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Quick Guide to Use ITSC Online Service Desk

(This user guide suits commons internet browser, including Chrome, Edge, Firefox and Safari)
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The ITSC Online Service Desk is empowered by ServiceNow. One can visit
https://servicedesk.itsc.cuhk.edu.hk to access the system. You will then be re-directed to the CUHK
Login page. Please continue to read Part A here to know what can be done through the system.
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A. Submit an Enquiry/ Request to ITSC Online Service Desk

There are 2 methods to submit your enquiry/ request.
Ai. Method 1: Through CUHK Login (Recommended)
After login, you can
o Check the status of your submitted cases
o See the response from the ITSC User Service Team
o Further supplement for your cases

Aii. Method 2: Without CUHK Login
If you cannot log in, please select “Contact ITSC”.

PN cuvcioo
For Office 365, @Link, LibrarySearch and more

N

Login with

AAAAAA < 4 Student: Student-ID@link.cuhk.edu.hk
Welcome to ent Siu !

' Staff: alias@cuhk.edu.hk

CUHK Method 1: s.ﬁmw"’g,égmﬁd

| Login ID ‘

| OnePass Password ‘

e > Login Help
@ Change Current / Expired Password

> Maintenance Schedule

Method 2: Submit

without login
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Ai.

Method 1: Submit an Enquiry/ Request through CUHK Login (Recommended)

1. Please login and either
click
e GetHelpinthe
middle;
OR
e Service Catalog on
the top menu bar.

€ 9 C b seaure

°
rtomason Techrckogy
Servces Conre

115 cubk.service-now.com

How

e help?

an i

Studoent Computer Assistant

View all requests / incidents

b. choose the related
service categories
displayed on the
left.

e.g. If you have a
guestion about
accessing course
materials in
Blackboard, you
may choose
Teaching, Learning &
Research >
Blackboard — Course
Access Request.

Account, Email & Access
Can We Help You?
Cloud Applications

Data Centre

Desktop Support and Management

Infrrmatinm Saririts

Account, Email & Access
CanWe Help You?

Cloud Applications

Data Centre

Desktop Support and Management
Information Security

IT Facilities

Phone, Data & Network

W Standard Changes

Teaching, Leaming & Research
University Admin Systems

Web, Server & Systems

cccooocfBooeleco

[ 4]
General enquiry
o
a
[ 1]
o

View Details

aching, Learning & Research

General Enquiry

@

View Details

al enquiry for
Leaming &

Blackboard - Course Access
Request

Request instructor/TA access; OR
Request accounts for non-CUHK users.

View Details

Research Computing -
Account Application
an account

View Details

A quick

issues on frequently

@

View Details

used services

@ :
2. E|ther Home » ServiceCatalog » CanWeHelp You? Search
a. click Ask a Question;
gories
OR
General Enquiry Ask A Question

ess for staff to

OR

Blackboard - Batch Copy
Course Request

View Details

Blackboard - Course Combine
Request

View Details

Research Computing -
Additional Computing
Resource Request

Apply additional computing resources
and job scheduling request

View Details

mbined Blackboard course

Blackboard - Batch Enrollment
Request

C to enroll muttiple users
0 a Blackboard course

Blackboard - Nen-CUSIS
Course Request

Request a Black
non-CUSIS listes

rd course to serve a

View Details

Research Computing - Reset
Password

Reset password
Computing System.

View Details
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3. Describe your problem Ask A Question
a nd attach any er‘ror @ A quick access for staff to enquire or report IT issues on frequently used services
messa ge S or screens Request assistance with an issue you are having, An incident record will be created and managed through to successful resolution. You will

also be notified of progress.

captured.
* Category
You will receive an —
email notificaiton sent * Pleae describ your enquirybelow
from ITSC Service Desk )

<cuhk@service-

now.com> to your

@ Add attachments

CUHK mailbox.

