W? Shared Services

W2 SHARED! SERVICES! IS DELIGHTED! TOI ANNOUNCE A NEW.
JOB SYSTEM EORIICIFSERVICES: .. \W2SS.SERVICE-NOW:.COIVI

This new system aims to deliver a more visible and collaborative interface
between us and our customers, and provide vastly improved intemal
manageability of jobs for ICT Services. This means improvements to
operational efficiency and enhanced customer communications.

*x TRY IT NOW! = https://w2ss.service-now.com
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W2 Shared Services

W?2 Shared Services
ServiceNow Job System Info

Getting Access to the System

In the Start Menu / All Programs:

P8 Adobe Acrobat Distiller
E Adobe Acrobat X Pro
Adobe Creative Cloud
Adobe Reader X1
W Desktop Gadget Gallery
&) EyeSpeak 3
(=2 Internet Explorer (64-bit)
(= Internet Explorer
il| Microsoft Excel 2010
|0 Microsoft Qutlock 2010
(W] Microsoft Word 2010
[Et Paint.NET
W WE ServiceMow (Log alob)
] Windows DVD Maker
B2 Windows Fax and Scan
 Windows Media Center
@ Windows Media Player
£ Windows Update
i KPS Viewer

. 1-Zip

1  Back

arch nrograms and files 0 |
arch programs and files

Logging In!

In your Browser Favourites:

File Edit View

Add to favorites...
Add to Favorites bar

Organize favorites...

Favorites Bar r
w W ServiceNow (Log a Job)

TF KARERF

At the Desktop:

Intranet & W2 Website Links:

ICT Services links from WelTec, Whitireia and W2
intranet sites will be updated to link through to the
new system.

User name: Simply use your normal Computer Login and Password!

Password: If you are on a shared or classroom computer, please remember to UNTICK the
“remember me” box! - You should only use this if you are on your own computer (or

I | Remember me your own office machine, if you are a staff member).
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ServiceNow Job System How-To W?2 Shared Services

The Homepage

This is the page you will see when you login (though we may have put some helpful text at the top for the first month or twol!).

Togale Navigator

<
List and Form
View

&

T
Documents

Mm

All Bookmarks

Bookmark and
pane-based Ul
heip

‘WZ

{7 Type ﬁ“ef text = Log a Job wit Knowledge Search

Self-Service Advanced
P — LOG REQUES REPORT FAULT  SERVICE CATALOG FEEDBACK s
* Service Cala|og News

* Knowledge

* My Active Jobs

* My Watched Jobs

Impersonating: Bert Muppet *

* My Profile

My Open Jobs

@ Number v Category Short description
[@ JOB0010361 Network Assistance with Android Setu

Adobe Reader Software Installation

[® JOB0010353 Software Rt

O
O
[ @ JOB0010322 Audio Visual ~Classroom Projector Issues
O

[T+ wsws]

A quick explanation of the functions and area’s on this homepage screen follows. We have numbered each item and marked it on
the screenshot above:

O
&
@
O
©
@

Clickable buttons to take you directly to the most commonly used forms:

= Log a Request — General request when there is not a specific form in the Service Catalog

= Report a Fault — when something just is not working as it should!

= Service Catalog — contains a number of specific forms for things such as events setup, access requests, software
requests etc.

= Feedback form — If you have feedback you would like to communicate regarding our service or have a general
guestion, please use this form

Search the Knowledge Base, just type a keyword in here and push enter (or click the magnifying glass). For example if you
type ‘wireless’ in here, it will bring up any articles where wireless has been referenced (with the most popular ones over
time moving to the top!)

News — Important information (such as planned outages) or new Services (such as new Wireless systems), will be posted
here. This box ‘scrolls’ through all the information if there are more notices than can fit!

My Open Jobs — This section will display a list of all the open jobs that you currently have with ICT Services. You can click on
the job numbers in this list to open up the jobs, check on the status, or provide us with an update!

