Kayako Online Help Desk

Create an Account
Submitting a Request
Responding to Requests
Closing Requests

General Information

*€DINBVRGH"




Create an account

The Digital Learning Team and ICT Solutions Service Desk are part of the
same help desk. If you haven’t used either before, you will have to create an
account before you can submit a request.

You can do this by going to https://cecsupport-csit.kayako.com/signup and
filling in the form.

If you get a message saying Email is already in use, then you have signed up
previously and should reset your password.

Sign up - ICT Solutiops Service Desk

u Email is already in use, please choose a different email

Your full name

Joe bloggs

Your email

joe.blogg@ea.edin.sch.uk

The value of the field is invalid Already have an

Are you a robot? account?

%y

reCAPTCHA
Privacy - Terms

Signin

I'm not a robot

You can reset your password by clicking on Sign in, then Forgot password.
Enter your email address, then click Recover Password

Please enter your email addre

Email Address

/
J

Recover Password



https://cecsupport-csit.kayako.com/signup

Submitting a request

You will need to sign in before you can submit a request.

For ease of use, we recommend that you add the sign in page, ‘Learning &
Teaching—Miiscellaneous’ form and ICT Services Cataloque as favourites or
bookmarks in your browser.

Once you’re signed in, either click on your saved link for the L&T-
Miscellaneous form for enquiries for the Digital Learning Team or go to the
ICT Service Catalogue and find the appropriate form there. ltems commonly
used by L&T staff in the ICT Service Catalogue include HR and System
Password Reset.

, . Upload files Optional
On the form you’ll have the option to

attach a document in the Upload files —
section, if required.

Choose files or drag and drop file

Complete all fields on your chosen form and click Send.

It’s also possible to select forms from within the Help Desk:

Note: This site is not compatible with Internet Explor
ICT S UM RaiseaRequest  Signin r
o—- -, q & Please use an alternative browser such as Google Ch

Click on Raise a Request in
the Help Desk.

Select a form What kind of help do you need?

Please note - for Digital

Learning & Teaching - Digital Strategy Planning

Learning Team enquiries, only o

use options prefaced wﬁh\
o o Learning & Teaching - Glow
Learning & Teaching K 5

There are a lot of forms in the list, so we advise accessing via the ICT Services
Catalogue or using the Learning & Teaching-Miscellaneous form.
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Responding to requests

Once you have submitted your request, you will receive an automated email
to say that your request has been logged

Tue 05/02/2019 0%:16
IS ICT Solutions Service Desk <support@cecsupport-csit.kayako.com>

[Conversation: 127266] Test
To Joe Bloggs

Note: Kayako is not compatible with Internet Explorer 9.
Please copy any links in this email into the address bar of an alternative browser such as Google Chrome or Mozilla Firefox. Your reference
number is 127266

Hi Joe,

Thank you for using theNCT Solutions Service Desk. We have logged your request and a team member will respond as soon as possible.

You can check your request
staff currently).

atus or make further updates any time via the ICT Solutions Service Desk {only accessible to Edinburgh Council

Kind regards,
ICT Solutions Service Desk

This is a ICT Solutions Service Desk messaNe delivered by Kayako.

The email will have your reference number, as well as a link to your ticket in
the help desk.

When a team member replies to you, you’ll receive an email. You can
respond by replying to the email, or by going to the ‘conversation’ in the
Help Desk. To do this:

Sign in to the Help Desk y)m Bloggs
Click on your name at the top ofthes&>
Click on My Conversations Edit profile

Sign out

Click on the conversation you want to respond to
It’ll expand, show the reply from the Help Desk -

. =N
and display a Reply Box >
Type your response in to the reply box, add a
file if required, then click Update B
Your response Wi” appear in the thread and ,;ppsa-r;requ“es(ed-\i\aVFP|VOIumePurchaseProgramme_\

Futher details and links to the forms can be found here in the Knowledgebase.

will be sent to the team member dealing with
your enquiry.

Many thanks


https://cecsupport-csit.kayako.com/login

Closing requests

Your request will be closed by the team member dealing with it once your
enquiry has been resolved, or you have been advised to raise your enquiry

separately with CGl or another team. Our Help Desk is separate to CGl’s, so
we are not able to pass tickets on to them.

Once it has been closed, you will receive a survey email.

Test - Message (HTML)

Q Tell me what you want to do

x D QReply FB ¥ Kayako ¥ > e Q

@_ Reply All C@ - 8T Manager

~ S
Delete Archive Q.,Forward E@v El Team Email =

Move Tags Editing Zoom

Delete Respond Quick Steps 7] Zoom ~
Wed 27/02/2019 19:59

IS ICT Solutions Service Desk <support@cecsupport-csit.ka
Test
To Joe Bloggs

o If there are problems with how this message is displayed, click here to view it in a web browser.

Click here to download pictures. To help protect your privacy, Outlook prevented automatic download of some
pictures in this message.

How did we do?
We'd love to hear what you think about our service

i

Good, I'm satisfied

EE

Bad, | am not satisfied

There are 2 options - by default the images do not display. The top image is
to rate the service you have received as Good and the bottom image is to
rate the service you have received as Bad

Once you click on one of them, a browser window will open. If you want to
leave feedback, select your option again, leave a comment and click Send
Feedback. If you don’t want to leave feedback, close the browser window.

Submit Feedback

How did we do?

l & Good, 1 am satisfied 9 Bad, | am not satisfied

Great! Any further comments?

Send Feedback



General Information about support and the Help Desk

This system is currently only accessible internally via LTAD, LTAP_P and LT_OPEN

Staff should seek help and advice from their ICT Coordinator in the first
instance, who then in turn can contact the Digital Learning Team or CGl if they
are unable to advise or resolve the issue themselves.

Our Help Desk Support Links are for Digital Learning Team support only.

Issues for CGl should now be logged via myICT or the CGI Self-service Portal.

You can access mylCT via the link on the top right of the Orb homepage

PRiosie=0

myICT requests and faults

The CGI Self-service Portal can be accessed here:

https://portal-uk-prdc.cgi.com/ux/jss-sso/msp?item=CECL

You will also find this link at the bottom of any email from the CGI Service Desk.

For convenience, it is advisable to add the Help Desk sign in page, ‘Learning &

Teaching—Mliscellaneous’ form and ICT Service Catalogue as Favourites or

Bookmarks in your browser.
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