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.

Your username and password is the same one you use to log into the school computers.

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).

a. Creating a Help REQUEST
Choose a request type from the drop down menu. Try to choose a category that best fits
your request.

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.

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

Enter your room number and the Asset Tag from the school equipment involved.

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”

Choose your school location from the drop down menu (1).
Click on “Save” once you completed the form as far as possible (2).

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).
To see the details of a request you would click on the blue request number (4).

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.

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.

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.

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**

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 I was talking to myself!)

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.

Notice that the communications are color coded:
1. Yellow...entered by client
2. Green...Solution to the request
3. Blue...entered by Technician

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.

