How to Report an Issue in Cherwell % san Diego Unified

October 2021 SCHOOL DISTRICT

The IT Help Desk at San Diego Unified School District uses the Cherwell Service Management
system to create and manage service request ‘tickets’ for technical support and IT services. This
Job Aid was created to assist District staff in using the online web form to create their own
tickets in the Cherwell Service Management (CSM) system for technical support or IT service.

Follow the steps below to Report an Issue using the Cherwell Service Management system.

Note: There are three, distinct options available to Report an Issue (listed below). All three
provide District staff the steps necessary to create their own Incident Tickets online using the
Cherwell CSM system.

Option 1:

1. Onthe San Diego Unified School District website, click on the Staff Portal. In the top,
right corner of the page click on the link, Help Desk.

STAFF PORTAL

A

Home News &Events Resources Our District  Departments A-Z Intranet  Applications| )g-In  Help Desk

COVID Testing
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2. The Help Desk/Technical Support home page will display. Under the heading, Help Desk
News, you will find important information regarding the new Cherwell Service
Management system. To get to the Cherwell CSM home page, simply click on the link:
https://sdusd.cherwellondemand.com (see the red arrow below).

IT Department / IT Resources / Help Desk/Technical Support

HELP DESK/TECHNICAL SUPPORT

8]
a
I
+
x

< Password Seif Service
- = PowerSchool Handbooks & Job Aids
’I‘ g Q =» Cnline Learning - Resources For Teachers
RORCEED Pg(')a!::ﬁsm SREes DWQ‘;FEI);CS:;;I"VSW:!E R = < Cnline Learning - Resources For Families
< Email
< Google Suite Help
< Instructional Technology
§ = 21 Classroom Refresh
= SelfHelp
Contact Help Desk Staff
< Tech Tips

HELP DESK NEWS.

The IT Help Desk telephone line 3t 619-209-4357 (HELP) iz working =nd agents are on duty during normal business hours (7am - 5pm, Monday - Friday) to take your calls.

You can zlso submit requests for assistance through the District’s self-service portal to the online Cherwell ticketing system at https://sdusd cherweliondemand.com/.

Additionally, you can email your request for assistance to us at helpdesk@sandi.net and our Cherwell system will automatically turn your email into 2 Help Desk ticket. Please make
sure to include your name, employee ID. and a telephone number where you can be reachad.

DEVICE RETIREMENT (THIS POLICY HAS BEEN SUSPENDED AT THIS TIME)

After an IT device has been in service at the district for S years, the IT department may remove the eguipment or administratively diszble itin order to keep the districts network
secure, efficiently utilize the district’s technology support resources, and reduce ongoing infrastructure and licensing costs to the district.

You can rezd more about device retirement at the following link.

https://www.sandinet/itd/it-resources/security/device-retirement

SUBMIT YOUR TICKET ONLINE USING CHERWE VICE MANAGEMENT

With a browser like Internet Explorer, Chrome or
at..

% you C2n submit 2 naw Help Desk Tickst or check the status of an existing ticket, 2ny time viz Cherwell Service Mansgement

https://sdusd.cherwellondemand.com

See instructions on how to report sn issue in Cherwell CSM

See instructions on how to report an issue for someone else in Chernwell CSM

See instructions on how to view your open tickets in Cherwell CSM

See instructions on how to change your password in Cherwell CS

Please crazate 1ticket per computer for equipment hardware issues. Each ticket may report multiple issues about a computer/egquipment.

Note: There are four Job Aids available with instructions on how to use the Cherwell Service
Management system (see the green highlighted area above). To learn more about how to use
the basic features of the Cherwell CSM system, simply click on any Job Aid link to open itin a
new tab (in PDF form).
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3. On the Cherwell Service Management home page, click the Login button in the upper,
right corner of the page to log in to your Cherwell CSM account.

Sites ¥ ¥ Login £~

Password Reset OWA Mail

i 'L

TechmcaI’“Su port

 HelpDesk

¢

Click to Login

4. The SDCS login page will appear. Enter your District (DWA) Employee ID and Password,
then click the Sign in button below.

W San Diego Unified
’a SCHOOL DISTRICT
Access to this webpage requires an Employee or Student

ID. Forgot your password? Try the Password Self Service
or contact the IT Help Desk

[kmployee or Student ID

|Password

Oh! Hi There!

