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Introduction

This document will cover and guide new Wosool Helpdesk users on how to use the helpdesk in
the most efficient and simplest way, also we provided both viewable and readable content for the

users to choose which approach suites them the most.

Main Objective

On this manual we have covered what the users will need in order to use the most of the Wosool
Helpdesk tools and features, as well as the system is relatively simple and understandable even if

the user haven't accessed it before.
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Wosool helpdesk guide

Step 1: Login

Enter the username and password then press (Login).

Wosool HelpDesk

Login
Enter the username» nraatest
Enterthe password ¢ P

m ¢ Then tap login

Remamber ma Lest password

Login Page

Step 2: Creating a New Ticket

After login all current tickets will appear, to add a new ticket select (New ticket).

&7 4+ X Wosool HelpDesk @« | -8 EN

P A W fr € @ ov helpdeskwosoclgovem @ D >
= @ =5 Wosool HelpDesk & s~

Tap hre to s anew ket [ o [

Ticke cavegories susgCT PRIORTY  STATUS  DATE bUE TECH POATED OTHER PRICRTTY
Al cotegorics 526 the delegation option should be refelcted in RMs e N 1/26/2032
= RMS - Gonaral Errar oo Hig! e 26 min & 44 AM min s el
CORMS. 7
Capture in delegation sign - user information not correct | o ] e by cusie | /2872022 3 davs s00
CORMS - Wascal Sign wos  TE" e FAWIIED oz am Lo
Delegation 8 v
Dispatch 12 T . - g by wocn . 1247202
mistake correction request 1 B 2 days ag .
Draft Lewcer £ Merm o 1S ek recet . s =
Easy Search
signature password o 2ss202. .
General Em = CORRS - Ganeral Errar nas 8 e G 4100 am daye 2g W
i cant finalize the letter = .. = 3 daya s, =t 3 deys ag0 i
CORMS - Draft Letzer / M woos  E " APYTAED 50 am st e
We don't get the coordinate bar o= . Now ¢om= e Medhum =
CORMS - Wo=nal Sign #100; S
placeholder - not show in memo p g - o S ~pr
text box moving = | 25/2022 N .
S = g New Y5 |ooa 3 deys 20 Medium
file sharine rights [ oo ] ociby ioc . 12202z 3deys ago -
B T0 @ e e o e

1010 AM
Va2

R Ep Y 4 ENG

Homepage 1
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Step 2.1 Ticket category
Then Select the category, and specify the ticket type.

¥ F X Woscol Helpesk - Newtidket < | = O E
H R g @ helpdeskwosool.gov.om/Tickets/New @ O & >

%
& == Wosool HelpDesk & |

@ Tickets Q search...(or ticket ID)

NEW TICKET

Submit on behalf of another user
Tap on "select category”

Select category  ~ | | Priority - Normal v

CORMS
E-Delivery »

@ o

General >
« Then select the issue category
RMS

System Admin

Technical >

e N

10:21 AM
1/23/2022

B i) = ENG

New Ticket

Step 2.2 Ticket priority
Then choose the Priority (Critical, High, Normal, Low).

” =+ X Wesool HelpOesk - Mew bcket o | T a—
PA R & | helpdeskwosoolgovom TicketsMew @ O & 3
“zz= =2 Wosool HelpDesk —

& Tickets &, searsh...far ticket I2)

NEW TICKET
Suamit on behalfof snather user
Select category Priarity - Mormal v Select the priority of the ticket
Subiject

B I Uz T =% @ & # & &«

Tickel details

m Advanced._. % ammthatic.. @ canresaen..

112 AM
172372022

< ) @ f 4 ENG
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Step 2.3 Ticket submit
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Finally add the subject of the ticket, then write in details about the issue, add a screenshot or

screen recording if necessary, after finalizing everything Submit the ticket.

Priority Levels in Wosool Helpdesk

System is unavailable or
incorrect system operations
that can cause critical
business impact and it
requires immediate
attention.

CRITICAL

System is in state of
degraded performance or
incorrect operations that can
cause it to not be able to
perform some operations.

System performance

experiencing minor issues,

with some impact to
business functions.

NORMAL

Ticket Priority Levels Diagram

Jatwall il pahll hani

System performance
experiencing minor issues,
with low impact to
business functions.

