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Republic nt tlje Philippines T

Bepartment of Education

CORDILLERA ADMINISTRATIVE REGION

.

29 Jun 2021

Regional Memorandum
No.__ 268 . 2921

ADOPTION OF A TICKETING SYSTEM AS THE OFFICIAL DEPED-CAR'’S
ONLINE HELPDESK

TO: OIC-Assistant Regional Director
Regional FTAT
Schools Division Superintendents
Division, District and School FTAT
All Divisions
All Others Concerned

1. Pursuant to Regional Memorandum No. 285, s. 2020! and as result of RM
087, s. 20212, the regional office reiterates the utilization of the DepEd-CAR's Online
Helpdesk System as the official platform for processing, managing, and monitoring
of internal stakeholders’ (all DepEd-CAR's teaching and non-teaching personnel)
matters, concerns, complaints, commendations, and suggestions. The system shall
serve as an online mechanism for the Regional and Division Field Technical
Assistance Teams (RFTAT/DFTAT) to provide information, support, and technical
assistance to Schools Division Offices (SDOs) and schools.

2. The Helpdesk System can be accessed through
https://helpdesk.depedcar.ph using DepEd-CAR Portal/Gatekeeper accounts. All
DepEd-CAR teaching and non-teaching personnel are requested to contact their
respective division Information Technology Officer (ITO) for the creation/updating of
accounts. Attached with this memorandum are the user manuals for school
(Enclosure 2), division (Enclosure 3) and regional (Enclosure 4) levels as reference.

3. In consonance with RM 009, s. 20213, the RFTAT team leaders and members
shall serve as the primary users of the system hence timely updating of Frequently
Ask Questions (FAQs) and processing of assigned tickets is directed. The DFTAT shall
likewise do the same based on their respective roles and functions.

4. In this regard, all SDOs are requested to update and submit the DFTAT
composition following the template in Enclosure 1 on or before July 9, 2021 to email
address ftad.depedcar@gmail.com.

1 Adoption of the DepEd-CAR Oplan Balik Eskwela (OBE) Online Helpdesk System
2 Reorientation and Revisiting of Online Helpdesk System
3 Recomposition of the Regional Field Technical Assistance Team (RFTAT)

§iﬁ 0'4 Address: Wangal, La Trinidad, Benguet, 2601 wzgrmr . 180 9001:2015 Certified
SANT / Telephone No: (074) 422 — 1318 | Fax No.: (074) 422-4074 Quality Management System
A g g Website: www.depedcar.ph | Email Address: canadeped.gov.ph DE-50500784 QM15

IRAMAGEMEXT STSTENS SOLUNONS




S. For any updates, feedbacks, inquiries, and clarifications, please contact the
Field Technical Assistance Division (FTAD) and Information and Communications
Technology Unit (ICTU) through telephone number 422-1318 and/or email
addresses ftad.depedcar@gmail com and car.ictu@deped.gov.ph

6. Immediate dissemination and compliance to this memorandum is directed.

ESTELA g CARINO EdD, CESO III
Regional Director
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DepEdCAR HelpDesk (School)

DeptdCAR Helplesk Overview

»The DepEd-CAR HelpDesk is an online information system
containing a list of frequently asked questions (FAQs) with answers
relating to a particular category or subject regarding DepED
issuances, policies, memoranda, and others.

» The information system also caters the submission, processing,
monitoring, and tracking of tickets in the form of either a Query,
Complaint, Request, Suggestion, or Commendation.

=

DepEdCAR HelpDesk (School)

ke features

»Frequently Asked Questions
» Search easily through suggestions, categorized by topics and sub-topics

»Online Submission of Tickets
= Query, Complaint, Request, Suggestion, or Commendation

»Online Processing of Tickets
« From submission of ticket until ticket is Closed/Solved

»Online Monitoring and Tracking of Tickets
= Referred to Office, Assigned Tickets, Tickets Raised
= Tracking ID, Ticket History, Client-Agent Messages, and Actions Taken
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primary Users

» Regional Office

» FTAD Personnel

» RFTAT Leaders

» RFTAT Members
~Division Office

» SM&E Section Personnel

» DFTAT Members

» DFTAT Leaders

»School
» All Personnel

DepEdCAR HelpDesk (School)

roles and permissions

» All School Personnel

» View Frequently Asked Questions (FAQSs)

» Submit tickets

» Monitors the status of submitted ticket/s
» Track the progress of ticket/s raised
» Communicate with an agent who is handling the ticket
» View ticket history

» Send Feedback

DepEdCAR HelpDesk (School)




24/05/2021

DeptdCAR HelpDesk
Getting Started

UepEdCAR HelpDesk
Login & the Dashboard
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how 10 access the DeptD-CAR Helplesk?

= Step 1
» Visit he s carmh.
*Preferably Google Chrome
= Step 2
» Click Log-in link located at
the upper right corner of the
page

oy

cead

v

DepEdCAR HelpDesk (School)

How can we Help you?

= Step 3

» Login using your account in the
DepEd-Car portal or the
GateKeeper.

» If no account yet, ask your system
administrator to create an account.

how to access the Deptl-CAR Helplesk?

DepEdCAR HelpDesk (School)

DepEd CAR HELPDesk

10
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DepEdCAR HelpDesk (School)

the ashBoard

Dashboard
» The Page to be displayed upon logying-in

= Displays the a summary on the number of Tickets base on Ticket Status
= Submitted

= Pending/In-Progress

= Resolved/Closed

Navigation
Menu bar

8 et Dashboard -

# Subnx Tomet

¥ iToats

&t Tickets

Fergag anE Inpegress Tokety

Sidebar Menu -

Ademin Scttings

Dashboard Content

Sobvee and Jiosed Tickets H
—

11

DepEdCAR HelpDesk (Schoob)

the navigation Menu Bar

Toggle Sidebar Menu Account Name

Toggle Sidebar Menu
s Minimizes the sidebar to view a wider and more contents

Account name

» Displays the name of the user

= Click to view the Role of the user as well as the Sign out

button

Sign Out

Sign out

» Allows you to end your access to the DepEd-CAR
HelpDesk and displays the FAQs Page

12
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DepEdCAR HelpDesk (School)

the sidebar Menu

» Displays the Dashboard page

HelpDesk
A Bummy Account FAQS
- .- = Displays the Frequently Asked Questions
= Search FAQs topics by categories
Submit Ticket
@ Dasnborrd 4 Dashboard = Allows you to submit ticket/s or ticket/s for a client
? FAGs — {AQs
- . All Tickets (For Division and Region)

4 SubmitTicket —————

e Submit Ticket = Displays ALL Tickets for the division, unit, or section
# Ali Tickets P S — All Tickets
& HyTikets o~ My Tickets My Tickets

* Referred to my office
R = Tickets referred by the SM&E Personnel
. = Assigned to Me
= Tickets assigned by the DFTAT Leader to personnel under his/her office
= Tickets Raised (For School Level)
» Tickets submitted by the user

¥ o

T @ Admin Settings

Feedback

T Feedback

= Allows you to send your Feedbacks on how did the DepEd-CAR helpdesk
do for you.

13

DeptdCAR Helplesk

Frequently Asked Questions FAQs

14
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the FAUS

[: E F

?
Hottest Topics How can we Help you ?

et Metivin

Searchbar

DepEdCAR HelpDesk (School)

Search Bar

ew | ® Type-in keywords to display clickable
search suggestions. Click suggestion to
view FAQ contents.

Hottest Topics
= Displays the top 3 most visited Hottest
Topics by category

Top Questions
= Displays the top 3 most viewed FAQs

Topic Categories
* FAQ topics by categories
= Displays the category name and
the number of FAQs in the

kb5 1O View
the FAQs of the category

- Topic Categories

15

the FAS More Info

DepEdCAR HeipDesk (School)

Categories

s Displays FAQ Categories and Sub-Categories Menu. Clicka
Category to display its sub-categories.

= The number after the category represents the number of

Results

= Displays the result corterts either frotn the search bar or
navigating the categories menu.
» Result contents is composed of questions and answers

FAQs available. = Use the search option in the results to view more specific contents
O FAQs - P e
How can we Help you?
rrr— o ..

Adlubstrative Batters o
Currkutum are Liarming Manogrraent s}

Catecori —— @

9 - [ETEm——— o Results

arnian Bestnce Develpent o
1T basters &
g o et s e 533448 A8
Potiey, Planring 308 Research [#)
Quasity Assuravce ©

16
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DepEdCAR HelpDesk

Tickets [Processing, Managing, and onitoring)

17

the Tickets Submit ew Ticket

Step 1 - .o
= Click Submit Ticket from the Side bar menu
Step 2
= Fill-up the necessary details to Open a New Tickel
= Nature of Concern (Required)
= Query, Complaint, Suggestion, Commendation
= Submit Concern to (Required) 1 e
= Division, Region

= Jopic (Required)

@& Dashboard

» Topic by category (admin, curriculum, human & AiTickets
resource, etc.)
= Sub-topic {(Required) # Wy Tickets

s Sub-topic of selected category topic
s Details (Required)
* Description of the concern
= Attachment (Optional)
= Attach additional files in support to the concern
if necessary.

