Remedy Mid Tier – User Documentation

· Remedy Mid Tier will launch on April 1, 2008

· To access Mid Tier, go to https://www.ketsservicedesk.kde.state.ky.us
· To obtain your district’s username and password, please click the KETS Service desk e-mail link on the left. 
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· The following e-mail box will come up.  Please fill out all of the required information in the e-mail form and hit send.  The Service Desk will handle these requests as they’re received and we’ll be in touch with you regarding your logon credentials.  
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· The first time you log in, you will need to reset your password.  To do so click on the General Functions tab on the left-hand side
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· Select the Change Password option in the list
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· Please fill out all of the fields in the password administration panel and hit Save.   
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· After you’ve logged in you will see the Requester Console

From this screen you can…
1. View any open or closed service requests including their Request ID #, Summary, Status, Assignee, and the associate Notes.
2. Initiate a new request by clicking the “Create a New Request” button.  This is not designed for time sensitive requests.  We encourage you to contact the KETS Service Desk via phone at 866.KETS.HELP for all time sensitive requests.
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· To view an open or closed service request, double-click on a request listed in the center window

· The service request will open in a window displaying three tabs.  
· Request Details tab – This tab displays all of the pertinent request information.  
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· Requested By tab – This tab details the requester information
[image: image8.png]Incident Request Details

FequestDetos | FeauestedBy | workinf |

Company
FstName
Midde Name
Lastame
Phone

Ensi
Orgenization

Department

[Kentucky Dept. of Education
Matt

uy

[@ et





· Work Info tab – This tab displays the associated work entries that have been added to your service request
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· To create a new Service Request, click on the Create a New Request button
[image: image10.png]KDE - Office of Education Technology - Requester Console Help

<bmesofiware

~ View Requests My Console Reesh

Open

Welcome to the KETS Service Desk Broadcasts
A Requester Console 0 entes retumed -0 enties matched Freferences v | _Refiesh
LUse i Recueser Console tosubril T recuess o the KETS Service Deck. Subioet Prio___Start Date

The My Requests tabledisplays the requests you have subritied
Create aNew Regquest | )

My Requests

1 enlies retumed -1 enlies matched Preferences» | _efiesh

Submit Date

Request ID Summary

Request Details

- iy Nots [ 2ot okt o e

Cotegory Tir 1 [KDE Staff Support
Category Tier 2. Software
Category Tier 3 Falure

Vi | Foncel || Rennen | o |




· The New Request screen will open.  To submit a new request you’ll need to complete the following fields:
1. Enter a summary of the request in the summary field.  As you’ll see in the screen shot below, there are several canned summaries that you can also select from.  
2. Enter the details of your request in the Notes field
3. If you’re requesting a server shutdown or scheduling work for a specific date, please enter the date in the Date Required field
4. Verify that the Phone Number field is completed and correct
5. Verify that the Email field is completed and correct
6. When you are finished filling out the form, hit the save button at the bottom left
7. Your Service Request will be addressed in the order in which it was received.  A Service Desk technician will be in touch with you. 
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