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HALO Project 
Tracking System
AKA: New Ticket System
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Beginning January 6th

Hope will transition to 
a new ticket system.

i up ts .o rg  w i l l  no  longer  be  ava i lab le  
a f te r  th i s  da te .

2
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supportticket.hopeability.org
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• Click “Sign in with 
Office 365”

• Log-in with your 
hopeability username 
and password (the 
same information you 
use to log-in into 
email or a work 
computer).
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After Signing In…
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There be 2 options to choose from:
 New Tickets:

 Click here when you need to 
submit a new ticket for 
yourself, site, or a direct 
report.

 My Issues & Requests:
 Click here to check on 

previously submitted tickets.
 Notes and updates can be 

viewed here.
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Submitting a Ticket
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There will be two options:
Technology & Other NeedsFacilities
 Hope-Issued Computer or 

Printer problems
 Residential Home Issues 

(Examples: Chipped Paint, 
broken window, broken 
furniture or appliances)

 Internet issue at residential 
homes or office buildings

 Office Building Needs 
(Examples: large 
items/furniture moved, lights 
need replaced, painting)

 Hope-Issued cell phone 
issues

 Relocation of rooms (after 
approval)

 New employee needs

��������	
��������������������	��� ����	���������
��� ��������������
��	��	
�������	
�� ������
������������������������������������������ ��
��
��������������������� ��������	!����	����� �����������"�



Click to edit Master title style

6

Required Information: Part 1
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There will be form that needs to be completed for the ticket to be submitted and sent to the appropriate 
location. 

 Please be as specific as possible when entering a description.
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Required Information: Part 2
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 In addition to site address, the location of the issue is required.  Examples are included in the text box.  
If referring to an individual's bedroom, please use initials. 

 Providing the contact number and “best time to reach” is important as staff and sites have varying 
schedules.
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Optional Information
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 You may add your supervisor’s name or additional contacts. This would be helpful if you 
may not be available to answer questions.

 Attachments, such as pictures or files, can be added which could help with solving tickets in 
a timelier manner.
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Submit
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Once all the required 
information is completed and 
any additional information is 
included, it is time to submit 
your ticket.

Click on the light blue “submit” 
button at the bottom of the 
form.
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What Happens Next?
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1. After submitting a ticket, it will be assigned to the appropriate staff.
2. Once reviewed or scheduled the status will be changed.

a. New
b. In Progress
c. Scheduled
d. Closed/Completed
e. Awaiting Third Party
f. Awaiting User Response: If a ticket is “Awaiting User Response” it is important to respond 

to the message once received. Any ticket that has not received a response will 
automatically be marked as “closed” after 7 business days.

3. Notes or messages can be sent for information clarification or to schedule appointments. 
These notes can be found and replied to in HALO or by responding to the email.



Click to edit Master title style

11

My Issues & Requests
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 Only your submitted tickets will 
be available for review.

 There are 4 categories:
 Open Tickets: Tickets that 

were submitted but not closed. 
 Awaiting Input: Tickets that 

need a response from you.  
This maybe a request for more 
information or to schedule an 
appointment.

 Closed Tickets: These are 
tickets that have been solved.

 All Tickets: A listing of open 
and closed tickets.
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Responding to a Ticket

Option 1: HALO
1. Click on the ticket.
2. Read the entry.
3. Click on the blue 

“Add Note” button 
to respond.

4. Type your 
message and if 
necessary, add an 
attachment.

5. Click light blue 
“submit” button

Option 2: Email
You will receive an 
email for ticket 
updates. Reply to the 
email directly.  Your 
repsonse will 
automatically be 
logged into the HALO 
system.
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Things to Remember:
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 Tickets are not always responded to in the order they are received. Why? 
 Emergencies
 Some require approval
 Other obligations
 PTO/Holidays-especially utilizing a third party 

 If a ticket is “Awaiting User Response” for longer than 7 business days, it will be marked as 
closed.

 Password resets are not to be put in the ticket system.  Please refer the provided infographic 
if you need a password reset. (Attached below and available through Administrative 
Services)

 BLAST is working on creating a shortcut for the Hope-issued iPhones, but this may not be in 
place on January 6th . You will be able to use your web browser on your phone to log in.
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Password Resets
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Questions?

Please contact:
Shelbie Eshleman
Director of Administrative Services, Facilities, & Technology
seshleman@hopeability.org


