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Welcome to BOSS Support Central

For the sake of clarity and ease, all future references to BOSS Support Central, will be
referred to as just “BOSS”.

This manual will show you how to use BOSS for navigating and using the new Help
Desk portal for the City Of Menasha.

BOSS features

BOSS gives users the ability to quickly address issues they are having and also have
the ability to see the status of their issues. Requests to issues are going to be referred
to as “Tickets” with the BOSS web interface you will be able to keep track of your
Tickets and check the progress of them.
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How to access BOSS

The first thing you need to do is open your Browser by clicking an icon that looks
something like Fig 1.1.

Vs

Fig 1.1

You should now see something similar to Fig 1.2.

{= Welcome to the City of Menasha! - Microsoft Internet Explorer provided by City of Menasha

(€

— =
‘—yv ‘u—?]‘ s cityofmenasha-wi.gov)/ content/community p v B+l X > Live Searct [ R~

File Edit View Favorites Tools Help

5y Favorites % 1) Problem Projects ~ () Shipping & Recycle ~ 83§ Boss

(@ = e »
| [ Welcome to the City of Menashal | f2 - B =1 dmh - Pager Safetyr Toos~ @

City of Menasha

—rr

140 Main Street ¢ Menasha, Wisconsin 54952-3151

Agendas Minutes
& Televised
Meetings Welcome to Menasha
;\gr?’::&astlons 5 Menasha is a city of 17,437 located on the north west
shore of Lake Winnebago and the mouth of the Fox
Available River. Our neighborhoods are filled with diverse and
Commercial Sites friendly [.)eople; head to the gastern s!de of the _City
And Buildings and you'll ﬁnc! a subyrban lifestyle with convenient
access to major retail areas both north and west.
Budget Menasha's riverfront downtown is seeing a revival
Calendar filled with art, restaurants, and history. Visit our parks
] and trails, explore our history, and enjoy the friendly
Directory atmosphere that is our community.
Employment
Opportunities
FAQs <y Downtown Marina Terrace
i Menasha Thursdays
Manpal ode [Farm Fresh] 2:00 — A:0N PM v
Joone € Internet h v H100% -

Fig 1.2

You now need to locate the BOSS link that will take you to the User Portal of this
application.
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The link to the BOSS application is to the right of Favorites as seen in Fig 1.3.

/= Welcome to the City of Menasha! - Microsoft Internet Explorer proyided by City of Menasha

@t j' [@1 ntkbpe /S cityofmenasha-wi.gov/ content/communicy findex.php
File Edit View Favorites Tools Help

7.«? Favorites } i@ |5) Problem Projects ~  (5) Shipping &Recycle ~ B Boss

11 Welcome to the City of Menasha! ’

Fig 1.3

8.8 Boss

After clicking the icon the browser will look like Fig 1.4.

Note: The image Fig 1.4 does not have any active tickets or if this is your first time using the
application you will not see any tickets displayed.

Welcon|

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION +EMPOWER « EXCEL

User Tickets "‘x‘v New Ticket N‘x‘ Y"v.,\ Contact Us Feedback ' Preferences \
Tickets: | All Tickets - Tickets : All Tickets (a]c] @l
E Drag a column header and drop it here to group by that column
2 1D Created On Last Updated  Technician Title Severity Status ggi:sed

There are no Tickets!

City of Menasha Version: 2.11

Fig 1.4
Congratulations you can now access the BOSS User Portal.

Next we will explain what you’re looking at in Fig 1.4.
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What you will first see
m

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets '\\ New Ticket | FAQ | ContactUs | Feedback | Preferences \

Tickets: | All Tickets - Tickets : All Tickets BE®

%’ Drag a column header and drop it here to group by that column

Extended

D Created On Last Updated Technician Title Severity Status
Status

There are no Tickets!

City of Menasha Version: 2.11

Fig 2.1

Fig 2.1 is an example of a typical BOSS User Portal interface. This is how you will be

able to interact with Information Technologies (IT) staff at the City of Menasha.

Next the various tabs you are currently looking at will be given a brief explanation; we

will go into further detail of these tabs later on.

The 1°' tab is User Tickets (Fig 2.2), for first time users this will be blank. This is where
you will get information on the status of your current open Tickets; similar to the image

below. This will be explained in more detail later on.

Welcome to the NEW City Of Menasha Web Helpdesl

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets 4\\ New Ticket | FAQ Contact Us V\_L Feedback ' Preferences |

Tickets: | Assigned (1) b Tickets : All Tickets aE @|

& || Drag a column header and drop it here to group by that column
|3

Last z 2 Extended
1D Created On Updated Technician Title Severity Status Status

William Cellphone is no longer
38 09/28/2012 09/28/2012 Chuvala working: Medium In Progress

City of Menasha Version: 3.11

Fig 2.2
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The 2" tab is the New Ticket tab, as shown in Fig 2.3. This is where you will enter the
current issue you are having with a particular device, piece of software, printer, or fax.

