HSE Health & Safety
Helpdesk User Guide

Health and Safety user guide for HSE Staff

This document explains Ivanti Service Desk features and functions for logging and
tracking Occupational Safety and Health (OSH) requests and Training
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1. Accessing Health & Safety Helpdesk

1.1 Pre-Requisites

Health and Safety Helpdesk requires Google Chrome.

1.2 New Users

To register for a user account, please phone the helpdesk on 1800 420 420 (Monday to Friday 10:30am to

12 noon and 2.00pm to 3.30pm).

1.3 Registered Users

If you have made previous requests for advice and support the system will automatically identify you.

Access the helpdesk at H&S Helpdesk

Home Screen

WELPDESK Occupational Safety and Health (OSH) Helpdesk
-~ - o Home
@ Joe bloggs
Self Service
st | |

Training Home: OSH Training
Requests

Click here to request OSH Information and Advice

&

Update Your User Profile

Click here 1o request OSH Training

®

Click here to view OSH Helpdesk Manual

1.4 Update your User Profile

1. Select the tile “Update Your

User Profile”

2. Select “click here to update
your details” Update the details

you wish to amend

Hit the “submit and Close”
“Submit and View buttons.

or

View OSH Training Matrix

My Requests.

=

Update Your User Profile

HELPDESK

pragiag S

(@) Joebioogs

Self Service

Homme Occupatonsl Safety and
Heatih (O5H Helpdesk

Training ome: 05H Traning
Reguests

weippesy O

® My Profile Details

@ Home » MyPr

UG 002:06 H&S Helpdesk User Guide

Page 2


https://pndchssdweb06.healthirl.net/Health.Safety

1.5 To view requests

1. Select the tile “My Requests”
2. Current activity and resolved requests can also be viewed.

HELPDESK ® Occupational Safety and Health (OSH) Helpdesk
- - - @ Home > Occupationai Safety and Health (OSH) Helpdesk
Joe bloggs -
@ =
Self Service A

To speak to a helpdesk operator or register for 3 ne the helpdesk on 1800 420 420 Update Your User Profile
Home Occupational Safety and NATIONAL
Health (OSH) Helpdesk g HEALTH AND
R NHSF | For inform orin el an Sasi
FUNCTION 5

Training Home- OSH Training
ests

L
Click here to view OSH Helpdesk Manual View OSH Training Matrix

My Requests.
WELPDESK ® My Requests Self Service
- @ Home > Occupational Safety and Health (OSH) Helpdesk > My Requests Seif Service
@ Joe blogas
My Current Activity Q
Self Service
Reference Number Creation Date Reguested For Status Title Service Impact Risk Likelinood Score My Resolved Requests
Home Occupational Safety and -
i i 16250 4122024125705 Jos bloggs Awsiting Clsssification. | test Negigitle Rare/Remote ) ek nere 3 view your resalved ket

Training Home- OSH Training - .
Aequests I

2. How to Request OSH Information & Advice

2.1 Select “Click here to request OSH Information and Advice”.
HELPDESK @ Occupational Safety and Health (OSH) Helpdesk
&% @ Home > Cccupational Safery.and Health (05+1) Helpdesk
(@) Joe bloggs -
Self Service

To speak to a helpdesk operator or register for a user account, please phone the helpd:

Home Occupational Safety and " AT As between 10.30am - 12pm and 2pm -3.30pm, Monday to Frid
i e NHSF | ake stwoen 10508 1 208m s 20 2300w Mandey 3o Fidey

NCT For information on Health and Safety courses, including course specifications and Terms and Conditions, seet
Taining rome: O5H Traming FUNCTION z 4
Requests

®

Click here to request OSH Information and Advice

Important Information:

= Enter the email address of the “Requestor.” If the requestor is registered, user details will appear as
prepopulated information.

wileoest @ Pequest

Ve # ore) againd
* oebons
SeifServoa
e deespueert SEy e
om0 et
v e B Yoy Sosiaicn
s
g
i)

= If the user detail does not show please contact the helpdesk on 1800 420 420 for assistance.