Looks like you
need to sign in
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5 Your Cherwell Service Management account home page will display. To report an issue,
simply click the Report An Issue button below.

_Technical Support
£ Help Desk

How can we help you?

5 U
AN |

My Open Tickets / ~=—=]
Requests !  Report An Issue

6. A new Incident Ticket will be generated with its corresponding number. First, verify that

your Site, Room Number, and Phone Number are accurate. If needed, make corrections
to these fields.

Home Service Catalog My ltems
I save Tuj Abandon g X Wl OV B & Record1of1 & ¥ B = =
[icket #103007
The Date & Time below is not a guaranteed time of service
Are You Submitting On Behalf Of Somebody Else? Preferred Availability Date: Preferred Time:

Verify Site: Verify Phone: Verify Room:

5434A Educational Technology ‘ 619°555-1234 | ‘#3{]2

Does this prevent you from doing your work? Please describe the issue you're having
) Yes

@ No

Does this affect multiple users?
) Yes

@ No

CTAG Number:
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7. Then, on the left side of the page, select
the radio button(s) that best represent
your technical issue.

Does this prevent you from doing your work?

| Yes
™ MNo

Does this affect multiple users?

I Yes
® No
8. Inthe Iarge, Issue Description field Please describe the issue you're having:
(in the center of the p qge) ! ent_er a My mouse cursor is moving very slowly, al
detailed report of the issue or issues disrupting the flow of work. Sometimes it is
you are having. stuck in one position and no matter how much I

move the mouse, the cursor just stays in the
same place on my computer screen.

9. Below the Issue Description field, enter the CTAG Number
found on your computing device.

CTAG Number:
C0O0036588812

Note: The CTAG is typically located on the back or the sides
of the computing device.

The Date & Time below is not a guaranteed time of service

Preferred Availability Date: Preferred Time:
Note: If you are only available at a certain time 09/07/2018 Td 1000AM

or on a specific day, let us know the best time to
assist you. At the top, right side of the page,
select the Date and Time that you are available "% ¢, Mo Tu We Th Fr Sa
to receive assistance from SDCS Technical
Support staff.

L Sep v 2018 v | )

1

2 3 4 5 6 7 8
9 10 M 12| 13| 14| 15
16| 17| 18 19| 20| 21| 22
23| 24 25| 26| 27 28| 29

/7 Trarming
SDUSD Job Aid © S



How to Report an Issue in Cherwell ;g San Diego Unified

October 2021 SCHOOL DISTRICT

10. Finally, review each data field to determine that the Technical Support Incident Ticket is
filled in completely and accurately. Then, click on the Submit button to request
assistance from qualified SDCS Technical Support staff.

A 12, X
I save uj Abandon % (0) » Record 1 of 1
[icket #103007
The Date & Time below is not a guaranteed time of service
Are You Submitting_On Behalf Of Somebaody, Else? Preferred Availability Date: Preferred Time:
MM/ddfyyyy @ hhmmam Submit
Verify Site: Verify Phone: Verifydoom:
5434A Educational Technology 6197555-1234
Does this prevent you from doing your work? Please describe the issue you're having
Yes My mouse cursor is moving very slowly, L
® No disrupting the flow of work. Sometimes it is
stuck in one position and no matter how much I
Dioes this affect multiple users? . .
move the mouse, the cursor just stays in the
Yes same place on my computer screen.
&) No
CTAG Number:
0003658812

11. A dialog box will appear indicating that the reported incident was added to the Cherwell
Service Management system. The process of submitting a request for Technical Support
is now complete.

Your Incident has been added X

to the Cherwell system. Your
Incident ID is 103007,

Note: This Incident Ticket is now available for review in the My Open Items section of your
Cherwell CSM account (see the How to View My Open Tickets in Cherwell Job Aid).

Instructions on how to report an issue for someone else are available in the How to Report an
Issue for Someone Else Job Aid.
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Option 2:

1. From your Cherwell Service Management account home page, click on the My Open
Tickets/Requests button below.

' Technical Support
Help Desk

How can we help you?

