MOCS Service Desk Portal User Guide

Need assistance from the MOCS Service Desk? First, be sure to create your own Service Desk (SD)
Portal account to submit inquiries to our amazing support team!

Benefits to having a MOCS Service Desk Portal account:

e Centralized Portal: Submit new tickets, track ticket progress, update and respond all in one
place.

o Ticket Visibility: View all your current and past tickets in one location — no more searching for
emails.

e Monitor Progress: Track your tickets through every stage of the resolution process.

e Better Organization: Easily manage multiple tickets, including their history and status
updates.

Learn how to create your MOCS Service Desk Portal Account, view and search for tickets,
understand ticket layout and reply to a ticket.

Create an Account

View Your Open Tickets

Search for Tickets
Understand Your Ticket

Reply to a Ticket

Submit a New Ticket as a Portal User
Frequently Asked Questions (FAQ)

Before We Begin
To create a MOCS Service Desk Portal account, a valid email address is required to get started.

Tip: If you submitted tickets to MOCS in the past, use the same email address affiliated with your
past tickets.

Note: A Service Desk Portal account only serves as access to the Service Desk Portal with no
connection to PASSPort. Access to PASSPort is distinctly separate and requires different login
credentials.

Back to Top
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Create an Account

To visit the MOCS Service Desk Portal, and create an account, follow the instructions below:

1.

Go to the MOCS Help page and click the MOCS Service Desk link at the bottom of the page.

A About

Contact MOCS

MOCS Help

Directory

Whistleblower Law

u E Share
5 Print

PASSPort

Opportunities Resources Regulations Search Q

MOCS Help

Need help or have a question? You've come to the right place.

MOCS supports PASSPort, City Council Discretionary Awards, and general NYC procurement and
contracting questions.

For quick answers, start with the resources below:

PASSPort Resources

« Learn PASSPort: Guides, FAQ, Training
« Learn PASSPort Financials (Budgeting and Invoicing): Guides and Training
« About PASSPort

City Council Discretionary Award Resources

« City Council Discretionary Process
« Capacity Building Training
« Discretionary Award Tracker

General NYC Procurement Resources

» Contracting Roadmap: Learn how to do business with NYC!
« Resources for Nonprofits

« Resources for NYC-Certified M/\WBEs

« Procurement Plans

« Procurement Citywide Indicators Reports

If you need assistance beyond what's listed here, submit an inquiry to th([MOCS Service Desk. 0

Note: Due to a high volume of inquiries, response times are longer than usual and may exceed
one week. To help us respond more efficiently, please avoid sending follow-up emails. Thank you
for your patience and understanding.

Or, go directly to the portal from this link: MOCS Service Desk Portal.
The MOCS Service Desk Portal displays.
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http://www.nyc.gov/mocshelp
https://mocssupport.atlassian.net/servicedesk/customer/portals

2. Click the Log in button located at the top, to the right.

<« > C M 25 mocssupport.atlassian.net/servicedesk/customer/portals &

MOCS Service Desk a Log in l

[«
®

Welcome to MOCS Support! Find answers here.

Q_ Search for information

3. Type your full email address in the Email address field.
Important: Be sure to use the same email associated with prior tickets submitted to MOCS.

Tip: If a portal account with your email address already exists, you will be asked to enter your
password or click the Forgot password? link to reset it.

4. Click the Next button.

MOCS Service Desk

MOCS Service Desk

Login HERE

Enter your email to log in or sign up

Email address

° ' MOCSLandD@mailinator.com '

O T

Go to MOCS Service Desk home page

Powered by 4 Jira Service Management

The Sign up to continue screen displays.
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5. Click the Sign up with password button.

MOCS Service Desk

& Back

MOCS Service Desk

Sign up to continue

Email address

MOCSLandD@mailinator.com

° Sign up with password

6. As directed by the message, check your emails for a message to complete setup of your portal
account. Check your spam and junk folder.

Optional: If needed, click the Resend signup link button if you did not receive the email.

MOCS Service Desk

MOCS Service Desk

Check your email to finish signup

We've sent a private signup link to
MOCSLandD@mailinator.com.

Resend signup link
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7. The email will be sent from the MOCS Service Desk with the subject “Finish signing up to
MOCS Service Desk”.

8. Open the email from the MOCS Service Desk.

From Subject Received

| Mocs Service Desk Finish signing up to MOCS Service Desk just now

9. Click the Sign up button to finish portal account setup.

Almost donel!

