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System User Guide

Employee Guide — How to raise and maintain a Service
Request enquiry

We realise this formatting may not be accessible for all - to request this document in an alternative
format please email or call HRHelpline@ed.ac.uk.
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Introduction

This guide covers key tasks for Employee in ‘How to raise and maintain a Service Request enquiry’
system process. It is related to the Process User Guide to Service Requests which is linked below.

Guide to Service Requests

The Process User Guide provides supporting guidance on all Service Request categories that are
available and when they should be used.

Before you start

The term Service Request is used to describe a help ticket which is opened with the HR Helpline and sent
on to other HR or Payroll teams to process as needed. It is often shortened to SR.

A manager can raise a request on behalf of a direct report.

An email sent to HRHelpline@ed.ac.uk automatically raises a service request in the system for action by
the HR Helpline.

Service requests requiring attachments to be sent to HR should be raised in the system using the
appropriate SR category.

Employees cannot resolve their own service requests.

In Brief

This section is a simple overview and should be used as a reminder. More detailed information,
screenshots and tips is provided within the ‘In Detail’ section.

Creating and Submitting a Service Request

A service request can be raised to submit an online HR form, or to raise an enquiry if the information
required is not available in the Knowledgebase.

From the Home page, click on Help Desk.

Click the Service Requests app.

Click the Create Service Request button.

Enter summary information in the Title field.

Click the folder icon at the end of the field Category field.
Click on the triangle next to Enquiry or Form.

o vk w N
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Select the relevant sub-category or form.

Type text into the Service Request Details box and complete other relevant fields.

Upload files into the Attachments section if applicable.

10. Click Save and Close.

Updating a Service Request Enquiry
1. From the Home page, click on Help Desk.
Click the Service Requests App.

Click the channel dropdown and select Web.
Click Post to send the response.

No 0k DN

Click Save and Close.

In Detail

In the Messages tab, click Compose to create a new message.

Click on the relevant SR Reference Number of the request that you would like to update.

This section provides the detailed steps and includes relevant screenshots from the system.

Creating and Submitting a Service Request
1. From the Home page, click on Help Desk.

THE UNIVERSITY
of EDINBURGH

Good afternoon, Kaylie Skinner!

Me Sales Service Help Desk Procurement

APpS.

) Tt

Directory Onboarding

Contact Info e

),
Family and Emergency Contacts
’ ’ Absences

Public Info

®
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2. Click the Service Requests app.

THE UNIVERSITY
"EDINBURGH

Good afternoon, Kaylie Skinner!

Me Sales Service Help Desk rocurement Tools Others

2 24

My Knowledge Service Requests

The All Open Service Requests list is displayed and shows your open requests, the Status, the
Queue the request is in, and whether it Assigned To an individual or is currently unassigned.

> THE UNIVERSITY

of EDINBURGH

Service Requests

Service Requests @

Find Reference Number Q List All Open Service Requests v = 4 +) Actions ¥ Create Service Request

iew v
= o Primary Point Business Unit N
Reference Number  Title Channel Type  Last Updated Date A Status o Category Name Queue Assigned To
SR_000016015 Maternity leave and pay options Q Web 11/09/2020 9.31. AM New UcE HR Support  Matemnity Leave Karma Cook
SR_000016014 Childcare scheme G Web 10/09/2020 4 51.PM New UcE HR Support  Benefits

3. Click the Create Service Request button and the Create Service Request page opens.

X. THE UNIVERSITY

of EDINBURGH

Service Requests  Create Service Requast x

Create Service Request @ m

“ite | Assigned To -
* Category ‘ - Channel Type
Primary Point of Contact | v Attachments None o
Status  New Service Request Type
GDPR Notice Refer to Privacy Notice Information at the website: tps:/Awwiv.2d.ac. UKMUMan-res ources/privacy-

Queve | = information-notic

Service Request Details

1000 characters remaining

Note: when you raise a service request through People and Money, the Primary Point of Contact
field automatically fills with your name.
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4. Inthe Title field, enter a summary explanation for the request.

