Information Resource Center Training Center Petaluma

Service Requests Using CG Help (Remedy Action Request System)

CG Help is a trouble ticket (service request) system used to help ESU’s and ESD’s manage
work requests and trouble calls. Users can electronically submit and track the progress of
work requests via any Standard Workstation

Ticket This job aid will show you how to submit a service request (ticket)
Submission using CG Help (Remedy Action Request System).
Step Action

1. Click on the CG Helpdesk Icon on your desktop

CG Helpdesk

OR click Start, Programs, USCG Apps, Action Request System,

CG Help.

2.
If... Then
You get a dialog box Click the OK button. The
titled “Not Logged On system will connect and the
To All Servers — Login screen will open.
Remedy User...

3. Enter the user name Webguest (it may already be there by

default).
4. Enter the password Webguest.

Login - Remedy User

4 Remedy

Accelerating Your Advantage-

Uszer Marne: |webguest ﬂ
Password: — q

FPreference Server: |[n-:une] ﬂ
Athentication: |1

Accounts... Ok | Cancel |
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5. Click the OK button. Wait for the server to log you in. The
Ticket Submit window will open.

# G Help - [CG Help (New)]

E Fle Edit View Tools Actons Window Help -8 X
8l Els| 217 gla| 0] |
Ticket Submit
Flease anter aay part OR aff of yaur emaif adoiess,
then press the Eater key on the Keyboard
Email Address + | .| st Rl
Full Name | J Command J
Phone Number |
Summary | J J
Description J
Submit Clear Screen Status | Exit |
£ >
Ready webguest remedypdc1.cohelp.usc
6. Enter your e-mail address in the E-mail Address field and press
Enter.

Note: This is a searchable field. If you enter only the first few
letters of your email address then press enter, the remaining
profile fields will be populated for you, or a list will come up
that you can choose from. Double-click your name to populate
the fields automatically.

Search People ST e At

Email Address +
‘ rtel J

To Select a record please Double Click on it

L asthame [Firsthame [Emailsddress [PhoneNumber A
Feurstein tohn Hfeursteind®staftpierce. ugcg.mil 1561 4645100

Feurstein iSheree {sfeurstein@staftpierce.usca mil | 561.467.2524

Silberstein iJohn tjsilbersteint@d] 4. uzcg.mil 808-541-3257

Silverstein Hudy jsilversteini®d?. uscg.mi 305.415.6680

Steiner FRobert {rsteiner@d1 dcutters. uscg. mil B71.339 2008

5 teingruber Fiyan

eingruber@cgcbramble.uscg 81
Steinkamp = ar

22551

Steirwachs H nbrl \nhs@dﬂ uzeg.mil 70 B
Steiz Russzel fisteiz@@d11.ugcg. mil 510.437.3622 w
Count of Records |10 Clase ‘Window
7.

If... Then

The wrong information | Click the Clear button and

populates the user return to step 6.

profile fields...

CG Help (Action Request System) Page 2

Revised: 06/04/03



Information Resource Center Training Center Petaluma

8. Enter a brief summary of the request or problem in the
Summary field. (E.g. E-mail Not Working)

0. Enter a detailed description of the request or problem in the
Description field. (E.g. I cannot find all the files and folders I
was saving in my e-mail or my inbox.)

Note: Be as descriptive as possible. Include any error
codes/messages or unusual dialogue boxes. The more
information you provide, the faster the technicians can address
the request and take action.

10. Click the Submit button. The Request Created dialogue box will
open (it may take a few seconds to appear).

Request_Created_dlg (remedypdc1.cghelp.uscg.mil)
Request Created |

Request ID | 200300000091597

Group Assigned |ESU Alameda-HelpDesk

You do not need to write down any of this information.
Confirmation e-mail will be sent to you containing the request
ID.

11. Click the Close button. You will be returned to a blank Ticket
Submit form.

12.
If... Then
You want to submit Return to step 6.
another ticket...
You are finished Click the Exit button.
submitting tickets...

13. Once the ticket has been assigned to a technician and the request
completed, you will receive a notification of ticket-closed e-
mail. The technician will contact you if additional information is
required to complete the request.

CG Help (Action Request System) Page 3

Revised: 06/04/03



Information Resource Center Training Center Petaluma

Checking This job aid will show you how to check the status of a service request

Ticket Status (ticket) using CG Help (Remedy Action Request System). This portion
of the job aid assumes you have logged into CG Help before and are
familiar with the Ticket Submit screen.

Step Action

l. Start CG Help as normal using the Webguest account.

2. Fill in the profile information starting with your e-mail address.
3. Click the Status button.

Request Status

B Request_Status_dlg (remedypdc1.cghelp.uscg.mi 1) E]

Close

Any tickets that are still open will be listed, showing to whom it
was assigned and the current status.

4. Click the Close button to close the status window.
5. Click the Exit button on the Ticket Submit form to exit the
system.
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