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INTRODUCTION

Overview

The Information Technology Help Desk (ITHD) serves as the central point of contact for
technology support. Itis committed to assisting the computer and telecommunication needs of
all NOVA employees and students by providing detailed resolutions and general system
information for technology issues.

Please be aware that email inquiries are only handled Monday through Thursday, 8:00am —
9:00pm and Friday, 8:00am — 5:00pm. Emails received outside of these hours will be
responded to promptly by the next business day. If your email is in reference to an urgent
matter or an outage at any time, we strongly advise that you call the ITHD and speak directly
to an ITHD Analyst. The ITHD is operational 24/7 including nights, weekends, and
holidays.

Local Telephone Number: 703.426.4141.
Toll Free: 855.259.1019 (Outside Northern Virginia).

The ITHD Ticketing System

The ITHD Ticketing System is a web-based application, which allows users to submit IT
support requests for resolution or routing by the College’s ITHD Team. NVCC faculty, staff,
and students can submit requests for technical support in several ways:

The NOVA Student and Faculty Support Portal.
The ITHD website.

An email to the ITHD.

A telephone call to the ITHD at 703.426.4141.

The Ticketing System captures all these requests and automatically creates a ticket. The
ITHD will receive and process your support request as soon as possible.

The ITHD receives thousands of requests for assistance on password
issues. Per NOVA IT Security Protocols, the ITHD DOES NOT reset
passwords or otherwise administer accounts via email or Chat.
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If you need a password reset or need to check sensitive information within any of the College’s
applications, speaking live on the telephone to an ITHD Analyst is the ONLY way your request
can be handled. In order to reset your password, you should have the following information
ready prior to contacting the ITHD:

e Your StudentID or EmplID (e.g., 1234567).

e Your DOB (e.g., January 1, 1982).

e The Answer to your Security Question that is unique to your account (the one that you
created in MyNOVA).

e Your Social Security Number (SSN) (e.qg., 123456789).

MNote:
-—l Your SSN is only required if you cannot provide the correct response to the
account’s Security Question (or, have not yet set up your account Security Question and
Answer in MyNOVA).

V.010 - 6/10/15 5
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SUBMITTING ITHD SUPPORT REQUESTS

Submit a Ticket from the NOVA Student and Faculty Support Portal

To access the NOVA Student and Faculty Support Portal:

1. Enter the URL - https://support.nvcc.edu/Main/Default.aspx - into your browser for the
NOVA Student and Faculty Support Portal.

The NOVA Student and Faculty Support Portal is presented.
You will see four (4) icons across the top of the page.

The Home icon takes you to the screen you currently are viewing.

The Knowledge Base icon takes you to the Knowledge Base web page, which
contains FAQs and information on Financial Aid, Human Resources, ITHD, Student
Financials, NOVAConnect, Payroll, etc.

The News icon takes you to Recent News on NOVA and VCCS outage information.
The Tickets icon takes you to My Tickets on the NOVA Student and Faculty
Support Portal where you can submit a new ITHD support request.

The Search the Portal field allows you to enter keywords to search the website for
information about a department, technology, employee-related issue, etc.

s
Login English = B

NI ©)\//A\ MoRTHERY VRGN

STUDENT AND FACULTY SUPPORT PORTAL

=) N @

Home Knowledge Base News Tickets

11l

Search the Portal

Recent News

Unplanned Remote Server
Outage

ITSS Engineers report that this
morning the following remote
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2. Click on the Tickets icon to submit a support request to the ITHD.

4

Tickets

The My Tickets page displays.

NOWVA vosvEry vrgms

STUDENT AND FACULTY SUPPORT PORTAL

& =) N

Tickets

Home Knowledge Base MNews
My Tickets -
Email All My Tickets

Please log in to view all tickets associated with
your account,

Help Desk Software powered by SmarterTrack 105

© 2003-2015 SmarterTools Inc.

By using this site, you are accepting cookies to store user state and login information.

3. Click on the Start Ticket button.

My Tickets
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A New Ticket window opens with the Department* field blank.

Login English =

N OV NoRrHERy wiRGiNA

STUDENT AND FACULTY SUPPORT PORTAL

A g A

Home Knowledge Base News Tickets

New Ticket

Department * = Choose One - =

Live Chat

Choosing the correct department will help your issue get resolved more quickly.

