
Resolver
Quick Reference Guide

16/03/2026



Portal Overview
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01 Type URL - https://mitunitec-amc-
stg.ivanticloud.com/  

NOTE: The screenshot shows staging URL.

02 Represents the welcome banner

03 Represents the tile that directs to the 
catalog available for Unitec and MIT 
employees.

04 Provides the end customer the list 
of tickets they submitted for action 
of IT.
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Navigating the Portal
A self-service portal available to both MIT and Unitec staff has been created to allow end 
customers to submit requests 

01 Allows you to go back to the portal 
home page, or view your requested 
items

02 This is your profile icon

03 This is called the banner page

04 filter to use to navigate through the 
different catalog available
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05 Search box – use this to type 
keywords for the catalog

06 Catalog tiles displaying based on the 
filter selected



Navigating the ticket view

01 Ticket title

02 Shows the status progress of the 
ticket

03 Allows the end customer to add 
notes to the ticket visible to the 
assigned support personnel

04 Shows the comments add or 
emails sent about the ticket.

05 Other ticket information
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Logging in to the backend view of ISM
01 Type URL - https://mitunitec-

amc.ivanticloud.com

NOTE: The screenshot shows staging URL.

03 Click Submit

02 Login and select Service Desk Analyst 
Role

04 This will redirect you the resolver view of ISM
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Navigating the backend of ISM

01 Resolvers Profile Icon – if you are given 
multiple roles, you can switch from one role 
to another using this

03 Logout button

02 This is the page main menu 04 Filter for dashboard selection
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Navigating the backend of ISM (cont.)

01 The backend allows resolvers to view 
Incident, SR, Problem and Change records 
from the Main Menu.

02 The Watchlist section allows you to see 
pinned items and Recent Items viewed.
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Navigating the backend of ISM (cont.)

01 Click Home from the Main Menu 02 It will show widgets for Unassigned, Open 
Incidents, Open SRs, and Open Tasks
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Navigating the backend of ISM (cont.)

01 Click Social Board from the Main Menu. se 
this section to share posts to your team as 
needed

02 Click Teams Activity

03 Use the Share what’s new box to share 
details with the team.
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Navigating the backend of ISM (cont.)

01 Click Incident from the Main Menu. 

 02 This will display all open incidents and 
the buttons to create new, resolve, close 
and multisort tickets.

Represents the open pages a resolver has 
opened.
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Navigating the backend of ISM (cont.)

01 Click Service Request from the Main Menu. 

 

Shows you all the active SRs. Make sure to 
use the filter on the upper left corner of 
favorite searches to make the search 
easy.
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Navigating the backend of ISM (cont.)

01 Click Change from the Main Menu. 

 
Displays the active list of Changes in the 
system
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You can also see the different buttons 
available to resolvers. NOTE: Print Change 
is only available in production 
environment.
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Navigating the Incident Ticket View

01 Open an incident.  From the incident view, 
quick action buttons are available to a 
resolver.

 02 Represents Ticket Title and SLA status of a 
ticket

 

03 Customer email is displayed with details 
from AD of the person who logged the ticket 
or selected as the customer. 

 04 Those marked with asterisks are mandatory 
fields to progress the ticket.
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Navigating the Incident Ticket View

01 The Details Tab of an Incident shows the 
notes added to the ticket and available 
Attachments.

 

03 Quick actions available when working on a 
task

 02 Task Tab shows the different tasks required 
to resolve the incident.
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Navigating an Service Request Ticket View

01 Quick Actions available to a resolver

 

03 Parameter tab shows the details submitted 
by the requester from the portal.

 02 SLA calculation of a ticket. 04 Delivery Info of the ticket
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Navigating an Service Request Ticket View

01 Use Details tab to add notes or attachment

 

03 Use task tab to create and monitor tasks 
required for the completion of the request.

 02 Use the Approval tab to view the approvals 
required for the request..
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Submitting a Change Request

01 Click Change from the Main menu.

 

03 Populate the change details and fill out 
those mandatory fields marked with 
asterisks.

 
02 Click New Change. Select if it is Emergency, 

Normal or Standard Change
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* Make sure to fill-out the risk questions 
under the RISK LEVEL tab.



Selecting Implementer for a Change

01 Under the New Change form click Implementer 
Implementer Email box. Type the name of the 
implementer and click enter.  This will show 
selection with their email address.  Alternatively, 
you can use the magnifying glass to search

 

02 Additional options under the implementer 
box  is available when you click the arrow 
button.

 Use go to to know more information about 
the about the implementer
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Requesting the Change

01 Click the button status on the change form to 
move the status of a change. When ready for 
submission click Request Change.

 

02 Alternatively, you can click the dropdown list 
to move the status of a change.
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Scheduling a Change

01 When the Change is submitted, approval 
request gets created.

 

02 Once approved, the Change Manager then 
reviews the change and update it to Scheduled 
status.
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Completing a Change Request

01 Once CR is completed, change the status to 
Implemented.

 

02 Go to PIR tab and fill it out.  When finished, 
click Save.
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You can change the status using either of the two 




