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Logging into Heat SelfService

Step 1

43 HEAT Self Service: Login - Microsoft Internet Explorer

J File Edit Wiew Favorites Toaols  Help

J\_.J Back - \_)l - Iﬂ \ELI i ‘ P ! Search “{L‘\'E’Favol

J &ddress I@Ll http:/heatss. district. apsfheatselfservice fdef ault fen-us/

Open Internet Explorer and type in the
following address:

http://heatss.district.aps/heatselfservice

Step 2

Login

User ID |marys|

F‘asswu:urdl

En e

At the login screen, enter your User ID, no
password.

Click Login.

Step 3

HEAT

Self Service.

Navigate The Site
*» Home

Mew Issue

Account Information

Contact Us

How do 1

Logout

Click on New Issue.

Note: To check the status of a call ticket click on the CallLog number in Issue History.

Issue History

» Below is a list of issues you have reported in the past,
th erlined text in the first calumn.

You may wiew more details about an issue by clicking on

CallLog EquipmentType EquipmentModel Gall Status
00014728 Closed
\ 00015342 Closed




Creating a work order in Heat SelfService for computer repair

Step 1

HEAT

Self Service.

Navigate The Site
*» Home

Mew Issue

Account Information

Contact Us

How do 1

Logout

Log into Heat SelfService.

Click on New Issue.

Step 2

Choose a Call Type

I Zormputer

Click on the Call Type and choose Computer.

Step 3

Call DCescription:

Carnputer will not boat up,

In the Call Description field, enter
the problem you are having with the
computer.

Step 4

Carnputer Details

Carputer Maodel

| Dell GxzED Tower

Cperating Systern

I windows XP

Serial Murnber fService Tag

|5DR53‘34

User MHame

|Karen Srith

Equiprient Location

|RD|:um 4

Submit

Enter all the information on the form.




Step 5

New Issue Click the Submit link.
Submit /
Step 6

MNew Issue Confirmation

» Customer service has recel [ issued
Please use reference 1D(00048021 Jwhen referring to this issue.

Note the reference ID
number.




Creating a work order in Heat SelfService for printer/fax repair

Step 1

HEAT

Self Service.

Navigate The Site
» Home
Mew Issus
Account Information
Contact Ls
How do 1
Logout

Log into Heat SelfService.

Click on New Issue.

Step 2

Choose a Call Type

Click on the Call Type and choose
Printer/Fax

Step 3

Zall Description:

Printer is jarnrned,

In the Call Description field, enter

the problem you are having with the
printer or fax.




Step 4

Printer /Fax Madel

Serial Murnber

User MHare

Equiprient Location

FOR ADDIMNG & MEW PRIMNTER

Ethernet Drop Murmber

[ ]

Thisz iz the nurber an the wall plate,

Example: 101

FCR REPLACIMG A PRIMTER

Old Printer Mame

Exarnple: 742 hline.aps

IP Address

E:-camE\Ie 10.30.10.231

Enter all the information on
the form.

Note: If this is a printer
setup, you will need to fill
out these fields.

Step 5
New Issue Click the Submit link.
Submit ‘/
Step 6

New Issue Confirmation

» Customer service has recei rissued
Please use reference ID(O0048021 Jwhen referring to this issue.

Note the reference ID
number.




Creating a work order in Heat SelfService for audio/visual repair

Step 1

HEAT

Self Service.

Navigate The Site
*» Home

Mew Issue

Account Information

Contact Us

How do 1

Logout

Log into Heat SelfService.

Click on New Issue.

Step 2

Choose a Call Type

I AWEquiprnent

Click on the Call Type and choose
AVEquipment.

Step 3

Call Description:

wiill nok barn on,

In the Call Description field, enter
the problem you are having with the
equipment.

Step 4

A% Equiprnent Details

Manufacturer

| 20-9000 Series

A Type

I Owerhead

Madel

»Enter all the
information on the

|3nnx

form.