= The name entered in the “Requestor” field is the person who will receive all future emails updating
them on the request to include the final reply.

= Only one request per query. If a second query is required, another request must be raised.

= Request cannot be submitted until all mandatory fields (marked with *) are filled in.
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2.2 Fill in the required fields.

MELPDESE  © Request

~ e # Home » Occupational Safety and Health (OSH) Helpdesk

@ Joe bloggs

Submit and Close Submit and View Cancel
Self Service
|+ Requred fields
Home Occupational Salﬂy and
Health (OSH) Helpdesk
Training Home: OSH Training
Requests
Submit and Close Submit and View Cance!

2.3 The form can be expanded or collapsed. The form typically opens at expanded view.
neELppESK  © Request

-~ - @ Home > Occupational Safety and Health (0SH) Helpdesk

(@) Joebloggs
Submit and Close Submn and View Cance

— :
* Requred fieds
Home Occupational Safety and A on

Heaith (0SH) Helpdesk

Training Home: OSH Training
Reguests

24 At the top of the request screen there are 3 action buttons:
a) Submit and Close b) Submit and View c) Close
HELPDESK @Pu{»w«‘r .
I ]

= Submit and Close. The request details are saved and existing window will close. A Request
number will be generated. An email with the request details will be sent to the requestors email
to include the request number. This number must be used as a reference for future contact with
the helpdesk. The request will automatically be sent to Health and Safety Helpdesk personnel
for review.

= Submit and View. The request details are saved and the window remains open for additional
actions such as adding attachments or notes (see section 6). Request number can be viewed
on the top of screen.

HELPDESK I @® Request - 16250 I

- - - # Home > Occupational Safety and Health (OSH) Helpdesk > My Requests Self Service > Request - 16250
® Joe bloggs -
A <
Actions
Self Service
Add Attachment * Required fields
Home Occupational Safety and o o R e Dt R e e T s re A behalf of herherson tlease select e borsonand srovidedhcir Iocation
Health (OSH) Helpdesk Add Note My Health & Safety Request Details - If logging this request on behalf of another person, please select the person and provide their location
Training Home: OSH Training Requested For: %
Requests
Joe bloggs

=  Cancel. The request details are cancelled and exiting window closes.

|
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3. How to Request OSH Training:

3.1 Select “Training Home: OSH Training Requests.”

WELPDESK @ Training Home OSH Training Requests

- — -

@ Joe bloaas Z
oo @ &
=0 First

Irat Ald Responder (FAR) and Refresher (FARR) Training Manual Handling Instructor (MHI) and Refresher (MHIR) Training

People Handling Instructor (PHI) and Refresher (PHIR) Training

Important Information:
= Training requests must be logged by a line manager/training coordinator.
= Enter the email address of the line manager/training coordinator. If the requestor is registered, user
details will appear.

WELPDESK

Tu%
@i

Saif Servioa

Weow dcspatcessSevey are
[

Treig e O3H Tty
(=

= If user detail does not show please contact the helpdesk on 1800 420 420 for assistance.

= The name entered in the “Requestor” field (i.e. the line manager/training coordinator) is the person
who will receive all future emails updating them on the request to include the final reply.

= Only one request per training course. If a different OSH training course is required, a new request
must be raised.

= Request cannot be submitted until all mandatory fields (marked with *) are filled in.

The National Health and Safety Function provide 7 OSH training modules. Additional OSH training is
available through HSeLanD.