Help Dtk Software powered by SmarterTrack 10.5
© 2003-2015 SmarterTools Inc.

By using this site, you are accepting cookies to store weer state and login information.
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4. Click on the down-arrow for the Department* field and select one of the options on the
drop-down menu.

I\ | [) \/!\ NORTHERN VIRGINIA

COMMUNITY COLLEGE
STUDENT AND FACULTY SUPPORT PORTAL

A & N 4
Home Enowledge Base Mews Tickets
New Ticket
‘E Departrment * Chospai Oe -
=

College Call Conber
Controllesrs Office
Human Risournoes

IT Hlpaidd

ROWVA Police Despaarmasnt
MOVACad

Teledsion Cenber

Help Dvsic Software poswened By SmarberTrack 1005
© 2003-2015 SmamedTand e

By urting Thip Sk, youl 00 SCOORING COOIES 10 FEOAT User 185 and kogin information,

—'I If you are unsure of where your support request should go, select IT

Helpdesk. The ITHD will evaluate your request and either resolve it or route it to the
correct Department.
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5. Click Continue after choosing the correct Department.

I\ | () \ / ’,,_\ NORTHERN VIRGINIA

COMMUNITY COLLEGE
STUDENT AND FACULTY SUPPORT PORTAL

] [&] [»

Home Knowledge Base News Tickets
New Ticket
é Department * IT Helpdesk T

Ig. Choosing the correct department will help your issue get resolved more quickly.

Continue

Help Detk Software powered by SmarterTrack 105
© 2003-2015 SmanerTools n.

By using this site, you are Scoepting cookies to stone user state and login infermation.
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The New Ticket form opens.

ﬁl Provide as much detailed information, as possible, describing the issue you
are experiencing, the technology, system, or program you are using, the system prompt
or error message displayed, etc. The ITHD goal is to have actionable information when
the request is submitted so work can begin immediately towards addressing the issue.
Failure to provide a comprehensive description will result in the ITHD needing to contact
you for additional detail and delay resolution of the issue.

—‘

NI\ / I\ NORTHERN VIRGINIA
| \/ /S \COMMUNITY COLLEGE

STUDENT AND FACULTY SUPPORT PORTAL

& g N ﬂ

Home Knowledge Base Mews Tickets

Mew Ticket

Department 11 belpdesk
Ermail Address

ENSPLID

Type of e

Typo of lidue (Mova
Card /€5 Godd)

TevueTrak bosus Types *

Choone Ore

Chocie Ore

Choons One

Subject
Message Body *

Atachmerts [ Beow.. | Ho file selectid
| Beowsa_ | to file sedexted
| Browsa. | Mo il sdectind

Varification

TPFAST

ety Dt SusPtmidesf: pxtowniine by St T EDS

© 20032015 St Rt 1AL

By ameng TR B0 100 00 DD DOCKAE i 1300E WRET ILISE SR DA IREOI,
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6. Complete the New Ticket form.

MNote:
As you begin to fill out the form, note that several fields have a red asterisk

(*). The red asterisk indicates a required field. Please complete only the required
fields.

The fields on the New Ticket form are as follows:

Description

Department* This field will contain the name of the Department you
selected at the beginning of this process.

Email Address* Type your NVCC email address or personal email address if
you do not have a NVCC email.

Campus* Click on the down-arrow and choose the correct campus
from the drop-down menu.

Example: Alexandria; Annandale; Loudoun, <Working
Remotely>; and <No Campus>

Building* Type the correct building name or “offsite,” if applicable.

Examples: AA=AL-Bisdorf Building; CC=AN-Classroom
Building; LW=LO- Waddell Building; MC=MA-Colgan Hall;
MEC=HE-Medical Education Campus; WO=WC-Seefeldt

Building.
Room* Type your office, room, or cubicle number or nearest
location.
Primary Phone* Type your best contact telephone information.
IssueTrak Issue Click on the down-arrow and choose the specific type of
Types* issue (question) from the drop-down menu.

Examples: Xerox; Account Deletion; AlS-Financial Access;
Crystal Reports, and Email Issues.

Subject* Type a general description of the issue.

Example: My computer wouldn’t boot up when | turned the
ON switch.

V.010 - 6/10/15 12
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Message Body*

Provide as much detailed information as possible, describing
the issue you are experiencing, the technology, system, or
program you are using, the system prompt or error message
displayed, etc. The ITHD goal is to have actionable
information when the request is submitted so work can begin
immediately towards addressing the issue.

