
DTU  ONLINE SERVICE DESK MANUAL 

 

How to register Complaints or Create Service request   

(For End USERS) 

1. Login to Samarth 

2. Left Side- Go to Governance 

 
3. Go to – Create New Service Ticket 

4. Select the Service type/Category 

 
5. Write your complaint or Service request in Detail box. 



 
6. If you have any model no / serial No. then check the box 

       6(A) Enter detail of H/W & its Serial No. 

7. You can optionally upload any photo in support of your complaint/ Service request. 

        7(A) Click on choose file, if you want to upload photo or document proof. 

 



8. Click on Save. 

 
9. The ticket will be generated with description, Kindly check if before submission.

 



10. Please submit the ticket, by checking on submit button. 

 
 

 

 

 

 

Service Agent Manual  

(For service agents who resolves the complaint or service request.) 

 

How to see/open the service ticket, Accept and close it. 

 
1. Go to Governance 

2. Click on All service tickets (see above)

 



3. Click on assigned tickets

 
4. All tickets which have been assigned to you will be visible here, with the status open or 

close. 

 
5. To address/ resolve an service ticket 



5(A) Click on the ticket no

 
5(B) See the description of the ticket with ticket details/ message of complaint given at 

bottom of screen. 

5(C) Click on Action button. 

 
      5(C) 1 If ticket belongs to your service, select accepted from drop down. 



       5(C) 2 If ticket does not belong to you, you may select Rejected. 

 
        5(C) 3 If it’s appear to be a spam they you may select spam. 

         5(C) 4 Enter appropriate remarks’. 

 
6. Once you address the concerned of the employee raised through ticket, then you can 

close the ticket with appropriate remarks and please select ‘Yes’ in “is visible for user”? 

So, that user can see your response and provide the feedback. 

7. Then Click Close.  
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