Welcome to the NE

Switch to Admin Portal

Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION . EMPOWER « EXCEL
User Tlckets New Ticket \ FAQ ) ContactUs |\ Feedback X Preferences

( Ticket Details \

Ticket Template: | --Select Template-- =]

Frs | HelpDesk -

Category: i --Select One-- v Asset: fA--SeIect One-- v
Subcategory: --Select One-- v DpBanss Email status updates

Title: [

Description: |?|

| Additional Information '\

Telephone 920-967-3607
Department Information Technology

{ Attachment(s) \\

Choose File:

| Browse... |
Description:
| Add Attachment |  Capture Screen Shot |
| Submit || Cancel |

City of Menasha Version: 3.11

Fig 2.3
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The 3" tab is Frequently Asked Questions (FAQ) (Fig 2.4) this is where you can find
help on some of the most common questions as well as suggestions on how to resolve
the issue by yourself and of course, if you are still unable to solve your problem you can
always create a Ticket. This is where you should look at the FAQ tab first before
creating a new Ticket since some common issues and solutions can be found here.

Welcome to the

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets “‘k\ New Ticket \ FAQ "‘-.\ Contact Us Y‘\.\ Feedback \‘:\‘. Preferences \
| ©Keyword O Question Q]
=~ Groups
+"¥ HelpDesk Unable to access wireless internet

How do I change the font in Microsoft Word?

How do I change the font in Outlook?

Printer not working?

T—a—

Fig 2.4
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The 4" tab Contact Us (Fig 2.5), is a quick reference for the names of the IT Staff as
well as their contact information.

Welcome to the NEW City Of Menasha Web Helpdesk Portal! .......

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER - EXCEL

User Tickets '\ New Ticket FAQ T Contact Us \!'\. Feedback ' Preferences \
First Name Last Name Phone Number Email Address
Jeff Lacey 920-967-3637 jlacey@ci.menasha.wi.us
Patrick James 920-967-3636 pjames@ci.menasha.wi.us
William Chuvala 920-967-3607 wchuvala@ci.menasha.wi.us

City of Menasha Version: 3.11

Fig 2.5

The 5" tab is Feedback (Fig 2.6). This is where you can contact the IT Supervisor on
the quality of service you received, be it good or bad.

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER + EXCEL

=
[ User Tickets New Ticket \ FAQ \ Contact Us T Feedback ' Preferences \

Tell us what you think!!

’ @ Comment O Suggestion O Complaint O Request

Full Name: | William Chuvala |

Email Address: [ wchuvala@ci.menasha.wi.us ]

Message: z]

| Clear | | Submit |

Fig 2.6
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The 6" tab is Preferences (Fig 2.7). This is where you can change the type of
information shown on the first tab called User Tickets.

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER - EXCEL
G ey i o
[ User Tickets ) New Ticket V\\ FAQ h Contact Us Y'\ Feedback } Preferences

“ Settings |\

\

| @ Select Columns to Display in the Grid.

Created On Last Updated [J Group [[] category [[] Subcategory
Technician Title Severity Status Extended Status
[ Asset [ Email Ccatt [[] custom Fields

[ Save

City of Menasha Version: 3.11

Fig 2.7
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Understanding User Tickets

Switch to Admin Portal
Welcome, William Chuvala
' Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

Y : ( 3
User Tickets |\ New Ticket A FAQ \ ContactUs A Feedback b Preferences

Tickets: {Assigned 2) v | Tickets : All Tickets ﬁ [§]|
= || Drag a column header and drop it here to group by that column
g
i Last = . : Extended
D Created On Updated Technician Title Severity Status Status

William : -

45 09/28/2012 09/28/2012 heavaly Cellphone Medium In Progress
William =

44 09/28/2012 09/28/2012 el Outlook Issues Medium In Progress

City of Menasha Version: 3.11

Fig 3.1
By default you will see the following information on a user Ticket shown in Fig 3.1:

e |ID

e Created On

e Last Updated
e Technician

e Title
e Severity
e Status

e Extended Status

Each of these are, by default, set in the Preferences tab. You can add more, but that
will be discussed on Page 35.

The default headers for the columns are:
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ID: The number that is assigned to your Ticket and may be referred to when multiple
Tickets are shown.

Created On: This shows the date of when the Ticket was created.

Last Updated: The last time the Ticket has seen any changes since the date it was
created.

Technician: Name of the City of Menasha IT staff member that is assigned to your
Ticket.

Title: The type of issue you are having when you filled out a new Ticket. This will be
explained in further detail later on.

Severity: The issue level of importance. The issue severity can be changed by the
Technician if need be.

Status: The current status of your Ticket in real time.

Extended Status: This will tell you the progress toward the resolution of your Ticket.
Below is the list of possible Status messages:

In Progress

BackOrdered

Waiting on End
User

Waiting on
Manager
Approval

Closed
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Welcome to the NEW City (

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

~
User Tickets \_New Ticket | FAQ \ ContactUs Feedback Preferences \\
Tickets: | Assigned (3) v Tickets : All Tickets [a] @|
E| Drag a column header and drop it here to group by that column
|3
e Last i 2 2 Extended
D Created On Updated Technician Title Severity Status Status
a7 09/28/2012 0g/28/2012  Wiam Hard Medi Inp
Chuvala ardware edium n Progress
as 09/28/2012  09/28/2012  \Wiliam Cellph. Medium In Progress
Chuvala LRI g
William -
a4 09/28/2012  09/28/2012 Chuvala Outlook Issues Medium In Progress

City of Menasha Version: 3.11

Fig 3.2

On the User Tickets tab (Fig 3.2) you see your current tickets and their status, a
Technician may ask you to add additional information to it. The technician will ask you

to select the current Ticket they are working on, in this example #47. Hover your mouse
over ticket you wanted until it looks similar to Fig 3.4.

