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Introduction

The TEA Help Desk Agent Guide is for employees who handle responses to questions and
requests for assistance within the agency’s online help desk, TEA Help Desk.

Tickets within the TEA Help Desk can be from people within or outside the agency. They may be
having difficulty accessing an account, need hardware or software assistance, need help with
Ektron, have a question about TEA application, or have some other IT-related problem with
which they need assistance.

This guide provides instructions for agents working in TEA Help Desk. It begins with basic topics
such as finding and handling tickets and goes on to cover more advanced subjects, such as
creating and posting Frequently Asked Questions (FAQs).

Levels of Access

There are three agent roles in TEA Help Desk:

e Group Admins: This administrative support staff role manages support staff and
information within a group. Group Admins can also work tickets within their group. The
group admin can see all tickets.

e Staff Agents: This support staff role is assigned tickets and interacts with end users as
needed to resolve support issues. The staff agent can see all the tickets for the agent’s

group.

e Light Agents: This role can be copied on and view tickets, add private comments to
tickets with the agent’s group, and view reports. They cannot be assigned to or edit
tickets. Light agents can view all tickets agency-wide.

This guide is directed toward the first two types, staff agents and group admins. The main
difference between these two types of agents is which tickets they can see. All agents can see
the tickets they have submitted and the ones on which they are copied.

To request access as a TEA Help Desk agent, submit a Computer Access Request, signed by you
and your manager, to the Computer Access group in the TEA Help Desk. There is no check box
for TEA Help Desk on the form, so be sure to note in the comments section that you need
access as an agent to TEA Help Desk and note the role needed. If you have questions about the
access or process, submit your question via a ticket request to the TEA Help Desk.
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Opening the Help Desk

To access the TEA Help desk, go to https://ihelpdesk.tea.texas.gov. A login prompt appears. Log
in with the user name and password you use to log in to your desktop. If this is the first time
you’ve logged in, the application takes you to the Help Desk home page.

@ HELP CENTER  TEA HELP DESK EXTERNAL ~ &  Articles v

TEM TEA WEBSITE CONTACT TEA SIGN UP FOR UPDATES TEA SECURE APPLICATIONS TEAL LOGIN TEASE LOGIN TEA INTERNAL STAFF ONLY

HSQ”S',E Find an Answer ey

Welcome to the TEA Help Desk!

Click on an icon below to look up information or submit your question to TEA staff. If you are unsure of which area to submit

your request, we vill do our best to re-route your request to the right place.

For a quick orientation to the redesigned TEA Help Desk see the short training videos or quick reference guide.

Account Access

a o
000
s} 000
000
Need access to your account Funding Questions

or Certification records?

***Attention***
TEA business hours are 8am-5pm (weekends and state holidays excepted).

To open the Agent interface, select the Zendesk Products icon at the top right, and then select
the Support icon:

F ONLY

Support Help Center
earch
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Note: Some menu options and controls may have been relocated in the Zendesk
user interface since this guide was created. Please look for the agent menu
options and controls at the top of your screen after logging in to the internal
TEA Help Desk:

@ HELP CENTER TEA HELP DESK INTERMAL

#  Mew Community features are now avalla

ITSISEDS HELP DESK HOW.TO'S - Cynthia ~

Help¥
Dep.s‘ . . 3 Search

To access your TEA Help Desk profile, click the icon at the upper right:

m‘

cynthia.cammack

View profile pu@

Get help

Sign out

The Agent interface is different from the one seen by regular users:

add
Dashbeard GCetting St
Updates to your tickets Open Tickets (current) Ticket Statistics (this week
No recent updates. 0 45 0 0 0

YOou GROUPS coob BAD SOLVED

Tickets requiring your attention (79) What is this?

=] D Subject Requester Requester updated  Group Assignee

Priority : High

(] B #1111 Keywords in subject Natanab904 Dec 13, 2014 - -
@ B #113 Tags are being tested in subject Natanabag04 Dec 15, 2014 - -
o #130  Test Ticket ESC Priority Notifications 2 Morma Ortiz Mar 11 Application Support -
(] #129  Test Ticket ESC Priority Notifications Norma Ortiz Mar 11 Application Support -
o #265  Application support TEST 4 Michael Mosqueda  Dec 02 Application Support -
3] #270 Application Support - Test 5 Michael Mosqueda Dec 02 Application Support -
o #285 External Application Support - Test 1 Almalak78 Dec 02 - -
(] #299 Internal ITS Operations - Test 2 Michael Mosqueda  Thursday 13:30 - -
© B #310 External Application Support - Test5 Michael Mosqueda  Friday 09:25 - -
o #314  External Application Support - Test 8 Michael Mosqueda  Friday 12:12 - -
(] #325 External user Google test - 1 Almalak7g Menday 08:58 - -
(] #379  bad email test 1 Mikkk Mesq Today 09:28 - -

Priority Normal

[} #239  test Asdflkasdjfjkl Nov 10 - -

Play
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You can view the interface seen by regular users by clicking the Zendesk Products icon at the
top right and selecting the Help Center icon. You will need to go to the Help Center to view the
FAQs:

a

Support Help Center

From there, you can switch Help Desks by clicking the TEA HELP DESK menu at the top left:

@ HELP CENTER  TEA HELP DESK EXTERNAL

TEs TEAWEBSI  TEA Help Desk Externa

TEA Help Desk Inte&ﬂal

Return to the Agent dashboard by selecting the Support icon again.

Exploring the Dashboard

Once you have selected Open Agent Interface, click the Home icon to view the agent
dashboard.

g
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The dashboard provides a quick summary view of tickets in your queue and assigned to you, by
priority.

Open Tickets Ticket Statistics

1] 28 1] 1] 0

Tickets requiring your attention (73) What is this? Play

L] Subject Requester Requester updated Group Assignee

#111 Keywords in subject Naranab304 Dec 15,2014
#113 Tags are being tested in subject Natanabad04 Dec 15,2014
#130 Test Ticket ESC Priority Notifications #2 Nerma Ortiz Mar 11 Application Support

#129 Test Ticket ESC Priority Notifications Morma Ortiz Mar 11 Application Support

The statistics at the top of the dashboard show the number of open tickets assigned to you and
to your group and other for the current week. Clicking on these statistics boxes brings up the
list of tickets for that category. If your group uses the Customer Satisfaction feature, your
customer satisfaction information is also displayed here.

If a ticket is being viewed by another agent, an eyeglass icon appears next to the colored icon
that reflects its state. The yellow n icon is for the tickets that have never been assigned. The red
o icon is for open tickets. Open tickets have been assigned or may have been opened and
forwarded from another group but are still ready to be worked by someone in your group.

Using Your Profile Page

From your profile page, you can do the following:
e Set up a name and signature
e \iew your own, your assigned, or your copied tickets

e View information about your FAQs (Knowledge Base articles)
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Accessing Your Profile

To access your profile page, click the pull-down menu arrow by your name and select View
profile page:

-~
s -
L

Kay Roban
View profile FI:E“JE

Keyboard shortcuts
Give feedback

Get help

Sign out

Your profile page appears:

5 Kay Robart -
O
Tickets (2) Help Center (0) Devices and apps

Setting Up a Name and Signature

Your name, or signature, is appended to any comment or response you make on a ticket. You
may not want your full name to appear to users of the TEA Help Desk. In your profile, you can
easily change your name to show just your first name, and you can set up a signature. It is
recommended that your group develop a standard policy for formatting signatures.

1. On your profile page, click your name:

L Kay Robart I + I

Texas Education Agency Kay Robart

10
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2. Type your first name in the Alias field:

Application Support

| Kayi 4

3. To set up a signature, type the text in the Signature field.

Application Support

Kay

Have a nice day, Kay{ |

Viewing Your Tickets

You can set this page to show your own requests, your assigned tickets, or your CC'd tickets,
and you can switch from one to the other. Note that light agents cannot be assigned tickets, but
they can view them or be copied on them.

