
Communication Channels 
Learning & Teaching - All Staff 

myICT (CGI & ICT Service)                                     

via the Orb, Service Desks or phone 
Digital Learning Team      
via the Orb or the Help Desk  

Edinburgh Learns               
via SharePoint 

CGI Edinburgh IT Service Desk 

CGI Self-Service Portal 

0800 783 7158 
edinburghitservicedesk@cgi.com  

 

CEC ICT Service Desk 

myICT 

 0131 529 7817 (37817) 
 

Click here for further details on what 

you should contact the CGI and the 

ICT Service Desks about. 

Digital Learning Team Help Desk 

 

Click here for further details on what 

you should contact the Digital 

Learning team about. 

Edinburgh Learns SharePoint Site 

 

Click here for details of what 

information can be found in the 

Edinburgh Learns SharePoint Site. 

Please note, enquiries for the Digital Learning Team should always be made via the Help Desk and should not be 

sent to named individuals via email.  

In the case of unusual enquiries or emergencies, please phone us on 0131 469 2999 (22999) 

Click Here for an Index of all items in this document 

https://portal-uk-prdc.cgi.com/ux/jss-sso/msp?item=CECL
https://orb.edinburgh.gov.uk/customer-digital-services-ict
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/SitePages/Home.aspx


Issues/faults with CGI managed machines (identifier starting BTED5 or EDU-) 

Faults or issues with CGI managed machines should be reported to CGI via phone, Report a Fault in the Orb, or Hardware 

Issue in the CGI Self-service portal. 

Issues/faults with the wired or wireless network 

Faults or issues with the network should be reported to CGI via phone, Report a Fault in the Orb, or Network Issue in the 

CGI Self-service portal. 

Issues/faults/requests regarding telecoms 

Faults or issues with telecoms should be reported to CGI via phone, Report a Fault in the Orb, or Telephony Issues in the 

CGI Self-service portal. 

Requests for additional handsets should be made via Telephony Request in the CGI Self-service Portal. A PO in Oracle is 

also required. Further details can be found in the ICT Service Catalogue. 

Requests for a new extension, update extension name, groups & profile changes, voicemail support and telephone PIN 

reset, should be made via myICT. 

 

MyICT 
Any issues regarding CGI managed machines should be reported to the CGI Service Desk. 

Issues or requests regarding systems such as iTrent/myHR/myPeople should be reported via myICT 

