How to use our Helpdesk 
[bookmark: _GoBack]Type -  http://helpdesk.pearl.k12.ms.us:8080 in the address bar of your browser.
	Don’t forget to type http://   otherwise it won’t recognize the URL.
Type your username and password.
Using the drop down menu – Log on to -   select PPSD.
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If you move your cursor to an open space in the center of the webpage and right click, you can select create shortcut, and you will be able to access the helpdesk through your desktop. 

Pay close attention to these guidelines.  
The system will automatically delete some requests.  
If you are in doubt about whether or not you submitted the request properly.  Check your request.  Don’t just automatically resubmit.  The system could delete both request.


[image: ]
Once you’ve logged in to the system, select New Incident from the dropdown menu.
Be sure to fill in all of the appropriate items.  Those with an * are required.  
 (
Be as descriptive as you can, it would really be appreciated! 
)[image: ][image: ]


Selecting the correct category, could mean you get the correct person. 
[image: ]
After completing the New Request, scroll to the bottom of the screen and click on Add Request.
[image: C:\Documents and Settings\aharwell\Local Settings\Temporary Internet Files\Content.Word\Helpdesk2.bmp]
Once you have completed your request, it will be “picked up” by someone.  You will receive email updates on the request to keep you informed.  You may check on the request at any time.



[image: ]You can click on Pending Requests or All Request.







Once you click on the request, you can then select the request that you would like to view.  
[image: ]
[image: ]You can also view the status of each request at any time.



[image: ]

In progress might mean that a computer has been removed for repairs, or it could mean that a technician is actually on site making the repair.


You can click on and expand all entries for each request.

[image: ]
You will receive responses all throughout the process.
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Initially, you will receive an email like the one above.


[image: ]

Each time an action is taken, you will receive an email similar to this one.  You can click on the link to see the details.


  When the technician feels that your request has been resolved, you will receive an email like the one below.
[image: ]
At this time, you have to decide if you are satisfied and want to close the request, or if you would like to ask them for additional assistance in the matter.
In order to keep the request open, just reply to the email and let the technician know what has not been resolved.
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EhFrom:  System On + 28301 2009, 11:37:30

To : sharuell@pearl k12.ms.us

Summary

Request 1d 4427944 has been assigned to you

Description

Request datails are

Requested by ; Test Tester

sCrasted by : Test Testar

Due by date ; -

Category : SAMEI

Tile ¢ SAM Login

Desaription ; Whan T try to login to my qradebook, the screen just goes away.

Click for details 1 hetpi//helpdask. pearl.k12.ms.us 8080/ Work Ordar. doZnoMode=uiewWOBMo1D=275
Forward

EhFrom:  Harwell, April On + 28301 2009, 11:49:31

To : sharuell@pearl k12.ms.us
Summary

Ret [Request ID 144275441 : SAM Login
Description

Category : samei

Dasaiption : Whan T try to login to my gradebook, the screen Just goes awat.

This is very probably an issue with popup blocker.
Click an the SOLUTION tab near the top of the SarviceDask window. Type 301 in the search bar, Let me knaw if this works
for you

Thanks,

April

Forward

Request Details |Edit
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Your request has been logged with request id ##287##

Pearl Public Schools Helpdesk
Sent: Fii7/31/2008 931 AM
Harwel, Apri

Dear Harwell, April,

This is an acknowledgement mail for your request. Your request has been created with id 287. The title of the request is : Install Adobe
Acrobat. The status of the request can be tracked at http:/helpdesk pearl k12 ms 15 8080/ WorkOrder do?woMode=viewWO&wolD=087

Please get back to us for any further clarifications.

regards
Pearl School's Helpdesk
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Request : ##287## raised by you was updated

Pearl Public Schools Helpdesk
Fii7/31/2000 9:32 AN
Harwel, Apri

Dear Harwell, April,
Request raised by you was updated. The title of the request is

Install Adobe Acrobat

Complete details of the request can be viewed at http: helpdesk pearl k12 ms us:8030/ WorkOrder do?woMode=viewWO &wol D=287

regards,
Sys Admin team.
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From: Pearl Public Schools Helpdesk Sent:

To Harwel, Apri
ce
Subject.  Your Request with ID 1222575 has been Resolved.

Fii7/31/2009 933 AM

Your Request [ID:287] has been resolved.
Tirle - Install Adobe Acrobat

Desaription

Please install Adobe Acrobat on my computer. I have the software and liscense.

Thanks

April Harwell

Resolution is
Software has been installed. Everything should be working correctly. Please let me know if you need anything clse.
Thanks

April Harwell

Click here to Close Request

I not satisfied, reply to this mail to re-open the Request
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Helpdesk Policies
Plaase ba suare of thess polces regarding helpdask tiksts. Any tiket that vilatas
e e e e

1. Only One Problem Per Ticket. Example: You have a
problem with your interactive board, mouse, and
Outlook. This would be three individual tickets.

2. One Computer per ticket. Example: You have two
computers in your room in which both are having a
problem. Computer 1 has problems with the monitor,
and Internet. Computer 2 Has a problem with Internet.
Applying both rules 1 and 2, Computer 1 would need
two tickets and Computer 2 would need one ticket.

3, Submit tickets only for yourself. Tickets that are
submitted for someone else will be closed.

4, Submit your ticket only once. Duplicate tickets will
result in both tickets being closed.

Crasted by : administratorOn Apr 7, 2009 1251 PH

@ Internet
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1 Helpdesk Schedule - PLEASE BE AWARE OF THE SCHEDULE FOR WORK BELOWAlso note that this schedule may change with little to no advanced warning.

Bl rending requests
Requests On Hold 0
Requests Overdue 0
o e 0
B anrequests 0

| My Summary

Internet page ACCESS DENIED!
Recently we have had 3 large amount of requests for sites to b unb [...]

9 SAMDoesn'tLogin
Symptom: Usera attempts to login to SAMSi. Upon pressing the Login but [...]

9 black screen from projector (elmo and laptop connected)
If the prajectar is shawing a black screen and you can not switch from [...]

9 Armadillo Army error
1 if you use a cd to install Armadillo Army, you need to update it by do [...]

, 9 CannotType in Internet Explorer
Cases have been discovered in which the user can apen a website, type [...]

More.

Popular Solutions

Common Incidents

No Incidents

@ Internet | Protected Mode: Off fuov m100% v
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