1. Under your name, click Tickets. Notice that a number shows how many you have.

7l Kay

bed

Ti{ketI (2)

2. If you have any assigned tickets, the number of tickets appears below with the list of
tickets. If you have other types of tickets, those you submitted or cc’s, select them from
the drop-down arrow:

Tickets (2) Help Center (0) Devices and apps

Acssigned tickets (0) -«

Assigned tickets (0) «  Requester Requested

Requested tickets %

CCs (D)

11
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The tickets are listed below:

Requested tickets (2) -

1D Subject Requested Updated Group
#241  Printer on the 5th floor needs toner  Dec 01 Dec 01 ITS Ops - Email/ Office 365 Support
#338 My test ticket Dec 07 Dec 08 Application Support

Viewing Your FAQs (Knowledge Base Articles)

If you have written, commented upon, or subscribed to any FAQs, you can view comments and
other interactions here. Keep in mind, though, that some of the functionality shown on this
menu has been disabled for the TEA Help Desk, so zeroes will always appear for some options.

1. Click Help Center.

2. Select what you want to view from the drop-down menu arrow:

Tickets (2) Help Center (0)
Articles (0) -~
Articles (0) v

Article comments (0)
Community posts (0)
Community comments {(0)
Vates (0)

Subscriptions (0)

Assignee

12
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Viewing, Creating, and Assigning Tickets

Only group administrators and staff agents work tickets, although light agents can be copied on
tickets and can view them. This section covers the following topics:

e Viewing your unsolved tickets and other categories of tickets
e Working tickets using the Play feature
e Searching for tickets

e Claiming a ticket

Assigning a ticket

Viewing Tickets

Group Admins and agents can view tickets for their groups. Tickets are organized into views,
groups of tickets based on certain criteria. You can preview or open tickets from any view. You
can view your unsolved tickets as well as tickets in other categories by clicking the Views icon in
the sidebar:

13
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A list of your views opens:

Views = ¢ New Lickels in your groups

O]

Subject o Requester Requested Priority Assignee
Mew tickers in your groups 23

olved ticke

SLA Violations

By default, this section displays all the new and open tickets in the agent’s group. Many agents
prefer to work tickets from this view. The left pane displays other available views. Click on the
name of the view to see tickets filtered by that view’s criteria. For example, click Pending
tickets to see all the tickets in your group that were assigned pending status by agents in your
group. You can create your own views, and your Group Admin can create views for the entire
group.

Tickets in a view are preceded with a colored icon indicating each ticket’s current status. Below
are the corresponding ticket statuses and colors:

New

Open [ |
Pending
On-hold B
Solved [ ]

To preview a ticket in a view, hover your mouse over a ticket title. The ticket preview appears:

Re: Flash won't k'r Anton de Young Jun 05 Task

[ Task #1415

L Re: Flash won't flre i

This

0 1D yOUY previous request #8342 Flash won't fire”
i for follow-up ticket

Status Pendir
This is a follow-un o your previows request #3432 “Flash won't fire”

= ! Test comment for follow=up ticket

The MondoCam Support team

14
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Working Tickets Using the Play Feature

Only Group Admins and Staff Agents can work tickets. You can quickly serve up the new tickets
by clicking the Play button at the far right above the dashboard. This option opens the first
ticket in the view that is not currently being viewed by another user. The Play feature allows
agents to work tickets smoothly without skipping over tickets and without stepping on other
agents who may have already opened a ticket that appears to be next in the queue.

Serve available tickets in this view Play

Group Assignee

Clicking Play serves up the new tickets one at a time, starting from the oldest.

15
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With the ticket open, you can assign it, take it for yourself, or work it as you would normally.
When you want to go on to the next ticket, click the Next button:

MNext available ticket in "Tickets requiring your

attention”

Alternatively, you can open the tickets by clicking on them from the dashboard view. Click the
Views icon to see all unsolved tickets in your group.

Searching
To search for a ticket, you can enter any information into the search field.

1. Click the magnifying icon at the top of the page:

EB-

s

2. Type a search term such as name, topic, or ticket ID number into the field and press
Enter.

I Q notifications I

3. If the Help Desk finds more than one ticket containing the text, it shows a list of results:

[o |
External user Google test - 1 Q notifications add
notifications Filers -
Tickets (12) Users (0) Articles (5) Organizations (0)
m] D Subject Requested Updated Requester Group
[} #129 Test Ticket ESC Priority Notifications Feb 11 Mar 11 Norma Ortiz Application Support
[} #130 Test Ticket ESC Priority Notifications #2 Feb 11 Dec 02 Norma Ortiz Application Support

(] #17h testina natification lun 08 lun 0& Cvnthia Cammar| k Annlication Sunnort

The list of results opens by default to show tickets. Click other categories at the top of
the list to view other items, such as users or FAQ articles, that fit the search criteria. If
the search finds only one item, it opens that one. For example, if you entered the ID
number, it opens the ticket.

16
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4. If you want to narrow the list, you can use the filters to restrict it even more. (Selecting

Advanced Search under the Search field gets you to the same place.)

e

Filters
s

Tickets ~

Show search tips

5. Select from the various filters to narrow your search:

notifications status:open

Tickets (4) Users (0} Articles (0) QOrganizations (0)
o] Subject Requested Updated
#139 Test Requester Notification 2.0 - Default HTML Feb 23 Feb 23
#136 Test Ticket - Email Notification of Request 1.1 Feb 23 Feb 23
#150 Testing ESC VIP Escelations (PW Reset Form) Mar 27 Apr13
#145 Testing ESC VIP Escelations Mar 27 Apr13

Tickets ~

open

Show search tips

Filers ~

17
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Claiming a Ticket

If you are a group admin or a staff agent, you can claim a ticket. Claiming a ticket lets other
agents know you are reviewing it or working on it. The ticket is not updated with any changes
you make until you submit it. If you close a ticket without submitting changes, it returns to its
previous state.

To claim a ticket to yourself, you must either open it from the dashboard or from the Play
feature. Then, click take it.

Texas Education Agency Michael Mosqueda

_n_[_ Internal TEA Help Desk

& Application Support

Assigning a Ticket
Once you have a ticket open, you can easily assign it to someone else or to another group.
Under Assignee, select the group or agent name from the drop-down menu. If a group has

several agents, it’s usually best to assign the ticket to the group, such as Computer Access in the
example below, so that it is available to any agent in that group.

Comppter Access
Gilbert Porras
Kay Robart
Kenneth Bryant

Mike Webb

 F F F kB

Todd Engelmann

Alternatively, to assign a ticket to a specific agent, begin typing the person’s name and then
select it from the resulting list.

18
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felicig

4 Application Support/ Felicia Walker
4 ITS Support Triage /Felioa Walker

4 z-<NO TICKETS=All
On/Offboarding/ Felicia Walker

4 z-<NO TICKETS=ESC-VIP
Escalations [ Felicia Walker

Working with Tickets

This section applies mostly to group admins and staff agents. Light agents cannot work tickets,
but they can be copied on them and can add private notes. Depending upon the problem, there
are many actions you may take to process a ticket. This section covers the most frequent of
those actions.

This section covers the following:
e Creating a ticket
e Copying yourself or someone else
e Adding comments or notes
e Using canned replies
e Merging tickets
e Working with suspended tickets

e Tagging tickets

19
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Creating a Ticket

The ticket form looks different for agents than for end users. Follow these steps to create a new
ticket:

1. Click add at the top of the page:

New

Ticket

User
Organization

Search

Recently viewed rickets
Test Ticket ESC Priority Notifications #2
#130 - Norma Ortiz

B My test ticket

#338 - Kay Robart

Test

#240 - Shawn Tomes

B Keywords in subject

#111 » Natanab904

B} Tags are being tested in su...
#113 - Natanaba904

If you simply click add, the system opens a new ticket. Alternatively, you can select add
> New or add > Ticket.

