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Entering a Service Request

As an employee of The District Government, you are considered to be a client of the Service Desk
system and are able to enter a service request. To do so, you run the Create Maintenance Service
Request task which presents the Create Request wizard. The wizard walks you through the following

procedure:

To get started enter this intranet link: http://SMARTDGS.dc.gov

The following Web page will display.

Sign In
Sign in to your email address without @dc.gov part as your username.

Enter your user name (case-insensitive):
@dc.gov

Enter your password (case-sensitive):

Your password is the same password that
you use to log in to your workstation or to
check email.

Sign In

[7] Remember my user name on this computer

Enter your name and password as instructed to enter the site.

To enter a service request, select Create Maintenance Service Request from the Web central navigator.

@ Building Operations

@ On Demand Work

@ DGS Technician

| [ Create Maintenance Service Request

[ View Maintenance Service Request

O Update Work Qrder and Work Requests
[ Update Labor Hours
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EI‘.E »Show Dashboard  »My Home =My Favorites =My Jobs » My Profile » Sign Out »Help

EreateRequest

Basic Information Documents Overview "

Requestor » Next = > » Submit | €

Service Request ID:

Requested By:* [_EVERYDAYUSER :‘ <— Requestor Phone: lzgz.)o(}(.)@m(

Work Location = Select Location = List Requests for Location @

Same as requestor

Building Code:™* |£141 4TH STREET NW

5 ¢
Floor Code: |11 :l @ Room Code: :l

Description @

Request Type: SERVICE DESK - MAINTENANCE

Problem Type:* :‘

Description: *

Requestor: Your information will get auto populated.

NOTE: In the event your phone number does not auto populate, you can enter your phone in the box
labeled REQUESTOR PHONE:

Select your location by clicking the BLUE BOX to the right on Building Code. After clicking the BLUE
BOX, this screen below will appear allowing you to select the location where the work is to be
performed.

NEXT: Select “Problem Type” by clicking the BLUE BOX to the right and make a choice from the Problem
Type Dialog Box
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Description '@

Request Type: SERVICE DESK - MAINTENANCE

Problem Type:=* il —

Description: *

Problem Type Dialog box

Select Value - Problem Type [ 1S

»

£)- BIOHAZARD
- [ ASBESTOS ASBESTOS

H- BLOOD SPILLS Clean Blood Spills
" FECES REMAIN Clean Feces Remains
MOLD MOLD

- OTHER BIOHAZARD Other
H- spILL SPILL

Fl wOMIT REMAIN Clean Vemit Remains
- CARPENTRY
-~ DISABILITY/ADA

m

H

H

t ELECTRICAL
H- ELECTROMICS
H- ELEVIESC

t- ENGINEERING
H- GENERAL SRV
H- HAZMAT
H
H
H
H
H
H
H

- JANITORIAL

~ LNDSCPI/GRNDS
"~ LOADING DOCK
“ LOCKSMITH

~ MAINTENANCE
- MASONRY

P SO o T = OO rr= WOOON - AOORR e SORN s OO = WOOOR = TOOOR o SONON 1= SO pr= OO = SO S =

- OFFIFURN MOVE =

Once your selection is made, Please describe the problem in the DESCRIPTION box. Please give as much
detailed information as possible that will help our technicians locate and identify the problem in the
event that you are not present when he/she arrives.
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Description '@

Request Type: SERVICE DESK - MAINTENANCE

Problem Type:* | :‘

Description: *

—

Once all the required information is entered. You have the option to click NEXT or SUBMIT.

Create Request ® =
Basic Information Documents Cveniew

Requestor = Next = > » Submit |

Selecting “SUBMIT” will finish the submission of the service request and will select the Overview Tab.

However if you wish to ADD a document such as a picture to your request DO NOT hit the submit
button and follow these steps:

Selecting “NEXT” will take you to the Documents tab where you will have the ability to attach
documents, such as photos.
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Create Reguest

Basic Information Documents Chvenview

Attach Documents and Submit Your Request = = < Previous » Submit I@
Service Reguest ID: 501 Created By: _EVERYDAYUSER

Requested By: _EVERYDAYUSER Requestor Phone: 202-300K-3000(
Description @

Request Type:* SERVICE DESK - MAINTENANCE
Problem Type: ELECTRICAL

Priority: 3 : Routine

Description: |Description of the service request

1 b
Documents '@
Document 1: | |1-| o Document 2: | |
Document 3: | |1-| Document 4: | |

Click the UP ARROW next to Document 1: This will display a dialog box that will allow you to attach a
document or picture from you desktop computer.

You have the option of attaching up to four (4) documents or pictures to your request.
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Check In New Document Dialog box

|
Check In New Document

Dracument File:

Drescription:

Set Lock Status:

" Locked @ Unlocked

Browse...

H » Cancel ” (1) ]

Click Browse: Displays a dialog box to select a file from your computer.

