:10 AM
Audio Conf Offerings 3 Add to Favorites ‘ |55 Request Now | For: Test? User

- Status: Cancelled

Backups-add new server

Requost Again | Details

Billing Address Change
Billing Questions.
BlackBerry Wipe

Cell Phones

Change Email List Service
Charge Number Request
Classic Vaice Offerings
Clone e-Report

Clone e-Report Recipient

2. Search for the service and hover over it until the details for that request are displayed, then click
“Add to Favorites”—you’ll see a star appear in the top right corner of the service pane.
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Request Service
( email L ) -
Knowledge Articles
No knowledge articles to display

Requests
Em. =,

@ Req| @ Email Request rruption, if something is broken or
Uni

a.

@ AcH | Request configuration changes, information, etc. Enterprise Unified
Blad | Communication and Collaboration (EUCC) Email is a powerful collaborative tool | Lpgint - Employees may voluntarily
whi] |that helps employees communicate effectively, be more productive and succeed | ltg request that a photograph/image

in meeting their missions. A centrally-managed system frees up valued resources

within an organization that were previously spent running individual email

@ systems and brings standard email operations and state-of-the-art enterprise

Nev lrice:
to all cust b
| 5ECUrTEY to all customers
em;
e ——
@ Chango Email List Service 6 Mobile Device Approval
Modify the properties of an existing list. This form should be used to request authorization to use

state email on a personally-owned or state-owned mobile...

@ Spam Filtesing Service
Activate or delete spam filtering services through MN.IT
Services.

The services you tagged with the star will now display when you expand your “Favorites” list (pictured
below).

B3 Request Entry Console .. * |
Fle Edit Vew Favorites Tools Hep

ICEEDTNOTNY - 2-5- @

‘Wokcome, Test7 User

Show [ a1 =l a
. 3= [t) 1-3ctan
Hoating on  now Windoves:
Request ID: ~ REQUOOOOO0G1661
47272014 9:26:45 AM
TostT User
Questions and Pricing Requests Completud
Reopen | Request Again | Detads.

Feedback or Suggestions

= Skl Mermi
Request ID:  REQUO000061658
Submitted:  4/2/2014 8:00:52 AM
For: Tesf7 User

ACF2 Logon 105 Access to Outlook Status: Initisted

actiate New Blackemy Roquost Again | Cancel | Detadle

Description:
«
prrp—— Smdvonce Micrcsoft Qutiook with an individually ovned mobile

Hoabing on a new Linux
ASAP-IT Request ID:  REQDO0000061656
Submitted:  4/2/2014 B:LL:10 AM

For: 17 User Access to Outlook
Status: cancelled hroni f Outlook with dividuall d mobil

; T Syn; ronize Microsoft Outlook with an individually owned mobile
Billng Adéress Change evice.
Bding Questions Request Now | Remove
BlackBerry Wipe
CellPhanes Email Request
Changs Email List Service Request confi ion changes, inft ion, etc. Ents
Charge Mumber Request p— Unified Communication and...
G Request Now | Remove
Clone e-Report.
Clone e-Report Recipient.

Autio Conf Offerings 5 Add o Favores | |2, Reqvest Now
Backups-add new server

10
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Submit a Service Request

1. Click on the Request Now in the service pane.

B3 Request Entry Console .. ‘ ‘
File Edit View Favorites Tools Help

MNITE@ MALL oo v

‘Welcome., Test7 User

Show | All j Q¥
il 13| ) 1-30f471
All Categories l 8D

= Hosting on a new Windows

()  Shopor Request Sub-Categories RequestID:  REQD00000061661
Submitted:  4/2/2014 9:26:45 AM

@ Support Sub-Categories » For: TestT User

Status: Completed

Reopen | Request Again | Details

d  Questions and Pricing Requests
()  Feedback or Suggestions

Available Requests On-board a Staff Member
Request ID:  REQO00000061659
Delete Email List Service Submitted:  4/2/2014 9:00:52 AM
For: Test7 User
Delete e-Report Recipient Email Request Status: Initiated
Delete Firewall Rule Description: Request Again | Cancel | Detals
Request configuration changes, information, etc. Enterprise Unified
DNS Request Communication and Collaboration (EUCC) Email is a powerful
collaborative tool that helps employees communicate effectively, be
more productive and succeed in meeting their missions. A centrally-
managed system frees up valued resources within an organization

Hosting on a new Limux server
Request ID:  REQO00000061656
Submitted:  4/2/2014 8:11:10 AM

that were previously spent running individual email systems and For: Test7 User
Status: Cancelled

Doc Form for CA-7 Job

Doc Mgmt Incident

Doc Mgmt Support brings standard email operations and state-of-the-art enterprise . .
¢ o security to all customers. Request Again | Details

EDMS Doc Repository

e-Fax Services
~ 5 Add to Favorites 5% Request Now

e-Licensing

Email Request .