G Admin Settings

Step 3

= Click Submit Button

Step 4

« An email notification will be sent to the user’s email address
Note:

* ALL submitted tickets is also listed under My tickets > tickets |
Raised menu

DepEdCAR HelpDesk (School)

WPTH A NSV 1 ILATL

Nature of Concern

submit Concern to

3gior

Toptc

feeliTong

SubTopkc

32601 To

Concern Details

Attacheient
: Choose “pe iz fizchoser

m Lt

18
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the Tickets Submit Tigket

= Sarmple Email notification for
submission of tickets

DepEdCAR HelpDesk (School)

DepEd CAR HelpDesk

Hi Ciient!

We would ke 10 acknowledge that we have receved your query and a
ncke? has been created with ticket £1589709925 . A suppet representative
will be revievning 1t and wl! send you a feedback To view the status of the
ticket piease visit y &

Thank you for your pat ence

Sinceraly yours
DepEd CAR Feld Techn:.cal Assistance Team

© 2020 Depld CAR ticipDesk vi 0

18

[ICkets Wy Tickets

& iy Account Tickets | Raised

Show 10 v entries

DepEdCAR HelpDesk (School)

& e

. Column Headers

= (lick the menu
from the Side bar
to view tickets
submitted

@ ot e sbkied  tonter — Yook Cowcarn el hemt _— tons ColumnHeaders
e oy P - [ESTR o s Click Column
# soomaTice Ay bl ot Headers to sort the
# nitices wrstenre tickets ascending
. /descending.
My Tietsens @ . » Date Subm%ted is set
My Tickets Menu e Action Buttons by default

Action Buttons

» Click View Button to show
complete details and
monitoring of tickets. You
may click the Ticket
Number as an alternative

s (lick Edit Buttonto update
the ticket

20




Messagesand
Actions Taken

[icKets Ticket Detals

Ticket Details

DepEdCAR HelpDesk (School)

Ticket History

Category lbased an Ease of
Boing Business Act):

Topics

At

Action Buttons

» Buttons used to Update, Process, or Close ticket depending on your role
in the system.

Ticket Status

= Shows the status or progress of the ticket. Status could either be Open,
Pending, In-progress, Solved, or Closed

Messages and Actions Taken

= This allows the client and the agent to communicate regarding the ticket
submitted.

Ticket History

= Shows the history logs of the ticket from submission until ticket is
Closed/Sofved. Messages and actions taken from agent and dlient is also
logged in the ticket history

21

I

CKeLS Ticket Detals (1icket Status)

DepEdCAR HelpDesk (School)

Open
= Ticket status upon submission of ticket, and

= when SM&E Section Personnel refers the ticket to an office.

In Progress

= Ticket status when DFTAT Leader assigned the ticket to a personnel

in the referred office;

= when a DFTAT Leader or DFTAT Member Gets the ticket or assign

the ticket to himself/herself

= Note: the person who is assigned for a ticket in called an

Agent.

Sotved

= Ticket status when an agent already solved the concern

the agent.

= Either the Client, DFTAT Member, or DFTAT Leader can close a

ticket.

| Closed =

= Ticket status when a client is satisfied with the resolution done by

22

24/05/2021

11
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lickets Tioket Detals (Messanes an detions Taken)

DepEdCAR HelpDesk (School)

Messages and Actions Taken

= Ticket details section which aflows the client and the agent to communicate regarding the ticket submitted.

Tab switch

Client’s View Agent's View
messagesi actians Toas Messapes,
:1 N # of unread messagefs . ;r\"“-"'m
® g ) Bico e ST @ o
Vandolghs Fora { ORD ) Wveaey;Octoder 8, 2920 56 oRp , 1070 55 m ‘v
o dgentzmaszage T e - esage 7 Messagestates
3 ] 1020 12:56 P - (et 2008 1235800 .4.;/
Y e R
! unreadmessage - — T
Inputbox .
A

Tab Switch
* Switching tabs between Messages or Actioris Taken

# of unread messaged
= Indicates the number of unread messages or actions taken.

Unread Message/s
= Unread message/s will be dencted by @

Message Status
« Message status could either be:
* Unseen - if not yet opened by a dient or an agent
= Seen Date —if message is already opened by a dient or
an agent

Input box
* Area where dlient or agent enters a message or actions taken

23

Jickets Tkt Detals (Tiket Htory)

DepEdCAR HelpDesk (School)

Ticket Hintasy

= Sample ticket history logs from

submission until ticket is closed [ 1 0 1ot 5020
Q. e th it
o corn s ernage

Axsizeac v timhen 1o e sal - eganid

S s e The viekan

24
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[ickets Update Ticket

DepEdCAR HelpDesk (School)

Step1 paate " cast
= View the details of the ticket
Client Name: ar yiar
Step 2 Noture of Concern:
» Under action buttons, click the Update Ticket button to show the Update Ticket Topic: .
modal oo — )
= - e :
= Note: Category (based on .
= Can only be accessed by: bibyhd
= the one who submitted the ticket, )
Concern Details:
= RO
= FTAD Personnel
= RFTAT Leader or RFTAT Member - when referred to office Attachment:
s SDO
= SM&F Section personnel Updeta ok TS
= DFTAT Leader or DFTAT Member - when referred to office
# Update Ticket will be disabled on ticket is assign to a personnel
Step 3
» Update the ticket either its Topic, Sub-topic, and Category (based on Ease of Going
Business Act: Simple, Complex, or Highly Technical)
Step4
= Click the Update Ticket button to complete the changes made.
25
DepEdCAR HelpDesk (School)
lickets Process Ticket
Step1
= View the details of the ticket
Step 2 Process Teke
= Under action buttons, dlick the Process Tickel bution o show the Process o
Ticket modal - - i .
M oa et Rame: T e
s« Note: Noture of Concerm: .2,
= The Process Ticket button is only available while the status is not yet Category (basedon & mle ingess
Solved or Closed Ease of Daing
= Can only be accessed by: e
« RO Topkc:
= FTAD Personnel Sub Togic:
= RFTAT Leader or RFTAT Member - when referred to office Concern Detaitss
s SDO
= SM&E Section personnel Htachment:
= DFTAT Leader or DFTAT Member - when referred to office
Step 3

» Choose either to:

= Get Ticket - assign ticket to self

» Refer to Concerned Office - Refer the ticket to a concerned office in
the division or in the regionat office.

* Assignto Staff— assign a specific personnel within the unit/division.
Available only when ticket is referred to the division/unit/section

= Solve - Available only when ticket is assigned to a personnel / a
personnel assign the ticket to himself/herself

26
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T':'\
i

ol

lickets Process Tigket (Refer

DepEdCAR HelpDesk (School)

Step 1
= |n the Process Ticket modal, click on the Refer to Concerned
Office button to display the Refer Ticket modal.

= Note:
= Can only be accessed by:

» RFTAT (when referred to office)

s DFTAT Member (when referred to office)
Step 2
= Refer ticket to concerned office by changing the Office,

Division, and Unit selection boxes.

» Add Remarks

Step 3
= (lick the Submit button to corplete the referral.

Note
= Ticket status changes to Open
S

» Ticket history will be updated base on the action performed.

» Email notification will be sent for the client and for the
referred office/s.

|
lﬁl_ﬁvbm X Mgt thet
Fefe Ticker

Cbent Naene:

Nature of Comcern: .2

e

27

| ¥
| K

Tickets Procass Tickel [fssin Tite

\

i

DepEdCAR HelpDesk (School)

Step 1

= In the Process Ticket modal, click on the Assignto Staff button
to display the Assign Ticket modal.

= Note:
= Can only be accessed by:

» RFTAT (when referred to office)

s DFTAT Member (when referred to office)
Step 2
= Assign ticket to specific personnel in the division/unit/section

under Assign Ticket to selection box.

» Add Remarks

Step 3
» Click the Submit button to complete the referral.

“I Note
» Ticket status changes to In-progress g

s Email notification will be sent for the client and for the assigned
personnet who will handie the ticket.

| 7o

Cont hw
Notere <t Comern:
Tetepory:
Taric
SnTop
Comerm Brtaee

-

AL TN

Rty

28
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DepEdCAR HelpDesk (School)

lickets Process Ticket [5et okl

Step 1 !
= |n the Process Ticket modal, click on the Get Ticket button

e

tuiy

= Note:
= Can only be accessed by:
s RFTAT (when referred to office)
= DFTAT (when referred to office)

Step 2
= Click the Confirm button in the Get Ticket confirmation prompt
to assign ticket to self

Get Ticket

x| Note
= Ticket status changes to In-Progress

= Ticket history will be updated base on the action performed. Q) ..

aims.

