
How to use the new helpdesk software ς Help Us Help You (HUHY) 
 
http://huhy.lcls.org 
 

 
 
To open a new ticket (request for assistance from LCLS staff) ς  
Click on the Open New Ticket button (circled above) 
 

http://huhy.lcls.org/


 
 
Please enter all of the information: 
Your full name 
Email address 
Full library name (not the 3-letter code) 
Phone number 
 
Putting in all of the information will make it easier for LCLS staff to help you. 
 
You can set the priority to Low, Normal or High by using the Priority drop-down 
box.  Normal priority is the default. 
 
You can submit attachments using the Attachment: tool ς click on browse to 
upload a document from your computer. 
 
 
 
Once you have submitted a ticket, this is the screen you should see: 
 



 

When you submit a ticket, the helpdesk sends you an email. 
The email should look something like this: 
 

 
 
And when opened (The details of the email address used for this have been 
removed): 
 



  
 
To check on the status of a ticket, there are 2 ways to check: 
 
One, click on the link in the email you received when the ticket was opened.  
(circled above) 
 
Two, you can remember the ticket number ς in this example, it is #70 (or any 
ticket number you currently have open) and go back to the helpdesk: 
 
http://huhy.lcls.org/ 
 
Under Check Ticket Status, enter your email address and ticket number and click 
on the Check Status button. 

http://huhy.lcls.org/


 
 
You will see a screen like this: 
 

 
 
Note that ALL of your tickets will display, not just the one you just opened.  If you 
want to have only your open tickets display, click on View Open, and if you only 
want to see your closed tickets, click View Closed. 
 
Now, to see what a ticket looks like. Click on the ticket number or subject and this 
is what you see: 
 



 
 
If you want to send more information, you can type in the Enter Message text box 
and hit Post Reply. 
 
When an LCLS staff member responds to your ticket, you will receive an email: 
 



 
 
In order to see the response or to reply to the LCLS staff member, Click on the link 
in your email.  Please do NOT hit reply in your email ς this will result in a delay in 
the LCLS staff responding to your ticket. 
 
Alternatively, you can log in to the helpdesk software again using your ticket 
number as described above. 
 
When you click on the link in your email, you do not need to remember your 
ticket number and you do not need to log in, you are taken right to your tickets: 
 



 
 
The ticket that has been responded to appears in bold text in your list. 
 
Click on the ticket number or subject to view the ticket. 
 

 
 
The LCLS staff replies will appear below an orange line containing the time of their 
reply and the staff member name. 



Notice that your replies appear below a blue line containing the time of your 
submission/reply. 
 
When you are done viewing/replying to tickets, click on Log Out in the upper right 
of the screen to leave the helpdesk software. 
 
 
 
Tip: To avoid having to type in your information in the New Ticket submission 
form every time, turn on form fill-in on your browser.  You should only have to 
type in the first letter in each field and then be able to select the correct full 
response from a drop-down, as shown below: 
 

 
 
To turn on the form fill-in: 



 
In Mozilla Firefox, go to Tools->Options-ҔtǊƛǾŀŎȅ ŀƴŘ ŎƘŜŎƪ άwŜƳŜƳōŜǊ ǿƘŀǘ L 
ŜƴǘŜǊ ƛƴ ŦƻǊƳǎ ŀƴŘ ƛƴ ǘƘŜ ǎŜŀǊŎƘ ōŀǊέ 

 
 
In Google Chrome, go to Tools (which is the little wrench icon)->Options 
 



 
 
And under Form Autofill, select Save text from forms to make them easier to fill 
out: 



 
 
In Internet Explorer: 
Go to Tools (which is both in the top menu bar and can be accessed from the little 
gear icon which is labeled Tools)->Internet Options-> Content and click on the 
Settings button under AutoComplete 



  
 
And check the Forms box ǳƴŘŜǊ ά¦ǎŜ !ǳǘƻ/ƻƳǇƭŜǘŜ CƻǊέ  



 
 
 
 