= 67 THE UNIVERSITY
=RAY- of EDINBURGH

Service Requests ~ Create Service Request x

Create Service Request @ =3
| “ it | ] Assigned To v
* Category ‘ - Channel Type
Primary Point of Contact ‘ - Attachments None 4=
Status  New Service Request Type
e = GOPR Notica FElE 10 Prvacy Nole Ifoaton 2 webste: ips i od ¢ MGl osouespvacy-

Service Request Details

1000 characters remanning

5. Toselect the Category, click on the folder icon at the end of the field. For further information on
the use of each category, please refer to the Guide to Service Requests (under the heading of My
Knowledge and service requests).

HE UNIVERSITY

of EDINBURGH

Service Requests  Create Service Request x

Greste Senice Recuest &

*Title  Can | submit annual leave for the next year before January Attachments None =
* Category . Service Request Type  Enquiry
Status  New

Service Request Details

1000 Characters remaining

6. If you have an Enquiry, see the next step. If you need to complete an online HR form jump to
Submitting an HR Form Service Request.

7. Inthe Category window, click on the triangle next to Enquiry.
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Select: Category

Category Name

Browse

Category Name

anuiry

» Forms

OK Cancel

Search All ¥ Reset

8. Inthe expanded section, click on the triangle next to the applicable sub-category. Select the

desired option within the sub-category and click OK.

Select: Category

Category Name |

Browse

Category Name
Gnquiry
» Conflict of Interest Disclosure
b Continuous Improvement
O:onlracl Changes
p Contract Correction

b Transfers/Additional Posts/Secondments

b

Disclosure Scotland / PVG

w

Employment Policy

b

Equality, Diversity & Inclusion

w

Immigration

hd

Industrial Relations

hd

Job Changes

hd

Learning and Development
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9. Enteryour enquiry details into the Service Request Details box ensuring you put as much detail
as possible.

: THE UNIVERSITY

of EDINBURGH

Senvice Requests ~ Create Service Request x

Create Service Request @

* Titie | correction to contract for Joe Biogos | Assigned To | | v
* Category |Comrz:1 Comection v ‘p. Channel Type ‘ - ‘
T
Primary Point of Contact | | v | Attachments None =
Status New Service Request Type ~ Enquiry

Refer to Privacy Notice Information at the website: hitps:/Awww.ed ac ukinuman-resourcesiprivacy-
information-notice

GDPR Notice
Queue v

Service Request Details

‘Flease can you change e start date for Ehis person 0 the 5t January?

928 characters remaining

Note: there is a 1000 character limit in this box. If you have a lot of information to provide we
recommend you provide an attachment with the full details of your request.

10. If you would like to attach supporting documentation to the request, see the next step. If this
does not apply jump to step 15.

11. To attach a document, click on the plus sign in the Attachments section.

. THE UNIVERSITY

> of EDINBURGH

Senice Requests ~ Create Service Request x

Create Service Request ®

*Titke | Correction to coniractfor Joe Bloggs | Assigned To | I~]
* Category ‘ Contract Correction v ‘y_ Channel Type ‘ v ‘
T
Primary Point of Contact ‘ v Attachments Nu
Status New Service Request Type Enquiry
GDPR Notice Refer to Privacy Notice Information at the website: hitps:/Avww.ed. ac uk/human-resources/privacy-
Queue ‘ - information-notice

Service Request Details

Flease can you change the start date for this person to the 5th January?

528 characters remaining

12. To upload a document to the service request:

b

ensure Type field is set to ‘File’

b. Category field will be set to ‘Miscellaneous’

c. Click Choose Files button and navigate to the location where the document is stored and
selectit.

d. The filename appears in the Attachments window
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Attachments b 4

+ X B

Title Description Add Attachments X

| How to log and ... o : o Tope | File | Unzip all zip files after upload
1 3
Category | Miscellaneous v o
L]

o Choose Files [|No file chosen

OK Cancel

To upload and attach a link into your service request:

ensure Type field is set to URL

Category field will be set to Miscellaneous

Paste the URL for the site into the Link field

Add a Title for the link, if required

Click Add button

The uploaded site link appears in the Attachments window (f).

-0 o0 T o

Attachments x

+ X B

Title Description Add Attachments x

Add
#  Link to HR annu _ 0 :
|(——7 Type | URL |e

1 3
Category |Misce|laneous |°
* Link o

Title | |

OK Cancel
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13. Repeat step 6 until you have uploaded all the requisite documents and when you have finished,
click OK.