= Email notification for the client and for the agent who will handle
the ticket will be sent.

l

29

DepEdCAR HelpDesk (School)

[ickets Process Tickel [Soive Tioke]

. |
Step 1 ] ] :
= in the Process Ticket modal, click on the Solve button -
= Note: o
= Can only be accessed by:

= RF TAT (when referred to office) )

= PFTAT (when referred to office) Sotem Treket
Step2 P

® Enter some actions taken

= Click the Confirm button in the Solve Ticket prompt to perform
the process.

=) Note l
= Ticket status changes to Solved

= Ticket history will be updated base on the action performed. O gert soved The i

ket

= Email notification wilt be sent for the client and for the agent who
solved the ticket.

30

15
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lickets Process Ticket [Close Tigket]
“(C‘I)lgk on the Close Ticket button, in the Ticket Details page. T‘i““ Detaits

DepEdCAR HelpDesk (School)

* Note:
» Can only be accessed by:
= RFTAT (when referred to office)
» DFTAT (when referred to office)
= (lient(Deptd-personnel/School)
= Agent (Assigned Personnel)

Tacking I0: 1601078858
wate bobTined. O @b, 030 220 PM
“#'er-ed ite Office of the Regiomal Director | (€T Unit

P35.gec 10z Agent

Clbeod Manse: Durm, € ani

S[ep 2 Tose Ticker

s Click the Confirm button in the Close Ticket prompt to perform
the process.

| Note {

Tz o irah

= Ticket status changes to Closed

= Ticket history will be updated base on the action performed. O

SFE7IGOSES UTE BOKEL

= Email notification will be sent for the client and for the agent who
elosed the licket.

31

DeptdCAR Helplesk
Feedback

32
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the reedback Send us a Feedack

Step1

= Click the Sendus a
Feedback located at
the bottom of the Side
bar menu

Step 2

= Select one among the
emoticons (Very
Satisfied, Satisfied, Not
Satisfied)

Step 3 (optionat)

= Entera
comment/Suggestion/
Recommendation

Step 4

= Click Send Feedback
button

B

a Dummry Account
.

@ Dashboard
2 Manage FAQs
& Subimit Ticke:
# Al Tickets

H My Tickets

O Admin Settings

(LIRS

How did DepEd-CAR HelpDesk do for you today ?

WAL

Vaur feedback st heio us improve! a‘i’

‘ Thank You very much for your feedback.

DepEdCAR HelpDesk (School)

33

DeptdCAR Helplesk

©Deped-CAR 2020
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Users gUide SDQ ~ SM&E Section, DFTAT Leader, DETAT Member

Dep Ed CAR HelpDesk

[able of Euntents

i. DepbEd-CAR Helpdesk Qverview

ii. Key Features

. Pamary Users

iv. Roles and Permissions

v. G

a.

b. The Dashboard

c. Navigation Menu Bar
Sidebar Menu

vi. Frequently Asked Questions

a

vil. Processing and Monitoring of Tickets
Submission of Ticket

List of Tickets

c. Ticket Details

d. Update Ticket

e. Process Ticket

viii.Feedback

e

ER=ZON O 0 B oW

14
17

2]

22
26
27

33
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DepEdCAR HelpDesk (SDO)

DepbdCAR HelpDesk Dverview

» The DepEd-CAR HelpDesk is an online information system
containing a list of frequently asked questions (FAQs) with answers
relating to a particular category or subject regarding DepED
issuances, policies, memoranda, and others.

»The information system also caters the submission, processing,
monitoring, and tracking of tickets in the form of either a Query,
Complaint, Request, Suggestion, or Commendation.

DepEdCAR HelpDesk (SDO)

key features

»Freqguently Asked Questions
» Search easily through suggestions, categorized by topics and sub-topics

»Online Submission of Tickets
» Query, Complaint, Request, Suggestion, or Commendation

»Online Processing of Tickets
= From submission of ticket until ticket is Closed/Solved

»Online Monitoring and Tracking of Tickets
= Referred to Office, Assigned Tickets, Tickets Raised
= Tracking ID, Ticket History, Client-Agent Messages, and Actions Taken
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DepEdCAR HelpDesk (SDO)

primary Users

rRegional Office
» FTAD Personnel
» RFTAT Leaders
» RFTAT Members

»Division Office
»SM&E Section Personnel
»DFTAT Members
»DFTAT Leaders

» School
o » All Personnel

DepEdCAR HelpDesk (SDO)

r0les and permissions

»SM&E Section Personnel
» Processes, manages, and monitors the status of referred tickets in the Division
» Refers ticket/s to appropriate office/section/unit
» Submit tickets

~DFTAT Leaders

» Processes, manages, and monitors the status of referred tickets in the
Section/Unit

» Assigns personne! within the office/section/unit to handie a ticket raised
» Submit tickets

»DFTAT Members
» Processes, manages, and monitors the status of assigned tickets
» Submit tickets
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DepEaCAR HelpDesk
Getting Started

JepEdCAR HelpDesk
Logln & the Dashboard
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ow to access the DeptD-CAR Helplesk?

= Step 1
» Visit peivdesk deoedearnin,
*Preferably Google Chrome

» Step 2

» Click Log-inlink located at
the upper right corner of the
page

DepEdCAR HelpDesk (SDO)

How can we Help you?

how t0 access the DeptD-CAR Helplesk?

* Step 3
» Login using your account in the
DepEd-Car portal or the
GateKeeper.
» If no account yet, ask your system
administrator to create an account.

DepEdCAR HelpDesk (SDO)

Deptd CAR HELPDesk
........ &

10
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the lashBoard

Dashboard

s The Page 1o be displayed upon logging-in

» Displays the a summary on the number of Tickets base on Ticket Status
= Submitted

* Pending/In-Progress

*» Resolved/Closed

+ v 1 Ro

Sidebar Menu

- B Mo Setinp

Sokved arc Gosec Tickers

DepEdCAR HelpDesk (SDO)

Navigation
Menubar

- Dashboard Content

11

the navigation Menu Bar

Toggle Sidebar Menu

loggle Sidebar Menu
= Minimizes the sidebar to view a wider and more contents

Account name

= Displays the name of the user

= Click to view the Role of the user as well as the Sign out
o button

Sign out
= Allows you to end your access to the DepEd-CAR
HelpDesk and displays the FAQs Page

DepEdCAR HelpDesk (SDO)

Account Name

Dumoy

Sign Out

12
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DepEdCAR HelpDesk (SDO)

the sidebar Neny o
plays the Dashboard page

-~ Dummy Account FAQS
- .- = Displays the Frequently Asked Questions
= Search FAQs topics by categories
Submit Ticket
P — Dashboard » Allows you to submit ticket/s or ticket/s for a client
? e ——— TAQs
4 Submit Ticket #——rmmreee Submit Ticket All Tickets
= Displays ALL Tickets for the division, unit, or section
# Al Tickets  4——————— All Tickets
' My Tickets
: M’ ‘km L My Tickets = Referred to my office
R » Tickets referred by the SM&E Personnet
o = Assigned to Me
= Tickets assigned by the DFTAT Leader to personnel under his/her office
o @ Admin Settings = Tickets Raised
= Tickets submitted by the user
Feedback
Feedback
= Allows you to send your Feedbacks on how did the DepEd-CAR helpdesk
do for you.

13

JepEaCAR HelpDesk

Frequently Asked Questions FAQSs

14
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the FAQS

Omros: . s oo

gt etien

Hottest Topics How can we Help you?

DepEdCAR HeipDesk (SDO)

Searchbar
Search Bar

= Type-in keywords to display clickable search
suggestions. Click suggestion to view FAQ
contents.

Hottest Topics
» Displays the top 3 most visited Hottest Topics
by category

Top Questions
= Displays the top 3 most viewed FAQs

Topic Categories

= FAQ topics by categories

| = Displays the category name and the
number of FAQs in the category

— TopicCategories

15

the FALS More Info

DepEdCAR HelpDesk (SDO)

Categories

Category to display its sub-categories.

» Displays FAQ Categories and Sub-Categories Menu. Clicka = Displays the resull contents either o the search bar or

= The number after the category represents the number of

Results

navigating the categories menu.
= Result contents is composed of questions and answers

FAQs available. » Use the search option in the results to view more specific contents

Ofags - - .
How can we Help you?

D e o
; Administraine waters D

Kool ' Currkulum amd tearning Managrroen b

) ; i ot s & e RS B S R
Categories : S . i e e - Resuls

: ORP—— o
! p— [
‘ p— [ g s 440 i e e B T £10030 6 A 753
: . Parwing ek hesanch o
: Quatity Assuravce )

16
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DepedCAR elpDesk

Tickets (Processing, Managing, and Monitoring)

17

the Tickets Submit New Ticke!

