Using the Educational Technology Online Service Request System

The system is accessible from any computer in the district from the district website. Currently you can
locate a link to the Online Service Requests from the Staff tab (also from District -> Ed Tech).
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ONLINE SERVICE REQUESTS

Educational Technology is happy to intraduce our new Online Service Request system. If this is your first time
logging in the software will require that a few files be installed first in order to run. Your username and password
is the same one that you use ta log-in to your computer and to access email.
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EenncaiCalorkiay Before submitting any request for service please first:

s Check all computer connections and restart your computer - many problems can be easily resolved just
by taking this simple action
s Checkwith the Computer Teacher/Specialist at your school to see if they can help you resolve the issus

Online Service
Requests

In order to best assist you please clearly:
o |dentify the exact location of the computer/device in nesd of service. Whenever possible camplate your
service request from that same computer location
s Describe the exact nature of the problem and any steps that have already been taken o resolve it
Also, attaching a screenshot can be very helpful at times - thank youl!
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Next, click on the big ‘Online Service Request’ button and you will be prompted to login.

The First Time You Log In

If this is your first time logging into the system you will be prompted to complete some basic info such
as your full name, Roxbury email and phone. Other fields are not essential.
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Your Roxbury
Email Address

Full Name (First and Last)
ie Sally Jones

Somewhere you can
be reached at school

Create user account

Contact:

NT ID:

E-mail:
Name:

Pager e-mail:
Phaone:

Cell phone:
Pager:

Employee ID:
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Also, if this is the first time your computer is logging into the system you may first be prompted to install
several Altiris files —just click ‘Install’ and continue. You will also be prompted to log-in. Your username
and password is the same one that you use to log-in to your computer and access email.

Authentication Required

e Enter username and password For http:firsdas

User Mame:

Password:

Once logged in you will be presented with the main screen. From here you can create a new
incident/Service Request. In addition, you can easily see the status of any requests that you have
already made.
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Name: Npil Ascione Cmali pascone@roxbury.org Tala: Supervisor of Technology

Bhare: call phona: Dapantmant: Tochnology

Common Requests:

@ Create a new incident
Report a problem or request support from
the Helpdesk. 2

Search for services containing:

Search

T s Employes Requests
* diicreate a ticket, password resat,

data Backup, Server access, etc.

To Create a New Incident - click on ‘Create a new incident’ and you will be presented with:

Roxbury School District
Educational Technology

Online Service Requests
Name: Neil

A brief description of the problem please,

not your job title...

E-mail: ascione@roxbury.g

Phone:

q Bad Network Drop
Category: Board Office “| Network Access i
Priority: ASAP v
Asset: There are no assets associated with this contact
Attschments: ]

S Location: Staff Development Lab - Teacher Computer Station

Dell Service Tag: GWICQG1 Roxbury Tag: 5154
The computer was unable to access the network. I isolated the problem to a faulty drop by connecting a different drop to the same computer - I was
able to access the network that way. It looks like the drop has to be redone.

Be sure to fully complete each section of the Service Request:
Title — A brief description of the nature of the issue/request/problem

Category — First select your building from the first dropdown and then select the category which
best fits the nature of your request.

Comment — A detailed description which clearly states:

e The exact location of the computer/device in need of service. Whenever possible
complete your service request from that same computer location.

e The exact nature of the problem and any steps that have already been taken to resolve
it.



An attachment is purely optional. If you feel that a screenshot would be helpful in describing the issue
then feel free to attach one. To do so just click on the paper clip and use the dialog box to locate the file
to be attached.

Click ‘Ok’ to send your request.

How can | check on the status of a request | made>
Just log-in to the system and you will see\a list of your Service Requests. For more details on a particular

request just double click to select it.
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Feport a problem or request support
the Helpdesk.
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Anytime that an update is made to your request you will be able to see the details. Likewise, when a
ticket is closed you'll be able to see the outcome.
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‘ ROXBURYSCHOOLS\nascione it 0 |
Humnber: 19
Title: test 2ndary cat
Category: Board Office\Computer Software
Priority: ASAP
Status: Closed
Modified: 4/13/2009 10:04:35 AM

History:

4/12/2000 10:04:35 AM - nascione - Closed

I fixed the category validation rules so it will no longer accept a ticket w/out both a location and a category. This issue is now resolved.
4/9/2009 12:25:52 PM - Guest - Create

test to see if the added rule works...

That’s how easy it is to use the new Online Service Request system ©

One Last Thing... Please help us to help you!

Please be judicious in your use of the system — before opening a new ticket first check to see if you or
the Computer Teacher/ Specialist at your school can help you to resolve it on your own.

Simple things to check first:

e For computers make sure that you have given it a full reboot — not just a new log-in but
a full System Restart. Memory leaks accumulate over time and eventually strange
things start to happen with your computers Operating System — a simple restart can
work wonders!

e For printers make sure that you’ve got paper etc.

e Check that everything is properly connected and plugged in.




It might sound silly but you’d be surprised how many problems can be easily resolved by taking these
simple steps. A system overloaded with erroneous requests takes valuable time away from our ability to
support the priorities and educational objectives of the district — so your help in this process is greatly
appreciated. Lastly, please know that all Service Requests are handled ASAP given the resources

available to our department.

Neil Ascione
Supervisor of Technology



