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Kayako Support Suite Quick Start Guide 

Kayoko Support Suite (KSS) is easy to use to submit helpdesk requests and as you submit a 
description of your problem, it automatically searches our knowledgebase for possible 
solutions prior to you submitting your request.  In time, the information in the knowledgebase 
archives will grow and the percentage of clients resolving their own issues will also grow as a 
result.  In addition, KSS offers a robust interface which allows you to keep tabs on any 
helpdesk call you submit and view replies and updates by the staff members in Technology and 
Communications who work on your call tickets.  You can also post replies to your existing 
tickets at anytime you choose.  Email messages regarding submissions and ticket updates are 
also sent as reminders as well as updates to the progress of the work being done on each 
ticket.  And, check this out, you and our support staff can even attach files to any ticket in the 
system.  We have needed this feature for a long time!  We look forward to using this new 
system and we also encourage you to provide us feedback accordingly.  The link to access the 
new KSS helpdesk website can be found on your my.edinboro.edu portal page. 

NOTE: Students and Employees have a slightly different interface and this document uses 
screen captures from the employee interface only. 

Each of the next several pages shows an individual screen capture of the new KSS website.  
Each screen is divided into different areas and each area is numbered and referenced below the 
image.  
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I. How to Log in 

	
  

1. Log	
  into	
  the	
  my.Edinboro	
  portal	
  at:	
  https://my.edinboro.edu/web/mycampus/home	
  with	
  your	
  network	
  
account	
  username	
  and	
  password.	
  

	
  
	
  
	
  
	
  
	
  

2. Click the “Tech Help” Launch Pad item located on the left side of your screen. 	
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II. Main Page 

	
  

1. Search and Logout Box - Use this area to: 
a. Logout 
b. Search our Knowledgebase for a solution.  This doesn’t search your tickets.  
c. View the latest news  

2. Click on the “View Tickets” link (or the  icon) to view all the tickets that you have requested or 
submitted to the Technology Help Center (see the “KSS View Tickets Page” below for more 
information). 

3. Click on the “Submit a Ticket” link (or the  icon) to enter a new ticket (see the “KSS Submit a 
New Ticket Page” below for more information). 

4. Click on the “Knowledgebase” link (or the  icon) to access the knowledgebase database. 
5. A list of the most popular and latest knowledgebase articles 
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III. Searching the Knowledgebase for Solutions 

 

 

If you just want to search for a possible solution to your technology problem prior to entering an actual 
help request ticket just type in a few keywords in the “Search” field (see above) and click on the  
button.  

 

 

Click on the icon next to any of the articles to open that article, for example, clicking on the last article 
titled “Cannot log into eBill” in the image above displays the following screen: 
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1. The solution is listed in this area. 
2. This section includes details about the article such as the id number and when it was created.  This 

article ID number is important if you feel the information is incorrect and you would like to report this 
to someone in Technology and Communications.  Also, you can provide a “Thumbs Up” or “Thumbs 
Down” vote on whether or not you felt this answer was helpful.  This will help the Technology and 
Communications staff evaluate the effectiveness of the article.  Over time, the 5 star rating will show 
you the percentage of thumbs up versus thumbs down votes the article has received.   

3. The user comments section allows you to share your comments specifically about this article.  Sharing 
is good. If you have a comment about a particular article, please feel free to share. The comments might 
be reviewed by our staff, and may require approval before being posted. Please note however that this 
is not intended for you to post questions.  It is intended for you to comment specifically about how 
helpful or unhelpful the instructions in the article were to you. 

4. This area allows you to print or email the article or add it to your favorites. 
5. Click the button to return to the list of articles 
6. Breadcrumb links to allow you to navigate quickly to previously visited pages. 
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IV. Submitting a New Ticket 

 

1. Use this area to “logout” or search our Knowledgebase for a solution.  Note: this doesn’t search your 
tickets.  

2. This is the first page of the interface to entering a new helpdesk ticket. Click on the category that most 
closely relates to your particular issue and click the  button.  By default, the “Other” category 
is selected for you but your issue will get to the most appropriate support person much sooner if you 
can choose one of the listed categories.  So please choose one and depending on the category you have 
chosen, you will be asked to fill in appropriate information on the next screen that pertains to that 
category.  This information is important for the support staff person to adequately troubleshoot your 
particular issue in the most efficient and productive time frame.  When you fill in the ticket details 
field, the knowledgebase will search for possible resolutions based on the text you enter (see example 
on the next page).  This will be a powerful tool once we obtain more data. 

3. Breadcrumb links to allow you to navigate quickly to previously visited pages. 
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KSS	
  Sample	
  Ticket	
  Details	
  Field	
  

.	
  

.	
  

.	
  

. 

 

No matter which category you chose you will have several custom fields of information to fill out but the last 
three sections of the form are all the same and they are depicted in the image above.  The message details 
section requires a subject which you can enter anything that makes sense regarding your particular issue.  
Below the subject field there is a text area for you enter a description of your issue.  As soon as you start 
typing, the KSS application begins to look for keywords in our knowledgebase and display them directly 
below this description area. As you can see in the example above, the user typed in the following text “My 
banner printer is not working” and various knowledgebase articles appeared (see the green boxed area).  Each 
knowledgebase article begins with an  icon and the percent of relevance is listed directly below that article.  
You can click on any of the articles to determine if they have information that will resolve your issue.  If they 
do, then you do not need to submit the call.  The final section of the form allows you to attach up to two files to 
your helpdesk ticket.  Just click on the browse button to upload the file.  This could be particularly useful for 
example if you performed a screen capture during the time you were having an issue on your computer and you 

could upload the screen captured file.  Click on the  button when you have entered in all your 
information to submit the ticket. 
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V. Viewing Your Tickets 

 

1. Use this area to “logout” or search our Knowledgebase for a solution.  Note: this doesn’t search your 
tickets. 

2. This are contains a list of your tickets.  We have the system set to display 8 tickets per page.  Click on 
any ticket number to view additional information about that ticket (see diagram below). 

3. This shows you how many pages of your tickets are available.  Click on a page number to see that page 
of tickets or click on the < > icons to go to either the previous or next page of tickets. 

4. Breadcrumb links to allow you to navigate quickly to previously visited pages  



9	
  
	
  

 

1. Use this area to “logout” or search our Knowledgebase for a solution.  Note: this doesn’t search your 
tickets. 

2. The Ticket Subject 
3. The ticket details are listed in this area including the ticket number, status, priority, creation date and 

the date the ticket was last updated.  The pool is a predefined descriptive topic area which the ticket 
falls under.  Technology and Communications assigns support staff to monitor and respond to tickets 
within pools that fall under their responsibility.  This particular ticket in the example above was placed 
in a general TAC Project pool. 

4. This contains the original description of the request along with any posted replies by either the support 
staff or the user who submitted the ticket.  In this example above, Dennis Bradley submitted the call as 
the user (notice the USER icon to the right of his name) and DJ Bradley posted a reply as a staff 
member (notice the STAFF icon to the right of his name). 

5. Breadcrumb links to allow you to navigate quickly to previously visited pages 

Last updated 1-15-2009 by djb  located at: “\\eup\dfs\support\kss \kayako support suite quick start guide.docx” 


