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Aplikasi Servicedesk adalah sebuah aplikasi yang digunakan untuk menyampaikan
keluhan dan request bagi civitas akademika ITS vyang ditujukan kepada
unit/departemen/fakultas di ITS. Atau merupakan bagian struktur atau program yang
menangani pertanyaan dan keluhan baik itu dari civitas akademika ITS atau pihak
eksternal ITS dengan menyediakan informasi atau solusi yang dibutuhkan oleh user
client (pengguna)

Tentang Servicedesk

Ada 4 pengguna servicedesk :

1. Civitas Akademika ITS : merupakan pengguna tanpa melakukan login dengan
menggunakan email ITS.

2. Client Member : merupakan pengguna dari civitas akademika ITS dan pihak luar
ITS yang mendaftar melalui “Register an Account”

3.. Admin Manager Unit : merupakan admin yang bertugas untuk menambahkan
member baru, menambah grup, memantau ticket masuk, mendisposisikan ticket
ke Ticket Worker, memantau progress ticket (apa sudah dikerjakan atau belum
oleh ticket worker), dan juga bisa sebagai Ticket Worker.

4. Ticket Worker : merupakan member yang ditambahkan oleh Admin Manager
Unit yang bertugas untuk menyelasaikan permasalan dari ticket yang masuk.
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Memasukkan keluhan/request :
A.

W

CIVITAS AKADEMIKA ITS

Bagi Civitas Akademika ITS yang akan menyampaikan keluhan/request bisa
langsung mengisi ticket tanpa login tetapi harus menggunakan email ITS. Dengan
langkah — langkah sebagai berikut :

1. Silakan akses portal https://servicedesk.its.ac.id
2. Mengisi keluhan/request pada form yang sudah disediakan

Cara Mengisi :

a.
b.

=@ hO Qo0

Ticket Subject : isikan keluhan/request Anda

Your Email . isikan Email ITS Anda (sampai keluar tulisan “Email
anda sudah benar!”

Priority : pilih prioritas keluhan

Unit of Destination : pilih unit yang dituju

Ticket Category : pilih layanan keluhan

Ticket Body : ketikkan penjelasan dari keluhan/request

Attach File : melampirkan scan KTM/surat, dsb

Captcha : ketikan captcha

Create Ticket : klik tombol create ticket

Teknologi dan Sistem Informasi  Yilla
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W) Service Desk

Need Support? Create a Ticket.

Tickee Subject Judul Keluhan/request
Voot Lrrad — S k= Email ITS
Priocity Pilih Prioritas v
Unie of Dattasfon “PHihUmit di ITS 2
Tickes Caregory Pilih jenis layanan v
Ticket Sody B & - S- - m=E s 0 3¢

B 7 & | = 3 L - - -— -] P

N A T

tuliskan keluhan/request secara detail

Axrach Files

Sefoct File Croone i

Lampirkan : KTM, KTP, Surat resmi, dll, disesuaikan jenis

Member Login

-

Knowledge Base

Layanan Servicedesk

Ketikkan kembali captcha seperti diatas

Gambar 1. Cara pengisian ticket tanpa login

R panws a3 AcCivart

-
Bt st wtan et SZMPat Mmuncul pesan seprti disaniiiii

layanan
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3. Setelah “Create Ticket” berhasil, maka Anda akan memperoleh

Username dan Password (untuk satu keluhan/request), yang akan

digunakan untuk

chatting terkait proses keluhan/request yang di

ajukan sampai dengan permasalahan terselesaikan. Notifikasi ini
juga akan dikirim lewat Email Anda.

] i I
[}Compuse \Vaddresses Y/ Folders %Dptions Hzearch :?Calendar @Nutes mTo Do

Previous | Next | 1234567 ... 175 176 177 178 | Show &l | Toggle &ll

Move Selected To:
|INBOX v || Move || Forward |
Thread View

[ | Service desk - ITS

3:33 pm Support Ticket [ID: 44]: Reset password email (tes...

Gambar 2. Notifikasi lewat email

Subject:
From:
Date:

Support Ticket [ID: 44]: Reset password email {test saja)
"Service desk - ITS” <servicedesk@its.ac.id=
Fri, November 24, 2017 3:33 pm

To: wiwin@its.ac.id
Priority: MNormal
Options: “View Full Header | Yiew Printable Version | Download this as a file | Wiew Message details | View as HTML

## - REPLY ABOVE THIS LINE - ##

Dear wiwin@its.ac.did,

Your messags:
test saja untuk laporan

Email: wiwin@its.ac.id
Passwor d: bDjIE7MPSMR

Wel#39;11 be in touch shortly.
## Ticket ID: 44

Yours,
Service desk - ITS

Thanks for creating & ticket at our site:
https://servicedesk.its.ac.id/index.php

To wview your ticket, use these Guest Login details:

Guests Login Here: https://servicedesk.its.ac.id/index.php/client/tickets

Gambar 3. Notifikasi lewat email
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Username : Menggunakan Email ITS

Password : Password Ticket (password ticket ini akan digunakan dalam satu
kali transaksi keluhan/request tanpa menggunakan login), dengan cara klik menu
“Tickets” pada menubar

Guest Ticket Login

If you have created a ticket before without a user account, you can view the ticket by entering your email address you used to create the ticket with along
with the ticket password.