Wéicome to tﬁe NEW City Of Menasha Web Helpdésk Portaﬁ ......................

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets X New Ticket |\ FAQ ( ContactUs ' Feedback | Preferences \
Tickets: | Assigned (2;) ». Tickets : All Tickets ﬁ @‘
ﬂ Drag a column header and drop it here to group by that column
g
2 Last s 3 Extended
D Created On Updated Technician Title Severity Status Status
William 3 2
47 09/28/2012  09/28/2012 Hardware Medium In Progress
Chuvala
s 09/28/2012  00/28/2012  Wiliam Cellphone Medium In Progress
Chuvala
William S
44 09/28/2012  09/28/2012 s Outlook Issues Medium In Progress

City of Menasha Version: 3.11

Fig 3.4
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Once it is highlighted, double click the Ticket and you should see Fig 3.5.

Fig 3.5

This should flash very quickly and move on to the screen Fig 3.6. (If you cannot
progress pass Fig 3.5 screen, contact IT.)

ortal better ...

Switch to Admin Portal
Welcome, William Chuvala
s Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

[ User Tickets New Ticket FAQ Contact Us Feedback Preferences
Ticket: 47 - Hardware g;
[ Ticket Details Attachment(s) Additional Information R

Group: HelpDesk Created By: William Chuvala
Category:  Hardware Severity: Medium

Subcategory: PC Extended Status: In Progress

Assigned To: William Chuvala Last Updated: 9/28/2012 2:44:14 PM
Status: Assigned Asset: None Selected

g:t:" » 9/28/2012 2:40:22 PM Options: Email iedites

The i e will not work
Notes:

|William Chuvala (CITYOFMENASHA\wchuvala) wrote on 9/28/2012 2:44:14 PM

Add Notes:

| UpdateTicket | CancelTicket | Cancel |

City of Menasha Version: 3.11

Fig 3.6
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There are three Tabs. Each does a different task.

First we will talk about Ticket Details (Fig 3.7). This Tab contains information about
your current Ticket. There are several things you can do on this Tab.

l Ticket Details . Attachment(s) ' Additional Information
Group: HelpDesk Created By: William Chuvala
Category: Hardware Severity: Medium
Subcategory: PC Extended Status: In Progress
Assigned To: William Chuvala Last Updated: 9/28/2012 2:44:14 PM
Status: Assigned Asset: None Selected
Dat 9/28/2012 2:40:22 PM Opti H <
o;:,ed: 128/ HS Email status updates
Fig 3.7

The 1% one is the ability to stop or start receiving email updates about your Ticket by
clicking on the check box to the left of Email status updates.

The 2" is where you can add any additional notes in case you might have forgotten
something see Fig 3.8.

Description: The following hardware will not work

William Chuvala (CITYOFMENASHA\wchuvala) wrote on 9/28/2012 2:44:14 PM

Add Notes: ‘?‘
ﬁ)rgot to add something about the Hardware issues everytime I start it up I hear 3 beeps.|

Update Ticket ||  Cancel Ticket || Cancel

Fig 3.8

At the bottom of the Fig 3.8 you see the following buttons:
Update Ticket || Cancel Ticket | Cancel |

“Update Ticket”: will send any information you added in the text box.

The text box “Add Notes:” similar to how Fig 3.8 looks to appear prior to submission.
Once you have selected | UPdate Ticket 0 information will be updated in the
“‘Notes:” text box shown in Fig 3.9 on the next page.
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Notice how the text from the image on the previous page has now disappeared and has
moved up to the Notes text box (Fig 3.9).

Description: The following hardware will not work

Notes ‘William Chuvala (wchuvala) wrote on 9/28/2012 3:18:57 PM
I forgot to add something about the Hardware issues everytime I start it up I hear 3 beeps.

'William Chuvala (CITYOFMENASHA\wchuvala) wrote on 9/28/2012 2:44:14 PM

Add Notes: I?’

Update Ticket |  Cancel Ticket | Cancel |

Fig 3.9

The “Notes:” field generates a Time Stamp, so you know when you last updated any
information. You do not need to worry about spelling, but know there is no spell check in
version 3.11. If you do add something or if you want something removed, you can make
an additional note for the Technician to ignore it or add additional information.

Next there is the | CancelTicket  pytton and it will cancel the newly created Ticket and
remove it. You will see the message shown in Fig 3.10 display asking you to confirm
the cancelation of the Ticket.

Message from webpage @

\p Are you sure you want to cancel the ticket?

