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NEOMIN Web Help Desk

Introduction

NEOMIN Web Help Desk is a web-based automated ticket management software that
NEOMIN uses to manage help requests from end-users.

Click on “NEOMIN Web Help Desk” from NEOMIN’s home page (www.neomin.org) or
open a web browser (e.g. Google Chrome) and navigate to the direct URL provided

below.

NEOMIN Web Help Desk link on NEOMIN’s Home Page:

' Northeast Ohio Management Information Network |

"Home Email Fiscal Library Technical Student Organization ’

Welcome
Ashtabula

The Northeast Ohio Management Information Network
(NEOMIN) is one of 18 Information Technology Centers (ITCs)
providing technology shared services to Ohio’s K-12 schools
through its membership with the Ohio Education Computer = Trumbull
Network (OECN).

NEOMIN provides five core services for Trumbull County and
Ashtabula County schools.

These core services include network/email, fiscal, library, EMIS,
and student services. 1 R r— /

( NEOMIN X 528 Educational Highway, Warren, Ohio, 44483 Voice: 330-847-6464 / 866-547-1550 Fax: 330-847-8568)

| NEOMIN Help Desk |
Remote Support

Reset NEOMIN Password

Contact us / Directions

https://helpdesk.neomin.orq:8443

NEOMIN Email

Direct URL:
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NEOMIN Web Help Desk

How to Create a New Account

1. Navigate to NEOMIN Web Help Desk at https://helpdesk.neomin.orq:8443 or
click on NEOMIN Web Help Desk from NEOMIN’s home page.

2. Click “New Account”:

Click to create a
new account

3. Fill out the form and press “Submit”:
a. Required fields: First Name, Last Name, E-Malil

b. Please include your Location (school district)

Required fields

4. You will receive an email to confirm your account creation and validate your
email address. You must click the link to validate your email address or you
will not be able to login. After verifying your account, you can login and use
NEOMIN Web Help Desk to submit help requests.
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NEOMIN Web Help Desk

Web Help Desk Interface

End-User Interface:

End-users create tickets through the Web using the Web Help Desk End-User
Interface. The end-user interface is what end-users see when they log in:

Help Request

Use tabs to navigate Click to log out

Request Type

Request Detal

The end-user interface has five navigational tabs:
1. Request tab — default screen to enter a new help request
2. History tab — view and manage all tickets

3. FAQs tab — if populated by NEOMIN, this section provides commonly asked
guestions and answers that pertain to a particular topic

4. Messages tab — provides alert messages from NEOMIN. [f there is an alert
message, this tab will display as the default screen when logging into the end-

user interface. After reading the message, proceed to other tabs as needed.

5. Profile tab — manage your NEOMIN web help desk account
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NEOMIN Web Help Desk

How to Create a New Help Request

1. Navigate to NEOMIN Web Help Desk at https://helpdesk.neomin.orq:8443 or
click on NEOMIN Web Help Desk from NEOMIN’s home page.

2. Create a new account or login using an existing account. Use the password
reset link if you forgot your password.

3. Onthe Request tab, select a Request Type from the drop-down. The help
request form will change to reflect required information specific to the selected

request type and sub-type.

e Please review instructions,

if provided, as they are EZTR ov Ao Mg Prome
specific to each request
type' Help Request
. « ” Request Type
o Ifthere is a “Related FAQ s ———
. g DataMap Services
that is specific to the f'Z?:'fE;lf?;
request type, it will display ] )
. . Technical Services
on the right side of the eago TR Pany Veodors
screen.
4. Fill out the form with as much Bl o |

detail as possible and click Save
to submit your help request.

5. After you click Save, a “Thank you!” message appears and displays the ticket
number assigned to your help request. You will receive an email confirmation to
manage your request via email, if desired.

Example:

Thank You!

Your licket number is 59,
You can use the Hisiory bufton above 1o check the stafus of your ficke!

AN email CoNMmation is 60 15 Way 10 HAPPY.AULIMNEEOMIN.org
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Sample Email Confirmation Message:

Ticket 59 Open --> Test Inbox x

helpdesk@neomin.org
tome (-

neergﬁ

Ticket 59

Hello Happy,

We have received your help request.

You have the option to correspond with us using this email or by logging into NEOMIN's Web Help Desk. To
use email, simply reply to this message or click "Add Note". Your comments display, below, as a yellow note;

NEOMIN's comments display as a blue note.