2 | Enter Guest Email Address .. masukkan email ITS Anda
@ | Password masukkan password yang sudah dicreate sebelumnya

View Guest Ticket

Gambar 5. Tampilan dari menubar “Tickets”

Dan selanjutnya Username dan Password tersebut akan digunakan oleh pengguna dan
ticket worker untuk melakukan komunikasi hingga permasalahan dapat diselesaikan dan
status ticket menjadi “Closed”
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4. Tampilan isi keluhan/request yang dikirim oleh Civitas Akademika ITS

l{.D Service Desk -‘;I Home Tickets Knowledge Base Register an Account

Search our online knowledge base for answers ... ﬁ

Reset password email (test saja) # 44

test saja untuk laporan Client: wiwin@its.ac.id [GUEST]
Created: 24/11/2017 02:33
Prioritym
Last Updated: 24/11/2017 02:33

Category: Layanan Email ITS

Rate Ticket
hidhidhidhidh e

Gambar 6. Tampilan isi ticket
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Home Tickets Knowledge Base Register an Account

Reset password email (test saja) =44

test saja untuk laporan Client: wiwin@its.ac.id [GUEST]
Created: 24/11/2017 02:33
Priority [T

Last Updated: 24/11/2017 02:42
Categony: Layanan Email ITS

status ticket "In Progress”

Rate Ticket Rate Ticket, untuk memberikan

FEEEEY tanda bintang ke Ticket Worker
= wiwin
jawab test saja balasan dari Ticket Worker
terima kasih
Reply To Ticket
®EE e o oo WD M Q|| E s
B F §5|X%|i= := % Shles - Mommal - 2
terima ksin stz jpustannyE balasan kepada Ticket Worker
body B
Attach Files
Select File o e cnckmbahkan lampiran jika ada
Add ancther file

<A Klik

Gambar 7. Tampilan Form dan cara membalas ticket antara Civitas Akdemika ITS dengan Ticket Worker



5.

Jika keluhan/request dari Civitas Akademika ITS sudah selesai, maka Ticket
Worker akan merubah status ticket dari “In Progress” menjadi “Closed”, dan
Civitas Akademika ITS dapat memberikan tanda bintang kepada Ticket Worker

dengan cara klik gambar bintang sesuai jumlah yang diinginka pada “Rate
Ticket”

l{,;} Service Desk “‘] Home Tickets Knowledge Base Register an Account

Search our online knowledge base for answers ... ﬁ

+” Your reply was posted!

Reset password email (test saja) # 44

test saja untuk laporan Client: wiwin@its.ac.id [GUEST]
Created: 24/11/2017 02:33
Prioritym
Last Updated: 24/11,/2017 02:50
Category: Layanan Email ITS
I status ticket "Closed"

Rate Ticket
LB .0 6 ¢

Gambar 8. Tampilan Form dan cara membalas ticket antara Civitas Akdemika ITS dengan Ticket Worker
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B. CLIENT MEMBER \

Bagi Civitas Akademika ITS dan pihak dari luar ITS juga bisa menjadi member
melalui Member Login dengan mendaftar pada menu “Register an Account”

dipojok kanan atas, untuk megirimkan keluhan/request. Dengan langkah-langkah
sebagai berikut :

1. Silahkan akses portal https://servicedesk.its.ac.id
2. Mendaftar sebagai member dengan cara klik menubar “Register an Account”.

ets Knowledge Base Register an Account

Member Login
i} Ernail or Username

) Password

Forgotten Password?

Gambar 9. Menubar “Register an Account”
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3. Setelah klik menu “Register an Account”, kemudian mengisi form berikut ini :

2 Register an account at Service desk - ITS

Sons " *- ». t@gmail.comMasukkan email Anda

Username untuk mengecek
Ls*- ipketikkan Username Username apakah

Available! sama
Password | e eemsasass ketikkan Password
Confirm .
PR ketikkan ulang password
First Name - .
Voo ketikkan nama depan Anda
Last Nam . 5
I ¢ w. . == ketikkan nama belakang Anda
* = Required.

| <a i

Already have an account?

Gambar 10. Tampilan dari menubar “Register an Account”
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4. Notifikasi juga disampaikan lewat email.

| [ Service desk-ITS(2) Support Ticket [ID: 41]: reset password domain A - # - REPLY ABOVE THIS LINE - # Dear balitacipi, 1

mn

o - 0w Service desk - ITS Service desk - ITS Notification! - Dear baltacipit, You have a new notification waiting for you at hitps://servi 2
Gambar 11. Notifikasi ticket lewat email client member
Service desk - ITS Nofification! Inbox  x & B
- Service desk - ITS <servicedesk@its.ac.id> 11:21 (S minutes ago) ~~ & =
“ ome [=l
Dear balitacipit,

You have a new notification waiting for you alh_tlps:!fsewicedesk.its.ac.id.findex.ghg

Login now to view it. Thanks!

Yours,
Service desk - ITS

Gambar 12. Notifikasi ticket lewat email client member
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5. Login sebagai member, masukkan email dan password yang
sudah didaftarkan.

Member Login

Masukkan Username Anda yang sudah
didaftarkan di "Register an Account”

& | -Masukkan Password Member Anda

Forgotten Password?

Gambar 13. Tampilan login member

6. Anda sudah masuk sebagai member,

A& A balitacpit

HOD Service Desk "J Home  Tickets  KnowledgeBase  Registeran Account  Logout

Gambar 14. Tampilan berhasil login

r

LI
cﬁ&tdh'(eﬂ
',/A [:‘m:—'
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Isikan keluhan/request Anda kemudian klik “Create Ticket”

Need Support? Create a Ticket.

Ticket Subject

Priority

Unit of Destination

Ticket Category

Ticket Body

Attach Files
Select File

Add ancther file

Captcha

=5

reset passworc comain & Judul keluhan/Request
Medium pilih Prioritas

Direkctorat Pengemtibbhy T ehin EESm intormas

Layanan Demain spilificLayanan pada unit di ITS

EE E = - |- N LE=0
B Source

B I &|L|i5 = ¥y | Styles - | MNormal

Wif. Subdi LTSI

Maohon untuk mereseian password domain A

-
ketikkan keluhan/request
Anda secara detail

bedy p

lampirkan surat resmi, KTM, KTP,

| Choose File | No file chosen

dll, sesuai layanan yang dipilih

Direktorat Pengembangan
Teknologi dan Sistem Informasi
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ketikkan kembali Captcha seperti contoh di atas

— Py

Gambar 15. Mengisi ticket melalui login



8. Tampilan ticket jika berhasil masuk.

- 1
Wi} Service Desk ~

+ The ticket was successfully created!

i reset password domain A
Yth, Subdit LTSI

Mohon untuk meresetkan password domain A

Terima kasih
Reply To Ticket
B H @ Ylms MUEEQ
BI SIL == ey Sye -

Fommat

?

