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1.1. Introduction

This document is thé R Y A y' A &GuiNdtoih2 ISsheiCentre angrovides instruction and information on how
to configure and administahe IssueCentrapplication. It is targeted administrators that have the authority
to change the settings used tod tickets and have access to all the ticket and agent data.

This document assumes a basic understanding ofgfigeCentrapplication and the mechanisms and
approaches used to log tickets and everidease see the othdssueCentralocumentation for futher
reference:

1 Installation Guide

1 Agent User&uide

1.2. Browser Configuration

IssueCentrdas been tested and approved for the following leading browser versions:
1 Internet Explorer version.@ and above
9 Firefox version 3.0 and above

In order to ensure yo get the best user experience witksueCentrehe following browser settings must be
configured before use.

1 Enable Popups
1 Enable Javascript
1 Set Check for newer versions of Cached pages to: Every time | visit the webpage

1.3. Typography Conventions

Formatting conventions are used through the document with the following meanings.

Italics Button names are formatted in italics
Bold Main menu items are formatted in bold type
Highlighted Section Useful tips and explanations are highlighted in

1.4. Glossary of Terms
Last updated: 14.1/2009 6
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The following list describes the meaning of terms used throughout this document.

Term Description

Ticket The term used to reference an issue that is to be tracked and resolved.

Event An action that takes place that has an effect on a ticket. Evenysbm&aused by human
intervention, e.g. an agent logging a follay telephone call, or bissueCentresystem
monitoring e.g. the SLA for the ticket being breached.

Agent A user that is assigned the task of creating and resolving ticket issues.

Contra¢ A complete segregation of tickets and configuration that apply to a separate customer
contract.

Knowledgebase A structured collection of FAQs that can be used to resolved commonly occurring ticket
issues.

SLA Service Level AgreemenissueCentraises SLAS to ensutickets are processed within the

required timescales.

Record Locking

A means to ensure that two agents do not work on the same ticket/email at the same tin

Spam

Unwanted/unsolicited email that is of no commercial value

Engine A softwae module that is always running performing tasks at scheduled times or as
demanded by the application to allow the application to be more responsive
Platform The Operating System or environment upon which the product being supported is relian

This willtypically include records for Windows XP, Linux etc.

Last updated: 14.1/2009 7
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2. ADMINISTRATION OVERVIEW

The primary system configuration of IssueCentre is performed from the screens accessed from the
Administration menu. This section explains the function and use of each iathatilon screen.Access to the
administration area is controlled by permissions that are assigned to Agents via theiSialee these screens

will determine how the tickets can be reported on, who has access to the system and how the application
functions access to these functions should be limited to users with assigned responsibility and understanding.

2.1. Picklists

A number of the administration screens provide the means to maintain the
IssueCentre system lists used throughout the application. Tey éat larger

" configurations IssueCentre provides a generic picklist mechanism to make it
P2 simpler to find and edit a record from within a large list.

Find PriorityType:

The entries of the list are normally listed in alphabetical order, with the list being
broken down into jpges of 20 results per page. The pages of results can be navigated by preshlext el
Previoushuttons at the bottom of the list. The List can be filtered by typing text into the search field at the top
of the list. As you type the list below igrehmically filtered to only show those records that start with the same
characters.

Click on the Show deleted Records checkbox at the bottom of the list to be able to view and edit previously
deleted records. Deleted records are shown in the list ugiggey italicized type. Editing and saving a deleted
record will normally reactivate the previous record.

Last updated: 14.1/2009 8
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IssueCentre

3. USERS

3.1. Agents Maintenance

This screen provides the means of maintaining the list of agents that are able to create and process tickets in the
sysem.

|New Tickets  Email (3) Knowledgebase  TicketMonitoring  Reporting  Dashboard  Administration  Logout John Smith - 18/11/2009)

Find Agents: ‘s Agent Maintenance

Usemame:” AdminAdmin

!
i Password:

(leave blank to retain current password)

Confirm Password:

[ Show deleted Records

Title:

Forename:”
Surname:”

Telephone Extension:
Email-

Display Name:™

Default Contract:
Contract Access:
Rale”

Ms

Admin

Admin

300
admin@issuecentre.com
ADMIN

IssueCentre

All

Custom Rale w| Edit Permissions

Manager:

Account Locked:

O

Absences: View/Set Agent Absences

@ cancel « Save = Import X Delete [ Audit

The fields used to configuan Agentare defined by this table.

