North Huron Ticket Submission Guide

There are now going to be three different methods that you will be able to use to
submit a Help Ticket for either, IT, Maintenance or Transportation. This guide will
attempt to assist you in the process. We have made every effort to keep this as
simple as possible, but as with anything new, there are going to be questions and
uncertainty.

The program that we are using to replace the old system is Spiceworks. A cloud-
based system that utilizes a central ticket system using emails that become part of
the ticket. This system will also allow you to re-open a closed ticket just by simply
replying to the email that you receive, stating that the ticket had been closed.

The methods are going to be listed in order of preference, just to be able gather

all of the pertinent information when the ticket is created. This should allow for a
faster response time to the issue.

METHOD 1 - Client Portal

This method is the Spiceworks Client Portal. Access to the Portal is from the
North Huron Website or from the links listed below. Access for the use of this
portal is for those that are part of the North Huron domain only. On the bottom
of the North Huron Home Page, you will see “Subpages (2): Help Desk School
Calendar”. Left click one time on the Help Desk link and it will take you to the
Help Desk page. On this page, you will see three options:

1) IT Support

2) Building & Facilities Maintenance

3) Transportation

Each link will bring up the proper portal page for you to fill out and submit. You
will notice that there is an asterisk, *, next to some of the fields. This means that
those fields are required. If you see a down arrow to the right of the field, there
are options for you to choose. The Summary* field is just a brief overview of
what is needed. The Description* field is for as much detail you can provide that
is not already being asked by the other fields on the form.
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The best browsers for use with the portal are Google Chrome or Mozilla Firefox.

If you do not wish to use the website page to create a ticket, you may access the
portals with the following links:

IT Support —
https://nhit.on.spiceworks.com/portal

Building & Facilities Maintenance —
https://nhmaintenance.on.spiceworks.com/portal

Transportation —
https://nhtransportation.on.spiceworks.com/portal

Method 2 — Submit an Adobe Form

A form has been created for each department, IT, Maintenance and
Transportation. Each of forms are located in the Shared Folder under Support
Requests. If you go to use one of these forms and you receive a message that the
file is in use, it means that someone is filling out a ticket and has not submitted it
yet. Once they have completed their ticket, the form will be available for use
again. This is fixable by programming a file lock to prevent that, but | did not
want to dedicate the time towards that until | see if this became an issue.

ADOBE READER:

This method utilizes the Adobe Reader, which will need to be set as your default
.PDF reader. When the PC operating systems converted to Windows 10, Adobe
was the default, but there is a good possibility that the change will not be in place
for each user that logs onto the PC. The forms will not display properly in any
other .pdf reader. To verify if Adobe Reader is the default, you will:
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1) Left click on the Windows button on the bottom left of the screen

2) Left click on Settings (the sprocket icon just above the power icon)

3) Left click on Apps

4) Left click on Default apps on the left side of the screen

5) Scroll down and left click on Set defaults by app

6) Left click on Adobe Acrobat Reader DC (or something similar)

7) Left click on the Manage button

8) If .pdf shows anything other than Adobe Acrobat DC (or similar), left click
on the app that is showing and select Adobe Acrobat DC. If Microsoft Edge
was the default, another box will appear trying to get you to stay with Edge,
left click on Switch anyway.

9) Left click on the “X” to exit the Default apps screen

SUPPORT REQUESTS FOLDER:

When the PCs were converted, a Support Request folder is on your desktop. If
that folder is missing, you can create a shortcut by:

1) Left click on the File Explorer icon on the Task Bar

2) Left click on the Shared Folder

3) Scroll down to the Support Requests folder and Right click on it
4) Left click on Send to

5) Left click on Desktop (create shortcut)

CREATING THE TICKET:

Each of the three tickets is comprised of drop down fields, date fields and text
fields. If you miss putting information in a required field, the form will not submit,
and will show you the field that needs information. Each of these forms has a
ticket number field. This is nothing more than the current date and current time.
On the bottom of the form is a Print Button, Reset Button and a Submit Button.
Print allows you to print the completed form off before sending it. Reset will clear
all of the fields to blank. Submit will create a draft email that you will send from
your Gmail account. When you click the submit button, you will see the following
set of screens.
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This is the first screen to appear.
1) You will choose Use Webmail, and select Add Gmail.
2) If you would rather not see this screen every time, left click on the

Remember my choice box to place a check in it before clicking on the
Continue button.

