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In order to run vour Southern Westchester BOCES Help Desk Service
Request Web Reports, you will need the following:

* Internet Explorer 5.0
* A minimum of 128MB (although 256MB would be better)
* Adobe Acrobat Reader version 4 or higher.

* [fusing Adobe Acrobat Reader 5.0, we found that a default needs to be disabled
in order for this Cognos Web Report to work. If you encounter an error message
that reads "Error Reading linearized hint data", do the following solution:

* Close all windows of your browser except Adobe Acrobat Reader version
5.0 on your PC.

* In the Edit Menu, select “Preferences”

e Select “Options” from the left-side menu

* Uncheck the box on the right called “Allow Fast Web View” in the Web
Browser Options section

* Save changes by closing the application

* Reopen the web browser and the Acrobat Reader plug-in should display
correctly.

Printing Specifications:

If user’s web browser is running on an NT workstation, we recommend the user prints to
a network printer as the network printer driver is fully compatible with an NT
workstation.

If user’s web browser is running on a PC desktop (Window 95, 98), we recommend the
user prints to a local printer as the local printer driver is fully compatible with Windows
95 or 98.

To access the Web Reports, please see our Southern Westchester
BOCES homepage: www.lhric.org; click on “Help Desk”; on the right
under “Accessing the Reports”, click on “Help Desk Reports”.




Logging On

To access the Web Reports, please see our Southern Westchester BOCES homepage:
www.lhric.org; click on “Help Desk”; on the right under “Accessing the Reports”, click
on “Help Desk Reports”.

This will bring you to the following page where you will type in your User ID and
Password. Click “Log On”.

; Cognos Access Manager - Logon - Microsoft Internet Explorer

File Edit “iew Favortes Tools Help

S < R Ea A B = e~ - o B NES D B (R -
Back Forward Stop Refresh Home: Search  Favorites Media Histan b ail Print Edit Dell Home

Addiess I@j hittp: /#coggate. lhric. orgdcognos/cai-bindlogin. exe j @Go Limks **

Enter & user 1D and password that is valid for Cognos applications

User ID:
I

Password:

I

Copyright © 2001 Cognos Incorperated. All Rights Resenved.
Cognos and the Cognos lago are trademarks of Cognes Incorporated

-]
[€1Dore [ [ meme

**Please note, some users may get the following screen if they’ve never logged on before
or if you’re a new district added to our Cognos system. If so, please change your
password by entering the current password you just signed in with; type in a new
password; verify that new password by typing it again. Click “OK”.

a Cognos Access Manager - Change Password - Microsoft Internet Explorer

File Edit “iew Favaortes Toolz Help |

S AR BEE- B R R ES 5 @
Back Farnaarnd Stop Refresh Harme Search  Favorites tedia History b ail Print Edit Dell Home
Address I@ hitp:/ Acoggate. lhiic. org/cognoscgi-bindlogin.cgifuy=14719 j @Go Links **
= — - B

' our logon password is forced to change. Enter your current and new logon passwords

Current password:

New password:

Verify password:

EmEDEE o]

Copyright @ 2001 Cognes Incorperated. All Rights Reserved.
Cognes and the Cognos logo are trademarks of Cognos Incorporated.

(o= (] ] ] o N A




After you’ve logged on, the following screen will appear that gives you the option of
viewing your:

e “Help Desk Closed Call Report”
e “Help Desk Open Call Report”
e “Help Desk Single Ticket Call Report”

/3 Cognoz Upfront - Microsoft Internet Explorer

File Edit “iew Favorites Toolz Help |
. =
S S < I i /A N = T~ I < R N (e = B B -
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home
Address I@ http:!a’coggate.lhric.orga’cognosfcgi-bina’upfcgi.exe?xmlcmd=<ﬁetF’age><Template>main.utml<a"Template><£EetPage>&id=BCﬂeej 6}60 Lirks
14 Home | Personalize | Log Off | Help ﬂ
L A e
Newslndex
Index ]&——— Heww Editw ‘Wieww | MNewsBox Properties
45} Bedford Userl's MewsBox
Help Desk Closed Calls Repart Help Desk Open Calls Report
= @ Mewsindes
Modified: Wednesday, May 0F, 2002 Modified: Wednesday, May 07, 2002
11:55:47 11:55:47
Actions FProperties Actions Froperies
Help Desk Single Ticket Call
Report
Modified: Mednesday, May 0F, 20032
11:55:47
Actions Froperties
CocNos
v
4] | » =l

