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Introduction

Congratulations! You are a user of the CPAIS HelpDesk software application.  This user manual discusses HelpDesk functions and tools, giving you clear, easy steps and accompanying screen captures for clarification.  

Request Account and HelpDesk Logon

If you’re reading this user manual, then chances are you downloaded it from the CPAIS HelpDesk.  This means that you’ve already been issued a HelpDesk account and have successfully used it.  However, in case you received this user manual by other means, you should know that you must request a username/password before you can then login to the HelpDesk.  Here’s how.

Request a HelpDesk Account

	Step
	Description

	1.
	Obtain form AD-1143 from your agency's CPAIS point of contact. For a list of agency POCs, see the CPAIS User Support Resources Page (https://cpais.ocfo.usda.gov:8800/support/).

	2.
	Complete all fields on the form.  Basic instructions appear on page 4 of the form.
Notes:  

· Type/write "update access to CPAIS AIM HelpDesk software" in the Special Instructions section. 
· Need access to more than one corporate system?  You may make multiple requests simultaneously using the same form. 

	3.
	Obtain the following signatures:

· Your manager
· Your agency’s Real Property Accounting (RPA) or Real Property Management (RPM) point of contact.
· Your agency’s FFIS Security Administrator.

	4.
	Your agency’s FFIS Security Administrator will send the completed form to the CPAIS security administrator, who will finalize your account and contact you.


Logon to the CPAIS HelpDesk

	Step
	Description

	1.
	Go to the CPAIS HelpDesk  (https://cpais.ocfo.usda.gov:8800/helpdesk/).

	2.
	When the HelpDesk login page appears, click on the POC Tool link.  The login box below will display.
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	3.
	In the logon box, enter your POC login ID and password.  The login must be in all caps.  Click the Login button to enter the HelpDesk.

Forgot your password?  Call the HelpDesk at (541) 416-6657 or send and email to dwhite@fs.fed.us.

When you logon for the first time, you are encouraged to change your default password to a personalized one.  See the “Manage Your HelpDesk Account” section at the end of this document for instructions on changing your password.


Overview of HelpDesk Tools

When you successfully login, the CPAIS HelpDesk by default will display the “whiteboard” tool that lists the current status of the HelpDesk and any other important messages.  Along the top of the screen is the red menu bar that you can use to access the HelpDesk’s many tools.  A brief description of each tool appears below.
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Ticket Functions ([image: image3.png]TickeT FUNCTIONS



)

	Tool Name
	Description

	Submit Ticket
	Allows you to submit a question directly to our HelpDesk specialists. You must fill out a form in order to give HelpDesk specialists enough information to get started. You will then be contacted by a specialist who will look for an answer using the Knowledgebase or by consulting CPAIS developers or the CPAIS Configuration Control Board (CCB).  

	My Active Tickets
	Use this tool to see a list of any tickets you previously submitted that are still being worked on.

	My Closed Tickets
	This selection will display a listing of any tickets that you previously submitted that have been resolved and closed.

	Look Up/Update Ticket(s)
	By entering appropriate parameters into a form, this tool allows you to search for existing HelpDesk tickets.  All tickets returned by this search can be viewed, and any tickets you submitted can be modified with updated information (this will reopen it and send it back to a HelpDesk specialist).


Self Help Resources ([image: image4.png]SELF HELP RESOURCES



)

	Tool Name
	Description

	Knowledgebase
	Using this tool, you can search for key words within the Knowledgebase in order to find answers from previously submitted tickets. 

	Frequently Asked Questions (FAQ)
	The Frequently Asked Questions tool allows you to search through our list of commonly asked questions and their answers.  

	View Whiteboard
	A message board that provides status information or other alerts related to CPAIS or the CPAIS HelpDesk.

	Resources
	Provides a number of links to commonly used, helpful user support resources (e.g., quickguides, online help) to assist you.


Account Management ([image: image5.png]ACCOUNT MANAGEMENT



)

	Tool Name
	Description

	Modify Profile
	This tool allows you to update your HelpDesk profile (e.g., phone number or email address).

	Change Password
	Allows you to change your login password.

	Logout
	Ends your CPAIS HelpDesk session and takes you back to the login screen.


Procedures for each tool appear below.  You may also consult the HelpDesk’s Frequently Asked Questions (FAQ) tool for additional help on HelpDesk functionality.  

Ticket Functions

Click the Ticket Functions button ([image: image6.png]TickeT FUNCTIONS



) and the HelpDesk will display four choices:  Submit Ticket, My Active Ticket(s), My Closed Ticket(s), and Look Up/Update Ticket(s).  Procedures for using each tool appear below.
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Submit Ticket

This function allows the user to submit a help ticket for resolution whenever a problem is encountered. The following steps describe how it's done.  