I OK ] [ Cancel

Fig 3.10

Finally there is the | <<€l | putton and this will simply place you back where you were
before you selected this Ticket, in case you selected the wrong one or decided you do

not wish to add an additional ticket or cancel the current ticket entry.
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to the NEW City Of Menasha Web Helpdesk Portal! ...........cc.c......... Thank you for your patience

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets \\ New Ticket V'\,. FAQ V‘\,. Contact Us Y’\,. Feedback \:'n,\ Preferences \

Ticket: 47 - Hardware C.;:"

-———————— 3
Ticket Details Attachment(s) \ Additional Information

Choose File:

| CBrowse...

Description:

Add Attachment | |  Add Screen Shot

| UpdateTicket | Cancel Ticket | Cancel |

Fig 3.11

The next Tab is Attachments see Fig 3.11. In addition to the buttons previously
discussed, there are an additional 3 buttons and a Description (see Arrow in Fig 3.11)
text box in this Tab.

We will start with the button (Brewse.. ] If you are familiar with Microsoft Windows, you

may have seen something like this before. When the [(Bewse.. Jputton is pressed a
window will pop up similar to image Fig 3.12.

'e work to make this nortal hetter ...
Choose File to Upload itch to Admin Portal

Lookic [ 1 2y s come, William Chuvala
’ ockin: | ©9 Inages = o &~ hterprise Administrator

= =" |5 snaG-014.jpg
. § g) (C)User Manual Images | Thumbs.db

——  MyRecent |[5]sNAG-001.jpg

Ry A TR
User Tickets Documents 5] SMAG-002.jpg
7 | £ sNAaG-003.jpg

Ticket: 47 - Hardwarg L T z

) smaG-004.jpg
> | eskiop ) snuaG-005.jpg
Ticket Details - ¥ SaG-006.jpg
J @SNAG»DW.)’W

. rEﬁ]Sl\mG-clcla.jpg
£ 5naG-009.1pg
£ snaG-010.jpg
| £ SAG-011.jpg
%) smaG-012.jpg
5] smaG-013.jpg

8

Choose File: My

Description:

Add Attachment l »g

My Network  File name: | v Open
laces I _I I—
Files of type: | anFies (-7 ~| Cancel
7 |

City of Menasha Version: 3.11

Fig 3.12
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Select the file you want to attach as demonstrated in the image Fig 3.13.

B/

ENVISION « iMPOWER
My Recent
User Tlckets \ . N Documents
Ticket: 47 - Hardwarg @
Desktop

| Ticket Details

s

we work to make this nortal hetter ...
Choose File to Upload

@ itch to Admin Portal

Look in: I 19 Images

lcome, William Chuvala

2 [ i A e

hterprise Administrator

1

¥ smac-001.jpg
¥ smac-002.jpg
¥ sMaG-003.jpg
¥ smac-004.jpg
@SNAG-UOS ipa

QSNAG -007.jpa
¥ smac-008.jpg

() User Manual Images

%] shaG-014.jpg
| Thumbs.db
¥ smac-015.jpg

a

Choose File: My Documents 151 SNAG-009.jpg
£ sMaG-010.jpg
Description: ‘ @ @SNRG-OI 1ipg
- My Computer @SNAG—OlZ.jpg
¥ 5MaG-013.jpg
| Add Attachment ' -Q
Mypl;le!work File name: ISNAG-UEIB,ipg _:] Open I
aces
Files of type: | &1l Files (%7) ~| Cancel
\ I JL 1] 4
City of Menasha Version: 3.11
Fig 3.13

Next click the button labeled . This will select and add your file; your screen
should look similar to image Fig 3.14.

Welcome to the NEW City Of Menasha Web Helpdesk Portal! ........cccceeeeenanenes Thank you

B/SS

ENVISION - EMPOWER - EXCEL

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

X

User Tickets V‘\\ New Ticket

FAQ

Contact Us

V'\ Feedback

> ¢ X
\ Preferences

Ticket: 47 - Hardware

—_—
Ticket Details Attachment(s) \ Additional Information \"\

U8

Fig 3.14

|

Choose File:
|[M:\Images\SNAG-006.ipg | (Browse... )
Description: ‘
|  Add Attachment | | Add Screen Shot |
Update Ticket ||  Cancel Ticket || Cancel

|

City of Menasha Version: 3.11
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Select the Description: text box by clicking anywhere in the white part of the box to
enter a description for the attached file see Fig 3.15.

Thank you for your patience as we work to make this portal better ...

Switch to Admin Portal

Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL
User Tickets '\ New Ticket \ FAQ X\\ ContactUs | Feedback | Preferences \

Ticket: 47 - Hardware 5?;

Ticket Details Attachment(s) ' Additional Information \\

Choose File:
[M:\I \SNAG-006.jpg

Description: This is an image of the error box I keep seeing.

Add Attachment | | Add Screen Shot |

| UpdateTicket || CancelTicket || Cancel |

City of Menasha Version: 3.11

Fig 3.15

If this is all you wanted to do you would select | AddAttachment |- yq,r screen should
look similar to Fig 3.16.

