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Log on to Peralta help desk system

1.Enter into your browser > helpdesk.peralta.edu

2.Enter > Peralta email address and Password

3.Click > Log In

2
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Log on to Peralta help desk system

4. You have logged in successfully
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How to submit a ticket

1. Select > Request type. Based on what type 

of issue you need help with or who you need 

help from

There are two methods to submit tickets. We 
will cover both.
Preferred: Using the Peralta help desk system
Secondary: Sending an email, this is helpful if 
you don’t have access to your Peralta account

Prefer: All Peralta accounts 

If you are a campus employee and are having issues with 
computer/hardware/printer, select your campus IT request type

1

Note

Campus IT
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How to submit a ticket

2. If there is a sub request type, you MUST select 

sub request type, please select what is 

appropriate

3. In this example we will use: Request type 

District Helpdesk and sub request type Software

Some Request types have sub request types, you must select a 
sub request type if available

2

Note
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How to submit a ticket

4. Enter a descriptive subject

5. In Request Details: Add a detailed description 

of the issue

6. Optional: You can copy someone on the 

ticket. Just type their email address. 

Example: Staff assistant

7. Optional: You can attached file

8. Once ready, Click > Save

Some Request types have custom question. This is to get all the 
information needed to complete the request. You can look at 
Request type Canvas and sub request type Combo Request.

8

Note
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How to submit a ticket

9. A thank you message will be display and a 

ticket number.

10.Also an email confirmation will be sent to 

you and anyone you copy.

11.You have successfully submitted a ticket

All updates to the tickets will be emailed to you. 
Note
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How to submit a ticket

1. Login to your Peralta email account or login to your 

personal email account.

2. Compose an email

3. Each location IT department has an email address 

that will assign the ticket to that IT department.

a. Peralta Helpdesk/District Office: helpdesk@peralta.edu

b. Berkeley City College: bcchelpdesk@peralta.edu

c. College of Alameda: coahelpdesk@peralta.edu

d. Laney College: laneyhelpdesk@peralta.edu

e. Merritt College: merritthelpdesk@peralta.edu

Secondary: Send email to the helpdesk accounts
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How to submit a ticket

4. In the To field, enter the appropriate email 

address

5. Enter a descriptive subject

6. In the body: Add a detailed description of the 

issue

7. Optional: You can attached file

8. Once ready, Click > Send

4

If you are a campus employee and are having issues with 
computer/hardware/printer, please use the campus IT helpdesk 
email from the previous pageNote
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How to submit a ticket

9. An email confirmation will be sent to you. 

The email will include: A brief message, 

Ticket number, description of your issue 

10.You have successfully submitted a ticket

All updates to the tickets will be email to you. 
Note
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How to view & check status of tickets

1. Click > History tab

2. By default, you will see your active ticket

3. You can see the status on the Status column

4. To see the full details click on the ticket 

number

From the help desk system you can view all 
your tickets.

All Peralta accounts 

1

To see tickets that are no longer actived (Resolved, Close or 
Cancelled), click on the Status drop down menu and select 
another status

4

Note
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How to view & check status of tickets

5. The full ticket details will open

6. You can see status, request type, tech name, 

notes and etc.

7. You have successfully view & check the 

status of your ticket

Tech name

Name of 
person that 
enter the 
comment
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How to update a ticket

1. Go to the full ticket detail window (Steps in 

the previous section “How to view & check 

status of tickets”)

2. Click > Add Note

There are two methods to update a ticket. We 
will cover both.
Preferred: Using the Peralta help desk system
Secondary: Reply to the help desk ticket email

Prefer: All Peralta accounts 

Tech name

Name of 
person that 
enter the 
comment

2
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How to update a ticket

3. Type your note

4. Optional: You can attached file

5. Once ready, Click > Save

Tech name

Name of 
person that 
enter the 
comment

3

4
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How to update a ticket

6. The status has change to In Progress

7. You have successfully updated the ticket.

Tech name

Name of 
person that 
enter the 
comment

5

Name of 
person that 
enter the 
comment

If the ticket you submitted is not longer an issue can you can 
cancel the ticket by click Cancel Ticket button on the top right.Note
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How to update a ticket

1. Login to your Peralta email account or login to your 

personal email account.

2. Find the email from the help desk with ticket

3. Click on the email to open it

4. Click > Reply

Secondary: Reply to the help desk ticket email

4
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How to update a ticket

5. Type your note

6. Optional: You can attached file

7. Once ready, Click > Send

5

7
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How to update a ticket

8. An email confirmation will be sent to you

9. The status has change to In Progress

10.The email will show you all the communication

11.You have successfully updated the ticket

All updates to the tickets will be email to you. 

9

Note
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Canvas support teams

1. Request type, select > Canvas

2. Sub request type, select > What is appropriate

Canvas tickets are supported by District Distance Education. 
When Canvas request type are submitted, Help desks system 
automatically routes the ticket to them.Note
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Canvas support teams

3. In this example we will use: Canvas > 

Combo Request

4. Read the instructions carefully – Each 

request type has its own message

5. Answer all questions – Each request 

type has its set of questions

6. Once ready, Click > Save

4

6
Most of Canvas sub request types have custom 
questions. This is to get all the information needed to 
complete the request.Note
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Canvas support teams

7. A thank you message will be display and a ticket 

number.

8. Also an email confirmation will be sent to you 

and anyone you copy.

9. You have successfully submitted a Canvas ticket

You can also submit a ticket by sending an email to 
canvas@peralta.edu. This is not the preferred method, as the 
needed question will not be answer and most likely will have to 
ask you for more information.

Note
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Research support teams

1. Request type, select > Research Request

2. Enter a descriptive subject

3. In Request Details: Add a detailed description of 

the data that you need

4. Optional: You can copy someone on the ticket. 

Just type their email address. Example: Staff 

assistant

5. Optional: You can attached file

6. Once ready, Click > Save

Research tickets are supported by District Institutional Research 
(IR). When Research request type are submitted, Help desks 
system automatically routes the ticket to them. District IR may 
route the ticket to a college researcher.

Note

1

6
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Research support teams

7. A thank you message will be display and a ticket 

number.

8. Also an email confirmation will be sent to you 

and anyone you copy.

9. You have successfully submitted a research 

ticket

Note
You can also submit a ticket by sending an email to 
researchrequest@peralta.edu. This is not the preferred method.
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Questions!

• Can anyone submit tickets?

Yes, if you don’t have access to Peralta administrative account, you can email help desk using one of the email 

provided in this document.

• Can students login to Peralta help desk? 

No, only Peralta administrative accounts.

• How do I get updates or know that my ticket was completed/resolved?

You can check your ticket in the history tab. Also, all updates are emailed to you.

• What if I have not received an update?

Log in to the Peralta help desk and access the ticket and check the status, if needed add a note. If no access to 

Peralta help desk, find the email from the Peralta helpdesk and reply back.

• What if I send the ticket to the wrong request type or support team?

If the ticket has enough information, the ticket will be re-routed to the correct support team. This will delay the 

completion of you ticket.
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