12. The window closes and a link to the attachment(s) appears in the request.

THE UNIVERSITY

Y of EDINBURGH

Service Requests  Create Service Request x

Create Senics Request O

*Title  Can | submit annual leave for the next year before January [ Attachments Supporting Evidence.docx == fm 3¢ ]

* Category Absence " service Request Type  Enquiry

Status  New

Service Request Details

| would like to book a skiing holiday for March next year. Is it possible to request annual leave in advance of the next leave year?

13. When you are ready to submit, click Save and Close.

14. When the request is submitted a Confirmation message appears on screen for a few seconds,
with the service request number, and lets you know the request has been created.

Note: Click on the X to dismiss the confirmation message if it does not disappear.

v

. THE UNIVERSITY
of EDINBURGH

service Requests
Service Requests @

Find Reference Number O List AllOpenService Requests 5 4)  Actions ¥ Create Service Request
View w

= - Primary Point Business Unit .
Reference Number  Title Channel Type  Last Updated Date A Status Nome Categary Name Queue Assigned To

SR_000017028 Can | submit annual leave for the next year befor... &8 Web 17/09/2020 8 40 AM New UoE HR Suppert __Absence

SR 000016015 Matemity leave andpa &  Confirmation Service request SR_000017028 was created. Karma Cook

SR_000016014 Childcare scheme 0 Web 10/09/2020 4.51.PM New UOE HR Support  Benefits

SR_000012018 Performance Review 2020 9 Web 27/08/2020 11 12.AM Assigned to UoE HR Suppert  Annual Review Process

SR_000011017 Overtime Pay 9 Web 25/08/2020 11 13 AM New UoE HR Suppert  Payroll

15. The new request appears in your list of All Open Service Requests and shows the Queue it has
been auto-assigned based on the enquiry type.
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THE UNIVERSITY

of EDINBURGH

Service Requests

Service Requests @

Find Reference Number Q List  All Open Service Requests v Actions ¥ Create Service Request
View w

« + Primary Point Business Unit :

Reference Number  Title Channel Type  Last Updated Date . Status N Category Name Queue Assigned To

SR_000017028 Can | submit annual leave for the next year befor 9 Web 17/09/2020 8.40.AM New UoE HR Support  Absence

SR_000016015 Maternity leave and pay options 9 Web 11/08/2020 9.31. AM New UoE HR Suppert  Matemity Leave Karma Cook
SR_000016014 Childcare scheme 9 Web 10/09/2020 4.51.PM New UoE HR Support  Benefits

SR_000012018 Performance Review 2020 G Web 27/08/2020 11.12.AM Assigned to UoE HR Suppert  Annual Review Process

SR_000011017 Overtime Pay 9 Web 25/08/2020 11.13.AM New UoE HR Suppert  Payroll

16. You will be notified via email when there is a response to your request. The Bell notification

symbol also appears in the banner in People and Money to let you know there is something for

you to action. See Appendix 1 for a list of SR statuses and notifications.

Submitting a HR Form Service Request

An online HR form is submitted in the same way as an Enquiry.

1. Follow the stepsin Creating a Service Request and in step 7 click on the triangle next to Forms to

open the list of HR forms.
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Select: Category

Category Name ‘

Browse

Category Name
» Enquiry
Oorrns
» Amend or cancel a termination

p Change grade or salary of an employee

4

Change grade or salary of group of employees

w

Customer Amendment Request

b

Customer Creation Reguest

b4

External Examiner Form

w

External Examiner Timeshest

b

Finance Reporting Data Access Request

v

Interim Forms

w

KIT/SPLIT Days

hd

New Casual Worker

2. Selectthe required form and click OK.

| oK Cancel |

| Search All v| Reset

Select: Category

Category Name

Browse

Category Name
b Enquiry
4 Forms

P Amend or cancel a termination

hd

Change grade or salary of an employee

v

Change grade or salary of group of employees

v

Customer Amendment Reguest

hd

Customer Creation Request

v

External Examiner Form

v

External Examiner Timesheet

v

Finance Reporting Data Access Request

v

Interim Forms

b

KIT/SPLIT Days

v

New Casual Worker
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3. The form appears on screen for completion with the relevant information.

