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INTRANET GUIDE TO REPORTING DEFECTS/REQUESTS
TO THE ESTATES HELPDESK

CREATING A DEFECT/REQUEST

In order to access the Estates Helpdesk via the web, you will need Microsoft
Internet Explorer 5 or above (NOT Netscape). If this is not already loaded onto
your PC, please contact the person responsible for IT within your department.
The Estates Helpdesk is located at:

http://fazola/intranet_helpdesk/

The front screen will look like this:

2} Helpdesk Select Screen - Microzoft Internet Explorer provided by University of Kent at Canterbury

J File Edit “iew Favortes Tool: Help |
4 o =
L2 0 [0 o nlla o ad R 8 .
Back Famwand Stop  Refresh  Home Search Favortes  History Mail PFrint Edit
| Addvess [@] hitp./heman helpdesk/ x| @B |J Links
=
SITY OF KENT
RBURY mum®
== WORK REQUEST
Enter details of request. Details reguired are: name, telephone number, lacation, type of problem; ie: no heating, and a full
description of the problemn. A reference number will be allocated for you to track the progress of the work request.
=> WORK REQUEST - REPORTS
Warious report facilities to enable the progress of Waork Requests to be monitored. The status of the work will change fram
WR' (Weh Regquest) or R' (Requested), to 1'{lssued and in Process) when the job has been allocated hy a Helpdesk Operator,
and changed to 'Com' (Completed) when the job is finished.
[

|@ ’_’_ 2| Local intranst
hStart| w AP 10N etworkser. | YHARCHIEUS/AM | T Simeon - [Message..|[& Helpdesk Sele... B Microsoft word -D..| [<§ @AY 1243




To report a defect/request you must click once on ‘WORK REQUEST’. The screen
will now show this:
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The first question you are asked is ‘Requested By’, this information can be
entered in two ways. Your name can be typed in, surname followed by your first
initials, or by clicking on the small grey box to the right hand side and then
selecting your name from a pick list.

Once your name has been inputted your telephone extension number and
building location will automatically be selected. If these details do not appear
then the telephone number can be typed in and the building location chosen from
the pick list via the grey box on the right hand side.

You are now asked for the ‘Floor’ and ‘Room’ locations. These are for the location
of the defect/request, not your location, unless they are the same. If the problem
you are reporting is in more than one room or is for the whole building, these two
fields do not have to be filled in.



The ‘Job Type’ can be selected by clicking on the arrow to the right hand side and
choosing ‘Break Down’ for a repair/defect or ‘Minor Improvement’ for new work or
alterations to be carried out.

If you are requesting work to be carried out that your department is paying for
then you are asked to supply an account code. Please make sure that the account
code is inputted as a continuous number, eg:

111122233333

To signify that this is a rechargeable account code, click in the box to the right of
‘Rechargeable’ and a tick will appear.

The ‘Problem Description’ is now asked for. It is here that you can confirm the
location of the request/defect, especially if there is more than one room number.

Once all these details have been completed. Click on ‘Submit Request’ and the
details will be sent to the Estates Helpdesk. If any mistakes have been made and
you want to start again you can click on ‘Clear Details’.

After the details have been submitted a different screen will appear looking like
this:
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This screen confirms the details that you have sent. At the top of the page there
1s a ‘WORK REQUEST NUMBER??, this is your reference number and is unique
to that job.

At this point the ‘Status’ is ‘Web Request’. Once the Helpdesk have received and
printed this docket, the status will change to ‘Issued and in Process’.



USING THE REPORT FACILITY

This enables information to be displayed regarding the status of your request.
There are four different report options:
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NUMBER

This is the best option to display details of a single work request, however you
will need to know the reference number (Work Request Number) to proceed:
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When the ‘Search’ button has been pressed the screen will show the details for
that job:
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The status has now changed, and the comments are explaining that the request
is waiting for the materials to be delivered before work can commence.



DATE RANGE

This option allows you to select a group of requests within a particular date
range. When the dates have been selected the screen will show a selection of
requests:
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BUILDING

This is a similar report to ‘Date Range’ but will allow you to select a specific
building location in addition to the date.

REQUESTED BY

The same as both ‘DATE RANGE’ and ‘BUILDING’ except this will search on the
name of the person who requested the work. The name can be selected from the
pick list by clicking on the small grey box.