Figure3-1 ¢ Agent Maintenance

Field Description

Username ¢ KS I 3Sy (ecuied tizio@nNa thyelapplication

AD/LDAP Checkbox, this is only present if AD/LDAP idAan{inistration/System/AD/LDAP
Authentication ConfiguratiolLDAP Integratiorwhere 0=0ff/1=0n)

Password Login details, only relevant for non AD/LDAP integration.

Title ¢KS 3SyiQa 220 GAGES

Forename ¢KS F3SyidiQa FTANROG ylYS

Surname ¢CKS F3SyidQa adzNyl YS

Telephone Extension |[¢ KS | 3Sy Q& (St SLK2yS SEGSyarzy

Email ¢KS 3SyiQa SYIFAf FFRRNBaa

Display Name An alternative short name for the user, used in lists and repovtsu may wish to us¢

Last updated: 14.1/2009 9
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initials or familiar names.

Default Contract

Only applicable if working in a muttontract environment. This specifies the contra
the agent will see when they initially log in.

Contract Access

Only applicable if working in a nidtontract environment. If this box is left
unchecked, the agent will only be able to work within their default contract.

Role ¢ KS | 3 S ible éontdid theSlist of perissions which the agent has a
G/ dzad2y w2t Sé¢ OFy 08 (3A@SyOtiR20 1AW 3A y2R
t SNY¥AaaArzyaéeg Ayl o

Manager A checkbox indicating whether the agent is a manager of other agents.

Account Locked

If the agent attempts to log in with an incorrect password too many times, the
account will become locked. It cde unlocked by unchecking this box.

Absences

Clicking this link will bring up a calendar where planned future absence can be
recorded. By marking an agent as absent, they will not be automatically assigne
ticket owners (see the section on Fix Groupsmore information)

License Restriction

The number of agent records you are allowed to create is limited according to your IssueCentre license.
the License screen by choosi\gministration-> System >License > License Maintenafrcen the main nenu.

Please contact us to req

uest an extension to your license.

Access

Importing from CSV

Where an import button is shown you are able to import details from a CSV file. Clicking on Import will give
access to a sample CSV file showing the columns that ar@edqu

AD/LDAP Import
tfSrasS NBTFS

Last updated: 14.1/2009
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3.2. Fix Groups

Fix groups will typically be used to link agents to a particular product specialisation. For example a fix group with
the following attributes maye created:

Name Product Fix

Group t N2 RdzOG I d&ahdzNX N2 RdzO( €
Specialism ¢ 6 G d4za P G9NNBNI C2dzy Ré

Any ticket that now matches these attributes may be targeted to this fix group. The impact of doing this is that
the ticket is now visible only to Agents 66 I NP2 dzLJ &t N2 RdzOG CAE¢ @

‘New Tickets Email (3) Knowledgebase  Ticket Monitoring  Reporting  Dashboard  Administration Logout John Smith - 18/11/2009)

Find Fix Groups: %2 Fix Groups Maintenance
Name:* |IssueCentre - 1st Line

Assign New Tickets To:* () The group
) Round Robin approach
IssueCentre - 2nd Line ) Random agent from the group
() User selectable from agents in group
@ Always | Mike Edwards | v

n

Group Members:*
Members: MNon-membears:

Mike Edwards Admin Admin ~
Adrian Ashwaorth
Charlie Devlin
Chris White
Fixit Fred
Gabrielle Cracknell
John Smith
Niael Mansell L

EIE

Group Specialism: Ticket that match:
((Product = IssueCentre)) 3

AND |v || Select value from list |v| «F Add

@ cancel + save X Delete [g Audit

[ Show deleted Records

Figure3-2 ¢ Fix Group Maintenane

Field Description

Name The name of the fix group

Assign New Tickets To| Choose the method of allocation for tickets which have been assigned to this fix
group.
1 The groupg Assign the ticket to the group as a whole (no individual agent
owner)