Attachments Attach any documents or screen shots, which may be helpful
in describing and/or diagnosing the issue.
Verification Type the verification text.

7. Click Submit Ticket after completing the required fields on the New Ticket form.

Submit Ticket

If you completed the form correctly, the following message is displayed. Your New
Ticket information will include your ITHD ticket number (e.g., OF8-1CEE162A-017C),
which you can refer to if you contact the ITHD to inquire about your support request.

New Ticket

The ticket has been succassfully submittad.

Ticket Number: OF8-1CEELG2ZA-017C

Department: IT Helpdesk

Email Address: your @nvec email address OR available alternate email address

Subject: My computer won't turn on

Message Body: My computer won't turn on. I've tried rebooting it several times. [ have also macde
sure it 15 plugged in. There are no lights flickering at all.

V.010 - 6/10/15
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Submit a Ticket from the ITHD Website

To access the College’s ITHD website:

1. Enter the URL - http://www.nvcc.edu/ithd/index.html - into your browser for the IT Help
Desk Website.

The IT HELP DESK website displays.

-
Students Faculty 6 Staff Alumni & Friends Parents 6 Families Workforce ﬂ m it 3

Northern Virginia Q
Community College

ACADEMICS ~ ADMISSION & REGISTRATION ~~ CAMPUSES & CENTERS ~ SERVICES & SUPPORT ~ STUDENTLIFE ~ ABOUTNOVA

mn

IT HELP DESK

Youarehere: A * IT Help Desk

IT for Facul
NOVA faculty

IT Support o
IN THIS SECTION The IT Help Desk provides first-level technical support to all faculty, staff and students at NOVA. We are
committed to assisting the computer and telecommunication needs of all employees and students by
providing detailed resolutions and general system information for common problems.
> IT Help Desk

Check out the NOVA IT Support Portal for news, outages, knowledge-base and self-help tools.
> Cloud Services

3 NOVA IT Support Portal

*» IT for Faculty & Staff —

2. Under the heading, IT Support, click on the green NOVA IT Support Portal button.
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The NOVA STUDENT AND FACULTY SUPPORT PORTAL is presented.

The Home icon takes you to the screen you currently are viewing.

e The Knowledge Base icon takes you to the Knowledge Base web page, which
contains FAQs and information on Financial Aid, Human Resources, ITHD,
Student Financials, NOVAConnect, Payroll, etc.

e The News icon takes you to Recent News on NOVA and VCCS outage
information.

e The Tickets icon takes you to My Tickets on the NOVA Student and Faculty
Support Portal where you can submit a new ITHD support request.

The Search the Portal field allows you to enter keywords to search the website for
information about a department, technology, employee-related issue, etc.

=
Login English = F

NI ©V//A MoRmHERN RGN

STUDENT AND FACULTY SUPPORT PORTAL

=) N @

Home Knowledge Base News Tickets

m

Search the Portal

Recent News

vay ERALAYES ons and Unplanned Remote Server
\ Outage

ITSS Engineers report that this

RESOLVED, 2p morning the following remote

3. Click on the Tickets button.

4

Tickets
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The My Tickets window opens.

Legin

NI O VA MoRTHERN VIR

STUDENT AND FACULTY SUPPORT PORTAL

a =) N

Home Knowledge Base News Tickets

My Tickets P

Email All My Tickets

Please log in to view all tickets associated with
your account,

Live Chat

Help Desk Software powered by SmarterTrack 105
© 2003-2015 SmarterTools Inc.

By using this site, you are accepting cookies to store user state and login information.

English =

4. Click on the Start Ticket button.

My Tickets

V.010 - 6/10/15
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The New Ticket window opens with the Department* field blank.

English =

N O \// 1\ NORTHERN VIRGINIA

COMMUNITY COLLEG
STUDENT AND FACULTY SUPPORT PORTAL

A g A

Home Knowledge Base News Tickets
New Ticket
-
2 \ =
‘é Department * = Choose One - =
: Choosing the correct department will help your issue get resolved more quickly,

Help Dtk Software powered by SmarterTrack 10.5
© 2003-2015 SmarterTools Inc.

By using this site, you are accepting cookies to store weer state and login information.

