
 

 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
  

User Manual 
Mühlbauer ServiceDesk 

Version: 1.1  
Release date: 2014-07-03 



 
User Manual Mühlbauer ServiceDesk  
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Copyright © 2014 Mühlbauer AG Roding, 
All rights reserved 
 
No part of this document may be reproduced or transmitted in any form or by any means, mechanical 
or electronic, including recording, photocopying, storing in a retrieval system, for any purpose other 
than the personal use, without the prior written permission of Mühlbauer AG. The information given 
in this document is subject to change without notice. The software described in this document is 
furnished under license agreement or NDA (non-disclosure agreement) and may be copied and/or 
used only in accordance with the conditions of the agreement.  
 
Brand and product names and marks are included in this manual and are trademarks or registered 
trademarks of their respective holders. 
 
The authors of this document and the publisher have taken care in the preparation of this manual. 
The accuracy, completeness or timeliness of such information cannot be guaranteed. Mühlbauer AG 
doesn’t make expressed or implied warranty of any kind and assumes no responsibility for errors or 
omissions. No guarantee and no liability are assumed for incidental or consequential damages in 
connection with or arising out of the use of the information or programs given in this manual  
 

User Manual Mühlbauer ServiceDesk    1 / 18 
2014-07-03 / v1.1    



 
User Manual Mühlbauer ServiceDesk  
 
 

Contents 

1. The Mühlbauer ServiceDesk ..................................................................... 3 

2. The Golden Rules for Incident Handling .................................................... 3 

3. Access to our Web Portal .......................................................................... 4 

3.1. Registered user .................................................................................................. 4 

3.2. New user ............................................................................................................ 5 

4. Using our Web Portal ................................................................................ 6 

4.1. Creating new tickets .......................................................................................... 6 

4.1.1. Ticket mask .......................................................................................................... 6 
4.1.2. Ticket Types ......................................................................................................... 7 
4.1.3. Queue ................................................................................................................... 8 
4.1.4. Services ................................................................................................................ 8 
4.1.5. Message Editor .................................................................................................... 8 
4.1.6. Incident classification .......................................................................................... 8 
4.1.7. Specify affected equipment ................................................................................. 8 

4.2. Working with existing tickets ............................................................................. 9 

4.2.1. My tickets ............................................................................................................. 9 
4.2.2. Company tickets .................................................................................................. 9 

4.3. Searching tickets .............................................................................................. 10 

4.3.1. Direct Search ...................................................................................................... 10 
4.3.2. Search templates ............................................................................................... 11 

4.4. Equipment (CMDB) .......................................................................................... 11 

4.4.1. Equipment Overview ......................................................................................... 11 
4.4.2. Equipment Details .............................................................................................. 11 
4.4.3. Register Equipment ........................................................................................... 12 

4.5. Email Contact ................................................................................................... 13 

4.6. FAQ ................................................................................................................... 13 

4.6.1. Why to use FAQ? ............................................................................................... 14 
4.6.2. FAQ Explorer ...................................................................................................... 14 
4.6.3. FAQ Search ......................................................................................................... 15 

5. User Administration ................................................................................ 16 

5.1. User Level ......................................................................................................... 16 

5.1.1. Standard ............................................................................................................. 16 
5.1.2. Company ............................................................................................................ 16 
5.1.3. Admin ................................................................................................................. 16 

5.2. New User & Permissions .................................................................................. 17 

6. Contact & Support .................................................................................. 17 

User Manual Mühlbauer ServiceDesk    2 / 18 
2014-07-03 / v1.1    



User Manual Mühlbauer ServiceDesk 
Registered user  
 
 

1. The Mühlbauer ServiceDesk  
We would like to inform you about our latest developments to optimize the support for our valued 
customers. We launched our Mühlbauer ServiceDesk, a tool dedicated to enhance our service 
delivery by providing a single point of contact for all your needs around customer support and 
services. 
 
The web portal provides instant access to our ServiceDesk: 
 
 Obtain real time information on your ticket status and progress. 
 By obtaining well-structured incident reports our support team can instantly start the support 

process. 
 User can be registered and linked to your company. 
 Each user can create and manage his own incident reports and service requests via web 

interface at any time – 24/7. 
 The permission to view all tickets of a selected company can be allocated to selected users. 
 The web portal allows reviewing the complete history of each ticket, providing all 

communication in chronological sequence with a synchronized time stamp. 
 Closed incidents and service requests remain available for review or future reference. 