1 Round Robim Tickets are assigal to agents in order as they are created

Last updated: 14.1/2009 12
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1 Random Ageng A random agent will be selected from the list of members

9 User Selectable The ticket agent will be shown the list of members to ass
a ticket owner

1 Always [agent}, Tickets will always be assigniedthe specified agent

Group Members

Add and remove agents from the fix group

Group Specialism

A set of criteria against which tickets will be compared to determine whether the
IANRdzL) A4 O2y&aARSNBR I aYlFIGOKé ®BmC2NI §
Gt whs5! / ¢rLaadzsS/ SyiNBe gAaftft 0SS | Y (d
GL&AadzsS/ SYyiNBé LINRERdAzOG @

Fix groups with no specialism are considered a match for any ticket.

Last updated: 14.1/2009
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3.3. Roles Maintenance

New Tickels Email (3) Knowledgebase TicketMonitoring ~Reporting ~Dashboard  Administration  Logout (John Smith - 18/11/2009)

Find Roles: gﬂf Roles Maintenance
Name:
Rale Pi

Permitted Privileges: Denied Privileges:

11

Admin
Development
Help Desk Enable Agent to Send Email ~
Reporting Only Adds Email Inbox to Main Menu
Standard Agent Role Enable Agentto Send to Adhoc Email Addresses
Enable Agent to Send Adhoc Content
Enable Agentto Mark Emails as Processed
Enable Agent to Mark Emails as Spam
Enable Agentto Add a New FAQ
Enable Agent to Approve FAQs
Adds FAQ Category Maintenance o Knowledgebase
Adds Bespoke Reports 1o Main Menu
Adds Summary Report to Main Menu
Adds Generic Report to Main Menu
Adds Contract Reportto Main Menu v

@ cancel « save

[ Show deleted Records

Figure3-3 - Roles Maintenance

This screen is used to control the roles which can be assigned to ageoks.igsmade up of a list of permitted
privileges Custom roles assigned to individual agents will not appear here, but can be maintained on the Agent
Maintenance screen.

Email

Enable Agent to Send Email l RRa 9YIFAf 2LXaA2y (2
item.

Adds Email button to the Edit ticket screen.
Adds Reply button to the Event view screen.
Adds Forward button to the Email view screer
Adds Reply button to the Email view screen.

Adds Email Inbox to Main Menu Adds the Inbox to the main menu

Enable Agentd Send to Adhoc Email Address| Allows the user to send emails to any email
address

Enable Agent to Send to Adhoc Content Allows the user to send free format text,
otherwise only templates can be used.

Enable Agent to Mark Emails as Processed | Adds the Pocessed button to the Email view
screen

Enable Agent to Mark Emails as Spam Adds the Spam button to the Email view scre

Last updated: 14.1/2009 14
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Knowledgebase

Enable Agent té\dd a new FAQ l RR& Cl!v 2LJiAz2y G2 G
l RRa G!RR | yS¢ C!vé
options

Enable Agent té\pprove FAQs l RRa d&! LILINB @S C!vag
options

Adds FAQategory Maintenanct® l RR&a &/ FGS3aA2NE al Ayl

Knowledge base options

Reports

AddsBespoke Report® Main Menu

Adds Bespoke Reps to the Reporting Menu

AddsSummary Repoitb Main Menu

Adds Summary Report to the Reporting Ment

AddsGeneric Reporto Main Menu

Adds Generic Report to the Reporting Menu

AddsContract Reporto Main Menu

Adds Contract to the Reporting Menu

AddsSurveys Repoktb Main Menu

Adds Surveys to the Reporting Menu

Dashboard

AddsAccess Dashboatd Main Menu

Adds Dashboard to the main menu

Enable Agent to see Cre€sntract Panels

| RRa OONB AR OGE LI ySt
that can be added to #h Dashboard

Last updated: 14.1/2009

15

? bk



IssueCentre GggscAclrpc ?bk

Tickets

Create/Update Contactda Tickets Allows new Contacts to be created from withit
a ticket

Create/Update Customenda Tickets Allows new Customers to be created from
within a ticket

Enable Agent t€reate Tagsia Ticket Allows rew tags to be created from within a

ticket.

