


1. Remote Help Desk Support

e Support any type of computer problem
e Answer ‘How To’ questions

2. Remote Maintenance & Monitoring

3. On-Site support when necessary




Phone:
877-728-7150
or

218-728-7150 ]
Email:

HelpDesk@cwtechnology.com

Office hours:
7:00am - 5:30pm Create a

Mon-Fri ticket

Browser:

https://cwconnect.cwtechgroup.com/support




Communicate the Following:

Email address
and phone
number

Description of
the issue

Best times to
reach you for
follow up

Priority or
severity
of the issue



Response Time Expectations: J

Mission Critical
ALWAYS CALL
Within 1 hour

Normal Priority
Within 4 hours

Minor Annoyance

Within 1 business day



How to use the CW Help Desk Icon?

Locate the Help Desk Icon In Your System Tray. )

Hovering over the Help Desk Icon will
display your computer name.




Contact the CW Help Desk
218-128-T150 or 877-728-7150
Refresh
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Create Ticket

Step 1

Machine ID: cindiwin7 cw-technology

B Emergency

2187287124 | joey@cwiechnology.com




Creating a Ticket

Step a:
. Create Ticket
Prefilled for you! reate Tiere
— Step 1
| have a problem
Step 2:
e BriefTitle
* Description of
bl ‘H Not able to print to color printer
problem or your ‘How
TO’ qUEStiOI‘I- ;.:1aocT;;egé?hcé}-::e;m:-tr:)rgor:;ﬁ:{:}t?nc;nyog?g;er list. This is just a demonstration ticket. Ignore |
e Screenshotor
document to attach?
* Mission Critical?
1
CheCk Here! Cynthia Little
2187287149 cindi@cwtechnology.com
Step 3: 5614 Grand Ave

Contact info should auto
populate, but if not, or
at a different computer,
fill in details under
Problem Description.

Duluth

Click Submit!



How to View Your Ticket Status

Forgot your password? Click here to have it emailed to you
Remember Me
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Create Ticket

Approve |sor| Ticket Ascending ® Descending

(©) createa senice ticket 1156308

Not able to print to color printer.

Wed 7/18/ 56 AM COT/ 28y3 Admin-
Ticket# Machine 1D cwdemo-hp map cw-technalogy New (portal)
— 10 longer have the color printes in my printer fist. This is just i

Contact ey —
= ltems Per Page | 10 [=]|

Show More




CW Friendly Reminder

At the end of the day,
please remember to
restart your workstation.

This allows us to

proactively maintain
the health of your
workstations.

Remote Spyware
scanning & removal

Computer
cleanup scripts

Microsoft & security
software updates

Inventory updates




CW Maintenance Login = NOCSUPPORT

- >

[f the username displayed is NOT your username,
click “Switch User” and select “Other User”.

%. Windows 7 professional

%. Windows 7 professional



CW Managed Antivirus

We will be managing the AV on your workstation.
There is no additional action to be taken on your part.

You may see a icon in your system tray similar to this green w.

®

If you have any questions or concerns,
please call the Help Desk.



3rd Party Survey Company

Please complete our customer satisfaction survey at your earliest convenience.
This survey takes less than one minute to complete. We appreciate your time!

Hello Mitch,

HE||0 MltChp CW Technology has asked HDI, an independent industry association, to randomly select closed incidents to better monitor customer
satisfaction levels.

CW Care Helpdesk has asked HDI, an independent industry assoclation, to randoml i:ggg::g;::jfgm 12015 8:56 AN

better monitor customer satisfaction levels. Your response will help CW Technology ] anaiyst:
Incident Description: Test Survey

Incident # 123456 closed on 10/29/2015 8:56 AM @
Incident Desc: Test Survey very

How satisfied are you with: Dissatisfied

The courtesy of the analyst? O
The technical skills/knowledge of the o1
analyst?

Ta ka Suwa ! Nuw The timeliness of the service provided? 1
The quality of the service provided? 01
The overall service experience? 1

Thank you for participating in this survey; CW Technology values your opinion. Shoul
please feel free to contact CW Care Helpdesk at 218-728-7150.

Additional feedback
Mitch did a great job in resolving my issue! Thanks!|

If you have further questions/issues, you may contact CW Care Helpdesk directly at 218-728-7150.
[Please hava the support center contact me.

(Select N/A if this survey does not pertain to your experience.)

C measure our su