A new ticket form opens:

Appd

i TEA Help Desk Extermal

24}

Agplication Suppert

2. Select the ticket Brand (internal or external) from the pane on the left:

20
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TEA Help Desk External -

Jil, zlegacy — TEA Help Desk
AL, TEA Help Desk External L\\)

Jil. TEA Help Desk Internal

3. Select the appropriate ticket Form, which identifies the type of request being made. This

selection changes the fields in the left pane depending upon the form selected and
causes your ticket to be routed to the desired group:

| Application Support - |

Application Support

Computer Access

Grants

ITS Operations

Onboarding

Offboarding I,\\,

TEA Staff

Non-TEA Staff

Password Reset / Locked Account

Software Requests

4. Complete the Subject and Description fields.

5. If you wish to attach a document, click Attach file and browse for and attach the file.

21
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6. In most cases, you will enter your own name in the Requester field and then select it
from the list. If you are entering a ticket for someone else, you may enter or type that
person’s name. However, there are separate fields for entering name and contact
information below.

2 cammack
o

cynthia_cammack
L\\)cam mack

&8

xCynthiaProdTest Cammack
cammack

(®s ]

7. If the ticket is for you, type your name, phone number, and any other requested
information. If the ticket is not for you, enter the information for the user. (Some ticket
forms have space for both the requester’s information and information for the person
who needs help, if different.)

Joe Agent

[11-08-61] |

8. Complete any other fields in the left pane, depending upon the form type.

9. Atthe bottom of the page, click a status, at this point most likely Submit as New:

Subm it:s New -

Selecting How to Submit a Ticket

When you first submit a new ticket, you will almost always select Submit as New. However, at
different stages of the ticket’s progress, you will have to resubmit it into a different status. Be
sure to change the submission status of a ticket when its state changes. This activity is
important for smooth operation of the Help Desk.

e Submit as New: Use this default status when submitting a new ticket that has not been
assigned to an agent.

e Submit as Open: Use this status when the ticket is being worked on by an agent.

22
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e Submit as Pending: Use this status when you are waiting for the requester to reply to a
message, perhaps a request for more information. When the requester replies, the
ticket is re-opened. Your group may opt to have tickets automatically close after being
in pending status for a specific amount of time.

e Submit as On-hold: Use this status when you are waiting for a reply from a third party
or you have another reason for holding the ticket, such as waiting for a specific date or
time. When the requester replies, the ticket is re-opened.

e Submit as Solved: Use this status when you have solved the ticket. If a user replies to
the ticket in Solved status, for example, to indicate the problem was misunderstood and
to add more information, the ticket is re-opened.

Attaching Files

Attached files can be viewed only by internal users. External users are unable to
view attachments in the TEA Help Desk. To provide customers instructions,
consider creating a FAQ entry that you can refer them to.

Although external customers cannot view attachments, they can attach items

themselves, such as screenshots or completed forms, that can be opened and
read by TEA staff.

To attach a document, use the Attach file capability near the note function:

_"‘. Public reply Internal note

| have sent the employee a copy of the instructions for using a mobile device to get agency email.

Tip: drag and drop files on the ticket to attach

”Eéﬂ'e
1. Click Attach File.

2. Browse for the file and click Open.

The name of the file appears:

TEA Help Desk Quick Reference-Internal docx x

23
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Copying Yourself or Someone Else

Agents and Group Admins are able to copy other users on tickets. Copying users allows them to
get email notifications of the updates made to tickets and see tickets under My Activities. All
types of internal users can be copied on tickets.

Agents can see all tickets they are CC'd on by going to their profile and, under their name,
selecting Assigned tickets from the drop-down menu. Consider copying yourself or someone
else on a ticket in these circumstances:

e To receive notifications yourself as the ticket is worked even if you are not the assignee.
These notifications are convenient when you are assigning a ticket to another group or
agent and want to track it after it leaves your group.

e To notify someone else of responses to the ticket, for example, a manager or other
technical resource

e To see notes or comments made on the ticket

With the ticket open, you can copy yourself by clicking cc me above the CCs field.

To copy someone else, begin typing their name in the CCs field and select it from the drop-
down menu. You can also enter an email address here, and this is the way to copy a person who
is not an internal TEA user.

fel

Felicia Walker

fel h

Xe

Adding Comments or Notes

As you work the ticket, you may provide information in the Comments box or you may want to
make a note of your actions. You can enter comments under either Public reply or Internal
note.
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IMPORTANT: Comments entered under Public reply are viewable by the
customer. Be careful with the content and wording of your message.

Internal notes are only visible to agents. To make it easier to tell the difference, internal notes
are yellow while public replies are white. Light agents may add internal comments to a ticket,
but they cannot make public replies.

_f‘\ Public reply Internal note
J

| have sent the employee a copy of the instructions for using a mobile device to get agency email.

Attach file

Using Canned Replies (Macros)

Canned replies to common requests are provided in the TEA Help Desk as macros. These
macros avoid agents having to create the same text over and over again and also help ensure
that responses to customers are consistent and appropriate. To apply a macro, simply click
Apply macro at the bottom of the ticket and select the appropriate macro from the list:

i= Apply macro ﬁ

If your group has a large number of macros, you can search for a desired macro by entering
keywords.

For instructions on how to create a macro, see the section “Creating and Editing Canned
Replies.”
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The text for the macro appears in the ticket:
Description

This looks like a request that requires completing a Computer Access Request
(CAR), and/or possibly a Server and Database Access Request (SDAR) form.

Forms are located here: T:\Agency Forms
The file names:

"ITS=Computer Access Request”
"ITS=5ever and Database Access Request”

After the form is comleted and signed, submit a ticket here in TEA Help Desk as
a "TEA Employee” with the form added as an attachment. (Select Computer
Access as the category.)

Thank you for contacting the TEA Help Desk. Please reply to this ticket if you
have additional questions or concerns.

Note: You can edit the text as needed for the specific situation. The macro is
sent when you click the status button at the lower right.

Merging Tickets

If there are duplicate tickets for the same problem and you only work one of them, you may be
duplicating work or even undoing a fix that is already in place. Merging tickets allows you to
combine the tickets so that this is less likely to happen. It also cuts down on any possible
confusion the Requester may have if receiving multiple answers.

The following rules apply to merge tickets:

e Tickets must be in some status other than Solved. However, you may merge an
unsolved ticket into a solved ticket. Doing so will not reopen the solved ticket.

e Ticket CC's may or may not be enabled. If ticket CCs are enabled:

O You can merge two tickets with different requesters. The requester of the ticket
you close with the merge is added as a CC to the new ticket.

0 Anyone CCed on the original ticket is also added as a CC on the merged ticket.

If ticket CC’s are not enabled, you can merge two tickets only if they are from the same
requester.

e The most recent public comment from the ticket being closed with the merge appears in
the new ticket’s comment thread with a link to the closed text, where you can review
the previous comments. No other comments appear directly in the ticket.
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e Ticket fields (tags, type, priority, status) are not carried over from the ticket being closed
with the merge. Only fields that are filled out in the new ticket are saved.

e Merges are permanent and cannot be undone.
Follow these steps to merge tickets:
1. Open one of the tickets.

2. Make sure that the Apps button is active. The Apps button shows the last five tickets
the requester has submitted.

o -

Five Most Recent

#159 ESC-VIP Test Ticket Status: Closed

#150 Testing ESC VIP Escelations Status: Open
(PW Reset Form)

#145 Testing ESC VIP Escelations Status: Open

#130 Test Ticket ESC Priority Status: New
Motifications #2

#1290 Test Ticket ESC Priority Status: New
Motifications

3. Click the drop-down arrow next to the ticket name and select Merge into another
ticket:

fications -
Create as macro
Merge into %other ticket
Mark as spam

Delete

Print ticket
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The Merge dialog box opens:

Ticket merge

Feb 11 Norma Ortiz

Test Ticket ESC Priority Notifications

Enter ticket ID to merge into

select one of the following tickets

Norma's tickets
Mar 27 Norma Ortiz Mar 27 Norma Ortiz
Testing ESC VIP Escelations._. Testing ESC VIP Escelations
Feb 11 Norma Ortiz
Test Ticket ESC Priority No_..

