USING IMAGINE!'S IT HELP DESK

To Access the Imagine! Help Desk please open your web browser to:

http://helpdesk.imaginecolorado.org/

Press Ctrl + Click to open this link from this document.

The first thing you will see is a login screen. To access the help desk, enter the user name and password
that you use for Outlook—this is your Active Directory (network) user name and password. Do not enter
your full email address for your user name, just the part before the @ sign.

You will be taken to the main Help Desk screen. From the main help desk screen, pictured below, you
can:

e Submit a service request

e View your old service requests

e Access a calendar to see a schedule of submitted service requests
e View common problems and their solutions
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Submitting a Service Request

Click on the “Submit a service request” link on the main help desk screen, pictured on the previous page,
to submit your request. You will be taken to the screen pictured below to file your request.

@ Submit Incident

Please selett a sub-category v Select third level category

Description

Urgency

Low

Main Asset

nane

Attachments

Select Attachments or drag and drop files to here

1. Select a category, such as Applications, Hardware or Multimedia from the Category menu.

2. If applicable, select a sub-category from the Sub-Category menu.
Please note that not all categories have a subcategory menu.

3. Enter a title for your request in the Title field.
As you type in the title of your request, a screen like the one pictured below might appear. The
system is attempting to predict relevant knowledge base items for you. If the FAQ looks like it is
applicable to your situation, click on the link provided. Or close the box by clicking the X icon.

General Detalls

*Category Applications +  Microsoft Outiook

Cutiook

(]

Check out these FAG-s:

‘_Si The following knowledgebase items might be relevant for you:

“Tite | o rulloutiook ccess 4———— Click on any link to open a FAQ.

We cannot access the full version of outiook for either Caledonia or my personal account making me ..

Didn't find an answer for your issue?

Check out our full Knowledge Base
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4. Enter a brief but detailed description for your request in the Description field.

5. Rate the urgency of your request as Urgent, High, Normal or Low in the Urgency drop-down
menu.

6. Ignore the Main Asset field. It is not applicable at this time.

7. Click the Add button to attach up to three attachments at a time to your request.
An example of something you might want to attach to your request would be a screen shot of an
error message you are receiving.

8. Hit Submit.

If your request has been submitted successfully, you will receive a confirmation message like the one
pictured below letting you know the ID of your service request and when a solution is due. The due date
of your request depends on how urgent the request is.

Your Service Request has been received.
A solution is due by 5/5/11 6:31 AM.
The ID of your Service Request is 253.

Viewing Your Service Requests

Click on the “View your old service requests” link on the main help desk screen (pictured on page one of
this document) to view your service requests. You will be taken to a screen like the one pictured below
where you will see a list of all your service requests. Click on any row to open a request.

Your Service Requests - Records 1 - 2 of 2 M 10f1
Search || "CT

# Modify Time Category Sub Title Description  Status  A%%19"€9 | yroency  Priority  Solution

Category to
256 4/25/11 10:34 AM Applications NetSuite Just Testing due New none Urgent Normal
me dates. Please
255 4/25/11 10:31 AM Applications NetSuite Hi Lucy | am just New none Low Normal
submitting

When you open a request, you can do three things:

e View the solution to your request.
e Add a note to your request.
e Add attachments to your request.

Please refer to the screen shot on the next page.
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Help Desk - Service Request # 256

Title: Just me again...

Description: Testing due dates. Please delete.

Category: Applications NetSuite

solution: | View the solution to your request here.

Modify Time: 4125111 10:34 AM

Status: New

Urgency: Urgent C“CK hel'e t0

Priority: Normal add a note to

Assigned to: none vour reauest >

Notes: - h | Iw |

S Click the Add button

Attachments: i to attach new files to
["Submit | your request.

Remember to hit the Submit button if you add a note and/or attachments to your request.