Step 1
= Click Submit Ticket from the Side bar menu
Step 2
a Fill-up the necessary details to Open a New Ticket
= Nature of Concern (Required)
= Query, Complaint, Suggestion, Commendation
= Submit Concern to (Required)
= Division, Region
» Topic (Requirec))
= Topic by category (admin, curriculum, human
resource, etc.)
= Sub-topic (Required)
= Sub-topic of selected category topic
= Details (Required)
= Description of the concern
s Attachment (Optional)
= Attach additional files in support to the concern

if necessary.
Step 3
= Click Submit Button
Step 4

= An email notification will be sent to the user’s email address
Note:

* ALL submitted tickets is also listed under My tickets > tickets [
Raised menu

- ...

& Dashboard
T fAQs

& Al Tickeze

& My Tickels

& Admin Setltings

WPTH @ W 1ILATL

AAATI4R 0 3 8L e

Nature of Concern
Seentlan e

Submit Concernto

gicra U~

Toplc

feleriTade

: Choose Féle “ o tis croser

m s

DepEdCAR HelpDesk (SDO)

18
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DepEdCAR HelpDesk (SDO)

the Tickets Suomit hew Tioket (o 3 ¢

al

Step 1

= Click Submit Ticket from the Side bar menu

Step 2 % Aod Toaetior 3 Saknt

:t Ch§Ck the Add Ticket for a Client checkbox - " Souwrce Clents Hame
slep 3 RN S v

» Fili-up the necessary details to Open a New Ticket ? e

Watoee of Congern Client's Contact amber

L] rce
= Walk in, call, sms, e-rmail, etc.

= Nature of Concern (R & a0 Tkess Presey—— Client's Sociat Hedia Account

» Query, Complaint, Suggestion, Commendation

. &y Tides
= Submit Concern to (Reauinad) ) .
= Division, Region o adrai semtegs e Sl Bt Address
* Topic (Regired) and Sub-topic e v
= Topic by category {admin, curriculurm, human SubTopc
resource, etc.) Seacionk v
= Sub-topicof selected category topic
» Details (Re j.irzs) Concern Detals
= Description of the concern
« Attachment (Ogtionz)
= Attach additional files in support to the concern
Atachment

if necessary.
= (Client’s Info
= Name, contact number, emait

Step 3

= (Click Submit Button

Step4

= An email notification will be sent to the dient’s email address and

user s ernail address “

19

DepEdCAR HelpDesk (SDO)

the Tickets Suomit Ticke!

= Sample Email notification for
submission of tickets DepEd CAR HelpDesk

Hi Client!

We would Fke 10 acknowledge that we have receved your query and a
ticket has been created with ticket =1599708925. A support representative
will be reviewing it and will send you & feedback To view the status of the
ticket. piease vist L by Dk

Thank you for your patence

Sincerely yours
DepEc CAR Field Techncal Assistance Team

€ 2020 Depld CAR HeipDesk v1 ¢

20
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DepEdCAR HelpDesk (SDO)
1]
.
[ickets A1 Tokets T
g Ticket Fitters
P = Filter tickets base on the
a :utvmwn:mml List of Tickets /,/.' a Mature of Concems and/or
o Ticket Status,
- .o B M = All Tickets is displayed by
default
Show 16 v entrtes s
@ Dashboard
- T DB I e o B e+ ColumHeaders
& subent vkt f‘:f’f“ Guer ‘jnv.():“:v«v‘:r: (s-n;—:, Coat 500 Tabwe It Ciezec n Columntleaders
. : = Click Column Headers
AllTidetsmenu —| # uries | - . o s = | to sort the tickets
Al Tickets Menu - ’ ;xécendlr(ljgn
i e s - s e e o 2ucts . escending.
» Click the ",‘enu e ™ sevesoren cesse arsgess u s Date Submigned is set
from the Side bar pate Subr
to view All Tickets - - T N o | y detau
e o oo = e e “ -+ Action Buttons
oo R ans e sttt prree s berr, Cone ﬂ Action Buttons
serout = Click View Buttonto
i ) . ! show complete details
- - - B L - | and monitoring of
tickets. You may click
the Ticket Number as
N an alternative
*Note 1 E i
« Same view and functionality is applied on My Tickets (Referred, Assigned, Submitted) - ElICkatEa- dg]gl:it;f:tto
21
DepEdCAR HelpDesk (SDO)
[iCkets Ticket Detal
Ticket Details [ RE—
ActionButtons RSN R oy
T-aciing [0 1601878858 m
Son et 005, 0m 70PN O -
Rtersdto SO0 34 Provnce ! o
Ticket Status  — 5 RN LT R DR Ticket History
Clrent Nome: Fumer, Gent =} [
Ciient Ecnalf Addras: dur i e Seeaiza,
Cliert"s Comincl Nunbes: B ©
OMce:
Mature of Cancern: T -
ey smdcabiast S £ obogens Action Buttons
o s Buttons used to Update, Process, or Close ticket depending on your role
S Torc in the system.
Comeraetas Ticket Status
Akt = Shows the status or progress of the ticket. Status could either be Open,
o Mo Actos Toem Pending, In-progress, Solved, or Closed
; § @ Binied Messages and Actions Taken
‘ » This allows the client and the agent to communicate regarding the ticket
Messagesand f submitted.
Aabngsyaken k Ticket History. ) o o '
; = Shows the history fogs of the ticket from submission until ticket is
Closed/Solved. Messages and actions taken from agent and client is also
: logged in the ticket history
- =il
22
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Ticets Ticket Detalls (Ticeet Status)

DepEdCAR HelpDesk (SDO)

Open
» Ticket status upon submission of ticket, and
» when SM&E Section Personnel refers the ticket to an office.
In Progress
in the referred office;
the ticket to himself/herself
Agent.

Solved
= Ticket status when an agent already solved the concern

' Closed
the agent.

{icket.

s Ticket status when DFTAT Leader assigned the ticket to a personnel
s when a DFTAT Leader or DFTAT Member Gets the ticket or assign

* Note: the person who is assigned for a ticket in called an

» Ticket status when a client is satisfied with the resolution done by

= Either the Client, DFTAT Member, or DFTAT Leader can close a

23

lickets Ticket Detals (Messanes and fctions Taken]

DepEdCAR HelpDesk (SDO)

Messages and Actions Taken

= Ticket details section which allows the dient and the agent to cornmunicate regarding the ticket submitted.

Tabrswitch

= Switching tabs between Messages or Actions Taken

# of unread messaged

Unread Message/s
* Unread message/s will be denoted by # -

Client's View Agent’s View
W:w{n\ 2ofun kn::psu»-—vm
o) BiooTue @) STy G e
Vandaipn Flora {0RD ) emtey; Bctober 06, 1026 12:56 0 ey Ageet| ORD): oesday: ochvber 4, 2020 12:55 00 e
T ageras message T agents message ™ Messagestatus
- e - e S
I e ey mescage I—
i I
Inputbox -
™.,
Y
e
Tab Switch Message Status

= Indicates the number of unread messages or actions taken.

* Message status could either be:
» "Unseen - if not yet opened by a dient or an agent
= Seen Date—if message is already opened by a client or
an agent

input box
= Area where client or agent enters a message or actions taken

24
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[ickets Ticket Deta

s [licke! Histony)

DepEdCAR HelpDesk (SDO)

» Sample ticket history logs from submission until ticket is e
Fichoet History

cosed crrrEm
o e
o

et s —escage

€ entheen, —eocge

-

07 O beroe s 2670

25

[iCkets Undate Tcket

Slep1
= View the details of the ticket

Step 2
= Under action buttons, dlick the Update Ticket button to show the Update

Ticket modal . e

= Note:
= Can only be accessed by:
» the one who submitted the ticket,
= RFTAT (when referred to office)
= DFTAT Member (when referred 1o office)
= Update Ticket will be disabled on ticket is assign to a personnel

Step 3
= Update the ticket either its Topic, Sub-topic, and Category (based on Ease of
Doing Business Act: Simple, Complex, or Highly Technicaly

Step4
= Click the Update Ticket button to complete the changes made.

Jplate Tilist

Clhient Name:

Nature of Congern:  Tus-,

Togic:
Sub Topic:

Category hased on
Ease of Doing
Business Actis

Concern Details:

Atlachment:

DepEdCAR HelpDesk (SDO)

26
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lickets Process Ticket

Step1
= View the details of the ticket

Step 2
s Under action buttons, click the Process Ticket button to show the Process

ficket modal -
e -

s Note:
s The Process Ticket button is only available while the status is not
yet Sotved or Closed
» Can only be accessed by:
» SM&EF Section personnel
= RFTAT (when referred to office)
s DFTAT Member (when referred to office)

Step 3

* Choose either to:

10 = Get Ticket - assign ticket to self

= Referto Concerned Office - Refer the ticket to a concerned office in
the division or in the regional office.

