
Web Help Desk - EASD Technology Support
EASDʼs Technology Services department has instituted a new tech request database system 
called Web Help Desk.  This help desk system will now allow staff members to directly enter 
tech requests and track tech request history.  Web Help Desk is an online service allowing 
access from any computer with an internet connection.

To access web help desk, open a web browser and type http://support.etownschools.org into 
the address bar.  Enter your district username and password where prompted and then click 
Login.

Notice the top left of the screen has the EASD Technology Support banner and five navigation 
buttons on the top right side of the screen.  These buttons will appear at the top of each screen 
for easy navigation.  
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Click the Request button to open a new support ticket using a blank Help Request screen.  

First select the type of request by clicking the drop-down menu and making your selection.  
You may be prompted to make another sub-selection after making your request type.  In the 
example shown below weʼve selected the request type “hardware”.  A sub-selection appears to 
further narrow our problem down by selecting the type of hardware problem we are having.  
Iʼve chosen “Keyboard.”    
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After selecting the request type and sub-selection if needed, enter the Subject and Request 
Detail.  Please include detailed information about the problem including what you were doing 
on your computer before the problem occurred, what your computer is doing now and what 
you tried to do to fix the problem.  

Files can be attached to the request by clicking the Add File button if you need to share a 
screenshot to better explain what is happening or a file that you are having trouble with.  
Select your location and room number.  You can also search for the computer model type to 
aid the tech department in expediting the problem.

Click Save when all information has been entered.

A confirmation message will appear 
showing your ticket number and an email 
will be sent to your district email address.
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The FAQs button will eventually be a home for tip sheets that will help staff members with 
different software applications.  Check back for additions to this area.

The Profile button shows your profile information in Web Help Desk.

The Logout button severs your connection to Web Help Desk.

Click the History button to view your ticket history:

The Ticket History screen displays your list of tickets.  You will see columns for the ticket 
number, date submitted and date updated, status, request detail, and if there are any 
attachments.  You can also specify how many tickets to display per page, from 10 to 100.  

The history screen also has an area where you can search for tickets, which helps when you 
have a long list of tickets in your history.  There are several ways to search for tickets:
1. Type the ticket number directly into the Ticket No. field and click Search
2. Change the Status from All to another status (such as open, closed or in progress).  Only 

tickets of the selected status will display.
3. Type a few words in the Contain field that describe the ticket and then click Search  

To go directly to a ticket in the list, click the ticket number link that is highlighted in blue.
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The ticket history shows request type and detail but also shows any notes from the Tech 
Services member handling your ticket.  You will receive an email that shows any updates to 
your ticket or when a note has been added to your ticket but you will not be able to respond to 
that email.  There will be a link in the email taking you to the Web Help Desk sign in screen.  
Once you sign in, open this ticket to view the new information and/or respond to the note by 
adding a new note.  Click the Add Note button to enable a text box, type in the note and click 
Save.  The Tech Services member will receive an email alerting them that you entered a note 
in the request.  

You may need to cancel a ticket if you solve the problem yourself.  Do this by clicking the 
Cancel Ticket button at the top right of the screen.  A confirmation window will appear to verify 
that you really want to cancel the request.  If you click cancel, the status will change to 
canceled.  
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