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Creating Tickets
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Creating a New Ticket via Email

Campbell Scientific has set up two email addresses specifically for helpdesk enquiries:

info@campbellsci.com.au                Send an email to this address to create a new sales ticket.
helpdesk@campbellsci.com.au         Send an email to this address to create a new support ticket.

Sending an email to the correct address will ensure that your enquiry is quickly forwarded to the 
appropriate staff member for sales or for support.

Email Format

There is no special format required to create a new ticket via our email system. 
Enter a subject which you would like to refer to this ticket by, then enter your enquiry into the body 
of the email.

mailto:info@campbellsci.com.au
mailto:helpdesk@campbellsci.com.au
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New User Welcome Message

If you have not contacted us though our ticketing system before, a new user account will 
automatically be created for you and a welcome message will be sent back to your email address.

1. The welcome message will contain your account details; your username, your password and 
the email address we have on file for you.

2. You can use the link in the email to visit the front page of our help desk where you can enter 
your user name and password to view your active tickets.



CSA Helpdesk User Guide - 6

New Ticket Reply

Whether you are a new user or an existing user, you will always receive a reply to the email you 
had just sent to our helpdesk.

1. The reply will contain a link to your ticket on our website. Click on the link to be automatically 
logged in to the website and taken to your ticket.
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Creating a New Ticket via the Website 

Browse to http://helpdesk.campbellsci.com.au.

Browse to the Helpdesk Front Page

1. Click the Ask a Question link.

http://helpdesk.campbellsci.com.au
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Fill Out the Question Form

1. Enter your full name in the Your name  field.
    Enter your email address in the Your email address  field.
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*NB* If you already have a username and password for our ticketing system, click the Already 
have an account? link and enter your username and password to have this ticket associated with 
your account.
          If you enter an email address on this page which is already registered against an account in 
the ticketing system, you will need to provide the password for that account after submitting the 
ticket.

2. Enter a subject for your ticket, and select an appropriate category. Choosing a category ensures 
that the ticket will be sent to the appropriate business section immediately and reduce delays in 
responding to the ticket.

3. Enter your enquiry into the Your Question  box.

4. If you would like to attach a file to your enquiry, click the Choose File button, then browse to the 
file on your local computer and click OK. 

5. Finally, click the Submit Question button to send the enquiry to our staff. 

Existing User Password Entry

If you have entered an email address which is already registered against an account on our 
helpdesk, you will need to enter the password for that account in order to submit the ticket.
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helpdesk, you will need to enter the password for that account in order to submit the ticket.

1. If you know the password for this account, enter it in the Password field and then press the 
Login button.

2. If you have forgotten the password to your account, click the Send Login Details button to send 
password recovery instructions to your email address.

New User Registration

If you donnot already have a helpdesk account, after submitting the ticket, you will be asked to 
create an account.

1. Enter your full name in the Your name  field.

    Enter a username in the Choose a username field. This username is up to you but must not be 
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    Enter a username in the Choose a username field. This username is up to you but must not be 
taken by another helpdesk account holder, your full name removing any spaces is a good choice.

2. Enter a password to be associated with your account. This password is up to you, you will need 
to enter the password twice to ensure that there were not any typing mistakes.

3. Press the Register button.

Your Ticket Page

Once you have registered, or entered the password for your existing account, you will be taken to 
the ticket page for the enquiry you have just submitted.
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New User Welcome Message

If you have created a new account while creating the ticket above a welcome message will be 
sent to your email address.

1. The welcome message will contain your account details; your username, your password and 
the email address we have on file for you.

2. You can use the link in the email to visit the front page of our help desk where you can enter 
your user name and password to view your active tickets.
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New Ticket Email

Whether you are a new user or an existing user, you will always receive an email to confirm that a 
new ticket has been lodged on our ticketing system.

1. The email will contain a link to your ticket on our website. Click on the link to be automatically 
logged in to the website and taken to your ticket.
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Account Management
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Logging in to your Helpdesk Account

Browse to http://helpdesk.campbellsci.com.au.

The Front Page

1. Enter your username and password into the Login to Your Account fields at the left hand side of 
the page

http://helpdesk.campbellsci.com.au
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The Front Page (Already Logged In)

If you are already logged in to the helpdesk you will see the page above, and the Login to Your 
Account fields will be hidden.
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Where to Find Your Username and Password

Your username and password will have been sent to you via email when you first contacted CSA 
through the helpdesk. The structure of the email will have appeared as above.

If you cannot find the email above, read the Resetting a Lost Password lesson to find out how to 
create a new password for your account.
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Resetting a Lost Password

Browse to http://helpdesk.campbellsci.com.au.

The Front Page

1. Click the (Lost?) link next to the Password field.

http://helpdesk.campbellsci.com.au
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Login or Recover your Account Page

This will take you to the Login or Recover your Account page.

1. Enter your email address under the If you have lost your password heading.

2. Then press the Send Login Details button.

A reset password email will be sent to your email address.
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Reset Password Email

The email shown above should be immediately sent to the email address you had specified in 
the step above.

1. Click the link in the email to be taken to the password reset page on our website.
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Reset Password Page

1. Your username and password reset key should be automatically filled in.

2. Now select your new password, you will need to enter it twice to ensure there are no spelling 
mistakes.

3. Once you have entered your new password, press the Reset Password button.
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Login or Recover your Account Page

Once you have reset your password, you will be taken back to the Login page.