1) First Aid Responder (FAR) and Refresher (FARR)
2) Manual Handling Instructor & Refresher Training
3) People Handling Instructor & Refresher Training
4) Safety Representative Training

5) OSH Training on HSeLanD

6) HSelLanD
WELPDESK @® Training Home: OSH Training Requests
& e @ Home » Training Home, OSH Training Requests )
® Joe bloggs - @ c
Self Service E

First Aid Responder (FAR) and Refresher (FARR) Training Manual Handling Instructor (MHI) and Refresher (MHIR) Training
Home Occupational Safety and
Honlth (OSH) Helpdesk

Training Home. OSH Training
Requests

a8

People Handling Instructor (PHI) and Refresher (PHIR) Training

+

Safety Representative Training

@

Click here for HSeLanD

* Display Screen Equipment User Awareness
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4  How to Log an OSH Training Request

4.1 Select the training type requested e.g. First Aid Responder (FAR).

Health and Safety 5 o = 5 2
WELPDESK  © Training: First Aid Training Requests
.'/(-’*‘W"‘ ® Home > Training Home: OSH Training Requests > Training: First Aid Training Requests
(@) Joebloggs -

©

First Aid Responder Refresher (FARR) Training

4.2 The form typically opens in the expanded view but can be collapsed to view in its entirety
4.3 Fill in the required fields. Each field can be expanded or collapsed
4.4 Hit “Submit and Close” or “Submit and View.” (see 2.4)

Health and Safety
neLPDESK  © Request
Piogin 8 ® Home > Training Home: OSH Training Requests > Training: First Aid Training Requests
(@) Joebloggs -
Required fielés
> Criteria 2

» Please confirm the following

> 1.

s

-3

b4

>S5

» 6.

(AT

> 8

» 0.

» 10.

> 11.

» 12

» Applicant Details

> Service Details

» Risk Level and Score - Please confirm you have selected appropriate Likelihood and Impact risk Levels for this request
» Current Assignment and Status Details

> Creation Details and Information

-
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5. How to cancel training for individuals on a training request

5.1 Go to My Requests on the Home Page and select the request that to you wish to cancel/remove
individuals from the training request.

HELPD| Sa,my ® My Requests Self Service
.’Ds'% @ Home > i y (OSH) Helpdesk > My Service
(@ Joebloggs -
My Current Activity
Reference Number Creation Date Requested For Status Title Service Impact Risk Likelihood Score £
16250 4/12/202412557.05  Joe bloggs Awaiting Classification test Negligible  Rare/Remote 1

Items: 1

5.2 Go to Actions on the left-hand side of the Request and select Cancel Attendee

Health and Safety

® Request - 16256

[m o

Prigian- N # Home > Occupational Safety and H
® Joe bloggs >
Actions S
Add Attachment
Add Note
Cancel Attendee

5.3 Fill in the required fields.

Health and Safi
\ELPDESE  © Request - 16256 / Cancel Attendee
# Home > ty Helpdesk > init OSH Trail > Training: FlﬂAHTuiilgﬁm»anmdﬁzse
Actions o I Submitand Close 2 Submit and View Cancel I

There ilable. % 2 ! Expand All oliapse Al

» Please let us know the reason for cancellation

» Please type the name and personnel number of the attendee(s) that will not attend
» |f replacement staff member(s) will attend this training. please let us know the staff members name, work email and work address below|
» Creation Details

Submit and Close Submit and View Cancel

5.4 Hit “Submit and Close” or “Submit and View.”
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6 Request Actions — Adding a note or an attachment
Actions appear in the left-hand column of the Request window.

Please Note: The Actions column only becomes available by clicking the “Submit and View” button,
submitting your request details. Actions will not be available before a Request has been submitted.

® Request - 16256

- — - # Home
-@ Joe bloggs

Self Service

HNELPDESK

Actions

Home Occupational Safety and
Health (OSH) Helpdesk

Training Home: OSH Training
Requests

6.1 Adding a Note

To add a note to a Request, select the “Add Note” action from the “Actions” list:

The note window appears and update details can be added to the note section.

Hit “Submit and Close” or “Submit and View” to submit your note.

Upon submitting of the note window, details entered will be automatically emailed to the Health and
Safety Helpdesk.

