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By the end of this course, you should be able to:

e Access ASSIST Portal

e Log a Support Service Request

e Log a Support Service Request on Behalf of someone
e Find and View Active Requests

e Add Updates to Active Requests

e Find and View Resolved Requests

e Reopen a Resolved Request

e Request Again functionality

e Cancel a Request

e Amend Profile Details and Notification Types
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What is ASSIST

ASSIST is the service request management interface for logging Service Requests. It is available to
both internal and external users enabling the web-based logging and approval of requests from
inside and outside of our office network without using Citrix.

SRM (see SRM training documentation) is the entry point provided in our organization for the
management of requests via the various modules. This entry point is also web based, making it
accessible outside of the office to engineers and anyone needing to view the support side of the
request.

Lesson Purpose

The purpose of this guide is to familiarize you with the request logging interface, to show you how
to use Remedy ASSIST, and to help you understand the features it contains.

We will start by showing you how to access the system. We will also show you how to log a Support
Service Request for yourself or on behalf of another person. Discover where to find your logged
requests and view or make updates to them, as well as reopening resolved requests, using the
‘Request Again’ feature for frequent requests or cancelling requests no longer required.

Finally, we will take you through amending your details and notification preferences through your
Profile.

By the end of this course you should be able to:

Access ASSIST

Log a Support Service Request

Log a Support Service Request on Behalf of an Operator
Find and View Active Requests

Add Updates to Active Requests

e Find and View Resolved Requests

e Reopen a Resolved Request

e Use the ‘Request Again’ feature

e Cancel a Request

e Add/ edit Profile Details




LOGGING IN TO ASSIST FOR THE FIRST TIME
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This section will enable you to:
v’ Access ASSIST Portal
v’ Understand Strong Password requirements

v’ Learn how to login and change / update your old / forgotten password

1. How to get there

1. To access ASSIST portal, you will need to use the following link from your desktop browser:
https://assist-customersupport.derivco.com/dwp/app
2. Please note, this URL will not be accessible externally unless the IP has been whitelisted.
Please contact the Internal Applications team, if you are facing issues accessing this from Operator
environment.
3. Once your Remedy account has been created, Remedy account credentials will be generated and emailed
to you. These are your login credentials to access Remedy ASSIST.
a. The username must be entered in lowercase when logging in.
b. Use the password shared with the Remedy credentials emailed to you

i |

@ Passw ®

Sign In Help




2. Setting a Strong Password

1. You can set a new password by using the option to ‘Set your Password’ on DWP.

2.

How-to Resources

How to:

How to:

How to: How to: How to:

How to: How to: How to:

SRM Training Manual Department View tribut st Manage Reset F tten Password

How to!

Please follow the following directions to create a Strong Password:

a.

b.
c.
d

Must be at least 8 characters long

Must use a mix of letters, numbers, and special characters
Must use both upper and lowercase letters

Must not have been used previously

Change Password

User Name !san(oshk

New Password |

Confirm New Password I

Save

Note
A password cannot be empty or the same as your user name
I} It should be between the system configured minimum and 30 bytes
in length. It should be different from your current password
It must include an upper case character, a lower case
character, and a special character (for example: #, !, +, %).




3. Retrieving a forgotten Password

1. A ‘Sign In Help’ link will be available on the login screen. Clicking this, will launch the Password reset URL in
a pop-up dialog box.
Please ensure pop-ups are enabled for this site.

i |

Sign In Help

Sign In Help

Forget your password?

https://mobi.derivco.com/assistpasswordReset/

2. Click the URL and you will be directed to a new tab to enter your login name. Your password will be reset
and a new one sent to your registered email address.

/—\\ S S I S T Password Reset

You can reset the password for your ASSIST account by providing some information

Login Name

Reset Password



ACCESSING USEFUL LINKS OR DOCUMENTATION ON REMEDY ASSIST
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® . This section will enable you to:

v Locate documentation and other related items

1. Where would I find related/useful documentation and links

1. Assoon as you enter your credentials and log in, you will find yourself on the Digital Work Place (DWP)
landing page.
2. This page has links to most of the basic documentation you require to get started with ASSIST.

bmc Digital Workplace My Activity My Services a. @.
& Browse categories v Q Hello, how can | help you?

