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Help Desk Application

Contact Information

Toll-Free Customer Service Number: 1.866.901.7433
MAC Help Site: http://www.rcu.msstate.edu/Portal/HelpDesk.aspx
Fax: 662.325.3296
E-mail: mscpas2@rcu.msstate.edu
Call Center Hours (during testing): 7:30 a.m. - 5:30 p.m. Monday thru Friday
Note:
If later hours are needed, contact the MAC to schedule at
least 24 hours in advance.

Getting Started

The purpose of the RCU Help Desk is to provide Career and Technical Directors, Test Coordinators,
classroom instructors, and staff the opportunity to ask questions about the online testing
procedures and review best practices for successful testing environments.

1. To use the Help Desk, launch a Web browser, and navigate to

http://www.rcu.msstate.edu/Portal /HelpDesk.aspx.

This site is designed to be a one-stop shop to find answers about the online testing process.
Users can find system requirement documentation, test preparation materials, and resources.

2. To submit help desk tickets, a user must have an account. To create an account, click the LOG IN
hyperlink.

The RCU Help Desk is a single point of contact for career—technical directors, test coordinators, classroom instructors and staff who need information and assistance.

In order to use the Help Desk, you must first register. This is required so that we can be sure to respond to a ticket in a timely manner and to the correct person. If you do not
have an account, registration is free and only takes a few minutes.

Login
Register

3. Each field is required to create an account. Fill in the required fields, and click the REGISTER
button.

Your Profile

District: £  [T] Test District - 9999

School: £ (9999) - [T] Test School - 000 ~
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4. After you have selected your district and school, fill
Cancel in the remainder of the required fields, and click the
REGISTER button.

5. Once you are registered, a user will be directed to the home page, and you will notice your
display name and logout hyperlink at the top of the screen.

LOGOUT DEMOHD

RESEARCH & CURRICULUM UNIT : = SUBSCRIEE o
education about jobs RIEy 155 ¥ Follow, @reumsu @I

YOU ARE HERE Home

6. The Help Desk system will send an e-mail to the address provided. It will contain your Help
Desk login credentials and the RCU website address.

From: web@rcu.msstate.edu [mailto:web@rcu.msstate.edu]
Sent: Monday, November 07, 2011 11:17 AM
To:*ekssrsrsrsrsasararTsTas

Subject: RCU New User Registration

Dear **==x*ss=x

We are pleased to advise that you have been added as a Registered User to RCU. Please read the following information carefully and be sure to save this message in a safe location for future reference.
Portal Website Address: www.rcu.mss(ate.edul

Username: ******=*

Password: ******=

Thank you, we appreciate your support...

RCU

7. Ifyou are logged into the RCU website, click MY Data LOGOUT | DEMOHD
PORTAL > HELP DESK located at the top of the RCU Document Library | @rcumsu
homepage. Help Desk

Resources
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Submitting a New Ticket

After a user has logged in, he or she can create a new ticket, view previously submitted tickets, and
search the knowledge base.

1. To submit a new ticket, click the CREATE NEW hyperlink.

HELP DESK ——

Create New Help Desk view Relevant|v| in | Help Desk|~]
Date Selection
r + r
From: |10/8/201T B To:|11/8/2011 [ Refresh

2. This will take you to the new ticket window. Enter the following information listed on the next
few steps.

3. Summary -The user should type a summary of the issue encountered for this ticket.

4. Team - Select a team from the drop down box. The team is designed to assign the appropriate
RCU team the help desk ticket.

5. Category - Select a category from the drop down box. The category area is designed to give the
appropriate RCU staff member the context of a user problem.

6. Status - The status is automatically set

to new for new tickets.

Summary: & HD Tutorial Doc Ticket

Team: @ Assessment - General E|
7. Priority - The priority is automatically Ciboor Bl |Assossmont _Genersl _ [=]
Date Created: Monday, November 07, 2011 11:37:07 AM
set to 01 - Normal. If the useris
experiencing a problem during testing, status: (01 - New =
Priority: £/01 - Normal 3

set the priority to 03 - Emergency.

Date Due: @ [11/7/2011

8. Type the emergency phone number’ Emergency Phone Number 662-333-3333 District Code 9999
district code and school code in the SenootCode %

appropriate text boxes.
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9. Editor - A user should include specifics of the problem in the description. For example, if a user
is having trouble installing Questionmark Secure, he or she should include the lab
configuration, operating system, browser, and so forth.

Editor: @ ¢ BasicTextBox @ Rich Text Editor
e A WA N S8 Lmk«oporta|page,v|ﬂ~ =2 % 8
B/ U = A% % = || Normal - | Apply €SS Cl... | (&F ~

Enter your ticket information here. Be as specific as possible.

./’ Design | ¢>HTML @ Preview Words: 9 Characters: 58

10. When a user is ready to submit the ticket, click the SAVE hyperlink.

Save Exit Delete

| Show Issue Relations

What is next?
After submitting a new ticket, the user will get an e-mail notifying that a ticket has been created.

RESEARCH AND CURRICULUM UNIT
Education that's about Jobs

Help Desk

The following request has been updated: Click Here to view online

Requester:

Status:

COMMENTS: _

Demo HD
Hours: 0 Commented On 11/7/2011 11:47:50 AM

Enter your ticket information here. Be as specific as possible.
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1. An RCU staff member will be notified a new ticket was created.

2. The RCU staff will respond to the new ticket in a timely manner. The RCU’s responsibility is to
provide the user a solution. If the issue cannot be resolved immediately, the RCU staff will
escalate the problem to the appropriate department that will follow up the ticket with a Web
conference or phone call.

3. When an RCU staff member responds to the ticket, the user will be notified via e-mail.

4. Ifthe solution does not solve the problem, the user should log in to the help desk and click on
the problem.

Drag a column header and drop it here to group by that column

Issue Id Click To Open Creator Assigned Status Priority Created

i T T T T T T

91 HD Tutorial Doc Ticket Demo HD Sean Owen 01 - New 01 - Normal 11/7/2011 11:47:50 AM

5. The user and the RCU staff can work through the problem until a resolution is reached. Refer to
the status column in the problem grid to see if tickets have been closed.

Drag a column header and drop it here to group by that column

Issue Id Click To Open Creator Assigned Status Priority Created

RCH

Research and Curriculum Unit

P.O. Drawer DX, Mississippi State, MS 39762-5671 ¢ Phone: 662.325.2510 Fax: 662.325.3296
www.rcu.msstate.edu
A partnership of the Mississippi Department of Education’s Office of Career and Technical Education and Mississippi State University's Office of Research and Economic Development




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