Send Ermail >

Send Using

(") Default email application (Microsoft Outlook)
(®) Use Webmail

L rnessage will be created in the

designated drafts folder of the selected
account,

[ ]Remember iy choice

Continue Cancel
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=end Email

Send Using

(") Default email application (Microsoft Outlook)

(®) Use Webmail
Select w
Select
. il@nh he
jmcheil@nburan.org calacted
Jrmcheil@caseville k12 mius

Add Other..,

[ ]Remember iy choice

Continue Cancel

ot

When this box appears, enter your North Huron email address and left click OK

Add Mew Gmail Account

x

E-mail Address

e.g. - johrnsmith@ <my-webrmail =.com

]9 Cancel
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You will now see the following screen. This is a Google security screen to make
sure that you really want to do this.

Left click on the Allow button

Google

jmcneil@nhuron.org -

Adobe Acrobat would like to:

Read, compose, send, and permanently delete all your

email from Gmail

See, edit, download, and permanently delete your
contacts

By clicking Allow, you allow this app and Google to use your information in
accordance with their respective terms of service and privacy policies. You can
change this and other Account Permissions at any time

Deny

Allow
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You will now see the following. This tells you that it is going to create the email.
The email has not be sent at this point. Again, if you do not wish to see this
screen every time, left click on the box next to do not show this message again to
place a check mark in the box, and then left click Yes

Wifarning >

% e are about to create a message inthe designated drafts folder of
“imcneil@nhuron.org” account, Do you want to continue?

[ Do not show this messagqe again;

s Mo

If you have your email account open, the process will take you directly to your
drafts folder and show you the email produced. If everything is correct, click the
Send button to complete the ticket creation.

«3 | G Google JMDraﬁs[T)-Jmcnell@nhl X |+ v - X
< =S5 D M & | httpsy/mail google.com/mail/u/o/#draftszcomposa=hlsvdcHHNNCGTmbnZSjLTNCVgWPGLIRZDLG TWI RBTGIGtrpQHC S VBWIQZbeNwHjpedfavzfrgdn T = L e @ -

= E Gmail Q  in:draft

o —
l— Compose

Inbox 3 B3 IT Department ..
Starred

C-06092019-180154 - P2 - Important - User ID/Passwords - Submitted By: Tanya Kramer Roo...

C-06092019-180154 - P2 - Important - User ID/Passwords
Snooczed

itsupport@nhuron.org
Sent

C-06092019-180154 - P2 - Important - User ID/Passwords
Drafts

|submitted By: Tanya Kramer
Room/Location: Elementary - 116
iPad/Mobile Cart: Choose an item

Description: Test

Using 0.04 6B Program F
Powered by

IT Department Support Ticket.pdf (127K)
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If your email account was not open, you will sign in to your email. You will then
need to go to the Drafts folder, open the email that is there and left click on the
Send button to complete the ticket submission.

\—ﬁ} I¥ Drafts (1) - jmcneil@nhi X l+ % _ >c

& = 0O ; £ | https://mail.google.com/mail/u/0/#*drafts g = L or & -

n Gmail Q. indraft

C-06092019-180154 - P2 - Important -

Inbox 3 B3 IT Department .
r Starred

Snoozed
Sent
Drafts

More

=
p Jim

Using 0.04 GB Program Policies Last account activity: 0 minutes ago
Powered by Google Open in 1 other location - Details

When you go to close the Adobe form, you see this screen. You will want to left
click on the No button. You do not want to save the changes. If you accidentally
do click on yes, do not panic. That is the reason the Reset Button is on the form.

Sdaobe Scrobat X

Do wouwant to save changes to 'IT Departrment Support Ticket.pdf' before closing?

4

s [ Cancel

Method 3 — Email Only

If you do not have access to either Method 1 or Method 2, you can submit a ticket
using just email.
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You will need to be very specific with the information that you provide in order to
better process your request.

The email addresses that you will need to use are below. You may want to put
these in your phone contacts in case of emergency.

IT Support —
help@nhit.on.spiceworks.com

Maintenance —
help@nhmaintenance.on.spiceworks.com

Transportation —
help@nhtransportation.on.spiceworks.com
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