Your recently viewed tickets

Aug 11 Zendesk Todd (f... Dec 7 Almalak78
Testing PSF Notification External user Coogle test —_.

Cancel

The first ticket listed is the open ticket.

4. Under Select one of the following tickets, click the title of the ticket. Alternatively, or if
the ticket to be merged does not appear, type its ID into Enter ticket ID to merge into
and click Merge. This is the method to use when merging an open ticket with a solved
ticket.
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5. Both tickets now appear in the Ticket merge dialogue box. Uncheck the Requester can
see this comment box in both places, because it causes confusion for the customers.

Ticket merge
You are about to merge ticket #129 into ticket #150

Feb 11 Norma Ortiz

Test Ticket ESC Priority Notifications

This request was closed and merged into request #1530 "Testing ESC VIP

Escelations (PW ...".

Mar 27 Norma Ortiz

Testing ESC VIP Escelations (PW Reset Form)

Request #129 "Test Ticket ESC Priority Notific..." was closed and merged

inta this request. Last comment in request #129 -

rd

-

Cancel Confirm and Merge

6. If these are the tickets to be merged, click Confirm and Merge.

7. After the merge, a blue-gray box appears at the top left that says Ticket has been
updated with changes. Click Got it, thanks to confirm the change.

Ticket has been updated with changes

Submitted by you

Got it, thanks

Now you can work the ticket as usual.
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Working with Suspended Tickets

Group Admins are able to view and work suspended tickets. A ticket is automatically suspended
if a response to the ticket is undeliverable. You can recover a ticket if you subsequently get a
good email address from the recipient, or if you can correct an obvious misspelling or missed
letter in the email address. It is recommended that Group Admins review this queue
periodically and delete older items.

1. Find the ticket by clicking the Views icon:

Da:

)
S ver:

2. Inthe list of views, click Suspended tickets:

Views o<
Mew tickets in your groups 249
Unsolved tickets in your groups 29
All unsolved tickets 171
Recently updated tickets ~10
Pending tickets 6
Test View 111
On/Offboarding Tickets 13
On-hold tickets 3

Suspended tiﬁets 1

3. The list of suspended tickets appears on the right. Click the ticket’s title:
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Suspended tickets

1 ticket
[ Received Subject Sender Cause of suspension

[ . Tuesday 08:53 Undelﬁered Mail Returned to Sender mailer-daemon@outb.pod4.sacl .zdsys.com Detected as spam

Ticket 534336506 Tuesday 08:53

Undelivered Mail Returned to Sender

This is the mail system at host outb.pod4.sacl .zdsys.com. I'm sorry to have to inform
you that your message could not be delivered to one or more recipients. It's attachead
below. For further assistanc

This example is spam, so you would obviously not want to reopen it, but let’s continue
with this example anyway.

4. The Suspended Ticket dialog box opens. Click the button at the bottom of the box and
decide whether to recover the ticket automatically, recover it manually, or delete it.

Suspended Ticket #534336596

From: Mail Delivery System (mailer-daemon@outb.pod4.sacl zdsys.com)
To: support@txeduagencyl 396378346 zendesk.com

Subject: Undelivered Mail Returned to Sender

Received: Tuesday 08:53

Cause: Detected as spam (What is this?)

E-mauil 1D: =20151208145303.76FC34073CE9&0outb.pod4.sac] .zdsys.com>
Attachments: unnamed_attachment_]

unnamed_attachment_2 .eml

This is the mail system at host outb.pod4 . sacl zdsys.com. I'm sorry to have to inform you
that your message could not be delivered to one or mor

Far further assistance, please send mail to postmaster. |  Delete

problem report. You can delete your own text from the |

mail system <test@test.com>: host mu_spamexperts.co Recover Manuall

mailbox by that name is currently available (in reply to F \
Recover Automatically

Cancel Recover Automatically
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5. If you recover it manually, you must choose how to submit it.

Submit as New
Submit as Open [ |
Submit as Pending

Submit as On-hold @

The ticket has been solved Submit EL\)SoIved [ ]

You can then work the ticket or reassign it to another agent.

Tagging Tickets

Assigning keywords, or tags, to tickets allows the ticket to be searched for by those criteria.
Some tags, such as VIP tags, cause tickets to be prioritized or to appear in a certain way. Only

use tags when you are certain of the action that will be applied. The system assigns some tags
automatically to tickets.

1. Under Tags, begin typing the tag. A menu appears listing all the existing tags that match
what you have typed:

access_to_certification-as other-as2
submitting_for_self

E5| %

esc—vip

esc_vip

B5C

2. Select the corresponding tag:

access_to_certification-as other-as2
submitting_for_self
es

esc—]%)

esc_vip

esc

To make a new tag, just type it into the Tags field. Only create tags if you are certain of the

action they will apply. You can request tag functionality be created for you by contacting the
area that administers the TEA Help Desk.
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Viewing the VIP List

All agents can view their group’s VIPs. VIPs in TEA Help Desk are users who have been identified
as having high-priority issues. Their tickets are automatically escalated to the head of the
gueue, with notifications sent to key agents at intervals when the ticket is open. Each program
area has the option to work with TEA Help Desk staff to set up a VIP list if needed. View the VIP
customer list as follows:

1. Click the Customer Lists icon:

Dashboard Getti

a

Updates to your ticke

Mo recent updates.

R— Customer Lists

The list of Customer Lists appears in the panel on the left:

0
N

Customer Lists

| Texas Education Agency
P\: ESC VIP List
Users created within the last 30 days

Logged in recently

2. Click the VIP list you would like to view. The list of VIP users appears. You can export this
list as a CSV file for Excel.

Note: If you need to request a change to the VIP list or add a VIP user, you must
do that through your Group Admin. Group Admins work with TEA Help Desk
staff to maintain VIP lists.

Creating and Editing Canned Replies (Macros)

Only Group Admins and Staff Agents can create or edit macros. Canned replies, or macros, are
pre-formulated instructions or comments that are appropriate for a large number of tickets,
such as instructions for resetting a password. These macros allow agents to avoid typing the
same response over and over. Instead, they can just select an existing macro. (See “Using
Canned Replies” for instructions.) Macros also ensure consistency and appropriateness across
responses, since macros can be written and reviewed in advance. Administrators can create
new macros for their groups or edit the existing ones and deactivate or delete macros.
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Process for Macros

It is crucial to keep in mind that canned replies represent the agency to the
public. They are viewed by internal users and often by the general public,
potentially hundreds or thousands of times each, sent via email notifications
that can be forwarded to others. You must follow the policy your division
follows for writing and reviewing messaging for the internal or external
customers that your group serves.

Keep your audience in mind when wording your reply. After the content of the message is
approved by the appropriate authority in your division (usually your division director or the
business owner of the associated application), submit the request for a macro to your group
administrator. The group administrator can either construct the macro, or if something more
complicated is required, email the request to teahelpdesk@tea.texas.gov. Help desk staff will

assist you.

Accessing Macros

1. Select the Views icon:

Dash

A
of s
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2. Atthe bottom of the left pane, select More.

M ge >

3. Click Macros:

The list of macros appears:

Macros

A macro is a prepared response or action that agents use to respond to support requests. There are two types: personal macros (created for an
individual user) and shared macros (created by an administrator for everyone). Learn maore

Macros

Shared Personal

Dynamic Content Active macros (31)

add macro
Add ECOS to Existing TEAL Account Application Suppo edit
& CHANNELS
Applying for Certificates in ECOS Application Support edit
Close and redirect to topics edit

Creating Macros

The Group Admin enters macros for the program area. You can create a macro from scratch, or
you can clone a similar one and edit it. This section explains how to create one from scratch.

