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eHelp Desk is the incident management system used by the UFV IT Services Department to record requests for
assistance and enhance communication.

Advantages
1. Beinformed of current service interruptions or scheduled maintenance
2. Find IT answers, general IT information, and links to other resources
3. Open tickets directly to the eHelp Desk system
4. View your ticket updates or add/request information
5. Communicate directly with your assigned technician
Access

eHelp Desk is available worldwide via the internet at http://ehelpdesk.ufv.ca Also look for the red icon on UFV
campus computer desktops. Everyone has the ability to view information provided on the eHelp Desk main
page for self-help or to keep up to date with IT happenings at UFV. No log in required!

Employees and Students with valid UFV accounts also have access to the eHelp Desk ticketing system when
they loginto it.

9 Employees: use your (Novell) network credentials (same as campus computer)
Students: use your student account credentials (same as myUFV)

eHelp Desk,




Your eHelp Desk Account

When logged into eHelp Desk, you may open a ticket for service, review status of an open ticket, send
comment or question to your assigned technician, or view history of your closed tickets.

Your initial view, when logging on is called the My Tickets screen.
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Use the Control Panel to navigate around eHelp Desk and to log out of the system.

Services interruptions or other circumstances that impact IT services at UFV will be communicated using an
Alert that scrolls across the top of your screen.

Use the column heading to Sort your ticket list by whichever method you prefer. The default sort is by Priority.
Requests received to Help Desk are given a priority based upon the Severity of the issue.

Guidelines for assessing the Severity and assigning Priority is as follows:

e Severity 1 Critical - Global business activities are impacted
e Severity 2 Urgent - A subset of business activities or locations are impacted
e Severity 3 Important - An individual issue with time sensitivity

e Severity 4 Average — Routine, scheduled or non-time sensitive work



Opening a Ticket
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< Create New Ticket | [ Ticket Templates  » *

1_‘__'_'_'_*—“—“-—-—-—__ Create a New Ticket using either Inmton
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Both methods open a new window with a blank ticket for you to fill in, starting from the top.

» Contact Information

* Contact 1 | vour Hame Email vour Mame @student. ufv. ca
Phone : (Mone) Address : (Mone)
Employee Humber : Office Location :
Department : Title :

User Hame : 300012345

Your Contact Information will be auto-filled.

w Ticket Info
* Location : |Off Campus |~ Submitted by : vour Narme
* Group : TS Help Desk | -
* Categony : [Software | -
* Category Option : | myUPY/Luminus |~ Choose the best options available in each drop-down
* Assignment : Ticket Pool | -
*Specify lssue: E-mail Unavailable | -

Fill in the Ticket Info with the available choices to best summarize where and what the issue is.

+ Description

* Subject : |Cannot see my Student E-mail ————————————————
CC:
BC:
Hote : |, mailbox showing in myUFYy] S

Attachments: -

= Save Changes

Provide a Description of the issue using a short Subject and details in the Note sections. You may add an
attachment to the ticket, as well. Save Changes to submit the ticket to the IT Services Help Desk.




You will receive an automated notification from the eHelp Desk system once your ticket has been received to
the Ticket Pool.

From: IT Services Help Desk

To: Your,Name @student.ufv.ca

Cc:

Date: 04412710 08:31 am

Subject: Your Inguiry has been Received : Ticket # 594
Attachments:

Subject: Cannot see my Student E-mail
Ticket Humber: 594

This e-mail is an automated notification. Please do not reply to this message.
To make inguiries or to provide additional information pertaining to the above request, please view/update the ticket by
logging into the link below.

http: / felk.ufv.ca: 8080/ ehelpdesk/ ticket/edit2. glmPtid=594&smtl=true
In the event the issue reported is an IT emergency, please telephone Help Desk immediately and quote this ticket number.

Thank you,

UFV IT Services Help Desk
&04-864-4510
helpdesk.its@ufv.ca

http: / /ehelpdesk.ufv.ca

The Help Desk staff review each ticket that enters the Ticket Pool. They will follow up with the requester if
additional information is required, update and then assign the ticket to the appropriate technician.

Viewing Open Tickets

April 12, 2010
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Open tickets will be displayed as a list on your My Tickets screen.



Check tickets  Enport: Excel | PDF Show closed

: Apr iz, 2010 - Your Mame
| (s | | [ | submitted by: ‘Your Name T
595 Abbotsford King Campus  Flickering Display ﬂ Subject : Cannot see my Student E-mail |d
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Hold the mouse cursor over the subject of a ticket in the Ticket List to pop up the quick view of the ticket

Clicking on any part of a ticket in the Ticket List will open a full view of the ticket in a new window.

Ticket # . 594 Submitted by @ Your Mame
Created : Apr 12, 2010 5:29 AM Modified ; Apr 12, 2010 831 &M

I Save Changes gy Aod comment | =" POF

The top of the ticket contains the Ticket #, Created date, Submitted by, and when it was last Modified. The
PDF button will create a copy of the ticket suitable for saving or printing.

g Add comment |~ POF
& Received a phone cal Use the Add comment button or the drop-down arrow

[ Placed a phone call beside it to add update information to the ticket.

Clicking on any of the 3 choices above will result in a new window for your comment or question.

Subject : |Mare Info

Hote : Just wanted you to knowe that the exact error message says "channel error".

t wwaz working last semester, but not anymore.

Attachment(s) :

cc: | |

Save Changes Cancel

o

Add a Subject and your comment or question to the Note field. You may add an attachment and you may send
a copy of this comment to anyone else by adding a valid e-mail address to the CC: field. Separate multiple
addresses with a semi-colon (;).




» Hiztory Comments

rour Mame - hMaore Info April 12, 2010 1:44:56 P

Just wanted you to know that the exact error message says "channel error”.
It was working last semester, but not anymaore.

The comment will be added to the ticket in the History Comments section with your name and the date/time
you added the comment. The comment will also be automatically sent to the assigned technician’s mailbox so
they know an update has been made to this ticket.

Communication with the assigned technician should be done be adding comments to the ticket rather than by
e-mail so that there is a record within the ticket that may be viewed by Help Desk staff. In the event your
assigned technician becomes unavailable or has a larger workload than another tech, your ticket may be re-
assigned in order to reach a resolution more quickly. The new technician should be able to get up to speed
quickly if previous communications are saved in the ticket History Comments.

Visit the IT Services web site
by clicking on the Home icon

View answers to common
guestions by clicking on
Welcome to IT Services eHelp Desk the Knowledgebase icon

| Kinowledgebase |

Get back to viewing your
ticket list by clicking on
the My Tickets icon

Leave eHelp Desk and log
out of your account by
clicking on the Sign Out icon




