Using the Help Desk’s Web-based support system

The CCSF Help Desk has a Web-based facility that Faculty and Staff can use to:

· Tell the Help Desk about CCSF computer problems that you would like them to help solve (each problem is called a “case”)

· Open and check on the progress of problems (cases) that you have asked for help on.

Note: You Must have a CCSF email address and register with it as prerequisite to obtaining help (see Self-registering on this page. Anyone who has called the Help desk with a problem since May, 2001 probably has an account set up by Help desk staff (see Registered Users on page 2.
Starting out

· Open a Web browser and navigate to: http://www.ccsf.edu/helpdesk
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Click Customer+Center beneath this picture 
(or enter http://147.144.19.222/Customer30)
· Scroll to self registration New User or registered user Login
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Self-registering
If you are a new user, you must self-register to create an account for yourself. 
Note: If you have called the Help Desk with a problem in the last two years, you probably already have an account. Try the steps in Registered Users below. 
—If your email address already exists in the Customer+Center you won’t be able to create a new user with that email. Please use the Lost Username/Password link to recover your previously registered username and password.
To self register with the Customer+Center 

1.  Click the New User button on the Customer+Center home page.

2. Complete the Customer Registration form.

3. Include a username and password that can be used for future Customer+Center access. 

4. When all registration fields are completed, press Submit at the bottom of the page.

5. After completing the Customer+Center registration, you’ll get a registration confirmation email that includes the Username and password for future reference. 

Registered Users
If already registered, renter your User ID and Password, and press the Login button.

If you have called the Help Desk and have a job in process, the Help Desk staff have already created a login and password for you and opened a case under your name. Customers who have already called the Help Desk should enter:

User ID: The default is your CCSF email User ID—usually your first initial + up to 7 letters of your last name). For example, for Amy Wu, the User ID would be awu.
Password: The default is to repeat your User ID
Lost your Username/Password? 
If you have lost your registration Username or password or both, then enter the email address you registered below and press the Lost ID button to help recover your Username and password. jdoe@ccsf.org and jdoe@ccsf.edu count as different addresses.
Email:[image: image1.wmf]

jrogers@ccsf.edu
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If address is found an email is sent to that email address that contains your Username and Password information. 
Registered User Support Options

Select one Option:

	Create New Case
	Show Closed Cases

	Show All Cases
	Update Registration

	Show Open Cases
	Search Help Desk Database

	Logout
	


Opening a new support case

Support cases can only be created for registered “Customers”. Once a user has self registered or been registered by support staff, navigate to the Customer+Center Options page by logging on.
 To open a new support case:

1. Select the Create New Case option in the Select One Option drop-down box and press the “Go” button. 
2. On the New Support Case Entry form, complete these 3 steps:
· Briefly Summarize your problem or question in the One Line Description text box.
· Describe the problem in detail in the text area box. (Error messages and other text can be “cut” and “pasted” into the problem detail text box.)
· Press the Submit button at the bottom of the page to submit your support case.

Now you can open and review the progress of your request/case. Below is an example of the text you receive on opening a case.

Case Confirmation 

Thank you for submitting a support case. 

Your case has been automatically entered in the support database for support staff to review and dispatch to the most appropriate group and support staff members. 

For future reference, your case number is: 1977 

You will be emailed a confirmation note with important information on how to follow up or add additional information to your support case. You can always review the case status or update this support case by logging back into the support web site. 

You may be sent email notifications about the progress of your support case as it is solved. Please DO NOT reply to any of those automatic email notifications as they will not be returned. 

Viewing or modifying an existing case

When you have opened an existing case as outlined above, the following options may be available to you:
· To view or update any listed cases, click the Case number hypertext link on the left hand side of the table.
· Problem summary as defined by support staff 
– May exist if completed by support staff
· Problem resolution as defined by support staff 
– May exist if completed by support staff
· To add new information to your support case, enter new information into the text box label Add New Case Information Below. 
· Cases that have already been closed by support staff cannot be updated.
· If you need to update a closed case, create a new case and reference the old case number in your new case detailed description field.
Press Submit to process the case updates.
Logging out

· Select the Log Out option in the Select One Option drop-down list at the top of the page and press the “Go” button.
Viewing the Top 10 Support cases

· Click the Top 10 reported problems link on the Customer+Center home page to view important cases (Problem summary and resolutions) that have been identified by support staff.
Searching the Help Database

1. Click the Search Help Database button on the Customer+Center home page
2. Enter your search criteria 

3. Enter a single keyword or group of words into the Keyword box.
4. Press the Search Help Database button at the bottom of the page.
Tips on Help Database Searches

· To widen the search, select fewer keywords or even just part of a single keyword.
· The Customer+Center search engine displays 15 matches for each page. Additional matches can be retrieved clicking the page numbers or the “next” button. 
· Users do not have to be registered or log in to use the Help Database search.
· It is helpful to enter Error code numbers or exact screen text as keyword (s) if it is available.
· The Customer+Center search results only returns case records that meet the following conditions:
· Any word or words enter in a text string search must be in the knowledge base.

· Only cases where there is information in the case summary and case resolution fields.
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