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Empowering libraries. Empowering communities.

WLS IT Support Desk

SOLARWINDS HOW-TO & REVIEW




WLS IT Support Access

Use the SolarWinds Portal

1. Go to https://westls.samanage.com

2. Choose Sign in with Google. -

3. Enter your WLS or library email and password o

4. Click Sign in and follow the prompts.
The SolarWinds home screen displays.

You can also contact support through email or phone.
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https://westls.samanage.com

Navigation

New Ticket

* My Account
* Welcome Screen
* Left Navigation
* Incident or Service Request?
Incidents are unplanned
* Service Requests are planned

Service Request

e submit an Incident

or Service Request, or feel free to browse our Knowledge Base!

2 My Requests E Popular Services

m New Laptop Request
Hardware - Laptop

Request

| want to add an access point. Wireless is down.
| forgot my password. Please reset it. | can't get into my Evergreen account.
Please set my EG Sunday hours to 10-5 Patrons didn't get phone call notices : * . WeSfC heSier

yesterday. Eg. Smith, 21012300030450 *LIBRARY SYSTEM



Search the Knowledge Base

* Knowledge Base . || [
AII Amcles
. B AAAAA icles
ro W S e Account Management Popular ¥ Q,
* Search
Digital Resource Closed Dates Editor
* Rate articles
Evergreen Patron Display
* Search All
. Evergreen Chec kout
* Incidents
Evergreen Navi gation

* Service Requests

* Knowledge Base & westchester
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Service Request Ticket
* Free text request
Coming soon:
* Forms for common requests
* New employee account =

* Add or remove equipment
* Evergreen Hours of
Operation change
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Incident Ticket

Subject

Description
Category>Subcategory
Site

Attachments

Requester (Emall or Name)
Janie

Add CC
Subject

Patron Removed from Evergreen??
Description
Hi,

I looked up patron Allison Demo (21038300030470) yesterday and now she isn't in Evergreen anymore! Her record should still
be there!

Help!

Thanks,

Janie, BDV
Category * | Evergreen v site | BDV
Subcategory | Circulation v Department | select

Attachments (right-click to download)
Maximum allowed file size is 25 MB

&) evergreen-patron-search-no-results.PNG

O Choose from Computer Q;& Choose from Dropbox




Ticket Details

Via email or the online portal, send one request with RELATED issues
 Forexample, “3 examples of an item not circulating correctly” in one email
* Not “The OPACis not working, can’t edit a note, holds not trapping”
Please include:
* Atextdescription of what you were trying to do
when the trouble occurred, ESPECIALLY,

* |tem name and barcode ID

* Patron name and barcode ID

* Title name and Title Control Number (TCN)

* A screenshotof relevant display or the error message . e

you received, preferably by using the Snipping tool. : .‘. weiicl'lsegiel\:\'
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TI C ket P roce SS Incident #29 | can't log in to Evergreen! inbox x

WLS HelpDesk
### Your incident was received [#29] ### Reply above this line to add a comme

* Track progressin SWSD

WLS HelpDesk
O r e m a i I A+ Allison Midgley commented on incident [#29] ### Reply above this line to a
. L] L] L] [ ]
Recelve nOtIflcatIOnS WLS HelpDesk via samanage.com
tome ~

* Ticket creation
 Comments/Activity
* Resolution

* Survey

‘ Allison Midgley resolved incident #29
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Helpdesk Contacts

For Library Staff

* Logintothe portal

 Email support@wlsmail.org

e (Call the helpdesk

Patrons may reach out to their local
library for assistance.
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