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Logging into Incident IQ

To login browse to http://helpdesk.rcschools.net
You will see the page displayed below. Click the highlighted Microsoft Azure
button and enter the same login credentials you use to access your email when

prompted.
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Submitting a Ticket

Submitting a ticket through Incident IQ’s Ticket Wizard is designed to be as quick and easy as
possible while at the same time providing technicians with the necessary information to
address your problem promptly.

You can create a new ticket from the Incident IQ dashboard by clicking the New Ticket button.
This will always be located at the top of the left-side navigation or above the “Open Tickets”
section of your dashboard.

[:;Q incident|Q View Tickets ?) Status Board  ( Search @Help 0 @ Adminjohn McDaniel ~

+ New Ticket Open Tickets 0 Al Tickets —_+ + NEW TICKET
Ticket

You will now be asked what your ticket is about. This section can be broken down into
categories such as:

Devices/Hardware: Used when something is wrong with a piece of technology equipment
(i.e., broken screen, cracked case, etc.)

Software/Online Systems: Used when a problem arises with an application (i.e., Microsoft
Office, District Software, Emails, etc.)

Network/Wi-Fi: Used when a network issue occurs (i.e., the network is slow, web filter
request, etc.)

Accounts: Used for issues with student and staff accounts (i.e., not able to log in/blocked,
name/password changes, etc.)
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Other Requests: Used for items that don't fit into one of the other categories (i.e., badge
access, bells, security cameras, etc.)

Select the category that best fits the problem you are experiencing at this time.

@ Admin-john McDaniel
EDIT REQUESTOR

(@) Working normally 2 ) View Status Board

= Ticket progress

What is this ticket about?

o o S

[+]
Devices / Hardware Software / Online Systems Network / Wi-Fi Accounts

=)
(==)

Other Requests

GO BACK

You will now be asked to refine your ticket submission further. This includes identifying
specific hardware or online systems/software where necessary.

Q Adminjohn McDariel *. . Barfield Elementary School [ Devices / Hardware Ticket progress
EDITREQUESTOR EDIT LocATION = smecrmoker Tvee Currene Scep: Select

Which asset is this related to?

Search assets ( tag or serial # search: | All Assets  ~

All Device Categories

E Computer Manitors % Desk Phones E Desktop Compuiters 5] Dpevice cans

S Display Accessory f&] pocument Cameras D Document Scanners Fax Machines
E." Inkjet Printers L[,j Interactive Boards / Smart Boards D iPad/Tablets Laptops / Notebooks

% Laser Printers D Mabile Phones (RCS Issued) 9 Projecters Speakers

= [ tssuenorLisred

# POPULAR CATEGORIES
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You will now be asked to choose the problem category that best matches the issue you are
experiencing. Choose an issue from the displayed list or choose Issue not Listed if your
specific problem is not listed.

Q Admin-john McDaniel Barfield Elementary School ‘ Latitude 5320 2-in-1 = Ticket progress
DT REQUESTOH EDIT LOCATIC SELECT TICKET TVPE / MOD ent Step: Select a
Select an i -2 v
Select an issue category
Search for an issue
Latitude 5320 2-in-1 categories:

B Connectivity B Hardware Damage El Issue not listed

You can also use the search bar to narrow down the listed problem selections quickly.
X
Q Admin-john McDaniel qurx:ld Elementary School ‘ Latitude sz:arz-m-‘ e m—— [
Select an issue category
Screen l
[y screen cracked s broken
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After you have identified your ticket's general issue, you will be able to describe your problem
in greater detail. If you have additional information to share, use the dialog box to describe
your issue further. You will also be asked to identify the location and whether it contains
sensitive student information (e.g., student personally identifiable information or password
information).

You may also need to fill out additional entry fields not shown below (such as location details
or phone number) If that is the case, you must ensure that any field marked by a red asterisk
is filled out as these have been marked as required fields.

& Hardware Damage > Screen cracked /broken = Ticket progress

Q Admin-John McDaniel Barfield Elementary Schoal ‘ Latitude 5:
EDIT REQUESTOR EDIT LOCATION ELECT TI

Describe your issue

° Room *
Select a location that best describes where this issue is located

My room is not listed

Location/Room Details

If you have additional details regarding where this issue is located please enter those details here 9
’ 2
Is this ticket urgen Yes @ No =
Is R stopping 2
o Does this ticket contain protected student information? * Yes @ No
Such as Student Education Records or Student Personally Identifiable Information

Notify additional users?
Add users In addition to yourself and who the ticket is for that you would like to be notified about this ticket

Attach file(s)

Upload any files or screenshots you have that can help resolve the issue. & Select file to attach

GO BACK + SUBMIT TICKET

After filling in and reviewing all your ticket information, select Submit Ticket.

) HerowareDamage > Screen cracked f broken = Ticket progress

Q Adminjohn McDaniel Barfield Elementary school ‘ Latitude 5:
eor sToR EDIT LOCATION ELECT TiC

Describe your issue

Room *
Select a location that best describes where this issue is located
My room is not listed

Location/Room Details

If you have additional details regarding where this Issue s located please enter those detalls here g
@

15 this ticket urgent? Yes @ No &

15 it stopping you from completing your H

Does this ticket contain protected student information? * ves ® No

Such as Student Education Records or Student Personally Identifiable Informatior

Notify additional users?
Add users In addition to yourself and who the ticket is for that you would like to be notified about this ticket

Attach file(s)

Upload any files or screenshots you have that can help resolve the issue. & Select file to attach

b

GO BACK + SUBMIT TICKET
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The ticket will be generated in the system, and your page will redirect to the Ticket Details
page. You will also receive a confirmation email that your ticket has been submitted.

x
~ Ticket #1033 has been successfully submitted!
‘You can view your ticket details below. Additionally, a confirmation email has been sent to you.
B . Dell Latitude 5320 2-in-1 ~
[ Dell Latitude 5320 2-in-1 - Hardware Damage > Screen cracked /... ’
Dell Latitude 5320 2-in-1
Ticket #1033 ‘
Submitted By & adminjohn McDanie o
Location ® Bar entary School
Created Date
Status
Description:

screen cracked / broken

Your Contact I

e Christopher Barnes

£ [ acd 2 comment

Ticket Activity

9/23/22 Admin John McDaniel Submitted the Ticket
1:44PM
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