Follow the link below to finish signing up to MOCS Service Desk. For security, don't share this link with anyone.

Powered by Jira Service Management

A browser window opens to display the next steps to complete your portal account.
10. Type your full name in the Full name field.

11.Type a secure password in the Choose a password field.

MOCS Service Desk

Sign up to continue

Email address

Full name

o)

Choose a password

By clicking Sign up, you agree to the Privacy Policy and
this Notice and Disclaimer.
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12.While typing your strong password, the strength indicator displays below, gauging the strength
of the password entered. 5 green bars are considered very strong and 4 green bars is simply

strong.

Choose a password

.......... ® ’

By clicking Sign up, you agree to the Fi®¥acy Policy and

this Notice and Disclaimer.

13.Click the Sign up button when you are done creating a strong to very strong password.

MOCS Service Desk

Sign up to continue

Email address

Full name

‘ MOCS Learning and Development ’

Choose a password

.......... ® ’

Strong

By clicking Sign up, you agree to the Privacy Policy and
this Notice and Disclaimer.
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14.Upon successful sign up of your account, the MOCS Service Desk Portal Welcome displays
and you are automatically signed in.

Note: Instead of a Log in button, there is a user icon located at the top-right.

MOCS Service Desk ] e

Welcome to MOCS Support! Find answers here.

Q_ Search for information

;) Can't find the answers you're looking for? Submit a ticket to the MOCS Service Desk,
below. Please note current response time shown below.

MONITOR, RESPOND AND SAVE ALL YOUR INQUIRIES IN ONE PLACE! Login to or create a
MOCS Service Desk Portal account today!

MOCS System Updates & Announcements
Find Additional PASSPort Resources: PASSPort User FAQs

Service Desk Current Volume & Response Time: MoperaTE < 5 Business Days

15.Click the user icon to display a menu to access the following options: Requests (tickets),

Profile, and Log out.

e MOCS Learning and Development

mocslandd@mailinator.com

E—
Requests

| Profile

Log out
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16.When tickets are affiliated with your MOCS Service Desk Portal account, the number will
display both by the user icon and Requests.

Note: Only unresolved tickets are included in the count.

Requests

Profile

Log out

8 MOCS Learningdpment

mocslandd@mailinator.com

-

View Your Open Tickets

Back to Top

Follow these steps to view all your tickets in the MOCS Service Desk Portal while logged in to your

portal account.

1. Click the user icon, then click Requests from the drop-down menu.

2. The Requests page displays with a table listing all tickets, pre-filtered to all Open (meaning
unresolved) requests. Request is the portal term for ticket.

MOCS Service Desk

MOCS Service Desk

o

Edit list view
Requests
Request contains... Q Status: Open requests v Request type v
p— —
Type Reference Summary Status Service project Requester
MOCS Learning and
& MH-237328 Sample Ticket: Account Mantenance ASSIGNED MOCS Support "9
Development
5] MH-237326 Sample Ticket: HHS Prequalification IN PROGRESS MOCS Support MOCS Learning and
Development
MOCS L i d
ave MH-237321 Staging a Ticket to Learn User Experience  WAITING FOR CUSTOMER MOCS Support €arning an
Development
Sample Ticket: Browser doesn't display MOCS Learning and
== MH-237330 UNASSIGNED MOCS i t
MOCS Website Hppor Development
—
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3. The Requests table displays valuable ticketing information, including the ticket Type,
Reference (ticket number), the Summary, Status and Requestor.

4. Click the Edit list view button to remove any column from displaying.

MOCS Service Desk

Requests

| Request contains...

Q‘ Status: Open requests v Request type v

0 Edit list view

5] MH-237988
5] MH-237969
we MH-237330
P MH-237328
5] MH-237326

Summary e Status

Sample Ticket for MT/L&D

Will this sync up with the MOCS L&D
portal account using the same email??

Sample Ticket: Browser doesn't display
MOCS Website

Sample Ticket: Account Mantenance

Sample Ticket: HHS Prequalification

UNASSIGNED

UNASSIGNED

ASSIGNED

ASSIGNED

IN PROGRESS

Service project

MOCS Support

MOCS Support

MOCS Support

MOCS Support

MOCS Support

Requester l

MOCSCustomer@mailin
ator.com

MOCS Learning and

Development

MOCS Learning and
Development

MOCS Learning and
Development

MOCS Learning and
Development

5. Click the Reference (MH-XXXXXX) or Summary to view a ticket.

Type Reference
P—
5] l MH-237969
S—
Nve MH-237330
2 MH-237328
&) MH-237326

Summary

Will this sync up with the MOCS L&D
portal account using the same email??

Sample Ticket: Browser doesn't display
MOCS Website

Sample Ticket: Account Mantenance

Sample Ticket: HHS Prequalification

Status

UNASSIGNED

ASSIGNED

ASSIGNED

IN PROGRESS

Service project

MOCS Support

MOCS Support

MOCS Support

MOCS Support

Requester

MOCS Learning and
Development

MOCS Learning and
Development

MQOCS Learning and
Development

MOCS Learning and
Development

Tip: You may continue to monitor your tickets via email as the Service Desk Portal will continue to
send ticket notifications and responses to your email inbox. Viewing tickets via the Portal will enable

you to view all correspondence in one location.
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Search for Tickets

Follow these steps to customize the list or search for specific tickets in the MOCS Service Desk

Portal.

On the Requests page, there is a row of features enabling users to refine what requests (or

tickets) they wish to see on this page.

Type any keyword in the Search box with the magnifier icon to find a ticket with a specific

word.

Click the Status: filter button to add or remove tickets with specific statuses.

Click the requestor (All) button which defaults to All, to view only tickets submitted by you as
the Requestor or view only tickets where you are a participant.

Click the Request type filter button to view only specific types of tickets, i.e., RFx closing
within 2 business days tickets.

MOCS Service Desk

Requests

lm Request contains...

Type

aference

MH-237988
MH-237969
MH-237330
MH-237328

MH-237326

Sample Ticket for MT/L&D

Will this sync up with the MOCS L&D
portal account using the same email??

Sample Ticket: Browser doesn't display
MOCS Website

Sample Ticket: Account Mantenance

Sample Ticket: HHS Prequalification

Q]' Status: Open requests ‘
Su'° °

est type v l
es

UNASSIGNED
UNASSIGNED
ASSIGNED
ASSIGNED

IN PROGRESS

Service project

MOCS Support

MOCS Support

MOCS Support

MOCS Support

MOCS Support

Edit list view

Requester

MOCSCustomer@mailin
ator.com

MOCS Learning and
Development

MOCS Learning and
Development

MOCS Learning and
Development

MOCS Learning and
Development
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Understand Your Ticket

Now that you know how to find and view your tickets in the Service Desk Portal, it's important to
understand what information is available in each ticket. View each table with descriptions and
reference the corresponding images and annotations.

Ticket Contents

a | Your Reference or ticket number (MH-XXXXXX) displays at the top of the ticket.
The Summary displays in large, bold text just below the Reference. The Summary is

b information entered by the Requestor who submitted the ticket.

c The Requestor and date the ticket was submitted displays on the same line above the
Base Intake Form.
The Basic Intake Form contains the content submitted by the Requestor via the Service

d Desk inquiry form. This includes the First and Last Name and Email contact, the
Organization Type, Description/Summary, topics the ticket is related to, the initial
message written to the Service Desk, and any files uploaded to the ticket form.

o The Status is the current ticket status such as Assigned, In Progress and Waiting for
Customer.

f See if email Notifications are on or off next to the bell icon. Click the bell icon to change

it.

g | Request type refers to how the ticket was classified by the Requestor at submission.

The Shared with section displays other individuals and portal users who were given
access to the ticket, including the person who opened the ticket. In this section, it's
possible to add additional individuals to the ticket via the + Share icon adding an email
address.

MOCS Service Desk / MOCS Support MH-zsa-sznd-Q °
Sample Ticket: HHS Prequalification - attachment4”™

Status °
IG MOCS Learning and Development raised this on -36,-'05.-‘25‘ Hide details WAITING FOR r_usmmmk
—
Base Intake Form SUBMITTED  +es A # Notifications u:sr"°
User Information Request type o
El HHS Prequa 'ﬁcaﬁ
First and Last Name* Email *
Misata mocslandD
o Shared with

ﬂ MOCS Learng# and Development
Organization Type* -  Creator

MNYC Agency - MOCS - Mayor's Office of Contract Services (M) + Shard

Inguiry Information
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Ticket Contents continued

The Activity section will contain ticket correspondence, Status changes to the ticket and
date / time stamps of each activity. The timestamp is visible by mouse hover of the date.

it is currently hidden from view. Click the grey bar to view more ticket content.