Enable Agent to Change a Tickets Fix Group | Enables the Fix Group field to be changed on
existing ticket

Enable Agent to Change a Tickets Agent Enables the Ticket Owner field to be changed
on an existing tiokt

View OtherFixGroups Tickets Enables the agent to view tickets assigned to
groups they do not belong to

Edit otherFixGroups Tickets Enables the agent to edit tickets assigned to
groups they do not belong to i.e. adds the Edi
icon to the search mults

AddsView/Edit Internal Noteso Ticket Screen | Whether the agent can see the Internal notes
field on the View Ticket and Edit Ticket screel

Ticket Closé&irst ContacOverride Adds the ability to override the First Contact
close checkbox if therare more events than
configured.

Enable Agent to Change a Tickit®rity Without this permission the Agent is not able
update a tickets priority

Add Ticket Monitoring to Main Menu Adds the Ticket Monitoring Option to the mair
menu.

Enables AgenttEdit Ticket Description Without this permission the ticket description

that was captured when the ticket was create
may not be edited.

Last updated: 14.1/2009 16
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Administration

Adds Agent, Fix Group & Role Admin to Main Menu

Adds Company, Contact & User Admin to Main Menu

Adds Ticket Product Admin to Main Menu

Adds Ticket Status Admin to Main Menu

AddsUnlock Ticketso Main Menu

AddsSystem Admimo Main Menu

AddsMiscellaneous Admito Main Menu

AddsNotices Admirio Main Menu

Addslmport Button to Admin Pages

AddsDeleteButton to Admin Pages

Add Audit Button to Admin Pages

Last updated: 14.1/2009 17
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3.4. Company Maintenance

‘ New Tickets Email(3) Knowledgebase TicketMonitoring Reporting  Dashboard — Administration  Logout (John Smith - 18/1112009)
Find Company: %3 Company Maintenance
Name:®
Company's Country:
Select value from list | | Telephone No:
12 2 Fax No:

Alexon Ltd Address:*
Amersham Ltd
Anenton House
Barnett Ltd

Bayliss Electronics
Benson House
Berfred Metals
Charleston House Country:
Cheston Wire
Cranes High Internal Notes:
Delaware Technics
Emerson Hall
Falstaff Components
First Option

First Option Solutions
Gleeson Powertool
Jonas Metals Reference:
Kiloton Weights
Merrilee Components

Notification
Planers Ltd Opt Out O Yes ®No

- | Select value from list %

Preston Wire Ltd
Quentin Bros

Remmington Co. Ltd @ cancel « Save = Import
Sample Company

" DistowsddteiRacads 0
Figure3-4 ¢ Company Maintenance

Field Description
Name The name of the company
Telephone The main contact telephone number for the company
Fax No. The main fax number for the company
Address The cefral address for the company
Country The country the company is based in. The list of Countries is maintained from th

Administration-> Miscellaneous menu.
Notes Notes about the company
Reference A company specific reference number

Last updated: 14.1/2009 18
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IssueCentre

3.5. Contacts Maintena nce

This screen provides the means of maintaining the list of contacts of the customer companies to which tickets

are assigned.

Find Contact:

13

Ahmed Raphael
Alice Seeston
Ben Bardot
Carrie Chrislos
Charles Fenton
Cheri Sigman
Chris Carnuthers
Chris Cooper
Chris White
Colin Tylor
Danny Arbroath
Danny Arbroath
Glenn Mitchell
Hamish Rowiton
Henry Wagstaff
Howard Johnson
Jane Kenny
JezKenton

John Sawyer
John Smith
Julian Parks
Justin Time
Karen Somerville
Kay Fames

Contact's Company:

™ Show deleted Records 2

& Contact Maintenance

Forename:” [

Sumame:” [

> Email” |

Telephone No:™
Mobile No
Fax No

Company:” [

Primary Contact: [~

Notification @
Opl Ot Yes & No

©cancel o Save @ Import

Figure3-5 ¢ Contacts Maintenance

Field Description

First Name ¢tKS O2yil OiQa FANRG yIYS

Surname ¢tKS O2yil O0GQa adz2NyI YS

Email ¢tKS O2yil OGQa SYIFAf | RRNBaa dza Ssenadifg2 N
notifications to.

