How to use the new helpdesk software ¢ Help Us Help You (HUHY)

http://huhy.lcls.org
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Welcome to the LCLS/GateNet Helpdesk

In order to streamline support requests and better serve you, we utilize a support ticket system. Every
support request is assigned a unigue ticket number which you can use to track the progress and responses
online. For your reference we provide complete archives and history of all your support requests. A valid
email address is required.

Open A New Ticket Check Ticket Status
<. Please provide as much detail as possible sowe can <. We provide archives and history of all your support
best assistyou. To update a previously submitted requests complete with responses.

ticket, please use the form to the right.

Email:
([ Open NewD Ticket#:

Check Status

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


http://huhy.lcls.org/
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Flease fill in the form below to open a new ticket.

Full Hame:
Email Address:

Full Library name:

Telephone; Ext
Help Topic: Select One v
Subject:

Message:

Priority: MNarmal |»

Attachment:

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 ¢ click on browse to
upload a document from your computer.

Once you have submitted a ticket, this is the screen you should see:
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Support ticket request created

Test User,

Thank you for contacting us.
A supportticket request has been created and a representative will be getting back to you shortly if necessary.

An email with the ticket number has been sentto @ .com. You'll need the ticket number along with your
email to view status and progress online.

If you wish to send additional comments or information regarding same issue, please follow the instructions on the email.

Support Team

Copyright @ osTicket.com. All rights reserved

. Ticket F

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

O Support LCLS - Support Ticket Opened [#70] 8:31 AM

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



LCLS - Support Ticket Opened [#70]

From: of l.com on behalf of Support (helpme@Icls.org)
i@ You may not know this sender. Mark as safe | Mark as junk

Sent: Fri 11/13/09 8:3

To: El il.com

-— do not edit --
Test User,

B reguest for support has been created and assigned ticket #70. & representatiwve
will follow-up with you as soon as possibkble.

iew this ticket's progress online here: htt

p!//tickec.lecls.org

s L COmEL=T0

If you wish to =send additional comments or information regarding this issue,
please don't open a new ticket. Simply login using the link abowe and update the

Gatellet
Lewis & Clark Library Svystem
6l8-656-3216 ext.145

Reply Replyall Forward Delete B4

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 ¢ 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.
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Welcome to the LCLS/GateNet Helpdesk

In order to streamline support requests and better serve you, we utilize a support ticket system. Every
support reguest 1s assigned a unique ticket number which you can use to track the progress and responses
online. For your reference we provide complete archives and history of all your support requests. A valid
email address is required.

4. Open A New Ticket 4. Check Ticket Status
P Please provide as much detail as possible sowe can . we pravide archives and history of all your support
best assist you. To update a previously submitted requests complete with responses.

ticket, please use the form to the right.

Email:

Open New Ticket

Ticket#:

Check Status

Copyright © osTicket.com. All rights reserved

Tickat
You will see a screen like this:
rr\‘ %m S E_EUETEII
)
M Library System
£ Home & NewTicket £ My Tickets Log Out
Showing 1-20of2 All Tickets View Open View Closed Refresh
AT 11M3/2009 Closed Test GateMet - Other/General @ .COMm
= 11M13/2009 Open Test GateMet - Other/iGeneral @ .com

Copyright @ asTicket.com. All rights reserved
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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:
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£t Home & NewTicket £ My Tickets Log Out
Ticket #70 &

Name:
Ticket Status:; open

Test User
Email: @ l.com
Department: GateMet - Other/General
Library name: LCLS
Create Date: 11/13/2009 8:31 am
Phone: (618) 656-3216
Subject: Test

[T Ticket Thread

Fri, How 13 2009 8:31am

Test ___._..__ __

Enter Message +

Attach File

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:



[#70] LCLS - Test

From: Hi l.com on behalf of Support (helpme@Icls.org)
& You may not know this sender. Mark as safe | Mark as junk

Sent: Fri 11/13/09 9:23 AM

o @hotmail.com

—— do not edic --

Test User,

Cur customer support team personnel has replied to your support request 70

We hope this response has sufficiently answered your guestions. If not, please do
not send another email. Instead, click on the link bkelow in this email or login
to vour account for a complete archive of all your support reguest and responses.

