Bernards Township Technology Help Requests
Entering Help Requests

When you encounter problems with district computers, printers, email, etc. there is a
procedure for documenting the problem. You must generate a “help request” for each
problem you encounter. You can enter a help request by double clicking the “Help

Request” icon or visiting http://assist.btps.schoolwires.net/signin.aspx.
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Next, you must login to the Assist help request system. You must use your Novell
login on this screen.
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The first time you login you be asked to select your building and room you are most
often located. After that step is complete, you'll see the screen where you can enter a
new help request. Clicking the “New ticket” icon will allow to enter a help request.
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Lastly, you must select click select the type of request (printer, desktop, etc) from the
menu, enter a detailed description, and confirm the location of the issue.
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Ticket Type:
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New Request

Subject:
Desktop #2 in Room 413 CD drive doesn't work

Description:

Desktop #2 in Room 413 CD drive doesn't work.
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Asset:
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The message you type should be as descriptive as possible. “Computer in Rm 210
does not work” is not a useful help request and delays a solution to the problem. A
better help request message would be, “The Compaq computer nearest the door, does
displays the following error message [insert error message word-for-word here] when |



turn the computer on”. The Asset field can be left as “Other” and the Asset Name field
can be left blank.

Once you have clicked Finish on the previous dialog window the ticket has been
submitted. You will see the the following screen which allows you to add attachments

and comments to the ticket, but the help request is in the queue and assigned a ticket
number at this stage. You do not have to anything further on this screen.
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Adding an attachment can be helpful in troubleshooting problems with applications.
You can take a picture of the computer screen (called a “screenshot”) by pressing the
“‘Alt” key and the “Print Screen” key at the same time. This saves an image in the
screen in memory. You can than paste that image into a Word document or Paint file
and attach that to the request.
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A youtube video of entering a help request can be viewed here:

http://www2.bernardsboe.com/BernardsBOE/HowToEnterAHelpRequest.aspx

Shortly after creating a help request ticket you will receive a confirmation e-mail that
you have created a help request.
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http://www2.bernardsboe.com/BernardsBOE/HowToEnterAHelpRequest.aspx

Checking the status of Help Requests

When a help request is resolved, you will receive an e-mail that the ticket is closed.
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To: James Rollo
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If for some reason, you feel the issue has not been address you have 5 days to click
the completion survey link in the e-mail. This link will allow you to re-open the ticket for
this help request.

The survey screen appears below. Here you can confirm that the ticket is complete or
Ticket Com pletion Survey

Ticket

Desktop in 108 needs more RAM
won't run Adobe Premiere

Please confirm that ticket number 26 is complete:

® Yes, the ticketis complete.

O o, the ticketis not complete.

Submit



re-open the ticket and automatically re-assign it back to the technician.

When a help request is assigned to a technician you will also receive an email
notification.
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To: James Follo
Subject: A ticket vou entered has been assigned ko a technician.

The following ticket has been assigned ko a technician.

Tickek Mo.: 26
Subject: Desktop in 103 needs more RAM

You can always check the status of all your help request tickets by logging in to the
system and viewing “My Tickets”.

My Tickets

T' Fitter Tickets x Withcisw Ticket(s) sl Print Ticket(s)

|:| Ticket Mo. Subject Drate Requested Technician Status Age
_'_'l Can't
|:| 27 ACCEIT iﬁEEDDE 15603 Unazsigned N In GueuE - -
wvehimail =N
'_'l Deszkiop
|:| 26 in 108 needs iﬁBEDDB 11:30:53 Follo, James Azzigned --

more b



