
Helpdesk in MyGJU

Feras Al-Hawari and Hala Barham



Overview

 Objectives

 Managing My Tickets

 Adding a Ticket

 Uploading Files

 Ticket CC List

 Editing a Ticket

 Using the Comment Box

 Viewing a Ticket

 Ticket Evaluation

 References

10/12/2019Dr. Feras Al-Hawari2



Objectives

 Enables GJU staff to request help regarding any IT 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
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1. Click on the My Affairs tab 2. Click on the My Tickets button to manage (add, edit and view)

your related helpdesk tickets

3. Select different filters values  

if desired, then click the 

Search button



Adding a Helpdesk Ticket
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1. Click on the Add button to navigate to the Add Ticket screen on the next slide



Add Ticket Screen (1): Basic Info.
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1. Enter a title for 

your ticket

2. Choose a priority

for the ticket

3. Choose the 

service desired

4. Specify a sub 

service if any

5. Enter a 

description for 

what is neededAlways save 

what you 

entered!



Add Ticket Screen (2): Contact Info.
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This information gets loaded (by default) from what you entered in:

My Affairs> My Profile> Contact information

Always save 

what you 

entered!



Add Ticket Screen (3): File Upload
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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

Make sure 

to save 

when done!



Add Ticket Screen (4): Ticket CC List
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1. Click the Add

button to add others to 

the CC list of the 

ticket so they can 

monitor its status 

2. Select the desired 

employees

Make sure 

to save the 

ticket when 

done!

3. Click the Add

button to go back to 

the ticket



Editing a Helpdesk Ticket
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1. Select the ticket to edit

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



Edit Ticket Screen: Comment Box
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Make sure 

to save 

when done!



Viewing a Helpdesk Ticket
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1. Select the ticket to view

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



View Ticket Screen
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Evaluating a Helpdesk Ticket

10/12/2019Dr. Feras Al-Hawari14

Click on the Evaluate link to navigate to the Ticket Evaluation  screen on the next slide



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

2. Save and then Submit when done
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