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1. Document Information

1.1   Ownership Information

This document is owned by the information systems unit of PICT and has been prepared for 
the consumption of users of the PICT Help desk Application.

2. About This Document

2.1 Overview

After going through this document, you will understand how to carry out the following tasks 
via the Help desk application:

 Navigate the Help desk application
 Initiate requests to multiple departments
 View the status of issues logged
 Attach screenshots and notes to pending issues
 Change the status of issues

2.2 Scope

This document covers all the information needed to use the Help desk application on an 
operational basis, with a specific focus on how to raise requests for administrative items. All 
other purposes for which the application may be used are not covered here though the 
information contained in this guide is relevant for related processes.

3. Audience

The intended audience of this user guide includes departmental representatives who have 
been selected for the purpose of initiating requests for administrative items using the Help 
desk application. End users and Information Systems Analysts who support the Help desk 
application may also refer to this guide whenever necessary.

4.      Abbreviations/Definitions

PhD PICT Helpdesk
SLA Service Level Agreement
IS Information Systems
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5.       Introduction to the Helpdesk Application

5.1 Use Cases

The Helpdesk application is very versatile and may be used as part of any process that 
involves making requests for items or services, securing approvals, making notes and 
communicating status changes of issues. For example, the Help desk application can be used 
for:

 Logging system-related issues 
 Logging access right requests
 Tracking the status of reported system issues
 Requesting for approvals (Approvals may be related to the provision of hardware, 

software or physical resources necessary for the completion of one’s duties) 

5.2 Requesting access to the application

By default, access to the PhD application is secured once the staff’s email address is created 
as part of their Office 365 setup. Where staff does not have O365 authentication details, a 
request may be made by calling Helpdesk or visiting the IS Office to request for access. Once
access is approved by the staff’s Line Manager and Head of Department, the staff may log 
into the Help desk application.

6.       Navigating the Application

6.1 Logging into the application

To log into the Help desk application, follow these steps:

1. Launch your browser and access the intranet page.
2. Click on the Helpdesk application icon highlighted in red below:
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Figure 1

3. A window will pop up as shown as shown below. Click on the “Microsoft” button 
below:

4. The system will then present a user name and password window for you to provide 
your details. If these details are already saved on your system (which means that you 
are already logged into your O365 account), the Help desk application will launch the 
default view automatically as shown on the next page.
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6. 2 Understanding the fields on the default view

Field Description
ID Every issue created on the Helpdesk application comes with a unique 

identifier. This is the number by which a user can identify their issue when 
discussing with the Helpdesk team and it is always unique. 

Kind This field describes the type of issue – Is it something to do with training, 
performing a service, fixing a problem or a change request? The kind of 
issue determines who the issue is assigned to by default and the resolution 
process to be followed.

Object Once an issue is logged, it may be related to a specific application or item. 
For example, an issue may be logged in relation to the customer 
application. “Customer Application” is an example of an object.

Priority The priority of an issue is defined by the creator of the issue and reflects a 
combination of the impact and urgency of that issue. The higher the 
priority assigned to an issue, the quicker the response time, depending on 
what has been agreed on the SLA.

Status The status of an issue can either be active, pending or closed.
Stage The stage of an issue refers to the particular activity that is being conducted

in relation to its status. For example, an active issue can have a status of 
backlog, analyzing, executing, validating or rolling out. The status of the 
issue provides more detailed information on the activity that is being 
performed in relation to that issue.

Assigned to This field contains the name of the resource that is assigned to work on an 
issue. 

Title This represents a high-level summary of the issue. It’s the subject that 
gives the assignee an idea of what the logged issue is about.

Client This refers to the person who directly benefits from the resolution of the 
issue. He may or may not be the creator of the issue.

Rank In addition to the priority field, the rank of an issue can help to determine 
which issue should be worked on first. For example, where there are 
multiple issues with the same priority, having a rank can help the assignee 
determine which issue to work on first. 