= Assignto Staff— assign a specific personnel within the unit/division.
Available only when ticket is referred to the division/unit/section

= Solve - Available only when ticket is assigned to a personnel / a
personnel assign the ticket to himself/herself

DepEdCAR HelpDesk (SDO)

Nature of Concenu:
Category (basedon & wple  .wngss s
Ease of Doing

Basiness Act):

Topic: N T

Sub Topic:

Concern Details:

Attachment: s

Largal

27

Tickets Process Ticket (Refer Tkl

Office button to display the Refer Ticket modal.

= Note:
= Canonlybe accessed by:
= RFTAT (when referred to office)
» DFTAT Member (when referred to office)

Step 2

= Refer ticket to concerned office by changing the Office,
Division, and Unit selection boxes. '

» Add Remarks

Step 3
s ® Click the Submit button to complete the referral.

Note
» Ticket status changes to Open HB SRR

» Email notification will be sent for the dlient and for the
referred office/s. |

H
iy e e e
= In the Process Ticket modal, click on the Referto Concerned ™ e

DepEdCAR HelpDesk (SDO)

Fefa Ticher

Citent Hame: T e

e

28
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DepEdCAR HelpDesk (SDO)

-
|
|
i

[iCkets Process Ticket [kssion Tikel)

Slep1 !
= In the Process Ticket modal, click on the Assign to Staff button
to display the Assign Ticket modal.

= Note:

s Can only be accessed by: ::*:N_,_ .
= RFTAT (when referred to office) P—
s DFTAT Member (when referred to office) Fom
Step 2 Bt
» Assign ticket to specific personnel in the division/unit/section ">
under Assign Ticket to selection box. e .

= Add Remarks

Remort

Step 3
» (lick the Submit button to complete the referral.

b Note

1 = Ticket status changes to in-progress g v

* Ticket history will be updated base on the action performed. o

= Email notification will be sent for the client and for the assigned |
personnel who will handie the tickel. l

29

DepEdCAR HelpDesk (SDO)

[ickets Process Ticket [Get ckel

N g
Step 1
= In the Process Ticket modal, click on the Get Ticket button
= Note: e
= Can only be accessed by:

= RFTAT (when referred to office)

» k1At Member (when referred to office)
Step 2 Bes Ticket

= Click the Confirm button in the Get Ticket confirmation prompt
to assign ticket to self

L iahe e A 2D ang Tre et TETLe Sme DLt e S

Fe

= | Note
= Ticket status changes to In-Progress

= Ticket history will be updated base on the action performed.

= Email notification for the client and for the agent who will handle
the ticket will be sent.

30
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\

¥

[ickets Process Ticket (Salve Tickel

DepEdCAR HelpDesk (SDQ)

Step 1
= In the Process Ticket modal, click on the Solve button
= Note:
= Can only be accessed by:
s RFTAT (when referred to office)
= DFTAT Member {(when referred to office)

Step 2
= Enter some actions taken

= Click the Confirm button in the Solve Ticket prompt to perform
the process.

«| Note
= Ticket status changes to Solved

= Ticket history will be updated base on the action performed.

solved the tickel.

= Email notification will be sent for the client and for the agent who

]
 oion | anmsmmions § @reions 7 |

Sovee Tevhet

o Lgentsoived tne ticker

31

[ickets Process Tigket (Close Tioke!)

DepEdCAR HelpDesk (SDO)

Step1
» Click on the Close Ticket button, in the Ticket Details page.
= Note:
= Can only be accessed by:
» RFTAT {when referred to office)
= DETAT Member (when referred to office)
= Client (DepEd- personnel/School)
= Agent (Assigned Personnel)
Step 2

= (lick the Confirm button in the Close Ticket prompt to perform
the process.

| Note

= Ticket history will be updated base on the action performed.

closed the ticket.

‘| = Ticket status changes to Closed e T S

= Email notification will be sent for the client and for the agent who

1
Ticket Details

¢'arad 20: Offics of the Regloasl Girector | 1CT Uit
Funigies to Agant

ficke: stato Sobies

Clert Hame: Dewe et

Chose Tighe,

|

o

P00 CLReed UnE TKE,

32
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DepEdCAR HelpDesk
Feedback

33

DepEdCAR HelpDesk (SDO)

the Feedback Send us a Feedback

3 Dumemy Account [ TETPE .
Step | o
= (Click the Sendus a
Feedback located a'g How did DepEd-CAR HelpDesk do for you today ?
the bottom of the Side ofore
bar menu as .
Step 2 s
= Select one among the N
4 Subrmit Ticket

emoticons (Very
Satisfied, Satisfied, Not # ATickess
Satisfied) # Hy ickets

SBaLN | e ==
comment/Suggestion/
Recommendation

Step 4

= Click Send Feedback
button

3

Your feechack wiil neip us impreve! q

‘ Thank You very much for your feedback.

34
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DepEdCAR HelpDesk (RO)

DepbaCAR HelpDesk Overview

»The DepEd-CAR HelpDesk is an online information system
containing a list of frequently asked guestions (FAQs) with
answers relating to a particular category or subject regarding
DepED issuances, policies, memoranda, and others.

»The information system also caters the submission, processing,
monitoring, and tracking of tickets in the form of either a
Query, Complaint, Reguest, Suggestion, or Commendation.

DepEdCAR HelpDesk (RO)

key features

»Frequently Asked Questions

= Search easily through suggestions, categorized by topics and sub-topics

»Online Submission of Tickets
= Query, Complaint, Request, Suggestion, or Commendation

»Online Processing of Tickets
= From submission of ticket until ticket is Closed/Solved

»Online Monitoring and Tracking of Tickets
= Referred to Office, Assigned Tickets, Tickets Raised
= Tracking ID, Ticket History, Client-Agent Messages, and Actions Taken




24/05/2021

DepEdCAR HelpDesk (RO)

primary Users

»Regional Office
»FTAD Personnel
»RFTAT Leaders
»RFTAT Members

»Division Office
» SM&E Section Personnel

» DFTAT Members
» DFTAT Leaders

»School
» All Personnel

DepEdCAR HelpDesk (RO)

roles and permissions

»FTAD Personnel
» Processes, manages, and monitors the status of referred tickets in the Region

» Refers ticket/s to appropriate office/section/unit in the regionatl office or in the
schools division offices

» Submits ticket/s

»RFTAT Leaders

» Processes, manages, and monitors the status of referred tickets in the
Section/Unit

» Assigns personnel within the office/section/unit to handle a ticket raised
» Submit tickets

“  »RFTAT Members
» Processes, manages, and monitors the status of assigned tickets
» Submit tickets
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DepEdCAR HelpDesk
Getting Started

DepbdCAR HelpDesk
Logln & the Dashboard
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how to access the DeptD-CAR HelpDesk?

= Step 1
» Visit heipdesi depedoarph.
*Preferably Google Chrome

= Step 2

» Click Log-in link located at
the upper right corner of the
page

DepEdCAR HelpDesk (RO)

How can we Help you?

how t0 access the DeptD-CAR HelpDesk?

= Step 3
» Login using your account in the
DepEd-Car portal of the
GateKeeper.
» If no account yet, ask your system
administrator to create an account.

DepEdCAR HelpDesk (RO)

DepEd CAR HELPDesk

10
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the DashBoard

Dashboard
s The Page to be displayed upon ioggirg-in
= Displays the a summary on the number of Tickets base on Ticket Status

* Submitted
* Pending/In. Progress
@ Resolved/Closed
HelpDesk =
S bt Dashboard
@ Dashbawd
! ? s
U 4 seraran
# Al Toests
# e Pers ~g amg imoroyess Tithels
SidebarMenu - e 5 emg imarogress Tk

B Aeminseings
i

|

Salvec a~s Cosed Tickets

DepEdCAR HelpDesk (RO)

Navigation
Menubar

i~ Dashboard Content

11

the navigation Menu far

Toggle Sidebar Menu

loggie Sidebar Menu
= Minimizes the sidebar to view a wider and more contents

Account name
= Displays the name of the user

s (lick to view the Role of the user as well as the Sign out
button

Sign out
= Aflows you to end your access to the DepEd-CAR
HelpDesk and displays the FAQs Page

DepEdCAR HelpDesk (RO)

Account Name

12
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O Bummy Account
- ...

the sidebar Menu

#® Dashboard €————— - Dashboard
@ Managerags 4T Manage FAQs
& Submit Ticket +——————— Submit Ticket
& AllTickets  ¢—————— All Tickets
 MyTickets ¢———— My Tickets
Feedback

DepEdCAR HelpDesk (RO)

Dashboard
= Displays the Dashboard page

Manage FAQs
» Displays the Frequently Asked Questions
= Search FAQs topics by categories
= Manage the Categories, Sub-Categories, Questions, and answers of the
FAQs

Submit Ticket
= Allows you to submit ticket/s or ticket/s for a client

All Tickets
= Displays ALL Tickets for the division, unit, or section

My Tickets
= Referred to my office
= Tickets referred by the SM&E Personnel
* Assigned to Me
= Tickets assigned by the DFTAT Leader to personnel under his/her office
= Tickets Raised
» Tickets submitted by the user

Feedback
= Allows you to send your Feedbacks on how did the DepEd-CAR helpdesk do

for you.