Telephone ¢tKS O2yil OtQa GStSLK2YyS ydzyo SNJ

Mobile tKS O2yidlO0iQa Y20AfS (St SLK2yS ydzyo

Fax ¢tKS O2yial O0iGQa FFE ydzYoSNJ

Company The company to which the contact belongs

Primary Contact Whether the contact is the primary contactrfthe company

Notification Opt Out Core to IssueCentre is the concept of the system sendingatifications. For
example a notification could be setup for when an event is added to a ticket. Thi
setting allows the customer to stop receiving these afas.

Last updated: 14.1/2009
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3.6. Users Maintenance

This screen provides the means of maintaining the list of users that can access the IssueCentre web application.
This includes both agents and customer contacts.

) 7
Find External users: «» User Maintenance
Company:" Option Solutio

Contact's Company: pany: |FH5( Option Solutions

Q, Contact:* [lustin Time Edit Contact Details

m Access Level” [Search Only =
Chris Cooper -
Chris White Usemame:” jiext
Danny Arbroath Password: ,—
(leave blank to retain current password)

Ki T d
L:E;E;errwy?r{h Confirm Password:
Matihew Fellows Display Name:™ [[TExt
Mike Edwards = TExt

Profiles: [All Contracts - All Vendors - All Products - All Companies
= Add New

Account Locked: [~

@ cancel «Save X Delete [G Audit

I” Show deleted Records

Figure3-6¢ Users Maintenance

Field Description

Company Thecompany the contact works for

Contact The contact of the company for which a user is to be created

Access Level The level of access the user is to be granted

Username The username the user is to be allocated to login to IssueCentre

Password The passwal the user is to use to login to IssueCentre

Display Name A short name for the contact

Profiles A list of Vendor, Product and Company combinations that determines the tickets
the user is able to view/edit.
With Profiles you have the ability to lodown your customers to a specific product

Last updated: 14.1/2009 20
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4. PRODUCTS

4.1. Vendors Maintenance

This screen provides maintenance of the list of vendors that supply the products that are being supported by the
agents and against which tickets will be created.

Mew  Tickets Email (5) Knowledgebase  TicketMonitoring Reporting  Dashboard  Administration  Logout John Smith - 08/12/2009)

Find Vendar: @ Vendor Maintenance

Mame:" Pacific Blue Corp
1M :
Short Name:" |Pacific Blue

Apple

Avantis Inc Home URL: yww pacifichluecorp.com
International Business Machines

Microsoft Corporation Support URL:

@ cancel m|Import ) Delete (g Audit

Figure4-1¢ Vendors Maintenance

The fields used to configure a vendor are defined by this table.

Field Description

Name The name of the vendor

Short Name An abbreviated ame for the vendor used for dropdown lists

Home URL ¢KS 'w] 2F (GKS OSYR2ND& 6So0arisSo
Support URL ¢tKS !''w[ 2F (KS @SYyR2NDa adzZLJLI2 NI 6 Sq
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4.2. Platforms Maintenance

This screen provides the means for administrators to define the full list of plasftinat are used by the

products.

Find Platforms: ¥ Platform Maintenance

Mame:* \Windows
1M

Platform Version: |#jista-859

| B Addlew

€ cancel = Import ¥ Delete [ Audit

&  Edit

&= Delete

Figure4-2 ¢ Platforms Maintenance

When creating a new platform you must also specify the version information for a platform. As you would

expect a platform may hee many versions.
The Steps to create a platform are as follows:
1 Supply the platform name and then select save.
T b2¢ asStSOG e2dzNJ ySgfte ONBFGSR
to be displayed.