 

 
2. The Golden Rules for Incident Handling 
We kindly ask you to follow the following golden rules to speed up our support activities:  
 
 Single Point of Contact (SPOC): our ServiceDesk is the single point of contact for all your 

needs. Please refrain from having other Mühlbauer resources on copy on your initial report. 
All incoming incidents are always handled by our 1st level support. 

 One Incident – One ticket: Report only one incident per ticket: Never mix two incidents or 
requests. Always create a separate ticket for a new incident.  

 Meaningful and detailed Information: Choose applicable and meaningful subjects for your 
request or incident. In the description of your incident or request please provide as many 
details as possible, i.e. the affected equipment, the location, your observations, log files, error 
messages or screenshots and describe your own investigative efforts already done.  
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3. Access to our Web Portal 
 

Access:  
The Mühlbauer ServiceDesk can be accessed via https://servicedesk.muehlbauer.de 
 

 

3.1. Registered user 
 

1. Your account has been created by Mühlbauer: 
 
 Our hotline created your account during a support process. 
 You received an email containing a ticket number [MBTicket#.......] 

 
2. Access our web portal and request a new password by using the "Forgot password?" link. 

 

  
3. Follow the instruction send by email and log in to our web portal. 

 

  
 Provide your email address 
 Click on submit 

 
4. Check your email account after receiving the confirmation that your request was accepted. 

  
 
 Click on the link provided in the send email 

 
 
5. Check your email account again for the received password. 

  
 Visit https://servicedesk.muehlbauer.de and log in 
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3.2. New user 
 

1. You don’t have a user account: 
 
 You are a Mühlbauer customer. 
 You want to use our web portal to create and manage your incidents and requests. 

 
2. Access our web portal and sign up by using the "Sign up now" link. 

  
3. Provide the necessary account data 

  
 Field marked with an asterisk (*) are mandatory 
 Other data is optional 
 You must agree to our declaration on data protection 
 You must enter the displayed CAPTCHA code 

 
4. Check your email account for the confirmation email with your password. 

   
 

5. Visit https://servicedesk.muehlbauer.de and log in. 

 
6. Please contact us to assign your user to your company, either by sending an email to: 

 ServiceDesk-Support@muehlbauer.de 

or by creating a ticket of type Request (MB ServiceDesk), read on to learn how. 
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4. Using our Web Portal 
After you logged in you have several options: 

 
 To create or view existing tickets 
 To view your registered equipment 

 

4.1. Creating new tickets 
When creating tickets, the following definitions should be understood. 
 
Select the "New Ticket" link from the ticket Menu: 

 

4.1.1. Ticket mask 
Create your ticket using the ticket creation template. Please fill the fields from top to bottom. 
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4.1.2. Ticket Types 
 

Definition: 
Incident: An event which is not part of the standard operation of a service and 
which causes or may cause disruption to or a reduction in the quality of services 
and customer productivity. Incidents are based on malfunction of equipment, 
software or other components. 
Request: A request for information or advice or for a Standard Change. For example 
to reset a password, or to provide user permissions for a new User. Ordering spare 
parts, maintenance interventions or quotations / contracts are requests. 

 
There are 6 different ticket types to choose from: 
 

1. Incident (Automation) 
 The incident affects machines or production hardware. 

 
2. Incident (Tecurity) 
 The incident affects government or ID solutions including its software components 

 
3. Incident (MB ServiceDesk) 

 The incident affects the Mühlbauer ServiceDesk itself. 
 

4. Request (Offers or Contracts) 

 Requests for commercial offers or information, e.g. spare parts offers, service and 
maintenance contracts 

 
5. Request (Service Intervention) 

 Request for on site interventions by MB engineer, e.g. repair or troubleshooting of 
software/hardware 

 
6. Request (Spare Part & Consumables) 

 Request / order of parts, e.g. order of spare parts or consumables 
 

7. Request (MB ServiceDesk) 

 Requests for the Mühlbauer ServiceDesk, such as user permissions  
 

8. RfC (Request for Change) 

 Change Requests for Hardware and Software components 
 
 

For more information on ticket types, please see these FAQ articles in this category. 
 

