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Step
Number
1

Step Description

Sign into OneSource with your
username and password or
use Single Sign On.

From the homepage, find and
select the helpdesk area
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Step Image

Sign In
Oracle Applications Cloud

Sign In

Select Language

Good afternoon, Employee Test

Things to Finish

You have no open notifications.

Me Help Desk Tools Others




Select the Service Request tile
Good afternoon, Dummy Account2

Existing Service Requests
anw PR @

é:g Walsall Council  One Source

All existing Service Requests
will show on this page in a list

in the lower part of the screen. —
HR Service Requests 3

Use the search function to (el e [2)) (s [morm s 1) t
Channel Type  Last Updated Date Account L'igz:}::’i‘“ .“

find a service request if you —
know the reference number (= e )

The status is shown on the
right-hand side of the service

request
Creating a New Service Request

To create a new Service = g Walsall Council  One Source
Request, select Create

Service Request in the top I
1R Servica Requests O
t Actions ¥ Crege Service Regquest

right of the screen

Channel Tppe  Last Updased Duss A eount Come¥

e

Crical Severky  Ruloresc: Number i

i data @ e



Input information for the ticket

o Title: Short description
about the issue.

o Category: Select or search
relevant category for the
issue.

e Attachment: Attach
relevant screenshot if
required.

e Service Request Details:
Enter more information
about the issue, if
required, which could help
Service Agents resolve the
issue.

The severity is defaulted as

Low and can only be changed

by the Admin/Agent based

upon the details contained in

their request.

Select Save and Close when

complete




Select the Category based on

the type of service request you

are raising by typing and it will
auto suggest based on your

input.
Alternatively, you can select
the dropdown to view all
categories or select the folder
icon to view in the hierarchy
list.

Status
*
Category

Attachments

Mew

None =i«
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Searching and Selecting Categories
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If you select the folder icon it

will open new window where Select: Category
you can drilldown by area by
selecting to arrow Gibigory hliens ]
You can also search in the —
category name field.
Colepory Newe \
When the correct category has B ety P gyatie
been SeIeCted’ F Combrucus impeovenent Comeereyion

Click “OK” to proceed.

F Fiafh e Saledy Gy

¥ Honcranumse Addrsonal Drate
B Iraoves Tagay

B J5h Eviisatar

F Leasterg afd Dovelasmest
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Add attachments if you have
any using the + symbol.

Status

* Category

Walsall Councll

Adding Attachments to Service Requests

[Attachments




, Walsall Council

10 A new window will open, Attachments X
select choose file to upload
attachment from your device. + E
Select OK when uploaded and
it will attach to your service Title Description . Add Attachments X
request M
{ =D ’ Type ‘ File | [ Unzip all zip files after upload

Category ‘ Miscellaneous |

Choose Files | Mo file chosen

|0|<| gance||




11 On the Helpdesk Homepage
select the reference number of
the Service Request to view or

edit or use the Find Search
function. This will open the
service request details

12 This will open the service
request summary.
The status may be changed if
this had been picked up by the
category team.
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Updating/Responding to a Service Request Ticket

HR Service Requests

HR Service Requests @

E‘ind; Reference Number

View w

Critical Severity * Reference Number

Low 0000186857

gs DO0SITIT x

Service Request - Details

© Title | UNa0% 10 ApOTOVY BXpENSe M
Oate Reported 03102024 10:03 AM
Reported By Dummy Account2
Primary Point of Contact | Dummy Accountz
Severity  Low

status  Hew

Sarvice Request Datails

List | All Open Service Requesis

Primary Point of Contact
Primary Contact Phone
Last Upaated Date  DL102024 1023 AM
Last Updated By Dumemy Account
* Category | Expenses
Queus
L
Assigned To

Attachments (1) kioop g

| CANNG! APEAOVY N EXDENSH CIAM SUDMITIA for ApProval by ™e. | hare ANACNAA A SCTRRRsNat of Mg Dage. The raterance nUMBer of he BXPANSE CIAIM i5 0012345648

[Ty - [ow] [Eewanicen] [Se]



13 Select messages on the left-
hand side of the screen.
Select compose on the right-
hand side of the screen to
update the ticket.

14 A text box will appear. Type
updates in this field and add
attachments if needed.
You can reference
attachments already uploaded
to this ticket.
Select Post once complete to
save the message.

15 New messages will show
here. The message will have a
time and date stamp on the
right-hand side.

R Sarvice Requests  D0OD153TIT x

Request - Details

Edit Service Request; 0000153717 : Messages ()
Summary | W0 | 4

B messages — Mo data fo display
Cont

Primary Point of Contact

Primary Contact Phone

HR: Sarvico Requests 0000153717

Service Request - Details

Title  Uinable to approve expense ¢
Sevedity Low

Status  Mw

Edit Service Request: 0000153717 : Messages @

Compose: Customer Entry (3

B Al < > A-B~ B I YU xx

&

L)

‘ Insert Updates Here ‘

[mml-.-mm Nene e Or Select from Ssrvice -"::Lr-']

=
No data to dsplay

HR Service Requests  00O0153TIT x

Service Request - Details

Title  Unaie o approve expense ¢
Severity  Low

Status N

Edit Service Request: 0000153717 - Messages (3

| 0| 94

Chavacters. 0

Primary Point of Contact

Primary Contact Phone

Primary Point of Contact

Primary Conact Phone

—_Jua niow (01072028 10:46 AM)

Compase
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Once all updates have been
made, Select Save and Close.
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HR Service Roquests  D000ME3THT =

5ervice Reques! . Detals

Primary Point of Contact
Severity

Primary Cantact Phone
Status  New

Edit Service Request: 0000153717 : Summary @

Summary . = - Last Updated Date

Diate Reparted Last Updated By

Reporied By Dur * Category

- .
Primary Paint of Contaet | Dum - B
Saventy  Low Assigned To

Stalus  Mew

Atachments (1) o

service Request Details
cannot apgeove an expense clam submited for approval by ma. | have attached a scraenshet of the page. Tha refarence number of the expense claim ks 0012345648

Expenses

One Seurce Support Team