Home

,-th Source

A A baltacipit

Knowledge Base Register an Account Logout

#4

Client: balitacipit

Created: 23/11/2017 10:33

priority [T

Last Updated: 23/11/2017 10:33
Category: Layanan Domain & Hosting

Rate Ticket
WKWK

Gambar 16. Tampilan isi keluhan/request

Direktorat Pengembangan

Teknologi dan Sistem Informasi H

http://dptsi.its.ac.id Seph é%tdly Green

4
“

16



9. Melihat notifikasi balasan dari ticket worker, Klik icon lonceng

pada pojok ka

e Uy L

nan atas dan klik “Read More”.

U‘D‘ Service Desk 4

2 A balitacipit

Notifications 0

Search our online knowledge base for answers

Need Support? Create a Ticket.

Ticket Subject

Priority Low

Unit of Destination Select

Ticket Body ENENE Yrle o m@E=QX
[ source

r an Account Logout

wiwif has replied to your Ticket
and gumies

response.

"

L | Emailor

Usemame

@ | Password

Forgotten Password?

Knowledge Base

Gambar 17. Melihat Notifikasi ticket

10. Melihat

l_‘,@" Service Desk ~

Home Tickets

notifikasi klik tombol “View”.

4 A baitacipit

Knowledge Base

Search our online knowledge base for answers ...
Search .
Notifications
User Notification
i wiwin has replied to your Ticket and awaits your response‘m
i wiwin has replied to your Ticket and awaits your response.

Showing 1 to 2 of 2 entries

Register an Account Logout

Date 15 view

23/11/2017 11:28

23/11/2017 11:21

First ~ Previous Next | Last

Gambar 18. Tampilan Notifikasi ticket
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11. Membalas notifikasi ke Ticket Worker, mengisi balasan pada Direktorat Pengembangan

tempat yang sudah disediakan, lampirkan file jika ada, kemudian N L
tekan tombol “Reply” [ ke
Reply To Ticket
B ® @ « | @ @ m=s0 [®) Source

terima kasih atas kerjasamanya|
ketikkan balasan ticket disini

nnnnn

Attach Files
Select File Choose File | No file chesen jika ada file yang perlu dilampirkan
Add another file

Gambar 19. Membalas ticket

12. Memberi tanda bintang kepada Ticket Worker jika permasalahan sudah
terselesaikan, Klik gambar bintang pada “Rate Ticket” sesuai jumlah yang

diinginkan.
i reset password domain A 41
Yth. Subdit LTSI Client: balitacipit
Mohon untuk meresetkan password domain A Created: 23/11/2017 10:33
Terima kasih Priority ([

Last Updated: 23/11/2017 11:35
Category: Layanan Domain & Hosting

Rate Ticket untuk memberi tanda
XX X% % | bintang bagi admin

Gambar 20. Memberi tanda bintang 18



13. Jika permasalahan sudah terselesaikan, maka Ticket Worker akan menutup ticket

dengan status dari “In Progress” menjadi “Closed”, maka Client member juga
akan menerima status “Closed”

A A balitacpit

l(.;} Service Desk -‘;] Home Tickets Knowledge Base Register an Account Logout

® reset password domain A #41
Yth. Subdit LTSI Client: balitacipit
Mohon untuk meresetkan password domain A Created: 23/11/2017 10:33
Terima kasih priority ([

Last Updated: 23/11/2017 11:35

Category: Layanan Domain & Hosting

Rate Ticket
b8 0 & & ¢

Gambar 21. Status ticket Closed
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C. ADMIN MANAGER UNIT

Langkah — langkah sebagai Admin Manager Unit di Servicedesk adalah sebagai

berikut:

1. Silahkan akses portal https://servicedesk.its.ac.id

2. Login sebagai

Admin Manager Unit

3. Menambah Member baru - pilih menu “Manage Members” disebelah
kiri, kemudian Klik “Add Member” di pojok kanan atas.

‘!\ﬂ) Service Desk -

ﬂ Welcome Jainul
L @jainui

# Admin Panel
Admin Dashboard
Global Settings
Social Settings
Ticket Settings.
Manage Members
Custom Fields
User Groups
IP Blocking

Email Members

Gambar 22

L Admin Panel

Home / Admin Panel / Members

Here you can manage the members of your site.

Username First Last Name Email

Name
6 Rizki Rinaldi rizki@its.ac.id
6 Jainul Arifin jainul@its.ac.id
6 Wiwin Rochmawati wiwin@its.ac.id
;. Widya Ningsih widya@its.ac.id

User Role

Administrator

Admin Manager

Ticket dan

Knowledge

Ticket Worker

Joined

20/07/2017
07:57

26/10/2017
11:15

26/10/2017
01:40

26/10/2017

A ﬂ Jainul  Logout

Local

Local

Local

Local

Q|| Add Member

Provider Options

. Tampilan menu menambah member baru oleh Admin Manager Unit

Direktorat Pengembangan [
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4. MengisiF “Add M ” berikut ini : Direktorat Pengemb
engisi Form “Add Member” berikut ini Inknn;:usid::l‘;istzl:nu‘lin";n::?:;ﬁ**' ﬁ

1. Email : Masukkan Email member ntpiffdptsiiteacid Sobjggpeay Creen
2. Username : ketikkan username untuk login
3. Password : ketikkan Password
4. Confirm Password : ketikkan password lagi
5. First Name : ketikkan nama depan dari member
6. Last Name : ketiikan nama belakang dari member
7. User Role : pilih sesuai hak dan kewajiban
8. User Groups : dikosongkan
Dan klik “Submit”

Add Member

Email pramuj@itsacid 1

Username pramuj 2

Password 3

Confirm 4

Password

First Name pramuji 5

Last Name pramuj s

User Role Ticket Worker 6 v

User Groups None - .