You can view and manage your help request (Ticket #59) in our web help desk at
https://helpdesk necmin.org:844 3fhelpdesk/\WebObjects/Helpdesk. woa/wa/TicketActions/view?ticket=59

Kind Regards,
NEOMIN Support

Add Note Cancel Ticket

On 7/9/18, at 10:12 am, Happy Autumn wrote:
Test
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NEOMIN Web Help Desk

How to View and Manage Tickets

View and manage tickets by clicking on the “History” tab.

Request FAQs Messages Profile

Search by ticket number or search tickets by typing search terms in the “Contains” box
and click “Search”. Change the Status drop-down to view all status types, or specific
types. (Note: The “All Active” status includes all ticket statuses except Closed and

Cancelled.)

Ticket History

Ticket No. Status | All Active v | Conmins|

| Clear || Search

To open a ticket, click on the ticket number:

Ticket History
TicketNo.| | Status|Al

No.

To add a note, add a file, or cancel a ticket:

Cancel Ticket

Ticket 61
Raport e 7618139 End-user notes are yellow.
o s NEOMIN analyst notes are blue.
Request Type Special Services « IEP Anywhere:

Hame Note Text
Happy Autuma
lappy —
This is a note.

Thanks

Click to add a note
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NEOMIN Web Help Desk

How to Respond to Tickets Using Email

You have the option to
correspond with NEOMIN
using email or by logging into
NEOMIN's Web Help Desk.

Nneo.

Ticket 60
To use email, simply reply to
the email message or click
"Add Note".

Hello Happy,

Your comments display as a

A NEOMIN analyst is working on your help request

You have the option to correspond with us using this email or by legging into NEQMIN®
use email, simply reply to this message or click "Add Note". Your comments display, b
NEOMIN's comments display as a blue note.

You can view and manage your help request (Ticket #80) in our web help desk at
https://helpdesk neomin org:8443/helpdesk/WebObjects/Helpdesk woalwa/TicketActio

You can respond to a
ticket by clicking "Add
Note" or by replying to
the email like a normal
email response.

eb Help Desk. To
w, as a yellow note;

fviewPticket=60

yellow note; NEOMIN's
comments display as a blue
note. NEOMIN Support

This is a test of In Progress

Test

Thank you for your patience as we work to resolve your issue

On 7/9/18, at 12:54 pm, Autumn Dodscn wrote:

On 7/9/18, at 12:50 pm, Happy Autumn wrote:

Add Note § Cancel Ticket

NEOMIN Analyst Note

End-User Note

If you click “Reply” to the email:

You can view and manage your help request (Ticket #60) in our web help desk at
https://helpdesk neomin.org:8443/helpdesk/V Objects/Helpdesk woa/wal TicketActions/view?ticket=60

Thank yeu for your patience as we work to resolve your issue

Kind Regards,
NEOMIN Support

Add Note Cancel Ticket

On 7/9/18, at 12:54 pm, Autumn Dodson wrote:
This is a test of In Progress

On 7/9/18, at 12:50 pm, Happy Autumn wrote:
Test

- 4 v helpdesk@neomin.org

ER: ca-o

Type message response
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If you click “Add Note”:

Ticket:60 Action:Update

helpdesk Helpdesk

Ticket:60 Action:Update

REPLACE THIS TEXT WITH YOUR NOTE FOR TICKET 60. Do not include your signature.

ER: ta~c
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NEOMIN Web Help Desk

Messages Tab

NEOMIN can send alert messages to their end-users using the “Messages” tab. When
there is an alert, the messages tab will be the default screen displayed after logging into
the NEOMIN Web Help Desk. After reading the alert, navigate to other tabs as needed.

Sample Alert Message:

Request History FAQs Profile

Autumn Dodson 7/9/18 2:08 pm

This is an alert message from NEOMIN. Details would follow:...

End-User Guide




NEOMIN Web Help Desk

User Profile

End-users manage their own NEOMIN Web Help Desk account.

Things to Note:

¢ If your name changes, make the appropriate first and last name changes,

as these reflect who you are in the NEOMIN analyst interface.

o E-Mail: use this address to respond to tickets, cancel tickets, or send
attachments. If your email address changes, be sure to change it here.

e Secondary E-Mail: allows for additional email addresses on your
account. Use this address to respond to tickets, cancel tickets, or send

attachments.

e Password: change your password by typing a new password and
confirming the new password in the “Confirm Password” field.

Example:

User Profile

*Indicates required fields

First Name* Happy
Last Name* Autumn
E-Mail* |happy.autumn@neomin.c
Secondary E-Mail
Phone
Phone 2

Location | Lakeview r

Time Zone America/New_York ( EDT )

Password | =seseeer

Confirm Password sssssess
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