The Show X more bar displays when there is more ticket content available to display and

k | Correspondent appears by the reply date. In this case, the name is blurred out.

| Request status changes appear in order of the activity in the ticket.

additional correspondence.

The Add a comment field is where MOCS Service Desk and ticket affiliates may send

Activity 0
° Show 5 I'I"ICIII:'[

@'_I 07/01/25

Hi Misata,

As no further response was received, this inguiny will now be closed. Please note, responses to closed
tickets are not reviewed, However, if you require future assistance, feel free to always reach back out to
us via the MOCS Senvice Desk Contact Form located on our website (htpe//mycgov/mocshelp), and we'l
be happy to help!

G Regards,

MOCS Service Desk
nyc.gov,/mocs
nyc.gov/nongrofits

Automatic response 07/01/25

Your request status has changed to In :'rngress.<_°

Automatic response 07/01/25

Your request status has changed to Waiting for customer,

8 Add a comment
—ka
E—
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Reply to a Ticket

Now that you know the layout of your ticket, you can review the details and reply or follow up with the
MOCS Service Desk team.

1. View the ticket that requires a reply or follow up.
2. Scroll down to the end of Activity section of the ticket to find the Add a comment field.

3. Click inside the Add a comment field.

Add a comment

The box will expand to display text editor features including the ability to adjust text size, color, add
bullets, attach a file, etc.

4. Type your message in the text editor.

5. Click the Save button to attach the message and its contents to the ticket for MOCS to view.

8 Mormaltext ~ B I « A~

E SFBEOBOCO +~

The saved message displays at the end of the ticket activity listing you as the correspondent by the
date/timestamp.

8 MOCS Learning and Development Today 3:30 PM
Thanks so much for your helpful reply.

Regards,
Misato
Back to Top
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Submit a New Ticket as a Portal User

Submit tickets from the MOCS Service Desk Portal with your Portal account. The ticket form is the
same form used when submitting tickets without an account, however navigation experience will be
new. Follow the steps below to access the new ticket form anywhere in your portal account.

1. Click the MOCS Service Desk logo which is always located on the top left of the Service Desk

Portal anywhere in your account including the Requests page or ticket view.

MOCS Service Desk a Q ‘9

The main Service Desk Portal page displays.

2. Scroll down the page past the knowledge base search, announcements and FAQ link.

3. Click the Need to raise a request? Contact us. link.

Welcome to MOCS Support! Find answers here.

@ Q, Search for information

@ Can't find what you're looking for in the Search field above? Submit a ticket to the MOCS
Service Desk by clicking “Centact Us”, below. Please note current respense time shown in
the announcements.

We encourage you to moniter, respend and save all your inguiries in one place by logging
in or creating a MOCS Service Desk Portal account!

MOCS System Updates & Announcements:
Find Additional PASSPort Resources: PASSPort User FAQs

Service Desk Current Volume & Response Time: tvmicar < 2 Business Days

Quickiy find answers you need here:

B Learn more about
Contract

Articles related to contract assistance.

Login Issues
Articles to help you troubleshoot login issues.

Account Creation & Maintenance

Answers to common vendor account areation and maintenance questions.

Budget FAQs
Frequently asked budgeting questions

General FAQs
Frequently asked questions

a [ MNeed to raise a request? Contact us. > ]

The MOCS Support page displays.
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4.

Click the option that best describes the support topic the ticket will cover:

a. Common Requests - Topics include RFx, PASSPort Account Creation & Maintenance,
Contracts, HHS Prequalification and more.

b. Organizations | Providers | Vendors — This option is specific to Invoicing and
Ordering topics for vendors and providers.

c. NYC Gov’t Agencies ONLY — NYC Agency portal users must choose this option.

Meed Help or have a Question? ~
Click the links below for our Self-Service FAQ to get the answers to your questions ASAP!

PASSPort FAQ
NY'C Nonprofits

We encourage you to monitor, respond and save all your inguiries in one place by logging in or creating a MOCS Service Desk Portal
account!

