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Web Help Desk

The Office of Information Technology is pleased to announce Web Help Desk. Web Help Desk allows you the ability to
enter trouble tickets directly, track and monitor your tickets and access a knowledge base of frequently asked questions.
The following provides instructions on using the Web Help Desk application.

There are several ways to submit a request to the Help Desk:

» Enter the request directly in Web Help Desk (instructions below).

» Email HelpDesk@ewu.edu (be sure to include a description of the problem, your phone number, and your
location).Your email automatically generates a ticket in Web Help Desk and a response email is sent (instructions

below)

» Call 359-2247 for urgent or emergency issues. Calling only for emergencies or urgent issues helps ensure that
the lines are open when you need immediate assistance.

Logglng into Web Help Desk

Access the Help Desk web page at
http://helpdesk.ewu.edu and click on the
Web Help Desk link to log into Web Help
Desk.

» Or access the Web Help Desk directly
at: https://whd.ewu.edu.

2. Enter your EWU email address and
password. Click Login.
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3. The Help Request page displays.
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Enter your OIT Help Desk Request Below:

Request Type v

Subgect (Not Required)

Request Detadl

Location v Room
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Creating a Ticket in Web Help Desk

1. Log into Web Help Desk.

2. The Help Desk Request screen displays.

Enter your QIT Help Desk Request Below:

Resquiest Type o

Subgect (Nod Required)
Request Detai

Location w Room |

3. Select Customer Requests from the Request Type
drop-down list.

Enter your OIT Help Desk Request Below:

Request Type w

Subject (Mot Required) ~Customer Aeguests

4. From the second Request Type field select the type of
help needed from the drop-down list.

Request Type | ~Customer Requests v :

Inst Do
e o I need help printing

| need help with a repon
Request Detail || need help with emal
I need haip wih equipment in a classroom
I need help with my accountpassword
I need help with my computer hardware
I need help with my computer software
I need help wih my internatNetwork Connection
I need help with my phone
~ just need heyy (Misc)

5. Depending on the Request Type selected, additional
fields display.

6. Enter all applicable fields including Subject, Request
Detail, and Location. Note: It is important to
complete as much information as possible including
specific request detail, phone number and location.

Enter your OIT Help Desk Request Below:

Request Type ~Customer Requests v 1
| need hed with my accourdpassword v

Subject (Not Required)

instructions D0 yOu Need your paNword changed or undoded? It s, chaose s Request
Tyee
Flesse De sure 10 NI 0ut e form Delow complesely. This will nalp us dweat
54 Comect lechoician 19 your Iatetion

Request Dotail
Customer Phone (%)
Number*
Attachments Add Fle
Locaton v Room

Note: Applicable FAQs display on the right hand side of
the page depending on the Request Type selected.

Related FAQs

1 haard about 3 naw sarvion for stucents called
Student VPN What is it for? Why wouid | need to
use

Summer quarier acoess to Student Technology
Services

How can | use mail clianty, och a5 Thunderting
and Outiock, with Micrcsoft Live@edu?

Which username/passwores (s used to I’:-;l" o the
computer when | come 10 work?

My CMS password isn't wodking

QQ rseres QQ

7. Click the Save icon (bottom right hand side of the
page) to submit the ticket.
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» The following response displays.

Thank You!

four ticket number is 908
Yol Can wse the Halony buthon abowe o chack the status of your boket
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Using FAQs

1. From the main tool bar click the FAQs icon.
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2. Select Customer Requests from the Category drop-
down list. An additional Category field displays.

Select an FAQ from one of the categor
.IIIIIIIIIIIIIIIIII
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Ho. - Category Question | Answer

3. Select the type of help needed from the second
Category field drop down list. If a category is not
selected all FAQs display.

Select an FAQ from one of the categories below:

Category | ~Customar Raquests ¥ @ v

frorromre————————
10003 help prntng
1need held with a repon

No. - Category Ineed bep wih emal

1 need balp wih equpment 1 8 CBssc00M

1need he with my sccountipassword

Ineed help wih my computer hardware

ineed help with my computer sofware

I need help wih my hiermetNetwork Connecton

I need help with my phone

1 ust need hel’ (Misc)

384 . ~Customer Reguests
* | need hep with emad
« Emal (Shudents

4. Click the Search button to display all FAQs for the
category selected. Click Show Answer to display the
desired answer.

