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HELP.XULA.EDU

* To get to the new I'T'C
ticketing system visit: XULA ITC Help Desk

help.xula.edu

* Logn using your Xavier
Windows user name and
password.

O Please login using your Windows domain credentials.

Alternatively, you can go to
Xula.edu under the Resources

Log In
tab select complete list under
the Online Resources column. User Name |user ! **the user name and password you use
Click on the H elp desk icon Password s to log into your computer or Wi-Fi**

Log In



http://www.xula.edu/other/onlineresources.html

CREATING A TICKET

YAVIER' xy|A 7c Help Desk

Request History FAGs Messages

«  Complete the Help Request section.

Help Request «  Select a Request type.

Request Type [Passeond Ressi ] [KiLAPassword Fesl ¥ +  See the Request type fields at the end of this document.

« Include the subject of your request.
Subject |Help resetting my email password

Request Detail || neeq help resetting my Xula email password. * Make sure tO inCIUdC a4 CallbaCk number and SeleCt your
location.
(G] « Ifyou need to add an attachment select add file.

Attachments (_AuiFe ) «  (refer to page 5 for instructions)

Location | NGF 2NDFL, ROOM 209 OLD ¥ Room
«  Once you have completed your ticket click save.

Select Asset

) Please select a Model.

Model **YOU DON’T NEED TO COMPLETE THE ASSET SECTION. **
Type T
Model | Mot Applicable / Found v

( Cancel ) ( Save )
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VIEWING THE HISTORY OF YOUR TICKET

XAVIER  xyLA ITC Help Desk

History Messages

Ticket History

Ticket No. Status | All Active v Contains Clear Search
No. Date Updated Status Request Detail & Survey
6M3/2017 6M4/2017 Waiting on Customer WTEPilot: Electronic Timecard Banner Link needs to be updated: LaToya, | have gotten several calls f..
1 item Tickets PerPage | 10 ¥

Under the History tab You can see the history of your tickets. You can view the progress of your ticket by looking at the
status column

Ticket History « If you know your ticket number you can use
the Ticket number search field to search for
Ticket No. Status | All Active ¥ | Cont that ticket.
Al
No. Date Updat .él Active
P . If t to view all of your tickets by Statu
61132017 6714 Pending or you want to view all of your tickets by S
o Waiting on Customer type select the Status drop down menu to
Closed
Cancelled search by status.



ATTACHING A FILE

XAVIER xyLA ITC Help Desk

History Profile

Ticket 856

Report Date 3/30/2017 820 am
Status Open

-
L‘;;l__: Attach File - Google Chrome I. =1 = $

Location NCF Room 211 @ Secure | https:y//help.xula.edu/helpdesk/WebOl &,
RequestType Email | Choose File | No file chosen | Upload |
Subject Help with resetting email pal
Request Detail | nesd help resetting my Xulf)! Max Size: 1 MB
Tech Brandy Smith
Attachments Add File

Notes Date Name |l :

You can attach files to your ticket by:

*  Clhicking on the Add File button.
*  Next select Choose a File.

( Cancel



—!| / §2¢ XULATIC Help Desk X \ G Gmail X\

l -
]

& c ‘ @ Secure | https://help.xula.edu/helpdesk/WebObjects/Helpdesk.woa/wo/584.21.0.3.7.1.1.27.0.1.5

XAVIER XULA ITC Help Desk

FAQs Messages Profile

Ticket 856 (_ Cancel Tick

Report Date 3/30/2017 8:20 am
Status Open
Location NCF Room 211
Request Type Email (ol - v | 3 | Search New folder »
Subject Help with resetting email pal —

( -
124 Attach File - Google Chrome =@ =

Organize v New folder v [ @

Request Detail | need help resetting my Xul 3 — —
. : - . -
dech Brandysmiy 7 Favorites Pictures library Ammogeby ok
Attachments ( AddFie ) B Desktop New folder
Notes | Date [ Name (»l Downloads l
[T ——— . Recent Places ‘
(_AddNote )
- Libraries |
E‘j Documents
, : Cancel ) (€ Save )
J’ Music ( )

[&=] Pictures
B videos

1% Computer
ﬁ Local Disk (C:) screenshot
8 DFS M\\xavierxule ™

File name: screenshot v [AII Files ']

[ Open ]v] [ Cancel ]

“n 4

gl

* Select the file that you would like to attach to your ticket.
*  Click open



XAVIER xyLA ITC Help Desk

Profile

Ticket 856
Report Date 3/30/2077 8:20 am “4 Attach File - Google Chmme_h i o0 e

Status Cpen —
-."_.-' 5 r I { l_.-". 1
Location NCE Room 211 @ Secure | https://help.xula.edu/helpdesk/ WebOl &,

Request Type Email [ Choose File |screenshotipg Upload

Subject Help with resetting email pajy

.

