Update Helpdesk Ticket



Input(s) to the process:

-------------------------------------------
· Customer and Request information
Output(s) from the process:

-------------------------------------------
· Helpdesk Ticket/s
Process end state(s):

-------------------------------------------
· Helpdesk Ticket is exited
Assumption(s) and General Note(s):

-------------------------------------------
· TSS staff has Administrator access to RSC Helpdesk Ticketing System.
· Do not assume ticket is being created for a customer that is in the building or that that person a Maricopa employee.  (Some customers may be a Vendor or just affiliated with Maricopa in some capacity.)  
Supporting Document(s):

-------------------------------------------
· Rio Salado College “Helpdesk Tracking System Reference Guide” http://www.maricopa.edu/helpdesk/hds_training.php  
Event(s):

-------------------------------------------
· Additional Helpdesk Ticket information is received by the Technology Support Services (TSS) department.
Process Steps:

-------------------------------------------
	STEP
	DESCRIPTION
	TECHNOLOGY
	JOB TITLE

	1
	Log into Administrator Section of RSC Helpdesk Ticketing System 

To log in to the RSC Helpdesk Ticketing System, go to https://helpdesk.riosalado.edu/Admin/Getlogin.asp link.

Log in to the RSC system with your Username and Password.

Note:

· This web page is best viewed in Internet Explorer.


	Rio Salado College (RSC) Helpdesk Ticketing System
	Technology Support Services (TSS) Staff

	2
	Obtain Information

Gather updated information regarding request.  This may pertain to who the person is, what the request or problem is, where the request or problem is occurring, when the request or problem occurred, and why the problem occurred.  This may also be information/updates relating to customer and technical notes.  The lack of information/communication could also be the update.


	RSC Helpdesk Ticketing System
	TSS Staff

	3
	Find Call
To locate a previously created call, you can choose the “Find a call”, “My calls” or “Call Listing” link.
You would need to find a call if the customer does not know their ticket number.

Note:

· There are additional ways in which to find a call.


	RSC Helpdesk Ticketing System
	TSS Staff

	 4
	Determine Who Call is Assigned to
Establish the assignee by looking in the Call Status section of the Helpdesk Ticket.  The call may be assigned to you, someone else, or left unassigned.

If call does not belong to you, continue with step 5, Take Call.

If call does belong to you, skip to step 6, Add Additional Information.


	RSC Helpdesk Ticketing System
	TSS Staff

	5
	Take Call
Click on the “Take Call” button.  Once you take the call it will then be added to your queue.

Taking the call is required if any changes are to be made to the ticket.


	RSC Helpdesk Ticketing System
	TSS Staff

	6 
	Add Additional Information
Enter additional information into any of the appropriate fields:

Enter information in technical notes that does not need to be seen by the customer.  The Technical notes are only seen by the Administrators of the RSC system.

Enter information in Customer Notes / Solution for general information that the customer can/should be made aware of.  Anyone can see this information.

Enter information in the pre-defined data fields on the first and/or second pages of the helpdesk ticket.

Note:

· There are no guidelines or requirements as to what information or updates etc… need/should be entered in these fields.

· Not everyone puts notes in the customer notes field.


	RSC Helpdesk Ticketing System
	TSS Staff

	7
	Determine Need for Customer Notification
Establish whether customer needs to be notified of changes made to the ticket.  The customer needs to be notified to keep the customer up to date regarding additional information or to request additional information from the customer.

If customer needs to be notified, continue with step 8, Notify Customer.

If customer does not need to be notified, skip to step 9, Determine if Request has been Completed.

Note:

· Due to customers not responding to Helpdesk Ticketing System correspondence the need can arise to communicate outside of the Helpdesk System with a call or email to the customer
· Customer notification is also recommended so that the customer is always kept up to date on what is happening with their request.


	RSC Helpdesk Ticketing System
	TSS Staff

	8
	Notify Customer
Click on the check box “Check here to notify client of changes” option.  When the ticket is exited an email will be sent to the customer with a copy of the Helpdesk call.

	RSC Helpdesk Ticketing System
	TSS Staff

	9
	Determine if Request Has Been Completed
Establish whether the services/request has been completed.

If request has been completed, continue with step 21, Close Ticket.

If request has not been completed, skip to step 10, Determine Need for a Child Call/s.


	RSC Helpdesk Ticketing System
	TSS Staff

	10
	Determine Need For Child Call/s

Establish whether there is a need for any child call/s.

Child calls are created if services need to be performed by other groups/individuals, or for reference purposes.

If a child call/s needs to be created, go to step 11, Create Child Call.

If a child call/s does not need to be created, skip to step 20, Determine if Call is for Reference Purposes Only.

Note:

· There may be a delay between this step and the process end.


	RSC Helpdesk Ticketing System
	TSS Staff

	11
	Create Child Call 

Click on the “Save and Create Child Call” button.

The RSC Helpdesk System then creates a child call with the customer information from the parent call and then creates the necessary cross reference information in both the parent and child calls.


