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Guide purpose 

This guide explains how to use the Technology Support Helpdesk to request IT assistance, follow ticket updates, 
communicate with technicians, approve or reject solutions, and rate your support experience. 

Elevating Solutions, Empowering Success. 

  

https://support.wesleyancollege.edu/index.php


Wesleyan College Technology Support Helpdesk User Guide 

Page 2 

At a Glance 
The helpdesk is the best place to report technology issues, ask for support, upload screenshots, track progress, and 
keep all communication about a request in one place. 

Typical Helpdesk Workflow 

Stage What you do What happens next 
1. Submit Create a ticket with a clear title, location, 

description, and optional screenshots. 
The helpdesk records your request and 
sends confirmation. 

2. Communicate Reply inside the ticket when IT asks 
questions or provides updates. 

All messages and attachments stay with 
the ticket history. 

3. Review When IT proposes a solution, review it and 
approve or refuse it. 

Approving closes the ticket; refusing 
reopens the work for follow-up. 

4. Rate Complete the satisfaction survey after the 
ticket is closed. 

Your feedback helps IT improve support 
and service quality. 

Before You Submit a Ticket 

• Use a specific title, such as "Projector not displaying laptop screen" or "Printer will not print." 
• Include the location, especially for classroom, office, printer, projector, or network issues.  
• Describe what happened, when it started, and whether other people are affected. 
• Attach screenshots or documents when they help explain the issue. 
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1. Log in to the Helpdesk 
Go to the Technology Support Helpdesk website and sign in with your WesPortal username and password. Click Sign 
in to continue. 

• Use Remember me only on a trusted personal device. 
• Do not use Remember me on shared or public computers. 

 
Figure 1. Log in with your WesPortal username and password. 
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2. Understand the Helpdesk Home Page 
After logging in, the left menu gives you access to the main helpdesk tools. Use Create a ticket to submit a request, 
and Tickets to view current and past requests. 

• Use Create a ticket for a new technology issue or service request. 
• Use Tickets to track status updates and communicate with IT. 
• Use the top-right user menu to update profile information and preferences. 

 
Figure 2. Helpdesk home page overview. 
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3. Access Your Settings 
Click your initials or avatar in the upper-right corner of the page. From the menu, choose My settings. 

• Your settings allow IT to locate you and contact you more quickly. 
• Keep your phone number and location up to date. 

 
Figure 3. Open the user menu and choose My settings. 
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4. Update Your Profile Information 
In My settings, update your phone numbers, office or dorm location, avatar, and personalization settings. After making 
changes, click Save. 

• Mobile phone and office phone help IT contact you when needed. 
• Location is especially helpful for classroom, desktop, printer, projector, and network issues.  
• Use the Personalization tab for theme, language, font, and other display preferences. 

 
Figure 4. Update profile information and personalization settings. 
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5. Create a New Ticket 
Click Create a ticket and complete the request form. A clear ticket helps IT understand the issue and respond more 
efficiently. 

• Choose the urgency level and location. 
• Write a clear title and detailed description. 
• Upload screenshots or supporting documents when helpful. 
• Click Submit message when the ticket is complete. 

 
Figure 5. Create a ticket and provide clear details. 
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6. Confirm the Ticket Was Submitted 
After submitting your request, the helpdesk displays a confirmation message. This confirms that your ticket has been 
created successfully. 

• The confirmation appears on screen immediately after submission. 
• You will also receive a confirmation email. 

 
Figure 6. On-screen confirmation after submitting a ticket. 
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7. Review the Confirmation Email 
The confirmation email includes your ticket number, ticket title, and links back to the helpdesk. Keep this email for 
reference. 

• Click the ticket number or the link in the message to open the ticket. 
• The email confirms that IT has received your request. 

 
Figure 7. Confirmation email with ticket links and details. 
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8. View Your Ticket List 
Click Tickets in the left menu to see your submitted tickets. The list shows important details such as status, priority, 
opening date, last update, requester, and assigned technician. 

• Click the ticket title to open the full ticket details. 
• Hover over toolbar icons to learn what each tool does. 

 
Figure 8. View and search your ticket list. 
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9. Open Ticket Details and Communicate with IT 
The ticket details page shows the full conversation and history. Use this page to reply to IT staff, read updates, upload 
additional files, and review ticket information. 

• Activity badges show replies and historical ticket events. 
• Messages from you and the technician appear in the ticket timeline. 
• The right side of the page contains status, urgency, priority, location, and other details. 

 
Figure 9. Ticket details, activity, technician communication, and attachments. 
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10. Review a Proposed Solution 
When a technician proposes a solution, you may receive a Ticket Solved email. Use the link in the email to return to 
the ticket and review the proposed solution. 

• Read the proposed solution carefully. 
• Test whether the issue has been resolved before approving the solution. 

 
Figure 10. Ticket Solved email with a link to review the proposed solution. 
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11. Accept or Reject the Solution 
After reviewing the solution, respond inside the ticket. If the issue is resolved, click Approve. If the issue is not 
resolved, click Refuse and explain what still is not working. 

• Add comments so IT understands the outcome. 
• Attach additional screenshots if the issue continues. 
• Approving the solution allows the ticket to close. 

 
Figure 11. Approve or refuse a proposed solution. 
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12. Complete the Satisfaction Survey 
After a ticket is closed, you may receive a satisfaction survey email. The survey helps IT understand your experience 
and improve service. 

• Click Go to Survey to provide feedback. 
• Feedback helps improve response time, communication, and overall support. 

 
Figure 12. Satisfaction survey email. 
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13. Rate Your Experience 
On the survey page, select the number of stars that best represents your experience. You may also add comments 
about what went well or what could be improved. 

• Select a star rating. 
• Add optional comments. 
• Click Save when finished. 

 
Figure 13. Rate your helpdesk experience and add comments. 
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14. Change Your Feedback Later 
You can update your satisfaction response later if needed. Open the closed ticket, choose Satisfaction, update your 
rating or comments, and click Save. 

• This is useful if your experience changes after the ticket closes. 
• Updated feedback remains connected to the original ticket. 

 
Figure 14. Update satisfaction feedback later if needed. 
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15. Search and Filter Tickets 
The ticket search page allows you to find tickets by status, title, priority, date, requester, and other criteria. This is 
helpful when you have multiple requests. 

• Use filters to narrow the ticket list. 
• Search by open, closed, solved, or other status values. 
• Click a ticket title to open the details. 

 
Figure 15. Use the search bar to filter tickets by criteria. 
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Best Practices for Getting Help Faster 
A complete, clear ticket helps the IT team troubleshoot faster and reduces the need for follow-up questions. 

• Include a clear title that describes the issue. 
• Explain what you were trying to do and what happened instead. 
• List the room, building, office, dorm, printer, or device involved. 
• Attach screenshots of error messages whenever possible. 
• Reply inside the existing ticket instead of creating a second ticket about the same issue. 
• Approve or refuse proposed solutions so IT knows whether the issue is resolved. 
• Complete the satisfaction survey to help improve helpdesk service. 

Need help using the helpdesk? 

Contact the Wesleyan College Technology Support Helpdesk. The IT team is here to help you use technology with 
confidence. 

 