1. Since you are creating macros for the group, it’s usually appropriate to leave this setting
at Shared. To create a personal macro, click Personal.

Shared Pers%al
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2. On the Macros page, click add macro:

Macros

A macro iz a prepared response or action that agents use to respond to support requests. There are two types: personal macros (created for an
individual user) and shared macros (created by an administrator for everyone). Learn more

Shared Personal

Active macros (31) add macro

3. Type a title for the macro:

Macro title

|H0w can | set up my cell phone to view agency mailﬁ |

Perform these actions:

—— Click to select action. —— v a

Available for
Agents in group Application Support ¥

Me only

Create macro

Unless you enter an alternate title as an additional action (see below), the macro title
appears to the user as the subject line in the emailed reply.
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4. Select an Action for the macro. For example, Ticket: Status is a common choice:

Perform these actions:

| Ticket: Status v | Open r

-- Click to select action. ——

Ticket: Set subject

Ticket: Status k

Ticket: Brand
Ticket: Form
Ticket: Priority
AN Ticket: Type
Ticket: Group
Ticket: Assignee
Ticket: 5et tags
Ticket: Add tags
Ticket: Remove tags
Ticket: Comment/description
Ticket: Comment mode
Ticket: Mon-TEA Category
Ticket: HDE - AppSupp - Educator Name Change
Ticket: AppSupp - Issue
Ticket: AppSupp - TEA System
Ticket: AppSupp - Submitting for self? -

5. Select the attributes for this action. For example, if | set Ticket: Status to Solved, the
ticket status is set to solved as soon as an agent replies using this macro. The user can
reopen the ticket by replying to it, but if the user does not reply, the ticket remains
solved.

6. Continue to select Actions and attributes for the actions by clicking the green plus sign.
Some common ones you will want to use are the following:

e Ticket: Group: selects the group that the macro applies to

o Ticket: Type: shows the type of request

e Ticket: Comment mode: determines who can view the comment (public or private)
e Ticket: Comment description: provides a text field for you to type your message

7. For Available for, select Agents in group or Me only. If you select Agents in group,
select the group.

8. Click Create Macro.
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Editing Macros

To edit a macro, follow these instructions:
1. View the list of macros, as instructed in the previous section.

2. To edit a personal macro, click Personal. Otherwise, leave the selection at Shared.

Shared Pers%al

3. Click the edit button for the macro:

Close and redirect to topics E{Et

4. Edit the ticket as needed.
5. Click Submit.

Deactivating a Macro

Deactivating a macro removes it from view but does not delete it. Follow these steps to
deactivate a macro.

1. View the list of macros, as instructed above.

2. To deactivate a personal macro, click Personal. Otherwise, leave the selection at
Shared.

Shared F‘er'st:L%aI

3. For the macro you wish to deactivate, hover your mouse next to the edit link. The words
deactivate and clone appear. Click deactivate:

‘Web Browser Compatibility Application Support deaTivate clone edit
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Reactivating a Macro

To reactivate a macro, find it at the bottom of the list of macros and hover your mouse over it,
then click activate.

Inactive macros (14)

Computer Access Phone Support activ?e clone edit

Deleting a Macro

Follow these steps to delete a macro:
1. View the list of macros, as instructed in the previous section.

2. To edit a personal macro, click Personal. Otherwise, leave the selection at Shared.

Shared Persc&al

3. Click the edit button for the macro:

Close and redirect to topics E{Et

4. At the bottom of the page, change the Update menu to Delete.

5. Click Submit.

Creating and Managing Views

The Views page provides a way to query for and look quickly at all of the tickets that fall into a
specific category or meet specific shared criteria. You can create personal views or ask your
Group Admin to set up new group views, if desired. See “Viewing Your Unsolved Tickets and
Other Categories of Tickets” for more information on using views. This section provides
instructions for

e Creating new views
e Editing existing views
e Deactivating or deleting views

Creating a View

Follow these instructions to create a view:
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1. Click the Views icon:

Das

()
o v |

2. Atthe bottom of the left pane, click More:
Mnts »
The Views page appears in the right pane:

Views

Views define a collection of tickets based on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Personal

Active views (10) add view
Your unsolved tickets edit
MNew tickets in your groups edit
Unsoclved tickets in your groups edit
All unsolved tickets edit
Recently updared tickers edit
Pending tickets edit
Recently solved tickets edit
Test View edit
On/Offbcarding Tickets edit
On-hold tickets Application Support edit
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3. If you are a Group Admin creating a view for your entire group to use, leave the
selection at Shared. If you want to create a personal view, click Personal:

Views

Views define a collection of tickets based on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Ferswal

4. Click add view:

Views

Views define a collection of tickets based on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Personal

Active views (10) add view

The View creation page appears.
5. Type a title for your view:
View title
Tickets solved this week in my group

Meet | all | of the following conditions:

-- Click to select condition. -— T a

Meet | any | of the following conditions:

- Click to select condition. —— v a

ad

Preview match for the conditions above

Formatting options Table columns

Drag and drop to select and reorder columns in your table. You can add a total of 10 columns to a table.

Columns not included in table Calumns included in table
ID Satisfaction
Latest update by requester Subject
Submitter Requester
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6. Begin adding conditions under either Meet all of the following conditions or Meet any
of the following conditions. Meet all of the following conditions will construct a more
exclusive view than Meet any of the following conditions. Select a condition:

Meet all | of the following conditions:

—- Click to select condition. —- v

—— Click to select condition. ——

Ticket: Status

Ticket: Brand

Ticket: Form

Ticket: Type

Ticket: Priority

Ticket: Group k
Ticket: Assignee

Ticket: Requester

Ticket: Organization

Ticket: Tags

Ticket: Description...
Ticket: Channel

Ticket: Received at

Ticket: Hours since created
Ticket: Hours since open
Ticket: Hours since pending
Ticket: Hours since on-hald
Ticket: Hours since solved v

7. If you want to find all of the items that do not meet the condition, change the middle
menu to Is not. Otherwise, leave it set to Is:

Meet | all | of the following conditions:

Ticket: Group v | Is '|

8. Select the desired state for the condition:

Meet | all | of the following conditions:

Ticket: Group v Is v - b

(current user's groups)
Agency Services
Application Support k
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9. Click the green plus sign to add more conditions, and construct them as explained in
steps 5 through 7. Below is an example of a set of conditions to produce a view of
solved tickets for the Application Support group in the last seven days:

View title

Tickets solved this week in my group

Meet | all | of the following conditions:

Ticket: Group r Is v Application Support A
Ticket: Status v Is v Solved v
Ticket: Hours since solved r (business) Less than r 189

10. In the next section, drag column names from the left side to the right side and back to
determine which columns will appear in the view and in what order:

Table columns

Drag and drop to select and reorder columns in your table. You can add a total of 10 columns to a table.

Columns not included in table Columns included in table
Satisfaction I[f————I,\\}—————————------------..:}
Latest update by requester Subject
Submitter Requester
Assigned date Request date
Latest update by assignee Assignee
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11. If you wish to group the tickets in some way, select the grouping from the Group by
menu:

(Mo group)

Requester

Latest update by requester
Submitter

Assigned date

Latest update by assignee
Latest updater type (agent/end-user)
Organization

Request date

Latest update

Solved date

Due Date

Satisfaction

Requester language
Channel

Ticket form

Brand

Assignee

Group

Priority -
(Mo group) v

Ascending ® Descending

12. Change the order from Descending to Ascending, if desired.
13. To change the order of the list, select another column from the Order by list.
14. Change the order from Descending to Ascending, if desired.