MOCS Service Desk / MOCS Support / Raise a request

,!._‘__?§ MOCS Support

Quickly find answers you need herg:

% Contact us about

Commen Requests
HH3 Prequalification, RFx - General, RFx - Closing within 2 business days. PASSPort Account Creation & Maintenance. Contract Action Inguiry. Genaral Raguest

° NYC Gov't Agendies ONLY R
Agency User Provizioning. Invoicing and Crdering

Organizations | Providers | Vendors
Imagicing and Ordering

A new page with display with additional prompts to refine your topic.

5.

If you chose the wrong support topic, click the Contact us about drop-down to make a
change.

MOCS Service Desk / MOCS Support / Raise a request
m MOCS Support

Cuickly find answers you need here:

Contact us about

Commeon Requests
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6. Click the subtopic that resembles your issue the closest. The subtopics display based on the
previous selection.

Contact us about

Common Requests

What can we help you with? e

HH5 Prequalification
@ Queestion about your HHS prequalification? Submit here,
a RFx - General
[‘4 RFx-related inguiries.

RFx - Closing within 2 business days
Submit here for tickets related to RPxes closing within 2 business days.

[0@ PAS5Port Account Creation & Maintenance ]
E Contract Action Inguiry
Raise a ticket related o contracts.

General Request ]

A ticket form will display.
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7. Fillin all required fields on the form with a red asterisk * by it. Be detailed in the description of
your concern and include screenshots by uploading file(s).

Note: Some fields have a second drop-down or additional fields to provide more information.

8. Click the Send button to submit your inquiry to MOCS.

Required fields are marked with an asterisk*

Email confirmation to™

MOCSCustomer@mailinator.com

User Information

First and Last Mame* Email *

MOCS Customer MOCSCustomer@mailinator.com

Organization Type *

Select.. w

Select.. v

@ Organization Type is required.
Inquiry Information

B If wour inguiry relates to an area other than invoicing, please select a different request type: Invoicing and Ordering - MOCS Support - Jira

Service Management

a Subject Matter*

‘ Vendor Admin Unable to Assign User Role

What does your inguiry relate to? Both fields are required. *

Select... v Select... v
© What doss your inguiry relate to? Both fields are required. is required.
Drescribe your concerns below (please be specific): ®
Mormal text B T = A 2= & ¢ 0" —m

Hello! I'm a vendor admin and I'm unable to assign any user role to my colleague (contact in account: coworker's email

here).
The drop-down field to select the role expands, but clicking on a role doesn't select it

I'm accessing PASSPort from Chrome on a Machook. Thanks for your help.

Upload your files:
]

':1?—“ Crop files to attach or browse

To view this ticket and other open tickets, follow the steps in View Your Open Tickets.
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Frequently Asked Questions (FAQ)

1. Question: Do | need to log in to submit a ticket?

A. Yes, starting in Summer/Fall 2025, a MOCS Service Desk Portal account will be
required for MOCS customers to be able to submit tickets. You will need to log in to
your account to submit a ticket.

2. Question: | didn’t receive an email with a link to finish setting up my portal account. How can |
get a new link?

A. During signup, click the Resend signup link button in your browser to resend the email
with the link. Check your junk and spam folders to make sure the email didn’t skip your
inbox.

3. Question: Why do | need to create another system account?

A. There are many benefits to having a MOCS Service Desk Portal account: centralized
portal with better organization of tickets, visibility into your own tickets, and ability to
track all your tickets in one location.

4. Question: Must | log in to the Service Desk Portal monitor my tickets?

A. No, it’s not required to log in to the Service Desk Portal to monitor your tickets. Portal
users will continue to receive ticket responses to their email inbox as they did prior to
creating an account.

5. Question: What type of email notification will users receive once Service Desk Portal accounts
are required?

A. Service Desk Portal account users will only receive notifications when:
o Aticket is submitted to the Service Desk,
e The Service Desk responds to a ticket, and
o Aticket is closed.
6. Question: Do portal users get email notifications when a ticket status changes?

A. Portal users only receive an email notification for a ticket status update when a ticket
is closed. Users must log in to view status changes and ticket activity. Monitoring ticket
status changes is easy to do in the Service Desk Portal directly from the Requests
page. All tickets, including Closed tickets can be viewed from the Portal.

7. Question: Can | download my ticket history from the Service Desk Portal?

A. Portal users can view all tickets, including Closed tickets from the Requests page. To
download, view a ticket and use the browser print feature to print to PDF and save the
file locally.

All current and historical information, including ticket responses and status changes, is
available by viewing the Activity section in a ticket.

Back to Top
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