& U

i My Open Tickets /
] Requests : Report An Issue

2. Your My Items page will display. At the top, right side of the page, click on the Report
an Issue button.

Sites ¥ 6

Service Catalog My ltems

Report an Issue [IVISKEER

Below you will find a listing of all your open and recently closed service request and incident tickets. @ @
You can view, edit, comment on and reopen any of your tickets listed below.

My Open Tickets My ltems

/7 Traming
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3. Anew Incident Ticket will be generated with its corresponding number. Verify that the
data entered in each field is complete and accurate. If needed, make corrections to
these fields, then click Submit.

INTEGRATED
TECHNOLOGY
A i, =
I Save  j Abandon : POV Record 1 of 1
[icket #103016
The Date & Time below is not a guaranteed time of service
Are You Submitting On Behalf Of Somebody Else? Preferred Availability Date: Preferred Time:
09/07/2018 fd 10:00AM Submit
Verify Site: Verify Phone: Verify Room:
5434A Educational Technology 619-555-1234 #302
Does this prevent you from doing your work? Please describe the issue you're having
® Yes :
& My computer will not load Outlook. The
No mouse cursor keeps spinning or shows the
Does this affect multiple users? hour glass icon. I get an error message: Error:
" 563 Unable to open Microsoft Outlook. I can
= use other applications, but I have to gettomy .
® No
CTAG Number:

C0003688812

4. A dialog box will appear indicating that the reported incident was added to the Cherwell
Service Management system. The process of submitting a request for Technical Support
is now complete.

Your Incident has been added X

to the Cherwell system. Your
Incident ID is 103016.

Note: This submitted Incident Ticket will be available for review in the My Open Items section
of your Cherwell CSM account (see the How to View My Open Tickets in Cherwell Job Aid).
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Option 3:

1. From your Cherwell Service Management account home page, click on the link Service
Catalog at the top, left side of the page.

‘ “Technical Support
' Help Desk

How can we help you?

U

Requests . Report An Issue

My Open Tickets /
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2. The Service Catalog will appear with numerous, specific catagories for creating a new
Incident Ticket. Two examples are provided below. Example 1, focusses on the category,
Presentation Equipment. Example 2, focusses on the category, Desktop Management.

Account Management

Controlling access to network resources or

centralized software. This can mean updatin...

E-Mail / Calendaring

Email accounts including setup and access

email from mobile, home, and desktop devic...

IT Service Desk

For user accounts in Cherwell - allows users to

submit, review, and manage tickets.

Police Services

Submit Incidents or Service Requests for

devices used by Police Services.

Printing

For Incidents and Service Requests for shared

network printers and multifuntion devices an...

Web Services

Browser development group, both external

(Internet) and internal (Intranet).

Sites ¥ @

Desktop Management

Covers standard computer systems such as

desktops and laptops and includes OS, Anti-...

Enterprise Applications

Options for mission-critical business software
used by the District.

Network Services

Covers the network - wired and wireless, and
also includes file sharing and backup/restore...

Presentation Equipment

Primarily deals with Promethean Boards and

associated hardware and presentation...

Telephony / Fax

Covers Telephony equipment, both stationary

and mobile - includes fax machines.

Note: When you select one of the Service Catalog categories, additional, more specific
selections (related to that category) will display. This method of creating a more specific
Incident Ticket enables SDCS Technical Support to expedite your reported issue to qualified
support staff.
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Example 1:

If the issue you wish to report is regarding the performance of your Promethean Board,
then the service catagory, Presentation Equipment, would be the appropriate choice.

A. Click on the service category, Presentation Equipment, to reveal more specific
selections.

Presentation Equipment

Primarily deals with Promethean Boards and
associated hardware and presentation...

B. The available (more specific) selections within the Presentation Equipment category
will appear. Select the Promethean Board option at the bottom, left side of the

page.

a 2, X

SEARCH: Presentation Equipment

Service Catalog [ Presentation Equipment

Presentation Primarily deals with Promethean Boards and associated hardware and
Equipment

presentation software,

Promethean Board

Report issues with PRomethean
Board, wings, drawers, sound

/7 Tramimng
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C. The available (more specific) selections within the Promethean Board category will

appear. Next, select the Drawers/W

ings/Sound System link below to generate a

new Incident Ticket.