Self Service — This is the main Menu system where you can access everything within the System:

=  Get back to the Homepage (option 1 above)

= (o to the Service Catalog which contains all the specific job logging forms

= See the list of Active Jobs that you have logged with us

= .. orsee the list of jobs where you are on the Watchlist! (much like being cc: ed in an email — see page 6)

The Shortcut Bar — You can drag and drop things onto this big grey bar — useful for forms you use a lot or a job you want
to keep a close eye on!
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ServiceNow Job System How-To W?2 Shared Services

Viewing or Updating a Job

When you click on a Job number in your list of Active Job or Watchlist Jobs (see later on this page), the job sheet will open up and
you will be able to view the details. The job details page will look much like the following:

Number JOBDD11724 Your Job Opened 05/11/2014 17:24:39
number, a
Requestor Bert Muppet 5] useful Closed
reference to
Affected know if you Location
Bert Muppet
Contact - need to call
us! State | In Progress ¥
C’Dnﬂgur?tt;ﬂ Q The Status of your
Job
Watch list & L
descri?igﬁ Event Technical Assistance Request
The Job Short Description is much like
Description the “Subiect” line in an email SjEs

Event name = Special Presentation from Visiting Lecturer in C103 on Thursday
Start date = 06/11/2014 13:30:00 - End date = 06/11/2014 14:30:00
Projector = true, Laptop = true, Audio = true
Event Details = | will also require internet access for the Visitina lecturar Thank-vnil
Here is where you can type additional information if you Y
Additional comments &5 wish to update ypurjob with furth.er details, or pgrhaps if OF
you would like to ask a question about your job

=  Click Update or Save if you have entered further
information (Update will close the Job Screen and
return you to the Job List)

= (Click Resolve Job if the Job is no longer needed

Adding others to the Watchlist

The Watchlist on a Job is much like adding people to the CC of an email. If you add other staff to the Watchlist of your job, they
will also receive the email updates from us, and they will be able to see this in the Job system when they log in themselves!

To add people to the Watchlist, just click on the LOCK button: ~ Watch list E] i

1 Once unlocked, you can simply begin typing the staff member’s name into the second
box. (This is predictive and names will begin to appear as you type).

Once you have selected them they will be added to the box at the top.
Watch list If the person you wish to add is not a WelTec or Whitireia staff member, you can still
- add their email address to the third box. They will then receive any email updates
about the job, even though they cannot log into the system themselves — this is

particularly useful for students or visiting academic staff

= When you are finished, lock it back up! o
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W2 Shared Services

Knowledge Arficles

We already explained about searching for Knowledge from

the Homepage, back on Page 3, and that’s a great quick way to find

information we might have in the system, on a particular topic.

However you can also just click on Knowledge in the left menu to have a look through the various articles of information:

| Q Advancad saarch

i Knowledge Base

General

General FAQS (W2) 24/10/2014
Password Self Reset (W2) 15/09/2014
CQluick Access to Sub Folders (W2) 1408/2014

Miew gl items

Applications and Systems

Mailbox permissions: Full Access, Send As and Send  28/10/2014
on Behalf (W2)

Cutlook Junk Email Filter (W2) 281002014

Alt Key Commands (W2) 13092014

\iew sl terns

Telephony
& Mobile Billing Information (WelTec) 30/08/2014
‘& How to Make a Video Call Using Lync (WelTec) 16092014

\iew sl terns

Mobile Devices

Configuring an iPhone, iPad or iPod for accessing 27/10:2014
your wark mail (WelTec)

_ﬁ' ‘Wireless Internet for BYOD Devices (Whitireia) 19/10/2014

'_t Accessing Remote Desktop from an IPad (Whitireia) 22092014

Miew sl iterns

The Search function is still there at the top! But this allows
see the full list in each). Where information may only be re

