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Frequently Asked Questions 

1. What is the URL for the new forms? 

https://www.rit.edu/its/requests 

 

2. Do I use this new process or forms if I have an immediate or urgent issue? 

If you have an issue that is impeding your work and/or needs to be addressed immediately 

contact the Service Desk directly (585-475-HELP). 

 

3. What if I don’t know which Work Request form to use? 

If after reviewing the definitions for each Work Request type you are still not sure which form to 

use contact the Service Desk for assistance (585-475-HELP). They will be able to clarify which is 

the appropriate choice and help submit the form if needed. 

 

4. There is a required field asking me for information on the form but I don’t have the 

information. What do I do? 

Enter ‘I don’t know’ or ‘I don’t have this’ and an ITS Representative will follow up with you for 

the details. 

 

5. Is there a way to track specific requests and progress?  Is there a way to see historical 

requests? 

Yes, this can be done with both the previous process and the new process.  Users can log into 

Footprints to see current and previous requests. This can be accessed by going to: 

http://footprints.rit.edu  

 

6. Can you upload more than one file (i.e. more than one account request form)? 

Currently, there is only one upload field for each request.  If you have more than one form for 

the same type of request (i.e. 2 RIT Computer Account Request Forms), you can scan multiple 

forms into a single PDF file to upload in the same request. 

 

7. What if you have a new hire and are requesting multiple items (i.e. RIT Computer Account, 

computer set-up, and phone)? 

Currently, requests will be needed for each work item. However, ITS will be analyzing the 

submissions for combinations that are frequently requested. This is expected to help identify 

opportunities to improve the user experience and reduce the number of individual submissions 

for one person such as a new hire.  

 

8. How can I give feedback on this new process or a form? 

After the submission of each Work Request there is a link that can be used to provide your 

feedback. If you wish to provide feedback directly without a form submission, input can be sent 

to ITSWorkRequestFeedback@rit.edu.  
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9. Do I have to use these new forms or can I continue to use servicedesk@rit.edu? 

The service desk email functionality currently is still available but users are strongly encouraged 

to use the new forms.  

 

In this new process, each form is customized for the work being requested.  Therefore with 

users providing the relevant details, requests are expected to be processed and fulfilled more 

quickly. In addition, by analyzing customer usage of the new forms and reviewing the feedback 

that is provided, ITS will be able to more readily identify additional opportunities for 

improvement to better meet the needs of our customers. 

 

 

 

 