13

DeptdCAR HelpDesk

Frequently Asked Questions FAQs

14
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DepEdCAR HelpDesk (RO)

L 17T &

9 Searchbar Search Be
Hottest Topics How can we Help you ? / Search Bar

= Type-in keywords to display clickable search
i suggestions. Click suggestion to view FAQ
contents,

o, T

\ - ... 2 - Top Questions
. . o A P

Hottest Topics
= Displays the top 3 most visited Hottest Topics
by category

Top Questions
= Displays the top 3 most viewed FAQs

fopic Categories
= FAQ topics by categories
= Displays the category narne and the
number of FAQs in the category
= Click Syt Sadio view
the tAQs of the category

fal Marters

= Topic Categories

15

DepEdCAR HelpDesk (RO)

the FAGS More Info

Categories Results
» Displays FAQ Categories and Sub-Categories Menu. Click a = Displays the result contents either from the search bar or
Catcgory to display its sub-categorics. navigating the categories menu.
= The number after the category represents the number of = Result contents is composed of questions and answers
FAQs available. = Use the search option in the results to view more specific contents
O FAQs - t e & rene

How can we Help you ?

H categories
Mmindsteative Matters
Curricalum a1d Searning Mo gea et

o siom Sugport Services

i
1
” Categories Resuits

Fieid Tos hnicat Assistame

.0 Ressurce Bewclopenert

16T Marters

Legatsmatiers

am. e LT IO TRGAR T RIAG 1E 7 SIS e 2 me iC

Poticy, Manming xod Riscarc

cCouoo00e0

Quatity Assurance

16
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Manage FACS

O Dummy Account
- ® e

@ Dashboard

DepEdCAR HelpDesk (RO)

©F Manage FAQs

9

(T

]

» Manage FAQs can be accessed in the sidebar menu -
*FAQs can be managed by:
s Category
= Sub Categories
= Questions and Answers
= Only FTAD Personnel, RFTAD Leader, or RFTAD members
can manage FAQs.

A Cobeinaid Tiohad

i

17

Step1

= Click Manage FAQs
from the Side bar
menu

Step 2

= Click Categories

in the FAQ Manage
Category you can:

= Add Category
Update/Edit Category
Search Category

Sort
Activate/Deactivate a
category

& Dashbosid

OF Manage FAQs

= Catagorns
[ ESe

# Subomt Ticket

4 Wt Tickets

# Wy Tickess

© aden Settings

DepEdCAR HelpDesk (RO)

Add Category Search Category

-

@ categories » /f"/ \g\“ [ —
Show 12 v lonbries Search: "\*—“\
Ko. Statws i of PAQ: Options
- pry
s
™
o
[12 e i}
o
oy
oy
(o
o v
/// - fest
-
Edit Category

18
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the FAQS Wanage Categories (idc

Step 1

al
Ld

00

r

l

|
1

|

']

g

DepEdCAR HelpDesk (RO)

= Click Manage FAQs ' -
from the Side bar ey Accour .
menu o I @ Categories . @dd Category v -
Step 2 e e e Sl ,
» Click Categories 3  Conet
Step 3 tegar, Besceipiics
= Click Add Category Show _10 v entries tie  Janeg v i
button ‘
Step4 # Dashboard No. _(
= Enter a Category 1 @ Manoge FAQs . e
Description
Step 5 EEU H - y
= Click Save 2= Caegories . . After adding a category,
' _ ’ 5 you will be redirected to
= . £ the category lists. Verify if
the added category is
. added on the list
19
DepEdCAR HelpDesk (RO)
A Mataann ]
Sl O0ari
the FAUS Nanage Categories [m [dlegory
OCategones e g LR T
Step 1 Show 107 s s [
= Click Edit Optionof a o Category Retes e i Options
specific category Ao minerhe s ‘ o
Step 2 Corzuium 529 Laarm g Janageneat o
" Ed|t/Update the B atice Suppart Sar, 58 o
description of the i T b ce o
category selected. et oars o> .
Step 3 s i smn Rasonras Jesshoprer o )
= Click Save button st Lo 1]

you will be redirected to

| the category lists. Verify

the changes made on the
category description.

After updating a category,

@ Edit Category w. cor

Dest

Status

3ttas Edit Updare s

2 e

20
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the FAQS Wanage Categories [Aetive/ nact

Step1
» Click Edit Option of a
specific category

O Categories w. v

K. Category Status

DepEdCAR HelpDesk (RO)

Search: t

» ol FAQs Options

Ao izt e Caars

i category status.

After updating a category, you will
| be redirected to the category lists.
Verify the changes made on the

important:
Inactive categories will not be
displayed or searched in the FAQs

Step 2 H Cormsulur grd i -3 Tansgement
» Toggle the status s Easeaven SopparsServces
switch to either Active ‘ it “echmca st
or Inactive. Finance otters
Step 3 3 e Fescorca Deselsprer
= Click Save button : R s

© edit category

86000883

Status Status
E3 or =3
© e

2

21
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—i
<D

1= Sort

Step1 HetpDesk

s Click Manage FAQs A Dunery e
from the Side bar o
menu

Step 2

» Click Sub-categories & cmione

2 Monwe FaGs

In the FAQ Manage Sub-

Category you can: g

= Add Sub-Category & submit Tickat

s Update/Fdit Sub- & MTits
Category # et

= Search Sub-Category

© Adein Setngs

= Activate/Deactivate a
sub-category

Note: Manage sub-categories can be
accessed also within Edit Category

FAUS Manage Sub-Categories

Add Sub-Category

@ Sub-Categories’™s

DepEdCAR HelpDesk (RO)

Search Sub-Category

o, $ub Category Eategory St »oAFAQs Options
sezc.re g ERR .
comiuszanz Domgiany

ot g eatstce

Desfd Tampateemon Aoz

Senaisr ~ravanon bgen

8068080080882

Snesegin wefaiemmes

\
\.
\{

£

Edit Sub-Category

22
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DepEdCAR HelpDesk (RO)
I i
) ﬁ* i L\ pm‘f‘ ﬂ r\; ]
the FAQS Wanage Sub-Categories [kt Sub-Cateqory
Step1 HelpDesk = © Add Sub-Category u-.c..- -
® Click Manage FAQs CocosubtaleRoy wese s
from the Side bar oy Accoun . Zancel
menu & L O Categories » ol <o
Step 2 e Category
= Click Sub-Categories s 3 g eeoOorssze v
Step 3 e Sub-Category Description
= Click Add Sub- C Show 10 ¥ entries
Stg;t:gory button # Dashboard No. - _—( 5
= Select a Category 1 o8 Manage FAQs . - -
| Step 5 ? e : ;
| = Enter a Sub-Category 2= Categories N e After qddmg a category,
1 Description o you will be redirected to the
Step 5 e B s sub-category fists. Verify if
. b Qe the added sub-category is
Click Save . . )
added on the list.

23

DepEdCAR HelpDesk (RO)

o (T GH 5 b Ctn ]
- =00 N - oan
the FAUS Nanage Sub-Categories (Feit Sub-Catenon,
OSub-Categen'es P Boce Cemphl S
Step1 Shon T enres L
» Click Edit Option of a o ey category A mu o op
specific sub-category : - T e s
Step 2 © iemmsane Dot -
= Edit/Update the 3 uewepne -
description of the sub- |« eetewgmnm i pse saiae: o >
category selected. s Seae: e
Step 3 B Mo g o=
= Click Save button . Common cators [ P 1]
After updating a sub-category, © Edit Sub-Category s .5 . ..
you will be redirected to the T T T -
| sub-category lists. Verify the 3 XEancat
changes made on the sub- status
eategory description.

~oaicarions Edi Uzdze Subecatagors P4 E

24
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1| made on the category status.

@ sub-Categories «

DepEdCAR HelpDesk (RO)

i L
Step 1 Show 10 ¥ catries franeh
s Click Edit Option of a Mo dwCamony Category Satus i »olFAQs Optie
specific sub-category T T T P
Step 2 : R, -
» Toggle the status . PN
switch to either Active . = - .
or Inactive. Cate o
Step 3 st o .
= Click Save button o - o - 10

After updating the status of a sub-
category, you will be redirected to the
sub-category lists. Verify the changes

Important:
Inactive sub-categories will not be
displayed or searched in the FAQs

@ Edit Sub-Category w5 - =

Descripti

Lomeonicatizng

Status

25

18 FAQS Wanage Questions

Step 1

» Click Manage FAQs
from the Side bar menu

Step 2

= Click Questions

™ Dumemy Aot
- ..

