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Online Support for the HOMES Help Desk Web Site

To access the HOMES Help Desk web site, type http://www.homeshelp.army.mil/ into the Address bar as shown below, and hit Enter on your keyboard.  It is a good idea to bookmark this page for future use.  To bookmark the page:

· Internet Explorer users should click on ‘Favorites’ at the top of the browser, then ‘Add to favorites’ in the drop-down menu.  

· Netscape users should click on ‘Bookmarks’ and then ‘Add Bookmark’ in the drop-down menu.  

Now if you click on ‘Favorites’ or ‘Bookmarks,’ you will see an entry for HOMES Help Desk that will always return you to this site.


Submit a Ticket

If you would like to electronically send a call ticket to the HOMES HelpDesk, click the button labeled ‘Submit a Ticket’ on your screen and follow these steps:

1. Enter the UserID and Password issued to you by the HOMES HelpDesk.  If you do not know your UserID and Password, contact your HOMES administrator.

2. Once you have logged on, you will see a listing for all of the calls submitted to the HelpDesk from your site.  Check to see if the problem you are having has not already been reported.
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To Check on the status for a call, Scroll down on this page
To Subrmit a Ticket to the HOMES Help Desk, Click on 'Add Call Record below:
To Search the Help Desk Knowledgebase, Click on First Level Support' below:

First Level Support | Add Call Record
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3. Click on ‘Add Call Record’ and you will see a form on a new screen.

4. Enter your Name and Call Description in the corresponding boxes and click ‘Submit’ to create the call record.  Be sure to put as much detail as possible in the Call Description field, i.e. specific error messages and screen numbers.
5. You will be given confirmation on the next screen with the following message, “Call Record 12345678 created for user Your Site.”
6. If you would like to review the call you just created, click on the Call Record number in the message on the previous step.  If you would like to create another call ticket, click on ‘Add Call Record’ and follow steps 4 – 6.  You may now browse to any other area of the web site using the navigation bar at the top of the screen.

Call Status

If you would like to check on the current status of a call ticket or see the call history for your site, Click on ‘Technical Support’ at the top of your screen and then select ‘Call Status’ in the frame on the left of your screen.  Now follow these steps:

1. Enter the UserID and Password issued to you by the HOMES HelpDesk.  If you do not know your UserID and Password, contact your HOMES administrator.

2. Once you have logged on, you will see a listing for all of the calls submitted to the HelpDesk from your site.  Scroll through this list to find the call you have a question about.  Click on the Call Reference Number for more detailed information about any particular call.

3. You can filter the calls displayed by changing the call options at the beginning of the list.  For example, you can choose ‘Open’ from the drop-down menu and click ‘Get Calls’ if you want to see only the calls that are currently open.

Knowledge Base

If you would like to search through the help desk’s library of support information, Click on ‘Technical Support’ at the top of your screen and then select ‘Knowledge Base’ in the frame on the left of your screen.  Now follow these steps:

1. Enter the UserID and Password issued to you by the HOMES HelpDesk.  If you do not know your UserID and Password, contact your HOMES administrator.

2. Click on ‘First Level Support’.  This will bring you to the Knowledge Base search screen where you will have two options for locating HOMES related information:
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For information aboLt a previously identified solution, erter aword or phrase in the box below and click on the
Search button

Search For:

[BoF Search

Help About Searching

Add Call Record | Call Record List

Topics

HOMES Army Housing
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3. Your first option is to enter a word or phrase you are interested in and click ‘Search.’  Your search results will be listed in order of relevance, the most relevant at the top.

4. Next, click on the topic that best matches your question or click on ‘New Query’ at the top of the list to begin a new search.

5. Another option for searching is to return to the Knowledge Base search screen and click on ‘HOMES Army Housing’ towards the bottom of your screen.  This will list the information by topics as you continue to narrow your search to the information you need.  

Address Bar





Favorites





Click here to search the knowledge base





Click here to submit a trouble ticket





Scroll down to view call history





Enter a word or phrase to search the knowledge base …





… or click on a topic to browse the knowledge base
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