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1 Registering for self service 
 

To access the self-service portal, you must be registered with a login. Please contact support if you 
are interested in registering your company’s users or select individuals to be able to access the self-
service portal.    

Logins may be integrated with AD and SSO for a smooth user experience. 

1.1 Accessing self service 
You can browse the self-service website when logged in. You will be able to:  

• Submit tickets and requests 
• View ticket status 
• View any tasks for you to do, such as approval (requires permissions) 
• View reports (requires permission) 
 

Accessing the Self Service Portal:  
 
1 Open a web browser and navigate to help.nexon.com.au 

2 Enter your username and password. You will be redirected to Single Sign In if configured 
for your company.  

3 Press ‘Log in’ 

4 You will be redirected to the self service homepage. 
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1.2 Find and request support 
You can: 

• Log an incident if something is broken  
• Request something else if you require support or a task completed 

How to request support:  
 
1 Press ‘Request Services’ in the header or ‘Browse Catalog’ to view services.   

2 Press ‘Raise an incident’ if something is broken, and you need support.  

3 ‘Log a Service Request’ if something isn’t broken but you need help.     

4 Complete the form filling out all mandatory fields, marked with a *  

5 Press ‘Submit’ when completed.  

6 Confirmation will display on the browser, and you will receive an email. 
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2 Track my requests or incidents 
You can track your incidents and requested items:  

• See details of what was requested 
• Communicate between the team and yourself - anywhere, anytime. 

Tracking your requests:  
 
1 Press ‘My Requests’ in the header  

2 Toggle between viewing currently open tickets or closed historical tickets.  

3 Click the ticket name to view additional information and/or make updates to the ticket 

4 Communicate with the team through comments. 
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3 Approve or reject a request 

Tracking and approving requests:  
 
1 Press ‘My Tasks’ in the header  

2 Toggle between viewing currently open tasks or closed historical tasks.  

3 Click the task to view additional information and/or make updates to the ticket 

4 Here you can approve or reject with comments. 
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4 Roles 
There are different types of roles that unlock a user’s access to certain portal functions.  

Basic self service is available to all people, at no additional cost. Unlocking other functions can require additional ServiceNow licensing that incurs a cost.  The functions 
available to each of these roles are: 

 

  Permissioned Roles (requires license at additional cost, speak with Account Manager) 

Function Basic Self Service Approver Power user Manage Base Data Device as a Service 
(DaaS) Admin 

Login X X X X X 

Log an Incident X X X X X 

Request a Service X X X X X 

Complete a Satisfaction survey X X X X X 

Read announcements X X X X X 

Track requests/ incidents you opened or opened for you X X X X X 

Approve or Reject requests  X    

Track your company’s requests and incidents.   X   

Review your company’s base data 
This is a customer user that can read and manage some of their 
own company data, such as: 
• Cost center,  
• Department,  
• Location,  
• Users   

   X  
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  Permissioned Roles (requires license at additional cost, speak with Account Manager) 

Function Basic Self Service Approver Power user Manage Base Data Device as a Service 
(DaaS) Admin 

Review your company’s computer asset data 
Assigned to customer user(s) who administer DaaS processes.  
• Request/ RITM: 

– Can see your company Requests and Request 
Items.    

    X 

 

 

 

 

 

 



11 OF 15 SELF SERVICE QUICK REFERENCE GUIDE  
COMMERCIAL IN CONFIDENCE 

 

 

5 Track your company requests and incidents 
A Power User can view all incidents/problems/requests for their entire company. The Request 
Management menu is available.  This is designed to provide visibility for IT managers and similar.  

This allows these users to: 

• 'Reports' module/ menu for asset type reporting.     
• Problem: 

– Read problems 
– Update Customer comments 

• Incident: 
– Read Incidents 
– Update comments on Incidents 

• Request/ RITM: 
– Read requests and RITMS 
– Update RITM comments 

• SLA: 
– Read SLAs 

 

Tracking your company requests:  
 
1 Press ‘My Requests’ in the header  

2 Toggle between viewing currently open tickets or closed historical tickets.  

3 Review the list, adjust sorting as needed. Click a row to view a ticket in detail.  

4 Review additional information and/or make updates to the ticket 

Requires permission role which may incur additional costs. 
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6 Review your company’s base data 

Reviewing your company’s base data:  
 
1 Press ‘Administration’ in the header  

2 Select the information you would like to review, e.g. users 

3 Review the list, adjust sorting as needed. Click a row to view a ticket in detail.  

4 Review additional information and/or make updates to the ticket 

* Requires permission role which may incur additional costs. 
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7 Review your company’s asset data 

Reviewing your company’s base data:  
 
1 Press ‘Reports in the header  

2 Select ‘Computers’ 

3 Review reports. Computer asset Data may be exported to Excel from here. Reports are 
real time and may be drilled down into.  

*Requires permission role which may incur additional costs. 
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