Using the TRSD Help Desk

IMPORTANT NOTE: The Help Desk is NOT accessible from outside the TRSD school network.

You access the TRSD Help Desk with a web browser. There are several ways to access the Help Desk.

Internet Explorer Favorites: Click on Favorites, then Click on TRSD Help Desk:
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Or

Access the website directly: If you do not have the Favorite, the website address is http://enterprise:8080/helpdesk/.

If you would like to create a Desktop Shortcut to the Help Desk, please see the last page of this document.

Once the Help Desk site has been accessed, you will be automatically logged into the system.



Help Desk Home Screen:
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HOME NEW TICKET MY TICKETS KNDWLEDGE BASE LOGOUT

Welcome, dbuck! Welcome, dbuck, Logout,
- New Ticket
\ Submit a new ticker.
7, Knowledge Base
A Find an anzwer to your question.

My Tickets

Wiew your current help desk tickets,

Troubleshooter

Step by step troubleshootar.

o @ L

File Library User Info
Bronse available downloads, Manage your user account,
Search the knowledge base:

Help Desk Software by h2desk

Done

New Ticket: Click here to create a new Help Desk ticket.

My Tickets: Click here to view your open Help Desk tickets.

Knowledge Base: Click here to search the Help Desk Knowledge Base.

Troubleshooter: Not Used (future enhancement)

File Library: Click here to download a file when instructed by Help Desk staff.

User Info: Click here to view/update your user info. NOTE: Do not change your password here!
IMPORTANT NOTE: NEVER use the Logout link. To logout, simply close your web browser.

If you have a problem with the system, close your web browser and try again.



Creating a New Ticket

From the Home screen, click the New Ticket button:
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Click the appropriate department for your Help Desk request.
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Create Ticket

Please select the department you wish to dispatch this ticket to.

PC / Printer - Central Office

Enter All PC Hardware, Software, and Printer Prablems Here

PC / Printer - High School

Enter All PC Hardware, Software, and Printer Prablems Here

PC / Printer - Middle School

Enter All PC Hardware, Software, and Printer Prablems Here

PC / Printer - Nevrbury

Enter All PC Hardware, Software, and Printer Problams Here

PC / Printer - PineGrove

Enter All PC Hardware, Software, and Printer Problems Here

PC / Printer - Salisbury

Enter All PC Hardware, Software, and Printer Prablams Here

X2
Enter All 2 Irzuss/Requests Here

Network // Login
Enter All PC Network / Login Issuss/Requests Here

Telecommunications / Access Control System

Enter All Telephone / Access Control - Related Issues/Requests Here

Payrall / Accounting

Enter All Payroll / Accounting Issues/Requests Here

New Equipment Request

Enter &l Mew Equipment Requests Here

Misc / Other

Only use this categery if ne athers match your request

Welcome, dbuck. Logout.

Halp Desk Softwars by hzdssk

Click the Next button.
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Create Ticket Welcame, dbuck, Logout.,
Please fill out the form below to create your ticket,

Mew Ticket Denatas 3 requirad flald,

co (szparste by 5 space)

Message

Ineed a new mouse

Message: Rich editar.,

My mouse does not seem to wark.

There are possible knowledge base entries that mateh your quastion, Please raview tham hefore
\ 2 Lubmiving your sickes,
A T |7)

¥ WM Directory Listing

Additienal Information

Atach:
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CC: (Optional): Enter an email address here if you would like someone to get a copy of the Help Desk ticket emailed to

them.

Priority: Choose Normal or High. Most tickets should be entered as Normal. Only use High when creating a ticket related

to a major systems issue.

Subject: Like an email, enter the Subject of your ticket here.

Message: Like an email, enter the information pertinent to your problem/request here. Please be brief, but concise.

NOTE: While you are typing, you may receive a notification telling you that an entry in the knowledge base may

match your question. Feel free to utilize this feature to help you solve the problem yourself.

Attach (Optional):You may attach a screen shot, etc, if desired.

School Location (Required):

Room Number (Required): Enter a Room Number, or “None” if it is not applicable to your problem/request.

Please choose your location from the drop down list.

Create: Click this button when finished.



The Ticket Confirmation screen will appear:
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bl Google

|L\||- £

LOCOUT

Create Ticket

Ticket Created: 71BASE.

now you can do so, T1BASE,

Yaur ticket has been successfully created, An email has been sent ta your address with the ticket infarmation. If you would like to view this ticket

Welcome, dbuck. Logout.

Help Desk Software by h2desk

When finished creating a ticket, close your web browser. Do Not use the Logout link.

You will receive an email to your trsd.net account confirming your ticket was created:

TRSD Help Desk Ticket Auto-Reply: 71BASE - Message (HTML)

R EAZXAS D Sow= B €2~

1 Related ~
Reply  Reply Forward ‘ Delete Moveto Create Other ' Block ot Junk Categorize Follow Mark as l% !Sendtu
| to All | Folder ~ Rule Actions™ | Sender : 2 Up~ Unread || Q Select ™ | OneNote
Respond | Actions Junk E-mail T )| Options 5| Find | oneNote
From: dbuck@trsd.net Sent  Mon 5/5/2008 12:00 PM
To: Dennis Buck
€c
Subject: TRSD Help Desk Ticket Auto-Reply: 71BASE
=
dbuck, [l

Thank vou for utilizing the TRSD Help Desk Svstem.
Your ticket concemning 'T need a new mouse' has been created.

