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HelpDesk Tickets, Software Installers and Web 2.0
HelpDesk Tickets…

We are still trying to catch up with Helpdesk tickets.  The new projects undertaken (wireless, Netbooks, etc.) along with our continuing growing list of responsibilities has had a severe impact on our ability to respond to tickets. Since switching our phone over to a different vendor we have spent a huge amount of time on phone issues. PowerSchool and Nurses SNAP program have sapped our time. We initially got behind having to inventory, image and get out over 250 Netbooks and 60 desktop computers and we are still struggling to catch up.
You can help…  We have many, many Helpdesk tickets that are quite old.  Many of them are “Waiting For User Response” This means that when you sent in your ticket we needed and asked you for further information, or have provided a suggestion that may solve your problem. Many of you have not replied and thus our system is jammed with old tickets that we no longer know if they need attention or not.
If you have something that needs repair or attention that you have submitted a previous Helpdesk ticket for please do the following…
1. Go to the Help Desk and  click on Ticket Search at the bottom of the page
2. Log in

3. In the “Start Date” put 6/1/2009

4. In the  “End date” put today’s date

5. Click Search.

6. It will show you a list of your tickets. Click on each ticket and…

7. Review the status of your tickets. If you find that…

a. This is no longer an issue… type in the empty box that the issue is resolved and click on “Send Update.”

b. If it says “Waiting on User Response”… read the notes in the ticket… we have either put a question or a suggestion  in the ticket… write a response and click “Send Update.”

c. If it says “Waiting on someone else”… that means WE are waiting for someone (besides you) to respond to us. In this case, do nothing.

d. All other statuses mean we are still working on the issue.

In the future… when you get an email response to your ticket, please open the email and read it.   Click on the link in the email, and if the ticket is asking you a question then please respond. If we don’t get a response within two weeks we will assume that the problem is solved and delete the ticket.

Software Installation

We continue to get requests from users who wish to install software on their computers.  Although this would seem pretty straight forward to most users, it can be complicated and cause huge issues for our department.  First, we must verify licensing. Often the software is free, available on the Internet and doesn’t need a license.  Some of these programs cause problems on the computers on which they are installed.  Others bring in “tag-a-long” programs that cause issues.  Some are small apps or gadgets that cause problems.  For example, the Yahoo Toolbar that “tags-a-long” with some of the programs that are on the Internet causes our computers to freeze up.  Bottom line is it is not as straight forward as it may seem.

However, we do want you to be able to install legitimate and useful software. If you wish to install software on one or more of your classroom computers please do the following…

· Send a request to HelpDesk stating what you wish to install on which computers and any licensing information. If it is a free program… like a web 2.0 tool or an open source program, please tell us that.  We will presume it is licensed until told otherwise.
· Review the Best Practices Guide for installing software, which can be found on the HelpDesk’s Self Help link.  This brief guide will let you know what to look out for when installing software, and what to do when you encounter a problem.
· We will email you back and put you into a “Software Installers” user group for a limited time… usually a day or two.  At that point you can install the program.  PLEASE only install what you have asked to install and say NO to any tag-a-long programs or apps.
We can usually respond to these requests quickly, so

Acer Netbooks & Projection  Systems

For your Acer Netbook to work best with your projection system do the following…

1. Right click in an empty area on your desktop screen and select “Properties” 

2. Select the Settings Tab

3. Move the Screen Resolution Slide until the Resolution is 800 X 600

4. Click Apply and then OK


Web 2.0 Tools/Sites & Professional Development

After the first of the year we will be offering a few after-school workshops on Web 2.0 tools and sites.  Watch for an announcement. 
Meanwhile, look at these…

TimeGlider - http://timeglider.com/

There is a time traveler in each of us. Whether you are a litigator or an 8th grader, TimeGlider can quickly enhance your experience of the past, present, and future. Once you’ve explored a TimeGlider timeline, you’ll wonder why you’ve never seen information organized like this before.
Issuu - http://issuu.com 

Explore a world of publications by people and publishers alike. Collect, share and publish in a format designed to make your documents look their very best

WatchKnow.org - http://watchknow.org/
Features videos from National Geographic, YouTube and Google Videos among others. Launched by Dr. Larry Sanger, co-founder of Wikipedia. “Think of it as YouTube meets Wikipedia, filtering out everything but quality educational videos,” says Dr. Sanger. “WatchKnow.org links together content from traditional sites, and also allows users of the site to improve the organization of the video categories, which makes finding the video you need much easier.” 

Bokrix - http://www.bookrix.com/
Read more than 17520 books online for free...








