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Welcome to the Parent Helpdesk,

As you may know, Edison Public Schools has invested in the creation of a new Parent Helpdesk and Support Solution. This decision is
explicitly designed to improve our responsiveness to issues you report and continuously improve our service levels and our customers
satisfaction.

Benefits of the Parent Helpdesk

The helpdesk now enables us, and you, to track every incident you report to
us.

We will now have both a holistic and granular understanding of the volume
of your inquiries, suggestions and complaints, as well as the appropriate
content and classification of each. This data helps us prioritize our efforts to
better meet the needs of our parents.

Every call, email or web contact is ticketed and your reported issue is either handled on the spot by our support personnel or escalated,
as needed to the appropriate department. When your issue needs to be escalated, we make every effort to ensure it is properly vetted,
prioritized and sent to the right member of our team who can help you.

Our Parent Helpdesk is designed for quality. We want to make sure that none of your issues get lost in the shuffle, that you receive
timely updates on our progress either via our helpdesk solution, email or phone and that your issues are addressed and resolved as
quickly and accurately as possible.

Measuring Our Quality Improvement

We are committed to continuously improving your satisfaction with our customer service and support.
We want to make it as easy as possible for you to use our application and get help when you need it. We will continually:

1. Make sure you have a good understanding of the parent helpdesk and support solution by posting instructions and ‘how to’
videos so you better understand how to use the application and what to expect the from us.

2. Take advantage of our website and online support site to easily get answers yourself for many of your commonly asked

questions.

Evaluate the access our customers need and expand our helpdesk support to cover additional departments.

Continually monitor and review analytics in an effort to provide more efficient support.

5. Continually expand the Parent Helpdesk to better support our Edison Public School community
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As of July 2021, our Parent Helpdesk and Support Solution has following modules to support your needs: (clink on the department
name to access the respective helpdesk)

e Technology Department

e Enrollment Department

e Transportation Department

e Special Education Department

e  Food Service /Maschio’s Support

In addition, you can also access the Parent Helpdesk via the district’s website: www.edison.k12.nj.us



https://edisonk12.incidentiq.com/login
https://edisonk12.incidentiq.com/guest/JXW3TDM5/edison-public-schools-support?step=issue#top
https://edisonk12.incidentiq.com/guest/JXW3TDM5/edison-public-schools-support?step=issue#top
https://edisonk12.incidentiq.com/guest/JXW3TDM5/edison-public-schools-support?step=issue#top
https://edisonk12.incidentiq.com/guest/JXW3TDM5/edison-public-schools-support?step=issue#top

Parent Helpdesk and Support Solution Instructions and ‘How To’ Videos

The following are frequently asked questions & instructional videos for your reference

1. Whatis the Parent Helpdesk?
a. The Parent Helpdesk and Support Solution is a single point of contact where parents can submit a request for
support
b. Please see below a short overview video of the Parent Helpdesk Portal
2. How do | access the portal?
a. There are multiple ways to access the Parent Helpdesk
i. Viathe district, www.edison.k12.nj.us or your child’s school homepage
ii. Viaa mobile app
1. Apple 10S Device: https://apps.apple.com/us/app/incident-iq/id1191272202
2. Android:https://play.google.com/store/apps/details?id=com.incidentiq.mobile&hl=en US&gl=US
3. Canlcall a phone number for support?
a. Yes

i. For the Enrollment Department Helpdesk, please call 732-452-4570
ii. For the Technology Department Helpdesk, please call 732-452-4998
iii. Forthe Transportation Department helpdesk, please call 732-452-4560
4. Iflcall, will a ticket be submitted within the helpdesk portal so | can track its progress
a. Yes, our customer support personal will enter a helpdesk ticket on your behalf, once this is done, you can track the
ticket from within the portal or via email updates
5. If I am having problems with the helpdesk portal, can | email my request to start my inquiry
a. Yes,
i. To email the Enrollment Helpdesk: genesis.help@edison.k12.nj.us
ii. To email the technology Helpdesk: helpdesk@edison.k12.nj.us
iii. To email the Transportation helpdesk: transportation.help@edison.k12.nj.us
iv. To email the Food Service helpdesk: food.service@edison.k12.nj.us
6. How long before my ticket gets addressed
a. Edison Public Schools is committed to acknowledge your support request within 24-hours or the next business day
(if your request is received during a weekend or holiday)
b. Edison Public Schools is committed to resolve your inquiry as quickly as possible, but unfortunately given the
dynamic nature of inquiries we cannot commit to a resolution timeframe

Edison Public Schools Parent Helpdesk and Support Solution’s Introduction & ‘How To’ Videos — click the link below

e Enrollment, Transportation, Special Education, & Food Service Helpdesk Support Videos
o Introduction to Incident IQ and Parent Helpdesk and Support instructional video

e Technology Department Helpdesk Support Videos
o Introduction to Incident IQ and Edison Public School’s Helpdesk Portal
o Incident 1Q and Edison Public School’s Helpdesk Portal for Student and Staff Login Information
o Incident 1Q and Edison Public School’s Helpdesk Portal via an Apple iPad or mobile device



http://www.edison.k12.nj.us/
https://apps.apple.com/us/app/incident-iq/id1191272202
https://play.google.com/store/apps/details?id=com.incidentiq.mobile&hl=en_US&gl=US
mailto:genesis.help@edison.k12.nj.us
mailto:helpdesk@edison.k12.nj.us
mailto:transportation.help@edison.k12.nj.us
mailto:food.service@edison.k12.nj.us
https://youtu.be/GY64f9H2Buk
https://youtu.be/WG0JThyzjv4
https://www.youtube.com/watch?v=_p0x40gwHwI
https://youtu.be/w9L43vLd1yk