5. Click on the down-arrow for the Department* field and select one of the options on the
drop-down menu.
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N|()\/ I\ NORTHERN VIRGINIA
] ,  \COMMUNITY COLLEGE
STUDENT AND FACULTY SUPPORT PORTAL

A = N

Home Knowledge Base News Tickets
New Ticket
a Department * IT Helpdesk v!

‘g Choosing the cormect department will help your issue get resolved more quickly.

Help Desk Software powered by SmanerTrack 105
© 2003-2015 Sman&Toos e

By using this site, you ane atcepling cooldes to slore user state and bogin infarmation.

Note:
-—I If you are unsure of where your support request should go, select IT
Helpdesk. The ITHD will evaluate your request and either resolve it or route it to the
correct Department.

6. Click Continue.
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The New Ticket form opens.

ﬁl Provide as much detailed information as possible, describing the issue you
are experiencing, the technology, system, or program you are using, the system prompt
or error message displayed, etc. The ITHD goal is to have actionable information when
the request is submitted so work can begin immediately towards addressing the issue.
Failure to provide a comprehensive description will result in the ITHD needing to contact
you for additional detail and delay resolution of the issue.

NI4)'\/ i\ NORTHERN VIRGINIA
| '/, \COMMUMNITY COLLEGE
STUDENT AND FACULTY SUPPORT PORTAL

& ) x| B3

Home Knowledge Base Mews Tickets

New Ticket

Department [T Helpdeic
A Email Address *

Type of laue Checne Ore

Type of biaue (Hava Chocte Gre
Casd /€5 Geld)

EssueTrak besusTypes * Cheoore One
Subject *

Meisage Bady *

Artachments | Browse. | tio fie tected
| Boowsa_ | to file selected

| Browse. | Mo file wdectod

Veifation TP7AST

Enber the vvilation tes

i D Softaane pomwered by Sraciee Trsee 208
S 2005 LS Semarned Toais e

By asin T8 B0 000 1 TN D0 1) 190 et 1atd el Lo it
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7. Complete the New Ticket form.

Note:
As you begin to fill out the form, note that several fields have a red asterisk

(*). The red asterisk indicates a required field. Please complete only the required
fields.

Refer to the New Ticket form on Pages 12-13 for information on the form fields and
directions on how to complete the form.

8. Click Submit Ticket after completing the New Ticket form.

Submit Ticket

If you completed the form correctly, the message below is displayed. Your New Ticket
information will include your ITHD ticket number (e.g., 0F8-1CEE162A-017C), which
you can refer to if you contact the ITHD to inquire about your support request.

New Ticket

The ticket has been successfully submitted.

Ticket Number: OF8-1CEELG2ZA-017C

Department: IT Helpdesk

Email Address: your @nveec email address OR available alternate email address

Subject: My computer won't turn on

Message Body: My computer won't turn on. I've tried rebooting it several times. [ have also made
sure it is plugged in. There are no lights flickering at all.

V.010 - 6/10/15 20
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Submit a Ticket by Email

In Outlook or any Email system that you have access to (Google, Yahoo, etc.), create a new
email. Please be aware that email inquiries are only handled Monday through Thursday,
8:00am — 9:00pm and Friday, 8:00am — 5:00pm. Emails received outside of these hours will
be responded to promptly by the next business day. If your email is in reference to an urgent
matter or an outage at any time, we strongly advise that you call the ITHD and speak directly
to an ITHD Analyst. The ITHD is operational 24/7 including nights, weekends, and
holidays.

Note:
There are NO fields to prompt you for information when you create your own email

ticket. You must include the following information for the quickest resolution of your issue.
1. Inthe To... field, type the email address - ithelpdesk@nvcc.edu.
2. Inthe Subject: field, type the topic or issue of your request.
3. Type a detailed description in the message box all the pertinent information about the
issue and include:
e Name of the department your support request should go to.
e Your campus location, building name, and room number (e.g., AN Campus, CG
111).
e Your best telephone information (e.g., 703-555-1212).
e Specific type of issue of your support request.
e Attachment such as a file with a screen shot, if applicable.

To.. | [[LHelpDesk

Subject My computer won't turn on -- TEST JEST TEST

Hello —

My computer won't turn on. I've tried to reboot it several times. There are no lights flickering at all.
My name is Nita Sistance

| am located on AN Campus in CG 111

My telephone number is 703-555-1212

Thank you.

