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Who are we? ‘

UNISAc University of South Africa

AWe are a reputable, comprehensive, flexible and accessible open distance
learning institution that is motivating a future generation.

AWe offer internationally accredited qualifications and have watkss
resources.

#MxUGA19 @



2 K2 | NBony8 S X 6 '

AVarious branches in SA and in Ethiopia

AHead office in Pretoria

A425k students who are fulltime, part time and short courses
ACentralized ICT supporting 10 000 users with

13 000 IT related machines
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What is ICD? '

AIBM Control Desk

Asimplify support of users and infrastructure

Alt reduces costs and increases satisfaction through self service,
Aautomated service management and

Aintegrated best practices based service desk capabilities
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ICD Components used
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The service desk .

Unisa has 2 dedicated centralised service desks:
Al for staff , 1 for students

Points of contact:
APhone
AE-Mail
ASelf Service
AWalkup
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The service desk .

Staff Service Desk handles approximately 5161 Tickets
monthly. These consist of:

Alncidents

AService Requisitions

AWork Orders
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The service desk

Create New Service Reguest
User Information

© Affected User l:l» @

Mame:

User Information

Service Request  opap1102

Source: |PHCINECALL

e [T > AW

Mame:

Phone: Q

E-mail:

Phone:

Building: Q

Offfice:

Service Request Details

a Common requesis are predefined templates which populate values for a service request

Commaon Requeslr: |:| Q - Clau-zsi'ﬁcalion: |
P : 3 Q © Service Gro-up: I:I Q
i I [ IR

= ry: |

% D

Asset:
Custodian:
Asset Site:

Location: |

Cronfiguration Hem: |
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Easy to assign cail&/orkflow

P LI

Solution Details Activities Related Records Log Failure Reporting Automation

INC95111 Maximo Login error

@ SLA Breach Occurred

Service Request SR302531 > Applied Template: Created By: TMOFOKM Mofokeng Mamahooe

| r|
Problem: > Status Date:  2019-03-15 1523 Owner: 90240871 Mokwena, Mrs Manya

Priority: Actual Duration: o:01 Owrner Group:

Impact: Attachments E%

Urgency:
Global Issue?

Mew In Progress

% Chagi, Mr Yandani Affected User |gp388801 »  Chagi, Mr Yandani

Phone: 4124293111
QA umTaTA E-mail: chagiy@unisa.ac.za
W el Building: gg.4 A, umTATA

Department: g3p Q Regional Service
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Easy to assign calls to various grolfdsrkflow

Manual Input Manual Input

Link to incident - (INCIDE
nk to incident - { M) Assign owner group - (QUELED)

On Hold - (OM-HOLD)

Resolve - (RESOLVED) Assign owner - (INPROG)
Change Pricrity

Create workorder - WORKORDER)

N I

Back to previous selection

System Development & Support Groups
Planning & Governance Groups
Back to previous selection

-]
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Service catalogue

||Search for Solutions, Offering and Quick Inserts : Contact Us

Email:_ICT-Help@unisa.ac.za
Telephone: 012 429 4125

OFFICE HOURS
Browse Solutions
View all existing Solutions. MONDAY TO FRIDAY: 07h45 to 16h00

TO RESET PASSWORD AND UNLOCK ACCOUNT

Request a new Service from IT Service Catalogue ez s frls e

(Request a new Asset or Service) Reset \ Unlock Network Password

Log a Call
Create a Service Request or Report a fault.

Activity
MNo recent activity
Frequent Requests
Easy access to the services you most often request.

My Requests
Recent Activity
Set ICT-Help to not allow helpdesk to resst pswd In Progress
Unisa / DevMan: HR integration (#REF:34321%) - VPN access Incident
not working
testing workoder Work Order
proecure laptop Work Order

Show All My Requests.__

My Assets

Current Assets
2543373 PLANTRONICS W720 WIRELESS HEADSET WITH OPERATING
HOO...
2459581 CO054A PLANTRONICS HEADSETS OPERATING
2459586 C054A PLANTROMNICS HEADSETS OPERATING
AD17181 AVAYA PHOMNE 9611G OPERATING

Showr All My Assets__ .
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|CD/Integration

IBM Tivoli NetcoalOMNIBus 8.1 System Center Operation

. L LAN Management Solution
MyUNISA IBM SmartCloud Application Performance

Management(APPMN) V7.2

IBM Tivoll Netcool Impact \.1

Policy Engine

Windows Syste

Student System

Exchange

Active Directory

Oracle EBS Tivoli Report
(Cogno3$

IBM Tivoli Change and
Configuration Management
Database
(CCMDB
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