https://orb.edinburgh.gov.uk/info/201165/ict_requests/83/report_a_computer_fault
https://portal-uk-prdc.cgi.com/ux/rest/share/OJSXG33VOJRWKSLEHVJVER2BIE2VMMCII43DQWCBJ5DVSSJWGZBU6RCCJJKTSNSWHETHEZLTN52XEY3FKR4XAZJ5KNJEIJTUMVXGC3TUJFSD2MBQGAYDAMBQGAYDAMBQGAYDCLJRGITGG33OORSXQ5CUPFYGKPKDIFKECTCPI5PUQT2NIU======
https://portal-uk-prdc.cgi.com/ux/rest/share/OJSXG33VOJRWKSLEHVJVER2BIE2VMMCII43DQWCBJ5DVSSJWGZBU6RCCJJKTSNSWHETHEZLTN52XEY3FKR4XAZJ5KNJEIJTUMVXGC3TUJFSD2MBQGAYDAMBQGAYDAMBQGAYDCLJRGITGG33OORSXQ5CUPFYGKPKDIFKECTCPI5PUQT2NIU======
https://orb.edinburgh.gov.uk/info/201165/ict_requests/83/report_a_computer_fault
https://portal-uk-prdc.cgi.com/ux/rest/share/OJSXG33VOJRWKSLEHVJVER2BIE2VMMCII43DQWCBJ5DVSSCYIJBU4T2DGJDDSMSOIITHEZLTN52XEY3FKR4XAZJ5KNJEIJTUMVXGC3TUJFSD2MBQGAYDAMBQGAYDAMBQGAYDCLJRGITGG33OORSXQ5CUPFYGKPKDIFKECTCPI5PUQT2NIU======
https://orb.edinburgh.gov.uk/info/201165/ict_requests/83/report_a_computer_fault
https://portal-uk-prdc.cgi.com/ux/rest/share/OJSXG33VOJRWKSLEHVJVER2BIE2VMMCII43DQWCBJ5DVSSKEIVBU4U2SGJETSNBRGITHEZLTN52XEY3FKR4XAZJ5KNJEIJTUMVXGC3TUJFSD2MBQGAYDAMBQGAYDAMBQGAYDCLJRGITGG33OORSXQ5CUPFYGKPKDIFKECTCPI5PUQT2NIU======
https://portal-uk-prdc.cgi.com/ux/rest/share/OJSXG33VOJRWKSLEHVJVER2BIE2VMMCII43DQWCBJ5DVUWS2KJCUERCYJRHVUWSBI4THEZLTN52XEY3FKR4XAZJ5KNJEIJTUMVXGC3TUJFSD2MBQGAYDAMBQGAYDAMBQGAYDCLJRGITGG33OORSXQ5CUPFYGKPKDIFKECTCPI5PUQT2NIU======
https://orb.edinburgh.gov.uk/directory/80/ict-services-catalogue/category/678
https://orb.edinburgh.gov.uk/directory-record/250723/telephony-new-extension
https://cecsupport-csit.kayako.com/conversation/new/64
https://orb.edinburgh.gov.uk/directory-record/250722/telephony-groups-or-profile-changes
https://orb.edinburgh.gov.uk/directory-record/250725/telephony-voicemail-support
https://cecsupport-csit.kayako.com/conversation/new/167
https://cecsupport-csit.kayako.com/conversation/new/167
https://orb.edinburgh.gov.uk/customer-digital-services-ict


LTAD Admin Portal Account changes 

AdminFull staff within your establishment can update things such as your display name, phone number and job title in 

the Admin Portal. To change things such as email address or change a Teacher in Training account to a Staff account, this 

must be done by CGI. Please see our FAQ document for guidance. 

Suspicious/SPAM email 

SPAM or suspicious emails and attachments should be reported to the CGI Service Desk on 0800 783 7158 or via email: 

edinburghitservicedesk@cgi.com  

The ICT Security Team have advice on how to report suspicious emails here on the Orb. 

Lost or stolen IT Equipment 

Lost or stolen IT equipment (both CGI managed and establishment managed) should be reported to CGI and logged as a 

security incident via phone: 0800 783 7158.                                                                                                                              

Further information or guidance can be obtained by contacting ict.security@edinburgh.gov.uk  

myHR/myPeople/iTrent account set-up, password resets and faults 

Requests for myHR access, myPeople access, myHR/myPeople password resets, myPeople Delegated Authority, myHR/

myPeople fault, should be made via myICT. 

CECil 

Information about CECil, account queries, creating an account and password resets can be 

found on this page in the Orb. 

MyICT 

https://cecsupport-csit.kayako.com/article/91-faqs-l-t
mailto:edinburghitservicedesk@cgi.com
https://orb.edinburgh.gov.uk/info/201184/ict_security/854/email_security
mailto:ict.security@edinburgh.gov.uk
https://cecsupport-csit.kayako.com/conversation/new/80
https://cecsupport-csit.kayako.com/conversation/new/81
https://cecsupport-csit.kayako.com/conversation/new/2
https://cecsupport-csit.kayako.com/conversation/new/131
https://cecsupport-csit.kayako.com/conversation/new/9
https://cecsupport-csit.kayako.com/conversation/new/9
https://orb.edinburgh.gov.uk/customer-digital-services-ict
https://orb.edinburgh.gov.uk/info/200236/learning_and_development/345/digital_learning/2


Digital Learning Team 
Any issues listed below should be reported via the Digital Learning Team Help Desk. Your ICT Coordinator should be 

contacted in the first instance, they should then contact Digital Learning Team for issues they need support with. 

You can find our Help Desk Help Guide here in the Knowledgebase. 