User Mame

|Karen Zrith

Equiprnent Location

|R|:u:um 4




Step 5

New Issue Click the Submit link.
Submit /
Step 6

MNew Issue Confirmation

» Customer service has recel [ issued
Please use reference 1D(00048021 Jwhen referring to this issue.

Note the reference ID
number.




Creating a work order in Heat Self Service for an Infinite Campus request
Note: Infinite Campus requests are entered by SIS Site Managers

Step 1
HEAT &
. Log into Heat
Self Service. Self Service.
Mavigate The Site Click on New
> Home Issue.
Mew Issue
Account Information
Step 2
Click on the
Call Type
Choose a Call Type dl’Op-dOWI‘]
J1c 15sue =l arrow and
select IC
Issue.
Step 3
Call Description: In the Ca”
T D_escrlptlon
field, type IC
Issue.
Step 4

IiZ Iszue

&8dd an addresz
Drelete studert - requires fall marmePearm #
Cither

Request SASI0

Securiby issue-requires specific details

User inguiry

Dretail IC Issue

IiZ Is=ue
| =

Zaontact Persan Cantact Ext

Special Dretails

From the IC
Issue drop-
down arrow,
select the
issue.

Enter the
Contact
Person and the
Contact
Extension.

In the Special
Request field,
please
provide
details that
will help to
address the
issue.

If you need an

10




Add an address

Shreet Murnber Drirection Street Marne Cresigriation Apt, Ha
ity State Zip
Directions

Celete student - requires full narne and perm number

User inguiry - amy questions regarding users - be specific

address added
to IC, then
provide all
required
information.

Pay close
attention to
the directions
when putting

Security issue - will require specific details including positionfunction and School District calendars rights in a request_
Request SASID - requires full narme, birthdate, gender, parent name, Not inCIUding
narme of school and district student iz coming from information
Other - requires specific details can delay your
Add an address - IF address is not found, enter the address in the fields, IF address is outside APS call ticket.
you will need ta enter the City, State and Zip. &l fields except Apt, Mo, are reguired,
Step 5
Mew lssue Click the
P Submit link.
Submit
Step 6

New Issue Confirmation

* Customer service has
Please use reference

#hen referring to this issue.

Note and save
the reference
ID number.

Step 7

Note: You will receive e-mail confirming your call ticket, telling you what technician
your call ticket, and when the call ticket is closed.

is assigned to

11




Creating a work order in Heat SelfService to add a new employee on the network

Step 1

HEAT

Self Service.

Mavigate The Site
*» Home

Mew [ssue

Account Information

Contact L=
How do I

Logout

Log into Heat SelfService.

Click on New lIssue.

Step 2

Choose a Call Type
|METUSER Add/Change = |

Click on the Call Type and choose
NETUSER Add/Change

Step 3

Call Description:

Metuser add |

In the Call Description field, type
Netuser add.

Step 4

METUSER Add ar Mame Change

Mote: Only uze this iF the person is MEW ba the DISTRICT
ot haz changed their narme, Use METIJSER Tramsfer if they hawe changed sites,

Contact Perzon Cantact's Ext
|Jim West | |29345 |
File Server

I.l'-\.rkansa: ;I

If wou are adding mare than one person, use the Special Details box to enter a list of names,

Twpe "See Special Details" in the First Mame field.

First Marne Last Marne
|Jan | |Lewis
Employee IC:
ELELS Thiz iz the employes's Districk ID number Found in Oracle,
Effective Cate
sitid

To add one employee:

Enter the Contact Person and
Extension.

From the File Server drop-down,
choose your site.

Enter the new employees First
Name, Last Name, Employee ID and
Effective.

12




Step 5

METUSER &dd ar Mame Change

Make: Cnly uze thiz if the perzon iz MEW to the DISTRICT
ot haz changed their name, Use METUSER Transfer if they hawve changed sites,

Zontack Person Cantact's Ext
|Jim rest | |29345 |
File Server

IArkansas ;I

If wou are adding maore than one person, use the Special Details box o enter a list of names

Type "Ses Special Details" in the First Marne feld,

First Marne Last Marne
Employee IC:

I:l Thiz iz the emplayes's Districk ID rormber Found in Cracle,
Effective [rate

Special Details

Srnith, Susan, 555, $/17 04 IFye
Fox, Kirn, 333, 8/1/04
Fisher, Cannryn, 666, 51,04

To add more than one
employee:

Enter the Contact
Person and Extension.