Wéléome to tlrlre NEW City OrfwMenasha Web Hélpdesk Porta'l!‘ ........................ TI

Switch to Admin Portal

Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets |\ New Ticket | FAQ '\ ContactUs \:\ Feedback V‘\.\ Preferences \

LUN

Ticket: 47 - Hardware

[ Ticket Details Attachment(s) VV"\ Additional Information \

Choose File: [E—m (1)SNAG-006.jpg

Description:

|  AddAttachment | |  Add Screen Shot |

| UpdateTicket || CancelTicket | Cancel |

City of Menasha Version: 3.11

Fig 3.16
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If you didn’t already have an image of your error message, you can use the button that

was nextto | AddAttachment | oq)jeq | AddScreenShot | \when selected your window

will look similar to the image Fig 3.17.

lelpdesk Portal! .....cccecivvecnncennee. Thank you for your patience as we work to make this portal be

Switch to Admin Portal

Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL
User Tickets \:\‘ New Ticket ‘:\. FAQ ‘:\ Contact Us Y Feedback \"'\. Preferences \'\.

Please select Screen to Capture 5’,

BOSS User Manual.docx - Microsoft Word

[y
n \
—

Entire Desktop

Images

Inbox - Microsoft Outlook

Snaglt/32 -
(1)SNAG-006.jpg

Support Central

|  CaptureScreen | | Close |

| UpdateTicket || Cancel Ticket | Cancel |

City of Menasha Version: 3.11

Fig 3.17

You would select the application window that is having the issue. This is assuming that
the error message is occurring inside a program listed and not a program that isn’t
listed. If it is a program not listed, call IT to help with taking a screen shot.
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Welcome to the NEW City Of Menasha Web Helpdesk Portg

Switch to Admin Portal
Welcome, William Chuvala
' Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

[ User Tickets V‘\.‘ New Ticket -4‘\ FAQ V‘\. Contact Us V\_ Feedback V\‘ Preferences \

Please select Screen to Capture =,

BOSS User Manual docx - Microsoft Word
Entire Desktop

n \

Support Central

|CEmme ) |(1SNAG-006.4pg

]

| CaptureScreen | | Close |

Update Ticket | Cancel Ticket || Cancel |

City of Menasha Version: 3.11

Fig 3.18

When you select your program, it is highlighted Fig 3.18. When you press the

Capture Screen

' button it will take a screen shot of the program that you have

selected, otherwise you can select | | to cancel this Ticket update. If you chose to
select screen capture your screen should look similar to the image Fig 3.19 and the
screen capture will look like an attached file.

Welcome to the NEW City

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

\ User Tickets | New Ticket Y\\ FAQ ‘\_ Contact Us V‘\ Feedback Y'\ Preferences |

Ticket: 47 - Hardware

X 3
Ticket Details Attachment(s) \ Additional Information \

U3

Choose File:
| H Browse... ]

(1)SNAG-006.jpg
(2)SCR30.tmp.jpg

Description:

|  AddAttachment | | Add Screen Shot |

| UpdateTicket || CancelTicket || Cancel |

City of Menasha Version: 3.11

Fig 3.19
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When you select | Update Ticket

Message from webpage @
! E - Please enter some notes!

, you may see a message similar to Fig 3.20.

Fig 3.20

The reason for this message is because the application wants to know the justification
for these added files. Add some notes for the files on Ticket Details tab and select
Update Ticket

' again.

Finally you have the Additional Information tab Fig 3.21. This contains information
similar to what is shown below. This is your own personal contact information used by
the Technician.

portal better ..

B)SS

ENVISION - EMPOWER - EXCEL

User Tickets X‘u, New Ticket V‘\.\ FAQ V‘\\ Contact Us -Y‘x. Feedback V“».\ Preferences \

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

Ticket: 47 - Hardware =

=)
{ Ticket Details Attachment(s) | Additional Information \
Telephone 920-967-3607
Department Information Technology
| UpdateTicket | Cancel Ticket || Cancel |

City of Menasha Version: 3.11

Fig 3.21
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Creating a New Ticket
We will now discus ticket creation. Selecting the New Ticket tab will display a window
like Fig 4.1.

Welc

Switch to Admin Portal

Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION . EMPOWER «EXCEL
User Tlckets New Ticket "'\. FAQ \{‘\ Contact Us Y\ Feedback V‘\\ Preferences \"-\

[ Ticket Details

Teket [ _olect Template- ‘

Groups

: HelpDesk |

Assat: | --Select One-- v

Options: Email status updates

|
. ¥ e, w1
Category: | --Select One-- v |
Subcategory: ‘

| --Select One-- V\

Title: l

Description: ‘E

[ Additional Information \\.\

Telephone 920-967-3607
Department Information Technology

.
[ Attachment(s)

Ch File:

|(Browse.._|

Description: :

| Add Attachment | |  Capture Screen Shot |

| Submit || Cancel |

City of Menasha Version: 2.11

Fig 4.1
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Some of these dropdowns may not be needed when creating a Ticket on your issue.
Sometimes all of it may be needed, so we will review all options listed on the page.
First, a quick break down of the use of each of the dropdown menus Fig 4.2.

Welcome to the NEW City Of Menasha Web Helpdesk Portal! .............

