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TBC Helpdesk User Instructions 
 
The following instructions will guide users through the process of logging into the TBC 
Helpdesk website and completing a Helpdesk ticket. 

An incident will not be recognized as occurring or as having occurred until an IT Help 
Desk ticket has been opened, reporting the details of the issue that is impacting an IT 
department supported system or service. 

 

Logging Into the Helpdesk 
 
The TBC Helpdesk can be accessed using any web browser on a device that has Internet 
access, including school computers and iPads, personal home computers, smartphones, and 
tablets. 
 
To access the Helpdesk, open your browser of choice and type in the following URL address... 

https://helpdesk.tbcdsb.on.ca 
 

*Note: you need to type the “https://” portion as well, if you are using a device that is on a 
network outside the school. 
 

 
 
Once the TBC Helpdesk web page is open, you will be prompted to enter a username and 
password in order to log in… 
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Username 
You will be using your Active Directory (AD) user credentials to log into the site.  This is the 
account you use to log into board computers in secondary schools.  For those unfamiliar 
with the TBCDSB AD user account information, the following standards are used for staff… 
 

Staff user names are built by: 
(1)  If last name is hyphenated, truncate at hyphen 
(2)  Strip all non [a-z,A-Z] characters (‘,-,<SPACE>,etc.) 
(3)  Localize to ASCII (no foreign characters or accents) 
(4)  Concatenate FirstInitial+Lastname and truncate result at 20 characters. 
(5)  Check for uniqueness. If not unique, either append ascending numeral(s) if result < 20 

characters OR replace end character(s) with ascending numerals to maintain 20 
character limit 

 
E.g. John Doe = jdoe 
 Shelly Smith-Roy = ssmith (truncate at hyphen) 
 Sam Smith = smith2 (numeric suffix to differentiate duplicates) 
 Theodore Ottovordemgentschenfelde = tottovordemgentschen (max 20 characters) 

 

Password 
Passwords for existing secondary staff have already personalized and will be the same as 
what you use to log into your networked computers.  For new staff and for elementary staff 
that have been recently added to AD, the default password will be the letters “tbc” followed 
by your employee number. 
 
 
*Note: The forgot password button will only work after you log into the Helpdesk for the first 
time.  If you cannot remember your password you will need to call contact your local technician 
or the IT department in order to reset your password. 
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Profile 
 
Upon logging in for the first time, you will be directed to the “Profile”  tab of the site.  Please 
ensure you fill out as much information as possible in the profile in order to assist with 
supporting you efficiently. 
 

 
As indicated, the First Name, Last Name, and e-Mail, and Location are required fields.  Your 
first name and last name should be auto populated by Active Directory. 
 
The e-Mail will also be pre-populated with the @tbcschools.ca Gmail e-Mail.  If you are not 
currently utilizing your @tbcschools.ca e-Mail, please update the e-Mail address with your main 
e-Mail address. 
 
*Note: It is critical to ensure your e-Mail address is correct in order to get e-Mail confirmations 
of submitted tickets, ticket update notifications, and ticket closure notifications. 
 
Adding a Phone number to your profile will assist technicians in being able to contact you 
effectively by telephone, if required. 
 
Location is required and should be pre-populated with your school or building name.  Update 
this field as required to identify the building you are working out of. 
 
Room is important for helping the technicians identify where the issue is located precisely in the 
building.  Updating this in your profile will provide a default room for all your tickets. 
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*Note: You are able to change the Location and Room information within a ticket.  These 
values are your default normal building and room information for when you open a ticket. 

 

Ticket Requests 
 

After your initial log in to the system (when you are directed to your profile initially), future logins 
will bring you directly to the “Request” page. 
 

 
 
By far the most critical information in your ticket submission is the Request Type and Request 
Detail information.  These are mandatory fields that must be completed. 

Request Type 
There are two drop-down selection boxes for the request type.  Both boxes must be selected to 
provide a main category and then subcategory that your ticket relates to.  These categories are 
reasonably broad and give an indication to the technicians as to how to handle your request and 
who may be assigned your ticket. 
 
*Note: The technicians can and will change your category or subcategory if they deem that it is 
misclassified. 

Instructions 
The instruction field provides users information as they move through the ticket fields.  There is 
also valuable information identified by mousing over (hover your mouse pointer over the field 

and pause until additional helper text appears) the icons located in the ticket. 

Request Detail 
In this section, please provide a verbose description of your issue.  Information such as what 
initiated the problem, if the issue is repeatable and details on how, is the problem intermittent or 
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continuous, any testing results that may assist the technicians in resolving the issue, error 
messages that are received, steps that have already been taken to resolve the issue. 

Serial Number and Asset Tag 
At this time, these are “best effort” entries, if available provide them in ticket, if not readily 
available, leave the fields blank.  It is very helpful for the technician to have the serial number if 
easily found on the piece of equipment.  Starting in the spring of 2015, and hopefully completed 
by the end of the year, asset tags will be used to inventory all electronic devices owned by the 
Board.  Eventually, the asset tag will be the best means of identifying equipment when 
requesting support. 

Location and Room 
This information will be pre-populated with your building name and the room that you identified 
in your profile.  You are able to, and should, change this information if your issue is not located 
in the room defined in your default settings. 

Priority 
There are 4 priority levels that you can assign to your ticket (Urgent, High, Medium, Low). To 
the right of the priority level, the Mean Time to Restore Service (MTRS) is listed in days.  Apply 
the appropriate level of importance for the issue.   
 
*Note: The technicians can and will change your priority if they deem that it is misclassified. 
*Note: Health and safety concerns should be flagged as urgent and in addition to submitting a 
ticket your supervisor should be notified immediately. 

Select Assets 
The Select Assets section at this time is a “best effort” section.  Eventually, when the all 
devices are inventoried at the Board, this will be a critical section.  If you see an asset assigned 
to you and that is the device that is causing you issues, you can attach it. 
 

 
If you do not see a device listed already, then you can use the Model section to identify the type 
of device and Model if listed. 
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As mentioned, this section is not required at this time and users can simply enter the information 
about their device into the Request Detail section. 
 

 

Ticket History 
 

Users can use Ticket History to review past and open tickets. 
 

 
 

FAQ 
 

The Frequently Asked Question section will be used to provide question with answer style 
assistance for users.  As we progress with usage of the Helpdesk, this section will be populated 
with common issues and their corresponding solutions.  Users can utilize this section for self-
help before submitting a ticket.  FAQs will also appear as you are filling out tickets if they have 
any common themes. 

 

Messages 
 

This section will be used to post important messages to users from the IT department.  Eg. if we 
have a system outage, we will post details in the Messages section to identify to users that there 
are known issues on the network that we are working on. 