Close

Gambar 23. Tampilan form add member 21



User Role None ' Direktorat Pengembangan .
None Teknologi dan Sistem Informasi D
User Gruups Administrator http://dptsi.its.ac.id s "
Member Manager
Admin Settings
Admin Payments
Member
Nonaktifkan
Ticket Manager
Ticket Worker

Knowledge Manager
Client

Gambar 24. Memilih User Role

Mencari nama member yang baru saja tambahkan dengan cara ketikkan
nama pada kolom “Searching”

a4 ﬂ Jainul  Logo

~ . ]
W)} Service Desk ~

ﬁ Welcome Jainul 2 Admin Panel [ pramul ii Add Member

@jainul

Home / Admin Panel / Members

/# Admin Panel Here you can manage the members of your site

Admin Dashboard . . . . .
Ao Besmen Username First Last Name Email User Role Joined Provider Options
Global Settings Name It

;7.’ Guruh Pramudita guruhpramudita@its.ac.id  Admin Manager 26/10/2017 Local Dﬂ

Unit 01:50

[l s .7’ Pramuji Pramuji pramuji@its.ac.id Ticket Worker 231172017 Local B0
Custom Fields 12:45
eer roups Showing 1 to 15 of 47 entries First | Previous n 2 3 4 Next Last
IP Blocking
Email Members

Gambar 25. Mencari nama member yang baru ditambahkan

22



6. Menambah Grup baru : untuk menambahkan Unit di ITS = pilih menu

7.

“User Groups” disebelah kiri, dan Klik “Add Group” di pojok kanan atas.

”!?) Service Desk - 4 p Rl Lo

ﬂ ke A Admin Panel

@jainul
Home / Admin Panel / User Groups

/# Admin Panel ¥ Here you can view all the User Groups on your site. You can use them to organise your members,
Admin Dashboard

Global Settings Group Name Default Group? Options

Social Settings -
>N Direktorat Pengembangan Teknologi dan Sistem informasi No 2] i | view Members |

Ticket Settings

Direktorat Sumber Daya Manusia dan Organisasi No (2] i | view Members |
Manage Members -

Custom Fields
User Groups
1P Blocking, Made By Patchesoft

Service desk - ITS V2.2 - Change Language
Email Members

Gambar 26. Tampilan menu menambah user group oleh Admin Manager Unit

Isikan nama unit yang akan ditambahkan dan pada “Default Group” beri
tanda centang (V), kemudian klik tombol “Submit".

Melihat ticket yang baru masuk dan mendisposisikan ticket ke Ticket
Worker - Klik icon lonceng pada pojok kanan atas dan klik “Read More”,
dan untuk melihat notifikasi klik tombol “View.

,.,k..::::r.::::t:;mf;"f:::?:; Sﬁ

http://dptsi.its.ac.id Sophtsﬂcgfedly Green
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Add Group

Direktorat Pengembangan [N\ D))
Teknologi dan Sistem Informasi | LY\ ||

Group Name ketikkan nama unit yang akan ditambahkan http://dptsi.its.ac.id Sophisticatedly Green
Default ¢ beri tanda centang
Group? f selected, when a user registers they will be

automatically added to this group.

- [

Gambar 27. Tampilan form add group

'!'} Service Desk 4 a e LoE W) Servi:eDes.f(“J L ﬂ e Lo

Notifications

Welcome Jainul ‘ Notifications Q | MarkAll AsRead
==,

User  Notification Date 15 view

£ Guest hascressed a n

Adrmin Panel B one ﬂ sesigned, categ
— T Admin Panel

6 balitacipit has created a new ticket in one of your assigned categories. 23/11/2017 10:33
Dashboard Ticket Overview ts £
— > L ==k A Guest has created a new ticket in one of your assigned categories. 23/11/201710:26 View
m " s
f TEES A Guest has created a new ticket in one of your assigned categories. 23/11/2017 09:14
1 Reports
| ° pa e A Guest has created a new ticket in one of your assigned categories. 23/11/2017 08:59
m E Members
A Guest has created a new ticket in one of your assigned categories. 23/11/2017 08:03 View
° Reser password Ema dlient View
[ [ Madium | A Guest has created a new ticket in one of your assigned categories. 22/11/2017 02:41 =
/
° akses (despro.s.aci .7’ yani has created a new ticket in one of your assigned categories. 2211172017 12:31
/ A Guest has created a new ticket in one of your assigned categories. 22/11/201710:35 View
{ Kirim ema
I ° me e ‘- ' L e - v . Amiaa mAam AR A —

Gambar 28. Melihat notifikasi ticket yang masuk Gambar 29. Tampilan notifikasi ticket yang masuk
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9. Klik tombol “Assign” untuk mendisposisikan ticket, dan isikan username P/ fpit s acid Sty Sreen

Ticket Worker yang dituju berdasarkan layanan ticket yang masuk dan klik
tombol “Assign User”

A ﬂ Jainul  Logout

& reset password domain A B ricerbeils
“eh. Subdit LTSI # 41
Mohon untuk meresetkan password domain A Client balitacipit
Terima kasih
Created 23/11/201710:33
Reply To Tick
eply 1o et Last 23/11/201710:33
? @ & G-lem o ML E S QX @ s Updated
B I S5 T |& 3= | 9% | Sties - | Format - | P Assigned None
User
Category Layanan Domain &
Hosting

Ticket Rating ¥r¥r W ¥r¥r

(= - [-=]e] ]

Gambar 30. Mendisposisikan ticket

A Ascign User

Lisermama

Gambar 32. Pesan berhasil disposisi ticket

Gambar 31. Memasukkan username yang akan di disposisi ticket



Direktorat Pengembangan

10. Melihat jumlah tiket yang masuk dan ticket yang sudah didisposisikan Teknologi dan Sistem Informasi
“« ; ” http://dptsi.its.ac.id ey &
pada Menu “All Tickets vilfdp $°P*‘-f%?°9*= y Green
';t} Service Desk y | ﬂ Jainul  Logout
@ \;jeﬂl;c:.r‘nejainu 4 TICkEtS Category~ || Search E
# Titl Priorit y Status Category 0} Assigned Last Options
1F Reply
# Admin Panel ? 41 reset password domain A m New Layanan Domain & o aps m Lo
#& Dashboard = &wg '? 017 H
0:33
A Tickets > . . . 3 °
3 pa Passw g1 n Layanan Integra = o iew
All Tickets et ,sa ? o7 | &
Assigned Tickets = 022 i |
Categories 40 Permohonan reset password email dan integra m New Layanan Integra aps
ustom Fields o D Qﬁ‘\
. - m su aci
] Closed < ° 06

Gambar 33. Tampilan menu “All Tickets”

a. User :adalah pengirim keluhan

b. Assigned : yang mendapat disposisi dari Admin Manager Unit untuk
menyelesaikan permasalahan

c. Last Reply : yang membalas terakhir kali permasalahan tersebut

hingga selesai 5 i 5 |-

User  Assigned Last Options
If  Reply

d. Tanda bulatan merah pada gambar icon, artinya bahwa vyang 23/11/2017 e
bersangkutan sedang offline 12:33 ﬂ

e. Tanda bulatan hijau pada gambar icon, artinya bahwa vyang
bersangkutan sedang online Gambar 34. Penjelasan kolom menu “All Tickets”
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Direktorat Pengembangan

11. Pada menu “Assigned Tickets” Teknologi dan istem Informasi

'0'} Service Desk~ ) | ﬂ Jainul  Logol

ﬂ Welcome Jainul 4 Tickets Category= || Search E
A Gjsinul

5 a4 32 # Tide Priority Status Category User  Assigned f  LastReply Options
7 Recovery email (Kepentingan Beasiswa) InProgress  Layanan Email ITS - View | 28
F AdminPanel > o PR uren i ° Dzwwzwwo [view [ &
e Bees [mrermen . . M inian13@mhs.epits.acid -
# Dashboard 15 Signature Akses Inteme: [ Pomes  Lyamon oo § e v [ 8] 8]
A Tidets M Migrssiems e InProgress  Lsyanan Email TS ° i iﬁw 017 02:07 F\ﬂ
i i |~
All Tickets
9 mohonp: eresetan emal InProgress  Layanan Email 15 /% 5 View | 28
Ju———— e > @ mmrns | (D6
Categories 7 Lupa Password Emal ITS EB o Layanan Emall TS ° i 6 112017 0107 E\ﬂ
Custom Fields -
6 Kirim emai  wedium InProgress  Lsyanan Email IT5 = C- LI E N view | %
Canned Responses 0 .’ .b .'* E
Custom Views Fi
Showing 1 to 6 of 6 entries First | Previous n Next | Last

E Reports

Gambar 35. Tampilan menu “Assigned Tickets”

a. User : adalah pengirim keluhan
b. Assigned : yang memberi disposisi yaitu Admin Manager Unit User  Assigned Last Options
c. Last Reply : yang membalas terakhir kali yang memberi disposisi yaitu If Reply

Admin Manager Unit

d. Tanda bulatan merah pada gambar icon, artinya bahwa vyang .T’ i & -
bersangkutan sedang offline ) 2311172017 | |

e. Tanda bulatan hijau pada gambar icon, artinya bahwa vyang 12:33 E
bersangkutan sedang online

Gambar 36. Penjelasan kolom menu “Assigned Tickets”
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12. Melihat Report Tickets—> pada menu “Ticket report” untuk melihat grafik yang
mengambarkan jumlah ticket yang masah Open, Close, dan gabungan keduanya.

B Reports

All Tickets

/.‘ .“ /
[ \ /
/ /
) /
! /
/ I

Gambar 37. Tampilan menu “Ticket Report”

13. Pada menu “Rated Tickets” dan melihat rating yaitu pemberian tanda bintang dari user
yang mengisi ticket kepada Ticket Worker dan status dari ticket tersebut masih “In
Progress” atau “Closed”.

,.,k..::::r.::::t:;mf;"f:::?:; Sﬂ

http://dptsi.its.ac.id Sophtsﬂcgfedly Green
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Service Desk S

Welcome Jainul

jainul

L S §
/F Admin Panel
A Dashboard
A Tickets
Reports
Ticket Report
Rated Tickets

User Ratings

Service Desk o

Welcome Jainul

@jainul

#  Admin Panel

A Dashboard

A Tickets
All Tickets
Assigned Tickets
Categories
Custom Field:
Canned Responst
Custom Views

E Reports

2 Members

Reports

Title Rating Status Category

Mohan Karifikasi Absensi Finger Print InProgress  Layanan Integra

'y ﬂ Jainul  Logol

a Add New Ticket

User  Assigned  LastReply i Options

e '7’ AT 1053 ﬁ

Mohon untuk mengaktifiian website Fakultas ook Closed Layanan Domain & Hosting ° ;’t m1 11172017 04:28 -. ﬂ

E-Perkantoran TU_TSIPIL tidak bisa kirim surat kelual Tockkk Closed Layanan Integra

Showing 1to 3 of 3 entries

Mad= Bu Darchacnfs

caak_ali@malemaiika.its.ac.id NIM2017 1205 A ﬁ

First ~ Previous ' Next = Last

Gambar 38. Tampilan menu “Rated Tickets”

Mohon untuk mengaktifkan website Fakultas
¥sh, pengelola DPTSI ITS

Saya Ali teknisi dari Departemen Matematika ITS, Mohon bantuan untuk
mengaktifkan web Fakultas Matematika, Komputasi, dan Sains Data (FMKSD)

Domain: fmksd.its.ac.id
IPVPS:10.199.13.211

terimakasih.

