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General

e Labels - Label clarity has been enhanced for all labels generated within the
system.

Assets
e Edit Assets-

o We now support Dymo Label size 1”x 2 &”. A drop down option will
now appear when to select Label Size. This option is not available for
the Legacy Print Label.

Print Label

Select Label: Single Asset ID
Single Asset SN
Double Asset ID with Assignee
Double Asset ID with Assignee ID
Double Asset SN with Assignee
Double Asset SN with Assignee ID
Double Asset ID and SN

Select Printer: | bymo LabelWiiter 550

Label Size: 1x2-1/8

o

o Labels that include assignee information will now be disabled if an
asset does not have an assigned user.

Print Label

Select Label: O Single Asset ID

) Single Assel SN
Double Asset ID with Assignee
Double Asset ID with Assignee ID
Double Asset SN with Assignee
Double Asset SN with Assignee ID

T DOUDIE ASSET D and SN

SellzEl AR | Dymo LabelWriter 550

Label Size:

| 1-1/8x3-1/2

ki
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Student
e Edit Student - We now support Dymo Label size 1”x 2 ¥8”. A drop down

option will now appear when to select Label Size.

Print Label

Select Label: @ Single Student ID

Select Printer: B
Dymo LabelWriter 550 % W

Label Size:

1x2-1/8 X v

Staff
e Edit Staff- We now support Dymo Label size 1”x 2 ¥8”. A drop down option

will now appear when to select Label Size.

Print Label

Select Label: ® Single Staff ID

Select Printer: .
Dymo LabelWriter 550 % v

Label Size:
1x2-1/8 XV
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Locations
e Edit Locations - We now support Dymo Label size 1"x 2 ¥&”. A drop down
option will now appear when to select Label Size.

Print Label

Select Label: @ Single Location ID

Select Printer: B
Dymo Labelwriter 550 % v

Label Size:
1x2-1/8 XV

O

Invoices
e Add Invoice- When entering a new invoice if a required field is skipped, it
will alert you to the missed field and won’t save until the required field has
been input.

e Edit Invoice- Only Admin users will have the ability to delete an Invoice. The
option to delete has been removed from other user roles.
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Settings
e System > Rules -

o You can now easily clone previously configured rules. A "Save and
Clone" button has been added to both the top right and bottom left
of the existing rule screen. Select Save and Clone on an existing rule.
All information from the original rule will be duplicated, except for
the Rule Name. Enter a new Rule Name, make any necessary
changes, and click Save.

Edit Rule v Save | v Saveand Clone I
Changes to this section will reset conditions, modifications, and other actions
Module * ‘ Tickets ‘
Rule Name * ‘ Send update email to assigned by user ‘
Description
Event * ‘ Ticket is Updated X v ‘
Priority * ‘ 1 ‘
Enabled o
— Conditions

or

And

Condition Field

Actions
— Modifications
Action
— Notifications
--------------------------------------------------------------------------------------
H jon* :
Action 8 1 Action send Update Email to Assigned User X v ‘ !

v Save I v Save and Clone I

o A clone option has also been added to the Rules manage page.

M & Home > System Properties > Rules 3 wica @ [+

Rule(s) shoving o orecres ¥y viows J{ -+ Adetow
! |

& Refresh Column Finder v 'QageSize 50 v

View Applied: Standard

Rule Name s Description . . . Enabled  + CreatedDate Modified Date ¢ “ctions
Select Select Select Select [ Yes [(JNo Select Select Xt ar

Customer Satisfaction Survey, This rule will rigger a survey Tickets 1 Yes 10/24/2023,7:56 PM 9/3/2025, 5:09 PM “ & v

Asset Type Critical Tickets 1 Yes 10/27/2023,1242PM  10/29/2024, 3:22 PM ¢ a v

Asset move Assets 1 Yes 2/14/2025, 9:27 AM 3/7/2025,11:06 AM © v
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Knowledge Base

The Knowledge Base (KB) feature enhances the Help Desk module by allowing
organizations to create, manage, and display helpful resources directly within the
ticketing workflow. These articles can be internal documents or links to external
resources and are designed to improve support efficiency and end-user

self-service.