Subject, otherwise all (W?) articles should provide informat

Giving us Feedback on Knowledge

The Knowledge area is a particular aspect of this system, w

assist with this, each Article (once you open it) has a Feedb

a Was this helpful?
Feedback: @ Yes No

Not rated

Desktop
Keeping Your Desktop Clear (W2) 15/09/2014
Microsoft Office Document Recovery (W2) 1509/2014

Miew all itenns

Printing and MFDs

@] Scanning to your Home Folder (Whitireia) 28/09/2014
How to Scan to Email (Whitireia) 16/08/2014

Miew all iterns

Classroom Technology (AV)

ICT Aspects of Event Management (W2) 20/10/2014
Health Faculty Simulation Suite (Whitireia) 25/08/2014
Audio Visual Self Help (WelTec) 15/08/2014

Miew all iterns

Known Error

Adobe Premiere Unsupported Compression Type 16/09/2014
Error (W2)

Misw sl temns

you to see the categories of Article available (and click View all Items to
levant or applicable to a particular client we have noted that in the

ion for both!

Information

hich we are very keen to expand and ensure it is kept relevant. So to

ack section at the bottom:

Here you are able indicate whether the Article and information was
helpful, give it a Rating out of 5 stars ... or you can open the Feedback
box and type in feedback commentary on the article. Simply click

Submit Feedback when you are done!
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ServiceNow Job System How-To W?2 Shared Services

The System on Mobile Devices & Tablets

The ServiceNow system is designed to run on Mobile Devices and Tablets ... and the look and feel of the system is different on
those devices as it is designed specifically for smaller screen sizes!

Mobile Phones

Your Mobile Phone interface for the system will look much like the following, the menu will be accessed via the top left icon that
looks like three parallel lines (see highlight in screenshots below).

v [ htps//w2ss.servicen [@ 3 O [ htps//w2ss.servicen: [

servicenow

Login
Recent Lists
Incidents. Active = true, Caller = Bert huppet
# Remember me Recent Documents

=Ty woblle Billing Information (WelTec)
Knowiedge - KBODI D139
Wireless Internet for BYOD Devices (Whitireia)
. ka0

Knowiedge - KBOD100 .
Acoessing Remot

Accessing Remote Desktop from an IPad (Whitireia)

Tablet Devices

The view on your Tablet devices will looks much more like the normal computer version you will be used to, however it does still
utilise the pop out menu accessed via the parallel lines.

' ServiceNow X
6

G B https://w2ss.service-now.com/$tablet.do w 4

servicenow #

'Z' ) Self Service Refresh 5minutes v
v  Self-Service Welcome to the ICT Services Job Portal 2
Kia Ora! W2 Shared Services is dedicated to bringing you an enjoyable browsing experience and an informative self-service portal. The intuitive navigation layout was
Homepage specifically designed to provide easier access to view information, and make use of our system and its functions.

To your immediate left is the main navigation pane for the system which contains the Self-Service menu with various items for viewing information or accessing
functionality within the system:

Homepage: Contains links and information we hope you will find useful. You can always get back here by clicking "Homepage" in the Self-Service menu

Service Catalog: This is your ICT Services gateway. You can report issues and submit requests and feedback

Service Catalog

Knowledge Knowledge: Contains the latest alerts, service recommendations and helpful knowledge articles
My Active Jobs: Here is the list of the active incident (fault) and request jobs you have logged with us and their status
My Active Jobs My Watched Jobs: This list keeps you updated on the progress of the jobs where you have been added to a watch-list (much like a cc: in an email)

My Profile: You can view your profile and account information here

Further left against the side of the window you will notice a large grey bar — this is the Custom Bookmark or shortcut bar. It provides quick access to commonly used
information such as bookmarks and flyout windows. You can ‘drag-and-drop’ items to this bar for quick access to things you might use on a regular basis

Get started now and share your experience with us!

My Watched Jobs

My Profile
Log a Job with us..... ¢  Knowledge Search &
SERVICE CATALOG  LOG REQUEST REPORT FAULT FEEDBACK Q rdvanced search
- News -l
e n No items

My Open Jobs 2

A N
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