From the File Server
drop-down, choose
your site.

In the Special Details
field, enter last name,
first name, employee
id and effective date.

Last Marne

‘ Lo ¥ Mame Change

Employee 1D

|:| This is the employes's Distict ID number found i Oracle,

Effective Date

Mewe First Marne

‘Kim

Mewe Last Mamne

|Det EEEEE |

For a name change:

Enter old First Name
and last name.

L ]
Click on the Name
Change box.
Enter their new first
name or last name.
Step 8
MNMew Issue

/ Click the Submit link.
Submit

Step 9

MNew Issue Confirmation

» Customer service has recel rissue.
Please use reference 1D(00048021 Jwhen referring to this issue.

Note the reference ID number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is

assigned to your call ticket, and when the call ticket is closed.

13




Creating a work order in Heat SelfService to delete an employee on the network

Step 1

HEAT

Self Service.

Mavigate The Site
> Home

Mews Issue

Account Information

Contact Us

How do I

Logout

Log into Heat SelfService.

Click on New lIssue.

Step 2

Choose a Call Type

| NETUSER Delste =

Click on the Call Type and choose
NETUSER Delete

Step 3

Call Description:

Metuser delete,

In the Call Description field, type
Netuser delete.

Step 4

METUSER: Crelete

Mote: Cnly use this if the person is LEAYIMG the DISTRICT.

Contack Person

Contack's Ext

|Liz Smith |

|29355

File Server

I Boston ;I

If you are deleting more than one person, uze the Special Details box bo enter a list of names,

Type "See Special Details" in the First Mame feld,

To delete one
employee:

Enter the Contact
Person and
Extension.

From the File
Server drop-down,
choose your site.

Enter the

First Marme Last Marne

|Dan | |Jarnes |
Laogin Mame Employes IC End Crate

|danj | |5555 | |s,f15,f041

employees’ First
Name, Last Name,
Employee ID and
End Date.

14




Step 5

METUSEF. Delete

Mote: Snly uze thiz if the persan iz LEAWIMNG the DISTRICT,

Zontact Person Cantact's E
|Liz Srrith | |29355 |
File Server

IBoston ;I

If wou are deleting maore than one person, use the Special Details box bo enter a list of names

Type "Ses Special Details" in the First Marne feld,

First Marne

Liogin Marne

Lazt Marne

End Crate

L

IF wou are ente

Ermployee IC

Special Duetails

Srnith, Susan, susans, 34234, 87104
Jones, Bill, billj, 2121, /150

Last I

For

To delete more than
one employee:

Enter the Contact
Person and Extension.

From the File Server
drop-down, choose
your site.

In the Special Details
field, enter Last Name,
First Name, Employee
ID and End Date.

Step 6
MNew Issue
/ Click the Submit link.
Submit
Step 7

MNew Issue Confirmation

*» Customer service has recel rissue,
Please use reference 1D(00043021 Jwhen referring to this issue.

Note the reference ID number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

15




Creating a work order in Heat SelfService to transfer an employee on the network

Step 1

HEAT

Self Service.

Mavigate The Site
> Home

Mews Issue

Account Information

Contact Us
How do T

Logout

Log into Heat SelfService.

Click on New lIssue.

Step 2

Choose a Call Type

| METLISER. Transfer =1

Click on the Call Type and choose
NETUSER Transfer.

Step 3

Call Description:

Metuser transfer,

In the Call Description field, type
Netuser Transfer.

Step 4

Mate: Only use this iF the person is TRAMSFERRIMG from ancther site bo wour site,

To transfer one

SentscHi S sc Contact's Extension em ployee'
|Cheryl Weed | |2‘5I854 | Enter the

Mew Site Contact Pe_rson
ICentury ;I and Extension.