< THE UNIVERSITY
- of EDINBURGH

1000 characters remaining

4. Follow steps9to 16in Creating a Service Request above to continue to enter your enquiry details
into the Service Request Details box, and any other applicable fields.

Submitting a HR Interim Form Service Request
An Interim HR form is submitted in the same way as an Enquiry.

1. Complete the required Form which is available from the HR A-Z Forms page. Guidance on the
form will tell you how to fill it in with the relevant information.

2. Follow the stepsin Creating a Service Request and attach the form before submitting your
request.

Updating a Service Request

1. From the Home page, click on Help Desk.
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THE UNIVERSITY
of EDINBURGH

Good afternoon, Kaylie Skinner!

Me Sales Service Help Desk Procurement Others
QuICK ACTIONS

Personal Details

7 L B o

L]
M
& Document Records . . .
Directory Onbearding Checkist Tasks Pay
E
-

Identification Info

Contact Info e Ii @ @

Time and Career and Personal Learning

Famity and Emergency Contacts 2
’ ? Absences Performance Information

Public Info

L0 =)
-

Change Photo ® Il ﬂ

Click the Service Requests app. The All Open Service Requests list is displayed and shows your

open requests.

THE UNIVERSITY
of EDINBURGH

Good afternoon, Kaylie Skinner!

Me Sales Service Help Desk Procurement Tools Others

q &

My Knowledge Service Requests

Click on the relevant SR Reference Number to view the request details.

THE UNIVERSITY

of EDINBURGH

Service Requests

Service Requests @

Find Reference Numbe: O | List AllGpenServiceRequests 5 4)  Actions ¥ Create Service Request
View w
* Reference Number Title Channel Type Last Updated Date Primary Point Status Business Unit Category Name Queue Assigned To
of Contact Name
SR_000008030 Maternity pay and leave options e Web 271 4.AM Review Upd. UoE HR Suppert  Maternity Leave
SR_000012018 Performance Review 2020 @ web 27 ) 1.12.AM Assignedto . UOE HR Support  Annual Review Process
SR_000011017 Overtime Pay 9 Web 25/08/2020 11.13.AM New UoE HR Suppert  Payroll

Page 13 of 18
PM1122

26Av1.0 February 2026



4. Therequest opensinthe Summary tab.

THE UNIVERSITY
of EDINBURGH

Service Requests  SR_000009030 x

Service Request - Details

Title  Maternity pay and leave ept primary Contact Phone

Status Review Update

Primary Point of Contact  Kaylie Skinner

Edit Service Request:SR_000009030: Summary (3 [ Acions ~ [l save |
BE
“Title  Maternity pay and leave options Last Updated By - Karma Cook

Queue HR Helpline

b * Category  Maternity Leave v,
Primary Point of Contact Kaylie Skinner Assigned To
Contacts
Date Reported  18/08/2020 1.43 P Attachments ~ Supporting Evidence.docx 4 m 3¢
Reported By Kamma Cook Tag .+
Status | Review Update >

Service Request Type  Enquiry
Last Updated Date 27/08/2020 11.54 AM

Service Request Details

When is the earliest paid maternity leave can start and what eamings are used in the calculation for SMP?

5. Click on the Messages tab to read a response you have been sent or view any previous messages
in the Service Request.

6. Toreply to a message, click on the Compose button, followed by the Employee Entry option.

Service Requests  SR_000364733 x

Service Request - Details

Title SR Training TEST Primary Contact Y Due Date 23/01/2025 3.26.PM
Phone
Status New

Milestone First Response Metric
Primary Point of Contact
Time Remaining @ 1 day late

Edit Service Request: SR_000364733: Messages ® [ Actions v JESY save | [ cance |
S ECI -~ B -~ B - BB

E3 Messages :{a

Compose ¥

Employee Entry

(] 2 Days 1 Hour Ago (22/01/2025 3.27.PM)
Contacts Hellc

Thank wne far takina tha fima tn cantact e tndas

7. Click the Channel dropdown and select the Web option for response.
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_ €T THE UNIVERSITY
= RQ2Y- of EDINBURGH