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets | New Ticket FAQ ContactUs ' Feedback Preferences '\

|‘ Ticket Details

Ticket

Template: Hardware v
Crotps HelpDesk v
Category: Hardware v Asset: --Select One-- X
Subcategory: | pe v Options: Email status updates
Fig 4.2

The following dropdowns are present and the information will differ depending on what
you select.

e Ticket Template --Select Template-- -
e Groups Srougs ‘ HelpDesrk v

e Category Cabegory: --Select One-- =

o Subcategory s --Select One-- v

e Asset Assets --Select One-- =

We will first discuss Ticket Template. The following examples are only a few options
and they were created for training purposes. Templates are used to auto fill in the
information for you.

When you select the drop down menu for Ticket Template shown in Fig 4.3.
--Select Template-- v |
Fig 4.3
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It will expand into something resembling Fig 4.4.

. --Select Template-- >l
--Select Template--
Cellphone

Hardware

HTE Password Reset
Outlook Issues

Fig 4.4

In this example there are 4 possible choices. The first one in this example is Hardware.
When selected, the loading screen will look like the image Fig 4.5 for a brief moment.

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER - EXCEL

UserTlckets New Ticket "‘\_ \‘:‘,. Contact Us \:\. Feedback \:\‘ Preferences \'\

Fig 4.5
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The form should auto fill and look similar to Fig 4.6.

Welcome to the NEW City Of Menasha Web H

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

Y

User Tickets New Ticket '\ FAQ | Contact Us

V“-\ Feedback V‘\ Preferences \‘\
\
( Ticket Details

Ticket

Template: | Hardware =
Cronps | HelpDesk -
Category: Foemen = Asset:

--Select One-- -|

Subcategory: | pc < Options:

Email status updates

Title:

‘ Hardware

Description: z‘
The following hardware will not work.
- List Hardware Below -

[ Additional Information \‘x,

Telephone 920-967-3607

P
‘l Attachment(s) \“x‘

Choose File:

[ |(Browse...J

Description:

| Add Attachment | | Capture Screen Shot |

| Submit || Cancel |

Fig 4.6

If the Template you selected addressed your problem, you can simply select | Submit ]
and you will get a window that looks like Fig 4.7.

Ticket # - 48 Successfully Created.

I Close ]

Fig 4.7
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That is how you would create a Ticket using a Template, but what if you couldn’t find
your particular issue listed in the Templates dropdown; what would you do?

You would create your own custom Ticket, using the same form Fig 4 8.

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

UserTlckets New Ticket \ FAQ X Contact Us V"\ Feedback X

\ \",
\ \ Preferences
[ Ticket Details |

Temmiate: | --Select Template-- |
Growrs | HelpDesk %
Category: i --Select One-- v \ Asset: lr-r-S.e»Iéct One-- v i
Subcategory: ‘ --Select One-- 1‘ Optinn=s Email status updates
Title: I
Description: )
K3

N\
[ Additional Information

Telephone 920-967-3607
Department Information Technology

{ Attachment(s) \'\.‘

Choose File:

][ Browse... |

Description:

| l

Add Attachment | |  Capture Screen Shot

| Submit || Cancel |

City of Menasha Version: 3.11

Fig 4.8
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Now this time skip the Select Template dropdown and move to Groups (Fig 4.9) with
HelpDesk displayed.

Exgaps HelpDesk v

Fig 4.9

When you select the dropdown to try and change it you see Fig 4.10 there is no other
options you will always use the default HelpDesk.

HelpDesk v

--Select One--
HelpDesk

Fig 4.10

» Always keep the default value of HelpDesk.

The Category dropdown (Fig 4.11) allows the user to select from a list of categories
that match their issue.

Category:

Fig 4.11

--Select One-- v

Selecting the dropdown you will see several options Fig 4.12.

--Select One-- v

l --Select One--
’Communications
|Hardware
|Projects

| Software

Fig 4.12

We will be adding categories as issues warrant. But for this example we will select
Hardware: (Fig 4.13)

Categacy: Hardware v

Fig 4.13
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Once a Category is selected we need to select a Subcategory (Fig 4.14) which will
narrow the field further.

Subcategory: --Select One-- v

Fig 4.14

Select the dropdown menu and a list of different hardware will appear. Select the type
of hardware you are having an issue with (Fig 4.15).

--Select One-- v
i--Select One--
iFAX
iLaptop
PC
|Printer
| Server Asset

Fig 4.15

We will select Printer in this example.

There is one more dropdown menu we haven'’t talked about and that is Asset

(Fig 4.16). These are the hardware devices assigned to you by the City of Menasha.
This would then add that piece of hardware to the Ticket allowing the Technician to look
up the device and see any problems it may have had before.

Asset:

Fig 4.16

--Select One-- v

In the example Fig 4.17 there is only one Asset assigned to the login account. This
asset would be assigned to your network user account and done by IT.

|-Select One-- ladl

--Select One--
WORD

Fig 4.17

Here we see only one Asset. This is a computer with the name WORD. If this was the
hardware in question, it will be helpful to the Technician to know so you would select it
from the dropdown menu. However we selected a Printer and since this is the name of
a Computer and not a printer this would only confuse the Technician, so you should
leave it blank in this case.
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The Ticket will need the Title filled out (Fig 4.18).

Title: ’

Fig 4.18

Since we are having a Printer issue we could put in “Printer will not print my document”
(Fig 4.19).