Microsoft Office 365 (School/shared calendars and mailboxes) 

Any queries about permissions for/setting up school shared calendars and/or mailboxes should be submitted to us via 

the Learning & Teaching-Office 365-Access to O365 hosted mailboxes or calendars form in our Help Desk. Email Help 

Guides can be found here in our Knowledgebase. 

Microsoft Office 365 (Teams, SharePoint etc) 

Any queries about using O365 which your ICTC can’t help with should be submitted to us via the Learning & Teaching-

Office 365-services except mail form in our Help Desk. Guidance can be found here in the Technical Support OneNote.  

LTAD Admin Portal 

If AdminFull staff require support with using the LTAD admin portal, they can contact us via the Learning & Teaching-

Admin Portal forms in our Help Desk. Help Guides can be found here in the Knowledgebase and more in-depth 

information can be found in the Technical Support OneNote.  

School/establishment managed machines 

Any ICTC/AdminFull colleagues who have queries about school managed machines should contact us via the Learning & 

Teaching-School managed machine form in our Help Desk. Information can also be found in 

the Technical Support OneNote.  

 

 

https://cecsupport-csit.kayako.com/section/15-l-and-t-digital-learning-team
https://cecsupport-csit.kayako.com/conversation/new/117
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/section/15-l-and-t-digital-learning-team
https://cecsupport-csit.kayako.com/conversation/new/115
https://cecsupport-csit.kayako.com/conversation/new/115
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cityofedinburgheducation.sharepoint.com/sites/DLT/_layouts/15/WopiFrame.aspx?sourcedoc=%7b6298b6b1-9bfc-4138-b4f1-30417bdf0e1d%7d&action=edit&wd=target%28Introduction.one%7C8dedce22-f27c-4318-9ada-cec9c54c873b%2F%29&wdorigin=717
https://cecsupport-csit.kayako.com/conversation/new/149
https://cecsupport-csit.kayako.com/conversation/new/149
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/section/15-l-and-t-digital-learning-team/1
https://cityofedinburgheducation.sharepoint.com/sites/DLT/_layouts/15/WopiFrame.aspx?sourcedoc=%7b6298b6b1-9bfc-4138-b4f1-30417bdf0e1d%7d&action=edit&wd=target%28Introduction.one%7C8dedce22-f27c-4318-9ada-cec9c54c873b%2F%29&wdorigin=717
https://cecsupport-csit.kayako.com/conversation/new/124
https://cecsupport-csit.kayako.com/conversation/new/124
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cityofedinburgheducation.sharepoint.com/sites/DLT/_layouts/15/WopiFrame.aspx?sourcedoc=%7b6298b6b1-9bfc-4138-b4f1-30417bdf0e1d%7d&action=edit&wd=target%28Introduction.one%7C8dedce22-f27c-4318-9ada-cec9c54c873b%2F%29&wdorigin=717


Digital Learning Team 

iPads 

Any queries about using iPads which your ICTC can’t help with should be submitted to us via the Learning & Teaching-

iPad-troubleshooting form in our Help Desk. iPad Help Guides can be found here in our Knowledgebase. 

MDM (Mobile Device Management, currently Meraki) 

Any queries about using Meraki which your ICTC can’t help with should be submitted to us via the Learning & Teaching-

iPad-MDM-Meraki form in our Help Desk. Meraki Help Guides can be found here in our Knowledgebase. 

VPP (Volume Purchase Programme) 

Any queries about using the VPP programme which your ICTC can’t help with should be submitted to us via the Learning 

& Teaching-iPad-Apps-VPP form in our Help Desk. The VPP app request form and VPP education authoriser can be found 

here in our Knowledgebase. 