Most Common IT Services

How-to Resources Show all 9 items

How to: How to: How to: How to:
ASSIST CHAT BETA Training Manual ASSIST Mobile Training Manual ASSIST Training Manual - Customer ASSIST Training Manual - Internal




LOGGING A SUPPORT SERVICE REQUEST
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. This section will enable you to:
v’ Know where / how to log Requests as yourself or on behalf of another user

v’ Understand how to find, view, and update your active Requests

v’ Learn how to cancel a request, reopen a resolved Request, or request similar Requests again

1. Where can I log a Support Service Request?

1. Once you have logged in, you will see the DWP landing page. This page contains easy reference points to
the following:
a. Training guides
b. Search feature
c. Contact details for IT Operations Center
d. Quick link to your existing requests
2. Tolog a new request, click on the search bar and type SRD name.

¢« Digital Workplace My Activity My Services

& Browse categories v Q Hello, how can | help you?

3. Search for Support Service Request in the search bar it will list the matching Service Request Forms. Please
select the SRD titled ‘Support Service Request’.

Digital Workplace My Activity My Services  Location

X Close SU ppoﬂ

Top Hits Catalog items Articles Requests Approvals Locations Assets
™7 Support Service Request _

— Log a support service request

— MGS Help Desk

4. Click the link to launch the Service Request Form.




2. Logging the actual Support Service Request

1. The Support Service Request Form will be launched as a pop-up.

€ Search Checkout Tr Favorite  #* Share

Support Service Request

MGS Help Desk

Description .u

Log & support service reguest

st for; WVaibhav Hake # Edit

enforced regu

Provide request details

Your Relerence? *

Brand?

Select -

Urgency? =

Select -

Alfected Market?

Select b

2. Complete the Support Service Request form and click the ‘Submit’ button.
Note: Please make sure you follow GDPR guidelines while filling out the Support Request form.

@ Support Service Request

Requests logged in ASSIST are subject to Regulations protecting Personal Information
for example the GDPR. Please note that using ASSIST to send personal data is a
breach of compliance and action will need to be taken if detected. By consenting to
this disclaimer the data subject agrees to abide by the terms of the Information
Security Policies and enforced regulations. By clicking the Submit button you confirm
that you have read and agree to the above terms and conditions.

3. On every Support Form, some fields are optional while some are mandatory —and they are so indicated. If
a field has an Asterisk mark, it is a mandatory field.



Provide request details

Your Reference? *

Brand?
Select
Urgency? *
Select
Affected Market?
Select
Is this a potential regulated market breach?

Select

Once your request has been submitted, you will receive a “Confirmed” pop-up notifying you that your
request has been logged.

Your request has been submitted

Note: Using the correct channel during logging will assist us to route your call to the correct teamin a
timely fashion. For a better understanding of which channel to use, please see below:

Channel Description

Banking Registration / Deposits / Withdrawal / Cashcheck
Bingo Bingo Client / Chat / Bingo Backoffice

Blue Mesa Test Environments

Business Applications Backoffice / Casper / Caiman / Javelin / Bolt
Business Intelligence Recurring Report Requests

Citrix Citrix Accounts / Access

Casino Flash / Viper / Playcheck / Loyalty / Quickfire Playcheck
Information Security Firewall / VPN / Access

Live Dealer Live Games / Quickfire Live Dealer

Mobile Android / HTML 5 / Quickfire Mobile

MPV Multi-player games / Casino Tournaments

Poker Poker Client / Tournaments

Quickfire Quickfire Casino Games / Vanguard Admin
Remedy Application Suite Remedy ASSIST

Sportsbook Sportsbook




3. How do I log requests on behalf of another user?

1. The log on behalf of feature is located at the top of the request form. Click the “Edit” button to enter a
different name.

Request for; Vaibhav Hak§ # Edil

Clicking on Edit option will open a. pop-
g

2. Begin typing the name of the associate you would like to request on behalf of and select their name from
the list provided. The associate for whom you’re requesting, needs to be registered on Remedy for this
feature to work.

| richa sar| . |

| Searchwith the associate name |

Selected

1 resull

Choose the correct name from
results

3. You are now logging the request on behalf of the selected user. To amend this to log the request on behalf
of a different person, or on behalf of yourself again — you can click the ‘Edit’ button again and select the
requestor you want.