Required information [EZZZER



mailto:cuhk@service-now.com
mailto:cuhk@service-now.com

o
I ' sc Information Technology
Services Centre

Aii.  Method 2: Submit an Enquiry/ Request without CUHK Login

1. Click Contact ITSC at the CUHK

Login page. CUHK LOGIN

For Office 365, @Link, LibrarySearch and more

Login with
Student: Student-ID@link.cuhk.edu.hk

Password: OnePass Password

Login ID

OnePass Password

Sign in

o Login Help

@ Change Current / Expired Password

89> Maintenance Schedule
h
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2. Complete the online form as
. Welcome to ITSC Service Desk
instructed _
Category: Accounts and Password v
NOtes Title®: A
a. If you hit errors while using ITSC N | |
services, please attach any screens o |
captured or error message to ‘ |
Phone:

facilitate our follow up

b. If you hit a login problem, please
attach a scanned copy of your CU
Link Card to collect a new S
password.

Staff/Student ID: | |

Request Title®: ‘ |

| Attachment: Hofile chosen |

Note: The attachment size should not exceed 10MB.

Verification

it A ey
Generate New Image

Enter the code above here:

* = Required Information
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B. Trace ITSC Replies to Your Enquiry/ Request

1. Goto =
ol [©

https://servicedesk.itsc.cu
Welcome to

hk.edu.hk and log in.
CUHK
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CUHK LOGIN

For Office 365, @Link, LibrarySearch and more

Login with

Student: Student-ID@link.cuhk.edu.hk
Staff: alias@cuhk.edu.hk

Alumni: alumni-ID@link.cuhk.edu.hk
Password: OnePass Password

Login ID

| OnePass Password

Sign in

> Login Help
Change Current / Expired Password
> Maintenance Schedule

Contact ITSC

)7 (CADS Reference Number: 223)
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2. Inthe top menu bar,
choose Requests/

Knowledge Service Catalog Requests / Incidents o

= Cart c

Incidents > View all
requests/ incidents.

we help?
\\ LSS ‘i 4
sthing Knowledge Base

or services and items you
feedback

Browse and search for articles, rate or submit

View all requests / incidents

ITSC Testing request. ‘
INC0019617 13mago

help?

Got Hel [
0 Contact support to make a request, or report a

problem
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3. Your request / enquiry
appears under My -
Incidents.

Knowledge Service Catalog Requests / Inciden

Home » MyRequests

My Incidents

You may click into the
request / enquiry to check
ITSC’s reply to you.

I have forgotten my onepass password. What can | do?

4. You can view the whole
conversation between you
and ITSC staff here.

Home 3 Ticket Form

forget the password D
Note: p—— [ end |
Your request / enquiry here will
be closed, if we do not receive
your response after 2 weeks.) Dear

| cannot login Blackboard. Perhaps | forget the password.
Please reset my password. Thank you.

Dear

Thank you for your inquiry. May | have more information
about which password are you requesting for? (eg:
Eduroam Wi-Fi password, Onepass password etc.) We can
reset the Onepass password for you, if you attach the
photo-copy of your CU Link.

Testing

e moooo

INC0020145 Created

=
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C. Read Knowledge Base to Solve Your Question

1. Goto
https://servicedesk.itsc.cuhk.ed

u.hk and log in.

Welcome to

CUHK

CUHK LOGIN

For Office 365, @Link, LibrarySearch and more

Login with

Student: Student-ID@link.cuhk.edu.hk
Staff: alias@cuhk.edu.hk

Alumni: alumni-ID@link.cuhk.edu.hk
Password: OnePass Password

‘Logm D

| OnePass Password

Sign in

Copyright 2016. All Rights Reservad.
information Technology Services Centre The Chinese University of Hong Kong

o > Login Help

@ Change Current / Expired Password

@ > Maintenance Schedule
o Contact ITSC
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2. Click Knowledge Base in the P
middle. /

help?

View all requests / incidents
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Home > Knowledge Base

3. You may browse all the

frequently asked questions Top Rated Arices

here by categories or hit rate. e z iyt courcecomon ke Bt
el || FE
T Facilities 2
Cloud Applications [7]

ct to CUHK VPN;

te/Course Menu”™ on the left. What should | do?
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