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Introduction

The Help Request Module (HRM) allows users to submit and track help request tickets,
correspond with the Help Support Team, and view open and previously resolved requests
directly through the Grantee Performance Management System (GPMS) website. This
module replaces Zendesk, the previous help desk software, This guide explains how
grantee and sub-grantee end users can navigate and use the Help Request Module.

Roles

e End Users: All grantee and subgrantee GPMS users, including Case Managers,
Supervisors, Subgrantee Administrators, and Grantee Administrators. End Users
can submit help requests themselves or on behalf of other users and provide
necessary details and attachments.

e Help Support Team: The Help Support Team is the primary point of contact for end
users in the HRM. The team will correspond with end users, assign, prioritize, and
resolve help requests, or direct requests to the appropriate team as needed.

Hours of operation

The HRM is available to GPMS users when logged in to the system. The SCSEP Help
Support team operates Monday through Friday, 8:00 AM to 6:00 PM Eastern. The Help
Support team strives to acknowledge and begin triage on all requests within the same
business day. Help requests received outside of these hours will be addressed the next

business day.

Accessing the HRM Module

When logged in to GPMS, users can navigate to the HRM from the main navigation bar at
the top of the screen. Click the HRM tab on the far right to open the help request module.
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Status Information

New - Request has not yet been reviewed.
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On the HRM Landing Page, users will see:

1. General information about the case status and progress

2. Filters thatcan be applied to narrow the list of Help Requests displayed in the summary
grid:

Search Bar: Enter a keyword to search across all requests.

Topic: Select a category (e.g., Data Validation, Duration Limit).

Status: Choose from statuses (e.g., New, In Progress, Closed).

Priority: Sort by urgency (e.g., Low, Medium, High).

Grantee/Sub-Grantee: Filter by organization.

Created Date: Filter requests based on the submission date.

Created By: Filter by the requester’s name
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3. New Help Request: Click this button to initiate a new Help Request Ticket. See "Create
a new help request" below.

4. Help Request Summary Grid
a. Request ID: Unique identification number for each request.
b. Subject: A brief title describing the request.
c. Description: Summary of the Help Request provided by the requester



d. Status: Indicates the current state of the request (e.g., New, In Progress,
Closed).

Topic: The category of the issue (e.g., Data Validation, Duration Limit).
Priority: Shows the urgency level (e.g., Low, Medium, High).

Assignee: Displays the person responsible for the request.

Grantee: Displays the organization handling the request.

Sub-Grantee: Displays the division under the grantee (if applicable).

j- Created By: Shows the name of the requester.

k. Created Date: The date the request was submitted.

. Last Updated: The date of the most recent update.
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5. Quick Actions tab with links to easily access different functionalities within the help
request module.
a. Show Watch Requests: Displays requests the user has selected to watch, using
the Related Actions tab in the request.

Create a New Help Request
All GPMS users can create a new help request. Clickthe NEW HELP REQUEST button. A
new screen will pop up.

SCSEP Help Request

Help Request
£-mail Details

Request Details

Request Subject*

Please upioad

Help needed for the following*
Topic®

Upload file (png. jpg. Jpeg. PDF. Word. or Excel documents)

E-mail Details:

All users and email addresses listed in this section will receive notifications when the new
request is submitted. By default, the SCSEP Help Support emailis listed, along with the
email of the user submitting the request. Any other email address may be added as a cc: or
bcc: to the help request. These users will also receive email notifications if a new
comment is added to the request or the request is resolved.
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1. Email Address: Default SCSEP Help Support email address.

2. Click Add New Email if any additional Users should be notified about the progress of this help request.
The email address mentioned will receive a progress notification in their mailbox as the help request
progresses.

Organization Details:

Select the grantee and sub-grantee (if applicable) for this Help Request. You can also use this section to
indicate if you are submitting this request on behalf of another user. If you're submitting the request on behalf
of a user who doesn't have an account in GPMS, you can enter their email address instead.

a. Grantee: Select the appropriate grantee from the dropdown.
b. Sub-Grantee: Select the relevant sub-grantee (if applicable).

Request Details Section:

Please provide a detailed description of your issue or concern. Request subject, Topic, and
Request Detail are required fields. You can also upload supporting documents,
attachments, and screenshots. Please add as much detail as possible to assist the Help
Support Team in resolving your request.

a. Request Subject (Required): Enter a short, descriptive title of the issue (up to 100
characters).
Topic (Required): Select from the dropdown (e.g., Data Validation, Duration Limit).

c. Upload File (Optional but Recommended): Attach supporting documents or screenshots
(PNG, JPG, PDF, DOC, XLS, TXT, MSG, PPT, etc.)

d. Detail (Required): Enter a detailed explanation of the issue (up to 4000 characters).

e. Click SEND to Submit the Request.

f. Therequestor will receive an email notification whenever a Help Request ticket is created.

g. Oncetherequestis submitted, the description and status are displayed on the HRM

Landing Page summary grid.

Viewing and Adding Comments to a Request:

Users can access and view past help requests from the HRM landing page. Click the Help
Request ID link to view the request in a pop-up window.
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Test Subject (Request ID: 263)
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Request Summary
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assignee
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a
Closed Request Details
Subject: Test Subject
category Cther
Deseription Test Deta
Latest Comments
Comment Type Created By Created Date '
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When viewing a request, the status is displayed on the left of the screen. The Help
Request statuses are:

h. New: The request has been submitted but has not been reviewed.

i. InReview: The request has been triaged and assigned to a support team member.
j- InProgress: The supportteam is actively working on the request.

k. Resolved: The support team has resolved the issue and is awaiting verification.

l. Closed: The issue is resolved and verified, and the request is closed.
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priority
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Date Submitted

Assignee

Request Details

Latest Comments
Comment Type Created By Created Date 1

+ comment 1 External  sudha donorgrantee@gmall.com

To view the details of a request, add comments, and take other actions, use the
navigation tabs at the top of the request.

Summary

From this tab, you can view important details about the request, including a summary,
the request details and the latest comment added to the request.

Documents

From this tab, you can upload additional documents and relevant screenshots to the
help request. Most standard file types are supported, including PNG, JPG, PDF, DOC, XLS,
TXT, MSG, PPT, etc.

Comments

The comments tab allows communication between the Help Support Team and the
requester. Users can view all comments previously added to the request. To add a new
comment, click the Add Comment button at the top right of the screen.

The requester will receive an email notification every time a comment is added to the
Help Request.

Audit
The audit tab displays the ticket history.
Related Actions

This tab displays further actions that may be taken with the Help Request, such as
Start Watching Request.



