ManageEngine ServiceDesk Plus for End Users

Course Description

This course is designed to empower end users to efficiently interact with ManageEngine ServiceDesk
Plus, ensuring smooth communication with IT support teams. Participants will learn how to navigate the
ServiceDesk Plus portal, submit and track requests, utilize self-service features, and communicate
effectively with technicians. The course also emphasizes best practices for providing detailed information
in requests, understanding SLAs, and using the mobile app for convenience.

Audience Profile

This course is ideal for:
e Employees or end users of organizations using ManageEngine ServiceDesk Plus.
¢ Non-technical staff who need to interact with IT support teams.

e Anyone responsible for submitting, managing, and tracking IT service requests.

Prerequisites
Participants should:
e Be familiar with basic IT concepts and workflows.
e Have basic knowledge of using web portals and mobile applications.

e Be aware of their organization’s IT policies and service guidelines.

Course Objectives
By the end of this course, participants will be able to:
1. Loginto the ServiceDesk Plus portal and personalize their dashboard.
2. Submit incidents and service requests with complete and accurate information.
3. Navigate the self-service portal to access knowledge base articles, FAQs, and IT service catalogs.
4. Track the status of requests, add comments, and escalate tickets as needed.
5. Communicate effectively with IT support through notes, updates, and feedback.

6. Approve or reject requests and understand multi-level approval workflows.



7. Use the mobile app to manage tickets and receive notifications on the go.

8. Follow best practices for faster resolution and improved service delivery.
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