Incident 1Q Instructions

Technology Help Desk Platform

Incident IQ, iiQ, is the system used to enter tickets for technology assistance in the Marietta City School
district. All employees at MCS will use iiQ. Students WILL NOT use at this time.

Go to marietta.incidentiq.com

&« C {Y @& mariettaincidentiqeo.. o @ % O @ H e :

Login to iiQ
() incident|Q.

Log in with

At the login screen, you will need to enter username and
password then click LOGIN.

. Username: username@marietta-city.k12.ga.us
=

==~ Password: email/computer login password
B

@ Incident IQ | Dashboard b3 +

&« C (% & mariettaincidentiq.com/requestor/dashboard o @ « 0O @ B e :

Your iiQ Dashboard opens.

(R incident|Q. Tickes Asses Kb ( # NeWTicker Q Search @ Help L1° Fw Pam Weaver Bemeridge ~
This is where you enter tickets, view
current/past tickets, view
information in the Kb, Knowledge
base and at a future date, view the
technology assets assigned to
you/classroom.

My Recent Tickets

Click on + NEW TICKET to enter your issue.

Page 1of6
6/10/2020


mailto:username@marietta-city.k12.ga.us
http://www.marietta-city.org/

Incident 1Q Instructions

Technology Help Desk Platform

@ incident|Q. Tickets Assets Kb Q, Search (@) Help _1';'1_a ew Pam Weaver Betteridge ~

@ Pam Weaver Betteridge Marietta High Schoo Ticket progress

EDAT REQUESTOR EDHT LOCATION Current Step: Select a model / asset

What is this ticket about?

L) O =

Devices f Hardware Software / Online Systems MNetwork / Wi-Fi

0]

[

Provisioning

Powered by Incident IQ & Feedback

New Ticket Screen information

Red Box

e Requestor defaults to you. Notice you are able to Edit Requestor. Use this option if you need to enter
a ticket for someone else. Find that user in the list.

e Your account is already located at your designated work location. The location can be changed if you
are at another site needing assistance. Central Staff, please be aware of your location and update it as
needed.

e Ticket progress shows you what point you are in the ticket process. You can click the < arrow to go
back to the previous screen/

Purple Box
e (Categories on for the issue you are experiencing. Click on each button and you will see the additional
break

Example of entering a chromebook issue
Click on Devices/Hardware (shown on the New Ticket picture above)
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2nt|Q. Tickets Assets Kb | + NEWTICKET Search  (®) Help 4 Pam Weaver Betteridge ~

@ Pam Weaver Betteridge Marietta High School — Devices / Hardware := Ticket progress ¢
EDIT REQUESTOR EDIT LOCATION = SELECT TICKET TYPE Cu Select 3 mo
Which asset is this related to? < Assets are currently being updated
and may not show correct information.
Search assets ( tag or serial #) ... Search: | All Assets Until further notice, do not look up
assets to assign in a ticket. 6/10/2020
All Device Categories:

@ 3D Printers g Chromebooks Compurter Peripherals ;] Deskrops

A

@ Document Cameras D Document Scanners (Ei] Inkjet Printers

Interactive Boards /
Smart Boards

Q, Laptops / Notebooks ,21 Laser Printers [| Multi-Function Printers @ Other

J Phones Dﬂ Projectors D Tablets EEJ Thermal Printers

S WideFormat Printers Use to go back to
preVi0u5 screen or

cancel the ticket
W POPULAR CATEGORIES
Select the category of your issue. 1 l
GO BACK X CANCEL

Select Chromebooks

incident|Q. Tickets Q, Search (@ Help J;\’ #n Pam Weaver Bereridge ~

e Pam Weaver Betteridge Marietta High School — Devices / Hardware := Ticket progress ¢
EDIT REQUESTOR EDIT LOCATION S SELECT TICKET TYoE
Select your medel

T &

"

[

o: Options are the different models of
chromebooks currently in our inventory.
Please select if you know the model.

Not sure of the model?

Ifyou cant find the asset tag or not sure of the specific model, the agent can determine while processing the ticket

1 DON'T KNOW THE MODEL
\ If you do not know the exact model of your

chromeboak, select this option to continue.