Choose File to Upload Dialog box

& Choose File to Upload

SO

. » Libraries » Pictures » Sample Pictures

Organize Mew folder
5| Recent Places =

& Downloads

o~ Libraries
3 Documents
J? Music
=] Pictures

E Videos

m

-ﬁa- Homegroup b

1M Computer
& os
Elements (E:}

Pictures library

Sample Pictures

Hydrangea

File name: Penguins.jpg

—_—

Desert.jpg

e

Penguins.jp

9

Lighthouse.
Ipg

-

ﬁ

Keala.jpg

Arrange by: Folder =

wrlid

Jellyfish.jpg Tulips.jpg

[An Files ) -

[ open |+] [ cance |
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Select desired picture then click “Open”... This will upload the selected picture to the request.

Overview tab: displays the submitted service request

Create-Request o Em

BasicInformation | Documents | Overview

Service Request Submitted #» Create New Request @
Service Request 10: 502 Created By: _EVERYDAYUSER
Requested By: _EVERYDAYUSER Requestor Phone: 202-XXX-XXXX
Work Location @
Site Code: DC Building Code; 441 4TH STREET NW
Floor Code: 11 Room Code:
Equipment @
Equipment Code:
Description @
Request Type:* SERVICE DESK - MAINTENANCE Problem Type: ELECTRICAL

Status:

Description: Description of the prablem =z
- )

Documents @
Document 1: activity_lug-SO?_-chl.]pg Document 2: I:I

View the Request and its Status

After submitting the request, you may wish to track its progress through the system. Using the “View
Maintenance Service Request” task, you can view the current status and workflow step of your request.
Use the “Select” button next to the request you wish to see the details of or to view the request.
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To view the service request select Building Operations > On Demand Work > DGS Everyday

User > View Maintenance Service Request from the Web central navigator.

DGS)

@ Building Operations

@ On Demand Work

@ DGS Everyday User

" Create Maintenance Service Request

= View Maintenance Service Request

ViewOn-Demand Work-Service Requests

Select | View

Filter

Status:

Archived Requests View

Select a Request to view more details
Service Request ID

Select
(seiea)
Selact

Sel

4
R

g

Salact

View-OnDemand WNork=ServiceReqguests

Select § View

z 3 4

S

502
501
422
421
412
409
404
403
402
401

Requested By

_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER

FVERVRAVIISFR

Archived Reguests

Date Requested From:

M/DIYYYY

Created By

_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER
_EVERYDAYUSER

FuFRVDAVIISFR

View B

E

Request Type

SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -
SERVICE DESK -

SERVTCE NESK -

MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE
MAINTENANCE

MATNTENANCE

Date Requested To:

M/DIYYYY

Problem Type
ELECTRICAL
ELECTRICAL
GENERAL SRV
GENERAL SRV
GENERAL SRV
BIOHAZARD
GENERAL SRV
BIOHAZARD
GENERAL SRV
MAINTENANCE

| ACIeEMITH

Status
REQUESTED
CREATED
APPROVED
IN PROGRESS
APPROVED
REQUESTED
APPROVED
REQUESTED
APPROVED
APPROVED

FoEATER

= Show »Clear | @

(1)

Date Requested
10/23/2012
10/23/2012
10/4/2012
10/4/2012
9/25/2012
9/25/2012
9/25/2012
9/25/2012
9/25/2012
9/25/2012

Qs

View: displays details about the Archived
Service Request that the user submitted
historically.

Archive Request: displays the list of
Service Requests that the user submitted
historically.

Select: displays the list of Service
Requests that the user submitted that
are actively open.

View: displays details about the Active
Service Request that the user submitted.
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Craftsperson/Technician

After Work Orders are issued the Craftsperson are now ready to work on the work requests assigned.

Select Update Work Orders and Work Requests from the Web central navigator.

Update Work Order and Work Requests

@ Building Operations

@ On Demand Work

@ G35 Technician

[ Create Maintenance Service Request

[ view Maintenance Service Request

[ Update Work: Order and Wark Requests

Update Work Requests ® =
Select Update Labor Hours Update Resources Update Details
Viork Orders @
Work Order Primary Work Date Work Order Date Work Order Date to Date Work Order
Code Building Code Contact = Description Created Issued Perform Completed
27 3815 FORT DRIVE NW test 7/13/2012 8/22/2012

Select Update Labor Hours Ipdate Resources pdate Details

10
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Select Tab:
1. Select the Work Order to display all work request assigned to the work order

Minimally, check off the boxes next to the work
Update-Work-Requests "
Select | Update Labor Hours Update Resources Update Details requeStS to Completel and use the Comp|Ete
Work Orders Selected” button- €
Work Order Primary Work rder
Code Building Code Contact Description Created Issued Perform Completed
27 3815 FORT DRIVE NW test 7/13/2012 8/22/2012

Viork Requests

0

» Complete Selected
- Work Request Code Assigned to Work Order Requested by Problem Type Work Request Status Date Work Requested
27

