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Getting Started 
 

There are two ways to access the North East ISD Help Desk. Choose the one that 
is best for you. 
 
 
1. Click on the Help Desk 

button on the Intranet 
Home Page.   

 
 
 
 
 
 
 
 
 

-or- 
 
 
 
 
 
 
 
 
 

 
2. Enter the following URL in the address box:   

 
http://helpdesk3.neisd.net/footprints/proj1.html.   
 
Hint:  Save this as a Favorite or Link. 

 

http://helpdesk3.neisd.net/footprints/proj1.html�
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The Home Page 
 

 
The Home Page contains links to multiple functions:  the Knowledge Base – a 
searchable database of solutions, Global Tickets – a list of district or system wide 
issues that affect many users, Submit New Request – allows user to create a ticket 
requesting assistance, View Mine – allows the user to view their ticket history, and 
Log In – allows the user to log in to the application. 
 
 

The Knowledge Base 
 

 
Users may search the Knowledge Base for solutions to their issues without having to 
log into the Help Desk system.   
 
1. Click on the Knowledge Base icon  or go down to the bottom 

half of the page. 
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2. Enter the keyword(s) in the Search Results for Keyword box. 

 
3. Click on the GO button.  A list of solutions will be presented. 
 
Hint:  To use multiple keywords, add the word and between each word.  (e.g. 
groupwise and new and password). 
 

Submitting a New Help Desk Ticket 
 

 
1. To submit a new Help Desk ticket click on the Submit New Request icon along 
the top of the home page.  The login screen will appear.   
 

 
 
2. Enter your Novell user name and password and click on GO.   
 
 
When you log into the Help Desk system your Contact Information is automatically 
populated into the Submit a New Request window.  Fields marked with an asterisk 
(*) are required.   
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1. Enter the Subject 

of the request. 
 
2. You can enter an 

alternate phone 
number if desired. 

 
3. Select the User 

Impact and the 
User Urgency. 

 
4. Select the Main 

Category and Sub-
Category 1. If 
additional sub-
categories are 
required, they will 
appear on the 
screen. 

 
5. Select the Campus 

that is affected. 
 
6. Enter a detailed 

Description of the 
issue. 

 
Note:  You are able to attach files to the ticket; for example, a screen shot of an 
error.   
 
7. Once you have completed all required fields, click on SAVE to submit the ticket.  
You will receive a confirmation that a ticket has been created. 
 

 
 
Notification from the Help Desk will come via Email and the user can correspond with 
the Help Desk by using the Email message that was sent.  The user can also Edit the 
ticket within the Help Desk system. 
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View Previous Tickets 
 

 
Users are able to view their own previously submitted Help Desk tickets – both Open 
and Closed.   
 
To view your tickets, click on the View Mine icon along the top of the home page.  If 
you are not logged in, you will be required to log in to the Help Desk system.  
 

 
 
A list of all previously entered Help Desk tickets will appear.  The status and the 
subject of each ticket will also be listed for quick reference.   
 
To view details of a ticket, click anywhere on the line of the ticket and a detail 
window will appear.  The detail window will show all updated information to the 
ticket. 
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Edit Tickets 
 

 
1. To edit a ticket, select the open ticket by clicking on it to open the detail window. 
 
 
 
2. Click on the Edit button in the upper left 

corner. 
 
 
 
 
 
 
 
 
 
3. The user will be able to add information in the Append New Description box. 
 
4. Click on SAVE to update the request to the Help Desk system. 
 
 
 

Global Issues 
 

 
Global Issues are issues that affect many users.  These issues will be entered into the 
system by the Help Desk technicians and marked as Global Tickets.  Users will be 
notified upon their login to the system that there is a system outage or global issue 
by a pop-up Global Ticket announcement window.   
 
If the user is experiencing the same issue, the user may choose to not enter a ticket 
or to enter a new ticket and link it to the global issue.  When the Global Ticket is 
updated by the technician, any tickets that are linked to it will also be updated with 
the information. 
 
To view any current Global Tickets, click on the Global Tickets 
icon at the top of the home page.  A window will appear with a list of 
any open global tickets. 
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The user can click on the Subject of the ticket to view the information that is listed 
on the ticket.   
 
Users can also Subscribe to the ticket.  This will open a new ticket in the users 
name with the same information that is on the main Global Ticket.  When the 
Global Ticket is updated or closed, the subscriber’s ticket will be updated or closed 
also. 
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