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Active Directory – Initiating Hypercare Support 
 
Below are the steps to take to initiate Hypercare support following your migration. Use this Quick Reference Guide 
(QRG) if you or your workstation has recently been migrated to the new Active Directory and you are unable to perform 
any one of the checks in the ‘Active Directory Checks for Laptops and Desktops’ QRG.  
 

Log a ticket with ServiceDesk: 
 

 Phone: 03 8345 6777 

 Email: servicedesk@wh.org.au 

 Online: http://servicedesk.wh.org.au 

When logging your ticket, please provide the following details to allow the ServiceDesk team to triage your ticket 
accurately: 
 

 Brief decription of the issue you are experiencing  

 Screenshot of the issue (if possible) 

 Your WH asset number (can be found on the yellow sticker on your workstation) 

 Your WH Username 

 Your best contact number 

 Your exact location 

 
ServiceDesk ticket example: 
 
“Hi, I was recently migrated to the new AD as part of the Active Directory Project. Since my migration I have been 
experiencing [insert issue description].  

 My asset number is [insert WH asset number] 

 My username is [username] 

 My phone number is [phone number] 

 I am located at [location] 

Please see the attached screenshot example.” 
 
 

Await HyperCare or ServiceDesk support: 
 
You will receive an automated respose when your issue has been resolved. 
If your issue requires further investigation by the ServiceDesk or HyperCare team, they will reach out to you via phone or 
email. Please ensure you are available at this time. 
 
 
Important things to note; 
 

 Before logging a ticket, please refer to the ‘Active Directory Checks for Thick Clients’ QRG to see if your issue 

can be resolved without ServiceDesk or Hypercare support 

 After you are migrated, eMail synchronisation may take up to 2 hours. During this time you can use email 

normally, but you may have limited access to your historical emails. 

 There is a possibility that access to shared calendars and mailboxes will be temporarily lost. This will be restored 

once all users have been migrated to the new Active Directory. 

 If you have not received a response within 30min, please email WHS-EMRTechnicalTeam@wh.org.au and the 

project team will assist in following up with the Hypercare team. 
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