1] [ [ | ntemet

To View vour “Help Desk Closed Call Report”




Single click “Help Desk Closed Call Report” on the screen below:

/3 Cognos Upfront - Microsoft Internet Explorer

File Edit “iew Favorites Toolk Help

S S o R A B = T~ I < B B L e/ B - |

Refresh Home Search  Favortes  Media History Mail Print E dit Del Home

Back Faryard Stop
Address I@ hittp: 4 fcogaate. Ihiic. org/cognas /ogi-bin/upfogi exe Psmicrmd=< GetPage: < T emplate: main. utmls /T emplate><£EetPage>&id=BCﬂeej @ Go | Links @

L Home | Personalize | Log Off | Help ﬂ
LA S
Newsindex

Index ]&L——- Meww  Editw  Vieww | bewsBox Properties

iZh Bedford Userl's MewsBox
. g Newelng Help Desk Closed Calls Report Help Desk Open Calls Report
ewslndex

Modified: Mednesday, May 0F, 20032 Modified: Wednesday, May 07, 20032
115847 11:68:47
Actions Froperties Actions Froperies

Help Desk Single Ticket Call

Report
Modified: Mednesday, May 0F, 2003
11:55:47

Auwtions Properties

4 |;|;I | -]

] [ [ [ Intemet

After single clicking “Help Desk Closed Call Report”, the following screen appears:



3 Modify Prompts - Cognos Upfront - Microsoft Intemet E zplorer

File Edit “iew Favorites Toolk Help |
5 ="

S A AN B~ B B I Fs . D

Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home

Address I@ http:/ fcogrpt. Ihric. orgd cognaos/ cgi-bindimrap. cgi?lU=IMBAPLCD =DV Enia=Yiewinid=d6e 76834808211 d?ac?4cBa2be4454e&nih=ﬂ (5} Go

Please type in a start date (MM/DD/YYYY)

jo7aotm1 Midfyy
Please type in an end date (MM/DD/YYYY):

jo7sz1m1 Mi/dfyy

Cancel Finish COCNOS
| Cancel | Finish |

|&] Dore l_l_l_lﬂ Intermet

Insert the start and end dates of the report you’d like to view. Please be sure it is in the
following format: MM/DD/YYYY. Click “Finish”.



After clicking “Finish”, the following screen will appear as it searches for your

requested report:

a Help Desk Closed Calls Report - Report Running - Cognos Upfront - Microsoft Internet Explorer

File  Edit “iew Favortes Toolz Help

« . o= @ [ Q @ @ @ B g9 =5H 9
Back Farard Stop Fiefresh Home Search  Favoites  Media History il Frint Edit Dell Home

Address I@ http: //cogrpt. Ihric. org/cognos./egi-bindimrap. cgi

Your report is running.

[

Select one of the following actions:

'a Save the report as a new entry
A& Retum to Source

|&] Done

x| @60 | Links >

[ @ers

Immediately following the above screen, your “Help Desk Closed Call Report” will
appear in the format as follows:

File  Edit ‘iew Favorites Tool  Help

a Help Desk Clozed Calls Report - Report Output - Cognos Upfront - Microsoft Internet Explorer

Back Farwyard Stop Refresh

S e <R A

Hame

Q @& 9 @

Search  Favorites

Media

History

-

M ail

S5 = . @

Pririt Edit Dell Home

Help Desk Closed Calls Report

Address I@ http: /¢ cogrpt. Ihric. org/ cognos/cgi-bin Amrap. coitiu=IMBAPEcd=\knid=d6e 76834808211 d7 ac7 4cBazbf0d454ekjid=411 D&fm:&ucj (4} Go

nBSE =R T ]« DOE 5SS Bod

Links

Return | Save As | Help

All Closed Calls for

DISTRICT 1D

START DATE:

END DATE:

TOTAL CALLS:

Fchool Total | Ticket
Hame Calls | Humber

Elose
Time:

.Q;;:;i:y

Broblem
scrp

rablem
Resclution

Acticn Action
Date Summary

l_l_’_|° Internet



3 Help Deszk Closed Calls Report - Report Output - Cognos Upfront - Microzoft Internet Explorer | =] x|

File Edit “iew Favorites Toolz Help |ﬁ

ST S o I I B = S~ . < - B L B =/ - |
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home

Address I@ http:!a’cogrpt.lhric.org.fcognos.fcgi-bin.firnrap.cgi?iu=lMHAF‘&cd=V&nid=dEe?8834BDB21‘Id?ac?4cBa2be4454e&iid=4‘|1D&fm=&ucj 6}60 Lirks

Help Desk Closed Calls Report Return | Save As | Help

Be B =R ® i dr v« s D00 S &a B0k

All Closed Calls for

DISTRICT IDx START DATE: EMD DATE: TOTAL CALLS:
School Total n Glose Activity o
Mame Type

Action

Ie biem 1 ction
Calls | M i Time scrption Resclution Dake Summary

|&] Dore l_l_l_lﬂ Intermet

Report Descriptions:

School Name: Name of school
Total Calls: Total number of calls for school
Ticket Number: Service Request Number (SR#) or reference number of ticket
Open Time: Date and time of when the service request was opened
Closed Time: Date of when the service request was closed
Activity Type: Describes how a service request was billed, if at all.

Billable-HW: Technical Svcs. billable hardware job

Billable-WR: LAN billable networking job

Contract-TS: Technical Svcs. contractual non-billable hardware job

Project: An on-going Project that has taken place

SC: LAN non-billable Service Call

Warranty Undet.: Technical Svcs. job on a Dell machine where warranty status is
unknown at time of service call

Warranty-23: Technical Svcs. job on a Dell machine where warranty status is in
its second or third year of warranty; non-billable

Warranty-WR: Technical Svcs. job on a Dell machine where warranty status is in
its first year of warranty; non-billable

0098-Rock. BOCES: Special Ed. call billable to Rockland BOCES

8100-Spec. Ed: Special Ed. call billable to Southern Westchester BOCES




3 Help Deszk Closed Calls Report - Report Output - Cognos Upfront - Microzoft Internet Explorer

File Edit “iew Favorites Toolz Help |
. =
R A | A @ @ @ EUN -
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home
Address I@ http:!a’cogrpt.lhric.org.fcognos.fcgi-bin.firnrap.cgi?iu=lMHAF‘&cd=V&nid=dEe?8834BDB21‘Id?ac?4cBa2be4454e&iid=4‘|1D&fm=&ucj 6}60 Lirks
Help Desk Closed Calls Report

Be B =R ® i dr v« s D00 S &a B0k

Return | Save Ag | Help

All Closed Calls for

DISTRICT ID: START DATE: END DATE: TOTAL CALLS:

School Total | Ticket Glose Activity Problem
Type

Prablem Action dction
Hame Calls | Mumber Time Descrption Resclution Diate Summary

|&] Dore l_l_l_lﬂ Intermet

Report Descriptions (con’t):

Problem Description: Description of the service request
Problem Resolution: Resolution of the service request

Action Date: Date(s) of any “action(s)” or procedure(s) that may have taken place in
regards to the service request

Action Summary: Description of “action” or procedure that may have taken place
including any additional notes

10N



Printing your “Closed Call Report”

If you’d like to print your “Closed Call Report”, single click the “Printer” icon on
your Cognos Impromptu Tool Bar. This is the third icon from the left as shown below
with “Print” displayed underneath:

3 Help Desk Closed Calls Report - Report Output - Cognos Upfront - Microsoft Internet Explorer
File Edit “iew Favorites Toolk Help |

¢,»,@@ﬁ‘@@@®%v@,u

Back Fanarnd Stop Refresh Hame: Search  Favortes  Media Histary il Frint Edit Dell Hame
Address I@ http:!a’cogrpt.lhric.org.fcognos.fcgi-bin.firnrap.cgi?iu=lMHAF‘&cd=V&nid=dEe?8834BDB21‘Id?ac?4cBa2be4454e&iid=4‘|1E&fm=&ucj 6}60 Lirks

Help Desk Closed Calls Report Return | Save As | Help

B s B ema® i dr e s DO S &8 20

All Closed Calls for

DISTRICT ID: START DATE: END DATE: TOTAL CALLS:

Actian
Description Resclution Summary

School | Total | Ticket Glose | Activity Problem Prablem Action
Tima Type Date

Hame Calls | Mumber

|&] Dore l_l_l_lﬂ Intermet

11



To return to the “Main Menu” or “NewsIndex” of your BOCES Web Reports, single
click “Return” at the upper right-hand corner of the screen shown below:

Help Deszk Closed Callz Report - Report Dutput - Cognos Upfront - Microzoft Internet Explorer

File  Edit “iew Favortes Toolz Help
S ) Al ‘ Q = @ 9 B /-
Back Fonward Stop Fefresh Home Search  Favortes  Media Histaory b ail Frint Edit

Dell Home:

Address I@ hitp: //cogrpt. hric. org/cognos cgi-bin Amrap. c:gi'?iu=|MHAF'&C:I:\.-"&nid=d89?883480821‘Id?ac?40832bf04454e&iid=411B&fm=&ucj @Go
Help Desk Closed Calls Report

niape B =[HK B« s DO0R %S @ 208

Links *

Return | Save As | Help

All Closed Calls for

DISTRICT ID:

START DATE: EMD DATE:

TOTAL CALLS:

Ticket

Total
Humber

Calls

School
HName
|

Qpen
Time

Close

Problem
Time N

Activity
Type Descraption

rablem
Resclution

Action Actian
Date Summary

|@ Fieturn

l_’_|_|° Internet

After clicking “Return”, the following “Main Menu” or “NewsIndex” of your BOCES

Web Reports will appear:

a Cognos Upfront - Microzoft Internet Explorer M= E
File Edit ‘“iew Favortes Toolz Help |
5 =g
S ] W a @ @ | B =/
Back FEarwarnd Stop Refresh Home: Search  Favoites  Media Histary b il Frint Edit Dell Home

Index

Bedford Userl's MewsBox
S| @ Mewsindex

4

| Search |

Address I@ http:.f.-’coggate.Ihric.orga’cognos#cgi-bina’upfcgi.exe?xmlcmd=<GetPage><Template)main.utml(HTempIate)(HGetPage)&id=SCSeej ﬁﬁo

Newsindex

Mew w  Editw

Help Desk Closed Calls Report

Modified: Wednesday, May 07, 2003
11:55:47

Actions

Properies

Help Desk Single Ticket Call
Report
Modified: Wednesday, May 07, 2003
11:55:47

Actions Froperies

Home | Perzonalize | Log Off | Help !

Wigww | MewwsBox Properties

Help Desk Open Calls Report
Modified: Wednesday, May 07, 2003
11:55:47

Actions Properies

H

Y —

17



To View vour “Help Desk Open Call Report”

Single click “Help Desk Open Call Report™:

Cognos Upfront oft Internet Explorer

File Edit “iew Favorites Toolz Help

s R A

Back Faryard Stop Refresh Home

aQ @ @

Search  Favortes  Media History

=
E3- E/. |
Mail Print E dit Del Home
Address I@ hittp: 4 fcogaate. Ihiic. org/cognas /ogi-bin/upfogi exe P smicrmd=< GetPage: < T emplate: main utmls /T emplates < GetPage: &id:BcSeej @ Go | Links @
|

Home | Personalize | Log Off | Help ﬂ

L A
Newslindex

Index | Search |
45} Bedford Userl's MewsBax

Meww  Editw  Vieww | bewsBox Properties

Help Desk Closed Calls Report Help Desk Open Calls Report
S| @ Mewsindesx
Modified: Mednesday, May 0F, 20032 Modified: Wednesday, May 07, 20032
115847 11:68:47
Actions Froperties Actions Froperies
Help Desk Single Ticket Call
Report
Modified: Mednesday, May 0F, 2003
11:55:47

Auwtions Properties

=
4| | »

€

l_l_l_lﬂ Intermet

1



After single clicking “Help Desk Open Call Report”, the following screen will appear

as it searches for your requested report:

a Help Desk Open Calls Report - Report Running - Cognos Upfront - Microsoft Internet Explorer

File Edit “iew Favortes Toolz Help |

- > .0 @0 A Q@ @ @ @ B 5 5.

