Supportworks

Teaching and Learning Technology Centre Guide

To download Supportworks Client, go to
http://ictservicedesk.londonmet.ac.uk/sw/software/index.php and follow the instructions

STEP 1: Running Supportworks Client

1. Go to Start > Programs > Supportworks client > Supportworks client > enter
User ID (staff username) and (londonmet) Password

Supportworks Secure Login il

Supportwgrks

ENTERPRISE SUPPORT PLATFORM

Serial Humber: 1100-DE43-314C-BFEB
License: 50 Uszers
Registered To: London Metropolitan University

Server: IE'—J ;ewicedesk.Iondonmet.ac.ukj Lagin |
Language: | Engish (British) d| Cancel |

User ID: I i kennarda J

Password: |

¥ Remember my login name

2. Click Close for the Tip of the Day window

Tip of the Day x|

Did you know...

As with most other elements in Supportwarks, you can
customise the tips file. Just edit the file "tips.txt" found in
the same directory as the one where you installed this
client.

|+ Show tips at startup Mext Tip |

3. Click Helpdesk icon

)

Helpdesk
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4. Double click call

—_— Unassia

Customer is using her own MAC {cu

5. Select Call Diary tab to view call

|;-',_ Service Desk Request Details for F1128367 - Supportworks Cl

File Edit Actions ShowMe Tools Help

Y| ofiave Bo | o £ ¥ 2 & ) KT 0 | & ¥
B callDetais || T&Call Diary |(45 Workflow |[®YFile Attachments (2) |
Look For: Clear 5¢

o | @ | E¥i='| @ DakeTime | g Ackion Source | @ Ackian Type
o0l B gy 200092009 12:44:55  E-mail General Update

Logged From Inbound Email (Mailbox: ICT Service desk, Receiv
11:18:39)

From: Elizabeth Bruce (e.bruce@londonmet.ac.uk)

To: ICTServiceDeski@londonMet,ac.uk

6. Double click to view details and close window when ready to answer call.

I Call Action Diary for F1128367

Drate/Time:

Action Source: I

Actioned By:  [hickmanm of the SERVICEDESK gro Action Type: |

¥ Action Desciption | (0 File Attachments [2) |

Logged From Inbound Email (Mailbosx: ICT Service desk, Received at: ¥
From: Elizabeth Bruce (e.bruce@londonmet, ac.uk)
To: ICTServiceDesk@LondonMet, ac, uk,
Subject: Weblearn

I have been given access to the weblearn pages of ACZ003M as I am
keaching it in the absence of a sick colleague, I can access the

information but I cannot save it to ey hard drive in order to edit it
For the current wear

7. Select Actions > Accept call

Ackions  Show Me

Iy
s |[TPcal Diary |

8. Click Accept
File Edit Actions  Tools  Help

& doocept
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9. Click OK
Il Select E-mail Template il |
Call Clazs ISewice Desk Rex 'I
Ayailable E-mail Templates
|ncident Update [ICT Service desk)
Mew Henon Incident ICT Service desk)
Henon Update [ICT Service desk)
#enon Resolved/Ongoing [ICT Service desk)
#enon RE-OPEMED Incident [ICT Service desk)
Temparany Closure [ICT Service desk)
Ozan Software [ICT Service desk)
[rata Chargeable [ICT Service desk)
Resolved Call [ICT Service dezk)
T + D PAMDI [ICT Service desk)
|Uze the first addrezs af the mailbox to which the
[~ zelected template belongs as the 'From' address
for the e-mail
v Use HTML template if available
Cancel I
4
10. Click Send to inform customer
L?!* Call Update on F1128367 - Message (Plain
File Edit Insert Format Tools  Help
[Hsend [~ & | @ | |([4 ] 1 I
- | B I
Frarm IICT Service desk (Local)
R Ta, IEIizabeth Bruce
3 Cen |
2 Bee. |
Subject ICaII pdate on F1126367
Iear Elizabeth
There ha=s been an update on yom
The progress iz as follows:
Call accepted by KENNARDAL
11. Select Actions > Resolve or Update call where appropriate
Ackions  Show Me
e B2 fa B .
s |[TPcal Diary |
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12. Enter the instructions or choose from the Multiclips (stored responses) by right click
in the Action Description field, Paste from Multiclip > My Group
see Appendix for possible responses.