	Step
	Description

	1.
	Click the Submit Ticket link. The Submit Ticket form (below) will appear.
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	2.
	Using the dropdown menus and text field(s) provided, complete the form taking care to describe your problem accurately.  Be sure to fill in the information about the field user that had the original question.  This will help future users search for answers more effectively.

Hints: 

· Select the appropriate Category from the dropdown list of values.  Only the Category reflected in this dropdown list can be entered here.  If the category you require is not listed on the list of values, select "Other."  You should indicate in the "Problem/Request/Activity" field any new category(s) that should be added to the list of values.

· Select the appropriate Subcategory from the dropdown list of values.  Only the Subcategory reflected in this dropdown list can be entered here.  Note:  Subcategory(s) are associated with a specific category.  If you need to see a list of properly linked categories/subcategories, click here.  If the subcategory you require is not listed in the list of values, select "Other".  You should indicate in the "Problem/Request/Activity" field any new subcategory(s) that should be added to the list of values.

· In the Short Description field, enter a few key words that highlight the problem.  If CPAIS gave you a specific error message, enter it here.

· In the Problem/Request/Activity field, type in a description of your problem. Be as accurate as possible.  Include all steps you performed to create the problem so that HelpDesk staff can reproduce the problem.

	3.
	Review your work. If unsatisfied, edit the information or click on the Clear button to clear all fields. Re-enter the information according to Step 2.

	4.
	When satisfied with all the entered information, click on the Go Submit Ticket button. The Submit Problem/Request Result Window will appear with the assigned case number and the message "Successful Submit!" If you neglected to fill-in correctly or complete any enforced field(s), your request will not be accepted. An alert box will appear asking you to add the missing information. Click OK, add the requested information and click the Submit Ticket button again.


Look Up/Update Tickets

This tool allows users to search for and view the details of any ticket, regardless of status, submitter, or HelpDesk staff member.  

This tool also lets you access any of your own tickets, whether open, pending or closed. You may make changes, add information or re-open a ticket if the provided resolution was not sufficient.  You will only be able to Update the tickets you have submitted.

	Step
	Description

	1.
	Click the Look Up/Update Ticket(s) link. The Find Your Ticket(s) or Any Ticket window will appear.
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	2.
	When choosing ticket(s) from the database, you can view all of them or search for specific ticket(s). To view all tickets, enter no parameters on the form and simply click the Find Ticket(s) to Update button and skip to Step 7.

	3.
	Select for specific tickets by entering search criteria into as many or as few fields as you wish.  You may leave fields blank.

Hints:

· To see only those tickets you submitted, either type your name in the Submitter's Name field, or check the “Find Only My Tickets” box.

· Any field that has the yellow capital A indicates a field where you must type in ALL CAPS or no results will be returned.

· All fields with a dropdown list of values are text sensitive.  This means that if you type the letter 'C' the HelpDesk software will automatically take you to the first value in the list that begins with the letter C.
· You may always locate a specific ticket by entering its number into the "Ticket Number" field.  Request multiple tickets by placing a comma between the numbers (e.g., 100034, 100098), a range of tickets by placing two dashes between the numbers (e.g., 100052--10055), or to find exact matches use two equal signs (e.g., ==10015). 

· Use the "Date Open" field to search for tickets by the date submitted. Search for multiple dates, a range of dates, or exact dates using the same method as for ticket numbers above. (For date ranges, you may also use the two date fields’ dropdown menus.)

· Use the Category and Subcategory fields to search for tickets in a specific area. For example, to find all tickets that pertain to GSA Assignments, use the Category field’s dropdown menu to select "GSA Assignments."  You may select multiple categories by holding the control key while clicking other category values. 

· This window also displays a "Quick help on supported find criteria" link. Click on this link for help with advanced search criteria.

	4.
	Review your selections. If you are dissatisfied with any of them you can either edit the appropriate information or click on the Clear button to clear all the fields.

	5.
	You may further configure your search by making a selection from the Sort Result By drop-down menu. Example: Ticket #, Status, Date Opened, etc.

	6.
	After configuring your search, click on the Go Find Ticket(s) to Update button to bring a list of the found tickets to the screen.

	7.
	You have two options in this screen: either view the ticket using the Read Only link or modify the ticket using the Update link.  

· Viewing a ticket allows you to see all details about the issue the ticket addresses, including all user-to-HelpDesk correspondence.  In “view” mode, tickets are read-only and may not be edited. 