Last Updated This field gives an indication of when the last update was done on an issue 

Created This field gives an indication of when the issue was first created.
Created By This field contains the name of the person who created the issue. It may or 

may not be the same person as the client.



6.3 Searching for tickets

To search for a ticket, provide the ticket number in the field highlighted below and click on 
the “View Issue Id” link displayed below:

6.4 Sorting the default view

Sorting the default view can be achieved by clicking on any of the blue headers highlighted 
below. Clicking it twice will reverse the initial action. For example, click on the ID field to 
sort the view in ascending order.

Initial view:
 

View after clicking on the Id link:



6.5 Creating a filter

A filter can be created by selecting the “+” sign close to the default filter list:

Once you click on the highlighted sign, a window pops up for you to provide the details of 
the new filter. Fill in the conditions of the filter view and save the information once you are 
done. The save button is highlighted below:



6.6 Duplicating a filter

Clicking on the button highlighted below duplicates the existing filter:

Since the current filter displayed is, “Open issues assigned to me”, the system duplicates this 
view as follows:

You can either make changes at this point or use the “save” button to preserve the 
information on the screen.

6.7 Deleting a filter

Deleting a filter can be achieved by using the delete button indicated below:



On clicking the delete button, the system will display a dialogue box to confirm the deletion 
as follows:

Clicking on Yes removes the filter from the system while clicking on No retains the filter.

6.8 Editing a filter

The button below can be used for editing the created filter as shown below:

On clicking on the edit button highlighted above, the window on the next page is displayed.



6.9 Configuring notifications

To configure notifications, click on the icon highlighted below:

The system would then display the different notifications that are available on the helpdesk 
application. Select the notification preference you need and then save the selection by 
clicking on the save button highlighted on the next page:

Only default filters can be edited or deleted!



6.10 Logging out of the application

To log out of the application, click on the logout sign below:

Upon logging out of the application, the system displays the message “You have been signed 
out of PhD”.



4. Creating a Ticket 

      In order to create a ticket or log an issue, follow these steps:

1. Log into the Help desk application (See Figure 1)
2. Select the + icon on the screen to log an issue:

3. Select the correct category by clicking on the drop-down list shown below:

Note that the category you are to select will depend on the nature of the issue that is 
being experienced. For example, selecting a category, “Fix a problem » Information 



System Software”, will determine the fields to be displayed as shown below:

4. Provide a title in the Title field, select one of the associated objects in the Object field 
linked to the category you selected in step 3 and provide the details of the issue in the 
Details field as shown below:

5. Add stakeholders to the issue by proving values in the selected fields below and 
clicking on the “+” sign below to add new rows for stakeholders. The arrow 



highlighted in blue allows adding to the list of stakeholders:

6. To select client name, click on the star button under the Client field. For example, to 
assign Amanda as client, click on the star button under the client field as shown below
and save to commit the data and trigger notifications:



7. To assign the issue to the responsible staff and provide a note on the action to take, 
click on the star button under the Assigned field. For example, to assign the issue to 
Amanda, click on the star button under the assigned field as shown below and save to 
commit the data and trigger notifications:

8. To indicate entities affected by this issue, click on the “+” sign opposite the Affected 
Entities sign as shown below:



9. Clearing Data – For text fields, data can be cleared by using the back space key. 
However, some fields on the application do not allow the use of back space keys. Data
can be cleared from affected records where available by using the signs shown in the 
screenshot below:



10. Changing issue status can be achieved by using the drop-down arrows displayed 
below to indicate the correct status of the issue:

Changing priorities can be achieved by toggling the colored buttons labelled impact and 
urgency below:



7.1 Providing Screenshots

To add screenshots to a logged issue, just drag and drop your image in the placeholder below:

Once the image has been dropped, the placeholder would look like this:



5. Getting Help

If you require further assistance, please don’t hesitate to call the Helpdesk number, 3230011
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