The fields used to coigfure a Product are defined by this table.

[aN

LX FGF2NY | yR

Field Description
Name The name of the Platform e.g. Windows
Version The number or name of the version e.g. Vista SP!

Last updated: 14.1/2009 22
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4.3. Products Maintenance

This screen provides maintenance of the list of products that aieglbsupported by the agents and against
which tickets will be created.

Find Product:

Products’s Vendor

Select value from list

17

i Product Maintenance
Mame™" |Access

" Short Name:* |Access

Vendor” | Micrasoft Corporation

Word

Description:

Product Version: | 2000

Add New
2007 =

URL: |http-//www microsoft com

Contract Available To Unavailable To-
My Contract

[ [

[ Show deleted Records

@cancel Save @ Import X Delete Eﬂudit

Figure4-3 ¢ Products Maintenance

The fields used to configure a Product are defined by this table.

Field Description
Name The name of the Product
Short Name An abbreviated name for the Product used for dropdown lists and reports.
Vendor The vendor that supps the product. Selected from the list of vendors that can b
maintained using Vendor Maintenance.
Description A description of the product
Versions A list of the product versions that are supported.
Please note if the version you requireisnotvislg dz g Af t ySSR
URL The URL of a webpage that provides further information about the product
Contracts The list of contracts for which the product is to be available within

Last updated: 14.1/2009
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Adding a new Product Version

Add Product Version X

Name:
Please tick relevant platforms
=) Windows
- [ Vista-SP1
- Windows 7
—+00 Linux
) Red Hat

Figure4-4 ¢ Product Version

Last updated: 14.1/2009

GggscAclrpec

{ St S0GAy3

? bk

& | pRyRa trbeSigve based dn the R A &

platforms that are currently defined within your IssueCentre
deployment. In the example shown belgwu will see the
platform Windows with the versions IE7, IE6, etc.

Ly 2NRSNJ G2 ONBIGS
and check the items that apply.

24
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4.4. Product Prompts

This screen allows you to configure a number of questiorisetqueried by the agent for tickets created for a
particular product. This allows you to ensure important issue and diagnostic information is captured by the first
agent that receives the ticket information even if they are not trained on the product.

Find Prompts- Prompt Maintenance
il

Prompts For Access

Word ‘Prnmpl ‘Type |Aclion ‘Display Order ‘
‘|5 the licence valid? ‘Yea/Nn |@\ Delete ‘A v ‘
New Prompt

Prompt Type™ O Free Entry O Yes /No O Choice O Information Prompt

Prompt Question:*

Attributes: 7] Mandatory [] Public

[ Show deleted Records

Figure4-5 ¢ Product Prompts

This screen can be used as follows:

9 To create a list of prompts for a product, select the product from the list and thehadding the
prompts by filling in the form below.

1 You can specify whether each prompt requires a Yes/No answer, a free text answer, a menu of options
or does not require a response.

Selecting the radio buttons will alter the fields displayed for thenggbaccording to the attributes of each
prompt type.

Last updated: 14.1/2009 25
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5. TICKET
5.1. Ticket Status Types Maintenance

Ticket statuses are used to group tickets according to where they are in the overall process, including
classification of closed tickets. A precise set of Tellattises are essential to ticket management and accurate
statistical reporting.

Find Status: f status Maintenance
Mame: |Under Investigation
@Al Copen O Closed

Description: Under Investigation
11

Closed

Closed Mot Supported
FPending Customer
FELITTSTIIIE Ticket Closed:

Ticket Default:

O®= O

Escalate:

Suspend SLA countdown:

3 Cancel X Delete [ Audit

Figure5-1¢Status Types Maintenance

O

The fields used to configure a ticket priority are defined by this table.

Field Description

Name The status type name to appear in the drop down lists e.g. Pending Supplier

Description The full meaning of the status type.

Closed Check this box if the status indicates the ticket has been resolved

Default Check this box if the status is to be the default value for new tickets

Escalate Check this box if the status indicates that the ticket has been escalatétilime3
support. This is provided to allow reporting on escalated tickets.

