Create 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 access to Admin side of the RSC Helpdesk Ticketing System.

· Do not assume ticket is being created for a customer in the District Office building or that the customer is a Maricopa employee.  (Some customers may be a Vendor or just affiliated with Maricopa in some capacity)
· In the case of sensitive data or security reasons (example: departing/fired employees) this process or alternate guidelines may apply.

· This process is called from the Complete Walk-in, Phone Call, Email, Helpdesk Ticket, and Helpdesk Voicemail Message Request processes as well as others. 
· In the course of this process a “Ticket” and a “Call” refer to the same thing.
· If in the event that the staff person does not know what to do or whether they can complete the task, ask questions of peers or supervisor.
Supporting Document(s):

-------------------------------------------
· Rio Salado College “Helpdesk Tracking System Reference Guide”  http://www.maricopa.edu/helpdesk/hds_training.php 
· ITS Confidential phone list
· Prioritization Standards Grid

· TSS Routing Guidelines

· Maricopa Employee Directory http://domail.maricopa.edu 

· TSS Helpdesk Ticket Required Fields Guidelines

Event(s):

-------------------------------------------
· A request for service was received by the TSS department.
Process Steps:

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

	1 
	Log into 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 “Admin” section of the RSC system with your Username and Password.

Note:

· It is recommended that this web page be viewed in Internet Explorer.

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

	2 
	Determine Whether Helpdesk Ticket Already Exists

Establish whether a Helpdesk ticket already exists so that duplication does not occur.

Choose the “Find a Call” option from the left hand menu.  Searching can be done in many different ways.  The most common are by ticket number or customer’s last name.

If a Helpdesk ticket already exists for the customer’s request continue with step 3, Update Helpdesk Ticket.

If a Helpdesk ticket does not already exist for the customer’s request skip to step 4, Enter a New Helpdesk Call.

Note:

· The same request may come from several different customers without the other knowing.  Attempt to find duplicate Helpdesk tickets before putting in a new ticket. 


	RSC Helpdesk Ticketing System
	TSS Staff

	3 
	Update Helpdesk Ticket

Update the Helpdesk ticket for recording and tracking purposes.  

Once the Update the Helpdesk process has been initiated, this process has come to and an end.

Note:

· Directions for completing this step are laid out in the Update Helpdesk Ticket process.

	RSC Helpdesk Ticketing System
	TSS Staff

	4 
	Enter a New Helpdesk Call
Click on “Enter a new call” found in the left hand side menu.

	RSC Helpdesk Ticketing System
	TSS Staff

	5 
	Determine if Customer Email is Recognized
Establish if customer email address is recognized.  The email address is recognized if it is found in the RSC Helpdesk system database.  If it has been recognized, the “Helpdesk LDAP Lookup” window disappears and the customer’s data is populated into the ticket. If it has not been found the “Helpdesk LDAP Lookup” window will remain on the screen.  

Enter the customers email address and press the “Go” button in the “Entering a New Call” screen.  

If customer email address is recognized, skip to step 9, Determine Whether CC (Carbon Copy) Email is Needed. 
If customer email address is not recognized, continue with step 6, Find Email Address.

Note:

· Email addresses are case sensitive and should be entered in lower case.

	RSC Helpdesk Ticketing System
	TSS Staff

	6 
	Find Email Address
To find the customer’s email address, enter their name or a part of their name and click the “Search” button.
If email address was found go to step 9, Determine Whether CC (Carbon Copy) Email is Needed.

If email address was not found, continue with step 7, Force Email Exception.

Note:

· Occasionally a ticket is created for a vendor or student / non Maricopa employee. In this instance the current process is followed:  For a student, enter their email address as nomail@nomail.maricopa.edu (This is done because staff do not want the Helpdesk system to contact the student because it sends the email from the TSS staff person’s Maricopa email address).  For a non Maricopa employee or vendor use nomail@nomail.maricopa.edu and Carbon Copy their Maricopa contact.


	RSC Helpdesk Ticketing System
	TSS Staff

	7
	Force Email Exception

Manually enter customer email address in the Helpdesk LDAP lookup screen.  This is done because an email address must be used to create the initial ticket.  
Press the “Force Accept” button to force the program to take what you have entered.
Note:

· Reasons an email address may not be found are that the customer does not have an email account, or the customer’s email address has not yet been created.


	RSC Helpdesk Ticketing System
	TSS Staff

	8
	Enter Customer Personal Data

Since the customer’s email address was not found the personal data must be entered manually.  This information includes the customer’s full name and phone number.

Enter the customer’s full name and phone number into the appropriate fields.

