MCPS TECHNICAL SUPPORT TROUBLE TICKET SYSTEM:  A GUIDE
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Steps for logging into the trouble ticket system:

1. Go to http://www.mcpsweb.org 
2. Click on Trouble Ticket System at the top of the page.
3. A login screen will appear

4. Login using your e-mail address (use your entire email address) and password
a. A password will be issued to you for your first use, but you are asked to change it the first time you access the system.

5. Click on Login 
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Steps to change your password:

1. Click on “Update My Profile” at the top of the page.
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2. Input a new password in the “New Password” field

3. Retype the password in the “Confirm Password” field

4. Click “Save & Close” to save your new password
Steps to creating a trouble ticket:

1. Click on “Create New Ticket” at the top of the page.
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2. Fill out the entire blank ticket.  
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3. Fill in the class.  This field is required and must be filled out for the ticket to be submitted.  You will need to choose one of the following:
a. Hardware Problem

b. Software Problem

c. E-mail Problem

d. Network Connection Problem

e. Operating System Problem

f. Printer Cartridge Request

g. Software Installation Request

h. Technology Resource Teacher Request

4. ID Method.  Fill in this field with information about where the device with the problem is located in your classroom.  (For example, the printer beside the filing cabinet in front of the chalkboard.  You want to fill this field out properly so if a technician is available when you are not in your classroom your problem can still be addressed.

5. Choose the device that needs attention.

a. Computer

b. Monitor

c. Keyboard

d. Mouse

e. Software

f. Network

g. Printer

h. TRT

6. Issue Summary/Subject of the request.  This line should be filled out much like a subject line in an e-mail.  For example, “Data Projector not working”.

7. Give details about your issue.  Fill out this box with any details that the technicians may need.  For example, “My data projector will not turn on.  The red light beside a picture of a light bulb is flashing”.

8. Click on “Submit Ticket”

9. You will receive a message that the ticket has been successfully submitted.  You will also receive notification via e-mail that your ticket has been received.

Steps for viewing an open ticket:

1. Click on “My Open Tickets” at the top of the screen.
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2. The open tickets screen displays all trouble tickets you have open at that moment.  The screen gives the following information:

a. Ticket Number

b. User Name

c. Technician name that received the ticket

d. Location or school

e. Class of problem: hardware problem, software problem, printer cartridge request.

f. Room where the problem is located

g. Status of the ticket.

h. Age of the ticket in days and hours
Steps for viewing closed tickets:

1. Click on “My Closed Tickets” at the top of the screen
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2. This screen displays the following information:

i. Ticket Number

j. User Name

k. Technician name that received the ticket and did the necessary repairs
l. Location or school

m. Class of problem: hardware problem, software problem, printer cartridge request.

n. Room where the problem is located

o. Status of the ticket.

p. Date the ticket was closed

q. Age of the ticket in days and hours

r. Subject of the ticket

Click either place to create a new trouble ticket





Legend for icons used on the page





Click to view open tickets





Click here to view closed tickets





Click here to change your password





Input new password here and confirm it below





Click here to save your password and close the screen
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