LOW]
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< B viosoo! HelpDesk - Newtickes @ | = O IS
AR W @A helpdesk wosool.gov.om/Ticksts/New @ O & -
o awemmest -
Wosool HelpDesk &
Q Tickets Q searcn... (or ticket ID)
NEW TICKET

Submit on behalf of another user
Select category Low v
((write subject here)) « Write the subject of the ticket

B I U &~TIvEv % @& # [ @«

mention ticket detais here « Then explain the issue with all the details

G Finalize everything then tap Submit to issue the ticket

Advanced... Add a screenshot or recording if needed from these options @attach afile @ capture screen.

=@ algd™ = algle o 3 DA

After submitting the below page will appear, simply click on (All) to return into the main page.

@ + | X Wosool HelpDesk - ([write subje. €% | X Labi35 a il lalall 2 ‘ x oz &
2R & 8@ helpdesk.wosool.gov.om/Ticket/1034 & O & >
Jeaa 8 - o

@ = Wosool HelpDesk —

@ Tekes EeEm oo

DETAILS
... | ore..

((write subject here)) now the ticket is successfully created SED New
"mention ticket details here"
Briority Normal
Reply... Category Genersl / General issues
From: test test / NRAA
The ticket has been assigned to technician: Devinder Newgen Via: WebApp
Ozacazs .
Assigned to Devinder Newgen
Due date has been changed: 1/27/2022 10:50 AM
Date: 1/24/2022 10:50 AM
Ozacazs
— Due: 12772022 10:50 AM &
New ticket submitted via Web app
Start date:
Gsecago
Close Date:
Other riarity. Medium
Ticket Type Defects\Bugs

Architecture :

Build

o 35 4

After clicking on (All) you will now see the ticket that you raised appear among the other tickets.
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- a
v + X Wosool HelpDesk @ |x lebsis i il Slalall ¥ | X 03] o EN

)
*
%
®
w
-
2
=)

e 9 & >

... B o oo
Ticket categories SUBJECT PRIORITY  STATUS  DATE DUE TECH UPDATED - OTHERPRIORITY [
All categories 546 (@write subject here)) <@l And here is the ticket that we have created Normal ™ 1 min 1/27/2022 Deinder - o
testtest B General - General issues progress  ago 10:50AM  Newgen 5
CORMS 320
Caprure &l selected file is not saved when | move to other tab - wosoolmof [ e ] [criico JR 6 min VR (XS Bainam Medium O
CORMS - Capture #1033 ago 1046AM  Newgen B U
Delegation )
Dispatch 19
upload letter issue [ - [ upaby cust] [crc- Vesteraay 12612022 Menss  sminago e o
Draft Letcer / Meme 108 CORMS - Draft Lester [ Memo. #1011 1036AM  Newgen (m-alman
Easy Search 3
capture physical attachment [ v ] 26 min 1727/2022  Manas -
General Error 3 i —— iy HiBD New o 1075AM  Newgen  21Minago Megium [m}
Ms-Addins 13
Notifications 16 easy search 1/27/2022  Devinder 1 hrsago
RMS - Easy Search [ED e 2MS3E0  pyiaM Newgen  (ama) MecU [m}
Reassignment 16
Reports 5 department is "finance” in audited procedure request [ < I, - thrsago /272022 Devinder Medium 0
RMS - Make request #1031 8 0 galAM Newgen ez U
Search 17
Template 3
upload msg attachments = New Thssgo gl MARES o Medium m}
Use and Access s CORMS - Draf Letzer / Memo #1030 927AM  Newgen
User Profile 1
easy search is not working in CORMS and RMS 1/27/2022  Manas
Wosool Sign & CORMS - Easy Search 21029 8" e TP gq0aM Newgen | S0 Heaium
E-Delivery 5
Not Receiving Messages 1 link type of the attachment [ ew ] e - Vesterasy V252022 Deinder R o
RMS - Uss and Accsz #1024 336PM  Newgen

10:52 AM
1/24/2022

Hl il > ENG
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Searching & Updating the Tickets
Step 1: Search Bar

To search for a specific ticket you just go to the search bar and type the ticket number.