Please Note: The default for logging requests is set as your own name. To log requests on behalf of
someone else, you will need to amend this selection for each request you log as and when required.

4. Complete all the required details and click the ‘Submit’ button.

Note: Please make sure you follow GDPR guidelines while filling out any Support Request form.

Once you have filled out the complete form, click the ‘Submit’ button.

You will receive a pop-up notification that your request has been submitted.

The associate on whose behalf you've logged the request, will receive an email notification.

All subsequent notifications for Work Info / Updates will be sent to the same Operator and not to you.

0N Un



FIND SUBMITTED REQUESTS

1. Inthe top Menu, you will see the tab for ‘My Activity. Click on this.

bmehelix Digital Workplace Welc-:me:h't.fswcs

Q, Helio, how can | help you?

2. Your requests and the current status will be shown on the timeline.

bmchelix Digital Workplace = Weicome My Services o @.

Q Hello, how can | help you?

Active events

Sample documentation request Canvas: Production Categorization Field Atom- Products informations from Int Apps

nitiated

e
38478 >

EQ1170882 Request ID: REQ1169124

Request ID: REQ

Cance Det. Cance De Cance Details
Past events 1-10 i (¢
t Request L o
O 'fe_s—.jeques For: Vaibhav Hake Request ID: REQ1168050 Date: Feb 2,2022
Documentation Test & i = BECAAETTAE = e
Cancatiod For: Vaibhav Hake Request ID: REQ1167746 Date: Jan 27, 2022
—  OneDrive Access
f OneDrive Access For: Vaibhav Hake Date: Dec 21, 202

Closed

3. You can also search for specific Requests you logged, by typing in the Subject of the Call or part of the

Request ID.

bmc heli D;gitgﬂ \N.-Jrkpt Welcome 1 My Services

X oese dr p|3n|
Tap Hits Catslog items Arsicles Requests 2pprovals

No top hits for: dr plan

Requests Sez maore ?
=R

Cancel Details

You can also search for previous raiged issues. You can
select from results




VIEW / UPDATE REQUEST

1. To view the Updates to your Request, you can click on the Request title itself.

< Search Details

Remedy DR plan

Message from Remedy Application Service

Status Request ID Request for
n Progress REQ1138486 ’ M e

Cancel

Details
Request priority Submitted
=1 Oct 2 21 AN 7 PM
Requested for email Requested for company Subject

aibhav.Hake@derivco.co.za Derivco Remedy DR plan
Urgency Request Type Application
2-High Work to be done / New Feature Request  Remedy

New Feature or Something else? What do you need done?

Something else Please plan for Remedy DR
Comments

Add comment

New Feature Request

2. This will launch the Request Details pop-up and allow you to view all related Updates / Work Info. You can
click the Comments and Attachments section to add more updates right here.

¢ Szzrch Details

Details Cantel

Request priority Submitted Last updated Request Agsin
Oct 29, 2027 32 11:21 AM Nov 3, 2021 8t 12:57 PM

Requested for email Requested for company Subject

vaitsh deriven.co.za Deriveo Remedy DR plan

Urgency Request Type Application

I-High Wark to be done / New Festure Request  Remedy

New Featurs or Something else? What do you need done?

Something slse Plzase plan for Remedy DR

Comments 1}

This is comment section where updates: on the request will be-ssen

Add comment

Application Service

9 Reme:

Subject : Remedy DR plan

Wark to be done / New Feature Request
Remedy

or Something else? : Som

What da you need done?: Plesss g

3. If you want to update the ticket, you can comment or add some attachments.



Comments ()

Add comment [

Comments (0]

Chck on Add Comment bution__ ]

Leave your comment here_.

You cantype your comments: here-

[ Astach Files ﬂd'-!--i < T altachthe documents related to request, click on Attach Files' buttan. [

e



CANCEL REQUEST

1.

How do I Cancel my Request?

To cancel your request, click the “Cancel Request” button at the bottom corner of the Request Details
popup.

< h Details

LTJ Sample documentation request

Initiated

=
Status Request ID Request for

L O \ ] Cancel
Initiated REQ1170882 ’ Vaithsy Haks

Request Again
Details
Request priority Submitted Last updated
Feb 4. 2022 at 1:24 PM Feb 4,2022 8t 1:24 PM

Reguested for company Your Reference? Brand?
Derivco Sample documentstion reques: MPV

Confirm the cancellation when prompted.

