
New Help Desk Ticketing System 

 

Starting Monday, November 30, 2009 at 6 am the University will be going live with their new 

help desk ticketing system.  The website to access the new ticketing system is the same website 

as before (https://umhelpdesk.memphis.edu).  Here is a screenshot of the new login screen 

(depending on last minute changes before going live). 

 

 

 

The username and password login box is on right.  Below it is a box that shows Current ITIRs 

(IT Impact Reports).  This box shows alerts for when something is down or when maintenance is 

being performed or scheduled to be performed on University systems.  There two options on the 

https://umhelpdesk.memphis.edu/


left:  Welcome to the helpdesk, and News.  Welcome to the helpdesk when clicked on does not 

do anything.   

News takes you to the IT Service Notifications – Current and Planned (a bigger view of the 

Current ITIRs box on the right under the login box).  You can click on the Back button on your 

web browser to get back the ticketing website. 

Once you login using your UUID and password, you will see a message that you logged in 

successfully.  On the right you will see your name as being logged in and the Current ITIRs box 

below that.  On the left you will find three options:  Request Help or Services, View Tickets, and 

News.  Request Help or Services takes you to creating new tickets.   View Tickets takes you to 

viewing your tickets.  News takes you to the IT Service Notifications – Current and Planned (a 

bigger view of the Current ITIRs box on the right). 

 

 

 



 

When you click on the Request Help or Services, you are taken to a new web page with a list of 

categories (see below).  There are 8 categories (depending on any changes being made before 

going live) you can choose from depending on the issue you are having.  If after going through 

all of the categories and you are unable to find one that best describes the issue you are having, 

choose the option “I have an issue that doesn’t fit in one of these categories” at the bottom of the 

category page.  

 

 

 

If you are not sure which category to choose from, you can click on the category link to see the 

list of options under that category (see below).  If none of the options fit the issue, you can click 

on the blue Back button on the bottom to get back to the list of categories (see below).   



 

When you find the category that fits your issue, click on the option that best describes the issue 

you are having.  If you click on a category and the option that is specific to your issue is not 

listed, there is an option called “Report a general problem not listed above” (except under the 

PC/Mac or other Hardware category).   

 

After selecting your category and option or “I have an issue that doesn’t fit in one of these 

categories”, you are brought to the web page that creates your ticket. 



 

The ticket will have some information already filled in for you (such as Phone Number, Campus 

Address, Banner ID, Department Name, Title, and Subject of issue).  If any of this information is 

incorrect, please correct it here.  Also, if your phone number, campus address, department name, 

or title needs changing, correct it in Banner.  This will save you from having to correct this 

information every time you have to create a ticket.   

At the top of the screen is the priority box which is set to Low by default.  You can choose 

Medium, High, or Critical.  Please keep in mind that critical is being used for servers being down 

or outages.   

In the middle of the screen is the Message Details box.  Here you can describe the issue you are 

having in more detail.  At the bottom of the screen is the Upload File(s) box.  You can upload up 

to three (3) files regarding the issue you are having if necessary.   

Before you click on the Submit button, please be sure that the sections that have red *’s next to 

them have been completed.  If not your ticket will not go through and you will get an error 

message. 



 

If you would like to view your ticket after you submit it or view the status on it, use the View 

Ticket.  When you click on the View Ticket option, you are taken to a screen like the one below.  

It will list all of your tickets. 

 

 

 

Clicking on any of your tickets will open the ticket to see information regarding your ticket.  You 

can change the status or the priority of your ticket if necessary.   After your make changes, click 

on the Update button to save the changes.  To add more information to your ticket, you can post 

replies for the tech working your ticket as well. 

 



 

 

When you post a reply, click on the Post Reply button above the Conversation box on the right.  

A new page will display a section where you can enter information, notes, or comments for the 

tech working your ticket.  You can also upload up to three (3) files with your post as well (see 

below).   



 

 

Once you are done, click on the Submit button.  You will be taken back to the ticket view screen 

and the post you just created will be added to the end of the Conversation box (see below). 

 



 

 

Navigating from creating a ticket, viewing a ticket or home is simple.  On the very bottom of the 

screen is a gray bar that has Home, Request Help or Services, View Tickets, and News.  Clicking 

on Home takes you to the ticketing system home page (the page after logging in).  Clicking on 

Request Help or Services takes you to the list of categories page.  Clicking on View Tickets 

takes you to the list of all your tickets.  And clicking on News takes you to the IT Service 

Notifications – Current and Planned (a bigger view of the Current ITIRs box). 

When you are ready to logout, click on the logout button in a blue box on the right above your 

name.  When the system is done logging you out, your should return to the first screen where you 

first logged in. 

 