p://ticket.lcls.org/view.php?e= g . com&t=T0

Reply Replyall Forward Delete & 4

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 ¢ 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:
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Library System

{3 Home {E MewTicket £ My Tickets Log Out

Showing 1-20f2 All Tickets View Cpen View Closed Refresh
7 111372009 Closed Test Gatetet - Other/General @ .com
70 111302009 Open Test GateMet - Other/General @ .com

Copyright @ osTicket.com. All rights reserved

1' Ticket

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.

e CIUTdTy JySCent

% Home {E HewTicket £ My Tickets Log Out

Ticket #70 &

Hame: TestUser
Ticket Status: open

Email: @ .com
Department: GatelMet - Other/General

Library name: LCLS
Create Date: 11/13/2008 8:31 am

Phone: (618) 656-3216

Subject: Test

[0 Ticket Thread

Fri, Nov 13 2009 8:31am

Test . _

Fri, Nov 13 2009 9:22am - Nick Bennyhoff

Replying to the test post.

Enter Message *

Attach File

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:

Library System

& Home (5| MewTicket Jg Ticket Status

Please fill in the form below to open a new ticket.

Full Name: M

Mick Bennyhoff

Email Address:

Full Library name:

Telephone: Ext
Help Topic: Select One V
Subject:
Message:
P
Prigrity: Mormal V
Attachment: Choose File | Mo file chosen

Copyright © osTicket.com. All rights reserved

To turn on the form fill-in:
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In Mozilla Firefox, go to Tools->Options-Bt NA G Oeé | yR OKSO]1l dawS)
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Main Tabs Content  Applications | Privacy = Security  Advanced
- History
kKeep my history for at least an H: days
 [#]: Remember what T enter in forms and the search bar >
[ Remember what I've dowmioaded
- Cookies
Accept cookies from sites
Accept third-party cookies
Keep until: | they expire M
- Private Data
[] Aways dear my private data when I dose Firefox
Ask me before clearing private data

[ QK l [ Cancel ] [ Help ]

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



Typetosearch | [~ |fo~

Mew tab Cirl+T

MNew window Ctrl+M

Mew incognito window Ctrl+Shift+M
v Always show bookmarks bar Ctrl+B

Full screen F11

History Ctrl+H

Bookmark manager Ctrl+5hift+8

Downloads Ctrl+1]

Clear browsing data. .. Ctrl+5hift+Del

Import bookmarks & settings...

Options

About Google Chrome

Help F1

Exit

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



Google Chrome Options
Basics | Personal Stuff | Under the Hood |
Passwords: @ Offer to save passwords

) Mever save passwords

l Show saved passwords ]

Form autofill: Save text from forms to make them easier to fill out

() Mever save text from forms

Browsing data: You can import your bookmarks and settings from other
browsers or dear your browsing data from this computer.

[ Import data... ] [ Clear browsing data... ]

Themes: [ Reset to default thems ] [ Get themes ]

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
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Internet Options

B[]

| General | Security | Privacy [ Content | Connections || Programs || Advanced |

Content Advisor

¢

Ratings help you control the Internet content that can be
viewed on this computer,

LN
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o
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|, Enable. = J

Certificates
LIse certificates for encrypted connections and identification.

| cearssistate || |

Certificates Fublishers ]

Setﬁ_ngm

AutoComplete

AutoComplete stores previous entries q
on webpages and suggests matches

for you,
Feeds
E Feeds provide updated content from [ Settings ]
F;| websites that can be read in Internet
Explorer and other programs.
[ K ] [ Cancel ] Appl

And check the Forms boxdzy RS NJ & ! & S
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Internet Options

AutoComplete Settings ﬁ

E || Advanced |

AutoCaomplete lists possible matches from entries you've
typed before,

Use AutoComplete for
Web addresses
User names and passwords on forms

|:| Prompt me to save passwords

Delete AutaComplete histary

To delete stored form data and passwaords, dick the
General tab, dick Delete, and then dick Delete forms ar
Delete passwords,

[ Ok ] [ Cancel
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