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UNISA ςUniversity of South Africa
ÅWe are a reputable, comprehensive, flexible and accessible open distance 

learning institution that is motivating a future generation. 

ÅWe offer internationally accredited qualifications and have world-class 
resources. 

Who are we?
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ÅVarious branches in SA and in Ethiopia

ÅHead office in Pretoria

Å425k students who are fulltime, part time and short courses

ÅCentralized ICT supporting 10 000 users with 

13 000 IT related machines

²Ƙƻ ŀǊŜ ǿŜΧόCont)?
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ÅIBM Control Desk

Åsimplify support of users and infrastructure

ÅIt reduces costs and increases satisfaction through self service, 

Åautomated service management and 

Åintegrated best practices based service desk capabilities

What is ICD?
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Unisa has 2 dedicated centralised service desks:
Å1 for staff , 1 for students

Points of contact: 
ÅPhone 
ÅE-Mail 
ÅSelf Service
ÅWalk-up

The service desk
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Staff Service Desk handles approximately 5161 Tickets 
monthly. These consist of:
ÅIncidents
ÅService Requisitions
ÅWork Orders

The service desk
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The service desk
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Easy to assign calls -Workflow
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Easy to assign calls to various groups -Workflow
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Service catalogue
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