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WHAT IS TRACK-IT SELF SERVICE (TSS)?

Track-It Self Service (TSS) is an electronic system that allows the computer technicians to work
with problems more efficiently by having the clients submits their problems electronically. TSS
can be accessed by any computer through the internet.

WHY USE TRACK-IT SELF SERVICE?

Current Problem

The Computer Services receives many calls and visits every day about all sorts of problems
concerning computers, phones, network access etc. In order for the Computer Services
department to provide better long-term solutions, we must be able to review all the problems
and fixes that we have. TSS helps us make a record of all things we had done. Secondly,
information of problems can circulate much better amongst Computer Services workers,
decreasing the misunderstanding that the current system is causing.

User Benefits

- User can provide Computer Services with the most accurate and up to date information
about problem. (Current system requires a Computer Services staff member to
transcript the user’s problem to paper which may be inaccurate.)

- User can receive most up to date information on the progress made to solve his or her
problem.

- Solutions and instructions can be received electronically because many problems are
only a few clicks away for resolving. Instructions for solutions via typed documents and
pictures may help the user follow more easily.

- TSS provides the users more ability to self help by including a Solutions Database that
would contain many self help solutions to many small problems.
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STEP ONE:
How TO ACCESS TRACK-IT SELF SERVICE

1. Follow the link
NUMARA http://trackit.coa.edulti

Track-It!' 9

Login g Your Jrac-Tt i 2. Enter your username and password.
User Name:

|
S f——r———r NOTE: If it is your FIRST TIME

/‘ \ logging in, enter your username and
initial password (which you should

\' ./ Login to the Tradk-It! Seif Service Portal have received in an email) and click

Login. Track-it will prompt you to set

a new password.

e The Track-IT Self Service Portal is available on campus and off campus.
e If you do not know your Track-IT username or password, email mitchell@coa.edu.
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STEP TWO:

HOW TO SEARCH FOR SOLUTION

Track-It! 9 Self Service

@ Home | ] Solutions | ¢ Work Orders | Assets| ® User Account

Search the Solutions
Search for terms including:

[ Homei ] solutions | w1 Work Orders | ¢ Assets | * User Account

Search the Solutions

Search for terms including:

Q

View Work Order

Enter the Work Order D

+ ae

Solution Search

Search for lerms including:

Search in:
[V] Summary
(] Detail

Search Q

Home | [F] Solutions | ¢y Work Orders | rm Assets | * User Account
o

Search the Solutions

Search for terms including:

View Work Order

Enter the Work Order D

]
Announcements

There are currently no
announcements

Solution Search

Search for ferms including:
'gmupw'se
Search in:
(V] Summary
[V] Detail
Search Q

Search Results: 1 solutions
GroupWise Quick Reference

1.

Click on solutions on the menu bar
located at the top of the webpage.
You would be taken to a similar

page with a Solution Search box in

it.

Type keywords that may concern
your problem. Click search.
Example: if you have problems
with Groupwise mail, try searching
with keyword “groupwise” or

“mail”.

Search results would show up
below the search box. The links
would take you to documents or
other web pages that contains
material to help with specific

problems.
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STEP THREE:
HOW TO REPORT A PROBLEM

Track-It! 9 Self Service

G Home | 1 Solutions | ¢y Work Orders | e Assets | % User Account

Search the Solutions
Search for terms including:

% Your Work Order Requests

Add a new Work Order

Open Work Orders

Priority

[ Jmake this page my defeut view

F——_—————— e ——— —

1| Add a new Work Ordeﬂ

Fill this form out as completely as possible. When you submit this Work Order you will receive a confirmation number.

Back to Your Work Orders

Summary (*):
Call Back Number:
207 123456
Priority (*):
High [~]
Type (*): Subtype: Category:
E-Mail B Groupwise Account
Notes:
Cannot login to Groupwise. Error message says “Cannot connect to the TCP/IP? address”.

Aftachment:

Choose File | o file chosen

(*) Denotes a required field.

1. Click on Work Orders on the top menu

bar.

2. You will arrive at a page where there is a
table. This table will be where you can
see all the work orders that you had

submitted. Click Add a new Work Order.

3. Enter information about problem.

Categories with (*) is a MUST complete.
Summary: A few words describing problem.
Call Back Number: Optional
Priority: How urgent is your problem?

Type, Subtype: Try to identify the type of

problem you are encountering.

Notes: Enter a detailed description of your
problem. Try to include also the error

messages that you receive.