Enterprise IPT Service Offering

Failities Request
Hardware De-install
Hardware Install

Hosting on a New Server

2. The Provide Information screen opens. Provide the information needed in the form—bold type
signifies required information.

3. You can add an attachment, such as a spreadsheet or screenshot, to provide any details.

4. Click Submit. If you do not have all the information needed for the request, you can save the
information you’ve already added by clicking Save as Draft. You can easily find it later in the My
Requests pane of the Request Entry console in the Drafts folder.

11
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Customizing your MN.IT Mall preferences

You can customize the default appearance of your MN.IT Mall Request Entry console:

B Request Entry Console .. ‘ ‘ |
File Edit View Favorites Tools Help

MNIT©) MALL oo s

Jl
All Categories
= teg Hosting on a new Windows server
= Shop or Request. Sub-Categories Request ID:  REQ000000061661
. Submitted:  4/2/2014 9:26:45 AM
Support Sub-Categories » For: Tesi7 User
Status: Completed

Questions and Pricing Requests
Reopen | Regquest Again | Details

Feedback or Suggestions

Available Requests On-board a Staff Member
Request ID:  REQU00000061659
Access to Outlook 4 Submitted:  4/2/2014 9:00:52 AM
For: Test7 User
ACF2 Logon IDs Access to Outlook y Status: Initiated

Activate New BlackBerry 9 Description: Request Again | Cancel | Details

Synchronize Microsoft Outiook with an individually owned mobile

Add Firewall Rule device ) .
Hosting on a new Linwx server

ASAPIT Request ID:  REQO00000061656

Submitted: 4/2[2014 8:11:10 AM

Audio Conf Offerings “ 45 Add to Favorites | |5 Request Now For: Tesi7 User
- Status: Cancelled

Backups-add new server Request Again | Detils
Billing Address Change

Billing Questions.

BlackBerry Wipe

Cell Phones

Change Email List Service

Charge Number Request

Classic Voice Offerings.

Clone e-Report

Clone e-Report Recipient

User Preferences x
Service Request Management User Preferences

User Name Test? User UserID domainituser

Lastlogin  4112/2014 7:23:52 AW Email test 7.user@state mn.us

General Settings

Submit Confirmation - Time Zone tAmerica/Chicago j
Initial Console View * - Accessible Message | No Action j
User Locale Popular Services Accessible Mode Default j
Service Categories
Broadcasts (clear)
Broadcast Auto Popup * Ne j

My Requests

Show * All j
Recently Closed Requests * ::‘ Days j (Show Requests Closed in the last_. )

Save Close

The following instructions can get you started.

Click on the gear icon in the upper right hand corner.

Click on Preferences.

Expand the Initial Console View field.

From the Initial Console View field in the General Settings area, select whether you want the
Popular Services or the Service Categories view to appear the next time the Request Entry
console opens.

i

5. Other fields within the User Preferences screen can be set however you prefer.

o

6. Click on Save. Your changes will take affect the next time you log into the MN.IT Mall.

12



MN.IT SERVICES Using the MNLIT Mall Online — MN.IT Customer User Guide

Configuring the application for accessibility
users

Accessibility readers can use keyboard and screen-reading software, such as the JAWS for Windows
screen reader from Freedom Scientific, to read the Request Entry console. To set your accessibility
options, contact the MN.IT Service Desk so they can configure your AR System User Preferences,
choosing one of the following accessibility options:

e Accessible Mode — Screen Reader / No Vision.

o Accessible Message — All Actions.

13
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Tracking your service requests

1. From the My Requests pane of the Request Entry console, click anywhere within the Show field
to select which type of service requests you want displayed: All, Open and draft requests,
Requests needing attention, Recently closed requests, Requests closed since last login,
Closed requests.

[ Request Entry Console .. *| | |
File Edit View Favorites Tools Help

VINL@ YY1 ——

Request Service

All
All Categories Open and draft requests
3 N Requests needing attention
A She est Sub-Categ
“; op or Requ v ores b Recently closed requests
@ Support Sub-Categories » Requests closed since |zst login

9 Questions and Pricing Requests (C(\f:[t: requests

)  Feedback or Suggestions

A Requests On-board a Staff Member
Request ID:  REQO00000061659
Access to Outlook . Submitted:  4/2/2014 9:00:52 AM
For: Test7 User
ACF2 Logon IDs Access to Outlook Status: Initiated

Activate New BlackBerry Description: Request Again | Cance! | Details
Synchronize Microsoft Outiook with an individually owned mobile

Add Firewall Rule device.