Y

MELPDESK ® Request - 16256 / Note
> Occupati

-~ - - @ Home pational Safety and Health (OSH) Helpdesk > My Requests Self Service > Request - 1625

<

~ Note

Note Detalls

B I U 6 T- @ % | = R-

6.2 Adding an Attachment

You may need to add an attachment (e.g. certificate or audit report or a screenshot/document) to support
your request. You can attach a file to a Request via the “Add Attachment” action button.

To add a note to a Request, select the “Add Attachment” action from the “Actions” list:

The attachment window appears to add document.

Hit “Submit and Close” or “Submit and View” to submit your note.

Upon submitting of the note window, details entered will be automatically emailed to the Health and
Safety Helpdesk.

PwnhpE
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7 How to view existing note or attachment

7.1 Select request to review (see sectionl.5).
7.2 Select Collapse all
7.3 Select the area to view

WELPDESK ® Request - 16256

-~ - @ Hom nal Satety and Health (OSH) Helpdesk > My Requests Self Service > Request - 1625¢

@ Joe bloggs

Self Service

Home Occupational Safety and
Health (OSH) Helpdesk

Training Home: OSH Training
Requests.

Submit and Close Submit and View Cancel
» Customer Notes (1)

» Attachments (1)

8 Email Notification and Updates from the Helpdesk

Once a request has been submitted you will receive a confirmation email from the system through
hssd.info@hse.ie with the details of your request and your unique request reference number.

Note: do not reply to or email hssd.info@hse.ie as it is not a monitored email account.

You can view and update your request directly by clicking on the links provided in the email.

Your Health and Safety Request 16059

Hello Caroline,
Thank you for contacting the National Health and Safety Help Desk. Request 16039 has been assipned to the Information and Advice Team' who will be in contact shortly.

You can view or update your request. -@' i

‘ Caroline Fyffe Fequest Number R:16059 - Status In Progress Date Logged: 1511/2024 10:29:0...

| Conc o ocsin rene: (.

‘ Service Requested: Test

s of thiz request are as follows:

‘ Summary: Test

Description:
Teat

Should you wish to contact the National Health and Safety Helpdesk, regarding this request then please quote your Eequest Number 16039
Regards,
The National Health & Safety Function (NHSF)

Wizhsita: 1 H 2
Phaone: 1800 420 420 {10:30-12:00 and 14:00-15:30)

Note: Always quote the unique request reference number during any future reference to the specific request.

9 Resolution of Request:

Updates and resolutions to your requests will be sent via email notifications through hssd.info@hse.ie.

If your request is resolved by the NHSF and you are not satisfied with the resolution details, you can add a
note to your request to seek further clarification or you can contact the helpdesk on 1800 420 420 (Monday
— Friday 10.30am — 12pm and 2pm to 3.30pm) for further assistance.
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Appendix 1: Health and Safety Process Explained

Ivanti uses a Process lifecycle to facilitate correct management of any Health and Safety Request.

The Health and Safety Process lifecycle contains six specific statuses to identify what stage in the Health
and Safety lifecycle the request is located:

< e \ Open: The default status before you have saved your request

;mng Awaiting Classification: When you save your Request, the initial status is

Classification / automatically set to “Awaiting Classification”. Your Request will remain at this
status until it has been reviewed by a Health and Safety Advisor.

>
=

In Progress: When a member of Health and Safety has reviewed your
Request and assigned an Advisor, the status is “In Progress”. Most of the
work carried out by Health and Safety will be during this status phase.

In Progress

With Customer: In the event that Health and Safety require more
information from you, the status will be updated to “With Customer”. Any
Health and Safety Requests at this status will be identified on your
dashboard

Further Info Required: Following review by a Health and Safety Advisor, if
your Request requires involvement or information from an external
department, the status of your Request will be “Further Info Required”.

With Customer

. B Bl
¢ 0 er

A J

Further Info
Required

Resolved: When your request has been resolved, you will have the
ability to submit a survey based on your satisfaction and experience

Resolved
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