15. Select who should be able to see this View, you or the agents in your group:

Available for _ o
kﬂ\gents in group Application Support ¥

Me only

16. When you have made all your selections, click Create view. A link to the view appears at
the top of the page with a success message:

&4 view Tickets solved this weet}in my group created
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The view also appears in your list of views:

Views o £

Your unsolved tickets 1

Mew tickets in your groups 249
Unsolved tickets in your groups 29
All unsolved tickets 192

Recently updated tickets 1

Pending tickets 8

Recently solved tickets

w

Test View 129
On/Offboarding Tickets 16
On-hold tickets 4
Tickets solved this week irww group 5
Suspended tickets 3

Editing a View

Most users can only edit personal views or views they created themselves. Follow these
instructions to edit a view:

1. Click the Views icon:

Das

()
o v |

2. Atthe bottom of the left pane, click More:

Mctt? 3
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The Views page appears in the right pane:

Views

Views define a collection of tickets bazed on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Personal

Active views (10) add view
Your unsolved tickets edit
Mew tickets in your groups edit
Unsolved tickets in your groups edit
All unsolved tickets edit
Recently updated tickets edit
Pending tickets edit
Recently solved tickets edit
Test View edit
On/Offboarding Tickets edit
On-hold tickets Application Support edit

17. If you want to edit a personal view, click Personal:

Views

Views define a collection of tickets based on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Ferswal

3. Click edit for the view you wish to edit:

Shared Personal
Active views (11) add view
Your unsolved tickets Tdit

4. Make any changes needed.

5. Click Submit to submit the changes.
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Deactivating or Deleting a View

Deactivating a view doesn’t remove it permanently, but it makes it inactive until you reactive it.
Deleting a view deletes it permanently. Generally, you can only deactivate or delete views
you’ve created or personal views:

1. Click the Views icon:

Das

4

o v |

2. Atthe bottom of the left pane, click More:
Mcttg 3
The Views page appears in the right pane:

Views

Views define a collection of tickets based on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Personal

Active views (10) add view
Your unsolved tickets edit
MNew tickets in your groups edit
Unsolved tickets in your groups edit
All unsolved tickets edit
Recently updated tickets edit
Pending tickets edit
Recently solved tickets edit
Test View edit
On/Offboarding Tickets edit
On-hold tickets Application Support edit

3. If you want to deactivate or delete a personal view, click Personal:
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6.

Views

Views define a collection of tickets bazed on a set of criteria that convey various ticket states such as open or pending. Learn more

Shared Fers%nal

Click edit for the view you wish to deactivate or delete:

Shared Personal
Active views (11) add view
Your unsolved tickets %

Scroll to the bottom of the page. Click the Update menu and change it to Deactivate or
Delete:

| Update "|
[ Update |

Deactivate
P Delete 1

Click Submit.

Deactivated views appear at the bottom of the list of views.

Reactivating a View

To reactivate a view, find it at the bottom of the list, hover a mouse over it, and select activate.
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Viewing Reports

Agents and Group Admins can view reports that are already set up. You can view reports that
show statistics about the use of the Help Desk and agent responsiveness.

For instructions on creating reports, see “Creating and Editing Reports” later in this document.

Click the Reporting icon:

Tickets |

)

The Reporting page shows you reports in the following categories: Overview, Leaderboard,
Knowledge Base, Community, Search, and Insights:

Reporting

Overview Leaderboard Knowledge Base

Reporting period: | Last 30 days

Ticket Stats

109

New Tickets

Tickets by Channels

Solved Tickets

Search Insights

186

Backlog

Compare key m

Benchmark o

Satisfaction Rating
0%

Learn More

124 0% 521.70 hrs

Agent Touches Satisfaction Rating First Reply Time

First Reply Time

521.70 hrs

Avg. First Reply Time
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On the Overview report, click on any of the Ticket Stats to see the report for that stat:

Ticket Stats

109 9 186

New Tickets Solved Tickets Backlag Agen

521.70 hrs

t Reply Time

B

—
L]
g
g
=)
R

The example above is showing the number of backlogged tickets in blue and the number of
agent touches in green.

You can hover the mouse over any part of the chart to see the statistics:

Backlog: 15
1 Agent Touches:

You can also change the reporting period shown by selecting another one from the menu:

Reporting period: | Last 30 days - ‘

Last 30 days

Ticket Stat
1eke s Last 7 days

Last 24 hours
109

New Tick] Custom

You can change the type of reports to view by selecting the report type at the top of the page:
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Reporting

Overview Leaderﬁo}ard Knowledge Base Community Search Insights

Creating and Editing Reports

Group Admins can create new reports in addition to the ones provided and edit existing
reports, as needed. See “Viewing Reports” to see information about the provided reports.

Creating a Report

Follow these steps to create a report:

1. Click the Settings icon:

&

2. Click Reports in the left pane:

& MANACE

Re p-:[:gs

Dynamic Content

3. Click Reports on the Reporting page:

Reporting

Overview Reports
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The Report page shows the existing reports:

Reporting
Overview Reports

View quick ticket and forum statistics, or access benchmarking and Zendesk Insights.

add report
Backlog evolution edit
High and urgent priority tickets edit
Incident evolution edit
COrg Report edit
Resolution times edit
Ticket priorities edit
Unsclved tickets by channel edit
VIP Report edit

4. Click add report:

Overview Reports

View quick ticket and forum statistics, or access benchmarking and Zendesk Insights.
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The Report creation page appears:

Report title

Reporting penod

* Relative to today
Fixed date interval

Last week T
Data series

Legend for this data series Remove

Created tickets ¥

|

Preview report ¥ Submit

Add data series »

5. Type a title for the report.
6. Pick a Reporting period:

e |f you pick Relative to today, pick the period from the menu:

Reporting period

* Relative to today
Fixed date interval

Last week v

Last week

Last 2 weeks

Data

Last 3 months
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e |If you pick Fixed date interval, pick a beginning and end date:

Reporting period

Relative to today
® Fixed date interval

2015 T || November Y| 17 ¥| to | 2015 Y| December ¥ | 17 ¥

January
February
March
April
May

Data series

Legend for this June

July
Created tickets | August
September

MNovember

December

7. Type alegend for the data series, or pick Remove to remove the legend.

8. Select the type of tickets to report on:

Data series

Created tickets

Created tickets ¥ |

Created tickets
Resalved tickets

Unsolved tickets
Old tickets
All tickets

9. If you want to specify a condition, click the green plus side to add one.

10. Select the condition from the menu:

-- Click to select condition. —— r ‘

-- Click to select condition. —- -
Ticket: Brand

Ticket: Form

Ticket: Type

Ticket: Priority h‘

Ticket: Group

Ticket: Assignee

Ticket: Requester

Ticket: Organization

Ticket: Tags

11. If you want to find tickets that do not meet the condition, select Is not from the middle
menu. Otherwise, leave it as Is.
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12. If you selected a condition, select a setting for that condition:

Ticket: Priority v Is v ‘ - "‘

Low
Mormal
High

Add data series » m

13. Repeat steps 9 to 11 to add conditions as needed.
14. To add another data series, repeat from step 7.
15. Preview the report by clicking Preview report and then Submit.
16. To submit the report, click Create report and then Submit.
Editing a Report
Follow these steps to edit an existing report:

1. Click the Adminicon:

&

2. Click Reports in the left pane:

& MANAGE

Macros

Forum spam

Re pc[gs

Dynamic Content

3. Click Reports on the Reporting page:
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Reporting

Overview Reports

4. Click edit for the report you wish to edit:

add report
Backlog evolution edit
High and urgent priority tickets clone eEit

Note: An alternative to creating a report from scratch is to clone it, edit it, and
rename it. Note the clone control on the image above.

5. Edit the report as needed.
6. Preview the report by clicking Preview report and then Submit.

7. To submit the report, click Create report and then Submit.

Creating and Managing FAQs
Work with your Group Admin or TEA Help Desk staff to publish FAQs for your area.

FAQs are viewed by internal users or by the general public, depending on the
scope of your group activities in the TEA Help Desk. FAQs are representative of
the agency, so errors or unfortunate word choice can have widespread impact
for you, your group, and the agency.