Hosting on a new Linux server

ASAP-IT Request ID:  REQDO00D0061656
Submitted:  4/2/2014 8:11:10 AM

¢ Add 1o Favorites | |+, Request Now For: Test7 User

Status: Cancelled

Audio Conf Offerings

Backups-add new server

Request Again | Details

Billing Address Change
Billing Questions.
BlackBerry Wipe

Cell Phones

Change Email List Service
Charge Number Request
Classic Voice Offerings
Clone e-Report

Clone e-Report Recipient

2. Click on the Details link for more information about your request.

B8 Request Entry Consale...
Fle [dit View Favortes ool Help

MNIT(@) MAL

‘Audsa Conf Offeings
Backups-3dd naw sarver

%5 Request Mow

Biling Address Change

Change Emai Lit Service

Charge Number Request
Classic Voice Offenngs.
Clane e Regort

Clane e-Report Recgient
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3. The Details tab shows the general information and the activity log. The Activity Log area is where
support staff will record all activity for this specific request. If there are no entries in this section,
you can contact the MN.IT Service Desk to find out the status of your ticket.

" Request Details x )

@Mdiﬁnnz\ Defails | Process View |

Draft Waiting Approval

General Information

Request Status:
D: REQO00000061661
Title: Hosting on a New Server
Submit Date: 4/2/2014 8:26:45 AM
Actual Completion Date:  4/2/2014 9:28:36 AM
Requested By: Test7 User

Completed (Successful)

Requested For: Test7 User

Company: MNIT Services

Phone: 651-123-4567

Email: test7.user@state.mn.us

Initiated

In Progress

Completed

Closed

Activity Log

(status notes will appear in this section)

[<type your activity log text here>

‘<Fi\e Name>

Request Again Close

Print

4. The Additional Details tab shows the responses entered into the form and approval history.

muﬁﬁmmna\ Detalk ).—.n.ggm.

Question Responses
Agency® : HNIT Services
Contact Name® : . Smith
Hostingon a
New Server

Detallsof request®: | have aacheda spreadshes ghing
stails of My requst

Date Needed* : 04142018

‘Additienal Information:

Services

OSucenseTypes:  Windows
UpiDown Alert

apply) *

Support Level®
Billing
Information

Full Managad Servar Support

or Charge

MNIT Senices

Request Agan Close

Approval History

(approval Nistory wil appear in this section)
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5. The Process Overview tab shows the stages of your request: Planning, In Progress, Pending,
Bypassed, Cancelled, or Completed.

T —r
Details  Additional Details{ Process View '

Process Detail for PM:REQ:MAN_NewHostedServer4 | Properties
Process Step
Process: Hosting on a new Windows server
Status: Resolved
Click on the process step Status Description; ~ Work has been completed.
to see what work order /
incident or change
request was generated
Fulfillment Details
Application: Work Order Application
1D: A Wo0000000028809
Summary: ST el VWindows server
Status: Completed
Status Reason: Successful
[ ing [ InProg g |© Bypassed | C E c Variables
Ej Process Process Group
Request Again Close Print

TIP: Managing service requests
o The Request Entry console provides several ways to search for a request.

o |If you have a request that you submit over and over again, the Request Again option gives you
the opportunity to resubmit the request with an option of modifying your responses to prior
answered questions before resubmitting. This is a real time saver!

o There is a known application bug where the Request Again function does not work when you
have navigated to a “third party hyperlink”. BMC is working on a fix.

e Once arequest has been Closed it cannot be reopened. A new request must be submitted.
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Entering requests on behalf of other users

This feature was available in a previous version of the MN.IT Mall. However, in this version, this
task is only available for use by MN.IT Service Desk personnel. Please contact them if you need
more information.

Proper logout procedure

B Request Entry Console .. | | |

fle Edit View Favorites Tools Help

MNUIT©@) MALL i e B &

‘Welcome. Test7 User

My Requests
Show | Al j Q¥
< 13~ |¥) 1-30f471
All Categories | JL}
— Hosling on a new Windows server

Shop or Request. Sub-Categories » Request ID:  REQD00000061661

N Submitted: 4/2[2014 9:26:45 AM
Spbar Sub-Categories b For: Test? User

Questions and Pricing Requests Status: Completed
Reopen | Request Again | Details

Feedback or Suggestions

Available Requests On-board a Staff Member
Request ID:  REQD00000061659
Access to Outlook . Submitted: 4/2[2014 9:00:52 AM
For: Test7 User
ACF2 Logon IDs Access to Outlook Status: Initiated

Activate New BlackBerry 9 Description: Request Again | Cancel | Details

Synchronize Microsoft Qutlook with an individually ovned mobile

Add Firewall Rule device.

Hosting on a new Linux server

ASAPIT Request ID:  REQD0000D061656
Submitted:  4/2/2014 8:11:10 AM

Audio Conf Offerings " s Add to Favorites | |55 Request Now For: Test7 User

Status: Cancelled

Backups-add new server Recuest Again | Detads
Billing Address Change

Billing Questions.

BlackBerry Wipe

Cell Phones

Change Email List Service

Charge Number Request

Classic Voice Offerings.

Clone e-Report

Clone e-Report Recipient
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