1. Enter your username and password here

2. Then press the Login button.
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Changing Your Password

Browse to http://helpdesk.campbellsci.com.au and Log In to Your Account .

The Front Page

1. Click the Your Account button in the main toolbar.

http://helpdesk.campbellsci.com.au
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Your Account Settings

1. From the Your Profile  page, click the Update Password link in the Profile Sections area at the 
top left of the page.
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Update Password Page

1. Enter your current password in this field. If you do not know your current password, please 
follow these instructions to reset your password.

2. Enter your new password in these fields. You will need to enter the password twice to avoid 
typing mistakes.

3. Press the Update Password button.
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Password Change Completed

Your password has now been changed, you will be directed back to the Your Profile  page.

The ticketing system will not email a copy of the changed password to your email address, so 
make sure to note down the new password.
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Viewing and Replying to 
Tickets
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Viewing Your Existing Tickets

Browse to http://helpdesk.campbellsci.com.au and Log In to Your Account .

The Front Page

1. Click the Your Questions link.

http://helpdesk.campbellsci.com.au
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Your Questions Page

1. The bottom of the page displays a list of all tickets submitted to the CSA Helpdesk. Click on the 
link under the Question Ref column to view details of a ticket.

2. At the top of the page are options for filtering and sorting the tickets.

    Use the Question Properties to Show checkboxes to choose which columns are displayed in 
the ticket list.
    Use the Show Questions by Status checkboxes to choose whether to show all tickets, only 
current tickets or only previous tickets.
    Use the Order Matching Questions dropdown to choose which column to order the tickets by.

3. If you have made any changes to the sorting and filtering options, remember to press the 
Submit button.
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Replying to a Ticket via Email

New Ticket Email

The email above is sent to you when you have created a new ticket, before technician sends a 
reply. Note the following line:

===== Please reply ABOVE =====

If you would like to add more information to your ticket before the technician replies, simply reply to 
this email making sure to leave the line above intact. (See the Replying via Email step below for 
more info.)
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Technician Reply Email

When a technician replies to one of your enquiries, you will be sent an email using the format 
shown above. Note the following line:

===== Please reply ABOVE =====

To reply to the technician via email (and not have to use the website), simply reply to this email 
leaving the above line intact (See the Replying via Email step below for more info.)
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Replying via Email

For deskpro replies to be returned successfully to the technician working on your ticket, the 
following two criteria must be met by the return email:

1. The subject must contain the ticket id (shown in the image above). Most email applications will 
leave the subject intact when replying to an email, so this should be done automatically for you.

2. The reply message must be inserted above the ===== Please reply ABOVE ===== line. Again, 
most email applications will add the original message underneath any replies, so this should be 
done automatically aswell.
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Replying to a Ticket via the Website

Browse to http://helpdesk.campbellsci.com.au. Then Login to Your Account  and use the Your 
Questions page to View the Ticket you wish to reply to.

Ticket Page

1. To send a reply to the technician, simply enter the reply in the Reply to this Question area.

2. If you would like to attach a file to this reply (screenshots, data files etc..) click the Choose File 

http://helpdesk.campbellsci.com.au
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2. If you would like to attach a file to this reply (screenshots, data files etc..) click the Choose File 
button to open a file browser. Select the file then press OK.

3. Once you have finished typing your reply, press the Add Reply button

Confirmation Email

You will immediately be sent a reply to confirm that your reply has been received by our ticketing 
system.
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Closing a Ticket

If you feel your issue has been resolved by our techinician, or if the issue has been solved 
independently you can close your ticket using the website.

Browse to http://helpdesk.campbellsci.com.au. Then Login to Your Account  and use the Your 
Questions page to View the Ticket you wish to close.

Ticket Page

1. Before closing the ticket please rate the level of support you have received for this enquiry. 
Choose between Bad and Excellent from the drop down box under Rate your Support. Then 
press the Rate button.

2. Press the Close link under Article Actions to close this ticket. 

http://helpdesk.campbellsci.com.au
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Confirm Ticket Close

You will be asked to confirm closing this ticket. Press OK to procede. There is always the option to 
reopen closed tickets from the web interface.


	CSA Helpdesk User Guide
	Table of Contents
	Creating Tickets
	Creating a New Ticket via Email
	Email Format
	New User Welcome Message
	New Ticket Reply

	Creating a New Ticket via the Website 
	Browse to the Helpdesk Front Page
	Fill Out the Question Form
	Existing User Password Entry
	New User Registration
	Your Ticket Page
	New User Welcome Message
	New Ticket Email


	Account Management
	Logging in to your Helpdesk Account
	The Front Page
	The Front Page (Already Logged In)
	Where to Find Your Username and Password

	Resetting a Lost Password
	The Front Page
	Login or Recover your Account Page
	Reset Password Email
	Reset Password Page
	Login or Recover your Account Page

	Changing Your Password
	The Front Page
	Your Account Settings
	Update Password Page
	Password Change Completed


	Viewing and Replying to Tickets
	Viewing Your Existing Tickets
	The Front Page
	Your Questions Page

	Replying to a Ticket via Email
	New Ticket Email
	Technician Reply Email
	Replying via Email

	Replying to a Ticket via the Website
	Ticket Page
	Confirmation Email

	Closing a Ticket
	Ticket Page
	Confirm Ticket Close