Admin Notes
Ticket sudah kami proses

Terima kasih

Attached Files
08fb424b95ea3386903edcebfe13d6h3.PNG 91.4kb E

7d5f27d78e806d12f0455426d050e445.PNG 793.25kb ﬁ

A4 (7‘. Jainul  Logout

Ticket Details
# 23

Client GUEST:
caak_ali@matematika.its.ac.id

Show Client Data
Created  21/11/2017 09:30

Last 21/11/2017 04:28
Updated

Assigned wiwin
User

Category Layanan Domain & Hosting
Ticket ¥ % %k
Rating

ERE O] %] &

Gambar 39. Tampilan Ticket Rating dan Status ticket

Direktorat Pengembangan

Teknologi dan Sistem Informasi
http://dptsi.its.ac.id

DPTS

Sophisticatedly Green
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14. Pada menu “User Ratings” untuk menampilkan jumlah bintang yang di dapat
oleh Ticket Worker dari jumlah ticket yang masuk

15. Melihat menu “Members” untuk menampilkan jumlah member yang sudah
terdaftar di servicedesk.

N )
W) Service Desk ~

ﬂ Welcome Jainul
iy ojinul

#  Admin Panel

A Dashboard

A Tickets

B Reports
Ticket Report
Rated Tickets

User Ratings

Users
User If Average Rating
L ek
g e
o *kkkk
W
=) bt ted
v

Showing 1to 1of 1 entries

Gambar 40. Tampilan menu “User Ratings”

Tickets

A ﬂ Jainul  Logo

B

‘!") Service Desk ~
ﬂ Welcome Jainul
iy @iainul

/4 Admin Panel
# Dashboard

A Tickets

E Reports

2 Members

% Client View

A Members

Below you can view members for the site below.

Username First Name
"7’ Rizki

.7’ Jainul

j’t Wiwin

"7’ Widya
;’t Inayati
‘7’ Ernis

'T’ Guruh

Last Name

Rinaldi

Arifin
Rochmawati
Ningsih
Fajriyah

Desna Pratami

Pramudita

Direktorat Pengembangan
Teknologi dan Sistem Informasi

http://dptsi.its.ac.id soph_i;ﬂ;q}edly Green

User Role

Administrator

Admin Manager
Ticket dan Knowledge
Ticket Worker

Ticket Worker

Ticket Worker

Admin Manager Unit

A ﬂ Jainul  Logout

Joined

20/07/2017 07:57
26/10/2017 11:15
26/10/2017 01:40
26/10/2017 01:40
26/10/2017 01:45
26/10/2017 01:47

26/10/2017 01:50

1: Provider

Local
Local
Local
Local
Local
Local

Local

Gambar 41. Tampilan menu “Members”
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Direktorat Pengembangan

Teknologi dan Sistem Informasi Yif
http://dptsi.its.ac.id sqptiﬁﬁ_q&ﬁdly Green

D. TICKET WORKER

Langkah — langkah sebagai Ticket Worker di Servicedesk adalah sebagai berikut :

1. Silakan akses portal https://servicedesk.its.ac.id

2. Login sebagai Ticket Worker

3. Melihat notifikasi yang didisposisikan oleh Admin Manager Unit, klik icon
lonceng pada pojok kanan atas dan klik “Read More”.

) Service Desk 4; ﬂ Wiwin  Logout

Notifications €

-f- h i =
Total Tickels ticket.
a 4

hasireplied taour Ticket and awaits

#  Admin Panel

# Dashboard Ticket Overview ts
t‘ Tickets
i pi Fase B ‘I
1 Members \
O Admin Notes
Client View

Selamat Datang

Gambar 42. Melihat notifikasi ticket yang masuk

4. Melihat notifikasi klik tombol “View”.
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https://servicedesk.its.ac.id/

'!l:' Service Desk -] Ag F‘ Wiwin  Logout

Direktorat Pengembangan [N\[

- Teknologi dan Sistem Informasi )
A Notifications i.‘l http://dptsi.its.ac.id sqph_i;ﬁqﬁédly Green

User Notification Date IF view
# admin Pans ) T’ Jainul You have been assigned to a ticket [[[ERET] 2311172017 10:51
B Beshbcond has replied to your Ticket and awaits your response. 2111172017 04:22
ckets & rizki You have been assigned to a ticket. 2111172017 03:46 View
o uEs - ki You have b Jto atick 11/2017 03
B Enowledge Base
has replied to your Ticket and awaits your response. 21/11/2017 0219
1 Men
has replied to your Ticket and awaits your response. 211172017 0214
¥ Client View
.T. jainul You have been assigned to a ticket. 21111/2017 09:34
.T" reza has replied to your Ticket and awalts your response 21/11/2017 08:19
= —

Gambar 43. Tampilan notifikasi ticket yang masuk

5. Membalas Ticket dari user client, yaitu mengisikan balasan pada tempat yang
disediakan, pada tombol “New” yang letaknya dekat tombol “Assign” ganti menjadi “In
Progress”, lampirkan file bila ada dan klik tombol “Reply”

"!‘} Service Desk J Aa ﬁl Wiwin  Logout
ﬂ Welcome wiwin & reset password domain A = Ticket Details
f @wi
S Yth. Subdit LTS 2 M
Mohon untuk meresetkan password domain A Client balitacipit
Terima kasih
/ Admin Panel Show Client Data
# Dashboard Created 23/11/201710:33
Reply To Ticket
A Tickets Last 23/11/2017 10:33
Al Tickets B & @ P-le o MLmE QfH Bswe Updated
Assigned Tickets B I S L |99 sties - | Fomat - |2 Assigned wiwin
User
Custom Views
B Knowled, Category Layanan Domain &
owle se
owieces ketikkan balasan ticket disini Hosting

2 Members

Ticket Rating  ¥r ¥r ¥r¥r ¥

EEeEmae-o0oa

New

¥ Client View

In Progress

Closed
Assign Yourself To Ticket: @ osed

o RSN

Gambar 44. Membalas ticket yang masuk dan mengubah status ticket 32



Attach Files

Select File

Choose File | No file chosen

Add another file

| Reply

Gambar 45. Membalas ticket yang masuk dan mengubah status ticket

« Your reply was posted!