Caneel Service Request

Are you sure you want to cancel the request?




2. How do I find my Cancelled / Resolved Requests?

1. All cancelled and resolved requests can be found at the bottom of homepage in Past Events section.

bmehelix Digital Workplace =~ Welcome My Services

Q, Hello, how can | help you?
Active events I}; Filter m = o

Sarnple documentation request Ca

Initiated
E e

as: Production Categor

For: Vaibhav Hake

E e

By >

Request (D: REQ 1138478

Request |D: REQT170882

Cancel Details Cancel Details Cancel Details

This is section of application where you can sse your closed, resolved

Past events 1-10 Tk T Filte o
o TestBequest For: Vaibhay Hake Request ID: REQI168050 Date: Feh 2, 3022
Close
tation Tes e e e
0 E_anc_'fr"_]:r't“ i Tst For: Vaibhav Hake Request ID: REQ1167745 Date: Jan 27, 2022

Date: Dac 21, 2021




3. How do I reopen my Cancelled / Resolved Request?

1. Once arequest has been resolved, you have 4 days to reopen the request before it closes permanently. To
reopen, look up the Completed Request as shown above.
You will see a ‘Reopen’ button on the Request.

€ My Activity Details

Completed

LTJ Sample documentation request
=

Status Request ID Request far
Completed REQ1170882 P veiono e

Reopen

Aequest Azain

Details

Request priority Submitted Last updated

2. Clicking this button, will prompt you for a reason to reopen. Type in your reason and click Reopen. This will
reopen the Call.
Please note, ‘Reopen’ Call is different from ‘Request again’.

Reopen Request X

Enter a reason (required




“REQUEST AGAIN” FEATURE

1. ‘Request Again’ is different from ‘Reopen Request’ functionality.
a. This feature allows you to log a new Request similar to an existing one.
b. You can use this feature for Requests in any status.
2. To use the ‘Request again’ feature, open your request as you would to view the details. Click the ‘Request
Again’ button.

< My Activity Details

Sample documentation request

Completed

Status Request ID Request for

Completed REQ1170882 ’ Vaibhav Hake

Reopen

Request Agsin

Details
Reguest priarity Subrmitted Last updated
E3 Feb 4, 2022 st 1:Z4 PM Feb 4, 2022 st 1:54 PM

3. You will see that all the existing details are prepopulated, so that you don’t have to re-enter the same
data. You can, however, edit some of the details. When you click the ‘Request Again’ button, a new
Request ID is generated for this request.

Support Service Request
MGS Help Desk

Description

Log a support service request

Provide request details

Your Reference? *

Sample documentation request

Brand?

Urgency? *

d-Low

Affected Market?

.com



VIEWING YOUR DEPARTMENTAL REQUESTS
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This section will enable you to:
v’ Locate and view requests logged by your Department

v’ Search for requests logged by your Department

1. Where can I find the ‘My Department’ view I used to have?

1. Please refer ‘Department View’ on the DWP home page.

How-to Resources (

How to: How to! How to: How to!

How to How to: How to: How to:

How to:




PROFILE AND NOTIFICATIONS

v’ Edit your profile details

This section will enable you to:

v’ Select your notification types

1. Editing your profile

1. You can edit you profile details on DWP.
2. Click the Icon in the far right corner of the top menu, and select ‘Preferences’.

V I

- A
I i
ir 3 Preferances

Sign out

3. You can add your photograph, Job Title, Contact Details, and Office location in your Profile.

Digital Workplace = Welcome MyAziviy MyServices  Location

vaibhav Hake

Profile information Location

You have not set your office location

g B
Creste=

&
i
@

Posts

Social

People(0)  Groups [0) Locatians (0] Assets (0)

Use posts to connect with your colleagues in your
organ zation

@ newpost

Get updates on people in your organization.

4. You can edit this information at any time.



5. Check the notification settings panel to set the notifications as per your choice.

Notification settings

Approvals
Get updates on your open approvals.

Receive:

Email

Push notifications @
Requests

Status updates and messages for your open requests.

Receive: O
Email
Push notifications @

Social Activity

Updates and notifications from the people you follow.
Email

Push notifications @



