Help Desk Requests

Objectives:
1. To create an understanding of how the new help desk system works.
2. To encourage utilization of its comprehensive features such as
a. creating a help request
b. seeing your history
c. using FAQs
d. communicating with helpdesk via email

How to ACCESS Help Desk:
There is a link to the Help Desk Request system under the staff tab on the LPSD Website but
I highly recommend creating a shortcut on your bookmarks bar.
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Your username and password is the same one you use to log into the school computers.
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Help Desk will automatically open to the Request tab. This makes it easy to enter a new
request. Notice there are other tabs available (Request, History, FAQs, Messages, Profile).
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a. Creating a Help REQUEST
Choose a request type from the drop down menu. Try to choose a category that best fits
your request.

Help Request

Request Type ¥
Custodian / Maintenance
; Email
Subjec| Cocgle Apps
Request SR Integration Specialist |
iPad Cart
Laptop Cart
Login Problem
Mac
Network [ Wi-Fi [ Internet
Other
PC
Locatior  Printer / Copier
Report Spam
School Websites [ Edline
Self Service
SmartBoard [/ Projector / Elmo
Software
Student Password Reset
Technicians Only
Test
Web Content Checklist
‘Web Help Desk
X2 J Aspen [ myfollett




Notice that the items requested will change depending on the category you choose. This will
help you include the details the technician will need. Also notice that some categories will
automatically populate related FAQs. Look over the FAQs to determine if there is already a
possible solution to your request.

RAR

4 T ]
P gkl e Bk pie s T ITHIIP'D“‘:

Fop fie Geoe g QJeooeee [eno bea o

Tuss -

Fils g il

P ' La:a B
kT
e
d e dmed
[l cn st B 4T e b
e 1
Wi kies ol
e [P -y -
- ek e .
ey 11 W
ims Sl aseEitd f
Tev | [l
) ) [

Type in a subject that helps identify your issue, and complete the request detail. Please be
as detailed as possible in your request. This will assist in assigning the request to the correct
technician and it will also allow the technician assigned to address the request quickly.
Things to consider including:

1. What you need

2. Who else is involved

3. Detailed list of what you have tried already.

4. When you are available
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Enter your room number and the Asset Tag from the school equipment involved.

Property of. Lowell Public Schools
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Add attachments:
There is a button that allows you to add any files that may be of assistance to the Technician

assigned to your request. For example, screenshots of the error message.
1. click “choose file” and locate where the item is saved
2. once you have chosen the file click “upload”

N EEmEE mm
O O Attach File

_] helpdesk.lowell.k12.ma.us/helpdesk/WebObjectg/Helpdesk.woa/wo/9.1

Choose File No file chosen Upload 2

Max Size: 15 MB

- P
Bl oo o= Aaas s
e Pravious 7 Days Teday
All My Files B 2.Joumey M...a.pires.gdoc = |MG_0010.JPG
) ] E 2013 increa...urney[3).gdoc Screen Shot...5.48 PM.png
iCloud Drive o an
a.pplx
plications
= animations 2.3.pmg
bt
i Bafore Tooh ¥
Documents i Blank 2.docx

© Download i Blank-2.docx
. E Bonus 6-4,.. . Period 1.gdoa
[T Google Drive E bonus 6-4,...period 5.gdoc
avicas. I' Cartoan lcons. key.zip
- I Compare DN, .. RNA kay.zip
= LACIE SETUP B computer labs.gdec
= Ramote Disc canfirmation amail sent. png
' B copy of 3,co...alogaili.gdoc

Shared E Copy of 3,co....sel.po.gdoc
M he-fs-01 = E copy of Gab...ez kelly.gdoc
¥ = Copy of Ch 3 Retaka.gform
@ Al Copy of Gou...nses).gshest

Media Bl copy of Low...ctober.gdec

) E Copy of Ret, . antury).gform
o= Music Copy of Self...Exam)].gform
E] Photos Copy of Self__ Quiz gshest

B cormespond...ech cert.gdoc
] Movies Course Materials.gshest



Choose your school location from the drop down menu (1).