IF wou are transferring more than one person, use the Special Details box to enter a list of narme

Tvpe "See Special Details” in the First Marme feld,

First Marne

From the File
Server drop-
down, choose
your site.

|Mar'5.r

2ld Site

Enter the
employees’ First

I Easton ;I

Effective Crate
|a,.f1?,-'u4 |

Name, Last
Name, Old Site,
Login Name,

EI (This is the emplaye Effective Date

and Employee ID.




Step 5

Contact Person Cantact's E

|Jirn Wood | |25453
[ew Site

ICentury ;I

If wou are transferring more than one person, use the Special Details box to enter a li:

Type "Ses Special Details" in the First Harme Reld,

First Marne Last Marme
Old Site Liavgin Marme
Effective Date Employes I

| | I:l [ Thiz iz the

Special Details

Srnith, Susan, Altura, susans, 81,04, SE5E If you are enter
lonies, Jim, Ellchart, jim, #/15,04, 4545|

To transfer more than
one employee:

Enter the Contact
Person and Extension.

From the File Server
drop-down, choose
your site.

In the Special Details
field, enter First
Name, Last Name, Old
Site, Login Name,
Effective Date and
Employee ID.

Step 6
New Issue
/ Click the Submit link.
Submit
Step 7

MNew Issue Confirmation

» Customer service has recei rissue,
Please use reference 1000048021 Jwhen referring to this issue,

Note the reference ID number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is

assigned to your call ticket, and when the call ticket is closed.

17




Creating a work order in Heat SelfService for server backup errors

Step 1
"\ Log into Heat
H EAT\ SelfService.
Self Service.
. . Click on New Issue.
Navigate The Site
*» Home
Mew Issue
Account Information
Contact Us
How do I
Logout
Step 2
e o @ T Click on the Call Type
Carwer Backy drop down and choose
p Error ;I
Server Backup Error.
Step 3

Call Description:

Server error, see below,

Enter “Server error, see below™ in the Call
Description field.

Step 4

Server Backup Errar

Click on the drop down

Other - describe below

Red screen error 1050
Stakus error

and choose the error
type.

18




Step 5

Serwer Backup Mote

Enter any info regarding the server in this fisld |

Enter any other
information in the
Server Backup Note
Field.

Click Submit

Step 6

MNew Issue Confirmation

» Customer service has recel rissue.
Please use reference 1D(0O0048021 Jwhen referring to this issue.

Note the reference ID number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

19




Creating a work order in Heat SelfService for Phone/Voice mailbox requests

Step 1
HEAT
Self Service. .
Log into Heat
Mavigate The Site SelfService.
*» Home ]
New Issus Click on New Issue.
Account Information
Contact LUs
How do 1
Logout
Step 2
Click on the Call
Choose a Call Type Type and choose
IF‘hnne,."‘u'nice Mailbox Reque;l Phone/Voice
Mailbox Requests.
Step 3
Call Description:
Mew \J'oicelp\ﬂailbox request, In the Ca” .
Description field
enter information
regarding your
work order.
Step 4
Click on

Phonefvoice Mailbox Requests

Phoneftoice Mailbox Iszus - Mate: You may choose more than one issue

N - |

PhanevWoice Mailbox Issus

PhaonevWoice Mailbox Issus

PhanevWoice Mailbox Issus

Phone/Voice
Mailbox Issue and
choose the request
from the dropdown
list.

Note: You may
choose more than
one issue from the
dropdowns.

20




Step 5

Employes Mame [Please include middle initiall - Hote: IF vou are listing more than one employee enter the information in the Special Request field

Site
I =l
Location or R.oom Phone Extension

Contact Person Contact Extension

Special Request

If you are using the Special Request field for a list of people, you MUST use the following Format:

For MEW adds: Last name, First name, Middle Initial, Job title, Employes ID, Display name
For example: Sraith, Suzan, K, Para, 123, Sue Sraith

Faor DELETES: Last name, First name, Middle Initial, Location, Extension
For example: Smith, Susan, K, Rm 10, ext 23456

Do MOT use the employee's social security number,

EmployeaType

To enter
information
onone
employee:

JobTitle

If employee is Admin, Para, or Other ente

For example, Principal

=l Enter the

employee
information

in these
fields.