Edit Service Request: SR_000364733: Messages (9 EN B [ cancel |

Summary
Compose: Employee Entry ) Post | Gancel
B3 Messages = |
Channel
Contacts - _ o
A~ 5 AvBv B I U xx, S =Ev T == @ By @~
Phone
Milestone Details
E-Mail
e
None

Characters: 0
Attachments None <= Or Select from Service Request

8. Enteryourresponse in the text box and click Post to send the message to the assigned team.

THE UNIVERSITY

of EDINBURGH

Edit Service Request: SR_000364733: Messages (3 [ Actions v JESY save | =2

Summary

Compose: Employee Entry 3 Cancel
a Messages

Channel  Web

Contacts
From

Milestone Details A-’V A[V - o A" v B I H xg Xz ra gv o= - = =

Relationships Type your message here...

Characters: 25
Noge e O Select fiom Senice Dagyact

9. The text box closes and your reply is displayed in the Messages tab.

THE UNIVERSITY

of EDINBURGH

Service Requests ~ SR_000009030 x
Service Request - Details

Title  Matemity pay and leave opt

Primary Contact Phone
Status  Resolved

Primary Point of Contact  Kaylie Skinner

Edit Service Request:SR_000009030: Messages (3

Compose

Summary = i

Kaylie Skinner

Contacts

1 Minute Ago (27/08/2020 12.53.PM)

The information provided has given me the answers | require.
Thank you

@ Karmacook

Thank you Kaylie for your service request related to maternity pay and leave options.

21 Hours 17 Minutes Ago (26/08/2020 3.37.PM)

I'have included documentation with an answer to your guestion.

Your service request wil be closed, however, you can re-open it If required
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The request is returned to the assigned individual to action, and repeated updates can be made

until a resolution is reached. The status of the SR will automatically change to Review Update.

10. Additional options are available if you click on the Actions button on the right-hand side of your

Service Request, i.e. “Copy” and “Get Link”.

Last Updated By

Queue

Assigned To

Attachments

Tag

Service Request Type

Shirley Bass

HR Helpline

Ariella Benjamin

Mone ==

Enquiry

Copy._.

Get Link...

v +

Actions

Copy

Creates a new Service Request, copying the Category from

the original Service Request.

Just enter the title of the new Service Request when
prompted. You can then add the detail into the new
request and Save and Close to submit it.

Get Link

Creates a direct link to your Service Request which you can
then add into an email or another Service Request.
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Appendix 1 - Statuses and Notifications

SR Status

New

In Progress

Assigned to
Specialist

Waiting

Review
Update

Trigger
Type

System
Auto
generated

Manual
Trigger

Manual
Trigger

System
Trigger

System
Trigger

Description

New SR Raised

SRis being
worked on by
HR

SR is moved to
Specialist
Queue

HR responds
to SR

Enquirer
responds back
on SR

Explanation of Status

Employee or HR manually
creates SR within system
and triggers New SR
Employee sends external
email and triggers New SR

When operator requires
further information or
instruction from another
team before going back to
customer.

HR assigns SR to Specialist
team for resolution and
manually updates status to
Assigned to Specialist.

HR realises that they need
some additional
information from the
enquirer or want to provide
an update/further response
back to the enquirer. So,
they respond back on the
SR. The system auto flips
the status to Waiting.

When an update/reply is

Notifications

Acknowledgement
notification automatically
sent to the Primary Point
of contact.

No notification
automatically sent.

No notification
automatically sent.

No notification
automatically sent.

No notification

completed by enquirer back | automatically sent.

to HR. The system auto flips

status to Review Update.
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Resolved Manual HR resolves SR | e HRis satisfied the SRiis Notification
Trigger resolved and manually sets | automatically sent to
the status of SR to Resolved. ' confirm resolution of
e Status can auto update to Service Request.
Resolved after 30 days if
there has been no response
from the enquirer.

Closed Auto Task | System sets e After 30 days of the SR being | No notification
Resolved SR's Resolved, the system will automatically sent.
to Closed after flip the status of the SR to
365 days Closed.

Version History

Version | Date Description Approved By

1.0 February 2026 | ¢ Updated guide to new format RM
e Updated screenshots
e Updates to appendix 1

Reviewers & Approvers
Further details of the Reviewers and Approvers of this document can be found by contacting HR Process

Improvement. Please raise a Service Request using the category Continuous Improvement.
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