Click on “Save” once you completed the form as far as possible (2).
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b. Seeing your HISTORY

With the history tab you can view all your requests. By default the status is set to “all active”
(1). However, you can use the drop down menu to see closed requests as well. Sometimes
this is helpful if you know you have asked the question before but you cannot remember how
the issue was resolved. You are also able to search your history by request number or key

word (2,3).
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To see the details of a request you would click on the blue request number (4).
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Once you click on the blue request No. you will see any notes that have been made on a
request or you can add your own notes.



To add your own notes click the grey “Add Note” button (1) on the bottom right. When done
writing your note, click the blue save button (2). You can also attach files to your request
such as screenshots of an error message. To do this you would click on the “Add File” button
(3) next to the word attachments.
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c. Using FAQs

You can use this tab to do a little troubleshooting on your own. If you click on “Search”
without filling in any of the fields then a list of ALL existing FAQs will be generated. You can
narrow down your search by entering a category or key word. Related FAQs will actually
populate on the right side of the screen as you enter a new help desk request (see picture on
page 3). Sometimes you will see a technician attach a related FAQ to your help desk
request. Technicians add new FAQs daily which means this valuable resource is
continuously growing.

Help Desk

INFORMATION TECHNOLOGY

[ Faas |

Frequently Asked Questions
Category | Email O] Contains = Clear ) (_Search
FAQ #
No. - Category Question | Answer Rating

188 - Email (0 Votes)
How da | change how many message appear on the screen in my webmail?

Show Answer.

4 - Email (0 Votes)
What is the name of the mail server so | can setup my mail client? i
wvote... |5

Show Answer



d. Communicating with helpdesk via HELP DESK EMAIL

After you have created your help desk request, you can easily use the emails from the “LPSD
IT Help Desk” (1) to add notes and communicate with the Technician. The technician will
also use these emails to communicate with you so be sure to read these emails carefully.
Often you will be asked for more information via the helpdesk emails.

To add a note via email:
Click blue “Add Note” button (2) located in the email from the help desk.
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This will automatically generate a new email to the helpdesk (1). Simply type the information
in the body of the email (2) and click send (3). **Please note that you may also simply reply
to the email, and a note will be added. Either method is acceptable**
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Help Desk will keep all the communications together and organized nicely for you and the
technician. Notice How the email will look after there have been several communications
between you and the technician. (In this example | was talking to myself!)

€&) Request 3522 Open (Updated) —-> Bookmarks: Note: Please be as detailed as possi...
LPSD IT Help Desk
Sent: Tuesday, November 25, 2014 12:41 PM
To: Pires, Malinda

/% To protect your privacy, some pictures in this message were not downloaded.

Request 3522: Bookmarks
Malinda Pires, thank you for using the Lowell Public School District IT Help Desk.
You can check the status of your Help Request (3522) at

hitp:i/HelpDesk lowell.k12.ma.usthelpdesk\WebObjects/Helpdesk woa/walTicketActionsiview Picket=3622

Add Note Cancel Reguest

On 11/25M4, at 12:41 pm, Malinda Pires wrote:
Thank Youl

On 11/25M4, at 12:37 pm, Malinda Pires wrote:
Client was educated about creating and organizing bookmarks.

On 1125/ 4, at 12:34 pm, Malinda Pires wrote:
This Is a sample request intended for creating a training document.

On 11/25/14, at 12:24 pm, Malinda Pires wrote:

Note: Please be as detailed as possible
Example: | want to learn how to create and organize bookmarks in my browser.

Browser =

| am available the following dates and times:

When the technician feels they have completed your request they will set the status to
resolved. You will receive an email asking if your issue was resolved. Please click yes or no.
If you are sent to the helpdesk login page, log in, open the correct ticket in your history, and
click on yes or no again. If you click no, then the request will remain open and you will have
the opportunity to add a new note. If you click yes, help desk will close the request.
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Notice that the communications are color coded:
1. Yellow...entered by client
2. Green...Solution to the request
3. Blue...entered by Technician
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What it looks like on the Technician's side:

Notice that the Help Desk software keeps the request details organized in a table. This
allows a technician to easily keep track of what they have been asked to do.
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