Employes I - this is a required field

[ ]

Display Mamne

Note: If
entering

more than
one
employee,
skip to Step
7.

Step 6

ErmployeeType
| =]

1obTitle

If ernplowvee is Admin, Para, or Cther enter job title,

For exarnple, Principal

Ernployes ID - this is 2 required Reld

[ ]

Diisplay Mame

If this is a new
employee, enter all
the information in
these fields.

Note: You must
include job title for
everything except
Teacher. Employee
ID is required. If
you do not put an
employee ID in the
field the call will
be rejected.

21




Step 7

I Paszword reset

Phone faice Mailbox Issue

=l

I Dizplay change

=l

Employes Mame - Moke: I you are listing more than one employes enter the information in the Special Request fisld

|See names in the Special Request Aeld

Sike

IBoston ;I

Lacation or Room Phone Extensian

Contact Person

Contact Extension

|Jo King

| |24125

Special Request

Smith, Susan, Para, 123, Sue Smith
Jores, Mike, Teacher, 455, Mike Jones|

To enter more than one
person:

Choose the Phone/Mailbox
Issue from the drop-down
lists.

In the Employee Name field,
enter “See names in the
Special Request field™.

Choose your site from the
drop-down list.

Enter the contact person and
extension.

In the Special Request field,
enter the employees name
including middle initial,
location or room, extension
if applicable, employee
type, job title, employee ID
and display name.

Step 8

MNew Issue

/ Click the Submit link.
Submit

Step 9

MNew Issue Confirmation

» Customer service has recei rissue,
Please use reference ID(O0048021 Jwhen referring to this issue.

Note the reference ID number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

22




Creating a work order in Heat SelfService to add a Maximo user

Step 1
HEAT &
Self Service.
Log into Heat SelfService.
Mavigate The Site
2 Al Click on New lIssue.
Hew [ssue
Account Information
Contact Us
How do T
Logout
Step 2
Choose a Call Type Click on Call Type and choose
| MAKIMG User Add | MAXIMO User Add.
Step 3
Call Description:
Maxirmo user add
In the Call Description enter Maximo
user add.
Step 4

Maxima User - Add

Ernployes Marme - include rriddle initial iF applicable

|I'\'1ary K Sleap

Site 4‘r_________________--——-——-""
IBusiness Center ;I

Phone Ext, Ermployes ID#

|23203

| |55555 |

Ernplowes e-mail adress

|mk:leap@aps.k 12.cowus |

Maximo Fesponsibility

Print Servi

Ecth Responszibilities
Facility fCopier Servica

CES

Enter the Employee name. Note:
Must include a middle initial if
applicable.

Enter the Site from the drop down
list.

Enter the new users phone
extension, employee ID and e-mail
address.

Choose the Maximo responsibilities
needed from the drop down list.

23




Step 5

MNew Issue

/ Click the Submit link.
Submit

Step 6

New Issue Confirmation Note the reference ID number.

» Customer service has recel rissue,
Please use reference 1D(00048021 Jwhen referring to this issue.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

24




Creating a work order in Heat SelfService to add a KeyTrail user

Step 1

HEAT

Self Service.

Log into Heat SelfService.
Mavigate The Site

> Home Click on New lIssue.
Hew Tssue

Account Information

Contact Us
How do T

Logout

Step 2

Choose a Call Type
Intellikey User Add W

q ANEquiprnent
| Cormputer -
HSS User Add

IiZ Iszue .
Intellikey User Add Click on Call Type and

RETRIETE RN choose Keytrail User Add.

METUSER AddfChange
METUSER. Delete
METIUSER. Transfer

L {Metwark Request -
Phone,Waoice Mailbox Requests
| Printer fFax

Server Backup Error

Step 3

Call Description:

KeyTrail User Add

In the Call Description enter
KeyTrail User Add.

