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Service Desk User Guide 

Find instructions in this guide for the following: 

• How to create Server and Database Access Requests (SDAR) 

• Manager Approval Process 

• Data Owner or Designee Approval Process 

• Access Group Approval Process 

Process for Creating Requests 

You can now create SDAR at one location, the Service Desk. This section briefly explains the 
process for creating a service desk request for SDAR.  

1. Click the TEA Help Center link:  

          https://tealprod.tea.state.tx.us/servicedesk/servicedesk/customer/portal/4 

2. On the next screen, click Server and Database Access Request. 

  

 

 

 

 

 

 

 

https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftealprod.tea.state.tx.us%2Fservicedesk%2Fservicedesk%2Fcustomer%2Fportal%2F4&data=02%7C01%7CJoan.Lu%40tea.texas.gov%7Cef2d481186ea4991be6d08d7e0b6dc49%7C65d6b3c3723648189613248dbd713a6f%7C0%7C0%7C637224948294016140&sdata=oN0NbiabhtX15a2R7qfQbYfPCHBFH0uKA27GTkP2DbI%3D&reserved=0
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3. The following form will display.  

 

4. The SDAR form will display with the following fields populated:  

a. Raise this request on behalf of; service desk uses Active Directory and your 
name will appear in this field.  

 

 

b. Access Approval Group; default names will appear. 

 

 

c. Priority; defaults to Medium. You can display other options by clicking on the 
down arrow.  
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5. You can change the default name of the Raise this request on behalf of field. Begin 
typing the name you wish by typing the name you want to appear. As you begin to type 
names will appear in the dropdown Raise this request on behalf of 

            

 

a. Reporter (who creates the ticket) can’t be a Data Owner or Designee Approval   

Error!! 

     

                      

 



Service Desk User Guide-Phase 1 

 Texas Education Agency Page 6 of 19 

b. Reporter (who creates the ticket) can’t be an Access Approval Group 

Error!! 

                   

         

 

 

 

 

 

 

 

 

6. Complete all mandatory fields. 
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7. This form can be used for both Server and Database requests but only one selection is 
mandatory:  

a. If Server is checked the following fields will display and are mandatory for 
creating a Server request ticket.  
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b. If Database is checked the following mandatory fields will display:  

 

 

i. Select a Database Platform from the dropdown (DB2, Oracle, Sybase, SQL 
Server). 

ii. Enter the Server details  

iii. Enter the Database Name which you need access to  

iv. Select Read or Read-Write from the dropdown 

v. Select an Environment Type from the dropdown (Development, Test, 
Production, Training, Others) 

vi. Enter the Database Business Justification  

1. For multiple Database Access requests, you can click the plus sign 
radio button and additional fields will display. There is no limit to 
the number of Database Access requests that can be entered. 

 



Service Desk User Guide-Phase 1 

 Texas Education Agency Page 10 of 19 

 

8. You will need to enter your managers name and data owner for your request. 

a. Manager Approval field: 

  

b. Data Owner or Designee field:  

 

c. Access Group Approval Field  

 

9. You can change the priority of your request.  

  

10. Once you have all mandatory fields entered you can press the Create button to submit 

your ticket.  

a. Error messages for this form will appear as follows:  

i. The form does not scroll to error messages after pressing the Create 
button, you will need to scroll up to find which mandatory field is missing 
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a valid value. Field messages will appear as Please provide a valid value 
for field ‘<field name>’.  

11. Once your ticket is created a ticket number is assigned to your request and the Activity 
screen will appear with the information you requested.   

a. A ticket number is created and appears on the activity screen.  

  

b. Click the comment field to add them.  When you begin to type the Add, Cancel 
buttons will appear in addition to the attachment browse link will appear.  

i.  

ii.  

iii. Clicking the browse link will allow you to attach a file to your ticket:  

1.  
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2.  

3. Once the comments are updated click on Return for Approvals 

                                          

c. You will also receive an email confirmation. Clicking the View request link will 
display the activity screen displayed in step 11.  

  

 

12. Other actions you can take while on the activity screen: 

a. Clicking the Don’t notify me  link will disable notifications for the 
specific issue.   

b. Clicking the Share link will allow you to send your request to one or 
multiple people in TEA.  

c. Clicking the Cancel request link will close your request.  

 

Approval Process 
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Process for Manager Approving Requests 

Manager Approvers will be notified by email when a request has been created.  

1. Click the Click Here for Approve/Decline link. 

 

2. After clicking the Click Here for Approve/Decline link the following web page will 
appear. You will see the status is in Manager Approval: 
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Note: Comments can be added by clicking the on the comment field. See step 11 in the  
Process for Creating Requests section of this document.  

a. If you click the Approve button the approve the status of the ticket changes from 
Manager Approval to Data Owner or Signee Approval. You will also see the 
activity describing of the status change and who approved the ticket.  

                                         

      

 

 

b. If you click the Decline button the activity screen will change from Manager 
Approval to Return for Updated. You will also see the activity describing of the 
status change and who declined the ticket.  Must include the reason for decline 
so customer updates the required information.   
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c. The creator of the ticket will receive an email that the request has returned for 
update.   

             

                               

Process for Data Owner or Designee Approval Process 
1. The data owner/designee will receive an email for approval. Click the link and the 

activity screen will appear:  



Service Desk User Guide-Phase 1 

 Texas Education Agency Page 16 of 19 

               

 

a. The Data Owner/Designee can approve the request by clicking the Approve 
button. The creator of the ticket will receive an email notification of the status 
change: 

  

b. Once approved the status will change from data owner/designee approval to CA 
Support:  
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c. The Data Owner/Designee can decline the request by clicking the Decline the 
button.  The creator of the ticket will receive an email notification of the status 
change:  

  

                       

Process for Access group  Approval Process 
1. The Access Group approval  will receive an email for approval. Click the link and the 

activity screen will appear:  
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a. The access group approval  can approve the request by clicking the Approve 
button. The creator of the ticket will receive an email notification of the status 
change: 

 

  

b. Once approved the status will change from Access group approval to CA 
Support:  
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c. The Access Group approval can decline the request by clicking the Decline the 
button.  The creator of the ticket will receive an email notification of the status 
change:  

  

                         

 

 

 

 

 


