
 

Help Desk Support Request Process 
The process for submitting a support request to the Winxnet Help Desk is easy.   

To ensure the fastest and most direct response, please review what information should be included in your request, 
the methods for requesting support, the process once your request has been received, and how to provide 
feedback.                 

What information do you need? 

To ensure that your support request can be handled as quickly as possible, include a detailed description of the 
nature of the problem you have encountered, the severity of the issue (can you continue working or has this issue 
completely stopped your progress) and any other information that may be helpful in solving your issue. Who 
experienced the issue? When? Where? For how long? 

How do you get help? 

 You can submit a request via the support portal – http://www.winxnet.com/support.aspx  
 You can submit a request via email – help@winxnet.com (This automatically creates a ticket for you.) 
 You can call the Help Desk at 207.518.9601 

How do you track your support requests? 

Once you submit a request for support, you are kept informed of the status of your request via email until the issue 
is resolved.  You can also see the status of your request(s) on the support portal.   

Below is an outline of the Support Request Process (* indicates email is sent): 

 
* Indicates Email Notification Sent to the Contact Requesting Support 

Closed 

At least 2 days have passed since we notified you that the issues has been resolved.  If we do not hear 
otherwise, we have officially closed the ticket 

Done * 

The person working on the issue has completed the task to the best of their knowledge.  You will be notified 
via email.  The issue will be closed within the next three days unless we hear otherwise.  

In Progress 

The scheduled resource is currently working on the issue. 

Scheduled * 

A resource has been scheduled to work on the issue.  You will receive an email notification with the name of 
the support person and when they will be working on your issue. 

Acknowledged 

We have received the request and are working on getting a resource assigned. 

New * 

We have received the request.  You will be notified via an automated email response. 

http://www.winxnet.com/support.aspx
mailto:help@winxnet.com
tel:207.518.9601


 

 

Help Desk Login – http://www.winxnet.com/support.aspx 

If you have forgotten your password: 

 Enter your work email address in the “User Email” (Your User Email is always your work email address.) and 
click the “Recover Password” link. The login and your password will be emailed to you. 

 

  If you do not know your account login & password information, please contact us directly at 207.518.9601 or 
email help@winxnet.com and we will assist you. 
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Help Desk Dashboard 

Once you are logged in, you will see a webpage similar to the screenshot below. This page provides high-level 

information about open tickets, alerts, and statistics. 

 

You can return to this page any time by clicking the Home tab  in the upper left corner. 

 To create a ticket, click Create Ticket. 

 To view a recently-created service ticket, click on the ticket name. Click See All to open a list of all service 
tickets. 
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Ticket Page 

From the Home page, click the Tickets tab to display your support requests or “tickets.” (You can return to this page 

any time by clicking the Tickets tab.) 

 

On this page you can: 

 Create a ticket. Clicking either “Create Ticket” button opens the ticket creation page.  Here you can easily 
enter the information and submit the ticket. Refer to the next page for detailed instructions on creating a 
new ticket. 

 Quickly locate an existing ticket. Use the Search By options to narrow down results then click the Search 
button. Optionally, click the “Show More” link to access more options to limit the search results. To start 
over, click the Clear button. 

 Change the view of the information listed on the page. Click the List View icon to display list detail 
information; click the Summary View icon to display limited, high-level information. 

 View detailed information about a particular ticket. Click on the ticket name. This opens a new page that 
displays ticket information, including notes about the issue, related tasks, and the resolution. It also provides 
the user the ability to update the ticket by entering discussion notes and uploading related documents. 

 Quickly change the sort order by selecting either Ascending or Descending, or select a different sort order 
(Priority, Site, Status, Summary, Type) from the dropdown list. The initial sort order is most recent ticket 
number first. 

 At the bottom of the page, you can control the number of items that appear per page, and the page you are 
on (first, last, next, previous). 
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Create a New Support Request  

 

 Select the service type needed. If you select Emergency Support Request, the service ticket will be treated as 
an emergency, as stipulated in your service level agreement. 

 Enter a descriptive label that clearly explains the issue. In the “Problem Description” section, enter as much 
information as possible describing the nature of the problem, including the severity of the issue (can you 
continue working or has this issue completely stopped your progress) and any other information that may be 
helpful in solving your issue more quickly. 
 

 Optionally, attach a document if it provides useful information. Click Attach Document then the Browse… 
button to associate a document with the ticket. 

 Enter a due date for when you want the issue resolved. If this is an emergency, click the Emergency 
checkbox, and the service ticket will be treated as an emergency, as stipulated in your service level 
agreement. 

 

The bottom half of the Create Ticket page displays your contact information, and allows you to submit the ticket. 

See below. 
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 The contact information that appears in the Contact Details section is that of the logged in user.  

 Click Submit to create the service ticket. This displays the Ticket list with the newly-created ticket at the top 
of the list. In addition, an email is automatically generated and sent to the email address of the contact listed 
on the ticket.  

 

Winxnet dispatch is automatically notified of your request.  Emergency requests are responded to as quickly as 
possible.  Non-emergency requests are assigned to a help desk technician and scheduled; you are automatically 
notified of the name of the help desk technician and when the issue will be addressed. 

The next section describes updating an existing service ticket. 
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Update a Ticket 

1. Click on the ticket title. 

 
 
 

 

  

2. On the page that opens, scroll to the Discussion section and click in the Add Something… textbox. Enter your text and 

then click Enter to upload the information. 
 

 
 
 
 

  

 

3. Scroll to the top of the page and click the Update button. This notifies Winxnet dispatch as well as the assigned 
resource working on your issue. 

 

 

  

 