25




Step 4

Ermployes Marne - include riddle initial i applicable

|M-:unique Banks |

Site

Businesz Center W

Phaone Extension Ernployes ID#

c— R S—

Employes e-rnail address

|nan'|e@aps k12.cous

Enter the Employee name.
Note: Must include a middle
initial if applicable.

Enter the Site from the drop
down list.

Enter the new users phone
extension, employee ID and e-
mail address.

Step 5

MNew Issue

/ Click the Submit link.
Submit

Step 6

MNew Issue Confirmation

» Customer service has recei rissue,
Please use reference 1000048021 Jwhen referring to this issue.

Note the reference ID
number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

If you have any questions, call the HelpDesk at X28203.
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Creating a work order in Heat SelfService to add an Intellikey user

Step 1

HEAT

Self Service.

Log into Heat SelfService.
Mavigate The Site

> Home Click on New lIssue.
Hew Tssue

Account Information

Contact Us
How do T

Logout

Step 2

Choose a Zall Type
AVEquiprnent b

C AWEquiprnent
N Carmputer -
HSS User Add

IC I=zue

Intelliley User Add
KeyTrail User Add
MAKIMOD User Add
METUSER. AddjChange
METUSER. Delete
METUSER Transher

L {Matwark Request -
PhonefMoice Mailbox Requests
¢ Printer Fax

Servear Backup Error

Click on Call Type and
choose Intellikey User Add.

Step 3

Call Description:

Intellikey User Add|

T In the Call Description enter
Intellikey User Add.
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Step 4

Enter the Employee name.
Ermployes Marme - include middle initial iF applicable Note: Must include a middle
[Morique Barks initial if applicable.

>t Enter the Site from the drop

Business Center e dOWﬂ ||St
Phane Extension Ernployee ID#
Enter the new users phone
- | G55 extension, employee ID and e-
mail address.

Ermploves e-mail address

|name@aps.k 12.cosg |

Step 5

MNew Issue

/ Click the Submit link.
Submit

Step 6

Note the reference ID

MNew Issue Confirmation
number.

» Customer service has recei rissue,
Please use reference 1000048021 Jwhen referring to this issue.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

If you have any questions, call the HelpDesk at X28203.
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Creating a work order in Heat SelfService to add a HSS user

Step 1

HEAT

Self Service.

Log into Heat SelfService.
Mavigate The Site

> Home Click on New lIssue.
Hew Tssue

Account Information

Contact Us
How do T

Logout

Step 2

Choose a Call Type
ANMEquiprment i

q AWEquipment
| Camputer |

IC Issue A
Intelikey User Add Click on Call Type and
KeyTrail User &

FAKIMG Ller Sk choose HSS User Add.
METUSER AddjChange
METUSER. Delete
METIUISER. Trarskar
—{Matwark Reguest -
Phone/Moice Mailbox Requests
(] Printer fF ax

Server Backup Error

Step 3

Call Description:

Heat Self Service user add

In the Call Description enter
Heat Self Service user add.
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Step 4

Ernployes Marme

|Mn:\niql.|e Eanks

Sita
| Business Center b |
Phane Ernployes I

Fytensinn

= =

Erployes e-rnail address

|name@asp k12.cous

Reason For meeding this responsibility:

Tech Facilitatar|

Enter the Employee name.
Note: Must include a middle
initial if applicable.

Enter the Site from the drop
down list.

Enter the new user phone
extension, employee ID and e-
mail address.

Enter the Reason the user
needs this responsibility.

Step 5

MNew Issue

/ Click the Submit link.
Submit

Step 6

MNew Issue Confirmation

*» Customer service has recel rissue,
Please use reference 1D(00043021 Jwhen referring to this issue.

Note the reference ID
number.

Note: You will receive e-mail confirming your call ticket, telling you what technician is
assigned to your call ticket, and when the call ticket is closed.

If you have any questions, call the HelpDesk at X28203.
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