& Dasobosrc

O Manage FAQ:
In the FAQ Manage i
Questions you can:

= Add Questions
Update/Edit Questions
Search Questions
Sort
Activate/Deactivate a
Question

4 Subedt Tickel
& Al Tickets
# Uiy Tickets

© Adrn Sett ngs

DepEdCAR HelpDesk (RO)
Add Question Search Question
© Questions Ame omea Geeen
<
Show'18 v entries Bearch:
Mo, Querllens Category Stotus Mits Options
e e Tu P05 S0 2 T M AR S IUON. -5 €718 10 d60. natie a5a i chike- casml  LegabHlomes N [ S
s e the oear wHad 3 o Geplc Chid Protection Rolicy iagal borres o
3 Hiest g2 BEE boenoning 55" fagsr o>
< st slegal emizes miseet oo Sooare 1§ 320 KT -ames Sevtambas e 3
A EE
ot 31ae DepEl Camn teur o Frogram BOF S KT e Seatember o>
P
Lrat 847 Ahoae petohog o e Tee 33 Y ek e o 2, Laga Lezie ieme—ce [0, S
Sorar £ $OmCF - o 33 Dot basier Ca ¥ Mgz i o
I
Edit Question

26
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the FAQS Wanage Questions (had Question)

DepEdCAR HelpDesk (RO)

Ste[ﬁ 1k OAddQuestion Bong &
» Click Manage FAQs Duenemy Account . .
from the Side bar ® QQQ?S,UO'F SR e
menu 4
Step 2 v
= Click Questions
Step 3 & Dashboard .
s Click Add Question 19 Managr Fa0: M Questio o
button : : a3t
Step 4 o
= Enter data required B Aneee
= Category
» Sub-category (f s o
there is)
* Question After adding a question,
® Answer you will be redirected to the
sub-category lists. Verify if
Step 5 the added sub-category is
* Click Save added on the list.
27

DepEdCAR HelpDesk (RO)

will be redirected to the
question lists. Verify the
changes made after saving.

' .r i) D‘ q)(' ]
the FAQS Hanage Questions (it Questir
OQuesnons w 3
Step1 R
= Click Edit Optionof a M Quetions carper
specific Question P et gt P
Step 2 o g b e, -
= Edit/Update the details
of the selected
R © Edit Question ». i a
question. s
S’[ep 3 3 =
* Click Save button = ©
After updating a question, you B e

28
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1 1 il ' 0
Lotue inaetive Mo fi ]
the FAQS Wanage Questions et nactive Questir
OQuesnans “ < & i riben:

Step 1 Show 30 > enteies Y
» Click Edit Optionof a -

specific question v oot o~ Gned b K o
Step 2 o
= Toggle the status 1

switch to either Active T i

or Inactive,
Step 3
» Click Save button @ edit Question . ..oq.. ..

£} s Cancel
After updating the status of a question, Heonee
1 you will be redirected to the questions Status se Tigge s e chage s
lists. Veerify the changes made on the C 2
i{ question status. m
or

Important: Status _ce“igzer.rmr miegesig
Inactive questions will not be displayed ®
or searched in the FAQs

29

DepbdCAR HelpDesk

Tickets [Processing, Managing, and Monitoring)

30

15



24/05/2021

the Tickets Submit ew Ticket

DepEdCAR HelpDesk (RO)

Step 1
* Click Submit Ticket from the Side bar menu
Step 2
= Fill-up the necessary details to Open a New Ticket
= Nature of Concern (Required)
= Query, Complaint, Suggestion, Commendation
= Submit Concern to (Reqpiired)
= Division, Region
» TJopic (Required)
= Topic by category (admin, curriculum, human
resource, etc.)
s Sub-topic (Required)
= Sub-topic of selected category topic
= Details (Required)
= Description of the concern
= Attachment (Optional)
= Attach additional files in support to the concern
if necessary.
Step 3
= Click Submit Button
Step 4
= An email notification will be sent to the user’s email address
Note:
* ALL submitted tickets is also listed under My Tickets > Tickets |
Raised menu

- VNS @ INTW 1 ILATL
LI
i Add Ticxet for a Cient
Nature of Concern
& Dashboard
Sewdr o3 iresf Loner v
o Manage FAQs
Submlt Concernto
Submit Ticket egeraioe e .
& All Tickets Topic
& MyTickets SERE v

& Admin Settings

31

= Walk in, call, sms, e-mail, etc.

if necessary.
= Client’s Info
® Name, contact number, email

Step 3
= (lick Submit Button
Step 4
= An email notification will be sent to the client's email address and

users email address

] N )
the Tickets Submit New Ticket (or 2 Clen]
UDMIT NEW (ICKET 170 a LIEN

Stem R o B - T o
s Click Submit Ticket from the Side bar menuy
Step 2 € 23 esmo s Lo
» Check the Add Ticket for a Clientcheckbox & st Sousce Clivnt's Name
Step 3 130 "
» Fill-up the necessary details to Open a New Ticket R Monsgetits )

a Sour(je Nature of Comcern CHent's Contact Rumber

= Nature of Concern (R=iir=4) # Al Tickes Submit Concern Cllent's Sockal Media Account
= Query, Complaint, Suggestion, Commendation ) e .
= Submit Concernto (Raauin:d) # rvmoms
= Division, Region 0 ani scongs e el s
» Topic (R=wir= 1) and Sub-topic N
s Topic by category (admin, curriculum, human Sub-Topk
resource, etc.) o Tt .
= Sub-topic of selected category topic
= Details (Reqines) Concem Decals
s Description of the concemn
= Attachment (Optonal)
i = Attach additional files in support to the concern

DepEdCAR HelpDesk (RO)

32
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the Tickets Submit Ticket

DepEdCAR HelpDesk (RO)

| & Samiplée Ermail notifieationfor subsrission of ickets

DepEd CAR HelpDesk

Hi Client!

We vould Iike 1o acknowiedge that we have received your query and a
ucket has besen created with ticket *1539709625 A suppott representative
wil be reviewing it and wili send you a feedback To view the status of the
ficket. please visit | [y Dask

Thank you for your panence

Sincerely yours
DepEd CAR Field Tecnucal Assistanice Team

€ 2070 NepFd CAR HelpDesk vi ©

33

& Dashboarg

7 FaQs

Jexess

All Tickets Menu

from the Side bar
to view All Tickets

ICKetS AL Tickets

A commy Accamt

DepEdCAR HelpDesk (RO)

Ticket Fifters

licket Filters

= Filter tickets base on the
Nature of Concerns and/or
Ticket Status.

s All Tickets is displayed by
default

# SubmR Ticket

All Tickets menu ,‘{ Al Tickets I

s Click the menu [ s

224 P

List of Tickets e
o
O ST . v
Show(16 » entries search: | 1
Date Mature of Concern Ticket --
Submitted Concern Togic Detaily Client Clieat's Office Stalus Actions.
S0 05 K Qutr; Paucy, Farung s Sand ey et 0T TRban Sy
Rswenren rndr 3z
Supmeen vty Cedt 507 et 7,
s
8457, 2029 sciss sesmtn et oLkt
e Ozt
4T 82,2020 e0aes Muf"an Resonrie RESL Cret horLaskd
g DeveicoTan ford
Guery Horan P e Cient on-DeEd
(2 Cogsiranees et Gt SO T s adncle Pametay Coee .
ot
54502335 ez

o Coant SEY sEG shasieS r u
wogms _

*Note

= Same view and functionality is applied on My Tickets (Referred, Assigned, Submitted)

Column Headers

Column Headers

= (lick Column Headers
to sort the tickets
ascending
/descending.

= Date Submitted is set
by default

Action Buttons

Action Buttons

= Ciick View Buttonto
show complete details
and monitoring of
tickets. You may click
the Ticket Number as
an alternative

= Click Edit Buttonto

_Uﬂja_te_thiickid
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Tickets Ticket Detals

Ticket Details

Actonguttons > [IEIETINDY o

Teacking D: 1601878858

DepEdCAR HelpDesk (RO)

Ticket Status = TicketHistory
(=3
Kature o Concen: 2 Action Buttons
o e = Buttons used to Update, Process, or Close ticket depending on your role in
Category lbasedonEaceol Sz .ok gems
Doing Buses Act the system.
Topic:
saoric Ticket Status
Soneem et = Shows the status or progress of the ticket. Status could either be Open,
pmmer Pending, in-progress, Solved, or Closed
s f Hessages: Actiens Taken
| B BT Messages and Actions Taken
1o ! = This allows the client and the agent to communicate regarding the ticket
- submitted.
Messages and
Actions Taken Ticket History
» Shows the history logs of the ticket from submission until ticket is
Closed/Solved. Messages and actions taken from agent and client is also
: logged in the ticket history
35

[ickets Ticket Detals (1icke! Stais)

DepEdCAR HelpDesk (RO)

Open
= Ticket status upon submission of ticket, and
= when SM&E Section Personnel refers the ticket to an office.

