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Objecti
— MvyGJU
You are logged in as: instructor
My Affairs Academic Affairs Dean's Tasks QA Tasks
My Profile My Salaries

Enables GJU staff to request help regarding any I'T related issues by
opening a helpdesk ticket from the My Tickets feature in MyGJU [1-3]

Helps GJU staff to monitor the status of their tickets
Allows GJU staff to chat with the IT staff regarding their issues

Supports uploading files to share amongst relevant parties

Helps IT staff to monitor, analyze and archive all tickets in order
speedup and improve the provided services [4]
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Managing My Tickets

1. Click on the My Affairs tab
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2. Click on the My Tickets button to manage (add, edit and view)

your related helpdesk tickets
My Affairs Academic Affairs Dean's Tasks QA Tasks 3 —‘SeleCt. dlfferent ﬁ‘lters Values
/ if desired, then click the
‘LQ My Profile ‘ @M}-‘Salaries ‘ @ My Tickets ‘ Sear(:h button
b
» My Affairs » My Tickets
Filtering Criteria
Service: lAJl '| Ticket Number: |0 / From Date: ‘ |
Sub Services: |_A]1 - ‘ Status: /lz’-\ll T | To Date: ‘ |
Assigned To: |_A11 - ‘ Close Reason: Alll ~ Priority: {All - |
| A search |
Manage Tickets
i) @236 Lo )le)
No. & Title ¢ Creation Date & Pﬁ?" Status & Service & Assigned To & Admins
- P e ¥ Taaa e | [ )| [ | [ ]

Feras Al Hawari, Hala

)| 2039 Test HelpDesk 2 14__10__201 8 Normal Closed ERP Systems Feras Al Hawari Barham_ Mai
e 12:49:08
Alshawabkeh
- 14-10-2018 Feras Al Hawari, Hala
() | 2038 Test HelpDesk 1 12-47-15 Normal Closed ERP Systems Feras Al Hawari Barham_ Mai
o Alshawabkeh
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Adding a Helpdesk Ticket

1. Click on the Add button to navigate to the Add Ticket screen on the next slide
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= 10-10-2018 . . . Anas Alkasasheh, Wael
) | 2008 chefl laptop 09-41-25 High Open Technical Support Zakaria Sagallah Alsararheh
- g Wael Aliker - Engineening | 09-10-2018 . . Anas Alkasasbeh, Wael
) | 2002 - ent 144928 Normal Closed Technical Support Zakana Sagallah Alsararheh
;s Edit 2 View [ ® Export
Total Rowy?"ﬁl
4+ AW || & Prnt |
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Add Ticket Screen (1): Basic Info.

My Affairs Academic Affairs Dean's Tasks QA Tasks 1 En ter a tl tle for

your ticket

‘ ;q My Profile

‘ @ My Salaries

-
= My Tickets
‘ a

» My Affairs » My Tickets » Add Ticket 2. Choose a priority
Ticket Information

for the ticket
Title: * [Problem with PC <«

Priority: * - l/ 3. Choose the
' - service desired
T

Service: * lTec]:mjcaJ Support

Sub Services: * [Computers and Servers

4. Specify a sub
Ticket Description * service if any
Bswce D B %0 5 @ . > Qb EBI USXxL:x:x» BBs==

[smes 'H Normal 'H Font 'H Size 'HA' (AR ::l

5. Enter a
description for
what 1s needed

I cannot turn on my PC| <=
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Add Ticket Screen (2): Contact Info.

This information gets loaded (by default) from what you entered in:
My Affairs> My Profile> Contact information N A | I

- Contact Information \ ‘ &q My Profile ‘ @ My Salaries

‘ @l l My Tickets

jot: * MamCampus u
Location { v Affairs » My Profile » Contact Information
Building: * [B“ﬂdingA ] - Contact Information
Room: *  |Room 102 ] Mobile No.: | ]
Mobile No.: [ ] Extension: [ ]
e | ] N -
Building: * | Building A ]
- Ticket Files Office: [Room 05 ]
Uploaded Files:
~Upload File
File Title: * [

(Valid file size: 10 MB; Valid file types are pdf, jpg, gif, and png)
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Add Ticket Screen (3): File Upload

