How To Request Technical Support
Using The TSSWCB IT Support Issue Tracker
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General Overview

The TSSWCB IT Support Issue Tracker is a web-based application that provides agency technology users
an additional option for making feature requests or reporting problems. The application allows users to
self-report issues and requests during and outside of normal business hours.

Once an issue is reported by a user, emails will be sent to the user each time action is taken on the issue,
keeping the user up-to-date on the status of a request.

Use of this system is completely voluntary and is being offered as an adjunct to existing methods of

seeking technical support.

Using the Application
1) Login to the Issue Tracker at https://www.help.tsswcb.state.tx.us/ (a link to the Issue Track is available

from the Intranet, under the Information Technology heading).

(Note: It is normal to receive security certificate warnings when your web browser connects to this site.
Accept the certificate to continue.)
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2) Once logged in, users will be presented wih the “My View” page, which will show previously entered

tickets in different states of processing. To report a new request or issue, click on the “Report Issue” link

from the options across the top of the screen.
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3) On “Report Issue” page, you can write a description of the request or issue. The format is similar to

what might be entered into an email. A good description of the request will ensure efficient handling of

the request.
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Category

Reproducibility

Severity

Priority

“Summary

*Description

Additional
Information
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minor x|

normal j

[ Advanced Report |

|Printer Stopped Working

This morning my printer suddently stopped working in the middle of a print job. I
have turned it off and then back on. But it still won't work.

I changed the ink cartridges yesterday.
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4) *** This is an optional step. ***

The Issue Tracker has several “projects”, which are like categories that are used to sort requests. The
default project is Help Desk. All TSSWCB employees can change their ticket to another project if it is
more appropriate than Help Desk. For example, all users can also choose Web Site and TOCA application
uses can choose TOCA. Other projects are available only to a very limited number of users.

Again, this is an optional step. All tickets can be submitted without any changes here.
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“Summary IPrinter Stopped Working

*Description This morning my printer suddently stopped working in the middle of a print job. I
have turned it off and then back on. But it still won't work.

Additional I changed the ink cartridges yesterday.
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5) When the request description has been entered, scroll to the bottom of the page.

*#** If the issue contains confidential information, change the View Status to Private. (By default, all
tickets can be viewed, but not modified, by other users.) ***

Click on the “Submit Report” button at the bottom of the page to begin processing the request.
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6) A few moments after submitting the request, the Issue Tracker will redirect to the “View Issues” page,

where the new request will be viewable. Unless requested otherwise, submitters will be contacted by

automatically generated emails when the issue is acknowledged, acted upon and resolved. These emails

may be followed up with the usual personal confacts that would be made in addressing the request.

When finished, click the “Logout” link from the options across the top of the screen to exit the Issue

Tracker.
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