Attention: 
Choose the ticket type depending on the nature of your inquiry. Ticket types are 
used to route your ticket to the corresponding specialist department or support 
team. Wrong ticket types might result in a delayed start of support efforts. 
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4.1.3. Queue 
For To: field choose one of the provided queues from the list. Please note that this list depends on 
the Ticket Type and it will change according to Type selected. 
 
Most of Ticket Types have only one queue you can select. When presented with multiple choices, 
please choose one that corresponds to your region (e.g. 1st Level::Hotline USA). 

4.1.4. Services 
When creating tickets, choose the affected service. 
 
For machines (i.e. Ticket Type: Incident Industry) the affected service is defined by the production 
process (for card, smart card or holder page/booklet production) or the personalization process (for 
card or passport personalization). 
 
For solutions (i.e. Ticket Type: Incident ID Solutions) the affected service is defined by the criteria 
related to the solution or network infrastructure. 
 

4.1.5. Message Editor 
In provided Subject and Text fields you should describe your issue in detail, like you would when 
composing an email message. For Text field you have message editor at your disposal with several 
styles and text formatting options. 
 
You can also attach files to your tickets, just Choose File and wait for it to be uploaded. When 
attachment has been added to the message it will show up in the list with dedicated Delete button. 
 

 

4.1.6. Incident classification 
When creating tickets, define the nature of your incident. Choose the most likely cause of the 
incident. 
 

4.1.7. Specify affected equipment 
Click on the (red) highlighted link "Please SELECT affected EQUIPMENT". 

 
Search / choose the equipment affected by your incident. You can search using the serial number or 
machine type. Use the check box in the search results to indicate your selection before you submit 
your new ticket. 
 
If there is no equipment available, please see chapter "Register Equipment" on how to register your 
equipment. 
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4.2. Working with existing tickets 
The web portal provides an overview of existing tickets. This includes open tickets as well as closed 
tickets  

4.2.1. My tickets 
To view your own tickets click the "My Tickets" link in the ticket menu. 

 
This will provide a complete list of all your tickets. You can select to display open tickets or closed 
tickets. 

 
Click on a selected ticket to display ticket details. This ticket zoom view can be used to add a new 
message to our ServiceDesk staff. 

 
To add a message click on the "Reply" link at the bottom of each ticket. 
 

4.2.2. Company tickets  
Dedicated user can see all tickets linked to your company. This feature must be enabled by your 
company administrator as permission level for each user. 
 
For further information see chapter "User Administration". 
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To view all tickets created by your company users click on the "CompanyTickets" link in the Tickets 
menu. 

 
 

4.3. Searching tickets 

4.3.1. Direct Search 
To search tickets click in the "Search" link in the ticket menu. 

 
To displayed search mask provides you with various search criteria for your ticket search. 

 
Some fields can be used for multiple selections. Please keep the CTRL button pressed while selecting 
with the mouse several options. 
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4.3.2. Search templates 
Search options can be saved as search templates. 

 
Select the checkbox and define a name for the template before executing the search function. 
 
4.4. Equipment (CMDB) 
The ServiceDesk can register your equipment. Registered equipment provides several advantages: 
 Tickets can be linked to equipment and thus be effectively identified by our support staff. 
 Unambiguous identification of equipment will speed up the support process 
 Mühlbauer’s electronic spare part catalogue will be provided based on the registered 

equipment list 
 

4.4.1. Equipment Overview 
To search tickets click in the "Company Equipment" link in the tool bar. 

 
This will provide you with a complete list of all registered equipment.  

 

4.4.2. Equipment Details 
Click on a selected equipment to display equipment details.
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4.4.3. Register Equipment 
To register your equipment, create a ticket of the type "Request (MB ServiceDesk)" and choose the 
service "Register Equipment". 

 
Please try to provide the necessary equipment data as shown in the sample above. 
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4.5. Email Contact 
Communication via email is still available as an alternative to the web portal. As before, our 
ServiceDesk can be contacted via email. 
 
Sending an email with a support request to one of our ServiceDesk email addresses will automatically 
open a ticket for you and your inquiry will be handled further on as a ticket. 
 
However, information provided by email is unstructured and the nature of the inquiry is unclassified. 
Therefore the handling of tickets created out of emails is slightly more time consuming and may 
result in minor delays in starting our support activities. 
 

Attention: 
We strictly recommend using the web portal for the creation of new tickets. The 
usage of the web portal does speed up the handling of tickets due to the structured 
organization of the provided information. 

