EMIS Help Desk Cheat Sheet

Entering a New Help Desk Ticket

http://helpdesk.usd.oecn.k12.oh.us (or select from MEC’s home page)
1. Login to Helpdesk using your email address and the password provided to you by MEC. 

2. Choose “Create A New Request” 

3. A new window appears 

4. Type in the following information: 

· Your  Phone Number

· Your Email Address
· Priority (3=Medium, 4=Medium-Low, 5=Low, None)
· Choose ‘Click to select a Request Area’ and select a detailed MEC.EMIS area

· Type your request in the Request Description box.

5. Click SAVE

Once the ticket has been saved:
1. User will get an email from Help Desk saying the Request has been opened. – DO NOT reply to the email.

2. EMIS support will update the ticket and assign it to an analyst.

3. User will get an email saying the ticket was transferred, closed, or status changed to Work in Progress.

What should user do now?
From the HelpDesk login page you may open your request at any time:
1. Under ‘Look up my existing Requests’ 

· Click on ‘You have x open requests’ 

· Click on the request number.  

2. If user is able to resolve the problem
· Open request by clicking on the request number. 

· Click on ‘Close Request’ 
· Enter resolution in the Closing Remarks text box

· Click ‘Close Request’
3. If analyst requires more information from the user  -

Analyst will log a comment and change the status to Waiting on Customer
4. If user would like to supply more information or more information is requested 
· Open request

· You can now choose to:

Edit the request, 
Add a comment, 
Attach a document,
Change priority

5. When request has been resolved  -

User will receive an email message which will include the solution/answer.

Email messages user might receive
Request 119592 Opened: Program Code 123456 is not working

You will receive this message when your ticket has been created.

Request 119592 status changed to:  Work In Progress

You will receive this message when your ticket is being worked on by an ‘analyst’ (support staff)
Request 119592 Transfer: Program Code 123456 is not working

You will receive this message when the analyst has ‘worked the ticket’ and has discovered that the problem belongs under another support area (Example: the problem is with the MEMB screen which is in the student services area rather than EMIS area).

Request 119592 status changed to:  Waiting on Customer
You will receive this message if the analyst needs more details to process the request and has requested more information.

Request 119592 closed: Program Code 123456 is not working

You will receive this message when your problem/question has been resolved by the analyst.  The message will include the solution/answer.



ATTACHMENTS – CONFIGURATION:

1. Open IE Options (tools > internet options)

2. Click on the "security tab" and select the “trusted sites" zone and select the "custom level" button.

3. Scroll down to "downloads" and under the section "automatic prompting for file downloads" select "enabled" and save the changes.

4. Repeat steps 2 & 3 for the "Internet" zone as well

5. Add the following two sites to the "trusted sites":

https://helpdesk.usd.oecn.k12.oh.us

http://helpdesk.usd.oecn.k12.oh.us

6. Restart IE
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The following problem with viewing and opening attachments has been made known to us:

An attachment that has been successfully attached can’t be seen when viewing the request with
the analyst screen. 

This is caused by the attachment file name or optional description having a
single-quote [ ‘ ] embedded within it.

Solution:

Do not include any single-quotes [ ‘ ] in either the file name or optional description when adding 
attachments.



Notes:

If you experience problems opening an attachment – Hold down on your Crtl Key until the attachment is completely opened or saved.  This includes while you click on ‘Open’ or ‘Save’.
You can ‘Copy’ and ‘Paste’ in the helpdesk, Hold down on your Ctrl Key as you do and these tools will work as they normally would.
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