Short primer on the new trouble ticket system - SysAid

A new trouble ticket system is being implemented — SysAid. This is a short set of instructions on using
the new system. SysAid is available from any Internet-connected computer and can be accessed by using
a web browser and going to:

http://contracosta.sysaidit.com

To log on to the system, use your InSite user name and password:
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Please enter your Insite Portal ID/password to login:
User Name: [mbecker3sa

Password: esssscssccse

[ Login |

Help Desk software by SysAid
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After logging on, you will see the following page.
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4CD Help Desk

Welcome to 4CD Help Desk, Michael Becker!

9 This Help Desk page provides you with the support and solutions you need to resolve technical problems. Here you can submit C
Leave a message gy Helpdesk semvice records, track your service request history and even find information that can help
you resolve your technology issues.

Question?

<

J N Submit a helpdesk request FAQ
i, |2 A Experiencing technical problems or have Find helpful information that can help
| an issue to report? Click here to submit you quickly resolve a technical problem
y %\ an request to IT Helpdesk. ) on your own.

View Your Service History
B Keep track of the service requests youve
previously submitted and monitor the P

| status of your reported technical problems. @

5
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A —This is the area where you can submit new tickets for help.

B — This is the area where you can review your help requests and find out about progress on your

requests. In this area, you can also make updates to your tickets such as notes and adding
attachments.

C — Click on this icon E to log out of SysAid.
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“Submit a helpdesk request area” (what you see when you click on area A):
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* Description 4

Attachments Add 5
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To create a new ticket:

1) Select the category from the drop-down that best describes your issue.

2) Select a sub-category to help us better identify your issue.

3) Enter a short description in the subject area.

4) Describe, in as much detail as possible, the complete issue. The more information you give us,
the better we can be ready to help you when we contact you.

5) If you have any files to attach, use this button and browse to the file.

6) Click on submit to complete the process.

An e-mail message will be generated and sent to you. Your ticket will be assigned to a queue depending
on the campus you are associated with, the category and sub-category.
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After you submit a ticket, you can examine the progress of the ticket by clicking on the “View Your
Service History” area (B).
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Records 1-6 of 6 <« < Page1of1 > » ©Show All
(| ‘ = # |4 Modifytime ¥ Category + Sub Category + Subject Description |4 Status + Assignedto Solution (non-technit
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Note that your tickets are listed and can be sorted by most of the fields at the top of the list. Fields
include:

* Ticket number

* The last time the ticket was updated

* The category and sub-category

* The subject and description

* The status of the ticket

* Who the ticket is assigned to

* The date and time of the last message associated with the ticket
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If you double-click on the line for any ticket, a detail of the ticket will appear:

(‘ 4CD Help Desk Software - Microsoft Internet Explorer provided by Los Medanos College = E||l|
@@ L4 IQ http:{jcontracosta.sysaidit.com{EndUserSRYiew. jsp?id=3310&clearForm=trues :] B2 % I:.i Google L

JFlle Edit View Favorites Tools Help
Jx @Convert - Select Jx Contribute DEdit - PosttoBIog

J <7 Favorites J = 0 RT @ Dell Warranty ) MxToolbox & | Remote Admin o Colleague @ WUG & MRTGLMC / Login & B&Gworkreq E Flex & BbClassReq € PRApp € Emp Verif

58' '| (& #42655: The server is very ... I ) 4CD Help Desk Software X | X Los Medanos College - Facul... | | J - v [] = v Page v Safety v

Contra Costa
Communi
College District

v9.0.90 Education Enterprise Edition Account: contracosta User: ACPORTAL\mbecker369 020
— e

Helpdesk request # 3310

Qu estion? . A Subject: test request
Leave a message ’ Description: This is test ticket to see where things go when they're entered.
Category: LMC Student Support Other none
Solution (non-
technical):
Modify time: 5/29/13 9:18 AM
@ Status: New
Assigned to: LMC IT Administrator

LMC IT Administrator (5/29/13 9:16 AM):
Just another test on 5/29/2013

LMC IT Administrator (4/22/13 12:40 PM): 1

L= When a note is added, the user gets notified and the note is in both the GUI and in the e-mail.

Add a note

LMC IT Administrator (4/22/13 12:37 PM):
Test what happens when a note is added.

Screen capture:
Attachment: 2 ~Add |l Remove |
[~ Close a service record m

Timestamp | From To | cc Subject Body
5129113 9:17 N Regarding Service
Messages: AM . LMCAdmin ACPORTAL\mbecke ... | cbenzler@losmed ... Record #3,3 ..
5129113 9:20 N Regarding Service
LMCAd! ACPORTAL\mbecke ... benzl | ed ...
e min mbecke chenzler@losm Record#33 ..
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On the ticket detail, you can:

1) Add a note. This note can be additional information or the response to another note or
message.

2) Add attachments.

3) Click on a specific message to see its contents.

Here is a link to a useful tutorial:

http://www.sysaid.com/sysaid-introduction-movie.htm

Click on the play arrow in the center of the picture. Please note that LMC does not yet have the F11
feature enabled, you’ll have to go to the web site listed on page 1 of this document.
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