Back Fonaard Stop Fefresh Home Search  Favoites  Media History I ail Frint Edit Dell Home
Address I@ http:a’a’cogrpt.Ihric.orgfcognosfcgi-binfimrap.cgi?IU=IMHAF‘&ED=DV&nia=\-’iew&nid=d8fa?bﬂ4808211d?ac?4cBa2be4454e&nih=j ﬁﬁo Links *

Your report is running.

Select one of the following actions:

B Savethe repott as a new entry
& Return to Source

|@ Opening page http:h’cogrpt.Ihric.orgfcognosfcgi-binfimrap.cgi?iu:lMHAP&Cd:PoII&nid:dBfa?bD-| l_ l_ l_ 0 Internet

Immediately following the above screen, your “Help Desk Open Call Report” will
appear in the format as follows:

a Help Desk Open Calls Report - Report Output - Cognos Upfront - Microsoft Internet Explorer

File Edit “iew Favoites Toolz Help |
o =
= > QD D A G @ @B 9 F .9
Back Eanwand Stop Refresh Home Search  Favortes Media Histany P ail Print Edit Dell Home:
Address I@ http: #/cogrpt. hric. org/cognosdcgi-bindimrap. cgifiu=MB APEcd="inid=dBf a7b0480821 1 d7 ac 7 4cBaZbf044 Bdedjid=41 2 3 fm=tuc j @Go Links **

Help Desk Open Calls Report Return | Save As | Help

AN=REA= =

4y v« s 0O % 6 & |0k

Ll

Date: 2203
All Open Calls for

DISTRICT ID: TOTAL CALLS:
School Total | Ticket Open Activity Problem Action Action
MName Calls |Mumber Time Type Description Date Summary

|&] Done l_ l_’_|° Internet

14



3 Help Dezk Open Callz Report - Report Dutput - Cognos Upfront - Microzoft Internet Explorer

File Edit “iew Favorites Toolz Help |

@.».@ﬁ‘@@@@@- =% . @

Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home
Address I@ hitp:/ fcogept. hric. arad cognosd cgi-bindimrap. cai?iu=l MBAP Lo d=\nid=d6f 276048082117 ac7 42822004454 ejid=41 238 fm=fc j 6}60 Lirks

Help Desk Open Calls Report Return | Save As | Help

Be B =R ® i dr v« s D00 S &a B0k

All Open Calls for

DISTRICT ID: TOTAL CALLS:

Ticket Activity Froblem
Mumber Type Diescription

|&] Dore l_l_l_lﬂ Intermet

Report Descriptions:

School Name: Name of school

Total Calls: Total number of calls for school

Ticket Number: Service Request Number (SR#) or reference number of ticket

Open Time: Date and time of when the service request was opened

Activity Type: Describes how a service request was billed, if at all (**See page 9 for
descriptions**)

Problem Description: Description of the service request

Action Date: Date(s) of any “action(s)” or procedure(s) that may have taken place in
regards to the service request

Action Summary: Description of “action” or procedure that may have taken place with
any additional notes

15



Printing your “Help Desk Open Call Report”

If you’d like to print your “Help Desk Open Call Report”, single click the “Printer”
icon on your Cognos Impromptu Tool Bar. This is the third icon from the left as shown
below with “Print” displayed underneath:

3 Help Desk Open Calls Report - Report Dutput - Cognos Upfront - Microsoft Internet Explorer

File Edit “iew Favorites Toolk Help |

¢,»,@@ﬁ‘@@@®%v@,u

Back Fanarnd Stop Refresh Hame: Search  Favortes  Media Histary il Frint Edit Dell Hame
Address I@ hitp:/ fcogept. hric. arad cognosd cgi-bindimrap. cai?iu=l MBAP Lo d=\nid=d6f 276048082117 ac7 42822004454 ejid=41 238 fm=fc j 6}60 Lirks

Help Desk Open Calls Report Return | Save As | Help

B s B R ® i ar e s D00 S &a 20

All Open Calls for

DISTRICT ID: TOTAL CALLS:

Total | Ticket Activity Froblem
Calls |Mumber Type Diescription

|&] Dore l_l_l_lﬂ Intermet

1A



To return to the “Main Menu” or “NewsIndex” of your BOCES Web Reports, single
click “Return” at the upper right-hand corner of the screen shown below:

3 Help Desk Open Calls Report - Report Dutput - Cognos Upfront - Microsoft Internet Explorer

File Edit “iew Favorites Toolk Help |

. =
R A | A @ @ @ EUN -
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home
Address I@ hitp:/ fcogept. hric. arad cognosd cgi-bindimrap. cai?iu=l MBAP Lo d=\nid=d6f 276048082117 ac7 42822004454 ejid=41 238 fm=fc j 6}60 Lirks

Help Desk Open Calls Report Return | Save Ag | Help

Be B =R ® i dr v« s D00 S &a B0k

All Open Calls for

DISTRICT ID: TOTAL CALLS:

Total | Ticket Activity Froblem
Calls |Mumber Type Diescription

[&] Retum l_l_l_lﬂ Intermet
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To View your “Help Desk Single Ticket Call Report”

Single click “Help Desk Single Ticket Call Report”:

Cognoz Upfront - Microsoft Internet Explorer

File Edit “iew Favorites Toolz Help |

S S o R A B = T~ I < B B L e/ B - |

Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home

Address I@ hittp: 4 fcogaate. Ihiic. org/cognas /ogi-bin/upfogi exe Psmicrmd=< GetPage: < T emplate: main. utmls /T emplate><£EetPage>&id=BCﬂeej @ Go | Links @

L Home | Personalize | Log Off | Help ﬂ
g e
Newsindex

Index ]&L——- Meww  Editw  Vieww | bewsBox Properties

45} Bedford Userl's MewsBax

-

Help Desk Closed Calls Report Help Desk Open Calls Report
S| @ Mewsindesx
Modified: Mednesday, May 0F, 20032 Modified: Wednesday, May 07, 20032
115847 11:68:47
Actions Froperties Actions Froperies
Help Desk Single Ticket Call
Report
Modified: Mednesday, May 0F, 2003
11:55:47

Auwtions Properties

4 |;|;I | -]

&) l_l_l_lﬂ Intermet
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After single clicking “Help Desk Single Ticket Call Report”, the following screen
appears:

3 Modify Prompts - Cognos Upfront - Microsoft Intemet Explorer

File Edit “iew Favorites Toolk Help |
5 ="
& 59 W A @ @ @ E . @
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home
Address I@ hittp:/ fcogrpt ke, arad cognosd cgi-bindimrap. cgi?l =IMRAPECD =0 Enia=Yiewknid=d7 01 a21280821‘Id?ac?4cBa2be4454e&nih=ﬂ (("‘}GD Lirks

Please type in a ticket number

|p3292

Cancel Finish COCNOS
| Cancel | Finish |

|&] Dore l_l_l_lﬂ Intermet
Type in the Ticket or SR# of the service request you’d like to view.

Click “Finish”.

10



After clicking “Finish”, the following screen will appear as it searches for your
requested report:

2 Help Desk Single Ticket Call Report - Report Running - Cognos Upfront - Microsoft Internet Explorer

File Edit ‘“iew Favortes Tools Help |

< I A = = T - R = A= = (R -

Back Earimard Stop Refresh Haome Search  Favorites tedia Histary b ail Print Exddit Dell Home

x| @Go | Links >

Address I@ http:#/coarpt. hric. org/cognos/ogi-bindmrap. cai

Your report is running.

Select one of the following actions:

@ Save the report as a new entry
& Return to Source

|&] Dore [ [ |8 Intemet

Immediately following the above screen, your “Help Desk Single Ticket Report” will
appear in the format as follows:

2} Help Desk Single Ticket Call Report - Report Dutput - Cognos Upfront - Microsoft Internet Explorer

File  Edit “iew Favoites Toolz Help |

< I A T = B~ I - N B E L B = R - |
Back Eanward Stop Refresh Home Search  Favortes  Media History b ail Frint Edit Dell Home

Address I@ http: /¢cogrpt. Ihiic. org/zognosdcgi-bindmrap. caifiv=IMRAPLcd=" knid=d 701 221 2808211 d?ac?4cSa2be4454e&iid=4128&fm=&ucj 6) Go

Links **

Return | Save A= | Help

Help Desk Single Ticket Call Report

Oy« s 0 O[S e 6 & | BB

ANIR=RE= S RN -

Date: 822103

LHRIC Help Desk Single Ticket Report

Caller Information

DISTRICT : CLIENT ID:

CLIENT: CLIENT PHONE #:

Ticket Information

TICKET # CALL TYPE:

OFEM DATE & TIME: OFEMED BY:

[&] Done ’_|_|_|0 Internet

20



Your “Help Desk Single Ticket Call Report” will appear in the format shown on the
following two (2) pages:

3 Help Desk Single Ticket Call Report - Beport Output - Cognos Upfront - Microsoft Internet Explorer =] %]

File Edit “iew Favorites Toolk Help |i

@ L@ B oA QA @ e @R g @.a
Back Faryard Stop Refresh Home Search  Favortes  Media History Mail Print E dit Del Home

Address I@ hitp:/ fcogrpt khric. arad cognosd cgi-bindimrap. cai?iu=l MBAP o d=\Enid=d701 2212808211 d7 ac7 4c8a2bi044 54 afjid=41 28&fm=&ucj 6}60 Lirks

Help Desk Single Ticket Call Report Return | Save As | Help

pBs E @R By e s DEO S &6 BOR

LHRIC Help Desk Single Ticket Report

Caller Information
DISTRICT : CLIENT ID:
ELIENT: CLIENT PHOME #:
Ticket Information
TICKET &: CALLTYPE:
COPEN DATE & TIME: COPENED BY:
STATUS: ASSIGNED TO:
SUBJECT: TICKET TIME:

ACTNITY TYPE: SERIAL ¥.
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Report Descriptions (from left to right):

District: District name

Client ID: District number

Client: District building

Client Phone #: District building phone #

Ticket #: Ticket or SR#

Call Type: How service call was made to Helpdesk (Phone, Webpage)

Open Date & Time: Date service call was opened

Opened By: BOCES employee who created the service call

Status: Status of service call - C = Closed; O = Open

Assigned To: BOCES employee who was assigned the service call

Subject: General subject description (application issue, install issue, Hardware Dell CPU
issue etc.)

Ticket Time: Amount of time BOCES employee spent on call from start to finish
Activity Type: Describes how a service request was billed, if at all (**See page 9 for
descriptions**)

Serial #: Serial number of the machine in question (**Field may not be populated**)
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SUBJECT: TICKET TIME:

ACTNITY TYPE: SERIAL ¥.

Solution

Problem Description:

Problem Resolution:

User Actions

I Work Group Name IUEEI Action Done BYI User Action Date I User Action Summary
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Report Descriptions (from left to right con’t):

Problem Description: Description of the service request

Problem Resolution: Resolution of the service request

Work Group Name: Work group call assigned to

User Action Done By: BOCES employee who created “action” or procedure that may
have taken place in regards to the service call

User Action Date: Date(s) of any “action(s)” or procedure(s) BOCES employee
performed

User Action Summary: Description of “action” or procedure that may have taken place
with any additional notes
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Printing your “Help Desk Single Ticket Call Report”

If you’d like to print your “Single Ticket Call Report”, single click the “Printer” icon
on your Cognos Impromptu Tool Bar. This is the third icon from the left as shown below
with “Print” displayed underneath:
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Date. B22003

LHRIC Help Desk Single Ticket Report

Caller Information
DISTRICT : CLIENT ID:

CLIENT: CLIENT PHOHE #:

Ticket Information
TICKET &: CALLTYPE:

OPEM DATE & TIME: OPENED BY:
ETATUS: ASEIGMED TO:
SUBJECT: TICKET TIME:

ACTNITY TYPE: SERIAL ¥.

Help Desk Single Ticket Call Report Return | Save As | Help

Links
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To return to the “Main Menu” or “NewsIndex” of your BOCES Web Reports, single
click “Return” at the upper right-hand corner of the screen shown below:
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Date. B22003

LHRIC Help Desk Single Ticket Report

Caller Information

DSTRICT : CLIENT ID:

CLIENT: CLIENT PHOHE #:

Ticket Information

TICKET &: CALLTYPE:

OPEM DATE & TIME: OPENED BY:

ETATUS: ASEIGMED TO:

SUBJECT: TICKET TIME:

ACTNITY TYPE: SERIAL ¥.

Help Desk Single Ticket Call Report | Save Ae | Help

Links
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