Home Service Catalog My ltems
Service Catalog
Service Catalog/ Pr ion Equipment / Pr Board

Promethean Board

Drawers/Wings/Sound System

Submit Incident

SEARCH: Promethean Board

Report issues with PRomethean Board, wings, drawers, sound

D. A new Incident Ticket will be genera

ted with its corresponding number. Simply fill in

each field accurately and completely and then click, Submit.

INTEGRATED

JECHNOLOGY,

I Ssave @ Abandon &7 X il VOY K & Record1of 1 & B = =
licket #103018
The Date & Time below is not a guaranteed time of service
Are You Submitting On Behalf Of Somebody Else? Preferred Availability Date: Preferred Time:
09/07/2018 Ed@ 1000AM ‘ Submit
Verify Site: - Verify Phone: Verify Room:
0346A.Madison High ‘ 619-888-1234 \ ‘ #302 ‘

Does this prevent you from doing your work?

Please describe the issue you're having:

® Yes
@ No
high I turn up the

Does this affect multiple users?

My Promethean Board is not working properly.
The sound will not come on regardless of how

sound to be able to use this presentation

volume control. I need the

% : .
. ves equipment in my classroom.
® No
CTAG Number:
0003688812

=]
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E. A dialog box will appear indicating that the reported incident was added to the
Cherwell Service Management system. The process of submitting a request for
Technical Support is now complete.

Your Incident has been added &

to the Cherwell system. Your
Incident ID is 103018.

Note: This new Incident Ticket will be sent to SDCS Technical Support with a record of the
several (specific) category selections made during this process. This method of creating an
Incident Ticket enables SDCS Technical Support to expedite your reported issue to qualified
support staff.

Example 2:

If the issue you wish to report is regarding the performance of your Computer, then the
service catagory, Desktop Management, would be the appropriate choice.

A. Click on the service category, Desktop Management, to reveal more specific
selections.

Desktop Management

Covers standard computer systems such as
desktops and laptops and includes 0S, Anti-...

/7 Tramimng
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B. The available (more specific) selections within the Desktop Management category
will appear. Select the Computer option at the bottom, right side of the page.

a L x

Service Catalog / Desktop Management

Desktop
Management

ActivSoftware Adobe Acrobat

Promethean presentation software
issues

Request Acrobat

Anti-Virus Browser

Request install/report issues Report issues

vascriptvoid(0):

Covers standard computer systems such as desktops and laptops and
includes OS, Anti-Virus and misc. software utilities.

Adobe Flash

Adobe Flash issues

Report issues/request accessories

C. The available (more specific) selections within the Computer category will appear.
Next, select the Hardware Malfunction link below to generate a new Incident Ticket.

A 2, X

Service Catalog / Desktop Management [ Computer

Com pl.ltel’ Report issues/request accessories
Battery Boot Up Failure
Power Adapter/Cable Power Cord

Hardware Malfunction

Request Accessory

SDUSD Job Aid ©
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D. A new Incident Ticket will be generated with its corresponding number. Simply fill in
each field accurately and completely and then click, Submit.

a &,

te

I save uj Abandon VOV

Record 1 of 1

Ticket #103028

Are You Submitting On Behalf Of Somebody Else?

09/07/2018

Verify Site:
0346A Madison High

Does this prevent you from doing your work? Please describe the issue you're having

® Yes

Does this affect multiple users?
Yes

® No
CTAG Number:

C0003688812

The Date & Time below is not a guaranteed time of service

Preferred Availability Date: Preferred Time:
@ 10:00AM

Verify Phone:

It seems like my hard drive has gone bad.

No Every time I try to access one of my files or
applications, I hear a clicking sound coming
from my computer and I receive an Error
message stating that the hard drive cannotbe

Submit

Verify Room:
619-5551234 #302

=

E. A dialog box will appear indicating that the reported incident was added to the
Cherwell Service Management system. The process of submitting a request for

Technical Support is now complete.

Your Incident has been added
to the Cherwell system. Your
Incident ID is 103028.

X

Note: This new Incident Ticket will be sent to SDCS Technical Support with a record of the
several (specific) category selections made during this process. This method of creating an
incident ticket will enable SDCS Technical Support to expedite your reported issue to qualified

support staff.
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