Knowledge Base articles can be viewed from the option located under Help Desk.
You can Download and/or Print from each of the articles

Iy, ONE TO ONE

B & Home > MyTicket > Knowledge Base

M| Locations

Knowledge Base Showingall 5 records

2 Help Desk ‘
Manage 2}
View Applied: Standard Modified
My Tickets 0
My Queues 0
Select Select Select Select
Email Tickets [
Step 1: Go to the Login
Add New 2} Page
KB-8 Reset Passwor d Steps to reset password d h
; systes
Submit Ticket [ will see fields for your...
Bulk Update a g Clear your cache by
KB-7 Clear Cache Steps to clear cache e e
Surveys n 1. Before You Begin
Before troubleshooting,
KnowledgeBase [J | KBS Printers Not Printing make sure: The printer is
powered on. All cables

KB-5 Printers

1. Before You Begin

Before troubleshooting, make sure:
o The printer is powered on.
o All cables are securely connected.
o There is enough paper in the tray.

o Ink or toner levels are sufficient.

1t01QA

2 1010A @ [

T

& Refresh Column Finder

Created By
Select Select Select
Reset, P: d,
eset, Passw Karen Zuber (kzuber) ~ 8/21/2025, 237 PM
and User
cache and blank Karen Zuber (kzuber) 8/21/2025, 2:22 PM

Printer, Printer with
no error messag

e 1to1 QA (1t01QA)
Spooling, and Print

8/21/2025,2:17 PM

2. Common Issues and Solutions

A. Printer is Not Printing

1. Check Connection

Orivs

v PageSize 50 v

Modified By

Select
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Articles are also searchable by typing in the keywords in the global search at the
top of the screen

N\ ONETO ONE

\ ’ Printer

ASSETS
& Home > MyTicket > Knowledge Base COX8X12 COX8X12 (Not Turned In)

M Locations ASSIGNEE
=T
2 HelpDesk v USERS
‘ ‘ No Results Found
LOCATIONS 2R : ;
& Refresh Column Finder v PageSize 50 v
Manage a No Results Found
View Applied: Standard Modified TICKETS
My Tickets 0 No Resits Found
KB Article Name INVOICES words Created By Created Date Mocified By A
My Queses N No Restits Found
4 INVOICE TASKS
Select Select Select | _noRece Eond Select Select Seleot Select
Email Tickets o KNOWLEDGE BASE
KB4 Printer Troubleshooting
Add New a KBS Printers t, Password,
KB-8 Reset Password Steps to reset password e e — Karen Zuber (kzube: 8/21/2025,237PM  1to1 QA (1to10A) 8/
) systens login page. You
Submit Ticket 1 will see fields for your...
c he b
BukUpdate [ ygy Clear Cache Steps to clear cache o el cache and blank KerenZuber (kzuber) ~ 8/21/2025,222PM  1to1 QA (110104) 8/
pressing Ctrl+ShiftR
Surveys n 1. Before You Begin
Before troubleshooting,  Printer, Printer with
Knowledge Base [ |  KB:5 Printers Not Printing make sure: The printer is o error message, 1to1 QA (1to108) 8/21/2025,217PM  1to1 QA (1to10A) 8/
powered on. All cables Spooling, and Print
are securely connected...
3% Parts ly
Printer TMoUbleshooting g jvee; priner with
B Invoices . Guide Overview This
Printer . . N s no error message,
KB-4 : Things to try for printer problems article provides or mes to1 0A (1t0104) 8/21/2025,216PM  1to1 QA (1t010A) 8/
Troubleshooting ! Spooling, Print, Jam,
N troubleshooting steps N g
B Imports forresolving common,.. "4 Print Quality
Gt thel anin nane

Use the instructions below to configure this new feature.
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Setup

Knowledge Base - To use this feature, a KB form must be set up. You can
create or manage forms by navigating to Settings > Tickets > Knowledge
Base. You must be an Admin to create and manage KB and specific groups
can have access to articles.