~ + X Wosool HelpDesk @ | x by il olalall & | % (o o IEN
A * 7w 8@ 2 howAll @ O & >

& == Wosool HelpDesk -

. [ cc: R WW‘

@ Tickets
Ticket categories SUBJECT PRIORTY STATUS  DATE DUE TeCH UPDATED ~ OTHERPRIORTY (]
i i j upa
All categories 546 ((write subject here)) Normal "™ 1 min VTR TS o - o
e #1028 progress  ago 1050AM  Newgen O
corms 320
G &l = [ - ] 6 12772022 W
selected file is not saved when | move to other tab - wosoolmof o min lanas -
ew 5minago Wegium 0
CORMS - Caprure #1023 2g0 1046AM  Newgen O
Delegation 9
Dispatch 19
upload letter issue o 12602022 Manas 9 minago -
ew Vesterday ) Medium 0
Draft Letter / Memo 108 CORMS - Drat Lectr  Memo #1011 1036AM  Newgen  (m-aimanrual O
Easy Search 3
capture physical attachment s 26 min 127/2022  Manas -
General Error EL] e bl New - 1025AM  Newgen  21Minam Megium [m}
MS-Addins 3
e new | upd 112772022 Devinds .
Notifications 16 easy search ) ooEEn - Pra— evnder 1 nrsago e -
. RS - Easy Search #1025 S1AM  Newgen (rauma) O
Reassignment 6
Reports 2 department is "finance" in audited procedure request = 112772022 Devinger -
Hign New 1hrsego 1 hrsogo Medium [m)
RS - Miake request #1031 941AM  Newgen O
Search 17
U : [ - ] 12772022 M
LpIcaITSeatachin St Hign New 1 hrsago N hsago Medium 0
Use and Access B CORMS - Draf: Letter/ Memo #1020 927AM  Newgen O
User Profile 1
easy search is not working in CORMS and RMS 11272022 Manas -
Ul B CORMS - Easy Search Pre e TP gi0AM Newgen | ME° Hedium 0
E-Delivery B
Not Receiving Messages 1 link type of the attachment Hign New Vesterasy 282022 Devinder -y ay Megium 0
RS- Use anc Access #1020 336PM  Newgen O

10:52 AM
1/24/2022

Tl >

Search Bar
Step 2: Closing & Validation

To close a ticket you simply click in (Close Ticket), make sure the issue is solved and tested.

@ =5 Wosool HelpDesk ——
- Q, search... {or ticket ID)

& Tickets Knowled

DETAILS
v Gose ks wore.

. #1032 New
capture physical attachment
when the user wants to add unscanned/physical items, the system forces him to upload but they cannot. please allow . )
users to add physical attachments without upload. so if phyisical type, make it optional to upload/add the document. Eriotit High
[ I A appwns0ol gou st act o ma s e g Dok @ D)
. B 0 - o Category: CORMS / Capture s
L e et R From Marya Al Siyabi 7 NRAA
In- aaac o SR R © 0 = SCcCoew . = a ® - a
ol- gl & via: Webapp
[=}
| = = Assigned to: Manas Newgen
Sl <
"‘ L] Date: 1/24/2022 10:25 AM
Ankit Katoch ; | * iallpiga &=
Akt Katoch . L Due: 1/27/2022 10:25 AM &
Newgen Cepartment T %
Newgen Test O MOF . o
Minkstry of Finance AR = = Q Time spent: 00:04:38 1 -
Wed Jan 19 12:20.06 GST 2022 2
| Y
- * Start date:
s .
Run "’ Close Date:

Ticket Action 1
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Re-open:

If the same issue recurred or you accidently closed the ticket, you can reopen it as shown below.

: =22 Wosool HelpDesk =

A BB oo

DETAILS

’ #1030 Closed upd by cust
upload msg file
i tried to upload msg file as attachment but see how it appears in the body of the email .
Priority: High
Category CORMS / Draft Letter / Memo
From zamzam NRAA / NRAA
e Wia: WebApp
Assigned to: Manas Newgen
Reply...
Date: 1/24/2022 9:27 AM
Due: 1/27/2022 9:27 AM &
Rasha Al Mahfoodi
The ticket has been closed iR 00:06:57 K
2/6/2022 11:24 AM
Start date: 1/27/2022 12:27 PM
Devinder Newgen
Replicate With NRAA/BIT Close Date 2/6/2022 11:34 AM

Ticket Action 2

Validation:

To validate and change the status of the ticket accordingly from the options given below, if the

ticket is resolved you just close it.

