How Manager Manage New
Ticket From User?

The manager will receive a notification of a new ticket assigned to their KCDIO.

The notification is shown below.

~
"8 [IUM HelpDesk

Dear Dato'/Prof./Assoc. Prof./Dr./Madam/Brother/Sister,

You have a request/report logged to your counter with the following details:

Ticket No : IIUM-8722-66F88
Request By : Adiboes===R=—s (211=20)

Department/Kulliyyah : KULLIYYAH OF ISLAMIC REVEALED KNOWLEDGE AND HUMAN SCIENCES
Description :

I had a problem to view result in the imaluum.

Please keep your ticket number. You will need it to check on the status of your request/report. To chec
*Please take note that the time to resolve problems of our services is dependent on the Service Level A

The manager logs in to the IIlUM HelpDesk to view and manage the ticket.
Click Here

1. On top of the portal, click the menu Administrator

~ IlUM HelpDesk

@ About @ i-Stack := Ticket v Q) contactUs 2. Administrator



https://istack.iium.edu.my/books/iium-helpdesk/page/how-do-i-sign-in-to-iium-helpdesk-portal

2. Click the menu Ticket Management

~ lIlUM HelpDesk

m Go to Portal

My Dashboard
Administration
Ticket Management

Report

The view of ticket management is shown below.

The manager may click Ticket Listing for more details on ticket management.

~ 1lUM HelpDesk o

Ticket Management

m Go to Portal
MY UNIT: COLLABORATIVE & WEB SERVICES COLLABORATIVE & WEB SERVICES

My Dashboard

{é} Administration

(& Ticket Management TICKET DETAILS REQUESTER DEADLINE STATUS

1IUM-0722-66F88
ADIBA BINTI ROSLI
| had a problem to view result in the imaluum. (Student)

Created on: 20 Jul 2022 20 minutes ago 2114202
IRKHS

3. The manager may filter or search the new ticket by typing new in the form. A new ticket will
have the warning triangle icon. Click the new ticket to manage and assign it to the workgroup
or unit.


https://istack.iium.edu.my/books/iium-helpdesk/page/ticket-listing-98f

~~ llUM HelpDesk ‘-‘

Ticket Management

Go to Portal

MY UNIT: COLLABORATIVE & WEB SERVICES - COLLABORATIVE & WEB SERVICES
3(a)

My Dashboard
new Overdue Due Today Clear

Administration

Ticket Management NO TICKET DETAILS REQUESTER DEADLINE STATUS AGENT

IlUM-0722-66F88

3(b) ADIBA BINTI ROSLI (Student) N
1 I had a problem to view result in the imaluum. 2114202 N
Created on: 20 Jul 2022 27 minutes ago & i

The view of the ticket is shown below.

The manager may click Ticket View for more details on the ticket description.


https://istack.iium.edu.my/books/iium-helpdesk/page/ticket-view-34e

~ llUM HelpDesk

Ticket Management > Edit

EI] Go to Portal
IIUM-0722-66F88 : - -

#llUM Gombak Campus
My Dashboard #Kulliyyah of Islamic Revealed Knowledge and Human Sciences
#Kulliyyah
el Ticket's De.. ‘S Refresh
Description

Ticket Management Type
9 I had a problem to view result in the imaluum i

Request
Report . 5
Specific Location

Level 2 IRKHS Priority

Normal

Requester: Report To

Created at:

20 Jul 2022
Student 36 minutes ago
=¥ @live.iium.edu.my Workgroup
0111111111

ICT Services Help Desk -

-Please Select-

Service Name

-Please Select-

Service Spec

-Please Select-

Assigned To

-Please Select-

Choose Files | No file chosen

Root Cause (Optional)
-Please Select-
Drop file(s) here
Last Updated
36 minutes ago
Opened since

1o 36 minutes ago
Activities .

Close Actviy

Copyright 2021 Information Technology Division
UM Website | Disclaimer

International Islamic University Malaysia
P.0. Box 10, 50728 Kuala Lumpur

4. There are some items to be selected by the manager to update the ticket
a) Status of ticket: Assign
b) Workgroup or unit: For example Collaborative & Web Services

¢) Click the button Update Ticket.
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Workgroup 4(b)

-Please Select- v

ADMISSION & LANGUAGE REQUIREMENT (ALR) A
STUDENT DEVELOPMENT & WELFARE (SDW)

COURSE REGISTRATION & EXAMINATION (CRE)

E-LEARNING

ADMINISTRATIVE APPLICATION SERVICES SECTION (APPS)

FINANCIAL SERVICES

HUMAN RESOURCES & ADMIN SERVICES

RESEARCH MANAGEMENT SERVICES

DATABASE

BUSINESS INTELLIGENCE, RESEARCH & COLLABORATIVE SECTION
BUSINESS INTELLIGENCE (BI)

IT GOVERNANCE, CUSTOMER CARE & COMMERCIALIZATION SECTION (GCC)
IT GOVERNANCE

CUSTOMER CARE & COMMERCIALIZATION (CC)

CENTRAL ZONING

ICT RESOURCES & QUALITY MANAGEMENT SYSTEM

Opened since

49 minutes ago 4(C)

Update Ticket

Once update, there will be a success alert pop up in the ticket management

Ticket Management > Edit

4(d)

& Ticket update for IIlUM-0722-66F88 was successful!




5. Next, the ticket will assign to the person in charge

a) The team leader or supervisor may assign the ticket to the person in charge
OR

b) The person in charge may pick up the ticket in the ticket management

Click Here
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