Title:

Fig 4.19

[ Printer will not print my document]

Once that is filled in you need to fill out the Description field explaining, in as much
detail, your exact issue. There is a place for Additional Information. This is where you
can attach files and take screen shots Fig 4.20.

[ Additional Information

Telephone 920-967-3607
Department Information Technology
‘ Attachment(s)
Choose File:
[ J Browse...
Description:
| Add Attachment | |  Capture Screen Shot
Submit || Cancel |

Fig 4.20

Once you have attached any files you feel are needed to address your issue or attached

Submit

screenshots showing the issue you are encountering, you would select | 'and

create your New Ticket resulting in a window like in Fig 4.21.

Ticket # - 48 Successfully Created.

| Close J

Fig 4.21
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Selecting |'°%% | will bring you back to the User Tickets tab with the addition of the
ticket you just created, in this case it's Ticket # 48 see Fig 4.22.

) —— William ’
48 09/28/2012 09/28/2012 Huriaks Hardware Medium In Progress

Fig 4.22

Additional Information will not be the same from template to template. Below is an
example of this:

This is the Additional Information Tab from the Hardware template as seen in
Fig 4.23.

1' Additional Information

Telephone 920-967-3607

Department Information Technology
l Attachment(s)

Choose File:

|(Browse.._]

Description:

Add Attachment | Capture Screen Shot

| Submit || Cancel |

City of Menasha Version: 3.11

Fig 4.23

Here is the Cellphone template Fig 4.24. There is an addition to this Tab that was not
previously available on Hardware. The name of the new dropdown is called Cellphone
issue.

[ Additional Information
JTelephone 9299675607 Cellphone issue --Select One-- ¥:
Department Information Technology
‘ Attachment(s)
Choose File:
|| Browse...
Description:
| Add Attachment | Capture Screen Shot |
| Submit || Cancel |
City of Menasha Version: 3.11
Fig 4.24
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When the dropdown is selected, a list of common issues are displayed see Fig 4.25.

 --Select One-- >

--Select One--

Won't recive emall

Won't recive incomming calls
Won't make outgoing calls
|Won't connect to Internet
Service Faliure

Not finding a sginal

Will no longer power on
Battery will not charge

Fig 4.25

Once an issue is selected you will be able to create your Ticket by selecting | >4emit |

but you will see a message similar to Fig 4.26.

Message from webpage @
! E - Please enter a description.

Fig 4.26

The Description text box (Fig 4.27) is prompting for a description of the issue you are
experiencing. The description helps narrow down the issue for the Technician assigned
to your Ticket.

Description: ; v ‘

Fig 4.27
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In the Description you would add information that pertains to the selected issue from
the Cellphone issue dropdown menu. Once you have filled this out and you are

satisfied with the result, you can select | Submit | The Fig 4.28 is indicating that the
ticket was created without any issues is displayed.

Ticket # - 48 Successfully Created.

Close

Fig 4.28
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Using FAQ

Welcome to the NEW City Of

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tickets \:"-. New Ticket ' FAQ Contact Us \:\ Feedback Preferences
|| ©Keyword O Question &4
=i~ Groups
+ & HelpDesk Unable to access wireless internet

How do I change the font in Microsoft Word?

How do I change the font in Outlook?

H Printer not working?

Fig 5.1

The Frequently Asked Questions or FAQ is your resource for solving your issue on your
own. This is the 1 place you should look when you have an issue. Most issues a
Technician has encountered, and the solutions that were found, are here. This is only
for commonly found issues and ones the IT department feel confident that the end-user
(You) can solve on their own, rather than wait for a Technician to arrive. When you
select an issue from the list, a solution will be displayed Fig 5.1.
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ence as we work to make t

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION « EMPOWER « EXCEL

User Tickets \‘z\ New Ticket 1 FAQ "\‘ ContactUs |\ Feedback | Preferences \

[ | ©Keyword O Question &Y

=I* Groups =

+¥¥ HelpDesk Unable to access wireless internet

How do I change the font in Microsoft Word?

How to Change F

You need to follow these steps:

T in Word

1. Click File, click New, click Blank Document, move the cursor down to the lower
: right-hand side and then click Create. .
H : 2. Atthe top, you will see the toolbar, and in the Font group. in the lower right-hand
: corner, you will see and need to click the Font flvout.
3. Select the options that you want to apply to the default font. such as font style
(Arial) and font size (11).
1. Note: If you selected specific text, you will see the
properties of the selected text are set in the dialog box.

4. Inthe lower left-hand corner, you will see and need to click Default. 1
5. A dialog box will then pop open. informing you of the settings that you are about to !
make, “All documents based on the Normal template?”, then click OK.

City of Menasha Version: 3.11

Fig 5.2

There are sometimes directions on how to correct the problem; other times there are a
list of various issues to why you may be encountering a problem Fig 5.2 / Fig 5.3.

tal better ..

B)SS

ENVISION + EMPOWER « EXCEL

X ”
User Tickets V\ New Ticket T FAQ |\ Contact Us \‘\ Feedback |\ Preferences \"\

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

[ | ®Keyword O Question [

=

=~ Groups Unable to access wireless internet
+“¥% HelpDesk

How do I change the font in Microsoft Word?
How do I change the font in Outlook?