-

w

reset password domain A
Yth. Subdit LTSI
Mohon untuk meresetkan password domain A

Terima kasih

wiwin
permohonan akan segera kami proses

Terima kasih

Posted On: 23/11/2017 11:21

wiwin
Permohonan sudah kami proses
password baru : passwordbarujuga

Terima kasih

Posted On: 23/11/2017 11:28

m Ticket Details

# 4

Client balitacipit

Show Client Data

Created 23/11/201710:33
E Last 23/11/201711:28

Updated

Assigned wiwin

User

Category Layanan Domain &

Hosting

] & Ticket Rating ¢ ¥r ¥ 3 %

s0o0

Ticket History

:& Replied to the ticket.

Gambar 46. Tampilan balasan ticket

Direktorat Pengembangan
Teknologi dan Sistem Informasi |L))||

http://dptsi.its.ac.id Saphis
A
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Direktorat Pengembangan

6. Notifikasi juga akan disampaikan lewat email. Teknologi dan Sistem Informasi

http://dptsi.its.ac.id sop}i_i”sﬂ_cmv

dly Green

Service desk - IT8 i:1am  Service desk - ITS Notification!

Gambar 47. Notifikasi lewat email

Subject: Service desk - ITS Notification!
From: "Service desk - ITS" <servicedesk@its.ac.d=
Date: Tue, November 21, 2017 10:34 am
To: wiwin@its.ac.id
Priority: Hormal
Options: View Full Header | View Printable Version | Download this as afile | View Message details | View as HTML

Dear wiwin,
You have a new notification waiting for you at
https://servicedesk.its. ac. id/index.php

Login now to view it. Thanks!

Yours,
Service desk - ITS

Institut Teknologi Sepuluh Nopember (ITS)
http://waw.1ts.ac.id

Gambar 48. Notifikasi lewat email

Add a footer 34



) 8

7. Menutup atau mengakhiri notifikasi antara user client dan ticket worker
jika permasalahan sudah terselesaikan = Klik mengganti tombol “In
Progress” menjadi “Closed” dan pada “Ticket Rating” kita dapat melihat
jumlah tanda bintang yang di berikan oleh user client.

At -

Hcgsting

Ticket Rating ¢ Y % % %

=gn | 4] 2 JEN -] &

Mew

In Progress
Closed

._Q Ticket was rated: 5 stars

23112017 11:36

Gambar 49. Mengubah status ticket

8. Ketikkan kalimat dan klik tombol “Update Ticket”.

Direktorat Pengembangan =l
Teknologi dan Sistem Informasi ||)) )

http://dptsi.its.ac.id Saphisticatedly Green
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A Ticket Notes
Ticket Notes B E G«
[&) Source

B I &5 T 1= =

23

™= B

Styles ~ | Normal - 92

Ticket pudah kami proses

Terima kasih

body p

Close ate Ticket |

Gambar 50. Menutup ticket

I + The ticket notes were updated! I

-

i resetpassword domain A
Yth. Subdit LTSI
Mohon untuk meresetkan password domain A

Terima kasih

Admin Notes
Ticket sudah kami proses

Terima kasih

i wiwin
permohonan akan segera kami proses
Terima kasih

Posted On: 23/11/2017 11:21

20

Ticket Details
#
Client
Show Client Data
Created

Last
Updated

Assigned
User

Category

Ticket Rating

41

balitacipit

23/11/201710:33
23/11/2017 11:35
wiwin

Layanan Domain &
Hosting

I Y H

[ESEmee-ooco

Gambar 51. Tampilan ticket dengan status Closed

Direktorat Pengembangan
Teknologi dan Sistem Informasi

S

36



Direktorat Pengembangan [T\ “
Teknologi dan Sistem Informasi

9. Tampilan menu “Assigned Tickets” pada Ticket Worker”, vyaitu RSB Sy e
menampilkan jumlah ticket yang di disposisikan oleh Admin Manager
Unit kepada Ticket Worker, sekaligus menampilkan status dari ticket

tersebut (In Progress atau Closed).

“!ﬂ\) Service Desk - Ag ﬁ Wiwin  Logol

ﬂ TR ATickets Caregory v Q AddNawT\'cket
e @wiwin E

# Title Priority Status Category User  Assigned 1f  LastReply Options
a reset password domain A  meaum | Closed Layanan Domain & o o B 12017 [ View | %
4 xdminpane > » -
m 12:03
A Dashboard
22 Mohen untuk mengaktifkan website Fakultas Closed Layanan Demain % ° - w = o017 ||
A Tickets Hosting w W _
= u4:2s‘mw w
ki . aC
AllTickets 21 Domain dan hosting lab, otamas indutr Teknik Closed Layanan Domain & ° - & 00 EEIE
. Mesin ITS Hosting » w —
Assigned Tickets 02:07 =
Custom Views 5 -
2 syrill@me.its.ac.id  Medium | Closed Layanan Domain & &= &= & 120 [ View [ %
e > @ .
W Knowledge Base m 08:31
2 Members 5 akses (despre.its.acid)  Medium | Closed Layanan Demain % ° L. &) o001 [ View | %
Hosting -’ &
11:25
®  Client View
Showing 1to 5 of 5 entries First | Previous n Next = Last

Gambar 52. Tampilan menu “Assigned Tickets” pada Ticket Worker
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V.

Lain - lain
A. EDIT PROFIL

1. Klik nama pada pojok kanan atas

‘ A babtacist

o 5
I!!!‘I}.l Service Desk — Hoare Tiekets Knowledge Base Rasgister an Account Logaut

Gambar 53. Cara mengedit profil

2. Edit Profil pada form berikut ini, kemudian klik “Update Settings”.

SETTINGS

You can update your settings below.