You must follow the policy your division follows for writing and reviewing messaging for the
intended audience, internal or external public readers. Work with your Group Admin on the
wording and development of the FAQ. Be sure to follow the same accessibility guidelines used
for other web postings. After the content of the FAQ is approved by the appropriate authority
in your division (usually your division director or the business owner of the associated
application), your group administrator will add it to the TEA Help Desk. For assistance, email the
request to teahelpdesk@tea.texas.gov.

This guide contains an appendix that explains the guidelines and provides a template for
creating FAQs. Please consult this appendix before publishing your FAQ.
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Creating a FAQ

Group Admins are responsible for creating FAQs in the TEA Help Desk. Follow these instructions
to create a FAQ:

1. From the Dashboard, click the “Zendesk Product” Icon on the top right corner and then
click on “Help Center”:

,Payal ¥
F S
B A
Support Help Center
-
1 4 o E
Chat Talk

2. From the resulting dialog box, using the dropdown, select the Help desk that the FAQ

applies to:
- . ) - ) .
oS TEA Help Desk Internal v Home  Articles ¥ Community ¥ Genera

i ELP DESK HOW-TO'S
TEA Help Desk External

TEA Help Desk Internal

Help™
Desk

Brand settings [£

3. Click the section for your group, such as Account Access:

Account Access

0 —

000

000

(aWaWal

TEAL/TEASE
Need access to yo| TrEx ns
or Certification ECOS (formerly SBEC)

CIs
L FSP
UA+

57



TEA Help Desk Agent Guide

4. From the top menu click drop down under “Articles”, select Add article.

&  TEAHelp Desk Internal ~ Home  Articles ~  Community ~ eneral ~ Ed tegor
-T Texas Education ITS HELP DESK |
Agency Intranet Add article

Add section

Add category pn
sl Search

Manage articles

Welc Arrange articles TEAL/TEASE Access

TEAL/TEASE Access

Browse through the Frequently Asked Questions or click Submit a Request to su

TEAL/TEASE Access

FAQs - TEAL/TEASE Access
- * How do I approve TEAL & TEASE access
requests?
. Find Your Unique ID on Your TEAL Profile

(Educators)
. How Do I Print A Copy Of My Certification?

[ Submit a Request

More...

Do not add sections or categories to the Help Desk. These controls must
correspond to the actual interface of the Help Desk and may only be added by
TEA Help Desk development staff.

5. The Add article page appears. If you do not want to publish the article immediately but
plan to work on it during successive sessions, click Draft.

Title Publish in section

A - B / U A~ E = F~ % b B~ 8

Authar

Note: If you are maintaining a draft over several editing sessions, be sure to click
Draft each time you open it to keep it in draft status.
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6. Always uncheck Open for Comments. TEA Help Desk uses Zendesk functionality. In
many Zendesk implementations, end users are prompted to leave comments at the end
of FAQs. The TEA Help Desk implementation does not use this functionality, so
comments must be disabled in each FAQ to eliminate the prompts and potential
confusion for the end user.

7. Type a title for the article. Since this article is a FAQ, word the title in the form of a
guestion, if such wording is not awkward.

Note: Be sure to consult the appendix for the guidelines and templates for
FAQs.

How do | set up a TEAL account?

A - B /i U A~ = = F~ % M - o

8. Insert your approved content into the Content field. This discussion assumes that you
know how to use a standard text editor for Web content. If you want to see and change
the source code, you can use the <> icon.

9. To add an attachment to the article, click on “Upload attachment” on the right pane.
Use the browser to locate and attach the file.
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Pubdah in sectian

it

Laibmi-le

ditnchrents

<=

10. Select the applicable section and subsection (if applicable) in which the FAQ should
appear:

Publish in section

Changes affect all translations
“hanges affect all translations

TEAL/TEASE Access ~

» On/Offboarding

» Information Technology

v TEAL/TEASE Access

TEAL/TEASE Access

» Communications
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11. If you want the system to show the new article first in the list of FAQs, click Promote
article. The article will also be highlighted.

Publish in section

12. The search does a good job of finding any content included in the title or the text.
However, if there are keywords that a searcher may use that are not in the article, for
example synonyms, type them separated by commas in the Labels box.

13. If you are ready to add the article, click Add.
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Finding Your Drafts

If you have written a draft article, follow these steps to find and complete your draft:

1. From the Dashboard, click the Help Center icon at the top right corner:

F
I A
Support Help Center
’ -
4 -
Chat Talk

2. From the resulting dialog box, select the Help desk that the FAQ applies to:

z TEA Help Desk Internal v

TEA Help Desk Externa

A TEA Help Desk Internal

Dri
Brand settings [4

3. From the content menu, click Manage articles:

F

S Articles ~
Add article
Al articles - Add section
Drafts 1 Add category
Deleted articles 1 Manage articles

Arrange articles
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The list of draft articles appears under the “Drafts” on the left pane.

F

VN

All articles

Drafts 1

Deleted articles

4. Open the article by clicking on its title and continue working on it.

Deleting a Draft

Opening a draft article shows a slightly different view, including an option to delete an article

To delete the draft article, click Delete article.

Attachments

m

Arranging Content

If you are a Group Admin, you can determine the order of the FAQs.

Use caution when rearranging content. Moving the categories around in this
area will also move the main groups and categories on the Landing and Group
pages so can result in unintended consequences for the TEA Help Desk public

view.
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1. From the top menu click drop down under “Articles”, select Arrange articles

Articles v General v

Add article
Add section

Add category

Manage articles

Arrange articles

The Arrange content page shows the categories:

Arrange articles

Categories

> TEAL/TEASE Access (1)

> Information Technology (3)

> On/Offboarding (2)

> Communications (3)
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2. Click the arrows to open up the categories and see the sections and articles within your
group’s sections:

~ Community ~ General ~

Standard_Article

~ ITS Operations (4)

Articles

How Do | Submit a Request for Help with My Computer?
How do | Video Conference via Skype for Business?
How do | Access a Group Email Mailbox?
Standard_Article

> Web Postings/Web Services (3)

> On/Offboarding (2)

> Communications (3)

3. Drag and drop the articles within your group’s section to rearrange them.

v Information Technology (3)
Sections
v Computer Access (3)
Articles

o— How Do | Submit a Request for Access to Computer Access?

How do | Set Up an Electronic Signature and Sign Documents Electronically? *

How Do | Submit a Request for Access to Computer Access?

Standard_Article
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4. Click Save to save your changes:

Knowledge Base

Drag categories, sections and articles to place them in the desired order.
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Appendix A. Process for Writing FAQs for the TEA
Help Desk

FAQs and Knowledge Base Articles may be written and submitted by any internal TEA user.
However, all should be reviewed by the appropriate Group Admin before being published.

It’s crucial to keep in mind that FAQs represent the agency to the public. They
are viewed by internal users and often by the general public, potentially
hundreds of times each. You must follow the policy set by your division for
writing and reviewing publications for the internal or external customers who
your group serves.

After the content of the FAQ is approved by the appropriate authority in your division (usually
your division director or the business owner of the associated application), submit it to your
Group Admin. The Group Admin can either create the FAQ in the TEA Help Desk, or if
something more complicated is required, email the request to teaheldesk@tea.texas.gov. Help
desk staff will assist with the process.

Process for Organizing and Writing FAQs

When your group is preparing to implement the TEA Help Desk, follow the process below to
organize and create initial content for your FAQs. You can add to them periodically as needed.

Designate a Subject Matter Expert/Editor

To ensure your FAQs are complete, appropriate, and accessible, designate a person in the
group as the subject matter expert and editor to verify that FAQ content and display are
correct. That person will perform the following tasks:

e Collect input from users and the team for updates
e Think about and advocate for the needs of users
e Write articles and edit those written by others

e Cross-link articles when needed

e Routinely review articles that were previously posted for updates needed
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Process Steps for Drafting FAQs

Use the following process to get started organizing for FAQs:

1. List users’ common questions. Consider each type of user or customer your group works
with. Make note of the points at which users get stuck.