=== @ =5 Wosool HelpDesk

2 Tickets

0 e -l

assigned to operator

capture physical :

Deferred
when the user wants tc Mot Fied tems, the system forces him to ug
users to add physical af oF e . s0 if phyisical type. make it optiq
X ™ A W G 2 o Pending appu
- Mharya Tes tser 0
- = Pending Verification

B -

' S = Replicate With NRAABIT 1] — SO Cc = w H _
- ®
-

Page 12 of 17
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More options:

Here you can delete, share, print or make an action accordingly

= @ =2 Wosool HelpDesk

&2 Tickets

more options...

n + Close ticket m

capture physical attachment Edit...

when the user wants to add unscanned/physical items, the system forces himtoL  pajete

users to add physical attachments without upload. so if phyisical type, make it opt T

P AR ur WM o ap
»  owenese € o [EEEED @ Forward ticket by email...
-_ e Share...
i 0 %@ q ¢ ol SN [ F] 0 2Cew .
- Print...
e |
- _ Clone ticket
: Close as duplicate...
= L]
. Merge...
Ankit Katoch <
L4 Link...
Ankit Katoch F
Mewgen Department Manager T Create a new linked ticket...
Newgen Test OU MOF |
Ministry of Finance AR

Wad Jan 18 12:20:08 G 8T 2022 Make subticket of...

=

- Create a new subticket...

Convert to a reply in another ticket...

Page 13 of 17
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Lost password guide
In case the user forgot their password, they should follow the next steps.

Step 1: Login

From the login page, Click on (Lost Password).

Login

nraatesﬂ

Lost Password

Step 2: Email Verification

Enter the registered Wosool Helpdesk email.

r Joog
(5' Py
LOST PASSWORD

Return to login page

Jatwall il pahll hani
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Step 2.1 Type your email

After entering the email click (Send email) then an email will be sent to reset your password.

example@gov.om

Step 2.2 Confirm the email

Go to your email and open the email with "Helpdesk password recovery” subject than click the link

that sent to you.

-
v + | x adfswosoolgovom @ | X Wosool HelpDesk - Helpdesk So' €% | x lghi3is a5 il Cililall & X Mail & =

2 R A 9 o mail nraa.gov.om/owa/#path=/mail &

>
_1
4

Search Mail and People O @ Mew|v {0 Delete 5 Archive Junk|v Sweep Moveto v  Categeries ¥
- 3lg ddde Filter ~ HelpDesk password recovery
wosool.noreply
HelpDesk password recovery 7:28 AM reply S Replyall | v
-=--reply above this line-- You or someon.
A Yesterday
¥ ulaale = Action Items o)

an email from wosool helpdesk will be recived

‘You or someone else has requested a password reminder to the helpdesk app. Please follow this link to login and change your password.
http:/1 vosool.gov om/User/Autologin?

Lol username=nraatest&email=test center%40nraa gov.om&userHash=23ebbf21b3b58db6fc Th9a 156dd891eg&ReturnUri=http%%3a%2f%2fhelpde
e k wosool gov.om%2%2fUser%2fProfile%3fpsw%3d1%26resetHash%3d707 ad0d37d14a0eb96a336834a510225

oo 3 g Sl

Clizse RES

open the link that has been sent to you

Page 15 of 17
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Step 2.3 Enter new password

Once you click on the link, you will be redirected to Wosool Helpdesk and automatically will asked

you to enter a new password and confirm it.

2% A8 helpdesk l.gov.om//U psw=18iresetHash=707ad0d37d1 0225 @ O

CHANGE PASSWORD
New password: password

Confirm new password: password

w2 & allgd " NEA Sl o oe T

Step 2.4 Done!

Finally once the password you entered is confirmed you will receive a notification that you have

successfully changed the password.

P AR K8 #E o helpdesk.wosool.gov.om/User/Profile/34 & O >

[ [

The password has been changed successfully ‘

@ === Wosool HelpDesk

&
*Username: nraatest *Email: test.center@nraa.gov.om
First name: test Last name: test
Phone number: Phone number Location: Location
Company: Department:
Lenguage (defaulty v Time zone @ (defautt) -
Qutof office
Dark Ul theme

Greeting when adding 3 reply ("HI", "Hello”, etc)

7:50 AM
1/25/2022

0[] il 2 ENG
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