
Self Service   
 

Online IT Service Request 

  
 Log into Self Service to submit                      

Trouble Ticket or request help with IT 
Services. 
                                  

 
 An alternative option to the paper IT               

Service Request form. 
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What services can I request with the Online IT Service Request? 
 
•    Authorization Code 
•    Billing/Online Statements 
•    Conference Call  
•    Directory W&Y Pages 
•    Telephone/Network/Voicemail 
•    Cellular 
•    Pager 

 

What makes the  IT Service Request more user- friendly? 
 
• Submit requests from  any location. 
• Attach screen shots, documents, and pictures to service requests. 
• Check status of request at any time. 
• Receive immediate notification that  request was received. 
 
 
 

Can I still use the paper IT Service Request? 
 
The paper IT Service Request will still be available to the University community.                      
However, we encourage users to submit their requests online to automate the process 
and support the University’s Go Green initiatives. 

Frequently Asked Questions: 
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Step 1.   

Navigate to Online IT Service Request Form and Self 

Help Trouble Ticket Portal: 
Go to: www.rochester.edu/it/needhelp  

 
• Click on the Self Service & IT Service  Request Icon. 

• If prompted, log in with your Active Directory user name and password: 

 

EX:  UR\jsmith   

Same credentials you use to log into your computer 

 

 

 

 

Step 2.  

Finding the Online Service Request Form in   

Self Help: 

 
• Click on the Service Requests link on the top menu bar. 

• Choose from the Service Requests  options displayed. 

 

 

 

5 

http://www.rochester.edu/it/needhelp


 

Step 3. Fill out the form. 
 

 

 

Step 4. Enter Ledger information: 
Format X-XXXXX-XXXX 

 

 

 

 

 

 

 

 

Step 5. Add Attachments: 
• At the bottom of the Service Request screen 

there is an option to “Add an Attachment”.                                 

Click on the attachment link. 

• Browse for your attachment and upload it to the 

Service Request. 
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Step 6.   Enter Last Name of Approver:         

 

Enter the Last Name of the Request Approver then press Tab: 
 

Example:  If your looking for Amanda Mercer 

Enter:  Mercer 

Press: “Tab” 

 

 

 

 

 

 

 
  
 

 
 

 

 

 

 

 

 

 
  
 

 

• This will bring you to a list  of University of Rochester Approvers. 

 

• Search box displays:  

Last Name, Common Name, Department, Title, First Name, Email ID, Customer ID.   

You can find your approver and select their name. 

 

• Press OK 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Press SUBMIT  7 



 
Find people by specific details:  
Last Name, Common Name, Department, Title First Name,  
Email ID, Customer ID 
 

Scroll for more 
details. 

Once you find your approver, 
click on their name, then press 

“OK” 
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Navigate pages to 
find more people. 



What Happens to my Service  Request after I press submit? 

 
• University  IT will be notified they have a new request. 

• You will be notified that your request was received. 

• You and the request approver will receive a copy of your request to keep on their files. 

 
 

 

 

How do I cancel or modify a Request? 

 
• Please call University IT at 275-2000 and  request cancellation or modification  to your request. 

 

 

 

How do I check status of my request? 

 
• Click on Issue Tickets on the  

Top Menu bar of Self Service.  

• Find the request  number in  list. 

• You can click on the Call ID number  

to open your request. 
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Submit a Ticket New Issue 
 

Note: All tickets received through Self Help will be considered  

           normal priority. For high priority tickets please call University IT at x52000. 

 

• Enter ticket information in the text box provided on the screen. 

• Attach documents, if necessary. 

• When complete, please press the Submit Ticket button.  

 

 
 

 
 

 

 

 
  
 

 

Trouble Ticket 
Number 
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Authorization Code Request 

 

3 Form Options: 

 
• Request a new Authorization Code 

• Make changes to an existing Authorization Code 

• Disconnect an Authorization Code 
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Billing /University IT Online Statements 

 

4 Form Options: 

 
• Questions regarding University  IT Online Statements 

• Request an Account Code Ledger Change 

• Request a Name Change 

• Request a Department Audit 
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Conference Call Request 

 

3 Form Options: 

 
• Setup a New Conference Call 

• Change an Existing Conference Call 

• Cancel a Conference Call 
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Directory White and Yellow Pages Request 

 

4 Form Options: 

 
• Request New or Make Changes to an Existing 411/911 Listing 

• Questions Regarding Faculty/Staff  Online Directory 

• Questions Regarding W&Y Page Listings 

• Questions Regarding Internet/External Listings 
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Telephone/Network/Voicemail Request 

 

 

4 Form Options: 

 
• Order a New Telephone/Voicemail Service 

• Make Changes to an  Existing Telephone/Voicemail Service 

• Disconnect a Telephone/Voicemail Service 

• Request Network Service 
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Cellular Request 

 

3 Form Options: 
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• Order a New Cell Phone 

• Upgrade or Make Changes to an Existing Cell 

Phone 

• Disconnect an  Existing Cell Phone 

 



Pager Request 

 

 

3 Form Options: 

 
• Order a New Pager 

• Cancel a Pager 

• Upgrade or Downgrade an  Existing Pager 
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