27 AFM CARPENTRY Issued and In Process 7/13/2012

2. “Select Button” will navigate to the Update Labor Hours Tab

Update Work Type and Labor Hours:

1. Select the “Edit Button” to update the status of the Work Ticket and Additional Comments if
necessary.

2. Select the “Edit Button” to update the labor hours on the selected work request.

3. Click the “Next Button” to navigate to the Update Resources Tab

4. TOTAL NUMBER of Hours WORKED can’t be submitted until the WORK is COMPLETED

Update Work Requests
Select Update Labor Hours Update Resources Update Details

Vilork Request =Next>> | @

Work Request Code: 27 Reguested by: AFM

Problem Type: CARPENTRY Date Work Requested: 07/13/2012

Craftspersons Assignments »add | @
Work Request Code
0.00 0.00 27

Craftsperson Name Date Craftsperson Assigned Time Craftsperson Assigned Date Started Total Hours Total Labor Cost
Test Craftsperson 7/26/2012 8:00 AM

11
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Update Work Type
0l
Craftsperson Assigment = Cancel = Save
Work Request Code:* 517 Craftsperson Name: IBaney, Michael :l
Date Craftsperson Assigned:* |3/15/2013 E Time Craftsperson Assigned:# |1:42 |

3/15/2013 1:42 FM

Additional Comments:

Work Type: [ =eil=e
Work
Estim. Hours: | Material Pickup
Job Setup or Prep.
Doubletime Hours: |Travel Time
Wait for Security
Wait for Client

Actual Hours: |U_Ug |

Overtime Hours: |g_gg |

Work in Progress Date Finished: | ﬁ

Pending g MDY
Time Started: | . Db,
| Add any additional Comments and

Update Work Type

Date Started:

Select SAVE after EVERY UPDATE

12
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Update Labor Hours Tab:

Craftsperson Labor Hours Dialog Box

8||x
Craftzsperson Assigment = Cancel »Save | (@
Work Request Code:* 27 Craftsperson Name:* Test Craftsperson
Date Craftsperson Assigned:* [7/26/2012 @
7/26/2012 Enter your Total Hours Worked on Job
Additional Comments: Request and Overtime if needed. I

Click Save to Update

Work Type:  UnSpecified -
Estim. Hours: 8.00 [ Actual Hours: |D.DD | ]
Doubletime Hours: |U_UU | Owvertime Hours: |g_gg | )
Date Started: | @ Date Finished: | E
M/ DY MDY
Time Started: | | Time Finished: | | Y

Select SAVE after EVERY UPDATE

Update Resources Tab:

1. Click the “Next” button to navigate to the Update Details Tab

Update Work Requests &S
Select Update Labor Hours Update Resources Update Details
Work Request » << Previous » Next >3 i
Work Request Code: 27 Requested by: AFM
Problem Type: CARPENTRY Date Work Requested: 07/13/2012
Work Request Parts » Add Part s Delete Selected | @
1 Part Code Work Request Code Quantity Used Date Part Assigned Time Part Assigned

No records to display.

Work Request Tools » Add Teol s Delete Selected | @

[ Work Request Code Tool Code Date Tool Assigned Total Straight Time Cost Straight time Hours Used

No records to display.

Work Request Other costs » Add » Delete Selected | @

(] Work Request Code Date Used Other Resource Type Actual Cost

No records to display.

This tab allows the craftsperson to Add or Edit the resources used for the work request.

13
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Work Request Details Tab:

Update Work Orders and Work Requests ® = m
Select Work Order Details Work Request Labor Hours Work Request Resources Work Request Details
Work Request » << Previous
Work Request Code: 222 Assigned to Work Order: 222
Date Work Requested: 10/23/2012 Time Work Requested: 4:09 PM
Requested by: _EVERYDAYUSER Requestor's Phone #: 202-XXX-XXXX
ELECTRICAL

Problem Type:
Building Code:

Date Built:

Equipment Code:

Date to Perform:

Date of Est. Co

441 4TH STREET NW

07/7/2011

Show Floor Plan

10/23/2012

Status:

Issued and In Process ~ ]

Cluster Cede:

Work Description:

Craftspersons

Document 1:

feos X =

Work Request Priority: 3
Floor Code:
Room Code:
Problem Location:

Current Equip. meter reading:

Time to Perform Work:

Primary Trade Required:
Account Code:

Agency Code: [A

D?ﬂptmn of the problem

Repair Type:

]
/

oty tog 2 decs oo 1o 8 8

=3

Issued and In Process | =

Issued and In Process
On Hold for Parts

Select the Status of the work request

On Hold for Access
Cn Hold for Labor
Stopped

Clicking the “Update Button” will save the

changes

Completed

After the Ticket is COMPLETED YOUR Supervisor can add Finances and Parts Used and then CLOSE the

Ticket

If you have any technical difficulties, question or concerns with gaining access to SMARTDGS or require
addition assistance, please feel free to contact the SMARTDGS team via email at

SMARTDGShelp@dc.gov.
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