Note:

· Use the TSS Helpdesk Ticket Required Fields Guidelines to determine which fields must be filled in.


	RSC Helpdesk Ticketing System
	TSS Staff

	9
	Determine Whether CC Email/s are Needed

Establish whether CC (carbon copy) email/s are required by determining if:  1. The designee that the ticket will be assigned to does not use the RSC Helpdesk Ticketing System frequently, and 2. The customer’s supervisor or others needs to be made aware that the service has been requested.

If CC email addresses are needed, continue with step 10, Add Email/s to CC Field.
If CC email addresses are not needed skip to step 11, Fill in Request Data.

Note: 
· Reference the current TSS Routing Guidelines to determine how the department wants to be notified of the request being assigned to them.

	RSC Helpdesk Ticketing System
	TSS Staff

	10
	Add Email/s to CC Field
Add email address of individuals who need to be carbon copied by entering their email address in the “Email-CC” field.

In the event that an email address is not recognized use the Maricopa Employee Directory http://domail.maricopa.edu to look up the proper spelling of the individual’s name.


	RSC Helpdesk Ticketing System
	TSS Staff

	11
	Fill in Request Data
Enter relevant information pertaining to customer request.  

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

Note:

· Use the TSS Helpdesk Ticket Required Fields Guidelines to determine which fields must be filled in.

	RSC Helpdesk Ticketing System
	TSS Staff

	12
	Determine if Ticket is Being Assigned to Designee 

Use the TSS Routing Guidelines to establish whether the departments will want the helpdesk call/s fielded through a specific designee or whether the departments will want the ticket left unassigned.
If ticket will be assigned to a designee, continue with step 13, Assign Ticket to Designee.

If ticket will not be assigned to a designee, skip to step 14, Leave Designee Unassigned.


	RSC Helpdesk Ticketing System
	TSS Staff

	13
	Assign Ticket to Designee 
Choose designee from the “Reassign this Call to” drop down list.

Once this step has been completed skip to step 15, Assign Ticket to Group.

Note:

· Reference the current TSS Routing Guidelines to determine how the department wants to be notified of the request being assigned to them.


	RSC Helpdesk Ticketing System
	TSS Staff

	14
	Leave Designee Unassigned
Leave the “Reassign this Call to” field at the “– Select One –“ Option. 


	RSC Helpdesk Ticketing System
	TSS Staff

	15
	Assign Ticket to Group
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.

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

Note: 

· Reference the current TSS Routing Guidelines to determine how the department wants to be notified of the request being assigned to them.


	RSC Helpdesk Ticketing System
	TSS Staff

	16
	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 individuals, multiple groups, or for reference purposes.  
If a child call needs to be created, continue with step 17, Create Child Call.
If a child call does not need to be created, skip to step 18, 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

	17
	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 along with the necessary cross reference information in both the parent and child calls.

Child calls must always be created in the customer’s name however the customer may not always need to be notified that something has been requested for them (example: a new or  departing employee).  Therefore another email address can be used such as their supervisors.

Fill in all required fields using the TSS Helpdesk Ticket Required Fields Guidelines.

Route the call to the appropriate department using the TSS Routing Guidelines and then click the “Save and Pull up Parent Call ######” button

Once this step is complete, return to step 8, Enter Customer Personal Data.

Note:

· Do not create child calls from child calls.  Child calls are only created from Parent calls hence the “Save and Pull up Parent Call” button to return to the parent.

	RSC Helpdesk Ticketing System
	TSS Staff

	18
	Determine if Call is for Reference Purposes Only 
Establish whether the call is for reference purposes.  The call is for reference purposes if the service has been performed and no further action is required by any individual or group.
If the call is for reference purposes only, continue to step 19, Close Ticket.

If the call is not for reference purposes only, skip to step 20, Exit Call.

Note:

· A “Call” can be a call all by it’s self, a parent call, or a child call.

	RSC Helpdesk Ticketing System
	TSS Staff

	19
	Close Ticket

Add any notes for reference purposes.

Check the box “Check here to close this call”.
Set non parent call status to “Complete”. 
Note:

· The decision as to whether this is a parent call is made in step 16, Determine Need for Child Call/s.

· Customer will automatically be notified of close of call by the RSC Helpdesk Ticketing System.????


	RSC Helpdesk Ticketing System
	TSS Staff

	20
	Exit Call
Click on the “Finish” button to exit call.

Note:

· Customer will automatically be notified of creation/close of new call by the RSC Helpdesk Ticketing System.

	RSC Helpdesk Ticketing System
	TSS Staff
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