Select an FAQ from one of the categories below:
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Note: Additional key word searches can be made using the
Contains field and FAQ# fields.

Viewing Ticket History
1. Click the History icon.
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2. All tickets display
Ticket History
Ticket No. Status Al v Contains Ciear Search
No, » Date Updated Status Request Detad
o 38 a1 w3 Clesed Domain Mombership: Maching MOWX-035454 n Patrice’s training b seems 10 have &ropped off e doms
4. Howvo: At fint the COMPVier Ieemed 10 Nave Ioxt i binding the the @
3838 s T Closed Nooroe 318 Lab: Mi Hep Desk | have 8 workstation n the Noaroe 318 tranng b that needs & ficit
® 155 1w 1210 Closed Re-image: MAC Book PRO needs 0 be re-mage. Jack inows that she needs her machine re-image and Bl

R Gemc 11410 Removed madware 300 virvses. Rebudlt Laer account g 11

2 tems

3. Tickets can also be searched using the Ticket No., Status, and Contains fields.
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Submitting a Ticket Via Email

1. Email your request/issue to: HelpDesk@ewu.edu

» Be sure to include a description of the problem,
your phone number, and your location (for example
Monroe 318).

2. An automatic email response is generated.

3. To view the ticket in Web Help Desk, click on the url in
the body of the email message.

From OFT 1wt Desk (Create Tcked)

L Fourner, Parce

[

Surjent Tacket 3835 Opes --» Mosroe 335 Labe Hi HEp Dest | have & wackstan

-l RS TR R N e ".“ -

B 2008 Sahd swg e Toisdear avavatoy eTh s eide 34 Y

nepio et ect

Tickat ko Cancel Tichat

Tackat Mo 2806

Report Date: 12011 562 an

. Dwe Date: 211 352 am
Regonec: Parice Fauner <5124

Tech: Uary Sms qumaRenu s
Status: Ogen
Ruquest Type: “ncomng Ticket Fagm Dmas (¥ acuy (Sta’
Subiect (Mot Required]; Mantse 34 Lab

Request Detat
M Dest
Rave & WORSAOS i e MoAroe 318 Y aning Lo Ml needs & FCttous user
SUOMeNT) aamInITIve oM ) Crealns Mease See me 2 mote Oeacs. Thanes
Py

4. Log into Web Help Desk. The applicable ticket displays.

Confirm Resolution
Was your issue resclived? R ha

Rapart Date
Siwton Ewaches

[ —

Clons Dutn
Lecation MON . UCHEOE MALL
Boom 1881

Ansced Cmsaao
Reguent Type  Account Mansgement © fcove CHeciory © +Specisl Aocaute » Ofer
St (Hot Bmgured] Mawss 3B LeY
Requent Dotsd =i ek Deai

Fae 8 werkaatsn e Msarse 315 Sanng 3 B SEets o RoStoan Ltar 2 e Al SSTINSTAtE rGHE| Created TWaEs oe e fr maee Setsl ThESI mush
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S000113 b 0

5. If the issue has been resolved click the Yes button.

Confirm Resolution

pEEEm
Was your isaue resolved?e vem )L e
Bepert Oate ':-:."-.-u‘r-...'
St Eeachied
Clowr Dute

Lotiliaf MM - WOHEGE =al)
Eoom 18 - Dahasted Canessss
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6. When a ticket is resolved, an automatic email response
is generated indicating the ticket has been closed.

From: OIT Help Desk (Create Thdoet)

To: Fourmier, Patrice

o

Subjec: Ticioet 323% Closed --» Monroe 318 Labc b belp Desk [ have 3 workstabi

Patrice_ Fanks for using the EWU Help Desk. Your icked (3835) fas been closed

Ticket Infa

Ticket Mo.: M8
Report Date; 12871 562 a=
Ent. Duse Dtz 2114710 822 g
Reporter: Palrice Fownee <l uinisnBewy edis
Location: WMOM - MONRDE HALL
Room: 315 - Enhanced Classrooam
Tech: Jokn Willis il
Sabus: Closed
Request Type: Account Managesent = Active Directory » ~Special Accounts > Other

Sulbject [Not Reguired): Monroe 318 Lab

» For information on tracking a ticket refer to the
Viewing Ticket History in this Guide.
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