GO BACK X CANCEL

Powered by Incident IQ @ Feadback
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ncident|Q. Tickets Assets Kb + MEW TICKET Q, Search (3 Help J;\a P Pam Weaver Betteridge ~

Pam Weaver Betteridge Marietta High School g Chromebooks := Ticket progress <

EDIT REQUESTOR EDIT LOCATION SELECT TICKET TYPE / MODEL Tz - Select an issue categ =

sue category / issu

Select an issue category

| Eea-'u:h for anissue ...

Chromebooks categories:

B Application / Operating System B Connectivity B Hardware Damage

E Missing Device / Peripheral E Power E Sound

B Student transfer / withdrawal

Continue to select the
category related to your issue

% GO BACK X CANCEL

Powered by Incident 1Q @ Feedback

incident|Q. Tickets Assets Kb + NEW TICKET Q, Search (@ Help J‘;\a P Pam Weaver Betteridge ~

Marietta High School g Chromebooks —_ Hardware Damage := Ticket progress ¢
SELECT TICKET TYPE f MODEL == SELECT ISSUE CATEGORY Current Step: Select an issue category / issue

EDIT LOCATION r

Select an issue

Search for an issu

Hardware Damage issues:

Case or housing cracked / e o
broken @ Keyboard missing keys @ Keyboard not working
@ Paorts are damaged @ Screen cracked / broken @ Trackpad not working

Select the issue.
GO BACK X CAMCEL

The full ticket screen is shown below.
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@ Incident 10 | Create Ticket b4 +

e

C {4 & mariettaincidentiq.com/requestor/tickets/new?step=details#top o & v O ® H e :

{?31 incident|Q. Tickets Assets Kb | + MEWTICKET

nool

SELECT TICKET TYPE / MODEL SELECTISSUE

Describe your issue

g Chromebooks < Hardware Damage > Screen cracked / broken = Ticke

[

Q Search () Help ga 7w Pam Weaver Betteridge -

= O X

f progress 4

Step: Specify ticket deta

Click here to type what your specific issue
is, why are you needing technology support.
Please enter all information to help save
time resolving the ticket.

Room
Select a location that best describes where this issue is located

Find your room or enter
information

Location/Room Detai
If you have additional details regarding where this issue is located please enter
those details here

Select or search for a room . -

My room is not listed

Is this TiCKeT UrGEnt? sl Please use only when needed Yes @ Mo
Is it stopping you from com

Damage reason? *

* items are required

Does this ticket contain protected student information? *

Such as Student Education Records or Student Personally Identifiable Information

Attach file(s)

Upload any files or screenshots you have that can help resolve the issue.

If you have a screen shot or document that
will assist with resolving the ticket, please
make sure to add it here.

————————————————————————————————————————————————————————————————

Drag and dr

SELECT FILES TO UPLOAD

op files here to upload

| Submit Ticket I

Powered by Incident 1

¢ GO BACK

>

X CANCEL " SUBMIT TICKET

& Feedback
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After submitting ticket, you return to your dashboard with the ticket # and
summary of your ticket.

@ incident|Q. Tickets Assets Kb + NEW TICKET Q) Search (3 Help ga Pv Pam Weaver Betteridge ~

v Ticket #1016 has been successfully submitted!

You can view your ticket details below. Additionally, a confirmation email has been sent to you.

Ticker % 1016

Chromebooks - Hardware Damage > Screen cracked / broken

For ¥ Pam Weaver Betteridge Issue

Location | Screen cracked / broken - test entry for documentatio
Create Damage reason?

5 Other

Sta

Chromebooks Timeline

Chromebooks

6/10/20
1:00 -.Ar " @ Pam Weaver Betteridge submitted the ticket
4:00 PM

You will also receive an email with the ticket information.

o Incident 1Q Notifications
Ticket #1016 was submitted Wed 4:02 PM

External sender. Use caution with links and attachments. Log in...

Once your ticket is assigned to a Technology Support Staff member, you will
receive another email.

Incident 1Q Motifications
Ticket #1016 has been updated Wed 7:12 PM
External sender. Use caution with links and attachments. Log in...

You are able to open the ticket to see progress as well as add additional
information/comments as needed.
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