Glow 

Glow accounts are managed by colleagues in your establishment with Glow admin rights - you should contact them 

regarding getting access to your account. Staff with Glow admin rights who require support should contact us via the 

Learning & Teaching-Glow form in our Help Desk. Glow Help Guides can be found here in our Knowledgebase. 

https://cecsupport-csit.kayako.com/conversation/new/113
https://cecsupport-csit.kayako.com/conversation/new/113
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/section/15-l-and-t-digital-learning-team/2
https://cecsupport-csit.kayako.com/conversation/new/104
https://cecsupport-csit.kayako.com/conversation/new/104
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/article/87-meraki-help-guides
https://cecsupport-csit.kayako.com/conversation/new/101
https://cecsupport-csit.kayako.com/conversation/new/101
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/article/99-ipad-vpp
https://cecsupport-csit.kayako.com/conversation/new/99
https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cecsupport-csit.kayako.com/article/86-glow-help-guides


Please note that not all areas in the Edinburgh Learns SharePoint Site are accessible by everyone. If you need access to 

an additional area, please ask your HT to request this for you via the Digital Learning Team Help Desk. 

For convenience, you can follow the site by clicking the Follow button at the top right of the screen:                   

It will then appear in a ’Following’ list at the left of your screen when you open SharePoint.  

 

Edinburgh Learns - Framework 

You can find tiles which make up the Edinburgh Learns Framework here in the Edinburgh Learns SharePoint. 

Here you can find resources and information regarding Equity, Health & Wellbeing, Inclusion, Learning Together, 

Pathways, Improving Quality in Learning, Teaching & Learning and Leadership. The site is constantly having content 

added to it, so check back frequently. 

Edinburgh Learns - Curriculum Areas 

In the Curriculum Areas tile in the Edinburgh Learns SharePoint Site, you will find information and resources for 

individual curriculum areas including; Expressive Arts, Health & Wellbeing, Languages, Literacy & English, Numeracy & 

Maths, Religious & Moral Education, Sciences, Social Studies, Technologies and Pupil Support. 

 

 

Edinburgh Learns 
Information and resources for the Edinburgh Learns Framework, DPIAs and the Inclusion Hub 

https://orb.edinburgh.gov.uk/info/201141/it_learning_and_teaching/2776/ict_support_in_learning_and_teaching
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/equity/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/healthandwellbeing/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/inclusion/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/learningtogether/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/pathways/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/improvingquality/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/teachingandlearning/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/EdinburghLearns/leadership/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/365central/resources/SitePages/Home.aspx


Edinburgh Learns - Communities 

In the Communities tile in the Edinburgh Learns SharePoint Site, you will find tiles for Secondary HTs, Primary Leaders, 

Special School HTs, Quality Improvement Team, The Scottish Attainment Challenge, Breakfast Club, Developing the Young 

Workforce, CEC Assessment and Moderation, ParentPay and Instrumental Music Instructors 

This is also where you will find the Emergency Hub which includes information regarding- Severe Weather, Significant 

Occurrence, Infection Control, Bomb threats. 

Edinburgh Learns - Reference Library 

In the Reference Library tile in the Edinburgh Learns SharePoint Site, you will find tiles for: 

Inclusion Hub - includes information regarding Additional Support Needs, Whole School, Services & Support, Sharing & 

Evaluating Effective Practice, Planning & Useful Dates, Inclusion Strategy, Pupil & Parent Engagement, GIRFEC, Specialist 

Provision and Inclusion Policies & Procedures. 

Risk Assessments  - Information and resources regarding risk assessments 

DPIA -  Includes DPIA Advice document and information regarding which software/websites are in the process of having a 

DPIA processed, which software/websites have been assessed and can be used and which software/websites should not 

be used now and going forward. If you have a query, please note your query using the following email address in a timely 

manner: DPIA_for_LearningAndTeaching@ea.edin.sch.uk  

Please note that the DPIA process requires input from multiple teams and therefore it is 

essential that you factor in enough time for your query to be processed prior to you making 

any procurement arrangements 

Edinburgh Learns 

https://cityofedinburgheducation.sharepoint.com/sites/communities/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/communities/emergencyhub/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/365CentralResources/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/365CentralResources/inclusionhub/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/365CentralResources/riskassessments/SitePages/Home.aspx
https://cityofedinburgheducation.sharepoint.com/sites/365CentralResources/DPIA
mailto:DPIA_for_LearningAndTeaching@ea.edin.sch.uk
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