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INTRODUCTION

The Chalvington Group has implemented a new Support Desk to allow for a more
complete, fault logging system. The Support Desk will also allow you to log faults
directly via email or a dedicated web portal with your own personalised profile.

This document will show you how.

SUPPORTED OPERATING SYSTEMS & BROWSERS

Please find a list below of supported operating systems, email clients and web
browsers:-

Windows:-

Windows XP & Above

Internet Explorer 7 & Above
Firefox ver 14 & Above
Microsoft Outlook XP & Above
Outlook Express

Mac:-

OSX 10.5 & Above
Safari

Firefox

Mac Mail

Microsoft Entourage
Microsoft Outlook

HOW TO LOG A TICKET VIA EMAIL

1. Create a new email addressed to supportdesk@chalvingtongroup.com with
a brief description in the subject line

Tou.. suppor tdesk @chalvingtongroup. com;

= Cc.

send

Subject: | My Printer won't wark

2. Add a detailed description in the body of the email

To... suppor tdesk @chalving tonagroup. com;

=1 Ce...

Send
Subject: My Printer won't work

When I send a job to my printer I receive the an error message of “unable to connect to printer”

3.  You can either add a screen shot of the fault you are logging, or simply
press send.



4. You will now receive an email back from the Support Desk
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5. If this is the first time you have logged a ticket with the Support Desk you
will also receive a welcome email, which will contain the information displayed
below.

Chalvington Group Support Desk
to me [-

Welcome to the Chalvington Group Support Desk.
We have now created a personalised account for you on our web based Support Platform.

Here you will be able to:-

Manage all faults

Access a dedicated FAQ containing:-
Self Help Documents

Change Request Forms

To access your Support Desk please click on our logo at the top of this email.

Your personalised login details are -

You have successfully raised your Support Ticket via email to the Support Desk,
during the life of the Support Ticket you will receive up-dates, via email, every
time work is carried out, or where, an up-date is required.




HOW TO LOG A TICKET VIA THE WEB PORTAL

If the fault is with your email - the web portal will enable you to log your ticket as
well as complete other functions detailed later in this document.

1. Open your web browser and go to the following website:-
http://supportdesk.chalvingtongroup.com:8081

chalvicton%e

Log In
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2.  Fill in your email address and password in the required fields - Log In

3. You will now see your home page as shown below
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Help Request

4. Select which request type best suits your fault. For the purpose of this
guide we are going to use ICT Fault.

5. Select the request, sub-type. For the purpose of this guide, we are going to
use software

6. Fill in the subject line for your request type, for example, the name of the
software which is the cause of the fault. For the purpose of this guide we are
going to use, Microsoft Office.



7.  Fillin the request detail with as much detail as possible, your page should
now look like the image below
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8. You will then be presented with a brief summary screen, as seen below.
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9. Your ticket has now been raised and you will receive a summary email as
you would, when raising a ticket via email.




HOW TO CHANGE PROFILE SETTINGS

As with any on-line account, you will receive a random password, when your
profile is setup. If you need to change this, the following steps will demonstrate
how to complete this and will also show where you need to go, if you want to
change any additional contact info.

1. Log into the web portal using the web link provided in the previous section
and you will be back at your home page.

Iy © S . SR
& chabangiongicug. com e | & & B-
-
chalvington®®. B8l o | = | = v
Requear Wamory  TADE  Mlsussgs  Peshis
Help Request

Reganrsl Tppe

Setyeen

Remees Do

{ Caneal

2. Click on the profile button and you will be taken to your profile page.
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3. You can change your contact details and enter a new password if you wish,
all fields marked with a * are mandatory and will need to be completed before
you click on save.



HOW TO VIEW TICKET HISTORY

1. Log into your support desk home page
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2. Click on the History button and you will now see a complete history of all
your support tickets
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3. Here you can click on each ticket number for a complete overview of that
ticket.
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