The following is the information needed to access your ticket:

Ticket ID: 7IBASE
Click here to view this ticket.

I will look into vour request ASAP.

TRSD Help Desk

|



This email contains a summary of the ticket you created. You can view the ticket and make any changes by clicking the

link from inside the email.

Viewing Updates to Existing Help Desk Tickets

To view your existing tickets, click the My Tickets button on the Home screen:
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Done

Your currently open tickets will be displayed.



Click on a ticket to display its contents:
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View Ticket Welcome, dbuck. Logout,
Reply Details Print
Ineed a new mouse
T L —
dbuck D Subject: I need a new mouse
dbuck@trsdinet
IP:10.1.1.158 My mouse does not seem to work,
Date: 05 May 2002 12:00
Help Desk Software by h2desk
When a ticket has been updated by an IT staff member, you will receive an email to your trsd.net account:
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You made changes to another copy of this item. This is the most recent version, Click here to see the other versions.

From: dbuck@trsd.net Sent:  Mon 5/5/2003 2:56 PM
To: Dennis Buck
Cc
Subject: Hew TRSD Help Desk Ticket Response: 71BASE
C =
—————— Reply above this line-—-——— I
dbuck,

Your ticket concerning 'I need a new mouse' has been responded to.

The following is the information needed to access vour ticket, with the response below:

Ticket ID: 7IBASE
Email: dbuck@trsd.net

dbucki@trsd.net
Click here to view this ticket.

Response:

Mouse has been tested, and is dead.
A new mouse was installed.

TRSD Help Desk

4




If you view the ticket, the updated information will appear:
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View Ticket Welcome, dbuck. Logout,
Reply Details Print
Ineed a new mouse
Dennis Buck Dl Subject: Ret Ineed a new mouse
Seaff
Mouse has been tested, and is dead.
A new mouse was installad,
Date: 05 May 2008 14:55
dbuck B Subject: Ineed anew mouse
dbuck@trsd.net
IP: 10.1.1.156 My mouse does not seem to work,
Date: 03 May 2008 12:00
Help Dask Seftwars by hzdesk
To add another comment to the ticket, click the Reply tab:
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LOGOUT

View Ticket

Iau Details Print

Welcome, dbuck. Logaut,

Message (ISR

Rich editor...

I tried to use the new mouse, and it doesn't work!

‘ Was thiz helpful? Comments

1 need a nevt mouse

Dennis Buck Dl Subject: Ret Ineed a new mouse

e

Sraff
Mouse has been terted, and is dead.

A new mouse was installed,

Date: 05 May 2008 14:55

dbuck a Subject: Ineed a new mouse
dbuck@irsdinet
P 10.1.1.156 My mouse does not seem to work,

Date: 05 May 2008 12:00




Type your comment in the Message box, and click the Reply button.

You will receive an email each time one of your tickets is updated by an IT staff member.

When a ticket is closed by a staff member, it will be noted at the top of the ticket when viewed:
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View Ticket

Ineed a new mouse

i) This ticket has been closed. Re-open issue?

Welcome, dbuck. Logout.

Dennis Buck
Staff

dbuck

dbuck@trzd.net
IF: 10011156

Dennis Buck

Sraff

dbuck

dbuck@trsd.net
IP: 101.1.156

[£] Subject: Re: Ineed a new mouse

Mouse was unplugged.

Date: 05 May 2008 15:22

D Subject: Ret ITneed a new mouse

Itried to uze the new mouse, and it doezn't work!

Date: 05 May 2008 15:14

[E] Subject: Re: ITneed a new mouse

Maouse has heen tested, and is dead.

A new mouze was installed,

Date: 05 May 2008 1455

D Subject: Ineed a new mouse

My mouss doss not saem o werk,

Date: 05 May 2008 12:00

Help Desk Software by h2desk

You may re-open the ticket if necessary.



Using The Knowledge Base

To view the knowledgebase, click the Knowledge Base button on the Home screen:
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Knowledge Base Welcame, dbuck. Logout,
Search the knowledge base: | | search |

Entries

¥ [Z] BC Trouble shooting tips (5 views)

Halp Desk Software by h2de sk

All existing knowledgebase entries will appear. From here, you can Search for specific items, or click on Entries.



When you click on an entry, it will display:
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Knowledge Base

Welcome, dbuck. Logout.

Search the knowledge base: |

Enowledge Base

PC Trouble shooting tips

PC s locked upt

1, Reboot

LILPELTLT was this helpful? g Yas g7 Mo

Help Desk Software by h2desk

The Knowledgebase is a living document. It will continue to grow as more issues are resolved.

If you have any questions or problems with this document, please contact Dennis Buck at

978-462-8171 x5523, or dbuck@trsd.net




To Create a Help Desk Desktop Shortcut:

Open Internet Explorer. Click on Favorites and move your mouse until it is on the TRSD Help Desk entry:
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Use the right mouse button and click on the TRSD Help Desk entry.
On the menu that appears, move your mouse until it is on Send To.
On the next menu that appears, left mouse button click on Desktop (create shortcut).
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