2. Look in existing help systems and documentation for answers. You may find something
that can stand on its own as a FAQ, or you may need to edit or add to existing
information.

3. Create a draft using the template near the end of this guide. You can create your draft
outside of TEA Help Desk and circulate it for edits, or you can create it directly in TEA
Help Desk and mark it as a draft until it’s ready for the public.

4. Review your draft and revise it to fit the style guidelines included in this guide or used in
your division.

5. Submit your draft.

6. After your article is approved, the Group Admin can add it to the TEA Help Desk
repository for your group. (See the section “Creating and Managing FAQs” for
instructions.)

Style Guidelines

The template consists of:

o Title

e Very short introduction to focus user on who, what, when

e Body that answers question in plain language with sentence, short paragraph, or longer
list of steps/graphics, written in 2" person giving instructions to user

e Subtitle “Related Information” with links to other FAQs or to TEA website information

e Link to Submit a Request button to assist a user who still needs more information

FAQs must meet accessibility guidelines. Use the attached template for style and layout
guidelines.

Titles

If possible and if worded naturally, phrase your title as a question.

Titles should be short, using keywords, phrased as users commonly ask it, with a verb that

n u

describes what they will do, such as “Set up”, “Change”, “Review and Approve”, “Request”. Rely
on action words in the active voice for a majority of your titles:

e “HowCanlSetUp...”

e “Using...”
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e “SettingUp...”

Alternatively, use exact phrases of the actions they’ll take, such as “Uploading Your First Video,”
“Installing Your Plugin.”

forwarding]

Forwarding your personal address
Mail forwarding and delivery issues
How to forward conversations
Forward email aliases to one mailbox
Manually forward email to Help Scout
Auto-forwarding from a Google Group
Auto-forwarding from a Google Apps Group
Auto-forwarding from Namecheap
Auto-forwarding from Google Apps
Auto-forwarding from cPane
Auto-forwarding mail from Bluehost

Auto-forwarding mail from other providers

Body

When introducing a longer article, create a quick table of contents at the beginning; it’s a small
effort that genuinely enhances the experience. Even for articles of normal length, customers
will appreciate being able to jump to the section they want.

Usage Notes

The following usage notes provide the preferred spelling or use of common words and phrases:

e Email/email (not e-mail)

e Hardware:
o Macintosh (not Mac)
o Windows (not Win)
o Linux

e Software:
o Mac OS X
o Windows
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e Mobile Devices (not PDAs)

e Website (not web site)

e Home page (not homepage)

e Avoid Latin. Use “for example” not “e.g.” (exempli gratia - Latin) or “i.e.” (id est - Latin).
e You click a button or link; you don’t click on it.

n u

o Use terms like “field,” “window,” “option” precisely; avoid generalizing these.

¢ Avoid using the words “button” and “link” if it’s self-evident in the interface. Only
specify when you need to help the person find the object on a busy page or in an odd
place.

e Use numbers for steps in a sequence. Each step gets its own number — if you add the
result of the step (what the person sees) that is part of the step.

e Don’t use numbers for a list that is not sequential; use bullets.

e Avoid overuse of politeness words such as “please,” which clutter the text for the
reader.

e Use “plain language.” See the presentation about this approach at
http://pease/its/online/webservices/webadmin/default.aspx .

When to Use Bold Formatting

Do use bold formatting to designate:

e Buttons
Click the Submit button; Select the Yes radio button.

e Drop-down menus and items
Select Many from the Options drop-down menu.

e Paths
Go to Firefox > Services > Finder.
Be sure to leave spaces between the words and the > so screen readers (and other
users) can easily interpret the text.

e Checkboxes
Select the User and Administrator checkboxes.

¢ Notes, Tips, Warnings
Note: This software is no longer available.
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e Tabs
Clickable tabs should appear in bold:

Click the Control tab to go to the next screen.
(However, do not bold if it is simply referring to the name of the tab: The Control tab
appears at the top of the page.)

Don't use bold formatting to designate window or dialog box names.

When to Use Italics

Use italics formatting sparingly, but always for the following:

¢ Window, screen, or dialog box names:
Result: The Where do you want to install Windows? dialog box appears.

Don’t use italics formatting for:

e Button or link names

When to Use Tables

Avoid using tables for content. Tables used for formatting are difficult for screen readers and
other accessibility devices to interpret properly. Think about whether a list would be sufficient--
or simply use carriage returns.

Images, Links, and Attachments

Follow these guidelines for images, links, and attachments:

Avoid using screen shots for obvious buttons in procedures, such as Next, Continue, OK.

e Avoid uploading documents or existing guides. When possible, link to a copy on the TEA
website or work with the manager to have one placed there. This prevents the
confusion that can arise when multiple copies of information are not kept up-to-date.

o Keep images as small as possible, but be sure to maintain readability and context.
Generally 400 x 400 pixels is the maximum desired size so that images will fit on the
page without scrolling and not be disruptive the flow of the document. You can crop
images to show only the relevant portion of the screen or shrink the image to achieve
your desired image size. For larger images, you can use a thumbnail in the article and
users can click on it to see the full-size image.

e Use alight blue one-pixel border around images to delineate them from the body.

o Alt Tags: Alternative text provides a text description of images to users with disabilities.
Screen readers and other accessibility devices can't interpret images without alt text.

71



TEA Help Desk Agent Guide

(0]

Every image must have a succinctly written alt attribute that describes the
CONTENT and FUNCTION of the image.

Alternative text should not use the phrases "image of..." or "graphic of....” The
user already knows it is an image.

If the image is simply a graphic of information you have already provided in text,
you can use a null alt attribute that allows the screen reader to skip over the
image. Alt=""is a null alt attribute. (When working in Zendesk, the tool
automatically puts a null alt attribute into the code when you add an image.)
Alternative text must be edited in the code view, or graphics must be described
in text above or below the image.

When using screenshots, make sure that you are describing the action in text
above or below the screenshot and that the screenshot is simply visible
representation of content that is already in text.

Tip, Note, Info, and Warning Boxes

Use sparingly; opt for the bold format for minor notes and tips. When products or services are
undergoing major changes in functionality, support or availability, a support notice placed on
pages related to that product or service is a good way to keep customers informed of the
upcoming changes.
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FAQ Template

Use the following template for FAQs:

Title

The title should be a very short introduction to focus users on who, what, and when. (When
introducing a longer article, create a quick table of contents at the beginning.)

For a FAQ, state each question in the form of a list of questions at the top of the page. For the
answers, restate the question, formatted as a subheading, and then answer it.

In the body of the article, answer question in plain language with sentence, short paragraph, or
longer list of steps/graphics.

Zendesk does not permit much customization of FAQ formatting. Use the default fonts and font
sizes. Follow established guidelines for titles, writing style, accessibility, and content
organization. Use the designated “Related Topics” area at the end of the article to list links to
related information.

Related Information

[insert links to related FAQs or TEA website resources]
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Peer Review Checklist for FAQ

Check each item that is complete. Note where discussion or improvements are needed.

Title of FAQ

Reviewer

Author

Is it chunked to the amount of content that makes sense for our users?

Is it from user’s point of view (directs user with clear instructions written to “you” or
2nd person)?

Will the title make sense to the end-user if it comes up in a search? Is it short, and does
it contain a verb that describes the action that the user recognizes?

Is the template applied?

Is there an introductory line that describes who/what/when?

If the FAQ is long, does it have subtitles or a short TOC at the top?

Is it written in 2nd person, providing direct instructions to the user?

Are the grammar, punctuation, usage, and style correct?

Are the Related Topics appropriate? Are there others that should be listed?
Does it need to be labeled “Internal” (for support staff agent use only)?

Is it tagged to be easy to find?

What other group (SME or content owner) needs to review?

Has it been made ADA accessible for the web?

Other:

Notes:
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