(If you normally use a business or signature tag, add it here)

4. Click Send, when done.
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After you click Send, you will receive a confirmation email with your ITHD ticket number
(e.g., 3AE-1CB04CA2-015F), which you can refer to if you contact the ITHD to inquire
about your support request. Keep the ticket number for your records and include it in
the Subject field (including brackets) of all future emails regarding your support request.

From: NOVA IT Helpdesk [mailto:ITHelpdesk@nvcc.edu]
Sent: Thursday, April 02, 2015 2:53 PM

To: your email address @nycc OR OTHER EMAIL ADDRESS
Subject: re: [JAE-1CB04CA2-015F] My computer won't turn on

If you submitted your inquiry via email: Please be aware that email inquiries are only handled during normal business hours. Emails recsived outside of normal business
hours will be responded to promptly by the next business day. If your email is in reference to an urgent matter or an outage, we strongly advise that you call us at (703) 426-
4141 to speak with a representative directly. Telephone support is available 24/7.

Your inquiry has been received and has been assigned a ticket number of [3AE-1CBO4CA2-015F]. Please keep this ticket number for your records and include it in the subject
(including brackets) of all future emails regarding this issue. For your convenience, you can also view this ticket online by clicking here.

Thank you,

IT Helpdesk
703-426-4141
ithelpdesk@nvec.edu

hittp: //www.nvcc.edu/ithd

View current, scheduled and archived Outage Information:
hittp: //www.nvcc.edu/ithd

Open a new ticket, check the status of an existing ticket or chat with us live:
hitps://suppart.nvec.edu

PLEASE NOTE: This email is an automatic response generated by our ticketing system to inform you that we have received your inquiry and that 3 ticket has been generated
with the IT Helpdesk. If you would fike more infarmation or if you would like to view the detsils of your ticket, please visit hittps.//support nvec edu,

Submit a Ticket by Telephone

MNote:
-—l The ITHD receives thousands of requests for assistance on password issues. Per
NOVA IT Security Protocols, the ITHD DOES NOT reset passwords or otherwise administer
accounts via email or Chat.

If you need a password reset or need to check sensitive information within any of the College’s
applications, speaking live on the telephone to an ITHD Analyst is the ONLY way your request
can be handled. In order to reset your password, you should have the following information
ready prior to contacting the ITHD for the quickest resolution of your issue.

e Your StudentID or EmplID (e.g., 1234567).

e Your DOB (e.g., January 1, 1982).

e The Answer to your Security Question that is unique to your account (the one that
you created in MyNOVA).

e Your Social Security Number (SSN) (e.g., 123456789).

¢ Name of the department to whom your support request should go.

e Your campus location, building name, and room number (e.g., AN Campus, CG
111).
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e Your best telephone information (e.g., 703-555-1212).
e Specific type of issue of your support request.

Note:

—J Your SSN is required only if you cannot provide the correct response to the
account’s Security Question (or, have not yet set up your account Security Question and
Answer in MyNOVA).

The ITHD is operational 24/7 including nights, weekends, and holidays.

Local Telephone Number: 703.426.4141.
Toll Free: 855.259.1019 (Outside of Northern Virginia).
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RESOURCES AVAILABLE ON THE NOVA STUDENT AND
FACULTY SUPPORT PORTAL

There are several icons on the Support Portal homepage, which you may find helpful.

— The Home button: This is the NOVA Student and Faculty Support
/ﬁ‘ Portal website. (https://support.nvcc.edu/Main/Default.aspx)
Home

The Knowledge Base button contains FAQs on many common
issues such as Financial Aid, Human Resources, IT Helpdesk, and
Working Remotely. Items are being added on a regular basis. You
can also do keyword searches related to these issues.

Knowledge Base

The News button will allow you to view all of the College’s most
\ recent Outage information.
o\

News

The Tickets button takes you to My Tickets where you can submit
a technical support request.

Tickets
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RESOURCES AND TECHNICAL SUPPORT

IT Help Desk — (http://www.nvcc.edu/ithd/index.html)
Technical Support is available 24/7 including nights, weekends, and holidays.

Toll Free: 855.259.1019 (Outside of Northern Virginia).
Local Telephone Number: 703.426.4141.
Email: ithelpdesk@nvcc.edu

V.010 - 6/10/15
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