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1  Setup

Setup

e 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.
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2  Adding/Editing KB article form

General
Article Name * Printer Troubleshooting

Description Things 1o try for printer problems

Keywords

Printer
Printer with no error message
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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

s -
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.

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.

3  Add KB article to ticket type

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 » Edit Thoket Type

Edit Ticket Type
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4  Process Steps

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.
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The user can then click on the “view more” option to see the details and
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5  When the "view more" link is clicked the article will display

KB-4 Printers

2. Common Issues and Solutions

A. Printer is Not Printing
1. Check Connection
o For USB printers: Ensure the cable is firmly connected to both the printer and the computer.
© For network printers: Verify you are connected to the correct Wi-Fi or Ethernet network.
2. Set as Default Printer
© Windows: Go to Control Panel — Devices and Printers, right-click the printer, and select Set as default printer.
© Mac: Go to System Preferences — Printers & Scanners and select the printer.

3. Restart the Printer and Computer

B. Paper Jam
1. Turn off the printer.
2. Open all access panels and gently remove jammed paper.
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6  The article can be downloaded or printed from here

KB-4 Printers

2. Common Issues and Solutions
A. Printer is Not Printing
1. Check Connection
o For USB printers: Ensure the cable is firmly connected to both the printer and the computer.
© For network printers: Venfy you are connected to the correct Wi-F1 or Ethernet network.
2. Set as Default Printer
© Windows: Go to Control Panel — Devices and Printers, right-click the printer, and select Set as default printer.
© Mac: Go to System Preferences — Printers & Scanners and select the printer.

3. Restart the Printer and Computer

B. Paper Jam
1. Turn off the printer.
2. Open all access panels and gently remove jammed paper.
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KB articles can also be attached to Notes on Edit Tickets

Enter a new note

P Select Knowledge Base P Select From Template

Time Spent: | 0

Note * B

KB articles can also be attached to Correspondence on Edit Tickets

Email Correspondence

To Student

Recipients

Subject:
Email Correspondence Attached - TSK-6874429 ‘

P Select Knowledge Base P Select From Template

Message:
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9 KB articles can be searched for in the "Global Search" field
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