1. Enter a file title

2. Pick a file to upload
from your PC by
clicking on the
Choose button

3. Click™on the
Upload button and
wait till the file is
uploaded and is
scanned for viruses
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Add Ticket Screen (4): Ticket CC List

Ticket CC List

Ticket CC List| ~ |

= Delete Selected Users +
» Tickets » Manage Tickets » Edit Tcketl
1. Click the Add Ticket CC List
button to add others to Ticket CCList| ~ |
the CC list of the . [ | fraia 7] g] :
thke.t So_they can u D Ayman Almashala )
monitor 1ts status [ Grace Halasah
| | Hala Qitouga

2. Select the desired ¥ Hala Alayed

E Hala Alkhraiwesh
D Hala Abusalah

E Hala Barham

1 lmana Ahini-Khalaf

employees

3. Click the Add —
button to go back to
the ticket

—‘r[ + Add J [ @ Cancel J

[H Save ﬂﬂ Cancel J
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Editing a Helpdesk Ticket

1. Select the ticket to edit

2. Click on the Edit button to navigate to the Edit Ticket screen on the next slide

_

Anas Alkasasbeh,

» L5 e Lidal A5 o Uil Jsss -05-2018 : ' : -
@ |y~ bl el Aot St G A1710:50:57 High Open Technical Support | Hadi Alataiwi Wael Alsararheh

Investigate Student LeZm to 09-09-2018 Anas Alkasasheh
MBX01 11:49:14

Emergency = Open Systems Services A Ehalil Elhanbli

o w5 ven (o Ewon

Total Rows: 9

+ ad |8 pamt
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Edit Ticket Screen: Comment Box

© = @ B e |9

| ® Submit | x Clear |
Firas.alhawari 14-10-2018 17:03:04

Add your question here .

Edit Delete Reply

Firas.alhawari
-

s EX R

ﬁd your reply here ..

| ® Submit | x Clear | x Cancel
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Viewing a Helpdesk Ticket

1. Select the ticket to view

2. Click on the View button to navigate to the View Ticket screen on the next slide

10-09-2045
10:5047

Anas Alkasasbeh,

High Open Technical Support Hadi Alatarwi Wael Al heh

Investigate Student Login to 49-09-2018 E o Svst P . Anas Alkasasbeh,
MBX01 11:49:14 e T sl = Khalil Elhanbli

Total Rows: 9

+ ad |8 pamt
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View Ticket Screen

My Affairs Academic Affairs Dean's Tasks QA Tasks
‘ IE:.'T‘J_ My Profile H _\a_[}.- Salaries " My Tickets ‘
- ~— a

» My Affairs » My Tickets » View Ticket
Ticket Information

Ticket Number: 2008
Created By: Safa' Ta'amseh
Creation Date:  2018-10-10 09:41:25.0

Title: check laptop
Priority: High
Service: Technical Support
Sub Service: ~ Computers and Servers
Assigned To:  Zakaria Saqallah
Status: Open
Ticket Description
check laptop Dr.Ibrahim Altarawneh
Contact Information

Location:  Main Campus

Building: m
Foom: na
Mobile No.:

Extension: 4400
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Evaluating a Helpdesk Ticket
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Click on the Evaluate link to navigate to the Ticket Evaluation screen on the next slide

\M
G 12 dm 08-02-2018 Mormal Closed Databases Mahmoud Hawari, :valuate
e P 09:32:10 Alswwag Mahmoud | —
Alswwag
s Edit pol View ‘ B  Export
Total Rows: 4
+ Add || & Pprnt
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Ticket Evaluation Screen

1. Select your evaluations, Save and then Submit when done

» My Affairs » My Tickets ™{cket Evaluation

0 Your evaluation was saved successfully

T \ Qim Agree Agree Not Sure Disagree ;‘;:;ﬂ:
The service was delivered as desired = ™ ™ ™ ™
The service was delivered in an acceptable time Ll ™ d [
The service agent is qualified ™ ™ ™ ™
The service agent coordination is acceptable I:\ \:l \:\ I:\
Evaluation Score : 5.0/5.0

[-— Back HB’SM HO, Subm‘:t]

2. Save and then Submit when done
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