)\ ONETO ONE

A T4

|l & Home > Ticket Properties
® Locations > N X
Ticket Properties
2 HelpDesk >

Ticket Settings Submit Ticket Settings
g
3 Parts 4 Email Update Fields, Behavior, etc
B Invoices >
& Imports >
Type Categories Types Status Closure Types Note Templates
B Reports 4 Chromebook, Network, etc. Physical, Software, etc. Active, Repair, etc. Repaired, Resolved, etc. Screen Replacement, Software Update, etc.
®y Setings v
System [n] Funding Types Platform Configuration Queues Survey Forms
Title VI, CATE FY18, etc. Configure Platforms used by your team. Manage List of My Queues. Manage Survey Forms
Assets |
Us n
Sites [a] Knowledge Base
Manage Knowledge Base
Parts n
Tickets o
Invoices 0
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& Home > TicketProperties > Knowledge Base > Edit Knowledge Base

General

1 *
Article Name Printer Troubleshooting

Description Things to try for printer problems

Keywords Add More Keywords

Printer = l
Printer with no error message =
Snnnlinn =« Print =« Jdam
User Groups v
Body B I U A v &« o
&
Printer
Troubleshooting

Guide

Overview

This article provides troubleshooting steps for
resolving common printer issues, including
connectivity errors, paper jams, and print
quality problems.

Step 1: Check Printer

w I P, 42w

Article Name can be a generic name of the type of KB form. Description
allows for detailed explanation of the article. It will not appear on the ticket
screens.

Keywords are the searchable words that can be used to display the article.
There is no limit of how many you can create. Each keyword has a 256
character limit.
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User Groups can be used to control who can have access to the article. The
Body is used to store the details of the article or to provide external links to
resources that the user can access. The body can contain images as well as

details.

e Ticket Types - After KB articles are created, they will need to be linked to
ticket types. Multiple articles can be linked to one ticket type.

¢ Home > TicketProperties > TicketTypes 3 Edit Ticket Type

Edit Ticket Type

Created by 1tol QA 10/4/2022, 2:25 PM  Modified by Tto1 QA 8/25/2025, 9:19 AM

— Knowledge Base
Ticket Type * Printer ‘
- Articles 3 KB-4 Printer Troubleshooting
Description v
X KB-5 Printers || X KB-7 Clear Cache
“
Billable Amount ‘ 0.00 ‘
Task Type Category Hardware X v ‘
Email Group ‘ v ‘
Default Technician ‘ v ‘
7
Default? 0
Submit Ticket?
Turn In? o
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Process

e Submit Ticket, Add Ticket, Edit Ticket - When a ticket type is selected

that is linked to a KB article, it will display on the right side of the ticket
form.

SRLUS Q

R ) . e
Bookmarks 5> " < Home > MyTicket > SubmitTicketForms > Submit Ticket

Dashboard I \ — Knowledge Base
. KB-4 Printer Troubleshooting
Sites
Printer, Printer with no error message,
QUALITY ASSURANEE S . .
Assets Spooling, Print, Jam, and Print Quality
A View More @
Submit Ticket
Students
Submit a student ticket KB-5 Printers
a Staff Printer, Printer with no error message,
Spooling, and Print
I Locations Related User * View More @
Help Desk X Select Student of who will be affected by this ‘ Karen Zuber (kzuber@onetooneplus.com, QADO) x v ‘ KB-7 Clear Cache
issue.
Related Asset he and blank
Manage Who is being affected? If you are submitting this elate cache and blan
request for someone else, put their name here, you ‘ v ‘ View More @
My Tickets ::‘m ‘su: 1:5 n::nf;‘e;d of the progress of this ticket as
© tioket submitter Collaborators
My Queues ‘ o ‘
Email Tickets
Add New 0
SubmitTicket 1 Ticket Types *
 Printer v
Bulk Update 5}
i Whatis the issue or request? Description
Surveys n I ‘

The user can then click on the “view more” option to see the details and
they can be downloaded or printed.

KB-4 Printer Troubleshooting

Printer Troubleshooting Guide

Overview

This article provides troubleshooting steps for resolving commen priater issuss, including connectivity errors, paper jams, and priat quality
problems

Step 1: Check Printer Connections
« Power: Ensure the printer is plugged in and powered on.
* Cables: Confirm that the USB or network cables are securely connected.
* Wireless: If using Wi-Fi, check that the printer is connected to the correct network.

Tip: Restart your router if the printer does not appear on the network.

Step 2: Clear Paper Jams

1. Tum off the printer.

— New Student

Description
fdsfsdfsadfasdfsda
Status:

Closed

Created:

1/30/2025

Description
Test2
Status:
New Ticket
Created:
2/12/2025

Description
Test attachments
in prod

Status:

New Ticket
Created:
2/14/2025

Descrintion