Username  balitacipit

Premium Time  Your current balance is: 0.00. Add Funds

Gambar 54. Tampilan form mengedit profil

Direktorat Pengembangan
Teknologi dan Sistem Informasi | L))

http://dptsi.its.ac.id s
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B. GANTI PASSWORD Direktorat Pengembangan
Teknologi dan Sistem Informasi

1. Klik nama pada pojok kanan atas dan klik tombol “Change Password” hapddpinacid <o

A A balitacipit

HOD Service Desk -‘;] Home Tickets Knowledge Base Register an Account Logout

SETTINGS

You can update your settings below.

Username  Dalitacipit

Premium Time  Tour current balance is: 0.00. Add Funds

View our Premium Plans.

Avatar

Gambar 55. Cara ganti password

2. lIsikan ganti password pada form berikut ini, dan klik “Change Password”

+ Your password has been changed!

SETTINGS

If you need to change your password, please do so below. You will need to enter your current password in order to change it.

Current Password masukkan password lama Anda
New Password masukkan password baru Anda

Confirm New masukkan password baru Anda
Password

| Change Password |

Gambar 56. Tampilan form ganti password
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C. KNOWLEDGE BASE

Mengisi menu Knowledge Base bagi Ticket Worket yang diberi hak akses dari Admin

Manager Unit untuk menu Knowledge Base.

1.

Direktorat Pengembangan [\)[

Teknolooi dan Sistem Informasi Y
http://dptsi.its.ac.id Sophisticatedly Green

Menambah Artikel Knowledge Base - Klik menu Knowledge Base, Pilih menu Articles,
dan Klik tombol “Add Article”

W} Service Desk ~

ﬂ Welcome Wiwin
_f a @wiwin

/£ Admin Panel

# Dashboard

A Tickets

N Knowledge Base
Articles
Categories

41 Members

¥ dient View

Wl Knowledge Articles

Title User

Showing 0 to 0 of 0 entries

Gambar 57.

Category Last Updated

Nao data available in table

Made By Patchesoft
Service desk - ITS V2.2 - Change Language

Tampilan menu add article

Ag ﬂ Wiwin  Logo

Q | AddArtice

Options

First ~ Previous

Next

Last
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Direktorat Pengembangan D )"
Teknologi dan Sistem Informasi

2. Mengisi Artikel yang ingin ditambahkan pada form yang sudah disediakan, e/ dptsiinacd Sijf?ffZ“ﬁ?%“'y Green
dan klik tombol “Add Article”

= R -
"Q') Service Desk = ‘e » Vi oo
(= Wi W Knowledge Articles
[ @wiwin
Article Title Layanan Servicedesk
# Admin Panel Article B E @ - .| e ™ Em= 0 5 @S
A Dashboard B I S|L|E = 99 | Siyles - | Normal - | 92
A Tickets
Bagi Civitas Akdemika [TS yang akan mengirimkan ticket tanpa login, wajib menggunakan email ITS
W Knowledge Base
Articles
Categories
4 Members
¥ dlient View
body p
Category I Layanan I

[

Add Article ]

Gambar 58. Tampilan form add article

W Knowledge Articles pa] coonnce |

Title User Category Last Updated Options
Layanan Servicedesk & Layanan 23/11/201712:22 %]
Showing 1to 1 of 1 entries First  Previous n Next Last

Gambar 59. Tabel artikel yang sudah ditambahkan



Direktorat Pengembangan

. . .- Teknologi dan Sistem Informasi ‘
3. Menambah Kategori Knowledge Base - Klik menu Knowledge Base, pilih i b =7 e

menu Categories, dan klik tombol “Add Category”

'l':' Service Desk Y A ﬁ Wiwin  Logout

ﬂ Weare Vi W Knowledge Categories J

[@wiwin
e

lcon Name Options
F Admin banel a Layanan i
# Dachboard .
A Tidkets
. Shawing 110 10f 1 entries First  Previous n Next
W Knovdedge Base

Articles

Categories }
== Made By Pazchesaft

Service desk - [TS V22 - (hange Language
1 Members ge anguag

¥ Client View

Gambar 60. Tampilan menu add category
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4. Mengisi Kategori yang ingin ditambahkan pada form yang sudah

disediakan, dan klik tombol “Add Category”

A Add Category

Category Name

Category lcon

Category Parent

Category Description

Layanan Email

B GE G « | = [
[& Source

B I &%=

2% | Siyles

W A

QX

- Normal - ?

Informasi yang berkaitan dengan Layanan Email di ITS

body p

Choose File |No file chosen

80x80.

If no file is selected, the default icon will be used. Recommended size:

Layanan

If you want this category to be a sub-category, select its parent here.

Close Add Category

Gambar 61. Tampilan form add category

W Knowledge Categories

lcon Name

— Layanan
B
— Layanan Domain dan Hosting
2
p— Layanan Email
2
p— Layanan Integra
¢

Showing 1 to 4 of 4 entries

Direktorat Pengembangan
Teknologi dan Sistem Informasi

http://dptsi.its.ac.id Seph

/s
o

ﬁ Add Category

Options

First | Previous Next = Last

Gambar 62. Tabel kategori yang sudah ditambahkan
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Dirgktorat Pengembangan
5. Tampilan informasi pada Knowledge Base. Teknologi dan Sistem Informasi | L))

http://dptsi.its.ac.id s

Member Login

i X Ernail or Username

Forgotten Password?

Knowledge Base

Layanan Servicedesk

Bagi Civitas Akdemika ITS yang akan
mengirimkan ticket tanpa login, wajib
menggunakan email ...

Gambar 63. Tampilan Knowledge Base di halaman beranda

D. SELESAI

44



Terimakasih.

@ Direktorat pengembangan Teknologi Sistem Informasi

DIREKTORAT PENGEMBANGAN

TEKNOLOGI SISTEM INFORMASI @ 0315947270
NS 54 Servicedesk.its.ac.id
@} dptsi.its.ac.id