Printer not working?

There are various issues that could result in a printer not working:

» No paper in the feed tray
Network/Ethernet cable not connected
Printer/USB cable not connected
Toner low

Paper jam

Please check the ususal issues, and if this does not resolve the main issue, please notify

Fig 5.3

If you have tried these solutions, and you are still having an issue, you can then create
a Ticket for the problem you have encountered.
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Contact Us Tab

Welcome to the NEW City Of Menasha Web Helpdesk Portal! ........
Switch to Admin Portal
. j ?Velcome,' W-lliam (.:huvala
. Role : Enterprise Administrator
ENVISION EMPOWER +« EXCEL
User Tickets  New Ticket Y‘. FAQ Contact Us Feedback . Preferences A

First Name Last Name Phone Number Email Address
Jeff Lacey 920-967-3637 jlacey@ci.menasha.wi.us
Patrick James 920-967-3636 pjames@ci.menasha.wi.us
William Chuvala 920-967-3607 wchuvala@ci.menasha.wi.us

City of Menasha Version: 3.11

Fig 6.1

In Fig 6.1 (Contact Us Tab) you will find contact information for City of Menasha IT
department. This is provided in case you are unable to create a Ticket or if the issue
you are encountering cannot be created as a New Ticket.
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Feedback Tab
[ ——

Switch to Admin Portal
Welcome, William Chuvala
’ Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

[ User Tickets |\ New Ticket V‘\ FAQ | contact Us T Feedback !"\ Preferences

‘ Tell us what you think!! ‘

‘ @ Comment O Suggestion O Complaint O Request

Full Name: | William Chuvala |
Email Address: [ wchuvala@ci.menasha.wi.us |
Message: 7 ’

| Clear | | Submit |

Fig 7.1

This is where you can create a message Fig 7.1. There are 4 options to choose from
when creating an email using Feedback as seen in Fig 7.2.

® Comment O Suggestion O Complaint O Request

Fig 7.2

Comment: would be a comment on the service received with your issue.

Suggestion: is for something you feel needs to be added or changed in the process or
whatever else you want to suggest.

Complaint: can be about anything pertaining to the service received on your issue to
the time frame even the level of customer service received.

Request: could be for anything you might need to request from IT. This could be
anything from a conference room setup to a new toner cartridge, again do not feel
limited in filling these out.
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Understanding Preferences

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

User Tlckets  New Ticket V"-.\ FAQ | ContactUs ' Feedback 1 Preferences ‘

" Settings |

| @ Select Columns to Display in the Grid.

Created On Last Updated [ Group [ category [] Subcategory
Technician Title Severity Status Extended Status
[] Asset [C] Email [Ccan [[] Custom Fields

[ Save

City of Menasha Version: 3.11

Fig 8.1

The final Tab, Preferences (Fig 8.1) is where you would add additional information to
the front page called User Tickets. By default Fig 8.1 is what is selected, but that
doesn’t mean you need to keep it this way. In Fig 8.2 the defaults are unselected and

Save

the other options are then selected and the '~ “button is pressed.

s we work to make this portal better ...

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION « EMPOWER « EXCEL

UserTlckets Y\ New Ticket "\ FAQ Y'\ ContactUs '\ Feedback I Preferences

|' Settmgs

| @ Select Columns to Display in the Grid.

[J created On [ Last Updated Group Category Subcategory
[J Technician Citle [ severity [ status [J extended Status
Asset Email Call Custom Fields

Save

City of Menasha Version: 3.11

Fig 8.2
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Now when the User Tickets tab is selected we see the updated page Fig 8.3.

)

Switch to Admin Portal
Welcome, William Chuvala
Role : Enterprise Administrator

ENVISION - EMPOWER « EXCEL

X N ~ B Y \
User Tickets | New Ticket '\ FAQ '\ ContactUs \ Feedback \ Preferences \
Tickets: | Assigned (5) v Tickets : All Tickets ﬁ |@ @
= || Drag a column header and drop it here to group by that column
g :
Eall 1D Group Category Sub Category Asset Email Call Telephone Department
& s 920-967- Information
49 HelpDesk Communicati... Cellphone ./ 3607 Fechnology
920-967- Information
48 HelpDesk Hardware PC / 3607 Fadiriolagy
920-967- Information
47 HelpDesk Hardware PC ./ 3607 Fechnology
L s 920-967- Information
45 HelpDesk Communicati... Cellphone / 3607 Tadiriolagy
920-967- Information
44 HelpDesk Software OQutlook ./ 3607 Fechnology

Fig 8.3

Here is a breakdown of these options.

ID: The number that is assigned to your Ticket and may be referred to when multiple
Tickets are shown.

Group: This is by default set to HelpDesk so it shows the Group always as HelpDesk
Category: This is the Category that the Ticket you created is in.

Subcategory: This shows the Subcategory that the Ticket created is under.

Asset: Unless this was selected when the Ticket was created this is going to be blank.
Email: This indicates that you will be receiving email as your issue is worked on by the
Technician this includes any notes they may have added to your Ticket.

Call: This is not used.

Telephone: This is your contact number.

Department: This is the Custom Fields option.

Page | 37