 
For the further communication after ticket creation there is almost no difference between using the 
web portal or email. 
 
The email addresses of our ServiceDesk will be provided to you by our ServiceDesk staff. 
 

4.6. FAQ 
Frequently Asked Questions are useful way to handle solving issues as a first step of the process. It is 
a knowledge database where fixes and instructions for common problems are added and categorized. 
 
Our FAQ is a new feature and does not contain too many articles right now. However FAQ database is 
growing weekly and new articles are added daily. We therefore recommend to get used to reading 
FAQ and check regularly for latest additions. 
 
FAQ can not only be helpful when troubleshooting certain issues, but might also be useful to 
interested customers as a publication of best practices concerning our equipment and software 
products. 
 
The list of latest FAQ articles can always be found in the FAQ Explorer in the right sidebar. 
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4.6.1. Why to use FAQ? 
With a growing number of articles in FAQ database it will become a valuable source of information. 
 
The self-service aspect of an FAQ will enable customers to speed up the support process: 
 Initial troubleshooting / diagnosis can be done without consulting the Mühlbauer hotline and 

without losing precious time 
 If it is decided to contact the Mühlbauer hotline, necessary information / log files needed 

within the support process can be submitted with the initial incident report 
 Reporting the results of self-performed diagnosis to the Mühlbauer hotline will further speed 

up the support process, since basic checks by the hotline can be skipped 
 

4.6.2. FAQ Explorer 
The FAQ is organized in categories with (multiple) sub categories. To browse FAQ articles the FAQ 
Explorer can be used. 
 
Click on the first category FAQ to start browsing. On each following page you will find the available 
sub categories and the containing FAQ articles of the currently selected category. 

 
 
You can either decide to navigate to a subcategory or to open one of the displayed FAQ articles. 
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4.6.3. FAQ Search 
FAQ Search enables you to search our whole FAQ database for search terms. 
 
There are 3 fields to enter search criteria(s). The first search field Fulltext will look for the search 
criteria(s) not only in the FAQ title, but all over the entire text of each FAQ article. You can use 
wildcards (*) in your search terms. 

 
Since the nature of fulltext search is very unspecific it might return too many results when multiple 
matches are found. To narrow down search results, use the search fields for Title or Keyword. This 
will focus the search and limit the results. 
 
To further narrow down the search results, the search can be restricted to certain FAQ categories. 

 
 
Select one or more categories to specify your search. Multiple categories can be selected / deselected 
by holding the CTRL (STRG) button on your keyboard pressed and selecting / deselecting the entries 
with a left mouse click. 
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5. User Administration 
The menu item "Admin" is restricted to dedicated users of the user level "admin". This user level is 
assigned by ServiceDesk staff to selected key personnel of the customer company. 
 
To access the user administration click on the "Admin" link in the tool bar. 

 
The "Admin" section does provide an overview about: 
 All registered users linked to the company 
 The user level of all registered user 
 Formerly registered but now blocked user 
 The number of open tickets created by that user 

 

 
 

5.1. User Level 
The relation between tickets, user and companies: 
 
 Tickets are always linked to the user creating the ticket. 
 All users of one and the same company are linked together by the company name.  
 Subsequently all tickets are as well (ticket user  company) linked to a company. 

 
The term "company tickets" does refer to all tickets registered by users of the same company. 

5.1.1. Standard 
User of the permission level "Standard" can only see their own tickets. 

5.1.2. Company 
User of the permission level "Company" can see their own tickets as well as all company tickets. 

5.1.3. Admin 
User of the permission level "Admin" can see their own tickets as well as all company tickets. 
User of the permission level "Admin" can access the user administration. 
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5.2. New User & Permissions 
New user can use the self-registration described in chapter "New user". 
 
After this self-registration a user of the user level "Admin" (see chapter "Admin") has to inform our 
ServiceDesk staff that the new user must be linked to the customer company. 
 
This approval process is in place to ensure that only authorized user can create tickets in the name of 
each customer company. 
 
To simplify the process, each "Admin" can use a quick link to create the corresponding ticket to 
request the authorization of new users: 

 
 
To change the user level of existing user, each "Admin" can use a quick link to create the 
corresponding ticket to request a change of the user level: 

 
 
 

6. Contact & Support 
In case of technical difficulties with the Mühlbauer ServiceDesk please contact 
 

servicedesk-support@muehlbauer.de 
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