Suspend SLA Check this box if tickets in this status are to be suspended from SLA monitoring.

Email Text The text used to describe the status in notification emails.

Last updated: 14.1/2009 26
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5.2. Ticket Priority Types Maintenance

Priorities are used to define the importance of the tickets created and are used to ensure tickets are processed in
the correct order. This screen also allows you to set SLA timings to ensure that tickets are processed and
escalated according 2 G KS O2y (iNI OGQa F3aANBSR { SNBWAOS [ S@St o

You can define a single Priority to be the default value that is assigned to new tickets.

Completely separate priority lists can be configured for each contract that you configure.

Find PriorityType: L, Priority Maintenance

MName:* |pq

11
Description: Urgent

P2
F3
P4
P5

Level:® Set Priority Level
Colour: |FFGGG6

SLA Requirements

The timings below specify the amount of time within which an agent must respond to the
ticket to meet the contract SLA.

First Response Within: |42 ~ || Minutes R4

Subsequent Responses every: | 14 || Minutes v

B cancel X Delete  [B Audit

Figure5-2 ¢ Priority Types Maintenance

The fields used to configure a ticket priority are defined by this table.

Field Descrption

Name The priority name to appear in the drop down lists e.g. P1

Description The full description and definition of the priority.

Level The number that determines the level of this priority within the order of the other

priorities. The prioritwith the lowest number has the highest priority.

Colour The colour used to indicate the priority on the search results

Default Whether the priority is to be the default for new tickets

First Response Within | The amount of time before an agent should reeg to the customer to provide a firs
response on the ticket. Tickets approaching or not meeting this time will be
highlighted on the Ticket Monitoring screen and the Ticket Search results lists.

Subsequent Response{ The amount of time before angant should respond to the customer with an updat
every for the ticket. Tickets approaching or not meeting this time will be highlighted on
Ticket Monitoring screen and the Ticket Search results lists.

Last updated: 14.1/2009 27
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SLA Requirements

selected to perform SLA monitoring.

Please note that the SLA requirentg section of this screen is only available if the current contract has beer

N

Last updated: 14.1/2009
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5.3. Ticket Error Types Maintenance

Error types are used to classify tickets by the type of problem being experienced. This allows tickets to b
grouped together to allow easier allocation to agents and also for reporting purposes to understand the spread
of problems being processed. Error Types can be global (i.e. used by all contracts), used by individual contracts
or products. If a productds a specific problem that you wish to track you can create a specific error type that

can be reported on separately without the error type appearing in the list for all contracts.

Find Error Types: Error Type Maintenance
Name:* | Configuration
Show All:
ow Al [ - Description: | Configuration
Account Locked Global: [
Bug Found Not Visible On- Visible On:
Connectivity My Contract
Licence
Praduct: Not Visible On- Visible On:
"o Mvord Access
[ Show deleted Records

© cancel =i Import ¥ Delete [ Audit

Figure5-3 ¢ Error Types Maintenance

The fields used to configure a ticket country are defined by this table.

Field Description

Name The name to appedn the drop down lists e.g. Password Reset

Description A description of what the error means and when it should be used

Global Whether the error type is to be available to all contracts

Contracts Whether the error type is to be limited to specific indwal contracts
LT a23s aSt SOt GUKS NBIldZANBR O2y (NI O3
0KS daxAaraofS 2yé¢ tArAaqo | AIKE AIKG (K
move the entries between the two lists.

Products Whether the error ype is to be limited to specific individual products.
L¥ &a23> &4StSO0G GKS NBIjdANBR LINERdzOG a
GKS daxAaraocfsS 2y¢ tArAado | AIKE AIKG GK

Last updated: 14.1/2009 29
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move the entries between thanto lists.

Last updated: 14.1/2009
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5.4. Ticket Event Types Maintenance

Event types are used to classify the activity performed by users and agents on tickets. All activity performed on a
ticket is recorded as an event (e.qg. file uploaded, email sent to customer etc), thus pgoifiith history of the
ticket. A definitive list of event types helps to ensure accurate statistics can be derived from the Reports.

