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In order to run your 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.

• If using 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”
• 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”.
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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”.

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

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

To View your “Help Desk Closed Call Report”



6

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

After single clicking “Help Desk Closed Call Report”, the following screen appears:
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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”.
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After clicking “Finish”, the following screen will appear as it searches for your
requested report:

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



9

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
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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



11

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:
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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:

After clicking “Return”, the following “Main Menu” or “NewsIndex” of your BOCES
Web Reports will appear:
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To View your “Help Desk Open Call Report”

Single click “Help Desk Open Call Report”:
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After single clicking “Help Desk Open Call Report”, the following screen will appear
as it searches for your requested report:

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

Single click “Help Desk Single Ticket Call Report”:
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After single clicking “Help Desk Single Ticket Call Report”, the following screen
appears:

Type in the Ticket or SR# of the service request you’d like to view.

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

Immediately following the above screen, your “Help Desk Single Ticket Report” will
appear in the format as follows:
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Your “Help Desk Single Ticket Call Report” will appear in the format shown on the
following two (2) pages:

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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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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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:


