{:’)Web Help Desk
AGSD Web Help Desk

Purpose: Provide centralized method of entering technology requests.

Goals: Through electronic entry of technology needs, the district will be able to do the following:
a. Prioritize unresolved tech requests and escalate means of resolution.
b. Provide administration with overall picture of district tech requests through weekly reports.
c. Centralized database of technology assets and history of problematic machinery.

1. Start by going to any buildings’ directory page

a. ltis not necessary to be at your own computer

b. The computer needs to be in the district — this does not work from home
2. Click on the Web Help Desk icon - labeled Internal Technology Help Desk

5‘1 :{{;ﬁg{:’;[&mﬂf P Internal ;echnufogy

Help Des \

3. Logon using your network name and password

xg Web Help Desk”

Click Here

Login Is your network

ndie
User Name ksandri */

Password | sssssssl

togin S Is your network
password
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Request for Help - Tickets

Fill in the information

1. Enter the problem type from the drop down

Room

o v s WwWwN

Save — when finished

Subject (as general as the subject line of an email)
Problem description — think of it as an email a be as specific as possible
Location (select building from drop down)

‘kOWebHeEp Desk” @ L, ?2 &

Hi

Help Request

#1
Problem Type [ i"!

suject | d—— #2

Problem Report ‘_\
#3

Location | Fred 5. Engle Widdle School || Room [lain omei

44 #5

Conformation

You will receive a confirmation in the Help Desk that your request was saved and an email

Thank You!

our ticket number i 26705.
“ou can use the History button above to check the status of vour ticket.

An email confirmation i on itz way to sgreen@avongrove.org.

(Cgancel )
v

| helpdesk@avongrove.org

6/13/2008

Ticket 26563 Open (Updated) --> checking out...




Resolution - Emails
e Below is an example of an email about an issue (it will look 2 different ways)
e Notice the dialog at the bottom in the Notes section.
0 Many times a Tech will give instruction on how to fix the issue or let you know when they
will stop by

Client

Name: Julie Boyd <jbovdi@avongrove.org>
Location: Fred S. Engle Middle School
Room: 2

Phone:

Ticket Info

Ticket No.: 26583
Report Date: 06/12/08 2:25pm
Due Date: 08/20/08 11:25am
Reporter: Julie Boyd <boydf@avongroveorg=  [10.50.5.233]
Location: Fred S. Engle Middle School
Room: 2
Technician: Dawn Reagan =dreagan@avongrove.org>
Priority: Medium
Status: Open
Problem Type: Other/Miscellaneous
Subject: checking out laptop

Description: | need to check out my laptop to complete some curriculum work over the summer. As per Linda
Simasik’s memo, may | please have my laptop serviced before | check out my laptop.

thanks,
Julie Boyd
Notes
Date Name MNote Text

06/13/08 | Reagan, Dawn

7:22am I n2ed to check the antivirus and run a full scan. | either nead to bomow the laptop or

know when #'s okay far me to come fo the rmom to do this. Plesss advise. Thanks!

06/13/08 | Boyd, Julie
7-44am Dawn,

| am done with my lsptop, 50 you can come by any tima!

- Notes Section

Julie

—Original Message—
Fram: grove org [maitta: = org]

Sent: Friday, June 13, 2008 7:23 AM

To: Boyd Julie

Subject: Ticket 26563 Open (Updsted) —» checking out laptop: | need to chack out my
Isp

Status: Open Closed Cancelled Outsource Repair On hold Resolved




To Reply — depending on your view

(0]

Either

Select Reply on that email

Notes
Date Mame Mote Text
D8/13/08 | Reagan, Dawn ! )
7-9%am | need to check the antivirus and run a full scan. | either need to bomow the lsptop or
know when it's okay for me to come to the room to do this. Please sdvise. Thanks!
08/13/08 | Boyd, Julie '
7:4dam B

| am done with my laptop, 50 you can come by any time!

Thanks,
Julie

—Original Message—

From: helpdesk@avongrove. org [mailto:helpdeski@svongrove.omg
Sent: Friday, June 13, 2008 7:23 AM

To: Boyd Julie

Subject: Ticket 265563 Open (Updated) —= checking out laptop: | need to check out my
lap...

||Statu5: Open Closed Cancelled Qutsource Repair On hold Resolved!!

Click Add Note

T notes
=

Data | MEHA Mae Tt

09107 | Denpsey, Kelby
W e Blo you arewading for me | am fmng to get around bud | em il getbng ton

many tiduets

JF10F MU, Kely

L ol ... Thanks Felly! Judtvaanbad to ehadd in. Hawve o great day!

Kelhy

Fiom ' helpdedaf@avongiooe.d i [mal Qe halp dediTan ngrovs o]

Seant Tue BH 2007934 AW

Ta: MoEumin alhy

Subjeck Ticks! 29837 Open (Updals di--= Pod compubs c The mac cormpuismne
inthe pod are...

{ Detere Ticket

€ Add wore M Add Hidden wote

Sl Open  Coz=d

el=d  Oubsource Repair Ohhold Rosdved |
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Other features

History
e This page allows you to see all the tickets that you have submitted, as well as the additional
notes sent and the current status (opened, closed)
e You can add notes or provide requested information here.
Profile
e This page displays your account information
e Passwords can be changed from here by deleting the current password, entering and confirming
a new password.
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