In Progress

= Ticket status when RFTAT Leader assigned the icket to a rsonnel

in the referred office;

= when a RFTAT Leader or RFTAT Member Gets the ticket or assign

the ticket to himself/herself

= Note: the person who is assigned for a ticket in called an

Agent.

Solved

= Ticket status when an agent already solved the concern

Closed

= Ticket status when a client is satisfied with the resolution done by

the agent.

» Either the Client, RFTAT Member, or RFTAT Leader can close a

ticket,

36
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DepEdCAR HelpDesk (RO)

Tickets Ticket Detals |

lessages and fctions faken)
Messages and Actions Taken

= Ticket details section which aflows the client and the agent to communicate regarding the ticket submitted.

Tabswitch . .
o Client’s View Agent’s View

fakan ™ At
Messagasf Actinns Taken # of unread :wm Actiors Trken
message/s —
PR, Y- RINEERSEY. Y

ok oROE 18PN . s - Dumemy Ageat ( ORD 12 {Toesday) Ocinber N, 200 12:54 MM
. agectsmesmage oogerts massage
cSem , 220 154 P Duamry Acceast { CBeat 1 “Preutor October 96, 2020 1254 70 -
e . -
unreximessage  —— -—— 7 7
Input box \
'Y

Tab Switch Message Status
= Switching tabs between Messages or Actions Taken * Message status could either be:
« Unseen - if not yet opened by a dient or an agent
# of unread messaged = Seen Date—if message is already opened by a dient or
» (ndicates the number of unread messages or actions taxer. an agerit
Unread Message/s Input box
* Unread message/s will be denoted by @ 0 - * Arca where diont or agent ontors a message or actions taken

37

DepEdCAR HelpDesk (RO)

lickets Ticket Detalls (Ticket Hstor)

» Sample ticket history logs from —
submission until ticket is closed %m
L}

sperrymsnzzge”

B2 et 2170

O s s e
o (v mimea e bkt

38
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[ickets Undate Ticket

DepEdCAR HelpDesk (RO)

Step 1 Lodste Ticker
* View the details of the ticket
Client Name: et
Step 2 Nature of Concern: [, -
» Under action buttons, click the Update Ticket hutton to show the Update Ticket Topic: .
mOdal I #)pdate T T Proceas Nickat - Q@iack Subr-Topic: -
» Note: Category (based on e e .
s Can only be accessed by: Pt d
s the one who submitted the ticket, I
= FTAD personnel, and o Des
= RFTAT Leader (when referred to office)
= Update Ticket will be disabled when ticket is assigned to a personnel Mrtachment:
Slep 3 Update Ticket -
= Update the ticket either its Topic, Sub-topic, and Category (based on Ease of Doing
Business Act: Simple, Complex, or Highly Technical)
($)
Step 4
* Click the Update Ticket button to complete the changes made.
39
DepEdCAR HelpDesk (RO)
[ICKets Process Ticket
Step 1
* View the details of the ticket Dracess Tiener
Step 2 Client Nsme: Tame Soane
= Under action buttons, click the Process Ticket button to show the Process A
Ticket modal R Nature of Concern: [,
= Note: ::’f of °‘;‘"‘5
» The Process Ticket button is only available while the status is hot ﬂ.m” ) .
yet Solved or Closed Topic: e
= Canonly be accessed by: Sub Topie: Tepitoes mizmaten Siaters

= FTAD personnel
= RFTAT Leader (when referred to office)
= RFTAT Member (when referred to office)
Step 3
= Choose either to:
» Get Ticket - assign ticket to selt
* Referto Concerned Office - Refer the ticket to a concerned office in
the division or in the regional office.
= Assign to Staff— assign a specific personnel within the unit/division.
Available only when ticket is referred to the division/unit/section
* Solye - Available only when ticket is assigned to a personnel/ 2
personnel assign the ticket to himself/herself

Corncern Betails: wanry e

Attachment:

T e e B

lancel

40
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Jickets

Process Ticket (Refer Ticket]

| = Click the Submit button to complete the referral.

1
= In the Process Ticket modal, click on the Refer to Concerned e e >

Office button to display the Refer Ticket modal.

* Note:
s Can only be accessed by:

= FTAD personnel,

s RFTAT Legder (when referred to office)

= RFTAT Member (when referred to office)
Step 2
# Refer ticket to concerned office by changing the Office,

Division, and Unit selection boxes.

s Add Remarks

Step 3

Note .
= Ticket status changes to Open SRS ORGSR

= Ticket history will be updated base on the action performed. @ -

= Email notification will be sent for the client and for the .

referred office/s. |

Sefer ket

CUeot Nare: Sove feser
Kamure of Concern:
Category:

Topic:

SubTopic:
Concern Detalls:
Attachment:

Refer Ticket to:

DepEdCAR HelpDesk (RO)

I Sutwest: l Concad

41

Stept

to display the Assign Ticket modal.

* Note: et Yoo .
= Can only be accessed by: Ntk Comcerm: e
= RESAT Leader (when referred to office) Crogonr
= RFTAT Member (when referred to office) o
Step 2 ST

= Assign ticket to specific personnet in the division/unit/section
under Assign Ticket to selection box.

Conrem Dot

DepEdCAR HelpDesk (RO)

toigs T
= Add Remarks

Step 3

» Click the Submit button to complete the referral.

Note : B -
» Ticket status changes 10 IN-progress g oo » powmn

= Ticket history will be updated base on the action performed. (=] N

= Email notification will be sent for the client and for the assigned
personnel who will handle the ticket.

nshg"

I
» In the Process Ticket modal, click on the Assign to Staff button

42
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¥
' 0ot TiAl A
ot Tk r]
Jickets Process Ticket (6ot Ticker
Step 1
= In the Process Ticket modal, click on the Get Ticket button
= Note:
s Can only be accessed by:

» FTAD personnel,

» RFTAT Leader (when referred to office)

= RFTAT Member (when referred to office)
Step 2

= Click the Confirm button in the Get Ticket confirmation prompt
to assign ticket to self

Note
= Ticket status changes to In-Progress &

= Ticket history will be updated base on the action performed.

» Email notification for the client and for the agent who will handic
the ticket will be sent.

1
[ | @rseocmmtine [ ampesr 7o

43

+
|

S

Tickets Process Ticket (Salve Ticke

DepEdCAR HelpDesk (RO)

Step 1

* In the Process Ticket modal, click on the Solve button
= Note:
» Can only be accessed by:
s RFTAT Leader (when referred to office)
s RFTAT Member (when referred to office)

Step 2

= Enter some actions taken

= Click the Confirm button in the Solve Ticket prompt to perform
the process.

=) Note
= Ticket status changes to Solved

= Ticket history will be updated base on the action performed.

* Email notification will be sent for the client and for the agent who
solved the ticket.

Ticked S5 4t Sebverd

|
“WeTiced | T Ader o Cancarmed Oce | (P nmign tiautr || Grsive
) ey e

Soive T ket

Areyntsureihe

Action:s Taken:

o Fgentsoived the ticket,
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.| Note

1

DepEdCAR HelpDesk (RO)

Step 1 . .
= Click on the Close Ticket button, in the Ticket Details page. Ticket Details
= Note: -
= Can only be accessed by: : hiedhiatl R
» FTAD personnel Tracking 10" 1601878858
= RFTAT Leader (when referred to office) Sats S.b T Ot 05,3030 110 PM
= RFTAT Member (when referred to office) :;:';jl";"“wm"'m"“
» Client (Deptd-personnel/School)
= Agent (Assigned Personnel) P senesciant
|
Step 2 Close Tieker

e Click the Confirm button in the Close Ticket prompt to perform
the process.

f
= Ticket status changes to Closed
i
= Ticket history will be updated base on the action performed.
o AzorT Li038C The TicKer

» Email notification will be sent for the client and for the agent who
closed the ticket.

45

DeptaCAR HelpDesk
Feedback

46
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Step 1

= Click the Send us a
Feedback located at
the bettom of the Side
bar menu

Step 2

= Select one among the
emoticons (Very
Satisfied, Satisfied, Not
Satisfied)

Step 3 (optional)

= Enter a
comment/Suggestion/
Recommendation

Step 4

» Click Send Feedback
button

the reedback Send us 5 Feedback

& DummyAccount
® eice

@ Dashboard
04 Manage FAQs
% Subnvit Ticket
# AltTickets

& My Tickets

© Admin Settings

DepEdCAR HelpDesk (RO)

(6D ZINITIPY R

How did DepEd-CAR HelpDesk do for you today

LK
Q‘ ’a

Your feedhack will hew us improve! (T‘ﬁa

‘ Thank You very much for your feedback.

47

DepEaCAR HelpDesk

©Deped-CAR 2020

48

24



