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Help Desk Services
Web Application – Getting Started Guide

For

Submitting and Tracking Help Desk Tickets
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1. Open Web Browser and type the following in the Address Bar:  http://helpdesk.einetwork.net
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2. Type Your E-mail Address (including @einetwork.net) and password and click OK
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4. Please complete  the following information:

· Class--- (from drop down box)- if you’re uncertain about what class to select for your problem  please select “I  am unsure”  from the top of the class list

· Location---select the location at which this problem is occurring

· Ticket Summary/Subject 
· Details about your problem (asset ID, barcode number, username, etc.)

 **Note: ID Method and Upload Files are Optional for the ticket (see notes at the end of the documentation).   
5. Click Submit Ticket!
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6. After submitting your ticket you will see the following screen.  
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Sample of what you receive in your E-mail after a Ticket has been submitted.
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You will receive an e-mail update every time one of following actions is taken against a ticket.

· A new ticket is created

· A ticket is closed.

· A ticket is reopened.

· An existing ticket is taken out of or put into your name.
7.   You can reply to the e-mail and your message will be put into the original ticket.
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Or you can click the “HERE” link inside the e-mail to reply or check the status of your ticket.
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8. Upon clicking the “HERE” field in the e-mail you will be brought to a page displaying the status of your ticket.  If you are not already logged into the help desk you will be asked to login now.
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9. Once your ticket has been resolved a technician will close your ticket and you will receive an e-mail notification like the one below .
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How to Take a Screen Shot to Attach to Your Ticket:

a. Taking a screen shot:  Taking a screen shot of a particular error or anomaly can help your technical team diagnose and solve your issue.

b. When you would like to take a screenshot of a particular error or program (we’ll be using an error in this tutorial) make sure that whatever you’re aiming for is the active window.
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c. While holding down the Alt key press the button on your computer label “Prt Scr”.  This copies the active window into your computers clipboard and allows you to paste the image.

d. Open Microsoft Paint either by navigating through the Start menu to All Programs > Accessories > Paint or by typing “mspaint.exe” into your Start Menu’s Run option.

e. Once in the Paint program press Ctrl and V to paste the image onto the canvas.  Use File > Save As to save the image to your computer.

f. Press the browse button from step 4, navigate to where your image was saved and press open to attach the screen shot to your help desk ticket.
Browse will allow a picture of file to be attached to your ticket.  For steps on hot to take a screen shot of an issue your having see the end of this document.





Click HERE to reply and/or check the status of this ticket.





Click here to make sure the window is active.