Accessing Your Calendar

Click on the “SysAid Calendar” link on the main help desk screen (pictured on page one of this
document) to view a timeline of your service requests. You will be taken to a screen like the one
pictured below where you can see when your requests were submitted and when they are due.

4 Aprl, 2011

: /4 Settings

SysAid Calendar
~ Hide | Show

[ Month| Week Day Next4Days WorkWeek Agenda

% Fad ET) 1) 3 May 1
2 3 4 5 & T B
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At the top of the calendar screen, pictured in the screen shot below, you will find lots of options and

settings to select from. Use these settings to change your view of the calendar.

4 April, 2011 »

sy

o Settings

+ Hidel Show

SysAid Calendar

Month Week Day MNextd4Days Work Week Agenda

Viewing Common Problems & Solutions

Click on the “Self Service —view common problems and their solutions” link on the main help desk

screen (pictured on page one of this document) to view the help desk knowledge base. You will be taken

to a screen like the one pictured below.

Knowledge Base > Articles

Q Enter a Keyword

Knowledge Base Categories

All articles by Votes v

3 Views

L]

Was this helpful? ‘ 0| o
0 0

p Adobe Acrobat

Dayforce HCM

v

) Evolv
p Microsoft Excel
) Microsoft Outlook

Microsoft Word

p  Smartview

p Webroot

EASE disposable medical supply
orders

Custom forms revert to preferred form
on save.

CHANGES TO IBHS SERVICE
TRACKING

Not getting notifications on in-coming
grants or FMINs

6 month review alert

changes in COMP dental billing
Adding email to phone

Foster Child and Parent Audits
EASE ordering in Netsuite

Need a Report per CM for TCM billed
units for each consumer in their

caseload

Add New Fields and refine a current

All iPhone email set up (Imagine) Software > NetSuite
p Consumer [ s | gii’igtrrl‘::t%i:at\on - Procedure . . .
. Hohare B || cig Searn Client Inactivation - Procedure
Qther H Clarify automatic receipt email for C f- t-
| 4
‘Web Store Orders on Irma Ion
" soare IBHS is ready to discharge an adult comp client from behavioral services who is served by DDRC. This client will have no further

relationship to Imagine! or purpese in Netsuite (following billing for February). Pamela will inactive right away?

Inactivating Consumer Records in NetSuite:
1. Change status to Terminated From Services
2. Workflow triggers alert sent to email group of data specialists Imaginel-wide announcing that the consumer has
been flagged for inactivation in 60 days. If anyone in the group disagrees that the status sheuld be Terminated from
Services, there is a link to “reply” and share that disagreement, and then a link to the censumer record to change
the status back
3. The email subject line will state the employee who initiated the Terminated from Services status change. This addition will

» NetSuite PO#29323 problem allow people to quickly screen and delete alerts that are not relevant to them.
None Separating Consumer First & Last 4. 60 Days after the status change, the consumer record will automatically become inactive.
Names in Excel Note: Employees will be able to re-activate the consumer record if needed to complete activities beyond the 60
p Okta Family Mailing List days. An alert will be sent to Lucy Sample to monitor the re-acfivation of consumer records. A second alerf will be
, Questys Not accapting Web Store Descriptions sent to the employee who re-activated the record 5 days after activation to confirm if the record still needs to

remain active. Otherwise, employee shall inactivate once activities are complete.
5. The consumer record will be permanently “locked” a year after inactivation for data integrity. Reactivation will need to come
frem Lucy Sample, NetSuite administrator.

ARTICLE INFORMATION TAGS

Created: 02/27/2013 Views: 3
Updated: 08/03/2017

You can search for solutions by running a search on relevant key words or by choosing items from the
index. Expand and collapse the index by clicking on the Expand All and Collapse All buttons.

If you would like to learn more about SysAid, the software that runs this help desk, click on the Question
Mark icon, located beside the Home icon, in the main navigation area of the screen. From here you can
access the SysAid help files. Please note that Imagine! users may not have access to all the features listed
in these help files.
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