· Update a ticket when you have new information regarding your problem and want to inform the HelpDesk.  (For example, maybe you remembered additional information that might benefit HelpDesk staff, or maybe your problem has been solved and you wish to close your ticket.)  Understand that the Update link for a ticket will only be available if the ticket is one that you submitted. 
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	8.
	To update a ticket, click the Update link that corresponds to the desired ticket.  The Update Ticket Window will appear and display all details of that ticket.  You may type more information into the Problem/Request/Activity field, and when finished simply click on the Update Ticket button.  You should receive the confirmation message "Update Successful!" 

Behind the scenes, the HelpDesk will record this ticket amendment (with a time-stamp) in the activity log and will send the updated ticket back to a HelpDesk specialist for review.


Self Help Resources

Click the Self Help Resources button ([image: image15.png]SELF HELP RESOURCES



) and the HelpDesk will display four choices:  Knowledgebase, FAQ, View Whiteboard, and Support Resources.  Procedures for using each tool appear below.
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Knowledgebase

The Knowledgebase is a collection of searchable documents that might include user manuals, FAQs, old help tickets, but may be anything that HelpDesk staff have decided to include. Users enter keywords into the Knowledgebase tool to search for matching topics.    

Notice the checkbox.  When checked (the default state) the Knowledgebase will search for each word you enter “individually”.  Unchecked, it will search for all the words you type “as a phrase.”
	Step
	Description

	1.
	Click the Knowledgebase link. The Knowledgebase Search window will appear (below).
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	2.
	Type keyword(s), a phrase, or even a question into the field provided.  Click on the Search button to search the Knowledgebase’s collection of information for matches.  

	3.
	The HelpDesk will then display the results of your search, listing the most recent results first (see sample results below). 


[image: image18.png]KiiowledgeBase Search Result

Preferences set for this query.

o query was "'
o subsiring matching tumed on

‘The index contains the following items relevant to the query
o CPAIS User Support Policy

o Ticket 10002 6 20 04 ] HAVE NOT RECEIVED MY POC ACCOUNT YET
WHY





Notice how the query conducted in the example above searched and found matches not only in a HelpDesk ticket, but also in a CPAIS document.  Many different types of documents can be included in the Knowledgebase.


Frequently Asked Questions (FAQ)

The FAQ tool allows users to view a previously compiled list of commonly asked questions and their resolutions.  If you suspect your question might be a common one, the FAQ tool is a faster way to find answers than by searching for resolutions via the Look Up Ticket functionality.

	Step
	Description

	1.
	Click the FAQ link. The FAQ window (below) will appear.
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	2.
	Select a category and then click the Search FAQ button ([image: image20.png]Search FAQ



).  The HelpDesk will display all FAQ entries for that category.  In the example below, there is only one FAQ item shown.  If this category had more than one item, all would appear in the list.  
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	3.
	Simply click on the FAQ item’s link to view its details.  If there are no FAQs in that category, you will see this message:
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View Whiteboard

The View Whiteboard tool lets the user view important messages posted by HelpDesk staff.  Note:  Every time you logon to the HelpDesk application, the Whiteboard tool displays by default. 

	Step
	Description

	1.
	Click the View Whiteboard link.  The Whiteboard will appear, displaying any current messages such as the CPAIS system status message below.
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Support Resources

The Support Resources page allows users to view links to other resources, such as this HelpDesk User’s Manual or the CPAIS User Support web page.

	Step
	Description

	1.
	Click the Support Resources link to display the CPAIS HelpDesk Resources page. 
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Account Management

Click the Account Management button ([image: image25.png]ACCOUNT MANAGEMENT



) and the HelpDesk will display two choices:  Modify Profile and Change Password.  Procedures for using each tool appear below.
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Modify Profile

This tool allows the user to update their personal HelpDesk user account profile information. This contact information gives the CPAIS HelpDesk specialist all the information necessary to respond to your issue. To modify your profile:

	Step
	Description

	1.
	Click on the Modify Profile link.  The Modify Profile window will appear.
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	2.
	Edit the information, as desired.  Note:  The only piece of your profile that you may not change is your login account name.  

	3.
	When finished, click the Go Update Profile button ([image: image28.png]Go Update Profile



).  


Change Password

This tool allows you to change your password. The following steps explain how.

	Step
	Description

	1.
	Click the Change Password link.  The window below will appear.
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	2.
	Enter your current password in the first field and then your new password in the subsequent two fields.  Note:  The short paragraph at the top of the page (above) relates helpful hints on how to construct your new password.

	3.
	When finished, click the Change Password button ([image: image30.png]Change Passward



).  The Change Password Result Window will appear with the message "Password Changed Successfully!"
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