L= Resolve,Close Call F1128367 - 1ol x|

File Edit Actions Tools Help

@ Resalve Call  Call Action: | Resalve Call [v] 0
Date Time of Action Time Spent Update to be public
[ 1 r10i2009 15:93:24 [w] [oos []E-mail customer
Action Source Action Type []cal to be chargeable
| E-mil M | General Upcate M [ 4dd to KnovledgeGase

Rezalution Profile

I (o]

Profile Te:xd

Action Descrigtion r File Attachment

13. Modify the Time Spent, Action Source, Resolution Profile (MIS/Intranet >
Technical > WebLearn) with the correct details

14. Select E-mail customer
15. Click Resolve Call

L= Resolve/Close Call F1128367 -|Of x|

File Edit Ackions Tools  Help

& Resolve Call  Call dction: [Resolve Call [w] i
Date /Time of Action Time Spent Update to be public
| 0141072009 15:13:24 |w| 015 E-mail customer
Action Source Action Type |:| Call to be chargeable
| E-mail |w| |E-mailed Customer M| | [Jadd to krowledzeBase
Rezolution Profile
| MISAntranet -= Technical -= Weklearn (.. ]

Profile Ted

" Action Description ]’ File Attachment

To dowwnload files to your hard drive for editing, follow the instructions below:

1. Goto Build tab

2. 3oto File Manager (Designer Toals)

3. Find the file in the list and using the upside dowen grey arrovy (Acttionlink) next to the file, choose dovenload
a. If using Firefox, choose Save File
b If using Internet Explorer, choose My computer and save to the hard drive.
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16. Click Yes
j|Supportworks Client |

\lg) Are wou sure you want ko resolve this call?

Yes I Mo I

17. Click OK

M Select E-mail Template e |
Call Class ISewi-:e Dezk Fec "l

Axallable E-mail Templates

Fezolve/Cloze Incident ICT Service dezk)

*enon Resolved Incident [ICT Service desk)
Temporary Closure [ICT Service desk)

MHew Equipment Setup Completed [ICT Service desk
R wWaranty Incident Clozed [ICT Service desk]
Data Infraztructure Chargeable [ICT Service desk]

1 | +]

Use the first address of the mailbox to which the
[~ selected template belongs as the 'From' address

for the e-mail
v Use HTML template if available
aF. | Cancel J/
£
18. Click Send

[& Your call ref: F1128367 has now been resolved. -

File Edit Insert Format  Tools  Help
CAsend [ &2 | @ || I[4 ] ¢ dL
- ~|B F U|[}]

From IICT Service desk (Local)

iR o, |E|izabeth Bruce

| [ RANE I

[EH Bee, I

Subject |‘|’Dur call ref: F1128367 has now been resolved,

Dear Elizasheth

Tour call has now been closed, your

To download files to your hard driw
helow:

1. Go to Build tab

2. Go to File Manager (Designer Tc

3. Find the file in the list and v

[Acttionlink) next to the file, chc
=] If using Firefox, choose 35z
L. If using Internst Explorer,

drive.
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19. In many instances, calls logged are the same topic, to save time in creating a
response look in the Multiclips for pre-defined responses.

20. To create a new or modify an existing Multiclip go to Tools > Multiclip Item

Editor
.Gi MultiClip Item Editor - Supportworks Client
File Edt Help
”ENEW Block [ mew Group | [+ | liyRename Block 3
| % 10 X0

City Error: Popups

City campus tends to have a ful
1. When you first go to open a

=something about pop ups.
- [® Proxy Error 2. Click on thiz bar and select tF
-y Which Node? My Modul.es page. .
By Unavailable Java 3. Maowe, if you go back inta the

By Java Not Working 4. Cnce you select this "dawnlc

[y Add file not wearking

-y Re-install broweser for Java
By POFz not waorking See bt Maevesy londonmet ac .
Students

Grace Book

Module Content

Assessments

Mirgration responze

Mocules

Buildd Tak

[y Accourts for externals

[ Assigrment : Due Dates and Cut off Dates
TLTC

Resources

[ Can't access webLearn login page

| have naticed that this is & pral

OV oy O e O O

[ Pre weblearn login
[#] Iimppart/Export
2} Customize Page Display

[y Course list Hidden links
[ Teachtab

By Staff help guides

'y Personal Blocks

21. Right button mouse clip over My Group'’s Block > New Block

22. Enter a descriptive title for the Multiclip

Mew MultiClip Block x|

Enter a name for the new MultiClip item:

(] | Cancel |

23. Select OK

TF

24. Enter the response in the text field and select Save e from the toolbar
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STEP 2: Accessing Supportworks remotely

25. To access the client from another campus, go to
https://ictservicedesk.londonmet.ac.uk/sw/webclient/

- Supportworks

Password: Londonmet password

Log In Reset

26. Select Log in
27. Select My Calls

“»

Supportworks
Today

05

g.

My Calls

28. Click on the Reference number to view call

Reference Status Log Date Owner Issue Description
FO11447s Ezcalated(G) 170952009 14:16: 26 KENMARDA Howr can find out about activity of a module?
F1132007 Pending 141072009 12: 3758 K EMM A RO A Lagged From Inbwound Email (Mailbox: ICT Ser
12:15:32)
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29. Choose one of the options shown and respond to call with instructions
T34 Accept Call T8 Assign Call T Update Call 2P Place Call On/0#f Hold & Resolve/Close Call
30. Select Log Out when support complete
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