Request Detail | need halp resetting my Xu Max Size: 1 MB
Tech Brandy Smith
Attachments | .55
Motes Date Mame

Click upload to upload your file to the ticket.



<« & | B Secure | https://help.xula.edu/helpdesk/WebObjects/Helpdesk.woa/wo/584.21.0.3.7.1L.1.27.0.1.5

XAVIER xyLA ITC Help Desk

Messages Profile

Ticket 856

Report Date 3/30/2017 8:20 am

Status Cpen

Location MCF Room 211
Request Type Email

Subject Help with resetting email password (ticket for training)
Request Detail | need help resetting my Xula email password.
Tech Brandy Smith
Attachments | .q5Fje

screenshotjpg (64.6 KB, 4/03/2017 10:50 am)

Notes Date Mame Mote Text




ADDING A NOTE TO A TICKET

XAVIER xULA ITC Help Desk

History Profile

Ticket 856

Report Date 3/20/2017 8:20 am
Status OCpen
Location MNCF Room 211
Request Type Email
Subject Help with resetting email password (ticket for training)

Request Detail | need help resetting my Xula email password.
Tech Brandy Smith
Motes Date Mame Mote Text

Mew Note || 3dded a screenshot of the error message. |

Attachments

*  Click on the ticket you would like to add a note to.
Add Mote g&d * Click the Add Note Button.
* The New Note field will appear and you can add a note to your ticket.



UPDATING YOUR PROFILE

XAVIER  xyLA ¢ Help Desk

Request History FAQs Messages Profile

User Profile

*Indicates required fields.
*  On the Profile tab you can update your information.
*  Update your work number.
*  Update your location.

E-Mail" \user@xula edu *  (Click the save button to save all of your information.
Secondary E-Mail 1)

First Name* Brandy

Last Name* Smith

Phone |520-7446
Phone 2

Location | NCF Addition ¥
Room | v
Time Zone America/Chicago ( COT )
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Argos Request

Can'’t Login

Other

Site Not Launching

Banner Request

Banner Client
Password

Banner Student

Financial Aid

Fiscal Service

General Support

Human Resources

New User Account

Brio Request

Can't Login

Other

Site Not Launching

ezProxy

Other

Report Request

TMA

Request Type Fields At A Glance

Missing Asset Tag
New Computer Req.
Dell Computer
Mac Computer
New Printer Request
Other

Building List Not Loading

Site Not Launching

Can’t Login
Other

Site Not
Responding

New Email Account
Setup
Other

No picture

Staff Activation
Student Activation
Student — New
Request

Other
Software

Course Removal
Enrolled in Wrong
Course

Other

Google Docs
Google Drive
Google Sheets
Others
Spam/Phishing
Two factor
authentication
Unable to
Send/Receive
Whitelist/Blacklist
address

No picture

Staff Activation
Staff — New
Request

Student Activation
Student — New
Request

Computer Not
Working
Computer
Relocation
Keyboard Broken
Laptop Not
Working Monitor
Not Working
Mouse Broken
Other

Cabling - Jack
issue

Change Ext. Display
Fax Line Not
Working

Forgot Long
Distance Pin

Long Distance Pin
Request

New Phone
Request

Other

Phone Not Working
Phone Relocation
Voicemail Password
Reset

Feature Not Working
Login Problems
New Feature
Request

Other



Request Type Fields At A Glance

Device Exclusion  Blackboard Banner Web Pin  New Printer Setup ~ Adobe Google Mail CMS Training
Event Request Windows Account Blackboard Other Can't Print to PDF  Google Tools Content Update
Gaming Console Password Printer Not Printing  Error Message MS Excel New Site
. EMS- Room WEPA Printing Other MS PowerPoint  Other
Connection Request Problem Banner Client MS Word
Guest Wireless Access Housing Password Can't Print Other
New Network Drop Library Database Error Message Reporting Tool
Install OrgSync Other Visio
No Connectivity Wi-Fi Password MS Office VolP
Repair LAN Jack VWV!”SOWS Lockout Error Message Telephones
Shared (Network drive) P;rs‘svc\’lgrsd Other
Folder Access Software
Slow Network Installation
Performance Other

Wi-Fi Not Working