Click on the Submit button. The work order
would be sent to the Computer Services

HelpDesk.
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STEP FOUR: PART 1
PROGRESS, RESOLOUTION & FEEDBACK

1. Click on Work Orders on the top menu bar.

@ Homcl [ Solutions | ¢y Work Orders | ¢ Assets | ® User Account

Search the Solutions
Search for terms including:

ﬁr Your Work Order Requests

Add a new Work Order

2. The list of work orders that the user submitted

would be displayed. Click on the work order

that you would want to check progress on. In e
example, the user is checking on a Groupwise D Summary Priority
4885 Computer monkor not working TEST Critical

Date Entered: 12/9/2010 6:11 PM Assigned Technician: "HELPDESK

Groupwise Problem TEST High
ate Entered: 12/9/2010 6:09 PM Assigned Technician: Jarly Bobadila

problem that he/she had submitted.

[ |Make this page my default view

3. The details of the work order would be

. k 1o Your Work Order Print ths Work Order
displayed. _— - o
Requestor: Pok Tik Benjamin Leung
Call Back Number: 207 123458
. Assel
Details of your work order _J ., suus o
The details that you submitted. ST ST U]
Priority: High
Type: E-Mail
Subtype: Groupwise Accourt
_ Category:
Assigned Technician P Assigned Technici Jarly Bobadila
.. . Date Entered: 127972010 6:09 PM
The technician assigned to work on your case. Dakd Asblgaet® ARBTTEAR A
Expected Completion Date: 1211472010 6:13 PN
.. Date Compieted:
Technician Notes ——  ds notes: 121912010 6:09 PM by BLEUNG - Cannot login to Groupwise. Error
. . . message says "Cannot connect to the TCPP address”.
Notes that the technician had taken during the b Techaician Notes: 12072010 9:44 AM by cstech - Jary - Researched sbou
process of identifying, researching and solving ol ad it e
possibilty that there is wrong or no IP address.
your problem. You can see who, when and 12110/2010 9:38 AM by cstech - Jarly - TCP/IP problem s usually
due to wrong IP address. Researching about problem.
what was done to solve your problem. A e OOV ST AR S IR ST e iR

enter in the TCPAP Adress : 199.33.141.174

Enter username and password and login.

Resolution —
This is where the technician would enter the Add Wo File Attachments Found.
solution for the fix. Read carefully and try to
follow the steps that the technician entered.

6|Page



STEP FOUR: PART 2

PROGRESS, RESLOUTION & FEEDBACK
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4. There is an Add and Close button on the side
of the table. Both buttons would bring up a
typing box for you to type in. The Add button
means you have something you want to add to
your ticket. The Close button means you
would like to close/cancel your ticket.

Click Save to submit the text.

Uses of the Add button:

- When a solution did not work. You should
click the Add button and type in the text
box:

0 If you had follow the instructions
given by the Computer Services
staff.

0 Was the problem solved? Or did a
new problem / error come up.

0 What is the situation of the problem
now? Any changes noticed?

- When you want to update Computer
Services about your situation.

Example:
“I am going to be out. Feel free to come up
to my office even if I’'m not there”

Uses of the Close button:

- At this time, only IT staff should close
tickets.

Open

Groupwise Protem TEST
High

E-uai

Groupwme Accaunt

July Bebadla
128010609 A
102010 ¥ I0AM

Exgected Compieton Dute 121142010 & 137

Jate Compieted
.

"
9 anmn %as nts
49 ;
1 FHH 538
o
3 A
T sermase
434 Mo Fie Attachments Found.

1292000 6:09 P by BLEUNG - Cannct ke 1o Gepupwine. Error
measage says “Tannct connect bo the TCRP o

AZHOTU0 34T AM by estech - Jarly - Try opening Grugwise,

ester in the TOAP Adress - 19920141 174

Eater useimase 1nd ashword ke ign

Back to Your Work Orders

Print this Work Order

Notes:

(Type text here)

Requestor: Pok Tik Beniamin Leung

Call Back Number: 207 123456
Asset:
Close Status: Open
Summary: Groupwise Problem TEST

Drinri Hinh
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CHANGING YOUR PASSWORD
College of The Atlantic Help Desk
1. Click on User Account on the top menu bar. @ Home | 7] Solutions | g Work Orders | e . us |

R Welcome Pok Tik Benjamin W2

College 9f The Atlantic II-"l'elp Desk

2. Click on Change Password.

3. Enter old password, and new password.

Click ok.
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