Find EventTypes: B Event Type Maintenance

Name:™ Email Inbound
M

Description:
Email Customer

Infarmation
Phone Customer
Fhone Vendor

Event Type:" | Email Inbound i
Privacy:" | Public bl
Reset SLA
Global: ]

€ cancel ¥ Delete [ Audit

[ Show deleted Records

Figure5-4 ¢ Event Types Maintenance

The fields used to configure a tatlkevent are defined by this table.

Field Description
Name The event name to appear in the drop down lists e.g. Callback Request
Event Type ¢KS (Gel)S 2F S@PSyili GKIG Aa G2 0SS NBOZ

not match any of the otér options. Used for reporting purposes.

Reset SLA Whether an event being recorded of this type fulfils the contract SLA requiremen
and henceaesets thetimer that monitors whether the agents have responded
according to the SLA priority timings.

Scope Whether the event type is limited to the current contract or is available on all
contracts.

Last updated: 14.1/2009 31
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5.5. Received by Maintenance

When an Agent creates a ticket there is a received by field that is o By

used to indicate how the issue being recorded was communicated &izct value from list v

the helpdesk (Agent). Select value from list
API
IssueCentre is supplied with the followingluesthat will cover the  |Customer Portal
majority of situations: E;“;"
Other
T API Phone
Post
1 Customer Portal
1 Email
1 Fax
f Other
1 Phone
1 Post

Using the standard functionality you may Add/Rename or Remove items from this list.

Last updated: 14.1/2009 32
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5.6. Tags Maintenance

Tags are designed primarily as a search tool and the tags enable you to drill down and centre your search on a
smaller number of results.

Find Tags: |1l Tags Maintenance

Figure5-5 ¢ Tags Maintenance

gl Name:

Bug

@ Cancel « Save

This screen can be used as follows:
9 To searcHor an existing ticket that has the preferred tag attached
9 To create a new Tag that categmas your results

I To delete a Tag or revise an existing Tag

Please note that permissions must be set (Create Tags in Users Maintenance) for the user to use the Tag facility.

Last updated: 14.1/2009 33
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5.7. Unlocking Records

The Unlocking Records screen is accessed frorAdhanistration ¢ Miscellaneoussubmenu.

This screen allows the administrator to view the list of currently locked tickets and unlock individual or all
records as necessary.

? Locked Tickets Maintenance

Contract Ticket Ref Locked By Locked On Updated Release
My Contract 100300 JS 09/12/2009 11:10 27/11/2009 12:16 Release
My Contract 100901 Js 09/12/2009 11:09 2711/2009 11:33 Release

@ cancel 3 Release All Tickets

Figure5-6 ¢ Unlocking Records
Thisscreen can be used as follows:
1 To view one of the locked records, click on the Ticket number hyperlink to view it in a popup window.
1 To remove an individual lock click on tReleaséink at the end of the corresponding row.

9 To unlock all locked ticketpress theRemove All Locksutton below the list.

Last updated: 14.1/2009 34
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6. SYSTEM

6.1. Contracts

Maintenance

Contracts are used to segregate tickets ame configuredor the contractproducts that have different support
requirements. As explained in the Agent user guitlee mainissueCentrenenu works with the currently
selected contract, which is identifiable based on the screen header banner.

Figure6-1 - Contracts Maintenance

Field

Description

Name

The name of the contraat displayed on the main contracts menu

External URL

The URL that provides access to the customer entry poitssteeCentre

Support Email

The email address that emails sentlbgueCentré NB (G2 6S &aSyi
I RRNBaa aSi addres8 KS awSLX & ¢2¢

Email From Address

The email address that all emails sent from within IssueCentre for this contract w
sent from.

Email Rephfo Address

The email address that all emails sent from within IssueCentre for this contract w
have the Rephfo address set to this value. You may or may not want this to be 1
same address as the Email From Address.

Manager

The name of the manager thi responsible for this contract. Email notifications g
sent to this user

Last updated: 14.1/2009
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