
CPAIS QuickGuide: HelpDesk Tasks for Agency Points of Contact


Between one and three subject matter experts from each USDA agency will be chosen as points of contact (POCs) for the HelpDesk.  Only approved POCs are allowed to contact the HelpDesk directly – field CPAIS users will not have this ability.  This QuickGuide gives POCs basic information for accessing the HelpDesk and using some of its tools.  The following topics are addressed in this quickguide:

	· Logon to the CPAIS HelpDesk
	· Check/update a ticket

	· Submit a question (ticket) to the CPAIS HelpDesk
	· Manage Your HelpDesk Account


This QuickGuide only provides basics steps.  For more detailed information, please consult the CPAIS HelpDesk User Manual.  You’ll find it once you logon to the HelpDesk by clicking:
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To Logon to the HelpDesk

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

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

Forgot your password?  Call the HelpDesk at (541) 416-6657.

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 QG for instructions on changing your password.


To Submit a Question to the HelpDesk

Before you submit a question to the HelpDesk, be sure to consult the Knowledgebase, the Frequently Asked Questions (FAQ) page, the Look-up Ticket feature or the Whiteboard and see if your question has been asked – and answered – before.  For help on how to use these self-help tools, see the additional CPAIS quickguide entitled “User Support Resources.”
	Logon to the HelpDesk, as described above.

	Click the Ticket Functions button.  From the list of ticket-related functions that appears, click on Submit Ticket.  A submission form will appear.  
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	Complete the form, providing details that best describe your problem/question.  Use dropdown menus where appropriate.  

In the Problem/Request/Activity box, type a clear, specific text description of your question.

Use the Attachments section to attach any relevant documents/images (e.g., a screen capture of an error, or an electronic file of a miscalculated report.

Review your entries. If unsatisfied, you can edit the information or click on the Clear button to clear all fields and start over.

	When finished, click on the Go Submit Ticket button.  A new window will appear containing the assigned case number and the message "Successful Submit!"  Make note of your ticket number for future reference.  You also will receive an email confirming that your submission has been entered into the system.  (The HelpDesk will also send an email to the field user on whose behalf you’re submitting this ticket.)


If you neglected to fill-in enforced field(s), or didn’t complete fields correctly/completely, your request will not be accepted. A screen will appear asking you to add the missing information. Simply click your browser’s Back button to return to the Submit Ticket form. Add the requested information and click the Go Submit Ticket button again.
Look-up/Update a Ticket

You may look-up any HelpDesk tickets submitted by any user.  If the ticket is yours, you have added ability to “update” it.  Looking-up a ticket and updating a ticket are accomplished using the same tool, described below.

	Logon to the HelpDesk, as described above.

	Click the Ticket Functions button and then Look Up/Update Tickets button.  
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	Updating an existing ticket?  Enter the ticket number in the first field and click the Go Find Ticket(s) to Update button.

If you don’t know the ticket number, or if you want to look-up any/all tickets dealing with a specific problem, use this form as a search tool by entering “parameters” into the other fields.  

· Check the Ticket Submitter field to find only your ticket(s). 

· The Category and Subcategory fields will help you find tickets related to a specific topic.
· If CPAIS gave you a specific error message, enter it verbatim in the Short Description field.

	Matching tickets are displayed as depicted below.  You may update only those tickets you submitted – simply click the Update link that corresponds with that ticket.  You may only view tickets submitted by other HelpDesk users – simply click the corresponding Read Only link.  
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	When the update form appears, type the appropriate text in the Problem/Request/Activity box.  Then click the Go Update Ticket button.  

You will receive a confirmation message indicating “Update Successful!”  You also will receive a confirmation email.  
The HelpDesk will also send an email to the field user on whose behalf you submitted this ticket.
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Manage Your HelpDesk Account

As an authorized user of the CPAIS HelpDesk, you have full edit control over two pieces of information related to your HelpDesk account:  your profile and your password.

	To Edit Your Profile

	Logon to the HelpDesk, as described above.

	Click the Account Management button.  When the new screen appears, select Modify Profile.
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	You may change any of the fields shown at left (except POC Login).

When finished editing your HelpDesk user profile, click the Go Update Profile button.  

Clicking the Reset button will clear all fields so you can start over.

You will receive a confirmation message indicating “Update Successful!”


	To Change Your Password

	Click the Account Management button.  When the new screen appears, listing two choices, select Modify Profile.
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	In the appropriate fields, simply enter your current password, your new password, and the new password again as confirmation.

Click the Change Password button for the change to take effect.

Click the Clear button to reset all fields and start over.

You will receive a confirmation message indicating “Update Successful!”
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