	RSC Helpdesk Ticketing System
	TSS Staff

	12
	Enter Customer Personal Data

Enter customer’s personal data manually.  This information includes their full name and their phone number.

Fill in customer’s personal data.

Note:

· Upon creation of a Child call the customer information may need to be readdressed because services my be required for different/multiple individuals, if call was created incorrectly.

	RSC Helpdesk Ticketing System
	TSS Staff

	13
	Determine Whether CC (Carbon Copy) Email is Needed

Establish if a carbon copy is required by determining if:  1. The designee that the ticket will be assigned to does not use the RSC Helpdesk Ticketing System frequently.  2. The customer’s supervisor needs to be made aware that the service has been requested.  3. Coworker or department wants to be kept in the loop.
If a CC email address is needed, go to step 14, Add Email to CC (Carbon Copy) Field.

If a CC email address is not needed go to step 15, Fill in Request Data.

Note: 

· The above decision is determined thru on the job experience.  There is no list containing which departments constantly monitor the system, only use it occasionally or not at all.  Currently the individual departments tell the Helpdesk if they will use the DO sanctioned RSC Helpdesk system or not.


	RSC Helpdesk Ticketing System
	TSS Staff

	14
	Add Email to CC (Carbon Copy) Field
Add email address of person who needs to be carbon copied by entering their email address in the “Email-CC” field.

	RSC Helpdesk Ticketing System
	TSS Staff

	15
	Fill in Request Data

Enter relevant information pertaining to customer request.  

Enter note that ticket is being routed in “Customer Notes / Solution” or “Technical Notes” section.

Note:

· A Helpdesk Ticket can be submitted with anything in the email address field.  No other information is required.  There are no guidelines for this.
· Each field within the ticket may need to be explained.

· Not everyone puts notes in the “Customer Notes/Solution” section.


	RSC Helpdesk Ticketing System
	TSS Staff

	16
	Determine if Ticket is Being Designated to an Assignee 

This is done because some departments want helpdesk calls fielded through a specific contact person while some departments want tickets left unassigned.  The ticket could be to yourself, someone new or left unassigned.
If ticket will be designated to an assignee, continue with step 17, Assign Ticket to Designee.

If ticket will not be designated to an assignee, skip to step 18, Leave Designee Unassigned.

Note: 

· The above decision is determined thru on the job experience.  There is no list containing which departments constantly monitor the system, only use it occasionally or not at all.  Currently the individual departments tell the Helpdesk if they will use the DO sanctioned RSC Helpdesk system or not.


	RSC Helpdesk Ticketing System
	TSS Staff

	17
	Assign Ticket to Designee
Choose designee from the “Reassign this Call to” drop down list.

This puts the call into the designees queue.
Note:

· Choosing who to assign ticket to is determined thru on the job experience.  There is no list containing which designee to assign tickets to.

· Designee can change at any time with no notification.


	RSC Helpdesk Ticketing System
	TSS Staff

	18
	Leave Designee Unassigned

By leaving the designee unassigned the ticket is then available for the entire department to see.
Leave the “Reassign this Call to” field at the “– Select One –“ Option. 

Note: 

· The above decision is determined thru on the job experience.  There is no list containing which departments constantly monitor the system, only use it occasionally or not at all.  Currently the individual departments tell the Helpdesk if they will use the DO sanctioned RSC Helpdesk system or not.


	RSC Helpdesk Ticketing System
	TSS Staff

	19
	Assign Ticket to Group
Assign ticket to the group that will be taking care of the request by selecting a group from the “Assign Group” drop down list.

The ticket will always be assigned to a group even if the designee is left unassigned.  The “Assigned Group” field must be designated even though the field is not required by the RSC system.
Note: 

· Choosing which group to assign the ticket to is determined thru on the job experience.  There is no list containing which departments constantly monitor the system, only use it occasionally or not at all.  Currently the individual departments tell the Helpdesk if they will use the DO sanctioned RSC Helpdesk system or not.


	RSC Helpdesk Ticketing System
	TSS Staff

	20
	Determine if Call is for Reference Purposes Only 
The call is for reference purposes if the service has been performed and no further action is required.

If the call is for reference purposes only, continue to step 21, Close Ticket.

If the call is not for reference purposes only, skip to step 22, Exit Call.

Note:

· Note clear… need more?  A “Call/ticket” can be a call all by it’s self, a parent call, or a child call.


	RSC Helpdesk Ticketing System
	TSS Staff

	21
	Close Ticket

Add any notes to record detail about what happened for reference purposes to notify someone that something has happened.

Check the box “Check here to close this call”.

Set non parent call status to “Complete”. 


	RSC Helpdesk Ticketing System
	TSS Staff

	22
	Exit Call

Click on the “Finish” button to exit call.

Note:

· Customer will automatically be notified of creation/close of call.


	RSC Helpdesk Ticketing System
	TSS Staff
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